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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

OneHouHbple MaTepuaibl MO0 AWCLMIUIMHE IPEIHAa3HAYEHbl I OLIEHKH JTOCTHXKEHUS
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 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. TeopeTnueckre acieKThl KIMEHTOOPUEHTHpOBaHHOTO noaxoAa (KonTponbHas padoTa)
4. TeopeTndeckue acreKThl COBPEMEHHBIX B3aMMOOTHOIICHUH ¢ KineHTamu (KoHTponbHas
pabora)

BbPC nucuuninHbl

8 cemecTp

Hepeqeﬂb KOHTPOJIBHBIX MeponpuﬂTnﬁ TEKYHIEro KOHTPOJIsA ycneBaeMoCcT mo
AUCHHUIIJIMHE:

KM-1 Teopernueckue acClieKThl COBPEMEHHBIX B3aUMOOTHOIIIEHUH ¢ kiueHTamu (KonTponsHas pabora)

KM-2 TlepcoHanbHble IEGHHOCTH TUYHOCTH U cylHOCTh KoHuenuu CRM (KontponbsHas padoTta)

KM-3 Teopernueckue aceKThl KIMEHTOOPHEHTHPOBAHHOTO 1oxoaa (KouTponbHas padoTa)

KM-4 B3auMOOTHOIIEHHS KJIIMEHTOB MPH ClIEIKaX U aHAIUTH4YecKue Bo3MoxkHoct CRM
(ITpoBepounas paboTa)

Bujx npome:xyTo4HOI aTTecTalMu — JK3aMeH.

Beca koHTpOIBHBIX MeponpHsITHI, Y0
Wanekc KM- | KM- | KM- | KM-
KM: 1 2 3 4
Cpok KM: 4 8 12 15

Pa3ngen nuciuIninHbl

«TeopeTI/I'-IeCKI/Ie ACIICKTbl COBPEMCHHBIX B3aMMOOTHOIIICHHI C
KIIMCHTaMMn»

OCHOBHBIE TICUXOJIOTUYECKHE (PAKTOPHI, OMPEIEIISIIONTNE
MOBE/ICHNE KIUEHTA - TOTpeOUuTeNs

Ponb nHGOpMUPOBAaHHOCTH U OTHOIIECHUS KJIMEHTOB K TO"Bapy B
nporiecce (hopMUPOBAHUS MTOKYIATEIHCKOTO TTOBEICHHUS




VYrpaieHre NoKymnaTeleM U MOJIEIHPOBAaHUE MTOKYIaTebCKOTO
MOBEJICHUS

(((DaKTOpI)I BHYTPCHHEI'O BJIIMAHUA HAa B3AUMOOTHOIICHUA C
KIMCHTaMUn»

Mertoasl cOopa u 00paboTKu HHPOPMALIMU, UHCTPYMEHTHI aHAIH3a
JTAHHBIX

Bocnpusitue u 06pabotka nndopmaiuu

«IlepcoHanbHbIe IEHHOCTH JIMYHOCTHU U CYIIIHOCTb KOHIICTIITUU
CRM»

IlepcoHasibHBIE IEHHOCTH, )KM3HEHHBIN CTWIb U PECYPCHI KaK
JUYHOCTHBIE (PaKTOPBI KIHEHTA

CyurHocts ¥ npuHnunbl Konuenuuu CRM

((TGOpeTquCKHe ACIICKThI KIIMCHTOOPUCHTHUPOBAHHOI'O ITOAXO0da»

CocrositHue PpbIHKA 1 0COOEHHOCTHU IIPOCKTOB 110 BHCAPCHUIO
CUCTEM YHPABJICHUA B3aMMOOTHOIICHUAMU C KIIMCHTAMU

Peanu3zanus ¢GpyHKIMI MapkeTHHTa

«IIpouecch! ynpasienus kimeHTamMu Ha ocHoBe CRM cucremb»

