MuHHCTEpPCTBO HAYKH U BbIcIIero oopasosanusi P®
DenepanbHOE roCyJapCcTBeHHOE 0K0I:KeTHOE 00pa30oBaTe/IbHOE YUpPeKIeHNEe
BbICIIET0 00Pa30BaAHUA
«HanuoHanbHBIN HccIeI0BaTeIbCKUN yHUBepcuTeT « MIU»

Hamnpagsienne noaroroBku/cnenuaibHocth: 38.03.02 MeHeq:kMeHT
HaumeHnoBanue o6pa3zoBaTejibHON nporpaMMbl. OUHAHCOBBIN MEHEIKMEHT
YpoBeHb 00pa3oBaHus: BbiclIee 00pa3oBaHue - faKkajlaBpuaT

®opma o0yuyeHus: 3aouHas

PabGouyasi nporpaMmma QuCHUIIMHBI

YIIPABJEHUE B3AUMOOTHOIEHUAMMU C KIMEHTAMHA

biaok:

Baok 1 «/Iucuuniunsl (MoxyJim)»

Yactb 00pa3oBaTesbHOM
NPOrpamMMblI:

Bapuarusnas

Ne IMCHUIIJIMHBI 0 YYeOHOMY
IJIaHy:

b1.B.11.05.02

TpynoeMKOCTh B 3a4eTHBIX
eIMHULAX:

8 cemecTp - 6;

Yacos (Bcero) no yueoHomy
IJIAHY:

216 yacoB

Jexknun

8 cemectp - 12 yacos;

HpaKTuquKne 3aHATHA

8 cemecTp - 8 yacos;

JlabopaTopHbie pa6oThI

He NMPeyCMOTPEeHO YUeOHbIM IIAHOM

Kouncynbranuu

8 cemecTp - 6 yacos;

CamocrosiTesibHasi padoTa

8 cemecTtp - 185,2 yaca;

B ToM unciae Ha KII/KP

8 cemecTp - 27,7 yaca;

HNnasi koHTaKkTHas padoTa

8 cemecTp - 4 yaca;

BKJIIOYasi:
KontpoabsHnas padora
IIpoBepounas pa6ora

IIpome:kyTouHast aTTecTALUS:

3amuTa KypcoBoii padoThI
JK3aMeH

8 cemectp - 0,3 yaca;
8 cemecTp - 0,5 yaca;
Bcero - (0,8 yaca

Mocksa 2019




NPOI'PAMMY COCTABMUJI:

MNognucaHo anekTpoHHoi nognuckio ®r6OY BO «HUY «M3U»

CseneHva o snagensuye L3N M3K

Bnageneyu Opnosa E.C,
[IpenomaBaTelib WpeHTudkaTop RDBITOT77-0rlovays-0ceb9397 E.C. OpinoBa
(OIKHOCTR) (moamuck) (pacummgpoBka
TIO/AITUCH)

COI'ZTACOBAHO:

PykoBogurenn
00pa30BaTeIbHON MPOTrPaMMBbI

MNognucaHo anekTpoHHoi nognuckio ®r6OY BO «HUY «M3U»

CseneHva o snagensuye L3N M3K

Bnapeney

EnvgaHoB B.A.

Waentuduratop

Rad930396-YepifanovVA-60810d9

B.A. Enudanor

(Z[OJ'DKHOCTB, yd€Has CTCIICHb, YUCHOE 3BaHHe)

3aBenyIOLIMI BbIITyCKatOIeH
kadenpsl

(mozmycs)

Mol ¢

MNognucaHo anekTpoHHoi nognuckio ®r6OY BO «HUY «M3U»

CseneHva o snagensuye L3N M3K

Bnapeney

KeToeBa H.Jl.

Waentuduratop

R56dbalba-KetoyevaNL-5403d8c]

(pacmudpoBka
MIOJITTHUCH)

H.JI. KetoeBa

(Z[OJ'DKHOCTB, yd€Has CTCIICHb, YUCHOE 3BaHHe)

(mozrucs)

(pacmudpoBka
MOJITIUCH)



1. HEJIM U BAZJIAYHU OCBOEHU A JUCHUIIIINHBI
Leab ocBoeHus (McUMNIMHBL: 1{en1b 0CBOCHUS AUCHMILTUHBI COCTOUT B (POPMUPOBAHUM 3HAHUU,
MO3BOJISIIOIIMX CO3/aTh IEJIOCTHOE MPEJICTABICHUE O KOHLEIMIUHU YIPABICHUS B3aMMOOTHOIICHUSIMU C
KJIMEHTaMH, TIOHATh OCHOBHBIE NMPUHLHUIBI U CYHIHOCTh KJIMEHTOOPHUEHTUPOBAHHOIO MOIXO/AA, U3YyUUTh
mporecc pa3paborku W BHenpeHus Kounenmuu CRM  Ha mpennpusTHH, TNPUBUTH HABBIKU
CaMOCTOSITENIbHOM paboThl € MpPOrpaMMHBIMU MPOAYKTAaMHU cOOTBeTcTBYytomiero kiacca (CRM-
cUCTEMaMHu)
3agauyu AUCHMILINHBI
- U3y4eHHE OCHOBHBIX IICUXOJIIOTUYECKUX (PAKTOPOB, OMPEACISAIOMNX KIMEHTOOPHEHTUPOBAHHBIH
MOJIXO/I;
- IpuoOpeTeHne HaBbIKOB (HOPMUPOBAHHS KIIMEHTCKOHN ayTMTOPHH U OCYIIECTBICHHUS
B3aMMOJICHCTBHS C TOTPEOUTENAMU;
- U3y4eHHE CYITHOCTH U OCHOBHBIX IPUHIUIIOB ()OPMHUPOBAHUS OTPEOUTEITHCKON ayUTOPUH U
B3aMMOJICHCTBUS C MOTPEOUTENIMU B cpene MHTepHeT.

CDOpMI/IpyeMLIe y 06yqafomeroc>1 KOMIICTCHIUHU U 3allJTAaHUPOBAHHLBIC PE3yJibTaTbl Oﬁy‘IEHHﬂ 10
JUCHUIITIMHE, COOTHCCCHHBIC C HHANKATOPaAMHU JOCTUKCHU A KOMIIeTEeHIIMIi:

Koa m HauMeHOBaHue Koa 1 HamMeHOBaHHUeE 3amiaHNpOBaHHbIE Pe3yJabTAThI 00yUYeHusl
KOMIIeTeHIINH HHIMKATOPA T0CTHXKEHUS
KOMIIETEeHI{UH

[IK-1 BiageHueM HaBLIKAMU
HCIIOJIL30BaHUS OCHOBHBIX
TEOPHI MOTHUBAIIUH,
JTUIEPCTBA U BIACTH JIJIS
PEIICHUS CTPATETUYECKUX U
OTIEPATUBHBIX
yIpaBICHUYECKHX 3a]a4, a
TaKKe JIJIsl OpraHu3aIuu
TpyNnoBoi paboThI Ha
OCHOBE 3HAHUS MPOIIECCOB
CPYIIOBOM AUHAMUKH U
MPUHITUTIOB (DOPMUPOBAHUS
KOMaH/Ibl, YMEHUE
MIPOBOJIUTH AYAUT
YEJIOBEUYECKUX PECYPCOB U
OCYIIECTBIISATh JUATHOCTUKY
OpraHU3alMOHHON
KYJIbTYpbI

3HATH:

- IPOLIECCHI IPYNIIOBON AUHAMMKH U
IPUHLIMIIBI POPMUPOBAHUS KOMAHIbI;
- OCHOBHBIE TEOPUH MOTHBALUH,
JUIEPCTBA U BIIACTH JUISl PEILICHUS
CTPAaTErM4eCcKUX U ONEPATUBHBIX
YIPaBIECHYECKHUX 3a]1a4.

