ABTOHOMHA 1 HEKOMMEPUYECKA 1 OBPASOBATEJIBHA $1
OPI'AHU3ALIMS BBICIIEI'O OBPABOBAHUA
HEHTPOCOIO3A POCCUMCKOU ®EJEPALINNA
«POCCUMCKUU YHUBEPCUTET KOOITEPALTU»
KA3BAHCKHWI KOOIIEPATUBHBIN NHCTUTYT (®PHUJIHAJT)

PABOYAS [TPOTPAMMA JUCHUIUJIMHBI (MO VY JIA)

CTPATEI's YIIPABJIEHUA B3AUMOOTHOIIEHUAMMU C
KJIMUEHTAMMHA (CRM-CUCTEMBI)

Hanpasnenue noarorosku: 38.03.05 buznec-unpopmarrka

HamnpaBneHHOCTH (TpOoQuIib): « DIEKTPOHHBIN OU3HECH
®opma o0ydeHUs: OYHAas1, 3a04Hast
KBanudukanus (crenenp) BbITYCKHUKA: OaKalaBp

Cpox oOyuenwusi: ounas popma - 4 roaa, 3ao4nast popma — 4 roza 6 mec.

TpynoemKkocTs, 4ac.

. (3.e.)
Bun yaeOHo# paboTh Ovnan 3a0ian
dbopma dbopma
1.KonTtaktHas pabora oOydaromuxcs ¢ npenojgasarenem: | 104(2,89) | 22(0,61)
AyIHUTOpPHBIC 3aHATHSI, YaCOB BCETO, B TOM YHCIIC: 102(2,83) | 20(0,56)
* JICKITUN 34(0,94) 6(0,17)
* IPAKTUYECKUE 3aHATHS 68(1,89) | 14(0,39)
[TpoMexxyrouHas aTTectanus (KOHTaKTHas paboTa) 2(0,06) 2(0,06)
2. CamocrosiTenbHas paboTa CTYJCHTOB, BCETO 69(1,92) |187(5,19)
* 11p. (GOPMBI CAMOCTOSTEILHOU PabOTHI 69(1,92) |187(5,19)
3. IIpoMexxyTodHas aTTeCTANNS: SK3aMCH 43(1,19) 7(0,19)
Hroro 216(6) 216(6)

Kazans 2019




[IMapuuna H.M. Ctparerust ynpaBieH!s] B3aUMOOTHOLIEHUSMU € KIIMEHTAMH
(CRM-cuctemsl): Pabouas nporpamma aucHUIUIMHBI (Moaynst). — Ka3zawb:
Kazanckuii koomepaTuBHbIH WHCTUTYT ((puinan) Poccuiickoro yHuBepcurTera
koornepanuu, 2019. — 55 c.

Pabouas mporpamma mno aucumiuiiHe (Moayito) «CTpaTerus ynpaBieHHS
B3auMooTHOIIeHusIMU ¢ kiueHTaMu (CRM-cuctemsl)» 10  HalpaBIEHUIO
nonrotoBku 38.03.05 busnec-undopmaTHka, HaMpaBICHHOCTh «IJIEKTPOHHBIN
ouzHec» coctasnena lllapuunoit H.M., k.3.H., 10o1IeHTOM Kadeapbsl SKOHOMHUKHU U
nHHOBaTHKM KazaHckoro koomepatuBHOro WHCTUTYTa (dunuana) Poccuiickoro
YHHBEPCUTETa KOOMEpallid B COOTBETCTBUM C TpeOoBanusimu denepanbHOro
TOCY/IapCTBEHHOTO 00pa30BaTENbHOIO CTaHAApTa BBICIIErO 00pa3oBaHUS IO
HaIpaBJICHUIO MOATOTOBKU «bu3Hec-uHbopMaTHKa», YTBEPKIACHHOTO MPHUKA30M
MunucrepctBa oOpazoBanus U Hayku Poccuiickoii ®@enepanuu ot «11» aBrycra
2016 1. Ne 1002, u y4eOHBIMU TUTAHAMH 110 HampalieHUt0 moarotoBku 38.03.05
buznec-undopmarrka, HanmpaBIeHHOCTh (MPOdUIL) «INEKTPOHHBIN OU3HEC» (o
Hayvaja nmoarorosku -2019).

PabGouasi nporpamma:

o0cyxk/IeHa M PEeKOMEHI0BAaHA K YTBEPXKICHUIO pEIIeHHEM Kadeapsl
PKOHOMHKM W WHHOBAaTHKUA KazaHCKOro KoomnepatuBHOTO MHCTUTYTa ((duinana)
Pocculickoro yanBepcutera koonepauuu «23» mapta 2019 r., mporokos Ne 12.

onodpena HayuyHo-MetonndeckuM coBeToM Kas3aHCKOro KOONEpaTUBHOTO

uHcturyta (pumnana) ot 03.04.2019, npotoxos Ne 5.

YTBEPKAEHA YUEHbIM COBETOM POCCHICKOrOo YHUBEPCUTETA KOOIIEPALIUU OT

18.04.2019, npoTtokomn Ne 4.

© AHOO BO IIC Pd

«Poccurickun YHUBEPCUTET
KOOIIEpalnum» Kazanckui
KOOIIEpATUBHBIN WHCTUTYT

(¢punman), 2019
© Illapaunra H.M., 2019
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1. Hean u 3a1a44 0CBOCHUS TUCUUILIIMHBI (MOTYJIA)

Llenpro mpenofaBaHus UCUUILIMHBI SIBISIETCS (POPMUPOBAHUE 3HAHUM,
MO3BOJISIONIMX CO3/1aTh IIEJIOCTHOE MPEACTaBICHUE O KOHLEMIMHU YIPaBICHUS
B3auMooTHOIIeHUs MU ¢ kiaueHTamu (CRM), NOHSTH OCHOBHBIE NPUHIIMIIBI U
CYILITHOCTh KJIMEHTO-OPUEHTUPOBAHHOTO MOJX0/a, U3YYUTh MPOIECC pa3pabOTKU U
BHenpeHus:  koHneniuu CRM  Ha  mnpeanpusiTuM, TOPUBUTH  HABBIKU
CaMOCTOSITENILHOM paboOThl C MPOrPAaMMHBIMU MPOIYKTAMH COOTBETCTBYIOIIETO
kiacca (CRM-cucremamn).

3amau OCBOCHUS JUCITUTUINHBI:

- (popmynupoBaTs TpeGoBaHMsS K WH(DOPMALMOHHOW CHUCTEME, OMpPENESITh
Ha0Op ee AIEeMEHTOB 1 MOJCIINPOBATh UX CBSI3U;

- UCIOJB30BaTh COBPEMEHHBIH MPOTPaMMHO-ANNApaTHBIM  KOMIUIEKC
MHPOPMAILIMOHHBIX CUCTEM JUIsl oOecredeHHs] HEeOOXOOUMBIX KOMMYHUKaLUH
(mpuema-riepeadu U MOMcka uH(opmaiun);

- CaMOCTOSITENIbHO (POPMHUPOBATH MPOTrHO3HO-aHATUTUYECKYIO HH(DOpPMALIHIO
JUIs.  TIPOEKTHUPOBAaHUS U  BbIOOpa  aNbTEpHATUB  pEIICHUH, KOMOWHUPYSA
YHHMBEpCaJbHbIE CPEACTBA U METOAbl OIPAaHWYEHHBIX T'€HEPATOPOB MOJICPKKU
pernieHuit (3JeKTPOHHBIE 0a3bl TaHHBIX);

- 3HaTh, KaK HCIOJIb30BaTh CHELHMAIU3UPOBAHHBIE ABTOMATHU3UPOBAHHBIC
CUCTEMBI yIPaBJIEHHUS IPEANPUATHEM (CRM) TUISL yIIpaBJIEHUSA
B3aMMOOTHOIICHUSMHU C KITUCHTAMH.

2. Mecto qucuMIJIMHBLI (MOAYJIs) B CTPYKType 00pa3oBaTeIbHOM
NMPOrpamMmbl

JlucruIuimHa OTHOCUTCS K JAMCIUIUIMHAM TIO BBIOOPY BapHaTHUBHON 4YacTH
mucruiuinH 610ka bl «lucuummuaer (MOTyIm )»

st u3ydenus y4eOHOW AMCIMIUIMHBI HEOOXOJMMBI CIEIYIONIUE 3HAHUS,
YyMEHUSI W  BJIQJCHHUS  HaBBIKAMHU, (POPMUPYEMBIC  MPEANICCTBYIOIIUMU
TUCITUTUTMHAMMU:

OcnoBsl 0u3Heca (ITK-14).

3. Ilepeyenb IUIAHMPYEMBIX Pe3yJbTATOB O00y4YeHHUsI MO JUCHMILUIUHE
(MoayJ110)

N3ydenne NUCHMIUIMHBI HANpaBIeHO Ha (GOPMUPOBAHHE Yy OOYYAIOUTUXCS
CJIEIYIOIIUX KOMIICTCHIIHUM:

[IK-8 — opranumzanusi B3auMOJEHCTBUS C KJIMEHTAMU W TApTHEpaMHU B
Tpoliecce perieHus 3a/1au ynpaBJIeHUs )KU3HEHHBIM 1TukIIoM U T-undpactpykTypsl
MPEIPUSTHS,



[1K-9 - opranuzanmsi B3aMMOJEWCTBHUS C KJIMEHTaMH U MapTHEpaMU B
IpoLEecCe pElIeHUs 3ajad ynpasieHUs HHpopmanuoHHOW Oe3omacHocThro UT-
UHQPACTPYKTYpPhI IPEATIPUATHS.

B PE3YIBTATC U3YUCHUA NUCHHUIIIINHBI 06yanOMHfICH JOJIDKCH:

Dopmupyemble
HanmenoBanue
KOMIIETCHIIUU [Inmanupyemsie pe3ynbTaTbl 00y4eHHs IO AUCHUILIHHE (MOIYJIIO),
(xon XapaKTepHU3YIOIIUe 3Tabl (POPMUPOBAHUS KOMITETEHITHA OLCHOTHOTO
KOMITCTCHITAHN) cpeactsa
3HaTh!
- TEOPETUYECKUE ACHIEKTHI KIMEHTOOPUEHTHPOBAHHOTO MOX0/1a,
- mporiecc pa3pabotku crpareruu CRM; Pedepar
- IpOIIecC CO3JaHus IEHHOCTH,; Hoknan
- IpoliecC MHOTOKaHAIBHOW UHTETPallly,
- TIPOTIECC OICHKH 3(PPEKTUBHOCTH.
YMeTsb:
- yIpaBisTh HHPOPMALIUEH;
- OMPEACIATE KPUTCPHUU Ka4€CTBaA I/IH(bOpMaHI/IOHHI)IX CHUCTEM,
I1K-8 - paspabarbiBaTh IUIaH MO PA3BHTHIO KIMEHTOOPHWEHTHPOBAHHBIX | TBopueckoe
I1K-9 TEXHOJIOTHIA; 3a7aHue
- pa3pabaThiBaTh MPOLEAYPHl MONICPXKKH padoTocrnocoOHocTH |  Kommokeuym
“H(GOPMAITMOHHBIX CHUCTEM, MIPUMEHSTh COBpEMEHHBIE
TEXHOJIOTHYECKHE METOAWKH OpTaHu3alui  (yHKIHOHUPOBAHUS
WH(POPMALMOHHBIX CHCTEM.
Bnanets.
- WH(POPMAITHOHHBIMA TEXHOJIOTHSIMH ynpasnenust | KonTponbHas
B3aMIMOOTHOIIICHUSIMU C KITHEHTAMU; pabota
- AHCTPYMEHTAJIBHBIMU U NIPOTPAMMHBIMU CPEICTBAMU OpraHU3aLUU Huckyccus

(hYHKIIMOHUPOBAHUS HH(POPMAIIMOHHBIX CUCTEM.

4. O0beM IMCHUIIMHBI (MOAYJIS) U BUABI y4eOHOH padoThI

ouHasn gpopma odyuenusn

Yacos
Bun yueOHOI nesiTenbHOCTH ITo cemecTpam

Bcero 5
1. KonrakTHas pabota 00ydJaronuxcs ¢ npernoiaBaTeacm: 104 104
AynuTOpHBIE 3aHATHUS BCETO, B TOM YHCIIE: 102 102
Jlexmun 34 34
[TpakTrueckne 3aHATHSL 68 68
ITpomesxxyTouHas arTecTanys (KOHTaKTHas paboTa) 2 2
2. CaMocCTOsTeNIbHAS pad0Ta CTYICHTa BCETr0, B TOM YHCJIE: 69 69
Jlpyrue BUjbl caMOCTOSATENFHON paboThI 69 69
Bun npomMexyTOYHOM aTTecTaly — 9K3aMeH 43 43
HUTOI'O: 4acoB 216 216
OO6mmas Tpy10eMKOCTh 3a4.e/I. 6 6

3a0unasn hopma odyuenus

Yacos
Bun yueOHOI nesitenbHOCTH ITo kypcam
ny A Bcero Zp
1. KonrakTHas paboTta 00y4aromuxcs ¢ MpernojaBaTeieM: 22 22
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Yacos
Bun yae6HO# nearensHOCTH Beero ITo szcaM
AyIUTOpHBIE 3aHSTHSI BCETO, B TOM YHCIIE! 20 20
Jlexuuu 6 6
[TpakTHueckre 3aHATU 14 14
IMpomesxxyTouHast aTTectanus (KOHTaKTHas paboTa) 2 2
CamocrosTenbHasi paboTa CTyJIeHTa BCEro, B TOM YHCIIE: 187 187
Jpyrue BUapI caMOCTOATENEHON paboThI 187 187
Bu npoMexxyTOYHOM aTTecTaluyl — 9K3aMeH 7 7
UTOI'O: 4acoB 216 216
OO0111as TpyI0eMKOCTh 3ad. e]I. 6 6

5. Coaep:xanue TUCHUIINHBI (MOIYJIs1)
5.1. Conep:xkanue pa3iesioB, TeM IMCHUIIAHBI (MOLYJIs)

Tema 1. TeopeTruueckne acneKTbl KJIMEHTOOPHEHTHUPOBAHHOIO MOAX01A

Onpenenenne tepmuHa CRM; cymuocts u npuHuunsl kKoHnenuun CRM;
IPEANOCBUIKM BO3HUKHOBEHMsI JaHHOro mnoaxona; tumsl CRM; msaTe rimaBHBIX
Kpocc-(QpyHKIIMOHAIBHBIX TiporieccoB CRM.

Tema 2. IIpouecc pazpadorku crparerun CRM

busnec-cTparerusi kak yacTh Imporiecca paszpaboTku crparerun CRM;
OM3HEC-BUJICHUE, OTpACIICBble W KOHKYPEHTHBIE XapaKTCPUCTHUKH, MOJIEIb
OTPACJICBOTO aHaliM3a; MOJEIb OOIIMX CTPAaTeTuil; MOJAENIb JIHACPOB PHIHKA;
CTpaTerusi JUAEpCTBa MO H3AEPKKaM; cTparterus auddepeHuunanuum; crparerus
(bhoKyCcUpOBaHUS; JIUACPCTBO IO ONEPALMIM; JIUACPCTBO MO MPOAYKTY; OJIU30CTh K
KJIIMCHTY;, KJIUMEHTCKash CTpaTervs; CErMEHTallds pbIHKa; TpUBElIeHHEe OusHec-
CTpaTEru B COOTBETCTBUE C KIIMEHTCKOM CTPATETUEH.

Tema 3. IIpouecc co3qaHusA HEHHOCTH

IlenHocTs, moONydyaemasi KJIMEHTOM; YPOBHU TIPEIJIOKEHUS (OCHOBHOM,
OKHJIa€MbIH, PaCIIMPEHHBIN, MOTCHIIMAIbHBIN); MOJEIb JOTMOIHUTEIBHBIX YCIIYT;
JECTHHUIA JOAJIBbHOCTH KIIMCHTOB, POJIb KIIMCHTOB- «aIBOKATOB», POJIb KIIMCHTOB-
«TEPPOPUCTOBY»; ydacTHe OpeHIa B OO0pa30BaHUHU IIEHHOCTH; MPEIJIOKEHUE
OEHHOCTH, OICHKa ICHHOCTU (TpaI[I/IHI/IOHHbIe CHOCO6LI OLICHKHN LICHHOCTU
KIIMCHTaMH, OIICHKa IIEHHOCTH C HMCIOJb30BAHHEM KOMIIPOMMCCHOTO aHaJIH3a);
LIEHHOCTh, TOJIydaemasi KOMIMaHWEH; NPUOBUILHOCTh KIHMEHTOB (TpU TPYIIIbI
KIIMEHTOB IIO HpI/I6bIHBHOCTI/I); 9KOHOMHMKA IIPUBJICUYCHUA KIIMCHTOB, 3KOHOMMKA
YACPKaHUA KIMCHTOB, MOJCIb OINTUMHU3AIWHU YACPKAHHUA KIMCHTOB, MOICIIb

ACURA.

Tema 4. IIpouecc MHOTOKaHAJBLHOM MHTETPALIMHA
YYacTHUKM M ONUMHA KAaHAJIOB pPAaCHpEeNesICHUs; JIEe3UHTEpMEIHUALUs;
pEeHHTEpMEANAlIMS; KATEeTOPUU KaHAJIOB (TOProBble TOYKH, TeaehOHHs, MPsIMON
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MApKCTHHI', 3JICKTPOHHAA TOPIroOBJIA, MOOMJIbHAS TOpT OBJ'IH); HHTCTPAlNA KaHAJIOB,
CTPAaTCr B OTHOIICHHWHN KaHAJI0B (MOHOKaHaHLHaﬂ CTpaTCrusi, CTpaTCrus KaHaJlOB
Al KaXI0ro KIHCHTCKOIO CCIrMCHTA, CTPATCTHUA ,ZII/I(i)(i)epeHHI/IpOBaHHOFO
MCHCI’KMCHTA KJIIMCHTOB, CTPATCTUA MUI'PpALIMHM MCXKOAY KaHallaMH, CTPATCIUA
BI)I60pa KaHajla II0 BHAaM JACATCIbHOCTH, HHTCIPUPOBAHHAA MHOI'OKaHAJIbHAs
CTpaTGFI/IH); POJb MHOTOKaHaJbHOM CTpAaTCrur; IOCTPOCHHUC MHOTOKaHaJbHOM
CTpaTcrum.

Tema 5. IIpouecc ynpas/jieHus uHpopMmanuen

Ponp wundopmammu, IT wu ynpasnenuss uHpopManued; TEXHUYECKUE
npensaTcTBud Ha nmytd CRM; penosuTopuii JaHHBIX; 0a3bl JaHHBIX; XPAHWINAILA
JAHHBIX; BUTPUHBI JaHHBIX; 4YeTblpe oO0mmx Bapuanta CRM-crtpaterun B
OTHOUIEHUM PEMNO3UTOpPUSA JAHHBIX; AHAJIUTHYECKUE CpeACTBa (CTaHIApTHBIC
OporpaMMbl JTOOBIYM JAHHBIX, CIELHUAIM3UPOBAHHBIE MAKEThl AHATUTHYECKUX
IpOrpaMM); IPUIIOKEHUS ISl OTAEIIOB MPOAAXK U TOKyMEHTO000pOTa.

Tema 6. IIpouecc ouenku 3¢pGPeKTUBHOCTH

AKIIMOHEpHass LEHHOCTb, LIEHHOCTh JUI1 KIHWEHTOB, LEHHOCTh JUIS
COTPYIHHMKOB M CHM)KEHHE H3aepkek B paMmkax CRM; cBsA3b aKIMOHEPHOMN
LEHHOCTH, LIEHHOCTHU JIJIsl COTPYAHUKOB, OTPEOUTENBCKONW IIEHHOCTH U CHUYKEHUS
U3JIEPKEK; KIIOYEBbIE (PAKTOpBI, BIMAIONIME HA PE3yJbTaThl ISl AKIIHMOHEPOB;
LEMOoYKa «yCIyrH — MNpUOBbLIb»; CTaHAApThl OLEHKU 3(dextuBHOCTH CRM:
cranaapt «MHCTpyMEHT 171 OUEHKH 3()PEKTUBHOCTU YNPABICHUS KIUEHTaAMK»
(CMAT), cranmapt «Llentp oueHku 3¢p¢GEeKTUBHOCTH orepanuil no padore c
kiueHtaMn» (COPC); merpuxku mns oneHku s¢pdextuBHoctt CRM: metpuka
KJIIMEHTOB, ONEpalliOHHAas METPHUKa, CTpaTernyeckass METpUKA, METpHKa
CPaBHUTEIBHOW pe3yJbTaTUBHOCTH; KJIIOUYEBBbIE TMOKa3aTeau 3(P(HEKTUBHOCTH

(KIID).

Tema 7. Nupopmanuonubie TEXHOJIOTUH yHnpaBJIeHUS
B3aHUMOOTHOLICHUAMHM € KJIMEHTAMH

MupoBO# PBIHOK KIMEHTOOPUEHTUPOBAHHBIX CUCTEM; POCCUMCKUU PBIHOK
MH(GOPMALIMOHHBIX CHCTEM YIIPaBJICHUS KIMEHTCKOM 0a30ii; OCHOBHbBIE KpUTEPUU
Bb10OOpa CRM-cucremsl (Tunn CRM-crucTembl, BO3MOKHOCTh COBMECTHOU paOOThI
CRM u y4YeTHOM CHCTEMBbI, COOTBETCTBHE OCOOEHHOCTSIM OTE€YECTBEHHOM
NpPaKTUKU  BeACHHs Ou3Heca, JOCTYNHOCTh YCIyr 1O BHEIPEHUID U
CONMPOBOXKJICHUIO B BalleM pEruoHe, COBOKYMHAs CTOMMOCTb BIIQJICHUSA,
BO3MOXXHOCTH HWHTETPALlMM C TEJIEKOMMYHUKAIUSIMHU, BEO-NPUTIOKECHUSIMU U
JPYTUMHU TPOrPAMMHBIMM MPOAYKTAMH, BO3MOKHOCTh OpraHU3allud yAAJIEHHOTO
pabouero mecra).



Tema 8. IlepcnekTuBbl pa3sBUTHA  KJIHEHTOOPUEHTHPOBAHHBIX
TEXHOJIOT UM

Konnemmsa CEM; konnenmust CMR; xonnenims ECRM; konnenims ERM;
Ocnabnenue Mo3ulIUiA 3amaJHbBIX BEHJOPOB, U cMelleHne (PoKyca Ha POCCUMCKUX
nocTaBIINKOB; [losBIEHNE CUCTEM YIIPABICHUS B3AaUMOOTHOIICHUSIMU C KJIMEHTa-
MU JJI  pelIeHUs] JIOKAJIbHBIX TpeOoBaHUM 3akazuuka (y3konmpoduibHbIC
nponayktel); Muaterpanus CRM u BPM-cucrem; AKTHBHOE HCIOIb30BaHUE
moxaenu SaaS («I1O kak ycayra») B CRM; Pasutue commanpasix CRM (Social
CRM), Wiki-CRM

5.2. MexkaucuuninHapHbie CBA3U C o0ecnmeunBaeMbIMH
(mocJieayromyMMHu) AMCUMIIMHAMHA (MOIYJISAMU)

Huctunnuna «CtpaTerusi ynpaBieHUs] B3aUMOOTHOIICHUSIMU C KJIMEHTaMU
(CRM-cuctemnl)» dopmupyer IT1K-8, I[IK-9 kommereHimu, HEOOXOIUMbIC B
nanbpHeneM st GOpMUPOBAHUS KOMIETSHITUHN MPETUIIIIOMHON TPAKTUKH.

