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

IIAHUPYEMBIMH Pe3yJIbTATAMH OCBOEHHS MPOTrPaMMbI

1.1. Juctunmaa b1.B.JIB.05.03 «YmpaBnenue B3auMmootHomieHussMu ¢ kineHTamu (CRM)»

o0ecIieunBaeT OBJIAJICHUC CIICAYIOIHUMU KOMIICTCHIIUAMMU:

UHQOPMaIMOHHBIC
TEXHOJIOTUU JJIsI PEIICHHUS
NPUKJIAJHBIX  (prUHAHCOBO-
HKOHOMHYECKHX 337139

Kon Haumenosanue Kon HaumenoBaHue ntamna OCBOCHHUS
KOMIIETEeHLIUU KOMIIETEeHIIUU JTara OCBOEHUs KOMIIETE€HIIUU
KOMIIETEHIINU
[IKc OCII -6 | Cnocobnocts mnpumensats | [IKc OC 11— 6.3 CrnocoOHOCTh  MPUMEHSTh  TIPH

pelieHnn npo¢eCCUOHATBLHBIX
3aJa4 OCHOBHBIE METOJIbI, CTIOCOOBI
U CpEeICTBa IMOJYYCHUS, XPaHCHHS
U TpenodopaboTku uHOOpMAIUH,
YOPaBISATh B3aUMOOTHOIIICHUSIMU C
xmentamn  (MSD CRM) B
MPEIINPUHUMATETBCKOMN
NEeSITeTPHOCTH. B TOM YHCIE C
HCIOJIb30BaHUEM COBPEMEHHBIX
WHPOPMAIIMOHHBIX TEXHOJIOTHHA U
MIPOrpaMMHOT0 00€CIICUCHHSI.

1.2. B pe3ynbraTe OCBOCHUS TUCIMIUIMHBI Y CTYIEHTOB JOJDKHBI OBITH C(HOPMUPOBAHBI:

OT®/TP Koa srana
(mpu HAIM4YMH OCBOCHUSA Pe3yabTarhbl 00y4eHus
npodgcranaapra) KOMIIETEHIM U

OoT® HA YPOBHE 3HAHUIA:
B. Pa3paboTka oTnenpHbIX TeopeThyecKas OCHOBA yIpaBJICHUS
(yHKIIMOHATBHBIX B3aMMOOTHOIICHUAMU C KJIMEHTaMHU; TEHICHIUU
HalpaBJIeHUH ynpaBieHus pa3sBUTHUS COBPEMEHHBIX TEXHUYECKUX CPEICTB U
puckamu MH(OPMALIMOHHBIX TEXHOJIOTHUH;
TD HA YPOBHE YMEHHUIi:
B/02.6 paboTaTh ¢ MPOrpaMMHBIMUA KOMIUIEKCAMH 10
JloKyMeHTHpOBaHUE [Kec OC [[— 6.3 | YMPABICHUIO KIMEHTCKUMH B3aUMOOTHOIICHUSAMH;
npouecca yIpaBICHUS ' MCIIOJIb30BaTh JUIsl PELICHUS aHAIUTUYECKUX U
pUCKaMu u yIpaBJIeHYECKHX 33124 HHPOPMaLlMOHHBIE
KOPPEKTHPOBKA PEECTPOB TEXHOJIOTHH
PHUCKOB B paMKax

HA YPOBHE HABBIKOB:
OTJEJILHBIX ousHec-

pasBUTHE U TOAJEPKAHUE  JOJITOCPOUYHBIX
IpOLIECCOB u .

OTHOIIEHUH €  KIMEHTaMHu;  (OPMHUPOBAHUS
(yHKIIMOHATBHBIX

. 3alpOCOB K NCTOYHHMKAM JIaHHBIX.

HalnpasJICHUH

2. O0bem H MecTO JUCHUILINHBI B cTpykType OII BO

Huctummmuaa  b1.B.J1B.05.03

((praBJ'IeHI/Ie B3aMMOOTHOIICHUSIMH C KIHCHTaMHU

(CRM)» cocTaBisieT 4 3a4eTHbIE SAUHUIBL, T.€. 144 aKaJeMUYECKUX Yaca.




Ha konTakTHyro paboTy c mpemogaBaTeleM BbIAeIeHO 66 yacoB, M3 HHX 32 yaca
nekuuii u 32 yaca MPaKTUYECKUX 3aHATUM, 2 yaca KOHCYJbTAIlMH, Ha CaMOCTOSATEIbHYIO
paboTty oOydJaronuxcs BeIIeTIeHO 74 daca Jjist ouHOM ¢/o.

Ha xoHTakTHyI0 paboTy c mpemnojaBaTeneM BblaelaeHO 16 yacoB, U3 HUX 14 YacoB
MPAKTHYECKUX 3aHATHA, 2 Yaca KOHCYNbTAlMH, HA CAMOCTOATEIbHYIO paboTy O0ydaroniuxcs
BbIIeNieHO 124 waca nmst 3a0uHOi (/0.

HucuuminHa peanusyercs nocie nzydeHus tuciuiuinibl b1.B.10«®uHancoBbIe pbIHKH
u uHcTUTYTh»; b1.B.11 «KopnopatuBHbie ¢puHaHCH» Ha 4 Kypce B 7 ceMecTpe i CTYA€HTOB
ouHoi popmbl oOyuenus; Ha 4 U 5 Kypce, B 8 U 9 cemecTpe A CTYJAEHTOB 3a09HON (HOPMBI
o0ydeHusl.

I/IsyquHe JUCHUIITIMHBI 3aKaHYHUBACTCS 3a4C€TOM C OHGHKOI\/II.

JucuuiuinHa —peanusyercs C TNPUMEHEHHEM JTUCTAHIMOHHBIX  00pa3oBaTeIbHBIX
texHosoruii (nanee — J10T).

JlocTynn K cucteMe IUCTaHIMOHHBIX OOpPa30BaTENbHBIX TEXHOJOTUH OCYIIECTBIISAETCS
KaXJIbIM 0O0YyYalomuMCsl CaMOCTOSITEIbHO C JIF0OOOT0 yCTpoWcTBa Ha moptaine: https://sziu-
de.ranepa.ru/. ITaposp 1 TOTHH K TMYHOMY KaOWHETY / MPOUIIIO MPEIOCTABISIETCS CTYACHTY B
JIeKaHaTe.

Bce ¢dopmbl Tekymiero KOHTpOIIsl, MPOBOAUMBIE B CUCTEME TUCTAHIIMOHHOTO OOydeHUs,
OLICHMBAIOTCS B CUCTEME JUCTAHIIMOHHOTO 00y4YeHHs. J[ocTym K BHIEO M MaTepraiaM JICKIHIA
NPEJOCTABIISIETCS] B TEUEHHE BCEero cemectpa. JlocTyn K KaxaoMy BUAY pabdOT UM KOJIUYECTBO
MIOMBITOK Ha BBITIOJHEHUE 33JaHUSl TPEIOCTABISIETCS Ha OTPAaHUYCHHOE BpEMsl COTJIACHO
periaMeHTy JOUCHMIUIMHBL, onmyOsimkoBanHomy B CZO. IlpenonaBatens — OIEHHMBAET
BBITIOJIHEHHBIE 00ydJaronuMcst padoTel He no3aHee 10 pabouux aHEH mociie OKOHYaHHS CpOKa
BBITIOJTHCHHUS.

