MuHHCTEpPCTBO HAYKH U BbIcLIero oopa3osanusi PO
DenepanbHOE roCyJapCcTBeHHOE 0K0I:KeTHOE 00pa30oBaTe/IbHOE YUpPeKIeHNEe
BbICIIET0 00Pa30BaAHUA
«HanuoHanbHBIN HccIeI0BaTeIbCKUN yHUBepcuTeT « MIU»

Hanpagienne noaroropku/cnenuaibHocTh: 38.03.02 MeneaxmeHT
HanmenoBanue o0pa3oBartesibHOI nporpaMmbl: JlorucTuyeckue cucTeMbl B 9KOHOMHKE U YIIPaBJIEHHH
YpoBeHnb 00pa3oBaHusi: BbiciIee 00pa3oBaHue - faKkajJaBpuaT

®opma o0yuenusi: OuHoO-32049HASA

Pabouass nporpaMma QM CHUILIHHBI
YIIPABJIEHUE B3AUMOOTHOUHEHUSIMUA C KJIMEHTAMU

biaok:

Baok 1 «/Iucuuniunsl (MoxyJim)»

Yactb 00pa3oBaTesbHOM
NPOrpamMMblI:

Yacrsb, popmMupyeMasi y4acTHUKAMHU 00pa30BaTe/bHBIX OTHOIIEHUIi

Ne IMCHUIIJIMHBI 0 YYeOHOMY
IJIaHy:

b1.4.10.04

TpynoeMKOCTh B 3a4eTHBIX
eIMHULAX:

8 cemectp - 4;

Yacos (Bcero) no yueoHomy
IJIAHY:

144 yaca

Jexknun

8 cemectp - 20 yacos;

HpaKTuquKne 3aHATHA

8 cemecTp - 12 yacos;

JlabopaTopHbie pa6oThI

He NMPeyCMOTPEeHO YUeOHbIM IIAHOM

KoncyabTanum

8 cemecTp - 2 yaca;

CamocrosiTesibHasi padoTa

8 cemectp - 109,5 yacos;

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;

MockBa 2025




NPOI'PAMMY COCTABMUJI:

MNognucaHo anekTpoHHoi nognuckio ®r6OY BO «HUY «M3U»
i CseneHva o snagensuye L3N M3K O.B'
Szons ’ Bnageneyu KonecHwkosa O.B.
Hpeno JaBaTelb * MO Waertudmkarop  H316214d9-KolesnikovaOVv-4017a2 KonecuukoBa

COI'ZTACOBAHO:
MNognucaHo anekTpoHHoi nognuckio ®r6OY BO «HUY «M3U»
CseneHva o snagensuye L3N M3K
PyKOBO'HHTe‘HB o B Brageney EnwndgaHos B.A.
00pa3oBaTeILHOM MPOrpaMMbI - Mol ¢ Waermubukarop __Rad930396-YepifanovVA-60810d9 B.A. Enudanos

MNopnucaHo 3NeKTPOHHO| noanuckio $TEOY BO «HUY «M3W»
CeeneHuna o enagensue L3N M3KU

3aBeyrOLIHI BBIITYCKAFOLICH LU B KeToesa A1,
kadenpoi - Mou ¢ Waswmugnrarop ___|Ro6dDalba-KetoyevaNL-5403d8c] H.JI. KetoeBa




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

CHUCTEMaMH).

33[{3‘11/1 AUCHHUITIMHbI

BHeApeHus KoHuenuuu CRM Ha mnpennpuaruu, HOpPUBUTH HAaBBIKU
C IpPOrpaMMHBIMU IpPOAYKTaMH cooTBercTByromero kinacca (CRM-

- U3y4eHHE OCHOBHBIX IICUXOJIIOTUYECKUX (PAKTOPOB, OMPEACISAIOMNX KIMEHTOOPHEHTUPOBAHHBIH

MOJIXO/I;

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

CDOpMI/IpyeMLIe y 06yqa101uer0051 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

PITIK-1 Criocoben
PYKOBOJUTH BBIITOJIHCHUEM
THUIOBBIX 3374
TaKTHYECKOTO
ITAHUPOBAHMS
IPOM3BOJICTBA

UA-1pnk-1 AeMoHCTpHpYET
IIOHUMAaHUEC KIIIOYECBBIX 3a1a4
poheCCHOHATBLHOM
JESITENLHOCTH

3HATh:
- IpaBUJIa BEICTpanBaHus 3P PEKTHBHBIX
KOMMyHI/IKaHI/Iﬁ C KJIMCHTaM1
OpraHu3aIui,

- CITOCOOBI YIOBJICTBOPEHHUS MMOTpeOHOCTEH
MOKyIaTesei TOBapoB.

