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Nnaexc iucuynInHbI
1o y4eOHOMY IJIAHY

HaumenoBanue AUCIHUITIINHBI

b1.0.08

YIHPABJIEHUE B3AUMOOTHOIEHUAMMU C
KIMEHTAMUA

enp nzyyenus
JUCLUILINHBI

dbopMupoBaHHE CHUCTEMBbl 3HaHUKW 00 HMH(POPMAIIMOHHBIX
TEXHOJIOTUSIX W CUCTeMax, OO0ECHEUMBAIOUINX pPEaTH3aIHIO
KOHIICTIIIN T u 0a30BbIX MIOJIXO/IOB yIIpaBJICHUS

B3aMMOOTHOIICHUAMHU C KIIMCHTaAMMU.

MecTo TUCHUAIUINHEL B
ctpykrype OIIOII

JlucuumimHa OTHOCHTCS K oOs3arenbHOM wacth Onoka 1.
«lucuumuinHbl (MOAYIJIN)» MPOTrPaMMbl MarucTpaTypbl

KommeTenmum,
dbopMupyeMsbie B
pe3yiabTaTe OCBOCHUS

OIIK-4

NUCHUILIINHEI
Coneprxanue Tema 1. TeopeTudeckue acrieKThl KJIMEHTOOPUEHTUPOBAHHOTO
JUCHUIIINHBI noJxoja.

Tema 2. ApXUTEKTYpa, COCTOSTHUE PhIHKA K OCOOEHHOCTH
MIPOEKTOB IO BHEAPEHUIO CUCTEM YIIPABIICHUS
B3aMMOOTHOILIEHUSIMHU C KJIHNEHTAMHU.

Tewma 3. [Ipouecc paspabotku crpaterun CRM.

Tewma 4. Peanuzanusa ¢pynkuuit mapketunra B8 CRM.

Tema 5. Ilognepxka nporeccoB npogax B CRM-cucremax.
Tema 6. AHanuTnuyeckue Bo3MoxxkHocT CRM.

OO1w1ast TpPyA0€MKOCTh
JIMCIUTLTHHBI

OO1masi TPYAOEMKOCTh AUCHUILUTHHBI COCTAaBISIET 3 3a4ETHBIX
enunwuIbl (108 yacos)

dopMa MPOMEKYTOUHON
aTTecTaluu

3avuer




COJEPKAHHUE

1. Lenp ¥ mnepeyeHb IUIAHUPYEMBIX pE3yJIbTaTOB OOyYEHUsS 10 JIUCLUIUIMHE,
COOTHECEHHBIX C IJIAHUPYEMbIMU pe3yIbTaTaMU OCBOCHHUS MTPOTPAMMbI MATUCTPATYPHI
2. Mecto aucuutuinasl B ctpykrype OITOII maructpaTtypbl

3. O0beM [JUCHUIUIMHBI B 3a4eTHBIX €IMHULAX C YKa3aHHEeM KOJIMYecTBa
aKaJeMUYECKHX YacOB, BBIJCICHHBIX HAa KOHTAKTHYIO paboTy oOydarommxcs ¢
npernogaBaresnieM (110 BUAAM 3aHITHI) U Ha CAMOCTOSITENIbHYIO Pa00Ty 00 yUJarouXcst

4. ConeprkaHue TUCHUIUIMHBI, CTPYKTYPUPOBAaHHOE IO TeMaM (pa3jienam) ¢ yKa3aHUuEM
OTBEJICHHOTO Ha HUX KOJMYECTBA aKaJIEMUUYECKHX YacOB U BUJOB YU€OHBIX 3aHATUI

5. KoHTpoJib KauecTBa OCBOEHUS TUCLIUIIIIMHBI

6. YueGHO-MeToInYeckoe 00ecredeHre TUCIUILINHBI

7. IlepeyeHh OCHOBHOMW M JIOTIOJHUTEIHHOW yu4eOHOU JIMTEPATyphl, HEOOXOIUMOM st
OCBOEHUS AUCIUITITUHBI

8. Ilepeuenn pecypcoB MH(GOPMAITMOHHO-TEICKOMMYHUKAIIMOHHOW CETH «HHTEPHETY,
HEOOXOUMBIX JIJIsl OCBOCHUS IUCIUTUIMHBI

9. Meroanueckue ykazanusi 1j1si 00y4aronuxcsi 0 OCBOEHUIO TUCIUILIAHBI

10. Ilepeuenr MHGOPMAIMOHHBIX TEXHOJOTUH, HMCIONB3YyEMbIX IMPHU OCYIIECTBICHUU
00pa30BaTeNbHOIO MpoIecca IO JIUCUUIUIMHE, BKJIOYas MEepeYeHb NPOrpaMMHOIO
obecrieueHrss © THPOPMAITMOHHBIX CIIPABOYHBIX CUCTEM (IIPU HEOOXOTUMOCTH )

11. Onmcanme MaTepUANTBbHO-TEXHUYECKOTO oOecneueHus, HeoOXOIUMOro s
OCYIIIECTBIIEHUSI 00Pa30BaTEIBLHOTO MPoLiecca MO AUCIUILTUHE

12. Ipunoxenue x PT1J]
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11

11

12

12
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1. HEJIb U IIEPEYEHD IINTAHUPYEMBbIX PE3YJIbTATOB OBYUYEHUS 11O
JUCIHUIIVIMHE, COOTHECEHHBIX C INTAHUPYEMBIMU PE3YJIbTATAMMU
OCBOEHMSA NTPOT'PAMMbBI MATHCTPATYPbBI

HGJIBIO HU3YyUCHUA JUCHUIIIINHBI YHpaBHGHI/IC B3aMUMOOTHOIICHUAMHU C KJIHCHTAMU
ABIseTCS (POPMHUPOBAHUE CUCTEMBbl 3HAHUI 00 MH(POPMAIMOHHBIX TEXHOJOTHSAX U CHUCTEMaXx,
00eCreynBaOIIMX  peaM3alui0  KOHIEeNuuid ¥ 0a30BBIX  MOAXOAOB  YIIPaBIICHUS
B3aMMOOTHONICHUSIMU C KITUCHTAMH.

