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1. llesu u 3212494 AU CIUILIHHBI

Lenbto mpenogaBaHus AUCUUIUIHHBI SBISIETCS (POPMUPOBAHUE Y CTYACHTOB KOMIUIEKCHOTO
IPECTAaBICHUS U TOHUMAHUS KIIFOUEBBIX CTPATETHYECKUX U TAKTUYECKUX KaTeropuil
CRM B cdepe cepBUCHOTO 00CTYKMBaHUS aBTOMOOMIIEH, a Tak:Ke 00y4eHue CTYJAECHTOB
pa3paboTKe U MPAKTUYECKOMY MCIOJIb30BAHUIO OCHOBHBIX METOJUK U HHCTPYMEHTOB
yIPaBJIEHUS OTHOIIEHUSMU C KJIMEHTAMM. 3a1a4uu: ® paccMoTpeTh uctopruro CRM-cucrem
u mecta CRM B poccuiickoM Ou3HeECe; * U3yUUTh CYIIHOCTh, POJib U Ha3HaueHne CRM-
CUCTEM; ®* U3yUYUTh OCHOBHBIE HHCTPYMEHTBI U METOJIMKH YIIPABICHUSI OTHOLIEHUSIMU C
KJIMEHTAMM; * CIOCOOCTBOBATH (POPMUPOBAHUIO KYJIBTYpPbI IPOU3BOICTBEHHOTO
MBILIJICHUS.

Kparkoe conepxxanne JTuCHMILTHHBI

Henu BHenpennss CRM. @ynkiuu CRM. Bugel cuctem ynpasieHus
B3aMMOOTHOILIEHUSAMH ¢ KnueHTaMu. OcHoBHBIE TpeuMyniectBa CRM-cucreM. YenoBus
sddextuBHOCTH CRM. Tunoseie omubku npu BueApennn CRM. [Iporpammel
YIIPaBJICHUS] B3AUMOOTHOLIEHUSIMU C KJIMEHTaMHU

2. Komnerenuum o0y4yaromerocsi, popMupyemMblie B pe3yJibTare 0CBOCHHA
AUCIHUNIMHBI

[TnaampyemMble pe3yabTaThl OCBOCHUS [Tnanupyemblie pe3yabTaThl
OIT BO (kommieTeHIInN) 00ydYeHHUS 110 AUCITUTUTHHE

3HaeT: OCHOBHbIE KAaTETOPUH U HHCTPYMEHTHI
coBpemenHoro CRM, BkJtouasi: CBs3b
YIOBJIETBOPEHHOCTH U JIOSUIBHOCTHU KIIMEHTOB C
IIOKa3aTCIAMU ACATCIbHOCTH KOMIIaHHUH, ITOAXOAbI K
aHAMM3y U GOPMHUPOBAHUIO KJIMEHTCKOTO OIBITA,
XaPAKTCPUCTUKU MOBCACHUSA COBPCMCHHBIX
notpeduTenel, crpareruyeckue acmekTel CRM.
'YMeeT: HCIoJIb30BaTh MOJIYYCHHBIC TCOPCTUUCCKUC
3HAHMS IS TPOBEICHMS aHaIH3a (ayIuTa) YpOBHS
[Pa3BUTHSI OTHOILICHUH ¢ KIIMEHTaMH, Pa3paboTKu
[pEKOMEHAIH [P pelIeHn: OM3Hec-3a1a4 B
obmactu CRM.

[1K-2 Crioco0eH oCyIecTBIATh MPOIAKy
TPAHCIOPTHBIX CPEICTB U pabOTaTh C KIIMEHTOM,
IPOBOAUTEH TIOCIETIPOAAKHOE 00CITY)KUBAHHE

3. Mecto nucuuninnbl B ctpykrype OII BO

[Tepeuenp npeanIecTBYOMUX JUCIUIUINH, [Tepeuens nociaeayOMMX AUCIUIINH,
BUJIOB pabOT y4eOHOro MmjiaHa BUJIOB paboT
Her He npexycMmorpensl

