[loKyMeHT NoAnucaH NpocToit 3NeKTPOHHOM NOAMUCHI0
NHbopmaumsa o Bnagenbue:

®KO: KoctposeL, Jlapuca bopncosHa

[lomKHOCTb: AnpekTop

[ata nognucanus: 16.05.2026 10:25:32

YHUKanbHbI MPOrpaMMHbIN KIKOY:
6882606104c36dbde41c4ab93a65382136a292d6

[Tpunoxenue 4

K 00pa3zoBaTeIbHOMN Mporpamme

PABOYAS ITPOT'PAMMA JUCHUIIJIMHBI

b1.B.01.10 IIponieccHOE yiipaBIeHHE B CEPBUCHOMN JIEATEIHLHOCTH
(I/IHI[GKC, HAMMCHOBAHUC JUCLHUIIIINHBI B COOTBETCTBHUU C y‘I€6HLIM HJ'IaHOM)

38.03.02 MeHemKMEHT

(KO,Z[, HAaNMCHOBAHUC HAITPABJICHU A HOI[FOTOBKI/I)

MeHeKMEHT HEPOU3BOICTBEHHOH cephl
(HauMeHOBaHMe 00pa30BaATENBbHOM MTPOrpaMMBbl)

OuHoO - 3a04Has hopma 00YUEHHUS
(popma oOyuenus)

['onx HaGopa - 2026

Jlonenk



ABTop(bl)-cocTaBurenan(u) PILL:

Pomonan FOmust OneroBHa, KaHjA. 9KOH. HayK, JOICHT Kadeapbl MEHEIKMEHTa
HEMPOU3BOJICTBEHHOU cepbl

3aBeayromuii kadeapoii:

TapacoBa Enena BnaguMupoBHA, KaHA. OJKOH. HAyK, JOLEHT, 3aBEAYIOLIUN
Kadenpoil MeHeIPKMEHTa HETIPOU3BOICTBEHHOM cepsl

PaGouass mporpamma mucuumuiuabl b1.B.01.10 IlIpomeccHoe ympaBieHue B
CEpBUCHOI JEATENbHOCTH  0J00peHa Ha 3acedaHuu Kadeapbl MEHEIKMEHTa
Hernmpous3BoACcTBEHHOU cepsl Jlonenxoro ¢punmana PAHXul'C

npotokod Ne 11 ot «18» mapta 2026 r.



COJEPKAHUE

1. IlepedeHp IUIAHUPYEMBIX pE3yJIbTATOB OOy4YEHMsI IO JUCHUIUIMHE, COOTHECEHHBIX C
IUTAHUPYEMBIMU PE3YJIbTaTaMH OCBOEHHSI IPOrPaMMBbl

2. O0beM U MeCTO TUCHMILIMHBI B CTPYKTYpe 00pa30BaTeNbHOM IPOrpaMMbl

3. CopepxaHue U CTPYKTypa AUCLHUIIINHBI

4. TUnbl OLEHOYHBIX MaTEPHUAJIOB, TIOKA3ATENN U KPUTEPUN OLICHUBAHHUS

5. ®opmbl aTTeCTAllMM ¥ THUIOBBIE OIICHOYHBIC MaTEpUaNbl Il TEKYIIEro KOHTPOJISA
yCIIEBaEMOCTH 00YYAOLINXCS, KPUTEPUH M HIKAJIBI OLIEHUBAHUS [T0 KOHTPOJIBHBIM TOUYKaM

6. @opMbl IPOMEXKXYTOUHOH aTTeCTallUK, KPUTEPUH U IlIKaja OLIEHUBAHMsI, TUIIOBbIC OLIEHOYHbIE
MaTepHabl 10 AUCLUIUINHE

7. MeTronuueckue Marepuabl 0 OCBOCHUIO AUCHUIUINHBI

8. VYuyeOnas JuTepaTypa U pecypchl HMH(OPMAIMOHHO-TEIEKOMMYHHUKAIIMOHHONH CETH
«HTepueT»

9. MarepuanpHo-TeXHUYECKass 0a3a, WHPOPMALMOHHBIE TEXHOJOTHH, IPOrPaMMHOE
obecrieyeHre 1 MHOOPMAITIOHHBIE CTIPABOYHBIE CHCTEMBI



1.

IlepeyeHb MIAHUPYEMBIX Pe3yabTATOB 00y4eHHs 0 AUCHMILINHE,
COOTHECEHHBIX C IJIAHMPYEMbIMHU pe3y/ibTaTAMH 0CBOEHHS 00pa30BaTeIbHOM
NpoOrpaMMmbl

Huctunnuna b1.B.01.10 IIpoueccHoe ynipaBieHUe B CEpBUCHOM E€ATEIbHOCTH
oOecrieunBaeT (OPMUPOBAHUE Y OOYUAIOIIUXCS CIAEAYIOMMX MPOodhecCHOHATBHBIX

KOMIIETEHIIUM:
OTD/T® u Kon HaumeHoBanu Kon HaumenoBan | OOpa3oBaTebHbIN pe3yabTaT
PEKBU3UTHI | KOMIETe e HHIUKATOpA ue
nc HIMH JTOCTH:KEHHS | WHIHKATOpPa
KOMTIETeHIINH .
KOMIETEHUMH | TOCTHKEHUS
(npu KOMIIEeTeHIINii
Hanuduu)
AJ02.6 [K-2. CriocobeH IK-2.1. Cuctematuszup | I1K-2.1. 3-13naeT meToms
Pazpaborka [pa3pabaTbiBaTh yer MPOEKTHPOBAHUS
u 158 coOpaHHYIO (YHKIMOHAIBEHO-POJIEBBIX
YCOBEpIICH COBEPIIICHCTBO HHPOpPMAIUIO | MOJeTeH
CTBOBaHHE BaTh 0 mpoiiecce
I1K-2.1. 3-23HaeT METOALI
periaMeHTa [perIaMeHThI
KJIACCU(HUKAIIKH UH(OPMAITUH O
mporiecca MPOIIECCOB
. mporiecce U OKPYKECHUN
noJipasiene o ipa3iesieHHH
HHA [1K-2.1. 3-33Haet Teoputo
OpraHusanu MPOLIECCHOI'O YIPABICHHUS
u
[IK-2.1. ¥Y-2 ¥YMeeT BBITIOJIHSITH
KJIaCCU(DUKAIIHIO TIPOIIECCOB U
00BEKTOB OKPY)KEHUS Iporiecca
[K-2.1. V-6
Ymeer
OCYILECTBIISITH KOMMYHHKAIIUH,
MPOBOJUTH pabovre COBEIAHNS,
HaXOJIUTh KOHCEHCYC
[1K-2.2. PazpabateiBae | I1K-2.2. 3-13HaeT meTombI

T PpEerlIaMeHThl
5
periaMeHTupy
)5S
JIOKYMEHTBI

MIPOEKTUPOBAHUS
(hYHKITMOHAITBHO-POJIEBBIX
MoJenen

[1K-2.2. 3-53naeT TpeOoBaHMA K
pa3paboTKe periaMeHToB
HPOLIECCOB

[1K-2.2. 3-73naer HOTALMHU
MOJICTTUPOBAHUSI IPOIIECCOB

[IK-2.2. Y-7¥meer
WCIIONIB30BaTh MPOTPAMMHOE
obecrieueHre T pa3padOTKH
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PEriiaMCHTOB ITPOICCCOB

[1IK-2.2. Y-9¥meer
pa3pabaThiBaTh CXEMBI
MPOIIECCOB MITH
aIMHHUCTPATHBHBIX
peryiaMeHTOB

2. O0beM 1 MeCTO IMCUMILTHHBI (MOYJIf1) B CTPYKTYpe 00pa3oBaTeibHOM
NpOrpaMMmblI

OO6uuit 00beM AUCITUTIIIUHBIL:

3,00 3.e., 108 ak.yac

KoHnrtakTtHas paboTta oOy4aromuxcs ¢ NpernojaBaTeieM MO BHAAM YYEOHBIX
3aHATUN: 35 aK. yac Ha KOHTAKTHYIO paboTy ¢ mpemnojaBarenemM, U3 Hux 17 ak.dgac
Ha Jeknuu W 18 ak.yac Ha TpakTUYeCKWe 3aHsATUsA. /3 ak. 4Yac Ha
CaMOCTOSITENIbHYIO paboTy 00y4aroIIMXcCsi, KOHTaKTHas pad0Ta Ha aTTeCTalUio B
NEepUOJ dK3aMEHAIIMOHHBIX ceccuid 9 ak.uac.

b1.B.01.10 IIpoueccHoe ynpaBiieHHE B CEPBUCHOM ESITENBHOCTH PEATU3YETCS
Ha 3-eM Kypce B 6-M ceMmecTpe Mmocie n3y4eHus TUCITUTIINH:

- OCHOBBI CEPBUCHOU JIEATEIBHOCTH

- CTpaTernueckuiit MEHEPKMEHT




3. CoaepikaHne U CTPYKTYpa JUCHUILIMHBI (MOAYJIA)

3.1. CtpykTypa JUCHHUILIAHBI (MOIYJIS)
Ouno - 3a0unas hopma 0dyueHus

Ne ni/m | HaumenoBanue O0beM TUCHUMILIMHBI, aK.YaC dopma
TeM U (UJIH) TeKYyLIero
BCEI'O KonrakTHas padoTa 00y4arommxcs CamocrosiTe/ibHaA
pazzenoB Gota KOHTPOJIA
a
C mpenojaBaTejieM 10 BUIaM y'leﬁHLIX 3aHATHH P ycnesaemocTu,
MPOMEKYTOYHOM
Ilepuoa TeopeTnvyeckoro o0yueHust Ilepuoa aTTeCTAINN
MPOMEKYTOYHOM
arTecTaunu
(ceccus)
3anaTus 3anaTus UK | KCP | KD Kar | K | CPkp | CP3x Cp
JIEKIITUOHHOT 0 CEMHHAaPCKOro TK | 0
THIIA THIIA H
a1 | BI JIP 3 ;
0
J
b
PA3JIEJI 1. TEOPETUYECKHE OCHOBBI ITPOIIECCHOI'O YIIPABJIEHUS B CEPBUCHOU JESATEJIBHOCTH
Tema CymHocTs 1 Omnpoc,
1.1. DBOIIOLUSA T
MPOLIECCHOTO 17 4 0 0 4 0 0 0 0 0 0 9 CCTHPOBANHE,
KonTpoasHoe
moaxoja B
3a/1aHNe
yIPABICHUH
Tema CepBucHas Ompoc,
1.2. JeATEIbHOCTh 17 4 0 0 4 0 0 0 0 0 0 9
TectupoBanue,
KaK 00OBEKT
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MPOLIECCHOTO KonTponbHoe
yIpaBICHUS 3a/1aHue
Tema Knaccudukanu Ompoc,
1.3.
g;g;z}g?fmypa TectupoBanue,
9 0 0 0 0 0 0 0 0 9 KonrpoasHoe
MIPOIIECCOB B
CEPBHCHBIX 3a/1aHue
OpraHm3alusx
Tema MonaenupoBanu Ormpoc,
14. e OusHec-
HPOLIECCOB: Tecruposanue,
P ' 9 0 0 0 0 0 0 0 0 9 KoHTposbHoe
0a3oBbIe
3a/laHue
MTOJIXOJTBI U
HOTAalUU
PA3JIEJI 2. IPAKTUKA U MIHCTPYMEHTAI I[TPOLIECCHOI'O YIIPABJIEHMS B CEPBUCHOM JESATEJIbBHOCTU
Tema [IpoexTupoBan Omnpoc,
2.1. e u
e — Tectuposanue,
P 17 0 0 4 0 0 0 0 0 0 9 KOHTpONbHOE
CEPBHCHBIX
onsHec- 3a7aHue
IIPOLIECCOB
gzMa VnpasieHue Onpoc,

S| aeeTRoN 11 0 0 2 0 0 0 0 0 0 9 | Tectnposarme,
CEPBUCHBIX KonTposbHoe
MIPOLIECCOB 3a/laHue

Tema Onrumusanus Omnpoc,
23 - 9 0 0 0 0 0 0 0 0 9
TectupoBanue,
PEMH)KMHUPUHT
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OuzHec- KontponsHoe
IPOLIECCOB B 3aJaHKe
CEpPBUCHOI
JeSATeIbHOCTH
Tema [udpouzamms Ompoc,
24.. "
TectupoBanue,
aBTOMaTH3aIHA K .
[POLIECCHOTO 19 5 0 0 4 0 0 0 0 0 0 10 OHTPOIILHO
3aJaHue
yIIpaBJICHUS B
CEPBHCHBIX
OpTaHU3aIHIX
[TpomesxyTounas 9 0 0 0 0 0 0 0 9 0 0 0 3a4eT ¢ OLEHKON
aTTecTaIys
Hroro
108 10 0 0 16 0 0 0 9 0 0 73

Hcnonvzyemvle cokpawgenus.

JI - nexumu - 3aHATHS, TPEeyCMaTpUBAIOIIe TPEUMYILECTBEHHYIO Tepeady yueOHoH nHpopMmanny 00ydaroumMes MeiarornyecCKUMI pabOTHUKAMU OpraHu3aluy U (MiIH) JHLIAMH,
NPUBJIEKAEMBIMHU OpraHU3aLUeN K peaar3aluu 00pa3oBaTeIbHBIX [IPOrPaMM Ha WHBIX YCIIOBHSX,).

BJI - Buzeo nexuuu.

JIP - maGopaTtopHbie pabOTEHI.

[13 - mpakTHyeckue 3aHATHS (32 UCKITIOYCHHEM JTA00paTOPHBIX PadoT).

UK - uaauBHyanbHbIe KOHCYJIbTalNH.

KCP - KOHTpOJb CaMOCTOSATEIIEHOW PaOOTHI

KD - koHCynbTaIMN IIEepes 9K3aMEHOM

KatTak - koHTaKTHas paboTa Ha aTTECTAIMIO B TIEPHO]] SK3aMEHAI[OHHBIX CECCHUit

CPxp - camocTrosTensHas paboTa Ha IOJATOTOBKY KypCOBOW pabOThI/ KypCOBOTO MPOEKTA.

CP53k - camocrosTenbHas paboTa Ha MMOATOTOBKY K IK3aMEHY.

CP - camocrosTensHas paboTa B CEMECTpe Ha MOJATOTOBKY K y4eOHBIM 3aHATHAM.




3.2. ConepxaHue TUCIUILIUHBI

PA3JEJ 1. TEOPETHYECKHE OCHOBbBI IIPOHECCHOI'O
YIIPABJEHUA B CEPBUCHOU JEATEJIBHOCTH

Tema 1.1. CymHocThb H 3BOJIONHS MNPOLECCHOI0 TMOAX0Aa B
ynpasjenun IIK - 2.1.

PaccmarpuBaroTcsi  kimtoueBble  dTambl  (DOPMUPOBAHHUS — TPOIIECCHOTO
MOAXO0Ja B YIOPaBICHWU OpraHu3alueld, ero OTIMYHE OT TPaJUIMOHHOIO
GyHKIIMOHATBLHOTO TMOaXoaa. PackpeiBaeTcsi moHATHE OW3HEC-TIpoIiecca Kak
COBOKYITHOCTH B3aMMOCBSI3aHHBIX JICUCTBUM, HAMNpPaBJICHHBIX Ha CO3/JaHUE
IEHHOCTH JJIsI KIHUEHTa. AHAIM3UPYIOTCSA OCHOBHBIE IIIKOJIBI YIPABIICHUS,
MOBJIMSABIIME HA Pa3BUTUE IMPOIECCHOIO YIPABICHUS, BKIIOYAs KOHIICTIUU
KadecTBa, OEPEKIIMBOrO MIPOU3BOJICTBA M CUCTEMHOI'O ITOIX0/1a.

Tema 1.2. CepBuHCHas [AeATEJIBHOCTh KAK O0BEKT MPOLECCHOTO
ynpasienus IIK - 2.1.

N3yyatorcsi 0OCOOEHHOCTH  CEPBUCHOM  JCSATENBHOCTH Kak  Ccdepbl,
OPUEHTHUPOBAaHHOM Ha  YJOBIETBOPEHHE TMOTPEOHOCTEW  KIMEHTa 4Yepe3
npefocTtaBieHue ycayr. llomuepkuBaroTcs Takhe XapaKTEPUCTUKHU YCIYT, Kak
HEMAaTepUAIbHOCTh,  HEPa3pbIBHOCTb  MPOM3BOACTBA U MOTpeOJIeHUs,
BApUATHUBHOCTh KauecTBa. PaccMarpuBaeTcss HEOOXOIUMOCTh — ajamnTaluu
MPOIIECCHOTO  YIpPaBJIEHUs] K BBICOKOM CTENEHU HEOMNPENENEHHOCTH U
CyOBEKTHBHOCTH OIICHKU Ka4eCTBA B CEPBUCE.

Tema 1.3. Kaaccupukaums u CcTpyKTypa OH3HEC-IIPOLECCOB B
cepBuCHBbIX opranu3zanusx IIK - 2.1.

PackpoiBaercs cucrema kinaccudukanuy OU3HEC-TIPOIECCOB HA OCHOBHBIE,
oOecIeynBaIIMe U YIPaBICHUYECKHE, a TaKXKe HUX poyib B (HOPMHUPOBAHUU
LHEHHOCTH JUIsl KJIMEHTa. AHaIu3UpyeTcs MPOLECCHAsl apXUTEKTypa CEPBUCHOMU
OpraHu3alliy, BKJIKOYas LEMOYKA CO3JIaHMsl I[IEHHOCTH W B3aWMOJICHCTBUE
noapasnenenuii. Oco0oe BHUMaHUE YJIEISETCS B3aUMOCBSI3M  IPOIIECCOB
00CTy>KMBaHUS KJIMEHTOB ¥ BHYTPEHHUX BCIIOMOTATEIbHBIX ITPOIIECCOB.

Tema 1.4. MoaeanpoBanue Ou3HeC-TpPoLeccoB: 0a3oBble MOAXOAbI U
noranuu IIK - 2.1.

PaccmarpuBaroTCs OCHOBHBIE METOJbl OMMCAHMS U BU3yalIU3allMu OM3HEC-
nporeccoB, Bikmoudas IDEFO, BPMN wu EPC. OObscHseTcs 3HaueHUe
MOJICIIUPOBAHUS ISl aHalii3a, ONTUMM3AIUM W PErjaMEHTAllMu IMPOIECCOB B
CEpPBUCHOMU AesaTelbHOCTH. [loaquepkuBaeTcss poiib TpauuecKoro mpeIcTaBiICHUs
MPOIIECCOB KAaK HMHCTPYMEHTA MOBBIIMICHUS MNPO3PAYHOCTH U YHPABISIEMOCTU
OpraHU3aIuu.

PA3JIEJI 2. TIPAKTUKA U UHCTPYMEHTBI IPOECCHOT' O
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YIPABJIEHUS B CEPBUCHOM JEATEJIBHOCTHA

Tema 2.1. IlpoexkTHpoBaHMe W perjaMeHTAlMsl CEPBHUCHBIX OU3HeC-
npoueccos IIK - 2.2.

N3yyarorcss MOOXOJbI K MPOEKTUPOBAHUIO HOBBIX M pEOpraHU3aIiU
CYILIECTBYIOIIMX CEPBUCHBIX TIPOILIECCOB C YYE€TOM TpeOOBAHWM KIMEHTa W
CTpaTeTMYECKUX  Lejed  opranusanuu.  PaccMmarpuBaercs — pa3paboTka
pPETJIaMEeHTOB, CTaHAAPTOB OOCIY)XMBAaHWUS W JOJDKHOCTHBIX HWHCTPYKITHH,
o0ecCIeunBaIINX €IMHOOOpa3re BHITIOJHEHUS TporieccoB. [lomuepkuBaercs
3HAYEHUE MPOLIECCHOMN AUCIUILIUHBI JJI MOBBIIICHUS! KQUeCTBA yCIIYT.

Tema 2.2. YnpaBieHnue kauecTBoM cepBUCHBIX npoueccos IIK - 2.2.

AHAIM3UPYIOTCA COBPEMEHHBIE KOHLIETIIIMN YIIPABICHHSI KAYECTBOM YCIYT,
BKJIIOYass MOJEIM OLEHKU YIOBJIETBOPEHHOCTH KIMEHTOB U  CTaHIApThI
oOciyxuBaHus. PaccMaTrpuBaroTCs METO/bI KOHTPOJIA KAauecTBa Ha Pa3IUYHBIX
JTamax Mpolecca OKa3aHWs YCIYyTH, a TakKe MHCTPYMEHThl OOpaTHOW CBS3H.
Oco0oe BHUMaHUE YAEIAETCS HENPEPHIBHOMY YIYUILIEHHUIO NPOLIECCOB HA OCHOBE
KJIIMEHTCKUX OXKUJAHUU.

Tema 2.3. Onrumu3anus ¥ PEeHMHKAUHUPHUHI OH3HEC-MIPOLIECCOB B
cepBucHO¥ aesteabHocTu MK - 2.2.

