MMHUCTEPCTBO HAYKHU U BBICHIEI'O OBPA30OBAHM S POCCUMCKOM ®EJEPAITN
deneparbHOE TOCYAAPCTBEHHOE 00 PKETHOE 00pa30BaTEIbHOE YUPEIKICHNUE
BBICIIET0 00pa30BaHUs
«TONBATTUHCKUHN TOCYIapCTBEHHBIA YHUBEPCUTET

b1.B./1B.07.01

(uHOeKc OUCYUunIuHbl)

PABOYASA ITPOI'PAMMA JTUCHUIIJIMHBI

KJ'II/IeHTOOpI/IeHTI/IpOBaHHI)IG CUCTCEMBI

(Haumenosanue OUCYUNIUHbL)

38.03.02 MeneHKMEHT

HaIpaBICHHOCTH (PO HIIbH)
Jloructuka v yrpasieHUE HEMsIMH TOCTaBOK

dopma o0ydeHHUs: OUHAs
I'ox mabopa: 2021
O6mmas Tpynoemkocts: 4 3E

Pacnpeueneﬂue aC0B JUCHHUIIMHBI 110 CEMECTPpaM

Cemectp 3

DopmMa KOHTPOJIA 3a4eT Hroro
Buj zansaruii
Jlexun 12 12
JlaGopartopHbie
[IpakTnueckue 24 24
PykoBOJCTBO: KypcoBbie paboThl (rpoekThi) / PT'P
ITpomMexyTodHast aTTeCTaIHs 0,25 0,25
KonraktHas pabora 36,25 36,25
CamocrosiTenpHas pabora 107,75 107,75
KoHTpob
Hroro 144 144




Pabouyto mporpammy coctaBui(u):
JIOIIEHT, K.3.H. boprapar E.A.

(OondxcHocmy, yuernoe 36anue, cmenensb, Pamunus 1.0.)

(OondrcHocms, yueroe 3eanue, cmenenv, Pamunus U.0.)

PenensupoBanue pabodeid mporpaMMbl JUCIUIUTHHBL:

OtcyrcTBYyeT

Penensenrt

(OondcHocmy, yueroe 36anue, cmenensb, Pamunus 1.0.)

Pabouas mporpamma qucuMIUIMHEI cocTaBieHa Ha ocHoBaHuu OI'OC BO u yuebHOTrO miiana
HarnpaBiaeHuss noarotoBku 38.03.02 MeHemkMmeHT, HampaBiaeHHOCTH (npoduin): Jloructuka u
yIpaBjeHUE LEMSIMU [TOCTABOK.

Cpok neiicTBus padoueil mporpaMMsbl AMCUMIIMHBI 10 «31» aBrycra 2025 r.

YTBEPXIEHO

Ha 3aceganun AclapTaMCHTa 6aKaJ'IaBpI/ITa (3KOHOMI/IIIGCKI/IX " YIIPABJICHUYCCKHUX nporpaMM)

(mpotokon 3acemaanust Ne 1 ot «01» centsnops 2020 r.).



1. Ilean ocBOEHUN TUCHUILIHHDBI

Ilenp ocBOeHUSI TUCHUIUIMHBI — ()OPMUPOBAHUE IEJIOCTHOW CHCTEMBI 3HAHUW B 00IacTH
TEOPHUH U IPAKTUKH [TOCTPOEHHUS KIINEHTOOPUEHTUPOBAHHON KOMIIAHUHU, OCHOBAaHHOM Ha CO3JJaHUU U
pPa3BUTUU JOJITOCPOYHBIX B3aMMOBBITOJHBIX OTHOIIEHUH C TOTPEOUTEISIMH, YTO OOECIeUHnBaCT
YCTOMUYMBOE KOHKYPEHTHOE IIPEUMYIIECTBO B YCIOBUSIX BBICOKOM CTENIEHU U3MEHUYUBOCTU CPEbI.

2. Mecto nucuumiuabl B ctpykrype OIIOITI BO

JIMCUMIUIMHBl M TPAaKTUKH, HAa OCBOEHMM KOTOpBIX Oaszupyercs JaHHas AUCHUIUIMHA:
MuxkposkoHoMuKa, DKoHOMHKa, Ctatuctuka, Mapketunr, OcHOBBI MHPOPMALIMOHHONW KYJIbTYPHI,
VnpaBnenue mnepcoHasoM, OpraHuzanus Opou3BoacTBa, OCHOBBI  NpeANPUHUMATEIbCKON
JeSATENIbHOCTH, Teoprs SKOHOMMUYECKOTO aHajln3a, JKOHOMHKa opraHu3auuu, [lnanupoBanue Ha
npeanpustiuy, [IpaBoBenenue, VYmpaBnenue OusHec-nporeccamu, BceoOuee ymnpaBieHue
KauyecTBOM, YTIpaBJI€HUE 3aTpaTaMu.

JIMCUMIUTMHBI U TIPAKTHKH, JUISI KOTOPBIX OCBOSHHUE JIAHHOMW TUCIUILUIMHBI HEOOXOIMMO KaK
MpeAIIeCTBYIONIEE: YTPaBICHUE pPe3yJbTaTUBHOCThIO 2, Pa3paboTka cucTteM MEHEIKMEHTa
OpraHu3any, OTUKa JENOBBIX OTHomeHud, OpraHuzanuss paboOThl C MHOTPEOUTEISIMH,
[Ipou3BoacTBEeHHBIN MeHEHKMEHT, CTpaTernueCKril MEHEPKMEHT.

3. Iliianupyembie pe3yJibTaThl 00y4eHUs1

dopmupyemble U HNuauxaropsl
KOHTpPOJIUpYyeMble JAOCTUKEHUS I[Inanupyembie pe3yJbTaThl
KOMIeTeHIUH KOMIIeTeH Ui 00y4eHus
(Ko 1 HAMMEHOBAHUE) (Ko ¥ HAMMEHOBAHUE)

