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OHNEHOYHBIE MATEPHAJIBI PA3PABOTAUJI:

MoanucaHo 3NeKTPOHHON nognuckio $TEOY BO «HUY «M3IU»

Ceefenua o Bragensue L3N M3aKn O B
Bnaseney KonecHukoBa O.B. o

Pa3paboruuk Vaenvmarop__A3162f4d9-KolesnikovaOV-4017a2 KonecHukoBa
COI'JTACOBAHO:

MNognucaHo anekTpoHHoi nognuckio ®r6OY BO «HUY «M3U»
P%]KOBOI[HTGHB w 3 = CseneHva o snagensuye L3N M3K B.A.
(V) paBOBaTeJILHOI/I & el ’ Bnageneyu EnwndgaHos B.A.
pOorpaMMel * Mall ¢ Naentudmeatop  Rad930306-YepitanovVA-60810d9 Enudanos

MNognucaHo anekTpoHHoi nognuckio ®r6OY BO «HUY «M3U»
3 w K CseneHva o snagensuye L3N M3K

aBeHyIOH-IHH o o '_“-_“'I" Bnageneyu KeToeBa H.J1.

BBINyCKAIOIeH Kaheapoun * Mall NaerTbnratop R56dbalba-KetoyevaNL-540308¢] H.JI. KetroeBa




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. PTIK-1 CriocoOeH pyKOBOJUTH BBHIMOJIHEHUEM THITOBBIX 3a/1a4 TAKTUUYECKOTO IJIAHUPOBAHUS
MIPOU3BOJICTBA
N]I-1 IemoHCTpUpYET MOHUMAHKUE KIFOUYEBBIX 3a/1a4 TPOPECCHOHAILHON ACATEIHHOCTH

M BKIIFOYACT:
IJIA TEKYIIEro KOHTPOJIA YCIIEBA€MOCTH:

Popma peanuzanuu: ITncemenHas pabora
1. B3auMOOTHOIIEHUS KIMEHTOB NP ClIeNKaX M aHAIMTH4ecKue Bo3MokHoctu CRM
(ITpoBepounas pabota)
2. IlepcoHanbHbIE IEHHOCTH JINYHOCTH U cymHOCTh KoHUenuuun CRM (Kontponbshas padora)
3. TeopeTnueckre acieKThl KIMEHTOOPUEHTHpOBaHHOTO noaxoAa (KonTponbHas padoTa)
4. TeopeTndeckue acreKThl COBPEMEHHBIX B3aMMOOTHOIICHUH ¢ KineHTamu (KoHTponbHas
pabora)

BbPC nucuuninHbl

8 cemecTp
Beca KOHTPOJIBHBIX MepOTIPHUITHH, %o
Paznen nucuuminHb Hnnexe KM- | KM= | KM- | KM-
KM: 1 2 3 4
Cpok KM: 4 8 12 15
«TeopeTnyeckue acreKThl COBPEMEHHBIX B3aMMOOTHOIICHUH C
KJIMEHTaMI»
OCHOBHBIE TICUXOJIOTHUECKUE (DAKTOPBI, ONpPEAESIONIe +
MIOBEJICHHUE KIIMEHTA - TOTPEOUTEIS
Posb MHQOPMUPOBAHHOCTH U OTHOILIEHHUS KJIMEHTOB K TOBapy B +
nporiecce GOPMHUPOBAHUS TTOKYIIATENHCKOTO TIOBEACHUS
VYnpaBieHue NokynareineM U MOEIMPOBaHNE TOKYIATeIbCKOTO +
TIOBEJICHUS
«®DaKkTopbl BHYTPEHHETO BIUSHUS Ha B3aUMOOTHOILICHUS C
KIIMCHTaMI»
Mertoab! cOopa 1 00paboTKH HHPOPMALIMU, UHCTPYMEHTHI aHaIM3a +
JTAHHBIX
Bocnpusitue n o6pabotka napopmarmu +
«[lepcoHanpHBIE IICHHOCTH JINYHOCTH U CYIITHOCTH KOHIICTIIIIH
CRM»
[TepcoHanbHbIE IEHHOCTH, )KU3HEHHBIA CTHITL H PECYPCHI KaK +
JUYHOCTHBIE (PaKTOPHI KIHEHTA