PackpeiBaroTcsi  mMeToAbl  TOBBIMIEHUS  3(P(HEKTUBHOCTH  CEPBUCHBIX
MPOIIECCOB 3a CUET YCTPAHEHUS MOTEPh, COKPAIICHUSI BPEMEHHU OOCTY>KUBAHUS U
MOBBIIIEHUS MMPOU3BOAUTEILHOCTH. PaccMaTpuBarOTCsl KOHIIENIIUNA OEpexKITUBOTO
npousBojictBa (Lean) u paaMkaabHOTO TEPENPOCKTUPOBAHUS MPOIIECCOB
(peur>xuHupuHr). [loguepkuBaeTcst pojb aHAUTUKU U TUATHOCTUKHU MPOIIECCOB
B BBISIBIICHUU Y3KHX MECT.

Tema 2.4. IludpoBu3anussi H aABTOMATHU3ALMS  MPOUECCHOTO
ynpasJieHus1 B cepBUCHbIX opranu3amusx IK - 2.2.

N3yuatorcst  coBpeMeHHbIE  IUQPPOBBIE  HHCTPYMEHTHI  YIPaBJICHUS
npoueccamu, Bkitouass CRM- u ERP-cucremsl, mmargopMbl aBTOMaTH3AlMKA U
pobotuzanuio mporeccoB (RPA). PaccmarpuBaercs BiusiHue 1udpoBoit
TpaHcpopMaliiu Ha TIOBBIIIEHHWE CKOPOCTH, MPO3PAYHOCTH M  KayecTBa
CepBUCHBIX omepanuii. Ocoboe BHUMaHUE YACISIETCS MCIOIb30BaHUIO JIaHHBIX U
AQHAJIUTUKY JJISI IPUHSITUS YIIPaBIECHYECKUX PEIICHUM.
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4. Tumnsl OLCHOYHBIX MAaTCPHAIOB, ITIOKA3ATCIIN U KPUTCPHUH OLICHUBAHH

4.1  Ounenounsie mMatepuansl no aucuuminae b1.B.01.10 [Ipoueccuoe
VIOPABJICHHE B CEPBUCHOW JEATEIBHOCTH BXOASAT B COCTaB OLIEHOYHBIX
MaTepuayioB 1Mo obpa3zoBarenbHON mporpamme. COBOKYIMHOCTHh OIEHOYHBIX
MaTepHasioB MO BCEM NMUCIMIUIMHAM (MOJIYJISIM) 00pa30BaTeIbHON MPOrpaMMBI
coctaBisieT GoH oleHOUHbIX cpeacTs (najiee - POC). ®OC ucnonb3yercs npu
MIPOBEJCHNUU TEKYIIETO KOHTPOJISL YCIIEBAEMOCTH U MPOMEKYTOYHOM aTTECTAllNU
oOydarommxcss C  IeJbl0  OICHUBAaHUA  JIOCTHKEHHUS  00ydarouuMucs
IJIAaHUPYEMBIX PE3YJIbTATOB 00yUYEHUS.

4.2 ®DOC pa3paboTaH Kax KOMHIEKC NPOBEPOUHBIX 3A0AHUL PAZTUUHO2O
MUNa U YpoBHS CILOMCHOCMU, BKIIOYAEm KpUumepuu U WKaibl OYeHUBAHUs, d
makoice «xmouuy npasunvHovlx omseemos. OOC popMupyercs Kak OTACIbHBIN
JOKYMEHT W XPAaHUTCSA B JJIEKTPOHHOM Buze, noctyn k @OC mpenocraBiieH
OTpaHUYEHHOMY KPYTY JIULI.

4.3 Jlna caMOCTOSATENbHON pabOTHl 00y4aroUIMXCs MPH MOATOTOBKE K
TEKYLIEMY KOHTPOJIIO YCIIEBAEMOCTH U IPOMEKYTOUHOM aTTecTallui B padounx
nporpaMmax —JUCIHUIUIMH pa3MEUIEHbl THUIOBBIE TMPOBEPOYHBIE 3aJaHMS,
KOTOpbIE  MOYHO  YCJIOBHO  pa3lJeiauTh  Ha  33JaHUs  3aKpbITOrO,
KOMOMHUPOBAHHOTO U OTKPBITOTO THUIIOB.

3ajaHusl 3aKpBITOrO THIA - 3TO TECTOBBIC 3aJIaHUS, B KOTOPBIX KaXIbIii
BOIIPOC  COIIPOBOKJAETCS T'OTOBBIMU BAapUAaHTAMHM OTBETOB, H3 KOTOPBIX
HE0OXOMMO BBHIOPATH OJAMH WJIA HECKOJBKO MPaBUIIbHBIX.

3amanusi KOMOMHUPOBAHHOTO THUIIA - 3TO TECTOBBIC 3aJlaHUs, B KOTOPBIX
Ka)KIbI BOIPOC COMPOBOKIAETCS TOTOBBIMUA BapHaHTaMU OTBETOB, U3 KOTOPBIX
HEO0OXOJIMMO BBIOpaTh OJIMH WJIM HECKOJIbKO MPAaBUJIBHBIX U 00OCHOBATH CBOM
BBIOOD.

3amaHusl OTKPBITOrO THUIA - 3TO 3aJaHusl, B KOTOPHIX Ha KaXKJIbI BOIPOC
JOJIKEH OBITh MPEJIOKEH Pa3BEPHYThHII 000CHOBAHHBIN OTBET.

B 3aBucuMocTM OT THUma 3aJaHus PEKOMEHIOBAaHbI ONpeaeIeHHas
MOCJIEIOBATEIbHOCTh BBIMIOJHEHUS M CUCTEMa OLECHUBAHMS BBIIOJIHEHUS
3aJlaHUN.
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4.4. Tunel 3a1aHKI, CLIEHAPUU BBINIOJHEHUS, KPUTEPUHU OLIEHUBAHUS

TUIT SATAHUA

NMHCTPYKIMA

CIHIEHAPHH BBIIIOJIHEHM A

KPUTEPMHM ONEHNBAHUMA

3anaHue 3aKpBITOTO
THIIa C BEIOOPOM
OJTHOTO TIPABUIILHOTO
OTBETa U3 HECKOJIbKHX
BapUaHTOB
PETOKEHHBIX

[IpounTaiite TeKCT,
BBIOCpUTE
IIPaBUJIbHBIN OTBET

1.BanMarenbpHO IIpoYnTaTh TCKCT 3aJlaHUA U IIOHATD,
YTO B KAU4ECTBEC OTBETA 0KHAACTCsA TOJIBKO OAMH U3
MNPCAJIOKCHHBIX BAPUAHTOB.

2. BaumarensHo MpOYrTaTh NPCIAJIOKCHHBIC
BapUAHTBI OTBCTA.

3. BeiOpaTh OJ1MH BEpHBII OTBET.

4. 3anucarb TOJIBKO HOMEp (Ui OYKBY) BBIOPAaHHOTO
BapuaHTa OTBeTa (Hampumep, 3 uiu B).

OTBeT cunTaeTCst BEPHBIM, €CIIU
HpaBHIBHO yKa3aHa nudpa wiu
OykBa

3aJlaHuE 3aKpPBITOTO
THIIa Ha YCTaHOBJIICHNE
COOTBETCTBUA

IIpounTaiite TeKCT U
YCTaHOBUTE
COOTBETCTBHUE

1.BunMmarenbHo MMpOoYnTaTh TCKCT 3alaHUA U IIOHATD,

4TO B KAYCCTBEC OTBETA OKUAAIOTCA IIapbl 9JICMCHTOB.

2. BHuMarenbHO NPOYUTaTh 00a CIIUCKA: CIUCOK 1 -
BOIPOCHI, YTBEPK/I€HUS, PAKThI, TOHATHS U T.1.;

CITHCOK 2 - YTBCPKIACHUA, CBOMCTBA 0OBEKTOB U T.O.

3. ComocTaBUThL IIEMEHTEI CITUCKA 1 ¢ pjIeMeHTaMU
cnucka 2, chopMUpPOBAThH Mapbl JJIEMEHTOB.

4. 3anucarb nonapHo OyKBbI U LIU(DpPHI (B
3aBHCUMOCTH OT 3aJIaHHsI) BApUAHTOB OTBETA
(nanmpumep, Al wu b4).

OTBeT cunTaeTcss BEPHBIM, €CITH
NPaBUIIBHO YKa3aHbI HU(PPBI WK
OYKBBI

3amanue 3aKphITOTO
THUIIA C BBIOOPOM
HECKOJIBKUX

[Ipounraiite TeKcr,
BEIOEpHTE
IIPaBUJIbHBIE OTBETHI

1.BHuMaTenbHO MpoYnTaTh TCKCT 3a/IaHUA U TIOHATD,
YTO B KQ4ECTBEC OTBCTA OKHAACTCA HECKOJIBKO
IMMPAaBUJIbHBIX OTBETOB U3 MPCAJTOKCHHBIX BAPHUAHTOB.

OtBeT cunTaercs BCpPHBIM, €CIIN
IMpaBUJILHO YCTAaHOBJICHBI BCC
COOTBCTCTBHUA (HOSI/ILII/II/I nus3
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IIPaBUJIbHBIX OTBETOB
U3 HECKOJIBKUX
BAPUAHTOB
IPEIIOKEHHBIX

2. BaumarensHo MpOYrTaTh NPCAJIOKCHHLBIC
BAapHUAHT-TEI OTBETA.

3. BriOpaTh HECKOJIBKO IPABUIIBHBIX OTBETOB.

4. 3anucarp TOIbKO HOMepa (Wi OYKBBI)
BBIOPAHHOT'O BapuaHTa oTBeTa (Hampumep, 1 4 umu A
D).

OJTHOT'O CTOJIOIA BEPHO
COIIOCTAaBJICHHBI C ITO3ULUAMU

Jpyroro)

3aiaHue 3aKpBITOTO
THUIIA HA YCTAaHOBJICHUE
II0CJIEI0BATEIBHOCTH

[IpounTaiite TEKCT U
YCTaHOBUTE
IIOCJIEI0OBATEIbHOCTh

1. BHumaTensHO MPOYHTATh TCKCT 3alaHUA U
IIOHATH, YTO B KAYCCTBC OTBECTA OXXKHNAACTCA
OoCICA0BAaTCIBbHOCTD DJICMCHTOB.

2. BEHuMmarenpHO MMPpOYUTATb NPECATTOKCHHBIC
BAapHWaHTBI OTBCTA.

3. ITocTpouth BEpHYIO M1OCIEOBATEIBLHOCTD U3
MPEJIOKEHHBIX 3JIEMEHTOB.

4. 3anucatb OyKBBI/IUGPHI (B 3aBUCUIMOCTH OT
3aJlaHKs) BApUAHTOB OTBETA B HYXHOMH
nocJieoBaTeaIbHOCTH (Hampumep, bBA wmm 135).

OTBeT cunTaercs BCPHBIM, €CJIN
MIPaBUIBHO yKa3aHa BCs
[I0CJIEZI0BATEIBHOCTD HU(D

3anaHue
KOMOMHHPOBAHHOTO
THUIIAa C BEIOOPOM
OJTHOTO TIPABUIILHOTO
OTBETA U3
NPEUIOKEHHBIX U
00oCcHOBaHKEM BbIOOpa

[IpounTaiite TEKCT,
BBIOEpUTE
MPaBWIbHBIN OTBET U
3aUIINATE
apryMEHTHI,
000CHOBBIBAIOIIHE
BbIOOp OTBETA

1. BHnMaTenbpHO MMpOoYNTaTh TCKCT 3aJlaHUA U ITIOHATD,
YTO B Ka4€CTBC OTBETA OXKHAACTCA TOJIBKO OJHH U3
MPEAJIOKCHHBIX BAPUAHTOB.

2. BEHuMmarenpHO MMPpOYUTaTh NPCIAIIOKCHHBIC
BAapHWaHTEI OTBCTA.

3. BeiOpaTh OMH BEPHBII OTBET.

4. 3anucatb TOJIBKO HOMEp (WK OYKBY) BEIOPAHHOTO
BapHaHTa OTBETA.

OTBeT cunTaeTcss BEPHBIM, €CITH
MpaBWJIbHO yKa3aHa uudpa miu
OyKBa U MPUBEIECHbI
KOPPEKTHBIE apTYMEHTHI,
UCTIOJIb3yeMbIe PU BHIOOpPE
oTBEeTa
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5. 3anmcarhk apryMeHTbl, 000CHOBBIBAIOIINE BHIOOD
oTBeTa (Hanmpumep, 4 TEKCT 000CHOBaHUS).

3aaHue OTKPBHITOTO
THUIIA C Pa3BEPHYTHIM
OTBETOM

[IpounTaiiTe TEKCT U
3aIMUIInTe
pa3BEPHYTHIM
000CHOBaHHBIN OTBET

1. BuuMaTenbHO MPOYNTATH TEKCT 3aJaHNS M IOHSTh
CYTb BOIIpOCa.

2.Ilponymathb JIOTUKY U MOJHOTY OTBETA.

3.3anucarb OTBET, UCIOJIb3YS YETKHE KOMIIAKTHBIE
(bOopMyITUPOBKH.

4B cilIydac pacquHoﬁ 3aJlavuu, 3alluCaTb pCUICHUC U
OTBET

OrtBeT cunTaercs BCPHBIM!

1. OrcyrcTBHE (DaKTHUIECKUX
OLINOOK.

2. PackpeiTe oO0bemMa
HCIIOJIB3YEMBIX ITOHATUI
(mosHOTa OTBETA).

3.000CHOBaHHOCTH OTBETA
(Hanmu4Me apryMeHTOoB).

4. Jlornueckas
[IOCJIEI0BATEILHOCTD
M3JIaraeMoro Matepuaia.
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45. OOmass 1miKaja OIEHUBAHMUS PE3yJbTATOB TEKYIIErOo KOHTPOJS

yCIIEBAEMOCTU U TMPOMEKYTOYHOM aTTeCTalli OOYy4aroluXcs C MPUMEHEHHEM
BPC Jonenxoro ¢gummara PAHXul'C.

Hrorosas ECTS
bunapuas
O0aJIbHAA Tpannuuonnasi cucrema Jostrpanu- | g o anHoi
CI/ICTeMa HHOMHOM CHCTEMBbI
OICHKA CHCTEMBI
90-100 OTimaHO A P/ Passed
80-89 Xoporo 3a9TeHO B P/ Passed
75-79 C P/ Passed
70-74 Y 10BJIIETBOPUTEIIBHO B P/ Passed
60-69 8 P E | P/Passed
0-59 HeynoBieTBOPUTEIEHO He 3auteno F F/Failed
CooTHoleHne Oa/IOB 32 TEKYIIMHA KOHTPOJb  YCIIEBAEMOCTH U
MPOMEXKYTOUHYIO  aTTECTAllMI0, a TakKe TMOBTOPHYIO  IPOMEXYTOUYHYIO
aTTECTalUIO;
MakcumanbHas MaxkcumanbHas MaxkcumanbHas MaxkcumainbHas
cyMmma OasuioB 3a cymma 0asioB 3a UTOTOBas cymma 0asuioB 3a
TEKYIIUN KOHTPOJIb | MPOMEKYTOUHYIO OayibHas MTOBTOPHYIO
YCIIEBAEMOCTH aTTECTALNIO OLICHKA MIPOMEKYTOUYHYIO
aTTECTaLNIO
100 6amioB 100 6amioB 100 6amnoB 100 6amnoB
S. @opMbI aTTeCTAlUM, THUINOBbIC OLICEHOYHbIC MATEPHAJbI sl

TEKYHIECIr0 KOHTPOJIA YCIIEBACMOCTH oﬁyqammnxca, KPpUTEPpUH H IIKAJIbI
OLICHUBAHMA 110 KOHTPOJbHBIM TOYKaM

5.1. B xone peanuzauuu nucuuriuinabl b1.B.01.10 IlIpoueccHoe ynpasinenue
CEpPBUCHOM cienyromuye QOpMbl  TEKYIIETO
yCIHeBaeMOCTH oOydarommxcs (B TOM 4YHCIe, 33JlaHUsl K KOHTPOJIbHBIM TOYKaM):

B ACATCIBHOCTHU KOHTPOJIA

TECTUPOBAHUE, KOHTPOJIBHOE 3aJJaHUE.
Cucrema orieHMBaHMsI 3HAHUHN TIO BUAAM YU4e€OHOU JIeATeTbHOCTH

Kpurepun ouennBanus onpoca:

banbl Onucanue Kputepus

2 OOyuaromuiicss TOJMHO W3JIaraeT marteprayn (OTBEYaeT Ha




BOIIPOC), JAae€T MPaBWIbHOE ONPENEICHUE OCHOBHBIX|
MOHSTUN; OOHApY)KMBAaeT IMOHMMAaHHE MaTepHalia, MOXKET
00OCHOBaTh CBOU CYXJCHHUS, TNPUMEHUTh 3HAHHUSI HA
MPaKTUKE, TPUBECTH HEOOXOAUMBIE MPUMEPHI HE TOJIBKO U3
y4eOHHUKAa, HO M CaMOCTOSITEJIbHO COCTABJICHHBIC; H3JIaraeT]
MaTepuall MOCJIEIOBATEIbHO M MPABWIBHO C TOYKH 3PECHUS
HOPM JINTEPATYPHOTO S3BIKA.

OOyyaromuiics JaeT OTBET, YJOBJICTBOPSIONIMI TeM ke
TpeOOBAHUAM, YTO U JUISI OLIEHKH «OTJIMYHO», HO JTOMYCKAET|
1-2 ommOKH, KOTOPBIE caM K€ MCIpaBiseT, U 1-2 Hegoueral
B IIOCJICIOBATEIILHOCTH W  S3BIKOBOM  O(OpMIICHHH
M3JIaraeMoro.

OOyuaromuiics  OOHapy»KMBAaeT  HE3HAHHWE  BOIPOCA,
TOMYCKaeT OIIMOKA B (POPMYJIHPOBKE OINPEACICHUN U
MpaBui, HWCKAKAIOIMIME WX CMBICH, OECHOpAJOYHO H
HEYBEPEHHO M3JIaraeT MaTepHall.

Kpurepun onieHuBaHus TECTOBBIX 3aaHUN:

Bassl Onuncanue kpurepus
Ceoiie 80%  (OOy4Jaromuicst JIEMOHCTPUPYET rIy0OKOe
4-3 IPAaBWIbHBIX  [IO3HAHHE B OCBOCHHOM MaTepuale.
OTBETOB.
Ceoiie 70%  (OOywaromuMcs Matepuang OCBOEH MOJIHOCThIO, 0e3
2 NPAaBWIBHBIX  (CYIIECTBEHHBIX OLTHOOK.
OTBETOB.
Cepiie 50%  (OOyyaromuMcs Matepuaig OCBOEH HE MOJIHOCTHIO,
1 NPAaBWJIBHBIX  MMEIOTCS 3HAYUTEIbHBIC TPOOEITBI B 3HAHUSX.
OTBETOB.
Menee 50%  |OOy4aromumcsi MaTepual HE OCBOCH, 3HaHUS
0 MpaBWIBHBIX  (0OyYaromerocs Huxe 6a30BOT0 YPOBHSI.
OTBETOB.

Kputepnn onieHMBaHNMS KOHTPOJIBHBIX 3aJaHUM:

banel Onuncanue Kputepus
5 OOGy4aronMcst 3a/1aHle BBITIOJTHEHO 0€3 OITMOOK U B TTOJTHOM
o0BeEMeE.

OOyuaromuMcsi B TI€JIOM 3aJaHUE BBITIOJIHEHO, WMEIOTCS

4-3 OTJEJbHBIC HETOYHOCTH WM HEIOCTATOYHO MOJHEIE OTBETHI, HE
coJiepIKallye ONMOOK.

2.1 OOy4aronuMcst  JAOMYIIEHBI  OT/ACJIbHBIC  OUIMOKH  MpH
BBIIOJIHEHUH 3a1aHUs

0 VY oOyyatonierocss OTCYTCTBYIOT OTBETbl Ha OOJIBIIMHCTBO
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BOIIPOCOB 3aJ1a4H, 33/IaHUE HE BBITIOJHEHO WM BBITIOJHEHO HE
BEPHO.

5.2. TunoBble OIEHOYHBIE MaTepHaNbl JUISI TEKYIIEr0 KOHTPOJS
yCIIEBAEMOCTH 00YyYaroIIuXcs (BHE KOHTPOJIBHBIX TOYECK):

PA3JEJI 1. TEOPETUYECKHE OCHOBbI IIPOECCHOI'O
YIIPABJIEHUSA B CEPBUCHOU JEATEJIBHOCTHU

Tema 1.1. Cy]_l_[HOCTI) U IBOJIOIUSA MPOLHECCHOI'0 MoAX0Aa B YIIPpaBJICHUH

1. Uto mnoHMMAaeTcs TMOJl MPOLECCHBIM MOJIXOJAOM B yIpPaBJICHUU
OpraHu3anuen?

2. B 4yemM  OCHOBHOE  OTIMYME  MPOLIECCHOIO  IMOAXOAA  OT
(GyHKIMOHATBEHOTO?

3. UTto Takoe OM3HEC-TIPOIIeCC U KaKKe €ro KIIF0UEBbIC XapaKTEPUCTUKHU ?

4, Kakue 3Tambl 3BOJIOLMM MPOLECCHOTO MOAXOAAa MOYXHO BBIJIETUTH B
yIpaBJICHUH?

