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

b1.B.03

(uHOeKc OUCYUunIuHbl)

PABOYASA ITPOI'PAMMA JIUCHUIIJIMHBI

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

(Haumenosanue OUCYUNIUHbL)

27.03.02 YnpasieHue kaueCTBOM

HaIpaBICHHOCTH (PO HIIbH)
VYnpaBneHue Ka4eCTBOM

dopma o0ydeHHUs: OUHAs
I'ox nabopa: 2022
O6mmas Tpynoemkocts: 4 3E

Pacnpe)le.ﬂe}me aC0B JUCHHUIIMHBI IO CEMECTPpaM

Cemectp 6

dopmMa KOHTPOJIA | 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
HamnpayieHus noarotToBku 27.03.02 YnpaiieHHE Ka4eCTBOM

Cpoxk aeiicTBusi padoyeii mporpaMMbl JMCHUILIMHBI 10 «26» aBrycra 2026 r.

YTBEPXIEHO

Ha 3aCCJaHNU MHCTUTYTa (bHHaHCOB, OKOHOMHKHU U YIIPABJICHUSA (HpOTOKOJ'I 3accJaHus N9 1
0T 26.08.2021),



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
YCTOMUYHMBOE KOHKYPEHTHOE IIPEUMYIIECTBO B YCIOBUIX BBICOKOW CTEIIEHN U3MEHYMBOCTH CPEBI.

2. Mecto nucuumiuabl B ctpykrype OIIOITI BO

JIMCUMIUIMHBl M TPAaKTUKH, HAa OCBOEHMM KOTOpBIX Oaszupyercs JaHHas AUCHUIUIMHA:
[udposas kynabrypa, IlpeanpuHuMaTenbckas AEATENbHOCTh. PHIHOK M MapKETHHI HHHOBAIIMH,
Muxkposkonomuka, KoMieke MmapkeTuHra, JKOHOMUKA, DKOHOMHUYECKAs CTATUCTHKA, Y IIPaBICHHE
nepcoHasioM,  OpraHumszanuss  npousBonacTBa,  Crparermueckuii  MeHemKMeHT,  Teopus
SKOHOMMYECKOTO aHalln3a, OKOHOMHUKA M YIpaBlIeHUE opraHuszauusaMu, [lnanupoBanue Ha

npennpustuy, I[lcuxonorus, MeHEIKMEHT B MpeANpPUHUMATENBCKOM 3Kocucteme, Bceobiiee
YIIPABJIICHUE KAYECTBOM, Y IIPABJICHUE 3aTpaTaMu.

JIMCUMTUIMHBL ¥ TIPAKTHKH, JJISI KOTOPBIX OCBOCHUE AHHON IUCIMILIMHBI HEOOXOAMMO Kak
Hpe/IecTBylollee: YIpaBiIeHUE pe3ylbTaTUBHOCThIO 2, Pa3zpaboTka cucteM MeHEIXMEHTa
opranuzaiuu, YmpasieHue OusHec-mporeccamu, Kpocc-KynbTypHbId MeHeKMeHT, Opranu3amnus
pabotel ¢  motpeOutensmu, IlpousBoxacTBeHHbI  MeHekMeHT, IlpeanpuHumarenbckas
JEeSATENIbHOCTb.  TE€XHOJNIOTMKM  MpOJABMXKEHUS U mpojax, [lpousBojacTBEHHass  IpakTUKa
(mpenaumioMHas npaktuka), [loaroroBka K mpouenype 3alUThl M 3allUTa BBITYCKHOM
KBaJIM(DUKALIMOHHOM paboTHl.

3. [Inanupyemsble pe3yJbTaTbl 00y4eHHS

(Ko ¥ HAMMEHOBAHUE)

dopmupyemble U HNuaukaropsl
KOHTPOJIMpYeMBbIe AOCTHKEHHU S Ilnannpyemsble pe3yibTaThl
KOMIIETEHIIUH KOMIIeTEeHIUI o0y4eHus

(Ko ¥ HAMMEHOBAHUE)

I1K-1. Cnocoben
aHAJIN3UPOBATh, BBIABIATH
MIPUYKHBI 1€(EKTOB,
MIOTEPB, BBI3BIBAIOINE
yXyALLIEHUE
KAaueCTBEHHBIX U
KOJIMYECTBEHHBIX
MIOKa3aTese MpoIyKIuu
(ycmyr) Ha cTaauu
IIPOU3BOJICTBA IPOAYKLIUN
U OKa3aHusl yCoyT,
paboTath C KIIMEHTaMH,
3aKa3z4yrMKaMu 1o
nedexTaM U UX NpUUIuHAM

[1K-1.2 CriocoGHOCTB
paboTaTh C KIIMEHTaMH,
3aKa3z4rKaMu 1o Aepexram
U UX NpUYUHAM

