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OBILIASA YACTD

OneHouHblE MaTepHallbl 10 AUCLUUIUIMHE TMpPEAHA3HAYEHbl MJI OLEHKU: JOCTHKEHUS
0o0yyarolMMUCS  3aIUVIAHUPOBAHHBIX  PE3YyJIbTATOB  OOyYeHUs 10 JAMCLUUIUIMHE, JTana
(dbopMHpOBaHUs 3aIUTAHUPOBAHHBIX KOMIIETEHIIMN M YPOBHS OCBOCHUS TUCIUILINHBI.

OrneHouHble MaTepuallbl MO JUCHUIUIMHE BKIIOYAIOT OLEHOYHBIE CPEICTBA I MPOBEACHUS
MEPONPUIATHH TEKYILIET0 KOHTPOJIS YCIIEBAEMOCTH U IPOMEKYTOUHOM aTTECTALUH.

dopmupyembie y 00y4aromerocsi KOMIETeHIINN:

1. I[TIK-1 CnocobeH pyKOBOAUTDH BBHITOJIHEHHUEM TUIIOBBIX 33]]a4 TAKTUYECKOTO IJIAHUPOBAHUS
MIPOU3BOJICTBA
N]I-1 JeMoHCTpUpYET MOHMMaHHUE KITFOUYEBBIX 3a/1a49 MPOPECCHOHAIBHON JAEATEIbHOCTH

M BKIIFOYACT:
IJIA TEKYIIEro KOHTPOJIA YCIIEBA€MOCTH:

Popma peanuzanuu: ITncemenHas pabora
1. B3auMOOTHOIIEHUS KIMEHTOB NP ClIeNKaX M aHAIMTH4ecKue Bo3MokHoctu CRM
(ITpoBepounas pabota)
2. IlepcoHanbHble IEHHOCTH JIUYHOCTH U cymHOcTh KoHuenuuu CRM (KontpoabsHas padota)
3. IIpoueccsl ynpasienus knueHraMu Ha ocHoBe CRM cucrems! (KonTposbHas pabora)
4. TeopeTuueckue acleKkThl KIMEHTOOpHUEeHTupoBaHHOro noaxoaa (KonrponsHas padora)
5. TeopeTnueckue acieKThl COBPEMEHHBIX B3aUMOOTHOLIEHUH ¢ kiueHTamu (KoHTponbHas
pabora)
6. @axTOphl BHYTPEHHETO BIUSHUS Ha B3aUMOOTHOLIEHUS ¢ KineHTamu (KoHTpoiabHas
pabora)

BPC aucuunjanubl

8 cemectp

Beca KOHTpOIbHBIX MeponpusaTHil, %

P Nunexc KM- | KM- | KM- | KM- | KM- | KM-
aszeln QMCIUIUIAHBI KM: 1 2 3 4 5 6

Cpox KM: 4 6 8 10 12 15

((TeOpeTI/ILICCKI/Ie ACIICKTBI COBPCMCHHBIX
B3aMMOOTHOIICHUH C KIITMSHTaAMI)

OcHoBHbIE TICUX0JIOTHYECKHE (DAaKTOPBI,
OTpeJIeNISIONINE TOBEICHUE KIIMEHTA - IOTpeduTes

Posb nHGOPMUPOBAHHOCTH M OTHOLIEHUS KIIMEHTOB K
TO—Bapy B mpoliecce GOopMHUPOBAHUS +
MOKYTaTeIbCKOTO MOBEACHHUS

praBJ’ICHI/IC IMOKYIIATCJIEM U MOACIIUPOBAHNC
IMOKYIaTCJIbCKOT'O IMOBCICHUA

(((DaKTopBI BHYTPCHHCT'O BJIMAHUA HA
B3aMMOOTHOIICHUA C KIIMCHTaAMH»

Mertoab! cOopa u 00paboTKH HHPOPMALIUH,
WHCTPYMEHTHI aHAJIN3a JJAHHBIX

Bocnpusite n o6pabotka napopmarmu + +




«IlepcoHanbHbIC IEHHOCTH JTUYHOCTU U CYIIHOCTh
kounenuun CRM»

[lepcoHasbHBIE HIEHHOCTH, )KU3HEHHBIN CTUIIb U
pecypchl Kak TUYHOCTHBIC (DaKTOPHI KIMECHTA

CymHocTh ¥ mpuHIUIbI KoHenuuu CRM

((TGOpeTI/I‘IeCKI/Ie ACIICKTHI
KIIMCHTOOPUCHTHUPOBAHHOI'O IMTOAXOa»

