MuHHCTEpPCTBO HAYKH U BbIcIIero oopasosanusi P®
DenepanbHOE roCyJapCcTBeHHOE 0K0I:KeTHOE 00pa30oBaTe/IbHOE YUpPeKIeHNEe
BbICIIET0 00Pa30BaAHUA
«HanuoHanbHBIN HccIeI0BaTeIbCKUN yHUBepcuTeT « MIU»

Hamnpagsienne noaroroBku/cnenuaibHocth: 38.03.02 MeHeq:kMeHT
HaumeHnoBanne o6pa3oBaTebHOIl mporpaMmmsbl . MHGopManMoHHBINH MeHeIKMEHT B OH3HeC-CHCTeMax
YpoBeHb 00pa3oBaHus: BbiclIee 00pa3oBaHue - faKkajlaBpuaT

®opma o0yuenusi: OuHas

Pabouass nporpaMma QM CHUILIHHBI
YIIPABJIEHUE B3AUMOOTHOUHEHUSIMUA C KJIMEHTAMU

biaok:

Baok 1 «/Iucuuniunsl (MoxyJim)»

Yactb 00pa3oBaTesbHOM
NPOrpamMMblI:

YacTsb, popmMupyeMasi y4acTHUKAMHU 00pa30BaTeIbHBIX OTHOIIEH Uil

Ne IMCHUIIJIMHBI 0 YYeOHOMY
IJIaHy:

b1.4.10.06

TpynoeMKOCTh B 3a4eTHBIX
eIMHULAX:

8 cemecTp - 5;

Yacos (Bcero) no yueoHomy
IJIAHY:

180 yacoB

Jexknun

8 cemecTp - 28 yaca;

HpaKTuquKne 3aHATHA

8 cemecTp - 28 yaca;

JlabopaTopHbie pa6oThI

He NMPeyCMOTPEeHO YUeOHbIM IIAHOM

KoncyabTanum

8 cemecTp - 2 yaca;

CamocrosiTesibHasi padoTa

8 cemecTp - 121,5 yaca;

B ToM unciae Ha KII/KP

He MPeyCMOTPEHO YUeOHBIM MJIAHOM

HNnasi koHTaKkTHas padoTa

MPOBOJIUTCHA B paMKaX 4YaCoB ay/IUTOPHbIX 3aHSATHH

BKJIIOYasi:
KontpoabsHnas padora
IIpoBepounas pa6ora

IIpome:kyTouHast aTTecTALUS:

IK3aMeH

8 cemecTp - 0,5 yaca;
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NPOI'PAMMY COCTABMUJI:

MNognucaHo anekTpoHHoi nognuckio ®r6OY BO «HUY «M3U»
i CseneHva o snagensuye L3N M3K O.B'
Szons ’ Bnageneyu KonecHwkosa O.B.
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PykoBogutens L) manene Oprosa ELC.
00pa30BaTEILHON IPOrPAMMAEI * Mol ¢ WaeHTudukarop RBBTOF77-0rlovaYs-0ceb9397 E.C. Opnosa

MNopnucaHo 3NeKTPOHHO| noanuckio $TEOY BO «HUY «M3U»
CeeneHuna o enagensue L3N M3KU

“ocaad Bnageneu KeToeBa H.J.

~ Mol MaeHTndmKkaTop R56dbalba-KetoyevaNL-5403d8c] H.I[. KCTOQBa

3aBeyIOIIMI BBITYCKAIOIICH
kadenpoi




1. EJIX 1 3AJAYHN OCBOEHMUSA JUCIIUITJIMHbI

Lesab ocBoeHus AucHMILIMHBI: L{enb 0CBOSHMS AMCHUIUIMHBI COCTOUT B ()OPMUPOBAHUU 3HAHMH,
MIO3BOJIAIOIIMX CO3/aTh LEIOCTHOE IIPEACTABIEHUE O KOHLECHIUU YIPaBJICHUS B3aUMOOTHOLIECHUSAMU C
KJINEHTaMHM, IOHATh OCHOBHBIE IMPHUHLMIIBI U CYLIIHOCTh KIMEHTOOPUEHTUPOBAHHOIO IOAXO0/AA, U3YYUTh

nporecc pa3paboTku U

CaMOCTOSITEIILHOMI pa6OTBI

cUCTEMaMHu)

33[{3‘11/1 AUCHHUITIMHbI

BHenpenus kouuenuuu CRM  Ha npeanpustuu,
C TMpOrpaMMHBIMH TPOJYKTaMH COOTBeTCTByromero kiacca (CRM-

IPpHUBUTH HABLIKU

- U3y4eHHE OCHOBHBIX IICUXOJIIOTUYECKUX (PAKTOPOB, OMPEACISAIOMNX KIMEHTOOPHEHTUPOBAHHBIH

MOJIXO/I;

- IpuoOpeTeHne HaBbIKOB (HOPMUPOBAHHS KIIMEHTCKOHN ayTMTOPHH U OCYIIECTBICHHUS
B3aUMO/JICHCTBUS C IOTPEOUTEIISIMU;
- U3y4eHHE CYITHOCTH U OCHOBHBIX IPUHIUIIOB ()OPMHUPOBAHUS OTPEOUTEITHCKON ayUTOPUH U
B3aUMOJIEHCTBUS ¢ MOTpedbuTensiMu B cpeae MHTepHer.

CDOpMI/IpyeMLIe y 06yqafomeroc;1 KOMIICTCHIUHU U 3allJTAaHUPOBAHHLBIC PE3yJibTaTbl Oﬁy‘IEHHﬂ 10
JUCHUIITIMHE, COOTHCCCHHBIC C HHANKATOPaAMHU JOCTUKCHU A KOMIIeTEeHIIMIi:

KOI[ U HAMMCHOBAHHEC
KOMIICTCHIIMH

Koa 1 HamMeHOBaHHUeE
HHIMKATOPA T0CTHXKEHUS
KOMIIETEeHI{UH

3annaHupoBaHHbIE Pe3yJbTATHI 00y4eHH s

ITK-2 Crocoben
OCYIIECTBIISITh yIIPABICHHUE
OpraHu3aIyel B yCIOBUSIX
BO3HUKHOBCHUS PHCKOB

N]1-2nk-2 BeicTpanBaer

3¢ (heKTHBHBIE KOMMYHUKAIIUN
BO BHYTPEHHEH U BHEITHEH
cpezie OpraHu3aluu

3HATH:
- IpaBUiIa MOCTPOEHUs 3P (HEKTUBHBIX
KOMMYHHUKaIUH.

YMETh:

- BBICTpauBaTh dPPEKTUBHBIC
KOMMYHHKAITMM BO BHYTPEHHEH H
BHEIITHEH cpejie OpraHu3aluu.

PITIK-1 Criocoben
pYKOBO)II/ITI) BBITTIOJIHCHUCM
THIOBBIX 33724
TaKTUYECKOTO
TUTAHUPOBAHHUS
IPOM3BOJICTBA

N JI-1pnk-1 JemoHcTpHpyeT
MMOHMMAaHHE KITFOUEBBIX 337124
npodeccuoHaNbHOM
JIESITEIIBHOCTH

3HATh.
- KJIIFOUYCBBIC 3aJa49u1 HpO(beCCHOHaHLHOﬁ
JACATCIIbHOCTH.

YMETB:
- peliaTh KIIOYEBBIE 3aa4l

pohecCHOHAIbHOM e TENIbHOCTH.

