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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:
R MognucaHo anekTpoHHoi nognuckio ®r60Y BO «HUY «M3aU»
P%]KOBOI[HTGHB w i - CseneHva o snagensuye L3N M3K O B
00pa3oBaTCIbHOU i Braseney Konechukosa O.B. "
IPpOrpaMMbI * Mal Waentnguratop  H316214d9-KolesnikovaOv-4017a2 Konecaukosa
o1 MognucaHo anekTpoHHoi nognuckio ®r60Y BO «HUY «M3aU»
3aBeHyIOHIHH w CseneHva o snagensuye L3N M3K
BBIHchaIUOH_IeI/I e’ Bnageney, KeToeBa H.J1.
Kadeapoi * Mol MaerTndnkatop 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. I1IK-2 Cnoco0eH oCylIecTBIATh JESITEIbHOCTD 110 BBISIBIEHUIO U YIOBJIETBOPEHUIO
noTpeOHOCTEH MoKynaTeneil ToBapoB, X (HOPMUPOBAHHIO C IOMOIIBI0 MAPKETHHT OBBIX
KOMMYHHKAIIMH, ©3y4aTh U IPOTHO3UPOBATH CIIPOC MOTpedUuTenen

NJI-3 BrictpanBaet 3¢ppeKTHBHbIE KOMMYHHUKAIMH C KIIMEHTAaMH OpraHU3aluu

N BKJIFOYACT:
AJIS TEKYIEro KOHTPOJIA YCIIEBAEMOCTH

Dopma peanuzaruu: [Tucemennas pabota
1. B3anMOOTHOIIEHUS KIIMEHTOB IIPU CHIEJIKaX M aHAIMTHIeCKHe Bo3MokHOCcTH CRM
(ITpoBepounas padora)
2. IlepcoHanbHbIe IEHHOCTH JHYHOCTH U cymHOCTh KoHIenuu CRM (KontponbsHas pabota)
3. Ilpoueccsl ynpasienus kireHntamMu Ha ocHoBe CRM cuctems! (KonTposbHas pabora)
4. TeopeTnueckue aceKThl KIMEHTOOPUEHTUPOBaHHOTO Noaxoaa (Kontponbhas padoTta)
5. TeopeTnueckre acieKThl COBPEMEHHBIX B3aUMOOTHOIIeHHH ¢ kueHTamu (KoHTponbHas
pabora)
6. @aKTOphl BHYTPEHHETO BIUSHUS Ha B3aUMOOTHOIIEHUS ¢ kineHTamu (KonTponapHas
pabora)

BPC aucuunjavHbl

8 cemectp

Beca KOHTpOJIBHBIX MeponpUsITHiL, Y0

p Hanekc KM- | KM- | KM- | KM- | KM- | KM-
a3nes OJUCIUIIINHEI KM: 1 9 3 4 5 6

Cpok KM: 4 6 8 10 12 15

((TGOPCTI/I‘-ICCKI/IG ACIICKTbl COBPCMCHHBIX
B3aHMOOTHOIIEHUH C KIIMEHTaMU

OCHOBHBIC TICHXOJIOTHYECKHE (I)aKTOpLI,
OMmpeaACIIAOIINEC IMMOBCCHNUE KIIMCHTA - HOTpe6I/ITeJ'I$I

Ponp nHGOpMUPOBAHHOCTH M OTHOIIEHUS KJIHEHTOB K
TOBapy B mporiecce hopmMupoBaHus +
MOKYNaTEIbCKOTO MOBEJEHUS

anaBneHHe IMMOKYIIaTCJIEM U MOACTIUPOBAHNEC
IMOKYIATCJIbCKOTO ITOBCACHU A

((q)aKTOpI)I BHYTPCHHET'O BJIUAHUA HA
B3aMMOOTHOIICHHUA C KIIMCHTaAMU»

Metonsl coopa u 06paboTKu HH(OPMALINH,
MHCTPYMEHTHI aHAJIN3a JAHHBIX

Bocnpusrue u o6padotka nHpopmanuu + +




«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
KOMIIETCHITHH pe3yabTaThl  OOydeHHs 10
JUCITUIINHE
I1K-2 NJI-3nk-2 BeoicTpanBaer | 3HaTh: Teopernueckre acieKThl COBPEMEHHBIX B3aUMOOTHOIIEHUN € KJIMEHTaMU
3 pexTuBHBIC CHOCOObI YTOBIIETBOPEHUS (KonTponbsHas pabora)
KOMMYHHKAIIHH ¢ | moTpebHOCTel mokynarenei | PakTOpbl BHYTPEHHETO BIUSHHUS HA B3AUMOOTHOIICHUS C KJIMEHTAMH

