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PA3JEJI 1.
IHACITIOPT ®OHJA OLHEHOYHbLIX CPEJICTB
no aucuuiinge «1C:Ilpeanpusitue (oTpaciieBbie pemieHus )»

1.1. OcHoBHBIC CBeIeHHUSA 0 TUCHHUILIHHE

Tabnuma 1
XapakTepuCTUKA TUCIUTUIMHBI

(cBeneHust COOTBETCTBYIOT pazaeny PII/I)
O6pa3zoBarenbHas mporpaMma OakanaBpuar
Hanpanenne noaroToBku 38.03.02 MeHeKMEHT
[Tpoduns «MapkeTunr»
KonnuecTBo pa3aenoB JUCIUIIIUHBI 3
Yactb oOpa3oBaTeabHOM

b1.0.11
IporpaMMBbl
DOPMBI TEKYIIET0 KOHTPOI WHJMBUIYaJbHbBIE 3aJIaHMs, YCTHBIA OMpPOC,
cobeceioBaHNe
Ilokazamenu Ounas popma oOyueHusI

KomnuecTBO  3a4eTHBIX  €IUHUII 3
(KpeauToR)
Cemectp 5
Oowaa mpyooemxkocmo (akaoem. 108
uacoe)
Ayoumopnas KOHMAaKmHas 50
paboma:
JIeKIMOHHBIE 3aHATHS 16
[TpakTryeckue 3aHATHS 32
Koncynpranuum 2
CamocTosiTeqibHasi padoTa 54
Kontpouab 4
Dopma NPOMENCYMOUHOU 3a4eT C OLICHKOU
ammecmayuu




1.2. IlepeyeHbp KOMIIETEHUMH € yKa3aHuHeM J3TanoB (GOpMHPOBAHHMA B
npouecce 0CBOCHUsI 00pa30BaTeJIbHON NPOrpaMMBbl.

Tabnuma 2
[lepeyeHb KOMIIETEHIIMN U UX DJIEMEHTOB
WNuaukarop DJIEMEHTBI Vrexc
Komrmerennus KOMIIETEHITUU U €TO WHIUKATOPa
dbopMyITHpOBKa KOMITCTEHITUN JJlemMenTa
OIIK OC-6: OIIK OC-6.1: 3uamo:
CriocobeH Criocoben 1. Haznauenue u OIIK OC-6.1
OCYIICCTRIISTh JEMOHCTPUPOBATH 001y 0 CTPYKTYPY 3-1
MH(POPMAIIMOHHOE | HABBIKU CRM-cucrem
u 1udpoBoe HCIIOJIb30BaHUS 2. ®yukuu CRM- OIIK OC-6.1
B3aUMOJICHCTBHE KOPIOPATUBHBIX CUCTEM 3-2
Ha OCHOBE UH(GOPMAITMOHHBIX
0€301acHOro CUCTEM 3. Kpurepuu Beioopa | OIIK OC-6.1
UCIIOJIb30BAHMS npodeccuonagpaoro | CRM-cuctemsl 3-3
MHPOPMAITMOHHO- | HA3HAYCHUSI
KOMMYHHKaTHBHBIX Yuems:
o 1. TTonp30BaThCs OIIK OC-6.1
TEXHOJIOTHIA
OCHOBHBIMH y-1
byakmusmu CRM-
CHCTEM
2. [Tonp30BaThHCS OIIK OC-6.1
BCeMH (YHKITUSIMH v-2
CRM-cucrem
3. OuecnuBarh CRM- | OIIK OC-6.1
CHCTEMSI ¢ mo3uun | Y-3
Ou3Hec-1enu
Baaoemos:
1 HaBeikamu paboter | OIIK OC-6.1
¢ KJIHeHTCKo# Gazoit | B-1
2. HaBbikamu padoter | OIIK OC-6.1
B CRM-cucreme B-2