PIIK-1 Criocoben
PYKOBOIHTDH BBITTOJIHEHUEM
TUITIOBBIX 3a1a4
TaKTHYECKOIO
TUTAHUPOBAHHS
MIPOU3BOJICTBA

NJI-8prik-1 AHATU3UpYET
OTEUYECTBEHHBIN U 3apyOerKHBIN
OIIBIT PAallMOHAIBHON
OopraHu3anuu
MPOU3BOJACTBEHHOMN
JIeATEIIbHOCTH OpraHU3alliy B
YCIIOBHSIX COBPEMEHHOMN
SKOHOMUKH

3HATh.

- IPOU3BOJACTBCHHYIO JCATCIIbHOCTD
OpraHu3alivui B YCIIOBUAX COBpeMeHHOI\/'I
O9KOHOMUKH.

YMETB:
- IPOBOAUTH aHAJIU3 OTEYECTBEHHOIO U

3apy0eKHOI0 OMbITa palliOHAIBHOM
OpraHu3aly MPOU3BOJICTBEHHOU
JACATCIBHOCTH OpPraHru3al B YCIIOBHUAX
COBPEMEHHOM YKOHOMMKH.

2. MECTO JUCIUILIMHBI B CTPYKTYPE OBPA30OBATEJBHOM ITPOT'PAMMBI BO

JlucuuruiiHa OTHOCHTCS K OCHOBHOM IpodeccHOHaTbHOW —00pa3oBaTeNbHOM  mporpamme
NudpopmaninoHHblii MeHeIKMEHT B OusHec-cuctemax (manmee — OIIOII), nHampaBieHHs MOATOTOBKH
38.03.02 MeHemKMEHT, ypOBEHb 00pa30BaHuUs: BhICIIee 00pa3oBaHue - OaKataBpuar.
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TpeboBaHMs K BXOJHBIM 3HAHHUSIM U YMCHHSIM:
- 3HaTb OCHOBBI MAPKETHHIA
- 3HaTh OCHOBBI TEOPUH MEHEIKMEHTA

Pe3ynbraTel 00yueHus, OTydeHHBIE IPH OCBOCHUH JUCLUILIMHBL, HEOOXOAUMBI IIPH BHIITOIHEHUH
BBIITYCKHON KBaTH(PHUKAIMOHHON pabOTHI.



3. CTPYKTYPA U COAEPKAHUE JUCHUIIJINHbI

3.1 CTpyKTypa THCHUNIHHBI
OO01as TpyJI0eMKOCTh JUCHUTUTMHBI COCTABIISIET S 3a4eTHBIX eauHuIl, 180 9acoB.

Pasnensr/TeMsl

PacnpenencHue TpyoeMKocTH pasjena (B 4acax) Mo BHUIAM YIeOHOH paboThI

m
S = | =
Ne JTUCIUTUTAHBL/ (D OPMBI § % § KonrakTHas pa6ora cp CopneprkaHue caMOCTOSTENTFHON paboThl/
/i IPOMEXYTOTHOM o &| 3 Koncyubraums UKP PaGora s | LOATOTOBKA K METONYECKUE YKa3aHHsI
aTTeCTAINH 8| © | Jlex JIab | Ip — - VKK | TK A CeMECTDE aTTeCTalluu
/M P /KOHTPOJTB
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15
1 «Teoperndeckue 30 8 6 - 6 - - - - - 18 - Ilo0z0mogKa K meKyuiemy KOHmMpoio:
aCIIEKThl COBPEMEHHBIX IToBTOpEeHNE MaTepuana o pasiery
B3aUMOOTHOUICHUH € "TeopeTndeckue acleKThl COBPEMEHHBIX
KJINEHTaMU» B3aMMOOTHOILIEHUH ¢ KnueHTaMu"
11 OcHoBHBIE 10 2 - 2 - - - - - 6 - Camocmoamensnoe uzyuenue
TICHXOJIOTHYECKHE meopemuueckoz0 mamepuana: N3yuenue
(axTopsl, JOTIOJTHATEIEHOTO MaTepHalia 1o pasueiy
OIpeNeISIFOIINe "TeopeTHdyeckue acIeKThl COBPEMEHHBIX
MOBEJICHUE KIIUCHTA - B3aMMOOTHOIICHUH C KIMCHTaMH"
HNOTpeOHTENS H3yuenue mamepuanos numepamypHsix
1.2 Pons 10 2 - 2 - - - - - 6 - UCHIOYHUKOB:
UH()OPMHUPOBAHHOCTH U [2], 31-38
OTHOLICHHS KIIMEHTOB K
TOBapy B Ipolecce
(dbopmupoBaHust
MOKYIIaTeIbCKOTO
MIOBEACHHUSI
13 VYnpasnenue 10 2 - 2 - - - - - 6 -
MOKyTaTesaeM 1
MOJIENUPOBAHUE
MIOKYTIaTEeIbCKOTO
TIOBE/ICHUS
2 «DakTopsl 20 4 - 4 - - - - - 12 - Ilodz0moska K KOHmMPONbLHOU padome:
BHYTPEHHETO BIMSAHU W3yuenne maTepuanos no paszaeny "DaKkTopsl
Ha B3aMMOOTHOILCHHUS C BHYTPEHHETO BJIMSHUS Ha B3aMMOOTHOILCHHUS C
KIIMEHTaAMI» KJIMEHTaMH'" M TIOATOTOBKA K KOHTPOJILHOM
2.1 Mertonp! coopa u 10 2 - 2 - - - - - 6 - pabore
00paboTku Camocmoamenvroe usyueHue




nHdopmanny,
MHCTPYMEHTHI aHaJIu3a

meopemuuecKo2o mamepuaia. I/I3yquHe
JONOJIHUTCIIBHOTO MaT€puasia 1o pasaciy

JIAHHBIX "®akTOpbl BHYTPEHHETO BIMSHUS Ha
2.2 Bocnpusitue u 10 6 B3aUMOOTHOIICHHUS C KIIHEHTaMH"
00paboTka H3yuenue mamepuanog 1umepamypHbix
nHpopmanun UCIOYHUKOG:
[2], 54-61
3 «[lepconanpHbIC 20 12 Ilodzomoeka K meKyuiemy KOHmMPOJIi0:
LEHHOCTH JINYHOCTH H IToBTOpEHNE MaTepuana Mo pasaety
CYIIHOCTH KOHLICTILIUH "IlepcoHanbpHBIE IEHHOCTH JTMYHOCTH H
CRM» cymHocTh kKoHnenun CRM"
3.1 [epconasbHbIe 10 6 CamocmosmenbHoe usyuenue
LEHHOCTH, )KU3HEHHBII meopemuueckozo mamepuana: N3ydenne
CTHJIb U PECYPCHI KaK JIOTIOJTHUTEJIBHOTO MaTepHaia 1o pasjieny
JIUYHOCTHBIC (PAKTOPHI "ITepcoHanbHble IIEHHOCTH JTUYHOCTH H
KJIMEHTA cymHocTh koHnenun CRM"
3.2 | CymHOCTb ¥ IPUHIUIIBI 10 6 H3yuenue mamepuanos iumepamypHnuix
xoHnenuuu CRM UCHOUHUKOG:
[1], 41-47
4 «Teoperndeckue 22 14 Ilo0z0mogKa K meKyuiemy KOHmMpoio:
ACTICKTHI IToBTOpEHNe MaTepuaa Mo paszaery
KIIMEHTOOPHUEHTHUPOBAH "TeopeTnyeckue acreKThl
HOT'O MOAX0Aa» KJIMEHTOOPUEHTUPOBAHHOTO MoXx0aa"
4.1 CocTostHHME phIHKA U 11 7 CamocmoamensHoe usyuenue
0COOEHHOCTH TIPOEKTOB meopemuyueckozo mamepuana: VI3yaenue
10 BHEJPEHUIO CUCTEM JIOTIOJTHUTEJIBHOTO MaTepHaa o pasjieny
yTIpaBJICHUS "TeopeTndeckue acreKThl
B3aMMOOTHOILIEHUSAMHU C KJIMEHTOOPUEHTUPOBAHHOTO Mo x0aa"
KJIMEHTaMH H3yuenue mamepuanog 1umepamypnbix
4.2 Peanuzarust GyHKImiA 11 7 UCMOYHUKOB:
MapKeTHHTa [3], 13-26
5 «ITpoueccer 30 18 Ilodz0mosKa K KOHmMpPONbLHOU padome:
YIpaBJieHUs KIUEHTaMHU W3zyyenune marepuaiios no paszaery "IIporeccs
Ha ocHoBe CRM yHpaBieHus KiueHTaMu Ha ocHoBe CRM
CUCTEMBI» CHCTEMBI" M IOATOTOBKA K KOHTPOJILHOM paboTe
5.1 Iponece pa3paboTku 10 6 Camocmoamenvnoe uzyuenue
ctpaterun CRM meopemuyeckozo manmepuana: Nzydenve
5.2 VYnpasienue 10 6 JIOMOJIHUTENILHOTO MaTepuaia Mo pasjeiy

