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1. IlepeyeHpb NJIaHUPYEMBbIX Pe3y/IbTATOB 00y4eHHUS 10 AUCHHUILINHE, COOTHECEHHBIX €
IUIAHUPYEMBIMH pe3yJIbTaTaMH OCBOEHHS MPOrPaMMBbl

1.1. Jucummmua b1.B.J]2.06.03«Ynpapienne B3auMOOTHOLIEHUsAMH ¢ KiaueHTamu (MSD
CRM)» obecrieunBaeT OBJIAACHUE CIACAYIOIIUMH KOMIIETCHIUSIMU:

TEXHOJOI'HU AJISl PEIeHHS
NPUKIaIHBIX  (UHAHCOBO-
KOHOMMYECKHUX 3a/1a4

Kon HanmenoBanue Kon HanmeHnoBaHue Tana 0CBOCHUA
KOMITETEHITHH KOMITETEHITHH JTarna OCBOCHHUS KOMITETEHITHH
KOMIETEHINH
[IKc OCII -6 | Cnocoben npumensTh | [IKc OC 11 -6.3 | CnocobeH NpUMEHATh MpU pElICHHH
HH()OPMAITMOHHEIE MPOQECCHOHANLHBIX 3a7ad OCHOBHBIC

CIocoObl  ®W  CpeAcTBa
MOy YeHUs, XpaHeHUS u
penoopadoTKH nHpopmaIumy,
VIOPaBJIATh B3AMMOOTHOIICHUSIMA  C
KJIMEHTaMH (MSD CRM) B
MPEANPUHUMATENBCKON AESTEIbHOCTH,
B TOM 4HCIE C HCHOJIh30BAHUEM

METO/IbI,

COBpPEMEHHBIX WHPOPMAITHOHHBIX
TEXHOJIOTUI 51 IIPOrPaMMHOI'0
o0ecrieyeHnst

1.2. B pe3ynbrare 0CBOECHUS AUCLMILIMHBI y CTYIEHTOB JIOJKHBI ObITH CHOPMUPOBAHBI:

OTO/TD Kon srana
(npu HATHYHH OCBOEHMA Pe3yabTarhl 00yueHHus
npodcerangapra) KOMIIETeH U
OoT® HAa YPOBHE 3HAHMI:
B. Pa3zpabotka oTaenbHBIX TeopeTHYeCcKast OCHOBa yIpaBJICHUS
(bYHKIIMOHATIBHBIX B3aMMOOTHOIICHUSIMH C KJIWEHTAMH; TEHACHINH
HalpaBJICHUH yIpaBIeHHUS Pa3BUTHS COBPEMEHHBIX TEXHMUYECKHX CpEACTB U
pHUCKaMu WHGOPMAIIMOHHBIX TEXHOJIOTHH;
T® HAa YPOBHE YMEHUI:
B/02.6 paboTaTh ¢ IPOrpaMMHBIMUA KOMIUIEKCAMH T10
OKYMEHTUPOBaHHE TPaBJICHHUIO KIIMEHTCKUMH
Jlokymerip MKcOCI-63 [P
mporiecca  YIpaBJIeHHS B3aMMOOTHOIICHUSIMU;ICTIONIB30BATh ISl PEIICHUS
pHUCKaMu u QHAJIMTUYECKUX U YIIPABICHYECKUX 3aa4
KOPPEKTUPOBKA PEECTPOB WHGOPMAIIMOHHBIE TEXHOIOTUU
PHCKOB B paMKax
HA YPOBHE HABBIKOB:
OTJEJIbHBIX OusHec-
pa3BUTHE W TOMJEpXKAHWE  JOJTOCPOUHBIX
MPOIIECCOB u .
OTHOILLIEHUH C KJIMEHTaMu;(HOPMHUPOBAHUS 3aIIPOCOB
(YHKIIMOHATIBHBIX
. K NCTOYHUKAM JTaHHBIX.
HarpaBJICHUH

2. O0beM u MecTO AMCHUILIMHBI B cTpyKTYype OIT BO

Hucuumumza b1.B.J12.06.03«YnpaBienue B3aMMOOTHOLIEHUAMHU ¢ KiaueHTamu (MSD
CRM)» cocraBmsieT 4 3a4eTHBIC €IUHUIIBI, T.€. 144 akaeMHUUeCcKUX Jaca.

Ha xoHTakTHYI0 paboTy ¢ MpenoaaBaTesieM BbleleHo 64 yaca, U3 HuX 32 yaca JIeKIUi
u 32 Yaca MPAaKTHYECKUX 3aHSATHH, Ha CaMOCTOATENBHYIO PadOTy OOYYarOIIMXCSl BBIIEICHO

764acoB aist ouHOM /0.

Ha xonTakTHyto paboTy c mpernojaaBareneM BblneneHo 32 yaca, U3 HUX 16 yacos
JAekiuid M 16 4yacoB MPAaKTUYECKUX 3aHATUH, HA CAaMOCTOSTEIbHYIO PabOTy OOydarolIuXcs

BhiziesieHo 108 gacoB st ouHO-3209HOU (/0.




Ha xonTakTHYI0 paboTy ¢ IpemnoaBareneM BbIeIeHO 24 Jaca, U3 HUX 8 9acOB JICKIIUHA
U 16 4acoB MPaKTUYECKUX 3aHATUH, HA CAaMOCTOATENIBHYIO paboTy OOydYalOIIMXCsl BBIIEIECHO

116 gacoB st 3a04HOM (/0.

CamocrosarenbHas paboTa 00yYaroIUXCs TMPOBOJUTCS C HCIHOJIH30BAHUEM CHCTEMBI
nucrannronHoro ooydenus (CO) Akagemun B ykazaHHOM oObeMe.

Mecto nucnuniannbsl B OI1 BO

JlucummimHa peanu3yercs mociie u3ydeHus auciumuimabl b1.B.12 «®unaHcoBbIE
peiHKM U MHCTUTYTHI»; B1.B.13 «KopnoparusHeie (puHaHCh» Had4 Kypce B 7 ceMmecTpe ist
CTYJIEHTOB OYHOH (GopMbl 00ydeHus; Ha 4 Kypce, B 8§ ceMecTpe Ui CTYJEHTOB OYHO-3a09HOM
dbopMbl 00ydeHus; Ha 5 Kypce, B 9 cemecTpe JiIsl CTYACHTOB 3a04HOM (POPMBI 00YUECHHUS.

N3ydeHue quCUUIUIMHBI 3aKaHYUBAECTCS 3a4€TOMC OLIEHKOM.

3. Conep:xaHue ¥ CTPYKTYpPa JMCHHUIIIHHBI
Ounas popma odyuenusn

O0beM IMCIMILINHBI, YacC. ®opma
KonTakTHas padora TeKYyIero
HanMenoBamme Tem o0y4yaroumuxcs ¢ KOHTPOJIsI
Ne ni/m npenojgaBartejaeM 1 ycneBaeMoCTu**,
(pa3neJioB) Bceero CP .
M0 BH/IaM Y4eOHbIX MPOMEKYTOYHOI
3aHATHH aTTecTAlMu ™ **
J | JIP I3 KCP
CRM B
Tema 1 MpeanpUHUMATEIHCKON 32 6 6 12 O
JeSITeTbHOCTH
Bsenenne B
Tema 2 HH(POPMAITHOHHYIO 28 6 6 16 K
cuctemy CRM
Tema 3 | YmpasieHue npojaaxaMu 28 8 8 16 Ke
Tema 4 YpaBIeHie 8 | 8 8 16 0
MapKEeTUHIOM
Tema 5 YTpaB/IeHHe 2% | 4 4 16 0
o0cyXKUBaHHEM
[TpoMexxyTouHas aTTecTarus 4 3a0
Bceero: 144 32 32 76
Ouno-3aounan ¢hopma odyuenusn
O0BbeM AMCUHUILVIMHBI, Yac. ®opma
KonTakTHas padora TeKyHIero
o0y4Jaromuxcsi ¢ KOHTpOIST
Ne n/m HaumeHnoBanue TeM npenoaaBaTeaem ycneBaeMoCTH
) (pa3aesioB) Bcero p CP? 5
10 BUAAM y4eOHbIX TPOMEKYTOUHO
3aHATHH i
J JIP I3 | KCP arrecraun***
CRM B 0]
Tema 1 HpeANPUHUMATEBCKON 16 2 - 14
JesITeNbHOCTH
Beenenue B K
Tema 2 30 2 2 26
WHQOPMAIMOHHYIO CHCTEMY

!CamocrosaTensHas pabora npoBoautcs ¢ ucnons3opanneM CIO AxaneMun
2CamocrosaTenbHas pabota npoBoautcs ¢ ucnons3opanneM CJO AxaneMun




O0beM TUCIHILUIMHLI, YaC. ®opma
KonTakTHas padora TeKyHIero
00y4JaoIuXxcs ¢ KOHTpOJIsT
Ne /i HaumMmeHoBaHHe TeM HpeﬂO):[aBaTe.]]eM yCl'leBa*eMOCTI/I
(pa3aesioB) Bcero CP? ,
10 BHAaM Y4eOHbIX TPOMEKYTOUHO
3aHSATHH i
J JIP 113 KCP aTrecTaluu™**
CRM
Tewma 3 VIpasneHue npoaaxamu 36 4 6 26 Ke
Tema 4 | VmpasieHue MapKETHHIOM 30 22 0)
Tema 5 Yupasnenue 28 20 O
0o0CIyKUBaHUEM
[TpoMexyTouHas aTTecTalus 4 3a0
Bceero: | 144 16 16 108
3aounan ¢hopma odyuenusn
O0BbeM AN CHUILVIMHBI, Yac. ®opma
KonrakTHas padora TeKyIero
o0yJaromuxcs ¢ KOHTpOJIsT
Ne /i HaunmenoBanue TeM HpeHOI[aBaTeJ]eM yCl'leBa*eMOCTl/l
(pasneios) Bcero Ccp? :
10 BHJIaM y4eOHbIX TPOMEKYTOMHO
3aHATHI il
J JIP 113 KCP aTTecTaluu™**
CRM B 0]
Tema 1 HpeIInpPUHIMATETbCKON 18 2 - 16
JIeSTSIbHOCTH
BBeneunne B K
Tema 2 | uHGOPMAIIMOHHYIO CHCTEMY 28 2 2 24
CRM
Tema 3 VYpasieHnue npogaxxaMu 38 2 6 30 Ke
Tema 4 | VmpasieHne MapKETHHIOM 30 2 4 24 O
Tema 5 VYpasienue 26 } 22 O
o0cyXUBaHUEM
[TpomMexxyTouHas aTTecTalus 4 3a
Bceero: | 144 8 16 116

**

— paspabomuux yKkaszvieaem HeoOXooumvle @opmol

koumponvusie pabomut (K), onpoc (0), ketic (Ke).

*k*

axzamen (3a).

Conep:kanue QU CHUNIUHbBI

Tema 1. CRM B npeanpuHUMAaTeIbCKON AeATEJIbHOCTH
Omnpenenenne CRM. OcHoBHBIE KOMIOHEHTHI M HHCTpyMeHThI CRM. Yto naer
npennpuaumarento CRM. Acnektst CRM. OcHoBHble nelictBus npu IIpoaakax, Mapkerunre,

O6cnyxuanuu. 7 crpareruiit CRM. MHpopmarnmonssie cucremsl noaaep:xxku CRM

Tema 2. Beenenue B nngpopmanuonnyro cucremy CRM

Opranuzanusa gaHHbiX. OcHoBHBIE paszaensl: [Iponmaxu, Mapkerunr, Cepsuc. Tumst
naHHbIx. Tunel 3anuceil. JlenTs! nmpoueccos. [lonb3oBaTenu cuctemsl U ux ponu. Undopmanus
0 IEUCTBUAX. AHAIUTUYECKUE TTAHEIH.

