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1. IlepeyeHb NIAHMPYEMBIX Pe3yJIbTATOB 00yUYeHHs MO AUCHUILINHE, COOTHECEHHBIX C
IUIAHMPYEMbIMH Pe3yJIbTATAMM 0CBOEHUS MPOTrPaAMMbI

1.1. Jucumrmmaa B1.B.J12.06.03«YnpaBneHue B3auMooTHoIIeHUus MU ¢ kineHTamu (MSD
CRM)» obecrnieunBaeT oBlaJIcHHE CIACAYIONMMHI KOMIIETCHIUSIMU:

TEXHOJIOTHH JIJISI PElICHUs
NPUKIAJHBIX  (PHHAHCOBO-
HKOHOMHUYECKUX 3a7a4

Kon HaumeHnoBanue Kox HammeHnoBaHue dTamna oCBOCHHUs
KOMITCTEHITHH KOMIIETEHIIUH JTana OCBOCHUsI KOMIIETECHIIUH
KOMITCTCHIUH
[MKc OC Il - 6 | Cnocoben npumensath | [IKc OC 11 -6.3 | CiocoOeH MpUMEHSTh NMpU PELICHUH
UH(OPMAIIMOHHBIC npodecCHOHANBHBIX 33/1a4 OCHOBHBIC

METOJIBI,
MOJTY4YeHHS,
npeno0padboTku
YIOPaBIATh B3aMMOOTHOIIEHHUSIMU  C
KJINEHTaMU (MSD CRM) B
NpeANPUHUMATEIBCKOH NI TETBHOCTH,
B TOM UYHCIE C HCIIOJIb30BaHUEM

CcrocoObl W CpeicTBa
XpaHeHHs u
nH(opManuy,

COBPEMEHHBIX WHPOPMAITMOHHBIX
TEXHOJIOTUI 51 MIPOTPaMMHOTO
o0ecrieyeHus

1.2.B peE3ybTaTe OCBOCHUA JUCHUIUINHBL Y CTYACHTOB JOJIKHBI OBITH C(i)OpMI/IpOBaHBIZ

OTO/TD Koxsrana
(npu HATTMYHUH OCBOCHHSA PesyabTaTnl 00yueHus
npogcranaapra) KOMIIeTeH U
OoT® HA YPOBHE 3HAHMIL:
B. PazpaboTka oTAeIbHBIX TeOpeTUYeCKast OCHOBa YIPaBICHUSA
(bYHKIIMOHATBHBIX B3aMMOOTHOLICHUAMHM C KIHMEHTaMH; TEHICHIUH
HaIpaBJICHUH yIIPaBICHUS pPa3BUTUS COBPEMEHHBIX TEXHMUYECKHUX CPEACTB M
pucKamMu WH(POPMALMOHHBIX TEXHOJIOTHH;
T® HAa YPOBHE YMEHMIi:
B/02.6 paboTaTh C MPOrPaMMHBIMU KOMILJIEKCAMH 110
OKYMEHTHPOBAaHUE IIPABJICHUIO KIINEHTCKUMU
Alotysertitp MKc OCT-63 [P
npolecca yIIpaBJICHUS B3aUMOOTHOIIEHUSIMU; UCTIONB30BATh IS PELIEHUS
pUCcKamMu U QHAJTUTUYECKHUX U YIIPaBJIEHYECKUX 33134
KOPPEKTUPOBKA PEECTPOB MH()OPMALMOHHBIE TEXHOJIOTHH
PHUCKOB B paMKax
HA YPOBHE HABBIKOB:
OTAEIbHBIX ousHec-
pa3BUTHE U TOJNJEpX aHUE  JIOJITOCPOYHBIX
IPOLIECCOB u .
OTHOILIEHUH € KJIIMEHTaMU;(hOPMUPOBAHUS 3aIIPOCOB K
(bYHKIIMOHATBHBIX
. VMCTOYHUKAM JIAHHBIX.
HaIlpaBJICHUI

2. O6beM 1 MecTO TUCUMILTHHBI B cTpyKType OIl BO

Huctumnuna b1.B.J]2.06.03«YnpaBieHue B3auMOOTHOIICHUsIME ¢ kKinueHTamu (MSD
CRM)» cocraBiisieT 4 3a4eTHbIE €IUHUILIBL, T.€. 144 akageMHUUeCKUX Jaca.

Ha xonTakTHyI0 paboTy Cc mpernojiaBarenieM BblieleHo 64 yaca, n3 HUX 32 yaca JeKIHUi
1 32 4Yaca MpaKkTUYECKUX 3aHATUIM, HA CAMOCTOSTENbHYIO paboTy OOydaromuxcsi BbIIETIECHO

76uacoB ayis 09HOM (/0.

Ha xonTakTHYI0 paboTy ¢ mpenoaBaTesieM BbIIeIeHO 32 yaca, u3 HUX 16 yacoB nekuui
1 16 9acoB MPaKTUYECKUX 3aHATHHA, HA CAMOCTOSATEILHYIO paboTy oOydaronuxcs BeienaeHo 108
4acoB I OYHO-32049HOM (/0.



Ha xoHTakTHYI0 paboTy ¢ npenojaBaTesneM BblIeIeHO 24 yaca, U3 HUX 8 4acoB JIEKIUI
1 16 4acoB NPaKTUYECKUX 3aHATHH, HA CAMOCTOSTENbHYIO paboTy 00ydaromuxcs BoieneHo 116
4acoB JIJIs 3a09HOM ¢/0.
CamocrosarenbHass paboTa 00y4aroIUXCs MPOBOAUTCS C HCHOJIb30BAHUEM CUCTEMBbI
muctanionHoro ooyuenus (C1O) Akanemun B yka3aHHOM 0ObeMe.

Mecto nucnunmianasl B OII BO
JcuunnuHa peanusyercs nocie nzydeHus qucuuiuiniel b1.B.10«®uHaHCcOBbIE PBIHKH
u uHetuTyTh»; b1.B.11 «Kopnoparususie punance» Ha4 Kypce B 7 ceMecTpe AJis CTYACHTOB
ouyHON (opMbl 00y4yeHHs; Ha 4 Kypce, B 8§ ceMecTpe IJsl CTYyIEHTOB OYHO-3a04HOM (HOpMBI
oOydeHwus; Ha 5 Kypce, B 9 cemecTpe ISl CTYIEHTOB 3a04HOUN (hOpMBI OOYUCHHS.

N3ydyeHne AMCUMIIIIMHBI 3aKaHYMBAETCS 324ETOMC OLICHKOM.

3. Coep:kaHue U CTPYKTYPa JTMCHHMIINHBI

Ounasn hopma odyuenusn

O6beM TUCHMILIMHBI, YAac. ®opma
KonrakTHas padora TEKYLero
HanveHoBaHMe TeM 00y4alomuxcsi ¢ KOHTPOJISA
Ne n/m npenojaasaresieM 1 ycneBaeMocTH* ¥,
(paznenoB) Bcero Cp .
10 BH/AaM y4eOHBbIX MPOMEKYTOYHOI
3aHATHIA arrecraumu***
J | JIP 3 KCP
CRM B
Tema 1 MPeANPHHUMATEIBCKON 32 6 6 12 o
JeSITEILHOCTH
Bgenenue B
Tema 2 nH(pOPMALMOHHYIO 28 6 6 16 K
cucremy CRM
Tema 3 | YnpaneHue npogakamu 28 8 8 16 Ke
Tema 4 Y mpabieiiie 28 | 8 8 16 0
MapKETUHTOM
Tema 5 YTpaBICHHC 24 | 4 4 16 0
00CTyKNBaHUEM
IIpomesxyTouHast aTTecTaris 4 3a0
Bcero: 144 32 32 76
Ouno-3aounan ghopma 0o6yuenusn
O0beM TUCHUTIUHBIL, Yac. ®opma
KonTakTHas padora TeKyLIero
00yYaroIUXCs ¢ KOHTpO.H
Ne o/ HaumeHoBaHue TeM l'[perlO[[aBaTe.HeM ) ycneBa*eMocTn
(pasaesioB) Bcero Cp :
10 BHIaM y4eOHbIX IPOMEKYTOUHO
3aHATHH i
JI JIP I3 KCP arrecTamumu***
CRM B @)
Tema 1 HPEANPHHIMATETECKON 16 2 - 14
JeSITEILHOCTH
Tema 2 Beencre B 30 | 2 2 26 K
MHQOPMAIOHHYIO CHCTEMY

!CamocTosaTensnas pabora npoBoauTcs ¢ ucnonbiosanueM CIO AxkageMun
2CamocTosiTebHAS pabota mpoBoautcs ¢ ucrons3zoBanneM C/1O Axanemun




O0BbeM THCHHUILIMHBI, Yac. ®opma
KonTakTHas padora TeKyLIero
00yYaroIIuXCs ¢ KOHTPO.H
No /it HaumeHnoBaHue TeM IpemopaBaTeen , ycneBaemocTn
(pa3aesion) Bcero Cp :
10 BHIaM y4eOHbIX IIPOMEKYTOUHO
3aHATHH il
JI JIP nm3 | KCp aTTecrauu™***
CRM
Tema 3 VIpasneHue npoaaxamu 36 4 6 26 Ke
Tema 4 | VYmpaBnenue MapKeTHHIOM 30 4 22 0]
Tema 5 YnpasneHue 28 4 4 20 O
00CITyXKBaHHEM
IIpomexyTouHas aTTecTanus 4 3a0
Bcero: | 144 16 16 108
3aounan ghopma o0oyuenusn
O0beM TUCUHHUIIJIMHBI, Yac. ®opma
KonrakTHas padora TEKYILero
00y4aKoUuXCcs ¢ KOHTPOMS
No /i HaumenoBaHue TeM npemonaBaTeem X ycneBaemocTH
(pasaesioB) Bcero Cp :
10 BUJAAM Y4eOHbIX POMEKYTOUHO
3aHATHH il
JI JIP nm3 | KCp arrecramqum* **
CRM B 0]
Tema 1 HpeIpPUHUMATETBCKON 18 2 - 16
JIeATEIbHOCTH
BBenenue B K
Tema 2 | uHPOPMALMOHHYIO CHCTEMY 28 2 2 24
CRM
Tema 3 VipasiieHue npogaxkamu 38 2 6 30 Ke
Tema 4 | VYupasienne MapKETUHIOM 30 2 4 24 O
Tema 5 Ynpasnenne 2% . 22 O
00CTy>)KUBaHUEM
IIpomexyTouHas aTTecTanus 4 3a
Bcero: | 144 8 16 116

**

xonmponvhwvle pabomsl (K), onpoc (0), keiic (Ke).

*kk

akzamen (3a).

Conepxanue JUCHUIIMHBI

Tema 1. CRM B npeanpuHuMaTe/ibCKOil 1esiTeIbHOCTH
Onpenenenne CRM. OcHoBHble KOMIOHEHTHI M HHCTpyMeHThI CRM. Yto naer
npeanpuaumatento CRM. Acnektet CRM. OcHoBHble neiictBus nipu [Ipogaxax, MapkeTunre,

O6cnyxuBanuu. 7 crparernit CRM. MHpopmarmonnsie cuctemsl noanepxkku CRM

Tema 2. Beenenne B nunpopmanuonnyo cucremy CRM
Opranuzanus gaHHbiX. OcHoBHBIE paszaensl: [Iponaxu, Mapkerunr, Cepsuc. Tumbl
naHHbIX. Tunel 3anuceil. Jlentsl npoueccos. [lonp3oBaTenu cucreMsl U UX poiu. Mapopmarus

0 JEeHCTBUIX. AHanmuTHyecKue IaHelH.

3CamocrosarensHas paboTa mpoBogutcs ¢ ucnonbzosanueM CJIO Axagemun

— paspabomuux yKaszvleaem Heobxooumvle Gopmbl MeKyue2o KOHMpOJs YCHeaeMOCmu:

- paspabomuux yKazvleaem HeobOX0Oumbvle BOpMbl NPOMENHCYMOUHOU ammecmayuu: 3adem (3a),




Tema 3. YnpaBJjieHue npogakaMu

OcHoBHBIE TOTPEOUTENBCKUE CIEHAPUW MPOJAX. 3amuCH M JaHHBIE B TpoIleccax
nponax. Mutepec, Bo3moxknas cnenka, Kommepueckoe npenjoxkenue, 3aka3, Cuer. 3anucu o
KOHTaKTaX, KOHKYpPEHTax M ToBapax (karajor mpoaykuuu). [Ipalic — JHCTBI M CXEMBI
1eHooOpazoBanus. Jluteparypa To TpojakaM. YTpaBlICHUE 3alHMCIMH O TMPOJaXax B
COOTBETCTBUHM C JIEHTOW TMpoIlecca NpOAaK M HA3HAYCHHBIMU pPOJISIMU  TOJIH30BaTENEH.
Ucnonws3zoBanne (uHaHcoBoi mHPOpMammu, coaepxamieiicss B 3amucsx o mpogaxax CRM.
[TocTpoeHne aHAMUTHUYECKUX TMaHene mans pa3paboTku S(HEeKTHBHONW cTpaTeruu 1o
YIYYIICHUIO SdKOHOMUYICCKOU JEATSIIEHOCTH MPEATPUSITHS.