S. Kakue HayuyHbIe MIKOJBI MOBIUSIM HAa (HOPMUPOBAHHE IMPOIIECCHOTO
yYIpaBJICHHUS?

Tect 1. OnuH MpaBUIBLHBIA OTBET

BHuMmaTenbHO NMpOYUTaTh TEKCT 3aJaHUsl U BHIOpATh OAWH BEPHBIA BapHAHT
OTBeTa. 3anmucaTh TOJIBKO OYKBY.

Yo Takoe 6uzHec-mporecc?

a) COBOKYITHOCTh JOJKHOCTHBIX MHCTPYKITUN

0) Mmocen0BaTeIbHOCTh B3aUMOCBSI3aHHBIX JIEUCTBHM, CO3/IAIONINX [IEHHOCTh
B) HAOOP OTUYETHBIX JOKYMEHTOB OpPTaHU3AIUU

') CTPYKTypa Nojipa3/ieIeHui KOMITaHUU

OCHOBHOM MPHU3HAK MPOLIECCHOTO MOIXOAA!
a) OpUeHTAaIUs Ha PYHKIUU MOIpa3IeICHUIM
0) opueHTaIMs Ha Pe3yibTaT sl KJIMeHTa
B) YCWJICHUE aIMUHUCTPATUBHOTO KOHTPOJIS
I') YBEJIMYEHUE YACIEHHOCTH MepcoHana

Yewm omnpegensiercs 3ppekTuBHOCTh OM3HEC-TIporecca?
a) KOJIMYECTBOM COTPYTHUKOB

0) ypOBHEM 3aTpaT Ha yIPABJICHHUE

B) COOTHOIIIEHUEM pE3YJIbTaTa U PECYPCOB

T') YACJIOM MOApPa3AEICHUN
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Yro siBsieTcst 00bEKTOM YIIPaBJICHUS B MPOLIECCHOM MOAX01e?
a) OTAENbHBIE COTPYAHUKU

0) opranu3anoHHble PyHKINN

B) OM3HEC-TIPOIIECCHI

') MaTepUATbHBIC AaKTHUBBI

Kakoii moaxo/1 ICTOPHYECKH MTPEAIIECTBOBAI IPOIIECCHOMY?
a) CUCTEMHBIN

0) GyHKIIMOHAIBHBIN

B) (P poBOi

T') CUTYallMOHHBIN

Tect 2. HeCkOMBKO NMPaBUIIBHBIX OTBETOB
BrIOpaTh HECKOJIBKO MPAaBHIIBHBIX BAPUAHTOB.
K nmpuzHakaM nponeccHoro moaxoa OTHOCSTCS:

a) OpUEHTAIIUS HA KJIIUCHTA
0) MeK(GYHKITMOHATBFHOE B3aUMO/ICHCTBHE

B) KCECTKas BCPTUKAJTIbHAA UCPAPXUA KaK C,ZII/IHCTBCHHI)Iﬁ IIPUHIIAII

I‘) CKBO3HOC YIIPpABJICHHUC ITpOICCCaMU
II) OTCYTCTBUC U3MCPCHUA PC3YJIbTATOB

K snemenram 6u3Hec-npoliecca OTHOCSATCS:
a) BXoJ (pecypchl)

0) BbIXOJI (pe3yJIbTaT)

B) YYAaCTHUKH Mpouecca

I') TOJDKHOCTHBIE OKJIabl

1) pErJIaMEeHTbI BBITIOJHEHUS

OCHOBHBIC HICTOYHUKH PA3BUTHS MPOIECCHOTO YIPABIICHUS:
a) TEOpHUsl KauecTBa

0) OepexIuBOE MTPOU3BOJICTBO

B) MAapKETUHTOBBIC UCCIIEIOBAHUS

I') CUICTEMHBIN aHaJn3

1) CITydaiiHpIe yIPaBICHYECKUE PEIICHUS

[Ipeumy1iecTBa MPOLECCHOrO NOAX01A!

a) MOBBIIIEHUE MPO3PAYHOCTH JEATETbHOCTH
0) cHkeHue 3¢ (PEeKTUBHOCTH YIIpaBIEHUS
B) OpUMEHTALIMS Ha KOHEYHBIN pe3yibTaT

I') yIy4llIeHHe KOOPAUHAIIMY TOApa3IeeHH
1) yBeTM4YeHUe OIOpOKpaTUU
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Tect 3. YcTaHoBuTE MOCAEA0BATEILHOCTD
DTarbl YBOJIIOIUH MPOIECCHOTO TOIX0/1a:

a) popMHUpOBAHUE TIPOIIECCHOTO yIPABICHUS
0) pyHKIIMOHATBLHBIN MOIXO]

B) TIOSIBJICHUE KOHIIETIIIUN KauyecTBa

T') CHCTEMHBIN TIOJIXO]

n) udpoBas TpaHchopmals yrpaBieHUs

Jloruka pa3BUTHS YIPABICHYCCKUX KOHIICIITUA:
a) MPOICCCHBIH IMOIXO0.T

0) GyHKIIMOHAIBHBIN MMOIX0]T

B) CUCTEMHBIH IOIXO0.T

r) OepeKIUBOE MPOU3BOJICTBO

KonTponbHbie 3ananus

3amanue 1

Opranuzanusi BbINONHSET 4 KIIOYEBBIX Ou3Hec-mpolecca. B mporecce
OOCTY>KMBaHUS KJIMEHTA 3a/IelCTBOBAHBI 3 TMOJAPA3JIEIEHUs, KaXJA0€ U3 KOTOPBIX
BBITIOJIHAET 110 2 onepanuu. OnpeneauTs 00111ee KOJIMYeCTBO orepaiui, ecim oauH
IIPOLIECC BKJIKOYAET BCE MOAPA3IACIICHHUS.

3ananue 2

KoMmmanus cokpatuia KOJIMYECTBO COMIACYIOIIMX 3BEHBEB B IIpOLIECCE
oOciykuBaHusi kinveHta ¢ 6 go 3. OmpenenuTh, BO CKOJIBKO pa3 YMEHBIIUIOCH
YHUCJIO 3TANOB COTJACOBAaHUS M Kakol 3(P@PeKT 3TO MOKET OKa3zaTb Ha CKOPOCTh
npoliecca (KauecCTBeHHOEe 000CHOBAHUE).

Tema 1.2. CepBHuCHasz [eATEIbLHOCTh KaK O0BbEKT IPOLECCHOIO
yIIPaBJICHUA

1. YTo mnoHMMaeTcs MOJ CEPBUCHOM JEATEIBHOCTBIO B JKOHOMHKE M
yIpaBJICHUH?

2. Kakue xiroueBble OCOOCHHOCTH OTJIMYAIOT YCIYTH OT MaTepHabHOM
IpPOIyKUHN?

3. [ToueMy cepBHCHas JAESITEIBHOCTh PACCMATPUBACTCA KaK OOBEKT
MPOIIECCHOTO yIPaBIEHUA?

4, Kaxkue hakTopsl BIUSIOT HA KAYECTBO MPEOCTABICHUS YCIyT?

S. B uem nposiBisieTcs yyacTue KJIMEHTa B CEPBUCHOM Mporuecce?

Tect 1. OnuH MpaBUIBLHBIA OTBET

BHumaTenbHO NpovnTaTh 3a/1aHue U BHIOPATh OJMH BEPHBIN BapUaHT OTBETA.
3anucaTh TOJBKO OYKBY.
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OcHoOBHast 0COOEHHOCTD YCIYT 3aKJII0YAETCS B TOM, UTO OHU:
a) BCerja MaTepuaibHbI

0) HE MOTYT OTPEOIATHCS OJHOBPEMEHHO C ITPOU3BOJICTBOM
B) IIPOU3BOIATCS U MOTPEOIIAIOTCS OTHOBPEMEHHO

') He TpeOyIOT y4acTus MmepcoHasa

Uro sBIsAeTCS  KIIOYEBBIM  OOBEKTOM  YIpaBJICHUS B  CEPBUCHOU
nesTenbHOCTH?

a) o0opy10BaHUE

0) cepBHUCHBIE TIPOLIECCHI

B) TOJIbKO (DMHAHCOBBIC TIOTOKHU

T') CKJIAJICKHE 3aIachl

Kaxkoii paktop Haubosiee BIMSIET HA BOCIIPUATHE KauyeCTBa YCIyTH?
a) CTOMMOCTbh 000PYIOBaHUs

0) kBanMQuUKaILKs NepcoHaia U B3aUMOACICTBUE C KIIMEHTOM

B) KOJIMYECTBO 0(UCOB

r) 00beM CKJIa/ICKHX 3aI1acoB

B cepBuCHOM JesTENHHOCTU KIIMEHT PaCCMaTPUBAETCS KaK:
a) MacCCUBHBIN HAOIIO1aTEIh

0) BHEITHUI KOHTPOJIEP

B) YYaCTHUK MPOIIECCa CO3aHUS YCIYTH

') ICTOYHHK CBIPbsI

Yro sBisIeTCsS pe3yIbTaTOM CEPBUCHOTO Tporiecca?
a) rOTOBasi MPOAYKIIUS

0) yZIOBJIETBOPEHHOCTh KJIIMEHTA

B) IPOM3BOACTBEHHOE 000PYI0BaHHE

') OTUETHAs TOKYMEHTAIIHS

Tect 2. HeckonbKO MpaBUIbHBIX OTBETOB
Br1OpaTh HECKOJIBKO MPABUIILHBIX BAPUAHTOB.
XapakTepUCTUKH YCIIYT BKIIIOYAIOT:

a) HEMaTepUAIIbHOCTD

0) HEpa3pBIBHOCTH MTPOU3BOJICTBA U TOTPEOJICHUS
B) BO3MOXXHOCTb XpaHEHUS

') UI3MEHYMBOCTh KayecTBa

1) CTaHAAPTU3UPOBAHHOCTH BO BCEX CITydasx

Oc00EHHOCTH CEPBUCHOM NI€ATENbHOCTH:
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a) BBICOKAs POJIb YeJIOBEYEeCKOro (pakTopa

0) yJacTre KIHEeHTa B MPOIECCe

B) MOJIHAS aBTOMATHU3AIIUsI BCEX MPOIECCOB 0€3 UCKITIOUCHU I
') UHAUBUyaTU3alUs yCIIyT

1) OTCYTCTBHE O0paTHOI CBSI3U

@DaKTOpHI, BIUIIONINE Ha KAYECTBO CEPBUCHBIX MPOIIECCOB:
a) KkBanuuKaIys nepcoHasna

0) cranaapThl 00CITYKUBAHUS

B) 000py/I0BaHUE U TEXHOJIOTHUU

T') CIyJaifHbIE TIOTOTHBIC YCIOBUS

1) B3aUMOJICHCTBUE C KIINEHTOM

DJIeMEeHTHI CEpBUCHOTO MpoIiecca:
a) MOCTaBILUK YCIYTH

0) KJIMEHT

B) MPOIECC OKA3aHUS YCIyTH

T') IPOM3BOJCTBEHHBIN CTAHOK

1) pe3yJIbTaT 00CITyKUBaHUS

Tect 3. YcranoBure IIOCJICA0OBATCIbHOCTD

Jloruka ¢popMUpOBaHUS CEPBUCHOTO IIpoLECca:
a) onpeesieHne MOTPeOHOCTH KIIMEHTa

0) MPOEKTUPOBAHUE YCIYTH

B) OKa3aHHUe YCIyru

I') oJdy4YyeHue oOpaTHOM CBS3H

1) KOpPEKTUPOBKA IpoIiecca

Oransl HOpMHUPOBAHHS KAYeCTBA YCIYTH:
a) BOCTIPUATHE KIIMEHTOM

0) okazaHue yciayru

B) GOpMHUPOBAHUE OKHTAHUIMA

') CpaBHEHHE OXKUJAHUM U pe3yibTaTa

KoHTtposbHbIE 3a1aHu4

3ananue 1

CepsucHas kommanus oociyxuBaet 10 000 kimeHToB B roa. Kaxapiit K’1ueHT
B CpelHeM mpoxoAuT 3 stama oOchmyxuBaHus. OnpeneauTs 00IIee KOJIUYECTBO

CEpPBUCHBIX ONEpaIni 3a roJ.

3amanue 2
B rocruHuYHOM mNpennpusTHU BpeMsi OOCTYKMBaHHUS OJIHOTO KJIMEHTa
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cokpatwiiocsk ¢ 30 no 20 muHyT. OnpeaennuTh, Ha CKOJIBKO MPOLIEHTOB MOBBICHIIACH
IPOIMYyCKHAasi CIIOCOOHOCTH Mpoliecca 00CIyXuBaHusl (IPU HEU3MEHHOM KOJIMYECTBE
nepcoHana) U 0ObSICHUTH BO3MOKHBIE IPUYUHBI H3MEHEHHS.

Tema 1.3. Knaccupuxkanus U CTPyKTypa OM3HeC-IIPOLECCOB B CEPBUCHBIX
OpPraHHu3alMAX

1. Kakune ocHOBHBIE BUBI OM3HEC-TIPOLECCOB BBIJIEISIOTCS B CEPBUCHOM
opra"nuzanuu’?

2. B 4yeM pa3snuune MeXIy OCHOBHBIMHM, BCIIOMOTIaTE€IbHBIMH U
yIpaBIECHUYECKUMH IpoLieccaMu?

3. Yro Takoe npoueccHas apXUTeKTypa OpraHu3anun’?

4. Kak ¢Qopmupyerca 1nenouka co3gaHusi LIEHHOCTH B CEPBUCHOM
IEITEIbHOCTU?

S. [louemMy BaKHO BBIAENATH M KJIACCU(UIMPOBATH OU3HEC-TIPOLIECCH B

CEPBUCHOW OPTaHU3aLNN?
Tect 1. OnuH MpaBUIBLHBIA OTBET

BauMarenbHO mpounTaTh 3aaHuE M BRIOpaTh OJIMH BEPHBI BapHaHT OTBETA.
3amnucarh TOJIBKO OYKBY.

OcHOBHBIE OW3HEC-TIPOIIECCHI B CEPBUCHON OpTraHM3aIllMU - 3TO IMPOIECCHI,
KOTOpBIE:

a) obecneynBalOT BHYTPEHHUH TOKYMEHTOO00POT

0) HEMOCPEICTBEHHO CO3/IAl0T IIEHHOCTD JIsl KJIMEHTA

B) CBSI3aHBI TOJIBKO C YIIPaBJICHUEM TIEPCOHATIOM

T') HE BIIUSIOT HAa PE3yJIbTaT ACITEIBHOCTH

BcnomorarenbHbie npoliecchl peaHa3HaueHbI IS
a) IPsIMOTO OOCITYKMBaHUs KIMEHTA

0) MoIIeP>KKU OCHOBHBIX ITPOIIECCOB

B) TIOJTy4€HHUsI MPUOBLTN

') KOHTPOJIS BHEITHEN CPEIbI

VYnpaBiieH4ecKue MpoLecChl HAlIPaBJICHbI Ha:

a) BBIIIOJIHEHUE YCIYT

0) obecrieueHHne CKIIAICKOM JIOTUCTUKH

B) CTPATETUYECKOE U OTIEPATUBHOE yIPABICHUE OpraHu3aIueit
I') IPOU3BOJCTBO TOBAPOB

Uto BKIIIOYAET MPOILIECCHAS apXUTEKTypa OpraHu3anun?

a) TOJIbKO (PMHAHCOBBIE OTYETHI
0) COBOKYITHOCTh B3aUMOCBSI3aHHBIX OM3HEC-TIPOIIECCOB
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B) IEPEUYEHb COTPYJHUKOB
T') CTPYKTYpy 000pyIOBaHUS

Ilernoyka co3naHus HEHHOCTH OTPAXKACT:
a) IBIKEHHE ICHE)KHBIX IOTOKOB

0) 1mocienoBaTeIbHOCTh MPOIECCOB, GOPMUPYIOIIUX IIEHHOCTD ISl KIHUEHTa

B) CTPYKTYPY HAJIOTOBOM OTYETHOCTH
I') pacnpe/eneHrue NpruobLIH

Tect 2. Heckonbko IMPpaBUJIBHBIX OTBECTOB

BI)I6paTI) HCCKOJIBKO IIPAaBUJIbHBIX BAPHAHTOB.

K ocHOBHBIM mporieccam CEpBUCHONW OPTaHU3ALMHN OTHOCSTCS:

a) o0CITy>)KMBaHHE KJIMEHTOB
0) yrpaBlieHHE EPCOHATIOM
B) OKa3aHHE YCIyT

I') MAPKETUHT

1) KOHTPOJIb Ka4eCTBa YCIyT

BcmomoraTenbHbIE MPOIIECCHl BKITIOYAIOT:
a) IT-nonnepxky

0) KagpoBoe obecrieueHue

B) OKa3aHHE YCIYT KJIUEHTaM

T') 3aKYIIKH PECYpPCOB

1) CTpaTEernuecKoe MIaHuPOBAHKE

[Tpusnaku 6uzHec-mpolecca:

a) HaJIM4He BXOJa M BBIXO/a

0) opreHTaLMs Ha pe3yJIbTaT

B) OTCYTCTBUE YYaCTHUKOB

I') IOCJIE0BATEIBHOCTD ICCTBUI
1) CO3/IaHuE LIEHHOCTH

DneMEeHTHI MPOIIECCHOW CTPYKTYPhI OPraHU3aIUN:
a) IIPOIECChI

0) moaIpoIeCcChl

B) OoIepanuu

I') TOJDKHOCTH 0€3 hyHKUIUN

1) pecypchl

Tect 3. YcTraHoBuTE MOCIIEI0OBATEIHLHOCTD

CDOpMI/IpOBaHI/IC OCIIOYKH CO3JaHHA NCHHOCTH.

23



a) BBISIBJICHHE MOTPEOHOCTU KIIMEHTA

0) BBIMIOJTHEHHE OCHOBHBIX MPOIIECCOB

B) 100aBJIEHNE BCIOMOTATEIbHBIX MTPOILIECCOB
T') MOJIy4eHHUe pe3ysbTaTa yCIyTru

1) YIOBJIETBOPEHUE KIUEHTA

Jloruka mocTpoeHMs MPOIIECCHON CTPYKTYPHI:
a) ompeJiesIeHHe 1eJIe opraHu3auu

0) BBIJICJICHUE KITIOUEBBIX ITPOIIECCOB

B) JIEKOMIIO3HUIIUSI TIPOIIECCOB

I') YCTAaHOBJICHHE B3aUMOCBSI3€H MPOIECCOB

KonTponbHbie 3ananus

3amanue 1

CepBucHas opraHuaszanusi UMEET 3 OCHOBHBIX Ipolecca, 4 BCIOMOTaTEIbHBIX
M 2 yIpaBJ€HYECKUX. B KaXAOM OCHOBHOM IPOLIECCE YYACTBYET B CpPEIAHEM 5
onepanuid. OnpeaenuTs 0011ee KOJIMIECTBO ONEpaIlfii B OCHOBHBIX MPOIIECCaX.

3ananue 2

B xomnanuu BoisiBiieHO, 4TO 40% BpeMeHU 00CITy>)KMBaHUS KIMEHTA TPATUTCS
Ha BcroMorateibHble Tmpouecchl. [IpemioxuTs oruueckoe OOBSCHEHHE, Kak
nepepacnpeenenie  (QYHKIMA MEXAY MpoIeccaMd MOXKET TMOBIUATh Ha
3¢ HeKTUBHOCTH 00CTY>KUBaHUS (KAYECTBEHHBIN aHAIIN3).

Tema 1.4. MoaeanpoBanue OuU3HeC-NPOLECCOB: 0a30Bble NMOAXOAbI M
HOTAIMU

Tect 1. OnuH paBUIBHBIA OTBET

BauMarenbHO mpounTaTh 3aaHUE W BRIOpaTh OJIMH BEPHBINM BapHaHT OTBETA.
3amnucarh TOJIBKO OYKBY.