3HATh: TEOPETHUECKUE OCHOBBI
KIIMEHTOOPUEHTUPOBAHHOCTH

YMerb: paloTaTh C KIHEHTaMH,
3aKazyukaMu 10 JepekTaM U uXx
IpUYMHAM

YMmerhb: OCYHICCTBIIATE MOHHUTOPHUHI
MHEHUS KJIMEHTOB

Buaanerb: HaBbIKaMU OLIEHKH YPOBHS
KJIMEHTOOPUEHTUPOBAHHOCTH
OpraHu3aIu

Buaaaerb: MmeTogaMu NpUBJICYEHUS U
yAepKaHUs KIUEHTOB




4. CTpyKTYpa U cofepKaHue JUCHUILIHHBI

®DopMBbI TEKYIIET0

Bu .
oy HanmenoBanue TeM 3aHSTHI KOHTPOJIsI
Monayas (pa3nes) y4eOHo . Cemectp | O0beM, u. | Bayisl HNHTepakrTus, 4.
260THI (yueOHoii padoThbI) (HauMeHOBaHHE
P OLICHOYHOT'0 CPE/ICTBA)
Monyns 1. Jlex 1 6 2 -
TeopeTHIECKHE OCHOBHI OCHOBBI KOHLIENIIIUH KIIMEHTOOPHEHTUPOBAHHOCTH
TIpaBJICHUS
]}3/3211)I/IM00TH0H.IGHI/I$[MI/I c fp 1 6 2 > Tecr
OCHOBBI KOHIIENIINY KIIMEHTOOPHEHTUPOBAHHOCTH Kpyristii cron
KITHEHTAaMH
Ip 2 0 6 2 5 Tect
CHOBBI KOHIICTIIINN KJINEHTOOPHUEHTHPOBAaHHOCTH Kpyrsiii cron
Cpl CamocTosTenpHas pabota. M3yueHne 6 12 -
JIEKIIMOHHOT0 MaTepuana. [loaroroska
TECTUPOBAHHUIO
Jlex 2 o 6 2 -
MHuoroo6pasue 4elnoBeuecKux MoTpeOHOCTEH.
Knaccugukarus norpeOHOCTEH B KOHIETITUH
KJIMEHTOOPHUEHTUPOBAHHOCTH
Ip 3 MHoroo0pasue 4enoBe4ecKix MoTpeOHOCTEH. 6 2 5 K TerT
Knaccudukanus notpebHOCTe B KOHLEIIUY PYTJIBIH CTOT
KIIMEHTOOPHUEHTUPOBAHHOCTH
Ip 4 MHoroo6pasue 9eI0BeYeCKHX TOTPEOHOCTEIA. 6 2 8 Pacuernas pabora
Knaccudukarus motpeOHOCTEH B KOHIICTIIIUT
KIIMEHTOOPHUEHTUPOBAHHOCTH
Cp2 CamocTtosrenbHast pabota. M3yuenue 6 12 -
JIEKIIMOHHOTO MaTtepuana. [loaroroska k
Mosyns 2. OCHOBBI Jlex 3 Opranu3anus KIMEHTOOPUEHTUPOBAHHOMN 6 2 -
OpTaHH3aIN KOMITaHUH
KnMeHToopneHTnpOBaHHOﬁ Hp 5 . 6 2 10 Tect
Opranu3anusi KIHeHTOOPHEHTUPOBAHHON
KOMITaHUH Pacuernas pabora
KOMITAaHUH .
Keiic-3amaua
Ip 6 Opranusanus KIMEHTOOPHEHTHPOBAHHON 6 2 8 Pacaernas 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 -
kimnenTa. Buyer Personas
Tp7 Ortrok kiaueHToB. CyIIHOCTB, METO]] pacyeTa, MyTH 6 2 10 Teer
- Y ’ P - YT Pacuernas pabora
NpPe0TBPAIICHHS OTTOKA
IIp8 Ortrok kiaueHToB. CyIIHOCTB, METOJI pacyeTa, My TH 6 2 6 K vTeCT
MPEIOTBPAIICHHUS OTTOKA CHe=3aniada
Cp3 CamocTosTenbHas paboTa. U3ydenue 6 12 -
JIEKIMOHHOTO Marepuaina. [loaroroska x
TECTUPOBAHHIO
Jlex 5 6 2 -
IIporpamMma nosbHOCTH
Ip9 6 2 5 Tect
MeTpHKH OLIEHKH KIIMEHTCKOTO OIIbITa Kpyrustii cron
Ip 10 6 2 8 - Pacuernas pabora
MeTpHKH OLIEHKH KIIMEHTCKOTO OIIbITa
Cp4 CamocrositensHas pabota. 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 6 Tect
Pacuernas pabora
Ip 12 AHann3 KJIMEHTOB KaK OCHOBA Pa3BUTHS KOMIIAHUU 6 2 4 Pacuernas pabora
Cp5 6 12 -

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




DopMBI TEKYLIET0

Bun .
N HaumeHoBaHue TeM 3aHATHI KOHTPOJISI
Monayas (pa3nes) y:eﬁiz)l;(:l (yuednoii paGoTe) Cemectp | O0beM, u. | Bajasl HNHTepakrTus, 4. (HaHMeHOBaHHE
p OLICHOYHOI'0 CpeCcTBA)
[Tocemenune 3auaTHii 113 6 10
Konrponn 6 35,65
[TpomexyrouHas A 6 0,35 - -
aTTecTanus
Hroro: 144 100

Cxema pacyera UHTOroBoro 6ajia

TeKYH_IHﬁ peﬁTHHF (BCC 3aHATHUS U ITIPOMEIKYTOUYHBIC TCCTBI) + Pe3yanaT HUTOTOBOI'O TECTA U BCC ACIUTCA HA 2




5. O6pa3oBaTe/ibHbIEe TEXHOJIOTHHU

C nenpro hopMHUpOBaHHS KOMIETCHIIMA y CTYIACHTOB B Y4eOHOM IPOIIECCE HMCIIONIB3yeTCs
TEXHOJIOTHS TPAAUIIMOHHOTO 00Y4YEeHHUS.

6. MeToauuecKue YKa3aHHUus 110 0OCBOCHHUIO JTUCHHUIIJIMHBI

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

(¢uKCUpOBaTh  OCHOBHBIC  IOJIOKEHHsSI, BBIBOJBL,  (HOPMYIHPOBKH,
0606L[IGHI/I$I; noMeydarb BaXXHBIC MBICIHW, BBIACIATH KIIIOYCBBIC CJIOBA,
TepMHUHBL [IpoBepka TEpMHHOB, MOHATHUH C IOMOIIBIO SHIMKIONEIHH,
CHOBapeﬁ, CIIPaBOYHHUKOB C BbIIHCBIBAHUCM TOJKOBaHUH B TCTpalb.
O06o03HauuTh BONPOCHI, TEPMHUHBI, MaTepuas, KOTOPBIM BBI3BIBAET
TPYIHOCTH, TIOMETUTh W TIONBITAThCS HANTH OTBET B PEKOMEHIYEeMOW
aurepatype. Eciam camocTosTensHO He yaeTcsi pa3o0parbesi B MaTepHaie,
HEo0X0auMO CQOpPMYIUpPOBaTh BONPOC U 3a/4aTh IPENOJABaTENI0 Ha
KOHCYJIbTAIMH, Ha TIPAKTHYECKOM 3aHSITHU.

HpaKTI/ILICCKI/Ie Pabora ¢ KOHCIIEKTOM HGKHHﬁ, IMoATOTOBKAa OTBETOB K KOHTPOJIBHBIM
3aHATHUS BOIIPOCaM, IPOCMOTP PEKOMEHIYEMOW JIUTEpaTypbl, padoTa C 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
MBIIIIGHHUS,  COBEPILIEHCTBYET  CMOCOObI  OpraHW3alMil  JCSITeNbHOCTH,  BOCIHUTHIBAET
ENIeyCTPEMIICHHOCTh, CHCTEMAaTHYHOCTh U MTOCIIEIOBATEILHOCTh B pabOTe CTYJEHTOB, Pa3BUBACT Y
HUX HaBBIK 3aBepIIaTh HAYaTyIo padoTy.
Buowr camocmosmenvuou pabomul cmyoenmos.

1. noBTOpenue MpoiinEHHOrO y4e6HOro MaTepuana, YTEHIE PEKOMEHI0BAHHOMN JIUTEPaTYpHI;

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

pa60Ty C 3JICKTPOHHBIMH UCTOYHUKAMU;

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

H3yuenue meopemuueckoco mamepuana omnpenensercs padboueld ydeOHOW Mporpammoit
JUCUUILIMHBI, BKJIIOUEHHBIMU B HEE KaJCHJAPHBIM IUIAHOM M3YY€HHUs JUCLUMIUIUHBI U NEPEUHEM
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 CITYXHUT 02301 M3ydaeMoro pasjesia JaHHOW TUCIIUILTAHEI.

Ilpu nodecomoexe k npakxmuueckomy 3ausamuio HEOOXOIUMO U3YYUTh MaTePUANbI JIEKIIHUH,
PEKOMEHIOBAHHYIO TUTEPATYpy. 3ydeHHBIN MaTepral cieayeT NpoaHaTu3upoBaTh B COOTBETCTBUU
C TUTAHOM 3aHSTHUS, 3aTEM MPOBEPUTH CTENEHb YCBOEHUS 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, IPEKIE BCETO, 3aKII0YATCS B U3YUCHUU JTUTEPATYPHI,
JIOTIOJTHSAIONICH MaTepuay, W3JaraeéMblii B JIGKIIMOHHOW dYacTh Kypca. Heobxommmo oBiameTsh



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

[Ipeanonaraercs, 4YrO, MNpOCIyLIaB JEKIWIO, CTYAEHT JO/DKEH O3HAKOMHTBCS C
PEKOMEHI0BaHHOM JINTEPATypOil 13 OCHOBHOT'O CITUCKA, 3aT€M 0OpaTUTCS K HCTOYHHUKAM, YKa3aHHBIM
B OMOIMOrpadMuecKux CIUCKaX H3YyYCHHBIX KHUT, OCYHIECTBUT MOHUCK M KPUTHYECKYIO OLICHKY
MaTepuaia Ha caiitax HTepHet, codepeT HeoOX0AUMYI0 HH(OPMALIUIO.

