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OueHoYHBIEe MATEPHAJIBI 11 IPOBepPKH cHOPMHUPOBAHHOCTH KOMIIETEHIMHU

1K 3.2. Onpenensars napaMmeTpbl JIOTHCTUYECKOTO CEPBUCA.

Komnerenmus popMupyercs AUCHUTUIMHAMHU:

Jucuurummza 1o YI1I Ounas 3aouyHasa
OI1.06 OCHOBBI JIOTUCTUYECKOMN JACSITEIHHOCTU 3 cemecTp 3 cemecTp
MJIK 03.02 Jloructuka cCepBHCHOTO OOCITYKHUBAHUS 5 cemectp 5 cemecTp




Bonpocs! 1 3a1aHu4 1Jis1 IPOBEPKHU ¢()OPMUPOBAHHOCTH KOMIIETEHIIMHU

Jducuunianaa «OII 06. OcHOBBI JIOTHCTHYECKOMH AesITEILHOCTH»

1. HquHTaﬁTe TEKCT U YCTAHOBUTE COOTBCTCTBHE:

TepMmun/nonsitue

Onpenesnenue/xapaKkTepuCTHKA

A. Jloructuka

1. Hpouecc XPaHCHHUA TOBAPOB Ha CIICHUAJIBHBIX CKJIaJdaX C KOHTPOJICM
3aIlracoB

B. CxianupoBanue

2. YmpaBieHrue N0OTOKaMu TOBapOB, HH(OpPMAILIMK U PECYPCOB OT OCTABIIUKA
JI0 TIOTPEOUTEIIS

C. TpancnopTupoBka

3. JlocTaBKa TOBapOB OT IIPOU3BOJUTEIS K IOTPEOUTEIIO UIH MEXKIY
CKJIaJlaMH

D. uBeHTapu3anus

4. IIpoBepka HaIM4Usl U COCTOSIHUSI 3aI1aCOB HA CKJaJie

2. HpoanaﬁTe TEKCT U YCTAHOBUTEC COOTBCTCTBUE:

Tepmun/nonsitue

OnpenesieHne/XapaKTePUCTHKA

A. 3akynka

1. IlpuoGpeTeHre TOBapOB WM CBIPbS JUIs AAJbHEHUIIET0 NCTIOIb30BAHUS HITH
MIPOJAXKH

B. IloctaBimk

2. OpraHI/I3aI_II/I$I WJIN JIMIO, MPECAOCTABIIAIOIICC TOBAPHI HWJIM MATCPHUAJIbI

C. Kimuent

3. Ilony4aresnb TOBapOB WK YCIIYT

D. Ynpasnenue 3anacamMmu

4. TlnanupoBaHu€ U KOHTPOJIb YPOBHSI TOBAPOB ISl MPEIOTBPAIICHUS
neduIuTa NI H30BITOYHBIX 3aM1aCOB

3. TIpounraiiTe TEKCT M yCTAHOBUTE COOTBETCTBHE:

Tepmun/monsitue

Onpenenenune/xapaKkTepuCTHKA

A. DxcrienupoBaHue

1. Opranu3anus JOCTaBKU I'PY30B C YYETOM CPOKOB M MAPUIPYTOB

B. TamoxeHHoe oopmiieHne

2. [IpoBepka COOTBETCTBHUS TOBAPOB YCTAHOBIIEHHBIM CTaHAAPTaM H
TpeOOBAHUSIM

C. O6paboTka 3aKa30B

3. PCTI/ICTpaLII/ISI, C60p 1 NMOATOTOBKA 3aKa30B IJISI OTHPABKU KJIIMCHTY

D. Konrtpoips kauecTBa

4. Ilpoueaypa MpoOX0XKACHUS TPY30B UEPE3 TAMOXKHIO C COOIIOIEHUEM TTPABUI
U OILIATOM IOILIUH




4, HquHTaﬁTe TEKCT U YCTAHOBUTE COOTBCTCTBHE:

Tepmun/nonsitue

Onpenesnenue/XxapaKkTepuCTHKA

A. Ilpsimble mocTaBKU

1. IlepeBo3ka rpy3a ¢ HCIOJIb30BAHUEM HECKOJIBKMX BHJI0B TPAHCIIOPTA B
OJIHOM MapuIpyTe

B. LlenTpanu3zoBaHHbIE TOCTABKU

2. JloctaBka TOBapOB 4Yepe3 LHEHTPAIbHBIN CKIIa]] C TOCIEAYIOIIEH
pacnpeieMTeIbHON CEThIO

C. MynbpTHMOJa/IbHAs TPAHCIIOPTUPOBKA

3. JlocTaBka TOBapOB HANPSIMYIO OT IMTPOU3BOIUTEINS K KIIMEHTY 0e3
MIPOMEKYTOYHBIX CKJIAZIOB

D. Jloructnueckas 1ienoyka

4. TlocnenoBaTeIbHOCTD JEHCTBUM U YIaCTHHUKOB OT IMPOU3BOJICTBA JI0

KOHCYHOI'O HOTpe6I/IT€J'ISI

5. IlpounTaiiTe TEKCT U YCTAHOBUTE COOTBETCTBUE:

Tepmun/monsitue

OmnpenesieHne/XapakTepucTHKA

A. YnpasieHue Mapuipyramu

1. Ouenka Oyaymux mMoTpeOHOCTEN KIMEHTOB JJIs JITAHUPOBAHUS 3aKYTOK U
3armacoB

B. CepBucHblif ypoBEHb

2. Iloka3arenp KauecTBa 00CITYKMBaHUS KJIMEHTOB 10 JIOCTABKE TOBAPOB

C. Ckiaackast JIOTUCTHKA

3. OpraHu3anusi XpaHeHUs!, YIIAKOBKU U TIEpEMEILEHHUs TOBAPOB BHYTPH
CKJIaja

D. IIporao3zupoBanue crpoca

4. OntuMu3anys MapluIpyToB JIOCTaBKHU JJI1 5KOHOMUHU BPEMEHHM U 3aTpaT

Korou 3aJaHUsAM!

1 2 3 4 5
A-2 | A-1 | A1 A3 | A4
B-1|B-2|B-4|B-2|B-2
C-3|C3|C3|C-1]|C-3
D-4 | D-4 | D-2 | D-4|D-1




[IpounTaiite TEKCT U YCTAHOBUTE IIOCIEI0BATEIBHOCTD:

1. Vnopsnouute 3Tansl NJaHUPOBAHUS JIOTUCTUYECKUX OIEpaIuil

1. KoHTpoiab UCTIONHEHHUS IU1aHa

2. BbI0Op TPaHCIOPTHBIX U CKIIAJICKUX PECYPCOB

3. CocraBneHue IIaHa MOCTaBOK U CPOKOB JIOCTABKH

4. Ormpenenenue NoTpeOHOCTEH NPEANPUITUS B MaTepHaIax U ToBapax
2. YnopsjouuTe dTanbl NPUEMKH TOBAPOB HA CKIIA

1. OcmoTp cOCTOSHUS TOBAPOB M YIIAKOBKH

2. TlIpoBepka cOMPOBOAUTENBHBIX JOKYMEHTOB

3. Perucrpanus nocTymieHus B cCUCTEMY yuéra

4. Pa3mernieHue ToBapoOB Ha CKIIAJe
3. YnopsaouuTe 3Tanbl OpraHU3alMy TPAHCIIOPTHOM JOCTaBKU

1. Pasrpyska u npuémMka y mosrydaress

2. TloxroroBka rpysa K OTHpaBKe

3. Tlorpyska u TpaHCTIOPTHPOBKA

4. OrmpeneneHue MapuIpyTa u crnocoda TpaHCHOPTUPOBKH
4. YmopsaoddTe 3Tanbl yIpaBIeHHS 3allacaMy Ha CKIIa/ie

1. Vuér nmocTymiieHus u pacxoja TOBapoB

2. KoHTposk OCTaTKOB M aHAIN3 MOTPEOHOCTEH

3. OmnpeneneHre HOPM U MUHUMAJIbHBIX 3aI1aCOB

4. TlomoxHEHWE 3a1macoB U ONITUMU3AIIHS CKIIAJICKHAX ITPOIECCOB
5. Ynopspouute 3Tansl 00pabOTKH 3aKa30B KJIMEHTOB

1. Tlomydenwue 3aka3a M MpoOBEepKa HHPOPMAITUH

2. Ilepenaua 3akaza B ciy>k0y 10CTaBKH

3. TloaroroBka TOBapOB K OTIPYy3Ke

4. KoHTpousib BBINOJIHEHHS 3aKa3a U 00paTHasi CBS3b C KJIMEHTOM

Koy k 3aganusm:



4321213414231 |3124|1324

[TpounTaiite Bompoc, BHIOEPUTE MPABUIBHBIN OTBET:

Yro ABJasIeTCS OCHOBHOM 1€JIbI0 JOTHCTHYECKOH }IeﬂTeJH)HOCTI/I?

YnpasiieHue nepcoHaioM

Ob6ecneuenne 3HEKTUBHOTO ABMKEHHS TOBAPOB, YCIYT U HHPOPMAIIUU

[IpoBeieHrE MAPKETUHTOBBIX UCCIIEA0BAaHUM

Pa3paboTka peksiaMHON KaMIIaHUU

YTo Takoe CKJIAMPOBaHNE B JIOTUCTHKE?

Hpona;xa MMPOAYKIIMHU KIIMCHTaAM

ITepeBo3ka rpy3oB

Opranu3zanus XpaHeHusl TOBapOB U MaTepUaoOB

YnakoBka TOBAPOB JIsI MAPKCTUHTI'A

Kak na3siBaercs MpouecC NJJAHUPOBAHUA M KOHTPOJA MEPEMECIHICHUA TOBﬁpOB?

TpchnopTHaﬂ JIOTUCTHKA

DUHAHCOBBIN y4ET

MapkeTuHr

I1pon3BOACTBEHHBIN IIPOLIECC

Y10 OTHOCHTCHA K TpaHCHOPTHOﬁ Jorucruke?

OpraHI/ISaHI/IH AOCTAaBKH I'PY30B OT IPOU3BOAUTECIIA 1O HOTpe6I/ITeHH

XpaHeHue TOBapOB HA CKJIAJIE

OdopmieHne TOKyMEHTOB

Pa3paboTka 11eHOBOM MOJIUTHKH

Kakoii nokasaresb oneHnBaeT 3¢p(PeKTHBHOCTh JJOTHCTHYECKHX MPOLECCOB?

Pa3mep cknana

KonnyecTBo cOTpyTHUKOB

CBOeBpCMCHHOCTL MOCTABOK U MUHUMU3AIIUSA 3aTPaT

el I S I R NS EE I N N I R N Gl I N

Hucno peknaMHbIX aKIUi

Kitou x TecTOBBIM 3aJaHUusAM




HquHTaﬁTC BOIIPOC, BBI6epI/ITe HECKOJIBKO IIPaBUJIbHBIX OTBCTOB!

Kakue (l)yHKIII/II/I BRJIKYAKT JIOTUCTHYCCKYHO L[eﬂTeJILHOCTb?

HJ'IaHI/IpOBaHI/IC IIOCTAaBOK

[IpoBeieHNE MAPKETUHTOBBIX UCCIIEA0BAHUM

YIipaBieHue TPaHCIIOPTUPOBKOU

Opranu3zaiys XxpaHeHusi TOBapOB

Kakue BuabI TPAHCIIOPTA UCIIOJB3YKOTCSA B JOrucTHKe?

[Nemexomgnast JocTaBka

Kene3HoqopOoKHBINM TPAaHCIOPT

ABTOMOOUJILHBIN TPAHCIIOPT

Bo3aynnelii TpaHciopt

Kakue 3agaun peHiacT CKJIajacKas JIOTHCTHKA?

ITpuéM u XpaHeHHne TOBapOB

Kommiekranus 3axka3oB

Hpoz[an(a TOBAPOB KOHCYHBIM HOTpe6I/ITeJIHM

OTrpy3ka TOBapoOB KJIMEHTaM

Kakue 3j1eMeHTBI BXOAAT B YIIPaBJICHHE 3aIACAMH 2

KoHTposb ypoBHS 3amacoB

[InanupoBanue uaeun

HpOI/BBOI[CTBO TOBApPOB

AHanu3 norpeOHOCTeN B MaTepuaiax

Yo oTHOCHTCH K HH(POPMALMOHHOM JIOTHCTHKE?