Tema 4. YnpaBieHne MapKeTHHIOM

Hukn mapketunra ¢ o6patHoil cBs3pi0. Co3gaHMe M HMCIIOJIB30BAHME MApKETHHIOBBIX
cnuckoB. Mcnonb3oBanue monyinen «beicTpble kammaHuu» U «MapKeTUHIOBBIE KaMIIAHUN
BCRM. Illabnonsl xamnanuii. Ponp perucrpauuu AeicTBHII M MapKETHHIOBBIX CIHMCKOB B
kamrnanuu. Mcnonbe3oBanue Jluteparypsl 1o npogakaM B KaMIaHMAX. 3aXBaT M yNpaBJICHHUE
OTKJIMKaMM Ha KammaHuto. CBa3p ¢ HMHrepecamu B Mopayie mnpojax. lcmonb3zoBaHue
¢uHaHcoBON MH(OpMaLUK, coepxaleiics B 3anucsax o kamnanusx CRM.

Tema 5. Ynpasienue o0ci1y:KuBaHnemM

OcHoOBHbIE TOTPEOUTENBCKUE ClIeHAapHH 00cTykuBaHus. CyIIHOCTH U TUIIbI 3alMCEl pu
00CITy’)KUBAaHUH: KJIMEHTBI, Clly4au (Keichl), IeUCTBHSL, IEUCTBHS MO Pa3pelIeHHIO Kelca, CTaTbu
0a3pl 3HAHUU, JOrOBOpHI Ha oOcCIyxuBaHue, ouepeau. Knaccudukaius keiicoB. CBs3b ¢
KaTaJoroM TOBapoB/yciyr. Bo3MOXHOCTH oIpeieieHus] MeTPUK KauecTBa pa3pelIeHus] KeicoB.
Hcnonws3zoBanne puHaHCOBOM MHPOpPMALINM, COAEPKAIICIHCS B 3aMUCIX O KEHCaX M IOTOBOpax
obciyxuBanusi CRM. Bo3MoKHOCTH MOyl paclIUCaHusl OOCITYKUBAHUSL.

4. MaTtepuaJjbl TEKylIero KOHTPOJISI yclleBaeMOCTH 00y4aomuxcsi 4 (pOH/ OLeHOUHBIX
CpPeACTB MPOMEKYTOUHOM aTTEeCTALMHU 1O TUCHUILJIMHE

4.1. Tekymuii KOHTPOJIb YCII€eBAEMOCTH

4.1.1. ®opMbI TeKylIero KOHTPOJISA yCIIeBaeMOCTH

Tema (pa3nen) MeTo/1pI TEKYIIET0 KOHTPOJISI YCIIEBAEMOCTH

CRM B npennpuanmarensekoii gesitensioctd | TECT

Beenenue B unpopmannonnyio cucremy CRM | TECT

Vupasienune npogaxxaMu KEWC, TECTOBBIE 3AJIAHW A
VipaBieHHEe MApKETHHIOM OITPOC
VpasieHue 00CTyKuBaHHEM OITPOC

4.1.2. MaTtepuaJibl TEKYLeI0 KOHTPOJISI yCIIeBAeMOCTH

Cnucox BOpocoB 151 NOATOTOBKH K o1ipocy 1o teme 1:
CRM-cucremsl B Mupe. TeHACHIINN pa3BUTHSI.

Amnanus cocrostuuss CRM-cucrem B Poccun.

[Tpuopurets momp3oBarenst CRM. 3agaun.

CRM: npo0GeMbl U IEPCTIEKTHBHI.

O6naunast CRM: muirocsl 1 MUHYCBI.

Heckronnas CRM mirockl 1 MUHYCBI.

Kak noHsTh, 4To KoMnanuu Hy>kHo ot CRM?

MoxHo 5 o6oittuce 6e3 CRM? Korna ne ctout BHeapsate CRM?
Hackobko 3HaYUM MOOWMITBHBIN JOCTYIT JiIs rosib3oBarenss CRM?

CoNO~WNE




10. CRM, xak crparerus u CRM, kak HHCTpYMEHT, KOTOpbII HOJAEPKUBACT 3TY
CTpaTeruro.

11. PasnuuHble TUNBI MOJENEN KITUEHTA.

12.  Onumure posb OCHOBHBIX THIIOB 3amuceil, ucnoibp3yembix B MicrosoftDynamics CRM.

IIpumep BOmpocoB TecTa IJIsl TeMbI 2:
1. Yro takoe Bo3smoxHas cuenka?

() OGeriranue KIMEHTA COBEPIMTD MOKYIIKY

() [oTenmumanpHas mpoaaxa

() To xe camoe, uto MHTEepec

() 3amuce, co3maBaemMasi py MOATOTOBKE MPEUIOKEHHUS C PACIICHKAMH
2. Kaxoii Tun 3anucu B MicrosoftDynamics CRM cootsercTByeT
MMOTCHIIUATLHOMY KIHCHTY?

() Opranuzanus

() Konrakr

() Kiuent

() Untepec

() Bo3moskHas crernka
3. B kakue u3 nepeunciieHHbIX HIDKE TUIIOB 3aIllMCel Hellb3si ipeoOpa3oBath B MHTEepec?

() Opranmzanus

() KonkypeHt

() Konrakr

() Bo3moskHas caenka
4. Kaxkwue u3 crneayronux 3anuceit B MicrosoftDynamics CRM npumensiroTcs
TSI “THOOPMHUPOBAHUS MIOTCHITMAIBLHBIX KIIMEHTOB O MPOJIYKTaX U IeHax?

() Unrepec

() 3aka3

() MpomyxThI

() JTurepatypa

() Hpemnoxenue ¢ pacleHKaMu
5. Kak Ha3pIBaeTcs HA0Op IIeH Ha MPOJYKT, KOTOPHIE MOTYT H3MEHSTHCS TIPU
OTIpeICTICHHBIX YCIOBUSX?

() Crmcoxk ckumok

() [patic-nmuct

() MpomyxT

() Ipennoxenue ¢ paciieHKaMH

() Equauner usmepeHust
6. SBisieTcs mu npuMeHeHue 3anuceid IHTepecoB 00s13aTeIbHBIM B IpoOIeccax
npoaax?

() Ma

() Her
7. SIBisieTcst M ClieAyIONIee YTBEPKICHUE HCTUHHBIM WIIH JIOKHBIM? JIOKYMEHT JIUTEpaTyphl
MO>KHO BJIOXKHUTH B COOOIICHHUE AICKTPOHHON TTOYTHI.

() Ma

() Her
8. Kakue u3 ciaeayromux THIOB 3aMuceil MOKHO mpeoOpa3oBaTh B KoHTakT?

() Opranuzanus

() KonkypeHt

() UnTepec

() Bo3moskHas caenka
9. Kakwue u3 cneayrommx tumos 3amnuceit B MicrosoftDynamics CRM npencraBisior
MOTEHLUAIBHYIO NPOJIAXKy?



() KonkypeHt

() UuTepec

() Bo3moskHas cienka

() JIuteparypa
10. 3amwmch kakoro TUMa HEOOXOUMA JTSI CO3TAHHSI BOSMOKHON CIETTKU?

() KonkypeHnt

() Knuent

() Unrepec

() MapkeTHHrOBBI# CITHCOK
11. Yro Takoe BO3MOXKHAA cAeKa?

() To xe camoe, 4TO UHTEPEC.

() 3amuch, cozmaBaemast OCIIE MOATOTOBKH MPEIOKEHUS

C pacIieHKaMH.

() MorenmuanpHas mpoaaxKa.

() OGemanue KIMEHTa COBEPIIUTH MTOKYIIKY.
12. Opranuzaimsi, acCOIMUPOBAaHHAS C 3aKPHITO BO3MOXHOH CIIEITKOM,
cooOumia 06 N3MEHEHUH CBOETO PELICHHUS U MPOsSBUIIA
3aMHTEPECOBAHHOCTH B 3aKJIFOYEHUU KOHTpaKTa ¢ Bamiend kommnanuen. Kak
CIIe/TyeT OTPa3uTh TaKylo NOTCHIUAIBHYIO poaaxy B MicrosoftDynamics
CRM?

() Ha3znauuTh 3aKpBITYIO BOZMOKHYIO CAEIKY CIEIUAINUCTY I10

poIaXKaM.

() Co3maTh HOBYIO BOBMOKHYIO C/IEIIKY.

() Yaanutb BO3MOXHYIO CHIETIKY.

() IToBTOpHO OTKPBITH 3aKPHITYIO BO3MOXKHYIO CIICIIKY.
13. SBnsiercs U CIEAYIONICe YTBEPIKICHHE HCTUHHBIM HUJIH JIOKHBIM? 3anuicu
BO3MOXHBIX C/IEJIOK, UMeroInue cratyc «Crenka 3akimodeHay u «Crenka He
peann30BaHay, JOCTYITHBI TOJIBKO JIsl YTCHHS.

() Ma
() Her

IIpumepsl KeiicoB Ajsi pa3dopa no Teme 3:

Keiic «busHec-npoueccbn»

Cepreit IBaHOBUY PYKOBOJIUT KOMITAHHEH MO MOIIMBY W ONTOBOM MPOAAXE OJCKIbI B
Cankr-IlerepOypre. /IBa rona nazan Cepreit IBaHOBHMY pemni, yTo Ou3HeC TpeOyeT pa3BUTHS,
HO CHayaja HeoOXOIMMO HaBECTH TOPSIOK C BHYTPEHHUMH MPOLIECCAMH KOMITAHUH.

Bkpartue curyamus Obuia crefyromiasi: 3aka3bl OT KIHMEHTOB TEPSUIUCh, 3aKa3bl Ha
MIPOU3BOJICTBO BBITMIOIHSINCH HETOYHO, JKAIOObI KIIMEHTOB HE Bcerya o0padaThIBAIMCh | T. [I.
Cepreii VBaHoBHY 0oOpaTuiics B KOHCAJITHHTOBYIO KOMIAHHUIO ISl MCIPABICHUS CUTYAIlUH.
busHec-KOHCYIbTaHTBhI, IPOAHATU3UPOBAB BHYTPEHHUE MPOLIECCHl pa0OTHl KOMIAHUH, YKa3alu
«TOHKHE» MeCTa M MPEJIOKUIN MOJEPHU3AINIO OU3HEC-TIPOLIECCOB «3aKa3», «IPOU3BOJICTBOY,
«BBICTAaBKa», «pa300p xayoOb». PaboTa Oblia BBIIIOJIHEHA B CPOK, M OTUET C HOBBIMU OM3HEC-
nporeccamu kommnanuu Jier Ha cron Ceprero MBanoBuuy. Kazanoce, 4to camoe TpyaHOe 03311
U Teneph Jiesia moiuayT B ropy!

C HOBBIMHU OHM3HEC-TIpOIIECCAMU HEMEJJICHHO O3HAKOMUJIHM BCEX COTPYIHHUKOB. bbuin
Cc/IeaHbl OOJIBIINE U SIPKHUE IIBETHBIC PACTIEYaTKH, KOTOPBIE Pa3BECHIIN B OT/IETAaX OKOJIO pabounx
MECT COTpyAHHMKOB. Ho oXumaeMoro pesyinbraTa HE MOCIEAOBANO: 3aKa3bl MO-TIPEKHEMY
TEPSUTHCH, 5Kalo0bl 00pabaThIBAIUCH Yepes3 pa3 u T. II.

