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1. IlepeyeHpb NIAHUPYEMBIX Pe3yJIbTATOB 00y4eHUs 1O JMCUMUIJIMHE, COOTHECEHHBIX €

IIAHUPYEMBIMH Pe3yJIbTATAMH OCBOEHHS MPOTrPaMMbI

1.1. Qucuunnuna b1.B./IB.05.03 «YmpaBieHue B3auMOOTHOLIEHUSIMU C KiaueHTamu (MSD

CRM)» obecrnieunBaeT OBJIAJICHHE CIACAYIOIIMMH KOMIIETCHITUIMH:

Ounasn ¢hopma ooyuenusn

Kon Haumenosanue Kon HaumenoBaHue ntamna OCBOCHHUS
KOMIICTCHIIU KOMIIECTCHIIN JTara OCBOCHUA KOMIIECTCHIIU
KOMIICTCHIIMHN
[IKc OCII -6 | Cnocobnocts mnpumensats | [IKc OC 11— 6.3 CrnocoOHOCTh  MPUMEHSTh  TIPH
MH(OPMALIMOHHBIE pelieHnn npo¢eCCUOHATBLHBIX
TEXHOJIOTMH Ul PEIICHUA 3aJ1a4 OCHOBHBIE METObI, CIIOCOOBI
MPUKTaHBIX  pHHAHCOBO- U CPEJCTBA MOJIYYEHWs, XPAHEHUs
FKOHOMHHICCKHX Jajiad U TpenodopaboTku uHOOpMAIUH,
YOPABJISTh B3aUMOOTHOILICHUSIMU C
xmentamn  (MSD CRM) B
MPEIINPUHUMATETBCKOMN
JEATEIPHOCTH. B TOM 4YHCIE C
HCIIOJIb30BaHUEM COBPEMEHHBIX
MH(OPMALIMOHHBIX TEXHOJOTUN U
MIPOrpaMMHOT0 00€CIICUCHHSI.
3aounasn ¢hopma ooyuenus
KOI[ HaumenoBanue KO,Z[ HaummMeHoBaHue sTana oCBOCHUS
KOMIICTCHIITU KOMIICTCHIITU JTara OCBOCHUA KOMIICTCHIINU
KOMIICTCHIITNU
[MIKc OCII -6 | Cnocobnocts mnpumensTs | [IKc OC 11 - 6.3 CnocoOHOCTh pemiarb
MH(OPMALIHOHHBIC npodeccuoHambHble  3alayd B
TCXHONOTMH  JUT pEIICHAA 00J1aCTH SKOHOMUKHU M (PUHAHCOB C
NPUKIIATHEIX  PUHAHCOBO- IPUMEHEHHEM COBPEMEHHBIX
DKOHOMIHCCIIX 3a1a1 MHPOPMAIMOHHBIX UPPOBBIX
TEXHOJIOTHI
1.2. B pe3ynbrare 0CBOCHUS AUCHUILUIMHBI y CTYIEHTOB JIOJKHBI OBITH C(HOPMUPOBAHBI:
OT®/TP Koa stana
(nmpu HAJTMYUH 0CBOEHMS Pe3yabTarbl 00yueHust
npodcranaapra) KOMIIeTEHMH
OoTD [IKc OCII - 6.3 | Ha ypoBHe 3HAHMIA:
B. Pa3zpabotka oTaenbHbIX (ounas / 3a04Hast) | TEOpETHUECKAsS OCHOBa YIIPABJICHUS
(bYHKIMOHATBHBIX B3aUMOOTHOLICHUSIMUA C KIMEHTAMHU; TEHACHIIUU
HaIPaBJICHUN yNpaBiIeHUs Pa3BUTHSI COBPEMEHHBIX TEXHUYECKHX CPEJICTB U
pUCKaMH MHGOPMaLIMOHHBIX TEXHOJIOTHIA;
TO HA YPOBHE YMEHMIA:
B/02.6 paboTark ¢ MPOrpaMMHBIMH KOMIIJICKCAMH T10
JlokymMeHTHpOBaHUE YIPaBJICHUIO KIIMEHTCKUMU B3aUMOOTHOIICHUSIMU;
npoiecca YIPABICHUS WCIIOJIb30BaTh JIJISl PEIICHUS AHAIUTUYECKUX U
pUcKamMu u YIpaBIeHYCCKUX 3a]1a4 WHPOPMAITHOHHBIC
KOPPEKTUPOBKA PEECTPOB TEXHOJIOTUH




HA YPOBHE HABBIKOB:
pa3BUTHE U TOAJEP)KAHUE  JOJITOCPOYHBIX

PHUCKOB B pamKax OTHOLIEHMH C  KJIWEHTaMHu;  (QOpPMUPOBAHUS
OT/EIbHBIX OusHec- 3alpOCOB K HCTOYHHUKAM JIaHHBIX.
HPpOULTLLOUB 148

2. O0beM U MeCcTO TUCHUILIHHBI B cTPpYKTYpe OIl BO

Hucuunnuna b1.B./IB.05.03 «Ynpasnenue B3auMOOTHOLIEHUsIMU ¢ KineHTamu (MSD
CRM)» coctaBnsieT 4 3a4eTHbIC €UHUIIBI, T.€. 144 aKkaJeMUYECKUX Jaca.

Ha xoHTakTHYI0 paboTy ¢ mpernoaaBareieM BoIeIeHO 64 yaca, 3 HUX 32 daca JIeKIHi
1 32 yaca MpaKTUYECKHUX 3aHATUH, Ha CAMOCTOSITETbHYIO paboTy 00y4aroImuXcs BbIIEIEHO 76
9acoB I O9HOH /0.

Ha xonTakTHYy10 paboTy ¢ mpernogaBareieM BbieIeHO 24 yaca, U3 HUX 8 4acoB JICKITHI
1 16 yacoB MpaKTHUECKUX 3aHATHI, HA CAMOCTOATENIbHYI0 pabOTy OOydaroummxcs BbIAEICHO
116 wacoB st 3a0uHOM (/0.

JucuunnuHa peanusyercs nocie uzydeHus aucuuiuingsl b1.B.10«®dunaHcoBbIe phIHKT
u uHCTUTYTE»; b1.B.11 «Kopnoparususie huHaHCH Ha 4 Kypce B 7 ceMecTpe Ui CTYICHTOB
o4HOM (hopMBI 00yUEHUS; HA 5 Kypce, B 9 ceMecTpe ISl CTYIEHTOB 3a04HOM (pOpMBI OOyUECHHSI.

I/I3y‘ICHI/Ie JUCITUIIINHBI 3aKaHYMBAETCS 3a4E€TOM C OLICHKOM.

3. CopepskaHue U CTPYKTYPa AUCHUILIMHBI
Ounasn hopma odyuenusn

O0beM IMCHUILIMHBI, Yac. ®opma
KonrakTHas padora TeKyIero
HanvenoBamme Tem odyuarouuxcs ¢ KOHTPOJIs
Ne i/ npemnojaaBarejiemM ycneBaeMocTu**,
(pa3aesioB) Bcero CpP .
10 BUAAM y4eOHbIX NPOMEKYTOYHOI
3aHATHH aTrecTaluu®**
J | JIP 3 KCP
CRM B
Tema 1 IpEeANPUHUMATEIBCKON 32 6 6 12 (0]
TS TEIbHOCTH
Bgenenue B
Tema 2 WH(POPMAITHOHHYTO 28 6 6 16 K
cucremy CRM
Tema 3 | YmpaBiaeHue npogaxaMu 28 8 8 16 Ke
Tema 4 YpaBJieHHe 28 | 8 8 16 0
MapKETHHIOM
Tema 5 YTIpaBIIeHie 24 | 4 4 16 o)
00CITyKHBaHUEM
[TpomexxyTOUHast aTTecTalus 4 3a0
Bcero: 144 32 32 76

3aounan ¢popma odyuenusn




O0beM JUCHUIINHBI, Yac. dopma
KonrakTHas padora TeKyero
00y4aKOIIMXCS ¢ KoHTpoJIs
Ne /i HaunmeHnoBaHnue TeM HpeHO}IaBaTeJ]eM ycneBaeMoCTH
(pasnesoB) Bcero Cp >
10 BUJIaM Y4eOHBIX NPOMEKYTOUHO
3AHATHI i
J JIP 13 KCP arrecrauuu™**
CRM B 0]
Tema 1 MPEANPUHUMATEIbCKON 18 2 - 16
JIeSITeTHOCTH
BBenenue B K
Tema 2 | uH(MOPMAIHOHHYIO CHCTEMY 28 2 2 24
CRM
Tema 3 VYrpagieHue npogaxkaMu 38 2 6 30 Ke
Tema 4 | VmpasieHue MapKETHHIOM 30 2 4 24 0)
Tema 5 VYipasnenue 26 ) 4 22 O
00CITy)KHBaHHEM
[IpomexxyTOoUHasl aTTeCTALMS 4 3a
Beero: | 144 8 16 116
¥t —  paspabomuux yxasvigaem HeobXoOoumvlie opmbl MeEKyuwe20 KOHMPOJA YCNeeaemMocmu.

xkoumponvusie pabomot (K), onpoc (0), keiic (Ke).

**% _ paspabomuux ykaszvieaem HeoOX0OUMble GOPMbL NPOMENCYMOUHOU ammecmayuu.: 3avem (3a),
axzamen (3a).

Conep:xaHue IMCUMILINHBI

Tema 1. CRM B npeanpuHIMaTeIbCKOM 1eSITeIbHOCTH

Onpenenenne CRM. OcHoOBHbIE KOMIOHEHTHI M uHCTpyMeHThl CRM. Yto gaer
npeanpunumarento CRM. Acniektst CRM. OcHoBHble nevictBust npu [Ipogaxax, MapkeTunre,
O6cnyxuBanun. 7 ctpareruiit CRM. Mudopmarmonnsie cucteMbl oaaep:kku CRM

Tema 2. Beegenne B nunpopmanuonnyio cucremy CRM

Oprannsanus nanHbix. OcHOBHBIE paszaensl: [Ipogaxu, Mapketunr, CepBuc. Tunel JaHHBIX.
Tuner 3amuceii. Jlentsl mpoueccoB. Ilonmp3oBarenu cuctembl u ux ponu. Mubopmaius o
JEUCTBUAX. AHATUTHUECKUE TTaHEIN.