Oprasu3anusi KOpnopaTUBHBIX MEPOIIPUATUI

Hcnonbs30BaHNe aBTOMATU3UPOBAHHBIX CUCTEM YIIPABJICHHMS

KOHTpOJ'IL 3a CpOKaMH IMOCTAaBOK

awlieehivaiio=ald; | lawlivelioplie - F NS Rau i vvi e Ris = FoV) Laulivoli=aR =T O} Lau i RuoRiop i io-al o

Benenne yuéra 1BH>KEHHS TOBApOB

Kitou x TecTOBBIM 3aJaHUusAM




1 2 3 4 5
ABT" | BBI' | ABI' | A" | BBI'
[IpouynTaiiTe TEKCT U HAMMMUIIUTE Pa3BEPHYTHI OTBET:

Ne Onpenesienue ITonsiTue
1 | Ilponecc naaHMpoBaHUS HOCTABOK MaTepUajoB U TOBAPOB [TnanupoBanue
2 | COBOKYIHOCTb ACWCTBUI IO TBMKEHUIO TOBAPOB TpaHcniopTHas JOTHCTHKA
3 | Cucrema i1t yuera U KOHTPOJIS 3a1acoB CkJaickolt yuer
4 | KonnaectBo ToBapa, HEOOX0IMMOE 11 HOPMAJIbHOU PabOThI 3anac
5 | Bpemennoe xpanenue ToBapoB nepe; JabHEHIIeH TOCTaBKOU Hemno
6 | JleiicTBHe MO pacHpeeICHUIO TOBAPOB MO TOYKAM MPOJIaxK Juctpubynus
7 | Onpenenenne HanboIe€ YIKOHOMHUYHOTO CIIOCO0a JOCTABKU MapupyTtu3zanus
8 | IIporecc mpoBEepKH COOTBETCTBHS TOBAPOB CTaHIAapTaM KoHnTposns kauecTBa
9 | MHCTpYMEHT Al TNTAHUPOBAHUS M YIIPABJICHUS 3alacaMu ERP-cucrema
10 | Bun Tpancnopra st JOCTaBKU I'PY30B Ha OOJIbIINE PACCTOSIHUS KeneznonopoxHbIi




Bonpocs! 1 3a1aHus 1Jis1 NPOBEPKHU ¢(pOPMUPOBAHHOCTH KOMIIETEHIMU

Jucomunmimnaa « MK 03.02 Jloructuka cepBHCHOT0 00CTyKUBAHM D)