HNupuxarop DIJIEMEHTHI MHexc
Kommerennus KOMTIETEHITUU U €TO WHIUKATOPA
DIIEMEHTA
dbopmynupoBKa KOMIIETCHIUHU
3. HaBbikamu BeiOopa | OIIK OC-6.1
CRM-cucremsl Ha B-3
OCHOBE OM3Hec-lLenel
Tabnuma 3

Otans! (HOpPMUPOBAHHS KOMIIETEHITMH B MPOIIECCE OCBOSHUSI OCHOBHOM
o0pa3oBaTeIbHON MPOrpaMMBbl

OTarsl
Konx
Kontponupyemsie | popmupoBanus . | HammeHnoBanue
Ne . | KOHTpOJIHpYyeMOu
pasneinbl (TeMbI) KOMITETCHITU OIICHOYHOTO
w/m JTUCITUTUTHHBI (HOMED KOMICTCHIHH CpeacTBa
(WM ee 4acTH)
ceMecTpa)
Paznen 1. O6mas crpykrypa CRM-cuctem
Tema 1.1 Uctopus
OTHOIICHUU C
KJIMEHTAMH U OIIK OC-6.1 3-1
1. | oOMeH 5 OIIK OC-6.1 3-2 YcTHBIN onpoc
uHdopManue
MEXIY
COTPYIHUKAMU
Tema 1.2 busnec- > OIIK OC-6.1 3-1 HHﬂHBHﬂya;I:?Oe
2. | mporuecchl OIIK OC-6.1 3-2 Yci?{i?;ii (_)c
KOMIaHUU OIIK OC-6.1 V-1 P
Tema 1.3 3) OIIK 0C-6.1 3-1 VerHbiii ompoc
3 MoHUTOPUHT OIIK OC-6.1 3-2
" | KauecTBa paboOTHI C OIIK OC-6.1 3-3
KJIMEHTAMHU OIIK 0C-6.1 V-1
5 NuauBuayanbHOE
OIIK 0C-6.1 3-1 3agaHue Ne2
Tema 1.4
4. | YopasneHue OIIK 0C-6.13-2
KAUECTBOM OIIK 0C-6.1 3-3 |CobecemoBanue
OIIK 0C-6.1 ¥-1
YcTHBIN Onpoc
Paznen 2. ®ynknnonanbHOCTh CRM-cructem
Tema 2.1 5 OIIK OC-6.1 3-1 | YcrHbIN onpoc
5. ' OIIK OC-6.1 3-2

Knuenrtckas 6aza

OIIK OC-6.1 3-3




OIIK OC-6.1 V-1
Tema 2.2, 5 OIIK 0C-6.1 3-3 | UnauBHayanbHOE
6. | Vipassere OIIK 0OC-6.1 V-1 3az[a£me Ne3
KOHTAKTAMIL OIIK OC-6.1 Y-2 | YcTHBIN onpoc
OIIK OC-6.1 B-1
5 OIIK OC-6.1 V-2
Tema 2.3. THBIN OII
7. | YopaBnenue OIK OC-6.1Y-3 & ope
MapKETUHIOM OIK OC-6.1 B-2
OIIK OC-6.1 B-3
5 OIK OC-6.1Y-2 | YcTHBIN onpoc
Tema 2.4.
8. | YmpaBnenue OIK OC-6.1 -3
OIIK 0C-6.1 B-2 | CobecenoBanue
HPOAIIKaMH OTIK 0C-6.1 B-3
Paznen 3. Kpurepun Boioopa CRM-cuctem
S OIK OC-6.1 ¥-2 YcTHBIN onpoc
9 Tema 3.1 Tunsl OIIK OC-6.1 V-3 P
" | CRM-cuctem OIIK OC-6.1 B-2
OIIK OC-6.1 B-3
Ezh;gsyiﬂaﬂ ° OIIK OC-6.1 Y-2 | UnauBuayanbHOe
10. | cronMocts OIIK OC-6.1 Y-3 3aganue Ned
OIIK OC-6.1 B-2 |CobecenoBanue
BJIaJICHUS .
CRM-cuctenmoit OIIK OC-6.1 B-3 | YcrHbIH onpoc
PA3EJI 2
TEKYH_II/IfI KOHTPOJIb ITIO JTUCIHHUITJIMHE
Tekymuii KOHTPOJIb 3HAHUM HUCHOJIB3YETCS I OMNEPAaTUBHOTO U
PEryJISIpHOTO  YMpaBJICHUS  Yy4eOHOM  JEATENIBHOCThIO (B TOM  YHCIIE
CaMOCTOSITeTTbHOW PaboTOl) oOywaromuxcsi. B ycrmoBusx OaIbHO-PEHTHHTOBOM
CHUCTEMBI  KOHTPOJS  pe3yJbTaThl TEKYILIETr0 OICHHWBAaHUS  OOydYarolerocs