Tema 3. YnpasiieHue npogaxamu

OcHOBHBIE TOTPEOUTENHCKHE CIEHAPUU TPOAAK. 3aMUCH U JaHHBIE B Mpoleccax MpOAakK.
HNutepec, Bosmoxnas cnenka, Kommepueckoe mnpemnoxenue, 3aka3, Cuer. 3ammcu o
KOHTaKTaX, KOHKypeHTaX H ToBapax (katamor mnponaykiuu). Ilpaiic — JHCTBI W CXEeMBbI
1eHooOpazoBanus. Jluteparypa mo mnpoaaxkaM. YIpaBleHHE 3alUCIMU O TMpojaaxax B
COOTBETCTBUM C JIGHTOM Ipolecca NpoJak M HA3HAYEHHBIMU POJSIMU TOJIb30BaTeleH.
Hcnons3zoBanne (uHaHCOBOW WH(MOpMAIUHU, coaepkamenics B 3anmucsax o mpogaxax CRM.
[TocTpoeHre aHATUTHUECKUX TaHeNed nns pa3paboTku  A((HEKTUBHON CTpaTerudl o
YIYy4YIICHUTIO YKOHOMHUYECKOMN ACATCIIBHOCTHU IMPECATIPHUATHUA.

Tema 4. YnpaBjieHue MapKeTHHIOM

[{ukn mapkeTHHra ¢ 00paTHOMU cBA3bl0. CO3/MaHNE U UCTIOIb30BAHUE MAPKETUHTOBBIX CITHCKOB.
Ucnonb3oBanne moxmynen «bbicTppie kamnanum» U «MapkeTuHroBele kKammnanum» B CRM.
[[Ta6monsl kammanuid. Ponb peructpanuu IeHCTBUI M MAPKETUHTOBBIX CIIMCKOB B KaMIIaHWH.
Hcnons3zoBanue JlutepaTyphl 1o Mpoja)kaM B KaMIAaHUAX. 3aXBAaT M YNPABICHHUE OTKIMKAMU




Ha KamnaHuioo. CBs3p ¢ MHTepecamu B Moayse mnpojax. Mcmonb3oBaHue (UHAHCOBOM
uHpopMaluy, cofepxaiiencs B 3anucax o kamnanusx CRM.

Tema 5. Ynpasienue o0c1y:kKuBaHuem

OcHoBHbIE TOTpeOUTENbCKUE CLieHapuu oOcayxuBaHus. CyIIHOCTH M THIMbBl 3alHced Mpu
OOCITy’)KUBAaHUM: KJIMEHTHI, ciay4dau (KeWchl), NeHcTBUs, NEHCTBUS MO pa3pelleHuIo Keiica,
cTaTbu 0a3bl 3HAHUI, TOTOBOPHI Ha oOcTy)uBaHue, ouepean. Kinaccudukanus keiicoB. CBsi3b €
KaTaJloroM TOBAapOB/yCIyr. BO3MOXHOCTH ONpeneneHuss METPUK KadecTBa pa3pelieHus
keiicoB. lcnonb3oBanue (puHAHCOBOW MHGOPMAIMH, COJIEPIKAIICHCS B 3alUCAX O Keicax H
noroBopax oociyxuanusi CRM. Bo3M0OXHOCTH MOy pacIUCaHUsl OOCITYKUBAHHUSL.

4. MaTepI/IaJ'[LI TEKYIIET0 KOHTPOJIA YCII€BACMOCTH oﬁyqamumxcsl Hu (l)OHL[ OICHOYHbIX

Cpeacre l'lpOMe)KyTO‘lHOﬁ aTTeCTAalluM 10 JUCHUIIJINHE

4.1. Tekymuii KOHTPOJIb yCIIEBA€MOCTH

4.1.1. ®opMBbI TeKyl1ero KOHTPOJIS yCIIeBaeMOCTH

Tema (paznen) MeToab! TEKyLIero KOHTPOJIsl yCIIeBaeMOCTH

CRM B npeanpunumatesnbekoit aesitensHoctn | TECT

Beenenue B undopmarmonnyto cucteMmy CRM | TECT

VipaBiieHHEe TPOTaKaMH KENC
VYrpapieHre MapKeTHHIOM OITPOC
VpasiieHue 00Ty KHBaHHEM OITPOC

4.1.2. MaTepuaJibl TeKyliero KOHTPOJIs yCIIeBaeMOCTH

Cnucok BOIIPOCOB JIJIl IIOITOTOBKH K OIIPOCY IO TEME 1:

1.

W © Ny kWD

H
e

CRM-cuctemsl B Mupe. TeHaeHIMu pa3BUTHSL.

Amnanu3 cocrosinusi CRM-cuctem B Poccun.

[Ipuopurers nons3osatens CRM. 3anauu.

CRM: npoOsembl U NepCHEKTUBI.

O6maunas CRM: mitochl 1 MUHYCHBI.

Heckronnas CRM mitochl 1 MUHYCBI.

Kax nouste, uro komnanuu Hy>kHO oT CRM?

Mosxno nu oboiituck 6e3 CRM? Korna e crout BHeapsaTe CRM?
Hackonbko 3Ha4MM MOOMIIBHBIN TOCTYI J71s oJib3oBaTesist CRM?

CRM, xak crpaterus u CRM, kak HHCTPYMEHT, KOTOpBIM MOIIEPKUBAET OTY

CTpaTeruIo.

11.
12.

Pazmmunbie THIIBEI MOJIeNel KITMEHTA.

Onumure posib OCHOBHBIX THIIOB 3amucei, ucrnoib3yemblx B Microsoft Dynamics

CRM.

IIpumep BonpocoB TecTa 1JIsl TeMbI 2:




1. Yro takoe Bo3morkHas caenka?

() Obenranue KIMEHTA COBEPUIUTDH MOKYIIKY

() lorenumanbHas nmpojaxa

() To xe camoe, uro MHTEpEC

() 3anmce, coznaBaemas MpU NOArOTOBKE MPEIOKEHHS ¢ PaCHEHKaMH

2. Kaxoii tun 3anucu B Microsoft Dynamics CRM cooTBeTcTBYyeT
MOTEHIMATHHOMY KITUECHTY?

() Opraauszanus

() Konrakr

() Knuenr

() UnTepec

() Bo3mosknas cnenka

3. B kaxue 13 nepeyrciIeHHbIX HIKE TUIIOB 3aluceil Hemlb3s npeodpaszoBars B HTepec?
() Opranuzanus

() Konkypent

() Konrakr

() Bo3amosxkHnas cnenka

4. Kaxkue u3 cienyromux 3anuceid B Microsoft Dynamics CRM npumeHnsitoTcst
11t THPOPMUPOBAHUSI TOTEHITUATBHBIX KIIMEHTOB O IPOIYKTaX | [eHaxX?

() UuTepec

() 3aka3

() IlpomykTbl

() JIuteparypa

() IIpemyioxenue ¢ pacieHKaMu

5. Kak Ha3bIBaeTcs HabOp IIEH HA MPOJYKT, KOTOPbIE MOTYT U3MEHSATHCS MIPU
OTIpe/IETICHHBIX YCIOBUAX?

() Cmucok CKuI0K

() paiic-muct

() IlpomykTbl

() [Ipemyoxenue ¢ pacueHKaMu

() Enunune! usmepenus

6. SIBnsiercs v mpuMeHeHue 3anuceil IHTepecoB 00s13aTeNbHBIM B MpoIieccax
npojax?

() Ha

() Her



7. SIBnsieTcst M cleAyroliee YTBEPKACHUE UICTUHHBIM WU JO0KHBIM? JIOKYMEHT JTUTEpaTyphl
MO>KHO BJIOKHTH B COOOIICHUE 3JICKTPOHHOU MOYTHI.

() da

() Her

8. Kakwue u3 cieyronmx TUIOB 3aMuceil MoXXHO rpeodpa3oBats B KoHTakT?
() Opranuzanus

() Konkypent

() UuTepec

() Bo3mosxkHnas cnenka

9. Kakwue u3 cnenyronmx Tumos 3amuceii B Microsoft Dynamics CRM npencraBisitoT
MOTEHIHAIBHYIO MPOAAXKY?

() KonkypeHt

() Uurepec

() Bo3amorkHas caenka

() JIuteparypa

10. 3ammce Kakoro TUIla He0OX0auMa U CO34aHMs BO3MOKHOM CAEJIKU?
() KonkypeHnt

() Knuenr

() UnTepec

() MapKeTHHTOBBIN CITHCOK

11. Yro Takoe BO3MOKHas cenka?

() To xe camoe, 4TO UHTEPEC.

() 3amucek, co3gaBaeMast MOCJE MOJATOTOBKH MPETOKEHUS

C pacleHKaMHu.

() HoTennmanbHas mpoaxa.

() Obemranue KIMEHTA COBEPUIUTD MTOKYTIKY.

12. Opranuzanus, aCCOIMUPOBAHHAS C 3aKPHITOM BO3MOKHOW CIIEITKOM,
coo01mIa 06 U3MEHEHUH CBOETO PELICHHSI U MTPOSBUIIA
3aMHTEPECOBAHHOCTD B 3aKJIIOUYEHUU KOHTpaKTa ¢ Baiel komnanuen. Kak
CJIEyeT OTPA3UTh TAKyIO MOTEHITMAIBHYIO Tpoaaxky B Microsoft Dynamics
CRM?

() HazHauuTh 3aKpHITYIO BO3MOXHYIO CIIENKY CIEIUAINUCTY 110

MPOJIaXKaM.

() Co3natb HOBYIO BO3MOXKHYIO CHIETIKY.

() Yaanuth BO3MOXKHYIO CHIETIKY.



() [IoBTOpPHO OTKPBITH 3aKPHITYIO BO3MOXKHYIO CHIETIKY.

13. SBnsercs v ciaeayroliee yTBepKJACHHEe UICTUHHBIM UJTU JIOKHBIM? 3arucu
BO3MOXKHBIX CJIEJIOK, UMeromue cratyc «Caenka 3akmodeHa» u «Crenka He
pealin30BaHay, TOCTYIHBI TOJBKO JAJISl YTEHUSI.

