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AHHOTANUA

WHpekc AUCIUTUIAHBL TIO
y4eOHOMY TUTaHY

HanMmeHnoBauue QUCHUILIMHEI

b51.0.08 YnpasJieHue B3aUMOOTHOIIEHUSAMH € KJIMEHTAMU
Henp uzyuenus dbopMupoBaHue cHUCTeMbl 3HAaHUH 00  HHPOPMAIIMOHHBIX
AUCHUITIIINHBI TEXHOJIOTUAX u CHUCTEMAX, OGGCHG‘-II/IBaIOH_II/IX pcan3anuro
KOHIICTIITN I u 0a30BbIX MIOJTXO/IOB yIIpaBJICHUS

B3aMMOOTHOIICHUAMU C KIIMCHTaAMMU.

MecTOo TUCHUATUINHEI B
ctpykrype OITOII

JlucuunianHa OTHOCUTCS K oO0s3aTenbHOM uacth Onoka 1.
«lucumuiMHbl (MOAYIH)» MPOTPaAMMBbl MATHCTPATYPHI

KommeTenum,
dhopmupyembie B
pe3yiabTaTe OCBOCHUS

OIIK-4

JUCIIATIIMHBI
Coneprxanue Tema 1. Teoperndeckue aceKTsl KIMEHTOOPUEHTUPOBAHHOTO
IUCUUILIHHBI HOAX0JA.

Tema 2. ApXUTEKTypa, COCTOSTHUE PHIHKA M OCOOCHHOCTH
IMPOCKTOB IO BHCAPCHUTIO CUCTCM YIIPABJICHUSA
B3aMMOOTHOIICHUSIMU C KIIUEHTAMH.

Tewma 3. TIpouecc pa3zpaboTku ctpateruu CRM.

Tewma 4. Peanuzanus Gynakmuii mapketunra B8 CRM.

Tema 5. Tlognepxxka nporeccos nmpogax B CRM-cucremax.
Tema 6. AHanmuTHyeckne Bo3MoxHocTH CRM.

OO6m1ast Tpy10€MKOCTh
AUCIHUITIIINHBI

OOmast TPyIOEMKOCTh JTUCHHIUITHHBI COCTAaBIISIET 3 3a4ETHBIX
enuaunb (108 gacoB)

®opMa IPOMEKYTOUHOU
aTTecTaluu

3auer




Conepxanue

1. Lenp u mnepeyeHb IUIAHUPYEMBIX pPE3YyJIbTAaTOB OOYYEHHUS [0 JIUCLUUIUIMHE,
COOTHECEHHBIX C TUIAHUPYEMBIMH pe3yJIbTaTaMU OCBOEHUS IPOTPaMMbl MarucTpaTypbl
2. Mecto aucuuminssl B ctpykType OIIOII maructpatypsl

3. O0beM [UCHUIUIMHBI B 3aU€THBIX EAWHMUIIAX C YyKa3aHUEM KOJIMYECTBa
aKaJeMHUYECKHX YacoB, BBIICJICHHBIX Ha KOHTAaKTHYIO paboTy oOydaromuxcs ¢
npernoaaBaresnieM (1o BUAAM 3aHITHI) U Ha CaMOCTOSATENbHYIO PaboTy 00yJaroImuxcs

4. ConeprkaHue IUCUUIIIMHBI, CTPYKTYPUPOBAaHHOE 110 TeMaM (pa3zesiaM) ¢ yKa3aHHeM
OTBEJICHHOTO HAa HUX KOJMYECTBA aKaJEMUYECKIX YacOB U BUJOB YUCOHBIX 3aHATUI

5. KoHTpoJib KauecTBa OCBOEHUS TUCIUIIITUHBI

6. YaeOHO-MeToIn4YecKoe 00ecredeHNe TUCIUTUTMHBI

7. IlepedeHb OCHOBHOM U JIOMIOJIHUTEIILHON y4eOHOM JUTepaTyphl, HEOOXOIUMOM ISt
OCBOCHMS AUCITUTUIMHBI

8. IlepedyeHn pecypcoB MHGOPMAIIMOHHO-TEICKOMMYHHKAIIMOHHON CETH «HHTEPHETY,
HEOOXOUMBIX JIJIS OCBOCHUS TUCIIUTUTHHBI

9. Metoauyeckue yka3aHus sl 00y4Jaronuxcs Mo OCBOCHUIO TUCIUTIIHHBI

10. Ilepeyenr WHGOPMAIMOHHBIX TEXHOJOTHUH, MCIOIB3YEMBIX MPU OCYIIECTBICHUU
00pa30BaTeNbHOTO Mpollecca MO TUCHUIUIMHE, BKJIOYas IMepedeHb MPOTrpaMMHOIO
oOecrieyeHNs U MHPOPMAITMOHHBIX CIIPABOYHBIX CHCTEM (IIPU HEOOXOIUMOCTH)

11. Onucanme MaTepUaTbHO-TEXHHUYECKOTO OOECIeUYeHUsl, HEeOOXOIMMOTO IS
OCYIIECTBIICHUSI 00Pa30BaTEIBLHOTO MPOIIecca MO JUCITUILTNHE

[Tpunoxenue x PITJ]
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1. Iless 1 nepevyeHb IVIAHNPYEMbIX Pe3yJIbTATOB 00y4YeHHs N0 JMCIUILIHHE,
COOTHECEHHBIX C IUIAHNUPYEMbIMH Pe3yJ1bTATAMH OCBOEHHS MPOrPAMMbl MATHCTPATYPHI

Lenbto u3ydeHHs] AUCHUILTUHBI «YTpaBlIeHUE B3aUMOOTHOILIEHHUSIMH C KIHEHTaMU»
ABISICTCS (POPMHUPOBAHUE CUCTEMbI 3HAHMM 00 MH(POPMALMOHHBIX TEXHOJOTHUSX M CHCTEMaXx,
o0ecreunBalOMIUX  pealu3alyilo  KOHLENUMH ¢ 0a30BBIX  IOAXOJOB  YIpPAaBIICHUS
B3aUMOOTHOIICHUAMU C KIIMCHTaAMU.

