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1 Ileau ocBOeHMSI JUCIHUTLINHBI

Hensimu ocBoeHMs] NUCHUIUIMHBI «[IcHXONOTHS U COIMOJIOTHS YIPABICHUS
CEpPBUCHOM JESATEIBHOCTHIO B TPAHCIIOPTHOU ceper SIBIAIOTCSI: GOPMUPOBAHUE Y
00y4Jaromuxcs TEOPETUUECKUX OCHOB, MPAKTUUECKUX (OPM U METOJIOB MPUHSITHUS
IJJAHOBBIX U YIPABICHUYECKUX PEIICHUN Ha OCHOBE UCIIOIh30BAHUSI COBPEMEHHBIX
Hay4YHBIX M MPAKTUYECKUX 3HAHUU MO COIMOJIOTUU M TICUXOJIOTHU YTPABJICHUS B
CEepBHUCE; O3HAKOMJICHHUE OOYYaIOIIMXCS C OCHOBHBIMH TEOPHUSMH YIIPABIICHUS;
dbopmupoBaHue y OOydyarOIIMXCS 3HAHUM O 4YEJIOBEKe, €ro CYyIIHOCTH
yIpaBICHYECKON NESITENHHOCTH, METOAaX U (popMax ynpaBieHUs, U3YUEHUE MECTa
U POJM  YNpaBIEHYECKOM JeATeNbHOCTH B HpodeccruoHaibHOM  paboTte
CHEIUAIKNCTOB CEPBUCA; OCBOCHHE METOJO0JIOTMUECKHX MOJAXOJ0B K H3yYEHHUIO
JUYHOCTH O0OBEKTa U CcyOBeKkTa ympamieHus; ¢GopMupoBaHue 0a30BBIX
npeacTaBieHud 00 WHIWBUAYATbHBIX  (U3UOJOTMYECKUX, COLMAIBHBIX M
TICUXOJIOTHYECKUX OCOOCHHOCTSIX YeJIOBEKa.

3aj1auaMu OCBOCHUS TUCIUIUIMHBI SBJISIFOTCS

- 3HAKOMCTBO OOYYaIOIIUXCS ¢ MEXaHU3MaMH YIPABJICHUS CBOUM BPEMEHEM,
BBICTPAUBaHMS M peaiu3allid TPAeKTOPUU CaMOPA3BUTHS HA OCHOBE MPUHITUIIOB
0o0pa3oBaHUs B TCUCHHE BCEU KU3HU;

- 3HAKOMCTBO OOYYaIOIIUXCS ¢ MEXaHU3MaMH YIPaBJICHUS CBOUM BPEMEHEM,
(dbopMUpOBaHUS TPACKTOPUU CAMOPA3BUTHSI,

- 3HAKOMCTBO OOYYAIOIIMXCA C MEXaHW3MaMHU peau3allid TPACKTOPUU
CaMOpa3BUTHS HA OCHOBE MPUHIIUIIOB CaMOO0Opa30BaHuUs;

- 3HAKOMCTBO OOYyYaroUIuxcsi C BHJAAMH KJIHMEHTOOPUEHTHUPOBAHHBIX
TEXHOJIOTUM B CEPBUCHOM [IEATEIIBHOCTM Ha TPAHCIOPTE B  YCJIOBHUSAX
B3aMMOJICHCTBUS C IOTPEOUTEIISIMHU, B TOM YKCIIE MHTEPHET-TIPOJABMKCHUS YCITYT;

- 3HAKOMCTBO OOYYaIOIUXCS ¢ METOJaMHU Pa3pabOTKU CUCTEMbI KIIMEHTCKHUX
OTHOIICHU M OpraHM3aluy Ipoliecca OOCITyKUBaHUA MOTpeOuTeneii Ha OCHOBE
IPUMEHEHHS 3aKOHOIaTENIbHBIX AKTOB M MPABOBBIX HOPM;

- 3HAKOMCTBO OOYYAlOIIUXCS C METOJaMH COBEPIICHCTBOBAHUS CHCTEMBI
KIIMEHTCKUX OTHOUIEHWA B CEPBUCHOM JESITEIBHOCTH HAa TPaHCIOPTE C
HCIIOJIb30BaHUEM UHTEPHET-TEXHOJIOTHA;

- 3HAaKOMCTBO OOy4YalIIUXCS C BHJIAMH MAaTEpUAIBHBIX PECYPCOB,
o0opyaOBaHUS I OCYIIECTBICHUS MPOIlecca CEpBUCA, C METOJAaMH TEPErOBOPOB
C KIHEHTaMU [0 TMPETEH3UOHHBIM CIIy4yasM M ONPEACIICHUS [PUYUHBI
BO3HUKHOBEHUS NMPETECH3UN;

- 3HAKOMCTBO OOYYAaIOIIHUXCSA C METOAaMH pPa3pabOTKW W HCIOJIb30BAHUS
TUTIOBBIX ~ TEXHOJOTMYECKHX  TMpPOIEccoB, (OPMHUPOBAHUS W  BHEIPEHUS
KOPIOPATUBHBIX CTAHJAPTOB W  PEIJIaMEHTOB MPOLIECCOB  OOCIYKMBaHUS
MoTpeOuTeNe Ha TPAHCIIOPTE, B3aMMOJICUCTBUS C KIMEHTAMHU MO OpraHW3aluu
npoiiecca 00CiIykKuBaHUs OTpeduTenei B chepe rocTenpruruMCTBa;

Jucuunnuuaa «lIcuxonoruss ©  COLMOJNOTHS  YOPABICHUS CEPBHUCHOM
JEATEeNIbHOCTBIO B TPAHCIIOPTHOM cdepe» obecreynBaeT MOArOTOBKY BBITYCKHHUKA
K CEpBUCHBIM THUIIaM 3aJ1a4 TPOPECCUOHATIBLHON JeATeIbHOCTH.



2 Mecro aucuuniannel B crpykrype OIIOII BO

Juciunnubaa «lIcuxomoruss M COLMOJIOTHS  YIPaBIECHUSA CEPBUCHOU
JEeSATENbHOCTBIO B TPAHCIOPTHOW cdepe» mnpencraBiaser coOO0W TUCHUILUIMHY,
OTHOCSILIYIOCS K 4YacTH, (QOPMUPYEMOM Yy4YaCTHHUKAMHU 0OOpa3oBaTEIbHBIX
otHoieHuit broka 1 Jlucuuriunsl (MOAyn).

JucuunnuHa «lIcuxomoruss M COLMOJIOTHS  YIPAaBJICHUS CEPBUCHOU
JESTENbHOCTBIO B TPAHCIOPTHOU cdepe» OazupyeTcss Ha pe3yJibTaTax 00ydeHwus,
ITOJIYYEHHBIX IPU U3YUEHUN JUCHUIUIAHBI. « COLIMOJIOTHUS».

HMucunmrHa «IIcuxonoruss W COLMOJIOTHS  YOPABJIEHUS CEPBUCHOM
NEeSTENbHOCTBIO B TPAaHCIOPTHOW cdepe» sBiseTcs oOecrneynBaromen s
U3y4yeHus IUCIMIUIMH: «OpraHuzanus cepBHca B a’poONOpPTy W HAa BO3AYLIHOM
cynHe», «Opranuzaius U IUIAaHUPOBaHUE MPOLECCa OKa3aHUs CEPBUCHBIX YCIYT HA
TpancnopTey, « HaycTpus rocrenpuuMcTBa B cpepe TpaHCHOpTay.

JucuuiuinHa u3ydaeTcs B 4 U 5 ceMecTpe.

3 Komnerenuuu oOyuawuierocsi, @QopMupyembie B pe3yJbTare
OCBOEHHUS TUCHMUILIMHBI

[Tpouiecc ocBOCHUST TUCHUILIAHBI «IICUXOIOTHSI U COIMONIOTUS YIIPaBICHUS
CEPBUCHOM  JIEATEIIBHOCTBIO B  TPAHCIOPTHOM  cdepe»  HampaBieH Ha
dbopMHUpOBaHUE CIENYIONUX KOMIETEHITUH:

Kon PesynpraT 00ydeHus: HAMMEHOBAaHUE KOMIIETEHIIMN; WHIUKATOPbI
KOMIIETEHIIUU KOMIIETEHIIUU

Cnoco0eH ynpaBJjsiTb CBOHM BpeMeHeM, BbICTPaMBATh U

YK-6 peajin30BbIBATH TPACKTOPHUI0 CAMOPAa3BUTHUS HAa OCHOBeE

NPUHIUNOB 00pa30BaHUsA B TeUeHHUE BCel )KU3HH

Bnaneer MetogaMu ynpaBi€HUsS CBOMM BPEMEHEM, BBHICTPaUBaHUS
Nyks Y pealin3alii TPACKTOPUU CAMOPA3BUTUA HA OCHOBE IPHUHIUIIOB
o0pa3oBaHus B TCUCHUE BCEH KU3HU

YMeer ympaBisTh CBOUM BpeMeHEM, (OPMHUPOBATH TPACKTOPHIO

N %yk-s
A CaMOpa3BUTHUS

Biageer HaBbIkKaMu pealM3aliid TPACKTOPUM CaMOpPa3BUTHS Ha

N 3yks
A OCHOBE IPHUHIUIIOB CAMOOOPa30BaAHMS

Cnocoben k pa3padoTKe M COBEPIIEHCTBOBAHMIO CHCTEMBI
KJIMEHTCKMX OTHOIICHHMH C Y4eTOM TpeOOBaHUWiIl MOTpeOHuTe I
opraHusanuii cdepsl cepBHca HAa TPaHCHOPTEe B YCJAOBHAX
IIK-1 B3aUMOCHCTBHUS C MOTPeOUTEJAMH, B TOM 4YHCJIe MHTEPHET-
NMPOABHKECHUS YCJIYI, OPraHU3ALUU Mpouecca 00CayKUBAHUA
norpedoure/ied Ha OCHOBe INPUMEHEHHUS 3aKOHOAATEJIbHbIX
AKTOB U NIPAaBOBbIX HOPM

[IprMeHseT KIMEHTOOPUEHTUPOBAHHBIE TEXHOJIOTHU B CEPBUCHOM

W1 ik -
A JEATENILHOCTH HAa TPAHCIOPTE B YCJIOBHAX B3aUMONEUCTBHSA C
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Kon Pe3ynbTaT 00y4ueHUs: HANMEHOBAHUE KOMITETCHIINH; UHIUKATOPHI
KOMIIETCHIIUN KOMIETEHIIUU

NOTPEOUTENIIMU, B TOM YHCJI€ UHTEPHET-POJBUKEHUS YCIYT

VYyacTtByeT B pa3paboTKe CHCTEMbl KIMEHTCKAX OTHOUICHHH u
U1k OpraHu3aldy Mpouecca 00CIyKUBaHUA NOTpeOUTeNIed Ha OCHOBE
PUMEHEHUS 3aKOHOJIATENIBHBIX aKTOB M MPABOBBIX HOPM

Y4acTByeT B  COBEPIICHCTBOBAHWUM  CUCTEMBI  KIMEHTCKHAX
NPk OTHOLIEHUA B CEPBUCHOW JEATEIBHOCTH Ha TPAHCIOPTE C
VICIOJIb30BAHUEM UHTEPHET-TEXHOJIOT U

Cnocoben k pa3padoTke TEXHOJOIrMH IIpolecca CepBHCa,
ob0ecrieyeHn0 (OPMUPOBAHUS U BHEJAPEHUS] KOPHOPATHBHBIX
K-3 CTAHAAPTOB M PerJiaMeHTOB IMPOLECCOB O0CIYKUBAHUS
norpeouTesieli W  OpPraHM3alMy  Mpouecca  yJay4dlleHUs
KA4eCTBA 0KA3aHUSI TPAHCIOPTHBIX YCJIYT

Broibupaer  marepuanbHble  pecypchl, 00OpyAOBaHHE IS
OCYIIECTBJICHHSI TIpollecca CEpBHUCA, MPOBOJUT TMEPETOBOPHI C
KJIMEHTAMH TI0 MPETCH3UOHHBIM CITy4asiM U OTIPeesieT TPUINHBI
BO3HHKHOBEHUS MPETECH3UH;

N ks

[Ipumensier meroasl pa3pabOTKM M HCIOJIB30BAaHUS TUIIOBBIX
TEXHOJIOTUYECKUX  MPOIIECCOB, METOAbl  (OopMUpOBaHUS U
BHEJPEHHS]  KOPIOPATUBHBIX  CTaHJAPTOB M  PErJIaMEHTOB
IPOIIECCOB 00CITYKMBaHUs MOTPEOUTENEH Ha TPAHCIIOPTE, METOIbI
B3aMMOJICUCTBHUSL C KIMEHTAaMU [0 OpraHu3aluy Ipolecca
o0cny>KuBaHMsI MOTpeduTenel B chepe rocTenpumuMcTBa

U1 %nics

I[lnanupyembie pe3yJabTaThl H3yYeHUS JUCHUIITIHHBI

3HaTh:

- METOJBI YINpPaBICHHUS CBOMM BpPEMEHEM, BBICTPAWBAHUS W peaTH3AINH
TPaeKTOPHH CaMOPa3BUTHS Ha OCHOBE NPHHIIMIIOB 0Opa30BaHUsl B TEUCHHE BCEH
KM3HU C YYETOM TICMXOJIOTHYECKUX U COIIMOJIOTHYSCKUX 3HAaHUW Ipolecca
ynpasienus (U1'yi.e); MeTompl ympaBneHUs cBOMM BpeMeHeM, (POPMHPOBAHHUS
TPACKTOPHH CaMOPA3BUTHS C YYETOM IICHXOJOTHYECKHX M COIIHOJIOTHYSCKUX
sHanuii npouecca ynpasineHus (M[I%yks); MeTOObl peanM3alid TPaeKTOPHU
caMOpa3BUTUSI Ha  OCHOBE TNPHHIMIIOB CaMOOOpa3oBaHHS C  Y4ETOM
TIICHXOJIOTMYECKUX U COLMOIOIMYECKUX 3HaHu npouecca ynpasienus (M 3yk.);

- MEXaHW3M TPUMCHCHHS KJIMCHTOOPHCHTHPOBAHHBIX TEXHOJIOTHHA B
CCPBHUCHOU JICATCIILHOCTH Ha TPAHCIIOPTE B YCIOBHSIX B3aUMOJCUCTBUS C
MOTPEOUTEISIMU, B TOM 4YHUCIIC WHTEPHET-TIPOJBHKCHHUS YCIYT C  yYETOM
IICUXOJIOTUYECKUX M COLIMOJNIOTHYECKUX 3HaHmi mpouecca ynpasineHus (M1'nk.1);
METOJIbI pa3pabOTKH CUCTEMbI KJIMCHTCKMX OTHOIICHWN W OpPraHM3AIMH MPOIecca
o0CITy’)KMBaHHsI TOTPEOUTENICH Ha OCHOBE MPUMCHECHHS 3aKOHOIATEIIBHBIX aKTOB U
npaBoBbIX HOpM (UJ[%mk-1); METOABI COBEPIIEHCTBOBAHUS CHCTEMBI KIIMEHTCKUX
OTHOIIICHUH B CEPBHCHOHM JEATEIBPHOCTH HA TPAHCIIOPTE C HCIOIb30BAHHEM
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WHTEPHET-TEXHOJIOTUH C YYETOM MCHUXOJIOTUYECKUX M COIMOJIOTMYECKUX 3HAHUU
npouecca ynpasierus (M13nk-1);

- aIropuT™M BbIOOpa MaTEpHAIBHBIX PECYpPCOB, OOOpYyAOBaHUS IS
OCYIIECTBJIICHHsI TPOLIECCa CEpPBUCA, METOJbl NEPErOBOPOB C KIMEHTAMHU IO
MPETEH3UOHHBIM CIIy4asiM W OMpeIeSIeHUs] TPUUYUHBI BOSHUKHOBEHUS MPETEH3UH C
Y4E€TOM TICUXOJIOTUYECKUX W COILIMOJOTMYECKUX 3HAHUU Tpollecca YNpaBlICHUs
(UO'nk-3); MeToabl pa3pabOTKM M HCIOJNB30BAHUS THUIIOBBIX TEXHOJIOTMYECKHX
mporeccoB, (OPMUPOBAHUS U BHEJAPEHUS KOPIOPATUBHBIX CTaHIApPTOB U
pErjlaMeHTOB  MpPOLIECCOB  OOCHYXUBaHMUsS TOTpeOUTeNed Ha TpaHCIOPTE,
B3aUMOJICHCTBHUSI C KIMEHTAMU TI0 OpraHM3allud TMpolecca OOCTyKUBaHUS
notpedureneld B cdepe TroOCTENPUUMCTBA C YYETOM TICUXOJIOTHYECKHX U
COLIMOJIOTMYECKUX 3HaHui nponecca yrpasiaenus (M]1%mx-3);

Ywmers:

- TPUMEHATh METOJbl YIpPaBJIEHUS CBOMM BpPEMEHEM, BBICTpAWBAHUS U
peanu3aiuu TPAaeKTOPUU CaMOPA3BUTHSA HA OCHOBE MPHUHIIUIIOB OOpa30BaHHS B
TEYEHUE BCEU >XKU3HM C YUETOM IICHUXOJOTHYECKUX M COIMOJOTHYECKUX 3HAHUU
npouecca ynpasinenus (U lyie); NpUMEHATH METOAbI YIPaBIEHHS CBOMM
BPEMECHEM, dbopMupoBaHUs ~ TPAGKTOPUM  CAMOPA3BUTHS  C  YYETOM
TICMXOJIOTMYECKHX U COLIMOJIOTMYECKUX 3HaHMi npouecca yrpasinenus (M1%yk-);
OPUMEHATh METOAbl peIM3allUd TPACKTOPUHM CaMOPa3BUTHS HAa OCHOBE
PUHIIMIIOB CaMOOOPa30BaHUSl C YYETOM TIICHUXOJOTHYECKUX M COLIMOJOTUYECKUX
3HaHuii nponecca ynpapiaenus (M Pyk-e);

- NPUMEHATh MEXaHW3M  TPUMEHEHHUs  KIMEHTOOPUEHTHUPOBAHHBIX
TEXHOJOTUA B CEPBUCHOW JEATENIBHOCTH Ha TpaHCIOPTE B  YCIOBUSX
B3aMMO/JICHCTBUS C MMOTPEOUTENSIMU, B TOM YUCJIE UHTEPHET-TIPOABUKEHHS YCIIYT C
Y4ETOM TICUXOJIOTHUYECKHX M COIIMOJIOTHUYECKHX 3HAHUM IMpollecca yHpaBICHUS
(MQ'1k-1); IPUMEHATh METO/Bl Pa3spabOTKH CHUCTEMBI KJIMEHTCKMX OTHOILEHUH M
OopraHu3aluy Tporecca oOCTy>KUBaHHsS TOTpeOUTENe Ha OCHOBE MPUMEHEHHUS
3aKOHOJATENBHBIX AKTOB M HPaBOBBIX HOpM MJI%nk.1); NPHMEHATH METOJbI
COBEpIIIEHCTBOBAHMUS ~ CHUCTEMBbl  KIMEHTCKMX  OTHOIIEHWH B  CEPBUCHOM
NEATEIbHOCTU Ha TPAHCIIOPTE C UCIOJIb30BAHUEM UHTEPHET-TEXHOJIOTUH C yUETOM
IICHXOJIOTMYECKUX U COLMOIOTMYECKUX 3HaHui npouecca yrnpasienus (U 3mx1);

- TIPUMEHSTH aJTOPUTM BBIOOpA MaTepUANLHBIX PECYpCcOB, 000PYAOBaHUS
JUISl OCYILECTBJIICHUSI MPOLECCa CEPBUCA, METOJIBI MEPErOBOPOB C KIMEHTAMH IO
MIPETEH3UOHHBIM CIIy4asiM U ONpE/IeNICHUs] IPUYUHBI BOSHUKHOBEHUS MIPETEH3UH C
Y4€TOM IMCHXOJOTHUYECKUX U COIMOJIOTMYECKHX 3HAaHHWM Mpolecca yNpaBieHUs
(U'nk3); OpUMEHATH METOABI pa3pabOTKM M MCIOJB30BAHMS  THUIIOBBIX
TEXHOJOTUYECKUX TMPOIECCOB, (OPMHUPOBAHUS ¥ BHEIPEHUS KOPIIOPATHBHBIX
CTaHJAPTOB W PETJIAMEHTOB TMPOIECCOB OOCTYKMBaHUS TMOTpeOuTenelt Ha
TPaHCIOPTE, B3aUMOACHCTBUS C KIMEHTAaMU [0 OpraHu3aluu Ipoiecca
oOciyxuBaHusi  moTpedurtened B  cdepe TOCTENPUMMCTBA C  YYETOM
TIICHXOJIOTMYECKUX U COLMOIOTMYECKUX 3HaHuil npouecca ynpasinenus (U1 %mx-3);

Bnanern:

- CHOCOOHOCTBbIO MPUMEHSITH METOAbl YIPAaBICHUS CBOUM BpPEMEHEM,

BBICTpaBaHUA W PCAIN3alINN TPACKTOPHH CaMOpPAa3BHUTHUA HAa OCHOBC IIPHMHIMIIOB
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oOpa3oBaHHs B TEUCHHUE BCEH IKU3HU C YYETOM TICHXOJOTHYECKUX U
COLMONOTMYeCKUX 3HaHMi nponecca ympasiaenus (M/Ilyke); cHocoOHOCTEIO
MPUMEHSITh METOJBI YIPaBJICHUS CBOMM BpeMeHEeM, (DOPMHUPOBAHUS TPACKTOPUHU
CaMOPAa3BUTHS C YUETOM MCUXOJOTHYECKUX U COITMOJIOTHUECKUX 3HAHUH IMporiecca
ynpasnenus  (UJl%yks); CHOCOOHOCTBIO IPUMEHATH METOABl  PeaaHu3aluu
TPACKTOPUH CaMOPA3BUTHUS HAa OCHOBE NPHUHIIMIIOB CaMOOOpPa30BaHHS C y4ETOM
IICUXOJIOTUYECKUX U COLMOIOTMYECKUX 3HaHuii npouecca ynpasienus (U 13yk-);

- CHIOCOOHOCTBIO PUMEHSTh MEXaHH3M MIPUMEHEHUS
KIIMEHTOOPUEHTUPOBAHHBIX  TEXHOJOTMA B  CEPBHCHOW  JIEATCILHOCTH  Ha
TPAHCIIOPTE B YCJIOBHUSAX B3aMMOJICHCTBUS C TIOTPEOUTENIMH, B TOM YHCIIC
UHTCPHET-TIPOJIBFKCHHS YCIYT ¢ YYETOM TICUXOJOTHYECKUX U COIMOJOTHYCCKUX
sganuii npouecca ynpasieHus (U'mc1); cmOCOOHOCTBIO MPUMEHSATH METOJbI
pa3pabOTKM CHCTEMBl KJIMCHTCKUX OTHOIICHWM W OpraHu3aluyd Impolecca
oOcy)KMBaHHsI TOTPeOHUTENEeH HAa OCHOBE MPUMEHCHHUS 3aKOHOJIATEIbHBIX aKTOB H
IIPABOBBIX HOPM (M 1%rk-1); CIOCOOHOCTBIO MPUMECHSITh METOJIbI
COBCPIIICHCTBOBAHMUS  CHUCTEMbl  KIIMGHTCKMX  OTHOIICHHUH B  CEPBUCHOM
JEATEIIPHOCTH HA TPAHCIIOPTE C UCITOJIb30BAHUEM MHTCPHET-TEXHOJIOTHH C YUETOM
TICHXOJIOTMYECKHX U COLMONIOIMYECKUX 3HaHuii npouecca ynpasnenus (M1 3nk-1);

- CIIOCOOHOCTBIO NPHMEHSATH aJTOPUTM BBIOOpA MaTepUaIbHBIX PECYpPCOB,
00OpyIOBaHUS JII OCYIISCTBIICHHUS IPOIlecca CEepBHCA, METOMABI MEPETOBOPOB C
KJIMEHTaMd TI0 TPETEH3MOHHBIM  CIIydasM W OINpPENeJCHHS  MPUYUHEI
BO3HUKHOBEHHUS TPETEH3WH C YYETOM TICUXOJIOTHYECKUX M COIMOJIOTHYECKUX
3HaHuii nponecca ympasneHus (UJIlfk.3); CIOCOGHOCTBIO IPUMEHSATH METOBI
pa3pabOTKM W  WCTOJB30BAHHS  THIIOBBIX  TEXHOJOTHMYECKHX  IPOIIECCOB,
(GopMUpOBaHUS W BHEIPCHHS KOPIIOPATUBHBIX CTAHJAPTOB W PErJIaMEHTOB
IPOIIECCOB OOCIY)KMBAaHUS TOTpEOUTENIe Ha TPaHCIIOPTE, B3aUMOJCHCTBHS C
KJIMEHTaMH TI0 OpraHMU3alluM Tpoliecca oOCIyXKUBaHMS TOTpebuTeneid B cdepe
TOCTETIPUUMCTBA C YYETOM TICUXOJIOTHUYECKAX M COIMOJIOTHYECKUX 3HAHUH
npouecca ynpasnenus (M %mx-3).

4 O0beM TMCUUILIMHBI M BUbI Y4eOHOH padoThl

OO6mast TpyJI0eMKOCTh JUCIUILIMHBI COCTABISAET 6 3a4eTHHIX eauHuIl, 216
aKaJEMHYECKHUX YACOB.

Bcero CemecTpsl
HaumenoBanue
4acoB 4 3)
OO01ast TpPyJI0EMKOCTh TUCITUTIUHBI 216 108 108
KonTakTHas pabora: 92,8 48,3 44 5
JIEKLIUHA 30 16 14
MIPAKTUICCKUEC 3aHITHUS 60 32 28
CEMHUHAPBI — — —
nabopatopHbie pabOThI — — —
KypcoBasi pabota (IIpoeKT) — — —




Bcero CemecTpsbl
HaumenoBanue

4acoB 4 5

CamocTosTenbHast paboTa 00yJaronierocs 81 51 30
[IpoMesxyTouHas arTecTanus 45 9 36
KOHTaKTHas paboTa 2,8 0,3 2,5
_ camocTosTenbHas paboTa IO MOATOTOBKE K 42.2 8.7 335

3a4€Ty M 9K3aMCHY

5 Conep:kanue TUCUUIINHBI

5.1 CooTHeceHue TeM AUCHUILIMHBI U GOPMHUPYEMbIX KOMIIETEHIIMT

2 |KomnereHmuu o
[¥a]
[¥a)
2 | o - 5 5 -y
TeMbl TUCIUILIINHBI § IRy g.: = § = =
2 ~ B = § %5 =t 5
= Q& @)
o O
2 o
Tema 1. OOBeKT, IpeIMET U 3a/1a4u BK. JI
IICUXOJIOTUU U COLMONIOTHH | 1 | | o | | I13, MPK, VO, C3, Cy
YyOpPABJIECHUS  HA  MPEINPUATHH CPC
CEepBHCA HA TPAHCIIOPTE
Tema 2. Vctopus CTaHOBJICHHS U JI, 113,
+ |+ | +
Pa3BUTHSI YIIPABICHUYECKON MBICIH 12 MPK, CPC V0, €3, Cy
Tema 3. B3aumoielicTBie JUNYHOCTH
Y TPYNIbl B CUCTEMAX YIPABICHUS + 1+ | 4 JI, 113,
HAa TMpEeANpUsTAM CEpBHCA Ha 12 MPK, CPC Y0, 63, Cuy
TPaHCIIOPTE
Tema 4. I'pynirioBast e TETbHOCTD B
cucTreMax yIpaBICHUS Ha P P JI, 113,
MPEANPUITUI cepBuca Ha 12 MPK, CPC Y0, C3, Cy
TPaHCIIOPTE
Tema 5. ConunanbHble OpraHu3auu 1113
U TPUHIUIBI yOpaBieHus mmu Ha | 13 | + | + | + MPK, CPC YO, C3, Cuy
TPaHCIIOPTE
Tema 6. PykoBOACTBO M JHIEPCTBO
B CTPYKTypax yHOpaBJIEHUs Ha + 1+ | 4 JI, 113,
MPEINPUSITUI cepBuca Ha 14 MPK, CPC Y0, C3, Cuy
TPaHCIIOPTE
Tema 7. OddexktuBHOCTE U 1113
KOHKYPEHTOCITIOCOOHOCTH ) 24 | + | +| + | MPK, KC, VO, C3, Cm
COBPEMEHHBIX  OpraHu3alui Ha CPC
TpPaHCIIOPTE




Temnl JAUCIUITIINHBI

KoamnuecTBO yacoB

Kommerennuu

YK-6
[1K-1
[TK-3

OO6pa3oBaTtenbHbBIC
TEXHOJIOTHU

O1leHOYHBIE
cpencTBa

Tema 8. OpranuzaiioHHas
KyJIbTypa KaK COLIMATBHO-
IIcUXoJIoTh4eckass mpobiiemMa Ha
IpeIIpUATHN cepBuca Ha
TpaHCIOpTe

10

JI, 113,
MPK, CPC

YO, C3, Cuy

Tema 9. CouuaipHO-
IICUXOJIOTHYECKHE 0COOEHHOCTH
yIpaBICHUS IEPCOHATIOM Ha
NPEANPUATHN cepBHCca Ha
TPAHCIIOPTE

10

JI, 113,
MPK, CPC

YO, C3, Cuy

Tema 10.
[ICUXOJIOTNUECKHUE OCHOBBI
TPUHSITHS YIPABICHUYECKUX
pelieHnid Ha MPENPUITUHA CEPBUCA
Ha TPAHCIIOPTE

ConunanapHO-

10

JI, 113,
MPK, CPC

VO, C3, Cuy

Tema 11. Kongaukter B
yIOpaBIeHWH W  CHOCOOBI WX
paspemieHuss Ha  MPEANPUSTHH

CepBHCa Ha TPAHCIIOPTE

10

JI, 113,
MPK, CPC

VO, C3, Cuy

Tema 12. ComnuanpHas
OTBETCTBEHHOCTh MEHEKEpa Ha
P ATPUITHI cepBuca Ha
TPAHCIIOPTE

10

JI, 113,
MPK, CPC

VO, C3, Cuy

Tema 13.
COIIMOJIOTHYECKOrO0  MCCJICJOBAaHUS
COBPEMEHHBIX OpraHu3anun
CEpBHUCA HA TPAHCIIOPTE

Meronuka

11

JI, 113,
MPK, CPC

VO, C3, Cuy

Tema 14. Metoauka COLMATIBHO-
TICUXOJIOTHYECKOTO  MCCJICIOBAHUS
YCIEITHOU NESTENbHOCTH
MEHEe/Kepa  Ha  MPeaNnpUusITHH
CepBHCa Ha TPAHCIIOPTE

11

JI, 113,
MPK, CPC

VO, C3, Cuy

Hroro mo nucuuiuinge

171

ITpomesxyTouHast aTTecTanus

45

3,9

Bcero no pucnumimae

216

Cokpamenus: JI — nekuusa, C — cemunap, [I3 — npaktuueckoe 3anstue, CPC
— caMmocTosiTenbHas pabora oOyuaromierocsi, BK — BxogHolt koHTpois, YO —
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ycTHbI onpoc, MPK — meton pasBuBaromeiics koonepanuu, C3 — CUTyallMOHHOE
3agpanue, KC — xkpyrasiit cron, Cir — coobiienue, 3 — 3auet, D — SK3aMeH.

5.2 TeMbl IUCHUMILINHBLI U BU/ABI 3aHATHH

Bcero
HaumenoBanue TeMbl JUCIIUILUINHEBI J |TI3] C | JIP | CPC KP YACOB
Cemectp 4
Tema 1. OOBeKT, mpeAMET W 3aJauu
ICUXOJIOTUH u COILIMOJIOTUH 9 4| — 5 o 19
yIpaBJICHUS HA NPEANPUATUN CEPBUCA
Ha TPAHCTIOPTE
Tema 2. Hcropust CTAHOBJIEHUS W
P 24| —| — 1| 6 _ 12

PasBUTHUA praBHeH‘IeCKOﬁ MBICJIN

Tema 3. B3aumogeiicTBue TUUHOCTH U
rpynnsl B cucTeMax ympasjieHus Ha| 2 | 4 | — | — 6 — 12
PENPUSITUU CEPBUCA HA TPAHCIIOPTE

Tema 4. I'pynmoBasi J1esTE€IbHOCTh B
cucTeMax yIpaBJICHUs Ha| 2 | 4 | — | — 6 — 12
IPEAIIPUATHN CEPBUCA HA TPAHCIIOPTE

Tema 5. ComuanbHble OpraHU3allid U
OPUHIUIIEI ~ yOpaBieHus wmMu Ha| 2 | 4 | — | — 7 — 13
TPaHCIIOPTE

Tema 6. PyKoBOACTBO M JUAEPCTBO B
CTPYKTypax yIpaBJICHUS Ha| 2 | 4 | — | — 8 — 14
NPENPUSITHU CEPBUCA HA TPAHCTIOPTE

Tema 7. Db dexTuBHOCTH u
KOHKYPEHTOCIIOCOOHOCTh
COBPEMEHHBIX  OpraHM3aluii  Ha
TPaHCIIOPTE

Utoro 3a cemectp 4 16 | 32 ol 99

[IpoMesxyTouHas arrectanus B (hopme 3adeTa 9

Bcero 3a cemectp 4 108

S cemecTtp

Tema 8. OpranuzanmoHHasi KyJIbTypa
KakK COLMAIbHO-TICUXOJIOTHYECKAs
npoOiemMa Ha TPEANPHUSATHU CepBUCA
Ha TPAHCIOPTE

Tema 9. ConmanbHO-TICHXOJIOTHYSCKHE
0CcO0EHHOCTH yIpaBIEHUS
MEPCOHAIIOM Ha TPEITPHUSITHA
CepBHCAa HA TPAHCIIOPTE

Tema 10. ConumajipHO-
TICUXOJIOTHYCCKUE OCHOBBI IPHHSITHS




Bcero

HaumenoBanue TeMbl JUCITUILUIUHBI J |T1I3] C | JIP | CPC KP HACOB

YIPaBIEHYECKUX pelIeHUi Ha
MPEANPUATUN CEPBUCA HA TPAHCIIOPTE

Tema 11. KoHauKTH B yIIpaBieHUU U
cnocoObl WX  paspemienus Ha| 2 | 4 | — | — 4 — 10
MPEANPUATHN CEPBUCA HA TPAHCIIOPTE

Tema 12. CounanpHas
OTBETCTBEHHOCTh ~ MEHemxepa Ha| 2 | 4 | — | — 4 — 10
NpENPUSITUU CEPBUCA HA TPAHCIIOPTE

Tema 13. Mertoauka
COIIMOJIOTHYECKOTO YICCIICOBAHUS
COBPEMEHHBIX OpPraHM3aluii cepBHUCa
Ha TPAHCIIOPTE

Tema 14. Meroauka coOHUAILHO-
IICHXOJIOTHYECKOTO HCCJIEI0BaHUs
YCHEITHOW AesSTeIbHOCTH MeHemkepa | 2 | 4 | — | — 5 — 11
HA  TpEANpHUSATHU  CepBUCAa  Ha
TPAHCIIOPTE

Wroro 3a cemectp 5 14 128 | — | — 30 — 72

[TpomexyTouHas aTtecTanus B GopMe dK3aMeHa 36

HUtoro no nucuumiiniae 216

Cokpamenusi: JI — nekmusa, I[I3 - npaktuyeckue 3anarusi, CPC —
caMocTosiTelIbHas pabota oOydaromerocs, KP — kypcoas pabora, JIP —
nabopaTtopHbie paboTbl, C — cCEMUHAPBHIL.

5.3 Conep:kaHue IMCUUIIMHBI

Tema 1. OO0bekT, mpeaMeT M 32Ja4¥ NCUXOJOTMH H COIHOJIOTHU
ylnpaBJieHHs HA NPeINPUATHH CEpPBUCA HA TPAHCIIOPTe

Lenp, 3agaun, OpeIMeT U3y4EHUSI U OCHOBHOE COJIEpKaHUE JUCLUIUIMHEI, €€
POJIb U MECTO B CUCTEME MOATOTOBKH K MOCIEAYIOMIEH NeATEIbHOCTH CIEeIUaIncTa
B cdepe ympaBieHUs; NMOCTPOCHHUE AMCIMIUIUHBI W TOCIEIOBATEIBHOCTD Cla4u
AK3aMEeHa; PEKOMEH/IAIMU TI0 CaMOCTOATENBHON padoTe Haj y4eOHBIM MaTepHaIOM.
OOBEeKT W TpenMeT TCUXOJOTUM W COIMOJIOTMU YINpaBlIeHUS B CEpBUCE Ha
tparcnopte. Creruduka AUCIUTUIMHBI TICUXOJIOTHU W COLMOJIOTHHU YIIPABICHHS.
CBsi3p ¢ ApyruMu HayKamu ([J11 CaMOCTOSATENbHOI'O M3y4eHMs). 3ajaya M JIOTMKa
m3noxeHus kKypca «llcuxomoruss W COUMOJIOTUS  YIPaBICHHUS CEPBUCHOMU
JESTENHHOCTEIO B TPAHCHMOPTHON cdepe» (I CaMOCTOSTEIIBHOTO HM3YYCHHS ).
Mertopp! ynpaBiieHUs CBOMM BPEMEHEM, BHICTPAUBAHUS U peAIU3alUH TPACKTOPUHU
CaMOpa3BUTHS HAa OCHOBE MPUHIIMIOB OOpa3oBaHUSI B TEUEHHUE BCEU JKU3HU C
Y4€TOM [CHXOJOTUYECKUX M COIMOJIOTMYECKHX 3HAHWI Mpoliecca yHnpaBiICHUS
(n711  caMOCTOSITENIBHOTO M3Yy4YeHHUs). MeTonbl ympaBi€HUsS CBOMM BpPEMEHEM,
dbopMupOBaHUs TPACKTOPUU CAMOPA3BUTHS C YYETOM TCUXOJOTHMYECKUX U
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COIIMOJIOTHYECKUX 3HAHWK TMpolecca yhpaBleHHs (A1 CaMOCTOSTEIBLHOTO
u3ydeHus1). Meroabl peanu3zalMd  TPACKTOPUM CaMOpPAa3BUTUSL Ha OCHOBE
MPUHIIMIIOB CaMOOOPa30BaHUsl C YYETOM ICUXOJIOTHYECKUX M COIIMOJIOTMYECKHUX
3HAHWI Tpolecca ympapieHus (IUIsi CaMOCTOSITEIBHOTO HW3ydeHUs). MexaHu3m
MPUMEHEHUS! KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUN B CEPBUCHOM AESATEIBHOCTU
Ha TPaHCIOPTE B YCJIOBHSX B3aUMOJCHCTBUS C MOTPEOUTENSIMU, B TOM YHUCIE
MHTEPHET-TMPOABIXKEHUS YCIYT C YUYETOM ICHUXOJOTHYECKUX M COLUOJIOTHYECKHUX
3HAHWI Tmporecca ymparieHuss (IUIsI caMOCTOSTENBHOTO H3YYCHHUs). MeTo/b
pa3pabOTKM CHUCTEMBbl KJIMEHTCKMX OTHOIIEHWI M OpraHu3aluMd Ipolecca
oOcy>KMBaHMsI TOTpeOUTeNel Ha OCHOBE MPUMEHEHHUS 3aKOHOJATEIbHBIX aKTOB U
PaBOBBIX HOpM (st CaMOCTOSITEIIbHOTO U3Yy4YEeHUS). MeTtonbl
COBEpIIEHCTBOBAHUS ~ CHUCTEMbl  KIMEHTCKMX  OTHOUIEHWH B  CEPBUCHOMU
JEeSTENBHOCTU Ha TPAHCIIOPTE C UCIIOIB30BAHUEM MHTEPHET-TEXHOJIOTHH C y4eTOM
MICUXOJOTMYECKUX M COLMOJIOTMYECKUX 3HAHWHM Tmpolecca yrnpaBieHus (s
CaMOCTOSITEJILHOTO H3y4Y€HHUs). AJTOPUTM BBHIOOpa MaTepHAIbHBIX PECYPCOB,
o0opyAOBaHUs ISl OCYHIECTBJIIECHUS IMpoOIlecca CEpPBUCA, METOJbI MEPErOBOPOB C
KJIMEHTAaMU TI0 MPETEH3MOHHBIM  CJIy4yasiM U OMNPEJCJICHHUS  IPUYUHBI
BO3HUKHOBEHHUSI TPETEH3UH C YYETOM IICUXOJOTHYECKUX M COLMOJOTUYECKHUX
3HAHWI Tmporecca ymparieHus (IUIsI CaMOCTOSTENIBHOTO H3Y4CHHUs). MeTobl
pa3pabOTKM ¥  HCIOJIb30BAaHUS  THUIOBBIX  TEXHOJOTMYECKUX  IPOIIECCOB,
dbopMuUpOBaHUST W BHEIPEHHUS KOPIOPATHUBHBIX CTAaHAAPTOB M PETJIaMEHTOB
IPOIIECCOB OOCIIyKMBaHUS TMOTpEOUTENle Ha TpaHCHOPTE, B3aUMOJEUCTBHS C
KJIMEHTaMU TI0 OpraHM3alliy Ipoliecca OOCIyXUBaHUA TMoTpedurteneit B cdepe
FOCTEIPUMMCTBA C YYE€TOM TICUXOJOTHYECKUX M COLMOJIOTHYECKUX 3HAHUU
mporecca  ymnpapieHuss (Iisi  camoctosTenbHoro  u3ydenus). Lludposas
MOOUIILHOCTH HAaceJIeHUs (ISl CAMOCTOSITENIbHOTO U3YUYEHUS).

Tema 2. UcTopusi cTAHOBJIEHHMS U PA3BUTHSI YIIPABJIEHYECKOI MbICJIH

[IpenpicTopus Hayku ynpasienus. I[lepBeie TpakTtaTel 00 ympaBlieHUU
npesHerpedeckux ¢unocopoB Cokpara, [Inmarona u Apucrorens. Teonoruueckue
KOHIICTIMU YIPaBJIEHUS B CPEIHEBEKOBBIX TpakTaTax ABpenus ABryctuHa, oMbl
AxBunckoro. Konnenmuu ympasnenus snoxu Hosoro Bpemenu B paborax T.
Mopa, T, Kamnanemnsl, H. MakuaBemnu (a7 caMOCTOATEIbHOTO H3YYEHUS).
CommanpHble ujen ympaBieHuss B Tpyaax 1. ['o66ca, III. Monrteckse, M.
Bonbrepa, . [Humpo (mns caMOCTOSATENBHOIO  HM3YyYEHHS).  ODBOJIONUS
yOpaBJIE€HYECKOM  MbICIM (Il camocToATelbHOro  u3ydenus).  IIIkomsl
yOpaBJ€HUs: IIKOJAa HAY4YHOTO YIIPABIICHMS, KJIAacCUYecKas IIKOJIa YIpaBJICHUS,
IIKOJIa  YEJOBEYECKMX  OTHOLIEHMM M  IIKOJIA  ITOBEICHYECKUX  HAayK,
KOJMYECTBEHHAs] IIKOJa YHpaBlieHHs (IS CaMOCTOSITENIbBHOTO HM3Yy4YEHUSs).
3apoxaeHue MKoJIbl HaydyHoro MeHekMeHTa B XIX - Hayane XX BB. OCHOBHBIE
uneu B Tpyaax @. Teinopa, I'. Dmepcona, A. daitonsa, M. Bebepa, 3. Mbaiio, .
I'mnbGepra (. Jxunbpera) (misi camocTosTeNbHOro u3yudeHus) CouuanbHO-
MICUXO0JIOTHYECKHE MpooIieMbl yrpasieHus: B padborax K. Apxkupuca, P. bueiika, P.
JlatikepTta, JI. Makrperopa, A. Macnoy, /I. Moytona, A. ®uanepa, ®. Xepudepra

U Jp. (17151 CaMOCTOSITENILHOTO U3Yy4YeHUs1). MeTo/Ibl yIpaBieHUs CBOUM BPEMEHEM,
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BBICTPAaWBAaHUS M PEaN3alliid TPACKTOPUU CaAMOPA3BUTHS Ha OCHOBE MPHUHIIMIIOB
oOpa3oBaHHMsS B TEUEHHWE BCEH IKU3HH C YYCTOM TICUXOJOTHYECKHX U
COLIMOJIOTUYECKUX 3HAHMWA TMpolecca yIpaBieHUs (A1 CaMOCTOSTENBbHOTO
u3ydeHus). MeToasl ynpaBJICHHs CBOMM BPEMEHEM, (OPMUPOBAHUS TPACKTOPUHU
CaMOPAa3BUTHS C YUETOM IICUXOJIOTHYECCKUX U COIMOJIOTMYSCKUX 3HAHUN TIpoIecca
yrnpasieHus (IS CaMOCTOSATEIBHOIO  M3y4YeHHs). MeToasl  pealin3aiuu
TPACKTOPUH CaMOPA3BUTHUS Ha OCHOBE TPHHIIMIIOB CaMOOOpPA30BaHUS C YYETOM
MICUXOJIOTHYSCKUX M COLMOJIOTMYECKUX 3HAHHMHM Tpolecca ympaBiaeHus (s
CaMOCTOSITETHHOTO U3YUICHHS). MexaHu3m IPUMCHCHUS
KJIMECHTOOPUCHTUPOBAHHBIX  TEXHOJOTUHA B  CEPBUCHOH  JIEATEIBHOCTH Ha
TPAHCIIOPTE B YCJIOBHUSAX B3aMMOJICHCTBHS C IOTPEOUTEISAMU, B TOM YHCIIE
UHTCPHET-TIPOJIBFIKCHHS YCIIYT ¢ YYETOM TICUXOJIOTHYECKUX M COIMOJIOTHYECKHUX
3HaHUW Tpolecca yrpaBieHus (1T CaMOCTOSTEIBHOIO HU3ydeHHs). MeTosl
pa3pabOTKM CHCTEMBl KJIMCHTCKUX OTHOIICHWA W OpraHW3allid Tpolecca
oOcCy)KUBaHHsI MOTPeOUTENICH HA OCHOBE MPUMEHCHHUS 3aKOHOJIATEIIbHBIX aKTOB M
IIPABOBBIX HOPM (st CaMOCTOSITEIIBHOTO U3YUYCHUS ). MeTtob
COBCPIIICHCTBOBAHUS  CHCTEMbl  KIIMGHTCKHMX  OTHONICHWH B  CEPBUCHOM
JEATEIIPHOCTH HA TPAHCIIOPTE C UCITOJIb30BAHUEM MHTCPHET-TEXHOJIOTHH C YUETOM
ICUXOJIOTHYECKUX U COIMOJOTHYECKUX 3HAHUU Tporecca yrpaBieHus (s
CaMOCTOSITCJILHOTO M3y4YCHHUs). AJNTOPUTM BBIOOpa MaTEpPHAIBHBIX PECYpPCOB,
00OpyIOBaHUS IS OCYIIECTBICHHS IPOIECCa CEPBUCA, METOIBI MEPETOBOPOB C
KIMCHTaMHd TI0 TPETEH3MOHHBIM  CIIydasM W OINpPENCJCHHs  MPUIHHBI
BO3HUKHOBEHHUS TPETCH3WH C YYETOM TICUXOJIOTHYECKUX W COIMOJOTHICCKHX
3HAHWH Tmporecca ympamieHuss (IUIsI CaMOCTOSTENIBHOTO H3Y4eHHUs). MeTobl
pa3pabOTKM W  WCTOJB30BAHWS  THIOBBIX  TEXHOJOTHYECKHX  IPOIECCOB,
GopMUpOBaHUS W BHEIPCHHS KOPIOPATUBHBIX CTAaHJAPTOB W PETJIAMEHTOB
IPOIIECCOB OOCITY)KMBaHUS TMOTPEOUTENIe HAa TPaHCIOPTE, B3aUMOJCHCTBUS C
KJIMEHTaMH 110 OpraHM3alluM Tpoliecca oOCIyXuBaHHs TOTpebuTenei B cdepe
TOCTEIIPUUMCTBA C YYE€TOM TICUXOJIOTHYECKUX U COIMOJIOTHYECKUX 3HAaHUU
nporiecca yrpaBiIeHUs (ISl CAMOCTOSATEITFHOTO U3YYCHHUS).

