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1. Ilepevyenb MIAHUPYEMBIX Pe3yJIbTATOB 00y4YeHHs 10 TUCHHUILIHHE,
COOTHECEHHBIX C IVIAHUPYEMBbIMH pPe3yJbTATAMHU OCBOCHUSI 00pa30BaTeILHOM
NporpaMmabl

1.1 Jucomuniamuaa B1.B.JIB. 05.03 YnpasieHue B3aUMOOTHOLIEHHMH ¢
kineHtamu  (MSD CRM) o0ecneuyuBaeT OBJIAJIeHHE  CJIeIYOUNIMMHU
KOMIIETEHIIUSIMM

KOMIIETEHIIUH, (POPMHPOBAHUE KOTOPBHIX HAUYMHACTCS B TCUCHHUE H3YUCHHS
JUCIUTUIAHBL; HET

KOMITETeHIIUU, (DOPMHUPYEMbIE TUCIUTLTAHOM:

- [IKc OC II — 6 CriocoOHOCTh NPUMEHSTh NHPOPMALIMOHHBIE TEXHOJIOTUU

AJIA PCIICHUA IIPUKIIaIHBIX (bHHaHCOBO-BKOHOMI/ILIeCKI/IX 3aJa4,

KOMIETEHIIUH, POPMUPOBAHUE KOTOPHIX 3aBEPIIACTCS B TCUCHUE U3YUCHUS
JUCUUIUIAHBL: HET.
1.2 B pe3yabrare OCBOEHHSI NUCHHUIUIMHBI Yy OOYYAIOIIMXCH O0JIKHbBI

ObITH cOPMHUPOBAHBI:

Tabnmua 1
OT®/T®/TpynoBbie nin Kon 3rana
npogeccuoHalbHbIE OCBOCHUS Pe3yabTaThl 00y4yeHus
AerCcTBUSA KOMIICTCHIIUH

IIPOEKTa B COCTABE I'PYIIIbI

Ha ypoBHE yMeHuit: Onpezaenser BO3MOKHBIE
pucku npu BHeapeHuu CRM cucrem
(TexHuueckue, OU3HEC PUCKH,
OpraHu3allOHHbIE);

PaccuuThIBaeT OLEHKHU O MMOKA3aTENSIM:

[IKc OC 11 -6.3 JUHAMUKa POAAXK, LUKII IPOAAXK, CyMMa

A/01.6 [TpoBenenmne
BHYTPEHHEH ayIUTOPCKOU
IIPOBEPKU B COCTABE

TPYHIIBI 00pabOTaHHBIX 3BOHKOB U JIMIOB U APYIUE
A/02.6 BreimonaeHne P PYTHE.
Ha YPOBHE HABHIKOB: IPUMEHSATH OCHOBHBIE

KOHCYJBTaI[HOHHOTO

METO/IBI TIPEACTABICHHS HHGOPMAITUU 1
aITOPUTMBI 00PaOOTKU JAHHBIX B COBPEMEHHOM
MPOrpaMMHOM 00€CTICUEHUH TSI PEIICHUS
npodecCHOHATBHBIX 3a7a4

2. O0beM 1 MeCTO JUCHHMILUIMHBI B CTPYKTYpe 00pa30BaTeIbHOI MPOrpaMMbl
O0beM AMCHMIJIMHBI

O0beM auCHUIUIMHBL: 144 4acoB, YTO COOTBETCTBYET 4 3a4ETHBIM €IMHHUIIAM

(3. e.).




Ounas ¢opma 00yuyeHUs: KOHTaKTHas pabora ¢ mpemnojaBareneM — 64 4.
(mexkmuu — 32 4., mpakTUYecKue 3aHATUS — 32 4.), camocTosiTelabHas pabota

oOyyaromuxcst — 76 4., KOHTPOJIb 4 4.

MecTo TMCUMILIMHBI B CTPYKTYpe 00pa3oBaTe/ibHOI MPOrpaMMbl
Jucuunnuuaa b1.B.JIB. 05.03 YnpasneHue B3aMMOOTHOLICHUN C KIIMEHTAMHU
(MSD CRM) uzyuaercs:
— ouHas hopma oOyueHus: Ha 4 Kypce, 7 ceMecTp.
JlucuuiHa peanusyercs mocie

b1.B.05 AHanu3 ¥ BU3yanu3aius JaHHbIX

b2.B.01./1B.01.02(Y)  DxoHoMHuYecKHe ¥ UHPOPMAIIUOHHBIE CUCTEMbI

3. Conepxanne M CTPYKTYPa AMCUMILIHHBI

Tabmuma 2
O0beM TUCUMILIMHBI , Yac.
KonTakTHas dopma
pa6ora TeKyLero
Ne 00y4arImmXxcs ¢ KOHTPOJIA
HaumeHnoBanue TemM
n/n Bcero | mpenogaBarenem | CP | ycneBaemocTw,
10 BHaM y4eOHBbIX NPOMEKYTOYHOM
3aHATHH arrecTannu®
JI | JIP | 13 | KCP
1 CRM B npeanpuHuMaTesIbCKON 24 6 6 12 0
JeSTEIbHOCTH
Brenenue B nndopmamoHHy0
2 cucremy CRM 28 6 6 16 T
3 VYnpasienue npogaxamu 32 8 8 16 Ke
4 YnpaBieHue MapKETUHIOM 32 8 8 16 0)
5 YrpasiieHrue 00CTyKHBaHHEM 24 4 4 16 O
[IpomexxyTOouHasl aTTecTalus 4 30
Bcero 144 |32 32 76

* ¢dopMmbl Tekymiero kKoHTpons ycreBaemoctu: ompoc (O), keficowie 3amanus (Ke), TectoBoe
3amanue (T), 3auer ¢ onenkoit (30).




Conep:xanue QM CHUATLTHHBI

Tabawna 3

HaumeHnoBaHue Tem
Ne ni/m Coaep:xanue Tem (pa3iesioB)
(pa3nesioB)

Ompenenenne CRM. OcHOBHBIE KOMIOHEHTBHl H
uHcTpyMeHThl CRM. Yrto naer mpeanpunumarenro CRM.
Acniektet CRM. OcnoBHbie nevictBust npu  [Ipogaxkax,
Mapkerunre, OOcayxuBanuu. 7 crpareruii CRM.
WNndopmanmonnslie cucteMsl nogaepxxku CRM

CRM B
IpeIPUHIMATEIbCK
Tema 1 | oit nesrenprOCTH

Opranuzanus naHHelXx. OcHoBHBIE pasnensl: [Iponmaxw,
Mapketunr, CepBuc. Tuns! qanHbix. Tumnsl 3anuceit. JIeHTbI
npoueccoB.  Ilonmp3oBaTenn  cucreMbl W HX  POJIM.
WNudopmanus o AeWcTBUAX. AHATUTUYESCKHIE TAaHEIH.

Bseneunue B

Tema 2 | HHQOPMALHOHHYO
cucremy CRM

OcHoOBHbIE NMOTPEOUTENBCKUE CLIEHAPUU MPOJaX. 3alucu U
JaHHble B mporeccax mnpoaax. Wurepec, BosmoxkHas
cnenka, Kommepueckoe npeioxkenue, 3aka3, Cuet. 3anucu
0 KOHTaKTax, KOHKYpeHTaXx U ToBapax (KaTajor
nponykuun). [Ipaiic — AUCTBI U cXeMBbl 1IEHOOOpa30BaHMS.
Jluteparypa mno mnpogaxkaMm. YTpaBICHUE 3alUCAIMH O
Npo/axax B COOTBETCTBUHU C JIGHTOW Mpolecca MpOoAax U
Ha3HAUEHHBIMU pOJIAIMU ToJIb30Baresnel. lcnosnb3zoBaHue
¢uHaHCOBOM uH(pOpMaLMKU, CcoJep)Kalleiics B 3alucax o
npoaaxax CRM. IlocTpoeHne aHaIUTHUECKUX MaHeIeH ais
pa3paboTku  3PGHEKTUBHON CTpaTerud 1O  YIYUIICHHUIO
HKOHOMHMYECKOMN JEATEIIbHOCTH MPEANPUITHUS.