B pesynmprate ocBoenus OIIOIl maructpaTypbl 0O0y4aromuiCs JOJKEH OBJIAJIETh
CIIEITYIOLIMMH Pe3yIbTaTaMH OOYUSHHUS M0 JUCIUIIIUHE:

Koapl Pe3yabTaTsl IlepeyeHb MIIAHUPYEMBIX Pe3yJbTATOB 00yUeHHS 10O
komnerenuuy| ocsoenuss OIIOII JTUCIUIIINHE
OIIK-+4 Crniocoben ynpasnsats |[OITK-4.1 3Haer KOHLICTILINIO YIIPABJICHUS]
B3aUMOJICICTBHEM C  [B3aMMOOTHOIICHUSMHU C KJIWEHTAaMU, THIBI CTpPaTerui
KJIUCHTaMH U YIIPABJICHUS] OTHOUICHUSIMU C KIHUEHTAMH, KIIOYEBBIC
napTHEpamMH B [TPOIIECCHI u TEXHOJIOTHH yIpaBJICHHUS]]
Mpoliecce PEIIeHUsI  [B3aMMOOTHOIICHUSIMU C KJIMEHTaMU
3aja4 OIIK-4.2 VYMeer aHaIM3UpPOBATH OTPACIEBYI0 U
npo(ecCHOHANFHOM  [KOHKYPEHTHYIO Cpelly KOMIIAHHWH, BBISBISATH IIEJICBBIC
eITEIbHOCTH CErMEHTBI, KJIFOUEBBIX KJIMEHTOB U TAPTHEPOB
OIIK-4.3 Brnaneer HaBBIKAMH aBTOMATHU3AIUU CHUCTEML]
VIIPABJICHUS  B3aWUMOJICUCTBHEM C  KJIHCHTAMH M|
[mapTHEpaMu

2. Mecto nucuuminnsl B ctpykrype OIIOII marucrparypsl

Jucuummuza b1.0.08 «YnpaBieHue B3aMMOOTHOIIEHUSIMU C KIMEHTaMU» OTHOCHUTCS K
obsi3arennpHOM  wacTw  Omoka 1. «Jlucrumuael  (MoxmymH)»  ydeObHoro tmana OITOIT
MarucTpaTypbl Mo HampasieHHIo noarotoBku 38.04.05 busnec-undopmaruka. Jlucuumnianna
«YnpapieHue B3aMMOOTHOIICHUSIMUA C KJIMEHTaMU» M3ydaeTcs 00Yy4arolUMHCS OYHOH (hOpMBI
o0ydeHus B 3 cemecTpe, 3a04HOM HopMbl 00ydeHUsT — B 3-4 cemecTpax.

[Ipy n3ydeHUW AaHHOW AMCUMUIUIMHBI OOYYaIONIMICS HCHOJb3yeT 3HAHHS, YMEHUS WU
HaBBIKH, KOTOpPbIE (POPMUPYIOTCS MApaIEIBHO B IIPOLECCE U3YUSHHSI JUCIUIUIMH: «Y IpaBIcHHUE
Ku3HeHHbIM 1uxioM HMC (mpoxBUHYTBI ypoBEHb)», «Teopus NPUHATHA PELICHUN»,
«MHadopmarimoHHBI MEHEKMEHTY, « THpOopManoHHbIi OU3HEC).

3HaHUs, YMEHUS M HaBBIKM, TOJYyYEHHBIC NMPH W3YUYEHUH TUCLHUIUIMHBI «YTpaBieHUE
B3aMMOOTHOLICHUSIMH € KIMEHTaMW», OyAyT HEOOXOAUMBI JUI YriyOJI€HHOTO U OCMBICIEHHOTO
BOCHPUATUSA JUCLUIUIMH: «bU3HEC-MOJIENMPOBAHUE M HMHTEPHET-NPEANPUHUMATEIBCTBOY,
«VHTeNnneKTyalbHble areHThl U areHTHbIE CUCTEMbI», «CTpaTeruueckoe ynpaBieHue U Ou3Hec-
aHayIn3», «CTpaTErnyecKoe yupaBlIeHUE HTHHOBALIUAMU.

3. O0beM AUCHUIJIMHBI B 324€THBIX ¢IMHUIIAX € YKA3aHUEM KOJIHYeCTBA aKaleMHUYeCKUX
4YacoB, BbIIeJIeHHbIX HA KOHTAKTHYI0 pa0oTy o0y4aloluxcs ¢ npenojaasaresieM (1o BUIamM

3aHATHH) U HA CAMOCTOSAATEJIbHYI0 Pa00Ty 00yUYar0IIUXCS

OO6mast Tpyn0eMKOCTh (00beM) MUCIUIUIMHBI COCTABISIET 3 3a4eTHBIX CIUHUIBI (3. €.),
108 akageMHUYECKHUX Y4acoB.

3.1. O0béM TMCHUILUIMHBI 110 BUAAM Y4eOHbIX 3aHATHH (B Yacax)



st ouHo# popmbl 00yUeHust
OO6mas Tpya0€MKOCTh TUCIUIUITMHBI COCTABIISIET 3 3a4€THBIX enuHUIIb, 108 yacos.

