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

Hanpagienne noaroropku/cnennaibHocThb: 38.03.05 buznec-undopmaruka

HaumenoBanune o6pa3oBaTejbHOI nporpaMmMel: MHpopManuoHHoe 1 IpOorpaMMHoe odecreyeHue OU3Hec-
npoueccos

YpoBeHnb 00pa3oBaHusi: BbiciIee 00pa3oBaHue - faKkajlaBpuaT

®opma o0yuenusi: Ounas

Pabouast nporpaMma QM CHUILIHHBI
CUCTEMBI YIIPABJIEHUSA B3BAUMOJIEUCTBHUEM C KJIIMEHTAMUA

BJaok: Baok 1 «/Iucuuniunsl (MoxyJim)»
YacTh 00pa3zoBaTe/ibLHOM
Obs13aTenbHas
NMPOrPaMMBblL:
Ne pMCHMIIMHEBI 110 YYEOHOM
y y B1.0.07
IUIAHY:
TpynoeMKOCTh B 3a4€THBIX
py. 5 cemecTp - 4;
eIMHUIAX:
Yacos (Bcero) no yueoHom
( ) oy y 144 yaca

IUIAHY:
Jlekuuu 5 cemectp - 32 yaca;
IIpakTHyeckue 3aHATHSA 5 cemecTp - 32 yaca;
JlaGopaTopHbIe paGoThI He MPeTyCMOTPEHO YUeOHBIM MJIAHOM
KoncyabTanuu 5 cemecTp - 2 yaca;
CamocTrosiTesibHasi padoTa 5 cemectp - 77,5 yaca;

B TOM uncJje Ha KII/KP He MPeyCMOTPEeHO YUeOHbIM MJIAHOM
HNnasa koHTakTHas padora NPOBOJMTCS B PAMKAX YACOB Ay AMTOPHbIX 3aHATHI

BKJIIOYAS:
KontpoabHas padora
IIpome:kyTouHasI aTTeCTAIINS:

IK3aMeH 5 cemecTp - 0,5 yaca;
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1. HEJIN U 3AJIAYU OCBOEHUSA JUCHUITIJIMHBI
Leab ocBoeHNs TMCHUNIMHBI. (OPMUPOBAHKHE HAaBBIKOB OpraHU3aluu paboThl, cOOpa U aHaIn3a
MapKETHHTOBOM MH(OPMAIIUY C TIOMOIIBIO CHCTEM YIIPABJICHUS B3aUMOOTHOIICHHUSIMH C KIIMEHTAMH.

33[{3‘11/1 AUCHHUITIMHbI

- U3yYEHUE TEOPETHUUECKUX ACIIEKTOB YIPABICHUS B3aUMOOTHOILLIEHUAMH C KIIMEHTAMM;
- U3y4YE€HHUE MAPKETUHIAa B3AUMOOTHOLIEHUAMHU C KIIMEHTAMU;
- (hopMupoBaHE HABBIKOB MPUMEHEHHUS TEXHOJIOTUH B3aUMOOTHOIIIEHUH B PO ECCHOHATIBHON

chepe.

dopmupyembie y 00ydaronierocs KOMneTeHIHH 1 3alJIaHUPOBAaHHBIE Pe3yJIbTaThl 00yUeHHs 110
JTUCHHUIIIINHE, COOTHECEHHBIE C HHAMKATOPAMHU JOCTHKEHUSI KOMIIeTEeHIHI !

Koa m HauMeHOBaHUe
KOMIEeTeHIINH

Kox 1 HamMeHOBaHHe
HHINKATOPA T0CTHUKEHH S
KOMIIeTEHIIUH

3anaHupoBaHHbIE Pe3yJbTATHI 00y4eHH s

OIIK-2 Cnocoben
MIPOBOJIMTH UCCIICIOBAHKE U
aHAJIN3 PhIHKA
WH(HOPMAITMOHHBIX CUCTEM
1 MH(POPMAIMOHHO-
KOMMYHHKAITHOHHBIX
TEXHOJIOTHi, BHIOMPATh
panoHaIbHBIC PEIICHUS
JUTSL yIIpaBIICHHsI OU3HECOM

N]1-20mnk-2 BeiObupaer
COBPEMECHHEIC
UH(POPMAIIMOHHBIC
TEXHOJIOTHH U MTPOrPAMMHEIC
Cpe/CTBa, B TOM YHUCIIE
OTEUYECTBEHHOTO ITPOU3BOJICTBA
NpU PEUICHUH 33134
poQeCCHOHAIBHON
JeSITeIIbHOCTH

3HATh:
- — CYIIHOCTh BUbI, GYHKIUH,
TEXHOJIOTHH U MPOTPAMMHBIE CPEJICTBA
yIpaBiIeHUs B3aMMOOTHOIIICHUSIMU C
KJINEHTaMH;.

YMETb:
- — BBIOMpaTh COBPEMEHHBIE IIPOTPaMMHBIE
Cpe/CTBa yNpaBICHUS
B3aUMOOTHONICHUSIMU C KJIMEHTAMHU;.