YMETh:

- BBICTpauBaTh 3P (HEKTUBHbBIE
KOMMYHHKAIUH C KIIMEHTaMH
OpraHu3aluy;

- OCYILIECTBIIATH IEATEIBHOCTD 10
BBISIBJICHUIO U YZIOBJIETBOPEHHUIO
noTpeOHOCTEH MoKymnaTeneil TOBapoB.

2. MECTO JUCIHUILIMHBI B CTPYKTYPE OBPA3OBATEJBHOM ITPOT'PAMMBI BO

JlucuuruiiHa OTHOCHTCS K OCHOBHOM IpodeccHOHATbHOW —00pa3oBaTelnbHON Iporpamme
Jloructuueckue cucteMbl B SKOHOMHMKE U ympaieHuu (nanee — OIIOII), HampaBieHHs] MOATOTOBKH
38.03.02 MeHemkMeHT, ypOBEHb 00pa30BaHMsL: BbIcliee 00pa3oBaHue - GakalaBpHar.

Tpe6OBaHI/ISI K BXO/IHBIM 3HAHHUAM U YMCHHAM:
- 3HAaTb OCHOBBI MapKCTHHTA
- 3HaTb OCHOBEI TCOPHUU MCHECIKMCHTA

Pe3ynbraThl 00y4eHus1, MONTydYeHHbIE P OCBOCHUH TUCIUILIMHBI, HEOOXOAUMBI IPU BBIITOJTHEHUN
BBIMTYCKHOM KBaJTU(UKALMOHHON PabOTHI.




3. CTPYKTYPA U COAEPKAHUE JUCHUIIJINHbI

3.1 CTpyKTypa THCHUNIHHBI
OO01as TpyJI0eMKOCTh JUCHUTUTMHBI COCTABIISIET 4 3a4eTHBIX eMuHUIIbI, 144 yaca.

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

Pasesb1/TeMbl § 5| e ™
Ne JTUCIUTUTAHBL/ (D OPMBI g 2|8 OHTaKTHas pabora cp CopneprkaHue caMOCTOSTENTFHON paboThl/
/i IPOMEXYTOTHOM o &| 3 Koncyubraums UKP PaGora s | LOATOTOBKA K METONYECKUE YKa3aHHsI
aTTeCTAIH 8 g | © |Jlex | Jlab | Ip — - VKK | TK A ceMecT aTTecTaluu
m pe /KOHTPOJTB
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15
1 «Teoperndeckue 24 8 3 - 3 - - - - - 18 - Camocmosamenvnoe usyuenue
aCIIEKThl COBPEMEHHBIX meopemuueckoz0 mamepuana: N3yuenue
B3aUMOOTHOILIECHUH C JIOTIOJTHUTEJIBHOTO MaTepHaia o pasjieny
KJINEHTaMU» "TeopeTndyeckue acTeKThl COBPEMEHHBIX
11 OcCHOBHEIE 8 1 - 1 - - - - - 6 - B3aMMOOTHOILIEHUH ¢ KnueHTaMu"
TICHXOJIOTHYECKHE ITodzomogKa K mexkyuiemy KOHmponio:
(axTopsl, IToBTOpEHNE MaTepuaa Mo pasaety
OTIpEICTISFOLIHE "TeopeTndeckue acreKThl COBPEMEHHBIX
TIOBEICHHE KIIMEHTA - B3aUMOOTHOIICHHH ¢ KIUeHTaMH"
oTpeduTeNst H3yuenue mamepuanog 1umepamypnbix
1.2 Pons 8 1 - 1 - - - - - 6 - UCHIOYHUKOB:
UH()OPMHUPOBAHHOCTH U [2], 31-38
OTHOIIICHHS KIINEHTOB K
TOBapy B mpolecce
(dbopmupoBaHust
MOKYIIaTeIbCKOTO
MIOBEACHHUSI
13 VYnpasnenue 8 1 - 1 - - - - - 6 -
MOKyTaTesaeM 1
MO/JICIIMPOBaHNE
MIOKYTIaTEeIbCKOTO
TIOBE/ICHUS
2 «®DakTopbl 14.0 2 - 1.0 - - - - - 11.0 - Camocmoamenvnoe uzyuenue
BHYTPEHHETO BIMSHUS meopemuuecko20 mamepuana: N3yuenue
Ha B3aMMOOTHOILCHHUS C JIOTIOJTHUTEBHOTO MaTepHaia o pas3zierny
KJIMEHTaMU» "®aKkTOpbI BHYTPEHHETO BIUSHUS Ha
2.1 Mertonp! coopa u 7.0 1 - 0.5 - - - - - 5.5 - B3aMMOOTHOIIEHUS ¢ KIHEeHTaMu"
00paboTKn Ilod20moexa Kk KOHMPOILHOU padome:
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nHdopmanny,
MHCTPYMEHTHI aHaJIu3a

