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PA3JIEJI 1.
HACHOPT ®OHJA OHEHOYHBIX CPEACTB
Mo JUCUMILIHHE (MOIYJII0)
«CRM-MapKeTHHT U KJINEHTCKUH ONbIT)

1.1. OcHoBHBIE CBeAeHUA 00 TUCHUILINHE

XapaKkTepuCTUKA TUCITUTUTUHBI
(cBegeHusi COOTBETCTBYIOT pazaeny PII/)

Tabmuua 1

O6pa3zoBarenbHasl mporpamma OakanmaBpuaT
Hamnpasnenue noarotoBku 38.03.02 MeuemxmenT
[Tpodumm «MapkeTuHr»
KosmdecTBo pa3zienoB yueOHOM AUCIUITITHHBL 3
Yactb 00pa3oBaTeIbHOM MPOrpaMMBbI b1.B.31

DOpMBI KOHTPOJIA

Texkymui KOHTpoIb (YCTHBIHN onpoc,
JIOKJIa1, TabopaTopHbIE PaOOTHI,
MHAUBUAYAIbHOE 3a/laHue, KOHTPOJIb

3HaHUi)

[Tokazarenun Ounas ¢popma OuHo-3a04Hast

o0yueHus dopma oOydeHus
KonnyecTBO 3a4€THBIX €IMHHMIL (KPEIUTOB) 4 4
Cemectp 6 6
Oobwan mpyooemkocmep (aKadem. 4acoe) 144 144
Ayoumopnasn paboma: 74 34
JleK1IMOHHBIE 3aHATHS 36 16
CeMuHapckue 3aHsTUs 2 16
Koncynbramum 36 2
CamocrositenbHas padora 70 110
KontpoJsb - -
Dopma npomedncymouHou ammecmayuu 3auem c oyenxoii 3auem ¢ oyenxoii

1.2. IlepeyeHb KOMIeTeHIMI ¢ YKa3aHMeM 3TanoB (GopMHPOBAHHUS B MpoLecce 0CBOEHUS
o0pa3oBaTe/IbHON NPOTrPaMMBbI

Tabmumna 2
ITepeyeHb KOMIIETEHIIMI U UX DJIEMEHTOB
Komnerenn | Maankarop koMmneTeHuuu *JeMeHThl UHUKaTopa Nunexc
Hs u ero GopMyIupOBKa KOMIIETEHIIUU 3JIEMEHTA
ITK-1 IIK-1.5: Obnaoaem | 3HaTh:
Hasvikamu NpO6eOeHUs | OCHOBBI cbopa u obpabotku | [IK-1.53 1
MApKemune06bLx MapKeTHHTOBOH MH(OpMaIny;
UCCIe006aHUL,
Gopmuposanus mexHorocuu
MapKeMuHz06bIX METOABl  HUCCIEAOBAHMS KOHKypeHTOIE, [K-1.53 2
uccredosanuii Konxypenmos, | KAHAIOB  TIPOJIBIDKEHHS, norpeduTene,
KAHAIO8 npodeudicenus, | CIPOCA, TOBAPHBIX PHIHKOB W PHIHKOB
nompebumenet, (hakTopoB MIPOU3BOJICTBA; METOBI
nocemumeneti  636-caiimog, | LEHOOOPA30BAHMUS;
cnpoca U e2o0  U3MEHEHUs,
ananuzupyem  cmpyxmypel | TEXHHUECKHE, MapKETHHIOBBIE u | IIK-1.533
yen, sampam, Gakmopos WH(POPMALMOHHO-aHAJTUTUYECKUE METOBI
WCCTICIOBAHUS;  BUIBI  NPOTPaMM |




U3MEHeHUsa 3ampam u UYeH,
C6blma, MOBAPHbIX PLIHKOG U

CEpPBUCOB  HUCCJIECAOBaHMS M  TIOMCKA
KOHKYypeHTOB B cetu "UHrepHet";

PpolHKOE paxmopos | metonpl, NporpaMMel ¥ CEpPBHCHI
npouseoocmea HCCIIENAOBAHMSA  CIOPOCa;  aJTOPUTMEI
(hopMupoBaHUS MTOTPEOUTETHCKOTO
cripoca
YMers:
ocymiecTBiIsTh  cbop u  obpabotky | [IK 1.5V 1
MapKeTHHT0BOW HH(OPMAINHL;
MPUMEHSTh METO/bI uccnenoBanuga | [IK1.5VY 2
KOHKYPEHTOB, KAaHAJIOB  TPOJBHKCHHUS,
noTpeoduTenei, crpoca, TOBapPHBIX
PBIHKOB u PBIHKOB ¢axTopos
MIPOM3BOJICTBA; METOIbI
LIEHOOOPAa30BaAHNS;
IPUMEHSATH TeXHU4Yeckue, MmapketuHrossie | [IK 1.5V 3
u MH()OPMAIMOHHO-aHATTUTHIECKHE
METO/BI HCCIEJOBaHUs, TMPOrpaMMbl |
CepBUCHI  HCCIEIOBAaHHSA W  TOHCKa
KOHKYpeHTOB B  cetn  "HHTepHet";
METOIBI, TPOrpaMMBl U CEPBHCHI
UCCIIEIOBaHUSl  CIOpOca;  aJTOPUTMBI
(hopmupoBaHus MOTPEOUTENHCKOTO
cripoca
Baagers:
HaBbIKaMu  ocyulecTBieHus cbopa u | [IK1.5B1
00paboTKH MapKETHHIOBOM HH(POPMAIINY;
HaBBIKAMH MIPUMEHEHUS meroznos | [IK 1.5 B 2
UCCIIEJOBAaHUSI KOHKYPEHTOB, KaHAJIOB
NPOJBIDKEHUS, TNOTpeOuTeNnel, cmpoca,
TOBapHBIX PHIHKOB M PHIHKOB (HaKTOPOB
MIPOU3BOJICTBA; METOJIOB
LIEHOO0Opa30BaHMS;
HaBbIKAMHU TeXHUUeCcKux, MapkeTuHroBbix | [IK 1.5 B 3
u MH(OPMAIMOHHO-aHATTUTHYECKIX
METO/IOB ~ HCCIICIOBAHUS;  HaBBIKAMH
paboTBl ¢ TporpaMMamMH W CepBHCAMHU
UCCIIEJOBaHUSI M TIOMCKAa KOHKYPEHTOB B
ceTu "UuTepuer”; HaBbIKaMU
UCIIOJIb30BaHMUSI METOJIOB, NPOTpPaMM |
CEpPBHCOB UCCIIEIOBaHUS cripoca;
ITOPUTMOB (hopmupoBaHust
MOTPEOUTEIBCKOTO CIIpoca
ITK-3 IIK-3.1: Hcnonvzyem 3HaTh:
OCHO8bl MapKemuHea u OCHOBHI MapkeTwHra u MapkeruHrosbie | [IK 3.1 31
MapKkemuH208bie WHCTPYMEHTHI;
UHCMPYMERMDbL, 6 MOM HUCNIE | OCHOBBI WuTepuer-mapkerunra, | [IK 3.1 32
6 cemu «Mumepuemy, 3aKOHOJIATENbHYIO0 M HOPMaTHBHYIO 0a3y;
obnadaem snanusmu nporpamMmmbl - U cepBuckl  mposenenus | [IK 3.1 3 3
pabomel 6 npozpammax u JNIEKTPOHHOM  AHAJUTHKH,  PACCBHUIOK,
cepsucax ”PQGMQHW JIu3aiHa; TIPUHLIUIIBI U IIpaBWIa
9NEKMPOHHOU AHATUMUKY, KONMPAHTHHrA.
PACCLIOK, OU3AUHA; YMeTh:
ucnorbsyent npUryunet u UCIIONB30BaTh  OCHOBBI MapketmHra u | [IK 3.1 V1

npasuia KORUpaumuH2a

MAapKETHUHI'OBLIC HUHCTPYMCHTBI B




YCIIOBUAX HpaKTH‘ICCKOfI JACATCIIBHOCTH,
HCIIOIB30BaTh Wnrepuer-mapkerunr, | [IK 3.1V 2
3aKOHO/IATENbHYIO H HOPMATUBHYIO 0a3y;
HCIONB30BaTh mporpammbl u  cepsuchl | [IK 3.1V 3
OpOBCACHUSA SHCKTpOHHOfI aHAaJIMTHUKHU,
pacchUIOK,  JAuW3aiiHa; TOPUHLUNBL U
IpaBuUjia KONMMpaUTHUHTa
Baagers:
HaBBIKAMHU HCIIONB30BAHMUS ocHoB | [IK3.1B 1
MapKETHHIa u MAapKETHHI'OBBIX
HWHCTPYMEHTOB B YCJIOBHUAX HpaKTH‘IeCKOﬁ
ACATCIIbHOCTH,
HaBBIKAMK ~ HCIojib3oBanus  Murepruer- | [IK 3.1 B 2
MAapKETHHIa, 3aKOHOZ[aTeHLHOﬁ )51
HOpPMAaTUBHOH 0ase;
HaBbIKaMu Hcronb3oBanuss mporpamm u | [IK 3.1 B 3
CEpPBUCOB  IPOBEICHUS  DICKTPOHHOU
aHAJIUTUKU, pacchUIOK, Iu3aiiHa;
IMPUHIOUWIIOB U IIPpAaBUJI KONIMPAUTHHI A
Tabmuna 3
Orarbl GOpMHUPOBAHUS KOMIIETCHIIMH B ITPOIIECCE OCBOCHUS OCHOBHOM
00pa30BaTeIbHON POrpaMMbl
No KonTponupyemslie pa3aesnsl Homep | Koa mHmukaropa HanmenoBanue
/o | (TeMbl) AMCUMILTUHBI (MOAYNSI) | cemecTpa KOMIIETEHI[HU OIICHOYHOTO CPE/ICTBA
Pa3nen 1. TeopeTnueckne 0CHOBbI KJIHEHTOOPHMEHTHPOBAHHOIO YNPABJIEHHUS
1 Tema 1.1. Bo3HUKHOBEHUE 6 IIK-1.5 YCTHBIH ONPOC, AOKJIA/bI,
CRM wu ux pa3HOBUAHOCTH MPAKTUYECKOE 3a/IaHHE
2 Tewma 1.2. Yopasnenue 6 [1K-1.5 YCTHBIH OMpoC, JOKIIAI,
KJINEHTCKUM OITBITOM: [1K-3.1 MPaKTUYECKOE 3aJaHNE
MIPUHIIUITBI ¥ BO3MOKHOCTH
3 | Tema 1.3. CoBpemMeHHBI 6 [1K-1.5 YCTHBIH 0IpoC, TOKIa,
peiHok CRM- TrexHomormii IK-3.1 MPAaKTUYECKOE 3aJaHUE
4 Tewma 1.4. TIponiecc co3manust 6 [1K-1.5 YCTHBIH OMpoC, JOKIIAI,
CRM- crparerun IK-3.1 IIPAKTUYECKOE 3a/1aHUE,
KOHTPOJIb 3HAHUH
Pa3nen 2. ®ynkuuoHajibHbie Bo3MoxkHocTH CRM
5 Tewma 2.1. Yrpasnenue 6 [K-1.5 YCTHBIN OITPOC,
KIIMEHTCKOI 6a30ii [1IK-3.1 MpPaKTUYECKOE 3a/1aHHE,
nokana, pedepar,
WHIUBUAYaTbHOE 3a/IaHUE
6 Tewma 2.2. YrpaBieHnue 6 [1K-1.5 YCTHBIN OMpOC,
poAaxaMu B CRM [1K-3.1 TMPAKTHYCCKOC 3a/IaHHUC,
JTOKJTaJT
7 Tema 2.3. YrpaBnenue 6 I1K-1.5 YCTHBIH OIIPOC, TOKJIA,
MapkeTuHrom B8 CRM IK-3.1 KOHTPOJIb 3HAHUU
Paznen 3. Oco6ennoctu BHeapenuss CRM -texnosorun
8 | Tema 3.1. OcHOBHBIE KPUTEPUHU 6 [1K-1.5 YCTHBIN ompoc,
BH60pa CRM- cucTteMbl [1K-3.1 MPaKTUICCKOC 3a/IaHUC




9 Tewma 3.2. [Iponiecc BHEAPEHUS 6 [K-1.5 YCTHBIH ompoc,
CRM- cucreMsbl [1K-3.1 MPAKTUIECKOE 3a/1aHue
10 | Tema 3.3. IIporecc oneHKH 6 [K-1.5 YCTHBIN OMPOC, KOHTPOJIb
s dexkruBaocTH B CRM [1K-3.1 3HAHUH
PA3JIEJI 2.

TEKYIIUIA KOHTPO.Ib IO JUCHUIIJIMHE (MOJIY.JIIO)
«CRM-MapKeTHHT U KJIMEHTCKHU ONbIT)

Texkymmii KOHTpOJIb 3HAHMH HCHOJB3YETCS MJS  ONEPaTUBHOTO M PEryJIsIpHOIO
yIpaBiieHUs] y4eOHOM NesATETbHOCTHIO (B TOM YHCIIE CAMOCTOATENbHOM paboTON) 00yYaromuxcs.
B ycnoBusax OanibHO-PEHTHHIOBOM CHUCTEMbI KOHTPOJIS, PE3yJbTaThl TEKYIIErO OLIEHUBAHMS
00y4YaroImerocsi CHOJIb3YIOTCS, KaK IMOKa3aTellb ero TeKyIero pedTuHra. TeKymmii KOHTPOIb
yCIIEBaEMOCTH OCYIIECTBIISIETCSA B TEUEHUE CEMECTPa, B XO/I€ MOBCEIHEBHON yueOHOI paboThI 10
WHIMBUYaIbHON WHUIMATUBE TpenojaBarens. JlaHHBIA BUA KOHTPOJS CTUMYJIUPYET Y
o0yyaroIerocsi CTpeMJICHHE K CHCTEMaTHMYeCKOM CaMOCTOSTeNbHOW paboTe IO HM3YUYEHMIO
JTUCIHUILTAHBL (MO JIS).

