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1. IEJb 1 3AJTAYA TACHUTLINHBI

He.]]b: KOMIIJICKCHOC HN3YUCHUC I/IH(bOpMaI_[I/IOHHBIX TEXHOJIOTHI u CHUCTCM,

o0ecreunBaOIMX  pealu3alui0  KOHIENIUHA W 0a30BBIX  IOAXOJOB  YIpaBJICHUS
B3aUMOOTHOIIEHUSMA C KJIUEHTAMHW M TOJJACPKKY TPHUHATHA PEIICHHH B pealu3anuu
MapKETUHTOBOH JIESITEIIbHOCTH.

3agaun:

M3y4YEHUE TEOPETUYECKOr0 MaTepHuaia, OCHOBHOE COJEpkKaHUE KOTOPOTO BKIIIOYAET
pacCMOTpEHHE IIpolecca YIPABJICHHWS B3aUMOOTHOIIEHUSMH C KIMEHTaMH Kak
CTpaTerud OPTaHM3AIMH, POJIb U MECTO HH(OPMAIHMOHHBIX PECYpCOB U CHCTEM B
AKOHOMHUYECKOHN JIeATEeILHOCTH, TeHACHIIMN U ocobenHocTn CRM-cuctem u perieHuii B
peanu3alnui MApKETHHTOBOM JESITEIbHOCTH;

OCBOGHHE TPAKTHUYECKOM YacTH Kypca B (opMe KOMIBIOTEPHBIX MPAKTUKYMOB,
Ha3HAYCHHEM KOTOPBIX SBIAETCI OOy4YeHHWE CTYICHTOB HaBBIKaM pabOTBHl C
nH(pOpMaMOHHBIME cucTeMamu kiacca CRM.

2. MECTO JUCIMIIJINHBI B CTPYKTYPE OIIOII

2.1. MecTo THCHUILINHBI B y4e0OHOM IJIaHE:

baok: brok 1. lucuuniauasl (MOIYIH).

Yacte: Yacts, hopMupyemasi yaacTHUKaMH 00pa30BaTEIIbHBIX OTHOIICHHA, JJICKTHBHBIC
JUACITUILIAHBI

OcBauBaeTtcsi: 5 ceMecTp.

3. KOMIIETEHLIUY, ®OPMUPYEMBIE B PE3YJIbTATE OCBOEHMSI
JUCUMIINHBI

ITK-1 — criocoGeH ocylecTBIsATh MOATOTOBKY U MPOBEIEHUE MapKETUHIOBBIX MCCIEI0BAaHUMN C

HCIIOJIB30BaHHUEM I/IH(i)OpMaIII/IOHHO-KOMMYHI/IKaHI/IOHHI)IX TGXHOHOFHﬁ;

IMK-2 - cnoco0GeH aHanmM3UpPOBaTh MAPKETHHTOBYIO JIEATEIBHOCTh OpPTaHWU3allMM U TOTOBHUTH
IIPEMIOKEHHS 10 €€ COBEPLICHCTBOBAHUIO

4. PE3YJIBTATBI OCBOEHUA JUCHUIIJINHBI OBYYAIOLIINMCHA

Kon u HNuaukaropsl PesynabTaTnl 00yyeHus

HAUMEHOBaHHUE AOCTUKCHUHA

KOMITEeTeH I KOMIETeHIHH
IMK-1 MK-1.2. 3HaeT: OCHOBHBIE MPUHIIMIIBI OOPAOOTKH U
Crniocoben OOpabarsIBaeT U aHaIM3a MapKETUHTOBOM MH(pOPMAaLUH C
OCYILECTBIISAITh aHATM3UPYET UCIOJIb30BAHNEM HH()OPMAIIIOHHO-
MOJITOTOBKY H MapKETUHTOBYIO KOMMYHUKAIIMOHHBIX TEXHOJIOI Ui
IpOBEJICHHE HH(pOPMAITHIO C Ymeet: 00pabaThIBaTh U aHATM3UPOBATH
MapKETHHTOBBIX UCIIOJIb30BAHUEM MapKeTHHIOBYIO HH(OpMALHUIO C
UCCIEN0BAHM C nH(}OPMAaLIMOHHO- HCIOJIb30BaHNEM MH(POPMAIIMOHHO-
UCIIONIB30BaHUEM KOMMYHHUKAIIHOHHBIX KOMMYHUKAI[MOHHBIX TEXHOJIOI Ui
HH(OPMAIMOHHO- TEXHOJIOTHI1 Buiageer: HaBbIKOM 00pabOTKH U aHAIU3a




KOMMYHHUKAITHOHHBIX MapKeTUHTOBOM HH(popManuu ¢
TEXHOJIOTHi MCIOJIb30BaHNEM MH(POPMAIIMOHHO-
KOMMYHHKAITUOHHBIX TEXHOJIOTHIA
IK-2 IK-2.1. 3HaeT: KOHIETIHIO POPMYIUPOBKH H
Crniocoben dopMynupyeT u 000CHOBaHUS MPEITIOKEHUH 110
aHAIU3UPOBATH 000OCHOBBIBAECT COBEpIICHCTBOBAHUIO MaPKETUHT OBOM
MapKETHHTOBYIO MIPEUIOKEHUS 110 JeSITeTbHOCTH
JESITENIbHOCTD COBEpIICHCTBOBAHUIO YmMmeer: popmynupoBaTh U 000CHOBBIBATD
OpraHu3aluy u MapKETUHTOBOM MPEUIOKEHUS 110 COBEPIICHCTBOBAHUIO
TOTOBUTh JeSITeNIbHOCTH MapKETUHTOBOI1 1eATeIbHOCTH
IPEUIOKEHUS 110 €€ Buaageer: HaBBIKOM (POPMYIUPOBKU U
COBEpIICHCTBOBAHUIO 000CHOBaHUS MPEAIOKEHUN 10
COBEPILIECHCTBOBAHUIO MAPKETUHI OBON
JeSITeNIbHOCTH

5. ObBEM JUCHUIIVINHBI U PACITPEJEJIEHUE BU1OB
YYEBHOU PABOTHBI ITIO CEMECTPAM

OO0mast TpyA0eMKOCTh JUCHUIUIHHBI «YTIPABJICHUE B3aMMOOTHOIICHUSMH C KIMCHTAMU
JUISL CTYICHTOB BceX ¢opMm oOyuenus, peanuzyembix B AHO BO «Uucturyr OM3Heca u

nu3aiiHa» 1o HampaBieHUo noArotoBku 38.03.02 MeHEIKMEHT COCTaBIISIET:

enuauib (108 gacos).

3 3adeTHbIE

Bun yuebnoit paboTsl

Bcero uncno gacoB v (MI1) 3a4€THBIX €THHMI]
(o dopmam oOyueHus)

Ounas OuHo-3a04Has
AyIMTOpHBIE 3aHATHS 54 54
6 mom uuciue:
Jlexuu 18 18
[TpakTUyeckne 3aHATHS 36 18
JlaGopaTopHbie pabOThI - -
CamocrosiTesibHas padoTa 54 72
6 mom uuciue:
yacel Ha BeimotHeHne KP / KI1 - -
[IpomexyTouHas aTTecTanus:

Bun

3auet — 5 cemecTp

TpynoeMkocTs (4ac.)

OO0uasi Tpy10eMKOCTh 3.€. /
4acoB

33.e./108 4gac.