Cepreit IBaHOBMY A0/T0 JymMas, KaKk MUCIPaBUTh CUTyaluio, u pemwi: «Heo0xoaumo
«OymakHbIe» OH3HEC-TIPOLIeCChl MOMECTUTh HEMOCPEICTBEHHO B CUCTEMY aBTOMAaTH3alluy,
cAenaTh MX <(OKUBBIMHY», HHTETPUPOBATh B pabouyro cpeny KommaHuu. I[lycTh Kaxnablit
COTPYAHHMK BUJIUT OM3HEC-TIPOIIECC Y ce0s1 Ha IKpaHe MOHHUTOPA M pabOTaeT C HUMY.



[Ipennaraercss OTBETUTH Ha BOIPOC: «3aueM OM3HEC-TPOLecC HY)KEH BHYTPH CHUCTEMBbI

aBTOMaTH3AIUU Y.

[TocTaBbTe MItOCH (+) HAIPOTUB TEX MYHKTOB, KOTOPHIE Bbl CUUTAETE AKTYAIbHBIMU JUIS

Ballleli KOMITAHUH, U MHUHYCBI (—) — HAPOTHB TeX, KOTOPHIC K Ballleli KOMITAHUU HE OTHOCSTCS:

e UYtoObl 337aTh MPaBUIBHYIO MOCIEAOBATEIBHOCTh ACHUCTBHIA AJST JOCTHKEHHS TpeOyeMoro
pesyibrata. Hanpumep, MOXKHO YCIIOBHO B KadecTBE OM3HEC-TIpOIecca pacCMOTPETh yTPO
OyIHero JHs: MPOCHYJICA, MPHUHSUT AyII, MOYUCTUI 3yObl, MO3aBTpaKaj, Ofescs, oexal Ha
paboty. BaxkHa npaBrIIbHAS TTOCIIEIOBATEILHOCTD IEHCTBUMA. A €CIIA TIEPECTaBUTh MECTaMH?
Uro nonyuurcs?

e UToOBI AJIs KQXKIOTO dTara padoThl (Ou3HEC-mpoiecca) ObLT OTBETCTBEHHBIN COTPYIHUK. TOT,
C KOT'O MOXHO CIIPOCUTH pe3yibTaT. [loMmHuTE 0 coBeTcKuX Koiaxo3ax? Eciau oTBeTCTBEHHBIE
BCE, TO CIIPOCUTH HE C KOTO.

e UroObl koMmaHus paboTala B E€IUHOM pHUTME U CTaHaapTte. Hampumep, MOXKHO
MPOAHAIU3UPOBATh XOJ BBIMIOJIHEHUS TEKYIIMX OW3HEC-TIPOLIECCOB U BBIIBUTH CTaIUU
(3amaum), Ha KOTOPBIX TEPSETCS BPEMSI.

¢ YT0OBI KOMMPOBATH OTBIT JIYUITUX COTPYAHHKOB, CO3/1aBast Ha 0a3€ 3TOT0 YeTKHE HHCTPYKIIHH
U perjamMeHTsl Uil coTpyaHukoB. Hampumep, y menemxkepa lletpoBa camble BbICOKHE
Opofakh B OTHEJIE; Mbl aHAIU3UPYEM €ro paboTy C HOBBIM KJIMEHTOM U COCTaBIISIEM
IIOCJIEIOBATEIbHOCT JCHCTBUH M PErjaMeHTOB NpU paboTe C HOBBIM KIHMEHTOM IS
COTPYJIHHUKOB BCEIr0O OT/ENA MPOIaK.

e YroObl KOHTPOJIUPOBATH IMPOLIECC BBHIMOJHEHHS BBIJAHHBIX COTPYIHUKAM IOPYUYECHUH.
Hanpumep, pykoBoauTesnb, NeperpykeHHbli paboTol, BbIJAET MOPYyYEHHE COTPYIHUKAM C
nomombtlo CRM-cuctemsl. [lo3xke, B cBOOOIHYIO MHUHYTY, OH (OPMHUPYET OTYET IO
BBIIaHHBIM MOPYYEHUSIM ISl TOTO, YTOOBI MPOBEPUTH PE3YyIbTAThI PAOOTHI.

¢ YT10ObI KOHTPOJIUPOBATH COCTOSIHUE OM3HECA: CKOJIBKO BCETO OTKPBITHIX MPOIIECCOB, HA KAKOM
JTare HaxoJATCS, KOTJa 3aKOHYaTCs. DTO MO3BOJISET MOBBICUTH YIPABIAEMOCTh OW3Heca.
Hanpumep, B 6usHec-niporiecce «Pa3oop xanoosn» 80 % xanob HaxozmsaTes Ha dTamne «Pa3zoop
XKano6». DTO CUTHA, YTO OT/IE] HE CIIPaBIISIeTCA C 3a7aueil U He0OXOANMbI KOPPEKTUPYIOIIHE
JEUCTBUS.

e Hamnumure CBOIO IPUUYNHY.

Keiic «O0men nndopmanmeii»

HNpuna — MoJIOO0M pPYKOBOAMTENb OTAEIA MPOJAX KOMIIAHWH, MPOJAIOIICH CHUCTEMBI
KOHAUIMOHUpOoBaHus B ExarepunOypre. Eit u coTpyaHukam ee oTena mpuxoauTcs peryaspHo
KOHTAaKTHUPOBATh C OTIEJIOM 3aKYIIOK, OTJIEJIOM JOCTaBKH, OyXTaJlTepuell W OTIEJIOM CepBHCa
KoMIIaHuU. B mocrnenHee Bpemsl YYacTHIUChH Cllydad HENMOHMMAHUsS, MOTEPH M HCKAKEHUS
nepegaBaeMoil MHGOPMAIIUU MEXAY COTPYAHUKAMH OTJAENIa MPOAaX W JAPYTHMMH OTIeIaMHu
KoMIIaHuM. BoT, Hanpumep, Ha MPOINUION HeJlelle epeIaau Ha TECTUPOBAHUE IBA KOHAUIIMOHEPa
B OTJIEJI CEpBHUCA. Y CTHO JIOTOBOPHJIMCH C COTPYIHUKOM OTJIeNia O TOM, YTO B T€UCHHE HEIETH
obopynoBanue OyneT MPOTeCTUPOBAaHO. Uepe3 HeNeN0 OKa3hIBAETCS, YTO TAKOro MO0OemaTh
HUKTO HE MOT W CTaHJApTHBIA CPOK TECTUPOBAHUS — JBE HEJCIH. DTO MOPOXKIAET CEPhE3HOE
HEJOBOJIBCTBO COTPYIHUKOB C 00EHX CTOPOH U HAIIPSIMYIO OTPAXKAeTCs HA KIMCHTAX.

Npuna B pacrepsHHocTH: «M3-3a HECOrnacoBaHHOCTHM B CJIOBaxX  MOSIBJISETCS
HECOTJIACOBAHHOCTh B JIEJIaX, CPBIBAIOTCS CPOKH MIOCTABOK U YCTAaHOBKHU CUCTeM. Pacter obiiee
HEJIOBOJILCTBO COTPYJIHUKOB W KJIMEHTOB. 3asBKa WM BOIPOC, TMEPEIaHHbIE COTPYIHHUKOM
OTJIeNIa IPOJIaX B APYroe Mopa3AelieHue, 4acTo He 00pabaThIBAIOTCS B yKa3aHHBIC CPOKU HMITU
MPOCTO TEPAIOTCS. TakKe COTPYIHUKY CIIOXKHO OTCICAUTh (akT MpueMa TepelaHHOTO
COOOIIEHUsT KOJUIETAaMH M CPOKH Hadaja U OKOHYaHUS ero o0paboTKU. DTy CHTYalHI0 MOKHO
CPaBHHTH C OITyCKAHWEM KOHBEpPTA B YEPHBIM SIIMK M OXUJIAHHEM, YTO MPOU30HeT... bymer
otsBeT win HeT? Korma? 1 ot koro?».
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MoskeT ObITh, HE B TOYHOCTH TaKHe, HO OYEHb MOX0XKHE CUTYaIlMH BCTPEUAIOTCS TTOUYTH B
Kaxk7o0i kommnanuu. [loaTomy npeanaraem 4uTaTelto BCHOMHUTB MPOOIEMbl, KOTOPBIE BHI3BIBAET
B KOMIIAaHUHU OTCYTCTBHE TE€XHOJIOTHH TIepeaadd HHPOPMAIIUA MEXTY COTPYAHUKAMH, U BMECTE
COCTaBUTh CIHCOK OTBETOB Ha BOMPOC: «3a4eM HYKHBI MEXaHU3MBI Tepefaadund MHPOopMaIuu
MeXIy coTpyaaukamu?y. [loctaBpTe mItoCck (+) HAIPOTHUB T€X MYHKTOB, KOTOPBIE BBl CUUTAETE
aKTyaJbHBIMH JUIs Balled KOMITAHWW, U MHUHYCBI (—) — HANpOTHUB TEX, KOTOpPbIC K BaIleh
KOMITAHUH HE OTHOCSITCS:

e UtoOBl He mOTepATh MHPOPMAIMIO MU TEepeaade ee APYromy coTpynHuky. Hampumep,
YCTHO TiepeAaHHas HH(OpMaNrs MOKET ObITh 3a0bITa, a IBETHAS OyMaXkka, MPUKICCHHAS
Ha MOHUTOP, MOXKET OTKJICUTHCS M TIOTEPATHCS. UTOOBI 3TOT0 HE CIIYYHIIOCH, HH(DOpMAITHIO
Jy4lIe TepeiaBaTh B TUCbMEHHOM BUJIE YEPE3 CUCTEMY aBTOMATHU3AIUH.

¢ UYt00BI 3HATH, KOMY ObLIa Mepenana nHGopMaIHs U YTO ¢ Hell mpousornuio. Hanpumep, ecnu
COTPYAHHK TEpEeaeT 3asiBKY B APYroe Moapa3esiCHHe, OH MOXKET 4epe3 KaKkoe-TO Bpems
IPOBEPUTh CTAaTyC ATOW 3asBKU M y3HATh, KaKue JCUCTBUSA MO HEW ObUIH MpeANpPUHSITHI
aZpecaTom.

e Yr0oOBI aBTOMATHYECKH TIEpeaaBaTh 3a/1aUH MO cleiake (OM3HEC-TPOIECCY) OTBETCTBEHHBIM
coTpyaHukaMm. Hanpumep, eciiu 0JuH COTPYHUK BBITIOJHUI CBOIO 33/1a4y B paMKaXx C/IEJIKH,
TO CHCTEMa aBTOMAaTUYECKH CO3/IaeT CJIEAYIOUIYIO 3a7a4y APYrOMY COTPYAHHKY, HE Tepsis
BpPEMEHH Ha Tiepeady HHPOpMAaIiH.

e UtoOwml BbmaTh «IlopydeHHE» COTPYAHHKY W TPOKOHTPOJIUPOBATH €r0 HCIIOJHEHUE.
Hamnpumep, eciivt pyKoBOIUTETIO HEOOXOIUMO MTOPYIHTh KaKoe-Tn00 3aJaHne KOHKPETHOMY
COTPYAHUKY M HA3HAYUTh KOHTPOJIEPA 32 XOJOM €T0 BBIMOJIHEHUS, TO 3TO MOXHO C/I€NaTh C
MTOMOIIBbIO OM3HEC-TIpoIIecca.

e Hamnumure CBOIO IPUUYNHY.