Tabnuma 2.1.
Pacnpenenenue 60aioB o BuIaM yueOHOH AeITEIbHOCTH
(6anmIpHO-pEUTUHTOBASI CUCTEMA)
HamMenoBanme Bun 3amanns
Pasyiena/Temet C3 Beero K3P | P(CP) | U3
J3 YO T3 113 3a TeEMy
P.1.T.1.1 1 2 - 3 6
P.1.T.1.2 1 2 - 3 6
P.1.T.13 1 2 - 3 6 10
P.1.T.14 1 2 - 3 6
P.2.T.2.1 1 2 - 3 6
P2T22 1 2 3 6 ! 6
P2T23 1 2 - 3 6 10
P.3.T.3.1 1 2 - 3 6
P.3.T.3.2 1 2 - 3 6 10
P.3.T.3.3 1 2 - - 6
Hroro: 10006 10 20 - 27 57 30 7 6

JI3 — 1ex1IMoHHOE 3aHATHE,

YO — ycTHBIN 0onpoc;

J1 — moknazapl, COOOIIECHNUS;

I13 — mpakTHUecKre 3aJaHuUs;

C3 — ceMUHapCKOE 3aHSTHE;

K3P — xonTposib 3Hanuii no Pazneny;

P — pedepar.

CP — camocTosiTenpHast paboTa 00yJaronierocs
N3 — nnauBuyaibHOE 3a/1aHUE




2.1. PekoMeHIA1MHU 110 OLIeHUBAHUIO YCTHBIX OTBETOB 00y4aIOIIMXCH

C wnenpi0 KOHTPOJS YCBOCHHMS TPOWICHHOTO Marepuaja M OIpENeiCHUs YpPOBHS
MOJITOTOBJICHHOCTH O0YYarOIIMXCs K U3yUYEHHIO HOBOW TEMbI B Hadajie KaXIO0ro CEMHHApCKOTO
3aHSATHS MIpernojaBaTesieM MPOBOAUTCA WHIANBUAYAIbHBIN WM (POHTAIBHBINA YCTHBIM OMPOC 1O
BBITIOJTHEHHBIM 33JJaHUSIM MPEABIAYIICH TEMBI.

Kputepuu oneHku:

Ouyenka «OmaIuYHO» CTAaBUTCS, €CITH 00YJaIOIIUICS:

1) OJIHO M apryMEHTHPOBAHO OTBEYAET IO COACPIKAHHIO BOIIPOCa,;

2) oOHapyXHBaeT IOHMMAaHHWE MaTepuayia, MOXXET OOOCHOBATh CBOU CYXKJICHHS,
MIPUMEHUTDH 3HAHUS HA MPAKTHUKE, IPUBECTH HEOOXOIMMBbIE TPUMEPHI;

3) u3araeT MaTepual oCIeI0BaTEIbHO U MIPABUIIBHO, C COOJIIOCHUEM UCTOPHUYCCKOM U
XPOHOJIOTUYECKON MOCIIE0BATEIbHOCTH;

Ouenka «xopouio» — CTaBUTCS, €CIIM 00YYAIOLIUICS JaeT OTBET, YAOBJICTBOPSAIONINI TeM
&Ke TpeOOBAHUSAM, YTO U JJI OLEHKU «OTJIMYHOY», HO JIOIMYCKAeT OJIHA-ABE OUIMOKHU, KOTOPHIE caM
K€ UCTIPABIISICT.

Ouyenka «yooenemeopumenvno) — CTaBUTCS, €CIU OOydaroluiicss OOHapy>KHMBaeT
3HaHUE ¥ TOHUMaHHE OCHOBHBIX MOJIOKESHUH TaHHOTO 3aaHus, HO:

1) uznaraet MaTepHras HEMOJIHO U OMYCKAET HETOYHOCTH B ONPEICIICHUH OHSATHN HITH
(bOpMyYIHPOBKE MPABUIL;

2) He yMeeT IOCTaTOYHO IIyOOKO M JI0Ka3aTelbHO OOOCHOBATh CBOU CYXKACHHS H
MIPUBECTH CBOW TIPUMEPBHI;

3) u3nmaraet MaTepras HEMOCIEI0BATEILHO H JIOMYCKAET OIUOKH.

BOITPOCHI JJIs1 CAMOITIOATI'OTOBKH OBYYAIOLIUXCA

Pa3nen 1. TeopeTudeckue 0CHOBBI KJIMEHTOOPUEHTHPOBAHHOIO YNPaBJIEHHUS

Tema 1.1. Bo3nuxknoBenune CRM u ux pa3HOBHIHOCTH

1. Yrto takoe CRM? [laiiTe onpenenenre 3TOMy TEPMUHY C TOYKU 3pEHUS KOHIICTIIIUN U
MH(POPMAITMOHHON TEXHOJIOTHH.

2. HazoBute ocHOBHBIE pUHIUIBI KoHIIemu CRM.

3. Uem xonnenmust CRM oTimyaeTcs OT KOHIETIIUN TPAIUIIHOHHOTO MapKeTHHTa?

4. Tlepeuncnute i OXapakTepuszynTe MPEANOCHUIKU BO3HHUKHOBECHHUS
KJIMEHTOOPUEHTUPOBAHHOTO TOIX0/1A.

5. KakoBa ponp KIMEHTOOPHEHTUPOBAHHOTO TMOAXOJa B KOHIEMIMA MAapKEeTHHTa
OTHOIIICHUIH?

6. PacckaxuTte mpo UCTOPHUIO BO3HUKHOBEHUS U pazButus noaxona CRM B Poccun.

7. Packpoiite monstue e-CRM

Tema 1.2. YnpaBieHHne KIHEHTCKHUM ONBITOM: MPUHIMUIIBI ¥ BO3MOKHOCTH

1. OxapakTepu3yiTe IICHHOCTh, IOJIy4aeMyl0 KJIHMEHTOM OT KOMITAHWH, B YeM OHa
3aKjovaeTcs?

2. Ha3zoBuTE YPOBHU TPEIIIOKCHHS.

3. Pacckaxkute nmpo MoJieb TOTOTHUTEIBHBIX YCIIYT.

4. PacckaxuTe PO JISCTHUILY JIOSUTBHOCTH KITUEHTOB.

5. KakoBa pomnb KIHEHTOB-«aIBOKATOBY ?

6. KakoBa posib KIIMEHTOB-«TEPPOPHCTOB ?

7. Kakum 06pa3zom OpeH]1 yuacTBYeT B 00pa30BaHUM LIEHHOCTH IS KITUEHTOB?

8.Kakme cCymIecTBYIOT CIOCOOBI OIEHKH IIEHHOCTH, IIOJIy9aeMOd KJIMEHTaMH OT
KOMITaHHUH ?

9. OxapakTepu3yiTe IIeHHOCTD, MOTy9aeMyt0 KOMIIaHUEH OT KIIMEHTA.



10. HazoBuTe kitaccuukanuio KIMEHTOB 10 UX MPUOBLUIHHOCTH.

11. B 4em cyTh 3KOHOMHUKHU TTPUBJICUCHHS KIUEHTOB?

12. ByemM CyTh 5KOHOMHKH yJEp>KaHHsI KIUEHTOB?

13. Yro BbIroJHEe: MPUBJIEKATh HOBBIX WIH yAEPKUBATh CTAPbIX KIIMEHTOB U OYEMY?
14. Pacckaxkurte mpo MO/IeNIb ONTUMHU3ALMH YIEPKaHUSI KIIMEHTOB.

15. Pacckaxure ipo moaenb ACURA, kakoBo ee 3HadYcHHE?

Tema 1.3. CoBpemennblii ppiHok CRM- TexHonormii

1. Oxapakrepu3yiiTe = JUHAMHKY M OCHOBHbIE TEHICHIIMM MHPOBOIO  pPBIHKA
KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHA.

2. B dem 3akmrouaercss ocoOeHHOCTh poccuiickoro peiika CRM-cucrem? KakoBbl ero
MPUHIUIHAIBHBIE OTINYMS OT COOTBETCTBYIOIIETO 3aMaJHOTO phIHKA?

3. HazoBuTe OCHOBHBIX JIMJIEPOB POCCUNUCKOTO PHIHKA CUCTEM YIPABICHHS KIMEHTCKOU
0a30ii.

4. OxapakTepusyiite  pacnpenencaue mnpoekroB  BHeapenus CRM-cucrem 1o
benepanbHbIM OKpyram PO.

5. Pacckaxute o pacnpenencaun mpoektoB BHeapenus CRM-pemenuii B Poccun mo
OTpacysiM.

6. Kakumu kputepusiMu He0OX0IMMO pyKOBOACTBOBaThCs Ipu BeIOOpe CRM-cructemsr?

7. V3 kakuX OCHOBHBIX COCTaBIISIONINX CKJIAJbIBACTCSA COBOKYITHAS CTOUMOCTbD BIIAJICHUS
CRM-cucremoii?

Tema 1.4. Ilpouecc co3nanusi CRM- crparerun

1. Yro mpencraBmsier coboil mporece paspadorku crparerun CRM, u3 xakux gacreit
COCTOMT?

2. OxapakrepusyiiTe OW3HEC-CTPATETHI0 KaK 4YacTh Iporecca pa3pabOTKH CTpaTerduu
CRM.

3. Uto Takoe OuzHec-BuaeHHEe? M3 KakuX 3IEMEHTOB COCTOUT?

4. HazoBuTe oOTpacieBble W KOHKYPEHTHBIE XapaKTePHCTUKH B paMKax Iporiecca
pa3pabotku CRM-ctparerumn.

5. PacckaxuTte mpo MoJieib 0TPacaeBOro aHaJIn3a.

6. Pacckaxute npo Moienb OOIIUX CTPATErHid.

7. Pacckaxure mpo MoJieib JUAEPOB PhIHKA.

8. Pacckaxxute po CTpaTeruio JIUAEPCTBA M0 U3EPIKKaM.

9. PacckaxwuTe mpo cTpateruro auddepeHITnamm.

10. Pacckaxkute mpo cTpareruo GpoxycupoBaHusl.

11. PacckaxxuTe nMpo CTpaTEruio JUAEPCTBA IO ONEPaLUsIM.

12. Pacckaxkute mpo CTpAaTeruio JUIEPCTBa M0 MPOAYKTY.

13. Pacckaxxute mMpo CTpaTeruto OJIU30CTH K KIIMEHTY.

14. Oxapaktepu3yiTe KIMEHTCKYIO CTPaTEruio.

Pa3nen 2. ®yHkinuoHaJbHbIe BO3MO:kHOCTH CRM
Tema 2.1. YnpaBJ/ieHne KJIMEHTCKOH 0a30i
3anojHeHNUE U BEeJIEHUE CIIPABOYHUKOB
Perucrpanus HOBOTO KIMEHTa

[Touck TBOMHUKOB KIIMEHTOB M KOHTAKTHBIX JIUI]
AHanu3 MOJTHOTHI 3aMIOJIHEHUS KJIMEHTCKON 0a3bl
I'pynnoBoe u3MeHeHue NoJei

CerMeHTaIus KINEHTOB

ABC- u XYZ-ananuzsl

Merox ABC

Meton XYZ

CoNoOR~WDNE



10. BCG-marpuma
Tema 2.2. Ynpasienue npoaaxamu B CRM
AHanu3 notTpeObHOCTEN KIMEHTOB
Opranu3anus NpoJax ¢ MOMOIIBIO OM3HEC-TIPOLIECCOB
AHanu3 npoaax ¢ noMmouibo «BopoHku rmpogax»
Konsepcus «BopoHku npogaxo
IToaroToBKa KOMMEPYECKUX MIPEATIOKEHUN
[ToaroroBka cueToB Ha OIIaTy
Pabota ¢ nebuTopckoi 3a/10JKEHHOCTHIO
Ananu3z npoaax, ABC-ananu3 npogax, XY Z-aHau3 Mpoiax
TeMa 2.3. Ynpasienue mapketuarom B CRM
1. ®ynkuuu CRM-cucreM: ynpapieHUE MAPKETUHIOM, IPOIaykaMH, KIMEHTCKOM 0a30H,
CEPBHCOM.
2. Ymupasnenue MapkeTuHrom kak ¢pynkmueir CRM-cucrem.
3. IlnannpoBaHHe MAPKETUHIOBBIX KaMITaHHUH
4. Opranuzanys MapKEeTHHIOBBIX MEPOIIPUATUI
5. OpraHu3anus pacchlIoK
6. Opranuzanus TeleMapKeTHHTa
7. AHanu3 peKIaMHbIX KaMIIaHUH

Nk WNE

Pa3neua 3. Ocobennoctu BHegpennss CRM —rexHosioruun

Tema 3.1. OcHoBHbIe KpuTepuu Bbi6opa CRM- cucrembl

1. HazoBute ocHOBHBIE MepcrneKTUBHI pa3BuTusi CRM kak KoHIENIHu.

2. KakumMu  TeHACHUUSMH  XapaKTepu3yercs UCTONBb30BaHUE U Pa3BUTHE
KJIMEHTOOPUEHTUPOBAHHBIX TeXHOJIOrUii B Poccun?

3. Tun CRM-cucremsl

4. BO3MOXHOCTb pa3pabOTKU AOMOJIHUTEIBHBIX MOTYJIEH

5. JIoCTyIHOCTb YCIIYT 10 BHEJPEHUIO U COMTPOBOXKICHUIO

6. CoBokymHast croumocTh Biaaerus (TCO)

7. JIunieH3uu win apeHaa

8. Ycnyru BHepeHUs

9. CompoBox/IeHHE

10. OMHUKaHATLHOCTH

11. Bo3MOXHOCTh OpraHU3aluy yAaJeHHOTo pabodero Mecta U MOOMIJIBHOCTb

Tema 3.2. IIpouecc BHeapenuss CRM- cucrembl

1. TloaroroBka K BHEIPEHUIO

2. DTambl BHEIPCHUS

3. Ocobennoctn BHenpeHuss CRM-cucremMbl Ha mnOpennpusTHAX — pasHbIX — cdep
JeSATEILHOCTH.

Tema 3.3. IIpouecc onenku dpdexTuBHocTu B CRM

1. Kakum 00Opa3om CBsI3aHBI MEXIy COOOW aKIMOHEpHAas IEHHOCTb, IIEHHOCTH IS
KJIMEHTOB, IEHHOCTH I COTPYTHUKOB U CHIDKEHUE U3aepikek B pamkax CRM?