() Ha
() Her

IIpumeps! KelicoB Ajs pa3dopa o teme 3:
Keiic «buznec-npoueccobi»

Cepreii UBaHOBHY PYKOBOJUT KOMITAHUEHN MO MOIIKWBY U ONTOBOM Mpojiake oAk abl B CaHKT-
[TerepOypre. JIBa rona Hazax Cepreit MBaHoBuY pemmi, 4yTo OW3HEC TpeOyeT pa3BUTHA, HO
CHayaja He0OX0IMMO HABECTH MOPSAJOK C BHYTPEHHUMU IIPOLECCAMH KOMITaHUH.
Bkparue cutyanus Obula crieayromas: 3aka3bl OT KIHMEHTOB TepsJIMCh, 3aKa3bl Ha
MIPOU3BOJICTBO BBITIOJHSINCH HETOUHO, JKajJ00bl KIIMEHTOB HE BCerJa 0O0padaThiBallCh U T. .
Cepreii MBanoBuu 00paTHIICS B KOHCAJITUHTOBYIO KOMITAHUIO IJII WCIIPABICHUS CUTYaIUH.
busHec-KOHCYIbTaHTBI, TPOAHATU3UPOBAB BHYTPEHHHUE IPOLECCH paOOThl KOMIIAHUH, YKa3allu
«TOHKHE» MECTa U MPEAJIOKIUIN MOJEPHU3ALNIO OU3HEC-TIPOLIECCOB «3aKa3», KIPOU3BOJICTBOY,
«BBICTaBKay, «pa300p kanoObl». PaboTa ObUIa BBINMONIHEHA B CPOK, U OTYET C HOBBIMU OM3HEC-
npoueccamMu KommnaHuu jer Ha cronl Ceprero MBanosuuy. Kaszamoce, uro camoe TpyaHoe
10331 U TeNephb Jiesia MoayT B ropy!
C HOBBIMHU OM3HEC-IIpollecCaMU HEMEIJIEHHO O3HAKOMMIIM BCEX COTPYJIHUKOB. bbln crenaHbl
0oJbIlKe U ApKUE I[BETHBIC paCledyaTKH, KOTOPhIE Pa3BECHIIM B OTJENaX OKOJIO pabOYuX MECT
coTpyaHuKoB. Ho oxkmaaemoro pesyibpTaTa HE MOCIEN0BAIO: 3aKa3bl MO-NPEKHEMY TEPSIINCH,
XKaJI00bI 00padaTHIBATUCH Yepe3 pa3 | T. 1.
Cepreit MBaHoBMu m0iaT0 1Oymai, Kak HCIPaBUTh CHUTyanuio, W pemuia: «Heobxomumo
«OymakHbIe» OW3HEC-MPOIECChl TOMECTUTh HEMOCPEIACTBEHHO B CHUCTEMY aBTOMATH3AllUU,
clenaTh WX <« KUBBIMH», WHTETPUPOBATH B pabouyro cpeay KommaHuu. [lycTe Kaxablit
COTPYJIHUK BUIUT OU3HEC-TIPOIECC Y ceOs Ha IKpaHe MOHUTOPA U pPabOTaeT C HUM.
[Ipennaraercss OTBeTUTh Ha BONpOC: «3adeM OW3HEC-MPOLECC HYKEH BHYTPU CHUCTEMBbI
aBTOMAaTHU3aLUU?».
[ToctaBpTe MIIOCHI (+) HAMPOTUB TEX MMYHKTOB, KOTOPHIE Bbl CUMTACTE AKTYalIbHBIMU IS
Balllell KOMITAHUH, U MUHYCHI (—) — HAIIPOTUB T€X, KOTOPHIE K Balllei KOMITAHUHA HE OTHOCSITCSI:
e Yt0o0BI 337aTh NPAaBUIbHYIO IOCJIEI0BATEIbHOCTh AEUCTBUN JUISl JOCTHXKEHUS TpeOyeMoro
pesynbrata. Hampumep, MOXKHO YCIIOBHO B KadecTBe OM3HEC-IIpoLiecca pacCMOTPETh YTPO

6yz[Hero AHS: TIPOCHYJICA, IIPUHAI AYLI, ITOYUCTUII SY6BI, MMO3aBTpaKall, OACJICsA, IOCXaJ Ha
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paboty. BakHa mpaBuibHAs IOCIIEAOBAaTENbHOCTh JCHCTBUI. A eciau TNepecTaBUTh
Mectamu? Uto nmomyyurcs?

e UToOBI JUIS Ka)xJ0ro dTama paboThl (OM3HEecC-Tporiecca) ObLT OTBETCTBEHHBIM COTPYIHHK.
Tor, ¢ KOro MoOXHO cHpocuTh pesynbpTaT. llomHuUTE O coBerckux konxo3ax? Ecim
OTBETCTBEHHBIE BCE, TO CIIPOCUTH HE C KOTO.

e UrtoObl koMIaHusi paboTaja B €IMHOM pUTME U cTaHiapre. Hampumep, MOXXHO
MIPOAHAJIM3UPOBATh XOJI BBIMOJHEHHUS TEKYIIMX OW3HEC-IPOLIECCOB M BBIABUTH CTATUH
(3amaun), Ha KOTOPBIX TEPSAETCS BPEMs.

e YroOBl KONMPOBATH ONBIT JIYYIIUX COTPYJHUKOB, cO37aBasi Ha 0a3e 3TOro YETKHE
WHCTPYKLUMU M PETJIaMEHTHI Uid coTpyIHUKOB. Hampumep, y menemkepa IlerpoBa cambie
BBICOKHE MpOJaXH B OTAeNe; Mbl aHAIU3UPYEeM €ro paboTy C HOBBIM KIMEHTOM U
COCTaBJISIEM TOCIJIEIOBATEILHOCTD ACUCTBUIM U PETJIaMEHTOB NPU pabOTEe C HOBBIM KIMEHTOM
JUISL COTPYTHUKOB BCETO OTJIENA MPOJAXK.

e YToOBl KOHTPOJIUPOBATH IPOLECC BBHIMOIHEHHUS BBIJAHHBIX COTPYJHHKAM MOPYYEHUH.
Hampumep, pykoBoauTesb, neperpyKeHHbIl paOb0oTON, BbIAAET MOPYUYEHHE COTPYIHHKAM C
nomotipto CRM-cuctremsl. [loxke, B cBOOOJHYIO MUHYTY, OH (OPMHUPYET OTUYET IO
BBIJIaHHBIM MOPYYEHUSIM U1 TOTO, YTOOBI IPOBEPUTH PE3YIbTAaThl PaOOTHI.

e UroObl KOHTPOJMPOBATH COCTOSHHE OM3HECA: CKOJIBKO BCETrO OTKPBITHIX MPOIECCOB, Ha
KaKOM 3Tale HaxoAsTcs, KOrJa 3aKOH4YaTcs. OJTO IO3BOJISIET MOBBICUTH YNPABISEMOCThH
ousneca. Hampumep, B O6musHec-miporiecce «Pa3dop xamoOe» 80 % xamod HaxomsTcss Ha
stane «Pa30op kanob». ITo CUTHAJ, YTO OTAEN HE CIPABIIAETCS C 3a/adeil 1 HEOOXOAUMBI
KOPPEKTHUPYIOIINE AEHCTBHS.

e Hamnumure cBoro MpUYIUHY.

Keiic «O0Men nnpopmanuein»
HNpuna — Moomod pYKOBOAWTENh OTIENAa MPOJAaX KOMIAHHH, TMPOJAIOIIEH CHUCTEMbI
KoHauIoHupoBanus B ExatepunOypre. Eil u corpyHukaM ee oTaena IpuXoAnuTCs peryisipHO
KOHTaKTUPOBATh C OTAEJIOM 3aKyIOK, OT/EJIOM JIOCTaBKH, OyXrajaTepued U OTAEJIOM CepBHca
KoMnaHuu. B mocnenHee BpeMsi y4acTWIIMCh Ciy4dyad HETIOHUMAaHHs, MOTEPU U HCKAKEHUS
nepenaBaeMoil MHGOpPMALUKU MEXIy COTPYAHUKAMH OTAeNa MPOJaX U APYTUMHU OTAelaMu
KOMIIaHMM. BoT, Hampumep, Ha DPOLUIOW HeIeNe Iepefald Ha TEeCTUPOBAaHUE JBa
KOHJMIIMOHEPA B OTAEN CepBHUCA. Y CTHO JIOTOBOPUINCH C COTPYAHUKOM OTZAENA O TOM, UYTO B
TeYeHHe Heenu o0opyAoBaHHE OyIeT MpoTecTUpOoBaHO. Uepe3 HEAeNto OKa3bIBAaeTCs, UTO

TaKoIo HOO6€H_[aTL HHUKTO HC MOI' U CTaHI[apTHHﬁ CpPOK TCCTHUPOBAHUSA — JABC HCIACIIN. 910
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MIOPOXK/IAET CEPbE3HOE HEJOBOJIBCTBO COTPYIHUKOB C 00EHX CTOPOH M HANpPSAMYIO OTpaskacTcs

Ha KJIIMCHTAax.

Wpuna B  pacrepsHHOocTH:  «M3-32  HEcOrnlacOBaHHOCTM B CJIOBax  MOSBISETCA
HECOIJIaCOBAaHHOCTh B JI€JIaX, CPhIBAIOTCS CPOKU MOCTABOK M YCTAaHOBKHU cucteM. Pacter oOmiee
HEZI0BOJIbCTBO COTPYJHUKOB M KIUEHTOB. 3asBKa WJIM BOIIPOC, NEpEJaHHbIE COTPYIHUKOM
OTJeNa MpoJiaX B IPYroe MojpasieleHue, 4acTo He 00pabdaThIBalOTCS B YKa3aHHbBIE CPOKU WU
IPOCTO TepsitoTcs. Takke COTPYAHHMKY CIIOKHO OTCIEAUTh (AaKT MpHeMa IepeAaHHOro
COOOIIEHUsT KOJUIETaMU M CPOKM Havyasla ¥ OKOHYAaHUS ero oOpaboTKHU. DTy CUTYyalHi0 MOXKHO
CPAaBHUTH C OIyCKaHWEM KOHBEPTA B YEPHBIN SIIIUK U OKUJAHUEM, YTO NPOU30MACT... byner

otBeT i HeT? Korna? U ot xoro?».

Moxer ObITh, HE B TOYHOCTH TaKHe, HO OYEHb IOXOKUE CUTyallud BCTPEYaAOTCs MOYTH B
Kakaol kommnaHuu. [losTomy mpennaraeM 4YMTaTeNi0 BCIOMHHUTH HPOOJEMBI, KOTOpBIE
BbI3bIBAET B KOMIIAHMM OTCYTCTBHE TEXHOJOTMM Iepeladyd HHPOpMAIUH  MEXKAY
COTPYJHHKaMH, 1 BMECTE COCTABUTh CIIMCOK OTBETOB Ha BOIPOC: «3a4eM HYKHBI MEXaHU3MBbI
nepeaayn MHGOpMaUM MeXAy coTpyaHukamu?y. I[loctaBbTe IUIOCHI (1) HAmpOTUB TeX
ITyHKTOB, KOTOpBIE Bbl CUMTAETE AaKTyaJbHBIMU MJI Balled KOMIAHUM, U MMHYCHl (—) —
HaIlPOTHUB T€X, KOTOPHIE K Ballleld KOMITAHUH HE OTHOCSITCS:

e YroObl He MOTEpATh MHPOPMAIMIO NpU MEeperadye ee Apyromy coTpyaHuky. Hampumep,
YCTHO NepeAaHHas MHGopMaIHs MOKeT ObITh 3a0bITa, a LIBETHasE OyMakka, IPUKIIECHHAs
Ha MOHHUTOP, MOXET OTKJICUThCS U TMOTePATHCs. UTOOBI 3TOTO HE CIYYHIIOCh, HH(POPMAITUIO
Jydlle Iepe1aBaTh B IMCbMEHHOM BHJIE YEPE3 CUCTEMY aBTOMATHU3ALUH.

e UYr00HI 3HaTh, KOMY OblJa TiepefaHa WHpoOpMaIMA M 4TO ¢ Hell mpowmsouuto. Hampumep,
€CIIN COTPYIHMK I€peNacT 3asgBKy B APyroe MOApPa3leiIcHHE, OH MOXKET 4epe3 KaKoe-TO
BpeMs NpPOBEPUTH CTaTyC 3TOW 3asiBKM W Y3HaTh, Kakue MACWCTBUS MO HeH ObUIH
IIPEANPUHATHI aPECATOM.

e UT0o0ObI aBTOMATUYECKH Mepe/laBaTh 3a/1a4M 10 clienke (OM3Hec-mpoIeccy) OTBETCTBEHHBIM
coTpyaHukaM. Hampumep, ecnv OIMH COTPYAHMK BBIIOJHWI CBOK 33/Jady B paMKax
CIEIIKH, TO CHCTEMa aBTOMAaTHYECKH CO3JACT CIEAYIOLIYI0 3aJady APyroMy COTPYIHHKY,
HeE Tepsis BpeMEHHU Ha nepeaady nHpopMaluu.

e Uro6bl BblaTh «IlopydeHue» COTPYIHHKY M HPOKOHTPOJIIMPOBATH €ro HCIOJHEHHE.
Hanpumep, ecin pyKOBOAMTENIO HEOOXOJMMO TMOPYYUTh Kakoe-TM0o  3ajaHue
KOHKPETHOMY COTPYJHHUKY M Ha3HAYUTh KOHTPOJIEpPA 34 XOJOM €ro BBIIOJHEHHUsS, TO 3TO

MOXXHO cJ€j1aTh C IOMOIIBIO 6H3Hec-np0uecca.
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e Hanumure cBOIO MNpUYNHY.

