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Buzuposanue PIIJ nis cnonnHeHus: B o4epetHOM Y4eOHOM oy
"YTBEPXJAIO"

Pabouyast mporpamma nepecMoTpeHa, 00cyxieHa u 0100peHa i ucronHerus B 2024 - 2025 yueOGHOM roy Ha
3acenaHny Kadenpsl MapKeTHHIa ¥ JIOTUCTHKU

[Iportokom ot " " 2024 1. No__

3aB. kadbenpoil KaHI. HKOH.HaVK. noleHT. [Tormosa T.A. (nomce)

Busuposanue PIIJ] nns ucnonHeHus: B ouepeHOM Y4eOHOM oy
"YTBEPKIAIO"

PaGouyas nporpamma nepecMoTpeHa, 00cyxIeHa 1 o100peHa Juist ucroiHeHust B 2025 - 2026 yueOHOM To1y Ha
3acenannu Kadeapsl MapKeTHHTa U JIOTUCTHKH

[Ipotokom ot " " 2025 . No_

3aB. kadeapoii KaHI. 9KOH.HayYK, Ao1eHT, [lomosa T.A. " (mommics)

Buzuposanue PIIJI a5 ucnostHeHus1 B 04epetHOM Y4eOHOM IOy
"YTBEPXIAIO"

PaGoyast mporpamma nepecMoTpeHa, 00cyxaeHa 1 og00peHa st ucnojHeHust B 2026 - 2027 yueOHOM roay Ha
3aceanuu Kadeapbl MapKeTHHIa U JIOTUCTHKA

[Ipotokom oT " " 2026 . No_

3aB. kadbenpoil KaHa. HKOH.HaVK. noLeHT. [Tormosa T.A. (nomuce)

Buzuposanue PIIJ] a5 ucnosiHeHUsI B 04epeTHOM Y4e€OHOM IOy
"YTBEPXIAIO"

Pabouas mporpamma nepecMoTpeHa, o0cyxaeHa u onodpena s ucrioHerwst B 2027 - 2028 yae6HOM roxy Ha
3acenannu kadeapbl MapKeTHHTa U JIOTUCTHKH

[Ipotokon ot " " 2027 r. Ne__

3aB. kadeapoii kKaHa. IKOH.HayYK, Ao1eHT, [Tormosa T.A. ~ (nommucE)



PA3JIEJI 1. OPTAHU3AIIMOHHO-METOJINYECKHUIA

1.1. OEJIUA JUCHOUTIJINHDbI

¢opMHpOBaHME y CTYACHTOB HaBBIKOB pa3paboTku M BHeapeHuss CRM pemieHuii B pasin4HBIX OTPACIAX
JIESITETFHOCTH, HAaBBIKOB CErMEHTAlMd CBOMX KJIWEHTOB, VIIpPaBI€HHEM WX NPEANOYTEHUSIMH; WCIOJIh30BaHNE
3¢ (PEKTUBHBIX HWHCTPYMEHTOB COBPEMEHHOTO MAapKETHHIa [UIs TMOBBILICHHS MOPOJAX M MHHAMH3AIMU OTTOKA
KJIMEHTOB Ha (OHE COBpPEMEHHBIX MPOrpaMM JIOSJIBHOCTH M COBPEMEHHOM aHAJUTHYECKOM MOAXOHE JUIS
yIpaBJIeHUsI KIIMEHTCKUMU 0a3zaMH.

1.2. YYEBHBIE 3AJAYU JUCIUITIIMHBI

- U3Y4UTh TOHATHE, OCHOBHBIE KOMIIOHEHTHI U MHCTpyMeHTh CRM,;
- paccMOTpETh MPOLIECC YIPABICHUS KINCHTCKUMHU BIEYATICHUIMY;
- TIOJIy9HTh TIpeICTaBIIcHUE 00 OCHOBax oreparmonaoro CRM;
- n3yunth coBpeMeHHble CRM pemenus B chepe MapKeTHHTA;
- chopmupoBaTh HaBBIKK pa3zpadoTkn CRM-cTpareruu;
- paccMOTpPETh MEPCHIEKTUBB! PA3BUTHS KIMEHTOOPUEHTHPOBAHHBIX TEXHOJIOTU;
- mproOpecTy HaBbIK OlleHKH dppexTnBHOCTH CRM.

1.3. MECTO JUCHUILIMHBI B CTPYKTYPE OCHOBHOHW OBPA3OBATEJBHOU
ITPOI'PAMMBI

Huxn (pazaen) OIIOII BO: | b1.B

1.3.1. Jucyunauna CRM-mapkemune u xiuenmckuti onvim"” onupaemcs Ha caedyrowue snemenmol OIIOIT
BO:

anaBneHHe PBIHKOM cOBITa

Yuer u aHamu3

MapKCTI/IHFOBLIC HUCCICIJO0BaHUA

[ToBenenue morpeduTENCH

VYnpasieHue 4eI0BEUECKUMH PecypcamMu

WHdopMaoHHbIe TEXHOIOTUH B MPOPECCHOHANBHON AESATeTbHOCTH

1.3.2. Hucyunauna CRM-maprxemune u kKiuenmckuil onvim” evicmynaem onopou O01s Cleoyioujux
9/1eMEHMOB:

[loxroToBka K mporeaype 3alrThl U 3allUTa BBITYCKHOH KBaJIM()UKAIMOHHON pabOThI

HO,Z[FOTOBKa K cAa4uc U caava rocyaapCTBCHHOI0 3K3aMCHa

Hpe[[,ZlI/IHHOMHaSI IMpaKTUKa

PernonanbHbIH MAapKCETHUHT

OJNeKTpOHHAs KOMMEpLUs

SMM u B30-aHaJIMTHUKA

MapKCTI/IHFOBLIC KOMMYHUKaIIUN

1.4. PE3YJIBTATbI OCBOEHUA JUCIHUIIJIMHBI:

IIK-1.5: Obradaem Hagvikamu Npogedenus MAPKeMUH208bIX UCCIe008AHUL, (DOPMUPOBAHUS MEXHOI0SUU
MAPKEeMUH208bIX UCCIEO08AHULl KOHKYDEHMO8, KAHANI08 NPOOSUIICEHUs, nompedbumenell, nocemumenell 630-caimos,
CHpoCca U e20 UMEHeHUs, AHANUUpYem CMPYKMYpbl YeH, 3ampam, (akmopos uMeHeHus 3ampam u yeH, covima,
MOBAPHBIX PLIHKOSG U PHIHKOE (HaKMOPO8 Npou3g00cmaad

3HaTh:

Yposenb 1 | 0cHOBBI cOopa 1 00pabOTKH MapKETHHTOBOM HH(pOPMAITUH;

YpoBeHb 2 | METO/ABI HCCIEOBAaHUS KOHKYPEHTOB, KAaHAJIOB MPOJBHKCHHS, IOTPEOUTENEH, CIIpOca, TOBAPHBIX
PBIHKOB ¥ PBIHKOB (haKTOPOB IMPOU3BOJICTBA; METO/IBI IIEHOOOPA30BAHNS;

YpoBenb 3 | TeXHWUYECKHE, MapKETHHTOBBIC W HWH()OPMAITMOHHO-aHATMTHYECKAEC METOIBI HCCIICTIOBAHUS; BHJIBI
IporpaMM U CEPBUCOB HCCJICNOBAaHUS U TIOHUCKA KOHKYpeHTOB B cetu "MHTepHeT"; METOHBI,
IIPOTpaMMBbl ¥ CEPBHUCHI UCCIIETOBAHMSI CITPOCA; allTOPUTMBI (JOPMUPOBAHUS TOTPEOUTENHCKOTO CIIPOCca

VYMeTh:

YpoBensb 1 |ocymiecTBisaTh c60p 1 00pabOTKy MapKETHHTOBON HH(POPMALIHH;

YpoBeHb 2 |IpUMEHATH METOJBI HCCIIEJOBAaHUS KOHKYPEHTOB, KaHAJOB IPOABIIKEHUS, IMOTpedbuTenei, cmpoca,
TOBAPHBIX PHIHKOB U PHIHKOB ()aKTOPOB MPOM3BOJICTBA; METOABI LIEHOOOPAa30BaHHUS;

YpoBeHb 3 |IpUMEHSATh ~ TEXHUYECKHE,  MAPKETUHTOBbIE M HMH()OPMAINMOHHO-aHATUTUYECKHE  METOMBI
WCCIIENOBAHNS, TPOTPaMMBI W CEPBUCHI HCCIICIOBAHUS W IOMCKAa KOHKYpEeHTOB B ceth "MHTepHet";
METO/BI, TMPOrpaMMBl M  CEPBUCHl  WCCIENOBAHUS  CIpPOCA;  AITOPUTMBI  (POPMHUPOBAHHS
MOTPEOUTENILCKOTO CIIpOca




Bmanets:

YpoBenb 1 |HaBBIKaMHU OCYIIECTBICHUS cOOpa M 00pabOTKN MapKeTHHIOBOM HH(pOpMany;

ypOBeHI) 2 | HaBBIKAMH IIPUMCHCHUA METOO0B HUCCICa0BaHUA KOHKYPCHTOB, KaHaJI0B IIPOABUIKCHUS,

nmoTpeduTeNeld, Ccrpoca, TOBAPHBIX PHIHKOB W PBHIHKOB (DaKTOPOB MPOU3BOJACTBA; METOAOB
IIeHOOOpa30BaHUS;

YPOBQHL 3 | HaBBIKAMH TCXHHUYCCKHX, MapKCTUHI'OBBIX n I/IH(I)OpMaI_II/IOHHO-aHaJII/ITI/I‘IeCKI/IX MCTOI0B

HCCIICAOBaHHA, HaBbIKaMU pa6OTI>I C ImporpamMmMaMmM MW CCEpBHUCAMHM HCCICIOBaHHWd W IIOUCKaA
KOHKYpeHTOB B cetd "MHTepHeT", HaBBIKAMH HCIOJB30BAHUS METOAOB, MPOTPaMM U CEPBHUCOB
HCCIIEIOBAHUS CIIPOCa; AITOPUTMOB POPMHUPOBAHUS MTOTPEOUTETHCKOTO CIIpOCca

1.4. PE3YJIBTATbI OCBOEHUA JUCILHUIIJIUHBI:

ITIK-3.1: chozzwyem OCHOBbl MmapKkemunea U mapkemuHecoevle UHCMPYMEHNIbL, 6 NmOoM uucie 6 cemu

«Hnmepnemy, obradaem 3HanuamMu padomvl 6 NPOSPAMMAX U CEPBUCAX NPOGEOCHUs DNIEKMPOHHOU AHATUMUKU,
PACCHIIOK, OU3AUHA, UCNONb3YEm NPUHYUNLL U NPAGUILA KORUPATIMUH2A

3HaTb:

ypOBeHL 1 |ocHOBBI MapKCTHUHI'a U MAPKETUHI'OBBIC NHCTPYMCHTBI;

Yposenb 2 | ocHOBBI IHTEpHET-MapKETHHTA, 3aKOHOIATEIHHYIO 1 HOPMATHBHYIO 0a3y;

ypOBeHL3 nporpaMmmbl U CCPBHUCHI MPOBCACHUA SHCKTpOHHOﬁ AHAJIUTUKH, PACCBUIOK, ;[1/13a171Ha; MNPpUHIOUIIBI W

IIpaBUJIa KOMUPANTHHTA.

YMeTh:

YpoBenb 1 |UCTIOIB30BaTh OCHOBHI MapKeTWHTa W MAapKETHHTOBBIE HHCTPYMEHTHI B YCIOBHAX NPAaKTHYECKOM

JIeITeIIbHOCTH,

YpoBeHnsb 2 |ucnonb3oBath UHTEpHET-MapKETHHT, 3aKOHOAATEIBHYIO U HOPMaTUBHYIO 0a3y;

YPOBeH])3 HCIOJIB30BaTh IpPOrpaMMbl WU CEPBUCHI IIPOBEIACHUSA 3H6KTp0HHOﬁ AHAJINTUKH, PACCBUIOK, ,I[PISafIHa;

IIPUHIIAIILI U TIpaBUJIa KOHHpaﬁTHHFa

Bnaners:

ypOBeHI) 1 |HaBBIKAMHM HCIIOJIL30BAaHMS OCHOB MAapKE€THUHIa W MApPKETHHI'OBBIX HWHCTPYMCHTOB B YCJIOBUAX

HpaKTI/IHGCKOﬁ JACATCIIbHOCTH,

ypOBeHL 2 | HaBBIKAMH HCIIOJIb30BAHUS I/IHTepHCT—MapKCTI/IHI‘a, SaKOHOHaTeHBHOﬁ u HOpMaTHBHOf/'I 6336;

YpoBeHb 3 |HaBBIKAMU HCIOJIB30BaHMS TPOTPAMM W CEPBHUCOB IMPOBEIEHUS JJIEKTPOHHON AHAJIWTHKH, PACCBIIOK,

JU3aiHa; IPUHIUIIOB U NIPAaBUJI KONUPANTHUHIA

B pezynomame oceoenus oOucuyunaunvt CRM-mapxkemunz u kiuenmckuili onvim' —ooyuarowjuiica

3.1

3HATD:

OcHoBBI cOopa 1 00pabOTKM MapKEeTHHTOBOM WH(OPMAIMH;, METOABl MCCICAOBAaHHS KOHKYPEHTOB, KaHAaJOB
MPOABMKEHUS, MOTpeOHuTeNel, crpoca, TOBAPHBIX PBHIHKOB W PBIHKOB (PAKTOPOB MPOM3BOACTBA; METOIBI
LEHOO0pa30BaHuUS; TEXHUYECKHE,  MAapKeTHHIOBbIE M  HMH(QOPMAIMOHHO-aHAINTHUYECKHE  METOJIbI
WCCJIeIOBAaHUS;, BUIBI MPOTPAaMM U CEPBHCOB HCCIICIOBAHUS W IOMCKAa KOHKypeHTOB B cetu "HHTepHer";
METOMBI, MPOTPaMMbl M CEPBHUCHI HCCIIEAOBAHUS CIPOCA; aNTOPUTMBI (POPMHUPOBAHUS TOTPEOUTEITHCKOTO
copoca. OCHOBBI MapKeTHHra W  MAapKeTUHIOBble  HMHCTPpYMEHTHL.OCHOBBI  VHTEpHET-MapKeTHHra,
3aKOHOJATENFHYI0 W HOPMAaTHBHYIO 0asy; MpOrpaMMBbl W CEPBHUCH IMPOBEACHHUSA 3JEKTPOHHON aHAIWTHKH,
PAacChUIOK, AU3aiiHa; IPUHLIMIIBL U IPABUJIA KOIUPAUTUHTA.

3.2

YMeTh:

OCYIIECTBIISITH COOp W 00pabOTKy MapKeTHHroBOW WHMOpMAIMK; OCYIIECTBIATE cOOp Hu 00paboTKy
MapKeTUHIOBOM HMH(pOpMAlU;,; HPUMEHSITh METOIbl HCCICIOBAaHHUS KOHKYPEHTOB, KAHAJIOB IIPOABHKCHHS,
noTpeduTeNeid, crnpoca, TOBApHBIX PHIHKOB M PHIHKOB (DAaKTOPOB IMPOW3BOJCTBA; METObI LIEHOOOPa30BaHMS;
IMPUMCHATh TCXHUYCCKHUE, MApPKCTUHIOBBIC U I/IH(i)OpMaHI/IOHHO-aHaJ’II/ITI/I‘IeCKI/Ie METOAbI HMCCIICOOBAHUA,
NpOrpaMMbl M CEPBUCHI MCCJICJOBAHUS U MOUCKA KOHKYPEHTOB B ceTH "VHTepHeT"; METOABI, MPOrpaMMbl U
CEpPBUCHI HCCIEIOBAHHS CHPOCA; AITOPUTMBI (OPMUPOBAHUS TOTPEOUTENBCKOrO crpoca. Mcmons3oBath
VHTepHEeT-MapKEeTHHT, 3aKOHOJIATeNIbHYIO W HOPMATHUBHYIO 0a3y, HCIIONB30BaTh IPOrPaMMbI U CEPBHCHI
IPOBEICHHUS AIEKTPOHHON aHAJIMTUKY, PACChUIOK, AU3aliHA; IPUHIMIIBI U IIPABUJIA KOIIUPAUTHHTA.

3.3

Baanersn:




HaBBIKAMH OCYILECTBIICHUSI cOopa m 00pabOTKM MapKEeTHHIOBOW HWH(OpPMAIMK; HABBIKAMUA TEXHUYECKHX,
MapKETHHTOBBIX W HMH(OPMAIMOHHO-aHAJHTHYECKHNX METOJOB HCCICJOBAaHMS; HABBIKAMU TPUMCEHEHUS
MporpaMM U CEpBHCOB MCCIENOBaHMA M MOHUCKA KOHKYPEHTOB B ceTu "MHTepHeT"; MeToN0B, IporpaMM U
CEPBHCOB HCCIIEAOBAaHUS CIPOCa; HABBIKAMU DPa3paOOTKHA airopuTMOB (DOPMUPOBaHUS TOTPEOUTEITHCKOTO
cripoca. Happlkamm ocymiecTBieHuss cbopa W 00pabOTKM MapKETHHTOBOH WHGOpPMAIMK, HaBBIKAMH
NPUMEHEHUS METOAOB HCCIIECJOBAaHUS KOHKYPEHTOB, KaHAJIOB TPOJBIDKCHHs, IMOTpeOuTeNel, crpoca,
TOBapHBIX PpBIHKOB W PBIHKOB (DaKTOpPOB MPOU3BOJACTBA; METOJAOB IIeHOOOpa3oBaHMs. HaBbikamu
WCTIONB30BAHUS OCHOB MapKeTHHIAa W MAapKEeTHHTOBBIX HWHCTPYMEHTOB B  YCIOBHAX IPAKTHYECKOM
JIESITENIbHOCTH; HAaBBIKAMH HCIIOJIb30BaHUSI IHTEpHET-MapKeTHHIa, 3aKOHOJATeNIbHONH W HOPMAaTUBHOH 0Oase;
HaBBIKAMH HCIIOJIb30BAaHMSI TMPOrPaMM W CEPBHCOB TIPOBEACHHUS DJIEKTPOHHOM aHAJIUTUKH, PaCCHUIOK,
nu3aifHa; IPUHITUIIOB U TIPaBHII KOIMPANTHHTA.

1.5. ®OPMbI KOHTPOJIA

Texymuii KOHTPOJb YCHEBAEMOCTH TIO3BOJISIET OIEHUTH YPOBEHb C(OPMHUPOBAHHOCTH 3JIEMEHTOB
KOMITCTCHITMH (3HAHWH, yYMEHUN © TNPHOOPETCHHBIX HABBIKOB), KOMIICTCHIMHA C IIOCICIYIOMNM OOBEAMHECHHEM
OLICHOK W TPOBOAUTCS B (OpME: YCTHOTO ONpoca Ha JIEKIHOHHBIX W CEMHUHAPCKHUX/TIPAKTUYECKUX 3aHITHSIX
(bpoHTaNBHBINA, WHAWBUAYAIbHBIA, KOMIUICKCHBIN), MMCEMEHHOW IMPOBEPKH (TECTOBBIC 3aJaHMsi, KOHTPOJb 3HAHUN
10 pas3fely, CUTYallMOHHBIX 3aJaHWid W T.I.), OIEHKH aKTUBHOCTH pPabOThI OOyJalomIerocs Ha 3aHSITHH, BKIIOYas
3a/laHus 7151 CAMOCTOSITENIbHON PadOThI.

prne.mymounaﬂ ammecmayus

Pe3ynbTaTel TEKymero KOHTPOJsI M TIPOMEXKYTOYHOH aTTecTauud (OPMHUPYIOT PEUTHHTOBYIO OLCHKY
paboTel cryneHta. Pacmpenenenne OaiioB mpu  (pOPMHPOBaHWM PEUTHHIOBOM OIEHKH pabOTBl  CTyIeHTa
OCYIIECTBJISIETCA B COOTBETCTBUM C JCHCTBYIOIIMM JIOKaJbHBIM HOPMAaTHBHBIM akToM. Ilo  gucuumnivHe
"CRM-MapKeTHHT U KIUSHTCKHUI OMBIT" BUIOM MPOMEKYTOUYHOM aTTECTAITNH SIBISIETCS 3a4€T C OLICHKOU

PA3JIEJI 2. COAEPKAHUE JUCIIUITJIMHbI

2.1. TPYJOEMKOCTBb OCBOEHUA JUCIUIIJIMHBI

O6mas TpymoéMkocTh mucHUIIHHE  "CRM-MapKeTHHT W KIMEHTCKHM ONBIT' COCTaBisAeT 4 3a4éTHBIC
enuHuLbl, 144 Jacos.

KonudecTBO 4acoB, BBIACTSEMBIX Ha KOHTAKTHYIO PabOTy C IMpErmojaBaTeieM W CaMOCTOSATENBHYI0 PadoTy
00yJaroIerocs, onpeaensieTcs y9eOHbIM TUTAHOM.