7. OueHOYHBIE CPEICTBA

7.1. IlaciopT OLIeHOYHBIX CPEACTB

Cemectp Koa koHTpO/IMpyemMoii KOoMIleTeH UM HaumeHoBanue
(1M ee 4acTH) OIIEHOYHOI0 CpeIcCTBa
6 ITIK-1. CnocobeH aHaIM3upOBaTh, Tecmosvie 3a0anus
BBISIBJIATH MPUIHHBI 1€(PEKTOB, TOTEPh, | Bonpocwl k 3auemy
BBI3BIBAIOIINE YXYIIICHUE Keitic-3a0aua
KaueCTBEHHBIX U KOJIMYECTBEHHBIX Kpyanwuit cmon
MoKasaresei npoayKiuu (yciyr) Ha Pacuemnas paboma
CTaINM MPOU3BOJICTBA NPOAYKIAHA U s
OKa3aHus yciyr, paboTaTh C
KJINEHTAMH, 3aKa34MKaMH T10
nedexTaM U UX IpUIuHaAM

7.2. TunoBblie 3alaHusl WJIM MHBIC MaTEepUalibl, H606X0}1HMBIC AJIA TEKYLIECT0 KOHTPOJIsA

7.2.1. TecToBbIC 3aJaHUA

(HaumeHoB8aHUe OYEHOUHO20 cpedcmBa)

Tunosble npuMepsbl 3a1aHUM

TecTupoBanune no Teme «OCHOBBI KOHIENIMH KJIMEHTOOPHEHTHPOBAHHOCTH
1. Bbicka3piBanue: «CymecTByeT JUIIb OHO NPABOMepPHOe 000CHOBaHMe LieJIM OU3Heca:
CO3/1aHMeE YAOBJIETBOPEHHOI0 KIIHEHTA», - IPHHALJIC/KHUT...
Hutepy Jipyxepy
Owmnny Kotnepy
XKan-XKaky JlamGeny
Heiiny bopneny
Ileab KIMEHTOOPHEHTHPOBAHHOCTH: «/locTaTOYHOE MOHUMAHHKE LeJIeBbIX
norpeduTesIel AJ1st TOro, YTO0BI CO3AaBATH /ISl HUX HAUBBICIIYIO IECHHOCTH B TeYECHHE
NPOAOKHTEJIBHOI0 IEPHOAa BpeMeHH ', - OMUCHIBAIOT...
x. Hapsep
C. Caneintrep
I1. pykep
H. bopnen
B peliTHHrax KJIMeHTOOPHMEHTHPOBAHHOCTH KOMIIAHUH NEePBbIe MECTA 3AaHUMAIOT:
Amazon
Microsoft
ITAO "TonpsrTuazor”
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ITAO "ABTOBA3"
I'naBHBIM 3(p(pexTOM OT OpHeHTaNNK OM3Heca HA KJINEHTA J0JKeH ObITh PUPOCT:
npuObLIN
JIOJIU pbIHKA
YHMCJIEHHOCTU NIEPCOHANIa KOMIIAaHUH
TOBAPHBIX HO3HI.IHI>1 B ACCOPTHUMCHTC KOMITaHUU
B ungposoii 3xoHOMEKe yCIIeIHOCTH OM3Heca o0ecneynBaeTcs B IePBYIO oYepeb:
KIIMEHTOOPHUEHTUPOBAHHOCTHIO
WHHOBAIITMOHHOCTBIO
KayecTBOM TOBapa
a¢deKTUBHBIMU OHU3HEC-TIPOLIeCCaMU
OpueHTHPOBAHHAS HA KJIMEHTA KOHIENUMs YCTONYNBOro OU3Heca, IOCTPOEeHHUE
KOTOPOro 0asupyercss HA HHPOPMAITMOHHBIX TEXHOJIOTHAX, IIPECTABJIAET CO00:
YIPaBJICHUE B3aUMOOTHOIICHHUSIMU C KJIMEHTaMU
yIpaBieHNEe MaTepUAbHBIMU U HH()OPMAIIMOHHBIMU TOTOKaMU
YIPaBJICHUE B3aUMOOTHOIIEHUSIMU C COTPYIHUKAMU
yrpaBieHne Ou3HeC-TPOIEeCCaMt
«MHCTPYMEHT ynpaBJiieHHsl B3AUMOOTHOIIEHHS ¢ KJIMEHTAMH, HALleJICHHbIH Ha
MOJIy4YeHHe YCTOMYMBOI NPUOBLIH B J0JTOCPOYHOM IepHo/ie», Ha3bIBAeTCH:
KJINEHTOOPEHTUPOBAHHOCTh
CTpaTerus MapKeTHUHIa
CTpaTerus ynpaBJieHUs
JIOSTIBHOCTD KJINEHTOB
®Duiiocodguio KIMEHTOOPHEHTHPOBAHHOCTH: « MHUIIM AU N0JI0KUTETbHBIX IMOUMI H
BOCTOPra y NOTeHIHAJIbHBIX H CYLIECTBYIOIINX KJIHEHTOBY, - ONIUCHIBAET...
N. Mann
. bepe3zun
1O. CmupHoB
M. Yenypun
B y3k0M cMbIciie KIHEeHTOOPHEeHTHPOBAHHOE YIIPaBJIeHHe aKIeHTUPYeT BHUMaHHue
Ha...
a. Ha ydere mMoTpeOHOCTEH KIMEHTOB
b. yaydinenun nporecca 00CTy)KHBaHHS KIHSHTOB
C. MHHOBALIMOHHOM PAa3BUTHUH
d. TMOBBINICHUH KaueCcTBA MPOIYKIIHU
10. B muupokom cmbliciie (poKyCHPOBKA HA Y10BJIeTBOPEHHHU NMOTPEOHOCTEH KJIMeHTa
npeacrabJsieT CO00M...
a. MeX(QYHKIMOHAIBHBIN MpoIece, MPOHU3BIBAIOIINN BCE YPOBHH OpraHU3allMOHHOM
CTPYKTYpbl KOMIIaHUU
b. mpormecc yuera moTpeGHOCTEH KIMEHTOB
npoliecc 00CTyKUBaHHSI KITUEHTOB
d. WHHOBaIMOHHBIN MpoIECC
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KpaTkoe onucanue u perjiaMeHT BbINOJHEHHSA
1. IIpoBecTu TeCcTUpOBaHKE CTYIEHTOB COIJIACHO IJIaHa-rpaduKa.
2. OueHUTh KOJIMYECTBO IPABUIIBHBIX OTBETOB.
3. BeIcTaBUTH pe3yabTaThl TECTUPOBAHUS.