CocTosiHHE PBIHKA U OCOOCHHOCTH IMPOEKTOB 10
BHEJIPECHHUIO CUCTEM YIIPABJICHUS
B3aUMOOTHOIIEHUSIMHU C KJIMEHTAMUA

Peanu3zanus GyHKIMI MapKkeTHHTa

«ITporeccel ynpasneHus kaueHTamu Ha ocHoBe CRM
CHUCTEMBI»

[Tpouecc pazpabotku crparerun CRM

YnpaBiieHr€E KIIMEHTaMH Ha OCHOBE MapKETHHI OBBIX
TEXHOJIOTUN

[Tonnepxka npoueccop npoaaxk B CRM-cucremax

«B3anMOOTHOLIEHHS KIIMEHTOB MPH CACIKAX U
aHanuTUueckue Bo3MoxHoctu CRM»

B3auMooTHOLIEHHUS KIUEHTOB IIpHu CACIKAaX

Ananmutnyeckue Bo3Moxuaoctu CRM

Bec KM:

10

20

20

10

20

20

$O6m1as yacts//Iy1s1 MpOMEKyTOIHOU aTrTecTaund




COJAEPKAHUE OLNEHOYHBIX CPEJACTB TEKYHEI'O KOHTPOJISA

1. Oyenounvie cpeocmea 011 OUeHKU 3ANIAHUPOBAHHBIX PE3YIbIMAM 06 00yUeHUA NO OUCUUNTIUHE, COOMHECEHHBIX C UHOUKAMOpamu
00CMUIICCHUS KOMNEmeHY UL

Nunexc Nunukarop 3anjaHUpOBAHHBIE KonTposbHas Touka
KOMIIETEHIIUH pe3ysbTaTel  00y4eHMsI IO
JUCHUTIIINHE
[1K-1 UA-1nk1  JemoHcTpupyer | 3HaTh: Teopernyeckue acreKTbl COBPEMEHHBIX B3aUMOOTHOIIEHUN C KIIMEHTAMHU
MIOHUMaHUe KJIFOUEBBIX | KJIIFOYEBBIE 3a7a4u (KontpomnbsHas padota)
3amad  poEeCCHOHATBHON | IPOQeCcCHOHATBHOM @DaxTOpbl BHYTPEHHETO BIUSHUS Ha B3aUMOOTHOILIEHUSI C KJIIMEHTaMU
JeATETbHOCTH NEeSATEIbHOCTH (KontpomnpHas padota)
IIpaBUJIa BBICTPAUBaHUS [lepconanbHble IIEHHOCTH JINYHOCTHU U CYIIHOCTh KoHuenuuu CRM
3 PEeKTUBHBIX (KonTponbsHas pabora)

KOMMYHHUKaIUH C
KJINEHTaMH OpPTraHU3alnun
Ymers:

pelaTh KI0YEBbIE 3a1a4H
npogecCuoHaNTbHON
JEATEIIBHOCTH
BBICTpauBaTh 3Q(HEeKTUBHbIE
KOMMYHHKAIUH C
KJINEHTaMH OpTraHu3alluu

Teopernueckue acreKThl KITMEHTOOPHEHTHPOBAHHOTO MOIX0a
(KonTponbsHas pabora)

[Ipomneccrl ynpasnenus kaueHtamu Ha ocHoBe CRM cuctembl
(KonTposbHas paboTta)

B3anMoOTHOIIEHNS KIIMEHTOB MPH CAETKAX U aHATUTUIECKHE BO3MOXKHOCTH
CRM (IIposepounas pabora)




1I. Cooepicanue ouenounvix cpeocme. lllkana u kpumepuu oyenusanus

KM-1. TeopeTn'{ecm/le ACHEKTbI COBPEMEHHBIX B3aMMOOTHOIIIEHUI ¢ KJIMeHTaMH

®opmbl peanuzanun: [TuceMennas padora

Tun koHTpoIBLHOrO MeponpusTus: KourponpHas padora

Bec konTpoabHoro meponpusitusi B bPC: 10

IIpoueaypa mnpoBedeHUs KOHTPOJbHOro Meponpusitusi: JlnmurensHocts 45 wmunyt. PaGora
BBITNOJIHACTCS] HHIUBUYaIbHO

Kpartkoe conep:xanue 3aganus:
KonTponbhas paboTa 1o npoiiiecHHOMy MaTepuairy

KoHTpoJibHbIE BONIPOCHI/3aJaHUA:

3HAaTh: KIIIOUEBBIE 3a/1a41 1.Crparerus ynpasieHUs KIMEHTCKMMH OTHOLIEHUSMHU
po(hecCUOHATIBHON e TEIbHOCTH 2. "Mnpyctpuanuzanus” mpoaax U MapKETHHTa
3.Ha3nauenue crpareruu CRM