B pesynprare ocoenuss OIIOIl maructparypbl OOyYaromIWiics JOJDKCH OBJAIETh
CIICAYIOIIMMHU Pe3yJIbTaTaMK 00y4YeHHs 110 AUCIUILIMHE!

Koapl Pe3ysabTarsl 0cBOCHUA IlepeyeHb MIaHNUPyeMbIX Pe3yJbTATOB

KOMIIeTEeHIIUH o11on 0o0yueHHsI MO JUCIHUILJIMHE

OIIK-4 CnocoOeH yrpaBisTh OIIK-4.1 3HaeT KOHIEHIMIO  YIPABIICHHUS]
B3aMMOJICHCTBUECM C B3aMMOOTHOIICHUSIMA C  KJIMEGHTAaMM, THIIb]
KIIMEHTaMH U IapTHEPaMH B [CTpaTeTuil  YIpaBJIEHUS  OTHOUICHUSIMH  C
Mpoliecce perieHus 3aaa4y KIINEHTAMH, KJIFOYEBBIE MPOIECCHl U TEXHOJIOTUH
npodecCHOHATbHON yIIpaBIeHHUS B3aMMOOTHOIIICHUSIMU C KIHEHTaMHU
JIEATEIIbHOCTH OIIK-4.2 VYmeer aHanu3upoBaTh OTPACIEBYIO U

KOHKYPCHTHYIO Cpelly KOMIIAHHH, BBISBISTH
[IEJIEBBIE CETMEHTHI, KIIOYEBBIX KIHEHTOB W
[IapTHEPOB

OIIK-4.3 Bnanmeer HaBbIKAMH aBTOMAaTH3allUH
CHUCTEMBbI  YIIPABJICHUS  B3aUMOJICHCTBUEM  C
KIIMEHTaMH U NTapTHEpaMu

2. MECTO JUCIIMIIJIMHBI B CTPYKTYPE OIIOII MATUCTPATYPbI

Huctmmumaa b51.0.08 YnpasieHne B3auMOOTHOIIEHHSIMH C KIMEHTAMH OTHOCHTCS K
oOs3arenpHOM uactu Onoka 1. «ducuumimssl  (Moxynu)»  ydeOHoro ruiana OIIOIT
MarucTpaTypbl Mo HampasieHHi0 noarotoBku 38.04.05 busnec-undopmatuka. JucuunianHa
VYrpasieHrne B3aMMOOTHOIICHHUSMH C KIMEHTaMH HM3ydaeTcsi OO0ydyarolUMUCS O4YHOU (OopMbI
o0yuyeHus B 3 cemecTpe, 3a04HOi (popMbl 00yueHus — B 3-4 cemecTpax.

[Ipy m3yuyeHun AaHHOW IUCHMIUIMHBI OOYYarOUIWIICS UCIOJb3YEeT 3HAHUS, YMEHUS U
HaBBIKH, KOTOpBIE (POPMUPYIOTCS MApaIeNIbHO B MPOLIECCe U3YYEHHsI AUCLUIUINH: YTIpaBlieHUEe
Ku3HeHHbIM 1uKkiIoM WC  (mpoaBuHYTBIH — ypoBeHb), Teopuss MNPUHATUS — PELICHHI,
HNudopmannoHHbIi MeHeKMEHT, MIHpopMamoHHbIii OH3Hec.

3HaHMs, YMEHUS M HaBBIKH, MOJYYEHHBIE MPU W3YYEHUM AMCLUUIUIMHBI YTIpaBiIeHHE
B3aMMOOTHOIICHUSIMH C KJIMEHTaMH, Oy1yT HEOOXOJUMBI IJIsi YIIIyOJE€HHOIO U OCMBICIEHHOTO
BOCHpUATUSA  JUCHMIUIMH: bu3Hec-MonenupoBaHWE U HWHTEPHET-IPEIIPUHUMATEIBCTBO,
WHTemiekTyanbHble areHThl M areHTHble cucTteMbl, CTpaTernyeckoe yrpaBlieHHEe U OHu3Hec-
aHanu3, CTpaTernyeckoe ynpaBjieHUEe HHHOBALIUSMU.

Ob6nacte mpodeccHOHATBHONW JEsTETbHOCTH, HAa KOTOPYIO OpPHUEHTHUPYET AUCLUILINHA
VYrpasieHrne B3aMMOOTHOUIEHUSIMH C KJiMeHTaMu, BkirodaeT: 06 CBs3b, MH(DOpMalMOHHBIE U
KOMMYHHKAI[MOHHBIE TEXHOJIOTHH.

Tunsl 3a7a4, K KOTOPHIM TOTOBUTCS OOy4YarOIIMMCS, ONpe/eleHbl Y4eOHbIM IJIAHOM, a
MMEHHO: YIPABJIATh B3aUMOJAECHCTBUEM C KIMEHTaMU U MAPTHEPAMHU B IIPOLIECCE PELICHUS 3a]1a4
npodhecCuoHaTbHON NeSTENbHOCTH.



3. OFbEM JUCIUIIIAHDLI B 3AUETHBIX EJMHULIAX C YKA3SAHUEM
KOJIMYECTBA AKAJIEMUYECKHUX YACOB, BBIJIEJTEHHBIX HA KOHTAKTHYIO
PABOTY OBYYAIOIINXCS C IPENOJABATEJIEM (IIO BUIAM 3AHSITHI) 1
HA CAMOCTOSITEJBbHYIO PABOTY OBYUYAIOIUXCS

OO0mas Tpya0eMKOCTh (00bEM) TUCIUILIMHBI COCTaBIsACT 3 3a4E€THBIX CAMHHMIIBI (3. €.),
108 akamemuuecKkux 4acos.

3.1. O0béM TMCUMITHHBI 0 BUAAM YUeOHBbIX 3aHATHI (B Yyacax)

st ounoii popmbl 00yueHust
OO6mmas Tpya0€MKOCTh TUCIUIUIMHBI COCTABIISIET 3 3a4€THHIX enuHuIbl, 108 gacos.

