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KoCkoB Makcum Onerosu
[eictauTenen: ¢ 10.11.2022 a0 10.11.2023
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27.03.02 YnopaBieHue Ka4eCTBOM

HaMpaBJICHHOCTD (POduIIb)
VYnpaBneHue Ka4eCTBOM

®opma 00ydeHus: OuHast
I'on Habopa: 2022

O6mras TpynoeMkoctb: 4 3E

Pacnpe;[e.ﬂeﬂne aC0B JUCIMIUIMHBI IO CEMeECTpamM

CemecTp 5

®opMa KOHTPOJISI | DK3aMEH Hroro
Buj 3ansarui
Jlexun 16 16
JlaGopaTopHsble
IIpakTnueckue 32 32
PykoBoacTBO: KypcoBbie paboThI (mpoekThl) / PI'P
IIpoMexyTouHas aTTecTalusl 0,35 0,35
KonrakTHas pabora 48,35 48,35
CamocrosTenbHas pabora 60 60
KonTposb 35,65 35,65
Hroro 144 144




Pabouyto mporpamMmmy coctaBui(u):
JIOLIEHT, K.3.H. boprapar E.A.

(Oondrcnocms, yuenoe 36anue, cmenensb, Pamunus 1.0.)

(OondrcHocmy, yuenoe 3eanue, cmenenv, Pamunus U.0.)

PenensupoBanue pabodei mporpaMMbl TUCIUILIHHBL:

OtcyrcTBYyeT

Penensent

(Oondrcnocms, yuenoe 36anue, cmenensb, Pamunus 1.0.)

Pabouas mporpamma qUCHMILIMHEI cocTaBieHa Ha ocHoBaHuu @I'OC BO u yyeOHoro mana
HamnpasyieHus noarotoBku 27.03.02 YnpaiieHHe Ka4eCTBOM

Cpok peiicTBus pado4eil mporpaMMsbl AUCHMILIMHBI 10 «26» aBrycra 2026 r.

YTBEPXIEHO

Ha 3acenanuu mHCTHUTYTa (DMHAHCOB, SKOHOMHKHU M yIpaBlieHHs (TPOTOKOJ 3acemanus Ne 1
ot 26.08.2021).



1. Ilean ocBOEHUNA TUCHUILIHHBI

Llenb oCBOEHUS! AMCUUIUIMHBI — (OPMHUPOBAHUE IEIOCTHOM CHCTEMBI 3HAHUM B 001acTH
TEOPUU U IIPAKTUKH ITOCTPOCHMSI KIIMEHTOOPUEHTUPOBAHHON KOMITAHUHM, OCHOBAHHOM HAa CO3/IaHUU U
Pa3BUTHH JIOJTOCPOYHBIX B3aWMOBBITO/IHBIX OTHOLICHHHA C MOTPEOUTENSIMH, YTO OOECHeuuBacT
YCTOMYMBOE KOHKYPEHTHOE IIPEUMYIIECTBO B YCIOBUAX BBICOKOM CTEIIEHU U3MEHYUBOCTHU CPEIBL.

2. Mecto nucuumiauHbl B cTpykrype OIIOITI BO

JIMCUMIUIMHBl M TPAaKTUKH, HAa OCBOEHMM KOTOpBIX Oaszupyercs JaHHas AMCLUIUIMHA!
Hudposas kynpTypa, IIpennpunumarenbckas NesTEIbHOCTh. PHIHOK M MapKETWHI WHHOBALUH,
MukposkoHoMuka, KoMmrieke MapkeTuHra, JkOHOMUKA, DKOHOMUYECKasl CTATUCTUKA, Y IPaBJICHUE
nepcoHasioM,  OpraHuszanuss  npousBoiacTBa,  CTpaTerMuyeckuii  MEHEIKMEHT,  leopus
SKOHOMMYECKOTO aHalln3a, OKOHOMHKA M YNpAaBICHUE oOpraHuzanusmu, IlnanupoBanue Ha
npeanpusitay, Ilcuxomorus, MeHeIXKMEHT B IpeINpUHUMATEIbCKONW 3KocHucTeMe, Bceobiee
YIIPaBICHUE Ka4e€CTBOM, Y IIPABJICHUE 3aTpaTaMH.

JIMCUMIUTMHBI U TIPAKTHKY, ISl KOTOPBIX OCBOCHUE JAHHOW JUCHIHUIUIMHBI HEOOXOAMMO KaK
MpeANIeCTBYIONMEe: YTIPaBICHUE pPe3yIbTaTUBHOCTRIO 2, Pa3paboTka cucTeM MEHEIKMEHTA
opraHm3aiuy, YmpasieHne OusHec-mporeccamu, Kpocc-KynbTypHbI MeHeKMEHT, Opranu3anus
pabotel ¢ morpeOutensimMu, [Ipou3BoACTBEHHBIM  MeHEMKMEHT, [IpeanpuHumarenbckas
JeATEeIbHOCTh.  [E€XHOJIOTMM  TMPOABMXKEHUS M  mpoAax, I[Ipou3BOACTBEHHAs  MpaKTHUKa
(mpepnumniaoMHas mpakTuka), [loaroroBka Kk mpoueAype 3aliMThl W 3alluTa BBIMYCKHOMN
KBaJTM(PHUKAIIMOHHOHN paboTBhI.

3. Ilnanupyemble pe3yJibTaThl 00y4eHH st

(Ko 1 HAMMEHOBAHUE)

(Ko 1 HAMMEHOBAHUE)

®opmupyemMbie U HNuaukarTopsl
KOHTPOJIHpYeMbIe AOCTHIKEHHUSA IInanupyemble pe3y/ibTaThl
KOMITETEHIM U KOMITeTeH M o0y4eHHs

[1K-1. CnocoGen
aHAJIM3UPOBATh, BBISIBIISATH
IPUYUHBI 1e(EKTOB,
MOTEPb, BHI3BIBAIOIINE

VX YALICHUE
Ka4eCTBEHHBIX U
KOJTMYECTBEHHBIX
MoKa3areyel mpoyKIuu
(ycnyr) Ha craguu
MIPOU3BOJICTBA MPOIYKIIUU
Y OKa3aHUs yCIyT,
paboTarh ¢ KIMEHTAMH,
3aKa34rKaMu 110
nedexTaM U X MpUInHAM

[1K-1.2 CriocoOHOCTH
paboTarh ¢ KIMEHTaMH,
3aKa3yuKaMu 1o JedeKTaM
U X IPHYHHAM

3HaTh: TCOPCTUUCCKHUEC OCHOBBI
KIMCHTOOPUCHTUPOBAHHOCTHU

¥YMmeTb: paboTaTh ¢ KIMEHTaMH,
3aKa3uukaMu 10 JeeKTaM U uX
IpUYHHAM

YMeTh: OCYIIECTBIATH MOHUTOPHHT
MHEHUS KIINCHTOB

Baaaers: HaBbIKaMU OLIEHKU YPOBHS
KJIMEHTOOPUEHTUPOBAHHOCTH
OpraHu3auu

Baaaerb: MmeTogaMu NpUBJICUYCHUS U
yAepKaHUsI KJIMEHTOB




4. CTpyKTYypa M coaeprKaHue TUCHUIINHbI

DopMBbI TEKYIIIETO

Bu .
o HaumeHoBaHHEe TeM 3aHITHI KOHTPOJIS
Mopnyas (pa3ner) y4eOHo . Cemectp | O0beM, u. | Bayasl HNHTepakTHs, 4.
2G0TI (y4eOHoii pa6oThI) (HauMeHOBaHHe
P OLICHOYHOT0 CPe/ICTBA)
Monaynb 1. Jlek 1 5 2 -
TeopeTHUECKHE OCHOBEI OCHOBBI KOHIICTIIIUH KIIUCHTOOPHUECHTUPOBAHHOCTH
TIPABIICHUS
]}BISEE)I/IMOOTHOLHCHI/IHMI/I c fip 1 > 2 > Tecr
OCHOBBI KOHIICTIITUH KIIMEHTOOPHEHTHPOBAHHOCTH Kpyrusiii cton
KIICHTaMHI
Ip 2 0 5 2 5 Tecr
CHOBBI KOHIICTIINH KIINEHTOOPHEHTHPOBAHHOCTH Kpyrasiii crox
Cpl CamocrosTensnas padora. Uzyuenue 5 12 -
JICKIIMOHHOTO MaTepuana. [loaroropka k
TECTHPOBAHUIO
Jlek 2 o 5 2 -
MHoroo0pa3ue 4es0Be4eCKUX MOTPeOHOCTEH.
Knaccudukanus notpedHOCTEH B KOHIEIIIMT
KIMCHTOOPUCHTHPOBAHHOCTH
Ip 3 MHorooGpasue 4enoBedecKnX NOTPeGHOCTEH. 5 2 5 K Teer
Knaccupuxanwms noTpeGHOCTElH B KOHIESHINN PYTJIBIA CTOJ
KIIMEHTOOPHEHTHPOBAHHOCTH
Ip 4 MHoroo6pasue 4eoBedecKHX NOTPeOHOCTEH. S 2 8 Pacuernas pabora
Kinaccugukamnus motpedHOCTEN B KOHIICTIIINH
KIIMEHTOOPUEHTHPOBAHHOCTH
Cp2 CamocrosrtensHas padota. Mzyuenne 5 12 -
JICKIIMOHHOT0 Marepuana. [loaroroska k
Moyns 2. OCHOBEI Jlex 3 OpraHu3zanys KIMEHTOOPHEHTUPOBAHHON 5 2 -
OpTraHU3aIIH KOMITAaHUHT
KIIHEHTOOPUEHTHPOBAaHHOM| [Tp 5 . 5 2 10 Tect
Opranu3anus KINEHTOOPUCHTUPOBAHHOM
KOMITAaHUH Pacuetnas pabora
KOMITaHUU .
Keiic-3agaua
lp 6 OpraHu3zanys KIMEHTOOPHEHTUPOBAHHON 5 2 8 Pacuernas pabora
KOMITaHUHT
U3 WuauBuayaipHOE JOMaITHEe 3a1aHne 5 12 10