6. HquHTaﬁTe TEKCT U YCTAHOBUTE COOTBCTCTBHE:

Tepmun/IlonsaTue

Onpenenenune/XapakrepucTuka

A. Jloructuka cepBUCHOTO 00CTYKHUBaHUS

1. PeMonT mm 3amMeHa TOBapa B NICPpHUOa ,Z[CP'ICTBHH rapaHTuu

B. CepBucHblii LIeHTp

2. Cnenuanu3upoBaHHas OpraHu3aIys, BEIOJHSIONIAs PEMOHT U
00CITy’)KUBaHHUE MTPOAYKIIUU

C. I'apanTHiiHoe o0ciy)KMBaHUE

3. HJIaHI/IpOBaHI/Ie U YIIpaBJICHUC IIpOoLEeCCaMU obecreyeHns: KIMEHTOB
3alMaCHBIMHU 9aCTAMHU U YCIyIraMu

D. IloctrapanTuiinoe o0CIy)XKMBaHHE

4, O6CJ'Iy>KI/IBaHI/IC W PCMOHT TOBapa 1OCJIC OKOHYAHUA CPOKaA I'apaHTUHU

7. IlpounTaiiTe TEKCT U YCTAHOBUTE COOTBETCTBUE:

Tepmun/Ilonsitue

Onpenenenune/XapakrepucTuka

A. YrpaBieHue 3anacaMmu 3arm4acteit

1. KoHTpoJIb KOTMYECTBA U CBOEBPEMEHHOTO MOIOJIHEHHUS 3aI1acOB
JIeTaJIeH Il PEMOHTA

B. CepBucnas 3asBka

2. PerynspHoe TexHu4Yeckoe 00CTyKUBaHUE NIl IPEJOTBPAILCHUS
II0JIOMOK

C. SLA (Service Level Agreement)

3. CornaiieHue o ypoBHE 00CITYKHUBaHUS MEXKIY KIMEHTOM U
MOCTaBIIUKOM YCIIYT

D. ITlnanoBoe TO

4. O¢unmanbHoe oOpalleHue KINEHTa B CEPBUC JUIsl yCTPaHEHUS
HEUCIPAaBHOCTH

8. IIpouMraiiTe TEKCT U yCTAHOBUTE COOTBETCTBHUE:

Tepmun/IlonsTue

Onpenesienne/XapakTepucTHKA

A. AYyTCOPCUHTI CEPBUCHBIX YCIYT

1. OHpeIICJ'ICHI/Ie IMPUYIWH HCUCITPABHOCTU U COCTOSAHUS TCXHUKU

B. OGpatnas noructuka

2. OpFaHI/ISaHI/IH BO3BpaTa HCUCIPABHBIX TOBAPOB UJIXM KOMIIOHCHTOB OT
KJIIMCHTAa

C. l'opstuast nuaMS

3. CpencTBo OBICTPOTO B3aUMOACHCTBHSI KIIMEHTA C CEPBUCHBIM LIEHTPOM

D. Jluarnoctuka o00pyoBaHus

4. Ilepenaya ¢hyHKIMIA 10 00CTY>)KMBAaHUIO CTOPOHHEHW OpraHU3aIuu




9. HquHTaﬁTe TEKCT U YCTAHOBUTE COOTBCTCTBHE:

Tepmun/IlonsaTue

Onpenenenue/XapakTepucTuka

A. KauecTBO cepBuca

1. YPOBCHB YAOBJIECTBOPCHHOCTHU KJIIMCHTA NPEAOCTABIIAICMBIMUA YCIIYI'aMU

B. Bpewms oTkinka

2. [lepron Mex Ty 3asIBKOM KIMEHTA U HA4YaJIOM 00CTYKHUBaHUS

C. CepBucHas JIOTUCTUKA 3a1aCOB

3. OnTumu3anus XpaHeH!sl U paclpeiesIeHus 3al1acHbIX YacTeil

D. CroumocTs cepBrca

4, COBOKYHHLIC PacCXoJbl Ha IIPCAOCTABJICHUC O6CJ'Iy>KI/IBaHI/I${ 1 PCMOHTA

10. [TpounTaiiTe TEKCT U YCTAHOBUTE COOTBETCTBUE:

Tepmun/IlonsiTue

Omnpenesienne/XapakTepucTHKA

A. Call-ientp

1. IIporpamMMHOe obecrieueHue sl y4eTa U yrpaBieHUs
B3aUMOJICHCTBUSAMHU C KIMCHTAMH

B. CRM-cucrema

2. Opranu3zanysi, [pUHUMAIOIIAsi 3BOHKH KJIIMEHTOB 110 BOIIPOCAM CEpBHUCA

C. KPI cepBucHoro otzaena

3. IMokazarenu 3((HEeKTHBHOCTH pabOTHI MOAPA3ICICHHS 00CITyKUBAHUS

D. Customer Care

4. Komruiekc MCEp MO NOAACPIKKE KIIMCHTOB U IMOBBIMNICHUTO UX

JIOSAJIBHOCTHU

Korou 3aJaHUsAM!

1] 2]3]4]s
A3|AL|A4|AL]A2
B-2 |B-4 | B2 | B2 |B-1
c-1]c3|c3|c3]c-3
D-4 | D-2 | D-1|D-4|D-4

HpO‘IHT&ﬁTC TCKCT U YCTAHOBUTC NTOCIICAOBATCIIbHOCTD:

1. YnopsmormTe OTallbl OpraHu3alili CCPBUCHOTO O6CJ'Iy>KI/IBaHI/I$I KIINCHTOB

1. Tlepenaua pe3ynbTara KIUEHTY U 3aKPBITHE 3asBKU
2. Jlmarsoctuka mpoOJIeMbl HITH TOTPEOHOCTH




3. BbInonHeHne pEeMOHTHBIX WK CEPBUCHBIX padoT
4. Ilpuém 3asBKHU OT KJIMEHTa
2. YnopsjgouuTe 3Tarnbl INIAHUPOBAHUS 3alaCHBIX YacTel AJIs cepBHUCa
1. Awnanu3 CTaTUCTUKHU MOJOMOK U OOpaIlleHuit
2. ®opMmHpOBaHHUE 3aKa3a Ha IOCTABKY
3. OmnpeneneHre HEOOXOAUMOTO KOJIMYECTBA JIETaNICH
4. KoHTpoJib HaIM4us U MOMNOJHEHUS CKIIaaa
3. YnopsgouuTe 3Tamnbl CEPBUCHOTO COIPOBOMKACHUS 000PYA0BAHHUS
1. BeneHue oT4€THOCTH M (hUKCALUS BBIIOJHEHHBIX paboOT
2. Cocrapnenue rpaduka npopuIaKTHIeCKHX padoT
3. IIpoBeaeHue TEXHUUYECKOTO OOCITYKUBAHHUS
4. Peructpanus 000pyJIOBaHUS M €T0 XapaKTEPUCTUK
4. VYnopsaouure 3Tanbl 00pabOTKU peKjaMaluy KIUEeHTa
1. Tlpuém u perucrpanus xanoobl
2. AHaiu3 NpUYMHBI BO3HUKHOBEHUS IPOOIEMBbI
3. KoHTponp ynoBiIeTBOPEHHOCTH KIMEHTA PE3YIBTATOM
4. TlpennoxeHue peleHus: Uiy KOMISHCAuU
5. VYnopsgounTe 3Tanbl JIOTUCTHKHA TAPAHTUHHOTO PEMOHTA
1. Tlomy4yeHue M perucTpaiysi HEUCIPABHOTO U3EIUS
2. TpaHCHOPTHPOBKA U3/IENNSI B CEPBUCHBII LIEHTP
3. IIpoBeneHue peMOHTa UM 3aMEHBI
4. Bo3sBpaT u3enus KIMeHTy

Korou 3aaHUsAM:

1 2 3 4 S
4231]132414231|1243|1234

[TpounTaiite Bonpoc, BHIOEpUTE MPABUIBHBII OTBET:

Kakoii 371eMeHT JIOTHCTHKH CEPBHCHOI0 00CJYKHBAHHSA NIOMOraeT IVIAHUPOBATh NMOCTABKY 3amyacrei?

1
A | O6yuenue nepcoHaia
b | MapkeTunr




DOUHAHCOBBIN y4eT

YpasieHue 3anacaMmu

Yro aBsieTcs KJIYEBbIM MIOKAa3aTe/IeM KayecTBa CCPBUCHOI'0 06Cﬂy)KHBaHHH?

KonnuecTBo coTpyIHUKOB

CkopocTh IPOU3BOJICTBA

Pa3mep cknana

YpoBeHb yJIOBJIECTBOPEHHOCTH KIIMEHTOB

Kakasi cucreMa no3BoJisieT 0TCJIe;KMBATh BLINOJHEHHE 3asiBOK KJIHEHTOB?

EYXFaJITCpCKaH CHUCTCMa

Cucrema yrpaBieHus ceppucoM (Service Management System)

Cucrema IJIAHUPOBAHUA IIPONU3BOACTBA

CRM-cucrema npojax

Kakoii MeTo/1 cioco6CTBYET COKpPAIIeHHIO BpeMEeHH PEMOHTA 000py/10BaHus?

Pacimmpenue pekiiaMHOM KaMIaHUH

VYBenuueHue uncia COTPYIHUKOB oduca

Hanuune roToBbIX 3anacHbIX YacTei

[Tponnenue paboyero AHs KIIMEHTOB

YTo o0ecneunBaeT HEMPEPHIBHOCTH CEPBHCA sl KJIMEHTOB?