YK-3. Cnocoben YK-3.9. CriocobHoCTh 3HATh: TEOPETUYECKHE OCHOBBI

OCYILECTBIATh OCYILECTBIISATh COL[MANIBHOE | YIPABJICHUS OTHOILEHUSIMHU C

COIIMAJILHOE B3aMMO/ICHCTBHUE C oTpedUuTeNsIM

B3aUMOJIEHCTBHE U HOTPEeOUTENAMH U VMeTb:  B3aUMOIEHCTBOBATH  C

peaTn30BBIBATH CBOIO PEalM30BBIBATE CBOKO POTIE | [oTpeGUTENAMH C LENIbIO TOBBILICHUS

poOJIb B KOMaH/C B _ | MX TOATBEHOCTH K OpraHM3aIuK

[IMCHTOOPHCHTHPOBARHON - "p 1o 1 eTh: HABBIKAMH OLEHKH YPOBHS
Opranisatiu KIIMEHTOOPHEHTUPOBAHHOCTH

OpraHu3aIu

I1K-8. Cnocoben [1K-8.4. CriocobHOCTSH K 3HAaTB: TEOPETUUECKUE ACTIEKTBI

OCYIIECTBIIATH B3aUMOJICHCTBHIO C MIPUBJICUYCHUS U YICPKAHUS

B3aUMOJICHCTBHE C KJIMEHTaMU KIIUEHTOB

BHYTPEHHUMU U

BHCITHUMH YMersb: OCyIIECTBIATH MOHUTOPUHT

NOoCTaBIIMKAMHA MHEHHUS KIUECHTOB
Buaagers: MeToaMH OIICHKH
KITUEHTCKOTO OTbITa




4. CTpyKTYpa U cofepKaHue JUCHUILIHHBI

®DopMBbI TEKYIIET0

Bu .
oy HanmenoBanue TeM 3aHSITHI KOHTPOJIsI
Monayas (pa3nes) y4eOHo . Cemectp | O0beM, u. | Bayisl HNHTepakTus, 4.
260ThI (yue6Hoii paGoThI) (HauMeHOBaHHe
P OLICHOYHOT'0 CPE/ICTBA)
Moaynb 1. Jlek 1 3 2 -
TeopeTHUECKHE OCHOBHI OCHOBBI KOHLIENIIIUH KIIMEHTOOPHEHTUPOBAHHOCTH
TIpaBJICHUS
iSfHMOOTHOHjGHI/IﬂMI/I c fp 1 3 2 S Tecr
OCHOBBI KOHIIENIINY KIIMEHTOOPHEHTUPOBAHHOCTH Kpyrsiit cron
KITHEHTAaMH
Ip 2 0 3 2 5 Tect
CHOBBI KOHIICTIIINN KJINEHTOOPHUEHTHPOBAaHHOCTH .
Hert P P Kpyrasiii cton
Cpl CamocTosTenbHas pabota. U3yuenue 3 19 -
JIEKIIMOHHOT0 MaTepuana. [loaroroska
TECTUPOBAHHUIO
Jlex 2 o 3 2 -
MHuoroo6pasue 4elnoBeuecKux MoTpeOHOCTEH.
Knaccudukarus morpeOHOCTEi B KOHIICTIITUH
KJIMEHTOOPHUEHTUPOBAHHOCTH
Ip 3 MHoroo0pasue 4enoBe4ecKix MoTpeOHOCTEH. 3 2 5 TerT
Knaccudukanus notpebHOCTe B KOHLEIIUY Kpyrbiii cTon
KIIMEHTOOPHUEHTUPOBAHHOCTH
Ip 4 MHoroo0pasue 4enoBe4ecKix MoTpeOHOCTEH. 3 2 10 Tect
Knaccudukanus norpeGHOCTEN B KOHLENIHUH Pacuernas pabora
KIIMEHTOOPHUEHTUPOBAHHOCTH
Cp2 CamocrosrenbHas padota. M3yuyenue 3 19 -
JIEKIIMOHHOTO MaTepuana. [loaroroska
Mosyns 2. OCHOBBI Jlex 3 Opranu3anus KIMEHTOOPUEHTUPOBAHHOMN 3 2 -
OpTaHH3aIN KOMITaHUH
KIIMEHTOOPUEHTUPOBAHHOM| [Tp 5 o . 3 2 10 TecT
raHU3alMs KIMEHTOOPHEHTHPOBAHHON
KOMIIaHUH b p P Pacuernas pabora
KOMITAaHUH .
Keiic-3amaua
IIp 6 Opranu3anus KIMEHTOOPUEHTUPOBAHHOMN 3 2 7 Kpyristii cron
KOMIIAaHUU PacueTHas pa60Ta
nas3 WnpuBrayansHOE AOMAIIHEE 33 JaHHUE 3 12 10




DopMBI TEKYLIET0

Bu .
o HanmenoBanue TeM 3aHSITHI KOHTPOJIsI
Monayas (pa3nes) y4eOHo . Cemectp | O0beM, u. | Bajasl HNHTepakTHB, 4.
ABOTLE (yue6Hoit paGoThI) (HauMeHOBaHHUe
P OLICHOYHOI'0 CPE/ICTBA)
Jlek 4 Tunonorus kiueHToB KoMnanuu. Iloptper 3 2 -
knueHTa. Buyer Personas
Tp7 Ortrok kiaueHToB. CyIIHOCTB, METO]] pacyeTa, MyTH 3 2 10 Teer
- Y ’ P - YT Pacuernas pabora
NPEeOTBPAIIECHHS OTTOKA
IIp8 Ortrok kiaueHToB. CyIIHOCTB, METOJI pacyeTa, My TH 3 2 7 Klgyfm’m cTon
MPEIOTBPAIICHHUS OTTOKA CHe=3aniada
Cp3 CamocTosTenbHas paboTa. M3yuenue 3 19 -
JIEKIMOHHOTO Marepuaina. [loaroroska x
TECTUPOBAHHIO
Jlex 5 3 2 -
IIporpamMma nosbHOCTH
Ip9 3 2 5 Tect
MeTpHKH OLIEHKH KJIMEHTCKOTO OIIbITa Kpyrustii cron
IIp 10 3 2 10 - Tect
MeTpHKH OLIEHKH KIIMEHTCKOTO OIIbITa Pacuernas pa6ota
Cp4 CamocrositensHas padota. Mzyuenne 3 19 }
JIEKIMOHHOTO Marepuana. [loaroroska x
TECTUPOBAHHIO
Jlex 6 . 3 2 -
Opraauzanust 0OpaTHOI CBA3H B
KJIMEHTOOPUEHTUPOBAHHOM KOMITAHUU
Ip 11 AHanu3 KJIMEHTOB KaK OCHOBA Pa3BUTUS KOMIIAHUHU 3 2 9 Tect
Kpyruslit cton
Pacuernas pabora
Ip 12 AHann3 KJIMEeHTOB KaK OCHOBA Pa3BUTH KOMITAHUU 3 2 10 Tect
Pacuernas pabota
Cp5 3 19,75 -

CamocrosTelbHas pa60Ta. I/I3yquI/Ie
JICKIIMOHHOI'O MaTepuasa. HOHFOTOBK& K
TECTUPOBAHHNIO




DopMBI TEKYLIET0

Bu .
oy HaumeHoBaHUe TeM 3aHATHI KOHTPOJISI
Mopayas (pa3aen) yueOHOM . Cemectp | O0bem, u. | bBasabl HNuTepakrTus, 4.
ABOTLE (yue6Hoit paGoThI) (HauMeHOBaHHUe
p OLICHOYHOI'0 CpeCcTBA)
[Ipomexxyrodnas A 3 0,25 - -
aTTecTanus
Hroro: 144 100

Cxema pacyera UHTOroBoro 6ajia

TGKYH_IHﬁ peﬁTHHF (BCe 3aHATUS U IIPOMEIKYTOUHBIC TeCTLI) + PCBYJ'ILTEIT HTOroBOIro T€CTa U BCC ACIIMTCA Ha 2




5. O6pa3oBaTe/ibHbIEe TEXHOJIOTHHU

C uenpio GopMUpOBaHHS KOMIIETCHIIMH Yy CTYACHTOB B Y4€OHOM IPOIECCE HMCIONIB3YeTCs
TEXHOJIOTUS TPAJAULUOHHOTO O0yUCHHUS.

6. MeToauuecKkue YKa3aHHUus 110 0OCBOCHUI0 TUCIHTUIIJINHBI

Bun yaeOHbIX | Opranuzanus AesITebHOCTU CTYIeHTa
3aHATUU
Jleknus Hanucanusi koHCIIEKTa JIGKIUA: KPaTKO, CXEMaTUYHO, MOCIIEI0BATEIIHHO

(¢uKCUpOBaTH  OCHOBHBIC  IOJIOKEHHS, BBIBOJBL,  (HOPMYITUPOBKH,
0606L[IGHI/I$I; noMeydarb BaXXHBIC MBICIHW, BBIACIATH KIIIOYCBBIC CJIOBA,
TepMHUHBL [IpoBepka TEpMHHOB, MOHATHUH C IOMOIIBIO SHIMKIONEIHH,
CHOBapeﬁ, CIIPaBOYHHUKOB C BbIIHCBIBAHUCM TOJKOBaHUH B TCTpalb.
OO003HaUUTh BOMPOCHI, TEPMUHBI, MaTepHal, KOTOPBIH BHI3BIBACT
TPYIHOCTH, TIOMETUTh W TIONBITAThCS HANTH OTBET B PEKOMEHIYEeMOW
aurepatype. Eciau camocTosTensHO He yiaeTcst pa3o0parhbesi B MaTepHale,
HEo0X0auMO CQOpPMYIUpPOBaTh BONPOC U 3a/4aTh IPENOJABaTENI0 Ha
KOHCYJIbTAIMH, Ha TIPAKTHYECKOM 3aHSITHU.

HpaKTI/IquKI/Ie Pabora ¢ KOHCIIEKTOM HGKHHﬁ, IMoATOTOBKAa OTBETOB K KOHTPOJIBHBIM
3aHATHUS BOIIPOCaM, IPOCMOTP PEKOMEHIYyEeMOW IUTEepaTypbl, padoTa ¢ TEKCTOM
(yka3atb Tekc W3 HCTOYHMKA U Ap.). [IpocnmymuBanue ayamo — u
BHJICO3AIINCEN N0 3aJJaHHOW TEME, PEIICHUE, KeiC-3a1ad U Jp.
[ToaroroBka K | [Ipu moaroToBke k 3a4eTy HEOOXOAMMO OPHEHTUPOBATHCA HA KOHCIEKTHI
9K3aMEeHYy JIEKIUH, pEKOMEHAYEMYIO JINTEPATypy U Jp.

