[loKyMeHT noanMcaH NpocToi 31eKTPOHHOM NOANUCHIO

Mgopuauns 0 er¥EHHUCTEPCTBO OBPA30OBAHUSI | HAYKU POCCUMCKOM ®EIEPALIUN

®NO: Y3yHos Gepnop Bnagummposiy
[lomxHocTb: PexTop

BTOHOMHAY HEKOMMEpPYECKas opraHu3anus
[Jata nognucanus: 18.06.2025 11:29:59 ABTOHO a P P 1

ViutkansHuiit nporpammisii kior:  «O0Pa30BaTeIbHASI OPraHU3ALMS BHICIIEr0 00PA30BAHMSD)
f935d10451b860e912264c0378844845 2bfdb6QEV ISP RIATPEAPIKOHOMEKH | YIIPABJIEHHS

4
DaKyJIbTET IKOHOMHKH, YIIPABJIEHHS U I0PUCIIPYAeHIHH

Kadenpa ynpasnenus: u 6usnec-undopmatuku

YTBEPXJIAIO

[Ipopes o yueOHo-

R ." ~
@ ABTOHOMHAY K
EKOMMEPUECKAS X
OPTAHWALL] -

OS2
O 4 T4
J Antd

MBEPCUTET

. Y3yHoBa

2025T.

PABOYAS I[TIPOTPAMMA

b1.0.08 YnpasiieHune B3auUM00THOIMIEHHSIMH ¢ KJIMEHTAMHU

Hanpasnenue moarorosku
38.04.05 busnec-undopmaTnka

O6pasoBarenbHas mporpaMma
Menemxep o uHGOPMALMOHHBIM TEXHOJIOIHSIM

Ksanndukanus BeImyckHrKka: MarucTp

Jns Beex
dbopm 00ydeHus

r. Cumdeponoss, 2025




Nnaexc AucHMNINHBI
1o y4eOHOMY IJIAHY

HaumenoBanue JAHCHHUIIIMHBI

b1.0.08

YIIPABJIEHUE B3AUMOOTHOIEHUAMMU C
KIIMEHTAMUA

enp nzyyeHus
JUCLUIINHBI

dbopMUpOBaHWE CHUCTEMBbl 3HaHUKW 00 MH(POPMAIMOHHBIX
TCEXHOJIOTHUAX MW CHUCTCMaAX, O6€CH€‘II/IBaIOH_II/IX pcain3anuro
KOHIICTIIINH u 0a30BbIX MOJTXO/IOB yIIpaBIICHUS

B3aMMOOTHOIICHUAMHU C KIIMCHTaAMU.

MecTOo TUCHUATUINHEI B
ctpykrype OITOII

JlucuuIinHa OTHOCHTCS K o0s3aTellbHOM dacth Ojoka 1.
«ucturuiHbl (MOIYIHN)» MPOTPAMMBI MarucTpaTyphl

KommeTenum,
dhopmupyembie B
pe3yiabTaTe OCBOCHUS

OIIK-4

JUCIIATIIMHBI
Coneprxanue Tema 1. Teopernueckue acieKThl KIMEHTOOPUEHTUPOBAHHOTO
IUCUUILIHHBI HOJX0/1a.

Tema 2. ApxuTekTypa, COCTOSTHUE PhIHKA K OCOOCHHOCTH
IIPOEKTOB 110 BHEJIPEHUIO CUCTEM YIIPaBJICHHUS
B3aMMOOTHOUICHUSIMH C KIIUEHTaMH.

Tewma 3. IIpouecc pa3zpabotku crpareruu CRM.

Tema 4. Peanmmzanus pynkiuit mapketunra 8 CRM.

Tema 5. [logneprxka nponeccos npoaax B CRM-cucremax.
Tema 6. AHanuTrueckne Bo3MoxkHOCTH CRM.

OO6m1ast Tpy10€MKOCTh
AUCIHUITIIINHBI

OO0miasi TpyAOEMKOCTh AMCLUIIMHBI COCTaBISIET 3 3aueTHBIX
eauHunsl (108 yacos)

®opMa IPOMEKYTOUHOU
aTTecTaluu

3a4yer




COJEP)KAHUE

1. Lenp u mepeyeHb IUIAHUPYEMBIX pPE3yAbTAaTOB OOYYEHHUS 110 IUCIUIUIHHE,
COOTHECEHHBIX C MJIAHUPYEMbIMU pe3y/IbTaTaMU OCBOCHHUS MTPOTPAMMBbI MATUCTPATYPHI
2. Mecto aucuumiuHel B ctpykrype OIIOII maructpatypsl

3. O0beM [JUCHUIUIMHBI B 3aU€THBIX EAMHMUIIAX C YyKa3aHUEM KOJIMYEeCTBa
aKaJeMUYECKNX YacoB, BBIICTICHHBIX Ha KOHTaKTHYIO paboTy oOydJaromuxcs ¢
npenoaaBarenieM (10 BUAaM 3aHATHI ) U Ha CAMOCTOSITEIIBHYIO paboTy 00yJaromuxcs

4. CopeprkaHue TUCHUIUIMHBI, CTPYKTYPUPOBAHHOE IO TeMaM (pazfeniaM) ¢ yKa3aHHeM
OTBEJICHHOT'0 Ha HUX KOJMYECTBA aKaJIEMUYECKHX YacOB U BUAOB YU€OHBIX 3aHATUI

5. KoHTposb KauecTBa OCBOSHUS TUCIIUTIIHBI

6. YuyeOHO-MeToanYecKoe o0eceueHne JUCIUIUITNHEI

7. IlepeueHb OCHOBHOW M JOTIOJHUTEIBHON Y4eOHOH TUTEpaTypbl, HEOOXOIUMON IS
OCBOEHUS AUCLUITIIUHBI

8. Ilepeuenn pecypcoB MH(GOPMAIIMOHHO-TEICKOMMYHUKALMOHHON CETH «HUHTEPHETY,
HEOOXOUMBIX JIJIsl OCBOEHUS IUCIUTIIHHbI

9. Meronndeckue yka3zaHus i 00yJaromuXcs 0 OCBOCHUIO TUCIIUILIHHEI

10. ITepeyenr WMHPOPMAIMOHHBIX TEXHOJIOTUH, WCIOJB3YEMBIX IMPU OCYIICCTBICHUH
o0pa3oBaTeNbHOrO Mpollecca IO IUCIUILIMHE, BKJIIOYas IepedyeHb MPOrpaMMHOIO
obecrieueHust © ”HPOPMAIIMOHHBIX CIPABOYHBIX CUCTEM (TIPH HEOOXOIUMOCTH )