CnucoK BONPOCOB /115 OATOTOBKH K ONPOCY 10 TeMme 4:

1.

A R o

Oyukuun CRM-cuctem: ynpapiieHHe MapKeTHHIOM, MPOJakaMy, KIMEHTCKON 0a3oil,
CEPBHCOM.

VYnpasnenue MmapkeTHHroM kak ¢pyHkuueit CRM-cucrem.

VYnpasnenue npogaxxkamu kak ¢pynkuueit CRM-cucrem.

VYnpasneHnue KIHMeHTCKON 0a3oi kak gpyHkiueir CRM-cucrem.

VYnpasnenue cepsucom kak gpynkimeit CRM-cuctem.

YTo HYKHO cenaTh YToObl CO34aTh HOBOE OOpalleHHE.

Korna n xak ncnonb3yrores paszaensl Konkypentsl u Jlutepatypa.

Cnucoxk BONpoCoB Uisl MOATOTOBKH K OIMPOCY MO TeMe S5:

1
2
3
4.
5
6

[Tpouecc «Co3nanue u paboTa ¢ HOBBIMH U CYIIECTBYIOIIMMH KIMEHTaAMI.

OnuumTe B3aMMOCBSI3b MEXK]Ty 3alMChI0 KJIMEHTA U 3alUChI0 TIPOJIAXK.

OnummTe pa3nyHbIe CTaTyChl BO3MOXKHBIX CIETOK.

Omnpenenure 0cOOEHHOCTH M MpeumytiecTBa Karamora npoaykium.

[Tpouecc «Co3nanue u moaaep>kKa rpyIibl 00bEKTOB JUIS KaTajaora MpOayKIUN.
Co3nanue mpaic-TUCTOB W HACTPOMKA MX JJISl Pa3IMYHBIX KIMEHTOB, MAapPKETUHTOBBIX
KaMIIaHUH ¥ CIIEHMAIbHBIX MPEITOKEHUMN.

[Ipumenenne WHPOPMAIMOHHBIX CHCTEM YIPABIEHUS B3aWUMOOTHOIIECHUSMH C

knueHTamu (CRM) i moanep:Kku MapKeTUHTOBOM 1€ TENbHOCTH MPEATPUSITHUSI.

KPUTEPUU OLNEHKHU TEKYHIEI'O KOHTPOJIA
[Tpu ycTHOM ompoce BBICTaBIISIETCS OLICHKA!

1.1.

1.2.

5 (oTAMYHO) - 3a MOJHBIM OTBET HA MOCTABJIEHHBIA BOIPOC C BKJIIIOUYCHUEM B COJIEpKaHHE
OTBETa pacckasza (JeKUMHu) IpernojaBaTelis, MaTepUajJoB y4eOHUKOB, JOIOJHUTEIBHOMN
JUTEpaTyphl O€3 HABOASAIIMX BOIIPOCOB;

4 (XopoI1I0) - 3a MOJHBIM OTBET HA MOCTABJICHHBIM BOMPOC B 00BEME pacckasa (JEKIIHH)
Nperno/iaBaTess C BKIIOUSHHEM B COJIEpYKaHHE OTBETa MATEPHAIOB YUCOHUKOB C YETKUMHU
MOJIOKUTCIIBHBIMH OTBETAMH HAa HABOASAIIUEC BOIIPOCHI IMIPLCIIOAaBaTCIIA,

3 (YIOOBIETBOPUTEIIEHO) - 32 OTBET, B KOTOPOM O3BYYEHO 0OJjiee MOJOBHHBI TPeOyeMOro
MaTepHala, ¢ HOJ0KHUTEIbHBIM OTBETOM Ha OOJIBIIYIO YaCTh HABOASAIIMX BOIIPOCOB;

2 (HEyHOBJETBOPUTEIFHO) - 3a OTBET, B KOTOPOM O3BYYE€HO MEHEE MOJOBHHBI
TpeOyeMoro wmarepuansa WId HE O3BYYCHO TJAaBHOE B COJACPKaHUHM BOIMpOCa C
OTPHLIATEIFHBIMU OTBETAMH Ha HABOJSIIAE BOIPOCHI WIIM CTYJEHT OTKA3aJICs OT OTBETA
0e3 MpeIBapUTEIILHOTO OOBSICHEHUS YBAKUTEIBHBIX TPUYHH.

[IporpaMMupoBaHHBII KOHTPOJIb 3HAHUM (TE€CT) IPOBOAUTCS IO 3apaHee pa3pabOTaHHBIM U
YTBEP>K/I€HHBIM LIUKJIOBOM METOIUYECKOW KOMHUCCHEN 3aJaHUsIM U KPUTEPUSIM OLIEHKH.
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1.3.  KonuyecTBo TECTOBBIX 3aJaHHi 3aBUCUT OT oObeMa Marepuana. Bpems, oTBoaumoe s
BBITIOJTHEHMSI TECTOBBIX 3a/laHuM, HE JOJDKHO MPEBBIIATh OJJHOTO aKaJIEMHUYECKOrO yaca.
Tect onieHMBaeTCA MO CAEAYIOLUIUM KPUTEPHSIM:

e 5 (otmuuno) ctaButcs 3a 90-100 % npaBUIIbHBIX OTBETOB.

e 4 (xopomio) craButcs 3a 80-89,9 % npaBUIBHBIX OTBETOB

e 3 (ynoBnerBopuTeabHO) cTaBuTCs 3a 70-79,9 % npaBUIBHBIX OTBETOB.

e 2 (HEey[OBIETBOPUTEIHHO) CTaBUTCA Npu Hamuuuu menee 70 % MpaBUIBHBIX OTBETOB
WIW TIPU OTKa3€ 00yYaroIierocsi MpoWTH TeCTOBBIM KOHTPOJIb.

1.4. PeiTuHrOBas OLIEHKA 3HAHWM MPE/IOJIAraeT BBEJACHUE OJTHON U3 METOAMK JTAHHON CUCTEMBI
10 WHUIMATHBE OTJAENBHBIX NpenojaBareieil. Kpurepun oueHKH 3aBUCAT OT M30paHHOU
METOJIUKH.

1.5. K xoHIiy cemecTpa, y KaXJ0ro oOydYaromerocs TOJDKHO OBITh HE MEHEe TpeX OIICHOK,
MO3BOJIAIOIIMX JIOCTATOYHO OOBEKTUBHO OI[EHUBATh 3HAHMSI 110 MPOIICHHOMY MaTepuay.

1.6. AHaJIOTMYHO OLICHKE TEOPETUYECKUX 3HAHUI C y4eTOM 00BEMOB M Ka4e€CTBA BBIIIOJHEHHBIX
paboT OICHMBAIOTCS TEKyIIME 3HAHHS, YMEHUS M HABBIKM CTYJICHTOB Ha IpPAaKTHKE [
MOJTYYEHUS IEPBUIHBIX TTPO(PECCHOHATIBHBIX HABBIKOB M KBATM(DUKAITMOHHOW MPAKTHKE.
3HaHUS U NPAKTUYECKUE HABBIKM CTYJIEHTOB OLICHMBAIOTCS B KOHIIE KaXX/I0I'O CEMecTpa Io

BCEM JUCHMITIMHAM y4eOHOoro miaHa. OLEeHKH BBICTaBISIOTCS MO 5-0anbHOM cucTeMe:
e 5 (OTJIMYHO),

4 (xoporio),
¢ 3 (YAOBJIETBOPUTEIHHO),
e 2 (HEYJOBJIETBOPUTEIHHO).
OcHoBHbI€ (OPMBI KOHTPOJIS Y4eOHOI paboThI:
3aueT, PK3aMeH
2. Texkyuuii KOHTPOJb 3HAHUM

4.2. [Ipome:kyTOYHAS aTTEeCTALMSA

4.2.1. IlepeyeHbp KOMIETEHIHUH ¢ yKa3aHHeM 3TanoB MX (OPMHPOBaHHUS B IpouLecce
ocBOeHHs1 oOpa3oBaTeqbHOl mnporpammbl. [loka3ateiu M KpuUTepHMHM OLEHMBAHUS
KOMIIeTeHIUH ¢ y4eTOM 3Tana ux (JOpMUPOBaAHMSA

Ounas ¢hopma odyuenusn

Kon HanmenoBanmne Kon HanmeHoBaHMe 3Tamma 0CBOCHUSA
KOMIIETEHIINH KOMIIETEHIINH JTara 0CBOECHUS KOMITIETEHIINH
KOMITETCHIINH
[IKc OCII -6 | Cnocobrocts mpumensats | [IKc OCII-6.3 | CnocoOHOCTh IPUMEHSTH TIPU
MH(bOPMALHOHHEIE perieHnu npodhecCuoHaIbHBIX
TEXHOIIOTHH JJI1 PCIICHHA 3a71a4 OCHOBHBIE METOBI, CIIOCOOBI

NPUKIaTHBIX  (PUHAHCOBO-
HKOHOMHYECKHX 33139

Y Cpe/ICTBA TIOTYYCHUS, XPAHCHHS
U nipe1o6paboTku HHpopMaIny,
YIPABJIATH B3aWMOOTHOIIICHHMSIMH C
knuenTamu (MSD CRM) B
MPENPUHUMATETBCKOMN
JeSITeIbHOCTU. B TOM YHCIIE C
WCTIOJIh30BAaHUEM COBPEMEHHBIX
MH(GOPMAIMOHHBIX TEXHOJIOTUN U
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| mporpammHOro obecreyeHs..