UYro npeacrapnseT cobol MOASIMpPOBaHNE OM3HEC-TIPOIIECCOB?

a) ONMCaHNE JOJKHOCTHBIX 00S3aHHOCTEH COTPYIHUKOB

0) dhopMaM30BaHHOE TPEICTABJICHUE MPOIIECCOB OPTaHU3alUUA C TTOMOIIBHIO
CHEIUATBHBIX HOTAIUHA

B) COCTaBJICHHE (PUHAHCOBOW OTYETHOCTHU

T') pacnpeesieHne NpuobUTH MEXAY MOapa3IeIeHUSIMU

JI71s1 4ero UCIoab3yeTcsl MOIeIUpOBaHe OM3HEC-TIPOIECCOB?

a) ISl yBEJIIMUCHHUS YUCIICHHOCTH TTIepCOHANIa
0) 171 BU3yaIu3aliy, aHajau3a U ONTUMHU3AINHU TTPOIIECCOB
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B) TSI COKpAIIEHUsI JOKyMEHTO000pOoTa
T) JUIS yIIPaBJICHUS HAJIOTaMHU

Uto sSBNIAETCS OCHOBHBIM 3JIEMEHTOM TIPOIIECcCa B MOACITUPOBAHUHN?
a) TOJKHOCTh COTPY/IHUKA

0) pyHKIMS TTOApa3ACICHUS

B) aKTUBHOCTD (OTIepaIius)

') PUHAHCOBBIM OTYET

Kakass HoTanms Hambojee MIMPOKO HMCIOJB3YeTCsA ISl ONMUCaHHUS Ou3Hec-
MPOIECCOB?

a) UML

6) BPMN

B) SQL

r) ERD

UYrto Takoe HOTAus B MOJICTUPOBAHUH POIIECCOB?
a) HaObop (prHAHCOBBIX MPABUIT

0) cragaapt rpad)UueCcKOro OMUCAHUS MPOIIECCOB
B) METO/]I pacueTra 3aTpar

') cUCTeMa MOTHBAIMH TIepCcoHaja

Tect 2. HeckonbKO MpaBUIbHBIX OTBETOB
Br16paTh HECKOJIBKO MPABUIILHBIX BAPUAHTOB.

K 6a30BbIM 1OX0/1aM MOJIETUPOBAHUSI OU3HEC-TIPOIIECCOB OTHOCATCS:
a) GYHKIIMOHAIBHBIN MOIXO0/

0) MPOLECCHBIN MOIXO0/T

B) CUCTEMHBII MOIXO0

T) Clly4aliHbIN TTOAXO0]T

1) CUTYalIMOHHBIN MTOJX0/1

K ocHOBHBIM HOTAIUSIM MOJIETUPOBAHMS OU3HEC-TIPOIIECCOB OTHOCSATCS:
a) BPMN

6) IDEFO0

B) EPC

r) SWOT

) UML

Lenu monenupoBaHusi OM3HEC-TIPOLIECCOB:
a) aHaJIM3 U ONTUMU3AIUS IPOLIECCOB

0) MOBBIIICHHE MPO3PAYHOCTHU JICATCIHBHOCTH
B) YBEJIMUEHUE OIOPOKPATHH
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I') CTaHJapTU3alus onepanuil
1) COKpAIlleHUE YHuCclia MpoLeccoB 0e3 aHanusa

DneMeHTHI MoJIeH OU3Hec-TpoIiecca:
a) COOBITHS

0) pyHKIMH (3a7a4H)

B) ITIOTOKU PaboT

T') JTOJHKHOCTHBIC OKJIA]TbI

1) pecypchl

Tect 3. YcranoBure IIOCJIACAOBATCIbHOCTD

DTanbl MOJIETMPOBaHUs OU3HEC-TIpoIecca:
a) OIpeIeIICHUE TPAHMUII IpoIiecca

0) cObop undopMamu o nporecce

B) IOCTPOEHUE MOJIETU

') aHAJIU3 U ONTUMU3AIUS

1) COTJIAaCOBAHHE MOJIEIH

Dtarbl NOCTPOCHUS MpoIeccHOi Mojienu B Hotannu BPMN:
a) oIpeieNIieHne YYaCTHUKOB MpoIecca

0) onrcanue COOBITUM M 3a7a4

B) IOCTPOCHUE TUATPAMMBI

') aHaJIU3 JIOTUKU Ipoliecca

KonTponbHbie 3ananus

3amanue 1

B nmnpouecce moaenupoBaHus Ou3HEC-TIPOIIECCa BBISBICHO 6 OCHOBHBIX
onepaunii. Kaxxmas onepanus Bkiroyaetr B cpeaHeM 3 moxmpouecca. Onpenenurhb
oOlee KOJIMYECTBO AJIEMEHTOB JIETaIl3ally Mpoliecca.

3ananue 2

B opranuzanuu mnocie BHEIPEHUST MOJCIUPOBAHUS OM3HEC-TIPOIIECCOB BPEeMsI
BBITIOJIHEHUS OTieparii cokpatmwiiochk ¢ 50 mo 35 munyT. OOBSCHUTD, 32 CUET YETO
ATO MOTJIO MPOU30UTH (KaUYE€CTBEHHBIN aHAIU3).

PA3JIEJI 2. TIPAKTUKA 1 UHCTPYMEHTBI IPOECCHOT' O
YIIPABJIEHUSA B CEPBUCHOM JEATEJBHOCTHU

Tema 2.1. IIpoexkTHMpoBaHHe W PperjJlaMeHTalMs CepPBHCHBLIX OHM3Hec-
NPOLIECCOB

1. Uto moHMMaeTcs MOJ MOJEIUPOBAHHMEM OW3HEC-TPOIECCOB B CEPBUCHOM
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NEeITEIHLHOCTU?
2. JInst kakux 1emneil UCronb3yeTcss MOAeTUpOBaHUE OM3HEC-TIPOLIECCOB?
3. Kakue ocHOBHBIE HOTALIUK TPUMEHSIOTCS JIJIsl ONUCaHUs OU3HEC-TIPOLIECCOB?
4. B uem otnmuue Hotauuii IDEFO u BPMN?
5. Kakyro ponp urpaer BH3yalmu3allus IPOLECCOB B YINPABICHUH CEPBUCHOM
Opra"u3anuen?

Tect 1. OnuH paBUIBHBINA OTBET
BauMarenbHO npoduTaTh 3a1aHUE U BHIOPATh OJIMH BEPHBIM BapUaHT OTBETA.

1. MonenupoBaHue OU3HEC-TIPOIIECCOB - ATO:

a) pacyeT 3apabOTHOI MIIaThl COTPYTHUKOB

0) rpaduyueckoe 1 JIOTHYECKOe OMKUCAHUE MPOLIECCOB OpraHU3aIuu
B) COCTaBJICHUE OYXTaJITePCKON OTYETHOCTH

) o00p nepcoHasa

2. OcHOBHas 11€J1b MOJICIMPOBAHUST OM3HEC-TIPOLIECCOB:
a) yBEJTMUCHUE 11ITaTa COTPYAHUKOB

0) CHIDKEHHUE 3aTpaT Ha peKiiamy

B) aHAJIM3 ¥ ONTUMM3AIUS TTPOLIECCOB

') XpaHEHHE TAHHBIX O KJIMEHTAX

3. Kakas HoTamusi HamOoJiee 4acTO HWCIOJIB3YeTCs NJisi OMHCaHUs OW3Hec-
IIPOIIECCOB B YIPABICHUU CEPBUCOM?

a) UML

0) BPMN

B) SQL

r) HTML

4. YTo no3BOJISIECT BBISIBUTH MOJICTIMPOBAHUE OU3HEC-TIPOIECCOB?
a) IMYHBIE Ka4eCTBa COTPYTHUKOB

0) y3kue mecta 1 Hed(PHEKTUBHOCTH B MPOIIECCE

B) YPOBEHb 3apaO0THOM IJIATHI

') CTPYKTYPY pbIHKa

5. Uto sBAsieTcs pe3yJIbTaTOM MOJICIMPOBaHUS Ipoliecca?
a) (UHAHCOBBIA OTYET

0) cxema (MoJIelb) Tporiecca

B) JOJDKHOCTHASI MHCTPYKITUS

I') IITaTHOE paclucaHue

Tect 2. HeCckonbKO NMpaBUIIbHBIX OTBETOB
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1. K HOTauusam mMoaenupoBaHus OM3HEC-MPOLECCOB OTHOCSATCS:

a) BPMN
0) IDEFO0
B) EPC
r) Excel
n) Word

2. llenu MmoaenupoBaHusi OM3HEC-TIPOIIECCOB:
a) ONTUMU3AIIMS TIPOIIECCOB

0) MOBBIIICHHE MPO3PAYHOCTH YIPABICHUS
B) YBEJIMUEHUE KOJUYECTBA COTPYIHUKOB

I') CTaHJApPTU3ALUA JeATEIbHOCTH

1) CHUKEHHUE YIIPaBIIsIeMOCTH MPOIIECCOB

3. DnemMeHThl Moje OU3HeC-TpoIecca:
a) BXOJIbI TIpoliecca

0) BBIXOJIBI Mpolecca

B) YYaCTHUKH Mpouecca

I') IBETOBas cxema oduca

1) TIOCJIEI0BATENLHOCTH OIepaIui

4. IlpenMy1iecTBa BU3yaau3aluy MPOLECCOB:

a) yOpOIIEHNE aHAJIN3a

0) ynydlieHre KOMMYHHUKAIIUU MKy MOApa3IeIeHUIMU
B) YCIIOKHEHHE YIPaBICHUS

I') BBIIBJICHHE MTPOOJIEMHBIX 30H

1) CHH’KEHUE MTPO3PAYHOCTH

Tect 3. YcTraHoBuTe OCIEI0BATEIHLHOCTD

1. DTansl MoaenupoBaHusl OM3HEC-TIpoLIecca:
a) coop mH(popMamu o mporecce

0) mocTpoeHrue MoIeNu TMpoliecca

B) aHAJIU3 IIpoliecca

') ONTUMU3ALMS TTpoliecca

1) BHEAPEHUE U3MEHEHUM

2. Jloruka onucanus npoiecca B BPMN:

a) oTpeJieNIeHUe YYaCTHUKOB

0) ornpeseneHue Mocae0BaTeILHOCTH JESHCTBUI
B) OITUCAHUE COOBITHI U TIEPEX0JI0B

') BU3yaliu3alys CXeMbl Mpolecca
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KonTponbHbie 3ananus

3ananue 1.

CepBucHasi oOpraHu3anus ONHMCHIBA€T MPOIECC OOCIYKUBAHUS KIIMEHTA,
KOTOpBIM BKItOWaeT 5 stanoB. [locime monenupoBaHMs BBIABIEHO, 4TO 2 3Tamna
MOKHO 00bEeIUHUTH 0€3 MmoTepu KadecTBa. OnpeneianuTb HOBOE KOJIMYECTBO 3TAIOB
1 00BSICHUTD d(PPEKT.

3aganue 2.
B pesynpraTe MomenupoBaHUs OM3HEC-TIpoliecca BpeMsl  BBITTOJIHEHUS
omnepanuu cCoKkpatmioch ¢ 45 10 30 MunyT. OnIpeaeanTh NPOLIEHT COKPAIICHUS.

Tema 2.2. YnpasjieHHe Ka4eCTBOM CEPBHCHBIX MPOLECCOB

1. Uto noHMMaeTCs MoJ| KaueCTBOM B CEPBUCHOU JI€SITEIIHLHOCTH?

2. Kakuie 0CHOBHBIE TIOIXO/TbI HCTIOIB3YIOTCS JIJIS1 OIICHKH KauyecTBa yCIIyT?

3. Uto takoe moaenb SERVQUAL u kakue mapamMeTpsl OHa OIeHUBAET?

4. [loueMy oOpaTHasi CBSI3b KJIMEHTA SBJISETCA Ba)KHBIM 3JIEMEHTOM YIIPaBJICHUS
Ka4yecTBOM?

5. Kakue WHCTpYMEHTHI NPUMEHSIOTCS IS KOHTPOJISI KadyecTBa CEPBUCHBIX
MPOIIECCOB?

Tect 1. OnuH npaBUIIBHBINA OTBET
BaumaTenbHO MpounTaTh 3a/1aHUe U BHIOPATh OJMH BEPHBINA BapUAHT OTBETA.

1. KayecTBO yCnyru B mepByrO O4€peb ONMPEAETSAETCS:
a) KOJINYECTBOM COTPYIHHUKOB

0) BOCIIpUSITUEM KIIUEHTA

B) pa3MepoOM KOMITaHUU

') yPOBHEM aBTOMAaTHU3aIIUU

2. OcHOBHas 11€J1b YIIPABJICHUS! KAUECTBOM B CEPBHCE:
a) CHIDKEHHE 3aTpart Jr000i eHon

0) MOBBINICHHE YOBICTBOPEHHOCTH KIMEHTOB

B) YBEJIMUEHHUE IITaTa COTPYTHUKOB

T') paclIUpEeHHE CKIAJCKUX 3a1acoB

3. Uto ABNsAETCS KIIOYEBBIM HHCTPYMEHTOM OIICHKH KAa4eCTBA YCIyT?
a) Oyxrajitepckuid 6anaHc

6) monens SERVQUAL

B) SWOT-ananus

I') IITATHOE paclrcaHue
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4. O0partHas CBSI3b KIMEHTA UCIIOIb3YETCS JJIS:
a) yBeITM4YeHUS TPUOBLIH

0) yJIydIIeHHS Ka4yecTBa yCIyT

B) COKpAIILIEHHS TIEpcCOHAaa

I') pacyeTa HaJIOTOB

5. KoHTpoJIb KauecTBa B CEPBUCE OCYIIECTBISETCS:
a) TOJIBKO TIOCIIE OKa3aHUS YCIYTH

0) Ha Bcex 3Tamax mpolecca

B) TOJIBKO PYKOBOJICTBOM

T') TOJIKO KITMEHTOM

Tect 2. HeCkOMBKO NMPaBUIIBHBIX OTBETOB

1. ITokazarenu KkauecTBa CEPBUCHBIX YCIYT BKJIIOYAIOT:

a) HaJIe)KHOCTh

0) OT3BIBYUMBOCTH IIEPCOHATIA

B) MaTepUaIbHBIC aKTUBBI KOMITAHUU
I') SMIIATUIO TIEpCcoHaa

1) CKOPOCTh OOCITY>KUBaHHS

2. Dnementsl Mosiein SERVQUAL:
a) MaTepuaIbHOCTh (tangibles)

0) HagexHOCTh (reliability)

B) TapaHTHUPOBAHHOCTH (assurance)
r) smnatus (empathy)

1) MPON3BOICTBEHHBIE MOIITHOCTH

3. NHCTpyMEHTBI ynpaBieHHs Ka4ECTBOM B CEPBUCE:
a) KOHTPOJIbHBIC JIUCTHI

0) ONpOCHI KJIMEHTOB

B) GDMHAHCOBBIN ayUT

T') aHaJn3 Kaao0

1) perJiaMeHThl 00CTY>KUBAHUS

4. Ilenn KOHTPOJISI KaYecTBa:

a) BBISIBIICHHE OTKJIOHEHUI

0) yJIydIlIeHre mpoIeccoB

B) YBeJIMUEHUE OIOPOKpATHH

I') MOBBIIICHUE Y/IOBJIETBOPEHHOCTH KJIMEHTOB
1) CHUKEHUE CTaH/IapTOB

Tect 3. YcTra"HoBuTe 1OCIEI0BATEILHOCTD
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1. DTansl ynpaBieHHs] KAYECTBOM CEPBHCA:
a) YCTaHOBJIEHUE CTaH/IAPTOB KayecTBa

0) oxazaHue yCIyTu

B) KOHTPOJIb Ka4yeCcTBa

') aHaJIU3 OTKJIOHCHUH

1) KOPPEKTUPYIOIINE ACHCTBUS

2. [Ipomecc paboThI ¢ 0OpaTHOM CBA3BIO KIUCHTA:
a) cOOp OT3HIBOB

0) aHanm3 nHGopMau

B) BBISBJIICHHE TTPOOJIeM

T') BHEJIPCHUE yIyUIICHUH

KonTponbHbie 3ananus

3amanue 1.

B cepBHUCHON KOMIAHUU YPOBEHb YJIOBJIETBOPEHHOCTH KJIMEHTOB BBIPOC C
70% no 85%. OnpenenuTh, Ha CKOJBKO MNPOLEHTHBIX ITyHKTOB W3MEHHWIICS
IIOKAa3aTellb U OLICHUTb, SIBJISIETCS JIM 3TO CYLIECTBEHHBIM YJIyYIICHUEM.

3agaHue 2.

B opranuzanmu BeisiBiaeHo 20 xkanod Ha 1000 ximuenrtos. Ilocie BHeapeHUs
CHUCTEMBl KOHTPOJISI KadecTBa KOJUYECTBO Kajod cHu3mioch a0 8 Ha 1000
KIMeHTOB. OnpeAeINuTh CHUKEHUE YPOBHS Kajlo0 B IIPOIICHTAX.

Tema 2.3. OnrumMu3anuss HW PEeUMHKUHUPUHI OHM3HEC-TIPOLIECCOB B
CEPBUCHOI AeSITeJIbHOCTH

1. Yto mnoHuMaeTcss TOJA ONTUMHU3AIMEN OU3ZHEC-TIPOIIECCOB B CEPBUCHOM
NEITEIbHOCTU?

2. B yem oTiauvre onTUMHU3AIIH TPOIECCOB OT PEUHKMHUPHUHTA?

3. Kakne oCHOBHBIC METOJIbI MCIOJIB3YIOTCS ISl TIOBBIMICHUS d()PEKTUBHOCTH
CEPBHUCHBIX ITPOIIECCOB?

4. Yto Takoe OepexamBoe mpou3BoacTBO (Lean) B KOHTEKCTE CEPBUCHBIX
OopraHu3zanun?

5. Kakne mokazarenm  MCHOJNB3YIOTCS IS OHEHKH  d(PdeKkTuBHOCTU
ONTUMH3UPOBAHHBIX TIPOIIECCOB?

Tect 1. OnuH MpaBUIBLHBIA OTBET
BHuMarenbHO npounTaTh 3a1aHUE U BEIOPATH OJIMH BEPHBIM BapUAHT OTBETA.

1. OnTumuzaius OU3HEC-MPOIECCOB - ATO:
a) yBEIMUEHHUE KOJINYECTBA MPOILIECCOB
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0) ynydIeHe CyIecTBYIONINX MPOILECCOB 0€3 X paAuKaIbHOTO U3MEHEHUS
B) NOJIHAS JIMKBUAALMS IPOLECCOB
I') CO3/IJaHNE€ HOBBIX MOJIPa3IEICHUI

2. PeMHXXUHUPUHT OU3HEC-TIPOIIECCOB MPEIOIAraeT:
a) HE3HAYUTEJIbHBIC YITYUIIICHUS

0) paarKaIbHOE NMEPENPOCKTUPOBAHNE MPOIIECCOB

B) TOJIbKO aBTOMAaTHU3AIINIO yueTa

I') YBEJIMYECHHUE IOKYMEHTOO00pOTa

3. OcHOBHas L1€JIb ONTUMU3ALMH ITPOLIECCOB:

a) YCII0)KHEHHUE CTPYKTYpbl YIIPABJICHUS

0) noBbIlIeHHE 3PPEKTUBHOCTU U CHUKEHHUE 3aTpaT
B) YBEJIMYEHHE YUCIA COTPYIHUKOB

I') paCIIMPEHUE OTYETHOCTU

4. Konuenuus Lean HanpaBieHa Ha:

a) YBEJIMYCHUE 3a11acoB

0) ycTpaHeHHe MOTEPh U JIMITHUX OTeparuii
B) YCUJICHHE OIOPOKpaTUU

I') YBEJIMYECHHUE 3aTpar

5. Yto siBRsieTCS Pe3yIbTaTOM ONTUMHU3AINUA OU3HEC-TIPOIECCOB?
a) pOCT KOJIMYECTBA OMIMOOK

0) noBbIIeHHE YPPEKTUBHOCTU AEATETHHOCTH

B) YBEJIMUCHHUE BPEMCHHU BBITTOJTHCHHMSI OTIepaIiuii

T') YCIOKHEHUE CTPYKTYPHI MPOIIECCOB

Tect 2. HeCKOMBKO NMpaBUIIBHBIX OTBETOB

1. MeToibl onTUMU3AIMK OU3HEC-TIPOIIECCOB:
a) yCTpaHEHHE JINIITHUX OTepaIui

0) aBTOMaTH3aIMs TIPOIIECCOB

B) YBEJIMUCHHUE KOJIUYECTBA COTIIACOBAHUI

) CTaHAApTU3aLKS TIPOLIETYP

1) nyonvpoBaHue GyHKIAN

2. Ilpunmunel Lean-nmoaxopa:

a) yCTpaHEHHUE TTOTEPh

0) co3gaHue 1EHHOCTHU JIJIsl KIIMEHTa
B) YBEJIMUEHHUE 3a11acOB

T') HETIPEPBIBHOE YIIYUIIICHHE

1) OpHUEHTAIIUS Ha MPOIIECC
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3. [Ipusnaku HEdPPEKTUBHBIX MPOIECCOB:
a) JUIUTETTbHOE BPEMSI BHITIOJIHEHUS

0) 00JIBIIIOE KOTMYECTBO COTIIACOBAHMI

B) UeTKasl perjiaMeHTaIlHsI

r) nyOnupoBaHue QyHKIUMA

1) BBICOKas YZIOBJIETBOPEHHOCTD KIIMEHTA

4. Db dexTrl peuHKUHUPHUHTA:

a) paJiMKaJIbHOE COKpAIIEHHe BPEMEHH Ipoliecca
0) OJTHOE MEePETPOCKTUPOBAHUE MTPOIIECCa

B) HE3HAUUTEIIHLHBIC N3MEHEHUS

I') MOBBIIICHHUE 3P HEKTUBHOCTH

1) COXpaHEHHE CTapOi CTPYKTYphl 0€3 N3MEHEHHI

Tect 3. YcTaHoBHUTE ITOCIIEIOBATEIHHOCTD

1. DTanbl onTUMU3aIMK OU3HEC-TIpOIIEcCa:
a) aHaJM3 TEKYIIETo mpolecca

0) BbIsABIICHUE MTPOOITIEM

B) pa3paboTKa yIyqIIeHHUMA

I') BHEIpEHUE U3MEHEHU I

1) KOHTPOJIb PE3yIbTaTOB

2. Jloruka peMH>XMHUPUHTA MPOLIECCOB:
a) aHAJIM3 CYUIECTBYIONIETO Mpolecca
0) MPOEKTUPOBaHKE HOBOI'O Mpoliecca
B) BHEJIPEHUE HOBOIO Ipoliecca

I') oLeHKa 3P PpeKTUBHOCTU

KonTponbHbie 3ananus

3ananue 1.