VYupasnenue

Tema 3 IIpogaxaMu

[Mukn wmapkeruHra ¢ oOpatHOUW cBsizpio. Co3maHue U
HCIIOJIb30BAaHNE MapKETUHIOBBIX CHHUCKOB. Mcmosb3oBaHue
Moaynen «beicTpple  kammaHum» U «MapKeTHHIOBBIE
kamnanum» B CRM. Illa6monbr kamnanuii. Poib
perucTpaud JCUCTBUA M MAapKETUHIOBBIX CIIUCKOB B
kamnanuu. Mcnonb3oBanue Jluteparypsl mo npopaxkam B
KaMOaHusX. 3axBaT MW  yOpaBJICHHE OTKIMKAMH  Ha
kamnanuto. CBa3p ¢ HMHrepecaMu B MoOAyJe MpOJaXK.
Hcnons3oBanue GuHAHCOBON MH(POpPMAINH, COAEpIKaIIEHCs
B 3amucsx o kammnanusix CRM.

VYnpasnenue
MapKETUHIOM

Tema 4

OCHOBHBIE TIOTPEOUTENILCKHE CIIEHAPUU OOCTyKMBaHUSI.
CyIIHOCTH M TUINBI 3anMceld mpU 00CITYy>)KUBAaHUH: KJINEHTHI,
ciaydan (KEHChI), JCUCTBHUS, NEUCTBHS 110 Pa3pelIeHUI0
Kelica, cTaTbu 0a3bl 3HAHMI, TOTOBOPHI HAa OOCIYXHBaHHUE,
ouepenu. Kiaccudukanus keiicoB. CBsI3b € KaTajaorom
TOBapoB/yciyr. Bo3MoXHOCTH — ompeneneHuss  METpPUK
KauecTBa paspenieHus keiicos. Mcnonp3oBanue GuHAHCOBOM
UHPOpPMALIMU, COJAEpIKaIIeHCs B 3amuciIX O Keicax u
noroBopax oocnyxuBanus CRM. Bo3moxxnoctn Momyms
pacriucanus o0CITy)KUBaHUSI.

VYmpasnenue
Tema 5 | oGcnyxuBaHuEM




4. MaTtepuaJbl TEKylIero KOHTPOJISl yCIIeBAeMOCTH 00y4aromuxcst U (poH

OLCHOYHbBIX CPEACTB leOMC)KyTO‘-IHOﬁ aTTeCTallum 1Mo JIMCIHMIIIMHE

4.1 (I)Ole)I N METOABbI TEKYIIEI0 KOHTPOJIA YCII€EBAEMOCTH oﬁyqalomnxm u

l'lpOMC)KyTO‘lHOﬁ aTrrecranumn

4.1.1 B xoxe peamusanuu aucuuiiuabl b1.B.JIB. 05.03 Ynpasienue

B3auMOOTHOMIeHU ¢ KianeHTamu (MSD CRM) ucnoib3ylorcs cleayrinue

MeTO/IbI TEKYIIEro KOHTPOJIsl YCIIeBAeMOCTH 00y4aIoIMXCs:

Tabnuua 4

Tembl

MeToasl TEKYLIEro KOHTPOJIA YCII€EBACMOCTH

CRM B MpEeAIPUHUMATENBCKON
JIeSATEeIbHOCTH

Ormpoc

Beenenne B HMHODOPMALMOHHYIO CHUCTEMY
CRM

TectoBOE 3amaHme

YmpasieHue npogakaMu

KeiicoBoe 3amanue

YrpaBiaeHue MapKeTUHIOM

Ormpoc

YHpaBHeHI/IC 06CJ'Iy)KI/IBaHI/IeM

Onpoc

4.1.2 3ayer ¢ OUEHKOW NPOBOAMUTCA C NPUMEHEHHEM CJIeTYIOUHX

MeTO/10B (CpeACTB):

— 3a4eT ¢ OIEHKON MPOBOAUTCA B YCTHOW (OopMe MO 3a/JaHHBIM B OuiieTe

BOIIPOCaM.

4.2 MartepuaJibl TEKYIIEr0 KOHTPOJISI YCIIEeBAEMOCTH 00y4aI0IMXCS

Cnmcok BONpoOCoB /ISl NOATOTOBKH K ONpPocy 1mo Tteme 1:

NN B WD =

CRM-cucremsl B Mupe. TeHAEeHIIMN pa3BUTHSL.

Ananu3 coctosinusi CRM-cuctem B Poccun.

[TpuoputeTsl nons3oBatenss CRM. 3agauu.

CRM: nipo6ieMbl U IEPCTIEKTUBHI.

O6magynas CRM: mitochl 1 MEHYCHI.

Heckronnas CRM 1u1t0Ckl 1 MUHYCBI.

Kak noHsTh, 4T0 KOMNaHuu Hy>*kHO 0T CRM?

Moxxno 1u oboittrcs 6e3 CRM? Korga ve ctout BHenpsaTe CRM?

9.  Hackonbko 3Ha4MM MOOUJIBHBIN 10CTyM JUIs oJib3oBaresss CRM?
10. CRM, kak ctparerust 1 CRM, KaKk MHCTPYMEHT, KOTOPBIM MOAJIECPKUBAET

3Ty CTPATETHIO.

11. Pasmuunble TUNBI MOAEIEH KIIMEHTA.
12. Onumure poib OCHOBHBIX THUIIOB 3allMCEi, HCIOJIb3yeMbIX B Microsoft

Dynamics CRM.

IIpumep BONpoCoB TecTa I1JIA TeMbI 2:

1. Yto Takoe Bo3morkuag caenka?




Obemanyne KIMEHTa COBEPIIUTD MOKYTKY

[ToreHnmanbHas mpoaaxa

To ke camoe, uro MHTEpEC

3anucek, co3naBaemasi Ipy MOArOTOBKE MPEUIOKEHUS C PACLICHKAMU

2. Kaxoit Tun 3anucu B Microsoft Dynamics CRM cooTseTcTByeT
MOTEHIIUAIIBHOMY KJIUEHTY?

() Opranuzanus

() Konrakr

() Knmuent

() Unrepec

() Bo3amoxkHas cnenka

3. B kakue 13 nepeurciaeHHbIX HUXKE TUIIOB 3alluceil Helb3sl MpeoOpa3oBaTh B
HNutepec?

() Opranuzanus

() KonkypeHTt

() Konrakr

() Bo3amoxHas crienka

4. Kaxue u3 cnegyromux 3anuceid B Microsoft Dynamics CRM npumeHnstoTcs
1Sl ”HPOPMUPOBAHUS TOTEHIIMAIBHBIX KJIMEHTOB O MPOIYKTaX U LIeHax?

() Uurepec

() 3aka3

() [IpoaykTsr

() JIuteparypa

() lIpennoxxenue c paciieHKaMu

5. Kaxk Ha3piBaeTcst HA0Op LIEH HA MPOIYKT, KOTOPbIE MOTYT U3MEHSATHCS IpU
OINPEJECIICHHBIX YCIOBUSX?

() CrHcok CKUI0K

() paiic-nuct

() lIponykTer

() [Ipennoxxenue c paciieHKaMu

() Eaunauist uzmepenus

6. SBnsiercs v npuMeHeHue 3anuceid HTepecoB o0s3aTeNIbHBIM B Ipolieccax
npoaax?

() Ma

() Her

7. SIBnsieTcs NI CIEQYyIOIEe YTBEPKACHUE UCTUHHBIM WM JIOKHBIM? JIOKyMeHT
JUTEPATYpPhl MOXKHO BIOXKHUTH B COOOIICHHUE 3IEKTPOHHON MOYTHI.

() Ha

() Her

8. Kakwe u3 cienyromux TUIOB 3aluceil MOKHO NpeoOpa3oBaTh B KoHTakT?
( ) Opranuzanus

() KonkypeHTt

() Uurepec

() Bo3amokHas cnenka

()
()
()
()



9. Kakwue u3 ciemyromux Tumnos 3anucei B Microsoft Dynamics CRM
MPEACTABIIAIOT MOTEHIUABHYIO IPOJAKY?

() KonkypeHTt

() Unrepec

() Bo3amoxHas crienka

() Jlutepatypa

10. 3amuck Kakoro THUIla HEOOXOAMMA U CO3TaHUsI BOZMOKHOU CAEIKU?
() Konkypent

() Knmuent

() Unrepec

() MapKeTHHTOBBIN CITUCOK

11. Yrto Takoe BO3MOXKHas clenka?

() To ke camoe, 4TO UHTEPEC.

