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DoHABI OLICHOYHBIX CPEACTB AJIsl NPOBEPKH KAKI0H KOMIIETCHIIMH,
(popMupyemMoi AMCUMUIITIMHOH

Yuebnas oucyuniuna: YnpaBieHUE B3aMMOOTHOIICHUSIMU C KJIMEHTaMHU B
MHYCTPUU TypU3Ma U TOCTENPUUMCTBA.

IIKH-6

CriocoOHOCTh TIPUMEHSATh 3aKOHOIATENbCTBO Poccwiickoii @Denepanuu, a TaKkkKe HOPMBI
MEXJIYHapOAHOTO IpaBa IpPU  OCYLIECTBICHUH HNPOPECCHOHATIBHOM  AEATENBbHOCTH,
aHAIM3UPOBaTh, CUCTEMATU3UPOBATh, HMHTEPIPETUPOBATL U  OLECHHMBAThb  HU3MEHEHUs
MH(POPMATUBHON 0a3bl pa3BUTHUS Cephl TypU3Ma U TOCTEIPUUMCTBA

IIKTI-3 CnocoOGHOCTh aHaNM3UpOBaTh, 0000IIaTh M CHCTEMAaTU3UPOBATH HMH(POPMAIIHIO,
BBISIBIIATh TEHJCHLWU DPA3BUTHUSI METOJOB YIPABICHUN B3aMMOOTHOIICHUH C KIUEHTAMH B
MHAYCTPUMU TypU3Ma M TOCTENPUHMCTBA, a TaKKe MPOBOAUTH OLIEHKY MX 3(P(GEKTUBHOCTH Ha
OCHOBE COBPEMEHHBIX TEXHUYECKHUX CPEICTB

Tabnuua 4
Howmep ConeprxaHue 3a1aHUS [IpaBUIBHBIA OTBET
3aJ]aHx
s
1. Uto Takoe CRM-cucrema u 3aueM OHa CRM-cucrema (Customer [TIKH-6
HY>KHAa B UHAYCTPUU TypU3Ma U Relationship Management) - 3To
rOCTeTpUIMCTBA? poTrpamMMHOE oOecrieueHue st

YIPaBJICHUS] OTHOIICHUSIMH C
kinueHtamMu. OHa MOMOTaeT
ABTOMATH3HPOBATh MPOIIECCHI
cOopa, XpaHEeHUS U aHATTN3a
WH(POPMAIIUHU O KIIHMEHTaX, YTO
IMMO3BOJIACT YIYYIINUTh KA4C€CTBO
00CITy>)KUBaHUS U TIOBBICHTh
YPOBEHb yIOBJIIETBOPECHHOCTH

KJIMEHTOB.
2. KakoBbI OCHOBHBIE ATalbI Iporecca OcHoBubIME 3Tanamu nponecca | [TIKH-6
IIPOJaXH B UHIYCTPUH TypU3Ma U IIPOJAXKH SIBIIIOTCSA:
rOCTEPUUMCTBA? ompeeeHue NoTpeOHOCTE

KIIMCHTA, HPCIJIOKCHUC
BAapHWaHTOB PCIICHMA,
npe3cHTauud IMpoAyKTa NI
YCIYTH, 3aKJIIOUYCHUC COACIKH U

MOCJIETIPOJAKHOE

o0cy)KMBaHUE.

3. Kakue TeXHOIOTHUY HCTIONB3YIOTCS IS Jns aBromatuzanmu npoueccoB | [TIKH-6
aBTOMATH3AIMY TIPOIIECCOB OpOHHMPOBAHUS HCIIOIB3YIOTCS
OpOHHMPOBAHUS B MHIYCTPUU TYpU3Ma U | CUCTEMBI OHJIAIH-
rocTenpuuMcTBa’? OpOHHpOBaHUS, TAKHE

kak Booking.com, Agoda u
npyrue. OHU O3BOJISIIOT
KJIMEHTaM OpOHHMPOBATh HOMepa



http://booking.com/

B OTEJISIX, APEHI0BATh KBAPTUPHI
M JIOMa, a TaKXKe 3aKa3bIBATh
OUJIeTHI HA TPAHCTIOPT U
pa3INYHbIC MEPOTIPHSTHSI.

