MMHUCTEPCTBO HAYKHU U BBICHIEI'O OBPA30OBAHM S POCCUMCKOM ®EJEPAITN
benepanbHOE TOCyIapCTBEHHOE 010 IKETHOE 00pa30oBaTesIbHOE YUpPEKICHUE
BBICIIET0 00pa30BaHUs
«TONBATTUHCKUN TOCYTAPCTBEHHBI YHUBEPCUTET

b1.B.04

(uHOeKc OUCYUunIuHbl)

PABOYASA ITPOI'PAMMA JIUCHUIIJIMHBI

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

(Haumenosanue OUCYUNIUHbL)

38.03.03 Ynpasnenue nepcoHaioMm

HaIpaBICHHOCTH (PO HIIbH)
VYnpaieHue nepcoHaaom

dopma o0ydeHHUs: OUHAs
I'ox mabopa: 2020
O6mmas Tpynoemkocts: 4 3E

Pacnpe)le.ﬂe}me aC0B JUCHHUIIMHBI IO CEMECTPpaM

Cemectp 6

®opma KOHTPOJIsI | DK3aMEH Hroro
Buj zansaruii
Jlexun 12 12
JlaGopartopHbie
[IpakTnueckue 24 24
PykoBoJICTBO: KypcoBble paboThI (mpoekts) / PI'P
ITpomMexyTodHast aTTeCTaIHs 0,35 0,35
KonraktHas pabora 36,35 36,35
CamocrosiTenpHas pabora 72 72
KonTpomib 35,65 35,65
Hroro 144 144




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

(OondcHocmy, yueHoe 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
HanpasieHus noarotoBku 38.03.03 Ynpapiienue nepcoHaiom

Cpoxk aeiicTBusi paGoyeii mporpaMMsbl JUCHUILIMHBI 10 «31» aBrycra 2024 r.

YTBEPXIEHO

Ha 3acenanuu nenapramenrta OakanaBpuara (3KOHOMHUYECKHX M YIIPABICHUYECKUX POTpamMM)

(mporokou 3acenanus Ne 1 ot «01» centsiops 2020 r.).



1. Ilean ocBOEHUN TUCIUILIHHDI

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:
MuxkposkoHoMEKa, DKkoHOMHKa, Ctatuctuka, Mapketunr, OcHOBBI HH(POPMALMOHHOW KYJIbTYPHI,

VYnopasnenue nepcoHanoMm, Opranuzanus HOpou3BoAcTBa, OCHOBBI MPEANPUHUMATEIHCKON
JESTEIbBHOCTH, OKOHOMHKa opraHu3zauuu, WHBectunuu, IlnanupoBaHue Ha mpeanpusiTHH,
[IpaBoBenenue, VYmpaBieHue OuU3HEC-TIpOIlecCaMU, YTPaBICHHE KOHKYPEHTOCIOCOOHOCTHIO

IPEANPUATHS, Y TIPABICHUE TPOCKTAMHU.

JIMCUMIUTMHBI U TIPAKTHKH, JUISI KOTOPBIX OCBOSHUE JIAHHOMW TUCIUIUIMHBI HEOOXOIMMO KaK
NpeAllecTBYIOIIee: YIpaBiIeHUE pe3yJbTaTUBHOCThIO 2, PpiHOK Tpyna, Crparernueckuil
MEHEKMEHT, DTHKA JCJIOBBIX OTHOIIEHUH, OCHOBBI CTPATErMUYECKOr0 YIpPaBJICHHUS TPYAOBBIMU
pecypcamu, CTpaTern4yeckuii MEHEI)KMEHT.

3. Ilinanupyembie pe3yJibTaThl 00y4YeHUs

(Ko ¥ HAMMEHOBAHUE)

(Ko ¥ HAMMEHOBAHUE)

dopmupyemble U HNuauxaropsl
KOHTPOJIHpYyeMbIe AOCTH/KCHHUS IInanupyemsie pe3ybTaThl
KOMIIETEHIIUH KOMIIeTEeHIUI o0y4eHus

[1IK-1. Cnocoben
OTIPEIETSTh KPUTEPUH
TIOUCKA, TPUBJICUEHUS,
noxoopa u otdéopa
MepCOHaNa, a TaKXKe
coOMpaTh, aHAJTM3UPOBATH
U CTPYKTYPUPOBATH
HUH(pOpMAIIHIO O
KaHaugaTrtax u
MPETIOKEHUSIX Ha PhIHKE
Tpynaa

ITK-1.5 Crtoco6HOCTB K
cbopy, aHAIIU3Y U
CTPYKTYPHUPOBAHHIO
uH(pOpPMAIIUU O KIIMEHTaX,
OTIPE/ICIICHUIO KPUTEPUECB
OIICHKH UX
YJIOBJICTBOPEHHOCTH,
MIPUBJICYCHUIO U
yIep)KaHUIO KITHCHTOB

3HATh: TEOPETHUECKUE aCTIEKThI
MPUBJICYCHHS] U YICPKAHUS
KIINCHTOB

YMeTh: COCTaBIATh NPOPUITH
noTpeduTens

Buaaners: MeTogaMu OLEeHKH
YIIOBJIETBOPEHHOCTH U JIOSIILHOCTH
notpeduTeneit




4. CTpyKTYpa U cofepKaHue JUCHUILIHHBI

®DopMBbI TEKYIIET0

Bu .
oy HanmenoBanue TeM 3aHSTHI KOHTPOJIsI
Monayas (pa3nes) y4eOHo . Cemectp | O0beM, u. | Bayisl HNHTepakrTus, 4.
paGoThi (yueOHoii padoThbI) (HauMeHOBaHHE
OLICHOYHOT'0 CPE/ICTBA)
Monyns 1. Jlex 1 6 2 -
TeopeTHIECKHE OCHOBHI OCHOBBI KOHLIENIIIUH KIIMEHTOOPHEHTUPOBAHHOCTH
TIpaBJICHUS
iSfHMOOTHOHjGHI/IﬂMI/I c fp 1 6 2 > Tecr
OCHOBBI KOHIIENIINY KIIMEHTOOPHEHTUPOBAHHOCTH Kpyristii cron
KITHEHTAaMH
Ip 2 6 2 5 Tect
OCHOBBI KOHIIENIINH KIIMEHTOOPHEHTHPOBAHHOCTH .
Kpyrasiii cton
Cpl CamocTosTenpHas pabota. M3yueHne 6 12 -
JIEKIMOHHOTO Marepuana. [loaroroska x
TECTUPOBAHHIO
Jlex 2 o 6 2 -
MHuoroo6pasue 4elnoBeuecKux MoTpeOHOCTEH.
Knaccugukarus norpeOHOCTEH B KOHIETITUH
KJIMEHTOOPHUEHTUPOBAHHOCTH
Ip 3 MHoroo0pasue 4enoBe4ecKix MoTpeOHOCTEH. 6 2 5 TerT
Knaccudukanus notpebHOCTe B KOHLEIIUY Kpyraiii cTos
KIIMEHTOOPHUEHTUPOBAHHOCTH
Ip 4 MHoroo0pasue 4enoBe4ecKix MoTpeOHOCTEH. 6 2 10 Tecr
Knaccuduxanus noTpe6HOCTEH B KOHIEIIIUN Pacuernas pabora
KIIMEHTOOPHUEHTUPOBAHHOCTH
Cp2 CamocTtosrenbHast pabota. M3yuenue 6 12 -
JIEKIIMOHHOTO Marepuana. [IoAroToBka k
Mosyns 2. OCHOBBI Jlex 3 Opranu3anus KIMEHTOOPUEHTUPOBAHHOMN 6 2 -
OpTaHH3aIN KOMITaHUH
KIIMEHTOOPUEHTUPOBAHHOM| [Tp 5 0 . 6 2 10 Tect
raHU3alMs KIMEHTOOPHEHTHPOBAHHON
KOMITAHHH K(FMH&HI/II/IH p p Pacuernas pabora
Keiic-3amaua
IIp 6 Opranu3anus KIMEHTOOPUEHTUPOBAHHOMN 6 2 7 Kpyristii cron
Pacuernas pabora
KOMITaHUHU
nas3 WnpuBrayansHOE AOMAIIHEE 33 JaHHUE 6 12 10