6. CTPYKTYPA U COAEPKAHUE JUCHUIIJINHBI

Tembl 1M CHMILIMHBI KosauyectBo yacoB (o popmam o6yuenus)
Ounas OuHo-3204Hast
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1 | TeopeTnueckue OCHOBBI
IIOCTPOEHHUsI OTHOLLIEHHUH C 3 - - 10 3 - - 15
KJIIMEHTaMHU
2 | [Iporece pa3pabOTKU cTpaTeruu
YIIPABJICHUS] OTHOILIEHUSIMU C 4 9 - 11 4 4 - 14
KJIIMEHTaMHU
3 | Ilpouecc co3aanus IICHHOCTH 4 9 - 11 4 5 - 14
4 | TIpouiecc MHOTOKaHAJIBLHOTO
porect v 4 | 9 - 1| o4 5 - | 14
B3aUMOJICVCTBHUS
5 | I[IpakTrueckoe BHeapernne CRM B
P AP 3 | 9 B T 4 - | 15
KOMIIAHUH
HWroro (vacos) | 18 36 - 54 18 18 - 72
DopmMa KOHTPOJIA: 3auem = 3auem -
Bceero mo qucuuiinHe: 108/ 3 3.e. 108/ 3 3.e.

COJAEPKAHUE TEM JUCIUIIJIMHBbI

Tema 1. Teopemuueckue 0CHO6bl ROCMPOCHUA OMHOUIEHUTL C KTUCHIMAMU

[IpobnemaTtuka NOCTPOCHHUsS OTHOIIEHHH ¢ KiaueHToM. OCHOBHBIE €M M 3aJauu
KOMIaHUM. MHoroo0pa3ue TpPaKTOBOK, COOTHOILIEHUE CTPAaTErMYECKUX U OINepalMOHHBIX
KOMIIOHEHT. Pa3zsutne unei opuentanuu Ha kiameHta: oT CRM k CMR u Customer Respect
Management.

Tema 2. IIpoyecc paspabomku cmpameuu ynpaeieHus OMHOUEHUAMU C KTUEHMAMU

IIpenpicropust CRM — 3KOHOMHYECKHE M TEXHOJIOTMUYECKHE Npeanocbulku. Tpu srama
passutus konuenuuu CRM. Onpenenenns CRM. Pons CRM B komnanuu. [lpumenenue CRM B
pasnn4HbIX cepax SKOHOMUKHM (Ha TpUMepe TeJdeKkoMa, OaHKOB, PO3HUIIBI). ODBOJIIOIMA
koHuenuu CRM. KitoueBbie nporecchl B pamkax CRM.

Tema 3. IIpoyecc coz0anusn yennocmu

[Ipupona motpedbutensckoit 1neHHocTd. Co3maHue eHHOCcTH i kiueHTa. Co3maHue
IIEHHOCTH I OpTraHW3alid. MakcuMM3aius TOKU3HEHHOW CTOMMOCTH KJIMEHTa (Ccustomer
lifetime value). [lonsTue nieHHOCTHOTO Npeanoxkenus (value proposition).

Tema 4. Ilpouyecc mnozokananvbHo20 63aumooeiicmeus

OMHUKaHaIBHBIM TOAX0J. MHOrokaHajgbHas HMHTErpanus C KIMEHTOM. BapuaHTbl
UCTIONB30BaHUsl  KaHAIoB  B3aumopeiictBus (channel options). DOkoHOMHKa KaHAJIOB
B3auMOIeCcTBUA. OmpesieieHne TPHOPUTETOB B3aUMOACUCTBUS. OMHHKaHAJIBHBIM TOAXOM K
paboTe ¢ KIIMeHTaMHU.




Tema 5. Ilpaxkmuueckoe eneopenue CRM 6 komnanuu

KitoueBbie anemenTsl B mpouecce BHeapeHuss CRM. Vposuu CRM B xommanuu: ot
CTpaTeruu K OM3Hec-IpoleccaM U pyTHHaM. YIpaBieHue U3MeHeHussMu. Pa3zpaboTka crparerun
npoaax Ha ocHoBe CRM. Ilepconanu3zamnus npoaax u oocnyxuBanus. Co3aHue U ynpaBieHUE
nporpaMMaMi JIOSUIBHOCTH M TOAJIEPKKM KIueHToB. IIporpammel ans  npuoOpeTeHus U
ynepkanust kiueHtoB. [Iporpamma ACURA.

7. MPUMEPHASA TEMATHUKA KYPCOBBIX PABOT
KypcoBas pabora He npeaycMoTpeHa
8. ®OHJI OHEHOYHBIX CPEJACTB IO AUCHUIIJIMHE: Tlpunoxenue 1.

9. VYYEBHO-METOJUYECKOE U ”THO@OPMALIMOHHOE OBECIIEYEHUE
JUCHUILINHDI:

9.1. PexoMenayemasi JuTepaTypa:

1. Jléskmna (Bwuterxanmna), A. O. CRM-cucrempr : yuyebHOe mocobue /
A. O. JIéskuna (Bbuierskanuna). — Mocksa ; bepnun : {upekr-Meaua, 2016. — 101 c.
Pexxum noctyna: https://biblioclub.ru/index.php?page=book_red&id=450112

2. CksopuoBa, H. A. MapkeTuHroBasi AedTeIbHOCTh MPEANPUATHS, KaK coBpeMeHHas cdepa
ousHeca : yueOHoe mocobue / H. A. CkBoprioBa. — Mocksa ; bepnun : lupekr-Menua, 2015.
—-325c¢.

Pexxum noctyna: https://biblioclub.ru/index.php?page=book_red&id=363029

3.  Kypb6ecos, A. B. KopriopaTiBHble HHPOPMALIMOHHBIE CUCTEMEI : yaeOHOe rocodue : [16+] /
A. B. KypGecoB. — PocroB-na-Zlony : M3parenbcko-nonurpaduyeckuii kommiexkc PIDY
(PMHX), 2018. — 122 c.

Pexxum noctyma: https://biblioclub.ru/index.php?page=book_red&id=567042

4. KooOGenes, O. A. DnexktpoHHas komMmepuus : yaeoHoe nmocodue / O. A. Kobenes ; nmox pexn. C.
B. Iluporosa. — 5-e u3na., crep. — Mocksa : Jlamkos u K°, 2020. — 684 c.
Pexxum noctyna: https://biblioclub.ru/index.php?page=book_red&id=621649

5. Huxkwuraesa, A. 1O. KopnopatusHble HH()OpPMaIIMOHHBIE CUCTEMBI : ydeOHOoe ocodue : [16+]
/" A.YO. HukuraeBa, O. A.UYepnoBa, M. H. ®enocoBa. — Poctos-Ha-/lony ; Taranpor :
FOxHbIit penepanbublil yHuBepcuteT, 2017. — 149 c.

Pexxum noctyma: https://biblioclub.ru/index.php?page=book_red&id=493253

9.2. Ilepeuyenb WHGOPMAIMMOHHBIX TEXHOJOTHil, HCIOJIb3yeMbIX NPH OCYLIECTBJIECHHH
0o0pa3oBaTeIbHOI0 mpolecca Mo AMCHUILIMHE (MOAYJII0), BKJIOYasi MepeyeHb
JIMIEeH3MOHHOTO M CBOOOHO PACIIPOCTPAHSIEMOI0 POrPaAMMHOI0 o0ecneYeHusl.

HpI/I OCYHICCTBJIICHUU 06pa3OBaTCJIBHOFO mnmponecca 1o ,Z[aHHofI y‘-IC6HOI7I JUCHUITIIINHEC
npeamnojgaracTcsa UCIoJIb30BaHUEC!
JIuneH3uoHHOe MporpaMMHoe odecrevyeHue:
1. Kaspersky Endpoint Security KL4863RAPFQ (Iorosop: Tr000583293);
2. Windows 10 Pro Professional ([Torosop: Tr000391618, JTunensus: V8732726);
3. Microsoft Office Professional ~ Plus 2019 (Horosop: Tr000391618JIuneH3us:
\V8732726).