5.3. Pa3zaesibl, TeMbI AMCHUTIAHBI (MOAYJIs1) M BUAbI 3aHATHH

ouHasn hopma 0dyuenusn

Bunsl 3aHsTHH, BKIIOYAs CAMOCTOSTENbHYIO PabOTy CTYIEHTOB
Ne HanMeHoBaHue pa3nena, TeMbI (B yacax)
n/n WCIMIUIMHBI (MOAYJIS [pakTryeckue CamocrosiTensHas
AHe (moys1s) Jlexunn p Bcero
3aHATHS pabota

TeopeTnueckue aceKThbl

1 | KIMEHTOOPHEHTHPOBAHHOTO IO 4 4 8 16
Xo/1a
IIponecc pa3zpaboTku cTpaTteruu

2 | NPOTCCC PAsP P 4 8 8 20
CRM

3 | IIporecc co3nanust IEHHOCTH 4 8 8 20
IT MHOT'OKaHaJIbHOU

4 polLecC MHOIOKaHAJIbHO 4 4 8 16
HWHTErpalu
[Ipouecc ynpasnenus

g | POuece yuba 4 8 8 20
nHpOopMaIe
IT HKH1

g | poncccone 4 4 9 17
3¢ (heKTUBHOCTH
WndopmanmoHHble TEXHOJIOTHN
TIpaBJICHUS

7 [P 4 16 10 30
B3aMMOOTHOILIECHUSMH C
KJIMEHTaMH
IIepcniexkTuBsI pazBUTHA

8 | KIMEHTOOPHEHTHPOBAHHBIX 6 16 10 32
TEXHOJIOTHH
HUTOI'O: 34 68 69 171




3a0unas popma odyuenus

Bunet 3aHATHH, BKITFOYAs CAMOCTOSITEIIBLHYIO PabOTy CTYICHTOB

No HanmenoBanwme pasena, TEMBI (B "acax)
/m | y4eOHOM TUCTIUTUTHHBI (MOIYIIS)  r— [IpaxTrueckue CamocTosTenpHas Beero
3aHSATHS pabora

TeopeTuueckue aceKThI

1 | KIMEHTOOPHEHTUPOBAHHOIO O] 0,5 - 22 22,5
X071

5 [Iponecc pa3paboTKu cTpaTeruu 05 2 23 255
CRM

3 | IIporecc co3manus HEHHOCTH 0,5 2 24 26,5

4 IIporiecc MHOrOKaHAIBHOM 05 2 22 245
WHTETpaIiu

5 ITpouecc YIpaBJIeHus 1 2 24 27
nHpopMaruei

6 IIporniecc oueHkn 1 2 24 27
3¢ (HEeKTUBHOCTH
HNudopmanimonHble TEXHOIOTHH

7 | ynpasienns 1 2 24 97
B3aUMOOTHOIIICHUAMHU C
KIIMEHTaMH
IepcnieKTUBBI pa3BUTHS

8 | KIIMEeHTOOPHEHTHPOBAHHBIX 1 2 24 27
TEXHOJIOTHI
HUTOI'O: 6 14 187 207

6. JIabopaTopHbBIil NPAKTHKYM
JlabopaTopHBIil MPAKTUKYM HE MPEyCMOTPEH yUeOHBIMU TUIAHAMH.

7. IlpakTHyecKue 3aHATUSA (CEMUHAPHI)

[IpakTuueckue 3aHsITHS POBOMASTCS C 1EJIbI0 (DOPMUPOBAHUS KOMITETCHIIHMI
00y4arommxcsl, 3aKPEIICHUS MTOTYUYEHHBIX TEOPETUUECKUX 3HAHUN HA JICKIUSAX U B

mponecce CaMOCTOATCIIBHOT'O HU3Yy4YCHUS O6y‘laIOHlI/IMI/IC}I CHCHH&J’IBHOﬁ
JIUTEPATYPBI.
ouHan popma odyuenusn
Ne HaumenoBanune pasnena, TeMbl TpynoeMKoCcTh
HanmMeHoBaHUe MPakTHYECKUX PadOT
T1/T1 JUCTTUTUTUHBI (MOMYIIS) (uac.)
TeopeTtnueckue acriektsl | 1C:CRM.YnpasneHue KIHEHTCKOH 6a3oi
1 | xmuenToopueHntupoBannoro 1nof | 1C:CRM. Ympasienue pabodnm BpeMeHEM 4
xoja (TaliM-MEHEKEHT).
Monyns 2 «Co3nanue koHpurypauuu CRM-
cuctembl Ha Tuathopme 1C»
TMpolece paspaGoTkn  cTpaTeri OcHOBBI KOHPUTYpHPOBaHUS Ha IIatdopme
2 CRM 1C. OcHOBHBIE OOBEKTHI 8
AnkerupoBanue. COop wuHboOpmanuu o
KIIMEHTaxX, TOBapax, KOHKYPEHTaX, PETHOHAX,
aHAJIU3 aHKET
CepBHCHOE U TapaHTUHHOE OOCITy>KUBaHHE.
3 | Iporecc co3nanus IEHHOCTH VYuer TOBapoOB, HaXOoALIUXCS Ha 8
0o0CTyXMBaHUM: TI0 CEpUIHBIM HOMeEpawm,
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No Haunmenoanue pazaena, TEMBbI TpynoemMKoCTh
HaumMeHoBaHue MpakTHUECKUX padOT
/1 JIACITATIIUHEI (MOJTYIIS) (dac.)
CpoKam u THTIAM o0CITyXKUBaHWS,
yIOpaBlieHHE CEPBUCHBIMH  OOpaleHUsIMHU
KITUEHTOB, yIpaBJeHHe CEPBHUCHBIMH
3aKa3aMu
. | Tenemapkerunr. ObecrieueHHEe MacCOBOTO
IIpornecc MHOT'OKaHaJIbHOU
4 pHTerpar 003BOHA KJIMEHTOB MO 33JaHHOMY CLICHAPHIO 4
pasroBopa, perucTpanysi KOHTAKTOB U aHKET
5 [Ipomecc ynpaenenus | Cozmanme  koHpurypamun  JIMC  Ha 8
nHpOpMaLuen mnatopme 1C
Co3nanue JOKyMeHTa «AHKETa KIIHEHTay.
6 | IIpouecc ouenku addextuBHoctr | Pabora ¢ dopmoii. Peructpsel. IIpoBencHue 4
JIOKyMEHTOB
Wndopmanmonnsie  texnonoruu | Cozmanne  koHdurypamus  JIMC  Ha
7 | ynpasnenus B3auMooTHoleHUsiMU | matdgopmelC. Co3manue moacucteM U 16
C KIIMeHTaMH CIIPaBOYHHUKOB
[TepcnekTuBsl pa3Butus | JJOKyMEHTBl CEPBUCHOIO M TapaHTUHHOrO
8 | KITMEeHTOOPUEHTHPOBAHHBIX ydera. VYnpasnenue oOpaleHUsIMH 16
TEXHOJIOTHI KJINEHTOB
HTroro: 68
3a0unasn hopma odyuenus
Ne HanmeHoBaHue pazaena, TeMbl TpynoeMKoCcTh
HanmMeHoBaHue MpakTHYECKUX PadOT
n/n JUCHIUTUIMHBI (MOJTYJIs) (gac.)
Monymns 2 «Coznanue konpurypamuu CRM-
cuctemsl Ha iatdopme 1C»
. Tpoliece  paspaBoTku  cTpaterun OcHoBBI KOHPUTYpUPOBaHUS HA TuTaTopme
CRM 1C. OcHOBHBIE OOBEKTHI 2
AnketupoBanue. CO0p nHbopMaIuu o
KIIMEHTAX, TOBapax, KOHKYPEHTaX, peruoHax,
aHaJIu3 aHKeT
CepBHCHOE U TapaHTUIHOE 00CITy)KUBaHHE.
Yd4er ToBapoB, HAXOASMINXCSA HA
00CTyXUBaHUH: TI0 CEPUITHBIM HOMEpaM,
2 | IIpouecc co3nanus IICHHOCTH CpPOKaM U THIaM 00CITy)KHBaHHUS, 2
yIpaBJieHHE CEPBUCHBIMU 00paIeHUSIMH
KIIMEHTOB, YIIPaBIIEHUE CEPBUCHBIMHU
3aKa3aMu
. | Tenemapkerunr. ObecnieueHrE MaCCOBOTO
3 Hpouece MHOTORARAILHON | 63 pona kiHeHTOB 110 3aJJaHHOMY CIIEHAPHUIO 2
WHTETpaiu Y creHap
pasroBopa, perucTparysi KOHTAKTOB U aHKET
4 [Iporecc ynpasnenus | Coznanue konpurypanuu JINC Ha 2
nHpOpMaIuen wiatdopme 1C
Co3nanue JOKyMeHTa «AHKETa KINEHTa.
5 | Ilpouecc ouenku addextuBHocTn | Padora ¢ popmoii. Peructpsr. [lpoBenenue 2
JIOKYMEHTOB
WNudpopmarmonnsie  texHosnoruu | Co3mpanue koHdurypamus JIMC Ha
6 | ynpasnenus B3auMooTHoIeHUsMHU | miatdopmelC. CozgaHue moacucTeM 2
C KJINEHTaMH CIPAaBOYHHUKOB
ITepcnexTuBsl pa3BuTHs | JJOKyMEHTBI CEpBUCHOTO U FapaHTUITHOTO
7 | KIMEHTOOPUEHTUPOBAHHBIX yueTa. YrpasiieHHe 00palieHUusIMH 2
TEXHOJIOTHH KIJIMCHTOB
Hroro: 14
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8. IIpumepHasi TeMaTHKA KypPCOBBIX POEKTOB (padoT)
KypcoBbie npoekThl (paboThl) HE MPEyCMOTPEHbI Y4eOHBIMH TUIAHAMHU.

9. CamocrosiTeqbHAs padoTa CTyAeHTa

/1

HamnmenoBaHue TeMbI

3aganue

OreHouHoe
CPEICTBO

TeopeTtnueckue  acHEKTHI
KJIMEHTOOPUEHTUPOBAHHOTO
moaxo/aa

1. Uto Takoe CRM? [laiiTe onpeseneHue 3ToMy
TEPMHHY C TOYKH 3PEHUS KOHIEIIIH U
WH(POPMAITMOHHOW TEXHOJIOTHH.

2. Ha30BUTE OCHOBHBIC IPUHIIUAITBI KOHIEITIHH
CRM.

3. Uem xonrenuus CRM oTiaugaercst OT KOHLEIIUH
TPaJUIIMOHHOTO MapKETUHTra?

KOHTPOJIbHAS
pabora

[Ipomecc pa3paboTku
ctpateruu CRM

1. Yto npeacrasisieT codoit nmporecc pa3paboTKu
crparerun CRM, U3 kakux yacteil cocTout?

2. Oxapakrepu3yiTe ON3HEC-CTPATETHIO KaK 4acTh
nporiecca pa3padboTku ctpareruun CRM.

3. Uro takoe 6u3Hec-BuaeHue? M3 Kakux 371€MEHTOB
COCTOMT?

4. Ha3zoBuTe oTpacieBble U KOHKYPEHTHBIE
XapaKTepPUCTUKHU B PaMKax Mpoliecca pa3paboTKu
CRM-cTparerun.

5. Pacckaxxurte po MOJENb OTPACIEBOIO aHAIN3A.
6. Pacckaxxute npo Mozesb 00X CTPATETH.

7. Pacckaxkute npo MOZEINb JIUACPOB PhIHKA.

8. Pacckaxkute npo cTpaTeruro JUAEpCTBa 1Mo
U3JEPIKKaM.

9. Pacckaxkure mipo crpareruro nuddepeHnmanuy.
10. Pacckaxkute mpo cTpateruro poKyCHpOBaHHS.
11. Pacckaxkute mpo CTPATETHIO JTUAEPCTBA TI0
oTieparusm.

12. Pacckaxkute npo CTpaTeruro JUAepCTBa 1Mo
MIPOAYKTY.

13. Pacckaxkute mpo cTpaTeruio 6JIM30CTH K
KIIMEHTY.

14. OxapakTepu3yinTe KIMEHTCKYIO CTPATETHIO.

JIOKJIA

ITpouecc
LIEHHOCTH

CO31aHuA

1. OxapakTepu3yiiTe IEHHOCTD, OIYYaeMyI0
KJIMEHTOM OT KOMITaHHH, B YEM OHa 3aKIr0vaeTcs?
2. HazoBuTe ypoBHU NPEIIOKEHUS.

3. Pacckaxure npo MOAEb JONOIHUTEIBHBIX YCIIYT.

4. PacckaxkuTe Mpo JIECTHUILY JIOSUIBHOCTH KIIMEHTOB.

5. KakoBa posib KIHEHTOB-«aIBOKATOB»?

6. KakoBa poJib KIIHEHTOB-«TEPPOPUCTOBY?

7. Kakum 06pa3om OpeH] ydacTByeT B 00pa30BaHUN
[EHHOCTH ISl KIINEHTOB?

8.Kakue cymiecTByroT ciocoObl OLEHKH LIEHHOCTH,
MOJTy9aeMOU KIIMEHTAMU OT KOMITAHHH ?

9. OxapakTepu3ynTe IeHHOCTD, MTOIyIaeMy0
KOMIIaHHEN OT KIIMEHTA.

10.HazoBuTe kiaccudpukanmio KIMEHTOB 110 UX
MPUOBUTEHOCTH.

11. B 4eM CyTh S5KOHOMHKH NPUBJICUEHHS KINEHTOB?
12. B 4eM CyTb S5KOHOMHKH yAEpKaHHUS KIIUEHTOB?
13. Uto BRITOJIHEE: IPUBJIEKATH HOBBIX HIIH

KOJUIOKBUYM
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n/n

HaumenoBanue TeMbl

3amanue

O1eHOYHOE
CPEICTBO

YIIEPXKUBATH CTAPBIX KIIMEHTOB U TTOYeMYy?

14. Pacckakure po MOJAETH ONTHMU3AINH
yAepKaHUS KITUCHTOB.

15. Pacckaxxute mpo momens ACURA, kakoBo ee
3HaueHue?

IIporiecc MHOrokaHajabLHOMU
WHTETpaIin

1. B yem cocTouT cyTh U 3HaYEHHE IIpOIIECcca
MHOTOKaHAJIbHONH HHTETpaluu?

2. Pacckaxute 00 yyaCTHHKAX M OMIUAX KaHAIOB
pacnpeaeneHusl.

3. Uto Takoe ne3uHTepMearanus’?

4. Yo Takoe peHHTEpMETUAITIS?

5. Ha3zoBure 1 oxapakTepu3yilTe KaTerOpuu KaHalIOB
B3aMMOJEHUCTBHUS KJIMEHTA C KOMIIAHUEH.

6. B uem cylHOCTh 1 3HaUCHUE MHTETPALuU
KaHaJIOB B3aUMOJICHCTBUA?

7. Pacckaxxurte Ipo CTpaTeruy B OTHOLIEHUU
KaHAJIOB B3aUMOJICMCTBUS KIUEHTA C KOMIIAHHUEH.
8. KakoBa posib MHOrOKaHanbHOU cTpaTerun?

9. Kakum 06pa3oM MHOTOKaHAIBHAS CTPATETUS
BbICTpauBaeTcs?

TBopueckoe
3a/1aHue

IIpouecc YIPaBJICHUSA
nHpOpMaIUeH

1. KaxoBa poxp nH(bOpMAITUH B IIpOIIEcce
ynpasiieHHsI ”HPOpMaLiel COrlacHO KOHIIETIIH
CRM?

2. KakoBa posib HH()OPMAITMOHHBIX TEXHOJIOTHIT B
npolecce yrnpasieHus HHPOpMauend coraacHo
kounenuu CRM?

3. HazoBuTe TeXHUYECKHE MPENATCTBUS,
BO3HMKAIOLIHE B IpoLecce pa3paboTKu
KJIIMEHTOOPUEHTUPOBAHHOM cTpaTeruu?

4. YUrto Takoe perno3uTopHil JaHHbBIX, KaKyl0 pOJIb OH
urpaet B CRM?

5. Uro 0a3a 1aHHBIX, KAKMM 00pa30M OHa CBsI3aHa C
pEeno3uTOpreM JaHHBIX ?

6. JlaiiTe omnpeieneHre XpaHUInIy JTaHHBIX,
MIEPEYNCIINTE BUIbI XPAHWINI] JAHHBIX.

KpYTJIbIi
CTOJI

ITpouecc OLIEHKH
3¢ (HeKTUBHOCTH

1. Kakum 06pa3om cBsi3aHBI MEXKIY COOOM
aKIMOHEepHas [IEHHOCTb, IIEHHOCTH I KIIUEHTOB,
LEHHOCTBH JIJIS1 COTPY/AHUKOB M CHHKEHHE U3JIEPIKEK B
pamkax CRM?

2. HazoBuTe KitoueBbie (aKkTOPbI, BIHSIONINE Ha
pe3yabTaTH AJIS aKIHOHEPOB.

3. B 4eM cyTb HENOYKH KyCIYyTH — IPUOBLITB»?

4. Pacckaxxute npo ctannapt «MHCTpyMeHT i
orieHKH 3Q(HEKTUBHOCTH YIIPABICHUS KITHEHTAMUY
(CMAT).

5. Pacckaxure npo cranaapt «LleHTp oneHkn

3 pexTUBHOCTH omepaltuii mo paboTe ¢ KIMSHTaMID
(COPC).

6. Pacckaxure npo METPUKY KIMEHTOB.

7. Pacckaxkurte po ONEPaLMOHHYI0 METPHUKY.

8. Pacckakurte mpo cTpaTernuecKyro METPHUKY.

9. Pacckaxxure po METPUKY CPaBHUTEIBHOMN
pE3yJIbTaTUBHOCTH.

pedepar

Nudopmanmonusie

1. OxapakTepu3yiTe TMHAMHUKY ¥ OCHOBHBIC

KoHntpoibHas
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No OrneHOUHOE

HaumeHnoBanue TeMbl 3anaHue
/1 CPEICTBO
TEXHOJOTHH  YTMPaBJICHUS | TEHACHIINA MUPOBOTO PHIHKA pabota
B3aUMOOTHOIICHUSIMHU ¢ | KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUH.
KJIMEHTaMHU 2. B uem 3aknrodaeTcss 0COOEHHOCTh POCCHICKOTO

peiaka CRM-cuctem? KakoBsl ero
MPUHIUITHAIBHBIE OTIUYUS OT COOTBETCTBYIOIETO
3amagHoOro PhIHKA?

3. HazoBuTe OCHOBHBIX JIHZIEPOB POCCHICKOTO
PBIHKA CHCTEM YIPaBICHHS KITMEHTCKON 0a30M.

1. HazoBuTe OCHOBHBIE MEPCIICKTUBBI PA3BUTHUS
CRM kak KOHIIEIIIHNH.

2. Kakumu TeHICHIMSAME XapaKTepU3yeTcs
UCTIOJIb30BaHME U Pa3BUTHE
KIIMEHTOOPUEHTUPOBAHHBIX TEXHONOT i B Poccun? Kpyrnsiit
3. JaiiTe onpenenenne MOHITHIO «COMaTbHBII CTOJT
CRM». B ueM ero otinuue oT TpaaUuLUOHHOTO
CRM?

4. B uem cyth Mogenu SaaS? B uem ee ocHOBHOE
MPEUMYIIECTBO?

ITepcniexkTuBHI pa3BUTHS
8 | KIIMEeHTOOPUEHTUPOBAHHBIX
TEXHOJIOTUHN

10. Ilepeuyenn Y4eOHO-MeTOAUYeCKOro obecreueHust IS
CaAaMOCTOSITeJILHOM PadOThI 00yYAKOIIUXCH 110 AUCHHUILINHE (MOLYJII0)

CamocrosiTenbHas padoTa CTyAEHTOB IPEIIOIaraeT TIATEIbHOE OCBOEHUE
y4eOHOHN ¥ HAYYHO JIUTEepaTyphl 110 U3y4aeMOU TUCLUIIIINHE.

IIpy wW3ydeHHH OCHOBHOW pPEKOMEHAYEMOM JINTEpaTypbl CTyAEHTaM
HEOOXOJUMO OOpaTUTh BHHMAaHUE HA BbIICJICHUE OCHOBHBIX MOHITHHM, HX
OIpEEIICHHUS, HAyYHO-TEXHUYECKUE OCHOBBI, y3JI0BBIE MIOJIOKEHUS,
IIPE/ICTABIICHHBIE B U3Y4aEMOM TEKCTE.

[Ipu camocrtosiTeIbHON paboTe CTYIEHTOB C JIOMOJHUTEIBHON JIUTEpATypOit
HEOOXOJMMO BBIACIUTh AaCHEKT HM3y4yaeMoil TeMbl (YTO B JAaHHOM MarepHalie
OTHOCHUTCSI HETTOCPEJICTBEHHO K M3yYaeMOI TEME U OCHOBHBIM BOMIPOCaM).

JIOTIOTHUTENBHYIO JIUTEPATYpy LiesecooOpa3Ho MpopadaThiBaTh IOCHE
OCHOBHOM, KoTopasi (opMupyeT 0Oa3zuc s MOCIEIyIoNero Oojee TIIyOOKOro
U3y4eHUs: TeMbl. J[OMONHUTENbHYIO JUTEPATypy CIEAyeT HU3ydaTh KOMILIEKCHO,
paccMaTpuBasi pa3Hble CTOPOHBI M3ydyaeMoro Bompoca. O0s13aTeIbHbIM 311€EMEHTOM
CaMOCTOATENBbHOM pabOThl CTYJEHTOB C JIUTEpPaTypoll SBISETCS BEACHHE
HEO0OXOMMBIX 3aIlMCEN: KOHCIEKTA, BBIMUCKU, TE3UCOB, MJIAHOB.