3CamocrosaTensHas pabota npoBoautcs ¢ ucnonb3opanneM CIO AxaneMun

meKyuieco KOHmpoJjsi ycnesaemocmu.:

- paspabomuyux ykasvigaem HeobXooumvie opmbl npomenrcymoyHou ammecmayuu. 3avem (3a),




Tema 3. YnpasiieHue nNpogaxaMu

OcHOBHBIE TIOTPEOUTENHCKUE CIICHAPUU MPOJaX. 3amucu W JaHHBIE B MPOIEccax
npoaax. Martepec, Bo3dmoxknas caenka, Kommepueckoe npeioxenue, 3aka3, Cuer. 3anucu o
KOHTaKTaX, KOHKYpEHTaX W ToBapax (Katajor mnponaykiuu). [Ipaiic — JTUCTBI U CXEMBI
neHooOpazoBanus. Jluteparypa mo mnpoaaxkam. YIpaBieHHE 3allUCAMU O TMPOAaKax B
COOTBETCTBUHM C JIGHTOW TMIpollecca MPOJaK M Ha3HAYCHHBIMU POJISIMH II0JIb30BaTEIICH.
Hcnonp3oBanue (puHaHcoBoW WH(OpMAaIuU, comepkamierics B 3amucsax o mpojgaxax CRM.
[TocTpoeHne aHANIMTHYECKUX TMaHeNned s pa3paboTku  d(PQEeKTHBHOM cTpaTreruud 1o
YIIy4IIEHUIO0 YKOHOMUYECKOM e TEIbHOCTH MPEANPUSATHSI.

Tema 4. YnpaBiieHue MAPKEeTHHIOM

[{ukn mapketuHra ¢ oOpaTHON cBs3bi0. Co37aHKMe M MCIOJIB30BAaHHE MapKETHHTOBBIX
cnuckoB. Mcnonb3zoBanue monyiend «bpicTppie kammaHuu» U «MapKEeTUHIOBBIE KaMITAHHM
BCRM. Illabnonsl xamnanuii. Ponp perucrpauuu AeWCTBUM M MapKETHHIOBBIX CIIMCKOB B
kamnanuu. Mcnons3oBanue JIuteparypsl mo mpojaxam B KaMIaHUsX. 3aXBaT U YIpPaBICHUE
OTKJIMKamMM Ha KammaHutoo. CBs3p ¢ HMHrepecamu B Moxayne npoaax. Mcronb3oBaHue
(dbuHaHCOBOW MH(MOpMAIUH, coJiepKalelics B 3anucax o kamnanusx CRM.

Tema S. Ynpasiaenue o0cry:;kuBaHHueM

OcHOBHBIE TIOTPEOUTETBCKUE ClIEHApUHN 00cHyx uBaHusA. CyIIHOCTH M THIBI 3amCel
npu 00CITy)KUBaHUM: KJIIMEHTHI, ClIy4yan (KEHChI), ACUCTBUS, CHCTBUS MO Pa3pelICHUIO Kelica,
cTaThu 0a3bl 3HAHMIA, JJOTOBOPHI Ha 00CTyXuBaHue, ouepenu. Kimaccudukamms keiico. CBs3b C
KaTaJIorOM TOBAapOB/yCIIyr. BO3MOXXHOCTH ONpeNeiCHUs METPUK KadecTBa pa3periecHUs
KeiicoB. Mcnonp3oBanue (uHAHCOBOW WMH(MOPMAIIUU, COIEPXKAIICHCS B 3alHCIX O Kelcax
noroBopax obciyxkuBanus CRM. Bo3moxxHOCTH MOyJst paciiicaHusi 0OCITy KHUBaHUS.

4. Marepuajbl TeKylIero KOHTPOJIsl YCIIeBAeMOCTH 00yqaromuxcs U GoHI OLeHOYHbIX
CpeACTB MPOMEKYTOYHOM aTTeCTAIMU 1O JUCHUNINHE

4.1. Texymuii KOHTPOJIb YCIIEBAEMOCTH

4.1.1. ®opMbI TeKyl1ero KOHTPOJIS yCIIeBAeMOCTH

Tema (pazmen) MeTob1 TeKYIIero KOHTPOJIS YCIIEBAeMOCTH

CRM B npeanpuanmarensckoit gesitensHoctn | TECT

Beesienne B nnpopmannonnyo cucremy CRM | TECT

VIpaBieHne IpoaaKaMu KEMC, TECTOBBIE 3AJIAHUSI
VipaBlieHHEe MapKETHHIOM OITPOC
VpasiieHne 00CTyKUBaHHEM OITPOC

4.1.2. MaTepuaJibl TEKyIIero KOHTPOJISA YCIIEBAeMOCTH

Cnucox BONpPOCoOB /ISl NOATOTOBKH K onpocy 1o teme 1:

CRM-cucremsl B Mupe. TeHIEHITNH Pa3BUTHS.

Anammns cocrosinust CRM-cuctem B Poccun.

[Ipuopurets! nonp3oBarenss CRM. 3agaun.

CRM: nipo6ieMbl ¥ IEepCHEKTHBHI.

O6naynast CRM: 11t0Chl 1 MUHYCBI.

Heckronnas CRM miitochl 1 MUHYCBI.

Kak nouate, uro komnanuu HyxkHO 0T CRM?

MoxHo 5 oboiituck 6e3 CRM? Korna He ctout BHeapaTe CRM?
Hackonbko 3Ha4MM MOOWIIBHBINA AOCTYT st mosb3oBaTenss CRM?

CoNoO~LNE




10. CRM, xkak crtparerusi u CRM, Kak WHCTPYMEHT, KOTOPBIH TOIACPKUBACT ITY
CTpaTeTHIo.

11. Pasnuunble TUIIBI MOJENIEH KIIMEHTA.

12.  Onumwre posib OCHOBHBIX THUIIOB 3aMKcel, UCNOIb3yeMbIx B MicrosoftDynamics CRM.

IIpumep BOnpocoB TecTa 1A TeMbI 2:
1. Yo takoe Bo3morxkHasa cnenka?

() OGemanue KIMEHTA COBEPIIUTH MOKYIIKY

() [ToTenmumanpHas mpoaaxa

() To xe camoe, uro MuTepec

() 3amuch, co3aaBaeMast TP MOATOTOBKE MPEUIOKECHHUS ¢ PACIICHKAMH
2. Kaxoii Tun 3anucu B MicrosoftDynamics CRM cooTBeTcTBYyeT
MOTEHLIUAJILHOMY KIHEHTY?

() Opranuzanus

() Konrakr

() Knuent

() MuTepec

() Bo3amorkHas caenka
3. B kakwue 13 nepeurciIeHHbIX HIKE TUIIOB 3alucei Hellb3s mpeoOpa3oBaTh B MHTepec?

() Opranuzanus

() Konkypent

() Konrakr

() Bo3mosknas cnenka
4. Kaxkue u3 cnenyromux 3anuceit B MicrosoftDynamics CRM npumenstoTcs
JUTst ”HPOPMHUPOBAHUS MOTEHIIUAIBHBIX KIIMEHTOB O MPOAYKTaxX U IeHax?

() UnTepec

() 3akas

() IIpoxykTbl

() JIuteparypa

() [Ipennoxxenue ¢ paclieHKaMu
5. Kak Ha3bIBaeTcsa HabOp IIeH Ha MPOJYKT, KOTOPbIE MOTYT U3MEHAThCS IPU
OTpeIeNIEHHBIX YCIOBUIX?

() Ciucok CKHJIOK

() Ipaiic-nucr

() IIpoxyxTsl

() [Ipennoxxenue ¢ paclieHKaMu

() EnuHune! usmepenus
6. SBnsercs mu npuMeHeHue 3anuceil IHTepecoB 00s13aTEIEHBIM B TIPOIIECcCax
npojax?

() Ma

() Her
7. SIBnsercs nu cienyolee yTBepKIeHne UCTHHHBIM WIH J0XKHBIM? JIOKYMEHT TUTEpaTyphbl
MOYKHO BJIOKHMTb B COOOIIEHUE 3JIEKTPOHHOU MOYTHI.

() Ha

() Her
8. Kakwue u3 ciaeayromux TUIOB 3aliCce MOXHO mpeoOpa3oBaTh B KoHTakT?

() Opranuzanus

() Konkypent

() Uurepec

() Bo3amorkHas caenka
9. Kakwue u3 cnenyronmx tTunoB 3anuceit B MicrosoftDynamics CRM npencraBisior
MOTEHIUAIBHYIO IPOJAXKY?



() KonkypeHnr

() Uurepec

() Bo3mosknas cnenka

() JIureparypa
10. 3amnuce Kakoro TUIlla He0OX0aUMa U CO34aHUs BO3MOKHOM CIEIIKU?

() KonkypeHnt

() Knuent

() Uurepec

() MapKeTHHTOBBIN CITHCOK
11. Yro Takoe BO3MOXKHasl caenka?

() To xe camoe, 9TO UHTEPEC.

() 3anucek, co3gaBaeMasi 1MOCe MOJATOTOBKH MPEI0KEHUS

C pacleHKaMHu.

() [loTennmanbsHas mpojaxa.

() Obemranue KIMEHTA COBEPIIUTD MOKYTIKY.
12. Opranuzaiusi, acCOIMMPOBAHHAS C 3aKPBITOM BO3MOKHOM CHEIIKOM,
coo01uIa 06 U3MEHEHUH CBOETO PEIICHHSI U MTPOsSBUIIA
3aMHTEPECOBAHHOCTD B 3aKJIFOYEHUH KOHTPAKTA € Bameld kommnanuein. Kak
CJIelyeT OTPa3UTh TAKylO MOTEHIMAIBHYIO MpoJaxy B MicrosoftDynamics
CRM?

() Haznauuthb 3aKphITYI0 BO3MOXKHYIO CIIEIKY CIIEHUATHCTY 10

MPOIa’KaM.

() Co3naTh HOBYIO BO3MOKHYIO CHIETIKY.

() Yoanuts BO3MOXKHYIO CHICIIKY.

() IToBTOpPHO OTKPBITH 3aKPBITYIO0 BO3MOXKHYIO CAETIKY.
13. SBnsiercs au cneayrolee yTBEpKI€HUE UCTUHHBIM W JIOXKHBIM? 3arucu
BO3MOJXKHBIX CJIENIOK, UMeromue cratyc «Caenka 3aknoueHa» u «Caenka He
peaan30BaHay, JOCTYITHBI TOIBKO JJIS YTCHUSI.

() Ha
() Her

IIpumepsI KelicoB 1Js1 pazdopa no teme 3:

Keiic «busnec-nponeccbn

Cepreit liBaHOBUY pYKOBOJIUT KOMITAHHEH IO MOIIMBY U ONTOBOM MPOJAKE OACIKIBI B
Cankr-IlerepOypre. JIBa roga nHazan Cepreit MiBaHoBHY permini, 4yto 6u3HEC TpeOyeT pa3BUTHS,
HO CHayayia He0OX0IMMO HaBECTH TOPSIOK C BHYTPEHHUMH MPOLIECCAMU KOMITAHUH.

Bkpatie curyanus Obuia ciefyromias: 3aka3bl OT KIHMEHTOB TEpSJIMCh, 3aKa3bl Ha
MIPOM3BOJICTBO BBIMOJHSUIMCH HETOYHO, KaJTOOBI KIIMEHTOB HE BCerja oO0padaThIBAINCh U T. 1.
Cepreit MBaHoBHY 00OpaTWiICS B KOHCAITHHTOBYIO KOMIIAHUIO JUIS MCIPABICHHUS CHUTYalHH.
bu3Hec-KOHCYNIBTaHTHI, MPOAHAIM3UPOBAB BHYTPEHHHE MPOIIECCH PA0OTHI KOMITAHUH, YKa3aJIH
«TOHKHE» MeCTa U MPEIOKUIN MOJIEPHU3ALUIO OU3HEC-TIPOIIECCOB «3aKa3», «IIPOU3BOICTBOY,
«BBICTaBKa», «pa30op xano0bn». PaboTa Oblia BHINOIHEHA B CPOK, U OTYET C HOBBIMM OU3HEC-
nporeccamMu kommnaHuu jer Ha croin Ceprero MBanoBuuy. Kasamock, uro camoe TpynaHOe
10331 ¥ TENEeph Jiea MOy T B Topy!

C HOBBIMH OHM3HEC-TIpOLIECCAMHM HEMEIJICHHO O3HAKOMMWJIM BCEX COTPYIHHUKOB. bbuin
cAenaHbl OONIbIIME M SIPKUE IBETHBIE pacleyaTKH, KOTOpPbIE pPa3BECHSIM B OTJIENaX OKOJIO
pabouux MecT cOTpyAHHMKOB. Ho oxumaemoro pesynpTara He MOCIEIOBAJIO: 3aKa3bl IO-
MpeKHEMY TEPSUIHUCH, )Kallo0bl 00padaThIBaINCh Yepe3 pas U T. [I.