YMETB:
- IPOBOAMTH ayJUT YEIOBEYECKUX

PECYPCOB U OCYIIECTBIATH AUATHOCTUKY
OpraHU3alMOHHOM KYJIbTYpBI;

- IPUMEHSTH HA IPAKTUKE OCHOBHBIE
TEOpUU MOTHBALIMH, JINJEPCTBA U BIACTU
JUTSI pEIIEHUS CTPATErHueCKUX 1
ONEpPAaTUBHBIX YIIPABJICHUYECKUX 3a/a4.

2. MECTO JUCIHUILIMHBI B CTPYKTYPE OBPA3OBATEJBHOM ITPOT'PAMMBI BO

JlucuumvHa OTHOCHUTCS K 4acTH, (opMupyemMoil ydacTHMKaMu OOpa30BaTeNbHBIX OTHOILICHUN
0JloKka JUCUUIUIMH OCHOBHOW mpoQeccHoHaNbHOM o00pa3zoBaTesnbHOM mporpamMMme OHUHAHCOBBIM
MeHexkMeHT (manee — OIIOIl), wnampaBnenus mnoarotoBku 38.03.02 MeHemKMEHT, ypOBEHb
o0OpasoBaHmMs: BBICIIEe 00pa3oBaHue - OaKagaBpHar.

TpCGOBaHI/IH K BXOIHBIM 3HAHUAM U YMCHUAM:
- 3HaTb OCHOBEI MapKETHHTa
- 3HAaTb OCHOBBI TCOPHUU MCHCI?KMCHTA

Pe3ynbrarhl 00yueHus, OJTy4EHHbIE IPYU OCBOEHUH TUCHUIUIMHBI, HEOOXOIUMBI IIPU BBIOJIHEHUN
BBIITYCKHON KBaTM(PUKAIMOHHOMN pabOoTBHI.







3. CTPYKTYPA U COAEPKAHUE JUCHUIIJINHbI

3.1 CTpyKTypa THCHUNIHHBI
OO01as TPyJI0eMKOCTh JUCHUTUTMHBI COCTABIISIET 6 3a4€THBIX eIUHMIL, 216 9acoB.

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

Pasnenbl/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
aTTeCTAINH 8| © | Jlex JIab | Ip A CeMECTDE aTTeCTalluu
o KITP 'K HKKIT | TK p /KOHTPOITS
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15
1 Teoperuueckue 28 8 3 - - - - - - - 25 - Camocmosamenvnoe usyuenue
aCIIEKThl COBPEMEHHBIX meopemuueckoz0 mamepuana: N3yuenue
B3aUMOOTHOILIECHUH C JOIOIHUTENEHOTO MaTepHaa o pasieny
KIIMCHTAMU "TeopeTudeckue acleKThl COBPEMEHHBIX
11 OcCHOBHEIE 9 1 - - - - - - - 8 - B3aMMOOTHOILIEHUH ¢ KnueHTaMu"
TICHXOJIOTHYECKHE ITodzomogKa K mexkyuiemy KOHmponio:
(axTopsl, IToBTOpEHNE MaTepuaa Mo pasaety
OTIpEICTISFOLIHE "TeopeTHdyeckue acIeKThl COBPEMEHHBIX
TIOBEICHHE KIIMEHTA - B3aUMOOTHOIICHHH ¢ KIUeHTaMH"
oTpeduTeNst H3yuenue mamepuanog 1umepamypnbix
1.2 Pons 9 1 - - - - - - - 8 - UCHIOYHUKOB:
UH()OPMHUPOBAHHOCTH U [2], 31-38
OTHOIIICHHS KIINEHTOB K
TOBapy B Ipolecce
(dbopmupoBaHust
MOKYIIaTeIbCKOTO
MIOBEACHHUSI
13 VYnpasnenue 10 1 - - - - - - - 9 -
MOKyTaTesaeM 1
MO/JICIIMPOBaHNE
MIOKYTIaTEeIbCKOTO
TIOBE/ICHUS
2 dakTopsl BHyTPEHHETO 20 1 - 1 - - - - - 18 - Camocmoamenvhoe usyuenue
BJIMSIHUS Ha meopemuuecko20 mamepuana: N3yuenue
B3aMMOOTHOILCHHUS C JIOTIOJTHUTEBHOTO MaTepHaia o pas3zierny
KIIMEHTaAMU "®aKkTOpbI BHYTPEHHETO BIUSHUS Ha
2.1 Mertonsl coopa u 10 - - 1 - - - - - 9 - B3aMMOOTHOIIIEHHUS ¢ KIUEeHTaMu"
00paboTku Iloozomoexa Kk KORmMPONLHOU 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 10 9 pabote
00paboTka H3yuenue mamepuanog 1umepamypHbix
nHpopmanun UCIOYHUKOG:
[2], 54-61
3 IlepconansHBIE 22 18 Ilodzomoeka K meKyuiemy KOHmMPOJIi0:
LEHHOCTH JINYHOCTH H IToBTOpEHNE MaTepuana Mo pasaety
CYIIHOCTH KOHLICTILIUH "IlepcoHanbpHBIE IEHHOCTH JTMYHOCTH H
CRM cymHocTh kKoHnenun CRM"
3.1 [lepconanbHbIe 11 9 Camocmoamenvnoe uzyuenue
LEHHOCTH, )KU3HEHHBII meopemuueckozo mamepuana: N3ydenne
CTHJIb U PECYPCHI KaK JIOTIOJTHUTEIBHOTO MaTepraa 1o pasaery
JIUYHOCTHBIC (PAKTOPHI "ITepcoHanbHble IIEHHOCTH JTUYHOCTH H
KJIMEHTA cymHocTh koHnenun CRM"
3.2 | CymHOCTb ¥ IPUHIUIIBI 11 9 H3yuenue mamepuanios iumepamypHnulx
xoHnenuuu CRM UCHOUHUKOG:
[1], 41-47
4 Teopernueckue 21 18 Ilo0z0mogKa K meKyuiemy KOHmMpoio:
ACTICKTHI IToBTOpEHNe MaTepuaa Mo paszaery
KIIMEHTOOPHUEHTHUPOBAH "TeopeTnyeckue acreKThl
HOT'0 NoAX0Ja KJIMEHTOOPUEHTUPOBAHHOTO MoXx0aa"
4.1 CocTostHHME phIHKA U 11 9 Camocmoamenvroe usyuenue
0COOEHHOCTH TIPOEKTOB meopemuyueckozo mamepuana: VI3yaenue
10 BHEJPEHUIO CUCTEM JIOTIONTHUTEIHHOTO MaTepraa o pasaery
yTIpaBJICHUS "TeopeTndeckue acreKThl
B3aMMOOTHOILIEHUSAMHU C KJIMEHTOOPUEHTUPOBAHHOTO Mo x0aa"
KJIMEHTaMH H3yuenue mamepuanog 1umepamypnbix
4.2 Peanuzarust GyHKImiA 10 9 UCHIOYHUKOB:
MapKeTHHTa [3], 13-26
5 [Tpoueccs! yrpaBiaeHus 31 27 Camocmoamenvhoe usyuenue
KJIMEHTaMH Ha OCHOBE meopemuueckozo manepuana: Nzydenve
CRM cucremsl JIOTIOJTHUTENBHOTO MaTepHaia o paszierny
5.1 IIpouecc pa3paborku 10 9 "IIpouecchl ynpapieHus KINEHTaMH HAa OCHOBE
ctpaterun CRM CRM cucremst"
5.2 VYnpasnenue 11 9 Ilod20mogKa Kk KOHmMPOILHOU padome:
KJINEHTaMH Ha OCHOBE Nzydenne matepuainos mo pazaeny "lIpomecchr
MapKETHHIOBBIX ympaBieHusl KiineHTaMu Ha ocHoBe CRM
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TEXHOJIOTHI CHUCTEMBI" M TIOJITOTOBKA K KOHTPOJILHOM padoTe
5.3 | Tlomnepxka mporeccor 10 - - - 9 - H3yuenue mamepuanos 1umepamypHsLx
npojax B CRM- UCHOYHUKOG:
cHcTEMax [2], 234-251
6 B3auMoOTHOIICHHUS 22 2 - - 18 - CamocmosmenbHoe uzyuenue
KITUCHTOB IIPH CHEITKAX meopemuyeckozo mamepuana: VI3yaenue
1 aHAJIMTUIECKHE JIOTIONTHUTEIHHOTO MaTepraa 1o pasaery
Bo3moxkHocTH CRM "B3auMOOTHOIICHNS KIIMEHTOB TP CIENKAX
6.1 B3aumooTHOmEeHUS 11 1 - - 9 - aHanuTHYecKne Bo3MoxkHoctrn CRM"
KIIMCHTOB TIPH CAETKaX Ilo0zomoeKka K meKyuiemy KOHmMpPoiio:
6.2 AHaTUTHYECKIE 11 1 - - 9 - IToBTOpeHe MaTepuana 1o pasaety
Bo3MOkHOCTH CRM "B3alMOOTHOIIEHHUS KJINEHTOB IPH CICNIKAX U
aHanuTHdeckue Bo3mokHoctu CRM"
H3yuenue mamepuanos 1umepamypHsLx
UCMOYHUKOB:
[1], 62-73
DKk3aMeH 36.00 - - 0.5 - 33.50
Kypcoas padora (KP) 36.0 - - 0.3 217.7 -
Bcero 3a cemecTp 216.00 12 - 0.8 151.7 33.50
Hroro 3a cemecTp 216.00 12 - 6 4 0.8 185.20