2. HazoBuTte KirroueBbie (DAKTOPHI, BIHSIONINE HA PE3YJIBTATHI JISI aKIIMOHEPOB.

3. B yem cyTh ETIOUKH «yCITyTH — MPUOBLTEY?

4. Pacckaxure npo craHmapt «MHCTpyMeHT it olleHKH 3(P(EKTUBHOCTH yIPaBICHUS
knueHtamm» (CMAT).

5. Pacckaxute npo crangapt «llenTp omenku 3pdekTuBHOCTH omepanuii o padboTe ¢
knuentamm» (COPC).

6. PacckaxuTe Mpo METPUKY KIIHECHTOB.

7. PacckaxuTte mMpo OMepanuoHHYI0 METPUKY.



8. PacckaxuTte Mpo CTpaTerHYecKyr0 METPHKY.
9. PacckaxuTte mpo METPUKY CPAaBHUTEIBHOMN pe3yJIbTaTUBHOCTH.

2.2 PexomMeHaanmuM 10 OUIEHUBAHUIO Pe3yJabTaTOB MNPAKTHYECKHUX

3aJaHuM

MakcuMabHOE KOJIUYECTBO
OaJuIoB*

[TpaBUIBHOCTH (OMIMOOYHOCTD) PEIICHUS

O1iuaOo

Ilonusle BepHBIE OTBETHl. B JIOrMYHOM pacCyXIE€HHH IIpU
OTBETaX HET OIIMOOK, 3aJaHue TIIOJHOCTBIO BBITOJIHEHO.
HOJIy‘-ICHbI MMpaBHUIILHBIC OTBCTHI, SACHO IPOIMCAHHBLIC BO BCEX
CTpOKax 3aJaHuil ¥ TaOJIHUI

Xoporo

Bepnble 0TBeTHI, HO UMEIOTCSI HEOOJIBIIINE HETOYHOCTH, B LIETIOM
HE BJIMAIOIIME HA IIOCIEN0BAaTEIILHOCTh COOBITHI, Takue Kak
HeOoJIbIIME  TPOIMYCKH, HE  CBSI3aHHBIE C  OCHOBHBIM
COZICP’)KaHMEM H3JIOKEHHA. 3agaHue O(OpMIIEHO HE BIIOJIHE
AKKypaTHO, HO 3TO HE MeNIaeT NOHMMAHUIO BOIIPOCA

y,[[OBJ'I@TBOpI/ITeJ'IBHO

OtBeTsl B 1€IOM BepHble. B paboTe mpHUCYTCTBYIOT
HECYIIECTBCHHAS] XPOHOJIOTHYECKAsl HIIM UCTOPUIECKAs OIHNOKH,
MEXaHUYeCKas OMIMOKAa WM OIKCKA, HECKOJIbKO HCKA3UBIIHE
JIOTUYECKYIO MTOCIIEA0BATEILHOCTh OTBETA

Jonymiensl 6osiee Tpex OMHUOOK B JOTHMYECKOM DPACCYKICHUH,
HIOCJICZIOBATENBHOCTH COOBITHH ¥ ycTaHOBiIeHMH par. [lpum
OOBSICHCHUU UCTOPUYCCKUX COOBITUH U SIBIICHUH YKa3aHbl HE BCE
CyliecTBEHHbIE (DaKThI

Hey,Z[OBJ'IeTBOpI/ITeJ'ILHO

OTBeTHI HCEBCPHLIC UJIN OTCYTCTBYIOT

* IIpencraBneno B Tabmure 2.1.

THUIIOBBIE IPAKTUYECKUE 3ATAHUA
JJIAA ITPOBEPKHU YPOBHSA COPOPMUPOBAHHOCTHU KOMIIETEHIINA

Tema 1.1. Bo3zuuxkHoBenue CRM u ux pa3HOBUIHOCTH

IIpakTnueckoe 3aganue 1

Hcnonb3ys mouckoBble cucteMbl ceTd VIHTEpHET, clenarh CpaBHUTENbHBIN aHAIu3 3-X
CRM, koTOpble MNpEeAOCTaBISAIOT BO3MOXKHOCTh paboTaTh € MapKETUHTOBOM HHpopMarmen
(KpUTEpuH ISl CPaBHEHUSI CTYJIEHT ONPEIENSIeT CaMOCTOATENbHO, HO HE MeHee 5). BbIsiBUThH ux

JOCTOMHCTBA U HCAOCTATKH.

Tema 1.2. YnpasieHue KIHEHTCKMM ONBITOM: HNPHHUMIBI M BO3MOKHOCTH

IIpakTnueckoe 3ananue 2 — « KoHuenuus ynpasJjeHusi B3aUMOOTHOLIEHUSIMH C

norpedurTensimu (CRM)».

1. Co3pnaiite 2 cueTa 1Mo IBYM pa3HBIM CHICITKaM.
2. CoznaBasi cueTa HCIOIb3yHTe TOTOBBIC TAHHBIE, 3aHECEHHBIC B CUCTEMY.

Bompocs! Kk 33J1aHHIO:
1.Yto Takoe CRM-cucrema?

2. Kakune 3a1aum pemaroT Takue CUCTEMBI?

3.Yto takoe «Merarmtam»?




4. ITepeuncnure Bce U3BECTHHIE BaM MOJTYJIM CUCTEMBI?
5. B uem otnnuune cucteMbl «Merarian» OT IpyruxX CUCTEM?

Tema 1.3. CoBpemenHnblii ppiHOK CRM- TexHo/10rMid
IIpakTuyeckoe 3axanue 3 — «Pa3padorka crparerun CRM — cucrem».

HpOBeCTI/I aHaJIn3 3(1)(1)6KTI/IBHOCTI/I HCIIOJIF30BaHUS CHCTeMBI «Meramian» B Pa3IMIHBIX
oTpaciiiaxX ACATCIbHOCTH.

Bonpocs! k 3aianuzo:

1.Kak paboraeT Texnoaepxka cucreMsl «Merarian»?

2.YT10 Takoe BOpOHKA MpOoJax?

3.Kaxkue ectp poiu B cucTeEME U Kak pa3JatoTcs Ipasa gocTyna?
4.B yeM cMbICII MacTepa OT4ETOB?

5.Kax pyHKIMOHUPYET MOAYIb «IIPOAANKID)?

Tema 1.4. IIpouecc coznannsa CRM- crparerun
IpakTuyeckoe 3ananue 4 - «CeTb MJIATHBIX NOJUKJIHHUK»

[TnaTHas MOJMKIMHUKA - MHOTOIIPO(HIIEHOE JIeUe0HOe YUPESKISHUE IS OKa3aHUs
MEIUIIMHCKON oMoIy. Bee 0onbHbBIE TPOXOIAT 0053aTeNbHYI0 PETUCTPALIUIO, IPU KOTOPOH
COTPYJIHUKOM PETHUCTPATYPhI B 0a3y MaHHBIX 3aHOCATCS CTaHJIAPTHBIC aHKETHBIC JaHHBIC.
BonbHbIe UMEIOT BO3MOKHOCTB TIONACTh Ha MPUEM K Bpady WK CAATh aHAIU3bI B JTa0OPaTOPUH.
[Ipuém y Bpaua npoU3BOIUTCS MO MPEIBAPUTEIBHOM 3aMMCU. PyKOBOJICTBO CETH JKEJIAET
MPEIOCTABIIATh PA3IUYHbIE BO3MOKHOCTH: 3alUCh 4depe3 HHTepHeT, call-ieHTp nubo JIM4YHO
yepe3 peructparypy. Ilepen mposeneHuem npuéma MANMEHT NOJy4aeT TAJOH IOCEUICHUS Ha
OIUIaTy ¥ MapUIPYTHBIN JIUCT B PETUCTPATYpPE, MOCIE YEro OIJIAaYMBAET MEAUIMHCKUE YCIYTU B
Kacce. Bce pexkoMeHIalMu M U3MEHEHHS, CBSI3aHHBIE CO 3J0pPOBBEM IMMAIMEHTA JOJIKHBI
(bukcupoBaThcsi BpauoM. [[71s1 ompenenieHHbIX KaTeropuil rpaxaaH (MeHCUOHEPHI, WHBAIUABI U
T.JI.) IOJDKHBI OBITH TIPETYCMOTPEHBI CIIEIIUATBHBIE POTPAMMBbI JTOSITEHOCTH.

VY KOMIaHuK UMEIOTCS IPOOTIEMBI:

* V KJIMEHTOB UMEIOTCS CIOKHOCTH C 3aMKUChIO0 HA IPUEM

* Manas aBroMaTu3anus COCTaBJIECHUsI OTYETOB

* OTCyTCTBHE aBTOMATUYECKON PACCHUIKU JUIsl HHPOPMUPOBAHUS KIIMEHTA

* OTCyTCTBHE TPOTrPaMMBI JIOSUIBHOCTH

* OTcyTCTBYET y100HAs BO3MOXKHOCTG IS MallMeHTa 0TKa3aThbes OT nMpueMa (TenedoHHast TUHUS
4acTO 3aHsTA)

* OTCYTCTBYET BO3MOXHOCTh IIPHU 3aHATOCTH HYKHOT'O Bpaya, IOCTaBUTh MALIUEHTA B OUYepelb, a
3aTeM, B Ciy4yae HaJM4Msl TaJOHA, MOCJATh MOJb30BaTENI0 OHJIAH-ONoBelleHne (Ha MOYTOBBIM
SITITHK)

* OTCYTCTBYET BO3MOKHOCTb JIMCTAHIIMOHHOTO JIOCTYTA MAIlMeHTa K CBOEH UCTOPUU OOJIe3HEH 1
PEKOMEHIaLIHSIM.

3AJJAHUE - CdopmupoBats TpeboBanus k CRM-cucteme cetm TONMKIMHUK B paMKax
MOJAJIEPKKH MPOLIECCOB 0OCITY)KMBAHMSI KIIMEHTOB M aBTOMATH3AI[UN COCTABICHUS OTUYETOB.

Tema 2.1. YnpasJieHue KJIMeHTCKOI 0a30i

IIpakTnyeckoe 3aganue 5 — «CTpykrypa u cogep:xkanne CRM — cucrem».



3amanue: 1. Co3maiiTe HOBYIO opraHu3anuio. BHecuTe Bce HEOOXOAMMBIE JaHHBIE B KapTOUKY
opranuzanuu. 2. Jlo6aBere 10 coTpyaaukoB uepe3 moayib «llepconam». 3. Co3naiite 2 rpynimbl
c HazBaHusiMu «byxranrepus» u «Call - nentp». Buecure B Oyxranrtepuro 2 uenoseka, a B Call —
LEHTp 34esioBeKa, paclpeesIuTe OCTAIbHBIX MO noapasneneHusm. 4. Coznaite rpynmy ckiaj u
BHECUTE B 3Ty Ipyniy | coTpyaHuka. 5. YBOJIbTE COTPYJHUKA U3 TPYIIIBI CKJIad U Ha €r0 MECTO
BO3bMHTE HOBOTO COTpYIHHKA. 6. BHecuTe B crcTeMy HOBBbIE KOHTAaKTHBIE JIaHHBIE JIJIs Balleit
OpraHu3ally: KOPIOPATUBHBIA IMOYTOBBIN smuK, Tenedon. 7. Co3maiiTe HOBOE [el0 B
OTHOIICHUU OJTHOTO WJIM HECKOJbKHX KJIMEHTOB: YKaXUTE JaTy U BpeMs, KOrJa KIMEeHTa HyXKHO
BCTPETUTH B a3PONOPTY, 3aJalTE CTATyC BaKHOCTH 3TOMY A€y U Ha3HAYbTE COTPYAHHMKA Ha
BBITOJIHEHUE.

Bompocsr k 3ananuro:

1) KakoBo Ha3HadyeHue cuctembl «IIpoctoit OusHec»?

2) Ha3oBuTe OCHOBHBIE MOJYJIH CHCTEMbI?

3) B uem yHuBepcanbHOCTH crcTeMbl «IIpocToit OusHec)?

4) Kakue pexxuMbl pabOThI C KIIMEHTCKOM 0a30ii CYIIeCTBYIOT B cHcTeMe?

5) Kakue popmathl JOKyMEHTOB JIJIsi UMIIOPTa KIMEHTCKOM 0a3bl MOICPIKUBACT
cucrema’?