Cepreit MBanoBUY J104TO AyMall, Kak MCIPaBUTh CUTyaluio, U pemmi: «Heobxonumo
«Oyma)kHbIe» OW3HeC-TIPOolLecChl MOMECTUTh HEMOCPEICTBEHHO B CHCTEMY aBTOMAaTH3alUH,
clenath WX <« KHUBBIMH», HWHTETPUpPOBAaTh B palbouyio cpeay KommaHuH. IlycTb Kaxablid
COTPYJIHUK BUJIUT OU3HEC-TIPOLIECC Y ce0sl Ha IKpaHe MOHUTOpA U pabOTaEeT C HUMY.



[Ipennaraercss OTBETUTH Ha BONPOC: «3adeM OM3HEC-TIPOLIECC HY>KEH BHYTPU CUCTEMBI

aBTOMATHU3AIUU 7.

[ToctraBbTe MmitOCHl (+) HAMPOTHB TE€X IMYHKTOB, KOTOPbIE Bbl CUMTAETE AKTyaJIbHBIMU

JUIS Balleld KOMITAaHWM, U MHHYCHI (—) — HampOTHB TeX, KOTOpPbIC K Ballell KOMITAHUU HE

OTHOCSITCSI:

e YroObl 3a1aTh NPABUIBHYIO MOCIEAOBATEIBHOCTh NEHCTBUI AJI TOCTUKEHUS TpeOyemMoro
pesynbrata. Hampumep, MOKHO YCIIOBHO B KadecTBe OHM3HEC-TpOIlecca pacCMOTPETh YTPO
OyaHEro AHS: MPOCHYJICS, IPUHSIT TYII, MOYUCTHI 3yObl, TI03aBTpaKall, OZeNcs, moexayl Ha
paboty. Baxna mnpaBuibHAs MOCIEIOBATEIbHOCTh JEUCTBUNH. A €clu IepecTaBUTh
MectaMu? YUto nmosydurcs?

e UroObI ansi Kaaoro srama paboThl (Ou3HEc-mpoliecca) ObUT OTBETCTBEHHBIA COTPYIHUK.
Tor, ¢ KOro MOXHO cHpocuTh pe3yibTar. [lomHuTe 0 coBerckux kKosxoszax? Ecmu
OTBETCTBEHHBIE BCE, TO CIIPOCUTH HE C KOTO.

e UroObl KoOMmaHust paboTanma B €IMHOM pUTME U craHgaprte. Hampumep, MOXHO
MPOAHAIM3UPOBATh XOJI BBIMOJHEHUS TEKYIIMX OW3HEC-TPOIECCOB M BBIIBUTH CTaJAUH
(3ama4n), Ha KOTOPBIX TEPSAETCS BPEMsI.

e UT0oOBI KONMPOBATH OMBIT JYYIIUX COTPYAHHUKOB, CO3/aBasi Ha 0a3e ATOr0 YETKHUE
WHCTPYKLMU U PETJIaMEHTHI s cOTpyaHuKOB. Hampumep, y menemxepa IlerpoBa cambie
BBICOKME NpPOJaXW B OTAENE; Mbl aHAJIU3UPYEM €ro paboTy € HOBBIM KIMEHTOM U
COCTaBIIsieM MOCTIEI0BATENBHOCTh ACUCTBUI U PETJIAMEHTOB P paboTe C HOBBIM KIMEHTOM
JUISL COTPYAHUKOB BCETO OT/IENIa MPOIaxK.

e UroObl KOHTPOJMPOBATH IMPOILECC BHIMIOJHEHUS BBIIAHHBIX COTPYJHUKAM TTOPYYCHHM.
Hanpumep, pykoBoauTes b, IEPErpyKEHHbIN pabOTOH, BBIAET MOPYYCHHUE COTPYAHHKAM C
nomornipto CRM-cuctemsl. [lo3xke, B CBOOOJHYIO MHUHYTY, OH (OPMHPYET OTYET IO
BBIIaHHBIM MTOPYYEHHSIM ISl TOTO, UTOOBI POBEPUTH PE3YIbTATHl PaOOTHI.

e YroObl KOHTPOJIUPOBATH COCTOSIHUE OHM3HECA: CKOJIBKO BCErO0 OTKPBITHIX MPOIECCOB, Ha
KaKOM JTale HaxXosTCs, KOrJa 3aKOHYarcs. JTO IO3BOJIET MOBBICUTH YMPaBISEMOCTh
ousneca. Hampumep, B 6usHec-npouecce «Pazbop xkamnodsr» 80 % xanobd HaxomsTcs Ha
stane «Pa3bop kanob». ITo CUTHAJ, YTO OTJEIN HE CIpaBIIIeTCs C 3a/ayeil U HeOOXOAUMbI
KOPPEKTUPYIOIIHNE 1EHCTBHUS.

e Hanumure CBOIO MpUYHHY.

Keiic «O0MeHn nHpopmanmein»

Npruna — MoOJIOOOM PYyKOBOJIWUTENb OTAENAa MPOAAX KOMIIAHHMH, MPOJAIOIIEH CHUCTEMBI
KoHauuonupoBanus B EkarepunOypre. Eit u coTpyiHuKam ee oTaena NPUXOIUTCS PEryJIsipHO
KOHTaKTUPOBATh C OTAEJIOM 3aKYIOK, OT/IEJIOM JIOCTaBKH, OyXrajaTepued U OTAENIOM CepBHCa
KoMIaHuu. B mocnenHee BpeMs ydacTWIIMCh Clydaud HEIIOHUMAaHMS, MOTEPU U HCKaKECHUS
nepegaBaeMoil MHGOpPMALMKU MEXIYy COTPYAHMKaMH OTJAeNa MPOoJaX WU APYTHMMU OTAEIaMHU
KoMnaHuu. Bor, Hampumep, Ha TpOUUION HeJele NepeJald Ha TECTUPOBaHUE [1BaA
KOHIMIIMOHEPA B OTAEN CepBHCa. YCTHO TIOTOBOPUIIUCH C COTPYAHUKOM OTZAENa O TOM, 4TO B
TEUYeHUE HeIenu 0o0opyaoBaHHE OyJeT NpOoTecTUpoBaHO. Uepe3 HeNEN0 OKa3bIBAETCS, YTO
TaKoOIo H0066H13TI) HUKTO HE€ MOI' U CTaH}IapTHBIﬁ CpOK TCCTUPOBAHHA — ABC HCACIIH. 3T10
MOPOXK/IaeT CEPbEe3HOE HEJTOBOJIBCTBO COTPYIHUKOB C 00EHX CTOPOH M HANPSAMYIO OTpa)kaeTcs
Ha KJIMCHTAax.

Npuna B pacrepsHHocTu: «M3-3a HECOINIaCOBAaHHOCTM B CJIOBax  IOSBISAETCS
HECOIJIACOBAaHHOCTD B JIeJIaX, CPHIBAIOTCS CPOKHU MOCTABOK M YCTAaHOBKHU cucTeM. PacTeT obriee
HEZI0BOJIbCTBO COTPYJHUKOB M KIMEHTOB. 3asiBKa WM BOINPOC, NEPENAHHBIE COTPYAHHKOM
oTJieNa MPoJaX B Ipyroe MoapasjeseHue, 4acTo He 00padaThIBalOTCS B YKa3aHHbIE CPOKHU WM
IpOCTO TepstoTcs. Takke COTPYAHHMKY CIOXXKHO OTCIEAUTh (akT NpUeMa MepeaHHOro
COOO0IIIeHUsI KOJUIEraMH U CPOKU Haydaja U OKOHYaHUS €ro o0paboTKH. DTy CUTYaLMI0 MOKHO
CPaBHHUTH C OIIyCKaHMEM KOHBEpPTA B YEPHBIN SIIUK U 0KMJIAHUEM, UTO MPOMU30UIET... byzner
orBeT mwin Hetr? Kormga? U ot xoro?».
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Moxet ObITh, HE B TOYHOCTH TaKUE, HO OUYEHb MOX0XKHE CUTYAIlMH BCTPEUAIOTCS MOUYTH
B Kaxaoi komnanuu. IlosTomMy mpemiaraeM 4MTaTeN0 BCHOMHUTb IMPOOJIEMBI, KOTOpbIE
BBI3BIBACT B KOMIIAHUM OTCYTCTBHE TEXHOJIOTMH Tepelayd HHPOPMALUU  MEXKIY
COTPYHUKAMH, U BMECTE COCTABUTH CIIMCOK OTBETOB Ha BOIPOC: «3aueM HY)KHbl MEXaHU3MBI
nepenayn MHGOpPMAIUU MEXIy coTpynHukamu?». IloctaBpre IUIOCH (+) HAMpPOTHB TEX
IIYHKTOB, KOTOpBIC BBl CUMTACTE AaKTyaJbHBIMH I Ballell KOMIAHUHM, U MHHYCBHI (—) —
HAIPOTHUB TE€X, KOTOPbIE K Balllell KOMIIAHUU HE OTHOCATCS:

e Ur0o0bI HEe TOTEPATH MH(POPMALIMIO TPU TEeperade ee Apyromy coTpynHuky. Hampumep,
YCTHO TiepefanHas HH(opMaiuss MoKeT ObITh 3a0bITa, a I[BETHAsE OyMaXKKa, MPUKICEHHAs
Ha MOHHMTOP, MOXET OTKJIEUThCS U HOTEPAThCS. UTOOBI 3TOr0 HE CIYy4YHIIOCh, HHPOPMALIUIO
Jy4llle [IepelaBaTh B IMCbMEHHOM BH/JIE UEPE3 CUCTEMY aBTOMATHU3ALUH.

e UYr00bI 3HaTh, KOMY OblIa mepeaana uHpopMalys U 4To ¢ Hel mpousonuio. Hampuwmep,
€CJIM COTPYIHHUK IIEPElacT 3asBKy B IPYroe IOApa3fclIeHUuE, OH MOXKET 4Yepe3 KaKoe-TO
BpeMsl TNPOBEPUTH CTAaTyC ASTOW 3asiBKM W Yy3HaThb, Kakue JEHUCTBUS IO HEH ObUIM
IIPEIIIPUHATHI aIPECATOM.

e Ur0o0ObI aBTOMATUYECKH MEepelaBaTh 33a4M 10 clieike (Ou3Hec-IpoLeccy) OTBETCTBEHHBIM
coTpynHukaMm. Hampumep, ecau olMH COTPYAHMK BBIIOJHWJI CBOIO 3aJady B paMKax
CHEIIKH, TO CUCTEMA aBTOMAaTHUYECKH CO3JaeT CJIEAYIOIIYIO 3alady IPYyroMy COTPYIHUKY,
HE Tepsisi BpEMEHHU Ha nepeaady nHGOpMaIHH.

e Uro6n1 Bbmath «llopydenue» COTpyIHUKY W TMPOKOHTPOJIMPOBATH €r0 HCIIOJHEHHE.
Hanpumep, ecin pyKOBOAWUTENIO HEOOXOIUMO IOPYYUTh Kakoe-IMbOo  3ajaHue
KOHKPETHOMY COTPYJHUKY U HAa3HAUUTh KOHTPOJIEpPA 3a XOJOM €ro BBIIOJHEHHS, TO 3TO
MOYKHO CJIeJIaTh C IOMOIIbIO OM3HEC-TIpoliecca.

e Hanummre CBOIO NpUYMHY.