W3yuenne maTepuanos mo pasneny "DaKkTopsl
BHYTPEHHET0 BJIUSHUS HA B3AUMOOTHOILLICHUS C

JIAHHBIX KJIMEHTaMH'" M TIOATOTOBKA K KOHTPOJILHOM
2.2 Bocnpusitue u 7.0 0.5 55 pabote
00paboTka H3yuenue mamepuanog 1umepamypHbix
nHpopmanun UCIOYHUKOG:
[2], 54-61
3 «IlepcoHanbHbIe 14.0 1.0 11.0 Camocmosmenvnoe usyuenue
LEHHOCTH JINYHOCTH H meopemuyueckoz0 mamepuana: Vzyaeane
CYIIHOCTH KOHLICTILIUH JIOTIOTHUTENBHOTO MaTepHaia o pa3zieiry
CRM» "[lepcoHanbHbIC IEHHOCTH JIMYHOCTH U
3.1 [TepconanbHble 7.0 0.5 55 cymmHocTh KoHuenuud CRM"
LEHHOCTH, )KU3HEHHBII Ilo0z0mogKa K meKyuiemy KOHmMpoiio:
CTHJIb U PECYPCHI KaK [ToBTOpEeHue MaTepuaa no pasziaety
JIUYHOCTHBIC (PAKTOPHI "ITepcoHanbHble IIEHHOCTH JTUYHOCTH H
KJIMEHTA cymHocTh koHnenun CRM"
3.2 | CymHOCTb U MPUHLIUIIBI 7.0 0.5 55 Hzyuenue mamepuanog 1umepamypHsix
xoHnenuuu CRM UCHOYHUKOG:
[1], 41-47
4 «Teoperndeckue 16 2 11 Iloozomoeka K meKyuiemy KOHmMPOJIio:
ACTICKTHI IToBTOpEHNe MaTepuaa Mo paszaery
KIIMEHTOOPHUEHTHUPOBAH "TeopeTndyeckue acIeKThl
HOT'O MOAX0Aa» KJIMEHTOOPUEHTUPOBAHHOTO MoXx0aa"
4.1 CocTostHHME phIHKA U 8 1 6 Camocmoamenvroe usyuenue
0COOEHHOCTH TIPOEKTOB meopemuyuecko20 mamepuana: Vzyuenue
10 BHEJPEHUIO CUCTEM JIOTIOJTHUTEJIBHOTO MaTepHaa o pasjieny
yTIpaBJICHUS "TeopeTndeckue acreKThl
B3aMMOOTHOILIEHUSAMHU C KJIMEHTOOPUEHTUPOBAHHOTO Mo x0aa"
KJIMEHTaMH H3yuenue mamepuanog 1umepamypnbix
4.2 Peanuzarust GyHKImiA 8 1 5 UCMOYHUKOB:
MapKeTHHTa [3], 13-26
5 «ITpoueccer 24 3 15 Camocmoamenvhoe usyuenue
YIpaBJieHUs KIUEHTaMHU meopemuueckozo mamepuana: Vsydaenue
Ha ocHoBe CRM JIOTIOJTHUTENBHOTO MaTepHaia o paszierny
CUCTEMBI» "ITpouecchl ynpaBieHus KIMEHTaMH Ha OCHOBE
5.1 IIpouecc pa3paborku 8 1 5 CRM cucremst"
ctpaterun CRM Ilod20mogKa Kk KOHmMPOILHOU padome:
5.2 VYnpasnenue 8 1 5 Nzydenne matepuainos mo pazaeny "lIpomecchr