O0BbéM TMCUMTLTHHBI Bcero yacos

OO611ast TpPyA0€MKOCTh JUCIIUTUIMHBI 108
KonrtaktHas paboTa 38
AynuropHas pabota(Bcero): 38
Jlexkuun 12
CeMuHapbl, NPAaKTUYECKUE 3aHATHUS 26
CamMocTosiTenbHas paboTta o0yyaronuxcs (BCero) 70
KypcoBas pabota -

3auer I

DK3aMeH -

st 3a049HO0# popMBI 00yUEeHHS
OO6mmast TpyA0EMKOCTh JUCIUTIINHBI COCTABISACT 3 3a4€THBIX enuHuUIbl, 108 yacos

O0BEM IMCUMIIITHHBI Bcero yacos
OO611ast TpyA0€MKOCTh TUCIIUTUIMHBI 108
KonTakTHas padora 8
AynuropHas pabota(Bcero): 8
Ulexim 2
CeMUHApPBI, TPAKTHYECKUE 3aHATHUS 6
CamocrosTenbHas paboTa 00ydarouuxcs (BCero) 96
Kypcoas pabora -
3auer 4
DK3aMeH -

4. COAEP KAHUE JUCIMIIJINHBI, CTPYKTYPUPOBAHHOE 11O TEMAM
(PA3JIEJIAM) C YKASAHUEM OTBEJIEHHOI'O HA HUX KOJIMYECTBA
AKAJIEMAYECKHX YACOB Y BUJIOB YYEBHBIX 3AHATHIA

4.1. Pa3nenbl AUCHUIINHBI M TPYI0EMKOCTD 110 BUAAM y4eOHBIX 3aHATHI
(B akajileMHYeCKHUX Yacax)

Bcero KoanuecTBo 4acoB
o
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0P0
300
(01010
300
0P0
300

Teoperudeckue aCIIeKThI

KJIMEHTOOPHUEHTUPOBAHHOTO 18 17 2 1 2 14 16
1oJX0/1a

ApXHUTEKTYpa, COCTOSIHUE pPBIHKA U

0COOEHHOCTH MIPOCKTOB no| g 17 2 4 12 | 17
BHEJPCHUIO CHCTEM  YIPaBJICHUS

B3aMMOOTHONIICHUSIMH C KJIMCHTaAMH

[Tpotiecc  pa3paboOTKM  CTpaTeruu

CRM 18 18 2 4 12 | 18
Peanu3zanus QpyHKUMHA MapKeTHHTa B

CRM 18 18 2 1 6 2 10 | 15
[Mognepkka MPOLECCOB HPOJAX B

CRM-creremax 18 17 2 6 2 10 | 15
AHanuTH4ecKue BO3MOXKHOCTH

CRM 18 17 2 4 2 12 | 15
Bcero no pucuummne 108 104 12 2 26 6 70 96
KoHTpoib + 4

Hroro 108 | 108 | 12 | 2 | 26 | 6 | 70 | 96

4.2. Conep:xaHue TMCUMILUIMHBI, CTPYKTYPUPOBAHHOE MO TeMaM (pa3aejiam)

Tema 1. TeopeTnueckne acneKkTbl KJIMEHTOOPUEHTHPOBAHHOIO MOAX0/A.

Crparerust ynpasieHUsl KIMEHTCKUMHU OTHOWEHUAMH. «MHIycTpranuzanus» npojax 1
mapkeTuHra. Ilpupona norpedurenbckoil neHHoctH. Co3laHuEe LEHHOCTH JUIS  KJIMEHTA.
Coznlanue 1EeHHOCTH JUIsl OpraHM3aluu. Makcumu3anus IMOXU3HEHHOW CTOMMOCTH KIJIMEHTa
(customer lifetime value). IlonsTue nieHHOCTHOTO MpenoxkeHus (value proposition).

Haznauenune crparerun CRM. Omnpenenenune tepmuHa CRM. CymmHOCTh M NPUHIUIIBI
koHuenuu CRM. [lpeanochiiku BO3HUKHOBEHMsI JaHHOTO Tmoaxoxa. MudbopmarmonHbie
CHCTEMBI yIpaBlieHUsl B3auMooTHomeHus ¢ kineHToM (CRM). Ha3snauenue, B3aMMOCBSI3b C
npuMmeHenneM KoHuenuuu CRM. Bzaumocssass ¢ KUC. Knaccudpukauus um QyHKUIMH, THUIIBI
CRM. OcHoBnble koMnoHeHThl cucteM CRM. Hcrounuku sdpdextuBHocty CRM. Hcropus
pazsutuss CRM. Kputepunm npumenumoctu konuenuuu. [IpeumymiectBa, moigydaemble OT
BHenpeHns CRM.

Tema 2. ApXxuTeKkTypa, COCTOSIHUE PHIHKA U 0COOCHHOCTHU NPOEKTOB N0 BHEIPEHUIO
CHCTEM yNpPaBJeHHs B3aMMOOTHOLICHUAMH € KJIHEHTAMM.

ApxuTekTypHble KOMNOHEHTHl cucteMbl CRM. MHTerpanms ¢ ApyrMMH CHCTEMaMH.
0630p peiaka CRM-pemenuii. Poccuiickuii ppinok CRM-cuctem. OCHOBHBIE KPUTEPHH BBIOOPA
CRM-cucremsr (tum CRM-cucTeMbl, BO3MOXXKHOCTh COBMECTHOW paborei CRM U ydeTHOM
CHCTEMBI, COOTBETCTBHE OCOOCHHOCTSM OTEYECTBEHHON TpaKTHUKU BeJIeHHs Ou3Heca,
JOCTYMHOCTh YCIYT O BHEIPEHHIO M COIMPOBOXKJIEHUIO B PErMOHE, COBOKYIHAs CTOMMOCTH
BJIaJICHHSI, BOBMOKHOCTH MHTETPALlUH C TEIEKOMMYHUKAUSAMH, BEO-TIPUIOKEHUSIMHI U IPYTUMU
IPOrpaMMHBIMH TIPOAYKTAMH, BO3MOXKHOCTb OpraHU3allid YAaJleHHOro paldouero Mecra).
Brenpenue cuctem ynpasieHHs B3aMMOOTHOLLIEHUSAMU C KIIMEHTaMHU.