CAMOCTOSTEJIBHASA PABOTA
CamocrosiTenbHas paboTa crocoOCTBYET (OPMHUPOBAHUIO AHAIUTHUYECKOTO U TBOPYECKOTO
MBIIICHHUS,  COBEPILEHCTBYET  CIOCOOBI  OpraHM3ali  JCSTeNbHOCTH,  BOCIHUTHIBAET
IeNIeyCTPEMIICHHOCTh, CHCTEMAaTHYHOCTh U MOCIIEIOBATEIBHOCTh B paboTe CTYJEHTOB, Pa3BUBACT Y
HUX HaBBIK 3aBepIIaTh HAYaTyIo padoTy.
Buowr camocmosmenvuou pabomul cmyoenmos.

1. noBTOpenue MpoiiaEHHOr0 y9e6HOrO MaTepuana, YTeHIE PEKOMEHI0BAHHOMN JIUTEPATYPHI;

2. moAroToBKy K mpakTHueckuMm 3aHstmam (JUISI OYHOM U 3A0YHOM ®OPMBEI
OBYUYEHU);

pa60Ty C 3JICKTPOHHBIMH UCTOYHUKAMU;

3
4. noarotoBky K ciaue sK3aMeHa (3a4era).

U3zyuenue meopemuueckoco mamepuana omnpenensercsa padoueld ydeOHOW Mporpammoit
JUCUUILJIMHBI, BKJIIOUEHHBIMU B HEE KaJCHJAPHBIM IUIAHOM M3YYEHHUs JUCLUMIUIUHBI U NEPEUYHEM
J'II/ITepaTypBI; peKOMeHI[yeTCSI HpI/I IIOATOTOBKEC K 3aHATUSIM HOBTOpI/ITI) MaTepI/IaJ'I HpCI[HI@CTBYIOHII/IX
TeM pabodero yuyeOHOro TIiaHa, a TaKXKe MaTephall MPEAIIeCTBYIOMIMX YYEOHBIX TUCIUIUINH,
KOTOPBIN CITYXUT 02301 N3ydaeMoro pasjesna JaHHOW TUCIIUILTAHEI.

Ilpu nooecomoeéxe k npakmuueckomy 3ausmuio HEOOXOIUMO U3YYUTh MaTepuaibl JIEKIIHUHU,
PEKOMEHIOBAHHYIO TUTEPATYpy. 3ydeHHBIN MaTepral cieayeT NpoaHaTu3upoBaTh B COOTBETCTBUU
C TUTAHOM 3aHSTHs, 3aTEM MPOBEPUTH CTENEHb YCBOCHUS COJIEPKaHUsI BOIIPOCOB.

Ilpu noocomoske K sx3ameny (3auemy) CIeTyeT PyKOBOJICTBOBATHCS MEPEIHEM BOIIPOCOB JIJIs
MOJATOTOBKHA K UTOTOBOMY KOHTPOIO MO Kypcy. [Ipu 3ToM HE0OXOIUMO YSICHUTH CYyTh OCHOBHBIX
MOHATHH JUCIIUILINHEI.

CaMocTosiTenbHast paboTa CTYI€HTOB, IPEXKIE BCETO, 3aKIIIOUATCS B H3yUYEHUU JTUTEPATYPHI,
JIOTIOJTHSAIONICH MaTepuay, W3JlaraéMblii B JIGKIIMOHHOW dYacTh Kypca. HeoOXxommMmo oBiangeTh



HaBBbIKaMU OMOIHOrpaduuecKoro MoMcKa, B TOM YHCIe B ceTeBbIX MHTEepHET-pecypcax, Hay4uThCs
COMNOCTABJIATh PA3JIMYHbIE TOYKH 3PEHUS U ONIPEAEIIATh METObI UCCIEAOBAaHUM.

[Ipeanonaraercs, 4YrO, MNpOCIyLIaB JEKIWIO, CTYAEHT JO/DKEH O3HAKOMHTBCS C
PEKOMEHI0BAaHHOM JINTEPATypPOil 13 OCHOBHOT'O CIIMCKA, 3aTEM O0PaTUTCS K ICTOYHHKAM, YKa3aHHBIM
B OMOIMOrpadMuecKux CIUCKAaX H3YyYCHHBIX KHUT, OCYHIECTBUT MOHMCK M KPUTHYECKYIO OLICHKY
MaTepuaia Ha caiitax HTepHet, codepeT HeoOX0AUMYI0 HH(OPMALIUIO.

7. OueHOYHBIE CPEICTBA

7.1. IlacopT OLIEHOYHBIX CPEACTB

Cemectp Koa koHTpO/IMpyemMoii KOoMIleTeH UM HaumeHoBanue
(nJ1u ee yacTu) OIIEHOYHOT0 CPeJCTBA
3 YK-3. Crioco6eH oCylecTBISITh Tecmosvie 3a0anus
COLMAJIbHOE B3aNMMOJICHCTBUE U Bonpocwi k 3auemy
peall30BBIBATH CBOIO pOJib B KoMaHzAe | Keuc-3adaua
nedeKkTam U uX MpUuInHaM Kpyanwuit cmon
Pacuemnas paboma
[1K-8. CriocobeH ocymiecTBIATh Tecmosvie 3a0anus
B3aMMO/ICIICTBUE C BHYTPEHHUMU U Bonpocul k 3auemy
BHEIIHUMH MOCTABIIUKAMU Keiic-3a0aua
Kpyenwviii cmon
Pacuemnas paboma
Hj3

7.2. TunoBble 3aaHMs WJIM HHBIC MaTepHaJbl, HEOﬁXOI[I/IMLIe AJIA TEKYHIEero KOHTPOJIst

7.2.1. TecToBbI€ 3aJaHUA

(HaumeHoB8aHUe OYEHOUHO20 cpedcmBa)

Tunosble npuMepsbl 3a1aHUM

TecTupoBanne no Teme «OCHOBbI KOHIENIHH KJIMEHTOOPHEHTHPOBAHHOCTH
1. Bbicka3piBanue: «CymecTByeT JUIIb OHO NPAaBOMepPHOe 000CHOBaHMe LieJIM OU3Heca:
CO3/1aHMe YA0BJIETBOPEHHOI0 KJIHEHTA), - IPUHALJIEKHUT...
Hutepy Jlpyxepy
Ounmunny Kotnepy
Kan-Xaxy Jlambeny
Heliny bopneny

oo oTe
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10.

He.ﬂb KJIMCHTOOPUCHTHPOBAHHOCTH: «I[OCT&TO'—IHOC IMMOHMMAaHHE 1 EJI€BbIX

HOTpeﬁlflTeﬂeﬁ AJid TOTO, 9TOObI Co31aBaTh AJA HUX HAMBBICIIYIO HEHHOCTb B TCUCHHUEC

NMPOJA0J/IZKMTEIbHOT0 NePHoIa BpeMeHn'"', - OMUCHIBAIOT...

x. Hapsep

C. Cneiitep

I1. Tpykep

H. bopnen

B peliTUHrax KJIMEHTOOPHUEHTHUPOBAHHOCTH KOMIIAHUH MEePBble MECTA 3AaHUMAIOT:
Amazon

Microsoft

I[TAO "Tonparruazot"

ITAO "ABTOBA3"

I'naBubIM 3¢ deKTOM OT OpUEeHTAIIMU OM3HeCcAa HA KJIMEHTA J0JI:KeH ObITh MPUPOCT:
PUOBLITH

JIOJIM PBIHKA

YUCJIICHHOCTHU [I€PCOHANIa KOMITAHUU

TOBapHBIX MMO3ULIUNA B ACCOPTUMEHTE KOMITAHUU

B nu¢poBoii 3xk0HOMMKE YCIIEITHOCTh OM3Heca o0ecneYrnBaeTcsi B IEPBYIO o4Yepe/b:
KJINEHTOOPUEHTUPOBAHHOCTHIO

MHHOBALIMOHHOCTBIO

KaueCcTBOM TOBapa

3¢ GeKTUBHBIMU OU3HEC-TIPOIIECCaMU

OpueHTHPOBAHHAN HA KJIMEHTA KOHUENINsI YCTOHYHUBOr0 OM3Heca, MOCTPOeHe
KOTOpPOro 6asupyercss Ha UHPOPMALMOHHBIX TEXHOJIOTUSX, NPeICTaABJsSET CO00ii:
YIpaBJICHUE B3aUMOOTHOIICHUSIMU C KJIUEHTAMHU

yIpaBleHUE MAaTePUATLHBIMHI B HH()OPMAIIMOHHBIMU TTOTOKAMU

yIpaBJICHUE B3aUMOOTHOIICHUSIMU C COTPYIHUKAMU

ynpaBieHre Ou3Hec-IpoLeccaMmu

«HCTPYMEHT ynpaBjieHUs] B3AUMOOTHOIIIEHHS ¢ KJIMEHTAMU, HALleJIeHHbIH Ha
NnoJiyueHue YCTOMYHBOI NPUOBLIU B 10JT0OCPOYHOM MEPHO/Ie», HA3bIBAETCH:
KJIINEHTOOPEHTUPOBAHHOCTh

CTpaTerust MapKeTHHTa

CTpaTerus ynpaBJieHUs

JIOSUTBHOCTh KJIIMEHTOB

Pu10co(PHI0 KIMEHTOOPHEHTHPOBAHHOCTH: « MHHIMALIUA 10JI0KUTEIbHBIX IMOLUNA U

BOCTOPra y NOTEHUHAJIbHBIX U CYLIECTBYIOIIUX KJIUEHTOBY, - ONUCHIBACT...