KJIMCHTaMH Ha OCHOBEC

"IIporecchl ynpapieHust KINEHTaMH Ha OCHOBE
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MAapKETHUHTOBBIX CRM cucremsbr"
TEXHOJIOTHI H3yuenue mamepuanos aumepamypHslx
5.3 IMomnepsxka mpoIeccoB 10 2 - 2 - 6 - UCMOYHUKOG:
nponax B CRM- [2], 234-251
crucTeMax
6 «B3auMOOTHOIICHUS 22 4 - 4 - 14 - Iloozomoeka K mekywemy KOHmMpoJiio:
KITUCHTOB IIPH CHEITKAX [ToBTOpeHne MaTepHuaa 1mo pa3aeny
Y aHAJIUTHYCCKHE "B3auMOOTHOIICHNS KIIMEHTOB TP CIENKAX
Bo3moxkHOCcTH CRM» aHanuTH4YecKre Bo3MokHocTH CRM"
6.1 BzauMooTHOImCeHMS 11 2 - 2 - 7 - CamocmoamenbHoe uzyuenue
KIICHTOB TIPH CAETKaX meopemuyueckozo mamepuana: VI3yienue
6.2 AHanuTHYECKHE 11 2 - 2 - 7 - JIONOJIHUTENILHOTO MaTepuaia o pasaeny
Bo3MOkHOCTH CRM "B3alMOOTHOIIEHUS KJINEHTOB IPH CICNIKAX U
a"HanuTudeckue Bo3MokHoct CRM"
H3yuenue mamepuanos 1umepamypHslx
UCHOYHUKOG:
[1], 62-73
DK3aMeH 36.0 - - - 05 - 335
Bcero 3a cemecTp 180.0 28 - 28 0.5 88 335
Hroro 3a cemecTp 180.0 28 - 28 2 - 0.5 1215

IIpumeuanue: Jlex — nexuuu; JIab — nabopatopusie padotsl; [1p — npaktuueckue 3ausatust; KIIP — ayautopHble KOHCYIbTAIMK 110 KYPCOBBIM
npoekTtam/padotam; MKKII — nnauBHTyanbHbIe KOHCYIBTALUH 110 KypCOBBIM IpoekTaM/pabotam; I'K- rpymnmnoBsie KOHCYIbTallMK O pa3jienaM
mucturuael; CP — camoctosarensHas padorta cryaenta; MKP — nunas konraktHas padota; TK — Texymmii koHTposb; [TA — npomexyTrouHas
aTTecranus




3.2 KpaTkoe coaep:kaHue pa3iejioB
1. «Teopemuueckue acnexmol coBPEMEHHbIX 83AUMOOMHOUEHUL C KIUSHINAMUY

1.1. OCHOBHBIE IICUXOJOTTUECKHIE (baKTOpBI, OIPCACIIIOIINEC ITOBEACHNUE KIIMCHTA -

noTpedouTens

[Tpeamer u coJiepKaHue JMCLUIUIMHBL,eE€B3aUMOCBA3b co CMEKHBIMU
oOmienpodecCHOHANBPHBIMU M CIICHUAIBHBIMU AUCHUIUIMHAMH. Llenu, 3agaum ¥ MeTOIO0JIOTHS
co3nanus (uinocodpuu IMoBeNeHHs NOoTpeduTene — BakHEWIlas OCOOEHHOCTb KOHLEHIUU

MapkeTuHra.OpueHTanuss Ha MOTpeOUTENs, KaKk OCHOBAa PBIHOYHOW YCTOMWYMBOCTH (DHPMBIL.
@dokycupoBaHHE BHMMaHHUS Ha OTAEIbHOM HHIMBHJE-NOTpeOMTENE, HA MOTPEOHOCTIX KakKI0Tro
KOHKPETHOTO 4eJOoBeKa. TpaluIMOHHBIE MAapKETHHIOBBIE HCCIIEOBAHUS TOTPEOUTEIHCKOTO
HOBEJCHUA O0a3UpyloTCs Ha KOHLENIMHM pPALUOHAIBHOIO '"SKOHOMHUYECKOro" 4YeloBeKa, ero
panroHaIbHOro noBeaeHus. [lonnmanue noTpediaeHns Kak HPOPMAIIMOHHOTO MPoIecca. .

1.2. Pons nHQOPMUPOBAHHOCTH U OTHOIIECHUS KJIMEHTOB K TOBapy B Mpoliecce GopMUpPOBAHUS
MOKYTIaTeIbCKOT0 MOBECHUS

OcHoBHbIE NPUHIUIB (HOPMUPOBAHUSA MPABHIBHOTO TMPEACTABICHUS O MOKYHaTelIbCKOM
MOBEJICHUU TOTpeOuTENe: MOTPeOUTENIb HE3aBUCHUM, MOTHBALMSA W TIOBEACHHE IOTPEOUTEIS
MOCTUTAETCSI C TOMOIIBI0 HUCCIEIOBAHUM, MOBEICHUE MOTpeduTeneil moanaeTcss BO3JEHCTBUIO,
HOTPEOUTENBCKOE IOBEJCHUE COLUAIbHO 3aKOHHO. Mojenb NOKYyNaTelbCKOro IOBEACHHUS,
cocrosilmas M3 BXOoAa M BbIxoAa M "uepHoro smuka'. Ha Bxome - moOynutenbHble (DAKTOPHI
MapKeTUHTa M TMPOYMUE DPA3APAKUTENH, HA BBIXOJIE - OTBETHBIC peakuuu nokynatens. "YepHbid
auuk" nokymnarens. [lonstiue o6 ypoBHe HHGOPMUPOBAHHOCTH MOTpPEOUTENEH O TOBApE, YCIOBUIX
€ro MPHUOOPETEHUS M HUCIIOJIb30BaHUS. MeTOo bl U3MEepEeHUsT HHPOPMUPOBAHHOCTH MOTPEOHUTENCH O
ToBape. XapaKTe pUCTUKA COLIMOJIOTHYECKOr0 METO/a, METO/Ia CEMaHTHYECKOTo auddepeniuana,
METOJIa CPABHUTEIHHOM OLIEHKU BOCIIPHUATHUS MTOTPEOUTENEM pa3aIndus Mapok ToBapa. [lonstue 06
«OTHOILIEHUSI TMOTpeduTens K ToBapy». KonuuecTBeHHBIH, apdek THUBHBIH M MOBEICHYECKUI
KOMITOHEHT OTHOIIIEHUS MTOTPEOUTENS K TOBApY..

