benepaibHOE TOCYAAPCTBEHHOE OI0IKETHOE 00pa30BaTEIIBHOE YUPEKICHHE
BBICIIICTO 00pa30BaHUs

«TONBATTUHCKUI TOCYJaPCTBEHHBIN YHUBEPCUTET
JJOKYMEHTFOHHMCAH
ONEKTPOHHOW NOAMUCHIO

B 1 . B . I[B . 07 . O 1 CepTudcukar: 017804780049AF848E43F1EC2D4BACC120

Bnapeneu: Uckockos Makcum Onerosuy

(MH()(:‘KC ()ucuun/‘lqul) eicTenTenes: ¢ 10.11.2022 Ao 10.11.2023

PABOYASA TIPOT'PAMMA AUCHUITVIMHBI

KnueHToopreHTUPOBaHHBIE CUCTEMBI

(HaumeHoOBaHUE OUCYUNIUHDBL)

M0 HAIPABJICHUIO OATOTOBKHU (CIIEUATBLHOCTH)

38.03.02 MeHeKMEHT

(k00 u HaumenoBanue HanpasieHus No02omoeKu, cneyuansnocmu 6 coomsemcmsuu ¢ ®I'OC BO)
Jloructuka n YIIPABJIICHUEC LCIIAMHA ITOCTABOK

(nanpaenennocms (npoghuns)/cneyuanuzayus)

®dopma 00ydeHHS: 3a0UHAS

I'ox mabopa: 2019

PacnipenesieHue 4acoB JUCHUILVIMHBI 10 KypcaM M BHAAM 3aHATHH (110 yueOHOMY IJIaHY)

Kosauvectpo 3ET 4
Yacos o PYII 144
Buabl KOHTPOJISI HA 9K3aMeHbI 3aueTnl Kypcosbie KypcoBbie KouTpoashbie
Kypcax IPOEKThbI padoThI (M‘:,af;g::mﬁ
¢opMbl 00ydeHHs1)
5
NeNe kypca
1 2 3 4 5 6 HToro
3ET no kypcam 4 4
Jlexuuu 4 4
JlabopaTopHbIe
IpakTuyeckue 4 4
KonrakrHasi padora 8,25 8,25
Cam. paGora 132 132
KouTpoas 3,75 3,75
Hroro 144 144

ToabarTu, 2018



Pabouas mporpamma cocrasiiena Ha ocHoBanuu OI'OC BO u ydeOHOTrO 11aHa HarpaBiIeHUs
noaroroBku (crenuaibaocty) 38.03.02 MenemkMenT, HanpaBieHHOCTh (podwmib): Jloructuka u
yIIPaBJICHUE LEMSIMU TTOCTaBOK

(k00 u HaumenoBanue HanpasieHus no02omoeKu, cneyuansnocmu 6 coomsemcmsuu ¢ ®I'OC BO)

PeunensupoBanmne padoueii mporpaMMbl JTUCUMILIUHBI:

OtcyTcTBYET

VYuyebnas (pabouas) mporpamMma ofoOpeHa Ha 3acelaHWM JIeTlapTaMeHTa OakajlaBpuara
(PKOHOMHMYECKMX W YIpaBIEHUYECKUX Hporpamm) (mporokon 3acemanuss Ne 1 ot «02»

asrycra 2018 r.).
Penenzent
(OondicHoCmb, YyueHoe 36aHue, CHeneHy) (noonucsw) (H.0. @Pamunus)
«_» 20 T

Cpok peiicTBus pado4eil mporpaMMsbl AMCOUILIMHBI 10 «02» aBrycra 2024 r.

Nudopmanus 06 aktyanu3anuu padoyeil NporpaMMsbl 1M CHHUIIIMHBI:

IIporokoin 3acenanus nenapramenta Ne 1 ot «29» asrycra 2019r.

[Iporokon 3acenanusa nemapramenta Ne 10a ot «02» urons 2020r.

IIporokon 3acenanus nenaprameHTa No  OT « » 20 1.
[IpoTokon 3acenanus nemnapramenta No OT «__ » 20 T
YTBEPXIAIO

PykoBonuTens nenapraMenTta OakanaBpuara (IJKOHOMUYECKUX U YIIPABICHUYECKUX
Iporpamm)

<« » 20 T C.E. Bacunbena
(noonucsw) (H.0. @®amunus)




AHHOTAIUA
AMCIHUATIAHBI (Y4€0HOI 0 Kypca)
b1.B./1B.07.02 KiineHTO-0pMEeHTHPOBAHHbIE CHCTEMBbI

(MHIEKC 1 HAMMEHOBAaHHE AUCIMILINHBI (Yy4eOHOTO Kypca))

1. He.]'lb H 3a1a91 U3YICHUA TUCHHUILJINMHBI

Ilens — ¢opMupoBaHUE IETOCTHONW CHUCTEMBl 3HAHWK B OOJACTH TEOPUH H
MPaKTUKH  B3aWMMOOTHOIICHWH €  TOTPEOUTENsIMH,  OOECIeYMBAOIICH
MPEANPUATAIO0 YCTOUUYNBOE KOHKYPEHTHOE MPEUMYLIECTBO B YCIOBHUSX BBICOKOMN
CTEIIEHU U3MEHYUBOCTH CPELBI.

3amaun:

1. O3HAaKOMHUTH C COBPEMEHHBIMHU TMOAXOJaMH U TEHICHIUSIMHU B TEOPUH H
MpPaKTUKE B3aWMMOOTHOIICHUNH C TOTPEOUTEISIMU, OPUEHTUPOBAHHBIMH Ha
MOBBINICHHE KOHKYPEHTOCTIOCOOHOCTH MPEITPUSITHSI.

2. CdopmupoBaTh KOMILTIEKCHOE MPEACTABICHUE O HANPABJICHUSIX, METOJaX U
IprUeMax UCCIICIOBAHMS PHIHKA.

3. CrocoOCTBOBaTh OBIQJACHUIO METOJWYCCKHM aIlliapaToM, ITO3BOJISIONIAM
MCCJIEI0BATh, AaHATM3UPOBATH U TPOTHO3UPOBATH PHIHOYHYIO CUTYAITHIO.

4, CrocoOCcTBOBaTh OCBOCHUIO METOJWYECKUX TMOJXO0JIOB K MPHUHITHIO
YIPABJICHUYCCKUX PEIICHUI B 00J1aCTH B3aUMOOTHOIIICHUH C TTOTPEOUTEISIMHU.

2. Mecro pucuuniannsl B crpykrype OIIOII BO

JlanHast qucuuriuiiHa (YuyeOHBIH KypC) OTHOCHUTCS K_JMCHMIUIMHAM IO BBIOOPY
BapuaTUBHOM YyacTt 010ka b1 «Jucuurinabl (MOIYIIN)».

JlucuuIuiuHbl, y4dyeOHble KypChl, Ha OCBOCHHMHM KOTOPBIX Oa3zupyercs JgaHHas
aucuuiuiiHa — MeHemkmMeHT, DOKoHoMHKa, OCHOBBI HMHGOPMAIMOHHON KYJIBTYPHI,
OpraHu3zanusi TPOU3BOACTBA, YHHUKAJIbHOE TOProBO€ TNpeijioxkeHue, busnec-
MojenupoBaHue, ['eHeparnusi  OusHec-wjaeid, MapKeTUHrOBbIE  HUCCIEIOBaHUS,
duHaHCOBBIE BEIUHCICHHUA.

Jucruninael, yaeOHbIE KYyPChI, JIJII KOTOPBIX HEOOXOIWMBI 3HAHHS, YMEHWS,
HaBBIKH, TPHOOpETaEMbIC B pe3yJIbTaTe M3ydeHUs NaHHOW auciuiuiuHbl — Performance
MEHEKMEHT, YnpasneHue IIPOEKTaMHU, Crparernueckuit MEHEKMEHT,
[Ipon3BOACTBEHHBIA  MEHEIKMEHT, IHHOBAallMOHHBIA  MEHEIKMEHT, busHec-
npoeKTUpoBanne, Kpocc-KynbTypHbIA MEHEI)KMEHT, DTHUKA JIEJTOBBIX OTHOIICHUH.