IIpumeuanue: Jlex — nexunu; JIab — naboparopHsie padboTsl; [Ip — npaktuueckue 3ausatust; KIIP — aynuTopHble KOHCYIBTALUU IO KYPCOBBIM
npoektam/padboram; MKKII — nnanBuyanbHble KOHCYIbTAlMU M0 KYpCOBBIM MpoekTam/padoram; ['K- rpymnmnoBsie KOHCYIbTAlUH 110 pa3aeaam
mucuumuinHel; CP — camocrostenbHas padorta crynenTa; UKP — unas konraktHast padota; TK — Texymmii KoHTpoib; [TA — npomexxyrouHas
aTTecTanus




3.2 KpaTkoe coaep:kaHue pa3iejioB
1. Teopemuueckue acneknul COPEMEHHbIX 83AUMOOMHOWEHUI C KIUSCHMAMU

1.1. OCHOBHBIE IICUXOJOTTUECKHIE (baKTOpBI, OIPECACIIAIOIIMNEC ITOBEACHNE 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 pPALMOHAIBHOIO '"SKOHOMHUYECKOro" 4YeloBeKa, €ro
panroHaIbHOro noBeaeHus. [lonnmanue noTpediaeHns Kak HPOPMAIIMOHHOTO MPoIecca. .

1.2. Ponp uHGOPMUPOBAHHOCTH M OTHOIIEHUS KJIMEHTOB K TOBapy B mpoiiecce (GOpMUPOBAHUS
MOKYTIaTeIbCKOT0 MOBECHUS

OcHoBHbIE NPUHIUIB (HOPMUPOBAHUS MPABHIBHOTO TMPEACTABICHUS O MOKYHaTelbCKOM
MOBEJICHUU TOTpeOuTENe: MOTPeOUTENIb HE3aBUCHUM, MOTHBALMSA W TIOBEACHHE IOTPEOUTEIS
MOCTUTAETCSI C TOMOIIBI0 HUCCIEIOBAHUM, MOBEICHUE MOTpeduTeneil moanaeTcss BO3JEHCTBUIO,
NOTPEOUTENBCKOE IOBEJCHUE COLMAIbHO 3aKOHHO. Mojenb IOKYNaTeabCKOro IOBEIEHUS,
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 HHPOPMUPOBAHHOCTH OTPEOUTENEH O TOBApE, YCIOBUIX
€ro MPHUOOPETEHUS M HUCIIOJIb30BaHUS. MeTOo bl U3MEepEeHUsT HHPOPMUPOBAHHOCTH MOTPEOHUTENCH O
ToBape. XapaKTe pUCTUKA COLIMOJIOTHYECKOr0 METO/a, METO/Ia CEMaHTHYECKOTo auddepeniuana,
METOJIa CPABHUTEIHLHOUW OIICHKU BOCIIPUATHS MTOTPEOUTENIEM pa3indusi Mapok Toapa. [lonsarue 006
«OTHOILIEHUSI TMOTpeduTens K ToBapy». KonuuecTBeHHBIH, apdek THUBHBIH M MOBEICHYECKUI
KOMITOHEHT OTHOIIIEHUS MTOTPEOUTENS K TOBApY..