OIIK-5 Cnocoben
OpraHU30BBIBAThH
B3aUMO/JICHCTBUE C
KJIMEHTAMH U TTapTHEPAMH B
npoliecce penieHus 3aaay
YIPaBJICHUS )KU3HEHHBIM
UKIIOM WH()OPMALIMOHHBIX
CUCTEM U MH(OPMALIMOHHO-
KOMMYHUKAI[MOHHBIX
TEXHOJIOTHUI

W I-1lonk-s Mcionb3yer
OCHOBBI CHCTEMHOT'0
aJIMUHUCTPUPOBAHMS,
aamuHuctpupoBanus CYB/],
COBPEMEHHBIE CTaHAAPTHI
MH(OPMALMOHHOTO
B3aMMOJEICTBUS CUCTEM

3HATh:
- — c1ocoObl YIIPaBIIEHUS JOSILHOCTHIO
KJINEHTOB;.

YMETB:
- — MCIIOJI30BaTh OCHOBBI CUCTEMHOI'O

aAMUHUCTPUPOBAHMS,
anmuHucTpupoBanus CYB/I,
COBPEMEHHBIE CTAHIAPThI
MH(POPMALIMOHHOTO B3aUMOAEHCTBUS
CHUCTEM JUIsl YIIPaBIICHUS
B3aUMOJICHCTBUEM KIIMEHTOB;.

OIIK-5 Cnocoben
OpraHU30BBIBATh
B3aUMOJCUCTBHUE C
KJIMEHTAMH U TTapTHEPAMH B
npoliecce penieHus 3aaay
YIPaBJICHUS )KH3HCHHBIM
[IUKIIOM WH()OPMALIMOHHBIX
CUCTEM U MH(OPMALIMOHHO-
KOMMYHUKAI[MOHHBIX
TEXHOJIOTHH

N T-3omnk-s IIpakTyecku
IPUMEHSET CUCTEMEI
TIOJIEPKKH IIPOEKTUPOBAHUS
IPOrpaMMHBIX U
MH(pOPMALMOHHEIX CPENCTB
IIPU KOJUIEKTUBHOU padoTe Haj
IIPOEKTOM

3HATh.

- — CII0COOBI B3aUMOJEUCTBHUS C
3aKa34YMKOM B IIPOLCCCE pCain3alnun
IMPOCKTA;.

YMETh:

- — IPUMEHSATH CUCTEMbI TIOJACPKKU
aBTOMAaTHU3allMM [IpoLiecca YIPABICHUS C
KIIMEHTaMH;.

OIIK-6 Cniocoben
BBIINOJIHATH OTHEILHBIE
3a/1aud B paMKax
KOJUIEKTUBHOW HAay4HO-
HCCJIeI0BATEIbCKOM,

W -20mnk-6 Opranusyer
B3aMMOJIENCTBHE C 3aKa3UMKOM
B [IPOLIECCE PeaH3allin
IPOEKTA, IPMHUMAET yIaCTHE
B KOMaH1000pa30BaHKH U

3HATH:
- — CIIOCOOBI YIPABJICHUS TIEPCOHAIOM IS
HAWJIY4IlIero oOCIyKUBaHUS KJIMEHTOB;.

YMETB:




Koa u HaumeHoBaHue Koa u HaumeHoBaHMe 3anﬂaﬂnp03aﬂﬂue PeE3yJabTaThI 06yqemm

KOMIIETCHINH HHAUKATOpa JOCTHKCHUSA
KOMIIETCHIIUHU
IPOCKTHOW U y4eOHO- Pa3BUTHU IEpCOHAA - — IPUHUMATh y9acTHE B KOMaHIHOM
npodeccuoHaIbHON 00pa30BaHUM U PA3BUTUU IEPCOHAIA JIIIS
JeATeIBHOCTH JIJIS TIOKCKA, HAWTy4IIero 00CTy)KUBaHHS KIUCHTOB. .

BBIPAOOTKHU U IPUMEHEHHUS
HOBBIX PELICHUH B 00JIaCTH
UH(POPMALIMOHHO-
KOMMYHHKaIIMOHHbBIX
TEXHOJIOTU

2. MECTO JJUCHUILIMHBI B CTPYKTYPE OBPA3OBATEJIbLHOM NPOT'PAMMBI BO

JucuunimHa OTHOCUTCA K OCHOBHOWM mpod)ecCHOHaIbHOM 00pa3oBaTeNbHOM MporpaMme
NudopmanmonHoe u mporpammHoe obecrniedueHue OusHec-mporieccoB (manee — OITOII), mampaBneHus
noaroroBku 38.03.05 busHec-uHdopMatuka, ypoBeHb 00pa3oBaHUs: BbICIIee OOpa3oBaHHE -
OaxanaBpuar.

baszupyertcs Ha ypoBHE cpeHET0 0011ero 00pa3oBaHMUsl.

PesynbTarel 00yueHus, MOTYYCHHBIE TIPU OCBOSHUH JTUCIUTUIHHBI, HEOOXOIUMBI IPU BBIMTOJTHCHUN
BBIMTYCKHOM KBaTU(UKALMOHHON PabOTHI.