Yo Takoe cucreMa ynpaBIeHUs Cucrema ynpaBiieHus [IKTI-3
JIOSUTBHOCTBIO KITMCHTOB M KaK OHA JOSTTBHOCTBIO KIIMEHTOB
paboraet? MOMOTaeT KOMITaHUSM

YICPKUBATH CYIIECTBYOLIIX

KITUEHTOB U NIPUBJIEKATh HOBBIX.

Omna BKJIIOYaeT B cedst

IPOTPaMMBI JIOSIIBHOCTH,

CKUJIKH, aKI[UH U APYTHUEC

MEPOIPUSTHSI, HAITPABJICHHBIC

Ha MOOIIPEHHNE KITUCHTOB K

MTOBTOPHBIM MTOKYTIKAM.
UYro Takoe peMHKUHUPHUHT? 8) nepecmpotika  denosvix | 11IKII-3
a) aBTOMaTH3aIHs MPOIECCOB npoyecco 0nsi  OOCMUNCEHUS
W3TOTOBJICHHUSI JIJISl CHIDKEHUS VIYYUeHUs oesamenbHOCmuU
ce0eCTOMMOCTH MPOIYKIINH; KOMRAHUU
0) aBTOMaTH3AIHSI YIIPABICHUS
pecypcamMu MpearpHusIThs IS
JOCTHKECHHSI YITYUIICHUS ACSITETLHOCTH
KOMITaHUHY;
B) MepecTpoiika JAeJIOBbIX MPOLECCOB IS
JOCTIDKEHUSI YITYUIICHUS IeATEIIbHOCTH
KOMITAaHUH.
K cdepe cepBuca u Typu3zMa OTHOCHT: a) ompacau, ocywecmensarowue | IIKH-6
a) OTpaciu, OCYIECTBIISIIOUINE | NPOU3BOOCHBO yenye,
IIPOM3BOJICTBO YCIIYT, HANPABICHHBIX HA | HANPAGIECHHbIX Ha
yIOBJICTBOPEHHE noTPeOHOCTEH | yoosnemeopeniue
YeII0BEKa; nompebHocmetl 4eno8exa
0) TPOM3BOJACTBO YCIYyr B JOMAIIHUX
XO03SMCTBAX;
B) MEIOHMIMHCKOE OOCIy)XHBaHUE B
rOCyIapCTBEHHBIX MEIUITUTHCKIX
YAPEKICHUSX;
T') IPOM3BOJICTBO MPOJYKTOB MTUTAHUSI.
YcnoBus KOHKypeHIUU B cepe cepBuca | 0) onpeoensiomces | [IKH-6
U TypU3Ma: OMHOCUMENbHO HeBblCOKUMU
a) HE 3aBUCST OT BBICOTHI PHIHOYHBIX bapvepamu  6Xx0dcOeHUs  Ha
0apbepoB, T.€. BO3MOXXHOCTH BXOJIa PBIHOK

KOMIIAaHW HA TAaHHBIN PBIHOK;

0) onpeeNAI0TCS OTHOCUTEIBHO
HEBBICOKMMH OapbepamMu BXOXKJICHUS Ha
PBIHOK;

B) OIPEEISAIOTCS OTHOCUTEIHLHO
JUTUTETHHBIM )KHU3HEHHBIM ITUKIIOM
POAYKTA;

T') OIpEENAIOTCS TEM, UTO B 3TOH chepe
JEHCTBYET HEOOIBIIIOE KOJTUIECTBO




KPYIIHBIX KOMIIAHUM.