2.2. COIEP)KAHUE PA3JIEJIOB TMCLATINHBI

HaumeHoBaHue pa3je/ioB M TeM /BU/ 3aHATUS/ Cemectp | YHacoB | Komneren- | Jlureparypa | Uure | Ilpumeuanue
/ Kype 101014 PaKT.
Paznen 1. Pazgen 1. TeopeTuueckue 0CHOBBI
KIMCHTOOPUECHTUPOBAHHOI0 YIIPaBJICHUSA
Tema 1.1 Bozuukaoenue CRM u ux 6 1 IIK-1.5 JI1.1 0
pasHoBugHOCTH /Jlex/ JI1.2J12.1
JI2.2J12.3
J12.4J13.1
2132
Tewma 1.1 Bozuukaosenne CRM u ux 6 0 IIK-1.5 JI1.1 0
paszHoBuHOCTH /CeM 3aH/ JI1.2J12.1
J2.2J12.3
J12.4J13.1
2132
Tema 1.1 BozuukHoenne CRM u ux 6 10 TIK-1.5 JI1.1 0
pasnoBugHoCcTH /Cp/ JI1.2J12.1
JI2.2J12.3
J12.4J13.1
2132
Tema 1.2 YropapneHue KIUSHTCKIM OIBITOM: 6 1 TIK-1.5 JI1.1 0
MIPUHIIUTIBL U BO3MOXXHOCTH /JIek/ IIK-3.1 JI1.2J12.1
JI2.2J12.3




J12.4J13.1
01092

Tewma 1.2 YnpaBneHne KIHEHTCKUM OIBITOM:
TIPUHITUATIEL ¥ BO3MOxXHOCTH /CeM 3an/

[IK-1.5
[IK-3.1

J1.1
J1.2J12.1
J2.2J12.3
J12.4J13.1

21022

Tewma 1.2 YropapneHue KIUSHTCKIM OIBITOM:
MPUHLMIEI U Bo3MokHOCTH /Cp/

14

[K-1.5
IIK-3.1

J1.1
JI1.2J12.1
J12.2 12.3
J12.4J13.1

01092

Tema 1.3 CoBpemennsiii ppiHok CRM-
TexHosoruii /Jex/

IIK-1.5
IK-3.1

J1.1
J1.2J12.1
J2.2 712.3
J12.4J13.1

21032

Tema 1.3 CoBpemennslii ppiHOK CRM-
TexHojoruil /Cem 3an/

[IK-1.5
IIK-3.1

J1.1
J1.2J12.1
J2.2J12.3
J12.4J13.1

21022

Tema 1.3 CoBpemennsiit ppiHok CRM-
texnonoruii /Cp/

14

IK-1.5
[IK-3.1

J1.1
JI1.2J12.1
J12.2 12.3
JI12.4J13.1

01092

Tema 1.4 Ilpouecc coznanuss CRM-
ctpareruu /Jlex/

I1K-1.5
IIK-3.1

J1.1
J1.2J12.1
J2.2J12.3
J12.4J13.1

21032

Tema 1.4 Ilponecc coznanust CRM-
ctpateruu /Cem 3an/

[IK-1.5
IIK-3.1

J1.1
J1.2J12.1
J2.2J12.3
J12.4J13.1

01092

Tewma 1.4 Iporecc cozmannss CRM-
ctpareruu /Cp/

14

IIK-1.5
IIK-3.1

J1.1
J1.2J12.1
J2.212.3
J12.4J13.1

01092

Paznen 2. Pasnes 2. @®yHKIUOHAIBHBIE
Bo3mMoxxHocTH CRM

Tewma 2.1 Yrupapnenue KIMeHTCKOH 0a3oit /JIex/

IIK-1.5
IIK-3.1

J1.1
J1.2J12.1
J12.2 J12.3
J12.4J13.1

2132

Tema 2.1 Ynpasnenue kiueHTcKol 6a3oii /Cem
3aH/

[IK-1.5
I1K-3.1

J1.1
J1.2J12.1
J2.2J12.3
J12.4J13.1

01092

Tema 2.1 Yrpasnenue kimeHTckot 6a3oit /Cp/

14

[IK-1.5

J1.1




IIK-3.1

J1.2J12.1

J2.2J12.3

J12.4J13.1
2122

Tema 2.2 YnpaBneHue npojiaxkaMy B
CRM /JIex/

[K-1.5
[IK-3.1

J1.1
JI1.2J12.1
J12.2 12.3
J12.4J13.1

0102

Tema 2.2 YopasieHue npojaxamu B
CRM /Cewm 3an/

IIK-1.5
IIK-3.1

J1.1
J1.2J12.1
J2.2J12.3
J12.4J13.1

01092

Tema 2.2 Ynpasnenue npogaxamu B CRM /Cp/

14

[IK-1.5
I1K-3.1

J1.1
J1.2J12.1
J2.2J12.3
J12.4J13.1

01092

Tema 2.3 YnpaBneHue MapKeTHHIOM B
CRM /JIex/

[IK-1.5
[IK-3.1

J1.1
JI1.2J12.1
J2.2 12.3
JI12.4J13.1

01092

Tema 2.3 YnpapneHue MapKETUHIOM B
CRM /Cewm 3an/

IIK-1.5
IIK-3.1

J1.1
J1.2J12.1
2.2 J12.3
J12.4J13.1

2132

Paznen 3. Pazgen 3. OcoGeHHOCTH BHEAPEHUA
CRM-T1exHon0run

Tema 3.1 OcHoBHble kKpuTepuu BeiOopa CRM-
cucremsl! /JIex/

[IK-1.5
IIK-3.1

J1.1
J1.2J12.1
J2.2J12.3
J12.4J13.1

2122

Tema 3.1 OcuoBHbIe KpuTepun Beioopa CRM-
cucremsl /Cem 3an/

[IK-1.5
IIK-3.1

J1.1
JI1.2J12.1
J12.2 12.3
J12.4J13.1

01092

Tewma 3.1 OcHoBHBIE KpuTEepuH BeIOOpa CRM-
cuctemsl /Cp/

14

IIK-1.5
[IK-3.1

J1.1
J1.2J12.1
J12.2J12.3
J12.4J13.1

21032

Tema 3.2 Ilponecc Bueapenuss CRM-
cucteMsl /Jlex/

[IK-1.5
IIK-3.1

J1.1
J1.2J12.1
J2.2J12.3
J12.4J13.1

01092

Tema 3.2 Ilpornecc Bueapenuss CRM-
cucteMsl /CeM 3as/

IIK-1.5
[IK-3.1

J1.1
JI1.2J12.1
J2.2 12.3
JI12.4J13.1




21032

Tema 3.2 Ilpornecc Bueapenuss CRM- 6 8 [K-1.5 J.1 0
cuctemsl /Cp/ IK-3.1 J1.2J12.1
J2.2J12.3
J12.4713.1
2132

Tema 3.3 Ilporiecc oneHkH 3P PEKTUBHOCTH B 6 1 IIK-1.5 JI1.1 0
CRM /Jlex/ IK-3.1 JI1.2J12.1
JI2.2J12.3
J12.4J13.1
2132

Tewma 3.3 Iporiecc oneHku 3 (HEKTUBHOCTH B 6 2 TIK-1.5 JI1.1 0
CRM /Cewm 3an/ TIK-3.1 JI1.2J12.1
J12.2 J12.3
J12.4J13.1
D192

Tema 3.3 Iporiecc oneHku 3¢ HEeKTUBHOCTH B 6 8 IK-1.5 J1.1 0
CRM /Cp/ TK-3.1 JI1.2J12.1
J2.2J12.3
J12.4713.1
2132

Koncynpranus no aucuurummae /Kouc/ 6 2 [IK-1.5 JI1.1 0
TIK-3.1 JI1.2J12.1
J12.2 J12.3
J12.4J13.1
D192

PA3JIEJI 3. OBPA3OBATEJIBHBIE TEXHOJIOI'H

3.1 B mpomecce ocBoenus mucnuiinHbl "CRM-MapKeTHHT # KJIHCHTCKHHA OMBIT' HCIOIB3YIOTCS
cienytone obOpasoBaTenbHble TexHojoruu: jekuuu (JI), cemunapckume 3zaHstus (C3), camocrosTenbHas padoTa
ctyneHToB (CP) 1o BBITIOTHEHUIO Pa3IMYHBIX BHJIOB 3aJIaHUM.

3.2 B mpouecce OCBOGHHMS [OWCHUIUIMHBI HCIIONB3YIOTCS  CIEAYIOIIME HWHTEPaKTUBHbIE 00pa3oBaTelIbHbBIE
TexHojoruu: mnpobinemHas jekuusi (IIJI). JlekunoHHBIM MaTepuan MpeAcCTaBIeH B BHIE CJIal-MPEe3eHTALUU B
¢dopmare «Power Point». I HamIsIOHOCTH HCHONB3YIOTCS MAaTepHajbl Pa3IMYHBIX HAYYHBIX W TEXHUYECKUX
SKCIIEPUMEHTOB, CIIPAaBOYHBIX MaTEepPHAJIOB, HAYYHBIX cTaTed T.1. B xone nekunu mpemycMoTpeHa oOpaTHas CBA3b CO
CTYACHTaMH{, AaKTHBU3UPYIOIIME BOMPOCHL, MPOCMOTp U oOcCyxkaeHue BHAcO(WIbMOB. [Ipy mpoBeaeHUM JEKLUit
UCTIONIB3YeTCS  MPOOJIEMHO-OPUEHTUPOBAHHBI ~ MEXIUCUUIUIMHAPHBIA ~ MOAXOX, MPENNOaraloluid  TBOPUYECKHE
BOIIPOCHI M CO3/IaHNE IUCKYCCUOHHBIX CHTYAIHH.

Ilpyu U3MOXKEHUM  TEOPETUUYECKOTO  MAaTepuala  HUCHOJB3YIOTCS  TaKM€  METOJbl, Kak: MOHOJOTHYECKUH,
MMOKa3aTeNbHBIN, HAJOTHYCCKHUM, D3BPUCTHYCCKUH, MCCIICIOBATCILCKHMA, MPOOJEMHOE H3IIOKEHHE, a TaKkKe
cne;[onume HpI/IHHI/IHBI JOUIAKTUKN BLICIHefI IIKOJIbI, TaKH€ KaK: IIOCICIOBATCIIbHOCT MW CHCTCMAaTHYHOCTH
0o0y4eHHUs, JOCTyMHOCTh OOYYEHHS, NPHUHIUI HAYYHOCTH, NPUHIUIBl B3aWMOCBSI3U TEOPHU W TPAKTUKH,
HaTJTSTHOCTH U JIp. B KOHIE KaXK0 JIEKIINY TIPEYCMOTPEHO BpeMsI ISt OTBETOB Ha TPOOJIEMHBIE BOITPOCHL.

3.3 CamoctosiTenbHass paboTa TpeAHa3HaueHa JJs BHEAyOUTOPHOHM pabOTBl  CTYNEHTOB, CBSI3aHHOW C
KOHCTIEKTHPOBAaHHUEM  HMCTOYHHMKOB, Y4eOHOTO MarepHana, W3Y4CHHEM JIOTIOJHUTEIBHOW  JINTEpPaTypbl 110
JMCIMIUINHE, TOATOTOBKOM K TEKYyIIEMYy M CEMECTPOBOMY KOHTPOJIIO, a TAKKe BBIIOJHEHHEM HHIMBUIYaJIbHOTO
3amaHus u pedepara.

PA3JIEJI 4. YHEBHO-METOJUYECKOE U MATEPHAJIBHO-TEXHUYECKOE
OBECIHIHEYEHMUE JUCHUIIJINHBI

4.1. PexomeHayemasi Jureparypa

1. OcHoBHast IMTepaTypa

| ABTOpBI, | 3ariaBue N31atenbCTBO, TOJ




ABTODHI, 3arnaBue W3 narenscTBO, 1O

JI1.1 WnTennexryanpHble HHOOPMAIIMOHHBIE CHCTEMBI H MockBa : MOCKOBCKUH
E. H. Typyra TEXHOJIOTHH : y4eOHO-MeToarueckoe mocodue (24 c.) TEXHUYECKUI YHUBEPCUTET
CBSI3U M UHPOPMATHKH,
2014
JI1.2 | Cremun, A. U. HHbopMaIlmOHHBIE CUCTEMBI B OpTraHU3aIMU; yIeOHOe Caparos : ByzoBckoe
nocobue (194 c.) oOpasosanue, 2019
2. lonosiHUTEJbHAS JIUTEPATYPa
ABTODHI, 3araBue W3 narenscTBO, IO
JI2.1 | B.H. KyuyraHnos, HNudbopmarimoHHbIE CUCTEMBI: METOJIBI U CPEICTBA Mockga : Aii ITu Ap
A.B. Kyayranos MOJIICPKKH MIPUHATHA pemeHuit: Y4ueOHoe mocoodue (247 | Menama, 2020
c.)
JI2.2 [Yekotuno E.1O., WHubopmMalimoHHbIE CHCTEMEBI YITpaBieHUs On3HecC- Camapa : Camapckuii
Kuunruna O.10. MpoIeccaMy OpraHu3anum: yaebnoe nocodue (50 c.) rOCy/lapCTBEHHBIN

TEXHUYECKUM YHUBEPCUTET,
OBbC ACB, 2020

JI2.3 | OpuniioBa, M. A. HNudopmarinoHHbIe CHCTEMBI YITPABICHUS TOPTOBBHIM Mocksa : PTY MUPDA,
OpEANpHUATHEM : yueOHO-MeToauueckoe mocooue (61 c.) (2020

JI2.4 | JIprukuna H.H. HMudopMaIimoHHbIe CUCTEMBI YITPABICHUS Mockaa : U3gaTenbCcTBO
MIPOU3BOICTBEHHON KOMITaHUEH : yIeOHUK U MPAKTUKYM HOpaiit, 2021
Ut BY30B (249 c.)

3. MeToanueckue pa3padoTKku
ABTODHI, 3arnaBue W3 narenscTBO, 1O
JI3.1 CRM-MapKeTUHT U KIMEHTCKUM OIBIT: METOAUYECKUE Honenk: TOY BITO
B.1O. JIyauna PEKOMEHAIIMHU 110 OpTraHU3aluK CaMOCTOSTEIbHON "IIOHAYUIC", 2022

paboThl s oOydaronuxcs 4 Kypca 00pa3oBaTeIbHOM
nporpamMMbl OakaiaBpuaTa HapaBICHUS MOATOTOBKH
38.03.02 «MenemxMen (Tpodrtb « MapKETHHT )
OuHOI / 3a04HOM hopm oOyueHus (46 c.)

4.2. IlepevyeHb pecypcos
HH(OPMALHOHHO-TEJIEKOMMYHUKAIIMOHHOM ceTH ""UHTepHeT"

1 | Caiit kommanuu Ilepseiii but: craten 0 CRM https://crm.ru

3y | Yro takoe CRM-mapkeTHHT

https://okocrm.com

4.3. IlepevyeHsb MpOrpaMMHOro odecrevyeHus

JlumeH3noHHOE H  CBOOOJHO  pacmpocTpaHseMoe  IporpaMMHOe  oOecriedeHHWe, B TOM  YHCIIE
OTEYECTBEHHOTO MTPOU3BOJICTBA!
JluneH3MOHHOE M CBOOOJHO pAacHpoOCTpaHseMoe MporpaMMHOEe o0ecliedeHHe, B TOM YHUCIE OTEYECTBEHHOTO
MPOU3BOJICTBA!
B xome ocBoeHHMS AMCHUIUIMHBI OOYYarOIIMECS WCIOJIB3YIOT BO3MOXKHOCTH HWHTEPAaKTHBHOW KOMMYHHUKAIIMH CO
BCEMH  yYaCTHHKAMH W  3aWHTEPECOBaHHBIMH  CTOpDOHAMH  00pa3oBaTEeNbHOTO  NpolLecca, Pecypcsl H|
UHQOPMAIMOHHBIC ~ TEXHOJIOTMH  TMOCPEJCTBOM  DJICKTPOHHOW  HMH(MOPMAIMOHHOW  00pa30BaTENbHOW  CpEJbI
YHUBEPCUTETA.
WndpopmamoHHble TEXHOJIOTHU: 3JIEKTPOHHAs MMouTa, (OpPYMBI, BHICOKOH(EpeHLCBsi3b - Webinar, BHpTyanbHas
oOyuaromas cpeaa - Moodle.
IIporpammuoe obecrieuenne: Microsoft Excel, Microsoft PowerPoint, Microsoft Word.

4.4. llpodeccuonanbHbie 6a3bl JAHHBIX U HH()OPMAIHOHHbIE CTIPABOYHbIE CHCTEMBbI

OnexrponHbIit kKatanor uznanuit ®I'bOY BO "JIOHAYUIC" - http://unilib.dsum.internal/

JoHenkas pecyOinkaHcKas yHUBepcanbHas HaydHas onbmnoreka uM. H. K. Kpynckoii - http://www.lib-dpr.ru/
Hayunas snekrponnas 6ubnuorexa « KWBEPJIEHMHKAY - https://cyberleninka.ru/

Hayunas snexrponnas 6udmmoreka eLIBRARY.RU -http://elibrary.ru/defaultx.asp

OnekrponHass Oubmuoreka Wuctutyra mnpobnem poiHka PAH  Poccwiickoit akagemun Hayk (MIIP PAH) —
http://www.ipr- ras.ru/libr.htm

OnexTpoHHas oubnroTeuHas cucrema "Jlams" - https://e.lanbook.com

4.5. MaTepna.anO-TeXaneCKoe obecneyeHne TUCIUILIAHBI

1.1. YueOHas aymuTopus IS MPOBSACHHS 3aHATHN JIEKIIMOHHOTO THIA: JICKITMOHHAs aymutopus Ned(6,
yueOHbIi Kopiyc Ne 2;




- KOMIUIEKT MYTbTUMEIUHHOTO 000pyAOBaHUS: HOYTOYK, MyIbTHMEIUITHBIN IIPOEKTOP, KPaH;

- chenualuM3upoBaHHas MeOesb: pabodee MecTo mpernojaBaress, pabouume wmecta oOydatomuxcs (44, 40),
cranroHapHas jgocka, Windows 8.1 Professional x86/64 (akamemudeckas mnoxamucka DreamSpark Premium),
LibreOffice 4.3.2.2 (muniensuss GNU LGPL v3+ u MPL2.0).

1.2. VueOHas aynuTopus Ui TPOBEJCHUS 3aHITHH CEMHHAPCKOTO THIA, TPYNIIOBBIX W KOHCYJAbTAIMH, TEKYIIETO
KOHTPOJISL ¥ TPOMEXKYTOuHOH arTectaunu: Ne406 yaeOHbIi Kopiyc Ne2.

- crienuanu3upoBaHHas Mebenb: pabodee MecTo mpenogaBarens, paboune mecra oOydatomuxcs (40), cranmroHapHas
JIOCKA, I€MOHCTPAIIMOHHBIE TIIAKATHI;

1.3. YuebHast aynmuTopusl Il MIPOBEACHUS WHIWBUAYATbHBIX KOHCYIBTAIIUI IO HANKMCAHUIO KypCOBBIX paboT: Ned(6
y4eOHbIi Kopiyc Ne2.

- crienuanM3upoBaHHas mMebenb: pabodee MecTo mpemnogaBarens, pabodne mecra oOydaromuxcs (44), ctanmroHapHas
JIOCKA, IEMOHCTPAI[IOHHBIC TTaKaThI;

1.4. TlomemeHuss Ans CaMOCTOSTENBHOM pPabOTBI € BO3MOXHOCTBIO TIOAKIIOUEeHHS K cetd "HHTepHer" u
obOecriedeHrueM JIOCTyNa B JJIEKTPOHHYIO WH(GOPMAIMOHHO 00pa30BATENbHYIO CPENy OpraHU3allii: YATAIBHBIEC 3aJIbl,
yuebHbIe Kopiryca 1, 6. Anpec: 1. Jlonerk, yin. Yemockunrnes 163a, . Jlonernk, yin. Aprema 94.

KoMmmbloTepHass TexHMKa C BO3MOMKHOCTBIO TOAKIIOUEHHS K ceTh «UHTepHeT» H obecneueHHeM JOCTyna B
ANEKTPOHHYI HH(pOpManmoHHO-00pa3zoBarenbHyr0 cpeny (DMOC TOY BIIO JOHAYUIC) wu anekrpoHHO-
oubmoteunyro cuctemy (OBC IPRbooks), a Taxke BO3MOXXHOCTBHIO HHIMBHIYAIHLHOTO HEOTPAHHYECHHOTO IOCTYIA
obyuatommxcst B ObC u S3UOC nocpencteom Wi-Fi ¢ mepcoHanbHBIX MO-OMITBHBIX YCTPOMCTB.