JIJisi caMOCTOSITENIbHON padOTHI MO JUCHUIIIINHE UCIIONB3YETCS CIEAYyIoIIee
yu4eOHO-METOINYECKOE 00eCTIeYeHHE:

a) OCHOBHAs JUTEpaTypa:

1. Crparerust: Yue6noe nocobue - M.: Anpnuna [la6m., 2016. - 288 c. -
Pesxxum noctyna: http://znanium.com/catalog/product/925266

2. Ctpaterus uuctoro nucra: Kak nepecrars niaHupoBaTh U HA4aTh JIeIaTh
ousHec: YueOHoe mocooue / Po3sun M. - M.: Anpnuna I1a6n., 2016. - 346 c. -
Pesxxum noctyna: http://znanium.com/catalog/product/925230
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http://znanium.com/catalog/product/925230

0) TOTIOTHUTENBHAS JINTEpPaTypa:

1. Crparerus ycnexa: Kak u30aBUTBCS OT HaBS3aHHBIX CTEPEOTHUIIOB H
Haiitu cBoi myTh: [locobue / Illemn P. - M.: Anwsnuna Ila6i., 2016. - 303 c. -
Pexxum moctyna: http://znanium.com/catalog/product/925195

11. IlepeyeHb OCHOBHOIi M ONMOJHHUTEJHLHOW Y4eOHOW JUTEpaTypbl,
He00X0UMOi1 1JI1 OCBOCHHUSA TUCIMILIMHBI (MOLYJIA)

a) OCHOBHAs JIUTEpATypa:

1. Crparerust: YuebHoe nocooue - M.: Anpnuna Ilabm., 2016. - 288 c. -
Pesxxum noctyna: http://znanium.com/catalog/product/925266

2. Ctpaterus uuctoro nucra: Kak mepecrars niaHHpoBaTh U HA4aTh JIeIaTh
ousnec: Yueonoe mocooue / Posun M. - M.: Anpnuna Ila6n., 2016. - 346 c. -
Pesxum noctyna: http://znanium.com/catalog/product/925230

0) ToTMOTHUTENbHAS JIUTEepaTypa:

1. Crparerus ycnexa: Kak n30aBUThCS OT HaBA3aHHBIX CTEPEOTHUIIOB U
HaiTu cBoil myTh: [locobue / lenn P. - M.: Anpnuna Ila6im., 2016. - 303 c. -
Pesxxum noctyna: http://znanium.com/catalog/product/925195

12. TlepeyeHb pecypcoB HH(POPMANMOHHO-TEJIEKOMMYHUKAIIMOHHOM
cetu «MHTEpHET», HEOOXOAUMMBIX IJIsl OCBOCHM S AMCHUIIMHBI (MOIYJIs1)

- https://www.book.ru/ - 95C Book.ru

- http://www.iprbookshop.ru - 95C IPRbooks

- https://ibooks.ru/ -ObC Aiibykce.ru/ibooks.ru

- https://rucont.ru/ - DBC «HarmonanbHbI# MG POBOH pecypc «PyKOHT»
- http://znanium.com/ - DBC Znanium.com

- https://dlib.eastview.com/- ba3za nanusix East View

13. IlepeyeHr HHMPOPMANMOHHBIX TEXHOJIOTHIl, WCMOJb3YyeMbIX NpPH
OCYILIECTBJIEHMH 00pPa30BaATEeJbHOI0 Ipolecca Mo JAUCHMIUIMHE (MOAYJII0),
BKJIKOYASl TMepevYeHb MNPOrpaMMHOr0 olecnmedyeHMsi U HMHE(OPMAIHOHHBIX
CIIPABOYHBIX CHCTEM (IIPH HEOOXOAUMOCTH)

1. Desktop School ALNG LicSAPk MVL.

a. Office ProPlus All Lng Lic/SA Pack MVL Partners in Learning
(muuensus na maker Office Professional Plus)

b. Windows 8

2. Cucrema tectupoBanusi INDIGO.

3. Adobe Acrobat — cBobogHO-pacmpocTpansemoe I[10

4. HUurepuer-Opaysepst  Google Chrome, Firefox —  cBoGomHo-
pactpoctpansiemoe [10

5. KoncynbTaHT + Bepcus pod.- CripaBoyHasi MpaBoBasi CUCTEMaA
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http://znanium.com/catalog/product/925195
http://znanium.com/catalog/product/925266
http://znanium.com/catalog/product/925230
http://znanium.com/catalog/product/925195

Kaxnpiii oOyuaromuiicss B TeueHHE BCEro OOydeHHUs oOecreunBaeTcs
UHIMBUIYAIbHBIM ~ HEOTPAHWYEHHBIM JIOCTYIIOM  3JEKTPOHHO-OMOIMOTEHHOM
CHCTEME U AJIEKTPOHHON MHPOPMALIMOHHO-00pa30BaTeIbHOI cperie.

14. Onmncanue MaTepHAJbHO-TEXHUYECKOHM 0a3bl, He0OOXOAMMOW s
OCyILIeCTBJIEHHSI 00Pa30BaTEIBLHOI0 MPoLecca Mo AUCIHHUIVIMHE (MOLYJII0)

OO6pa3zoBaTeIHHBIN MpoIIecc obecrieunBaeTcs CHICUAIbHBIMU
NOMEIICHUSIMY, KOTOpbIE NPEICTaBIAIOT COOOM ayIWTOpPUM IJis MPOBEACHUS
3aHATHI JIEKUIMOHHOTO THWIIA, 3aHATUH CEMUHApCKOrO THWIIA, TPYIIOBBIX U
WHIUBUIYAIbHBIX KOHCYJbTallMd, TEKYIIEr0 KOHTPOJSI M MPOMEXYTOUHOH
aTTECTAIMH, TOMELICHUS ISl CAMOCTOSITENbHOU paOOThI CTYJIEHTOB U MTOMEIICHUS
JUTS. XpaHEHUS U MPOPUIAKTHUECKOTO 00CITyKUBaHHs y4€OHOTO 000PYI0BaHHUSL.

CneunanbHbie MIOMEIICHUS COOTBETCTBYIOT JEHCTBYIOIUM
IIPOTHUBOIIOKAPHBIM IIpaBUjIaM U HOpMaM, YKOMIUIEKTOBAHbI CIIELUAIIN3UPOBAHHON
MeOelbIO.

AyauTopuu  JIEKUMOHHOTO  THIIA,  OCHAIICHHBIE  MPOECKLIMOHHBIM
00Opy/IOBaHUEM M TEXHUYECKHMMH CpEACTBAMHM OOYYEeHMs, 0OeCIeUUBaIOLIUMU
npejcTaBieHue yueOHoM nHopManuu 60IbIION ayIUTOPUH, JEMOHCTPALMOHHBIM
000py1I0BaHUEM.

[lomenienuss s CcamMOCTOSATENBHOM padOThl OOYYAIOIIMXCS OCHAILEHBI
KOMITBIOTEPHOM TEXHUKOHM, oOecrneunBaronieil goctyn K cetd HWHTepHeT u
ANEKTPOHHON MH(OPMALIMOHHO-00pa30BaTEIbHON Cpe/ie YHUBEPCHUTETA.

15. Meroauyeckue yKa3aHMs I8 O0yYalOUIMXCA 10 OCBOCHMIO
AUCHUILIAHBI (MOIYJIs1)

Hucrumnaa «CtpaTerust ynpaBieHHs] B3aUMOOTHOIIEHUSIMUA C KIHMEHTaMU
(CRM-cuctembl)» COCTOMT W3 8 TeM W HM3y4aeTcs Ha JICKIHAX, MPAKTHYCCKHX
3aHATHSX U TPU CAMOCTOATENBbHON paboTe oOydarommxcsa. OOyuaromuiics s
MOJIHOTO OCBOCHMSI Marepuaja JIOJDKeH He TNPOIMYCKaTh 3aHSITHS W aKTHUBHO
ydacTBoBaTh B Yy4yeOHOM mporecce. Kpome Toro, oOydaroniuecs HAOIHKHBI
O3HAKOMHUTBCS C TMPOTPaMMON  JUCIMIUIMHBI ¥  CIIMCKOM OCHOBHOW W
JOTIOJIHUTENIBHON PEKOMEHYEMOM JIUTEPATYPHI.

OCHOBHOH TEOPETHUECKH MaTepuan JaeTCs Ha JIEKIIMOHHBIX 3aHITHSIX.
Jlexiuu BKIIOYAOT BCE TEMBI M OCHOBHBIC BOMPOCHI TCOPUU M TIPAKTHKU
TUCUMIUIMHBL.  J{7mg  MakcumanbHOM A((PEKTUBHOCTH HU3YyUYECHHUS HEOOXOAUMO
MIOCTOSTHHO BECTH KOHCIEKT JICKIIMH, 3HATh PEKOMEHIYEMYIO TIpEerojaBaTeaeM
OCHOBHYIO U JIOTIOJIHUTEJIBHYIO YU4E€OHYIO JIUTEPATypPy, MO3BOJISIFOUTYIO JOTIOJHUTh
3HAHMS U JTy4Ille TTIOATOTOBUTHCS K MTPAKTUICCKUM 3aHSITHUSIM.

Jnst  3akpemieHuss ~— TEOPEeTUYEeCKOTo  Marepuana,  (HOpPMHpPOBAHUS
poPEeCCUOHANIBHBIX KOMIETEHIIMH W TMPaKTUYECKUX HAaBBIKOB CO CTYJCHTaMHU
MIPOBOJIATCSA MPAKTUYECKUE 3aHATHSA. B X0/1e MpakTUYeCKuX 3aHITHI pa30UparoTCs
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OCHOBHBIE U JIONOJHUTEIBHBIE TEOPETUUECKUE BOMPOCHI PEIIAOTCS MPAKTHYECKHUE
3aJ1a4y, IPOBOASTCS TECTUPOBAHHUS 110 PE3YJIbTaTaM U3YUYEHUS TEM.

Ha wu3ydyeHue Kaxgol TeMbl BBIJEIEHO B COOTBETCTBUE C pabouei
IIPOrpaMMON JTHUCHMIUIMHBI KOJMYECTBO YaCOB NPAKTHUECKUX 3aHATUN, KOTOpPHIE
IIPOBOJSATCA B COOTBETCTBHUU C BOIIPOCAMH, PEKOMEHIOBAHHBIMU K M3YUYEHHUIO 110
ornpeneneHHbIM TemaMm. OOydaromuecs JOJDKHBI PETyJIIPpHO TOTOBUTBHCS K
IPaKTUYECKUM  3aHATHAM. [Ipy  mOArotoBke K 3aHATHAM  CIEAyeT
PYKOBOACTBOBATHCSA KOHCIIEKTOM JIEKIMU U PEKOMEHI0BAHHOM JINTEPATYPOM.

s 3¢ deKTUBHOTO OCBOCHHS MaTepHaia JUCHUIUIMHBI y4eOHBIM IUIAHOM
IPELYyCMOTPEHA CaMOCTOSITENbHAsE padoTa, KOTOpass MAOJKHA BBIIIOJIHATHCS B
00si3aTeTbHOM TOpsiAKE. BrIMoNHEHHE C€aMOCTOATENbHOM paboThl MO TeMam
JUCUUIUIMHBI, TTO3BOJISIET PErYJSIPHO MPOBOAUTH CAMOOLICHKY KayeCTBa YCBOEHUS
MaTepUajoB TUCIHUIUIMHBI U BBISIBIATH aCHEKThI, TpeOyromue 0ojee IeTalbHOTO
U3y4eHUs. 3alaHusl Jid CaMOCTOSATENbHOW pabOThl MPENJIOKEHBl MO KaXI0h U3
U3Y4aeMbIX TEM U JOJDKHBI TOTOBUTHCS MHAMBUAYAJIBHO U K YKa3aHHOMY CPOKY.
[To HEOOXOAMMOCTH CTYAEHT MOXET OOpamarbcsi 3a KOHCYJIbTalMel K
IIPENOJABATEN0. BBINMOIHEHNE 3aJaHUll  KOHTPOJIMPYETCSI M OLICHMBAECTCS
IIPETNOIaBATEIIEM.

B cnydae mocemienuss oOydaromerocst JeKUUH U MPaKTUYECKUX 3aHSITHUM,
U3YyYEHHUs PEKOMEHI0BAHHOW OCHOBHOM U JONOJIHUTEIBHON YUEOHOM IUTEpaTypBhl,
a TaKK€ CBOEBPEMEHHOTO U CAMOCTOSITEJIbHOTO BBIITOJIHEHHS 33JaHUI, TOJITOTOBKA
K D9K3aMEHy MO JUCUHUIUIMHE CBOJUTCA K JalbHEHIIeW cHUcTeMaTh3auuu
MOJYYEHHBIX 3HAHUW, YMEHUW 1 HABBIKOB

16. Meroauyeckue peKOMEHAAUMHM MO0 OPraHM3aUUuM HU3YyYCHUA
AUCHUILIMHBI (MOIYJIs1) AJIS MPenojaaBaresieii, 00pa3oBarejibHbIe TEXHOJIOTHU

OueHouHblE cpeAcTBa JUIsl KOHTPOJIL YCIIEBAEMOCTH M PE3YyJIbTAaTOB
OCBOCHMS JUCIUILIMHBI (MOYJIs):

a) Ui TEeKylled ycleBaeMOCTH: JOKJaa, pedepar, TBOPUECKOE 3a/aHuE,
KOJUIOKBUYM, KOHTPOJIbHAs paboTa, TUCKYCCHsl;

0) 11 CaMOKOHTPOJISI 00YUYarOIITUXCS: TECTHI;

B) JUJIsl IPOMEXKYTOYHOM aTTeCTalluK: BOIPOCHI I SK3aMeHa.

[Ipn peanuzanuu pa3auyHbBIX BHJIOB Y4YEOHOW padOTHl MO AUCIUIUIMHE
«Ctparerus ymnpaBlieHUs B3auMOOTHoHIeHUsMU c kineHTamu (CRM-cucremsn)»
UCIIOJIB3YIOTCS ClieyIolre 00pa3oBaTebHbIE TEXHOIOTUU:

1. 7exuMM ¢ HCHOJB30BAHMEM  METOJIOB  MPOOJEMHOTO  H3JIOKEHUS
Marepuana;

2. IPOBEICHUE MPAKTUKO-OPUEHTUPOBAHHBIX 3aHATUH.

KomnuecTBo yacos no | KoimdecTso 4acos 1o
Ne 3aHsATHE B MHTEPAKTUBHON (opme 0o4uHOH opme 3a04HOHN opme
Jlexus [Ipakr. Jlexnus [Ipakr.

HNudopmanimoHHble TEXHOJIOTHH YIIPABICHHUS
B3aMMOOTHOLICHUSIMU C KIMEHTaMHU

4 8 1 2
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3ansaTHE B MHTCPAKTUBHOMN Qopme

KonudecTBo 4acoB mo
o4HOM hopme

KonuuecTBo 9acoB no
3a09HOM hopme

Jleximsa

ITpakr.

Jlexims

IIpakr.

Bunpr:

Jlekuusa ¢ IeMOHCTpAlMEN BUJIEOMATEPUAIIOB
(cmaiimer)

[IpakTuueckue 3aHATHA C
CJEIYIOIIUX TEXHOJIOTHUIA:

- o6cyxnieHue B rpynme (00CyKIaeHHe
MOATOTOBJICHHBIX CTYJACHTAMH BOIIPOCOB JUISI
CaMOCTOSITEIILHOT'O U3yUCHUS)

MMPUMCHCHUCM

[TepcniekTuBHI pa3BUTHA
KJIMEHTOOPUECHTUPOBAHHBIX TEXHOJIOTHUI
Bunpr:

Jlekuusa ¢ IeMOHCTpAlMEN BUJIEOMATEPUAIIOB
(cmaiimer)

[IpakTHueckue 3aHATUA C
CIEAYIOLIUX TEXHOJIOTHH:

- 00cyxJieHue B rpynime (00CyKIACHHE
MOATOTOBJICHHBIX CTYACHTAMU BOIIPOCOB JUISI
CaMOCTOSITEITFHOT'O U3yUEHUS])

MIPUMEHEHUEM

Hroro:

16
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ABTOHOMHA 1 HEKOMMEPUYECKA I OBPASOBATEJIbHA §1
OPI'AHU3ALIMS BBICIIEI'O OBPABOBAHUAI
HEHTPOCOIO3A POCCUMCKOU ®EJEPALINNA
«POCCUMCKUU YHUBEPCUTET KOOITEPALTU»
KA3AHCKHHI KOONIEPATUBHBIA NHCTUTYT (PUJIHAJT)

®OH/JT OLIEHOYHBIX CPEJCTB /151 MPOBEJEHUS
MPOMEKYTOUYHOM ATTECTALIMUA OBYYAIOLLIMXCS 110
JUCLUINIMHE (MOAY.JIIO)

CTPATEI'UA YIIPABJIEHUA B3BAUMOOTHOIINEHUSAMMA C
KJIMEHTAMMHA (CRM-CUCTEMMbI)

Hampasnenue noarorosku: 38.03.05 buznec-undopmaruka
HamnpaBneHHOCTB: «IEKTPOHHBIN OU3HECH
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1. IlacnopTt ¢GoHIA OLIEHOYHBIX CPEICTB

1.1. Komnerenunu, popmMupyembie B pouecce U3y4eHUs JUCIIUILIMHBI

Wnpexc DopMyIHUpPOBKAa KOMIETEHLIUU

K-8 OpraHu3anus B3aUMOJCHCTBUS C KIMEHTAMHU W TapTHEpaMU B MPOIECCE pEelIeHUs 3a7ad
yHpaBIeHHs KU3HEHHBIM KoM W T-mHQpacTpyKTypHI peanpusTus

OpraHM3aIys B3aNMOACHCTBUS C KIIMEHTaMH U TApTHEPaMH B IPOIIECCE PEHICHUS 3a1a4

I1K-9 N
ynpasierus nHhopMaImoHHoi 6e3omacHocThi0 U T-uHDpacTpyKTYpsl NpeanpusiTis

1.2. CBegeHusi 00 MHBIX JUCHMIUIMHAX (MpPeNnogaBaeMbIX, B TOM YHCJIE,
Ha JApyrux Kadeapax) y4yacTByWIIMX B (OPMHPOBAHMH JAHHBIX
KOMIIEeTEeHIIu |

1.2.1. Komnemenuyusn IIK-8 ¢opmupyemca 6 npouecce uzyuenHus
oucyunaun (nPoxoIicoeHus NPaKmuK):

VYrpaBiieHue )KU3HEHHBIM I[IUKJIOM UH(POPMAIIMOHHBIX CUCTEM

KommyHukaTuBHas KynbTypa npodeccuonana

Kynbrypa npodeccrnonanbHOro camoo0pa3oBaHus

NudopmanimoHHbIi MEHEKMEHT

IIpousBoicTBEHHAS MPaKTHKA. IIpakTuka 1o MOJTYYCHUIO
npodheCCUOHANIBHBIX YMEHUHN U OTbITa MPO(PECCHOHATBLHON ACATEILHOCTH

1.2.2. Komnemenuus IIK-9 d¢opmupyemca 6 npouecce uzyueHus
oucyunaun (nPpoxoricoeHus NPaKmuK):

Nudopmanmonnas 6€300acHOCTb

KoMMmyHUKaTHBHAs KyJIbTypa MpodeccuoHaia

Kynbrypa npodeccruonanbHOro camooOpa3oBaHust

NudopMamoHHbI MEHEIKMEHT

[IponsBoacTBeHHAs IIPaKTHKA. [IpakTrka 10 IIOJIy4YEHUIO
po(ecCUOHANIbHBIX YMEHUH U OMbITa NPOo(eCCUOHATBHOU NeATEIbHOCTH

1.3. JTanbl ¢popmMupoBaHuss 4 mporpaMMa  OLEHMBAHUSA
KOHTPOJIUPYEMOiIl KOMIIETEHINH

Kox
. HaumenoBanue
Ne | konTponMpyenmoii KonTtponupyembie MOTyITH, pa3aeisl (TEMBbl) TUCIIUTUIAHBL OILIEHOYHOTO
/o KOMIIETCHIIUU POTHPY Y,
cpezcTBa
(1 ee yacTn)
1. Teopernyeckne acmeKThl KIMEHTOOPUEHTHPOBAHHOTO
KonTponbpras
MoJ[ X012 AGoTa
2. Ilpouecc paspabotku crpaterun CRM P
3. Ipomecc co3aanus IEHHOCTH Koroksuym
1 [1K-8 P N Pedepar
4. TIporecc MHOTOKaHAIBEHOW MHTET AN
2 IK-9 . Huckyccus
5. Ilpouecc ynpasnenus nHpopManuei
TBopueckoe
6. Iponecc oneHku 3pPeKTUBHOCTH sananme
7. Nudopmarmonnsie TEXHOJIOTHH yIpaBJICHUs Jokra,
B3aMMOOTHOLICHHUSAMH C KIMEHTaMU A
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Kon

o HaumenoBanue
Ne KOHTPOTMPYCMOH KonTponupyembie MOIyIH, pa3aeiibl (TEMbI) TUCITUTLTAHBI OLIEHOYHOT'O
/1 KOMIIETEHIINHI e 94 Ay, p Jch m
cpencTBa

(nu ee yacTn)

8. IlepceKTHBBI PAa3BUTHS KIMCHTOOPHCHTHPOBAHHBIX
TEXHOJIOTHUI

IIpouenypa oueHuBaHUS

1. [Ipouenypa OICHUBAHUS PE3yJIbTATOB OCBOCHHS MPOTPaMMbI y4eOHOM
JTUCITUTIIMHBI BKITIOUAET B CE0sI OTICHKY YPOBHS C(HOPMHUPOBAHHOCTH KOMITCTCHITHIA
CTyA€HTa TMPHU  OCYUIECTBICHUH TEKYLWIEr0 KOHTPOJS W  IPOBEICHUU
MIPOMEKYTOUYHOU ATTECTALUU.

2. YpoBeHb C(HOPMUPOBAHHOCTH KOMIIETCHIIMN OMPEAEIISIeTCS M0 Ka4eCTBY
BBITIOJTHEHHON CTYJACHTOM PabOTHI U OTPaKAETCS B CICAYIOMIUX (HOPMYIHPOBKAX:
BBICOKMH, XOPOUINM, JOCTATOUYHBIN, HEAOCTATOUYHBIH.

3. Ilpy BBIMOJHEHMM CTYJAEHTAaMH 3aJaHUd TEKYIIEero KOHTPOJsS U
MPOMEXKYTOUYHONH aTTECTAllMM OIICHUBACTCS YPOBEHb OOYYCHHOCTH «3HATHY,
«YMETb», «BJAJIETh» B COOTBETCTBUU C 3aIUIAHUPOBAHHBIMH pE3yJbTaTaMHU
oOy4eHUs U coJiepKaHueM padodeil mporpaMMbl JUCIUATUIUHBL:

— TmpodeccruoHaIbHbIC 3HaHUS CTYJIEHTa MOTYT MPOBEPSITHCA MIPU OTBETE Ha
TEOPETUYECKHUE BOIIPOCHI, BHITIOTHEHNU TECTOBBIX 3a/IaHUM, MPAKTUYECKUX padoT,

— CTEMEHb BJIaJCHUSA NPO(ECCHOHATBHBIMU YMEHUSIMU — MPU PEUICHUU
CUTYaIlMOHHBIX 3a]1a4, BBITIOJIHCHUH MPAKTUUECKUX pabOT U APYTUX 3a/IaHHI.