TecToBbIe 3agaHus
1. depununms TepMuHa OU3HEC:
a) IlpuHOocsIIas JOX0/ AeATSIBHOCTD TPaXKIaH, HMEIOIINX COOCTBEHHOCTD
b) CoBokymHOCTH OTHOIICHUH MEXAY YIaCTHUKAMH, 00Pa3yIOIMMHA KOMaHTY
€IMHOMBIIIIJICHHUKOB C IEJIbIO TTOTYUYSHHSI JOX0JIa OpPraHUu3aIlluu
C) HuunumatuBHAS CaMOCTOSITEIbHAS JACITEIBHOCTD IPaK/IaH U UX 00bETUHEHHUH,
HarpaBJICHHAs Ha TOJy4YCHUE MPUOBLIH, OCYIIECTBIISICTCS TPAXKIaHAMHU Ha CBOW PUCK U
10/ CBOIO UMYIIIECTBEHHYIO OTBETCTBEHHOCTD B Ipeienax, onpeaensieMbix OITdD
TPEIIPUSATHSI
2. YuacTHUKamMu OU3Heca SBIISIOTCS:
a) Menemxepsl
b) Tpeanpunumaresnu
¢) KosmtekTuBHbBIE TOTPEOUTETH MTPOTYKIIUN
d) TI'maBel rocymapcts
e) Toc. opranbl, KOT/Ia OHU BBICTYIIAIOT HEMOCPEICTBEHHBIMUA YYaCTHUKAMU CJICIIOK
3. busHec, kak cucrema, HaJEJEH YEThIPbMSI CBOMCTBAMH:
a) PeakTtuBHOCTH
b) IIporuBopeunBoOCTH
c) bBecnpuHIMITHOCTD
d) CamocoxpaHsIeMOCTb
e) llemocTHOCTH
f) AxTHBHOCTH
g) LenecoobpazHocth
4. UndpacTpyKkTypa npeInpruHUMAaTEIbCTBA:
a) Coro3bl mpeanpuHUMaTenen
b) Jlerckue camapi
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¢) Koncantuarossie Gpupmbl
d) Bauku
e) MyHHIIUIATUTET
5. ®akTopsl co31aHus OJIArONPHUATHOTO MPEAIPUHIMATEIHCKOTO KIMMaTa:
a) Pocr nonu cdepsr yeiyr
b) JIbroTHBIN HAJIOTOBBII PEKUM
c) Co3znaHye HHHOBALIMOHHBIX LICHTPOB
d) IloBeiieHue kadecTBa paboOYe CHIIBI
e) Ilcuxoorust HCKIFOUUTEILHOCTH
6. OTpunarenbHOE BO3AEHCTBHE HA CO3/1aHKE OJIarONPUATHOIO IPEIPUHUMATEIBCKOTO
KJIMMAaTa OKa3bIBaIOT:
a) Beicokas HOpMa HaKOIUICHHUS
b) Henmocrarounoe roc. peryiupoBanue
c) Hndnsums
d) BpaxaeOHoe OTHOLICHHE K YACTHOMY CEKTOPY
7. Buasl InaHUpOBaHUS:
a) dopmainbHOE U HeOpMATTLHOE
b) O6miee u yacTHOE
€) VYcnermHoe u Oe3ycremHoe
8. lnsa ycnenrHoit opranuzaiuu bI1 Heo0xoquMo HaMure CaeayrommX 00s13aTeaIbHbIX
YCJIOBUM:
a) BuyTpenHsist uHQOpMAaIHs O ACATSILHOCTU MPEIIPUITHS
b) CooTBercTByIOIIAs OpraHU3alMOHHAS CTPYKTypa
€) Hogeiimme nporpaMMHbIEC TIPOTYKThI
d) Hannuue KOHCYJIBTALMOHHON YCIYTH
e) Merononorudeckas 6aza KOHTPOJIsI U aHanm3a BI1
9. OcHoBHbIe cTaauu npouecca bII:
a) Paspabotku BIT
b) Peamuzaruu BII
c) Konrpous BII
d) IToaroroBuTenbHas
10. Ilpunnune! peanuzauuu bl kak npouecca:
a) TlpuHUMIT MHOTOBapHAHTHOCTH
b) IMpunmn rudbKocTH
c) IlpuHIMI HEPEPBIBHOCTH
d) TIpuHIKT HHTEPAKTUBHOCTH
11. OcnoBHas nens BII:
a) IMomyueHue npuOHLIH
b) Opranusamnus U MIAHKPOBAHHUE X03. JACATEILHOCTH HA OT/CIBbHBIC IEPHO/IBI
C) PasBuTHe u yKkperieHne SKOHOMHYECKOTO MOTSHIIANIA MTPEANPHHAMATEIIS
d) Pa3BuTHE KOHTAKTOB MPEANPHHUMATEIIS
12. KT0 siBNIIeTCS 3aMHTEPECOBAHHBIMMA CTOPOHAMM co31aHus BII:
a) KonkypeHTHI
b) IMocraBimku
c) HuBectopsr
d) ITorpedutenu
e) OpraHbl UCTIOTHUTEIEHON BIIACTH
13. T30 »3t0:
a) CrnenuuvecKuii IIaHOBBIN TOKYMEHT JUIS CO3JJaHUS M Pa3BUTHS POMBIIUICHHBIX
00BEKTOB
b) KpaTkoe u goctynHoe 000CHOBaHHUE MPEIIIONIAraeMoro Ou3Heca, MO3BOJISIONIee
BbIOpaTh HanboJiee NepCIeKTUBHbIE PEIICHUS
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¢) Cucrema pacuyeTHO-(HHAHCOBBIX JOKYMEHTOB, HEOOXOAUMBIX JIJIsI 0OOCHOBAHHS U
IPOBEJICHUS] COOTBETCTBYIOIINX PA0OT MO pean3aliy MPOeKTa
14. Otnuuune BIT oT cTpaTernyeckoro COCTOUT B:
a) llemsx
b) T'opusonte BpemeHu
€) Macmrabe KOHTpPOIIS
15. Pa3paboTunkom BIT MokeT ObITh:
a) PykoBomurens Gpupmbl
b) Menemxkep
c) Toc. MCTIOTHUTENBHBIA OpraH
d) Komucantunrosas pupma
16. K ocHOBHBIM pazjeniaM OM3HEC-IIJIaHa HE OTHOCST:
a) Ilzan mapkeTuHra
b) Ilnan npousBoacTBa
c) IpunoxeHwus
d) TurysnbHBI JIUCT
e) Oruasienue
f) Pesrome
17. TuTynpHBINA TUCT OM3HEC-TINIAaHA COJACPIKUT:
a) MecTo MOArOTOBKH TIaHa
b) HaummeHoBaHue U aapec MPeaNPUSITHSI
€) CpoK OKyIaeMOoCTH MPOEKTa
d) Oskumaemasi cpeiHEro10Basi MPHOBLIH
e) Tenedonsl mpeanpusTUs
18. OnTumanbHbll 00bEM aHHOTALMKA B OM3HEC-IIIAHE
a) 0,5-2 crpanurpt
b) 1-3 crpanuiisl
c) 3 -5 crpanun
19. TepmuHOM «HOBBII TOBap» 0003HAYAIOT:
a) ToBap, He MMEIOIIHI aHAIOTOB HA PHIHKE
b) Crapslit ToBap ¢ HOBBIM (DYHKIIHOHAIBLHBIM Ha3HAUYCHHEM
c) Tosap, ¢ IPUHIMITHATHHO HOBBIMH CBOMCTBAMHU
d) Toap, cxoxuii ¢ TOBapaMH-aHAJIOTaMH
20. K (hakropam npuBIeKaTEIEHOCTH TOBAPOB HE OTHOCSIT:
a) lleny
b) KauectBo
c) Cpok cimyx0b
d) CebecronmocThb
e) IlBer ToBapa
21. Cambie pactipoCTpaHEHHBIE METOMBI TSl cOOpa 1 aHaji3a HHQOPMAIIHH:
a) Ompoc
b) DkcrnepumeHT
C) Dckwu3
d) MogaenupoBanue
22. OyHKIUU MapKeTHHIa:
a) OpraHu3arMoHHas
b) KoutponbHas
C) AHanuTHYECKas
d) CosiToBas

23. Jlns HENMpOW3BOACTBEHHBIX (UPM MOTPEOHOCTh B JOITOCPOYHBIX aKTHBAX, O0OOPOTHBIX

CpEJICTBAax M MPOTHO3 3aTpat OIMpPeIessIeTCs B pas/ele:
a) IIpou3BoACTBEHHBIN MIaH
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24.

25.

26.

27.

28.

b) Opranu3anrOHHBIH MTaH

C) ®duHaHCOBBIH IUIaH

d) MapkeTHHTOBBIH IUIaH

OyHKIHH KIFOYEBBIX IIOAPA3IEICHUN ONIUCHIBAIOTCS B:

a) IIpou3BOACTBECHHOM ILIAHE

b) MapkeTHHroBOM ILIaHE

€) OpraHu3anMOHHOM ILIAHE

d) dunancoBOM MIaHE

Cucrema oXpaHbl OKPY>KaIOIICH CPe/Ibl OMUCHIBAIOTCS B!

a) IIpou3BOACTBEHHOM ILIAHE

b) MapkeTHHroBOM ILTaHE

C) OpraHu3alMOHHOM ILIaHEe

d) ®unancoBoM maHe

Puck notepp CBs3aHHBIX C KOHKPETHOM OIlepaliueil Ha3bIBaeTCs:
a) CyBepeHHBIM PHCKOM

b) ®dunaHCOBBIM pUCKOM

c) IIpou3BOACTBEHHBIM PUCKOM

d) TpaHCakIMOHHBIM PUCKOM

e) AKTyapHBIM PHCKOM

Puck mokpeiBaeMbIii CTpaXOBOW OpraHU3aIMell B 0OMEH Ha YIUIaTy IPEMUH, Ha3bIBACTCS:
a) CyBepeHHBIM PHCKOM

b) ®dunaHCOBBIM pUCKOM

c) IIpou3BOACTBEHHBIM PUCKOM

d) TpaHCakIMOHHBIM PUCKOM

e) AKTyapHBIM PHCKOM

B pasznene OusHec-miaHa «XapakTepuCTHKa 00bEKTa OM3HECAa OpraHU3aAIUUNIIPUBOISTCS

CIIETyIOIINE CBEICHHUS:

29.

30.

a) Ilokasartenu KauecTBa TOBapa

b) TlorpeOHOCTH, yIOBIETBOPSIEMbIE TOBAPOM

c) IlaTeHTHas 3aIIUIIEHHOCTH

d) EmKoCTb pbiHKa

e) IlenooOpa3oBanue

f) MeTomabl CTUMYTHPOBAHUS TPOIAK

B pamkax mpou3BOJCTBEHHON (QDYHKI[HHA MapKETHHTa PELIAIOTCS TPOOIEMBI:
a) YnpaBieHUS KOHKYPEHTOCTIOCOOHOCTBIO MPOIYKIHH
b) M3ydenust TOBapOJABMKECHUS U TPOIAK

c) OGecredeHus MaTepHAaIbHO-TEXHHYECKOTO CHA0KEHHS
[Tocne TUTYIBHOTO JMCTA B OM3HEC-TUIAHE CIIECIyeT:

a) AHHOTAIWS

b) OrnaBnenue

c) Pesrome

d) MemopaHayM 0 KOHPHICHIHATEHOCTH

Cnucok BONPOCOB /1Jisl IOATOTOBKHU K OIPoCy 10 Teme 4:

1. ®ynkuun CRM-cucteM: ynpaBieHHE MapKETHHIOM, MpOJaXKaMu, KIMEHTCKON 0a30H,
CEPBUCOM.

VYnpasienue MmapkeTHHroM kak ynkiueit CRM-cucrem.

VYnpasnenue npoaaxkamu kak Gynkuueir CRM-cucrem.

VYnpasienue KiMeHTcKon 6a30i kak ¢pynkuueit CRM-cuctem.

VYnpasnenue ceppucoM kak pynkuueit CRM-cucrem.

YTo HYKHO cAeNaTh YTOObI CO3AaTh HOBOE OOpaIleHHE.

Korna n kak ucnonb3yrorcs pasnensl KonkypeHTsl u JIuteparypa.

Noakown
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Cnucoxk BONpPOCOB Jisl HOATOTOBKH K ONPOCY 10 TeMe 5:

[Tponecc «Coznanne u paboTa ¢ HOBBIMHU M CYIIECTBYIOLUIMMHU KIMEHTAMID.

Onummre B3aMMOCBA3b MEKIY 3alIMChIO KIMEHTA U 3aIIUCBI0 IPOJAK.

Onummre pa3nuyHble cTaTychbl BO3MOMXKHBIX ClIETIOK.

Onpenenute ocobeHHOCTH U ITpenmylecTBa Kartanora npoyKiuu.

[Tponecc «Coznanue U MoAAEpkKKa TPYIIbI 0OBEKTOB JIJIs KaTajaora mpoayKLIum».

Coznanue npaic-nMcTOB U HACTPOMKA MX Ul Pa3IMYHbIX KIMEHTOB, MapKETMHIOBBIX

KaMIIaHUH U CIIEHUAJIbHBIX MPEIII0KEHUMN.

7. IlpumeHeHne MH(POPMALMOHHBIX CUCTEM YIIPABICHHS B3aUMOOTHOLICHUSIMH C
kinuenTamu (CRM) uist nmoaiepsKKu MapKEeTUHIOBOM A€ATEIbHOCTU IPEIIPUSITHS.