3. CTPYKTYPA U COAEPKAHUE JUCHUIIJINHbI

3.1 CTpyKTypa THCHUNIHHBI
OO01as TpPyJI0eMKOCTh JUCHUTUTMHBI COCTaBIISIET 4 3a4eTHBIX euHUIIbI, 144 yaca.

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

Pasesb1/TeMbl 8| a
Ne JTUCIUTUTAHBL/ (D OPMBI § % § KonrakTHas pa6ora 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 cemectpe | ATTECTALMH
m P /KOHTPOJTB
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15
1 OCHOBHBIE TIOHATHS, 36 5 12 - 8 - - - - - 16 - Iloozomoeka K mexkyuiemy KOHmMpoJiio:
MPOLIECCHI, BUIBI, IToBTOpeHne MaTepuaa 1o pasaeiny
(GYHKIMK yHpaBIIeHHs "OCHOBHBIE IOHATHS, IPOIIECCHI, BUMBI,
B3aUMOOTHOILECHUSIMHU C (GYHKIMY yIpaBlIeHNs] B3aUMOOTHOLICHHUSIMH C
KIIMCHTAMU KJIMeHTamu"
1.1 Baenenue B 10 4 - 2 - - - - - 4 - Tloozomoexka K ayoumopHvim 3anamuam:
JMCIHILUINHY ITpopaboTka nexnnu
1.2 VYnpasieHue 12 4 - 2 - - - - - 6 - Ilodzomoexa K npaKmuuyecKkum 3aHAMUAM:
PO JKAMU W3yuenne Marepuana no paszaeny "OCHOBHbIE
1.3 HNudpopmannonnoe 14 4 - 4 - - - - - 6 - HOHATHS, TPOLECCHI, BUBI, QyHKLUK
obecrnieueHue mnpoiecca YHpaBJCeHUA B3aUMOOTHOIICHUAMU C
poax KJIMEHTaMH'" TTOJIrOTOBKA K BBITTOJIHEHHIO
3aJlaHUil Ha IPaKTHYECKUX 3aHATHIX
Camocmoamenvroe usyuenue
meopemuyuecko20 mamepuana: Mzyuenue
JIOTIOJTHUTEIHHOTO MaTepraa o pasaery
"OCHOBHBIE TIOHATHS, TTPOIECCHI, BUBI,
(GYHKIMK yHpaBlIeHNS! B3aHMOOTHOLIEHHUSIMH C
KJIneHTamu"
H3yuenue mamepuanog 1umepamypnbix
UCHIOUHUKOB:
[1], 1-260
[2], 1-108
[3], 1-336
[4], 1-376
2 MapkeTuHr 36 12 - 8 - - - - - 16 - ITodzomoeka Kk mexyuiemy KOHmMpoao:

OTHOLICHUH: CYIIIHOCTb,
MOJIXOJIBI, CIIETI(HIKA

IToBTOpEeHue MaTepuana no pasaeny
"MapKeTHHT OTHONICHUH: CYITHOCTh, TOJXOJIbI,

5




2.1 VYnpasneHue 14 4 4 - 6 - cneuuduka
JIOSTBHOCTHIO KIIMEHTOB Iloozomogka K ayOunmopHblm 3aHAMUAM:
2.2 OcobeHnnoctu 10 4 2 - 4 - [IpopaboTka JIeKIuu
yIpaBJICHUS Iloozomoeka K npAKMUYUECKUM 3AHAMUIM.
OTHOUIEHUSIMHU N3zy4yenne marepunaina mno pazgeny "MapKkeTHHr
CCITYXKAITIH — KITUSHT» OTHOIIEHHUH: CYIIHOCTb, TOJIXO/BI, criennguka”
2.3 CymrHocTh 12 4 2 - 6 - MOATOTOBKA K BBIIIOJTHCHUIO 3aJJaHUN Ha
BHYTPEHHETO MPAaKTUIECKHUX 3aHATHIX
MapKeTHHTa Camocmoamenbhoe uzyuenue
meopemuueckozo mamepuana: Vzyuenue
JIOTIOJTHUTEIFHOTO MaTepHana Mo pa3aeny
"MapKeTHHT OTHOIIEHUH: CyIIHOCTh, OJXO/BI,
cneuuduka
H3yuenue mamepuanos iumepamypHslx
UCHOYHUKOG:
[1], 1-260
[3], 1-336
3 Texuomorus 36 8 16 - 12 - IToozomoska Kk mekywemy KOHmMpoJiio:
B3aUMOOTHOIICHUH [ToBTOpeHne MaTepHuana 1mo pa3uaey
3.1 Knuentckas 6asa 14 4 6 - 4 - "TexHoIorus B3aMOOTHOIIICHHH "
JTAHHBIX IloozomoeKka K ayOumopHvim 3aHamusam.:
3.2 Crpykrypa 12 2 6 - 4 - ITpopaboTka neKIu
nH(pOpMaMOHHBIX Iloozomogka kK npaKmuuecKum 3aHAMUAM:
MIPOLIECCOB B paMKax Nzydenne Mmatepuana no pazaeny "TexHomorus
CRM. B3aMMOOTHOILICHUH" TTOJArOTOBKA K
3.3 [lepCcrieKTHBBI Pa3BUTHUS 10 2 4 - 4 - BBITIOJTHEHUIO 3a/IaHUH HAa MPAKTUYECKUX
yIpaBIeHUS 3aHATHAX
B3aMMOOTHOIIEHUSIMH C Camocmoamenbvhoe uzyuenue
KITHEHTaMM meopemuyueckozo mamepuana: VI3yienue
JIOTIONTHUTEIHHOTO MaTepralia o pasaery
"TexHoJIOrHs B3aUMOOTHOIIICHHH "
H3yuenue mamepuanos 1umepamypHslx
UCHOYHUKOG:
[2], 1-108
[4], 1-376
DK3amMeH 36.0 - - 0.5 - 335
Bcero 3a cemectp 144.0 32 32 0.5 44 335
Hroro 3a cemectp 144.0 32 32 0.5 715