DopMBI TEKYLIET0

Bu "
o HanmenoBanue TeM 3aHSTHI KOHTPOJIsI
Monayas (pa3nes) y4eOHo . Cemectp | O0beM, u. | Bajasl HNHTepakrTus, 4.
ABOTLE (yue6Hoit paGoThI) (HauMeHOBaHHUe
P OLICHOYHOI'0 CPE/ICTBA)
Jlek 4 Tunonorus kiueHToB KoMnanuu. Iloptper 6 2 -
knueHTa. Buyer Personas
Tp7 Ortrok kiaueHToB. CyIIHOCTB, METO]] pacyeTa, MyTH 6 2 10 Teer
- Y ’ P - YT Pacuernas pabora
MPEOTBPAIICHUS OTTOKA
IIp8 Ortrok kiaueHToB. CyIIHOCTB, METOJI pacyeTa, My TH 6 2 7 KI?y“rnLIH cTon
MPEIOTBPAIICHHUS OTTOKA CHe=3aniada
Cp3 CamocTosTenbHas paboTa. M3yuenue 6 12 -
JIEKIIMOHHOTO MaTepuana. [loaroroska
TECTUPOBAHHUIO
Jlex 5 6 2 -
IIporpamMma nosbHOCTH
Ip9 6 2 5 Tecr
MeTpHKH OLIEHKH KIIMEHTCKOTO OIIbITa Kpyrustii cron
IIp 10 6 2 10 - Tect
MeTpHKH OLIEHKH KIIMEHTCKOTO OIIbITa Pacuernas pa6ota
Cp4 CamocrositensHas padota. Mzyuenne 6 12 -
JIEKIMOHHOTO Marepuana. [loaroroska x
TECTUPOBAHHIO
Jlex 6 . 6 2 -
Opraauzanust 0OpaTHOI CBA3H B
KJIMEHTOOPUEHTUPOBAHHOM KOMITAHUU
Ip 11 AHanu3 KJIMEeHTOB KaK OCHOBA Pa3BUTHS KOMIIAHUU 6 2 9 Tect
Kpyruslit cton
Pacuernas pabora
Ip 12 AHann3 KJIMEeHTOB KaK OCHOBA Pa3BUTH KOMITAHUU 6 2 7 Kpyraslii cton
Pacuernas pabora
Cp5 6 12 -

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




DopMBI TEKYLIET0

Bup .
Mony.ie (pasaen) y4ebHoii HaHMeHOBaH?e TEM At Cemectp | O0bem, u. | bauabl HNHuTepakTHs, 4. KOHTPOJIH
260THI (yue6Hoit paGoThI) (HauMeHOBaHHUe
p OLICHOYHOI'0 CpeCcTBA)
Kontpons 6 35,65
[TpomexyrouHas A 6 0,35 - -
aTTCCTAllus
Hroro: 144 100

Cxema pacueTra uToroBoro 0as1a

Texkymuii peUTHHT (BCE 3aHATHS U IPOMEKYTOUHBIE TECTHI) + Pe3ysbTaT UTOrOBOroO TECTa U BCE IETUTCS HA 2




5. O6pa3oBaTe/ibHbIEe TEXHOJIOTHHU

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

6. MeToauuecKue YKa3aHUus 110 OCBOCHUI0 TUCIHTUIIJINHBI

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

(¢uKCUpOBaTH  OCHOBHBIC  IOJIOKEHHS, BBIBOJBL,  (HOPMYITUPOBKH,
0606L[IGHI/I$I; nmoMeydarb BaXXHBIC MBICIHW, BBIACIATH KIIIOYCBBIC CJIOBA,
TepMHUHBL [IpoBepka TEpMHHOB, MOHATHUH C IOMOIIBIO SHIMKIONEIHH,
CHOBapeﬁ, CIIPaBOYHHUKOB C BbIIHCBIBAHUCM TOJKOBaHUH B TCTpalb.
O06o03HauuTh BONPOCHL, TEPMHUHBI, MaTepuaj, KOTOPBIH BBI3BIBAET
TPYIHOCTH, TIOMETUTh W TIONBITAThCS HANTH OTBET B PEKOMEHIYEeMOW
aurepatype. Ecian camocTosTensHO He yaeTcst 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 PEKOMEHAYEMOW JIUTeparypbl, padoTa ¢ TEKCTOM
(yka3atb Tekc W3 HCTOYHHMKA U Ap.). [IpocnmymuBanue ayamo — u
BHJICO3AIINCEN N0 3aJJaHHOW TEME, PEIICHUE, KeiC-3a1ad U Jp.
[ToaroroBka K | [Ipy moaroroBke K 9K3aMeHy HEOOXOAMMO OPHEHTUPOBATHCS Ha
9K3aMEeHYy KOHCIEKTHI JIEKIUH, PEKOMEHAYEMYIO TUTEPATYPY U JP.

CAMOCTOATEJIBHAA PABOTA
CamocrosiTenbHas paboTa crocoOCTBYET (OPMHUPOBAHUIO AHAIIUTHUYECKOTO U TBOPYECKOTO
MBIIICHHUS,  COBEPILEHCTBYET  CIOCOOBI  OpraHM3ali  JCSTeNbHOCTH,  BOCIHUTHIBAET
IENIeyCTPEMIICHHOCTh, CHCTEMAaTHYHOCTh U TTOCIIEIOBATEILHOCTh 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 mnpakTHueckum 3aHstmam  (JIUJISI OUYHOM W 3AO0YHOM ®OPMBEI
OBYYEHMUA);

pa60Ty C 3JICKTPOHHBIMH UCTOYHUKAMU;

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

H3yuenue meopemuueckoco mamepuana omnpenensercs padboueld ydeOHOW Mporpammoit
JUCLUILIMHBI, BKJIIOUEHHBIMU B HEE KAJCHAAPHBIM TUIAHOM HM3YYEHHs JAUCLHUIUIMHBI U MEPEUHEM
JII/ITepaTypBI; peKOMeH)IyeTCH HpI/I IIOATOTOBKE K 3aHATHUAM HOBTOpI/ITI) MaTepHan Hpe)IIHeCTBYIOHH/IX
TeM pabodero ydyeOHOro TJiaHa, a TakKKe MaTephall MPEAIIeCTBYIOMIMX YYEOHBIX UCIUIUINH,
KOTOPBIN CITYXUT 02301 N3ydaeMoro pasjesna JaHHOW TUCIIUILTAHEI.