() 3amuck, co3zgaBaemasi OCjE MOATOTOBKH MPEI0OKEHUS

C pacLieHKaMH.

() [lorenumanbHas npoaaxa.

() OGenanvie KIMEHTA COBEPUINTH MOKYTIKY.

12. Opranuzanus, aCCOMUPOBAHHAS C 3AKPHITON BO3MOKHOU CHIECIIKOM,
coobOmmiia 00 U3MEHEHUHU CBOETO PEIICHUs U MPOsIBUIIA
3aMHTEPECOBAHHOCTD B 3aKJIFOYEHHUU KOHTPAKTA C Balie kommnanueit. Kak
CJIeyeT OTPa3UTh TaKyl0 MOTEHUUATBHYIO TpoJaxy B Microsoft Dynamics
CRM?

() Ha3HauuTh 3aKpBITYI0 BO3MOKHYIO CIIEIKY CHEIHAIUCTY TI0

MPOJaKaM.

() Co3maTh HOBYIO BO3MOKHYIO CJIETIKY.

() YaanuTh BO3MOXKHYIO CHENKY.

() [IoBTOpPHO OTKPBITH 3aKPBITYIO0 BOBMOKHYIO CIEIKY.

13. SBnsercs nu caeayroniee yTBEpKACHUE UCTUHHBIM WX JIOKHBIM? 3aMCH
BO3MOYKHBIX CJEJIOK, UMerolre craryc «Caenka 3akitoueHa» u «Cienka He
peanu3oBaHay, TOCTYIHbBI TOJIBKO JUIsl YTEHUS.

() Ha
() Her

IIpumepsl keiicoB aJist pa3doopa no reme 3:
Keiic «bu3Hec-npoueccbn»

Cepreii MBaHOBMY PYKOBOAUT KOMIIAHMEW MO TMOIIMBY M ONTOBOM MpOJAXKE
onexasl B Cankt-IletepOypre. JIBa roma nazan Cepreit MBanoBuu periuii, 4To
Ou3zHec TpeOyeT pa3BHTHSA, HO CHadajla HEOOXOAMMO HABECTH IOPSIOK C
BHYTPEHHHMHU POlieCCaMy KOMIIaHUU.

Bxpatie cutyanus Obuia cienyromias: 3aka3bl OT KIMEHTOB TEPSUIUCh, 3aKa3bl Ha
MPOU3BOJICTBO  BBIMOJIHSUIMCh ~ HETOYHO, JKAJIOOBl ~ KJIMEHTOB HE  BCErja
oOpabarbiBaiuce W T. 1. Cepreit MBaHOBMY 00paTuics B KOHCAJITHHTOBYIO
KOMIaHUIO TUTSt WCIIPABIICHUS CUTYaIUHU. bu3Hec-KOHCYIbTaHTHI,
MpOaHaIN3UPOBAB BHYTPEHHHUE MPOIECCHl pabOThl KOMITAHUH, YKa3alu «TOHKHUE)
MecTa M NPeUIOKWIM  MOJEPHU3ALMIO  OM3HEC-IPOLIECCOB  «3aKas3y,

9



«IPOU3BOJICTBO», «BBICTaBKa», «pa3dop kanmoObl». PaboTa Obla BHITIOJIHEHA B
CPOK, U OTYET C HOBBIMH OHM3HEC-IpoliecCaMU KOMIaHWM Jer Ha ctoil Ceprero
NBanoBuuy. Kazanock, 4To camoe TpyIHOE 103311 U TENeph Jieia MOUIyT B TOpy!
C HOBbIMH OHW3HEC-TIPOIIECCAMU HEMEIJICHHO O3HAKOMUIIM BCEX COTPYIHHUKOB.
beimu cnenanbl OoJibllie M SIPKUE IBETHBIE pacledyaTKU, KOTOPHIE Pa3BECUIIU B
OTIIeJax OKOJIO paboyux MeCT COTpyIHUKOB. Ho okumaemoro pesyiibrata He
MOCJIEAOBANIO: 3aKa3bl MO-TIPEKHEMY TEPSUIUCH, KalloObl 00pabaThIBAIUCh Yepe3
paz u T. I

Cepreit MBaHoBHY J0JTO JayMaji, KakK MCIOPAaBUTh CUTYyallMl0, U PELINI:

«HeobxomumMo «OyMaxxHbIe» OU3HEC-TIPOIIECCHl MOMECTUTh HEMOCPEACTBEHHO B

CUCTEMY aBTOMAaTH3allUM, CHENATh HMX «KUBBIMUY», MHTETPUPOBATH B PpabOUyIO

cpeny xkommnaHuu. [lycTh KakIblii COTPYIHUK BUAUT OW3HEC-TIpOIECC Y ceOs Ha

SKpaHe MOHUTOpPA U pabOTAET C HUM.

[IpennmaraeTcss OTBETUTh HA BOMpPOC: «3adeM OW3HEC-TPOIECC HYXEH BHYTPH

CHUCTEMbI aBTOMATU3ALINU 7).

[TocTaBbTe TUTFOCHI (+) HAmpPOTHB TE€X IIYHKTOB, KOTOPHIE BB CUYHUTACTE

aKTyaJbHBIMH JIJISl Ballleld KOMIAHUHU, U MUHYCBI (—) — HAPOTUB TEX, KOTOPHIE K

Ballleil KOMIIAHUU HE OTHOCATCS:

e Yro0OBl 3aaTh MPABUIbHYIO MOCIEAOBATENbHOCTh AEHCTBUN ISl JOCTUKEHUS
TpeOdyemoro pesyibrara. Hampumep, MOXKHO YCIOBHO B KayecTBE OH3HEC-
MPOIIECCa PAaCCMOTPETh YTPO OYIHErO IHS: MPOCHYJICS, MPUHSIT AYIIl, TOYUCTHII
3yObl, TMO3aBTpakay, oOJelicd, IMoexaJl Ha pabory. Baxna mnpaBuibHas
MOCJIEIOBATENILHOCTh  JACUCTBUUA. A  €clih mepecTtaBuTh Mectamu? Yto
NOJIyyuTCs?

e UtoOBl mnsa kaxaoro stama paboThl (OM3HEC-Tporiecca) ObLI OTBETCTBEHHBIM
corpyaHuK. TOT, ¢ KOrO MOKHO CIPOCHUTH pe3yibTaT. [loMHUTE O COBETCKHX
KoJx03ax? Eciii OTBETCTBEHHBIE BCE, TO CIIPOCUTH HE C KOTO.

e UYro0OBl KOMITaHMs paboTajia B €IMHOM PUTME M CTaHmapTe. Hampumep, MOXHO
IPOAHATU3UPOBATh XOJI BBIMIOJIHEHHS TEKYIIMX OW3HEC-TPOIIECCOB M BBISBUTH
cTaauu (3a/1a4u), Ha KOTOPBIX TEPSIETCS BPEMSI.

e YroOBl KOMUPOBATH OMBIT JYUIIMX COTPYJHUKOB, CO37aBas Ha 0a3e 3TOro
YETKHE WHCTPYKIIUU U PETIAMEHTHI JIJIsl COTPYAHUKOB. Hampumep, y MmeHeKepa
ITerpoBa caMble BBICOKHE MPOJAAXKHU B OTJHEIIC; Mbl aHAIU3UPYEM €ro paboTy ¢
HOBBIM KJIMEHTOM U COCTaBJISIEM IMOCJIEI0BATEILHOCT IEUCTBUN U PETIIaMEHTOB
pu paboTe ¢ HOBBIM KJIIMEHTOM JJIsl COTPYAHUKOB BCErO OT/Ea POJIaxK.

e UroOBl KOHTPOJMPOBATH TIPOIIECC BBHITIOJIHCHUS BBIJAHHBIX COTPYIHUKAM
nopyuennii. Hampumep, pykoBOAWTENb, MEpPErpyXKeHHBIH pabOTOM, BBHIIACT
nopydeHue corpynHukam ¢ nomoirsio CRM-cucremsl. [lo3xke, B cBOOOAHYIO
MUHYTY, OH (DOpMHUpPYET OTYET MO BBIJIAHHBIM IMOPYYCHUSM [JISI TOTO, YTOOBI
POBEPUTH PE3YIbTAThHI paOOTHI.

e UToOBI KOHTPOJIMPOBATH COCTOSIHME OW3HECA: CKOJIBKO BCEro OTKPBITHIX
IPOLIECCOB, HA KAaKOM JTale HaxOJATCs, KOrJa 3aKOHYaTCs. DTO IMO3BOJISET
MOBBICUTh yNpaBisieMocTh OusHeca. Hampumep, B O6usHec-mpouecce «Paz0op
xkano0en» 80 % xkanobd HaxoasaTcs Ha dTane «Pa3dop xaimo6». ITO CUTHAI, 4YTO
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OTJIEJ HE CHPAaBISAETCS C 3a/1a4eil 1 HeOOXOIMMbI KOPPEKTUPYIOIINE JEHCTBUSL.
e Hanmmmwure cBOO npuunHy.