TpeboBaHMs K «BXOIHBIMY» 3HAHUSIM, YMEHHUSM, HABbIKAM CTY/I€HTA, HEOOXOIUMbIM
IPY OCBOCHUHU JTAHHOM AUCIMIUIUHBI U IPUOOPETEHHBIM B PE3yabTaTe OCBOCHUS
IPEAIECTBYOIINUX TUCIUILUINH:

Her

4. O0béM 1 BUABI YUeOHOI PadOTHI




OO6mas Tpya10€eMKOCTh JUCHUIUIMHBI cocTaBseT 3 3.¢., 108 4., 68,5 4. KOHTaKTHOM

paboThI
Pacnipenenenue no cemectpam
Bcero B yacax
Bun yue6HO# paboThI
4acoB Howmep cemectpa
8
OO6mmas Tpy10EMKOCTh AUCIIUTUTHHBI 108 108
AyoumopHhvie 3auamusi: 60 60
Jlexuuu (JI) 24 24
[TpakTudeckue 3aHATUS, CEMHHAPHI U (FITH) IPYTHE BHIIBI 36 36
aynuTopHbIX 3aHsaTui (I13)
Jlabopatopusie pabotsl (JIP) 0
Camocmosmenvras paboma (CPC) 39,5 39,5
C IPUMEHEHUEM JIUCTAHITMOHHBIX 00pa30BaTeIbLHBIX
TEXHOJIOTUI
Brimonaenue pedepara 39,5 39.5
KoHcynbTanum 1 mpoMexXyTodHas aTTeCcTalus 8,5
Bun koHTpOs (3aueT, aud.3auet, IK3aMeH) JK3aMEH

5. ConeprxkaHue TUCHMIIIMHBI

OObeM ayTUTOPHBIX 3aHATUH 110
pa;ﬁ:ﬂa HanmenoBanue pasziesioB qUCIUTLIAHbL BU/aM B lacax
Bcero JI I13 JIP
1 |[Ipennoceuiku nosiBieHust CRM-cucrem 4 4 0 0
) KoHuenuus ynpasieHHs B3aUMOOTHOIIEHUSIMU C 4 4 0 0
KJIMEHTaMU
3 |OcHoBHbIe puHIUIIEI paboTel CRM-cuctem 8 8 0 0
4 Buzsl cucteM ynpaBieHUs B3aUMOOTHOILEHUSIMH € 16 4 12 0
KJIMCHTAaMHU
5 KOMITOHEHTBI CHCTEMBI YIIPABIECHUS B3aUMOOTHOILIEHUSIMU 12 4 2 0
C KJIMEHTaMHU
6  |MHTerpupoBaHue NCTOUHUKOB MH(OPMALIUU O KIIUEHTE 8 8 0
7  |KOMITIOHEHTHI MHTETPALUN KIUEHTCKUX JaHHBIX 8 0 8 0
5.1. Jlexkuun
Ne Ne Kox-
nexuuulpasena HaumeHnoBaHue nim kpaTkoe cofepKaHue JIEKIIMOHHOTO 3aHATHUS BO
4acoB
1 1  [Mcropust CRM-cuctem u mecro CRM B poccuiickom 6u3Hece 4
2 2  |Uenu u 3amaun CRM-cucrem 4
3 3 |OcnoBHbie npuHIUIEl CRM-cuctem 4
4 3 [Tupamuna neHHocreit norpedurens. JlosnbHOCTh TOTpEOUTENEH. 4
Knaccugukarus norpedureneil o cTeneHu J0sIbHOCTH
5 4 |00630p onepanMOHHOM, aHAIMTHYECKON 1 KoMOMHMpoBaHHOU cructeM CRM 4
6 5  |KoMIIOHEHTHI CHCTEMBI YIIpaBIeHHs B3aMMOOTHOIICHUSIMH C KJIMEHTaMHU 4