@opMBbI TEeKYyLIET0

Bu .
o HaunmeHoBaHme TeM 3aHATHI KOHTPOJISt
Mopnyas (pa3ner) y4eOHo N Cemectp | O0beM, 4. | Bayasl HNHTepakTHs, 4.
260ThI (yueOHoii padoThI) (HauMeHOBaHHe
P OLIEHOYHOT0 CPe/ICTBA)
Jlex 4 Tunosorus knueHToB koMmnanuu. [loptper 5 2 -
knueHTa. Buyer Personas
Mp 7 OtToK KIreHTOB. CyIIHOCTB, METOJ] pacueTa, MyTH > 2 10 Tecr
-y ’ AP - YT Pacuetnas pabora
MPEAOTBPALICHHUS OTTOKA
TIp8 OtToK KIreHToB. CyITHOCTB, METOJ] pacueTa, MyTH 5 2 6 K uTeCT
MMPEIOTBPALICHHS OTTOKA cHc-3anata
Cp3 CamocrostensHas padota. Mzyuenne 5 12 -
JeKIMOHHOTO Marepuaina. [loaroroska k
TECTUPOBAHUIO
Jlex 5 5 2 -
[Iporpamma J0sITBHOCTH
IIp 9 5 2 5 Tecr
MeTpuky OIEHKH KIIHEHTCKOTO OIBITa Kpyrstii cron
Ip 10 5 2 8 - Pacuernas pabota
MeTpuky OIEeHKH KIIMEHTCKOTO OIBITa
Cp4 CamocrostenpHas padora. Mzydenue 5 12 -
JIEKIIMOHHOTO MaTepuana. [loaroroska x
TECTHPOBAHUIO
Jlex 6 . 5 2 -
Opranuzanus o0paTHOIl CBSI3U B
KIIMEHTOOPUEHTUPOBAHHOIN KOMIIAHUN
Ip 11 AHanIn3 KIMEHTOB KaK OCHOBA Pa3BUTHS KOMITAHUH 5 2 6 Tect
Pacuetnas pabora
Ip 12 AHanu3 KJIMEHTOB KaK OCHOBA Pa3BUTHSI KOMIIAHUU 5 2 4 Pacuernas pabora
Cp5 5 12 -

CamocrostenpHas padora. Mzydenue
JEKIMOHHOTO MaTepHaina. [lonroroska k
TECTHPOBAHHIO




@opMBbI TEeKYyLIET0

Bun .
Mopnyas (pa3ner) y4eOHo HanMeHOBaH?e TEM 3aMsITHH Cemectp | O0beM, 4. | Bayasl HNHTepakTHs, 4. KOHTPOIH
(yueOHoii padoThI) (HauMeHOBaHHe
padoThI
OLIEHOYHOT0 CPe/ICTBA)

ITocemenune 3auaTHit 113 5 10
Kontpons 5 35,65
IIpomexyrounas ITA 5 0,35 - -
aTTeCcTaIMs

Hroro: 144 100

Cxema pacuera UTOrOBOIo daJjia

Texymuit peUTHHT (BCe 3aHATHS U IPOMEKYTOUHBIE TECTHI) + Pe3yapTaT HTOroBOro TecTa M BCe JACIUTCS HA 2




5. O6pa3oBare/ibHbIE TEXHOJIOTHH

C uenbio GopMupoBaHHS KOMIIETEHIIMNA Y CTYJCHTOB B y4eOHOM IPOLIECCE HCIIONb3YyeTCs
TEXHOJIOTUS TPAJAULIUOHHOTO O0yUYEeHMS.

6. MeToanueckne YKazaHus Mo OCBOCHUIO NUCHHUIIJIMHBI

Bun yueOHbIX | OpraHuzanus AesITeIbHOCTH CTyICHTa
3aHSATUN
Jlexusa Hanucanusi KOHCIIEKTa JIEKIUA: KPaTKO, CXEMaTUYHO, MOCIIEI0BATEIHHO

(¢UKCUpOBaTH  OCHOBHBIE  IOJIOKEHHsI, BBIBOJBL,  (HOPMYITHUPOBKH,
0606H_IGHI/I$I; noMeyarb BaXHBIC MBICIIHW, BBIACIATH KIIHOYUCBBIC CJIOBA,
TepMuHBI. [IpoBepka TEPMUHOB, MOHSITHUH C MOMOILIBI SHUIUKIONEAUH,
CHOBapeﬁ, CIIPaBOYHHUKOB C BbIIHNCHIBAHUCM TOJIKOBAaHUI B TCTpalb.
OO603HaUNUTh BOMPOCHI, TEPMUHBI, MaTepHall, KOTOPbIH BBI3BIBAET
TPYAHOCTH, TIOMETUTh W TMOMBITATHCS HAMTH OTBET B PEKOMEHIyeMOM
autepatype. Eciu camocTosTensHO He yaaeTcs pa3o0parbcs B MaTepuae,
HEO0OXO0aUMO COPMYITUPOBATH BOMPOC U 33JaTh TMPENOJaBaTeN0 Ha
KOHCYJIbTAIlMH, HAa IPAKTUYECKOM 3aHSATHH.

[IpakTnueckue Pabora ¢ KOHCIEKTOM JEKIUH, MOATOTOBKA OTBETOB K KOHTPOJIHHBIM
3aHATUS BOIIPOCaM, TIPOCMOTP PEKOMEHAYEMOW JIMTEepaTyphl, paboTa ¢ TEKCTOM
(yka3aTh TEKC W3 HCTOYHMKAa W 1p.). [lpocnymmBanue ayawmo — u
BHJICO3AIINCEN IO 3aJaHHON TeEME, pelIeHue, Keic-3a1ad 1 Jp.
[ToaroroBka K | [Ipy moaroroBke K 5K3aMeHy HEOOXOAMMO OPHEHTHPOBATHCS Ha
9K3aMEHY KOHCIIEKTBI JIEKIIMI, pEKOMEHYEMYIO JINTEpaTypy U Ap.

CAMOCTOATEJIBHAS PABOTA
CamocrodarenbHas paboTa crnocoOCTBYyeT (GOPMHUPOBAHUIO AHATTUTHUYECKOTO M TBOPYECKOTO
MBIIUICHUS,,  COBEPIICHCTBYET  CIIOCOOBI ~ OpraHM3aldM  JEATEIBHOCTH,  BOCIIHTHIBACT
IeJICyCTPEMIIEHHOCTh, CUCTEMAaTHYHOCTh U MOCIIEI0BATEIbHOCTh B paboTe CTYJCHTOB, Pa3BUBACT Y
HHX HaBBIK 3aBEpIIATh HAYaTYIO padoTy.
Buowvi camocmoamenvnoii pabomer cmyoenmos:

1. noBropenue mpoiineHHOro yueGHOro MaTepuaa, YTEHHE PEKOMEHI0BAHHON JIMTEPATYPHI;

2. MOArOTOBKY K mpakTHueckuM 3amatuaM (JJII OYHOM M 3A0OYHOU ®OPMBbI
OBYYEHMUA);

3. paboTy C 3JIEKTPOHHBIMH HCTOYHUKAMHU;

4. NoAroTOBKY K claue dK3aMeHa (3a4eTa).

H3yuenue meopemuyeckoeo mamepuana orpenensercss padodeil yueOHOW HpOrpamMMoit
JUCLUIIJIMHBI, BKJIIOUEHHBIMU B HEE KaJCHAAPHBIM IUIAHOM HM3YYEHHs JMCLUIUIMHBI U MEPEYHEM
JUTEPATypPhl; PEKOMEHIYETCsl IIPU MOJATOTOBKE K 3aHATUAM IMOBTOPUTH MaTepUall MPEIIECTBYIOIIUX
TeM pabodero y4eOHOro IjIaHa, a TAKXKE MaTepuall MPEAIISCTBYIONIUX YYEOHBIX TUCITUTIINH,
KOTOPBIH CIYXUT 062301 H3ydaeMoro paszzaesna JaHHON JTUCIUITIIHHEI.