CepBep: AMD FX 8320/32Gb(4x8Gb)/4Tb(2x2Tb). Ha cepBepe ycraHoBieHa cBOOOJHO pacrpocTpaHseMast
onepanuonHas cucreMa DEBIAN 10. MS Windows 8.1 (JIumeH3WMOHHas BEpCHS OIEPAITMOHHOW CHCTEMBI
NOJTBEPXK/ICHA CepTUPHUKATAMH TOUIMHHOCTH cucteMbl Windows Ha kopmyce [IK ), MS Win-dows XP
(JInnensuonHas Bepcusi ONEPalOHHON CHUCTEMBI MOATBEPXKAEHA cepTUPHUKATAMH TMOMIMHHO-CTH cucTeMbl Windows
Ha xopnyce IIK ), MS Windows 7 (JIlumeHsmoHHass BepcHs OIEPANMOHHON CHC-TEMBl TOJTBEpIKICHA
ceprudukaTamMu momIMHHOCTH cucTeMbl Windows Ha kopmyce I[IK ), MS Office 2007 Russian OLP NL AE
(muniensuu Microsoft Ne 42638778, Ne 44250460), MS Office 2010 Russian (nuniensun Microsoft Ne 47556582, Neo
49048130), MS Office 2013 Russian (mumensun Microsoft Ne 61536955, Ne 62509303, Ne 61787009, Ne 63397364),
Grub loader for ALT Linux (mmumensusst GNU LGPL v3), Mozilla Firefox (mmensus MPL2.0), Moodle (Modular
Object-Oriented Dynamic Learning Environment, munen3uss GNU GPL), IncScape (muuensus GPL  3.0+),
PhotoScape (muuensuss GNU GPL), 1C ERP VII, 1C 3VII (GecraTHbie 001adHbie pelIeHUs ISl 00pa30BaTeIbHBIX
yapexaenuit ot 1Cfresh.com), OnlyOffice 10.0.1 (SaaS, GNU Affero General Public License3)

PA3JIEJI 5. ®OHJI OHEHOYHbIX CPEJACTB

5.1. KoHTpoabHbIe BONPOCHI U 3aJaHUS

Bomnpocs! k sk3ameny:

. [IpoGemaTrKa MOCTPOEHUS OTHOIICHUH C KIIMEHTOM.

. OpueHTanyst KOMIaHUH Ha KIAEHTA.

. Ilomxoxs! k onpenenennto CRM.

. Poms CRM B xommanuu u npumenenne CRM B pa3ianuHbIX cepax SIKOHOMUKU
. IIportecc pa3paboTKu CTpaTETHH: OCHOBHBIC ATAITBI.

. Pa3pabotka ctparerun CRM.

. Bapuants! ctpateruit CRM B koMIiaHuu.

. [Ipormecc co3nanne EHHOCTH B KOMITAHUH.

. IleHHOCTB, MOJTy4yaeMasi KOMIIaHUEH.

10. LlenHOCTD, MOTydacMasi KITUCHTOM.

11. Tlogxons! k onpeeneHuto (OIeHKe) IEHHOCTH.

12. ®opMupoBaHUE€ LIEHHOCTHOTO MPEJJI0KEHUSI.

13. AHanu3 nprOBLIPHOCTH M TIOKU3HEHHON CTOMMOCTH KITHEHTA.

14. Kanassl B3aUMOJCHCTBHS C KIIMEHTAMH.

15. Crpateruu ynpapieHusl KaHaJaMU B3aUMOICHCTBUSL.

16. MynpTUKaHaIbHAS CTPATETHS.

17. Pons nH(MOPMALIMOHHBIX TEXHOJIOTUH U yrpaBieHHs: HHPpOpMaIHen.
18. Texunueckue 6apbepsl Ha myTd CRM.

19. Ipunoxenwns ms front-office m back-office moxpasmencHmii.

20. UacTpymMeHTapuii aHAIUTHYECKOTO U oniepatnBHOTO CRM.

21. OnieHka CUCTEMBI YIIpaBJIEHUs] OTHOLIEHHUSAMH C KIIMEHTAMHU.

22. YPOBHU U UHCTPYMEHThI OLEHKU: KIIMEHThL, COTPYAHUKU U MPOLECCHI, CTPATEIHsl,
pe3yibTaThl ACITEIHHOCTH.

23. Bueapenne CRM B KOMIIaHMH: OCHOBHBIE OPUEHTHUPHI U CIOXKHOCTH.
24. CRM-cuctembl B Mupe. TeHACHIIMY Pa3BUTHSL.

O 01N LN Wi —




25. Anammns cocrositanst CRM-cucrem B Poccun.

26. O6naunass CRM: mitocsl 1 MHHYCHI.

27. HeckronHas CRM mittockl 1 MUHYCHI.

28. Kak nossth, yTo koMnaHuu HyxHO 0T CRM?

29. Mosxno nmu oboiituce 6e3 CRM? Korma ue crout BHeapsTs CRM?

30. CRM, kak ctpareruss 1 CRM, kak MHCTpYMEHT, KOTOPBIN MOJAEPKUBAET 3Ty CTPATETHIO.

31. PasnuuHbpie TUNBI MOJIENIEW KIIUEHTA.

32. Oynaxnun CRM-cucteM: yrpaBieHHe MapKETHHTOM, ITPoJakaMH, KIIMEHTCKON 0a30ii, cepBHUCOM.
33. VYnpasnenue MapkeTHHroMm kak QyHkuueir CRM-cucrem.

34. VYrpasnenue npogaxkamu kak ¢pyakuueii CRM-cuctem.

35. VYrpasieHue KIMeHTCKON 0azoif kak ¢yakiueii CRM-cucrem.

36. VYmpaenenue ceppucoM kak ¢yHkiueir CRM-cuctem.

37. IMpouecc «Co3nanue 1 padoTa ¢ HOBBIMH U CYLIECTBYIOLIMMHU KIHEHTAMMN.

38. Onuumre B3aMMOCBA3b MEXIY 3alMChI0 KIMEHTA M 3alIUChI0 MPOJAX.

39. Onumure pa3audHbIe CTaTychl BO3MOMHBIX CIIENOK.

40. Omnpenenure 0cOOEHHOCTH M TIpeuMyIiecTBa Kartaora mpoyKiuu.

41. ITponecc «Co3nanue M MOAAEPKKA IPyHNbl 0OBEKTOB IS KaTajaora MpPOILyKIIHK.

42. Co3manne mpaic-TMCTOB M HACTPOWKA WX JJIA Pa3INIHBIX KIIMEHTOB, MApPKETHHTOBBIX KaMITAHWHA H
CHECIUATBHBIX MTPEJIOKEHHH.

43. [Tpumenenue HHPOPMAMOHHBIX CHCTEM YIPaBICHHUS B3aMMOOTHOIIECHUAMHU C KiaueHTamu (CRM) mis

MOIIECPIKKH MapKETHHTOBOH ACSITETLHOCTH MIPEATIPUSATH.

5.2. Tembl MMCbMEHHBIX pPadoT

MNunuBunyansHoe 3ananue «CpaBHuTenbHbld aHanu3 CRM - cuctem»

Hcmonp3ys TekcToBBIH mokyMeHT MS Word moaroroBuTh oT4eT O TpoBemeHHOM aHanmm3e Tpéx CRM-cucrem Ha
BbIOOp OOyuwarolierocsi. Pe3ynbTaThl NpOBEICHHOTO aHainu3a O(GOPMIIAIOTCS B KayecTBE OTYeTa. B aHamm3e JOJIKHO
OBITh OIMCaHWE KAXKIOH CHUCTEMBI B OTIENBHOCTH, a Takke Tabmuia «CpaBHHUTENBHOTO aHAIM3a» CHCTEM, IOCIIe
KOTOPOM TOJDKEH OBITH UTOT — BBIBOJ] O TPOBEICHHOM aHAJIHA3E.

5.3. ®oHAa OLEHOYHBIX CPeICTB

@®oHA  OUEHOYHBIX cpeAcTB aucHMIUIMHBL "CRM-MapkeTMHT M KIMEHTCKHH oOmbIT' pa3paboTaH B
COOTBETCTBHUU C JOKaIbHbIM HOpMaTUBHBIM akToM PI'BOY BO "JOHAYUIC".

®DoHA OIEHOYHBIX CcpeACcTB MUCIUIUTHHBI "CRM-MapKeTHHT W KJIMCHTCKHHA ONBIT' B IIOJIHOM O0BeMe
MPEACTABJIEH B BUJIE€ IPUJIOKEHUS K nanHoMy PII/I.

5.4. llepeyeHb BH/I0B OLCHOYHBIX CPEACTB

Texymuii KOHTPOJNb YCIIEBAEMOCTH TPOBOAWTCA B (hopMe: YCTHOTO OmMpoca Ha JEKIHOHHBIX M CEMHUHAPCKHUX
3aHATUAX ((POHTAIBHBINA, WHIAMBHIYAIbHbIH, KOMIUICKCHBIM), MHCHMEHHOW TPOBEPKU (MHUChMEHHBIC OMAITHUE
3a/laHus, OTBETHI Ha BOMPOCHI, TECTOBHIC 3a/IaHWs, KOHTPOJIb 3HAHWW MO pa3jeiaM), OLUEHKH aKTHBHOCTH Pa0OThI
CTy[IEeHTa Ha 3aHATHH, BKITIOYAs 3aJJaHUs JUII CAMOCTOSTEIbHON W WHAWBUIYAIIEHOW PaOOTHI.

PA3JIEJI 6. CPEJCTBA AJAIITAIIMU NTPENNIOJJABAHUA JTUCHUIIJIMHBI K
INOTPEBHOCTAM JIMI] C OTPAHUYEHHBIMHU BO3MOXKHOCTAMMU 3/10POBbSA

B ciydae HeoOXOIMMOCTH, OOydJaroIIUMCS M3 YWCIA JIUI ¢ OTPAHUYCHHBIMH BO3MOKHOCTSIMU 3]IOPOBBSI
(mo 3asiBeHHIO 00ydalOMIErocs) MOTYT MpEAJararbCsi OJHH W3 CIEAYIOLIMX BapUaHTOB BOCHPHATUS MH(POpMAIHMU C
Y4E€TOM MX MHIAUBUAYATIBHBIX ICUXO(QU3MYECKUX 0COOCHHOCTEH:

1) ¢ mpuMeHeHneM 3JIEKTPOHHOTO OOy4eHHUSI W AMCTAHIIMOHHBIX TEXHOJIOTHH.

2) ¢ IpUMEHEHHEM CIEeUUATBFHOr0 00OpYIOBaHHA (TEXHHWKH) M MPOrPaMMHOrO OOECTeYeHHs, UMEIOIINXCS
B ®IBOY BO "TIOHAYUIC".

B mpouecce oOydeHuss mpu HEOOXOOUMOCTH IJI JIMI C HApYIIEHUSMH 3pEHHs, Cllyxa MU OIOPHO-
JIBUTATENIFHOTO amrapaTa MpeJoCTaBISIIOTCA CIEeIYyIOIINe YCIOBHS:

- JUIS JIUL ¢ HapyIICHUSMH 3pEeHHUs: ydeOHO-METOIUYECKHEe MaTepuanbl B MEYaTHOH (opMme yBenHYeHHBIM
mpudpToM; B (opMe DOIEKTPOHHOTO JOKyMeHTa; B (Qopme aymuodaiina (mepeBon y4eOHBIX MaTepHajoB B
aynmuodopmar); WHIWBUIyaTbHbBIC 3aJJaHHUST U KOHCYJIBTAIIHH.

- JUId JWL C HapylIeHMsIMH clyXa: y4eOHO-METOAMYEeCKHe MaTepuainsl B mHedaTHO ¢(opme; B (opme
3JIEKTPOHHOIO JIOKYMEHTa; BHIECOMAaTepuayibl ¢ CYOTHUTpaMHu; WHAWBUIYyaJbHbIC KOHCYJIBTALMM C MPUBJICYCHUEM
CYpIOTIEpEBOAYNKA; MHANBHAIYATbHBIC 3aJJaHUS U KOHCY/IHTAIINH.

- IS JUIl C HapyIIEeHUSMH OINOPHO-ABUTATEIBHOTO amnmapara: y4eOHO-METOAWYEeCKUE MaTepualibl B
neyaTHO (Qopme; B ¢dopMe DIIEKTPOHHOIO JOKyMeHTa;, B ¢opme aynuodailia; HHAMBUAYAIbHBIC 33aHUS U
KOHCYJIbTalluH.

PA3JIEJ 7. METOAWYECKUE YKA3SAHMS 1151 OBYYAIOM[AXCS 110 YCBOEHUIO
TACIATLTAHBI




K camocrosarensHOM pabore crymeHTOB M0 guciuiuimHe «CRM-MapkeTHHT W KIMEHTCKHH OITBIT» OTHOCSTCS WX
MOJITOTOBKA K CEMHHAPCKUM 3aHSTHAM M HalKMCaHHE JTOKIAIOB, pedepaToB (CTyAeHTaM MPEIOCTaBISIETCs] BHIOOD) T10
Ka)XJI0M U3y4eHHOU TeME.

Metonuueckue peKOMEHJAKH 110 MTOATOTOBKE K CEMUHAPCKUM 3aHATHIM

Lenbto ceMUHApCKUX 3aHATUH SBISETCS YIIYOJCHHWE W 3aKperUieHHe TEOPETHYECKMX 3HAHWH, IONydeHHBIX
CTYICHTAMH Ha JICKIUSAX W B TPOLIECCE CAMOCTOSTENBHOTO H3Y4EeHHS Y4eOHOro MaTepuaia, a, CJeJOBaTelbHO,
(¢bopMHpOBaHHE y HHX ONpENENCHHBIX YMEHHH M HaBBIKOB. B XoJe MOATOTOBKM K CEMHUHAPCKOMY 3aHSTHIO
HEOOXOIUMO IPOYUTATh KOHCIIEKT JIEKIMH, W3Y4UTh OCHOBHYIO JIMTEPATypy, O3HAKOMHUTbCS C AOIOIHUTEIBHOM
JUTEpaTypol, BBINIOJHUTH BBIJIAHHBIE IIpENoAaBaTeNieM INpakTHueckue 3aaaHus. Ilpu sToM ydecTh pexoMeHAaluu
mpemnojasaresiss M TpeboBaHusl nporpammsbl. JlopabaTeiBaTh CBOW KOHCIEKT JICKLUH, JA€Nas B HEM COOTBETCTBYIOIIHUE
3allUCH U3 JHUTepaTypbl. JKenaTenbHO IpU IMOArOTOBKE K CEMMHAPCKUM 3aHATHAM 10 JUCLUIUIMHE OJHOBPEMEHHO
MCTOJIH30BaTh HECKOJIBKO HCTOYHHUKOB, PACKPBIBAIOIINX 33JJaHHbIE BOIIPOCHI.

Metonuieckue peKOMEHJAINH 110 OpPraHU3alMK CaMOCTOATENILHON paboThI

CamocrosTenbHas paboTa MPUBONUT CTYIEHTAa K IMOJIYYCHHIO HOBOTO 3HAHUS, YHOPSIOYCHHIO M YIIIyOJICHHUIO
UMEIOIINXCSl 3HAHWHA, (POPMHUPOBAHHUIO Yy HETo MpOo(ecCHOHAIBHBIX HABBIKOB W yMeHHH. CamocTosTenpHas paboTa
BBIMOJIHSACT Psii (YHKIMNA: Pa3BUBAIONIYI0, WH()OPMAIMOHHO-OOYUAIOIIYI0, OPUCHTUPYIOUIYI0 H CTUMYJIHMPYIOIILYIO,
BOCIIUTBIBAIOLIYIO, HCCIIEIOBATENBCKYIO.

Bunsl camocTosaTensHON paboTh, BHIIONHAEMBIE B PAMKax Kypca:

1. KoHcniekTipoBaHUe EPBOUCTOYHUKOB U IPYroi yaeOHOM JIUTepaTypBhl;

2. [IpopaboTka yuebHOrO MaTepuaina (1o KOHCIEKTaM, y4eOHOH 1 HaydHOH JIuTepaType);

3. BrinonHeHue pa3HOYPOBHEBBIX 3aJa4 U 3aJJaHUM;

4. Pabora ¢ TecTaMu ¥ BOIIPOCAMH I CAMOTIPOBEPKH;

5. BrinoaHeHue UTOroBOi KOHTPOJIBHOM PaOOTHI.

CryneHTaM peKOMEHAyeTCs C CaMOro Hadaja OCBOEHHMA Kypca padoTaTe € JMTEpaTypoil M IpeliaracMbIMU
3aJaHusAMHU B (OpME HOATOTOBKU K OUEPEAHOMY ayAUTOPHOMY 3aHATHIO. IIpu 3TOM axTyanusupyroTcs HMEOLIHMEcs
3HAHWSA, a TakkKe co3faercss 0a3a Ul YCBOGHHSI HOBOTO MaTepualla, BO3HHMKAIOT BONPOCHL, OTBETHl Ha KOTOPHIC
CTYACHT IOJIy4aeT B ayAUTOpUU. MOMKHO OTMETUTh, YTO HEKOTOPbIE 3aJaHHs Ui CaMOCTOSTENBbHOW paboThl 10
Kypcy HMEIOT ompeneneHHylo crenuduky. Ilpm ocBoeHmum Kypca CTYOEHT MOJKET II0JIb30BaThCsl OHMOIMOTEKOM
OIBOY BO «JOHAVYUIC», kotopas B TMONHOH Mepe oOecleYeHa COOTBETCTBYIOIICH  JIUTEPATYPOM.
3HAUUTENBHYI0O TIOMOIIb B TMOATOTOBKE K OUYEPEJHOMY 3aHATHUIO MOXKET OKa3aTh MMEIOMIMHCS B y4eOHO-
METOANYECKOM KOMIUIEKCE KpaTKuil KOHCHEKT jekuuil. OH e MOXXET HCIOJIb30BaThCs M AN 3aKpeIUICHUS
MOJTY9E€HHOTO B ayIMTOPHH MaTepuaa.

Metonuieckue peKOMEHJAMN CTYIEHTaM I10 MOATOTOBKE K BBIOJIHEHUIO KOHTPOJIBHBIX paboT

K koHTpoJBbHOHM paboTe CTyAEHTHI TOTOBATCS IyT€M OCYIIECTBJICHUS MOBTOPHBIX NCHCTBHM MO M3Yy4EHHUIO MpeaMera.
PaGota mo pemeHuro 3amad Ha KOHTPOJIBHOM 3aHATHMM B IPHUHIUIE HE OTIMYACTCA OT PELIEHUH CTyAeHTaMHU
OTAETbHBIX JIOMAIIHUX 3ajaHuid. OJHAKO KaXIbIH CTYJCHT IOJDKEH OBITh TOTOB K OTCTaWBAaHHIO MPaBUILHOCTH
CBOET'0 PELICHUS © BEPHOCTH N30paHHOTO UM METOAA.

