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1. IEJb 1 3AJJAYA TUCHUTILINHBI

[eab: KOMIUIEKCHOE HM3y4eHHE HWH(DOPMAIMOHHBIX  TEXHOJOTHH UM CHCTEM,
o0ecreunBarOIMX  pealu3alui0  KOHIENIUHA W 0a30BBIX  IOAXOJOB  YIpaBJICHUS
B3aUMOOTHOIIECHUSMA C KJIUEHTAMHW M TOJACPKKY TPHUHATHA PEIICHHH B peatu3anuu
MapKETUHTOBOH JIESITEIIbHOCTH.

3agaun:

- H3y4YEHUE TEOPETUYECKOr0 MaTepuaia, OCHOBHOE COJEpPXKAaHUE KOTOPOTO BKIIIOYAET
pacCMOTpEHHE TIpolecca YIPABJICHHWS B3aUMOOTHOLIEHUSMH C KIMEHTaMH Kak
CTpaTerud OPTaHW3AIMH, POJIb U MECTO HH(POPMAIMOHHBIX PECYpCOB U CHCTEM B
AKOHOMUYECKOHN JIeATEeTLHOCTH, TeHACHIIMN U ocobenHocTn CRM-cucTtem u perieHuii B
peanu3alnui MApKETHHTOBOM JESITEIbHOCTH;

- OCBOCHHE TIPAKTUYECKOM dYacTH Kypca B (OpME KOMIBIOTEPHBIX MPAKTUKYMOB,
HAa3HAYEHUEM KOTOpBIX sBisieTcs OOyueHHE CTYACHTOB HaBbIKaM pabOTBl C
nH(pOpMaMOHHBIME cucTeMamu kiacca CRM.

2. MECTO JUCIMIIJIMHBI B CTPYKTYPE OIIOII

2.1. MecTo TUCHUILIMHBI B y4e0OHOM ILJIaHe:

Baok: brok 1. lucuuninussl (MOLyn).

Yacrs: Yactb, popmupyemast yaacTHUKaMH 00pa30BaTEIbHBIX OTHOLICHHIA, JIEKTUBHbBIC
JICITUTUTAHBI

OcBauBaeTtcsi: 5 cemecTp.

3. KOMIETEHIIMHA, ®OPMUPYEMBIE B PE3VJIbTATE OCBOEHMS
TV CHMUILIAHBI

MK-1 — cmocoben OCYHICCTBJIATH MOATOTOBKY U IMPOBCACHNUEC MAPKCTUHI'OBBIX HCCHeﬂOBaHHﬁ, B

TOM 4YHUCJIC C UCITIOJIb30BAHHUEM I/IHq)OpMaI_II/IOHHO'KOMMYHI/IKaHI/IOHHHX TEXHOJIOTHIA;

4. PE3YJIBTATBI OCBOEHUSA JUCHUIIJIMHBI OBYYAIOHIUMCSA

Koa n HaumenoBanmue HNupukatopsl Pe3yabTaThl 00yuenus

KOMIIeTeHIINN JAOCTHKEHHSI

KOMIIeTeHIINH

IIK-1 MK-1.2. O6padareiBaer 1 | 3HAaeT: OCHOBHBIEC IPUHIIHITBI 00PaOOTKH H
Crniocoben aHAIM3UPYET aHaJIM3a MapKeTHHIOBOM HH(OpMAanny C
OCYILECTBIISTD MapKETUHTOBYIO HCHOJIb30BaHHEM MH(OPMAIIMOHHO-
MOJITOTOBKY U WHPOPMAITHIO C KOMMYHHKAIIMOHHBIX TEXHOJIOTHIA
HpOBEICHHE HCTIOJIb30BaHNEM YmMmeet: 00pabaThIBaTh U aHAITH3UPOBATh
MapKETHHIOBBIX MH(POPMAIIMIOHHO- MapKETUHTOBYIO HH(OPMALIUIO C
UCCIIEIOBAaHUM, B TOM | KOMMYHHUKAIIHOHHBIX HCHOJIb30BaHHEM MH(OPMAIIMOHHO-
qHCIIe ¢ TEXHOJIOTHIA KOMMYHHKAIIMOHHBIX TEXHOJIOTHIA
UCIIOJIb30BaHHEM Baaneer: criocoOHOCTBIO 0OpabaThIBaTh U
MH(POPMALUOHHO- aHaJIM3UPOBATH MAPKETUHTOBYIO HH(POPMALIHIO C
KOMMYHHKAIIHOHHBIX MCTOJIb30BaHNeM MH(OpMaIIMOHHO-




TEXHOJIOTUN

KOMMYHUKAIITUOHHBIX TEXHOJIOTHI

MK-1.3. Uccnenyer u
aHaAITN3UPyeT
MapKETUHTOBYIO
EeSITENHHOCTD
OpraHu3aIlvH,
paspabaThIBacT U
000CHOBEIBAET
MPEIIOKCHHS T10 €
COBEPIIICHCTBOBAHUIO

3HaeT: METOJOJOTHIO IPOBEACHUS HCCIEIOBAHUIN
¥ aHaJIM3a MapKETHHTOBOU JAEATEIBHOCTH
OpraHU3alNH, Pa3paboTKh 1 000CHOBAHUS
NPEAJIOKEHUH 10 €€ COBEPIIICHCTBOBAHUIO
YMeert: uccnenoBaTh U aHATU3UPOBATH
MapKETHHTOBYIO JeSTEIFHOCTh OPTaHN3allNH,
pa3pabaTeiBaTh 1 00OCHOBBIBATH MPEIOKCHUS
10 €€ COBEPIICHCTBOBAHUIO

Buajeet: HaBBIKOM NMPOBEICHUS UCCIEAOBAHUN U
aHaj M3a MapKETHHTOBON ACATSIIBHOCTH
OpraHM3aIliy, ClIOCOOCH pa3pabaThiBaTh U
000CHOBBIBATH MPEIIOKEHHUS TIO €€
COBEPIICHCTBOBAHHIO

5. ObBEM JUCHUIIINHBI U PACITPEJEJIEHUE BU1OB
YYEBHOMU PABOTHBI I1IO CEMECTPAM

OO0mast TpyA0€MKOCTh JAUCIHUIUIMHBI «YTIPABICHHE B3aUMOOTHOIICHUSMH C KIHMEHTaAMH)»
JUIsL CTYIEHTOB Bcex ¢opm oOyuenus, peanuszyembix B AHO BO «Uucturyr Ousneca u
IW3aiiHa» Mo HampapieHuo moaroroBku 38.03.02 MeHEKMEHT COCTaBIsAeT: 3 3adeTHBIC

enuauisl (108 yacos).

Bun yuebnoit pabotsl

Bcero uncino yacoB u (nim)
3a4YETHBIX CIIUHUII
(o dopmam oOyueHus)

Ounas
AyAUTOpPHBIE 3aHATHS o4
6 mom uucne:
Jlexmun 18
[TpakTHdeckue 3aHsATHS 36
JlaGopatopHble paboThI -
CamocrosiTeibHas padora 54

6 mom qucie.

yacel Ha BeInmotHeHne KP / K11

HpOMe)KyTO'-IHaﬂ aTrecranus:

Bun

3auet — 5 cemecTp

TpynoeMkocTs (4ac.)

OO0masi Tpy10eMKOCTb 3.¢. / 4acoB

3 3.e./ 108 4gac.




6. CTPYKTYPA U COAEPKAHUE JUCHUIIJINHBI

KounyecTBO 4acos (1mo
TeMmbl AUCHUIIINHBI
dhopmam 06yueHus)
Qunas
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1 | Teopernueckne OCHOBBI IIOCTPOCHHUS OTHOLICHHH C 3 10

KJIIMEHTaMHU
2 | Ipouecc pa3pabOTKH CTPATETUH YIIPABICHUS OTHOILICHUSIMH 4 9 11
C KJIMEHTaMH

3 | IIporecc co3manust IICHHOCTH 4 9 - 11

4 | Ilpouecc MHOTOKaHAJIBHOTO B3aUMOICHCTBHS 4 9 - 11

5 | IIpakTrueckoe BHeapenne CRM B kommaHuu 3 9 - 11

Wroro (vacos) | 18 36 - 54

dopma KOHTPOJIS: 3auem -

Bcero no qucnuinjinge: 108 /3 3.e.