HCIOJIB3YIOTCS KaK IO0KAa3aTellb €ro TEKYyLEro peuTuHra. TeKkylmui KOHTPOJb
YCIIEBAEMOCTH OCYILECTBIIIETC B TEUYEHUE CEMECTpPa, B XOJ€ IOBCEIHEBHOMN
y4aeOHOM pabOTHI 10 MHAWBHIYAJILHON WHUIIMATUBE IpenoaaBatelis. JlaHHbINH BUT
KOHTPOJISI CTUMYJIHMPYET y OOYyYalollerocs CTPEMJICHHE K CHUCTEeMAaTH4YeCKOU
CaMOCTOSITEIbHON paboTe MO N3YyUYEHUIO JUCHUTUIAHBI.

Tab0numa 2.1.

Pacnipenenenne 6amioB 1mo Bugam y4eOHOU NEATETbHOCTH
(OanmIpHO-pEeUTHUHTOBAsI CUCTEMA)

HaumenoBanue Bun 3aganus
Pasnena/Temer M3 Beero | K3P | (CP) | U3
YO P3 3a Temy ©)
P.1.T.1.1 1 3 4




\l

P.1.T.1.2 1 3 4 10

P.1.T.1.3 1 3 4

P.1.T.1.4 1 3 4 5 10

P.2.T.2.1 1 3 4

P.2.T.2.2 1 3 4 10

P.2.T.2.3 1 3 4

P.2.T.2.4 1 3 4 5 5

P3.T.3.1 1 3 4

P3.T.3.2 1 3 4 5 10
Hroro: 1006 10 30 40 15 5 40

YO — ycTHBIH 0O1poc;
C — cobecenoBanue;
P3 — pa3zHoypoBHEBbIE 3a/1aHU;

I13 — mpakTHyecKoe 3aHATHE;

K3P — xonTponb 3Hanuii no Pazneny;

CP — camocTtosTenbHas pabota 00ydaromerocs
N3 — unpuBuyanbHOE 3a/1aHUE

2.1. PexoMeHIAMM 110 OLEHUBAHUIO MHIANBUIYAJbHbBIX 321aHUI

o0y4yarommxcs

MakcumaabHoe
KOJIMYECTBO 0AJLJIOB*

Kpurtepun

OTiIn4HO

BricTaBisieTcss 00y4aronieMycsi: €CJId BBITIOJTHEHBI BCE
MyHKTBI PabOThI CaMOCTOSITEIBHO, 0€3 OIIMOOK, €CIIH
NpeUIOKEH 00Jiee palMoHaIBHBIN aJITOPUTM PEIICHHUS
3a/1aqm.

Xopouio

BricTaBnsiercst oOydaromemycsi: €Ciii cCaMOCTOSI TETHHO
BBITIOTHEHBI  BCE  IMYHKTBHI  paOOThI, JOIMYIICHBI
HE3HAYUTENIbHBIC OMIMOKM, €CIU TPEeIIoONKEeH Ooee
palMOHAIBHBIN AJITOPUTM PELICHUS 3aJ1a4H.

Y 10BIIETBOPUTETBHO

BricTaBnsiercst oOydaromemycsi: €Ciii cCaMOCTOSI TETHHO
(WM ¢ TMOMOIIBIO MpPENnoAaBaTesisi) BBINOJHEHBI BCE
YHKTHI pa0OTHI, TOMYyIIEHBI TPyObIe ONMMUOKH.