Tema 2.2. Ynpasienue npoaa:xxamu B CRM
IIpakTnueckoe 3aganue 6 — «Ouenka ypdextuBHocTn CRM».

3anaHue:

1) YcraHoBUTE aBTOMATHUECKUH y4eT TOKYMEHTOB H JIEJ.

2) [pukpenuTte ¢aiii ¢ TOKYMEHTOM K BBIIOJIHSICMOM 3a/1a4e.

3) Cospaiite mabiaoH 10ropopa 06 apeH/ie 1 M1adJIoH JOroBopa Ha BBINOIHEHHE 3aKa3a.

4) BpiOepuTe KIMEHTA, CO3JaiTe HOBBIM 3aKa3, MPHBSI3aHHBIA K BHIOPAHHOMY KIIHEHTY,
YCTaHOBUTE CTATYyC K 3aKa3y, OTIPABbTE 3aKa3 KIIMEHTY C JOKYMEHTaMH.

5) Co3naiiTe 1Mo 0THOMY BapHAHTY MPUXOIHOTO U PACXOIHOTO OPECPOB.

6) [IpenocTaBbTe 2 —M COTPYAHUKAM pa3pellieHre Ha paboTy ¢ OyxranTepHei.

7) Moarorosste daiin Excel ¢ nanubiMu o ToBapam: 10 BUIOB TOBapa ¢ MOJISIMHU — KO/,
rpymnma, apTUKyJ, HAMMEHOBaHKE, ONTUCAHUE, LIEHA.

8) 3amosHuTe 5 MO3MIKIT B MO/TyJIE «TOBAphD) Yepe3 KapTOUYKy TOBapa.

9) Wmmnoprupyiite naHHble U3 IOoKyMmeHTa EXCel, HacTpoiiTe monst B COOTBETCTBHHU C
MOJIIMU JJOKYMEHTA.

10) noGaBbTe 1Ba HOBBIX CKJIaJIa C pa3HBIMHU XapaKTEPUCTHKAMHU.

11) JIo6aBbTE B 3TH CKJIaIbl TOBAPHI B COOTBETCTBUH C XapaKTEPUCTUKAMU TOBApPOB.

12) OrtmpaBbTe BCEM COTPYJHHKAM COOOIIECHHE O HEOOXOIUMOCTH MPOXOXKICHHUS
MOBBIIIEHUS KBATU(UKAIIUHN IO OTIPE/IETI€HHON AaThl.

13) Ucnonb3yiiTe yat i TOro, 4TOOBI BBI3BAThH TJIABHOTO OyXrajiTepa Ha COBEIIaHHe B 16
9acoB.

14) TloaroroBbTe 3apaHee HEOOJNBIIOW NMPE3CHTALMOHHBIA MaTepual O HOBBIX PBIHKaX.
Cozpnaiite B cucteMe BUACOKOH(EPEHIMIO U Pa30LUINTE BCEM yYaCTHUKAM MPE3CHTALMOHHBII
Marepuail.

Bomnpocs! k 3agaHuto:

1) Kak paboraer aBTOMatnueckuii yuer aen B «IIpocroii OuzHecy?

2) Kakoit Moy OTBeUaeT 3a BeJCHUE OyXralTepuu U CKiiaia?

3) OcHOBHBIE 71eMeHTHI MOy ISl «KoMMyHHKaImm»?

4) CKOJBKO PEKUMOB pabOThI C IOKYMEHTaMH B cHcTeMe?

5) [nst yero Hy»eH OOIIMii 4aT B cucTeme?



Tema 3.1. OcHoBHbIe KpuTepuu BbIoopa CRM- cucremsl

IIpakTuyeckoe 3axanue 7 — «IlIpouecc ynpasiaenusi unpopmanueii B CRM».

3agaun 1Mo 3aJaHu0.

1.Co3naliTe MHTEPHET — Mara3uH, KOTOPBIA OyIeT MPUKPEIJICH K Ballleli KOMITAaHHUH.

BOHpOCBI K 3a1aHHUIO:

1) Kak paboTaeT cucrema Co3JlaHHsl CalTOB B cUCTEME?
2) B uem ci10:kHOCTH PabOThI ¢ MACTEPOM CANTOB?
3) B uem nmpeumymecTBa paboThl B MacTepe?

Tema 3.2. [Ipouecc BHeapenusi CRM- cucrembl

IIpakTnuyeckoe 3aganue 8 — «CpaBHUTEIbHBIN aHaMU3 cymecTByomux CRM

3ananue: Vicnonb3ys TeKCTOBBIN 1oKyMeHT MS Word moAroToBUTh OTYET O IPOBEICHHOM
anaimze CRM-cuctem — «Meramiany», «lIpocToii Ou3zHec» W OAHY CHCTEMy Ha BBIOOD
oOyuatomerocsi. Pe3ynbraTel MpoBeleHHOro aHanu3a O(OpMIsAIOTCS B KayecTBe oTdera. B
aHaJIM3€ JOJDKHO OBITh OINKCAaHME KaXJIOW CHUCTEMBl B OTACIBHOCTH, a Takxke Tabiuia
«CpaBHUTENFHOTO aHAJKM3a» CUCTEM, IOCIE€ KOTOPOMl MOJKEH OBITh HMTOI — BBIBOA O
IIPOBEACHHOM AHAJIN3E. — CUCTEM.

2.3. PekoMeH1a1[uM MO OIIeHUBAHNIO pedepaToB (I0KJIAT0B, COOOLIEHMIT).

MakcumMaJjibHOe KOJIHYECTBO
oaJi1I0B

Kpurepuu

OT1In4HO

BricTaBnsiercs o0yuatoniemMycs, €M OH BbIpa3uil CBOE MHEHHUE
mo copMyIUpPOBaHHON TMpobieMe, apryMEHTHUPOBal €ro,
TOYHO OIpeNeInB MpodIeMy COAEpKaHHE U COCTaBISIOLIUE.
[IpuBeneHbl  maHHBIE  OTEYECTBEHHOH U 3apyOekHOI
JIUTECPATYPHI, CTaTUCTHYECCKHEC CBCICHUA, I/IH(bOpMaIII/IH
HOPMAaTUBHO MpaBOBOro xapakrtepa. OOydaromuiics 3HaeT |
BJIAJICET HABBIKOM CaMOCTOSITEIbHOM  HMCCJIEA0BATEIbCKOMN
paboTel TO TEME HCCIEeNOBAaHUS; METOJAaMH U TpUEeMaMH
aHalIn3a TCOPETUUCCKUX W/Anu MPAKTUYCCKUX  ACIICKTOB
n3ydaemoit oOmactu. dakTHuecKUx OMIMOOK, CBSI3aHHBIX C
TMOHUMaHUEM TPoOJIeMbl, HET; rpadudecku padborta oopmieHa
MIPaBUJIBHO.

Xoporio

BricraBnsercst o0yuaromemycs, eciu padoTa XapaKkTepu3yeTcs
CMBICIIOBOI LIETILHOCTBIO, CBSI3HOCTBIO u
MOCJIeIOBATEILHOCTRIO HW3JIOKEHUS; JOMyIIeHo He Ooiee 1
OMMOKK TpU OOBSCHEHWH CMBICIAa WA  COJCpPKAHUS
nipoOemsl. J{ist apryMeHTaluu MPUBOJSTCS  JIAHHBIE
OTEUECTBEHHBIX U 3apyOexKHBIX aBTOPOB.
[TponeMoHCTpHUPOBAHBI UCCIIEIOBATENHCKUE YMEHUS M HABBIKH.
DaKTUYECKUX OIMIMOOK, CBI3aHHBIX C TOHMMAaHUEM TIPOOIIEMBI,
HeT. JlonynieHbl OTAeNbHbIe OMUOKY B 0pOpMIIEHUHU pabOTHI.

Y 10BHIETBOPUTETLHO

BricraBnsiercss  oOyuaromiemycsi, ecid B paboTe CTyIEHT
MIPOBOAUT JOCTAaTOYHO CAMOCTOATEIbHBIM aHAIM3 OCHOBHBIX
9TAaNoOB U CMBICIOBBIX COCTABIIIONIMX MPOOJIEMbI;, MOHUMAET
0a30BbIE OCHOBBI M TEOpPETHYECKOe 0OOCHOBAHHE BHIOPAHHOM




TEMBI. [MpuBneyeHs OCHOBHBIC UCTOYHUKHU o
paccmarpuBaemoit Teme. JlomymieHo He Oonee 2 omuOOK B
CoJIepKaHuU MPOOIeMbl, 0()OPMIIEHUHU pabOTHI

BrictaBnsiercss oOydvaromemycsi, eciii padoTa MpeICcTaBiseT
co0Oi TMepecKa3aHHBI WM TMOJTHOCTHIO 3aMMCTBOBAHHBIN
UCXOJHBIA TEeKCT 0e3 Kakux Obl TO HH OBUIO KOMMEHTApHEB,
HeynosnerBopuTtensHO aHamm3a. He packpelta CTpyKTypa ©  TeopeTHdecKas
cocTaBIIsIfOIIas TeMbl. J{ormymieHo Tpu mim 6osee Tpex omudoK
B COJCpXAaHUU PACKPBIBAEMON NpoOIeMbl, B OPOPMICHUU
paboTHI.

TEMBI PEOGEPATOB (JIOKJIAIOB, COOBIIIEHUN) 1151 TIPOBEPKU
YPOBHA COPOPMUPOBAHHOCTHU KOMIIETEHIINHN

Pa3nen 1. TeopeTudeckue 0CHOBBI KJIMEHTOOPUEHTHPOBAHHOIO YNPaBJIEHHUS

Tema 1.1. Bo3nuxknoBenune CRM u ux pa3HOBHIHOCTH

1. Hcropust BOBHUKHOBEHUS KIIMEHTOOPHEHTHPOBAHHOTO TIOIX0/12;

2. Mecto CRM B KOHIIENIIINY MapKETHHTa OTHOIIICHUH;

3. TpaguLIMOHHBII ~ MAapKeTUHT WM MAapKETHMHI  OTHOILICHWN:  CpaBHHUTENbHAs

XapaKTEePUCTHKA.

Tema 1.2. YnpaBiieHHe KIHEHTCKHMM ONBITOM: NPUHIMUIIBI M BO3MOKHOCTH

1. Ilytu cOBepIIEHCTBOBAaHUS  KOHUEMIMM  YMPAaBICHUS  B3aMMOOTHOIICHHUSIMU  C

kinueHTamu (napagurma CMR);

2. Ynpasnenue onbiToM KiaueHTa (CEM);

3. Ipouecc IDIC M.Pomxepe u J.Ilemmepca.

Tema 1.3. CoBpemennblii ppiHok CRM- TexHoJiormii

1. Meroauka CRM I1.Monuno;

2. JlostneHOCTE KiteHTOB 1 CRM;

3. MeTouKH OLEHKH y/10BIE€TBOPEHHOCTH KIMEHTOB;

4. Ponb OpeHjia B poliecce CO3/1aHus HEHHOCTH.

Tema 1.4. Ilpouecc co3nanuss CRM- crparerun

1. Posb BeO-TeXHOJIOTHIA B ITpoLECcCe YIpaBIeHHs B3aUMOICHCTBHEM C KIIMEHTaMU;

2. Call-uentps u kontenus CRM.

3. OtpacneBble ¥ KOHKYPEHTHBIE XapaKTEPUCTHKH B paMKax Mpoliecca pazpadoTKh

CRM-ctpareruu

Paznen 2. @ynkuunonaiabHble BO3Mo:kHocTH CRM

Tema 2.1. YnpaBjieHHe KJIMEHTCKOH 0a301

1. Mcnonp30BaHMe TEXHOJOTHH HHTEIUICKTYAJIBHOTO aHAJIM3a JaHHBIX B KOHIICTIIHH

CRM,;

2. CerMmeHTanus KJIMEHTOB C TOMOINIBIO TeXHOJIOTHN J{ata MaliHuHT;

3. Anamutnyeckuit CRM: Teky1iee nmonoxxeHue Jei.

Tema 2.2. Ynpasienue npoaaxamu B CRM

1. CnocoObl OLIEHKH IEHHOCTH, TIOTy4aeMOi KIIMeHTaMH OT KOMITaHUH

2. OcoOeHHOCTH MOJIENN ONITUMM3ALINN YJIepKaHUS KIMEHTOB

3. Ponb aHaNMUTHYECKUX CPEICTB B MPOIIECCE YIPABICHUS OTHOIICHUSMH C KIIMEHTaMHU

Tema 2.3. Ynpasiienne mapkeruarom B CRM

1. TenneHIMM WCHOJB30BAHUS M PA3BUTUSA KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHH B
Poccun

2. Mecro CRM B xoHIIENIIUYA MapKETHHTa OTHOIICHUN

3. Iyt coBepIICHCTBOBAaHUS ~ KOHILEMIMK  YIPABICHHUS B3aMMOOTHOIICHHSAMH  C
knueHTamu (napagurma CMR)

Pazgen 3. Ocodennoctu BHeapenuss CRM —texHosiorun




Tema 3.1. OcHoBHbIe KpuTepuu BbIoopa CRM- cucrembl
1. Wcnonp30BaHWE TEXHOJIOTUH WHTEIUIEKTYaJIbHOTO aHaM3a JAaHHBIX B KOHIECTIIUU

CRM;