11. Omnwmcanue MaTepuaIbHO-TEXHUYECKOTO OOECIeUeHUs, HEOOXOAUMOro s
OCYIIIECTBIIEHUSI 00Pa30BaTEIHLHOTO Mpoliecca Mo JUCIUILINHE

12. ITpunoxenue k PII]
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1. HEJIb U IIEPEYEHD IINTAHUPYEMBIX PE3YJIbTATOB OBYUYEHMUS 110
JUCHUIIVIMHE, COOTHECEHHBIX C INTAHUPYEMbBIMH PE3YJIbTATAMHM
OCBOEHMSA TPOT'PAMMbBI MATUCTPATYPBI

[lenpr0 wu3y4eHUs [OUCLMIUIMHBI YIIPaBICHUE B3aWMOOTHOLICHUSAMH C KIMEHTaMHU
ABIseTCd (POPMUPOBAHUE CHCTEMBl 3HAHMHA 00 MH()OPMAIMOHHBIX TEXHOJOTHMSX U CHUCTEMAX,
o0eCTeunBaOIIUX  pPEAIN3alUI0  KOHIEeNMuUMd W 0a30BBIX  IOAXOJOB  YIPABJICHUS
B3aMMOOTHOUICHUSIMH C KJIIMEHTAMH.

B pesynprare ocBoenuss OIIOIl maructpaTypsl oOydarouiviics IOMKEH OBIAETh
CIIETYIOLIMMHU Pe3yIbTaTaMH OOYUEeHHUS 110 JUCLUIIIMHE:

Koani Pe3yabTaThl 0CBOEHUS IlepedyeHb MIaHMPYyeMBbIX Pe3yJbTATOB

KOMITETeHIM U o1oIl 00y4eHHs MO TUCHUIINHE

OIIK-4 CnocoOeH ympaBisTh OIIK-4.1 3Haer KOHUEMIMIO  YIPaBJICHHUS]
B3aMMOJIEHCTBUEM C B3aUMOOTHOUIEHUSIMA €  KJIMEHTaMH, THIIb]
KJIMEHTaMH U NapTHEpaMH B [CTpaTeTuil  YIpaBJIEHHWS  OTHOUICHHSIMH ¢
IIPOLIECCE PELICHUS 3a/1a4 KJIMEHTAMH, KJIIOYEBBIE MPOLECCHl U TEXHOJIOTHUH|
npodeccuoHanbHOM YIIpaBJICHUS B3aMMOOTHOIIIEHUSIMHU C KJIMEHTaMU
JIEATEIIbHOCTH OIIK-4.2 YMeer aHanu3upoBaTh OTPACIEBYIO M|

KOHKYPEHTHYIO Cpelly KOMITAaHWH, BBISBIISTH
[IEJICBBIC CETMEHTHI, KIIOYEBBIX KIMEHTOB U
MapTHEPOB

OIIK-4.3 Bnameer HaBLIKaMH aBTOMAaTHU3AIlUU
CHCTEMBbl  YIPABJICHUS  B3aWMOJCHCTBUEM  C
KJIMEHTAMH U MMapTHEPAMU

2. MECTO JUCIIMIIJIMHBI B CTPYKTYPE OIIOII MATUCTPATYPBI

Hucuunnuua b1.0.08 YmnpaBneHue B3auUMOOTHOUIEHUSIMU C KJIHMEHTaMU OTHOCUTCS K
oOs3arenbHOM  wacth  Onmoka 1.  «/luctmmmumsasl  (Moaymu)»  yuebHoro tuiana OIIOII
MarucTparypsl 1o HampasieHuto moarotoBku 38.04.05 busznec-undopmaruka. Jucuumimna
VYnpaBiaeHne B3aUMOOTHOIICHUSMH C KIMEHTAaMH HM3y4aeTcsi O0YyJaroIUMHUCS OYHON (POpMBI
o0ydeHus B 3 cemecTpe, 3a04HOM hopMbl 00ydeHUs — B 3-4 cemecTpax.

[Ipy w3ydeHUM NaHHOW IMCUMIUIMHBI OOYYaIOUIMICA HCHOJB3YeT 3HAHUS, YMEHUS U
HaBBIKU, KOTOpbIe (hOPMUPYIOTCS MapajuIeIbHO B MPOIECCe U3YUCHUS AUCLMILIUH: YTIpaBieHHue
*u3HeHHbIM 1ukioM WC  (mpoaBuUHYTHIM — ypoBeHb), Teopuss TpPUHATHS — peIICHUH,
Nudopmanmonnsrii MeHeKMEeHT, H(GOpMalmoHHbBIN OM3HEC.

3HaHMs, YMEHUS M HaBBbIKM, IIOJyYEHHBIE NPU HM3YYEHUM IJUCLMILIMHBI YTIpaBICHHE
B3aMMOOTHOUICHUSIMHA C KJIMEHTaMH, OyAyT HEOOXOAUMBI Ui YIIIyOJIEHHOTO U OCMBICIEHHOIO
BOCHpUATUSA  JUCUMIUIMH: buU3HEC-MOIenupoBaHME U UHTEPHET-IPEAIPUHUMATENBCTBO,
WuTennekTyanbHble areHThl W areHTHble cucTeMbl, CTpaTernueckoe yrpaBieHHe U Ou3Hec-
aHayn3, CTpaTernuecKoe ynpaBjleHNE HHHOBALUAMHU.

Obnacts mpodeccnoHaNbHON AESTENTbHOCTH, Ha KOTOPYIO OPUEHTUPYET IUCIUILIMHA
VYnpaBieHue B3aMMOOTHOIICHUSIMU C KiMeHTamH, BkiodaeT: 06 CBs3b, MH(MOpMAIMOHHBIE H
KOMMYHUKAI[MOHHBIE TEXHOJIOTHH.

Tumnbl 3ama4, K KOTOPBIM TOTOBUTCS OOYYalOIIMKCS, OMpEAETIeHbl YYeOHBIM IIJIAaHOM, a
MMEHHO: YIIPaBJIATh B3aUMOJECHCTBUEM C KIIMEHTAaMH U MapTHEPAMU B MPOIIECCE PEIICHUS 3a/1a4
npodecCHOHATBLHON 1eATEILHOCTH.