O0BEM TUCHUTNIIINHBI

Bcero yacos

OO01ast TPyA0EMKOCTh TUCIUTUTHHBI 108
KonrakTHas pabora 38
AynuTtopHas padora(Bcero): 38
Jlexun 12
CeMuHaphl, TPAKTUYECKUE 3aHIATHUS 26
CamocrosiTenpHast paboTa o0yJaronuxcs (BCero) 70
Kypcosast pabota -
3auer T
DK3aMeH -

st 3a0uHoi (popMbI 00yUEHHS
OO6mmast TpyA0EMKOCTh JUCIUTIIIMHBI COCTABIAET 3 3a4€THRIX equHUIBI, 108 yacoB

O0BEéM TUCHUTIIIINHBI

Bcero yacos

OO01ast TPYA0EMKOCTh TUCIUTUTHHBI 108
KonrakTHas pabora 8
AynuTtopHas padorta(Bcero): 8
Jlexun 2
CeMuHapbl, IPAKTUYECKUE 3aHATUS 6
CamocrosiTenpHas paboTa o0yJaronuxcs (BCero) 96
Kypcoas pabora -
3auer 4
JK3aMEH -
4. Conep:kanue THCHUILUINHBI, CTPYKTYPHPOBAHHOE 110 TeMaM (pa3jiesiam)
€ YKa3aHHeM OTBeJeHHOI0 Ha HUX KOJIN4YeCcTBa aKaJeMHYeCKUX YacoB U BH/I0B
Y4eOHbIX 3aHATHI
4.1. Pa3znenbl AUCHMILIMHBI M TPYA0EMKOCTD M0 BUIaM Y4eOHbIX 3aHATHI
(B akaleMHU4YeCKHMX 4acax)
Bcero KonnyectBo yacos
Bueayaur.
KonTakTHas padora ya
= pabora
= -
[t HaunmeHoBaHue TeMbl o) Q Jleknun Mpakruec-| - Camocr.
o & = KHe pabora
Z S %)
Q o o Qo Q @
& | e | & | | & |8
o ) =) ) o 2g)
1. |Teopernueckue ACITEKThI
KJINEHTOOPUEHTUPOBAHHOI' O 18 17 2 1 2 14 16
oJIXo0a
2. |ApxuTekTypa, COCTOSIHUE pbIHKa M| 18 17 2 4 12 17




Bcero KoanuectBo yacos
KonrakTHas pa6ora Breayaur.
= pabdora
= -
[t HanmeHnoBaHme TeMbl o Q Jlexkuun Mpakruec-| - Camocr.
o S KHe padora
-, g A
sl2i8 8 8 ¢
=) ) o ) =) )
0COOEHHOCTH MTPOEKTOB o
BHCAPCHUIO CUCTEM YIpaBJICHUA
B3aMMOOTHOUICHHUSIMH C KIIMEHTaMH
3. |IIpomecc pa3paboTKu cTpaTeruu
CRM 18 18 2 4 12 18
4. |Peanuzanus (yHKIMHA MapKeTHHTa B
CRM 18 18 2 1 6 2 10 15
5. |Ilopmepxka mOpoOLIECCOB MpPOAAX B
CRM-crcremax 18 17 2 6 2 10 15
6. | AHamuTuyeckue BO3MO>KHOCTH
CRM 18 17 2 4 2 12 15
Bceero nmo aucnumnimne 108 | 104 | 12 2 26 6 70 | 96
KonTpoas + 4
Hroro 108 | 108 | 12 | 2 | 26 | 6 | 70 | 96

4.2. Conepxanne JMCHHUILIMHBI, CTPYKTYPHPOBaHHOE 110 TeMaM (pa3aesiam)

Tema 1. TeopeTnueckne acneKThbl KJIMEHTOOPHEHTHPOBAHHOIO MOAX0/A.

Crparerust ynpaBieHUs KIMEHTCKUMH OTHOLIEHUsMH. «MHIycTprannzanus» npoaax u
mapkeruHra. Ilpupona mnorpeburensckolr 1eHHocTd. Co3naHue LEHHOCTH Ui KJIMEHTA.
Co3naHne LEHHOCTH IS OpraHu3auvy. MakcuMu3anus TNOKH3HEHHOM CTOMMOCTH KIIMEHTA
(customer lifetime value). [TonsiTHe IEHHOCTHOTO TIpeIOKeHus (value proposition).

Hasznauenne ctpaterun CRM. Omnpenenennie tepmuaa CRM. CylHOCTh U OPUHIUIIBI
koHuenuun CRM. Ilpeanocbulki BO3HMKHOBEHHUS JaHHOTO mnoxaxona. MHdopmannoHHbIe
CHUCTEMBI yIpaBiieHuss B3aumMooTHomIeHus ¢ kiaueHToM (CRM). Hasnavenwe, B3auMOCBSI3b C
npuMmenenneM KoHrenmuu CRM. Bzaumocsss ¢ KUC. Knaccudukanus u QyHKIHH, THUITBI
CRM. OcnHoBubie koMmmoHeHTHl cucteM CRM. Hctounuku sddextuBanoctn CRM. Hctopus
pazeutuss CRM. Kputepun npumenumoctd KoHuenuuu. lIpemmyinectBa, mMosydaeMmble OT
BHeApeHus: CRM.