JTan ocBOeHHUs IHoxka3arein Kpurepnii oneHuBanus

KOMIeTEeHIHH OLleHUBAHUSI
[IKe OC 1II - 6.3 Ymenue ananusuposath | OnpenenseT BO3MOXKHBIE DPHUCKH IIPU
CrocoGHOCTh  MPUMEHSTH | OLIEHKH 110 | BHEIPEHUU CRM CUCTEM
pu pELIECHNY | [TOKA3aTeNsIM: (TeXHUYecKue, 6usHec pHCKH,
npodeccuoHaNbHBIX — 3a/ad | AUHAMUKA NPOJaX, | OpraHU3aLMOHHBIE). PaccuntsiBaer
OCHOBHBIE METO/Ibl, CIIOCOOBI | LMK MPOJaK, CyMMa | OLEHKM [0 TOKa3aTelsiM: JUHAMHKa
U CpelIcTBa  IOJydyeHus, | 0OpabOTaHHBIX 3BOHKOB | MPOJAX, ILUKI  HOpoJax, cymMma

XpaHeHUs1 U npenoopadboTKu

Y JIUJI0B U JpYyTHE.

00paboTaHHBIX 3BOHKOB M IIUIOB H

uHpopmanuy,  ynpasisaTh | [IpuMeHsieT  OCHOBHBIE | IpyTHE.
B3aMMOOTHOUICHUSIMU C | METOJIBI YMeHne NpUMEHATh OCHOBHBIE METObI
knuentamu (MSD CRM) B | npencraBieHus U | IpEACTaBICHUS uH(popManun u
IIpEeAIPUHUMATEIBCKON QITOPUTMBI 00pa0OTKM | aITOPUTMBI  0OpabOTKM  JTaHHBIX B
NEeSTeIbHOCTU. B TOM 4YHCJE | JaHHBIX, UCIOJIB3YET | COBPEMEHHOM IPOrpaMMHOM
c UCIMOJIb30BaHUEM | IU(POBBIE o0ecrieueHUH Il E: peleHus
COBPEMEHHBIX TEXHOJIOTHH JUIst | IpOo()eCCHOHAIBHBIX 3a/1a4
MH(POPMALIMOHHBIX peleHus
TEXHOJIOT UM u | npoeccnoHanbHbIX
IIPOrpaMMHOT0 3ajad.
obecneyeHusl.
3aounan ¢hopma odyuenusn
Kon Haunmenosanue Kon HaumeHnoBaHMe 3Tana 0CBOCHUS
KOMIICTCHIINHN KOMIICTCHIINHN oTara OCBOCHUA KOMIICTCHIIH
KOMIICTCHIIUHN
[IKc OCII -6 | Cnocobnocts mnpumenars | [IKc OCII-6.3 | CnocoOHOCTE perarhb
MH(OPMAIIOHHEIC npoeCCHOHANIbHBIE ~ 33/J1aud B
TCXHONOTMH  JUIS pEIICHAS 00J1aCTH SKOHOMHUKHU U (PUHAHCOB C
NPUKIAHBIX  (PHHAHCOBO- pUMEHEHHEM COBPEMEHHBIX
KOHOMIHCCIIX 3211 UH(POPMAIMOHHBIX UPPOBBIX
TEXHOJIOTHH
JTan 0CBOeHHU Ilokazarean Kpurepunii oueHnBanus
KOMIIETEHIIUHN OICHUBAHUA
[IKc OCII-6.3 Crocoben BHenpsats B | [Ipumenser B mpodeccrHoHaTbHOU
CrniocoOGHOCTH periaTh npo¢eCCHOHATIBHYIO JIESATEIIBHOCTH COBpPEMEHHBIE
npodeCCHOHABHBIC 3a7]a4H | e TeIbHOCTh MH(POPMALIMOHHBIE UQppoOBBIC
B 00JIaCTH SKOHOMUKH U COBPEMEHHBIE TEXHOJIOTMM WM HMHCTPYMEHTBI, B TOM
(UHAHCOB ¢ MPUMEHEHHEM | HH(POPMAIIMOHHEIE yuclie npu BBICTpPAaUBaHUU
COBPEMEHHBIX IU(POBBIE TEXHOJOIMHU | B3aMMOOTHOLIEHUH ¢ KIMEHTaMH, ¢
MH(OPMAITMOHHBIX U UHCTPYMEHTBI, B TOM | LIEJIbIO ONTHMHU3ALUU
IU(PPOBBIX TEXHOJIOT UM qucie IIPY | OPraHU3aLMOHHBIX MPOLIECCOB
BBICTPAaUBaHUU
B3alMOOTHOIICHUN c
KJIMEHTaMHU
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4.2.2. ®opMma u cpeacTBa (MeTOAbI) NPOBEACHHUS IPOMEKYTOYHON ATTECTALIUH

(I)OprI KOHTPOJIA MO JUCHUILJIMHE. KpHTepvm OICHKH 3HaHI(ll7[, yMeHHﬁ, HAaBBbIKOB

Hmozoevuii konumponp. Jlsi KOHTPOJS YCBOSHHS JaHHOW JUCHUIUIMHBI Y4eOHBIM
IJJAHOM NPEyCMOTPEH: 3a4€T C OLICHKOM.

Texyuyuii kKonmpos. B TeueHre ceMecTpa NpeyCMaTpUBacTCs BBIIIOJIHEHUE U 3alUTa
MPAaKTUYECKUX YNPaKHEHUH M CaMOCTOSTENbHBIX paboT B MH(popmarmonHoi cucteme CRM,
TECTUPOBAHUE I10 OTJEIbHBIM pazjenaM AUCHUIUIMHBI. Pe3ynabTaThl BBIIIOJHEHHUS 3TUX padoT
SIBJSIFOTCS. OCHOBAHWEM JUISI BBICTABIICHHs OLIEHOK TEKYIIEro KOHTpOJIA. BeIlonHeHHe Bcex
paloT sBiIsIeTCs 0053aTENBHBIM JIJIs1 BCEX CTYJICHTOB.

HToroBelli ¥ TEKyIIM KOHTPOJIb OCBOEHUS CTYIAEHTOM Kypca OCYIIECTBISETCA B
paMKax OaJUIbHO-PEUTHHIOBOM CHCTEMBI, TMpenycMOTpeHHOH TumoBeiM monoxenuem «O
MIPUMEHEHNHU OaJIIbHO-PEUTHHTOBOI CHCTEMBI OLIEHKU yCIIEBAEMOCTH CTYyA€HTOB B Poccuiickoit
AxazieMHun HapoJIHOTO XO3SHCTBa M rocynapcTBeHHOM ciyx0bl npu Ilpesunenre Poccuiickoit
Denepauum.

VYCHnemHoCTh  OCBOEGHMSI  CTYAEHTOM  JHUCLHMIUIMHBI  OLICHMBAETCS 10  ILIKAJe,
MakcuMajibHasi cymma OaoB KoTopoid pasHsercs 100 (cra Oammam). OrneHka sIBISETCS
KOMIUJIEKCHOM W BBIBOAMTCS HAa OCHOBAHUM PE3yJIbTATOB HTOrOBOTO 3adeTa/sK3aMeHa I1o
OKOHYaHUM Kypca U IaHHBIX O TeKyIllel paboTe CTyJeHTa B ydeOHOM Mpoliecce.

Nrorosas oneHka no JUCHUILIMHE, B COOTBETCTBUH C OAJUIBHO-PEUTUHTOBOM CUCTEMOI],
MIPUHATON B aKaJeMHUH, SBIISCTCS KOMIUIEKCHOM OIIEHKOM KayecTBa yueOHOW pabOTHI CTYICHTOB
B TEYEHUE BCEro cemectpa U (opMupyercs, HCXOAs M3 CYMMbl HaOpaHHBIX Oansos,
MIOJIYYEHHBIX II0 BCEM BHJAM TEKYLIErO KOHTPOJISA, IOCEIIAEMOCTH JIEKLUN, MPAKTUYECKHUX

(ceMMHapCKuX) 3aHITHH.

4.2.3. TunoBble OLleHOYHBbIE CPEICTBA

Cnucox BONPOCOB /1JIs1 IOATOTOBKH K 3a4eTy C OLIEHKOIi:
CRM-cuctembl B Mupe. TeHaeHIun pa3BUTHS.
Anamus cocrostaust CRM-cuctem B Poccun.
ITpuopuretsl nonb3oBarens CRM. 3anauu.
CRM: npo0iembl ¥ IEPCHIEKTUBBI.

O6mauynas CRM: 11t0Chl 1 MUHYCBI.
HeckronHas CRM mitockl 1 MUHYCHI.

Kak nounste, uto koMnanuu HyxHo oT CRM?

MosxHo nu o6oiituck 6e3 CRM? Korna ne crout BHenpste CRM?

A S AR e

Hackonbko 3Ha4MM MOOUIIBHBIN 10CTYyT?
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10.

1.
12.

13.

14.
15.
16.
17.
18.
19.
20.
21.
22.
23.
24.
25.

26.

CRM, xkak crparerus u CRM, kak MHCTpYMEHT, KOTOPBIN MOAJIEPKUBAET 3Ty
CTPATETHIO.

PaznmuHbie THIIBEI MOJEJIEN KITMEHTA.

Onuiumre pojb OCHOBHBIX THUIIOB 3amHUCed, UCHOIb3yeMbIX B Microsoft Dynamics
CRM.

@ynkuun CRM-cucreM: ynpaBieHHE MAapKETUHIOM, MPOAAKaMH, KIMEHTCKON
0a30ii, CepBHCOM.

VYrpaBiaeHnue MapkeTHHroM Kak GpyHkimeir CRM-cucrem.

VYnpasienue npogaxkamu kak ¢pynkuueit CRM-cucrem.

VYnpasienue KIueHTcKoi 6a30ii kak ¢pynkuueit CRM-cucrem.

VYupasnenue ceppucom kak pynkuueit CRM-cuctem.

YTo HY’KHO cenaTh 4YToObl CO34aTh HOBOE OOpalleHHE.

Korna n xak ncnons3yrorcs Konkypentsl u JIureparypa.

[Tponecc «Coznanne u padboTa ¢ HOBBIMU U CYIIECTBYIOLUIMMHU KIMEHTaAMI.
OnunmmTe B3aMMOCBS3b MEXK/y 3alIACHI0 KJIMEHTA U 3alAChI0 IPOJAXK.

Onumnre pasinyHble CTaTyCchl BO3MOXHBIX CIENOK.

Omnpenenure 0coOEHHOCTH U NpeumyIiecTBa KaTanora npoaykuuu.