3. OFbEM JUCIHUIIIAHDBI B 3AUETHBIX EJMHULIAX C YKA3AHUEM
KOJIMYECTBA AKAJJEMUYECKHUX YACOB, BbIIEJTEHHBIX HA KOHTAKTHYIO
PABOTY OBYYAIOIINXCS C IPENOJABATEJIEM (IIO BUJIAM 3AHSITHIN) 1

HA CAMOCTOSITEJBbHYIO PABOTY OBYYAIOIUXCS

OO6mas Tpya0eMKOCTh (00BhEM) MUCHUIUIMHBI COCTaBIACT 3 3a4E€THBIX CAMHHMIIBI (3. €.),

108 akageMHUUYECKHUX Y4acoB.

3.1. O0béM TMCUMITUHBI 0 BUAAM YUeOHBbIX 3aHATHH (B Yyacax)

st ouHoi popmbl 00yueHust
OO6mas Tpya0€MKOCTh TUCIUIUIMHBI COCTABISIET 3 3a4€THBIX enuHuIIb, 108 yacos.

O0BEéM TUCHUTIIIINHBI

Bcero yacos

OO01ast TPYA0EMKOCTh TUCIUTUTHHBI 108
KonrakTHas pabora 38
AynuTtopHas padora(Bcero): 38
Jlexun 12
CeMuHAphl, TPAKTUYECKUE 3aHIATHUS 26
CamocrosiTenpHast paboTa o0ydaronuxcs (BCero) 70
Kypcosast pabota -
3auer T
DK3aMeH -

Jnst 3a04uHoi (popMbI 00yUEHHS
OO61mast TpyA0EMKOCTh JUCIUTIIIMHBI COCTABISAET 3 3a4€THRIX equHUIBI, 108 yacoB

O0BEéM TUCHUTNIIINHBI

Bcero yacos

OO11ast TPYA0EMKOCTh IUCIUILTUHBI 108
KonrakTHas pabora 8
AynuTtopHas padora(Bcero): 8
Jlexun 2
CeMHUHApBI, TPAKTUYECKUE 3aHITUS 6
CamocrosiTenpHas paboTa o0yJaronuxcs (BCero) 96
Kypcosast pabota -
3auer 4
OJK3aMEH -

4. COOIEP)KAHUE JUCIUIVIMHBI, CTPYKTYPUPOBAHHOE 110 TEMAM
(PA3JEJIAM) C YKASAHMEM OTBEJIEHHOI'O HA HUX KOJIMYECTBA
AKAJEMHUYECKHUX YACOB 1 BUJOB YYEBHBIX 3AHATHUHU

4.1. Pa3znenbl TUCHMILIMHBI M TPYA0EMKOCTD M0 BUIaM Y4eOHbIX 3aHATHI
(B akageMHUYeCKHX 4acax)

Bceero KoanyecTBO 4acoB
-
wa
= Bueaynur.
e HaumeHoBaHHE TeMbI o) o KonrakTHas padora abora
= 3 p
z =4 ) Ipakruyec-| Camocr.
o Jexknuu
KHe padora




(01010
300
(01010
300
(01010
300

TeopeTnueckue ACITEeKThI

KJINEHTOOPUEHTUPOBAHHOI' O 18 17 2 1 2 14 16
oJIX0a

ApXHUTEKTYpa, COCTOSIHUE PBIHKA U

0COOEHHOCTH MTPOEKTOB mo| g 17 ) 4 12 17
BHEJPCHUIO CHUCTEM  YIIPaBJICHUS

B3aMMOOTHOUICHHUSIMH C KIIMEHTaMH

[Mpouecc pa3paboTku  cTpaTeruu

CRM 18 18 2 4 12 18
Peanuzanuus ¢yHKuuii MapKeTHHTa B

CRM 18 18 2 1 6 2 10 15
[Mognepxkka mpoueccoB MNpojgax B

CRM-crcreMax 18 17 2 6 2 10 15
AHanmuTUYeCcKue BO3MO>KHOCTH

CRM 18 17 2 4 2 12 15
Bceero nmo aucuminae 108 | 104 | 12 2 26 6 70 | 96
Kountpons 4 4

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

4.2. Conepxanne JMCHHUILIMHBI, CTPYKTYPHPOBaHHOE 110 TeMaM (pa3aesiam)

Tema 1. TeopeTnueckne acneKkThbl KJIMEHTOOPHEHTHPOBAHHOIO MOAX0/A.

Crpareruss ynpaBieHUsl KIMEHTCKUMH OTHOLIEHUsMH. «MHIycTprannzanus» Mpoaax u
mapketuHra. Ilpupona mnorpeburensckolr 1eHHocTd. Co3naHHe LIEHHOCTH Ui KJIMEHTA.
Co3naHne LEHHOCTH [l OpraHu3auvy. MakcuMu3anus MNOKU3HEHHOM CTOMMOCTH KIIMEHTA
(customer lifetime value). [TonsiTHe IeHHOCTHOTO MIpeIOKeHus (value proposition).

Hasznauenne crpaterum CRM. Onpenenenne tepmuaa CRM. CyliHOCTh M MPUHITUIIBI
koHuenuun CRM. Ilpeanocbulku BO3HHUKHOBEHHUS JAHHOTO mnojaxona. MHdopmanuoHHbIe
CHUCTEMBI yIpaBiieHuss B3auMooTHomeHus: ¢ kiaueHToM (CRM). HasHadenwme, B3aMMOCBSI3b C
npumenenneM kKoHnenmuu CRM. Bzaumocssses ¢ KMC. Knaccudukanust v GyHKIIUH, THIIBI
CRM. OchHoBubie koMmmoHeHTHl cucteM CRM. Hctounuku s¢dexkruBaoctn CRM. Hctopus
pazButuss CRM. Kputepun npumeHuMocTd KoHuenuuu. lIpenmymecTsa, mojiydaembie OT
BHeApeHuss CRM.

Tema 2. ApxuTeKkTypa, COCTOSIHHE PbIHKA U 0COOCHHOCTH NMPOEKTOB 10 BHEJAPEHHIO
CHCTEM YNPABJICHUS B3aMMOOTHOLIECHUSAMM € KJIMEHTAMMU.