COJAEPKAHUE TEM JUCIUIIJIMHBI

Tema 1. Teopemuueckue 0CHO6bI NOCMPOECHUA OMHOWIEHUIL C KTUESHMAMU

[IpobGnematuka TMOCTPOEHUS] OTHOIIEHUN C KiaMeHTOM. OCHOBHbIE L€M U 3aJauu
KOMITaHUK. MHOroo0pasue TpPaKTOBOK, COOTHOLICHHE CTPAaTerMYeCKUX U ONEepaldOHHBIX
KOMIOHEHT. Pa3Butue uznei opuentanuu Ha kiumeHTa: oT CRM k CMR u Customer Respect
Management.

Tema 2. Ilpoyecc paspabomku cmpamezuu ynpagieHus OMHOWEHUAMU C KTUEHMamu

[Ipenpicropusi CRM — skOHOMHUYECKHE U TEXHOJIOTMUYECKHE Mpeanochbulku. Tpu srtama
pazsutusa koHuenuuu CRM. Onpenenenns CRM. Pons CRM B komnanun. [Ipumenenne CRM B
pasnuuHbIX cdepax SKOHOMHKM (Ha NpUMeEpe TeleKoMa, OaHKOB, PO3HUIIBI). IBOJIOLUS
koHuennuu CRM. Knroueble nponeccs! B pamkax CRM.

Tema 3. Ilpouyecc cozoanun yennocmu

[Ipupona nmortpedutensckoit neHHoctd. Co3maHue HeHHOCcTH i kiueHTa. Co3maHue
LEHHOCTHU JUIsl OpraHu3anuy. Makcumu3alnus IMO0KU3HEHHOW CTOMMOCTH KIIMEHTa (customer
lifetime value). [TousiTre neHHOCTHOTO TipeIokeHus (vValue proposition).

Tema 4. Ilpouyecc MHOZOKAHATbLHO20 83AUMOOCICMBUA

OMHuKaHaNbHBIM NOAXOA. MHOrOKaHalbHas HWHTETpalus C KIMEHTOM. BapuaHTbI
UCIIONIb30BaHUsl  KaHaloB  B3auMojeWctBus (channel options). DOkoHoMHMKa KaHalOB
B3auMmozeiicTBus. OnpeneneHue NPUOPUTETOB B3auMoAecTBHs. OMHHMKaHAJIBHBIN MOAXOA K
paboTe ¢ KIIMEHTaMH.

Tema 5. Ilpaxmuueckoe enedpenue CRM 6 komnanuu
KitoueBbie anemenTsl B npouecce BHeapeHuss CRM. Vposuu CRM B xommanum: ot
CTpaTeruu K OM3Hec-mpoleccaM U pyTHHaM. YTIpaBieHHe u3MeHeHusIMU. PazpaboTka crpareruu



nponax Ha ocHoBe CRM. Ilepconanuzarus npogax u oocmyxkuBanus. Co3qaHue U yrpaBieHUE
nporpaMMaMi JIOSUIBHOCTH U TIOJJIEPKKH KIUEHTOB. lIporpammel aiss  mpHOOpeTeHUs u
yaepxanus knueHToB. [Iporpamma ACURA.

7. IPUMEPHASA TEMATHUKA KYPCOBBIX PABOT
KypcoBast paboTa He nmpeaycMoTpeHa
8. ®OHJI OHEHOYHbBIX CPEJICTB IO JUCHUIIJIMHE: Tlpunoxenue 1.

9. VYEBHO-METOJINYECKOE U HTHOOPMALIMOHHOE OBECITEYEHUE
JTACHATLTAHDI:

9.1. Pexomenayemas JuTeparypa:

1. Jléskuna (Bwuierxanmna), A. O. CRM-cucrempr : yuyebHoe mocobue /
A. O. JIéBkuna (Beimerxanuna). — Mocksa ; bepnun : dupexr-Meaua, 2016. — 101 c.
Pexxum noctyma: https://biblioclub.ru/index.php?page=book_red&id=450112

2. CksoproBa, H. A. MapkeTuHroBasi JIeATeIbHOCTh MPEANPUATHS, KaK COBPEMEHHAs cepa
ousHeca : yueOHoe nocodue / H. A. CkBoproBa. — Mocksa ; bepnun : lupexr-Menua, 2015.
-325c¢.

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

3. Kypb0ecos, A. B. Kopnoparusssie nH()OpMaLIMOHHBIE CUCTEMBI : yuebHoe mocodue : [16+] /
A. B. Kyp6ecoB. — PocroB-Ha-/lony : W3nmarenbcko-monurpadudeckuii komiuiekc PI'OY
(PUHX), 2018. — 122 c.

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

4. Kob6enes, O. A. DnexTpoHHas koMmMepius : yaueOHoe nmocodue / O. A. KobGenes ; mox pen. C.
B. IMuporosa. — 5-e u3xa., crep. — Mocksa : [lamxkos u K°, 2020. — 684 c.
Pexxum noctyma: https://biblioclub.ru/index.php?page=book_red&id=621649

5. Huxwuraena, A. 1O. KopnopaTtuBHble nH(OpMaLMOHHBIE CUCTEMBI : ydeOHoe nocodue : [16+]
/" A.YO. HukuraeBa, O. A.Yepnoa, 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. TlepeuyeHb WH(POPMANMOHHBLIX TEXHOJOTHH, HCHOJb3YeMbIX NPH OCYIIECTBJIEHUH
o0pa3oBaTe/IbHOIO MpoLecca MO JUCHMILIMHE (MOAYJIK), BKJIYas IepeveHb
JIMIEH3UOHHOTO ¥ CBOOOHO PACIPOCTPAHSIEMOI0 IPOrPAMMHOI0 o0ecreyeHusl.

IIpu ocymiecTBiaeHHH 00pa30BaTEIBHOrO IMpollecca MO JaHHOM  y4eOHON AMCLMILIMHE
IIPEII0JIaraeTcsl UCIOJIb30BaHuE:!
JInnensnonHoe W CcBOOOJHO  pacHpocTpaHsieMOe  NPOrpaMMHOe
olecrieyeHue, B TOM YHCJIe 0TE4eCTBEHHOI0 IPOU3BOACTBA:

1. Windows 10 Pro Professional (lorosop: Tr000391618, Jluuensus: V8732726);

2. Microsoft Office Professional Plus 2019 (/lorosop: Tr000391618, JlumeH3us:

V8732726),

3. Bpaysep Google Chrome;

4. Bpayzep Yandex;

5. Adobe Reader - nporpamma st mpocMOTpa, MeYaTd ¥ KOMMEHTHPOBAHHUS TOKYMEHTOB

B ¢popmare PDF



90.3. IlepeyeHb coBpeMeHHBIX MNPOPEeCCHOHAIBLHBIX 0a3 JaHHBIX, HH(OPMALMOHHBIX
CIPABOYHBIX CHCTEM U PecypcoB HMH(OPMALMOHHO-TEJIEKOMMYHUKAIIMOHHOH CeTH
«HTepHeT»

1. https://biblioclub.ru/- yausepcurerckas 6ubnuoreunas cucrema online bubmuokiny6.py

2. http://window.edu.ru/ - exuHoe OKHO 10CTYyIa K 00pa30BaTeIbHBIM pecypcam

3. https://uisrussia.msu.ru/ - 6a3bl JaHHBIX U AHATUTHYECKUX ITyOJIMKAIMA YHUBEPCUTETCKON
UH(POPMALIMOHHOM cucteMbl Poccus

4. https://wwwe.elibrary.ru/ - snekrponHHo-6ubmmoreunas cucrema eLIBRARY.RU,
KpynHeiimas B Poccun snekTpoHHast OMOIMOTeKa HayYHBIX MTyOIMKaui

5. http://www.consultant.ru/ - ciipaBounast npaBoBast cuctema Koncynsrantliroc

6. https://gufo.me/ - cipaBounas 6a3a sHIMKIONE AU 1 cioBapeii Gufo.me

7. https://slovaronline.com - mouckoBas cHcTeMa IO BCEM JOCTYIHBIM CJIOBapsiM H
SHIUKIIOTICTHSIM

8. https://www.tandfonline.com/ - kosekuus xypHanoB Taylor&Francis Group Bkitoyaer B
ce0sl OKOJIO JIBYX THICSIY >KYpHAJIOB U Ooiiee 4,5 MIIH. CTaTeil MO Pa3jIM4HBIM 00JIACTIM

3HAHU
9. http://fcior.edu.ru/ - denepanbHbIA HEHTP HHPOPMAITMOHHO-00PA30BATEIBHBIX PECYPCOB
10. http://bibliorossica.com/ -  DneKTpoHHO-OMONMOTEYHAsT ~ CHCTEMa,  COAepIKariast