3. Conep:kaHue ¥ CTPYKTYpa IMCIHHUIIIHHBI
Ounasa ¢hopma ooyuenusn

dopma
O0beM AUCHUILIMHBI, Yac.
TeKyLIero
KOHTPOJISt
KonTtakTHas padoTa o
HaumenoBanue tem ycreBaeMocTH**,
Ne n/n oldyyaromuxcs ¢ .
(pasaenos) NPOMEKYTOYHOM
Beero npenoaaBaTeiemM CP D —
10 BUAAM y4eOHBIX 3aHATHIl
J JIP 3 KCP
CRM B
Tema .
) peANPUHUMATEITHCKOM 20 6 - 14 0]
JIEATEIbHOCTH
Tema BBenenue B
) HHPOPMAITHOHHYIO CHCTEMY 26 6 6 14 K
CRM
Tema
3 VYrpagsieHue npogakaMu 28 8 10 18 Ke




Te4Ma VipaBiieHHEe MapKETHHIOM 32 8 10 14 0]
Tema VYnpasieHue 26 6 6 14 o
5 o0cCITy)KMBaHUEM
[IpomexyTouHas arrectauus 4 3a0
Bcero: | 144 32 32 2 74
3aounan popma odyuenusn
O0beM AU CUMILIMHBI, Yac. ®opma
KonTakTHas padora TEKyILIero
00yJaIOIINXCH € KoHTpoJIs
Ne /i HanmenoBanme TeM l‘[pel‘[()}IaBaTe.]]eM ycneBaeMoCTH
(pasnesioB) Bcero Cp >
10 BUJAM Y4eOHBbIX NPOMEAKYTOUHO
3aHATHH i
J JIP 3 | KCP arrecTanuu***
CRM B 0]
Tema 1 MPEANPUHAMATETbCKON 24 - 24
JEATENHLHOCTH
Beenenue B K
Tema 2 | uH(MOPMAMOHHYIO CHCTEMY 28 2 26
CRM
Tema 3 VYrpasieHue npojaKamMu 30 6 24 Ke
Tema 4 | VYmpasieHne MapKETHHTOM 30 4 26 O
Tema 5 Vupasnenue 26 2 24 0]
00CTyKMBaHUEM
[IpoMexxyTouHas arrecranus 4 3a
Bcero: | 144 14 2 124

sk

—  paspabomuux yKkasvigaem HeobXooumvlie Gopmovl

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

mexKyuieco KOHmpOJist  ycneeaemocmu.

*EE - paspabomuux ykazvieaem HeoOX0OUMble DOPMbI NPOMEHCYMOUHOU ammecmayuu: 3avem (3a),
axzamen (3a).

Conep:xaHue IMCUMILINHBI

Tema 1. CRM B npeanpuHUMATEIbCKOM AeSITeIbHOCTH

Omnpenenenue

CRM. OcHoBHBIE

KOMITOHEHTHI

U HHCTPYMEHTHI

CRM. UYro naer

npennpuauMarento CRM. Acnektst CRM. OcHoBHeble aelicteus npu IIpogakax, Mapkerunre,

O6cnyxuBanuu. 7 ctparernit CRM. MHdopmanrionHsle cuctemsl nojaaepxku CRM

Tema 2. BBenenue B uHpopmanuonnyio cucremy CRM
Opranuszanus naHHbelX. OcHoBHBIE paznensl: [Iponaxu, Mapkerunr, CepBuc. Tunsl JaHHBIX.
Tunsl 3anuceir. Jlentsl mpoueccoB. I[lonb3oBarenu cuctembl u ux ponu. Mubopmaius o
NENUCTBUSIX. AHAIUTUYECKUE ITAHEIN.

Tema 3. Ynpasienue npoaakamu
OCHOBHBIC TOTPEOUTEIILCKUE CIICHAPUHU TMPOJXK. 3alMCH WM JIaHHBIE B MpOIeccax MpPOJax.
WNurepec, Bosmoxnas caenka, Kommepueckoe mpemnoxenue, 3aka3, Cuer. 3amucu o
KOHTaKTaX, KOHKYpPEHTaX W ToBapax (Karajor mnpoaykiuu). [Ipaiic — JHCTBI M CXEMBI
neHooOpazoBanus. JlutepaTypa 1O mpojakaM. YTpaBieHHWE 3alucCsiIMH O NpojAaxax B
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COOTBETCTBUM C JIGHTOM Ipolecca NpoJak M HA3HAYEHHBIMU POJSIMU TOJb30BaTeleH.
Hcnons3zoBanne (uHaHCOBOW WH(MOpMAIMHU, coaepkamenics B 3anmucsax o mpogaxax CRM.
[TocTpoeHre aHATUTHUECKUX TaHeNed nns  pa3paboTku  A(P(HEKTUBHON CTpaTeruul o
YIYUIICHUIO SKOHOMUYECKOHN JACATEIHHOCTU MPEATPHSITHS.

Tema 4. YnpaBjieHue MapKeTHHIOM

[{ukn mapkeTuHra ¢ oopaTHoil cBsi3bo. Co3/1aHKe U UCTIONIBb30BaHNE MAPKETHHIOBBIX CITUCKOB.
Hcnonb3oBanne moxaynei «bbicTppie kamnanum» U «MapkeTuHroBele kammnanum» B CRM.
[labnoubl kamnanuii. Pone perucrpanuu AeUCTBUM U MapKETUHTOBBIX CIIMCKOB B KaMITaHUHU.
Hcnons3zoBanue JlutepaTyphl 1o Mpoja)kaM B KaMIAaHUAX. 3aXBAaT M YIPABICHHUE OTKIMKaAMU
Ha Kamnanuio. CBs3p ¢ HMHTepecamu B Moayne mnpojax. Mcmonb3oBaHue (QUHAHCOBOM
uHopMaluy, cofepxaiieincs B 3anucax o kamnanusx CRM.

Tema 5. Ynpasienue o0c1y:KuBaHuem

OcHoBHbIE TOTpeOUTENbCKUE CLieHapuu oOciyxuBaHus. CyIIHOCTH M THIMbBI 3alHuced Npu
OOCITy’)KMUBAaHUM: KJIMEHTHI, ciay4dau (KeWchl), NeHCTBUS, NCHCTBUS MO pa3pelieHuIo Keiica,
cTaTbu 0a3bl 3HAHMI, TOTOBOPHI Ha oOcTy)uBaHue, ouepean. Kinaccudukanus keiicoB. CBsi3b €
KaTaJloroM TOBAapOB/yCJIyr. BO3MOXHOCTH ONpenieneHuss METPUK KadecTBa pa3pelieHus
keiicoB. lcnonb3oBanue (puHAHCOBOW MHGPOPMAIMH, COIEPIKAIICHCS B 3alUCAX O Keicax H
noroBopax o0ciyxuanusi CRM. Bo3M0XHOCTH MOy pacIUCaHUsl OOCITYKUBAHHUSL.