B cepBucHoil KomMmaHuu BpeMsi 00paboTKH 3asaBKU cokpaTuioch ¢ 50 mo 35
MUHYT TIOCJIE ONTUMU3aNHK mporecca. Omnpenenutb, Ha CKOJBKO MPOICHTOB
COKPATHJIOCh BPEMSI BHITIOJIHEHHUS MPOIIECCa.

3ananue 2.

[Tocne BHempenus Lean-mojgxoga KOJIMYECTBO JTAloOB  OOCITYKHUBaHUS
KIIMEHTa yMeHbIMIoch ¢ 8 a0 5. OneHuTh, KaKk 3TO MOXKET TOBJIHITH Ha
s PekTUBHOCTS Mporiecca (KauecTBEHHOE 000CHOBaHUE).

4. RPA (Robotic Process Automation) - sto:
a) yIpaBJIeHUE NIEPCOHATIOM
0) poOoTu3ausi pyTHHHBIX OM3HEC-TIPOIIECCOB
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B) CHCTEMa OyXTaJITEPCKOTO ydeTa
') MAPKETHHTOBAs CTPATETUS

5. OcHoBHOM 3¢ deKT nUppoBU3AIUU TTPOLIECCOB:

a) YBEIMUEHUE BPEMEHHU 00CTYKUBAHUS

0) CHIDKEHHUE KauecTBa yCIIyT

B) MOBBIIICHNE CKOPOCTH U TTPO3PAYHOCTH MPOIIECCOB
I') YCI0XXHEHUE TOKYMEHTO000pOoTa

Tect 2. HeCKOIBKO NMPaBUIBHBIX OTBETOB

1. K nudpoBbIM HHCTpYMEHTAM YIIpaBJICHUS MIPOLIECCAMU OTHOCSITCS:

a) CRM-cucremsl

0) ERP-cuctemsr

B) OYMaKHbIE )KypHAJIbl yyeTa
r) RPA-ninatgpopmbl

1) 3JIEKTPOHHBIE CEPBUC-IECKU

2. IlpeumymiectBa udpoBU3aLIUU MTPOIIECCOB:
a) yCKopeHue o0CIy>KUBaHUs

0) CHIKCHUE KOJIMYECTBA OIMOOK

B) YBEJIMUEHHUE PYYHOTO TPyJa

I') MOBBIIICHHUE MPO3PAYHOCTU

1) aBTOMAaTU3allMsl PyTUHHBIX Omeparuit

3. O6nactu npumenenusi RPA:

a) 00paboTKa 3asBOK

0) BBOJI TaHHBIX

B) CTpaTernyecKoe IIaHUPOBaHUE
r) popMupoBaHUE OTYETOB

1) TBOpUECKas pa3padoTka yciayT

4. DneMeHTHI TU(POBOTO MPOIECCHOTO YIPABIICHUS:
a) nH(OpPMAaLIMOHHBIE CUCTEMBbI

0) TaHHBIC U aHATTUTUKA

B) PYYHBIE )XypHAJIbI yUeTa

I') aBTOMAaTU3AIUS IPOLIECCOB

1) LUPpoBbIE TIATHOPMBI
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Tect 3. YcranoBuTe 1mocie10BaTEIbHOCTD

1. DTans! udpoBU3aANH CEPBUCHBIX MPOIECCOB:
a) aHaJM3 TEKYIIUX MPOIIECCOB

0) BBIOODP ITU(DPOBBIX HHCTPYMEHTOB

B) BHEeIpeHNE HH(POPMAIIMOHHBIX CHCTEM

T') aBTOMaTH3aIHsI ONlepannii

1) OLICHKA PE3yJbTaTOB

2. Jloruka Bueapenuss CRM-cucteMsr:
a) cOOp JaHHBIX O KJIIMEHTaX

0) HacTpOIKa CUCTEMBI

B) MHTErpaIys MpoIeccoB

I') UCTIOJIh30BaHNE aHATTUTUKU

KonTponbHbie 3ananus

Sanmanune 1.

[Tocne Buenpenuss CRM-cuctembl Bpemsi 00paOOTKH 3asiBKH KJIHEHTa
cokpatuinock ¢ 40 pgo 25 wmumHyT. Omnpenenntb, Ha CKOJBKO IPOLICHTOB
COKPATHJIOCH BpeMsi 00pabOTKH.

3amanue 2.

B cepBucHoii komnanun 60% ornepaiuii BBINOJHJINCh BPYYHYIO, IOCIE
uudpoBU3aKK - TOIBKO 25%. OneHuTs 3¢ dexT nudpoBU3aLu U OOBICHUTD, KaK
3TO BJIMSAET HAa Ka4€CTBO CEPBUCA.

53. OmnH WIM HECKOJIBKO TEMAaTHYECKUX OJOKOB  IUCIMILIHHBI
3aBepIIalOTCsl KOHTposibHOW Toukou (mamee — KT). Tekymmii KOHTpoOJb
YCIIEBAEMOCTH MO AUCHUILIMHE mnpenycmarpuBaeT Tpu KT B TeueHuwe mnepuoja
OCBOCHUS JTUCIUTLINHBI.

MakcumanbHOE KOJIMYECTBO OaiyioB 3a 000l Tun padoT B pamkax KT
cocrasisier 100 (cTo) 6aios.

Pacnpenenenne BecoBbix kodpdunuentop nmo KT B pamkax Tekymero
KOHTPOJIS TIO TUCITUTIINHE:

HaumenoBanue MaxkcumanbHoe Koadduuuent Beca | PesynbraT KOHTpOJIBHON
KOHTPOJIbHOM TOYKH | KOJHYECTBO OAIOB | KOHTPOJILHOW TOYKH | TOYKH, YYaCTBYIOIIUN B
3a paboTy B paMKax dbopmMHupoBaHUU
KT, kotopoe MoxeT UTOTOBOM GayIbHOM
HaOpaTh OLIEHKH 110 IUCIHUITUHE
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oOyyaromuics (oTpakaercs B )KypHaJe
BPC & CJIO)

KT 1 100 0,15 15
KT 2 100 0,15 15
Hroro: X 0,3 30

5.4. ®opmyna pacyera pe3yinbTaTa KOHTPOJIBbHOM TOUKH:

PesynbraT KOHTpONBEHON TOukK = KonmuecTBo 6aymuioB 3a paboTy B paMKax

KT x Koad¢uimeHT Beca KOHTPOIBHON TOYKH.

KT - 1.
Pa3gea 1.

TecToBbIC 3aJaHUA C MHCTPYKLHUEH 110 BHINOJHEHHIO:
TECT 1. BeiOop HECKOJBKHX MPaBUIbHBIX OTBETOB
3aganue 1.1.

BaumarensHO [MpOo4YUTaTh TCKCT 3adaHHA W IIOHATH, YTO B KAa4UCCTBC OTBCTA

0K IACTCA HCCKOJIBKO IIPABUJIBHBIX OTBCTOB M3 IIPCAIOKCHHBIX BAPHUAHTOB.

BHuMartenbHO pouuTaTh NPEAJIOKEHHBIC BADUAHTBI OTBETA.
Br16paTh HECKOJIBKO IPABUIIBHBIX OTBETOB.
3anucaTh TOJIbKO OYKBbI BBIOpAHHBIX BApUAHTOB OTBETA.

K onementam 1udpoBOro INpoLECCHOTO YIPaBIEHHS B  CEPBUCHOU

opraHu3al OTHOCATCH:

a) CRM-cucrtemsl

0) ERP-cuctembl

B) OYMaKHbIE )KypHaJIbl yyeTa
r) RPA-tumatdopmbl

1) DJICKTPOHHBIC 0a3bl TAHHBIX

3amanue 1.2.

[IpeumymecTBa u(ppPOBU3AIUN CEPBUCHBIX MTPOIIECCOB BKIIOYAIOT:
a) TOBBIIIIEHUE CKOPOCTU 00CITYKUBAHUS

0) CHIKEHHUE KOJIMUECTBa OIINOOK

B) YBEJIMYEHUE PYUHBIX Omeparuii

I') MOBBIIICHUE TPO3PAYHOCTH MPOIIECCOB

1) aBTOMAaTU3allMsl PyTUHHBIX 3a7a4

3amanue 1.3.
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K ¢pynkunsam CRM-cucrem oTHOCATCS:

a) y4eT KJIIMEHTOB

0) ympaBJeHHe B3aUMOJICHCTBUEM C KIIMEHTaMU
B) aBTOMATH3alMsI MAPKETUHTA

I') IPOU3BOJICTBO TOBAPOB

1) aHAJIN3 KJIMEHTCKUX JaHHbBIX

3amanue 1.4.

K HaIlpaBJICHUAM aBTOMATU3aIIUN 6H3H€C-HpOHeCCOB B CCPBUCC OTHOCATCA:

a) o0paboTKa 3asBOK

0) BBOJ ¥ 00pabOTKa JaHHBIX

B) CTpaTErnyecKoe IMIaHUPOBAHUE PA3BUTHS OpTaHU3AIUU
r) opMupoBaHUE OTYETHOCTH

1) TBOpUEcKas pa3padoTka yciIyT

Samanne 1.5.

K addexram Baenpenus RPA otHocsaTcs:

a) COKpaIlleHuEe BPEMEHU BBITIOJIHEHUS OTIEpAIIHiA
0) CHIKEHUE JI0JIM PYyYHOTO Tpyia

B) YBEJIMUEHHUE YHCIIa OIIHOOK

T') MIOBBIIIICHUE TOYHOCTU BBITIOJIHEHUSI IPOIIECCOB
1) YCKOpeHue 00pabOTKH TaHHBIX

TECT 2. YcTaHOBlIEHME TTOCIEI0BATEILHOCTH
3amanue 2.1.

Otanbl nUGPOBU3AIUU OU3HEC-TIPOLIECCOB B CEPBUCHOM OpraHU3aIluu:
a) aHAJIM3 TEKYIIHNX MMPOLECCOB

0) BBIOOp 1TU(DPOBBIX HHCTPYMEHTOB

B) BHeJIpeHUE NHGOPMAIIMOHHBIX CHCTEM

') aBTOMAaTHU3aIMsl onepalyi

1) OLICHKA PE3yJIbTaTOB

3amanue 2.2.

Oranel BHeApeHUuss CRM-cucremsi:

a) cOOp JaHHBIX O KJIIMEHTaX

0) Hactpoiika CRM-cuctemsl

B) HHTETpaIys ¢ OU3HEeC-MpoIeccaMu

I') UCTI0JIb30BAHUE aHATUTUKH JIJIs1 YIIPaBJICHUS
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3aganue 2.3.

[TocnenoBaTenbHOCTh 0OPAOOTKU 3asIBKU B IU(PPOBOIA CUCTEME:
a) perucTpanus 3aaBKU
0) aBTOMaTHUYECKOE pacIpe/IeiICHIE
B) BBITIOJIHCHUE 33]]a9H
) ¢pukcaius pe3yjabrara
1) YBEIOMJICHHE KIIMEHTA

3amanue 2.4.

Otansl BHeApeHUs: RPA-TexHonornii:

a) BBISIBJICHUE PYTUHHBIX IPOLIECCOB

0) BBIOOp IPOILIECCOB /JIsl aBTOMATHU3AIUU
B) IPOrpaMMHUpPOBAaHKE POOOTOB

') BHEJIPEHUE U TECTUPOBAHUE

1) MOHUTOPHHT PE3yJIbTATOB

3aganue 2.5.

[TocnenoBarensHOCTH (GOpMUPOBAHUS ITUDPOBOI AHAIIMTUKH MPOIECCOB:
a) cOOp TaHHBIX

0) oOpaboTKa JaHHBIX

B) aHAJIM3 TIOKa3aTesnei

r) opMupoBaHUE OTYETOB
1) MPUHATHE YIPABICHUYESCKUX PEIICHHMA

Kpurepuu oneHnBaHus TECTOBBIX 3aJaHUN:

JnanazoH 6amios

Onuncanue kpurepus

Ceoimie 80% mpaBHIIBHBIXI(OOyUYarOITUHCS JIEMOHCTPUPYET
85-100 OTBETOB. ryOOKOe II03HAaHUE B OCBOECHHOM|
MaTepuare.
Ceoimie 70% npaBuibHBIXOOyUYalOMUMCS  MaTepHall  OCBOEH
65-84 OTBETOB. MOJIHOCTBbIO,  0€3  CYIIECTBEHHBIX|
OLINOOK.
Cebiie 50% npaBuiIbHBIXOOyYarOUUMC MaTepuail OCBOEH HeE
55-64 OTBETOB. MOJTHOCTHIO, MMEIOTCSl 3HAYUTEIIbHBIC
poOeJIbl B 3HAHUSX.
0-54 Menee 50% mpaBmibHBIX(OOyUarOMKUMCS MaTepHall HE OCBOEH,

OTBCTOB.

SHAHUS o0yuarouierocs HUXKE

0a30BOTr0 YpOBHSI.
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KT-2
Pa3zgen 2.

3amaua 1. Onenka >¢gdexktuBHoCcTH BHeApeHus CRM-cuctembl

J1o BHEIpeHus:

BpeMsi 00pabOTKH 3asBKH - 45 MUH
3asBku - 1 200
yIOBJIETBOPEHHOCTH - /4%
OBTOPHBIEC oOparieHus - 180
[Tocne BHEApEHUS:

BpeMms - 28 MUH

3asBku - 1 600
YAOBIIETBOPEHHOCTH - 89%
noBTOpHBIE oOpamieHus - 90

3anauda 2. D¢ dextuBHocTh RPA
1. CHrKeHne pyqHOTo Tpyaa:
70% - 25% =45 n.o.
45/70x100%=64,3%

2. CHM>KEHUE BPEMEHU:

20 - 12 = 8 muH
8/20x100%=40%

3. CHmXeHue oumooK:

150 - 40 = 110 ommbox
110/150%100%=73,3%

3anaua 3. [{ludponas ananuTuka
1. CokpamieHre BpeMeHu:

10 - 3 =7 nuent
7/10x100%=70%

2. Ilotepu KIMEHTOB:

300 - 90 = 210 xyiHeHToB

3. ®uHaHCOBBIN YPdEKT:

210 x 3000 = 630 000 pyO®.

3anaua 4. KomriekcHas iudpoBu3anus
1. [TpouzBoguTenbHOCTD: +35%

2. Bpems oOcnyxuBanus: -30%

3. Omuokwu:

6% - 2% =4 n.o.

4/6x100%=66,7%

3anauda 5. HTerpanbHas oleHKa HUPPOBU3ALIMU
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1. PocT KJIMEHTOB:

20000 - 15000 = 5000
5000/15000%x100%=33,3%

2. Y 1OBIETBOPEHHOCT:

92-78 =14 n.m.

3. Bpems o6ciyxkuBanus: -40%
4. TloBTOpHBIC OOparieHus: -55%

Kpurepnun onieHMBaHNS KOHTPOJIBHBIX 3aJaHUM:

JnanazoH 6amios Omnucanue KpUTepus
85-100 OOyuaromuMcs 3a/JaHAE BBIITOJIHEHO 0€3 OIMMOOK M B IOJTHOM
ooBeMe.
OOyuyaromuyMcss B IIEJIOM 3aJaHUC BBIMOJHEHO, HMEIOTCS
65-84 OTJEJbHbIE HETOYHOCTH WM HEIOCTATOYHO MOJHBEIE OTBETHI, HE

coJieprKalliie ONIMOOK.

OOyuaronuMcesi  JOMYIIEHBI  OTJACJIbHBbIE ~ OIIMOKM  MpH

55-64

BBITIOJTHEHUH 3aJaHuUs

VY oOyuaroiierocss OTCYTCTBYIOT OTBEThI Ha OOJIBILIMHCTBO
0-54 BOIIPOCOB 33J1auyM, 3aJJaHHE HE BBIIIOJHEHO WM BBIIOJHEHO HE

BEPHO.

5.5. Omnwucanue JAOMOJHUTENIBHBIX MaTEpUAJIOB MW  000pYy/IOBaHUA,
HEOOXOIMMBIX JIJIs BHITIOJHEHHUS TIPOBEPOYHBIX 3aIaHUM (npu Heobxodumocmit).

JUist  pemieHust KOHTPOJBHBIX 3aJaHUi  00ydYaroleMycsi pa3peliaeTcs
UCIIOJIb30BAaHUE KAJIBKYJISATOPA.

6. @opMBI  NPOMEKYTOYHON  ATTECTAUMHM, KPUTEPUM W  IIKaJa
OLICHUBAHUSA, TUIIOBbIC OLICHOYHbIC MATEPHAJIBI 10 JMCLUILIMHE

6.1. IIpomexxyTouHas aTTecTalusi MPOBOJUTCA B THUCBMEHHOW (QopMme.
OOyuaromuiics TMOJdy4YaeT »HK3aMEHAIMOHHBIM OWJeT C BapuaHTaMHU 3ajad.
OOyuaromuiics ModydaeT YHUCThIe MapKHPOBAHHBIC JIUCTHI OyMaru JjIsl 3amucei
peleHus 3amad, 3aTeM MPUCTymaeT K penieHuto. HeoOxoawmmo aaTh OTBET B
MMMCBEMEHHOM BHJIE, TOAPOOHO W3JI0KHUB XOJI PCEUICHUs, MPU HEOOXOIUMOCTH
3aBEPIIUTH PEIICHUE BHIBOJAMHU.

PA3JAEJI 1. TEOPETHUYECKHUE OCHOBBI TIPOIECCHOI'O
YIIPABJIEHUSA B CEPBUCHOM JEATEJBHOCTHU

Tema 1.1. CymHOCTb 4 3BOJIIOIUSA NPOLECCHOTO MOAX0AA B YIIPABJIEHHH
1. 3agaHus OTKPHITOrO THMIA
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1.1. Bonpockl OTKpBITOro THIA

1. CymIHOCTh MPOIECCHOTO MOIX0/1a B YIIPABICHUN OpTraHU3aIHeH
2. OTiruure mpoIecCHOro U (PYHKIIMOHATEHOTO TTOIX0/I0B
3. DBomionHs  KOHIENIUK  ympaBiaeHUs (0T (QYHKIIMOHATBHOTO K

IMpOLHCCCHOMY HO,Z[XOI[Y)

4, Ponb OuszHec-nporieccoB B GOPMUPOBAHUM LIEHHOCTH JJI KIIMEHTA

S. OCHOBHBIE XapaKTEPUCTUKU OU3HEC-TIpoliecca

6. 3HadyeHHe CUCTEMHOTIO MOAX0a B pa3BUTUHU MIPOLIECCHOTO YIPABICHHUS
7. [IpeumyiiecTBa MPOIECCHOTO MOIX0/Ia B COBPEMEHHBIX OpraHU3alusIX

1.2. KOHTpOJIBHBIG 3aJ1aHUA C KIIFOYaMHU IIPABUJIBHBIX OTBCTOB

3amanne 1

Opranu3zaiiysi U3MEHUJIA CUCTEMY YIIPaBICHUS:

JI0 BHEJIPEHUS MPOIECCHOr0 MOAX0Aa:

5 pyHKIMOHANBHBIX TOAPa3ACICHUIN

12 cormnacoBanuii B npolecce 00CTy>KUBAHUS KIUEHTA
cpenHee BpeMs 00cCiy>kuBaHus - 60 MUHYT

MOCJIE BHEAPEHUS MPOLECCHOTO MOIXO0Aa:

4 CKBO3HBIX OU3HEC-TIpOIECcca

6 corjacoBaHui

cpelHee BpeMs 00CIIy>)KHUBaHUA - 35 MUHYT

Tpebyercs:

OnpenenuTs COKpaIIEHUE YKciia COTJIACOBAHUM.

PaccuntaTh CHU)KEHME BpeMEHU 00CTyKMBaHUs (B MUHYTaX U MPOIEHTAX ).
Cnenatb BbIBO 00 3¢ (PEKTUBHOCTH BHEIPEHUSI MPOLIECCHOTO MOAX0a.