[Ipouecc «Co3znanue u moaAepKKa rpynibl 00bEKTOB JJIsi KaTalora MPOayKIIHID.
Co3ganue mpaiic-TMCTOB M HACTpOMKAa WX Ui Pa3IMYHBIX  KJIMEHTOB,
MapKETUHIOBBIX KaMIIAaHUI U CIIEUAJIBHBIX MTPEIIOKEHUI.

[IpumeHenrne WHGOPMAIIMOHHBIX CHUCTEM YIIPABICHHUS B3aWMOOTHOILCHHUSIMH C

knueHTamu (CRM) i noaiepKku MapKeTUHTOBOM J1€ATEIbHOCTH MPEATIPUSATHS.

ynpa)KHEHIAﬂ KOMNbIOTEPHOIO NPaKTUKyMa

KommnbroTepHsblil npakTHKyM npoBoauTcs Ha 6a3y o0nayHoit CRM, HacTpoeHHOM 1uis

yueOHbIX 1eneil. Kaxaplil cTyieHT paboTaeT 1moji CBOUM YHUKAIBHBIM UMEHEM, C KOTOPBIM OH

aBTOpU3YyeTCs B cucTeMe. J[71s BBIMOIIHEHUS yIIPaKHEHUH, 3aTparuBaroluX OOJbIIYIO YacThb

pazaenoB CRM cuctemsbl CTyieHTaM NPeOCTaBIISIOTCS pACIIMPEHHBIE IpaBa JocTyna. Bee

CTYAEHTBI OJTHON TPYIIBI pa0OTaIOT B 0011e 6a3e 1 MOTYT HaOII01aTh Pe3yIbTaThl JeHCTBUI

APYT ApYra, 4TO MO3BOJISET MPOBOIUTH KOJUIEKTUBHBIN pa30op OMMOOK U 00CYKIEeHHs Ha

3aHATHH.

Hwxe npuBeneH ¢pparMeHT 3a1aHusi KOMIIBIOTEPHOTO MTPAKTUKYMa.
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Ka)KI[OMy CTYACHTY HGO6XOILI/IMO MNOATrOTOBUTLCA pPCaJIM3allui B CPCAC CRM HCKOTOPOIo

CICHApusa BSaHMOIIeﬁCTBI/ISI C KJIMCHTOM.

J1y1st 5TOT0 HEOOXOAMMO TMOATOTOBUTH, Hals B IHTepHETE, HCXOAHBIC TAHHBIC TIO:
. Opranuzanuu

o Konrakry

o [Iponykry
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CL[CHapI/Iﬁ AOJDKCH NPCAYCMOTPETb BO3MOKHBIC OTKAa3bl KIIMCHTA U BO300HOBJICHUS mnmponecca

MIPOJAX.

HpI/IBeTCTByeTCH TBOpYECKad q)aHTaSI/Iﬂ, HCIIOJIB3yromass JOIMOJIHUTCIIbHBIC BO3MOXHOCTHU

Microsoft Dynamics 365 CRM

BEIIOIHUTE OTYET O MMPONU3BCACHHBIX JIeHCTBUAX I10JIB30BATECIIA, UCIIOJTHHUBIICTO CI.ICHB.prI.

ITpumepHas cxema npouecca IpeJCcTaBIeHa Ha PUCYHKE HUXKE.

I-[ nRIiANnLIT
OpraHusauma KOHTaKT

MnAnuuTr NiaranaTnnAa

EonHuubl nsmepeHms LleHbl KoHKypeHT

IAuiranar
MepBrYHbIN ObpaLueHune

Dn‘:)nlln\_l.lLll_ID lalaVaNa VAV |
Lencreus

MnannAwaAawuiIsta A NnArcIIALIVARIA

MepBoe BTopoe [encteua B Kaxaom

3aKasbl

Cyet

Ixana oneHuBaHuA.

OuenuBaeMblil pe3yJbTaT banasi mo 100 6aabHOM mIKaJe
10 ynpaxknenuit o 5 6amioB 50
CamocrostenbHas pabora 10
Tect 20
OTBeThl Ha BONPOCHI Ha 3a4eTe 20
Kpurepun onenuBanus Onenka
O3znakomiienue ¢ uHbopmarmonHon cucremoi kiracca CRM. Brenenue | 3ader

B Microsoft Dynamics CRM
OBnajmen TNpPaKTUYECKUMHU HAaBBIKAMH Ha MOAYISIX «YTIpaBJieHUE
POTaKaMm», «YnpaBieHue MapKETHHTOM, «YmpasieHue

obcmyxuBaHueM» rporpammuoro mnpoaykra CRM. IlpuobOperenue
MPaKTUYECKUX YMEHUH U HABBIKOB BBITTOTHEHHUS HEOOXOMMBIX PacueTOB
M aHAIUTUYECKUX  OIEHOK  BbIpabOTKa  MpodeccroHaTbHBIX
KOMIIETEHTHBIX HaBbIKOB NeSITeNIbHOCTH, CIOCOOCTBYIOLINX
dbopMUPOBaHHIO HEOOXOAMMBIX KayecTB MPHHATHS YIPABICHUYECKUX

bamer 40-100
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pEIIeHU CTPaTerMueckoro W TaKTUYECKOro XapakTepa B cdepe
(MHAHCOBOTO yIIPABJICHHUS.

He o3nakomnenne c¢ wuHpopMarmoHHoi cucremoir kimacca CRM.
Brenenue B Microsoft Dynamics CRM

He oBmamen mpakTHYeCKMMH HaBBIKAMH Ha MOAYISIX «YTIpaBlIeHUE
TIPOIKaAMID), «YmpagieHue MapKETHHTOM, «YTpaBicHHe
obcmyxuBanuem» mnporpammuoro mpoaykta CRM. He npuoOpereHsl | Hesayer
NPAKTHYECKUE YMCHHUS M HABBIKM BBITIONIHEHHST HEOOXOAUMBIX pacuetoB | bamier 0-39
U aHAIATHYCCKUX  OICHOK,  BBIPAOOTKH  MpodeccHoHATbHBIX
KOMIETEHTHBIX HaBBIKOB NeSITeNIbHOCTH, CHOCOOCTBYIOLINX
(GOpPMHUPOBAHNIO HEOOXOAMMBIX KadeCTB NPHHATHS YIPABICHYCCKUX
pelIeHU: CTPaTerHueckoro W TaKTUYECKOro XapakTepa B cdepe
(hMHAHCOBOTO yIIPABJICHHUS.

4.3. MeTonnueckne MaTepHaJibl

[Iponiecc u3ydyeHUs: OUCUUIUIMHBI «YTPABIE€HHWE B3aMMOOTHOLIEHUSMH C KIUEHTaMU»
BKJIIOUAET CAMOCTOSATEIBHYIO pab0Ty 00yJarOIIuXCsl.

[TomyuenHbie Ha JIEKIUAX U CEMUHApAX 3HAHUS MOMJIEKAT PACIIMPEHUIO U 3aKPETIICHUIO
B TIPOIlECC€ CaMOCTOSTENbHOW  Hay4HoW  paboTel. CamocTosTenbHas  IMOATOTOBKA
oOydaromerocsi K JEKIUU 3aKII04aeTcs, MPEeXIe BCEro, B MEPEYUTHIBAHMM KOHCIEKTa
MPEAbIAYIIEH JICKIHUH.

CamocrosiTenbHasi TOATOTOBKA K CEMUHApaM M MPAKTUUYECKUM 3aHATUSM 3aKII0UaETCs B
MIPOYUTHIBAHUU KOHCIIEKTa COOTBETCTBYIOLIEH JIEKIIMU (€C/IM OHA YUTAJach MO JAHHOU TeMe),
YTEHUU COOTBETCTBYIOIIETO pa3jienia ydyeOHHMKAa W MEepPBOMCTOYHUKA, MOAOOp MPUMEPOB,
CUTYyallUid, pEeLICHHUE 3aJaHuUsl.

PekoMenaanuu o yTeHUI0 y4eOHOMN JIUTEPATyPhl

B mHacrosimee BpeMs wumeercss Oo0nbIIOe KOJMYECTBO YUYEOHHKOB IO TpoOsiemMam
«YnpaBlieHHE B3aUMOOTHOIICHUSIMU C KIMEHTaMW». B KaXXJOM HW3 HHUX BBIpa)XaeTcs
oTpe/ieNieHHas! MO3UIUS aBTOPa OTHOCUTENBHO YPOBHS M CHEIM(DHUKU M3II0KEHUS OTACTHHBIX
pasnenoB, TeM. JTO MPUBOAUT K TOMY, YTO OINpPEICIICHHbIE BOIPOCHl MOTYT OBITH BOOOIIE HE
BKJIIOUEHBI B YUEOHUK.

UreHne MOXeT ObITh O3HAKOMHUTENBHBIM M H3y4YaomuM. Lleapio 03HaKOMUTEIBHOTO
YTEHUS SIBISICTCS OCTJIBIN MPOCMOTP KHHTH, BBISICHEHHE TOTO, HY)XKHA JIM OHA, KaKHe MMEHHO
YaCTH MOKHO OYJIET UCTIOJIb30BAaTh.

ANTrOpuUTM 03HAKOMHUTEIBHOTO YTEHMS

1. M3yuenue coaepkaHus TUTYJIBHOTO JIUCTA, BBIYWICHEHWE TOYHOTO Ha3BaHHS PalboTHI,
€€ aBTopa U MpeaHa3HAYCHUSI.
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2. 3HaKOMCTBO C aHHOTALMEW WU MPEAUCIOBUEM.

3. 3HaKOMCTBO C OIJIaBJICHUEM, BBISIBJICHHE HHTEPECYIOIINX BOIPOCOB.

4. HeropomnuBoe MepeNUCThIBAHUE CTPAHMUIl C II€JIbI0  «CXBATbIBAaHUS) OOIIEro
COJZIEpKaHUS U XapaKTepa U3JI0KEHUSI.

5. BHMMaTenbHOE YTeHNE HYKHBIX MECT.

N3yyaromiee ureHne UMEET LIENIbIO JETAIbHOE YCBOCHUE BCETO COAEpKaHUs pabOThl MK
KakoW-TO ee 4acTh. Ero pekoMeHayeTcsi HaUMHaATh MOCJIE O3HAKOMHUTENbHOTO 4yTeHusa. OHO -
MEJJIEHHOE, HETOPOIUIMBOE, BKIIOUaroliee B ce0s BO3BpaThl K TEKCTy, MOBTOPEHHUS U
COIIOCTaBJICHUs MaTepuana. Eciau BcTpedaercst Cl0BO, 3HAYEHHE KOTOPOTO HESACHO, CIEAyeT
YTOYHHUTH €ro B cioBape. Pabora co cioBapem o0sieryaeT yCBOGHHE MaTepHaia, CliocoOCTBYET
OCO3HAHUIO €ro CMbICTIA, OBJIa/IEHUIO MTPO(hecCHOHANBbHON IEKCUKOH.