CymHocTh ¥ mpuHIUIbI KoHenuuu CRM +

«Teopernyeckue acreKkTbl KIMEHTOOPUEHTUPOBAHHOTO MOAX0/1a»

CocrosiHre pbIHKA U 0COOCHHOCTH NMPOEKTOB 110 BHEPEHUIO +

CHCTEM YNPABJICHUS B3AUMOOTHOIICHHUSIMU C KJIIMEHTaMU

Peanuzanus GpyHKIMA MapKeTHHTA +

«IIporecchl ynpasnenus kaueHTamu Ha ocHoBe CRM cucrembi»

[Ipomnecc pazpabotku crpatrerun CRM +

VYrpasieHnue KIMeHTaMd Ha OCHOBE MapKETHUHTOBBIX TEXHOJOTUI +

[Tonneprxkka nmpoueccos npojgax B CRM-cucremax +

«B3auMOOTHOIIIEHUS KITUEHTOB MIPH CIENIKaX U aHATUTHYECKHE

BO3MOKkHOCTH CRM»

B3anMooTHOIIEHUS KITMEHTOB MPHU CACIIKAX +

Amnanutnyeckue Bo3moxknoctu CRM +
Bec KM: | 20 25 25 30

$O6m1as yacts//1s1 MPOMEKYTOUHON arTecTanuud




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
PIIK-1 N-1pnk-1  JemoHcTpupyer | 3HaTh: Teopernyeckue acreKTbl COBPEMEHHBIX B3aMMOOTHOIIEHUN C KIMEHTAMHU
MIOHUMaHUe KITFOUYEBBIX | CIOCOOBI yIOBIETBOPEHUS (KontpomnbsHas padota)
3amad  1po)eCCUOHANBHOM | moTpeOHOoCcTel okymnatenelr | [lepcoHanbHBIC IICHHOCTH JIMYHOCTH U CYIIHOCTH KoHIenmmuu CRM
JEATeTLHOCTH TOBapOB (KonTponbsHas pabora)

MIpaBUJIa BEICTPAMBAHUS
3 PEeKTUBHBIX
KOMMYHHUKaIUH C
KJIMEHTaMH OpraHu3aluu
Ymers:

BBICTpauBaTh 3P PEeKTUBHbIE
KOMMYHHKAIHH C
KJIMEeHTaMH OpraHu3aluu
OCYIIECTBIISITh IEATEILHOCTh
10 BBISIBJICHUIO U
YIIOBJIETBOPEHHIO
notpeOHOCTEH MoKymnaTenei
TOBApOB

Teopernueckre aCeKThI KIIMEHTOOPHEHTUPOBAHHOTO MOX01a
(KonTponbsHas pabora)

B3anMooTHOIIIEHUS KJIMEHTOB TP CACITKAX ¥ aHATUTHYSCKHE BO3MOXHOCTH
CRM (IlpoBepounas paboTa)




1I. Cooepicanue ouenounvix cpeocme. lllkana u kpumepuu oyenusanus

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

®opmbl peasuzanun: [TuceMennas padora

Tun koHTpoIBLHOrO MeponpusTus: KourponpHas padora

Bec konTpoabHoro meponpusitusi B BPC: 20

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

Kpartkoe conep:xanue 3aganus:
KonTponbhas paboTa 1o npoiiieHHOMy MaTepuaty

KoHTpoJibHbIE BONIPOCHI/3aJaHUA:

3HaTh: IpaBWIa BBICTPAUBaHUSA 1.Crparerus ynpasieHUs KIMEHTCKMMH OTHOLIEHUSMHU
QP PEKTUBHBIX KOMMYHHUKAIUH C 2. "Mnpyctpuanuzanus” mpoaax U MapKETHHTa
KJIMEHTaMH OpraHu3aluu 3.Ha3znauenue crparerun 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.Knmaccudukarms u pyakuuu, Tunsl CRM