Tema 3. BzaumoneiicTBue JUYHOCTH U IPYNIbI B CUCTEMAX YNPABJICHUS
HA NPeJANPUATHH CEPBHUCA HA TPAHCIIOPTE

JImaHOCT, Kak OOBEKT YIpaBJICHUS Ha TMPEANPUITHA CEpBHCA Ha
TpaHcnopre. lIoHsATHE O JIMYHOCTU U €€ COUHAIBHO-TICUXOJIOTMYECKass CTPYKTYpA.
XapakTepuCcTUKa OCHOBHBIX 3JIEMEHTOB COLMAJIBHO-TICUXOJIOTUYECKOU CTPYKTYPBI
JUYHOCTHU Ha MPEANpPUSITUU CepBHCA HA TpaHCIOpTe. Buabpl OTHOLIEHUN B Tpymme
Ha NOPEeANpPUSITHUH CEpBUCAa HA TPAHCIOPTE (1 CaMOCTOSITEILHOTO H3Y4YEHUs).
dopmMbl B3aMMOJCHCTBUS JIFOJICH B Mpoliecce OOIIeHUs Ha MPEANPHUITHH CEpBHUCA
Ha TpaHcnopte (sl CaMOCTOSITENBHOTO H3y4eHus). Teopuu MeEXIMYHOCTHOIO
B3aMMOJICUCTBUS ~ HA  NOPEANpPUSITUM  CE€pBUCA  HA  TpaHcmopre (s
CaMOCTOSITEILHOTO M3Yy4YeHHUs ). MeXIIMYHOCTHOE OOIIIEHUE KaK COLMATBHBIN Mpoliece
(nna camocTosiTenbHOTO M3y4deHus). da3bl U ypOBHU OOUICHMS HA TPEANPUSITUU
cCepBHCa Ha TPAHCHOPTE ([ CAMOCTOSTENILHOTO U3yueHus ). Bzaumononumanue kak

LEJTb MEXIIMYHOCTHOTO OOMICHUs (Il CaMOCTOSTENbHOrO u3ydyeHus). CTpyKTypbl
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mporiecca  B3aMMOIIOHMMAHUS Ha TIPEANPHUATHH CEepBHCA Ha TpaHcmopre (s
CaMOCTOSITEJILHOTO ~ W3y4eHHs). MeToapl yNpaBleHUS CBOMM  BPEMCHEM,
BBICTPAaWBAHUS M PEaTN3allid TPACKTOPUU CaMOPA3BUTHUS HAa OCHOBE NMPUHIIUIIOB
oOpa3oBaHHsS B TEUEHHWE BCEH IKU3HH C YYCTOM TICUXOJOTHYECKHX U
COLIMOJIOTUYECKUX 3HAHMWA TMpollecca yNpaBlIeHHUs (A1 CaMOCTOSTEIBHOTO
u3ydeHus). MeToasl ynpaBlIeHHsI CBOMM BpeMEHEeM, (POPMUPOBAHHS TPACKTOPHHU
CaMOPAa3BUTHS C YUETOM IICUXOJIOTHYECKUX U COIMOJIOTMYCCKUX 3HAHUW TIpoIecca
yrnpasieHus (IS CaMOCTOSATEIBHOTO  M3yYeHHs). MeToasl  pealin3aiuu
TPACKTOPUH CaMOPA3BUTHUS Ha OCHOBE MPHHIIMIIOB CaMOOOpPA30BaHUS C YYETOM
MCUXOJIOTUYECKUX W COIMOJIOTHYECKUX 3HAHWW mporecca yrpaBieHus (s
CaMOCTOSITEITLHOTO U3YUCHHS). MexaHu3m IPUMCHEHUS
KJIMEHTOOPUCHTUPOBAHHBIX ~ TEXHOJOTUHA B  CEPBUCHOH  JIEATEIBHOCTH Ha
TPAHCIIOPTE B YCJIOBHUSAX B3aMMOJICHCTBHS C IOTPEOUTEIAMU, B TOM YHCIIE
UHTCPHET-TIPOJIBFKCHHS YCIYT ¢ YYETOM TICMXOJIOTHYECKUX M COIMOJIOTHYECKHUX
3HaHUU TMpolecca yrpaBieHus (IIT CaMOCTOSTEIBHOIO H3y4eHHs). MeTosl
pa3pabOTKM CHCTEMBl KJIMCHTCKHX OTHOIICHWA W OpraHW3alliyd Tpolecca
oOcCy)KUBaHHsI TTOTPeOUTEICH HAa OCHOBE MPUMEHCHHUS 3aKOHOJIATEIbHBIX aKTOB M
IIPABOBBIX HOPM (st CaMOCTOSITEIIEHOTO U3YUYCHUS ). MeTto b
COBCPIIICHCTBOBAHMUS  CHCTEMBl  KJIIMEHTCKUX  OTHOIICHWUH B  CEPBUCHOM
JEATEIIPHOCTH HA TPAHCIIOPTE C UCITOJIb30BAHUEM MHTCPHET-TEXHOJIOTHH C YUETOM
MICUXOJOTMYECKUX M COLMOJOTHYECKUX 3HAHUM Tmpoliecca yrIpaBieHus (s
CaMOCTOSITETTFHOTO HW3YYeHHUs1). ANTOPUTM BBIOOpa MaTepUaIbHBIX PECYpPCOB,
00OpyIOBaHUS IS OCYIIECTBICHHS IPOIlECCa CEPBUCA, METOIBI MEPETOBOPOB C
KIMCHTaMd TI0 TPETeH3MOHHBIM  CIIydasM W  OINpPENCJCHHs  MPUIHHBI
BO3HUKHOBEHHUS TPETCH3WH C YYETOM TICUXOJIOTHMYECKUX W COIMOJOTHICCKHX
3HAHWK Tmporecca ymparieHuss (IUIsI CaMOCTOSTENIBHOTO H3Y4eHHUs). MeTobl
pa3pabOTKM W  WCIOJB30BAHWS  THIIOBBIX  TEXHOJOTHYECKHX  IPOIECCOB,
GopMUpOBaHUS W BHEIPCHHS KOPIIOPATUBHBIX CTAaHIAPTOB W PETJIaMEHTOB
IPOIIECCOB OOCITY)KMBaHUS TMOTPEOUTENIe HAa TPaHCIOPTE, B3aUMOJCHCTBUS C
KJIMEHTaMH II0 OpraHM3alluM Tpoliecca oOCIyXKHUBaHMS TOTpeduTeneid B cdepe
TOCTEIIPUMMCTBA C YYETOM TIICHXOJIOTHYECKUX M COIIMOJIOTMYECKUX 3HAHUU
mpoliecca yupaBieHus (7151 CAMOCTOATEILHOTO U3YUCHHUS).

Tema 4. I'pynnoBasi [efiTeJIbHOCTb B CHCTeMax YIpPaBJEeHUSI Ha
NpeInpusiTHN CEPBUCA HA TPAHCIIOPTE

[lonsitue o rpynmne. OCHOBHbIE HAMPABICHUS U METOJbl W3YUYEHHUS TPYMI.
MeTobl W3yd4eHHUs BHYTPUTPYIIOBBIX OTHOIIeHUH. Knaccudukamms coruanbHbIX
rpynn  ([JisE  CaMOCTOATENIbHOTO HW3Yy4YeHMs). MeTolbl H3y4eHHs] OCHOBHBIX
MICUXOJIOTHYCCKUX  OCOOCHHOCTEH TOTpeOHTeNIT B  MPOIECCEe  CEPBUCHOM
NEATEeNIbHOCTU Ha TPAaHCHOPTE (I CAMOCTOSATENbHOTO n3yueHus). CounanbHas u
COIMAIbHO-TICUXOJIOTMYECKas CTPYKTypa B TpyIe Ha MPEeANpUsTHU CepBHCa Ha
TpaHCIIOpTE (IJI1 CaMOCTOATENBHOrO u3ydeHus). DakTophl, OMpEAEIISIONIre
MoBeJieHHe pabouyux TPynn Ha MPEANPUATUH CEpPBUCA HA TPAHCHOPTE: BHEIIHUE
YCJIOBUS, BIMSIONIME Ha TPYIIYy, PECypchbl rpynmbl (AJisI CaMOCTOSTEIBLHOTO

m3yuenust). Llenu rpymnmbsl (711 camMocTOATENbHOrO u3ydeHus). HopMmbl rpymmbl
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(nms camocrosTenbHOro u3ydyeHus). ['pynnmoBoe HampspkeHue. Cucrtema
IPYNIOBBIX OXUJAHUN Ha MNpPEANpUATHH CepBUCAa Ha TpaHcnopre (s
CaMOCTOATENIBHOT0 M3ydeHusi). CTaTyCHO-pOJeBasi XapaKTepUCTUKa Tpymnnbl (s
CaMOCTOSITEJILHOTO HW3y4yeHus). B3anMopeilcTBue B TIpynne Ha OPeaNpUSTUU
cepBuca Ha TpaHcnopTe (Mg camMocTosATeNbHOro u3ydeHus). OcoOeHHOCTH
ynpasieHus B (OpMalbHBIX U HeQOpMalbHBIX CTPYKTypax TIpynm Ha
NPENPUITHHA CEpBUCA HA TpaHCHOpPTe (JIs1 CaMOCTOSATENBHOTO U3yueHwus ). Mamnast
conuanbHas rTpynmna (s caMocTOosATeNhbHOTro  u3ydyeHus).  ColualibHO-
IICUXOJIOTUYECKAs] XAPAKTEPUCTHKA MAajJOd TpYyIIbl B 3aBUCUMOCTH OT €€
YUCJIICHHOCTH Ha MPEANpUATHU CEepBUCA HA TpaHCHOPTE (Il CaMOCTOATEIbHOTO
u3ydyeHus). ['paHuipl Mayblx Tpynn (T  CaMOCTOSATEIBHOTO H3Y4YEHUSs).
[IpakTnueckue pekoMeHAauuu mo (GOPMHUPOBAHUIO MAJbIX IPYII B 3aBUCUMOCTH
OT TpeOOBaHUU COBMECTHOM AEATENBHOCTH (ISl CAMOCTOSITENIBHOIO H3Y4YEHUS).
CounanpbHO-TICUXO0JIOTUYECKUE CBOMCTBA MaJbIX TPYIII B 3aBUCUMOCTH OT YPOBHS
UX OpPraHMW30BAHHOCTU (NI CaMOCTOATENBHOTO u3ydenwus). JluaepctBo u
PYKOBOJICTBO B MaJIbIX Irpymnmnax (JJii caMOCTOSITeNIbHOTO nM3y4yeHus1). KomekTussbl
Ha TPEANpPUATUHA CepBHCAa Ha TpaHCHIOPTEe (AJII CaAaMOCTOSATEIBLHOTO H3Y4YEHUS).
[loHsiTue KOJUIEKTHBA, €ro NpU3HAKU U GYHKIUU (11 CaMOCTOSITEIbHOTO
U3ydeHus). OTtanbl (OPMUPOBAHUS KOJUIEKTMBA Ha NPEINPHUSTHU CEpBUCA Ha
TpaHCOpTe (IJIs1 CaMOCTOSITENIBHOTO u3ydeHus). M3ydeHue kosuiekTuBa (s
CaMOCTOATENBHOrO M3ydeHMs1). CTaauy pa3BUTHS KOJUIEKTHBA Ha MPEIIPUATUN
CepBHCa Ha TpaHCIOpPTE (JUIs1 CaMOCTOSATENIBHOIO U3yueHus). MaduosHble Ipymnibl
U UX MPOUCXOXKJIEHUE (A1 CaMOCTOATEIBHOIO M3yuyeHUs). AnmnapaTr yHpaBieHUs
KaKk coluajpHas TIpylnmna Ha MNPEeJIpUSATHM CepBHCa Ha TpaHcnopre (s
CaMOCTOSITEJIBHOTO ~ M3y4deHHUs). MeTonbl yOpaBIEHHs CBOUM  BPEMEHEM,
BBICTPAWBAHMS U PEeAIM3alUU TPACKTOPUU CAMOPAa3BUTHS Ha OCHOBE IPHHIIMIIOB
o0pa3oBaHMs B TEUYEHHWE BCEM JKU3HU C YYETOM IICHUXOJOTUYECKUX U
COLIMOJIOTMYECKNX 3HAHMWW IIpolecca yNpasieHus (ISl CaMOCTOSTEIBHOIO
u3ydeHus). Merosibl ynpaBieHUs CBOUM BpeMEHEM, (POPMUPOBAHUS TPAEKTOPHUU
CaMOPa3BUTHS C yYETOM IICHUXOJIOTHYECKUX U COLMOJIOTMYECKUX 3HAHUI Ipolecca
yhnpaBieHuss (i1 CaMOCTOSTENILHOTO — W3ydeHHs). MeToabl — peanu3anuu
TPACKTOPHUH CaMOPAa3BUTUS Ha OCHOBE NPHHIMIIOB CaMOOOpA30BaHHS C Y4ETOM
NICHXOJIOTHYECKUX ¥ COLMOJIOTMYECKUX 3HAaHUM mpolrecca ymnpasieHus (uis
CaMOCTOSITEJILHOTO U3YUYECHHUS). Mexannzm IPUMEHEHUS
KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTMA B  CEPBUCHOM  JIEATEIBHOCTH  Ha
TPAHCIOPTE B YCJIOBHUSAX B3aMMOJEHUCTBHUS C MOTPEOUTENSIMU, B TOM YHCIIE
MHTEPHET-IIPOABUKEHHUS YCIYT C y4ETOM IICHXOJIOTUYECKUX U COLMOJIOTMYECKUX
3HAHWI TMporecca ympaieHus (IUIsI caMOCTOATENBHOTO H3Y4eHHUs). MeTobl
pa3pabdOTKM CHCTEMBl KJIMEHTCKMX OTHOIIEHMM W OpraHu3aluy I[pouecca
o0CITy’)KMBaHMsI TOTPEOUTENCH Ha OCHOBE MPUMEHEHHS 3aKOHOAATEIbHBIX aKTOB U
MIPaBOBBIX HOpM (st CaMOCTOSTEIbHOTO U3Y4YEHUS). Mertonel
COBEPIIEHCTBOBAHMSI ~ CHUCTEMbl  KIMEHTCKMX  OTHOUIEHWH B  CEPBUCHOMU
NEATEIIBHOCTH Ha TPAHCIIOPTE C UCIOJIB30BAHUEM MHTEPHET-TEXHOJIOTMM C y4ETOM
NICUXOJIOTHYECKUX ¥ COLMOJIOTMYECKAX 3HaHWM Tmpolecca ynpasieHus (uis

CaMOCTOSITEJILHOTO HW3Yy4Y€HHUsI). AJICOPUTM BbIOOpAa MAaTEpUANIBHBIX PECYPCOB,
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00OpyIOBaHUS IS OCYIIECTBJICHHS IPOIIECCa CEPBUCA, METOIBI MEPETOBOPOB C
KIIMEHTaMd TI0 TMPETCH3WOHHBIM  CIAy4assM W ONPEICICHUS  NMPUYHHBI
BO3HUKHOBEHHUS TPETEH3WH C YYETOM IICUXOJOTHYECKHX M COIMOJOTHYECKHUX
3HaHUW TIpoIlecca yIpaBJieHHs (1T CaMOCTOSTEIIBHOTO W3y4YeHHUs). MeTosl
pa3pabOTKM W  HWCIOJIB30BAaHUS  THUIIOBBIX  TEXHOJOTHYECKHUX  IPOIIECCOB,
dbopMHUpOBaHUS ¥ BHEIPCHHS KOPIMOPATHBHBIX CTAHIAPTOB W PEIVIAMCHTOB
MIPOIIECCOB OOCIY)XKMBaHHsI TOTpeOUTENEeH Ha TpPaHCIOPTE, B3aUMOJACUCTBUS C
KJIIMEHTaMU 110 OpraHM3alluM Tpoliecca oOCIyKUBaHUS TOTpeduTeneit B cdepe
TOCTEIIPUUMCTBA C YYETOM IICHXOJIOTHYECKHUX M COITMOJIOTMYECKUX 3HAHUU
nporiecca yrnpaBlIeHHs (sl CAMOCTOSATETLHOTO N3YUCHHUS).

Tema 5. CoumnajibHble OpPraHu3aluy ¥ NPUHIMINbI YNIPABJIEHUsI UMH HA
TPaHCIOPTe

CouumanbHasi opraHu3anus Kak colHalibHas cuctemMa. Bo3HUKHOBEHHE
opranmzauuid. CrtpoeHue opraHuzauuii. OpraHu3allMOHHas CJIOXXKHOCTh Ha
OpPEANpPUITHU CEpBUCAa HA TpaHCIOPTE (71 CaMOCTOSITEILHOTO HM3Y4YCHUs).
OYHKIMOHUPOBAHUE  TIPEANPHUATHS  CepBUMCA  HaA  TpaHcmopre (s
CaMOCTOSITEJILHOTO M3Y4YCHUs). YTpaBJICHUE Ha TMPEANPUATHH CEpBUCA Ha
TpaHCIOpTe (IS CaMOCTOATENBHOTrO u3ydeHus). OTHOIIEHUS PYKOBOJICTBO-
MOJYUHEHUE Ha TIPEANPHUSTUM CEPBHUCA HA TPAHCIOPTE (IJIs1 CaMOCTOSITEIHLHOTO
U3y4eHUs1). YTIPaBJICHUECKHE PEIIeHUs Ha MPEINpHUSATHH CepBUCAa Ha TPAHCIOPTE
(nnmst camocTosATensHOr0 M3ydeHus). Camoopranuzanus (s CaMOCTOATEIHLHOTO
U3ydyeHus). YIpaBiIsieMOCTh OpraHu3alMii Ha MPEANpUsTAM CepBUCAa Ha
TpaHCHIOPTE (M1 CaMOCTOATEIBHOTO H3y4eHHs). THUIOJIOTHS OpraHu3anui
cepBHCa Ha TpaHCHOPTE (ISl CAMOCTOATENbHOTO U3yueHus). Dopmbl opranuzanuu
Ha TPEANPUATUHA CEpBHCA Ha TPaHCIOPTE (VI CaAMOCTOSATEIBLHOTO HW3Y4YCHUS).
JlenoBble opraHuzanuu (il CaMOCTOSATENBHOTO M3y4deHHUs). OTHOIIEHUS MEXIY
OpraHu3alusIMH (711 CaAMOCTOATENIBHOTO M3ydeHus1). OpraHu3aluu-cor3bl (s
CaMOCTOSAITEJILHOTO ~ M3y4Y€HHUs). METoNbl  yOpaBJICHHs CBOMM  BPEMEHEM,
BBICTPAWBAHMS U PeaM3allid TPACKTOPUU CAMOPA3BUTHS HAa OCHOBE MPUHIIMIIOB
oOpa3oBaHHMA B TEUEHHWE BCEH IKU3HHU C YYETOM TICUXOJOTHMYECKHX U
COIIMOJIOTMYECKUX 3HAHUW Tpoliecca yopaBieHUs (AJ1 CaMOCTOSITEIbHOTO
u3ydeHus). Meroasl ynpaBlieHHsI CBOUM BpeMeHeM, (POPMUPOBAHMS TPACKTOPHHU
CaMOpPa3BUTHS C YYETOM MCUXOJIOTMYECKUX U COLMOJIOTMYECKUX 3HAHUN Tpoliecca
yrpaBieHus: (TSI  CaMOCTOSATEIBHOTO  W3YYeHHs). METOasl  pealln3aiuu
TPAaCKTOPUU CaMOPa3BUTHUSI HA OCHOBE MPUHIMIIOB CaMOOOpPAa30BaHUSI C y4ETOM
TICUXOJIOTHYECKAX M COIMOJIOTMYECKUX 3HAHHMW TIporiecca ympaBieHus (s
CaMOCTOSITEIbHOTO U3YUYECHUS). Mexanuszm MPUMEHEHHUS
KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHMM B  CEPBUCHOM  JIEATEIbBHOCTH  Ha
TPAHCIIOPTE B YCIOBHUSIX B3aUMOJEHUCTBUSL C MOTPEOUTENSIMU, B TOM YHCIIE
MHTEPHET-MIPOABUKEHUS YCIYT C YYETOM MCUXOJIOTHYECKUX U COI[MOJIOTMYECKHUX
3HaHWW TIporecca YIpaBJIeHHus (1T CaMOCTOSITSIIBHOTO W3y4YeHHUs). MeTosl
pa3pabOTKH CHCTEMbl KJIMEHTCKMX OTHOUIEHWW W OpraHu3aluu Mpolecca
o0city>)kuBaHMsI MOTpeOUTENeH HA OCHOBE MPUMEHEHUS 3aKOHOAATEIbHBIX aKTOB U

MPaBOBBIX HOpM (st CaMOCTOSITEJILHOTO M3YUYCHHUS). Metonbl
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COBEPINIEHCTBOBAHMUSI ~ CUCTEMbl  KIIMGHTCKMX  OTHOIICHWH B  CEPBUCHOM
JESATENHPHOCTH HA TPAHCIIOPTE C UCIIOIb30BAHUEM MHTEPHET-TEXHOJIOTHH C YIECTOM
MICUXOJIOTHYECKUX M COLMOJIOTMYECKUX 3HAHHMW TIporiecca ympaBiaeHus (s
CaMOCTOSITETILHOTO W3y4YCHHUs). ANTOPUTM BBIOOpAa MaTEpPHAIBHBIX PECYPCOB,
00OpyIOBaHUS IS OCYIIECTBICHHS TPOIIECCa CEPBHCA, METOIBI MEPETOBOPOB C
KIIMEHTaMd TI0 TNPETCH3WOHHBIM  CIOy4asM W ONPEICICHUS  NMPUYHHBI
BO3HUKHOBEHHUS TPETEH3UH C YYETOM IICHXOJOTHYECKHX M COIMOJOTHYECKHX
3HAHUW TpoIrecca yrpaBlieHHus (Vi1 CaMOCTOSITCIBHOTO H3ydeHHus). MeTossl
pa3pabOTKM W  HWCIOJB30BAaHUS  THUIIOBBIX  TEXHOJOTHYECKHUX  IPOIIECCOB,
GbopMHUpOBaHUS ¥ BHEJIPCHHUS KOPIOPATHBHBIX CTAHAAPTOB W PErVIAMCHTOB
IPOIIECCOB OOCITY)KHMBaHUS TMOTPEOUTENIel Ha TpaHCTOPTE, B3aUMOJCHCTBHUS C
KJIMEHTaMH TI0 OpraHu3alluM mpoliecca oOCIyXKUBaHHS TOTpeduTene B cdepe
TOCTEIIPUUMCTBA C YYETOM IICHXOJIOTHYECKUX M COITMOJIOTMYECKHX 3HAHUU
nporiecca yrnpaBlIeHHs (sl CAMOCTOSATETLHOTO N3YYCHHUS).

Tema 6. PykoBoACTBO W JIHMAEPCTBO B CTPYKTYpax yIpaBJIeHHS Ha
NpeaNpUsiTHA CEPBUCA HA TPAHCIIOPTE

JIMYHOCTH KaK CyOBEKT YNpaBJeHUs: PYKOBOJCTBO W JujepcTBo. [lonarue o
PYKOBOJICTBE W JIMIEPCTBE. BiacTh, aBTOPUTET MEHEI)KEPA U CTHIIM YIPABICHUS.
OYHKIIMM PYKOBOJIUTEIS Ha TMPEANPUSATHM CEpBUCAa Ha TpaHCmopTe (s
CaMOCTOSITEJIbHOTO ~ M3YYEHHS). Ctunm  pyKOBOACTBA:  aBTOPHUTAPHBIA,
JE€MOKpPAaTUUECKUN, HEUTpabHBIA ()11 CaMOCTOSITENIbHOTO u3ydeHus). Cruib
PYKOBOJACTBA Ha MpEANPHITHM CEpBHCAa Ha TPAHCIOPTE W YCJIOBUSA €O
3 PEKTUBHOCTH (111 CAMOCTOSATENBHOIO U3yueHus ). I(P(HEKTUBHOCTh PYKOBOJCTBA
Ha OPEINpUATHH CEpBUCAa Ha TpaHCIOPTE (I CaMOCTOSITENIBHOTO W3YYEHHS).
KynbTypa oOuieHns pykoBOAMTENs Ha MPENNPUITUN CepBHCca Ha TpaHcmopTe (AJis
CaMOCTOSITEJIBHOTO ~ M3y4eHHsd).  PykoBoauTenb W KOJUIEKTHB (IS
CaMOCTOSITEJIBHOTO M3Y4EHHs). ABTOPUTET PYKOBOAMTENS HA MPEIIPUATUN
cepBUCa Ha TpaHCHoOpTe (UIsI CaMOCTOSTENBHOIO W3ydyeHus). Peanmsanus
OpPraHMU3aTOPCKOr0 YIPaBICHYECKOIO KOMIUIEKCA B JEATEIBHOCTH PYKOBOIUTENS HA
IPEANPUATAN CEpBHCA HA TpaHCHOpTe (11 CaMOCTOSATEIBHOTO H3y4YEHUs).
BeinosiHeHWEe  pYKOBOJAMWTENIEM  pOJIM  MHTErparopa-koopauHaropa (Ui
CaMOCTOSITEJILHOTO M3y4yeHus). Peamm3anust B ynpaBiIeHUYECKON AESITEIBHOCTH POJIH
KOMMYHHUKaTOpa (Il CamMOCTOSTENbHOro wu3ydeHus). DeHoMeH JmaepcrBa B
CUCTEME MEXIIMYHOCTHBIX OTHOIIEHHWH (11 CaMOCTOSITENIBHOIO U3ydeHus). BroacTte
U JUAEepCTBO (I  CaMOCTOATENBHOro u3ydeHus). IIpouHocTe Biactu B
COBPEMEHHBIX OpraHM3alMsIX Ha MNPEANpPUATHAX CEpBUCAa HA TpaHCHOPTE (I
CaMOCTOSITEJILHOTO ~ M3y4yeHus). Teopunm W cTwiM  JugepcrBa (s
CaMOCTOSITEJILHOTO ~ M3y4d€HHUs). MeTolbl yOpaBIE€HHS CBOMM  BPEMEHEM,
BBICTPAaUBAHUA W PEANM3ALNUHA TPACKTOPUU CAMOPA3BUTHA HA OCHOBE INPUHLIMIIOB
oOpa3oBaHHs B TEYEHUE BCEH IKU3HM C YYETOM IICUXOJOTMYECKHX U
COLIMOJIOTMYECKUX 3HAHWW TMpolecca yhnpasieHus (ISl CaMOCTOSTEIbHOIO
u3ydyeHus). Meroasl ynpaBlIeHHs] CBOUM BpEMEHEM, (DOPMUPOBAHMS TPAECKTOPUHU
CaMOPa3BUTHSA C YYETOM IICHUXOJIOTUYECKUX U COLIMOJIOTMYECKUX 3HAHUU ITpolecca

yrpaBiaeHuss  (IUIsI  CaMOCTOSATEIBHOTO  M3Y4eHHs). METOasl  pealln3aiuu
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TPAaCKTOPUU CaMOPA3BUTHSI HA OCHOBE MPHUHIIUMIIOB CaMOOOpPAa30BaHUSI C y4ETOM
MICUXOJIOTHYECKUX M COLMOJIOTMYECKUX 3HAHHMW TIporecca ymnpaBiaeHUs (ais
CaMOCTOSATEIBHOTO U3YUYECHUS ). Mexanusm PUMEHEHHUS
KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHMM B  CEPBUCHOM  JEATENIBHOCTH  Ha
TPaHCIIOPTE B YCIOBHUSIX B3aUMOJEHUCTBUS C TMOTPEOUTEISIMU, B TOM YHCIIEC
WHTEPHET-TIPOJABUKEHUS YCIAYT C YYETOM TCHUXOJIOTHYECKUX U COI[MOJIOTMYECKUX
3HaHUW Tpolecca yIpaBiieHHus (IUIT CaMOCTOSTCIIBHOIO H3ydeHHUs). MeTosl
pa3pabOTKH CHUCTEMbI KJIMEHTCKUX OTHOIICHWM M OpraHu3aluu Mpolecca
o0cITy>)kuBaHMs MOTpeOUTENed Ha OCHOBE MPUMEHEHHUS 3aKOHOAATEIbHBIX aKTOB U
IPaBOBBIX HOPM (st CaMOCTOSITEITLHOTO M3YyUYCHHUS). Mertonsl
COBEPIICHCTBOBAHUSI ~ CHUCTEMbl  KIMEHTCKUX  OTHOIICHHMHM B  CEPBUCHOM
JIESATeIbHOCTH Ha TPAHCIIOPTE C MCIOJIb30BAaHUEM MHTEPHET-TEXHOJIOTHH C y4eTOM
MCUXOJIOTUYECKUX U COIMOJOTHYCCKUX 3HAHWW Tporecca yrpaBieHus (s
CaMOCTOSITEJILHOTO HW3Y4YeHHUsI). AJITOPUTM BbIOOpAa MaTEpUANIBHBIX PECYPCOB,
o0opyAOBaHUs ISl OCYHIECTBIIEHUS IMpoOIlecca CEpPBUCA, METOJbI MEPErOBOPOB C
KIIMEHTaMH  TI0  TPETEH3MOHHBIM  CJIydasM U ONPEACIICHUS  MPUYUHBI
BO3HMKHOBEHHUSI TPETCH3UM C Yy4EeTOM IICUXOJIOTHYECKUX U COILMOJOTHYECKUX
3HaHUW Tpolecca yrpaBieHus (1T CaMOCTOSTEIIBHOIO HU3ydeHHus). MeTosl
pa3pabOTKM W  MCIOJIb30BAHHMS  THUIOBBIX  TEXHOJOTMYECKUX  MPOIIECCOB,
dbopMupoBaHUsT W BHEJIPEHUS KOPIOPATUBHBIX CTAHJAAPTOB U PETJIaMEHTOB
IPOIIECCOB OOCIIyKMBaHUS TOTpEOUTENle Ha TpaHCHOPTE, B3aUMOJEUCTBHS C
KJIMEHTaMU TI0 OpraHM3alliy Ipoliecca OOCIyXUBaHUA TMoTpeduteneit B cdepe
rOCTEIIPUMMCTBA C YYETOM IICHXOJIOTMYECKHMX M COIIMOJIOTMYECKUX 3HAHUU
npolecca yrnpaBlieHus (ISl CaMOCTOSITEIbHOTO U3yUYEeHHUS ).

Tema 7. D¢dekTUBHOCTD M KOHKYPEHTOCIOCOOHOCTH COBpPEMEHHBbIX
OpraHM3auMil HA TPAHCIIOPTeE

Mogenn opranuzammii. XapakTep OpraHu3allMOHHBIX W3MEHEHWHA W €ro
IMAarHOCTUKAa Ha TPEANpHUSITHH cepBHca Ha TpaHcnopTe. O(PPeKTHBHOCTH
YIIPaBJICHUSI HA MNPEANPUITHH cepBUCAa Ha TpaHcropTe. CUcTeMHbIN noaxon (AJis
CaMOCTOSITEIbHOTO  K3ydeHHs1)). (OCHOBHOE NPOTHBOPEUME  YIPABICHHUS  Ha
MpEeAnpUsATAN cepBUca Ha TpaHcnopre. llcuxonmormueckne 3aKOHbI YIPaBICHUS HA
MPEeANPUATAN CepBUCa B cepe TpaHCIOpTa: 3aKOH HEOIPEIECTIEHHOCTH OTKIIMKA,
3aKOH HEaJIEKBATHOCTU B3aMMHOI'O BOCHPUSTHSA, 3aKOH HEAJEKBATHOCTH CaMOOLIECHKH,
3aKOH HCKaxeHUs: uHopmanmu. KonmuecTBeHHbIE OIGHKHM 3aKOHOMEPHOCTEH
TPYIOBOM JIEATEILHOCTA Ha TpaHcnopte. EAMHCTBO CTaTMKU UM JTUHAMHUKHA
OpraHM3allid Ha OPEeANpPUSITHU CEepBUCAa HA TPAHCIOPTE (IJs CaMOCTOSITEJILHOTO
uzydenus). JledhopmupoBanue uHpOpMaAImU (1T CAMOCTOATEIHLHOTO H3yUYCHUS).
[enu 6usHEca (7151 CaMOCTOSITENIFHOTO U3Y4YeHHs ). POJIb COIMOIOTHY M TICHXOJIOTHH
Ha NOpEeANpUsITUU CEepBUCAa HA TpaHCHOpTe (AJI1 CaMOCTOSITEIbHOIO U3YUYEHHS).
O} PeKTUBHOCT, COBPEMEHHON OpraHu3ali Ha NOPEANpUsITAU CepBHCA Ha
TpaHCHOpTe (ISl CaMOCTOSATENBbHOTO U3Yy4YeHHUs ). YBenuueHue 3PEHEeKTUBHOCTU
paboThI YJICHOB KOMAaH/Ibl (st CaMOCTOSITEIILHOTO U3YUYCHHUS).
KoHKypeHTOCIIOCOOHOCTh COBPEMEHHOW CEPBUCHOM OpraHu3ali Ha TPAaHCIOPTE

(mg  caMOCTOATENIBHOTO  M3Yy4eHUs).  YCIOBUSL  KOHKYPEHTOCIIOCOOHOCTH
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OpraHu3alid CepBUCa Ha TPaHCHOpPTE, B TOM 4YHucie B cdepe BO3AYLIHOTO
TpaHcmopTa (I CaMOCTOSTENBHOTO HU3y4eHMs). PyKOBOJICTBO JIIOJbMH: HOBBIE
MOAXOAbl B  yHpaBleHUMH (AJI1 CAMOCTOSITENIBHOIO H3yudeHus). TpyaHocTH
YIOPaBICHUS COBPEMEHHBIMU OpraHM3alUsIMM Ha MNPEANPUATHM CEPBUCA HA
TpaHcnopTe (A1 caMOCTOSTENbHOrO u3ydeHus). Wrpa B JeMOKpaTHIO B
OpraHu3alysx (s CaMOCTOSITEIbHOTO U3y4eHus ). bropokpatus B yrpasieHuu (s
CaMOCTOSATEIBHOr0 M3ydeHus). OTHOLIEHU C KOHKYPEHTaMH Ha TpaHcmopTe (s
CaMOCTOSATEIbHOTr0 HU3y4yeHHs1). OCHOBHbIE TPU3HAKKM WHHOBAllMM B O00JacTH
OpraHu3alMuyd M YHOpaBieHus (I camMoCTOSTEeNbHOro u3ydeHus). CouuanbHas
Opuposia  YNPABICHUYECKMX WMHHOBAIMA (711  CaMOCTOSITENIBHOTO  HM3y4YE€HUs).
VYnpasneHue HOBOBBE/ICHUSIMU (st CaMOCTOSITEIbHOTO U3Yy4YeHUs).
Conunonornyecknii NOAXOA K YIIPABJIECHUYECKUM HOBOBBEICHHMAM Ha MPEANPUSATUN
cepBUca Ha TpaHcHopTe (ISl CAaMOCTOSITENIBHOIO HW3Y4YeHUs). YIpaBieHUe
U3MEHEHUSIMU Ha TIPEANPUATHN CEpBUCA HA TPAHCHOPTE (ISl CAaMOCTOSITENBHOTO
u3ydeHus). Mojienu CTpyKTYpHBIX U3MEHEHUH Ha MpEeANpUATHU cepBUca B cdepe
TpaHcmopTa (11 CaMOCTOSITEIBHOTO  H3y4deHHs). bapbepbl B  JABHKEHUU
uHQoOpMalMK (11 caMOCTOSITENIbHOTO — M3ydeHus). Ornenka 3¢pdeKTUBHOCTH
JEATETbHOCTH OpPraHU3aly U YIIPaBJICHUS HA MPEAIPUSATAN CEPBUCA HA TPAHCIOPTE
(7t caMOCTOATENBHOTO HM3YyYEHHMs ). YTpaBlIEeHUYECKas: MO3MIIMS PYKOBOJIUTENS Ha
OpeNNpusiTAd  cepBHca Ha  TpaHcropre W ee  ddextuBHOCTH (s
CaMOCTOSITEJILHOTO ~ M3y4deHHs). MeToapl  yNpaBlIE€HHS] CBOMM  BpPEMEHEM,
BBICTPAaUBaHMS U peajii3aliid TPACKTOPUU CaMOPA3BUTUS HA OCHOBE IMPHHIUIIOB
oOpa3oBaHHs B TEUYEHUE BCEH IKU3HU C YUYETOM TICUXOJOTUYECKUX U
COIIMOJIOTMYECKUX 3HAHWW Tpolecca yOpaBieHUd (A7 CaMOCTOSITENIBHOTO
u3ydeHus). Meroapl ynpaBlieHUs CBOMM BpeMeHeM, (DOPMHUPOBAHUS TPACKTOPHUH
CaMOpPa3BUTHS C YUETOM MCUXOJIOTMYECKUX U COLMOJIOTMYECKUX 3HAHUM Tpoliecca
yrnpaBieHuss (A1 CaMOCTOSTEIBHOTO — M3y4deHHs). MeToapl  peaau3aiuu
TPACKTOPUM CaMOPA3BUTHUSI HAa OCHOBE MPHUHIIMIIOB CaMOOOpPA30BaHUS C YYETOM
MICUXOJOTMYSCKUX M COLMOJOTHYECKUX 3HAHUHM mpoliecca yrpaBieHus (s
CaMOCTOSITEIbHOTO U3YYEHUS). Mexanusm IPUMEHEHUS
KIINEHTOOPUEHTUPOBAHHBIX TEXHOJOTMM B  CEPBUCHOM  JEATEIBHOCTH  Ha
TPAHCIOPTE B YCJIOBHUSAX B3aMMOJEHUCTBHS C MOTPEOUTENSIMU, B TOM YHCIIE
MHTEPHET-IIPOABUKEHHUS YCIYT C y4ETOM IICHXOJIOTMYECKUX U COLMOJIOTHMYECKUX
3HAHWH TMporecca ympaBieHus (IUIsI caMOCTOATENBHOTO H3Yy4YeHHS). MeTo.bl
pa3pabOTKU CHUCTEMbl KJIMEHTCKMX OTHOLIEHUH W OpraHu3aluu Ipolecca
o0CITy>)KMBaHMsI TOTpEOUTENCH Ha OCHOBE MPUMEHEHHS 3aKOHOAATEIbHBIX aKTOB U
MPaBOBBIX HOpM (st CaMOCTOSITEIILHOTO U3Y4YEHUS). Mertoner
COBEPIICHCTBOBAHUS  CHUCTEMBI  KIMEHTCKAX OTHOLIEHHMW B  CEPBUCHOM
JEATEIIBHOCTH Ha TPAHCIIOPTE ¢ MUCIOJB30BAHUEM MHTEPHET-TEXHOJIOTMH C y4ETOM
NICUXOJIOTHUECKUX ¥ COLMOJIOTMYECKUX 3HaHUM Tmpolrecca ynpasieHus (uis
CaMOCTOSITEJILHOTO M3y4Y€HHs). AJNFOPUTM BBIOOpAa MaTepHAIBHBIX PECYPCOB,
o0opyAOBaHUs ISl OCYLIECTBJIIEHUS IpoOLlEcca CEPBUCA, METOABI IEPErOBOPOB C
KJIMEHTAMM [0 NPETEH3MOHHBIM  CIy4assM W OINPEACIICHUS  [PUYHUHBI
BO3HUMKHOBEHHUS NPETEH3UM C YYETOM IICHUXOJIOTMYECKUX U COLIMOJIOTMYECKHUX

3HaHWW TIporecca YIpaBJIeHHs (1T CaMOCTOSITCIIBHOTO W3y4YeHHUs). MeTosl
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pa3pabOTKM W  WCIOJB30BAaHUS  THUIIOBBIX  TEXHOJOTHYECKHUX  IPOIIECCOB,
dbopMHUpOBaHUS W BHEIPCHHUS KOPIMOPATHBHBIX CTAHIAPTOB W PETJIAMCHTOB
MIPOIIECCOB OOCIYy)XMBaHHsSI TOTpeOUTENEe Ha TpaHCHOPTE, B3aWMOJACHUCTBUS C
KJIIMEHTaMU 10 OpraHM3alluM Tpoliecca oOCIyXKUBaHUS TOTpeduTtenei B cdepe
TOCTEIIPUUMCTBA C YYETOM IICHXOJIOTHYECKUX M COITMOJIOTMYECKHX 3HAHUU
mporecca ynpaBieHus (1715 CaMOCTOSITETLHOTO H3YUYCHHS).

Tema 8. OprannzanmoHHasi KyJbTypa KaK COUMATbHO-TICHXO0JOTHYeCKAs
npoodJieMa Ha NPEeANPUATHH CEPBHCA HA TPAHCIIOPTE

ITonsarue OpraHU3alMOHHON KYJIBTYpBI. OcHoOBHBIE DIIEMEHTHI
OpPraHM3alMOHHON KyJIbTYpbl Ha NPEANPUITHH CEPBUCAa HA TPAHCHOPTE. YCBOEHHE
paOOTHUKAaMHM TPENNpUsTUS cepBUca B cdepe TpaHCIOPTa OpraHU3aAUMOHHON
KyJabTypbl. COXpaHeHHWE M BOCIPOM3BOJICTBO OPraHU3AIMOHHOW KyJbTYpbl (s
CaMOCTOSATEILHOTO  M3yueHus). Poab  pykoBoautenss B (OPMHPOBAHUM
OpPraHu3allMOHHOM KYJIBTYpbl Ha MPEANpUSITHM CEpBHCAa Ha TpaHCHopTe (s
CaMOCTOSITEJIbHOTO M3y4Y€HHUs). THUIONOTHS OpPraHU3aAIMOHHON KYJIBTYphl (7151
CaMOCTOSITEJILHOTO ~ M3Yy4YeHHus). Meroauka  JAMAarHOCTUKM W Pa3BUTHS
OpPraHu3allMOHHOM KyJIBTYpbl Ha MPEANPUSITHH CEpBHCAa Ha TpaHCIOpTe (s
CaMOCTOSITEJILHOTO M3y4eHHUsI). 3araiHasi U pOCCUICKas OpraHu3aloHHas KyJabTypa
(mmst camocrtosiTenbHOr0  W3yuyeHus). OpraHuzalMoHHass —marosorust  (ass
CaMOCTOSITEJILHOTO ~ M3y4eHHs).  YHOpaeinsieMocTb  (MJIsI  CaMOCTOSITEIBbHOTO
u3yuyeHus). Meroasl ynpaBi€HUsT CBOUM BPEMEHEM, BBICTPAaUBAaHUS U peaIU3alUN
TPACKTOPUU CaMOPA3BUTHUSI HAa OCHOBE NMPUHIIUIIOB 00pa30BaHUA B TECUCHHE BCE
KU3HM C YYETOM IICUXOJIOTMYECKMX M COILMOJIOTMYECKUX 3HAaHMUI Ipouecca
yhapaBiaeHus: (I CaMOCTOSITEJIbHOIO H3y4deHHs). MeToabl yIpaBl€HHUS CBOUM
BPEMEHEM, dbopMHUpOBaHUS  TPACKTOPHUH caMOpa3BUTUS C  y4yeToM
MICUXOJOTMYSCKUX M COLMOJOTHYECKUX 3HAHUHM mpoliecca yrpaBieHus (s
CaMOCTOSITEJILHOTO M3Yy4YeHUs). MeToabl pealn3alud TPAEKTOPUU CaMOPA3BUTHS
HAa OCHOBE TMPHUHIMUIIOB C€aMOOOpa30BaHMs C YYETOM TICUXOJOTUYECKUX U
COITMOJIOTMYCCKUX 3HAHWK mpolecca yhpaBieHHs (A1 CaMOCTOSTEIBLHOTO
u3ydeHus). MexaHu3sM TNPUMEHEHUS! KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHM B
CEPBUCHON JEATEIBHOCTH HAa TPAHCIOPTE B YCIOBUAX B3aUMOJACHCTBUS C
noTpeOUTeNsIMM, B TOM 4YHCIIE€ HMHTEPHET-TIPOJBUKEHHUS YCIYr C Yy4eTOM
NICHXOJIOTHYECKUX ¥ COLMOJIOTMYECKUX 3HAaHUM mpolrecca ynpasieHus (s
CaMOCTOSITEILHOTO M3yueHus). MeToapl pa3pabOTKU CHCTEMBbl KIMEHTCKHUX
OTHOILIEHUIN M OpraHu3aluy Mpolecca OOCIyKUBaHUS MOTpeOUTENeii Ha OCHOBE
MPUMEHEHUS 3aKOHOJIATSIbHBIX aKTOB M MPABOBBIX HOPM (ISl CAMOCTOSTEIIBHOTO
n3y4eHus1). MeToJpl COBEPIIEHCTBOBAHMS CHUCTEMBI KIMEHTCKHX OTHOILIEHHUH B
CEPBUCHOM JCATEIBHOCTM Ha TPAHCIIOPTE C HCMOJIb30BAHUEM HWHTEPHET-
TEXHOJIOTMM C y4E€TOM IICUXOJOTHYECKUX M COLMOJIOTMYECKUX 3HAHUU Ipolecca
yrnpasiaeHuss (IS CaMOCTOSITENILHOTO — W3y4YeHHWs).  AJNropuT™M  BhIOOpa
MaTepHaJIbHBIX PECYpCOB, 000PYAOBaHMS ISl OCYIIECTBIEHUS MPoliecca CepBuUCa,
METOJbI IEPETOBOPOB € KIMEHTAMU I10 NPETEH3NOHHBIM CIIy4asiM U ONpPEIECICHUS
IIPUYMHBI  BO3HUKHOBEHUS INPETEH3HMM C  yY4ETOM  IICHUXOJOTHUYECKUX H

COLIMOJIOTMYECKUX 3HAHHMW TIpolecca yhpaBieHHs (i1 CaMOCTOSITSIBHOTO
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u3ydeHus). Metonsl pa3pabOTKU U HCTIOJIB30BAaHUS THUIMOBBIX TEXHOJOTHYECKUX
npoIeccoB, (OPMUPOBAHWS U BHEIPEHHUS KOPIOPATUBHBIX CTaHIAPTOB U
pEerJamMeHTOB MPOIECCOB  OOCTY)KMBaHUsA TMOTpeOUTEeNell Ha  TpaHCHOPTE,
B3aMMOJACHCTBHS C KIMEHTaMHU TI0 OpTraHU3allMu TMpolecca O0OCTyKUBaHUS
notpebuteneir B cdepe TOCTENPUUMCTBA C YYETOM [ICUXOJIOTHYECKUX U
COLIMOJIOTUYECKUX 3HAHMWA TMpollecca yHpaBiIeHHUs (A1 CaMOCTOSTEIBHOTO
U3YUYEHUS).