[TorpeObHOCTSIMM  HamboJiee BBICOKOTO
YPOBHS B COOTBETCTBUU C TEOpPHUEH
uepapxuu noTpeOHOCTEH Macnoy
SIBJISTFOTCSI:

a) MOTPEOHOCTH CaMOBBIPAKCHHS;

0) TOTPeOHOCTH TPHUHAUICKHOCTH |
NPUYACTHOCTH;

B) (PM3UOJIOTHYECKUE TOTPEOHOCTH;

') MOTPEOHOCTH OE30MaCHOCTH.

a) nompebrHocmu
CAMOBLIPAIHCEHUS]

IIKH-6

[MoTpebHOCTIME CaMOTO HU3KOTO YPOBHS
B COOTBETCTBHHM C TEOpPHEH HepapXuu
notpedHocTe Macnoy sBISIOTCS:

a) MOTPeOHOCTH CaMOBBIPAXKCHHUS;

0) TOTPeOHOCTH TPHUHAIUICKHOCTH W
NPUYACTHOCTH;

B) (pu3monornyeckre noTpeOHOCTH;

T') MOTPEOHOCTH OE30MaCHOCTH.

8) Quzuonocuueckue
nompebrHocmu

[IKH-6

10.

Oco0OeHHOCTH TPOU3BOJACTBEHHBIX
MPOIIECCOB KOMITaHUH B cdepe cepBuca u
Typu3Ma 00yCIIOBJIEHBI TEM, YTO
IIPOAYKT, IPOU3BOIUMBINA B JaHHOMN
chepe:

a) XapaKTepu3yeTcsl OJHOTUITHOCTHIO U
SIBJISIETCS] CTAHAAPTHBIM;

0) BbICTyIaeT B OpMeE YCIYTH U
OPUEHTHUPOBAH Ha yJIOBJIETBOPEHUE
WHIMBHUIYaJIbHBIX TOTPEOHOCTENH;

B) 10 IPEUMYIIECTBY UMEET
MaTepuaibHyo GopMy ATUTEITHHO
XPAHSIIETOCs TPOYKTA;

T') IPOU3BOIUTCS 3HAUUTEIHLHBIMU
MaccaMHy KakK OJTHOTHUITHBIM CTaHAaPTHBIN
IPOJYKT.

0) evicmynaem 6 ¢ghopme yciyeu
u OpUeHmupoB8aH Ha
y00811emeopeHue
UHOUBUOYATTbHBIX
nompebdnocmeil

[IKH-6

11.

[IpoTHBOCTOSIHUE MEXKIAY MEHEIKEepaMu
u BOJIUTEIISIMU aBTOOYCOB
TYPUCTUYECKOH (UPMBI MPEICTABISET
coboil:

a) MEKIIMYHOCTHBIA KOH(ITUKT;

0) BHYTPUIPYNIIOBOM KOH(IIUKT;

B) BHYTPMJIIMYHOCTHBIN KOH(IUKT;

') MeXKTPYTIOBOI KOH(PIUKT.

2) MedHcepynnosou KOH@PAUKm

[IKH-6

12.

Jlnsg xoMmaHui, AelcTBYOUIMX B chepe
CEpBHCA U TypHu3Ma, B OOJBIIEH CTEHICHH
CBOMCTBCHHEI:

a) OpraHUYeCKH TUT OPTaHU3AIIHH;

0) MEXaHUCTUYECKHI TUIT OPTaHU3AIUH;
B) OJTHOMEpHBIC yUeHHUs 00 yIpaBICHHH,
r) CUHTETHYECKHE y4eHUS 00
YIpaBJICHUH.

a) OpeanuyecKutl
opeanuzayuu

mun

[IKH-6

13.