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

ApxuTeKkTypHble KOMIIOHEHTBI cucteMbl CRM. MHTerpanus ¢ ApyrumMH CHUCTEMaMH.
0630p peiaka CRM-pemennii. Poccutickuii ppiHok CRM-cuctem. OCHOBHBIE KpUTEPUHU BBIOOpA
CRM-cucremsr (T CRM-cucTeMbl, BO3MOXXHOCTh coBMecTHOM paboTel CRM u yderHO#
CUCTEMBI, COOTBETCTBHE OCOOEHHOCTSIM OTEYECTBEHHON NpPAaKTHUKU BeAeHHUs OusHeca,
JOCTYITHOCTh YCIYT IO BHEIPEHUIO M COIPOBOXKJIEHUIO B PErMOHE, COBOKYNHAs CTOMMOCTH
BJIQ/ICHNUS, BOBMOXHOCTH MHTErPAllUU C TEIEKOMMYHHUKAIUSIMU, BEO-TPUIIOKEHUSIMHI U APYTUMU
IPOTPAaMMHBIMU TIPOJYKTaMH, BO3MOXHOCTh OpraHH3alMMd YAAJCHHOTO pabodyero Mecra).
BHenpenue cucreM ynpaBieHUs! B3aMMOOTHOLIEHUSIMU C KIIMEHTAMH.




Tema 3. Ilpouecc pazpadorku crparernu CRM.

Toukn B3aMMOIEHCTBUS KOMIIAHUM W KJIMEHTA. YNIPABICHHUE B3aMMOOTHOLIEHUSIMU C
napTHepaMu, KaHaibl B3auMozeicTBus B2B (Ousnec-Omsnecy) m B2C (Ou3Hec-KIMEHTY).
OMHUKaHaJIbHBIM  1OAXoJ. MHOrokaHanbHasi MHTErpanus C  KIMGHTOM. BapuaHThbl
WCIIONIB30BaHUS ~ KaHAIOB  B3auMojeiicTBus (channel options). DOkoHOMHKa KaHAJIOB
B3auMojieicTBus. OmnpejenieHre TPUOPUTETOB B3auMoAecTBUsA. OMHUKAHAIBHBIA MOAXOH K
paboTe ¢ KIIMeHTaMH.

DBOMIOIUST METOAOB ynepKaHus KiueHToB. I[Iporpammel nosuibHOCTH. OCOOEHHOCTH
CRM-cucreM B paznuuHbIX chepax aestenbHocTH. BHenpenne CRM-cuctem B (priHAHCOBBIX
opranm3anusax (0aHKH, CTPAXOBbIE M MHBECTHIIMOHHBIC KOMITAaHWH). BO3MOXKHBIEC MPEAIOKEHUS
pa3BUTHs («CTpaTerus BTOPOrO TMPOJIYKTa», KpPOCC-MPOJAXH, (PUHAHCOBBIM KOHCAITHHT).
[IpoGnembl aBTOMATHM3AMKM KJIUEHTCKOTO B3aMMOJACHCTBHS B (DUHAHCOBBIX OpraHU3AIUsX.
Crpaterndyeckue TpeOOBaHMSI K MOJIpA3JeNICHUSIM, OCYILECTBISIONIUM B3aUMOJACHCTBHE C
KIIMEeHTaMH. PacueT JOXOIHOCTH/IIEHHOCTH KIHEHTOB. OOCTy)KHMBaHHWE KIMEHTOB Ha OCHOBE
Moaenu ueHHocTu. Bueapenne CRM-cucteM B TEIEKOMMYHUKAIIMOHHBIX KOMITAHUSIX.
VYnpasienue 1eHoil u ¢opmupoBaHue naketoB yciuyr. Buenpenne CRM-cucrem B cdepe
po3HnuHbIX npofax. Mcnonp3zoBanne CRM-cucrem B chepe ToproBoro mapkerura. OCHOBHBIE
poOJIeMbl POCCUHCKUX KOMITAHUH-TTPOU3BOAUTENEH Tpu padoTe ¢ KaHAJaMH MPOJaX. AHAIN3
Heymad npoekToB 1o BHeapeHnto CRM-cuctem. O630p Hanpasiennit pa3sutus ¢yHkimii CRM-
cuctembl. Jlyamme npaktuku npumeHeHnst CRM-cucteM B pa3iuuHbIX cepax AesTeTbHOCTH.

Tema 4. Peanmuzanusa pynkumnii mapkerunra B CRM.

OBoNIOIMSA MapKETHHra: IPOAYKTOBBI MAapKETHHI, HpPSIMOW MapKETHHI, LEIeBON
MapKeTHHT. MapKEeTHHT «I10 COOBITHIO», MAPKETUHT «I10 Pa3pEUICHUIO», MAPKETUHT OTHOIIECHUMN
U KOHIIENIUS «OJWH Ha oJIuH». MapkeruHroBsie TexHojoruu B CRM-cuctemax. I[TpuHIumns

CerMEeHTaluu KJINEHTOB. Kputepun CerMEeHTalUu: colLMaJIbHO-AeMorpaduyeckue
XapaKTePUCTUKU. TCHUXOrpadrueckue XapaKTepUCTHKH, IIOBEACHUECKUE XapaKTePUCTHKH,
reorpapuueckue  XapaKTEPUCTHKU. dopMHUpOBaHUE  LENEBBIX  TIPYyNN  KJIMEHTOB.

CerMeHTHpPOBAaHUE KIMEHTOB M0 PEAKIIMU Ha MApPKETUHTOBBIE MpeasiokeHusi. CerMeHTUPOBaHUE
KJIIMEHTOB MO CTPATETHuu MPUOOpeTeHUs. YTpaBJICHHE MapKETHUHTOBBIMH KammnaHusiMu B CRM-
cucremax. IlpuemMbl COBEpPIICHCTBOBAHMS MapKETUHIOBbIX KammnaHui. CRM-nonnepxka
MapKETUHIOBbIX KaMIIAHUM «3AMKHYTOrO LIMKJIa». MeTonbl yaep:xanus kinueHTa. OnruMusanus
KaHAJIOB MPOJIAXK.

Tema 5. Ilogaepxka npoueccon npoaax B CRM-cucremax.