4.0Onpenenenue repmuHa CRM

5.CymHocTh ¥ npuHIUIbl KoHuenuuu CRM
6.11pennocelIky BO3HUKHOBEHUS JAHHOTO TIOX0Aa
7.lHdopMaLOHHbIE CUCTEMBI YIIPaBJIECHUS
B3auMOOTHoOLIeHUs ¢ kiueHToM (CRM)

8.HazHauenue, B3aMMOCBSA3b C IPUMEHEHUEM KOHLEIIIUU
CRM

9.Bzaumocss3b ¢ KIC

10.Knaccudukanus u pyakiuu, Tunsl CRM

Onucanue MIKAJbI OLEeHUBAHUS

Ouenka: 5
Huodienuii nopoe sévinonnenus 3aoanus 6 npoyermax: 10
Onucanue xapakmepucmuxu evinoinerus 3Hanus: O1eHKa "OTINYHO" BBICTABIISETCS €CIIM 3aJaHue
BBHITIOJTHEHO B MOJIHOM 00bEME WIIH BBITIOHEHO MPEUMYIIIECTBEHHO BEPHO

Ouyenka: 4
Huodienuii nopoe sévinonnenus 3adanus 6 npoyermax: 60
Onucanue xapaxmepucmuxu evlnoinenus 3Hanus: OLeHKa "X0opoIo" BICTaBISETCS €CITN
OOJIBLIIMHCTBO BOIPOCOB PACKPHITO BEPHO

Oyenka: 3
Huodicnuii nopoe sévinonnenus 3aoanus 6 npoyermax: 50
Onucanue xapakmepucmuku evinonnenus snanus: OneHka "ya0BIeTBOPUTEIHHO" BBICTABIISCTCS
€CITH 3aJIaHUE MMPEUMYIIIECTBEHHO BBITIOJTHEHO

KM-2. ®akTopbl BHYTPEeHHEr0 BJIMAHUS HA B3AUMOOTHOLIEHUSI ¢ KIUEHTaMH

®opmbl peanausanuu: [lucbMenHas padora

Tun koHTpoabHOro Meponpustus: KourponsHas pabota

Bec koHTpOobHOrO0 Meponpusitusi B BPC: 20

IIpouenypa mnpoBeneHusi KOHTPOJBbHOro Mepomnpusitusi: /[nurensHocts 45 munyTt. Pabota
BBITOJIHAETCS] MHIMBUYalbHO




Kpatkoe cogep:xanue 3aganus:
KoHTponbHast paboTta 1mo mpoiIecHHOMY MaTepuaty

KOHTpOJILHLIe BOHpOCbI/SaL[aHI/Iﬂ:

3HaTh: TpaBUJia  BBICTpaWBaHUs 1.OcHoBHbIe KOMNIOHEHTHI cucteM CRM
3O PEKTUBHBIX KOMMYHHUKAIIMA C 2.Wctounuku 3¢ pektuBHocTd CRM
KJIMEHTaMH OpraHu3aluu 3.Uctounuku s¢ppextuBHocTH CRM

4. Kputepu NpuMEHUMOCTHA KOHLIETIIUN
5.IIpeumymiectBa, noaydaembie oT BHeApeHuss CRM
6.ApXUTEKTYpHBbIE KOMIIOHEHTHI cucTeMbl CRM
7.MHTerpanus ¢ ApyruMu CUCTEMaMuU

8.0030p peinka CRM-pemenuit

9.Prinok Poccuiickux CRM-cuctem

10.0OcHoBHBIE KpuTeprH BeIOOpa CRM-cructembl

Onucanue MKaJbI OLleHUBAHUS:

Oyenka: 5
Huoicnuii nopoe evinonnenus 3a0anus 6 npoyenmax: 10
Onucanue xapakmepucmuku blnoanenus 3nanus; OueHka "oTJIMYHO" BBICTABIISIETCS €CIIU 3aJJaHue
BBITIOJIHEHO B MOJIHOM 00BEME HJIM BBITIOITHEHO MPEUMYIIIECTBEHHO BEPHO

Oyenka: 4
Huoicnuii nopoe evinonnenus sadanus 6 npoyenmax.: 60
Onucanue xapakmepucmuxu evinonenus 3Hanus: OueHKa "Xopouo" BEICTaBISAETCS €CIU
OOJBITUHCTBO BOIIPOCOB PACKPBITO BEPHO

Oyenka: 3
Huoicnuti nopoe evinonnenus 3aoanus 6 npoyenmax.: S0
Onucanue xapaxmepucmuxu 6vinoaneHus snanus: OueHKa "y10BIETBOPUTEIBHO" BBICTABIIAETCS
€CJIM 3aJJaHue MPEUMYILIECTBEHHO BHIIIOJIHEHO