1.3. YnpaBieHue MokynareneM 1 MOJIETUPOBAHUE MTOKYTATEIbCKOTO MOBEIEHUS

XapakTepucTUku ToKymnarens. OakTopbl, BIUSIOUIME Ha IOKYHaTelbCKOE IOBEJICHHE:
COLUMAIBHOT0, KYJIbTYPHOIO, JMYHOIO M IICUXOJOTHYECKOro mnopsaka.Teopus MoTuBanum A.
Macnoy (uepapxus mnorpedHocter), 3. @peuna. Jlectnuma no Jlormapy. XapakTepucTHKa
OOIIeCTBEHHBIX TPYMI HaceleHus. Tpu moaxoaa K (OpMUPOBAHMIO MOJETH IOKYNaTelIbCKOIo
MOBE/ICHUSA: AKOHOMHUYECKUH, TICUXOJOTUYECKUH, COLIMOJIOTMYECKUH. ODKOHOMHUYECKHH MOJXO[
BKJIIOYAeT NPUMEHEHHE: 3aKOHa II0JIE3HOCTH; 3aKOHANpeAeIbHOH (MapruHajJbHOW) IOJIE3HOCTH.
Teopust panuoHaNIBHOTO MOTpeOseHus. Teopust OTHOMICHUH M TOBEIEHUS. ODTambl U TPHEMBI
NPUBJICUEHHS] BHUMAHU MTOKYIaTeNeH.

2. «DPakmopul BHYMPEHHE20 BIUAHUA HA 83AUMOOMHOUECHUS C KIUCHMAMUY

2.1. Metoasl coopa u 06paboTKu HHPOPMAIIUHN, HHCTPYMEHTHI aHAIN3a JJAHHbBIX

OCHOBHBIMH UCTOYHHKAMH TIOJYYCHHUSI MAapKETHHTOBOW WH()OPMAIIMH SBIISIOTCS: PETUCTPAIUS
(HabmoIeHNe); HKCIEPUMEHT; MHTEPBBIO M OIPOCHI; KOPPEISILMOHHOE HCCIIEOBAaHUE, IaHeb,
IKCTIEpTHAS OIICHKA; MpOoBeieHne QOKyc - rpymbl. [IpenmMymiecTBa 1 HETOCTATKH KaXKI0TO METOA.
KoppensuuoHHbIi, JUCTIEPCHOHHBIA U ()aKTOPHBIN aHAINU3, KaK METOJbl UCCIIeI0BaHUs TIOBEICHUS
norpedurenei..

2.2. Bocnipusitue u 06paboTka nHHopMaIiu
XapakTepucTUKa MeXaHW3Ma TIPUHATHS pemeHus MoTpedurTeneM o Tmokynke. [loHaTne
BOCIIPHATHS MOTpeduTeneM uHpopMmanuu o ToBape. IloHsATHEe 00 SKCMO3MIMM M BHUMAaHUM Kak
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AJIEMEHTaxX Ipolecca BOCIPHATUA ToTpeduTeneM uHpopmauuu.MHTEpnperanus mnoTpedureneMm
MH(pOpPMaLUU KaK 3JIeMEeHT nporecca Bocupu—atus.llamate u Bocipuarue napopmanuu. [Ipouecc
BOCTIPHATHSA HHPOPMALIUH MTOTPEOUTEIEM H MAPKETUHTOBAs CTPATe THsI OpPraHU3aluu. .

3. «llepconanvuvie yennocmu auynocmu u cywnocms Kornyenyuu CRMy

3.1. IlepconanbHbIe IEHHOCTH, KMU3HEHHBIA CTUIIb U PECYPCHI KaK JIMYHOCTHBIE (PAKTOPHI
KJIMEHTa

[TonsiTue O MEpPCOHANbHBIX LEHHOCTAX (LIEHHOCTHBIX OpHUEHTAlMSIX) JUYHOCTH Kak o
pas3iensieMbIX €10 COLMAJIbHBIX LIEHHOCTSAX, BBICTYMAIOIMX B KayeCTBE JKU3 HEHHbIX LEJIeH U
CPEICTB HUX JOCTH)KEHHUS. XapaKTEpUCTHUKAa OCHOBHBIX I1€PCOHAIb 'HBIX LEHHOCTEH YEJIOBEKa.
TepMUHAIBHBIE U HHCTPYMEHTAJIbHBIE HEHHOCTH JIMYHOCTH 1O [I. Pokuuy. Konnenuus u moznenu
XKHU3HEHHOTO cTwuis norpedureneii: AIO, VALS u VALS-2, reoctnny u MeXIyHapOIHBIC CTHIIH.
@paHiy3ckas Mojenb (aBaHTIOPUCTBI, aKTUBUCTBI, TOLEHTPUCTHI, PALHOHAIUCTBI, PUTOPUCTBHI).
XapakTepucTuKa MPU3HAKOB: HOBOE KAauyeCTBO MHU3HU, CAMOOIpaHMYEHHE. XapaKTepHUCTUKA
pecypcoB MOTpeOuTeNei: 3KOHOMUYECKHE, BPEMEHHbIE, KOT "HUTUBHBIE PECYPCBHI..

3.2. CymHocTs ¥ npuHIUIEL KoHnenun CRM

[TpennochbUIKu BO3HHUKHOBEHHSI JAHHOTO MOAX0Aa. MHQpOpMAIMOHHBIE CUCTEMbI YIpPaBIICHUS
B3auMooTHolIeHus1 ¢ kineHtoM (CRM). Ha3znauenue, B3aMMOCBSI3b C MPUMEHEHUEM KOHIICTIIIMU
CRM. Bzaumocsszs ¢ KUC. Knaccudukanus u ¢pynkiuu, Tuniel CRM. OcHOBHBIE KOMITOHEHTHI
cucteM CRM. Hcrtounuku »sddextuBaoctn CRM. MHceropus pazsutuss CRM. Kpurepun
IpUMEHUMOCTH KoHuenuuu. [Ipeumyiectsa, noiayyaemele ot BHeapeHus CRM..

4. «Teopemuueckue acnekmol KIUeHMOOPUCHMUPOBAHHO20 nooxooay

4.1. CocTosiHuE pBIHKA U OCOOEHHOCTHU IPOEKTOB 110 BHEAPEHUIO CUCTEM YIIPABICHUS
B3aMMOOTHOUIEHUSIMHU C KIINEHTAMH

Komnonentsl cucrempl CRM. Hurerpaums ¢ apyrumu cucremMamu. O630p peiHka CRM-
pemenuid. Peinok Poccuiickux CRM-cuctem. OcHoBHble kputepun Bbioopa CRM-cucremsl (Tun
CRM-cucrembl, BO3MOXHOCTb COBMECTHOH paboTel CRM U y4eTHOH cHuCTeMBbl, COOTBETCTBHE
O0COOEHHOCTSIM OTE€UECTBEHHON NMPAKTHKHU BEACHUS OU3HEcCa, TOCTYNHOCTh YCIYT MO BHEIPEHUIO U
COIIPOBOXICHUIO B BAIlIEM PETHOHE, COBOKYITHAsE CTOMMOCTD BJIAJI€HUs, BOSMOKHOCTH UHTEIPALIUU
C TEIEeKOMMYHUKALUSIMH, BeO- NPWIOKEHUSIMU M JPYTMMH HPOrPaMMHBIMHM HPOJYKTaMH,
BO3MOXHOCTh OpraHM3alluy yJaJleHHOro pabouero mecrta). BHeapeHue cuctem ynpaBieHUs
B3aUMOOTHOLIEHUSIMH C KIINEHTAMH..