[Tpouecc pazpabotku crparerun CRM

praBHeHI/Ie KJIIMCHTaMU Ha OCHOBC MAapPKCTHHI'OBLIX TEXHOJOrui

[Tonnepxka npoueccop npojaax B CRM-cucremax

((BSaI/IMOOTHOIHGHI/ISI KIIMCHTOB HpI/I CACJIKAaX U aHAJIMTUYCCKUEC
Bo3MoxxkHOoCcTH CRM»

BzanMooTHOIIIeHUS KIMEHTOB IIpUu CACIIKax

Aganutnyeckue Bo3MoxkHoctd CRM

Bec KM:

20

25

25

30




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
KOMITETCHIIUHT pe3yiabTaThl OOyYEHHsS IO
JUCIUILINHE
PIIK-1 N-1pnk-1  JemoHcTpupyer | 3HaTh: KM-1 Teoperndeckue acreKkTbl COBpEMEHHBIX B3aUMOOTHOIIEHUH C
MOHUMAaHUe KIIFOUEBBIX | MTPaBUJIa BHICTPAUBAHUS knuentamu (KonTtponbHas pabota)
3amad  1podecCUOHATBHOM | 3P PEeKTUBHBIX KM-3 IlepconanbHble IEHHOCTH JIMYHOCTH U CYITHOCTH KOoHIenuu CRM
JESITEIIbHOCTH KOMMYHHKAIUH C (KontpomnpHas padora)
KJIMEHTaMH OpPTaHU3alun KM-4 Teoperndeckue acreKkTbl KIMEHTOOPUEHTUPOBAHHOTO [101X0/1a
CHOCOOBI YTOBIIETBOPEHUS (KonTponbsHas pabora)
norpebHocreit nokynareneir | KM-6 B3auMoOTHOIIEHHS KITUEHTOB MPH CIIETKAX U aHATUTHYECKUE
TOBapOB Bo3mokHocTd CRM (IIpoBepounas pabota)
YMers:

BBICTpauBaTh 3P PEeKTUBHbIE
KOMMYHHKAIHH C
KJIMEeHTaMH OpraHu3aluu
OCYIIECTBIISITh IEATEILHOCTh
10 BBISIBJICHUIO U
YJIOBJIETBOPEHHIO
notpeOHOCTEH MoKymnaTenei
TOBapoOB




1I. Cooepicanue ouenounvix cpeocme. lllkana u kpumepuu oyenusanus

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

®opmbl peasuzanun: [TuceMennas padora

Tun koHTpoIBLHOrO Meponpusitusi: KourponpHas padora

Bec konTpoabHoro meponpusitusi B BPC: 20

IIpoueaypa mnpoBedeHUs KOHTPOJbHOro Meponpusitusi: JlnmurensHocts 45 wmunyt. PaGora
BBINOJIHACTCS. HHIUBUIYaIbHO.

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

KoHTpoJibHbIE BONIPOCHI/3aJaHUA:

3aHHaHI/Ip0BaHHHe PE3YyIbTAaThl O6y‘IeHI/IH 110 BOHpOCLI/3a,I[aHI/IH JIA IIPOBEPKU
JUCIHHMITIINHE

3HaTh: MpaBuIIa BBICTpaBaHUS 1.Ctparerus ynpaBieHHUs! KIMEHTCKUMHU

3G (HEKTUBHBIX KOMMYHUKAIMA C KIMCHTAMHU OTHOIIIEHUSIMHA

OpraHu3aIuu 2. "Unnpyctpuanuzanus” npogax u
MapKEeTUHTa

3.Haznauenue crpareruu CRM
4.0Onpenenenue tepmuHa CRM
5.CymHocTh ¥ npuHIMnbl KoHnenuuu CRM
6.[1pennochlIKu BO3HUKHOBEHUS JAHHOTO
Moxo/aa

7.MHdopmanioHHbIE CUCTEMBI YIIPaBJICHUS
B3anMOOTHOIIeHUs ¢ kKitueHToM (CRM)
8.Ha3nauenue, B3aMMOCBSI3b C TPUMEHEHHEM
koHuenuuu CRM