Metonnueckue peKOMEHJAlUU CTYIEHTaM I10 MIOATOTOBKE K IK3aMEHY

[Ipn MOATOTOBKE K 3a4eTy C OIEHKOW CTYAEHT JOJDKEH MOBTOPHO M3YYMTh KOHCIEKTHI JEKIMH M PEKOMEHIOBaHHYIO
JUTEpaTypy, MPOCMOTPETh PELICHUs] OCHOBHBIX 3a/lad, PELIEHHbIX CAMOCTOATENBHO M HAa CEMHHapaX M BKIFOYEHHBIX
B KOHTPOJIbHYIO pabOTYy, a TAKKE COCTABUTh IMCbMEHHBIE OTBETHI HA BCE BOIPOCH], BBIHECEHHBIE HA 3K3aMEH.
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PA3JIEJI 1.
MACHOPT ®OHAA OLUEHOYHBbIX CPEJICTB
Mo JUCHUNJIHHE (MOYTI0)
«CRM-MapkeTHHT ¥ KJIHEHTCKUH ONbIT»

1.1. OcHOBHBIE CBeJeHUS 00 TUCHHILINHE

Tabmuna 1
XapakTepucTuKa JUCIUILTUHBI
(cBeneHus: COOTBETCTBYIOT pazaeny PIIJI)
OG6pa3zoBaresbHas IporpamMmma OakayiaBpuaT
Hamnpasnenue noaroToBku 38.03.02 MenemxMeHT
[Tpodpmin «MapKeTHHI»
KonnuecTBo pa3nenoB yueOHON AUCIUIIINHBI 3
YacTs 00pazoBaTesibHOM MPOTPaMMBbI b1.B
DOOopMBbI KOHTPOJIA Texymuit KOHTPOIb (YCTHBIN OMpOC,
JOKJIa1, TabopaTopHbIE PaOOTHI,
UHAMBHUYaJIbHOE 33/1aHKe, KOHTPOJIb
3HAHUMN)
[Toxazarenu Ounas popma OuHo-3a0uHas
00y4YeHHS dbopma oOyueHwHs
KonndecTBo 3a4eTHBIX eAUHUIL (KPEAUTOB) 4 4
Cemectp 6 6
Oowan mpyooemxocmp (akadem. 4acog) 144 144
Ayoumopnas paboma: 74 34
JleKuMOHHBIE 3aHATUS 36 16
CeMHHapCKUE 3aHITUS 2 16
Koncynpramnmm 36 2
CamocrosiTenbHas padora 70 110
Kounrtpous - -
Dopma npomedicymouHou ammecmayuu 3auem c oyenxou 3auem c oyenxou

1.2. IlepeyeHb KOMIETEHIUH ¢ yKa3aHUEM 3TaN0OB (popMUPOBaHHUS B IIpolecce 0CBOCHMA
o0pa3oBaTe/IbHON NPOTrPaMMBbI

Tabmumna 2
[lepedyeHb KOMIETEHIINI U X 3JIEMEHTOB
Komnerenn | Maankatop KOMIETeHITUN *JJIeMEeHTBl HHIUKATOpa Hunekc
us u ero (opmMynupoBKa KOMIICTCHIINHA 3JIEMCHTA
TIK-1 IIK-1.5: Obnaoaem | 3HATD:
HasblKamu NpO6EOEHUs. | OCHOBBI cbopa u obpabotku | ITK-1.53 1
MApKEMUHCOBbLX MapKEeTHHIOBOM HH(pOpMaLNY;
uccnedosanui,
opaiuposanis. mexonozuu METOABI  WCCIEIOBAHUSA  KOHKYpeHToB, | [TK-1.53 2
MAPKEMUH20BbIX > :
uccnedosanuii Konkypenmos, | KAHAIOB  TIPOJIBIKEHHS, noTpeOuTeseH,
KAHAILO8 npoosudicenus, | CPOCA, TOBAPHBIX PBLIHKOB M PHIHKOB
nompe6umernet, (akTopoB MIPOU3BOJICTBA; METO/BI

nocemumeneti  630-caiimog, | 1IEHO0OPA30BaHMS;

cnpoca u eco0  UBMEHEHUs,

anamusupyem - CmMpyKmypbl
yen, sampam, akmopos WHPOPMAIMOHHO-aHAIUTHYECKUE METOJIbI

HUCCICIOBaHMUS, BUJIbI ImporpamMm n

TEXHUIECKUE, MapKEeTHHTOBBIC u | IK-1533




USMEHEHUsA 3ampam U UYEH,
c6bzma, moeapHvblx PpblHKO6 U

CEepPBHCOB  HUCCIICZIOBaHUS W  IIOUCKA
KOHKYpeHTOB B cetu "HHTepHeT";

PpoiHKO6 ¢axmopos | yeronpl, MporpaMmMbl W CEPBHUCHI
npouseo0cmea HCCIIeIOBAHUS CcIipoca; aJIrOPUTMBI
dhopMHUpOBaHUS MOTPEOUTETHCKOTO
crmpoca
Ymersn:
ocymiecTBIATH  cOop um  obpabotky | [IK 1.5V 1
MapKEeTUHTOBOM HHPOPMAIHH;
MPUMEHSTh METO/bI uccnenoBanus | [IK1.5V 2
KOHKYPEHTOB, KaHAaJOB IPOJIBHKCHHUA,
norpeOuTeneH, crpoca, TOBapPHBIX
PBIHKOB u PBIHKOB (hakTopoB
MIPOU3BOICTBA; METOIBI
1IEHOOOpa30BaHMS;
MIPUMEHATh TeXHUYeckue, MapkeTuHrossle | [IK 1.5 Y 3
" “H(OPMAITMOHHO-aHATUTUIECKHE
METOJBI HCCIIENOBAHUS, TPOTPAaMMBI U
CepBHUCHl  HCCIENIOBAaHUSI M  TOHCKA
KOHKYpEeHTOB B cetu "VHTepHeT";
METOJBI,  TPOTPAaMMBI W  CEPBHCHI
WCCIIEIOBAHUSA  CIPOCa; ANTOPUTMBI
(dhopMupoBaHuUs MOTPEOUTETBCKOTO
crpoca
Baajgern:
HaBbIKaMH  ocymiecTBiieHuss cbopa u | [IK1.5B 1
00pabOTKN MapKeTHHTOBOW WH(OPMAITHH;
HaBBIKAMU MPUMEHEHUS metozoB | [IK 1.5 B 2
WCCIIEIOBAHNS KOHKYpPEHTOB, KaHAJIOB
NPOJBMKEHUS, MOTpeOUTeNnel, crpoca,
TOBapHBIX PBIHKOB W PBIHKOB (DaKTOPOB
MIPOU3BOJICTBA; METOJI0B
1IEHO00pa30BaHMSI;
HaBbIKAMU TEXHUYECKHX, MapkeTuHroBeix | [[K 1.5 B 3
" “H(OPMAITMOHHO-aHATTU THIECKIX
METOJIOB  HCCIIEZIOBAHUS;  HaBbIKaMU
paboThl ¢ TporpaMMaMd M CEpBHCAMH
WCCIIEJIOBAHUS M TIOWCKA KOHKYPEHTOB B
cetu "UnTepuet"; HAaBBIKAMMU
WCIIOJIb30BaHUsI METOMOB, TPOTPaMM U
CEPBHCOB WCCIIEIOBaHUS crpoca;
AITOPUTMOB (hopmupoBaHUs
MOTPEOUTENHCKOTO CIIpoca
IIK-3 1IK-3.1: Hcnonvzyem 3HaTh:
OCHOBbL MApKemuHea u OCHOBHI MapkeTuHra u MapkeTtunrosble | [IK 3.1 31
mapkemuHecoevle HNHCTPYMEHTHI,
UHCMPYMEHMbL, 6 MOM HUCTE | OCHOBBI WNuTtepner-mapkernnra, | [IK 3.1 32
6 cemu «HMnmeprnemy; 3aKOHOATEIBHYIO U HOPMATUBHYIO 0a3y;
obnadaem sHanusMu nporpaMMbel ¥ cepBuckl  mposenenus | [IK 3.1 3 3
pabomel 6 npozpammax u QNIEKTPOHHOM  AHAJWTHKH,  PAaCCBUIOK,
cepsucax npOfi‘@dEHuﬂ Ju3ailHa;  TPUHOUIBL W [IpaBUIIA
NeKMPOHHOU AHATUMUK, KOIMPAJTHHTA.
PAcCcoLIOK, Ou3atina, Y MeTh:
ucnoesyent npuryunet u WCIIONb30BaTh OCHOBBI Mapkermara u | [IK 3.1 V 1

npasuia KORUpaumuH2a

MAapKCTUHI'OBBIC HWHCTPYMCHTBI B




YCIIOBUSX HpaKTI/I‘{eCKOf/i JACATCIBbHOCTU,
HCIIOJIb30BaTh Wnrepuer-mapketusr, | [IK 3.1V 2
3aKOHOAATEIBHYIO 1 HOPMATHBHYIO 0a3y;
HCIIONB30BaTh IporpamMmel u  cepsucel | [IK 3.1V 3
MpOBCACHUA OJICKTPOHHOMW  AHAJIMTUKH,
PacCChUIOK, JU3anHa, MMPUHIOUAIIBI u
MpaBuia KONMMpanTHHTa
Baagers:
HaBBIKAMU HCTIONB30BaHUS ocuoB | [IK3.1B 1
MAapKETHUHIa u MapKETHHI'OBBIX
HHCTPYMCHTOB B YCJIOBUAX HpaKTH‘ICCKOﬁ
JACATCIIbHOCTH,
HaBbIKaMH ucnojib3oBanud Mureprer- | [IK 3.1 B 2
MAapKETHHTIa, 3aKOHOAATCIIbHOU u
HOPMAaTHBHOHU 0a3e;
HaBbIKaMH Hcronb3oBanus mporpamm u | [IK 3.1 B 3
CEepPBHUCOB  TPOBEICHUA  DJICKTPOHHOMN
aHAJINTHKH, PacChUIOK, IuM3aiiHa;
IMPUHOMWIIOB U NIPpaBUJI KOITUPAUTHUHTA
Tabmuma 3
Oranbl GOPMUPOBAHUSA KOMIIETEHIIUHA B IMPOIECCE OCBOCHHSI OCHOBHOM
00pa30BaTeIbHOM POrpaMMbl
No KonTponupyemsie paznenst Homep | Kox mnmukaropa HanmenoBanwue
n/n | (TeMbl) TUCIMILINHBI (MOIIyJIs) | ceMecTpa | KOMIIETEHIIMU OLICHOYHOT'O CPEJICTBA
Pa3nes 1. TeopeTrnueckue 0CHOBbI KJIMEHTOOPHEHTHPOBAHHOIO YNPaBJIeHHUS
1 Tema 1.1. Bo3nukHOBeHUE 6 I1IK-1.5 YCTHBIH OIPOC, T0KJIa/bl,
CRM u ux pa3HOBUIHOCTHU IPAKTHYCCKOC 3aaHUC
2 Tema 1.2. Ynpasnenue 6 [IK-1.5 YCTHBIN OIPOC, TOKJIaI,
KJIIMEHTCKUM OIIBITOM: IK-3.1 MPaKTUYECKOE 3a/1aHHE
MIPUHIIAITET ¥ BO3MOXKHOCTH
3 Tema 1.3. CoBpeMeHHBII 6 [IK-1.5 YCTHBIH OIpocC, TOKIa,
poiHoKk CRM- TexHOMOTHit ITK-3.1 MPaKTUYECKOE 3a/IaHKE
4 Tewma 1.4. Ilponecc cozmanust 6 [IK-1.5 YCTHBIH OIPOC, TOKJIAI,
CRM- cTparerumn [1IK-3.1 MPaKTHYECKOe 3aJaHHe,
KOHTPOJIb 3HAaHUI
Pasnen 2. ®DynkunonaabHbie BO3MOkHOCTH CRM
5 Tewma 2.1. Ynupanenue 6 IK-1.5 YCTHBIH OTpoC,
KJIMEHTCKOM 0a3oi [1K-3.1 MPaKTHYECKOe 3aJjaHHe,
nokiaa, pedepar,
WHINBUAYAILHOE 33/I1aHHE
6 Tema 2.2. Ypasnenue 6 ITK-1.5 YCTHBIH OIpocC,
npongaxkamu B CRM [1IK-3.1 MPaKTHYECKOe 3aJaHHe,
JTOKJIa/T
7 Tewma 2.3. Yrpanenue 6 [IK-1.5 YCTHBIA OIPOC, AOKIAI,
MapkeTuHrom B CRM IK-3.1 KOHTPOJIb 3HAHUU
Pasnen 3. Ocodennoctu BHeapeHusi CRM -TexHosorum
8 Tema 3.1. OcHOBHBIE KpUTEPUU 6 [1K-1.5 YCTHBIH OIpoC,
BeIOOpa CRM- cuctembl [IK-3.1 MPaKTUYECKOE 3a/IaHHE




9 Tewma 3.2. IIpouecc BHenpeHus 6 [1K-1.5 YCTHBIH OTPOC,
CRM- cuctemsl [K-3.1 MPaKTUYECKOE 3a/IaHKE
10 | Tema 3.3. [Iporecc oneHKH 6 [1K-1.5 YCTHBIN ONPOC, KOHTPOJIb
s dexruBaOoCcTH B CRM [1K-3.1 3HAHUU
PA3EJI 2.

TEKYIIAH KOHTPOJIb IO JUCIHUIIJIMHE (MOYJIIO)
«CRM-MapkeTHHI M KJIHEHTCKUH OMbIT»

Texkymuii KOHTPOJb 3HAHMKM MCIONB3YEeTCA U1 OIEPATHBHOIO M PEryJsipHOrO
yIpaBiieHUs] y4eOHOW JesITeTbHOCTHIO (B TOM YUCIIE CAMOCTOSITENIbHONU paboToi) 00ydaronmxcs.
B ycnoBusx OanabHO-peHTHHIOBOM CHUCTEMbI KOHTPOJIS, Pe3yJbTaThl TEKYILEro OLEHUBAHUS
oOyuJarolerocsi MCIoib3ylTCsl, KaK MOKa3aTelb €ro TEeKyIlero pedTtuHra. Tekyluui KOHTPOJIb
yCIIEBaEMOCTH OCYUIECTBIISETCS B TEUEHHE CEMECTpPa, B X0/I€ TOBCETHEBHON yueOHOH paboTHI 110
UHAMBUAYaJIbHON MHHULMATHBE IMpenojaBaTensd. JlaHHBIA BUJ KOHTPOJS CTUMYJIHMPYET Y
o0yyarolerocsi CTpeMJIEHHE K CHUCTEMaTHYECKOM CaMOCTOSTeNbHOH paboTe MO H3Y4YEHUIO
JTUCHHUTITAHBI (MOTYJIs).

Tabmuma 2.1.
Pacnpenenenue 6aiioB no BuaaM yueOHOM NesTEIbHOCTH
(GambHO-pEUTHHTOBASI CUCTEMA)
HaunmeHnoBanme Bwun 3aganus
Pasziena/ Test C3 Bcero K3P |P(CP)| U3
J3 YO T3 I13 3a TeMy
P.1.T.1.1 1 2 - 3 6
P.1.T.1.2 1 2 - 3 6
P.1.T.1.3 1 2 - 3 6 10
P.1.T.14 1 2 - 3 6
P.2.T.2.1 1 2 - 3 6 7 5
P.2.T.2.2 1 2 - 3 6
P.2.T.2.3 1 2 - 3 6 10
P.3.T.3.1 1 2 - 3 6
P.3.T.3.2 1 2 - 3 6 10
P.3.T.3.3 1 2 - - 6
Hroro: 1006 10 20 - 27 57 30 7 6

JI3 — JeKIMoHHOE 3aHITHE;

YO — yCTHBIN 0onpoc;

J1 — mokmnazael, COOOIICHUS,

I13 — npakTryeckue 3a1aHus;

C3 — ceMuHapCKOE 3aHATHE;

K3P — konTposib 3Hanuii no Pazneny;

P — pedepar.

CP — camocTosTenbHas pabota 00y4aromerocs
N3 — unauBuyanbHOE 3a1aHUE




2.1. PekoMeHIallUM 1O OLEHMBAHUIO YCTHBIX OTBETOB 00y4aIOIIUXCS

C 1enpl0 KOHTPOJISI YCBOGHHUS MPOMIEHHOTrO MaTepuana U ONpPEIEICHUS YPOBHS
MOJITOTOBJICHHOCTH O0YYaIOIIMXCS K U3YUYCHUIO HOBOW TEMBI B Ha4aje KaKJO0r0 CEMHUHAPCKOTO
3aHATHUA MpernojaBaTesieM MPOBOAUTCS WHAUBUAYAIbHbIN UK (GPOHTANBHBIN YCTHBIA OMPOC MO
BBITIOJTHCHHBIM 33JJaHHSIM MPEABIAYIICH TEMBI.

Kpurepuu onenku:

Ouyenka «omau4Ho» CTaBUTCSA, €CIIA 00yJarOIIUCS:

1) mosHO U apryMEHTUPOBAHO OTBEYAET IO COJIEP>KaHUI0 BOIIPOCA;

2) oOHapyXWBaeT IMOHMMAaHHE MaTepuana, MOXXET OOOCHOBaTh CBOM CYXKJICHUS,
MPUMEHUTD 3HAHUA Ha MPAKTUKE, IPUBECTH HEOOXOIMMBIE IPUMEDPHI;

3) u3naraet Marepual MoclieJJ0OBaTeIbHO U MPABUIBHO, C COOIIOICHIEM UCTOPHUECKON U
XPOHOJIOTUYECKOM MOCIIE0BATEIHLHOCTH;

Ouenka «xopouio» — CTaBUTCS, €CJIM 00y4arOIINCs JaeT OTBET, YIAOBIETBOPAIOIUN TEM
e TpeOOBAHUAM, YTO U JJISl OLICHKU «OTJIUYHO», HO JAOMYCKAaeT OJJHA-/IBE OMIMOKH, KOTOPBIE CaM
JKE MCTIPABJISCT.

Ouyenka «yooenemeopumenvnoy — CTaBUTCS, €cClU OOydYaromwuiics OOHapyXKHBaeT
3HAaHHWE U TTIOHUMAaHNE OCHOBHBIX TTOJIOKEHUI TaHHOTO 3a/IaHuUs, HO:

1) u3naraeT Marepual HEMOJIHO U JONMYCKAeT HETOYHOCTU B OINpPEACTICHUH MOHSATHI WU
(bopMyIUpPOBKE MPaBUI;

2) He yMeeT JOCTAaTOYHO TIIIYyOOKO M JIOKa3aTelbHO OOOCHOBAaTh CBOU CYXKACHHS U
MIPUBECTH CBOU TIPUMEPHI;

3) uznaraet MaTepuai Herocle0BaTeIbHO U JOMYCKAET OMIMOKH.

BOITPOCHI JIA CAMOITIOATI'OTOBKH OBYYAIOIIUXCSA

Paspnen 1. Teopernueckue 0CHOBBI KJIHEHTOOPHMEHTHPOBAHHOIO YINPaBJICHHUS

Tema 1.1. Bo3uukHoBenne CRM u uX pa3HOBUIHOCTH

1. Yrto Takoe CRM? JlaiiTe onpeeneHne 3ToMy TEPMUHY C TOUYKH 3PEHHS] KOHIETIINH U
WH()OPMAITMOHHOM TEXHOJIOTHH.

2. HazoBute ocHOBHBIC TpUHIMIEI KOHIIETIMH CRM.

3. Uewm konmenius CRM otnuvaercs OT KOHIEHIUN TPAJUIIMOHHOTO MapKeTHHTa?

4. Tlepeuucnute U OXapaKTEepU3yuTe MIPEAIIOCHUIKU BO3HHUKHOBEHHUS
KJIIMEHTOOPUEHTUPOBAHHOIO MOJIX0/A.

5. KakoBa poip KIMEHTOOPUEHTUPOBAHHOTO TMOAXO/AAa B KOHIEMIMH MapKeTHHTa
OTHOILICHUH?

6. Pacckaxkute mpo uCTOpHIO BOSHUKHOBEHUS U pa3BuTus noaxoga CRM B Poccuu.

7. Packpoiite nonsatue e-CRM

Tema 1.2. YnpasiieHHe KJIMEHTCKHM ONBITOM: IPUHIHUIIBI M BO3MOKHOCTH

1. OxapakrepusyiiTe LEHHOCTb, IOJy4aeMyl KJIMEHTOM OT KOMIIAHWM, B 4YE€M OHa
3aKIr0YaeTcs?

2. HazoBuTe ypOBHM NPEATIOKEHUS.

3. PacckaxuTe npo MOAENb JOMOJHUTENbHBIX YCIYT.

4. PacckakuTe npo JIECTHUILY JIOSUIBHOCTH KIMEHTOB.

5. KakoBa poJib KJIMEHTOB-«aJBOKATOBY?

6. KakoBa poiib KJIMEHTOB-(TEPPOPUCTOBY?

7. Kakum 006pazom OpeH; | yd4acTBYET B 00pa30BaHHUM [ICHHOCTH TSI KJINEHTOB?

8.Kakue cymecTByloT cIocOObl OIIEHKM II€HHOCTH, IIOJy4aeMoil KIMeHTaMH OT
KOMITaHHUH?

9. OxapakTepu3yiTe HEHHOCTD, IOJy4aeMyI0 KOMIIAHUEN OT KJIMEHTA.



10.HazoBuTe ki1accupuKanuio KIMEHTOB 110 UX NMPHUOBLTEHOCTH.

11. B yem cyTh SJKOHOMUKH MPUBJICYEHUS KIUEHTOB?

12. ByeM CyThb SKOHOMUKH YAEp KaHUs KIMEHTOB?

13. Yro BbIrojiHEE: NPUBJIEKATh HOBBIX WM YAEP)KUBATh CTAPbIX KJIMEHTOB U IOYeMY?
14. Pacckaxute Ipo MOJIeIb ONTUMU3ALUN YIEPKAHUS KJIMEHTOB.

15. Pacckaxute ipo mozaenb ACURA, kakoBo ee 3HaueHue?

Tema 1.3. CoBpemenHblii ppiHOK CRM- TexHo10THi

1. OxapakrepusyiiTe JOUMHAMMKY W  OCHOBHBIE TEHJEHUMH MHPOBOIO  pBIHKA
KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUH.

2. B ueMm 3akirovaercsi 0COOCHHOCTh poccuiickoro peinka CRM-cuctem? KakoBbl ero
IIPUHLMIIAAIBHBIEC OTINYHS OT COOTBETCTBYIOLIETO 3aI1aJIHOIO PhIHKA?

3. Ha3oBuTe OCHOBHBIX JHIEPOB POCCHICKOTO PBIHKA CHCTEM YIPABICHHS KIMEHTCKON
0a3oii.

4. Oxapaktepusyiite pacnpeaeneHue npoektoB BHeapeHus CRM-cucrem 1o
dbenepanbabiM Okpyram PO.

5. Pacckaxute o pacrnpenenennn npoektoB BHenpeHus CRM-pemenuit B Poccuu mo
OTpacCIIsIM.

6. Kakumu xputepusMu He0OXOIMMO PyKOBOACTBOBAThCs ipu BeIOope CRM-cuctemsr?

7. 13 KakMX OCHOBHBIX COCTAaBJISIFOILMX CKJIA/IbIBAETCSI COBOKYIHAs CTOUMOCTD BJIa/ICHUS
CRM-cucremoii?