Ilpu nodecomoexe k npakxmuueckomy 3ausamuio HEOOXOIUMO U3YYUTh MaTePUANbI JIEKIIHUH,
PEKOMEHIOBAHHYIO TUTEPATYpy. 3ydeHHBIN MaTepral cieayeT NpoaHaTu3upoBaTh B COOTBETCTBUU
C TUTAHOM 3aHSTHs, 3aTEM MPOBEPUTH CTENEHb YCBOCHUS COJIEPKaHUsI BOIIPOCOB.

Ilpu noocomoske K sx3ameny (3auemy) CIeIyeT pyKOBOJICTBOBATHCS MEPEIHEM BOIIPOCOB TSI
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 MaTepuai, W3JlaraeMblii B JIGKITMOHHOW dYacTh Kypca. Heobxommmo oBiageTh



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

IIpeanonaraercs, 4YTrO, MNPOCIYLIaB JIEKIUIO, CTYACHT JOJDKEH O3HAaKOMMUTBCS C
PEKOMEHI0BaHHOM JINTEPATypOil 13 OCHOBHOT'O CITUCKA, 3aT€M 0OpaTUTCS K HCTOYHHUKAM, YKa3aHHBIM
B OMOIMOrpadMuecKux CIUCKAaX H3YyYCHHBIX KHUT, OCYHIECTBUT MOHMCK M KPUTHYECKYIO OLICHKY
MaTepuaia Ha caiitax HTepHeT, cobepeT HeoOX0ANUMYIO HH(OPMALIUIO.

7. OueHOYHBIE CPEICTBA

7.1. IlaciopT OLIeHOYHBIX CPEACTB

Cemectp Koa koHTpO/IMpyemMoii KOoMIleTeH UM HaumenoBanue
(nJ1u ee yacTu) OI[EHOYHOT0 CPeACTBA

6 [TIK-1. Cioco6en onpenensiTh Tecmosvie 3a0anusi.
KPUTEPHUH TTOWCKA, PUBJICUCHUS, Bonpocwi k sx3ameny 1-60
nondopa u 0TOOpa nepcoHana, a Takxke | Kpyeuwiti cmon
coOupaTh, aHATU3UPOBATH U Pacuemnas paboma
CTPYKTYpUPOBaTh HH(HOPMAIUIO O Ketic-3a0aua
KaHIUAATaxX U NPEIIOKEHNIX Ha s
pBIHKE Tpyaa

7.2. TunoBble 3aJaHUS] MU HHbIE MATePUAJIbI, HEO0X0IMMBbIe VIl TEKYLIEero KOHTPOJIs

7.2.1. _TectoBble 3a1aHNS
(naumenosanue oyeHoyHO20 CPeocmaa)

Tunossle npuMepsl 3a1aHUi

TecTupoBanue no Teme «OCHOBBI KOHLIENIMH KJIMEHTOOPHEHTHPOBAHHOCTH
1. BpickaspiBanue: «CymecTByeT JUIIb OJHO MPaBOMepHOe 000CHOBaHUeE LieJIM Ou3Heca:
CO3/1aHMeE YAOBJIETBOPEHHOI0 KIIHEHTA», - IPHHALJICKHUT...
Hutepy Jipyxepy
Owmmnny Kornepy
XKan-Kaky JlamGeny
Heiiny bopneny
Ileab KIHEHTOOPHEHTHPOBAHHOCTH: «/locTaTOYHOE MOHUMAHHKE LeJIeBbIX
norpeduTesIei AJ1s1 TOro, YTO0BI CO3AaBATH /IVI HUX HANBBICIIYIO ICHHOCTH B TEYCHHE
NPOAOKHTEJIBHOI0 IEPHOAa BpeMeHH ', - OMUCHIBAIOT...
x. Hapsep
C. Caneintrep
I1. ipyxep
H. bopnen
B peliTHHrax KJIMeHTOOPHMEHTHPOBAHHOCTH KOMIIAHMI NEepPBbIe MECTA 3AHMMAIOT:
Amazon
Microsoft
ITAO "TonpsrTuazor”
ITAO "ABTOBA3"
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I'naBubIM 3¢ deKTOM OT OpHUEHTAMH OM3HeCAa HA KJIMEHTA H0JI:KeH ObITh MPUPOCT:
npuObLIN
JIOJIU pbIHKA
YHMCJIEHHOCTU NIEPCOHAJIa KOMIIAaHUH
TOBAPHBIX HO3HI.IPII>1 B AaCCOPTHUMCHTC KOMITaHUU
B nngposoii 3xoHOMEKe yCIIeITHOCTH OM3Heca o0ecneynBaeTcs B IEPBYIO oYepelb:
KIIMEHTOOPHUEHTUPOBAHHOCTHIO
WHHOBAIITMOHHOCTBIO
KayecTBOM TOBapa
a¢deKTUBHBIMU OHU3HEC-TIPOLIeCCaMU
OpuneHTHPOBAHHAS HA KJIMEHTAa KOHLEINIUs YCTOHYMBOro Ou3Heca, IOCTPOeHue
KOTOPOro 0asupyercss HAa MH(POPMAITMOHHBIX TEXHOJIOTUAX, MIPEACTABJIsAET COOOM:
YIPaBJICHUE B3aUMOOTHOIICHHUSIMU C KJIMEHTaMU
yIpaBieHHEe MaTepUAIbHBIMU U UH()OPMAIIMOHHBIMU TOTOKaMU
YIPaBJICHUE B3aUMOOTHOIIEHUSIMU C COTPYIHUKAMU
yrpaBieHHe Ou3HeC-TPOIEeCCaMu
«MHCTPYMEHT ynpaBjieHUs] B3AaMMOOTHOIIECHHS ¢ KJIMEHTAMU, HALleJICHHbIN Ha
MOJIy4eHHe YCTOMYMBOI NPUOBLIH B J0JTOCPOYHOM NepHO/ie», Ha3bIBAETCH:
KJINEHTOOPEHTUPOBAHHOCTh
CTpaTerus MapKeTHUHIa
CTpaTerus ynpaBJieHUs
JIOSUTBHOCTH KJIIMEHTOB
Puiiocoduio KIMEHTOOPHEHTHPOBAHHOCTH: « MHUIMAIMSA N0JI0KUTETbHBIX IMOUMI H
BOCTOPra y NOTEHIHAJIbHBIX H CYLIECTBYIOIINX KJIHEHTOBY, - ONIUCHIBAET...
N. Maun
. bepe3zun
1O. CmupHoB
M. Yenypun
B y3k0M cMbIc/ie KIHEeHTOOPHEeHTHPOBAHHOE YIIPaBJIeHHe aKIeHTUPYeT BHUMaHHue
Ha...
a. Ha ydere mMoTpeOHOCTEH KIMEHTOB
b. ynydrenun mporecca 00CTyKHBaHUS KITUCHTOB
C. MHHOBAIIMOHHOM PAa3BUTHUH
d. TMOBBINICHUH KauecTBA NPOIYKIIHU
10. B unpokom cMmbliciie (pOKyCHPOBKA HA Y10BJIeTBOPEHUH MOTPeOHOCTEH KINEeHTA
npeacTaBJsieT co0oii...
a. MeX(QYHKIMOHAIBHBIN MpoIece, MPOHU3BIBAIOIINN BCE YPOBHH OpraHU3allMOHHOM
CTPYKTYPbl KOMIIAaHUU
b. mpornecc yuera morpeOHOCTEH KIMEHTOB
npoliecc 00CTyKUBaHHSI KITUEHTOB
d. WHHOBaIMOHHBIN MpoIECC
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Kparkoe onucanue u perjiaMeHT BbINOJHEHHSA
1. IIpoBecTH TeCTUpOBAaHUE CTYIEHTOB COIVIACHO IUIaHA-rpaduKa.
2. OueHUTh KOJIMYECTBO IPABUIIBHBIX OTBETOB.
3. BeIcTaBUTH pe3yabTaThl TECTUPOBAHUS.