KIIMCHTAaMU OpraHru3aliin

TOBApOB
IIpaBUJIa BBICTPAUBaHUS

3 PEeKTUBHBIX
KOMMYHHUKaIUH C
KJIMEHTaMH OpraHu3aluu
Ymers:

OCYILIECTBIIATH AEATEIbHOCTD
I10 BBISIBJIEHUIO U
YIIOBJIETBOPEHUIO
noTpedHOoCTeN MoKynaTenen
TOBapoB

BBICTpauBaTh 3Q(HEeKTUBHbIE
KOMMYHHKAIHH C
KJINEHTaMH OpTraHu3aluu

(KonTponbsHas pabora)

[lepconanbHbIE IEHHOCTH JIMYHOCTH M CYITHOCTH KoHIenuuu CRM
(KonTponbsHas pabora)

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 B3aMMOOTHOIIIEHUH ¢ KJIHMEHTAMH

®opmbl peasuzanun: [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 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, B3aMMOCBS3b C IPUMEHEHUEM KOHLIEIILIUU
CRM

9.Bzaumocss3b ¢ KIC

10.Knaccudukanus u pysukiuu, tunsl CRM

Onucanue MIKAJbI OLEeHUBAHUS

Ouenka: 5
Huodienuii nopoe sévinonnenus 3aoanus 6 npoyermax: 10
Onucanue xapakmepucmuxu evinoinerus 3Hanus: O1eHKa "OTINYHO" BBICTABIISETCS €CIIH 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 "HeyI0BISTBOPUTENLHO" BEICTABIISETCS
€CJIM 33JIaHUE BBITOJIHEHO HEBEPHO HJIU MPEUMYIIECTBEHHO HE BBITOJTHCHO

KM-2. ®akTopbl BHYyTPEHHEI 0 BJMSHUS HA B3AMMOOTHOLICHUS ¢ KJIMEHTAMHU

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




Bec koHTpobHOr0 Meponpustusi B BPC: 20
IIpouenypa mnpoBeaeHUs] KOHTPOJbLHOro Meponpusitusi: J(murensHocth 45 munyt. Paborta
BBITTOJIHACTCA HHAUBUAYAJIBHO

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

KoHTposibHbIe BONPOCHI/3a1aHUA:

3HaTh: CIOCOOBI YIOBICTBOPEHUS 1.OcHoBHbBIE KOMIIOHEHTHI cucteM CRM
noTpedHOCTEN HOKYyIaTenen 2.Uctounuku 3¢ ¢pexruBHoctd CRM
TOBapoOB 3.Ucrounuku 3¢ppexrusHOcTH CRM

4.Kpurepuu NpuMEHUMOCTH KOHLIETILIUN
5.IIpeumytiectBa, noaydaemslie ot BHeApeHuss CRM
6.ApXUTEKTYpHbIE KOMITIOHEHTHI cucteMbl CRM
7.MuTerpanus ¢ IpyrumMu cucTeMaMu

8.0030p prinka CRM-pernienuii

9.Prinok Poccuiickux CRM-cucrem

10.0cHoBHbIe KpuTepuu Beibopa CRM-cucremsl

Onucanne MKAJbI OIIEHUBAHUS

Ouyenxa: 5
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax. 70
Onucanue xapakmepucmuxu ebinoinerus 3Hanus: O1eHKa "OTINYHO" BBICTABIISIETCS €CJIM 3aJaHIe
BBIIOJIHEHO B TIOJTHOM 00'bEME MJIH BBITIOJHEHO NMPEUMYIIECTBEHHO BEPHO

Ouyenka: 4
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax. 60
Onucanue xapakmepucmuxu evlnoinerus 3Hanus: OeHKa "Xopoio" BEICTABISAETCS €CIU
OOJBIIMHCTBO BOIIPOCOB PACKPHITO BEPHO