9.B3aumocssi3s ¢ KUC

10.Knaccuduxanms u pynkuuu, tunsl CRM

OnucaHue MKaJbI OlleHUBAHUS

Oyenxa: 5 («OTIUYHOY)
Huorcnuii nopoe evinonnenus 3adanus 6 npoyenmax: 10
Onucanue xapakmepucmuxu evlnoinenus 3Hanus: OleHKa "0TINYHO" BBICTaBISETCS €CIIH 3aJaHue
BBITIOJIHEHO B MOJHOM 00BEME HJIM BBITTOTHEHO MPEUMYIIIECTBEHHO BEPHO

Oyenxa: 4 («XOpOIIIOY»)
Huorcnuii nopoe evinonnenus 3adanus 6 npoyenmax. 60
Onucanue xapaxmepucmuxu evinoneHus snanus: OueHkKa "XopoIo" BEICTABISIETCS €CIH
OOJIBIIIMHCTBO BOIIPOCOB PACKPBITO BEPHO

Oyenxa: 3 («yAOBIETBOPUTEIBHON)
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax.: S0
Onucanue xapakmepucmuxu évinonnenus 3uanus: OLeHKa "y10BIETBOPUTENILHO" BBICTABIIAETCS
€CIIU 3a/laHU€e TPEUMYILECTBEHHO BBITIOJIHEHO

Oyenxa: 2 («HEYyIOBIETBOPUTEIILHO)
Onucanue xapakmepucmuku goinonnenus 3uanus: OLleHKa "HeyJ0BI€TBOPUTEIbHO" BBICTABIISETCS
€CJIN 33JIaHUE BBIIIOJIHEHO HEBEPHO WUJIU MPEUMYIIECTBEHHO HE BBIIIOJIHEHO




KM-2. IlepcoHaibHbIe HEHHOCTH JJMYHOCTH M CYIIHOCTH KOHIenuuun CRM

®opmbl peanauzanuu: [luceMennas padora

Tun kouTpoabHoro Mmeponpusitusi: KonrpossHas padora

Bec koHTpOobHOr0 MeponpustTusi B BPC: 25

IIpouenypa mnpoBeleHUs] KOHTPOJbLHOro Mepomnpusitusi: JmurensHocth 45 munyt. Paborta
BBITOJIHAETCS] UHIUBUYaIbHO.

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

KoHTposibHbIe BONPOCHI/3aJaHUA:

3aryaHupOBaHHbIE pe3yabTathl | Bompocsl/3aganus 1iist poBepKU
00y4eHHS 10 JUCIUIIIHE

3HaTh: CHOCOOBI  YIOBJICTBOPEHHUS 1.BHenpenue cucteM ynpaBiieHUs
NOTpeOHOCTEH MOKyIaTeseid TOBapOB B3aMMOOTHOIICHUSIMHU C KJIMEHTaMHU

2.Touku B3aUMOJICHCTBUSI KOMIIAHWH U KITUEHTA
3.YmpaBieHre B3aMMOOTHOIICHUSAMHU C TApTHEPAMH,
KaHaJbl B3aumoiericteus B2B

4.2BOIIOLNS METOJOB yJEp KaHUs KIIMEHTOB
S.IIporpamMMmsbl JOSUIBHOCTH

6.0cobennoctu CRM-cucteM B pa3nuyHbIX cepax
NEeSITeNIbHOCTH

7.Buenpennie CRM-cucteM B (hHHaHCOBBIX
opranu3anusx (0aHKH, CTPaxOBbIe U MHBECTUIIOHHBIC
KOMITaHUU

8.Bo3MorxHbIE NpeI0KEHUsI pa3BUTUS («CTpaTErus
BTOPOT'O POAYKTa», KPOCC-TPOIaxH, PUHAHCOBBIHA
KOHCAJITHHT)

9.ITpo6nembl aBTOMATHU3ALUN KIMEHTCKOTO
B3aMMO/JICHCTBUS B (PUHAHCOBBIX OpraHU3alUsIX
10.Ctpaternueckue TpeOOBaHMS K MOJIPA3/IEIECHUSM,
OCYIIECTBIISIONIMM B3aMOIEHCTBUE C KIMEHTaMU