4.2. Peanuzanuus GyHKIMN MapKeTHHTra

OBOJIOLUS MapKETUHIa: MPOIYKTOBBIN MapKETUHT, NPSIMOM MAapKETUHT, I€JIEBOM MApKETHHT,
COLMAIBHO-ITUYECKUI MapKEeTHUHI, WHHOBAIMOHHBIH MapKETUHT. MapKeTHHT «I0 COOBITHION,
MapKETHHT «I10 pa3pelIeHHI0», MapKETUHT OTHOIIEHUN 1 KOHILIETILINS «OAUH Ha OJIUH»..

5. «lIpoueccol ynpasnenus knuesmamu Ha ochoge CRM cucmemoiy

5.1. Ilpomnecc pazpabotku crpareruun CRM

Toukn B3aUMOJIEHCTBUS KOMIIAHMM U KIMEHTA. YTNPAaBICHUE B3aHMOOTHOIIECHUSMHU C
napTHepaMu, KaHaibl B3aumojelictBusi B2B  (6usnec-OmsHecy) m B2C (Ou3Hec-KIHMEHTY).
DOBOITIOLIMS METOJIOB ylepkaHusl KiueHToB. IIporpamMmel nosuibHocTu. OcobenHoctn CRM-cucrem
B pa3nu4HbIX cdepax aesTenbHOcTH. BHenpenue CRM-cucreM B (MHAHCOBBIX OpraHM3alMsIX
(OaHKHM, cTpaxoBble M WHBECTULMOHHBIE KOMIAHUHU). BO3MOXHBIE NpPEIIOKEHHUS Ppa3BUTHS
(«cTpaTerust BTOPOTO MPOAYKTa», KpOCC-TIPOAaKu, (UHAHCOBBIM KOHCAITHUHT). I[IpoGiemsr

9



ABTOMATH3AIMK KJIMEHTCKOTO B3aUMOJACWCTBHUS B (PUHAHCOBBIX opraHuzanusx. CTpaTermueckue
TpeOOBaHUS K TMOJpPAa3AeICHUsIM, OCYILECTBISIONIMM B3aUMOJAEHCTBUE C KiIMeHTaMu. Pacuer
JIOXOJHOCTH/IICHHOCTH KIWeHTOB. OOCmy)KMBaHWE KJIMEHTOB Ha OCHOBE MOJEIU IIEHHOCTH.
Buenpenne CRM-cucteM B TEIEKOMMYHUKAIMOHHBIX KOMIIAHMUSIX. YIIpPaBJICHHE IIEHOW U
dopmupoBanue makeToB ycnyr. Brempenne CRM-cuctem B cdepe pO3HUYHBIX TPOIAK.
Hcnons3zoBanne CRM-cuctem B chepe ToproBoro MapketuHra. OCHOBHBIE TTPOOIEMBI POCCUHCKHUX
KOMIIAaHUI-MIPOU3BOAUTENCH MpU paboTe C KaHalaMd NOpoAaX. AHalM3 HEylad MPOCKTOB II0
BHenpenuto CRM-cucrem. O0630p Hanpapnenuii pazButus Gpynkmuit CRM — cucremsl. Jlydmme
npakTuku npumeHenuss CRM - cucteM B pa3nuuHbIX cepax AeaTeIbHOCTH. .

5.2. YnopaBieHue KIMEeHTaMH Ha OCHOBE MapKETUHIOBBIX TEXHOJIOTHI

Mapxketunroseie TexHosnorun B CRM-cucremax. IlpuHOUMIIBI CcerMeHTalUU  KJIMEHTOB.
@opMuUpOBaHUE LEIECBBIX TIPYyNN KIMEHTOB. (CErMEHTHMPOBAaHUE KIUEHTOB 10 pEakUuu Ha
MapKETUHTOBbIE TpeiokeHusl. CerMeHTHpPOBaHHE KIMEHTOB IO CTPAaTeTMH TMPHUOOPETEHHS.
VYnpasienue MapkeTUHroBbiMM KamnaHusMu B CRM-cuctemax. Ilpuemsl coBepiieHCTBOBaHUSA
MapKeTHUHroBbIX KammnaHuil. CRM-noanep:kka MapKETHHIOBBIX KaMIAHUH «3aMKHYTOTO IIHKJIa.
Metonp! ynep:xanus kineHTa. ONTHMU3aLKs KaHAJIOB MPOJAXK..

5.3. Ilonnepsxka mporueccoB npoaaxk B CRM-cucremax

Cucrtembl aBTOMaTtu3auuu mnpoaax. OCHOBHbIE (YHKLUHMOHAJIbHBIE MOJYIM M CTPATErUM MX
UCIOJIb30BaHUsA. Y4er, ympaBieHue, aHanu3 npojgax B CRM-cuctemax. VYmpasieHue
uHpopManreil 0 KOHTaKTax U KOoHTpareHTax. MHrerpanus ¢ppoHT- oducHoi aesrensHoctu. CRM-
NOJJIEPKKA PErJIaMeHTa MPOJaK..

6. «Bzaumoomuouieus KIueHmos npu coenkax u anarumuyeckue 6osmodcuocmu CRM»

6.1. B3auMoOTHOIIEHUS KJIMEHTOB IIPU CEJIKaxX

VYnpaieHue MNOTEHUUATbHBIMU cAeIKaMH ((QYHKIUM pacdyeTra BEpPOSTHOCTH COBEPILEHUS
cnenku). CRM-nojepxka U KOHTPOJb (YHKIHMM MEHEIDKEPOB IO Mpojakam. ABTOMAaTH3AIM
npoaax 1 MoOmibHble pemiennss CRM. Ynpasnenue 3nanussmu B CRM (Knowledge Management
Systems)..

6.2. AHanuTnueckue Bo3mMoxkHocth CRM

[Tpobnembl WHTETpauy MHPOPMALUU O KIMEHTaX, XpaHWJIWIa JaHHBIX. CpeacTBa aHanmm3a
CRM-cucrem (MeTOABl MHOIOMEPHOTO CTaTHCTUYECKOTO aHaius3a, cpeiacrsa Data Mining,
nporrHo3upoBanusi). OLAP-texnonoruu (aHaauruueckas oO0paboTka B pEXHUME peallbHOTO
BpemenHn) B CRM-cucremax..

3.3. TeMbl NIPaAKTHYECKUX 3aHATHH
1. CriocoOb1 hopMupoBaHUs COBOKYITHOCTH 3HaHUH MOTpedUTeNs 00 yciyre Win TOBape;
. Businue ocHOBHBIX ()aKTOPOB BO3ACUCTBUS HA BHUMAHUE MOTPEOUTENS;
. MoTuBanus B KOMIUIEKCE U CTPATETUN MapKETUHTa (PUPMBI;
. CoBpeMeHHbIE PHIHKU:YHUBEPCATbHOE U CIeU(PHUEcKOe B TOBEICHUHU MOTPEOUTENEI,
. IToBenenue norpeOuTens;
. Oco0eHHOCTH pa3INyYHbIX BUJOB MAPKETUHT A,
. Cucrembl aBTOMaTU3aLUU NTPOJAK;
. YpaBiieHue B3aMMOOTHOIIEHUSMH C MTapTHEpaMu, KaHaibl B3aumoaeiicteus B2B (6usnec-
ousnecy) u B2C (Ou3Hec-KIUeHTY);
9. Mapketunrosbie TexHonoruu B CRM-cucremax;
10. YnpaBieHue NOTEHIUATBHBIMU CAETIKAMH;

031 O\ L KW
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11. Bnusiaue Ha moTpedureneii;

12. TTpoGaembl uHTETpaIuy HHGHOPMAITUU O KIIMEHTAX, XpaHUJIUIIA TaHHbBIX;

13. OcHoBHbIe kKpuTepun Beibopa CRM-cucremsr;

14. TndopmaiimoHHbIE CUCTEMBI YIIPABIICHUS B3aUMOOTHOIIEeHUs ¢ KireHToM (CRM).

3.4. Tembl 1a060paTOPHBIX padoT
HE TPEyCMOTPEHO
3.5 KoncyabTanum

I pynnosgvie koncyrbmayuu no pazoeiam oucyuniunol (I'K)