Kpurepum oueHku:
2 Gayia — MpaBUIIBHO BBIMOJIHEHO O0JbIie 2/3 TeCTOBBIX 3aaanuii (7 u Oonee);



0 GayTOB — MPABIIILHO BBITIOJIHEHO MEHBIIE 2/3 TeCTOBBIX 3aJaHui (MEHBIIIE 7).
-20a1a — CTyJIeHT He BBIIIOJIHUJ TECTOBBIC 3a/IaHHMS.

7.2.2 KpyrJablii CTOJI

(HaumeHosanue oYeHoUYHO20 cpeocmsa)

IlepeyeHb AUCKYCCHOHHBIX BONPOCOB [Jsi Kpyrjaoro crona mno Teme «OcCHOBBI
KOHUENUHMH KIHEHTOOPHEHTHPOBAHHOCTH»

1. Omnwucare OCHOBHBIE MCTOPUKO-IKOHOMHUYECKHE MPEANOCHIIKA BO3ZHUKHOBEHUS KOHLEMIIUU
KJINEHTOOPUEHTUPOBAHHOCTH.

2. OOcynuTh COBpPEMEHHBIC TMPEANOCHUIKM BO3HHUKHOBEHHS M Pa3BUTUS  KOHLEMIMU
KJINEHTOOPUEHTUPOBAHHOCTH.

3. HasBare M pacKpbITh CYHIHOCTb YYEHHH, MPEIIIECCTBYIONIMX BO3HUKHOBEHHIO KOHIICTILIUU
KJINEHTOOPUEHTUPOBAHHOCTH.

4. OO60CHOBATH aKTYaJIbHOCTh KOHIIETIIIUH KIMEHTOOPUEHTUPOBAHHOCTH.

5. PackpbITh CyIIHOCTH KOHLIETIUHN KIMEHTOOPHEHTUPOBAHHOCTH.

IIpoueaypa oueHuBaHuA:
1. Onpenenutsb cTeneHb YCBOSHUS MaTepualia (CTyA€HTbI IPUBOIAT 1I0BO/IbI, OOBSICHEHU).
2. OueHUTh OPUTMHAIBHOCTh BBICKA3bIBAHMS (CTYAEHT KOHCTPYHPYET HOBBIH CMBICI, HOBYIO
MTO3UIIHIO).
3. OueHUTh MHIUBUAYAJIBHBIA BKJIAJ CTYACHTA B JAUCKYCCHIO (CTYIEHT CTPOUT KOHCTPYKTHBHBIM
JTAAJIOT B MIPOIIECCE OOIICHUSI.
4. OnpenenuTth KauecTBO M3JIOKEHUS MaTepHaia (CTyIEHT JIOTUYHO U YETKO (OpMyJIUpyeT CBOU
MBICJIN).
5. OueHUTh KOMMYHHUKATHBHbIE YMEHMS (CTYJIEHT BiaJeeT MpPaBUIaMU PEUEBOr0 3THUKETA, YMEET
CIIyIIaTh U CJBIIIATH APYTUX, pearupoBaTh Ha APYTUe MHEHUS).
6. BbICTaBUTH pe3ysIbTaThl OLEHKH.

Kputepun onenkn:
3 Oaa:
® CTyIEHT OOHapy)XHBaeT MOHUMaHHE MaTepHala, MOXeT 00OCHOBATh CBOU CYXKICHHUS,
® U3JaraeT CBO€ MHEHUE JIOTMYHO, TIPaMOTHO C HCIOJb30BAHHUEM HHCTPYMEHTApHs
JMCITUTIIMHEL.
L] I[eMOHCTpI/IpyeT HaBBIKU CUCTCMHOI'O aHAJIN3a 06HII/IX TCH}IGHHI/Iﬁ nu KOHKpCTHHX CHTyaHHﬁ;
2 Oa:
® CTyIeHT OOHapyKMBaeT MOHMMaHHE MaTepuaia, HO JOMyCKaeT OMUOKU B (OPMYIHUPOBKE
ONPEACIICHUN U MTOHITHH;
1 6amos:
® CTYIEHT JOMycKaeT OomMOKH B POPMYIHPOBKE OMPEACICHUN U MOHATUH, HCKAXKAIOIINE UX
CMBICIT;
® U3JAraeT Cy)XJCHHS OECIOPSI0YHO U HEYBEPEHHO.
0 6amnos:
® CTYIEHT M3JaraeT CyXJACHUsS OECIOPSA0YHO U HEYBEPEHHO.

7.2.3 Keiic-3a1aua

(naumenosanue OYeHOYHO20 CPeocmaa)

Keiic-3ana4a no Teme «Opranuszanusi KJIMeHTOOPHEHTHPOBAHHOM KOMIIAHHM»
3ananmue.
1. BrIOpaTh KOMMEPYECKYIO OpTaHU3AIIHUIO.



no

IIpeacraBUTh 5KOHOMHUYECKYIO XapaKTEPUCTUKY BEIOPAaHHOI KOMMEPUECKON OpraHn3aliHH.
3. Omnwucarb ocHOBHbIC TpeOoBaHus, mnpeabsBiusiemMble k CRM-cucremam (mpukiagHOMy
MIPOTPAMMHOMY OOECIICUCHHIO) JJIsi OPraHU3aIMK PA0OTHI C KIIMEHTAMH.
4. ]JlaTb CpaBHUTENIbHBIE XapaKTEPUCTUKY MPOTPAMMHBIX MPOJIYKTOB, MPEIHA3HAUEHHBIX IS
ABTOMATHU3AIIMHU B3aUMOJICHCTBUS C KIIMEHTaMHU.
5. O6ocuHoBath BEIOOp CRM-crcTeMBl 111 KOMMEPYECKOil OpraHu3aIym.
6. Ilpemnoxute anroput™ BHenpeHuss CRM-cuctembl u WHTErpanuu €e B KOPIOPATUBHYIO
MH(GOPMALIMOHHYIO CHCTEMY.
s pemieHus Keic-3aadul CIeAyeT BOCIOIb30BaThCS HHGPoOpMAIueil ¢ opuUIIMaTbHBIX
WHTEPHET-CAalTOB OpraHu3aIuu.
IIpouenypa oneHnBaHuA:
1.IIpoBepuTh COOTBETCTBHE pelIeHUs CHOPMYIUPOBAHHBIM B Kelice 3aJaHusIM
2.01ueHuTs 000CHOBAHHOCTH MPETI0KEHHOTO PEIICHUS, HATMYUE alIbTEPHATHBHBIX BAPUAHTOB.
3.01eHUTh OPUTHHAIBHOCTH MOAXO0/1a K PEIICHUIO Kelca.
4 HanucaTh peKOMEHAIMH IO pe3yibTaTaM BBITIOJIHEHHON PabOTHI.
5.BbICTaBUTH pe3ynbTaThl OLIEHKH.