4. Pe3ynbTaThl BBIMOJHCHHS 3adaHui  (Qukcupyrorcs B Oammax B
COOTBETCTBHH C TTOKa3aTEISIMHU U KPUTEPUSIMH OIICHUBAHUS KoMreTeHn. O01ee
KOJIMYECTBO OAJVIOB CKJIaJIbIBACTCS HU3:

— CyMMBI 0ajyIOB 3a BBINOJHEHHE MPAKTHYCCKUX 3aJaHUN Ha BBISBJICHHC
YPOBHSI 00YUYEHHOCTU «yMEThHY;

— CyMMBbI 0ajyIOB 3a BBINOJHEHUE MPAKTUUYECKUX 3aJaHUN Ha BBISBICHUE
YPOBHSI 00YUYEHHOCTH «BIIAJICTHY;

— CyMMBbI 0ajJIoB 3a OTBETHl Ha TEOPETUUYCCKHE U JOMOJHUTEIIbHBIC
BOIIPOCHI.

5. Ilo wutoram TeKymero KOHTPOJS M MPOMEKYTOYHOM aTTecTaluu B
COOTBETCTBHM C TMOKA3aTEISIMA M KPUTEPUSIMHU OILICHUBAHUS KOMIICTCHIIUM
ompenenseTcss ypoBeHb CHOPMUPOBAHHOCTH  KOMIICTCHIIMH  CTyJIEHTa U
BBICTABJISICTCS OILICHKA IO IIIKaJIe OI[CHUBAHMS.
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1.4. Iloka3aTeu " KPUTECPHUHU OLICHUBAHUSA KOMHeTeHHHﬁ, mKaJga OoncHuUBaHUA

KpMTep UM OLCHUBAHMS KOMIIETCHLIMI

. N N HenocraTounsiit
Kowmre- Bricokuit Cpennuii Huskuii
TCHIUH Toxasateny oneHMBaHNA (BepHO U B IOJHOM 00BEME) - (c HEe3HAUYNTETHHBIMU (Ha 0a30BOM ypOBHE, C (conepaut Gombimioe HUroro
50. 3aMedyaHusIMu) - 4 6. omubOkamu) - 3 0. KOMECTBO OMMOOK, OTBET
He faH) — 2 0.
Teopemuyeckue noxazamenu
3HaeT TeopeTHdecKkue acmhekTsl | Bepuo m B momHoM o0neme | C He3HaunTenbHBIMH | Ha  Ga3zoBom  ypoBHe, c | He 3Haer Teopermueckue
KITUCHTOOPUEHTHPOBAHHOT O 3HAET TEOPETHUCCKUE aCIICKTHI | 3aMEUaHISIMU 3HAeT | OMMOKaMH 3HAeT | aCIeKTHI
MOIX0/1a; KIIMCHTOOPUEHTHPOBAHHOTO TEOPETHUYCCKIE aCTEKTHl | TEOPETHUCCKUE ACTICKTHI | KIMEHTOOPUCHTHPOBAHHOT
(pedepar) MOJIX0/1a; KITHCHTOOPUEHTHPOBAHHOTO KITMCHTOOPHEHTHPOBAHHOTO 0 TIOIX0/1a;
MOJIX0/1a; MOJTX0/1a;
3Haer mpomecc paspaboTku | Beppo m B momHOM 00BeMe | C He3HaunTenbHBIMU | Ha  Ga3soBom  ypoBHe, c | He 3HaeT porecc
crpaterun CRM; 3HAaeT TMpolecc pa3padOTKH | 3aMEUaHMsIMH 3HAeT IPOIecC | OIMOKaMH 3HAeT TMpoIecc | pa3paboTKh CTpaTerun
(xoHTpOJIbHAS paboTa) crparerun CRM; paspabotku crpareruu CRM; | paspabotku ctpateruu CRM; | CRM;
K-8 | 3maer mpomecc  cosmanms | Bepro u B momuom o6beme | C He3HauuTenbHbIMU | Ha  GazoBom  ypoBHe, c | He 3HaeT npotecc o5
[1IK-9 | uennocry; 3HaeT TPOLecC  CO3/aHMs | 3aMEYaHMSIMH 3HAET IPOLEeCC | OMMOKAMU 3HAeT MPOLECC | CO3/aHMs LIEHHOCTH;
(moxman) LEHHOCTH; CO3JIaHUSI IEHHOCTH; CO3JIaHUS IEHHOCTH;
3HaeT nporecc | Bepuo u B monmHom ob6wveme | C He3HaunTensHbIMH | Ha  6asoBom  ypoBHe, ¢ | He 3HaeT mpoIecc
MHOT'OKaHAJIbHON MHTErpalyy; | 3HaeT npolecc | 3aMEeYaHUsIMH 3HAET IPOIECC | OIMOKAaMM 3HAeT IPOLECC | MHOIOKaHaJbHOU
(xoHTpONBHAS paboTa) MHOTOKaHaIbHON MHOTOKaHATbHON MHOTOKaHaJIbHON WHTETpallyy;
WHTETPAITHH; HWHTETPAIUH; WHTETPaIiH;
3HaeT mpo1iecc ouneHkd | Bepuo m B momHOM 00BeMe | C He3HaunTenbHBIMU | Ha  Ga3zoBom  ypoBHe, ¢ | He 3Haer mpomecc oreHku
3¢ EKTUBHOCTH. 3HAeT mporiecc OIICHKH | 3aMEYaHUSIMH 3HACT TPOIECC | OMMOKaMH 3HaeT mporecc | 3PPEKTHBHOCTH.
(pedepar) 3¢ (HeKTHUBHOCTH. oteHKH 3¢ dekTuBHOCTH. o1eHKH 3 PeKTUBHOCTH.
Ilpaxmuueckue noxazamenu
Ymeer ynpasisite | Beppo n B monHom o6wveme | C He3HauMTenbHbIMU | Ha  ©azoBom  ypoBHe, c¢ | He Moxer  ympaBisTh
nHdopmanuei; MOKET VIPaBIATH | 3aMCUAHUSIMU MOJXKET | OIIMOKAMH MOXKET YIPaBIATH | MH(DOpMAIHEI;
(KOJLITOKBHYM) nHpOpMaLHEii; YIPaBISATh HHQOPMAITHEH; nHpOpManuei;
Ymeer onpenensite Kputepun | BepHo u B moaHoM oObeme C He3HauUTEIbHBIMHU Ha 6a3oBoM ypoBHe, ¢ He moxer onpenensits
KayecTBa  MH(OPMALMOHHBIX | MOXKET ONPEACNATh KpUTEPUN | 3aMEYaHUSIMHU MOKET OIIUOKAMHU MOXKET KpUTEPHH KauecTBa
[IK-8 | cucrem; KadecTBa MH(POPMAIIMOHHBIX OIIPEACIATh KPUTEPUHU OTIPEJICTISTh KPUTEPUU UH()OPMALMOHHBIX CUCTEM; 20
I[TK-9 | (TBOpueckoe 3amaHue) CHCTEM; KadyecTBa UH(OOPMALIHOHHBIX KauecTBa MHPOPMAIHOHHBIX

CHCTEM;

CHCTEM;

YmMmeer pa3zpabaTeiBaTh IUIAH 11O
Pa3BUTHIO
KITMEHTOOPHEHTHPOBAHHBIX
TEXHOJIOTHIA;

BepHo u B mostHOM 00beMe
MOJKET pa3pabaThIBaTh TUIAH
0 Pa3BUTHUIO
KJIMEHTOOPHUEHTUPOBAHHBIX

C HEe3HAYUTCIbHBIMHU
3aMeYaHusIMH MOKET
pa3pabaThIBaTh IJIaH 110
Pa3BUTHIO

Ha 6a3oBoM ypoBHe, ¢
OIMOKaMH MOXET
paspabaTbeIBaTh IUIaH 110
Pa3BHUTHIO

He mosxer pa3pabaTsiBaTh
IUTaH TI0 Pa3BUTHIO
KITHEHTOOPUEHTHPOBAHHBIX
TEXHOJIOTHH;
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KpMTep WM OLICHUBAHMS KOMIIETCHLIMH

o . N HenocraTounsii
Komre- n Bricoxuit Cpennuii Huzkuit 6
TCHITUH OKa3aTeI OLCHBAHI (BepHO U B OTHOM 00BEME) - (c HE3HAUNTETBHBIMU (ma 6a30BOM ypOBHE, C (conepakut Gombiioe Hroro
560. 3aMeYaHusIMu) - 4 0. omuokamu) - 3 6. KOJIMYECTBO OMHGOK, OTBET
He fgaH) — 2 0.
(KOIOKBUYM) TEXHOJIOTHUH; KIIMEHTOOPHEHTHUPOBAHHBIX KIIMEHTOOPHEHTUPOBAHHBIX
TEXHOJIOTHH; TEXHOJIOTHM;
Ymeer pa3pabateiBaTth | Bepao m B momHOM o0beme | C He3HaunTenbHBIME | Ha  Ga3zoBom  ypoBHe, c | He moxer pa3pabaTeIBaTh
MIPOLEAYPHI MOAJEPKKH | MOXKET pa3pabaTbIBaTh | 3aMEYaHHIMHU MOXET | OmHOKaMH MOJKET | TMPOLEAYPbl  MOIAEPKKH
paboTtocriocobHOCTH IpOLETyPHI MOJ/ICPXKKH | pa3pabaTelBaTh  MPOLEXYPHI | pa3padaThiBaTh  MPOUEAYPHI | pPabOTOCIIOCOOHOCTH
nH(pOpMaLMOHHBIX cucreM, | paboToCOCOOHOCTH MIOJIAEPIKKH MOJIEPIKKU UH()OPMALIMOHHBIX CHCTEM,
MIPUMEHSITH COBpPEMEHHBIC | MHPOPMAIIMOHHBIX  CUCTEM, | pabOTOCIIOCOOHOCTH paboTrocrocobHOCTH NPUMEHSTh COBPEMEHHBIE
TEXHOJIOTUYECKHE  METOAMKHU | MPUMEHSTh COBpPEMEHHBIE | MH(OPMAIIMOHHBIX  CHUCTEM, | MH(QOPMALIMOHHBIX  CHCTEM, | TEXHOJOTHYECKHE
OpraHu3aliu TEXHOJIOTUYECKHE METOAMKU | TIPUMEHSTh COBpPEMEHHBIC | NPUMEHSTh COBpPEMEHHBIC | METOAUKN  OpraHH3alUH
(bYHKIIMOHUPOBAHUS OpraHH3aIiu TEXHOJIOTHYECKHE METOAMKU | TEXHOJOTUYECKHE METOJUKH | (DYHKIIMOHUPOBAHUS
WH(OPMALIMOHHBIX CUCTEM. (yHKIIMOHUPOBAHUS OpraHM3alu OpraHM3alu UH()OPMALMOHHBIX CUCTEM.
(KOTITOKBHYM) MH()OPMAIMOHHBIX CHCTEM. (YHKIIMOHHPOBaHUS (GYHKIIMOHNPOBAaHUS
nH(pOPMAIMOHHBIX CHCTEM. MH(OPMAIMOHHBIX CHCTEM.
Braoeem
Bnaneer wundopmanmonusiMu | BepHo u B monHOM 00beMe C He3HAuUTEIbHBIMHU Ha 6a3oBoM ypoBHe, ¢ He Bnaneer
TEXHOJIOTHUSIMA yIpaBJeHUs | BlazeeT HHPOPMAIMOHHBIMM | 3aMEYaHHMSIMH BIaJeeT OIIMOKaMH BIIajieeT nH()OPMaIMOHHBIMH
B3aUMOOTHOILICHUSIMH C | TEXHOJOTHSIMHU YIPaBICHHS nH(pOpMaNOHHBIMH nH(pOpMaMOHHBIMA TEXHOJIOTHSIMU YIIPaBIICHUS
KIIMEHTaMH; B3aUMOOTHOILICHUSAMHU C TEXHOJIOTHSIMU YTIPaBJICHUS TEXHOJIOTHSIMU YIIPaBJICHHS B3aUMOOTHOILICHUSIMH C
(KoHTpOJIbHAs paboTa) KIIMEHTaMH; B3aMMOOTHOILIEHUSIMH C B3aUMOOTHOILECHUSMH C KIIMEHTaMH;
K-8 KIIMEHTaMH; KJIMEHTaMH;
TK-9 Brnaneer uHCcTpyMeHTanbHBIMH | BepHo m B momHoMm o6weme | C He3HaunTensHbIMH | Ha  6asoBom  ypoBHe, ¢ | He BIIaZICET 10
) W MPOTrPaMMHBIMHU CPEACTBAMH | BIaJ€eT MHCTPYMEHTAIBHBIMU | 3aMEYaHUSIMHU BJIaJICeT | OmKMOKaMu BJIaJICET | MHCTPYMEHTAIbHBIMU u
OpraHu3aiiu u MNPOTPAaMMHBIMH | HHCTPYMEHTAIbHBIMU U | MHCTPYMEHTAJIbHBIMHU U | IPOrpaMMHBIMHU
(bYHKIIMOHUPOBAHUS cpeicTBaMu OpraHu3aliy | IPOrPaMMHBIMH ~ CPEICTBAMH | MPOTPAMMHBIMU  CPEJCTBAMU | CPEICTBAMH OpraHU3alNU
HMH(pOPMALMOHHBIX CUCTEM. (yHKIIHOHUPOBAHUS OpraHM3anu opraHu3alu (GYHKIHOHUPOBAHUS
(muckyccust) MH(OPMALMOHHBIX CUCTEM. (YHKIIMOHHPOBaHUS (bYHKIIMOHHPOBaHUS MH(OPMAMOHHBIX CHCTEM.
MH(OpPMAMOHHBIX CUCTEM. nH(OpPMALMOHHBIX CHCTEM.
BCEIO: 55
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IxaJja oneHUBaAHUA:

Ouenxka Baiabs YpoBeHb c(hOpMUPOBAHHOCTH
KOMTIETEHIINT
OTJIIMYHO 48-55 BBICOKHI
XOPOIIO 39-47 XOPOIIH
YIOBIETBOPUTEIHLHO 28-38 JIOCTaTOYHBIN
HEYJIOBJICTBOPUTEILHO 27 u MeHee HEJ0CTAaTOYHBIN

2. TunoBbIie KOHTPOJBbHBIC 3aJaHUA JJIA OLICHKU PE3YyJbTaToOB Oﬁy‘leHI/IH
0 JUCHUIVIMHE M HHBbIC MaTepHuaJbl AJHA MNOATOTOBKH K HpOMe)KyTO‘IHOﬁ
arTrecranmuun

2.1. MarepuaJibl AJ151 HOATOTOBKH K IMPOMEKYTOYHOM aTTeCTALMU
Bomnpocsl k 3k3aMeHy:

1. Ilpunuunsl npumenenus crparerud CRM B kxommanusix. CTpykTypa
uH(pOpMaMOHHBIX HpoueccoB B pamkax CRM.
JKu3HEeHHBIN IUKII KIUSHTA
0630p CRM-pemenuii B Poccuu.
Peinok CRM-pertiennii 3a pyoexxom
Bueapenune CRM: nporecc, o0coOeHHOCTH, 3PHEKT.
AJTOpUTM NMOCTPOEHUS CUCTEMBI PEATUPOBAHUS HA 5KaJIO0BI.
AHanus B3aMMOOTHOIICHH C NOCTaBUIUKAMH: OCHOBHBIE
PKOHOMHYECKHUE NTapAMETPbI B3AUMOJEHCTBHS.

8. Amnanu3 npuObLILHOCTH MOKYIIATENCH.

9. Amnanu3z mpouecca pa3BUTHS B3aMMOOTHOIIEHUH U KJIIOYEBBIX (PAKTOPOB
B3aUMOJCHUCTBU.

10. AHanu3 CTPYKTypbl B3AUMOOTHOIIIEHUI 1 BOBJICYEHHBIX CTOPOH.

11. B3auMo03aBUCUMOCTb U aJanTalusi peCypcoB B CETH

12. JloBepure 1 MpUBEP>KEHHOCTh B3aUMOOTHOIIIECHUSIM.

13. I3pepxku TpuBIeYeHHS U ynaepkanus mnotpedurens. Co3ganue
LEHHOCTH JIJIsl TIOTPEOUTENS.

14. VI3mepuTen B3aMMOOTHOILIEHUN ¢ TOTPEOUTESIMHU.

15. UHcTpyMeHTapuii MapKeTUHTa B3aUMOOTHOIIEHUN

16. MapkeTHHT B3aUMOOTHOIIIEHUH: y3KHE U TUPOKUE TPAKTOBKU

NOOTAWN

17. MapkeTunr MMAPTHEPCKUX B3aMMOOTHOILICHUN: OCHOBHBIE
OTJINYUTEbHBIE 0COOEHHOCTH OT KJIACCUYECKOTO MapKETUHTA

18. Mapketunr XXI Beka — HeTepPMUHAHTHI YIPABJICHUYECKOW MOJETH
Oymy1ero

19. HoBble BUIBI ACATEILHOCTH M KBATU(DHUKAIIMK MapKETHHTA IMAPTHEPCKUX
OTHOIIEHUN
20. Opranu3zaius MapKeTUHTa B3aUMOOTHOIIICHU I
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21. OcHOBHbIE HaIpaBJCHUs aHaJIN3a B3aUMOOTHOIICHUN C MOTpeduTesem
Ha IIPOMBIIIUICHHBIX PhIHKAX.

22. OCHOBHBIE TUIIBI B3aMMOOTHOIIEHUH U CIIOCOOBI X KOOPAUHAIIMH

23. 0COOEHHOCTH TMPOBEACHUS MapKETHHTa OTHOIIEHWH B  CETEBOU
HKOHOMHUKE.

24. OcoOEHHOCTH YNPABIICHUS OTHOIICHUSIMH «CIY>KAITUN — KIUEHT.

25. [loHsITHE M IPUHIIUIIBI MAPKETUHTA OTHOIIICHUM.

26. TlopTdenbHblil aHamu3 B3aMMOOTHOILIEHHUH ¢ moTpeduTenamMu. U3nepxxku
B3aMMOOTHOIICHUH ¢ TOTPEOUTENEM U UX OICHKA.

27. TlocTpoeHue B3aMMOOTHOIICHHNA B CETAX AUCTPUOYILIMU: COACPKAHHE
IporpaMM NapTHEPCTBA

28. IlocTpoenue  opraHu3allid, OPHEHTUPOBAHHON Ha  yIpaBJCHHE
IPOEKTaMU ¥ KOOPAUHALMIO OTHOIICHUH

29. [ToTpebuTennckas 1EHHOCTD Ku3HeHHoro nukia (lifetimevalue).

30. [IpakTruueckas peaau3aius CTpaTEeruil pa3BUTHUS CETU

31. [Ipumepsl KpUTEpPHUEB AJI OIEHKH B3aMMOOTHOIIECHUH C MOCTaBIIUKAMU

32. [Ipn4unrHbBI BOBHUKHOBEHUSI MAPKETUHTA B3aMMOOTHOIICHHI

33. [IpoBeeHre OIEHKM U OpPraHU3alMs MPOTPAMMbl  TOBBILICHUS
JIOSUTBHOCTH KIJIMEHTOB.

34. Ponb MapKeTHMHTa B3aUMOOTHOIIEHUN B (OPMHUPOBAHUU YCTOMYHMBOIO
KOHKYPEHTHOTO MPEUMYIIECTBA

35. CeTeBoil moAX0/ B MApKETHHTE: KaK OCHOBA (JOPMUPOBAHUS MAPKETHHTA
B3aUMOOTHOIIECHU

36. Co3manne TpeanpuUATHA, OPHEHTUPOBAHHOTO HAa  TOTPEOUTEINS:
MOCIIEI0BATEIHHOCTD IIIar0B ¥ MEPOTIPUSATHIA

37. Cnenduky MapKeTHHTa OTHOIICHWH B cdepax TOCTHHHYHOTO W
peCTOpaHHOTO OHM3HEca, a TaKKe OAHKOBCKUX YCIYT;

38. CpaBHHUTENbHBIN aHAIN3 KJIACCUYECKOTO0 MapKETHMHTOBOTO U CETEBOTO
MOJIXOJIOB B YIIPABJICHUH

39. Ctpareruu B3auMOJCHCTBHS C TIOCTaBIIUKaAMU

40. cymHOCTh BHYTPEHHETO MAapPKETHUHTa, OCHOBHBIE 3TAIbl €r0 BHEPCHHUS.

41. ®opmbl aHATN3A CIIOKUBIIUXCS CETEH B3aUMOICHCTBHUS.

42. DBOMIOIMST  MApKETUHTOBOM  KOHIIEMIIMU: OCHOBHBIE OJTambl M|
HaIpaBIICHUS Pa3BUTHS

Tunosbie KOHTPOJIbHBIC 3a1aHMS .

1. 3HaKOMCTBO C XapaKTepUCTUKAMH KIHUEHTOB.

2. 3yuenue npouenypbl IPUHITHUS PEIIEHUS O TIOKYTIKE.

3. 3ydenue cTpaTeruu mpoaaxu.

4. N3ydyeHne METO0B BO3JEHCTBUS HA KIIMNEHTA.

5. N3yuenue criocoO0B MpeAOTBPAICHUS U pa3peIIeHUs] KOH(PJIUKTOB.
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6. PazpaboTka cTpareruu  B3aMMOOTHOIIEHWH C  TIOTCHIMAIBLHBIMU
KJIMEHTAMH Ha OCHOBE MAapTHEPCTBA W MPEAOCTABICHUS YCIYTH, OTBEYAOIIEH
NOTPEOHOCTSM KIIMCHTA

7. BeipaOoTKa CTaHIApTOB CEpBHCA MPUMEHUTEIHHO K Ballleii KOMITAHUN

8. Pa3paboTka cTpareruu npojaax

9. 3HaKOMCTBO C HHCTPYMEHTapHEM OIICHKH YOBIETBOPEHHOCTH KIMEHTA

06[)33]1])1 TECTOBBIX 3az1aHm71 AJI MPOBEACHUA TEKYIIECIr0 KOHTPOJIA H
l'[pOMe)KyTO‘IHOﬁ arrecrallum 1m0 UTroraM OCBOCHHA JAUCHUIIVIMHBI, 4 TAKMKE
AJIH KOHTPOJIsA CaMOCTOSITEJIbHOM paﬁon:

1. K xakoMy pBIHKY OTHOCHTCSI COBOKYITHOCTH KJIHUEHTOB, MPOSBIISIONINX
WHTEPEC W HMMEIONUX JOXOJ, JOCTYN W MPaBO TOJB30BAHUS IO OTHOIICHHIO K
OTIPEJICTICHHOMY TOBapy WJIH yCiIyre?

a) IOCTYIIHBIN;

0) 1eNIeBO;

B) KBJIU(DUIIMPOBAHHBIN;

I') OCBOCHHBI.