KJIMCHTaMH Ha OCHOBEC

yIpaBJIeHus KnueHTaMu Ha ocHoBe CRM
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MapKETUHTOBBIX CHUCTEMBI" M TIOJITOTOBKA K KOHTPOJILHOM padoTe
TEXHOJIOTUI H3yuenue mamepuanog 1umepamypHslx
5.3 IMomnepsxka mpoIeccoB 8 2 1 - 5 - UCMOYHUKOG:
nponax B CRM- [2], 234-251
CHCTEMAX
6 «B3arMOOTHOIIEHNS 16 4 2 - 10 - Iloozomoeka K mekyuwiemy KOHmMpOio:
KITUCHTOB IIPH CHEITKAX [ToBTOpeHne MaTepHuaa 1mo pa3aeny
M aHAIMTHYECKHUE "B3auMOOTHOIICHNS KIIMEHTOB TP CIENKAX
B03MOkHOCTH CRM» a"HaymMTHYecKkue BosMokaHoctt CRM"
6.1 BzanmooTHOmEHHs 8 2 1 - 5 - CamocmoamenvHnoe uzyuenue
KIICHTOB TIPH CAETKaX meopemuyueckozo mamepuana: VI3yienue
6.2 AHanuTHYECKHE 8 2 1 - 5 - JIONOJIHUTENILHOTO MaTepuaia o pasaeny
Bo3MOkHOCTH CRM "B3alMOOTHOIIEHUS KJINEHTOB IPH CICNIKAX U
a”HagATH4YecKHe Bo3MokHoctu CRM"
H3yuenue mamepuanog 1umepamypHsix
UCHOYHUKOG:
[1], 62-73
DK3ameH 36.0 - - 0.5 - 335
Bcero 3a cemecTp 144.0 20 12. 0.5 76.0 335
0
Hroro 3a cemecTp 144.0 20 12. 2 0.5 109.5
0

IIpumeuanue: Jlex — nexuuu; JIab — naboparopHsie padboTsl; [Ip — npaktuueckue 3ausatust; KIIP — aynuTopHble KOHCYIBTALUU IO KYPCOBBIM
npoektam/padoram; MKKII — naanBuyanbHble KOHCYIbTAlMU 0 KYpPCOBBIM MpoekTam/padoram; ['K- rpymnnoBsie KOHCYIbTAlUU 110 pa3aeaam
mucuuruinHel; CP — camocrostenbHas padora crynenta; UKP — unas konraktHas padora; TK — Texymmii KoHTpodb; [TA — npomexxyrounas
aTTecTanus




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
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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. YnpaBieHne nNoTeHIMaIbHBIMU CIIENKAMU;
2. CuctemMbl aBTOMATH3aLMH TTPOJIAK;
3. OcobeHHOCTH pa3IMYHBIX BUJJOB MAapKETHUHTA;
4. YrpaBieHue B3aMMOOTHOIICHUSIMU C TapTHEPaMHU, KaHaJIbl B3aumo/eiicteus B2B (6uznec-
ousnecy) u B2C (Ou3Hec-KIUeHTY);
5. CoBpeMeHHbIE PhIHKU:YHUBEPCAIBbHOE U clieln(UuecKoe B MOBEACHUH MTOTpeOuTeneit;
6. MoTHBalus B KOMILJIEKCE U CTPAaTErMi MapKEeTUHTa (PUPMBI,
7. Mapketunrobie TexHojaoru B CRM-cucremax;
8. Biiusinue Ha motpebuTenei;
9. BnusiHue 0CHOBHBIX (PaKTOPOB BO3/EWCTBUS Ha BHUMAHUE MOTPEOUTES;
10. Cioco6s! pOopMHPOBAHUS COBOKYITHOCTH 3HAHUN OTPEOUTENS 00 yCayre Win TOBape;



11. UnpopmanimoHHbIE CUCTEMBI YIIPABJICHUS B3aUMOOTHOIIEHU ¢ KiaueHToM (CRM);
12. OcHoBHbIe KpuTepun BeI0opa CRM-cructemsr;

13. [loBenenue noTpeOUTENS;

14. IIpo6semsbl HHTErpay HHGOPMALUU O KIMEHTaX, XpaHWIMILA JaHHbIX.

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 KIIUEHTaMH"

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 marepuanoB 1o keiicam pazgena "lIpoiecchl 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 pa3ae/ioB JTUCHUIIJIMHBI