KM-3. IlepcoHaibHbIe HEHHOCTH JUYHOCTH M CYyIIHOCTH KoHUenuuu CRM

®opmbl peaausanun: [lucemennas padbora

Tun kouTpoabHoro Mmeponpusitusi: KontponsHas padora

Bec konTpoabHoro meponpusitusi B BPC: 20

IIpoueaypa mnpoBeaeHUsi KOHTPOJbHOro Meponpusitusi: JlnutensHocTs 45 muHyt. Pabora
BBIIIOJIHSIETCS UHANBUYAIIBHO

Kpartkoe cogep:xxanue 3aganus:
KoHnTposnbHas paboTta 1o mpoiIeHHOMY MaTepuaty

KoHTpoJibHbIC BONIPOCHI/3aJaHUA:

3HaTh: TpaBWIAa BBICTPAaUBAHUSA 1.BHenpeHnne cucteM yrpaBiieHUsI B3aUMOOTHOIICHUSIMU
3G (hEeKTUBHBIX KOMMYHHKAIUH ¢ C KJIIMEHTAaMH
KJIMEHTaMH OpTraHu3alliu 2. Touku B3auMOJIEMCTBUSA KOMITAHUHM U KIIUEHTA

3.¥YmpaBieHne B3aMMOOTHOIIEHUAMH C TAPTHEPAMH,
KaHanel B3anMoaecTeusa B2B

4.9BoIOLIMSI METO/IOB YIEP/KAHUS KIMEHTOB
5.IIporpamMMsbl JTOSUTBHOCTH

6.0cobennoctu CRM-cucrem B pazinnuHbIX chepax
JeSITeIbHOCTH

7.Buenapenne CRM-cucteM B pMHAHCOBBIX




opranuzainusax (0aHKH, CTPaxOBbIC U MHBECTUIIOHHBIC
KOMITaHUU

8.B03MOXHbBIE IPEITIOKCHHS PA3BUTHS («CTpATETHUS
BTOPOTO IPOAYKTay», KPOCC-TPOIaxH, GHHAHCOBBIMA
KOHCAJITHHT)

9.ITpoGneMbI aBTOMATHU3AIUH KITUEHTCKOTO
B3aMMOJICHCTBHSI B (DUHAHCOBBIX OPTraHU3AIHIX
10.Ctparernyeckue TpeOOBaHUS K MOAPA3ACICHUSIM,
OCYIIECTBIISIONIMM B3aUMOJICHCTBHE C KIIMEHTAMHU

Onucanue MKAJbI OICHUBaAHUSA:

Ouenxa: 5
Huodicnuii nopoe svinonnenus 3aoanus 6 npoyermax: 10
Onucanue xapakmepucmuku blnoanenus 3nanus.; OueHka "oTIMYHO" BBICTABIISIETCS €CIIU 3aJJaHue
BBITIOJIHEHO B MOJIHOM 00BEME HJIM BBITTOJTHEHO MPEUMYIIIECTBEHHO BEPHO

Oyenka: 4
Huoicnuti nopoe evinonnenus sadanus 6 npoyenmax.: 60
Onucanue xapaxmepucmuxu eblnonenus 3Hanus: OLeHKa "Xopouio" BICTaBISAETCS €CIU
OOJBIITMHCTBO BOIIPOCOB PACKPBITO BEPHO

Oyenka: 3
Huoicnuti nopoe evinonnenus sadanus 6 npoyenmax.: 50
Onucanue xapakmepucmuxu evlnoinenus 3Hanus: OueHKa "yJ0oBIETBOPUTEIBHO" BBICTABIISAETCS
€CJIM 3aJaHUE TIPEUMYIIIECTBEHHO BBITIOJIHEHO

KM-4. Teopeanecmle ACNEKTDbI KIMEHTOOPUCHTHPOBAHHOI'O IMOJAX0JAa

®opmbl peaausanun: [lucemennas padbora

Tun kouTpoabHoro Mmeponpusitusi: KonrponsHas padora

Bec konTpoabHoro meponpusitusi B BPC: 10

IIpoueaypa mnpoBeaeHUsi KOHTPOJbHOro Meponpusitusi: JlnutenbHocTs 45 muHyr. Pabora
BBIIIOJIHSIETCS] UHAUBUAYAJIbHO

Kpartkoe cogep:xxanue 3aganus:
KoHnTposnbHas paboTta 1o mpoiIeHHOMY MaTepuaty

KoHTpoJibHbIE BOIPOCHI/3a/1aHUA:

YMers: BBICTPaUBaTh 1.JIyumue npaktuku npumeHenust CRM - cucrem B

3pPEKTUBHBIE KOMMYHUKAIUH C pa3nuyHbIX chepax AesTeIbHOCTH

KJINEHTaMH OpPTaHHU3aLUun 2.0030p HamnpasieHuii pazButus pyHkuiit CRM -
CUCTEMBI
3.AHan3 Hey1a4y NpoeKToB 1o BHepeHuto CRM-
CUCTEM

4.0OcHOBHBIE MPOOIEMBI POCCUICKUX KOMITaHUMN-
MIPOU3BOAUTENEH MPpH padoTe ¢ KaHaJaMU MPOaax
5.Ucnonw3oBanne CRM-cuctem B cpepe TOproBoro
MapKeTHHIa

6.Buenpennie CRM- cucreM B cepe pOSHHUUHBIX MPOAAK
7.Y1paBieHue eHo u GOopMHUpPOBAHUE MTAKETOB YCIYT
8.Buenpenne CRM-cuctem B T€IEKOMMYHUKAIIMOHHBIX
KOMITaHUSX

9.006cnyxrBaHUE KIIMEHTOB HA OCHOBE MOJIEIIH




LIEHHOCTH
10.Pacuer 10XOQHOCTU/LIEHHOCTHA KIMEHTOB

Onucanne MKAJbI OIleHUBaAHUS:

Ouyenxa: 5
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax. 10
Onucanue xapakmepucmuxu evlnoineHus 3Hanus: O1eHKa "0TINYHO" BBICTABIISIETCS €CJIM 3aJaHue
BBITIOJTHEHO B MTOJIHOM 00bEME WIIH BBITIOJHEHO MPEHMYIIIECTBEHHO BEPHO

Ouyenka: 4
Huoicnuii nopoe evinonenus 3aoanus 6 npoyenmax. 60
OnucaHnue xapaxmepucmuxu evlnonenus 3Hanus: OLeHKa "X0opouio" BICTaBISETCS €CIu
OOJIBITMHCTBO BOIIPOCOB PACKPHITO BEPHO

Oyenka: 3
Huoicnuii nopoe evinoanenus 3aoanus 6 npoyenmax. 50
Onucanue xapakmepucmuxu evinonnenus 3uanus: O1neHKa "yI0BIeTBOPUTEIHLHO" BHICTABIISETCS
€CITH 3aJIaHUE MPEUMYIIIECTBEHHO BBITIOJHEHO

KM-5. IIpoueccol ynpasJienus kjiineHTaMu Ha ocHoBe CRM cucrembl

®opmbl peasuzanun: [TuceMennas padora

Tun koHTpoILHOrO MeponpusaTus: KourponsHas pabota

Bec koutposabHoro meponpusitusi B BPC: 20

IIpouenypa mnpoBeneHusi KOHTPOJBbHOro Meponpusitusi: /[nurensHocts 45 Mmunyt. Pabota
BBITNOJIHACTCS] HHIUBUYaIbHO

Kparkoe cogep:xkanue 3aiaHus:
KonrtponbHas pabora no npoiileHHOMY MaTepuairy

KoHTpoJibHbIE BONIpOChI/3aJaHUA:

YMeTh: pemats KIOYEBBIE 3a4a4u 1.MeToap! ynep:kaHust KIMEHTa

pohecCuOHANBHOM e TeNIbHOCTH 2.CRM nonnepkka MapKeTHHTOBBIX KaMITaHUIN
«3aMKHYTOT'O IIUKJIa»

3.IIpuembl cCOBEpIIEHCTBOBAHUSI MAPKETUHT OBBIX
KaMITaHU I

4.YupaBieHue MapKeTHHIOBbIMU KamnanusamMu B CRM-
CUCTEMAxX

5.CermMeHTHpOBAaHUE KIMEHTOB IO CTPATErHH
npuoOpeTeHus

6.CerMeHTHUpOBaHUE KIMEHTOB IO PEaKUy Ha
MapKETUHTOBbIE MTPENIOKEHUS

7 .JIpuHIMTIBI CETMEHTAITMN KIIMeHTOB. DOpMHUpOBaHUE
LIEJIEBBIX TPYII KJIMEHTOB

8.Mapkerunrosie TexHoJ0oru B CRM- cucremax
9.MapKeTHHT «I10 COOBITHIO», MAPKETUHT «I10
pa3peleHno», MApKETUHT OTHOLIEHUH U KOHIETIIHS
«OJVH Ha OJIUH»

10.9Bosro1IMsT MapKETHUHIa: TPOTYKTOBBIM MapKETHHT,
IPSIMON MAapKETHUHT, 1IEJIEBOM MAapKETHHT

Onucanue MKaJbl OLICHUBAHUA:

Ouyenka: 5




Huodicnuii nopoe svinonnenus 3aoanus 6 npoyermax: 10
Onucanue xapakmepucmuku btnoanenus 3uanus.; OueHka "oTIMYHO" BBICTABIISIETCS €CIIU 3aJJaHUE
BBITIOJTHEHO B MTOJIHOM 00bEME WITH BBITIOJHEHO MPEUMYIIIECTBEHHO BEPHO

Ouyenka: 4
Huodicnuii nopoe svinonnenus 3aoanus 6 npoyenmax: 60
Onucanue xapakmepucmuku ebtnoanenus 3uanus. OueHka "Xopomio" BbICTABISAETCS €CIIH
OOJIBIITMHCTBO BOIPOCOB PACKPHITO BEPHO

Ouenxa: 3
Huoicnuii nopoe svinonnenus 3aoanus 6 npoyermax: 50
Onucanue xapakmepucmuku vtnoanenus 3nanus. OueHka "yJ10BICTBOPUTEIHHO" BBICTABIISAETCS
€CJIM 3aJJaHuE PEUMYIIECTBEHHO BHITIOJIHEHO

KM-6. B3auMooTHOIIEHHUS KJIMEHTOB IpH CACJKaX H aHAJIUTUHYIECCKUE BO3SMOKHOCTH
CRM

®opmbl peaausanun: [lucemennas padbora

Tun koHTpoaBLHOr0 Meponpusitus: [Iposepounas padora

Bec konTposbHOro meponpustusi B BPC: 20

IIpoueaypa mnpoBeaeHUsl KOHTPOJbHOro Meponpusitusi: JlnurtensHocts 30 munyr. Pabora
BBIIIOJIHSIETCS MUHANBUYAJIBHO

KpaTkoe conep:kanue 3a1aHusi:
[TpoBepouHas paboTa 1o MPOMICHHOMY MaTepUaITy

KoHTpoJibHbIE BOIPOCHI/3a1aHUA:

YMeTh: pemars KIHYEBbIE 33/1a4u 1.ABTOMaTH3aIMs PoJaX 1 MOOWIbHEIE pemerns CRM
po¢eCCHOHAIBHON JEATEHHOCTH 2.CRM-niogaepxka 1 KOHTPOIb (YHKIUI MEHEKEPOB
0 TIPOAXKaM

3.YnpaBieHue NOTeHIUAIbHBIMU ClIeNKaMU ((PYyHKIUU
pacuera BepOSITHOCTH COBEPIICHUS CIIEITKH)
4.CRM-noniepxka periaaMeHTa mpojax

5.Uurterpamust GpoHT-0DUCHON AeATETHHOCTH
6.Ynpasienue nH(opmare 0 KOHTaKTax u
KOHTpareHTax

7.Yuer, ynpasnenue, aHanu3 npojaax B CRM-cucremax
8.0cHoBHbIE (QYHKIIMOHATIBHBIE MOJIYJIU U CTPATETUU UX
UCIOJIb30BAHUS

9.CucteMbl aBTOMaTU3aLNUN TPOJAXK

10.0nTrMH3anMs KaHAJIOB MTPOJIAaXK

Onucanue MKaJbl OLICHUBAHUA:

Ouyenka: 5
Huorcnuii nopoe evinonnenus 3adanus 6 npoyenmax. 10
Onucanue xapaxmepucmuxu vinoineHus snanus: OueHka "oTIMYHO" BBICTABIISETCS €ClU 3aJaHHe
BBITIOJTHEHO B TTOJTHOM 00'bEME WIIH BBITIOJTHEHO MMPEHMYIIIECTBEHHO BEPHO

Oyenka: 4
Huorcnuii nopoe evinonnenus 3adanus 6 npoyenmax. 60
Onucanue xapaxmepucmuxu evinoineHus snanus: OneHkKa "XopoIo" BEICTABISIETCS CIH
OOJIBIIIMHCTBO BOITPOCOB PACKPBITO BEPHO

Oyenxka: 3
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Huoicnuii nopoe evinonnenus sadanus 6 npoyenmax.: 50
Onucanue xapakmepucmuku evtnonanenus 3nanus. OueHka "yJ10BIETBOPUTENBHO" BBICTABISETCS
€CJIM 3aJjaHuE PEUMYIIECTBEHHO BBITIOJIHEHO
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COJIEPKAHUE OIIEHOYHBIX CPEJICTB TIPOMEXKYTOUYHOM ATTECTAIIUA
8 cemecTp

@opMa NPOMEKYTOUYHOM aTTecTalumM: JK3aMeH

IIpumep Onsiera

1) ITonsitue kanurana npeanpuaTus. OCHOBHOM KanuTal IpeaIpUsITUS
2) Buapl 1eHEXHBIX TTOTOKOB
3) [IpakTuueckoe 3a1anue