Cucrembl aBTomMatu3anuu mpojax. OCHOBHbIE (PYHKIIMOHAIBHBIE MOAYIH U CTPATETHH
UX WCIOJb30BaHUS. Y4YeT, ynpamieHue, aHaimu3 npojgax B CRM-cucremax. YmpapieHue
uH(popMalrei 0 KOHTAKTaX U KOHTPAareHTax.

HNuterpamust ¢ppont-oducHort aestenpbHOocTH. CRM-mogzepxka perjiaMeHTa IpoJiax.
VYrpaBieHne MOTCHIUATBHBIMUA caenkamMu ((QyHKIUHM pacdeTra BEpPOSITHOCTH COBEPIICHUS
caenku). CRM-nognepxkka U KOHTPOJIb (PYHKITUH MEHEHKEPOB IO MpoaakaM. ABTOMATH3AIUS
npogax u MoOwibHble pemieHuss CRM. ®dopmupoBaHue NOTPEOUTENHCKOW ayAUTOPUU H
opranuzamus npoaax B cpene Muateprer. VYmpasnenwe 3HanmsiMu B CRM (Knowledge
Management Systems).

Tema 6. AnasuTH4eckune Bo3MokHocTH CRM.

Anamutnueckne CRM-cucreMsl U uX BO3MOXHOCTH. CermeHraruss 0a3bpl KIMEHTOB,
OLICHKA YCIEIIHOCTH MPOBEACHHSI MApKETUHIOBON KOMIIAHUH, OLIEHKA MPUOBUILHOCThH KJIMEHTOB.
AHanu3 MpoJaXx, aHalu3 3aKyIMOK M COCTOSIHUS CKJIaja, MporHo3upoBaHue mnpogax B CRM-
cuctemax. [Ipobnembl nHTErpanuu HHPOPMAIMK O KIHUEHTaX, XPAHUIIUINA JAHHbIX.
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CpenctBa ananuza CRM-cucrem (METOAbl MHOTOMEPHOIO CTATUCTUYECKOTO aHAIN3a,
cpeactBa Data Mining, nporao3upoBanusi). OLAP-texHonorun (aHanutudeckass oOpaboTKa B
pexume peanbHoro BpeMenn) B CRM-cucremax.

4.3. CopepxaHue NPaKTHYECKUX 3aHATHI (04HasA ¢opma o0yueHust)

Tema 1. TeopeTnueckue acCeKThl KJIHEHTOOPHUEHTUPOBAHHOIO MOAX0a (2 yaca).
Ilpakmuuecxoe 3amsmue Ne 1. AHanmu3 CTPYKTyphl oOOpamieHuil moTpedureneid u HX
KJIacCU(UKALIUS

1. AHanmu3 CTpyKTYpbl oOpareHuit moTpeduTesneit u ux kiaccudukanus (Mo oObEKTy).

2. O6ocHOBaHME BEIOOpA KaHAJIOB B3aMMO/ICHCTBHS C KJIMEHTAMH.

3. BeinosiHeHUE PAKTUYECKUX 3aJaHUI.

Tema 2. ApXMTEKTYypa, COCTOSIHHE PbIHKA W OCOOCHHOCTH NMPOEKTOB IO BHEJAPEHHIO
CHCTEM YNpPAaBJIeHUs1 B3aMOOTHOIIEHUSIMM C KJIMeHTaMHu (4 4aca)

lIpakmuueckoe 3ansamue 2. Ananuz pvinka CRM-cucmem u UT-npoekmos

1. Ananus peiaka CRM-cucrem.

2. Ananu3 peiaka UT-nipoekTos.

3. BolnonHeHue NpakTUYECKUX 3aJIaHUM.

Ilpakmuuecxoe 3aumsmue Ne 3. Onpedenenue ¢hopmvl opeanuzayuu 63aUMOOEUCMEUs C
KAUeHmamu u paciem nompeoHoCmu 8 9IKOHOMUUECKUX pecypcax 0iisi pabomul noopasoeneHull
1. Onpenenenne (HopmMbl OpraHU3aIluy B3aUMOJICHCTBHS ¢ KIIMEHTaMH U pacyeT MOTPEOHOCTH
B OKOHOMHYECKHMX  pecypcax Uil  pabOThl  MOAPA3NENCHHN,  OCYIIECTBISIONIUX
B3aUMOJICHCTBUE.

2. AHanu3 npumepa.

3. BeinosiHEHUE PAKTUYECKUX 3aJaHUI.

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

Ipakxmuueckoe 3anamue 4. Opeanuszayus 6U3HeC-npoyeccos opeaHuU3aAyUU 3auUMo0eLiCmeus ¢
KAUeHmamu

1. MoaenupoBaHnue OM3HEC-TIPOIIECCOB OPTaHU3AIUH B3aUMOJICHCTBUS C KIIMEHTAMH.

2. ®opmMupoBaHue Mmokazatenei 3((HheKTHBHOCTH B3aUMOACHUCTBUS C KIIMEHTAMH.

3. BeinosiHeHUE MPAKTUYECKUX 3aJaHUI.

Ipaxmuueckoe 3awsmue 5. Buedpenue CRM-cucmemvl: onpedenenue CRM-eudenus u
cmpamezuu

1. Oranel BHenpeHuss CRM-cucTeMsl.

2. Ompeneneanie CRM-BuzmeHHMsi W CTpaTeruu: pa3paboTka Iejned W 3aaad BHEIPCHHS,
pa3paboTka cTpaTeruu BHeApeHus. OnpeneneHue GyHKIHOHATA.