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

Cpeacre l'lpOMe)KyTO‘lHOﬁ aTTeCTAalluM 110 JUCHUIIJINHE

4.1. Tekymuii KOHTPOJIb yCIIEBA€MOCTH

4.1.1. ®opMBbI TeKyl1ero KOHTPOJIS yCIIeBAeMOCTH

Tema (paznen) MeTo/bI TEKYIIEro KOHTPOJIS YCIIeBAeMOCTH

CRM B npeanpunumartesnbekoit aesitensHoctn | TECT

Beenenue B ungopmarmonnyto cuctemy CRM | TECT

VipaBiieHHe TPOTaKaMu KENC
VYnpaBieHne MapKeTHHIOM OITPOC
VpasiieHue 00Ty )KHBaHHEM OITPOC

4.1.2. MaTepuaJibl TeKylIero KOHTPOJIs yCIeBaeMOCTH

Cnucox BONpPocoB /1Jis1 OAT0TOBKH K onpocy 1o Teme 1:
1.  CRM-cucrtemsl B Mupe. TeHaeHMu pa3BUTHS.

Amnanu3 cocrosinusi CRM-cuctem B Poccun.

[Ipuopurers nons3osatens CRM. 3anauu.

CRM: npo0sembl U NepCHEKTUBI.

O6maunas CRM: mitochkl 1 MUHYCHBI.

Heckronnas CRM mitochl 1 MUHYCBI.

Kax nonste, uro komnanuu Hy>kHO oT CRM?

e o

Mosxno nu oboiituck 6e3 CRM? Korna e crout BHeapsaTe CRM?




9.  Hackosbko 3HaUUM MOOMIIBHBIN TOCTYM JUis Tojb3oBatenss CRM?
10. CRM, xak ctpaterus u CRM, kak HHCTpYMEHT, KOTOPBI MOJJIEPKUBAET OTY
CTpaTeruio.
11. PaznnuHble THIIBI MOJEIEH KIUCHTA.
12. OnumwMre pojb OCHOBHBIX THIIOB 3amuceil, ucmoib3yembix B Microsoft Dynamics
CRM.
IIpumep BonpocoB TecTa AJIsi TEMbI 2:
1. Yro takoe Bo3morxkuas cnenka?
() OGemmanue KIMEHTA COBEPILUTH MOKYTIKY
() HorenmumanbHas mpojaxa
() To xe camoe, uto UuTepec
() 3anuce, coznaBaemas pU NOArOTOBKE MPEIOKEHHS ¢ PaCLCHKaMU
2. Kakoii tun 3anucu B Microsoft Dynamics CRM cooTBeTcTBYeT
MOTEHLUATbHOMY KJIHEHTY?
() Opraauszanus
() Konrakr
() Kiuenr
() UnTepec
() Bo3amoskHas caenka
3. B kaxue u3 nepedyrciIeHHbIX HUKE TUIIOB 3anuceil Henb3s npeobpaszoBars B MHTEpec?
() Opranuzanus
() KonkypeHnt
() Konrakr
() Bo3moskHas cnenka
4. Kaxkue u3 cienyromux 3anuceid B Microsoft Dynamics CRM npumeHsitoTcst
111 THPOPMUPOBAHUS MOTEHIIMATBHBIX KIIMEHTOB O MPOIYKTaxX M LeHax?
() UnTepec
() 3aka3
() IlpomykTbl
() JIuteparypa
() [Ipennioxxenue ¢ paclieHKaMu
5. Kax Ha3bIBaeTcs HabOp LIEH Ha MPOJYKT, KOTOPbIE MOTYT U3MEHATHCA MIPU
OTIpEETIEHHBIX YCIOBUAX?
() Caucok cKkuaIoK

() Hpaiic-nucr



() IlpomykTbl

() [Ipemyoxenue ¢ pacueHKaMu

() Enunune! usmepenus

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

() Ha

() Her

7. SIBnsieTcs U cleayrolee yTBepKACHNE UCTUHHBIM WU JIOKHBIM? JIOKYMEHT TUTepaTyphl
MO>KHO BJIOKHMTB B COOOIIEHUE 3JIEKTPOHHOM MOYTHI.

() Aa

() Her

8. Kakue u3 ciaeayomux THIOB 3alicel MOXHO mpeodpazoBaTth B KoHTakT?
() Opranuzanus

() KonkypeHnt

() UnTepec

() Bo3moskHas cnenka

9. Kakwue u3 cnenyronmx Tumos 3anuceii B Microsoft Dynamics CRM npencraBisitoT
MOTEHITHAIBHYIO TIPOJAXy?

() Konkypent

() UuTepec

() Bo3mosxkHnas cnenka

() JIuteparypa

10. 3ammce Kakoro THUIla HeOOXOoauMa UL CO34aHMs BO3MOYKHOM COEIIKU?

() KonkypeHnt

() Kiuenr

() UnTepec

() MapkeTHHTOBBIH CIIHCOK

11. Yto Takoe BO3MOKHAA caeiKa?

() To xe camoe, 4TO UHTEPEC.

() 3amucek, co3naBaeMas ocie MOArOTOBKY MPEI0KEHUS

C pacleHKaMHu.

() [ToTenmumanpHas mpoIaxa.

() OGemanue KJIMEHTA COBEPILUTH MOKYTIKY.

12. Opranuzanusi, acCOIMMPOBAHHAS C 3aKPHITOM BO3MOKHOMN CIEIIKOM,

coobmniIa 06 U3MEHEHUH CBOETO PELIeHMsI U MTPOsSBUIIA



3aMHTEPECOBAHHOCTh B 3aKIFOYCHUN KOHTpPAKTa ¢ Ballei kommnanueit. Kak
CJIeyeT OTPA3UTh TaKyIO MOTEHIIMAIBHYIO Tpoaaxky B Microsoft Dynamics
CRM?

() HazHauuTh 3aKpHITYIO BO3MOXHYIO CIIENKY CIEIUAINUCTY 110

MIPOJIaKaM.

() Co3nath HOBYIO BO3MOXKHYIO CHIETIKY.

() Yaanuth BO3MOXKHYIO CHIETIKY.

() IToBTOpPHO OTKPBITH 3aKPHITYIO BO3MOKHYIO CIIEIKY.

13. SBnsiercs mu crneayrolee YTBEp KIeHUE HCTUHHBIM WITH JIOXKHBIM? 3arucu
BO3MOXKHBIX CJIEJIOK, UMerolue cTaTyc «Crenka 3akmoueHa» u «Cienka He
pealin30BaHay, TOCTYITHBI TOJIBKO JIJIS YTCHUSI.

() Ha
() Her

IIpumepsl keiicoB Jis1 pazdopa no teme 3:
Keiic «busnec-npoueccbi»

Cepreii UBaHOBHY PYKOBOJUT KOMITAHUEHN MO MOILIMBY U ONTOBOM MpoJiake oAk abl B CaHKT-
ITerepOypre. JIBa roma Hazan Cepreit MBaHOBHMY pemiwi, yTo Ou3HeC TpeOyeT pa3BUTHUS, HO
CHayaJia He0OXO0JMMO HaBECTH MOPSAIOK C BHYTPEHHUMHU MPOLIECCAMU KOMITaHUH.