2. IloBexeHueckass CerMEHTalUsl OCYIIECTBIISIETCS 1O  CIEAYIOUIUM
KPUTEPHUSIM:

a) MOTHBAIMS MOKYIIKH;

0) cpenga (CeKTOp NIPOMBIILJIEHHOCTH, pa3Mep (upMbl, reorpaduueckoe
MIOJIOKCHUE);

B) paboumne XapakTepUCTUKHU (IIpUMEHseMas TEXHOJIOTHsSI, HUCIOIb30BAHUE
JAHHOTO TOBapa, TEXHUYECKUE U (PUHAHCOBBIE PECYPCHI);

r) MeToz coBepilieHus 3aKyNKU (HaJM4Me LEHTpa 3aKylKH, HepapXudecKkas
CTPYKTypa, OTHOIIECHHS TMOKyHaTelb-poJaBel, oO0Iias TMOJIUTHKA 3aKYIIOK,
KPUTEPUH 3aKYIIKH).

3. [loctaBbTe B CcOOTBETCTBHE (DaMIMM aBTOPOB U pa3pabOTaHHBIE WMU
corainbHble Tunonoruu nuuHoctu: K. FOur, 3. npaunrep, P. Mepton, K. XopHu,
0. ®pomm.

a) XapakTep B3aUMOJACUCTBHS C APYTUMU;

0) BHEILIHSS WJIM BHYTPEHHSSI OPUEHTALUS;

B) IOMUHHPYIOIINE IEHHOCTH;

') TUI COIIMAIILHOTO XapaKTepa.

4. Kakue MeTOoAbl BXOJAT B MOJPA3ACICHHUIO IO KPUTEPHUAM CTEHEHU
CaMOCTOSATEILHOCTH MOTPEOUTEIIHCKOTO TIOBEICHHUSI IeTEH?

a) HaOJI0/IeHNE;

0) COBMECTHBIH IITOTIIHHT;

B) MIPSIMOM OIIBIT;

') NOCPETHUYECTBO;
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1) MOJICJIMPOBAHHE;
€) MHCTPYMEHTAIbHBIA TPEHUHT.

5. Onpenenurte NpaBUIbHBIN HAOOP TUITOB MOKYMATEIBCKOTO MOBEICHUS:
a) CJI0KHOE, HEYBEpEHHOE, TTIOMCKOBOE, PUBBIYHOC;

0) [Ipenckasyemoe, yBepeHHOE, PUBLIYHOE;

B) Hempenckaszyemoe, ClI0KHOE, HMITYTbCHBHOEC;

r) CnoxHoe, onpeAeeHHOE, YBEPEHHOE, CTaOMIBHOE.

6. [Ipupoay MOKymaTeaIbCKOro MOBEACHUS OTIPEISIISICT:
a) Uto BnIuseT HA MOBEJACHUE TOKyNaTenen?

0) KTo Bo3nelicTByeT Ha pelieHne O MOKYIKe?

B) KakuMm 06pazom mokynaTeny MpuHUMAIOT PEIieHUs?
r) Korna npunumaeTtcs peiieHue o mokymnke?

7. JImga xakoro Tuma peHIeHUH IOKyIMaTele O IMOKYIKE I1eJ1eco00pa3Ho
MCIIOJIb30BaTh B PEKIIAME YHUKAIIBHOE TOPTOBOE MPEJI0KEHHUE?

a) pyTUHHOE pEIICHUE;

0) orpaHUYEHHOE pPEIICHUE;

B) DKCTEHCHUBHOE PEIICHHUE;

') CHOHTaHHOE PEIIICHHUE.

.JInTepaTypa AJIA TIOATOTOBKH K 9K3aMCEHY .

a) OCHOBHAs JUTEpaTypa:

1. Crparerust: YueOHoe nocobue - M.: Anpnuna Ila6n., 2016. - 288 c. -
Pesxum noctyna: http://znanium.com/catalog/product/925266

2. Ctparerus uucroro nucta: Kak nepecrars miaHupoBaTh U Ha4aTh JIeaTh
ousHec: YueOHoe mocobue / Po3un M. - M.: Aaxbnuna I1a6n., 2016. - 346 c. -
Pesxum noctyna: http://znanium.com/catalog/product/925230

0) IoTMOTHUTENbHAS JIUTEpaTypa:

1. Crparerus ycnexa: Kak n30aBUThCS OT HaBSI3aHHBIX CTEPEOTUIIOB H
HaiiTu cBoil myTh: [locobue / enn P. - M.: Anpnuna Ila6n., 2016. - 303 c. -
Pesxxum noctyna: http://znanium.com/catalog/product/925195
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IIpome:xxyToyHas aTTecTALUA
2.2. KoMIuleKT 3K3aMeHAIIMOHHBIX OWJIETOB /Ui TMPOBedeHHUS
MPOMEKYTOUYHOM aTTeCTAUN

ABTOHOMHA 51 HEKOMMEPYECKA I OBPABOBATEJIbHA S
OPI'AHMBALIVMS BBICILIETO OEPABOBAHUS
HEHTPOCOIO3A POCCUMCKOU ®EJEPALINNA
«POCCUVMCKUI YHUBEPCUTET KOOITEPALIMW»
KA3AHCKHUM KOOIIEPATUBHBIA NHCTUTYT (PUIJIHUAJI)

Hanpasnenue noarorosku: 38.03.05 busnec-undpopmaTika
HanpaBieHHOCTh: « DJIEKTPOHHBIN OH3HECH
Jucuunnuna: «CtpaTerus ynpaBieHUs] B3aMMOOTHOIICHUSMU C KIHEHTaMU

(CRM-cuctemsi)»

3K3AMEHAIIMOHHBIN BUJIET Ne 1
1. AATOpUTM NOCTPOCHHS CUCTEMBI PEAarpOBaHUS Ha KATOOBI.
2. AHanmM3 B3aMMOOTHOIIIEHUN C TIOCTABIIMKAMU: OCHOBHBIE YKOHOMHYECKUE
napameTpbl B3aUMOICHCTBHUS

9K3AMEHAIIMOHHBINA BUJIET Ne 2
1. AHanu3 npuOBUTLHOCTH MOKYTIATEIEH.
2. AHanu3 mpouecca pa3BUTUSL B3AaUMOOTHOIIEHUN W KJIIOYEBBIX (PAKTOPOB
B3aMOJIENCTBUSA

3K3AMEHAIIMOHHBINA BUIET Ne 3
1. AHanu3 CTPYKTYpbl B3aUMOOTHOIIIEHUN U BOBJICYCHHBIX CTOPOH.
2. B3auM03aBUCUMOCTD U aianTalus PeCypcoB B CETU

9K3AMEHAIIMOHHBIN BUJIET Ne 4
1. JloBepue 1 MpUBEP>KEHHOCTh B3aUMOOTHOIICHUSIM.
2. Wspepxku mipuBiedeHUss u yjaepxkanus noTtpebutens. Co3maHue
IIEHHOCTH JIJIsl TOTPEOUTENS.

9K3AMEHAIIMOHHBINA BUJIET Ne 5
1. U3mepuTtenu B3aMMOOTHOIIEHHUH C MOTPEOUTEISIMHU.
2. UHcTpyMeHTapuii MApKETHHIa B3aUMOOTHOIICHHI

3K3AMEHAIIMOHHBINA BUIET Ne 6
1. MapKeTUHT B3aUMOOTHOIIICHUH: Y3KUE U ITUPOKUE TPAKTOBKU
2. MapkeTHHT TapTHEPCKUX B3aUMOOTHOIIIEHUI: OCHOBHBIC OTJIMYUTEIIHHBIC
OCOOEHHOCTH OT KJIACCUYECKOTO MapKETHUHTA
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3K3AMEHAIIMOHHBIN BUJIET Ne 7
1. Mapketunr XXI Bexka — JeTepMHHAHTHI YIPaBIEHYECKOM MOJEIU
OyyIiero
2. HoBble BHUJIBI JESATENBHOCTH U KBAIM(PUKAIIMKM MAPKETHHIa MAPTHEPCKUX
OTHOLIEHUN

3K3AMEHAIIMOHHBIN BUJIET Ne 8
1. Opranu3zanus MapKeTUHIa B3aMMOOTHOIIICHHA
2. OCHOBHBIC HaIPaBJICHUS aHAJIN3a B3aMMOOTHOIICHH C IOTPeOUTENEeM Ha
MPOMBIIIJICHHBIX PHIHKAX.
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IIpomexyTouHasi aTrecTanus
KoMmiekT TecTOBBIX 3aJaHMH AJsi TpPoBelleHHs] 3JK3aMeHa [0
AUCIHILINHE

ABTOHOMHA 51 HEKOMMEPYECKA I OBPABOBATEJIbHA S
OPI'AHMBALIMS BBICILIETO OBPABOBAHUS
HEHTPOCOIO3A POCCUMCKOU ®EJEPALINNA
«POCCUNMCKNN YHUBEPCUTET KOOITEPALIU»
KA3BAHCKHUI KOONEPATUBHBINA HHCTUTYT (®PUJIUAL)

Hanpasnenue noarorosku: 38.03.05 buznec-unpopmaTika
HanpaBieHHOCTh: « DJIEKTPOHHBIN OH3HECH
Jucuunnuna: «CtpaTerus ynpaBieHUs] B3aMMOOTHOIICHUSMU C KIHEHTaMU

(CRM-cuctemsi)»
TecToBbie 3amanus 1 IpoBepku ypoBHs oOyduenHoctd 3HATh:

1. Kak pacmudpoBsiBaetcst abopeBuarypa CRM?
a) Customer Relationship Management

0) Customer Relationship Marketing

B) Cost Relationship Marketing

r) Customer Regulation Management

2. CRM —»sr0:

a) yIpaBJeHUE B3aMMOOTHOIIICHUSIMH C KIIMCHTaMH

0) yrpaBjieHHE B3aUMOOTHOIIICHUSIMHU C MOCTABIIMKAMU

B) yIpaBJeHUE B3aMMOOTHOIICHUSIMU C MPaBUTEIHCTBEHHBIMU
OpraHu3alusIMH

I') YIIpaBJeHUE B3aMMOOTHOIICHUSIMU C PO cor03aMu

3. CRM - 510 KoHmenuus Ou3Heca W OM3HEC CTpaTerus, SAPOM KOTOPOH
SABJISIETCS

a) "KJIMEHTO-OPUEHTUPOBAHHBIN" MOIXO/I.

0) "ToBapO-OpUEHTUPOBAHHBIN" TOAXO.

B) "3aTpaTHO-OPUECHTUPOBAHHBIN" MOIXO/I.

r) "KOHKYpPEHTO-OPUEHTUPOBAHHBIN" MOIXO/.

4. C nomousro CRM-cucteMbl KOMOAHUS YTO MOXKET JA€1aTh?

a) cooupaer HHQOpPMAIIMI0O O CBOUX KJIMEHTAX Ha BCEX CTaAusX €ro
YKU3HEHHOTO LIMKJA (IPUBJICYEHUE, YIepKaHUE, TOSTILHOCTD)

0) pacCUMTHIBACT ONTUMAJILHBIC 3aTPATHI HA TIOKYTIKY CHIPhSl M MaTEPHUAJIOB

B) IPOBOJIMT aHAJIM3 ITEPBUYHON MH(POPMAIINH, CBA3aHHOM ¢ TTOCTaBITUKAMU
CBIPbS

r) GOpMHUPYET B3aUMOOTHOIIICHHUS C TTPABUTEIHCTBEHHBIMU OpraHaMuU
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5. YUro no3Bonsier CRM-cuctema?

a) MPUBJIEKATh HOBBIX KJIMEHTOB M MIOMOTAIOT yJ€PKaTh CTapbIX.
0) ONITUMHU3UPOBATH JIOTUCTUKY MTOCTABOK

B) MOBBICUTH A (PEKTUBHOCTH ABMKCHHS KamuTaia

') OpraHu30BaTh pabOTy UHTEPHET-Mara3uHa

TectoBble 3ananus s MpoBepKu ypoBHs 00yueHHOocTH YMETD:

1. Kakue tpu rpynnel CRM cymiecTByroT?

a) OTiepaTUBHBIC, AaHATUTUYECKUE U KOJUTA0OpAIIMOHHEIE.
0) onepaTuBHBIC, MATEMATHUECKHE U KOJIITaOOpalliOHHbIE.
B) ONIEPATUBHBIC, AaHATUTUYECKUE U KITaCTEPHBIE.

I') ONIEpPAaTUBHbIC, AaHATUTUYECKNE U CHHTETUYECKHE.

2. Kakue CRM-cuctembl OTHOCSTCS K ONIEpPaTUBHBIM?

a) UCTIOJIB3YIOTCA JUJISi  OMEPAaTUBHOIO JIOCTyNMa K HWHGOPMAIMH 110
KOHKPETHOMY KJIMEHTY B XOJI€ HENOCPEICTBEHHOTO B3aMMOOTHOIIEHUS C
KJIMEHTOM - MPHU TIPOJIAXKE U OOCTYKUBAHUS

0) UCTIONB3YIOTCA JJIsl ONEPATUBHOTO BHEIPEHUSI B CHUCTEMY KJIACTEPHOIO
Pa3BUTHUS pErUOHA

B) UCIIOJIB3YIOTCS JUIsl aHajdu3a Pa3IMYHBIX JAHHBIX, OTHOCAIIUXCA KakK K
CaMUM KJIMEHTaM, TaK U K JIEATeIbHOCTH KOMITAHUU

') IPEAOCTABISAIOT KIMEHTAM BO3MOXHOCTbH TOpa3io OOJIBIIETO BIUSHUS Ha
JIeATeIbHOCTh KOMIIAHUM B 1I€JIOM, B TOM 4YHCJE Ha MPOLECChl pa3pabOTKu
Jv3aiiHa, TpOU3BOJICTBA, IOCTABKU U OOCITY>KUBAHUS MPOIYKTA.

3. Kakne CRM-cucTeMBI OTHOCSITCS K aHAIMTUYECKUM?

a) UCTIIOJIB3YIOTCSL  JUISL  OTNIEPaTUBHOIO JOCTyNa K HH(pOpMAIUU 10
KOHKPETHOMY KJIMEHTY B XOJ€ HENOCPEACTBEHHOIO B3aMMOOTHOIICHUS C
KJIIMEHTOM - TIPU MPOAaKe M 00CITyKUBaHUS

0) MICTIOJIB3YIOTCS JUISI aHAJIW3a Pa3IMYHBIX JaHHBIX, OTHOCAIIUXCS KaK K
CaMHM KJIMEHTaM, TaK U K AEITEIbHOCTA KOMIIAHUHU

B) IPEAOCTABIISAIOT KIMEHTAM BO3MOXHOCTh TOpa3io OOJIBIIETO BIUSHUS Ha
JIeATeIbHOCTh KOMIIAHUM B 1I€JIOM, B TOM 4YHCJE Ha MPOLECChl pa3pabOTKu
Jv3aiiHa, TPOU3BO/ICTBA, TIOCTABKU U OOCTY>KMUBAHUS MPOYKTA.

I') TO3BOJISIIOT aHAJTU3UPOBaTh TpauK IyadbHbIX MOCTABOK MPOAYKIUU OT
Tpex U 00Jiee MOCTABIIUKOB

4. Kakne CRM-cHCTEMBI OTHOCATCS K KOJIJIA0OPAITMOHHBIM?

a) UCTIONB3YIOTCA JUJIST  OTMEPAaTHBHOTO JIOCTyNMa K HWHGOPMAIMH 110
KOHKPETHOMY KJIMEHTY B XOJI€ HENOCPEICTBEHHOIO B3aUMOOTHOUIEHUS C
KIIMEHTOM - TPU TIPOJIAKE U OOCTYKUBAHUS
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0) MCTIONB3YIOTCS I aHAIM3a Pa3NIUYHBIX JAHHBIX, OTHOCSAIIMXCSA KaK K
CaMUM KJIMEHTaM, TaK U K JeATECIIbBHOCTH KOMITAHUU

B) IIPEIOCTABIISIIOT KJIMEHTAaM BO3MOKHOCTh ropa3o OOJIBLIETO BIMSHUSA Ha
NESATEIbHOCTh KOMIIAHUM B 1I€JIOM, B TOM YHUCJIE Ha MPOLECCHl pa3pabOTKU
nu3aiiHa, IPOU3BOJICTBA, JOCTAaBKU U OOCITYKHUBaHUS MPOIYKTa.

I') IPEAOCTABIISIIOT UHBECTOPAM BO3MO>KHOCTb IOpa3/lo OOJBIIETO BIUSHUS
Ha JEATENIbHOCTh KOMIIAHMM B LI€JIOM, B TOM 4HCJIE B BBIOOpE JaibHEMIIEro
BJIO’KEHUS B TOBAPHBIN MOPTQETb KOMIIAaHUH.

TectoBble 3aanus 11 mpoBepku ypoBHs o0yuenHoctu BJIAJIETD:

1. B xakoii 6a3e CRM-cuctemsl XpaHsaTcs 1 00pabaTbiBaloTCs JaHHbBIC?
a) B IIEHTPaJIU30BaHHOMN

0) IelleHTpaTM30BaHHOM

B) KJIacCU(UIIMPOBAHHON 110 KOHTpareHTaM

I) KJ1accu(UUUPOBAHHOM 1O ToAaM

2. loctyn kK CRM-cucteme BO3MOXEH:

a) uepe3 yJlaJICHHbIE TEPMUHAIBI.

0) uepe3 KOMITbIOTEPHI BHYTPEHHEH 0a3bl JaHHBIX.

B) Uepe3 NMOAKIIOUCHHE K 0a3€ TaHHBIX BHYTPHU CETU MPEAIPUSATHUS.
I) 4epe3 MpsiMble BKIIOUCHUS.

3. Kak MOXeT OCyIIEeCTBISITBCS B3aMMOJCUCTBHE MEXKITYy KIUCHTOM H
cepBepom?

a) Ha ocHoBe uHTpaHeT/MHTepHEeT (uepe3 ctanaapTHbid Web-0paysep).

0) Ha ocHOBe ToJIbKO MHTepHeTa (uepe3 cranmapTHbeiii Web-Opaysep).

B) Ha OCHOBE MHTPAHET.

') HA OCHOBE MOOMJILHOM CBS3H.

4. V3 ckobKUX TIpUiIoKeHUH 00b19HO cocTout Cepsep?
a) U3 IBYX;

0) U3 Tpex;

B) U3 IIECTH;

') U3 CEMU.

5. U3 kakux npuioxxkeHuit oobraHo coctout Cepsep?

a) CYB/] nyist xpanenusi, 00padoTku gaHHbIX U cucteMbl OLAP-cepBepa st
aHaju3a dTUX JaHHBIX

0) CYB/] nns cOopa m mepenadyd JaHHBIX U CHCTEMBI JJis paciiudpoBKU
JTAHHBIX

B) CYBJl myis momydeHuss MaHHBIX M CUCTEMBI Uil pacu(@pPOBKH ITHX
JTAHHBIX
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r) CYB/] nns mepeBoja AaHHBIX B MaTEMAaTHYECKUWA KOJ U CUCTEMBI IS
paci@poBKU JaHHBIX

6. B kauectBe CYDB/| ucnonb3yloTcs TPOAYKTHI OT KAaKUX H3BECTHBIX
MIPOU3BOJIUTEIICH?

a) Oracle, InterBase, Microsoft SQL Server

0) YT nina, MicroWWQ, ServerTPR

B) NNNty, Wind OL, PPil

r) OVets ILd, InterDrive, Line Ltd

2.3. Kpl/ITele/l OLHCHKMU OJIA NMPOBECACHUS IK3aMEHaA M0 TUCIHUIIINHE

[Tocne 3aBepIieHUsT TECTUPOBAHKS HA dK3aMEHE HA MOHUTOPE KOMIThIOTEPA
BBICBEUMBACTCA pE3yJbTaT — TPOLIEHT NPaBUWIBHBIX OTBETOB. Pe3ynmbrar
NEePEeBOAUTCS B OAJJIBl U CYMMHUPYETCS ¢ TEKYIIUMU CEMECTPOBBIMU OaJlJIaMHU.

MakcumanbHas cymma (100 OamioB), HaOupaemMas CTYJIEHTOM TIO
JTUCHUIUIMHE, TMpeaycMaTpuBaronieii B KadecTBe (OPMBI  MPOMEKYTOUHOU
aTTeCTAIlMH YK3aMEH, BKJIIIOYAIOT JIBE COCTABIIAIOIIHE.

[lepBas cocTaBisitomiass — OIEHKA PEryJIsipHOCTU U CBOEBPEMEHHOCTH
KaueCTBa BBITIOJIHEHHUS CTYJICHTOM Y4eOHOU paOOThl IO U3YYCHUIO JAUCIMILIMHGI B
TeueHue cemectpa (cymma He 6osiee 60 6aoB).

Btopast cocramistonias — olieHKa 3HAaHUW CTyJEHTa Ha 3Kk3ameHe (He Oosee
40 6amnoB).

[TepeBoa TOMYYCHHBIX WTOTOBBIX OAaIOB B OIICHKH OCYIIECTBIISICTCS IIO
CJIEYIOIIEH 1IKaJe:

- ¢ 86 1o 100 6a110B — «OTIIMIHOY;

- ¢ 71 mo 85 GanIoB — «XOPOIIOY;

- ¢ 50 mo 70 6aniaoB — «yJOBIETBOPUTEIHLHOY

Ecnu ctyneHT npu TecTUpOBaHUU OTBEYAET NMPABWILHO MeHee, yeM Ha 50 %,
TO aBTOMAaTHYECKH BBICTABIIAECTCS OIEHKA «HEYJIOBIETBOPHUTEIBbHO»  (0e3
CYMMHPOBAHMSI TEKYIIUX PEUTHHTOBBIX OalioB), a CTYIEHTY Ha3Ha4aeTcs
MEePEIK3AMEHOBKA B JIOTIOJTHUTEIBHYIO CECCHIO.

2.4.MeToguueckue MaTepuaJbl, onpeaesouue npoueaypy
OLICHMBAHUA 10 TUCHUILINHE

O6mass mporeaypa oleHUBaHHUS omnpeneneHa I[lonoxxennem o ¢doHmax
OIICHOYHBIX CPEJICTB.

1. [Ipomenypa  OLIGHMBAHUS  PE3YJBTATOB  OCBOCHUS  MPOTPAMMBI
JTUCIUTUIMHBI ~ BKJIFOYaeT B ce0sS  OIEHKY YpoBHS  Cc(HOPMUPOBAHHOCTU
OOIIEKYyIbTYPHON KOMIETCHIIMN CTYJEHTa, YPOBHEH OOYyUYEHHOCTH: «3HAThHY,
«YMETbY», «BIIAJIETH.

2. [Ipu cnade sk3ameHa:
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— npodeccuoHaNbHbIE 3HaHUA CTYACHTa MOTYT MPOBEPATHCA MPU OTBETE HA
TEOPETUYECKHE BOIPOCHI, MPU BBIIOJIHEHUU TECTOBBIX 3aJaHUM, MPAKTUYECKUX
3ajady;

— CTENEHb  BIAACHUS  NPO(ECCUOHATBHBIMU  YMEHHUSIMH,  YpPOBEHb
c(OPMUPOBAHHOCTH KOMIIETEHIIUN (3JIEMEHTOB KOMIIETCHIIUH) — MpPH PEIICHUU
CUTYAIlMOHHBIX 33]1a4, BHIIOJHEHUH MPAKTUYECKUX PadOT U APYTUX 3aTaHUA.