TecToBbIC 321aHUA
1. lebuHunus TepMuHa OM3HEC:
a) IlpuHOocsmIast J0X01 ASSITENbHOCTh TPAKIaH, UMEIOIIMX COOCTBEHHOCTh
b) CoBOKYITHOCTb OTHOIIICHUN MEXK/Y YYACTHUKAMH, 00Pa3yIOIIUMHI KOMaH Ty
€IMHOMBIIIICHHUKOB C LEJTBIO MOJyYCHHUS TI0X0a OPraHU3auH
C) WHurmatuBHAS CaMOCTOSTENbHAS IEATEILHOCTh MPAXK/IaH U UX 00beTUHEHUIHA,
HaTpaBJICHHAs Ha MOJIyYeHUE MTPUOBLIH, OCYIIECTBISAETCS TPakJaHAMU Ha CBOW PUCK U
0JT CBOO UMYIIIECTBEHHYIO OTBETCTBCHHOCTD B TIpezieiiax, onpeaensemMbix OI1D
TPEIPHUS TSI
2. YyacTHHKaMHu OM3Heca SBIISIOTCS:
a) MeHemKepsl
b) Ilpennpunumarenn
c) KostekTrBHBIC TOTPEOUTETH TPOAYKIIMU
d) I'maBel rocynmapcts
e) Toc. oprabl, KOraa OHH BBICTYIIAIOT HEMIOCPEACTBEHHBIMU YYaCTHUKAMH CJIEJIOK
3. busHec, kak cuctema, HaJeJIeH YeTHIPHMS CBOMCTBAMM:
a) PeakTMBHOCTH
b) IIpotuBOpEeUYHBOCTDH
C) bBecnpuHIHUIHOCTD
d) CamocoxpaHseMOCTh
e) LlemoctHOCTD
f) AkTuBHOCTH
g) Llenecoobpa3HocTh
4. UudpactpyKkTypa IpeanpuHIMATEILCTBA!
a) Coro3bl MpeArnpuHUMATEIICH
b) Jerckue campl
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c) KoncantuHrossie Gpupmbl
d) banku
e) MyHUIMITATATET
5. ®akTOphI CO37aHUS OIATOMPUATHOTO TPEANPUHIUMATEIHCKOTO KJIMMAaTa:
a) Poct nomnu cdepsl ycayr
b) JIbroTHBIN HAIOTOBBIN PEKUM
c) Co3znaHue HHHOBAIMOHHBIX [ICHTPOB
d) TloBeiieHHe KauecTBa pabOUEii CHITBI
e) Ilcuxomnorust HCKITFOYUTEIBHOCTH
6. OrpunarenbHOE BO3/ICHCTBUE HA CO3[aHUE OJIArONpPUATHOTO TPEANTPUHIMATEIHCKOTO
KJIMMaTa OKa3bIBAOT:
a) Bbicokas HOpMa HAKOILICHUS
b) HenocraTo4yHoe roc. peryiupoBaHue
c) Wudmsus
d) BpaxaeOHOE OTHOIIICHHE K YaCTHOMY CEKTOPY
7. Bu/IbI IJTaHKPOBAHUS:
a) dopmanpHOE U HehOpPMATLHOE
b) Oo6miee u yacTHOE
C) VYcmemHoe U 6e3yCHeniHoe
8. [l ycnenmHoi oprann3anuu bIT He00X0AMMO HATHIHE CIISIYIONINX 0053aTeIbHBIX
YCJIOBHIA:
a) BuyTpeHHss HHPOPMALUS O IS TEIBHOCTH MPEIIPUITHSI
b) CootBeTcTBYIOIIast OpraHU3aI[MOHHAS CTPYKTYpa
c) Hoseiiue nporpaMMHbIE MPOYKTHI
d) Hannuue KOHCYJIBTAIMOHHOW YCITYTH
e) Merononorndyeckas 6a3a KOHTpoJs 1 aHaimu3a bI1
9. OcuoBHbIe cTagunu nporecca BIT:
a) Paspabotku bIT
b) Peanuzaruu BIT
c) Konrpons BIT
d) IloaroroBurenbHast
10. [Mpunune! peanuzanun bI1 kak npomecca:
a) ITlpuHIMI MHOTOBapUAHTHOCTU
b) IMpuniun rubkocTH
c) IlpuHUMO HETIPEPHIBHOCTH
d) TIpuHIWUO HHTEPAKTUBHOCTH
11. OcHoBnas nens bIT:
a) IlonyueHue npuObLIH
b) Opranuzanus u IIAHKPOBAHKE X03. ACATSILHOCTH HA OT/ICIIBHBIC IEPHOJIBI
C) PasButue u yKperuieHHE SKOHOMUYIECKOTO MOTEHITHAIA PEAPUHAMATENS
d) Pa3BuTHe KOHTAKTOB MPEANPUHUMATEIIS
12. KT0 sBIsIeTCsl 3aMHTEPECOBAHHBIMU CTOpOHAMHU co3aanust bIT:
a) KoHkypeHTbI
b) TIlocraBuwku
c) HuBecropbl
d) IMorpeburenn
e) OpraHbl UCIIOJHUTEIBHOM BIIACTH
13. TOO st0:
a) CrnenupuyuecKuii IIIAHOBBIA JOKYMEHT JJISl CO3IaHMs U Pa3BUTHSI POMBIIUICHHBIX
00BEKTOB
b) Kpatkoe u moctynmHoe 000CHOBaHHE MPEATOIAraeMOro OM3Heca, TIO3BOJISIOIIEE
BbIOpaTh Han0oJIee NEPCIIEKTUBHbBIE PELICHUS
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14.

15.

16.

17.

18.

19.

20.

21.

22.

23. Jlyis Henpou3BOACTBEHHBIX (PUPM MOTPEOHOCTH B JOJIFOCPOYHBIX AKTHBAX, OOOPOTHBIX

c) Cucrema pacueTHO-(HHAHCOBBIX JOKYMEHTOB, HEOOXOAUMBIX ISl 00OCHOBaHHS U
MPOBEICHUS COOTBETCTBYIOIINX PA0OT MO PeaTH3alliy MPOEKTa

Otnnume BII ot cTparernueckoro COCTOUT B:

a) Iemsax

b) TopusonTe BpeMeHH

C) Macmrabe KOHTPOJISI

Pa3paborunkom BIT MoxkeT ObIT:

a) PykoBoaurens Gpupmbl

b) Menemxkep

c) T'oc. UCTIONMHUTENBHBIN OpraH

d) Koncantunrosas pupma

K ocHOBHBIM pa3eniaM OH3HeC-TJIaHa HE OTHOCST:

a) Ilman mapkeTuHra

b) Ilman mpousBoacTBa

c) Ipunoxenus

d) TuTysbHBIH JTHCT

e) OrnaBineHue

f) Pestome

TutynbHbIN TUCT OU3HEC-TUIAHA COACPKUT:

a) MecTo MOArOTOBKH IJIaHA

b) HammenoBanue u agpec npeanpUsITUSI

C) CpoK OKyImaeMOCTH IPOCKTa

d) Oskumaemast cpeiHEr010Bast MPUOBLIH

e) Tenedonsl mpeanpusTUs

OnruMasbHbIi 00beM aHHOTAIMU B OM3HEC-TUIAHEe

a) 0,5-— 2 crpanuiist

b) 1 - 3 crpanmumps!

c) 3 -5 crpanur

TepMUHOM «HOBBII TOBap» 0003HAYAIOT:

a) Tosap, He UMCIOIIHIA AaHATIOTOB Ha PHIHKE

b) Crapsblit TOBap ¢ HOBBIM (YHKIIMOHAIBHBIM Ha3HAYCHUEM

c) Toap, ¢ IPUHIMIHAILHO HOBBIMH CBOMCTBAMHU

d) Tosap, cx0oxuii C TOBapaMHU-aHAIOTAMU

K ¢akropam npuBiieKkaTeIbHOCTH TOBAPOB HE OTHOCSIT:

a) Lleny

b) KauectBo

c) Cpok ciayxObI

d) CebecroumocTpb

e) LlBer ToBapa

Cambie pacpoCTpaHCHHBIC METO/IBI AJIs COOpa U aHaITH3a HHPOPMAIHH:

a) Omnpoc

b) DOkcrnepumeHt

C) Dckus

d) MonaenupoBanue

DOyHKIIUU MapKETHHTA:

a) OpraHu3airoHHas

b) KonrponsHas

C) AmnHamuTHYecKas

d) CobrroBas

CpCACTBAxX U NPOTHO3 3aTPaT OIPCACIIACTCA B pa3acic:

a) IIpou3BojacTBEeHHBIN II1aH
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24,

25.

26.

27.

28.

b) OpranuzanuOHHBIH ITaH

C) ®duHaHCOBBIN IUIaH

d) MapkeTHHIOBBIi ITaH

QOYHKINN KIFOUYEBBIX TOAPA3/IECICHUN ONMCBHIBAKOTCS B!

a) IIpou3BOACTBEHHOM ILIaHE

b) MapkeTHHroBOM IJIaHe

€) OpraHu3anuOHHOM IUTaHEe

d) ®unancoBoMm IaHe

CucteMa OXpaHbl OKPYXKAIOIIEH Cpeibl OMUCHIBAIOTCS B!

a) IIpou3BOACTBEHHOM ILIaHE

b) MapkeTHHroBOM ILIaHe

€) OpraHu3anuOHHOM IUIAHE

d) dunaHCOBOM IUIaHE

Puck moteps CBA3aHHBIX ¢ KOHKPETHOMW OIepalnneil Ha3pIBaeTCs:
a) CyBepeHHBIM PUCKOM

b) ®uHAHCOBHIM PHCKOM

c) IIpou3BOACTBEHHBIM PUCKOM

d) TpaHcakIMOHHBIM PUCKOM

e) AKTyapHBIM PUCKOM

Puck nokpbIBaeMblii CTpaxoBOi OpraHu3anyeil B 0OMeH Ha yIuiaTy IpeMUH, Ha3bIBaeTCsl:
a) CyBepeHHBIM PUCKOM

b) ®uHaHCOBBIM PUCKOM

c) IIpou3BOACTBEHHBIM PHCKOM

d) TpaHcakIMOHHBIM PUCKOM

€) AKTyapHBIM PUCKOM

B pasgene OusHec-maHa «XapakTepucTHKa 00beKTa OM3HECA OpraHU3aAlMUNIPUBOASTCS

CJICYIOIINE CBEJICHMUS:

29.

30.

a) IlokasaTenu KayecTBa TOBapa

b) TloTpeGHOCTH, YAOBIECTBOPSIEMbIE TOBAPOM

c) IlareHTHas 3aIIUIIECHHOCTD

d) EmKocTh phIHKa

e) IleHooOpa3oBanue

f) Mertoapl CTUMYJIMPOBAHUS MTPOIAK

B pamkax mpou3BOACTBCHHOU (PYHKIIMH MapKETHHTa PELIAIOTCS POOIEMBI:
a) YnpaBJeHHS KOHKYPEHTOCIIOCOOHOCTBIO MPOIYKIIUH
b) W3ydeHwust TOBapOABMIKEHHS M TIPOIAXK

€) OO6ecreyeHnsT MaTEPUATbHO-TEXHUIECKOTO CHAOKEHHSI
[Tocrie TUTYIIBHOTO JINCTA B OM3HEC-TUIAHE CIICTYET:

a) AHHOTAIUsA

b) OrnaBnenue

C) Pesiome

d) Memopanaym 0 KOH(PHUACHIIHATBHOCTH

Cnmcox BONIpocoB /Uisi NOATOTOBKH K ONPOCY IO Teme 4:

1. ®ynxmun CRM-cucrtem: yrpaBiieHHE MapKETHHIOM, IPOJaXaMH, KIMEHTCKOH 0a3oii,
CEPBUCOM.

VYnpasnenue mapkeTuaroM kak ¢pyaknueir CRM-cuctem.

VYnpasnenue npogaxkamu kak ¢pyakmueir CRM-cuctem.

VYnpasienue KIMeHTCKo# 0a3oii kak ¢pynkuueit CRM-cucrem.

VYnpasnenue cepsrcom kak ¢pyaknueir CRM-cuctem.

UTto HYXHO caenath 4To0bl CO37aTh HOBOE OOpalieHue.

Korna u xak ucnons3yrorcs paszaensl Konkypentsl u Jluteparypa.

Nogakwd
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Cnucok BONpPOCoOB /s MOATOTOBKH K ONPOCY MO TeMe 5:

IIpouecc «Coznanue u paboTa ¢ HOBBIMHU U CYILIECTBYIOIIMMHU KIIMEHTAMI.

Onumure B3auMOCBSI3b MEXK/1Y 3aHMChI0 KIIMEHTA U 3aHChI0 MPOJAK.

Onumure pa3nuyHbIe CTaTychl BO3MOXKHBIX CIETOK.

Omnpenenure 0coOEHHOCTH U MpenMytecTBa Karanora mpoaykuuu.

[Ipouecc «Coznanue u NoaepKKa IPYMIbl 0ObEKTOB IS KATAIora MPOIYKIIUN).

Coznanue npaiic-TucTOB U HACTPOMKA UX IS Pa3IMYHBIX KJIMEHTOB, MAPKETUHTOBBIX

KaMITaHU{ U CTIeIUaTIbHBIX MPENI0KEHUH.