H. Manun

W. bepesun

10. CmupHOB

M. Yenypun

B y3x0M cMbIc/Ie KIHEHTOOPHEHTHPOBAHHOE YIIPABJICHHE AKLEHTUPYEeT BHUMAaHUe
Ha...

a. Ha ydere MOTPeOHOCTEH KIMEHTOB

b. ynyumenun nporecca 00CTyKUBaHHS KIMEHTOB

C. WHHOBAIIMOHHOM PAa3BUTHH

d. TOBBIIICHUH KaYeCTBA MPOAYKIINU

B mmpoxom cMbiIciie (pOKYCHPOBKA HA YI0BJIETBOPEHUH NMOTPEOHOCTEH KJIMEHTA
npeacrasJjsieT co0oii...



a. Mex(YHKIIMOHAIBHBIN MPOIECC, MPOHU3BIBAIONTUN BCE YPOBHHU OPTraHU3aIMOHHON
CTPYKTYpPHI KOMIIaHUU

b. mporecc yuera norpeGHOCTEH KIMEHTOB

MPOIIECC OOCITYKUBAHMSI KIIMEHTOB

d. MHHOBAIMOHHBIN POIECC

13

KpaTlcoe OlMMCaHHUE U PEIJIAMEHT BbLINOJTHCHUSA

1. [TpoBecTu TeCTUPOBAHKE CTYACHTOB COTJIACHO IJIaHA-TpaduKa.
2. OLIeHUTh KOJIMYECTBO MPaBUIILHBIX OTBETOB.
3. BeicTaBUTh pe3yabTaThl TECTUPOBAHUS.

Kpurepun oneHku:

2 Gayta — MPaBUIJIBHO BBIMOJIHEHO O0JibIe 2/3 TeCTOBBIX 3ananuii (7 u Oonee);
0 6amI0B — MPaBUIILHO BBIMTOJIHEHO MEHbIIE 2/3 TECTOBBIX 3aaHuil (MeHbIIE 7).
-20ai1a — CTYAICHT HE BBITIOJTHIII TECTOBBIC 3a/1aHUS.

7.2.2 KpyrJblii CTOJI

(HaumeHoB8aHUe OYeHOUHO20 cpedcmaa)

IlepeyeHb AUCKYCCHOHHBIX BONMPOCOB /Jisi Kpyrjoro croaa mno Teme «OcHOBBI

KOHICIIIUH KIHCHTOOPUCHTUPOBAHHOCTH»

1.

Omnucarb OCHOBHEIC HUCTOPUKO-OKOHOMHWYCCKUC MPCANOCBIJIKKM BO3HHKHOBCHHA KOHLCIIIHUHN
KIIMCHTOOPUCHTHUPOBAHHOCTH.

O6CYIII/ITI) COBpPCMCHHBIC HNPCANOCBIIIKM BO3HUMKHOBCHHA W  pa3sBUTHUA KOHLOCIILIUH
KIIMCHTOOPHCHTUPOBAHHOCTH.

Hazparp u PAaCKpBITh CYIIHOCTDH y‘leHHﬁ, MMPpEAMICCTBYIONIUX BO3HUKHOBCHHUIO KOHLCIIIHUN
KIIMCHTOOPHCHTUPOBAHHOCTH.

O0ocHOBAThL AKTYAJIbHOCTb KOHICHIIUN KIIMCHTOOPUCHTUPOBAHHOCTH.

PaCKpLITB CYIIHOCTH KOHICTIIUH KIMCHTOOPUCHTUPOBAHHOCTH.

IIpoueaypa oueHnBaHusA:

1. Onpenenuth cTeneHb YCBOCHHS MaTepHralia (CTyAeHTbI IPUBOAST JOBO/bI, OOBSCHEHUS).

2. OueHHUTh OPUTMHAIBHOCTh BBICKA3bIBAaHMS (CTYAEHT KOHCTPYHPYET HOBBIH CMBICI, HOBYIO
MTO3UIINIO).

3. OueHUTh MHIUBUAYAIBHBIA BKJIAJ CTYACHTA B JUCKYCCHIO (CTYAEHT CTPOMT KOHCTPYKTHBHBIN

JTIaJIoT
4. Onp

B MpOIIeCCe OOIICHUSI.
€IeNUTh KaueCTBO M3IIOKEHHUs MaTepuasia (CTyIEHT JIOTUYHO U YeTKO (POpMYIHpYeT CBOU

MBICJIN).

5. OueHUTh KOMMYHUKATUBHBIE YMEHHS (CTYIEHT BIaJeeT MpaBUIAMH PEUYEBOTO ITHUKETa, YMEEeT
CIIYIIATh U CJBIIATH JPYTHX, pearupoBaTh HA JPYTHEe MHEHUS).

6. BbICTaBUTH pe3ynbTaThl OIEHKU.

Kpurepun onenkmn:

3 Oauia;

2 Gar:

CTYACHT 06Hap}/')KI/IBaCT IMOHUMAaHNEC MaTcpuaia, MOXCT 000CHOBATh CBOU CYXKACHUS,
Hu3jaract CBOC MHCHHUC JIOTUYHO, TpPaMOTHO C HUCIOJIb30BAHUCM HWHCTPYMCHTAPUA
JUCHUITIIMHBI.

ACMOHCTPHUPYECT HABBIKKW CUCTCMHOI'O aHaJIn3a 06IIII/IX TCHJIGHHI/Iﬁ N KOHKPETHBIX cmyaunﬁ;



® CTYACHT OOHapy)XMBaeT MOHMMaHHE MaTepuaia, HO JOMYyCKaeT OMMOKU B (popMyIupoBKe
ONpeAeICHU U MOHSITHH;
1 Gaynos:
® CTYJCHT JIOIYCKAaeT OMMOKH B ()OPMYJIHPOBKE ONPECICHUN U MOHATHH, HCKKAIOMINE UX
CMBICIT;
® U3Jaraer CyXaAeHus 0eCHOopsI0YHO U HEYBEPEHHO.
0 6amnoB:
® CTYJCHT M3JIaraeT CyXJIeHHUs OeCIOPSJ0YHO U HEyBEPEHHO.

7.2.3 Keiic-3a1aua

(HaumeHOBaHUEe OYEHOUHO20 Cpedcmea)

Keiic-3ana4a no Teme «Opranuszanust KJIMeHTOOPHEHTHPOBAHHOM KOMIIAHUM»
3ananmue.
BriOpaTh KOMMeEpUECKYIO0 OpraHU3aLHIo.
IIpeacraBUTh 3KOHOMHUYECKYIO XapaKTEPUCTUKY BEIOPAaHHON KOMMEPUECKON OpraHu3aliH.
3. Omnmcarp ocHOBHBIE TpeOoBaHus, mpenbssiasiemble kK CRM-cucremam (mpuxiagHomy
IPOrpaMMHOMY 0O€CIEUSHHUIO) [yl OpraHu3alK PabOThI ¢ KIUEHTaMHU.
4. JlaTb CpaBHUTENIbHBIE XapaKTEPUCTUKY MPOrPaMMHBIX MPOJIYKTOB, MPEIHA3HAUEHHBIX IS
aBTOMaTHU3allly B3aUMOJIEHCTBUS C KIIMEHTAMU.