Jns opranmzamuii B cdepe cepBuca u
Typu3Ma B OOJbIIEH CTENEHU MPUCYIIE

Cl) OCHOBAHHbIX HA cucmeme
eoUHCMEa NOOYUHECHUS




pacnpeneneHue
OTBETCTBEHHOCTH:
a) OCHOBaHHBIX Ha CHCTEME EIUHCTBA
TTOTYUHCHHS;

0) OCHOBaHHBIX Ha CHCTEME JIBOMHOIO
TTOTYUHCHHS;

B) OCHOBAaHHBIX Ha
MHOKE€CTBEHHOTO IO YUHEHUS;
I') OCHOBAaHHBIX Ha MATPUYHBIX CHCTEMAaX
yIpaBJICHUSI.

pas 51

CHUCTEMC

14.

B cdepe cepBuca paboTHUK:

a) TpHW3BaH BBICTYNaTh B KayeCcTBE
auaepa HE TOJBKO IO OTHOUICHHWIO K
CBOMM  COCIY)XHMBIIaM, HO H B
OTHOINICHUSAX K KJIMCHTaM KOMITAaHUWY;

0) mpeanovYnTaeT yCTynaTh JIMACPCTBO B
OTHOIICHHUSX C KIINCHTAMU;

B) HE IpPUHUMAaET Ha ce0s QYHKIUU
auepa B OTHONICHHSX C KIMEHTaMH, HO
YKJIOHSETCS OT TPHHATUS JIHJCPCTBA
KIIMEHTA;

T') B OTHOIICHHUSIX C KIIMCHTaMH H30eraet
MIPU3HAHUS JIUJICPCTBA.

a) npuseam  evicmynamv 8
Kauecmee nudepa He moJibKo no
OMHOWEHUIO K ceoum
COCTYHCUBYAM, HO u 8
OMHOWeEHUAX K  KIUeHmam
KOMNaHUuu

[IKH-6

15.

[Icuxonoruueckue crpecchl pabOTHUKOB,
OCYIIECTBIISAIOIIUX byHKITUN
MEHE/’KEPOB B ceppuca H
TypHU3Ma:

a) HEraTUBHO BIMAIOT Ha YeEJIOBEKa U
HE)KeJIaTeNbHBI,

0)  SABIAIOTCA  TPHUCIIOCOOMTEIILHON
peakxiell Ha U3MEHEHUs1, TIPOUCXOISIINE
B KOMIIAHMM M €€ BHEIIHEeH cpene, H
o0eCreynBaOT pPa3BUTHE 4YEJIOBEKa U
OpraHH3allNy;

B) HEJOITy CTUMBI u
peIoTBpaIIaThCs;
r) OTPULIATEIILHO
pabOTHHUKA.

chepe

JOJIDKHBI

XapaKTEPU3YIOT

0) ABAAIOMCS
npUCnocobumenvHol  peaxyuetl
Ha UBMEHEHUs, NPOUCX00auue 8
KOMNAHUU U ee 8HewHel cpeoe,
u obecneuusarom  pazsumue
yeno6eKa U OpeaHu3ayul

IIKH-6

16.

ITo3uTnBHOE
KOMIIaHHUH,
pe3yJibTaT
KJIMEHTCKOTI'O OIBITa

OTHOIIIEHHWE KJIMEHTa K
MarasuHy Wi OpeHmy,
HOJIOKHUTEIBHOTO

Josnbnocmo

[IKTI-3

17.

Crparerus BeneHus Ou3Heca, rIaBHas
LIEHHOCTh KOTOPOT0 — MOTPEOHOCTH
KJINCHTOB

Kruenmoopuenmuposannocmeo

[IKII-3

18.

XKenaemple  TPOAYKTHI W YCIYTH,
KOTOpblE OH TOTOB MOTPEONATH U
COOTBETCTBEHHO IPHOOPECTH — 3TO

JJII KITMCHTA

I{ennocms

IIKII-3

19.

busnec-cTparerusi, HampaBieHHas Ha
MOCTPOEHHE JIOJITOCPOYHBIX OTHOIICHHH
C KJITIOUEBBIMU i1 Ou3Heca hurypamm —

Mapxemune omuowenuii

IIKTI-3




KJIMCHTaMH M OW3HEC-ITapTHEPaMHU.