IIpumeuanue: Jlex — nexnuu; Jlab — mabopatopusie padotsl; [Ip — npaktuueckue 3anatusi; KIIP — ayautopHbie KOHCYIBTAIIMN 110 KYPCOBBIM
npoektam/pabotam; UKKII — nnauButyanbHble KOHCYIBTALUH 110 KypCOBBIM IpoekTam/padotam; ['K- rpymnmnoBsie KOHCYIbTaIlMK 1O pa3ienaM
muctumuael; CP — camoctosarensHas padora cryaenta; MKP — nnas konraktHas padota; TK — Texymmii KoHTpoib; [TA — nmpomexyTouHas
aTTecranus



3.2 KpaTkoe coaep:kaHue pa3iejioB
1. OchosHble nonamus, npoyeccyl, 8udbl, PYHKYUU YIPAGNEHUS 83AUMOOMHOULEHUAMU C
KAUuenmamu

1.1. BBenenue B JUCUMILIUHY
Tepmunbl u onpeneneHus. OCHOBHBIE LM W 33Jayd JUCHMILIMHBL. Ponb OUCHMIUIMHBEL B
HOCTPOCHHUH Kapbephl YCHEIHOro crnenuaiicta. OCHOBHbIE TPOOJIEMBI, peIIaeMble TUCIUILTUHOM. .

1.2. Ynpasnenue npoaaxamu
Oranbl mporecca npojax. Pabora ¢ mnokymareneMm. IloBropnas mnpojaxa. BreisiBnenue
MOTPEeOHOCTH..

1.3. MudopmanmonHoe obecriedeHne mpoiecca mpoaax

DYHKIIUM CHCTEMBbl yIpaBieHHS B3auMooTHomeHusMU ¢ kiueHTamu (CRM). Buast CRM-
cucteM. Opranusaluy MpUMEHSIEMblE CUCTEMY YIPABICHHSI B3aUMOOTHOLLIEHUSMHU C KIMEHTAMHU.
Ocnosuble 3a1aunt CRM-cuctembl. DTanbl BHEPEHUS CUCTEMBI YIIPaBICHHs B3aUMOOTHOIICHUSIMU
¢ kieHTamu. Beiobop CRM-cucremsl.

2. MapKemuHe OMHOWECHU. CYUWHOCM®b, nOdXOObl, cneuudmxa

2.1. YnopasieHue JI0sSIbHOCTHIO KIIMEHTOB

Buner mporpamMm nosuibHOCTH. OCHOBHBIE HAmpaBlICHUS HCCIEAOBAHUN MOTPEOUTENbCKON
nosuitbHOCTU. [lomxoapl K  yIpaBiCHUIO TOTPEOUTEIBCKON JIOSIBHOCTBIO. METONbI OIEHKH
JOSTTBHOCTH KJIMCHTOB.

2.2. OcCOOEHHOCTH YITPABIICHUS OTHOIICHUSIMH «CITYXKAIIUH — KIHESHT

[TonsTe oTTOKa KIMEHTOB. Metonbl paboThl ¢ orTokoM KiaueHToB. Call-nentpsl u Contact-
1eHTpbl. OCOOCHHOCTH YIIPABIEHHSI OTHOMICHUSIMH «CITY)KAIIUN — KIUEHT». AJITOPUTM TIOCTPOCHHUS
CHCTEMBI pearupoBaHus Ha *ajoObl. JTanbl 3 (PEeKTUBHOTO MPOBEACHUS IEPETOBOPOB..

2.3. CymHocTh BHYTPEHHEr0 MapKeTHHTa

Mogenu yrpaBieHUY€CKUX OTHOLIEHHWH B OpraHM3aluu. AHAIU3 NPUOBUIBHOCTU MOKYIaTeNeil.
Cneunduka MapKeTHHIa OTHOIIEHMH B OTpacisix U cdepax AedaTeabHOCTH. OTalbl IMpoliecca
BHEJIPEHUSI MapKETUHIa OTHOILIECHUH. .

3. Texunonoz2us 63aumoomHOUEeHUL

3.1. Knuenrckas 0a3a JaHHBIX
CRM - Habop HpHUIIOXKEHWH, CBS3aHHBIX €IMHON OW3HEC-TOTMKOW W HMHTETPHUPOBAHHBIX B
KOPITOPATUBHYIO MH()OPMAITMOHHYIO Cpely KOMITAHUU Ha OCHOBE €MHOM 0a3bl JaHHBIX.

3.2. CtpykTypa uH(OpMaIMOHHBIX TIpoiieccoB B pamkax CRM.
CoOop, xpaneHnue, obpaboTka u 3KkcropT uH(popmanuu . McnomszoBanue CRM- cuctem:
OIlepaTUBHOE; aHATUTUYECKOE; KOJUTA0OpallnOHHOE.

3.3. [lepcieKTHBEI pa3BUTHUS YIIPABICHHS B3AUMOOTHOILIEHUSMH C KIIMEHTaMU

HanpHeiimee pa3BuTHe MapKeTHHTra B3auMooTHomeHuid. CRM-cucTeMbl Uisi 3JEKTpOHHOU
kommepi — eCRM. Cucremsl eCRM u nnTepHer-marasunbsl. Cuctembl €CRM u ¢uHaHCcOBBIE
nHTepHET-yciayru. eCRM-cucTeMsl 151 MHTEPHET-CTPAXOBaHUS.