IIOJTHOTEKCTOBBIE YIEOHHUKH, YIeOHbIE TOCOOHSI, MOHOTPAGHH U KYPHAJIBI B 3JIEKTPOHHOM
Bujie. 5100 u3gaHuil OTKPHITOro 10CTyIA

11. http://www.marketologi.ru/ - Cait I'mibausi MapKeTOJIOTrOB, COJACPI)KAIIUN CCBHUIKH Ha
HAYYHYIO U Y4eOHYIO JTUTEPATYpPY, MOJTHOTEKCTOBBIC CTAThbU WICHOB [ MIIbJIMH U OTYETHI O
pasBUTHU MapKeTHHTa B Poccun

12. http://www.marketing.spb.ru/ - CoOopHuk cTareii 1O MapKETHHTY, pa3JIUYHbIC
HarpaBJIeHUS

13. http://www.4p.ru/ - DIeKTPOHHBI KypHAJT 10 MAPKETHHTY

14. http://www.md-marketing.ru/ - MapopmanoHHbli TOpTal 0 MapKETHHTES

15. http://www.akarussia.ru/ - Accoruanus KommyHukamnonHbix AreHTcTB Poccuu

16. http://www.raso.ru/ - Poccuiickast Accoryarus mo CBsA3sIM ¢ 00IIECTBEHHOCTHIO

17. http://www.ramu.ru/ - Poccuiickast Accoruarist MapKeTHHTOBBIX Y CIIyT

18. http://www.sostav.ru/ - udopMaIimoHHbIi TOpTAT 0 peKIaMme

19. http://www.advertology.ru/ - DIekTpoHHBI KypHAT O peKIame

20. www.glossary.ru; http://dic.academic.ru - I'moccapuu u cioBapu

21. www.krugosvet.ru - Dunuknonenust «kKpyrocser»

10. MATEPUAJIBHO-TEXHUHYECKOE OBECIIEYHEHUE JUCOUIIJINHbI
Kaouner Ne 423- yueonoe nomemenue Ne 1-58 17151 npoBeaenusi yueOHbIX 3aHATHIA.

YuebHoe momenieHrne 000py1I0BaHO HAa0OPOM JIEMOHCTPAIIMOHHOTO O0OpY/IOBaHHS U HAOOpPOM
yueOHO-HArMAIHBIX MOCOOMH B HHU(PPOBOM BHIE, OOCCIEUUBAIONUX TEMATHYECKHE
WJLTIOCTPAIINH, COOTBETCTBYIOIINE pabodell mporpaMMe JTUCIHATIITHHBL.

Y4yeOHOe MoMelIeHHe OCHAIIeHO 000pYyA0BaHMEM M TEXHMYECKMMM CPeACTBAMM 00y4eHus !
1. crarmonapHsIif mMpokohopMaTHbIi MynsTHMeHa-IpoexTop Epson EB-X41,
2. IPOEKIIMOHHBII dKpaH;
3. 1ocka MapkepHas yueOHas;
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http://www.krugosvet.ru/

4, cromel - 15 mt.;

5. cTynbsi — /1 mir.;

6. akycTHueckas cucrema,

7. OJIOK yIpaBJICHHSI MPOCKITMOHHBIM 000pYyI0BaHHUEM;

8. mepcoHaNbHbIM KOMIBIOTEP IpenojaBaTess (¢ TEXHUYECKUMHU XapaKTepUCTUKAMU HE HMKE
Intel Core i5-2100) - 1 .

Komnbrotep nonkmoueH k cetu «MHTepHEeT», ¢ obecrnedeHneM JOCTyla B 3JIEKTPOHHYIO
nHpopMannoHHO-00pa3oBarenbHyo cpeny AHO BO «MucTuTyT OM3HECa U 1u3aiiHay.

Kaouner Ne 402- nomemenue Ne |-11, nyis camocTosiTe 1bHOI padoThI.

IMoMelneHne ocHaIeHO 000PYI0BAHHEM U TEXHUYECKUMU CPeICTBAMU 00yYeHH:

. CTallMOHAPHBIA MUPOKOPOPMATHBIN MyJIbTUMeAUa-TIpoekTop Epson EB-X41,

. IPOCKLIUOHHBINA DKPaH;

. IOCKa MapKepHas yueOHasi;

. CTOabI — 14 1miT.;

. CTyJIbs —28 1mT.;

. AKyCTUYECKask CUCTEMA;

. OJIOK yTpaBJIeHHsI MPOECKIIMOHHBIM 000PYyI0BaHHEM;

. IEPCOHAIBHBIN KOMITBIOTEP MPETNoIaBaTelis (¢ TEXHUYSCKUMHU XapaKTePUCTUKAMU HE HUXKE
Intel Core i5-2100) - 1 .

9. mepcoHaNbHbIE KOMIIBIOTEPHI - 26 1mIT.

Bce kommnbroTepsl moikiItoueHsb! K cetu «MHTepHeT», ¢ o0ecredeHneM JoCTymna B
ANEKTPOHHYI0 HH(DOpMAIMOHHO-00pa3oBaTenbHyio cpeny AHO BO «MucTuTyT OM3HECa U
IU3alHaY.

coONO TP~ WN B

11. METOAUYECKHUE PEKOMEHJALIUU U1 OBYUYAIOLIIUXCA
11O OCBOEHUMIO JTUCHUITJIMHBI

[TponyKTUBHOCTH  YCBOEHHS Y4eOHOro Marepuajga BO MHOTOM  ONpeAessercs
WHTEHCHUBHOCTBIO U Kau€CTBOM CaMOCTOSITEILHOM paboThl cryaeHTa. CaMocTosiTeNbHas paboTa
npeanonaraetT  (GpOpMHUpPOBaHUE KYJIbTYpPbl YMCTBEHHOIO TpyJa, CaMOCTOSTENIBHOCTH U
VMHUIMATUBBI B IOUCKE U MTPUOOPETEHUH 3HAHUH; 3aKpeIlJIeHHe 3HAaHUM 1 HaBBIKOB, IOJyYEHHBIX
Ha BCeX BMJAX Y4YeOHBIX 3aHATHH; MOATOTOBKY K MPEACTOALIMM 3aHATUSAM, SK3aMEHaM;
BBIMIOJTHEHHE KOHTPOJIBHBIX paboT.

CaMocTosATENBHBI  TpPyJX pa3BUBAaeT TakKWE KadecTBa, KaK OpPraHU30BaHHOCTD,
JUCIUIUIMHUPOBAHHOCTbD, BOJIIO, YIIOPCTBO B JIOCTH>KEHUHU IMOCTABJIEHHON 11€7M, BbIpabaThIBaeT
yYMEHUE aHaJIU3UPOBaTh (PAKTHI U SIBICHUS, YUUT CAMOCTOSTEIbHOMY MBIIUIEHHUIO, YTO MIPUBOJUT
K pa3BUTHIO U CO3JaHMI0 COOCTBEHHOIO MHEHUS, CBOMX B3IVISIOB. YMeEHHE palboTarh
CaMOCTOSITENIbHO HEOOXOJMMO HE€ TOJIBKO Ul YCIIEHIHOI'O YCBOEHHS COJEepXkaHUs ydeOHOM
IIPOrpamMMBl, HO U I JaJbHEHIIEH TBOPYECKON JEATEIBHOCTH.

OCHOBY €aMOCTOATENBbHOM paboThI CTyJeHTa cocTaBiseT paboTa ¢ ydeOHOW M HaydyHOU
mutepatypoil. W3  ombita  paboTel € KHUTOW  (TEKCTOM)  ClEAyeT  ONpeesieHHas
MOCJIEIOBATENbHOCTh  JCWCTBUIM, KOTOpPOM 1enecooOpa3Ho mpuiepxkuBarbes. CHauana
MPOYUTATh BECh TEKCT B ObIcTpoM Temrme. Lleap Takoro yTeHHs 3aKiI0o4aeTcsi B TOM, YTOOBI
co3znath oOmiee mpejacraBieHue o0 H3ydaeMoM (HE 3allOMUHATh, a TOHATH OOLIMHA CMBICIT
MPOYUTAHHOT0). 3aTe€M MPOYUTATh BTOPUYHO, 00JIee MEUIEHHO, YTOObI B XOJI€ UT€HUS MOHAThH U
3alIOMHUTB CMBICIT KQXJI0M (hpa3bl, KaKJ0T0 MOJI0KEHUS U BOIIPOCA B LIEJIOM.