HeynosnerBopurtenbHo

BricTaBnsiercss oOydaronieMycsi: €Cid €  [OMOUIbIO
MpPEnoaaBaTesl BHIIOIHEHbI HE BCE MYHKTHI palOoThI,
JIOTTYIICHBI TPYObIC OMIMOKH.

* IlpencraBneno B Tabauie 2.1.

THUITOBBIE UHAUBUAYAJIBHBIE 3ATAHUSA 1J1A ITIPOBEPKU

YPOBHS KOMIIETEHLIUHA
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Paszpnen 1. O0mas crpykrypa CRM-cucrem

Tema 1.2 busHec-npoueccbl KOMIAHUHU

NuauBuayanabHoe 3aganue 1
3apaua

UIl wu3roraBmuBaer MeOenb ABYX BHUIOB: cTol W mkad. Jnd
IIPOM3BOACTBEHHOI'O Ipoliecca TPeOYIOTCS CIEAYIOUIMe MaTepuaibl B pacyeTe Ha

OJINH TIPEIMET:

CTOJI nkad
JCII (m.xB.) 5,3 7,9
Pyuka MeOenbHas 3 5
()
Camope3sl (111T) 50 70
Penncul TUIS 4 2
ANMKOB (IIIT)

B mponeccec MpoOnU3BOACTBA BBIITOJIHAIOTCA OIICpAllMM PACIIAJIOBKA U c60p1<a.
B Ta6JII/IIl€ YKa3aHbl paClICHKHN OﬂepaHI/Iﬁ 1 BPCM: BBIIIOJIHCHUA HAa OOWH ITPCAMCT.

CTOJI mkad Crou

MOCTB
orepamnuu B
qac

PacnuioBka 0,7 gaca 1,2 yaca 500
py6

Co6opka 1 gac 1,5 gacoB 200
pyo.

PaGoTh! BBITIONHSIOTCS B OTHOM II€XE, T/I€ UMEETCs J1Ba IEKTPOI003MKa U 5
mypymnoBepToB. O00pyaI0BaHHE pabOTAET IO TOMY e IpaduKy, 9TO H MeX.

OdopmuTth Tpu 3aKaza OT TPEX Pa3HBIX KOHTPAr€HTOB C OJJUHAKOBOMW JTaTON
notpebHocTH .1 3aka3: 8 mkados u 15 cronos, 2 3aka3: 30 mkador u 10 cronos, 3
3aka3: 10 mkadon u 10 cTom0B.

OdopMuUTh BBITYCK TMPOAYKIIMKA M PACCUUTATh CEOSCTOMMOCTh TPOIYKIIUH,
BKJIFOYMB B HEE OOMIEMPOU3BOJICTBEHHBIE PACXOABI MO MPOPHUIAKTAKE U PEMOHTY
AMeKTpoa003uKoB (400 pyd. 3a MpodUIAKTUKY OJHONU MAITHUHBI).

3ananus
N3yuuTh NCTIONB3yeMYI0 TEPMUHOJIOTHIO.
2. Paccmotpets u co3math HEOOXOAMMBIE OOBEKTH HOPMATHBHO-CIIPABOYHOU
uHpopManuu.
3. Co3naTh y4ETHYIO TIOJUTUKY, HAJIOTOBYIO CTaBKY.

=




4. Co3naTh CTPYKTYpPY NPEANPUATHS.

Tema 1.4 YnpasjieHne Ka4eCTBOM

NupuBuayanbHoe 3aqanue 2
3agauya
Jist UIT o nmpousBoacTBY MeOemu:
1. 3anomHUTH HHAUBUAYAJIHHBINA TpadUK MOAPA3IEICHUS.
2. Coznath HOMEHKIATYPY.
3. Co3pmath pecypcHYIO crienupuKaIuio.