Tema 9. ConMajJbHO-ICHUXOJIOTHYECKHE OCOOCHHOCTH YIPABJICHHUS
MEePCOHAJIOM HA NMpeNPUSITHN CEPBUCA HA TPAHCIIOPTE

[IpoOnema kaapoB B yNpaBi€HUM HA MPEANPHUATHU CEpBUCA HA TPAHCIOPTE.
N3yuenne  couuanbHOM  MOTPEOHOCTHM B MPO(GECCHOHATBHOM  MOATOTOBKE
YIIPABJICHYECKUX KaJIpoB — (DYHKIIMS COLMONOTMM yrnpasieHus. KagpoBas nmonurtuka
Ha TPENPUSTUU CepBHCAa Ha TPAHCIOPTE B YCIOBHSX pbiHKA. KagpoBbie Ciry:xObl U
UX OCHOBHbIE (YHKIMM Ha TNPEANPUATHH CEepBUCAa Ha TpaHCHopTe (s
CaMOCTOSITEJILHOTO M3y4eHHUs1). Poib MeHemkepoB MEpBUYHOTO YpPOBHSI B paboTe ¢
KaJpamMH Ha TPEANpUsITUU cepBUca B cepe TpaHcmopTa (A1 caMOCTOSATEIHHOTO
u3yueHus). M3yueHMe M OLIEHKAa IepcoHajga Ha MPEANpUsTUA CEpBHCAa Ha
TpaHCHOpTe (IJIs1 caMoCTOsATENbHOr0 Hu3ydeHus). OTOOp M mMpueM mepcoHaja Ha
OpEeNNpUsTAN CepBUCAa Ha TpaHCHOpTe (UIsI CaMOCTOATENBHOTO H3y4YEHUS).
[lpoienypa mpuema u mpodecCHOHATBFHON OpUEHTAllMM HOBBIX PAaOOTHHUKOB Ha
OPEeNNpUsTAU CepBHCA Ha TpaHCHoOpTe (UIsI CaMOCTOATENBHOTO H3y4YEHUS).
Cucrema ajmanTanuy NEpCcOHaNa Ha MPEAIPHUATHU CEpBHCAa HAa TpaHCHoOpTe (s
CaMOCTOSATEIHLHOTO U3ydeHus). O0ydeHre v MOoBbIIleHHE KBaT(UKAIUN PAOOTHUKOB
Y MEHEIKEPOB Ha MPEINPUATHH CEPBUCA HA TPAHCHOPTE (IJI1 CaMOCTOSITEIBHOTO
nu3yuyeHus). OCHOBHbIE MPHUHILMIIBI YIPABICHUS NIEPCOHATIOM Ha MPENIPUSATUN
cepBUCa HAa TPAHCIOPTE (M1 CAMOCTOATENBHOrO u3ydeHus). Cucrema OLIEHKH
JIEJIOBBIX M JINYHOCTHBIX KAYECTB MEPCOHAJIA YIPABIICHUSI HA MPEINPUATUH CEPBUCA
Ha TpaHcHopre (M1 CcaMOCTOATENbHOrO u3yudeHus). becena, TectupoBanue,
SKCIEPTHHIE OLICHKH, [EJOBbIE UIPbl (I CaMOCTOSATEIBbHOIO H3Y4YEHUs).
Pe3ynpTaTMBHOCTE TpyJda IEpCOHAA YNPABJICHUS Ha NPEINPUATUM CEpBUCA Ha
TpaHCcIopTe (sl CaMOCTOSITEIbHOTO M3y4yeHUs). TpeGoBaHUS K MEHEIKepy s
€ro pocTa Ha MNPEAIPHUATHH CEpBHCA HAa TPAaHCHOPTE (I CaMOCTOSTEIBHOIO
nu3zydenus). [naHupoBaHne kapbepbl Ha MPEANPUATHH CEPBUCA HA TpaHCHopTe (s
CaMOCTOSITEJILHOTO M3Y4YE€HUs). YTIpaBJICHUE JEJOBOM Kapbepol IEepcoHalla Ha
NPEANPUATAN CEpBHCA HA TpaHCHoOpTe (ISl CaMOCTOSATEIBHOIO H3y4YEHHS).
Beryruienne B TOIDKHOCTE  (JUIE CAMOCTOSITENIBHOIO — M3y4eHHMs). Meroasl
VIOPABJIEHHS CBOMM BPEMEHEM, BBICTPAUBAHUS M pEATU3ALMH TPACKTOPUHU
caMOpa3BUTHUSl HAa OCHOBE MPHUHIMIIOB OOpa30BaHUS B TEUCHHE BCEH JKU3HHU C
Y4ETOM IICHUXOJIOTHYECKHMX M COLMOJIOTMYECKMX 3HAHMM IpoLecca yIpaBICHUs
(11 caMOCTOATENBHOTO MU3Yy4eHHs). MeToabl yNpaBi€HHS CBOMM BPEMEHEM,
(opMHUpOBaHUS TPACKTOPUU CAMOPA3BUTHSA C YYETOM IICUXOJOTHYECKUX U
COIIMOJIOTMYECKUX 3HAHWK TMpolecca yhpaBleHHs (s CaMOCTOSTEIBLHOTO
u3ydeHus1). Meroabl peanu3alud  TPACKTOPUM CaMOpPa3BUTHS Ha OCHOBE
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3HAHUW TIpolecca ynpaBiaeHUs (A1 CaMOCTOSATEIBHOIO M3y4deHHs). MeXaHU3M
MPUMEHEHUST KIIMEHTOOPUECHTUPOBAHHBIX TEXHOJIOTHUH B CEPBUCHOM JESITCIHBHOCTH
Ha TPAHCIOPTE B YCIOBHSIX B3aUMOJCHCTBHUS C TOTPEOUTEIISIMH, B TOM YHCIIC
WHTEPHET-TMPOJABIKCHUS YCIYT C YYETOM TICHUXOJOTHYCCKUX M COITUOJIOTHYECKHX
3HaHUW Tpolecca yIpaBieHHs (1T CaMOCTOSTCIIBHOIO HW3y4YeHHUs). MeTosl
pa3pabOTKM CHCTEMBl KJIMCHTCKUX OTHOIICHWA W OpraHW3allid Tpolecca
oOcy)KUBaHHsI TOTpeOHUTENeH Ha OCHOBE MPUMEHEHHUS 3aKOHOIATEIbHBIX aKTOB H
MIPaBOBBIX HOPM (st CaMOCTOSITEIILHOTO U3YUYCHUS). MeTtobt
COBEPIIICHCTBOBAHUS  CHCTEMbl  KIIMGHTCKMX  OTHOIICHWH B  CEPBUCHOM
JESATEIBPHOCTH HA TPAHCIIOPTE C UCIIOIb30BAHUEM MHTEPHET-TEXHOJIOTHH C YICTOM
MCUXOJIOTUYECKUX W COIMOJOTHYECKUX 3HAHWUU Tmporecca yrpaBieHus (s
CaMOCTOSITCJILHOTO HM3y4YCHHUs). AJNTOPUTM BBIOOpA MaTEpPHAIBHBIX PECYPCOB,
00OpyIOBaHUS IS OCYIIECTBICHHS IPOIECCa CEPBUCA, METOIBI MEPETOBOPOB C
KIUEHTAMU TI0  TMPETEH3WOHHBIM  CIIy4asM U ONPEACICHHS  NPHYUHBI
BO3HUKHOBCHHUS TPETECH3MH C YYETOM IICUXOJOTHYCCKUX M COIMOJOTHYCCKHUX
3HaHUW Tpolecca yrpaBieHus (IIT CaMOCTOSTEIIBHOIO HW3ydeHHus). MeTosl
pa3pabOTKM W  HWCIOJIB30BAaHUS  THUIIOBBIX  TEXHOJOTHYECKHUX  IPOIIECCOB,
GbopMHUpOBaHUS ¥ BHEJIPCHHUS KOPIOPATHBHBIX CTAHIAPTOB W PErVIAMCHTOB
IPOIIECCOB OOCITy)KMBaHUS TOTPEOUTENIe Ha TpaHCTIOPTE, B3aUMOJCHCTBUS C
KJIMEHTaMH TI0 OpraHuU3alluM Tpoliecca oOcIyXuBaHMs TOTpebuTteneir B cdepe
TOCTETIPUUMCTBA C YYE€TOM TICUXOJIOTHUYECKUX U COIMOJIOTHYECKUX 3HAHUU
nporiecca yrpaBIeHUs (sl CAMOCTOSATETFHOTO U3YYCHHUS).

Tema 10. ConuajJbHO-TICUX0JIOTHYECKHE  OCHOBBI NPUHSATHUS
ylpaBJjeH4YeCKMX pellleHHil Ha MpeInpPpUsATHH CepPBUCAa HA TPAHCIIOPTe

CyIlHOCT, M CONIEpKAHUE YIPABICHYECKUX PEIICHUH Ha MpPeaIpHsITHH
cepBuca Ha TpaHcrnopre. OCOOCHHOCTH pEIICHUH B COIMAIBHOM YIPAaBICHUH Ha
OPENNpUsiTAM  CEepBHCAa HA  TPAHCIOPTE:  COLMAlbHAs  HAINPaBJICHHOCTH,
00513aTETTHLHOCTD y4eTa COLUAITEHBIX MOCJIE/ICTBUH, MHOTO(haKTOpHas
00YCIIOBIEHHOCTh, aTbTEPHATUBHOCTh. Crenuurka yrIpaBIeHUYECKOTO PEIICHUs U
BUIbl YIOPABICHUECKUX 3a/a4 Ha MPEANPUSATAA CEpPBUCA HA TPAHCIOPTE.
OcCoOeHHOCTH CTpaTerwii M TAaKTUK PEIICHUS 3a7ad YIpaBICHUs Ha TPEINPUSTUU
cepBUCa Ha TpaHCHOPTE (IJIs CAMOCTOSTENBHOrO H3y4deHus). HayuHble OCHOBBI
MIPUHATHUS YIIPABICHYECKUX PEUICHUI HA MPENPUATUH CEPBUCA HA TPAHCTIOPTE (1115
CaMOCTOSITEJILHOTO M3y4yeHHUs1). BUbl yrpaBlieHYeCKUX pEIICHUN Ha MPpEeanpUsiTUd
cepBUCca Ha TpaHcmopTe (M1 CaMOCTOSATENbHOro wu3yueHus). TpedoBaHus,
MPEIbSBISIEMbIE K YIPABICHUECKUM PEIICHUSIM Ha MPEeANpUSITHU CEepBHCA Ha
TpaHCHopTe (IUIs1 CaMOCTOSITENLHOTO M3yueHus ). [1oxoapl K NPUHATHIO pElIeHUi
Ha NOpeANpUsITUM CEepBUCAa HA TpaHCHOpTe (AJI1 CAMOCTOSTEIBbHOIO H3YYEHHS).
MotuBanyss TpUHATHS PELICHUN Ha MPEANpUsTUA CepBHCAa Ha TpaHCHOpTe (s
CaMOCTOSITEILHOTO  u3yueHusi). IlpueMbl MOTHBHUPOBAaHHUSI HCIIOJHUTENEH Ha
NpEANPUSTAN CEpBUCA HA TpaHcmopre (AJIE CaMOCTOSITEILHOIO U3YUYEHHS).
KomnnexktuBHbie perieHus (A1 CaMOCTOATENBHOIO HW3ydeHwus). VHTYyUTUBHBIE U
palMioHalbHbIe  pelieHust (IS caMOCTOSTENbHOro  u3ydyeHus). KauectBo
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TpaHcnopTe (11 CaMOCTOATEIBHOrO H3y4yeHus). D((PEKTUBHOCTh pelIeHUs Ha
OpEeINpUsITUd CepBUCAa HA TpPaHCIOpTe (NI CaMOCTOSATENBHOTO HW3YYCHHS).
MeTop1 ynpaBiIeHusI CBOMM BPEMEHEM, BHICTPAUBAHUS U pealu3allii TPACKTOPHUH
camMOpa3BUTUS HAa OCHOBE MPHUHIMIIOB OOpa30BaHUS B TEUCHHE BCEH JKHU3HH C
YUETOM TICHXOJIOTUYECKUX W COIMOJOTMYECKUX 3HAHWUW Tpolecca YIpaBlICHUs
(1 caMOCTOATENBHOTO W3YyYeHHs). MeToAbl YIpaBICHHUS CBOMM BpPEMEHEM,
GopMUpOBaHUS TPACKTOPUU CAMOPA3BUTUS C YYETOM TICHXOJOTHYECKHX U
COIIMOJIOTMYECKUX 3HAHWK TMpolecca yhpaBleHHs (I CaMOCTOSTEIBLHOTO
U3ydeHus). MeToapl peanu3aliid  TPAeKTOPHUH CaMOpA3BUTHA Ha OCHOBE
MPUHIIUIIOB caMO00pa30BaHMUs C yYETOM ICHXOJOTHYECKHX W COIIHMOJIOTHYECKHUX
3HAHWI Tpolecca ympabieHus: (IUIsi CaMOCTOSITEIBHOTO H3ydeHUs). MexaHu3m
NpUMEHEHUS] KIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHI B CEPBUCHOU NEATEIHHOCTH
Ha TPAHCIOPTE B YCJIOBHSX B3aMMOCHCTBHS C TOTPEOUTETSIMH, B TOM YHCIIE
MHTEPHET-TPOJIBIKEHUST YCIYT C YYETOM ICHXOJOTHYECKUX U COIMOJOTHYECKHIX
3HAHWI Tmporecca ymparieHuss (IUIsI CaMOCTOSTENIBHOTO H3YYCHHUs). MeTobl
pa3pabOTKU CHUCTEMBbI KJIMEHTCKMX OTHOIIEHWH W OpraHu3alyu Ipoiecca
oOCITy)KMBaHHs MOTPEOUTENCH HA OCHOBE MPUMEHEHHSI 3aKOHOIATEIbHBIX aKTOB U
TIPaBOBBIX HOPM (mst CaMOCTOSITEIILHOTO U3YYCHUSA). MeTtos
COBEpIICHCTBOBAHUS ~ CHCTEMBI ~ KJIMEHTCKMX OTHOIICHHH B  CEPBUCHOM
JESTELHOCTH Ha TPAHCTIOPTE C UCTIOIB30BaHUEM WHTEPHET-TEXHOJIOTHI C yU4ETOM
MICUXOJOTMYECKUX M COLMOJOTHYECKUX 3HAaHUM Tmpoliecca yrpaBieHus (s
CaMOCTOSITETTFHOTO HW3YYeHHUs1). ANTOPUTM BBIOOpa MaTepUaIbHBIX PECYpPCOB,
00OpyIOBaHUS IS OCYIIECTBICHHS IPOIECCa CEPBUCA, METOIBI MEPETOBOPOB C
KIMCHTaMd TI0 TPETeH3MOHHBIM  CIIydasM W  OINpPENCJCHHs  MPUIHHBI
BO3HUKHOBEHHUS TPETCH3WH C YYETOM TICUXOJIOTHYECKUX W COIMOJOTHIECKHUX
3HAHWK Tmporecca ymparieHuss (IUIsI CaMOCTOSTENIBHOTO H3Y4eHHUs). MeTobl
pa3pabOTKM W  WCIOJB30BAHWS  THIIOBBIX  TEXHOJOTHYECKHX  IPOIECCOB,
GopMUpOBaHUS W BHEIPCHHS KOPIIOPATUBHBIX CTAaHIAPTOB W PETJIaMEHTOB
IPOIIECCOB OOCITY)KMBaHUS TOTPEOUTENIe Ha TpaHCIOPTE, B3aUMOJCHCTBUS C
KJIMEHTaMH II0 OpraHM3alluM Tpoliecca oOCIyXKHUBaHMS TOTpeduTeneid B cdepe
TOCTEIPUUMCTBA C YYE€TOM IICHUXOJIOTMYECKUX U COLMOJOTMYECKUX 3HaHUU
npolecca yupaBieHus (17151 CaMOCTOSITEIbHOTO U3YUYCHHS).

Tema 11. Konduukrsl B ynpaBjieHUM M CIOCOObI UX pa3pelieHHs] Ha
NpeInpusiTHN CEPBUCA HA TPAHCIIOPTE

[Ipupona u coumansHas poyib KOHGIMKTOB Ha TPEANPHUSATHU CEpBHCA Ha
tparcnopTe. OcoOeHHOCTH KOH(IMKTA KaK THUMA B3aUMOJCHCTBUS HA MPEANPUIATAN
cepsuca B chepe tpancnopra. Konnenmus koHGIHKTHOTO 001mecTBa. OneHKa posu
KOH(JIMKTA B KU3HU OPraHU3aIlUK CEPBUCA HA TPAHCIIOPTE (I CAMOCTOSTEIIHHOTO
n3yueHust). [IpruarHbl UX BOZHUKHOBEHMS HA MPEANPUITHN CEPBUCA HA TPAHCIIOPTE
(mmsa  camoctosiTenbHOro  u3yueHus). Kiaccupukanmuss  koHpaukToB (U1
CaMOCTOSITEILHOTO H3ydeHus). /luHamuka W YpOBHU pa3BUTHUA KOH(JIMKTOB Ha
NpEANpUSTAN CEpBUCA HA TpaHcmopre (A1 CaMOCTOSITEILHOIO U3YUYEHHS).
OMOIMOHAIbHAS BOBJICYEHHOCTh B KOH(IMKT Ha MPEANpPUSITHH CEpBUCA Ha
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CaMOCTOATENBHOT0 U3y4yeHus1). [lcuxonoruueckue Mo3uLIKM CTOPOH KOHMIUKTA (1715
caMoCTOATENbHOr0  u3ydeHus). CyObeKTUBHAas peaJbHOCTh KOH(DIMKTAa Ha
NPEeANpUATAN CEepBHCA HA TpaHCHopTe (IIsI CaMOCTOATENBHOIO H3y4YEHHUS).
Mertoap! yrpapieHus KOHQIUMKTaMU Ha MPEANPUATAN CEpPBUCA HAa TpaHcnopTe (s
CaMOCTOSATEBbHOTO U3y4yeHus1). DopMbl MPOU3BOJACTBEHHBIX KOH(IIMKTOB Ha
NpEeANpUATAN CEepBHCA HA TpaHCHopTe (sl CaMOCTOSTENBbHOIO H3y4YEHHUs).
CylmHOCTh  KOHQUIMKTHBIX ~ CUTyallMd B  CEpBUCHBIX  oOpraHuzauusx (A
CaMOCTOSATEIBHOTO M3y4yeHUs1). TuIlbl moBeeHHs oAl B KOH(DIMKTHON CUTyaluu
Ha MpEeJNpUsITHH CEpBUCA HA TpPaHCHOPTE (ISl CaMOCTOATEIBLHOTO M3y4YEHUS).
CriocoObl ¥ mpaBuiia paspelieHus KOH(PJIMKTOB Ha NPEANPUSATAM CepBUCa Ha
TpaHCcoOpTe (IJIs1 CaMOCTOSITEIBHOTO H3y4YeHHUs). JeCTpYKTUBHBIE IOCIEICTBHS
ATOLIEHTPUYHBIX MPEACTABICHUN 0 KOHGIMKTE (AJI1 CAMOCTOATEIBLHOTO M3yYEHHUS).
«3actpeBaHne» B KOH(IIMKTE KakK MPEANOChUIKA MepepacTaHuss KOHPIMKTa B KPU3HC
(nnst camoctodTenbHOro wusydeHus). IlpaBuna moBefeHHUsT B KOH(IIMKTE Ha
OpEeNNpUsiTAU CepBUCAa Ha TpaHCHopTe (UIsI CaMOCTOATENBHOTO H3y4YeHUS).
Mertonbl ynpaBiieHUss CBOMM BPEMEHEM, BHICTPAUBAHUS U PEATH3alMU TPACKTOPHUH
CaMOpa3BUTHUSI HA OCHOBE MPHUHIMUIIOB 00pa3oBaHUS B TEUEHHUE BCEH KU3ZHU C
Y4ETOM TICHXOJIOTMYECKHX W COILMOJIOTMYECKUX 3HAaHUW Tpoliecca YNpaBlIeHUs
(It caMOCTOATENBHOTO M3Y4eHHs). MeTOoJsl yIpaBJICHHs CBOMM BpEMEHEM,
dbopMHUpOBaHUS TPACKTOPUU CAMOPA3BUTHS C YUYETOM TICUXOJOTHYECKUX W
COIIMOJIOTHYECKUX 3HAHWHA Tpolecca yHpaBieHUs (M  CaMOCTOSTEIBHOTO
u3ydeHus). MeTronpl peanu3allid  TPAacKTOPUU CaMOpa3BUTHUS HAa OCHOBE
INPUHIUIIOB CaMOOOpa30BaHUs C yYETOM IICUXOJOTMYECKUX U COLMOJIOTHYECKHUX
3HAHMW Tpolecca yIpaBlieHHUs (1 CaMOCTOATENFHOTO W3y4eHHWs). MexaHu3m
PUMEHEHUS KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHI B CEPBUCHOU JEATEIBHOCTH
Ha TPAHCIOPTE B YCJIOBHUAX B3aUMOAEHCTBUSI C MOTPEOUTENSIMU, B TOM YHUCIE
MHTEPHET-IIPOJIBMIKEHHSI YCIYI C YY4E€TOM IICUXOJIOTMYECKUX M COLMOJOTMYECKHX
3HAHHMW TIpolecca YNpaBICHUS (11 CaMOCTOSTEIBHOTO HW3Y4YeHHs). MeTombl
pa3pabOTKH CHUCTEMbl KJIMEHTCKMX OTHOLIEHHWH W OpraHu3aluu Ipoliecca
oOcCiTy’)KMBaHMsI MOTpeOUTENCH Ha OCHOBE MPUMEHEHUS 3aKOHOATEIbHBIX aKTOB U
IIPaBOBBIX HOpM (st CaMOCTOSTEIBHOTO U3Y4YEHUS). MeTtonbl
COBEpPIIEHCTBOBAHUS  CHCTEMBl  KIMEHTCKMX OTHOUIEHHMI B  CEPBUCHOMU
JEATENBHOCTH HA TPAHCIIOPTE C UCIIOJIb30BAHUEM MHTEPHET-TEXHOJIOTHH C YUYETOM
NICHXOJIOTHYECKUX ¥ COLMOJIOTMYECKUX 3HAaHUM mpolrecca ymnpasieHus (s
CaMOCTOSITEJIPHOTO H3Y4€HHs). AJTOpPUTM BbIOOpa MaTepUaibHBIX PECYpPCOB,
00OpyI0BaHUs Ui OCYLIECTBJICHUS IpOIIEcca CEpBUCA, METOIbI MEPErOBOPOB C
KJIIMEHTaMd 10 MPETEH3UOHHBIM  CIOy4yassM W ONPEIEICHUS  NPUYHMHBI
BO3HUKHOBEHUS MPETEH3Ul € YYETOM IICUXOJOTMYECKHX M COLMOJOTMYECKHX
3HAHWI TMporecca ympaBieHus (IUIsI caMOCTOATENBHOTO H3Y4eHHUs). MeTosl
pa3padOTKM W HWCIOJIB30BAaHUS  THUIIOBBIX  TEXHOJOTMYECKHUX  IPOLIECCOB,
(opMHpOBaHUS M BHEAPEHHUS KOPHNOPATHBHBIX CTAHJAPTOB W PEIVIAMEHTOB
IIPOLIECCOB OOCITYXKMBaHMUsS NOTPEOUTENEl Ha TpaHCHOpPTE, B3aUMOJACHCTBUS C
KJIIMEHTaMHU [0 OpraHu3alluM Tpoliecca oOCIIyXKMBaHHS NOTpeOuTene B cdepe
rOCTEIPUMMCTBA C YYE€TOM IICHUXOJIOTMYECKHMX M COIIMOJIOTMYECKHX 3HAHUU

npoiiecca ynpasiaeHus (Il CAMOCTOSITEIbHOTO U3YUEeHUS ).
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Tema 12. CouuajibHasi OTBETCTBEHHOCTh MEHeIKepa Ha INpeanpusTHH
CcepBHCAa HA TPAHCIIOpPTe

[loHsiTHE ~ OTBETCTBEHHOCTH. CyOBEeKTbl ~ OTBETCTBEHHOCTHU. Bugpl
OTBETCTBEHHOCTH Ha MPEANpUSITHH cepBUca Ha TpaHcnopte. Jloar u coBecTh (aiis
CaMOCTOSATEIbHOTO  u3yueHusi). JIokyc KOHTpossi (11 CamMOCTOSITEIBHOIrO
uzydyenus1).  KoprnopatuBHas colMaigbHasi OTBETCTBEHHOCTb Ha MPEANPUATHU
cepBHCa Ha TpaHCHOPTE (IJIs1 CaMOCTOSITENIbHOTO U3y4eHHsI). OCHOBHbIE MOAXObI K
KOPIIOPaTUBHOW COLIMATBHOW OTBETCTBEHHOCTH Ha TMPEANpPUATHUA CepBHCA Ha
TpaHcnopTe (UIsI CaMOCTOSITeNIbHOrO u3ydeHwus). KopnopaTtuBHasi coBecTh Ha
OPEINPUSTUU CEPBUCA HA TPAHCIIOPTE U €€ MPOSBICHUE B CEPBUCHBIX OpPraHU3aLUsIX
(7 caMOCTOSITENIBHOTO M3Y4YeHUs). MexaHu3Mbl yIpPaBJICHUS CBOMM BPEMEHEM,
BBICTPAWBAHMS U peaM3alliu TPACKTOPUU CaAaMOPA3BUTHS HAa OCHOBE MPUHIIMIIOB
o0Opa3oBaHus B TEUEHUE BCEH KU3HU (1711 CAMOCTOSITEIHLHOTO U3yYeHus1). MeToabl
yIpaBJIE€HUS CBOMM BPEMEHEM, BBICTpAMBAHUSI U peaju3aludd TPACKTOPHUH
CaMOpa3BUTHUSI HA OCHOBE MPHUHIMUIIOB 00pa3oBaHUS B TEUEHHUE BCEH KU3HU C
Y4ETOM TMCHUXOJIOTMYECKMX W COILMOJIOTMYECKUX 3HAHUW Tpoliecca YNpaBlIeHUs
(It caMOCTOATENBHOTO M3Y4eHHs). MeTOoJsl yIpaBJICHHs CBOMM BpEMEHEM,
dbopMHUpOBaHUS TPACKTOPUU CAMOPA3BUTHS C YUYETOM TICUXOJOTHYECKUX W
COIIMOJIOTMYCCKUX 3HAHWM mpolecca yhpaBieHHs (A1 CaMOCTOSTEIBLHOTO
u3yuyeHus). Meroapl peanu3alud  TPAeKTOPUM CaMOpPA3BUTHS HA OCHOBE
PUHIIMIIOB CaMOOOPa30BaHUSI C YYETOM ICHUXOJOTHYECKUX U COIIMOJIOTUYECKHUX
3HAHWI Tporecca ympabieHus (I CaMOCTOSITEIBHOIO H3ydeHHs). MexaHu3M
IPUMEHEHHS KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHI B CEPBUCHOU ESITEIBHOCTH
Ha TPAHCIOPTE B YCIOBUAX B3aUMOJCHCTBHUS C MOTPEOUTEISIMU, B TOM YHUCIIE
UHTEPHET-NIPOJABUKEHUS YCIYT C YYETOM ICHUXOJOTMYECKUX U COLIMOJOTMYECKUX
3HAHUH TMporecca ymparieHuss (IUIsI CaMOCTOSTENIBHOTO H3Y4eHHUs). MeTobl
COBEpIICHCTBOBAHUSI ~ CHUCTEMbl  KIIMEHTCKUX OTHOLIEHHMH B  CEpBUCHOMN
NEATEIbHOCTU Ha TPAHCIIOPTE C MUCIOJIb30BAHUEM UHTEPHET-TEXHOJIOTUH C yYETOM
MICUXOJOTMYSCKUX M COLMOJOTHYECKUX 3HAHUHM Tmpoliecca yhpaBieHus (s
CaMOCTOSITEILHOTO HW3YY€HHs). AJTOpPUTM BbIOOpa MaTepUaibHBIX PECYpPCOB,
00OpyI0BaHUs Ui OCYLIECTBJICHUS IpOIIEcca CEpBUCA, METOIbI MEPETOBOPOB C
KIIMEHTaMd 10 MPETEH3UOHHBIM  CIOy4yassM U ONPEIEICHUS  NPUYMHBI
BO3HUKHOBEHUS MPETEH3Ul € YYETOM IICUXOJOTMYECKHX M COLMOJOTMYECKHX
3HAHWH TMporecca ympaBieHus (IUIsI caMOCTOATENBHOTO H3Y4eHHUs). MeTobl
pa3padOTKM ¥ HWCIOJIb30BAaHUS  THUIIOBBIX  TEXHOJOTMYECKHUX  IPOLIECCOB,
GopMupoBaHUS W BHEIPEHHS KOPIOPATUBHBIX CTAaHJApPTOB U PpErjlaMEHTOB
MPOLIECCOB OOCIy)XMBaHMsSI TOTpeOUTENe Ha TpaHCHOPTE, B3aUMOJACHUCTBUS C
KIIMEHTAaMU 110 OpraHW3allu| Tporecca OOCTyKMBaHHs TOTpeOuTene B cdepe
rOCTEIPUMMCTBA C YYETOM IICHUXOJIOTMYECKMX M COIIMOJOTMYECKHX 3HAHUU
npoiiecca ynpasiaeHus (sl CAMOCTOSITEIbHOTO U3YUESHUS ).

Tema 13. Meroauka COIMOJOTHYECKOT0 HCCIACI0BAHUA COBPEMEHHBIX
OpraHM3anuil CepBUCca HA TPAHCIIOPTeE

24



Cornponoruueckoe uccienoBanue kak ocodas ¢popma nosHanus. OcoOEHHOCTH
COIIOJIOTHYECKAX HCCICOBAaHUK B YIpaBICHYECKOM cdepe Ha NpeanpUsTHN
cepBuca Ha TpaHCHOpTe. TEOpeTHYeCKd U TPAKTUYECKH OPUCHTUPOBAHHBIC
uccienoBanusi.  Meroauueckas — 0a3a  WCCleoOBaHMs, €ro  Joruka (A
camocTosiTeTbHOr0 H3yueHus). dDopmynupoBaHrue MPOOIEMBbI HCCIETOBAHUA (IS
CaMOCTOSITETTLHOTO M3Yy4eHHs). Breienenne o0bekTa U MpenIMeTa UCCIeJOBaHUs Ha
OpEeINpUsATUA CepBUCAa HA TpPaHCIOpTe (NI CaMOCTOSATENBHOTO HW3YYCHHS).
OmnpeneneHre OCHOBHOM IENTM M 3a/1a4M UCCIIEAOBAHUS HA MPEATNPUATHN CepBUCA Ha
TpaHcnopTe (ISl CaMOCTOSITENIbHOTO u3yueHus). [lpeaBapuTenbHbIM CHUCTEMHBIM
aHanM3 OOBEKTA HWCCIEOBAaHMS Ha TMPEANPHUSATHH CEepBUCA Ha TpaHCHoOpTe (AJis
CaMOCTOSITETTLHOTO M3Y4eHHUs). BbIIBIKEHIE THITOTE3 Ha MPEANPUATHN CepBUCA Ha
TpaHCTOpTe (VIS CaMOCTOSITETFHOTO W3ydeHus ). OOumii TUiaH WCCIIeNOBaHUS Ha
NPeINPUATHN CEPBHCA HAa TPAHCTIOPTE (11 CaMOCTOSTENILHOTO M3yueHus ). [Ipsmoe
HaOmoieHue (711 CaMOCTOSITETFHOTO M3y4deHus ). JloOKyMeHTallbHbIE UCTOYHUKH, WX
JOCTOBEPHOCTh (IUISI CaMOCTOSITEIBHOTO W3Y4YeHHWs). MeTox W TeXHWKAa KOHTEHT-
aHanm3a (ISl CaMOCTOATENBHOTO m3ydeHus). Onmpoc M ero pa3sHOBHIHOCTH Ha
NpeINpUATAN CepBUCAa Ha TpaHCIOpTe (IS CaMOCTOSTENBHOTO W3YYCHHS).
WHTEpBBIO (UISI CaMOCTOSITENILHOTO H3ydeHus1). [lcuxomormueckue TecThl (ISt
CaMOCTOSITETTLHOTO M3ydeHus1). Metos ¢poKyc-TpyIibl Ha MPEATNPUSTAN CEpBUCA Ha
TpaHCTopTe (VI CaMOCTOSITENNFHOTO W3ydeHHs ). COIHManbHBIA IKCIIEPUMEHT Ha
OPEeNNpUsTAU CepBHUCAa Ha TpaHCHOpTe (UIsI CaMOCTOATENBbHOIO H3yUYEHHUS).
Mertonbl ynpaBiieHUs CBOMM BPEMEHEM, BHICTPAUBAHUS U PEATH3AlMU TPACKTOPHH
CaMOpa3BUTHSI HAa OCHOBE MPHUHIMIIOB OOpa3oBaHUS B TEUEHHE BCEH KU3HU C
Y4ETOM TMCHUXOJIOTHYECKHX W COIMOJIOTMYECKUX 3HAaHUU Tpoliecca YNpaBIeHUs
(It caMOCTOATENBHOTO U3Y4YeHHs). MeToabl yIpaBieHUS CBOMM BpEMEHEM,
dbopMHUpOBaHUS TPACKTOPUU CAMOPA3BUTUA C YYETOM TICUXOJOTHYECKUX U
COITMOJIOTMYCCKUX 3HAHWK Mpolecca yhpaBieHHs (A1 CaMOCTOSTEIBLHOTO
u3ydyeHus). MeTonpl peanu3alid TPAeKTOPUU CaMOpPA3BUTHUSI Ha OCHOBE
IPUHIIMIIOB CaMOOOPa30BaHUSI C YYETOM TICHMXOJOTHYECKUX U COIIMOJIOTUYECKHUX
3HAHWK Tporecca ympabiaeHus (I CaMOCTOSITEIBHOIO H3ydeHHs). MexaHu3M
NPUMEHEHUS! KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUN B CEPBUCHOM JAESITEIbHOCTU
Ha TPaHCIOpPTE B YCJOBHUSIX B3aUMOJCHCTBHUS C NOTPEOUTENSIMH, B TOM YHCIIE
MHTEPHET-NPOJIBIKEHUSI YCIYT C YYETOM ICHXOJOTHYECKUX U COLMOJIOTHYECKHUX
3HAHWH TMporecca ympaBieHus (IUIsI caMOCTOATENBHOTO H3Y4eHHUs). MeTobl
pa3pabOTKU CHUCTEMbl KJIMEHTCKMX OTHOLIEHUH W OpraHu3aluu Ipolecca
o0CITy>)KMBaHMsI TOTpeOUTENCH Ha OCHOBE MPUMEHEHUS 3aKOHOJATEIbHBIX aKTOB U
MIPaBOBBIX HOPM (st CaMOCTOSITENIBHOTO U3YYCHUS). MeTtozsl
COBEpIICHCTBOBAHUS  CHUCTEMBl  KJIMEHTCKMX OTHOIIEHHH B  CEpPBUCHOM
AESITEeNIbHOCTU Ha TPAHCIIOPTE C UCTOIb30BAaHUEM WHTEPHET-TEXHOJIOTHI C yueTOM
NICUXOJIOTHUECKUX ¥ COLMOJIOTMYECKUX 3HaHUM Tmpolrecca ynpasieHus (uis
CaMOCTOSITETIPHOTO HW3YyY€HHs). ANTOPUTM BbIOOpa MaTepUaibHBIX PECYpPCOB,
00OpyIOBaHUs IS OCYIIECTBICHUS IPOIIECCa CEPBUCA, METOIBI MEPETOBOPOB C
KIIMEHTaMd TI0 TMPETCH3WOHHBIM  CIAy4dassM W ONPEICICHUS  NMPUYHHBI
BO3HUKHOBEHHUS TPETEH3UH C YYEeTOM IICHUXOJOTHYECKUX U COIMOJOTHYECKUX

3HaHWW TIporecca YIpaBJIeHHs (1T CaMOCTOSITCIIBHOTO W3y4YeHHUs). MeTosl
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pa3pabOTKM W  WCIOJB30BAaHUS  THUIIOBBIX  TEXHOJOTHYECKHUX  IPOIIECCOB,
dbopMHUpOBaHUS W BHEIPCHHUS KOPIMOPATHBHBIX CTAHIAPTOB W PETJIAMCHTOB
MPOIECCOB OOCIy)XMBaHHSI TOTpeOUTENe Ha TpaHCIOPTE, B3aUMOACHUCTBUSA C
KJIIMEHTaMU 10 OpraHM3alluM Tpoliecca oOCIyXKUBaHUS TOTpeduTtenei B cdepe
TOCTEIIPUUMCTBA C YYETOM IICHXOJIOTHYECKUX M COITMOJIOTMYECKHX 3HAHUU
mporecca ynpaBieHus (1715 CaMOCTOSITETLHOTO H3YUYCHHS).

Tema 14. Metoguka CONHAIBbHO-TICUXOJOTHYECKOI0 HCCJIEI0OBAHUSA
yCHeNIHOH /IeATeJIbHOCTH MeHeIKepa Ha TMpeINpusiTUM CcepBHCca HaA
TPaHCIOPTe

Pa3paboTka oOpraHuM3allMOHHOTO TUIaHA TIPOBEACHHUS HWCCIICAOBAaHUS  Ha
OpeAnpusITAU cepBHca Ha TpaHcmnopre. [Iporpamma, 1enu, 3agaud W TUIIOTE3a
UCCIICZIOBAaHUSI HA TMPEANpHUsiTUM  cepBuca Ha Tpancmopre. [loaroroBka
UHTEPBBIOEPOB U MpOoBeieHNE 0onpocoB. COOP IMIUPUIESCKUX JTAHHBIX MO TMYHOCTHBIM
KadecTBaM MEHekKepa CIyXO cepBuca Ha TpaHCHopTe (IUIsi CaMOCTOSITEIILHOTO
u3ydyeHus). XapakTepUCTUKa COIUATLHO-TICUXOJOTHUYECKUX HABBIKOB MEHEIKEpa U
TEXHOJIOTUSI WX (OPMUPOBAHUS W TIPOSBICHHUS HA MPEANPUATUM CEpBUCA Ha
TpaHCTopTe (JIsI CAMOCTOSTEILHOTO M3Yy4YeHHUs ). MexaHU3Mbl yIpaBICHUS CBOUM
BPEMEHEM, BBICTpAaWBAHUS U PEIM3AlUA TPACKTOPUU CaMOPA3BUTHUSI HA OCHOBE
OPUHIIMIIOB O0pa3oBaHUs B TEYEHWE BCEU JKM3HU (i1 CaMOCTOSITEIIHHOTO
u3ydeHus). MeTonpl yrpaBieHUsI CBOUM BpEMEHEM, BBICTPAUBAHUA U peau3alliu
TPACKTOPUU CaMOPA3BUTHUSI HAa OCHOBE NMPUHIIUIIOB 00pa30BaHUA B TECYCHHE BCeE
KU3HA C YYETOM IICHUXOJIOTHUYECKHMX U COIMOJIOTMUECKUX 3HAHUN TIpolecca
yhpaBieHus (UIsl CaMOCTOSITENIbHOTO H3y4deHHs). MeTonbl ynpaBlieHUs CBOUM
BpEMEHEM, dbopMHUpOBaHUS  TPAaEKTOPUU caMOpa3BUTHUS C  y4YeToM
MICUXOJOTMYSCKUX M COLMOJOTHYECKUX 3HAHUHM mpoliecca yrpaBieHus (s
CaMOCTOSITEJILHOTO W3y4yeHus). MeToabl peanu3aiuu TPAeKTOPUU CaMOPa3BUTHS
HAa OCHOBE TMPHUHIMUIIOB C€aMOOOpa30BaHMs C YYETOM TICUXOJOTUYECKUX U
COITMOJIOTMYCCKUX 3HAHWM mpolecca yhpaBieHHs (A1 CaMOCTOSTEIBLHOTO
u3ydyeHus). MexaHu3M MPUMEHEHUs KIMEHTOOPHUEHTHUPOBAHHBIX TEXHOJIOTHHA B
CEpPBUCHON JEATENbHOCTH Ha TPAHCIOPTE B YCJIOBUSAX B3aUMOJACHCTBHUS C
MOTPEOUTENSIMU, B TOM UHCJIE WHTEPHET-TIPOJABMKEHUS YCIAYr C Y4EeTOM
MICUXOJIOTHYECKUX M COIMOJIOTMYECKUX 3HAHHMW Tporiecca ympaBieHus (s
CaMOCTOSATETILHOTO H3y4YeHHUs). MeToasl pa3paboTKU CUCTEMBI KIUEHTCKUX
OTHOIICHUM M OpraHMW3alliy Ipolecca OO0CTyXKUBaHUS MOTpeOUTeneit Ha OCHOBE
MIPUMCHEHUS 3aKOHOJIATSIBHBIX aKTOB M MPABOBBIX HOPM (ISl CAMOCTOSTEIIBHOTO
u3yuyeHus). MeToabl COBEPIIEHCTBOBAHUSI CUCTEMBI KIMEHTCKUX OTHOUIEHUHM B
CEpPBUCHOM JESATEIbHOCTH Ha TPAHCIOPTE C HCMOJIb30BAHUEM HWHTEPHET-
TEXHOJIOTUH C y4eTOM MCUXOJOTHMYECKUX M COLMOJIOTMYECKUX 3HAHUU Mpouecca
yrpaBiaeHus (IS CaMOCTOSITENILHOTO — W3Y4YeHHWs).  AJNTOpUTM  BhIOOpa
MaTepualbHbIX PECYpPCOB, 000PYIOBAHUS JJIsl OCYILECTBICHUS Mpoliecca CepBUCca,
METOJ[bl TIEPETOBOPOB € KJIMEHTAMU IO MPETEH3UOHHBIM CIy4asiM U OINpeeiaeHus
NPUYMHBI  BO3HUKHOBEHUS NPETEH3UM C  y4eTOM  IMCUXOJOTHYECKUX U
COLIMOJIOTMYECKUX 3HAHMW TMpollecca yhpaBieHHus (M1  CaMOCTOSTEIBHOTO

I/I3y‘-I€HI/I$I). MGTOI[BI pa3pa6OTKI/I H HUCIIOJIB30BaHHA THIIOBBIX TCXHOJOIHYCCKHX
26



npoueccoB, (OPMHUPOBAHUS U BHEAPEHUS KOPIOPATHUBHBIX CTaHAAPTOB U

perjiaMeHToB

MpOILIECCOB  OOCTY>KMBaHUSI TMOTpeOUTENE Ha  TpaHCHOpTE,

B3aMMOJICUCTBHS C KJIMCHTAMH [0 OpTAaHM3AIlMU TIporiecca OOCTyKUBaHUS
notpeburteneit B cdepe TOCTENPUUMCTBA C YUYETOM [ICUXOJIOTHYECKUX H
COLIMOJIOTUYECKUX 3HAHMWA TMpollecca yNpaBlIeHHUs (A1 CaMOCTOSTEIBHOTO

U3YUYECHUS).