1.3. YnpaBieHue MokynareneM 1 MOJIETUPOBAHUE MTOKYTATEIbCKOTO MOBEIEHUS

XapakTepucTuku Tnokymnarens. DakTopbl, BIMSIONIME HA IOKYNAaTeIbCKOE IOBEJCHHE:
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 MOJEITH IOKYNATelIbCKOIo
MOBE/ICHUSA: AKOHOMHUYECKUH, TICUXOJOTUYECKUH, COLIMOJIOTMYECKUH. ODKOHOMHUYECKHH MOJXO[
BKJIIOYAeT NPUMEHEHHE: 3aKOHa II0JIE3HOCTH; 3aKOHANpeAeIbHOH (MapruHajJbHOW) IOJIE3HOCTH.
Teopust panmoHaNIbHOTO MOTpeOsieHus. Teopust OTHOMICHHWH M TOBEIEHUS. ODTambl U TPUEMBI
NPUBJICUEHHS] BHUMAHU MTOKYIaTeNeH.

2. Dakmopul BHYMPEHHE20 GAUSHUS HA 83AUMOOMHOULCHUS C KAUCHMAMU

2.1. Metoasl coopa u 06paboTKu HHPOPMAIIUHN, HHCTPYMEHTHI aHAIN3a JJAHHbBIX

OCHOBHBIMH UCTOYHHKAMU TIOJYYCHUSI MAapKETHUHTOBOW WH(OPMAIMH SIBIISIOTCS: PETUCTPAIUS
(HabmoIeHNe); HKCIEPUMEHT; MHTEPBBIO M OIPOCHI; KOPPEISILMOHHOE HCCIIEOBAaHUE, IaHeb,
IKCTIEpTHAS OIICHKA; MpOoBeieHne QOKyc - rpymbl. [IpenmMymiecTBa 1 HETOCTATKH KaXKI0TO METOA.
KoppensuuoHHbIi, JUCTIEPCHOHHBIA M ()aKTOPHBIA aHAIN3, KaK METOJbl UCCIIeI0BaHUS TOBEICHHUS
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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BJIEMEHTaxX Ipolecca BOCIPHUATUA 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. Ilepconanvuvie yeunocmuy auynocmu u cywnocms xkonyenyuu CRM

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, BBICTYMAIOIUX 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 cTuis norpedureneii: AIO, VALS u VALS-2, reoctnnu 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, Tunibl CRM. OcHOBHBIE KOMITOHEHTHI
cucteM CRM. Hcrtounuku »sddextuBaoctn CRM. MHceropus pazsutuss CRM. Kpurepun
IpUMEHUMOCTH KoHuenuuu. [Ipeumyiectsa, noiayyaemele ot BHeapeHus CRM..

4. Teopemuueckue acnekmol KIUeHMOOPUCHMUPOBAHHO20 nooxooa

4.1. CocTosiHuE pBIHKA M OCOOCHHOCTHU IPOEKTOB 10 BHEPEHUIO 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-cucremsl, BO3MOXHOCTb COBMECTHOH paboTel CRM U y4eTHOH cHuCTeMbl, 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 HPOTPaMMHBIMH HPOJYKTAMH,
BO3MOXHOCTh OpraHM3alluy yJaJleHHOro pabouero mecrta). BHeapeHue cuctem ynpaBieHUs
B3aUMOOTHOLIEHUSIMH C KIINEHTAMH..

4.2. Peanuzanuus GyHKIMN MapKeTHHTra

OBOJIONUS MapKETHUHIa: MPOIYKTOBBI MapKETHHT, IPSIMONM MAapKETUHT, LEJI€BOM MapKETHHT,
COLMAIBHO-ITUYECKUI MapKEeTHUHI, WHHOBAIMOHHBIH MapKETUHT. MapKeTHHT «I0 COOBITHION,
MapKETHHT «I10 pa3pelIeHHI0», MapKETUHT OTHOIIEHUN 1 KOHILIETILINS «OAUH Ha OJIUH»..

5. Ilpoueccol ynpasnenus knuenmamu Ha ochoee CRM cucmemoi

5.1. Ilponecc pazpabotku crpareruun CRM

Toukn B3aUMOJEUCTBUS KOMIIAHWM W KIHEHTA. YTpaBlIeHHE B3aWMOOTHOIICHUSMHU C
napTHepaMu, KaHaibl B3aumojelictBusi B2B  (6usnec-OmsHecy) m B2C (Ou3Hec-KIHMEHTY).
DBOJIOIUS METOAOB yep:kaHus KaueHToB. [Iporpammel nostibHOCTH. Ocobennoctn CRM-cuctem
B pasmUYHBIX cdepax gesrenpHocTH. BHenpenne CRM-cucreM B (DMHAHCOBBIX OpTaHH3AIHIX
(OaHkM, CTpaxOBble U WHBECTUIIMOHHBIE KOMIAHWH). BO3MOXHBIE TPEITIOKEHHUS Pa3BUTHI
(«cTpaTerust BTOPOTO MPOAYKTa», KpOCC-TIPOAaKu, (DUHAHCOBBIM KOHCAITHUHT). I[IpoOiemsr
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ABTOMATH3AIMK KJIMEHTCKOTO B3aWMOJCWCTBHUS B (PMHAHCOBBIX opraHm3aiusax. CrpaTerndeckue
TpeOOBaHUS K TMOJpPAa3AeICHUsIM, OCYILECTBISIONIMM B3aUMOJAEHCTBUE C KiIMeHTaMu. Pacuer
JOXOJHOCTH/IIEHHOCTH KIMEeHTOB. OOcCiIy)XHBaHWE KIMEHTOB Ha OCHOBE MOJICNU LIEHHOCTH.
Buegpenue CRM-cucteM B TEIEKOMMYHUKAIMOHHBIX KOMIAHUSX. YTpaBi€HUE IEHOUM U
dopmupoBanue makeToB ycnyr. Brempenne CRM-cuctem B cdepe pO3HUYHBIX TPOIAK.
Hcnons3zoBanne CRM-cuctem B chepe ToproBoro MapketuHra. OCHOBHBIE TTPOOIEMBI POCCUHCKHUX
KOMITAHUH-TIPOU3BOAMTENEH Tpu paboTe ¢ KaHalaMM NpoAax. AHaIW3 HEyAad IMPOEKTOB II0
BHenpenuto CRM-cucrem. O0630p Hanpapnenuii pazButus Gpynkmuit CRM — cucremsl. Jlydmme
npakTuku npumeHenuss CRM - cucteM B pa3nuuHbIX cepax AeaTeIbHOCTH. .

5.2. YnpaBiieHue KIMEHTAMH Ha OCHOBE MapKETUHI OBBIX TEXHOJIOIHI

Mapxketunroseie TexHosnorun B CRM-cucremax. IlpuHOUMIIBI CerMEHTalUMU  KJIMEHTOB.
@opMuUpOBaHUE LEIECBBIX TIPYyNN KIMEHTOB. (CErMEHTHMPOBAaHUE KIUEHTOB 10 pEakUuu Ha
MapKETUHTOBbIE TpeiokeHusl. CerMeHTHpPOBaHHE KIMEHTOB IO CTPAaTeTMH TMPHUOOPETEHHS.
VYnpasienue MapkeTUHroBbiMM KamnaHusMu B CRM-cuctemax. [Ipuemsl coBeplieHCTBOBaHUS
MapKeTHUHroBbIX KammnaHuil. CRM-noanep:kka MapKETHHIOBBIX KaMIAHUH «3aMKHYTOTO IIHKJIa.
Metonp! ynep:xanus kineHTa. ONTHMU3aLKs KaHAJIOB MPOJAXK..