Paznen 2. ®yukuuoHaabHocTh CRM-cucrem
Tema 2.2. YnpasiieHHe KOHTAKTAMH
NuauBuayanbHoe 3a1aHue 3

3apaua
Js YIT mo mpou3BoCcTBY MebOen:
1. Co3znatb 3aKa3bl Ha IPOU3BOJICTBO.
Co3naTh cKJIa]] ¥ POBECTHU 3aKa3.
[Toctpouts rpadmk MPOU3BOICTBA.
[TocTpouTh U poaHaTU3UPOBATh quarpammy ["anra.
Co31aTh KOHTPAreHTOB.

o0k whN

Co3nath 3aKylnKy MaTepUalioB.

Paznen 3. Kpurepun Bsioopa CRM-cucrem
Tema 3.2 CoBoKynHasi CTOUMOCTD BJIAa/IeHUSA
CRM-cucremoii
NuauBuayanabHoe 3a1anue 4
3anaua

s YIT mo mpou3BoCTBY MeOeIn:

1. Pemuts 3amaun «JIokanpHOTrO AMCIIETYEpAY !
- (hopmupoBaHrEe MAPIIPYTHBIX JTUCTOB
- popmupoBaHKEe cocTaBa Opuran
- ohopMmiIeHHE BRIPAOOTKH
- o(hopMIIEHHE BBITTyCKA TPOAYKITUU
2. Ilepenaua maTepuanaoB B IPOU3BOJCTBO.
3. Chopmuposath oTdeT «OCTATKH U IOCTYITHOCTH TOBAPOB
4. Hauncnuts 3apmiiary.
5. 3aKpbITh MECSI U y3HATh CE0ECTOUMOCTh MTPOTYKIIUH.

2.2. PeKOMeHIlaIII/II/I 0 ONCHUBAHUIO YCTHBIX OTBE€TOB oﬁyqamumxc;l
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C penbro KOHTPOJSA YCBOEHUS NPONACHHOIO MaTepuala M OIpPENEICHUS
YPOBHS TMOATOTOBJIEHHOCTH OOYYAIOIIMXCS K M3YyYEHHUIO HOBOM TeMbl B Hayale
IIPAKTUYECKOTO 3aHATHS IIPENOAABATEIEM MPOBOAUTCA UHAWUBUIYAIbHbBIN yCTHBIN
OMPOC IO BBIOJIHEHHBIM 33IaHUSAM MPEABITYIIEN TEMBI.

Kpurepun oueHku.

Ouenka «omauyHo» CTaBUTCS, €CJIN O0yUarOUIUICs:

1) noMHO M apryMEHTUPOBAHO OTBEYAET 110 COAECPIKAHUIO BOIIPOCA;

2) oOHapyXHBaeT NOHUMaHUE MaTepuaia,

MOXET OOOCHOBATH CBOU

CYXKACHHUA, IPUMCHUTD 3HAHHWA HA MMPAKTUKEC, TIPUBCCTU HGO6XOI[I/IMBIG IMPUMCPHI,
3) N3J1aract MaTcpual IOCJICAOBATCIIBHO W IIPABUJIBHO, C CO6JIIOI[CHI/ICM
HCTOpI/I‘IeCKOﬁ Hu XpOHOHOI‘H‘lCCKOﬁ IHOCJICAOBATCIBbHOCTH,

Ouenka

xopouio» —

CTaBUTCi, CCJIH 06yqa}01u1/11710ﬂ JacT OTBCT,

YIIOBJICTBOPSIIOH_II/Iﬁ TCM XK€ Tpe60BaHI/I$IM, 4TO M AJIA OLCHKH <«OTJIUMYHO», HO
AOITYCKACT OAHA-ABC OH_II/I6KI/I, KOTOPBIC CaM KC UCIIPABJIACT.