3. BeinosiHEHUE PAKTUYECKUX 3aJaHUI.

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

Ilpakmuueckoe 3amamue 6. Buedpenue CRM-cucmemvl: anaiuz 63aumMooeucmeus c
KAUeHmamu

1. Ananu3 B3aMMOJECHCTBUSA C KIMEHTAMHU: AaHAJIW3 KOHTAKTOB C KIHMEHTAMH Ha IPEAMET
noTpeOHOCTEH, OKUAAHUI U OTIpesieIeHUsI MOJIeNIe B3auMOICHCTBHSL.

2. MogepHuzanuys TpOIECCOB  B3aUMOJEHCTBUA C  KJIMEHTAMHM: aHAIU3  MOJENeH
B3aMMOJICHCTBHS, WX MOJIEPHHM3AIUS U ONTUMHU3ALUA TI0 KPHUTEPUSIM HEOOXOIAUMOI
YHCIIEHHOCTH PaOOTHUKOB U COKpallleHne BpeMEeHU OU3Hec-mpoliecca.

3. BolnonHeHue NpakTUYECKUX 3aJIlaHUM.

Ilpakmuuecxoe 3auamue 7-8. Peanuzayus ¢yuxyuii mapkemunea 6 CRM

1. Onpenenenne QyHKIIUNA MapKETHHTA TIOICKAIINX aBTOMATHU3AIIHH.

2. Peammmzanus pyukmuii mapketuara B CRM.
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3. Pabora B CRM-cucreme.
4. BeinosiHeHHE MPAKTUYECKUX 3aIaHHI.

Tema 5. Iloanepxka npoueccos npogax B CRM-cucremax (6 yacos).
Ilpakmuueckoe 3anamue 9. HUcnonvzosanus CRM-cucmem omoenom npooadic
1. IlpenmymectBa CRM-cuctem ajist otena npogaxk.

2. Ilpumep ucnonwszoBanuss CRM-cucrem.

3. BeinoyiHeHUE IPAKTUYECKUX 3aJaHUI.

Ipaxmuyeckoe sanamue 10-11. Opeanuszayus noododepyxcku npoyecca npooadxc 6 CRM-
cucmeme

1. ABTomMaru3anus BeieHus clienok ¢ nomoursio CRM-cucrem.

2. IToctpoenune BopoHku npojax B CRM-cucreme.

3. Onenka 3¢ dextuBHOCTH OT BHeApeHUsT CRM-cuctemsl.

4. BbINIOJTHEHNE TPAKTUYECKUX 3aJaHUN.

Tema 6. AnanuTu4veckue Bo3Mo:kHocTH CRM (4 yaca).

llpakmuueckoe 3ansmue 12-13. Anarumuyeckue CRM-cucmemol

1. CpaBHUTENBHBIN aHAIU3 UHCTPYMEHTOB aHanuTHueckux CRM-cucrem.

2. CermeHtauusi 0a3bl JaHHBIX KIHWEHTOB, OIIEHKAa MPUOBUIBHOCTH KJIMEHTOB, OICHKA
YCHEMIHOCTH MPOBEACHUS MAPKETUHTOBOM KOMIIAHUU.

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

5. IlporHo3upoBaHue Npoaax.

6. BeinosiHEHME MPAKTUYECKUX 3aJaHUI.

4.4. CoaepskaHue caMOCTOATEJIbHOM padoThI

Tema 1. TeopeTndeckue acneKTbl KIMEHTOOPHEHTUPOBAHHOIO MOXXO0/A.
1. Uctopus passutust CRM.
2. [IpeumymiectBa, nosrydaeMbie OT BHeIpeHHs: CRM B 2JIGKTPOHHOM BHJIE.

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

1. Poccuiickuii ppiHok CRM-cucrem.

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

Tema 3. IIpouecc pazpadorku crpareruu CRM.

1. OcHoBHBIE TPOOIEMBI POCCUICKMX KOMITAHUH-IPOU3BOAMUTENEH NpU paboTe ¢ KaHAIaMu
IPOJAK,

2. O630p HanpasieHuit pazputus pyHkunit CRM-cuctemsl.

Tema 4. Peanuzanus pynkuuii mapkeruara B CRM.

1. Yopasnenue mapkeTHHroBsIMu KaMmiaHusiMu B CRM-cucremax

2. IloctpoeHue cxemM BepHOCTH: cOOp MHGOPMAIMHU IO TAPAaHTUWHBIM TaJOHAM, ITPOBEICHHE
KOHKYpPCOB, MApKETUHI'OBBIE UCCIIEOBAHMUS.

3. IlocTtpoeHue cxem BEpHOCTH: cOOp MH(pOPMALMM MYTEM PACIPOCTPAHEHMs JAUCKOHTHBIX
KapT.

4. IloctpoeHne cxeM BEpPHOCTH: cOOp MH(pOpMALMKU IYTEM PETUCTPALMM 4yepe3 yJaJeHHbIe
KaHaJbl (MHTEPHET, TeJae(oH, pacChlIKa).

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

Tema 6. AnanuTu4eckune Bo3mo:kHoctu CRM.

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

2. CpeacrBa ananmza CRM-cucrem (MeTOJbI MHOTOMEPHOTO CTAaTHCTUYECKOrO AaHaIN3a,
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\ cpencta Data Mining, mporHo3upoBaHus). \

5. KOHTpOJIb KadeCTBa 0CBOCHUA NJUCHUITIMHBI

Texyiuit KOHTPOJIb U MPOMEXKYTOUHAsI aTTECTalls OCYIIECTBISIOTCS B COOTBETCTBUHU C
«lTonoxkeHneM O TEKyLIEM KOHTPOJE YCIEBAEMOCTH W IMPOMEKYTOYHOM aTTecTaluu
oOy4Jaronuxcsi B ABTOHOMHOW HeKoMMepueckor opranu3anuu «OOpa3oBaTeibHasi OpraHu3aIus
BBICIIIET0 00pa30BaHUs» «Y HUBEPCUTET SIKOHOMUKHU U YIIPABICHUS.