2. CerMeHTaIus KIMEHTOB C IIOMOIIBIO TexHoyoruu Jlata MaliHUHT;
Tema 3.2. [Ipouecc BHeapenusi CRM- cucrembl
1. CoBpemenHsblil poccuiickuii peiHOK TexHojoruii CRM: nuHamuka, mepcreKTHBBI

pa3BUTHS,
2. Apenga CRM

— HOBOC HaIpaBJICHUC Pa3BUTHUA CUCTEM YHpaBJICHUA

B3aUMOOTHOMIICHUSIMHU C KJIMEHTaMU;
3. Bynymee CRM-TexHOIOTHiA: OLIEHKH SKCIIEPTOB, OCHOBHBIC HAIIPABIICHHUSI.
Tema 3.3. IIponecc ouenku dpdexTuBHocTu B CRM
1. DddexTuBHOCTS MpoekToB CRM: MH(] nim peaibHOCTb
2. CBsI3b MEX]ly aKIIMOHEPHOH 1IEHHOCTHIO, LIEHHOCTHIO JIJIs1 KIIMEHTOB, LIEHHOCTHIO /IS
COTPYIHHKOB M CHIDKCHHUE U3JepkeKk B pamkax CRM
3. B0O3MOXHOCTH pa3IMYHBIX HHCTPYMEHTOB OIleHKH P dexTruBHOCTH B CRM

2.4. PexoMeHIAMU MO OI€HUBAHUIO HHIMBUAYAJIbHOT0 3a/1aHUSA

MakcuMaJIbLHOe
KOJHYECTBO 0AJJIOB¥

Kpurepun

OTIUYHO

BricTaBnsiercs  oOyuaromiemycs, €cid OTBET I1OKa3bIBAET
rmy0OKOe M CHCTEMAaTH4ecKOoe 3HAaHUE BCEro MPOTrPaMMHOTO
MaTepualia M CTPYKTYpbl KOHKPETHOTO BOIIPOCA, a TaKXKe
OCHOBHOTO COZIEp)KaHMs M HOBAaLMi JIEKIIMOHHOTO Kypca IO
CpaBHEHHIO ¢ yd4eOHOW JsmTeparypoil. OOydaronmiics
JIEMOHCTPUPYET  OTYETIIMBOE W  CBOOOJHOE  BIIAJICHUE
KOHHGHTy&J’[BHO-HOHﬂTHﬁHBIM arrmapaToM, Hay4YHbIM A3BIKOM U
TEPMHUHOJIOTHEH COOTBETCTBYIOIEH Hay4dHOH oOiacTu. 3HaHUe
OCHOBHOW JIUTEPATYpPbl W 3HAKOMCTBO C JIOMOJHHUTEIBHO
pEeKOMEHJ0BaHHOM JuTepaTypold. Jlornyecku KOppeKTHOe M
yOeauTenbHOe N3JI0KEHNE OTBETa

Xoporo

BricTaBnsiercs o0yuaromemycs, eciu ero OTBET
JEMOHCTPUPYET 3HAHME Y3JOBBIX MpoOJIeM MporpamMmbl U
OCHOBHOTO  COZAEp)KaHUS  JICKIUOHHOIO Kypca;, YyMEHHE
MOJIb30BaThCsl  KOHIENTYaJbHO TOHATUHHBIM ammapaTtoM B
MpoLIecCe aHaJIM3a OCHOBHBIX MTPOOJIEM B paMKax JIaHHOM TEeMbI;
3HaHUE BaXHEMIMX paboT U3 CIUCKAa PEKOMEHJOBAHHOU
auTepaTyphl. B 1eom soruyecku KOppeKTHOE, HO He Bcernaa
TOYHOE U apryMEHTHPOBAHHOE U3JI0)KEHHE OTBETA

Y 1OBIIETBOPUTEIBHO

BeicTaBisercs o0yuaroremycs, eciu €ro OTBET
JEMOHCTpUpPYET (parMeHTapHble, TMOBEPXHOCTHBIC 3HAHUS
BAKHEHIINX  pa3felioB  IpPOrpaMMmbel U COJEpKaHUsA
JIEKIMOHHOTO Kypca; 3aTPyAHEHHUS C UCIOJIb30BAaHNEM HAY4YHO-
MOHATUMHOIO ammapara W TEPMHUHOJIOTMM JIUCLUIUIMHBL
HETOJIHOE 3HAaKOMCTBO C PEKOMEHJOBAHHOW JINTEpaTypoOM;
YaCTUYHBIC 3aTPYJHEHHUs C BBIIIOJHEHUEM IPENyCMOTPEHHBIX
MIPOrpaMMOi 3aJjaHUI; CTPEMJIEHUE JIOTHYECKH OIPEICIICHHO U
IIOCJIEI0BATEIbHO U3JI0KUTh OTBET

HeynosnerBopurenbHO

BricraBnsercs oOyJaroremycs, eciu ero OTBET
JEMOHCTPHUPYET HE3HaHHE, TUO0 OTPHIBOYHOE MPEICTABICHHUE O
JaHHOW  mpoOsieMe B paMKax  yd4eOHO-POTrPaMMHOTO
Marepuaia; HEYMEHHE HCIMOJb30BaTh IMOHSITUHHBIMA amnmapar;




‘ OTCYTCTBUC JIOTUYECKOM CBSI3U B OTBETE

* Ilpencrasieno B Tabsumie 2.1.

NHANBUAYAJBHOE 3ATAHUE JJI51 ITPOBEPKHU YPOBHA
COOPMUPOBAHHOCTHU KOMIIETEHIINU

Tema: «CrieHapuii mpoaaxi
Kaxxnomy cryneHTy HeoOXoIuMoO MOArOTOBUThHCS peanusanuu B cpege CRM Hekoroporo
CIICHApHA B321PIMOI[CI>1CTBH$I C KIIMCHTOM.
J11s 3TOro He0OXOMMO OJITOTOBUTH, Hals B IHTepHETe, UCXOAHbBIE TaHHBIE TIO:

¢ Opranuzanuu

¢ KoHTakry

o [Iponykry
CueHapuii JODKEH MPeIyCMOTPETh BO3MOXKHBIC OTKa3bl KJIMEHTA M BO3OOHOBIIEHUS Ipoliecca
MIPOAAK.
HpI/IBeTCTByeTCSI TBOpYCCKas (baHTaBI/Iﬂ, HCIOJIB3YyIOImAasd AOIIOJIHUTCIBHBIC BO3MOKHOCTH
Microsoft Dynamics 365 CRM
BrinmoaHUTE OTUET O IMPON3BCACHHBIX HGﬁCTBHﬂX IT0JIB30BAaTCJIA, UCIIOJITHUBIICTO CHeHapHﬁ.
[IpumepHas cxema mpoliecca MpeACTaBiIeHa Ha PUCYHKE HIKE.

KnuneHt |
OpraHuv3auua KoHTaKT
MpoaykT -JlnTepatypa ‘
EAMHULBI U3MepeHna LeHbl KoHrypeHT
UHTebec |
MepBUYHbIK ObpauieHue

4
Bo3moOXHble caenku ‘

[eicTema
MpennoxeHua ¢ pacLeHKamu \

MNepsoe Bropoe [eicTBna B Kaxaom

A 4

3akKasbl
4

Cyet

2.5. PexomeHaanMu Mo OLIEeHUBAHUIO KOHTPOJIS 3HAHMIA
3ajaHusA K KOHTPOJIIO 3HAHUI 10 pa3genay 1

Bapuant - 1
TecToBble 3aaHus (BbIOepuTe 1 NpaBUIbLHBIN 0TBET)
1. Ienwio konyenyuu CRM sensiemcsi:
a) co3JaHMe, Pa3BUTHE M YKPCIUICHHE OTHOLICHHI CO BCEMH KIMEHTAMH, YBEIMYCHHE BBHITOJbI
COTPYJHHKOB KOMIIAHHHY;



b) cosmanue, pasBuTHE W YKpeMJCHHWE OTHOIICHHH ¢ TINATEILHO BBIOPAHHBIMHU KIHCHTAMH,
YBEIIMYCHUE BBITOJBI KJIMEHTA, TOBBIIMICHHE KOPIOPATUBHOW MPUOBUIA, a 3HAYUT, W MaKCHUMU3AIHs
MIPUOBIITH MHBECTOPOB;

C) cosJaHue, pasBUTHE M YKPEIUIEHHE OTHOMICHWH C MOCTABIMMKAMH KOMIIAHWH, YBEIHUCHHE WX
BBITOJIBI;

d) omTEMHU3AIHSI OCHOBHBIX OM3HEC-TTPOIIECCOB KOMITAHHUH.

2. KpynHvle u menxue KomMnaumuu, pabomarowjue 6 camvlx PA3HbIX 00IACMAX, PACCMAMPUBAIOM
CRM kax yacmv KOpRopamugHol cmpame2uu o CieOyIOWUM NPULUHAM!

d) HOBOE PBIHOYHOE MBIIUICHUE TPU3HAIO OTPAaHHMYCHHOCTh TPAAMIMOHHOTO MAapKETHHIA II0
CPaBHEHUIO C TIOTEHIIMAJIOM CTPATEeTHi, B OOJBIIEH CTETIEHH OPUEHTHPOBAHHBIX HA KIIMEHTA U TIPOIIECCHI;

D) coBpemeHHBIC NPUHLUIBI ~ MapKeTHHra pabOTAlOT  HA HACTOANIMA MOMEHT B KOHTEKCTE
OecrpelieIEHTHOM TEXHOIOTUYECKOH MOIEpHU3AINN U TPAaHC(POPMAIIH PHIHKA;

C) COBpPEMEHHBIC BBICOKO KOHKYPEHTHBIC SKOHOMHUYCCKHE YCIOBHS U yBEIMYCHHE MAacCIITa0OB
KIIMEHTCKUX 0a3 MPU3HAI0 OTPaHUIEHHOCTh MACCOBOTO MApPKETHHTA.

d) HOBbIE TEXHOJOTHH MO3BOJSIIOT KOMITAHHUSIM TOPa3I0 TOYHEE HAICIMBATh MPEUIOKCHUS Ha
BBIOpaHHBIE CETMEHTHI PhIHKA, MUKPOCEIMEHTHI WM JJaKe OTJEJIbHBIX KJIHEHTOB.

3. CRM npeocmasnsem coboii:

a) HOBbIC HHPOPMAMOHHBIE TEXHOJIOTHH, OPUEHTUPOBAHHbIEC HA KJIMEHTOB KOMITAHUH;

b) HoOBOE pBEIHOYHOE MBINITICHHE, OPUEHTHPOBAHHOE HA KJIMEHTA;

C) HOBy GopMy BeeHHs OU3HECA, OPUCHTHPOBAHHYIO HA COKPAIICHUE M3ICP)KEK KOMITAHHUH;
d) HOBYIO KOPHIOPATHUBHYIO MApaUrMy, OPHEHTHPOBAHHYIO HA TOCTABIIIMKOB.

4. Xomsa mepmun CRM cpasnumenvno nos, cmoswue 3a HUM uOeu MaKosblMU HA36AMb HEeNb3A:
KOMARAHUU U30a6HA UCNONB306ANU PA3IUYHbBIE OPMbBL YRPABGTIEHUS 83AUMOOMHOMWECHUAMY C KIUEHMAMU.
Cogpemennviti CRM xapaxmepusyemcs credyiouum.

d) TEXHOJIOTHYECKOM MOIEpHU3AIMEl PBIHKA;

b) BHempeHmeMm cTpareruii MapKeTHHra B3aUMOOTHOIICHHIA;

C) KOMIaHHH CHOCOOHBI WHIMBHIYaJbHO PAabOTATh C KaXJIBIM W3 THICSY WIM MHJUTHOHOB CBOHMX
KITUEHTOB:

d) cHmkeHueM TpeOOBaHHMII CO CTOPOHBI MOTPEOUTENEH K TMPEIOCTABIIEMBbIM MM TOBapaMm M

ycIyram.

5. Tpuuunwl noserenus konyenyuu CRM:

a) CHIKEHHE M TUBePCUHKAIMS KOHKYPCHIIHH,

b) passuTHe 1 Bo3pacTaHue JOCTYIMHOCTH HOBBIX TEXHOJIOTHI;

C) pPOCT OKHIAaHHI TOTPEOUTEISI U YCHUIICHHUE €r0 POJIH Ha PHIHKE;
d) BO3HHMKHOBEHHE TIIOOATHLHOIO MPOCTOPA JUTS OTIEPAIIHH.

6. K sosuuxnogenuro CRM kax pasnosuonocmu meneodcmenma NpUeio HeCKOAbKO BANCHBIX
menoenyuli. B ux uucne:

a) TpH3HAHHUE BBIFOJ OT UCIOIB30BaHUs HH(OPMAIIMY ISl YIPEKICHUSI COOBITHIA, @ HE TOJIBKO IS
CIICZIOBAHMS 32 HAMU;

b) mepexox B cTpaTernueckoM CTpyKTypUPOBAHHU KOMIIAHUH OT IPOIIECCOB K (DYHKIIHSAM;

C) MOCTENeHHOE MIOHUMAHHE, YTO KIIHEHTHI SBJISIOTCS aKTHBAaMK OU3HECa, a He MPOCTO PEKIaMHOM
ayJUTOpHEN;

d) pa3BuTHE HHIVBHIYAILHBIX MAPKETUHIOBBIX ITOIXO/IO0B.

7. Mapkemune Ha ocHoge 63AUMOOMHOWEHUL C KIUEHMAMU ONMIUYAEmCst Om MPAOUYUOHHO20 MeM,
umo:

a) HapabaThIBacT CyIECTBCHHbIC HEMATEPHAIBLHbIC BBITOIBL;

b) BHUMaHHE COCpPENOTOYEHO HA IOCTPOEHHUH IOTPEOUTENHCKOM I[EHHOCTH, YTOOBI yIep:KaTh
KJIHCHTA,

C) Tpe.rosaracT 3aBOCBaHIE KJIMEHTA B KK/I0U KOHKPETHON TOUKE MPOJIAXKH;

d) cBa3an ¢ OonbIIMMU QUHAHCOBBIMU M3CPKKAMH M PUCKAMH.