Keiic «O0men nundopmanuein»

Npuna — MoJIOIOM pYKOBOAMTENb OTHAENA MPOJAX KOMIIAHWH, IPOJAIOIICH
CUCTEMBI KOHIUITMOHUpOBaHus B ExarepunOypre. Eit u coTpyanukam ee otaena
MIPUXOJUTCS PETYJSIPHO KOHTAKTUPOBATH C OTHAEIIOM 3aKyIOK, OTAEIOM JOCTaBKH,
OyxTanTepueil u OTIAeJIOM cepBHCa KOMMaHWHU. B mocienHee BpeMs y4acTHIINCH
Clydyad HETIOHMMAaHUsI, TIOTEPU U UCKAXKEHUS TepeaaBaeMoi HHPOpMAIUU MEXTY
COTPYJAHUKAMHU OTAENA MPOJAX U JIPYTMMHU OTAEIaMH KOMIIaHuU. Bot, Hanpumep,
Ha MPOILUIOM HEAENEe MEePEeaIM Ha TECTUPOBAHUE [IBA KOHIWILIMOHEPA B OTHAEI
cepBHUCA. YCTHO JOTOBOPUIUCH C COTPYJHHUKOM OTJE€Ia O TOM, UYTO B TEUCHHUE
HeJien 000pyaoBaHue OyAEeT MPOTECTUPOBAHO. Uepe3 HeJento OKa3bIBaeTCs, YTO
TaKOro MooOemarb HUKTO HE MOT U CTaHJIAPTHBIA CPOK TECTUPOBAHUS — JBE
HeeNn. DTO OPOXKIAET CEPhE3HOE HEJOBOJIBCTBO COTPYAHUKOB C 00X CTOPOH U
HaIPSIMYIO0 OTPAXKAECTCS HA KIIMCHTAX.

HNpuna B pacrepsHHOCTH: «l3-3a HECOINIACOBAHHOCTHM B CJIOBAaX MOSBIISIETCS
HECOTJIaCOBAaHHOCTh B JIENaX, CPBIBAIOTCS CPOKU MOCTABOK M YCTAHOBKU CHCTEM.
Pacrer o0miee HEZOBOJBCTBO COTPYJHUKOB M KIHMEHTOB. 3asBKa WA BONIPOC,
NEepeIaHHbIE COTPYAHUKOM OT/ENa MPOJaX B JIPYroe Mojpa3JeieHHe, 4acTo He
00pabaThIBAIOTCS B YKa3aHHbIE CPOKU WIIM MPOCTO TEPSIOTCA. Takke COTPYAHUKY
CJIOXHO OTCJIEIUTh (DAKT MpUeMa MepeAaHHOro COOOILIEHUs KOJUIETaMU U CPOKH
HayaJla M OKOHYAaHHUS €ro oOpabOTKU. DTy CHUTyalUI0 MOXKHO CpPaBHUTH C
OITyCKaHMEM KOHBEpTa B YEPHBIN SAIIMK M OKUJAHUEM, YTO MPOU30iiaeT... byzaer
oteeT Wk HeT? Korma? U ot xoro?».

Moxet ObITh, HE B TOYHOCTHU TaKUE, HO OYEHb MOXO0KHUE CUTYaIlMH BCTPEYAIOTCS
MOYTH B Kaxaol KommnaHuu. IloaToMy mpennaraeM 4YuTaTeat0 BCIIOMHHUTH
poOJIeMBbI, KOTOPHIE BBI3BIBAET B KOMITAHUHM OTCYTCTBHE TEXHOJOTUM TMEpeaadu
uHOpPMAITUU MEXKIYy COTPYJAHHKAMU, U BMECTE COCTaBUTH CITMCOK OTBETOB Ha
BOMPOC: «3aueM HYXHBl MEXaHU3MBl Tiepenadyu  WHPOPMAIMH  MEXKIY
cotpyaHukamu?y». IloctaBbre Mmitochkl (+) HAMPOTHUB TE€X MYHKTOB, KOTOPHIE BBI
CUMTAETE aKTyaJIbHBIMHU JJIsI Balled KOMIAHWU, U MUHYChI (—) — HAIpOTHUB TEX,
KOTOpBIE K Ballleld KOMIIAHUU HE OTHOCATCS:

e YroObl HE MOTEPATH MH(POPMALUIO MPH TEperaye ee APYyromy COTPYIHHKY.
Hampumep, yctHo nepeganHHas uHpopmaiys MOKeT ObITh 3a0bITa, a LBETHAs
OyMakka, MPUKIIEEHHAs HA MOHUTOP, MOKET OTKJIEUTHCS U TIOTEPATHCA. UTOOBI
ATOTO HE CIYYWIOCh, MH(GOPMAIIHMIO JIydIlle TIepeaBaTh B MUCHbMEHHOM BHJIE
4yepe3 CUCTEMY aBTOMAaTU3aIUU.

e UtoObI 3HaTH, KOMY OblIa mepefaHa MH(OpMALMS U YTO C HEW MPOU3OIILIO.
Hanpumep, ecii cOTpyIHHMK NEpenaeT 3asBKy B JIPYroe MOJpa3/ieJIeHue, OH
MOXKET Uepe3 KaKkoe-TO BpEeMs IPOBEPUTH CTATYC ITOM 3asiBKU U y3HATh, KAKHUE
JIEHCTBUSA 110 HEM OBUTH MPEIITPUHSATHI aIPECcCaToOM.
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e YroOBl aBTOMATHWYECKH TMepefaBaTh 3aJadu Mo craeike (Om3Hec-mporieccy)
OTBETCTBEHHBIM COTpyAHUKaM. Hanpumep, eciii OIMH COTPYIHHK BBIITOJHUII
CBOIO 3aJadyy B paMKaxX CJIEJIKH, TO CHUCTEMA aBTOMAaTHYECKH CO3/AeT
CIIEAYIOIIYIO 3a/ady APYromMy COTPYIAHUKY, HE TEpss BPEMEHM Ha Iepenady
uHdopmaIuu.

e UtoOnl Bbigath «llopyueHue» COTpYyIHUKY M TNPOKOHTPOIUPOBATH €ro
ucnosHenne. Hanpumep, ecinu pyKOBOIUTENO HEOOXOAUMO MOPYUYUThH Kakoe-
100 3a/laHhe KOHKPETHOMY COTPYJIHUKY M Ha3HA4UTh KOHTPOJEpPa 3a XOJO0M
€ro BBIMIOJHEHHUS, TO 3TO MOKHO C/IeJIaTh ¢ OMOIIBIO OU3HEC-pOoIECcca.

e Hammmmure CBOIO NIpUYNHY.

Cnucok BOIPOCOB /ISl HOATOTOBKH K OIIPOCY 1O Teme 4:
l. ®yuxkunn CRM-cucrem:  ynmpaBleHHME  MApKETHHIOM,  INPOJAXKaMH,

KJIIMEHTCKOM 0a30i, CEpBUCOM.

VYnpasnenue mapkeTuHroM kak ¢pyHkuueir CRM-cucrem.

VYnpasnenue npogaxxamu kak pynkiueit CRM-cucrem.

VYnpasnenue kueHTCKoM 06a3oit kak pynkiueit CRM-cucrem.

VYnpasnenue ceprucoM kak pynkimeir CRM-cucrem.

Yo HyXKHO cAenaTh 4ToObI CO3/1aTh HOBOE OOpAILEHHE.

Korna u xak ucnosb3yrorcs pasaensl KonkypeHTsl u Jlnureparypa.