Bung npomexyrouHoidl arrectanuu — 3ader. Dopma MOPOBEACHHUS MPOMEKYTOUHOM
arTecraluu — NUCbMEHHBIN 3a4eT.

@oH/ OLIEHOYHBIX CPEJCTB MO TUCIUILIMHE MPUBEACH B npuiioxkeHuu K PITJI.

6. YueOHO-MeToanYeCcKoe o0ecnmeyeHue T CIIINHbI

1. TepmuHoOnOTHYECKHUA ClIOBaph Mo mpeameraM kadenpsl «buszHec-uHpopmaTukay /
cocraBurenn . A. Jlonuenko [u ap.]. — Cumdpepononsb : YHHMBEPCUTET 3KOHOMHUKH H
ynpasienus, 2020. — 240 c. — Texkcr : anexTponssii // [{ludpoBoit oOpa3zoBaTenbHBIN pecypc
IPR SMART : [caiit]. — URL: https://www.iprbookshop.ru/108063.html (mara oGpamieHus:
03.08.2023). — Pexxum mocTyna: ajist aBTOPU3HP. TIOJIb30BATEIICH.

7. IlepeyeHb OCHOBHOI M IONIOJHUTEJIbHON y4eOHOM JUTEPATYPbl, HEO0X0AMMOM A
OCBOCHMS JUCIHIIIHHBI

@) OCHOGHaA Tumepamypa:

1. UepkammuH, I[1. A. Ctparerust ynpaBieHusl B3auMOOTHOIIEHUsIMH ¢ KiaueHTamu (CRM):
yuebHoe mocobue / II. A. YepkammH. — 3-e u3g. — MockBa : VHTepHET-YHUBEPCUTET
Nudopmanmonnsix Texunonoruit (MHTYUT), Aii ITu Ap Menua, 2020. — 420 c. — ISBN 978-
5-4497-0695-9. — Tekcr : anexrponnsiii // Lugpposoii obpazosarensublil pecype IPR SMART :
[catiT]. — URL: https:// www.iprbookshop.ru/97585.html (mara obpamenus: 05.08.2023). —
Pexxum noctymna: 1 aBTOPU3HP. MOJIb30BATEIICH.

2. Bambko, JI. B. MapkeTuHr B3aWMOOTHOIIEHWNA Ha TMOTPEOUTETHCKOM PBIHKE
JJICKTPOHHOM  TOPIOBJIM:  KOHLENTYaJbHBIM  MOAXOX W  HWHCTPYMEHTapUil  CETEBBIX
B3auMoieiicTBui : MmoHorpadus / JI. B. Banbko. — 2-¢ u3n. — UYensbunck, Capatos : FOxHo-
VYpanbckuil HHCTUTYT yIpaBiIeHUsd U 3KOHOMUKH, Al ITu Op Meauna, 2019. — 173 c. — ISBN
978-5-4486-0666-3. — Tekct : snextponHsiid // I{udposoit obpazoBatenbHbli pecypc IPR
SMART : [caiir]. — URL: https://www.iprbookshop.ru/81482.html (mara oOpamienus:
05.08.2023). — Pexum  gocTtyma: A aBTOpU3Wp.  Tmoyib3oBatenei. - DOL:
https://doi.org/10.23682/81482.

0) oonoanumenvHan 1umepamypa:

1. 3axapoBa, 0. A. ToproBblii MapkeTHHT: 3¢ ¢eKTUBHAs OpraHu3alMs MPOJAXK !

npaktuueckoe mocooue / FO. A. 3axapoBa. — 2-¢ uzn. — Mocksa : JlamkoB u K, Ait ITu Dp
Menua, 2020. — 133 ¢. — ISBN 978-5-394-03575-3. — Tekct : anextponHsiii // LudpoBoit
o0Opa3oBaTeNbHbII pecypce IPR SMART : [caiiT]. — URL:

https://www.iprbookshop.ru/87620.html (mara o6pamenus: 05.08.2023). — Pexum nocryma:
JUIsL aBTOPU3UD. NT0JIb30BaTEICH.

8. Ilepeuenn pecypcoB HH(POPMAITMOHHO-TEJIEKOMMYHUKAIIMOHHOM ceTH « UHTEpHET),
HEeO0XOAUMBIX [IJIS OCBOCHHSI JUCIUIJIMHBI

1. UndopmarmonHo-npaBoBoit moptan «['apant»: odummaneuaeii  caiit. — URL:
http://www.garant.ru — TekcT: 3eKTpOHHBII.

2. Iudposoit obOpazoBarenvHblil pecypc «IPRsmarty: odunmansuerii caiit. — URL:
http:// www.iprbookshop.ru/ — TekcT: 31eKTpOHHBIH.
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3. Hayunas snekrponHnas 6ubimoreka «Elibrary.ru»: opunmaneasiii caiit. — URL: http://
www.elibrary.ru — TekcT: 3JIeKTpOHHBI.

4. CereBoe wm3nanue «®Punancel. Ilpoekr kp.rupy. IlporpamMmer pist  OusHeca:
opunmaneubiii caiit. — URL: https://www.kp.ru/money/biznes/programmy-dlya-biznesa/ —
TekceT: DIeKTPOHHBIN.