Bkparue cutyanus Obula crieayromias: 3aka3bl OT KIHMEHTOB TEpSJIMChb, 3aKa3bl Ha
MIPOM3BOJICTBO BBIMOJIHSINCH HETOUHO, ’Kajl00bl KIIMEHTOB HE Bceraa oO0padaThiBaluCh U T. 1.
Cepreit lIBaHOBHMY 0OpaTWiICS B KOHCAJTHHIOBYIO KOMIAHMIO JJIsl UCIPABJICHUS CUTYalHH.
bu3Hec-KOHCYIBTaHThI, IPOAHATIM3UPOBAB BHYTPEHHUE MPOLIECCH pa0OThl KOMIIAHUH, YKa3alH
«TOHKHE» MECTa U MPEAJIOKNUIN MOJEPHU3ALNIO OU3HEC-TIPOLIECCOB «3aKa3», KIPOU3BOJICTBOY,
«BBICTaBKay», «pa300p kano0bl». PaboTa ObuIa BBINONIHEHA B CPOK, U OTYET C HOBBIMU OM3HEC-
npoueccamMu Kommnanuu jer Ha cron Ceprero MBanosuuy. Kaszamoce, uro camoe TpyaHoe
1103311 U TETeph Aesla NOUIYyT B ropy!

C HOBBIMHU OM3HEC-IIpOLIECCaMU HEMEJJIEHHO O3HAKOMMIIM BCEX COTPYJIHUKOB. BblM clenaHbl
0oJbIlIKEe U ApKUE IIBETHBIE pacledyaTky, KOTOPbIe Pa3BECHIIM B OTAENaX OKOJIO paboYnX MECT
coTpyaHuKoB. Ho oxkmpaemoro pesyipTaTa HE MOCIEN0BANIO: 3aKa3bl MO-NPEKHEMY TEPSUINCH,
XKao0bl 00padaTHIBAUCH Yepe3 pa3 U T. II.

Cepreii MBaHOBMY J0ATO AyMai, Kak MCIpaBUTh cUTyauuto, u pemmi: «Heobxoanmo
«OymakHbIe» OW3HEC-MPOLECChl MOMECTUTh HEMOCPEIACTBEHHO B CHUCTEMY aBTOMATH3AllUU,
clenarth MX <OKUBBIMM», HHTEIpUpOBaTh B pabodyro cpeay komnaHuu. [lycTe Kakabli

COTPYAHUK BUIAUT 6H3HGC-HpOHCCC y ce0s Ha 9KpaHC MOHUTOpAa U pa60TaeT C HUM».
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[IpennaraeTcss OTBETUTh Ha BOMNpPOC: «3adeM OW3HEC-MPOIECC HYKEH BHYTPU CHUCTEMBI

aBTOMAaTHU3aLUU?Y.

[ToctaBbTe IUTIOCHI (+) HAPOTHUB TEX ITYHKTOB, KOTOPHIC Bbl CUMTACTEC AKTYaJIbHBIMHU JUIS

Ballleil KOMITAHWU, 1 MUHYCHI (—) — HAIIPOTUB TeX, KOTOPbIE K Ballleil KOMITAHUU HE OTHOCSATCS:

e UtoOBI 337aTh MPaBUIBHYIO MOCIEI0BATEILHOCTh ACUCTBUNA ISl JOCTHXKEHUS TpeOyeMoro
pesynbrata. Hampumep, MOKHO YCIIOBHO B KadecTBe OM3HEC-Ipollecca pacCMOTPETh YTPO
OyAHEro JHS: MPOCHYJICS, PUHSUT Ay, TOYUCTHII 3yObl, MO3aBTpaKal, OJIENICs, IToeXal Ha
paboty. Baxna mnpaBwiIbHas TMOCJIENIOBATEILHOCTh JEUCTBHM. A €ClIM TepecTaBUTh
Mectamu? Uto nomyuurcs?

e YroOBI I KaXJIOTro dTama paboThl (OM3Hec-Tmpolecca) ObUT OTBETCTBEHHBIM COTPY/IHHUK.
Tor, ¢ KOro MOXHO CHpPOCHTH pe3ynbTaT. [loMHUTE O coBeTckux Konxo3ax? Ecmum
OTBETCTBEHHBIC BCE, TO CIIPOCUTH HE C KOTO.

e UroObl kOMIIaHWs paboTala B €IWHOM pUTME U cTaHiapre. Hampumep, MOXXHO
MPOAHAM3UPOBATh XOJI BBITIOJHEHUS TEKYIIMX OW3HEC-TIPOICCCOB WM BBISIBUTH CTAJIAN
(3amaun), Ha KOTOPBIX TEPSAETCS BPEMs.

e UrtoObl KONMPOBATH OMNBIT JIYYIIUX COTPYJHUKOB, cCO37aBasi Ha 0a3e 3TOro0 YETKHE
WHCTPYKIIMU M PETJIAMEHTHI IS COTpYIHUKOB. Hampumep, y menemkepa IlerpoBa cambie
BBICOKHE MPOJaXH B OTICNC; Mbl aHAIM3UPYEM €ro paboTy ¢ HOBBIM KJIHEHTOM U
COCTaBJIsIEM TIOCJICIOBATEIIBHOCTD JICHCTBUN U PETJIAMEHTOB TIPH Pab0Te ¢ HOBBIM KJIIMEHTOM
JUISL COTPYTHUKOB BCETO OTJIENa MPOJaK.

e UToOBl KOHTPOJUPOBATH MPOLECC BBHIMOIHEHHUS BBIJAHHBIX COTPYIHHKAM MOPYYEHUH.
Hampumep, pykoBoauTesb, IEperpyKeHHbIN pabOTON, BBIAAECT MOPYUYCHHE COTPYIHHKAM C
nomotpto CRM-cuctemsl. [lo3ke, B CBOOOJHYIO MUHYTY, OH (OPMHUPYET OTYET II0
BBIJIAHHBIM TIOPYYCHHSIM JIJISL TOTO, YTOOBI IIPOBEPUTH PE3YyJIbTaThl PAOOTEHI.

e UT0oOBI KOHTPOJIMPOBATH COCTOSTHHE OW3HECA: CKOJIBKO BCETO OTKPBITBIX IMPOIECCOB, HA
KaKOM JTane HaxXoAsTcs, KOTrJa 3aKOHYaTcs. DTO TO3BOJISIET MOBBICUTH YMPaBISEMOCTH
ousHeca. Hampumep, B Ousnec-mporecce «Pa3dop xkamoben» 80 % jxamo0d HaxonsTcs Ha
stane «Pa3z0op xamob». ITO CUTHAJ, YTO OTJEN HE CIPABIACTCS C 3a/Ja4eld M1 HEOOXOAUMBI
KOPPEKTUPYIOIINE IEUCTBHUS.

e Hanumure cBOXO NMpUYMHY.