8. Kakas nosuyus CRM uodem 6 paspe3 u ceudemenvcmeyem o0 paspwvige ¢ mMpaouyUOHHbIM
Mapkemuneom?

a) KIHMEHTBl - 3TO pEKJIaMHas ayJIUTOpHUsA, KOTOPYIO HaJ0 KaK MOXKHO INHPE OXBATHThH
BCEBO3MOXKHBIMU CTUMYJTHPYIOIIUMH JICHCTBUSIMU;

b) oTHOIICHHMS ¢ KIMEHTaMHU TTOITAIOTCS CEIICKTHBHOMY YIIPABICHHUIO U Pa3BUTHIO;

C) 3ddeKkTUBHOCTH pabOTHI C KIIMCHTAMHU HATIPSIMYO 3aBHCUT OT YIOBJICTBOPSHHOCTH COTPYAHUKOB
KOMITaHUH;

d) orcyrcTBHE HEOOXOMIUMOCTH KOMIIPOMHUCCA MEXKIY O0CTYKHBAHHEM KJIMECHTOB M U3BJICUCHUEM U3
HUX TPHOBLIH.

9. [Ilpoakmuenoe ucnonvsosanue uxHpopmayuu 6 npoyecce YNPAGLeHUs OMHOUCHUSMU — C
KAUEHMAMU O3HAYAem.

a) THIaTEIbHO MPOAyMaHHAas ¥ YIIPEXIarolas paboTa ¢ KIMEHTaMH Ha OCHOBE HH()OPMAIIUK O HHX;

b) wunHOBaIMuU B MeTOMaX cOOpa M pacnpeaeieH s HHPOPMAIMU O KJIMEHTaX BHYTPU KOMITAHHIA;

C) aKTHBHBIN MOMCK M CBOEBPEMEHHOE YCTPAHEHHE MPUYMHBI BBISBJIEHHON HEYI0BIETBOPEHHOCTH
KIIUEHTOB;

d) cosnganue MOIIHBIX 043 TAHHBIX O KIMEHTaX BHYTPU KOMITAHHH.

10. /e enasnvie | T-cocmasnsowue CRM-cucmempi:

a) PpEnO3UTOPHIA TaHHBIX;

b) BurpuHa naHHBIX;

C) 0a3a 3HaHWif;

d) wabop mpHIOKEHHWH, Oiaromaps KOTOPBIM OCYIIECTBISIIOTCS —OMNEPalMd  C  KJIHEHTaMH,
MpUHOCAIINE T00ABICHHYIO IIEHHOCTh

11. Obwuii npoyecc coz0anus yeHHOCMU Modicem OblMb PA3NIOAHCEH HA KOMHOHEHMbL:

a) ompenereHHe TOro, KaKyr [EHHOCTh KOMITaHHSI MOYKET U3BJICYb M3 CBOMX KIMEHTOB, — LICHHOCTb,
Nojy4yaemMas KOMIaHueu

b) wmakcumm3amusi TONHON TPHOBUTM OT IIENEBBIX KIMCHTOB M KIMEHTCKUX CErMEHTOB IMyTEM
YIOPaBJIECHUS 3TUM OOMEHOM LIEHHOCTSIMH.

C) ompeneieHHe TOro, KaKyH IIEHHOCTh KOMIIAQHUS MOXKET MPEIOCTABISATh CBOMM KJIHCHTaM, —
LEHHOCTb, TTOJTydaeMasi KIIHEHTOM,;

d) ompeneneHue TOro, KaKyr IEHHOCTh KOMIIAHUS MOXKET MPEJI0CTABIISATh CBOMM MOCTABIIMKAM

Bapuanr - 2
TecToBble 3a1aHus (BbIOepuTe 1 NpaBUJIbLHBIN 0TBET)

1. CRM-osmo:

a) CTpaTernvecKkdil MOJXOJ], HANpaBJICHHBIH Ha YBEIHYCHHE MPHUOBUIH AaKIIMOHEPOB
MOCPEJICTBOM BBICTPAMBAHHS TOAXO/AIINX B3aWMOOTHOIICHUH C KJIFOUEBBIMU KIHECHTAMH M
KITMCHTCKUMHU CETMEHTaMU;

b) crpaternueckuii TOAXOM, HANpaBICHHBIA HA YBEJIHYECHHE TMPHOBUTH COTPYIHUKOB
KOMITAaHUHU TIOCPEJCTBOM BBICTPAHBAHUS MOIXOASIINX B3aUMOOTHOIICHUH MEXITy KIMEHTaMHU U
KOMITIaHHEH;

C) CTpaTern4yecKuil MojX0/]l, HANPABJICHHBIA HA TIOBBIIICHUE YPOBHS YIOBICTBOPEHHOCTH U
[IEHHOCTH, TIOJy9aeMOi KIIMEHTaMH OT KOMITAHHH [TOCPEICTBOM BBICTPAUBAHUS C HEH YCIICITHBIX
B3aUMOOTHOIIICHUI,

d) wuHbOpMAIMOHHBIE  TEXHOJOTHMH, ITO3BOJIAIONIME  BBICTpAHBATh  YCTOWYMBBIE U
3¢ GEKTUBHBIC OTHOIICHHUS C KIIMEHTAMU KOMITAHHUH.

2. Kaxoti mun CRM exniouaem 6 cebs nouck, HakonieHue, opeanuzayuio, UHMepnpemayuro
U UCNONIL308AHUE OAHHBIX O KIUEHMAax?

a) ormepaluoHaIbHBIN;

b) aHanuTHUECKMIi;

C) COBMECTHBIIA;

d) coumanbubiii CRM.



3. Kaxou mun CRM sexawouaem 6 cebsi aemomamuzayuio npooaxjc, mapkemuHed u
00CIYHCUBAHUS KTUECHMOB?

a) ormepalMoHAILHbIN;

b) amanuTHueckwmii;

C) COBMECTHBI;

d) coumanpubiii CRM.

4. Kaxou mepmun oznavaem CRM-Odesmenvnocms, nHanpasiennyio Ha cmpamecuyeckux
napmuepos uiu peceiieepos?

a) crparerndyeckuit CRM;

b) e-CRM,;

c) MBI

d) CMR.

5. Kenasuvim kpocc-ghynkyuonanvnvim npoyeccam CRM omuocam:

a) mpolece ynpasieHus nHopmarueii;

b) mnporecc ynpasiaeHus TEKYy4eCThIO KIUEHTOB,

C) mpolece ypaBiIeHus! ICHHOCTHIO;

d) mporecc onenku 3pHeKTHBHOCTH.

6. B rxommexcme, «raxoeo npoyecca CRM usyuaiomcs ycnosusi 603HUKHOBEHUS
MAKCUMATLHOU YO08IeMBOPEHHOCMU KIUEHMA 30 NPUEMIEMYIO 0I5l KOMAIAHUU YeH)?

a) mpolece ynpasieHus nHdopmarueii;

b) mnporecc ynpaBiaeHus TEKY4eCThIO KIIUEHTOB;

C) TMpolecCc MHOTOKAHAILHON HHTEPAIHH;

d) mporece pa3pabOTKH cTpaTeruu

7. B xoumexcme, xakozco npoyecca CRM uzyuaemcsi 603MOICHOCMb KOMRAHUU COeNamb
CIenoK ¢ CO3HAHUS KIUeHma U UCHONb306ams 3mom obpaz 0aa Hapawueanus CRM-
akmusHocmu?

a) mporece pa3paboTKH CTPATETHH;

b) mnporecc ynpasnenus nHbOpMAIIUE;

C) MpoIeCcC MHOTOKaHAILHOW HHTEIPAIINH;

d) mnporecc oneHKH dPPEKTUBHOCTH

8. Ilepsas uacmov npoyecca paspabomxu cmpameeuu CRM — smo:

a) pa3paboTKa MPaBUIIbHON KIIHEHTCKON CTpaTeruH;

b) paspaboTka nmpaBUIBLHON OHU3HEC-CTPATETHH;

C) aHanu3 OU3HEC-CTPATErnu KOMITAHUH;

d) KOppeKTHpOBKA KIIMEHTCKON CTPATETHH.

9. Busnec-cmpameeusi KOMRAHUU BKTIOYAEM 8 CeDsl:

a) ompeaeiacHWe ~— MyTed  pa3BUTHS  NPEANPHITHS,  yOpaBICHHE  TBOPUYECKUM
B3aMMO/ICHCTBIEM (PYHKIIHIA;

b) nowuck Hanbonee nmpuemiieMbIx U 3G PEKTUBHBIX MyTEH B3aUMOICHCTBHS C KIIMEHTAMH;

C) TOHWCK IyTei SKOHOMHUHM H3IEPIKEK Ha MPUBJICUCHUE U YAEPKAHNE KJIMEHTOB;

d) dopmupoBaHue KOHIENTYyalbHBIX HEH, KOTOPHIE MO3BOJIIOT MEHEIKEpaM KOMITAHUU
HAXOJUTh IyTH JJOHECCHHUS IICHHOCTU KJIMEHTaM.

10. /[{ns onpeodenenus 6usnec-6udeHUs UCHOAb3VIOMCSL CLEOVIOUUE OCHOBHBLE NOHSIMUSL:

a) Ieb;

b) BuaeHue moTeHIMAA KIIMEHTOB;

C) YJIOBJIETBOPECHHOCTH KJIHEHTOB,;

d) nenHocTtu.

Maxcumanvrnoe xonuvecmseo 6annog 3a KOHMpOIbHYIO pabomy nocie usyyenus 1 pasoena
yuebHot oucyuniunsl 10 6annos. Konmpons 3nanuii npoxooum 6 guoe mecmogvix 3a0aHuUll.
Bana «10» craBurcs, ecim cryaeHt npeactasiit 100% npaBUIIbHBIX OTBETOB;

Bana «8-9» craButcs, eciu cryaent npenctasui 80-90% npaBUIIbHBIX OTBETOB;



Bann «6-7» craButcs, ecnu ctyaeHT npencraBui 60-70% npaBrIIbHBIX OTBETOB;
Bann «4-5» craButcs, ecnu cryaeHT npencraBmi 40-50% npaBrIIbHBIX OTBETOB;
Bana «1-3» craButcs, eciu cryaenT npeactasui 10-39% npaBuIIbHBIX OTBETOB;
OOyuaronieMycsi, IpaBUIbHO OTBETHBILEMY Ha Borpockl MeHee 10% TecT He 3acuuThIBacTCS.

[Ipu mnpoBeneHNMH KOHTPOJBHOH pabOTHI, CTYAEHTY 3alpeIIaeTcsl MOJb30BaThCs

JIOTIOJTHUTEILHOM JIUTEPATypOM.

1.
a)
b)
c)

3ajaHusi K KOHTPOJIIO 3HAHMIA 10 pa3aeny 2

TecToBble 3a1aHu (BbIOepuTe 1 NpaBHJIbLHBINH 0TBET)

Jluoepcmeo no onepayusm — 3mo:

MPEATOXKEHNUE NPOAYKIIUN C HEU3SMEHHO IMOBBIIIAOIIUMCS TEXHUYCCKUM YPOBHEM;

A0CTaBKa KJIMCHTAaM HE MPOCTO TOBapa WJIN yCJIYTH, a HCJTIOCTHOI'O PCIICHUA,

MPEATOKEHNUEC KIIMEHTAaM HAaJCKHBIX TOBAPOB U YCIYT IO CPAaBHUTECJIBHO HU3KUM LIEHAM, IPUIEM

MpenoxeHne 6e3 Kakux-Ir0o mpodIeM Wil HeyT00CTB [IJ1s KIIMEeHTOB;

d)

2.
a)

b)
c)

d)

3.
a)

MPEATOKEHNE KIIMEHTAM TOBApPOB U YCJIYT I10 HanOoJee HU3KUM ICHaAM.

Knuenmckas cmpameaus npeononazaem:

U3y4eHHEe CYIIECTBYIOMNX M MOTCHIMAIBHBIX KJIMEHTOB M BBISICHEHHE, KAaKUM 00pa3oM HX
MHOXECTBO MOXKET 6I>ITI> CCTMCHTHUPOBAHO

OIlpesieIeHHEe PEJIEBAHTHOTO PHIHKA;

pa3paboTKa CHEenUaIM3UPOBAHHBIX AHATUTUYECKUX IMPUIOKEHUH IS OLEHKH MPHOBUIEHOCTH
KJIUEHTOB;

PAacCMOTPEHHUE COIHMANBHBIX, TEXHOJIOTHYECKNX, SKOHOMHUUECKHX, TTOJUTHIECKHX U CPEIOBBIX
BOTIPOCOB BEJICHHSI OM3HECA.

1100 «nudepcmeom no npooOyKmy» ROHUMAEMCSL:
MPEIOKEHHUE MPOIYKIIHH C HEM3MEHHO TTOBBIIIAIOIMCS TEXHUIECKHM YPOBHEM;

b) mocTaBka KIMEHTaM He MPOCTO TOBAPA MM YCIIYTH, & HEIOCTHOTO PELICHUS

c)

MPEIOKEHUE KITMEHTaM HAJISKHBIX TOBAPOB M YCIYT MO CPABHUTEIBHO HU3KUM IIEHAM, TIPUYEM
npeIoKeHne 0e3 KaKuX-Ir00 MpooieM Wi HeYJOOCTB sl KIINEHTOB;

d) mpeaniokeHHe KJIMEHTaM TOBApOB M YCIIYT MO HanboJIee HU3KUM IIeHaM.