ApxuTeKkTypHble KOMIIOHEHTBI cucteMbl CRM. MHTerpanus ¢ ApyrumMu CHUCTEMaMH.
0630p peiaka CRM-pemennii. Poccutickuii ppiHok CRM-cuctem. OCHOBHBIE KpUTEPUHU BBIOOpA
CRM-cucremsr (tun CRM-cucTeMbl, BO3MOXHOCTh cOBMecTHOW paboTtet CRM u yueTHOU
CUCTEMBI, COOTBETCTBHE OCOOEHHOCTSIM OTEYECTBEHHON NPAaKTHKU BeAeHHUs OusHeca,
JOCTYIHOCTh YCIYT IO BHEIPEHUIO M COIPOBOXKJIEHUIO B PErMOHE, COBOKYIHAs CTOMMOCTH
BJIQ/ICHNUS, BOBMOXHOCTH MHTErPAllUH C TEJIEKOMMYHHUKAIUSAMU, BEO-TIPUIOKEHUSIMHI U APYTUMU
MPOrPaMMHBIMH TIPOAYKTaMH, BO3MOXKHOCTH OPTaHU3AIMH YJAICHHOTO pabodero MecTa).
BHenpenue cucreM ynpaBieHUs! B3aMMOOTHOUIEHUSIMU € KJIIMEHTAMH.

Tema 3. IIpouecc pa3padorku crparerun CRM.

Touku B3aMMONEWCTBUS KOMIIAHMM W KIJIWEHTA. YIPABIECHUE B3aWMOOTHOLLECHUSMH C
napTHepamu, KaHaiubel B3ammojeicTBus B2B (OGusnec-OuzHecy) u B2C (Ou3HEC-KIHEHTY).
OMHUKaHaIbHBIA ~ TOAXOJA. MHOrOKaHallbHasi HMHTErpauuss C  KIMEHTOM. BapuaHTbl
UCTIONIb30BaHUsl  KaHanoB  B3aumopeiictBust (channel options). DOkoHOMHKa KaHAJIOB




B3auMozeiicTBus. OnpezneneHue NPUOPUTETOB B3auMoOAeHcTBHs. OMHHMKAHAJIBHBIN MOIXOZ K
paboTe ¢ KIIMeHTaMH.

DOBOIOLUSL METONOB ynepKaHHus KiIueHTOB. I[Iporpammsbl josuibHOCTH. OcoOeHHOCTH
CRM-cucreM B paznuuHbix chepax aesrtenbHocTd. BHenpenne CRM-cuctem B (priHAHCOBBIX
opram3anusax (0aHKH, CTPAaXOBbIE M MHBECTHIIMOHHBIC KOMITAHWH). BO3MOXKHBIC MPEOKEeHUs
pa3BUTHs («CTpaTerus BTOPOrO MPOIYKTa», KpPOCC-MPOJAXH, (PUHAHCOBBIM KOHCAJITHHT).
[IpoGnembl aBTOMATH3AaMKM KJIUEHTCKOTO B3aMMOACHUCTBHUS B (DUHAHCOBBIX OpraHU3AIUsX.
Crparternyeckue TpeOOBaHMSI K MOJpa3eNiCeHUsIM, OCYILECTBISIONUM B3aUMOJACHCTBHE C
KJIMeHTaMH. PacdeT JOXOJHOCTH/LIEHHOCTH KIMEeHTOB. OOCHyXHBaHHE KIMEHTOB Ha OCHOBE
Moaenu 1eHHocTu. Bueapenne CRM-cucteM B TEIEKOMMYHUKAIMOHHBIX KOMITAHUSIX.
VYnpasienue 1eHoil W ¢dopmupoBaHue makeToB yciuyr. Buenpenne CRM-cuctem B chepe
po3HnuHbIX npofax. Mcnonp3zoBanne CRM-cucrem B cepe ToproBoro mapkerura. OCHOBHBIE
poOJIeMbl POCCUHCKUX KOMITAHUH-TIPOU3BOUTENEH MpU paboTe ¢ KaHATaMH MpoJax. AHau3
Heyad nmpoekToB 1o BHenpenuto CRM-cuctem. O630p Hanpasiennii pa3Butus GyHkimuii CRM-
cucremsl. Jlyumme npaktuku npuMeHennss CRM-cucrem B pa3nuyHbIX cepax IesTeIbHOCTH.

Tema 4. Peanu3anusa pynkumnii mapkerunra B CRM.

OBoNIOIMSA MapKETHHra: IPOAYKTOBBI MAapKETHHI, HpPSIMOM MAapKETHHI, LEIeBOI
MapKeTHUHT. MapKETHHT «I10 COOBITHIO», MAPKETHUHT «I10 Pa3pelIeHUI0», MApKETUHT OTHOIICHUN
Y KOHIIEMNIUS «OJUH Ha OauH». MapketuHrosble TexHonoruu B CRM-cucremax. Ilpunummnsl

CerMEeHTaluu KJINEHTOB. Kputepun CerMEeHTaluu: colraibHO-AeMorpaduyeckue
XapaKTePUCTUKU. TCHUXOrpadrueckue XapaKTepUCTHKH, IOBEACHUECKUE XapaKTePUCTHKH,
reorpauueckue  XapaKTEPUCTHKU. dopMHUpOBaHUE  LENEBBIX  TPYyNN  KJIMEHTOB.

CerMeHTHpPOBaHUE KIMEHTOB M0 PEAKIIMU Ha MAapKETUHTOBbIE MpeaiokeHusi. CerMeHTUpOBaHUE
KJIIMEHTOB MO CTPATETHUu MPUOOpETEeHUs. YTPaBJICHHE MApKETHUHTOBBIMH KammaHusiMu B CRM-
cucremax. Ilpuembl COBEpPIICHCTBOBAHMS MapKETUMHIOBbIX KammnaHui. CRM-nognepxka
MapKETHUHTOBBIX KaMIaHUH «3aMKHYTOrO IUKJIa». MeToabl yaepxkaHus kineHTa. OntumMusanus
KaHAJIOB MPOJIAXK.

Tema 5. Ilogaepxka npoueccon npoaax B CRM-cucremax.

Cucremsl aBTomMatu3anuu mpojax. OCHOBHbIE (DYHKIIMOHAIBHBIE MOAYIH U CTPATETUU
UX WCIOJb30BaHMUS. Y4YeT, ympamieHue, aHanu3 npojgax B CRM-cucremax. VYmpaienue
uH(popMalei 0 KOHTAKTaX U KOHTPAareHTax.