SoukrwnE

KPUTEPUU OUEHKHU TEKYLIET'O KOHTPOJISA
1.1. Tlpu ycTHOM OIpoce BBICTABISIETCS OLIEHKA:

5 (oTMYHO)- 32 MOJHBIA OTBET Ha MOCTABICHHBIA BOIPOC C BKIFOUYCHHEM B COJICPKAHUC

OTBETa paccka3a (JEKUMH) TMpenojaBaTess, MaTepuaioB YyuyeOHHKOB, TOMOJIHHUTEIbHOM
JTUTEPaTyphl 0€3 HABOAIIUX BOIIPOCOB;

4 (xoporI0)- 3a TOJHBIA OTBET HA MOCTABJICHHBI BOMPOC B 00beMe pacckasza (JICKIHH)

npenoagaBareyidi € BKIIIOYCHUECM B COACPIKAHUC OTBETA MATCPUAIOB y‘Ie6HI/IKOB C YCTKHMMH
IMMOJIOKHUTCIIbHBIMU OTBETAMHA HAa HABOAAIIKUC BOIIPOCHI IIPCIIOAABATCIIA;

3 (YHOBJIETBOPUTEIBHO) - 32 OTBET, B KOTOPOM O3BYYEHO 00Jiee MOJOBUHBI TPEOYEMOTo

MaTtcpHraiia, € IIOJIOKUTCIbHBIM OTBCTOM Ha 6OJ'IBH_IYIO 9aCTb HABOJAIIHNX BOIIPOCOB;

2 (HEYIOBJICTBOPHUTEIILHO) - 3a OTBET, B KOTOPOM O3BYYEHO MEHEE IMOJOBUHBI

Tpe6yeM0ro MaTepuajia Ujin HE O3BYUCHO I'TIaBHOC B COACPIKAHUHU BOIIPOCA C OTPULATCIIbHBIMU
OTBCTAaMH Ha HABOJAIIMC BOIIPOCHI UJIM CTYACHT OTKA3aJICA OT OTBETA oe3 npeaBapUuTCIIbHOTO
00BACHEHHS YBaKUTCJIbHBIX ITPUYIHH.

1.2.

1.3.

1.4.

1.5.

1.6.

[TporpaMMupOBaHHBIN KOHTPOJIb 3HAHH (TECT) MPOBOJUTCSA I10 3apaHee pa3pabOTaHHBIM U
YTBEPKIACHHBIM [IUKJIOBON METOAMYECKON KOMUCCUEN 3aJaHUSAM U KPUTEPHUSIM OLIEHKH.
KonuuecTBo TeCTOBBIX 3a/llaHUi 3aBUCUT OT 00beMa MaTepuaina. Bpems, oTBoaumoe s
BBITNIOJIHEHUS TECTOBBIX 3a/JlaHUM, HE JOJDKHO IPEBBIIIATH OJHOTO AKaJEMHUYECKOIO vaca.
Tect orieHUBAETCS 1O CIEAYIOMIUM KPUTEPUSIM:

5 (otuunHOo) craButcs 3a 90-100 % mpaBUIBHBIX OTBETOB.

4 (xopomro) craBurcs 3a 80-89,9 % mpaBHIBHBIX OTBETOB

3 (ymoBieTBOpUTENbHO) cTaBUTCs 32 70-79,9 % MpaBUIIBHBIX OTBETOB.

2 (HEeyMOBIICTBOPUTEIHHO) CTABUTCS TpU Hanmuunu MeHee 70 % MpaBUIIBHBIX OTBETOB

WIN TIPU 0TKa3e 00ydaromierocsi MpoMTH TECTOBBIN KOHTPOJIb.
PeiiTuHroBas orieHka 3HaHUM MPEAIIOIAracT BBEACHUE OJHON U3 METOAUK JAHHON CUCTEMBI
[0 MHUIMATUBE OTJAENbHBIX MpenojaBareneid. Kpurepun oueHKu 3aBUCAT OT W30paHHOU
METOJIUKH.
K koHIy cemecTpa, y Kaxaoro oOyyaromierocs JOJKHO OBbITh HE MEHEee TpeX OLEHOK,
MO3BOJIAIOIINX JIOCTATOYHO OOBEKTUBHO OLIEHUBATh 3HAHUS 110 IPOIICHHOMY MaTepuaiy.
AHAJIOTUYHO OLIEHKE TEOPETUUECKUX 3HAHUHN C Y4ETOM 0OBbEMOB U KaYeCTBA BHIMOJIHEHHBIX
paboT OIIEHMBAIOTCS TEKYIIME 3HAHUS, YMEHMSI M HABBIKM CTYJEHTOB Ha IMPAaKTHUKE IJIs
NOJy4YeHUs NEPBUYHBIX TPOPECCHOHATBHBIX HABBIKOB M KBAJIM(UKAIIMOHHON TPAKTHKE.
3HaHMS U IPAKTHUYECKHE HABBIKM CTYJEHTOB OLIEHUBAIOTCSA B KOHIIE Ka)KJOTO CEMECTpa IO

BCEM JUCHHUIIIIMHAM y‘-ICGHOFO Ij1aHa. OI_ICHKI/I BBICTABJISIIOTCS 110 5-0alIbHOM CHUCTEME:

1.
2.

5 (oTaM4HO),

4 (xoporio),

3 (yAOBIETBOPUTENIHHO),

2 (HeyZ0OBJIETBOPUTEINBHO).
OcHoBHbI€ (OPMBI KOHTPOJIS Y4eOHOM pabOTHhI:
3aueT ¢ OLEHKOM
Texynui KOHTPOJIb 3HAHUU

15



4.2. [Ipome:kyTOYHAS aTTeCTALMS

4.2.1. IlepeyeHb KOMIETEHIMHA € yKa3aHHeM 3TanoB uUX (GopMUpPOBaHHMS B Mpouecce

OCBOeHHMsI 00pa30BaTe/JIbHOIl NPOrpaMMBblI.

KOMIIETEHIU ¢ y4eTOM 3Tana ux (popMUpoBaHUS

IToka3zaTtenn wu KPUTEPUA OUCHUBAHUA

Kon HaumenoBanue Kox HauMeHnoBaHue 3Tana oCBOCHUS
KOMIIeTeHIH KOMIIeTeHI[UH Tana KOMIIETEeHIIUH
u OCBOEHHUS
KOMIIeTeHIIHH
I[IKc OC II - | Cocobern  mpumensats | [IKc OC I1 - 6.3 | CriocoOeH mpuMeHSTh ITPH
6 UH(POPMAITMOHHBIE peneHnH popheCcCUOHATBHBIX
TEXHOJIOTHH TUIs 3aJ1a4 OCHOBHbBIE METO/bI, CIIOCOOBI
pelIeHUS — TPHUKIATHBIX U CPEJICTBA MOIYYCHUS, XPAHCHHS
(dbrHaHCOBO- U TIpe1o0padboTKH HHPOPMAIIHH,
HKOHOMMUYECKHX 3aja4y YIPaBIATH B3aUMOOTHOIICHUSIMH C
knueHtamu (MSD CRM) B
MPEAIPUHUMATETBCKOMN
JESITEIbHOCTH, B TOM YHUCIIE C
HCII0JIb30BAaHUEM COBPEMEHHBIX
MH(OPMALIMOHHBIX TEXHOJOTUH U
MIPOrpaMMHOT0 o0ecreueHus
JTan ocBoeHUs! IMoka3zareJb Kpurepuii ouennBanusi
KOMIICTCHIIUHN OLlCHUBaAHUMA
[TIKc OC II — 6.3 Cnocoben | Criocoben Omnpenensier BO3MOXKHBIE PHUCKU TIpU
OPUMEHSTh TPU PELICHUH | aHAIM3UPOBATh OLEHKU | BHEIPEHUU CRM CUCTEM
npodeccHOHAIbHBIX 33734 | IO MOKa3aTessM: | (TEXHUYECKHe, Ou3Hec pUCKH,
OCHOBHBIE METO/IbI, CIIOCOOBI | TMHAMUKA MPOAAXK, LIUKJ | OpraHU3allMOHHBIE). PaccuntreiBaeT
U CpeICTBAa  IOJYy4YeHUs, | IPOJaXK, CyMMa | OEHKH [0 [OKazaTeisiM: JAMHAMMKA
XpaHeHUs M NpeAoOpaboTKH | 0OpaOOTaHHBIX 3BOHKOB | IPOJAAX, LUKI  MPOJAX, CyMMa
UHPOpPMAIIMKM,  YOPaBIATb | JUAOB W  JApYyrHue; | 0OpabOTaHHBIX 3BOHKOB M JIUIOB W
B3aHMOOTHOIIEHUSMU C | IPUMEHSIET  OCHOBHBIE | IPYTHE.
knuenTamu (MSD CRM) B | MeToapl mpezcTaBiieHUsl | YMEHUE NPUMEHSTh OCHOBHBIE METO/IbI
HpeANpUHUMATETbCKON Y QITOPUTMBI 00paOOTKH | MPEACTaBICHUS uH(popMaIuu u
JeSITEIbHOCTH, B TOM 4YHCJIE | JaHHBIX, UCTIONB3YET | alTOPUTMBI  0O0pa0OTKM ~ JIaHHBIX B
c UCTIOJIb30BaHUEM | IU(POBbIE TEXHOJIOTHUH | COBPEMEHHOM IpOTrpaMMHOM
COBPEMEHHBIX TUISI pelieHus | odecrieueHuu JUIs pelieHus
UH(POPMAILTMOHHBIX poeCCHOHATIBHBIX npogeccnoHaIbHbBIX 3a7a4
TEXHOJIOTHH U | 3aJ1a4.
IPOTrPaMMHOr0 00ecIeyeHHsI

4.2.2. ®opma u cpeacrsa (MeTobl) MPOBEACHUA MPOMEKYTOUYHOM aTTeCTAlMU

®opMBI KOHTPOJISA N0 JucHUILINHe. KpuTepnu oneHKkH 3HAHUI, yMeHHMH, HABBIKOB

Hmozoswtii konmpoas. JJis KOHTPOJISTYCBOCHUS JAHHOW MHUCIMIUIMHBI YYEOHBIM
IUTAHOM TIPEYyCMOTPEH: 3aUET C OLIEHKOM.

Texywyuii konmponas. B TeueHne cemectpa npeycMaTpUBAEeTCsl BBINOJIHEHNE U 3alllUTa
NPaKTUYECKUX YNPaKHEHUH M CaMOCTOSTENbHBIX paboT B MH(opManuonHoi cucteme CRM,
TECTUPOBAHUE IO OTJAEIbHBIM pa3zieiaM AUCHMILINHBL. Pe3ynbTaThl BBIMOJHEHUS 3TUX padoT
SBJISIIOTCSI OCHOBAHMEM JIJIsl BBICTABIICHHS OLICHOK TEKYIEro KOHTpoJid. BrimomHeHHne Bcex
paboT sABIISIETCS 00SA3aTEIBHBIM ISl BCEX CTYICHTOB.
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HTtoroBeiii ¥ TEKyIIMHA KOHTPOJb OCBOEHHUSI CTYAEHTOM Kypca OCYUIECTBIAECTCS B
paMKax OajsIbHO-PEUTHHIOBOM CHCTEMBI, NpeaycMOTpeHHOH TwurmoBsiM monoxeHueM «O
IPUMEHEHUU 0aJIbHO-PEUTUHIOBOM CUCTEMBI OLIEHKH YCIIEBAEMOCTH CTYAEHTOB B Poccuiickoil
AKaneMuu HapOJHOTO XO3sIMCTBAa M TOCYAAapCTBEHHOM ciyxObl npu [Ipesunente Poccuiickoit
denepanumny.

VYCnemHocTh  OCBOGHMS  CTYJEHTOM JMCLMIUIMHBI  OLIEHMBAaeTCs IO  IIKae,
MakcuMayibHasi cymma OautoB kotopoil paBasiercss 100 (cra Oammam). OneHka sBISICTCS
KOMIUIEKCHOW W BBIBOAMTCS Ha OCHOBAaHUHM PE3yJIbTATOB HTOIOBOTO 3adeTa/’K3aMeHa I10
OKOHYAHUU Kypca U JaHHBIX O TEeKyIlel paboTe cTyIeHTa B yueOHOM IIpolecce.