3. llnanupyemMble pe3yabTaTbl 00yYeHHUs] MO AUCHUILIHMHE, COOTHECEHHbIE C
IJIAHMPYEMbIMH pe3yJIbTaTaMH 0CBOCHHUS 00pa30BaTeIbHOM MPOrPaMMBbI

dopmupyembie U

IInanupyemblie pe3yabTaThl 00y4eHHUs

KOHTPOJIUPYyeMBbIe
KOMIIETeHIIUH
- BJIAJICHUEM HAaBBIKAMH | 3HATh: TEOPETUYECKHE OCHOBBI
CTPATErMYeCKOT0 KJINEHTOOPUEHTUPOBAHHOT'O YIIPABJIEHUsl OpraHu3auei
aHaau3a, pa3paboOTKU U | YMeTh: aHAJIM3UPOBATh MPUBJICKATEIHLHOCTh PBHIHKA U
OCYLIECTBJIEHUS OLICHHMBATh TPOTHO3HBIA CIPOC C IENIbI0 Pa3pabOTKH

CTpaTEeTruy OPraHu3alnu,
HAIPaBJICHHOM HA

CTpAaTCrun OpraHn3alnu

Baagers: MeTO1aMU OLIEHKH JOSIIIBHOCTH KJIIMEHTOB

oOecrieueHue

KOHKYPEHTOCIOCOOHOCTH

(TIK-3)

- BJIaJICHUEeM HaBbIKAMH | 3HATh: TEOPETUYECKHE OCHOBBI

MCTIOJIb30BaHUS KJIMEHTOOPUEHTHUPOBAHHOTO YIPABJICHNUS OpraHu3alueil

OCHOBHBIX TEOpUU
MOTHUBALIMH, JTUIEPCTBA U
BJIACTH JJI PELICHUS
CTPATETUYECKUX U
OIEpPaTUBHBIX
yIpaBIECHYECKUX 3a]1a4,
a TaKxe JJis
Opra”Hu3alyy rpynIoBoOu
paboThI HA OCHOBE
3HAHUSA MPOLIECCOB
IPYIIOBON TUHAMUKHU U
MIPUHIIUIIOB
dhopMHUpOBaHUS
KOMaH/ibl, YMEHHE
MPOBOAUTH ayAUT
YEJI0BEYECKUX PECYPCOB
Y OCYLIECTBIISThH
JUarHOCTUKY
OpPraHU3aIMOHHON
KynbTyphl (ITK-1)

YMerb: aHaNM3UpOBATh IMPHUBIEKATEIBHOCTh PBIHKA M
OLICHHMBATh TPOTHO3HBIA CIPOC C IENBbI0 Pa3pabOTKH
CTPAaTEruy OpraHU3aALHH

BJI&I[CTL: METOdaMHU OLCHKHU JIOAJIBHOCTH KIMCHTOB

TemaTuyeckoe copep:kaHue TN CHUNINHBI

Paznen

Tema

1. Teoperrueckrue OCHOBBI

1.9Bomonua konuenuuu CRM. Onpenenennss CRM

CRM

2. JlosanpHOCTH KJIMEHTOB. [IporpaMMbl JOSIIBHOCTH

2. YipaBneHue

3. Mapkerunrossie cucteMbl B CRM

OTHOIICHUAMU C

4. Mecto CRM B 211eKTpOHHOM OH3HECE




Paznen

Tema

[TOKYIIATCIIAMHA

Oo6mas TpynoemkocTs tucuuiinabl — 4 3ET.




4, CprKTypa A COACPKaHUC TUCHUIIJIAHBI KJIMeHTOOpHEHTHPOBAHHbIE CHCTEMBbI
(Haumenosanue oucyuniunvl (yuebno2o Kypca))

Kypc n3yuenus 5

Pazped, Iloapasnen, Tema Buabl yueoHoii padoThI Heo0xogumbie DopMblI Pexomenn
MO1yJ1b KonrakrtHasi padora (B uacax) CamMocTosiTeIbHasI MaTepHaJbHO- TeKylIero yemast
padora TeXHUYECKHe KOHTPOJIst JiuTepary
BCEro = @opMbI MPOBEIEHUS hopmMbI pecypchbl (HauMeHOBaHHUE pa (\e)
=] o
= JIEKIIHIA, opraHu3anuu OIIEHOYHOT O
E Ja0opaTopHbIX, CaMOCTOSITEJIbLHO cpeacrna)
a | 2o NPaKTHYECKAX ” i paboThI
2 § 2 §_ 3aHSATHI, METOIBI S
2l & 8 E g o0yueHus, =
eS| = = & =
g & = m peanusyionme
2| = “ = NpPUMEHSIEMYI0
E s | = 00pa3oBaTeIbHYI0
@ TeXHOJIOTHIO
1.TeopeTnueckue 2 Aynno-/Buieo- IEKINN 32 CamocrosrensHoe | LMS-cucrema
ocaoBsl CRM 3JICKTPOHHOTO H3ydCHUE Ha OCHOBE
yueOHIKaA C MaTepHaioB Moodle,
KOHCYJIbTalueit AIIEKTPOHHOTO KOMITBIOTEP
mpernoaaBaTess Ha y4aeOHHMKa ¢ | mMbOo IUTAHILET,
dhopyme paszencHueM Ha | MO0 cMapTdoH
Brinonnenue JIEKIIUU u c
2 MPAKTHYECKUX 3aTaHHM TEeCTaMu JUTSt N
N IIpomexyTouHBIH
C KOHCYJIbTaIUen CaMOKOHTPOJIS IO
BOOLA npernosiaBarens Ha KaXIOH JIEKIHH rect Nel (1-9)
koHnnenuu CRM. pero ’ 3amanue,
dbopyme u yepes aHau3
Ompenenennst CRM TIpoBEpsIEMOE
KOMMEHTApUH B MOBE/ICHUS
BpyuHyto Nel
3aJ[aHUsIX 00y4Jarouxcs
npu MOMOIIH
LRS-cucrembr u
Experience  API,
aHaIM3 TEeKyluen
yCIIEBaeMOCTH
npu MOMOIIH

BPC-peiitunra




BrmonHeHne

MPaKTUYECKUX 3aJaHuM
¢ KOHCYyJIbTanuei
MpernoiaBaTens Ha

dhopyme u yepes
KOMMCHTAaPHH B

32

CaMOCTOSITEIIbHOE
H3y4YCHHUE
MaTepHuaoB
3JIEKTPOHHOTO
yueOHHKa c

pa3acjicHueM  Ha

LMS-cucrema
Ha OCHOBE
Moodle,
KOMIBIOTEP
00 IUIAHIIET,
6o cMapThoH

3aTaHHSX JEKIUH U C
TeCTaMu JUTSt N
IIpomexxyToUHbBIN
JlosutbHOCTB CaMOKOHTPOJISL TI0 et No2
KJINEHTOB. KOKIOW JIEKIHH, B (1-9)
3amanue,
IIporpammbr aHamu3
nmpoBepsieMoe
JIOSUTEHOCTH MOBE/ICHUS
Bpy4HYyI0 No2
oOygaromuxcs
npu MTOMOIIH
LRS-cucremsr u
Experience  API,
aHaIM3 TEeKylen
yCIIEBaeMOCTH
npu MTOMOIIN
BPC-peiitnara
32 Camocrostensroe | LMS-cucrema
H3y4YCHHUE Ha OCHOBE
2. Ynpasjienne MapkeTHHTOBBIE oo Moodie TpomeryTouHbilt (1-9)
OTHOIICHHUSIMH C p SJIEKTPOHHOTO KOMITBIOTEP tect Ne3
cucremsl B CRM yaeOHUKa ¢ | 1mbo MIIAHLIET,

TIOKYNIaTCIIIMHU

pasnelieHueM  Ha
JIEKIIAH " ¢

60 cmapTdoH




TECTAMM ISt
CaMOKOHTPOJIS TIO
KaXKJI0l  JICKIUH,
aHamu3
[IOBEICHUS
oOyJaromuxcs
npu ITOMOIIH
LRS-cucremer u
Experience  API,
aHaIM3 TEeKyleH

yCIIeBAeMOCTH
pu MTOMOIIH
BPC-peiitnara
36 | Camocrosrenbhoe | LMS-cucrema | IlpomexyTouHbiit

HU3y4YEHHE Ha OCHOBE tecT Nod
MaTepHUaoB Moodle,
3JIEKTPOHHOTO KOMIBIOTEP
yueOHHKa ¢ | MO0 IUIAHINET,
paszmenenueM Ha | 1100 cMapThoH
JEKIMH U C
TecTaMu Ut

Mecro CRM B CaMOKOHTPOJIA IO
KOKIOW JIEKIHH, (1-9)

JNIEKTPOHHOM

Om3Hece aHajus
MOBE/ICHHUS
oOygaromuxcs
npu MTOMOIIH
LRS-cuctemsr u
Experience  API,
aHaIM3 TEeKylen
yCIIEBaeMOCTH
npu MTOMOIIH
BPC-peiitnara

KouTtpois 3,75
Hroro: 8,25 132

144




5. Kputepun u HOpMBbI TEKyIIer0o KOHTPOJISI U IPOMEKYTOYHOM aTTeCTAINH

@opMBbI TeKYIIEr0 KOHTPOJIS Ycaosus nomycka Kputepnu u HOpMBI OLleHKH
TectupoBanue on-line o OTCyTCTBYIOT max 100 6annoB
TEOPETUUECKOMY MaTepuary
Kypca
IIpomexxyTouHBbI TECT max 15 6anioB
Hrtorosslii TecT max 40 6anios
3amaHue, mpoBepseMoe BPYIHYIO 3adreHo CryneHr:
(pacueTHas pabota) ®  BBIINIOJHSET NPAKTHUECKOE 3aJlaHUE U JEJIacT MPAaBMJIBHO BBIBOJBI IO pPE3yIbTaTaM €ro
BBITIOJTHEHHS;
®  TPOJEMOHCTPHPYET HABBIKM CHCTEMHOTO aHAIN3a OOMINX TCHICHIINNA 1 KOHKPETHBIX
CUTyaluun
He 3aureno CryneHrt:
®  JIONyCKAaeT NPUHIMIHAIBHBIC OMIMOKY B BBITOJHEHUH PAcUeTHOH paboThI
IpPeIyCMOTPEHHBIX IPOrpaMMO 3a1aHu;
e  pelIaceT NpakTHYECKUE 3a7a4M ¢ OOJNBLIMME 3aTPyJHEHUSIMHU, HE CIIPABIISICTCS C HUMU
CaMOCTOSITENIHO.
®opma NpoBeIeHN Ycaosus nomycka Kputepnu u HOpMBI OLleHKH
MPOMEKYTOYHOM aTTeCTAINU
Ox3aMeH (nmo | HomyckaroTcs Bce Cxema pacuera UTOroBoii onenku: Ilpomexyrtounsiii rect 1+ IIpomexxyrounstit Tect 2 + IIpoMexyTouHslif TecT 3 +
HAKOMUTEJIBHOMY PEHTUHTY) ITpomexyrounslii Tect 4 + MTorosslii Tect = Pe3ynpraTsl TectupoBanus 100 0ajuioB (MakcumMym).