WNuterpamus ¢pport-oducHort aestenpbHOocTH. CRM-momepkka perjiaMeHTa IpoJax.
VYrpaBieHne MNOTCHIUATbHBIMUA caenkamu ((QyHKIUM pacueTa BEpOSTHOCTH COBEPIICHUS
cnenku). CRM-nognepkka U KOHTPOJIb (DYHKITMU MEHEHKEPOB IO MpoakaM. ABTOMAaTH3AIUS
npogax u MoOmnpHble pemeHuss CRM. ®opmupoBaHue NOTPEOUTEIHCKONW ayAUTOPUU U
opranuzamus npoaax B cpene HMuatepner. VYmpaenenwe 3HanmsiMu B CRM (Knowledge
Management Systems).

Tema 6. AnasuTH4eckne Bo3mokHocTH CRM.

Anamntnueckne CRM-cucreMsl n uX Bo3MOXKHOCTH. CermeHrardss 0a3bpl KIHEHTOB,
OLICHKA YCIIEIIHOCTH MPOBEACHHSI MApKETUHIOBON KOMIIAHUH, OLIEHKA MPUOBUIBHOCTh KJIMEHTOB.
AHanu3 mpoJaXx, aHalu3 3aKyMOK M COCTOSIHUSA CKJaja, IporHo3upoBaHue npogax B CRM-
cuctemax. [Ipobnembl nHTErpanuy HHPOPMAIMK O KIHUEHTaX, XPAHUIIUINIA JAHHbIX.

CpenctBa ananmmza CRM-cuctem (METOIbI MHOTOMEPHOTO CTaTHCTHUYECKOTO aHAln3a,
cpeactBa Data Mining, nporao3upoBanusi). OLAP-texHonorun (aHanurtudeckass oOpaboTka B
pexume peasibHoro Bpemenn) B CRM-cucremax.

4.3. Conepxanue NPaKTHYECKUX 3aHATHI (04HasA ¢opma 00yueHust)

P33Ile.l'lbl, TEMbI, THAAKTHYICCKHEC CINHUIIbI

Tema 1. TeopeTnyeckue acneKThbl KIMEHTOOPHUEHTHPOBAHHOI0 MOAX0Aa (2 yaca).
Ilpakmuueckoe 3anamue Ne [. AHanu3 CTPYKTYpbl OOpalleHHH MOTpeOuTesnell W HX
Kyaccuukanms




1. AHanmu3 CTpyKTYpbl oOpareHuit moTpeduTesneit u ux kinaccuukanus (Mo oObeKTy).
2. O6ocHOBaHME BEIOOpA KaHAJIOB B3aMMOICHCTBHS C KJIMEHTAMH.
3. BeinosiHEHUE PAKTUYECKUX 3aJaHUI.

Tema 2. ApXuTeKTypa, COCTOSIHME PbIHKAa M OCOOCHHOCTH IPOEKTOB IO BHEIPEHHUIO
CHCTEM YNpaBJIeHNs] B3aUMOOTHOIIEHUSIMM ¢ KJIMeHTaMu (4 yaca)

Ilpakmuueckoe 3auamue 2. Ananus pvinka CRM-cucmem u UT-npoexmog

1. Anamu3 peiaka CRM-cucrem.

2. Ananu3s peiaka UT-nipoekTos.

3. BeinosiHeHUE IPAKTUYECKUX 3aJaHUI.

Ipaxmuueckoe 3anamue Ne 3. Onpelenenue @opmbl oOpeanuzayuu 63auUMoO0eucmsus ¢
KAUEHMAMU U pacyem nompeOHOCMU 8 IKOHOMUUECKUX pecypcax 0711 pabomul noOpasoeneHuil
1. Onpenenenve GopMbI OpraHU3AIN B3aUMOJICHCTBUS ¢ KIIMEHTAMH U pacdeT MOTPeOHOCTH
B OKOHOMHMYECKHX pecypcax Uil  paboThl  MOApA3NENCHHUH,  OCYIIECTBISIOLINX
B3aMMO/ICHICTBHUE.

2. Ananu3 npumepa.

3. BolnonHeHne NpakTUYECKUX 3aJIaHUM.

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

Ipakmuueckoe 3anamue 4. Opeanuzayus OUsHec-nPoYecco8 opeaHu3ayuU 83aUMO0etiCmseusl ¢
KAUeHmamu

1. MonenupoBaHue OU3HEC-TIPOIIECCOB OpraHU3aIUU B3aUMOICHCTBUS C KIMCHTAMHU.

2. ®opmupoBaHKe Mmokazareseii 3 HEeKTUBHOCTH B3aMMOJICHCTBHS C KITMECHTaMHU.

3. BolnonHeHue NpakTUYECKUX 3aJIlaHUM.

Ilpakmuuecxoe 3anamue 5. Bnedpenue CRM-cucmemvlr: onpeodenenue CRM-eudenus u
cmpamezuu

1. Oransl BHeApeHuss CRM-cucremsl.

2. Ompenenenue CRM-BuzseHuss W crpareruu: pa3paboTka Iened W 3aaady BHEAPCHHS,
pa3paboTka cTparerun BHeaApeHus. OnpeneneHue GyHKIIHOHaIA.

3. BolnonHeHne NpakTUYECKUX 3aJIaHUM.

Tema 4. Peanuzanus pyakumnii mapkerunra B CRM (6 yacos).

Ilpaxmuuecrkoe 3awsmue 6. Buedpenue CRM-cucmemvl: anamus 63aumooelcmeus ¢
Kauenmamu

1. Ananu3 B3aUMOJECHCTBUS C KJIMEHTAMU: aHAJIU3 KOHTAKTOB C KIHMEHTAMH Ha MpPEAMET
NMOTPeOHOCTEN, OKUAHUHN U OTPeIeTICHUST MOJIeNICH B3aUMOICHCTBUSI.

2. MopgepHuzanusi TpOLECCOB  B3aUMOJEHCTBHUS C  KIMEHTAMM: aHAIM3  MOJENeH
B3aUMOJICHCTBUS, WX MOJCPHU3AIMA U ONTUMH3AIUA 10 KPHUTEPUSIM HEOOXOIUMOM
YHUCIIEHHOCTH PaOOTHUKOB M COKpaIlleHne BPEeMEeHH OU3Hec-TpoIiecca.