Kpurepumn oneHku:



2 Gayia — MpaBUIIBHO BBINMOJIHEHO O0JbIe 2/3 TeCTOBBIX 3aaanuii (7 u Oonee);
0 6a/mI0B — MPaBUIILHO BBIMTOJIHEHO MEHbIIE 2/3 TECTOBBIX 3aaHuil (MeHbIIE 7).
-20ai1a — CTYACHT HE BBITIOJTHIII TECTOBBIC 3a/IaHUS.

7.2.2 KpyrJblii CTOJI

(Haumenosanue OYeHOUHO20 CPedCcmea)

IlepeyeHb OMCKYCCMOHHBIX BONPOCOB JJsi Kpyrioro croja mo Teme «OcCHOBBI
KOHUENUHMU KJIHEHTOOPHEHTUPOBAHHOCTH»
1. Onwucarb OCHOBHBIE HCTOPUKO-O3KOHOMHUYCCKUC MPCANOCHIJIKKM BO3SHHKHOBCHHA KOHICIIIHUN

KJIIMEHTOOPUECHTUPOBAHHOCTH.

2. OOCymuTh COBPEMEHHBIC TMPEATNOCHUIKA BO3HUKHOBEHHMS U  PAa3BUTHS  KOHIEHIIUU
KJIIMEHTOOPUECHTUPOBAHHOCTH.

3. HaszBaTh U pacKphITh CYIIHOCTb YYEHUH, MPEANICCTBYIOIINUX BO3HUKHOBEHUIO KOHIICTIIIUU
KJINEHTOOPUEHTUPOBAHHOCTH.

4. OO00CHOBaTh aKTyaJIbHOCTh KOHIICTIINH KJIMEHTOOPUEHTUPOBAHHOCTH.

5. PackpbITh CyIIHOCTH KOHIEMIIUNA KIMEHTOOPUEHTUPOBAHHOCTH.

IIpoueaypa oueHuBaHuA:
1. OnpeenuTh CTENEHb YCBOCHUS MaTepuaia (CTyICHThI IPUBOIAT JOBOIbI, OOBSICHEHHUS).
2. OLEHUTh OPUTHHAIBLHOCTH BBICKA3BIBAHUS (CTYJICHT KOHCTPYHMPYET HOBBIH CMBICI, HOBYIO
MTO3UIIHIO).
3. OueHUTh WHAMBHUIYAIBHBIN BKJIAJ CTYIEHTA B JUCKYCCHIO (CTYICHT CTPOUT KOHCTPYKTHBHBIM
JTIAJIOT B IPOLIecce OOIICHHMS.
4. OnpenenuTh Ka4ecTBO M3JIOKCHHS MaTepuana (CTYACHT JIOTHYHO M 9eTKO (OPMYIUPYET CBOU
MBICIIH).
5. OueHUTh KOMMYHUKATHBHBIE YMEHUS (CTYICHT BIIQJCeT MPAaBHIAMHU PEYCBOIO ITHKETA, YMEET
CIIyIIATh U CNBIIIATH APYTUX, pEarupoBaTh Ha APYyTUe MHEHUS).
6. BBICTaBUTH pe3yJIbTaThl OICHKH.

Kpurepunu onenkmn:
3 bana:
® CTyIEHT oOHapyXMBaeT IOHUMaHHE MaTepHala, MOXKET 0OOCHOBATh CBOU CYXJICHMUS,;
® U3Jlara€T CBOE€ MHEHHME JIOTMYHO, TPaMOTHO C HCIIOJIb30BAaHHMEM HWHCTPYMEHTapHs
JTUCIUIIAHBI.
® JIEMOHCTPHPYET HaBBIKUM CUCTEMHOI'0 aHaJIu3a OOLIMX TeHICHIUN 1 KOHKPETHBIX CUTYallUH;
2 Gam:
® CTyIEHT OOHapyKMBaeT MOHMMaHHE MaTepuaia, HO JOIMYyCKaeT OIIUOKU B (OPMYIHUPOBKE
oTpesieNIeHUI 1 MOHSITHIA;
1 6annos:
® CTYJEHT JOIMycKaeT omMOKH B (OPMYIUPOBKE ONPEAEICHUN U MOHATUN, UCKaXaIOIIUe UX
CMBICI;
® y3Jaraer CyxaeHus OeCopsI04YHO U HEYBEPEHHO.
0 6amnoB:
® CTYIEHT M3JaraeT CyX/JAeHHs OecropsA0YHO U HEYBEPEHHO.

7.2.3 Keiic-3a1aua
(HaumeHoB8aHue OYEeHOUHO20 Cpedcmaa)

Keiic-3ana4a no Teme «Opranusanusi KI1MeHTOOPHUEHTHUPOBAHHOW KOMIIAHUM»
3aganue.



=

Bb1OpaTh KOMMEpUECKYIO OpPraHU3aIHIo.

IIpeacraBUTh 3KOHOMHUYECKYIO XapaKTEPUCTUKY BEIOPAaHHON KOMMEPUECKON OpraHu3aliH.

3. Omnmcarb ocHOBHBIE TpeOoBaHus, mnpenbsBisiemMple kK CRM-cuctemam (mpuximagHomy
IIPOrpaMMHOMY O0€CIIEUCHHUIO) [T OpraHu3aly paboThl ¢ KIUEHTaMHU.

4. JlaTb CpaBHUTENIbHBIE XapaKTEPUCTUKY IPOrPaMMHBIX MPOIYKTOB, MPEIHA3HAUYEHHBIX IS

aBTOMaTHU3alll{ B3aUMOJEHCTBUS C KIIMEHTAMU.

5. O6ocHoBaTh BEIGOP CRM-CHCTEMBI 11711 KOMMEPYECKOM OpraHU3allHHy.
6. Ilpemnoxure anroput™m BHeapeHuss CRM-cucreMbl W MHTErpaluu €€ B KOPHOPATUBHYIO
MH(POPMAIIMOHHYIO CHCTEMY.
Jlns pemieHust Keiic-3aaud cCieAyeT BOCIOJb30BaThCs HMH(OpManueil ¢ oduuuanbHbIX
WHTEPHET-CAUTOB OPraHU3aLUN.
IIpoueaypa oneHuBaHUSA:
1.ITpoBepuTh COOTBETCTBHE peLICHUs CHOPMYITHMPOBAHHBIM B Kelice 3alaHHsIM
2.0ueHuTh 000CHOBAHHOCTD IPEAJIOKEHHOIO PEIlIeH!s], HAINYKME aIbTePHATUBHBIX BAPUAHTOB.
3.01eHUTh OPUTHHAIBHOCTD MOAXO0a K PEIICHUIO Kerca.
4.Hanucath peKOMEHJIAIMH 10 pe3y/IbTaTaM BbIIIOJIHEHHONW PaOOTHI.
5.BbICTaBUTH pE3yIbTaThI OLICHKHU.