3. Pe3ynbpTarel MPOMEXYTOUYHOM aTTecTaluud (QPUKCUPYIOTCS B Oaniax.
OO6m1ee KOIUYECTBO OAIIOB CKIAABIBAETCS U3 CJICAYIOIIETO:

— 110 60% oT 001IEl OLIEHKH 32 BBIITOJIHEHHE MPAKTHYECKUX 3a/IaHHI;

— 110 30% OuLEeHKHU 32 OTBETHI HA TEOPETUYECKUE BOIIPOCHI;

— 110 10% oueHkH 3a OTBETHI HA JAOMOJIHHUTEILHBIE BOIPOCHI.
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ABTOHOMHA 1 HEKOMMEPUYECKA 1 OBPASOBATEJIBHA $1
OPI'AHU3ALIMS BBICIIEI'O OBPABOBAHUA
HEHTPOCOIO3A POCCUMCKOU ®EJEPALINNA
«POCCUMCKUU YHUBEPCUTET KOOITEPALTU»
KA3AHCKHHI KOONIEPATUBHBIA NHCTUTYT (PUJIHAJT)

®OH/I OLIEHOYHBIX CPEJICTB J1J1sI MPOBEJEHUS TEKYIIETO
KOHTPOJISI M TEKYIIEN ATTECTALIAM MO JUCIHUTIINHE
(MOJIY.JTIO)

CTPATEI'UA YIIPABJIEHUA B3BAUMOOTHOINEHUSAMMU C
KJIMEHTAMMHA (CRM-CUCTEMMbI)

Hampasnenue noarorosku: 38.03.05 busnec-undopmarika
HamnpaBneHHOCTB: «DIEKTPOHHBIN OU3HEC)
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ABTOHOMHA 51 HEKOMMEPYECKA I OFPA3OBATEJIbHA S
OPT'AHM3AIMS BBICILIEI'O OBPA3OBAHHM I
[IEHTPOCOIO3A POCCUMCKOI ®EJEPAIHN
«POCCUMCKUI YHUBEPCUTET KOOIIEPAL»
KA3BAHCKHUM KOONNEPATUBHBIN UHCTUTYT (®PUJTUAJ)

KoMiuiekT 3agaHui 1Jisi KOHTPOJIbHON padoThI

o aucuuiuinie «CTpaTterust ypaBieHNs B3aUMOOTHOIICHUSIMH C KJIMEHTaMH
(CRM-cuctems!)»

Paznen 1. Teopernueckue acmeKTbl KJIHEHTOOPHEHTHPOBAHHOIO
Moaxo/aa

1. Yro takoe CRM? MlaiiTe ompeneneHUe 3TOMY TEPMUHY C TOYKU 3PEHUS
KOHIIETIIUY U UHOOPMAITMOHHON TEXHOJIOTHUH.

2. HazoBute ocHOBHBIE npUHIIUIIBI KOHIeNuu CRM.

3. Uem xonmenmuss CRM otnuyaeTcss OT KOHUEMUUUA TPAAUIIMOHHOTO
MapKeTHHTra?

4. Ilepeuncnure H OXApPAKTEPU3YMTE MNPEANOCHUIKA BO3HUKHOBEHUS
KJINEHTOOPUEHTHUPOBAHHOT'O NTOAXO0/A.

5. KakoBa poip KIMEHTOOPMEHTUPOBAHHOTO TMOAXOAAa B KOHUEMUIUHU
MAapKETHUHTa OTHOLLICHHI?

6. Pacckakute mpo MCTOPUIO BOZHUKHOBEHUS W pa3Buths mojaxona CRM B
Poccun.

7. HazoBuTe u naiite XxapakTepucTuky OCHOBHBIM Thriam CRM.

8. Packpotite monsitue e-CRM.

Pa3znean 2. Ilpouecc paspadorku crparerun CRM

1. Yrto mpencraBiseT coboit mporecc paspabotrku crtparerun CRM, u3
KaKUX 4aCTEW COCTOUT?

2. OxapaxTtepusyiTe OM3HEC-CTPATETHIO0 KaK 4acTh IMpoliecca pa3padoTKH
ctparerun CRM.

3. Yro takoe OusHec-Buaenue? M3 Kakux 2JIeMEHTOB COCTOUT?

4. Ha3oBuTe oTpacieBbic M KOHKYPCHTHBIC XapaKTEPUCTHKH B paMKax
npotecca pazpadotku CRM-ctparerumu.

5. PacckaxuTe mpo Mozieah OTPACIEBOTO aHAIN3A.

6. Pacckaxwure Mmpo MoJeb OOIIMX CTPATeTUH.

7. Pacckaxxurte Mpo MOJENb JTUJIEPOB PHIHKA.

8. PacckaxuTe mpo CTpaTeruio JUAEPCTBA MO U3EPIKKAM.

9. Pacckaxure npo crpateruto auddepeHanmu.

10. Pacckaxkute mpo crpateruro GoKyCUpOBaAHMUS.

11. Pacckaxkute mpo CTpaTeruio JIMAEPCTBA MO ONEpaIUsM.
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12. Pacckaxute mpo CTPATETUIO JIUJEPCTBA IO MMPOIYKTY.
13. Pacckaxute npo CTpaTeruto OJIM30CTH K KIUEHTY.
14. OxapaktepusyiTe KIMEHTCKYIO CTPATETHIO.

Pa3znen 3. Ilpouecc co31anusi HEHHOCTH

1. OxapaktepusyiTe IEHHOCTb, MOJYy4aeMyl0 KIHEHTOM OT KOMIIAHUH, B
YeM OHA 3aKJroyaeTcs?

a) HazoBuTe ypOBHM NpPEJIOKEHUS.

0) Pacckaxute mpo MOAEIb JOTIOTHUTEIHHBIX YCIYT.

B) Pacckaxure mpo JIECCTHUILY JIOSTIbHOCTH KIIMEHTOB.

r) KakoBa poJib KIIMEHTOB-«aJBOKATOBY?

1) KakoBa poJib KJIMEHTOB-TEPPOPUCTOB?

e) Kakum oOpazom OpeHn ydacTByeT B 0Opa30BaHUM IEHHOCTH IS
KJINEHTOB?

’)  Kakhe CYIIECTBYIOT CIIOCOOBI OILIEHKH II€HHOCTH, IMOJy4aeMOi
KJIMEHTaMU OT KOMIIaHUU?

2. OxapakTepu3yiTe HEHHOCTh, OJIy4aeMyt0 KOMIIAHUEN OT KIIMEHTA.

a) HazoBure knaccuukanuio KJIMEHTOB MO0 UX NPUOBLILHOCTH.

0) B uem cyTh SKOHOMUKHU MPUBJICUEHUS KIUEHTOB?

B) B uem cyTh SKOHOMUKH yAepKaHUS KIHUEHTOB?

r) Uto BbIrOJHEE: IPUBJIEKATh HOBBIX WM YJIEPKUBATh CTAPBIX KIMEHTOB U
noyemy?

1) Pacckaxkute mpo MOZeNIb ONTUMU3ALNH YAEPKAHUS KITUEHTOB.

e) Pacckaxure npo moaens ACURA, kakoBo ee 3HaueHue?

Pa3znean 4. Ilpouecc MHOTOKaHAJBbHOM UHHTErPALIAM

1. B dYem cocTtouT CyTh U 3HAUY€HHWE TIPOllecCa MHOTOKAHAIBHOMN
WHTErpanuu?

2. Pacckaxkute 00 y4aCTHUKAX U OMIIMSIX KAaHAJIOB pacipeiesieHus.

3. Uto Takoe Ae3uHTEpMearaIus?

4. Yto Takoe peuHTepMeIraIius?

5. HazoButre u oxapakTepuzyWTe KaTeropuu KaHaJOB B3aUMOJICHCTBUS
KJIMEHTA C KOMIIAaHUEMN.

6. B uem CymHOCTh 1 3HaYEHHE UHTETPALUA KaHAJIOB B3aUMOJICHCTBUS ?

/. Pacckaxxute Tpo CTpaTerud B OTHOIICHHHM KaHAJOB B3aUMOCHCTBUS
KJIMEHTA C KOMIIAaHUEMN.

8. KakoBa poss MHOTOKaHAJIBHON CTpaTerun’?

9. KakuMm 006pa3oM MHOTOKaHaIbHAs CTPATETUsI BEICTPAUBACTCS?
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Paspnea S. Ilpouecc ynpasienust ”H(popManuen

1. KakoBa ponp uHpOpMaluu B Tpolecce YrpapieHUus HHopMaluei
coriacHo koHnenmuu CRM?

2. KakoBa poiyib MHGOPMAIIMOHHBIX TEXHOJOTHUWA B MPOIECCE YIpPaBICHUS
uHpopmarueit corinacHo konuenuuu CRM?

3. HazoBute TexHuyeckue MPENSATCTBUSA, BO3HUKAIOIIME B TIpoliecce
pa3paboTKu KIMEHTO-OPUEHTUPOBAHHOM CTpaTerun?

4. Yto Takoe peno3uTOpuil JaHHBIX, KaKyl0 poib OH urpaet B CRM?

5. Uro 6a3a qaHHBIX, KAKMM 00pa3oM OHA CBsI3aHAa C PEMO3UTOPUEM JAaHHBIX ?

6. [JaiiTe onpenenenue XpaHWIHILy JAHHBIX, IEPEUUCITUTE BUBI XPAHHIUIII
JTAHHBIX.

7. Yto Takoe BUTPUHA TAHHBIX?

8. HazoBute u pnaiite xapakrtepuctuky BapuantaM CRM-crpaterun B
OTHOUIEHUH PETIO3UTOPUS JAHHBIX.

9. Kakyro posip uUrparoT aHaJIUTHYECKHUE CPEACTBA B MPOLECCE YNpaBICHUS
OTHOUIEHUSIMU C KJIMEHTaMU?

10. Ha3zoBure cTannapTHbIE MPOrpaMMbl JOOBIYM TaHHBIX.

11. Ha3zoBuTe cienuanu3upoBaHHbIE MAKEThl aHAIUTUYECKUX MTPOrPaMM.

Paspneu 6. IIponecc ouenku 3pPpexTuBHOCTH

1. Kakum 00pa3oM cBsi3aHBI MEXIYy COOOM akKIIMOHEpHAas IIEHHOCTb,
IIEHHOCTh I KJIMEHTOB, IEHHOCTH IS COTPYIHHUKOB M CHIDKCHHE H3JCPKEK B
pamkax CRM?

2. HazoBuTe KiroueBble (aKkTOpHI, BIUAIOINIME HA PE3yNbTaThl IS
aKIIMOHEPOB.

3.B uweM cyth menouku «ycayru — npuOsUIE»? 4.PacckaxuTe mpo
ctangapT «MHCTpyMeHT s oneHKH 3(PPEKTUBHOCTH YNpPaBICHUS KIMCHTaAMID»
(CMAT).

4. Pacckaxute mpo cranaapt «l{eHTp orneHku 3 PEKTUBHOCTH ONIEpaIiii O
pabore ¢ kmuentamm» (COPC).

5. Pacckaxxure mpo METpUKY KJIUEHTOB.

6. PacckaxuTe mpo onmepanuoHHYI0 METPHKY.

7. PacckaxuTe mpo CTpaTeTHIECKYI0 METPHUKY.

8. Pacckaxure po METPUKY CpaBHUTEIIBHON PE3yJIbTATUBHOCTH.

9. HazoBuTe M oxapakTepu3yiTe KiIrO4YeBble Mokazatesn 3(h(PEeKTUBHOCTH
(KIID).
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Pasznen 7. HNudpopmanuoHHble TE€XHOJIOTHH yIpaBJIeHUA
B3aHUMOOTHOLIEHUAMH € KJIMEHTAMH

1. Oxapakrepu3yiiTe TMHAMUKY U OCHOBHBIE TEHACHIMM MUPOBOTO pPbIHKA
KJIINEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHH.

2. B dem 3akiroyaercsi 0cOOCHHOCTh poccuiickoro pbiHka CRM-cuctem?
KakoBbI €ro npuHIMNUAIBHBIE OTJIIMYHS OT COOTBETCTBYIOIIETO 3aM1aJHOTO PhIHKA?

3. Ha3oBuTEe OCHOBHBIX JTUAEPOB POCCHHUCKOTO PHIHKA CHUCTEM YIIPaBICHHUS
KIIUEHTCKOM 0a30ii.

4. OxapakrepusyiitepacnpeneneanenpoekroBBHeApeHnICRM-cucrem 1o
dbenepanbHbIM Okpyram PO.

5. Pacckaxure o pacnpeneneHun npoekToB BHenpeHus CRM-pemenuil B
Poccnn mo orpacnsam.

6. Kakumu kpurtepusmMu HEOOXOAMMO PYKOBOJACTBOBATbCA IPU BBIOOpE
CRM-cucremsi?

7. W3 Kakux OCHOBHBIX COCTaBJISIOIIMX CKJIQJBIBACTCS COBOKYITHAS
ctoumMocTh Bragenuss CRM-cucremoit?

Paznen 8. IlepcnekTuBbl Ppa3BUTHS KJINEHTOOPHMEHTHPOBAHHBIX
TEeXHOJOTUM

1. HazoBurte ocHOBHBIE EpcneKTUBBI pa3BuTUd CRM Kkak KOHIIENINH.

2. KakuMu TEHICHIMSIMU XapaKTEPU3YETCS HCIOJb30BAHUE W PA3BUTHUE
KJINEHTOOPUEHTUPOBAHHBIX TeXHOJOTMK B Poccun?

3.Jlaitte onpenenenue nousatTuo «CounanbHbii CRM». B yem ero ornuuune
oT TpaguuruoHHoro CRM?

4. B yeMm cyTh Mogenu SaaS? B uem ee cogepxanue?

Kpurepuu ouenku:

- OIICHKA «OTJIMYHO)» BBICTABIISICTCS CTYJICHTY, €CJIH 3aJaHHUE BBITIOJIHEHO
BEPHO U B IMOJTHOM 00BEME;

- OIIEHKAa «XOPOII0» BBICTABIAETCS CTYACHTY, €CIIM 3aJIaHUE BBITIOJIHEHO C
HE3HAYUTENLHBIMU 3aMEYaHUSIMU;

- OIICHKA «YJOBJICTBOPUTEIHLHOY» BBICTABJSETCS, CCIIM 33aJIaHUE BBITIOJTHCHO
Ha 0a30BOM YPOBHE, HO C OIIMOKaMU;

- OIICHKa «HEYJIOBJIECTBOPHUTEIIEHO» BBICTABJISETCSA, €CIU  COICPIKUTCS
00JIBIIIOE KOJIUYECTBO OIIMOOK, 3a/JaHHE HE BBITTOJHEHO.
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ABTOHOMHA 51 HEKOMMEPYECKA I OFPA3OBATEJIbHA S
OPT'AHM3AIMS BBICILIEI'O OBPA3OBAHHM I
[IEHTPOCOIO3A POCCUMCKOI ®EJEPAIHN
«POCCUMCKUI YHUBEPCUTET KOOIIEPAL»
KA3BAHCKHUM KOONNEPATUBHBIN UHCTUTYT (®UJTHUAJ)

BOHpOCLI AJIA TIPOBEACHUA KOJJVIOKBHYMaA

o aucuuiuinie «CTpaTterust ypaBieHNs B3aUMOOTHOIICHUSIMH C KJIMEHTaMH
(CRM-cuctems!)»

1. Kakoii MeToa nepcoHanuzanuu ucnoib3yer Web-marazun?

2. Kakyro uHpopmMainio MOKHO TIOJIYyYUTh O kKiineHte Web-marazuna?

3.  Uro mo3BossieT HalTH myTu Oosee 3(HPEKTUBHOTO B3aUMOJACHCTBUS C
kiaueHToM Web-marazuna?

4. be3 kakux (akTOpPOB HEBO3MOXKXHO HCIOJIb30BaHUE VIHTEepHeT-
TEXHOJIOTHI B KauecTBe 3PHEKTUBHOTO KaHaja B3aUMOJICHCTBUSA?

5. B kakux xomnanusax npuMmenenue crpareru CRM nenecoobpazno?

6. B kakux o0mactsax MoOXeT ucmnonb3oBaThest PyHKIMs CRM-cuctemsr -
BbIOOp KOH(Urypanuu?

/. B Kakux ciy4asx MOXET HCIOJb30BAaThCS CUCTEMA HMHTEPAKTUBHOTO
PEYEBOr0 B3aUMOACHUCTBUA?

8. B kakux ciydasx MOXET HCIOJB30BaThCS CHCTEMa HHTEPAKTUBHOTO
PEYEBOT0 B3aNMOACHCTBUA?

9. B kakoM ciydae aBTOMaTH3allUs YNPABICHUSMH IIENBIO TOCTABKU
HauOoee r¢dexTuBHa?

10. B xakowm cimyudae npumenenue crparerun CRM nau6omnee r3¢hhexkTuBHO?

11. B xommanuu BHenpeHo nBe CRM-cuctembl — aBTOMaTH3AIMS MPOIAXK
U MapkeTuHra. JIocTym k Kakoil uHpopMaIuu 0 KJIMEHTE JT0HKEH UMETh MEHEIKED
1o mpoaaxkam Jij1st 6osee 3PGHEeKTUBHOTO OOCTYKUBAHHUS?

12. B xommnanuu BHenpeHo n1Be CRM-cuctembl — aBTOMaTH3AIMS MPOIAXK
U CEpBUCHOTO 00ciyxuBaHus. JlocTyn Kk kakoi MHQOpMalUU O KIMEHTE JTOJKEH
UMETh ONEPATOP KOHTAKT-UEHTPA IS 3P(HEKTUBHOTO OOCTY>KUBAHUS KIUEHTA?

13. B yewm 3akmiouaetcs rpaMoTHas 3ammra nmpoekta CRM?

14, B uyem 3akmoyaercsi ocHOBHas mnotpeOHocTh B CRM-cTparerun
PYKOBOJAMTEIIS B IEPUOJI Pa3BUTHS OM3Heca?

15. B uyem 3akmiouyaercsi ocHOBHas mnorpeObHocth B CRM-cTpareruu
PYKOBOJIUTEISI IPH KPU3UCHOM CUTyaIun?

16. B dem 3akmtouaeTcs OCHOBHAasi TOTPEOHOCTh PYKOBOAMTENS MPHU
CTaTyCcHOM cueHapuu BHeApeHuss CRM-ctparerun?

17. B yeM 3akiroyaeTcsi CJI0KHOCTh 3auThl mpoekTa CRM?

18. B uwem 3akiro4aeTcs  CIOXKHOCTh  OMNPEACIICHUS]  JETaTbHBIX
crenudukanuii?
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19. B yem ocobenHocts npumeHeHuss CRM-cuctem mnpu MiIaHUPOBAHUH
MapKETUHIOBBIX KaMITaHUI?

20. [ns addextuBHoro BHenpenus ctparerun CRM HeoOxonumo

21. W3 kakoro KojJu4yecTBa IIIaroB  COCTOMT  ayJHWT  KaHaJOB
B3aUMOJICUCTBHS C KIMEHTaAMU?

22. K yBeJIMYEHHIO KaKWX MOKa3aTejell MOXET MPUBECTH aBTOMATHU3AIUS
KOHTaKT-1IeHTpa?

23. K yMeHbIIEHUIO KakhX T[OKazaTejlel MpPUBOAUT aBTOMATHU3AIIMS
OTBETOB Ha MOBTOPSIOIIUECS BOTIPOCHI?

24, K wuemMy TmpHUBOIUT WCIONb30BAHUE TMPAKTUKUA TIPUOPUTETHBIX
MOCTaBUIUKOB"?

25. Kak Bnuser "crpareruss BTOPOro mpoaykTa' Ha JOXOIHOCTH CIIEJIOK
¢dbuHaHCOBON KOMIaHUH?

26. Kax xpocc-mpoaakxu MOTyT MHOBIMATH Ha CYMMapHYIO JOXOJHOCTb
KJINEHTA?

27. Kakas w3 NpuUBEACHHBIX MPUYMH NPOBAJIOB BCTpEUaeTcs Hambojee
PEAKO Ha MPAKTHUKE?

28. Kakas wuH(popManus J0JDKHA ObITh JIOCTyMHAa MEHEIKEpy C
UCIOJIb30BaHUEM MOJYJISl YIIPaBICHHsI KOHTAKTaMu?

29. Kaxkas unpopmanus nomkHa BBoAUTCA MeHekepoM B CRM-cucremy
nocie TeaeOHHOTO Pa3roBoOpa ¢ CYIIECTBYIOMIUM KITUEHTOM?

30. Kaxkas undopmanus nomkHa BBoauTcs MeHemkepom B CRM-cuctemy
nocie Teae(OHHOTO Pa3roBOpa ¢ HOBBIM KIHEHTOM?

31. Kakas wuHbopMamusi MOXKET HAXOJUTHCS B XPAHWUJIMINE CHCTEMBI
yIpaBIeHUS 3HAHUSMU?

32. Kaxkas nndopmanus He HAXOUTCS B XPaHUIHINE CUCTEMBI yIIPABICHHUS
3HAHUSMHU?

33. Kakas mnpuumHa HauOoyiee 4YaCTO SBISETCS NPUYUHOW TMpoBaJia
BHeapeHust CRM-cucremsi?

34. Kakue 6a30Bbie yciaoBusi HeoOxoaumbl it pa3Butuss CRM-ctpateruu
Ha NpeanpusiTUn?

35. Kakue Bompocsl B (pHAHCOBOM 00JIACTH MOTYT peniaThCs Ha OCHOBE
ctpaterun CRM?

36. Kakwue Bompochl B (MHAHCOBOW 00JACTH MOTYT pEIIaTbCs HAa OCHOBE
crpareruu CRM?

37. Kakue u3 pyHKIMI He MO3BoJIsIeT aBTOMaTu3npoBath ERP-cuctema?

38. Kakue u3 pynkuuii no3sosser aproMatusnuporatb ERP-cuctema?

39. Kakme  KkaHambl  B3aWMOJCHCTBHS  HCIIONB3YeT  COBPEMEHHBIN
WHTETPUPOBAHHBIA KOHTAKT-IICHTP?

40. Kakue xpuTepum BbIOOpa TIOCTaBIIUKA CYIIECTBYIOT B CHCTEME
MaTepHaTbHO-TEXHUYECKOTO CHAOKeHUs?

41. Kakue KpuTepu BbIOOpa TIOCTaBIIUKA CYIIECTBYIOT B CHCTEME
MaTepHaTbHO-TEXHUYECKOTO CHaOKeH s ?
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42. Kakue KpUTEpUU HCIOIB3YIOTCS IS ONMPEACIICHUS OIICHKH KadecTBa
JOCTYTa KIIMEHTOB KOHTAKT-LIEHTpa?