Oyenka: 3
Huodienuii nopoe sévinonnenus 3adanus 6 npoyermax: 50
Onucanue xapaxmepucmuxu ebinoaneHus snanus: OueHka "yJIoBIeTBOPUTEIBHO" BBICTABIISETCS
€CIIU 3a/1aHue NMPEUMYILECTBEHHO BHITIOJIHEHO

Oyenka: 2
Onucanue xapaxmepucmuku 6vinoaneHus snanus: OLeHKa "Hey10BIETBOPUTEIIBHO" BBICTABIIAETCS
€CJIM 3aJIaHUE BBIITOJIHEHO HEBEPHO WUJIU MPEUMYIIECTBEHHO HE BBIOJIHEHO

KM-3. IlepcoHaibHble IEHHOCTH JUYHOCTH M CyIIHOCTH KoHuenuuu CRM

®opmbl peaausanun: [lucemennas padbora

Tun kouTpoabHOro Meponpusitusi: KontponsHas padora

Bec konTposbHoro meponpusitusi B BPC: 20

IIpouenypa mnpoBeleHUsi KOHTPOJBHOro Mepomnpusitusi: /[nmurensHocts 45 munyT. Paborta
BBIIIOJIHSIETCS] MHANBUYAJIBHO

Kpatkoe cogep:xxanue 3aganus:
KoHnTposnbHast paboTta 1mo mponIeHHOMY MaTepuaty

KoHTpoJibHbIC BONIPOCHI/3aJaHUA:

3HaTh: CMOCOOBI YIOBIETBOPEHUS 1.BHenpeHnue cucteM yrpaBjieHUs: B3aUMOOTHOLICHUSIMU
notpeGHOoCTeH MIOKYyIaTesen C KJINEHTaMHU
TOBapOB 2. ToYkH B3aNMOJIEUCTBUSI KOMIIAHUHU U KJIMEHTA




3.YnupaBneHue B3aMMOOTHOIIICHUSIMU C TApTHEPaMHU,
KaHaybl B3auMoaencTeusa B2B

4.9BoOLNSI METO/IOB yJEp>KaHUS KIIMEHTOB
S.IIporpamMMmsbl JOSUIBHOCTH

6.0cobennoctu CRM-cuctem B pa3zinnvHbIx chepax
JESTEIbHOCTH

7.Bueapennie CRM-cuctem B MHAHCOBBIX
opranmu3anusax (0aHKH, CTPaXOBbIC U MHBECTHIIMOHHBIC
KOMITaHUU

8.Bo3MoKHbIE IPEI0KEHNSI pa3BUTUS («CTpATErus
BTOPOT'O IPOAYKTa», KPOCC-MPOIaxH, PUHAHCOBBIHA
KOHCAJITHHT)

9.IIpoGiembl aBTOMAaTU3ALUU KITUEHTCKOTO
B3aMMO/ICHCTBUS B (PUHAHCOBBIX OpraHU3aIUsIX
10.Ctpareruveckue TpeOOBaHMsI K TTOAPA3ICTICHUSIM,
OCYIIECTBIISIONIMM B3aUMOIEHCTBUE C KIMEHTaMU

Onucanne MKAJbI OIIEHUBAHUS

Ouyenka: 5
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax. 70
Onucanue xapakmepucmuxu ebinoinerus 3Hanus: O1eHKa "OTINYHO" BBICTABIISIETCS €CJIM 3aJaHIe
BBIIOJIHEHO B TIOJTHOM 00'bEME MJIH BBITIOJHEHO NMPEUMYIIECTBEHHO BEPHO

Ouyenka: 4
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax. 60
Onucanue xapakmepucmuxu evlnoinerus 3Hanus: O1eHKa "Xopoio" BEICTABISAETCS €CIU
OOJIBLITMHCTBO BOIIPOCOB PACKPHITO BEPHO

Oyenka: 3
Huodienuii nopoe sévinonnenus 3aoanus 6 npoyermax: 50
Onucanue xapakmepucmuxu ebinoanenus snanus: OueHka "yIoBIeTBOPUTENBHO" BBICTABIISETCS
€CIIU 3a/laHue NMPEUMYILECTBEHHO BHITIOJIHEHO