3. BeinosiHeHUE IPAKTUYECKUX 3aJaHUI.

Ipaxmuueckoe 3anamue 7-8. Peanuzayus ¢pynxyuii mapxkemunea 6 CRM

1. Onpenenennie GyHKIUNA MapKETHHTA MTOJICKAIITUX aBTOMATH3AIUH.

2. Peanu3zanus Qynkiuii Mapketunra B CRM.

3. Pabora B CRM-cucreMme.

4. BeinosiHeHHE MPAKTUYECKUX 3aIaHHI.

Tema 5. Iloanepxka npoueccos npogax B CRM-cucremax (6 yacos).

Ilpakmuueckoe 3anamue 9. Ucnonvzosanus CRM-cucmem omoenom npooadic

1. IlpeumymiectBa CRM-cuctem ajist otiena npogaxk.

2. Ilpumep ucnonszoBanuss CRM-cucrem.

3. BeinosiHeHUE PAKTUYECKUX 3aJaHUI.

Ipaxmuuyeckoe szauamue 10-11. Opeanuszayus noododepyxcku npoyecca npoodadxc ¢ CRM-
cucmeme

1. ABTomMaru3anus BeeHus clienaok ¢ nomoursio CRM-cucrem.

2. IToctpoenune Boponku npojax B CRM-cucreme.

3. Onenka 3¢ dextuBHOCTH OT BHeApeHUsT CRM-cuctemsl.
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4. BbINIOJTHEHNE TPAKTUYECKUX 3aJaHUN.

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

llpakmuueckoe 3ansmue 12-13. Anarumuyeckue CRM-cucmemol

1. CpaBHUTENBHBIN aHAIU3 UHCTPYMEHTOB aHanuTHueckux CRM-cucrem.

2. CermeHtauusi 0a3bl JaHHBIX KIHWEHTOB, OIIEHKAa MPUOBUIBHOCTH KIHWEHTOB, OIICHKA
YCHEMIHOCTH MPOBEACHUS MAPKETUHTOBON KOMIIAHUU.

4. AHanu3 npoax, aHAJIN3 3aKYIIOK U COCTOSIHUA CKiaza.

5. IlporHo3upoBaHue Npoaax.

6. BeinoyiHeHME MPAKTUYECKUX 3aJaHUI.

4.4. CoaepikaHue caMOCTOSATENbHOI padoThI

P33Ile.l'lbl, TEMbI, JTUAAKTHYICCKHEC CANHUIIbI

Tema 1. TeopeTndeckue acneKTbl KIMEHTOOPHEHTUPOBAHHOIO MOXXO0/A.
1. Uctopus passutuss CRM.
2. [IpeumymiectBa, nosrydaeMbie OT BHepeHHs CRM B 3JIGKTpOHHOM BHJIE.

Tema 2. ApXuTeKTypa, COCTOSIHME PbIHKAa M OCOOCHHOCTH IPOEKTOB IO BHEIPEHHUIO
CHCTEM YIpPaBJIeHUs B3aMMOOTHOILICHHUSIMHU € KJIHEHTaMH.

1. Poccuiickuii ppiHok CRM-cucrem.

2. Apxutekrypa u ¢ynkrumonan CRM-cucreM B (prHAHCOBO-KpEeIUTHOHN cdepe/OaHKOBCKOM
esATeENLHOCTH/ON3HECE.

Tema 3. IIpouecc pazpadorku crpareruu CRM.

1. OcHoBHBIE TPOOIEMBI POCCUICKMX KOMITAHUH-IPOU3BOAMTENEH MpU paboTe ¢ KaHAIaMu
IPOJAK,

2. O630p HanpaBieHuit pazputus pyHkunit CRM-cuctemsl.

Tema 4. Peanuzanus pynkuuii mapkeruara B CRM.

1. Yopasnenue MapkeTUHTOBbIMHM KamnanusiMu B CRM-cucremax

2. IlocTpoeHne cxem BepHOCTH: cOOp MHPOPMALMK MO TAPAaHTHHHBIM TaJlOHAM, IIPOBEACHUE
KOHKYPCOB, MAPKETHHIOBBIE HCCIIEOBAHUS.

3. IlocTpoeHne cxem BEepHOCTH: cOOp MH(MOPMAIMM MYTEM PACIPOCTPAHEHHS JUCKOHTHBIX
Kapr.

4. TloctpoeHrne cxeM BEpPHOCTH: cOOp MH(POpPMAIMKU MYTEM PETUCTPALMHM Yepe3 yIaJeHHBIC
KaHAJIbI (HHTEPHET, TeIe(POH, PACCHIIKA).

Tema 5. llogaepxka npouneccos npogaxx B CRM-cucremax.
1. ABToMaru3anus npoaax u MmoounsHeie pemenuss CRM.
2. Yupasnenue 3HanussMu B CRM (Knowledge Management Systems.

Tema 6. AnanuTu4eckne Bo3mo:kHoctu CRM.

1. OLAP-texnonoruu (aHanuTuueckas oopaboTka B pexxume peanbHoro Bpemenn) B CRM-
CUCTEMaX.

2. CpeacrBa ananuza CRM-cuctem (MeTOIbI MHOTOMEPHOTO CTAaTUCTUYECKOIO AaHaIN3a,
cpencta Data Mining, mporHo3upoBaHus).

5. KOHTPOJIb KAYECTBA OCBOEHMSA JUCIIAITJIMHBI

Texyiuit KOHTPOJIb U MPOMEKYTOUHAsI aTTECTallMs OCYIIECTBISAIOTCS B COOTBETCTBUHU C
«lTonoxkeHneM O TEKyLIEM KOHTPOJE YCHEBAEMOCTH U MPOMEKYTOYHOM aTTecTaluu
oOy4Jaronuxcsi B ABTOHOMHOW HEeKOMMepueckor opranmu3anuu «OOpa3zoBareibHass OpraHU3aIMs
BBICIIIET0 00pa30BaHUs» «Y HUBEPCUTET SIKOHOMUKHU U YIIPABICHUS.

Bung npomexyrouHoidt arrectanuu — 3ader. Dopma MOPOBEACHUS MPOMEKYTOUHOM
arTecraluu — NHUCbMEHHBIN 3a4eT.