Ilpu noozomoeke Kk npakmuueckomy 3auamuio HEOOXOJUMO U3YUYUTh MaTepuaibl JIEKIHH,
PEKOMEHI0BaHHYIO IUTeparypy. U3yueHHbli MaTepuan caeayeT NpoaHaIu3upoBaTh B COOTBETCTBUU
C TUTAHOM 3aHSATHUsA, 3aTEM IIPOBEPUTH CTEIIEHb YCBOCHUS COJIEPKAHUS BOIIPOCOB.

IIpu noozomosxe Kk sk3ameHy (3auemy) CleayeT pyKOBOJICTBOBATHCS MEPEYHEM BOIIPOCOB JIS
MOJTOTOBKHA K UTOTOBOMY KOHTPOIIIO MO Kypcy. I[Ipu 3TOM HE0OX0AMMO YSACHUTH CYTh OCHOBHBIX
MOHSATUN JUCIUTIINHBL.

CaMocrosiTenbHasi paboTa CTyA€HTOB, IPEXK/E BCErO, 3aKII0UATCSA B U3YUEHUU JIUTEPATYPHI,
JOTIONHSIONICH MaTepuall, HW3JIaraeMblii B JIGKIIMOHHOM dYacTh Kypca. HeoOxomumo oOBIaneTh



HaBbIKAMU OMOJIMOTpaduuecKoro Morcka, B TOM YHCIIe B CETEBBIX VIHTepHET-pecypcax, HayduThCs
COIOCTABJISITh PA3JINYHBIC TOUKU 3PCHUS U ONPEACIISATh METOIBI UCCIICTOBAHHIA.

IIpeanonaraercs, 4YrO, MNPOCIyLIaB JIEKIUIO, CTYACHT JOJDKEH O3HAKOMHUTBCSA C
PEKOMEHI0BaHHOM JIUTEPATyPO U3 OCHOBHOTO CITHCKA, 3aT€M 00OPATUTCS K UCTOYHHUKAM, YKa3aHHBIM
B OuOIMorpadMuecKkux CIUCKaX M3YyYCHHBIX KHUT, OCYIIECTBUT MOHMCK M KPUTUYECKYIO OLICHKY
MaTtepuaia Ha caiitax HTepHeT, coOepeT HeoOX0uMYyI0 HH(pOpMAIHIO.

7. OeHOYHBIE CPEACTBA

7.1. IIaciopT OLIEHOYHBIX CPEACTB

Cemectp Kox koHTpO/ImMpyemMoii KoMIieTeH U HaumenoBanme
(WJ1H ee 4acTH) OLICHOYHOI'0 CPeACTBA
5 ITIK-1. CnocobeH aHamM3upoBarh, Tecmosvie 3a0anus
BBISIBJISITH PUYIHHBI 1€(EKTOB, TOTEPh, | Bonpocwl k 3auemy
BBI3BIBAIONINE YXYIIICHUE Keitic-3a0aua
KaueCTBEHHBIX U KOJIMYECTBEHHBIX Kpyanoui cmon
ToKa3aTesnel mpoayKIuu (ycayr) Ha Pacuemnasn paboma
CTauU MPOU3BOACTBA IPOAYKIIUHU U ujs3
OKa3aHus yciyr, paboTaTh ¢
KIIMEHTaMH, 3aKa34YMKaMH 110
nedextaM U UX IpUIuHaAM

7.2. TunoBble 3aJaHUS1 MM HHbIE MaTepPHAJIbl, HEOOX0AMMBIE VIS TEKYLIEero KOHTPOJIs

7.2.1. TecToBbI€C 3a1aHUA

(HaumeHoBaHUE OYEHOUHO20 CPeOCmBa)

TunoBble NpuMepbI 3aJaHUI

TecrupoBanue no Teme «OCHOBbI KOHIENIIMU KJIMEHTOOPHEHTUPOBAHHOCTH»
1. BpickaspiBanme: «CymecTByeT JIMIIb 0JJHO PaBOMeEPHOe 000CHOBaHHUeE 1eJId OM3Heca:
co3/1aHMe YA0BJIETBOPEHHOT0 KJIHEHTA», - IPUHAIJIEKHUT...

a. [Ilurepy Hpykepy

b. ®ununmny Kotnepy

c. Xan-Xaky JlamGeny

d. Heiiny bopaeny

2. Ileab KJIMEHTOOPHEHTHUPOBAHHOCTHU: «/[0CTATOYHOE MOHUMAHHE 1eJIEBbIX

norpeduTesiei 1JIA TOro, YToO0bI CO34aBATh /ISl HUX HAUBBICUIYI0 IECHHOCTH B TEYeHHE
MPOJO0JIKUTEIHLHOI0 NMEPUOIa BpeMeHH ", - ONUCHIBAIOT...

Hx. Hapsep

C. Cnetitep

I1. [pyxep

H. bopnen

B peiiTHHrax KJ1MeHTOOPHMEHTHUPOBAHHOCTH KOMIIAHUH NePBbIe MeCTA 3AHMMAIOT:
Amazon

Microsoft

ITAO "TonbsTTHAa30T"

o TP wao o



ITAO "ABTOBA3"
I'naBHBIM 3(p(pexTOM OT OpHeHTANM OU3HECA HA KINEHTA J0JKeH ObITh IPUPOCT:
npUOBLIH
JIOJIM PBIHKA
YUCJICHHOCTH NTCPCOHAIa KOMITAHUN
TOBAPHBIX HOSI/ILII/Iﬁ B aCCOPTUMCHTC KOMITAHUHA
B nngposoii 3x0HOMEKe yCIIeIHOCTH OM3Heca odecneYnBaeTcs B IEPBYIO oYepe/b:
KIIMCHTOOPUCHTUPOBAHHOCTBIO
MHHOBAIITUOHHOCTHLIO
KauecTBOM TOBapa
a¢heKTUBHBIMU OU3HEC-TTPOLIeCCaMU
OpHeHTHPOBAHHAS HA KJIHMEHTA KOHUENIUA YCTOHYUBOro OM3Heca, MoCTpoeHue
KOTOPOro 0asupyercss HA MH(POPMAIMOHHBIX TEXHOJIOTHUAX, MIPeCTABJIAET CO00:
YIPABJICHUE B3aUMOOTHOIIEHHUSIMU C KJIIMEHTaMU
yIpaBieHNEe MaTepUaIbHBIMU U UH(POPMALIMOHHBIMU TOTOKAMHU
YIIPABJIEHUE B3aUMOOTHOIIEHUSMU C COTPYIHUKAMHU
yInpaBieHue Ou3HeC-IpoIeccaMu
«MHCTPYMEHT ynpaBjieHHs] B3AMMOOTHOIIECHHS ¢ KJIMEHTAMU, HALleJICHHbIN Ha
MoJIy4YeHHue YCTOMYMBOW NPUOBLIM B 10JTOCPOYHOM MEPHO/Ie)», HA3BIBACTCS:
KJINEHTOOPEHTUPOBAHHOCTh
CTpaTerust MapKeTUHIa
CTpaTerus ynpaBJieHUs
JJOSAJIBHOCTDH KIIMCHTOB
Dun0coPuI0 KIMEHTOOPHUEHTHPOBAHHOCTH: « MHUIMALMS IMOJI0KUTEIbHBIX IMOLUN U
BOCTOPra y NOTEHUHMAJIbHBIX U CyLIECTBYIOIIUX KJIUEHTOBY, - ONMCHIBAET...
H. Mann
. bepe3un
1O. CmupHoB
M. Yenypun
. B y3kxoM cMmbIc/ie KIHEHTOOPHMEHTHPOBAHHOE YIIPABJIEHUE AKIEHTUPYeT BHUMAHHe
HA...
a. Ha ydere NOoTpeOHOCTEH KIIMEHTOB
b. ynydmeHuu npoiecca 00CITyKHBaHUS KIMEHTOB
C. MHHOBAallMOHHOM Pa3BUTHUH
d. TOBBIIIEHUH KaYyeCcTBa MPOAYKIIUU
B mmpoxom cmbiciie GoKyCMPOBKA HA YIOBJIECTBOPEHUHN NOTPEOHOCTEH KINEHTA
npeacTaBJsAeT CO0O0M...
a. MeX(YHKIIMOHAIBHBIN TIPOIIECC, TPOHU3BIBAIONINN BCE YPOBHH OPTaHU3aIIMOHHOMN
CTPYKTYpbl KOMIIAHUU
IIPOLIECC YUeTa MOTPEeOHOCTEN KINEHTOB
C. Tmpoliecc 00CTyKUBaHUS KIIMEHTOB
d. WHHOBaIMOHHBIN MpOIIECC

seocTPmac T Aa
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Kpartkoe onucanue u perjiaMeHT BbINOJTHEHH S
1. IlpoBectu TecTUpOBaHHE CTYACHTOB COIIACHO IJIaHA-TpaduKa.
2. OUEHHUTHh KOJUYECTBO MPABUIBHBIX OTBETOB.
3. BoicTaBUTH pe3yabTaThl TECTUPOBAHUS.