Tema 3. IIpouecc pazpadorku crparerun CRM.

Toukn B3aMMOJEHCTBUS KOMIIAaHMM WM KJIMEHTA. YTPABICHUE B3aMOOTHOIIEHUSMHU C
napTHepaMmu, KaHaibl B3aumonaeicTBus B2B (OmsHec-Omsnecy) m B2C (Ou3Hec-KIMEHTY).
OMHuKaHainpHBIA  NMOAXOA. MHOroKaHanbHas  UMHTErpalys C  KIMEHTOM. BapuaHTbl
WCIIONIB30BaHUS ~ KaHAJIOB  B3auMojeiicTBus (channel options). DKOHOMHKA KaHAJIOB




B3aumozeiicTBus. OnpeneneHue NPUOPUTETOB B3auMOAEHCTBUs. OMHHMKaHAJIBHBIM MOAXOA K
paboTe ¢ KIIMEHTaMH.

DBOIIOLUS METOJIOB ynepKaHust KiIueHToB. I[Iporpammel nosmpHOCTH. OCcoOeHHOCTH
CRM-cuctem B pazimmunbix chepax nesrenbHocTd. Buenpenne CRM-cuctem B (prHAHCOBBIX
opranuzanusax (6aHKW, CTpaxoBble M MHBECTHIIMOHHbIE KOMIAHWK). BO3MOKHBIE TPEIOKEHUS
pa3BUTHSL («CTpaTerus BTOPOTO MMPOAYKTa», KPOCC-MPONAXKH, (DUHAHCOBBIA KOHCAJITHHT).
[Tpobnembl aBTOMATHU3aLUU KJIMEHTCKOTO B3aUMOJCHCTBUS B (DMHAHCOBBIX OpraHU3AIUIX.
Crparternyeckue TpeOOBaHUS K THOJAPA3ACNCHUSIM, OCYIIECTBISIONIMM B3aUMOJCUCTBUE C
KIMeHTaMHu. Pacder JOXOJHOCTH/LIEHHOCTH KIMEHTOB. OOcCiyXHBaHWE KIMEHTOB HAa OCHOBE
Mozaenu ueHHoctu. Baenpenne CRM-cucreM B TEIEKOMMYHUKAIMOHHBIX —KOMITAHMSIX.
VYnpasnenue 1eHoi U ¢opmupoBaHue makeroB yciuyr. Buenpenne CRM-cucrem B chepe
po3HNuHbIX npojax. McnonbzoBanne CRM-cuctem B chepe ToproBoro MmapketuHra. OCHOBHbIE
npoOJIeMbl POCCUHCKUX KOMITAHUH-TIPOU3BOIUTENEH MpU padoTe ¢ KaHalaMH MpoJaK. AHaIU3
Heyad MpoekToB 1o BHeapeHuto CRM-cuctem. O030p HanpapiieHuii pa3Butus Gpynkiuii CRM-
cucremsl. Jlyumme npaktuku npumeHennss CRM-crucrem B pa3nuyHbIX chepax IesTeTbHOCTH.

Tema 4. Peanuzanus pynkuuii mapkerunra B CRM.

OBONIOIMS MapKETHHra: IPOAYKTOBbI MapKETHHI, NpPSIMON MAapKETHHI, IIeJIEBOI
MapKeTHHT. MapKEeTHHT «I10 COOBITHIO», MAPKETUHT «I10 Pa3peIICHUI0», MAPKETUHT OTHOILLIECHUH
U KOHUENIMS «OJAWH Ha oauH». Mapkerunrosble TexHonoruu B CRM-cucremax. IIpuHiumns

CCrMCHTallMn KIIMCHTOB. KpI/ITepI/II/I CCrMCHTAalMM : COI_II/IaJ'IBHO'I[eMOFpa(I)I/I‘ICCKI/Ie
XapaKTCPHUCTHUKU. chxorpa(bnqecxne XapPaKTCPUCTHKHU, IOBCACHYCCKHUC XapPaKTCPUCTHKU,
reorpaq)nqecxne XapaKTCPHUCTUKU. CDOpMI/IpOBaHI/Ie OCICBBIX rpymnit KIIMCHTOB.

CermMeHTHpPOBaHUE KJIMEHTOB IO PEAaKLIMK Ha MapKETUHIOBbIE MpeaoKeHusl. CerMEeHTUPOBaHUE
KJIMEHTOB MO CTpaTeruu npuoOpeTeHus. YIpaBleHHEe MapKeTHMHIOBbIMU KammnaHusmMu B CRM-
cucremax. Ilpuembl COBEpPLICHCTBOBAHMUS MAapKETUHIOBbIX Kammnanuil. CRM-nonnepxka
MapKETUHIOBBIX KaMIIaHUH «3aMKHYTOIO IUKJIa». MeTonbl yaep:kanusa kiaueHTta. OntuMusanus
KAHAJIOB ITPOJIAK.

Tema 5. Ilognepxka npoueccos npoga:xk B CRM-cucremax.

Cucrembl aBTomMatu3zanuu npogax. OCHOBHbIE (DYHKIIMOHAJIbHBIE MOJYJIW U CTpaTeTruu
UX HCIIOJIb30BAHUA. Y4eT, yIpaBieHue, aHanu3 mnpojgax B CRM-cucremax. VYmnpasieHue
uH(popMalel 0 KOHTaKTaX U KOHTPareHTax.

Wnterpanus gpont-oducHoi nesrensHocTH. CRM-nojaepikka perjiaMeHTa MpoJIak.
VYipaBneHne NOTEHUMAIbHBIMU cAelkaMu ((pyHKIHMH pacueTa BEpOATHOCTH COBEPILEHUS
caenku). CRM-nojiepxka U KOHTpOJIb (DYHKIIMM MEHEJKEpPOB IO MpojakaM. ABTOMATH3AIUSL
npogaxxk W MoOwibHble pemeHuss CRM. ®opmupoBaHue mNOTpEeOUTENHCKON ayAUTOpUM U
opranuzaius npojax B cpene MurepHer. Ympasnenue 3HaHusMu B CRM (Knowledge
Management Systems).