B mpormecce wusydaromiero uTeHHs COBEPIICHHO HEOOXOAMMBI paboune 3amucu U
BoIMUCKU. Ecnn oOyuwaromuiics paGoTaeT ¢ COOCTBEHHOM KHHUIOM, TO TOMETKH, 3aIUCH,
MIOAYEPKUBAHUSA MOXHO JejaTh HOpsMO B Hed. IIpu 3TOM KenmarenbHO IOJIB30BAThCS
SKOHOMHOM CHCTEMOM YCIOBHBIX 0003HAUECHUA:

- 3HaKku oo0penus (momguepkuBanue, "!", NB - Nota Bene - oOpaTuTh BHUMaHHE | T.1.),

- 3HaKU BO3paxeHus («?», BOIPOCUTEIbHBIE CIIOBA U T.11.),

- 3HaKU JIONOJIHEHUS (CTPEIKH, 3alIUCH THMA: «CM. TAKKE ...» U T.11.).

B cnyuae paboTsl ¢ anekTpoHHOM kHUTrOM B popmaTe PDF pekomenayercs monb30BaThes
cpencTBaMu KOMMeHTHpoBaHus, peaoctabiseMbiMu Adobe PDF Reader, Takumu kak Mapkep
u BcraBka kommenTapus. (Kuura «Jlo6ona JI.B. Microsoft Dynamics CRM», noctynHa B PDF
dbopmare).

B 6ubnuoreyHoll KHUTE NeiaTh MOMETKH HEMO3BOJMTEIbHO, MO3TOMY CIEAYET JeNaTh
BBIITMCKH OTAENIbHBIX IIUTAT, TE3UCOB WJIM KOHCIIEKTUPOBAHUE.

KoHCIEKT - 3T0 cKaToe M3JI0)KEHHE BCETO CYIIECTBEHHOTO B COACPXKaHUM M3y4aeMOIo
Matepuana. OCHOBHbBIE HJI€H, IOJOKEHUS W J0Ka3aTebCTBA M3JIaraloTCsl B MOPSJIKE HX
OCBEIICHUS B M3y4aeMOM HCTOYHMKE. llepen KOHCIEKTMpOBAHMEM MPOUCXOIUT MEPBUYHOE
YTEHUE HWCTOYHHMKA M JIUIIb IOCJIE€ TOr0, KaK TEKCT IOHAT, €ro CIeAyeT KOHCIEKTHPOBATb.
PexkoMenayeTcs mucaTh KOHCIEKT JIMILIb HA OJHOW CTOPOHE JIMCTA.

JUis ycBOeHHMsl MarepHajia CyIIECTBYET HECKOJIbKO croco00B. Camblii M3BECTHBIN - 3TO
IIPOCTOE MOBTOPEHHE, KOTJa MaTephall BOCIPOU3BOAUTCS HECKOJIbKO pa3. [pyroit cmocob -
MBICITUTENIbHAs 00paboTka Marepuasia, KOTopas IpeaycMaTpUBaeT COMOCTaBICHHE HOBBIX
JAHHBIX C YK€ HW3BECTHBIMH, MX OLIEHMBAHHE, OCMBICIICHUE CBS3€d MEXIY SIBICHUSAMH,
MOHATHAMH, KaTeropusMu. Takas paOoTa MO3BOJISIET YCBOMTH €ro Ha 0Ooyiee KauyecTBEHHOM
ypOBHE. DTOMY CHOCOOCTBYET COCTABJIEHUE CTPYKTYPHO-JIOTHYECKHX CXEM.
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CucremaTnueckoe KOHCIIEKTUPOBAaHUE MIEPBOMCTOYHHUKOB, HE MEHEE 2-3 10 OAHOM TEME.

W3yuenne Hay4HOW IMTEpaTypbl IODKHO OBITH OPraHWYECKH CBS3aHO C HM3YYCHUEM
MaTepuaia JIeKIHMH, YTEeHHeM Y4YeOHMKOB M Tocieayromeil padoTtoit (MOArOTOBKOM K
3ayeTy/3k3amMeny). Ilpu uTeHMn Hay4HBIX TPYJIOB HEOOXOAMMO MOJApoOHEee pa3o0paThecs B TeX
BOIPOCAX, KOTOpPbIe OBLIM HaMEUEHBI, HO HE PACKPHITHI Ha JICKIHAX, OOpAaTUTh BHUMaHHE Ha
HIOAHChl M OCOOEHHOCTH, KOTOpbIE OBLIM YNOMSHYTHI B JeKuusaxX. IIpu camocTosTesbHOM
M3YYEHUU HAy4YHOW JIMTEpaTypbl OUEHb BAXKHO COMOCTABISATh TEOPETHUECKHUE TOJOKEHUS C
peabHBIMU SBJICHUSAMH, HAOIIOAaEMBIMU Y c€0sl U BOKPYT. DTO MO3BOJIUT JIy4llle MOHATh, YTO
O3HAYal0T HM3y4yaeMble IO KHHUraM SBJICHUS B JKU3HU. KOHCIEKT HE0O0XOAMMO JIOMOJHUTh
COOCTBEHHBIMH MBICIIIMH M TPUMEpPaMU M3 JKU3HH, YTO 00ECNeunBaeT MOJIKPEIUICHHE U
yriay0JIeHHOE IOHMMAaHUE U3Y4aeMOro COJIepyKaHMUs.

CamocToATeNnbHBI  yuyeOHbIM TpyA oOydarommxcst Ha 00s3aTeNbHBIX AyAUTOPHBIX
3aHATHSX (JIEKIIUH, CEMHHAD).

[lonroroBka K 3aHATUAM OCHOBAaHAa Ha IUIAaHAX 3aHATUH, pa3pabaThiBaeMbIX
npenoaaBateneM. OCHOBHOE TpeOOBaHKE K MOATOTOBKE M YUAaCTHIO O0YYAIOUINXCS B 3aHITUAX
3aKJII0YAeTCsl B TOM, UYTO OOYYaroLIUiics JOJIKEH CaMOCTOSITEIbHO FOTOBUTHCS K 3aHATHUAM M
TBOPYECKH B HU3 Y4acTBOBaTb. TpeHUpOBOUYHAs (DYHKIMS 3aHATHHA HE JOJDKHA MPUBOJIUTH K
MaKCHMaJIbHOMY aBTOMAaTU3My MPAKTUYECKUX HABBIKOB.

OTanel IMOATOTOBKH K 3aHATHAM BKIIIOYAIOT: MOBTOPCHUC YIKE HMCIOMIUXCA 3HAHWUM 10

KOHCIICKTY, a 3aTcéM II0 y‘le6HI/IKy; erIY6J'IeHI/Ie 3HaHUM 110 TEME C MCIIOJIL30BaAHUEM

peKOMeHHOBaHHOﬁ JIATCPATYPHBI; BBIIIOJIHCHHUEC KOHKPCTHOT'O 3aaHusAd (BBIHOJ'IHGHI/IC
MPAKTUYCCKUX 3a,Z[aHI/II7I, COCTaBJICHUEC OTYCTOB U T.H.).
Kaxc):[oe u3 npeayCMOTPCHHBIX KOHTPOJIbHBIX MepOHpI/IHTI/Iﬁ OLCHHUBACTCA

COOTBETCTBYIOIIUM KOJMYECTBOM OayioB (B 3aBUCUMOCTHU OT IIKaJbI), 00IIas cyMMa KOTOPBIX
SIBIIICTCS TIOKA3aTelieM YPOBHS OCBOCHHUS CTYJACHTOM JaHHOW Y4YeOHOW JUCIUIUIMHBL.
Pacnipenenenne OaymuioB 1enecooOpa3HO TPOM3BOIUTH B 3aBUCHMOCTH OT 3HAYMMOCTH
KOHTPOJIBHOTO MEPOTPUATHS H, MPEACTABISACTCS ONTHUMAIBHBIM CIEAYIOIIee COOTHOIICHHE
OamnoB peitunra (tadnuna 1).

Tabanua. PeiTHHroBbIE OlIeHKH KOHTPOJILHBIX MepONpUSTHI

Buvinonnenue Pyoesicnbiit Konmposns 3auem/sK3amen Oobwiee Konuuecmeo
YRpadicHeHuii - oannos
Camocmoamensnasn
paboma, mecm
Max Min Max Min max Min Max Min
50 20 20 10 20 10 100 40

22



HtoroBeiii 0amia HavyUCIAETCS CTYACHTY 3a BBbIIIOJIHCHUC 3aJIaHuM IPaKTUKYMOB,

BBITIOJIHEHHE KOHTPOJIBHON MPAaKTHUECKOM pabOThI U OTBETHI Ha 3a4eTe/IK3aMEHe.

IlepeBoa 6an10B peiiTuHra

bannsr
(pedTHHrOBOM
OLIeHKH), %

OneHka

TpeboBaHMs K 3HAHUSAM

100-40

«3auteHo»

OneHka «3auT€HO» BBICTABISIETCA  CTYIEHTY,
€CIM OH HUMEeT 3HaHHsS TOJIbKO OCHOBHOIO
Marepuaga, HO HE YCBOWJI €ro JeTalew,
JIOITyCKaeT HETOYHOCTH, HEJ0CTaTOYHO
IIpaBUJIbHBIE (hopMyYIHPOBKH, HapylIeHUs
JIOTMYECKON MOCIE0BATENIBHOCTU B U3JI0KEHUU
MIPOrpaMMHOTO Marepuana, UCIBITBIBAET
3aTpYJHEHUS] TIPU BBIIOJHEHUH MMPAKTHUYECKUX
pabor.

VY4eOHble MOCTHKEHUSI B CEMECTPOBBIN NEpUoa U
pe3ysbTaTaMu pyOexHOTrO KOHTPOJIA
JEMOHCTPUPYIOT JOCTaTOYHYIO
(YIOBIETBOPUTENBHYIO) CTETIEHb OBJIAJICHUS
MIPOrpPaMMHBIM MaTEPHAJIOM.

39-0

«HE€ 3a4TCHO»

OueHka «HE 3a4TEHO» BBICTABISIETCA CTYACHTY,
KOTOpbIH  HE  3HAaeT  3HAYUTEIBHOM  YacTH
MIPOTrPaMMHOTI0 Marepuana, JIOTTYCKaeT
CYIIECTBEHHBIC OIIMOKH, HEYBEPEHHO, C OOIBIIMMHU
3aTPYJHEHUSMHU BBITIOJHAET MPAKTHYECKUE DPaOOTEHI.
Kak mpaBumo, oreHka «HEYAOBICTBOPUTEIHHOY
CTaBUTCA  CTyJEHTaM, KOTOpble = HE  MOTYT
MPOJIOJDKUTh ~ OOy4eHHe 0e3  TOTOJHUTEIhHBIX
3aHATHI IO COOTBETCTBYIOIIEH AUCLHUILIINHE.
VYueOHBIC MOCTHKEHUS B CEMECTPOBBIA TEPHUOT U
pe3yabTaTamMu pyOexHOrOo KOHTPOJIA
JEMOHCTPHUPOBAIN HE BBICOKYIO CTEIICHb OBJIAJICHUS
MPOrPaMMHBIM ~ MaTE€pPHAIOM 10 MHUHHUMAJIbHOU
IUTaHKE.