Oyenka: 2
Onucanue xapaxmepucmuku 6vinoaneHus snanus: OLeHKa "HeyI0BIETBOPUTEIIBHO" BBICTABIIAETCS
€CJIM 3aJIaHUE BBIITOJIHEHO HEBEPHO WUJIU MPEUMYIIECTBEHHO HE BBINOJIHEHO

KM-4. Teopeanecmle ACNEKTHI KIMCHTOOPUCHTUPOBAHHOI'O IMOJAX0dAa

®opmbl peaausanun: [lucemennas padbora

Tun kouTpoabHoro Mmeponpusitusi: KontponsHas padora

Bec konTpoabHoro meponpusitusi B BPC: 10

IIpouenypa mnpoBeneHUsi KOHTPOJBHOro Mmepomnpusitusi: /[nmurensHocts 45 muHyT. Paborta
BBIIIOJIHSIETCS] MHANBUYAIBHO

Kpatkoe cogep:xxanue 3aganus:
KoHnTposnbHast paboTta 1mo mponIeHHOMY MaTepuaty

KoHTpoJibHbIE BOIPOCHI/3a/1aHUA:

YMers: BBICTPaNBaTh 1.JIyumne nmpaktuku npumeHenuss CRM - cuctem B
3 PEKTUBHBIE KOMMYHUKAIUH C pa3nUYHbIX chepax AesITeIbHOCTH
KJIMEHTaMH OpraHu3aluu 2.0030p Hamnpasienuii pa3Butus ¢pyHkuit CRM -
CUCTEMBI
3.AHanu3 HeyJa4d NpoeKkToB no BHeapeHno CRM-




cucTeM
4.0cHOBHBbIE MTPOOIEMBI POCCUHCKUX KOMIAHUMN-
IIpOU3BOAUTENEH NPpH padoTe ¢ KaHaJaMU IPOAax
5.Wcnonb3oBanue CRM-cuctem B cdepe ToproBoro
MapKeTHHIa

6.Buenpennie CRM- cucrem B chepe pO3ZHUYHBIX MPOJIAXK
7.YupaBneHue 1ieHoi U GOpMHPOBAHUE ITAKETOB YCIYT
8.Buenpenne CRM-cucreM B TEIEKOMMYyHUKAIIMOHHBIX
KOMIIaHUAX

9.00cnyxuBaHue KIMEHTOB HA OCHOBE MOJICIH
LIEHHOCTH

10.Pacuet 1OXOJHOCTH/IIEHHOCTH KJIIMEHTOB

Onucanne MKAJbI OIleHUBaAHUS:

Ouyenxa: 5
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax. 70
Onucanue xapakmepucmuxu evlnoinerus 3Hanus: O1eHKa "0TINYHO" BBICTABIISIETCS €CJIM 3aJaHue
BBIIOJIHEHO B TIOJTHOM 00'bEME MJIH BBITIOJHEHO NMPEUMYIIECTBEHHO BEPHO

Ouyenka: 4
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax. 60
Onucanue xapakmepucmuxu evlnoinerus 3Hanus: O1eHKa "Xopoio" BEICTABISAETCS €CITU
OOJIBITMHCTBO BOIIPOCOB PACKPBITO BEPHO

Oyenka: 3
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax. 50
Onucanue xapakmepucmuxu evinonnenus 3uanus: O1eHKa "yI0BIeTBOPUTEIHLHO" BHICTABIISETCS
€CITM 3aJIaHUE MPEUMYIIECTBECHHO BBITIOJHEHO

Oyenka: 2
Onucanue xapaxmepucmuku 6vinoaneHus snanus: OLeHKa "Hey10BIETBOPUTEIIBHO" BBICTABIIAETCS
€CJIM 3aJIaHUE BBIITOJIHEHO HEBEPHO WUJIU MPEUMYIIECTBEHHO HE BBIOJIHEHO

KM-5. IIpoueccol ynpasJieHusi kiineHTaMu Ha ocHoBe CRM cucrembl

®opmbl peaausanun: [lucemennas padbora

Tun kouTpoabHoro Mmeponpusitusi: KontponsHas padora

Bec konTposbHoro meponpusitusi B BPC: 20

IIpoueaypa mnpoBejeHUs KOHTPOJbHOro Meponpusitusi: JlnutenbHocTs 45 muHyr. Pabora
BBIIIOJIHSIETCS] UHAUBUIYAJIbHO