®dopmupyeTcsl aBTOMATUYECCKH, HA OCHOBE HTOTOBOTO PEUTHHIOBOTO 0ajlia MO pe3yabTaTaM MPOXOXKACHUS CTYACHTOM
JUCITUTUTMHEI B cCOOTBeTCTBHH cO [1Ikanoi mepeBoaa peHTHHTOBBIX 0aJIOB B TPAIUITHOHHBIEC OIICHKH:

COTIHIHOY 80-100 damtoB
«XOpOULIO» 60-79 Gayos
«YIOBJIETBOPUTEITHHO» 40-59 6amioB
«HECYIIOBIICTBOPUTEIIEHOY 0-39 6amnos




6. Kputepumu 1 HOPMBbI OLIEHKH KYPCOBBIX padoT (IIPOEKTOB)
Kypcosast pabota He npeycMOTpeHa yUeOHbBIM IIJIaHOM.

/. IlpuMepHasi TeMAaTHKa NMCbMEHHBIX padoT (KypcoBbIX, pedeparTos,

KOHTPOJIbHBIX, PACYEeTHO-TPAGUYECKUX H AP.)
KypcoBas paboTa He Ipe1ycCMOTpeHa YICOHBIM TIJIAHOM.

8. Bonpocel Kk 3K3amMeHy

Ne n/mm Bonpocsl

1. Oc00EHHOCTH KJIIMEHTOOPHEHTHPOBAHHOT'O 110/1X0/1a

2. YnpasieHue OTHOIICHUSIMHY C TIOKYIATSIISIMU: 1ISJIH, 33Ja49U U CYIITHOCTb

3 KiueHtoopueHTMpOBaHHOE ~ yNpaBlieHHE  OpraHu3aluedl  Kak ~ OcHOBa  o0ecnedyeHus  ee
' KOHKYKPEHTOCIIOCOOHOCTH

4. [ToHsATHE U XapaKTePUCTUKA HHIUBUIYAJIHHOTO OTPEOUTEINS

5. [oHsATHE M XapaKTePUCTUKA KOPIOPATUBHOTO OKYIATEIs

6. [Ipomecc mprobpeTeHus ToBapa Ha MOTPEOUTEINHLCKUX PHIHKAX

7. ITpomecc mpuobpeTeHuns ToBapa Ha peiHke B2B

8. MoTHBalys HHIMBHAYAIHHOTO MOTPEOUTEIISI

9. MoTHBalHsi KOPIOPATHBHOTO ITOKYIATEs

10. Co3znanue IeHHOCTH ISl TOTPeOnTEIst

11. CoBpeMeHHbIE TTOIXOBI K KJIaCCH(UKAIMK TOTPEOHOCTEH

12, Knaccudukanus norpedHoctedt o I'. Mioppeto

13. Hepapxus notpedbHOCTEH 110 A. Macioy

14. MoJienp IETIOYKH «CPEIICTBO — PE3YIIBTAT»

15. IIIkana nennocreit M. Poknua

16. Martpuua BosneueHHocTH Pyta, Koyna u benaunra

17. Teopust nennocreid norpednenus llera-Heiomena- I'pocca

18. Crpoc. 3akoH crpoca. JleTepMHUHaHTBI cripoca

19. CTpyKTypa MepBHYHOTO CIIPOCa Ha MOTPEOUTENHCKUE TOBAPHI

20. Crpoc Ha TOBAPHI MPOU3BOACTBEHHOTO HA3HAYCHHUS

21, IToBeeHKe MOKyATes OC/IE COBEPIICHUSI TOKYIIKH

22. PaboTa ¢ NpeTCH3MSIMH U PEKIIaMaIlHSIMK

23. OcHoBHBIE NOJI0KEHMs 3akoHa «O 3aImTe mpaB MoTpeOUTEICH»

24, IIpoektupoBanne CRM-cucTeMbl Ha IPEANPHUATHH: LE/IH, 3aa4H, CyObEKT U O0BEKT YIIPABICHHS

25. WudopmanimoHHbIC TEXHOJIOTHH B YIIPABICHUH OTHOUICHUSIMH C MOTPEOUTEISIMH

26. CRM-cucTeMbl Kak IPOrpaMMHBIH ITPOTYKT

27. Ienu, 3amaun u sransl BHeapenuss CRM-cucteMsl Ha pennpusTHI

28. OpraHuzanys 1 BeJIeHHE IeperoBOpOB

29. Opranusanys paboThl C NOTPEOUTENIEM B HHTEPHET-CPEe

30, COBEpIICHCTBOBAaHMSl OTHOIICHWH C MOTPEOMTENIIMM KaK IIOBBILICHHE KOHKYPEHTOCIIOCOOHOCTH

OpraHu3aIUH

31. (OCHOBHBIC HANPABJICHUS, TO3BOJISIFOIIUC YBEIIMYUTh YPOBEHB MPHUBJICYCHUS M YIICPIKAHHS KIHNCHTOB

32. IIpuBneueHe KINEHTOB

33. Y neprkaHue KIMCHTOB

34. MeTo/TbI OTIICHKH YIOBJIETBOPEHHOCTH MOTpeOUTENEH

35. DKOHOMHKA YJIOBJIETBOPSHHOCTH H JIOSITLHOCTH MOTpEOUTENEH

36. DOpMHUPOBAHHE KJIHCHTCKOM 0a3bl

37. MerTop! aHann3a KIMEHTCKON 0a3nl

38. KoHuennus noxxu3HeHHOH IEHHOCTH KJIIMEHTA

39. dopMHpOBaHUE KINCHTCKOTO KaruTaia

40. DKOHOMUYECKHE aCTICKThI YIIPABJICHUSI KIMCHTCKUMHU AKTHBAMHU KOMITAHUH

41. KoHnuenus J0ssIbHOCTH K TOPrOBOW Mapke

42. CucTemMa MapKETHHIOBON MH()OPMAITMOHHON CHCTEMBI

43. MapKeTHHIOBBIC HCCIICOBAHUS: MIOHSITHE, CYIITHOCTh




Ne /i

Bonpocsl

44,

30HANPYIONIHE UCCIIETOBAHUS

45, JleckpunTHBHBIC UCCIICTOBAHMS

46. Kay3aspHble HCCIIeI0BaHUsI

47, Krnaccudukanus MapKeTHHTOBBIX UCCJICJIOBAHMH

48. OpraHu3anusi MapKETHHTOBBIX UCCIICIOBAHII

49, [lepBUYHBIC MAPKETHHTOBBIC UCCIICIOBAHHUS

50. BTopuyHbIC MApKETUHTOBBIC HCCIICIOBAHUS

51. OIeHKA JOSJIBHOCTH OTPEOUTENICH TOPrOBON MapKe

52. ba3oBbie KOHIIETIMK aHAJTU3a CIIpoca

53. AHanu3 JeNoBBIX BO3MOXKHOCTEW Ha BUPTYAJIbHOM PBIHKE
54, MeTobl IPOrHO3UPOBAHKS CIPOCA

55. AHanu3 yJI0BJIETBOPEHHOCTH MOTpeOUTENCH

56. CTHn peakliy Ha yJIOBJIETBOPEHHE/ HEYIOBICTBOPEHIE
57. CBs13b MEXY YIOBJIETBOPEHHOCTHIO U JIOSUTbHOCTHIO

58. IToBepeHuecKas peakiiys Ha HO3UIIMOHUPOBAHUE

59, ATpuOyTHBHBIE KAPTHI BOCTIPUATHUS

60. CucTema rmokasaresieii, ONUChIBAIOIIas IOBEACHUS OTpeOuTeIeH

11



9. ®oHI OLEHOYHLIX CPEICTB /Js1 NPOBEJEHUS TMPOMEKYTOUYHOM
arrecTauuu 00y4YAKOUIUXCS MO0 JUCHUIINHE
9.1. ITacnopt ¢oHIa OLIEHOUYHBIX CPEICTB

KonTpoaupyemsle pa3aenbl (TeMbl) Kox kourpoaupyemoii HaumeHnoBaHue
Nen/m KOMIIeTeHI MU (U4 ee
JUCHMIIMHBI OLIEHOYHOT0 Cpe/icTBa
4acTH)
1.9Bomonus KOHLEIIUU CRM Tpomencyrourstii ect Nel
1 : ! tenm ’ IK-3, I1K-1 3agaHue, poBepsieMoe
Omnpenenenuss CRM
BpyuHyto Nel
[K-3, ITK-1 i
2. JlostmpHOCTH KiMEHTOB. I[Iporpammsl Tpomencyrourtii ect No2
2 3amanue, mpoBepsieMoe
JIOSITFHOCTH
Bpy4HYTO No2
IK-3, ITK-1
3 3. Mapketunrossie cuctemMbl B CRM IIpomexxyTounbiii TecT Ne3
[K-3, I1K-1
4 4. Mecto CRM B 3JIEKTPOHHOM OHM3HECE IIpomexxyrounslii TecT Ned
TIK-3, IIK-1 Hrorossiii Tect. Bompocsr k
5 Bce Tembl THCIHTUTHHEBL N
MPOMEKYTOYHON aTTeCTAIlNU