7. Tlpumenenue HHGOPMAIMOHHBIX CHUCTEM YIPABICHUS  B3aMMOOTHOLICHUSIMHU C
kimentamu (CRM) mist moaaepKKu MapKETHHTOBOU EATEILHOCTH MPEITTPUSATHS.

ocouarwdE

KPUTEPUU ONEHKHU TEKYHIEI'O KOHTPOJIA

1.1. Ilpu ycTHOM OIpoce BBICTABISETCS OLICHKA:

5 (OTIMYHO)- 32 MOJIHBIM OTBET Ha MOCTABJICHHBIN BOMPOC C BKIIOYEHHEM B COAEpKaHHE
OTBETa paccka3a (JEKUMH) TMpenojaBareis, MaTepuagoB Y4eOHUKOB, JIOMOJIHUTEIbHOU
JAUTEpaTyphl 0€3 HABOIALINX BOIPOCOB;

4 (xopol1i10)- 3a MOJHBIA OTBET HA MOCTABJICHHBIA BOMPOC B 00BbeMe pacckasza (JICKIIUH)
MpernojaBaTeNiss ¢ BKIIOUYEHHEM B COJIEp)KaHHE OTBETa MaTEpHUajoB YYEOHHKOB C YETKHUMHU
MOJIOKUTETBHBIMI OTBETaMHU Ha HABOJSIIIME BOIIPOCHI IPENojaBaTess;

3 (yIOBJIETBOPHUTENBHO) - 32 OTBET, B KOTOPOM O03BYYEHO OOJiee MOJOBHHBI TPEOYEMOTro
MaTepHaa, ¢ OJI0KHUTEIbHBIM OTBETOM Ha OOJIBIIYIO YaCTh HABOJASAIINX BOIIPOCOB;

2 (HEYIOBJIETBOPUTEIIHLHO) - 33 OTBET, B KOTOPOM 03BYYCHO MEHEE MOJOBUHBI TPEOYEeMOro
MaTepuasa Wil He 03ByYEHO [VIaBHOE B COAEPKAHUU BOIIPOCA C OTPULIATEIbHBIMU OTBETAMU Ha
HABOJSIIME BOMPOCHI WIK CTYACHT OTKa3alcsi OT OTBeTa 0e3 MpeaBapUTEIbHOr0 OOBSCHEHUS
YBOKHUTEIBHBIX MPUYHH.

1.2. IIporpaMMupOBaHHBIN KOHTPOJIb 3HAHHM (TECT) MPOBOJUTCA I10 3apaHee pa3paboTaHHBIM U
YTBEPKIACHHBIM [IUKJIOBOW METOIMYECKON KOMUCCUEN 3aJaHUSIM U KPUTEPUSIM OLICHKHU.

1.3. KoaudecTBO TECTOBBIX 3aJaHUil 3aBHCHT OT oObeMa Marepuana. Bpems, oTBogumoe s
BBITMOJIHEHUS] TECTOBBIX 33/1aHUl, HE JOJHKHO INPEBBIIIATH OJHOTO aKaJeMHYECKOro yaca.
Tect onieHnBaeTcs Mo CAEAYIOLUIUM KPUTEPUSIM:

5 (otamuno) craButcs 32 90-100 % npaBHIBLHBIX OTBETOB.

4 (xopomo) craButcs 3a 80-89,9 % npaBUIIEHBIX OTBETOB

3 (ynoBaerBoputensHo) craButcs 3a 70-79,9 % npaBUIIBHBIX OTBETOB.

2 (HeyJOBJIETBOPHUTEIILHO) CTABUTCS MpH Haimmuuu MeHee 70 % MmpaBUIBHBIX OTBETOB
WJTU TIPU OTKa3e 00yYaroIIerocs MPOUTH TECTOBBIN KOHTPOJIb.

1.4. PeifTunroBas oneHKa 3HaHUW MPEO0JIaraeT BBEJICHUE OJHON U3 METOJUK JAHHON CUCTEMBbI
[0 MHUILIMATUBE OTIENbHBIX INpernojaBateneid. Kputepuu oueHKH 3aBUCAT OT M30paHHOMN
METOUKH.

1.5. K xoHmy cemecTpa, y Kaxaoro oOydaromerocsi JODKHO OBITh HE MEHee TpeX OLEHOK,
MO3BOJIAIOIINX JIOCTATOYHO OOBEKTUBHO OIIEHUBATH 3HAHUS 110 IPOHACHHOMY MaTepHaiy.

1.6. AHanoru4HO OLEHKE TEOPETUUYECKUX 3HAHUN C y4eTOM OOBEMOB U KayeCTBA BBHIIIOJHEHHBIX
paboT OLEHUBAIOTCS TEKYIIME 3HAHUS, YMEHHUS U HaBBIKM CTYIEHTOB Ha INPAKTUKE AJIs
MOJTy4EHUS IEPBUYHBIX TPO(HECCHOHATHFHBIX HABBIKOB U KBAIM()UKAIIMOHHOM MTPaKTUKE.
3HaHUS U MPAKTUYECKUE HABBIKM CTYICHTOB OLIEHUBAIOTCA B KOHIE KaXKJIOTO CeMecTpa Io

BCEM JUCIUITIMHAM y4eOHOro miaHa. OLeHKH BBICTaBISIFOTCS MO 5-0anbHOM cHcTeMe:
5 (0TIMYHO),
4 (xoporio),
3 (YAOBIETBOPUTENBHO),
2 (HEeyIOBIIETBOPHUTEIIHHO).
OcHoBHbIE POPMBI KOHTPOJISI yueOHON pabOTHI:
1. 3ayer C OLEHKOU
2. Texkymuil KOHTPOJIb 3HAHUI
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4.2. lIpoMe:kyTOYHASI aTTeCTALUS

4.2.1. IlepeyeHb KOMNETEHIHI ¢ yKa3aHHMeM JTanoB uX GopMHPOBaHHMS B mpolecce

OCBOEHHsSI 00pa30BaTe/IbHOI MPOrpaMMBbI.

KOMIIETEHIUI ¢ y4eTOM 3Tana ux (popMHPOBAHUA

Iloka3zaTrenu wu KpUTEPpUU OLCHUBAHUSA

Kon HaumeHnoBanme Kon HanMeHoBaHMe dTana 0CBOCHHUSA
KOMIIeTeH U KOMIIeTEeH M Tana KOMIIeTeHIUH
" 0CBOEHUS
KOMIIETeH M
IMIKc OC Il - | Cocobern  mpumenstsh | [IKe OC I - 6.3 | CiocobeH npuMeHsITh IpH
6 UH(POPMAIIMOHHEIE pelnieHnu podhecCUuOHATBHBIX
TEXHOJIOTUU TUTS 3a71a4 OCHOBHBIE METOJIbI, CIIOCOOBI
pelieHusT  TPUKIATHBIX U CPEJCTBA MONTYUYCHHS], XpaHECHUS
¢buHaHCOBO- 1 1ipeo0padoTKu HHPOpMAIH,
HKOHOMHUYECKUX 3a/1a4 YIPaBJIATh B3aUMOOTHOIICHHUSIMH C
knuentamu (MSD CRM) B
MPeaNPUHIMATEIbCKON
JIESITEIbHOCTH, B TOM YHCIIE C
HCIIOJIb30BAaHUEM COBPEMEHHBIX
MH(GOPMALIMOHHBIX TEXHOJIOTUHN U
MIPOTrPaMMHOTO 0OeCTIeUeHUs
JTan ocBoeHus IToka3zarennb Kpurepnii ouennBanus
KOMIIETCHIIMH OIlCHUBAHUA
[TIKc OC II — 6.3 Cnocoben | Ciocoben Omnpenensier BO3MOXHBIE PHCKH IpHU
MPUMEHITh TIPU PEIICHUU | aHAJTU3UPOBATh  OIEHKH | BHEIPCHUH CRM CUCTEM
npoeCCHOHANBHBIX 33134 | 10 nokazaressiM: | (TeXHUYeCKHe, Ou3HeC pHUCKH,
OCHOBHBIE METO/Ibl, CIOCOOBI | AMHAMUKA MPOJIAXK, IIUKI | OpraHU3alHOHHBIE). PaccuutsiBaer
U CpeAcTBa  NOJy4YEHHMS, | IPOAAK, CyMMa | OLIEHKM 10 T[OKa3aTeisiM: JUHAMHKA
XpaHEeHHs U NpeaoOpaboTKu | 0OpabOTaHHBIX 3BOHKOB | MPOAAXK,  IUKI  TOPOJaX, CymMMa
uH(pOopMaIumy, YIOPaBIATh | U JHUIAOB M Jpyrue; | oOpaboTaHHBIX 3BOHKOB M JIMIOB U
B3aMMOOTHOILICHUAMU C | IpUMEHSIET  OCHOBHBIE | IpyTHE.
kuentamu (MSD CRM) B | MeToasl TipeCTaBiICHUs | YMEHUE MPUMEHSTH OCHOBHBIE METOIBI
MpeaNpUHIMATETbCKON U QJITOPUTMBI 00pabOTKH | MPEICTABICHUS uHbopMaIuu u
NeSITeIbHOCTH, B TOM YHCIE | TaHHBIX, UCTIONB3YET | alTOPUTMBI  00pabOTKM  JAaHHBIX B
c UCIOJIb30BaHUEM | [IU(PPOBBIE TEXHOJIOTUU | COBPEMEHHOM MIPOrpaMMHOM
COBPEMEHHBIX TUISt pelieHus | odecrie4eHun JUISt peleHus
MH(OPMAITMOHHBIX npodeccrnoHaTbHBIX npoeCCHOHANTBHBIX 3a7a4
TEXHOJIOT U1 U | 3a/1a4.
MPOrPaMMHOTO O0ECTICYeHHS

4.2.2. ®opMma u cpeacTBa (MeTObI) IPOBeAeHUSI MIPOMEKYTOYHOI aTTecTALUM

‘I)OpMI)I KOHTPOJIA 110 JUCHMILIMHE. KpnTeplm OLlCHKH 3HaHHﬁ, yMeHPli;l, HAaBbIKOB
Hmozoewtii konmpose. []7151 KOHTPOJISTYCBOCHHSI JAHHON TUCIUIUIMHBI y4eOHBIM IJIAHOM
MIPEeyCMOTPEH: 3a4eT C OLIEHKOMH.
Texywjuii Konmpons. B TedeHne cemecTpa IIpelyCMaTpuBaeTCs BBIIIOJHEHNE U 3aIlUuTa
MPAKTUYECKUX YMPaKHEHUH M CaMOCTOSATEIbHBIX PaboT B mHpopMamnoHHo# cucteme CRM,
TECTUPOBAHUE 110 OTJEIBHBIM pa3zefiaM JUCIUILTUHBL. Pe3ynbTaTel BHIOIHEHUS 3TUX padoT

16




SIBJIIFOTCS] OCHOBAHUEM JIJIS1 BBICTABJICHUS OLIEHOK TEKYIIEro KOHTPOJIsl. Beinmonnenue Bcex pabot
SIBJIIETCS 00S13aTENBHBIM ISl BCEX CTYICHTOB.

HTOroBbIii U TEKYIIMH KOHTPOJIb OCBOCHUS CTYIEHTOM Kypca OCYIIECTBIISIETCA B paMKaxX
0aJUIbHO-PEUTUHIOBOM CHCTEMBI, MpeaycMOTpeHHON TumnoBsiM nosnoxeHueM «O NpuMeHEeHUuU
0aJIbHO-PEUTUHTOBOM CHUCTEMBI OLIEHKU YCIEBAEMOCTU CTYAEHTOB B Poccuiickoil AxagemMuu
HapOJIHOTO XO3HCTBA U rocynapcTBeHHOH ciyxO0bl ipu [Ipesunente Poccuiickoit @eneparmny.

VYenemHocTb OCBOEHUS CTYAEHTOM IUCIMIUIMHBI OLIEHUBAETCS 110 IIKAJEe, MAKCUMAJIbHAS
cymma OamnoB koTopoil paBHsercs 100 (cra Gammam). OueHka SBISETCS KOMIUIEKCHON U
BBIBOJIUTCS. HA OCHOBAHHUM PE3YJIbTaTOB MTOTOBOTO 3adeTa/sK3aMeHa [0 OKOHYaHMM Kypca U
JAHHBIX O TeKyIIeH padoTe cTyeHTa B yueOHOM IpoLecce.