Tema 1.4. IIpouecc coznannsa CRM- cTpaTteruu

1. Yro mpencramiseTr coboi mporecc pazpadotrku crparermn CRM, u3 xakux yacrei
COCTOMT?

2. Oxapakrepusyiite OHU3HEC-CTpPATEeTHI0 KaK YacTh Ipoliecca pa3paboTKU CTpaTeruu
CRM.

3. Uto Takoe 6uszHec-BuaeHUe? V3 KakUX 3J1€MEHTOB COCTOUT?

4. HazoBute oTpaciieBble U KOHKYPEHTHBIE XapaKTEpUCTUKM B paMKax Mpoliecca
paspabotku CRM-cTpareruu.

5. Pacckaxkute nmpo MOZeNb OTPacieBOro aHaJIN3a.

6. PacckaxxuTe mpo Mozienb O0IUX CTpaTeruii.

7. Pacckaxkute nmpo MOZEIb JIUIEPOB PhIHKA.

8. PacckakuTe Ipo cTpaTeruio JUAEepCTBa MO U3AEPIKKAM.

9. Pacckaxute npo crpareruto quddhepeHIIHanH.

10. Pacckakute Mpo cTpaTeruto GOKyCHpOBAHUS.

11. PacckaxkuTe mpo CTpaTeryio JUAECPCTBA O ONeparusiM.

12. PacckakuTe IMpo CTpaTEruio JUAEPCTBA O MPOAYKTY.

13. Pacckaxute Tipo cTpaTeTruro OJIM30CTH K KIIMEHTY.

14. OxapakTepu3yiTe KIUEHTCKYIO CTPATETHIO.

Paznen 2. ®ynkunoHaabHbie BO3MOkHOCTH CRM
Tema 2.1. YnpasiieHue KJIMEHTCKOM 0a30H
3anoJIHeHUE U BEJICHUE CIIPAaBOYHUKOB
Perucrpariust HOBOTO KIMeHTa

[Touck TBOMHUKOB KJIMEHTOB M KOHTAKTHBIX JIUI]
AHaNM3 MOTHOTHI 3aMOJTHEHUS KIIMEHTCKOM 0a3bl
['pynnoBoe U3MeHeHHE Moei

CerMeHTaIus KJIMEHTOB

ABC- u XYZ-ananu3bl

Meton ABC

Metron XYZ

CoNoOR~wWNE



10. BCG-marpurna
Tema 2.2. YnpasJienue npoaa:xkamu B CRM
Ananu3 noTpeGHOCTEH KITMEHTOB
Opranu3zanus npojax ¢ IOMOIIbI0 OU3HEC-TIPOLIECCOB
AHanu3 IpoAaXx ¢ MOoMOILbI0 «BOpoHKH Ipogax»
Konsepcus «BopoHku mpoaax»
IToaroroBKa KOMMEPUYECKHUX NPEUIOKEHUN
[ToaroroBka cueToB Ha OILIATY
Pabota ¢ nedutopckoil 3a10J1KEHHOCThIO
Ananus npogax, ABC-ananus npogax, XY Z-aHaJIu3 Ipoaax
TeMa 2.3. Ynpasiaenune mapkeruarom B CRM
1. ®yaxkuun CRM-cucreM: ynpaBiieHHEe MapKETUHIOM, TIPOJIaYKaMH, KIMEHTCKON 0a30i,
CEPBHCOM.
2. YmnpapineHue MapkeTHHIroM kKak ¢pyakuueir CRM-cucrem.
3. IlannpoBaHre MapKETUHTOBBIX KaMITaHHH
4. Opranu3zanusi MapKeTUHTOBBIX MEPOIPHUITHIA
5. Opranu3zanus paccbuloK
6. Opranuzanus TeneMapKkeTHHTa
7. AHanu3 pekJIaMHbIX KaMIIaHUN

NG~ WNE

Pa3nea 3. Ocobennoctu BHeapennss CRM —rexHosornu

Tema 3.1. OcHoBHBbIe KpuTepun BbiOopa CRM- cucremsl

1. Ha3oBute ocHOBHbIE niepcrieKTUBbI pa3BuTHs CRM Kak KOHLIENINU.

2. KakumMu  TeHIEHIMSIMH  XapaKTepU3yeTcs  HUCIOJIb30BaHWE UM Pa3BUTHUE
KJIMEHTOOPUEHTUPOBAHHBIX TeXHOJIOTU B Poccun?

3. Tun CRM-cuctemsl

4. Bo3MOXHOCTh pa3pabOTKU JOMOTHUTEIBHBIX MOIYJICH

5. JIoCTymHOCTb yCIIyT 10 BHEJIPEHUIO U COIPOBOXKICHUIO

6. CoBokymHas croumocts Biaaenus (TCO)

7. JInueH3uu uiam apexaa

8. Ycnyru BHeapeHUs

9. ConpoBoxieHHE

10. OMHUKAHATLHOCTD

11. Bo3MOHOCTbh OpraHu3alyy yJaJleHHOro pabo4yero Mecta ¥ MOOMIBHOCTb

Tema 3.2. [Iponecc BHeapennss CRM- cucremsl

1. TloaroroBka K BHEIPEHUIO

2. Drtanbl BHEIPEHUS

3. Ocobennoctn BHenpenns CRM-cucrembl Ha TmpeanpusTUsX —pa3HBIX — cdep
JesITeTbHOCTH.

Tema 3.3. IIpouecc onenkn 3¢pdexrnsHocTn B CRM

1. Kakum oOpa3om cCBsi3aHbl MEXIy COOOW akIMOHEpHas I€HHOCTh, IEHHOCTH IS
KJIMEHTOB, IEHHOCTh JJI COTPYAHUKOB U CHUXKEHUE U3epxkek B pamkax CRM?

2. HazoBure ximroueBbie ()aKTOPHI, BIUSIONINE HA PE3YIbTATHI IS aKITHOHEPOB.

3. B uem cyTh 1IeMOYKHU «yCITYTH — IPUOBLTE)?

4. Pacckaxure npo crangapt «MHCTpyMEHT A OuLeHKH 3()(PEKTUBHOCTU YIPaBICHUS
knueHTamm» (CMAT).

5. Pacckaxute npo cranmapt «Llentp orenku s>pdexTuBHOCTH omepanuii o padbore ¢
kinuentamu» (COPC).

6. PacckaxuTe Mpo METPHUKY KIHEHTOB.

7. Pacckaxxute mpo OMeparmoOHHYIO0 METPUKY.
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8. Pacckakute mpo CTpaTEeruvecKyro METPHKY.
9. Pacckaxxute Mpo METPUKY CPaBHUTENIbHOMN pe3yIbTaTUBHOCTH.

2.2 PexkoMeHZaUMH TI0 OIEHHWBAHHUIO Pe3YJbTATOB MNPAKTHYECKHUX

3aJjaHuH

MakcuMalIbHOE KOJIMYECTBO
OayutoB*

[IpaBUIBEHOCTH (OLIMOOYHOCTH) pelIeHUs

OTJINYHO

[Tonable BepHBIE OTBETH. B JIOTMYHOM pacCyXIEHHH IIpU
OTBETaX HET OMmMOOK, 3aJaHHe IMOJHOCTHIO BBINOJHEHO.
[ToxydeHs! mpaBUIIBHBIE OTBETHI, SICHO HMPOINKCAHHBIE BO BCEX
CTpPOKax 3aJaHui U TabJIHIL

Xopo1io

BepHuble 0TBeTHI, HO UMEIOTCSI HEOOJIBIINE HETOYHOCTH, B LIEJIOM
HE BIIMAIOIIME Ha IIOCJIEN0BAaTEIILHOCTh COOBITHM, Takue Kak
HeOoJblIMEe  TPOMYCKH, HE  CBSI3aHHBIE C  OCHOBHBIM
COAEp)KaHMEM U3JIOKEHHs. 3aJaHue OQOPMIIEHO HE BIIOJIHE
aKKypaTHO, HO 3TO HE MelllaeT HOHUMaHMIO BOIpoca

Y 10BIIETBOPUTEIILHO

OtBeTsl B 1eIOM BepHble. B pa0oTe mpuCYTCTBYIOT
HECYIIECTBEHHAsl XPOHOJIOIHYecKasi UM UCTOPUYECKasi OIIMOKH,
MEeXaHMuYecKas OLIMOKa WM OIKCKA, HECKOJIbKO HCKa3MBILIHE
JIOTHYECKYIO [TOCIIeI0BATEIbHOCTh OTBETA

Jonyiensl Oosiee Tpex OLIMOOK B JIOTMYECKOM PaCCYyKICHHH,
MIOCJIEIOBATEIbHOCTH COOBITHH M ycTaHOBiIeHHM jaT. [lpm
00BSICHEHNHN UCTOPUYECKUX COOBITUH U SIBJICHUN yKa3aHbl HE BCE
CYIIECTBEHHBIE (DaKTHI

HeynosiersopurensHo

OTBeThI HCBCPHLIC WJIM OTCYTCTBYIOT

* IlpencraBneno B Tabmnuie 2.1.

THUITIOBBIE ITPAKTUYECKHUE 3ATAHUSA
JJIAA TPOBEPKH YPOBHA COOPMUPOBAHHOCTHU KOMIIETEHIIUN

Tema 1.1. Bo3nuxknoBenne CRM u uxX pa3HOBHAHOCTH

IIpakTu4yeckoe 3aganue 1

Hcnonp3ys mOUCKOBBIE CUCTEMBI ceTH MHTepHET, caenaTe CpaBHUTENbHBIN aHAIU3 3-X
CRM, xoTopble MNpenocTaBISIOT BO3MOXKHOCTH paboTaTh € MapKEeTHHTOBOW WH(OpManuei
(KpuTepuu Ui CpaBHEHHUS CTYJIEHT OIpeJeNIIeT CaMOCTOATENbHO, HO He MeHee 5). BeIsiBUTh nx

JOCTOMHCTBA U HEJOCTATKU.

Tema 1.2. YnpasieHne KJIMEHTCKUM ONbITOM: IPHUHIHUIBI 1 BO3MOKHOCTH

IMpakTnyeckoe 3ananue 2 — « KoHuenuus ynpasJjieHus B3aHMOOTHOILIEHUSIMH C

norpedurteasimu (CRM)».

1. Co3pmaitte 2 cyera o JBYM pa3HbIM CIEIKAM.
2. Co3zaBas c4yeTa UCIOJIB3YHTE TOTOBBIE JAHHBIE, 3AHECEHHBIE B CUCTEMY.

Bompockl k 3a1aHHIO:
1.Yto takoe CRM-cucrema?

2. Kakwue 3agaun pemaroT TakKue CUCTEMBbI?

3.Yro takoe «Meraruiag»?
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4. Ilepeuncante Bce U3BECTHHIE BAM MOAYJIH CUCTEMBI?
5. B yem oTiinume cuctemsl «Merarian» OT APYrux CUCTEM?

Tema 1.3. CoBpemennblii ppiHOk CRM- TexHo10THii
IIpakTuyeckoe 3ananue 3 — «Pazpadorka crparerun CRM — cucrem».

HpOBeCTI/I aHaJInu3 3(1)(1)CKTI/IBHOCTI/I HCIIOJIF30BaHUS CHCTeMBI «Meramian» B Pa3JIMIHBIX
oTpacyiaxX ACATCIbHOCTH.

Bonpocs! k 3aganuto:

1.Kak paboTtaet Texnmoanep)kka cucteMsl «Merarian»?

2.YTo0 Takoe BOpOHKA MpojIax?

3.Kakue ecTb poyii B CHCTEME U KaK pa3/laloTcs MpaBa 10CcTymna?
4.B yem CMBICIT MacTepa OTYeTOB?

5.Kak ¢pyHKIIMOHUPYET MOIYIb «IIPOJAKIN?

Tema 1.4. IIpouecc coznanuss CRM- crparernu
IIpakTnyeckoe 3aganue 4 - «CeTb IJIATHBIX MOJUKJINHUK

[InaTHas MONMKIMHUKA - MHOTOIIPO(UIEHOE JIeueOHOe yUpeKIeHHUE ISl OKa3aHHs
MEIUIIMHCKOM moMoIu. Bee 00bHBIE TPOXOAAT 00s3aTENbHYIO PETUCTPALINIO, TIPH KOTOPO
COTPYIHUKOM PErUCTPaTyphl B 0a3y JaHHBIX 3aHOCITCS CTAaHAAPTHBIE AaHKETHBIC JTaHHBIC.
BosibHBIE IMEIOT BO3MOXKHOCTH ITOTACTh Ha MPUEM K Bpady HIIM CIIATh aHAIN3HI B Ta0OpaTOPHH.
[Ipuém y Bpaua npou3BOAUTCS 1O NMPEABAPUTENBHON 3alIMCH. PyKOBOJICTBO CeTH XKenaer
IPEOCTABIIATh PA3IUYHBIC BO3MOXXHOCTH: 3alMCh 4epe3 HHTEpHET, call-mentp nmbo mmyuHO
yepe3 peructpatypy. Ilepea mpoBeneHnem npuéma MalMEHT MOJYy4YaeT TAJNOH MOCEIICHHsS Ha
OIJIaTy M MapUIPYTHBIN JIUCT B pPErUCTpaType, MOCie Yero OIiadyuBacT MEIUIIMHCKUE YCIYTH B
Kacce. Bce pexkoMeHganuMu M HM3MEHEHHUs, CBSI3aHHBIE CO 3/J0POBbEM IMALMEHTA JIOJKHBI
(dbuKcupoBaThCs BpauoM. [[si onpesenieHHbIX KaTeropuil rpaxaad (MMeHCUOHEPHl, HHBATUILI U
T.J1.) AOJDKHBI OBITh MPEIYCMOTPEHBI CHIEIHATBLHBIE TPOTPAMMBI JIOSITBHOCTH.

YV xoMnaHuM UMEIOTCS TPOOIEMBI:

* V KIMEHTOB UMEIOTCA CI0KHOCTH C 3aMUChI0 HA IPHUEM

* Manas aBToMaTu3alus COCTaBJIE€HUS OTYETOB

* OTCcyTCTBHE aBTOMATHUECKON PACCHUIKH JIsl MHPOPMHUPOBAHUS KIHEHTA

* OTCyTCTBHE MTPOrPaMMBI JIOSUIBHOCTH

* OrcyTcTBYET y/100Has BOBMOXKHOCTB IS MAllMEHTa 0TKa3aTbCs OT npuema (TerneQoHHas TUHUS
9acTo 3aHSTA)

* OTCYTCTBYET BO3MOXHOCTD IPHU 3aHATOCTH HYXKHOTO Bpaya, IOCTaBUTh MAllMEHTa B OUepeib, a
3areM, B Cy4ae HaTU4Ms TajJOHa, MOCTaTh MOJIh30BATENI0 OHJIAMH-OMOBEIIEHUE (Ha TOYTOBBIN
SITIIUK )

* OTCYTCTBYET BO3MOXHOCTh JUCTAHIIMOHHOTO JIOCTYIIA MAI[MEHTa K CBOCH UCTOpHH OOJIe3HEH U
PEKOMEHIaLIUSIM.

3AJJAHUE - CdopmupoBare tpeboBanus k CRM-cucreme ceTd NOJIMKIMHUK B paMKax
MOJJIEPKKU MTPOLIECCOB 0OCTYKUBAaHUS KIIMEHTOB U aBTOMAaTHU3aI[MH COCTABJIEHUS OTYETOB.

Tema 2.1. YnpaBienune KJIHeHTCKOMH 0a30ii

IIpakTyeckoe 3aganue S — «CTpykrypa u coaepxkanne CRM — cucrem».
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3ananue: 1. Co3gaiiTe HOBYIO opraHu3anuio. BHecute Bce HEOOXOIUMBIE TaHHBIE B KapTOUKY
opranuzarnuu. 2. Jlo6asere 10 coTpyaHukoB uepes moaynb «llepconamy». 3. Cozmaiite 2 rpyIibl
¢ Ha3BanuaMu «byxrantepus» u «Call - nearp». BHecure B Oyxranreputo 2 yenoBeka, a B Call —
LEHTp 3uesloBeKa, paclpeAeInTe OCTaIbHbIX 10 noapasaenenusam. 4. Co3naiite rpyniy ckiaj u
BHECUTE B ATy Ipymny 1 coTpyaHuka. 5. YBoJIbTe COTpYAHHUKA U3 IPYIIBI CKJIAJ U HA €0 MECTO
BO3bMHUTE HOBOI'O COTpPYAHMKA. 6. BHecuTe B cuUCTEeMy HOBblE€ KOHTaKTHbIE JaHHBIE I Ballel
OpraHu3ali: KOPIOPATUBHBIA IMOYTOBBIM UMK, TenedoH. 7. Co3nmaiiTe HOBoe [1ei0 B
OTHOILEHUH OJJHOTO MJIM HECKOJIBKMX KJIMEHTOB: YKa)KUTE JAaTy U BpeMs, KOTAa KIMEHTa HYXKHO
BCTPETUTh B a’pONOPTY, 3aJaiiTe CTaTyC BaXXHOCTHU ATOMY JIelNy M Ha3HaubT€ COTPYJHUKA Ha
BBINOJIHEHHE.

Bormpocsl k 3agaHuto:

1) KakoBo HazHaueHue cucrembl «IIpocToit Ouznec»?

2) Ha3oBuTe OCHOBHBIE MOJYJIH CUCTEMBI?

3) B uem yHuBepcanbHOCTb cuctemsl «IIpoctoit 6usHec»?

4) Kakue pexumbl paboThl C KIIMEHTCKON 06a30i CYIIECTBYIOT B cUCTEME?

5) Kakue hopmathl TOKYMEHTOB JUISI UMITOPTa KIMSHTCKOM 0a3bl IMOIISPIKUBACT
cucrema?

Tema 2.2. Ynpasienue npoga:xkamu B CRM
IIpakTuyeckoe 3aganue 6 — «Ouenka 3¢ dexruHocTu CRM».

3ananue:

1) YcraHoBuTE aBTOMAaTU4YECKUI YUET JOKYMEHTOB U JIEI.

2) Ilpukpenure Qaiia ¢ JOKYMEHTOM K BBIIOJIHAEMON 3ajaye.

3) Cozpnaiite mabioH qoroBopa 00 apeH e U M1adI0H JOrOBOpa Ha BEITIOJTHCHHE 3aKa3a.

4) BeiOepure KiIMEHTa, CO3AalTe HOBBIM 3aKa3, MPHUBS3aHHBIM K BHIOPAHHOMY KJIHMEHTY,
YCTaHOBUTE CTATYC K 3aKa3y, OTIPaBbTE 3aKa3 KIUEHTY C JOKYMEHTaMH.

5) Co3pnaiiTe 1Mo 0AHOMY BapHaHTy NMPUXOJHOTO U PACXOIHOTO OPJEPOB.

6) [IpenocraBpTe 2 —M COTPYAHHKAM pa3pelieHne Ha paboTy ¢ OyxranTepuei.

7) Hoarorosste ¢aitn Excel ¢ qanupiMu 1o ToBapaM: 10 BUIOB TOBapa C MOJISIMH — KOJ,
rpynna, apTUKyJ, HAUMEHOBaHuE, ONMCaHKe, [IeHa.

8) 3amonHuTe 5 MO3UIMIA B MOJyJIe «TOBapbl» Yepe3 KapTOUKy TOBapa.

9) Umnoprtupyiite nanHbsle U3 AokymMeHTa Excel, HacTpoiiTe mojs B COOTBETCTBUU C
MOJIIMU JJOKYMEHTA.

10) noGaBbTE Ba HOBBIX CKJIaJla C Pa3HBIMU XapaKTEPUCTHUKAMHU.

11) Jlo6aBbTE B 9TH CKJIaJbl TOBAPHI B COOTBETCTBUH C XapaKTEPUCTUKAMH TOBAPOB.

12) OrtmpaBbTe BceM COTPYAHHKAM COOOIIEHHE O HEOOXOAUMOCTH MPOXOXKICHUS
MOBBILICHUS KBATU(PHUKAIUH J10 ONPEIEeTICHHON AaThI.

13) Ucnonp3yiitTe yat 11 TOro, YTOObI BBI3BATh I1aBHOTO OyXrajaTepa Ha coBeliaHue B 16
YacoB.

14) IloaroroBsTe 3apaHee HEOOJBIION MpPE3EHTAIMOHHBIN MaTepHajl O HOBBIX PBIHKAX.
Coznaiite B cucteMe BUACOKOH(EPEHIMIO U Pa30lUIMTE BCEM yYaCTHUKAM INPE3eHTAIlMOHHBII
MaTepual.

Bomnpocs! k 3agannio:

1) Kak paboraet aBToMaTHueckuil yuet nen B «IIpocroii 6usHec»?

2) Kakoi#t Moysib OTBEYaeT 3a BeACHUE OyXTranTepuu U cKiaaa?

3) OcHoBHbIE 351€MEHTBI MOy «KoMMyHUKanumn»?

4) CKOJIbKO PEXKUMOB pabOThI C JOKYMEHTaMH B cucTeMe?

5) Jlnst gero HykeH oOIIuii yat B cucreme?
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Tema 3.1. OcHoBHbIe KpuTepuu Boi00pa CRM- cucteMbl

IIpakTyeckoe 3aganue 7 — «IIpouecc ynpasienust uHpopmanueiir B CRM».

3agauu 1Mo 3aJaHUI0.

1.Co3naiiTe MHTEPHET — Mara3uH, KOTOPBIA OyJIeT MPUKPEIUICH K Ballleli KOMITaHUH.