CB0001HO pacnipocTpaHsieMoe IPOrpaMMHOe odecrievyeHue:

9.3.

1. Bpayzep Google Chrome;

2. Apxusarop 7-Zip;

3. Adobe Reader - mporpamma jist IpOCMOTpa, IeYaTd ¥ KOMMEHTHPOBAHHUS JIOKYMEHTOB
B (popmate PDF;

4. ZOOM - mporpamma aJisi OpraHu3aliy BUACOKOH(pEpEeHIINH;

5. Meaunamneep VLC

Hepeqeﬂb COBPEMEHHBIX leO(i)CCCI/IOHaJILHLIX 0a3 JaAHHbIX, HHq)OpMaIIHOHHBIX

CIIPABOYHBIX CHCTEM M PpecypcoB HH(OPMAIHOHHO-TEJIEKOMMYHUKANMOHHON ceTH

«HHTepHEeT»

1. https://biblioclub.ru/- yausepcurerckas oudiauoreunas cucrema online bubnnoxinyo.py

2. http://window.edu.ru/ - enuHOe OKHO JTOCTYyIa K 00pa30BaTe/IbHBIM pecypcam

3. https://uisrussia.msu.ru/ - 6a3el JaHHBIX W aHAIUTHYECKUX MMyOIMKAIMKA YHHBEPCHTETCKOM
uH(pOpMAIIMOHHON cHCTeMbI Poccust

4. https://wwwe.elibrary.ru/ - snekrpoHHo-6ubOmmoreunass cucrema eLIBRARY.RU,
KpynHeiimas B Poccuu syiektpoHHas OHOIMOTEKA HAYYHBIX TyOIHKAIUit

5. http://www.consultant.ru/ - cnpaBounast mpaBoBas cuctema KoncysnprantlIitoc

6. https://gufo.me/ - cipaBounas 6a3a sHIMKIONC AU 1 ciioBapeit Gufo.me

7. https://slovaronline.com - mnouckoBas cucTemMa IO BCEM JOCTYIHBIM CIIOBapsIM |
SHIUKJIOTEHSIM

8. https://www.tandfonline.com/ - kosekuus xypHanoB Taylor&Francis Group Bkitouyaer B
ce0s1 OKOJIO IBYX TBICAY XKYpPHAIOB H Oosiee 4,5 MIIH. cTaTel MO Pa3IHYHBIM 00JIaCTsIM
3HAHUU

9. http://fcior.edu.ru/ - ®enepanbHbiii EHTP HHPOPMAITHOHHO-00PA30BATEIBHBIX PECYPCOB

10. http://bibliorossica.com/ -  DiekTpOHHO-OMOJIMOTEYHAsT  CHUCTEMa,  COJepIKalas
MOJTHOTEKCTOBbIE YICOHUKH, YIeOHbIE TOCOOHSI, MOHOTPAGHH U KYPHAJIBI B JIEKTPOHHOM
Bujie. 5100 u3ganuii OTKPHITOTO TOCTYIA

11. http://www.marketologi.ru/ - Caiit I'mibauu MapKeTOJOTrOB, COIEPIKAIIUN CCBUIKH Ha

12.

13.
14.
15.
16.
17.
18.
19.
20.
21.

Hay4HYIO U YY€OHYIO JINTEPATYPY, MOJTHOTEKCTOBBIC CTAThH WICHOB | MIIbIUN M OTUETHI O
pa3BUTHM MapkeTuHra B Poccun

http://www.marketing.spb.ru/ - COopHuk cTareii MO MapKETUHTY, pa3JIUYHbIC
HarpaBJICHUS
http://www.4p.ru/ - DIeKTPOHHBIH KypHAI 0 MAPKETUHTY

http://www.md-marketing.ru/ - udopMannoHHbIi TOPTaT 0 MAPKETUHTE
http://www.akarussia.ru/ - Accoruanus KommyHukauonHbix AreHTcTB Poccun
http://www.raso.ru/ - Poccuiickast ACcomMariyst o CBs3siM ¢ 0OIIECTBEHHOCTHIO
http://www.ramu.ru/ - Poccuiickast Accormarysi MapkeTHHTOBBIX Y CITyT
http://www.sostav.ru/ - TapopMalimoHHbIH MOPTaN O peKiiaMe
http://www.advertology.ru/ - DaeKTpOHHBIH KypHATI O peKIame
www.glossary.ru; http://dic.academic.ru - 'moccapuu u cioBapu
www.krugosvet.ru - Durmkinoneaus «Kpyrocser»

10. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYHEHHUE JUCIUIIJINHbI

Kaouner Ne 423- yueoHoe nomemenue Ne 1-58 17111 npoBeaeHust yueOHbIX 3aHATHIA.

VYyebHOe nmomenieHne 060py10BaHO HaOOpOM JAEMOHCTPALMOHHOTO 000pYJOBaHUS U HAOOpOM


https://biblioclub.ru/
http://window.edu.ru/
https://uisrussia.msu.ru/
https://www.elibrary.ru/
http://www.consultant.ru/
https://gufo.me/
https://slovaronline.com/
https://www.tandfonline.com/
http://www.marketologi.ru/
http://dic.academic.ru/
http://www.krugosvet.ru/

y4eOHO-HATJIAIHBIX ~ MocoOuii B 1udpoBOM  BUIE, OOECMEUMBAOIIMX TEMAaTHUUYECKHUE
WITIOCTPAIMH, COOTBETCTBYIOLIHME padoueil mporpaMme JUCHUTUIHHBIL.

Y4eOHoe moMellleHNe OCHALIEHO 000Py/I0BAHMEM U TEXHUYECKHUMHM CPeICTBAMH 00YUYeHUsI:
. CTallMOHAPHBIA MUPOKOPOpPMaTHBIN MyJIbTUMeaHA-TIpoeKkTop Epson EB-X41,

. IPOCKLIMOHHBINA DKPaH;

. IOCKa MapKepHas yueOHasi;

. CTOJBI - 15 mmit.;

. CTyJbs — 71 1T,

. @KyCTUYECKasl CUCTEMa;

. OJIOK yTIpaBJIeHUsI MPOECKIIMOHHBIM 000PYyI0BaHHEM;

. IEPCOHAJIbHBIA KOMIBIOTEP MpernojiaBaresis (C TEXHUYECKUMH XapaKTepPUCTUKAMU HE HHKE
Intel Core i5-2100) - 1 mr.

Kowmmerorep moaxmoueH k cetu «HTepHET», ¢ obOecredeHHeM JOCTyIla B DJICKTPOHHYIO
nHpopManmonHo-o6pazoBaTenbHy0 cpeny AHO BO «MHCcTHTYT OM3HECa U Tu3aifHay.

coO~NO TP~ WN B

Kaouner Ne 402- nomemenne Ne 1-11, nJ1s1 caMmocTosiTeIbHOM padoThI.

ITomenenne ocHaileHo 000pyI0BaHHEM U TEXHUYECKUMU CPeICTBAMU 00y4eHHs:

. CTallMOHAPHBIN MIPoKo(OpMaTHBIN MylIbTUMenUa-poekTop Epson EB-X41,;

. IPOEKIIMOHHBIN IKPaH;

. IOCKa MapKepHas yueOHas;

. CTOJIBI — 14 1mIT.;

. CTyNbsi —28 miT.;

. AKyCTHUYECKasl CUCTEMA;

. OJIOK yTpaBJICHUS POCKIIMOHHBIM 000PYI0BaHHEM;

. IEPCOHANIbHBIN KOMITBIOTEP MPEnoaBaTelis (¢ TEXHUYECKUMHU XapaKTepUCTUKaMU HEe HUXKE
Intel Core i5-2100) - 1 mir.

9. mepcoHaJIbHBIC KOMITBIOTEPHI - 26 IIIT.