5. Metoauyeckue yKazaHusi AJs 00y4ar0lUXcs M0 OCBOEHUIO THCIUTLIUHBI

Pexomennayercss mpountath 0030pbl U pedtuHru pasnuuabix CRM cucrem. Ilpu stom

CleAyeT yIenuTh BHUMaHue He ToJIbKo CRM KoMIblOTEpHBIM TexHOOrHsM, HO 1 CRM, kak

YaCTH CHUCTEMBbI YIIPpABJICHUA (bHHaHCOBLIM YUPCIKACHUCM. Crour O6paTI/ITB BHHMMAaHHEC Ha

ucnonb3oBanue CRM B «IIporpammax JOSUIBHOCTH», aKTHMBHO IPOJIBUTAEMBIX OaHKaMU H

OpYTUMHU (PUHAHCOBBIMU OpPraHU3ALMSIMH.

O6umaunsbrit BapuanT Microsoft Dynamics CRM, maet cTyaeHTY BO3MOXKHOCThH pabOTHI €

cucTeMoi ¢ Jr00ro ycrpoiicTBa, numeromero BeixoJ B MHTepHer. IlosToMy pekomenmyercs
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MPU/TIOCIIE YTeHHs Y4eOHOTO MaTepuaia CaMOCTOSTEIbHO POBEPSITh BO3MOXKHOCTH yUueTa BCEX
B3aMIMOJICHCTBHI C KJIMEHTOM B MH(OPMAIIMOHHOW CHUCTEME C TE€M, YTOOBI Ha MPAKTHYCCKHX
3aHATUSAX C TPEIoJaBaTeeM, COCPEIOTOYUTRCS Ha BOMPOCAX, BBI3BABIINX 3aTPYyIHEHUS TPHU
CaMOCTOSITEIILHOM U3yYeHHH MaTepHala.

Jl1is mosy4eHus: HaBBIKOB MCIONB30BaHus (prHaHCOBOM mH(OpMarmu, yautbiBaemoid B CRM,
JUIS TIOJTOTOBKH TPUHSATUS PEIICHUNW TIO YIYUYIICHHIO SKOHOMHYECKOW JeSATEIbHOCTH
MPEIPHUSITHS, CIeIyeT 0OpaTUTh 0co00¢ BHMMAHHWE Ha WCIIOJIb30BAHWE W WHIMBHIYATbHYIO
HacTpOWKy AHanuTHueckux rmaneneir B Microsoft Dynamics CRM.

Bunbl camocTosTeIbHOM BHEAY IUTOPHON PAOOTHI:

L4 MOBTOPCHUC JICKIIMOHHOI'O MaTCpUuajia U MaTcpualia y‘le6HI/IKOB;
° HoAroTOBKA I/IH(i)OpMaI_II/IOHHHX COO6H.ICHPII>1 I10 TeMaM AUCHHUITIINHBI;
o MNOArOTOBKAa K IIPAKTHYCCKHUM 3aHATHAM, BKIKOYAsd JOMAIIHIOK IIPAKTHUYCCKYIO

paboty B o6make MS Dynamics CRM 365
o MOJTOTOBKA K KEUCy

. MOJATOTOBKA K KOHTPOJILHOU padoTe (TecTy)

6. YueOHasi iuTepaTypa v pecypcbl HHGOPMANMOHHO-TEJIEKOMMYHUKAIMOHHOM ceTH
"UHTepHeT'", BKII0OYasi IepeYeHb y4e0HO-MeTOAUYEeCKOro odecnedyeHns I

CaMOCTOSITEIbLHOIM paﬁoTbl oﬁyqammnxm o JTMCIMIIJIMHE

6.1. OcHoBHas auTEparTypa.

1. Yepkammn, I1. A. CtpaTterus ynpasieHus B3auMooTHomIeHussMH ¢ kiauentamu (CRM) / I1
A. UYepkammH. — MockBa : HWurepHer-YHuBepcuter WHpopmanumonnsix TexHosorui
(MHTYUT), 2016. — 420 c. — ISBN 978-5-94774-643-3. — TekcT : 2IEKTPOHHBIN //
DNeKTPOHHO-ONOIMOTeYHAs cucrema IPR BOOKS : [caiiT]. — URL:
http://www.iprbookshop.ru/52212.html

6.2. lonoJiHMTEIbLHAA JIUTEPaTypa.

1. Brnosun B.M. HWHpopManuoHHbIE TEXHOJIOTUH B (PUHAHCOBO-O0AHKOBCKOHM cdepe
[OnexTpoHHBIi pecype] : yuebHoe nocobue / B.M. Bnosun, JI.LE. CypkoBa. — DneKTpoH.
TekcToBble JaHHble. — CaparoB: Al ITu Op Menua, 2018. — 302 c. — 978-5-4486-0237-5. —

Pexum noctyna: http://www.iprbookshop.ru/71737.html

6.3. Y4eOHO-MeTOAHYECKOE 0O0ecTIeYeHne CAMOCTOATEILHON padoThI.

He npexycmotpeno.
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6.4. HopmaTuBHBIE NPABOBbIE JOKYMEHTHI.
®enepanpublil 3akoH 0T 02.12.1990 N 395-1 (pen. ot 18.06.2017) "O 6ankax u 6aHKOBCKOM
nesTenbHOCTH" (C M3M. U 0TI, BCTYT. B cmity ¢ 27.06.2017), Ctatbs 30. OTHOIIEHUS MEXTY

bankom POCCI/II/I, KpCAUTHBIMU OpraHu3aluAaMu, UX KINCHTAMH U 6I-Op0 KpCOAUTHBIX I/ICTOpI/Iﬁ

6.5. UnTepHeT-pecypcehbl.

1. https://coderlessons.com/tutorials/microsoft-technologies/izuchite-microsoft-crm/

microsoft-dynamics-crm-kratkoe-rukovodstvo Yueonuk. Microsoft Dynamics CRM — Kpartkoe
pYKOBOACTBO; foctyn 12.12.2019

2. https://crmindex.ru/products Ton 20 CRM cucrem 2020; noctym 20.02.2020

3. https://docs.microsoft.com/ru-ru/learn/  [lopran  oOyuenuss Microsoft?  [loctyn

20.01.2020

4. http://iteam.ru/publications/marketing/section 26/ - Texnomoruu CRM; noctyn
20.01.2020

5. https://www.cfin.ru/itm/crm/ — calT coOmepXHT OOJBIIOe KOJUYECTBO CTaTeH IO
WHPOPMAIIMOHHBIM CHUCTEMaM, IMPAaKTHKE WX BHEIPEHHs, HWCIOIb30BaHUS, SKOHOMHUYECKOM
oleHkH, gocryn 22.02.2020
6.6. Unble ncTOUHMKHN
1. The Definitive Guide to Customer Relationship... (Kindle Edition) by V. Kumar /
Pearson Education Inc, FTPress, — 2013 — 350 p.
2. Jlo6ona /I.B. Ilar 3a marom. Microsoft Dynamics CRM 2016, M.: 5KOM, — 2016.
— 150 c.
1. KyaunoB A. CRM: Ilpaktuka 3¢ dextuBHoro 6usneca. Uznanue 2. — M3narenbcTBo:
1C-ITa6mummar. — 2012. — 374 c.
2. Caak A.D. u ap. UndopmanimoHHble TEXHOJIOTUH yIpaBleHUs: YUeOHUK I BYy30B. —
CII6.: [Turep. — 2013. — 320 c.

7. MaTepuajabHO-TeXHHUYeCKasi 0a3a, HHGPOPMANMOHHbIE TEXHOJIOTHH, TPOTPAMMHOE

odecnieyeHne M NHGOPMANIMOHHBIE CIPABOYHBIE CHCTEMbI

Ba3bl JaHHBIX, HHPOPMALIMOHHO-CIIPABOYHbIE H MOUCKOBbIE CHCTEMbI
1.__www.biblio-online.ru —3nekTpoHHO-0nbMMOTeUHas1 cuctema [DbC] FOpaiit;

2.__http://www.iprbookshop.ru — Dnexkrponno-6ubauoreuynas cucrema [IbC] «Iprbooks»

3.__https://e.lanbook.com - DnexTpoHHO-O0uOIHOTEeYHAas cuctema [DBC] «Jlauby.

4.__http://elibrary.ru/ - Hayunas snextponHas 6udmauoreka Elibrary.ru.

5.__https://new.znanium.com 3nekTpoHHO-O0MOMOTeuHas cucreMa [IBC] «Znanium.comy. _

6.__https://dlib.eastview.com — Uadopmanmonnsiii cepBuc «East View.
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https://coderlessons.com/tutorials/microsoft-technologies/izuchite-microsoft-crm/microsoft-dynamics-crm-kratkoe-rukovodstvo

7.__https://www.jstor.org - Jstor. [loyiHbIe TEKCTBI HAyYHBIX JKypHAJIOB M KHHUT 3apyOeKHBIX

M37aTEILCTB.
8.__https://elibrary.worldbank.org - DnexTponHas 6ubnuorexa BecemupHoro banka.
9.__https://link.springer.com - [lomHOTEKCTOBBIE MOMUTEMATHYECKHE 0a3bl aKaJIeMHUYECKUX

JKypHaJIOB U KHHUT U3JIaTeIbCTBa Springer.

10._https://ebookcentral.proquest.com - Ebook Central. ITonHbIe TEKCTBI KHHUT 3apyOex HBIX

HAyYHBIX U3]1aTEIbCTB.

11._https://www.oxfordhandbooks.com - JlocTym K TIOJHBIM TEKCTaM CIPAaBOYHHKOB
Handbooks uznatensctBa Oxford mo mpeaMeTHbIM 00MacTAM: YKOHOMUKA M (PUHAHCHI,
npaBo, OM3HEC U yIpaBJeHUE.

12._https://journals.sagepub.com -  IlomHOoTekcTOBas  0a3a  HAyYHBIX  JKYpHAJOB

aKaJIeMU4YecKOro u3JaTeabCcTBa Sage.
13. CmpaBouHo-npaBoBas cucrema «KoHcyabTaHT».
14. DnexTpoHHBIN NEpUOINYECKUN CIPaBOYHUK «I apaHT».
IIporpamMHBbIe, TEXHUYECKHE U 3JIEKTPOHHbIE CPeICTBA 00y4YeHUs] U KOHTPOJIsI 3HAHMI.
AyIUTOpHM OCHALIEHBI KOMIIBIOTEPAMHM C BBIXOJIOM B HHTEPHET.
KomMmmproTepHble Kiaacchl i1 IPOBEACHUS IPAKTUYECKUX 3aHATUN

[TporpammHuoe obecrieuenue: MatepueT Opaysep, Microsoft Office.
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