BOHpOCBI K 3aJJaHUIO:

1) Kak paboraer cucrema co3aHus CaiiToB B cucteme?
2) B uem cnoxxHOCTH PabOThI C MaCTEpOM CalTORB?
3) B uem npenmytmiecTBa paboThl B MacTepe?

Tema 3.2. [Ipouecc BHeaApenuss CRM- cucremsl

IIpakTnyeckoe 3aganue 8 — «CpaBHUTEJNbHBIN aHaJN3 cymecTByommux CRM

3ananue: VMcnonb3ys TeKCTOBBINM T0KyMeHT MS Word moAroToBUTh OTYET O MPOBEACHHOM
anamm3e CRM-cuctem — «Meramiany», «lIpocToii Ou3zHec» W OJHY CHCTEMY Ha BBIOOP
oOyuaromierocsi. Pe3ynbraTel mpoBeneHHOro aHanu3a O(GOpMISIOTCS B KadyecTBe oTyeTa. B
aHAJIM3E JIOJDKHO OBITh ONHCAaHWE KAXKIAOW CHUCTEMBI B OTACIBHOCTH, a Takke Tabiuia
«CpaBHUTENFHOTO aHaJN3a» CUCTEM, IOCIE€ KOTOPOH MOJKEeH OBITh HMTOI — BBIBOJ O
IIPOBEICHHOM aHAJIM3€E. — CUCTEM.

2.3. PexoMeH1a1Mu 110 OLIEHUBAHUIO pedepaToB (10KIa10B, COOOIEHMI).

MakcumMaJibHOE KOJIHYEeCTBO
0aJ110B

Kpurepun

OTJIINYHO

BrictaBnsercst oOy4daroniemMycsi, €CJii OH BBIPa3HJl CBOE MHEHHUE
mo copMyIUpOBaHHON mpobdlIemMe, apryMeHTHUpOBaj €ro,
TOYHO ONPENENTUB MPOOJIEMYy CONEpKaHUE M COCTABJISIFOIIUE.
[IpuBeneHbl  maHHBIE  OTEYECTBEHHOM W 3apyOeiKHOM
J'II/ITepaTypI)I, CTaTUCTUUYCCKHC CBCACHUA, HHq)OpMaHPISI
HOPMAaTUBHO MpaBOBOro xapakTtepa. OOyyarouiuiics 3HaeT u
BIaJIcET HABBIKOM CaMOCTOSTEILHON  HMCCIIEA0BATEIIHCKOM
paboTel TO TEME HCCIENOBaHUS; METOJAaMU U TMpHUEMaMH
aHaJin3a TGOI)GTI/I‘IGCKI/IX I/I/ NI HpaKTI/IquKI/IX ACIICKTOB
n3ydaemMoil oOmactu. DakTHYECKHX OIIMOOK, CBS3aHHBIX C
TMOHUMaHUEM TPoOJIeMbl, HET; rpadudecku padborta oopmieHa
MIPaBUJIBHO.

Xopomo

BricraBnsercst oOydaromemycs, eciu paboTa XapaKTepu3yercs
CMBICIIOBOM LIEIbHOCTBIO, CBSA3HOCTBIO "
MOCJIEZIOBATEIBHOCTRIO U3JIOKEHUS; JIOMyIIleHo He Oonee 1
OmMOKM TpH OOBACHEHHMM CMBICIa MIM  COJIEpIKaHUs
npobnembl.  JIJs  apryMeHTanuu — TPUBOMATCS  JaHHBIC
OTEYECTBEHHBIX U 3apyOeKHBIX aBTOPOB.
[IpoaemMoHCTpHPOBaHBI UCCIIEIOBATENICKIE YMEHHS U HaBBIKU.
dakTUYecKHX OUIMOOK, CBA3aHHBIX C MOHMMaHUEM IMPOOJIEMBI,
HeT. JlonynieHs! oTaenbHble OMUOKH B 0OpMIIEHUH PabOThI.

Y 10BIIETBOPUTEIIHHO

BrictaBnsiercss  oOyuaromiemycs, ecid B paboTe CTYIEHT
MPOBOAUT JOCTATOYHO CaMOCTOSITEIbHBIA aHall3 OCHOBHBIX
9TAaloOB M CMBICIOBBIX COCTaBJISIOIIMX IMPOOJIEMBbl; TTOHUMAET
6a30BbI€ OCHOBBI U TEOPETUYECKOE 0OOCHOBaHHE BHIOpaHHOMN




14

TEMBI. [TpuBneueHsI OCHOBHBIC WUCTOYHHUKH o
paccmaTtpuBaeMoil Teme. JlomymeHo He Oojee 2 omuOOK B
coJiepKaHuu TPo0IeMbl, 0OPMIICHUH PAOOTHI.

BricTaBmsiercss oOydaromeMycs, eciu padoTa MpelCTaBisieT
co0Oi TMepecKa3aHHbI WM TOJHOCTBIO 3aMMCTBOBAHHBIN
HCXOJTHBIA TEKCT 0e3 Kakux Obl TO HU OBLJIO KOMMEHTapHCB,
HeynosnerBopuTeasHO aHaym3a. He packpeiTa CTpyKTypa U TEOpeTHYCCKas
cocTaBistonas TeMbl. JlomyieHo Tpu win 6osee Tpex OmmodoK
B COJCpXAHUM PACKPhIBAEMOM IPOOJIEMBbI, B OQOPMICHHH
paboTHI.

TEMBI PE®@EPATOB (JIOKJIAJIOB, COOBIIIEHUN) 1151 TIPOBEPKH
YPOBHA COOPMUPOBAHHOCTHU KOMIIETEHIINHU

Paspnen 1. Teopernueckue 0OCHOBBI KJIHEHTOOPHUEHTHPOBAHHOIO YIIPaBJICHHUS

Tema 1.1. BosuukHoBenne CRM u uX pa3HOBUIHOCTH

1. Wctopus BOSHUKHOBEHHS KIIMEHTOOPUEHTUPOBAHHOTO MOIX0/1a;

2. Mectro CRM B xoHLENIMHA MapKETUHTAa OTHOILICHUN;

3. TpaguIMOHHBIE ~ MapKeTMHI W  MapKETUHT  OTHOIIGHUH:  CpaBHUTENbHAs

XapaKTepUCTHKA.

Tema 1.2. YnpasiieHHe KJIMEHTCKUM ONBITOM: IPUHIUIIBI M BO3MOKHOCTH

1. Ilytn coBepLICHCTBOBAHMS KOHLIETILMU YIPABICHUS B3aUMOOTHOILEHUSIMU C

knueHTamu (napagurma CMR);

2. Yupasnenue onbiToM Kiuenta (CEM);

3. Ipouecc IDIC M.Pomxepc u J.Ilenmnepca.

Tema 1.3. CoBpeMenHblii ppiHok CRM- TexHoJ10THIH

1. Meroauka CRM I1.MomuHo;

2. JlosmpHOCTH KineHTOB 1 CRM;

3. MeToauKku OIIeHKH YAOBIETBOPEHHOCTH KIIMEHTOB;

4. Ponb OpeHza B mpoluecce co3JaHus IIEHHOCTH.

Tema 1.4. IIpouecc co3nannsa CRM- cTparernn

1. Ponb BeOG-TeXHOIOTHH B TIPOIIECCE YIIPaBICHUS B3aUMOICUCTBUEM C KIMEHTAMU;

2. Call-uentpsr u konmemnims CRM.

3. OtpacneBble W KOHKYPEHTHBIE XapaKTEPHCTHKM B paMKax Ipolecca pa3paboTKH

CRM-ctpareruu

Paznen 2. ®ynkunoHaabHbie Bo3MO:kHocTH CRM

Tema 2.1. Ynpapienune KJIHeHTCKOH 0a30ii

1. Ucnonp30BaHue TEXHOJOTUN HWHTEIJIEKTYaJbHOTO aHajiu3a JaHHBIX B KOHLEMIUU

CRM;

2. CerMeHTanus KJIMEHTOB C MOMOIIBIO TeXHOIOTUMU [lata MailHuHT;

3. Anamutnyeckuid CRM: Tekyliee nojioxeHue ael.

Tema 2.2. Ynpasienue npoaa:xkamu B CRM

1. CrocoOsI OIIEHKH IIEHHOCTH, MOJIy4aeMOi KIMEHTaMU OT KOMITAHU!

2. OCcoOEHHOCTH MOJIETTH ONTHMH3AINH YACPKaHUS KINEHTOB

3. Ponp aHanuTHUYECKUX CPEACTB B MPOIIECCEe YIPABICHHs OTHOIIECHUSIMH C KIIMEHTaMHU

Tema 2.3. Ynpasiaenue mapkeruarom B8 CRM

1. TeHIeHIIUU WCIIONBH30OBAHUS M PA3BUTHS KIMEHTOOPUEHTHUPOBAHHBIX TEXHOJOTUH B
Poccun

2. Mecto CRM B KOHIIETIIIUU MapKETUHTa OTHOIIIEHUI

3. Iyt  COBEpIICHCTBOBAHMS KOHICIIMH  YIPABICHUS B3aMMOOTHOIICHHUSMH C
knueHTamu (mapaaurma CMR)

Pasznea 3. Ocodennoctu BHeapenuss CRM —texHoJioruun
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Tema 3.1. OcHoBHBIe KpuTepnu BoiOopa CRM- cucremsl
1. Vcnonb3oBaHWe TEXHOJOTMM HWHTEIJIEKTYyaJbHOTO aHaliM3a JaHHBIX B KOHUEHINH
CRM;
2. CermeHTalMsI KJIMEHTOB C MOMOIIBIO TexHOnoruu Jlata MaltHuHT;
Tema 3.2. [Ipouecc BHeaApenuss CRM- cucremsl
1. CoBpeMeHHBIM pPOCCUUCKUN PBIHOK TexHojoruii CRM: nuHamuka, NepCreKTHBBI
pa3BUTHS;
2. Apenga CRM — HOBOe HampaBJ€HUE pPa3BUTUA CUCTEM  YIPaBJICHUS
B3aMMOOTHOIIEHUSMHU C KIIMEHTAMH;
3. bynymee CRM-TeXHOJIOTHIA: OLIEHKU SKCIIEPTOB, OCHOBHbBIC HAMPABJICHUA.
Tema 3.3. IIpouecc onenkn 3¢pdexrnsHocTn B CRM
1. DdpdexTuBHOCTS TPpOoekTOB CRM: MU} MM peaabHOCTh
2. CBs3b MEXy aKIIMOHEPHOW IEHHOCTHIO, IEHHOCTHIO JUIsl KIIMEHTOB, IIEHHOCTBIO IS
COTPYJHUKOB U CHHKEHHUE U3aepkek B pamkax CRM
3. BO3MOXHOCTH pa3nYHBIX HHCTPYMEHTOB OlleHKH 3 dexktnBHocTH B CRM

2.4. PekoMeHIAMU 110 OLIEHUBAHUIO HHIAUBHUIYAJIbHOTO 3a1aHUsI

KOJHYECTBO 0a/JIOB*

MaxkcumajbHoe
Kpurepuu

BricraBnsiercss  oOydaromiemycsi, €CiaH OTBET IIOKa3bIBaeT
ry0OKO€ M CHUCTEMAaTHYeCKOe 3HaHHE BCEro IpPOrpaMMHOTO
MaTepualia M CTPYKTYphl KOHKPETHOTO BOIIPOCA, a TaKxKe
OCHOBHOT'O CO/ICp)KaHUS M HOBALMH JICKIMOHHOTO Kypca IO
CpaBHEHHIO ¢ yueOHOW sureparypod. OOyuaromuiics
OtnnyHO JEMOHCTPUPYET  OTYETJIMBOE U  CBOOOJHOE  BIIAJICHUE
KOHHGHTyaJII)HO-HOHﬂTI/If/'IHI)IM arrmaparoM, Hay4YHbIM SA3BIKOM H
TEPMHUHOJIOTHENH COOTBETCTBYIOLIEH HayuyHOW o0iacTu. 3HaHUE
OCHOBHOW JIUTEPATYphl W 3HAKOMCTBO C JIOMOJHUTEIBHO
PEKOMEHJ0BaHHOM JauTeparypold. Jlormyecku KOPPEKTHOE H
yOenuTenbHOe N3T0KEHNE OTBETA

BeicTaBisercs o0yyaromemycs, eciu €ero OTBET
JEMOHCTPUPYET 3HAHUE Y3JIOBBIX MpOOJIEM MPOrpaMMbl U
OCHOBHOI'O  COJEpXKaHUs JIEKIIMOHHOIO  Kypca, yMEHHE
MIOJI30BAThCS KOHLENTYaJIbHO IOHATUMHBIM ammnaparoM B
Ipoliecce aHajau3a OCHOBHBIX MPOOJIEM B paMKax JaHHOH TeMBI;
3HAaHWE BaXXHEHWIIMX padOT M3 CIUCKAa PEKOMEH/I0BAaHHOU
auTepaTtypel. B 1enoM jnoruyecku KOppeKkTHOE, HO HE BCeraa
TOYHOE U aPTYMEHTHPOBAHHOE M3JI0KEHHE OTBETA

Xopouo

BeicTaBisercs o0yyaromemycs, eciu €ero OTBET
JIEMOHCTpUpPYET (dparMeHTapHbIe, ITOBEPXHOCTHBIE 3HAHHS
BOKHEHIINX  pa3lelloB  NPOrpaMMbl M COACPIKAHUS
JIEKIIMOHHOIO Kypca; 3aTPYJHEHUS C UCIIOJIb30BAHUEM HAay4YHO-
Y 10BIIETBOPUTEIBLHO MOHATUMHOIO ammapara W TEPMUHOJIOIMM JHUCLMILIMHBI,
HEIOJIHOE 3HAaKOMCTBO C PEKOMEHJIOBAHHOW JINTEPaATypoOi;
YaCTUYHBIC 3aTPYJHEHHUs C BBIIOJHEHUEM IIPELYCMOTPEHHBIX
MIPOrpaMMOM 3aJjaHUI; CTPEMIIEHUE JIOTHYECKH OINPEICIICHHO U
IIOCJIEI0BATEIBLHO U3JI0KUTh OTBET

HeynosierBopuTenbHO

BricTaBmsiercs o0yyJaromemycs, €CITn ero OTBET
JEMOHCTPHUPYET HE3HAHUE, JINOO OTPHIBOUHOE MPECTABICHUE O
JaHHOM  mpoOiemMe B pamMKax  y4eOHO-TIpOrpamMMHOTO
MaTepuana; HEYMEHHE HCIOJIb30BaTh MOHITHIHBIN ammapar,
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‘ OTCYTCTBHC JIOTHYSCKOM CBSI3U B OTBETE

* Ilpencrasneno B Tabnuie 2.1.

NHANBUAYAJIBHOE 3AJIAHUE JIJIAA ITPOBEPKHU YPOBHSA
COOPMUPOBAHHOCTHU KOMIIETEHIINA

Tema: «CrueHapuii poaaKny
Kaxnomy cTyaeHTy HEOOXOOMMO NOATrOTOBUTHhCA peanusaimuu B cpene CRM nekoroporo
CLICHapHs B3aUMOJICUCTBUSA C KIIMEHTOM.
st 5TOr0 HEOOXOUMO MOJATOTOBUTD, HalIs1 B VIHTepHETe, UCXOHBIE IaHHbIE T10:

e Opranuzanuu

e KOHTaKTy

e[Iponykry
Cuenapuil TOJDKEH MPEAyCMOTPETh BO3MOXKHBIE OTKa3bl KJIMEHTAa W BO30OHOBJICHMS TMpoIecca
poAaX.
[IpuBercTByeTcss TBOpUeckas (aHTa3us, HCIONB3YIOUIAsl JOMOJHUTEIBHBIE BO3MOKHOCTHU
Microsoft Dynamics 365 CRM
BpInoaHUTE OTYET 0 MPOU3BEACHHBIX ICUCTBUSAX MOJIB30BATEIIS, UCIIOJHUBIIETO CIIEHAPHIA.
[IpumepHas cxema npouecca nIpeIcTaBlIeHa Ha PUCYHKE HUXKE.

KnuneHt |
OpraHuv3auua KoHTaKT
MpoaykT -JlnTepatypa ‘
EAMHULBI U3MepeHna LeHbl KoHrypeHT
UHTebec |
MepBUYHbIK ObpauieHue

4
Bo3moOXHble caenku ‘

[eicTema

y

MpennoxeHua ¢ pacLeHKamu \

MNepsoe Bropoe [eicTBna B Kaxaom

A 4

3aKasbl

4
Cyet

2.5. PexoMeHIalM1 110 OLIEHMBAHUIO KOHTPOJIS 3HAHU I
3aaHus K KOHTPOJIIO 3HAHUM 10 pa3aeny 1

Bapuanr - 1
TecToBble 3a1anu (BbiOepuTe 1 NPABHJIBLHBINH OTBET)
1. Ienvio konyenyuu CRM sensiemces:
a) cos3JaHue, pPa3BUTHE M YKPEIUICHHE OTHOIIEHHH CO BCEMHM KJIMEHTAMH, YBEIUYEHHE BBITOIBI
COTPYAHUKOB KOMIIAHUH;
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b) cosmanme, pasBuTHE W YKpEIUIEHHE OTHOIIEHHH C THIATEJILHO BHIOPAHHBIMH KJIMEHTaMH,
YBEJIMYCHUE BBITOJBI KJIUEHTA, MOBBIIICHUE KOPIIOPATHBHON NPUOBUIN, a 3HAYAT, U MAKCHMH3AIUA
NpUOBLITH HHBECTOPOB;

C) co3xaHue, pasBUTHE M YKPEIUICHWE OTHOIIECHHWH C MOCTABIIMKAMH KOMIIAHWH, YBEIHYCHHE HX
BBITO/IbI;

d) omTMMM3aIKS OCHOBHBIX OU3HEC-TIPOIIECCOB KOMITAHHH.

2. Kpynuvle u menxue KoMnanuu, pabomarowjue 8 CamblX PA3HbIX 00IACMAX, PACCMAMPUBAIOM
CRM kax yacms xopnopamugHoti cmpame2uu o CIeOVIOWUM NPUYUHAM.

d) HOBOE PBIHOYHOE MBIIUICHUE NPU3HAJIO OrPaHHMYCHHOCTh TPAJUIMOHHOTO MAapKETHHIA II0
CPaBHEHHMIO C TIOTEHIMAJIOM CTpaTerui, B OOJIbIICH CTENIeHH OPUEHTHPOBAHHBIX Ha KJIMEHTA U MPOLIECCHI;

b) coBpemeHHBIC TPHHIMIBI MapKeTHHra pabOTAlOT HA HACTOSIIMA MOMEHT B KOHTEKCTE
OecrpelieICHTHON TEXHOIOTMYECKOH MOJIEpHU3AIMY U TpaHC(POPMAIIUK PHIHKA;

C) COBpPEMCHHBIC BBICOKO KOHKYPEHTHBIC J3KOHOMHUYECKHE YCJIOBHS M YBEIMYCHHE MaclITaOoB
KITMEHTCKUX 0a3 MPU3HAIO0 OTPaHUYEHHOCTh MaCCOBOTO MapKETHHTA.

d) HOBbIE TEXHOJOTHH TO3BOJISIOT KOMIIAHHUSAM TOpa3a0 TOYHEE HAIEIMBaTh MPEUIOKCHUS Ha
BBIOpaHHBIE CErMEHTHI PBIHKA, MUKPOCETMEHTBI WU JTAJKE OTACIBHBIX KIIMEHTOB.

3. CRM npeocmasnsem coboii:

a) HOBbIC HH(POPMAIIMOHHBIC TEXHOJIOTHH, OPHCHTHPOBAHHbBIC HA KJIMEHTOB KOMITAHUH;

b) HOBOE pBIHOYHOE MBILITICHUE, OPUSHTUPOBAHHOE HA KIINCHTA,

C) HOByI (opMy BeieHHs OM3HECA, OPUCHTHPOBAHHYIO Ha COKPAIICHUE U3/ICP)KEK KOMIIAHHU;
d) HOBYIO KOPIOpATHUBHYIO MapagurMy, OpHEHTHPOBAHHYIO Ha MMOCTABIIHKOB.

4. Xomsa mepmurn CRM cpasnumenvHo Hos, cmoswue 3a HUM uoeu MAKOBbLIMU HA38AMb HENb3s:
KOMNAHUU U30ABHA UCTIOAL30GATU PA3IUYHBIE (POPMbL YNPAGTIEHUsL 63AUMOOMHOUEHUSMU C KIUSHMAMU.
Cospemennviti CRM xapaxmepusyemcst credyrowum:

d) TEXHOJIOTHYECKOW MOJEPHHU3AIINCH PHIHKA,

b) BHeapenuewm cTpareruii MapKeTHHra B3aHMOOTHOIICHUIA;

C) KOMITAaHWK CIOCOOHBI MHAMBHAyaTbHO PaboTaTh ¢ KaKIBIM W3 THICSY WM MHJUTHOHOB CBOMX
KJIUCHTOB:

d) cHmwkeHneM TpeOOBaHHMI CO CTOPOHBI TOTPEOHMTENCH K MPEAOCTABISICMbIM HM TOBapam H
yCIyram.