3.3. TeMbl NIpaKTHYECKUX 3aHATHH
1. CymHocTb, BUIbI, PYHKINN yIIpaBICHHs B3AUMOOTHOLLIEHUSIMHU C KJIINEHTaMU;
2. Opranu3zanus yrnpaBieHUs TIEPCOHATIOM ISl HAWTYYIIEero 00CTyKUBaHUS KIIUEHTOB;
3. D dexTuBHOCTD yrpaBIeHUS B3aUMOOTHOILIEHUS C KIMEHTaMU;
4. MapKeTUHT OTHOILICHHUIA: CYITHOCTb, OJXO/bI, ClIeU(UKa;
5. TexHomorKsi B3aMMOOTHOIIEHUN C KITMEHTAMU;
6. [lepcriekTHBBI pa3BUTHUS YIIPABICHUS B3aUMOOTHOIICHUSIMU C KJIUEHTaMU;
7. YnpasieHue J0s7IbHOCTbIO KIIMEHTOB.

3.4. Tembl 1a060paTOPHBIX padoT
HE TPEyCMOTPEHO
3.5 KoncyabTanum

Texywui koumpoas (TK)

1. KoxcynpTanuu HamnpaBieHbl Ha NOJY4YEHUE MHIMBUAYAJIBHOTO 3aJaHMsl Ul BBIIOJIHEHUS
KOHTPOJIbHBIX MEPONPUATUH 10 pa3zeny "OCHOBHBIE OHSTHS, IPOLECCHI, BUIbI, (P YHKIIUU
yIIpaBJIeHUs B3aMMOOTHOIIEHUSIMU C KJIMeHTaMu"

2. KoHcynpranuu HampaBieHbl HA MOJyYSeHHE WHAWBUIYAIBHOTO 3a/aHUs ISl BHIIOJTHEHHUS
KOHTPOJIbHBIX MEPONPUATUI MO paszzeny "MapKeTUHI OTHOIIEHHUH: CYIIHOCTb, IOJXO/bI,
cnernuduka"

3. Koncynpranuu HampapieHbl Ha MOJIy4€HHE WHIMBHYaIbHOIO 3aJaHUs JJISl BBIITOJIHEHHS
KOHTPOJIBHBIX MEPOIPUATUH 10 pazaeny ""TexHoaorus B3auMOOTHOIIEHUN"

3.6 TeMmaTnka KypcoBbIX IPOEKTOB/KYPCOBBIX padoT
KypcoBoii mpoekT/ pabota He MpeayCMOTPEHBI



3.7. CooTBeTCTBHE Pa3/1eJIOB IHCHHMILIMHBI U OpMHUPYEMBbIX B HUX KOMIIeTEHIIU

Howmep paznena
JTUCIUIUTUHBEI (B

OueHo4HOE CPeCTBO
(TUII 1 HAUMEHOBAHUE)

3anjgaHupOBaHHbIE PE3yJIbTaThl 00Y4YEHUS 110 AUCLUILINHE Kozpl
COOTBETCTBUHU C
(B cOOTBETCTBUHU C pazjesioM 1) WHJIUKAaTOPOB 1.3.1)
1| 2] 3
3HaTh:
— CYIIHOCTh BUJIbI, PYHKITUH, TEXHOJIOTUH U IPOTrPAMMHbBIC Kontponbnas padota/KM -1. OcHOBHBIE
CpEICTBA YIPaBJICHUS B3aMMOOTHOLIEHUSIMH C KIIMEHTaMH; VJT-20mc.2 + TIOHSTHSI, TPOIIECCHI, BUABI, (DYHKITHH
YIPaBIEHUS B3aUMOOTHOILEHUSIMH C
KJIMEHTaMH
— c1ocoObl yIpaBlieHUs JOSIIbHOCTHIO KIIMEHTOB; W/-lomcs + KonTtponbHas padora/KM -2. MapkeTunr
’ OTHOIIEHUH: CYIITHOCTb, OJIXO/Ibl, ceu(puKa
— c1ocoObl B3aUMOJICHCTBUS C 3aKa3UMKOM B IIpOIECcce V/T-30mmcs + KonTtposnbhas padora/KM -2. MapkeTunr
peajin3almy NpoeKTa; ] OTHOIIEHUH: CYIITHOCTb, OJIXO/Ibl, ceru(puKa
— CIIOCOOBI YIIpaBJICHUs IEPCOHATIOM JJISI HAWJTYYIIIETO KonTpomnbnas padora/KM -3. Opranu3zanus
00CITy’)KUBaHUSI KIINEHTOB; N-2orix-6 + | yIpaBJIEHUs IEPCOHAJIOM JJIs1 HAWIIy4LIEro
00CITy’)KUBaHUsI KIIMEHTOB
YMersn:
— BBIOMpPATh COBPEMEHHBIE IPOTPAMMHBIE CPECTBA YIIPABIECHUS KonTponsnas padora/KM -1. OcHoBHBIE
B3aMMOOTHOLIEHUSMH C KIIMEHTaMH; WT-2011k2 + HOHSATHS, IPOLIECCHI, BUABI, (PYHKIIUH
yIpaBJIeHUS B3aUMOOTHOIIIEHUSIMHU C
KJIMEHTaMH
— UCIIOJIb30BaTh OCHOBBI CUCTEMHOI'0 aJIMUHUCTPUPOBAHUS, KonTponsnas padora/KM -1. OcHoBHBIE
anmuHucTpupoBanus CYB/l, coBpeMeHHbIE CTaHIapThI VLo + HOHSATHSL, IPOLIECCHI, BUABI, QYHKIMH
MH(OPMALIMOHHOTO B3aUMOJEHCTBHSI CUCTEM JJIsl YIIPaBJICHUS ) yIpaBJIeHUS B3aUMOOTHOIIIEHUSIMHU C
B3aMMOJICIICTBUEM KIIMEHTOB; KJINEHTaMH
— IIPUMEHATH CUCTEMBI IOJIEPKKU aBTOMATU3ALUU ITpoLecca VT-30mics + KonTponbnas pabora/KM -4. Texnonorus
YIIPABJIEHUS C KIINEHTaMU; B3aMMOOTHOUIEHMSI C KIIMEHTAMU
— MPUHUMATh y4acThe B KOMaHAHOM 0Opa30BaHUM U Pa3BUTUU V201115 + KonTponbnas padora/KM -2. MapkeTunr
nepcoHaa /Ui HAaMTy4IlIero o0cay>KuBaHusI KIIMEHTOB. ] OTHOIIEHUH: CYIIHOCTb, NOJXO0/Ibl, cienuduka
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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
S cemecTp