Kpurepun oneHku:
4 Gat:
® CTYAGHT MPOSBUI TBOPYECKHE CIIOCOOHOCTH B MOHUMAHUM, U3JI0OKEHUU U MPAKTHUYECKOM
MPUMEHEHUN y4eOHO-TIPOrpaMMHOTO MaTepHana;
® CTYICHT TPOJEMOHCTPUPOBAI HABBIKM CHCTEMHOrO aHaiW3a OOUmMX TEHACHIWH U
KOHKPETHBIX CUTYyallHii;
® CTyJGHT cJIenal BBIBOABI IO pe3ylbTaTaM pelieHusl Kelc-3ajauu U paspadoTai
000CHOBaHHbIE PEKOMEH/IALINY;
3 bayna:
® CTYICHT MPOJEMOHCTPUPOBAI HAaBBIKM CHCTEMHOIO aHaju3a OOLIMX TEHICHUUH u
KOHKPETHBIX CUTYyallH;
® CTYJEHT C/eJal BBIBOJBI 110 pe3ybTaTaM pelIeHUs Kelic-3a/1auH;
2 Ganna:
® CTYJEHT C/eJal BBIBOJIBI 110 pe3ybTaTaM pelIeHUs Kelic-3a/1auH;
0 Ganos:
® CTYIGHT JOMYCTHJ TPUHIMIUAIbHbIE OLIMOKM B BBINOJHEHUU TPEAYCMOTPEHHBIX
IIpOrpamMMoi 3aJaHui;
e pemlaeT NpakTUYECKUE 3aJadd C OOJBIIMMM 3aTPYAHEHUSIMHM, HE CIpABISETCS C HUMHU

CaMOCTOSITENIBHO;
-4 damnna:
® CTYJICHT HE BBIMOJHWI KEHC-3a7ady W HE CJeJal BBIBOJBI 10 pPe3yJbTaTaM pEIICHHs Keic-
3a1a4H.

7.2.4 PacuerHasi padora

(HaumeHoB8aHUe OYEHOUHO20 CpedCcmaa)

Pacuernas pa6ora no Teme «MeTpHUKH OLEHKH KJIMEHTCKOI'0 ONbITA)

3aganmne. OnpenenuTh UHICKC YAOBIETBOPEHHOCTH MOTPEOUTENE U MPOKOMMEHTUPOBAThH
MoJIyuYeHHbIe pe3yabTaThl. [locTpouTs KapTy (MaTpuIly) yIOBIETBOPEHHOCTH KIMEHTOB.

Hcxoanble naHHble. 151 OLEHKH yIOBIETBOPEHHOCTH YyCIayrod ObuaM omporieHsl 500
KJIMEHTOB KOMIIaHUH, KOTOPbIE B TEUEHHE MOCIEIHUX 3 MECSIEB €€ BOCIOIb30BAINCh. B KauecTBe
OLIEHUBAEMbIX MapaMeTpoB ObLIM BBIJENIEHBI CIENyIONMEe KPUTEPHH: IIeHA YCIIYTH, pa3HooOpas3ue
OTILIMIA, IPOCTOTA Ipolecca 0pOpMIICHHUS, YpOBEHb KBaTU(UKALMU TIepCOHANIa KOMIIAaHUH, CKOPOCTh
oOcyxuBanus. Kiuenram ObL10 MPeUIoskeHO OTBETUTH Ha JIBa BONPOCa MO 7-MU OaJIbHOM ILIKaje:
Hackonbsko Baken nist Bac nanneriii mapametp? (ot 1 6amia — oT «COBCeM HE BaXKEH» 710 7 OaJUTOB —
«OYEHb BAKEHY);



B kakoii crenenu Bwl ynoBneTBOpeHbl NaHHBIM mapamerpoMm? (oT 1 Oamma — OT «coBceM He
YIIOBJIETBOPEH», 10 7 OaJIJIOB — «IIOJHOCTBIO yJIOBIETBOPEH»). 1o pe3ynabTatam ompoca MmosrydeHsl
JTaHHbIE MTPECTaBICHHbIC B Tabmuie 1.

Tabmuua 1 — Pe3ynpTaThl onpoca KIMEHTOB KOMITAHUH

Cpennsist onenka Cpennsisi oueHKa YpOBHS
IMapameTp YIOBJIETBOPEHHOCTH
Ba)KHOCTH NapaMeTpa napameTpom
Lena ycoyru 6,8 55
Paznoobpazue onmuii 5,7 6,1
[Tpocrora mpouecca ohopmiieHUs 6,4 53
YpoBeHb KBATM(PUKALIMKA COTPYTHUKOB 6,3 6,3
CkopocTb 00CITy’)KUBaHUS 6,7 5,9

PacueTbl pekoMeHyeTCs BBIOIHATE B iporpamme Microsoft Excel.

IIpoueaypa oueHuBaHuA:

1.IIpoBepuTh COOTBETCTBHE peLICHUs C(HOPMYIUPOBAHHOMY 3a/1aHUIO.
2. IlpoBepuTh NpaBUIBHOCTh pacueTa (MaTeMaTHUECKU U JJOTMYECKH).
3. O1ieHuTH 000CHOBAHHOCTH MPEJIOKEHHOTO PEIICHHS.

4. OueHUTh OPUTMHAIBHOCTD MOAX0/1a K PEIICHUIO 3a/1aHusl.

5. BeIcTaBUTB pe3yabTaThl OLICHKU.

Kpurepuu ouenkmu:

-4 G6ama — CTy/IGHT He BBIIMOJIHUI MPAKTUYECKOE 3a/IaHne U HE CJIeNIall BBIBObL;

0 6anioB — CTYJEHT BBIIIOJHWI IPAKTUYECKOE 3aJJaHUE C OINOKAMU;

3 6an — CTYJAeHT NMPaBUIHHO BBIMOJIHII MPAKTHUECKOE 3a/1aHUE;

4 Gaina — CTYICHT CJieJiajl BBIBOJIBI 110 PE3YJIbTaTaM BBIMOJHEHHUS MPAKTHUECKOTO 3aJaHusl.

7.2.5. U3

(HaumeHOBaHUE OYEHOYHO20 Cpedcmsa)

I/IH)II/IBI/IJIyaJIbHOC AoOMalIHEE 3alaHHue.

1.