Keiic «O0meHn nndgopmanmeii»
Nprna — ™MoJogoll pyKOBOIWTENb OTAENA MPOAAX KOMIAHWH, MPOJAKIIEH CUCTEMbI
KoHAuIMoHupoBaHus B ExatepunOypre. Eil u coTpyqHuKaM ee oT1ena IPUXOANUTCS PerysIsspHO

KOHTAaKTUPOBAThL C OTACIIOM 3aKYIIOK, OTACJIOM HNOCTAaBKH, 6yxranTepI/IeI71 U OTHCJIOM CCpPBHUCA
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KOMIaHWU. B mocnegHee Bpemsi y4aCTHUIIMCh Cilydyad HENIOHUMAHHS, NOTEPU U HCKAXKEHUS
nepenaBaeMoil MHOOPMAIUKA MEXIy COTPYJAHHKAMH OTJAeNa MPOJaX WU JAPYTUMH OTACIIaMU
KoMnaHud. BoT, Hampumep, Ha TMpPONUIOW HEAeNe TMepeaadd Ha TECTUPOBAHHME JBA
KOHJIMIIMOHEPA B OTAEN CEpBHUCA. YCTHO JOTOBOPWIHUCH C COTPYIHHMKOM OTZEJa O TOM, UYTO B
TeYeHHE Henenu o0opyaoBaHHME OyIeT MpOTeCcTUpoBaHO. Uepe3 HEAEN0 OKa3bIBAeTCs, UTO
TaKoro MmooOenaTh HUKTO HE MOT M CTaHJAAPTHBIA CPOK TECTUPOBAHUS — JIBE HEAENIU. DTO
MOPOXKIACT CEPhE3HOE HEOBOJIBCTBO COTPYAHUKOB C O0EUX CTOPOH U HANPSMYIO OTPAXKaeTCs

Ha KJIIMCHTAax.

Wpuna B  pacrepsHHocTH:  «l3-3a  HecornacoBaHHOCTM B CJIOBax  MOSIBISETCA
HECOTJIACOBAaHHOCTD B JIeNIaX, CPHIBAIOTCS CPOKHU MOCTABOK M YCTAHOBKH cUCTeM. Pacter obiee
HEZOBOJIBCTBO COTPYJHUKOB M KIWEHTOB. 3asBKa WIM BOIIPOC, NEPEJaHHbIE COTPYIHUKOM
OTJeNa MpoJIaX B APYyroe MnojpasjieiaeHue, 4acTo He 00padaThIBalOTCS B YKa3aHHBIE CPOKU MIIH
MPOCTO TEpSIOTCA. Takke COTPYAHHMKY CIIOKHO OTCIEIUTh (aKkT TMpHeMa NepeaaHHOro
COOOIIIeHUsT KOJIJIeTaMU M CPOKH Hayajla U OKOHYaHMS ero oO0paboTKu. DTy CUTYalUI0 MOXKHO
CPaBHMUTB C OITyCKaHHEM KOHBEPTA B YEPHBIN SAIIMK M OKUAAHHUEM, 4YTO IPOU30MIeT... byner

otBet win HeT? Korma? U ot xoro?».

MoxeT ObITh, HE B TOYHOCTH TakHhe, HO OYEHb MOXO0XHE CUTYyallMd BCTPEYalOTCA TOYTH B
Kaxaod kommaHud. [losTomMy mpennaraeM 4YHMTaTENI0 BCIHOMHHUTH MPOOJIEMBI, KOTOpBIE
BbI3bIBAET B KOMIIAHUM OTCYTCTBHE TEXHOJIOTUM TIepeladyd HMHQOpPMAlUH  MEXIy
COTPYJIHHKaMH, 1 BMECTE COCTAaBUTh CIHCOK OTBETOB Ha BOIPOC: «3a4eM HYKHbI MEXaHU3MbI
nepenaun MHGOpMAMK Mexay coTrpyaHukamu?». IlocraBbTe IUmtOChl (+) HAMpOTUB TeX
MIyHKTOB, KOTOpbIE BbI CUYHMTAETE AaKTyaJbHBIMU MJIs Balled KOMIAHUH, U MHHYCHl (—) —
HAIPOTHUB TE€X, KOTOPHIE K Balllell KOMIIAHUU HE OTHOCSATCS:

e Ur0o0bI HEe MOTEPATh MH(OPMAIMIO MPH INEepeade ee Apyromy coTpynHuky. Hampumep,
YCTHO TiepeAaHHas HHQOpMAIs MOKET ObITh 3a0bITa, a BETHAst OyMakka, MPUKIICCHHAsS
Ha MOHUTOP, MOKET OTKJIEUTHCS ¥ OTEPSIThCs. UTOOBI ATOTO HE CIIyYHIIOCh, HH()OPMAIIHIO
Jy4lle nepeiaBaTh B TUCbMEHHOM BHJIE YEPE3 CUCTEMY aBTOMATHU3AIUU.

e UYroObl 3HaTh, KOMY Obla MepenaHa MHPOpMAIKSI U 4TO ¢ Hel mpowusouuio. Hampumep,
€CII COTPYJHMK IepefacT 3asBKy B APyroe MOoApa3/eieHHE, OH MOXKET 4epe3 KaKoe-TO
BpeMsl TNPOBEPUTh CTaTyC ATOM 3asiABKM M Y3HaTh, Kakue JCHCTBUS MO HEHl Obuin
MPEIPUHATHI aJIpecaToM.

e UYroOBI aBTOMATHYECKH TEpEeAaBaTh 3a/1a4M 1O cenke (OM3HeC-TPoIecCy) OTBETCTBEHHBIM

COTpYAHHUKAM. HaanMep, CCJIIM OJHWH COTPYAHHK BBIIIOJHUJI CBOKO 3ada4y B paMKax
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CACJIKH, TO CUCTCMAa aBTOMATUYCCKU CO34ACT CICAYIOIIYIO 3aaady APyromy COTpyIAHHKY,

HE Tepsst BpEMEHHU Ha nepefady nHpOopMaIuu.

e YrtoObl Bbiath «llopydeHue» COTpyAHMKY M IPOKOHTPOJIMPOBATH €r0 HCIOJIHEHHE.

Hanpumep, ecim pyKOBOAMTENIO HEOOXOAMMO IOPYUYUTh Kakoe-TM0o  3ajaHue

KOHKPETHOMY COTPYAHHKY H HA3HAYHUTL KOHTPOJICPA 3da XOAOM €I'0 BBIIIOJIHCHHA, TO 3TO

MOXXHO CACIaTh C IOMOIIBIO 6I/I3HGC-Hp0LIeCCﬁ..

e Hamnwmmure cBoro IMPpUYINHY.

Cnucok BOIIPOCOB JIS1 ITOJATOTOBKH K OIIPOCY IO TEME 4:

1.

A T o

Oynkimun CRM-cuctem: yrmpaBieHHE MapKETHHTOM, MpojakamMH, KIMEHTCKOW 0a3oM,
CEPBHCOM.

VYnpasienue MapkeTHHroM Kak (pynkuueit CRM-cucrem.

VYnpasnenue npoaaxamu kak pynkuueit CRM-cucrem.

VYrpaBnenue kiueHTCKoN 0a3oi kak ¢pyHkuueir CRM-cucrem.

VYnpasienue cepBucoM kak ¢pyHkuueit CRM-cuctem.

Yto HYKHO cAeTaTh YTOObI CO3AaTh HOBOE OOpaIleHHE.

Korna n kak ucnonb3yrotcs pasnensl KonkypeHTsl u JIuteparypa.

Cnmcok BONPOCOB /ISl MOATOTOBKH K OMpPOCy Mo TeMe 5:

1
2
3
4.
5
6

ITponecc «Coznanue u paboTa ¢ HOBBIMU U CYIECTBYIOLUIUMHU KIMEHTaAMI.

OnummTe B3aMMOCBSI3b MEXKTY 3alMChI0 KJIMEHTA U 3alUChI0 TIPOJIAXK.