Tema 6. AHasmTHYeckHne Bo3Mo:xkHOcTH CRM.

Anamutnueckne CRM-cuctemMbl m ux Bo3MokHOCTH. CermeHTtanusi 0asbl KIHWEHTOB,
OLIEHKa YCIIEIIHOCTH MTPOBEICHUS MApKETUHIOBON KOMITAaHUH, OI[eHKa MPHUOBUILHOCTh KIMEHTOB.
AHam3 Mpojax, aHATU3 3aKyMOK M COCTOSHUS CKJana, MporHo3upoBaHue mpoxax B CRM-
cucremax. [Ipo0ieMbl nHTErpanuu HHGOPMAIIK O KIIMEHTAX, XPAaHUIUINA TaHHBIX.

CpenctBa ananmza CRM-cuctem (MeTOABI MHOTOMEPHOTO CTAaTHCTUYECKOTO aHau3a,
cpeactea Data Mining, nporuosupoBanus). OLAP-texHonoruu (aHanutudeckass oopaboTka B
pexxumMe peanbHoro BpeMenn) B CRM-cucremax.

4.3. Conep:xxaHue NPaAaKTHYECKUX 3aHATHI (0uHast (popma oOyueHMs1)

Pa3)1e.11b1, TEMbI, JMJAKTHYCCKHNEC CINHUIIBI

Tema 1. TeopeTnueckue acneKThl KJIMEHTOOPUEHTHPOBAHHOTO MoaXo0/1a (2 yaca).
Ilpakmuueckxoe 3amsmue Ne 1. AHamu3 CTPYKTyphl OOpaiieHWil MOTpeOuTeneld u ux
KJ1acCUUKaIus




1. Ananu3 cTpyKTyphl OOpalieHuii moTpeduTeel u ux kiaccuduranus (mo 00ObEeKTy).
2. O0ocHOBaHME BBIOOpa KaHAJIOB B3aUMOJICHCTBHS C KIIMEHTaMH.
3. BeinosiHeHNe MPaKTUYECKHUX 3a/1aHUM.

Tema 2. ApPXUTEKTYpa, COCTOSIHME PbIHKA H OCOOEHHOCTH NMPOEKTOB MO BHEIPEHHID
CHCTEM YNpPaBJIeHUs] B3aUMOOTHOIIEHUSIMH ¢ KJIHeHTaMu (4 yaca)

Ipakxmuueckoe 3anamue 2. Ananus pvinka CRM-cucmem u HT-npoexmos

1. Anamu3 peiaka CRM-cucrem.

2. Ananmu3 peiaka U T-mpoekTos.

3. BoinonHeHue npakTH4ecKux 3a/laHui.

Ipaxmuyeckoe 3anamue Ne 3. Onpedenenue @opmvl oOpeanuzayuu 63auUMoO0eucmsus ¢
KAUEeHMamu u paciem nompeoHoCmu 8 IKOHOMUUECKUX pecypcax 0 pabomsl noOpa30eieHull
1. Onpenenenre GopMbI OpraHU3AIMK B3aMMOJICHCTBHS ¢ KJIMEHTAMU M PacueT MOTpeOHOCTH
B OKOHOMHMYECKHX  pecypcax Uil  paboThl  MOApA3NIECICHMN,  OCYIIECTBISIOLINX
B3aUMOJICHCTBHE.

2. Ananuz npumepa.

3. BeimosiHeHne MpakTHYeCKUX 3a/IaHuH.

Tema 3. IIpouecc pazpadorku crparerun CRM (4 yaca).

Ilpakmuueckoe 3ansamue 4. Opeanuzayus GU3HeC-NPOYecco8 OPeanu3aAyUL 83aUMOOetCmaUsl ¢
Kauenmamu

1. MonenupoBanue 6M3HEC-TIPOLIECCOB OPraHU3aIMU B3aUMOICUCTBUS C KJIMEHTAMHU.

2. ®opmupoBaHHe MoKa3aTene 3 HEeKTUBHOCTH B3aUMOJICHCTBUS C KIIMCHTAMH.

3. BeimosHeHNe MPaKTUISCKUX 3a/IaHUH.

Ilpaxmuueckoe 3awsamue 5. Bueopenue CRM-cucmemvl: onpedenenue CRM-eudenus u
cmpame2uu

1. Dramnel BHeapeHuss CRM-cuctemsl.

2. Ompenenenne CRM-BuneHHS W CTpareruu: pa3paboTka Ieneil W 3aaad BHEIPCHHS,
pa3paboTka cTpaTeruu BHeapeHus. Onpenenenue GyHKIMOHATA.

3. BeimosiHeHne MpakTHIeCKUX 3a/IaHuH.

Tema 4. Peasmm3anus ¢pynknuii mapketunra B CRM (6 uyacos).

Ilpakmuuecxoe 3anamue 6. Bnedpenue CRM-cucmemvl: auanuz 63aumooeicmesus ¢
KAUeHmamu

1. AHanu3 B3aMMOJEWUCTBHUS C KJIMEHTAMH: aHAJIN3 KOHTAKTOB C KJIMEHTAaMH Ha MPEAMET
NOTPeOHOCTEH, 0XKUIAaHUI U ONIPEIEICHUS MO/IeTIe B3aUMOICHCTBUSI.

2. MonepHu3anys  TPOIECCOB  B3aWMOJCHCTBUS C  KJIMCHTaMHU: aHAJIW3  MOJeel
B3aMMOJICHCTBHS, WX MOJIEPHHM3AIUS U ONTUMHU3ALMUSA 1O KPUTEPHSIM HeoOXOIuMOi
YUCJICHHOCTH PaOOTHUKOB M COKpPAIlIEHUE BPEMEHH OU3HEC-TIpoliecca.