9.2. TunoBbie KOHTPOJIbHBIEC 3a/JaHUS] WM MHbIEe MaTepHAJIbl, He00X0AMMBbIEe
JJIS OLCHKH 3HAHUM, YMEHHMH, HABBIKOB M (WJIH) ONbITA JAeATEIbLHOCTH,
XapaKkTepu3ylIMX JTanbl (OPMHUPOBAHUS KOMIECTEHUHMHA B mpouecce
OCBOCHHSI 00pa30BaTeIbHOM NPOrPaMMbl

9.2.1. TecrupoBanue no Teme 1. «IBonwouus konuenunu CRM. Onpenenenuns CRM»

1. TlonsiTue «ynpaBJ/ieHHe OTHOLIEHUSIMHM C KJIMEHTAMI) NOIpa3yMeBaeT:

a. METOJ MCCIEOBaHUM, MPEAINOoNaralouIfii OIEHKY YPOBHS OOCITY>KHUBAaHHS C TOMOIIBIO
CHEIMAJINCTOB, BBICTYHNAIOUIMX B POJIM TOJACTaBHBIX MOKymHarenaed (3aKka3yuKoB,
KJIUEHTOB);

b. kommekc OM3HEC-TTPOIIECCOB KOMITAHUH 110 B3aMMOJICHCTBHIO C KIIMEHTaMH (TTapTHEpaMu
U KOHTpareHTamH), OPUEHTUPOBAHHBIM HA TOBBIIICHUE YPOBHS MPOAAXK, MOCTPOCHHUE
JOJTOCPOYHBIX U JOBEPUTENIBbHBIX OTHOLICHHUH ¢ KJIMEHTAMU;

C. TIOCTOSIHHO  JEHCTByIOIIAs CHCTEMa B3aUMOCBA3HM  JIIOJei, 00OpyaoBaHUS U
METOJIMYECKMX MpPHUEMOB, TpeAHa3HaueHHas s cOopa KiaccU(pUKalWW, aHajIu3a,
OLIGHKU M paclpoCTPaHEHHs aKTyaJbHOW, CBOEBPEMEHHON M TOUHOW MH(POPMALIUY;

d. omHOpoHAas rpymnmna (WK TPYIIbI) TOTPEOUTENCH, UMECIOIIUX CXOAHBIC MPEAMOYTCHUS 1
CXOJIHO pearupyrolire Ha MApKETHHTOBbIE TTPEITIOKECHHUS.

2. YnpaBJ/jieHHe OTHOLIEHUsIMHM ¢ nmokynareassmMu, wiid CRM, npeciaeayer cjieayonryro
neJib:

a. YKpeIUJIeHHE JIOJIFOCPOYHBIX M B3aUMOBBITOJHBIX OTHOIIEHUN C MOKYNATEIsIMU H
OCTJIbHBIMU T'PYIITIAMU BJIUSIHUS;

b. moBbimeHne 3)(HEKTHBHOCTH SIKOHOMUIESCKUX MOKA3aTeNCH AeATSIbHOCTH;

C. yJIy4lIEHUE YCIOBUU TPY/a;

d. spdexTrBHO W peHTAOENBHO TMOBBICHTH ITOKA3aTeaH MPUOOPETECHHUS H  yAEp:KaHUsS
NpUOBUTEHBIX TTOKYIATENEH, Pa3BUTUE U COXPAaHEHHUE OTHOIICHUH ¢ HUMHU.

3. IleJb MapKeTHHIa OTHOWIEHHUH 3aK/II0YAETCHA B CJIeTYIOLIEM:
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YKpEIJIEHUEe JIOJTOCPOYHBIX M B3aUMOBBITOJHBIX OTHOIIEHUN C MOKYNATEIsIMU H
OCTaJIbHBIMU TPYIIIAMU BIUSHUS;

noBbIIeHUE 3(PPEKTUBHOCTH YKOHOMUYECKUX TTOKa3aTeseil 1eaTelbHOCTH;

yIy4lIeHne YCIOBUH Tpy/a;

3¢ PeKTUBHO M pEHTAOEIbHO TMOBBICUTH TIOKA3aTed TPHUOOPETCHHS W YIACP)KaHHS
NpUOBUIBHBIX TIOKYIATENeH, pa3BUTHE U COXPAaHEHUE OTHOLICHUN C HUMH.

CrapToBoii TOYKOI NPH yNIPaBJIeHUH OTHOLIEHUSIMHU C MOKYNATEJISIMH SABJIAETCH:
UACHTU(UKAIMS LEIEBOT0 CErMEHTa YIYIICHHBIX MMOKYyIaTeNeH;

UIeHTU(DHUKAINS 1IETIEBOTO CErMEHTa BO3MOXKHBIX MTOKYIaTeNeH (suspects);
UACHTU(UKAIMS LEIeBOT0 CErMEHTa KOHEUHBIX TOKYyIaTelei;

HaeHTU(DUKAITNS 1IETIEBOTO CErMEHTa BEPOSTHBIX TIOKYyIMaTesen (prospects).

Bo3Mo:kHbIe mokynaTesu (suspects) NpeacTaBJIAIOT c000¥:

MOTEHIMAJIbHBIX TOKYyMNaTeNnel, KOTOpble MOIJM Obl MPOSIBUTH TIIIYOOKHM HHTEpec K
TOBApy WU YCIIYTe;

MOTEHLIMAJIBHBIX MOKYIMAaTesei, HHTEPECYIOMMXCS TOBAPOM M CHOCOOHBIX 3arlIaTUTh 3a
HEro, U JUCKBAIM(UIIMPOBAHHBIX BEPOSATHBIX IMOKYIATENIeH, OTBEPTrHYTHIX KOMITAaHUEH
M3-3a HEIUIATeXKECIOCOOHOCTH WJIM HW3-3a TOr0, 4YTO HMX OOCIy)XHMBaHHUE OBbUIO ObI
HEMPUOBUIBHBIM JJ151 GUPMBL;

MOKYTaTesae, pacXBaJIMBAIOIINX KOMIAHUIO U CTUMYJIUPYIOLIUX APYTUX HpUOOpeTaTh
UMEHHO €€ TOBaphI;

MOKYyTaTesel, MoJalouX MPEeTEeH3UU 1 peKIaMaliii.

BeposiTHble nokynartenu (prospects) mpeacTaBJIsilOT cO00¥:

MOTEHIIMAJIBHBIX MOKYIMAaTeseii, HHTEPECYIOMMXCS TOBAPOM M CHOCOOHBIX 3aIlIaTUTh 3a
HEro, U JUCKBAIM(UIIMPOBAHHBIX BEPOSTHBIX IOKYIATENIeH, OTBEPTrHYTHIX KOMITaHUEH
M3-3a HEIUIATeXKECIIOCOOHOCTH WJIM HW3-3a TOr0, YTO HMX OOCIy)XHMBaHUE OBbUIO OBl
HEMPUOBUIBHBIM 1151 GUPMBL;

MOTEHIMAJBHBIX TOKYyMHaTeNnel, KOTOpble MOIJM Obl MPOSIBUTH TIIYOOKHHM HHTEpec K
TOBapy WU YCIIYTe;

MOKYTaTesae, pacXBaJIMBAIOIIUX KOMIAHUIO U CTUMYJIUPYIOIUX APYTUX MpUOOpeTaTh
UMEHHO €€ TOBaphI;

MOKYyTIaTesel, MoJalouX MPEeTEeH3UU 1 peKIaMaliii.

Hcnonb3ys mmpokuii cnekTtp uHHcTpymMeHTOB CRM, KOMIAaHMM NOTEHIHAJIBHO
CIIOCOOHBI:

6onee 3¢pPpekTUBHO UACHTU(DUITUPOBATH CAMBIX IEPCIIEKTUBHBIX LIEIEBbIX KIHEHTOB;
6onee 3¢ HeKTUBHO UACHTU(HUIIUPOBATH KOHEUHBIX 11E€JIEBBIX KIIMCHTOB;

MOBBICUTDH MTPOU3BOUTEILHOCTh TPY/IA;

YIIy4IIUTh YCIOBUS TPY/A.

Jl1s1 ycnenHoro ynpasJjieHUsl OTHOLIEHUSIMH € NMOKYNATeIIMH He00X0ANMO, YTO0bI
COTPYIHUKH Pa3JIUYHBIX (YHKIUOHAJIBbHBIX NOApa3JieeHUii — ONepPalHOHHOIO
MapKeTHHIa, HH(OPMALHOHHBIX TEXHOJOTMii W YNpPaBJeHUS 4YeJOBeYeCKHMMH
pecypcammu — padoTaju:

OTJENBHO;

0e3 yJacTusi MEHEPKEPOB HUKHETO YPOBHS;

0e3 yuacTHsi MAapKETUHTOBOT'O OTJIEJNA;

COBMECTHO B ME&X()YHKIIMOHAIBHBIX KOMaHaX.

IIpennocelikoii yenemsoro npumeHenuss CRM sisasiercst puitocodus:
OpUEHTUPOBAHHAS HA MMOKYIATEJIs;

OpPHEHTHUPOBAHHASA HA KOHKYPEHTA;

OpUEHTUPOBAaHHAS Ha KOHTAKTHYIO ayJUTOPHIO;

OpPHEHTUPOBAHHAS HA TUIICPOB.