5.4 IlpakTHYeCKUE 3aHATHS

Homep Tembl
JUCIUTITMHBI

TemaTHka NPaKTUYECKUX 3aHATUI

Tpyano-
EMKOCTb
(dacwl)

Cemectp 4

[Ipaktueckoe 3ansatue Ne 1. «OOBEKT U mpeaMeT
MICUXOJIOTUM U COLMOJIOTHM YIIPABJICHUS B CEpBUCE Ha
TPAHCTIOPTE»

IToaroToBka K BBIOJIHEHUIO CUTYAIIMOHHbBIX 3aJaHUM

[IpakTrdeckoe 3ansatue Ne 2. «3agayul MCUXOJIOTHU H
COITMOJIOTHH YIPABJICHUSI HA MPEANPUITHH CEpBHCA HA
TpPaHCTIOPTE»

[ToaroToBKa K BBHITTOJIHEHUIO CUTYaIIMOHHBIX 3aJaHHM

[Tpaktnueckoe 3anstue Ne 3. «[lepBbie TpakTaThl 00
ynpaBiieHuu ApeBHerpedeckux ¢umocodor Coxpara,
[InaTona u Apucrtoremns»

[ToaroToBKa K BBHITTOJIHEHHIO CUTYaIIMOHHBIX 3aJaHHM

[IpaktTnueckoe 3anarne Ne 4. «Teonoruyeckue
KOHLICTIIINY YIPaBJIEHUS B CPEIHEBEKOBBIX TpaKTaTax
ABpenusi ABryCTHHA»

IToaroroBka K BBITOJHEHHUIO CUTYAIMOHHBIX 3aJaHUI

[Ipaktuueckoe 3anarue Ne 5. «JIMYHOCTH Kak OOBEKT
VIIPABJICHHS Ha MPEANPUATUN CEPBHUCA HA TPAHCIIOPTE»
IToaroroBka K BBIINOJHEHHUIO CUTYAIMOHHBIX 3aJaHUI

[Ipaktueckoe 3anstue Ne 6. «XapakTepuCTUKa
OCHOBHBIX JJIEMEHTOB COLHAJIBHO-TICUXOJOTUYECKOU
CTPYKTYpPbl JIMYHOCTH HA NPEANPHUITAA CEpBUCA Ha
TPAHCHOPTE»

IToaroToBKa K BBINOJIHEHHUIO CUTYalIMOHHBIX 3aJaHUAN

[IpaktTueckoe  3amsatue  Ne 7. «OCHOBHBIE
HaIPaBJICHUS U METOJIbl U3yUYEHHUSI TPYIIT»
IToaroToBka K BBIMOJHEHHUIO CUTYallMOHHBIX 3aJJaHUI

[Ipaktnueckoe 3ansitue Ne 8. «Mertoabl u3ydeHHS
BHYTPUTPYIIIOBBIX OTHOLICHUN»
IToaroToBKa K BBIOJIHEHUIO CUTYAIIMOHHBIX 3aJaHUAN

IIpaktnyeckoe  3anstme Ne 9, «ConuaipHas
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Homep tembl
JVCLUATTNHBI

TeMaTuka NpakTUYECKUX 3aHATUN

Tpyno-
E€MKOCTh
(dacsl)

OopraHu3anuAa KakK conrajibHasd CUCTCMa»
HOI[FOTOBK& K BBITIOJJHCHHUIO CUTYAIITMOHHBIX BaI[aHI/Iﬁ

[Ipaktuueckoe 3anstue Ne 10. «Bo3HUKHOBEHHE
OpraHu3aLumn»
IToaroToBka K BBIOJIHEHUIO CUTYAIIMOHHBIX 3aJaHUN

[Ipaktuueckoe 3anatue Ne 11. «JIMYHOCTH KaK CyOBEKT
YIPABJIEHUS: PyKOBOJICTBO U JIUJIEPCTBO»
IloAroToBKa K BBINOJHEHUIO CUTYAallMOHHBIX 3a/IaHU

[Ipaktuueckoe 3anstue Ne 12. «Bnacth, aBTOpHTET
MEHEJIKEpa U CTUJIU YIIPABICHUSI»
IloAroToBKa K BBINOJHEHHUIO CUTYAallMOHHBIX 3a/IaHUI

[Ipaktnueckoe  3ansatue  Ne 13. «Xapakrep
OpraHU3allMOHHBIX M3MEHEHUM WM €ro JMAarHoCTHKa Ha
IIPEAIIPUATUN CEPBUCA HA TPAHCIIOPTE

IToaroToBKa K BBIIOJIHEHUIO CUTYAallMOHHBIX 3aJaHUN

[Ipaktuueckoe 3anstue Ne 14, «DddexkTuBHOCTH
yIIPaBJICHUA Ha MPEANPUATHN CEPBUCA HA TPAHCIIOPTE»
[ToaroToBKa K BBHITOJIHEHHIO CUTYaIIMOHHBIX 3aJaHHM

[Ipaktnueckoe 3anarune Ne 15. «Ilcuxonoruueckue
3aKOHBI YIPABJICHUS Ha MPEINPUITHH CepBHca B cdepe
TpaHCIopTa»

IToAroToBKa K BBIMOJHEHHUIO CUTYAallMOHHBIX 3aJTaHHIM

[Ipaktnueckoe 3ansatue Ne 16. «KomuuecTBeHHbIE
OLIEHKH 3aKOHOMEPHOCTEW TPYJIOBOM NESITEIILHOCTH Ha
TpaHCTIOpPTE»

[ToaroroBka K KpyrjioMmy CTOIY

[ToaroroBka K BBIIIOJHEHHUIO CUTYaIMOHHBIX 3aJaHUI

Utoro 3a cemectp 4
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Cemectp 5

[IpakTueckoe 3aHATHE No 17. «Ilonsarue
OpPraHU3allMOHHOW KYJIBTYpPbI»
ITonroroBka K BBIIOJHEHHUIO CUTYaIMOHHBIX 3aJaHUI

ITpakTrdeckoe 3anstue Ne 18. «OCHOBHBIC AJIIEMEHTHI
OpPraHU3alMOHHON KYJIbTYphl Ha MPEANPUATHU CEpBUCA
Ha TPAHCHOPTE»

IToaroroBka K BBINOJHEHHUIO CUTYaIMOHHBIX 3aJaHUI

[Tpaktuueckoe 3anstue Ne 19. «IIpoGmema kampoB B
yIpaBJICHUU Ha MPEANPUSTUN CEpBHUCA HA TPAHCTIOPTE»
IToaroToBKa K BRIMOJHEHHUIO CUTYAIIMOHHBIX 3aIaHUI

[Tpaktuueckoe 3austue Ne 20. «KampoBast momuTrka Ha
NPENNPUSTAN CEePBHCA HA TPAHCIOPTE B YCIOBHUAX
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Homep tembl
JVCLUATTNHBI

TeMaTuka NpakTUYECKUX 3aHATUN

Tpyno-
E€MKOCTh
(dacsl)

PBIHKa»
IloAroToBKa K BBINOJHEHUIO CUTYAallMOHHBIX 3a/IaHHUM

10

[Ipaktuueckoe 3ansitue Ne 21. «OcobeHHOCTH peleHni
B COLIMAJIBHOM YIPABJICHUH HA MPEAIPUITHHI CEpBHUCA HA
TPaHCIIOPTE: COLMAJIbHAs HarpaBJIEHHOCTb,
00s13aTENTPHOCTh ~ y4Ye€Ta  COLMAIBHBIX  IOCIIEICTBUH,
MHOTo(aKTOpHasi 00yCIOBIEHHOCTb, aJTbTEPHATUBHOCTH»
[TonroToBKa K BBHITOJIHEHUIO CUTYaIIMOHHBIX 3aJaHUM

10

[Ipaktuyeckoe  3anstue Ne 22, «Cnermuduka
YIPABJICHYECKOTO PEIICHUS W BUJBI YIIPABIEHYECKUX
3aJ1a4 Ha MPENPUATUH CEPBHUCA HA TPAHCIIOPTE»
IToaroTroBka K BBIMOJHEHHUIO CUTYAIIMOHHBIX 3a/IaHUI

11

[Ipaktuueckoe 3amsitue Ne 23.  «OcoOGeHHOCTH
KOH(JIMKTa KaK TUIA B3aUMOJICHCTBHS Ha MPEINPHUSITHA
cepBuca B chepe TpaHCIIOpTa»

[TonroToBKa K BRIIOJTHEHUIO CUTYAIMOHHBIX 3aJaHU

11

[Ipaktryeckoe  3ansitue No 24, «Konmenmus
KOH(JIMKTHOTO 00IIIeCTBa»
IToaroToBKa K BBIOJHEHUIO CUTYAIIMOHHBIX 3aJaHUM

12

[IpakTueckoe 3aHSATHE Ne 25. «IlonsiTne
OTBETCTBEHHOCTH»
IToAroToBKa K BBIMOJHEHHUIO CUTYAallMOHHBIX 3a/TaHHI

12

[IpakTrdeckoe 3anatue Ne 26. «Buabsl OTBETCTBEHHOCTH
Ha MPEANPUITHU CEPBUCA HA TPAHCIIOPTE»
IToaroroBka K BBINOJHEHHUIO CUTYaI[MOHHBIX 3aJaHUI

13

[Ipaktrdeckoe 3anarune Ne 27. «Coluooru4ecKoe
HCCIIeZIOBaHUE KaK oco0as opma mo3HaHMs»
IToaroroBka K BBINOJHEHUIO CUTYAIIMOHHBIX 3aJaHUuI

13

[Ipaktuueckoe 3amsitue Ne 28, «OcoGeHHOCTH
COLIMOJIOTMYECKUX MCCIICJOBAHUM B  YIIPaBICHYECKOU
cdepe Ha IPEANPUATHHI CEPBHCA HA TPAHCTIOPTE»
[ToaroToBKa K BBIIOJIHEHUIO CUTYAIIMOHHBIX 3aJaHUN

14

[Ipaktnueckoe  3amstme  Ne  29.  «Pa3zpabotka
OPTraHU3AIMOHHOTO TUTaHA TTPOBEICHHS UCCIICIOBAHUS Ha
NPENNPUSTAU CEPBUCA HA TPAHCIIOPTE»

[TonroToBKa K BBHITTOJIHEHUIO CUTYaIIMOHHBIX 38 TaHHHI

14

[Tpaktuueckoe 3amstre Ne 30. «[Iporpamma, menw,
3aa9d W THUMOTE3a WCCIEMAOBAHUS Ha TIPEAIPHUSITHH
CepBHCa Ha TPAHCITOPTE»

[TonroToBKa K BBHITTOJIHEHUIO CUTYAITMOHHBIX 3aJJaHUN

Hroro 3a cemectp 5

28

29




Howmep Temsbl
JTVCIUTIINHBI

TeMaTuka NpakTUYECKUX 3aHATUN

Tpyno-
€MKOCTh
(dacsl)

Hroro no nucuuiuimae

60

5.5 JIaGopaTopHbIii NPAKTUKYM

JIaGopaTOpHBIi MPAKTUKYM YYEOHBIM IIJIAHOM HE MPETyCMOTPEH.

5.6 CamocTosiTeibHas1 paboTa

Howmep Tembl
JTUCIUTIIMHBI

Buapl camoctosiTenbHON paboThI

Tpyano-
EMKOCTb
(dacwl)

Cemectp 4

1. HM3yuyeHune TEOPETUYECKOIO0 Marepuajia M0 TEME:
«OOBEKT, TPEAMET U 3aJa4u TICUXOJIOTUU U COIMOJIOTHUHU
yIpaBJICHUS HA NPEANPUSTUN CEPBUCA HA TPAHCTIOPTE»
[TogpasymeBaeTcsi paboTa ¢ y4eOHOM JHTEpaTypol IO
BOIIPOCAM JUJIsl CAMOCTOSITEIbHOM moaAroToBkH [1, 2, 3, 4].
2. lloarotoBka K BBICTYIUIEHUSM Ha MPAKTHYECKOM
3aHITHH C COOOIICHUSAMH.

3. IloaroroBka K yCTHOMY OIIPOCY.

4. ITonroToBKa K BBIIIOJIHEHUIO CUTYAaIIMOHHBIX 3aJaHUN.

1. W3ydyeHue TEOpPETHUUECKOr0 Marepuana Mo TeMe:
«Mctoprsi CTaHOBIICHUS W PA3BUTHS YIPABICHUYECKOU
MBICTIH»

[Togpa3ymeBaeTcsi paboTa ¢ y4eOHOW IHTEpaTypoy IO
BOIIPOCAM I CaMOCTOSITEIbHOM moarotoBku [1, 2, 3, 4,
5].

2. ITlogrotoBka K BBICTYIUICHHSIM Ha MPAKTUYECKOM
3aHATHH C COOOIICHUSIMH.

3. IloAroToBKa K yCTHOMY OIPOCY.

4. TloaroTroBKa K BBIMOJHEHNUIO CUTYAIITMOHHBIX 3aJaHUi.

1. H3yyeHune TeOpeTHUECKOro Marepuaiga II0 TeME:
«B3auMOAEeNCTBUE JMYHOCTH W TPYIIBI B CUCTEMAxX
yIOpABJICHUS HA TPEANPUITHU CEPBUCA HA TPAHCIIOPTE»
[TonpazymeBaeTcsi pabora ¢ y4eOHON JUTEPaTypoOd IO
BOIPOCaM JIJII CaMOCTOSTENIbHOM nmoaroToBku [1, 2, 3, 4,
5].

2. lloarotoBka K BBICTYIUICHHSIM Ha TPAKTHYCCKOM
3aHSITUU C COOOIICHUSIMU.

3. IloAroroBka K yCTHOMY OIIPOCY.

4. IlogrotoBKa K BBINOJHEHUIO CUTYallMOHHBIX 3a1aHUM.
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Howmep Temsbl
JTUCIUTIIMHBI

Bunsl camoctosiTenbHON paboThI

Tpyno-
E€MKOCTh
(dacsl)

1. H3ydeHwme TEOPETHYECKOTO MaTepuaiia To TeMe:
«['pynmoBasi IeATEIBHOCTh B CHUCTEMaX YIpPaBICHHS Ha
NPEINPUATHN CEPBUCA HA TPAHCIIOPTE»
[Togpa3ymeBaeTcsi paboTa ¢ y4eOHOM JUTEpaTypol IO
BOIPOCAM JUIsl CAMOCTOSATEIbHOM OoAroToBKH [1, 2, 3, 4].
2. IloaroToBka K BBICTYIUICHHSM Ha MPAKTHYCCKOM
3aHSITUU C COOOIICHUSIMU.

3. [loaroToBKa K YCTHOMY OTIPOCY.

4. TloaroToBka K BBITOJTHEHUIO CUTYAITMOHHBIX 3aJJaHU.

1. H3yyeHue TEOpETHUUYECKOro Marepuaga 10 TeME:
«CoruanbHble OpraHu3allid W MPUHIMIBL YIIPABICHUS
UMU Ha TPAHCIIOPTE»

[TogpasymeBaeTcsi paboTa ¢ y4eOHOM IHTEpaTypoH IO
BOIPOCAM JIsl CAMOCTOSATEIbHOM ToAroToBKH [1, 2, 3, 4].
2. lloarotoBka K BBICTYIUICHUSAM Ha MPAKTUYECKOM
3aHATHU C COOOIEHUSIMH.

3. IloarotroBka K yCTHOMY OIIPOCY.

4. ITonroToBKa K BBIIIOJIHEHUIO CUTYAIIMOHHBIX 3aJaHUN.

1. W3ydyeHue TEOpPETHUUECKOr0 Marepuana Mo TeMe:
«PyKOBOJICTBO Y JIMJIEPCTBO B CTPYKTYypaxX yIpaBlICHUs Ha
NPENPUITHN CEPBUCA HA TPAHCIIOPTE»
[TogpasymeBaeTcsi paboTa ¢ y4eOHOW JHTEpaTypoi IO
BOIIPOCAM I CaMOCTOSITEIbHOM moarotoBku [1, 2, 3, 4,
5].

2. lTlogrotoBka K BBICTYIUICHUSIM Ha MPAKTUYECKOM
3aHSATHUA C COOOIICHUSIMU.

3. IloAroroBka K yCTHOMY OIPOCY.

4. TloaroToBKa K BBIMOJHEHNUIO CUTYAIITMOHHBIX 3aJJaHH.

1. H3yyeHne TeOpeTHUECKOro Marepuaiga II0 TeME:
«9¢HEeKTUBHOCTD u KOHKYPEHTOCITIOCOOHOCTh
COBPEMEHHBIX OpraHU3alllii Ha TPaHCIOPTE»
[TonpazymeBaeTcsi pabora ¢ y4eOHON JUTEPaTypoOd IO
BOIIPOCAM JISI CAMOCTOSTEIbHON TIoroToBKH [1-17].

2. llogroroBka K BBICTYIUICHUSIM Ha MNPAKTHYECKOM
3aHSITUU C COOOIICHUSIMU.

3. IloaroroBka K yCTHOMY OIIPOCY.

4. IloarotoBka K KpyriomMy CTONY.

5. IloAroroBka K BBITIOJTHEHUIO CUTYAllHOHHBIX 3aJIaHUM.

12

Hroro 3a cemectp 4

o1

Cemectp 5

8

‘1. N3ydyeHne TeopeTndeckoro marepuana Mo TeMe:
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Howmep Temsbl
JTUCIUTIIMHBI

Bunsl camoctosiTenbHON paboThI

Tpyno-
€MKOCTh
(dacsl)

«OpraHu3anoHHAS KyJbTypa KakK COIIMAJIBHO-
NICUXOJIOTHYECKasl MmpobjieMa Ha TPEINPHUSITHH CEpBHUCA
Ha TPAHCIIOPTE»

[Togpa3ymeBaeTcsi paboTa ¢ y4eOHOM JUTEpaTypol IO
BOIPOCAM JJIsI CaMOCTOSITeIbHOM moaroToBku [1, 2, 3, 4,
5].

2. TloaroToBka K BBICTYIUICHHSM Ha IPAKTHYCCKOM
3aHATHHU C COOOIEHUSIMH.

3. [loaroToBKa K YCTHOMY OTIPOCY.

4. TloaroTroBka K BBITOJTHEHUIO CUTYAIIMOHHBIX 3aJaHUH.

1. H3yyeHue TEOpETMYECKOro Marepuaga 10 TeME:
«CoIMaIbHO-TICUX0JIOTHYECKHUE OCOOCHHOCTH YITPaBICHUS
MEPCOHAJIOM Ha MPEANPUATHH CEPBHCA HA TPAHCIIOPTE»
[TogpasymeBaeTcsi paboTa ¢ y4eOHOW IUTEpaTypou IO
BOIPOCAM Ui CaMOCTOSITENIbHOM moarotoBku [1, 2, 3, 4,
5].

2. lloaroroBka K BBICTYIUIEHUSM Ha MPAKTHYECKOM
3aHITHH C COOOIICHUSAMH.

3. IloaroroBka K yCTHOMY OIIPOCY.

4. ITonroToBKa K BBIIIOJIHEHUIO CUTYAIIMOHHBIX 3aJaHUN.

10

1. H3ydyeHue TEOPETHUECKOTO MaTepuaja IO TeMe:
«Co1uraIbHO-TICUXO0JIOTHYECKUE OCHOBBI TPUHSITHS
YIPABICHUYCCKUX PEIICHUH Ha MPEANPUITHH CepBHCA Ha
TPaHCIIOPTE»

[Togpa3ymeBaeTcsi paboTa ¢ y4eOHOW IHTEpaTypol IO
BOIPOCAM JJIsI CaMOCTOSITEIbHOM moarotoBku [1, 2, 3, 4,
5].

2. TlogroroBka K BBICTYIUICHHSM Ha IPAKTHYCCKOM
3aHIATHH C COOOIICHUSIMH.

3. IloaroroBka K yCTHOMY OIIPOCY.

4. TloaroToBKa K BBIMOJHEHUIO CUTYAIIMOHHBIX 3aaHUM.

11

1. H3yyeHne TeOpeTMUECKOro Marepuaiga II0 TeME:
«KoH(IUKTHI B ympaBlIeHUH U CIIOCOOBI MX pa3pemieHus
Ha MPEANPUSTUN CepBHCA HA TPAHCIIOPTE»
[TonpazymeBaeTcsi pabora ¢ y4eOHOU JUTEPaTypoOd IO
BOIIPOCaM JIsl CAMOCTOSITEIIBHOM MOATroTOBKY [1, 2, 3, 4].
2. llogroroBka K BBICTYIUICHUSIM Ha MPAKTHUYECKOM
3aHSITUU C COOOIICHUSIMU.

3. IloAroroBka K yCTHOMY OIPOCY.

4. IloarotoBKa K BBINOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUM.

12

1. HM3yyeHne TEOpETHUECKOro Marepuaiga II0 TeEME:
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Howmep Temsbl
JTUCIUTIIMHBI

Bunsl camoctosiTenbHON paboThI

Tpyno-
€MKOCTh
(dacsl)

«ComnmanpHasi ~ OTBETCTBEHHOCTh ~ MEHEIKepa  Ha
NPEANPUATUN CEPBUCA HA TPAHCIIOPTE»
[Togpa3ymeBaeTcsi paboTa ¢ y4eOHOM JUTEpaTypol IO
BOIPOCAM JUIsl CAMOCTOSTEIbHOM OAroTOBKH [1, 2, 3, 4].
2. IloaroToBka K BBICTYIUICHHSM Ha MPAKTHYCCKOM
3aHSITUU C COOOIICHUSIMU.

3. [ToAroToBKa K YCTHOMY OTIPOCY.

4. TloaroToBka K BBITOJTHEHUIO CUTYAIIMOHHBIX 3aJaHUH.

13

1. H3yyeHue TEOpETUUYECKOro Marepuaga 10 TeME:
«Meronuka COIIMOJIOTUYECKOTO UCCJIEIOBaHUs
COBPEMEHHBIX OpraHU3aIMid CEPBUCA HA TPAHCIOPTE»
[Togpa3ymeBaeTcsi paboTa ¢ y4eOHOW IHUTEpaTypoH IO
BOIPOCAM I CAaMOCTOSITENIbHOM moaAroToBku [1, 2, 3, 4,
5].

2. lloarotoBka K BBICTYIUICHHUSM Ha MPAKTHYECKOM
3aHATHU C COOOIEHUSIMH.

3. IloarotroBka K yCTHOMY OIIPOCY.

4. ITonroToBKa K BBIITOJIHEHUIO CUTYAIITMOHHBIX 3aJaHUN.

14

1. HM3yueHue TEOPETHYECKOTO MaTepualia I0 TeMe:
«MeToauKa COIUaIbHO-IICUXO0JIOTHUYECKOT0 UCCIIEIOBAHUS
YCHEITHOW JeATEeIbHOCTH MEHEKepa Ha MPeaNpUSTUH
CepBHCa Ha TPAHCTIOPTE»

[Togpa3ymeBaeTcsi paboTa ¢ y4eOHOW IHTEpaTypoH IO
BOIPOCAM I CaMOCTOSITEIbHOM moaAroToBku [1, 2, 3, 4,
5].

2. lloarotoBka K BBICTYIUICHHSM Ha IPaAKTUUYECKOM
3aHITHUA C COOOIICHUSIMU.

3. IloAroToBKa K yCTHOMY OIPOCY.

4. TloaroToBKa K BBIMOJHEHUIO CUTYAIITMOHHBIX 3a1aHUM.

Wroro 3a cemectp 5

30

Hroro o nucrmruiiae

81

5.7 KypcoBblie pa6boThbl

KypcoBas paboTa y4eOHBIM IIJITAHOM HE MPETyCMOTPEHA.

6  YuyeOHo-meTOmUYeckoe W HH(POpPMAIMOHHOe  oleclevYeHHUe

ANCIHHUIIJINHBI

a) OCHOBHasl JIUTEpaTypa:
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ISBN: 978-5-85971-843-6. KonuuecTBo sk3eMiuisipoB — 20.

B) IepeyeHb pecypcoB HH(MOPMAIIMOHHO-TEIEKOMMYHUKAIIMOHHON CEeTH
«HTepHeT:!
11 Od¢mumanbubiii caiit @enepajbHOl COY:KObI TOCYyIapPCTBEHHOIM

CTATUCTHKHU [DJEKTpOHHBIH pecypc]. - Pexum pocryma: http://www.gks.ru/
cBOOOHBIN mocTyn (mata ooparieHus 26.03.2023).
12 OdunuanbHblii caiiT HANUOHAJBLHOIO  HCCJIEI0BATEIbCKOIO

yHHBepcHuTeTa BhIcIas MIKOJa IKOHOMHMKHU [DJIEKTPOHHBIN pecypc]. - Pexum
nocryma: http://www.hse.ru/ ceo6oaubIiii goctym (1ara odpaienus 26.03.2023).

r) IPOrPaMMHOE obecrieueHue (JIMIIEH3UOHHOE, CBOOOJIHO
pacnpocTtpaHsemMoe), 0a3bl JaHHBIX, WH(HOPMAIIMOHHO-CIIPABOYHBIC M TIOMCKOBBIC
CUCTECMBI:

13 bubauorexka CII6I'Y I'A [DOnextpoHHbI pecypc]. — Pexxum moctyma:
http://www.biblioclub.ru / ceoGoausIii qocTyn (nata obparienus 26.03.2023).

14 bubauorexka y4eOHOW M HAYYHOH JUTEPATyPbl [DJEKTPOHHBIN
pecypc]. — Pexum pgocrtyma: http://www.sbiblio.co cBoGoausii moctym (mara
obpamenus 26.03.2023).

15 Oopa3oBaTteabnas miaargopma «kOpair» [DneKTpOHHBIN pecypc]. —
Pexxum nmoctyma: https://urait.ru/library/vo / ceoGoaubIi qocTyn (1ata oOpalieHus:
26.03.2023).

16 Poccuiickas HanuoHaJbHasi 0uOIMOTEKAa [DIEKTPOHHBIN pecypc|. —
Pexxum pocryma: http://www.nlr.ru / cBoOGomHBIH gocTyn (mata oOpaIicHHS:
26.03.2023).

17 dnexTpoHHo-0nbaAMOTEeUHAsI cucTeMa «JIaHb» [DIEKTpOHHBIN pecypc].

— Pexum pgocryma: https://e.lanbook.com/books / cBoOomHbIi mocTym (marta
oOparmenus: 26.03.2023).

7 MatepuajJibHO-TeXHUYECKOe o0ecneyeHne Q1 CIUIIIHHbI

Haumeno | HaumenoBanue | OcHalleHHOCTh [TepedyeHb IMIIEH3MOHHOTO
BaHHUE CIIeIIMaTbHBIX CIIeIIUATIbHBIX MIPOrPAMMHOTO OOECTICUCHHSI.
JTACUUIUT | TTIOMEIIECHUHN U MTOMENICHUH U PexBu3UTHI
WHBl  |TIOMEIICHUN JI9| TOMENICHHM s MOATBEPKIAIOMIETO IOKYMEHTA
CaMOCTOSITEJILHO| CaMOCTOSITEIbHON
1 paboOThI paboThI
Ilcuxono | Aya. 319 - | Kommiekr Adobe Acrobat Reader DC
THS | ayJTUTOPHSI yueOHol mebenu | (freeware)
TUTST (30 mecT) Adobe Flash Player (freeware)
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https://e.lanbook.com/books

Haunmeno | HammenoBanue | OcCHaIeHHOCTh IIepedyeHb TUIIEH3UOHHOTO
BaHUE CHeuanbHbIX crenuanbHbIX IPOrpPaMMHOT0 00ECIICUEHHUS.

JACUHUIUL | TIOMEIEHUM U ITOMENICHUM U PexBusutsl

HAHBI MOMELIECHUN UIsl| TTOMEIICHUM IS MOJATBEPKAAIOIIEr0 TOKYMEHTA

CaMOCTOSITEIBHO| CAMOCTOSATEIBHON
1 paboThI paboThI

COIIMOJIOT | TPOBEICHHMSI Mynstumenuiiabl | Kaspersky Endpoint Security 10
us 3aHATUN it mpoekrop Acer | (munensust Ne 0AFE-180731-
yIpaBJieH | JEKUUOHHOTO | DKpaH 132011-783-1390)
sl THIIA, Hoytoyk HP630 | K-Lite Mega Codec Pack
cepBucHo | 196210 1. (freeware)
i Cankr- Microsoft Office
nesitensH | [lerepOypr, [Tpodeccronanpubiil mioc 2007
ocTbiO B | yi. [InnoTos, (smuuen3ust Ne 43471843 ot 07
TpaHcnop | Aom 38, jmr. A ¢despans 2008 roga)
THOM Mozilla Firefox
chepe (MPL/GPL/LGPL)

Ultra Defrag 7.0.2 (GNU GPL 2)
Unchecky (freeware)

WINRAR 3.9 (JIumensus Ha Spb
State University of Civil
Aviation)

Windows 7 (mumen3ust Ne
46231032 ot 4 nexabps 2009
rojia)

Ayn. 315a -
ayIUTOpUs
ISt
IPOBEACHUS
3aHATHI
CEMHUHAPCKOTO
TUIIA,

196210 r.
Cankrt-
[leTepOypr,
yi1. [Tunoros,

noM 38, mut. A

Komrutekr

yaeOHOU Mebenu
(16 mecT)

AynATOpUM I CAMOCTOSITEIIEHON paOOThI, XpaHSHUS W MMPOPUITAKTUIECKOTO
o0cmyKUBaHMs y4eOHOTO 000PYyTI0BaHUS

Ayn. 322 -
ayaUTOpHUS
JUTS
CaMOCTOSTENb

HOM paboTHI,

Kommiekt
y4aeOHOH Mebenn
(21 mecto)
[TpunTep
CanonLBR -1120;

Windows 7 Professional
(muuen3us Ne 46231032 ot 4
nekadbps 2009 rona)
MicrosoftOfficeStandart 2007
(muuen3us Ne 47653847 ot 9
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Haunmeno | HammenoBanue | OcCHaIeHHOCTh IIepedyeHb TUIIEH3UOHHOTO
BAHUE CIIEIIUATIbHBIX CIIEIUATIbHBIX MPOTrPaMMHOT0 00€CTICUCHHUS.
JUCHUILUT | TTOMEMIECHUMN U IMOMEILEHUN U PexkBu3uThI
HAHBI MOMELIECHUN UIsl| TTOMEIICHUM IS MOJATBEPKAAIOIIEr0 TOKYMEHTA
CaMOCTOSITEIBHO| CAMOCTOSATEIBHON
1 paboThI paboThI
196210 r. MoV HOs10ps 2010 roxa)
CaHkT- EcosysM2035dr; | ABBYY FineReader 10 Corporate
[letepOypr, Monutop LG Editional (munensus Ne AF 10
yi. [TunotoB, | 23EN43T-B,; 3S1V00 102 ot 23 nexabps 2010
oM 38, mut. A | CucteMHbIi OJIOK | T.)
KoMmIutekT Ne 1 Kaspersky Anti-Virus Suite qst
RamecStorm. WKS u FS (muuensus Ne
Cuctemnsiit 6siok | 1D0A170720092603110550 ot
koMmrIuiekT Corel 20 urons 2017 rona)
7-800-70

8 Obpa3zoBaTe/ibHbIe 1 HH(POPMALMOHHBIE TEXHOJIOTHH

B mpouecce mnpenonaBanus nucuuiinHbl «llcuxomoruss u coruosnorus
yIPaBJIEHUS CEPBUCHOMN NEATETLHOCTHIO B TPAHCIOPTHOM cdepe» HCIONb3YITCS
KjJaccuyeckue (GopmMbl M MeTOAbl OOyYeHHs: BXOJHOM KOHTPOJIb, JIEKIUH,
NPAKTUYECKUE 3aHATHUS, KPYTIIBIM CTOJ, cCaMOCTOATENbHAsA paboTa 00yJaroIUXCs U
METO/]I Pa3BUBAIOIEHCS KOOTIEPALIUH.

B pamMkax wu3yyeHUs JUCHUIUIMHBI MPEANOJaraercs HCIoiIb30BaTh
cienyromie oo0pa3oBaTeIbHbIE TEXHOIOTHUH.

BxonHol KOHTpOdb TMpeaHa3HA4YeH [JIs BBISBICHHUS YPOBHS YCBOCHHS
KOMIIETEHIIMHA 00yJaronuMcs, HEOOXOAMMBIX Tepea H3y4YeHUEeM UCIMILIAHBI.
BxonHOW KOHTPOJIb MPOBOAMUTCS MPETOAABATEIEM C IEIbI0 KOPPEKIUHU Tpoliecca
YCBOCHHMS 00YJaIOUUMUCS NUIaKTHIecKuX eauHui]. OH ocymiecTBisieTcs B hopme
YCTHOTO OIIPOCA MO BOMPOCaM TUCHUIUIUHBL: «COIUOIOTHUS.

TpanuionHasi JIEKUUs COCTABJISIET OCHOBY TEOPETHUYECKOro OOy4YeHUs B
pamMKax JUCHUIUIMHBL JIeKius kak oOpa3oBaTelbHAs TEXHOJOTHS MPEICTaBISET
co00l yCTHOE, CUCTEMAaTHYECKHU IMOCIIEeI0BATEILHOE H3JIOKEHUE TMPEIoaaBaTesieM
y4eOHOTO MaTepuaja U aKTyaJlbHBIX HAYYHBIX 3HAHWA C IENbI0 OpraHu3aluu
[IeJICHANPABIICHHON  TO3HABATENBHOW  JCSATEIBHOCTH  OOYYAIOMIUMHUCS 10
OBJIQJICHUIO 3HAHUSIMHU, YMEHUSIMU U HaBbIKAMHU YUTAEMOW NUCHUIUIMHBL. Jlekius
npeAHa3HaueHa IS PacKpbITUS  COCTOSIHUSI M TEPCHEKTUB  Pa3BUTHS
MICUXOJIOTUYECKUX M COLMOJOTMYECKUX 3HAHUU B COBPEMEHHBIX YyCIOBHUSX. B
JEKIUU JEeJaeTcs aKUEeHT Ha peaju3allMio TJIABHBIX HACH U HampaBlICHUU B
M3YUYEHUU AUCHUILUIMHBI, JA€TCSd YCTAHOBKA HA MOCIEAYIOIIYI0 CaMOCTOSTEIbHYIO
paboty. Ha nekuuum KOHIIEHTpUpPYETCS BHUMaHHE OOydYarolUXcsi Ha HaubOoJliee
CJIOKHBIX M Y3JIOBBIX BOIIPOCAaX, CTUMYJHUPYETCS WX aKTUBHAs IO3HABaTEIbHAs
nesarenbHocTh. [lo  nucuumunHe «lIcuxonorus ©  COLMONOTHS  yHpaBICHUs

CEpPBUCHON JEATENbHOCTbIO B TPAHCHOPTHOW cdepe» IulaHupyeTcs MpOBEACHUE
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MH(OPMAIIMOHHBIX JIEKUUWA, KOTOpbIE HANpaBIEHbl HA CUCTEMATU3UPOBAHHOE
U3JI0’)KEHHE HAKOIUICHHBIX M aKTyaJIbHbIX HAYYHBIX 3HaHHUI B MPEIMETHOM 001acTu
JUCHUTUIVHBI.

Benymum  MeTogqoM B JIGKIMM  BBICTYHNAET  YCTHOE  M3JI0KEHHUE
npernojaBareieM y4eOHOro Marepuana, KOTOPOE COYETAETCs C HCHOJIb30BAHUEM
cpeasl PowerPoint, Word, Excel ¢ menpro pacmmpenus o0pa3oBaTebHOTO
MH(QOPMAIIMOHHOTO TIOJIsl, TIOBBIIICHUS CKOPOCTH OOpabOTKM U mepenaydu
uHpopmalu, obecnedeHus ynoOcTBa MNpeoOpa3oBaHUs U CTPYKTYPUPOBAHUSA
uH(popMaIu a5 TpaHC(POpPMallUU €€ B 3HaAHHE.

[IpakTuyeckue 3aHATHS TO JUCUUIUIMHE TMPOBOJATCS B COOTBETCTBUM C
y4e0HO-TEeMAaTHUECKUM IIJIAaHOM MO OTAeJIbHbIM Ipynmnam. llenb mpakTuueckux
3aHATHN — 3aKpeNuTh TEOPETUYECKHUE 3HAHMS, MOJyUYEHHbIE OOYyYaroluMuUCsA Ha
JEKUUIX W B PeE3yJbTaTe CaMOCTOATENIbHOIO H3YYEHUS COOTBETCTBYIOIIMX
pa3ze’oB PEKOMEHJYEMOW JUTepaTypbl, a Takke NpUOOpPecTH HauyajJbHbIE
NPAKTUYECKUE HABBIKM JUCUUIUTUHBI «IICMXONOTUs M COLMOJIOTHS YIPABICHHUS
CEpPBUCHOW JI€ATENLHOCTBIO B TpaHCIOPTHOU cdepe». I[lpakThueckue 3aHATHS
npeHa3HauYeHbl JUIsl 0oJjiee IIyOOKOTrO OCBOCHHUS M aHalW3a TEM, M3Y4YaeMbIX B
pamMKax JaHHOW JUCHUTUTUHBIL.

[Ipaktuueckue 3aHATHS — D3TO METOJ PENPOAYKTHBHOTO OOy4YeHHS,
o0OecreynBaroMii CBsI3b TEOPUU U TPAKTUKH, COJACHCTBYIOUIUMN BBIPAOOTKE Yy
oOy4Jaromuxcs YMEHUN U HaBBIKOB MPUMEHEHUS 3HAHUM, MOJYYSHHBIX Ha JIEKIIUH
U B XOJIe CAaMOCTOSITeIbHON paboThl. [IpakTuueckue 3aHsATHS Kak 00pa3oBaTelIbHAS
TEXHOJIOTUS TOMOTAIOT OO0YydYalolUMCS CHUCTEeMaTH3UpOBaTh, 3aKpPENuTh U
yriayOuTh 3HaHUS TEOPETHUECKOro Xapakrepa. Ha mpakTuyeckux 3aHATHUSX IO
mucuuruiiae «IIcuXoa0rust U COLMOJIOTUS YIPaBJIEHUS CEPBUCHOM AEATEIbHOCTHIO
B TpaHCIOPTHOW cdepe» oOyyarommuecs o00ydalOTCs YMEHHUSIM U HaBBIKaM,
HEOOXOMMBIM JIJIS OpraHu3allMy  YNpaBIEHUS TPYJOBBIMH OTHOIICHUSIMH,
3aKperuIsisa MOJIydeHHBIE B XOJIe JICKIIMM M CaMOCTOSATENIbHOW paboThl 3HaHusA. Ha
NPAKTUYECKUX 3aHATUSIX B KayeCTBE MHTEPAKTHBHBIX O0Opa30BaTEIbHBIX
TE€XHOJIOTUM MPUMEHSETCS : METO]T PA3BUBAIOIIEHCS KOOIIEPAIUH.

B nporecce npoBeieHNs MPAKTUYECKUX 3aHATUN OPraHU3yITCs MyOIMYHbIE
BBICTYIJICHUsI 00yYaronuxcs mepes ayaIuTOpuel, CIOCOOCTBYIOLIUE PAa3BUTHUIO Y
HUX YMEHUS COTIOCTaBISATh JaHHBIC Pa3HBIX UCTOYHHUKOB M 0000IIATh UX, YMEHUS
CBSA3bIBATh TEOPETUUECKHE MOJOKEHUS AUCUUILIUHBI «IIcCuX0yorus u conuoiorus
yIpaBICHUs] CEPBUCHOM JEATEIBHOCTHIO B TPAHCIIOPTHOM cepe» ¢ KOHKPETHBIMU
cutyanussMu. TakuM 00pa3oM, TPaKTUYECKUE 3aHATHS 10  JUCITUTUIMHE
«IIcuxomoruss W COUMOJIOTHSI YIPABJIEHUS CEPBUCHOM JAESITEIBHOCTHIO B
TPAHCIOPTHOU c(epe» SBISIIOTCA COCTABIISIOIIMMHU IMPAKTHYECKOW IMOATOTOBKHU
oOydJarommxcs, TaK KaK MPeayCMaTPUBAIOT UX YYaCTHE B BBHIMIOTHECHUH OTACIBHBIX
AIIEMEHTOB paboT, CBA3aHHBIX C OyAyliedl MpoQecCHOHAIBHON NeATeIbHOCTHIO.
PaccmaTpuBaeMble B paMKax MPAKTUUYECKOTO 3aHSTHS 3alaHusi, CUTYallWH,
IPUMEPBI U MPOOIEMBI UMEIOT IPO(HECCHOHATIBHYIO HAIPABICHHOCTh U COAEPKAT
AJIEMEHThI, HeoO0XoauMble mJia  (GOPMUPOBAHUS KOMIIETEHIIMA B paMKax
MOATOTOBKM OakanaBpa 1o HampaieHuto «CepBuc». ['nmaBHbIM copepkaHueM
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MPAKTUYECKOTO 3aHATUS SIBISETCS WHAUBUIyalibHasi MpakTHdeckas padora
KaXXJ1I0r0 00y4Jaronierocs.

Kpyrnbeiii cTton mo AUCHUIUIMHE MPOBOAUTCS B COOTBETCTBUM C Y4eOHO-
TEMAaTUYECKUM IUIAHOM MO OTAeNbHbIM rpynnaM. llenb mpoBeieHUs Kpyriioro
CTOJIa — 3aKpENUTh TEOPETHUUYECKUE 3HAHMS, TMOJYYEHHbIE OOYydYaroIIMMHUCA Ha
JEKIUSAX W B pe3yjbTaTe CaMOCTOATEIBHOTO U3YYEHUSI COOTBETCTBYIOIIMX
pa3ielioB PEKOMEHIYEeMOH JUTepaTypbl, a TakXke TMPUOOPECTH HavyaabHbIC
MPAaKTUYECKHWE HABBIKKM W YMEHHUs MO JucuUIUIuHE «[IcHXoyiorus M COIMoNorus
yIpaBJICHUSI CEPBUCHON AESATEILHOCTHIO B TpaHCTOPTHOU chepe». Kpyrmwiii cTon
npeaHa3HaueH i 0oJiee TIIyOOKOTrO OCBOCHMS M aHaIM3a OTIEJIbHBIX BOIMPOCOB,
U3y4aeMbIX B paMKax JaHHOW TUCIMIUIMHBL. B mporiecce mpoBeaeHus: Kpyrjioro
CTOJIa OPTaHU3YIOTCS MyOJIMYHbBIC KOJIJIEKTUBHBIE OOCYKJICHHS OT/ICJIBHBIX 3apaHee
OTPEICIEHHBIX BOMPOCOB TEMBbI, BBICTYIUICHUSI OOYJAIOIIUXCsl TIepe]] ayIuTOPUEH,
CIOCOOCTBYIOIME PAa3BUTUI0 Y HHUX YMEHHsI COIMOCTAaBISATH JaHHBIE Pa3HBIX
HUCTOYHUKOB M 0000IIaTh WX, YMEHUS CBS3BIBATH TEOPETUUYECKHE ITOJIOKEHUS
mucuuiuiiabl - «llcuxooruss W COLMOJNIOTHMSI  YNPABJICHUS  CEPBUCHOU
NESATeIbHOCTHIO B TPAHCIIOPTHOM chepe» ¢ KOHKPETHBIMHU CUTYAIUSIMH.

UteHue NneKIuil 1 IpoBeJICHUE NMPAKTUYECKUX 3aHATHI TaK)Ke MpeIoiaraet
NPUMEHECHHE WHTEPAKTUBHBIX (opM o0O0yueHHs (MHTEPAKTUBHBIX JICKIIHH,
IPYIIOBBIX AUCKYCCHUM, aHAJIM3a CUTyallul M MMUTAIMOHHBIX MOJENIEeH U Jp., B
TOM 4HCJIE C YYE€TOM pEeruoHaJbHBIX OCOOEHHOCTEeH mpodeccuoHaTIbHOM
JESITEIbHOCTH BBIMYCKHUKOB U MOTpeOHOCTEN padoTonareneil) mjig pa3BUTHS Y
oOy4Jaromuxcs HaBBIKOB KOMAHJIHOM pa0OThl, MEXJIMYHOCTHOM KOMMYHHUKAIIUH,
NPUHATUSA PELICHUN U TUJEPCKUX Ka4eCTB.

Takum 00pa3zoM, MpakTUYeCKue 3aHATHS Mo nucuuruHe «[lcuxonmorus u
COILIMOJIOTHUSl YTIPaBJICHUSI CEPBUCHON [EATEIHLHOCTHIO B TPAHCIOPTHOM cdepe»
SBJIIFOTCSL COCTABJISIONIMMHU TPAKTHUECKOW TMOJITOTOBKM OOYYarOMIMXCS, TaK Kak
NpelycMaTpUBAIOT MX y4YacTHE B BBIMOJIHEHUU OTACIBHBIX 3JIEMEHTOB paldoT,
CBSI3aHHBIX C OyayIIei mpodeccruoHaaIbHON IeITeIbHOCTHIO.

B kauectBe 31eMeHTa MPAKTUYECKOW MOATOTOBKM B paMKax IAUCUUILIMH
«IIcuxomorusi ¥ COLMOJIOTHSl YOPABJICHUS CEPBUCHOM JIESITENBHOCTHIO B
TPAHCTIOPTHOM cdepe» UCHONb3yeTcss Ha MPAKTHYECKUX 3aHATHSAX METOJ
pa3BUBaIOUIEHCA KOONEpaluu, KOTOPBIM 3aKII0YaeTcsi B IIOCTAHOBKE Mepen
O0Oy4YaroMMMUCS CUTYallMOHHOTO 3aJlaHus, JUIsl PEIICHUS] KOTOPOTO TpeOyeTCs: ero
o0BEIMHEHUE C paclpe/ieICHUEM BHYTPEHHHX pOJIel B Tpymme. ITO TMO3BOJISIET
oOydJaromeMycss BBICIYIIMBATh M TMPUHUMATh BO BHHMAHHE B3TISIbI JIPYTHX
J0JIe, AUCKYTUPOBaTh B W 3allUIIaTh CBOK TOYKY 3pPEHHs, CIPABIATHCS C
pazHooOpasueM MHEHWH, COTpYyAHHYATh M paboTaTh B KOMaHzAe, OpaTh Ha cels
OTBETCTBEHHOCTh, y4aCTBOBaTh B COBMECTHOM MPUHSITUH PEIICHHUS.

CamocTtosTenbHass pabora o0OydaromUXCs SIBISIETCS COCTABHOM YacCThIO
yueOHOM paboThl. CamMocTrosiTeabHas paboTa 0O0ydYarollerocsi peaau3yercs B
CUCTEMATH3allUM, IJIAHUPOBAHUM, KOHTPOJE U PEryJHPOBAaHUU €ro y4deOHO-
npoeCCUOHANILHONW JEATENIbHOCTH, a TakKe B AaKTHUBU3AlMM COOCTBEHHBIX
MMO3HABATEIbHO-MBICIIUTEIbHBIX JI€UCTBUN 0€3 HENOCPEACTBEHHOW IMOMOIIU U

PYKOBOJCTBA CO CTOPOHBI HpernojaBaTesis. Ee€ OCHOBHOM LENbIO SABISETCS
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dopmMupoBaHUE HABBIKA CAMOCTOSATEIHLHOTO MPUOOPETEHUS 3HAHUI 10 HEKOTOPHIM
He 0c000 CII0XHBIM BOIIPOCAM TEOPETUUYECKOTO Kypca, 3aKperjIeHne U yriyoseHue
MONy4YEeHHBIX  3HAaHWW, caMocTosTeNpHas paboTa CO  CIPaBOYHHKAMH,
NEPUOANYECKUMHU U3IaHUSAMU M HAYYHO-TIOMYJISIPHOM JHTEpaTypod, B TOM UHUCIE
HAXOJSIIMMUCS B TJIOOATBHBIX KOMIBIOTEPHBIX ceTax. CamocTosaTenbHas padoTa
MOJIpa3yMeBaceT BBHITIOJHEHUE YUYCOHBIX 3a/IaHUI, B TOM YHCJIC M HHIWBUIYaIbHBIX,
MOJTy4aeMbIX O0yYaroIUMCs MOCHe KaXI0TO 3aHATHSA. Bce 3amaHus, BHIHOCHMEIE
Ha CaMOCTOSITEIbHYIO paboTy, BBHINOIHAIOTCA OOy4aromuMcs JIMOO B KOHCIEKTE,
aub0 Ha OTHenbHBIX Juctax ¢opmata A4 (1m0 yKazaHWIO MPENnoaaBaTelis).
KoHTponb BBINIONIHEHUsT 3aJaHMiA, BBIHOCUMBIX Ha CaMOCTOATEIBHYIO padoTy,
OCYIIECTBIISIET MPETI0/1aBaATENb.

O ®oHI OHEHOYHBIX CPeACTB AJsl NMPOBEeJEHUS TeKYLIero KOHTPOJS
yCIIeBAeMOCTH, IPOMEXKYTOYHON aTTecTallud IO HMTOraM  OCBOCHMS
AUCUHMILTAHBI

@DoH/T OIEHOYHBIX CPEACTB MO AUCHUIUINHE «[ICHXONOTHsS W COIMOJIOTHS
yIpaBJICHUSI CEPBUCHOM NESITEIHHOCTBIO B TPAHCIOPTHOU cepe» mpenHa3zHaAueH
JUISL BBISIBJICHWS W OICHKM YPOBHS W KauyecTBa 3HAHUW OOYYarOIIMXCS IO
pe3yibTaTaM TEeKYIIEro KOHTPOJS U MPOMEXKYTOUHOM aTTeCTalldd IO HTOram
OCBOCHHUS AUCIUIUIUHBI B BUJE 3a4€Ta B YETBEPTOM CEMECTpPE M IK3aMeHa B MSITOM
cemecTpe.

@DOHJT OLIEHOYHBIX CPEACTB JJI TEKYIIETO KOHTPOJS BKIIOYAET: BOMPOCHI
JUTSl YCTHBIX OTPOCOB, CUTYallMOHHBIE 3aaHUS U TEMBI JIJIs1 COOOIICHHM.

Texymuii KOHTPOIb YCHEBAEMOCTH UM TMPOMEXKYTOYHAs aTTeCTaIUs
IPOBOASTCS B COOTBETCTBUU C «IloN0’kKeHHEM 0 TEKYIIEM KOHTPOJIE YCIIEBAEMOCTH
U MPOMEXKYTOUHON aTTecTaliuu oOydarommuxcs (enepaibHOr0 rocyaapCTBEHHOTO
OIOHKETHOTO 00pa30BaTENILHOTO YUPEXKACHUSI BhICIIEro oOpa3zoBaHus «CaHKT-
[TerepOyprckuii  TOCYyJapCTBEHHBIM  YHUBEPCUTET TpakTaHCKOW  aBUAIIUNY,
oOydJaromuxcs IO MporpaMmaM BBICHIETO oOpa3oBaHUs — MporpaMmam
OakanaBpwata u TporpamMmaM crenuanutera (GopMmbl, MEPUOIUYHOCTh W
nopsAoK)». Texymuil KOHTPOIh YCIEBAEMOCTH OOYYAIONIUXCS BKIIOYACT YCTHBIC
OMpOCHI,  COOOIICHUS W  CHUTyallMOHHBbIC  3a/JaHWsl,  BBbIJaBaeMble  Ha
CaMOCTOSTEIBLHYIO pa0OTy MO TeMaM JAUCIUILIUHEI.