A

5. O6ocHoBaTh BEIGOp CRM-CHCTEMBI 1711 KOMMEPUYECKOM OpraHU3alHHy.
6. Ilpemnoxure anroput™m BHeapeHuss CRM-cucreMbl W MHTErpauuu €€ B KOPHOPATUBHYIO
UH(POPMAIIMOHHYIO CHCTEMY.
Jlns pemieHust Keiic-3ajaud cieAyeT BOCHOJIb30BaThCs HMH(OpManueil ¢ oduuuanbHbIX
WHTEPHET-CAUTOB OPraHU3aLUN.
IIpoueaypa oueHuBaHuA:
1.ITpoBepuTh COOTBETCTBHE pPEUICHUS CHOPMYITHUPOBAHHBIM B KEHCe 3aJaHHsIM
2.0ueHuTh 000CHOBAHHOCTD MPEAJIOKEHHOIO PeIlIeH!s], HAINYKME aIbTePHATUBHBIX BAPUAHTOB.
3.01eHUTh OPUTHHAIBHOCTD MOAXO0a K PEIICHUIO Kerca.
4.Hanucath peKOMEHIAINH 10 PE3y/IbTaTaM BBITIOJTHEHHOW PaOOTHI.
5.BbIcTaBUTH pe3yabTaThl OLIEHKH.

Kputepun onenkmn:
4 Oam:
® CTYJCHT IPOSIBWJI TBOPYECKUE CIIOCOOHOCTH B MOHMMAHHUM, U3JI0KEHUU M MPAKTHYECKOM
NPUMEHEHUH y4eOHO-IIPOrpaMMHOI0 MaTepHaa;
® CTYICHT MPOJEMOHCTPUPOBAI HAaBBIKM CHCTEMHOrO aHaiM3a OOHmMX TEHACHUUH u
KOHKPETHBIX CUTYyallHi;
e CTYJEHT cJenajl BbIBOABI 10 pe3ylbTaTaM pelleHusl Kelc-3ajauu U paspadoTal
000CHOBAaHHbIE PEKOMEH/IALINN;
3 Ganna:
® CTYJEHT NPOAEMOHCTPUPOBAI HABBIKM CHCTEMHOIO aHajlu3a OOLIMX TEHJACHUMH U
KOHKPETHBIX CUTYyallHi;
® CTYJEHT CJ€Jal BBIBOJBI 110 Pe3ybTaTaM PEIICHUs Kelic-3a/1a4H;
2 Ganna:
® CTYJEHT C/eJal BBIBOJBI 10 pe3ybTaTaM pelleHus Keic-3a1auu;
0 Ganos:
® CTYIGHT JOMYCTHJ TPHUHIMIHUAIbHBIE OHIMOKM B BBIIOJIHEHUH IPETyCMOTPEHHBIX
IIpOrpamMMoi 3aJaHui;
e pemaeT NpakTHYECKHE 3a7ayd C OONBLIIMMU 3aTPYAHEHUSMH, HE CIPaBIsSeTCS C HUMHU
CaMOCTOSITENBHO;
-4 Gamna:



[ ] CTy,Z[eHT HC BBIITIOJIHUJI Kei/'lc-sanaqy " HE CJCJIaJl BBIBOABI I10 pe3yanaTaM peH_IeHI/Iﬂ KCI>’IC'
3aJaun.

7.2.4 PacueTHas padora

(HaumeHoB8aHUe OYEHOYHO20 CPeOCmBa)

Pacuernas pa6ora no Teme «MeTpUKH OlleHKH KJIHEHTCKOT0 ONbITA)

3aganue. OnpenenuTh MHIEKC YIOBICTBOPCHHOCTH MOTPEOUTENSI W MPOKOMMEHTHPOBATH
MoJTy4yeHHBIE pe3yabTaThl. [locTpouTs KapTy (MaTpuIly) yIOBIETBOPEHHOCTH KIMEHTOB.

Hcxonnbie naHHble. (151 ONEHKH yIOBJIETBOPEHHOCTH YyCIyroi Obumi ompomeHbl 500
KIIMEHTOB KOMIIAHHH, KOTOPbIE B TEUEHHUE MOCIETHUX 3 MECSIEB €€ BOCIOIb30BAINCh. B KauecTBe
OIICHUBAEMBIX TapaMeTPOB OBUIM BBIACIICHBI CICIYIONINE KPUTEPUU: LIEHA YCIIYTH, pa3HOOOpa3ue
OTILIMIA, IPOCTOTA Ipolecca 0pOpMIICHHUS, YPOBEHb KBaTU(UKALMU IIEpCOHANIa KOMIIAHUH, CKOPOCTh
oOciyxuBanus. Knuenram ObL10 MpeioskeHO OTBETUTH Ha JBa BOIPOCa MO 7-MU OAJIIbHOM IIIKaje:
Hackonbko BakeH niist Bac nannbiii mapametp? (ot 1 6amia — oT «coBCeM HE BaXKEH» 710 7 OaJLIOB —
«OYEHb BAXKEHY);

B kakoii crenmern Bbl ynoBiIeTBOpeHBI JaHHBIM mapameTpoM? (oT 1 Oamma — OT «COBceM He
YIOBIIETBOPEH», 10 7 OAJIOB — «IIOJHOCTHIO YIOBJIETBOPEH»). [1o pe3ynbTaTaM orpoca mosydeHsbl
JaHHbIE TIPEICTaBJICHHbIEC B Tabuue 1.

Tabmuua 1 — PesynbTaTsl onpoca KIMEHTOB KOMITAHUH

Cpennsist omenka Cpeansisi OlleHKA YPOBHS
IMapameTp YIOBJIETBOPEHHOCTH
Ba)KHOCTH IapaMeTpa napaMeTpom
Llena ycimyru 6,8 55
Paznoobpaszue onmuii 5,7 6,1
ITpocrota mponecca ohopmiteHUs 6,4 53
YpoBeHb KBaNU(UKAIIMK COTPYTHUKOB 6,3 6,3
CkopocTb 00CITy’)KUBaHUS 6,7 5,9

PacueTbl pekoMeHyeTcs BBIOIHATE B iporpamme Microsoft Excel.
IIpoueaypa oueHuBaHus:

1.IIpoBepuTh COOTBETCTBHE pelICHUs C(HOPMYIUPOBAHHOMY 33/1aHHUIO.

2. IlpoBepuTh NPaBUIBHOCTh pacueTa (MaTeMaTHUECKU U JJOTMUYECKH).

3. OneHuTh 000CHOBAHHOCTH MPEIJIOKEHHOTO PEIICHUS.

4. OueHUTh OPUTMHAIBHOCTh MOAX0/1a K PEIICHHUIO 3a/1aHusl.

5. BeIcTaBUTB pe3yabTaThl OLICHKU.

Kpurepuu onenku:
-4 Ganya — CTy/IeHT He BBIIOJIHUII IPAKTUYECKOE 3a/laHie U He CZelall BBIBOBI;
0 6anioB — CTYJEHT BBIIIOJHWI MPAKTUYECKOE 3aJJaHUE C OIINOKaMU;
3 6a1 — CTYZCHT HMPaBUIIBHO BBITIOJIHUII IPAKTHUECKOE 3aaHNUE;
4 Oaiia — CTYJIEHT cJieJiall BBIBOJIBI 110 pe3yiibTaTaM BHITIOJHEHHS MPAKTUYECKOTO 3a/1aHHUs.

7.2.5. U3

(HaumeHOBaHUE OYEHOUHO20 CpedCmsa)

NuauBuayaabHOE J10MAlIHee 3aJaHue.
3agayM HHAMBHAYAJbHOIO JOMAIIHEI 0 3a1aHNA:



1. BBIpaOOTKa yMEHHUSA CaMOCTOSITEILHON pabOThl C JIUTEPATYPHBIMH HWCTOYHUKAMH H
OKOHOMHYECKOW WH(OpManueii B  00IacTM TEOpUM U TMPAKTUKU  YIPABICHUS
B3aMMOOTHOIIICHH C KIIMSHTaMU;

2. OBJIaJeTh HaBbIKaMH pabOThl C KIMEHTaAMH (COCTABJICHUE IOPTpeTa KIWEHTa, CTaHJIapTa
00CITy)KMBaHUS KIIMCHTOB, KapThI IyTH KJINEHTA);

3. YCBOUTH METOJUKY OILICHKH KJIIMEHTCKOTO OIbITa M aHaln3a YKOHOMUYECKUX PE3yIhTaTOB
paboThI C KIMEHTAMHU.

NuauBuayaibHoe Jo0MalIHee 3aJaHHe SBISICTCS CAMOCTOSTEIILHON KOMIUIEKCHON paboToi
CTyZIEHTa, OTPAXKAIOILICH CTEleHb YCBOCHUSI UM TUCUUILTNHBI «KIIMEHTOOpUEHTHPOBAaHHbBIE CUCTEMbI) U
CTIOCOOHOCTh HCMOJIB30BaTh TOJNYYEHHBIE B XOJ¢ OOy4YCHMs 3HAHUS TPH PEIICHUM KOHKPETHBIX
MPaKTUYECKUX 3a/lad B 00JacTU YIpaBieHHs B3aUMOOTHOILIEHUI C KJIMEHTAMU U TOBBIIICHUS
KIIMEHTOOPUEHTUPOBAHHOCTH KOMITAaHHH.