. OTHOLIeHHUs B 00J1ACTH 3aIUTHI IPaB NOTPedUTe/Iel PeryjJIupyroTcs

['paxxnanckum kogekcom PD;
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b. VYromnosusM KonexkcoMm PD;
c. TpymoBbIM KojiekcoM P®D;
d. CemeiiabiM KOnieKcOM PO.

Kpurepun oneHku:
15 GannoB — Bce 3a/1aHUsl UTOTOBOT'O TECTA BBHITIOJIHEHBI BEPHO.

9.2.2. 3ananue, npoBepsieMoe Bpy4uHyI0 Nel
Pacuernas paoora no Teme 1. «IBomonusa konuenuun CRM. Onpenenenuss CRM»

3ananue 1. Onpenenutb HanboIee MEPCIIEKTUBHBIX JJIS MPEANPHUATHS MOTpeOUTENEl Ha OCHOBE
Map>KUHATBHOTO aHAIH3A.

[IpeanpusiTie BBITYCKAaeT MPOIYKIIMIO, KOTOPYIO TocTaBisieT norpedurensm A, B, C priake
B2B. Ilpoaykmmst pacmpenensercs cieayromuM obpazom: Ilpenmpustue A mnotpedisier
nponykuuro 8047,8048,8043; mpennpustue B — 8190,8191,8192,8193; npeanpustue C — 8044,
8045.

Tab6muna 1 — UcxonHble JaHHBIE

Koanuectso Hena Ilepemennsle
HaumenoBanue BBIIyCKaeMOii peanuzanuu  eA. | 3aTpaThl Ha eauHuny | IlocTosiHHBIE
H3eus NMPOAYKIHH, INT. u3aeaus, pyo. NPOAYKIMH, pPyoO. pacxoasl, pyo0.
1 2 3 4 5
8043 775 918,51 682,45 148092,50
8044 290 958,8 701,43 56887,77
8045 225 891,93 691,90 56182,00
8047 350 875,98 692,36 89866,11
8048 250 903,44 701,90 91136,48
8190 150 950,94 682,83 49013,59
8191 1300 981,78 691,43 248419,09
8192 150 902,51 710,50 45988,38
8193 1220 892,55 700,97 251962,19

3ananme 2. [Ipouecc NpUHSATHS PEIICHUS O MOKYINKE Ha JIEIOBOM PBIHKE OOBIYHO COCTOMUT U3 8
sTanoB. Pa3paboraTh anroputMm nporecca NOKynku. IlokazaTe B3aMMOCBSI3b OCHOBHBIX (a3
Ipolecca NOKYNKH JEJIOBBIX TOBAPOB M OCHOBHBIX CUTyallUH 3aKylok. PernieHue npeacraBuTh B
Buze Ta0omuuer 1.

Tabmuna 1 — OcHoBHble (a3bl mpolecca MOKYIKH JEJIOBBIX TOBAPOB M OCHOBHBIE CUTYallUU
3aKyMOK

No da3bl Kiaccel 3akynok
/11 3aKyIIOK Hosas 3amaua [ToBTOpHAs MOKyIIKa C [ToBTOpHAs moOKymKa O6e3
WM3MEHEHUSIMHU VU3MEHEHUN

Kpurepuu onenku:
3adreHo:
® CTYIEHT IPABUJIHHO BBIMOIHAET MPAKTHUCCKOE 3aJaHNE U JeJlaeT 000CHOBAHHBIE BBIBOJIBI IO
€ro pe3yiabTaraMm;
L] ,Z[GMOHCTpI/IpyeT HaBBIKH CUCTCMHOI'O aHAJIN3a OGI_I_II/IX TGHI[GHI_II/Iﬁ nu KOHerTHHX CHTyaHHﬁ;
He 3aureno:
® JIONMyCKaeT NMPUHIMIIHAIbHBIC OUTMOKH B BBIOJIHEHUH PACYETHOM paboThI;
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® HC IIPCACTABJIACT BBIBOJAbI I10 PE3YyJIbTaTaM BbIIIOJTHCHHUA aCcueTHOM pabOoTEHL
y

9.2.3. TectupoBanue no Teme 2. «JlostJibHOCTHL KJIHEeHTOB. [IporpaMmbl J10SJILHOCTH

1.
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J1si MoBBbIIEHUS] JIOAJIbHOCTH, YAOBJIE€TBOPEHHOCTH NMOTPeOUTENIi U TMOBbILICHUSA
Ka4yecTBa NPOAYKIUHM OPraHM3aIHsA J0JKHA 3allJIAHUPOBATH U pa3padorars:
PE3yNbTaTUBHBIN MPOLIECC YIIPaBICHUSI IPETEH3USIMU;

3G HEKTUBHYIO CUCTEMY MPUHATHUS PEIICHUH;

CUCTEMAaTHU3HPOBAHHYIO OPraHU3ALMOHHYIO KYJIbTYPY;

ONTUMAJIbHYIO OPTraHU3aLUOHHYIO CTPYKTYDY.

Bbiciee  pykoBOACTBO J0JKHO  o0ecnmeyMBaTh IJIAHMPOBaHHMEe  Ipolecca
yHpaBJieHHs MPeTeH3UAMH JIsl O//Iep:KAaHNsl Y NOBbILICHUS

YIOBJIETBOPEHHOCTH MOTPEOUTENEH;

npUOBLIH;

pEHTa0EIBHOCTH;

MMU/JIKA TIPEATIPUSITHSL.

Haub6oJiee npuemJjiemblie AeiiCTBUS TOBAPONPOU3BOAUTEIS B OTBET HA eIMHUYHBIH
HEeraTMBHBIN ONBIT y OTPeOUTEJISA:

BO3BpAT JCHET, IPEJIOKEHHE PHIHKY 00Jiee KaueCTBEHHBIX aHAJIOTOB;

MpelocTaBlIeHne OecIIaTHBIX 00pa3loB MPOAYKIIMH, JOCTaBKa KYITOHOB I10 MOYTE;
Texo0cay)KMBaHUE, 3aMEHa TOBAPa, pa3bsCHEHNE PUYMHBI HEYJOBJIETBOPEHHOCTH;
yCHUJIEHUE PEKJIAaMHOM KaMIIaHHH.

AKTYaJIbHOCTH yJ10BJIETBOPSIEMOil OTPEOHOCTH ... AU dy3uro.

YCKOPSET;

3aMeJUISIET;

CHIDKAET;

HUKAK HE BIIUSET.

Hyxna, NPUHABIIASA cnennpuYeCcKyIo dbopmy HEY/10BJIETBOPEHHOCTH,
HCIBITHIBAEMYI0 JINYHOCTHIO, IPEACTABJIsSAET CO00M:

BBITOJ1Y;

KeJlaHue;

neduImr;

MOTHB.

B 3xoHOMUYECKOH TeOpUM MOBeAEHUS NMOTPeduTe/Iell COBEPIIEHHO He YUMTHIBAETCH
npodaema:

MOTHBAIIHH;

yIOBJICTBOPEHHOCTH NOTPEOUTENICH;

aHaJIM3a JJOTUYECKUX CIIEJICTBUI TUIIOTE3bl O PALlMOHATILHOCTH YEJIOBEKa;

MOBEICHUS MTOTPEOUTENEH.

ITaccuBHbBIE MOKYNIATEH:

CKJIOHHBI NPOSIBIISITH U3JIMIIHIOK JIOSJIBHOCTB;

HE CKJIOHHBI MPOSIBIISITH U3JIUIIHIOKO JOSIBbHOCTB;

aOCOJIOTHO HE 3aMHTEPECOBAHBI B TOM, YTOOBI y3HATh OOJbIIE O Pa3pabOTKEe HOBBIX
TOBApPOB U PEILICHUI;

MaJIO 3aMHTEPECOBAaHBI B TOM, YTOOBI y3HaTh OOJbIIE O pa3pabOTKe HOBBIX TOBApOB U
pelLICHUH.

IIpenanHOCTh MOKYNATE IS JAHHOM MapKe HA3bIBAKOT ... MapKe.

JIOSUTbHOCTHIO;

KOIHUTHBHOCTBIO;

MPUBS3aHHOCTHIO;

3HAYUMOCTBHIO.
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9. Jlasi noBbILIEHUS JIOSAJIbHOCTH, YI0BJIETBOPEHHOCTH NOTpPeOMTEas] M NOBBIIICHHUSA
Ka4ecTBa NPOJYKLUMH OPraHU3alMs JA0JKHA 3aIUIAaHNPOBATH M Pa3padoTaThb:

a. pe3yIbTATHBHBIN MPOIECC YIPABICHUS MTPETCH3UAMH;

b. sddexTuBHYIO CHCTEMY IPUHSATHS PELICHUIA;

C. CHUCTEMaTH3WPOBAHHYIO OPTaHH3ALNOHHYIO KYJIbTYPY;

d. onTMManBHYIO OpPraHU3alOHHYIO CTPYKTYPY.

10. C ycniennem Hey/10BJI€TBOPEHHUS Pa3PbIB MeKAY peajbHbIM H 7KeJlaeMbIM YPOBHEM
MOCTOSIHHO:

a. yBEIMYHBACTCH;

b. ymenbpmaercs;

C. CHIDKaercs;

d. cyxaercs.

Kputepun onenkn:
15 6annoB — Bce 3a/1aHMsl UTOTOBOTO TECTA BHIMOIHEHBI BEPHO.

9.2.4. 3ananue, npoBepsieMoe BPY4HY0 No2
Pacuernasi padora no Teme 2. «JIosiibHOCTH KJIHeHTOB. [IporpaMmabl JIOSIJILHOCTHY

3aganue 1.