Bce xoMIibroTephI MOAKITIOYEHBI K ceTH «HTepHeTY», ¢ obecrieueHneM 10CTyma B
3JIEKTPOHHYIO HH(POPMaLMOHHO-00pa3oBarenbHyto cpeny AHO BO «MHctutyT 61M3HEca u
nU3alHa.

O~NO O WN B

11. METOAUYECKHUE PEKOMEH/JALINU U151 OBYYAIOIUXCSA
1O OCBOEHUIO JUCIMITJIMHBI

[IponyKTHBHOCTH  YCBOGHHS Y4eOHOTO Marepwaja BO MHOTOM  ONpeAemseTcs
MHTEHCUBHOCTBIO U KaUe€CTBOM CaMOCTOSTENIbHOW paboThl cTyaeHTa. CamocTosdTenbHas padora
npeanonaraetr (GopMuUpoBaHUE KYJIBTYPhl YMCTBEHHOTO TPy/Aa, CaMOCTOSITEIBHOCTH U
MHUIIMATUBBI B TOUCKE U MPUOOPETEHUH 3HAHUM; 3aKperieHHe 3HaHUH 1 HaBbIKOB, MOJYYEHHBIX
Ha BCEX BHIOAX y‘Ie6HI)IX 3aH$ITHI>'I; MNOATOTOBKY K TIPCACTOAIIMM 3aHATUAM, OSK3aMCHAM,
BBINOJIHEHNE KOHTPOJIBHBIX PadOT.

CaMocToSTeTbHBIN Tpya pasBuBacT TaKue KadecCTBa, KakK OpTraHN30BaHHOCTD,
JUCHUTUTMHUPOBAHHOCTbD, BOJIIO, YIIOPCTBO B JOCTH)KEHHM IOCTABJICHHOM 11€H, BBIpaOaThIBaeT
YMCHUE aHAJIU3UPOBATH q)aKTI)I " ABJICHHUA, YIUT CAMOCTOATCIIBHOMY MBIIIJICHUIO, YTO IIPUBOAUT
K Pa3BUTHIO U CO3JaHMI0O COOCTBEHHOTO MHEHHS, CBOMX B3IJIAZ0B. YMeHHe paloTaTh
CaMOCTOSITEJIbHO HEOOXOJUMO HE TOJIBKO Ul YCIIEHUIHOIO YCBOEHHS COJEepXaHHUA ydeOHOU
IpOTpaMMBbl, HO U JUJIsl JaJIbHEHIIel TBOPUECKON e TeIbHOCTH.

OcCHOBY caMOCTOSITENIbHOI paboThl CTy/EHTa COCTaBiseT paboTa ¢ yueOHOM M Hay4yHOM
autepatypoil. M3  ombita  paboThl ¢ KHUTOH  (TEKCTOM)  CleAyeT  OmpeieieHHas
MOCIEI0BATENbHOCTh  JACMCTBUM, KOTOpOM 1enecooOpazHo mpuiepxuBaThes. CHauana



IIPOYNTATh BECh TEKCT B OBICTpOM TeMIe. Llenp Takoro yTeHMs 3aKJIIOYAeTcs B TOM, YTOOBI
co3marb oOmiee mpencTaBieHne o0 M3ydaeMoM (HE 3allOMUHATh, a TIOHATH OOIIMA CMBICT
IPOYUTAHHOI'0). 3aT€M IIPOYUTATh BTOPUYHO, 00JIee MEIUIEHHO, YTOOBI B XO/1€ YTCHUS MOHSTh U
3aIIOMHHUTB CMBICIT K101 (hpa3bl, KaKJOT0 MOJIO0KEHUS U BOIIPOCA B LIEJIOM.

YreHue MNPUHOCUT TOJb3Yy M CTAHOBUTCS MPOAYKTUBHBIM, KOTZA CONPOBOXKIACTCA
3anucsMU. ITO MOXKET OBITh COCTABJICHHE IUIaHA MPOYUTAHHOTO TEKCTA, TE3UCHI MIIU BBITUCKH,
KOHCIIEKTUpOBaHMe U Jp. BbiOop Bua 3amucy 3aBUCUT OT XapakTepa M3y4aeMoro Marepuaia u
neneit padorel ¢ HUM. Ecnu copepkanne marepuaia HECJIO0XKHOE, JIETKO YCBaUBaeMOE, MOXKHO
OTPaHUYUTBCS COCTaBJIEHUEM IUIaHa. Eciau Marepuan coaepKUT HOBYIO U TPYIHO YCBAaUBaeMYIO
UH(POPMALIUIO, IIETIECO00Pa3HO €r0 3aKOHCIIEKTHPOBATD.

Pe3ynbpTaThl KOHCIEKTUPOBAHUS MOT'YT OBITh IIPEACTABJIECHbI B PA3JINYHBIX (opMax:

- [Iman — 3T0 cxema NPOYUTAHHOIO MaTepuala, KpaTKMi (MiIu MOApPOOHBIN) IepedyeHb
BONPOCOB, OTPAXKAIOUIMX CTPYKTYpy M  IOCIEN0BaTelbHOCTh Marepuana. I[loapoGHo
COCTaBJICHHBI TJIaH BIIOJIHE 3aMEHSET KOHCIIEKT.

- KoHcnekT — 3T0 cucTeMaTU3MpPOBAHHOE, JIOTUYHOE M3JI0KEHUE MaTephaja UCTOYHUKA.
Paznuuarorcs ueTsipe THIIa KOHCTIEKTOB.

- [InaH-KOHCNEKT — 3TO pa3BEpHYTHIN JeTaIu3UPOBAHHBIN IUIaH, B KOTOPOM J0CTaTOYHO
NOPOOHBIE 3aITUCH MTPUBOASITCS 110 TEM ITyHKTaM IIaHa, KOTOPBIE HY)KAAIOTCS B TIOSICHEHHH.

- TekcTyalbHbI KOHCIIEKT — 3TO BOCIPOU3BEJCHHE HauOoJiee BAXKHBIX IOJIOKEHUHA U
(aKkTOB UCTOYHHKA.

- CBOOOAHBIIl KOHCIIEKT — 3TO YETKO U KPaTKO C(OPMYIUPOBAaHHBIEC (M3JIOKEHHBIE)
OCHOBHBIC TIOJIOKEHHS B pe3yjbTare TIIyOOKOrO OCMBICIMBAaHUS MaTepuana. B HeM MoryT
IPUCYTCTBOBATh BBIIUCKH, IUTAThl, TE€3MCHI, YaCTh MaTepuaja MOXET ObITh MpeAcTaBiIeHA
IUIAHOM.

- TeMaTH4yecKHil KOHCIIEKT — COCTABJIICTCSI HA OCHOBE M3Yy4YEHMs psiia UCTOYHHKOB U
naeT O6oJee WM MEHEe UCUEPIBIBAIOIINN OTBET MO0 KAKOK-TO cxeMe (BOIpocy).

B npomecce wu3ydyeHus Mmarepuarsa HCTOYHMKA, COCTABJICHHMsS KOHCIEKTa HYXHO
00s3aTeNIbHO IPUMEHATH Pa3IMYHbIE BbIACIEHUS, [10/13ar0JIOBKH, CO3/1aBas OJOYHYIO CTPYKTYPY
KOHCIIEKTa. DTO JIeJaeT KOHCIEKT JIETKO BOCIIPUHUMAEMbIM, Y10OHBIM J1s1 PaOOTHI.

[ToaroToBka K MpakTUYECKOMY 3aHITHIO BKIIIOYAET 2 ATara:

IlepBbIil 3Tan — OpraHU3allMOHHBIN;

BTtopoii atam - 3akperuienne u yriayojieHrne TeOpeTUIeCKUX 3HaAHU.