5. Ilpuuunwl nosenenus konyenyuu CRM:

a) CHIDKCHHE U TUBEPCU(PUKAIMS KOHKYPEHIIHH;

b) passuTHe U Bo3pacTaHue TOCTYIMHOCTH HOBBIX TEXHOJIOTHIA;

C) pOCT OXKHIaHHI TTOTPEOUTENS M YCHUIIEHHE €r0 POJIH Ha PHIHKE;
d) BO3HHKHOBEHHE IIIOOATBLHOTO MPOCTOPA IS OTIEPAITHIA.

6. K esosuuxnosenuio CRM kax pasznosuonocmu MmeneodNcMenma Npu6eio HeCKOIbKO BANCHLIX
menoenyuil. B ux uucne:

a) MpU3HAHUE BBITOJ OT HUCIOJIb30BAHUSA UHMDOPMAIMH IS YIIPEKICHUS COOBITHIA, @ HE TOJIBKO IS
CIIEIOBAHMS 38 HUMU;

b) mepexos B cTpaTernueckoM CTPYKTYPUPOBAHUH KOMIIAHHH OT MPOIIECCOB K (QDYHKITHSIM;

C) TOCTENeHHOEe MOHUMAHUE, YTO KIIMEHTHI SBISIOTCS aKTMBaMHU OW3HEca, a HE MPOCTO PEKIaAMHON
ayIUTOPUENL;

d) pasBuTHE HHIUBHIYATBHBIX MAPKETHHTOBEIX MTOIXO0/IOB.

7. Mapxemune Ha 0cHOGe 3AUMOOMHOWEHUT C KIUSHMAMU OMAULACMCS O MPAOUYUOHHO20 TEM,
umo:

a) HapaOaThIBaeT CYyIIECTBEHHbIC HEMATEPUATIbHBIC BBHITOIbI;

b) BHMMaHme cocpesOTOYEHO Ha MOCTPOCHHM NOTPEOUTENHCKOW LEHHOCTH, YTOOBI yIepiKaTh
KITUEHTA;

C) mpeanoJaraeT 3aBOCBaHKE KIIMEHTA B KAXKIOW KOHKPETHOM TOUKE MPOIAXKH;

d) cBs3aH ¢ OonbIIMMH (PMHAHCOBBIMU M3JICPIKKAMH M PUCKAMHU.
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8. Kakas nosuyus CRM uodem 6 paspes u ceudemervcmeyem o paspulée ¢ MpaouyuOHHbIM
Mapxkemuneom?

a) KIMEHTHI - 93TO pEKIaMHas  ayJuTOpUs, KOTOPYI0 Haa0o Kak MOKHO IIMPE OXBATHTh
BCEBO3MOXKHBIMH CTUMYJIHPYIOIIUMU JICHCTBUSAMU;

b) oTHOmICHMS ¢ KIIMEHTaMK TIOAAIOTCS CEJICKTUBHOMY YIPABJICHHIO U Pa3BUTHIO;

C) 3ddeKTUBHOCTH PabOTHI C KIIMCHTAMH HAMPSIMYIO 3aBUCHT OT YIOBJICTBOPSHHOCTH COTPYIHHUKOB
KOMIIaHWH;

d) orcyrcTBHE HEOOXOAMMOCTH KOMIIPOMHKCCA MKy O0CTY)KHBAHUEM KIIMEHTOB U U3BJICYCHHEM M3
HUX TPHOBLIH.

9. [Ilpoakmuenoe ucnoavbsosanue unpopmayuyu 6 npoyecce YAPAGICHUs OMHOUCHUIMU C
KAUEHMAMU O3HAYAem.

a) TIIATEIBbHO MPOAYMaHHas M YIPEKIaroIias paboTa ¢ KIHEHTaMH Ha OCHOBE HH(POPMAIIUH O HUX;

b) wunHOBaIMU B MeTOMAX COOpa M pacmpeseaeHuss HHGOPMAIIUK O KIIMEHTaX BHYTPU KOMITAHHIA;

C) AaKTHUBHBIN MOWCK M CBOEBPEMEHHOE YCTPAaHEHHE MPUYHHBI BBISBICHHON HEYIOBIECTBOPEHHOCTH
KIINEHTOB;

d) cosmganue MOIIHBEIX 0a3 JAHHBIX O KIUEHTAaX BHYTPH KOMITAHHIA.

10. /se enasuvie 1 T-cocmasnsiowsue CRM-cucmemuwr:

a) Ppeno3UTOPHI TaHHBIX;

b) Burpuna naHHBIX;

C) ©0a3a 3HaHMii;

d) waGop mnpunoXeHwid, Onarogaps KOTOPbIM OCYIIECTBISIOTCS OIEpalud C KJIMCHTaMH,
NPUHOCAIINE T00ABICHHYIO ICHHOCTb

11. Obwuii npoyecc coz0anus yeHHOCmU MOHCem ObIMb PA3NONHCEH HA KOMNOHEHMbL:

a) OmpeJeTeHUE TOTro, KaKylo [IEHHOCTh KOMIIAHUS MOXKET M3BJICYb U3 CBOMX KIMEHTOB, — IICHHOCTB,
nojydaemasi KOMIaHuen

b) Makcumm3aimsi MONHOM TPHUOBLIM OT LENEBBIX KIMCHTOB M KIMEHTCKUX CETMEHTOB IyTEM
yIpaBIIeHUsSI STHM OOMEHOM [IEHHOCTSIMHU.

C) oOmpelescHUE TOro, KaKykl IEHHOCTh KOMIIAHHUS MOXET IPEJOCTABJISATh CBOUM KIHEHTaM, —
LEHHOCTb, MOJIy4aeMasi KIIMEHTOM;

d) ompeneneHue TOro, KaKyro [EHHOCTh KOMITAaHHSI MOXKET HPEJOCTaBIISITh CBOUM ITOCTABIINKAM

Bapuant - 2
TecToBble 3an1aHuA (BbIOepHTe 1 NPAaBUJIBLHBIN 0TBET)

1. CRM -omo:

@) CTpaTernvyecKWii TOJXOJ, HAIMpPaBICHHBI Ha YBEJIWYCHHWE TMPUOBUIH aKI[MOHEPOB
MIOCPEJICTBOM BBICTPAMBAHUS TOAXOJSAIINX B3aUMOOTHOIICHHH C KJIFOUEBBIMH KIUCHTAMHU M
KJIMCHTCKUMHU CErMEHTaMH,

b) crpatermueckuii TOAXOMA, HAMPaBICHHBIA Ha YBEIHUYCHHE NPHOBLIM COTPYIHUKOB
KOMITAHUHU MTOCPEICTBOM BBICTPAUBAHMS TOIXOISAIIMX B3aMMOOTHOIIEHUH MEXy KJIHEHTaMH U
KOMIIaHHUEH;

C) CTpaTernvyecKuii MoaX0/, HallPAaBICHHBIN HA MOBBIIICHHE YPOBHS YIOBICTBOPEHHOCTH |
IICHHOCTH, TIOJTy4aeMOl KJIMEHTaMH OT KOMIIAHUU TIOCPEICTBOM BBICTPAUBAHUS C HEH YCIICIITHBIX
B3aMMOOTHOIIICHHU;

d) wuHpOpMalMOHHBIE  TEXHOJOTHMH, IO3BOJSIONIME  BBICTpAMBATh  YCTOWYHMBBIE U
3¢ GEKTUBHBIC OTHOIICHHUS ¢ KITUCHTAMH KOMITAHHH.

2. Kaxkou mun CRM exnouaem 6 cebs nouck, HakonjieHue, 0peanu3ayuio, UHmMepnpemayuro
U UCNONL308AHUE OAHHBIX O KIUEHMAX?

a) omepalroOHAILHbIN;

b) amamuTHueckwmii,

C) COBMECTHBII;

d) coumanpubit CRM.
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Kaxoti mun CRM exnmouaem 6 cebs asmomamuzayuio npooagic, mapkemuuea u

00CIyoHCUBAHUS KTUEHMOB?

a)
b)
c)
d)
4.

OnepalOHAIbHBIN;

aHAJINTUYECKUH;

COBMECTHEIN;

cornainpabii CRM,

Kaxoii mepmun oznauaem CRM-Odesmenvrnocms, nanpasienuylo Ha cmpamesuyecKux

napmuepos uiu pecenieepog?

a)
b)
c)
d)
S.
a)
b)
c)
d)
6.

ctparernueckuii CRM,;

e-CRM;

MBII,

CMR.

K enasnvim kpocc-gpynxkyuonanvuvim npoyeccam CRM ommuocam:

IpoLecC yIpaBiIeHUs! HHPOPMAIUEH;

IPOIIECC YIPABICHHUS TEKYYECThIO KIIMEHTOB;

IPOLIECC YIPABJICHUS LIEHHOCTHIO;

nporiecc oueHK! 3G PeKTUBHOCTH.

B xommexcme, kaxoeo npoyecca CRM  wusyuaromca ycrnoeus  603HUKHOBeHUS

MAKCUMANLHOU YO081eMBOPEHHOCMU KIUEHMA 30 NPUEMAEMYIO OJis KOMNAHUU YeHy?

a)
b)
c)
d)
7.

HPOILIECC YIPaBICHUS HHPOPMAITUCH;

IPOIIECC YITPABICHHS TEKYYECThIO KIIMECHTOB;

IPOIIECC MHOTOKaHATbHOW HHTETPAIUH;

MPOIECC pa3pabOTKU CTPATETHH

B KOHmMeKcme, KaKoco npoyecca CRM usydvaemcs 603MONCHOCMb KOMNAHUU coenams

CIeNOK C CO3HAHUS KIUEHMA U UCHOAb308amb smom o6paz oasa Hapawusanus CRM-
akmueHocmu?

a)
b)
c)
d)
8.
a)
b)
c)
d)
9.
a)

POIeCcC pa3pabOTKU CTPATETHH;

IpoLecC yIpaBiIeHUs! HHPOPMAIUEH;

IpoIecC MHOTOKaHAIbHOW WHTETPaIiH;

npoiiecc oleHK 3¢ ekTuBHOCTH

Ilepsas wacms npoyecca pazpabomku cmpamezuu CRM — smo:
pa3paboTKa MpaBUIBHOM KIMEHTCKOM CTpaTeruu;

pa3paboTka MpaBUIBHOIN OM3HEC-CTPATETHH;

aHaHu3 OM3HEC-CTPATETUH KOMITaHHH;

KOPPEKTUPOBKA KJIMEHTCKON CTPATErUu.

EusHec-cmpameeuﬂ KOMRAHUU eKItoYaem 6 cebs:
omnpeaeieHue yTein pa3BUTHUA NPEAIPUATHA, yIIPaBJICHUE TBOPUYECKUM

B3aMMOJIeicTBHEM (DYHKIIUA;

b)

c)
d)

nouck Hanbosiee npueMiaeMbIX U 3(Q(HEKTUBHBIX IMyTeH B3aUMOJICHCTBUS C KIMEHTAMH;
IIOMCK ITyT€H SKOHOMMH U3JEPKEK Ha IPUBJICYECHUE U YIEPKAHUE KIUEHTOB;
dbopMupOBaHHE KOHLENTYaJbHBIX WJEH, KOTOPbIE MO3BOJIAIOT MEHEIKepaM KOMITaHUU

HaxXoJuThb IYTHU JOHCCCHUA ICHHOCTH KIIMCHTAM.

10.
a)
b)
c)
d)

s onpedenenus Ouznec-6UOeHUs UCNOIb3VIOMCSL Clle0VIoujue OCHOBHbLE NOHAMUSL:
HeNb;

BHUJICHHE MTOTEHIIMAIA KIIMEHTOB;

YIOBJIETBOPEHHOCTH KJIMEHTOB;

IIEHHOCTH.

Maxkcumanvroe konauvecmeo 0ann08 3a KOHMpOIbHYlO pabomy nocie uzyuenus 1 pazdena
yuebnou oucyunaunsl 10 6annos. Konmpons 3uanuii npoxooum 6 guoe mecmosvix 3a0aHuUll.
Bana «10» craBures, ecnu cryaeHt npeacraBui 100% mpaBUIIBHBIX OTBETOB;

Bana «8-9» craButcs, eciu crynent npeactaBui 80-90% npaBUIBHBIX OTBETOB,
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Bana «6-7» craBurcs, eciau ctyaeHt npeacraBui 60-70% npaBUIIbHBIX OTBETOB;
Bann «4-5» craBurcs, ecinu ctyaeHt npeactaBui 40-50% mpaBUIbHBIX OTBETOB,;
Bana «1-3» craBurcs, ecnu crynent npeactasui 10-39% npaBUIIbHBIX OTBETOB,;
OO0yuatouiemycsi, IPaBUIbLHO OTBETUBIIEMY Ha Bollpockl MeHee 10% TecT He 3acuuThIBaeTCs.

[Ipu mnpoBeneHNMH KOHTPOJBHOH pabOTHI, CTYIEHTY 3alpeliaeTcss MOoJIb30BaThCs

JIONIOJTHUTEIILHON JTUTEPATyPOMd.

1.
a)
b)
c)

3ajaHus K KOHTPOJIIO 3HAHMH 10 pa3aeny 2

TecToBble 3a1aHus (BbiOepuTe 1 NPpaBUJIbLHBIH OTBET)

Jluoepcmeo no onepayusim — smo.

MPEIOKEHUE MPOAYKIHNHA C HEU3MEHHO IMOBBIMIAIOIIUMCA TEXHUYECKUM YPOBHEM;,

A0CTaBKa KJIMCHTAaM HC IMPOCTO TOBAapa UJIK YCIIYId, a HEJIOCTHOTO PCIICHUS,

MPEAJIOKCHUC KIIMCHTAM HAJICKHBIX TOBAPOB U YCIIYTI IO CPABHUTCIIbHO HU3KUM LI€HAM, IIPUICM

MpeIoKeHne 6e3 KaKuX-Tr00 MPoOIeM WIIH HEYJOOCTB ISl KIIUEHTOB;

d) mnpeanokeHHe KIMSHTaM TOBAPOB M YCIYT MO HanOOJIee HU3KUM LICHAM.

2.  Kauenmckas cmpameeusi npeononazaem:

d) W3YYCHHE CYIICCTBYIOIIMX M IOTCHIMAIbHBIX KIMEHTOB W BBIACHEHHE, KaKUM 00pa3oM HX

MHOKECTBO MOXKET OBITh CErMEHTUPOBAHO
b) ompenesnenue peneBaHTHOTO PhIHKA,
C) pa3paboTKa CrENUATM3UPOBAHHBIX AHAJUTHYCCKHUX MPUIOKCHHH Uil OLCHKH NPHUOBUIBHOCTH
KJIMEHTOB;
d) paccMOTpeHHE COIHMAaNTbHBIX, TEXHOJOTHYECKUX, IKOHOMHUYECKHX, MOJUTUYCCKHX M CPEIOBBIX
BOTIPOCOB BEJICHHSI OM3HECA.
3. 1100 «ruodepcmeom no npooyKmy» nOHUMAEHC:
a) mpeIoXKEeHHE MPOIYKIMH ¢ HEM3MEHHO MOBBIIIAIOIINMCS TEXHUUECKUM YPOBHEM;
b) mocraBka kiHeHTaM He MPOCTO TOBapa UIH YCIYIH, a HEJIOCTHOTO PELICHHS;
C) mpeIoKEeHHe KIIMSHTaM HaJIEKHBIX TOBAPOB U YCIIYT MO CPABHUTEILHO HU3KUM LIEHAM, TIPHYEM
peIIoKeHne 0e3 Kakux-11u00 nmpo0sieM Witk HeyT00CTB JIJIsl KIIMSHTOB;
d) mpemnoxeHue KIMEHTaM TOBApOB M YCIYT 110 HanOoJIee HU3KHUM LICHAM.

4.  Vkaosicume 6u0bl cecmenmayuu, ucnoivzyemvle na pvinke B2C:

a) CerMeHTalHs 110 OTPACIEBOMY MPU3HAKY;

b) cermenTarys MO UCKOMOM [IEHHOCTH;

C) CerMeHTaNus Ha OCHOBE BBHITOJ;

d) cerMeHraiys Ha OCHOBE XapaKTepa MOJIb30BaHMUSI.

5. Coenacno mampuye CRM kakoil 6ud cmpamezuneckol nosuyuu npeonoiazaem Hamyue
niam@opm  OnA  UHMENNeKMYANbHOU 00paboOmKu  OAHHbIX U  CONYMCMEYIOUWUX — NPOSPAMMHBIX
npunodceHuli?

a) MpPOMYKT-OPHEHTHPOBAHHBIC ITPOIAKH;

b) wunauBHayanusuposanubiii CRM;

C) peryiupyemblil CepBUC M MOIJICPIKKA;

d) KIMeHT-OpHEeHTUPOBAHHBI MAPKETHHT.

6. Coenacrno mampuye CRM kakoii 6ud cmpamezuueckou nosuyuu npeonorazaem, 4mo KOMHAHUsL
umMeem OauHble O MPAHCAKYUAX U MOJCEem NpOSecmu NPOCMOU AHAU3 MAKUX NEPEeMEHHbIX, KaK
KOAUYECMB0 Npooadic NPoOyKma 6 eOUHUYy 8peMeHU U NPouU3800UmMeabHOCHb KaHAI08 oucmpubyyuu?

a) MpPOIYKT-OPHEHTHPOBAHHBIC ITPOIAKH;

b) wunnuBHayanumsupoBanublii CRM;

C) peryiupyemblil CepBHUC M MOIJICPIKKA;

d) KIMEeHT-OPUEHTUPOBAHHBIH MAPKETHHT.

7. Coenacno mampuye CRM kakoii 6uo cmpamezuueckoi nosuyuy s61aemcs Hauboaee pa3eumoim?



a)
b)
c)
d)
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MPOAYKT-OPHCHTUPOBAHHBIC MTPOIAKH;
UHAMBHIyaIu3upoBanHbii CRM;
PETYJINPYEMBI CEPBUC U TIOJJICPIKKA,
KITUCHT-OPUCHTHPOBAHHBIN MapKETHHT.

Hpouecc Cc030aHUsl YeHHocmu Kacaemcs peutenus czze()ylou;ux 80NpocCcos.
CKOJIBKO ACHET KOMIIaHUS B COCTOAHUM IMMOJTYUYUTH OT KJIueHTa?
KaK KOMIIaHUS MOXET YBCJIHWYUTH IIOJHYIO HpI/I6LIJ'IL OT KJIMCHTOB, C KOTOPBIMU XOYET HMMETH

KaK HaJIaJUTh KPOCC-IPOJAAXKY KIIMCHTAM HOBBIX IIPOAYKTOB U yCJ'IYF?
KaK KOMITaHHs MOXXET CO3aaBaTh U JOCTaBJIATh HCHHOCTh CBOMM KJIueHTam?

Ipoyecc coz0anus yenHocmu cocmoum u3 ciedyiouux ela6HbIX 1eMEeHMOEB:
LIEHHOCTb, MOTy4YacMasi KITUCHTOM;

[IEHHOCTB, MOJTy9aeMasi KOMITaHUEH;

MaKCHUMU3AINS TTOJTHON TTPHOBUTH OT JKEJTAeMBIX KITUEHTCKUX CETMEHTOB;
LIEHHOCTb, MOJTy4YaeMasi MOCPETHUKAMI KOMITAHUH

. ueHHOCﬂ’lb, nojaydaemas KiuesHnom om opearnusayuu-nocmasuiuka, — smo.

BBICOKOE Ka4eCTBO NMPOIYKTOB;

no0aBlieHHAs! IIGHHOCTh, KOTOpasi YCHIIMBAET OCHOBHOW MPOJTYKT;
NPEIIOKEHNE KINEHTY OCHOBHBIX PEIICHUH (OCHOBHBIX IIPOAYKTOB);
HU3Kasl LIeHa MpeaaraeMoro mpoayKra

MakcumanvHoe Konuuecmeo 0anI08 3a KOHMPOIbHYIO pabomy nocie usyyenus 2 pazoena

yuebHou oucyunaunsl 10 6arnos. Konmpons 3nanuii npoxooum 6 guoe mecmosvix 3a0aHuUll.
Baaa «10» craButcs, ecnu ctyaeHt npeacraBui 100% npaBuiIbHBIX OTBETOB;

Bana «8-9» craBurcs, eciu cryaeHt npeacrasui 80-90% npaBUIIbHBIX OTBETOB;

Bana «6-7» craBurcs, eciau ctyneHt npeacraBui 60-70% mpaBUIIbHBIX OTBETOB;

Bana «4-5» craButcs, eciu cryneHt npenactasui 40-50% mnpaBuiIbHBIX OTBETOB;

Bana «1-3» craBurcs, ecnu crynent npeactaBui 20-30% mpaBUIIBHBIX OTBETOB,;
OO0yuatomiemycsi, MpaBUIbLHO OTBETUBIIEMY Ha Borpockl MeHee 10% TecT He 3acuuThIBaeTCs.