20. | Yro saBasercs uensto CRM? a) nocmpoenue ooncocpourwvix | ITKII-3
a) IIOCTPOCHUE JOJITOCPOYHBIX | 008epUMENbHBIX OMHOUWEHU C
JIOBEPUTEIbHBIX OTHOIIICHUH C | KIueHmamu;

KIIMEHTAMH, 0) nocmpoeHnue 00120CPOYHBIX
0) MOCTPOCHUE JIOJITOCPOYHBIX | 008EpUMENbHBIX OMHOULEHUL C
JIOBEPUTEITbHBIX OTHOILIEHUH C | nNOMeHYUANbHLIMU KIUEHMAMU,
NOTEHUIUATbHBIMU KJIHMEHTAMU;

B) IIOCTPOEHUE JOJITOCPOYHBIX

JIOBEPUTEIbHBIX OTHOIIICHU C

MOCTaBIIMKAMM.

21. | Yro sBnseTCs TONYKOM JJsi BHEIPEHUS | 8) ygenuueHue KOHKYPeHyuu TIKII-3
cucteMbl CRM:

a) yBeJInueHue 00beMOB MTPOU3BOJICTBA;
0) OCBOEHIE HOBBIX PBIHKOB COBITA;
B) YBEITMUYECHHUE KOHKYPEHIIUH.

22. | Yto sBasiercs uensto CRM? a) nocmpoenue oonzocpourwvix | ITKII-3
a) MOCTPOCHHE JOITOCPOUHBIX 008epUmMenbHbLIX OMHOULeHUU C
JIOBEPUTEIIBHBIX OTHOIICHUH C KAUeHmamu
KIIUEHTAMH;

0) MOCTPOCHUE TOBEPUTEIIBHBIX
OTHOIIICHUH C KITHEHTaMU;

B) MTOCTPOEHHE OTHOIIICHUH C KIIMEHTaMU
U TIOCTaBIIHKAMHU.

23. | Jna xommanuii B cdepe cepBuca U | 0) cucmemHwviil HOOX00 TTKTI-3
Typu3Ma B OobIei CTENEHU
XapakTepHbI CIEAYIONIME TOAXOAbl B
MIOCTPOECHUU CUCTEM YIIPABICHUS:

a) CUTYallMOHHBIN TIOJIXOI;
0) CHCTeMHBIN TTOAXO/;

B) IIPOLIECCHBIN TOJIXO/;

T') UHBIC MTOAXO/IBI.

24. | ®akTopoMm, ompenensomuM | 6) omuocumenvho  evicokas | I[1IKII-3
0COOEHHOCTH YTIpaBIICHUS IEPCOHAJTIOM B | 001 JICEHWUH 6  cocmaege
KOMIIAaHUSIX ~ CepBUCA U TYpHU3Ma, | HAeMHO20 nepcouana,
SIBJISICTCSL: JHcenarouux pabomamu
a) OTHOCHUTEIIBHO BBICOKHH YPOBEHB | HenoHblll pabouutl Oetb
KBaJIM(DUKAIMH TTepCOHANa;
0) OTHOCUTEIHHO BBICOKAS JOJIS JKCHIIUH
B  COCTaBe HAEeMHOr0  IepcoHaia,
SKEITAFOIINX pabortath HEITOJIHBII
pabouwii 1eHb;
B) PaBHOMEPHO BBICOKAasi HHTEHCUBHOCTD
TpyJa B MPOJIOJDKEHUE BCETO paboyero
JHS,
T') BBICOKAsl CTETNCHb CTEIHMaTU3allii Ha
oTpe/ieIEeHHbIX MTPOU3BOJICTBEHHBIX
(GYHKIHSX.