no

Kputepuu onenkmu:
4 Gann:
® CTYJACHT NPOSBHI TBOPYCCKUE CIIOCOOHOCTH B IMOHUMAHUH, M3JIOKCHHHU U MPAKTHICCKOM
MPUMEHEHUN y4eOHO-TIPOrpaMMHOTO MaTepHaa;
® CTYyAGHT NPOACMOHCTPUPOBAI HABBIKM CHCTEMHOIO aHalu3a OOLUX TEHICHIHWHA U
KOHKPETHBIX CUTYAIIHIA;
® CTYAGHT cJIenal BBIBOABI IO pe3ylbTaTaM peIICHHs Kelc-3alaunm W paspadoTal
000CHOBaHHBIE PEKOMEH/IAIINN;
3 famna:
® CTYACHT TPOJACMOHCTPHPOBAI HABBIKM CHCTEMHOTO aHalM3a OOMUX TEHICHIWA U
KOHKPETHBIX CUTYAIIHIA;
® CTYJEHT C/eJal BBIBOJBI MO pe3yabTaTaM pelIeHus Kelic-3a/1auu;
2 Ganna:
® CTYJEHT C/eNal BBIBOJBI MO pe3yabTaTaM pelIeHUs Kelic-3a/1auu;
0 6amnoB:
® CTYACHT JONYCTWJ TIPUHIUIHAIbHBIE ONMMOKKM B BBITOJHCHUH TIPETyCMOTPEHHBIX
IIPOrpamMMoi 3aJaHui;
e pemraeT MpakTUYECKUE 3aladi C OONBIIMMH 3aTPYAHCHHUSMH, HE CIpaBISETCS C HUMHU

CaMOCTOSTENBHO;
-4 Oamnna:
® CTYICHT HE BBINOJHUI KeHC-3a7auy U HE CAeNal BBIBOJBI MO pe3ylbTaTaM peIIeHus Keiic-
3a7a4H.

7.2.4 PacyeTHas padora

(naumenosanue oyeHoyHO20 CPeocmaa)

Pacuyernas padora no Teme «MeTpHKH OLCHKH KIHEHTCKOI0 ONbITA»

3aganue. OrnpenenuTb UHJEKC YIOBIETBOPEHHOCTH MOTPEOUTENs] U MPOKOMMEHTHPOBATH
NOJIy4eHHBIE pe3yibTaThl. [locTpouTh KapTy (MaTpuIly) YAOBIETBOPEHHOCTH KIMEHTOB.

Hcxonnbie naHHble. J[75 OIEHKH YAOBIETBOPEHHOCTH YCIyrod ObLIM ompomieHbl 500
KIIMEHTOB KOMIIaHMH, KOTOPHIE B TEUEHUE MOCIEIHUX 3 MECALEB €€ BOCIOIb30BAINCh. B KauecTBe
OLICHMBAEMbIX MapaMeTpoB ObUIM BBIJEIIECHBI CIEIYIOIINEe KPUTEPUU: LIeHA YCIIYTH, pazHooOpa3ue
OMLIUHI, POCTOTA IMpolecca opopMiIeHUs, YpPOBEHb KBATH(UKALIUY ITepCOHAIa KOMIIAHUH, CKOPOCTh
obcmyxxuBanus. KimeHTaMm ObUIO TPEIIOKEHO OTBETUTH Ha J[BA BOIIPOCA MO 7-MU Oa/UTBHON IITKAJIe:



Hackonpko BaxkeH u1st Bac gannsiii napametp? (ot 1 6amna — 0T «coBCeM He BakeH» 710 7 6aylioB —
«OYEHb BaXKEH»);

B kakoii crenenu Bwl ynoBneTBopeHbl NaHHBIM mapamerpoMm? (oT 1 Oamma — OT «coBceM He
YJIOBJIETBOPEH, 10 7 OaJIJIOB — «IIOJHOCTBIO yJIOBIETBOPEH»). 1o pe3ynabTatam ompoca MosrydeHsl
JTaHHBIE MTPECTaBICHHbIEC B Tabuie 1.

Tabmuua 1 — Pe3ynbTaTsl onpoca KIMEHTOB KOMITAHUH

Cpennsisi onenka Cpennsisi oneHKa YpOBHS
IMapametp YIOBJIETBOPEHHOCTH
Ba)KHOCTH NapaMeTpa napameTpom
Lena ycoyru 6,8 55
Paznoobpazue onmuii 5,7 6,1
ITpocrora mponecca oopmiteHUs 6,4 53
YpoBeHb KBaNU(UKAIIMK COTPYTHUKOB 6,3 6,3
CkopocTtb 00CITy’)KUBaHUS 6,7 5,9

PacueTbl pekoMeHyeTCs BBIOIHATE B iporpamme Microsoft Excel.
IIpoueaypa oueHuBaHuA:

1.IIpoBepuTh COOTBETCTBHE peLICHUS C(HOPMYIUPOBAHHOMY 3a/1aHHUIO.

2. IlpoBepuTh NpaBUIBLHOCTh pacueTa (MaTeMaTHUECKU U JJOTMUYECKH).

3. O1ieHuTH 000CHOBAHHOCTH MPEJIOKEHHOTO PEIICHHS.

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

5. BeIcTaBUTB pe3yabTaThl OLICHKU.

Kpurepuu onenku:
-4 Ganya — CTy/IeHT He BBINOJIHUII IPAKTUYECKOE 3a/laHie U He CZelall BBIBOBI;
0 6anioB — CTYJEHT BBIIIOJHWI MPAKTUYECKOE 3aJJaHUE C OIINOKaMU;
3 6an — CTYJAeHT MPaBUIIHHO BBIMOJIHII IPAKTHUECKOE 3a/1aHUE;
4 Oania — CTYJIEHT cJieJiall BBIBOJIBI 110 pe3yJIbTaTaM BHIIIOJHEHHS MPAKTUYECKOTO 3a/1aHHUs.

7.2.5. U3

(HaumeHOBaHUE OYEHOYHO20 Cpedcmsa)

NHauBuayaabHoOe JoMAalIHee 3a1aHNe.
3ajauu HHAMBUIYAJIbHOIO JOMAIIHEr0 3aaHMU:

1. BbIpaOoTKa yMEHHUS CaMOCTOSITENILHOH paboThl C JUTEPATYpPHBIMH HCTOYHUKAMU U
DKOHOMHYECKOM HMH(OpManueil B  00IacTM TEOpUM U TMPAKTUKU  YIPaABICHUS
B3alMOOTHOIIIEHUH C KJIIMEHTaMHU,

2. OBJIAJeTh HaBBIKAaMHM pabOTHl C KIMEHTaAMH (COCTABJICHHE TOpTpeTa KIIMEHTa, CTaHIapTa
00CITy)KMBaHUS KIIMEHTOB, KapThl yTH KJIUEHTA);

3. YCBOUTH METOJIUKY OILIEHKH KJIIMEHTCKOTO OIbITa M aHalnu3a YKOHOMHUYECKHX PE3yIbTaTOB
pabOTHI C KJITMEHTAMHU.

NuauBuayaiabHoe JoMalIHee 3aJaHUe SBISCTCS CAMOCTOSTEILHON KOMIUIEKCHOM paboToi
CTYACHTa, OTpa)KaIOHIefI CTCIICHb YCBOCHHA UM JUCIUTLIMHBL ((KJ'H/IGHTOOpI/IeHTI/IpOBaHHI)Ie CHUCTEMBI» U
CMOCOOHOCTh HCMOJB30BaTh TMOJNYYEHHbIE B XOJe OOy4YeHMs 3HAHUS TPH PEIICHUH KOHKPETHBIX
MPAaKTUYCCKUX 3aaad B oOacTu YIIpaBJICHUA B3aMMOOTHOIIIEHUN ¢ KIWMEHTAMU W ITOBBIIICHUSA
KIIMEHTOOPUEHTUPOBAHHOCTH KOMITAaHHH.