1. OO6cyxnaeHue MarepuanoB 1o keiicam paszzaena "TeopeTrmueckue acreKThl COBPEMEHHBIX
B3aMMOOTHOIIEHUH ¢ KIIueHTaMu"

2. OOcyxneHue marepuajgoB IO Keiicam paszena "dakTopbl BHYTPEHHETO BIIMSHHS Ha
B3aMMOOTHOIIEHUS C KIIMEHTaMH"

3. OOcyxaeHue marepuaioB Mo keicam paszaena "[lepcoHanbHble IEHHOCTH JTUYHOCTH U
cymHocTh kKoHuenuuu CRM"

4. OOcyxneHue  MarepualioB 1o  Kkeiicam  pazgena  "TeopeTHueckue  acrleKThl
KJINEHTOOPUEHTUPOBAHHOTO Moaxoaa"

5. OOcyxaenue marepuaioB 1o keicam pazgena "[lpoiecchl ympaBieHUs KIMEHTaMU Ha
ocHoBe CRM cucremsr"

6. OOcyxaeHne MaTepraoB Mo KelicaM pazjena "B3auMooTHOIEHUS KJIMEHTOB IIPU CENIKax
Y aHaJIUTH4YeCKue Bo3mMokHoctu CRM"

3.6 TeMmaTnka KypcoBbIX IPOEKTOB/KYPCOBBIX padoT
KypcoBoii mpoekT/ pabota He MpeayCMOTPEHBI
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3.7. CooTBeTCTBHE Pa3/1eJIOB IHCHHMILIMHBI U OpMHUPYEMBbIX B HUX KOMIIeTEHIIU

3arIaHMpOBaHHBIC PE3YIbTAThl 00YUYEHUS 110

Howmep paznena

OHGHOLIHOC CpEACTBO

Koapl JTUCUUILIAHEI (B (THI ¥ HAUMEHOBAHUE)
JTUCIUILINHE
WHJIUKaTOPOB COOTBETCTBUHM € 11.3.1)
(B COOTBETCTBMH C pa3aeioMm 1)
1]/2]3[4]5]6
3HaTth:
paBWIa MOCTPOCHUS d(P(HEKTUBHBIX KOMMYHHUKAITUH KonTponpHas padora/Ilepconanbabie
NA-2nk-2 + HEHHOCTH JINYHOCTHU U CYIIHOCTh KOHIICTILIUU
CRM
KITFOUEBBIE 3a/1a4H MPO(EeCcCCUOHAIBHON 1eATeIbHOCTH KonTponbnas paborta/Teopetuueckue
NA-1pnk-1 + aCIIEKThl COBPEMEHHBIX B3aUMOOTHOLIEHUH C
KJIMECHTaMHU
NPOU3BO/ICTBEHHYIO IEATENLHOCT, OPraHH3aLHM B VTT-8priica + KonTtponbsHas padbora/DakTopsl BHyTPEHHETO
YCIOBUSIX COBPEMEHHON SKOHOMUKHU BJIMSTHUS HA B3aUMOOTHOIICHUS C KIIMEHTaMU
Ymern:
BBICTpanBaTh 3P PEeKTHBHBIE KOMMYHUKAIIUH BO [IpoBepounas paboTa/B3auMoOTHOIIEHUS
BHYTpPEHHEH 1 BHEIIHEH Cpejie OpraHu3aluu N-2nk-2 + | KJIMEHTOB MPU CAETKAX U aHATUTHUYECKUE
Bo3MokHOCTH CRM
pelaTh KJII04YeBble 3a/1a4l NPopecCHOHATBLHON KonTtponbHas pabora/Teopernueckue
NeSITeIbHOCTH N-1pnk-1 + aCIIeKTHI KIIMEHTOOPHUEHTUPOBAHHOTO
oJX0/1a
MIPOBOJMTH aHAJIN3 OTEYECTBEHHOI'O U 3apyOEKHOTO KonTponsnas pabora/IIporieccs! ynpaBieHus
OIbITA PALMOHATBHOM OpraHNU3aluyu MPOU3BOACTBEHHON VITT-8priica + KJIreHTaMu Ha ocHoBe CRM cucrembl

ACATCIIBHOCTH OpraHrU3alvu B YCIIOBHUAX COBpeMeHHOﬁ
O9KOHOMUKH
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4. KOMIIETEHTHOCTHO-OPUEHTAPOBAHHBIE OIIEHOYHBIE CPEJICTBA JUISA
KOHTPOJISI OCBOEHMS PE3VJIbTATOB OBYUEHMS 11O JUCIMUIIIMHE
(TEKYIIU KOHTPOJIb YCIIEBAEMOCTH, IPOMEKYTOUYHASI ATTECTALMSA
1O JUCLMILINHE)

4.1. Tekymuii KOHTPOJIb yCIIeBA€MOCTH
8 cemecTtp

Dopma peanuzaruu: [lncemennas padota
1. B3auMooTHOIIIEHUS KIIMEHTOB MPH CACJIKAX U aHauTU4YecKue Bo3mMoxkHoctu CRM
(ITpoBepounas pabora)
2. [lepcoHanbHbIE ICHHOCTH JTUYHOCTH H cymHOCTH KoHlenuu CRM (KontponbHas pabota)
3. [Iporeccrl ynpasnenus kaueHtamMu Ha ocHoBe CRM cuctemsl (KonTponbsHas pabora)
4. TeopeTuveckue acreKThl KIMEHTOOpUEHTHPOBaHHOTO moaxo/a (KoHTponasHas pabora)
5. TeopeTnueckre acieKThl COBPEMEHHBIX B3aUMOOTHOLIEHHH ¢ kueHTamu (KoHnTponbHas
pabora)
6. @aKkTOpBl BHYTPEHHETO BIUSHUS Ha B3aUMOOTHoLIeHHs ¢ kineHTamu (KonTposibsHas pabota)

banmibHO-pedTUHTOBasA CTPYKTYpa AUCLUILINHBI SABIISETCS NPUIOKEHUEM A.

4.2 TIpoMe:KyTOYHAsI ATTECTAIUSA MO AUCHUIJINHE

Oxzamen (Cemecmp Ne§)
OlnieHKa BBICTABISICTCA M3 pacyéra CpemHero apru(pMETHYECKOro 3HAYCHUS OLECHKH CEMECTPOBOM
COCTABJISIIOIICH 110 TEKYIIEMY KOHTPOJIIO YCIIEBAEMOCTH H OIICHKH 3a TIPOMEKYTOUHYIO aTTECTAITHIO

B numnmnoM BeICTaBIsETCS OICHKA 3a 8 CEMCCTD.

Ipumeyanue: OneHOYHBIE MATEPUAIIBI 110 TUCIUILIMHE TPUBEICHBI B (DOH/IE OLIEHOYHBIX
matepuanos OITOII.

5. YYEBHO-METOANYECKOE OBECHHEYHEHUE JUCLHUIIJINHbI

5.1 ITeyaTHbIE U IJIEKTPOHHbIE H3IAHNS

1. beuikoBa, C. B. OcHOBBI €10BOM KOMMYHHKAIUH : yueOHoe rocobue / C. B. bouikosa, U. T
Carupsn, JloHckoii roc. TexH. yH-T . — PoctoB-Ha-/lony : U3a-Bo AI'TY, 2017 .- 112 c. - ISBN
978-5-7890-1277-2 .;

2. A. A. Pomanos, B. II. bacenko, b. M. XKykos- "Mapxkerunr", U3narensctBo: "Jlamkos u K°",
Mocksa, 2018 - (440 c.)

https://biblioclub.ru/index.php?page=book&id=496077;

3. E. A. Haymenko- "JlenoBeie koMMyHuKauu'", M3natensctBo: "TIOMEHCKHI rocy1apCTBEHHBIN
yausepcuret", Tromens, 2016 - (281 c.)

https://biblioclub.ru/index.php?page=book&id=567456.