HtoroBas oreHka 1o JUCIUIIINHE, B COOTBETCTBUH C OANTEHO-PEUTHHTOBON CUCTEMOM,
MIPUHATON B aKaJIEMUH, SIBJIIETCSI KOMIUIEKCHOM OLIEHKOM KauecTBa yueOHOM paboThl CTYACHTOB
B TEYCHHE BCETO ceMecTpa v (hOpMUPYETCs, UCXOS U3 CYMMbI HAOpaHHBIX OAJIIOB, MOTYYEHHBIX
[0 BCEM BUJAM TEKYILEro KOHTPOJIS, IMOCEIAeMOCTH JIEKLUH, TPAaKTUYECKUX (CEMHHAPCKUX )
3aHATHH.

4.2.3. TunoBblie OlleHOYHbIE CPEACTBA

Cnincok BONPOCOB /1JIsl MOATOTOBKH K 324€eTy € OLEHKOM:

CRM-cuctemsl B Mupe. TeHIeHIINA pPa3BUTHA.

Anamm3 cocrostaust CRM-cucrem B Poccum.

[Tpuopurers mons3zoBatens CRM. 3agaun.

CRM: poGieMbI U IEPCIIEKTHUBEI.

O6maunas CRM: mmtochl 1 MUHYCHI.

Heckronras CRM muttockl 1 MEHYCHI.

Kaxk monsTh, uTo komnanuu Hy>xHO oT CRM?

MosxHo 51 o6oiituch 6e3 CRM? Korna we crout BHeapste CRM?

Hackonbko 3Ha4MM MOOMIIBHBIN JOCTYTI?

0. CRM, xak crtparerus u CRM, kak MHCTpyMEHT, KOTODPBIH MOJIAEPKUBAET 3Ty

CTpaTerHIo.

11. PaznuyHble TUIIBI MOJIEJICH KIIMEHTA.

12. OnuimmTe posib OCHOBHBIX THITOB 3alucei, UCmoyib3yeMbix B MicrosoftDynamics
CRM.

13. ®ynkmn CRM-cucrem: ympaBieHHe MapKETHHTOM, MPOJAXKaMHd, KIHEHTCKOM
0a30M, CEpBUCOM.

14. Ynpasnenue mapkeTuHrom kak ¢pynkmnueit CRM-cucrem.

15. Yupasnenue npopaxamu kak pynkuueit CRM-cucrem.

16. Ympasnenue kineHTCKOM 0a3oii kak ¢pynkimeit CRM-cucrem.

17. Ynpasnenue cepBucom kak pynkimeit CRM-cucrewm.

18. Yto HykHO cenaTh 4TOObI CO37]aTh HOBOE OOpaIlleHHE.

19. Korna u kak ucrionb3ytorcss Koakypentsl u JIureparypa.

20. Ilponecc «Co3nanue u paboTa ¢ HOBBIMU U CYIIECTBYIOIIUMU KIHUEHTaAMI».

21. OnumuTe B3aMMOCBSI3b MEXK/Ty 3aITMCHI0 KIIMEHTA U 3aIHACHIO MTPOIAK.

22. OnuiuTe pa3indHble CTaTyChl BO3MOMXHBIX CIIENIOK.

23. Onpenenute ocoOeHHOCTH U TpeumyiecTBa KaTtanora npoayKium.

24. Tlponecc «Co3aanue u MoAAep KKa rpymibl 00EKTOB IS KaTanora mpoayKIUum».

25. Co3nanme  TMpaiic-TMCTOB W HACTpOMKAa WX Uil Pa3IMYHbIX  KJIMEHTOB,
MapKETHUHTOBBIX KaMITaHUH U CTIeLUaIbHBIX MPEAJIOKEHUN.

26. [lpumenenne WHGOPMAITMOHHBIX CHCTEM YIIPABJICHUS B3aMMOOTHOIICHHUSIMHU C
kinneHTamu (CRM) uist moaiepsKKu MapKeTUHIOBOM J1€ATEIbHOCTH PEAIPUATHS.

RBOOo~NoA~WONE
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YrnpaxkHeHHs] KOMIIBIOTEPHOT0 NPAKTHKYMA

KomMmrmibroTepHslil IpakTUKYM ITPOBOAUTCS Ha 6a3y obnaunoit CRM, HacTpoeHHOM aiist
yueOHbIX neieid. Kaxplii cTyeHT paboTaeT noj CBOMM YHUKAJIbHBIM UMEHEM, C KOTOPBIM OH
aBTOpHU3YeTCs B cucTeMe. J{J1s BBIMOTHEHUS YIIPaXKHEHH, 3aTparuBaromux OOJIbIIYIO YacTh
paznenoB CRM cucremsl cTyieHTaM NpeoCTaBiIsI0TCS pacCUIMpEHHBIE ITpaBa 1ocTyna. Bee
CTYJICHTHI OJTHOM IPyMITBl paboTaloT B 00IIIeH 6a3e 1 MOTYT HAOIIOAATh Pe3yabTaThl IEUCTBHI
JPYT ApYra, 4TO MMO3BOJISET MPOBOAUTH KOJUIEKTUBHBIN pa30op OMMOOK U 00CYXISHHS Ha
3aHATHU.

Huxe IMPUBCACH (bpar MCHT 3aJIlaHUsI KOMIIBIOTCPHOI'O MPAKTHUKYMaA.
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HTorosoe npakruuyeckoe 3aganue (mpumep)
3aveTHOE 33/[aH1e Ha CAMOCTOSTENBbHYIO paboTy «ClLieHApHiA TIPOIAKID)
KaxmoMmy crymeHTy HEOOXOIMMO TOATOTOBHThCS peanmm3anuud B cpene CRM
HEKOTOPOTO CIIEHAPHS B3aUMOACHUCTBUS C KIIMEHTOM.
J151s 3TOr0 HeoOX0MMO MOATOTOBUTH, HaliAs B IHTepHEeTe, HCXOIHbIE JaHHBIE T10:
¢ Opranuzanuu
¢ KoHTakry
e [Iponykry
CueHapuii JODKEH MPEeTyCMOTPETh BO3MOYKHBIE OTKa3bl KIMEHTAa W BO30OHOBJICHHUS
rporecca npoaax.
[IpuBercTByeTcss  TBOpUeckass  (haHTa3Ws,  WCHOJB3YIOMAs  JONOJHHUTEIBHEIC
Bo3MokHOCTH MicrosoftDynamics 365 CRM
BBITIOTHUTE OTYET O TPOU3BEIACHHBIX JCHCTBHSX TMOJIB30BATEIS, HCIIOTHHBIICTO

CLICHApUH.

[IpumepHas cxema nporecca npeACcTaBlIeHa Ha PUCYHKE HUKE.

| Kanent |
OpraHusauus KoHTaKT

‘ Mooavkrt.J/InTepatvoa l

EQMHMLBI M3MepeHuA LleHbl KoHKypeHT

| NHTepec |

MepBWYHBbI O6palueHne

4

‘ BoamoXxHbliecnenku ]
[Jevicteua

4

‘ MbennoxeHna c pacLeHKamu l
MNepBoe BTopoe [encTeuma B Kaxxgom

4

3akas3bl

y

Cuer

IIxana oneHuBaHHuA.

OneHuBaeMblii pe3yJabTaT Banasl mo 100 6anbHOM miKase

10 ynpaxknenuii o 5 6as110B 50

CamocTosiTenbpHast padora 10

Tecr 20

OTBeThI Ha BOIIPOCHI HA 3a4eTe 20

Kpurtepuu ounenuBaHus Ouenka

O3nakomieHue ¢ nHpopmarmoHHoi cuctemoit kiacca CRM. Beenenne B | 3ader
MicrosoftDynamics CRM bannsr 40-100
OBmagen TNpPaKTUYECKUMHU HABBIKAMH Ha MOIYJSIX «YTpaBleHHE

IpOoAAXKAMM», «YmpapieHue MapKETUHTOM, «YmpasneHue
oOciry>)xuBanuemM» nporpamMHoro upoaykra CRM. IlpuoGperenne

NPaKTUYECKUX YMEHHUH M HAaBBIKOB BBHITIOJIHEHHSI HEOOXOIUMBIX PacyeTOB
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Y aHATUTHYECKUX OIICHOKBBIPAOOTKA MPO(PECCHOHATBHBIX KOMIIETEHTHBIX
HaBBIKOB JESTeNIbHOCTH, CIOCOOCTBYIOLTUX (hopMHUPOBAHUIO
HEOOXOJMUMBIX  KAa4eCTB  NPHUHATHS  YIPABICHYCCKUX  PEIICHUM
CTPATETHUECKOr0 W TAKTUYECKOrO Xapakrepa B cdepe (UHAHCOBOIO
yIIPaBIICHUSL.

He o3nakomnienne c¢ wuHpopmanmonHo cucremon kiacca CRM.
Beenenune B MicrosoftDynamics CRM

He oBimagen mnpakTHYeCKMMH HaBBIKAMH Ha MOAYJAX «YIIpaBieHHE
MIPOJaKaMU», «YmpasieHue MapKETHHTOMY, «YmpaBieHue
oOciyxuBaHuem» nporpammHoro mnpoaykra CRM. He npuobpereHsl
MPAKTUYECKHE YMEHUS 1 HABBIKU BBITIOJTHEHHSI HEOOXOIMMBIX PACUETOB U
AHATTUTUYECKUX OIEHOK,BBIPAOOTKH MPO(pECCHOHATBHBIX KOMIIETEHTHBIX | Hesauer
HaBBIKOB NEeATEITbHOCTH, CHOCOOCTBYIOLTUX dbopmupoBannio | bamier 0-39
HEOOXOMUMBIX  KAueCTB  NPHHATHS  YIPABICHYCCKUX  PEIICHHIA
CTpaTEerMyecKkoro W TaKTUYECKOro Xapakrtepa B cdepe
(hMHAHCOBOTO yIIpPaBIICHUSL.

4.3. MeToanuyecKkne MaTepuabl

[Iponiecc u3ydeHUs MUCHUIUIUHBI «YTIPaBIEHUE B3aUMOOTHOIICHUSIMU C KIUEHTAMID)
BKJIFOYAET CAMOCTOSTEIFHYIO pab0oTy 00yJaroIInxcsl.

[TonydyeHHble Ha JIEKIUAX U CEMUHApPAX 3HAHUS TOJUIEKAT PACIIUPEHHUIO U 3aKPEIUICHHIO B
MPOLIECCE CAMOCTOSATENHHON HAYYHOU paboThl. CaMOCTOSTEbHAS TOITOTOBKA O0YUAIOIIETOCs K
JIEKIIUH 3aKJII0YaeTCsl, IPEXKE BCEro, B IEPEUNTHIBAHUM KOHCIIEKTA IPEIbIIYIEH JTeKIIH.

CamocTosTEeNbHASANIOATOTOBKA K CEMUHApAM U MPAKTUYECKUM 3aHITHSM 3aKJII04YaeTcs B
MIPOYUTHIBAHUN KOHCIIEKTa COOTBETCTBYIOIIEH JIEKIIMH (€CJIM OHA YMTalach MO JIaHHOHM Teme),
YTEHUH COOTBETCTBYIOLIETO pa3zelia y4eOHWKAa M TIEPBOMCTOYHHKA, MOAOOp MPUMEPOB,
CUTYallUii, pelICHUE 3aJaHHUsl.

PexomeHganmu 1no yTeHuIo yueOHOM IUTepaTyphl

B Hacrosimiee Bpemsi umeeTcsi OOJBINOE KOJIMYECTBO YYEOHMKOB TIO mpoliemam
«YnpaBlieHHE B3aUMOOTHOUICHUSIMU C KJIMEHTaMu». B KaxJIoM H3 HHUX BbIpaxkaeTcs
orpeziesieHHas MO3UIUSI aBTOPAa OTHOCUTEIBHO YPOBHS M CHEHUGUKUA H3IO0KEHHS OTIEIbHBIX
pazaenoB, TeM. JTO MPUBOJUT K TOMY, YTO OMPEICIICHHBIE BOMPOCH MOTYT OBITH BOOOIE HE
BKJIFOUEHBI B YUEOHUK.