Kpurtepun onenkn:



2 Gayia — MpaBUJILHO BBIMIOJIHEHO OoubIiie 2/3 TecTOBBIX 3ananuii (7 u Oomee);
0 6amI0B — MPaBUIILHO BBIMTOJIHEHO MEHBIIE 2/3 TECTOBBIX 3a/laHuil (MEHbIIE 7).
-20aa — CTYJICHT HE BBITIOJIHWII TECTOBBIE 3aaHMSI.

7.2.2 KpyrJablii ¢TOJ

(naumenosanue OYeHoUHO20 CPeocmsa)

IlepeyeHb OMCKYCCMOHHBIX BONPOCOB JJisi Kpyrioro croja mno Teme «OCHOBBI
KOHUENUMHU KJIHEHTOOPUEHTHPOBAHHOCTH»
1. Omnucath OCHOBHBIC HCTOPUKO-3KOHOMHUYCCKUC MPCANIOCBUIKN BO3ZHHKHOBCHHA KOHILICIIIHUN

KJIIMEHTOOPUECHTUPOBAHHOCTH.

2. OOCymuTh COBPEMEHHBIC TMPEANOCHIIKM BO3HUKHOBEHHS W Pa3BUTHS  KOHIICTIIIMH
KJIINEHTOOPUECHTUPOBAHHOCTH.

3. HazBaTh M pacKpbITh CYIIHOCTb YYCHHH, MPEIIICCTBYIONIMX BO3HUKHOBEHHUIO KOHIICTIIIHH
KJINEHTOOPUEHTUPOBAHHOCTH.
O00CHOBaTh aKTYaTbHOCTh KOHIIETIIHH KIMEHTOOPHUEHTUPOBAHHOCTH.

5. PackpbITh CYIIHOCTh KOHUEMIHUH KIMEHTOOPUEHTHPOBAHHOCTH.

IIpoueaypa oueHuBaHuA:
1. OnpenenuTh CTENIEHb YCBOCHHS MaTepuaiia (CTyIeHThI MPUBOJAT TOBOIBI, OOBSICHECHHS ).
2. OLEHUTh OpPUTHHAILHOCTHh BBICKA3bIBAHUS (CTYIEHT KOHCTPYHPYET HOBBI CMBICH, HOBYIO
MO3UIINIO).
3. OueHuTh MHAMBHUIYAIBHBIN BKJIAJ CTYIEHTA B JUCKYCCHIO (CTYIEHT CTPOUT KOHCTPYKTHBHBIN
JIMAJIOT B IIPOIIECCE OOIICHUSI.
4. OnpenenuTh Ka4ecTBO M3JIOXKEHHUS MaTepuana (CTYIASHT JIOTHYHO U YETKO (hOPMYIHPYET CBOH
MBICJIH).
5. OueHuTh KOMMYHUKATHBHBIE YMEHHS (CTYIEHT BIAJCET MpPaBUIAMH PEYEBOTO ITHUKETa, YMEET
CIIyIIATh W CHBIIIATH APYTHX, PEarupoBaTh Ha IPYTUE MHEHUS).
6. BBICTaBUTH pe3yNbTaThl OIEHKH.

Kputepun onenkn:
3 6amna:
® CTYACHT OOHapy>XHBaeT MOHUMaHKHE MaTepraia, MOKET 0OOCHOBATh CBOU CY)KJICHHS;
e y3jaraeT CBOE MHEHHME JIOTHYHO, TPaMOTHO C HCIIOJIb30BAaHHUEM MHCTPYMEHTapuUs
JTUCLUTUIAHBL.
® JIEMOHCTPHUPYET HABBIKM CUCTEMHOI'0 aHaJIM3a OOLIMX TeHJCHIUN 1 KOHKPETHBIX CUTYalLlUH;
2 Ga:
® CTYACHT OOHapy)XMBaeT MOHMMaHHE MaTepHaja, HO JIOMyCKaeT OMMOKU B (popMyTupoBKe
ONPEACIICHUH U ITOHATHI;
1 6annos:
® CTYACHT JOMYCKaeT OMMOKU B (POPMYIHUPOBKE OMpEACTICHUN U MOHATHHA, HCKaKAIOIINE UX
CMBICIT;
® y3Jaraer CyXxAeHus 0eCopsI04HO U HEYBEPEHHO.
0 6amnos:
® CTYACHT M3JIaraeT CyXJeHusl OeCIOpsI0YHO U HEYBEPEHHO.

7.2.3 Keiic-3a1aua

(HaumeHoB8aHUe OYEeHOUHO20 cpedcmea)

Keiic-3ana4a no Teme «Opranu3zanus KJIMeHTOOPHEHTHPOBAHHOH KOMIIAHHI
3ananmue.



—

BpiOpaTh KOMMEpUECKYIO OpraHn3aIHIo.

2. TlpencraBUTh SJKOHOMHUYECKYIO XapaKTEPUCTUKY BEIOpPAaHHONW KOMMEPUECKON OpraHU3aIlHH.

3. Omnwucarb ocHOBHBIE TpeOoBaHus, mpenbsBisiemMble k CRM-cuctemam (mpHKIQIHOMY
MIPOrPaMMHOMY 00€CTICUEHHIO) JIJIsl OpraHu3aluy PaboThl C KIIMEHTAMHU.

4. JlaTh CpaBHUTEIBHBIC XaPAaKTEPUCTUKY MPOTPAMMHBIX MPOIYKTOB, MPEIHA3HAUCHHBIX IS

aBTOMATH3alMK B3aUMOJICHCTBHS C KIIMEHTaMHU.

5. O6ocuoBats BEI0Op CRM-CHCTEMBI /JIs1 KOMMEPYECKOM OpraHu3aIl|Hy.
[Ipemnoxute anroput™m BHeapeHus: CRM-cuctemMbl M HUHTErpalid €€ B KOPIOPATHUBHYIO
MH(POPMAIIMOHHYIO CHCTEMY.
st pemieHus KeWc-3aadu CIeIyeT BOCIOJIB30BaThes HHGOpMaIell ¢ oQuIMaIbHbIX
UHTEPHET-CAUTOB OPraHU3aLUN.
IIpouenypa oneHuBaHUsA:
1.ITpoBepuTh COOTBETCTBHE PELICHUs CHOPMYITUPOBAHHBIM B Keiice 3aJaHUsIM
2.01ueHnuTs 000CHOBAHHOCTD MPEAIOKEHHOTO PEIICHUs, HAINYUE allbTePHATUBHBIX BAPUAHTOB.
3.01eHuTh OPUTHHAIBHOCTD NOJIX01a K PELIECHUIO Kelica.
4 HanucaTh peKOMEHIAIMH 10 pe3yIbTaTaM BBITTOJIHEHHOW PaOOTHI.
5.BbICTaBUTH pPE3yIbTATHI OLICHKU.

o

Kpurtepun onenkn:
4 Gamn:
® CTYICHT IPOSIBIJI TBOPYECKHUE CIIOCOOHOCTH B MOHMMAHUH, WU3JIOKEHUH U TPAKTHUYECKOM
NPUMEHEHUH y4eOHO-TPOTPaMMHOTO MaTepuaa;
® CTYICHT IPOJEMOHCTPUPOBAl HaBBIKM CHCTEMHOIO aHajiu3a OOLMX TEHICHUHUH WU
KOHKPETHBIX CUTYyAallWi;
e CTYICHT cJenan BBIBOABI IO pe3yilbTaTaM pelieHus Keic-3amaun MU paszpaboran
000CHOBaHHbIE PEKOMEHIAINH;
3 Gamna:
® CTYICHT TIPOJEMOHCTPUPOBAT HABBIKM CHCTEMHOIO aHaju3a OOIMX TEHACHUUNH W
KOHKPETHBIX CUTYallUH;
® CTYJEHT CJeJal BBIBOJBI 110 PE3yIbTaTaM PEIICHUS KeWc-3a/1a4H;
2 Ganna:
® CTYJEHT CJEJal BBIBOJBI 110 PE3yIbTaTaM PEIICHUS Kelc-3a/1a4H;
0 6amnos:
® CTYICHT JOMYCTHJ TPHUHIMIUAIBGHbIE OIIMOKM B BBIOJHEHUH TNPEAYCMOTPEHHBIX
IIPOrpamMMoOM 3aJaHu;
e pemaer NPakTHYECKUE 3a7aud ¢ OONBIIUMM 3aTPyJHEHHUSMHU, HE CIPABISIETCS C HUMHU

CaMOCTOSTENBHO;
-4 6amna:
® CTYJCHT HE BBIMOJHHWI KeHC-3a7ady W HE CJeJal BBIBOJABI IO Pe3ysibTaTaM pPEIICHHs Kekc-
3aa4H.