5.3. Ilonnepsxka nporieccoB mpoaax B CRM-cucremax

Cucrtembl aBTOMaTtu3auuu Ipoaax. OCHOBHbIE (YHKLIHMOHAJIbHBIE MOJYJIM M CTpPaTerMH HX
UCIOJIb30BaHUsA. Y4er, ympaBieHue, aHanu3 npojgax B CRM-cuctemax. VYmpasieHue
uHpopManreil 0 KOHTaKTax U KOoHTpareHTax. MHrerpanus ¢ppoHT- oducHoi aesrensHoctu. CRM-
NOJJIEPIKKA PerIaMeHTa MIPOoJakK..

6. Bzaumoomnowenus Kiuenmoes npu coenkax u ananumuyeckue eosmodcrnocmu CRM

6.1. B3auMoOTHOIIEHUS KJIMEHTOB IIPU CEJIKaxX

VYnpaieHue MNOTEHUUATbHBIMU cAeIKaMH ((QYHKIUM pacdyeTra BEpPOSTHOCTH COBEPILEHUS
cnenku). CRM-nojyiepka U KOHTPOJb (YHKIHUM MEHEIKEPOB IO MpoAakaMm. ABTOMATHU3AIUs
npoaax 1 MoOmibHble pemiennss CRM. Ynpasnenue 3nanussmu B CRM (Knowledge Management
Systems)..

6.2. AHanuTHueckue BozMoxkHoct CRM

[Tpobnembl WHTETpauy MHPOPMALUU O KIMEHTaX, XpaHWJIWIa JaHHBIX. CpeacTBa aHanmm3a
CRM-cucrem (MeTOAbl MHOIOMEPHOTO CTAaTHCTUYECKOTro aHaiau3a, cpeiacrsa Data Mining,
nporHosupoBanus). OLAP-texHonoruu (aHamuruueckas o0paboTka B pEXKHUME pEaJbHOIO
BpemenHn) B CRM-cucremax..

3.3. TeMbl NIPaAKTHYECKUX 3aHATHH
1. BiusiHue OCHOBHBIX (haKTOPOB BO3/ACHUCTBUS Ha BHUMAHUE MOTPEOUTEIS;
. MoTuBanus B KOMIUIEKCE U CTPATETHH MapKETHHTa (PUPMBI;
. Crioco6b1 popMHUPOBaHUS COBOKYITHOCTH 3HAHUH MOTpedUTeNs 00 yciyre Win TOBape;
. Biustaue Ha motpebutenei;
. CoBpeMeHHbIE PBIHKU:YHUBEPCATIBHOE U cHelM(PHUUEcKOe B MOBEACHUH TOTpedUTeNnei;
. [loBenenue norpedburens;
. UTHpopMaLinoHHbIE CUCTEMBI YIIPaBJIEHUS B3aUMOOTHOILEHUS ¢ KiarneHToM (CRM);
. OcHoBHble kpuTepuu Bei0opa CRM-cucremsr;
. YrpaBieHue B3auMOOTHOILIEHUSIMU C TapTHEpaMH, KaHalibl B3auMmoJieiicteus B2B (6u3nec-
6usnecy) u B2C (6u3Hec-KIMeHTY);
10. OcoGeHHOCTH pa3InYHbIX BU0B MAPKETHHIA;

O 001N L B~ W
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11.
12.
13.
14.

MapxkeTtunrossie TexHoiaoruu B CRM-cucremax;

CucreMbl aBTOMaTH3aUH IPOJIAXK;

VipasieHue NOTCHIUAIbHBIMY CIEIKAMM;

[TpoGnemb! MHTErpanuy UHPOPMALUHU O KIMEHTAX, XPaHWINLIA JaHHBIX.

3.4. Tembl 1a060paTOPHBIX padoT

HC

IIPEyCMOTPEHO

3.5 KoncyabTanum

I pynnosgvie koncyrbmayuu no pazoeiam oucyuniunol (I'K)

OOcyxneHrue marepuajoB IO Keiicam pasznena "TeopeTHyeckue acmleKThl COBPEMEHHBIX
B3aMMOOTHOIIEHUH ¢ KIIueHTaMu"

OOcyxneHne marepuaioB IO Keiicam pasnena "dakTopbl BHYTPEHHETO BIIMSHHS Ha
B3aUMOOTHOIIIEHUS C KIIMeHTaMu"

OO6cyxnenue marepuasioB mo keicam pasnena "llepcoHanbHble HEHHOCTH JIMYHOCTU H
cymHocTh kKoHuenmuu CRM"

OO6cyxnenne  MarepuasioB 1o  Kedicam  pasgena  "TeopeTHdyeckue  acHeKThI
KJINEHTOOPUEHTUPOBAHHOTO Moaxoaa"

OO6cyxnenue marepualioB mo keicam pazaena "lIpoiecchl ympaBieHUs KIMEHTaMU Ha
ocHoBe CRM cucremsr"

OO6cyxeHre MaTepuaioB Mo Keiicam pasaena "B3auMOOTHOIIEHHS KIIMEHTOB MPHU CAETKaX
Y aHaJIUTH4YeCKue Bo3mMokHoctu CRM"

3.6 TeMmaTnka KypcoBbIX IPOEKTOB/KYPCOBBIX padoT

8 Cemectp

Kypcosas pabdorta (KP)

TeMmpsr:

- Tembl KypcOBBIX pabOT MpeaIaratTcs MpernoaaBaTesieM, 00eCneunBaOIINM JUCIUIUIUHY
«YmpaBieHne B3aMMOOTHOUICHUSIMH C KIIMEHTaMK», U YTBEPKIAIOTCS 3aBEyIOINM Kaderpoit
I'padguk BbINOJHEHHA KYPCOBOIO IIPOEKTA

Henena

1-4 5-8 9-12 | 13-15 | 3aueTHasa

Paznen

KYypCOBOI'O KYpCOBOI'O

IPOEKTa

1 2 3 4 3ammra

IIPOEKTa

O0Bem

paszzena,

15 30 30 25 -
%

BremmonHeHusii | 15 45 75 100 -

o0BeM

HapaCTAIOIIUM
urorom, %

Howmep pasnena | Pasnmen xypcoBoro npoekra

1 CornacoBanne TeMbl paboThl U conepkanus. Odopmienue Bpenenus.

2 Co6op u ananu3 Teopetrndeckoit nHpopmarmu. Opopmienue [1eproii riaaBb
paboTHI.

3 CO6op uHpOpMaIUU U MPOBEICHNE PACYETOB MPAKTUIECKON YACTH.
Odopmiuenue 2 riaBsl pabOTH U 3aKITFOYCHUSI.

4 Odopmnenne KypcoBoii pabotsl, moaroroBka [IpeseHranuu ams 3aiuThl.
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3.7. CooTBeTCTBHE Pa3/ieJiOB THCHMILIMHBI U (o