43. Kakue MapKeTHHTOBbIE MEPOIPUSITHS MO3BOJISIIOT KOMIIAHUU YJIEPKaTh
KJINEHTA?

44. Kakue MepornpusTus MpeArnoaraeTt 1nejeBoi MapKeTUHT?

45. Kakwue onpenenenust On3Hec-mpooseM SBISIOTCS MPaBUILHBIMU?

46. Kakue onpeneneHus 1eyiei SBIsSioTCS HeMPaBUIbHbIMU?

47. Kakue onpeneneHus Lelen ABISI0TCS TPaBUIbHbIMU?

48. Kaxkue ocHOBHBIC OJIOKH coAepkuT nHpopmarmonHas cuctema CRM?

49. Kakue OCHOBHbIE TpeOoBaHUS K VIHTEPHET-TEXHOJIOTHSIM IS
YIPaBJICHHS] BHYTPUKOPIIOPATUBHBIMU CBSI3SIMHU?

50. Kakue ocHoBHbIe menu BHenpeHus crpateru CRM mpu kpusucHOM
cueHapuu’?

51. Kakue ocHoBHbIE 11enu BHenpeHus crpaterun CRM npu pazBuBaroiiem
cueHapuu?

52. Kakue ocHOBHBIE 11enu BHenpeHusi ctpareruu CRM mpu craTycHOM
cuieHapuu?

53. Kakue mokazaTend WCHOJIB3YIOTCS JUIsl OIEHKA 3(PGEeKTUBHOCTH
KOHTaKT-1IeHTpa?

54. Kakue nmpeumyiiectBa BHOCUT BHeapeHue CRM-cTpareruu B o0nacTu
TEJIEKOMMYHUKAIUI?

55. Kakwue nmpeumymiectBa maet Web-callT kak kaHana B3aUMOJIECHCTBUS C
KJIUEHTOM?

56. Kakme mpeumymectBa gaet BHeapenne CRM-cucrempl B
TEJICKOMMYHUKAIIMOHHON KOMIIAHWUH )T €€ TTapTHEPOB?

57. Kakue npenmymectBa gaet crparerusi CRM B ¢puHaHcoBoit chepe?

58. Kakue npenmyIecTsa JaeT y4eT B3aUMOCBSI3€H U CTPYKTYP, B KOTOPBIX
y4acTBYeT KOMITAaHUS-KITUEHT?

59. Kakue npeumyiectBa naroT WHTEpHET-TEXHOJIOTUU TIPU YIIPABJICHUH
BHEIITHUMU CBSI3SIMH 110 CPABHEHUIO C JPYTUMU CPEJICTBAMHU CBSI3U?

60. Kakue coObITHS 1O B3aUMOJCUCTBUIO C KIMEHTOM HEOOXOIUMO
3aHocuTh B CRM-cucremy?

61. Kakue cnennanuctsl HEOOXOAUMBI 11 Y(PPEKTUBHOTO MCIIOIH30BAHUS
CRM-cucremni?

62. Kakume crmocoObl B3aWMOACHCTBUS TO NPHHOWMNY "OAWH HAa OJUH"
MOJKET MPEJOCTABUTH KOMIIAHUS KIIUCHTY?

63. Kakme cpeactBa oOCTyXKMBaHHS KJIMEHTOB IIO3BOJISIIOT TIPUBJIEYD
HOBBIX KJIMEHTOB?

64. Kakue CylecTBYIOT CHOCOOBI H3MEPEHHS  YAOBIECTBOPEHHOCTH
KJINEHTA?

65. Kaxkue cymecTByIOT criocoObl oSydyeHus: UH(POpMAIK Ha KOMITBIOTEP
MEHEeI’Kepa Mo MpoaaKkam?

66. Kakwue cymecTByrOT criocoObl moaydeHus HHGOPMAIMK Ha KOMIIBIOTED
YIAJIEHHOTO COTPYAHUKA KOMITAHUU C IIEHTPAIBHBIM CEpPBEPOM?
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67. Kakue cdepbl mpUMEHEHHS KOHTAKT-IIEHTPOB, B OOJBIIEH CTETCHH
HaIpaBJIeHbl HA yJIepKaHUE CYHIECTBYIOUIUX KIMEHTOB?

68. Kakue cdepsl NMpUMEHEHUS KOHTAKT-IIEHTPOB, B OOJIBIICH CTEICHU
HaIlpaBJICHbl HA TPUBJICUYCHUE HOBBIX KIHMEHTOB?

69. Kakue cdeppl npUMEHEHUS KOHTAKT-IIEHTPOB, HAlpaBJICHbl Ha
yAepKaHUE CYIIECTBYIOMIUX KIMEHTOB?

70. Kakue (akTOoppl TO3BOJISIIOT TMPHUHATH pEUICHUE O CO3JaHUU
COOCTBEHHOI'O KOHTAKT-IIEHTpa?

71. Kakue ¢akTopbl MO3BOJSIOT CHU3UTH 3aTpaThl Ha OOCITYXKHBaHHUE
KJIUEHTOB?

72. Kakue ¢akTopsl yBEIMUYMBAIOT JIOSUIBHOCTh KIHEHTa B 00JIACTH
TEIEKOMMYHUKAIUN?

73. Kakume (hakTophl SBISIOTCS HETATUBHBIMH IS TIPUHSTHS DPEIICHUS
UCIIOJIb30BAHUSL YCIYT IIEHTPOB MO ayTCOPCUHTY (PYHKIUN B3aWMOJCHCTBUS C
KJINEHTaMu?

74. Kakue QakTopbl SBISIOTCS MOJOKUTEIBHBIMY JIJISl TPUHSTHS PEIICHUS
UCIIOJIb30BAHUSl YCIYT IIEHTPOB MO ayTCOPCUHTY (PYHKIUN B3aWMOJCHCTBUS C
KJINEHTaMu?

75. Kakue ¢pynkiuu CTI-cucteMbl MO3BOJISIOT ONPEACIUTD 3BOHSIIETO?

76. Kakue ¢pynkiuu conepxut cuctema CTI?

/7. Kaxkue 3Tanbl MapKETUHTOBOTO IHkiIa aBroMatusupyer CRM-cucrema?

78. Kakumu (GyHKIIMOHATBHBIMA BO3MOXHOCTSAMH 00JafaeT cucrema
yYIpaBJIEHUs 3HAHUSIMU?

79. KakumMu xapakTepucTUKamMH B HACTOsAIee BpeMs HE 001agaoT
BUPTYyaJIbHbIE TIEpcOHaXu Ha Web-caiiTe?

80. KakumMu xapakTepUCTHKaMH O0Jaal0T COBPEMCHHBIC BUPTYaJIbHBIC
nepconaxku Ha Web-caiite?

81. Kakoe rimaBHOe orpaHHYEHHE B MCIIOJIB30BaHUN MOOUIIBHBIX YCTPOMCTB
KaK CPEJICTBA YIIPABJICHUS MPOIECCaMU MTPOJIaXK?

82. Kakoe T/aBHOE OTIMYME  QJIANTUBHOM  IEPCOHAIM3AINMU  OT
MIEPCOHANIM3AIINH 110 TIpaBUiIam?

83. Kakoe Tr/aBHOE OTIWMYME TMEPCOHAIM3AIMU [0 TMpaBWiaM OT
aJIalITUBHON?

84. Kakoe pacmpeneneHue KIMEHTOB MEXAy KOMaHIaMH HaumOojee
b dexTuBHO?

85. Kakoe  pacnpeneneHve  KIMEHTOB  MOJApPAa3yMEBAaeT  paBHbBIC
BO3MOYKHOCTH JIJIT MEHEDKEPOB 3aBJIa/ICTh KPYITHBIM KJIUECHTOM?

86. Kakoii anayin3 mo3BOJISET ONPEASTUTh OyayIee MOBEICHUE KIUeHTa?

87. Kakoil aHaIM3 TO3BOJSICT ONPEACIUTh TPYIIIBI MOX0XUX BEIICH WIN
COOBITHIT?

88. Kakoif aHamu3 IO3BOJIACT ONPEACIUTh KOMOWHAIIUIO JCUCTBUU B
COOTBETCTBHUH C OMPECICHHON 3aKOHOMEPHOCTHIO?

89. Kakoil u3 npuBeAeHHBIX (PaKTOPOB HE YUUTHIBACTCS MPH MOCTPOSHUU
CIleHapHeB OOIICHUS ?
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90. Kakoif u3 3TUX croco0OB JacT HauboJee MOJHYI0 KapTUHY U3MEPEHHS
yIOBJIETBOPEHHOCTHU KJIMEHTA?

91. Kakoii uHQOpMaIMOHHBIN MOTOK HauboJee yacTo oTcyTcTByeT B CRM-
CUCTEME KOMIIaHUHU, TPUBOASIIUN K yCTapeBaHUIO HHPOPMALIUU O KIMEHTE?

92. Kakoii kaHas1 B3aUMOJICHCTBUS C KIIMEHTaMU HauOoJiee AeIIeBbIi?

93. Kakoii kaHas1 B3aUMOJICHCTBUS C KIIMEHTOM Hanbosee MeIJICHHBIN?

94. Kakoii kputepuii Boioopa CRM-cuctemMbl UCIONB3yEeTCs] KOMIAHUSMU
Hauboee yacTo?

95. Kakoii METOJ pacrpeneneHus 3BOHKOB IIOAPA3YMEBAET
MOCJIEA0BATEIbHYIO JTOCTYITHOCTD CITY>KOBI MOAACPKKHU NI BCEX BPEMEHHBIX 30H
10 MEpe HACTYIUICHUSI pabOUMX 4YacOB B KPYITHOU KOMIIAHUU?

96. Kaxoif meTo pacnpesiesieHns: 3BOHKOB MOIpa3yMeBaeT paclpeiesieHue
3BOHKOB Ha MEPBOIr0 JOCTYITHOI'O ONEPATOPa B KOHTAKT-LIEHTPE?

97. Kakoii naubonee >pdexTuBHBIN ciocod ordopa kanaumaroB CRM-
MOCTaBIINKOB?

98. Kakoii caMblil MepBbIi KaHaT B3aUMOJCHCTBUS C KIIMEHTAMH, KOTOPBIT
MCITIOJIB30BAJICS CIIY>KOOM MOJIEPKKU KIMEHTOB?

99. Kakoii cnenuaiucT MPOBOJUT OOYyYEHHE COTPYJAHUKOB KOMIIAHUU
3aKa3yuka?

100. Kakoi#i dopmar mpeacTaBieHHs] JAaHHBIX YOPOIIAaeT OOMEH JaHHBIMU
MEXIY Pa3TuIHBIMA CHCTEMaMHu?

101. Kakoii stan sBIseTCS HEOTHEMIJIEMON HYacThIO TMPOIECCa BHEIPECHUS
npoexkra CRM?

102. Kakyro wuHGOpMaIMI0O MOXHO TIONYYUTh O JIOOOM YEJOBEKE,
3amrenmem Ha Web-cait?

103. Kakyto posib urpaeT MAOXOAHOCTh Ui TPHUHATHS peuieHus 00
yAepKaHUU KIIUEHTA?

104. KeM MokeT OBbITh BBITIOJHEHBI MEPBbIE 3TaIlbl 3alUThl poekta CRM -
OTIpEJICIICHHE U JIeTanu3alnsa Ou3Hec-nmpoodIeM u 1enel KoMnaHuu?

105. KeM OOBIYHO BBITMIOJTHSAETCS TIOMCK CKPBITBIX BO3MOXKHOCTEH Mpu
nomouu cpeactsB CRM —cucremsi?:

106. Koraa npou3onuio 3apokaeHne dJIeKTPOHHOTO Ou3Heca?

107. KTo mnpou3BOAUT KOOPAMHAIIUIO OOY4YEHHsS] COTPYIHHUKOB OT/CIA,
KOTOpbIE OYAYT UCIONB30BATh ONPEIEIEHHBIN (PYHKIMOHAIBHBIA MOIYb?

108. Ha  kakme  BOMpPOCHI  TO3BOJUT  JaTb  OTBET  HW3MEpECHHE
YAOBJIETBOPEHHOCTH KiiMeHTa Ha Web-caiite?

109. Ha ocHOBaHMM KakUX KpPUTEPUEB OCYLIECTBISETCS COCTaBJICHUE
pacnucaHuii paboThl COTPYJITHUKOB CPEACTBA YIIPaBIEHUS TPYAOBBIMHU pecypcamu?

110. Ha ocHOBe Kakux MoKa3aTesield pacCUMThIBACTCS JOXOAHOCTh KJIMEHTA?

111. Ha ocHOBe Kakux IIOKa3zaTejeld pacCUUTHIBACTCA IIEHHOCTh KJIHMEHTa
(brHaHCOBOM KOMIIAaHUU?

112. Ot 4ero 3aBUCHT MOCTpOSHUE OM3HEC-TIporieccoB cTpaTeruu CRM?

113. OT dYero 3aBHCHT COCIMHEHHE KIMEHTa C KOHKPETHBIM OIIEPaTOPOM
KOHTaKT-IIEHTpa:
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114. OT 4ero 3aBUCHUT COCIMHEHUE KIHUEHTAa C KOHKPETHBIM OIEPATOPOM
KOHTaKT-LIEHTpa:

115. Ornuune CRM-cucTemMbl OT MEPBBIX CUCTEM aBTOMAaTH3allUU MTPOJIaXK?

116. Ilpu xakOoM BUJI€ MApKETHHIa PEAKIUs Ha PE3yJIbTaThl MAPKETHHT OBOM
KaMIaHUU MUHUMAaJIbHA?

117. Tlpy  moMomM  Kakux  BO3MOXHOcTe  MHTepHeTra  KIMEHTY
MPEIOCTABISACTCS BO3MOXKHOCTh OOIIEHHUSI C ONEpPaTOpPOM B PEXKHUME PEaTbHOTO
BpeMeHU?

118. Y nepkanue Kakux KIMEHTOB HEOOXOIUMO OCYIICCTBIATH (DMHAHCOBOM
KOMIMaHuu?

119. Yto naet puHAHCOBOW KOMIIAHWUHU HMCIOJIL30BaHKE "'CTPATETHH BTOPOTO
npoaykra'?

120. Yto moxxer motpeboBatbes sl moctaBimuka CRM-cuctemsl mpu ee
BHEJPEHUU?

121. Yo He siBNA€TCS COOBITUMHBIM MAaPKETUHTOM?

122. Yto HeoOxomumMo i ompenelieHHs 3(PEGEKTUBHOCTH  Ou3HEC-
MPOIIECCOB KOHTAKT-1IEHTpa?

123. Uto HeoO0XOoIMMO clellaTh B IEPBYIO OdYepelb Ieped BHEIPEHHUEM
WHTETPUPOBAHHOTO KOHTAKT-1IEHTpa?

124. Yto HEOOXOUMO YUUTHIBATH VISl MIPUHATHUSL PEHICHUS IO YJEP KaHHUIO
KOHKPETHOTO KJINEHTA?

125.Yto otmumyaer cucreMbl CRM oT cucteM Kimacca YTpaBicHHUS
koHtakTamu(ContactManagement)?

126. Yto moapa3zyMeBaeT BBIMIOJHEHUE KaXXAOTO dTama mpolecca B MOAYIIe
ynpasienus npoueccamu CRM-cucremsr?

127. Yro takoe ERP-cuctema?

128. Uto Takoe kpocc-npoaaxu?

129. Yto Takoe peuHKUHUPHUHT?

130. Uto 4yacTOo CTAHOBUTHCS MPUYMHOM HETATUBHOTO OTHOUICHUS
MeHemkepa npu BHeapennn CRM-cuctembi?

131. Yto sBnsieTCA OTIMYUTEIBLHONH OCOOCHHOCTBIO YIPABJICHUS PAOOTHI C
MapTHEPaAMHU MPU UCTIOTIb30BaHUU VIHTEPHET-TEXHOJIOT UM ?

132. Yo aBnsieTcst nepcoHanu3ayen Kimenra’?

133. Yto siBisieTcs pe3yapTaTOM BCTPEUH IO 3aIyCKy MPOeKTa?

134. Yto siBnsieTcss COOBITUIHBIM MapKETUHTOM?

135. YUto asnsercd uensro CRM?

Kpurepum ouenkmu:
- OLIGHKAa «OTJIMYHO)» BBICTABJISIETCS CTYJAEHTY, €CIU 3a/laHu€ BBIIIOJIHEHO
BEPHO U B IMIOJTHOM 00BEME;

- OIOCHKA «XOpoHI0» BBICTABJICTCA CTYACHTY, C€CIIM 3aJIaHHUC BBIIIOJIHCHO C
HC3HAYUTCIIbHBIMH 3aMCYaHUSIMU,
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- OIICHKA «YJOBJICTBOPUTEIHLHO)» BBICTABJISETCS, €CJIM 3a/IaHUE BBITIOJTHECHO
Ha 0a30BOM YPOBHE, HO C OIIMOKaMU;

- OIIEHKAa «HEYJOBIIETBOPUTEIHHO» BBICTABISACTCS, €CIH COACPKHUTCS
00JIBIIIOE KOJTUYECTBO OLTUOOK, 3aJaHIE HE BBITIOTHEHO.
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ABTOHOMHA 51 HEKOMMEPYECKA I OFPA3OBATEJIbHA S
OPT'AHM3AIMS BBICILIEI'O OBPA3OBAHHM I
[IEHTPOCOIO3A POCCUMCKOI ®EJEPAIHA
«POCCUMCKUI YHUBEPCUTET KOOIIEPAL»
KA3BAHCKHUM KOONNEPATUBHBIN UHCTUTYT (®UJTHUAJ)

Ilepeyens Tem ais pepepaTos

o aucuuiuiniae «CTpaTerust ypaBieHHs B3aUMOOTHOIICHUSIMH C KJIHEHTaMH
(CRM-cuctems!)»

1. VYmpaBneHue B3aMMOOTHOIIEHUSAMHU C KJIMEHTAMH.

2. OCHOBBI YIIPaBJICHUS B3aUMOOTHOIIEHUSAMH C KJIMEHTAMHU.

3. Hctounuku 3¢ (HEeKTUBHOCTU TEXHOJIOTUU yIpaBJICHUS
B3aMMOOTHOUICHUSMU C KJIMEHTAMHU.

4. Wcrtopuss pa3BUTHS  YOPABICHYECKUX  TEXHOJOTMH  yHpaBiCHUS
B3aMMOOTHOUICHUSMU C KJIMEHTAMHU.

5. Mopaenb nepapxuu noTpedHOCTEN U ee TpaHchopMaIus.

6. Kpurepun npuMeHUMOCTH TEXHOJIIOTUN yTIPABICHHS.

/. B3auMoOCBsI3b yOpPABJICHHS B3aUMOOTHOUIEHUSIMU C KIHWEHTaMHU U
YIPABJICHHS B3aUMOOTHOILICHUSIMH C TTAPTHEPAMH.

8. BrmusHHE TEXHONOTMH YIPaBICHHUS B3aMMOOTHOIICHUSMH C KIMEHTaAMH
Ha pa3JIM4YHbIE T0JIpa3IeIeHUs] KOMIIAHUU.

9. Ponp TeXHOMOTWMH YMPaBICHUH B3aUMOOTHOIICHHUSMH C KIMEHTaMH B
Opranu3aiuu paboThl OT[e1a MapKETUHTa.

10. Poibp TEeXHOJOTHHM YIpaBI€HWU B3aUMOOTHONICHUSMU C KIMEHTaMU B
Opranu3anuu paboTsl OTJeNa MPOJaX.

11. Poib TEXHOJOTUHM YIPaBJIEHWU B3aUMOOTHOIICHUSMU C KIMEHTaMU B
opraHu3anuu padboTel HHBIX GPOHT-0(UCHBIX MOAPA3ACIICHUN.

12. Poib TEXHOJOTUHU YIPaBIEHWU B3aUMOOTHOIICHHUSMU C KIMEHTAMU B
opraHu3anuu padoTbl MUIT-0UCHBIX MTOAPA3ACTICHUN.

13. Poip TEXHONOTHU YIIPaBJICHWH B3aMMOOTHOIICHUSMU C KIMCHTaMU B
opraHu3anuu padoTsl 03K-0(DUCHBIX MOAPA3ACICHUM.

14. Haznauenue HHQOPMALMOHHON CHUCTEMBbI B3aMMOOTHOIICHHUSIMHU C
kieHTamu (CRM-cuctemsi).

15. Bzaumocss3b ynpasieHueckoil koHenuu CRM u CRM-cuctemsi.

16. OcHoBHBbIE (PyHKIIMOHANIbHBIE BO3MOkKHOCTU CRM-cucrem.

17. Benenue xnuentckoi 6a3zpl B CRM-cuctremax. ®yHknum yuera,
yIpaBJeHUs, aBTOMATH3allMH, aHAJIN3a.

18. llognepxxka Mapketunra B CRM-cucremax. @OyHKIMM  yueTa,
yIpaBJeHUs, aBTOMATH3allMH, aHAJIN3a.

19. llognepxkka nponax B CRM-cuctemax. dyHKuMU yuyeTa, ynpaBieHUs,
aBTOMAaTHU3AllUU, aHAIIN3A.
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20. Tlognepxka ympaBiaeHUsT MeHemkepamu 1o mnpogaxkam B CRM-
cuctemax. OyHKINM y4eTa, yIpaBICHHs], aBTOMATU3allM1, aHAJIN3A.

21. llonnepxkka Qpont-opuica B CRM-cucremax. @DYHKIUMU y4eTa,
yIpaBJICHUS], aBTOMATU3AIlMHU, aHAJIHU3A.

22. Ilonnepxka cepBUCHBIX ToapaszaeinecHuii B CRM-cucremax. @yHKIIUU
ydeTa, ypaBlIeHHs], aBTOMATH3aIH, aHAII3A.

23. Ynpasnenue 3HanusiMu B CRM-cucremax. [lopransl u 6a3bl 3HaHUH.

24. TpanzakunonHas 6aza CRM-cuctemsl.

25. Yrpasienue notokamu padbot B8 CRM-cuctemax.

26. Xpanunuiia v BUTpuHBI JaHHBIX B CRM-cuctemax.

27. Lentpsl B3aumoeiicteuii B CRM-cuctemax.

28. Nnrterpauus CRM-cucteM ¢ WHBIMH HWH()OPMALMOHHBIMU CHUCTEMaMH
KOMITaHHH.

29. OcHoBHble CRM-cuCTEMBI MUPOBOT'O PBHIHKA.

30. OcunoBubie CRM-cuctemsl poccuiickoro peinka u crpan CHI'.

31. [IpoexTsl o BHeapeHno CRM-cuctem.

