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He.]'ll) OCBOCHUA NTUCHUIIJINHDI:

HI/ICIII/IHJ'II/IHa obecreunBacT OBJIQJICHUEC CJICAYIOIIMMHU KOMICTCHIUMAMMA C YYETOM JSTara.

Kon HanmenoBanue KittoueBble HHAMKATOPBI KOMITETEHIIH
KOMTIIETEHIINN KOMIIETeHIIUN
Crioco0eH pemiats ynpasieHdeckue | JluarHoctupyer npoOaeMHyI0 CUTYalUIo,
3a/lauu Ha OCHOBE TEOpPUH IpeAsIaraer yrpasieHYeCKOe PELIeHUE ¢
OIIKOC-1 MEHEDKMEHTA U HCTIONb30BaHUS Y4ETOM TPEHI0B BHEIIHEN Cpenbl, Ha

OeHYMapKHUHTA C Y4€TOM U3MEHEeHHH
BHEILHEN Cpeibl

OCHOBE COBPEMEHHOU TEOPUH, UCITIONIB3YS
WHCTPYMEHTHI OEHUMapKUHTA

B pe3ynbraTe 0cBOEHUS AUCUUILIMHBI Y CTYJEHTOB JIOJIKHBI OBbITH CHOPMUPOBAHBI:

OT®/TD npodeccroHanbHbIC Kon sramna
JIeWCTBUA OCBOCHHUS
KOMITETCHITNN

PesynbraTer o0yueHus

KommynukanmonHas nesitenbHOCTh B | OIIK OC - 1

OnsHece

KoHcynsTHpoBaHe KINEHTOB
KOMIIAaHUH B cpepe CBOei
npodeccnoHaNBHOI NeTeTbHOCTH

Ha ypOBHE 3HAHMI:
- KirroueBpie moHsATHS cepBuca
- Cnenmuduyeckue XapaKTePUCTUKH CEpPBUCA

Ha ypOBHE YMEHUN:
- AHAJIN3UPOBATH OCHOBHBIC [TOKA3aTEIN
MapKETHHI'OBON AEATEIBbHOCTH.

—HaBBIKAMH UCIIOJIb30BaHMS 3HAHUN 00
0COOEHHOCTSIX cepBuca Ui pa3paboTKu
peaybHbIX MAPKETUHIOBBIX IPOCKTOB;

- HaBbIKAMHM TPUMEHEHUS KOHKPETHBIX
IIPUEMOB CEpBHCA AJISl MOBBIICHUS KayecTBa
paboThI ¢ KIIMEHTaMH OpTaHU3alU, CO3JaHUs
KJIMEHTOOPHEHTHPOBAHHON OpraHu3aliu




Conep:xaHue JUCHUTLIHHBI (MOXYJIsA)

Tema 1. KittoueBsie MOHSATHS cepBHUCA
CepBuc. «lloxynartens ness». «llokymarenp ueHHocTH». «llokymnarenb CTpaTernueckoro
naptHepa». NPS — Net Promoter Score. KitneHTbl, COTpyAHUKH apTHEPHI (CPYMIbl BIUSHUSL. )

Tema 2. Pa3zpaboTtka cTpaTeruu cepBuca

Mecto cTpareruu cepBuca B oOwIeil crpareruu opraHuzauuu. Karteropunm MapKeTHMHIOBBIX
npemioxenuit  (Kotep @.):  «4uCTBI»  OcsA3aeMbli  TOBap; OCS3aeMbli  TOBap C
COIMYTCTBYIOIIMMHU yCIAyramMH; TUOpUJ, COYETAIOUN NPUOIHU3UTEIPHO B PaBHOW CTENEHU
XapaKTEPUCTHKU TOBApOB M YyCIYyr; YyCIyra, IPEJOCTaBIE€HUE KOTOPOM IIPEAIOaraert
HCIIOJIb30BAHUE OIpEAETICHHBIX (PU3NUYECKHX OOBEKTOB M OKa3aHUE JONOJHUTENBHBIX YCIYT;
«aucras ycayra. [1oaHbIi IPOAYKT.

Tema 3. Ycenyru

VYcenyra u odcnyxuBanue. CoiictBa yciyr. HeocsizaemocTs. OBelIecTBICHHE KadyecTBA YCIIYT.
l'apantun. Hecoxpansemocts. Hepasaenumocts. HemoctositHcTBo. KoMIuieke MapkeTHHra
yeryr. Buger yemyr: HeoOxoaumble W q00aBiieHHbIE. BUIBI yCIIyT: ¢ BBICOKHM, CPEIHUM U
HHU3KUM YPOBHEM KOHTAKTOB. Y POBHU CEpBHCA.

Tema 4. YpaBiieHHE KaueCTBOM CEpBHCA

VY A0BIETBOPEHHOCTh KJIMEHTAa M €ro JOSJIbHOCTb. [pU YpOBHSI cepBHCAa: HUXKE, HAa YPOBHE U
BBIIIIC YPOBHS OXKUJAHWUW KiWeHTa. [IpaBWIIbHBIN CepBUC. YPOBHU KadecTBa OOCTYKHWBAHHS:
KpUMHUHAIbHOE KauecTBO, HOPMATHUBHOE KadyecTBO; (UPMEHHOE KauecTBO; OOCIyXHBaHUE
JKCTpa-Kiaacca. YPOBHHM IMOCICHPOJAKHOTO OOCTYKHUBAaHHS: OCHOBHOW; pearupyromuii;
OTBETCTBEHHBII; MPOAKTUBHBIN; ypOBeHb MapTHepcTBa. CTaHaapTsl oOciy:xuBanus. Pemenue o
nokymnke. Yersipe paspsiaa kadectBa. COop uHbopmanuu o kauectse obciayxuBanus. Crocoobl
coopa unpopmammu. Monenu cepBuca. BwiGop monenu cepBuca. McmpaBienue ommOOK
cepBuca. Pabora ¢ xano6amu. 3apyOe:KHBIN OTIBIT.

(I)OprI N METOAbI TEKYIIEI0 KOHTPOJIA YCIIEBACMOCTH U IIpOME)KyTO'—lHOﬁ aTrrecrammuu.

B xone peam3anu JUCHUIUIMHBI HUCIOJIB3YIOTCA CICAYHOIHUE MCETOAbl TCKYHICT'O KOHTPOJIA
yCneBacMOCTHU o6yqafomnxc;1:

- IIPHU IPOBCACHUU 3aHATHH JICKLIUOHHOT'O THIIA:
YCTHBIE OIMpOCHI, JUCKYCCHUHU.

-IIpU MPOBCACHU U 3aHATHH CCMHUHAPCKOT'O THUIIA:
I[I/ICKYCCI/II/I, TECTUPOBAHUC
3auer MIpOBOAUTCA C IPUMCHCHUEM CJIICAYIOINX METOOB (CpC,I[CTB)Z

IIuceMmeHnHOE TCCTUPOBAHUC
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