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BbloaBaeMble JOKYMEHTbI: YOOCTOBEpPeHre O NOBbILUEHUN KBanndukaumm
nnn Ceptudumkat Moscow Business School

[MporpamMma obyyeHunsa
JeHb 1

YnpaBneHne KayeCTBOM CEPBUCHOINO NoBeaeHNa COTPYAHNKOB

e OnpepneneHue »xenaemon Mogenmn cepBUCHOro NoBeaeHns
COTPYAHNKOB

e [ToCTpOeHne Moaenn KOMMNeTEHUMN COTPYOHWKA,
NpenocTaBsOLLErO CePBUC

e //Icnonb3oBaHME MOOENN KOMMEeTeHUMW ONs ynpaBneHnsa CepBUCHbIM
noBengeHnem

[MpakTukKyM: «Pa3paboTka Moaesim KOMNeTeHUNN COTPYAHMKA,
OCYLLUECTBAAOLWEro cepBmc»

MoTuBauma COTPYAHNKOB K CEPBUCHOMY MOBEOEHMUIO

e [MPpUHUMMbI MaTepPUaNbHOM MOTUBALIMK COTPYOHUKOB,
OCYLLLeCTBASAOLWNX CepBUC

e [MpuMepbl MaTepPUaNbHOM MOTUBALIMK CEPBUCHOIO NMOBEAEHUS

e HeMaTepwuanbHasa MOTMBALUSA CEPBUCHOTO NOBeaAeHUs

e [MpuUMepbl HEMaTepKrasbHON MOTUBALMM CEPBUCHOIO NnoBeaeHnsa

[MpakKTUKyM: «Bbl6op cnocoboB HEMATEPUMASIbHON MOTMBALMN CEPBUCHOIO
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noBegeHunsa oyig CBOEen KOMMNaHUmM»

ObyyeHne cepBNCHOMY NoBeOEHUIO

MPUHUMNbI U TEXHONOTUY OBYYEHUA CEPBUCHOMY NMOBEAEHMUIO
CucTteMa noaaep XK nocsie obyyeHuns: BHegpeHmne noayyYeHHbIX
3HaHUW U UHCTPYMEHTOB B PaboTy

XBaNMM N KPUTUKYEM: KOPPEKTUPYeEM noseaeHne CoOTPyaOHNKOB
C NMOMOLLbIO TEXHUK OBPATHOM CBA3U

MpuMepbl NPorpamMm obyuyeHnsa ansa COTPYAHUKOB,
OCYLLLeCTBASAOLWNX CepBUC

MpakTUKyM: «Cnocobbl MOBbILLEHUA 3P HEKTUBHOCTN OBYUYEHUNA O/ CBOEN
KOMMaHNM»

KOHTpPOJIb KayecTBa CePBMUCHOIoO NoBeAeHMA COTPYOAHMKOB B OpraHmnsaumm

Cnocobbl KOHTPONA CEPBUCHOIO MOBeAEHNSA COTPYOAHMKOB
BHYTPEHHSAS U BHELLHSAA OLUEHKa KayecTBa CEPBUCHOINo NoBeaeHus
«TanHbIM NOKYNaTeNb» Kak MHCTPYMEHT OUEHKM KayecTBa cepBuUCa

[MPaKTUKyM: «Bbl6OP MHCTPYMEHTOB KOHTPONA KayeCcTBa CEPBUCHOIO
noBeaeHnsa»

OncTaHuMoHHasa YacTb (haKyIbTaTUBHO)

Bupgeokypc «lNcuxonorna oenoBbiX OTHOLEHNIN

HJenoBoe obuleHne

KntoyeBble KOMMEeTEeHUMN OeNO0BbIX TNAEPOB

SMOUMOHANBbHbIN MHTENNEKT Kak (DakKTop ycnexa B MOCTPOEHUM
OEeNOBbIX OTHOLUEHNI

CTpaTtermm noBeaeHuUs y4aCTHUKOB Oe/10BbIX OTHOLLUEHUN
ACCEPTUBHOCTb

CpepnctBa obLLEHUS

Mopenb noBegeHUsa B npoLecce obueHna. TpaH3akKTHbIM aHanms3
«[MpucTtpomnka» B 0e/10BOM OOLLEHUN
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e Mopgenb NapTHeEPCKOM KOMMYHUKaunm GROW
Bupeokypc «HaBbIkKM 3thHeKTUBHOIO OBOLLEHUNSA: COBELLAHMA, Npe3eHTauumn, NeperoBopbI»

e [lenoBble cOBeLLlaHUA: Kaccudmkaums, npaBuia NogroToOBKU
N NnpoBeneHnsa
e [lpe3eHTauunsa: OCHOBHbIe naeun, TpeboBaHNSA 1 NPaBWIa MOArOTOBKU
e BepbanbHbl, HEBEPOAbHbIV KOMMOHEHT B Npe3eHTauunm
e OnpegeneHne N CyTb NepPeroBopoB
e MecCTO NeperoBopoOB B NnpoLecce AenoBoro odbLeHus
e CTpaTernm npoBeaeHMUa neperoBopoB
e YCNoBUA OOCTMXKEHUNA yCrnexa B neperoBopax
e [TapaMeTpbl NOArOTOBKWM K NeperoBopam
e [IpMHUMNBI NPOBEAEHUNA NeperoBopoOB