5.2. IlpakTHyecKne 3aHATHS, CEMUHAPBI

Kom-
Ne Ne HanMeHoBaH#e WM KpaTKOE COMEPKaHUE MPAKTUYECKOTO 3aHATHS, CEMUHApa BO
3aHATUA[pa3IeNa]
4acoB
8 4 [[IpuiokeHHs] aBTOMATH3ALUN TTPOJIANK 6
8 4 |Onepanuonnslii CRM 6
9 S [lIpunoxkeHus: aBTOMaTU3alMy MapKETUHT A 4
10 5  ([IpuoxkeHus: aBTOMaTH3AIMU CITY>KObI MOJACPIKKH U 00CITY>KUBAaHHS KIIMEHTOB 4
7 6 |Onepaunonusiii CRM 4
1 6 CucTreMbl 10 YIIPaBICHUIO MAaCTEP-IaHHBIMU, CPEACTBA HHTETPAIIH TAHHBIX O 4
KJIMEHTaX
12 7  |[lIATb KOMIIOHEHTOB UHTETPALMU KIUEHTCKUX JAHHBIX 4
13 7  |[lIATb KOMIIOHEHTOB UHTETPALMU KIUEHTCKUX JAHHBIX 4
5.3. JIaboparopHbie padoThI
He npenycmorpenst
5.4. CamocrosiTesqibHasi padoTa CTyIeHTa
Beimonaenne CPC
Crnncox nureparypsl (¢ yKkazaHUEM Kon-
[Toneun CPC pas3zenos, ras, CTpaHuIl) / ccbuika Ha  [CemecTp| BO
pecypc JacoB
a) ocHoBHas Juteparypa: 1. Heroam, O.
[Touemy He pabotatoT cuctembl CRM:
'YipaBieHHuEe OTHOIIEHUSIMU C KIIMEHTaMH
[Texct] ®@. Hproenn ; nep. ¢ anm. A.
CraruBka. - M.: JloOpas kuura, 2004. - 365
c. 2. CRM : npakruka 3¢)()eKTHBHOTO
ousneca [Texct] A. KynuHoB u fp.; of pef.
M. Copokuna. - M.: 1C-ITabnumunr, 2012. -
460 c. un., Tadi. 22 cm 3. Ilewn, O.
PykoBozncteo mo CRM. ITyTs k
COBEPIIIEHCTBOBAHUIO MEHEHKMEHTA
kiueHToB [Tekct] 3. Ileitn ; nep. ¢ anm. C.
B. KpuBomeun ; Hayu. pen. . A. XoxJjoB. -
Munck: ['peBuos [Tabnumep, 2007. - 373 c.
Brinmonaenue pedepara Wi1. 0) AOTONHUTENbHAS TuTeparypa: 1. 8 39,5

Croyn, M. MapKkeTHHT, OpHEHTHPOBaHHBIN
Ha otpeduTens : Mcnonb3oBanue CRM
TEXHOJIOTMH JUIsl IPUBJICYEHUS] TOKYyTIaTeIeH
[Texct] M. Ctoyn, H. Bynkoxk, JI.
Mbutunrep ; nep. ¢ anri. M. BecenkoBoid. -
M.: I'pann: @aup-Ilpecc, 2003. - 330, [1] c.
2. Yepkamus, I1. A. Crparerus ynpasneHus
B3aMMOOTHOIIIEHUsIMU ¢ KiineHTamu (CRM).
['0TOBBI 1K BBI K BOMHE 32 KineHTa? [TekcT]
yueOHoe nocodue I1. A. YepkamuH. - M.
HutepHeT- YHuBepcuTeT MH(pOpMaMoHHbIX
Texnonorwuii, 2007. - 375 c¢. un. 23 cMm. B)
0TEUECTBEHHbIE U 3apyOeKHbIE KYPHAIIBI IO
TUCIIUILIMHE, UMEeoIrecst B OubInoTeKe: I)




MCTOAUYCCKUC YKa3aHUA JJIs1 CTYACHTOB I10
OCBOEHHUIO TUCLIUIUIMHEL 1. Boinerkanuna,
A.O. CRM-cuctemsl : yueOHOE Tocodue /
A.O. Beuterskanuna. — Mocksa ; bepinuH :
[Tupexr-Menna, 2016. — 100 c. u3 Hux:
yueOHO-MeToInYecKoe obecreueHme
CaMOCTOSITENIbHON pabOTHI CTyIeHTa: 2.
Breurerskannna, A.O. CRM-cucremsr :
yaebHoe nocobue / A.O. Bourterkanuna. —
Mocksa ; bepnun : Jlupexr-Menua, 2016. —

100 c.