Ouenka

«y008671€MEOPUMETIbHOY  —

CTaBUTCA, €CIHU O6yanOIHHﬁCH

oOHapy’>KHMBaeT 3HAHUE U TTOHMMAHHE OCHOBHBIX MOJIOKEHUH JAaHHOTO 3aJaHusl, HO:
1) u3naraer maTepuall HEMOJHO M JOMYCKAeT HETOYHOCTU B OINpPEICICHHUU
HNOHSTHI UK HOPMYITUPOBKE MTPABUII,
2) He yMeeT JOCTaTOYHO TJIyOOKO M JOoKa3aTeabHO OOOCHOBaTh CBOU
CYKJICHHS U IPUBECTH CBOU IIPUMEPBHI;
3) uznaraet Marepuai Hermocae0BaTeIbHO U JIOMYCKAET OIINOKH.
THUITOBBIE BOIIPOCHI JJIA CAMOITIOAT'OTOBKHA

JJIAA ITPOBEPKU YPOBHS KOMIIETEHIIHU

KonTtponupyembie
pazzaensl (TEMBbI)
y4eOHOM
JUCITUTUTHHBI

Bonpocsl 111 KOHTPOJISI 3HAHUH T10 pa3jiesiaM JUCHUIIIAHBI

Paznen 1. O6mas crpykrypa CRM-cucrem

Tema 1.1 Uctopus
OTHOIICHHH C
KJIMEHTaMHU U

1. Yto ke Takoe CRM.
2. COop B equHYIO KIMEHTCKYIO 0a3y BCEH HAKOIUIEHHOW O
KJIMEHTaX nH(opMaIuu;.

oOMeH 3. OMHUKaHaTBHOCTH B PabOTE C KIMEHTAMH.

uHdopmarnmein 4. CepBucHoe 00cTyKUBaHUE KIUEHTOB

MEXIY 5. Hakomienue 3HaHUI KOMITAHUEHN U YIIPABICHUE UMH.
COTpYJHUKAMU 6. 3auem 6msnecy CRM?

Tema 1.2 busnec- | 7. Ilponecc BctpauBanus moayisi 1C:CRM B 1C:ERP.
MPOLIECCHI 8. Hutepdeiic u ocHoBHBIE BO3MOkHOCTH Moayisi 1C:CRM
KOMITaHUU

Tema 1.3 1. Co3ganme HEOOXOAMMOW CTPYKTYpHI 0a3bl KIMEHTOB U
MoHUTOpUHT KOHTaKTHBIX JTUII.

KayecTBa paboTel ¢ | 2. OpraHm3aius  ONEpPaTUBHON  PETHCTpAallid  HOBOTO
KIIMEHTaMU KJTUEHTA.

Tewma 1.4 3. CRM-(}yHKIIMOHATEHOCTh
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VYmpasneHue 4. PenaktupoBaHue MH(OpPMAIUU MO pealbHBIM (T. €. YK€
Ka4eCTBOM 3aHECEHHBIM B HHGOPMAIMOHHYIO 0a3y) KIHMEHTaM.

5. AHanu3 NOJIHOTHI 3aMOJHEHUS KJIMEHTCKOM Oa3kbl.

6. Cermentanus kiaueHToB. [lonmydyenne HeoOXoauMon

AQHAJIUTUKHU 10 0a3e KJIMEHTOB U KOHTAKTHBIX JIMI[ HA OCHOBE

ABC-ananu3a, XYZ-anaam3a u coBmectHoro ABC/XYZ-

aHanu3a.

7. TlpoBeneHue aHanv3a U3MEHEHUS «BaXKHOCTUY» KIMEHTOB

Y CTaJINi1l B3aMMOOTHOILICHUHN C KITUEHTOM.

Paznen 2. ®yuknuonanbHocTh CRM-cuctem
Tema 2.1 1. Tloumck OBOMHBIX 3aIllMCEM KJIIMEHTOB M KOHTAKTHBIX JIMIL,
Knuentckas 6a3za KOPPEKTUPOBKA WH(OpMAIIHH.
Tema 2.2. 2. OOpaboTka HEOOXOAMMOW TpPYMIbI KIUEHTOB IS
VYnpasnenue MPUCBOCHUS HEO0OXOUMBIX 3HAYCHU U (rpynmoBast
KOHTaKTaMU 00paboTka).
Tema 2.3. 3. Hactpoiika mpaB nocTtyna, HacTpoiika nHTepdeiicon
VYnpasnenue N0JIb30BATEIIS.
MapKETHHIOM 4. KontakTtHble nuua kaueHTta B 1C:ERP
5. ABC-u XYZ-ananu3ssl
6. Opranuzaius npoJax ¢ MOMOIIbI0 OM3HEC-TIPOIIECCOB