3amanue 2
Pacnpenenure xapakTepuUCTUKU MEXAY (YHKIIMOHATBLHBIM M MPOIECCHBIM

IIOAXOA0M:

XapaKTEPUCTHUKU:
OpHEHTAIlUS Ha KIMEHTAa, BEPTUKAIbHAS CTPYKTypa YMPaBICHUS, CKBO3HBIC

IpoOLECChl, (PparMEHTHUPOBAaHHOE YIpaBJIICHHWE, OpHEHTalus Ha pe3yJbTarT,
MeXK(PYHKIIMOHATBHOE B3aUMOCHCTBHE

2. 3agaHusi KOMOMHUPOBAHHOTO TUIIA
2.1. TectoBbie 3aaHus ¢ 000CHOBaHKEM BhIOOpa

Copnep:xanue 3a1aHus

Yro sBiseTCA LENbI0 MPOIECCHOTO MOoAXoja? a) yCWUIeHUEe Huepapxuu O
noBbIIeHHE A()(PEKTUBHOCTH TPOIECCOB B) YBEIWYEHUE YHCIA OTIEIOB T
CHIJKEHUE OTBETCTBEHHOCTH
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2 |Yrto xapakTtepuszyeT OusHec-mpouecc? a) chaydyailHas JAEATEeIbHOCTh O
MOCJIEA0BATEIBHOCTh  JEHUCTBUM, CO3JAIOMIUX LEHHOCTh B)  TOJIBKC
aJIMUHUCTPATUBHBIC (DYHKIUH T') OTCYTCTBUE CTPYKTYPHI

3. 3ajanud 3aKpbITOrO TUIIA
3.1. TectoBbIE 3a1aHUg
Tect 1

BHUMAaTENBHO NIPOYUTATh TEKCT 33JaHUS W IOHSTh, YTO B Ka4eCTBE OTBETA
OKHJIAeTCs TOJIBKO OJVH U3 IIPEIIOKCHHBIX BAPUAHTOB.

BrIOpaTh 01MH BEpHBINA OTBET.

3anucath TOJIBKO OYKBY BRIOPAaHHOTO BapHaHTa OTBETA.

Uro siBIISIETCS OCHOBOM MPOLIECCHOTO MOJIX0AA B YIIPABICHUN?
a) QYHKIIMOHAIBHBIC MOIPa3ICIICHUS

0) OuU3HEeC-MPOIECChI

B) JIOJDKHOCTHBIE MHCTPYKIIUH

') AAIMUHUCTPATUBHBIA KOHTPOJIb

Tect 2

BHuMarenbHO IpoYMTaTh TEKCT 3aJaHUsA U IMOHATH, YTO B KayeCTBE OTBETA
0’KMJIA€TCSI HECKOJIBKO IPABUIIBHBIX OTBETOB U3 MPEIIIOKEHHBIX BAPUAHTOB.

Br1OpaTh HECKOJIBKO MPABUIIbHBIX OTBETOB.

3anucaTh TOJIbKO OYKBbI BBIOPAHHBIX BApUAHTOB OTBETA.

K mpu3HakaM mporeccHOro moaxoja OTHOCSTCS:
a) OpUEHTAIIUS HA KJIIUCHTA

0) CKBO3HOE YIIpaBJICHUE MIPollecCaMu

B) (DYHKITMOHAJIbHAS U3OJISAIUS ITOpa3IeICHUMA
') MeK()YHKITMOHAIbHOE B3aMO/ICHCTBHE

11) OpUEHTAITUS HA PE3yJIbTaT

Tema 1.2. CepBuCHasi [eATEILHOCTh KaK O0bEKT MPOLECCHOIO
yIpaBJIeHUsA

1. 3aganus OTKpHITOTO THUIIA
1.1. Bonpock! OTKpBITOrO THNA

CyIIHOCTh CEpBUCHOM JEATEIBHOCTH B SKOHOMHKE M YIIPABICHUU

Oco0eHHOCTH yCIIyT Kak 00beKTa yIpaBiIeHUs

XapakTepUCTUKA CEPBUCHBIX TPOIECCOB (HEOCI3aeMOCTh, HEOTIEIMMOCTH,
BAPUATHUBHOCTB)

Pounpb kimeHTa B mpoliiecce oka3zaHus yCIyru
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[Touemy cepBuCHas AeSATENBHOCTh TPEOYET NPOLIECCHOTO MOIX0AA
@DaxTOpHI, BAUIIONINE Ha KAYECTBO CEPBUCHBIX YCIYT
Oco0eHHOCTH yNpaBIIEHUs] CEPBUCHBIMU OpTraHU3ALMSIMU

1.2. KoHTponbHBIE 3aJaHNS C KIIFOYaMU TPABUIIBHBIX OTBETOB
3amanue 1

CepBucHas opranu3anus 00CiIy>KMBaeT KJIUEHTOB:
JI0 BHEJIPEHUSI MTPOLIECCHOTO YIIPABJICHHUS:

900 KJIMEHTOB B MECHI]

cpenHee BpeMs oociyxuBaHus - 40 MUHYT
YIOBJIETBOPEHHOCTD - /2%

MOCJIe BHEIPEHUS MPOIECCHOTO MOIX0/1a:

1 200 KIMEHTOB B MECSIT

cpeliHee BpeMs 00CITy>)KUBaHUSA - 28 MUHYT
YIOBIIETBOPEHHOCTH - 88%

Tpebyercs:

PaccunTaTh IpUpPOCT YKCIIa KIUECHTOB.

OnpenenuTh CHIKECHUE BPEMEHN 00CTy)KUBaHUS (B MUHYTaX U IIPOLICHTAX ).
OnpenenuTh POCT yIOBICTBOPCHHOCTH KIIMCHTOB.

Cnenathb BbIBOJ 00 3(p(PEKTUBHOCTH MPOIIECCHOTO YIIPABJICHUS B CEPBUCE.

3amanue 2
Pacnpenenure xapakTepUCTUKH O TPYIIaM:

XapaKTEPUCTHUKU:
HEOCSI3a€MOCTh  YCIIYT'M, BO3MOXXHOCTb XpaHEHUs NPOAYKLHUHU, Yy4dacTue

KIIMCHTA B IIPOHECCC, CTaHAApTHU3alus ITPOU3BOACTBA, BAPUATHBHOCTbL KadcCTBA,
HCBO3MOJKXHOCTb OTACICHUA ITPOU3BOACTBA OT HOTpe6J'IeHI/I$I

He otHOCHUTCA K ycnyram:

BO3MOKHOCTh XpaHEHUS TTPOTYKIIUN
CTaHAapTU3AIUS TIPOU3BOICTBA

2. 3agaHusi KOMOMHUPOBAHHOTO TUIIA

2.1. TectoBbie 3a1anusi ¢ 000CHOBaHHUEM BBHIOOpA

Ne | Conep:kaHue 3aJaHUA

1 |Yto sBasieTcss KIOYEBOM OCOOEHHOCTHIO YCIyr? a) MaTepuaabHOCTh O)
HEOCSI3aeMOCTh B) CKIIATUPYEMOCTh T') CTaHIapTH3AIUS

2 | [loyemy KJIMEHT SIBISCTCS YaCThIO CEPBUCHOTO Tporiecca? a) HE ydacTByeT O)

Yy4acTBYET B CO3JJaHUH YCIYTH B) TOJBKO HAOJIOJAET I') HE BIUSIET Ha PE3yJIbTaT,

43



3. 3agaHus 3aKpBITOrO THUIIA

3.1. TecToBble 3amaHus

Tect 1

BauMartenbHO mpouMTaTh TEKCT 3aJaHUS M BbIOpATh OJMH BEPHBIA OTBET.
3amnucarh TOJIBKO OYKBY.

Uro sBiseTcS  KIIOYEBBIM  OOBEKTOM  YIpaBiCHUS B  CEPBUCHOMU
nesTenbHoCTH?

a) o0opy10BaHUE

0) cepBUCHBIE TIPOIIECCHI

B) CKJIQJICKUE 3aIachl

r) pruHAHCOBBIE JOKYMEHTHI

Tect 2

BaumarensHO NpouUuTaTh TCKCT 3aaHUA U BBI6paTB HCCKOJIBKO ITPaBUJIbHBIX
OTBETOB. 3aIUCaTh TOJIHKO 6y1(BI>I.

K xapakrepuctiukam CepBUCHOM JESITEIBHOCTH OTHOCSATCS:
a) HEOCA3aEMOCTh

0) HEpa3pPBIBHOCTH ITPOM3BOJICTBA M TTOTPEOICHUS

B) BO3MOXXHOCTh XpaHEHUS YCIyTH

I') BAPUATUBHOCTh Ka4y€CTBa

1) y4acThe KIHUEeHTa

Tema 1.3. Kinaccupurkauus u cTpykTypa OM3Hec-IpoueccoB B CEPBUCHBIX
OpPraHu3anMAX

1. 3amanus OTKPBITOTO THUMA
1.1. Borpockl OTKpBITOrO THNA

1. [TonsiTne 6u3HEC-TIpoliecca B CEPBUCHON OpraHU3AINH

2. Knaccuduxkarus OwusHec-mporieccoB (OCHOBHBIC, BCIIOMOTAaTENIbHBIEC,
YIPABJICHYECKUE)

3. Ponp OCHOBHBIX IPOLIECCOB B CO3JaHUM LICHHOCTH JJIsI KJIIMEHTA

4, 3HaueHue BCIIOMOTaTeIbHBIX MPOLECCOB B 00ECIEUEHNUN AEATEIIbHOCTH
OpraHu3aluu

S. CymHOCTh ynpaBiIeHYECKUX MPOLIECCOB

6. IToHsTHE IPOLIECCHON apXUTEKTYPhl OpraHU3aLUuU

7. @opMHUpOBaHUE LEMOYKH CO3JaHUs IEHHOCTH B CEPBUCE

1.2. KoHTpoibHBIE 3aJaHNS C KJIIFOYAMU TPABUIILHBIX OTBETOB

44



3ananue 1

B cepBucHOM OpraHu3anyy BbIIEICHBI ITPOLIECCHI:
3 OCHOBHBIX IpoIecca

4 BcrioMoraTeabHBIX Mpolecca

2 ynpaBJIEHYECKUX ITPOIIECCa

B ocHOBHBIX Mpolieccax 3a/1eiCTBOBAHO:

B KaXXJIOM TIpoIiecce 1Mo 6 oreparuii

Tpebyercs:

Omnpenenuth 001Iee KOTUIESCTBO ONEpaIfii B OCHOBHBIX ITPOIIECCaX.
PaccuuTaTh 105110 OCHOBHBIX MIPOLIECCOB OT 001Iero uncia mporeccos (%).
Craenatb BBIBOJI O POJTM OCHOBHBIX MPOIIECCOB B OPTaHU3AINH.

3amanne 2

Pacnpenenure npouecchl 1o KaTeropusiM:

MIPOIIECCHI:

00cITy’KuBaHUE KJIMCHTA, 3aKylKa  MaTepualioB, CTpaTerun4eckoe

IUIAaHUPOBAHKE, OyXTaITEPCKUI yUyeT, yIpaBlIeHUE MEePCOHAIOM, OKa3aHUE YCIIYTH,
KOHTPOJIb KauecTBa

2. 3agaHusi KOMOMHUPOBAHHOTO TUIIA
2.1. TectoBble 3a1aHusi ¢ 0O0OCHOBaHUEM BBHIOOpA

Ne | Conep:kaHue 3aJaHUA

1 | Kakue mporiecchl CO3Mar0T IIEHHOCTh JJIs KJIHMEHTA? a) BCIOMOraTesbHbIE O)
YIPABJICHYECKUE B) OCHOBHBIE I') 3 AIMUHUCTPATUBHbBIC

2 |3aueM HYXHBI BCIIOMOTAaTENbHBIE MPOLECCHI? a) IJIs CO3JaHUS MPUOBLIH
HampsiMyro ©) [ TOAJEPKKHM OCHOBHBIX IIPOLECCOB B) [UIsl 3aMEHB]
YIPABJIEHYECKUX I') ISl COKPAILCHHsI KJIMEHTOB

3. 3agaHus 3aKpbITOrO THUIA
3.1. TecroBble 3anaHus
Tecr 1

BuumaTenbHO mpoyuTaTh TEKCT 3aJaHUsl M BBHIOpaTh OJAMH BEPHBIA OTBET.
3anucaTh TOJBKO OYKBY.

YTo OTHOCHUTCS K OCHOBHBIM OM3HEC-TIporeccam?
a) OyxrajaTepckui yuer

0) oOciy>)krBaHUE KITMEHTA

B) CTPATETHUECKOE yIPaBICHUE

T') KaJpOBOE JETIOMPOU3BOICTBO
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Tect 2

BHuMaTeapHO MpovnuTaTh TEKCT 3a/laHusl U BHIOPATh HECKOJBKO MPaBUIIbHBIX
OTBETOB. 3aIIMCaTh TOJBKO OYKBBI.

K BcromoraTenbHBIM mporieccaM OTHOCSTCS:
a) 3aKyTKH

0) yIpaBJIeHHE TIEPCOHATIOM

B) OKa3aHHUE YCIyTH

r) OyXTrajJTepcKkuil yuer

1) o0CITy>)KMBaHHUE KJIMEHTa

Tema 1.4. MoageanpoBanue OU3HeC-NPoOLECCOB: 0a30Bble NMOAXOAbI H
HOTAIMU

1. 3aganus OTKpBITOTO THIA
1.1. Bormpock! OTKpBITOrO THNA

. CyIIIHOCTh MOJIETUPOBaHUS OM3HEC-TIPOLIECCOB

. llenu MoxenupoBaHusi OM3HEC-TIPOIIECCOB B CEPBUCHON OpraHU3aINH

. OcHoBHbIe HOTaIMK onucanus ousHec-npoieccoB (IDEFO, BPMN, EPC)
. Ponb BU3yanu3amuu nporeccoB B yIpaBIIeHUH OpraHu3alieit

. [lonarue «momenb OU3HEC-TIpoIeccay

. DTanbl aHalu3a U OMUCaHUsl OM3HEC-TIPOIIECCOB

. 3HaYeHUE MOJICTUPOBAHUS JIJIsI ONTUMHU3ALIUUA CEPBUCHOM ESITEIIbHOCTH

~No ok~ WN P

1.2. KoHTpoibHBIE 3aJaHNS C KJIFOYaMH TPABUIILHBIX OTBETOB

3amanue 1

CepBHCHasI OpTaHHU3AIUS OMKCaIa MPOIECC OOCTYKUBAHUS KIIHCHTA:
710 MOJICTUPOBAHUS TpoIiecca:

7 5TanoB 00CTy>KUBAHUS

cpensee Bpems - S0 MUHYT

4 corylacoBaHMS

MOCJIE MOJICIIMPOBAHUS TIPOIIECCa:

5 »TanoB 00CIyKUBaHUS

cpeaHee BpeMs - 32 MUHYTHI

2 coryiacoBaHus

TpeOyercs:

OrnpenenuTs COKpaIlEHUE YHUCIIa ATAIlOB 00CTY>KUBAHUS.

PaccuuTaTh cHUXEHUE BpeMEHU OOCTYKMBAaHUS (B MUHYTaX M MPOLEHTAX).
OnpenenuTh COKpaIIeHUE YMCIia COTJIaCOBaHUIA.

Cnenatb BbIBOA 00 3 (PEKTUBHOCTH MOACIUPOBAHUS ITpoOIIEcca.
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3ananue 2

Pacnipenenute seMEHTHI 110 KaTETOPHSIM:

AIIEMEHTHI:

BPMN, IDEFO, Excel-tabmumner, EPC, rpadudeckoe omucaHue MpoOIECCOB,

TEKCTOBBIN PETJIaMEHT, BU3Yyalu3alus MOTOKOB padoT

HHCcTpyMeHTBI/ POPMBI ITPEACTABICHHS:
Excel-rabmuist

TEKCTOBBIM perjaMeHT

Pe3ynbTaTsl MOAETUPOBAHHS:
rpaduUecKoe OMMCAaHUE IMPOLIECCOB
BU3yaJIH3aIis [IOTOKOB paboT

2. 3aanusi KOMOMHUPOBAHHOTO THUIIA
2.1. TectoBbie 3aaHus ¢ 000CHOBaHKEM BhIOOpa

Ne | ConepikaHue 3aJaHUA

1 | OcHoBHas 11eb MOJICIUPOBAHUS OM3HEC-TPOIECCOB? a) yBEIUWYEHHUE IITata O
aHaIM3 W ONTUMHU3AIMS TPOIECCOB B) CHWIKEHHWE NPUOBUIM T) YCIIOXKHEHUE
yIpaBJICHUS

2 | Yro maet BU3yanu3allys MPOIECCOB? a) YCIOXKHSIET aHaIu3 0) JesiaeT MpoIecChl

0oJ1ee NpO3payHbIMK B) YBEJIMYHMBAET 3aTPAThl I') CHUYKAET KOHTPOJIb

3. 3aiaHus 3aKpbITOro TUIIA
3.1. TecToBbIe 3agaHUs
Tect 1

BaumarensHO Ipo4YUuTaTh TCKCT 3aJaHUA H BI)I6paTI> (03105051 BGpHBIfI OTBCT.

3amnucarh TOJIBKO OYKBY.

Yro sBisieTcs pe3ysbTaTOM MOJAETUpPOBaHus Ou3Hec-Tpolecca’?
a) TOJDKHOCTHAS! MHCTPYKIUS

0) cxema mporecca

B) IITATHOE paclKCaHKe

r) OyXraiaTepcKkuil OT4eT

Tect 2

BuaumarensHo IMpOYUTATh TCKCT 3aJaHUA U BBI6paTB HCCKOJIBKO IMPpaBUJIbHBIX

OTBETOB. 3alUCaTh TOJBKO OYKBBI.

K HOTanusam mMoaenupoBanus OU3HEC-TPOIIECCOB OTHOCSITCS:
a) BPMN
6) IDEFO
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B) EPC
r) Word
n) Excel

PA3JEJ 2. NIPAKTUKA U HHCTPYMEHTbI IIPOHECCHOI'O
YIIPABJEHUA B CEPBUCHOU JEATEJIBHOCTH

Tema 2.1. IIpoekTHpoBaHMe W perJaMeHTAIlMS CEPBUCHBLIX OH3HecC-

MpPOoIEeCcCoB

~No ok WN -

1. 3amanus OTKPBHITOTO THUIA
1.1. Boripockl OTKpPBITOTO THIIA

. CyILIHOCTh IPOEKTUPOBAHUSI OU3HEC-NIPOLECCOB B CEPBUCHOM JI€ATEIHOCTH
. [lonsiTHE pernmameHTanuy OU3HEC-TIPOLIECCOB

. Ponb cTangapToB 00cyKMBaHUSI B CEPBUCHON OpraHU3aluu

. DTansl NPOEKTUPOBAHUS HOBOTO OM3HEC-TpoLecca

. JlIokyMeHTHpOBaHNE OU3HEC-TIPOLIECCOB U €0 3HAYECHUE

. [IpuHiuns! noctpoeHus 3p(HEeKTUBHBIX CEPBUCHBIX MPOIIECCOB

. CBs13b IPOEKTUPOBAHUS POLIECCOB C KAUECTBOM OOCITYKHUBAaHUS KIHMEHTOB

1.2. KoHTpoibHBIC 3aJJaHUS C KJIFOYaMH ITPaBUJIBHBIX OTBETOB
3amanue 1
CepBucHas opraHu3aids IPOCKTHPYET HOBBIM Mpolecc OOCTyKHMBaHHS

KIIMCHTA.

HUcxonupie faHHBIC:

6 sTanoB 00CTy>KUBAHUS

5 COTPYIHUKOB YYacTBYIOT B ITPOLIECCE
cpenHee BpeMs 00CiIy>KUBaHuA - 48 MUHYT

[Tocnie npoekTrpoBaHus:

4 srama 00CITy>KUBaHUS

3 COTpyIHHUKA yHaCTBYIOT B IIpOLIECCE
cpenHee BpeMs o0cimy)uBaHus - 30 MUHYT

TpeOyeTcs:

OrnpenenuTh COKpallleHHE KOJIMYECTBA ATANOB MPOIEcca.

PaccuntaTh n3MeHeHue BpeMeHU 00CTyKMBaHus (B MUHYTaX U MPOIEHTAX).
OnpenenuTh COKpallleHUE 4YHUCIa COTPYAHUKOB, 3aJCHCTBOBAHHBIX B

npoiiecce.

Cnenatb BbIBO 00 3 (PEKTUBHOCTH TPOSKTUPOBAHUS TIpOlLIecca.