6. Tekymmii KOHTPOJIb YCIIEBA€MOCTH, IPOMEKYTOYHAS aTTECTAUA

KoHTpons kauecTBa 0CBOCHHS 00pa30BaTEILHOMN MPOrpaMMbl OCYIIIECTBIISICTCS B
cootBeTcTBHH ¢ [TonokeHreM 0 OaTbHO-PEUTHUHTOBOW CHCTEME OIICHUBAHUS PE3YIbTaTOB
y4eOHOM JIeSITEIHHOCTH 00yYarOIIUXCSl.

6.1. KouTpoabubie meponpusitusa (KM)

Ne | Ce-
KM|mectp

Bun
KOHTPOJISt

Hazsanue
KOHTPOJIBHOTO
MEPOTIPUSTHS

Bec

Makc.
Oan

[Topsiaok HauucaeHus: 6aioB

Y-
THIBA-

eTCs B
[TA

Texyuui
KOHTPOJIb

IIuceMeHHBbIH
ompoc

CryneHTy 3a7atoTcs 3 BOMpoca U3 CIUCKa
KOHTPOJILHBIX BOIIPOCOB.

Bpewmsi, oTBeZieHHOE Ha ompoc -15 MUHYT
[IpaBuIBHBIN OTBET HA BONPOC
COOTBETCTBYET 2 Oajuiam.

JacTUYHO IPaBUIIBHBIA OTBET
COOTBETCTBYET | Oasty.

HenpaBuiabHbBINA OTBET Ha BOMPOC
cootBeTcTBYET () OaIoB.

3a4TeHo: peUTHHT 00yJarolerocs 3a
MepornpusTHe 6osbiie win paseH 60 %.
He 3aureno: pedTHHT oOyyaromierocs 3a
Mepornpusitue Menee 60 %.

He 3aureno: pedTHHT oOyyaromierocs 3a
Mepornpusitue MeHee 60 %.

OK3aMCH

Texymui
KOHTPOJIb

[loaroroBka
KOHCIIEKTA TI0
TEME

KoHcIeKTHpOBaHHUE OCYIIIECTBISIETCS B
TEUCHUHU CEMECTPa M0 MEPE U3yUeHUs
MaTepuata B paMKax caMOCTOATEIbHOU
PabOoTHI.

/17151 KOHCTICKTHPOBAHMSI CTYACHT JIOJKEH
BBIOpATh HE MEHee 3 TeM M3 CITHMCKa JTM00
BEIOpATh MHTEPECYIOIIUE €TO TEMBI,
CBSI3aHHBIC C U3y4aeMOMW JUCHMIINHOM.
MakcHMaJIbHOE KOJIUYECTBO OalioB — 3.

Becoroii koadumpeHT meporpustus — 1.

KoHcriekT 0opMIIeH U OTpakaeT
conep)kaHue 3 TeM U3 CTHCKa - 3 Oaa.
KoHcriekT 0opMIIeH U OTpakaeT
colepkaHue 2 TeM U3 CTHCKa - 2 Oaa.
KoHcriekT 0opMIIeH U OTpakaeT
conepkanue 1 TeMbl U3 criicka - 1 6anm.

OK3aMCH|




KoncnexT orcyTcTer - 0 6aios.
3auTeHO: pEUTHHT 00yUYarOIIerocs 3a
MepornpusTHe 6osblie Wi paseH 60 %.
He 3auTeHo: pedTHHT 00ydaromerocs 3a
Meponpusitie MeHee 60 %.