YCTHBIM OIpPOC IO BOIPOCAM BXOJHOTO KOHTPOJIS, KOTOPBIA SIBIISIETCS
AJIEMEHTOM TEKYIIEr0 KOHTPOJsl YCIEBAaEMOCTH, MPEAHA3HAYEH MJI1 BBISIBICHUS
YPOBHSI YCBOCHUSI KOMIIETEHIIMI 00yYaromumMcsi, HEOOXOAUMBIX TIEpe U3yYCHUEM
JUCUHUIUIAHBI. Y CTHBIM OMpPOC MO BONPOCAM BXOJHOT'O KOHTPOJIS OCYIIECTBISAETCS
[0 BOMpPOCaM, Ha KOTOPbIX Oa3zupyeTcss untaemas JucuuiuiuHa (m. 9.4). YcTHbIM
OMpoC MPOBOAUTCS HA KaXJOM MPAKTUUECKOM 3aHSITUU B TeueHue He Oosee 10
MHUHYT C LI€JIbI0 KOHTPOJIS YCBOCHUS TEOPETUUECKOTO MaTepuana, U3jJaracMoro Ha
JEKIUU U TpeAmnoyiaraeT oTBeT oOywaromuxcs. BkioyaeT nepeyeHb BOMPOCOB U
MojenupoBanue cutyauuii. IlepedyeHb BONPOCOB  oOmpeAensieTcss ypOBHEM
MOATOTOBKM Y4eOHOW TpyNIbl, a TaKXe HWHJIUBUAYAJTbHBIMU OCOOECHHOCTIMU

oOyyaromuxcsa. MoaenrpoBaHue CUTyalllil MpeICTaBiIsIeT cO00i MPOEKTUPOBAHKE
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MpernojaBaTeaeM THUIOTETUYECKUX CHUTyalil, B KOTOPbIX MOXET OKa3aTbCs
oOy4aromuiicss mpyu CONPUKOCHOBEHUM C peajbHOCThIO. Peakuus oOydaromierocs
Ha CMOJIETUPOBAHHYIO CUTYallMIO0 OYJEeT MOKa3aTeJIeM TOTO YCBOWUJ OH y4eOHBIH
MaTepHuall Ui HeT.

CooOmeHne — TOPOAYKT CaMOCTOSITENIbBHOM paboThl  0Oydwarouierocs,
MPEACTAaBIAIOIMNN  cOO0M MyOJMYHOE  BBICTYIUIGHHE IO  IPEACTaBICHUIO
MOJIYYEHHBIX PE3YJbTATOB PELICHUS ONPEAEICHHOW Y4eOHO-TIPaKTUUYECKOH,
y4eOHO-HCCNE0BATENbCKON U HAYYHOU TEMBI.

CuryanuoHHble 3aJaHUs HOCAT MPAKTUKO-OPUEHTHUPOBAHHBIN XapakTep,
UCIOJIb3YIOTCSI B paMKax MpPAaKTUUYECKOW TOJATOTOBKM C IEJbI0  OLEHKH
dopMupoBaHus, 3aKpPETICHUS, PA3BUTHS MMPAKTHUECKUX HABBIKOB M KOMIIETCHITHIHA
no npoduto o0pazoBaTeabHO MporpaMmel. BeilonHeHHe KOMITIEKCa y4eOHBIX U
UCCIIeIOBAaTENbCKUX 3a/laHuid, B (opMare CUTYallMOHHBIX 3aJlaHUN, IMO3BOJSIOT
OLICHUTh YMEHHUS M HaBBIKM OOYYalOUIErocss CaMOCTOSITEIbHO KOHCTPYUPOBATH
CBOM 3HAaHMS B TPOLIECCE PELICHUS MPAKTUYECKUX 3aJlay, OPUEHTUPOBATHCA B
MH(POPMAIIMOHHOM TPOCTPAHCTBE, a TaKXe YypPOBEHb CHOPMUPOBAHHOCTH
AHAIMTUYECKUX, MCCIIEIOBATEIbCKUX HABBIKOB, HABBIKOB MPAKTUYECKOTO W
TBOPUYECKOT'O0 MBIIIUICHHS.

KoHTponb BBINIONHEHUS 3a/aHusl, BBIIABAEMOrO0 HA CAMOCTOSITENIBbHYIO
pabory, npecieayeT co0oil 1eJib CBOEBPEMEHHOTO BBISIBICHUS TJIOXO YCBOECHHOTO
MaTepuana AUCUUIUIMHBL 7S MOCIEAYIOEeH KOPPEKTUPOBKM WIIM OpraHMU3aluu
00s13aTebHON KOHCYNbTaluu. [IpomMexyTouHas aTTecTtanusi 1o UTOraM OCBOCHHS
JUCLMILIMHBI IPOBOAUTCS B BUAE 3auéra B 4 ceMecTpe U 3K3aMeHa B 5 ceMmecTpe.
3auy€T U 3K3aMEH I03BOJISIIOT OLEHUTh YPOBEHb OCBOCHMS KOMIIETEHLIMH 3a BEChH
HepUosl W3yYeHUs AMCLUUIUIMHBL. 3a4€T M SK3aMEH IPEAINoJiaraloT OTBET Ha
BOIIPOCHI M3 NEPEYHs BONPOCOB, BBIHECEHHBIX Ha 3a4€T M 3Kk3amMeH. K MomeHTy
clauy 3a4é€Ta M 3K3aMeHa JOJDKHBI ObITh OJIaronoydyHO MPOMIEHBI Mpeblaylie
(bopMBI KOHTPOJIS.

Metonuka (GopMUPOBaHUS peE3yNbTUPYIOIIEH OLIEHKM B 00s3aTeIbHOM
HOPSAKE YUYUTHIBAET AKTUBHOCTh OOYYAIOIIMXCS HA JIEKIHUSIX M MPAKTHUYECKHX
3aHATUAX, Yy4yacTHe oOOydalolmuxcs B KOHPEpEeHUUSX U IOATOTOBKY HMHU
MyOIUKAIHA, 9YTO OTPAKEHO B OATbHO-PEUTUHTOBOM OIICHKE TEKYIIEro KOHTPOJIS
yCIIeBAa€MOCTH U 3HaHMH oOydaromuxcs B 1. 9.1. Onucanue mikaigbl OLlEHUBaHUS,
UCIIOJIb3YEMON JJisi MPOBENEHUS MPOMEXKYTOUHBIX aTTeCTallUi, MPUBEACHO B II.

9.5.

9.1 ba/IbHO-PEITUHIOBAas OLCHKA TEKYLIero KOHTPOJIA yCIeBaeMOCTH
U 3HAHUH 00y4arIIuXCs

OO6mast TpyJI0eMKOCTh JUCIUILIMHBI COCTABISAET 6 3aUeTHHIX eauHuIl, 216

aKaJeMHUYECKUX YacoB. Bu mpomeXyTouyHOro KOHTposss — 3ader (4 cemectp) u
AK3aMeH (5 cemecTp).
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. KonuyectBo 6amios Cpox
Tema/Buj yueOHBIX 3aHATUM
. KOHTPOJIS
(OLICHOYHBIX 3aJIaHUI ), TO3BOJISIIOIITUX
(TOPSIKOBBI
oOyyaroiiemMycs Munu- Makcu- i Hone [Ipumeua
MIPOIEMOHCTPUPOBATH JOCTUTHYTHIA | MalbHOE | MallbHOE Hez[ennlz: HUE
ypOBEHBb CPOPMUPOBAHHOCTH 3HAUCHWE | 3HAueHWe| — o oo
KOMIIETEH LI
ceMecTpa)
Cemectp 4

Tema 1. O6vexm, npeomem u 3a0auu NCUXOJI02UU U COYUOIOZUU YRPABICHUA HA
npeonpuaAmuYU cepeuca Ha MpPancnopme

Jlexmus 1 1 1,5 1 —
ITpakTrueckoe 3anstue 1 2,5 3,6 2 YO, C3, Cm
[TpakTuyeckoe 3ansitue 2 2,5 3,6 3 YO, C3, Cm
Hmozo no meme 1 6 8,7
Tema 2. Hcmopusa cmanoenienus u pazeumus ynpaesieH4ecKoil MulCiu
Jlexims 2 1 1,5 4 —
[TpakTuyeckoe 3ansTre 3 25 3.6 4 VO, C3,
Cu
IIpakTrueckoe 3anarue 4 25 3.6 5 VO, C3,
Cu
Hmozo no meme 2 6 8,7

Tema 3. Bzaumooeiicmeue nuuHoCmu u ZPynnvl 8 CUCIeMax ynpasieHus Ha
npeonpuAmuYU cepeuca Ha Mpancnopme

Jlexmus 3 1 1,5 6 —
ITpakTryeckoe 3aHsTHE 5 2,5 3,6 6 YO, Cug
ITpakTryeckoe 3anstue 6 2,5 3,6 7 YO, Cug
Hmozo no meme 3 6 8,7

Tema 4. I'pynnosas oeamenvHocmsy 6 cucmemax ynpaeieHus Ha nPeonpuAmun
cepguca Ha mpancnopme

Jlexnus 4 1 1,5 8 —
[TpakTudeckoe 3anstue 7 25 3.6 8 VO, C3,
Cm
[TpakTudeckoe 3ansTre 8 25 3.6 9 VO, C3,
Cm
Hmozo no meme 4 6 8,7
Tema 5. Coyuanvhvle op2anuzayuu u RPUHLUNBL YAPABGICHUA UMU HA MPAHCHOPpHLE
Jlexmus 5 1 1,5 10 —
ITpakTrdeckoe 3ansTue 9 25 3.6 10 VO, C3,
Cm
ITpakTrueckoe 3anstue 10 25 3.6 11 VO, C3,
Cm
HUmozo no meme 5 6 8,7

Tema 6. PykogoOocmeo u 1uoepcmeo 6 CHpPyKmypax ynpasieHus Ha npeonpusmuu
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. KonuyectBo 6amios Cpox
Tema/Buja yueOHBIX 3aHATUM
. KOHTPOJIS
(OLICHOYHBIX 3aJIaHUI ), TO3BOJISIIOIITUX
(TOPSIKOBBI
oOyyaroiiemMycs Munu- Makcu- i Hone [Tpumeua
MIPOJIEMOHCTPUPOBATH JOCTUTHYTHIA | MalbHOE | MallbHOE Hez[eJmI:(): HHC
ypOBEHBb CPOPMUPOBAHHOCTH 3HAUCHHE | 3HAYCHME| o .
KOMIIETCHIIU I
ceMecTpa)
cepsuca Ha mpancnopme
Jlekmus 6 1 1,5 12 —
[TpakTuueckoe 3anstue 11 12 VO, C3,
2,5 3,6 Ci
[TpakTuueckoe 3anstue 12 13 VO, C3,
2,5 3,6 Cr
Hmozo no meme 6 6 8,7

Tema 7. phexmuenocms u KOHKYPEHMOCHOCOOHOCMb COBPEMEHHBIX OPZAHUAUUTL

Ha mpancnopme

Jlexmg 7 1 1,5 14 —
Jlekimg 8 1 1,5 14 —
[TpakTrdeckoe 3anstue 13 15 3.6 15 VO, C3,
Cm
IIpakTrueckoe 3anarue 14 15 3.6 16 VO, C3,
Cm
IIpakTrueckoe 3ausTue 15 17 VO, C3,
2 3,6
Cm
[TpakTraeckoe 3ansatue 16 18 VO, Cm,
2 4
C3
Hmozo no meme 7 9 17,8
Hroro Uno 00s13aTeJILHBIM BHJIAM 45 70 _ _
3aHATHH
3auer 15 30 — —
HToro mo nucuuminue 60 100 — —
IIpemuasibHbIC BUABI
aeTeJJbHOCTH _ _ _ B
(11 yuyeTa npu onpeeaeHuu
peiTHHIA)
VYyactue B KOHGQEPEHIIUH M0 TEMaM _ 10 _ _
TUCIIATLIINHBI
Hayunas myOnmkamnus mo remam _ 10 _ _
TUCIIATLIINHBI
HTOro 10noTHUTEJILHO _ 20 _ .

NpEeMHAJIBbHbIX 0aJ1J1I0B

Bcero no gucuunnHe aJis peﬁTHHFa

ITepeBoa 0a/1,10B 0AJIILHO-PEMTUHIOBOM CUCTEMbI B OLIEHKY VISl 3a4eTa M0
«aKaJeMHuuecKoi» miKaJje
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Tema/Buj yueOHBIX 3aHATHIA
(OLICHOYHBIX 3aJIaHUI ), TO3BOJISIIOIITUX
oOyyaroiiemMycs
MPOJAEMOHCTPUPOBATH JOCTUTHYTHIN
ypOBEHBb CPOPMUPOBAHHOCTH
KOMIIETEH LI

KonnuecTBo 6amios

Munu-
MaJIbHOE
3HAYEHUE

Makcu-
MaJIbHOE
3HAYEHUE

Cpok
KOHTPOJIS
(TOPSIKOBBI
1 HOMEp
HEJIeTU C
Hayajia
ceMecTpa)

ITpumeya
HHUE

KouaunuecTBo 0a10B mo bPC

Onenka (o «aKaJieMHYeCKO) 1KaJie)

60 u Oostee

«3adYTCHO»

Mmenee 60

«HEC 3a4YTCHO»

Cemectp 5

Tema 8. Opzanuzayuonnan Kyasmypa KaK COUUAnbHO-NCUX0N02UYECKAA NPodiema
HA NPeOnpuAmMUN cepeuca Ha mpancnopme

Jleximsa 9 1 1,5 1 —
[TpakTuyeckoe 3anstue 17 27 4,25 2 VO, C3,
Cu
[TpakTuyeckoe 3anstue 18 27 4,25 2 VO, C3,
Cu
Hmozo no meme 8 6,4 10

Tema 9. Couuanvno-ncuxonozuveckue 0co0eHHO
epsuca Ha mpancnopme

npeonpuamuu c

cCmu ynpaejieHui nepconaiom Ha

Jlexmus 10 1 1,5 3 —
[TpakTuyeckoe 3anstTue 19 27 4,25 4 VO, C3,
Cug
[TpakTrueckoe 3anstue 20 27 4,25 4 VO, C3,
Ci
Hmozo no meme 9 6,4 10

Tema 10. Coyuanvno-ncuxonozuueckue 0CHO8bl NPUHAMUA YRPABTIEHUECKUX
PpeuteHull Ha NPeOnPUAMUN Cepeuca Ha Mpancnopme

Jlexnus 11 1 1,5 5 —
ITpakTudeckoe 3ansatue 21 2.7 4,25 6 VO, C3,
Cm
[TpakTudeckoe 3ansTHe 22 27 4,25 6 VO, C3,
Cm
Hmozo no meme 10 6,4 10

Tema 11. Konghauxkmut ¢ ynpasnenuu

U cnocoowvl ux pazpeuienus Ha NPeonpuAmuU

cepeuca Ha mpancnopme
Jlexmusa 12 1 1,5 7 —
ITpakTrdeckoe 3ansaTue 23 27 4,25 8 VO, C3,
Cm
[TpakTrueckoe 3ansatue 24 27 4,25 8 VO, C3,
Cm
Hmozo no meme 11 6,4 10

Tema 12. Coyuanvnas omeemcmeeHHOCMb MeHeDHcepa HA NPEONPUAMUL CePBUCA
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. KonuyectBo 6amios Cpox
Tema/Buj yueOHBIX 3aHATHIA KOHTPOLS
(OLICHOYHBIX 3aJIaHUI ), TO3BOJISIIOIITUX p
(MOPSLAKOBBI
oOyyaroiiemMycs MuHu- Makcu- i Hone [Tpumeua
MIPOJIEMOHCTPUPOBATH JOCTUTHYTHIA | MalbHOE | MallbHOE Hez[ennlz: HUE
ypOBEHBb CPOPMUPOBAHHOCTH 3HAUCHHE | 3HAYCHME| o .
KOMIIETEH LI
ceMecTpa)
Ha mpancnopme
Jlexmus 13 1 1,5 9 —
[TpakTuueckoe 3ansiTue 25 27 4.5 10 VO, C3,
1 1 CH.[
[IpakTuueckoe 3ansiTue 26 57 495 10 VO, C3,
1 1 CH_[
Hmozo no meme 12 6,4 10

Tema 13. Memoouxa couyuono2uueckozo uccied06anus cO8PeMeHHbIX OP2AHU3AUUTL
cepsuca Ha mpancnopme

Jlexuus 14 1 1,5 11 —
[TpakTuueckoe 3ansTue 28 2.7 4,25 12 VO, C3,
Cu
[TpakTuyeckoe 3ansTue 28 2.7 4,25 12 VO, C3,
Cu
Hmozo no meme 13 6,4 10

Tema 14. Memoouka couuaibHoO-nCUX0102UHUECKO20 UCCIE008AHUSA YCREUH O
dessmenbHOCmU MeHedxcepa Ha NPeOnPUAMUN Cepeuca Ha mpancnopme

Jlexuus 15 1 1,5 13 —

[TpakTrdeckoe 3ansTue 29 27 4,25 14 YO, C3,
Ci

[TpakTrueckoe 3anstue 30 29 4,25 14 YO, C3,
Ci

Hmozo no meme 14 6,6 10

Hroro Uno 00s13aTeJbHBIM BHAAM 45 20 . .

3aHATHI

IK3aMeH 15 30 — —

HToro mo nucuuminHe 60 100 — —

IIpemuasibHbIC BUABI

AEeATEIbHOCTH

(1151 y4eTa npu onpe/eJJeHUH R R o o

peiiTHHIA)

VYyactue B KOHGEPEHIINH 110 TeMaM . 10 . .

JTACHUILIAHBI

Hayunas myOnmkamnus mo remam . 10 . o

JACHUILIAHBI

HTOro n1onoTHUTEIHHO . 20 . .

NpEMHAJIBHbIX 0aJ1J10B
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. KonuyectBo 6amios Cpox
Tema/Buja yueOHBIX 3aHATUM
. KOHTPOJIS
(OLICHOYHBIX 3aJIaHUI ), TO3BOJISIIOIITUX
(TOPSIKOBBI
oOyyaroiiemMycs Munu- Makcu- i Hone [Tpumeua
MIPOJIEMOHCTPUPOBATH IOCTUTHYTHIA | MaJIbHOE | MaJbHOE Hez[ennlz: HUE
ypOBEHBb CPOPMUPOBAHHOCTH 3HAUCHHE | 3HAYCHME| o .
KOMIIETEH LI
ceMecTpa)
Becero mnmo aucummiaudHe I 120
peiTHHIA

IlepeBoa 6a/1/10B 0AJITILHO-PETUHIOBOM CHCTEMbI B OLIEHKY /ISl IK3aMeHa 110
«aKaJeMHUYeCKo» IKaJjie

KoanuectBo 6a10B no bPC Onenka (Mo «akaJeMH4eCKOo) IKaJie)
90 u Gosee 5 — «OTIANYHOY
75+89 4 — «XopoIIo»
60+74 3 — «yJIOBJIETBOPUTEIHHO
meHee 60 2 — «HE yJIOBJICTBOPHUTEILHOY

9.2 Meroauyeckue PpeKOMEHJAAUMH IO TPOBEACHUIO TMPoUeAyPbI
OLCHUBAHUS 3HAHMHA, YMEHUIl M HABBIKOB M (MJIM) ONbITA JAeSTEJbHOCTH,
XapaKTePU3YINUX 3Tanbl GOPMHUPOBAHUA KOMIIETEHIIH I

[Tocemienre NEKIMOHHOTO 3aHATHS OOydYaroIMMCS OlLleHHWBaeTcss B 1 Oam.
Benenue neximonnoro koncnekrta — 0,2 6ayuioB. AKTUBHOE ydacTue B 00CYKICHUU
JUCKYCCHOHHBIX BOMPOCOB B X0/1I¢ JieKiuu — J10 0,3 6aios.

[Tocemienre MPaKTUYECKOTO 3aHITHUS C BEIEHUEM KOHCIIEKTa OIICHUBACTCS B
2,5 6amma (mo 13, 14 mpaktudeckomy 3aHaTHIO — OT 1,5 Oamios, mo 15, 16
IPaKTHYECKOMY 3aHATHIO — OT 2 0amioB) (4 cemectp). Coobmienne — g0 1 6ama (¢
1 mo 12 mpaktuueckoe 3aHstue — no 0,55 Gamnos, mo 13 u 14 - mpakTHYECKHM
3aHATHSAM — 70 1,55 GammoB; mo 15 mpaktudeckomy 3ansatuto — 10 1,05 6amios; 1o
16 mpakTrdeckoMy 3aHsITHIO — 10 1,2 6ammoB) (4 cemectp). YcerHbIi onpoc — 110 0,3
oamioB (4 cemectp). Yuactre B 00CYKJIEHUU BOIIPOCOB Kpyrioro crojia — a0 0,5
6armnoB (4 cemecTp).

[Tocemenre MPaKTUIECKOTO 3aHITHUS C BEICHWEM KOHCIIEKTa OICHUBACTCS B
2,7 6amna (mo 30 mpakTHueckomy 3aHATHIO — OT 2,9 OamnoB) (5 cemectp).
Coobmrenne — o 1 6amma (mo 30 mpaktudeckomy 3ansaTuio — 10 0,8 Gamios) (5
cemectp). YcrHbIH onpoc — 0 0,3 6amnos (5 cemecTp).

I'pynmoBoe pemieHne oOy4arOUIMMHCS CUTYallMOHHOM 3aJayd B paMKax
peaau3ay MeToAa Pa3BUBAIOIIICHCS Koonepanun olieHuBaeTces 1o 0,25 6amios.

9.3 TembI KypcOBBIX PaGOT MO TUCIHUIJINHE

Hanucanue kypcoBbIxX paOOT yueOHBIM IIJIAHOM HE MPEyCMOTPEHO.
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9.4 KoHTpoJibHbIe BONPOCHI /ISl NPOBeJeHUS] BXOJAHOI0 KOHTPOJIS
OCTATOYHBIX 3HAHMH MO 00eCIeYNMBAO UM JUCHUIIIMHAM

BOHpOCBI BXOJHOI'O KOHTPOJIA IO JUCHUIIIINHC «COHI/IOJ'IOFI/I}I»:

1. CoBpeMeHHbIE COLMOJIOTTYECKUE TEOPUU OOIIECTBEHHOTO Pa3BUTHSI.
2. Kynprypa: snemenTsl, GyHKINH, U3MEHEHUS.
3. HopMbl 1 1IeHHOCTH B COLMAIBbHOM KM3HU 00IECTBA.

9.5 Onucanue noka3arteseil 1 KpuTepueB OLEHUBAHUS KOMIIETEHIIUI HA
Pa3IMYHBIX ITAnax ux GopMUpPOBaAHHs, ONMCAHNE KA OIleHHBAHUS

Kommnerenmuu | Ilokasarenn Kpurepun onenvnBanus
OLICHUBaHUS
(MHAMKATOPBI
JOCTHKEHUS)
KOMIIETCHIIUH
I 3ran
3Haer:
- METOoABbl YHOpaBJCHUS CBOUM  BPEMEHEM,
Wiyice BBICTpauBaHUA 151 peanu3anun TPacKTOpHUU
) CaMOpa3BUTHUSl HA OCHOBE MPHUHIUIIOB 00pa30BaHUs
YK-6 HI[3YK'6 B TEUCHHUE BCEH KU3HU C YUYETOM IICUXOJIOTUUECKUX
Wvice Y COLMOJIOTMYECKUX 3HAHUU MPOLIECCa YIIPABIICHUS,
- METOoABbl yIpaBIE€HHS CBOMM  BpPEMEHEM,
dbopMHUpOBaHUS  TPACKTOPUU  CAMOPA3BUTHUS  C
YYETOM IICUXOJIOTUYECKUX U COLHOJOTHYECKUX
W 3HAHUU MPOILECCa YIIPABICHHUS ;
) - METOJIBI pealn3alliil TPACKTOPUU CaMOPa3BUTHA
[K-1 H’HsnK'l Ha OCHOBE MPHUHIIUIIOB CaMOOOPa30BaHUS C YUETOM
W IICUXOJOTUYECKUX M COLUHUOJOTMYECKUX 3HAHUU
Iporecca yrpaBJICHUS,
- MEXaHU3M IIPUMEHEHHUS
KIIMEHTOOPUEHTUPOBAHHBIX TE€XHOJIOT UM B
CEPBUCHOM  JIESATEIPHOCTH HA TPAHCOOpPTE B
YCIIOBUSIX B3aUMOJEHCTBUS C TOTPEOUTENSIMU, B TOM
YHUCJI€ UHTEPHET-IIPOABMIKEHUA YCIyI C YYETOM
T s MICUXOJOTUYECKUX M COLUHUOJOTMYECKUX 3HAHUU
[K-3 Wics rporecca yrpaBJICHU,

- MeTOoABbl pPa3pabOTKH CHUCTEMBI KIMEHTCKUX
OTHOILICHUM u OpraHu3aluu npoiiecca
00cCITy>KUBaHUS norpeouTeneit Ha OCHOBE
NPUMEHEHHS 3aKOHOJATENIbHBIX aKTOB M IMPABOBBIX
HOPM;

- METOJIbl  COBEPIICHCTBOBAHUSI  CHCTEMBI
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Kowmrmereuimmn

[Tokazarenun
OIICHUBAHUS
(MHAMKATOPBI
JOCTHKCHHS)
KOMIIETCHIINH

Kpurepun onennBanus

KIIMEHTCKUX OTHOLLIEHUH B CEpPBUCHOM
NEATEIIbHOCTH HA TPAHCIOPTE C HUCIOJIb30BAHUEM
WHTEPHET-TEXHOJIOTUM C YYETOM IICHUXOJOTMYECKHUX
Y COLIMOJIOTMYECKUX 3HAHUI MPOIIECCA YIIPABICHNUS,

- aJropuTM BBIOOpAa MaTepHAIBHBIX PECYPCOB,
o0opyaoBaHUsl JUIsl  OCYUIECTBICHMSI —Ipolecca
CepBHCA, METOAbl NEPErOBOPOB C KIMEHTAMH 10
INPETEH3UOHHBIM CIIY4asiM U ONPEIEIEHUs MPUYUHBI
BO3HUKHOBEHUS PETEH3UIN c y4eTOM
NICUXOJIOTUYECKUX M COLMOJIOTMYECKUX 3HAHUUN
npoliecca yrpaBJIeHHUS,

- METO/IbI Pa3pabOTKH U UCIIOJIH30BAHUS THIIOBBIX
TE€XHOJIOTUYECKUX TMPOIECCOB, (HOPMUPOBAHUS U
BHEJIDEHUsS  KOPIIOPAaTUBHBIX  CTAHJAPTOB U
pErIaMEHTOB IIPOLIECCOB 00CITy>KUBaHUS
noTpeduTeNneld Ha TPAHCIOpPTE, B3aUMOJAECHCTBHUS C
KJINEHTAMU o OpraHu3aluu npoiecca
00CITy>KUBaHHUSI noTpeburenei B chepe
TOCTENIPUUMCTBA C YYETOM IICUXOJIOTMYECKHX U
COIIMOJIOTMYECKHUX 3HAHUU MPOLEcca yIIPaBICHHUS;

Ywmeer:

- TMPUMEHATH METOJbl YIPABICHUS CBOUM

BPEMEHEM, BBICTPaUBaHUS U peanuzanuu
TPAaCKTOPUU CaMOPA3BUTUSA HA OCHOBE MPHUHIUIIOB
o0pa3oBaHMs B TEUEHUE BCEH KHU3HU C YUETOM
IICUXOJIOTUYECKMX M COLMOJIOTUYECKUX 3HAHUU
npolecca yrpasJICHUS,
- IPUMEHSTh METO/Ibl YIIPABJIEHUS CBOUM BPEMEHEM,
dbopMHUpOBaHUS  TPACKTOPUU  CAMOPA3BUTHUS  C
Y4€TOM IICUXOJIOTHYECKMX M  COLIMOJOTMYECKHUX
3HAHHUU IPOLIECCA YIIPABJICHUS;

- MPUMEHSATD MEXaHU3M MPUMEHEHUS
KJINEHTOOPUEHTUPOBAHHBIX TE€XHOJIOTU I B
CEPBUCHOM  JIEATEIIBHOCTHM HA TPaHCIOPTE B
YCIIOBUSX B3aUMOJIEUCTBUS C NOTPEOUTENIIMH, B TOM
YUCJIE MHTEPHET-IPOABHKEHUA YCIYT C YYETOM
IICUXOJIOTUYECKUX M COLMOJIOTMYECKUX 3HAHUHN
npolecca yrpaBJICHUS,

- TPUMEHSITh METOJIbl Pa3pabOTKH CHCTEMBbI
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Komnerenmuu | Ilokasarenn Kpurepun onennBanus

OLICHUBAHMUS

(MHAMKATOPBI

JOCTHKCHHS)

KOMIIETCHIINH
KJIMEHTCKUX OTHOLICHWI W OpraHu3aluy Mpolecca
00CITy>KUBaHUS norpeouTenei Ha OCHOBE
MPUMEHEHHUS 3aKOHOJIATEIIbHBIX AKTOB U MPaBOBBIX
HOPM;

- MPUMEHSTh AJTOPUTM BBIOOpPA MaTepUaIbLHBIX
pecypcoB, 000pynOBaHUS JJI  OCYILIECTBIEHUS
mpolecca CepBHCA, METOABI  INEPErOBOPOB  C
KIIMEHTAMH [0 MPETEH3UOHHBIM  CllydasM H
ONpEeAEeICHNUs] TPUYMHBI BOSHUKHOBEHUS MPETEH3UMN
C YYETOM TICUXOJOTHMYECKUX U COIMOJIOTHUYECKUX
3HAHUU IPOLECCa YIIPABIICHHUS,

IT 3Tan
M yks Ymeer:
VK-6 N Pyks - NPUMEHATh METOJBl Peaju3alld TPACKTOPUU
%k | CAMOpa3BUTHS Ha OCHOBE [IPUHLIUIIOB
W s caMmoo0pa3oBaHusl ¢ YIETOM IICHXONOIHYECKHX H
WP COLMOJIOTUYECKUX 3HAHUM IPOLIECCa YIIPABIICHUS,
IK-1 Pk - INPUMEHATb METOJbl COBEPIICHCTBOBAHUSA
CHACTEMBl KIIMEHTCKUX OTHOIIEHUW B CEPBUCHOU
JNEATEIbHOCTA HAa TPAHCIIOPTE C MCIIOJIb30BAHUEM
VHTEPHET-TEXHOJIOTUM C YYETOM IICUXOJIOTHYECKHUX
Y COLMOJIOTMYECKUX 3HAHUU MPOLIECCa YIIPABIICHUS,

- NPUMEHATh  METOABl  pa3pabOTKu |
VICIIOJIb30BAaHUS TUIIOBBIX TEXHOJIOTUYECKUX
IIPOLIECCOB, dbopmupoBanus 51 BHEAPEHUSA
KOPIIOPAaTUBHBIX  CTAHJAPTOB WU  PErJaMEHTOB
IpoIecCOB  OOCTY>KMBAaHHUS  MOTpEOUTENe  Ha

101 G TPAHCHOPTE, B3AUMOJCUCTBUS C KIMEHTAMH IO
MK-3 NP3 Opra’u3anuu npouecca o0CTy>KUBaHUS

norpeduTeneld B chepe TOCTENPUUMCTBA C YIETOM
NICUXOJIOTUYECKUX M  COITMOJIOTHYCCKUX 3HAHHH
npolecca yrnpaBieHuUs;

Bnaneer:

- CIIOCOOHOCTBIO MPUMCHSITH METOBI
yIPaBJICHUS CBOMM BpEMEHEM, BBICTPAMBAHHUS |
pealin3anuy TPACKTOPUU CaMOPA3BHTHS HA OCHOBE
NPHUHIIMIIOB 00pa30BaHUS B TCUYCHUE BCEH YKU3HU C
Y4E€TOM TICUXOJIOTUYECKHX U  COITMOJIOTHYECKHUX
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Kowmrmereuimmn

[Tokazarenun
OIICHUBAHUS
(MHAMKATOPBI
JOCTHKCHHS)
KOMIIETCHIINH

Kpurepun onennBanus

3HAHUU MpolLiecca yIIpaBJICHUs,

- CIIOCOOHOCTEIO MIPUMEHSITh METO/IbI
yIpPaBICHUS CBOMM BpeMeHeM, (HOPMHPOBAHUS
TPACKTOPUHU CaMOpa3BUTHS c y4eTOM

TICUXOJIOTHYCCKUX W  COIMOJIOTHYCCKUX 3HAHUU
nporecca yrnpaBieHus;

- CITOCOOHOCTBIO TIPUMEHSITh METOJIbI PEATH3AIIUN
TPACKTOPUU CAMOPA3BUTHS HAa OCHOBE IPUHIIAIIOB
caMo00pa30oBaHUs C YYETOM IICUXOJOTHYECKUX U
COIMOJIOTHYCCKUX 3HAHUH TIpoIiecca YIpaBICHUs;

- CHOCOOHOCTBIO  TNPHUMEHITH  MEXaHU3M
IPUMCHCHUS KJIMEHTOOPUEHTUPOBAHHBIX
TEXHOJOTUH B  CEPBHCHOW  JICSITCIILHOCTH HA
TPAHCIOPTE B  YCIOBHSX B3aUMOJICHCTBHS  C
noTpedouTeNnssMi, B  TOM  4YHCII€  UHTEPHET-
MPOJBUKEHUS YCIYT C YUYETOM TCUXOJOTUUECKHUX U
COIIMOJIOTHYECKUX 3HAHUU Tpoliecca yIpaBiIeHUs;

- CIIOCOOHOCTBIO MPUMEHATh METOJbI Pa3pabOTKU
CUCTEMBI KJIIMEHTCKMX OTHOIIEHWW W OpraHu3aluu
nporiecca oOCTy)KUBaHUS MOTPEOUTENICH Ha OCHOBE
NPUMEHEHHUSI 3aKOHOJATENIbHBIX aKTOB U IMPABOBBIX
HOPM;

- CIOCOOHOCTHIO MPUMEHSITh METO/IbI
COBEPIIIEHCTBOBAHHUS CUCTEMBI KITUEHTCKUX
OTHOIIEHWA B CEPBUCHOM JEATEIBHOCTH Ha
TPAaHCIIOPTE  C  HMCHOJIB30BAHMEM  WHTEPHET-
TEXHOJIOTUA C Y4eTOM IICHXOJIOTHYECKUX M
COIMOJIOTHYECKUX 3HAHUHU TIPoIIecca YIpaBICHHUS;

- CHOCOOHOCTBIO TMPUMEHATH AJITOPUTM BBIOOpA
MaTEpPHABHBIX  PECYpCOB, OOOpYIAOBaHUS IS
OCYIICCTBJIICHHUS ~ TMPOIECCa  CEPBHCA,  METOMIbBI
MEPETOBOPOB C KIMEHTAMH TIO TPETEH3UOHHBIM
CIIy4asiM W OTpeeJeHUs] MPUINHBI BOSHUKHOBEHUS
NPETeH3UH C  y4eTOM  TICHUXOJOTHYECKUX U
COIMOJIOTHYECKUX 3HAHUHU TIPoIIecca YIpaBiICHUS;

- CITOCOOHOCTBIO TTPUMEHSATH METOIBI Pa3padOTKH
M WUCIOJB30BAaHUS THUIMOBBIX TEXHOJOTHYECKHUX
IPOLIECCOB, dbopMupoBaHUST W BHEAPCHHUS
KOPIOPAaTUBHBIX ~ CTAaHJAPTOB W  PETJIAMEHTOB
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Komnerenmuu | Ilokasarenn Kpurepun onennBanus
OLICHUBAHMS
(MHAMKATOPBI
JOCTHKCHHS)
KOMIIETCHIINH

NPOIIECCOB  OOCTYXHMBaHHUS  TMOTpeOUTEeNneil Ha
TPAHCTIOPTE, B3aUMOJCHCTBUS C KIMEHTAMH TIO
OpraHH3aIu nporiecca o0CITy>)KUBaHHS
noTpedureneil B cepe rocrenpuuMcTBa C y4eToM
TICUXOJIOTHYCCKUX W  COIMOJIOTHYCCKUX 3HAHUU
nporiecca ynpaBIeHHs.

XapakTepUCTUKNA  IIKaJdbl OIEHUBAHHWS TPOMEKYTOYHOM  aTTeCTalluu
NIPHUBEICHBI HUXKE.

1. MakcuMalibHOE KOJIMYECTBO OAJIOB, TOJYYCHHBIX 3a 3a4eT U DK3aMEH —
30. MuHrMajIbHOE (3a4€THOE) KOJMYECTBO Oa/lIOB (3a4eT CAaH, SK3aMEH ClIaH) —
15 Gamnos.

2. Ilpu Habope MeHee 15 OanyioB - 3a4eT U OK3aMEH CUHMTACTCS HE CaHHBIM
10 IPUYUHE HEIOCTATOYHOTO YPOBHA 3HaHMM. [Ipy HEey10BIETBOPUTENBHOM claye
3auera 3a4eT U DK3aMEH WJIM HESIBKE MO HEYyBaXUTEJIbHOW NMPUYMHE Ha 3a4eT U
PK3aMEH 3ayeTHas COCTaBJIONIas MpUpaBHUBaETCA K Hymo. B aToM ciydae
obyyaromuiicsi B ycranoBieHHoOM B CIIOI'Y T'A mopsinke o0s3aH mepecaaTh 3adeT
(3a4eT ¢ OIEHKOM).

3. OmeHka 3a 3a4eT W DK3aMEH BBICTABIISIETCA KaK CyMMa HaOpaHHBIX
OaJIJIOB 32 OTBETHI HA JBA BOMPOCA U 32 BHITIOJIHEHUE MTPAKTUYECKOTO 3a/1aHMUS.

4. OTBeTHI Ha BOIIPOCHI OLICHUBAIOTCS CICAYIOIIUM 00pa3oMm:

1l 6ann. oOydaroniuiics JaeT HEMpPaBWIBHBIA OTBET Ha BOMPOC, HE
JEMOHCTPUPYET 3HAHUM, YMEHHUI ¥ HABBIKOB, COOTBETCTBYIONIUX (POPMUPYEMBIM B
IPOIIECCe OCBOEHUS JMCIUIUIMHBI KOMIETCHIMSAM (HET OTBETa Ha BOMPOC) WIU
OTKa3 OT OTBETA;

2 o6Oanna. oTBET OOYydYalOIIETOCSs HAa BONPOC HEYIOBICTBOPUTEIICH,
OOy4JaromIHiiCs TeMOHCTPUPYET pparMeHTapHbIC 3HAHUS B paMKax (pOpMUpPYEMbIX
KOMITIETEHITIU, He3HAHHUE JICKITMOHHOTO MaTepuana,

3 6anna: oTBET 0OYYAIOMIETroCsl Ha BOMPOC HEYIOBICTBOPUTEIICH, TpeOyeTcs
3HAYUTETHHOE KOJHMYECTBO HABOJAIIUX BOMPOCOB, OOYYAIOMIMICS HE MOXKET
BOCIIPOM3BECTH M OOBSICHUTH OCHOBHBIE IOJOXKEHHUS BOMPOCA, JEMOHCTPHPYET
ca0Oble 3HaHUA JEKIIMOHHOTO MaTepHaa;

4 6anna: oO0y4aromuics AEMOHCTPUPYET MUHUMAJIbHBIC 3HAHHS OCHOBHBIX
MOJIOKEHHUI BOTIPOCOB B TIpeieiax JIEKIIMOHHOTO MaTepuaia,

5 6annog. oOydyarolmUiicss AEMOHCTPUPYET 3HAHUS OCHOBHBIX MOJIOKEHHI
BOIIPOCA, JIOTHYECKH BEPHO H3J1araeT CBOW MBICIH, MMOKA3bIBAET OCHOBBI YMEHUU
MCITOJIb30BAHUS AT 3HAHUS, TIBITAICh OOBSICHUTH UX HA KOHKPETHBIX PUMEPaXx;
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6 6annog. oOydaroIIMIiCs AEMOHCTPUPYET CHCTEMATU3UPOBAHHBIE 3HAHMS
OCHOBHBIX TIOJIO)KCHHI BOMPOCA, JOTMYECKH BEPHO M TPAMOTHO H3JIaraeT CBOH
MBICIT, OPUEHTUPYETCS B €ro MpobiieMaTrKe, MOKa3bIBaeT YMEHHUS HCIOJIb30BaTh
OTH 3HAHWA, OMHUCHIBAs PA3IUYHBIC CYIIECTBYIOIINE B HAayKe TOYKH 3pEHHUS Ha
npo0JsieMy U MIPUBOJS KOHKPETHBIE TIPUMEPHI;

[ 6annos. 0Oy4arOUIMHCA JIEMOHCTPUPYET JOCTATOYHO TIOJHBIE U
CHUCTEMAaTU3UPOBAHHBIC 3HAHMA, JIOTUYECKH BEPHO W TPAMOTHO H3JIaraeT CBOU
MBICITH, Y€TKO OTHCHIBAET MPOOIEMaTHKY BOMIPOCA, OPUECHTHPYETCS BO BCEX TEMax
OUCIMIUINHBI, TOKa3bIBa€T YMEHHS W HaBBIKM HCIOIB30BaTh O3THU 3HAHUS,
O00OCHOBBIBas CBOIO TOYKY 3pCHHsI Ha TMpoOJieMy M TPHUBOAS KOHKPETHBIC
pUMepBI, HO TPEOOBAIMCH HABOSAIINE BOTIPOCHI;

8 6annog. obyqaouuiicss AEMOHCTPUPYET MOJHBIE U CUCTEMAaTU3UPOBAHHBIE
3HaHUs, JJOTUYECKH BEPHO W TPAMOTHO U3JIaraeT CBOW MBICIIH, YETKO OIMHCHIBACT
npoOJIeMaTHKy BOMPOCA, XOPOIIO OPUEHTHUPYETCS BO BCEX TeMaX IUCIUIUIMHEI,
MOKa3bIBA€T YMEHHUS W HAaBBIKA HCIIOJIb30BaHUS JTUX 3HAHUH, Jenas BBIBOIBI,
NPUBOJSI CYIIECTBYIOIINE B HayKe TOYKH 3pPEHUS, CPAaBHUBAs WX CHIBHBIE |
ciabble CTOPOHBI, OOOCHOBBIBAsi CBOKO TOYKY 3pEHHS, MPHUBOJS KOHKPETHHIC
IPUMEPHI;

9 6annog. 00yJaoUMiicss AEMOHCTPUPYET MOJHBIE U CUCTEMAaTU3UPOBAHHBIE
3HaHWs, JIOTUYECKH BEPHO W TPAMOTHO U3JIaraeT CBOW MBICIIH, YE€TKO OIHCHIBACT
npoOJIeMaTHKy BOIPOCA, XOPOIIO OPUEHTHUPYETCS BO BCEX TeMax IUCIUILTUHEI,
MOKa3bIBaeT YMEHHMS M HAaBBIKM HCIIOJNIb30BAaHUS ATUX 3HAHWMU, Jenas BHIBOMBI,
IBITasICh CAMOCTOSITENIFHO PEIIaTh BBISIBICHHBIE POOJIEMBI, TPUBOIS KOHKPETHbIE
pUMEPHI;

10 Oannos: o0yuaromuics JIEMOHCTPHUPYET TIOJTHBIE u
CHCTEMAaTU3UPOBAaHHBIC 3HAHUS, JIOTHYECKH BEPHO W TIPAaMOTHO H3JIaraeT CBOM
MBICJIH, YETKO OIHKCHIBAET MPOOJIEMATHKY BOIPOCA, XOPOIIO OPUEHTHUPYETCS BO
BCEX TeMaX JWUCIUILIUHBI, UCHOJIB3YET ISl OTBETA 3HAHUS, MOJyYCHHBIE B APYTHX
AMCUUIUINHAX, a Takke W MH(POPMAIUIO U3 UCTOYHUKOB, HE YKa3aHHBIX B Kypce
JaHHOW JUCHUWIUIMHBL, TIOKA3bIBACT YMEHHS W HAaBBIKM HCIIOJIB30BAHHUS OTHX
3HAaHUM, Jenas BBIBOABI, NBITASCh CAMOCTOSITEIBHO W TBOPYECKH peUIaTh
BBISIBJIICHHBIE MPOOJIEMbI, IPUBO/ISI KOHKPETHBIE IPUMEPHI.