HTorosas oneHka 1Mo JUCHMIUIMHE, B COOTBETCTBUH C OaJUTbHO-PEHTHHIOBOM CHCTEMOH,
IPUHATON B aKaJleMUH, BJISIETCSA KOMIIJIEKCHOM OLCHKOW KadecTBa y4eOHON paboThl CTYACHTOB
B TEUYEHHE BCEro cemecTpa u (opMupyercs, HCXOAs M3 CyMMbl HaOpaHHBIX OaJlIOB,
IIOJIy4E€HHBIX II0 BCEM BHUJAM TEKYLIETO KOHTPOJS, MOCEIIAEMOCTH JIEKLIUH, NMPAKTUYECKUX
(ceMHHapCKuX) 3aHATUH.

4.2.3. TunoBble OLIEHOYHBbIE CPECTBA

Cnucox BONPOCOB /1/1s1 IOATOTOBKH K 3a4eTy C OLIEHKOI:
CRM-cucremsl B Mupe. TeHIEeHIIUN Pa3BUTHSL.
Amnanus cocrostnusi CRM-cucrtem B Poccuu.
[Ipuopurets! nonw3oBarens CRM. 3agaun.
CRM: npobnembl U NEpCHEKTUBI.
O6naunas CRM: mIocsl 1 MUHYCBI.
Heckronnas CRM miitochl 1 MUHYCBI.
Kak nouste, uto KoMnanuu Hy»kHo oT CRM?
Mosxno 5 oboittuch 6e3 CRM? Koraa He ctout BHeapsaTs CRM?
Hackosbko 3Ha4MM MOOWIIBHBINA AOCTYN?
. CRM, xak ctpareruss u CRM, Kak HMHCTPYMEHT, KOTOpBIH MOJAECPKHUBAECT ATY
CTpAaTErHIo.
11. PaznuyHble THUIBI MOJIENEN KIIMEHTA.
12. Onumute poib OCHOBHBIX THUIIOB 3amMcel, Hcmoib3yeMbix B MicrosoftDynamics
CRM.
13. ®ynkuun CRM-cucteMm: ynpaBieHHE MapKETHHIOM, MPOJakaMH, KIHMEHTCKOM
0a30ii, cepBUCOM.
14. Ynpasnenue MapkeTuHrom kak ¢pynkuueir CRM-cucrem.
15. Ynpasnenue npoaaxxamu kak pynkuueir CRM-cucrem.
16. Ynpasnenue knueHTckoi 0a3oi kak pynkuueit CRM-cuctem.
17. Ynpasnenue cepucom kak pynkuueit CRM-cucrem.
18. Yto Hy»HO czienarh 4To0bl CO3/1aTh HOBOE OOpalleHuE.
19. Korna n xak ucnone3ytorcsi Konkypentst u Jluteparypa.
20. ITponecc «Co3nanue u paboTa ¢ HOBBIMU U CYIIECTBYIOIIMMH KIMEHTAMI.
21. OnumuTe B3aMMOCBSI3b MEKIY 3aIMChIO KIIMEHTA M 3aIACHI0 TIPOIaK.
22. OnuiuTe pa3inuyHble cTaTyCchl BO3MOXKHBIX CENOK.
23. OnpenenuTe 0COOCHHOCTH | ITpenMymiecTBa Kartaora mporyKImy.
24. TIponecc «Co3anue 1 NOoAIep>KKa TPYIbl 00BEKTOB JJIsl KaTauora Mpo yKIIUK.
25. Cozmane Tpaic-TMCTOB W HACTPOMKAa WX JUIA  Pa3IUYHBIX  KIMEHTOB,
MapKETUHTOBBIX KaMITaHUH U CHIEUATbHBIX TPEATOKCHHUMN.
26. [Ipumenenne WHOOPMAIIMOHHBIX CHCTEM YIPABICHUS B3aWMOOTHOIICHUSMHU C
kiaueHtamu (CRM) 1t moiiepKKi MapKETUHIOBOM IESTEIbHOCTH MPENPUATHS.

CoNoOA~WNE

[EEN
o
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YrnpakHeHHs KOMIbIOTEPHOT0 MPAKTHKyMa

KomnbroTepHslii mpakTHKYM IpoBoauTCs Ha 0a3zy obmaunoit CRM, HacTpoeHHOM a1
yueOHbIX 1enei. Kaxplil cTyneHT paboTaer moJi CBOMM YHUKAJIbHBIM UMEHEM, C KOTOPBIM OH
aBTOPH3YETCS B cUCTeMe. J[JIst BBIMOIHEHUS YIPAaXHEHUH, 3aTParuBaroIIyuX OOJIBIIYIO YacTh
paznenoB CRM cucremsl cTyieHTaM NpeoCcTaBiIsIoTCs pacuIMpeHHbIe MpaBa J1ocTymna. Bee
CTYJICHTBI OJTHOH TpyIIIbI paboTaroT B 00IIeH 6a3e M MOTYT HaOIIOIaTh Pe3yJIbTAThI IEHCTBUI

JpyT Ipyra, 4To MO3BOJIAET MPOBOAUTH KOJUIEKTUBHBIN pa30op omubOK U 00CyKIeHUS Ha
3aHSTHUU.

Hwxe npuBenen ¢parMeHT 3agjaHus KOMIBIOTEPHOTO MPAKTUKYMA.
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HNTorosoe npakruyeckoe 3ajanue (mpumep)
3aueTHOe 3a/1aHKe HA CAMOCTOSATENBHYIO paboTy «CLieHapuii POy
Kaxmomy cTyaeHTy HEOOXOIMMO TMOJATOTOBUTHCS peanm3anuu B cpeae CRM
HEKOTOPOTO CIIEHAPHSI B3aUMOJICHCTBUS C KIIMEHTOM.
Mgt 3Toro He0oO6X0IMMO MOATOTOBUTH, Hailng B IHTepHETe, HICXOIHbIE TaHHBIE I10:
e Opranuzanuu
e KOHTaKTy
e[Iponykry
CueHapuil OMKEH NPEAyCMOTPETh BO3MOKHBIE OTKa3bl KJIMEHTa W BO30OHOBICHHS
npoiiecca Mpoaax.
[IpuBercTByercss  TBOopueckas  (aHTa3us,  HCIOJB3YIOIIAs  JOMOJHUTEIbHBIC
Bo3moxkHocTr MicrosoftDynamics 365 CRM
BbInomHUTE OTYET O NPOU3BENEHHBIX JACWCTBUSX IOJB30BATENsI, HCIOJHUBIIETO

CLIEHapuil.
HpI/IMepHaﬂ CXEMa IIponecca npeaACTaBJICHA Ha PUCYHKEC HUKC.
Knnent |
OpraHusauus KoHTakT
MNpoavkr./lutepatypa \
EAMHULBI n3MepeHuna LleHbl KoHKypeHT
UHTepec |
MNepBUYHbIN Ob6palueHue

A\ 4

Bo3amorKHble caenku \

Jewnctaua

v

[MoennoxeHnsa c pacueHKamm ‘
MNepsoe Btopoe JenctBuA B Kaxaom

A 4

3aKa3bl

A 4

Cyer

HIxaJjia oneHUBaHUA.

OueHuBaeMblii pe3yJbTaT banuel mo 100 6anbHOI mKaJie
10 ynpaxHeHu# no 5 6amios 50
CamocrosiTenbHas padora 10
Tect 20
OTBeThl Ha BONPOCHI HA 3a4eTe 20
Kpurtepun oueHnBanus Ouenka
O3nakomiieHne ¢ MHPpOpMamoHHOM cucteMoil kimacca CRM. Beenenue | 3auer
B MicrosoftDynamics CRM bammer 40-100
OBmajen NpPaKTUYECKUMH HaBBIKAMM Ha MOAYJSIX «YIpaBieHHE
poJakaMm», «YmpaBieHue MapKETHHTOMY, «YmpaBieHue
oOciy>)xuBaHuem» TnporpamMmmHoro mpoaykra CRM. IlpuoGperenue
NPaKTHYECKUX YMEHHIA W HABBIKOB BBHITIOJTHEHHUSI HEOOXOIMMBIX PAacUeTOB

19




u AHAJINTUYECKUX OLIEHOKBBIpaOOTKa npodeCcCHOHATBHBIX
KOMIETEHTHBIX HABBIKOB NeSITeNIbHOCTH, CIOCOOCTBYIOIIUX
(GOPMUPOBAHUIO HEOOXOIMMBIX KAueCTB MPHUHATHS YIPaBICHUYCCKHX
pellleHui CTPAaTerMueckoro M TaKTUYECKOro XapakTepa B cdepe
(UHAHCOBOTO yIPABJICHHMS.

He o3Hakomiienne ¢ wuHopMmanuoHHoW cuctemort kimacca CRM.
Brenenune B MicrosoftDynamics CRM

He oBnamen mnpakTHYeCKMMH HaBbIKAMH Ha MOAYJISIX «YIIpaBlieHUE
POJaKaAMI, «YmpasieHue MapKETHHTOMY, «YmpasieHue
obcmyxuBanueM» mporpammHoro npoaykta CRM. He mpuoOGperenst
MPAKTUYECKHE YMEHUS M HABBIKH BBITIOJHEHUS HEOOXOIUMBIX PacyeTOB
u aQHAJIUTUYECKUX OIICHOK,BBIPa0OTKH npodeccuonanpubix | Hezauer
KOMIIETCHTHBIX HABBIKOB JeSTEILHOCTH, cnocobctByromux | bamisr 0-39
bOopMUPOBAHHUIO HEOOXOAMMBIX KAuyeCTB MPHUHATHS YIPaBICHUYECKUX
pEIICHUI CTPAaTerMYecKoro M TAaKTUYECKOro Xapakrepa B cdepe
(buHAHCOBOTO yNpaBICHHUSI.

4.3. MeToan4yeckne MaTepuabl

[Tpouecc m3ydeHus IUCHUIUIMHBI «YIIpaBJIEHWE B3aUMOOTHOLICHUSMU C KIMEHTaMU»
BKJIIOUAET CAMOCTOATEIbHYIO paboTy 00yJarommxcsl.

[TosrydyeHHbIE Ha JIEKIUAX U CEMUHApaxX 3HAHUS MOJJIEKAT PACIIMPEHUIO U 3aKPETIICHUIO
B TIpoIlecce CaMOCTOSTeNbHOM  HayyHOM  pabotbl. CaMmocTosATenbHas  IMOATOTOBKA
oOydarolierocss K JIEKUMH 3aKI0YaeTcs, MpPeXae BCEro, B IMEPEUUTHIBAHUM KOHCIIEKTa
MpeIbIAYIIeH JeKIUH.

CaMocCTOATEIbHAsNIOATOTOBKA K CEMUHApaM M IPAKTHUYECKUM 3aHATHSIM 3aKIJII0YaeTcsl B
MPOYUTHIBAHUU KOHCIIEKTa COOTBETCTBYIONICH JIEKIIUU (€CIM OHA YUTaNlach MO JAHHOU TEMeE),
YTEHWU COOTBETCTBYIOIIETO pasjena ydyeOHWKa W TEpBOMCTOYHHKA, MOAOOp MPHUMEpOB,
CUTYallUi, pelieHue 3a/1aHusl.

PexomMeHnaruu no ureHuio yueOHOU IUTEpaTyphbl

B mnacrosimee Bpems umeercss OoJbIIOe KOJMYECTBO YUEOHHMKOB IO IpobiieMam
«YmpaBieHHe B3aUMOOTHOIIEHUAMU C KIMEHTaMW». B KaxaoM W3 HUX BbIpaxkaercs
ompezieNieHHasl MO3UIMsI aBTOPa OTHOCHTENBFHO YPOBHS U CHEHMU(GUKHU H3TOKEHHS OTIEIbHBIX
pazzenoB, TeM. DTO MPUBOJUT K TOMY, YTO ONPEEIIEHHbIE BOIPOCHI MOT'YT OBITH BOOOIIE HE
BKIIIOUEHBI B YUEOHUK.

UreHne MOXKeT ObITh O3HAKOMUTENIBHBIM U H3yYarolmuM. l[enpio 03HaKOMHUTETHHOTO
YTEHUS SBJSIETCS OETJIbIA MPOCMOTP KHHUTHU, BBISICHEHHE TOTO, HYXHA JIU OHA, KaKhue MMEHHO
4acTH MOKHO Oy/IeT MCIIONIb30BATh.