Ha mnepBoMm »3Tame CTyZneHT IUIAHUPYET CBOIO CaMOCTOSATENbHYIO paloTy, KOTopas
BKJIIOYAET:

- YSICHEHUE 3aJlaHMs Ha CAMOCTOSITENIbHYIO PadoTy;

- 1oA00p PEKOMEHI0BAaHHOU JTUTEPATYpPhI;

- COCTaBJIEHUE TUIaHa pabOThI, B KOTOPOM OIPEIEIIAIOTCS OCHOBHBIE ITYHKTBI ITPEACTOSIIEH
MOJITOTOBKH.

CocraBieHue miaHa JUCHUIUTMHUPYET U MOBBIIIAeT OPraHU30BaHHOCTH B paboTe.

Bropoii sTan BKIIOYaeT HEMOCPEICTBEHHYIO MMOATOTOBKY CTY/ICHTA K 3aHATHIO. HaunHaTh
HA/0 C MU3y4eHHs] PEKOMEHJOBAaHHOW nuTepaTypbl. HeoOXoauMO MOMHHTBH, YTO Ha JIEKLUU
OOBIYHO paccMaTpPUBAETCS HE BECh MaTepuall, a TOJbKO ero yactb. OcTaibHas €ro 4acTb
BOCIIOJIHSIETCSI B TIPOLIECCE CAMOCTOSATENIbHOM paboTel. B cBi3m ¢ »tuM  pabota c
PEKOMEHIOBaHHOW JuTeparypoit obsi3atenbHa. Ocoboe BHUMaHUE MPU ITOM HEOOXOAMMO
00paTuTh Ha COJIep’KaHHE OCHOBHBIX IOJIOKEHUH M BBIBOJIOB, OOBSICHEHHE SIBJICHUN U (aKTOB,
ySICHEHUE TIPAKTUYECKOTO TPUIOKEHHUS PAacCMAaTPUBAEMBIX TEOPETHUECKUX BOIPOCOB. B
nporecce 3TOM pabOThl CTYAEHT JOJDKEH CTPEMHUTHCS TOHATh M 3allOMHUTh OCHOBHBIE
MOJIO’KEHHUS pacCMaTpUBAaeMOIo MaTepuasa, IpUMepbI, MOSCHSIOLINE €ro, a TaKXKe pa3o0paThCs B
WITIOCTPATUBHOM MaTepuae.

3akaHUMBaTh IMOATOTOBKY CJEAYET COCTaBJICHHEM IUIaHa (KOHCIEKTa) MO HU3ydaeMoMy
MatepHuaiy (BOIpocy). ITO MO3BOJISET COCTABUTh KOHLIEHTPUPOBAHHOE, C)KATOE MpEACTaBICHUE
10 U3y4aeMbIM BOIPOCAM.



B mporiecce moAroToBKU K 3aHATHIM PEKOMEHAYETCSl B3aMMHOE OOCYXKICHHE MaTepHara,
BO BpEMsI KOTOPOTO 3aKPEIUISIOTCS 3HAHMS, a TaKKe MPUOOpETaeTcsl MPAKTUKA B U3JIOKCHUH U
pa3bsICHEHUH MOTYYCHHBIX 3HAHUN, Pa3BUBACTCS PEyb.

[Tpr HEOOXOIUMOCTH ClIeyeT O0pamaThCs 3a KOHCYJIbTallMel K mpenoaaBarento. s Ha
KOHCYJIbTAIINIO, HEOOXOAUMO XOPOIIO MPOAYMAaTh BOIPOCHI, KOTOPHIE TPEOYIOT pa3bsICHEHHUS.

Memoouueckue pexomenoayuu ona odyuarouwuxca ¢ OB3 u uneanuoos
O 0C60EHUI0 OUCUUNTIUHDL

OOyuvaromuecs W3 4YUCIa HMHBAIWIOB W JUI[ C OTPAaHUYEHHBIMH BO3MOXXHOCTSIMU
3I0pPOBbSI  MMEIOT BO3MOXKHOCTh HM3ydaTh JUCHMIUIMHY 110 WHIMBHIYaJbHOMY IUIaHY,
COTJIaCOBaHHOMY C MPEMNOo/IaBaTesIeM U IEKaHATOM.

OcBoeHne MUCHMIUIMHBI MHBAIMIAMH U JIMLIAMH C OTPAHUYCHHBIMHA BO3MOXXHOCTSIMH
3JI0pPOBbSl OCYIIECTBIISIETCS C HCIOJIB30BaHUEM CpPEICTB OOydeHHs OOIIEro M CHElHalbHOTO
Ha3HAuCHMUSL.

[Ipu ocBOEHUM AUCUUIUIMHBI MHBAIUIAMU U JIMLIAMU C OTPAHUYEHHBIMUA BO3MOXKHOCTSMHU
3I0pOBBSl TI0 HWHAWBUAYAJILHOMY TIUIAHY MPEANOJararoTcs: H3y4eHHe JUCHUIUIMHBL C
UCIONIb30BaHWEM  HMH()OPMALIMOHHBIX  CPEACTB;  HMHAMBHIYaIbHBIE  KOHCYJIbTAlUM  C
npernoaaBaresieM (pa3bsCHEHHE y4eOHOro MmaTepuana W YriyOJieHHOE W3YyYeHHE MarepHualia),
WHAMBHUAyallbHAs CAMOCTOSITENbHAS paboTa.

B mnpomecce oOyueHus CTyIeHTaM M3 4YHCIa WHBAIMAOB M JIMI C OrPaHUYCHHBIMHU
BO3MOXXHOCTSIMU 3JI0pOBbsl MH(OpMAIMs MpenocTaBiusercs B (opMax, aJdanTUPOBAHHBIX K
OTPaHUYEHUSM HX 370POBBS  BOCTIPUSATHS WH(POPMALINN:
nsa nuy ¢ napywenusmu 3peHus:

— B I1€YaTHOW (hopMe YBEIMYCHHBIM MIPUDTOM,

— B (hopMe PIEKTPOHHOTO TIOKYMEHTA (C BO3MOXKHOCTBIO YBEIHUEHUS MPUPTA).

B cnyuae HeoOXxoauMocTH HHPOPMAITHSI MOXET OBITh IpeIcTaBicHa B popme ayauodaiina.
nsa nuy ¢ napywenusmu ciyxa:

— B mieyaTHoOU hopme,

— B popMe PIEKTPOHHOTO IOKYMEHTA.

Jns auy ¢ napyuenusmu onopHo-08U2amenbHo20 annapama.:

— B I1e4aTHOM (opme,

— B (popMe 2IIEKTPOHHOTO IOKYMEHTA.

JlaHHBI mepeuyeHb MOXET ObIThb KOHKPETH3HMpPOBaH B 3aBUCUMOCTH OT KOHTHHIEHTa
o0ydJaronuxcs.

WuauBuyanbHble KOHCYJIbTAllMM C TpenojaBaTeleM IPOBOAATCA IO OTACIbHOMY
pacnucaHuio, YTBEp)KJICHHOMY 3aBeAyIONMM Kadeapoil (B COOTBETCTBUHM C WHAWBUIYATbHBIM
rpaduKoOM 3aHATUH 00ydarouierocs).

WupuBuayanbHas caMOCTOSITENbHAsE paboTa 00yJatoniXcsl IPOBOJAUTCSI B COOTBETCTBUHU
¢ paboueii mporpaMMoil JUCHHUILTUHBI U UHAUBHUIYaTbHBIM IPaUKOM 3aHITHIA.