Onucanue MIKAJbI OLEeHUBAHUS

Ouenka: 5
Huodienuii nopoe sévinonnenus 3aoanus 6 npoyermax: 10
Onucanue xapakmepucmuxu evinoinerus 3Hanus: O1eHKa "OTINYHO" BBICTABIISETCS €CIIM 3aJaHue
BBITIOJTHEHO B MOJIHOM 00'beMe WIIH BBITIOTHEHO 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

Oyenka: 2
Onucanue xapaxmepucmuxu evinoineHus sHanus: OTNeHKa "HeyI0BIETBOPUTENLHO" BEICTABIISCTCS
€CJIM 33JIaHUE BBITOJIHEHO HEBEPHO HJTU MIPEUMYIIECTBEHHO HE BBITIOJTHEHO

KM-2. IlepcoHaibHble IEHHOCTH JUYHOCTH M CYIIHOCTH KoHuenuuu CRM

®opmbl peaausanun: [lucpmennas padbora
Tun koHTpoabHOro Meponpusitusi: KontponsHas pabora




Bec koHTpOBbHOrO0 MeponpustTusi B BPC: 25
IIpouenypa mnpoBeaeHUs] KOHTPOJbLHOro Meponpusitusi: JmurensHocth 45 munyt. Paborta
BBITTOJIHACTCA HHAUBUAYAJIBHO

Kpartkoe cogep:xxanue 3aganus:
KonTponbras paboTa 1Mo npoiiiecHHOMY MaTepuany

KoHTposibHbIe BONPOCHI/3a1aHUA:

3HaTh: CMOCOObl YAOBIETBOPEHUS 1.Buenpenue cuctem ynpapiieHUsI B3aMMOOTHOUICHUSIMU
noTpedHOCTEN MoKynaTeyieu C KJIMEHTaMU
TOBapoOB 2.Touku B3auMOIeCTBUSL KOMIIAHUH U KIIMEHTA

3.¥Y1paBieHre B3aMMOOTHOIIEHUSAMHU C IApTHEPAMH,
KaHaJbl B3auMoencteus B2B

4.9BosIOLIMSI METO/IOB YJEPKAHUS KIMEHTOB
5.IIporpamMMsbl J1OSUTBHOCTH

6.0cobennoctn CRM-cucteM B pa3inuyHbIX chepax
JeSITeIbHOCTH

7.Buenpenne CRM-cucrem B prHAHCOBBIX
opranuzanusax (6aHKH, CTpaxoBble U HHBECTUIIMOHHBIC
KOMITaHUU

8.Bo3MoxHbIE NPeI0KEHUSI pa3BUTUS («CTpaTErus
BTOPOT'O MPOAYKTa», KPOCC-TPOIaxH, PHUHAHCOBBIHA
KOHCAJITHHT)

9.I1poGnembl aBTOMATU3ALUU KITUEHTCKOTO
B3aUMO/JICICTBUS B (PUHAHCOBBIX OpraHU3aLUsIX
10.Ctparernueckrie TpeOOBaHUS K MOIPA3ACIICHUSM,
OCYIIECTBIISIOIMM B3aUMOIEHCTBUE C KIMEHTaMU

OnucaHue MKaJbI OlleHUBAHUS:

Oyenka: 5
Huorcnuii nopoe svinonnenus 3aoanus 6 npoyenmax: 10
Onucanue xapakmepucmuxu evlnoinenus 3Hanus: OleHKa "0TINYHO" BBICTaBISETCS €CIIH 3aJaHue
BBITIOJIHEHO B MOJHOM 00BHEME HJIM BBITIOTHEHO MPEUMYIIIECTBEHHO BEPHO

Oyenka: 4
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax.: 60
Onucanue xapaxmepucmuxu evinoaneHus snanua: OueHKa "XopoIo" BICTABIIAETCS €CIIN
OOJIBIIMHCTBO BOIIPOCOB PACKPHITO BEPHO

Oyenka: 3
Huosicnuii nopoe sévinonnenus 3aoanus 6 npoyermax: 50
Onucanue xapakmepucmuxu ebinoaneHus snanus: OueHka "yJIoBIETBOPUTENBHO" BBICTABIISETCS
€CIIH 3a/IaHue MMPEUMYIIECTBEHHO BHITOJIHEHO