@DOoH/ OLIEHOYHBIX CPEJCTB MO TUCIUILIMHE MPUBEACH B puiioxkeHun k PITJI.
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6. YYHEBHO-METOAUYECKOE OBECIIEYHEHUE JUCIHUITVINHbI

1. SAxoBenko JI.B., YmpaBineHue B3aMMOOTHOIICHUSIMH C KJIMEHTAMH: METOAUYECKHUE
PEKOMEHIALNU [0 OpPraHu3ally CaMOCTOATENbHOM paboThl oOyuatommxcs / JI.B. SIkoBeHko. —
Cumdeponons: AHO «OOBO» «YHUBEpCcUTET SKOHOMUKH | yIpaBieHus», 2025. — 18 c.

2. TepMUHONOTHYECKHI cloBapb Mo npeameram Kadeapsl «busnec-unpopmaruxa» /
cocrautenu . A. [ondenko [u ap.]. — Cumdbeponons : YHUBEPCUTET SKOHOMHUKH U
yrnpasnenus, 2020. — 240 c¢. — Texkcer : anekTpoHHbIi // [{udpoBoii oOpa3oBaTenbHBINA pecype
IPR SMART : [caiiT]. — URL: https://www.iprbookshop.ru/108063.html (mara oGpareHus:
16.01.2025). — Pexum noctyna: s aBTOPU3HP. N10JIb30BATENEN.

7. NEPEYEHb OCHOBHOM 1 UI[OI'[OJIHHTEJILHOFI YUEBHOM JIMTEPATYPBI,
HEOBXOJINMOMU JJIA OCBOEHUA JTUCHUIIJINHBI

@) OCHOGHaA Tumepamypa:

1. YepkamuH, I1. A. Ctparerus ynpasieHUs B3auMOOTHOLIEHUsIMU ¢ KineHTamu (CRM)
: yueOHoe mocobue / Il. A. YUepkammH. — 4-¢ u3a. — MockBa : MHTepHET-YHUBEPCUTET
WNndpopmanmonnsix Texnomoruit (MHTYUT), Aii [Tu Ap Menua, 2024. — 420 c. — ISBN 978-
5-4497-3341-2. — Tekcr : anektponHbii // [ludpooii odpazoBarensHblii pecypc IPR SMART :
[caifiT]. — URL: https://www.iprbookshop.ru/142306.html (nata obpamenus: 16.01.2025). —
Pexxum goctymna: ajist aBTOpU3HUP. MOJIb30BATEICH.

2. bexmypsaes, U. /1. Lludposoit mapkerunr : yuedbnoe nocodue / U. JI. bekmyp3aes, 5.
0. JlamaeB. — I'po3Hsblii : YedueHCKH rocyaapcTBeHHbIN yHUBEepcuTeT, 2024. — 104 ¢. — Tekcr
: anekTpoHHbI // Iludpooit oOpazoBarenpHbl pecypc IPR SMART : [caiitr]. — URL:
https://www.iprbookshop.ru/147959.html (mata obpamenus: 16.01.2025). — Pexum nocrtyma:
JUIs aBTOpHU3UP. mosb3oBaTeneil. - DOI: https://doi.org/10.23682/147959.

0) oonoanumenvHan a1umepamypa:

1. 3axaposa, 1. B. Mapkerunr : yue6Hoe mocobue / M. B. 3axapoBa. — 2-e uza. —
MockBa : Ait [Im Ap Menna, 2024. — 166 c. — ISBN 978-5-4497-3479-2. — Tekcr :
anekTpoHHbI // Lludposoit obpazoBarensHblii pecypc IPR SMART : [caiit]. — URL:

https://www.iprbookshop.ru/142501.html (mata obpamenus: 16.01.2025). — Pexum gocryma:
JUIs aBTOpHU3HP. mosb3oBaTeneil. - DOI: https://doi.org/10.23682/142501.
2. 3axapoBa, FO. A. ToproBeii mapkeTHHT: 3(QeKTUBHAS OpraHU3aIUs TMPOJK :

npaktudeckoe nocodue / FO. A. 3axapoBa. — 3-e uza. — Mocksa : Jlamkos u K, At ITu Op
Menua, 2022. — 133 ¢. — ISBN 978-5-394-04593-6. — TekcT : anextponHsiit // LludpoBoit
o0pa3oBaTeNbHbII pecypc IPR SMART : [caiT]. — URL:

https://www.iprbookshop.ru/137773.html (mata obpamenus: 16.01.2025). — Pexum nocryma:
JUIsL aBTOPU3UD. NTOJIb30BaTENECH

8. IEPEYEHb PECYPCOB HH®OPMAIIMOHHO-TEJJEKOMMYHUKAIITMOHHOM
CETH «<MHTEPHET», HEOBXOJIUMBbIX /IJIs1 OCBOEHUA JUCHUITJINHBI

1. UudopmarmonHo-npaBoBoit moptan «['apant»: odummaneueiii  cait. — URL:
http://www.garant.ru — TekcT: 371eKTpOHHBIIA.

2. Iudposoit obOpazoBarenbHbili pecypc «IPRsmarty: odunmaneueiii caiit. — URL:
http:// www.iprbookshop.ru/ — TekcT: 31eKTpOHHBIH.

3. Hayunas snextponHas 6ubimoreka «Elibrary.ruy: opunmansnsiii caiit. — URL: http://
www.elibrary.ru — TekcT: 351eKTpOHHBIH.

4. CereBoe wusmanne «@unancel. IIpoext kp.rup». Ilporpammsl mys  Ou3Heca:
opurmaneueiii caidt. — URL: https://www.kp.ru/money/biznes/programmy-dlya-biznesa/ —
TeKCT: AEeKTPOHHBIN.
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9. METOIAWYECKHUE YKA3AHUSA JUIS OBYYAIOLUIAXCS ITO OCBOEHUIO
TV CHATIIAHBI

IIpu nmpoBeneHMU JEKIMM, CEMUHAPCKUX (MPAKTUYECKUX) 3AHATHUN, CAMOCTOSITEIbHOU
paboThl 00y4YarOLINXCs MPUMEHSIOTCS UHTEPAKTUBHBIE (DOPMBI IIPOBEACHUS 3aHATHH C LIENbIO
HOTPYKEHUsI 00y4aloIUXCs B PealbHYIO aTMocdepy NpodecCHOHANIBHOTO COTPYIHUYECTBA IO
pa3pelieHnIo IpobaeM, ONTUMAIbHON BBIPAOOTKM HABBIKOB M KauecTB OYyyIIEro CHeLUaInCTa.
WnuTepakTuBHBIC (POPMBI IPOBEICHUS 3aHATHI MPENONIaraloT 00y4eHue B COTpyiHu4ecTBe. Bee
YY4aCTHUKHA 00pa3oBaTebHOTO Tpoliecca (mpernogaBaTelb U 00yJaronuecs) B3auMOIeHCTBYIOT
Jpyr ¢ apyrom, oOMeHHBAIOTC MH(pOpManuel, COBMECTHO PELIAIOT MPOOJIEMbl, MOACIHPYIOT
CUTYALHIO.