4. Vixaosxcume 6uovl ceemenmayuu, Ucnoabzyemvle Ha pvinke B2C:

a) CerMeHTalys [0 OTPACICBOMY IIPU3HAKY;

b) cermenTanus Mo UCKOMOM IIEHHOCTH;

C) CerMeHTalys Ha OCHOBE BBITO/I;

d) cermeHTanus Ha OCHOBE XapaKTepa MMOJIb30BaHMUSI.

5. Coenacno mampuye CRM xaxoi 6ud cmpamecuueckol no3uyuu npeonoidzaem HAIuuue
naam@opm O UHMENIeKMYanbHOU 00pabomKu OAHHLIX U  CONYMCMBYIOWUX — NPOSPAMMHBIX
NPULONCEHUL?

a) MPOIYKT-OPUEHTUPOBAHHbBIC MPOJIAXKH;

b) wnmmMBMYyanu3upoBanubii CRM,;

C) peryiupyembiii CEpBHC U MOAICPIKKA;

d) KIMeHT-OPUEHTHPOBAHHBIA MapKETHHT.

6. Coenacno mampuye CRM xaxoii 6uo cmpamezuueckol no3uyuyu npeonoaazaem, Ymo KOMHAHUs
umeem Oaumvle O MPAHCAKYUAX U MOJCEm MNpPOSecmu NpOCMOU aAHAIU3 MAKUX NEPEeMEHHbIX, KaK
KOAU4ecmao npooadic NpoOYyKma 6 eOUHUY) pemeru U NPou3B00UmeIbHOCHb KaHaios oucmpuoyyuu?

a) TPOIYKT-OPUEHTUPOBAHHBIC MPOJIAXKH;

b) wunauBMyanu3upoBanubiii CRM;

C) peryimpyemblil CEpBHC U MOAJCPIKKA;

d) KIMeHT-OPUEHTHPOBAHHBIA MApPKETHHT.

7. Coenacno mampuye CRM kaxou 6uo cmpamezuueckoii nozuyuu A67s1emcs Hauboaee pa3gumsim?



a)

c)
d)

a)
b)

neino?

MIPOIYKT-OPUCHTUPOBAHHBIC TIPOJIAXKH;
UHAMBUAyanu3upoBanubii CRM;
peryIupyeMbIid CEpBHC U TIOIICPIKKA;
KITUCHT-OPUCHTUPOBAHHBI MapKETHHT.

HpOHéCC C030aHUs UeHHocmu Kacaencs peerust Cﬂe()ylou;ux 60NpoOCos.
CKOJIBKO JACHET KOMITaHUA B COCTOSTHUM IOJTYYUTH OT KJIHeHTa?
KaK KOMIIaHU MOXCT YBCJIUYUTH IOJIHYIO HpI/I6LIJ'IL OT KJIMCHTOB, C KOTOPBIMH XO4Y€T UMETH

KaK HAJIaIUTh KPOCC-IIPOAAKY KIIMCHTAM HOBBIX ITPOAYKTOB U YCIIYyT ?
KaK KOMIIaHHA MOXECT CO34aBaTh U JOCTABJIATH HEHHOCTH CBOUM KJIueHTaM?

Tlpoyecc coz0anus yeHnocmu cocmoum u3 ciedyroumux 1a6HblX 3NeMEHMO8:
LEHHOCTB, [ToJTy4aeMasi KIMEHTOM;

[IEHHOCTB, MTOJTydaeMasi KOMITaHHEeH;

MaKCHUMH3AIHS TTOJTHOM MPHUOBLIHN OT KETaeMBIX KIIMEHTCKIX CETMEHTOB;
[IEHHOCTH, MOJIydaeMasi MoCpeTHUKaMHU KOMIIaHUH

. ueHHOCﬂ’lb, nojgydaemas KiueHmom om opeanuzayuu-nocmasuuka, — mo:

BBICOKOE KaueCTBO MPOIYKTOB;

no0aBlieHHAs! IEHHOCTbh, KOTOpasl yCHIIMBAEeT OCHOBHOH IPOJIYKT;
NPEIIOKEHNUE KIIMEHTY OCHOBHBIX PEIICHUH (OCHOBHBIX IIPOAYKTOB);
HU3Kas LIeHa IPeAJaracMoro nmpoayKra

Maxcumanvroe konuuecmeo 6annos 3a KOHMPOJIbHYIO pa6omy nocie usy4ernus 2 pa3deﬂa

yuebnot oucyuniunst 10 6annos. Konmpons 3nanuii npoxooum 6 guoe mecmosvlx 3a0aHull.
Baun «10» craBurcs, ecnu ctyaeHt npeactaBui 100% npaBuiibHBIX OTBETOB;

Bana «8-9» craButcs, ecnu crynent npeacrasui 80-90% npaBuIIbHBIX OTBETOB;

Banu «6-7» craButcs, ecnu ctyaeHT npencraBui 60-70% npaBUIbHBIX OTBETOB;

Bana «4-5» craButcs, ecnu cryneHT npencrasui 40-50% nmpaBUIIBHBIX OTBETOB;

Bann «1-3» craButcs, eciu cryaeHT npenactasui 20-30% npaBUIIbHBIX OTBETOB;
OOyuaroriemycsi, MpaBUILHO OTBETHBIIEMY Ha BOTIpockl MeHee 10% TecT He 3aCUMThIBACTCS.

HpI/I MMPOBEACHNUUN TCCTUPOBAHUSA, CTYJACHTY 3aIlIPCIIACTCS I1OJIb30BATHCA JIOTIOJTHUTEIbHOM

JIMTEpaTypoil.
3agaHus K KOHTPOJII0 3HAHUI 10 pa3geny 3
Bapmuanr 1.
TecToBble 3a1aHus (BbiOepuTe 1 NpaBHIIBHBINH 0TBET)
1. Ilpumenenue mooeru ACURA cocmoum uz credyrowux wazos:

a) onpenenenne crerupuaeckux crpareruii ACURA,

b) onpenenenne kaueCTBEHHBIX MOKa3aTeeH Ul KXKIO0TO M3 CETMEHTOB M COBOKYITHOTO ITOTSHIIUATA
MIpUOBLIH;

C) BBISIBJICHHE KJTFOUEBBIX CETMEHTOB U UX XapaKTePHUCTHUK;

d)ycranoBnenue toro, kakue crparerui ACURA KkacaloTcsi KaKMX CETMEHTOB, U Ipy0as OICHKa
MTOTEHITHAIA TTPUOBLITH.

2. Ilpoyecc MHO20KAHATLHOU UHMESPAYUU KACAEMCSL CLeOYVIOUUX 2ABHBIX BONPOCO8:

) KaKOBBI ONITUMAJTBLHBIE MTYTH JJOCTYIA KOMITAHUH K KIIUEHTY U KITUCHTA K KOMITAHUH?

b) kak KOMITAHUS MOYKET YBEJMUYMUTSH MOJTHYTO PHUOBLIL OT KIIMEHTOB, C KOTOPHIMH XOYET UMETH JEJI0?

C) KaKOBO JOJITOBPEMEHHOE MTPeHA3HAYEHNE KOMITAHUY Ha PHIHKE?

d) KakuM T0/KHO OBITH HeanbHOE (MaKCHMAIBLHO XOPOIIiee) BIIEYaTIIEHHE KINEHTa, TIOTyIaeMOe UM
3a MPUEMJIEMYIO JJI1 KOMIIAHUU LEHY?

3. Yuacmnuxu kananos — smo:
a) ONTOBbIC, PO3HIYHBIC TPOIABIIBI U PECEILICPHI;



b) ToJIBKO pO3HHYHBIE TIPOIABIIBI;
C) KIINEHTHI;
d) nH(OpMAIIMOHHBIE CHCTEMBI JUISI aBTOMATH3AIWH OTHOIICHHUI ¢ KIIHEHTAMH.

4. Kananvhuvle onyuu — smo:

a) MPOJaBIIbl U POHHUYHBIC TOPTOBBIC TOUKH;
b)call-ienTpsr;

C) MHTEPHET

d)KJIHeHTHL.

5. Peunmepmeouayus 8 KOHmexcme npoyecca MHO2OKAHATbHOU UHMeSpayuy O3HaA4dem:

) TaKMe MepeMEHbl B TEKYIIEH MOIeIH OM3HECa WIIM TEXHOJOTHYCCKOH IBONIOIHMHU, MPH KOTOPHIX
KOMITaHUS [T CO3JaHMs OTPEOUTEILCKOM IICHHOCTH MEPecTaeT Hy KIAaThCs B TOCPETHUKAX;

b) Takue mepeMeHbl B TEKyIeH MoJeiaM OM3HEca WM TEXHOJIOTHYECKOW 3BOIIOIMH, MPU KOTOPBIX
BO3HUKAIOT HOBBIE THUIBI ITOCPEIHHUKOB, CO3MAIOMIMX OOJBIIE IIEHHOCTH, YeM 3TO OBLUIO BO3MOXKHO B
paMKax MpekHeH CTPYKTYphI KaHaJIOB;

C) Takue MepeMeHbl B TEKyIIeH MoJIenu OM3Heca WM TEXHOJOTHYECKOH IBONIOLMHU, NMPH KOTOPHIX
BO3HUKAIOT HOBBIE THIBI TOCPEAHHUKOB, CIOCOOCTBYIOIIMX TMOBBIIMICHUIO JOSIHBHOCTH KIHEHTOB IIO
CPaBHEHHIO C TEM, C YeM 3TO OBLIO BO3MOXKHO B paMKaX MPEKHEH CTPYKTYpHI KaHAJIOB.

6. Buidensiom credyoujue Kame2opuu KaHauo8:
a) BJICKTPOHHAS TOPTOBJIS;

b) orrroBBIE TOUKNY;

C) MOOHMITbHASI TOPTOBJIS,;

d) ceTeBoit MapKETHHT

7. K npsimomy mapkemuHey omHocsam ciedyouue 6uobl KAHAL08 63AUMOOECMEUs ¢ KIUEHMAMI:
a) pPacChUIKH 110 AIICKTPOHHOI 0YTE;

b)rpagunuonnoe TB;

C) paauo;

d) po3HUYHBIC Mara3uHbI.

8. K nedocmamxam meneghoHuu Kak KaHaia 83aumMo0eticmeusi ¢ KiueHmamu OmHOCam.

a) TOCTYII ITPO/IABIIOB K KIIMEHTaM JIMMUTHPOBAH — MPO/IABIIbI 00CITYKHBAIOT HX TOJIBKO B paboume
Yachl 1 UMEIOT OTPAHUYCHHUS Ha YUCIIO OJHOBPEMEHHO 00CIYKUBAEMbBIX KIIMEHTOB;

b) maHHbI# KaHAT YaCTO MOKET BHI3BIBATH y KJMEHTA HEOBEPHE, €CIIH TOIBKO KOMIIAHUS HE HajlaIuiia
C KJIMEHTOM PETYJISIPHBIC U MIPOYHBIC B3AUMOOTHOIICHHUS 110 IPYTUM KaHAaaM;

C) yCIIyTr" KIIMEHTaM 4epe3 3TOT KaHall MOIal0TCs peHTabeIbHOM MOACTPOMKE MO/ HX KOHKPETHBIE
MOTPEOHOCTH U IICHHOCTh JIIsl KOMITAHUH;

d) o6beM HHGOPMAITHK OTPaHUYEH HUCKIIOYUTEIBHO PaMKaMH YCTHOM mepeaadyd M BO3MOKHOCTSIMHU
MaMSITU CIYIIAOIIETO.

9. Knuenm, nonyuus no noume nucoMo, y3Haem, ymo e20 OaHK 3anycmui HOGbulll npooykm. Y nezo
npobysxcoaemcs uHmepec, U OH 3aX00Um 8 MeCmHoe omoelienue OAHKA 80 8peMs €80e20 00e0eHHO20
nepepviéa — GUOUM OIUHHYIO 0uepedb, NOCKONbKY ¥ COmpYyOHUuKos banxka modxce 0bed. Koeda wnuenm,
HaKoHey, 8cmpeyaem COMPYOHUKOS, OKA3bIBAEHICS, YMO Mme UMelom o4eHb claboe npedcmasieHue o
npooykme. Bonee mozco, cozoaemcsi eneuamieHue, Ymo OHU COBEPUIEHHO He 3AUHMEPeCcOBaHbl U 0ajice
He00BOIbHbL cBoell pabomotl, U, 8000a60K, KOMNbIOMEPHAs cemb OAHKA, paA3yMeemcs, MOIbKO UMO
3asucaa. O KaKkom Kanaie 8 OAHHOM Clydde uoem peys?

) TOproBast TOUKa;

b) uHTErpUpOBaHHbII KaHAT,

C) TOPTOBBIi IIEPCOHAT;

d) HEeMHTErpUPOBAHHbBII KaHAJI.

10. Cmpameeus Ougpepenyuposanno2o MeHeONCMEeHMA KIUEHMO8 NPeONoA2aen.;
a) 4TO BCE KJIMEHTHI B3aMMOJICHCTBYIOT C KOMITAHUEH uepe3 OJIMH IIaBHbIA KaHA;
b) uTo pasHbIe TPYIITBI KINEHTOB XOTIT KOHTAKTHPOBATEH C KOMITAHUEH Yepe3 pa3HbIe THUITB KAHAIIOB;



C)YTO KJIHMEHTHI OOCITY)KHUBAIOTCA C TMOMOIINBI0 TOTO WM HHOTO KaHala B 3aBHCHMOCTH OT HX
HACTOSIIETO M OyAyIero MoTCHIINANIA,;

d)4To KIMEHTHI )T pelICHHS Pa3InIHbIX 3a/1a4 MOTYT HCITOJIL30BATh Pa3IMYHbIC KAHAIBL;

€) 4To HeoOXO0MMa MHUTPAIlHs KJIMEHTOB OT KaHalla K KaHamy.