®Dopma peanuzaruu: [IpoBepka 3aganus
1. KM -1. OcHOBHBIE TIOHATHUS, TIPOIECCHI, BUBI, (YHKIIMH YIIPABICHHUS B3aHMOOTHOIIICHUSIMU
¢ ximuentamu (KoHTposnbHas pabota)
2. KM -2. MapKeTHHT OTHOIIICHUH: CYITHOCTh, TOaXobl, cienuduka (KonTponsHas padora)
3. KM -3. Opranuzarus yrnpaBiIeHUs IEPCOHATIOM ISl HAWTYYIIIeTo 00CTy)KMBaHUS KIIMEHTOB
(KonTponbHnas padbora)
4. KM -4. TexHonorusi B3auMOOTHOIIIeHHs ¢ KireHTamu (KoHTpoipHas padoTa)

bamibHO-pedTUHIOBasA CTPYKTYpa AUCLUILINHBI SABIISETCS NPUIOKEHUEM A.

4.2 IlpoMe:xyTOUYHasl aTTECTALUSA 110 AUCHHUILJIMHE

Oxzamen (Cemecmp Ne3)
Onenka ompexensercs B cooTBeTCTBUM ¢ [lonokeHuem o OaIbHO-PEHTHMHIOBOM cHUCTeME AJIs
crynentoB HUY «MOW» Ha ocHOBaHUHM CEMECTPOBOM U aTTECTALMOHHOMN COCTABIISIOIINX.

B nunmnoM BeICTaBIsETCS OICHKA 34 5 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. Kum, C. A. MapkeTuHr : yueOHHK AJIs1 By30B 10 TPYMIIE CHEHAIbHOCTEN "DKOHOMUKA 1
ynpasinenue" / C. A. Kum. — M. : JlamkoB u K°, 2010. — 260 c. — ISBN 978-5-394-00727-9.;

2. Kanues, M. C. IIpumenenne CRM cuctem B 1eTEIbHOCTH UHHOBAIIMOHHOTO MPEANIPUATHS
maructepckas nuccepranus / M. C. Kanues, Mock. suepr. un-t (MOU TVY), Kadenpa skoHoMuku
NPOMBIIIJICHHOCTH U opranu3anuu npeanpustuii ( KO ) . — 2008 . — 108 c. - ®ona: HU3 .
http://elib.mpei.ru/action.php?kt_path_info=ktcore.SecViewPlugin.actions.document&fDocumentl
d=161;

3. Bapnoy, 1. XKano6a - 3To nogapok. Kak coxpaHUTb J0SIBHOCTb KJIMEHTOB B CI0XKHBIX
cutyanusx : nep. ¢ auri. / JI. bapnoy, K. Mémnep. — M. : Anbnuna [Tabmumep, 2015. — 336 ¢. —
(bubnuorexa Coepbanka ; T.3). — ISBN 978-5-9614-5321-8.;

4. I1. A. Yepkamun- "Crtparterus yrnpanieHHUs B3auMOOTHoIeHUsAMH ¢ kiineHTamMu (CRM): roToBbl
v Bl k BoiiHe 3a kimenTta?", U3narensctBo: "UHTEepHET-YHUBEpcUTeT MH(DOPMAIIMOHHBIX
Texnonoruit (MHTYUT)|bunowm. Jlaboparopust 3Hanuit", Mocksa, 2007 - (376 c.)
https://biblioclub.ru/index.php?page=book&id=232997.

5.2 JIunieH3M0HHOE ¥ CBOOOHO pacnpocTpaHsaieMoe MPOrpaMMHOe odecrneyeHHe:
1. CHO "IIpomereit";

2. Office / Poccuiickuii makeT 0(UCHBIX IPOrpamm;

3. Windows / OniepanrionHasi cucrema cemeiictsa Linux;

4. Buneoxondepenuuu (Maitnn, Coepaxas, BK u np).
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5.3 UaTepHeT-pecypcsl, BKJAIOYas NpodeccHOHAIbHBIE 0a3bI JaHHBIX 1 HH(POPMAIIHOHHO-
CIIPaBOYHbIE CHCTEMBI:

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

2. 3BC "YHuBepcuTeTcKasi 0M0JMOTEKAa OHJIAlH" -
http://biblioclub.ru/index.php?page=main_ub_red

3. Hayunas 3;1ekTpoHHas 0udamoreka - https://elibrary.ru/

4. baza nanabix BUHUTMH online - http://www.viniti.ru/

5. ba3za naHHbBIX :)KypHaJioB u3aareabcrBa Elsevier - https://www.sciencedirect.com/