Texkymmii KOHTPOJNb TO TUCHMIUIMHE OCYIIECTBISIETCS B COOTBETCTBHU C (POHIOM
OIICHOYHBIX CPEICTB, B (popMax aJanTHPOBAHHBIX K OTPAHUYEHUSM 3JI0POBbS U BOCIPHUSATHS
uH(popMaluu 00y4JaroUXcs.
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Pe3ynrvmamul 00yuenusn no oucyuniune

Kon n HNuauxaropsl PesyabTaThl 00yyeHus
HauMeEHOBaHHeE AOCTHIKCHUA
KOMITETeH N KOMIIeTeHI[UH
IK-1 IK-1.2. 3HaeT: OCHOBHBIE IPUHIIUITBI 00PaOOTKU U
Crniocoben Oo6pabaTbIBaeT u aHaJM3a MapKETHHTOBOI HH(OpMAIHH C
OCYILECTBIISITh aHAJIM3UPYET MCIOJIb30BaHUEM MH(GOPMAIIMOHHO-
HOrOTOBKY H MapKETUHTOBYIO KOMMYHHKAIIUOHHBIX TEXHOJIOT Ui
IpPOBEICHUE nH(OpMALIHIO ¢ YmMmeert: 00pabaThIBaTh U aHATU3UPOBATH
MapKETHHIOBBIX HCIIOJIb30BAHUEM MapKETHUHTOBYIO HH(QOPMAIIHIO C
UCCIIEIOBAHMIA C nH(pOPMAIIMOHHO- UCIOJIb30BaHNEM MH(OPMAIIIOHHO-
HCIIOJIb30BaHUEM KOMMYHHMKAIIMOHHBIX KOMMYHHKAIIUOHHBIX TEXHOJIOTH
MH(pOPMaLOHHO- TEXHOJIOTHIA Bnaneet: HaBbIKOM 00pabOTKU U aHATTN3A
KOMMYHHKAI[HOHHBIX MapKeTHUHT0BOM HH(popManuu ¢
TEXHOJIOTHIi WCIOJIh30BaHNEM HH()OPMAIIIOHHO-
KOMMYHHKAITMOHHBIX TEXHOJIOTHM
IK-2 IIK-2.1. 3HaeT: KOHIENIHIO POPMYITUPOBKH U
Criocoben dopmynupyer u 000CHOBaHUS MPEIIOKEHUN 10
aHAIU3UPOBATH 000CHOBBIBAET COBEpIICHCTBOBAHUIO MAPKETUHTOBOM
MapKETUHTOBYIO MPEUIOKEHUS 110 JeSITeTbHOCTH
JESTENIbHOCTD COBEpIICHCTBOBAHUIO YMmeert: popmMynupoBaTh U 000CHOBBIBATH
OpraHu3aluy u MapKETUHTOBOM MPEUIOKEHUS TI0 COBEPIICHCTBOBAHUIO
TOTOBUTh JeSITeIbHOCTH MapKETHUHTOBOI J1eATeTbHOCTH
NPEUIOKEHUS 110 €€ Buiageer: HaBBIKOM (POPMYIMPOBKH U
COBEPILICHCTBOBAHHUIO 000CHOBaHMUS PEIIOKEHHH 10
COBEpIICHCTBOBAHUIO MaPKETUHTOBOM
JeSITeTbHOCTH
Ilokazamenu oyenueanus pe3yiomamog 00yuenus
[ITxana oueHBaHUs
HEYIOBJIETBOPUTENIBHO | YAOBJIETBOPUTEIBHO XOpOIIO OTJIMYHO
He 3Haert: B uesiom 3Haer: 3naer: 3uaer:

OCHOBHBIE IPUHIIUIIBI
00paboTKy 1 aHANTH3a

OCHOBHBIE TTPUHIIUIIBI
00paboTKy 1 aHANTH3a

OCHOBHBIE IPUHIIUIIBI
00paboTKH 1 aHAIIA3a

OCHOBHBIE IPUHIIUIIBI
00paboTKH 1 aHAIIHA3a

MapKETUHIOBOX MapKETHUHIOBOU MapKETHHIOBOU MapKETUHIOBOM
WHGPOPMAITIH C nH(POPMAITHH C nH(pOpMAaIUH C nH(pOpMAaIUH C
UCIIOJIb30BaHHEM UCTIOJIb30BaHUEM HCHOJIb30BaHUEM HCHOJIb30BaHUEM
UHPOPMAITUOHHO- UHPOPMAIMOHHO- WHPOPMAITUOHHO- UHQOPMaITMOHHO-
KOMMYHHKAIIMOHHBIX KOMMYHHKAIIHOHHBIX KOMMYHHKAIIMOHHBIX KOMMYHHKAIIMOHHBIX
TEXHOJIOTUI TEXHOJIOTHM, HO TEXHOJIOTHIA, HO UHOT'Ia | TEXHOJOTun

He ymeer: JIOITYCKaeT rpyobie JIOTTYCKAeT OIIHNOKH Ymeer:
o0OpabaThIBaTh U OIINOKHU Ymeer: o0OpabaTsIBaTh U
aHaAJTM3UPOBAThH B nesiom ymeer: 00pabaTkIBaTh U aHaJIM3UPOBATH
MapKETUHTOBYIO 00pabaTbIBaTh 1 aHaJIM3UPOBATH MapKETHHTOBYIO
HHGOPMAITHIO C aHaJN3UPOBATh MapKETHHTOBYIO “H(OPMAITHUIO C
MCIIOJIb30BaHHEM MapKETUHTOBYIO nHPOPMALHUIO C HCHOJIb30BaHUEM
MH(POPMALUOHHO- MH(OPMALHIO C HCHOJIb30BaHHEM nHPOPMALULOHHO-
KOMMYHHKAIIHOHHBIX UCTIOJIb30BaHHEM WHPOPMAITUOHHO- KOMMYHHKAIIMOHHBIX
TEXHOJIOTHIA WHPOPMAIMOHHO- KOMMYHHKAIIMOHHBIX TEXHOJIOTHH




He Baaneer: KOMMYHUKAIIMOHHBIX TEXHOJIOTHH, HO MHOTAa | Biageer:
HaBBIKOM 00paOOTKH M | TEXHOJOTHH, HO 9aCTO | HCTIBITHIBAET HaBBIKOM 00pa0OTKH M
aHanu3a WCIIBITHIBAET 3aTpyJHEHUS aHaJIn3a
MapKETUHIOBOU 3aTPYyAHEHUS Baaneer: MapKETHHIOBOU
HH()OPMAITHH C B uesom Biageer: HaBBIKOM 00Opa0OTKH 1 | HH(MDOPMAITHH C
UCIIOJIb30BaHUEM HaBBIKOM 00paOOTKU M | aHaIu3a HCIOJIb30BaHUEM
MHPOPMAaILUOHHO- aHanusa MapKeTHHTOBOM nHPOPMALUOHHO-
KOMMYHHKAIIMOHHBIX MapKEeTHHTOBOM nHPOpPMALIUH C KOMMYHHKAIIMOHHBIX
TEXHOJIOTHi uH(pOpMaLIH ¢ HCIOJIb30BaHUEM TEXHOJIOT U