OPMHUPYEMBIX B HUX KOMIIeTeHI Uil

3ariaHupOBaHHbIE PE3YJIbTAaThl 00YUYEHNUS 110

Howmep paznena

OI_ICHOLIHOC CpEACTBO

Konbr JTUCHUTLIUHEI (B (THI ¥ HAUMEHOBAHUE)
JUCLUIIIINHE
WHJIUKATOPOB cooTBeTcTBUU C 11.3.1)
(B COOTBETCTBUH C pa3aeiioM 1)
1]2[3[4][5]6
3HaTth:
CIIOCOOBI YZIOBJIETBOPEHUS IOTPEOHOCTEH W1 + |4 KonTtponsHas padora/llepconanbHble IEHHOCTH
. -lprk1
MIOKYyNaTese TOBapOB JIMYHOCTHU U CYIIHOCTh KoHuenuuu CRM
MpaBWJIa BEICTpauBaHUs Y ()EKTUBHBIX V-1 + KonTtponsHast pabora/TeopeTndeckne acreKThl
9 -lprk1 .

KOMMYHHUKAIMH C KIIMEHTaMU OpraHu3aliu COBPEMEHHBIX B3aMMOOTHOLIEHUH C KJIIMEHTaMU
Ymersb:
OCYILIECTBIIATH AEATEIbHOCTD 110 BBISBICHUIO U [IpoBepounas paboTa/B3anMOOTHOIIEHUS KIINEHTOB
yIIOBJIETBOpPEeHHIO oTpeOHocTel nmokynarene | M-1pmk-1 + | + | mpu caenkax U aHaIUTH4YeCKue Bo3MokHOCTH CRM
TOBapOB
BbICTpauBaTh 3P (HEKTUBHbIE KOMMYHUKALIUU C V-1 + KonTponbnas pabora/TeopeTrueckne acleKThI

-lprk1

KIIMCHTAMH OpraHvu3alinuun

KIIMCHTOOPHUCHTHUPOBAHHOI'O ITOAXO0Ja
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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. TeopeTnueckre aceKThl KIMEHTOOPUEHTUPOBaHHOTO NoaxoAa (KonTponbHas padoTa)
4. TeopeTnueckue aclieKThl COBPEMEHHBIX B3aUMOOTHOLIEHUH ¢ kiaueHTamu (KoHnTposbHas
pabora)

bamibHO-pedTUHTOBasA CTPYKTYpa AUCLMILINHBI SBIISETCS NPUIOKEHUEM A.

4.2 TIpoMe:KyTOYHASI ATTECTAIUSA MO AUCHUIJINHE

Oxzamen (Cemecmp Ne§)
OlLleHKa BBICTABJISICTCA M3 pacyéra CpeIHero apu(pMETHYECKOro 3HAYCHUS OLECHKH CEMECTPOBOM
COCTABJISIFOIIEH 110 TEKYIIEMY KOHTPOJIIO YCIIEBAEMOCTH M OIICHKH 33 MTPOMEKYTOYHYIO aTTECTAIUIO

B nunnoM BeICTaBIsETCS OICHKA 3a 8 CEMCCTD.

Ipumeuyanue: ONieHOYHBIC MAaTEPUAITHI TI0 JUCIUILINHE TPUBEICHBI B (DOH/IEC OIICHOYHBIX
marepuasioB OITOII.

5. YYEBHO-METOANYECKOE OBECIHHEYHEHUE 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 koMMyHHKaun'", M3natensctBo: "TIOMEHCKHI rocy1apCTBEHHBIN
yausepcuret", Tromens, 2016 - (281 c.)

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

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

2. Office / Poccuiickuii makeT o(hpUCHBIX IPOrpam;

3. Windows / OnepaninonHas cucrema cemeiictsa Linux;

4. Buneoxondepennuu (Maiina, Coepmxkas, BK u mp).

5.3 UuTepHeT-pecypcesl, BKJIIOYas NpodecCHOHAIbHBIE 0a3bI JaHHBIX 1 HH(OPMALIHOHHO-

CIIPaBOYHBIC CUCTEMBI:
1. 9BC Jlaus - https://e.lanbook.com/
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2. 9BC "YHuBepcurerckas 6u0J11M0TeKA OHIANH" -
http://biblioclub.ru/index.php?page=main_ub_red
3. Hayunasi 3siekTpoHHasi oubauoreka - https://elibrary.ru/