25. | HauGonmee BakHOW JJI1 KOMIAHUH | 8) KIUEHMA KOMNAHUU TIKTII-3

CCpBUCA U TypuU3Ma ABJIACTCA OLICHKA
KayecTBa  PabOTBI  CIIy)Kallero  co
CTOPOHBI:




a) HEMIOCPECTBEHHOTO PYKOBOIUTEIIS;

0) PpYKOBOJCTBA TMOApA3ACICHUS, B
KOTOPOM 3aHAT pabOTHUK;

B) KJINEHTA KOMITAaHUH;

') cCaMOOIIeHKa pabOTHHKA.

26.

CucremMa MOTHBAallMU TpyJAa CIyXKalluX
KOMITAaHWU CepBUCA M TypHU3Ma CTPOHUTCS
Ha OCHOBE:

a) BBISBJICHUS
pabOTHHKOB;

0) COBEPILICHCTBOBAHMSI CUCTEMBI OILIATHI
TIepCOHAA;

B) BEJICHHUS IIEPErOBOPOB
aJIMAHUCTPAIUU c KOJIJICKTHBOM
pabOTHHUKOB MO YIYYIICHHUIO YCIOBUI
Tpya;

r) €XKETrOHOr0
KOJUICKTHBHOTO JIOTOBODA.

oTpeOHOCTEH

3aKJIIIOYCHHUA

a) evisAsleHUss NnompedHocmell
PAboOmMHUKO8

IIKII-3

27.

KonuyectBO paOOTHUKOB, 3aHATHIX B
KOMIAHUM  CepBHUCAa W TypH3Ma,
HETMOCPEJICTBEHHO ONPEIETIAETCS:

a)  CIOXKHOCTbIO  IPOM3BOJCTBEHHBIX
IPOLIECCOB, OCYIIECTBIISIEMbIX
KOMIIaHUEH;

0) ypoBHeM KBasn(UKaIu pabOTHUKOB
B KOMIIaHHH,

B) OpraHu3alMOHHOMN
NPUHATON B KOMITAHUH;
r) ONTUMATLHBIMU 3HAYCHUSMU
nokasaTensi MaciTaba ynpaBisieMOCTH U
YHUCJIOM YPOBHEH yIpaBICHUSI.

CTPYKTYpOH,

2) OnmMUMAanbHLIMU 3HAYEHUsMU
noxkaszameiis Macwumaba
ynpaensiemocmu U 4UCIOM
Vpo8Hell YnpaeieHus

[IKTI-3

28.

Jlns xommaHuii B cdepe cepBuca u
TypHU3Ma XapaKTEPHBIM SIBIISETCS:

a) OTHOCUTENbHO Yy3KHH  MacmrTad
YIIPaBISIEMOCTH;

0) OOMBIIIOE YKCIIO YPOBHEH YIIPaBICHUS;
B) IIMPOKUI MaciTad ynpaBisieMOCTH;
I') LMPOKHH MacmTad ynpaBisieMOCTH U
0oJbI1I0E KOJIMYECTBO ypOBHEMH
yIpaBJICHUSL.

a) OMHOCUMENbHO
Mmacwmab ynpasnsiemocmu

V3KUU

IIKII-3

29.

Kakoii 3akon npumensercs B ABC(D)-
aHaJIM3e KIMEHTCKOro noptdens?

Ilapemo

[IKII-3

30.

Kakoii kaHanm  B3auMOJEHCTBHUSI C
KJIMEHTOM HauboJliee MeJICHHBINA?

Tlouma

[IKII-3

31.

Bun nupekT-mapkeTuHra, peanusyronmn
BECh KOMIIJIIEKC MapKCTHUHTOBBIX
MepoIpHusATHii Ha 0aze OAHOro KaHaja
KOMMYHUKaIUU - TesnedoHuH,
Ha3bIBAETCS:

Tenemapxkemumne

IIKII-3

32.