HCIIOJIb30BaHUEM nHPOPMALTUOHHO-

WHPOPMAIIMOHHO- KOMMYHHKAIIMOHHBIX

KOMMYHHMKaLIMOHHBIX TEXHOJIOTHi, HO HHOT' 1A

TEXHOJIOTHi, HO YaCTO | UCHBITHIBAET

WCTIBITHIBAET 3aTpyJHEHHS

3aTpyIHCHUS
He 3naer: B nesiom 3HaeT: 3naer: 3Haer:
KOHIIETIIHIO KOHIEMIIHIO KOHUEMNIUIO KOHUEMNIUIO
(bOpMYIHUPOBKH U (OpMyIHUPOBKHU U (hopMyITHPOBKH U (hopMyIHPOBKH U
000CHOBaHUS 000oCcHOBaHUS 000CHOBaHUS 000CHOBaHUS
MPEAJIOKEHUM 110 MPEAJIOKEHUM 110 NpEeIJIOKEHUH 10 NpEeINIOKEHUH 1O
COBEpLICHCTBOBAHUIO COBEPLICHCTBOBAHUIO COBEpIICHCTBOBaHUIO COBEpIICHCTBOBaHUIO
MapKETUHIOBOU MapKETUHIOBOU MapKETHHIOBOM MapKETHHTOBOM
JeSITeIbHOCTH JeSITebHOCTH, HO JesITeIbHOCTH, HO JESITEITbHOCTH
He ymeer: JI0ITycKaeT rpyobie HHOTJa OTYyCKaeT Ymeer:
dbopmynupoBaTh U ommnoKu OKOKH (hopmMynHupoBaTh U
000CHOBEIBATh B nesnom ymeer: Ymeer: 000CHOBBIBATH
MIPEIOKEHUS 10 (bopMynupoBaTh U (dhopMynHupoBaTh 1 MIPETIOKEHUS 10
COBEPUICHCTBOBAHUIO 000CHOBHIBATH 00OCHOBBIBATH COBEPIICHCTBOBaHUIO
MapKETHHTOBOM IPEIIIOKEHUS IO MIPEUIOKEHHS IO MapKETHHIOBOM
JeSITeIbHOCTH COBEPILEHCTBOBAHUIO COBEPLICHCTBOBAHUIO JESITeIbHOCTH
He Baaneer: MAapKETUHTOBOM MapKETUHTOBOM Baapeer:
HaBBIKOM JeSITebHOCTH, HO JesITeIbHOCTH, HO HaBBIKOM
(bopMyIUPOBKHU U 4acTO UCTIBITHIBAET WHOTI'ZIA HCIIBITHIBAET (hopMyITMPOBKH U
000CHOBaHUS 3aTpyJHEHUS 3aTpyJHEHUS 000CHOBaHUS
MPEIOKEHUN 110 B uesom Biajgeer: Baaneer: IIPEIIOKEHUN 110
COBEPILIECHCTBOBAHUIO HaBBIKOM HaBBIKOM COBEPILICHCTBOBAHUIO
MapKETHHTOBOM (bOpMyIUPOBKHU U (hOpMyITMPOBKH U MapKETHHIOBOM
JIeSITeIbHOCTH 000CHOBaHUS 000CHOBaHUS JeSATeNbHOCTH

MPEAJIOKEHUM 110 NpEeJIOKEHUH 1o

COBEPILECHCTBOBAHUIO COBEPILLICHCTBOBAHUIO

MapKETHUHIOBOU MapKETHHIOBOU

JIeSITENIbHOCTH, HO
YacTO UCIBITHIBAET
3aTPyJIHEHHUS

JIeATEIIbHOCTH, HO
HWHOTJA UCIIBITHIBACT
3aTPYyJIHEHUS

Ouyenounvie cpeocmea

3aIlaHl/lﬂ AJIS TEKYIIECI0 KOHTPOJIsA

IIpumep Tecra:

1.Kakoii u3 3THX CIIoco00B aacT HanOoJee MOJIHYIO KapTUHY U3MCPCHUA YIOBJICTBOPCHHOCTHU

KiuenTa?

a) WHTEepakTUBHOE ompockl Ha Web-caliTe

b) TenedonHbII ompoc




C) aHKeTa I10 1OYTe

2.Kakyto napopMaIuo MOKHO TOJIYIUTh O JTF00OM YeoBeKe, 3ameaineM Ha Web-caiT?
@) pervoH MpOXXHUBAHUS KJIMECHTA
b) Bpems, kotopoe nposen Ha Web-caiite
C) mepcoHaNbHBIC TaHHBIC
d) kakue AeHCTBHUS BBITIOJIHSII HA CaliTe

3. Kako# xaHai B3auMOI€eiCTBUS ¢ KJIMEHTOM HanOoJjee MeUIEHHBIN?

a) DJIEKTPOHHAS [MOYTa
b) moura

C) daxkc

d) SMS

e) tenehoHus

f) Web-caiit

4. Kakwue uz CRM-cucrem npuHajIe)KaT THOCTPAHHBIM BEHIOPAM:
a) amoCRM
6) Oracle Siebel CRM
B) Sales Expert
r) SugarCRM
) ASoft CRM
e) Monitor CRM

5. UYro gBusercs neapro CRM?

a) MOCTPOEHHE JAOJITOCPOUYHBIX JTOBEPUTEILHBIX OTHOIICHHUH C MTOCTABIIUKAMHE

b) mocrpoeHue TOATOCPOUHBIX HJOBEPUTEIBHBIX OTHOIICHUH C MOTECHIIMAIbHBIMH
KIIMEHTaMHU

C) MOCTPOEHHUE JOATOCPOUHBIX JOBEPUTEIBHBIX OTHOIICHUH C KIIMEHTaAMHU

6. Uro sBRsieTcs TOMYKOM st BHeApeHus: cucteMbl CRM:

a) yBenuueHHe 0OBEMOB ITPOU3BOICTBA
b) yBenuueHHe KOHKYpEHIUH
C) OCBOCHHE HOBBIX PHIHKOB COBITA

7. Kakue ocHOBHbIC 1lenH BHeApeHus ctpateru CRM npu Kpu3UCHOM clieHapuu?
a) peanH3alys yCJIOBHil, HalaraeéMbIX PyKOBOJCTBOM
b) cucremaTu3anys ASSTENFHOCTH COTPYIHUKOB
C) KOHTpPOJIb 3P (HEKTHBHOCTH
d) xoHTpoIb 3a uHMOpMAaIHEit

8. Kakue starnbsl MapkeTHHTOBOTO ITUKJIa aBToMaTu3upyer CRM-cucrema?

a) ompeeicHUE [EIEeBON ayINTOPUN

b) ompenenenne MapKkeTHHIOBO# KaMITaHUH
C) aHaJ M3 Pe3y/IbTaTOB

d) mIaHMpoBaHHE MAPKETHHTOBOM KaMITaHUH
€) TOHCK ITOJX0/I0B



9. Otnuune CRM-cucTeMbl OT MEPBBIX CUCTEM aBTOMATH3AIUU MPOIAXK?

a) BO3MOXKHOCTH aHAJIHM3a U MPOrHO3MPOBAHMS IIPOIaK
b) dopmuposanue 6a3bl 10 KJIKMEHTAM
C) HakoIuleHHe HH(OPMALIUH IO POIaKaM C KIIMCHTOM

10. Ckonpko CRM-cucreM MOXKET UCIIOIB30BATHC B OJJHOM KOMIIAHUHN?

a) 110 KOJIMYECTBY THUIIOB B3aUMOJICHCTBHS C KJIMEHTOM
b) Toneko omgHa
C) He OOJIBIIC ABYX

Onenka GopMHPYETCS CIETYIOMUM 00pa3oM:
- OIleHKA «OTINYHOY» - 85-100% mpaBUIBLHBIX OTBETOB;
- oleHKa «xopo1io» - 70-84% mpaBUIBHBIX OTBETOB;
- OLIGHKA «yJOBJIETBOpUTEIHHOY - 40-69% mpaBUIbHBIX OTBETOB;
— OLICHKA «HEYJIOBJIETBOPUTEIBHO» - MeHee 39% MpaBUIIbHBIX OTBETOB.

IIpumep npoekTa (rpynnoBoi NpoeKT):

Komanna (4-5 denoBek) BHIOMpaeT KOMIIAHUIO, IPOBOAUT aHAJIHM3 U JIENIACT MPE3CHTAIHIO 110
YBEJIMUYEHUIO IEHHOCTU KIueHTcKoM 6a3bl o moaenu ACURA.