OnuimTe pa3audyHbie CTaTyChl BO3MOXXHBIX CIIETOK.

Omnpenenure ocobeHHOCTH U NpenmyIiecTBa Karanora npoaykuuu.

ITponecc «Coznanue u MOAJEpHkKKa TPYIIBl 00BEKTOB JJIs KATAJI0ra MpOayKIIUI.
Coznanue npaic-JIMCTOB M HACTPOMKa WX AJIS Pa3iIMuYHBIX KIMEHTOB, MapKETHHIOBBIX
KaMIIaHW# U CIIeHMAIbHBIX MPEIJTOKEHUMN.

[Ipumenenre WHGOPMAIMOHHBIX CHUCTEM YIPABJICHHUS B3aUMOOTHOIICHUSIMH C

kiuentamMu (CRM) aiig noaaepKu MapKETUHTOBOM A€ TENbHOCTU MPEAIPUSITHS.

KPUTEPUU OLHEHKU TEKYILIEI'O KOHTPOJIA
1.1. Ilpu ycTHOM OmpocCe BBICTABIISIETCS OLICHKA:

5 (oTIM4HO) - 3a MMOJIHBIM OTBET HA MOCTABJIEHHBINM BOIIPOC C BKJIIOYEHUEM B COZEpKaHUE
OTBETa pacckasza (JIGKIMHW) TPEenojaBaTeisi, MaTepUaIOB YUYCOHUKOB, AOMOTHHTEIBHOM
JUTEpaTyphl O€3 HABOASAIINX BOIIPOCOB;

4 (xopo1Io) - 3a MOJIHBIM OTBET HA MOCTABIEHHBIM BOMPOC B 00beMe pacckaza (JIEKIIUU)
NPEernoiaBaTessl C BKIIOUECHHEM B COJIEpYKaHUE OTBETa MaTEPHUAIOB YUCOHUKOB C YETKUMHU
MOJIOKHUTEIHHBIMHI OTBETaMH Ha HABOAIINE BOIIPOCH! IIPENOIaBaTes;
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e 3 (YIOBJIETBOPUTEIILHO) - 32 OTBET, B KOTOPOM 03BYy4€HO 0oJjiee MOJOBUHBI TpeOyeMoro
MaTepHaia, ¢ HOJ0KHUTEIbHBIM OTBETOM Ha OOJIBIIYIO YaCTh HABOJASAIIMX BOIIPOCOB;

e 2 (HEyNOBJIETBOPUTEIbHO) - 3a OTBET, B KOTOPOM O3BYYEHO MEHEE IIOJIOBUHBI
TpeOyeMoro wmarepuansa WJIM HE O3BYYEHO IJIaBHOE B COJAEp)KaHUM BOIpoca C
OTPULIATENILHBIMU OTBETAMHU HA HaBOJAIIME BOIPOCHI WIIM CTYIEHT OTKa3aJics OT OTBETa
0e3 MMpeIBapUTEIILHOTO OOBSICHEHUS YBAXKUTEIbHBIX TPUUYHH.

1.2. IIporpaMmmupOBaHHBIN KOHTPOJb 3HAHUH (TECT) MPOBOIUTCA IO 3apaHee pa3pabOTaHHBIM U
YTBEPKACHHBIM [IMKJIOBOM METOAMUYECKON KOMHUCCHEN 3aJaHUSIM M KPUTEPHSIM OLIEHKH.

1.3.  KonuyecTBO TECTOBBIX 3aJaHMH 3aBUCUT OT oObeMa marepuana. Bpems, oTBogumoe s
BBITNIOJTHEHMSI TECTOBBIX 3a/laHui, HE JOJDKHO MPEBBIIATh OJHOTO aKaJIEeMHUYECKOTO yaca.
Tect onieHMBaeTCA MO CAEAYIOLUUM KPUTEPHUSIM:

e 5 (otimuno) ctaButcs 3a 90-100 % mpaBUIIBHBIX OTBETOB.

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

e 3 (ynoBnerBoputenabHO) ctaBuTcs 3a 70-79,9 % npaBUIBHBIX OTBETOB.

e 2 (HEyAOBJETBOPUTENILHO) CTaBUTCA NMpH Hanuuuu MeHee 70 % MpaBMIIBHBIX OTBETOB
WM TIPY OTKa3e 00yYaroIerocsi MpoWTH TeCTOBbIM KOHTPOJIb.

1.4. PeitfTuHroBas olleHKa 3HAHWUM MPEJIOJIaraeT BBEJACHUE OJTHON U3 METOAUK JJAHHON CUCTEMBI
[0 WHUIMATHBE OTJAENbHBIX IpenojaBareieil. Kpurepun oueHKH 3aBUCAT OT M30paHHOU
METOJIUKH.

1.5. K xoHimy cemectpa, y KaxAoro oOydaromerocs IOJDKHO OBITh HE MEHEe TpeX OLECHOK,
MO3BOJIAIOIIMX JIOCTATOYHO OOBEKTUBHO OLIEHUBATh 3HAHMSI 110 IPOIIEHHOMY MaTepuaiy.

1.6. AHaJIOTMYHO OLICHKE TEOPETUUYECKUX 3HAHUI C y4ETOM 00BEMOB M KaU€CTBA BBIIIOJIHEHHBIX
paboT OIIEHMBAIOTCS TEKyIIME 3HAHHS, YMEHHUS M HABBIKM CTYJIEHTOB Ha IMpaKTHKE JUIs
MIOJTyYeHHUSI IEPBUYHBIX PO(PECCHOHATBHBIX HABBIKOB M KBATM(UKAIIMOHHON TIPAKTHKE.
3HaHUS U NPAKTUYECKUE HABBIKM CTYJEHTOB OLICHMBAIOTCS B KOHIIE KaXXJOIO CEMECTpa 110

BCEM JUCLMIIMHAM Yy4eOHOro miaHa. OLEeHKH BBICTaBIISIIOTCS MO S-0anbHOM cucTeMe:

5 (OTIUYHO),

4 (xoporo),

e 3 (YIOBIETBOPUTEIHHO),

e 2 (HEyJOBJIETBOPUTEIHHO).

OcHoBHBIE (POPMBI KOHTPOJIS yU4eOHOH paboThI:
1. 3auer, PK3aMeH
2. Tekymui KOHTPOJIb 3HAHUU

4.2. lIpome:kyTOoUHAs aTTeCTALMS
4.2.1. IlepeyeHb KOMIETEHUHMH ¢ YKa3aHHeM 3TanoB uX (GopMHpPOBaHHMS B Mpolecce
OCBOeHUsI oOpa3oBaTeqbHOl mnporpammbl. I[loka3zaTealu W KpuUTepUH OLEHHUBAHMS

KOMIIETEHIUI ¢ y4eTOM 3Tana ux GopMupoBaHus

Kon HanmenoBanue Kon HamMenoBaHwme 3Tama 0OCBOSCHHS
KOMIICTCHIIUU KOMIICTCHIIUN 3Tara OCBOCHHUA KOMIICTCHIIUN
KOMITETCHILIH
[IKc OCII -6 | Cnocobrocts mpumensts | [IKe OCII-6.3 | CnocoOHOCTh TPUMEHSTH TIPU
MH()OPMAIMOHHbBIE pemeHny npodeccHOHANIbHBIX
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MMPUKIIaAHBbIX

TEXHOJIOTUN JIA PCUICHUA

O9KOHOMHYCCKHX 3a1a4

(uHAHCOBO-

3aJ]a4 OCHOBHBIE METO/IbI, CTIOCOOBI
U CPEJICTBA MOJIYUYEHUS, XpaHEHUS
u ipe1o6padoTku nHpopMaIuy,
yIPaBIsATh B3aUMOOTHOILIEHUSIMU C
kinentamu (MSD CRM) B
MpENPUHUMATETBCKOMN
JeSITeIbHOCTU. B TOM YHCIIE C
HCIOJIb30BAaHNEM COBPEMEHHBIX
MH(OPMALIMOHHBIX TEXHOJIOTHH U
MIPOTPaMMHOTO 00€CTICUCHHS.