33}13‘11/1 HHAUBUAYAJBHOI0 JOMAIIHEIro 3aIaHUA:
BLIpa6OTKa YMCHUS CaMOCTOSATEIIbHOMN pa6OTLI C JIMTCPATYPHBIMU HCTOYHUKAMH U

HSKOHOMHYECKOH uHpopManmed B  o0JacTH TEOpUM U TPAKTUKM  YIpaBICHHUS
B3aMMOOTHOIIEHUH C KIIMEHTaMU;

OBJIJIETh HaBbIKaMU pPA0OTHl € KJIMEHTaMHU (COCTaBIIEHHE MOPTpeTa KIIMEHTa, CTaHAapTa
00CITy)KBaHUS KIIMEHTOB, KapThl yTH KJINEHTA);

YCBOUTHh METOAMKY OIEHKH KIMEHTCKOTO OMbITa U aHAJIM3a SYKOHOMHYECKUX PE3yIbTaTOB
pabOTHI C KJIUEHTAMHU.
NuauBuayaiabHoe JoMalIHee 3aJaHUe SBISCTCS CAMOCTOSTEILHON KOMIUIEKCHOM paboToi

CTYACHTa, OTpa)KaIOHIefI CTCIICHb YCBOCHHA UM JUCIUILIMHBL ((KJ'H/IGHTOOpI/IeHTI/IpOBaHHI)Ie CUCTEMBI» 1
CIIOCOOHOCTh HCHOJIb30BaTh IMNOJTYYCHHBIC B XOIC 06y‘leHI/Iﬂ 3HAHUA TIpU PCIICHUU KOHKPCTHBIX
MPaKTUYCCKUX 3aaad B obactu YIIpaBJICHUA B3aMMOOTHOIICHHH C KIWEHTAMH M TIOBBIIICHUS
KIIMCHTOOPUCHTUPOBAHHOCTH KOMITAHUH.

1. BeiOpare koMmaHuio. J[aTh KpaTKyr0 SKOHOMHYECKYIO XapaKTEPUCTHKY HPEANpPUATHS

(Tabmuma 1)



IToxa3zaTenun

202..

202 .

202_-202_rr.

Aolc.

OTtHoc.

Bripyuka ot nponax, pyo.

CebecTonMOoCTh TIPOJIaX, pyo.

Banosas mpu0sLIH, pyo.

praBJ’IeH‘IeCKI/Ie pacxonsbl, p.

Kommepueckue pacxoasl, pyo.

[IpubsLIE OT IpOAaX, PyoO.

PenTabensHOCTh MpOaax, %

PenTabensHOCTE IPOU3BOACTBA, %0

3arpatsl Ha pyOib BEIPYYKH, pYO.

2. Onucath 3JIEMEHThI KOPIIOPATUBHON KYJIBTYPHI.

3. BeiaBuTH HEAOCTATKU U IMMPCHUMYIICCTBA 06CJ'Iy>KI/IBaHI/I$I kianeHToB. COCTaBUTh cTa”naapT

00CITy>)KMBaHUS KIIMEHTOB.

4. CocTaBUTH KapTy TOYCK KOHTAKTa HOTpe6I/ITeJ'IeI71 KOMIIaHHH. Hpe):[JIO)KI/ITB BO3MO>XHOCTH

YBCIMYCHUA KOJIUYCCTBA TOUCK KOHTAKTa HOTpC6HTCJ’I€ﬁ.

5. HpoaHaJ'II/ISI/IpOBaTL BHUAblI WM KaHaJbl 06paTHOﬁ CBA3H, HUCIIOJIb3YCMBIC KOMIIaHHEH H

MNPpEaAJIOXUTh BO3BMOKHOCTHU UX paCIMPCHUA.

6. CocTtaBHUTH AHKCTY U OIIPOCUTH IMOTCHIUAJIbHBIX HOTpe6HTeHeﬁ. IIo pe3yjibTartaM OIIpoca

COCTaBUTH MOPTpeT KimeHnta Buyer Personas.

7. CoctaButh KapTy nyTu Kiauenta Customer Journey Map (mra6ion npezacrasieH B Tabnuie

2)

Tabmuna 2 — [a6non Customer Journey Map

ITepcona @. H. O.

Customer Journey Map

Bospacr

CTaI[I/II/I KHU3HCHHOI'O

MUKJIa

MecTo XKUTEILCTBA

JlencTBUA KIMEHTA

WHuTepecsl

Toukn KoHTaKTa

Craryc kineHTa

Lenu n oxxugaHus

IToxynarensckue Omoruu  (OTJIMYHO — —
LIGHHOCTH XOpOILIO — HOPMAJIBHO —
MeYaJIbHO — HOPMAJIBHO)
ITokynarensckoe BaxxHocTh  (BbICOKAst —
MIOBEJICHUE CpenHsis — HU3Kas)
Hcnonp3oBanne OTMBIT KIINEHTA
COIIMAJIbHBIX ceTelt
IIpenmnouyrenust mo Pexomenmanmuu
cMapTdoHam
TexHonornueckas Nnmoctpanuu
MIPOJIBUHYTOCTh

8. Ilo pe3yibTaTaM Ompoca U JaHHBIM KOMIIAHHUU PACCHUTATH OCHOBHBIC MCTPUKHU OLCHKH
KIIMCHTCKOT'O OIIbITa U IPOaHAJIM3UPOBATE DKOHOMHUYCCKUE PE3YIIbTAaThL pa60TI)I C KJIMCHTaMH 3a JIBa




roaa: Cpel[HI/Iﬁ A0X0I € KIIMCHTA, CTOUMOCTD IMPUBJICUCHUSA KIUCHTA, CPOK OKYIIACMOCTHU 3aTpaT Ha
IMPUBJICYCHUC KIIMCHTA, Cpe,Z[HI/Iﬁ Y€K HOBOI'O KJIMCHTA.

IIpoueaypa oneHuBaHUSA:

[TpoBepuTH COOTBETCTBHE PEIICHUs CHOPMYITHPOBAHHOMY 3a/IaHUIO.
[IpoBepuTh NpaBUILHOCTD pacyeTa (MaTEMaTHUYECKU U JIOTHUECKH).
OneHnuTh 000CHOBAHHOCTH MPEATIOKEHHOTO PEILICHHS.

OueHUTh OPUTHHANBHOCTH MOJX0AA K PEHICHUIO 3a/1aHuSs.