1. Paccumrtatp nonu pelHKa KommaHuii A, B, C Ha KoHell HIONs, aBrycra CEHTIOps,
mpeamnoiarasi COXpaHEHHE IIOKas3aTeneil JOSJIbHOCTH, OTTOKa M TMPUTOKA IOKyIarened B
OyayIIeM U IPpH YCIOBHU pa3Jieia PhIHKA MEXI1Y 3TUMH TpeMs (prupMaMu.

2. Paccuurtarh moKazaTrenu JOSUIBHOCTH (NIPUBEPKEHHOCTH) TIOKYyMaTeleld TOPTOBBIM
mapkaMm ¢upMm A, B, C, mporieHTHl OTTOKA U IPUTOKA UX TMOKYIaTeNleH.

3. Ilpoananu3upoBaTh CKJIabIBAIOLIYIOCS TEHICHIIHIO.

4. PaccMOTpeTh BOZMOXKHBIE CIICHAPHH Pa3BUTHSI CETMEHTA.

Hcxonnbie nannble. Ha cermeHnTe phliHKa KOHKYpupyrooT Tpu ¢(upmsel - A, B, C. B
pe3yabTaTe MPOBEICHHOTO MCCIIEI0BaHMs ObUIM MOyYeHbI cleaytomue fanHbie. Ha koHen mas
y ¢upmbr A 6110 400 mokynareneit, y ¢upmer B -400, y dupmer C- 200. dupma A 3abpana y
¢upmer B - 120 nokynareneit 'y pupmsl C - 20 nokynareneii. B To ke Bpems pupma A otnana
dbupme B 80 cBoux mokymareneir m pupme C - 40. dupma B 3abpana y dupmer C 20
nokynaresei u otaana e 80 cBoumx mokymnaresneu.

3aganue 2. B xone onpoca 60% mnotpedureneil ynoMsHyu, YTO MOJIb3YIOTCS OpeHIoM A
BpeMs OT BpeMeHH, a 30% - 4TO MOJIB3YIOTCS HCKIIIOYUTEIBHO 3TUM OpenaoMm. [lokymarenu
3TOr0 MPOAYKTa OOBIYHO 3aKyMalT TO JK€ KOJIMYECTBO NPOAYKTA, YTO W MOKyHaTelu
KOHKypHpyomux OpennoB. KakoBa Oynmer nons peiHka Openma A? Ecniu xomudecTBO
MOJIb30BaTENeH, MOJIB3YIOMUXCS MCKIIOUUTEIbHO OpeHaoMm A, Bo3pacrer a0 50%, kak
U3MEHUTCS PbIHOYHAsS 101 OpeHaa A?

Kpurepuu onenku:
3adreHo:
® CTYIEHT IPABUJIHHO BBIMOIHAET MIPAKTHUCCKOE 3aJaHNE U JesIaeT 000CHOBAHHBIE BBIBOJIBI IO
€ro pe3yiabTaraMm;
L] ,Z[GMOHCTpI/IpyeT HaBBIKH CUCTCMHOI'O aHAJIN3a 06H_[I/IX TGHI[CHI_II/Iﬁ nu KOHerTHHX CHTyaHHﬁ;
He 3aureno:
L] ,Z[OHyCKaeT HpI/IHI_[I/IHI/Ia.HI:HBIC OH_II/I6KI/I B BBIIIOJTHCHHU N pvaeTHOﬁ paGOTBI;
® HE MPEJCTABIISET BHIBOJIBI IO PE3yIbTaTaM BBHIIIOJHEHUS PACUETHON PaOOTHI.

9.2.5. TecrupoBanue no Teme 3. «MapkeTuHronslie cucteMbl B CRM»

1. MapkeTHHroBasi KOHUeNIUs YIPaBJIeHUs (PUPMOI — 3TO:
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KOHIEMIHUS OIpeieJIeHHs] ONTUMAIIBHBIX c(ep pacXo0B U UHBECTHUIIHIMA
MO3UITUOHUPOBAHUE 11O OTHOILICHHUIO K KOHKYPCHTY

KOHIIETIMS yIy4lIEHUsI KaUeCTBEHHBIX [TOKA3aTeIed TOBAPHOM NPOLYyKIIUU

KOHICIIUA, OpPHUCHTHPOBAHHAA Ha BBISICHCHHC u YAOBJICTBOPCHUC 3aIIpoCoOB
noTpeduTeneil onpeIeIeHHOro 1eJIEBOr0 PhIHKA.

Ilepeuncianre ycaoBuss 3¢pPeKTHBHOrO (PYHKIHOHUPOBAHUA IPOU3BOACTBEHHO-
cOBITOBOIl MAPKETHHIOBOW CHCTEMbI:

PBIHOK ITOKYIIATEIIS]

PBIHOK IIPOJABLIA

HU3KUE U3JICPKKU

yBsI3Ka 3a7a4 IPOU3BOJICTBA C KOHKPETHBIMU MTOTPEOHOCTSIMU MOKYyIaTesen

TOBAaphl IPOU3BOIATCS U PEANTU3YIOTCA 110 KOHKPETHBIN CETMEHT PhIHKA.

YKaxuTe OCHOBHBIC 32Ja4d IpPeINPUHMMATEIS] B COOTBETCTBMH KOHIUENMIMeR
MapKeTHHIa OTHOLICHUIi:

o0ecrnieyeHre JTUKBUIHOCTU CBOETO MPEANPHUATHS;

OpHUEHTAIINS Ha KOHKPETHOTO MOTPEOUTES;

IIPOU3BOJICTBO BHICOKOPEHTA0EIHbHON MPOAYKIIHH;

IIPOU3BOJCTBO MPOIYKIIMH, ITOJIb3YIOLIENCS CIIPOCOM.

IToBeneHyecKHMid  NPUHUMI  CErMEHTHPOBAHUA  NMOTPEOHUTENbCKHUX  PBIHKOB
npeaycMaTpuBaeT OLEHKY:

poza 3aHsTUH;

00I1IECTBEHHOT'O IOJIOKEHHS;

CTENIEHU IIPUBEP>KEHHOCTH TOBApY;

cTaryca 1noJib30BaTciIs.

B ocHoBY mncuxorpam4eckoro NPUHIUINA CErMEHTHPOBAHUSA NOTPEOUTEIbCKUX
PBHIHKOB I0JIOKEHO U3Y4YeHHUe:

JTana )KM3HEHHOI0 [IMKJIA CEMbH;

oOpa3a XKHU3HH;

OTHOILEHUS K TOBApYy;

CTCIICHBb IPUBCPKCHHOCTU TOBApPY.

B xome  cerMeHTHPOBaHUSI  NOTPEOMTEJHbCKMX  PBIHKOB  HAa  OCHOBe
AeMorpapuyecKoro NpUHIMUINA MOKHO UCIO0JIb30BATH CJIeYI0IIHe KPUTEPUN:
BEPOMCIIOBEAAHUS;

THUII JIUYHOCTH,

MHTEHCUBHOCTb MOTPEOIICHUS;

YKU3HECHHBINA LIUKJI CEMbU

Kpurepuu onenku:
15 6anoB — Bce 3a/1aHKsl UTOTOBOTO TECTA BBHIMOIHEHBI BEPHO.

9.2.6. TectupoBanue no Teme 4. «KMecto CRM B 3/1eKTPOHHOM OU3Hece»

1.

TP WNO O T

B Poccun nokynka B UHTepHeT-MarasuHe BOCHIPUHUMAETCS KaK ... B
TPAAMIMOHHOM PO3HHUYHOM MAara3mHe.

OoJiee pUCKOBaHHAs, YEM

MEHEe PUCKOBAHHAs, UeM

Oosee 6e3omacHasi pUCKOBaHHAS, YEM

a0COJIIOTHO Oe30macHasi, 4eM

B ceTn uHTEepHET OTpacJieBble 3J1eKTPOHHbIE TOProOBbIe MJIOIIAIKH
npeacraBjieHsl B popMmare:

MHTEPaKTUBHOTO MopTajia

BEPTUKAJIBHOW IUIOLIAKH
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aAMUHUCTPATUBHOTO MOJTYJIS
3JIEKTPOHHON OUPKU
AOOHEHTCKHE CUCTEeMbI NMPEACTABJSIOT CO00I:
MPUKJIAIHBIE IPOTPAMMEI, BKITFOUEHHEIE B OUPIKEBYIO CETh, © UIMEHYEMBIE
3JICKTPOHHBIMH OpOKEpaMu
TOPrOBYIO IJIOIIAJKY B CETU UHTEPHET, HA KOTOPOH 1I€Hbl YCTAaHABIMBAIOTCS BO BpEMsI
MyOJUYHBIX, OTKPBITHIX TOPTOB HA OCHOBAHUH CIIPOCA U TIPEITIOKECHHS.
C. HEKOMMEpPUYECKHE MPEANPUATHS C PABAMH IOPUIMYECKOTO JIMIIA, YYaCTBYIOIINE B
(GbopMHUPOBaHHUH ONITOBOTO PHIHKA TOBAPOB, CHIPHS, MPOAYKIIMH, IICHHBIX OyMar
d. 27eKTpOHHBII ONTOBBINA PHIHOK CTAHIAPTU3UPOBAHHBIX TOBAPOB (YCIIYT), IEHHBIX Oymar
(akmuii, oOMUTaIUii) 1 KHOCTPAHHOM BaTIOTHI
5. HHTepHeT-ayKIMOH NpeacTaBJIsieT co0oii:
a. TOPTOBYIO IIONIAJIKY B CETH MHTEPHET, HA KOTOPOH II€Hbl YCTAaHABIUBAIOTCS BO BPEMS
MyOTMYHBIX, OTKPHITHIX TOPTOB HA OCHOBAHUH CIIPOCA U MPEIIIOKEHUS.
b. mpukiagHBIe MPOrpPaMMBI, BKIIOUYECHHBIE B OUPIKEBYIO CETh, U HIMEHYEMbIE
3IIEKTPOHHBIMU OpOKepaMu
C. HEKOMMEPUYECKHE MPEANPHUATHS C PaBaMH OPUIMYECKOTO JINIA, YIaCTBYIOIIHNE B
(GbOopMUPOBAHHUH ONITOBOTO PHIHKA TOBAPOB, CHIPhS, TPOAYKIIMH, IIEHHBIX Oymar
d. 27IeKTPOHHBII ONTOBBINA PHIHOK CTAHIAPTU3UPOBAHHBIX TOBAPOB (YCIIYT), IEHHBIX Oymar
(axmuii, oO6mUranuii) 1 HHOCTPaHHOM BaJTFOTHI
6. s coopa cBeleHUil, HeOOXOAMMBbIX MAPKETOJ10TaM, YTO0bI 00CIYKMBATH
norpeduTesieil U y10BJETBOPATDH UX KeJIaHUS, HCIOJIb3YHTCH:
HaKOIHUTEbHBIE 0a3bl TaHHBIX O TTOKYMATEIIIX
0asbl JaHHBIX HA OCHOBE CJIIEI0K
CIIUCKH PaCCHUIKH
MMOMCKOBBIE CUCTEMBI ceTh MHTepHeT
OaHKHM MapKETHHTOBBIX MOJIEIICH
ba3bl JaHHBIX UCTIOJIB3YIOTCA MAPKETOJIOraMHU JIJISl:
pa3pabOTKH MapKETUHTOBBIX CTUMYJIOB
ONpeACIICHUS TCHACHIMI B IOBEAEHNUHN MOKyNaTENEN
co3aaHus 00pasa «uaeaTbHOTO MOKYIATEIIs
KOMIIEHCAIIMU PACX0/I0B HA MaCCOBBIN MapKETUHT
B2B npencrasJisiet co0oii:
MOJIEeTb SJIEKTPOHHOM TOPTOBIIA KOMMEPUYECKUX GUPM JIPYT C APYTOM
MOJICJIb SJIEKTPOHHOM TOPTOBIN KOMMEPUYECKUX (PUPM C TOTPEOUTEIMU
MOJIeTTb SJIEKTPOHHOMN TOProBiIH (PU3MUECKHX JIUIL APYT C APYTOM
MOJICJIb SJIEKTPOHHOTO B3aUMO/JICHCTBHS OM3HECa U TOCYIapCTBEHHBIX CTPYKTYP
I'naBHBIM 00pa30M cucTeMA 3JIEKTPOHHONH KOMMePUMH NPU3BAHA PelllaTh 3a1a4H:
cOBITa
MaTepUaTbHO-TEXHHUECKOTO CHAOKEHUS
MIPOM3BOJICTBA
TPAHCIIOPTHUPOBKHU
. DyleKTpoHHbIe TOpropbie Momaaku (ATII) npenHazHayeHbI AJ151:
HEMOCPEACTBEHHON OpraHU3aIiK OH-JIAHH JIeITeIbHOCTH CISIHATUCTOB CIYXK0 cObITa
CHAOXKCHUS PA3TMYHBIX MPEITPUATHI
pacrnpeaeneHus NpoayKIINu
OpraHu3aIy MPOU3BOJICTBA

Ao

s

DOPTRPOROTPXAOTR NP0 DT

[ =Y
o

o0 oW

Kpurepun oneHku:
15 GannoB — Bce 3a/laHUsl UTOTOBOT'O TECTA BBHITIOJIHEHBI BEPHO.
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10. OOpa3oBaTeJbHbIC TEXHOJOTMHM W MeETOAWYECKHEe YKA3aHHUS I10
OCBOCHHIO M CIHIIIHHBI

HpI/I pcain3anuu JUCITHUITIINHBI HCIIOJB3YIOTCA JUCTAaHIITMOHHBIC
06pa?>OBaTCJIBHI>IC TCXHOJIOTHH.
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11. VYuyeOHO-MeTOAMYECKOE W

JTUCIHHUIIINHBI

11.1. O6s13aTesnbHas JUTEpaTYpa

HH(popManMOHHOE

odecreueHue

bubnmorpaduueckoe onucanue

Tun (yueOHUK,
yaeOHOe mmocodue,
yueOHo-
METOINYECKOe
nocodue, MPakTUKYM,

Jp.)

KonnyectBo B
ouomorexke

2

3

I'pummmaa  B.T. MapkeTuHroBbIe
ucciaenoBanus: llpaktukym / B.T.
I'pummnza. - M.: By3oBckuii yueOHUK:
HUILl UHOPA-M, 2014. - 58 c.: ISBN
978-5-9558-0348-7

y4eOHUK

OBC
"ZNANIUM.COM™

Hparanuyk JI.  C.  IloBenenue
notpebureneil [IneKTpoHHBIH pecypc|
: yue6. mocodbue / JI. C. [Iparanuyk. -
Mockga : UH®PA-M, 2016. - 192 c. -
(Beicmiee oOpa3oBanue. bakamaBpuar).
- ISBN 978-5-16-009837-1.

yueb. mocobue

9bC
"ZNANIUM.COM"

Hyboposun  U. A. [ToBenenue
notpebureneit [DIeKTpOHHBIH pecypc]
: yue6. mocooue / . A. JlyOpoBuH. - 4-
e u3a. - Mocksa : JlamkoB u K°, 2017.
- 310 c. - ISBN 978-5-394-01475-8.

yue0. mocobue

9bC
"ZNANIUM.COM"

Kpacuna D.A. MapkeTuHroBbie
HCCIIEIOBAHUS [DIIEKTPOHHBIN pecypc|
: yaebHoe nocobue / ®.A. Kpacuna. —
2-¢ w3, — DIIEKTPOH. TEKCTOBBIC
JaHHBIC. — TomMmck: ToMmckuit
rocy1apCTBEHHBIN YHUBEPCUTET
CUCTEM yIpaBlIeHUs u
paaUO’IEKTPOHUKH, b  KOHTEHT,
2015. — 126 c¢. — ISBN 978-5-4332-
0250-4

yue0. mocobue

OBC "IPRbooks"

Haymos B. H. [ToBenenue
noTpeduTeneit [DIeKTPOHHBIN pecypc]
: yue6. mocobue / B. H. Haymos. -
Mocksa : UH®PA-M, 2014. - 248 c. -
(Beicmee oOpazoBanue. bakamnaBpuar).
- ISBN 978-5-16-009416-8.

yueb. mocobue

ObC
"ZNANIUM.COM"

[loBenenue norpeOuTenei
[DnekTpoHHBIE  pecypc] yueO.
nocobue / I'. A. Bacunbes [u np.] ; mox
pen. H. W. Jleirunoi, I'. A. Bacunbena.
- 2-e u3M., iepepad. u gon. - Mocksa :
IOHUTU-JAHA, 2015. - 238 c. -
ISBN 978-5-238-01280-3.

yaeOHOe mocodune

OBC "IPRbooks"
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Pomanenkosa O.H. IloBegenue
notpedureneit: Yueonnk/O.H.
Pomanenkosa - M.: By3oBckuii
yuebnuk, HUL] UHOPA-M, 2015. -
320 c.: ISBN 978-5-9558-0404-0

y4eOHUK

OBC
"ZNANIUM.COM*

CokoioBa H.T. OcHOBBI
MapKETUHT OBbIX UCCIIeI0BaHUM.
[IpakTukym [DJeKTpOHHBIN pecypc] :
yuebHOe mocobue / H.I'. Coxomnona,
O.B. TwuroBa, T.B. IpyzmeBa. —
OJNEKTPOH. TEKCTOBbIE JaHHbIE. —
MxeBck: MkeBCKUI rocy1apCTBEHHbBIN
TEXHUYECKUH YHMBEPCUTET MMEHH M.
T. Kamamnaukosa, 2017. — 404 ¢c. —
ISBN 978-5-7526-0764-6

yuebHoe rnocodue

SBC "IPRbooks"

UYepkamma ILA. Crparerus
YVIOpPaBJICHUS B3aUMOOTHOIICHUSIMU C
knmueHtamu  (CRM)  [DnekTpoHHBII
pecype] / ILLA. UYepkammH. —
DJIEKTPOH. TEKCTOBbIE AaHHbIE. — M. :
HNHutepHer-YHUBEpcUTeT
NudopmanmoHHbIx TexHonoruii
(MUHTYWUT), 2016. — 420 c. — 978-5-
94774-643-3

OBC "IPRbooks"

BH/I€OIIOCO0MS U JP.)

e (Qoua HayyHou 6ubmmorexku TI'Y:

11.2. /lomosHMTeIbLHAS JUTEpPaTypa M y4deOHble MaTepuaybl (ayauo-,

Tun (yueOHuUK,
yuebHoe rocobue,

Ne y4eOHO-METOANIECKOE KonnuectBo B
bubnuorpaduueckoe onucanue
n/n noco0ue, MPakTUKYM, o6ubnmuoTexe
ayauo-,
BUJICOTIOCOOUS U JIp.)