Tema 2.4. 7. TIpoexTHbIE TPOAAXKHU
VYnupasnenue 8. moncucrema «bIOIKETUPOBAHUE U TUIAHUPOBAHUEY
IpoJIa’kaMHu 9. B3aumopeiicTBus ¢ KIMeHTaMu B rporpamme ['naBHoe —

Iloura, 3agaun — B3aumoaencTeus

Paznen 3. Kpurepuu Bei6opa CRM-cuctem

Tema 3.1 Tumsl

CRM-cucrem
1. Tloncuctema «CRM u MapKeTHHT»
Tema 3.2
2. Pazmen CRM (Paccouiku knuentam, [IpoBenenue onpocos,
CoBokymnHas
CTOUMOCTE Amnketsl, [11a0G0HBI aHKET)
3. Kak npasmibaO BeiOpath CRM-cructemy?
BIIAJICHUS

CRM-cucremoii

KonTponupyemsie
paznenbl (TeMbI)
y4eOHOM
JUCUUTLTAHBI

Bompochl, BHIHOCHMBIC Ha CAMOCTOSATEIIBHOE 00yUEHHE
0 pasjaenaM JUCIUTUTAHBI
(cobecenoBanme)




12

Paznen 1. O6was ctpykrypa CRM-cucrem

Tewma 1.1 Uctopus
OTHOIIICHUH C

KJIINEHTAMH U 1. O6parHast cBs3b (MOHUTOPMHI KauecTBa pPaOOThHI C
oOMeH KJINEHTAMH )
uHpopmanmein 2. Korga xomnanuu ny>xxen CRM?
MEKIY 3. Ucropus CRM- pemienuii.
COTPYAHUKAMHU 4. Opranu3zanus padoTbl C JIEKTPOHHON MOYTOM.
Tema 1.2 buznec- 5. CoBpemenHoe otHorieHue 6uzHeca k CRM.
POLIECCHI
KOMITAaHU U
Tema 1.3 1. Kak ITOMOKET CRM-cucrema B CO3JaHUU
MoHuTOpHUHT KJIMEHTOOPUEHTUPOBAHHON KOMIAHUU?
KayecTBa pabOThI € 2. OCHOBHbIE MHCTPYMEHTBI, KOTOpPHIE BKIIOYAET B ceOs
KJIMEHTaMHU TEXHOJIOTHSl YNPABJICHUS OTHOIICHHS C KJIHMEHTaMU
(CRM).

Tema 1.4 .

3. ObOmeH uH(popMalmen MEXTY bunnanamu,
Ynpagienue
CAECTROM noJipa3ieJIeHUSIMU U COTpYIIHUKaMHU 0e3

«UH(POPMALMOHHBIX TPOBAIOB)
Paznen 2. ®yuknuonanbHocTh CRM-cuctem

Tewma 2.1
Knuenrckas 6a3a
Tema 2.2. 1. CO6op B enMHYIO KJIMEHTCKYI0 0a3y Bcell HAKOIIEHHOM O
VYnupasnenue KJIMEHTaX UH(opMaIuu;
KOHTaKTaMu 2. AHanu3 npojax ¢ momoinsio «BopoHku mpogax»
Tema 2.3. 3. OCHOBHBIE BO3MOXHOCTH IO YIPABICHUIO
VYupasnenue B3aMMOOTHOILICHUSIMHU C KIMEHTAMU B MOJCUCTEME
MapKETUHTOM «CRM mapkeTusr»
Tema 2.4. 4. IInanupoBaHue U MPOTHO3UPOBAHUE MTPOJAK.
Ynpasienue
MPOIAKAMU