Bupeokypc «OCHOBbI YNpaB/eHUA NPOeKTaMm»

e YrpaBJieHVe NpoeKTaMmM Kak npouecc

* XXM3HEHHbIV UMK NPOEKTa: NPeanKTUBHbIN, aganTuBHbIN, LMKAbl UNT-
MPOEKTOB

e [MbpnamM3auma XU3HEHHbIX LUNKITOB

e AGILE-noaxonbl K yripaBneHuto npoekTamun. NpmnHUmnsl 1 Metoabl
SCRUM

e OpraHmsaumns NpoekTHbiXx KoMaHa. PyHKumMmM SCRUM-MacTepa

e [MpuHUMNbl N MHCTPYMeHTbl Kanban, Lean, Kaizen

e MeHeOXXMEeHT KayecTBa U crieyndumka cnucteMnol 55

e Llenn v 3apaum npoekta. OCHOBbI MI1AHNPOBAHUA U PUCKU

Bupeokypc «[JeatenbHOCTb MeHemKepa: GYHKLNN, POSIN, KOMMETEHLIMNY

e Ponb MeHep)kepa B KOMMaHUM

e [ToHATME N obecneyeHne «ynpaBNaeMoCcTu». BHYTPEHHUN KITNEHT

e OyHKUMOHaN MeHemepa. CTpyKTypa 064a3aHHOCTEN

e [TNaHMpPOBaHME U LefienonaraHne: MeTOAMKUN, pacyeT BPEMEHHbIX
3aTpat

e Buabl MOTMBaUUM COTPYAHNKOB. OCHOBHbIE PUCKW MPU BblBOpE
CUCTEMBI

e DopMuMpoBaHMe paboTatoLlen obpaTHOM CBA3MU

e KOHTPOJIb MCNOJSIHEHUSA 334a4: MHCTPYMEHTbI M 6a30Bble OLLUNOKMN

JenernpoBaHne NOJHOMOUMM 6e3 NoTEPU KadyecTBa
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IHOVMBUAYabHas Moaeslb KOMNeTeHUUN MeHeaxXXepa

Bupoeokypc «KOHTEHT cTpaTermm aasa co3fgaHusa n passutna dpeHaa»

MapKeTUHroBble CTpaTermm u niaHbl

STanbl Pa3BUTUS MAPKETUHIa — COBPEMEHHasa MapKeTUHIroBas
KoHUenuusa

OCHOBHblIEe YHKLMKM 1 330341 MAPKETUHIa B KOMMaHUM
7 6/TOKOB MAapKEeTUHIOBOIro aHanm3a

NCTOYHMKKN MHDOPMaLMM MO OCHOBHbIM B/10KaM

N ee JOCTOBEPHOCTb

6 3TanoB MApPKEeTUHIroBOro rnsjaHa

CTpyKTypa 6/10KOB U NOPSAOOK pPa3paboTKu

AyOnT MapKeTUHra: anroputMm npoBeaeHmns

OueHKa 3 HEKTUBHOCTU MAPKETUHIOBbIX MEPOMPUATUN
no dMHaAHCOBOW MOoaenun

NHCTPYMEHTbI KOHTEHT-MAapPKETUHIra

[MOHATUE N CYLLHOCTb KOHTEHT-MapPKEeTUHra

dopMmnpoBaHMA MHDOPMALMOHHOIO Nona 6peHga

B3anMoOCBA3b KOHTEHT-MapPKEeTUHra n nmap-crpartermm

KaHanbl K MHCTPYMEHTbI KOHTEHT-MapKeTUHra: nogpooHbin 00630p
PaboTa c ayautopumen: XxonoagHasd, Tennad, ropayas

HacTpownka peTapreTuHra

Buabl M YPOBHU CITOXHOCTUN KOHTEHTa oNig LIA

CTpaTerma KOHTEeHT-MapKeTUHra

DopMUpoBaHME BOPOHKU MPOOANK

MeTpunKn namMepeHmnsa ap@PeKTUBHOCTU KOHTEHT-MAapPKEeTUHra

OcCHOBbI BpeHa-MeHeaXMeHTa

CocTaBngwoLumne 6peHaa 1 ero 3HayeHume

OcHoOBbI 6peHa-MeHeOKMeHTa: npasumio 4P
dopmMupoBaHme nHdponona dpeHpa

Kak namepuTtb apPekKTUBHOCTL: KJTOUEBbIE NMOKa3aTesin
5 ypoBHeWn peanmnsaunm 6peHg-rnaaHa

[1eBU3bl 1 ONUCAHUSKA: onpeaesieHne CyLLHOCTM BpeHaa
Peannsaums n MCNosb30BaHME CYLLHOCTU
Busyanusauma ngeun. NosmumoHmnpoBaHme
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[NocTpoeHne nmpamMmmgbl noTpedutenen
[MpaBuna HeMMMHra n 6peHpbyKa
[Noka3aTenun «300poBba bpeHaa»
PeknaMHaga cTpaTerma n npoaBmxxeHmne
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