BrlinonHeHre npakTUYecKoro 3aj1anus (3 BOMpoc) OLIEHUBAETCS CIEAYIOMIUM
obpazom:

10 6annos: 3aganue BoinonHeHo Ha 91-100 %, permeHue u OTBET aKKypaTHO
oopMIICHBI, BBIBOJIBI O0OCHOBAHBI, JaHA MPABUIbHAS W TOJHAS WHTEPIPETAIIHS
BBIBOJIOB, O0YYAIONTUICS apTyMEHTHPOBAHHO OOOCHOBBIBAET CBOIO TOYKY 3PEHUS,
YBEPEHHO U MPaBUIILHO OTBEUYAET HA BOMPOCHI MPEIMOIaBATEIS;

9 6annos: 3amanue BeimoaHeHO Ha 86-90 %, pemeHne W OTBET aKKypaTHO
o(opMIICHBI, BBIBOJIBI 0O0OCHOBAHBI, JaHA MPABUIbHAS WU TOJIHAS WHTECPIPETAIIHS
BBIBOJIOB, OOYYAIONTUICS apryMEHTUPOBAHHO OOOCHOBBIBAET CBOIO TOYKY 3PEHUS,
MPABWIILHO OTBEYACT HA BOMIPOCHI MIPETIOIABATEIIS;

8 6annos: 3amanue BoIMOTHEHO Ha 81-85 %, x0om pemieHus MpaBUIILHBIN,
HE3HAUNTEIbHBIC TOTPENTHOCTH B OQGOPMIICHWH; TpPABWIbHAS, HO HE TIOJTHAs
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WHTEPIPETANs BBHIBOJOB, OOYYAIOIIMICS JaeT TpPaBWIbHBIE, HO HE IIOJHBIE
OTBETHI Ha BOIPOCHI TMPEMOAABATEINISI, WCIBITHIBAET HEKOTOPHIC 3aTPYAHCHHUS B
WHTEPIPETAINN TTOJTYIYCHHBIX BHIBOJIOB;

7 6annoe: 3aganue BbIMoiaHeHO Ha 74-80 %, Xon pelleHus NpaBUIIbHBIN,
3HAYUTEIbHBIC TIOTPEIIHOCTH B O(GOpPMJICHWH; TpaBWIbHAsA, HO HE TIOJTHAsA
WHTEPIPETANAS BBIBOJOB, OOYYAIOIIMICS JaeT TpPaBWIbHBIE, HO HE IIOJHBIE
OTBETHI Ha BOIPOCHI MPETIOaBaTeNsl, UCIIBITHIBACT OINpPEACICHHbIC 3aTPYIHECHUS B
HWHTEPIPETAINN TTOJTYICHHBIX BBIBOJIOB;

6 b6annog: 3agaHue BBIMOIHEHO 66-75 %, MOAX0/ K PELICHUIO MPAaBUIIbHBIN,
€CTh OIMOKH, OPOPMJICHUE C HE3HAYUTCIBHBIMU IOTPEITHOCTSIMH, HETOJTHAS
WUHTEPIIPETAIlMs BBIBOJIOB, HE BCE OTBETHl Ha BOIPOCH TIPEIOAABATEIIS
NPaBWIbHBIC, HE CIOCOOCH MHTEPIIPETUPOBATH IMOTYUYECHHBIC BBIBO/IBI;

5 bannos: 3aganue BeIMONHEHO Ha 60-65 %, moaxom K pelICHUIO
NPAaBWIBHBIN, €CTh OMIMOKH, 3HAYUTEIBHBIC MOTPEINTHOCTH NMPH O(QOopMIIeHUH, HE
NOJTHAsT WHTEPIpPETalus BBIBOJOB, HE BCE OTBETHl Ha BOMPOCHI IPEIOJIaBaTEIIs
NPaBWIbHBIC, HE CIIOCOOCH MHTEPIIPETUPOBATH IMOTYUYECHHBIC BBIBOIBI;

4 6anna: 3amaHWe BBIMOMHEHO Ha 55-59 %, mnoaxom K pelieHUIo
NPAaBWIBHBIN, €CTh OMMOKH, 3HAYUTEIIbHBIC MOTPEITHOCTH NMPHU O(QOopMIICHUH, HE
NOJTHAsST WHTEPIpPETalds BBIBOJOB, HE BCE OTBETHI Ha BOMPOCHI IPEIOJIaBaTeIIs
NPaBWIbHBIC, HE CIIOCOOCH MHTEPIIPETUPOBATH IMOTYUYECHHBIC BBIBO/IBI;

3 Oanna: 3agaHue BbIMoMHEHO Ha 41-54 %, pelmieHue coAepKUT TpyObie
omnOKH, HeakkypaTHoe odopmiieHHe palOoThl, HEMpPaBHIIbHAS WHTEPIPETAIU
BBIBOJIOB,  OOy4alolIMiics  Ja€T  HENpaBWIbHbIE  OTBETHl HA  BOIPOCHI
IperojaBaTes;

2 6anna: 3aganue BbimonHeHO Ha 20-40 %,perneHue coAepKUT rpyoObie
omuOKHu, HEaKKypaTHoe odopMiieHHe paboThl, BHIBOJBI OTCYTCTBYIOT; HE MOYKET
IPOKOMMEHTHPOBATh XOJ pEUICHUS 3a]adyd, JaeT HeNpaBWIbHBIE OTBETHl Ha
BOMPOCHI MPEINoaaBaTes;

1 6ann: 3amaHvie BBIOJHEHO MeHee, yeM Ha 20 %, perieHue COACPKUT
rpyObie OIIMOKH, OOYYaIOIIUICS HE MOXKET MPOKOMMEHTHPOBATH XOJ PEIICHUS
3a/1auu, He COcoOeH cPopMyIUPOBAThH BBIBOJIBI IO padoTe.
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9.6 TumoBble KOHTPOJbHBbIC 3aJaHMs VIS MPOBeJeHHS TeKYIlero
KOHTPOJIA M IPOMEKYTOYHON aTTecTalMd MO0 HUTOraMm oOOy4YeHHs 110
AUCUHMILINHE

Cemectp 4

Tema 1. OOBeEKT, IpeIMET U 33/1a4d COLIMOJIOTHUU U TICUXOJIOTHH YIPABICHUS
Ha NPEeANpPUSTAN CEPBUCA HA TPAHCTIOPTE

llepeuens munoswix 60npocos 01 YCmMHo20 onpoca

1. llens, 3amauu, npeaMeT U3y4eHUSI 1 OCHOBHOE COAECPKaHHUE JUCIUTLINHEI,
€e poJib M MECTO B CHCTEME MOJATOTOBKH K TMOCIEAYIOMIEH AesSTeIbHOCTH
cienuanucta B cdepe  yHOpaBleHUs;  MOCTPOEHHWE  JIUCHMIUIMHBI U
MOCJIEIOBATENBHOCTh CAauM 3K3aMeHa; PEKOMEHAIMK 10 CaMOCTOSTENIbHOU padoTe
HaJl y4eOHBIM MaTepHajioM

2. O0OBEKT U MpeaAMET MCUXOJOTUH U COLIMOJIOTHH YIIPABJIEHUS B CEPBUCE HA
TPaHCIIOPTE.

3. Crienudyka JUCIUITIMHBI TICKXOJIOTHH U COITMOJIOTUN YIIPABJICHUS.

4. CBs13b C IPYTUMHU HAyKaMH.

5. lludpoBast MOOMIBHOCTH HACETICHUS.

Ipumepnvle memvl coooueHuli

1. 3amaua u noruka wusnoxkeHus kypca «llcuxonorus U COUUONOTHS
yIpaBIIEHUs CEPBUCHOM JESITEIILHOCTHIO B TPAHCIIOPTHOM chepe.

2. ConnanbHble, STHUYECKUE, KOH(ECCUOHATIBHBIE U KYJIBTYPHBIE Pa3JINUus.

3. OCHOBBI TICUXOJOTHYECKHMX M COLMOJOTHYECKUX 3HAHUW Tpoliecca
yIpaBlieHUs, TPACKTOPUIO CaMOpPA3BUTHS HAa OCHOBE NPHUHIIMIIOB OOpa30oBaHUsS B
TE€YEHUE BCEHl )KU3HH.

4. ConnanbHble, STHUYECKHE, KOH(ECCUOHATIBHBIC U KYJIbTYPHbBIC pa3Inyus,
npoOJeMbl B3aUMOJEUCTBHUS JIIO/IEH, OCOOCHHOCTH TIOBEICHUSI Pa3IUYHBIX
COIMABHBIX TPYIII.

5. MexaHHU3MBbI YIIpaBJICHHUSI CBOUM BPEMEHEM, BHICTPAUBAHUS U pPeAIM3aLUN
TPACKTOPUU CaAaMOPA3BUTHUSI HAa OCHOBE MPUHIIMIIOB 0Opa30BaHUS B TEUEHUE BCEH
AKU3ZHHU.

6. MexaHu3Mbl yIpaBICHUS CBOMM BpeMeHEeM, (POpMUPOBAHUS TPACKTOPUHU
caMOpa3BUTHSL.

7. MexaHu3Mbl pealn3aluyd  TPACKTOPUU CaMOpPa3BUTHUS HA OCHOBE
MPUHIMIIOB CaMOOOPa30BaHUA.

8. Bumbl KIMEHTOOPWEHTHPOBAHHBIX  TEXHOJOTHH B  CEPBUCHOU
NEATEeNIbHOCTU Ha TPAHCIOPTE B YCIOBUSX B3aUMOJEHUCTBHS C MOTPEOUTENSIMU, B
TOM YHCJIE HTHTEPHET-TPOJIBHXKEHUS YCIIYT.

9. MeToasr pa3pabOTKH CUCTEMBI KIMEHTCKUX OTHOIICHWHA M OpTaHHU3aIliu
mporiecca  OOCTy)KMBaHHMsSI ~ TOTpeOuTeNeil  Ha  OCHOBE  NPUMEHEHHS
3aKOHO/IATENIbHBIX aKTOB U ITPABOBBIX HOPM.

10. Meroapl COBEpIIICHCTBOBAHUS CUCTEMBI KIWEHTCKUX OTHOIICHUH B
CEPBHCHOM JEATEIIBHOCTM Ha TPAHCHOPTE C HCHOJIB30BAHUEM HMHTEPHET-
TEXHOJIOTUH.
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11. Buasl MarepuanbHbBIX PECYpcOB, OOOPYAOBaHUS ISl OCYIIECTBICHUS
mpolecca CepBUCa, METOAbl NEPErOBOPOB C KIMEHTAMH 110 NPETEH3MOHHBIM
CIIy4asiM U OIpEAeNIeHNs] IPUYUHbBI BOSHUKHOBEHHSI IPETEH3HIA.

12. Meroasl pa3pabOTKM U HCIOIb30BaHUSI TUIIOBBIX TEXHOJIOTUYECKHUX
npoueccoB, (OPMUPOBAHHUA U BHEJIPEHUS KOPIOPATHUBHBIX CTaHAAPTOB U
pErJlaMEeHTOB  MpPOLIECCOB  OOCHYXMBaHUS TOTpeOUTENe Ha  TpaHCIOpTe,
B3aMMOJICUCTBHSI C KJIMEHTaMHM [0 OpraHU3alMM TMpolecca OOCITyKUBAHUS
norpeduTenei B cepe rocTenpuuMcTBa

Tunosvie cumyayuonnvie 3a0aHusi OAA pewleHuss HaA NPAKMUYECKUX
3aHAMUAX

Kaxxnas pabouast rpynmna roTOBUT NPE3EHTAIMIO CBOETO PEIICHUS MPOOJIEeMbI
U B X07e 0011eil 1McKyccud 000CHOBBIBAET HEOOXOIMMOCTD €ro pealn3aluu:

[Ipennoxkure  MeTOoAbl  pa3pabOTKU M HUCIOJIb30BaHUS  TUIOBBIX
TEXHOJOTUYECKUX TMPOIIECCOB C YUYETOM CHEUU(UKUA MCUXOJOTUU U COIMOJIOTUU B
IpoILIecCce YpaBJICHUs] B KOHKPETHOM OpraHu3aluu.

Tema 2. IcTopusi CTaHOBJICHUS U PA3BUTHSI YIIPABICHUECKON MBICIIH

llepeuens munosvix 60npocos 0 YCMHO20 ONpoca

1. TlpenwsicTopus Hayku ymnpaBieHus. [lepBeie TpakTaThl 00 yIpaBiIeHUU
npeBHerpedeckux punocodor Cokpara, [Inmatona u Apucrorens.

2. Teomornueckue KOHIIETIMU YIPABICHUS B CPEIHEBEKOBBIX TpaKTaTax
ABpenust ABryctuna, @ombl AKBUHCKOTO.

3. Konnenmuu ynpapnenus snoxu HoBoro Bpemenu B padorax T. Mopa, T,
Kammnanemnsl, H. Makuasemm.

IIpumepnovle memol coodueHull

1. CoumanbHple uaen ynpasieHus B Tpynax 1. ['o66ca, III. MonTeckbe, M.
Bonbrepa, 1. Auapo. SBoaronus ynpaBieHYECKONH MBICIH.

2. lllxonbl ympaBlieHHs: IIKOJIa HAYYHOTO YIMPABICHUS, KIIaCCHUYECKas
IIKOJIa YIPaBJIEHUA, IIKOJA YEJIOBEYECKUX OTHOLICHHW M IIKOJA MOBEICHUYECKUX
HayK, KOJIMYECTBEHHAs IKOJIa YIIPABICHUSA.

3. 3apokjaeHue MIKOJIBI HaydHOTo MeHemkMmeHTa B XIX - Havame XX BB,
OCHOBHBIC HjaeHu B Tpynax ®. Teimopa, I'. Omepcona, A. daitonsa, M. Bebepa, 3.
Mbito, ®@. I'mnbepra (O. J[>xundpera)

4. ConuanabHO-TICUXOJIOTUYECKHe TpoOiemMbl yrmpaBieHuss B paborax K.
Apxupuca, P. brnelika, P. Jlaiikeprta, JI. Makrperopa, A. Macnoy, /I. Moytona, A.
Oduanepa, ®. Xepubepra u ap.

5. MexaHHU3MBbI YIIpaBJI€HUS] CBOUM BPEMEHEM, BHICTPAUBAHUS U pPeaIM3alUN
TPAaCKTOPUU CaMOPa3BUTHUSI HA OCHOBE MPHUHIIUIIOB 00pa30BaHMsI B TEUEHHUE BCEHU
KU3ZHHU.

6. MexaHU3MbI yIpaBICHUS CBOMM BpeMeHeM, (pOpMUpPOBaHUS TPACKTOPUHU
caMOpa3BUTHSL.

7. MexaHu3Mbl pealIn3aluy  TPACKTOPUHU CaMOPa3BUTHS HAa OCHOBE
MPUHIIMIIOB CaMOOOPa30BaHUA.
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8. Buugbl KJIMEHTOOPUEHTHPOBAHHBIX  TEXHOJOTMH B  CEPBUCHOMU
JEeSATENbHOCTH HAa TPAHCHOPTE B YCIOBUAX B3aUMOJIECUCTBUS C MOTPEOUTENSAMHU, B
TOM YHUCJI€ UHTEPHET-TIPOJIBUKEHUS YCIIYT.

9. Metoasl pazpabOTKH CUCTEMBI KIMEHTCKMX OTHOIICHWH W OpraHu3aluu
mporiecca  OOCIy)XMBaHHMS ~ TOTpeOUTENel  Ha  OCHOBE  INPUMEHEHUS
3aKOHOJATENbHBIX aKTOB U IIPABOBBIX HOPM.

10. Meronabl COBEpPUICHCTBOBAHUS CHUCTEMBI KIMEHTCKUX OTHOIICHU B
CEpPBUCHOW JIESATENIbBHOCTH Ha TPAHCIOPTE C HCIOJb30BAHUEM HMHTEPHET-
TEXHOJIOTUH.

11. Buasl MarepuaibHbBIX PECYpcoB, OOOPYAOBaHHUS ISl OCYIIECTBICHUS
npolecca CepBUCa, METOJbl MEPEroBOPOB C KIMEHTAMU MO MPETEH3MOHHBIM
CIIy4asiM M OIpeeIeHHs] TPUYUHBI BOSHUKHOBEHMSI MPETEH3H.

12. Metoasl pa3pabOTKM M MCHOJB30BAHMS THUIOBBIX TEXHOJIOTHYECKUX
npoueccoB, (GOpPMHUPOBAaHUS W BHEAPEHHS] KOPIOPATUBHBIX CTAHIAPTOB H
pPErJlaMeHTOB  MPOLIECCOB  OOCTYXMBaHMUS TOTpeOUTENe Ha  TpaHCIopTe,
B3aMMOJICUCTBUSl C KIMEHTAaMH [0 OpraHu3allMu Mpoliecca OOCITy>KUBAHUS
norpeduTenei B cpepe rocTenpuuMcTBa

Tunosvie cumyayuonHvlie 3a0auus Oas pewleHuss HA NPAKMUYEcKUx
3aHAMuUsAX

Kaxxnas pabouast rpynmna roTOBUT NPE3EHTAIMIO CBOETO PEIICHUS MPOOJIeMbI
U B X0J1e o0uIeil Tuckyccuu 000CHOBBIBa€T HEOOXOAMMOCTb €r0 pean3alliu:

[Ipennoxxure MEXaHHW3MBbl YIPABICHHS CBOMM BPEMEHEM C YYETOM
KOHLENIUHU ynpasiieHus 311oxu HoBoro Bpemenu.

Tema 3. B3aumopeiicTBhe JTUYHOCTH U TPYIIIBI B CUCTEMaxX YIPaBJICHUS Ha
NpEANPUITHN CEpBUCA HA TPAHCIIOPTE

llepeuenb munogvix 60npocos 0 yCmMHO20 ONpocd

1. JIuuHOCTh Kak OOBEKT YyMpaBJICHUS HA TMPEANPHUATAN CEpBHUCA HaA
TpPaHCIOpPTE.

2. [ToHaTHE O TUYHOCTH U €€ COIUAIbLHO-TICUXO0JIOTHYECKAsl CTPYKTYpa.

3. XapaKTepHCTHKAa OCHOBHBIX 3JIEMCHTOB COIHMAJIBHO-TICUXOJOTHYECKOMN
CTPYKTYPHBI JIMYHOCTH Ha IPEANPHUATHH CEpBHUCA HA TPAHCIIOPTE.

4. Bujibl OTHOIIICHUH B TPYIINE Ha MPEANPUITUN CEPBUCA HA TPAHCIIOPTE.

5. ®opMBI B3aMMOJICHCTBUS JIFOACH B IIpoliecce OOIICHUS Ha MPEeATPHITHN
cepBHCa Ha TPAHCIIOPTE.

IIpumepnvie memuvl cooouyerui

1. Teopur MEXJIMYHOCTHOTO B3aMMOJEHUCTBUS Ha MPEANPUITHH CEpBUCA HA
TpPaHCIOPTE.

2. MeXITMIHOCTHOE OOIIIEHUE KaK COIMAIBHBIN TPOIIECC.

3. ®a3pl ¥ ypoBHU OOITICHHS HA MPENPUITHHA CEPBUCA HA TPAHCIIOPTE.

4. B3anMonoHuMaHKe Kak I1e7Tb MEXIMIHOCTHOTO OOIICHMSI.

5. MexaHu3MBbl yIIpaBIeHUs CBOMM BPEMEHEM, BHICTPAUBAHUS U PeaTu3aIliu
TPACKTOPUH CaMOPA3BUTHS Ha OCHOBE IPUHIIUIIOB O0Opa30BaHHS B TEUCHHE BCEH
KU3ZHHU.
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6. MexaHu3Mbl yIpaBlIeHUs CBOMM BpeMEHEM, (POPMUPOBAHUS TPAEKTOPUHU
CaMOpa3BUTHS.

7. MexaHU3MBl peaJu3aluyd  TPACKTOPUU CaMOpa3BUTHUS Ha OCHOBE
MPUHIIMIIOB CAMOOOPa30BaHUsI.

8. Buugbl  KJIMEHTOOPUEHTHPOBAHHBIX  TEXHOJOTMH B  CEPBUCHOMU
JESATENbHOCTH HA TPAHCIOPTE B YCIOBUAX B3aUMOJECHCTBUSL C MOTPEOUTENSIMU, B
TOM YHCJIE HUHTEPHET-TIPOJIBU)KEHUS YCIIYT.

9. Metoasl pazpabOTKU CUCTEMBI KIMEHTCKUX OTHOILIEHWH M OpraHu3aluu
mporiecca  OOCIyXMBaHMSI ~ TOTpeOUTeNed  Ha  OCHOBE  INPUMEHEHUS
3aKOHO/ATENIbHBIX aKTOB U IPAaBOBBIX HOPM.

10. Meroabl COBEpUICHCTBOBAHUS CUCTEMBI KIMEHTCKUX OTHOIICHUH B
CEPBUCHON JAEATEIbHOCTM Ha TPAHCIOPTE C HCMOJIb30BAHUEM HWHTEPHET-
TE€XHOJIOTHUM.

11. Buasl MarepuaibHbBIX PECYpCOB, OOOPYAOBAHHUS ISl OCYIIECTBICHUS
npolecca CepBHUCA, METOJbl IMEPEroBOPOB C KIMEHTAMH IO NPETEH3UMOHHBIM
CIIy4asiM M ONpEJEICHUs NPUYNHBI BOSHUKHOBEHUS MPETEH3UM.

12. Metoasl pa3pabOTKM M MCHOJIB30BAHMSI THUIIOBBIX TEXHOJIOTHYECKUX
nporeccoB, (GOpPMHUpPOBAaHUS W BHEAPEHHS] KOPIOPATUBHBIX CTAHIAPTOB H
pPErJlaMeHTOB  MPOLIECCOB  OOCTY)KMBaHHS TNOTpeOUTENe Ha  TpaHCIopTe,
B3aMMOJICUCTBUS C KIMEHTaMHU I[10 OpraHU3alMMh I[poliecca OOCITYyKUBaHUA
norpedutenei B cepe rocTenpuuMcTBa

Tunosvie cumyayuounvie 3a0auus Oas pewleHuss HA NPAKMUYECKUX
3aHAmMuUsx

Kaxxnas pabouas rpyIina rOTOBUT MIPE3EHTALIMIO CBOET'O PEIIEHUs TPOOIEMbI
U B X0JIe o011el [ucKkyccuu 000CHOBBIBAET HEOOXOAUMOCTh €0 pealn3aliu:

[Ipennoxure  Meroabl  pa3pabOTKM M MCIOJb30BaHMS — TUIIOBBIX
TEXHOJOTUYECKUX MPOLECCOB C YYETOM XapaKTEPUCTHUKU OCHOBHBIX 3JIEMEHTOB
COLIMAJIBHO-TICUXOJIOTUYECKON CTPYKTYpPbI JIMYHOCTH HA IPEANPUATUN CEPBUCA HA
TPAHCIIOPTE.

Tema 4. I'pynnoBasi 1eAT€IbHOCTh B CUCTEMAX YNPABICHUS HA MPEANPUITUU
CepBHUCa HAa TPAHCIIOPTE.

llepeuenv munogvlx 60npoCco8 OJisl YCMHO20 ONpoca

1. Tlonsartue o rpymre.

2. OCHOBHBIE HANPaBJIEHUS U METOJIbI U3YUYEHHUS TPYIIII.

3. MeToasl u3y4eHusi BHYTPUTPYIIIIOBBIX OTHOLICHUH.

4. Knaccudukaiys coruaabHbIX TPYIIII.

5. MeTroasl W3y4YeHUS OCHOBHBIX TICHXOJIOTHYECKHX OCOOCHHOCTEU
MOTPEOUTEINS B TIPOIECCE CEPBUCHOM JIEATETLHOCTH Ha TPAHCIIOPTE.

5. CouuanbHasi U COIMAIBHO-TICUXOJOTHYECKAs CTPYKTypa B Tpynmne Ha
MpEANPUSTUN CEpBHCA HA TPAHCIIOPTE.

6. @akTOphl, OMpeAeAONMe NOBEJEeHUE PadoUnX rpynn Ha OPEeANpUSITHU
CepBUCa HA TPAHCHOPTE: BHEIIHUE YCJIOBHUSA, BIUSIONIME HA TPYIIY, PECYpPChI
TPYIIIIbIL.

7. Llenu rpynisL.
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IIpumepnovle memol cooouyeHutl

1. Hop™msI rpynimsl.

2. 'pynnoBoe HamnpsiKeHue.

3. Cucrema TpyNmoOBBIX OXHIAHWA Ha TWPEANPUATAU CEpBUCA HAa
TpaHCIOpTE.

4. CtaTyCHO-poJIeBast XapaKTEPUCTHKA TPYTIIIHL.

5. MexaHu3MBbl YIPaBJICHHUS] CBOUM BPEMEHEM, BBICTPAUBAHUS U PeaTU3aIliu
TPACKTOPUH CaMOPA3BUTHS Ha OCHOBE TPHHIIMIIOB OOpa30BaHUS B TCUCHUE BCE
KU3HU.

6. MexaHU3MBI YIIPABJICHUS CBOMM BpeMeHEM, (pOpMUPOBaHHS TPACKTOPUHU
caMOpa3BUTHSI.

7. MexaHu3Mbl peaqu3alid TPACKTOPHH CaMOPAa3BUTHUS Ha OCHOBE
NIPUHIIMIIOB CaMOOOpa30BaHUSI.

8. Bumbl KJIMEHTOOPMEHTHPOBAHHBIX  TEXHOJOTHH B CEPBUCHOMU
JCATEIBPHOCTH HAa TPAHCIIOPTE B YCIIOBHUSX B3aUMOJICUCTBHS C MOTPEOMTEIISIMH, B
TOM YHCJIC MHTEPHET-TIPOIBIIKCHHUS YCITYT.

9. MeToasl pa3pabOTKH CUCTEMBbI KIIMEHTCKMX OTHOIICHHWH W OpraHHU3alluu
mpoiiecca  OOCHy)KMBaHUsSI ~ MOTpeOuTeneld  HAa  OCHOBE  IPUMEHCHHS
3aKOHOJIATCIIBHBIX aKTOB ¥ TIPABOBBIX HOPM.

10. Meroapl COBEpIICHCTBOBAHUS CHUCTEMbI KIMEHTCKMX OTHOIICHUH B
CEpPBUCHOW JIESITENIbBHOCTH Ha TPAHCIOPTE C HCIOJb30BAHUEM HMHTEPHET-
TEXHOJIOTHUM.

11. Buasl MarepuaibHBIX PECYpCOB, OOOPYAOBAHUS ISl OCYIIECTBICHUS
mpolecca CepBUCa, METOJbl TEPEeroBOPOB € KIMEHTAMU IO MPETEH3MOHHBIM
CJIy4asiM U OIpeAesICHHs TPUYUHBI BOSHUKHOBEHUSI MPETEH3H.

12. Metoasl pa3pabOTKH M MCHOJIB30BAHMSI THUIIOBBIX TEXHOJIOTHYECKUX
nporeccoB, (GOpPMHUpPOBAHUS U BHEAPECHHUS] KOPIOPATUBHBIX CTAHIAPTOB H
pPErJIaMEHTOB  MPOILIECCOB  OOCIYXKMBaHUS TOTpeOUTENe Ha  TpaHCIOpTe,
B3aMMOJICHCTBUS C KIMEHTaMHU [0 OpTaHU3alMH TMpollecca OOCITYKUBAHUS
noTpedurenei B cepe rocTenpuruMcTBa

13. BzaumopeiicTBue B rpyIiie Ha MPEANPUITAN CEPBUCA HA TPAHCIIOPTE.

14. OcoOenHoctu ympaBieHuss B (opMadbHBIX U HEDOPMAIBHBIX
CTPYKTypax TpyII Ha IPEANPUATAN CEPBUCA HA TPAHCTIOPTE.

15. Manas couuanpHas rpyrmra.

16. ConuanbHO-TICUXOJIOTUYECKAs] XapaKTepUCTUKA MajoOWl TpYIIbl B
3aBUCUMOCTH OT €€ YHCICHHOCTH Ha MPEANPHUSATHHI CEPBHCA HA TPAHCIIOPTE.

17. I'paHu1ibl MaJIbIX TPYIII.

18. TlpakTtuueckue peKOMEHIauu MO0 (OPMHUPOBAHHUIO MANBIX TPYII B
3aBUCUMOCTHU OT TpeOOBaHUM COBMECTHOM JESITEIHLHOCTH.

19. ConmanbHO-TICHXOJIOTHYECKHNE CBOMCTBA MaJbIX TPYII B 3aBUCUMOCTH
OT YPOBHS X OPTaHU30BaHHOCTH.

20. JIumepcTBO U PyKOBOJICTBO B MAJTBIX TPYIITIAX.

21. KomrekTwBB Ha TPEANPHUSATAU CcepBUca HA TpaHcmopre. [loHsThe
KOJUICKTHBA, €T0 IPU3HAKHA U (PYHKITHH.
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22. Oranbl (OpMUPOBAHMS KOJJIEKTHMBA HAa MNPEANPHUATHU CEpBUCAa Ha
TpaHCIOpTeE.

23. M3ydeHue KOoJUIEKTUBA.

24. Ctaguu pa3BUTHUS KOJUIEKTUBA Ha NMPEANPUATUH CEPBUCA HA TPAHCIIOPTE.

25. Maduo3Hble TpyMIbl U KX MPOUCXO0XKICHHUE.

26. Anmapart ynpaBieHHUs KaK collMalibHas TpyIa Ha IPeaNnpusiTUU cepBUca
Ha TPAHCIOPTE.

27. OCHOBHBIE TICUXOJIOTHYECKHE OCOOCHHOCTH MOTPEOUTENsT B MpoIlecce
CEPBHUCHOMU JIEATEIBHOCTH Ha TPAHCIIOPTE.

28. MexaHu3M MNPEIOCTABICHUS YCIYr, HHTEPHET-IPOJBUKEHUS YCIYT
opraHuzauuii cdepbl CepBUCa HA TPAHCIOPTE B YCIOBHUSX B3aUMOJACHCTBUS C
NOTPEOUTEIISIMH.

29. MexaHu3M OpraHu3aluy Ipolecca OOCITyKUBaHUs MOTpeOuTene c
Y4ETOM TICUXOJOTUYECKUX U COLMOJIOTMYECKUX 3HAHUN HAa OCHOBE NMPUMEHEHUS
3aKOHOJIATEIbHBIX aKTOB U MIPABOBBIX HOPM.

Tunosvie cumyayuounvlie 3a0auus OAsl pewleHuss HA NPAKMUYECKUX
3aHAMUAX

Kaxxnas pabouast rpynmna roTOBUT NPE3EHTAIMIO CBOETO PEIICHUS MPOOJIEeMbI
U B X07ie 0011eil 1ucKyccu 000CHOBBIBAET HEOOXOIMMOCTD €r0 pealn3aluu:

[Ipennoxkure  METOABI  COBEPUICHCTBOBAHUS  CHUCTEMBI  KIIMEHTCKHUX
OTHOILIEHUI B CEPBUCHON JEATEIBHOCTH HAa TPAHCIOPTE C yYETOM COLHUAIBbHON U
COLIMAIbHO-TICUXOJIOTUYECKOIN CTPYKTYphl B TpyINIl€ Ha NPEINPUATUH CEpBUCA HA
TPaHCIIOpTE.

Tema 5. CouumanpHble OpraHW3allMM W MPUHLUIBI YOPaBICHUS HMHU Ha
TPaHCIIOPTE

Ilepeuenv munogvlx 60npoCco8 OJisl YCMHO20 ONpoca

1. ConnanbHas opraHu3anys Kak colpaibHas CUCTEMA.

2. BozaukHoBenue opranuzanuii. CTpoeHre opraHu3alui.

3. Opranu3zanoHHas CJI0KHOCTh Ha MPEINPHUITHH CEPBHCA HA TPAHCIIOPTE.

4. ®yHKIMOHUPOBAHUE MPENPUATHS CEPBHUCA HA TPAHCIIOPTE.

5. YnpaBieHue Ha NpeAnpUsSTUU CEpBHCA HA TPAHCIIOPTE.

6. OrtHomeHHS PYKOBOACTBO-TIOJYMHEHHE HAa TNPEINPHUSITHU CEpBUCA B
chepe TpaHcIopTa.

IIpumepnvie memwvl cooowerul

1. VYmpaBneHueckue peunieHuss Ha OpeANpUsSTAU cepBUca B cdepe
TpaHCIOpTAa.

2. Camoopranuzarusi.

3. YmpaBisieMoCTh OpraHu3aIuii Ha IPEANPUITAN CEPBUCA HA TPAHCIIOPTE.

4. Tunosiorusi opraHu3alii cepBUCa HAa TPAHCIIOPTE.

5. ®opMbl oOpraHu3anuy Ha MPEANPUIATUA CEPBUCA HA TPAHCIIOPTE.

6. /lemoBbic opraHu3aIuy.

7. OTHOLIECHUS MEXIY OpPTaHU3ALUSIMU.

8. OpraHu3anyun-cor3bl.
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5. MexaHu3Mbl yIpaBJI€HHUs] CBOUM BPEMEHEM, BbICTPAUBAHUS U pealn3aluu
TPACKTOPUU CaMOPA3BUTUS HAa OCHOBE NPHUHIIMIIOB 00pa3oBaHUS B T€UEHUE BCe
KU3HU.

6. MexaHu3Mbl yIpaBJI€HUsS CBOMM BpeMEHEM, (POPMUPOBAHUS TPAEKTOPUU
CaMOpa3BUTHSL.

7. MexaHu3Mbl peanu3aluy TPACKTOPUM CaMOpA3BUTUSA Ha OCHOBE
MPUHIIMIIOB CAMOOOPa30BaHUSI.

8. Buumbl KJIMEHTOOPUEHTHPOBAHHBIX  TEXHOJOTMH B  CEPBUCHOMU
JESATENbHOCTH HA TPAHCIOPTE B YCIOBUAX B3aUMOJECHCTBUSL C MOTPEOUTENSIMU, B
TOM YHMCJI€ UHTEPHET-TIPOJIBUKEHUS YCIIYT.

9. Metoasl pa3pabOTKH CUCTEMBI KIMEHTCKUX OTHOIICHWH M OpraHu3aiuu
npouecca  OOCIyXMBaHMS ~ MOTpeOuTeneil  Ha  OCHOBE  NPUMEHEHUs
3aKOHOJATENIbHBIX aKTOB U MIPABOBBIX HOPM.

10. Meroabl COBEpUICHCTBOBAHUS CUCTEMBI KIMEHTCKUX OTHOIICHUH B
CEpPBUCHOW JICSATENIbBHOCTH Ha TPAHCIOPTE C HCIOJB30BAHUEM HMHTEPHET-
TE€XHOJIOTHM.

11. Buasl MarepuaibHBIX PECypcOB, OOOPYAOBAHHUS ISl OCYIIECTBICHUS
npolecca CepBUCa, METOJbl MEPEeroBOPOB C KIMEHTAMU IO MPETEH3MOHHBIM
CJIy4asiM M OIpeAesIeHHUs] MPUYUHBI BOSHUKHOBEHHUSI MPETEH3HIA.

12. Metoasl pa3pabOTKM M MCHOJIB30BAHMSI THUIIOBBIX TEXHOJIOTHYECKUX
poreccoB, (OPMUPOBAHUS M BHEJAPEHUS KOPIOPATUBHBIX CTAaHJAPTOB MU
pErjJaMeHTOB  IPOLECCOB  OOCIY)KHBAaHMsS TOTpeOUTENel Ha  TpaHCHOpTE,
B3aMMOJICUCTBUSA C KJIMEHTAaMU [0 OpraHM3alM Ipouecca 00CIyKUBaHUS
norpedutenei B cepe rocTenpuruMcTBa

Tunosvie cumyayuounvie 3a0auus OAs pewleHuss HA NPAKMUYECKUX
3auAmusx

Kaxxnas pabouas rpyIina rOTOBUT MPE3EHTALIMIO CBOETO PEIICHUs TPOOIEMbI
U B X0JI¢ 00IIIeH JUCKYCCUU 000CHOBBIBAET HEOOXOIUMOCTh €TI0 PeaT3alliH:

IIpennoxxure METOABI IEPETOBOPOB C KIWEHTAMU M0 MPETEH3HMOHHBIM
CIIy4astM € Y4ETOM OPIraHM3alMOHHOW CIIOKHOCTH Ha NPEANPUATHH CEpBHCA Ha
TPAHCIIOPTE.

Tema 6. PykoBOACTBO M JHIAEPCTBO B CTPYKTypax VHOPABICHUS Ha
MpEANPUSATUN CEPBHCA HA TPAHCIIOPTE

llepeuenv munogvlx 60npoco8 OJisk YCMHO20 ONpoca

1. JImaHOCTB KaK CyOBEKT yIPaBJICHUS: PyKOBOACTBO H JIUJEPCTBO.

2. llonaTtue o pyKOBOJCTBE U JUAEpCTBE. BracTh, aBTOpUTET MEHEIKEepa U
CTUJIM YTIPABJICHMUS.

3. OyHKIIUY PYKOBOJUTENS HA IPEANPHUATHN CEPBUCA HA TPAHCTIOPTE.

4. Ctunu pyKoBOJICTBA: aBTOPUTAPHBIN, JEMOKPATUUECKUM, HEUTPAJIbHBIIA.

IIpumeprvie memvi coobwerul

1. Ctunb pyKkoOBOJICTBA HA MPEINPUATHH CEPBUCA HA TPAHCIIOPTE U YCIOBUS
ero 3¢(EeKTUBHOCTH.

2. O heKTUBHOCTH PYKOBOACTBA HAa MIPEMIPUATHN CEPBUCA HA TPAHCIIOPTE.

3. PykoBoauTennb 1 KOJIJICKTHUB.
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4. ABTOpPUTET pYKOBOAUTEIS HA MPEANPUITHH CEPBUCA HA TPAHCIIOPTE.

5. MexaHu3Mbl yIpaBJIeHHUs] CBOUM BPEMEHEM, BbICTPAMBAHUS U pealn3aliuu
TPAaeKTOPUHU CaMOPA3BUTUS HA OCHOBE NPHUHIMIIOB OOpa30oBaHUS B TEUEHUE BCE
KU3HU.

6. MexaHu3Mbl yIpaBJIeHUs CBOMM BpeMeHEM, (POpMUPOBAHUS TPAEKTOPUU
caMOpa3BUTHSL.

7. MexaHu3Mbl peanu3aluy TPACKTOPUM CaMOpAa3BUTUSA Ha OCHOBE
MPUHIIMIIOB CAMOOOPa30BaHUSL.

8. Buugbl KJIMEHTOOPUEHTHPOBAHHBIX  TEXHOJOTMH B  CEPBUCHOMU
JESATENbHOCTH HAa TPAHCIOPTE B YCIOBUAX B3aUMOJEHCTBUSL C MOTPEOUTENSIMU, B
TOM YHMCJI€ UHTEPHET-TIPOJIBUKEHUS YCIIYT.

9. MeToasl pa3pabOTKU CUCTEMBI KIMEHTCKUX OTHOIICHWH M OpraHu3aiuu
npouecca  OOCHyXUBaHUA  NOTpeOuTeNne  Ha  OCHOBE  MPUMEHEHHUS
3aKOHOJIATENbHBIX aKTOB U IIPABOBBIX HOPM.

10. Meronapl COBEpIICHCTBOBAHUS CUCTEMBI KIMEHTCKHUX OTHOIICHUH B
CEPBUCHON JEATEIBHOCTM Ha TPAHCIOPTE C HCMOJIb30BAHUEM HWHTEPHET-
TE€XHOJIOTHM.

11. Buasl MarepuaibHBIX PECYpcOB, OOOPYAOBAHUS ISl OCYIIECTBICHUS
npolecca CepBUCAa, METOAbI IEPEroBOPOB C KIMEHTAMH IO NPETEH3UMOHHBIM
CJIy4asiM M OIpeAesIeHNs MPUYUHBI BOSHUKHOBEHHUSI IPETEH3H.

12. Metoasl pa3pabOTKHM M MCHOJIB30BAHMSI THUIIOBBIX TEXHOJOTHYECKUX
nporeccoB, GOPMHUPOBAHUS U BHEAPEHHUS] KOPIOPATUBHBIX CTAHIAPTOB H
pPErJIaMeHTOB  MPOLIECCOB  OOCTYXMBaHUS TOTpeOUTENe Ha  TpaHCIOPTE,
B3aMMOJICHCTBUS C KIMEHTaMHU I[I0 OpraHU3alMMh Ipollecca OOCITYyKUBaHUA
notrpeduTenei B cpepe roctenpuuMcTBa

13. Peanuzainus OpraHu3aTOPCKOrO  YIPABJICHUYECKOTO KOMIUIEKCA B
NEeATEIbHOCTH PYKOBOJUTEIS HA MPEANPUATAN CEPBHUCA HA TPAHCIIOPTE.

14. OcobenHoctu ympaBieHus B (QopMaIbHBIX U  HEPOPMATBHBIX
CTPYKTYypax IpYII Ha NPEANPUITHU CEPBUCA HA TPAHCTIOPTE.

15. BoinoiaHeHne pyKOBOJUTENIEM POJIM MHTErPaTOpa-KOOPAUHATOPA.

16. Peanmu3arus B yrpaBiIeHYECKON IEATEIILHOCTH POIM KOMMYHHUKATOPA.

17. ®eHoMeH nHUIEpCTBA B CUCTEME MEXIIMYHOCTHBIX OTHOLIEHHUH.

18. BnacTtp 1 muaepcTBo.

19. IlpouHocTh BJacTH B COBPEMEHHBIX OpraHU3aLUsIX Ha MPEANPUATHIX
cepBHCa Ha TPaHCIIOPTE.

20. Teopuu u cTUIM TUAEPCTBA.

Tunogvie cumyayuonHvle 3a0aHUs OA peuleHusi HaA NPAKMUYECKUX
3AHAMUAX

Kaxxnas pabouas rpymnmna roTOBUT IPE3EHTALMIO CBOErO PEUIEHUS! TPOOIEMBI
U B X0J1e 0011ell TUCKyCCHH 000CHOBBIBAET HEOOXOUMOCTD €r0 peaan3aluu:

[Ipennoxxure  METOABI  COBEPUIEHCTBOBAHUS  CUCTEMBI  KIMEHTCKUX
OTHOILIIEHUM B CEPBUCHOM [EATEIBHOCTH Ha TPAHCIOPTE C y4eToM (YHKIUH
PYKOBOJUTENS HA IPEANPUATUU CEPBUCA HA TPAHCIIOPTE.
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Tema 7. OQQPeKTMBHOCTH U KOHKYPEHTOCIIOCOOHOCTH COBPEMEHHBIX
OpraHu3alui Ha TPaHCIIOPTE

llepeuens munoswix 60npoco 0si yCMHO20 ONpoca

1. Monenu opranuzanuii.

2. XapakTep OpraHU3allMOHHBIX W3MEHEHUH M €ro JUarHOCTHKa Ha
MPEANPUATUN CEPBUCA HA TPAHCIIOPTE.

3. D deKTUBHOCTD YIIPaBICHUS HA IPEANPHUATHH CEpBHCA HA TPAHCIIOPTE.

4. CucteMHBIN TOAXO/I.

5. OcHOBHOE MpPOTHBOpPEYME YIPABICHUS HA MPEANPUITHH CEpBUCA Ha
TpaHCIIOPTE.

IIpumepnovle memol cooouerull

1. Tlcuxonormyeckue 3aKOHBI YIpPABICHUS HAa TPEANPHUATHM CEpBHCAa Ha
TPAHCIIOPTE: 3aKOH HEOIPEACNCHHOCTH OTKIIMKA, 3aKOH HEaJeKBATHOCTH B3aUMHOTIO
BOCIIPUATHSI, 3aKOH HEAJIeKBATHOCTH CaMOOIIEHKH, 3aKOH UCKaKEHHSI MHPOPMAaLIUHL.

2. KonuyecTBeHHbIE OIIEHKH 3aKOHOMEPHOCTEW TPYHOBOW AEATEIILHOCTH Ha
TPaHCIIOPTE.

3. ENMHCTBO cTaTMKM M AMHAMHUKHN OPraHU3allMM Ha MPEINpUsTHH CEepBUCA HA
TPaHCIIOPTE.

3. ledbopmupoBanue nHpopmalmu.

4. llenmu OusHeca.

5. MexaHHU3MBbI yIIpaBJIE€HUS] CBOUM BPEMEHEM, BHICTPAMBAHUS U peAIU3alUN
TPACKTOPUU CAaMOPA3BUTHUSI HAa OCHOBE MPUHIIMIIOB 00pa30BaHUS B T€UEHUE BCEM
KU3ZHU.

6. MexaHu3Mbl yIpaBlIeHUsS CBOUM BpeMeHeM, (DOPMUPOBAHUS TPAECKTOPHUH
caMOpa3BUTHSL.

7. MexaHu3Mbl pealM3ald  TPACKTOPUM CAMOPA3BUTHS Ha OCHOBE
IIPUHITMIIOB CaMOO0pa30BaHUAI.

8. Buasl KIMEHTOOPHEHTHPOBAHHBIX  TEXHOJOTMHA B  CEPBUCHOM
JESTEIBHOCTH HA TPAHCIOPTE B YCIOBUAX B3aMMOJICUCTBUS C MOTPEOUTENSIMHU, B
TOM YHCJIE HHTEPHET-TIPOJIBH>)KEHUS YCIIYT.

9. MeToasl pa3pabOTKH CUCTEMBI KIMEHTCKUX OTHOIICHHWH W OpraHu3aIiu
mporecca  OOCHy)XMBaHMsI ~ TOTpeOuTeNne  Ha  OCHOBE  IPUMEHEHUS
3aKOHOJATENIbHBIX aKTOB U TPABOBBIX HOPM.

10. Metoabl COBEPIIEHCTBOBAHMSI CUCTEMBbl KIMEHTCKMX OTHOILICHHUI B
CEpPBUCHOW JEATEIIBHOCTH Ha TPAaHCIOPTE C HCIOJIB30BAHUEM HHTEPHET-
TE€XHOJIOTHH.

11. Bunbl MatepualbHBIX PECYpPCOB, OOOPYIOBaHUSI MJi OCYIIECTBICHUS
Ipolecca CepBUCa, METOABl INEPErOBOPOB C KIMEHTAMH [0 NPETEH3MOHHBIM
CIIy4asiM U OINpeJeICHUs NPUYNHBI BOSHUKHOBEHUS MPETEH3UM.

12. Metoasl pa3pabOTKH M MCIOJIB30BAHMS THIIOBBIX TEXHOJIOTHYECKUX
MpoIeccoB, (HOPMUPOBAHUS UM BHEJIPEHUS KOPIOPATUBHBIX CTAaHIAPTOB U
pPErJIaMEeHTOB  MPOLIECCOB  OOCIYKMBaHHUsS TMOTPEOUTENEe Ha  TpaHCIOpTeE,
B3aMMOJIEUCTBHUSL C KJIMEHTAMHM [0 OpraHu3aluu Impouecca oOCIyKUBaHUS
notpedurenei B chepe rocTenpurUMCTBa.

13. Ponb commonoruy u ICUX0JIOTHN Ha PESIPUSTAN CEPBICA Ha TPAHCIIOPTE.
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14. D¢pdexTBHOCTH COBPEMEHHOI OpraHM3allMi Ha MPEANPUITAN CEpBUCA Ha
TpaHCIIOpTE.

15. YBenuuenue 3pheKTUBHOCTH pabOThI YJICHOB KOMAH/IBL.

16. KoHKypeHTOCTIOCOOHOCTh COBPEMEHHON CEpBUCHOM OpraHu3aluy Ha
TpaHCIIOpTe.

17. YcnoBust KOHKYpEHTOCIIOCOOHOCTH OpraHU3alliy CepBHca Ha TPAHCIIOPTE.

18. PykoBOACTBO JII0AbMU: HOBBIE MOIXO/bI B YIIPABICHUU.

19. TpyaHocTH yrpaBieHUs] COBPEMEHHBIMH OpPTaHM3AlMAMU Ha TIPEATIPUSTAN
CepBHCca Ha TPAHCIIOPTE.

21. Urpa B 1eMOKpaTHIO B OpraHU3aIHsIX.

22. BIopokpatusi B yIpaBJIeHHUH.

23. OTHOIIEHUS C KOHKYPEHTaMH Ha TPaHCTIOpTE.

24. OcHOBHBIE MTPU3HAKA WHHOBAITMH B 00JIACTH OpTaHM3AIMH U YTIPABICHHS.

25. CornparnpHasi mpupo/ia YIpaBIeHYECKIUX HHHOBAIIHA.

26. YnipapiieHrEe HOBOBBEICHHSIMH.

27. CoIMONOTHYECKAN TOAX0J K YIPaBICHYECCKMM HOBOBBEJCHHSM Ha
NPEATIPUSATAN CEPBUCA HA TPAHCIIOPTE.

28. YnipaBieHre I3MEHSHUSIMU Ha TIPEIPHUATHH CEpPBHCA Ha TPAHCIIOPTE.

29. Mogaenu CTPYKTYpHBIX UW3MCHEHHWH Ha TPEANPUSTHH CEepBHCa Ha
TpaHcrnopTe. bapbepbl B IBIKeHHN HHPOPMAIHH.

30. Omnenka 3h(PEKTUBHOCTH NEATEILHOCTH OpPraHW3alldd M YIIPaBJICHUS Ha
NpeANPHUITAN CEPBUCA HAa TPAHCTIOPTE.

31. VmpapneHueckas MO3UIMSA PYKOBOAMTENS Ha MPEANPHUITAN CEpBUCA Ha
TpaHCIIOpTe U ee YPPEKTUBHOCTB.

Tunosvle 3a0anus 015 Kpy2n020 cmoa

Kpyrasiii cron opueHTHpoBaH Ha (HOPMHUPOBAHUE BHJICHHUS O TOM, KaKOBa
pOJib JMAEPCTBA M PYKOBOJCTBA B MajbIX TpyMIax B MPOIECCE YMpaBICHUSA
NPENNPUSATUSIMUA CEpBHCAa B COBPEMEHHOM OOIIECTBE M KAaKOBBI MEPCIEKTUBBI U
TEHJCHIIMK pa3BUTHA. B paMkax yka3aHHOW oOIIeld OpHEeHTAIlMd TJIaBHBIM
pOOJIEMHBIM BOIIPOCOM KPYTIIOTO CTOJIa OYJEeT: KaK C MOMOIIBIO UCIIONIb30BAHUS
WHCTPYMEHTOB U KaTeTOPHWH JHIEPCTBA MU PYKOBOJCTBA B MAaJbIX TpYIIaXx,
onepHupysl 3HaHUSMU THUIIOB U CTUJIEH PYKOBOACTBA U YCIOBUHU ero 3((HeKTUBHOCTU
M0 BHUJAM JIEATEIHHOCTH YIPABISITH MPEANPHUATHSIMU CEpBHCAa B TPAHCIOPTHOMN
oTtpacnu?