Kpartkoe cogep:xxanue 3aganus:
KoHnTponbHas paboTta 1mo mpoiIeHHOMY MaTepuaty

KoHTpoJibHbIC BONIPOCHI/3aJaHUA:

YMers: OCYILIECTBIIATH 1.Metoap! yaep:xaHus KIMEHTa

JEATEIbHOCTh [0 BBIABICHUIO U 2.CRM nonep>kka MapKETUHTOBBIX KaMITaHU
YJIOBJIETBOPEHUIO  NOTpEeOHOCTEH «3aMKHYTOTO IIUKJIa»

MIOKYyIIaTeJIEH TOBapOB 3.Ilpuemsl COBEpPIIEHCTBOBAHNS MAPKETHHT OBBIX
KaMIaHUuH

4.Y1upaBneHue MapKeTUHIOBBIMU KamIianusasMu B CRM-
cucTeMax

5.CermMeHTHpPOBAaHUE KIIMEHTOB 110 CTPATErHH
pHOOpeTEeHUs




6.CerMEeHTUPOBaHUE KIIMEHTOB 10 PEAKIIUU HA
MAapKETUHTOBbIE MPEIJIOKEHUS

7. 1IpuHUMIBI CETMEHTAMK KJIMEHTOB. DopMUpOBaHUE
LIETIEBBIX TPYII KIMEHTOB

8.Mapkerunrosie TexHogoruu B CRM- cuctemax
9.MapKeTHHT «I10 COOBITHIOY», MAPKETUHT «II0
pa3pelIeHn0», MapKETUHT OTHOUIEHUH U KOHUEIIUS
«OJIMH Ha OJIUHY»

10.9Bomro1Ms MApKETUHTA: MPOAYKTOBBIA MAPKETHHT,
IIPSIMOM MAapKETUHT, 11€JIEBOM MAPKETHHT

Onucanne MKAJbI OIleHUBaAHUS:

Ouyenxa: 5
Huoicnuii nopoe evinonenus 3aoanus 6 npoyenmax. 10
Onucanue xapakmepucmuxu evlnoinerus 3Hanus: O1eHKa "OTINYHO" BBICTABIISIETCS €CJIM 3aJaHIe
BBIIOJIHEHO B TIOJTHOM 00'bEME HJITH BBITIOJIHEHO MPSHMYIIECTBEHHO BEPHO

Ouyenka: 4
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax. 60
Onucanue xapakmepucmuxu evlnoinerus 3Hanus: O1eHKa "Xopoio" BEICTABISAETCS €CITU
OOJIBLITMHCTBO BOIIPOCOB PACKPHITO BEPHO

Oyenka: 3
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax. 50
Onucanue xapakmepucmuxu evinonnenus 3uanus: O1eHKa "yI0BIeTBOPUTEIHLHO" BHICTABIISETCS
€CITH 3aJIaHUE MPEUMYIIECTBEHHO BBITIOJHEHO

Oyenka: 2
Onucanue xapaxmepucmuxu 6blnoanenus 3nanus: OLeHKa "Hey0BIETBOPUTEIBHO" BHICTABIIAETCS
€CJIM 3aJ]JaHue BBHITIOJIHEHO HEBEPHO WJIM MTPEUMYIIIECTBEHHO HE BHITIOJIHEHO

KM-6. B3auMooTHOIIEHUS KJIMEHTOB IpH CAC/IKaX U AHAJTUTHICCKHE BO3MOKHOCTH
CRM

®opmbl peanuzanuu: [luceMenHas padora

Tun koHTpoabHOro MeponpusTus: [Iposepounas padbora

Bec koHTpOIbHOrO Meponpusitusi B BPC: 20

IIpouenypa mnpoBeneHusi KOHTPOJbHOro Mepomnpusitusi: /[nurensHocts 30 munyTt. Pabota
BBITNOJIHAETCS] HHUBUYaIbHO

Kparkoe cogep:xanue 3aiaHus:
[TpoBepounas paboTa o MpoiAeHHOMY MaTepuay

KoHTpoJibHbIE BONIPOCHI/3aJaHUA:

YMeTs: OCYLIECTBIISATh 1.ABTOMaTH3a1Ms PoJaX U MOOWIbHbIE pemieHnss CRM
JIEATEIbHOCTh 10 BBIABICHUIO U 2.CRM-nioiepkka 1 KOHTPOJTh (DYHKITHIA MEHEKEPOB
YJIOBJIETBOPEHHIO  MOTPEOHOCTEMH I10 MpoJiaXkaM