UreHrne NOPUHOCUT TMOJb3y M CTAHOBUTCS MPOJYKTHUBHBIM, KOI/Ia COIPOBOXKIACTCS
3aMucsiMU. DTO MOXKET OBITh COCTABJICHHE IUIaHA MPOYUTAHHOTO TEKCTA, TE3UCHI MIIM BBITUCKH,
KOHCIIEKTUpOBaHue U Ap. BriGop Buaa 3amucu 3aBUCUT OT XapakTepa M3y4aeMoro marepuana u



nenedt pabotel ¢ HUM. Ecnu cozmepikaHue marepuana HECIOXKHOE, JIETKO YCBaUBaeMOE, MOXKHO
OTpaHMUYUTHCS COCTABJIEHUEM IIIaHa. Eciim MaTrepuan coiep:KUT HOBYIO U TPYAHO YCBaWBaeMYHO
UH(POPMALIUIO, 11eJIeCO00Pa3HO €ro 3aKOHCIIEKTHPOBATD.

Pe3ynbTaThl KOHCIIEKTUPOBAHUS MOTYT OBITh IIPECTABIICHBI B Pa3IMYHBIX (hopMax:

- [Inan — 3T0 cxema NPOYMUTAHHOIO MaTepuaia, KpaTkui (WiM moApoOHBIN) IepedyeHb
BOIIPOCOB,  OTPAXAIOUIMX CTPYKTYpy M  IIOCIEIOBATEIBbHOCTh Marepuana. lloapoOHo
COCTAaBJICHHBI! IUIAH BIIOJIHE 3aMEHAET KOHCIICKT.

- KoHCneKT — 3T0 cHCTEeMAaTU3UPOBAaHHOE, JIOTUYHOE H3JI0KEHHE MaTepuala MCTOYHMKA.
Pa3nuyaroTcs yeTslpe TUIIa KOHCIIEKTOB.

- Ill1aH-KOHCIEKT — 5TO pa3sBEPHYTHIN JACTAIN3UPOBAHHBIN IIJIaH, B KOTOPOM J0CTaTO4YHO
HOPOOHBIE 3aIIUCH ITPUBOASTCA IO TEM ITYHKTaM IJIaHa, KOTOPbIE HYKAAIOTCS B IIOSCHEHUH.

- TekcTyalbHbIl KOHCIEKT — 3TO BOCIPOW3BEJCHHE HanOoJice BAXKHBIX IMOJOKEHHNA U
(akTOB HCTOYHHUKA.

- CBOOOAHBIIl KOHCIIEKT — 3TO YETKO M KpPaTKO COPMYIHPOBAHHBIC (M3JIOKECHHBIC)
OCHOBHBIC IIOJIOKEHMsI B pe3yjbTare INIyOOKOrO OCMBICIMBaHUS MaTepuasia. B Hem Mmoryt
NPUCYTCTBOBATh BBIMUCKH, IUTATHI, TE3MCHI, YaCTh MaTepualia MOXET OBbITh NpeACTaBICHA
IUTAHOM.

- TeMaTHu4YecKMii KOHCHEKT — COCTAaBJISAETCS HA OCHOBE M3YYEHHMs DPsia UCTOYHHKOB U
Jaet 6oJiee WM MEHEee UCUEePIBbIBAIOLINN OTBET 110 KAKO-TO cxeMe (BOIpocy).

B 1npouecce wu3ydeHHMs MaTepualla HCTOYHHMKA, COCTABICHUS KOHCIIEKTAa HYKHO
00s13aTeJIbHO IPUMEHSTh pa3IMyHbIe BbIIEIEHUS, I0J3ar0JI0BKHU, CO3/1aBasi OJIOUHYIO CTPYKTYpPY
KOHCIIEKTa. DTO JIeJaeT KOHCIEKT JIETKO BOCIIPHHUMAEMBIM, YIOOHBIM IJIs1 Pa0OTHI.

[TonroroBka K NpaKTUYECKOMY 3aHITHIO BKIIOYAeT 2 JTara:

IlepBbIil 3Tann — OpraHU3alMOHHBIN;

Bropoii starm - 3akperuieHue u yriyOieHne TeOpeTHUECKUX 3HaHU.

Ha mnepBoM »JrTame CTyAEHT IUIaHMPYET CBOK CaMOCTOATENbHYK paboTy, KOTOpas
BKJIIOUYAET:

- YSICHEHUE 3a/1aHKsl Ha CAMOCTOSTENIbHYIO PadoTy;

- I0J100p PEKOMEHI0BaHHOH JIUTEpaTyphl;

- COCTaBJIEHHUE TJIaHa pabOThl, B KOTOPOM OMNPEEIISAIOTCSI OCHOBHBIE IMYHKTHI NMPEACTOSIIEH
MOJTOTOBKH.

CocraBreHue aHa JUCHMUIUIMHUPYET U MOBBIIIAET OPraHU30BaHHOCTD B palboTe.

Bropoil aTan BKIIOYaeT HEMOCPEACTBEHHYIO MOJArOTOBKY CTyJEHTa K 3aHATHIO. HaunHath
HaJ0 C M3y4YEHUs PEKOMEHJO0BaHHOM nuTeparypbl. HeoOXoIMMo NMOMHMTH, YTO Ha JIEKUIUU
O0OBIYHO paccMaTpUBAeTCsl HE BeCh MaTepuall, a TOJbKO ero 4actb. OcCTajlbHas €ro 4acThb
BOCIIOJIHSIETCSI B IIPOLIECCE CAMOCTOSATENIbBHOM paboTel. B cBi3m ¢ 3tuM pabota ¢
PEKOMEH/I0BaHHOM JuTeparypoil obs3arenbHa. Oco0oe BHUMaHHE IPH 3TOM HEOOXOIUMO
0o0paTUTh Ha CO/EpKAHUE OCHOBHBIX MOJIOXKEHUI U BBIBOJOB, OObSCHEHUE SIBICHUI U (aKTOB,
YSCHEHHE IIPAaKTHUECKOTO MPWIOKEHHS PpPacCMaTpPUBAEMBIX TEOPETHUYECKUX BOIPOCOB. B
mpouecce A3TOW paboThl CTYAEHT [JOJIKEH CTPEMUTbCS IIOHATH M 3allOMHUTh OCHOBHBIE
MOJIOKEHUS PacCMaTpUBaeMOro MaTepuaa, IpuMepsl, MOSACHSIOIINE ero, a TaKXKe pa3o0paThes B
WUTIOCTPATUBHOM MaTepHae.

3akaH4YMBaTh IMOJATOTOBKY CII€yeT COCTaBJIEHHMEM IlIaHa (KOHCIEKTa) MO0 H3y4yaeMoMy
MatepHainy (BOIpocy). ITO MO3BOJSIET COCTABUTh KOHLIEHTPUPOBAHHOE, C)KATOE MPEACTaBIECHUE
10 U3y4aeMbIM BOIIPOCAM.

B mporiecce moAroToBKU K 3aHATHIM PEKOMEHAYETCS B3aUMHOE OOCYXKIEHHE MaTepHara,
BO BpeMsl KOTOPOTO 3aKpeIlIsIOTCS 3HAHUS, a TakKe MpuoOpeTaeTcs MpaKkTHKa B M3JIOKEHUH U
pPa3bsACHEHUH MOJYYECHHBIX 3HAaHNM, PA3BUBAETCS PEUb.

[Tpu HEeoOxoauMoOcCTH cieayeT oOpamaTbes 3a KOHCYJIbTallMe K mpernojaaBaTento. s Ha
KOHCYJIbTAIINI0, HEOOX0AUMO XOPOIIO MPOAYMaTh BOIPOCHI, KOTOPHIE TPEOYIOT pa3bsICHEHHUS.

Memoouueckue pekomenoauuu onsn ooyuarowuxca ¢ OB3 u uneanuoos



no oceoenuro 0ucuunﬂunbl

OOyuaronmecss W3 YWCJIAa WHBAIMIOB M JIMI] C OrPAaHUYEHHBIMH BO3MOXKHOCTSIMH
3I0POBbS. HMEIOT BO3MOXXHOCTh U3ydaTh JUCHUIUIMHY [0 HWHAMBHUIYaJbHOMY IUIaHY,
COTJIACOBAHHOMY C IIPEMOJIaBaTENIeM U JEKAHATOM.

OcBoeHME TUCHUIUIMHBI MHBAIWIAMH M JIMIAMH C OTPAaHUYCHHBIMH BO3MOXKHOCTSIMHU
3JI0pOBbsSI OCYIIECTBIISIETCS C HCIIOJIB30BAaHHEM CPEICTB OOYy4eHHUs OOIIEro M CIEHUalbHOTO
Ha3HAYCHMUS.