Nk

Cnucok BONpocoB Jisi MOATOTOBKH K ONPOCY O TeMe 5:

[Tpouecc «Co3nanue 1 paboTa C HOBBIMH U CYIIECTBYIOIIMMH KIMEHTaAMI.

OnummTe B3aMMOCBSI3b MEXKY 3alIMChIO0 KIIMEHTA U 3aKMChIO MTPOJIAXK.

Onummrre pa3iInyHbIe CTaTyChl BO3MOXKHBIX CAEIOK.

Omnpenenurte ocoOeHHOCTH U NpeuMyIecTBa Katanora npogykuuu.

[Ipouecc «Coznmanue W TOIAEp)KKA Trpynnbl OOBEKTOB JUIsl KaTajora

MPOTYKLIANY.

6. Co3gaHue mpailc-TMCTOB W HACTPOMKA WX JJIS Pa3JIMYHBIX KIHEHTOB,
MapKETUHIOBBIX KAMIIAHUM U CIIELIUAIIBHBIX NTPEIOKEHUN.

7. IlpumeHneHne MH(POPMALIMOHHBIX CUCTEM YNPABICHUS B3aUMOOTHOIICHUSAMHU
c wineHtamu (CRM) g noaiep kv MapKeTHMHIOBOW JEATEIbHOCTH
HPEANPUATHSL.

N =

4.3 OueHo4YHbIE CPEACTBA JAJIA MPOMEKYTOUYHOM AaTTECTALMH
4.3.1 IlepeyeHb KOMIETEHIMI C YKa3aHMEM ITANOB UX ()OPMHUPOBAHUSA B
nporuecce ocBoeHus o0pazoBaTebHOi mMporpammbl. [loka3zaTenu n kpuTepun

OLICHUBAHUA KOMIIETCHUMH C y4€TOM ITana ux (popMupoOBaAHUSA

Tabmwna 5
Kon HaumeHnoBaHue Ko sTana Hanmenosanue sTana
KOMIeTeHIN KOMIIETEeHINH (J10JI3KeH O0CBOEHHS 0CBOCHHH KOMIETCHIINHN
" 00J1a1aTh) KOMIIETCHIINH
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[IKc OC I1 -6

CrnocoOHOCTh PUMEHSTH
nH(pOpPMaLMOHHbIE
TEXHOJIOTHHM ISl PEeLIeHUs
IPUKIIAJHBIX (UHAHCOBO-
HKOHOMMYECKHX 33734

[IKc OC 11 -6.3

CrniocoOHOCTh IPUMEHSATH
IIPU pEeIICHUN
npoheCcCHOHANTBHBIX 33134
OCHOBHBIE METOJIbI,
CHOCOOBI U Cpe/ICTBA
MOJTy4eHHs, XPaHSHUS U
npenoopadboTku
uH(popManny, ynpasisTh
B3aUMOOTHOIIICHUSIMU C
kimentamu (MSDCRM) B
NpEAIPUHUMATEIIBCKOMN
NeATENIHOCTH. B TOM YHCIIe
C UCIIOJIb30BaHUEM
COBPEMEHHBIX
MH(POPMALIMOHHBIX
TEXHOJIOTHI 1
IPOrpaMMHOTO
o0ecnieueHus

Tabmnuma 6

JTan 0CBOCHUSA
KOMIIeTeHINH

Iloka3arteanb
OLICHUBAHUSA

Kpurepuii oueHnBanus

[TKc OC 11 -6.3
CriocoOHOCTh IPUMEHSTh
NP PEIICHUN
npodeccHOHaNbHBIX 33aa4
OCHOBHBIE METOJIbI,
CIOCOOBI M CpesICTBa
TOJTyYCHHSI, XPAHCHUS
npenoopaboTku
uH(pOpMAIIHH, YIIPABISATH
B3aUMOOTHOIICHUSIMU C
kinuentamu (MSDCRM) B
TpeANPUHIMATEITLCKON
JIeSITEIbHOCTH. B TOM
YHCJIE C UCTIONIb30BAHUEM
COBPEMEHHBIX
UH(pOpPMAIIMOHHBIX
TEXHOJIOTUMA 1
IPOrpaMMHOTO
obecrnievyeHus

YMeHne aHanmm3upoBaTh
OLIEHKHU IO MOKa3aTessIM:
JTMHAMUKA TPOJIAXK, TIHKIT
pojiax, CyMMa
00paboTaHHBIX 3BOHKOB
U JIUJI0B U IpyTHE.
[IpumeHsieT OCHOBHBIE
METObI
NpeCTaBICHUS U
ITOPUTMBI 00pabOTKH
JTAHHBIX, UCITOJI3YET
uudpoBbIe
TEXHOJIOTUH IS
pereHus
PO eCCUOHATBHBIX
3a1au.

OmnpenensieT BO3MOXHBIC PUCKH ITPU
BHenpennn CRM cucrem
(TexHnueckue, OU3HEC PUCKH,
OpraHu3aloHHbIe). PaccunTeiBaeT
OIICHKH IT0 TIOKa3aTelsIM: TUHAMHKA
MPOJIAXK, UK MPOJIaX, cymMMa
00pabOTaHHBIX 3BOHKOB H JIUJIOB U
IpyTHe.

YMeHue MpUMeHSITh OCHOBHBIC
METO/JIBI TIPEICTABICHUS
MH(OPMAIIAN U AJITOPUTMBI
00pabOTKH TaHHBIX B COBPEMEHHOM
IPOrPaMMHOM OOCCIICUCHUH IS
pernieHus mpohecCuoHaIbHBIX 3a7a4

4.3.2 Tunosblie OLIEHOYHbIE CPEACTBA

OuneHoYHbIE MATEPHAJIBI JIJIS 324€TA C OLEHKOM

Koxa >rana ocsoenust komnerennuu IIKe OC 11 -6.3

1. CRM-cucremsl B Mupe. TeHAEeHIIMN pa3BUTHS.

2. Anamus cocrosuuss CRM-cucrem B Poccun.

13




. ITpuoputetsl noap3oBarenss CRM. 3agaum.
CRM: ipo6iemMbl ¥ IEPCTIIEKTUBHI.

O6maynas CRM: 11t0Chl 1 MUHYCBI.

3

4

5

6. [eckronmnas CRM IU1t0Chl 1 MUHYCBI.

7. Kak noHsTh, 4TO KOMIIaHUH HY’)KHO OT CRM?

8. MosxHno nu oboiituch 0e3 CRM? Korga He crout BHenpsTe CRM?

9. Hackonbko 3Ha4uM MOOMIIBHBIN 1OCTYII?

10.CRM, kak ctparerust 1 CRM, kak HHCTPYMEHT, KOTOPbIW MOJIEPKUBAET
3Ty CTPATETHIO.

11.Pa3nuunble THIIBI MOAENICH KIIMEHTA.

12.0numurre poiab OCHOBHBIX THUIOB 3alUceH, HCMOIb3yeMbIX B Microsoft
Dynamics CRM.

13.®ynkunn  CRM-cucteM: ynpaBieHHE MApPKETHHIOM, MPOJAXKaMH,
KJIIMEHTCKOM 0a30i, CEpBUCOM.

14.Yupasnenue mapkeTunrom kak pynkiueit CRM-cucrem.

15.Ynpasnenue npogaxamu kak pynkuueir CRM-cuctem.

16.YnpaBnenue kiueHTCKoN 0a30it kak ¢pynkimeir CRM-cuctem.

17.Yupasnenue cepsucom kak pynkiueit CRM-cucrem.

18.YUt0 HY>XHO cAenath yToObl CO31aTh HOBOE OOpaIleHHE.

19.Korna u xak ucnons3yrorcs KonkypeHtsl u Jlnurepatypa.

20.IIpouecc «Co3manue U paboTa € HOBBIMU M CYHIECTBYIOIIUMU
KJIMEHTaMM».

21.0nummure B3auMOCBA3b MEXY 3aIHCHI0 KIIMEHTA U 3alIAChI0 IIPOJAaXK.

22.0nuimure pa3indHble CTaTyCcbl BO3MOXHBIX CAEIOK.

23.0Omnpenenute 0COOCHHOCTH U TIpenmyIecTBa Karanora mpoayKium.