UreHne MOXKeT OBITh O03HAKOMUTEIBHBIM W H3y4arommM. [lenbi0 03HaKOMHTEIHHOTO
YTEHUS SIBJSICTCS] OCTJIBbIA MPOCMOTP KHUTH, BBIICHEHUE TOTO, HYXKHA JIM OHA, KaKue MMEHHO
4acTH MOXKHO OYZIeT UCIOJIb30BATh.

ANTOPUTM 03HAKOMHUTEIHHOTO YTECHUS

1. U3ydyenne comep aHusl TUTYJIBHOTO JIUCTA, BHIYWICHEHUE TOYHOTO Ha3BaHUS PabOTHI,
€€ aBTopa U MpeAHa3HAYECHUSI.

2. 3HaKOMCTBO C aHHOTAITUEH WIIN TIPETUCIIOBUEM.

3. 3HaKOMCTBO C OTJIaBJICHUEM, BBISIBIICHUE HHTEPECYIOIUX BOPOCOB.

4. HeropornBoe TmMepenuCThIBAHNE CTPAHUI[ C IIETbI0 «CXBaThIBaHUS»  OOIIETO
COJIEpXKaHUS U XapaKTepa U3JI0KEHUS.

5. BuumarenbHOE UTEHUE HYKHBIX MECT.

N3yuyaromiee uTeHrne UMeEET ENbI0 ETAIbHOE YCBOCHHE BCErO COJEP>KaHUsl pabOThl WU
Kakou-To ee yactu. Ero pekoMeHayeTcsi HauMHaTh MOCJI€ 03HAKOMHTENIbHOTro uteHus. OHO -
MEJUIEHHOE, HETOPOIUIMBOE, BKJIIOYarollee B ce0s BO3BpaThl K TEKCTY, MOBTOPEHHUS U
corocTaBiieHus Marepuana. Eciu BcTpedaercss €i10BO, 3HaYEHHE KOTOPOIO HESACHO, CIeAyeT
YTOYHHTH €ro B ciioBape. PaboTa co cioBapem obieryaer ycBOGHHE MaTepualia, CliocOOCTBYET
OCO3HAHUIO €r0 CMBICIIA, OBJIA/ICHHUIO MTPO(ecCroHaIbHOM JIEKCUKOM.
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B nporecce nzy4aroiiero 4TeHusi COBEpIIEHHO He0OX0 UMbl pa0oune 3aiCH U BBIITUCKHU.
Ecnu obyuaromuiicst paboTaer ¢ COOCTBEHHONW KHUTOHM, TO MOMETKH, 3alMCH, MOAYEPKUBAHUS
MOXHO JeJaTh OpssMo B Hel. IIpu 3TOM XKemarenpHO MONB30BATHCS HKOHOMHOM CHUCTEMOM
YCIIOBHBIX 0003HAYECHUI:

- 3HaKM of00peHus (moguepkuBanue, 1", NB - NotaBene - oOpatuTs BHUMaHUE U T.1.),

- 3HaKU BO3paxeHUs («?», BOIPOCUTENbHBIE CIIOBA U T.1I.),

- 3HaKH JONOJIHEHUs (CTPEIKH, 3alIUCH TUIA: «CM. TAKXKe ...» U T.1.).

B cnydae pabotsl ¢ 3nekTpoHHOI KHUroi B popmare PDF pexomenayeTcs 1mosib30BaThCs
CpeacTBaMU KOMMEHTUpoBaHus, npeaoctasisiembiMu AdobePDFReader, Takumu kak Mapkep u
BceraBka kommenrtapus. (Kuura «Jlob6oma /1.B. MicrosoftDynamicsCRM», noctynna B PDF
dbopmare).

B 6ubnuoTreyHOl KHHUre JenaTh MOMETKH HEMO3BOJUTENIBHO, OITOMY CIENYeT JIeNaTh
BBIIIMCKHU OTJEJIbHBIX LIUTAT, TE3UCOB WM KOHCIIEKTUPOBAHUE.

KoHcnekT - 370 cxaToe M3JI0)KEHHE BCErO CYIIECTBEHHOI'O B COJEP/KaHUU H3ydaeMOro
Marepuana. OCHOBHBIE HJEH, IOJIOKEHHS M JI0KA3aTeIbCTBA HU3JAararoTcs B IOPSAIKE HX
OCBEILIEHUS! B M3y4yaeMOM HCTOYHHMKe. [lepes KOHCIMEKTUPOBAHHEM MPOUCXOAUT MEPBUYHOE
YTEHHE MCTOYHMKA U JIUIIb IIOCIE TOr0, KaK TEKCT IOHST, €ro CJIEeAyeT KOHCIEKTHPOBATh.
PexomeHyeTcs nmucaTh KOHCIEKT JIMIIbL Ha OJTHOW CTOPOHE JIHCTa.

Jlig ycBOeHusi Marepualia CylIeCTBYeT HECKOJBKO croco00B. CaMblii M3BECTHBIN - 3TO
IIPOCTOE MOBTOPEHME, KOTAa MaTepuasl BOCIPOM3BOIAUTCS HECKOJBbKO pa3. [pyroit cmocob -
MBICTHTENbHAsE 00paboTka Marepuana, KOTopas IpelyCMaTpHBAaeT COMOCTABICHHE HOBBIX
JAHHBIX C YK€ M3BECTHBIMM, HX OLIEHUBAHHE, OCMBICIIEHHE CBSI3€H MEXIy SBICHUSIMH,
MOHATUSAMH, KaTeropusiMu. Takas paboTa MO3BOJSIET YCBOMTH €ro Ha 0Ooyiee KaueCTBEHHOM
YPOBHE. DTOMY CIIOCOOCTBYET COCTABICHHE CTPYKTYPHO-JIOTHYECKUX CXEM.

CucrteMaTiueckoe KOHCIIEKTUPOBAaHUE IEPBOMCTOUHUKOB, HE MeHee 2-3 M0 OJIHOM TeMe.

W3yuenne Hay4HOH JUTEpaTypbl JOKHO OBITh OPraHMYECKH CBS3aHO C H3yYEHHEM
Marepuana JEKIHWH, YTCHHeM YYeOHHKOB M TIOCIEAyromel paboTol (MOArOTOBKOW K
3ayery/ak3ameny). [Ipu ureHHn Hay4dHBIX TPYAOB HEOOXOJUMO MOApoOHEe pa3o0paThCs B TEX
BOIIPOCax, KOTOpbIe ObLIM HAaMEUYEHbI, HO HE PACKPBITHI HA JIEKLUUAX, OOpaTUTh BHUMaHHE Ha
HIOQHCHI U OCOOEHHOCTH, KOTOpbIe OBLIM YHNOMSAHYTHI B JeKIMAX. lIpu camocTosTenbHOM
U3yYEHUM HAy4YHOM JMTEpaTypbl O4YE€Hb BAXKHO COIOCTABJIATh TEOPETHUYECKUE IIOJOKEHHUS C
pearbHBIMU SBJICHUAMHU, HAOMIOAAEMbIMU Y c€0s1 U BOKPYT. DTO MO3BOJMT JIy4llle MOHATh, YTO
O3HAYAIOT HU3y4yaeMble [0 KHUTaM sBJIEHHUsS B XKU3HU. KOHCIEKT HE00XOAMMO IOIOJHHUTH
COOCTBEHHBIMH MBICIIIMA M TNPUMEpPaMH U3 KH3HHM, YTO OOECHEeUMBACT IMOJKpEIUICHHE H
yri1yOJ€HHOE TOHUMaHUE U3Y4aeMOro COJIepKaHMUs.

CamocrosATenbHbIM  y4eOHbI TpyJ o0OydarolMXcsi Ha 00s3aTelIbHBIX ayJUTOPHBIX
3aHATUAX (JIEKLIHUU, CEMHHAP).

[lonrotoBka K 3aHATHSIM OCHOBaHA Ha IUIaHAX 3aHATUH, pa3pabaThIBaEMBIX
npenojaBateneM. OCHOBHOe TpeOoOBaHKE K MOJrOTOBKE M yYacCTHIO O0yYaroIuXcs B 3aHATUSAX
3aKIII0YAeTCsl B TOM, YTO OOYYAroIIUICS JOJKEH CaMOCTOSATENBHO TOTOBUTHCS K 3aHATUSAM U
TBOPYECKU B HU3 y4acTBOBaThb. TpPEeHMPOBOYHAS (DYHKIUS 3aHATUI HE NOJDKHA NMPUBOJUTH K
MaKCHUMaJIbHOMY aBTOMATU3MY IPAaKTUUECKUX HABBIKOB.

Otanbl MOArNOTOBKU K 3aHATUSAM BKJIIOYAIOT: IMOBTOPEHHUE YK€ MMEIOLIUXCS 3HAHUU 10
KOHCIIEKTY, a 3aTeM [0 Y4eOHHKY; yriayOlieHue 3HaHWi 10 TeMe C HCIOJIb30BAHUEM
PEKOMEHJIOBAaHHOM  JIUTEpaTypbl;  BBIIOJIHEHHWE KOHKPETHOIO  3aJaHus  (BBIIIOJHEHHE
MPaKTHYECKHUX 3aJJaHNH, COCTABICHUE OTYETOB U T.I1.).

Kancz[oe us3 npeaAyCMOTPCHHBIX KOHTPOJIbHBIX MGpOHpI/ISITI/II;'I OLCHUBACTCA
COOTBCTCTBYIOIIIUM KOJIMYCCTBOM 0annoB (B 3aBUCHUMOCTH OT IJ_IKaJ'IBI), o61ua>1 CyYMMa KOTOPBIX
ABJICTCA TIOKA3aTCJIEM YPOBHA OCBOCHUSA CTYACHTOM IIaHHOﬁ yT-I€6HOI\/JI JUCHUIIIINHBI.
Pacnpez[eneHI/Ie 0asoB I_[CJ'ICCOO6p33HO MMpoOUu3BOJUTL B 3aBUCHMMOCTH OT 3HAYHUMOCTH
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KOHTPOJIBHOT'O MEPOHPUATUA U, MMPEACTABIACTCA OINTHUMAJIBHBIM CICAYIOIIECC COOTHOIICHUC

OanoB peiitunra (tabnumna 1).
Tabanna. PeiTHHroBbIe OLIEHKH KOHTPOJIbHBIX MEPONPUATHI

Buinonnenue Pyéescnbiit KoRmpoJib 3auem/sx3amen Oobuwee konuuecmeo
YRpadicnenuil - oannoe
Camocmoamensnan
padoma, mecm
Max Min Max Min max Min Max Min
50 20 20 10 20 10 100 40

HtoroBeiii 0ala HaYMCIISETCS CTYACHTY 3a BBIIIOJIHCHUC 3aJlaHui MPaKTUKYMOB,
BBIITIOJITHCHHUC KOHTpOJ’ILHOﬁ HpaKTI/I‘{eCKOﬁ pa6OTLI 1 OTBETHI Ha 3a4eTe/3K3aMECHE.

IlepeBoa 0a/10B peiiTHHIa

barbt
(perTHHTOBOM
OLIEHKH), Yo

Orenka

TpeOGoBaHwMsI K 3HAHUSM

100-40

«3auTeHO»

OreHKa «3a4T€HO» BBICTABIISETCS CTYACHTY, €CITU

OH MMEET 3HaHHUS TOJHKO OCHOBHOTO MaTepHaa,

HO HE YCBOWJI €ro Jerajeil, JoIycKaer
HETOYHOCTH, HEIOCTATOYHO MpaBUIILHBIE
(hOpMyIUPOBKH, HapyLIEeHUs JIOTUYECKOU
IOCJIEIOBATEILHOCTH B H3J10KEHUHT
HpOF paMMHOFO MaTepHana, HCIIBITBIBACT
3aTPYyAHCHUSI TIPU BBITIOJIHEHUH TPAKTHUECKUX
pador.

VY4eOHBIC TOCTHKEHUS B CEMECTPOBBIM MEPHOI H
pe3yabTaTaMu pPYOEKHOTO KOHTPOJIS
JIEMOHCTPUPYIOT JIOCTaTOYHYIO
(YIOBIETBOPUTENBHYIO) OBJIaJICHUS
MIPOTrPaMMHBIM MaTEPHAIIOM.