4. 9BC "KoncyabTanT cryaenra' - http://www.studentlibrary.ru/

5. Dnexkrponnas o6udmoreka MOU (36 MOH) - http://elib.mpei.ru/login.php

6. MATEPUAJIBHO-TEXHUYECKOE OBECIHHEYEHUE JUCHUITJIMHBI

Tun nomemeHus Homep ayauropun, OcHamenne
HAaMMCHOBaHUE
VYueOnbie aynuropun | K-520, Aynutopus ans Kpecio pabouee, mapra co CKaMbei, CTOJI
JUIsL IPOBEICHUS IIPOBECHUS IpernojiaBaTes, CToj, CTyl, TpuOyHa,
JIEKIIUOHHBIX 3aHATUN MHTEPaKTUBHBIX BEIIAJIKa JUTS O/IeXK/IbI, TyMOa, JOCKa MEJoBasd,

N TCKYHIETrO KOHTPOJIA

3ansaTui kadeapsr MOIT

KOMIIBIOTEPHAsI CEThb C BBIXOOM B IHTEpHET,
MYJIbTUMEAUNHBIN IPOEKTOP, IKPaH,
KOH/IMIIMOHEDP, CTEH YUeOHBIH, Mell, MapKep,
CTHILYC

Y4eOHble ayIuTOpUN
JUISL IPOBEJICHUS
MPaKTUYECKUX
3aasatuii, KP u KII

K-520, Aynuropus s
MIPOBEICHUS
WHTEPAKTUBHBIX
3ansaTHi kadenper MOIT

Kpeciio pabouee, mapTa co ckambeil, CTol
mperoaaBaTelis, CToMN, CTyJ, TPUOYHa,
BelIaliKa JIsl OACKbl, TyMOa, I0CKa MeloBas,
KOMITbIOTEpHAs CETh C BIXOJ0M B MHTEpHET,
MYJIbTUMEAUMHBIN POEKTOP, SKPaH,
KOHJIULIUOHEP, CTEeH]T yueOHBIH, Mell, MapKep,
CTHITYC

VY4eOHble aynuTopun
JUI IPOBEICHUS
IIPOMEKYTOUHOU

aTTecTaluu

K-520, Aynuropus miis
MIPOBEICHUS
MHTEPAKTUBHBIX
3anatuii kadenpsr MOIT

Kpecio pabdoyee, apTa co CKaMbel, CTOJ
IpernojiaBaTess, CToj, CTyl, TpuOyHa,
BEIAJIKA TSI OJISKIbI, TyMOa, I0CKa MeJIoBasi,
KOMIIBIOTEpHAsI CETh C BBIXOOM B IHTEpHET,
MYJIbTUMEIUMHBIA ITPOEKTOP, IKPaH,
KOH/IUIIMOHEDP, CTEeH YUeOHBIH, Mell, MapKep,
CTHILYC

Ilomentenus niist

HTB-302, YUntansHbIi

CTYyJI, CTOJI HHCBMGHHBIﬁ, KOMIIBIOTCPHAA CCTh

CaMOCTOSITENIbHOM 3aj oTaena C BBIX0JIOM B VIHTEpHET, KOMIIBIOTEP
paboThI o0cTy’)KuBaHUs y4eOHOH NIEPCOHAJIBHBIN
JUTEPATYpPOU
HTB-303, JlekuuoHHast CTOJI KOMITBIOTEPHBIN, CTYJI, CTOJI
ayIUTOpPHUS MMCbMEHHBIN, BEIIANKa I 01K IbI,
KOMIIBIOTEpHAsI CETh C BBIXOJOM B IHTEpHET,
KOMIIBIOTEP NEPCOHATIbHBIN, IPUHTED,
KOHIUIIOHED
[Tomermenus st K-516, Kpecio pabouee, pabodyee MECTO COTPYIHHUKA,
KOHCYJIbTUPOBAHUS [IpenonaBaTenbckas CTOJ, CTYJ, KA /U1 JOKYMEHTOB, MIKad s
kadenpsr MOIT OJIeX1bl, TYMOa, KOMITBIOTEpPHAsI CETh C

BBIX0JIOM B IHTE€pHET, KOJIOHKH 3BYKOBBIE,
MHOTO(YHKIIMOHAIbHBIN IIEHTP, HOYTOYK,
KOMITBIOTEP NEePCOHANBHBIN, IPUHTED,
XOJIOJMITFHUK, KOHAWIIMOHED, KHUTH,
y4eOHUKH, TOCOOUS
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IIpunoxenne A