Paznen 3. Kpurepuu Bei6opa CRM-cuctem

Tema 3.1 Tumst

CRM-cucrem 1.
Tema 3.2

CoBokymnHas 2.
CTOMMOCTD 3.
BJIQJICHUSA 4,

CRM-cucremoii

[InaHupoBaHWE M KOHTPOJb KIKOUYEBBIX IMOKa3aTeIeu
nesarenbHoctu (KPT)

HNuTterpanus ¢ IpyruMu CUCTEMaMHU

VYmpasnerare MOOUITBHBIME TPOTA’KAMH.

VYrpaneHue BpeMeHeM (TaliM-MEHEKMEHT)
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BOITPOCHI K 3AYETY C OIIEHKOH

1.3anonHenne u BeaeHue ClpaBOYHUKOB

2.Peructpaiiusi HOBOro KJIMEHTa

3.Ilovck TBOWHUKOB KJIMEHTOB U KOHTAKTHBIX JIUI]
4.AHanu3 MOJTHOTHI 3aNIOJTHEHUST KIIMEHTCKOM 0a3bl
5.I'pynnioBoe u3MeHeHue moien

6.CermMeHTanus KIMEHTOB

7.ABC- u XYZ-ananu3sbl

8.Meton ABC

9.Meron XYZ

10.Perucrpanusi KOHTAaKTOB C KIIMEHTaAMHU

11.ITonydenure uCTOpUK NEPETOBOPOB C KIMEHTOM
12.ITnaHupoBaHNEe KOHTAKTOB, KaJIeH1apb, HATIOMUHAHUS
13.AHanu3 KOHTAKTOB

14.Opranu3zaiust paboThI € IJEKTPOHHON OYTON
15.0pranu3zarus MO4YTOBBIX U AIEKTPOHHBIX PACCHITIOK
16.MuTerpanus ¢ MecceHKepaMu, CepBUCaMH OTIIpaBKku SMS
17.AnTerpanus ¢ TenepoHueit

18.Ilepenaua nHbOpPMAIIIN MEXTY COTPYIHUKAMHU
19.Ilepenaya Tekymux Aen IpyroMy COTpYIHUKY
20.Peructpanus uHTEpeCca KIMEHTA

21.AHanu3 noTpeOHOCTEH KJIUEHTOB

22.0Opranuzaiys IpoJax ¢ MOMOIIbI0 OM3HEC-TIPOIIECCOB
23.Ananu3 npojaax ¢ moMolIblo «BopoHKH Mpoaax»
24.Kounepcusi «BopoHKH mpo1ax»

25.IToaroToBKa KOMMEPUYECKUX MPEII0OKEHUN
26.IToaroroBka Cue€TOB Ha OIJIATY

27.Pabora ¢ 1e0UTOPCKOM 3a10KEHHOCTHIO

28.Ananu3 npoaax, ABC-ananu3 npogax

29.XY Z-aHanu3 mpojiax

30.Benenue crmcka MCTOYHUKOB PEKIAMBI
31.Peructpanivs HCTOYHUKOB PEKJIAMbI TIPH OOPAIICHUH KIUEHTOB
31.IlnannpoBaHKe MAaPKETUHIOBBIX KaMIIaHUN
33.0Opranu3zaiusi MapKEeTUHTOBBIX MEPOIPUATHIA
34.0Opranu3zaius pacCcbUIOK

35.0pranu3zaius TeJeMapKeTHHTa

36.AHanu3 peKJIaMHbIX KaMIIAHUN

37.BCG-maTpuna

38. Hactpoiika mpaB goctyna u HHTep(})EcoB moap30BaTenei
39.«Onepannonnslii» k1acc CRM

40.Ananutnueckuiit CRM

41.Komnaboparmonnsiit CRM

42.Knaccudukamus CRM mo pazmepy 6uzHeca.
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43. Buap! muuensuii Ha CRM-cucremMbl
44. OcHOBHBIE 3314V aIMUHUCTPUPOBAHUS