Hanmcats pexoMeHIanuu o pe3ysibTaTaM BBIOJIHEHHON paboTHI.
BricTaBuTh pe3ynbTaThl OLEHKHU.

arONE

Kpurepun oneHku:
10 OGaymoB — mpeACTaBIIEH OTYET, COJAEpKAIIMM BCE 3aJaHMs; BCE pACUYEThl BBHINIOJIHEHBI B
COOTBETCTBUU C TPEOOBAHUSIMH, MPEJICTaBIICHA rpaduuecKas HHTEPIIPETalUs, ClIeJIaHbl IPaBUIbHBIC
BBIBOZIBI, CTYJCHT CBOOOJHO BJaJI€eT METOAAMHU IKOHOMHYECKOTO OOOCHOBAHHUS MPUHHUMAEMBIX
pEIICHUN U TTPEITIOKECHUN;
7-9 GamioB — TpEACTaBICH OTYET, COJEPXKAIIWK BCE 3a/JaHUS; BCE pPACUEThl BBHITIOJIHEHHI B
COOTBETCTBUU C TPEOOBAHUSIMH, MPECTaBIeHA rpadrueckas HHTePIIPEeTalns, ClIeIaHbl IPaBUIbHBIE
BBIBOJIBI;
4-6 0GaminoB — MpeACTaBlIeH OTYET, COJIEpXKAllMii BCce 3aJaHMs; BCE pAacuUeThl BBIOJHEHBI B
COOTBETCTBUH C TpEOOBaHHIMH, MPEJICTaBlICHA TpaduuecKas HHTEPIPETAIUs, CACTaHbl BEIBOJIBI, B
pacueTrax JOMyIIeHb HETOYHOCTH;
1-3 Gamna — mpeacTaBiIeH OTYET, CONEPIKAIIMK BCE 3a/laHMsl; OTCYTCTBYIOT BBIBOJBI, Ipadudeckas
MHTEPIIPETALNS, B pacyeTaxX JOMYILIEHbI CYIIeCTBEHHbIE OIMIMOKH.
-10 GanyoB — CTYJEHT HE BHIIIOJIHUII 3aJIaHUE.

7.3. OueHo4Hble cpeacTBa AJs NMPOMEXKYTOYHOH aTTeCTAIMH MO HMTOraM OCBOEHUS
JUCIHHMIIINHBI

7.3.1. Bonnpochbl K IPOMeKYTOYHOI aTTeCTANNH

Cemectp_6

Ne

. Bomnpocs! k 3k3ameny

1. HcToprKo-3KOHOMUYECKUE PEANOCHUIKY BOSHUKHOBEHHUS KOHIICIIIMU KIIHEHTOOPHEHTUPOBAHHOCTH

2 OcHoBHble  TpeHIbl 9KOHOMMKM XXI Beka Kak NPEANOCHUIKM  BO3HUKHOBEHHMS  KOHLEILUH
KJIMEHTOOPHUEHTUPOBAHHOCTH

3 CoBpeMeHHbIe 1IM(PPOBBIE TEXHOJIOTHH M KIMEHTOOPUEHTUPOBAHHOCTh

4 Tpancopmanus OnzHeca B uppOBON IKOHOMUKE

5 TeopeTryeckue NpeAnoChIKH KOHIETIUH KIMEHTOOPUEHTUPOBAHHOCTH

6. HccrnenoBanus B 001aCTH PHIHOYHBIX OTHOIICHHUN

7 AXTyaJIbHOCTh KOHIETIHH KINEHTOOPUEHTUPOBAHHOCTH

8 CyImHOCTh KOHIENINHU KIIMEHTOOPHEHTHPOBAHHOCTH

9 Pe3ynbpTaTHBHOCTD OPHEHTAIMH HA KIIMEHTa

10. | Knaccudukamus notpeOHOCTEH B KIIMEHTOOPHEHTHPOBAHHOM I10/IX0/1€

11. | ba3oBsle 1 IPOU3BOHBIE TOTPEOHOCTH

12. | Knaccuduxanus norpednocreii [xona Keiinca

13. | Marpuua norpednocreit Xomens-IIpaxanana

14. | Hepapxus 4enoBedecKux MmoTpedHocTeit Abpaxama Macioy.




15.

Kapa IOur. YeTsIpe nmcuxoTuia 4eoBexa

16. | Ilate THHOB KiIMeHTOB. [ICHX0IOrHYECKUH acIEKT

17. | Knaccudpukarmus DISC Yunssima Maprtcona

18. ConmanbHble TUIBI KIIMEHTOB

19. Tune! KINEHTOB B MPOJakax

20. | Tums! HHTEPHET-KIINEHTOB

21. | Buyer Personas. CoBpeMeHHBIH TOIX0

22. | Pa3paboTka mopTpeTa uaeaIbHOTO KINEHTa

23. | ®opMHupOBaHKE HACOIOTHU KINEHTOOPHEHTHPOBAHHOW KOMIAHUH
24. | CymHOCTb U IPHYUHEI OTTOKA KIINEHTOB

25. | OcHOBHBIE HaNpaBeHUS MIPEIOTBPAICHUS OTTOKA KIUEHTOB

26. | KimeHTCKMIA OBIT, HOHSITHE U CYLTHOCTh

27. | Anroput™m IeHCTBHI 1O YIIy4IIECHNIO KIMEHTCKOTO OIbITa

28. | MeTpuKH OLIEHKH KIMEHTCKOT'O OIBITA

29. | JlosnpHOCTH KIIMEHTOB, MOHATHE U CYIIIHOCTh

30. | IIporpamma JOSIIBHOCTH, MOHSTHC U CYLITHOCTb

31. | JIMCKOHTHBIE IPOrPaMMBbI

32. | boHycHbIe mpOrpaMMEI

33. | MHOroypoBHEBbIE IPOrPAMMBI JIOSIIBHOCTH

34. | IlapTHepckue NpOrpaMMBI JIOSIIBHOCTH

35. | LleHHOCTHBIE TPOTPAMMBI JIOSUTEHOCTH

36. | Pa3paboTka mporpamMmebl JIOSUTBHOCTH

37. | Crparernu mporpamm J0sUIbHOCTH M HHCTPYMEHTBI X pEaTH3aIiN
38. | IlpuHIuIEI pabOTHI B KIIMEHTOOPUEHTHPOBAHHOW KOMIIAHUHT

39. | DTambl OpraHU3anyuy KIMEHTOOPHUEHTHPOBAHHON KOMITAHUH

40. Touku koHTaKTa moTpedurens ¢ OpeHnom. CoBpeMEHHBIE TIOXOIBI K KIIacCH(DUKAIIUHI
41. | OpraHu3zamus ToUeK KOHTaKTa MOTpeduTens ¢ OpeHIoM

42. Customer Journey Map, moHSTHE B CYITHOCTB

43. | Mogens moctpoerus Customer Journey Map

44. | XXv3HeHHBIH MK KIHeHTa. [IoHATHE. CyITHOCTh, CTaIUN

45. | Cnou napopMannm Ha CTaUAX KU3HEHHOTO IMKJIa KIHEHTa

46. | Pa3pabotka u mporecc noctpoerns Customer Journey Map

47. | ObparHas cBs3b. [IoHATHE U CYIIHOCTH

48. | Opranu3anusi CUCTEMbI 00paTHOI CBSI3U

49. | TlpeumyiiecTBa UCIOIb30BAHUSA OOPATHOM CBS3H

50. | Knaccuduxkanusi o0paTHoii cBsi3u. 3anpairrBaemMas oOpaTHasi CBA3b
51. | Knmaccudukanus obpaTtroii cBs3u. [Ipsamas oOpaTHas cBA3b

52. | Knaccuduxkanus BUJOB onpoca

53. | Crpykrypa ompoca

54. | Ipouenypa ompoca

55. CocTraBiieHre aHKETHI T OIpoca

56. | AHaiu3 KIMEHTOB KaK OCHOBA Pa3BUTHS KOMIAHUU

57. 3amaun, penraeMple ¢ MOMOIIBI0 aHATN3a KIIMEHTCKOM 0a3bl TaHHBIX
58. | MHCTpYyMEHTHI KIMEHTCKOW aHATMTHKA