3amanue 2
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Pacrnipenenure 371€MEHTHI 110 KaTETOPHSIM:
JJICMEHTHI:
perIaMeHT Iporiecca, CTaHAapT 00CITy)KUBaHUs, ONMCcCaHue OU3Hec-TpoIiecca,

JOJDKHOCTHASI MHCTPYKIHS, cxema mporecca, SLA (ypoBeHb 00CITYy)KMBaHUS), YCK-
JIUCT BBITIOJTHEHUS Olepaluii

2. 3aanusi KOMOMHUPOBAHHOTO THUIIA
2.1. TectoBble 3agaHus ¢ 000OCHOBaHHEM BhIOOpa

Ne | Conep:kanue 3aJaHUA

1 | Lens permaMeHTanny IpoIeccoB? a) yBeIMUEHUE 3aTpaT 0) CTaHAapTU3AIUS U
KOHTPOJIb BBITIOJTHEHUS TIPOIIECCOB B) CHIDKCHHE KadecTBa T) OTKa3 OT
yIpaBICHUS

2 | UYro obecrieunBaeT CTaHAApT OOCTY)KMBaHHA? a) Xaoc B paboTe 0) eIUHBIN

YpOBEHBb Ka4eCTBA YCIYT B) COKPAILIEHHE KJIUEHTOB I') OTCYTCTBUE KOHTPOJIS

3. 3aaHus 3aKpbITOro TUIIA

3.1. TectoBbIE 3a1aHUA
Tect 1

BaumarennrHO IMpOYUTaTh TCKCT 3aJdaHUA U BBI6paTB (0105151 BCpHBIfI OTBCT.

3anucaTh TOJIBKO OYKBY.

Yro sBisIeTCsS pe3yIbTaTOM NMPOSKTHPOBaHUS On3HEC-TIpoiiecca?
a) perjJaMeHT mpolecca

0) puHAHCOBBIN OTYET

B) IITATHOE PACTHCAHHE

r) Oyxranarepckuii 6amaHc

Tect 2

BaumarensHO IMpO4YUTaTh TCKCT 3aldHUA U BI)I6paTI> HCCKOJIBKO IIPaBUJIBHBIX

OTBETOB. 3alUCaTh TOJbKO OYKBEI.

K snementam perinameHTanuu OM3HEC-MPOLIECCOB OTHOCSTCS:
a) perjaMeHT Ipolecca

0) cranaapT 0OCTY>KUBAHUS

B) YEK-JIUCThI

T) CJlydaiiHbIC PEIICHUS COTPYIHUKOB
n) SLA

Tema 2.2. YnipaBjieHue Ka4eCTBOM CEPBHCHBIX MPOLECCOB
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1. 3agaHus OTKPHITOrO TUMNA
1.1. Bonpockl OTKpBITOro THIA

CylIHOCTbh KaueCTBa B CEPBUCHOM JESATEILHOCTH

[ToHsaTHE yrpaBlIeHUs KAaU€CTBOM CEPBUCHBIX MPOIIECCOB

OCHOBHBIE [TOKA3aTEIN Ka4eCTBa yCIYyT

Ponp kiMeHTa B OIleHKE KauecTBa cepBrca

Mogaens SERVQUAL u €€ 0OCHOBHBIE U3MEPEHHUS

NHCTpyMEHTBI KOHTPOJIS KaueCcTBa B CEPBUCHOM OpraHU3aIuu
3HadyeHrne 0OpaTHOM CBSI3M JIJIA MOBBIIICHUS KaueCTBa 00CTyKHMBaHUS

NogokowbdE

1.2. KOHTpOJIBHI)Ie 3alaHU:A C KIIFOYaMH ITIPABUJIBHBIX OTBCTOB

3amanne 1

CepBucHas opraHu3aiisi BHEIpUjia CUCTEMY YIIPaBJICHUSI KAYECTBOM.
J1o BHEIpEHUA:

YPOBEHb YIOBJIETBOPEHHOCTH KIMEHTOB - 70%

KOJINUeCTBO kaob - 200 B mecil

BpeMsi 00CITyKUBaHUS - 45 MUHYT

[Tocne BHepeHus:

YPOBEHbB yIOBJIETBOPEHHOCTH - 88%
KOJIMYECTBO kajob - 90 B mecsIl
BpeMs 00cykuBaHus - 30 MUHYT

TpeOyercs:

Omnpenenuts poCT YPOBHSI YAOBIECTBOPEHHOCTH KIMEHTOB.

Paccuntarh cHIKEHUE KOTMUYECTBA kKanoo (B aOCOTIOTHOM M OTHOCHUTEIEHOM
BBIPKECHHH ).

OnpenenuTh COKpalleHHEe BpeMEHU OOCHyXuBaHHs (B MHUHyTax U
MPOIICHTAX ).

Cnenatb BbIBOJ 00 9()(PEKTUBHOCTH CUCTEMBI YIIPABICHUS KA4€CTBOM.

3amanue 2

Pacnpenenure nokasaTenu no rpynmnam:

MTOKa3aTeHN:

HAJEKHOCTh YCIYTH, CKOPOCTb OOCTYXKMBaHUS, MaTe€pHAJbHBIC YCIIOBHS,
HMIATHUS MEepCOoHaNa, KOJIMYECTBO OLIMOOK, KBATM(PUKALNS COTPYAHUKOB, YPOBEHb
YAOBJIETBOPEHHOCTH KIIMEHTOB

2. 3amanusi KOMOMHUPOBAHHOTO THUIIA
2.1. TectoBbie 3aaaHus ¢ 000CHOBaHHEM BhIOOpa
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Ne | Conep:kaHue 3a1aHUA

1 | OcHoBHas 1IETb YIIPaBJICHUS KAa4eCTBOM? a) YBEITMUYCHHUE 3aTpaT 0) MOBBIIMICHUE
YAOBJIETBOPEHHOCTH KJIHUEHTOB B) CHIKEHHME TIEPCOHAIa T) OTKa3 o1
CTaHJapTOB

2 | Yro orpaxaer monenb SERVQUAL? a) ¢punaHcoBbIe MOKazaTesnd 0) pa3phiE
MEXKIYy OXHIAHUSAMUA W BOCIPHUATHEM YCIYTH B) CTPYKTypy I€pCOHana T)
pUOBLTE KOMIIAHUH

3. 3agaHus 3aKpBITOrO THIIA
3.1. TecTtoBBIE 3a/1aHUS
Tect 1

BHuMaTenbHO NpOYUTATh TEKCT 3aJaHUS M BBIOpaTh OAWMH BEPHBIA OTBET.
3anucaTh TOJIbKO OYKBY.

Yro sABISICTCS KIIFOUEBBIM MOKa3aTellieM KadecTBa yeryr?
a) KOJIMYECTBO COTPYAHHKOB

0) YZIOBJIECTBOPEHHOCTD KJIIMEHTA

B) Tuioaab odrica

) 00bEeM MPOJAK

Tect 2

BHuMaTenbHO IPOYUTATh TEKCT 33JaHUsl U BHIOpaTh HECKOJIBKO MPaBUIIbHBIX
OTBETOB. 3aIUCaTh TOJbKO OYKBEI.

K snemeHTaM KadecTBa CEpPBUCHBIX YCIYT OTHOCSTCS:
a) HaJEKHOCTh

0) sMnaTus

B) MaTEePHAIBHOCTD

T') ciy4dalHbIe PeIlIeHus IepcoHaia

1) CKOPOCTh OOCITY>KMBaHHS

Tema 2.3. OnrumMu3anuss ¥ PEeVMHKUMHUPUHT OHM3HEC-TIPOLIECCOB B
CEPBUCHOI 1eSITeJIbHOCTH

1. 3aganus OTKPHITOTO THUIA
1.1. Bonpock! OTKpBITOrO THNA

1. CynrHoCTh ONITUMH3AIMN OM3HEC-TIPOIIECCOB B CEPBUCHOM JACATEIBHOCTH
2. [lonsiTHE penHXUHUPUHTA OU3HEC-TIPOIIECCOB

3. Paznuume Mexy ontuMu3aiueid 1 peMHKUHUPUHTOM TPOIIECCOB

4. Ilenu oNTUMHU3AIUN CEPBUCHBIX TTPOIIECCOB

5. HCTpyMEHTHI aHAJIM3a U YITY4IICHUS] OM3HEC-TIPOIIECCOB
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6. DTanbl penHKUHUPUHTA OU3HEC-TIPOIIECCOB
7. Poab nn@poBBIX TEXHOJIOTUN B ONITUMHU3ALIMU MTPOLIECCOB

1.2. KoHTponbHBIE 3aJaHHS C KIFOYaMHU TPABUIBHBIX OTBETOB

3amanue 1
CepBucHas opraHu3aliysi MpoBejia ONTHUMHU3AIMIO TIpoIlecca OO0CTyKHMBaHUS

KJIIMCHTOB.

Jlo onTuMuU3auu:

8 aTanoB mporecca

BpeMsl oOcaykuBaHus - 60 MUHYT
5 cornacoBaHuM

3 ommoOKH B ACHb

ITocne onTuMHU3aum:

5 aTanos npouecca

BpeMsi 00CITy>KMBaHUS - 38 MUHYT

2 corjacoBaHUs

1 ommOKa B IeHb

Tpebyercs:

OnpenenuTs COKpalleHUE YKcia 3TaNoB Mpoliecca.
PaccunTaTh cHMKEHHE BpeMeHH 00CTyKMBaHUs (B MUHYTaX U MPOIEHTAX ).
OrnpenenuTs COKpaIieHUEe Yncia COTJIaCOBAaHMIA.

PaccunTarh CHM)KEHHME KOJIMYECTBA OIIHMOOK.

Cnenatb BbIBOA 00 3 (PEKTUBHOCTH ONTUMHU3AIIMHU MPOIIECcCa.

3amanue 2

Pacnpenenure MeponpusTUs IO KaTErOPUSIM:

MEpOMPUSTHUS:

yCTpaHEHUE JIMIIHUX ITANOB, MOJHOE WU3MEHEHHE IMPOIecca, aBTOMaTU3aIus

omnepanuii, COKpalleHHUE COIVIAaCOBAHUM, BHEIPEHUE HOBOM MOJEIM MpOoliecca,
YIy4ILIEeHUE OTAEIBbHBIX ONEepaui

2. 3agaHusi KOMOMHUPOBAHHOTO TUIIA
2.1. TectoBbie 3a1anusi ¢ 000CHOBaHHUEM BBHIOOpA

Ne | Conep:kaHue 3aJaHUA

1 |Yrto sBisieTcs LENbIO PEMHXUHUPHUHTA? a) HE3HAUUTENbHOE YIy4lleHHe O
paguKaIbHOE TEPENPOCKTUPOBAHUE IMPOLIECCOB B) COXpaHEHUE TEKyIeH
CTPYKTYpBI T') YBEJTUYEHHUE TOKYMEHTO000pOTa

2 |YeM ontuMuzanus OTIMYAETCA OT PEUHXXKUHUPHUHrA? a) ONTUMHU3ALIMS

paaviKagbHbIe W3MEHEHUS 0) PEUHKWHUPUHT - YAaCTUUYHBIC YIIYUIICHHUS B

ONTUMU3AIMS - YIYYIIEHHE CYNIECTBYIOIIMX MPOUECCOB T') pa3Inyuil HET
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3. 3agaHus 3aKpBITOrO THIIA
3.1. TecToBble 3amaHus
Tecrt 1

BHumaTenbHO mpoyuTaTh TEKCT 3aJaHUsl U BBHIOpaTh OJMH BEPHBIA OTBET.
3anucaTh TOJIBKO OYKBY.

Yro xapakTepHO sl ONTUMHU3ALUN OU3HEC-TIPOLIECCOB?
a) MOJTHOE YHUYTOKEHHE Ipolecca

0) yiydiieHue CymecTBYIOLIEro mporecca

B) CO3/[aHM€ HOBOM OpraHu3aluu

') OTKa3 OT yNPaBJICHUS

Tect 2

BHuMaTenbHO IPOYUTATh TEKCT 33JaHUSl U BBIOpaTh HECKOJIBKO MPaBUIIbHBIX
OTBETOB. 3aIMCaTh TOJBKO OYKBBI.

K metonam ontumuzanuu OU3HEC-MPOIIECCOB OTHOCSTCS:
a) yCTpaHEHHE JIMIITHUX Oleparui

0) aBTOMaTH3aIMs IPOIIECCOB

B) MIOJIHOE MEPETPOSKTUPOBAHUE MPOIEcca

') COKpaIeHUE BPEMEHU BBITIOITHEHUS OTIEpAIIHiA

1) yBETUYCHUE YKCIIa ITATIOB

Tema 2.4. [IlndpoBusanus 1 aBTOMATU3ALMSA POLECCHOI0 YIIPABJICHUS B
CEPBHCHBIX OPraHU3ALUAX

1. 3amanus OTKPHITOTO THUIA
1.1. Borpockl OTKpBITOrO THNA

. CymHocTth U poBU3aIMK CEPBUCHBIX OM3HEC-TTPOLIECCOB

. Ponb aBTOMaTu3anuu B noBbieHUN 3¢ (HEKTUBHOCTH CEpBUCa

. OcHOBHBIE IU(PPOBBIE TEXHOJIOTHH B CEPBUCHON JI€ATEILHOCTH

. [Tonarue CRM-cucreM U uxX 3HaYeHHUE B YNIPABJICHUN KIMEHTaMU

. Pons RPA (poboTu3aiium npoueccoB) B CEpBUCHBIX OpraHU3aIMIX
. Bnustnue g poBbix miatgopM Ha KayecTBO OOCTY>KUBaHUS

~N o Ok~ W NP

. [IpeumytiecTBa u pucku 1UGpPoBoii TpaHCHOPMAITIH CEPBUCHBIX MPOIECCOB

1.2. KoHTpobHBIC 3aJJaHUS C KJIIFOYaMH ITPaBUIILHBIX OTBETOB
3amanue 1
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CepBucHasi opraHuzanus BHeApuia LUDPOBYIO CHUCTEMY yIpaBICHUS

poIeccaMH.

Jlo mudpoBU3aIUu:

cpeaHee BpeMst o0CaykuBaHus - 50 MUHYT
1 000 x1MEHTOB B MeCHI]

120 ommOOK B MecsI]

YIOBIIETBOPEHHOCTH KIHUEHTOB - /5%

[Tocne uudpoBuzanum:

cpeliHee BpeMs 00CITy>KMBaHUSA - 32 MUHYTHI
1 400 xTMEeHTOB B MecHIl

40 ommOOK B MeCsII]

YIOBIIETBOPEHHOCTH KIHEHTOB - 90%

TpeOyercs:
PaccuutaTth cokpamieHue BpeMEHU OOCIHyXkuBaHHUS (B MHUHyTax H

MPOIIEHTAX ).

OrnpeneauTs POCT KOJIMYECTBA KIIMEHTOB.
PaccuntaTth CHM)KEHME KojgudecTBa OMmMMUOOK (B  aOCONIOTHOM U

OTHOCUTCIIbHOM BBIpa)KeHI/II/I).

Onpenenuts pocT yIOBIETBOPEHHOCTH KIIMEHTOB.
Cnenatb BbIBOJ 00 3(pPpekTUBHOCTU LU(DPOBU3ALIIH.

3ananue 2

Pacrnipenennte TEXHOIOTHH 110 KATETOPUSIM:

TEXHOJIOTHH:

CRM-cuctemsl, RPA-po6GOTHI, OyMa)KHBII JOKYMEHTOOOOpOT, OOJIadHbIC

CEepBUCHI, pydHass oOpabOTKa 3asBOK, YaT-O0THI, JJEKTPOHHBIE IUIATHOPMBI

o0CITyKUBaHUS

2. 3agaHusi KOMOMHUPOBAHHOTO THUIIA
2.1. TectoBbie 3a1anusi ¢ 000CHOBaHHUEM BBHIOOpA

Conep:xanue 3a1aHus

OcHoBHas 11e7b TU(PPOBU3AIMHU TIPOILIECCOB? a) YCIOKHEHHUE YNpaBjieHUs: 0
noBbIeHre 3 (HEKTUBHOCTH U KaueCTBA CEPBHUCA B) YBEJIUUYCHHUE OyMaKHOM
paboThI T') CHUIKEHUE MPO3PAYHOCTH
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2 |Yto ob6ecneunBaer CRM-cuctema? a) ymopaBlieHHE KIHMEHTCKHUMY
OTHONIECHUSIMU 0) CKJIAJICKOM y4eT B) OyXTJITEPCKHUIA YYET T') MPOU3BOJCTB(

yCIIyT

3. 3aanus 3aKpbITOro TUIA
3.1. TectoBbI€e 3a1aHusg
Tect 1

BHuMartenpHO mpoOYHTAaTh TEKCT 3aJaHUsl M BBIOpATh OJWH BEPHBINA OTBET.
3anucaTh TOJIBKO OYKBY.

Yro sBisieTcst OCHOBHOM (yHKIMEHN M(PPOBU3ALMU CEPBUCHBIX IPOLIECCOB?
a) yBeIIMYEHUE 3aTpaT

0) noBbIIeHHe 3PPEKTUBHOCTHU MTPOIIECCOB

B) CHIDKCHHUE KaueCcTBa yCIIyT

I') YBEJIMYEHUE PYYHOIO TPyia

Tect 2

BaumaTenbHO MpoYnTaTh TEKCT 3a/1aHKs U BBIOPATh HECKOIBKO MPABUIBHBIX
OTBETOB. 3aMUCaTh TOJIBKO OYKBHI.

K ¢ poBbIM TEXHOJOTHUSM B CEPBUCHON IEATEIHLHOCTH OTHOCSITCS:
a) CRM-cucrtemsl

0) RPA

B) oOJa4yHbIe TIaTPOPMBI

r) OyMa)kHbIC KypHAJIbl yueTa

1) 9aT-00ThI

6.3. Kputepun u mkana onennBanusi Ha ocHoBe bPC.

KPUTEPUM OLUEHMBAHM A PE3VIJIbTAT B
BAJIJIAX
JlaH TIONHBIA, B JIOTHYECKOH ITOCIICIOBATEILHOCTA Pa3BEPHYTHIN 90-100

OTBET Ha IMOCTABJIEHHBIA BOIPOC, TJE€ OH MPOJEMOHCTPUPOBAI
3HaHHWA I[IpeIMeTa B TOJHOM oOObeMe Y4YeOHOH MporpamMMmBbl,
JOCTaTOYHO TTyOOKO OCMBICIMBAET IUCIHILIUHY, CAaMOCTOSITEIBHO,
U MCUEpNbIBAIOLE OTBEYAeT Ha JIOMOJHUTEIbHBIE BOIPOCHI,
OPUBOAUT  COOCTBEHHBIE  MpHUMEpPH MO  MpoOJieMaTHKe
MIOCTABJIEHHOTO BOMPOCA, PEIINI MPeaJoKEeHHbIe NpPaKTHYECKHe
3ajaHus 6e3 OmuOoK

Jlan pa3BepHYTBHIi OTBET Ha IIOCTaBJIEHHBI BOMPOC, TJE 75-89
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o0yJaroImuiicsi JIEMOHCTPUPYET 3HaHWSA, NPUOOPETECHHBIE Ha
JIEKIIMOHHBIX W CEMUHAPCKHUX 3aHATHUSAX, a TAKXKE IOJy4YEHHBIE
MOCPEJICTBOM HM3y4YCHHsI 00S3aTeNbHBIX y4eOHBIX MaTEepHUaloB IO
KYypCy, Ja€T apryMEHTHPOBAHHbIE OTBETHI, IPUBOJUT IPUMEPHI, B
OTBETE TPUCYTCTBYET CBOOOJHOE BIAJEHHE MOHOJOTHYECKOM
peublo, JIOTMYHOCTh M IOCIIEOBAaTENbHOCTh OTBeTa. OpHako
JIOIIYCKaeTCsl HETOYHOCTh B OTBeTe. Pemmul mpenioxkeHHbIE
MIPAKTUYECKHE 3a/1aHusl C HEOOJIBITUMH HETOUHOCTSIMH.

JlaH OTBET, CBUICTEIHCTBYIONIUI B OCHOBHOM O 3HAHUU IMPOIIECCOB 60-74
U3y4aeMol  JUCHUIUIMHBI,  OTJIMYAMONIMICA  HEAOCTATOYHOM
rJyOMHOW ¥ IOJHOTOW PACKPBITUS TEMbI, 3HAHHEM OCHOBHBIX
BOIMPOCOB TEOPHUH, ¢1ab0 CHOPMUPOBAHHBIMU HABBIKAMHU aHAIN3a
SIBJICHWM,  TMPOILIECCOB,  HEJAOCTATOYHBIM  YMCHHEM  JIaBaTh
apryMEHTHPOBAaHHbIC  OTBETbI W HPUBOJWTH  MPHUMEPHI,
HEJIOCTaTOYHO CBOOOJHBIM BIIQJICHUEM MOHOJOTHYECKONW pEeYbio,
JIOTUYHOCTBIO M TOCJEI0BAaTEIbHOCTRIO OTBeTa. JlomyckaeTcs
HECKOJIbKO  OMIMOOK B  COACP)KAaHWU OTBETA H  PCIICHHH
MPAKTUYCCKHX 3aJaHU.