9. Meronuyeckue YKa3aHus Il 00y4al0IIUXCH M0 0CBOCHHUIO TUCIUILTHHBI

IIpu nmpoBeneHMU JEKIMM, CEMUHAPCKUX (MPAKTUYECKUX) 3aHATUH, CaMOCTOSITEIbHOU
paboThl 00y4YarOLINXCsl MPUMEHSIOTCA MHTEPAKTUBHbBIE (DOPMBI IIPOBEACHUS 3aHATHH C LIENbIO
HOTPYKEHUsSI 00y4aloIUXCs B pealbHyI0 aTMocdepy NpodecCHOHAIBHOTO COTPYIHUYECTBA IO
pa3pelieHnIo IpooaeM, ONTUMAIbHON BBIPAOOTKH HABBIKOB M KauecTB OYyyIIEro CHelUalInucTa.
WuTepakTuBHbIC (POPMBI IPOBEACHUS 3aHATHI MPENONIaraloT 00y4eHue B COTpyiHu4ecTBe. Bee
YY9aCTHUKHA 00pazoBaTesbHOTO Tpoliecca (mpernofaBaTeab U 00yJaronuecs) B3auMOIeHCTBYIOT
Jpyr ¢ Opyrom, oOMEHHBAIOTCA MH(pOpPMaLKel, COBMECTHO PELIAIOT MPOOJIEMBbI, MOACIHPYIOT
CUTYALHIO.

B yueOHOM mporecce UCONb3YIOTCS HHTEPAKTUBHBIE (DOPMBI 3aHSATHIA:

— TBOpYECKOE 3aJjaHue. BbINoNHEHne TBOpYECKUX 3aJaHMi TpeOyeT OT oOyuaromierocs
BOCIIPOM3BEICHHE TIOJIYYEHHOM paHee uH(opMaIu B ¢popme, ONpeaessieMoil pernoiaBaTesieMm,
U TpeOyrolel TBOPUECKOr0 MOAX0/a;

— rpymnmoBoe obcyxaeHue. I'pynmnoBoe o0Cyx1eHrue KOro-1mbo BOIpoca HarpaBlIeHO Ha
JOCTM)KEHUM JIyYIIEro B3aUMOIIOHMMAHUS U CHOCOOCTBYET JyYIIEMY YCBOECHHUIO HM3y4aeMOro
MarepHaa.

B xozme ocBOeHUs TUCHMILUIMHBI MIPU NPOBEIEHUM KOHTAKTHBIX 3aHATUH HCHOJIb3YIOTCS
cienyiomme (HopMel 00yueHHs, CIOcOOCTBYIOIUE (OPMHUPOBAHUIO KOMIIETEHIMH: JIEKIUH-
JUCKYCCHM; Kec-MEeTOA; pellleHHe 3a/lad; CUTYallMOHHBIM aHaiu3; oOcykaeHue pedeparoB U
JIOKJIA/IOB; pa3pabOTKa rPyIMIOBBIX MPOEKTOB; BCTPEUYH C MPEICTABUTEISMHU FOCYJapCTBEHHBIX U
0O0IIECTBEHHBIX OpraHU3aAIHI.

10. ITepeyennb HH(POPMAIIMOHHBIX TEXHOJIOT W, HCIIO0Jb3YEeMBbIX IIPH OCYIIECTBJICHUH
0o0pa3oBaTeIbHOI0 Mpolecca Mo JMCHUILINHE, BKJIYas epedyeHb NPOrpaMMHOro
olecrieyeHnst 1 HHPOPMAIMOHHBIX CIPABOYHBIX CHCTEM (IIPH HEOOXOAMMOCTH)

B mpouecce NEKIMOHHBIX M MPAKTUYECKUX 3aHATUN MCHOJB3YETCS ClENyIoIIee
porpaMMHOE 0OecTieueHHE:

*mporpamMmsbl, oOecreunBaromue a0cTyn B ceTh «MHTepHeT» (Hampumep, «Microsoft
Edge», «Google Chrome»);

*MporpamMMsbl, IEMOHCTpAIIUU BUICO-MATEpUAIOB (Hampumep, mpourpeiBatesb « Windows
Media Player»);

*TEKCTOBBIC PENAaKTOpPhl W mporeccopbl (Hampumep, «bmokHoTy, «Microsoft Office
Wordy);

*mporpaMMbl TSI IEMOHCTpAIlMd W CO3JaHUs Tpe3eHTanuil (Hampumep, «Microsoft
PowerPointy);

*tabnmaHble Iporieccopsl (Hampumep, «Microsoft Office Excel»);

*mporpaMMbl 11 MOJICTMPOBAHUS OM3HEC-TIPOLIECCOB MPEANpUITHS (HAIIPUMED,
«Archiy);

*CHCTEMBI yIpaBlIeHHs B3aMMOOTHOILICHUSIMHU C KIIMEHTaMu (Hampumep, «butpuxc24y).

11. Onucanue MmaTepuaabHO-TEXHUYECKOT0 o0ecneyeHusl, He00X0TUMOro sl
ocyliecTBJIeHHs 00Pa30BaTeIbLHOIO MPOIecca M0 JUCHUILINHE

Jlst mpenofgaBaHusl JUCITUTUTHHBI TPEOYIOTCS CIIEMAIbHBIE MaTepUaTbHO-TEXHUUECKHE
cpeacTBa (KOMIBIOTEpHBIC KJacchl W T.I.). Bo Bpems JNEKIMOHHBIX 3aHATHIA, KOTOPBIC
MPOBOJATCS B OOJIBIION ayJUTOPUM, HMCIOJIB30BaTh MPOEKTOP MJIs JIEMOHCTpAIMU CJAioB,
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cxeM, TaOIWIl W MPOYEro Marepuaia, MyJIbTUMeIuiiHble TpoekTopbl Epson, BenqViewSonic;
SKpaHbI JJI MPOEKTOPOB; HOYTOYKH Asus, Lenovo, MUKpOdOHEI.
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