Texymui
KOHTPOJIb

IloaroroBka

pedepara
(CPC)

[ToaroroBka pedepara ocyecTBisercs B
pamMKax caMOCTOATEIbHON pabOThI
cTyaeHTOB. CTy/lIEeHT BHIOMpAeT TeMy U3
CITMCKA W TOTOBUT pedepar.

Pedepar noxrorosneH, opopmIIeH U
OTpaxkaeT TeMy - 5 6ajioB.

Pedepar noarorosneH, odpopmiieH, HO
JaCTHYHO OTpaXkaeT TeMy - 4 Oasia.
Pedepar He 3aBepieH, TEMa pacKpbITa
¢dbparmeHTapHoO - 2 Ga.

Pedepar orcyrcTByer - 0 6asios.
3auTeHO: peUTHHT 00yYJaroIIeToCs 3a
MepornpusTHe 60sblie Wi paseH 60 %.
He 3auTeHo: pedTHHT 00ydJaromierocs 3a
Meponpusitue MeHee 60 %.

ODK3aMCH

[Tpome-
4 8 KYTOYHAs
arTecTanys

Tect

10

KonmnuecTBo npaBuiibHbIX 0TBETOB 10 13 10 -
10 Ganos.

KonmuecTBoO npaBUIIbHBIX 0TBETOB 9 13 10 -
9 6amnos.

KonmuecTBO npaBUIIBHBIX 0TBETOB 8 U3 10 -
8 0aIoB.

KonnuecTBO npaBUIIBHBIX 0TBETOB 7 U3 10 -
7 6aos.

KonndecTBO npaBUIIBHBIX 0TBETOB 6 13 10 -
6 6aIoB.

KonnuecTBO paBUIIBHBIX 0TBETOB 5 13 10 -
5 6amnos.

KonmuecTBo npaBUIIbHBIX 0TBETOB 4 13 10 -
4 GaoB.

KonnuecTBoO npaBUIIBHBIX 0TBETOB 3 U3 10 -
3 Gamna.

KonnuecTBO paBUIIBHBIX OTBETOB 2 U3 10 -
2 baina.

KonnuecTBo npaBUiIbHBIX 0TBETOB 1 13 10 -
1 6an.

3auTeHO: peUTHHT o0ydaromierocs 3a
MeporpusTie 6ombiie nin paseH 60 %.

He 3auteHo: peiTuHr oOyvaromerocs 3a
Mepornpusitue MeHnee 60 %.

OK3aMCH|

6.2. Ilpouenypa nposeaeHusi, KpUTEPHUH OLCHUBAHUS

Bun
MPOMEKYTOUHON
aTTecTaluu

[Ipouenypa npoBeneHus

Kpurepun
OLICHUBaHUS

Ha sk3ameHe npoHucXoqUT OlIeHUBaHUE YYEOHOM JIesITeIbHOCTH
00y4aroLMXCsl 10 JUCLUIUIMHE Ha OCHOBE MOJIyYEHHBIX OLIEHOK 3a
JK3aMeH KOHTPOJIbHO-PEUTUHTOBBIE MEPOIIPUATHUS TEKYLIErO KOHTPOJIS U
MIPOMEKYTOUHOM arrectanuu. [Ipy orleHuBaHNN Pe3yapTaToB

yueOHO IesITeTbHOCTH 00yUalOIIerocs M0 AUCHUIIMHE

B coorBeTcTBHU C
. 2.5, 2.
[Tomoxxenus

6




HCIIOJIB3YCTCA GaHHbHO-pef/’ITI/IHFOBaH CHUCTEMA OLICHUBAHUA
pPe3yJIBTaTOB YUEOHOM JIeATeTbHOCTH 00ydarommxcs (yTBepKaeHa
npuka3oM pektopa ot 24.05.2019 . Ne 179).