5.2 JIunieH3MO0HHOE ¥ CBOOOHO pacnpocTpaHseMoe NPOrpaMMHoe odecrnedeHue:
1. CAO "IIpomereit";

2. Office / Poccuiickuii makeT o(h)UCHBIX MPOrpam;

3. Windows / OnepannonHas cucrema cemeiictpa Linux;

4. Buneoxondepenuuu (Maiina, Coepmxkas, BK u mp).
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5.3 UaTepHeT-pecypcsl, BKJAIOYas NpodeccHOHAIbHBIE 0a3bI JaHHBIX 1 HH(POPMAIIHOHHO-

CIIPpaBOYHbBIC CUCTEMBI:

1. 3BC Jlans - https://e.lanbook.com/
2. 3BC "YHuBepcuTeTcKasi 0M0JMOTEKAa OHJIAlH" -
http://biblioclub.ru/index.php?page=main_ub_red
3. DuekTponHas oudmoreka MOU (b MOM) - http://elib.mpei.ru/login.php

6. MATEPUAJIBHO-TEXHUYECKOE OBECHEYEHUE JUCHUIIJIMHBI

Tun noMemeHunst Homep ayauropumn, OcHnamnenue
HaHMEHOBaHHe
VYuebnsie ayautopun | K-520, Ayautopus mis Kpecyo pabouee, mapTa co CKaMbeil, CTOJI
JUTSL IPOBEJICHUS MIPOBEICHUS mpernoaaBaTeis, CToMd, CTyJ, TpUOYHa,
JIEKIIUOHHBIX 3aHATUN MHTEPAKTUBHBIX BelIalIKa JUIsl OACKbl, TyMOa, I0CKa MelloBas,

N TCKYHICTO KOHTPOJIA

3ansaTHi kadenpsr MOIT

KOMITbIOTEpHAs CETh C BBIXOJ0M B MHTEpHET,
MYJIbTUMEIUIUHBIN TPOEKTOP, IKPaH,
KOHJIUIIUOHEP, CTEeH]T yueOHBIH, MeJl, MapKep,
CTHITYC

VY4eOHble aynuTopun
U1 IPOBE/ICHUS
NPaKTUYECKUX
sanstuii, KP u KI1

K-509, Aynuropus s
MIPOBEICHUS
MHTEPAKTUBHBIX
3anatuii kadenpsr MOIT

Kpeciio pabouee, mapTa co CKaMbel, CTOJ
npenojaBaress, CTyj1, TpuOyHa, Belanka ajs
OJICK/IbI, TyMOa, I0CKa MEJIOBas,
KOMIIBIOTEpHAsI CETh C BBIXOOM B IHTEpHET,
MYJIbTUMEIUUHBIA ITIPOEKTOP, IKPaH,
KOH/IMIIMOHED, CTEeH YU4eOHBbIH, Mell, MapKep,
CTHILYC

K-511, Aynuropus s
MIPOBEICHUS
WHTEPaKTUBHBIX
3ansaTHi kadenper MOIT

Kpecio pabouee, mapTa co CKaMbeH, CTOJ
IpernoaBaress, CTyJ1, TpuOyHa, BelaaKka s
OJleXk1bl, TyMOa, JOCKa MeIoBas,
KOMIIBIOTEpHAsI CETh C BBIX0JI0OM B MIHTEpHET,
MYJIbTUMEIUNHBIA TPOEKTOP, IKPaH,
KOHIUIIMOHED, CTEH T yUeOHBIN, Mell, MapKep,
CTHILYC

VY4eOHble aynuTopun
JUIs IPOBE/ICHUS
IIPOMEKYTOUHON

aTTecTalluu

K-511, Aynuropust s
IIPOBEICHUSA
MHTEPAaKTUBHBIX
3aHATHH Kadenpsr MOIT

Kpecio pabouee, napra co CKaMbei, CTOJ
npenojaBares, CTyj, TpuOyHa, Belanka ais
OJIeKbI, TyMOA, TOCKa MeJoBas,
KOMIIBIOTEPHAs CETh C BBIXOAOM B MIHTEpHET,
MYJIbTUMEAUNHBIN IPOEKTOP, IKPaH,
KOH/IUIIMOHEDP, CTE€H YUeOHBIH, Mell, MapKep,
CTHILYC

K-520, Aynuropus s
MIPOBEICHUS
MHTEPAKTUBHBIX
3aHaTui kadenpsr MOIT

Kpecio pabouee, mapra co ckaMbei, CTOJ
npenojaBaTess, CTold, CTyJ, TpuOyHa,
BEIIaJIKa JUIsl O/1eXK/Ibl, TyMOa, JOCKa MeJoBasd,
KOMITBIOTEpHAsI CETh C BBIX0JI0M B MIHTEpHET,
MYJIBTUMEIUIHBINA IPOEKTOP, IKPAH,
KOHIUIIMOHED, CTEH T yueOHBI|, MeJl, MapKep,
CTHIIYC

ITomemenus s
CaMOCTOSITSIILHOU
paboTHI

HTB-302, YnranbHbIi

CTYyJI, CTOJ HI/ICLMGHHblfl, KOMITIBIOTCPHASA CCTh

3aJ1 OTIesa C BBIXOJOM B IHTEpHET, KOMIIBIOTED
o0cmykuBaHUs yaeOHON MEepCOHAIbHBIN
JIUTEPATYPOM
HTB-201, CTOJI KOMITBIOTEPHBIN, CTYJI, CTOJ
KomnbrorepHsiii MHUCbMEHHBIN, BEIIATIKa ISl OJEXKIbI,

YUTaAIbHBIN 3aJ1

KOMITIBIOTCPHAA CETh C BBIXO/IOM B I/IHTepHeT,
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KOMIIBIOTEP MEPCOHATBLHBIN, IPUHTED,
KOHJIULIUOHEP

HTB-300, Yuebnas
ayIUTOpHs

napra, CTyJ, JO0CKa MeJIOoBasi, KOMIIbIOTepHAas
CeTh ¢ BbIX0JI0M B HTEpHET,
MYJBTUMEAUNHBINA MPOEKTOP, IKpaH

ITomemmenust misa
KOHCYJIbTUPOBAHUS

K-507, KomnbroTepHblii

kiacce kadeapsr MOII

Kpecio padouee, CTOI MpernoaaBaTes, CToll,
CTOJI KOMIIBIOTEPHBIH, CTYJI, KOMIIbIOTEpHAs
CeTh C BbIX0JI0M B MHTEpHET, 3Kpan
MHTEPAKTUBHBIN, KOMIIBIOTEP MEPCOHAIBHBIH,
KOH/IMITUOHEP, CTEH YU4eOHBIH, Mell, MapKep,
CTHIIYC