1. TeMbI OCHOBHBIX COOOITICHNH (BBICTYIUICHHUH ¢ TIpe3eHTaIeH 10 15 MuHyT):

2. Briactb, aBTOpUTET MEHEKepa U CTUIIN YIIPABJICHUSI.

3. CTuims pyKOBOZICTBA M YCIIOBUS €0 3(h(DEKTHBHOCTH.

4. YyacTtHe B AUCKYCCHH, KPATKUE BBICTYIIJICHUS:

5. CouuanbHO-TICUXOJIOTUYECKHE CBOWCTBA MANbIX TPYMI B 3aBUCUMOCTU OT
YPOBHSI X OPTaHU30BAHHOCTH.

6. JIngepcTBO M PYKOBOJCTBO B MaJIbIX TPyIIaXx.

7. Bractb, aBTOPUTET MEHEKepa U CTUIIN YIPABJICHUSL.

Tunogvie cumyayuonHvle 3a0aHUs OA peuwleHusi HaA NPaAKMUYecKux
3auAmusx
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Kaxxgas pabouas rpyrina TOTOBHT MPE3ECHTAIINIO CBOETO PEIICHUS TPOOIEMBI
U B X0Jie 001Iel AUCKYyCCHH 00OCHOBBIBAET HEOOXOAMMOCTD €0 peaanu3aliu:

[IpennoxuTe MeTONbl B3aMMOJACUCTBUS C KJIMEHTaMH IO OpTaHHU3aIUH
mpolecca O0CIyXUBaHUS NOTpeOuTeNnel B cdepe rocTenpuuMcTBa € Y4ETOM
XapakTepa OpraHu3allMOHHBIX N3MEHEHUI Ha TIPEANPHUATHN CEpBUCA Ha TPAHCIIOPTE.

Cemectp 5

Tema 8. OpraHuzalMOHHAs KyJbTypa KakK COLMAIbHO-TICUXOJOTHYECKas
npoOJieMa Ha MPEANPUIATHH CEPBUCA HA TPAHCIIOPTE

Ilepeuenv munoswix 60npocos 011 YCMHO20 0Npoca

1. TlonsiTe OpraHU3alMOHHON KYJIBTYPHI.

2. OCHOBHBIC JJIEMEHTBHl OPraHU3AIMOHHOM KYJIBTYphl Ha NPEANPUITHU
CepBHCa Ha TPAHCIIOPTE.

3. VYcBoeHwe pabOTHMKaMM TPEANPUSITHS CEpBUCAa Ha TPAHCIOPTE
OpraHU3alMOHHOMN KYJIBTYPHI.

4. CoxpaHeHHEe ¥ BOCIIPOU3BOJICTBO OPraHU3AIMOHHON KYJIBTYPBHI.

5. Ponb pykoBomutens B (GOPMUPOBAHUM OpPraHU3AIMOHHOW KYyJIbTYphl Ha
NPEANPUATHU CEPBHUCA HA TPAHCIIOPTE.

Ipumepnovle memol coobueruil

1. Tumnonorust opraHU3aIMOHHON KYJIBTYPHI.

2. Meronuka IUArHOCTHUKH M Pa3BUTUS OPTaHU3AIMOHHOM KyJbTYphl Ha
NpEANPHUITUU CEPBHUCA HA TPAHCIIOPTE.

3. 3amaHas U pOCCHICKasi OpraHu3allMOHHAs KyJIbTypa.

4. Opranu3aliOHHasl MaTOJOTHSL.

5. MexaHHU3MBbI yIIpaBJIE€HUS] CBOUM BPEMEHEM, BHICTPAMBAHUS U peAIU3alUN
TPACKTOPUU CaAaMOPA3BUTHUSI HAa OCHOBE MPUHIIMIIOB 0Opa30BaHUS B TEUEHUE BCEH
AKU3ZHU.

6. MexaHu3Mbl yIpaBICHUS CBOMM BpeMeHeM, (pOpMUPOBaHUS TPACKTOPUU
caMOpa3BUTHSL.

7. MexaHu3Mbl pealM3ald  TPACKTOPUM CAMOPA3BUTHUS HA OCHOBE
MPUHIIMIIOB CaMOOOpa30BaHUA.

8. Bumbl KIMEHTOOPWEHTHPOBAHHBIX  TEXHOJOTHH B  CEPBUCHOMU
NEATENIbHOCTU Ha TPAHCIOPTE B YCIOBHUSX B3aUMOJICUCTBUSL C MOTPEOUTEISIMH, B
TOM YHCJIE HUHTEPHET-TPOJIBHXKEHUS YCIIYT.

9. MeToasl pa3pabOTKH CUCTEMBI KIMEHTCKUX OTHOIICHHWA W OpraHu3aIiu
mporiecca  OOCTy)KMBaHHMsSI ~ TMOTpeOuTeNeil  Ha  OCHOBE  NPUMEHEHHS
3aKOHO/ATENIbHBIX aKTOB U TPABOBBIX HOPM.

10. Meroapl COBEpIIICHCTBOBAHUS CHUCTEMBI KIMEHTCKUX OTHOIICHUH B
CEpPBUCHOM JESATEIbHOCTH Ha TPAHCIOPTE C HCMOJIb30BAHUEM HWHTEPHET-
TE€XHOJIOTHH.

11. Bunbl MatepualibHBIX PECYpPCcOB, OOOPYIOBAHUSI MJi OCYIIECTBICHUS
mpoiiecca CepBHUCa, METOAbl IMEPEroBOPOB C KIMEHTAMH IO MPETEH3UMOHHBIM
CIIy4asiM U OIpeeTCHUs NPUUNHBI BOSHUKHOBEHUS MPETEH3UM.

12. Metoasl pa3pabOTKH M WCTOJIB30BAHMS THIIOBBIX TEXHOJIOTHYECKUX

MpoieccoB, (HOPMUPOBAHUS M BHEJIPEHUS KOPIOPATUBHBIX CTAaHIAPTOB U
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periaMeHTOB TPOLECCOB  OOCIy)XKMBaHMA HOTpeOuTeneil Ha TpaHCHopTe,
B3aMMOJACHCTBHS C KIMEHTaMH M0 OpraHu3aluu Tporecca OOCTYKHUBAaHUS
notpeduTenei B cepe rocTenpuuMcTBa

13 .YnpaBnsieMoCTb.

Tunogvie cumyayuonuvie 3a0anus 0N peuwleHuss Ha NPAKMUYECKUX
3aHAMUAX

Kaxxgas pabouast rpyrina TOTOBHT MPE3ECHTAIIMIO CBOETO PEIICHHUS TPOOIEMBI
U B X0JIe 001Iel AUCKYCCHH OOOCHOBBIBAET HEOOXOJUMOCTh €TI0 pEeaTU3aLNHU:

[IpennoxuTe  METOABI  COBEPIICHCTBOBAHUS  CHUCTEMBI  KIIMEHTCKHX
OTHOIIICHUH B CEPBUCHOW [EATEIBHOCTH Ha TPAHCIOPTE C YYETOM OCHOBHBIX
AIIEMEHTOB OPraHU3AlMOHHON KyIbTyphl Ha MPEANPUATHHA CEPBUCA HA TPAHCIIOPTE.

Tema 9. CouuaNbHO-NICUXOJOTUYECKHE  OCOOEHHOCTH  YIPABICHUS
NEPCOHAJIOM Ha MPEANPUITUH CEPBUCA HAa TPAHCTIOPTE

Ilepeuens munoswix 60npocos 0 YCMHO20 ONpoca

1. [Ipo6niema kaapoB B yIpaBICHUHN HA MPEANPUATAN CEPBUCA HA TPAHCIIOPTE.

2. VBydenue commanbHOM MOTPEOHOCTH B TPO(PECCHOHAIBLHONW MOATOTOBKE
YIIPABICHYECKUX KaIPOB — (PYHKIIUS COLIMOJIOTHH YIIPABIICHHUSI.

3. Kazgposas monutrka Ha NpeANpUSITUA CEPBUCA HA TPAHCIIOPTE B YCIOBUAX
pBIHKA.

4. KanpoBble cityObl 1 UX OCHOBHbIE (DYHKIIMM Ha MIPEANPUATHN CEpPBUCA HA
TPaHCIIOPTE.

5. Ponb MeHemxepoB TEpPBUYHOIO YpOBHS B paboTe C KagpamMu Ha
NPEINPUSTUU CEPBUCA HA TPAHCIIOPTE.

6. 3ydenue 1 orieHKa nepcoHalia Ha MPEeANpPUITAN CEPBUCA HA TPAHCIIOPTE.

IIpumepnvle memol coodwerull

1. Ot6op u npuem nepcoHasa Ha IPEINPUSITHU CEPBHUCA Ha TPAHCIIOPTE.

2. [Iponienypa mpriema u MpodeCCUOHATBHON OPUEHTAIIMH HOBBIX PAaOOTHHUKOB
Ha TPEJINIPUSTUU CEPBHCA Ha TPAHCIIOPTE.

3. Cucrema ajianraiyu rnepcoHasa Ha IpearnpusITHH CEpBHCa Ha TPAHCIIOPTE.

4. OOyueHrne ¥ TIOBBIIICHHE KBaTU(UKAIMKA paOOTHUKOB W MEHEIKEPOB Ha
MIPEANPUATHAN CEPBUCA HA TPAHCTIOPTE.

5. OCHOBHBIC TIPUHIIUITBI YIIPABICHHS MIEPCOHATIOM Ha MPEANPHUATHN CEpBUCA
Ha TPAHCTIOPTE.

6. Cuctema OIEHKM JENOBBIX M JIMYHOCTHBIX Ka4eCTB MEPCOHANA YIPaBICHUS
Ha TMPEANPUATAN CEPBUCA HA TPAHCIIOPTE.

7. becema, TecTupoBaHHE, OKCIEPTHbIE OICHKH, JI€JIOBbIE  WIPBHI.
Pe3ynbTaTMBHOCT TpyJa TEpCOHANIA YNPABICHUS Ha TPEANPHUSTHU CEpBUCA Ha
TPaHCIIOpTE.

8. TpeboBanmsi K MEHEIKEPY JJIA €ro PocTa Ha MPEANPHUATHH CepBHCA Ha
TpaHCIIOpTE.

9. [ImanupoBaHre Kaphephl HA TIPEMPUSTUU CEPBHCA Ha TPAHCIIOPTE.

10. Ynparienue 1emoBoOi Kaphepoi MEepCcOHAIa HA MPEANPUITHHA CEpBHCA Ha
TpaHCIIOpTE.

11. BeryruieHue B 10JKHOCTb.
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12. MexaHu3Mbl yNOpaBi€HUS CBOUM BPEMEHEM, BBICTPAUBAHUS MU
peanu3anuu TPACKTOPUU CaMOPA3BUTUS HAa OCHOBE IMPUHLMUIIOB 00pa30oBaHUS B
TEUECHUE BCEU KU3ZHU.

13. MexaHu3Mbl yIipaBjieHUs CBOUM BpeMEHEM, (OPMHUPOBAHUS TPACKTOPUH
CaMOpa3BUTHSL.

14. MexaHu3Mbl peanu3aluud TPACKTOPUU CaAMOPA3BUTHA Ha OCHOBE
MPUHIIMIIOB CAMOOOPa30BaHUSI.

15. Buxgbl KJIMEHTOOPUEHTUPOBAHHBIX  TEXHOJOTMHA B  CEPBUCHOM
JESATENbHOCTH HA TPAHCIOPTE B YCIOBUAX B3aUMOJECHCTBUSL C MOTPEOUTENSIMU, B
TOM YHMCJI€ UHTEPHET-TIPOJIBUKEHUS YCIIYT.

16. Meroabl pa3pabOTKU CUCTEMBI KIIMEHTCKUX OTHOUIEHUH M OpraHu3aliu
npouecca  OOCHyXUBaHHUA  NOTpeOuTeNne  Ha  OCHOBE  NPUMEHEHHUS
3aKOHOJATENIbHBIX aKTOB U MIPABOBBIX HOPM.

17. Meronpl COBEpUICHCTBOBAHUS CHUCTEMbI KIMEHTCKUX OTHOIICHUH B
CEPBUCHOW JICATENIbBHOCTH HAa TPAHCIOPTE C HCIOJIb30BAHUEM HHTEPHET-
TE€XHOJIOTHM.

18. Bunpl MatepualbHBIX PECYpPCOB, OOOPYIOBaHUS MJIS OCYIICCTBIICHUS
npolecca CepBUCA, METOJIbl TMEPEroBOPOB € KIMEHTAMU IO MPETEH3MOHHBIM
CJIy4asiM M OIpeAesIeHHUs] MPUYUHBI BOSHUKHOBEHHUSI MPETEH3HIA.

19. Mertoasl pa3pabOTKH M MCIHOJIB30BAHMS THUIIOBBIX TEXHOJIOTHYECKUX
poreccoB, (OPMUPOBAHUS M BHEJAPEHUS KOPIOPATUBHBIX CTAaHJAPTOB MU
pErJaMeHTOB NPOLECCOB  OOCITY)KMBaHUSA IOTpeOUTENeld Ha TpaHCHOPTE,
B3aMMOJICUCTBUSA C KJIMEHTAaMU [0 OpraHM3alM Ipouecca 00CIyKUBaHUS
norpedutenei B cepe rocTenpuruMcTBa

Tunosvie cumyayuounvie 3a0auus OAs pewleHuss HA NPAKMUYECKUX
3auAmusx

Kaxxnas pabouas rpyrmina rOTOBUT MIPE3ECHTALIMIO CBOETO PEIIEHUs TPOOIEMBI
U B X0JI¢ 00IIIeH JUCKYCCUU 000CHOBBIBAET HEOOXOIUMOCTh €TI0 PeaT3alliH:

[Ipennoxure TpeboOBaHHMA K BUIAaM MaTepUAlbHBIX PpECypcoB, K
00OpYyIOBAaHUIO JJII OCYIIECTBJIEHMsI Ipollecca CEpBHCAa C Y4YETOM KaJpOBOM
MOJIMTUKY Ha MPEIIPUATHI CEPBHCA HA TPAHCIIOPTE.

Tema 10. ConpaibHO-IICUXOJIOTHYECKUE OCHOBBI MPUHATUSL YIIPABICHYECKUX
pelIeHnid Ha NPEIPUsATUN CEpBHCA HA TPAHCIIOPTE

llepeuenv munogvlx 60NpoOCo8 OJisl YCMHO20 ONpoca

1. CymHoCTh U coOAepXaHHE YIPABJICHUYECKUX PEIICHWH Ha NpeAnpUsITHU
CepBHCa Ha TPAHCIOPTE.

2. OcoOeHHOCTH pEIICHUH B COIMAIbHOM YIPABICHWH Ha TPEANPUSTHU
CepBUCa Ha TPAHCIOPTE: COIMAIbHAS HAMPABICHHOCTh, OO0S3aTETHHOCTh YyUeTa
COITMAITEHBIX TIOCIIEICTBUHN, MHOTO(aKTOPHAS! 00YCIOBICHHOCTh, AIETEPHATUBHOCTD.

3. Criernprka ympaBiIeHUECKOTO PEIICHUS W BUIBI YIIPABICHUECKHUX 3a/1a4 Ha
MPEANPUSTUN CEPBHCA HA TPAHCIIOPTE.

4. OcoOeHHOCTH CTpaTeruii M TaKTUK peLIeHUs 3aJad yOpaBiIeHHUS Ha
MpEANPUSTUN CEPBHCA HA TPAHCIIOPTE.
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5. HayuHble OCHOBBI MPUHSTHS YNPABICHYECKUX PELICHUN Ha MPEeANpUITHU
cepBHCa Ha TPaHCIIOPTE.

IIpumepnovle memol cooouyeruti

1. Busbl ynpaBiaeHUECKUX PEIICHUN HA MPENPUSTUN CEpBHUCA HA TPAHCIIOPTE.

2. TpeOoBaHMs, TMpeabABISEMble K YIPAaBICHUYECKAM PEUICHUSM  Ha
MPEeANPUATAN CEPBUCA HA TPAHCTIOPTE.

3. [loaxoap! K MPUHATHIO PEIICHUN Ha MPEANPUITUH CEPBUCA HA TPAHCIIOPTE.

4. MoTtuBalyst NpUHATHS PEILICHUN HA MPEINPUSATAN CepBHUCA HA TPAHCIIOPTE.

5. Ilpuembl MOTMBUpPOBAHHUSI WCHOJHUTENCH HA NPEANPUSATUU CEepBHCA Ha
TpaHCIIOPTE.

6. KonmnextuBHbie pemieHusi. UHTYUTUBHBIC U pAIMOHAIBHBIC PEILICHUS.

7. KadecTBO ymNpaBIEHUECKUX PEIIEHUH ¢ TIyTH €ro TOBBIIICHUS Ha
NpEINPUSTUU CEPBUCA HA TPAHCIIOPTE.

8. D dexkTUBHOCTD pelieHus Ha MPEeANPUATAN CEPBUCA HA TPAHCIIOPTE.

9. MexaHu3Mbl yIpaBJIeHUs] CBOMM BPEMEHEM, BBICTPAUBAHUS U pean3aluu
TPACKTOPUU CAaMOPA3BUTHUSI HAa OCHOBE MPUHIIMIIOB 0Opa30BaHUS B TEUEHUE BCEM
KU3ZHHU.

10. MexaHu3MBI YIIpaBiIeHUsI CBOUM BpeMeHeM, (OpMHUPOBAHUS TPACKTOPHUH
CaMOpa3BUTHSL.

11. MexaHu3Mbl peanu3alMd TPAeKTOPUU CaAMOPA3BUTHUS Ha OCHOBE
NPUHIIMIIOB CaMOOOPa30BaHUSI.

12. Bungbl KJIMEHTOOPUEHTUPOBAHHBIX  TEXHOJOTMH B  CEPBUCHOM
JESTENHbHOCTH HAa TPAHCIOPTE B YCIOBUAX B3aUMOJEHCTBUSL C MOTPEOUTENSIMH, B
TOM YHMCJIE€ UHTEPHET-TIPOJIBUKEHUS YCIIYT.

13. Metoapbl pa3pabOTKU CUCTEMBI KIIMEHTCKUX OTHOIICHUH M OpraHu3aliu
npoiecca  OOCITy)XKMBaHMsI ~ TOTpeOUTENIe  Ha  OCHOBE  INPUMEHCHUS
3aKOHOJIATEIbHBIX aKTOB U TIPABOBBIX HOPM.

14. Meronpl COBEpIICHCTBOBAHUS CUCTEMBI KIMEHTCKUX OTHOIICHUH B
CEpPBUCHOW JIESITEIIbBHOCTH Ha TPAHCIOPTE C HCIOJb30BAHUEM HMHTEPHET-
TE€XHOJIOTHUM.

15. Buasl MarepuanbHBIX PECYpPCOB, OOOPYAOBAHHS ISl OCYIICCTBICHUS
Ipolecca CepBUCa, METOJbl NEPErOBOPOB € KIMEHTAMH 110 IPETEH3MOHHBIM
CIIy4asiM U ONpPEJEICHUs NPUUNHBI BOSHUKHOBEHUS MPETEH3UM.

16. Metoasl pa3pabOTKH M MCHOJIB30BAHMS THIIOBBIX TEXHOJIOTHYECKUX
mporeccoB, (HOPMHUPOBAHUS U BHEJIPEHUS KOPIMOPATHBHBIX CTaHAAPTOB U
pErJIaMEeHTOB  IPOLIECCOB  OOCIYXKMBaHHUsS TMOTPEOUTENE Ha  TpaHCIOpTE,
B3aMMOJICHCTBUSl C KIMEHTaMU [0 OpTraHW3alMu Ipolecca OOCTyKUBaHUS
noTpeduTeneii B cepe rocTenpuuMcTBa

Tunogvie cumyayuonHvle 3a0aHUs OA peuleHusi HA NPAKMUYECKUX
3auamusx

Kaxnas pabouas rpynmna roTOBUT MPE3EHTALIUIO CBOETO PEIICHHs TPOOIEMBbI
U B X0Ji€ 001Iel qUCKycCur 00OCHOBBIBAET HEOOXOANUMOCTH €ro peaanu3alluu:

[Ipenyoxkure MexaHU3MBbl YIPABICHUS CBOMM BPEMEHEM, BBICTpauBaHUS U
peanu3anuu TPAGKTOPUHM CAMOPA3BUTHUS C YYETOM OCOOEHHOCTEH YIPaBIEHUYECKHUX

pPELIEHUI B COLMAIBHOM YIIPABJICHUH HA MPEANPUATHN CEPBHUCA HA TPAHCIIOPTE.
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Tema 11. KoHQuUKTBI B yHpaBleHMHM M CIOCOOBI HX pa3pelieHHs Ha
MPEANPUATAN CEPBUCA HA TPAHCIIOPTE

llepeuenvb munosvix 60npocos OJisl yCMHO20 ONPoca

1. Tlpupona u coumanbHas poidb KOH(IMKTOB HA MPEANPHUATHU CEpBUCA Ha
TpaHCIIOPTE.

2. Oco0eHHOCTH KOH(DIMKTa Kak THUIA B3aMMOJEHCTBUS Ha MPEANPUATUU
cepBuca Ha Tpancnopte. KoHiemnius KoH)IMKTHOTO 00IIeCTBa.

3. O1ieHKa poayu KOH(IIMKTA B )KU3HU OPraHM3ali CEpBUCA HA TPAHCIIOPTE.

4. ITpu4rHBl UX BO3HUKHOBEHUS HA MPEANPUITUH CEPBUCA HAa TPAHCTIOPTE.

5. Knaccudukammsa koH(IMKTOB. JIMHAMUKA U YPOBHU Pa3BUTHSL KOH(IMKTOB
Ha NPEJIPUSTUU CEpBHCA Ha TPAHCIIOPTE.

6. OMoI1oHaIbHAs BOBJICUYEHHOCTh B KOH(IIMKT HA MPEANPUSITUH CepBUCA Ha
TpaHCIIOPTE.

IIpumepnvie memvi coobuyerul

1. UnumieHT 1 ero BOCHIpHsITHE.

2. Tlcuxonornyeckue MO3UIUA CTOPOH KOH(IIUKTA.

3. CyObekTuBHas pealbHOCTh KOH(IMKTA Ha MPEANPHUSITHH CepBHCAa Ha

TPaHCIIOPTE.
4. Metonpl ympapieHUs KOHGIMKTaMM Ha TPEANPHUATHU CEpBUCAa Ha
TpaHCIIOPTE.
5. @opmbl MPOM3BOACTBEHHBIX KOH(IMKTOB Ha MPEANPUATUH CEpBUCA Ha
TPaHCIIOPTE.

6. CymHOCTh KOH(DIMKTHBIX CUTYAIIM B CEPBUCHBIX OpraHU3aIIHsIX.

/. Tunbl moBeAeHUs JoJe B KOH(MDIMKTHOW CUTyallud Ha TMPEANpUSTHU
cepBHCa Ha TPAHCIIOPTE.

8. Crioco0OnI 1 mpaBmIIa pa3perieHrs KOHGIMKTOB Ha TIPEANPUATHN CepBHCa Ha
TPaHCIIOPTE.

9. JlecTpyKTHBHBIE MTOCTEICTBUS ATOLIEHTPUYHBIX MIPEICTABICHUI O KOH(IIUKTE.
«3acTpeBaHne» B KOHPIIMKTE KaK MPEANOChUIKA IepepacTaHus KOH(PIUKTA B KPU3KC.

10. IlpaBuna moBeAeHHST B KOH(MDIMKTE Ha TMPEANPHUATHH CEpBUCa Ha
TPaHCIOPTE.

11. MexaHu3Mbl YIOpaBIE€HHUS CBOUM BpPEMEHEM, BBICTpAaUBAHUSA W
peanu3alu TPAeKTOPUU CaMOpPa3BUTUS HA OCHOBE IMPHUHIIMIIOB 00pa3oBaHUs B
TEUCHHUE BCEU KU3HU.

12. MexaHu3MBbI YIIpaBiIeHUSI CBOUM BpeMeHEM, (P OPMHUPOBAHUS TPACKTOPUH
caMOpa3BUTHSL.

13. MexaHu3Mbl peanu3alii TPACKTOPUU CaMOPA3BUTHUS Ha OCHOBE
MPUHIIMIIOB CaMOOOPa30BaHUS.

14. Buabl KIMEHTOOPUEHTHUPOBAHHBIX  TEXHOJOTMH B  CEPBUCHOMU
NEATeNIbHOCTU Ha TPAHCIOPTE B YCIOBUSIX B3aUMOJEHUCTBUS C MOTPEOUTENSIMU, B
TOM YHUCJI€ UHTEPHET-TIPOJIBXKEHUS YCIIYT.

15. Metoapl pa3pabOTKH CUCTEMBbI KJIMEHTCKUX OTHOIICHUH W OpraHu3aIluu
mporecca  OOCIy)XMBaHMSI ~ NOTpeOUTelled  HAa  OCHOBE  IMPUMEHEHUS

3dKOHOJATCJIbHBIX aKTOB U IIPABOBBIX HOPM.
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16. Meronbl COBEpPUICHCTBOBAHUS CHUCTEMBl KIMEHTCKUX OTHOIIEHUH B
CEpPBUCHOW JIESATENIbBHOCTH Ha TPAHCIOPTE C HCIOJb30BAHUEM HHTEPHET-
TE€XHOJIOTUH.

17. Buasl MarepuanbHbBIX PECypcoB, OOOpYAOBaHHUS ISl OCYIIECTBICHUS
mpolecca CepBUca, METOJbl NEPErOBOPOB € KIMEHTAMU 10 MPETEH3MOHHBIM
CIIy4asiM U OIpeAeNIeHNs] TPUYUHbBI BOSHUKHOBEHUSI PETEH3HIA.

18. Metoasl pa3pabOTKM M MCHOJB30BAHMS THUIOBBIX TEXHOJIOTHYECKUX
npoueccoB, (OpPMUPOBAHUA U BHEJIPEHUS KOPIOPATUBHBIX CTAaHIApPTOB U
pErJlaMEeHTOB  MpPOLIECCOB  OOCHYXUBaHUS TOTpeOUTENe Ha  TpaHCIopTe,
B3aMMOJICUCTBUSl C KIMEHTaMH [0 OpTraHU3alMM TMpolecca OOCITYKUBAHUS
notrpeduTesne B cpepe rocrenpuuMcTBa

Tunosvie cumyayuonHvie 3a0auus OAs pewleHuss HA NPAKMUYEcKUx
3aHAMUAX

Kaxxnas pabouast rpynmna roTOBUT IPE3EHTALMIO CBOETO pelIeHUs] TPOOIeMbl
U B X07€e 0011eil 1ucKyccun 000CHOBBIBAET HEOOXOMMOCTD €r0 pealn3aluu:

[Ipennoxkxure  METOABI  COBEPUICHCTBOBAHUS  CUCTEMBI  KIMEHTCKHUX
OTHOIICHUN B CEPBUCHOM [EATENLHOCTH Ha TPAHCIOPTE C HCIOJIb30BAHUEM
UHTEPHET-TEXHOJOTUA C  Y4YEeTOM  OCOOCHHOCTEM KOH(MIMKTa KaKk THIa
B3aUMOJICHCTBUS HA MPEANPUITUH CEPBUCA HA TPAHCTIOPTE.

Tema 12. CoumanbHas OTBETCTBEHHOCTh MEHEIKEpAa Ha MPEAIpUATUN
CepBHUCa HAa TPAHCIOPTE

llepeuenv munosvix 60npocos 0 YCMHO20 ONpoca

1. ITonsiTHE OTBETCTBEHHOCTH.

2. CyOBEKThI OTBETCTBEHHOCTH.

3. Busibl OTBETCTBEHHOCTH Ha MIPEANPUATAN CEPBUCA HA TPAHCIIOPTE.

Ipumepnvle memol coobuerull

1. Jloar u cOBECTb.

2. JIoKyC KOHTpOJIA.

3. KopropaTrBHas colriaibHasi OTBETCTBEHHOCTh Ha MPEANPUATHH CEPBHCA HA
TPaHCIIOPTE.

4. OcHOBHBIE TIOJIXOAbl K KOPHOPATHBHON COLMAIBHON OTBETCTBEHHOCTH Ha
MIPEIIIPUATUYN CEPBUCA HAa TPAHCIIOPTE.

5. MexaHHU3MBbI YIIpaBJI€HUS] CBOUM BPEMEHEM, BHICTPAUBAHUS U pPeaIM3aLUN
TPACKTOPUM CaAaMOPA3BUTHSI HAa OCHOBE MPHUHIIMIIOB O0Opa30BaHUS B TEUEHHE BCE
KU3ZHHU.

6. MexaHU3MbI yIpaBICHUS CBOMM BpeMeHeM, (OpMUPOBAHHS TPACKTOPUHU
caMOpa3BUTHSL.

7. MexaHU3MBbl pealn3aluy  TPACKTOPUU CaMOpPa3BUTHUS HAa OCHOBE
MPUHIIMIIOB CaMOOOPa30BaHUA.

8. Bumpl KIMEHTOOPWEHTHPOBAHHBIX  TEXHOJIOTHH B CEPBUCHOU
NEATENIbHOCTU Ha TPAHCIOPTE B YCIOBUSX B3aUMOJCHUCTBHS C MOTPEOUTENSIMHU, B
TOM YHUCJI€ UHTEPHET-TIPOJIBHXKEHUS YCIIYT.
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9. Metoasl pazpabOTKH CUCTEMBI KIMEHTCKMX OTHOIIEHWH W OpraHu3aluu
mporiecca  OOCIyXKMBaHHMSI ~ TOTpeOUTeNleld  HAa  OCHOBE  NPUMEHEHUS
3aKOHOJATENbHBIX aKTOB U IIPABOBBIX HOPM.

10. Meroapl COBEpPUIEHCTBOBAHUS CHUCTEMbl KIMEHTCKMX OTHOLIEHUH B
CEpPBUCHOW JIESTENIbHOCTH Ha TPAHCIOPTE C HCIOJb30BAHUEM HMHTEPHET-
TEXHOJIOTHUM.

11. Buasl MarepuanbHbBIX PECypcoB, OOOPYAOBaHHUS sl OCYIIECTBICHUS
mpolecca CepBUca, METOJbl NEPEroBOPOB € KIMEHTAMU M0 MPETEH3MOHHBIM
CIIy4asiM U OIpeAesIeHNs TPUYUHbBI BOSHUKHOBEHMSI IIPETEH3UA.

12. Metoasl pa3pabOTKM M MCHOJB30BAHMS THUIOBBIX TEXHOJIOTHYECKUX
npoueccoB, (GOPMHUPOBAaHUS U BHEAPEHHS] KOPIOPATUBHBIX CTAHIAPTOB H
pErjiaMeHTOB  MpPOLIECCOB  OOCTYXUBaHMUS TOTpeOUTENe Ha  TpaHCHopTe,
B3aMMOJICHCTBUS C KIMEHTaMHU I[I0 OpraHu3allud Ipoliecca OOCITy>KUBAHUS
notrpeduTene B cpepe roctenpuuMcTBa

Tunosvie cumyayuouHvlie 3a0auus OAs pewleHuss HA NPAKMUYECKUx
3aHAMUAX

Kaxxnas pabouast rpynmna roTOBUT NPE3EHTAIMIO CBOETO PEIICHUS MPOOJIeMbI
U B X07ie 0011eil 1ucKyccun 000CHOBBIBAET HEOOXOAMMOCTD €r0 pealn3aluu:

[Ipennoxkure MexaHW3Mbl YNPaBIEHUS CBOMM BpeMeHeM, (hOopMUpOBaHUS
TPACKTOPUM CAMOPAa3BUTHsI C YYE€TOM BHJOB OTBETCTBEHHOCTH Ha MPEANPUATHU
cepBHCa Ha TPAHCIOPTE.

Tema 13. Meroauka COLHMONOTMYECKOTO HCCIEAOBAHUS COBPEMEHHBIX
OpraHu3aluil cepBHUCca Ha TPAHCIIOPTE

Ilepeuenv munogvix 60npocos 01 YCMHo20 onpoca

1. Cononornveckoe uccieoBaHme Kak ocodast popma mo3HaHuUsI.

2. OCOOCHHOCTH COIMOIOIMYECKUX UCCIICIOBAaHUI B YIIpaBJIeHUYECKOH cepe Ha
IpEANPUITUU CEPBHUCA HA TPAHCIIOPTE.

3. Teopermueckn W TPAKTUYECKA OPHUEHTHUPOBAHHBIC  HCCIICIOBAHUA.
Metoaunueckast 6a3za UCCIIeI0BaHMs, €T0 JIOTHKA.

4. ®opmynupoBaHue TPOOJIIEMBbI HCCIICAOBaHUSA. Bbinenenue oObekTa u
IIpeIMETa UCCIIE0BAHUS Ha IPEANPUITHU CEPBUCA HA TPAHCIIOPTE.

IIpumepnvie memwvl coooweruil

1. OnpeneneHrie OCHOBHOW LIEM W 3a/laydl MCCIEIOBAHHUA HA MPEANPUSITUU
CepBHUCa HAa TPAHCIOPTE.

2. IlpenBaputenbHBI CHUCTEMHBIM aHaIM3 OOBEKTAa MCCICIOBAHUS Ha
MpEANPUSTUN CEPBHCA HA TPAHCIIOPTE.

3. BeigBmkeHue TuIoTe3 Ha MpeIpUsATHN CEPBHUCA Ha TPAHCTIOPTE.

4. OOmmii TjaH MCCIENOBaHUS HA TPEINPHUSATHH CEpBHCAa HAa TPAHCIIOPTE.
[Ipsimoe HabmroeHueE.

5. MexaHU3MBbI YIIpaBJI€HUSI CBOUM BPEMEHEM, BHICTPAUBAHUS U pPeaIM3alUU
TPAEGKTOPUU CaMOPA3BUTUSA HAa OCHOBE MPUHIIMIIOB O00pa30BaHUsSl B TEYEHUE BCE
KU3ZHHU.

6. MexaHu3Mbl yrpaBi€HUsI CBOUM BpeMeHeM, (POPMUPOBAHUS TPACKTOPUU

CaMOpa3BUTHS.
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7. MexaHU3MBbl peau3aluyd  TPACKTOPUM CAaMOpa3BUTUSL HAa OCHOBE
MPUHIIMIIOB CAMOOOPa30BaHUsI.

8. Buugbl  KJIMEHTOOPUEHTHPOBAHHBIX  TEXHOJOTMH B  CEPBUCHOMU
JESATENbHOCTH HA TPAHCIOPTE B YCIOBUAX B3aUMOJECHCTBUS C MOTPEOUTENSIMU, B
TOM YHUCJIE€ UHTEPHET-TIPOJIBUKEHUS YCIIYT.

9. Metoasl pazpabOTKU CUCTEMBI KIMEHTCKUX OTHOIIEHWA W OpraHu3aiuu
mporiecca  OOCIy)XMBaHHMS ~ TOTpeOUTeNIel  Ha  OCHOBE  INPUMEHEHUS
3aKOHOJATENbHBIX aKTOB U IIPABOBBIX HOPM.

10. Meronbl COBEpPUICHCTBOBAaHUS CUCTEMbI KIMEHTCKUX OTHOIIEHUI B
CEpPBUCHOW JICSITENIbHOCTH Ha TPAHCIOPTE C HCIOJb30BAHUEM MHTEPHET-
TE€XHOJIOTHUM.

11. Buasl MarepuaibHbBIX PECYpCOB, OOOPYAOBaHHUS ISl OCYIIECTBICHUS
npolecca CepBUCa, METOJbl MEPEeroBOPOB € KIMEHTAMU IO MNPETEH3MOHHBIM
CJIy4asiM M OIpeAesIeHNs] TPUYUHbBI BOSHUKHOBEHMSI IPETEH3H.

12. Metoasl pa3pabOTKM M MCHOJB30BAHMS THUIOBBIX TEXHOJIOTHYECKUX
nporeccoB, GOpPMHUPOBAHUS U BHEAPEHHS] KOPIOPATUBHBIX CTAHIAPTOB H
pPErJlaMeHTOB  MPOLIECCOB  OOCHYXMBaHMUS TOTpeOUTENe Ha  TpaHCIopTe,
B3aMMOJICHCTBUS C KIMEHTaMH I[I0 OpraHU3alMM Ipoliecca OOCITYyKUBaHUA
notrpeduTenei B cpepe roctenpuuMcTBa

13. Ompoc u ero pa3HOBUAHOCTH Ha MPEANPHUSATHU CEPBHUCA HA TPAHCIIOPTE.
HNurepBbio.

14. TIcuxonoru4ecKkue TecThl.

15. Meton ¢okyc-rpymnsl Ha MPeANpUsITHH CepBUCa Ha TPAHCIIOPTE.

16. ConuanbHblil SKCIEPUMEHT HA MPEINPUSITUN CEPBHCA HA.

Tunosvie cumyayuounvie 3a0auus OAs pewleHuss HA NPAKMUYECKUX
3auAmusx

Kaxxnas pabouas rpyrmina rOTOBUT MIPE3ECHTALIMIO CBOETO PEIIEHUs TPOOIEMBI
U B X0JI¢ 00IIIeH JUCKYCCUU 000CHOBBIBAET HEOOXOIUMOCTh €TI0 PeaT3alliH:

[Ipennoxure  Meronbl  pa3pabOTKM M MCIOJIB30BAHHUSA  TUIIOBBIX
TEXHOJIOTUYECKUX MPOLIECCOB C YUETOM C(HOPMYJIMPOBAHHON KOHKPETHON MPOOIIEMBI
HCCIICIOBaHMSI.

Tema 14. Meroguka  COLMAIBHO-TICUXOJOTHMYECKOIO  MCCJICIOBAHUS
YCIICIIHOM €ATEILHOCTH MEHEKEepa Ha MPEANPUITHH CEpBHUCA HA TPAHCIIOPTE

Ilepeuenb munogvlx 60nPOCo8 OJist YCMHO20 ONPOCA

1. Pa3paboTka OpraHM3allMOHHOrO IDIAHA TIPOBEACHUS HCCICIOBAaHUS Ha
MPENPUITUN CEPBUCA HA TPAHCIIOPTE.

2. Ilporpamma, 1ienmy, 3ajJadd M THIIOTE3a HMCCICIOBAHUS HA IPEATPHITHH
cepBHCa Ha TPAHCIIOPTE.

IIpumepnoie memuvl cooouenui

1. IToaroToBKa HHTEPBHIOEPOB 1 MIPOBEIACHUE OMIPOCOB.

2. COOp SMIMPUYCCKUX JTAHHBIX 110 JIMYHOCTHBIM KauecTBaM MEHEKepa CIyxKO
cepBHCa Ha TPAHCIIOPTE.
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3. XapakTepuCTHKA COLMATBHO-TICUXOJIOIMYECKUX HABBIKOB MEHEIKEpa |
TEXHOJOIUs HX (OPMHUPOBAHMS M TPOSBICHUS HA MNPEANPUITHH CEpBUCA Ha
TPAaHCIIOPTE.

5. MexaHu3Mbl yIpaBJI€HHUs] CBOUM BPEMEHEM, BbICTPAMBAHUS U pealn3aliiu
TPACKTOPUU CaMOPA3BUTHUS HAa OCHOBE NMPHUHIIMIIOB O00pa3oBaHUS B T€UEHUE BCe
KU3HU.

6. MexaHu3Mbl yIpaBJICHUsS CBOMM BpeMeHEM, (POpMUPOBAHUS TPAEKTOPUU
CaMOpa3BUTHSL.

7. MexaHu3Mbl peanu3aluy TPACKTOPUM CaMOpA3BUTUSA Ha OCHOBE
NPUHIIMIIOB CAMOOOPa30BaHUSI.

8. Buugbl  KJIMEHTOOPUEHTHPOBAHHBIX  TEXHOJIOTUH B  CEPBUCHOMU
JESATENbHOCTH HAa TPAHCIOPTE B YCIOBUAX B3aUMOJEHCTBUSL C MOTPEOUTENSIMU, B
TOM YHMCJI€ UHTEPHET-TIPOJIBUKEHUS YCIIYT.

9. Metoasl pa3pabOTKH CUCTEMBI KIMEHTCKUX OTHOIICHWH W OpraHu3aiuu
nporecca  OOCIy)XMBaHMS ~ MOTpeOuTeneil  Ha  OCHOBE  NPUMEHEHUs
3aKOHOJIATEIbHBIX aKTOB U MIPABOBBIX HOPM.

10. Meronapl COBEpIICHCTBOBAHUS CUCTEMBI KIMEHTCKUX OTHOIICHUH B
CEpPBUCHOW JICSATENIbBHOCTH Ha TPAHCIOPTE C HCIOJb30BAHUEM MHTEPHET-
TE€XHOJIOTHM.

11. Buasl MarepuaibHBIX PECYpcOB, OOOPYAOBAHHUS ISl OCYIIECTBICHUS
IpoLecca CEepBUCA, METOJABl IEPErOBOPOB € KIMEHTAaMU II0 NPETEH3MOHHBIM
CJIy4asiM U OIIPEACIICHNs] IPUYMHBI BOSHUKHOBEHHMSI IPETEH3HIA.

12. Metoasl pa3pabOTKM M MCIIOJIB30BAHUS THUIOBBIX TEXHOJOTMYECKUX
porieccoB, (OPMUPOBAHUS M BHEJIPEHUS KOPIOPATUBHBIX CTaHJAPTOB MU
pErjJaMeHTOB IPOLECCOB  OOCIY)KHBAaHMS MOTpeOUTENell Ha  TpaHCHOPTE,
B3aUMOJIEUCTBUA C KJIMEHTaMU [0 OpraHu3aluM Ipolecca O0CIyKUBaHUS
noTpedureneii B chepe rocTenpuruMCTBa.

Tunosvie cumyayuouHvlie 3a0auus Oas pewleHuss HA NPAKMUYECKUX
3auAmusx

Kaxxnas pabouas rpyImina rOTOBUT MPE3EHTALIMIO CBOETO PEIICHUs TPOOIEMbI
U B X0J1€ 0011ell TUCKyCCHH 000CHOBBIBAET HEOOXOUMOCTD €r0 peaan3aluu:

[Ipennoxute wmetoasl (QOPMHUPOBAHUS U BHEAPEHUS KOPHOPATHUBHBIX
CTaHJApPTOB U pErjaMEHTOB IIPOLECCOB OOCIyXHBaHHUS MNOTpeOUTeNnell Ha
TPaHCIIOPTE C yU4eTOM c(HOPMYIMPOBAHHBIX KOHKPETHBIX MIPOTPaMMBbI, LIEJIEH, 3a/1a4 1
THITOTE3bI UCCIIEI0BAHUS.

IIpuMepHbIii NepeyeHb BOMPOCOB K 3a4eTy AJIS MPOBeAeHUs MPOMEKY TOYHOM
arrecTauum o AucuuIuinie «Ilcuxosorust  cOoUOIOrus yrpaBJieHUA
CEPBUCHOM 1eSITEJIbHOCTHIO B TPAHCIIOPTHOM chepe»

1 OObekT, mpeaAMET U 3aJladyd COLIMOJIOTMU U TICUXOJIOTMH YIPaBICHUS B
MPOIIECCE CEPBUCHOM JIEATEIIbHOCTH Ha TPAHCIIOPTE.

2 MudpoBast MOOMIIBHOCTH HACEICHUSI.

3 YmpaBneHue kak 00IeCTBEHHOE SIBJICHHE.

4 CymHOCTh, CTPYKTYpa U PyHKIIUU YIIPABICHYECKOMN AEATEIHHOCTH.
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5 DBOJIIOLMS YITPABIEHUECKON MBICIIH.

6 [IpeabicTopust HAYKH YIIpaBICHUS.

7 3apoJieHHe MIKOJIbl HaydyHoro MeHeKkMeHTa B XX - Hauane XX BB.

8 OcnosHble uaen ®@.Teinopa U ©X COBPEMEHHOE 3HAUEHHE.

9 Bxnan I.OMepcoHa B TEOPHUIO U IPAKTUKY YIPABICHUS.

10 A. 1O. ®aiiosb - OCHOBOIIOJIOKHUK COBPEMEHHOU TEOPUN MEHEKMEHTA

11 Yenoeueckuii hakTop B HccieqoBaHusIX J.Merio.

12 Bxnan amepukanckux ncuxosioroB A.Macnoy u JI. Mak I'peropa B HayKy
yIpaBJICHUS.

13 Bknan pocCHMHCKHUX YYEHBIX B CTAHOBJIEHHE COLMOJIOTUU M TICUXOJOTUU
yIpPaBIICHUS.

14 CoBerckuii neproj B HAyKe yIpaBJICHHUS.

15 Kynbrypa Tpyaa u ynpasienus A.K.I'actesa.

16 Bxkunag A.Yasnoa, H.Konapateea, C.CTpymuiauHa B HayKy
yIpaBIICHUS.

17 CommanbHas rpymnmna: TOHATHE, KilaccudUKaUs, COLHUAIBHO-
NICUXOJIOTMYECcKasi XapaKTePUCTHKA.

18 Anmapar ynpaBieHus Kak COI[MalbHAsl TpyIa B MPOLIECCEe CEPBUCHOM
JEeSTENBHOCTH HA TPAHCTIOPTE.

19 Ponb kak GpyHKUIMOHANBHAS €ANMHUIIA B MAJIBIX TPYIINAX.

20 I'pymroBble HOPMBI U COILMANBHBIM KOHTPOJb B MPOIIECCE CEPBUCHOM
NEeSITENBbHOCTH HA TPAHCTIOPTE.

21 CommanbHas oOpraHuM3alusi Kak CHCTEMa B IIPOIIECCE CEPBUCHOMN
NS TENBHOCTH HA TPAHCTIOPTE.

22 Tumosiorusi opraHU3aliii U WX XapaKTepUCTUKA B MPOIECCE CEPBUCHOMN
JEeSTEIHHOCTH HA TPAHCTIOPTE.

23 CouuanbHO-TICUXOJIOTHYECKUE TPHUHIUIBI YIIPABICHUS OpraHU3aIMsIMU
Ha TPaHCIIOpTE.

24 OcHOBHbIE TEHJCHIIUU COITMAIEHO-TICUXOJIOTMYECKOr0 YIpPaBICHUS B
coBpeMeHHoU Poccum.

25 ConuanbHO-TICUX0JIOTHYECKas XapaKTePUCTHKA JIMYHOCTH.

26 PoneBoe moBeicHNE, CaMOCO3HAHNE U CAMOOIICHKA.

27 MeXITUIHOCTHOE OOIIEHNE KaK COIMAIBHBIN MPOIIECC.

28 B3auMONOHMMaHHE U €ro COIHAIbHO-TICUXOJIOTUYECKUE MEXaHHU3Mbl B
IIPOLIECCE CEPBUCHOM IESITEIBHOCTU HA TPAHCIIOPTE.

29 JInyHOCTh KaK CyOBEKT yIpaBIICHUS.

30 CoumanbHO-TICUXOJIOTHYECKas] XapaKTepUCTHKa JUaepa B Ipoliecce
CEPBUCHOMU J€ATEIbHOCTH Ha TPAHCIIOPTE.

31 PykoBonuTenb M KOJJIEKTHUB: XapaKTEPUCTHKA B3aWMOOTHOILEHUN B
IIPOLIECCE CEPBUCHOM IESITEIBHOCTU HA TPAHCIIOPTE.

32 OcHOBHBIE TPOTHBOPEYHS B ACSITEIBHOCTH MPENNpPHUITHS CEpBUCA Ha
TpaHCIOpTeE.

33 YenoBeueckuii pakTop B ympaBIeHUH.

34 Ponb COLMOJIOTUN U TICUXOJIOTUU B OM3HECE.

35 KoHKYpeHTOCTIOCOOHOCTh COBPEMEHHOM OpraHu3allii Ha TPAHCTIOPTE.
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36 OCHOBBI TCHXOJIOTMYECKUX W COLMOJIOTMYECKUX 3HAHMM IMpolecca
VIOPABJICHUS, TPACKTOPUSI CaMOPa3BUTHSA HAa OCHOBE NPHUHILMIIOB OOpa30BaHUA B
TEUECHUE BCEU KU3HU.