[Ipu npoBeneHny TECTUPOBAHMUS, CTYIEHTY 3alpeliaeTcs MoiIb30BaThCsl TOMOIHUTEIbHOM

JIUTEPATYPOU.
3agaHus K KOHTPOJIIO 3HAHMI MO pa3aeny 3
Bapmuanr 1.
TecToBble 3a1aHus (BbIOepuTe 1 NpaBUJIBLHBIH 0TBET)
1. Ilpumenenue mooenu ACURA cocmoum uz ciedyrowux wazos:

a) onpenenenne cnenuduyeckux crpateruii ACURA;

b)onpenenenne kadecTBEHHBIX TOKa3aTeNeH Il KQKIOTO U3 CETMEHTOB M COBOKYITHOTO MOTEHIIMANA
MPUOBLITH;

C) BEISIBIICHUE KIIFOUEBBIX CETMEHTOB M UX XapaKTEPHCTHK;

d)ycranosnenne toro, kakue crparerud ACURA kacaroTcs Kakux CErMEHTOB, M Tpy0Oas OIleHKa
MOTEeHITHAIA TTPUOBLITH.

2. Ilpoyecc MHO2OKAHANLHOU UHMEZPAYUU KACACCS CLEOVIOWUX 2TIABHBIX BONPOCOB:

@) KaKOBBI ONITUMAJIbHBIC MTyTH JJOCTYIA KOMITAHHH K KITHSHTY U KJIIMCHTA K KOMIIaHUH?

b)kak KoMIIaHUS MOXKET YBETHMYHUTH MOJHYIO MPUOBLIH OT KIIMEHTOB, C KOTOPBIMHU XOYET UMETh JeJ107?

C) KaKOBO JIOJITOBPEMEHHOE NPeJHa3HauCHNEe KOMIIAHUU Ha PhIHKE?

d)kakuM MOMKHO OBITH UIeabHOE (MAKCHMAIBHO XOPOIliee) BIICYaTIICHHE KIMEHTa, M0y4aeMoe UM
3a MPUEMJIEMYIO JUTSI KOMIIAaHUH [IEeHY?

3. Yuacmnuxu xananos — smo:
a) ONITOBBIE, PO3HUYHBIC MPOJIABIIBI i PECEILIEPHI;
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b) ronbko po3HHUUHBIE TIPOIABIIH;
C) KJIMEHTHI,
d) uH(pOpPMAIIMOHHBIE CHCTEMBI JIJISl ABTOMATH3ALMKH OTHOIIECHHUI C KIIMEHTaMH.

4. Kananvhule onyuu — 5mo:

a) MPOJIABIIBI U PO3HUYHBIE TOPTOBBIE TOYKH;
b)call-uenTpsr;

C) HHTEPHET

d) kMeHTEI.

5. Peunmepmeouayusi 8 KoHmekcme npoyecca MHO2OKAHATbHOU UHMeZpayul 03Havaem:

@) Takke MepeMeHbl B TEKYIIEH MOeIH Ou3Heca WM TEXHOJOTMYECKOW 3BOJIOINH, MPH KOTOPBIX
KOMITaHUS [T CO3JaHMs TOTPEOUTENBCKON IIGHHOCTH MEPECcTaeT HY>KAAThCS B MOCPETHUKAX;

b)takme mepemenbl B Tekyleld Mopaenu Ou3HeEca WIM TEXHOJOTMYECKOW JBOJIOLUH, TPH KOTOPBIX
BO3ZHUKAIOT HOBBIE THIHI MOCPEAHHUKOB, CO3IAIOIINX OOJbIIE IIEHHOCTH, YeM A3TO OBLIO BO3MOXHO B
paMKax MPEeKHENU CTPYKTYPhl KAaHAJIOB;

C) Takue MepeMeHbl B TEKYIIeH MOjeiau Ou3Heca MM TEXHOJOTMYECKOW 3BOJIIOIMH, TPH KOTOPBIX
BO3ZHUKAIOT HOBBIE THUIBI TOCPEIHUKOB, CIOCOOCTBYIONIUX ITOBBIIICHHUIO JIOSUIBHOCTH KIHUEHTOB IIO
CPaBHEHHIO C TEM, C YeM 3TO OBLITO BOZMOXKHO B paMKaXx IPEKHEH CTPYKTYPHI KaHAIIOB.

6. Buioensiom credyrowue Kamezopuu Kanauios:
a) 9JIEKTPOHHASI TOPTOBJIS;

b) orrroBsIe TOUKM;

C) MOOHMITbHASI TOPTOBJIS;

d) ceTeBoit MapKeTHHT

7. K npsaimomy mapkemunzy OmHocsim ciedyioujue euobl KAHAI08 63AUMOOCUCMEUs ¢ KIUCHMAMU:
) PaCChUIKH TI0 SJICKTPOHHOM T0UTe;

b) rpagutontoe TB;

C) pazawo;

d) po3HMYHEBIEC Mara3uHBI.

8. K nedocmamkam mene@oruu Kax Kauaia 63aumo0eticmeus ¢ KiueHmamu OmHOCam:

@) IOCTYI MPOJABIIOB K KIMEHTaM JIMMUTHPOBAH — MPOAABIbI 0OCITY)KHBAIOT UX TOJBKO B paboune
4yachl ¥ IMEIOT OTPAHUYCHHS HA YMCIIO OJJHOBPEMEHHO OOCITY)KNBAaEMBIX KIIMECHTOB;

b) nanHbBIi KaHaT YaCTO MOKET BBI3BIBATH y KIIMEHTA HEJOBEPHE, €CITH TOJIBKO KOMITAHHS HE Halauia
C KJINEHTOM pEryJIsipHbIC U IPOYHbIE B3aUMOOTHOILIEHUS 110 IPYTUM KaHAJIAM;

C) ycInyru KJIMEHTaM 4epe3 3TOT KaHall MOJIA0TCS PeHTa0eIbHOM MOJACTPOKE MO MX KOHKPETHBIC
MOTPEOHOCTH U IIEHHOCTh IS KOMIIAaHHH;

d)oObeM MH(pOpMANUU OrpaHUYCH MCKIFOYMTEIFHO PaMKaMH YCTHOW IMepeiadd U BO3MOYKHOCTSMH
MaMATH CIYIIAOLIErO.

9. Knuenm, nonyuug no noume nNucbMo, Y3HAem, Ymo e20 OAHK 3anycmuil HOGblll npooykm. Y Heeo
npobyscoaemcst unmepec, U OH 3aX00Um 6 Mecmuoe omoeeHue OAHKA 80 8peMsl €80e20 00e0eHHO20
nepepvisa — GUOUM ONUHHYIO 0Yepedb, NOCKOILKY ¥ COMPYOHUKO8 banka modice 06ed. Kozoa knuenm,
Hakowuey, ecmpeuaem COMpPYOHUKOS, OKA3bIBAEMCS, YMO me UMelom OueHb claboe npedcmasieHue o
npoodyxkme. Bonee moco, coz0aemcs eneyamiuenue, Ymo OHU COBEPUIEHHO He 3AUHMEPeco8anvl U odoice
HeO0B80IbHbL CcBoell pabomoil, U, 8000ABOK, KOMNbIOMEPHAS ceMb OAaHKA, pasymeemcsl, MOIbKO YMO
sasucaa. O KaKkom Kanane 8 OaHHOM Clyuae uoem pednp?

a) TOproBasi TOUKa;

b) uaTerpupoBanHbIil KaHa;

C) TOPTOBBIi IEPCOHAI;

d) HemHTETrpUPOBAHHBIH KaHAI.

10. Cmpamezeus ougghepenyuposanno2o meHeodcMeHma KiueHmos npeonoiazaen.:
@) 4TOo BCE KJIMEHTHI B3aUMOJICHCTRYIOT C KOMITAHHEH Yepe3 OJIMH TIIaBHbIA KaHA,
b)uTo pasHbIe TPYIIIBI KIIMEHTOB XOTAT KOHTAKTHPOBATh C KOMITAHUEH Yepe3 pas3HbIe TUIIHI KaHAJIOB;
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C)4TO KJIMEHTHI OOCIYKHBAIOTCS C ITOMOIIBIO TOrO WM HHOTO KaHala B 3aBHCHMOCTH OT HX
HACTOSIIETO B OyAyIIero NOTCHIINANA,;

d)uTo KIHEHTHI JJISl PEHICHUS PA3IMYHBIX 33724 MOTYT HCIIOIL30BATh Pa3IMYHbIC KaHAIIBI,

€) 4TO HEOOXOJMMa MHUTPAIMS KITHCHTOB OT KaHalla K KaHaIy.

Bapwuanr 1.
TecroBble 3a1aHus (BbiOepuTe 1 NnpaBUIbHBIH 0TBET)

1. Boipabomka MHOSOKAHAGHOU cmpame2ull, CO30AIOWell HYJICHOe GNeHamieHUue ) UYeleablx
KIUCHMO8 KOMNAHUU, BKIIOUAem D0 2/LA6HbIX OCUCMEUIL:

a) 0030p M3IEPKEK HA KaHAJIB;

b)cTparerudeckuii 0630p OTpaciIeBOi CTPYKTYPhI U O KaHAJIOB;

C) M3y4YeHHE KaTerOpHii KaHAIIOB;

d)mocranoBKka 1esel cTpaTeruy.

2. Ilpoyecc ynpasnenus ungopmayueti cocmoum u3 cieoyouux 0elucmsui.
a) coop uH(MOPMAIHH O KIIHEHTaX BO BCEX TOYKAX KOHTAKTA;

b)ananus ymoBieTBOPEHHOCTH COTPYAHUKOB KOMITAHUH;

C) mpoBepka HHPOPMAIINH;

d) co3nanue moaHOro, OOHOBIISIEMOTO MPOMUIIS KIIUCHTA.

3. B xonmexcme ynpasaenus ungopmayueri CRM —oamo:
@) METOJ1 yIIPABJICHHS;

b)uncrpymenr ynpasnenus;

C) OZIHOBPEMEHHO U METOJl U HHCTPYMEHT yIPaBJICHHS.

4. K cocmasnbim wacmsm npoyecca ynpaesienust uHpopmayueti OmHocsm.
Q) aHAJTMTHYIECKHE CPEJICTBA;

b) mpumoskenus A OTICITIOB MPOAAXK U TOKYMEHTOO00POTA;

C) pero3UTOPHIi TAaHHBIX;

d) rexuuueckue npensircTBus Ha mytd CRM.

5. Peno3umopuii OaHHbIX KPYNHOU KOMNAHUU, PAbOMAamowel ¢ MHOICECHEOM KIUeHmMO8, 00bIYHO
cocmoum u3:

@) BUTPUHBI JJAHHBIX M XPAHUIIHIIA JaHHbIX;

b)6a3bl TaHHBIX ¥ BUTPHHBI JAHHBIX;

C) 6a3bl JaHHBIX M XPAHWIHUIIA JaHHBIX;

d) BUTpHHBI JAHHBIX ¥ ONIEPAIIMOHHOTO XPAHUIIUINA JTAHHbIX.

6. Xpanunuwe oanuvix — smo:

a) MakeThl MPOrPAMMHOT0 00eCTICUeHH S TS XPaHCHHUS TAHHBIX, COOPAHHBIX U3 Pa3HbIX HCTOYHUKOB;

b)nabGop pensimoHHBIX 633, 00bEIMHEHHBIX TAKUM 00pa30M, KOTOPbIH TTO3BOJISIET M3BJICKATh U3 HHUX
MaKCHUMaJbHYIO LIEHHOCTB;

C) pa3HOBHJIHOCTH 0a3bl JIAaHHBIX, HAMHOTO MEHbIIAs 1O pa3Mepy, NpeIHa3HaYeHHas JUIs eAWHOI
WICHTH(HUKAIMN BCEX KIMEHTOB BHE 3aBHCUMOCTH OT TOTO, CKOJBKO Pa3IMYHBIX WICHTH(QHKAINNA OHU
MMEIOT B Pa3HBIX CUCTEMaX JOKyMEHTOO0O0pOTa.

7. Buioensiiom crnedyrowue oouue eapuanma CRM-cmpamezuu 6 omuowenuu peno3umopusi OaHHbIX.!
a) uarerpupoBanabie CRM-perenns;

b) koprmopaTiBHbBIC BUTPUHBI TAaHHBIX;

C) TEeMaTHUYECKUE XPAHHITHIIA JAHHBIX;

d) orrepatmoHHOE XPAHIIHUINE JaHHBIX.

8. Ilpeumywecmeamu KopnopamueHo20 Xpanuirua OAHHbIX AGIAIOMCA:
a) KOMIJICKCHBIN aHAU3 JAHHBIX B KOPIOPATHBHBIX XPAHWIMINIAX MNEPECTaeT MEIIaTh OOBIYHOMY
TE4YEHHI0 OM3Heca, IOCKOJIbKY CHUMAIOTCS IIOCTOSTHHBIE 3aIIpOChl K 0a3aM JaHHBIX;
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b)xopmopaTnBHBIE XpaHWIHMIA JaHHBIX — HWHO)OPMALIMOHHBIE CHCTEMBI, HE TpeOyIoIne
3HAYUTEILHBIX NHBECTHUIIHI;

C) KOMITAHUS TTOJIYYIAET B CBOE PACMIOPSUKEHHE ¢AMHCTBEHHYIO M JIOTHYECKH CBI3HYIO BEPCHIO TAHHBIX,
KOTOPBIC 3aTEM MOTYT ITOCTYNIaTh B BUTPHHBI IAHHBIX;

d)kopropaTHBHBIE XpaHWIHMINA JAHHBIX ITO3BOJISIOT KOMIIAHHM IIEPEMECTUTHCS B BEPXHHUM IPaBBIi
yron marpuiisl crpareruii CRM - k «unmuBunyatu3upoBanHomy CRM».

9. Heoocmamxom sumpur OaHHbIX AGTAENC:

) MCTIOJIb30BAHUE 3THX CHUCTEM CEPhE3HO OIPAHUYMBAET YPOBEHD CTPATETHH MPOAAX W MAPKETHUHIA
KOMITaHUH,

b)HemocpencTBeHHOE HCMONB30BaHUE CPEACTB MO COCTABICHUIO 3allPOCOB M OTYCTOB B paMKax
CYIIECTBYIOIMX OIEPAIIMOHHBIX CHUCTEM TAK)Ke OTPaHWYMBAaeT BO3MOXKHOCTH IS aHANN3a, TaK Kak He
MO3BOJISICT CBSI3BIBATH JAHHBIC, XPAHUMEIC B Pa3HBIX OMEPAIMOHHBIX CUCTEMAX;

C)OHH TPEACTABIAIOT COOOW KpymHBIE W CHOXKHBIE |T-cHcTeMBl, TpeOyromue 3HAYUTEILHBIX
WHBECTHIIHI;

d)nosiBieHHE MHOXKECTBA TAKUX HECBA3AHHBIX MEKIY COOON CHCTEM B Pa3HBIX YrOJKax HE MO3BOJISIET
CO37aTh €IHUHYIO KApTUHY O KIUCHTE.

10. Cmanoapmmuuie npoepammel 006b614U OAHHBIX OOBIYHO BKAHOUAIOM CLEOVIOUUE NPUEMDbL!

a) npoUIMPOBaHHE KIMEHTOB,;

b) knacrepusanusi/cerMeHTUpOBaHKE, IPOTHO3UPOBAHKE, (PUKCAIHS OTKIOHCHUI U aHAJIN3 CBS3CH;
C) aHaJIU3 PUOBLUTEHOCTH;

d) HelipOHHBIEC CETH U «ICPEBbS PELICHUID);

€) rpyNIIMPOBKA 10 POJACTBEHHBIM PH3HAKAM.

MaxkcumanbHOe KOJIMYECTBO OalIOB 3a KOHTPOJIbHYIO paboTy Hocie U3ydeHus 3 pasjena
yuebnoit muctmrminabl 10 6amioB. KoHTpok 3HaHUN TIPOXOIUT B BUJIE TECTOBBIX 33/IaHUI.

bann «10» craBures, ecnu ctyneHT npenctasui 100% npaBUIIbHBIX OTBETOB;

bann «8-9» craBurcs, eciu cryaent npeacraBui 80-90% mpaBUIIbHBIX OTBETOB;

bann «6-7» craButcs, eciau cryaeHT npeacraBui 60-70% npaBUIIbHBIX OTBETOB,;

Bbamn «4-5» craButcs, ecnu cryaeHt npenctaBui 40-50% mpaBUIBHBIX OTBETOB;

bann «1-3» craBurcs, eciau ctyaeHT npeacraBui 20-30% npaBUIIbHBIX OTBETOB,;

OO6yuaromemycsi, NpPaBWIBHO OTBETHBIIEMY Ha Bompockl MeHee 10% Ttect He
3aCYUTHIBAETCS.

[Ipu npoBeneHnn TECTUPOBAHMUSI, CTYJIEHTY 3alpeiaeTcs MoJIb30BaThCs JOMOIHUTEIbHON
JIUTEPATYPOU.
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BOITPOCHI K 3AYETY C OIIEHKOM 1O PA3JIEJIAM (TEMAM) IUCILATLIIMHBI

NS

NGO

11.
12.

13.

14.
15.
16.
17.

18.

19.
20.

21.
22.
23.
24.

25.
26.
27.

28.
29.
30.

31
32
33

34.

35.

MOAYJIA)

Paznen 1. Tema 1.1
CRM-cucrtemsl B Mupe. TeHIEeHIIUN Pa3BUTHSI.
Amnanus cocrostnust CRM-cucrem B Poccun
[Tpuopurersl nons3oBatenss CRM. 3anauun
CRM: pobeMbl 1 IEepCHEKTHBBI
Paznen 1. Tema 1.2.
O6naynass CRM: 110Cel 1 MUHYCBI
Heckronnas CRM 1u1t0Cchl 1 MUHYCBI
Kak nouste, uto komMnanuu HyxHo oT CRM?
MoskHo 71 o6oiiTuck 6e3 CRM? Korna e crout BHeapsTh CRM?
Paznen 1. Tema 1.3.
Hackonbpko 3Ha4MM MOOMIIBHBIN JOCTYyN?
CRM, kak ctparerus u CRM, kak HHCTpYMEHT, KOTOPBIN MOJJIEPKUBAET 3Ty CTPATETUIO
Pa3nuynble TUIIBI MOJIENIEN KIIMEHTA
OnwumuTe postb OCHOBHBIX THUIIOB 3aITUCEH, UCTIONb3yeMbIX B Microsoft Dynamics CRM
Pasnen 1. Tema 1.4,
Oyukuun CRM-cuctem: ympaBieHHEe MapKETHHIOM, IpoAa’kaMu, KIMEHTCKOW 0azol,
CEpBHUCOM
VYnpasnenue MmapkeTHHroM kak ¢ynakiueir CRM-cucrem.
VYmpasnenue npogaxkamu kak Qynkuueir CRM-cucrem
VYnpasienue KIneHTCKor 6a30# kak ¢pyHkuueit CRM-cucrem
VYmpasnenue cepucoM kak pynkiueit CRM-cucrem
Paznen 2. Tema 2.1
[TpuMeHeHrne MHPOPMALIMOHHBIX CUCTEM YIPaBJIEHUS B3aUMOOTHOILIEHUSIMU C
knueHTamu (CRM) muist moaiepsKKu MapKeTUHTOBOM J1€ATEIbHOCTH PEAIPUITHS
Ponp nndopmarun u IT 8 CRM
Onenka roroHoctd kK CRM
Paznen 2. Tema 2.2
VYposuu 3penoctu CRM. Ynpasienue nepexogom k CRM
Tunser CRM. Crparternueckas ctpykrypa CRM
AHanu3 noTpeOHOCTEN KIMEHTOB
Konsepcust «BopoHkH npogax»
Paznen 2. Tema 2.3
[TnannpoBaHNEe MapKETUHTOBBIX KAMITAHUN
Opranu3zaiys MapKeTHHTOBBIX MEPOIPUITUN
Opranuzanys TejneMapKeTuHIa
Paznen 3. Tema 3.1
OcHoBHble niepcniekTuBbl pa3BuTHs CRM kak koHLIenuuu
Tuner CRM-cucremsr.
Kpurepuu Beibopa CRM-cuctembl
Paznen 3. Tema 3.2
[ToarotoBka k BHeapenno CRM-cuctemsl
Oramnbl BHenpeHuss CRM-cuctembl
Ocob6ennoctu BHenpenuss CRM-crucremMbl Ha PeINpUATHAX Pa3HBIX cdep eATeIbHOCTH
Paznen 3. Tema 3.3
CBs3p MEXIy aKIMOHEPHOW LEHHOCTHIO, IIEHHOCTBIO JUISl KJIMEHTOB, LIEHHOCTHIO MJIS
COTPYJIHUKOB U CHIKEHUEM H3zepxeK B pamkax CRM
KitoueBble (hakTOphl, BIUAIONIUE HA PE3YJIbTaThI ISl aKIIHOHEPOB



36.
37.
38.

39.
40.
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Mertpuka KIMEHTOB

Mertpuka CpaBHUTEIBLHON PE3YIbTATUBHOCTH

Cranpgapt «MHCTpyMEHT miiss OuUEHKH d3()PEKTUBHOCTH YHPABICHUS KIHMCHTAMU)
(CMAT)

Crannapt «lleHTp oneHku 3¢ (heKTUBHOCTH onepanuii mo padote ¢ knueHTamm» (COPC)
Mertonpl onieHku 3¢ dextuBHOCTH B CRM