Onucanue MIKAJbI OLlEHUBAHUS

Oyenka: 5 («OTIINYHOY)
Huodienuii nopoe sévinonnenus 3adanus 6 npoyermax: 10
Onucanue xapakmepucmuxu evlnoinerus 3Hanus: O1eHKa "OTIUYHO" BBICTABISAETCS €CIIH 3aJaHue
BBITIOJTHEHO B MOJIHOM 00'beMe WIIH BBITIOTTHEHO MPEUMYIIIECTBEHHO BEPHO

Oyenxa: 4 («XOpoILI0»)
Huodicnuii nopoe sévinonnenus 3aoanus 6 npoyermax: 60
Onucanue xapakmepucmuku evtnoanenus 3uanus.; OueHka "Xoponio" BbICTABISETCS €CIU
OOJBIIMHCTBO BOIIPOCOB PACKPHITO BEPHO

Oyenka: 3 (KyIOBJICTBOPUTEIHHOY)
Huodicnuii nopoe sévinonnenus 3aoanus 6 npoyermax: 50
Onucanue xapakmepucmuxu evinonnenuss 3uanus: OTeHKa "yI0BIETBOPUTEILHO" BHICTABIISETCS
€CITH 3aJIaHUE MMPEUMYIIIECTBEHHO BBITIOJTHEHO

Oyenka: 2 («HEYJTOBIETBOPUTEITHEHOY)
Onucanue xapakmepucmuku eoinonnenus 3uanus: OleHKa "HeyI0BIEeTBOPUTEILHO" BICTABIISETCS
€CJIN 33JITaHUE BBITOJIHEHO HEBEPHO HJIU MIPEUMYIIECTBEHHO HE BBITOJTHEHO




KM-3. Teopernuyeckne acneKkTbl KIMEHTOOPHUEHTHPOBAHHOIO MOAX01a

®opmbl peanauzanuu: [luceMennas padora

Tun kouTposbHoro Meponpusitusi: KonrpossHas padora

Bec koHTpOobHOr0 MeponpustTusi B BPC: 25

IIpouenypa mnpoBeleHUs] KOHTPOJbLHOro Mepomnpusitusi: JmurensHocth 45 munyt. Paborta
BBITOJIHAETCS] UHIUBUYaIbHO.

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

KoHTposibHbIEe BONIPOCHI/3aJaHUA:

3aryaHupOBaHHbIE pe3yabTathl | Bompocsl/3aganus a1 IpoBepKu

00y4YeHHMsI 10 JUCLUIUIMHE

Ymerb:  BeIcTpauBath  3((eKTUBHBIC 1.JTyuymine npaxktuku npuMmenenuss CRM - cuctem B

KOMMYHHUKAaIUH c KJIMEHTaMH pasInYHbIX cepax AesiTeIbHOCTH

OpraHu3aluu 2.00630p HanpaBnenuii pazputus pyHkuuit CRM -
CUCTEMBI
3.AHanu3 Heyaay IpoeKkToB 1o BHeapeHntio CRM-
CUCTEM

4.0OcHOBHbIE NPOOIEMBI POCCUICKUX KOMITAHUM-
npou3BoauTeneil npu pabore ¢ KaHaIaMy IPOJax
5.Ucnons3oBanne CRM-cucrem B cepe TOproBoro
MapKeTUHIa

6.Buenpenne CRM- cucrem B chepe po3HUIHBIX
poaax

7.YrpaBieHue neHoi u GOpMHUPOBAHUE ITAKETOB
ycayr

8.Buenpenne CRM-cucrem B
TEJIEKOMMYHHUKAIIMOHHBIX KOMIAHUAX
9.00cnyxvBaHUE KJIMEHTOB HA OCHOBE MOJIEIIN
LIEHHOCTH

10.Pacuer 70XOJHOCTH/IIEHHOCTH KJIMEHTOB

Onucanue MKAJbI OIICHUBAHUSA:

Oyenka: 5 («OTIINYHOY)
Huodienuii nopoe sévinonnenus 3adanus 6 npoyermax: 10
Onucanue xapakmepucmuxu evlnoinerus 3Hanus: O1eHKa "OTIUYHO" BBICTABIISETCS €CIIM 3aJaHue
BBITIOJTHEHO B MOJIHOM 00'beMe WIIH BBITIOTTHEHO MPEUMYIIIECTBEHHO BEPHO

Oyenxa: 4 («XOpoILI0»)
Huodicnuii nopoe sévinonnenus 3aoanus 6 npoyermax: 60
Onucanue xapakmepucmuku evtnoanenus 3uanus.; OueHka "Xoponio" BbICTABISETCS €CIU
OOJBIIMHCTBO BOIIPOCOB PACKPHITO BEPHO

Oyenka: 3 (KyIOBJICTBOPUTEIHHOY)
Huodicnuii nopoe sévinonnenus 3aoanus 6 npoyermax: 50
Onucanue xapakmepucmuxu evinonnenuss 3uanus: OTeHKa "yI0BIETBOPUTEILHO" BHICTABIISETCS
€CITH 3aJIaHUE MMPEUMYIIIECTBEHHO BBITIOJTHEHO

Oyenka: 2 («HEYJTOBIETBOPUTEITHEHOY)
Onucanue xapakmepucmuku eoinonnenus 3uanus: OleHKa "HeyI0BIEeTBOPUTEILHO" BICTABIISETCS
€CJIM 33JIaHUE BBITOJIHEHO HEBEPHO HITU TIPEUMYIIECTBEHHO HE BBIIOJTHEHO




KM-4. B3auM0OOTHOIIEHHSI KJIMEHTOB MPH CAeJKAX U AHAJIUTHYECKHE BO3MOKHOCTH
CRM

®opmbl peaquzanun: [TuceMennas padora

Tun KoHTpOIBHOTO0 MeponpusaTus: [IpoBepounas padora

Bec konTpoabHoro meponpusitusi B BPC: 30

IIpouenypa mnpoBefeHUsi KOHTPOJBHOro Mmeponpusitusi: /[murensHocts 30 munyT. Pabora
BBITOJIHAETCS] UHIUBUIYaTbHO.

Kpatkoe cogep:xanue 3aganus:
[TpoBepouHas paboTa 1o NpoIEHHOMY MaTepualy

KOHTpOJILHLIe BOHpOCbI/SaL[aHI/Iﬂ:

3amnaHUpOBaHHBIE pe3yibTaThl oOyudeHus 1o | Bompockl/3aganus 1iist mpoBepKu
JTUCHHUTIIINHE

YMeTh:  OCYHIECTBIATH  JI€ATEIBHOCTh IO 1.ABToMaTH3aIUs TPOAAK U MOOUIIbHBIE
BBISIBJICHUIO M YAOBJIETBOPEHUIO MOTpeOHOCTEN pemenus CRM
MOKYyTaTesei TOBapoB 2.CRM-nogep:xka 1 KOHTPOJIb (yHKITHIA

MEHEIKEPOB 110 MpoJIaxKam

3.YnpaBieHue NOTeHIUAIBHBIMU CAETKaAMH
(pyHKIIMEM pacueTa BEPOSTHOCTH
COBEPILEHUS CICIIKH)

4.CRM-nioiiepxka periiaMeHTa mpoaak
5.UuTterpamnus GpoHT-0DHUCHON
JIeSITEIIbHOCTH

6.Ynpasienue uH(opMaruein 0 KOHTaKTax
U KOHTpareHTax

7.Yu4er, ylpaBieHue, aHaJIu3 IpoJax B
CRM-cucremax

8.OCcHOBHBIE (PYHKLIMOHATIbHBIE MOYJIU U
CTpaTeruy UX UCMOIb30BaHUS

9.CucteMbl aBTOMAaTH3aLUU IPOAAK
10.0nTMHU3a1Ms KaHAJIOB IPOJAaXK

Onucanue MIKAJbI OLlEHUBAHUS

Oyenka: 5 («OTIINYHOY)
Huosienuii nopoe sévinonnenus 3adanus 6 npoyermax: 10
Onucanue xapakmepucmuxu evlnoinerus 3Hanus: O1eHKa "OTINYHO" BBICTABIISETCS €CIIH 3aJaHue
BBITIOJTHEHO B MOJIHOM 00'beMe WIIH BBITIOTHEHO MPEUMYIIIECTBEHHO BEPHO