MUPYEMBIX B HUX KOMIIeTeHI Uil

3arIaHupOBaHHBIE PE3YIbTATHI 00YUYEHUS 110
JMCIUIIIIMHE
(B COOTBETCTBUH C pa3ieiioM 1)

Kol naIMKaTOPOB

Howmep paznena
JUACIUILINHBI (B
COOTBETCTBUHU C 11.3.1)

1]2]3[4]5]6

O1eHOYHOE CPEICTBO
(THI ¥ HAUMEHOBAHUE)

3HATE:

OCHOBHBIC TCOPUHU MOTHUBALIUU, IUACPCTBA U
BJIACTHU AJId PCIICHHUA CTPATCTUYCCKUX U
OINCPATUBHLIX YITPABJICHYCCKUX 3aJay

ITK-1(Kommerenmws)

Konrponsnas padora/Teopernueckue
aCHEKThI COBPEMEHHBIX B3aUMOOTHOLICHHH C
KIIMECHTaMH

MPOIIECCHI IPYIIOBOM AMHAMHUKH M ITPUHIIMITBI
(hopMUPOBaHUST KOMAH/IbI

[TK-1(Komnerenuus)

KonTponbnas pabota/llepconanbubie
LIEHHOCTH JIMYHOCTH ¥ CYITHOCTh KOHIIETIIUU

CRM

KonTponbHast pabota/DPakTopsl BHYTPEHHETO
BJIMSIHHS HA B3aMMOOTHOIICHHS C KIIMEHTaMHU

YMmerh:

MIPUMEHSTH Ha IPAKTUKE OCHOBHBIE TEOPUU
MOTHUBAIUH, JTUJEPCTBA U BIACTH JUISl peILICHHS
CTpaTETHUECKUX U ONEPaTUBHBIX
YIPaBIEHYECKHX 33134

ITK-1(Komnerenus)

Konrponsnas padora/Teopernueckue
aCIIEKTHI KIIMEHTOOPUEHTUPOBAHHOTO
noaxoja

MIPOBOJMTD ayIUT YEJIOBEUYECKUX PECYPCOB U
OCYILECTBIIATH JUATHOCTUKY OPTaHU3allMOHHOU
KYJIbTYpbI

[TK-1(Kommnerenius)

[TpoBepounas padorta/B3zanmooTHOMIEHHS
KIIMEHTOB TPH CIIEIKaX U aHATUTUYECKHE
Bo3MokHocTH CRM

KonTponbnast pabota/lIlporieccs! ynpaBieHus
kimeaTamMu Ha ocHoBe CRM cucremsl
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4. KOMIIETEHTHOCTHO-OPUEHTAPOBAHHBIE OIIEHOYHBIE CPEJICTBA JUISA
KOHTPOJISI OCBOEHMS PE3VJIbTATOB OBYUEHUS 1O JUCIUILINHE
(TEKYIIU KOHTPOJIb YCIIEBAEMOCTH, IPOMEKYTOUYHASI ATTECTALMSA
1O JUCLMILINHE)

4.1. Tekymuii KOHTPOJIb yCIIeBA€MOCTH
8 cemecTtp

Dopma peanuzaruu: [lncemennas padota
1. B3auMOOTHOLIEHUS KIIMEHTOB MPU CAEIKAaX U aHAIUTHYECKHEe Bo3MokHOCTH CRM
(ITpoBepounas pabora)
2. [lepcoHanbHbIE ICHHOCTH JTUYHOCTH H cymHOCTH KoHlenuu CRM (KontponbHas pabota)
3. [Iporeccrl ynpasnenus kaueHtamMu Ha ocHoBe CRM cuctemsl (KonTponbsHas pabora)
4. TeopeTndeckue acrekThl KIMEHTOOpHEeHTHpoBaHHOTO noaxoaa (KonrponsHas padora)
5. TeopeTnueckre acieKThl COBPEMEHHBIX B3aMMOOTHOIIeHHH ¢ kueHTamu (KoHTponbHas
pabora)
6. @aKkTOpBl BHYTPEHHETO BIUSHUS Ha B3aUMOOTHoLIeHHs ¢ kineHTamu (KonTposibsHas pabota)

bannpHO-peUTHHIOBas CTPYKTYypa AUCLUIUIMHBI ABIISIETCS PUIIOKEHUEM A.
bannpHO-pedTHHIOBast CTPYKTYpa KypCOBOM pabOThI ABJIsSIETCS NpUIiIokeHUueM b.

4.2 Ilpome:KyTOYHAS aTTECTALMS 110 JUCHUIIMHE

Oxzamen (Cemecmp NeS)
OreHKa BBICTABISICTCS M3 pacu€ra CpeaHero apu(pMeTHyecKoro 3HAYCHHS OLICHKH CEMECTPOBOMU
COCTaBIISIFOLIEH 1O TEKYIIEMY KOHTPOJIIO YCIIEBAEMOCTH U OIICHKH 32 IPOMEKYTOUHYIO aTTECTAIHIO

Kypcosas paboma (KP) (Cemecmp Ne§)
OreHka 3a KypcoByI0 pa0oTy oIpenesseTcsl Kak OIleHKa Ha 3allluTe

B numiom BeICTaBIsIETCS OIICHKA 3a 8§ CEMECTP.

IIpumeuyanue: OLeHOYHBIE MaTEpUAIbI 110 TUCIMITIIMHE IPUBECHBI B (DOH/IE OLIEHOYHBIX
matepuaios OITOII.

5. YYEBHO-METOANMYECKOE OBECIIEYHEHUE JUCIUIIJINHbI

5.1 IleyaTHbIE H 3JIEKTPOHHbIE H3IAHNS

1. beikoBa, C. B. OcHOBBI 1€710B0M KOMMyHUKaIuK : yueonoe nocodue / C. B. beukona, 1. I'.
Carupsia, JIoHCKOH TOC. TeXH. YH-T . — PoctoB-Ha-/{ony : U3n-Bo AI'TY, 2017 . — 112 c. - ISBN
978-5-7890-1277-2 .;

2. A. A. Pomanos, B. I1. bacenko, b. M. XKykoB- "Mapkerunr", M3agarensctso: "Jlamkos u K°",
Mocksa, 2018 - (440 c.)

https://biblioclub.ru/index.php?page=book&id=496077;

3. E. A. Haymenko- "JlenoBeie koMMyHHKauu'", M3natensctBo: "TIOMEHCKHI roCcy1apCTBEHHBIN
yauBepcuteT", Ttomens, 2016 - (281 c.)