3a BBINMOJHEHUE 33/IaHUsI BBICTABIIAIOTCS cienytomue oneHku (Cymma = 100 6amioB):

1. Onpenenenne CETMEHTOB M aHAIN3 UX XapaKTEPUCTHK. BpIOOp 2-4 cerMeHTOB ¢ HANOOIBIIUM
MOTEHITMAIIOM MPUOBLIN B JOJTOCPOUYHOM Tepuoie. (20 6ayion)

2. Onpenenenue 6azoBoii crparerun ACURA — ompenenenue ctpaTeruil CErMEHTOB, T 3TO
BO3MOXHO (15 GanmnoB)

3. Bwibop mnoaxomsmux ctparternii ACURA gans kaxaoro w3 CErMEHTOB U OllEHKa
(mpubaM3UTENbHAS) MOKa3aTeNel NpuobUIbHOCTH (20 6aoB)

4. OueHka KJIIOYEBBIX MOKa3zaTele i1 KaXJ0ro CerMeHTa M OOLIMM MOTeHIMal NPUObLIH
(Heo6xonum nmoapoOHBIi ananusz) (25 6amioB)

5. PexomeHanuu ¥ 1uiaH JeWCTBUMN, BKIIOYAIOIININ ONpe/ieleHne KIYEeBbIX (PAKTOPOB ycrexa
npu BHenpeHnn CRM, moTpeOHOCTH B MHBECTUIMSIX M CTPATETUIO BHYTPEHHETO MPOABIKEHHS
(20 GammoB).

OreHka 3a MpoeKT GOPMUPYETCS CIIETYIOLUM 00pa3oM:
- OLIEHKa «OTJIMYHOY» - 76 - 100 Oamos;

- OIIEHKa «Xopoiio» - 51-75 6anos;

- OIICHKA «YJOBJIETBOPUTEIBHOY - 26 - 50 6amnos;

- OIICHKA HEYIOBIETBOpUTEIbHO» - O - 25 Gamos.



IIpomMeskyTOUHASI aTTECTAIIUS

IIpuMepHbIe BONIPOCHI K 3a4€TY:

0 N N L kAW N~

Ne)

10
11
12

13.
14.
15.
16.
17.
18.
19.
20.
21.
22.

. LleHHOCTB, NOTyYaeMasi KOMIIaHHUEH.
. lLleHHOCTD, MTOTy4aeMasi KIIMEHTOM.

. [Ipo6Gnemartuka mocTpoeHust OTHOLICHHH ¢ KITUEHTOM.
. OpueHTanust KOMIaHUY Ha KJIMEHTA.

. llonxoxas! k onpeaenernnto CRM.
. Ponms CRM B koMmannu 1 nnipumenenrne CRM B paznuuHbIX chepax 3KOHOMHKH
. [Iponiecc pa3pabOTKM CTpaTEruu: OCHOBHBIE JTAIIbI.
. Pazpabortka crparerun CRM.
. Bapuants! ctparernit CRM B koMnaHuu.

. IIpouecc co3nanre HIEHHOCTH B KOMITAHHH.

. [Togxons! k onpenenenuo (OIEHKE) IICHHOCTH.
. DopMHUpOBaHKE IICHHOCTHOTO MPEIJIOKCHUS.

My.HI)TI/IKaHaJII)Haﬂ CTpaTerus.

pe3yJIbTaThl AESITEIbHOCTH.

23

. Ponp xiIMeHTCKON cTpaTeruy.

Kanane! B3auMoercTBUS C KIIMEHTaAMU.
Crpareruu ynpapiieHUs KaHAJTaMU B3aMOICHCTBHSI.

Texuuueckue 6aprepsl Ha mytTn CRM.
[Tpunoxenus mis front-office u back-office moapasnenenui.
HNucTtpymenTapuii ananutuyeckoro u oneparusHoro CRM.
OLeHKa CUCTEMBI YIIPaBJI€HUS! OTHOLIEHUSAMHU C KIIMEHTAMM.
YPpOBHM W WHCTPYMEHTBI OLIEHKH: KJIWEHTBI, COTPYAHUKHU M IPOLECCHI,

23. Cuctema cOamaHCHPOBAHHBIX MTOKA3aTENICH.

Ananus HpI/I6I)IJIBHOCTI/I 1 IOXKW3HEHHOM CTOMMOCTH KJIMCHTA.

Posib mHGOPMALIMOHHBIX TEXHOJIOTHUI U YIIPaBJICHUS HH(POpMAITUEH.

cTparerus,

24. Buenpenne CRM B KOMIIaHUU: OCHOBHBIE OPUEHTHUPHI U CJI0KHOCTH.

Kpurepun oneHKy nNpu NpoBeeHUH NPOMEKYTOYHOM aTTeCTANMHA

4-paJuIbHAA HIKAJIA JByx- Iloxa3arenn Kpurepun
(3K3aMeH, 3a4eT C 0ajuIbHas
OLIEHKOM) mKajga
(3auer)
OtnuuHO 1. IMonHoTa rI1y0OKO€ 3HaHUE TEOPETUYECKOM
OTBETOB Ha YacTH TEMbI, YMECHHEC
BOTIPOCHL 1 MPOWJLTIOCTPUPOBATH U3JI0KEHHOE
BBITOTHCHIA pUMEpaMH, MOJHBIN OTBET HA
3a/aHuA. BOIPOCHI
. ApryMeHTHpOB
Xoporo 3a4TEHO AHHOCTE rI1y0OKOe 3HaHHE TEOPETUUECKUX
BBIBOJIOB. BOIIPOCOB, OTBETHI HA BOMPOCHI
 Vmene IpenojaBaTesis, HO JOMYIIEHbI
NepeBecTH HE3HAYUTEJIbHbIE OIMOKH
Y 10BNIETBOPUTENHHO TeopeTHyeckue | 3HAHUE CTPYKTYPBHI OCHOBHOTO
3HAHHUS B y4eOHO-TIPOrPaMMHOI'0 MaTepUaa,




Heynosnersopurensno | He
3aYTEHO

MNpaKTUYICCKYIO
IIJIOCKOCTD.

OCHOBHBIX II0JIOXKEHUHN TEOPUU IIPU
HaJIMYMH CYHIECTBEHHBIX ITPOOEIIOB B
JeTaJSIX, 3aTPYAHECHUS TIPU
IIPAKTUYECKOM IIPUMEHEHUU TEOPHH,
CYLIECTBEHHbIE OLIMOKHU IIPU OTBETAX
Ha BOIIPOCHI PENOAAaBATENS

CYIIECTBEHHBIE MPOOEIBI B 3HAHUSX
OCHOBHBIX MOJIOXKEHUH TEOpUH, HE
BJIaJICHUE TEPMHUHOJIOTHEN,
OCHOBHBIMH METO/INKAMHU, HE
CIOCOOHOCTH (POPMYIIMPOBATH CBOU
MBICITH, IPUMEHSATH Ha MIPAKTUKE
TEOPETUYECKHE TOJIOKEHHS, OTBEYATh
Ha BOIIPOCHI MTPENOJaBaTEINs

Pazpabotuuk (n): TonkaueB Annpeit HukonaeBud, KaHIuIaT IOPUANIECKUX HAYK, IOLICHT
kadenpsl MmeHemKMeHTa 1 MapkeTuara AHO BO «MHcTuTyT Ou3Heca u 1u3aiiHay.

@®OC s mpoBeAeHHs MPOMEXKYTOYHOW arTecTalMu OJ00peH Ha 3aceJaHuu  Kadeapbl
MeHeDKMeHTa 1 MapketuHra (mporokoi Ne 10 ot 22.06.2023 1.).