1. Beibpats xommanuioo. JlaTh KpaTKyl0 3KOHOMHUYECKYHO XapaKTEPUCTUKY MPEATPUSTHS
(Tabmuma 1)

MokasaTean 202_. 202_r. 202_-202_rr.

Ao0c. OTHoc.

Bripyuka ot npogax, pyo.

CebecTonMOoCTh IPOJIaX, pyo.

Banosas mpu0sLIH, pYoO.

YnpaBneHueckue pacxosbl, p.

Kommepueckue pacxonsl, pyo.

[pubsLIE OT IpOAaXK, PyoO.

PenrtabensHOCTH Mposax, %

PenTabensHOCTE MPOU3BOACTBA, %0

3atpatsl Ha pyOiIb BEIPYUKH, pYO.

2. Onucath 3J1IEMEHThI KOPIIOPATUBHON KYJIBTYPHI.

3. BBISIBUTH HEAOCTATKM W MpEeUMyIIecTBa 00CIyKUBaHUS KIMEHTOB. COCTaBUTh CTaHIApPT
00CITy>)KMBaHUS KIIMEHTOB.

4. CocTaBUTh KapTy TOUEK KOHTaKTa MoTpeduTenei kommnanuu. [IpennokuTs BO3MOKHOCTH
YBEIMYEHUS KOJMYECTBA TOUEK KOHTAKTa MOTPEOHTENICH.

5. Ilpoananu3upoBaTh BHJBI U KaHaIbl OOpaTHOW CBS3M, UCHOJb3yeMble KOMIIAHUEH U
NIPEUIOKUTh BO3MOXKHOCTH MX PACIIMPEHUS.

6. CocTaBUTh aHKETY M ONPOCUTHh NOTEHIMAIbHBIX noTpeduteneit. 1o pesynbraTam ompoca
COCTaBUTb MOPTpPET KiineHTa Buyer Personas.

7. CoctaBuTh KapTy IyTu kinueHTa Customer Journey Map (mra6non npencrasiex B Tabnure

2)
Tabmuna 2 — [Ta6non Customer Journey Map
Ilepcona @. U. O. Customer Journey Map
Bo3zpacr Craguu ’KU3HEHHOT'O
[MAKJIa
Mecto xurenncrsa JlelicTBUS KIIMEHTa
Nurtepecsl Touku KoHTaKTa




Cratyc KIueHTa Lenu 1 oxumganust
IToxynarensckue Omomuu  (OTJIMYHO — —
IIEHHOCTH XOpOIlIO — HOPMAJIbHO —
NeYyajbHO — HOPMAJIBHO)
IToxynarenbckoe BaxnocTte  (BbICOKass —
MMOBEJECHHE CpeIHsIsl — HU3Kas)
Hcnonp3oBanne OnBIT KJIMEHTA
COIIMAJILHBIX ceTeil
[Ipenmnourenust no Pexomenmamuu
cMapThoHaM
TexHOMOrMYECKasd Nnmoctpanuu
MIPOJIBUHYTOCTh

8. Ilo pe3yibTaTaM OIpocCa U JAaHHBIM KOMIIAHHUU PACCHUTATh OCHOBHBIC MCTPUKHU OLCHKH
KIIMCHTCKOT'O OIIbITa U IPOAHAJIM3UPOBATH SKOHOMHUYCCKUC PC3YJIbTAaThL pa60TbI C KJIMCHTaMU 3a JIBa
rojga: CpeI[HI/Iﬁ A0X0I € KIIMCHTA, CTOUMOCTD IIPUBJICUCHUS KIUCHTA, CPOK OKYIIAEMOCTHU 3aTpaT Ha
IMPUBJICYHCHUC KIIUCHTA, CpeI[HI/Iﬁ Y€K HOBOI'O KJIMCHTA.

IIpoueaypa oueHUuBaHUA:

[IpoBepuTh COOTBETCTBHE pelIeHUs CHOPMYITUPOBAHHOMY 33/IaHUIO.
[IpoBepuTh NpaBUIBLHOCTD pacyeTa (MaTEMaTUUECKU U JIOTHUECKH).
OneHuTh 060CHOBAaHHOCTH MPEIOKEHHOTO PELICHHS.

OHGHI/ITB OPHUI'MHAJIBHOCTDb IOAXO04a K PCIICHUIO 3a/IaHKA.

Hanucats pekoMenaanuu mo pe3yibraTaM BBIIIOJIHEHHON paOoThI.
BeIcTaBUTB pe3ynpTaThl OLIEHKU.

agrwbdE

Kputepuu ounenkmu:
10 GamoB — mMpeACTaBlEH OTYET, COJAEpXKAIlUi BCE 3a/JlaHus; BCE pacueThl BBHIMOJIHEHBI B
COOTBETCTBUH C TPEOOBAHUSIMH, IPEJICTaBIICHA TpaduuecKast ”HTEPIPETAIHs, CJIeJIaHbl TPABIIILHBIC
BBIBOJIbI, CTYJEHT CBOOOJHO BJaJ€eT METOAAMU SKOHOMHMYECKOI'O OOOCHOBAHHUS MPUHHUMAEMBIX
pELIEHUI U IPEIIIOKEHN;
7-9 0amioB — TpEINCTaBICH OTYET, COAEpKAIMKA BCe 3a/laHvs; BCE pPACcCUYeThl BHITIOJHEHBI B
COOTBETCTBUH C TPEOOBAHUSIMH, IPEJICTAaBICHA rpaduueckast ”HTEPIpETays, CeaHbl TPABHIbLHBIC
BBIBO/IBI;
4-6 0amioB — TPENCTaBICH OTYET, COJAEPXKAIIUil BCE 3aJaHUs; BCE pACUYEThl BBIMOJHEHHI B
COOTBETCTBUU C TPeOOBaHUSAMHU, Mpe/cTaBlIeHa rpaduueckas HHTEpPIIpeTalns, CAeIaHbl BEIBOIBI, B
pacueTax JOMyIIeHbl HETOYHOCTH;
1-3 Ganna — mpeacTaBlIeH OTYET, COAEPKAILUI BCE 3aJaHMsI; OTCYTCTBYIOT BBIBOJIBI, Tpaduueckas
UHTEPIpETAINs, B pacueTax JOMYIICHBI CYyIIeCTBEHHBIC OITHOKH.
-10 GanoB — CTYJEHT HE BHITIOTHUI 3a/IaHUE.

7.3. OueHoYHbIe CpeacTBa AJs NMPOMEXKYTOYHOH aTTeCTAIlMH TMO HMTOraM OCBOEHUsI
AUCHHUILJIMHBI
7.3.1. Bonnpochl K IPOMEKYTOYHON aTTecTaluu

Cemectp 6



BOHpOCI)I K OK3aMCHY

n/m

1. HcToprko-3KOHOMUYECKUE PEANOCHUIKA BOSHUKHOBEHHS KOHIIEIIIMY KIIMEHTOOPHEHTUPOBAHHOCTH

2 OcHoBHBIE ~ TpeHIBl dKOHOMHKM XXI Beka Kak MPEANOCHUIKM  BO3HUKHOBEHUS  KOHIIEIHIIMU
KJIMEHTOOPHUEHTUPOBAHHOCTH

3. CoBpemMeHHbIE T(PPOBBIE TEXHOJIOTHH M KIMEHTOOPHEHTHPOBAHHOCTh

4. Tpanchopmanust 6uzHeca B 1n(ppOBOit SIKOHOMUKE

5. TeopeTndeckue MpeANOCHIIKA KOHIETINH KINEHTOOPUECHTUPOBAHHOCTH

6. HUccrenoBanus B 001aCTH PHIHOYHBIX OTHOIICHUN

7. AXTyanbHOCTb KOHIIETIIINH KINCHTOOPHUEHTHPOBAHHOCTH

8. CyImHOCTh KOHIENIINHY KINEHTOOPHEHTHPOBAHHOCTH

9. Pe3ynbpTaTHBHOCTD OPHEHTAIMK HA KIIMEHTa

10. | Knaccudukanus notpeOHOCTEH B KIMEHTOOPHEHTHPOBAHHOM IT0/IX0/1€

11. | ba3oBble 1 IPOU3BOIHEIE TOTPEOHOCTH

12. | Knaccudukanus norpednocreii [xxona Keiinca

13. | Marpuua norpednocreit Xomens-IIpaxanana

14. | Uepapxus yenoBeueckux norpedHocTel Adpaxama Macioy.