Kareropuss =~ MapKkeTMHrOBOW  HAayKH,
I0JIpa3yMeBaroIas IIPEIaHHOCTb,
MIPUBEP)KEHHOCTh  TIOTPEOHTENS  OJHOM

Hompe6umeﬂbcmﬂ JIOAJIbHOCNb

[IKTI-3




TOPrOBOW Mapke, OpeHIy, KOHKPETHOMY
TOBapY.

33. | CymiecTBeHHbIl BkiIax B usydeHue | @Ppeoepux Peiiuxenvo [IKTI-3
addexra JTOSUIBHOCTH BHEC BUIHBIN
HAYYHBIN JEATEIIb:

34. | CnoxHas  ¢opma  B3aumojeicTBus | Ilepecogopui TIKII-3
MEXJy  JIOJIbMH, LEIbI0  KOTOPOM
ABIISIETCS CTPEMJICHHE JOTOBOPUTHCA O
4eM-JI100.

Kputepumn (mkaJjbl) OHeHUBAHUSI KOMIIETEHIIMU U YPOBHU ee (pOPMHUPOBAHUSA:
- OIICHKA «OTJIMYHO» (BBICOKUI YPOBEHB) BHICTABIISIETCS, €CITU O0YUAIOUIUIICS 3HAET: IBOIIOLUU
CTaHOBJICHHS] COBPEMEHHOW CUCTEMbI B3aMMOOTHOIICHHUH C KIMEHTaMHU OpraHu3anuu, (pakTopos,
ypOBHEN 1 0apbepOB B HHTETPALIUU. LIETU U 331a4U (POPMUPOBAHUS TPOrPaAMM JIOSITBHOCTH
KITUEHTOB B CHCTEME MapKETUHTa KOMITAHUH B TIEJIOM. METOJIBI OLIEHKH 3()(DEeKTHBHOCTH
CYIIECTBYIOIIEH HOPMATUBHO-TIPaBOBOM 0a3bl B chepe TypHu3Ma; - METOIbI COBEPILICHCTBOBAHUS
HOPMAaTHUBHO-TIPABOBOM 0a3bl. 0COOEHHOCTH YIIpaBJICHUSI Kau€CTBOM B TypHU3ME U
TOCTENPUHUMCTBE, a TAKXKe JTYUIIUe MOIXO0bI U IPAKTHKHU B OTAENBbHBIX MOIOTPACIISIX.
yMeeT: pa3pabarbiBaTh KOMMYHHKAIIMOHHBIC CTpATeTHH  MPEANPUATHS, dPPEKTUBHO
UCIIOJIb30BAaTh MHCTPYMEHTHI U METOJbI MCCIIEIOBaHMs LIEHHOCTH KIUEHTOB i 00ecredYeHus
peayin3anii MapKETHHTOBOW CTPATETMH OPTaHHM3AIMH. BBIICISATh CYIICCTBEHHBIE (DAKTOPHI
pUCKa TpU MPUHATHS yHPABIECHUYECKUX PEHICHUNH B WHAYCTPUH TYypU3Ma M TOCTEHPUHUMCTBA.
3G (HEeKTHBHO KOOPIAMHHUPOBATH M KOHTPOJIUPOBATH (DYHKIIMOHAIBHBIC OOJACTH NEATEITHHOCTH
MPEeNNPHUATHIA HHAYCTPUH TypU3Ma U TOCTEIPUUMCTBA.
- OILIEHKa «XOpPOWIo» (MPOABUHYTHIA YPOBEHB) BBICTABIISIETCS, €CJIM OOYYaIOIIMICS 3HAET:
B3aMMOCBSI3M IKCKYPCUOHHOW AESITENbHOCTU C APYTMMHU BUJAMH TYPHUCTCKOW U TOCTHHHYHOM