JlaH OTBET, KOTOPBIA COAEPKUT PsJ CEPHE3HBIX HETOYHOCTEH, 1-59
OOHapy>KUBAIOIIMN HE3HAHHE MPOLIECCOB M3y4aeMOH IpeAMETHOM
00JIacTH, OTIMYAIOIIUICS HETNIyOOKUM  PAaCKpPBITUEM  TEMBI,
HE3HAHMEM OCHOBHBIX BOIIPOCOB TEOpPUH, HEC(HOPMHUPOBAHHBIMU
HaBbIKAMM aHAaJIW3a SBJICHUM, IIPOLECCOB, HEYMEHUEM [aBaTh

APTYMCHTUPOBAHHLIC OTBCTHI, c1a0BIM BJIaACHHUCM
MOHOJIOTHYCCKON PEYbIO, OTCYTCTBUEM JJOTHUYHOCTH n
IIOCJICAOBATCIIbHOCTH. BriBo1BI ITOBCPXHOCTHBEI. Pemenue

MPAKTUYECKUX 3aJ]aHui HE BBIMIOJHEHO, T.€. OOydJaroniuics He
CHOCOOEH OTBETUTh HA BOMPOCHl JaKe MPU JOMOTHUTEIBHBIX
HABOJISIIIUX BOIPOCAX MPENoIaBaTesl.

6.4. JIns pemieHus: KOHTPOJBHBIX 3aJlaHUK 00yYaroImeMycsl pa3perraeTcs
HCIIOJIb30BaHUE KAIBKYIISTOPA.

7. MeTtoauyeckne MaTepuaJibl N0 OCBOCHUIO JUCIHUILIHHBI (MOIYJIs1)

IToaroTroBka K JEKIIUSIM.

['maBHOE B TEPHOJ TOATOTOBKH K JICKIIMOHHBIM 3aHSATHSAM - HAyYHUTHCS
METO/JaM CaMOCTOSATEILHOTO YMCTBEHHOTO TPy/a, CO3HATEILHO pa3BUBaTh CBOU
TBOPYECKHE CITOCOOHOCTH M OBJIQJICBAaTh HAaBBIKAMHU TBOpPYECKOW paboThI. [[1s »TOTO
HEOOXOJMMO CTpOro coOJioaaTh AUCHUIUIMHY Yy4eObl U ToBeaeHus. Yerkoe
IJIAaHUPOBAHWE CBOETO pPab0Yero BpPEMEHH M OTHbIXa SBJISCTCA HEOOXOIUMBIM
YCIIOBHEM JIJI YCHEIIHOW CaMOCTOSITEIbHOW paboThl. B OCHOBY ero HyXHO
MOJIOKHUTh pabodme MPOTpaMMbl M3YyY4aeMbIX B CEMECTpe MHCHMIUIMH. Kaxmomy
o0y4aroIiemMycst CJIeIyeT COCTABIIATh €KEHEICTbHBIM U CEMECTPOBBIN TUTaHBI PAOOTHI,
a TaKkKe IIaH Ha KaxAwpli paboumii neHb. C Beuepa Bcerja HaJI0 pPacHpeeisaTh
paboTy Ha 3aBTpAIIHMI IeHb. B KOHIIE KaXXI0T0 JHS 11€7eCO00pa3HO MOABOIUTH UTOT
paboThI: TIIATEIHHO TPOBEPUTH, BCE JIM BBIMOJHEHO MO HAMEUEHHOMY IUIaHy, HE
OBLJI0O JIM KaKUX-TMOO OTCTYIUICHWH, a eciu ObUIH, TO0 KaKOW NPHYHHE 3TO
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npousonuio. HyXHO  oOCylIecTBISIT  CAMOKOHTPOJb,  KOTOPBIM  sIBIsSIETCA
HEOOXOJUMBIM  YCJIOBHEM  ycmemHoil  yueOnl. Ecim  4ro-TO  OcTanoch
HEBBIMOJTHEHHBIM, HEOOXOJMMO M3BICKaTh BpeMsl JJIs 3aBEpIICHHUS STOW dYacTu
paboThl, HE yMEHbIIasi 00beMa HEJIEJIbHOTO IIIaHa.

CamocrosiTenbHas paboTa Ha JEKIIUH.

Crnyianve U 3anuch JICKIUHN - CII0KHBIA BU]T By30BCKOM ayTUTOPHON paOOTHI.
BuumatenbHOe — ciaymiaHue M KOHCHEKTHpOBaHWE  JIGKUMWA  MpeArnojaraer
WHTEHCUBHYIO YMCTBEHHYIO JESATEIBHOCTh oOy4aromierocs. Kparkue 3amnucu JeKiuii,
UX KOHCIIEKTUPOBAHUE TIOMOTaeT YCBOUThH y4eOHbIH mMaTepuan. KoHCHEKT sBiseTcs
MOJIE3HBIM TOTJIA, KOTJa 3alMCaHO CaMO€ CYIIECTBEHHOE, OCHOBHOE U CJIIEJIaHO 3TO
camuM oOydaromumcsi. He Hamo cTpeMuThes 3amucaTh JTOCIOBHO BCIO JICKIHUIO.
Takoe «KOHCIEKTUPOBAHUE» MPUHOCUT OOJIBIIE BpE/Ia, YEM MOJIb3bl. 3aNUCh JEKIIHUMA
PEKOMEHIYEeTCsI BECTH TI0 BO3MOXXHOCTH COOCTBEHHBIMH  (POPMYITHPOBKAMHU.
JKenarenbHO 3amMuUCh OCYIIECTBIATh HA OAHOM CTpaHHUIIC, a CICAYIOIIYIO OCTaBJISITh
JUIs. IpOpabdOTKKM y4yeOHOro Marepualia caMOCTOSITEIbHO B JOMAIIHUX YCIOBHUSX.
KoHcIiekT JeKiuu JIydiie moapa3felsTh Ha IYHKTHI, Maparpadsl, coOromas
KPaCHYIO CTPOKY. DTOMY B OOJIBIIION CTeNEeHU OyAyT CIIOCOOCTBOBATh MyHKTHI IJIaHA
JIEKIIUU, TPEJIOKEHHBIE MpenoiaBaressaM. [[puHiunuaibHbple MecTa, ONpeeIeHus,
bopMyIIBl U APYTOE CIAEAYET COMPOBOXKAATH 3aMEUAHUSIMU «BAXKHOY, «OCO0O0 BaXKHO,
«XOpOIIO 3allOMHUTH» U T.M. MOXKHO JenaTh 3TO W C IMOMOIIBI Pa3HOIIBETHBIX
MapkepoB WM pyuek. Jlydme ecnu oHU OyayT COOCTBEHHBIMHM, YTOOBI HE
MPUXOAWIOCH MPOCUTh MX y OAHOKYPCHHUKOB M T€M CaMbIM HE OTBJIEKATh HUX BO
Bpems Jekiuu. llemecooOpa3Ho pa3paborath COOCTBEHHYIO —«MapKorpaduio»
(3HAYKH, CUMBOJIBI), COKpaiieHus cioB. He nummuMm Oyner W u3y4eHHE OCHOB
cteHorpadguu. PaboTtast HaJl KOHCIIEKTOM JIEKIUH, BCEria HEOOXOIMMO UCIOJIH30BaTh
HE TOJIbKO YYeOHHK, HO U Ty JIMNTEPATypy, KOTOPYIO JOIMOTHUTEIHHO PEKOMEHIOBAI
nektop. MeHHOo Takasi cepbe3Hasi, KpOomoTirBasi padoTa ¢ JIEKIIMOHHBIM MaTepHaioM
MO3BOJIUT ITyOOKO OBJIAJI€Th 3HAHUSIMU.

[ToaroToBKa K MPakTUYECKUM 3aHSITUSM.

[ToAroTOBKY K Ka)KIOMY MPAKTHYECKOMY 3aHATUIO KaXKIbIH O0ydarommuiics
JIOJDKEH HayaTh C O3HAKOMIICHUSI C IUIAHOM ITPAKTHYECKOTO 3aHSTHS, KOTOPBIN
OTpaXXaeT COJAEPKAHUE TMPEIJIOKEHHOW TeMbl. THIATEIbHOE MPOAYMBIBAHUE U
M3y4YCHUE BOMPOCOB IUIaHA OCHOBBIBACTCS Ha NPOPaOOTKE TEKYIIEro Marepuaa
JEKIMM, a 3aTeM W3yYeHHs] O00s3aTeIbHOM U JOMOJTHUTEIBHOW JUTEPaTypHl,
PEKOMEHJIOBAaHHYIO K JaHHOM Teme. Ha OCHOBE MHAMBHUAYaJIbHBIX NPEANIOYTEHUN
oOy4aroriemMycst HeOOXOMMO CaMOCTOSATEIFHO BHIOPATh TEMY JOKIIAJIa 1Mo mpodiieMe
MPAKTUYECKOTO 3aHATHSI M MO BO3MOKHOCTH MOJATOTOBUTH MO HEMY MPE3EHTALHIO.
Ecnu nporpamMmoil JUCHUILIMHBI TPEAYCMOTPEHO BBINOJIHEHHE MPAKTUYECKOTO
3aJIaHusl, TO €ro HEOOXOAMMO BBIMOJHUTH C YYETOM MPEMJIONKEHHONW HHCTPYKIIUU
(yctHo wim 10 nmucekMeHHO). Bce HOBBIE MOHATHS IO M3y4aeMOW TeMe HEOO0XO0JIUMO
BBIYYUTh HAU3YCTh U BHECTH B IJIOCCAPUM, KOTOPHIN 11€71€CO00pa3HO BECTH C CAMOTO
Hauajga Wu3y4deHus Kypca. PesynapTrar Takoil pabOThl JOJKEH TMPOSBUTHCA B
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CIOCOOHOCTH 00YydYaromerocss CBOOOJHO OTBETUTh Ha TEOPETHUECKUE BOIPOCHI
IPAKTHYECKOTO 3aHATHSA, €r0 BBICTYIUICHUU U YYACTUH B KOJJIEKTUBHOM OOCYXACHUU
BOMPOCOB M3y4aeMOHl TEMbl, MPAaBUILHOM BBHIMOJIHEHUH MPAKTHUECKUX 3aaHuil U
KOHTPOJIBHBIX PadoT.

CrpykTypa NpakTH4YECKOIO 3aHATHS:

B 3aBucuMocTH OT coAep:KaHUs U KOJHMYECTBA OTBEICHHOTO BPEMEHH Ha
M3YUYEHHE KaXKIOW TEMbI MOXET MPAKTUYECKOE 3aHATHUE COCTOSTh U3 YETBIPEX-TISATU
4acTeu:

1. OOcyxaeHre TEOPETUYECKUX BOIPOCOB, OIPEACICHHBIX MNPOrpaMMOn
JVCHUTINHBIL.

2. [Hoxnam W/ WM BBICTYIUICHHE C TMPE3CHTAMSIMU 1O Mpolieme
NPaKTUYECKOTO 3aHITHS.

3. O0cyXaeHue BBICTYIIJICHUM 1O TEME - TUCKYCCHSL.

4. DBpllloOTHEHUWE MPAKTUYECKOr0 3aJaHusi C MOCIEAYIOIUM pa3dopom
MOJIYYEHHBIX PE3yJbTAaTOB UM OOCYKIEHHUE MPAKTUYECKOTO 3a/1aHHs], BHIITOJIHEHHOTO
JI0Ma, €CII TO MPEAYCMOTPEHO MPOTPaMMOil.

5. IlonBeneHne UTOTOB 3aHATHS.

[lepBas yacTh - 0OCYX/IE€HUE TEOPETUUECKUX BOIPOCOB - MPOBOJUTCS B BUJE
¢poHTanbHOM Oecedbl CO BCed TIPYIION M BKIIOYAET BBIOOPOUYHYIO IPOBEPKY
IIPENOIaBaTeIeM TEOPETHYECKUX 3HAaHUU o0yyaroumxcs. [Tpumepnas
IPOAODKUTEIBHOCTD - A0 15 MuHYT. BTOpast yacTh - BBICTYIJIEHHUE O0YYarOIMIMXCS C
JOKJIa1aMH, KOTOPBIE JTOJDKHBI COMPOBOXKAATHCS NPE3EHTALMIMU C LEIBI0 YCUICHHUS
HaIISIIHOCTH BOCIHPUATHSA, [0 OJHOMY M3 BONPOCOB IPAKTHUYECKOIO 3aHSTHSL.
OOsi3aTeNIbHBIN 3JEMEHT JOoKJaja - MPEACTaBICHHE M aHAIM3 CTATUCTUYECKHUX
JAHHBIX, 00OCHOBAHHME COLIMAJIBHBIX MOCIEICTBUNA JTHOOOT0 SKOHOMHUYECKOTO (pakTa,
sBIieHus1 uinu mpouecca. [Ipumepnas npopomkutenbHOCTh - 20-25 munyt. Ilocrie
JOKJIa/I0B CIIEAYET UX 00CYKIeHue - TUCKyccusi. B Xoae 3Toro srama npakTU4ecKoro
3aHATHS MOTYT OBITh 3aJlaHbl YTOYHSIOIIME BONPOCH K Jokiaauukam. llpumepHas
MPOAOJKUTENBHOCT - 10 15-20 muuyTt. Ecim mnporpaMMoil MpeaycCMOTPEHO
BBINIOJIHEHUE MPAKTUYECKOr0 3aJaHhs B paMKaX KOHKPETHOHM TeMbl, TO
IIPENOJABATENSIMA  ONPENEIAETCS €ro COJIEpKaHUEe M JaeTcsl BPEMS Ha €ro
BBITNIOJIHEHHE, @ 3aTeM UJEeT 00CyXIeHuEe pe3yibTaToB. Eciu nmpakTuueckoe 3aj1aHue
JOJDKHO OBLIIO OBITH BBITIOJIHEHO JIOMa, TO Ha MPAKTHYECKOM 3aHATHUU MPEToaaBaTeNb
IpOBEPSAET  €ro  BBINOJHEHWE  (YCTHO WM  NHUCbMEHHO).  [IpumepHas
IPOJOJDKUTENBHOCTh - 15-20 muHyT. IlozBeneHHeM HTOroB 3aKaHUMBAETCA
npakTudeckoe 3ansTre. OOyJaronmMcs JOMKHBI ObITh OOBSBICHBI OIICHKHU 33 PaboTy
U J1aHbl UX YeTkue 00ocHoBaHuA. [IprMepHas NpoAOKUTENBHOCTD - 5 MUHYT.

Pabota ¢ nuTepaTypHbBIMU UCTOYHHUKAMU.

B mporecce MOArOTOBKM K TMPAKTUYECKUM 3aHATHAM, OOYyYaromIMMCs
HEOOX0AMMO 00paTuTh 0co00€ BHHUMAHHME HAa CAMOCTOSITENBHOE H3yYEHHUE
PEKOMEHJIOBaHHON Yy4eOHO-METOAMYECKON (a TakkKe HayyHOM | MOIMyJISIpHOM)
autepaTypbl. CamocrtosTenbHass paboTa ¢ ydeOHUKaMH, Y4eOHBIMU TOCOOMSIMH,
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Hay4HOM, CIIPAaBOYHOM M MOIYJSIPHOM JINTEPATYPOH, MaTEpUAIAMU NEPUOIUUECKUX
u3ganuii u VHTepHeTa, CTAaTUCTUYECKUMHU JaHHBIMHM SIBJIIETCS  HaumOoJjee
3¢(GEeKTUBHBIM  METOJOM  TMOJIyY€HHS  3HAHWUW, TIO3BOJSIET  3HAYUTEIHHO
aKTUBU3UPOBATh IpOLECC OBJIAACHUA HHPOpMauueld, crnocodcTByeT Ooee
rTyOOKOMY YCBOEHMIO M3Y4aeMOro marepuaina, GpopMupyeT y oOydaroluxcs CBOeE
OTHOILIIEHWE K KOHKpPETHOM mpodsieme. bonee riay0okoMy pacKpbITHIO BOIPOCOB
CHOCOOCTBYET 3HAKOMCTBO C JIOMOJHMUTEIbHOW JIMTEPATYpOH, PEKOMEHIOBAaHHOMN
IpernoaaBaTesieM, 4To MO3BOJIsIET 00yJaroIUMCs MIPOSIBUTh CBOIO MHIMBUYyaJIbHOCTD
B paMKax BBICTYIUICHHMsS Ha 3aHATHAX, BBIABUTH IIHPOKUN CIEKTP MHEHHHU IIO
u3ydyaeMoi npooieme.

8. YuebOHast Jureparypa " pecypchl HUH(POPMALIMOHHO-
TeJIeKOMMYHUKAIIMOHHOI ceTu UHTEpHET

8.1. OcHoBHas JiuTEepaTypa

1. Kanaues, C. JI. CepBucHas nearelbHOCTh : yueOHMK aiis By3oB / C. JL.
KamaueB, M. A. HukonaeBa. - Mocksa : M3marenbCko-TOprosas KOpIIOpanus
«JamkoB u K, 2024. - 300 c. - ISBN 978-5-394-05342-9. - Tekct :
anektporHbIi. - URL: https://znanium.ru/catalog/product/2133553

2. Pesnuk, I'. A. CepBucHas aesTenbHOCTD : yueOHUK / [.A. Pe3nuk, A.U.
Mackaesa, FO.C. [lonomapenko. — MockBa : UHOPA-M, 2024. — 202 c. —
(Boiciiee obpasoBanue: bakanaspuar). — DOI 10.12737/2680. - ISBN 978-5-16-
005710-1. - Tekct : AIEKTPOHHBIN. - URL:
https://znanium.ru/catalog/product/2102179

8.2. lonosiHuTEILHAS JIUTEPATYPA

1. Pe3nuk, I'. A. CepBucHas nestenbHOCTh : yueOHuk / . A. Pe3nuk, A.H.
Mackaesa, }O.C. [lonomapenko. — Mocksa : UH®PA-M, 2026. — 202 c¢. —
(Cpennee mpodeccuonanbaoe oopaszoBanue). - ISBN 978-5-16-016211-9. - Tekcr
- anextpoHHbId. - URL: https://znanium.ru/catalog/product/2239074

2. Ceupugenko, FO. I1. CepBuchHas aestenbHOCTD : yueOHoe nmocooue / FO.IT.
Ceupnuaenko, B.B. XmeneB. — 2-¢ u3a., ucnp. u gon. — Mocka : UHOPA-M,
2022. — 174 c¢. — (Bpicmee oOpaszoBanme: bakamaspuar). — DOI
10.12737/23520. - ISBN 978-5-16-014846-5. - Tekcr : smektponHbsiii. - URL:
https://znanium.ru/catalog/product/1836717

8.3. HopmaTnBHBIe mNpaBOBble [OKYMEHTbl W HHasi NpaBoBasi
uHpopmanus

1. Ilpukaz Muntpyna Poccun ot 17.04.2018 N 248un "OO yTBepx)IaeHUU
npodeccuoHanbHoro crangapra "CHnenuaniucT Mo MPOLECCHOMY YIpaBICHUIO"
(3apeructpupoano B Muntocte Poccun 08.05.2018 N 51030)
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https://znanium.ru/catalog/product/2133553

8.4. UnTepHeT-pecypchl
KoncynerantlLmoc: cipaBouHas nmpaBoBas ctema http://www.consultant.ru/
CrpaBouHo-npaBoBas cucrema «I’APAHT» http://www.garant.ru

9. MarepuajbHO-TeXHMYeCcKasi 0a3a, uHGOPMAIMOHHbIE TEXHOJIOIWH,
nporpaMMHoe odecriedenne 1 HHGpOpPMANMOHHBIE CIPABOYHbIE CHCTEMbI

Jlist mpoBeneHus: y4eOHbIX 3aHATUN, MPEAYCMOTPEHHBIX 00pa30oBaTEIbLHOM
MPOrpaMMOi, 3aKperyieHbl ayIUTOPUHN COTJIACHO PACHHUCAHUIO YUEOHBIX 3aHSITHI:
pabouee MecCTO TMpemnojiaBarelisi, IO0CAaJI0YHbIE MeCTa MO  KOJUYECTBY
oOy4Jaronmxcs, J0CKa MeJIoBasi, IEPCOHATBHBIN KOMIBIOTEP C JUIICH3UPOBAHHBIM
MpOTrpaMMHBIM 00€CIIeUeHHEM OOIIEro Ha3HAYCHUSI, MYJIbTUMEAUNHBIN TPOEKTOP,
AKpaH, UHTEPAKTUBHAS TTAHEIb.

[lepeyeHb MPOrPaMMHOTO 0OECIICUCHUSI:
JIutieH3snoHHOE ¥ CBOOOAHO  PAcmpoCTpaHseMOe  MPOrPaMMHOE
oOecrieyeHre, B TOM YUCIIe OTEYeCTBEHHOTO pou3BocTBa: - MTC-link

Ilepeuenp mnpodecCHOHANBHBIX 0a3 JaHHBIX W HWH(POPMAIIMOHHBIX
CIIPABOYHBIX CUCTEM:

baza nannbpix Accomuanuu MeHemkepoB Poccun Www.amr.ru

[TopTran nmpodeccroHaIpHOTO COOOIIECTBAa MEHEIKEPOB WWW.e-xecutive.ru
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http://www.consultant.ru/
http://www.garant.ru/
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