1 2 3 4
Jukcon M. Bcerma Bam KIHEHT
[DNEeKTPOHHEBIN pecypc] : Kak JOOUThCS
JIOSUTBHOCTH, peras po0sIeMbI

1 KJIIMEHTOB 3a OJUH wIar : [[pakxT. EC "IPRbooks"

nocooue] / M. Jluxcon, H. Toman, P.
Hemucu ; mep. ¢ anri [C. boOko]. -
Mocksa : Anpnuna [TaGmumiep, 2016. -
265 c. - ISBN 978-5-9614-5168-9.
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®okc Jx. Kak crarh BOJIIEOHHMKOM
npogax [OJEKTPOHHBIA pecypc]
MpaBWia TPUBJICUCHUS U YACPKAHUS
2. kiaueHToB / J[k. DOKC — DICKTPOH. 3BC "IPRbooks"
TEKCTOBBIC JaHHble. — M. : AnbnuHa
[Tabnumep, 2016. — 164 c¢. — 978-5-
9614-4747-7
[loyn JIx. Kak MPEBPATUTH
pa3rHEBaHHOTO MOKYTIaTeNs B
CYACTIIMBOI'O 3a 60 CEeKyHJ
[OnexTponHnblii pecypc] = Loyal for
3. Life : [mpakTt. pykoBoactBo] / Iloyn 9BC "IPRbooks"
JIx. ; mep. ¢ anri. [U. EBcturneeBoit]. -
2-e wm3n. - MockBa : AJsblmHa
[Mabnumep, 2016. - 112 c. - ISBN 978-
5-9614-5204-4.

e npyrue GOHIBL:

No bubnuorpaduueckoe onucanue Tun (yueOHUK, yaeOHOE Mecro
n/n nocobue, yueObHo- XpaHEHUS
METOoAUYECKOe Imocodue, (MeTomuuecKuit
IIPaKTUKYM, ayaHo0-, KaOMHEeT
BHJICOTIOCOOUS U JIp.) Kadeapsl,
TOPOJICKHE
OMOIMOTEKH U
Ap.)
1 | KinueHto-opueHTHpOBaHHBIE CHCTEMBI:
. Ob6pazoBarenbH
ANEKTPOHHBIA KOHTEHT — TONBATTH:
DIEKTPOHHOE U3/1aHue as cpena
N3n-Bo TI'Y. — obpa3zoBarenbHas cpena
Pocnucrant
Pocoucrant
COT'JTIACOBAHO
JlupexTop HaydHOM OMOIHOTEKH A.M. AcaeBa
(noonucs) (U.0. Pamunus)
«_» 20 T
MII
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CeTH

11.3. Ilepeuens pecypcoB MH(OPMANMOHHO-TEJTEKOMMYHHKAIIMOHHOI
"Unrepuer"

MUHHUCTEPCTBO NPOMBILUIEHHOCTH W TOproeiM Poccuiickon denepanyu
[DnexTpoHHBIH pecypc| — Pexxum moctymna: http://minpromtorg.gov.ru/
MuHHUCTEPCTBO 3KOHOMUYECKOTO pa3Butus PD [DnekTpoHHbI pecypc] —
Pexxum moctyna: http://economy.gov.ru/minec/main

WebofScience [DnexkTpoHHBIN  pecypc]: MYJIbTUIACIUIUTMHAPHAS
pedeparuBHas Oa3a manubeix. — Philadelphia: ClarivateAnalitics, 2016—. —
Pexxum noctymna: apps.webofknowledge.com. — 3arn. ¢ akpana. — 3. pyc.,
aHrJI

Scopus [DnexTpoHHBI pecypc]: pedeparuBHas Oa3za JTaHHBIX.
Netherlands: Elsevier, 2004—. — Pexxum moctyma: scopus.com. — 3ari. ¢
3KpaHa. — 3. pyc., aHrI.

Elibrary[OnexTpoHHblid pecypc]| : HayudHas 3JEKTpOHHash OHOIMOTEKa.
Mocksa: HOb, 2000-. — Pexxum noctymna: elibrary.ru. — 3ari. ¢ skpasa.
S13. pyc., aHrIL

11.4. IlepeyeHb NPOrPaAaMMHOTI0 O0eCIIeYeHUsA

N HaumenoBaHn KoanuectBo PexBu3uThI 10r0BOpa (1aTa, HOMEP,
n/n ue I1O JUIEeH3HH CPOK J1efiCTBHS)
1. . oroBop Ne 690 ot 19.05.2015r., cpok
Windows 1308 Hlorosop > CP
JieicTBUs - OECCPOUHO
2. Horosop Ne 690 ot 19.05.2015r., cpok
. JIEeHCTBUS - OECCPOUHO;
Office Standart 1398 ’
Horosop Ne 727 ot 20.07.2016r., cpok
JieicTBUs - OECCPOUHO
11.5. Onucanue mMaTepuaIbHO-TeXHHMYECKOH 0a3bl, HEOOXOAUMOM IS
OCYLLIECTBJICHHS 00Pa30BaTEJbHOI0 MPOLEcca M0 JMCUUILVINHE (MOLYJII0)
HaumeHnoBanue
000py0BaHHEIX yqeﬁnmux ®akTH4ecKuil agpec = 2 E
Ka0uHeTOoB, J1a00paTOPHIi, = B o=
Ne Ilepe4yeHb 0OCHOBHOTO y4eOHBIX KA0MHETOB, = g5 E
MACTEPCKHUX H AP. . £ e 3
n/n o0opynoBaHUS JadopaTopuii, g = O
00bEeKTOB /11 IPOBEACHUSsI MACTEDCKIX 1 S =S
NPAKTHYECKHX H p Ap- = g g
JIA00PATOPHBIX 3aHATHIA
Aynutopus DKpaH
BEOKOH(EPECHITHIA. TEJIEBU3MOHHBIN
qu6Ha(£ rf I/II-EFO Hst ITUPMBI, TT O}KGK’TO 445020, Camapckas
JIsI IIPOBE yeHHI/IHp Ha Il_:I)_ITaT,I/IBpe CTOII P obm., r. TomeATTH,
1 | AU TIDOBCA ) . yi. benopycckas, n. | 17,1
3aHATUHN JICKIIMOHHOTO MPENO0/1aBaTeIIbCKUH, 16 B
THHa. YucOHas CTYJIbS
M (VIIK-807).
ayIUTOPHS IS MPETno/1aBaTeIbCKUeE. ,
IIPOBEACHUS 3aHITUI TpancnapaHt-
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http://minpromtorg.gov.ru/
http://economy.gov.ru/minec/main

n/n

HaumenoBanue
000py10BAHHBIX YUYeOHbIX
Ka0MHeTOoB, 1a0opaTopui,

MAaCTePCKHX H Ap.
00BbEeKTOB /LISl IPOBeCHUS
NMPaKTHIECKUX U
J1200paTOPHBIX 3aHATHIA

IlepeyeHb OCHOBHOTO
00opyaoBaHust

dakTHYecKHil agpec
yueOHbIX KaOHETOB,
JiabopaTopui,
MACTEPCKHUX H AP.

Maomane, m?

KoanuectBo

MOCaTOYHBIX
MecCT

CEeMHUHAPCKOTO THIIA.
VYuebHas ayIuToOpus
IUIsL KypCOBOTO
MIPOEKTUPOBAHHUS
(BBITIOJTHEHUST KYPCOBBIX
pabot). YueOHnas
ayJAUTOPUS JIIIS
MIPOBEICHUS TPYIITOBBIX
Y MHIUBUIYaJTbHBIX
KOHCYJbTaINi YueOHas
ayJAUTOPUS JIIIS
MPOBEICHUS 3aHATUI
TEKYIIIETO KOHTPOJIS U
MPOMEKYTOYHOMN
aTTecTalluu.

MEePeTHKKA,
CUCTEMHBIN OJIOK .

Aynutopus
BeOKOH(DepeHuii.
VYuebHas ayauropust
JUTSL IPOBEICHUS
3aHSTHUN JIEKITMOHHOT'O
THna. YueOHas
ayTUTOpUS st
MPOBEICHUS 3aHATUI
CEMHHApPCKOT0 THIA.
VYuebHas ayIuTopus
IUISL KypCOBOTO
MIPOEKTUPOBAHHUS
(BBITIOJIHEHU ST KYPCOBBIX
pabor). YueOHas
ayTUTOPUS ISt
MIPOBEICHUS TPYIIOBBIX
Y MHIUBHUIYaTbHBIX
KOHCYNbTaIui Y4yeOHast
ayTUTOPUS ISt
MPOBEICHUS 3aHATUI
TEKYIIIETO KOHTPOJIS U
MPOMEKYTOYHOMN
aTTecTalluu.

OKkpaH
TEICBU3UOHHBIH,
HIMpMa, MPOKEKTOp Ha
LITaTUBE. CTOJ
MPENOAABATEIbCKHIM,
CTyI
MPENOAABATEIbCKHIM,
TpaHCIapaHT-
MEPETIKKA,
CUCTEMHBIH OJIOK .

445020, Camapckas
00u1., T. TonpsTTH,
yi. benopycckas, 1.
16 B

(YJIK-810).

17,9

ITomemmenue mis
CaMOCTOSITEILHOU
paboTHI CTYIEHTOB

CTOJIBl YYEHUYECKHE,
CTYJIbsSl YYEHUYECKHUE,
IIK ¢ BEIXOIOM B CETH
HurepHer

445020, Camapckas
00u1., T. TonpsTTH,
yi1. benopycckas, 1.
14

(I'-401)

84,8

16
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