37 CouuanbHble, HTHUYECKHE, KOH(PECCHOHAIBHBIE M  KYJbTYpHbIE
paznuyuus.

38 IIpobGnembl B3aMMOACUCTBUSA JIIOJIEH, OCOOECHHOCTH TOBEACHUS
Pa3IMYHBIX COLUAIIBHBIX TPYIII.

39 CymHocTh yHpaBICHUYECKOW MAEATEIbHOCTH, CHUCTEMY METOJOB,
NPUHIMIOB W  (PYHKIMN ymOpaBieHHS C YY4E€TOM TICUXOJIOTHYECKUX U
COLMOJIOTUYECKUX 3HAHUMU.

40 MHctokm W MeXaHM3Mbl COLMAIbHBIX KOH(MJIUKTOB W METOAUKA
BBIPa0OTKM Mep MO UX pa3pelieHnto, 0COOEHHOCTH KOHPIMKTOB B chepe cepBuca.

41 CoumnanbHO-TICUXOJIOTHYECKHE 3aKOHOMEPHOCTH (YHKIIMOHHPOBAHUS
OonpIIMX W  MalbIX Tpynn Jrojaed B  HUHTEpecax  IMOBBIILIECHUS
KOHKYPEHTOCTIOCOOHOCTH OpraHu3aluu, GUpMbI, KOMITaHHUH.

42 Meroanka HUCCIEIOBAHMS PHIHKA, MEXaHWU3M OpraHU3allMd MPOJIaX M
NPOJBUKEHUS  CEPBUCHBIX TMPOAYKTOB C YY4E€TOM TIICHUXOJOTUYECKUX U
COITMOJIOTUYECKUX 3HAHUU.

43 OcHOBHBIE TICUXOJOTHYECKME M COIMOJOTUYECKHE OCOOEHHOCTH
NOTPEOUTENIS B MPOIECCE CEPBUCHOM IEATEILHOCTH Ha TPAHCIIOPTE.

44 MexaHu3M MPENOCTABICHUS YCIYT, HWHTEPHET-IPOJBHKEHUS YCIYT
opranuzanuid cdepbl cepBUCa Ha TPAHCIOPTE B YCIOBHSIX B3aUMOJECUCTBHUS C
OTPEOUTEIISIMH.

45 MexaHu3M OpraHu3aly Ipoiecca OOCTyKMBaHHUS MOTpeOUuTeneil ¢
Y4E€TOM TMCUXOJIOTMYECKUX M COLIMOJOTMYECKUX 3HAHWW Ha OCHOBE MPUMEHEHUS
3aKOHOJATENIbHBIX aKTOB U IPABOBBIX HOPM.

46 MexaHuU3MBbl YNpaBIEHUS CBOMM BpPEMEHEM, BBICTpPAWBAHHS U
peanu3anuu TPACKTOPUU CaMOPA3BUTHUS HAa OCHOBE IMPHUHIIMIIOB 00pa30BaHUS B
TEUCHHE BCEU KU3HU.

47 MexaHu3Mbl YIpaBJI€HUS CBOUM BpeMeHeM, (hOPMHUPOBAHUS TPACKTOPUU
caMOpa3BUTHSL.

48 MexaHU3MBl peanu3aliil TPACKTOPUM CaMOPA3BUTHS HAa OCHOBE
MPUHIIMIIOB CaMOOOpa30BaHUA.

49 Buapl KIMEHTOOPMEHTHPOBAHHBIX  TEXHOJOTUA B  CEPBUCHOM
JIESITEIPHOCTH HAa TPAHCIIOPTE B YCIOBUAX B3aUMOJCHCTBUS C MOTPEOUTENSIMU, B
TOM YHCJIE HTHTEPHET-TIPOJIBHXKEHUS YCIIYT.

50 Metoapl pa3pabOTKH CHUCTEMBbI KIIMEHTCKUX OTHOIICHWH M OpraHU3allud
mporecca  OOCHy)XMBaHHMsI ~ TOTpeOuTene  Ha  OCHOBE  IPUMEHEHUS
3aKOHO/ATENIbHBIX aKTOB U TPABOBBIX HOPM.

51 MeTonbl COBEpIICHCTBOBAHUS CUCTEMbl KIMEHTCKHMX OTHOLICHUHU B
CEpPBUCHOW JEATENIbBHOCTH Ha TPAHCIOPTE C HCIOJb30BAHUEM HHTEPHET-
TEXHOJIOTUH.

52 Buawsl MaTepHalbHBIX PECYpCOB, OOOPYMOBAaHUS [JISI OCYIIECTBICHUS
Ipolecca CepBUCa, METOJbl NEPEroBOPOB € KIMEHTAMH [0 NPETEH3MOHHBIM

Cly4dasM H OIpPCACICHUA IIPUINHBI BOSHUKHOBCHUA HpeTeHBHﬁ.
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53 Meroabl pa3pabOTKM M HCMOJIb30BAHUSI THUIIOBBIX TEXHOJOTHYECKUX
IpoIeccoB, (OPMUPOBAHUS U BHEAPEHHsS KOPIOPATUBHBIX CTaHAApTOB U
pEerJamMeHTOB MPOIECCOB  OOCTY)KMBaHUsA TMOTpeOUTEeNell Ha  TpaHCHOPTE,
B3aMMOJACHCTBHS C KJIMEHTaMHd TI0 OpraHW3alii TMpolecca OOCITyKUBaHHS
noTpeduTenei B cepe rocTenpuuMcTBa.

IIpuMepHBIN NepeyeHb BONPOCOB K YK3aMeHYy Ui IPOBeJeHUs
NPOMEKYTOYHOM aTTecTauuu no aucuuminne «llcuxonorus u counosnorus
yIpPaBJeHHUs CEPBUCHOU IeSTEJILHOCTHI0O B TPAHCIIOPTHOM chepe»

1 OOBekT, mpeaAMET U 3aJauyd COLMOJOTHH W TICUXOJOTUM YIpPaBJICHUS B
MpoIIeCCe CEPBUCHOM JEATEILHOCTH Ha TPAHCIIOPTE.

2 YrpaBJlieHHE KaK OOIIECTBEHHOE SIBJICHUE.

3 CymHOCTh, CTPYKTYpa U (QYHKIIUU YIPABICHYECKOU JIESITEIILHOCTH.

4 DBoronus yIpaBIeHUYECKOW MBICITH.

5 IlpenpicTopust HAYKH YIIPABIICHHUS.

6 3aposxieHre mKoJIbl HaydHoro MeHeKkMeHTa B XX - nauane XX BB.

7 OcHoBuble uaeu @.Teinopa U ©X COBpeMEHHOE 3HAYCHHE.

8 Bxiax I'.OMepcoHa B TEOPHUIO U IPAKTUKY yIPABIICHUS.

9 A. 10. ®aiioas - 0CHOBOMIOIOKHUK COBPEMEHHOM TEOPUH MEHEIPKMEHTA

10 YenoBeueckuii pakTop B uccieaoBaHusx D.Metio.

11 Bxnag amepukaHckux ncuxonoroB A.Macnoy u JI. Makl'peropa B HayKy
yIpaBIEHUS.

12 Bxnan pocCHUHCKHUX YYEHBIX B CTAHOBIIEHHWE COLMOJIOTUU U TICUXOJIOTHUHU
yIpaBIEHUS.

13 CoBeTtckuii mepro1 B HAyKe yIpaBIICHHUSL.

14 Kynberypa Tpyaa u ynpasienus A.K.I'actesa.

15 Bximag A.YasnoBa, H.KonmgpateeBa, C.CTpymuianHa B HayKy
yIpaBIECHUS.

16 CoumanpHas Tpymnma: TIOHATHE, KJIacCH(UKAIMS, COIMAIBHO-
MICUXO0JIOTMYECKas XapaKTepUCTHKA.

17 Anmapat ynpaBieHUsi Kak COLIMAJIbHAs Tpylna B MPOILECCE CEPBHCHOM
NEeATEeIbHOCTU Ha TPAHCIOPTE.

18 Ponb kak GpyHKIIMOHATBHAS €AMHUIIA B MAJIBIX TPYIINAX.

19 T'pymmoBeie HOPMBI W COIMATBHBIM KOHTPOJH B IPOIIECCE CEPBUCHOM
NEATEIbHOCTH Ha TPAHCIOPTE.

20 ComnmanpHasi oOpraHM3allds KakK CHCTeMa B TMPOIECCE CEPBUCHOM
NEATEeNIbHOCTH Ha TPAHCIOPTE.

21 Tumosiorwsi OpraHU3alMiA U WX XapaKTEPUCTHUKA B TPOIECCE CEPBUCHOMN
NEATEeNIbHOCTH Ha TPAHCIOPTE.

22 CouuanbHO-TICHXOJIOTHYECKUE TPUHIIUIBI YIPABICHUS OPraHUu3aIisIMu
Ha TPaHCIIOPTE.

23 OcCHOBHBIE TEHJCHIIUM COITUAIBHO-TICUXOJIOTHYECKOTO YIPABICHHUS B
coBpeMeHHOM Poccun.

24 ConuanbHO-TICUXOJIOTHIECKas XapaKTePUCTHKA JIMIHOCTH.
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25 PoiieBoe moBeieHNEe, CaMOCO3HAHNE U CaMOOIICHKA.

26 MeXTuYHOCTHOE OOIIEHNUE KaK COLMANIbHBIN MPOILIecC.

27 B3auMOMOHMMAHUE M €r0 COIMAJIbHO-TICUXOJIOTUYECKUE MEXaHU3Mbl B
MPOLIECCE CEPBUCHOM IESITEIbHOCTU HA TPAHCIIOPTE.

28 JInuHOCTh KaK CyOBEKT yIpaBJICHUS.

29 CouuanbHO-TICUXOJIOTHYECKAas XapaKTepUCTHKa Jujaepa B IMpolecce
CEPBHUCHOMU JEATEIBHOCTH Ha TPAHCIIOPTE.

30 PykoBoauTenb M KOJUJIEKTHB: XapaKTEpUCTUKAa B3aMMOOTHOILIECHHUHU B
MPOLIECCE CEPBUCHOM IESITEIbHOCTU HA TPAHCIIOPTE.

31 OcHOBHBIE MPOTUBOPEUMS B JACATEILHOCTH MPEANPHUATUS CEpBUCA Ha
TPaHCIIOPTE.

32 YenoBeueckuil pakTop B yrnpaBiIeHUU.

33 Ponb comuonoruu v rncuxoyioruu B OusHece.

34 KOHKYpEHTOCTIOCOOHOCTh COBPEMEHHOM OpraHu3alliy Ha TPaHCIOPTE.

35 [loHsATHE 1 OCHOBHBIC 3JIEMEHTHI OPTAaHU3AIIMOHHONU KYJIbTYPHI.

36 Ponb pykoBoauTens B OpMUPOBAHUH OPraHU3AIMOHHON KYJIbTYPHI.

37 Turomnorusi opraHu3aIlMOHHON KYJIBTYpPHI U €€ XapaKTepUCTUKA.

38 KopriopatuBHas KynbTypa W KOpIIOpaTUBHAs JTHKAa B JICSATEIBHOCTH
IpEeANpPUATHS CEpBHUCA HA TPAHCTIOPTE.

39 AIMUHHCTpaTHBHAas KyJbTypa M aJIMUHHUCTpATHBHAsT JTUKA B
NEeSTENBHOCTU MPEANPUATHS CEPBUCA HAa TPAHCIIOPTE.

40 Komanpa: TOHSTHE, THIIBI, XapaKTEepPUCTHKA, A(PPEKTUBHOCTDH
JESTENIbHOCTH Ha TPAHCIIOPTE.

41 VYmnpaBieHYeCKOE pelIeHHE: CYIIHOCTb, COJEep)KaHHWe, BHUIBI U HUX
XapaKTepUCTHKA.

42 KadecTBO ympaBIICHYECKUX PEIICHUWH M MyTH €ro TMOBBIIIECHUS Ha
NPEINPUSTUU CEPBUCA HA TPAHCIIOPTE.

43 ®opMBbI M METOIBI TPYIIIIOBBIX JUCKYCCHI O MPUHITHH PEIICHHM.

44 KanpoBasi TONUTHUKA W KaapoBble CIY>KObI B YCJIOBHSIX pBIHKA Ha
NPEINPUSTUU CEPBUCA HA TPAHCIIOPTE.

45 OueHka JeATebHOCTU MEepCOHala U UX MPOJBHKEHUE Ha MPEANPUSTUN
CepBHUCa HAa TPAHCIIOPTE.

46 CucreMa OIICHKM JETOBBIX M JMYHOCTHBIX KayeCTB IEpCOHaja
yIpaBJiICHUSI.

47 Metoasl moajaepkaHus pabOTOCIIOCOOHOCTH TIEPCOHANA MPEATPUSTHS
CepBHCa Ha TPAHCIIOPTE.

48 Tlpupona u conuanbHas posib KOH(QJIUKTOB HA MPEANPHUITHH CEpBHCA HA
TpPaHCIOPTE.

49 Metoasl ympaBieHHs KOHGIUKTAMH Ha TPEANPHUATAN CEepBHUCA HaA
TpPaHCIOPTE.

50 Croco6s1 u GhopMbI pazpemnieHns KOHGIUKTOB Ha MPEATPUITHHA CEPBUCA
Ha TPaHCIIOPTE.

51 CounanbHO-TICHXOJOTHYECKass XapaKTepUCTUKA TMOBEICHUS JIIOACH B
KOH(JIMKTHOW CUTYaLIMH.

52 ConunaabHO-TICHX0JIOTHYECKas XapaKTepUCTHUKA TIEPETOBOPOB.
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53 [loHsATHE M XapaKTEPUCTUKA COLIMAILHON OTBETCTBEHHOCTH.

54 KopropaTuBHas colliaibHasi OTBETCTBEHHOCTb.

55 CounanbHO-IICUXOJIOTHYECKUE TPeOOBaHUS K MEHEKEPY MO MEepCOHAILY
Ha MPEJNPUSTAN CepBHCa Ha TPAHCIIOPTE.

56 ConuanbHO-TICUXOJIOTHYECKAs XapaKTepUCTHKA Kaphephl MEHEKepa Ha
MPEANPUSTUN CEpBHCA Ha TPAHCIIOPTE.

57 OcoOEHHOCTH YNpPaBICHUYECKON JESATENIbHOCTH Ha MPEANPUATUN CEpBUCA
Ha TPaHCIIOPTE.

58 ComuanbHble HOPMBI Kak (DaKTOp MpEemaynpekIeHHs HAMps>KEHHOCTH B
KOJUICKTHBE Ha MPEANPUATUN CEpBHUCA HA TPAHCTIOPTE.

59 Jlonr U coBecTh KaK YCJIOBUE YyCIieXa B yNPABJICHUU KOJJIEKTUBOM Ha
NpEeANpPUITHU CEPBUCA HA TPAHCIIOPTE.

60 YmpapieHue mepcoHAIIOM Ha MPEANPUATHU CEpBHCA HA TPAHCIIOPTE Kak
00BEKT COITMOJIOTMYECKOTO aHAIH3a.

61 ComuanbHble, STHUYECKUE, KOH(PECCUOHAIIBHBIC U KYJIbTYPHBIC Pa3Iuyus
Ha TIPEANPUATUN CEPBUCA HA TPAHCIIOPTE.

62 OCHOBBI OpraHW3allMi KOHTAKTHOW 30HBI TPEANPHUSATHS CEpBHUCA Ha
TpPaHCIIOPTE.

63 OCHOBHBIC TICUXOJIOTHYECKHE OCOOCHHOCTH MOTpeOUTENsI B Mpoliecce
CEPBUCHOM JIEATEIILHOCTH Ha TPAHCTIOPTE.

64 MeToapl M3y4YEHUS OCHOBHBIX TICHUXOJIOTHYECKHUX OCOOEHHOCTEH
NOTPEOUTENIS B MPOIECCE CEPBUCHOM IEATETLHOCTH Ha TPAHCIIOPTE.

65 OcHOBBI ympaBlieHHss U yMEHHUS paboTaTh B KOMaHJE, TOJEPAHTHO
BOCHIPUSATHS COLMAIBHBIX, JTHUYECKHX, KOH(ECCHOHAJIBHBIX U KYJIBTYPHBIX
pa3Inyuuii Ha MPEINPUATHN CEPBUCA HA TPAHCIIOPTE.

66 MexaHu3Mm OpraHu3allii KOHTAKTHOW 30HBI MPEINPHUITHS CEpBHUCAa Ha
TPaHCIOPTE.

67. OCHOBBI COITMOJIOTMYECKUX M TICUXOJOTMYECKUX 3HAHUU YIIpaBJIeHUS,
METO/IMKa paboThl B KOMaHJIe, MEXaHWU3M TOJICPAHTHOTO BOCIIPHUSATHUS COLUATIBHBIX,
ASTHUYECKUX, KOH(PECCHOHANBHBIX U KYJIBTYPHBIX pPa3Iuuuil Ha MPEANPUATUU
CepBHUCa HA TPAHCIIOPTE.

68 IlpobOnembl B3aWMMOACHCTBUSA JIIOJICH, OCOOCHHOCTH ITOBEIACHHS
Pa3JIMYHBIX COUUAIIBHBIX TPYIII.

69 CymHOCTh yINpaBICHYECKON JESITEIbHOCTH, CHCTEMa METOJIOB,
MPUHITUTIOB U PYHKIIUHA YIIpABICHHUS .

70  YpoBHM  ymOpaBJi€HHUs, OCHOBHOE COJIEPXKAHUE  JIEATEIbHOCTH
PYKOBOJIUTENIEH pa3IMYHBIX ypOBHEH YMpaBICHUS, OCOOCHHOCTH YIPABJICHHS B
cthepe ceppuca.

71  OcHOBBI  ympaBjieHHs B  Pa3HOOOpPA3HBIX  OPTraHU3AIMOHHO-
YOPaBICHYECKUX CTPYKTYpax U COLMATbHO-TICUXOJIOTUYECKUX CUTYAIUSX.

72 VICTOKM W MEXaHU3Mbl COIMAIbHBIX KOH(PIMKTOB M METOAUKA
BBIPAOOTKH MEp MO UX Pa3pelIeHUI0, 0COOEHHOCTH KOH(MIUKTOB B cpepe cepBuca.

73 CouuanbHO-TICUXOJIOTUYECKUE 3aKOHOMEPHOCTU (PYHKIIMOHUPOBAHMUS
0onbIMIMX W  MajblX TpPynm JiloJged B HMHTEpecax  MOBBIIICHUS

KOHKYPEHTOCIIOCOOHOCTH OpraHu3anuu, GupMbl, KOMIaHUH.
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74 OCHOBBI TNCUXOJIOTHMYECKHUX M COIMOJIOTMYECKHX 3HAHUU TIpoliecca
YIPABICHHUS.

/5 Tpaektopusi camMOpa3BUTHUsI HAa OCHOBE IMPHUHIUIOB OOpa3oBaHUS B
TEUYEHUE BCEN KU3HMU.

76 ConuanbHble, 5STHUYECKHE, KOH(PECCHOHAIbHBIE U  KYJIbTYpHBIE
pasnuyus.

77 TlpobGiembl B3aUMOJCUCTBHUSL JIIOJ€, OCOOCHHOCTH TIOBEACHUS
Pa3TUYHBIX COIUATBHBIX TPYIIIL.

78 CymHOCTh YNPaBICHYECKON NE€ATEIBHOCTH, CHUCTEMY METOJOB,
OPUHIUIOB ¥ (QYHKIMM  YNOpaBICHUS C YYETOM TICUXOJIOTHYECKUX U
COLMOJIOTUYECKUX 3HAHUMU.

79 MHctoku u MeXaHU3MBl COIMAIBHBIX KOH(PJIMKTOB U METOAWKA
BBIPaOOTKM Mep MO UX pa3pelieHnt0, 0COOEHHOCTH KOHPIUKTOB B chepe cepBuca.

80 ConuanbHO-IICUXOJOTMYECKHE 3aKOHOMEPHOCTH (DYHKIIMOHUPOBAHUS
OONMpIIMX W  MajJblX TPynm JOJAeH B  HUHTEpPecax  IMOBBIIICHUS
KOHKYPEHTOCTIOCOOHOCTH OpraHu3aiiuu, GupMbl, KOMITAHUH.

81 Metonuka ucciaeqoBaHUsI PBHIHKA, MEXaHU3M OPTaHU3alMU TMPOJAK H
NPOJIBIDKCHUSI  CEPBUCHBIX  TMPOJAYKTOB C  y4E€TOM  TICUXOJOTHMYECKUX U
COITMOJIOTUYECKUX 3HAHUU.

82 OcHOBHbIE TICHXOJIOTHYECKHE M COILMOJOTHYECKHE OCOOEHHOCTU
NOTPEOUTENIS B MPOIECCE CEPBUCHON NEATEILHOCTH Ha TPAHCIIOPTE.

83 MexaHu3sM TpenoCTaBICHUSI YCIyr, WHTEPHET-MPOABUKEHUS YCIYT
opranuzanuid cdepbl CepBUCa HA TPAHCIOPTE B YCIOBHUSX B3aMMOACHCTBUS C
OTPEOUTEIISIMH.

84 Mexanus3Mm opraHuzaluM Tpolecca OOCTYKHWBaHUS TOTpeOUTENe C
Y4ETOM TICUXOJOTUYECKUX U COIMOJIOTHUYECKUX 3HAHUN HAa OCHOBE NMPUMEHEHUS
3aKOHOJIATEIbHBIX aKTOB U TIPABOBBIX HOPM.

85. MexaHusMbl yOpaBI€HHUsT CBOMM BpPEMEHEM, BBICTpaWBaHUS U
peanu3anuu TPACKTOPUU CaMOPA3BUTHS Ha OCHOBE IMPHUHIIMIIOB 00pa30BaHUS B
TEUCHHE BCEU KU3ZHU.

86 MexaHU3MBI yIPaBICHHUS] CBOUM BpeMeHeM, (OpPMHUPOBAHUS TPACKTOPUU
CaMOpa3BUTHSL.

87. MexaHu3mMbl peanu3alid TPACKTOPHH CAMOPA3BUTHS Ha OCHOBE
MPUHIMIIOB CaMOOOPa30BaHUA.

88 Buumbl KIMEHTOOPUEHTUPOBAHHBIX  TEXHOJOTHH B  CEPBHUCHOU
NEATEeNIbHOCTU Ha TPAHCIOPTE B YCIOBUSX B3aUMOJEHUCTBHS C MOTPEOUTENSIMU, B
TOM YHCJIE HTHTEPHET-TPOJIBHXKEHUS YCIIYT.

89 Meronpl pa3pabOTKH CHCTEMbl KIIMEHTCKUX OTHOIICHWA W OpPTaHHU3aIuU
mporiecca  OOCTy)KMBaHHSI ~ TMOTpeOWUTENeld  Ha  OCHOBE  MPUMEHEHUS
3aKOHOJIATEIHHBIX aKTOB U TIPABOBBIX HOPM.

90 MeTonbl COBEPIICHCTBOBAHMSI CUCTEMBI KIMEHTCKHX OTHOIICHUH B
CEpPBUCHOM JESATEIPHOCTH Ha TPAHCIOPTE C HCMOJIb30BAHUEM HWHTEPHET-
TEXHOJIOTUH.

91 Buasl maTepHWambHBIX PECYpPCOB, OOOPYIOBAaHUS ISl OCYIIECTBICHUS

mpoIiecca cepBuca.
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92 Meroabl MeperoBopoB € KIMEHTAMH O NPETEH3UOHHBIM CIIy4asM U
OTIpeieTICHNs PUIMHBI BOSHUKHOBEHHS MPETEH3UIA.

93 Metonpl pa3pabOTKM M HCMOJIB30BAHUSI THUIIOBBIX TEXHOJOTHYECKUX
poIeccoB, (OPMUPOBAHWS U BHEIPEHHS KOPIOPATUBHBIX CTaHIAPTOB U
pErjlaMeHTOB IPOLECCOB 00CTyKUBaHUS TOTPEOUTENEH Ha TpaHCTIOPTE.

94 Metoabl B3aUMOJEUCTBUS C KJIMEHTaMH IO OpraHM3allid TMpolecca
oOcny>KuBaHMsI MOTpeduTene B chepe rocTenpuumMcCTBa.

Tunosbie NnpakTHYeCKHe 32aHUA ISl IPOBEACHUS IIPOMEKYTOYHOM
arrecTauum (3adera) no aucuumiange «Ilcuxonorus u counonorus
yIIpaBJIeHUS] CEPBUCHOMU JeATEJbHOCTHIO B TPAHCIIOPTHOM cdepe»

1. Bwl 3aHumaeTe oOmnpeAcNEHHYH JOJDKHOCTH B  OpraHU3alldOHHON
CTPYKType MpEeNnpusaTus cepBuca Ha TpaHcmopte. Kakum oOpazoMm Bbl Oyjere
paboTaTh B KOMaHJE TOJIEPAHTHO BOCHPUHUMATH COLUAJIbHBIC, AITHUYECKHE,
KoH(peccuoHanbHbIE U KYJIbTYPHbBIC Pa3IUUMS.

2. Bwl sBmsieTech pyKOBOAUTEIEM MPEANPHUATHS CEpPBHCA TPAHCIOPTHOU
OTpaciy KakuM 00pa3oM Bbl OCYIIECTBUTE MPOIECC CEPBUCHON NEATEILHOCTH
YUHUTHIBAs OCHOBHBIC TICUXOJIOTHYECKUE OCOOEHHOCTH MTOTPEOUTEIS.

3. OxapakrTepu3ylTe dTalbl MEXaHW3Ma YIPaBJIECHUS CBOUM BpPEMEHEM,
STanbl BBICTPAMBAHUS M peaju3allid TPACKTOPUHM CaMOpa3BUTUSI HA OCHOBE
NPUHIIMIIOB 00pa30BaHUs B TEUEHUE BCEH >KM3HU C YUETOM ICHUXOJIOTMYECKUX U
COIIMOJIOTMYECKHUX 3HAHUH MpoLEecca yIpaBICHHUS.

4. PackpoiiTe 3Tanbl MEXaHU3Ma yIOPABIEHUS CBOUM  BPEMEHEM,
BBICTPAUBaHMs U peajn3aluy TPACKTOPUU CAMOPa3BUTHUS HA OCHOBE IPUHLHUIIOB
o0pa30oBaHus B TCUCHUE BCEH KU3HU.

5. OxapakTepuzyWTe MEXaHU3Mbl yIOPABIEHUS CBOUM  BpPEMEHEM,
dbopMUpOBaHUS TPACKTOPUU CAMOPA3BUTHUS.

6. OxapakTepu3yiTe MEXaHU3MBbI peaTu3aliyi TPACKTOPHHU CaMOPa3BUTHS Ha
OCHOBE MPUHITUIIOB CaMOOOPa30BaHUA.

7.  Oxapakrepusyilte = METOAbl  OCYIIECTBIEHUS  MApPKETUHIOBBIX
MCCJIeIOBAaHUN PBIHKA YCIYT, MOTHBAIIUHU MTOTPEOUTENCH 1 KOHKYPEHTOB.

8. OxapakrepusyiTe BUIBl KIUECHTOOPUEHTUPOBAHHBIX TEXHOJIOTHH B
CEpPBUCHON JEATENbHOCTH Ha TPAHCIOPTE B YCJIOBUSAX B3aUMOJACHCTBHUS C
MOTPEOUTENSIMH, B TOM YUCJIE UHTEPHET-TIPOIBIXKEHHUS YCITYT.

9. OxapakTepu3yiTe METOIbI pa3pabOTKH CUCTEMbI KIIMEHTCKAX OTHOIICHUHN
¥ OpTaHM3aIluy TMporecca 00CTyKUBaHUS MOTpeOUTeIeii Ha OCHOBE MPUMEHEHUS
3aKOHO/ATENIbHBIX aKTOB U TPABOBBIX HOPM.

10. OxapakTepusyiTe METOAbl COBEPIICHCTBOBAHUS CHUCTEMBI KIHMEHTCKUX
OTHOILIEHUA B CEPBUCHOM MESATEIBbHOCTH Ha TPAHCIOPTE C HCIOJIb30BAaHUEM
MHTEPHET-TEXHOJIOTUM.

11. OxapakTepusyite BUAb MaTEpPHAIbHBIX PECYpPCOB, 00OPYIOBAHUS st
OCYIIECTBJICHUSI TPOLECCa CEPBUCA, METOJAbl MEPErOBOPOB C KIHUEHTAMHU 10
MPETEH3UOHHBIM CIIY4asiM U ONPEEICHUS TPUUYUHBI BOSHUKHOBEHUS MPETCH3UM.
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12. OxapaktepusyiiTe METOJbl Pa3pabOTKHM M HCIOJb30BAHUS TUIIOBBIX
TEXHOJOTUYECKUX IMPOLECCOB, (OPMHPOBAHUA M BHEJIPEHUS KOPIOPATUBHBIX
CTaHJApPTOB U pPErJIaMEHTOB IIPOLECCOB OOCIyXMBaHMs MOTpeOUTENEH Ha
TPaHCIOPTE, B3aUMOJEHCTBUS C KIMEHTAMM MO OpraHu3alMH [polecca
oOcny>KuBaHMsI MOTpeduTenei B chepe rocTenpruumMCTBa.

10 Metoauyeckue peKOMeHAANUH /IS O0y4alOUIUXCH IO OCBOEHUIO
AUCHUTITHHBI

[Ipuctynas B 4 ceMmecTpe K H3y4eHHIO IucHMIUIMHBL «[lcuxonorus u
COITMOJIOTHSl YIPaBIEHUS CEPBUCHOM JEATEIBHOCTHIO B TPAHCIOPTHOU cdepe,
oOyyJaromeMycsi HEOOXOJUMO BHUMATEJIBLHO O3HAKOMHUTHCS C TEMAaTHYECKUM
IJIAHOM  3aHSATUW M CIIHCKOM PEKOMEHJIOBaHHOM nuTepaTypbl. OOydaromiemycs
cleayeT ySICHUTb, YTO YPOBEHb U TNIyOMHA YCBOCHUS JUCIUIIIUHBI 3aBUCST OT €r0
aKTUBHOM W CHCTEMATHYECKOW pabOThl HA JICKIUAX M MPAKTUYECKHUX 3aHATHIX. B
ATOM Tpollecce BaXKHOE 3HAYECHUE UMEET CaMOCTOsATEIbHAs padoTa, HAIpaBICHHAS
HAa  BOBJIEYEHHE OOY4YaIOIIEToCss B  CaMOCTOSTEIbHYIO  IO3HABATENIbHYIO
NEATeNIbHOCTh C  1eNbl0  (OPMUPOBAHUSI CAMOCTOSITEIIBHOCTH — MBIIICHUS,
crocoOHoCTeN K Mpo(ecCHOHaTbHOMY CaMOPa3BUTHIO, CAMOCOBEPIIIEHCTBOBAHUIO
U caMopealu3allid B COBPEMEHHBIX YCJIOBHUSIX COIMATIbHO-DKOHOMHYECKOTO
pa3BUTHSL.

BxonHo#t koHTposb B pOpMe YCTHOTO OIpoca IMpernojaBareib MPOBOJUT B
Havasie m3ydeHuss TeM Ne 1 mo Bompocam AMCIMIUIMH, HA KOTOPBIX Oasupyercs
nucuuruiiHa «IICUXO0I0THs M COLIMOJIOTUS YIPABJIEHUS CEPBUCHOM AEATEIbHOCTHIO
B TpaHCIIOPTHOU cdepe» (1. 2 u 1. 9.4).

OCHOBHBIMH BUJIAMU aYJAUTOPHOUN pabOTHI 00YJAIOUIUXCS SBISIOTCS JEKIIUU
U Tpaktuueckue 3aHsatuga (m. 5.2, 5.3, 5.4). B xoue Jekuuu TMpenojaBaTeiib
U3JIaraeT W pa3bACHIET OCHOBHBIC, HAMOOJIEE CIIOKHBIE TOHATHS, a TaKXKe
COOTBETCTBYIOIIME TEOPETHUYECKHE M TMPAKTUUYECKUE MPOOJIEMBI, aeT 3aJaHusi U
pPEKOMEHAAIMU U1 MPAKTUYECKUX 3aHITHM, a TAKKE€ YKa3aHHs 10 BBIIOJHEHUIO
00y4JaromMMcsi CaMOCTOATEILHON paOOTHI.

3amadyamMu JEKUUN SIBIASIOTCS:

— O3HAKOMJICHHE OOYYaIOIIMXCA C LENSAMHU, 3aJadyaMUd U CTPYKTYpO
mucuuiuiiabl - «lIcuxosioruss M COLMOJNIOTHST  YNPAaBICHUS  CEPBUCHOMU
JESITEIHPHOCTBIO B TPAHCIIOPTHOM chepe», €€ MECTOM B CHCTEME HayK U CBSI3SIMU C
JIPYTUMHU TUCHUIUTUHAMU,

— KpaTKoe, HO MO CYIIECTBY, H3JI0KEHUE KOMILJIEKCA OCHOBHBIX
Hay4HBIX MOHATHH, MOJIX0JA0B, METO/IOB, IPUHIIMIIOB JaHHON AUCIUIIINHBI;

— KpaTKO€ W3JIOKEHHE Haubojee CYIIECTBEHHBIX  IOJIOKEHUH,
pacKpeITHE  OCOOCHHO  CIIOKHBIX, aKTyaJlbHBIX  BOIIPOCOB,  OCBEIIECHUE
JTIMCKYCCHUOHHBIX TTPOOJIEM;

— onpeJiesieHHe MEePCIeKTUBHBIX HAMPABICHUN JalbHEHIIIEro pa3BUTHUS
HAay4YHOT'O 3HAHUS B 00JaCTH COIMOJIOTUU U TICUXOJIOTUH YIIPABICHHUS.

3HauuMbIM  (DAKTOPOM  MOJHOUEHHOW W  IUIOJJOTBOPHOM  pabOThI

o6yqafomeroc;[ Ha JCKIINU ABIACTCA KYJIbTYypa BCACHUA KOHCIICKTA.
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[IpuHUMNIMANBHO HEBEPHBIM, HO TMOJYYMBIIMM B Halle BpeMsl JAOCTATOYHO
IIUPOKOE PACIPOCTPAHEHUE, SBJISETCS OTHOIICHHUE K JICKIUU KaK K «IUKTaHTY»,
KOTOPBIM OOydYaromuiicss MOXET aKKypaTHO M JOCIOBHO 3amucarh. Ciymias
JEKIUI0, HEOOXOJWMO HAy4YUThCA BBIACHATh U (PUKCUPOBATH €€ KIIOUEBbHIC
MOMEHTBI, 3allMCBIBas WX 00J€€ YETKO M BBIACIAS KaKHMM-JIMOO CIIOCOOOM M3
oO01Iero Tekcra.

[Tone3Ho mnpuUMEHSTh Kakyr-IMOO YIO0OHYIHO CHCTEMY COKpAaIllleHHH U
YCJIOBHBIX O0O3HAUYE€HUI (M3 M3BECTHBIX WJIM BBIPAOOTAHHBIX CAMOCTOSITEIBHO,
HaIlpuMep, MEHEeIKMEHT 0003Hauath Oousblioil OykBoil M). IlpumeneHue Takoi
CHUCTEMBbI TIOMOXKET 3HAUUTEIbHO YCKOPHUTH MpOIllecC 3amucu Jiekiuu. KoHcrekT
JIEKIU MPENOYTUTEILHO MUCATh B OJHOM TETpajy, a HE Ha OTJEIbHBIX JIMCTKAX,
KOTOpbIE TIOTOM MOTYT 3aTepsAThcs. PexkoMeHayeTcs B KOHCHEKTE JICKIIMH
OCTaBJIATh CBOOOJIHBIE MECTa WJIM TIOJIsSl, Hampumep, IS TOro, 4ToObl Oblia
BO3MOKHOCTD 3allUCH HE0OXOAUMOM MH(pOpMaIuu Mpu padoTe Haj MaTepuaiaMu
JICKIIUH.

[Ipy BenaeHUM KOHCHEKTAa JICKIMM HEOOXOAUMO YETKO (PUKCHUPOBATh
pyOpHUKaIMio MaTepraia — pa3rpaHUdYeHUE pa3ziesioB, TEM, BOIIPOCOB, maparpadon
u T.1n. OOs3aTeNbHO CHeAyeT JeNlaTh CrelUalbHble MOMETKU, Halpumep, B
Cly4asix, KOrja Kakoe-TuOo ompejesieHne, IOJ0KEHUE, BBIBOJ OCTaIHNCh
HESCHBIMHM, COMHHUTEIbHBIMU. MHOTNIa oOydJaromuiicss HE YyCIeBaeT 3amucaTh
BaXHyl0  uHbopmammioo B  KoHcrekT. Torma  HeoOXogumo  creraTh
COOTBETCTBYIOIIIME TOMETKH B TEKCTe, 4YTOOBl HE 3a0bITh, BOCIOJIHUTH JTY
UHGOpPMAIIUIO B JaTbHEHIIIEM.

KadecTBeHHO caenaHHBIA KOHCHEKT JEKIHM TMOMOXET oOydaroniemycs B
IpoIecce CaMOCTOATENbHONM padoThl M MpU TMOATOTOBKE K claye 3adeta u
HK3aMeHa.

[Ipaktuueckue 3ansTus 1o aucuuiUimHe «[lcuxomorus u  conuoNOTHS
yIPaBIEHUS CEPBUCHON IEATEIBHOCTHIO B TPAHCIOPTHOM cdepe» MpOBOASTCS B
COOTBETCTBHHU C M. 5.4. llenu nmpakTUUeCKuX 3aHATHI. 3aKPETUTh TEOPETUUECKUE
3HAaHMsI, TIOJY4YCHHbIE OOydJaromuMcs Ha JIGKIUSAX U B pe3yJbTare
CaMOCTOSITEJILHOTO H3YYEHHS] COOTBETCTBYIOIIMX pPa3/IeliOB PEKOMEHAYEMOM
JUTEPATyphl; TPHOOPECTH HAYaJIbHBIE NPAKTUYECKHE YMEHHUS U  HABBIKU
MIPUMEHEHUS] METOAOB M HMHCTPYMEHTOB HCCIICIOBAHMS SIBIICHHN COLIMOJIOTHH H
MICUXOJIOTUM  YIPaBJICHUS, O CHoco0aXx H CpPEeACTBAaX pelIeHus MmpobieM
COIIMOJIOTUU U TICUXOJIOTUU YIIPABIICHHUS.

Tembr mpakTHdeckux 3ausaTHH (1. 5.4) 3apaHee cOOOIATC 00yJatOIUMCS
JUISE TOTO, 4YTOOBl OHM HWMEIH BO3MOKHOCTH MOATOTOBHUTBCS M TMPOPadOTATh
COOTBETCTBYIOIIME TEOPETUUYECKHE BOIPOCH IUCLHMIUIMHBL. B Hauane Kaxaoro
MPAKTUYECKOTO 3aHATUS MPENOJABATENb:

— KpPaTKO JIOBOJUT /10 OOYYAIOLIMXCS LEIU U 3aJa4M 3aHsATHs, oOpalast
MX BHUMaHUE Ha HauOoJiee CIO0KHBIE BOMPOCHI MO U3y4aeMOU TeMe;

— OPOBOJIUT YCTHBIA OMPOC OOYYAIOMIUXCS, B XOJE€ KOTOPOIrO TaKkKe
00CyXIat0TCsl JUCKYCCUOHHbBIE BOPOCHI.

Ha npaktrueckux 3aHATHSX 00ydarouIuecs MpeiCTaBlIsSIIOT CAMOCTOSITENBHO

IIOATOTOBJICHHBIC COO6H_[6HI/I$I, B TOM 4YHCIIC B BHIC HpGBCHTaHHﬁ, KOTOPLBIC
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BeImoyHsII0TCT B MS PowerPoint, koHCHEKTHpPYIOT HOBYIO HH(DOpPMAIMIO U
o0cyxaroT 3TH coobuieHus. [lpenogaBaTens B 3TOM MPOLIECCE MOKET BHICTYNATh
B pOJIM KOHCYJbTaHTa MM Mojeparopa. OOyuaromuecs pemarT IpoOJIeMbl,
BO3HHUKAIOIIME B KOHKPETHOW CHUTYallMU B MPOIECCE MPOBECHUS KPYTJIOTO CTOjIa
(m. 9.6). Ilocne Toro Kak Kaxjaas NOJACPYIA MPEAIOKUT CBOW BapUAHT PEIICHUS
npoOJieMbl, HAYMHAETCSI AUCKYCCHsI, B XOJIe KOTOPOM HEOOXOAMMO JI0Ka3aTh €ro
HUCTUHHOCTb.

[Io uroram JnexkMi U MPAKTUYECKUX 3aHATUM IPENOAABATENb BBICTABIISET
MOJIy4eHHbIE oOOyvawmumces Oamibl, cormacHo m. 9.1 u m. 9.2. OtcyrcTBUE
o0ydJaromerocss Ha 3aHSATHUAX WM €r0 HEaKTUBHOE y4acTHE B HUX MOXET OBITh
KOMIICHCUPOBAHO CaMOCTOSATEIIbHBIM BBITIOJTHEHUEM JOTIOJHUTEIbHBIX 3aJaHUuN U
peCTaBICHUEM UX Ha NMPOBEPKY MPEIoAaBaTeliio B yCTaHOBICHHbIe UM CpOKHU.

B coBpemeHHBIX ycNOBUSIX mepell oOydarolmuMCsl CTOUT BaKHas 3ajada —
Hay4uThCsd paboTarh ¢ MaccuBamu HHpopmanmu. OOydarommumcss HeoOXOauMO
pa3BuBaTh B ce0e CIOCOOHOCTh W MOTPEOHOCTh UCHOJIB30BaTh JOCTYITHBIC
nH(OpPMAIIMOHHBIC BO3MOXKHOCTU M PECYPCHI JIJII MOUCKA HOBOT'O 3HAHUS M €ro
pacripoctpaneHusi. OOydaromuMcsi HEOOXOJUMO HAy4YUThCS YIPaBISATh CBOEH
UCCJIeIOBATEIbCKON M MO3HABATEIBHON JIEATETbHOCTHIO B CUCTEME «HMHGpOpMAIIHS
— 3HaHue — uHbopmanus». [Ipexae Bcero, A JOCTUKEHUS ATON IEIU, B BY3€
OpraHu3yeTcsi  caMmocCTosiTelibHass  pabora  oOydarommxcia. Kpome  Toro,
COBpEMEHHOE OOydYeHHE NpEeNNoiaraeT, 4Yro CYyIIEeCTBEHHYI0 4YacTb BPEMEHHU B
OCBOCHHUU JUCHUIUIMHBI OO0YyYaIOIUNUCS MPOBOAUT caMocTosTeNnbHO. [IpuHsATO
CUMTaTh, YTO TAKOM METOJ OOYy4YeHHUs [OJDKEH CIIOCOOCTBOBATH TBOPUYECKOMY
OBJIaJICHUIO 00YYaIOIIUMHUCS CTICIIMAIbHBIMU 3HAHUSIMU M HABBIKAMHU.

CamocrosiTenbHass paboTra oOydaromierocss BechbMa MHOroo0OpasHa U
coaepskarenbaa. OHa BKIIOYAET CIIEAYIOIINE BUABI 3aHaTHi (11. 5.6):

—  CaMOCTOSITEJIBHBIN MOUCK, aHAIN3 UHGOPMAIIMU U TTPOPadOTKa YIeOHOTO
MaTepHuaa;

— TMOJArOTOBKY K YCTHOMY oOHNpocy (I€peYeHb THUIIOBBIX BOIPOCOB IS
YCTHOTO oIpoca B 11. 9.6);

— MOATOTOBKY coOOIIeHui (MpUMEPHBIA MEepeYeHbh TEM COOOIICHUI B II.
9.6);

— TMOJrOTOBKY K KPYTJIOMY CTOJy (TUIIOBBIE 33/1aHus B 1. 9.6)

— TMOJrOTOBKY K BBIINOJIHEHUIO CHTYallHOHHBIX 3aJaHui (IIPUMEPHBIM
nepeveHsb 3a4aHuil B 1. 9.6);

CHUCTeMaTUYHOCTh 3aHSATUN MpEIoiaraeT paBHOMEPHOE, B COOTBETCTBHUU C
mn. 5.2, 54 wm 5.6, pacmnpenenenne oObema pabOTBI B TEUYCHHE BCETO
MpPEeTyCMOTPEHHOTO  yueOHbIM TwiaHoM Cpoka  OBIAJEHUS JUCIHUILTAHOMN
«IIcuxomorusi W COLIMOJIOTHSl  YNPABJIEHUS CEPBUCHOW JEATENIBHOCTHIO B
TpaHCcTIOpTHOU cdepe». Takod MOAX0a MO3BOJILET M30EkKaTh neduIrTa BpEeMEHH,
Meperpy3oK, CHEMKH U T. M. B 3aBEPLIAIOIIANA MEPHUOJ] WU3YyUYECHHS] TUCLUUILIAHBI.
[locnenoBaTenbHOCTh pabOTHl O3HAYAET MPEEMCTBEHHOCTb U JIOTUKY B OBJIaJICHUU
3HaHUSMH 10 auctuIuinHe «IICMXOnOoTHsi U COIMOJIOTUSl YIPAaBJICHUSI CEPBUCHOM
NEATEeNIbHOCTBIO B TPAHCIIOPTHOM cdepe». JlaHHBIN NpUHIIUI U3HAYAIBHO 3aJI05KEH B

y‘-Ie6HOM IUIaHEC IOpHu  OHIPCACIICHHM O4YCPCAHOCTH H3YUCHHUA  JHCLHMILIIHMH.
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AHaNOrMYHbIi TOJAXOJ MNPUMEHSETCS MPU ONpPENEJICHUU IOCIEeI0BaTEIbHOCTH B
M3YYEHUH TEM JTUCLUILIUHBI.

3aBepIIarolUM 3TaOM CaMOCTOSTEIbHOM pabOThl SBISETCS MOJATOTOBKA K
claue 3adeTa B UYETBEPTOM CEMECTpe U DK3aMEHa B IIATOM CEMECTpE,
MpeAnojaramas HHTErpalydi0 M CUCTEMATU3allMI0 BCEX MOJYYEHHBIX MpHU
M3Y4YEHUH NUCUMIUIUHBL. [IprMepHbIi nepedyeHb BOPOCOB s 3a4€Ta U HK3aMEHa, a
TaKKe MPAKTUYECKUX 3aJaHuil mo jucuuiimHe «llcuxonorus M coOUMONOTHs
YIPaBJIEHUSI CEPBUCHOW NIEATENBbHOCTHIO B TPAHCHOPTHOM cdepe» MpUBEAECH B II.
9.6.
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