7.2.4 PacueTHast padora

(HauMeHOB8aHUe OYEHOUHO20 CPedCmBa)

Pacuernasi padora no Teme «MeTpUKM OLIEHKN KJIMEHTCKOI0 ONbITA)

3aganmne. OnpenenuTh UHICKC YAOBJIETBOPEHHOCTH MOTPEOUTENSE U MPOKOMMEHTHUPOBAThH
MoJTyuyeHHbIe pe3ynbTaThl. [locTpouTs KapTy (MaTpuIly) yIOBIETBOPEHHOCTH KIMEHTOB.

Hcxonnbie nanHble. 151 OIEHKH YIOBIETBOPSHHOCTH YCIyroil Obuaw omporeHbl 500
KJINEHTOB KOMITAaHWH, KOTOPBIE B TEUEHHUE MOCIEIHNX 3 MECALEB €€ BOCIOJIb30BAINCh. B KauecTse
OLICHUBAEMBIX MapaMeTpoB OBbLIM BBIACICHBI CIEAYIOIIME KPUTEPUH: IIeHa YCIIyTH, pasHooOpas3ue
OTILIMIA, TPOCTOTA Iporecca 0hopMIICHHS, YpOBEHb KBalU(UKALUK IEpCOHAIa KOMIIAHUHU, CKOPOCTh
oOciyxuBanus. Knuenram ObL10 MpeiokeHo OTBETUTH Ha JBa BOMPOCa MO 7-MU OAIIIbHOM IIKaje:



Hackonpko BaxkeH 1t Bac nannsbiii mapametp? (ot 1 6amia — oT «coBceM He BakeH» 710 7 6aJlioB —
«OYEHBb BAKCHY);

B kakoii crenenu Bwl ynmoBneTBopeHbl naHHBIM mapamerpoM? (oT 1 6amia — OT «cOBCeM He
YJIOBJIETBOPEHY, 10 7 OaJIJIOB — «IIOJHOCTBIO YJIOBIETBOPEH»). 1o pe3ynabTaram omnpoca MnosryuyeHsl
JTaHHbIE MTPECTaBICHHbIC B TabuIe 1.

Tabmuua 1 — Pe3ynbTaTsl onpoca KIMEHTOB KOMITAHUHT

Cpennsist ouenka Cpenusisi olieHKa YPOBHS
IHapamerp YAOBJETBOPEHHOCTH
BA)KHOCTH Mapamerpa
napaMeTpom
Lena ycinyru 6,8 5,5
Paznoobpazue ommmii 5,7 6,1
[Tpocrota mporecca oopmiieHuUs 6,4 5,3
YpoBeHb KBATH(PUKAIINKI COTPYTHUKOB 6,3 6,3
CkopocTb 00CITy’KUBaHUS 6,7 5,9

Pacuetsl pekoMeHayeTcs BBIMONHATE B mporpamme Microsoft Excel.
IIpouenypa onueHuBaHUsA:

1.ITpoBepuTh COOTBETCTBHE pELICHUs CHOPMYITUPOBAHHOMY 3a/IaHUIO.

2. IlpoBepuTh NpaBUILHOCTh pacueTa (MaTeMaTHUECKU U JIOTHUECKH).

3. OueHuTh 060CHOBAaHHOCTH MPEJIOKEHHOTO PEIICHHUS.

4. OueHUTh OPUTHHAIBHOCTD MOJIX0/1a K PENICHUIO 3a/IaHUSI.

5. BbICTaBUTB pe3yIbTaThl OLICHKU.

Kpurepuu onenku:
-4 Gania — CTY/IEHT HE BBINOJIHWII IPAKTUYECKOE 3a/1aHUE U HE CJIeIall BBIBOBI;
0 6a110B — CTYACHT BBIITOJHWI MPAKTUYECKOE 3a/IaHKE C OIIMOKaMU;
3 6a1 — CTYJEHT NPaBUIIBHO BBIOJIHWII IPAKTHUECKOE 3aJaHUE;
4 Gamna — CTYACHT CACJIaJI BBIBOABI IO PC3YJIbTATAM BBIIIOJIHCHUS NMPAKTUYCCKOTO 3a/JaHH.

7.2.5. U113

(naumenosanue oyeHoUHo20 cpeocmea)

NuauBuaya bHOE 10MAalllHee 3aJaHue.
3agayu HHAMBUAYAJIbHOTO JOMAIIHEr0 3alaHMs:

1. BbIpabOTKa YMEHHS CAMOCTOATEIBbHOW pPAbOTBHI C JUTEPATypHBIMH HWCTOYHUKAMH |
SKOHOMHYECKON  HWH(poOpManMern B  00JaCTM TEOpUM UM TMPAKTUKH  YIIPABICHUS
B3aMMOOTHOIIIEHHH C KIIMEHTaMHU;

2. OBJajeTh HaBBIKAMH pabOTHI C KJIMEHTaMH (COCTAaBIICHHWE TOPTpeTa KIMEHTa, CTaHaapra
00CITy)KMBaHUS KITMCHTOB, KAPTHI ITyTH KIIMEHTA);

3. YCBOWTH METOJMKY OILICHKH KJIMEHTCKOTO OMNbITa W aHaju3a SKOHOMHUYECKHX PE3yJbTAaTOB
paboThI ¢ KITUEHTAMH.

NuauBuayajbHoe JOMallHee 3aJaHue SIBIISIETCS CAaMOCTOATEIBHON KOMILUIEKCHOM padoToi
CTY/ICHTA, OTPAXKAIOIIEH CTENEeHb YCBOSHHUSI UM JUCHUIUIUHBI «KITMEHTOOPUEHTUPOBAHHBIE CUCTEMBD) U
CIOCOOHOCTh HCIIOJIB30BaTh IOJIyYEHHBIE B XO/I€ OOy4YCHHs 3HAHUS TPU PEIICHUH KOHKPETHBIX
NPAaKTUYECKUX 3a/a4 B O0JAcTU YNpPaBICHHS B3aUMOOTHONICHUH C KJIMEHTAMU W TIOBBIIICHHUS
KIIMEHTOOPHUEHTUPOBAHHOCTH KOMITAHHUH.

1. BeiOpate kommanuio. J[aTh KpaTKyr0 SKOHOMHUYECKYIO XapaKTEPUCTUKY IPEIIPUSTHUS
(Tabmuma 1)



Tloxa3zaTenan

202 .

202 1.

202_-202_rr.

Aoc.

OTtHoc.

Bripyuka ot npopax, pyo.

CebecTonMOCTh IPOIaXK, pyo.

Banosas mpu0bLIB, pyo.

YnpapneHueckue pacxosl, p.

KomMmepueckue pacxompl, pyo.

[MTpuGkIB 0T IPOAAK, PYO.

PenrabensHOCTD MIpogax, %

PenrabensHOCT NPON3BOJCTBA, %o

3arpaTbl Ha pyOiIb BEIPYYKH, PYO.

2. Onucarh 3€MEHTH KOPIIOPATUBHOM KYJIbTYPHI.

3. BBISIBUTH HEAOCTATKU U MPEUMYIIECTBA OOCIYKMBaHUS KIMEHTOB. COCTaBUThH CTaHIApT

06CJ'Iy}KI/IBaHI/I$I KJIIMCHTOB.

4. CocTaBUTh KapTy TOUEK KOHTAKTa NoTpeOuTenei kommnanuu. [IpenaokuTs BO3MOKHOCTH

YBCIUWYCHUA KOJIUYCCTBA TOUCK KOHTAKTa HOTpe6I/ITeJ'IeI\/'I.

5. Ilpoananu3upoBaTh BHJBI U KaHaJIbl OOPAaTHOW CBS3M, MCHOJb3yeMble KOMIIAHHUEH M

MMPEATOXKUTE BO3BMOKHOCTHU UX paClIMPCHUA.

6. CocTaBUTh aHKETY M ONPOCUTH MOTEHIMATIBHBIX MoTpedurene. [1o pesynbraTam ompoca

COCTaBHUTh MOPTPET KineHta Buyer Personas.