[Tpu ocBOEHMM TUCHMIUIMHBI MHBATUIAMH U JIMLAMH C OTPAHUYCHHBIMH BO3MOKHOCTSIMU
3MI0pPOBbSl 110 HWHAMBUAYAJIbHOMY IUIaHY TPEANOJNAraloTCs: U3Y4YeHHE JUCHUIUIMHBI C
UCTIOJIb30BaHUEM  HMH(OPMAIIMOHHBIX  CPEACTB;  WHAMBHUIYAIbHbIE  KOHCYJIbTAlMU  C
npenogaBaresieM (pa3bsCHEHHE yuyeOHOro maTepuana W YriyOJeHHOe H3ydeHHEe Mmarepuala),
WH/IMBUyaJIbHASI CAMOCTOSTENIbHAs paboTa.

B mpouecce o0ydyeHusi cTyneHTaM M3 UWCIa WHBAJIMAOB M JIMI[ C OrPaHUYCHHBIMU
BO3MOXHOCTSIMH 370pOBbsl HMH(pOpMaIMs MperocTaBisieTcss B (GopMax, aJanTHPOBAHHBIX K
OTPaHUYEHUSIM UX 3/I0POBbS U BOCIIPUATHUS HHPOPMAINH:

Jnsa auy ¢ napywenusmu 3penHus:

— B Mie4aTHOU (hopme yBeTMUEHHBIM HIpUPTOM,

— B (hopMe IEKTPOHHOTO JIOKYMEHTA (C BO3MOYKHOCTBIO YBEIHUCHUS MIPUPTA).

B ciyyae HeobxonumocTu uHpopmanus MoxkeT ObITh IpecTaBieHa B hopMe aynuodaiina.
Jnsa auy ¢ napywenusmu cayxa:

— B IIeYaTHOM opme,

— B (hopMe 2IIEKTPOHHOTO TOKYMEHTA.
nsa nuy ¢ HapyweHusmMu 0nopHO-08U2aMenIbHO20 annapama.

— B mieyaTHOU hopme,

— B popMe PIEKTPOHHOTO IOKYMEHTA.

JlaHHBII TIepeueHh MOXET OBbITh KOHKPETH3HMpPOBAaH B 3aBUCUMOCTH OT KOHTHHICHTA
oOyJaromuxcs.

WupuBuayanbHble KOHCYJIBTAlMM C TIPENOZaBaTeIeM IPOBOAATCSA IO OTACIBHOMY
paclHCaHuI0, YTBEPKIACHHOMY 3aBeAYIOLUIUM Kadeapoi (B COOTBETCTBHM C WHIMBUAYAIbHBIM
rpadukoM 3aHITHH 00ydarolerocs).

WuauBuyanbHas caMocTosITeNIbHAsE paboTa 00y4arouXcsi MPOBOAUTCS B COOTBETCTBUU
¢ paboueil mporpaMMoil JUCHMILIMHBI U UHAUBUIYaJTIbHBIM rpaUKOM 3aHITHH.

Texkymmii KOHTpONb MO TUCHMIUIMHE OCYIIECTBISIETCS B COOTBETCTBUU C (DOHAOM
OLICHOYHBIX CPEJCTB, B (hopMax amanTHPOBAHHBIX K OTPAHWYCHHSM 3JI0POBBSI M BOCIPHUSATHUS
UHpOpMaLUU 00yJarOIUXCS.
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Pe3ynrvmamul 00yuenusn no oucyuniune

Koa u HaumenoBanmue HNupukatopol Pe3yabTaThl 00yuenus

KOMIIeTeHIIUH JAOCTHKEHHUSI

KOMIIETeHIH

NK-1 IK-1.2. O6pabateiBaeT 1 | 3HAeT: OCHOBHBIE IPUHIIMUITBI 00PaOOTKH U
Cnocoben aHAIM3HPYET aHajM3a MapKETHHTOBON MHMOPMAITIH C
OCYIIECTBIATD MapKETHHTOBYIO UCTIONIb30BaHNEM MH()OPMAITOHHO-
MOJTOTOBKY U WHPOPMALIHIO C KOMMYHHKAIIMOHHBIX TEXHOJIOTHIA
NpOBe/ICHHE WCTIOJIb30BaHHEM Ymeer: 00pabaThIBaTh U aHATM3UPOBATh
MapKETHHTOBBIX nH(pOpMaMOHHO- MapKETHHTOBYIO HH(OPMAITHIO C
UCCIIEIOBAaHUH, B TOM | KOMMYHHUKAIIHOHHBIX HCTOJIb30BaHHEM MH(OPMAIIMOHHO-
qHCIIe C TEXHOJIOTHA KOMMYHHKAIIMOHHBIX TEXHOJIOTHI

HCITOJIb30BaHUEM Baaneet: crrocoOHOCTRIO 00pabaTHIBATh U
MH(POPMAITIOHHO- AHAJIM3UPOBATH MAPKETHHIOBYIO HH(POPMAIIHIO C
KOMMYHHKAIIMOHHBIX HCTOJIb30BaHHEM MH(OPMAIIMOHHO-
TEXHOJIOTHHA KOMMYHHKAIIMOHHBIX TEXHOJIOTHI
IK-1.3. Uccnenyer u 3HaeT: METOIOJIOTHIO TTPOBEACHUS NCCIIEIOBAHUN
aHAIM3UPYET Y aHaIlN3a MApKETHHTOBOH IEATEIBHOCTH
MapKETUHTOBYIO OpraHu3alny, pa3padoTKH U 000CHOBAHUS
JIeSITEeIbHOCTD MIPEITIOKEHHI TT0 €€ COBEPIIEHCTBOBAHUIO
OpraHm3aIlvH, Ymeer: ucciaenoBaTh U aHATU3UPOBATh
paspabaTbiBaeT U MapKETHHTOBYIO IS TEILHOCTh OpraHU3alNH,
000CHOBBIBACT pa3pabaThiBaTh 1 00OCHOBBIBATH MPEIOKECHUS
MIPEIOKEHHS TI0 e TI0 €€ COBEPIIICHCTBOBAHUIO
COBEPILIECHCTBOBAHUIO Baaneer: HaBBIKOM TIPOBEJICHUS HCCIIEIOBAHUN U
aHaJlu3a MapKCTHHFOBOﬁ ACATCIBbHOCTU
OpTraHM3aIlNU, CTIOCOOEH pa3pabaThIBaTh U
000CHOBBIBATH MPEJIOKEHHUS TI0 €€
COBEPILICHCTBOBAHUIO
Iloxkazamenu oyenusanus pe3yibmamos o0yuenus
[IIkana oneHUBaHUS
HEY/IOBICTBOPHTENEHO |  YIOBICTBOPHTEIBHO XOPOIIIO | OTJIIMYHO

ITK-1.2. O6pabaTeiBaeT U aHATH3UPYET MAPKETHHTOBYIO HH)OPMAIIHIO C UCIIOIh30BAHHEM
nHGOPMALMOHHO-KOMMYHHUKAIIMOHHBIX TEXHOJIOTHH

He 3naer:

OCHOBHBIE MTPUHIIHITBI
00paboTKH U aHaIN3a
MapKETUHIOBOU
WHGPOPMAITIH C
HCIIOJIb30BaHUEM
WH(POPMAITMIOHHO-
KOMMYHHMKALIMOHHBIX
TEXHOJIOTUH

He ymeer:
00pabaTheIBaTh U
aHAIM3UPOBATH
MapKETUHTOBYIO
MH(POPMALIHUIO C
MCIIOJIb30BaHHEM
UHPOPMAITUOHHO-
KOMMYHHKALIHOHHBIX
TEXHOJIOTHH

He Baageer:

B nesiom 3Haet:
OCHOBHBI€ MTPHHIIHITBI
00paboTKHU U aHAIH3a
MapKETUHIOBOU
WH(pOPMAITHH C
WCTIOJIb30BaHHEM
WH(POPMAITUOHHO-
KOMMYHHMKaLIHOHHBIX
TEXHOJIOTUM, HO
JIOITYCKaeT rpyobie
omnoOKu

B unesom ymeer:
00pabaTwIBaTh U
aHAJTU3UPOBATH
MapKETUHTOBYIO
HHPOPMAITHIO C
MCIIOJIb30BaHUEM
MH(POPMAaIIMOHHO-
KOMMYHHKAIIHOHHBIX