6. DiekTpoHHBIE pecypchl U3AaTeabcTBa Springer - https://link.springer.com/

7. ba3za nannbix Web of Science - http://webofscience.com/

8. ba3za mannbix Scopus - http://www.scopus.com

9. HanmoHanbHas 3JIeKTPOHHAs OndanoTeka - https://rusneb.ru/

10. 9BC "KoncyasTaHnt ctygenta' - http://www.studentlibrary.ru/

11. DnexkrponHas oudmoreka MIOU (b MOMH) - http://elib.mpei.ru/login.php

12. MopTaa oTKpBITHIX TaHHBIX Poccuiickoii ®enepanun - https://data.gov.ru

13. ba3a oTKpbITHIX JaHHBIX MHUHUCTEPCTBA TPYAa U COUUANbHOM 3aUThI PD -
https://rosmintrud.ru/opendata

14. ba3a oTKPBITHIX JaHHBIX NPO(eCcCHOHAIBHBIX CTAHAApTOB MUHNCTEPCTBA TPYAA U
conuaabHoi 3anmThl P® - http://profstandart.rosmintrud.ru/obshchiy-informatsionnyy-
blok/natsionalnyy-reestr-professionalnykh-standartov/

15. ba3a oTKpBITHIX JaHHBIX MHHHCTEPCTBA IKOHOMUYECKOro pa3putust P@ -
http://www.economy.gov.ru

16. Ba3a oTKpbITHIX 1aHHBIX PocuamonuTopunra - http://www.fedsfm.ru/opendata

17. dnexTpoHHas oTKpbITas 6a3a naHHbIX '"Polpred.com O630p CMHU" -
https://www.polpred.com

18. Uudopmanunonno-cnpapounas cucrema «Kogexc/Texakenepr» - Hitp:\\proinfosoft.ru;
http://docs.cntd.ru/

19. HaumoHabHBII NOPTAJ OHJIAIH 00y4ueHns1 «OTKpBITOE 0Gpa3oBaHue» - https://openedu.ru
20. O¢unmnanbublii caiiT @e1epajibHOI0 areHTCTBA MO0 TEXHUYECKOMY PeryJIupoBaHUIO U
MmeTposoruu - http://protect.gost.ru/

21. OTKpbITasi yHUBEpPcUTeTcKasi uHpopmanuonHas cucrema «POCCHSD -
https://uisrussia.msu.ru

22. O¢unuanbHelii caiiT MUHHCTEPCTBA HAYKHU U Bhiciiero odopasoBanus Poccuiickoi
®enepanuu - https://minobrnauki.gov.ru

23. OpununanbHblii caiiT @erepaabHOI CJIyKObI 10 HAI30pY B cepe 00pa30BaHUs M HAYKH -
https://obrnadzor

24. ®enepanabHblii moptasu "Poccuiickoe o6pazoBanue’ - http://www.edu.ru

6. MATEPUAJIBHO-TEXHUYECKOE OBECHHEYEHHUE JUCHUITJIMHBI

Tun nomeneHust Homep aynuropumn, Ocnamenne
HaAauUMEHOBaHUE
Y4eOHble ayAUTOPHUH IS M-511, YueOHas rnapra, CTOJ IIPEnoaaBarens, CTyl,
MPOBEICHUS ayIuTOpHUs MYJIbTUMEAUNHBINA TPOEKTOP, IKPaH,
JICKIIMOHHBIX 3aHATUHU U JIOCKa MapKepHasi, KOMIIbIOTED
TEKYIIETO KOHTPOJIS MePCOHAIbHBIN
M-510, YueOnas CTYJI, CTOJI TUCbMEHHBIN,
naboparopust MYJIbTUMEANIHBIA POEKTOP, IKPaH,
uH(OPMAIIMOHHO- JIOCKa MapKepHasi, KOMIIbIOTED
AHAJUTUYECKNAN MIEPCOHAIIbHBIN, KOHIUIMOHED
TEXHOJIOTHH -
KOMITBIOTEPHBIN KJ1acc
K-601, Yuebnas rapTa co CKaMbe, CTOJ MPENOJaBaTels,
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ayIuTOpus

CTyJ, TpuOyHa, JOCKa MeJoBasl,
MYJIbTUMEAUNHBIN IPOEKTOP, IKPaAH

A-300, YuebOnas
aynurtopus "A"

Kpeciio padoyee, mapTa, CTeJUIax, CTOJ
MperoiaBaTensi, CToJ y4eOHbIH, CTYI,
TpuOyHa, MUKPO(DOH, MyJIbTUMETHHHBIN
MIPOEKTOP, FIKPaH, JOCKa MapKepHasi,
KOJIOHKH, TEXHUYECKasl armaparypa,
KOHJIUITOHED, TEJIEBU30D

Y4eOHbIC ayAUTOPUH IS
MIPOBEACHUS
MPAaKTUYECKUX 3aHATHUH,
KP u KII

M-511, Yuebnas
ayIUTOpUs

napTa, CTOJ IPEnoIaBaTels, CTyl,
MYJIbTUMEAUMHBINA IIPOEKTOP, IKPaH,
JI0OCKa MapKepHasi, KOMIIBIOTED
MIEPCOHAIIbHBIN

M-510, Yuebnas
naboparopus
nH(pOpMaIIMOHHO-
AHATUTHYECKUI
TEXHOJIOTHH -
KOMITBIOTEPHBIN KJ1accC