7. CoctaButh KapTy nytu kiauerTa Customer Journey Map (mraGon npeacrasieH B Tabnuie

2)

Tabmuua 2 — [labnon Customer Journey Map

[lepcona @. 1. O.

Customer Journey Map

Bo3zpacr

Craguu JKU3HEHHOI'O

HUKIa

Mecto xurenncrsa

JlericTBusA KIMEHTA

Hurepecsl

Touku KoHTaKTa

Craryc kineHTa

Ilenu u oxuganus

IPOJBUHYTOCTD

[Tokynarenbckue Omonmu  (OTIMYHO — —

LIEHHOCTH XOpOIIO — HOPMalIbHO —
MeYaibHO — HOPMAJIBHO)

[Tokynarensckoe BaxxHocTh  (BbICOKass —

MMOBEJICHHE CpeIHsIsl — HU3Kas)

Hcnonp3oBanne OTMBIT KIINEHTA

COIIMAJIbHBIX ceTeit

IIpennmourenus 1o Pexomennmanmuu

cMapThoHaM

TexHonornueckas Nimrooctpanuun




8. Ilo pe3yjibTaTaM OIpocCa U AAaHHBIM KOMIIAHUW PACCUUTATL OCHOBHBLIC MCTPUKHU OLCHKU
KIIMEHTCKOTI'O OIIbITa U IPOAHAJIM3UPOBATh SKOHOMUYCCKHUE PE3YIIbTATEI pa6OTBI C KJIMCHTaMU 3a JIBa
roaa: Cpe,Z[HI/Iﬁ A0X0[ € KIIMCHTA, CTOUMOCTD IMPUBJICUCHUA KIIMCHTA, CPOK OKYITACMOCTHU 3aTpaT Ha
IMPUBJICYCHUC KIIUCHTA, CpeI[HI/Iﬁ Y€K HOBOI'O KJIMCHTA.

IIpoueaypa oneHuBaHUSA:

ITpoBepuTh COOTBETCTBHE PELICHUS CHOPMYIHMPOBAHHOMY 3a/IaHUIO.
[IpoBepuTh MpaBUIBLHOCT pacyeTa (MaTEMaTHUYECKH U JJIOTHYECKH).
OneHnuTh 000CHOBAHHOCTH MPEATIOKEHHOTO PEILICHHS.

OneHUTbh OPUTHHANBHOCTH MOJAX0a K PEHICHUIO 3a/1aHu4.

Hanmcats pekoMeHJamy no pe3yibTaTaM BbIIOJIHEHHONW pabOTHI.
BricTaBuTh pe3ynbTaThl OLEHKH.

SNk W=

Kpurepumn oneHku:
10 GamroB — mpeAcCTaBleH OTYET, COJCpXKAIIWK BCE 3a/JaHUS;, BCE pacdeThl BHITIOJHEHBI B
COOTBETCTBHUU C TPEOOBAHUAMHU, MIpECTaBIcHA rpaduuecKast MHTEPIPETAIys, CIeIaHbl TPABUIbHBIC
BBIBOJIbI, CTYJIEHT CBOOOJHO BJIAJ€ET METOJaMH SKOHOMHYECKOTO OOOCHOBAaHUS MPHUHUMAEMBIX
pELICHUI U TIPEIOKEHUI;
7-9 0GamnoB — TMpencTaBIeH OTYET, COACpXAIIWi BCE 3aJaHMs; BCE PACUEThl BBIMIOJHEHBI B
COOTBETCTBHUU C TPEOOBAHUAMHU, NpECTaBIcHA rpaduuecKast MHTEPIPETAIys, CeIaHbl TPABUIbHBIC
BBLIBOJIBI;
4-6 0OamIOB — TPEACTABIICH OTYET, COJACPIKAIIUN BCE 3aJaHUs,; BCE pPACUEThl BBHITIOJHEHBI B
COOTBETCTBUU C TPeOOBaHUAMHU, MpeIcTaBlIeHa rpaduueckas MHTEPIIPETALUs, CACTaHbl BEIBOIBI, B
pacyeTax IOMyIeHbl HETOYHOCTH;
1-3 Ganya — mpeACTaBIIEH OTYET, COACPKAIIUN BCE 3a/laHUs; OTCYTCTBYIOT BBIBOABI, TpadudecKas
WHTEpIpETaIys, B pacueTax JOMYIICHBI CyIIeCTBEHHBIC OIIMOKH.
-10 GanyoB — CTY/IEHT HE BBHITIOIHWII 3a/IaHUE.

7.3. OuneHoYHbIe CpeaCcTBAa JIs NMPOMEKYTOYHOH aTTECTAUMM IO WUTOraM OCBOEHHS
AMCUHMUILINHBI

7.3.1. Bonpochl K NpOMeKYTOYHOM aTTecTaluu

Cemectp_ 5

Ne

i Bomnpocs! k sk3aMeny

1. HcTOpHKO-9KOHOMUYECKHE TPEANOCEUTKA BOSHUKHOBEHUSI KOHIICTIIIUN KIIMCHTOOPHUEHTHPOBAHHOCTH

) OcHOBHBIE  TpeHIBl HSKOHOMUKM XXI Beka Kak MPEANOCHUIKA  BO3HUKHOBEHHUS  KOHIICTIIIUH
KIIUCHTOOPHEHTHUPOBAHHOCTHU

3 CoBpeMeHHbIe U(POBbIC TEXHOJIOTHH U KIIMEHTOOPHUEHTUPOBAHHOCTh

4 Tpanchopmanus OuzHeca B IU(GPOBOI IKOHOMHKE

5 TeopeTnueckue NPEANOCHUIKA KOHICIINH KIHSCHTOOPUCHTHPOBAHHOCTH

6. HccrnenoBanust B 00J1aCTH PHIHOYHBIX OTHOIICHHA

7 AKTyalbHOCTh KOHIICTIIIUN KINECHTOOPUCHTUPOBAHHOCTU

8 CyIIHOCTh KOHIICIMY KIMSHTOOPUSHTHUPOBAHHOCTH

9. Pe3ynbTaTHBHOCTD OPHEHTAIMH HA KIMEHTA

10. | Knaccudukanus motpedHOCTEH B KITMEHTOOPUEHTUPOBAHHOM ITOAX0]IE

11. | ba3oBsie 1 POU3BOAHBIE IOTPEOHOCTH

12. | Knaccudukanus morpedHocTe# Jxona Keiinca




13.

Martpuia norpedHocTeit Xomens-IIpaxamana

14. | Hepapxwus 4eroBe4ecKux moTpedHocreii Abpaxama Macioy.

15. | Kapn FOnT. YeTsipe ICMXOTHIIA YEITOBEKA

16. | ILaTh THIOB KIMEHTOB. [IcHX0IOTHYECKHUI acTIeKT

17. | Knaccudpukanus DISC Yunssima Maptcona

18. CounaibHbIE TUITEI KJINEHTOB

19. THIBI KITMEHTOB B MPOJIaXkKax

20. | Twurel HHTEPHET-KIUEHTOB

21. | Buyer Personas. CoBpeMeHHBII TOIX0

22. | Pa3paboTka mopTpera umeaabHOro KIMeHTa

23. | ®opMupoBaHKE UACOJIOTHU KIMEHTOOPUEHTUPOBAHHONW KOMIAHUH
24. | CyuHoCTh U IPUYUHBI OTTOKA KJIMEHTOB

25. | OcHOBHBIC HANPABJICHUS TPEAOTBPAIICHUS OTTOKA KIIMCHTOB

26. | KiuenTtckuit onbIT, MOHATHE U CYLIHOCTD

27. | Anroput™ neHCcTBUMN MO YIy4IISHUIO KIUEHTCKOTO OMbITAa

28. | MeTrpuku OLEHKH KIIMEHTCKOTO OIbITa

29. | JlostnbHOCTD KJIIMEHTOB, MOHATHE U CYIIHOCTD

30. | [Iporpamma JOSUTLHOCTH, IOHATHE U CYIITHOCTh

31. | JIluCKOHTHBIE IPOrpaMMBbl

32. | bonycHble TporpaMMsl

33. | MHoroypoBHeBbIE IPOrpaMMBbI JIOSAIbHOCTH

34. | ITapTHepckue NPOrpaMMBl JOSIBHOCTU

35. | LleHHOCTHBIE MPOTPAMMBI JIOSITLHOCTH

36. | Pa3paboTtka nmporpaMmsl JIOSITBHOCTH

37. | Crpareruu mporpamm JOSUIEHOCTH M HHCTPYMEHTHI X peaTn3aIiii
38. | IIpuHIHMIEI pabOTHl B KJIMEHTOOPUEHTHPOBAHHON KOMIIAHUH