Oyenxa: 4 («X0poILI0»)
Huodicnuii nopoe sévinonnenus 3aoanus 6 npoyermax: 60
Onucanue xapakmepucmuku evtnonanenus 3uanus; OueHka "Xoponio" BbICTABISETCS €CIU
OOJBIIMHCTBO BOIIPOCOB PACKPBITO BEPHO

Oyenka: 3 (KyIOBICTBOPUTEIHHOY)
Huodicnuii nopoe svinonnenus 3aoanus 6 npoyermax: 50
Onucanue xapakmepucmuxu evinonnenuss 3uanus: OTeHKa "yI0BIETBOPUTEILHO" BHICTABIISETCS
€CITH 3aJIaHUE MMPEUMYIIIECTBEHHO BBITIOJHEHO

Oyenka: 2 («<HEYJTOBIETBOPUTEITHEHOY)
Onucanue xapakmepucmuku goinonnenus 3uanus: OleHKa "HeyJ0BIEeTBOPUTEILHO" BBICTABIISETCS
€CJIN 33JITaHUE BBITOJIHEHO HEBEPHO HJIU MIPEUMYIIECTBEHHO HE BBITOJTHEHO




COJIEP’KAHUE OLIEHOYHBIX CPEJICTB ITIPOMEXYTOUYHOM 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. Komnerenunst/Uuankarop: UJI-1prk-1 JleMoHCTpUpyeT NOHUMAaHKE KIFOYEBBIX 3a7a4
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(opMaIiiOHHBIE CUCTEMBI YIIPaBIEHUs 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 16l MHOTOMEPHOTO CTATUCTUYECKOT0 aHaANIN3a,
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 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 )onydyenue MmeHemKepoM HHGOpMaIuu 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) c6op nHpOpMaIUU TTO KAXKIOMY 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 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.Kaxas undopmarus nomkHa BBoauTcst MeHexepoM 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

Oyenka: 5 («OTIAUYHO)
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

Oyenxa: 4 («XOpoILIO»)
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax. 60
Onucanue xapaxmepucmuxu 6blnoineHus 3nanus: Padbota BelmogHeHa B paMKkax ""0a3oBoro"
YPOBHS. BOJIBIIMHCTBO OTBETOB JJaHbI BEpHO. B uacTu MaTepuaiia ecth He3HAUUTEIbHBIC
HE/IOCTATKU

Oyenka: 3 («yIOBIETBOPUTEIHHOY)
Huoicnuii nopoe evinonnenus sadanus 6 npoyenmax.: 50
Onucanue xapaxmepucmuxu vinoineHus sHanus: Pabora BeIONIHEHA B paMKaXx "moporoBoro"”
ypoBHsi. OCHOBHAs 4acTh 3aJaHus BBITIOJIHEHA BEPHO

Oyenxa: 2 («HEYIOBIETBOPUTEIBHOY)
Onucanue xapakmepucmuxu 6blnoineHus 3Hanus: PaboTa He BHIIOTHEHA WM BBIITOJTHEHA
MPEUMYIIECTBEHHO HEMPaBUIHLHO

1I1. Ilpasuna évicmasienus umozo80i OyeHKu no Kypcy
OreHka BBICTaBISIETCAd M3 pacu€Ta CpeaHero apu(pMeTHyecKoro 3Ha4eHHsI OLIEHKH CEeMEeCTPOBOM

COCT&BJ’I?IIOHIGI\/JI Mo TCEKYIIEMY KOHTPOJIIO YCIEBACMOCTH MW OHLCHKH 3a MIPOMCKYTOUYHYIO
aTTeCTalluIoO.
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