15. | Kapun FOHr. Yethipe ncuxoTumna yeinoBeka

16. IIa1h TUIIOB KIMEHTOB. IICHXOJIOrHUEeCKU aCIICKT

17. | Knaccuduxanus DISC Yunbsima Maprcona

18. | CornmasnabHbIC TUIIBI KINCHTOB

19. | Tunsl KIMEHTOB B MPOJAXKaX

20. | Tunbl MHTEPHET-KJIUEHTOB

21. Buyer Personas. CoBpeMeHHBIH OIX01

22. | Pa3zpaboTka mopTpeTa HacaIbHOTO KINEHTa

23. | ®opMHpOBaHKE HACOIOTHU KINEHTOOPHEHTHPOBAHHOW KOMIAHUH

24. | CymHOCTb 1 IPUIMHBI OTTOKA KIMEHTOB

25. | OcHOBHBIE HaNpaBJICHUS NPEIOTBPAICHUS OTTOKA KIINCHTOB

26. | KimeHTCKUiA OBIT, HOHSTHE U CYITHOCTh

27. | Anroput™m IeHCTBHIA 1O YIIyUIICHNIO KIIMEHTCKOTO OIIbITa

28. | MeTpHKH OLICHKH KIMEHTCKOT'O OIBITA

29. | JloAnpHOCTD KIMEHTOB, MOHATHE U CYITHOCTh

30. | Ilporpamma JIOSUTEHOCTH, ITOHSATHE U CYIIHOCTD

31. | JIucKOHTHBIE IPOTPAMMBI

32. | bonycHBIE IpOTpaMMBI

33. | MHOroypoBHEBEIE IPOTPAMMBI JIOSITHBHOCTH

34. | IlapTHepckue NpOrpamMMsl JIOSIIBHOCTH

35. | LleHHOCTHBIE TPOTPAMMBI JIOSUTEHOCTH

36. | Pa3paboTka nmporpamMmebl JIOSULTHOCTH

37. | Crpareruu mporpamm JosuIbHOCTH U HHCTPYMEHTBI X pean3aliu

38. | IlpuHIHIBEI pabOThI B KIMEHTOOPUEHTHPOBAHHOW KOMIIAHUU

39. | Drambl OpraHu3alyy KIMEHTOOPHUEHTUPOBAHHON KOMITAHHH

40. | Touku KOHTaKTa norpedureis ¢ Opennom. COBpeMeHHbIE MOIXO/IbI K KiIacCU(pUKALIUH

41. | OpraHuzarys TOYeK KOHTaKTa MOTPeOUTENs ¢ OpeHIoM

42. | Customer Journey Map, IOHSATHE U CYIIIHOCTh

43. | Mogens moctpoerus Customer Journey Map

44, JKusneHHbIM UK KiveHTa. [loHsATHe. CyIIHOCTD, CTAIUuU

45. | Cnou nadopmannm Ha CTaJUAX KU3HEHHOTO IIUKJIa KIHEHTa




46. | Paspaborka u mporiecc noctpoenuns Customer Journey Map

47. | ObparHas cBs3b. [IoHATHE U CYIITHOCTH

48. | OpraHu3amus CHCTeMbI 00paTHON CBSI3U

49. | IlpenMyIiecTBa HCHOIB30BAHUS OOPATHOI CBS3H

50. | Kimaccudukanms oOpaTHOI! cBs3H. 3amparBaeMasi o0OpaTHas CBSI3b

51. | Kmaccudukanus obpaTtHoii cBs3u. [Ipsmas oOpaTHas CBSI3b

52. | Kmaccudukamnus BumoB onpoca

53. | Crpykrypa ompoca

54. | IIpouenypa ompoca

55. CocraBieHne aHKETHI IJIS OIpoca

56. | AHamu3 KJIMEHTOB KaK OCHOBA Pa3BHUTHS KOMIIAHUH

57. | 3agaun, pemaeMble ¢ MOMOIIBIO aHATH3a KITHEHTCKON 6a3bl JaHHBIX

58. | MHCTpYMEHTHI KIIMEHTCKON aHATUTHKA

59. | O6nacTh MPUMEHEHHS JAHHBIX OU3HEC-aHATUTHKU

60. | Pa3pabotka CRM-cucteMbl KOMIIAHUU

7.3.2. Kputepuu 4 HOPMbI OLEHKH
®opma
CemecTtp TIPOBEACHHI . Kpurepun u HOpMbI OLIEHKH
NMPOMEKYTOYHOU
aTrecTanuu

3 3a4eT (1o «3aYTEHO» Ot 40 no 100 6amoB
HAKOIUTEIbHOMY Ot 0 go 39 GamnoB
peﬁTI/IHFy) «HEC 3a4YTCHO»




8. YueOHo-MeTOoAMYecKOe U MH(OPMAITMOHHOE O0ecTieYeHHe TUCIIUITHHBI

8.1. O0si3aTesibHAA JIUTEPATYpPa

Tun (yuyeOHHUK, yueOHOe

KoanuyecTBO B

Ne nocodue, yue0Ho- HAYYHOI
ABTOpBI, COCTABUTEIHN 3arsiaBue (3aroJjioBoK) I'ox n3nanus
n/n MeToauYecKoe mocoomue, ounoaunorexe /
NPAaKTHUKYM, Ap.) HaumenoBanue 3bC

1 Jukcon M. Bcerna sam kimment: Kak nooutscs - 2019 Pexxum noctyna:
Toman H., JIOSUTBHOCTH, Peliasi MpoOJIeMbl KIIMEHTOB 3a http://www.iprbooks
Henvicu P. OJIWH LlIar hop.ru/83104.html

(mara oOpameHus:
16.08.2021)

2 | Jlatprmresa JI.C. KineHnToopueHTHpOBaHHOCTS: MOHOTpadus 2020 Pexxum noctyma:
JIunicuu 1.B. HCCJICIOBAHMS, CTPATETUH, TEXHOJOTHU https://new.znanium.
Oiinep O.K. com/read?id=353141

(mara oOpameHus:
16.08.2021)
3 | ®okc JIx. Kak cratp BosmeOHMKOM nposax: [IpaBuna - 2019 Pexum nocryna:
NPUBJICUYCHUS U YICPIKAHUS KIINCHTOB http://www.iprbooks
hop.ru/82889.html
(mara oOparieHus:
16.08.2021)
4 | YepxamwuH I1. A. Crparerus yrnpaBiieHUs Y4e6GHOe mocobue 2020 Pexwum nocryna:

B3aMMOOTHOIIEHUsIMH ¢ KineHTamu (CRM)

https://www.iprbook

shop.ru/97585.html

((maTa obparnieHwus:
16.08.2021)

8.2. lonotHuTEIBHAS IUTEPATYPA
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Ne
n/n

ABTOpBI, COCTABUTEIHN

3arsiaBue (3arojioBoK)

Tun (yueOHuk, yueoHoe
nocooue, yueoHO-
MeToaH4YecKoe mocooue,
NMPaKTHUKYM, IP.)

I'ox m3panusa

KoauuecTBO B
HAy4YHOI
ounobamoTeke /
HaumeHnoBaHnue
IBC

bepasimes C. H.

TexHonoruu paboThl C TPYIHBIMU
KJIIMEHTaMH

2018

Pexxum nocryna:
https://www.iprbooks
hop.ru/75195.html
(mara oOpareHus:
16.08.2021)

I[log  ob6m. pen.

n.n.
Ckopo0Oorartsix, P.P.
Cunopuyka, C.H. Aanpeena.

MapKeTI/IHFI CO3JaHUC U JTOHCCCHUC
HOTpG6HTCJ’ILCKOI>i OCHHOCTHU

YyeOHUuK

2020

Pexxum nocryna:
https://znanium.com/r

ead?id=350431(nata
oOpareHus:
16.08.2021)

Typrynos M.