39. | Drambl opraHu3anuy KIMEHTOOPUEHTUPOBAHHOW KOMITAHUH

40. | Toukum KoHTaKTa moTpeduTeNs ¢ OpeHnoM. CoBpeMeHHBIE MOIXO0IbI K KiTacCH(DUKAIIHI
41. | Opraamuzarys TOYeK KOHTAKTa MOTPEOUTEINs ¢ OpeHIOM

42. | Customer Journey Map, mOHATHE U CYIITHOCTh

43. | Mogens moctpoenus Customer Journey Map

44. KuzHeHHbIN nuki kaueHTa. [loHsTHE. CYyIIHOCTD, CTaANU

45. Cron nH(DOpMAIMK HA CTAINAX )KU3HEHHOTO ITUKJIa KIIMEHTa

46. | Pa3paborka u mporecc noctpoenus Customer Journey Map

47. | ObparHas cBs3b. [loHATHE U CYyLIHOCTH

48. | Opranuzanusi cucTeMbl 0OpaTHOI CBSI3N

49. | IlpeumyIiecTBa UCIOIH30BAHUS OOPATHOM CBSI3H

50. | Knaccudukanust o0patHoii cBsi3u. 3anpaiunnBaemMasi o0paTHas CBS3b
51. | Knaccudukanus odpatHoii csi3u. [psimast oOpatHas cBsi3b

52. | Knaccugukanuns BUJOB onpoca

53. | Crpykrypa ompoca

54. | IIpouenypa ompoca

55. | CocTaBneHue aHKETHI ISl OIIpoca

56. | AHanu3 KIMCHTOB KaK OCHOBA Pa3BUTHS KOMIIAHUU

57. | 3amaum, perraeMbie C MOMOIIBIO aHATTN3a KIIMEHTCKOMN 0a3bl JaHHBIX
58. | HCTpyMEHTHI KIMEHTCKON aHATTHTHKA

59. OO6acTh IPUMEHEHUS JaHHBIX OU3HEC-aHATUTHKH

60. | Pa3paborka CRM-crcTeMbl KOMIIAaHHH




7.3.2. Kputepuu ¥ HOPMbI OLIEHKH

dopma
NpPOoBe/IeHHs
Cemectp . Kpurtepuu u HOpMbI OLIEHKH
MPOMEKYTOYHOM
aTTecTaluu
5 Ok3aMmeH (1o OTtinyHO Crynent Habpan 85 u 6onee 6annos
HAKOMHUTEIbHOMY 110 HAKONHUTEIEHOMY PEHTHHTY
pENTHHTY) Xopomuio Crynent Habpain ot 70 no 84 6annos

110 HAKOTIUTEIEHOMY PEHTHHTY
VY 10BIETBOPUTENHHO Crynent Habpan ot 55 mo0 69 6anos

110 HAKONHUTEIEHOMY PEHTHHTY
HeynosnerBopurensno | Crynent Habpan 54 u meHee OasioB

110 HAKOMIUTEIHHOMY PEHUTHHTY




8. YueOHO-MeTOAMYecKOe U MH(POPMAIIMOHHOE o0eceYeHre JUCHMIITIMHBI

8.1. O0s13aTesnbHaAA TUTEpPATYypa

Tun (yueOHUK, yueOHOE

KoanuecTBO B

Ne nocodue, yuedHo- HAY4YHOM
ABTOpBI, COCTABUTEJIN 3arnaBue (3aroJjioBoK) I'ox n3nanus

n/n MeToauYecKoe nmocoomue, oudauoreke /
NPaKTHKYM, Ap.) HaumenoBanue 36C
1 banaxuun U. Hatinen 6omee OBICTPBINA MapIIPYT: 2022 https://www.iprbook
IIPUMEHEHHE KapT MYyTEIIECTBUS shop.ru/122534 . html

MOTPEOUTEIS SISl TIOBBIIIIEHUS TTPOIAXK U (mata oOpareHus:
nosuibHOCTH. Teneps u B B2B 10.09.2022).

2 Jukcon M. Bcerna samr kimment: Kak noourscs - 2019 Pexxum noctyna:
Toman H., JOSTIBHOCTH, periast MpoOJIeMbl KIUEHTOB 32 http://www.iprbooks
Hemucu P. OJIWH II1ar hop.ru/83104.html

(mata oOpamieHus:
10.09.2022)

3 JlaTpimena JI.C. KiineHnToopueHTHpOBaHHOCTS: MoOHOTpadust 2020 Pexum nocrymna:
Jluncnr 1.B. WCCTIEI0BAHMS, CTPATETHH, TEXHOJIOTUN https://new.znanium.
Oiinep O.K. com/read?id=353141

(mata oOpareHus:
10.09.2022)
4 Oetinep I1. KMeHTOnEeHTPUYHOCTh: OTHOILLICHHUS C - 2021 Pexxum nocryna:
NOTpPeOUTENSIMH B LU(PPOBYIO SMOXY https://znanium.com/
catalog/product/1841
893 (nara
oOparnieHus:
10.09.2022)
5 | ®okc [Ix. Kak crarp BonmmeOHKOM nipoaax: [Ipasuina - 2019 Pexxum nocryma:

IMPUBJICYCHUA U YACPKAHUA KIMCHTOB

http://www.iprbooks
hop.ru/82889.html
(mata oOpareHus:
10.09.2022)



http://www.iprbookshop.ru/83104.html
http://www.iprbookshop.ru/83104.html
https://new.znanium.com/read?id=353141
https://new.znanium.com/read?id=353141
https://znanium.com/catalog/product/1841893
https://znanium.com/catalog/product/1841893
https://znanium.com/catalog/product/1841893
http://www.iprbookshop.ru/82889.html
http://www.iprbookshop.ru/82889.html

Tun (yueOHUK, yueOHOE

KoanuecTBO B

Ne nocodue, yuedHo- HAY4YHOM
ABTOpBI, COCTABUTEJIHN 3arnaBue (3aroJjioBoK) I'ox n3nanus
n/n MeToauYecKoe nmocoomue, oudauoreke /
NPaKTHKYM, Ap.) HaumenoBanue 35C
6 | UepkammuH II. A. Crparerust ynpaBiaeHUs YuebHoe nmocobdue 2020 Pexxum noctyna:

B3aUMOOTHOIIEHUAMH ¢ KineHTamu (CRM)

https://www.iprbook
shop.ru/97585.html
((mata obparmenwus:
10.09.2022)

8.2. lonosiHMTE/ILHAS JIUTEPATYPa



https://www.iprbookshop.ru/97585.html
https://www.iprbookshop.ru/97585.html

Tun (y4yeOHUK,
y4yeOHoe nmocodue,

KoanuecTBO B

Ne y4eOHo- N
u/n ABTOpBI, COCTABUTEJIH 3arsiaBue (3aroJi0BoK) MeToHuecKoe I'op u3nanus | Hay4Ho#l OMOIMOTEKE /
HaumenoBanue 3bC
nocooue,
NPaKTHKYM, Ap.)
AnTomenko B. PasraeBannbiii Kimnenr, s 100110 TeOs 2022 Pexxum noctyna:
https://znanium.com/ca
1 talog/product/1905839
(mata oOpamieHus:
10.09.2022)
Pexum nocrtyna:
Hox  obm. — pen. MM MapkeTuHr: co3/laHre U JOHECCHHE https://znanium.zgm/rea
2 CxopoborarTsix, P.P. o VueOHuK 2020 21d=350431
Crxopuya, C.H. Ansipecea. NOTPEOUTENHCKOM IIECHHOCTH d?i (mara
obpamenusi: 10.09.2022)
Pexum nocrymna:
[TapTuzanckue nmponaxu: Kak yBectu http://www.iprbookshop.
3| Typrynos M. KIIMEHTA Y KOHKYPEHTOB ) 2019 ru/86757.html (nata
obpamenusi: 10.09.2022)
Tkauenko E.A, 3axapoBa JIoBHCBH, KIIMEHT, OOJIBIION U MaJICHbKUH : - 2019 Pexum nocrymna:
K.A. nocoOue Jyisi HHTEPHET-MapKeTOJIOTOB https://znanium.com/re
4 ad?id=346713 (nara
oOparnieHus:
10.09.2022)
Yeppu [lon [Tponaromme Bompocsr: DhPEeKTUBHBIN - 2019 Pexxum nmoctyma:
CII0CO0 BBISICHHThD, Y€TO ACHCTBUTEIBLHO https://www.iprbooksh
5 XOTAT Ballll KJINEHTHI op.ru/82427 .html (mara
oOpareHus:

10.09.2022)



https://znanium.com/catalog/product/1905839
https://znanium.com/catalog/product/1905839
https://znanium.com/read?id=350431
https://znanium.com/read?id=350431
http://www.iprbookshop.ru/86757.html
http://www.iprbookshop.ru/86757.html
https://znanium.com/read?id=346713
https://znanium.com/read?id=346713
https://www.iprbookshop.ru/82427.html
https://www.iprbookshop.ru/82427.html