MOKyIaTeJIed TOBapOB 3.YmpaBieHre NOTeHIHAIbHBIMU CIETKaMU ((PYHKIINH

pacudera BEpOSTHOCTH COBEPILICHUS CIIEIKH)
4.CRM-nioiieprkka periaMeHTa mpojiaxk

5.Wnterpanus GpoHT-0(hUCHOMN eATEIHOCTH
6.YmpaBnenue nHpopMaluen 0 KOHTaKTax 1
KOHTpareHTax

7.Yuaer, ynpasnenue, anaiau3s npoaax B CRM-cucremax
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8.0OcHOBHBIE (DYHKIIMOHATLHBIE MOJIYJIM U CTPATETHH MX
HCITOJIb30BAHHUS

9.CucreMbl aBTOMATH3aLUH ITPOIAK

10.0nTuMu3anys KaHaJIOB MPOJAK

Onucanne MKAJbI OIleHUBaAHUS:

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

Ouyenka: 4
Huoicnuii nopoe evinonenus 3aoanus 6 npoyenmax. 60
OnucaHnue xapakmepucmuxu evlnoinenus 3Hanus: OLeHKa "X0opouIo" BICTaBISETCS €CIU
OOJIBITMHCTBO BOIPOCOB PACKPHITO BEPHO

Oyenka: 3
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax: 50
Onucanue xapakmepucmuxu evinonnenus 3uanus: O1neHKa "yI0BIETBOPUTEIHLHO" BHICTABIISCTCS
€CITU 3aJIaHUE MPEUMYIIECTBEHHO BBITIOJHEHO

Oyenka: 2
Onucanue xapaxmepucmuxu gblnoanenus 3Hanus: OLeHKa "HeyJOBIETBOPUTEIBHO" BBICTABIISACTCA
€CJIM 3aJ]JaHue BBHITIOJHEHO HEBEPHO WJIM MPEUMYILIECTBEHHO HE BBHIITOJIHEHO
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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. Komnerenuust/Uuankarop: 1J1-3nk-2 BeictpauBaeT 3pdpexkTuBHBIE KOMMYHHKAIUH C
KJIMEHTaMH OpraHu3aluu

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 B3aUMOOTHoOLIeHUs ¢ 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

MarepuaJbl UIsl IPOBEPKH 0CTATOYHBIX 3HAHU I
1. Kakue coObITHS IO B3aUMOJEICTBUIO C KIMEHTOM HeoOxoquMo 3aHocuTh B CRM-cucremy?
OtBerTsr:

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 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,
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

Ouyenxa: 5
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax. 10
Onucanue xapakmepucmuku 6blnoIHeHus 3uanus: PaboTa BeIIONIHEHA B paMKax "MPOABUHYTOTO'
ypoBHs. OTBETHI JaHBI BEPHO, YETKO CPOPMYITUPOBAHHBIE OCOOCHHOCTH MPAKTUYECKUX PEIICHUN

'

Ouyenka: 4
Huoicnuii nopoe evinonnenus 3aoanus 6 npoyenmax. 60
Onucanue xapaxmepucmuxu 6blnoineHus 3nanus: PadboTa BelmogHeHa B paMkax ""0a30Boro"
YPOBHS. BOJIBIIMHCTBO OTBETOB JJaHbl BEPHO. B yacTh MaTepuaa ecTb HE3HAUYUTEIILHBIC
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 vinoiheHus 3nanus: Pabora He BBITOJIHEHA WIX BBITIOJTHEHA
MPEUMYIIECTBEHHO HEMPaBUIHLHO

1I1. Ilpasuna évicmasienus umozo80i OyeHKu no Kypcy

OI_ICHKa BBICTABJIACTCA U3 pacqéTa CpeaHCro apI/ICI)MeTI/I‘-ICCKOFO 3HA4YCHHUA OIICHKHU CCMCCTpOBOﬁ
COCT&BJ’I?IIOHIGI\/JI M0 TECKYIIEMY KOHTPOJIIO YCIIEBACMOCTH U OLICHKHU 3a IPOMCKYTOYHYIO aTTCCTAI[UIO
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