1. Beibpats xommanuoo. JlaTh KpaTKyl0 IKOHOMHUYECKYIO XapaKTEPUCTUKY MPEATNPHUSTHS
(Tabmuma 1)



IToxa3arTenun

202_.

202_r.

202_-202_rr.

Adc.

OTtHoc.

Bripyuka ot npospax, pyo.

CebecTonMOCTh IPOJIAX, PYyO.

Banosas mpu0bLIs, pyo.

VYipaBiieHUeCKUE pacXOIbl, P.

Kommepueckne pacxonsl, pyo.

[MpubkIB 0T IPOAAK, PYO.

PenTabemsHOCTS IpOaAXK, %

PenrabensHOCTh NPON3BOJCTBA, %0

3arpaTbl Ha pyOib BEIPYYKH, PYO.

2. Onucarh 3JIEMEHTBl KOPIOPATUBHOM KYJIbTYPHI.
3. BBIsIBUTH HEIOCTATKU U MPEUMYIIECTBA 00CIyXKUBaHUs KIUeHTOB. COCTaBUTH CTaHAAPT

O6CJ'Iy>KI/IBaHI/I$I KIIMCHTOB.

4. CocTtaBUTh KapTy TOUEK KOHTAaKTa norpeduresneil komnanuu. IIpeanoxuTs BO3MOKHOCTH
YBEJIMYEHUS KOJMYECTBA TOUEK KOHTAKTa MOTpeOUTeNeH.
5. IlpoaHanu3upoBaTh BHABI U KaHajbl OOpAaTHOW CBSI3U, HCIIOJIb3yE€Mble KOMIIAHHUEH U

MNpCIJIOKUTb BOBMOXKXHOCTH UX PACIIHPCHUS.

6. CocTaBUTh aHKETY M ONPOCUTH NOTEHIMAIBHBIX moTpeduteneit. [1o pesymnbraTam ompoca

COCTaBUTH MOPTpET KimeHTa Buyer Personas.

7. CoctaBuTh KapTy IyTu kiueHTa Customer Journey Map (ma6mon npencrasnex B Tabnuie

2)

Tabmuna 2 — [labmon Customer Journey Map

[Tepcona @. U. O.

Customer Journey Map

Bo3zpacr

Craguun
LUKJIa

KHU3HCHHOTI'O

Mecto xurenncrsa

JleWicTBus KIEeHTA

WHTepecsl

Touku KoHTaKTa

Craryc kiMeHTa

enu 1 oxxumganust

IIPOJBUHYTOCTb

ITokynarensckue Omouuu  (OTIIMYHO — —

LEHHOCTHU XOpOIIO — HOPMaJbHO —
neyanbHO — HOPMAJIBbHO)

IToxynarensckoe Baxnocte  (BbICOKast —

MIOBE/ICHNE CPEeIHsIsI — HU3Kasl)

Hcnonp3oBanue OnbIT KIIMEHTa

COITMAJIBHBIX CETEN

[Ipennourenust mo Pexomennamuu

cMapTdoHam

TexHomornueckas Nnnroctpanyn




8. Ilo pe3yjibTaTaM OIlpoca U JaHHBIM KOMIIAHUH paCCYUTATh OCHOBHBIC MCTPHUKH OLICHKU
KIIMEHTCKOI'O OIIbITa U IIPOaHaJIM3UPOBATH SKOHOMHUYCCKUE PE3YIIbTAaThbL pa6OTBI C KJIMCHTaMH 3a J1Ba
roaa: CpeI[HI/If/'I A0X0I € KIIMCHTA, CTOUMOCTD IMPUBJICYCHUSA KIMCHTA, CPOK OKYINAa€MOCTHU 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 PEIICHUIO 3a/1aHuSs.

Hanmcats pexoMeHIanuu o pe3ysibTaTaM BIOJIHEHHON paboTHI.
BricTaBUTh pe3ynbTaThl OLEHKH.

o~ E

Kpurepun oneHku:
10 OGanmoB — TpeACTaBIIEH OTYET, COJEpKAIIMK BCE 3aJaHMs; BCE pACUYEThl BHITIOJIHEHBI B
COOTBETCTBUU C TPEOOBAHUSIMH, MPEJCTaBIICHA rpadruecKas UHTEPIIPETALNs, ClIeIaHbl IPAaBUIbHBIC
BBIBOZIBI, CTYJCHT CBOOOJHO BJaJI€eT METOAAMHU IKOHOMHYECKOTO OOOCHOBAHHWS TMPUHHUMAEMBIX
pEIICHUN U TTPEITIOKECHUN;
7-9 GamioB — TpEACTaBICH OTYET, COJEpXKAIIWK BCE 3a/JaHUS; BCE pPACUYEThl BBHIIOJIHEHHI B
COOTBETCTBUU C TPEOOBAHUSIMH, MPECTaBlIeHA rpaduueckas HHTePIIPEeTalus, ClIeIaHbl IPaBUIbHBIE
BBIBOJIBI;
4-6 0GaminoB — MpeACTaBlIeH OTYET, COJAEpXKAllWii BCce 3aJaHMs; BCE pacueThl BBIIIOJHEHBI B
COOTBETCTBUH C TpEOOBaHHSIMH, MPEJICTaBlICHa TpaduuecKas HHTEPIPETAIus, CACTaHbl BEIBOJIBI, B
pacueTrax JOMyIIeHbl HETOYHOCTH;
1-3 Gamna — mpeacTaBiIeH OTYET, CONEPIKAIIMK BCE 3a/laHMsl; OTCYTCTBYIOT BBIBOJBI, Ipadudeckas
MHTEPIIPETALNS, B pacyeTax JOMYIIEHbI CYIIeCTBEHHbIE OMIMOKH.
-10 GanyoB — CTYJEHT HE BHIIIOJIHUII 3aJIaHUE.

7.3. OueHo4Hble cpeacTBa AJs NMPOMEXKYTOYHOH aTTeCTAIMH MO HMTOraM OCBOEHUS
JUCIHHMILINHBI

7.3.1. Bonnpochbl K IPOMeKYTOYHOI aTTeCTANNH

Cemectp_6

Ne

. Bompocs! k 5k3ameny

1. HcToprKo-3KOHOMUYECKUE PEANOCHUIKY BOSHUKHOBEHHUS KOHIICIIIMU KIIHEHTOOPHEHTUPOBAHHOCTH

2 OcHoBHble  TpeHIbl 9KkoHOMMKM XXI Beka Kak MPEANOCHUIKM  BO3HUKHOBEHHS  KOHLEIILUH
KJIMEHTOOPUEHTUPOBAHHOCTH

3 CoBpemMeHHbIe 1IM(PPOBBIE TEXHOJOTHH M KIMEHTOOPUEHTUPOBAHHOCTh

4 Tpancdopmarust 6n3Heca B TUPPOBOH IKOHOMUKE

5 TeopeTryeckue NpeAnoChIIKH KOHIETIUH KIMEHTOOPUEHTUPOBAHHOCTH

6. HccrnenoBanus B 001aCTH PHIHOYHBIX OTHOIICHUN

7 AXTYaJIbHOCTh KOHIETIHH KINEHTOOPUEHTHPOBAHHOCTH

8 CyImHOCTh KOHIIENIIUHU KIIMEHTOOPHEHTHPOBAHHOCTH

9 Pe3ynbpTaTHBHOCTD OPHEHTAIMH HA KIIMEHTa

10. | Knaccudukanus notpeOHOCTEH B KIIMEHTOOPHEHTHPOBAHHOM II0/IX0/1€

11. | ba3oBsle 1 TPOM3BOAHBIE TOTPEOHOCTH

12. | Knaccuduxanus norpednocreii [xona Keiinca




13.