3HaeT: OCHOBHbBIC
NPUHIMITE 00Pa0OTKH |

3HaeT:
OCHOBHBEIC HpI/IHHI/IHLI

00paboTKHU U aHAIH3a aHaJn3a
MapKETUHIOBOU MapKETHUHTOBOU
UH(pOPMAITHH C nH(pOpMAaIUH C
WCTIOJIb30BaHHEM UCIIO0JIb30BaHHEM
WH(POPMAITMOHHO- rH(OPMaITMOHHO-
KOMMYHHMKaLIHOHHBIX KOMMYHHKaIIMOHHBIX
TEXHOJIOTHH, HO MHOTJIa | TEXHOJIOTH

JIOTTYCKaeT OIMIMOKH YmMmeet: 00pabaThBaTH

YmMmeer: 1 aHaJIM3UPOBAThH
o0pabaTsIBaTh U MapKETHHTOBYIO
aHaAJIM3UPOBATh “H(OPMAITHUIO C
MapKETUHTOBYIO HCHOJIb30BaHUEM
MH(OPMALHIO C nHPOPMALUOHHO-
UCTIOJIb30BaHHEM KOMMYHHKAIIMOHHBIX
MH(POPMAIIMIOHHO- TEXHOJIOTHIA
KOMMYHHKAIIMOHHBIX Baapeer:
TEXHOJIOTHI, HO MHOT/Ia | CITOCOOHOCTHIO




CIOCOOHOCTBIO TEXHOJIOTHIA, HO 4aCTO WCTIBITHIBACT o0pabaThiBaTh U
00pabaThiBaTh 1 UCTIBITHIBACT 3aTpyIHEHHS aHaTM3UPOBATH
aHAJIM3UPOBATH 3aTpyJHCHHUS Bnaneer: MapKETHHTOBYIO
MapKETHHIOBYIO B nesnom Biameer: CIOCOOHOCTBIO nHPOPMALIHUIO C
HH()OPMAITHIO C CITOCOOHOCTBIO 00pabaTwIBaTh U HCTIONH30BaHUEM
HCITOJIb30BaHUEM 00pabaTwIBaTh U aHaJN3UPOBATh nHpOpPMaITHOHHO-
WH(POPMAITUOHHO- aHAIM3UPOBATh MapKETHHIOBYIO KOMMYHHKAIIMOHHBIX
KOMMYHUKAIIMOHHBIX MapKETHHTOBYIO UHGOPMAITHIO C TEXHOJIOTHIA
TEXHOJIOTHI UHPOPMAITHIO C UCTIOJIb30BaHHEM

HCIIOJIb30BaHUEM WH(POPMAITUOHHO-

WH(POPMAITUOHHO- KOMMYHUKAIIMOHHBIX

KOMMYHHKAIIMOHHBIX TEXHOIIOTHiA, HO HHOT/1a

TEXHOJIOT M, HO YacTO UCTIBITHIBACT

UCTIBITHIBACT 3aTpYIHCHHUS

3aTpyAHCHHUSI

[IK-1.3. Uccnenyer n aHAMU3UPYET MapKETHHTOBYIO JIESTEIFHOCTh OPTaHN3aINH, pa3padaTeiBaeT U

000CHOBBIBAET IMMPCAJIOKCHUSA 110 €€ COBCPIHICHCTBOBAHUIO

He 3naer:
METOO0JIOTHIO
MIPOBEICHUS
HUCCIICIOBaHUN U
aHanu3a
MapKETUHIOBOU
JIeSITeIbHOCTH
OpraHu3alluu,
pa3paboTKu u
000CHOBaHHUS
MIPEIIOKEHUH 110 €€
COBEPIIICHCTBOBAHHUIO
He ymeer:
HCCIIEI0BaTh U
aHaJTN3UPOBATh
MapKETHHTOBYIO
JIeSITeJIbBHOCTh
OpTraHU3aIlNH,
pa3pabaTbiBaTh U
000OCHOBBIBATH
MIPETOKEHHUSI TI0 €€
COBEPIIICHCTBOBAHHUIO
He Baageer:
HAaBBIKOM HpOBeHeHI/IH
HUCCIICIOBAaHUN U
aHajau3a
MapKETUHIOBOU
JIeSITeIbHOCTHU

B uesom 3Haert:
METOJIOJIOTHIO
MIPOBEICHHUS
HCCIIEIOBAHUMN U
aHajam3a
MapKETUHIOBOU
JIeATETLHOCTH
OpraHu3allNH,
pa3paboTKu u
000CHOBaHUS
MIPEMIOKEHHH 110 €€
COBEPIICHCTBOBAHUIO,
HO JIOITYCKaeT rpyobie
OIIMOKHU

B nesom ymeer:
HCCIIEeIOBATh U
aHaJTN3UPOBATh
MAapKETUHI'OBYIO
JIeSITEIIbHOCTD
OpraHu3aIlvH,
pa3pabaThiBaTh U
000CHOBBIBATh
MIPEJIOKEHHS TI0 e
COBEPIIICHCTBOBAHHUIO,
HO 4aCTO UCIIBITBIBACT
3aTpyTHEHHUS

B uesom Biaaeer:
HaBBbIKOM IIPOBEACHUA

3Haer:

METOI0JIOTHIO
MIPOBEICHHUS
HCCIICIOBaHUN U
aHanu3a
MapKETUHIOBOU
ESITENHHOCTH
OpraHu3allvH,
pa3paboTKu u
000CHOBaHHS
MIPEMIOKEHHH 110 €€
COBEPIICHCTBOBAHUIO,
HO WHOTJA JIOTTYCKAaeT
OIITHOKH

Ymeer:

HCCIEN0BATh U
aHaAJIU3UPOBATh
MapKeTI/IHFOBYIO
JIeSITEIIbHOCTD
OpraHu3aIlvH,
pa3pabaThiBaTh U
000CHOBBIBATH
MIPEJIOKEHHS TI0 e
COBEPIICHCTBOBAHHUIO,
HO MHOT'1a UCIIBIThIBACT
3aTpyTHEHHUS
Baaneer:

HABBIKOM HpOBeILeHI/ISI

3HaeT: METOIOJIOTHIO
MIPOBEICHUS
HCCIIEIOBAHNM 1
aHanu3a
MapKETUHIOBOM
JEeATEIBHOCTH
OpraHu3alluu,
pa3paboTKu u
000CHOBaHHUS
NpEeJIOKEHUH 1o ee
COBEPIIICHCTBOBAHUIO
Ymeer: nccienoBaTh 1
aHAIIM3UPOBATH
MapKETUHTOBYIO
JIeSITeJIbHOCTD
OpTraHH3aIHH,
pa3pabarsiBaTh U
000CHOBBIBATH
TIPEITIOKEHS TI0 €
COBEPIIICHCTBOBAHUIO
Baajgeer: HaBBEIKOM
MIPOBEICHUS
HUCCIIEIOBAHUN U
aHanu3a
MapKETUHIOBOM

eI TEIBHOCTH
OpTraHM3aIlid, CTIOCOOEH
pa3pabarsiBaTh U

OpraHu3alyiy, CIoco0eH | UCCIICAOBAHHUN U HCCIIENOBAHUI U 000CHOBBIBATD
pa3pabaTeIBaTh U aHaJIn3a aHaJIn3a MPEUIOKEHHS TI0 €€
000CHOBBIBAThH MapKETHUHIOBOU MapKETHUHIOBOU COBEPIIECHCTBOBAHUIO
MPEIOKESHHS T10 e JIeSITEIIbHOCTH JIeSITEIIbHOCTH
COBEPIICHCTBOBAHUIO OpraHM3aIliy, CIOCOOEH | OPraHU3aINH, CIIOCOOCH

pa3pabaThiBaTh U pa3pabaThiBaTh U

000CHOBEKIBATH 000CHOBEKIBATH

MPEUIOKESHHS 110 € MPEIOKESHHS T10 €

COBEPIICHCTBOBAHMUIO, COBEPIICHCTBOBAHMUIO,

HO 9aCTO UCIIBITHIBACT HO MHOT' 1A UCIIBIThIBACT

3aTpyTHEHHSI 3aTpyTHEHHSI




Ouenounvle cpeocmea

3aganus I TEKYIIEero KOHTPOJIs

IIpumep Tecra:

1.Kaxkoit u3 3TuX crmoco0oB 1acT HanboJiee MOHYI0 KapTHHY U3MEPEHHS YIOBJICTBOPEHHOCTH
KiueHTa?

a) wuHTepakTUBHOE orpockl Ha Web-caiite

b) TemedonnsIit onmpoc
C) aHKeTa IO IoYTe

2.Kakyro nH(opMaIio MOXHO MOIYYUTh O JIFOOOM YeloBeKe, 3ameamem Ha Web-caift?
a) PErvoH MPOXXKUBAHUS KJIMCHTA
b) Bpemst, koTopoe npoBesn Ha Web-caiite
C) MepCOHAIbHBIC JaHHBIC
d) xakue JAefCTBUS BBITIOJNHSUI HA CaliTe