IIpouenypa npoBenenust
DK3aMeH IPOBOJIUTCS B yCTHOU (opMe 1o OmiieTaM, BpeMsi Ha MOATOTOBKY K OTBETY - 45 MUHYT

L Ilepeuens Komnemenyuil/uHOUKaAMOpPoO8 U KOHMPOIbHBIX 60NPOCOB NPOBGEPKU PE3YbHAN 08
0CBOCHUSA OUCUUNTUHDL

1. Komnerenuunss/Uuankarop: UJ1-1nk-1 JleMoHCTpupyeT mOHMMaHUE KIIOYEBbIX 3a/1a4
PO EeCCHOHAIBHON e TEIHHOCTH

Bonpocel, 3a1anns
1.Yupasnenue 3nanussmu B CRM (Knowledge Management Systems)
2.0cHoBHBIE KOMIOHEHTHI cucteM CRM
3.Knaccudpukanuus u pynknuu, tunsl CRM
4.Ma(popMaliiOHHBIE CUCTEMBI YIPABJICHUs B3aUMOOTHoLIeHUs ¢ kimeHToM (CRM)
5.0mnpenenenne repmuna CRM
6.Ctparerus ynpasjieHHUs] KIMEHTCKUMU OTHOLICHUSIMHU
7.0cHoBHbIE KpuTepuu Beiobopa CRM-cuctemsr
8.OLAP-TexHonoruu (aHaauTH4yeckas o0padoTka B pexume peaabHoro Bpemern) B CRM-
cucreMax
9.CpenctBa ananuza CRM-cucreM (MeTO 15l MHOTOMEPHOT'O CTATUCTUYECKOT0 aHAIN3a,
cpenctBa Data Mining, IporHo3upoBaHust
10.ITpoGiemMbl uHTErpaltui HHGOPMAIMK O KIMEHTaX, XPaHUJIUILA TaHHBIX

MartepuaJbl 1Ji1 IPOBEPKHU OCTATOYHBIX 3HAHUM
1.Kakue coObITHS TIO B3aUMOJICHCTBHUIO C KIHEHTOM HeoOxoaumo 3aHocutb B CRM-cucremy?
OTBETHI:

1. 1) TonbKo Te cobbITUSA, KOTOPbIE MPUBEAU K NPOAAKE NPOAYKTA
2) UsmeHeHWe PEKBU3UTOB UM KOHTAKTHOM MHGOPMALUKN KIMEHTA

3) mro0bIe COOBITHSI, CBSI3aHHBIE C KITUEHTOM
BepHblii oTBeT: 3

2.Monyne ynpasnenus nporeccamu CRM-cucrembl
OTBeThI:

1. 1) no3BOASET UCKAKUUTL BANAHWE YeN0BEUYECKOro GpaKkTopa B NpoLiecce Npoaax

2) mO3BOJISIET YMEHBIIUTH BIMSHUE YEIOBEYECKOT0 (pakTopa B mporiecce mpoaak

3) no3BOJII€T YBETUYUTD BIUSHUE YEJIOBEUECKOT0 (haKTopa B MPOLECCE MPOJIaxK
BepHslii otBeT: 2

3.Monayns ynpasienus nporeccamu CRM-cuctemsl
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1.

OTBETHI:

1) onpeaenaeT NPOLECCHI, KOTOPbIE BbIMOHAKTCA NPOrPaMMHO

2) ompeensieT MpoLecchl, KOTOPbIE BBIMOJHAIOTCS MEHEHKepaMU
3) ompenensieT NpoIecchl, OTAEIbHBIE STalbl KOTOPHIX MOTYT BBIMOJIHATHCS KaK MPOrPaMMHO,
TaK U C y4aCTHEM MEHEIKEePOB

Bepnpiii oter: 3
4.Kaxkas nadopmanus J0HKHA OBITh JOCTYITHA MEHEKEPY C UCTIOIh30BAHUEM MOIYJIS
yIpaBiIeHUs] KOHTaKTaMu?