Oyenka: 2
Onucanue xapaxmepucmuxu evinoaneHus sHanus: OTNeHKa "HeyIOBISTBOPUTENILHO" BEICTABIISCTCS
€CJIM 33JIaHUE BBITOJIHEHO HEBEPHO HJIU MPEUMYIIECTBEHHO HE BBITOJTHEHO

KM-3. Teopernueckue acneKkTbl KIMEHTOOPUEHTHPOBAHHOIO MOAX0a

®opmbl peanusanuu: [luceMenHas padora
Tun koHTpobHOro MeponpusTus: KourponsHas pabota
Bec koHTpOBbHOrO Meponpusitusi B BPC: 25




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

Kpatkoe cogep:xanue 3aganus:
KonTponbhas paboTa 1o npoiiiecHHOMy MaTepuaty

KOHTpOJILHLIe BOHpOCbI/SaL[aHI/Iﬂ:

YMers: BBICTPAaUBaTh 1.JIyumue npaktuku npumenenns CRM - cucrem B

3¢ (deKTUBHbIE KOMMYHHKALUU C pa3nuyHbIX chepax AesTeIbHOCTH

KJIMEHTaMH OpraHu3aluu 2.0630p Hanpasnenuit pazutus Gpynkmuii CRM -
CHCTEMBI
3.AHanu3 HeyJayd IpoeKToB 1o BHeaApeHnto CRM-
cucTeM

4.0cHOBHBIE ITPOOIEMBI POCCUHCKUX KOMITAHHIA-
IIpoU3BOAUTENEH MpH padoTe ¢ KaHaJaMU IPOAax
5.Wcnonb3oBanue CRM-cuctem B cdepe ToproBoro
MapKeTHHIa

6.Buenpenrie CRM- cucrem B chepe pO3ZHUYIHBIX MPOJIAK
7.YmupaieHnue 1eHo! U GOpMUPOBaHUE TTAKETOB YCIIYT
8.Buenpenne CRM-cucreM B TeIEKOMMYyHUKAIIMOHHBIX
KOMITaHUSX

9.06¢cnyx1BaHNEe KJIMEHTOB HA OCHOBE MOJIEIIU
LIEHHOCTHU

10.Pacyer 10XOAHOCTH/LIEHHOCTH KJIIMEHTOB

Onucanne MKAJbI OIIEHUBAHUS

Ouyenka: 5
Huosienuii nopoe svinonnenus 3adanus 6 npoyermax: 10
Onucanue xapakmepucmuxu evlnoinerus 3Hanus: O1eHKa "OTINYHO" BBICTABIISETCS €CIIM 3aJaHue
BBITIOJTHEHO B MOJIHOM 00'beMe WIIHM BBITIOTTHEHO MPEUMYIIIECTBEHHO BEPHO

Ouyenka: 4
Huodienuii nopoe sévinonnenus 3adanus 6 npoyermax: 60
Onucanue xapaxmepucmuxu evlnoinenus 3Hanus: OLeHKa "X0opoIIo" BEICTaBISETCS €CITN
OOJIBLITMHCTBO BOIPOCOB PACKPHITO BEPHO

Oyenka: 3
Huodicnuii nopoe sévinonnenus 3aoanus 6 npoyermax: 50
Onucanue xapakmepucmuxu ebinonnenus snanus: OueHka "yIoBIeTBOPUTENBHO" BBICTABIISETCS
€CITU 3a/1aHue NMPEUMYILECTBEHHO BHITIOJIHEHO

Oyenka: 2
Onucanue xapaxmepucmuxu evinoanenusi snanus: OTNeHKa "HeyTOBICTBOPUTEIIHHO" BEICTABIIICTCS
€CJIN 3aJIaHUE BBIITOJIHEHO HEBEPHO UJTU MPEUMYIIECTBEHHO HE BBHIMOJIHEHO

KM-4. B3auMOOTHOILICHUSI KJIMEHTOB NPH CAEIKAX H AaHAJTUTHYECKHE BO3MOKHOCTH
CRM

®opmbl peanusanuu: [luceMenHas padora

Tun koHTpoabHOro MeponpusTus: [Iposepounas pabota

Bec koHTposbHOr0 Meponpusitusi B BPC: 30

IIpouenypa mnpoBeneHusi KOHTPOJbHOro Mepomnpusitusi: /[nurensHocts 30 munyTt. Pabota
BBITOJIHAETCS] UHUBUYaIbHO