HrHopupoBaHue %ajno0 KIMEHTOB

CHIDKEHHE aCCOPTHMEHTA YCIyT

Ol"paHI/I‘leHI/Ie KOJIMYCCTBA 3as1BOK

gliochivaiioaid ] laslivelioplio -2 M awRlvwiioaRis -2 YoV) Laul foeli=al =1 N Raul o)

[TnanupoBanue rpadukoB 0OCTy>KUBAHUSI U PECYPCOB

Kiro4 K TeCTOBBIM 3alaHUsSIM

4
I''T'|b|B|T

HquHTaﬁTC BOIIpOC, BBIGepI/ITe HECKOJIBKO IMPAaBUJIIbHBIX OTBCTOB:

Kakue 3a1a4n pemaer JOrHCTHKA CEPBHCHOTO 00CIyKMBaHUsA?

OoOecnieyeHue 3armacHbIMU YaCTSIMA

1
A
b

OpFaHI/I3aLII/IH FapaHTHﬁHOF 0 PCMOHTA




HJ'IaHI/IpOBaHI/Ie MApPKCTHHI'OBBIX aKHI/Iﬁ

KoHTpoib cpokoB 00CITyKUBaHUS

Kakue 3j1eMeHTHI BXOJAT B CUCTEMY IOCJICIIPOAAZKHOI'O cepBHca?

["apanTHitHOE 00CITYy)KMBaHUE

TlocTaBka 3amacHbBIX YyacTei

OO6yueHue nepcoHana KJIMeHTa

dunancoBag OTYETHOCTD

Kakmue noka3zarejn XapakTepu3ylOT Ka4eCTBO CEPBUCHOM JIOTUCTHKH ?

BMOHI/IOHaHBHOC COCTOsHHUEC KIIMCHTA

TloHOTA BEITOTHEHHUS 3aKa3a

BpeMH PCaKIMU Ha 3asBKY

CTOMMOCTB CEPBUCHBIX YCIYT

Kakue meToabl NMPUMCHAKTCA AJHA ONITUMU3AINUUA CCPBUCHBIX l'[pOIICCCOB?

HJ'IaHI/IpOBaHI/Ie 3ar1acoB

OnTumu3anus MapuIpyTOB CEPBUCHBIX OpHUTraj

Benenue Oyxranrepckoil 0T4ETHOCTH

ABTOMartu3aius 00pabOTKH 3as1BOK

Kakue kanaabl cBsI3H HCNMOJB3YIOT JTJIs1 B3aMMOJICHCTBUA ¢ KJIMEHTAMH B ceancnoﬁ JOrucTHKE?

TenedhoHHbIC 3BOHKH

DNEeKTPOHHAs MTOYTa

COHI/IaHLHHe CCTHU
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PeksiaMHbIe OYKIIETHI

Ktou x TecTOBBIM 3aJaHUAM
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[TpounTaiiTe TEKCT U HAIIMLIUTE Pa3BEPHYTHIM OTBET:

Onpenesienune IHousiTne

OpFaHI/BaI_II/IH PEMOHTA U BOCCTAHOBJICHUS TCXHUKHU CepBI/ICHOC O6CJ'Iy)KI/IBaHI/IC




praBJ’IeHI/IC 3armacaMu IJIsd NOCIICIIPOaAaKHOI'0 CEPBHCa

CKJ'Ia,I[CKaH JJOTUCTHKAa

[InanupoBaHue MapLIPyTOB JUIsl CEPBUCHBIX BBIE3/I0B

JlorucTuka BbIC3I0B

COop u aHaU3 Kajao0 KIMEHTOB

OOpartHas CBs3b

Koopaunaius paboThl CEpBUCHBIX LIECHTPOB

YnpaieHue 1eHTpaMu

KOHTpOHB HaIn4gus HCOGXOI[I/IMBIX HHCTPYMCHTOB

MarepuaabHO-TEXHHUECKOE 00eCTIeYeHHE

HpOFHOBHpOBaHI/Ie HOTpe6HOCTI/I B 3al1aCHBIX YaCTAX

HJ'IaHI/IPOBaHI/Ie 3arracoB

VY4yeT BBITTOJTHEHHBIX CCPBUCHBIX pa60T

OTYEeTHOCTH

O[NNI OA(WN

Hcnonb3oBaHue I/IH(bOpMaI_II/IOHHLIX CUCTCM B CCPBUCC

IT-cucrema cepBuca

=
o

OreHKa yJI0BJIE€TBOPEHHOCTH KJIMEHTOB

KimmeHntckuii cepBuc