3. Kako#i kaHan B3anMOIEHCTBUSA ¢ KIIMEHTOM HanOoJee MEIJIEHHBII?

@) DJIEKTPOHHAs [OoYTa
b) moura

C) daxkc

d) SMS

e) tenehoHus

f) Web-caiit

4. Kakue nz CRM-cucrem npuHaiexar ”HOCTpaHHBIM BEHAOPaM:
a) amoCRM
6) Oracle Siebel CRM
B) Sales Expert
r) SugarCRM
) ASoft CRM
e) Monitor CRM

5. Yro aBisercs neinpro CRM?

a) MOCTPOEHHE JAOJTOCPOUYHBIX JOBEPHTEIBbHBIX OTHOIICHHUH C MTOCTABIIIHKAMH

b) mocTpoeHue OATOCPOUHBIX JOBEPUTEIBHBIX OTHOIICHUH C MTOTEHIIMAIbHBIMH
KIIMEHTaMHU

C) MOCTPOEHHUE JOATOCPOUHBIX JOBEPUTEIBHBIX OTHOIICHUHN C KITUCHTaMHU

6. Uto sBasAETCS TOITYKOM AJIs1 BHCAPCHUSA CUCTCMBI CRM:

a) yBemMueHHE 00BEMOB ITPOM3BOJICTBA
b) yBennyenue KOHKypeHIMU
C) OCBOCHHE HOBBIX PHIHKOB COBITA

7. Kakue ocHoBHBIE 11enH BHeApeHus crpaterud CRM npu kpusucHoOM crieHapuu?
a) peanu3anys yCIOBHiA, HaJaraéMbIX PYKOBOJICTBOM
b) cucremaTH3anus neATEIBHOCTH COTPYIHUKOB



C) KOHTPOJIb 3PPEKTUBHOCTH
d) xoHTpoIs 32 HHPOPMAIHEH

8. Kaxkwue aTanbl MapkeTHHTOBOTO KA apToMatuzupyer CRM-cucrema?

a) OIpe/eNCHUE LIEIEeBOW ayIMTOPUN

b) ompenenenue MapKeTHHIOBOM KaMITaHUU
C) aHaIu3 pe3ysIbTaTOB

d) mIaHupoBaHWE MApKETHHTOBOW KaMIIaHUH
€) IOHCK ITOAX0I0B

9. Otnuune CRM-cucTeMbl OT MEPBBIX CHCTEM aBTOMATH3AIMH MPOIaK?

a) BO3MOXKHOCTH aHAJIKM3a U MPOrHO3MPOBAHMS IIPOIaK
b) dbopmuposanre 6a3bl 10 KIHMEHTAM
C) HakoIuleHHe HH(OPMALIUH 0 MPOIaKaM C KIIMCHTOM

10.Ckonpko CRM-cucremM MOXKET UCIOJIB30BATHCSA B OJHOU KOMIIAHUU?

@) 0 KOJHYECTBY THIIOB B3aUMOJIEHUCTBHS C KIHEHTOM
b) TonBKO OmHA
C) He OoJbliIe ABYX

Orenka hopMupyeTCs CICTYIOIUM 00pa3oMm:
- OIEHKa «OTIIMYHO» - 85-100% MpaBHILHBIX OTBETOB;
- oneHka «xopomoy - 70-84% npaBHIbHBIX OTBETOB;
- OIICHKA «YJOBJICTBOPUTEITHHOY - 40-69% NpaBUIILHBIX OTBETOB;
- OLICHKA «HEY/IOBJIETBOPUTEIBHOY» - MeHee 39% NnpaBUIIbHBIX OTBETOB.

IIpumep npoexkTa (rpynnoBoi NpoeKr):

Komanna (4-5 denoBek) BHIOMpAET KOMITAHUIO, TPOBOJIUT aHAIHM3 U JIEJIAET MPE3EHTAIUIO T10
YBEJIMUYEHUIO [IEHHOCTH KIMeHTckoi 0a3bl o moaenu ACURA.

3a BBINOJIHEHHE 33JaHHs BBICTABISIOTCA cienytomiue oneHku (Cymma = 100 6ansos):

1. Onpenenenrie CErMEHTOB U aHAJIW3 UX XapakTepucTuk. Boioop 2-4 cerMeHTOB ¢ HauOOIBIIUM
MNOTEHIMAJIOM MPUObUIN B TOJTOCPOYHOM nepuojie. (20 6ansios)

2. Omnpenenenne 6a3zoBoit crpaterun ACURA — omnpenenenne crpaTeruii CErMeHTOB, TJ/I€ ATO
BO3MOXHO (15 GanmnoB)

3. Beibop mnoaxomsmux crpateruii ACURA 1ns kaxaoro u3 CEerMEeHTOB M OICHKA
(mpubaM3uTENbHAS) MOKa3aTesel NpuobUIbHOCTH (20 6aoB)

4. OueHka KJIIOYEBBIX IMOKa3zaTele A KaXJ0ro CerMeHTa M OOLIMN MOTeHIMal MPUOBLIH
(Heo6xoaum moapoOHsIif ananuz) (25 6amioB)

5. PexomeHanuu ¥ 1uiaH A€WCTBUN, BKIIOYAIOIIUN ONpeiesieHHe KIF0UEBbIX (aKTOpOB ycrexa
npu BHenpeHnu CRM, noTpeGHOCTH B MHBECTUIMSX M CTPATETUI0 BHYTPEHHETO MPOABHKEHHS
(20 GamsnoB).

OreHka 3a MpoeKT HOPMHUPYETCS CIEAYIONUM 00pa3oM:
- OIEHKa «OTJIMYHO» - 76 - 100 Oamnos;

- OIIEHKa «Xopomio» - 51-75 6annos;

- OIICHKA «YJOBJIICTBOPHUTEILHOY - 26 - 50 Oaios;



- OIICHKa «HEyAOBIeTBOpUTENsHO» - 0 - 25 Ganos.

IIpoMe:xyTOUHAS aTTecTaAlUs

IIpuMepHbIe BONIPOCHI K 3a4€TY:

. [Ipobnemaruka MocTpoeHHsI OTHOLIEHUM C KIIMEHTOM.

. OpueHTanus KOMIIAaHUHU Ha KJIMEHTA.

. [Togxonas! k onpenenennto CRM.

. Ponms CRM B koMmannu 1 nnipumeHenne CRM B paznuuHbIX chepax 3KOHOMHKH
. [Iponiecc pa3pabOTKH CTpaTEruu: OCHOBHBIE JTAIIbI.

. Pazpabotka crpaterun CRM.

. Bapuants! ctparernit CRM B komMnaHuu.

. [Ipouiecc co3anue 1IEeHHOCTH B KOMITAHHH.

. llenHOCTD, OJTyyaeMasi KOMIIaHUEM.

10. LleHHOCTB, MOJTy4yaeMast KIIMEHTOM.

11. Ilogxoxas! k onpeaeneHuto (OLEHKEe) IEHHOCTH.

12. ®opmupoBaHHe LIGHHOCTHOTO MPEIT0KEHHS.

13. Ananu3 npuObUIBHOCTH U MTOKU3HEHHON CTOMMOCTHU KJIMEHTA.

14. Kananbl B3aUMOAEHCTBUA C KIMEHTAMHU.

15. Crparerun yrpaBieHus KaHAJIAMH B3aUMOJICHCTBHUS.

16. MynbTUKaHaIbHAs CTPATETUS.

17. Posb mHGOPMALIMOHHBIX TEXHOJIOTUI U YIIPaBICHUS HHPOpMAIUEH.
18. Texuuueckue 6apbepsl Ha myTH CRM.

19. Mpunoxenns s front-office u back-office mogpaznenenuii.

20. MacTpymMeHTapuil aHanmuTU4YecKoro u oneparusHoro CRM.

21. OueHka CUCTEMBI YIIPaBJICHUSI OTHOLIEHUSMHU C KIIMEHTAMH.

22. YpOBHM M HHCTPYMEHTHI OLIGHKH: KJIHEHTHI, COTPYOHHUKHA U TPOLECCHl, CTpaTerus,
Pe3yJIbTaThl JESTEIbHOCTH.

23. Posib KIIMEHTCKOW CTPATErvH.

23. Cuctema cOamaHCHPOBAHHBIX MMOKA3aTECH.

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

O 00 1N DN K~ W~

Kpurepun onieHky npu npoBeaeHUH NPOMEKYTOUYHOM aTTeCTAMI

OneHuBaHue 3HAHUN OOYYArONIUXCS OCYIIECTBIsACTCS MO 4-0a/uTbHOM IIKaie TP
NPOBEICHUN OSK3aMEHOB W 3a4€TOB C OLEHKOW (OIEHKH «OTJIIMYHO», «XOPOIIOY,
«YHOBIIETBOPUTENHHO» U «HEYIOBIECTBOPUTEIHHO») WM 2-0allIbHOM IIKane MPU MPOBEACHUU
3aueTa («3a4TeHO», HE 3aUTEHOY).