6.3. OueHo4yHbIE MATEPUAJIBI

KommnereHnun Pesynbrarsl 00yueHus KM

3HAeT: OCHOBHbBIE KaTETOPUHU U HHCTPYMEHTHI coBpeMeHHOoro CRM, Bkirouasi: CBA3b
YIOBIETBOPEHHOCTH U JIOSUIBHOCTHU KJIMEHTOB C IOKA3aTEsIMU IEATENbHOCTU

[1K-2 KOMIIaHWH, TTOJIXO/Ibl K aHATU3Y U (POPMUPOBAHHIO KIIMEHTCKOTO OTIbITA, HHHH
XapaKTEPUCTUKU MTOBEJCHUS COBPEMEHHBIX MTOTpEeOUTENIEH, CTPaTernIeCcKue
acrektel CRM.

'YMeeT: UCTI0Ib30BaTh MOJyUYEHHBIE TEOPETUUECKUE 3HAHUS /IS IIPOBEACHUS
[1K-2 aHayn3a (ayauTa) ypOBHS Pa3BUTHUS OTHOILIEHU C KIIMEHTaMU, pa3paboTKu HH-
peKOMEeHalui pH pemeHun Ou3Hec-3a1a4d B oomactu CRM.

q)OHI[BI OLOCHOYHBIX CPCACTB I10 KAXKAOMY KOHTPOJIbHOMY MCPOIIPUATHUIO
HaXOIATCA B IIPUIIOKCHUAX.

7. YueOHO-MeToAMYeCKOEe 1 HH(OPMAIIMOHHOE OOecriedeHUue TUCIMIITIMHBI

IleuaTHas yyeOHO-MeTOAMYECKAS JOKYMEHTALMS
@) OCHOBHAs Tumepamypa:
1. HuadopMannoHHBIE TEXHOJOTUU B MapkeTuHre [ TekcT]| yued. /uist By30B
1o 2KOH. crienuanbHocTsM [. A. Turopenko, I. JI. Makaposa, [[. M. Jlaituto6eros u
ap.; oxa pen. I. A. Tutopenxko. - M.: KOHUTH, 2001. - 333, [2] c. ui.
2.  Kopuees, U. K. UndopmanrionHbie TEXHOJIOTHH B yripaBieHuu [ Tekcr]
. K. Kopuees, B. A. Mamypues. - M.: UTHOPA-M, 2001. - 156, [1] c.

0) OononHumenbHas IUmepamypa:
He npenycmorpena

8) omeuecmeenHuvle U 3apy0edtCHble HCYPHANLL NO OUCYUNTUHE, UMerowuecs 8 bubauomexe:
He npenycmorpensl

2) MemoouuecKkue YKasaHus 0Jis Cmyo0eHmos8 no 0C80EHUIO OUCYUNTUHDL.
1. Bemerkanuna, A.O. CRM-cuctemsl : yuedHoe rnocodue / A.O.
Bruterskanuna. — Mocksa ; bepnun : Jlupekr-Menua, 2016. — 100 c.

U3 HUX: y4eOHO-Memoouyeckoe obecneyerue camocmosmenvpHoll pabomsl cmyoeHma:
1. Bsurerxanuna, A.O. CRM-cucremsl! : yuebroe mocobue / A.O.

Bruterxanuna. — Mocksa ; bepnun : lupexkr-Meaua, 2016. — 100 c.

3ﬂeKTp0HHaﬂ yqeﬁno-MeTonnquKaﬂ AOKYMCHTAIlUA

HaumenoBanue
Bnu, ecypca B
Ne A peeyp . Bubnuorpagpuueckoe onrcanue
JTUTEPaTyPhI AIIEKTPOHHOMN
dbopme
1 |donomauTenbHas |ScienceDirect CRM online. HezaBucumebrit CRM — moprai.




| |HHTepaTypa | |https://www.sciencedirect.com/book/978 1555582630/crm

[Tepedyens ncmoaL3yeMOro MporpaMMHOTO 00eCTICUCHHUS:
Her

[Tepedenp ncnonb3yeMbIx MpoheCcCHOHABHBIX 0a3 TaHHBIX U WH(DOPMAITMOHHBIX
CIIPABOYHBIX CUCTEM:

Her
8. MarepuajibHO-TeXHHYECKOE o0ecredeHne 1 CIUTTHHbI

He npenycmorpeno