NEeSTeTbHOCTH. OCHOBHBIE TPHUHIIUIBI TMPUHATHS YIPABIEHYECKUX PEIICHHH B YCIOBUAX
HEOMpeAeNEHHOCTH B TYPUCTCKOM OTpaciu. 0COOEHHOCTH YMpPaBJICHHs KaueCTBOM B TypH3ME U
TOCTETIPUUMCTBE, a TAKXKE JTyUINe MOAXO0/Abl U IPAKTUKH B OTIAEIBHBIX MOIOTPACIIAX.
yMeeT: BBIJCNATh CyIIeCTBEHHbIE (PAKTOPBI PUCKA MIPU MPUHATHS YIPABICHUYECKUX PEIICHHUH B
WHAYCTPHH TYpU3Ma M TOCTCHPUUMCTBA. d(D(PEKTUBHO KOOPAMHHPOBATH W KOHTPOIHUPOBATH
GbyHKIIMOHAMbHBIE  00JacTH  JEATENbHOCTH  MPEANPUSATHH  MHAYCTPUH  Typu3Ma H
TOCTETIPUUMCTBA.
- OIICHKA «Y/I0BJIETBOPHUTEJIBHO» (IOPOTOBBIIl YPOBEHB) BBICTABISETCS, €CIIM O0yYarOIIHiCs
IUIOX0 3HAeT: OCHOBHBIC TPHUHIUIBI TPUHATHUA YIPABICHUECKUX PEIICHUH B YCIOBHSIX
HEOMpeAeNIEHHOCTH B TYPUCTCKOM OTpaciu. 0COOEHHOCTH YMPaBJICHHs Ka4eCTBOM B TypH3ME U
TOCTETIPUUMCTBE, a TAKXKE JTyUINe MOAXO0/Ibl U IPAKTUKH B OTAEIBHBIX TTOIOTPACIIAX.
IUIOX0 yMeeT: HCIIOJIb30BaTh TEXHOJOTHH JKCKYPCUOHHOW IESTeNbHOCTH TMPHU OpPTraHU3aIHNH
TYPUCTCKON JAESITETLHOCTH W OICHUBATh PEIECBAHTHOCTh U A()(HEKTHBHOCTh IKCKYPCHOHHBIX
MEpPOMPHUITHIA. BBIACNATH CYIIECTBEHHbIE (AKTOPhl pHUCKA TpPU TMPUHATHS YNPABICHUECKHUX
pelieHuit B MHIYCTPUU TypU3Ma U TOCTEIIPUUMCTBA.
- OIICHKA «HEeYA0BJIETBOPUTEIbHO» (HIKE TOPOTOBOT0) BBICTABISIETCS, €CJIM 00yJarOIUNCs
He 3HAaeT: COBPEMEHHBIE TEXHOJOTMM U TPOTPAMMHBIE TPOIYKTHI, HCIOJb3yeMble MPHU
OpraHM3alyy ACSITeNTbHOCTH B TYypU3ME W TOCTETIPUHUMCTBE. B3aUMOCBSI3U JKCKYpPCHOHHOMN
NESTEIPHOCTH C JPYTMMU BHUJAMU TYPUCTCKOM W TOCTUHUYHOM JESITEIBHOCTU. OCHOBHBIC
MIPUHIIMIIBI IPUHSTHSI YIPABICHUECKUX PEIICHUN B YCIOBUSX HEOMPEAENEHHOCTH B TYPUCTCKOM
OTpaciid. He YMeeT: BBIJICIIATh CyIIeCTBEHHbIC (DaKTOPHI PUCKA MPHU MPUHSATHUS YIIPABICHICCKUX
pelieHnid B HMHAYCTPUU Typu3Ma M TOCTENPUUMCTBA. 3(P(HEKTHBHO KOOPIAWHUPOBATH U
KOHTPOJIMPOBATh (DYHKITMOHATBHBIC O0JIACTH ACSITEILHOCTH MPEANPUATAN WHIYCTPHH TypH3Ma
U TOCTETPUUMCTBA.