24 Tlpouecc «Co3mgaHue M TMOMJEPKKA TPYMHIbl OOBEKTOB ISl KaTajora
MPOTYKLIAN.

25.Co3nanue mpaic-IUCTOB U HACTPOWMKA WX JUISl Pa3lIMYHBIX KIUEHTOB,

MapKCTHHI'OBBIX KaMIaHUU U CIICIHAJIBHBIX HpCﬂHO)KCHHﬁ.
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26.ITpumenenue nH()OPMAITMOHHBIX CHUCTEM YIIPaBJICHUS

B3auMOOTHOIIeHUsIMA ¢ kineHTamu  (CRM)

MapKeTHHFOBOﬁ ACATCIIbHOCTHU MMPCAIIPHUATHA.

IlIkana omeHUBaAHUSA (3a4YeT C OLIEHKOI)

I TOJJICPKKHU

Tabmuma 7

Onucanye MKAaJbI

Onenka (mo 4-
0aJUIbHOM IKAaJIe)

Y oOyuaromerocs cGOpMUPOBaHbI yBEpEHHBIE 3HAHUS, YMEHHS U
HABbIKM, BKJIIOYEHHbIE B  COOTBETCTBYIOUIMI  3Tall  OCBOEHUS
KOMIIETEHIIMM, OH TJayOOKO ¥ TOJHO OCBEIIAeT TEOPETHUYECKHE,
METOJIOJIOTUYECKUE U TPAKTUYECKHE aCHEKThl BOINPOCA, MPOSIBIISIET
TBOPYECKMH  MOAXOJ K €ro  M3J0KEHHI0 U JIEMOHCTPUPYET
IMCKYCCHOHHOCTH NMPOOJIEMATHKH, a TAK)KE TITyOOKO U MOJIHO PACKPBIBAET|
NTOTIOJTHUTENBHBIE BOMPOCHL. JTanbl KOMIETEHIUH, MPELyCMOTPEHHBIE
paboueli  mporpammoii, chopmupoBansl. CBOOOJHOE  BIAJCHUE
MarteprasioM. JlocTaTOYHBIA ypPOBEHb 3HAKOMCTBA CO CIEHHAIBHOM
Hay4qHOU nuTeparypoi. [IpakTuyeckue HaBBIKM MPO(HECCHOHATBEHON
nesTenbHOCTH  copmupoBanbl. OOydaromuiics He 3aTpyIHSeTCs C
OTBETAMHM TMPU BUIOU3MEHEHHWU 33JaHUM, TPaBHILHO OOOCHOBBIBAECT]
[PUHSATHIE PELICHMS, BJIaJICET pa3HOCTOPOHHUMH HABBIKAMHU U IIPUEMAMHU
BBITIOJIHEHHSI PAKTHYECKUX 3a7a4

OTIINYHO

CTaBUTCS MPU MOJHBIX, UCUEPIBIBAIONINX, APTYMEHTUPOBAHHBIX OTBETAX|
Ha BCE OCHOBHBIE M JIONOJIHUTEIbHBIE BOIIPOCHL. DTallbl KOMIIETEHLUH,
MpelyCMOTpEeHHbIe paboueit mporpammoii, chopmupoBansl. JleTaabHOE
BOCIIPOM3BEJCHHE y4eOHOro Matepuana. llpakTuueckue HaBBIKH
npodeccuoHanbHOM JesITeNbHOCTU B 3HAYUTENbHOU Mmepe
copmupoBanbl. IlpuemiemMoe yMeHHE CaMOCTOSTEIBHOTO PpEIICHUS
MPaKTUUECKUX 3aJad C  OTAEIbHBIMU  3JEMEHTaMHU TBOPYECTBA.
OOyuaronuiicss TBEpIO 3HACT MaTepuan AUCHUILUIUHBI, TPAMOTHO H TIO
CYILIECTBY H3JlaraeT €ro, He JOMyCKas CYyIIEeCTBEHHBIX HETOYHOCTEH B
OTBETE Ha BOIIPOCHI, IIPABUJILHO MPUMEHSET TEOPETUUECKHUE MOJIOKEHUS]
[pU PEIICHNU MPAKTUYECKUX BOIPOCOB U 3ajiay, BIaeeT HE0OXOIMMbIMU
HABBIKAMU ¥ MIPUEMAMH WX BBIMIOJTHCHHUS

XOpOLIO

CraBUTCS, €CIM OJTambl KOMIIETEHIIMH, NpeayCMOTpEeHHbIe paboueii
MpOrpaMMoii, COPMUPOBAHKI HE B MOJTHON Mepe. Hannmune MUHUMAIIBHO
NOMyCTUMOTO ypOBHS B YCBOGHHMHM y4yeOHOro Marepuaja U B
CaMOCTOSAITEJIBHOM ~ PELIEHWH NPaKTHYECKUX 3ajad. [IpakTuueckue
HABBIKK MPO(ECCUOHAIBHOMN NesSTeIbHOCTH C(HOPMUPOBAHEI HE B MOJHOM
Mepe. OOyyaronuiics: MoKa3bpIBaeT 3HAHUS TOJILKO OCHOBHOTO MaTepHaa,
HO HE YCBOWJI €ro JeTajeH, AOMYCKAeT HETOYHOCTH, HENpPaBUIIbHbBIC
(OpMYyJIMPOBKH, HAPYIICHHUS JIOTHYECKON  IOCIICIOBATEILHOCTH B
M3JI0)KEHUU MPOTPAMMHOIO MaTepHalla, MCHBITHIBAET 3aTPYJHEHUS IpPH
BBINIOJJHEHUH TPAKTHYECKUX 3aa4

YAOBJICTBOPHUTCIBHO

CrtaBuTtcs, ecnmu OOydYaroIIUiiCs HE 3HAET M HE IMOHUMAET CYIIHOCTH
BOIIPOCOB M TMpeAJiaraéMbIX  3ajad. OTanel  KOMIICTCHIIUH,
MpeayCMOTpPEHHBIE  pabouedl  mporpamMmoi, He  cHOpMHUPOBAHBI.
HenocrarouHblii ypOBEHb YCBOEHHUSI MOHATUMHOIO amnmapara U HaJaudue

HCYIOBJICTBOPHUTCIBHO
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(parMeHTapHBIX 3HAHUW MO MPOTPAMMHOMY MaTE€pUaTy AWCIUILINHEI,
O00yJaroNmUiCsS JOMyCKaeT CYMIECTBEHHBIC OIIMOKH, HEYBEPEHHO, C
OONBIIMMHU 3aTPYAHCHUSMH pEMIACT MPAKTUYECKHE 3aJayd WIH HE
CIPAaBIIIETCS C HUMH CaMOCTOATENbHO. OTCYyTCTBHE MHUHUMAJBHO
NOMYCTHMOTO YPOBHSI B CAMOCTOSITEILHOM PEIICHUH IMPaKTHYECKHX
3ajad. [IpakTUdeckre HaBBIKH MNPO(PECCHOHAIBHON JIEITeIbHOCTH,
c(hOopMHUPOBAHBI B HEOCTATOYHOM O00BEME

4.4. MeTogu4ecKue MaTepuaJIbl

[IpomexyTouHast aTTecTalys MO AUCIUIUIMHE MIPOBOAUTCS B BUJE 3a4€Ta C
OIIEHKOMH.

[IpomexxyTouHass aTTecTalMsl MPOBOAUTCS C COOJIOJCHHUEM CIIEIYIONMUX
TpeOOBaHUH I10 TIpoIIeaype:
3adera ¢ OLEHKOW mMpoBOAMUTCS B ycTHOM ¢opme. Ha sk3amene oOydarommecs
CaMOCTOSITEILHO TOTOBSIT OTBETHl Ha BOMPOCHl OuiIeTa MPOMEXYTOUHOMH
aTTecTauuy no Aucuuruinae. OJHOBPEMEHHO MPUCYTCTBYIOT HA MPOMEKYTOUHOM
aTTecTalui He Oosiee 8 dYeynoBeK (MOATrOTOBKA OTBETA, OTBET MPENOJIaBaTEINIoO).
OOyuaromuiics mMpu BXOJA€ B ayJAUTOPHUIO MPU ceOe MMEET TOJIBKO MHUChbMEHHBIE
OpUHAANEKHOCTH (PYyUKy WIM KapaHpam). bymary, HeoOXoaumyr Juis
MOJrOTOBKM, BbIAaeT mpenojaBarenb. OOydaromuiics Oeper Ouier, emy
npenocrasisiercs 30 MUHYT AJ1 MOATOTOBKHA YCTHOTO OTBETA HA BOIIPOCHI OMIIETA.