Kpatkoe cogep:xanue 3aganus:
[TpoBepounas paboTa 1o MpoNHIeHHOMY MaTepUaTy

KOHTpOJILHLIe BOHpOCbI/SaL[aHI/Iﬂ:

YMers: OCYILECTBIIATh 1.ABTOMaTH3aIMs PoJaX 1 MoOWIbHBIE pemeanss CRM
JEATEeILHOCTh IO BBISBICHUIO U 2.CRM-nognepsxka u KOHTPOJIb GYHKIIUHA MEHEKEPOB
YIIOBJIETBOPEHUIO  MOTPEOHOCTEMH 0 MIPOAAXKAM

MOKYyTIaTesei ToBapoB 3.YmpaBieHrue NOTeHIUAIbHBIMU CAeTKaMU ((yHKITNH

pacyeTa BEpOATHOCTU COBEPILICHUSI CIIETTKH )

4. CRM-nioneprkka periaMmeHTa Ipoax

5.WuTerparus GpoHT-0(hUCHON NesTEIIEHOCTH
6.YmpaBienue nHpopMaluen 0 KOHTaKTax 1
KOHTpareHTax

7.Yu4er, ynpaiieHue, ananus npojax B CRM-cucremax
8.0cHoBHBIE (PYHKIIMOHATIHHBIE MOAYJI M CTPATETUU UX
WCIIOJIb30BAHUS

9.CucteMbl aBTOMaTU3aLNUN TPOJAXK

10.0OnTuMH3a1Ms] KaHAJIOB MPOJIAXK

OnucaHue MKAJbI OLleHUBAHUS

Oyenka: 5
Huoicnuii nopoe svinonnenus 3aoanus 6 npoyenmax: 10
Onucanue xapakmepucmuku blnoanenus 3nanus; OueHka "oTIMYHO" BBICTABIISIETCS €CIIU 3aJJaHue
BBITIOJIHEHO B MOJIHOM 00BEME HJIM BBIIIOIHEHO MPEUMYIIIECTBEHHO BEPHO

Oyenka: 4
Huoicnuii nopoe evinonnenus sadanus 6 npoyenmax.: 60
Onucanue xapakmepucmuxu evinonenus 3Hanus: OueHKa "Xopouo" BEICTaBISAETCS €U
OOJBIITUHCTBO BOTIPOCOB PACKPBITO BEPHO

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

Oyenka: 2
Onucanue xapaxmepucmuxu evinoanenus snanus: OTNeHKa "HeyI0OBICTBOPUTEIIEHO" BEICTABIISCTCS
€CJIM 3aJIaHUE BBITOJIHEHO HEBEPHO WUJTU MPEUMYIIECTBEHHO HE BBIMOJIHEHO




COJIEPKAHUE OIIEHOYHBIX CPEJICTB TIPOMEXKYTOUYHOM ATTECTAIIUA
8 cemecTp

@opMa NPOMEKYTOUYHOM aTTecTalumM: JK3aMeH

IIpumep Onsiera

1) ITonsitue kanurana npeanpuaTus. OCHOBHON KanuTall IPeIIpUITHS
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/uHOUKAMOPO8 U KOHMPOIAbHBIX 60NPOCO8 NPOBEPKU PE3YIbHIAN 08
0CBOCHUSA OUCUUNTUHDL