[llenun E DHeprus KJIMEeHTa: KaK OKYIaeTcst - 2021 Pexxum noctyna:
YeII0OBEYECKUI MOX0/1 B Onu3Hece https://znanium.com/ca
talog/product/1841894
(mata oOpamieHus:
10.09.2022)
Sxy6a B. Cepsuc. Kak 3aBoeBaTh 10BEepHE KINEHTOB IIPaKTUYECKOE 2021 Pexxum nocryma:
Y TIOBBICUTH TIPOJIAKH PYKOBOJCTBO https://znanium.com/ca

talog/product/1817713
(mata oOpareHus:
10.09.2022)



https://znanium.com/catalog/product/1841894
https://znanium.com/catalog/product/1841894
https://znanium.com/catalog/product/1817713
https://znanium.com/catalog/product/1817713

8.3. Ilepeuyenp mpogecCHOHAJIBHBIX 023 JAHHBIX M MH(POPMALMOHHBIX CIPABOYHBIX
cucTeM

. ®enepanbHbIi 00pa3oBaTeNbHbIN MopTan «IKoHOMUKA. Comnonorus. MeHeKMEHT
/I [ OnexkTpoHHBIH pecypc] callT -Pexxum gocryma: http://ecsocman.hse.ru;

. denepanpHas Ciyx0a TOCYIapCTBEHHOW CTATUCTUKH [DIJIEKTPOHHBIN pecypc]:
oduMaIbHbIN caT. — Pexxum goctyna: http://www.gks.ru;

o Karanor yuyeOHUKOB, 000pyHOBaHMS, OHJIEKTPOHHBIX PECYPCOB [DIEKTPOHHBIH
pecypc]: caiT. - Pexxum nocryna: http://ndce.edu.ru;

. YHuBepcurerckas HHQopMallonHas cucrtema «Poccusi»: pecypcbl U CEpBHUCHI IS

HSKOHOMHYECKMX U COLMAIbHBIX MCCICIOBAHUN, YYEOHBIX NpPOrpaMM M TOCYJapCTBEHHOTO
yrIpaBieHus [ DIEeKTpOHHBINA pecypc]: callT. — Pexxum moctyma: http://uisrussia.msu.ru/is4/main.jsp;

. Kypnan «Bonpockl 53KOHOMHUKHY // [ DNIEKTPOHHBIH pecypc]: caifT. - Pexxum gocryna:
http://www.vopreco.ru.

. Scopus[DnekTponnsiii pecypc] : pedeparuBHas 0Oa3a maHHbIX. — Netherlands:
Elsevier, 2004— . — Pexxum ocTyma : scopus.com. — 3ari. ¢ skpaHa. — 3. pyc., aHrJI.

. Elibrary[DnexTpoHHbIi pecypc] : Hay4dHas 3JeKTpoHHas Oubmuorexa. — MoOCKBa :
HO3Bb, 2000- . — Pexxum noctyma : elibrary.ru. — 3ari. ¢ akpana. — f3. pyc., aHri.

8.4. [lepeyenb MporpaMMHOro odecredeHust

Ne PexBH3HUTHI JOrOBOpa
HaumenoBanmue I10 A N P
n/n (naTa, HOMep, CPOK AeHCTBHSA)
1 Windows Jorosop Ne 690 ot 19.05.2015r., cpok aeicTBus
- beccpouyHO
2 Office Standart Horosop Ne 690 ot 19.05.2015r., cpok

JIEUCTBUS - OECCPOUTHO;

Horosop Ne 727 ot 20.07.2016r., cpok aeiicTBus
- beccpoyHO

3 Mirapolis Human Capital Management Ne 42/02/22-K

8.5. Onncanne MaTepuaabHO-TEXHUYECKOH 0a3bl, HEOOXOAMMOM 1JIsl OCYIeCTBJICHHUS
o0pa30BaTe/IbHOIO MpoLecca Mo JHCUUIIINHE

HaumeHoBaHue 000py10BAHHBIX Y4eOHBIX

Ka0MHeTOoB, 1a00paTOpHii, MACTEPCKHUX U

Ne APp. 00bEKTOB /1JIsl IPOBeeHUs

I/l | MPaKTHYeCKHX U JIA00PATOPHbBIX 3aHATHIA,
NMOMeNIeHUH IJIfl CAMOCTOATEILHOM

padoThI o0yuarwmuxcs (HOMep ayAUTOPHN)

IlepeyeHb OCHOBHOIO 000OPY10BAHUA

VYuebnast aynmuropust Juis  npoBeleHUs 3aHATHH | CTONBI  yuYeHMYECKHE JIByXMECTHBIC, cTOIN
JICKIMOHHOTO  THUMa. Y4yeOHas ayauTopus AUl | NPENoAaBaTeNbCKUil, CTYJ IPENoiaBaTeIbCKHi ,
NIPOBEJICHUS 3aHATUI CEMHHApPCKOro THMa. YueOHas | JocKa ayAWTOpHas (MenoBasi), A0cKa (IuI4apr,
aymouTopus Ui KYpCOBOTO  TPOCKTHPOBAHUS | TpHOYHA, CTYNbS YYeHHYECKHE, IPOEKTOp,
1 (BBITIOTTHEHHUST KYPCOBBIX paboT). YueOHast aymuTOpHs | SKpaH; KOMITBIOTED, )KATIO3U

IUIA  TPOBENCHHS] TPYMIIOBBIX ¥ WHAWBHIYATbHBIX
KOHCYJbTAIliA. Y4ueOHast ayAuTOpHs Ui MPOBEICHUSL
3aHATUA TEKYLIEro KOHTPOJS W INPOMEKYTOUHOH
arrectammu. (C-701)



http://ecsocman.hse.ru/
http://www.gks.ru/
http://uisrussia.msu.ru/is4/main.jsp
http://www.vopreco.ru;/

HaumeHnoBaHue 000py10BaHHBIX Y4eOHBIX
Ka0MHETOB, JIa00pPaATOPHii, MACTEPCKUX U

Ne Ap. 00bEKTOB 1JIsl IPOBEACHHUS
. IlepeyeHb 0CHOBHOI'O 000PY10BAHMS
n/m | NpakTU4YecKUuX U Ja00paTOPHbIX 3aHATHM,
MOMELIEeHU I CAMOCTOATEIbLHOM

padoThl 00yyarommMxcs (HoMep ayauTOPUM)

VYueOnast aynutopust UId  TpoBedeHMS 3aHATHH | IlapTel MOHOONOKM  OBYXMECTHBIE, CTYJIbs

CEMHMHApPCKOTO THMA. YdYeOHas ayauTopus Al | yICHHYECKHE, CTON IPENoAaBaTeIbCKUM, CTyI

KypCOBOTO IPOEKTUPOBAHUs (BBIIOJHEHUSI KypCOBBIX | IPEIONaBaTEIbCKUM, JI0CKa ayANTOpHAs
) pabor). VYueOHast aynmuropus Ui TPOBE/ICHHS (menoBas), cTynbs ydeHudeckue, skpaH, [IK,

TPYNIOBBIX M  HMHAMBUAYAJIbHBIX  KOHCYJBTAlMH. | IPOEKTOP, KAIIO3U

VYueOHast aynuTopust JUIS TNPOBEICHUS  3aHATHH

TEKYIIEro KOHTPOJII M HPOMEXYTOYHOH aTTecTalHu.

(C-807)

Kommbrotepusii  kiacc. YueOnas aynuropus maist | IlepeHocHOM — mpoekTop,  9KpaH.,  CTOJIBI

NPOBEJCHUS 3aHATUI JICKIHOHHOIO THMA. YueOHas | y4eHHWYECKHe, CTOJI IPENoAaBaTeIbCKUI, CTYIIbS,

ayauTopust Uil npoBeneHus 3aHaTHH cemuHapckoro | ITK ¢ Beixonom B ceth MHTEpHET

TMna.  YueOHas  aynuTopust  JUId  IIPOBEICHUS

nmabopaTopHBIX pabor. VYueOHas ayauTOpUs IS

KypCOBOTO IIPOEKTHPOBAHUS (BBIMOIHEHUS! KypPCOBBIX
3 pabot). VYueOHas ayauTOopus Ui NIPOBEACHUS

TPYNIOBBIX W  HWHAWBUAYAJIbHBIX  KOHCYJIbTALlUH

VYueOHas ayauTopus NI TIPOBEICHUS  3aHATHH

TEKYILEro KOHTPOJS M IPOMEXYTOYHOH aTTECTalUH.
Kabuner nHpopMaTHKu (KOMIIBIOTEPHbIE Kiacchl). (-
814)
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