K-516,
[TpenoxaBaTenbckas
kadeapsr MOIT

Kpecio padouee, paboyee MECTO COTPYIHHKA,

CTOJI, CTYJI, IIKad JJIs1 JOKYMEHTOB, IKad s

OJICKIbI, TYMOQ, KOMITBIOTEPHASI CETh C

BBIXOJIOM B IHTE€pHET, KOJIOHKU 3BYKOBEIE,

MHOTO(YHKIIHOHAJIBHBIN IIEHTP, HOYTOYK,
KOMITBIOTEP MIEPCOHAIILHBIN, IPUHTED,
XOJIONUIIbHHUK, KOHUIIMOHED, KHUTH,

yu4eOHUKH, TOCOOUS

K-514,
[MpenonaBaTenbckas
kadeapsr MOIT

Kpecyo pabouee, pabouee MECTO COTPYIHUKA,
CTOJI, CTYJI, KA JJIs1 JOKYMEHTOB, IKad s
OJIeKTbI, TYMOA, KOMITBIOTEPHAS CETh C
BBIXOJIOM B IHTE€pHET, KOJIOHKU 3BYKOBEIE,
MHOTO()YHKITHOHAJIbHBIN IIEHTP, KOMITBIOTEP
NIEPCOHAJBHBIN, IPUHTEP, KOHIUIIUOHED,
KHUTH, Y9€OHUKH, TOCOOUS

K-513, Kabuner

COTPYJIHUKOB Kadepbl
MDOII

Kpecio paboyee, pabodyee MECTO COTPYIHHUKA,
CTOJI, CTYJI, IKad JJIs1 JOKYMEHTOB, IKad st
OJI&XK/Ibl, TYMOA, KOMITBIOTEPHAs CETh C
BBIX0JIOM B MIHTEpHET, SKpaH UHTEPAKTUBHBIMN,
KOJIOHKH 3BYKOBBI€, MYJIbTUMEAUNHBIN
MIPOEKTOP, JOCKA MapKepHas,
MHOTO()YHKIIMOHAJIbHBIN IIEHTpP, HOYTOYK,
KOMIIBIOTEP TEPCOHABHBIN, IIPUHTED,
XOJIOAUIBHUK, KOHAULIMOHED, KHUTH,
y4eOHUKH, TIOCOOUS, KAaHIIEISAPCKUH
PUHAIIICKHOCTU

K-518, Kabuner

MDOII

COTPYAHUKOB Kadeapsl

Kpecio pabouee, pabodyee MECTO COTPYIHHUKA,
CTOJ, CTYII, IKad AT JOKYMEHTOB, MKad AJs
OJICKIbI, TYMOa, KOMIIBIOTEpHAs CETh C
BBIXOZIOM B IHTEpHET, KOJIOHKU 3BYKOBBIE,
JIocKa MapKepHasi, MHOTO() YHKIIMOHAIbHBIH
LEHTP, HOYTOYK, KOMIBIOTEP MEPCOHATBHBIH,
MIPUHTEP, KOHIUIIUOHEP, KHUTH, YIeOHUKH,
mocooust

ITomemenus s
XpaHEHUS

000pyI0BaHUS U

y4eOHOT0 MHBEHTaps

K-203, Kabuner
Jupexkunn

Kpecio pabouee, pabodyee MECTO COTPYIHHUKA,
CTOJ, CTYJI, IKad A JOKYMEHTOB, BelIaliKa
JUIA OCKABI, TYM6a, KOMITBIOTECPHAasA CCTh C
BBIX0ZIOM B IHTEpHET, KOMITBIOTED
HepCOHaHBHBIﬁ, IMPUHTEP, XOJTOAUITbHUK,

KOHJIULIUOHEP
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IIpunoxenne A

BAJJIBHO-PEUTUHITOBAS CTPYKTYPA JIUCHOUILJIAHBI

praBHCHI/Ie B3aMMOOTHOMCHUAMMU C KIIMCHTaMH

(Ha3BaHME AUCIMILIMHBI)
8 cemecTp

ITepeyeHb KOHTPOJIBHBIX MEPONPHUATHI TEKYIIEr0 KOHTPOJIS yCIIeBAeMOCTH 10 JAMCIUILIHHE:

KM-1 Teoperuueckue aciekThl COBPEMEHHBIX B3aUMOOTHOIIeHHH ¢ kiaueHTamu (KoHTponbHas paboTa)

KM-2 ®akTopsl BHYTPEHHETO BIUSHUA HA B3aUMOOTHOIEHH ¢ kinenTamu (KoHTponbHas pabota)

KM-3 IlepconanpHble ICHHOCTH JUYHOCTH U CyIHOCTH KoHneniuu CRM (KonTtpoabsHas pabora)

KM-4 Teoperudeckue acrekThl KIMEHTOOPHEHTHPOBaHHOTO noaxoza (KonrponbHas pabora)

KM-5 TIlpomecch ynpasnenus kimeHTamu Ha ocHoBe CRM cuctemsl (KorTponbHas paboTa)

KM-6 B3anMOOTHOIICHHUS KJIMEHTOB MPHU CACIKaX U aHAIUTHYeCKHe Bo3MokHocTH CRM
(ITpoBepounas padbora)

Buja npoMexyToYHOI aTTecTANMU — DK3aMEH.

Nunexc KM- | KM- | KM- | KM- | KM- | KM-
Howep Pa3znen nucuuninHb KM: L 2 3 4 > 6
pasjena Henens 4 6 8 10 12 15
KM:
1 «TeopeTnyeckue acreKkThl COBPEMEHHBIX
B3aMMOOTHONICHUH C KIIMCHTAMM
OcHoBHbIE TICHXO0JIOTHYeCKUEe (HaKTOPBI,
11 OIPEEIAOIINE TOBEICHUE KIIMEHTA - +
noTpeduTens
Postb mHGOPMHUPOBAHHOCTH M OTHOIIICHHS
12 KJIMEHTOB K TOBapy B Ipoliecce +
(GopMHpOBaHNUS TOKYIIATEIHCKOTO TIOBEACHUS
13 VYnpaBieHue nokynareneM 1 MOIEIMPOBaHNE +
MOKYIATeIbCKOTO TTOBEACHHUS
5 «DakTOpbl BHYTPEHHETO BIIMSHHS HA
B3aMMOOTHOIICHHSI C KITUEHTAMI
21 Mertoast coopa u 006paboTku HHGOPMAIIHIH, +
WHCTPYMEHTHI aHAIIN3a JAaHHBIX
2.2 Bocnpusitue u 06paboTka nadopmaruu +
3 «[lepcoHarpHBIE IICHHOCTH JINYHOCTH U
cymHocTh KoHuenuu CRM»y
31 [lepcoHanbHbBIE IEHHOCTH, KU3HEHHBIH CTHITb H N
' pecypchl Kak TUYHOCTHBIC (DaKTOPHI KIHEHTa
3.2 CymrHocTh ¥ mpuHIUNb! KoHnenun CRM +
4 «TeopeTnyeckue acreKThl
KJIMEHTOOPUEHTHPOBAHHOTO TTOIXO/Ia)»
CocrosiHEE phIHKA U 0COOEHHOCTH NMPOEKTOB 110
4.1 BHEJIPEHUIO CUCTEM YIIPaBJICHUS +
B3aMMOOTHOIICHUSIMH C KITUEHTaAMH
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4.2 Peanuzanus ¢pyHkuuii MapkeTHHra +
«[Iporecchl yrpaBieHUs KIMEHTAMH Ha OCHOBE
5
CRM cucremMb»
5.1 [Tpouecc pazpabotku crparerun CRM +
59 VYrpaBieHue KIueHTaM1 Ha OCHOBE +
' MapPKETHHTOBBIX TEXHOJIOTUN
53 [Tonnepxka npouecco npojax B CRM- +
' cucTeMax
5 «B3auMOOTHOIIICHUS KITUEHTOB TIPH CIEIKaX U
aHanuTUdeckue Bo3MoxHocTu CRM)»
6.1 B3anMooTHOIIIEHNS KIIMEHTOB MPH CACIIKaX +
6.2 Aganutnyeckue Bo3MoxkHoctd CRM +
Bec KM, %: | 10 20 20 10 20 20
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