Martpuia norpednocTeit Xomens-IIpaxamana

14. | Uepapxus genoBedeckux norpedHocTerr Abpaxama Macmoy.

15. | Kapn FOnr. Yethipe nicuxoTHIia 4enoBeka

16. | IlsaTe THnoB KiIMeHTOB. [ICHXOIOrHYECKHUH acIIEKT

17. | Knaccudpukarmus DISC Yunssima Maprcona

18. ConmanpHble TUIBI KIIMEHTOB

19. Tune! KINEHTOB B MPOJakax

20. | Tumsl HHTEPHET-KIINEHTOB

21. | Buyer Personas. CoBpeMeHHBIH TOIX0X

22. | Pa3paboTka mopTpeTa uaeaIbHOTO KINEHTa

23. | ®opmHpOBaHKE HACOJIOTHU KIMEHTOOPUEHTHPOBAHHOW KOMIIAHUH
24. | CymHOCTb U IPUYHHBI OTTOKA KIMEHTOB

25. | OcHOBHbIE HaNpaBeHUS MTPEIOTBPAICHUS OTTOKA KINEHTOB

26. | KineHTCKHI OMBIT, MOHSTHE U CYITHOCTh

27. | Anroput™m IeMCTBHI 1O YIYYIIECHNIO KIMEHTCKOTO OIbITa

28. | MeTpuKH OLIEHKH KIMEHTCKOT'O OIBITA

29. | JlosnpHOCTh KIIMEHTOB, MOHATHE U CYIIIHOCTh

30. | IIporpamma NOSJIBHOCTH, MOHSTHC U CYITHOCTb

31. | JIMCKOHTHBIE IPOrPaMMBbI

32. | boHycHbIe mporpaMMEI

33. | MHOroypoBHEBbIE IPOrPAMMBI JIOSIIBHOCTH

34. | IlapTHepckue NporpaMMBI JIOSIIBHOCTH

35. | LleHHOCTHBIEC TPOTPaMMEI JIOSITBHOCTH

36. | Pa3paboTka mporpamMmebl JIOSUITBHOCTH

37. | Crpareruu mporpamm JIOSUIbHOCTH U HHCTPYMEHTHI UX peai3aiui
38. | [IpuHOMTBI paOOTHI B KIIMEHTOOPUCHTUPOBAHHON KOMIIAHUN

39. | Dramsl opraHu3anyy KINEHTOOPUESHTHPOBAHHON KOMIIAHHA

40. Touku koHTaKTa moTpeduTens ¢ OpeHnom. CoBpeMEHHBIE TIOXOIBI K KIIacCH(DUKAIIUHI
41. | OpraHu3zamus ToYeK KOHTaKTa MOTpeOuTeNs ¢ OpeHIoM

42. Customer Journey Map, moHSTHE B CYITHOCTB

43. | Mogens moctpoerus Customer Journey Map

44. | )Xvu3HeHHBIN UK KIHeHTa. [IOHATHE. CYIIHOCTh, CTAAHN

45. | Crnou uHpOpMANHU HA CTAIUSIX )KU3HEHHOTO IMKJIA KITHEHTA

46. | Paspaborka u mporiecc noctpoenus Customer Journey Map

47. | OOparHas cBs3b. [IoHATHE U CYLIHOCTH

48. | Opranuzanusi CUCTEMbI 00paTHOI CBSI3U

49. | TlpeumyIecTBa UCIOIB30BAHUSA OOPATHOM CBS3H

50. | Knaccuduxkanusi o0paTHoii cBsi3u. 3anpaiiiBaemMas 00OpaTHas CBA3b
51. | Knmaccudukanus obpaTtroii cBs3u. [Ipsamas oOpaTHas cBsA3b

52. | Knaccudukanus BUJOB onpoca

53. | Crpykrypa ompoca

54. | Ipouenypa ompoca

55. CocTraBiieHre aHKETHI T OIpoca

56. | AHaiu3 KIMEHTOB KaK OCHOBA Pa3BUTHS KOMIAHUU

57. 3amaun, penraeMple ¢ MOMOIIBIO aHATN3a KIIMEHTCKOM 0a3bl TaHHBIX
58. | IHCTpYMEeHTHI KIIMEHTCKON aHAIMTHKI

59. O0nacTh MPUMEHEHHUS TaHHBIX OM3HEC-aHATUTHKH

60. | Paspaborka CRM-cucTeMbl KOMITaHUT




7.3.2. Kputepuu 1 HOPMbI OLlEHKH

dopma
NpoBeIeHus!
CemecTp . Kpurepuu u HOPpMbI OLIEHKH
MPOMEKYTOYHOM
aTTecTaluu
6 Dk3ameH (1o OTnruHO (3a4TEHO) Crynent Habpain 85 u 6onee 6ayoB
HAKOIUTEIILHOMY 110 HAKOTIUTEIIbHOMY PEHTHHTY
peUTHHTY) Xoporiio (3a4TeHo) Crynent Habpan ot 70 mo 84 Gayos

110 HaKOIUTEJIbHOMY PEUTUHTY

Y 10BIETBOPUTEIHHO Crynent Habpai ot 55 m0 69 Gaios
(3auTeHo) 110 HAKOIIUTEIILHOMY PEHTHHTY
HeynosnerBopurensno | CryneHT HaOpan 54 u MmeHee 6ayioB

(HE 3a4TEHO)

110 HAKOIIUTCIIbBHOMY peﬁTHHry




8. YueOHo-MeTOoAMYecKOe U MH(OPMAITMOHHOE O0ecTieYeHHe TUCIIUITHHBI

8.1. O0si3aTesibHAA JIUTEPATYpPa

Tun (yuyeOHHUK, yueOHOe

Ne nocooue, yueoHo-
ABTOpBI, COCTABUTEIHN 3arsiaBue (3arojioBoK)
n/n MeToauYecKoe mocoomue,

NPAKTHKYM, Ap.)

T'ox m3panus

KoaudecTBo B
HAY4YHOH
omnodanoTeKe /
HaumenoBanne 96C

1 | banaxuun U. Haiinen 6osiee OBICTPBI MapIIpyT: 2022 https://www.iprbook
MPUMEHEHHE KapT MyTEIIeCTBH shop.ru/122534.html
MOTPEOUTES JIJIS TOBBIICHUS TIPOJIaXK U (maTa oOpameHus:
nosttbHOCTH. Teneps u B B2B 10.09.2022).