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

5.2 JIunieH3M0HHOE M CBOOOHO pacnpocTpaHsieMoe MPOrpaMMHOe odecrneyeHHe:
1. CHO "IIpomereit";

2. Office / Poccuiickuii makeT 0(UCHBIX IPOrpamm;

3. Windows / OniepanrionHasi cucrema cemeiictsa Linux;
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4. Maiing BuneokoHpepeHuu.

5.3 UutepHeT-pecypchl, BKIOYast NpodeccHoHaTbHbIE 0a3bl JaAHHBIX U HH(POPMAIHOHHO-
CIPaBOYHbIE CHCTEMbI:

1. 3BC Jlans - https://e.lanbook.com/

2. HanpoHanbHas 3JIeKTPpOHHAs 0udamoTeKa - https://rusneb.ru/

3. 9BC "KoncyabTanT cryaenra' - http://www.studentlibrary.ru/

4. dnexkrponHas oudmoreka MOU (b MOM) - http://elib.mpei.ru/login.php

6. MATEPUAJIBHO-TEXHUYECKOE OBECHEYEHUE JUCHUIIJIMHBI

Tun nomeneHust Homep ayauropun, OcHanenue
HaAaNMCHOBAaHHE
Y4eOHbIC ayTUTOPUHU K-520, Aynutopus Kpecyo pabouee, mapTa co CKaMbeH, CTOJ
JUIS TIPOBEJICHUS JUIS TIPOBEJICHHUS npenojaBaTess, CTyl, TpuOyHa, Belajika Jist
JIEKIMOHHBIX 3aHATHH MHTEPAaKTUBHbIX OJIeXKIbI, IOCKa MEJIOBasi, KOMIIbIOTEPHAs CETh C
Y TEKYILETO KOHTPOJIA 3aHATHH Kadeapel BBIXOJIOM B VIHTEpHET, MyIbTUMEIUNHBII
MDOII IIPOEKTOP, IKPaH, KOHAULIMOHED, MEI, MapKep,
CTUIIYC
Y4eOHbIe ayIUTOpUU K-511, Ayautopust | maprta co CKaMbei, CTyJ, TpHOyHa, Belanka Jijis
JUISl TIPOBEJICHUS JUIS1 TIPOBEJICHHUS OJIEK/Ibl, TOCKA MEJIOBAasi, KOMIIBIOTEPHASI CETh C
IIPAKTUYECKHUX UHTEPAaKTUBHbIX BBIX0I0M B IHTEpHET, MyJIbTUMEIUIHHBIN
3ansatui, KP u KII 3aHATHH Kadeapel IIPOCKTOP, DKPaH, KOHAULMOHED, MEJ, MapKep,
MOII CTHIIYC
VY4eOHble ayAUTOPHH K-509, Aynuropust Kpeciio pabouee, napra co ckambeil, CTol
JUIsL IPOBEICHUS JUIsl IPOBENICHUS npernoJiaBaTess, cTyi, TpuOyHa, Belaaka s
IIPOMEKYTOUHOM MHTEPAaKTUBHbIX OJIEK/Ibl, TOCKA MEJIOBAasi, KOMIIBIOTEPHAsI CETh C
aTTecTaluu 3aHATHH Kadeapsl BBIX0I0M B IHTEpHET, MyJIbTUMEIUIHHBIN
MDOII MIPOEKTOP, IKPaH, KOHAULMOHEDP, METI, MapKep,
CTUILYC
[Tomemenus st K-526, CTOJI, CTYJI, KOMIIBIOTEPHAsI CETh C BBIXOJIOM B
CaMOCTOATEIILHON KomnberotepHsiii HHTtepHeT, MyIbTUMEIUUHBINA ITPOEKTOP, AOCKA
paboTsI xiacc UBI] MapKepHasi, KOMIIIOTEP EPCOHAIbHBIM,
KOHIUIIOHED
K-522, CTOJI, CTYJI, KOMITBIOTEPHASI CETh C BHIXOJIOM B
KomnberorepHsiii HHTepHeT, 10ocKka MapKepHas, KOMIIBIOTED
kiacc MBI MEPCOHAIbHBIN, KOHAUIIUOHEDP, TEJIEBU30D
ITomemenus s K-507, YuebHnas napra co ckaMmbel, cTyJ, TpuOyHa, Belaika s
KOHCYJIbTUPOBAHHUS ayJuTopus OJIeX/1bl, IOCKA MEJIOBasi, MyJIbTUMEIUNHBIH
IIPOEKTOP, IKPaH, KOHAULIHOHED
K-516, Kabuner Kpecio pabouee, pabodyee MECTO COTPYIHHUKA,
COTPYAHHUKOB CTOJ, CTYJ, KA /U1 JOKYMEHTOB, MIKad JUIs
kadeapsr MOIIT OJICKIbI, TyMOa, KOMITBIOTEPHAS CETh C BBIXOJIOM
B MHTEepHET, MHOTOYHKIIMOHATIBHBIN LIEHTP,
HOYTOYK, KOMIIBIOTEp NEPCOHATBHBIN, IPUHTED,
XOJIOINJIBHUK, KOHJIUIITMOHED
K-514, Kabunet Kpecio pabouee, pabodee MECTO COTPYIHHUKA,
COTPYAHHUKOB CTOJ, CTYJ, Kad /U1 JOKYMEHTOB, IIKad s
kadeapsr MOIIT OJICKIbI, TyMOa, KOMITBIOTEPHAS CETh C BBIXOJIOM
B VIHTEpHET, KOJIOHKHU 3BYKOBBIE,
MHOTO(YHKIIMOHAJIbHBIN IIEHTP, KOMIIBIOTED
NIEPCOHAIBHBIN, IPUHTEP, KOHIULIUOHED
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K-513, Kabuuner
COTPYJIHUKOB
kadeapsr MOII

Kpecio pabouee, pabodyee MECTO COTPYIHHUKA,
CTOJ, CTYJ, KA /U1 JOKYMEHTOB, IIKa( s
OJICK/Ibl, TYMOA, KOMIIBIOTEPHAs CETh C BHIXO10M
B IHTEpHET, 5KpaH UHTEPAKTUBHBIN, KOJIOHKH
3BYKOBBI€, MYJIbTUMEIUIHBIN IPOEKTOP, TOCKA
MapKepHasi, MHOTO() yHKIIHOHAJIbHBIN IIEHTD,
HOYTOYK, KOMIIBIOTEP NEPCOHAIbHBIN, IPUHTED,
XOJIOIMJIBbHUK, KOHJIULIMOHEP

K-518, Kabuner
COTPYTHUKOB
kadeapsr MOII

Kpecio pabouee, paboyee MECTO COTPYAHUKA,
CTOJ, CTYJ, IKad /U1 JOKYMEHTOB, KA Is
OJIeXk/1bI, TyMOAa, KOMIIBIOTEPHASI CETh C BBIXOJIOM
B VIHTEpHET, KOJIOHKHU 3BYKOBBIE, JOCKA
MapKepHas, MHOTO(QYHKIIMOHATIbHBIN IIEHTP,
HOYTOYK, KOMIIBIOTEp II€PCOHAIbHBIN, IPUHTED,
KOHIUIIOHEP