3. BoimonHeHue npakTHYeCKuX 3a/1aHui.

Ipaxmuuecxoe 3anamue 7-8. Peanuzayus gpynxyuit mapxkemunea 6 CRM

1. Onpenenenue GyHKIMI MapKeTHHTA MOAIEKAIUX aBTOMATU3AIIUH.

2. Peammzanus gpynkmii mapketnara B CRM.

3. Pabora B8 CRM-cucteme.

4. BeimoHEeHNE TPAKTUYECKUX 3aIaHUN.

Tema 5. Iloanep:xka npoueccos npoaax B CRM-cucremax (6 uaco).

Ilpakmuuecxoe 3auamue 9. Ucnonvzosanus CRM-cucmem omoenom npooasic

1. Ilpeumymectsa CRM-cucrem i oTaena npoaax.

2. llpumep ucnonp3oBanusi CRM-cucrem.

3. BeimonmHeHne MpakTHYeCKUX 3a/1aHui.

Ilpakmuuecxoe 3anwamue 10-11. Opeanuzayuss noodepowcku npoyecca npooaxc 6 CRM-
cucmeme

1. ABroMaTu3anus BeneHus cleinok ¢ nmomorasrn CRM-cucreMm.

2. Iloctpoenue BopoHku npojax B CRM-cucreme.

3. Onenka s dextuBHOCTH OT BHeApeHUss CRM-cuctemsl.
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4. BeimoaHeHNE TPAKTUYECKUX 3aJIaHUN.

Tema 6. AnanuTu4deckue Bo3Mo:kHocTH CRM (4 yaca).

Ilpakmuueckoe sanamue 12-13. Ananumuuecxue CRM-cucmemol

1. CpaBHUTENBHBIN aHAIU3 UHCTPYMEHTOB aHanuTudeckux CRM-cucrem.

2. Cermenrtanus 0a3pl JAaHHBIX KIUEHTOB, OLIEHKA MNPUOBUIBHOCTH KJIMEHTOB, OLIEHKA
YCHEMIHOCTH MPOBEACHUS MAPKETUHIOBOM KOMITAaHUH.

4. AHanu3 npojax, aHaJu3 3aKyIMOK U COCTOSIHUSI CKIIaja.

5. Ilporao3upoBaHue Npoaax.

6. BelnonHeHne NpakTUYECKUX 3aJaHUH.

4.4. Coaep:kaHue cCaMOCTOSATEJIbHOI padoThI

Pa3znennl, TeMbl, JUIAKTHYECKHE e JHHUIbI

Tema 1. TeopeTnyeckue acneKThbl KIMEHTOOPHUEHTHPOBAHHOTIO MOAX0/A.
1. Uctopus pa3sutuss CRM.
2. IIpeumymiectBa, nomydaemplie oT BHeIpeHHs CRM B 2JIeKTPOHHOM BUJIE.

Tema 2. ApPXUTEKTYpa, COCTOSIHME PbIHKAa H OCOOEHHOCTH NPOEKTOB MO BHEIPEHHUID
CHCTEM yNpaBJeHHs B3aMMOOTHOLIEHUSIMH C KJIHEHTAMH.

1. Poccuiickuii ppiHok CRM-cucrem.

2. Apxurektypa u pynkuuonan CRM-cucrem B (HMHAHCOBO-KpEAUTHOH cepe/OaHKOBCKOM
neATensHOCTH/On3HeEce.

Tema 3. IIpouecc pazpadorku crparerun CRM.

1. OcHoBHBIE TIPOOJIEMBI POCCUMCKUX KOMIIAHUI-IPOM3BOAMUTENEH NpU paboTe ¢ KaHalamu
MPOJaK,

2. O630p HampasieHui pazsutus pyakiuii CRM-cucremsl.

Tema 4. Peanuzanusa pynkumii mapkerunra B CRM.

1. Ynpasnenue mapkeTHHroBbIMU KaMmranusiMu B CRM-cucremax

2. [TocTpoerne cxem BEpHOCTH: cOOp MHPOPMALMHU TIO0 TAPAHTHHHBIM TAJIOHAM, TPOBEICHHUE
KOHKYPCOB, MAPKETHHIOBBIE HCCIIE0BAHNS.

3. IlocTtpoenmne cxem BepHOCTH: cOOp MH(OPMAIMH ITyTEM pPaclpOCTPaHEHHs JUCKOHTHBIX
Kapr.

4. TlocTpoeHne cxeM BEpHOCTH: cOOp MH(OpPMalMM MYyTEM PErUCTpalMM 4Yepe3 YAalleHHbIE
KaHaJlbl (MHTEPHET, Tele(oH, pacChlIKa).

Tema S. [loaaep:xkka npoueccos npoaaxk B CRM-cucremax.
1. ABromaru3anus npoaax u MoounsHele pemenus CRM.
2. Yrpasnenue 3Hanusmu B CRM (Knowledge Management Systems.

Tema 6. AHasnTHYeckne Bo3Mo:xkHOcTH CRM.

1. OLAP-texHomoruu (aHanuTudeckas oOpabOTKa B pexuMe peanbHOro BpemeHu) B CRM-
CUCTEMAX.

2. CpencrtBa ananuza CRM-cuctem (MeTOJIbI MHOTOMEPHOI'O CTATUCTHUECKOIO aHalIN3a,
cpeactsa Data Mining, IpOrHO3MpPOBAHU).

5. KOHTPOJIb KAYECTBA OCBOEHUSA JUCIUITJIMHBbI

Texymuil KOHTPOJIb U IPOMEKYTOUHAsL aTTECTALUsl OCYIIECTBIISIOTCS B COOTBETCTBUU C
«lTomoxenneM 0 TeKymeM KOHTPOJE YCIEBAEMOCTH UM IPOMEXKYTOYHOM aTTECTALIUHU

oOyyaromuxcs B ABTOHOMHOM HeKOMMepueckoil opranuzanuu «O0pa3oBarenbHas OpraHu3alus
BbICILIEr0 00pa30BaHUM» «Y HUBEPCUTET SKOHOMHUKHU U YIIPABICHUS».