1. Komnerenuunst/Uuankarop: UJI-1prk-1 JleMoHCTpUpyeT NOHUMAaHKE KIIOYEBBIX 3a7a4
PO EeCCHOHAIBHON e TEIHHOCTH

Bonpocel, 3a1anns
1.Yupasnenue 3nanussmu B CRM (Knowledge Management Systems)
2.0cHoBHBIE KOMIIOHEHTHI cucTeM CRM
3.Knaccudpukanuus u pynknuu, tunsl CRM
4.Ma(opMaIiiOHHBIE CUCTEMBI YIIPaBIEHUs B3aUMOOTHOLIEHUs ¢ kimeHToM (CRM)
5.0mnpenenenne repmuna CRM
6.Ctparerus ynpasjieHHUs] KIMEHTCKUMU OTHOLICHUSIMHU
7.0cHoBHbIE KpuTepuu Beiobopa CRM-cuctemsr
8.OLAP-TexHonmoruu (aHaauTu4yeckass o00padoTka B pexume peaabHoro Bpemern) B CRM-
cucreMax
9.CpenctBa ananuza CRM-cucreM (MeTO 16l MHOTOMEPHOTO CTATUCTUYECKOr0 aHAIN3a,
cpenctBa Data Mining, IporHo3upoBaHust
10.ITpoGiemMbl uHTErpaltui HHGOPMAIMK O KIMEHTaX, XPaHUJIUILA TaHHBIX

MartepuaJbl 1Ji1 IPOBEPKHU OCTATOYHBIX 3HAHUM
1.Kakue coObITHS TIO B3aUMOJICHCTBHUIO C KIMEHTOM HeoO0XxoauMo 3aHocuth 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 YEJIOBEUECKOTO (haKTopa B MPOLIECCE MPOJIaXK
BepHslii otBeT: 2

3.Moayns ynpasienus npoueccamu CRM-cucremsl

10



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 0 KANeHTe, XpaHUMas B 6aze Moay/A aBTOMATU3aLMKN MPOLAANK KOMMAHUU

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

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

5.Ymupasiienue nHGOpMAIUEH O KITMSHTaX ¥ KOHTPareHTax Mo3BOJISICT:
OTtBeTsI:

1) cTpouTh CXE€MBbI OpraHU3aMOHHON CTPYKTYPBI IPEAPUATH

2) onpeaenuTh B3aUMOCBSI3H MEXKAY JIIOAbMHU

3) onpenenuTs poJib KaXKI0ro YeJIOBEKa B IPUHITUU 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,
NPUBOASALINH K ycTapeBaHUIO MHPOPMALIUH O KIHeHTe?
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 npenmyiiecTBa JaeT cucTeMa aBTOMAaTU3aluK MPoJax?
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 cAenoK
Bepnsiit otBeT: 123
9.Kakas unpopmanus 10KHa BBOAUTECS MeHemkepoM B CRM-cuctemy nociie teneoHHOro
pasroBopa ¢ HOBBIM KJIMEHTOM?
OtBeThI:
1) Bpemst 3BOHKA
2) nuadopmanus o KIMEeHTE
3) cyTh pazroBopa
Bepnsiii otBeT: 23
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10.Kakas undopmarus nomkHa BBoauTcst MeHekepoM B CRM-cucremy nocie tenedoHHOro
pasroBopa ¢ CyIIECTBYIOIIUM 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 xapakmepucmuku 6blnoIHeHus 3uanus: PaboTa BeIIONIHEHA B paMKax "MPOABUHYTOTO'
ypoBHs. OTBETHI 1aHBI BEPHO, YETKO CPOPMYITUPOBAHHBIE OCOOCHHOCTH MPAKTUYECKUX PEIICHUN

'

Ouyenka: 4
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax. 60
Onucanue xapaxmepucmuxu 6blnoaneHus 3nanus: PadboTa BeIogHeHa B paMKkax ""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 3aJaHus BBITIOJIHEHA BEPHO

Oyenka: 2
Onucanue xapaxmepucmuxu vinoineHus 3nanus: Pabora He BBITOJIHEHA WIX BBITIOJTHEHA
MPEUMYIIECTBEHHO HEMPaBUIHLHO

1I1. Ilpasuna évicmasienus umozo80i OyeHKu no Kypcy

OI_ICHKa BBICTABJIACTCA U3 pacqéTa CpeaHCrO apH(bMeTquCKOFO 3HAYCHUSA OLCHKHU CCMGCTpOBOﬁ
COCT&BJ’I?IIOHIGI\/JI 10 TCKYIIEMY KOHTPOJJIIO YCIIEBACMOCTH U OLICHKHU 3a ITPOMECKYTOYHYIO aTTECCTALIUTO
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