OTBeThI:

1) nHpopmauma o KAMeHTe, XpaHUMan B 6aze MoAy1A aBTOMATMU3ALMM NPOAANK KOMMAHUK

2) uadopManus 0 KJIIMeHTe, XpaHuMasi B enuHor 6aze CRM-crucTteMbl KOMITaHUH

3) uHpopManusl, MHTErPUPOBAHHAS U3 PA3HBIX CUCTEM KOMIIAHUU
Bepnpsiii oter: 3

5.Ymupasiienue nHPOpPMAIUCH 0 KIMEHTaX U KOHTPAreHTax MO3BOJISCT:
OTtBeTsI:

1) cTpouTh CXE€MBbI OpraHU3aMOHHON CTPYKTYPBI IPEAPUATH

2) onpeaenuTh B3aUMOCBSI3H MEXKAY JIIOAbMHU

3) onpenenuTs poJib KaKI0ro YeJIOBEKa B IPUHITUM PEILICHUS O TOKYIIKE
Bepusiit otBet: 123

6.01mimnune CRM-cuctemsl OT NepBBIX CUCTEM aBTOMAaTHU3ALUH MTPOIaXK?
OTtBeTsI:

1) popmunpoBaHme 6asbl N0 KAMEHTAM

2) HaKoIUIeHHe UH(OPMALIUH 110 MPOJaKaM ¢ KJIMEHTOM
3) BO3MOKHOCTH aHaJIM3a U MPOTHO3UPOBAHUS IPOAAK
Bepwusliii otBeT: 3
7.Kaxoii nHpopmaninoHHbIN TOTOK Hanbosee yacto orcyrctByeT B CRM-cucreme koMnanuu,
NPUBOAALINH K ycTapeBaHUIO HH(POPMAIUK O KJIneHTe?
OTBeThI:
1)nonydyenue MeHeKepoM HHGOPMAIIUU U3 €IMHOM 0a3bl KJIMEHTOB
2) BHeceHue UH(OPMAIMK O KIIMEHTE MEHE/DKEPOM B €TUHYIO 0a3y KIMEHTOB KOMIaHUU
3) BHeceHue MHPOPMAITUH O KJIMEHTE MEHEKEPOM B 0a3y KIIMEHTOB MEHEKepa
BepHslii otBeT: 2
8.Kakue npenmyiiecTsa JaeT cucTeMa aBTOMAaTU3aluK PoJax?
OtBeTsI:
1) coop nHpOpMaIUU TTO KAKIAOMY KIUEHTY
2) yBelIMYEHHE CKOPOCTH IMOUCKA MH(OPMAIMH O KIIUEHTE
3) aBTOMaTH3aLMs ONEepaluii JOKYMEHTHPOBAHUS IE€ATEILHOCTH MEHEIKepa
4) pocT uncna ceNoK
Bepnsiit otBeT: 123
9.Kakas unpopmanus g0KHa BBOAUTECS MeHekepoM B CRM-cuctemy nocie tenegoHHOro
pasroBopa ¢ HOBBIM KJIMEHTOM?
OtBeThI:
1) Bpemst 3BOHKA
2) nuadopmanus o KIMEeHTE
3) cyTh pazroBopa
Bepnsiii otBeT: 23
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10.Kaxas undopmarus nomkHa BBoauTcst MeHexepoM B CRM-cucremy nocie tenedoHHOro
pasroBopa ¢ CyIIECTBYIOIINUM KIHEHTOM?
OTtBeThI:

1. 1) uHbopmaums o KnneHTe

2) Bpems 3BOHKA
3) cyTh pazroBopa
Bepnblii oTBeT: 3

II. Onucanue wkanvt oueHuBanus

Ouyenxa: 5
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax. 10
Onucanue xapakxmepucmuxu 8vlnoiHeHus 3Hanus: PaboTa BIOIHEHA B paMKaX "TPOJIBHHYTOrO"
ypoBHs. OTBETHI 1aHBI BEPHO, YETKO CPOPMYITUPOBAHHBIE OCOOCHHOCTH MPAKTUYECKUX PEIICHUN

Ouyenka: 4
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax. 60
Onucanue xapaxmepucmuxu evblnoaineHus 3nanus: PadboTa BeinmoiHeHa B pamkax "0a3oBoro"
YPOBHS. BOJIBIIMHCTBO OTBETOB JJaHbI BEpHO. B uacTu MaTepuaiia ecth He3HAUUTEIbHBIC
HEJOCTaTK!

Oyenka: 3
Huoicnuii nopoe evinonnenus sadanus 6 npoyenmax.: 50
Onucanue xapaxmepucmuxu vinoineHus sHanus: Pabora BeIONIHEHA B paMKax "moporooro"”
ypoBHsi. OCHOBHAs 4acTh 3aJjaHus BBITIOJIHEHA BEPHO

1I1. IIpasuna évicmaenenun umo2o60i OYeHKU no Kypcy

OrneHka BBICTAaBISIETCA M3 pacyéTa CpeaHero apu(pMeTnyeckoro 3Ha4eHHsI OLIEHKH CEMECTPOBOI
COCTABJISIFOLIEH MO TEKYIIEMY KOHTPOJIIO YCIIEBAEMOCTH U OLIEHKHU 32 MPOMEXYTOUHYIO aTTECTAIUIO
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