JTamn 0CBOCHHS Iloka3zaTean Kpurepnii oneHnBanus
KOMIIETCHIIU U OIlCHUBAHUA
[IKe OC 1II - 6.3 Ymenue anamusupoBath | OnpenensieT BO3MOXHBIE PHUCKH IPU
CriocoOHOCTP ~ TPUMEHATH | OLIEHKU II0 | BHEAPEHUH CRM CUCTEM
pu pELIeHUH | MOKA3aTeNsIM: (TexHuueckue, OusHec pHYCKH,
npodeCCHOHATBHBIX  3a]lad | TUHAMHUKA IpOJIaX, | OpraHU3aLMOHHBIE). PaccuutsiBaer
OCHOBHBIE METO/IbI, CIIOCOOBI | IIUKJI MPOJaX, CyMMa | OLIEHKM 10 TIOKa3aTesisiM: JWHaMUKa
U CpeacTBa  IOJIydeHUs, | 0OpabOTaHHBIX 3BOHKOB | IPOJAX, LUKI  NPOJaX, CyMMa
XpaHeHus: U npenoOpadOTKH | U JIUJOB U JPyTHE. 00paboTaHHBIX 3BOHKOB M JIUJOB H
uHpopMauuy,  ynpasiaTh | [[puMeHseT  OCHOBHBIE | APYTHE.
B3aMMOOTHOUICHUSIMU C | METO/IBI YMeHue npuMeHATh OCHOBHbBIE METO/IbI
kmmentamu (MSD CRM) B | npencraBiieHust U | IpEICTaBICHUS uHpopMaluu "
MpEANPUHUMATEIIBCKON aIrOpUTMBbI 00pAaOOTKK | arOpUTMbl  OOpaOOTKM  JAHHBIX B
JEATEIbHOCTH. B TOM 4YHCIE | JAHHBIX, UCIIOJIB3YET | COBPEMEHHOM IIPOrPaMMHOM
c UCIOJIb30BaHuEM | LU(pOBbIE obecrnieueHuu JUIs pelieHus
COBPEMEHHBIX TEXHOJIOTHH JUIs | Tpo(eCCUOHATIBHBIX 3a]a4
MH(OPMaLMOHHBIX pelieHus
TEXHOJIOTUH U | npodeCcCHOHATIBHBIX
MIPOrpaMMHOTO 3ajay.
obecreucHusI.

4.2.2. ®opma u cpeacTBa (MeTOAbI) NPOBEACHHUSA IPOMEKYTOYHON ATTECTALIUH

®opMbI KOHTPOJIA 110 AucuunInHe. Kpurepuu oneHKu 3HAHUI, YMEeHNi, HABBIKOB

Hmozoewtii konmpons. JIns KOHTPONS YCBOEHHUS NaHHOW UCHUIUIMHBI y4eOHBIM

IUTAHOM TIPEYyCMOTPEH: 3a4ET C OLICHKOM.

Texkywyuit konmpoas. B TeueHue cemectpa npeyCMaTpuBaeTCs BBIITOJIHEHUE U 3aIATA

MPAKTUYECKUX YIPAKHEHUN U CaMOCTOATENbHBIX paboT B MHpopMmanmoHHoil cucteme CRM,

TCCTUPOBAHUC IO OTACIbHBIM pasaciiaM AUCHUIIINHBI. PGSYJ'IBTaTBI BBINIOJTHCHUA 5THUX pa60T

ABJIIFOTCA OCHOBAHUEM [JIS1 BBICTABJICHHSA OLICHOK TCKYIICTO KOHTPOJIA. Brinmonnenue Bcex

paboT sBisieTcst 00s3aTEBHBIM JIJISl BCEX CTYJICHTOB.

NTOroBeli M TEKYyIIUA KOHTPOJIb OCBOCHUS CTYJIEHTOM Kypca OCYIIECTBISETCS B

pamkax OayUIbHO-pEHTHHTOBOM CHCTEMBI, MpeAycMOTpeHHOW TumoBbIM monoxeHueM «O

MMPUMCHCHUHN 6aﬂHBHO-pGﬁTHHTOBOﬁ CHUCTCMBbI OLICHKU YCTICBACMOCTH CTYJACHTOB B Poccuiickoii
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AKaJneMHH HapOJHOTO XO3siicTBa M rocyaapcTBeHHOU ciyxObl mpu [Ipesunente Poccuiickoii
denepauum.

VYcnemHocTh  OCBOGHMSI  CTYJIEHTOM  JMCLUMIUIMHBI — OLIGHMBAaeTCs MO  IIKae,
MakcuMajibHas cymma OaoB kKoTopoi paBHsiercs 100 (cta Oammam). OreHka SIBISETCS
KOMIUIEKCHOW M BBIBOAWTCS HAa OCHOBAaHHMM pE3yJbTaTOB HTOTOBOTO 3adeTa/sK3aMeHa IIo
OKOHYAaHHMH Kypca U JaHHBIX O TeKyIllel paboTe CTy/IeHTa B y4eOHOM IpOIlecCe.

HToroBast o1ieHKa Mo AUCIUIUIMHE, B COOTBETCTBUH C OAJTLHO-PEUTUHTOBOM CUCTEMOM,
MIPUHSTON B aKaJeMHH, SBISETCS KOMIUIEKCHOM OIEHKOH KauecTBa yueOHOU paboThl CTYICHTOB
B TEUYEHHUE BCEro cemecTpa U (opMupyercs, HCXOAs M3 CYMMBbl HaOpaHHBIX OaioB,
MIOJIyYEHHBIX 110 BCEM BHUAAM TEKYIIETO KOHTPOJISI, MOCEIAEMOCTH JIEKIMH, MPAKTHYECKUX
(ceMuHAPCKUX) 3aHSATHH.

IIpu peanuzanuu mpomexytounoil arrectanuu B D0O/JJOT Moryt OBITH HCHOIB30BaHBI
cienyromue GOpMBI:

1.Ycto B JIOT - B dopMe ycTHOro OTBETa Ha TEOPETHUECKHE BOMPOCHI U PEIICHUs 3aJauu
(ketica).

2. IMucemenno B CIO ¢ MpOKTOPHUHTOM - B (pOopMe MUCHMEHHOTO OTBETa Ha TEOPETHUYECKHE
BOIPOCHI U pELICHUs 3a1a4u (Keiica).