59. | OGnacTh MpUMEHEHHS AHHBIX OU3HEC-aHATUTHKU

60. | Paspaborka CRM-cucTeMbl KOMITaHUH

7.3.2. Kputepuu 4 HOPMbI OLEHKH




®opma nposeaeHUA

CeMeCTp o KpuTtepnu u HOpMbI OLIEHKH
NMPOMEKYTOYHOU aTTCCTALIMU
6 Ok3aMeH (110 HaKOTIUTEIEHOMY
pefiTHHry) COTITUIHOY 80-100 6ammoB
«XOPOTIOY 60-79 6anmos
«YZOBJIETBOPUTEIHHOY 40-59 GamroB
«HEYJIOBIICTBOPHUTEIHHOY 0-39 6amoB




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) T'ox m3panus
n/n MeToauYecKoe mocoomue, ounoaunorexe /
NPaKTHKYM, Jp.) HaumenoBanue 3bC

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

(mara oOpameHus:
08.10.2021)

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

(mara oOpaieHus:
08.10.2021)
3 | ®okc JIx. Kak cratp BosmeOHMKOM nposax: [IpaBuna - 2019 Pexum nocryna:
NPUBJICYCHUS U YICP)KAHUS KIIMECHTOB http://www.iprbooks
hop.ru/82889.html
(mara oOparieHus:
08.10.2021)
4 | YepxamwuH I1. A. Crparerus yrnpaBiieHUs Y4e6GHOe mocobue 2020 Pexwum nocryna:

B3aMMOOTHOIIEHUsIMH ¢ KineHTamu (CRM)

https://www.iprbook

shop.ru/97585.html

((maTa obparnieHwus:
08.10.2021)

8.2. lonostHuTEIBLHAS JIATEPATYpPa



http://www.iprbookshop.ru/83104.html
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http://www.iprbookshop.ru/82889.html
https://www.iprbookshop.ru/97585.html
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Ne
n/n

ABTOpBI, COCTABUTEIHN

3arsiaBue (3arojioBoK)

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

T'ox m3panus

KoauuecTBO B
HAy4YHOI
ounobamoTeke /
HaumeHnoBaHnue
IBC

bepapiues C. H.

TexHonoruu paboThl C TPYIHBIMU
KJIIMEHTaMH

2018

Pexxum nocryna:
https://www.iprbooks
hop.ru/75195.html
(mara oOpareHus:
08.10.2021)

I[log  ob6m. pen.

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

MapKCTI/IHFI CO3JaHUC U JOHCCCHUC
HOTpG6HTCJ’ILCKOI>i OCHHOCTHU

YyeOHUuK

2020

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

ead?id=350431(nata
oOpareHus:
08.10.2021)

Typrynos M.

HapTI/BaHCKI/Ie MMpoaaXu: Kak YBECTU
KIIMCHTA Y KOHKYPCHTOB

2019

Pexxum pgocryna:
http://www.iprbooksh

0p.ru/86757.html
(mata obparmieHus:
08.10.2021)

Tkauenko E.A, 3axapoBa
K.A.

JloBHCH, KJTUEHT, OOJIBIIION U MaJICHBKUH :

rnmocobue AJIs1 UHTCPHET-MApPKETOJIOTOB

2019

Pexxum nocryna:
https://znanium.com
[read?id=346713
(mata oOpareHus:
08.10.2021)

Yeppu Ion

[Iponatomue Bonpockl: D hEKTUBHBIN
croco0 BBIAAICHHUTH, YCTO HeﬁCTBHTeHBHO
XOTSIT BaIIH KIUCHTBI

2019

Pexxum nocryna:
https://www.iprbook
shop.ru/82427.html
(mata oOpareHus:
08.10.2021)



https://www.iprbookshop.ru/75195.html
https://www.iprbookshop.ru/75195.html
https://znanium.com/read?id=350431
https://znanium.com/read?id=350431
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8.3. Ilepeuenp nmpogeccHOHAJBHBIX 0a3 JAaHHBIX M MHQOPMALMOHHBIX CHPABOYHBIX
cucreM

. denepanbHbIN 00pa3oBaTenbHBINA TOpTAT «KOHOMHKA. Connosiorus. MeHeKMEHT
[l [ DnextponHsIiii pecypc] caiit -Pexxum mocryma: http://ecsocman.hse.ru;

. denepanpHas Ciyx0a TOCYJApCTBEHHOM CTAaTUCTUKU [DIJIEKTPOHHBIN pecypc]:
ounmaneHeIii 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

OSKOHOMHYECKUX M COIMAIBHBIX HCCICAOBaHMUH, y4eOHBIX TMPOrpaMM H TOCYIapCTBEHHOIO
yrpasienus [DIeKTpoHHbIH pecypc]: cailT. — Peskum mocryma: http://uisrussia.msu.ru/is4/main.jsp;

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

. Scopus[DnekTponnsiii pecypc] : pedeparuBHas 0a3za manHbix. — Netherlands:
Elsevier, 2004— . — Pexxum gocTyma : scopus.com. — 3aril. ¢ 3kpaHa. — 3. pyc., aHrL.

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

8.4. [lepeuenb NporpaMMHOro odecreyeHust

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
JeHCTBUS - GECCPOUHO;
Horosop Ne 727 ot 20.07.2016r., cpok aeiicTBus
- 0eCCpOoUHO

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

VYueOnast aynmuropust Juis  mpoBeneHus 3aHATHH | CTONBI  yueHHYECKHE JIByXMECTHBIE, cTouN
JICKIIMOHHOTO ~ TUma. YueOHas  ayJauropus JJsl | MPEenojaBaTelbCKUil, CTYI HPEnoIaBaTesIbCKHii ,
MIPOBEACHUS 3aHATHI CEeMHMHApCKOro Tuma. YdeOHas | IOocKa ayquTopHas (MenoBas), Jocka (GIumIapr,
ayauTopusi Uil KypCOBOTO  NPOEKTHPOBAHMS | TpHOYHa, CTYJbsl YYEHHUYECKHE, MPOEKTOp,
1 (BBITTOJTHEHUSI KypCOBBIX PaboT). YueOHast ayAMTOpHs | SKpaH; KOMIBIOTED, JKaII031

JUIsL TIPOBEACHMS TPYMIOBBIX W HWHIAMBUIYAIbHBIX
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;/

HanmeHnoBaHue 000py10BAHHBIX YUeOHBIX
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  TUNA. 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

VuebHasi ayauTopusl Ul TPOBEACHHS  3aHATHUI

TEKYLIEro KOHTPOJISI M HPOMEXYTOYHOH aTTecTaluy.

(C-807)

KommbroTepHbiit  kimacc. YueOHas ayauropus st | [IepeHOCHOW — MPOCGKTOp,  3KpaH.,  CTOJIBI

NPOBEJCHUS 3aHATUIl JIEKIMOHHOTO THUIMA. YueOHas | y4eHHWYEeCKHe, CTOJI IPEeroAaBaTeIbCKuil, 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  HMHAWBHAYaJbHBIX  KOHCYJbTAIHMit

VYyeOHas ayauTOpWsl UL NIPOBEACHUS — 3aHATHIM

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