32. IlpobsemMbl 1 IpUYUHBI HEY1a4 POEKTOB 10 BHenpeHuto CRM-cucrem.

Kpurepuu oueHku:

- OIICHKA «OTJIMYHO» BBICTABISETCS CTYICHTY, €CIIM 3a/JaHWE BBHITIOJIHCHO
BEPHO U B IMIOJTHOM O00BEME;

- OIICHKA «XOPOIIIO» BBICTABIISICTCS CTYACHTY, €CIIM 3aJaHUEe BBIMOJHEHO C
HE3HAYUTEILHBIMU 3aMEYaHUSIMU;

- OIICHKA «YJOBJICTBOPUTEIHLHO» BBICTABJISETCS, €CIIM 3a/IaHUE BBITIOJTHCHO
Ha 0a30BOM YPOBHE, HO C OIIMOKaMU;

- OIICHKA «HEYJOBJICTBOPUTEIBHO» BBICTABISICTCS, €CIM  COIACPIKUTCS
0O0JIBIIIOE KOJUYECTBO OIIMOOK, 3aJaHUE HE BHITIOJHEHO.
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ABTOHOMHA 51 HEKOMMEPYECKA I OFPA3OBATEJIbHA S
OPT'AHM3AIMS BBICILIEI'O OBPA3OBAHHM I
[IEHTPOCOIO3A POCCUMCKOI ®EJEPAIHN
«POCCUMCKUI YHUBEPCUTET KOOIIEPAL»
KA3BAHCKHUM KOONNEPATUBHBIN UHCTUTYT (®UJTHUAJ)

IlepeyeHb JMCKYCCHOHHBIX TeM /ISl KPYIJIOI0 CTOJIAa
(nucKyccuu, MoJIEMUKH, TUCIYTA, 1€0aTOB)

o aucuuiuinie «CTpaTerust ypaBieHHs B3aUMOOTHOIICHUSIMH C KJIHEHTaMH
(CRM-cuctems!)»

Tema guckyccum: «CrTparerusi yHOpaBI€HUS B3aUMOOTHOUIEHUSIMH C
kiuentamu (CRM-cuctemsr)»

Bormpocs! 1i1st 06CyKaeHust:

1. BiiusHMe TeXHOJIOTUH YIIPABICHUS B3aMMOOTHOIICHUSIMU C KIMEHTaMH Ha
pa3M4YHbIC OAPA3EICHUS KOMITAHHUH.

2. Ponp TeXHOMOTMU YINpaBlIeHWH B3aMMOOTHOIICHHSIMH C KJIMCHTaAMHU B
OpraHu3alyy padoThl OTJENa MAPKETHHIA.

3. Ponmp TexHONOTHMM YyNpPaBJICHWH B3aWUMOOTHOIICHUSMH C KIMCHTAMH B
OpraHu3aluy padoThl OTAENa MPOJAK.

Pexomenmanmu 1mo mpoBEICHUTO TUCKYCCHH:

1. Tlpomymaiite CRM-cucrembl s Tpeanpusatuii  cepbl  yCIyT,
(dbuHaHCOBOM cdhepbl, TPOU3BOJACTBEHHOTO OU3HECA M TOPTOBOTO MPEATPUSTHS.

[Tpoaymaiite CYB/] u cepBHUCHL.

2. Kakme nanHele Bbl Oynere cobuwparh? Kak opranusyere cucremy
XpaHeHust uHpopMauu?

3. IlpencraBbTe, Kak Bbl OpraHU3yeTE CUCTEMY JOCTYIa K MHPOpMalUu Mpu
MOMOIIY yIaJIeHHOTO UHTEpdeiica.

Paspaboraiite konuenuuto pazsutus CRM-cuctemsr

Kpurepum ouenkmu:

- OILICHKA «3a4YTE€HO» BBICTABIISICTCS CTYACHTY, €CJIM OH aKTUBHO y4acTBOBAI
B TIPOBEJICHUH KPYTJIOTO CTOJIa, TUOO B POJIM aKTUBHOTO y4acTHHKA, JTUOO B POJIH
OTIITOHEHTA;

- OIICHKA «HE 3aYTEHO» CTaBUTCS CTYACHTY B Clydyae OTKa3a OT ydyacTus B
paboTe Kpyraoro cToja.
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ABTOHOMHA 51 HEKOMMEPYECKA I OSPASOBATEJIbHAS
OPT'AHM3AIMS BBICILIEI'O OBPA3OBAHHM I
[IEHTPOCOIO3A POCCUMCKOI ®EJEPAIHN
«POCCUMCKUI YHUBEPCUTET KOOIIEPAL»
KA3BAHCKHUM KOONNEPATUBHBIN UHCTUTYT (®UJTHUAJ)

TeMbl TBOpYECKHUX 3aIaHU U

o aucuuiuiniae «CTpaTerust ypaBieHHs B3aUMOOTHOIICHUSIMH C KJIHEHTaMH
(CRM-cuctems!)»

rpyrIHOBBIC TBOPYCCKUC 3a1aHU:

1. BBenenue B ynpaBjieHHE B3aUMOOTHOIIICHUSMH C KJIUEHTaMH.

3ananue: 00CyIuTe CIeyIoNUe BOIPOCHL:

Hepapxust motpedHOCTEH KianeHTOB. Mojenb 3arpar KineHToB. Kpurepuu
MPUMEHUMOCTH KOHIICMIIMK. YTIIpaBJeHWE B3aMMOOTHOIIEHUSMHU C IMapTHEPaMH,
KaHaibl B3aumoaeicTBus B2B (6usnec-6u3Hecy) u B2C (OuzHec-KIMEHTY) B Ip.
NudopmarimoHHbsie CHCTEMBl B3aMMOOTHOIICHUSIMH C KJIMEHTAMH W WX POJIb B
NEATETLHOCTH COBPEMEHHBIX MPEATPHSITHH.

2. CRM kak KOHIeTIHs yIpaBIeHUSI.

3aganue: 00CyIUTE CIEeAYIOLIUE BOIIPOCHIL:

Onpenenenne CRM. OcnoBsl CRM. Uctounuku s3ddexruBHocTH CRM.
Uctopuss paszsutus CRM. CRM wu opraHuzanvoHHas CTPYKTypa KOMIAHUHU.
NudopmarimoHHbie CUCTEMBI YIIPABICHUS B3aUMOOTHOIIEeHUS ¢ KineHToM (CRM).
Ha3snauenue, B3anmocBsA3b ¢ npumeHeHuem KoHneniuu CRM. B3aumocssasb ¢
unbiMu KUC. Knaccudukanus u gyHKIuu.

3. Metomonoruss W TPOILECCHl  YNPABICHUS B3aMMOOTHOIICHUSIMH C
KIIMEHTaMU

3amanue: 00CyIuTe CIeAyIONIe BOIPOCHL:

VYupasnenne 1ukioM Lead-to-cash (oT mowcka kiaueHTa 10 MNOJy4YEHUS
ormnaTel 3a yciyry). [IporHo3upoBanue mpojmax M CO3JaHHE BOPOHKH TPOIAK.
YmpasieHue paboToll ¢ KIUEHTAMHU. YTIPABIICHUE BBITTOJHSICMBIMHA OTIEPAIUSIMHU.
VYnpasnenue cObiToM U pa3paboTka oTueToB. [IpoeKTHpOBaHWE MPOIECCOB U
HacTpolika WH()OPMAIIMOHHOW CHUCTEMBI YIPABJICHHUS B3aWUMOOTHONICHUSMH C
KJIMEHTOM TI0]T TpeOOBaHMsI 3aKa3UMKa.

4.  OYHKIIMOHAIBHOCTh  WH(POPMAIMOHHBIX  CHCTEM  yIPaBIICHUS
B3aMOOTHOIIEHUSIMU C KIMECHTAMMU.

3amanue: 00CyIUTe CIEeNYIONHEe BOIPOCH:

VYmpaBnenue kivMeHTCKoW 0a3oii. OCHOBHBIE XapaKTEPUCTHKU KIMEHTCKOU
06a3pl B cucremax CRM. Ilomnepxkka mapkeruHra B cuctemMax CRM. Vuer,
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yhnpasieHue, aHamu3 npoaax B CRM-cuctemax. YmpapieHue MEHEIKEpaMH 10
npoaaxxaM. MHrerpanus QpoHT-opucHON nesarenpbHOCTH. DYHKIUU MOANEPIKKH,
CepBHCa, YIIPaBJICHUSA peKIaMalusIMy. Y pasieHue 3HaHussMu B CRM.

5. ApXWUTEKTypa, COCTOSIHUE PbIHKA M OCOOCHHOCTH IPOEKTOB IO
BHEJIPEHUIO CUCTEM YIPABJICHHS B3aHMOOTHOILIEHUSIMU C KIINEHTAMH.

3aaHue: 00CyIUTE CIEAYIOLUIUE BOIIPOCHI:

ApXUTEKTypHble KOMIOHEHTBhI cucTteMbl CRM. @yHKIMM M Ha3HAUECHUE
TpaH3aKUMOHHOW 0a3pl. Mcronb3oBaHWE XpaHWIML] W BHUTPUH JAHHBIX.
WMHuTerpauyss UEHTPOB  B3aMMOACHCTBUH. YTpaBJI€eHHE NOTOKaMH  padoT.
Wuterpamst ¢ apyrumu cucreMamu. OO030p peiHka CRM-pemenuii. PriHOK
poccuiickux CRM-cuctem. Ilpoektsi mo BHeapenuto CRM-cuctem: OCHOBHBIC
sTanbl. AHAIU3 HEyJlay IPOEKTOB 10 BHenpeHuto CRM-cuctem

Kpurepum ouenkmn:

No o OreHka B
i LIEHUBAaEMbIE TapaAMETPBI SasLIax
KauecTBo noknmazna:
- IIPOM3BOJUT BBIJAIOIIEECS BIICUYATICHHE, YETKO BBICTPOCH, PACCKA3bIBACTCS,
1. | oObsicHsIeTCA CYTh paboTHI; 5
- paccka3bIBaeTCs, HO He OOBSCHSAETCS CYyTh pabOTHL; 3-4
- 3aYNUTHIBACTCHL. 1-2
Hcnonp3oBaHue AEMOHCTPAIIMOHHOTO MaTepHaa:
- aBTOp MpEeJCTaBWJI AEMOHCTPAallMOHHBI MaTephal W TPEKpPacHO B HEM 5
o | OpueRTHpOBaiCH;
- UCTIOJIB30BAJICS B IOKJIa/I€, XOPOIIO 0OPMIIEH, HO €CTh HETOYHOCTH; 3-4
- TPEJCTaBJICHHBIM JEMOHCTPALlMOHHBIA MaTepual HE UCIIOIb30BAIICS
JTIOKJIATYMKOM WM OBUT 0POPMIIEH TI0X0, HETPaMOTHO. 1-2
KavecTBO OTBETOB Ha BONPOCHIL:
3 - OTBEUYAET Ha BOMPOCHI; 5
" | - HE MOXET OTBETHUTh Ha OOJBIIMHCTBO BOIIPOCOB; 3-4
- HE MOJKET YETKO OTBETUTh Ha BOIPOCHI. 1-2
Brnanenune Hay4HBIM U CIIELMATbHBIM AlIIapaTOM:
4 - IOKa3aHo BIIaJIeHHE CTICIHALHBIM aIllapaToM; 5
" | - ucosp30BaHBI OOIIEHAYYHBIE U CTIEIUATbHBIE TEPMHUHBI; 3-4
- TOKA3aHO BIIaJIeHHe 0a30BBIM aIlapaToM. 1-2
YeTKoCTh BBIBOJIOB:
g | ~TOHOCTBIO XapaKTePU3YIOT pabory; 5
- HEYETKHU; 3-4
- IMEIOTCSl, HO HE JIOKA3aHsbl. 1-2

B cpemnem 5 - 1
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ABTOHOMHA 51 HEKOMMEPYECKA I OSPASOBATEJIbHAS
OPT'AHM3AIMS BBICILIEI'O OBPA3OBAHHM I
[IEHTPOCOIO3A POCCUMCKOI ®EJEPAIHN
«POCCUMCKUI YHUBEPCUTET KOOIIEPAL»
KA3BAHCKHUM KOONNEPATUBHBIN UHCTUTYT (®UJTHUAJ)

TeMbl 10KJI210B (TIpe3eHTALIUIT)

o aucuuiuiniae «CTpaTerust ypaBieHHs B3aUMOOTHOIICHUSIMH C KJIHEHTaMH
(CRM-cuctems!)»

1. Mogenb nepapxuu NoTpeOHOCTEH U €€ TpaHCchopMaIlusi.

2. Kputepuu npuMEHUMOCTH TEXHOJIOTHH YIIPABICHUSI.

3. B3aumocBs3p ynpaBiieHUs B3aUMOOTHOLUEHUSIMHM C KJIMEHTaMU U
yIpaBJeHUS B3aHMOOTHOIIEHUSIMHU C TAPTHEPAMHU.

4. BiusHUE TEXHOJIOTMU YIPABJICHUS B3aUMOOTHOLIEHUSIMHU C KIMEHTaMH
Ha pa3JInYHbIE TOPA3/IEICHUS KOMIIAHUH.

5. Ponb TeXHOJOrMM yHpaBIEHWH B3aUMOOTHOIICHUSMU C KIMEHTaMU B
OpraHu3aluy padboThl OTJENa MAPKETHHIA.

6. Ponp TeXHOJOTMHM yIpaBIEHWH B3aWUMOOTHOIICHUSMU C KIMCHTAMU B
OpraHu3aluy padoThl OTAENa MPOJAK.

7. YmupapieHre B3aMMOOTHOUIEHUSIMU C KIIMEHTaAMHU.

8. OcHOBBI yrpaBieHHUs B3aMMOOTHOIIICHUSIMHU C KITHEHTAMHU.

9. HUcrtounuku 3¢ (HEKTUBHOCTH TEXHOJIOTUU YIPABJICHHUS
B3aMMOOTHOIICHUSMHU C KJIIMCHTAMHU.

10. Uctopust  pa3BUTHUsS ~ YOPaBIEHYECKUMX  TEXHOJOTMH  yHpaBiEHUS
B3aMMOOTHOIICHUSMHU C KJIMCHTAMHU.

11. Posib TEXHOJIOTMM YHPaBJIEHUH B3aUMOOTHOILIECHUSIMU C KJIMEHTaMHU B
opraHu3anuu padboTel HHBIX GPOHT-0(UCHBIX MOAPA3ICICHUN.

12. Posib TEXHOJIOTMH YNPaBIECHUM B3aUMOOTHOLIEHUSIMU C KIMEHTaMHU B
opraHu3anuu padoTbl MUIT-0UCHBIX MTOAPA3ACTICHUN.

13. Ponb TEXHOJIOTUM YTPABICHUH B3aUMOOTHOIICHUSMH C KIMEHTaMH B
opraHu3anuu padoTsl 03K-0(DUCHBIX MOAPA3ACICHUM.

14. Haznauenne WHGOPMALIMOHHON CHUCTEMBl B3aUMOOTHOUIEHUSIMU €
kieHTamu (CRM-cuctemsi).

15. Bzaumocss3b ynpasienyeckoi konuenuuu CRM u CRM-cucrtemsi.

16. OcHoBHbIE PyHKIIMOHANIBbHBIE BO3MOKHOCTH CRM-cuctem.

17. Tlonnepxka ynOpaBieHUs MeEHemkepamu 10 mnpojgaxamMm B CRM-
cucremax. OyHKIMYU ydeTa, ynpaBiIeHUs, aBTOMaTH3allMH, aHAJIN3a.

18. [lognepxka ¢pout-opuca B CRM-cucremax. ODyHkuum ydyera,
yIpaBJICHHS, aBTOMATH3AIMHY, aHAJTH3A.

19. [lognepxka cepBucHbix moxapaszaeneHuii B CRM-cucremax. OyHkmum
yueTa, yIpaBJIeHUs, aBTOMATHU3alU1, aHAJIN3A.

20. Ynpasnenue 3Hanusimu B CRM-cucremax. Ilopransl 1 6a3bl 3HaHUH.
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21. Tpanzakuuonnas 6aza CRM-cucremsi.

22. Ynpasnenue norokamu pa6otr B CRM-cucremax.

23. Xpanuiuiia 1 BUTpuHbI 1aHHBIX B CRM-cucremax.

24. 1lentpsl B3aumoeiicteuii B CRM-cucremax.

25. Unrerpamuss CRM-cucteM ¢ HMHBIMH WH(OPMAIMOHHBIMU CHCTEMAaMHU
KOMITaHHUU.

26. IIpo6sieMbl M MPUYMHBI HEY]a4 MPOEKTOB M0 BHeApeHuto CRM-cuctem.

27. Ocaoabie CRM-crucTeMbl MUPOBOTO PHIHKA.

28. OcuoBabie CRM-cuctembl poccuiickoro peiaka u ctpan CHI'.

29. [Ipoekts! o BHeApenuto CRM-cucrem.

30. Benenne xmmentckoi 0Oa3sl B CRM-cucremax. @DyHkuuum yuera,
YIPaBJICHHS, aBTOMATH3AINHY, aHATHA3A.

Kparkue pekoMeHaauu K BHINOJIHEHHUIO:

[Ipexxne yem nucath JOKJIAJ Ha BHIOPAHHYIO TEMY, CTYJACHT COTJIACOBBIBACT
€€ C MpenoJiaBaTeeM, COCTABIISIET IJIaH JIOKJIaaa. 3aTeM U3Y4aeT 3aKpEIICHHYIO
32 HUM TEMy II0 y4YeOHBIM INOCOOMSAM, IPYT'MM JIMTEPATypHBIM HCTOYHMKAM,
KOHCIEKTaM JICKIUH.

TpebGoBanus kK opopMIECHUIO

Hoxnan (pedepaT) BBITIOTHAETCS CTYJIEHTOM CaMOCTOSITEILHO B OTIEIBLHOMN
NarkKe ¢ TUTYJIbHBIM JINCTOM Ha CTaHAAPTHHIX JHucTax popmara A4, mpudt Times
New Roman, kerens 14, uatepBan — 1,5, nosnsa: BepxHee, HuxkHee — 2,0; ciieBa —
3,0; cipaBa — 1,0. ®opmarupoBanue mo mupune. OTcTyn nepBoit ctpoku - 1,25.

Kpurepuu ouenku:

- OIIEHKA «3aYTE€HO» BBICTABIISIETCS CTYJIEHTY, €CIU JIOKJIaJl HOCHUT
UCCIIEIOBATENbCKUN XapaKTep, UMEET TPaMOTHO HM3JI0KEHHBIN aHAJIN3 TEOPUU MO
BBLIOPAaHHOMY BOTIPOCY, MPOBEJICH aHAU3 TOYEK 3PEHHS PA3THUYHBIX aBTOPOB WIIU
JUTEPATYPHBIX HMCTOYHUKOB, JIOTUYHO W MOCIEAOBATEIbHO HW3JIOKEH MaTepua,
ceNaHbl COOTBETCTBYIOIINE BHIBOJIBL;

- OIICHKAa «HE3a4T€HO» BBICTABIIAECTCS CTYIAEHTY, €CIU JOKJIaJ HE OTBEYAET
OCHOBHBIM TpeOOBaHMSM, HMMEET TOBEPXHOCTHBIM aHAIU3 W HEIOCTATOYHBIN
YPOBEHb CAMOCTOSITEIbHOCTH CTYAEHTA, MAaTEPUAIT U3JI0°KEH HEMOCJIEA0BATEIIBHO.
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2. MarepuaJbl I NPOBeAeHUS TeKyllel aTTecTaluu

Tekyimas arrecranus 1

ABTOHOMHA I HEKOMMEPYECKA Sl OBPA3OBATEJIBHA $I
OPI'AHM3ALIMS BBICILIETO OBPA3OBAHUS
[HEHTPOCOIO3A POCCUMCKON ®EJEPALINNA
«POCCUMCKUN YHUBEPCUTET KOOITEPALIMN»
KA3AHCKHUM KOOIEPATUBHBI UHCTUTYT (®PUJIHUAJ)

KomnuiekT 3aganmii A5l NpoBeeHUs TeKyleil aTTecTaluu
(B popMe KOHTPOJILHOI PadoThI)

o auciuiuinHe «CTpaTerus ynpaBieHUsT B3aUMOOTHOIICHUSIMH C KJIMCHTaMH
(CRM-cuctemsi)»

Paszpnen 1. Teopernueckue aciekThl KIMEHTOOPUEHTUPOBAHHOTO MIOIX0/1a

3aganue:

1. Yro takoe CRM? JlaiiTe omnpeneneHue 3TOMY TEPMUHY C TOYKU 3PEHUS
KOHIIETIIIUY U UH()OPMAITMOHHON TEXHOJIOTHH.

2. Ha3zoBuTe OCHOBHBIE PUHIIUIIBI KOHIIENu CRM.

Paznen 2. [Iponecc pazpadotku ctparerun CRM

3amaHue:

1. Yro mnpenacramisier coOoit mporecc pa3pabotku crparerun CRM, wu3
KaKUX 4acCTEWl COCTOUT?

2. OxapakTepusyiiTe OM3HEC-CTpaTeTHI0 KaK 4YacThb Mpollecca pa3paboTku
ctparerun CRM.

Paznen 3. IIporiecc co3nanus IEHHOCTH

3aganue:

1. OxapakTepusyiiTe LEHHOCTb, MOIY4aeMyIO0 KIHMEHTOM OT KOMIIaHUH, B
4eM OHa 3aKJII04YaeTcs?

2. OxapakTepu3yiTe IIEHHOCTh, MOJTy4aeMyt0 KOMIIaHUEH OT KIIMEHTA.

Paznen 4. [Ipouecc MHOroKaHaJaIbHOW UHTErPAllAN

3amaHue:

1. B dYem coOCTOMT CyTh W 3HAUCHHWE TIpollecca MHOTOKAHAJIBHON
MHTErpanuu?

2. Pacckaxkute 00 y4aCTHUKAX U OMIIHMSIX KAaHAJIOB pacipeiesieHu .
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Paznen 5. Ilpornecc ynpasnenus nadopmarueit

3amaHue:

1. KakoBa ponb uHpOpMaIMu B TMpoliecce YIpaBieHUs HWHopMarmei
coriacHo koHnenuuu CRM?

2. KakoBa poyib MHPOpPMAITMOHHBIX TEXHOJIOTHH B MPOIIECCE YIIPaBIICHHS
nH(opmaruelt cornacHo konreniuu CRM?

Kpurtepum onenku:

- OLIGHKAa «OTJIMYHO)» BBICTABJISICTCSI CTYJEHTY, €CIU 3a/laHu€ BBIIIOJIHEHO
BEPHO U B IIOJTHOM O00BEME;

- OLIGHKA «XOPOIIIO» BBICTABIAETCS CTYACHTY, €CJIHM 3aJJaHUE BBITIOJHEHO C
HE3HAYUTEIbHBIMH 3aMEUaHUSIMU;

- OLICHKAa «YyJIOBJIETBOPUTEIHHO» BBICTABISIETCS, €CIM 3a/laHu€ BBIIIOJIHEHO
Ha 0a30BOM YPOBHE, HO C OLIMOKaMU;

- OLEHKa «HEYJOBJIETBOPUTEIBHO» BBICTABIISCTCS, €CIU COACPKHUTCS
00J1bI110€ KOJIMYECTBO OLIMOOK, 3a/JaHUE HE BBIIIOJHEHO.
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