HapTI/ISaHCKI/Ie IMpoagaKu: Kaxk YBECTHU
KIIMCHTA Y KOHKYPCHTOB

2019

Pexxum pgocryna:
http://www.iprbooksh

0p.ru/86757.html
(mata obparmieHus:
16.08.2021)

Tkauenko E.A, 3axapoBa
K.A.

JloBHCH, KJTUEHT, OOJIBIIION U MaJICHBKUH :

rnmocobue AJI1 UHTCPHET-MApKETOJIOTOB

2019

Pexxum nocryna:
https://znanium.com
[read?id=346713
(mata oOpareHus:
16.08.2021)

Yeppu Ion

ITponatouue Bonpockl: P HEKTUBHBIN
CTIOCO0 BBISICHUTD, YET0 JICHCTBUTEIHHO
XOTSIT BaIIH KIUCHTBI

2019

Pexxum nocryna:
https://www.iprbook
shop.ru/82427.html
(mata oOpareHus:
16.08.2021)
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8.3. Ilepeuyenp mpogeccCHOHAJBHBIX 0a3 JAaHHBIX M MHQOPMALMOHHBIX CHPABOYHBIX
cucreM

. denepalbHBIN 00pa3oBaTeIbHBINA TOpTAT «IKOHOMHEKA. Commonorus. MeHePKMEHT
[l [ DnextponnsIiii pecypc] caiit -Pexxum mocryma: http://ecsocman.hse.ru;

. denepanpHas Ciyx0a TOCYJApCTBEHHOM CTAaTUCTUKU [DIJIEKTPOHHBIN pecypc]:
ounmaneHeIi cait. — Pexxum mocryma: http://www.gks.ru;

o Karanor y4yeOHMKOB, 000pyIOBaHMSA, ODJIEKTPOHHBIX PECYpPCOB [DIEKTPOHHBIN
pecypc]: caiT. - Pexxum nocryna: http://ndce.edu.ru;

. YuuBepcurerckas HHQopMalroHHas cuctema «Poccusi»: pecypchl U CEpBUCHI st

HSKOHOMHYECKMX M COLMAIBHBIX HCCIEJOBAHNH, YYEOHBIX TNPOTrpaMM M TOCYAAPCTBEHHOTO
yrpasienus [DIeKTpoHHbIH pecypce]: caiiT. — Peskum mocryma: http://uisrussia.msu.ru/is4/main.jsp;

. Kypnuan «Bornpockl 5KOHOMHKWY // [ DNEKTPOHHBIN pecypc]: calT. - Pexxum gocryma:
http://www.vopreco.ru.

. Scopus[DnekTponHslii pecypc] : pedepatuBHas 0Oaza manHbix. — Netherlands:
Elsevier, 2004— . — Pexxum gocTyma : scopus.com. — 3aril. ¢ 3kpana. — SI3. pyc., aHri.

. Elibrary[DnexTpoHHbIil pecypc]| : Hay4dHas 3JeKTpOHHAs OmOIMoTeka. — Mocksa :
H3B, 2000—- . — Pexxum nocryna : elibrary.ru. — 3ari. ¢ skpana. — SI3. pyc., aHri.

8.4. [lepeuenb mporpaMMHOro odecrneyeHust

Ne Hanmenosanue IO PexBuU3UTHI norongpa
n/n (1aTa, HOMep, CPOK JAeHCTBHS)
1 Windows Jorosop Ne 690 ot 19.05.2015r., cpok aeiicTBus
- GeccpouHo
2 Office Standart Horosop Ne 690 ot 19.05.2015r., cpox
JIEHCTBUS - GECCPOUHO;
Jorosop Ne 727 ot 20.07.2016r., cpok aeicTBus
- OeCCpovHO

8.5. Onncanue MaTepuaJbHO-TeXHUYeCKOH 0a3bl, HEOOXOAMMOM A/l OCYLIEeCTBJICHHSA
00pa30BaTeIbHOIO NMPOLECCA MO JUCHHUIINHE

HaumenoBanue 000py10BaHHBIX Y4eOHBIX

Ka0MHeTOB, J1adopaTopuii, MACTEPCKUX H

Ne Ap. 00BEKTOB 1JIsl IPOBEACHHUSA

N/ | NPaKTHYeCKHUX U JJa00paTOPHBIX 3aHATHIA,
MOMEILIEeHUH JJI51 CAMOCTOATENbHOM

padoThl o0yyaroumxcs (HoMep ayAUTOPUN)

Ilepeyenb 0CHOBHOTO 000pYynOBaHHS

YyeOHnass ayauTopusst ISl mpoBeneHus 3aHATUN | CTONBI YYEHHYECKHUE JIBYXMECTHBIE, CTOJ
JIEKIMOHHOTO  THMa. Y4eOHas ayAWTopus AJs | IPENOAaBaTENbCKUM, CTYJ IPErogaBaTeIbCKUM ,
MIPOBEACHUS 3aHATHI CEeMHMHApCKOro Tuma. YdeOHas | ocka ayquTOpHas (MenoBas), Jocka (GIumyapr,
aymuropus  AJS  KYpCOBOIO  MPOEKTHPOBAaHHS | TpUOyHA, CTYNbsS Y4YCHHYECKHE, IPOEKTOD,
1 (BBITTOJTHEHUSI KypCOBBIX PaboT). YueOHast ayAMTOpHs | SKpaH; KOMIBIOTED, JKaII031

JUIL TIPOBEIEHUS] TPYHNIOBBIX W WHAWBUIYaIbHBIX
KOHCYJIbTAlMH. YueOHast ayAuTOpHs Ul IPOBEICHUS
3aHATHH TEKyLIEro KOHTPOJS U HPOMEXKYTOYHOH
arrectaiuu. (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, JIa00paTOPHii, MACTEPCKUX H

Ne Ap. 00bEKTOB /1JIsl IPOBEACHHUS
N IlepeyeHb OCHOBHOIO 000PYI0BAHMS
n/n | NpPakTU4YeCKUX U Ja0OpaTOPHBIX 3aHATHH,
NMOMELIEeHUH VI CAMOCTOATEILHOMN

padoThl 00yyarommxcs (HoMep ayJAUuTOPHH)

VYuebHass ayauTopus UL NpoBeAeHMs 3aHATHH | [lapThl MOHOONOKHM  JBYXMECTHBIC, CTYJbS

CEeMHHApCKOTO  TUMa. Yd4eOHAs aymuTopHs Ui | YYCHHYECKHE, CTOJI IPEroJaBaTeNbCKHM, CTYI

KypCOBOTO IPOECKTUPOBAHUsI (BBIMOJHEHUsI KYypPCOBBIX | MPEIONABATEIbCKHUM, JIOCKa ayAUTOpHAs
2 pabor). VYueOnast aymuropus Ui TPOBE/ICHHA (menoBast), cTynbsi ydeHuuyeckue, skpaH, [IK,

IPYNIOBBIX W  WHAMBHAYAIbHBIX  KOHCYJIBTALMH. | IPOCKTOP, KATHO3H

VYueOHast aynuTopust Ul INIPOBEICHUS  3aHSATHH

TEKYLIEro KOHTPOJISI M HPOMEXYTOYHOH aTTecTaluy.

(C-807)

Kommbrotepusii  kiacc. YueOnast aynuropus g | [lepeHocHOH — mpoekTop,  9KpaH.,  CTOJBI

NIPOBEJCHUS 3aHATUI JIEKIMOHHOTO THUIMA. Y4eOHasi | yYEeHHYECKHe, CTOJI IPENoAaBaTelbCKuil, CTYIbS,

aynuTopusi JUisl mpoBeleHus 3aHaTuil cemuHapckoro | IIK c¢ Beixomom B cetb UHTepHET

TUna.  YueOHas  ayquTopus Ul IPOBEICHUS

nmabopaTopHbIX pabor. VYueOHas ayguTopus s

KypCOBOTO MPOSKTHPOBAaHMSA (BBIIOJIHCHUS KYPCOBBIX
3 pabot). VYuebHas ayauTOopus IS TPOBEACHUS

TPYNIIOBBIX W HMHAMBHAYAJIBbHBIX  KOHCYJbTAIHMit

VYyebHas ayauToOpWsl UL NIPOBEACHUS  3aHATHIM

TEKYILEro KOHTPOJSA M IPOMEXKYTOYHOH ATTECTALIUH.
Kabuner nHbOpMaTHKH (KOMIIBIOTEPHBIE Kilacchl). (O-
814)