ANTOpPUTM 03HAKOMHUTEIBHOTO YTCHUS

1. M3yuenue conmepikaHus TUTYJIBHOTO JIUCTA, BBIWICHEHWE TOYHOTO Ha3BaHHS PalOTHI,
€€ aBTopa U MpeHa3HAYCHUSI.

2. 3HaKOMCTBO C aHHOTAIMEN WU NIPEAUCIOBUEM.

3. 3HaKOMCTBO C OTJIaBJI€HHEM, BbISIBJIEHHE HHTEPECYIOLINX BOIPOCOB.

4. HeroporuiBoe TepeNHCTHIBAHUE CTPaHUI] C I[ENbI0 «CXBaTBIBAHUS» OOIMIETO
COJIep’KaHus U XapaKTepa U3JI0KEHUSI.

5. BHUMaTenpbHOE YTeHUE HYKHBIX MECT.

N3yyaroliee uTeHue UMEET 1IEJIbI0 JeTaIbHOE YCBOEHUE BCETO COAEp KaHUs pabOThl WK
KaKoW-TO ee 4acTu. Ero pekoMeHayeTcsi HauMHaTh NOCIE€ O3HAKOMUTENBHOro uTeHus. OHO -
MeJIEHHOE, HETOPOIUIMBOE, BKIIOHaolee B ce0sd BO3BpaTbl K TEKCTy, MOBTOPEHUS H
COIOCTaBJIEHUs Marepuana. Ecim BcTpedaeTcsi ClIOBO, 3HAUEHHE KOTOPOTO HESICHO, CIELYET
YTOYHHUTH €T0 B cjoBape. Pabora co cioBapem oOJierdaer yCBOCHHE MaTepHaia, ClIOCOOCTBYET
OCO3HAHMIO €T0 CMbICIIA, OBJIAJCHUIO TPO(ECCHOHATLHON JIEKCUKOIA.

20



B mnpomecce wusydaromero 4YTeHHs COBEPUICHHO HEOOXOAMMBI pabouue 3amucud u
BhIMUCKU. Ecnmu oOydvaromuiics paboTaer ¢ COOCTBEHHOW KHHTOH, TO TOMETKH, 3aIiCH,
MOMYEPKUBAHUS MOXHO JenaTh npsmMo B Heil. [Ipm 3ToM xenarenpHO IOJIb30BAaThCA
HKOHOMHOI CHCTEMOH YCIIOBHBIX 0003HAUCHHIA:

- 3Haku ofo0penus (momuepkuBanue, "!", NB - NotaBene - oOpaTtuTs BHUMaHHE | T.11.),

- 3HaKU BO3pakeHUs («?», BOIPOCUTEIBHBIE CII0BA U T.11.),

- 3HaKU JIONOJHEHUS (CTPENKU, 3alMCH THIIA: «CM. TAKXKe ...» U T.1.).

B cnyuae pa®oTsl ¢ 31eKTpoHHOM KHUTOM B popmate PDF pekomeHmyercst moab30BaThbes
cpeAcTBaMU KOMMEHTHpOBaHHus, npenocTaBissembivu AdobePDFReader, takumu kak Mapkep
u BcraBka kommenTtapus. (Kuaura «JIo6ona J[.B. MicrosoftDynamicsCRM»y, noctynxa B PDF
dbopmare).

B 6ubanoTeyHOl KHHUre JenaTh MOMETKH HEMO3BOJMTENBHO, TOITOMY CIIEAYET JeNaTh
BBIMHICKHU OTJENIBbHBIX IUTAT, TE3UCOB WM KOHCIIEKTUPOBAHUE.

KoHcHnekT - 370 cxaToe M3J10KEHHE BCETr0 CYIIECTBEHHOTO B COJEP)KaHUU HU3Y4aeMOro
maTtepuana. OCHOBHbIE HJIeW, MOJIOKEHUS U JO0Ka3aTeNbCTBA M3JIAraloTCs B MOPSAKE HX
OCBEIICHUSI B M3y4aeMOM HCTOYHHKE. Ilepen KOHCIEKTHPOBAaHHEM MPOHMCXOIUT TEPBUYHOE
YTeHHE HMCTOYHMKA U JIMIIb TOCJIE TOro, KaK TEKCT MOHAT, €ro CleAyeT KOHCIEKTUPOBATH.
Pexomenyercst mucaTh KOHCHEKT JIMIIb Ha OJTHOW CTOPOHE JIMCTA.

Jlns ycBoeHusi MarepHalia CyIIeCTBYeT HECKOJIbKO crocoOoB. Camblii M3BECTHBIN - 3TO
IPOCTOE TOBTOPEHHE, KOT/Ia MaTephall BOCIPOU3BOAUTCS HECKOJNBKO pa3. pyroii cmocol -
MBICTIUTENIbHAs 00paboTka Marepualia, KOTopas MpelycMaTpUBaeT COMOCTaBICHHE HOBBIX
JNAHHBIX C YK€ H3BECTHBIMU, WX OLICHHBAHHWE, OCMBICICHHE CBSA3CH MEXAy SIBICHHUSIMHU,
MOHATUSIMH, KaTeropusiMu. Takas paboTa MO3BOJISIET YCBOUTH €ro Ha 0ojiee KaueCTBEHHOM
YpOBHE. DTOMY CITIOCOOCTBYET COCTABICHUE CTPYKTYPHO-JIOTUIECKHX CXEM.

CucremaTnieckoe KOHCIIEKTUPOBaHUE TIEPBOMCTOYHUKOB, HE MeHee 2-3 10 OJJHOM TeMe.

W3yueHne Hay4YHOUW IMTEpaTypbl AOJDKHO OBITH OPraHMYECKH CBS3aHO C HM3YYCHHUEM
MaTepuana JIeKIMi, YTeHWEM Y4YeOHHKOB U Tmocleayromeil padoToi (MOATOTOBKON K
3aueTy/3k3aMeny). Ilpu uTeHnn Hay4yHBIX TPYJ0OB HEOOXOAMMO MOJApOOHEE pa3o0paThbCs B TEX
BOIPOCAX, KOTOpbIe OBLIM HAMEUEHbI, HO HE PACKPBITHI Ha JIEKIHIX, OOpPaTUTh BHUMAaHUE Ha
HIOAQHCHI M OCOOEHHOCTH, KOTOpBIE OBUIM YNOMSHYTHI B JIeKIusX. [Ipu camocTosTebHOM
U3yYEHUHM HAy4YHOM JIMTepaTypbl OU€Hb BAXKHO COIOCTABJIATH TEOPETUUECKHE IOJIOKEHHS C
peaTbHBIMU SBIICHUSIMU, HAOIOJJAEMBIMH Y c€0s1 1 BOKPYT. DTO TO3BOJIUT Jy4Ille MTOHATh, YTO
O3HAuYalT H3ydyaeMmble IO KHUTaM SIBJICHHUS B KHU3HH. KOHCHEKT HEoOXOIUMO JIOTIOJHUTH
COOCTBEHHBIMH MBICIISIMA W TIPUMEpPaMH W3 JKU3HHM, YTO OOECIeYMBaeT MOJKPEIUICHHE W
yri1y6JieHHOE TOHMMAaHUE U3Yy4aeMOro COJIepKaHMsL.

CamMocTosATenbHBIH y4eOHBIH Tpyld OOydarolmuxcss Ha 00s3aTENbHBIX ayAUTOPHBIX
3aHATUAX (JIEKLIUH, CEMHHAD).

[TogroToBka K 3aHATHAM OCHOBAaHa Ha IUIaHAX 3aHATHH, pa3pabaThIBaeMBIX
npenojaBareneM. OcCHOBHOE TpeOOBaHUE K MOJATOTOBKE M YYaCTUIO O0YYAIOLIUXCS B 3aHATHSIX
3aKIJII0YAETCs B TOM, YTO OOYYAFOIIUICS JOJDKEH CAMOCTOSITENIbHO TOTOBUTHCA K 3aHATHUSAM U
TBOPYECKU B HU3 y4acTBOBaThb. TpeHMpPOBOUHAS (PYHKLUS 3aHATUN HE NOJDKHA MPHUBOJUTH K
MaKCHUMaJIbHOMY aBTOMaTHU3MYy MPAKTHYECKIX HABBIKOB.

Oransl MOATOTOBKM K 3aHATUSAM BKIIOYAIOT: NMOBTOPEHHUE YK€ MMEIOLIMXCS 3HAHUHU 110
KOHCIIEKTY, a 3aTeM M0 Y4YeOHHKY; yriayOlleHHe 3HaHWH 10 TeMe C WCIOJIb30BaHUEM
PEKOMEH/IOBAaHHOM  JIUTEpaTypbl, BBHIMOJIHEHHE KOHKPETHOTO 3aJaHus  (BBIOJHEHUE
NPaKTHYECKHUX 33J]aHUi, COCTABJICHUE OTYETOB U T.I1.).

Kaxmoe w3  mnOpearyCMOTPEHHBIX  KOHTPOJBHBIX  MEpPONPHATHI  OLIEHWBAETCS
COOTBETCTBYIOIUM KOJINYECTBOM OassIoB (B 3aBUCUMOCTH OT IIKAJbI), 0011asi CyMMa KOTOPBIX
ABIIIETCS TIOKa3aTelleM YPOBHS OCBOEHHUS CTYAEHTOM JIaHHOM y4eOHOW JHCUUIUIMHBIL.
Pacnpenenenne OayuioB 1eseco0Opa3HO IMPOU3BOAMTH B 3aBUCUMOCTH OT 3HAYMMOCTHU
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KOHTPOJIBHOTO MEPOTIPUSTUS U, MPEICTaBIseTCs] ONTHMAaJIbHBIM CJEAYIOLIee COOTHOLICHHE
OamoB peiituara (Tabnumna 1).
Taoauna. PedTHHIOBbIE OLIEHKH KOHTPOJbHBIX MEPONIPUATHI

Buvinonnenue Pybesrcnvrit konmposop 3auem/ax3amen Obuee Konuuecmeo
ynpasicheHuil - oannos
Camocmoamenvnasn
paboma, mecm
Max Min Max Min max Min Max Min
50 20 20 10 20 10 100 40

WToroBelii 6ajul HauucisgeTcss CTYAEHTY 3a BBIIOJHEHHME 3aJaHUN NPAKTUKYMOB,
BBINOJIHEHNE KOHTPOJIBHON MPAaKTHUECKOM pabOThI M OTBETHI Ha 3aueTe/3K3aMeHe.

IlepeBoj 6a/1J10B peliTHHIA

bambt
(peHTHHTOBOM
OLIeHKH), %

OrneHka

TpeboBanust K 3HAHUSIM

100-40

«3aureHoy»

OneHka «3aYT€HO» BBICTABISACTCS CTYAEHTY,
€Cii OH HMEeT 3HaHHUS TOJIBKO OCHOBHOIO
MaTepuajla, HO HE YCBOWJ €ro JeTajei,
JIOITyCKaeT HETOYHOCTH, HEZ0CTaTOYHO
IIPaBUIIbHBIE (bopMyIMPOBKH, HapyILEHUs
JIOTMYECKON MOCIIEA0BATEILHOCTU B H3JI0KEHUU
IPOrpaMMHOTO Mmarepuaa, UCTIBITHIBACT
3aTpyJIHEHUS! TIPU BBIIOJHEHUH MPAKTHUYECKUX
pabor.

VY4eOHble OCTHIKEHUSI B CEMECTPOBBIN NEpUOA U
pe3ysbTaTaMu pyOexHOTO KOHTPOJIA
JEMOHCTPUPYIOT JIOCTaTOYHYIO
(YIOBJIETBOPUTENIBHYIO) OBJIAZICHUSI
MIPOrpPaMMHBIM MaTE€PHAIIOM.

CTCIICHb

39-0

«HE 3a4TCHO»

OneHka «HE 3aYTEHO» BBICTABISIETCS CTYHEHTY,
KOTOpPBIA ~ HE  3HAaeT  3HAYMUTEIBHOM  YacTu
IIPOrPaMMHOTO MaTepuaa, JIOITyCKaeT
CYILLECTBEHHbIE OIIMOKHU, HEYBEPEHHO, C OOJIBIIMMHU
3aTPyAHEHUSIMHU BBINOJIHAET NMPaKTHUECKUE palboThI.
Kak mnpaBuio, oOlLEHKa «HEYAOBIETBOPUTEIHHO
CTaBUTCSI ~ CTyJEHTaM, KOTOpbIE  HE  MOTYT
MPOJOJKUTh  O0yueHHe 0e3  JONOJHHUTEIbHBIX
3aHATHH 10 COOTBETCTBYIOUIEH TUCIUIUINHE.
VY4eOHble NOCTHKEHUS B CEMECTPOBBIM MEpHoa U
pe3ysbTaTaMu pyOexHOTrO KOHTPOJISt
JEMOHCTPUPOBAIN HE BBICOKYIO CTENEHb OBJIAJICHUS
MIPOrpaMMHBIM ~ MaTe€pHalioM [0 MHUHUMAaJIbHON
IUIaHKE.