OneHka 3HaHWM O00y4Yarolerocs HOCUT KOMIUIEKCHBIM XapakTep U
OIpeaesIeTCs:
—OTBETOM Ha 3a4ETE C OLICHKOW;
—y4eOHBIMU JTOCTIKEHUSMU B CEMECTPOBBIN MIEPUOI.

BrinonHeHne Bcex 3aJaHUM TEKYUIETO KOHTPOJISL SIBISIETCS KeIaTEIbHbIM
JUTSL BCEX 00YYaroluxcsl.

Orenka 3HaHUIM 00YYarOIIETOCs SBISETCS OALTHHOM.

5. MeToanueckue yKa3aHus 1J 00y4arOUXCs M0 OCBOCHUIO JUCHUILTHHbBI

Opranuzanus 00pa30BaTEIBbHOTO IMPOILECCA PErIAMEHTHPYETCS y4eOHbIM
IJJAHOM U PACHUCAHUEM Y4EeOHBIX 3aHATUM. S3bIK OOydeHus (MpenojaBaHus) —
pycckui. i BceX BHIOB ayJIUTOPHBIX 3aHATHM aKaJEMUYECKHM 4ac

YCTAHABIIUBAETCS MTPOAOJKUTEIBHOCTHIO 45 MUHYT.
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Jlexyuu

JIEKIMOHHBIM KypC NpeAnosiaraeT CUCTEMaTU3UPOBAHHOE U3JI0KECHHE
OCHOBHBIX BOIIPOCOB yueOHOro miaHa. Ha nepBoii JIeKIuu JeKTop MpeynpexaacT
oOyJaromuxcs, NPUMEHUTEIBHO K KakoMy 0a30BOMy y4eOHUKY (yueOHMKam,
y4eOHbIM TOCOOUSIM) OyIeT IPOYUTaH KypC.

JIeKUMOHHBIN Kypc JOJDKEH JaBaTh HamOoJblIui 0o0beM HH(OpManuu u
obecnieunBaTh Oojee rIyOOKOe MOHMMaHUE Y4eOHBIX BOIPOCOB IIPHU 3HAYUTEIBHO
MEHBIIEH 3aTpaTe BPEMEHH, YeM 3TO TpeOyeTcsi OONBIIMHCTBY OOydYalomuXcs Ha
CaMOCTOATEJILHOE U3yUYEHHE MaTepuaa.

Ilpaxmuueckue 3anamus

[IpakTuyeckue  OPENCTaBIAIOT  COOOM  JETamu3alui0  JIEKIIMOHHOTO
TEOPETHUYECKOr0 MaTepuaa, MPOBOJATCA B LENSIX 3aKpEIUIEHUs Kypca U
OXBAaThIBAIOT BCE OCHOBHBIE Pa3/Iebl.

OcHoBHOW (QopMOM MPOBEICHUS] CEMUHAPOB U MPAKTUUYECKUX 3aHATUU
ABIIIETCS OOCyXJAeHHEe Haubonee NPOOJEMHBIX M CJIOXHBIX BOIIPOCOB IO
OTJICJIbHBIM TE€MaM, a TaKKe pelIeHHe 3aJad ¥ pa30op MPUMEPOB U CUTYalUid B
ayIUTOPHBIX yCIOBUsX. B 00sd3aHHOCTH mpemoaaBaTeNsi BXOMAAT: OKa3aHHE
METOJMYECKOM  IOMOIIM W KOHCYJbTUPOBAHHE  OOydYaromMXcsi IO
COOTBETCTBYIOIIMM TEMaM Kypca.

AKTHUBHOCTh Ha MPAKTHYECKUX 3aHATHUAX OLEHHUBAETCS IO CIEAYIOLIUM
KpUTEPUSIM:

OTBETHI HA BOIIPOCHI, PEJIaraéMble MpernoJaBaTeiem;

y4acTHE B TUCKYCCHSIX;

BBITIOJIHEHUE MTPOEKTHBIX U MHBIX 33JIaHUH.

Jloknaznpl ¥ ONIOHMPOBAaHUE JOKIAI0B IPOBEPSIIOT CTENEHb BIIAJICHUS
TEOPETHYECKUM MaTEPHUAIIOM, a TAK)KE KOPPEKTHOCTb U CTPOTOCTh PACCYKIACHUM.

OueHuBaHNE MPAKTUYECKHUX 3aIaHUI BXOAUT B HAKOIUIEHHYIO OLEHKY.

Camocmosmenvuas pa60ma 06)/’{61}01/[46206’}1
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JIist  yCHemrHOro yCBOGHHS Kypca HEOOXOJMMO HE TOJBKO TOCeMaTh
ayJIMTOPHBIC 3aHSATHS, HO U BECTH AKTHUBHYIO CaMOCTOSATEIbHYIO pabotry. Ilpu
CaMOCTOSITETILHOM MPOpabOTKe Kypca 00yJaromuecs J0IKHbI:

. MIPOCMATPUBATH OCHOBHBIC OMpeIeNieHUs U (DaKThI;

. MMOBTOPUTH 3aKOHCTICKTUPOBAHHBIM HA JICKIIMOHHOM 3aHATHH MaTepual |
JIOTIOJTHUTH €T0 C YYETOM PEKOMEHIOBAHHOM 10 JTAHHOM TeMe JINTepaTyphl;

. U3yYUTh PEKOMEHIOBAaHHYIO OCHOBHYIO U JOIOJIHUTEIBHYIO JHUTEpaTypy,

COCTaBJIATH TE3HUChI, aHHOTAIIUN 1 KOHCIICKTHI HanOoJiee Ba)KHBIX MOMCHTOB;

. CaMOCTOSATEIBHO BBINIOJHATh 3aJ[aHWs, AHAJOTUYHBIE IPEIJIaraeMbIM Ha
3aHATHUSIX;

. WCIIOJIB30BaTh ISl CAMOIIPOBEPKU MaTepHalibl (DOH]Ia OLEHOYHBIX CPEJICTB;

. BBINOJIHATH JJOMAIIHUE 3aJaHUsI IO YKA3aHHIO MPET0aaBaTelsl.

JloMalniHee 3a/laHue OLIEHUBAETCS 110 CIIETYOIINM KPUTEPHSIM:

. CrerneHb U ypOBEHb BBINOJIHEHUS 33]1aHUS;
. AKKypaTHOCTBh B 0)OpMJIIEHUU PabOTHI;

. Hcnonb3zoBanue crenuaibHOU TUTEPATYPHI;
. Crava noManiHero 3aJlaHus B CPOK.

MatepuaJsl I NOATOTOBKH K IIPOMEKYTOYHON aTTeCTALUU
IIpumepHbIi epeyeHb BOMPOCOB /ISl MOATOTOBKH K 3a4€Ty € OLEHKOM
CRM-cucrtemsl B mupe. TeHaeHIIUN pa3BUTHS.
Ananu3 coctosinust CRM-cucrem B Poccun.
IIpnopuretsl nonp3oBarens CRM. 3anaumn.
CRM: ipo6iemMbl ¥ IEPCIIEKTUBHI.

O6naynass CRM: 1110Chl 1 MUHYCBI.

1

2

3

4

5

6. Jleckronnas CRM 1uitocbl 1 MUHYCHI.
7. Kak noHsTh, 4T0 KOMIaHuH Hy>)kHO oT CRM?

8. MosxHno nu oboiituch 6e3 CRM? Korga He crout BHenpsaTe CRM?

9. Hackonbko 3HaYMM MOOWIIBHBIN TOCTYTI?

10.CRM, kak ctparerus u CRM, kak HHCTPYMEHT, KOTOPbIM MOJIEPKUBAET

3Ty CTPATETHIO.
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11.PaznuyHble TUIIBI MOJAEINIEHN KIUEHTA.

12.0numurTe poiab OCHOBHBIX THUIOB 3alUCeH, MCMOJIb3yeMbIX B Microsoft
Dynamics CRM.

13.®yukuun  CRM-cucteM: ynpaBi€HHE MApPKETUHIOM, MPOJaXKaMu,
KJIIMEHTCKOM 0a30i, CEpBUCOM.

14.YnpaBnenue mapkeTuHrom kak pynkiueit CRM-cucrem.