Bung HpOMCX(YTOqHOﬁ arrecraiguu — 3a4cCT. dDOpMa MMPOBCACHU A HpOMe)KYTOqHOﬁ

aTTECTal[Mu — IMCbMEHHBIN 3a4eT.
@OHJ OLIEHOYHBIX CPEJCTB 10 AUCLUIUIMHE IIPUBEJEH B IpuioxeHuu K PII/I.
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6. YYHEBHO-METOANYECKOE OBECIIEYEHHUE JUCHUITJINHBI

1. Sxosenko JI.B., YmpaBieHue B3aUMOOTHOIICHHUSMU C KIMEHTAMH: METOJIUYECKUE
PEKOMEH/IAlMHU TI0 OPTaHMU3aLUN CAMOCTOSTeNbHON paboThl oOyvaromuxcs / JI.B. SIkoBeHko. —
Cumdeponons: AHO «OOBO» «YHUBepcUTET YKOHOMUKH U yrpaBieHus», 2026. — 18 c.

2. TepmuHONOTHYECKHA clOBapb Mo npeameram kadenpsl «busHec-unpopmaruka» /
cocrautenu . A. Jlonuenko [u ap.]. — Cumdbeponons : YHUBEPCUTET SKOHOMHUKH U
yrnpasnenus, 2020. — 240 ¢. — Texkcer : anextponHsIit // [{udpoBoit oOpazoBaTenbHBINA pecypc
IPR SMART : [caiiT]. — URL: https://www.iprbookshop.ru/108063.html (mara oGparieHwus:
16.01.2026). — Pexxum goctyma: s aBTOPU3HP. MOJIb30BATEIICH.

7. IEPEYEHb OCHOBHOM 1 UI[OHOJIHPITEJILHOFI YUYEBHOW JIMTEPATYPBI,
HEOBXOJINMOMU JJIs1 OCBOEHUA JUCHUITJINHBI

@) OCHOBHAA TUmMepamypa:

1. Yepkammn, I1. A. CrpaTterus ynpasiieHHUs B3auMOOTHOIIEHUsAMHU ¢ KiaueHTamu (CRM)
. yuebHoe mocobue / Il. A. Uepkamun. — 4-e u3n. — Mocksa : MHTepHET-YHUBEPCUTET
Nudopmannonnsix Texnonoruit (MHTYUT), At [Tu Ap Meana, 2024. — 420 c. — ISBN 978-
5-4497-3341-2. — Texkcr : anektponnslii // Lludposoit oOpazoBatensHblil pecypc [IPR SMART :
[caiiT]. — URL.: https://www.iprbookshop.ru/142306.html (mata obpamenus: 16.01.2026). —
PexxuM poctyna: 1uist aBTOPU3UP. TOJIB30BaTEIICH .

2. bexmypaaes, U. [1. [ludpooii mapketunr : yueoHoe ocooue / . [[. bekmyp3aes, .
3. NanaeB. — I'po3ubiii : Ueuenckuii rocynapctBeHHbIl yHuBepcuteT, 2024. — 104 ¢. — Teker
: anektpoHHbd // Lludposoit oOpazoBarenbubii pecypc IPR SMART : [caiit]. — URL:
https://www.iprbookshop.ru/147959.html (mata obpamenus: 16.01.2026). — Pexum mocryma:
JUIsl aBTOpHU3Mp. oJb3oBatesei. - DOI: https://doi.org/10.23682/147959.

0) oonoanumenvnas rumepamypa:

1. 3axapoBa, U. B. Mapkerunr : yuebnoe nocodue / U. B. 3axapoBa. — 2-¢ u3g. —
MockBa : A#t [lu Ap Menua, 2024. — 166 c. — ISBN 978-5-4497-3479-2. — Tekcr :
anektponnsli // Lludposoit oOpazoBarenvubiii pecypc IPR SMART : [caiit]. — URL:

https://www.iprbookshop.ru/142501.html (mata obpamenus: 16.01.2026). — Pexum mocryma:
JUTs aBTOpHU3Hp. mosb3oBateneit. - DOI: https://doi.org/10.23682/142501.
2. 3axapoBa, HO. A. ToproBbiii MapkeTHHT: 3(QeKTHBHAs OpraHu3aIUs TPOJAXK :

npakTuaeckoe mocooue / FO. A. 3axapoBa. — 3-¢ m3a1. — Mocksa : JlamkoB u K, At [Tu Dp
Menua, 2022. — 133 ¢. — ISBN 978-5-394-04593-6. — Texkct : anexktpoHHbIH // Lludposoit
00pasoBaTenbHbBIN pecypc IPR SMART : [caiT]. — URL:

https://www.iprbookshop.ru/137773.html (mara oGpamenus: 16.01.2026). — Pexum mocrymna:
JUISL aBTOPU3UD. NTOJIb30BaTENEH

8. MIEPEYEHH PECYPCOB UH®OPMAIMOHHO-TEJEKOMMYHUKAIIMOHHOM
CETU <MHTEPHET», HEOBXOJAUMBbIX /IUIs$1 OCBOEHUSA JUCHUIIJINHBI

1. Undopmanmonno-npaBoBoii moptan «l'apant»: odunuansubii caidt. — URL:
http://www.garant.ru — TekcT: 3JIeKTpOHHBII.
2. Iudposoii obpazoBatenbHbl pecypc «IPRsmarty: odunmaneueni caiit. — URL:

http:// www.iprbookshop.ru/ — TekcT: 351eKTpOHHBIH.

3. Hayunas snextponHas oudnunoreka «Elibrary.ru»: opunmanshsrii caiir. — URL: http://
wwwe.elibrary.ru — TekcT: 31eKTpOHHBIA.