5. MeToauyeckne yKazaHus sl 00y4AOUIUXCS 10 OCBOCHHIO TUCIHUIIMHBI
Pexomennyercst mpountats 0030pel U pedTHHTH pa3numdHbix CRM cucrem. [lpu sTom
clenyeT yaenuTh BHUMaHue He Toabko CRM kommbroTepHbIM TexHOJOTHSAM, HO 1 CRM, kak
YaCTH CHCTEMBI yIpaBlieHUs (PUHAHCOBBIM yupexkiacHueM. CTOMT OOpaTWTh BHHUMAaHHE Ha
ucnonszoBanne CRM B «IIporpammax nOSIBHOCTH», aKTHBHO MPOJBUTAEMBIX OaHKaMHU U
JIPYTHMH (PHHAHCOBBIMH OpTaHU3AIUSIMHU.
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O6naunsiii Bapuant MicrosoftDynamicsCRM, nmaer cTyaeHTy BO3MOKHOCTH pabOTHI ¢
CHCTEMOM C JII0O0ro ycTpoiicTBa, uMeromiero Bbixon B MHTrepHeT. [loaToMy pexomenmyeTcs
pU/TOcie YTeHHs y4eOHOT0 MaTepuaia CaMOCTOSITEIbHO IPOBEPSITh BO3MOKHOCTH yueTa BCeX
B3aUMOJICHCTBUN C KIMEHTOM B MH(OPMALMOHHOW CHUCTEME C TeM, YTOOBI Ha MPAKTHYECKUX
3aHATUAX C IPENoAaBaTeseM, COCPEAOTOUNUTHCA Ha BOIPOCAX, BBI3BABUIMX 3aTPYIHEHHS MPU
CaMOCTOSITEIbHOM U3yYeHHH MaTepuaa.

Jlns mosrydeHus HaBBIKOB MCIIOJIb30BaHUsl (puHaHCOBOM MH(pOpMaIiy, yuntbiBaeMoii B CRM,
JUIs TIOATOTOBKM MPHUHATHS PEUICHUH M0 YIYYIIEHUI0 HSKOHOMHYECKOW JeSTeNbHOCTH
OPEeNNpUATHS, ClelyeT oOpaTUTh 0co00e BHHUMaHHE HA HCIOJIb30BAHUE U HWHIUBUAYATbHYIO
HAcTpolKy AHanutndeckux maneneir B8 MicrosoftDynamicsCRM.

Buasl camocTosITeNbHOM BHEAY IUTOPHOM PaOOTHI:

o MOBTOPEHHE JICKIIMOHHOTO MaTepraia U MaTepraia yueOHUKOB;

o MOJrOTOBKA WH(OPMAIIMOHHBIX COOOIICHHIA MO TeMaM JTUCIUTLIUHBL;

o MOJTOTOBKA K MPAKTUYSCKUM 3aHSATHSAM; BKIIOYas JIOMAIIHIO MPAKTUYECKYIO
paboty B o6aake MSDynamicsCRM 365

o MOJITOTOBKA K KEUCY

. MOJTOTOBKA K KOHTPOJBHOU paboTe (TecTy)

6. YueOHas quTepaTtypa u pecypcbl HH(POPMALMOHHO-TEJIEKOMMYHUKAIIMOHHOM CeTH
"HHTepHeT", BKJIKOYas NlepevYeHb Y4eOHO-MeTOANYeCKOro odecneyeHus 1Jis
CaMOCTOSITeIbHOM PadoThl 00y4aroIUXCS M0 AUCHUIITTHHE

6.1. OcHoBHas 1UTEpaTypa.
1. Yepkammn, I1. A. Ctparerus ynpasieHus B3auMooTHomIeHus MU ¢ kiuentamu (CRM) / 11.

A. UYepkammH. — MockBa : HWHrepHer-YHuBepcurer HWubopmanmonusix TexHomoruit
(MHTYUT), 2016. — 420 c. — ISBN 978-5-94774-643-3. — TekcT : 3NEKTPOHHBIA //
DNeKTPOHHO-ONOIMOTeYHAs cucrema IPR  BOOKS : [caliT]. — URL:

http://www.iprbookshop.ru/52212.html

6.2. lonotHUTEIBHAS JIATEPATYPA.

1. Bnosun B.M. WudopmarnmonHsie TexHOJOTHH B (HUHAHCOBO-OAHKOBCKOM cdepe
[OnexTpoHHbIH pecype] : yuebHoe mocobue / B.M. Bnosun, JILE. CypkoBa. — DneKTpoH.
TeKcToBbIe nanHble. — CaparoB: Al [Tu Op Menua, 2018. — 302 c. — 978-5-4486-0237-5. —
Pexxum moctyma: http://www.iprbookshop.ru/71737.html

6.3. Y4yeOHO-MeTOAHYECKOE 00ecTedeHHe CAaMOCTOATEILHOM padoThI.
He npexycmoTtpeno.

6.4. HopmaTuBHbIE IPAaBOBbIE IOKYMEHTHI.

®enepanbublif 3akoH oT 02.12.1990 N 395-1 (pen. ot 18.06.2017) "O 6ankax u 6aHKOBCKOI
JeATeTLHOCTH" (C U3M. U JOIIL., BCTyI. B cuuty ¢ 27.06.2017), Ctates 30. OTHOIIECHHS MEXTY
bankom Poccun, KpeTUTHBIMU OpraHU3aLUAME, UX KJIMEHTaMH U OI0pO KPeIUTHBIX UCTOPUI

6.5. UnTepHeT-pecypchl.

1. https://coderlessons.com/tutorials/microsoft-technologies/izuchite-microsoft-
crm/microsoft-dynamics-crm-kratkoe-rukovodstvoYueonuk. MicrosoftDynamics CRM -
Kpatkoe pykoBoactBo; noctyn 12.12.2019

2. https://crmindex.ru/products Tom 20 CRM cucrem 2020; goctyn 20.02.2020

3. https://docs.microsoft.com/ru-ru/learn/Tlopran ~ oOydeHus Microsoft?  Jloctyn
20.01.2020
4. http://iteam.ru/publications/marketing/section_26/ - Texuomoruu CRM; noctyn
20.01.2020
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http://www.iprbookshop.ru/52212.html
http://www.iprbookshop.ru/71737.html
https://coderlessons.com/tutorials/microsoft-technologies/izuchite-microsoft-crm/microsoft-dynamics-crm-kratkoe-rukovodstvo
https://coderlessons.com/tutorials/microsoft-technologies/izuchite-microsoft-crm/microsoft-dynamics-crm-kratkoe-rukovodstvo
https://crmindex.ru/products
https://docs.microsoft.com/ru-ru/learn/
http://iteam.ru/publications/marketing/section_26/

5. https://www.cfin.ru/itm/crm/ — caiiT comepkuT OOJBIIOE KOJMYECTBO CTAaTed I10
UH(GOPMAIIMOHHBIM CHCTEMaM, TMPAKTHKE HX BHEAPCHUS, HCIOJb30BaHUSA, SKOHOMHUYECKON
oneHku, gocryn 22.02.2020

6.6. UHble HCTOYHUKH

1. The Definitive Guide to Customer Relationship... (Kindle Edition) by V. Kumar /
Pearson Education Inc, FTPress, — 2013 — 350 p.

2. Jlo6oma JI.B. Illar 3a marom. Microsoft Dynamics CRM 2016, M..DKOM, — 2016. —
150 c.

1. KymunoB A. CRM: Ilpaktuka 3¢ ¢dexruBHoro 6usHeca. M3nanue 2. — H3narenscTBo:
1C-ITabaumunnr. — 2012. — 374 c.
2. Caak A.D. u np. HpOpMaIIMOHHBIE TEXHOJIOTUN yIpPABICHUS: YUeOHUK I BY30B. —

CII6.: IMutep. — 2013. — 320 c.

7. MaTepuaibHO-TeXHUYecKas 6a3a, HHPOPMANMOHHbIE TEXHOJIOTHH, TPOrPaMMHOe
obecnieyeHue U HHGOPMANMOHHBIE CTIPABOYHBIE CHCTEMbI

Jns mpoBeneHHs 3aHATUH MO AWUCHMIUIMHE HEOOXOIMMO MaTepUalIbHO-TEXHHYECKOE
o0ecrieyeHre y4eOHbBIX ayIUTOpHd (HArsIIHBIMU MaTepHajaMH, SKPaHOM, MYyJIbTUMEIUHHBIM
npoekropoM ¢ HoyrOykamu (IIK) mnst mpeseHTanmm yueOHOro marepuaia, BBIXOJOM B CETh
Wutepuer, nporpammubiMu npoaykramu MicrosoftOffice (Excel, Word, PowerPoint)) B
3aBUCHMOCTH OT THIA 3aHATHHA: CEMHHApCKOrO0 W JIEKUMOHHOTO THUIOB, TPYHIIOBBIX U
WH/IMBUIYAIBHBIX KOHCYJIBTAIIMN, TEKYIIETO KOHTPOJIS U IPOMEXYTOYHON aTTEeCTAlNH.

JIiist caMOCTOSATENBHON PabOTh 00YJYaAIONIUMCSI HEOOXOAUM JTOCTYI B YHTATbHBIC 3aJIbI
OMOMOTEKH W/WIIM TOMEIICHUE, OCHAIICHHOE KOMIBIOTEPHOW TEXHUKOW C BO3MOXHOCTHIO
nojakitoueHuss K cetu  «MHTepHeT», JocTynm B 3JEKTPOHHYK  MH(POPMAIMOHHO-
oOpa3oBaTenbHy0 cpeny opranuzanuu u IbC.

Ba3bl 1aHHBIX, HHPOPMAIIHOHHO-CIIPABOYHbIE U MONCKOBBIE CHCTEMbI
www.biblio-online.ru —3nekTponno-6ubauoreunas cuctema [IbC] KOpaiit;
http://www.iprbookshop.ru — Dnekrporno-6ubaroTeunas cucrema [IBC] «Iprbooksy»
https://e.lanbook.com - DnekTponHO-O0MOMMOTEUHast cucTema [DBC] «JlaHby.
http://elibrary.ru/ - Hay4nas anextponHnas 6ubnuorekaElibrary.ru.
https://new.znanium.com DiekTponHo-0ubIHOTeYHas cuctema [IBC] «Znanium.comy.
https://dlib.eastview.com — Mupopmarmonnsiii cepsuc «EastViewy.

https://www.jstor.org - Jstor. ITosHbIe TEKCTHI HAYYHBIX KYPHAJIOB M KHHT 3apyOC:KHBIX

U3/1aTeNIbCTB.

https://elibrary.worldbank.org - Dnextponnas 6udnunorexa Beemuproro banka.

https://link.springer.com - TIOJHOTEKCTOBBIE MOMUTEMATHYECKHAE 0a3bl AKATEMHUYECKUX

JKYPHAJIOB M KHUT U3/aTeNIbCTBA Springer.

10. https://ebookcentral.proquest.com - Ebook Central. TlonHble TeKCTBI KHHT 3apyOeKHBIX
HAYYHBIX M3/1aTEIbCTB.

11. https://www.oxfordhandbooks.com - JlocTym K TOJHBIM TEKCTaM CIPAaBOYHHUKOB
Handbooks m3narensctBa Oxford mo mpeaMeTHbIM 00OIacTsIM: SKOHOMHKA U (DUHAHCHI,
npaBo, OM3HEC U ynpaBJIeHUE.

12. https://journals.sagepub.com -  [lomHOoTekcToBass ~ 0a3a  HAy4HBIX  JKYPHAJIOB
aKaJIeMHYECKOT0 M3/1aTeNIbCTBa Sage.

13. CnpaBouno-npaBoBas cuctema «KoHcymbTanT.

14. DnexkTpoHHBIN NEPUOANYECKUI CIpaBOYHUK «I'apaHTy.

NoakowhE

o

©
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