CTYJI, CTOJI IUCbMEHHBIH,
MYJIbTUMEAUMHBINA IIPOEKTOP, IKPaH,
JI0OCKa MapKepHasi, KOMIIBIOTED
IIEPCOHAIIbHBIN, KOHAULMOHED

YuebHble ayIUTOPUH IS
IIPOBEACHUSA
IIPOMEKYTOUHOU
aTTecTauuu

M-511, YueOHas
ayTUTOpUS

napra, CTOJ IPEnoIaBaTes, CTyl,
MYJIbTUMEANMHBIN IIPOEKTOP, IKPaH,
JI0OCKa MapKepHasi, KOMIIbIOTED
MIEPCOHAJIbHBIN

M-510, YueOHas
naboparopust
nH(pOpMaIMOHHO-
AHATUTHYECKU
TEXHOJIOTH -
KOMITBIOTEPHBIN KJ1accC

CTYJI, CTOJI IUCbMEHHBIH,
MYJIbTUMEAUMHBIN IPOEKTOP, IKPaH,
JI0OCKa MapKepHasi, KOMIIBIOTED
IIEPCOHAIIbHBIN, KOHAUIMOHED

K-120, MamuHHBIN 3271

cepBep, KOHIULIMOHEP

MBI
[Tomemenus st HTB-303, JlekunonHas CTOJI KOMITBIOTEPHBIN, CTYJI, CTOJ
CaMOCTOATENbHON ayIUTOpUs MMCbMEHHBIN, BEIIANKa 1JI OJECXKIbI,
paboThI KOMITHIOTEpHAs CETh C BBIXOJOM B

HHTepHeT, KOMIBIOTEP IEPCOHANIBHBIN,
IPUHTEP, KOHIUIMOHED

ITomentenus mis
KOHCYJIbTUPOBAHUS

A-300, YueOnas
aynutopus "A"

Kpecio paboyee, mapTa, CTeJIax, CTOJ
IpenojaBaTesns, CToN y4eOHBbIH, CTYII,
TpuOyHa, MUKPO(OH, MyTbTUMETUHHBIHI
MIPOEKTOP, IKPaH, T0CKa MapKepHas,
KOJIOHKH, TEXHUYECKas ammaparypa,
KOH/IMITHOHED, TEIIEBU30P

ITomemenus s
XpaHeHus: 000pyI0BaHUS
1 y4eOHOT0 MHBEHTap

K-202/2, Cxknan xademnpbl
BUT

CTeJUIaX I XpaHCHUS] HHBEHTapS,
CTOJI, CTYJI, Kad sl JTOKYMEHTOB,
mKad JUisi XpaHSeHHUsI MHBEHTaps, TyMOa,
3aImacHbIe KOMITICKTYIOIIHE JIS
00opynoBaHus
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IIpunoxenne A

BAJJIBHO-PEUTUHITOBAS CTPYKTYPA JIUCHOUILJIAHBI

Cucremsl YIIPaBJICHUA BSaHMOHGﬁCTBHGM C KIIMCHTaMH

(Ha3BaHME AUCIMILIMHBI)

5 cemecTp

HepequL KOHTPOJIBHBIX MePOHpHﬂTHﬁ TEKYIIET0 KOHTPOJIA yCII€BAEMOCTH MO JUCHUIIJIMHE:

KM-1

KM-2
KM-3

KM-4

KM -1. OcHOBHBIE MOHATHUS, TPOIECCHI, BUIbI, QYHKIIUU YIIPABICHHS B3AUMOOTHOILIEHUSIMU C
kiauentamu (KontpomibHas pabora)

KM -2. MapKeTHHT OTHOIICHH: CYIITHOCTb, MOX0/1bI, crienuduka (KontponbHas padora)
KM -3. Opranusanus yrnpasieHUs IEPCOHATIOM Il HAMITYYIIEro 00CTyKUBAHHSI KIIUSHTOB
(KonTponwsHas pabora)

KM -4. Texnonorust B3aumooTtHoteHus ¢ kauentamu (Kontponsnas pabora)

Bujx npome:xyTo4HOI aTTecTanmu — JK3aMeH.

Nunexc KM- | KM- | KM- | KM-
Homep Pa3en muciumminibl KM: 1 2 3 A
paszena Henens 4 8 12 15
KM:
1 OcCHOBHBIE TOHATHS, TIPOIECCHI, BUBI, () YHKIIUH
yIpaBIeHHUS B3aMMOOTHOIIICHUSIMU C KIIHEHTaMHU
1.1 BBenenue B tucUIUIMHY +
1.2 VYmpasnenue npogaxxaMu +
1.3 HNupopmannonHoe odecrieueHre mporecca npoiax +
2 MapkeTHHT OTHOIIIEHUM: CYIIIHOCTh, TOAXO/IbI, Crierudrka
2.1 VYrpasnenue J0sIIbHOCTBIO KITMEHTOB +
29 Oco0eHHOCTH yNpaBJICHHs OTHOIIEHUSMH «CITYXKaIlui — +
) KJIUCHT)
2.3 CyIIHOCTh BHYTPEHHETO MapKETHUHTA +
3 TexHonorusa B3auMOOTHOIIICHUN
3.1 Knunenrckas 6a3a JaHHBIX +
3.2 CrtpykTypa nHpOpPMAIMOHHBIX TIporieccoB B pamkax CRM. +
33 [TepcniekTUBBI pa3BUTHS YIIPABICHUS B3aUMOOTHOIIICHUSIMHU +

C KIIMCHTaMH

Bec KM, %: | 25 25 25 25
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