4. CereBoe wm3nanne «®Punancel. [Ipoext Kkp.ru». Ilporpammsr janst  OuzHeca:
opunmaneueni caiir. — URL: https://www.kp.ru/money/biznes/programmy-dlya-biznesa/ —
TekcT: IeKTpOHHBIH.
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9. METOJIWYECKHUE YKA3AHUSA JUIA OBYYAIOIINXCS IO OCBOEHHIO
TACIATITAHBI

IIpun nmpoBeneHuH JEKIMM, CEMUHAPCKUX (MPAKTUYECKUX) 3aHATUH, CaMOCTOSATEIbHOU
paboThl OOyUaIOLIMXCSl MPUMEHSIOTCS MHTEPAaKTUBHBIE ()OPMBI MPOBEACHUS 3aHATUH C 1IEIbIO
HOTPYKEHUsSI 00yYaroIUXCS B PEebHYI0 atMoc(epy MpodhecCHOHAIBHOTO COTPYIHUYECTBA 110
paspenieHuto npolieM, ONTUMaibHOM BhIpAaOOTKM HABBIKOB M KayeCTB OYYIIEro ClelUalIncTa.
WNutepakTuBHBIE (GOPMBI POBEICHHS 3aHATUH MpearonaraloT o0yuyeHne B coTpyaanyecTse. Bee
YYaCTHUKHM 00pa3z0oBaTEIbHOIO Ipolecca (IpernojaBaTesb U 00ydarolrecs) B3aUMOAECHCTBYIOT
Jpyr ¢ Opyrom, oOMEHHBAIOTCS MH(OpPManuel, COBMECTHO PELIAIOT MPOOJIEMBbl, MOACIHPYIOT
CUTYALHIO.

B yueOHOM mporiecce UCTIONb3yIOTCSI HHTEPAKTUBHBIE (DOPMBI 3aHSATHIA:

— TBOpYECKOE 3ajjaHue. BbINonHeHue TBOpYECKUX 3aJaHuil TpeOyeT OT 00ydarolerocs
BOCIIPOM3BEICHHE TOJIYYeHHOW paHee nHpopManuu B Gopme, onpeaensieMoi MpernoaaBaresieM,
U TpeOyroleil TBOpYECKOro MOaX0/1a;

— rpynmnoBoe oocyxaeHue. I'pymmnoBoe o0CykIeHUE KOro-Iu00 BOIIpOca HANpaBIeHO Ha
JOCTMDKEHUM JIy4YIIEero B3aMMONOHHMMAaHMsI M CIOCOOCTBYET JIyYLIEMY YCBOEHHMIO H3y4aeMoro
Marepuaa.

B Xxozme ocBoeHUs TUCHMILIMHBI IIPU MPOBEICHUHM KOHTAKTHBIX 3aHATUI HCHOJIb3YIOTCS
cnenyromue (Gopmbl 00ydeHHUs, CHMOCOOCTBYIOIMNE (HOPMHPOBAHWIO KOMICTCHIIMMA: JICKIIUH-
JMCKYCCHM; Kelc-MeToA; pellleHHe 3ajay; CUTYallMOHHBIH aHaiu3; oOCyXkJeHue pedepaToB U
JIOKJIAJIOB; pa3pabOTKa IPYyMIIOBBIX MPOEKTOB; BCTPEUYH C MPEACTABUTENSIMU TOCYIapCTBEHHBIX U
0O0I11€CTBEHHBIX OpraHU3aIH.

10. MIEPEYEHb HH®OPMAIIMOHHBIX TEXHOJIOT Ui, UCTTIOJIb3YEMBIX ITPU
OCYHECTBJIEHUU OBPA3OBATEJIbHOI'O IMTPOIECCA 110 JUCHUIIIMHE,
BKJIIOYAS IEPEYEHD ITPOI'PAMMHOI'O OBECIIEYEHUA U
NHOOPMAINMNOHHBIX CITPABOYHbIX CUCTEM (ITPM HEOBXOJINMOCTH)

B mpomecce NEKIMOHHBIX W TMPAKTHYECKUX 3aHATUH HCIOJB3YETCS CIeayIolee
IporpaMMHOe 0OecrieyeHHe:

*nporpaMMel, obecrieunBaromye a0cTynm B ceth «MHTepHEeT» (Hampumep, «Microsoft
Edge», «Google Chromey);

*mporpaMMbl,  EMOHCTpPAIlMM  BUACO-MaTepUAIOB  (HANpUMEp, IPOUTPHIBATENb
«Windows Media Player»);

*TEKCTOBBIC PEOAKTOphl M Mporeccopbl (Hampumep, «baokHor», «Microsoft Office
Word»);

*mporpaMMbl Jisi IEMOHCTpAIlMd W CO3JaHUsl Tpe3eHTauuil (Hampumep, «Microsoft
PowerPointy);

*TabnuuHbIe mporeccopsl (Hanpumep, «Microsoft Office Excely);

*mporpaMMbl Ui MOJICIIMPOBAaHUS  OM3HEC-TIPOLIECCOB MPEANpHUATHS  (HarpuMep,
«Archiy);

*CHCTEMBI yITpaBIICHHs B3aMMOOTHOIICHUSIMHU C KIIMEHTaMU (Hanpumep, «butpukc24»).

11. OMUCAHUE MATEPHAJILHO-TEXHUYECKOT'O OBECITEYEHMS,
HEOBXOJUMOT'O /151 OCYIECTBJIEHUSI OBPA30BATEJILHOI'O MPOLIECCA
MO JUCHUTIIJIMHE

Jliis mperogaBaHusl TUCIHUILTUHBI TPEOYIOTCS CHEIUAIbHBIE MaTePHATbHO-TEXHUYECKHE
cpeacTBa (KOMIIBIOTEpHBIE Kiacchl M T.1.). Bo Bpemsi JEKUMOHHBIX 3aHATUH, KOTOpPbHIE
IOPOBOJATCS B OOJIBIION ayJUTOPUH, HCIOJIB30BaTh MPOEKTOP Ui JEMOHCTpAIlMM CIalJoB,
cXeMm, TaOJIMII M TPOYero marepuaina, MyJIbTHMeauiHbIe mpoekTopsl Epson, BenqViewSonic;
9KpaHbl AJI MPOEKTOPOB; HOYTOYKH Asus, Lenovo, MEKpO(hOHBL.

12



[lepeucHb  JHMIIEH3UOHHOTO M CBOOOJHO  PAcIpOCTPAHSEMOTrO  MPOTPAMMHOTO
obecrieueHrs, B TOM YHCJIe OT€YECTBEHHOro mpom3BoacTBa: Microsoft, Windows, Microsoft
Office, LibreOffice, Apxusarop 7-zip, Adobe Reader, Koucynsrantllntoc, Kaspersky Security,
VLC, Media Player, ITpomereii.
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