2 Jukcon M. Bcerna samn kiment: Kak noourbcs - 2019 Pexxum noctyna:
Toman H., JIOSUTBHOCTH, Peliasi MPoOJIeMbl KIIMEHTOB 32 http://www.iprbooks
Henvicu P. OJIWH LlIar hop.ru/83104.html

(mara oOpameHus:
10.09.2022)

3 | Jlarpmmesa JI.C. KimenToopreHTHpOBaHHOCTD: MOHOTpadust 2020 Pexum nocrymna:
Juncun 1.B. WCCIIEIOBaHMS, CTPATETUH, TEXHOJIOTUU https://new.znanium.
Oiinep O.K. com/read?id=353141

(marta oOpateHus:
10.09.2022)
4 | @eiigep I1. KIiIMeHTOLEHTPUYHOCTh: OTHOIIEHHUS C - 2021 Pexxum nocrymna:
HOTPEOUTENAMH B IIU(PPOBYIO IMOXY https://znanium.com/
catalog/product/1841
893 (nmata
oOparieHus:
10.09.2022)
5 | ®okc Jx. Kak crarp Bommeonukom npogax: [IpaBuna - 2019 Pexxum nocryma:

IMMPUBJICHCHUSA U YACP)KAHUA KIIMCHTOB

http://www.iprbooks
hop.ru/82889.html
(mara oOpateHus:
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 (y4yeOHMK, yueOHOe

KoanuyecTBO B

Ne nocodue, yue0Ho- HAYYHOI
ABTOpBI, COCTABUTEJIHN 3arsiaBue (3aroJjioBoK) T'ox m3panus
n/n MeToauYecKoe nmocoomue, ouoaunorexe /
NPAaKTHUKYM, Ap.) HaumenoBanue 3bC
6 | UepkammH I1. A. Crtparerus yrnpaBJICHHs VYyebHoe mocobue 2020 Pexxum nmoctyma:

B3aMMOOTHOLIEHUSAMHU ¢ KineHTamu (CRM)

https://www.iprbook
shop.ru/97585.html

((mata oOparienus:
10.09.2022)

8.2. JlonosiHuTEIbHAS JIMTEPATypPa



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

Tun (y4eOHuK,
yueOHoe nocodue,

KoanuyecTBO B

Ne yueOHO- N
w/n ABTOpBI, COCTABUTEIH 3arsiiaBue (3aroJi0BOK) MeTOIHYeCKOe I'on u3nanus | Hay4yHoll OMbaIHOTEKE /
HanmenoBanue O6C
nocooue,
NPAaKTHUKYM, Ap.)
AnTomenko B. PasraeBannbiii Kimnenr, g 100110 10 2022 Pexxum nocryma:
https://znanium.com/ca
1 talog/product/1905839
(mara oOpameHus:
10.09.2022)
Pexxum nocrymna:
Hop obm. pex WM MapKeTHHT: CO37aHHE U JIOHECCHHE https://znanium.com/rea
2 | CkopoOorarTsix, P.P. . YueOHuk 2020 2id=350431
Crxopuyxa, C.H. Ansipecsa. MOTPEOUTETHCKON 1IEHHOCTH d?i (mara
obparmienus: 10.09.2022)
Pexxum nocrymna:
[Taptuzanckue npojaxu: Kak yBectu http://www.iprbookshop.
3 | Typryuos M. KITMEHTa Y KOHKYPEHTOB ) 2019 ru/86757.html (nara
obpamenus: 10.09.2022)
Tkauenko E.A, 3axapoBa JloBuCh, KJIMEHT, OOJIBIION U MaJICHBKHA : - 2019 Pexxum noctyma:
K.A. nocoOue JUIsi HHTEPHET-MapKeTOJIOTOB https://znanium.com/re
4 ad?id=346713 (nara
oOparieHus:
10.09.2022)
Yeppu Ilon [Iponatomue Bonpockl: D hEeKTUBHBIN - 2019 Pexum nocryna:
CII0c00 BBISICHUTD, YETO ENCTBUTEIHHO https://www.iprbooksh
5 XOTST Ballld KIIUEHTEI 0p.ru/82427.html (mata

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

[ermnn E DHeprus KJIMEHTa: KaK OKYIaeTcs - 2021 Pexxum nocryma:
YeJIOBEUCSCKHI TIOAXO0]] B OM3HEce https://znanium.com/ca
talog/product/1841894
(mara oOpameHus:
10.09.2022)
Sxy6a B. Cepsuc. Kak 3aBoeBaTh 10BEpHE KIMEHTOB IIPAKTHYECKOE 2021 Pexum nocryna:
1 TIOBBICUTH MPOJIAKH PYKOBOJCTBO https://znanium.com/ca

talog/product/1817713
(mara oOparmeHus:
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. 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 PexBU3UTHI JOrOBOpa
HanmenoBanmue I1O ! opP
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

JICUCTBHS - OECCPOUHO;

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

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

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 NPOBECHUS

N/ | NPaKTHYeCKHUX U Ja00paTOPHbIX 3aHATHIA,
MOMELIEeHUH JJI51 CAMOCTOATENbHOMI

padoThl 00yYarommMxcs (HoMep ayAuTOPUH)

Ilepeyenb 0CHOBHOTO 000pYynOBaHHS

VYueOnast aynmuropust Juis  mpoBeneHus 3aHATHH | CTONBI  yueHHYECKHE JIByXMECTHBIE, cTouN
JICKIIMOHHOTO ~ TUMa. YueOHas  ayJuTopus MAJsl | MPEenojaBaTelbCKUil, CTYI HPEroIaBaTesbCKHii ,
MIPOBEACHUS 3aHATHI CEeMHHApCKOTo THma. YdeOHas | TOocKa ayquTopHas (MenoBas), Jocka (GIumIaprT,
ayauTopusi Uil KypCOBOTO  NPOEKTHPOBAHMS | TpHOYHa, CTYJIbsl YYEHHUYECKHE, MPOEKTOp,
1 (BBITTOJTHEHUSI KypCOBBIX PaboT). YueOHast ayAMTOpHs | SKpaH; KOMIBIOTED, JKaII031

JUIsL TIPOBEACHMS TPYMIOBBIX W HWHIAMBUIYAIbHBIX
KOHCYJIbTAllMH. YueOHast ayAuTOpHs Ul IPOBEICHUS
3aHATHH TEKyLIEro KOHTPOJS U HPOMEKYTOYHOM
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 IPOBE/ICHUs!
N IlepeyeHb OCHOBHOIO 000PYI0BAHMS
n/n | NpPakTU4YeCKUX U Ja0OpaTOPHBIX 3aHATHH,
NMOMELIEeHUH VI CAMOCTOATEILHOMN

padoThl 00yyarommxcs (HoMep ayJAUuTOPHH)

VYuebHass ayauTopus Ul NpoBeAeHMs 3aHATWIl | [lapThl  MOHOONOKHM — JBYXMECTHBIC, CTYJbS

CEeMHHApCKOTO  TUMa. Y4eOHas aymuTOpHs UL | 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

TEKYIIEro KOHTPOJISI M HPOMEXYTOYHOH aTTecTalMu.

(C-807)

KommbroTepHbiit kimacc. YueOHas ayauropust ais | [lepeHOCHOW — MPOCGKTOp,  3KpaH.,  CTOJIBI

NPOBEJCHUSI 3aHATUI JICKIMOHHOI'O THMA. Y4eOHas | yYEeHUUECKHE, CTOJ IPETOIaBaTEIbCKHUMA, CTYIb,

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 ayauTopus IS MPOBEACHUSA

TPYNIIOBBIX W HMHAMBHAYAJIBbHBIX  KOHCYJbTAIHMit

VYyeOHas ayauTOpWsl UL NIPOBEACHUS — 3aHATHIM

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