15.Ynpasnenue npogaxamu kak ¢pynkiueir CRM-cuctem.

16.YnpaBnenue kiueHTcKon 0a30i kak pynkuueir CRM-cuctem.

17.Yupasnenue cepBucom kak pynkiueit CRM-cucrem.

18.YTo HYXHO cliesaTh 4TOOBI CO3/1aTh HOBOE OOpaleHue.

19.Korna u kak ucnone3yrorcsi Konkypentsl u JIuteparypa.

20.IIpouecc «Cozmanme u paboTa € HOBBIMH M CYLIECTBYIOIIUMU
KJIMEHTaMW.

21.0numuTe B3aUMOCBS3b MEXKY 3aIACHI0 KIIMEHTA U 3alMChIO MPOJAXK.

22.0nuimre pa3indHble CTaTycbl BO3MOXHBIX CAEIOK.

23.0mnpenenute 0COOCHHOCTH U MpeumyiecTBa Karaiora npoaykiuu.

24 Tlponiecc «Co3manue W TOMJIEPKKAa TPYMHIbl OOBEKTOB ISl KaTajora
IPOTYKIII.

25.Co3nanue mpauc-IuCcTOB W HACTPOWKA WX JUIS Pa3jIMYHBIX KIWEHTOB,
MAapKETUHTOBBIX KaMITAHUI U CHIEHUATIbHBIX TPEAJIOKEHUM.

26.1Ipumenenue MH(pOPMAITMOHHBIX CHUCTEM YIIPABJICHUSA
B3aUMOOTHOIIEHUsIMU ¢ kiaumeHTamu (CRM) nmns mopnepkku
MapKETUHTOBOM JIEATEIIbHOCTH MPEANPUSTHS.

6. YueOHasi iuTepaTrypa u pecypcbl HHGOPMAITMOHHO-
TeJIeKOMMYHHKANMOHHOI ceTH « UHTEepHET», y4eOHO-MeTOAuYecKoe

odecrneyeHne CaMOCTOATEILHOM PA00THI 00yYAIOUIUXCS 10 IUCIIUTIHMHE

6.1 OcHoBHas JuTEepaTrypa

Tabmauia 8
CcbLika HA
Ne T KTPOHHBII
n/ ABTOp Ha3BaHue u3gaHus HN3natenbcTBO ot dJAeKTP
I H3aHUS pecype ABC
AkajieMnu)
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Mocksa:
HNutepuer-
Croateris YHuBepcurer
b Nudopmanmo http://
Yepkamma yIIpaBIICHUS .
1 HHBIX 2020 www.iprbooksho
ILA. B3aMMOOTHOIICHUSIMH .
¢ xmenramu (CRM) TexHomorunii p.1u/97585.html
(MHTYUT),
A I[Tu Ap
Menua
2
3
6.2 JlonoJiHUTEIbHAS JINTEPATYPA
Tabauma 9
Ne T'o Cchbliika Ha
n/ ABTOp Ha3zpanue uznanus HUzparenbeTrBo "3 a:“ﬂ 3JIEKTPOHHBII pecypc
n ! (OBC Axaaemun)
Nudopmanmonnsie
TEXHOJIOTHH B httn://
BnoBun | ¢unancoBo-OankoBckoit | CapaToB: A | Hb-
1 . 2018 | www.iprbookshop.ru/
B.M. cdepe [Dnextponnslii | [Iu Op Menua
71737.html
pecypc] : yaeOHOE
nocobue
2
3
6.3 YueOHO-MeTOAMYECKOE 00ecnieYeHHe CaMOCTOATEIbHOI padoThI
Ta6numa 10
Ccblika Ha
Ton o
ABTOp HasBanue usnanus HUzparenbcTBo - 3JIEKTPOHHBIH pecypc
s (OBC Axkaaemun)
Nudopmannonnsie
Bros TEXHOJIOTHH B (?I/IHaHCOBO- Caparos: Ail ‘ http://
0aHKOBCKOM cepe 2018 www.iprbookshop.ru/
B.M. N [Tu Op Menua
[DnexTponHBIi pecypc] : 71737 .html
yaeOHoe mocooue

6.4 HopmaTuBHbBIE MPaBOBbIE JOKYMEHTbI

C Y4eTOM U3MEHEHUM M J0INOJTHEeHU I

®enepanbHbiil 3akoH oT 02.12.1990 N 395-1 (pea. ot 18.06.2017) "O OGankax u

O0AHKOBCKOM AesTeNbHOCTU" (C M3M. U J0M., BCTyl. B cuity ¢ 27.06.2017), CraTbs

30. OrHomenus Mexnay bankom Poccum, KpeIWTHBIMM OpraHHU3aLUsAMHU, HX

KJIMEHTaMHU U OI0PO KPEIUTHBIX UCTOPHI
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6.5 UnrepHeT-pecypcsl

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

crm/microsoft-dynamics-crm-kratkoe-rukovodstvo YaeOnuk. Microsoft Dynamics
CRM — KpaTkoe pyKOBO/JICTBO;
2. https://crmindex.ru/products Torn 20 CRM cucrem 2020;

3. https://docs.microsoft.com/ru-ru/learn/ IToptan o6yuenuss Microsoft?

4.  http://iteam.ru/publications/marketing/section 26/ - Texnonoruu CRM;

5. https://www.cfin.ru/itm/crm/ — caliT cogep>XuT OOJIBIIOE KOJIUYECTBO CTaTeH
0 HMH(POPMAIMOHHBIM CHCTEMaM, MPAKTUKE WX BHEIPCHHS, HCIOJIb30BaHMS,

YKOHOMHUYECKON OIIEHKH.

6.6 Uubie MCTOYHUKH

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

2. Jlo6ona JI.B. Illar 3a miarom. Microsoft Dynamics CRM 2016, M.: DKOM,
—2016. — 150 c.

1. Kymunos A. CRM: Ilpaktuka sddextuBHoro Omsneca. Mzmanme 2. —
W3narensctBo: 1C-ITabmummnr. — 2012. — 374 c.

2. Caak A.D. u ap. UndopmarimoHHbie TEXHOJIOTHH YIIPaBICHUS: Y YCOHUK TSI

By30B. — CII0.: ITutep. — 2013. — 320 c.

7. MaTepuaJIbHO-TeXHUYeCKasA 0a3a, MHPOPMALMOHHBbIEC TEXHOJIOTHH,

nporpaMMHoe odecriedyenne U HHGpOPMaMOHHbIE CIPABOYHbIE CHCTEMbI

Jlnsa obecrieyeHust y4yeOHOro Ipolecca MO JAUCHUIUIMHE «YTIpaBlieHUE
B3aMMOOTHOIICHUH ¢ KIIMEHTaMU» (pUiIHall pacrojaraer yuyeOHbIMU ayJUTOPUSIMHU
JUISL IPOBEAEHUS 3aHATUHN JEKIIMOHHOTO THUIIA, PAKTUYECKUX 3aHATHM, TPYIITOBBIX
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U HMHAWBUIYAJBHBIX KOHCYJIbTAIIMM, TEKYIIEro KOHTPOJS U MPOMEKYTOUHOM
aTTecTalluy, a TakKkKe IIOMEIICHUAMU JJIsi CaMOCTOSTENbHOM paboThl |
MOMEIIEHUSIMHU ISl XpaHEHUs W MPO(UIAKTHIECKOTO OOCITYKHBaHHUS y4eOHOTO
o0opyI0BaHUSI.

JIeKIMOHHBIE ayAUTOPHH OCHAIIEHBI BHJICOMPOCKIIMOHHBIM 000pYI0BaHHEM
I TIPOBEJCHUS TPE3CHTAllMi, a TakXKe CpPeACTBAMHU 3BYKOBOCIIPOHM3BEICHHS,
TIOMEIICHUS /Il TIPAKTHYECKUX 3aHATUH YKOMILICKTOBaHBI y4eOHOW MeOelbio;
OoubnuoTeka pacrnojiaraetT padOYMMH MECTaMU C JOCTYIIOM K DJIEKTPOHHBIM
OMOTMOTEUHBIM CHCTEMaM M CEeTH MHTEpHET. Bece yueOHble ayuTOPUN OCHAIIEHBI
KOMIIbIOTEPHBIM 00opy10BaHuEM U JUIEH3UOHHBIM IPOrpaMMHBIM

o0ecIieUeHUEM.
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