Ilomemmenust misa
XpaHEeHUst
o0opynoBaHus U
y4e0OHOr0 WHBEHTapPs

K-521/2, Cknan
kadeapsr BUT

mKkad, X031HCTBEHHBI HHBEHTAPb, 3aITaCHBIE
KOMILIEKTYIOLIHE 1J1s1 000PYAOBaHUS
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IIpunoxenne A

BAJJIBHO-PEUTUHITOBAS CTPYKTYPA JIUCHOUILJIAHBI

praBHCHI/Ie B3aMMOOTHOMCHUAMMU C KIIMCHTaMH

(Ha3BaHME AUCIMILIMHBI)
8 cemecTp

ITepeyeHb KOHTPOJIBHBIX MEPONPHUATHI TEKYIIEr0 KOHTPOJIS yCIIeBAeMOCTH 10 JAMCIUILIHHE:

KM-1 Teoperuueckue aciekThl COBPEMEHHBIX B3aUMOOTHOIIeHHH ¢ kiaueHTamu (KoHTponbHas paboTa)

KM-2 ®akTopsl BHYTPEHHETO BIUSHUA HA B3aUMOOTHOIEHH ¢ kinenTamu (KoHTponbHas pabota)

KM-3 TIlepconanbpHble IEHHOCTH JUYHOCTU U cymHOCTh KoHuenmuun CRM (KontposbHas padoTa)

KM-4 Teoperudeckue acrekThl KIMEHTOOPHEHTHPOBaHHOTO noaxoza (KonrponbHas pabora)

KM-5 TIlpomecch ynpaBnenus kimeHTamu Ha ocHoBe CRM cuctemsl (KorTponbsHas paboTa)

KM-6 B3anMOOTHOIICHHUS KJIMEHTOB MPHU CACIKaX U aHAIUTHYeCKHe Bo3MokHocTH CRM
(ITpoBepounas padbora)

Buja npoMexyToYHOI aTTecTANMU — DK3aMEH.

Wunexc KM- | KM- | KM- | KM- | KM- | KM-
Howep Paznen aucuurimHbl KM: L 2 3 4 > 6
pasjena Henens 4 6 8 10 14 15
KM:
1 Teopernueckue acrekTbl COBPEMEHHBIX
B3aMMOOTHONICHUH C KIMEHTaMH
OCHOBHBIE IICUXOJIOTHUECKUE (PAKTOPBI,
11 OIPEEIAOIINE TOBEICHUE KIIMEHTA - +
noTpeOUTENs
Postb mHGOPMHUPOBAHHOCTH M OTHOIIICHHS
1.2 KJIMEHTOB K TOBapy B Ipoliecce popMupoBanus | +
MOKYTATeIhCKOTO TIOBEACHHUS
13 VYnpaBieHue nokynareneM 1 MOIEIMPOBaHNE +
MOKYIATeIbCKOTO TTOBEACHHUS
5 @DaKTOpHI BHYTPEHHETO BIUSHHS HA
B3aMMOOTHOUICHHUS C KIIMEHTaMHU
21 MeTtonbl coopa 1 06paboTKH HH(OPMALINH, + +
MHCTPYMEHTHI aHAJIN3a JaHHBIX
2.2 Bocnpusitue u 06paboTka nadopmaruu + +
3 [lepcoHanbHBIE IEHHOCTH JTUYHOCTH H
cymHocTh KoHuenuuu CRM
31 [lepcoHanbHbBIE IEHHOCTH, KU3HEHHBIH CTHITb H + N
' pecypchl Kak JMYHOCTHBIE (haKTOPHI KIMEHTa
3.2 CymrHocTh ¥ mpuHIUNb! KoHnenun CRM + +
4 Teoperuueckre acreKThl
KJIMEHTOOPUEHTHPOBAHHOTO MOIX0/1a
CocrosiHEE phIHKA U 0COOEHHOCTH NMPOEKTOB 110
4.1 BHEJIPEHUIO CUCTEM YIIPaBJICHUS +
B3aMMOOTHOHIICHUSIMH C KJIMEHTaMH
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4.2 Peanuzanus ¢pyHkuuii MapkeTHHra +
[Ipomecchl ynpaBiieHHs KJIMEHTaMU Ha OCHOBE
5
CRM cucremsl
5.1 [Tpouecc pazpabotku crparerun CRM + +
59 VYrpaBieHue KIueHTaM1 Ha OCHOBE + +
' MapPKETHHTOBBIX TEXHOJIOTUN
53 [Tonnepxka npouecco npojax B CRM- + +
' cucTeMax
5 B3aumooTHOIIIEHUS KJIMEHTOB TIPU CACITKAX U
aHanuTuueckue Bo3MoxxHoctu CRM
6.1 B3anMooTHOIIIEHNS KIIMEHTOB MPH CACIIKaX + +
6.2 Anamutnueckue Bo3moxxknoctu CRM + +
Bec KM, %: | 10 20 20 10 20 20
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IIpuioxenue b

BAJLJIbHO-PEUTUHIOBASI CTPYKTYPA
KYPCOBOI'O ITPOEKTA/PABOTHI 1O IUCIUAIIVIMHE

praBHCHI/Ie B3aMMOOTHOMCHUAMMU C KIINCHTaMH

(Ha3BaHME AUCIMILIMHBI)
8 cemecTp

IlepeyeHb KOHTPOJIBHBIX MEPONPHUATHI TEKYIIEr0 KOHTPOJIA YCIEeBAeMOCTH IO KYpPCOBOM
padore:

KM-1 HoBoe KOHTpOJIbBHOE€ MEPONPUSITHE

KM-2 HoBoe KOHTPOJIbHOE MEPOIPUITHE

KM-3 HoBoe KOHTPOJIbHOE MEPOIPHUSATHE

KM-4 HoBoe KOHTPOJIbHOE MEPOTIPUSATUE

Buja npomexyTouHoii arrectanmu — 3amura KP.

Nunekc KM- | KM- | KM- | KM-
Howmep Pa3nen kypcoBoro mpoekta/KypcoBoit paboThl KM: 1 2 3 4
pasjena Henens 4 8 12 15
KM:
1 CormnacoBanue TeMbl pabOThI B coaepskanus. OpopmiieHne +
Bsenenust.

COop u ananuz Teoperndeckoi nHbopmamu. OdpopmieHue

2 . +
ITepBoii rinaBbl pabOTHI.

3 C6op uHopMaIy U NPOBEJCHUE PACUETOB MPAKTHUECKON +
yactu. OdopmiieHne 2 TiaBbl pabOThI U 3aKITIOUCHUS.

4 Odopmnenune Kypcosoit pabotsl, moaroroska [Ipesenrauu +

JJIA 3alllUTHI.

Bec KM, %: | 15 30 30 25

18