B yueOHOM mporecce UCIONb3YIOTCS HHTEPAKTUBHBIE (DOPMBI 3aHATHIA:

— TBOpYECKOE 3aJjaHue. BbINOIHEHNnEe TBOPYECKUX 3alaHUi TpeOyeT oT oOydarouierocs
BOCIIPOM3BEICHHE TIOJIYYEHHOM paHee uH(opMaIu B ¢popme, ONpeaessieMoil IpernoiaBaTesieMm,
U TpeOyrolel TBOPUECKOr0 MOIX0/a;

— rpymnmoBoe obcyxaeHue. I'pynmnoBoe o0CcyxeHre KOro-11ud0 BOmpoca HalpaBiIeHO Ha
JOCTM)KEHUM JIyYlIero B3aUMOIOHMMAHHS U CHOCOOCTBYET JyYIIEMY YCBOEHHUIO HM3y4aeMOro
MarepHaa.

B xozme ocBOEHUS TUCHMIIMHBI IIPU MPOBEIEHUHM KOHTAKTHBIX 3aHATUI HCIHOJIb3YIOTCS
cienyiomme (HopMel 00yueHHs, crocoOcTBymOmUEe (OPMHUPOBAHUIO KOMIIETEHIUH: JIEKITMH-
TUCKYCCHM; Keic-MEeTOA; pellleHHe 3a/ad; CUTYallMOHHBIA aHaiu3; oOcykaeHue pedeparoB U
JIOKJIA/IOB; pa3paboTKa IPYyNIIOBBIX IPOEKTOB; BCTPEUH C MPEACTABUTENISIMU TOCYJAPCTBEHHBIX U
0O0IIECTBEHHBIX OpraHU3aIH.

10. IEPEYEHb HH®OPMAIIMOHHBIX TEXHOJIOT U, UCTTOJIb3YEMBbIX ITPH
OCYHECTBJIEHUU OBPA3OBATEJIBHOI'O ITPOLECCA 110 JUCHHUIIJIMHE,
BKJUIIOYASA IEPEYEHD ITPOI'PAMMHOI'O OBECIIEYHEHUSA U
NHOOPMAINMNOHHBIX CITPABOYHbBIX CUCTEM (ITPM HEOBXOJAUMOCTHN)

B mnpomecce JNEKIMOHHBIX M MPAKTHUECKUX 3aHATHH HCIIONB3YETCs CIEAyrolee
pOrpaMMHOE 0OecIieueHHe:

*mporpaMMel, oOecrnieynBaromue A0ocTyn B ceTh «MHTepHeT» (Hampumep, «Microsoft
Edge», «Google Chrome»);

*mporpaMMbl,  JEMOHCTPAllMM  BUAEO-MAaTepUAIOB  (HAaNpUMEp, IMPOUTPHIBATENb
«Windows Media Playery);

*TEeKCTOBBIE pENaKTOphl M Tmpoueccopsl (Hampumep, «biokHoT», «Microsoft Office
Wordy);

*mporpaMMbl Uil JAEMOHCTpAallMd M CO3JaHUs Npe3eHTanui (Hampumep, «Microsoft
PowerPoint»);

*TabmuuHbIe porieccopsl (Hampumep, «Microsoft Office Excely);

*mporpaMMbl IS MOJETUPOBAHUS OW3HEC-TIPOIIECCOB MPEANpPUITHS (Hampumep,
«Archiy);

*CHCTEeMBI yITPaBJICHUS B3aNMOOTHOIICHUSAMY C KIMEHTaMu (Harpumep, «burpuxc24y).

11. OIIMCAHUE MATEPUAJIBHO-TEXHUYECKOT'O OBECIIEYHEHUA,
HEOBXOJIMMOTI' O U OCYINECTBJEHUS OBPA3OBATEJIBHOI'O ITPOIECCA
O AMCIUIIJIMHE

JInst mpenofaBaHus AUCHMIUIMHBI TPEOYIOTCS CIICIHaIbHbIE MaTepHaIbHO-TEXHHUCCKHE
cpeacTtBa (KOMIBIOTEpHBIE KIJACCHI M T.M.). BO BpeMms JEKIMOHHBIX 3aHATHH, KOTOpbIE
IPOBOAATCSL B OOJBIION ayAWTOPHH, HCIIOIB30BAaTh MPOEKTOP Ui JAEMOHCTpAIUU CIai[oB,
cxeM, TaONWIl W MPOYEro Marepuaia, MyJIbTUMeIuiiHble TpoekTopbl Epson, BenqViewSonic;
SKpaHbI JJI MPOEKTOPOB; HOYTOYKH Asus, Lenovo, MUKpO(dOHEI.
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[lepeueHb  NUIEH3MOHHOTO Y CBOOOAHO  PACIPOCTPAHSIEMOrO  MPOTPAMMHOTO
obecrieueHrsi, B TOM YHCIIEe OTEUYECTBEHHOrO mMpou3BojcTBa: Microsoft, Windows, Microsoft
Office, LibreOffice, ApxuBarop 7-zip, Adobe Reader, Koncynsrantllmoc, Kaspersky Security,
VLC, Media Player, [Tpomereii.

13



	РАБОЧАЯ ПРОГРАММА
	Направление подготовки
	38.04.05 Бизнес-информатика
	Образовательная программа
	Менеджер по информационным технологиям

	Для всех
	форм обучения

	Перечень лицензионного и свободно распространяемого программного обеспечения, в том числе отечественного производства: Microsoft, Windows, Microsoft Office, LibreOffice, Архиватор 7-zip, Adobe Reader, КонсультантПлюс,  Kaspersky Security, VLC, Media P...