[Tpu npoxoxaeHNN 00yJarOIIMMHUCS TPOMEXKYTOUHOHN aTTeCTaI[UH OIEHUBAIOTCS:

1. TlonmHOTa,  YETKOCTH W  CTPYKTYPUPOBAHHOCTH  OTBETOB  HAa  BOMPOCHI,
apryMEHTUPOBAHHOCTH BBIBOJIOB.

2. KadgecTBO BBITIOJTHEHUS TIPAKTHYECKUX 3aaHU (TIPY UX HAJIMYNH): YMEHUE TICPEBECTH
TEOPETUYECKHE 3HAHUS B MPAKTUIECKYIO TUIOCKOCTh; MCMOIB30BAHNE TPABIIIBHBIX (POPMATOB U
METOIOJIOTHN TIPU BBITIOJTHEHUH 3a/IaHMsI; COOTBETCTBUE PE3yJIbTATOB 3a/laHUs MMOCTABICHHBIM
TpeOOBaHUSM.

3. KoMmriekcHOCTh OTBeTa: HACKOJBKO MOJTHO M BCECTOPOHHE OOYYAIOIIMICS pacKphLI
TEMY BOIIpoca U 00paTuics KO BCEM €€ aCIeKTaM.



Kpurepun oueHuBanus

4-panapHas IIKaJIa
" 2-0aJ1ILHAA
HIKAJIBI

Kpurepun

«OTIn4HO»
WA

«3a4YTCHO»

1. TlomHble W KadyecTBEHHBIE OTBETHI HA BOMPOCHI, OXBATHIBAIOIINE BCE
HEoOXOMMbIe actieKThl TeMbl. OOydarommiics 000CHOBBIBAE€T CBOW BBIBOJIBI
C HCHOJBb30BaHHEM COOTBETCTBYIOIIMX (PaKTOB, NaHHBIX WM HUCTOYHHUKOB,
JEMOHCTPHPYS TITYOOKYIO apryMEHTaIHIO.

2. OOywarommuiics yCIIEIIHO IEPEHOCUT CBOM TEOPETHYECKHE 3HAHHS B
NPaKTUYECKYI0 pealn3aluio. BBIMOJHEHHBIE 3aJaHusi COOTBETCTBYIOT
BBICOKOMY YPOBHIO KayecTBa, BKJIOYAs HCIONb30BaHUE MPAaBUIIBHBIX
(dbopMaToB, METOIOIOTHIA 1 HHCTPYMEHTOB.

3. OOyvaromuiicss aHATM3UPYET W OIICHWBAET PA3IWYHBIE ACTIEKTHl TEMEI,
JEMOHCTPHPYSL  CIIOCOOHOCTh K~ KPUTHYECKOMY  MBIIIICHHIO U
CaMOCTOSITETIPHOMY MCCIIEIOBAHUIO.

«Xopowoy
HJIN

«Ba4YTCHO»

1. OGyyJaromuiics mpeIoCTaBIsIeT JOCTATOYHO TTOJHBIE OTBETHI HA BOIPOCHI C
YUCTOM OCHOBHBIX ACIICKTOB TCMBI. OTBeTHI o6yqa}01uerocsl HUMCIOT SICHYIO
CTPYKTYPY MW HOCJICAOBATCIIBHOCTL, ACJIaA UX IOHATHBIMHM W JIOTHYCCKU
CBSI3aHHBIMH.

2. OOyvaromuiicss Ccrmoco0eH TPUMEHUTh TEOPETHYECKHUEe 3HAHHUA B
MPAKTUYCCKUX 3aJaHHAX. Brimonnenue 3aJaHusg B 1IEJIOM COOTBETCTBYCT
TpeOOBaHUSAM, XOTS MOTYT OBITH HEKOTOpHIE HEIOUYETHl WM HETOYHBIC
BBIBOJIBI 110 MTOJTYYCHHBIM PE3YJIbTaTaM.

3. OOyuaromuiics TMpEACTaBIsICT XOpolllee MOHMMAaHUE TEMBI BOIPOCa,
OXBaTbiBasd OCHOBHBIC AaCIICKTbl W HaIpaBJICHUA €€ U3IYyUYCHUA. OTBeTHI
oOydaromerocsi cofepaT JOCTaTOYHO HH(OpMAWK, HO MOTYT OBITh
HEKOTOpBIE MPOMYCKH WM HEAOCTATOYHO IITYOOKHE CYXKACHHUSI.

«Y IOBIETBOPUTEIBHO
NI

«BaYTCHO»

1. OTBCTI)I Ha BOIIPOCHI HETIOJIHBIC, HE OXBATHLIBAIOT BCEX ACIICKTOB TCMbI U HEC
BCEr/la CTPYKTYPUPOBAaHBI WJIM JIOTHYCCKH CBsi3aHbl. OOydaromuiics
MPEIOCTABISET BEPHBIC BBIBOJIBI, HO OHH HEJOCTATOYHO apTyMEHTHPOBAHBI
HJIM OCHOBAHbI HAa TIOBEPXHOCTHOM IMOHMMAHUH ITPEAMETA BOIIPOCA.

2. OOyuaromuiics CIIOCOOCH TMEPEHECTH TEOPSTUYCCKUE 3HAHUS B
NpaKTHYECKUE 3a/aHusl, HO HEJJOCTATOYHO YBEPEH B BEPHOCTH MPUMEHEHHBIX
METOAOB W TOYHOCTHU B HX BBIIIOJIHCHHUH. BrimonnenHoe 3alaHUE MOKET
COJACPIKATE HCKOTOPLBIC O]_HI/I6KI/I, HEAOYCTHI WIN PaCXOXKICHUA.

3. OOyuaromuiics OXBaThIBaeT OOJBIIMHCTBO OCHOBHBIX ACIEKTOB TEMBI
BOITPOCA, HO JICMOHCTPHPYET HEIMOJIHOE WM MMOBEPXHOCTHOE UX MMOHHUMAHHE,
JIA€T HEJIOCTATOYHO Pa3BEPHYThIC O0BSICHEHHSI.

«HeynoBneTBOpUTENBHOY»
nIIn

«HEC 3a4TCHO»

1. Obyuaroniuiicss OTBE€4aeT Ha BOMPOCH! HETOJIHO, HE PACKPBIBasi OCHOBHBIX
acreKToB TeMbl. OTBETH 00Y4aloLIerocsi He CTPYKTYPUPOBAHbI, HE CBSI3aHbI C
3aJJaHHBIM BOIIPOCOM, OTCYTCTBYeT WX JIOTHYecKas OOOCHOBAaHHOCTb.
BeIBOfIBI, IpeiocTaBIsieMble 00yJarOIUMCS, MPECTABISIOT COO0H MPOCThIE
YTBEpKJICHHUS Oe3 aHaJIM3a MM YeTKON apryMEeHTallUH.

2. OOyuarommiicsi He yMeeT IEepEeHOCHTh TEOpPEeTHUECKHEe 3HAaHUS B
MPaKTUYECKUH KOHTEKCT M HE CIIOCOOEH MPUMEHSTh WX JJIsl BBITOJHEHUS
3a7aHusd. BBINONIHEHHOE 3aJaHue COJACPIKUT MHOTO OHIMOOK, a ero
pe3yibTaThl HE COOTBETCTBYIOT MOCTAaBJIEHHBIM TpeOOBaHUSAM U (WIIN)
HETPaBUILHO HHTEPIPETHPYIOTCSL.

3. OGyuatommiics OrpaHMYMNBAETCS TIOBEPXHOCTHBIM PACCMOTPEHHEM TEMBI U
HE TIOKa3blBaeT TIOHMMaHMs €€ CyNIeCTBEHHbIX acmekToB. OTser
oOyyaromierocss 4aCTUYHBId WJIM HE3aBEpLICHHBIH, HE BKIJIIOYAET aHaJU3
paccMaTpUBaeMOro BONPOca, NPOMYIIEHbl BAYKHBIE JICTATH WU CBSI3H.