Bapuanr 1.
TecroBble 3a1aHus (BbIOepuTe 1 MpaBUIbHBII OTBET)

1. Buipabomka MHO2OKAHANLHOU cmpame2uu, CO30aiuell HYyHCHOe 6NeYamieHue y Yenesblx
KAUEHMO8 KOMIAHUU, GKIIOUAEM P50 2IABHBIX OelCEULL:

a) 0030p U3IEPKEK HA KaHAIIEL,

b) ctparernyeckuii 0630p OTpPACIEBON CTPYKTYPhI U OIIHMI KaHAJIOB;

C) M3yYeHHE KaTeropHii KaHAJIOB,;

d)mocraHoBKa 1ieNel cTpaTeruu.

2. [Ipoyecc ynpaesnenus ungopmayueii cocmoum u3z ciedyloumux Oelucmeuli:
a) coop MH(pOPMAIMHU O KIIMEHTaX BO BCEX TOYKAX KOHTAKTA;

b) aHanM3 yA0BIETBOPEHHOCTH COTPYIHUKOB KOMITAHWH;

C) mpoBepka HHHOPMAIIUH;

d) co3nanue mMoaHOro, 0OHOBISEMOTO MPOPHIIS KIUCHTA.

3. B konmexcme ynpasnenus ungopmayueti CRM —smo:
a) METO/I yTIPaBJICHHS;

b) uHCTpYyMEHT yrpaBiieHus,

C) OZIHOBPEMEHHO M METOJI M HHCTPYMEHT YIPaBJICHHSI.

4. K cocmagnvim uacmam npoyecca ynpasieHus unghpopmayuel OmHocsam:
d) aHAJTUTHYECKHE CPE/ICTBA;

b) nprIoKeHNUSs AT OTIEIIOB MPOJAXK U JOKYMEHTO000pOTa;

C) pEenO3UTOPHIA TAaHHBIX;

d) rexunueckue npensircTBus Ha iyt CRM.

5. Penozumopuii 0anHblX KpYNHOU KOMRAHUU, pabomarwen ¢ MHOJMCECMEOM KIUEHMOS, 0ObIYHO
cocmoum u3:

d) BUTPHHBI JaHHBIX ¥ XPAHUIIHIIA TAHHBIX;

h) Ga3bl JaHHBIX M BUTPUHBI JaHHBIX;
C) 6a3bl JaHHBIX U XPAHUIIHINA JAHHBIX;
d) BUTPHHBI TaHHBIX U OTIEPAIIHOHHOTO XPAHUITUIIA JAHHBIX.

6. Xpanunuwe oannvix — 3mo:

a) MakeThl IPOrPAaMMHOT0 00ECTICUCHUSI JIJIsl XPaHSHUS TaHHBIX, COOPaHHBIX U3 Pa3HbIX HCTOYHHKOB;

b) Habop persHOHHBIX 06a3, 00bETMHEHHBIX TAKUM 00pPa30M, KOTODPBIN MO3BOJISET U3BJICKATh U3 HHUX
MaKCUMaJIbHYIO IIEHHOCTb;

C) pa3HOBHIHOCTh 0a3bl JaHHBIX, HAMHOTO MEHbIIIAs [0 pa3Mepy, MpeIHa3HAUCHHAs IS CIUHOU
HWACHTU(PHUKALNN BCEX KIMEHTOB BHE 3aBUCHMOCTH OT TOTO, CKOJIBKO Pa3iIMYHBIX MACHTU(HUKALIUNA OHU
HMMEIOT B Pa3HBIX CUCTEMaX JOKyMEHTO00O0pOTa.

7. Buidensiom cnedyrowue oowue sapuanma CRM-cmpamezuu 6 omuowenuu penosumopus OaHHbIX:
a) maTerpupoBanabie CRM-perenus;

b)xopriopaTHBHBIE BUTPHUHBI TaHHBIX;

C) TeMaTUYECKHE XPAHWINIIA TAaHHBIX;

d)onepanmoHHOE XpaHUINILE TAaHHBIX.

8. Hpewwyw;ecmea/wu KopnopamueHoco Xpanuiuuia OQHHbBIX SAGISIIOMCAL:
a) KOMILICKCHBIN aHaIu3 JAaHHBIX B KOPIIOPATUBHBIX XpaHWIIHIIAX NEPECTACT MCIIATh O6LI‘1HOMy
TCUYCHHIO 6I/I3Heca, IMOCKOJIbKY CHUMAIOTCA IMOCTOAHHBIC 3alIPOCHI K 0azam JaHHBIX;



h) kopriopaTHBHBIC ~ XpaHWJIMIIA JAHHBIX — HMH(QOPMAIMOHHBIE CHCTEMBI, HE TpeOyroume
3HAYUTENIbHBIX NHBECTUIH;

C) KOMITaHHs TT0JTy4YaeT B CBOC PACIOPSDKCHUE SIMHCTBEHHYIO M JIOTHYESCKH CBSI3HYIO BEPCHUIO JAHHBIX,
KOTOPBIE 3aTE€M MOTYT IIOCTYNaTh B BUTPUHBI 1aHHbIX;

d) kopriopaTUBHBIC XPaHWIUIIA JAHHBIX MO3BOJISIOT KOMIIAHUH MEPEMECTHThCS B BEPXHHI HPaBbIi
yrous MaTpuliel ctpaternii CRM - k «unauBuyanuzupoBanHHoMy CRM».

9. Heoocmamxom eumpun OaHHbIX S61AemCs.

a) MCIOJIb30BAHUE ITHX CHCTEM CEPhE3HO OIPAHUYMBAET YPOBEHb CTPATETHil MPOJAX U MapKETHHTA
KOMITaHUH;

h) HemocpeICTBEHHOE HCIIOMb30BAaHUE CPEICTB IO COCTABJICHHIO 3alPOCOB M OTYCTOB B paMKax
CYIIECTBYIOIIMX OMEPAMOHHBIX CHCTEM TAK)Ke OTPaHMYMBACT BO3MOXKHOCTH JUIS aHA/IW3a, TaKk Kak He
MO3BOJISIET CBSI3BIBATH JAHHBIC, XPAHUMBIC B PA3HBIX OMEPAIIMOHHBIX CHCTEMAX;

C) OHH TIPEACTABIAIOT COOOW KpymHbIE M CHAOXKHBIE IT-cHCTeMbI, TpeOyIoIHe 3HAYUTEIBHBIX
WHBECTHIIHIA;

d) mosiBJIeHHE MHOXKECTBA TAKUX HECBSI3AHHBIX MEXTy COOOM CHCTEM B Pa3HBIX YTOJIKAaX HE MO3BOJIAET
CO3MIaTh €AWHYIO0 KAPTHHY O KIIHEHTE.

10. Cmanoapmmnule npocpammovl 000bIYU OAHHBIX OOLIYHO GKIOUAIOM ClIEOYIOWUe NPUEMbL.

a) mpouITMpOBaHUE KIMEHTOB,;

b) knmactepu3anus/cerMeHTUPOBAHKE, IPOTHO3UPOBAHUE, (PUKCAIHS OTKIOHCHHU M aHAJIM3 CBA3CH;
C) aHaJIU3 MPUOBLUTLHOCTH;

d) HelipOHHBIC CETH U «JICPEBbs PCLICHUI;

€) TpyMITHPOBKA [0 POACTBCHHBIM IPH3HAKAM.

MakcumanbHOE KOJIMYECTBO OAJIJIOB 32 KOHTPOJIbHYIO paboTy Mociie u3ydyeHus 3 pasjaena
yuebHoi quctumiuHel 10 6amios. KoHTposib 3HaHMI TPOXOIUT B BUIE€ TECTOBBIX 3a/IaHUM.

bann «10» craButcs, ecnu cryaeHt npeacraBui 100% npaBUIIbHBIX OTBETOB;

bann «8-9» craButcs, ecnu cryaeHt npeactasmt 80-90% npaBuIbHBIX OTBETOB;

Bbamn «6-7» craButcs, ecnu cryaeHT npeacraBui 60-70% npaBuIbHBIX OTBETOB;

bann «4-5» craButcs, ecinu ctyeHT npeacraBui 40-50% npaBuiIbHBIX OTBETOB;

bamn «1-3» craButcs, ecnu cryaeHT npenctaBui 20-30% npaBHIIbHBIX OTBETOB;

OOyuaromemycsi, MpaBWIbHO OTBETHBIIEMY Ha Bompockl MeHee 10% TecTt He
3aCUUTHIBACTCSL.

ITpu npoBeeHNH TECTUPOBAHUS, CTYACHTY 3alPeIIaeTCs 0JIb30BaThCs JONOIHUTEIBHOM
JIMTEpaTypoil.



BOITPOCHI K 3AYETY C OIIEHKOM 110 PA3JIEJIAM (TEMAM) IUCIIATLINHBI

el SN

©~No o

10.
11.
12.

13.

14.
15.
16.
17.

18.

19.
20.

21.
22.
23.
24.

25.
26.
27.

28.
29.
30.

31
32
33

34.

35.

(MOJYJIS)

Paznen 1. Tema 1.1
CRM-cucremsl B Mupe. TeHaeHINN pa3BUTHS.
Amnanu3 cocrostuusi CRM-cucrem B Poccun
[Tpuoputersl nonszoBatenss CRM. 3anaun
CRM: npoGeMbl 1 IEPCTICKTHBBI
Pasnen 1. Tema 1.2.
Ob6naunas CRM: mitocsl 1 MUHYCBHI
Heckronmuas CRM 11rochl 1 MEHYCBI
Kak nouste, yto Komnanuu Hy»Ho or CRM?
MosxHo nu oboiitucs 6e3 CRM? Korna ne crout Baeapste CRM?
Pasnen 1. Tema 1.3.
Hackonbko 3Ha4MM MOOWIIBHBIN JOCTYT?
CRM, kak ctparerust 1 CRM, kak HHCTpyMEHT, KOTOPBIN MOJJICPKUBAET 3Ty CTPATETUIO
Paznuunble TUIIBI MOJEINEH KIIMEHTa
Onuumte poib OCHOBHBIX THIIOB 3amKceil, ucrnoiab3yembix B Microsoft Dynamics CRM
Pasnen 1. Tema 1.4,
Oyuaknun CRM-cucteM: ynpaBieHHE MapKeTHHTOM, NPOAaKaMH, KIMCHTCKOW 0a30H,
CEpBUCOM
VYnpasnenne mapkeTHHroM kak Gynkuueiit CRM-cucrem.
Ynpasnenue npoaaxamu kak ¢pynkiueiit CRM-cucrem
YnpaBneHue KIHEeHTCKO# 0azoi kak ¢pynkiueit CRM-cuctem
VYnpasnenue cepsrcoM kak pynkiueit CRM-cucrem
Pasnen 2. Tema 2.1
[Tpumenenne HHGOPMAITIOHHBIX CUCTEM YITPABICHHUS B3aUMOOTHOIICHUSIMH C
kireHTamMu (CRM) mist moaaep>KKu MapKeTUHTOBOH eI TEIbHOCTH TPEIITPHSTHS
Pouss uadopmanuu u IT 8 CRM
Onenka rorosHoctu kK CRM
Paznen 2. Tema 2.2
Yposau 3penoctu CRM. Ypasnenue nepexogom k CRM
Tunsr CRM. Crparerndeckas ctpykrypa CRM
AHanu3 notpeOHOCTEN KIMEHTOB
Kongepcust «BopoHkH npogaxo»
Paznen 2. Tema 2.3
IInannpoBaHNE MAPKETUHIOBBIX KaMIIaHUI
Opranuzanys MapKeTHHIOBBIX MEPOIPUATHIA
Opranuzanus TeneMapKeTHHra
Paznen 3. Tema 3.1
OcHoBHbIe iepcriekTuBHI pa3Butis CRM kak koHmenmmm
Tunsr CRM-cucremsl.
Kpurepuu Bei6opa CRM-cucrembl
Paspen 3. Tema 3.2
[ToaroroBka k BHeapeHnuto CRM-cucrembl
Oransl BHeapeHuss CRM-cucremsr
Ocob6ennoctu BHenpeHuss CRM-cucremsl Ha NpeAnpUsATUIX pa3HbIX chep AeITeTbHOCTH
Paznen 3. Tema 3.3
CBsi3p MEXKAY aKIMOHEPHOW IEHHOCTHIO, IEHHOCTHIO JJISi KIMEHTOB, IIEHHOCTBIO JUIS
COTPYAHHUKOB M CHIDKEHHEM H37epkek B pamkax CRM
KitoueBble (hakTOphI, BIUSIONINE HA PE3YIbTAThI I aKIIMOHEPOB



36.
37.
38.

39.
40.

Mertpuka KIHEHTOB

Mertpuka CpaBHUTEIIBHON pe3yJbTaTUBHOCTU

Cranmapt «WHCTpyMEHT i1 OUEHKH J(PQPEKTUBHOCTH YIPABICHUS KIMCHTAMI»
(CMAT)

Cranpapt «entp ouenku s¢dexkruBHOCTH oneparuii o padore ¢ knuentamm» (COPC)
Mertoas! onienku 3 pextuBHOCTH B CRM