BAJJIBHO-PEUTUHITOBAS CTPYKTYPA JIUCHOUILJIAHBI

praBHCHI/Ie B3aMMOOTHOMCHUAMMU C KIIMCHTaMH

(Ha3BaHME AUCIMILIMHBI)

8 cemecTp

HepequL KOHTPOJIBHBIX MePOHpHﬂTHﬁ TEKYIIET0 KOHTPOJIA yCII€BAEMOCTH MO JUCHUIIJIMHE:

KM-1
KM-2
KM-3
KM-4

TeopeTnueckre aclieKThl COBPEMEHHBIX B3aUMOOTHOIIeHHI ¢ kaueHTamu (KoHTposbHas paboTa)
[TepcoHabHBIE IEHHOCTH JTUYHOCTH ¥ cymHOCTh KoHIenuu CRM (KonTtponbhas pabota)
TeopeTnueckre aceKThl KIMEHTOOPUEHTHPOBaHHOTO noaxoAa (KonTponbHas padoTa)
B3aumMooTHOIIIEHUS KIMEHTOB IPU CAEIKAX M aHaIUTHYeCKHe Bo3MokHOCTH CRM
(ITpoBepounas pabora)

Buja npoMexyToUHOI aTTecTANMU — DK3aMEH.

Nunekc KM- | KM- | KM- | KM-
Howep Paznen aucuumuinHbl KM: L 2 3 4
pasjena Henens 4 8 12 15
KM:
1 «TeopeTrnyeckue aceKTbl COBPEMEHHBIX B3aMMOOTHOLIEHUIH
C KJIMEHTaMM»
11 OCHOBHBIE IICUXOJIOTHUECKUE (DAKTOPBI, ONpEEsIoIne +
' MOBEJICHUE KIIMEHTA - TOTPEOUTEIS
Ponp MHGOPMUPOBAaHHOCTH 1 OTHOLIEHUS KJIMEHTOB K
1.2 TOBapy B Iporiecce GOPMHUPOBAHUS TTOKYIIATEIbCKOTO +
MIOBEJICHMSI
13 VYnpasieHne MoKymareixeM U MOICITHPOBAHNE 4
HOKYNATeIbCKOI'0 OBEACHHUS
2 «®PaKkTopbl BHYTPEHHETO BIUSHUS HAa B3aUMOOTHOILICHUS C
KIIMCHTaMI»
21 Mertoabl coopa u 06paboTKN HHPOPMALIUN, HHCTPYMEHTHI +
aHaJIM3a TaHHBIX
2.2 Bocnpustue n o0padoTka nHpopMaun +
3 «[lepcoHanbHbIE IEGHHOCTH JINYHOCTU U CYIITHOCTh
koHuenuu CRM»
31 [TepcoHanbHbIe IEHHOCTH, )KU3HEHHBINA CTUIIb U PECYPCHI KaK +
' JIMYHOCTHBIE (AKTOPbI KIIMEHTA
3.2 CymHocTh ¥ puHIUIB KoHuenuu CRM +
4 «TeopeTnyeckue aclieKThl KITMEHTOOPUEHTHPOBAHHOTO
OJIX0/12»
41 CocTosHME pHIHKA U OCOOEHHOCTH MPOEKTOB 10 BHEIPEHUIO +
CHCTEM YNPABJICHHs B3aMMOOTHOUICHUSIMH C KIIMEHTaMHU
4.2 Peanuzanus ¢pyHkuuii MapkeTHHra +
5 «IIpouecch! ynpaBieHus kiineHTaMu Ha ocHoBe CRM
CHCTEMBI»
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5.1 [Ipouecc paspadborku crparerun CRM +
59 anaBneHHUe KJINEHTaMH Ha OCHOBE MapKETHHTOBBIX +
TEXHOJIOTHI
53 [Tonnepxka npoueccos npojaax B CRM-cucremax +
5 «B3anMOOTHOIICHUS KIIMEHTOB IIPH CICTKAX U
aHanuTH4eckue Bo3MoxxHoctu CRM»
6.1 B3anMooTHOIIIEHNS KIIMEHTOB MPH CACIIKaX +
6.2 Ananutuyeckue Bo3mMoxkHoctd CRM +
Bec KM, %: | 20 25 25 30
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