CTCIICHb

39-0

«HC 3a4TCHO»

OI_[CHKa «HE 3a4YTCHO» BBICTABJIKICTCA CTYIACHTY,
KOTOpPbIH  HE  3HAeT  3HAYMUTENIBHOM  4YacTu
MIPOrPaMMHOTO MaTepuaia, JIOITyCKaeT
CYUIECTBEHHbIEC OIIMOKU, HEYBEPEHHO, C OOJBIIMMHU
3aTPYAHCHUSAMU BBITNIOJIHACT IMPAKTUYCCKHC pa6OTBI.
Kak mpaBuio, oOlleHKa «HEYJOBIETBOPUTEIHHOY
CTaBUTCA CTyACHTaM, KOTOPLIC HEC MOT'YT ITPOAOJIZKUTH
oOyueHue 03 JONOJHUTENBHBIX 3aHATHH 1O
COOTBETCTBYIOLIEH JTUCIUIUIMHE.

VY4eOHbIe MOCTHKEHHS B CEMECTPOBBIM TMEPUOI U
pe3ynbTataMu pyOexHOro KOHTPOJIS
JIEMOHCTPUPOBAIM HE BBICOKYIO CTETEHb OBIAJCHUS
MPOrpaMMHBIM ~ MaTe€pHalioM 10 MHHUMAaJbHOM
TUTaHKE.

5. MeToauyeckne yka3aHus 1Jis1 00y4aroIMXCs M0 0CBOEHU IO JUCHUILINHBI
Pexomennayercs npountath 0030pel M pedtuHTH paznuuHbix CRM cuctem. Ilpu 3Tom
cienyeT ynenuTh BHUMaHue He Tojibko CRM kommnbrioTepHbIM TexHojdorusM, Ho U1 CRM, kak
YacTH CHCTEMbI yIpaBiieHUs (PUHAHCOBBIM yupexkaeHueMm. CTOUT oOpaTuTh BHUMaHHE Ha
ucrnons3oBanne CRM B «lIporpamMmmax IOSUIBHOCTHY», aKTUBHO TPOIBUTAEMBIX OaHKaMU U
IpyruMu (PUHAHCOBBIMU OpraHU3AIUSIMHU.

22



O6naunbiii Bapuant MicrosoftDynamicsCRM, naer cTyaeHTY BO3MOXHOCTh PaOOTHI C
cHCTEeMOW ¢ JII000ro ycTpoiicTBa, uMmeromiero Boixoa B MuTepHer. IloaToMy pekomeHnmyercs
MpHU/TIOCiIe YTEHUS] y4eOHOro MaTepHasa cCaMOCTOSITENIbHO MPOBEPSITh BO3MOXKHOCTH y4yeTa BCeX
B3aMMOJICHCTBHI C KJIMEHTOM B MH(OPMAIIMOHHON CHUCTEME C TeM, YTOOBl Ha MPAaKTUYECKUX
3aHATHAX C IPENOoAAaBaTeNIeM, COCPEJOTOYUTHCA Ha BOIPOCAX, BBI3BABIIMX 3aTPYIHEHUS NPU
CaMOCTOATEJILHOM U3YyYEHUU MaTepHaa.

Jlnist mony4deHus HaBBIKOB HCIOJIb30BaHUsl (PMHAHCOBOW MH(popMaimy, yuutbiBaemMoii B CRM,
JUIL TIOATOTOBKM IPUHATHS PEUICHUN 10 YIYYIICHUI0 HKOHOMHUYECKON JEATEIIBHOCTU
HIpENNpUsATHs, cleqyeT oOpaTUTh 0co00€ BHUMAaHHME Ha HCIOJIb30BAaHWE M WHAMBHYaTbHYIO
HAcCTpOWKy AHanuTH4eckux mnaneneit B MicrosoftDynamicsCRM.

Bunbl camocTosTeNnbHON BHEAYAUTOPHOI pabOThI:

o MOBTOPEHHME JICKIIMOHHOTO MaTepHalia i MaTeprana y1eOHHKOB;

o MOJIFOTOBKA HHPOPMAITMOHHBIX COOOIIEHUH 10 TeMaM JUCIUTUINHBL,

. NOJIrOTOBKA K MPAKTHMYCCKUM 3aHSATHSM; BKJIIOYAs JIOMAIIHIOK IMPAKTHYECKYIO
paboty B o61ake MSDynamicsCRM 365

o HIOJITOTOBKA K KEWCy

. MOJIFOTOBKA K KOHTPOJIbHOM paboTe (TecTy)

6. YueOHasi 1uTepaTypa u pecypcbl HH(POPMAIMOHHO-TEJIeKOMMYHUKAIMOHHOI ceTH
"WHTepHeT", BKJII0OYAA NepeYyeHb Y4eOHO-MeTOAHYecKOro odecrnevyeHust Ajs
CaMOCTOSITe/ILHOM paGoThl 00YYAIOIINXCS 110 JUCHUILINHE

6.1. OcHoBHas JUTEpPaTypa.

1. Yepkammn, I1. A. Ctparerus ynpasieHus B3auMooTHoIeHUsIMU ¢ kiaueHTamu (CRM) /T1. A.
YepkammH. — MockBa : Uareprer-YuuBepcuter Mapopmannonnsix Texnonoruit (MHTYUT),
2022. — 420 c¢. — ISBN 978-5-94774-643-3. — Tekcr : snekTpoHHbiid //
DNEeKTPOHHO-OUOIMOTeUHAS cucremMa IPR  BOOKS : [caiiT]. — URL:
http://www.iprbookshop.ru/52212.html

6.2. JlonoiHUTeIbHAS JINTEPaTypa.

1. BpoBun B.M. HWudopmanmoHHbsle TEXHOJOTUH B (UHAHCOBO-OAHKOBCKOM cdepe
[DnexTponHbIii pecypc] : yueOHOe mocobue / B.M. Bnosun, JL.LE. CypkoBa. — DIeKTpOH.
TeKkcToBbIe NaHHbIe. — CapartoB: Al [Tu Dp Menna, 2023. — 302 ¢. — 978-5-4486-0237-5. —
Pexum noctyna: http://www.iprbookshop.ru/71737.html

6.3. YueOHO-MeTOAUYECKOE 00ecTieueHre CaMOCTOATEeIbHOH padoThl.
He npenycmoTtpeHo.

6.4. HopmaTHBHbIE NPABOBbIE JOKYMEHTHI.

®enepanbubii 3akoH oT 02.12.1990 N 395-1 "O Gankax u 0aHKOBCKOW IESTCIBHOCTH",
Crates 30. OrtHomeHus Mexnay bankom Poccun, KpeaMTHBIMH OpraHu3allUsMHU, HX
KJIMEHTaMH U OI0pO KPEeIUTHBIX UCTOPUI

6.5. UHTepHeT-pecypcehbl.

1. https://coderlessons.com/tutorials/microsoft-technologies/izuchite-microsoft-
crm/microsoft-dynamics-crm-kratkoe-rukovodstvoYue6uuk.  MicrosoftDynamics CRM  —
Kpartkoe pyxoBoacTBO

2. https://crmindex.ru/products Torm 20 CRM cuctem 2022

3. https://docs.microsoft.com/ru-ru/learn/TTopran o0y4eHus Microsoft?

4. http://iteam.ru/publications/marketing/section 26/ - Texuonaoruu CRM,;
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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://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-rukovodstvoУчебник
https://crmindex.ru/products
https://docs.microsoft.com/ru-ru/learn/
https://docs.microsoft.com/ru-ru/learn/Портал
http://iteam.ru/publications/marketing/section_26/

5. https://lwww.cfin.ru/itm/crm/ — caiiT cogepkuT OOJIBIIOE KOJIMYECTBO CTAaTed IO
WHPOPMAIIMOHHBIM CHUCTEMaM, TMPAKTHUKE WX BHEIPCHHUS, HCIOJIb30BaHHS, 3KOHOMHYECKOU
OIIEHKU

6.6. UHbIe HCTOYHUKHT

1. The Definitive Guide to Customer Relationship... (Kindle Edition) by V. Kumar /
Pearson Education Inc, FTPress, — 2023 — 350 p.

2. Jlo6oma JI.B. llar 3a marom. Microsoft Dynamics CRM 2016, M.:OKOM, — 2021.
150 c.

1. Kyaunos A. CRM: [Ipaktuka s¢dexkruBHoro 6usneca. M3nanue 2. — M3narenbcTBo:
1C-TTabnummnr. — 2022. — 374 c.
2. Caak A.D. u nip. UadopmMannoHHbIe TEXHOJIOTUH YIPABJICHUS: YUeOHUK IS BYy30B. —

CII6.: [Mutep. — 2023. — 320 c.

7. MaTepuaJIbHO-TeXHHYECKas 0a3a, HHGOPMAIHOHHbIE TEXHOJOTHHU, TPOrPaMMHOE
o0ecrieyeHne 1 UHGOPMALMOHHbIE CIIPABOYHbIE CHCTEMbI

Jlis mpoBeneHusl 3aHATUN TO TUCIUIUIMHE HEOOXOAMMO MaTepHaTbHO-TEXHHUYECKOE
oOecrnieueHre y4eOHBIX aylUTOpUi (HArjasaHBIMU MaTepHuajaMH, SKPaHOM, MYJIbTUMEIUHHBIM
npoektopoM ¢ HoyrOykamu (IIK) mns mpesenTanuu yyeOHOro mMaTtepualna, BBIXOJAOM B CETb
Wnrepner, nporpammubsiMu npoaykramu MicrosoftOffice (Excel, Word, PowerPoint)) B
3aBUCMMOCTH OT THNA 3aHATUH: CEMUHAPCKOTO M JIEKIIMOHHOTO THIIOB, TPYNIOBBIX U
WHAUBUAYAIbHBIX KOHCYJIbTAUM, TEKYIIETO KOHTPOJIS M MPOMEKYTOYHON aTTeCTALUU.

it caMOCTOSATENbHON PabOThl 00yUYaIOMUMCST HEOOXOAUM JIOCTYIT B YUTAIBHBIC 3aJTbI
OMOJIMOTEKH W/WIIM TOMENICHUE, OCHAIEHHOE KOMITBIOTEPHOW TEXHUKOH C BO3MOXKHOCTBIO
MOJIKITIOUEHUS K ceTd « THTEpHET», TOCTYII B 2JIEKTPOHHYIO HH()OPMAIIMOHHO-00pa30BaTEIbHYIO
cpeny opranuzanuu u ObC.

Ba3bl 1aHHBIX, HHPOPMANMOHHO-CIIPABOYHbIE U OUCKOBbIE CHCTEMbI
www.biblio-online.ru —DaexTponno-6ubdanoreunas cucrema [DBC] HOpaiir;
http://www.iprbookshop.ru — Daektponno-6udanoreunas cucrema [DBC] «Iprbooksy»
https://e.lanbook.com - Dnekrponno-oubmHoTeuHas cucrtema [IBC] «JlaHby.
http://elibrary.ru/ - Hayunast snextponnas oubnmorekaElibrary.ru.
https://new.znanium.com DaekTpoHHO-0nbaHOTeYHas crcteMa [DBC] «Znanium.comy.
https://dlib.eastview.com — Mudopmannonnsiii cepsuc «EastViewy.

https://www.jstor.org - Jstor. [TosiHbIe TEKCThI HAYYHBIX KYPHAIOB M KHHUT 3apyOeIKHBIX

W3/1aTeIIbCTB.

https://elibrary.worldbank.org - DnekrponHas 6ubinoreka BeemupHoro bamka.

https://link.springer.com - IloJHOTEKCTOBBIE NOJUTEMATAYECKUE Oa3bl aKaIeMUUYECKUX

JKYPHAJIOB U KHHT U3JaTeNIbCTBA Springer.

10. https://ebookcentral.proquest.com - Ebook Central. [TosHble TEKCTHI KHUT 3apyOeiKHBIX
HAayYHBIX U31aTCIIbCTB.

11. https://www.oxfordhandbooks.com - JToctyr k mosHbIM TekcTaM cripaBouHrKoB Handbooks
uznatenscTBa Oxford mo mpeaMeTHBIM 001aCTSIM: SKOHOMHUKA U (PMHAHCHI, TIPaBO, OM3HEC U
yIIpaBJIeHHE.

12. https://journals.sagepub.com - TToiHOTeKCcTOBas 0a3a HAYYHBIX KYPHATIOB aKaJIEMUYECKOTO
U3/1aTeIhCTBA Sage.

13. CnpaBouno-nipaBoBasi cucrema « KOHCYIbTaHT.

14, DrexTpOHHBIN MEPHOANYECKUM CIIPABOYHUK «I'apaHTy.

NogakrwdpE
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