3. TectupoBanue B C/1O ¢ NpOKTOPUHTOM.

4.2.3. TunoBble OLleHOYHbIE CPEICTBA

Cnmcox BONPOCOB /ISl MOATOTOBKHU K 3a4eTy € OLEHKOM:

CRM-cucremsl B Mupe. TeHIEeHIIUN pa3BUTHS.

Amnamus cocrostnust CRM-cucrem B Poccun.

[Tpuopuretsl nonb3osarens CRM. 3anauu.

CRM: ipo01eMBbl U IEPCIIEKTHBHI.

O6naynast CRM: miItocsl 1 MUHYCBI.

HeckronHas CRM mitockl 1 MUHYCBI.

Kak nouste, uto kKoMnanuu HyxHo oT CRM?

MosxHo 11 o6oiiTick 6e3 CRM? Korma e crout BHeapsTh CRM?

Hackonbko 3Ha4uM MOOWIIBHBIN TOCTYTI?

= 0 0 N N kWD -

0. CRM, xak ctpareruds u CRM, Kak HHCTPYMEHT, KOTOPBIH MOAAEPKHUBAET 3Ty
CTpaTETHUIO.

11. PasnuuHble THIEI MOAENIEN KIIUEHTA.

12. OnumuTe pojb OCHOBHBIX THIIOB 3amHCel, UCOiIb3yeMblx B Microsoft Dynamics
CRM.

13. ®yakiuun CRM-cucreM: yrpaBieHHE MapKETUHIOM, NPOJaKaMH, KIUEHTCKOU

0a30i1, CEpBHCOM.

14. Ynpasnenue MmapkeTHHroM Kak gynkueir CRM-cucrem.
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15.
16.
17.
18.
19.
20.
21.
22.
23.
24.
25.

26.

VYnpasienue npogaxkamu kak ¢pynkuueit CRM-cucrem.

VYnpasienue KIueHTcKoi 6a30ii kak ¢pynkuueit CRM-cucrem.
VYupasnenue ceppucom kak pynkuueit CRM-cucrtem.

YTo HYKHO cAenaTh YToObl CO34aTh HOBOE OOpalleHHE.

Korna n xak ncnons3yrorcs Konkypentsl u JIlureparypa.

[Tponecc «Coznanne u padboTa ¢ HOBBIMU U CYIIECTBYIOLUIMMHU KIMEHTaAMI.
OnummTe B3aMMOCBS3b MEXK/y 3alIAChIO KJIMEHTA U 3alAChI0 IPOJAXK.
Onumnre pasinyHble CTaTyChl BO3MOXHBIX CIENOK.

Omnpenenure ocoOeHHOCTH U NpeumyIiecTBa KaTanora npoaykuuu.

[Ipouiecc «Co3znanue u moaAepKKa rpynibl 00bEKTOB JJIsi KaTajlora MPOayKIIHI.

Co3ganue mpaiic-TMCTOB M HACTpOMKAa WX Ui Pa3IMYHBIX  KJIMEHTOB,

MAapKETHHI'OBBIX KaMITaHUH 1 CIICOHUAJIBbHBIX HpeHHO)KeHHﬁ.

HpI/IMCHeHI/Ie I/IH(I)OpMaI_II/IOHHLIX CUCTCM VYIIPABJICHUSA B3aUMOOTHOUICHUSAMU C

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

ynpa)KHEHIAﬂ KOMNbIOTEPHOIO NPaKTUKyMa

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

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

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

pazaenoB CRM cuctembl CTyieHTaM MPeOCTaBIISIOTCS pACIIMPEHHBIE IpaBa qocTyna. Bee

CTYAEHTBI OJTHON TPYIIBI pabOTaIOT B 0011ei 6a3e U MOTYT HaOII01aTh Pe3yIbTaThl JeHCTBUI

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

3aHATHH.

Hwxe npuBeneH ¢pparMeHT 3a1aHusi KOMIIBIOTEPHOTO MTPAKTUKYMa.
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CL[CHapI/Iﬁ AOJDKCH NPCAYCMOTPETb BO3MOKHBIC OTKAa3bl KIIMCHTA U BO300HOBJICHUS mnmponecca

MIPOJAX.

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

Microsoft Dynamics 365 CRM

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

ITpumepHas cxema npouecca IpeJCcTaBIeHa Ha PUCYHKE HUXKE.

I-[ nRIiANnLIT
OpraHusauma KOHTaKT

MnAnuuTr NiaranaTnnAa

EonHuubl nsmepeHms LleHbl KoHKypeHT

IAuiranar
MepBrYHbIN ObpaLueHune

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

MnannAwaAawuiIsta A NnArcIIALIVARIA

MepBoe BTopoe [encteua B Kaxaom

3aKasbl

Cyet

Ixana oneHuBaHuA.

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

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

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

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

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

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

4.3. MeTonnueckne MaTepHaJibl

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

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

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

PekoMenaanuu o yTeHUI0 y4eOHOMN JIUTEPATyPhl

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

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

ANTrOpuUTM 03HAKOMHUTEIBHOTO YTEHMS

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

3. 3HaKOMCTBO C OIJIaBJICHUEM, BBISIBJICHHE HHTEPECYIOIINX BOIPOCOB.

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

5. BHMMaTenbHOE YTeHNE HYKHBIX MECT.

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

Tabanua. PeiTHHroBbIE OlIeHKH KOHTPOJILHBIX MepONpUSTHI

Buvinonnenue Pyoesicnbiit Konmposns 3auem/sK3amen Oobwiee Konuuecmeo
YRpadicHeHuii - oannos
Camocmoamensnasn
paboma, mecm
Max Min Max Min max Min Max Min
50 20 20 10 20 10 100 40
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HtoroBeiii 0amia HavyUCIAETCS CTYACHTY 3a BBbIIIOJIHCHUC 3aJIaHuM IPaKTUKYMOB,

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

IlepeBoa 6an10B peiiTuHra

bannsr
(pedTHHrOBOM
OLIeHKH), %

OneHka

TpeboBaHMs K 3HAHUSAM

100-40

«3auteHo»

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

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

39-0

«HE€ 3a4TCHO»

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

5. Metoauyeckue yKazaHusi AJs 00y4ar0lUXcs M0 OCBOEHUIO THCIUTLIUHBI

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

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

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

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

OpYTUMHU (PUHAHCOBBIMU OpPraHU3ALMSIMH.

O6umaunsbrit BapuanT Microsoft Dynamics CRM, maet cTyaeHTY BO3MOXKHOCThH pabOTHI €

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

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

Bunbl camocTosTeIbHOM BHEAY IUTOPHON PAOOTHI:

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

paboty B o6make MS Dynamics CRM 365
o MOJTOTOBKA K KEUCy

. MOJATOTOBKA K KOHTPOJILHOU padoTe (TecTy)

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

CaMOCTOSITEIbLHOIM paﬁoTbl oﬁyqammnxm o JTMCIMIIJIMHE

6.1. OcHoBHas auTEparTypa.

1. UYepkamun I1.A. Crparterus ynpasiieHus B3aMMOOTHOIIEHUAMU ¢ kineHTamu (CRM)
[DnexTponnsiii pecypc]/ Uepkamma [1.A.— DnexkTpoH. TekcToBbie AaHHBIe.— M.: UHTEpHET-
VYuusepcurer Madpopmannonusix Texunomoruit (MHTYUT), 2016.— 420 ¢.— Pexxum nocrymna:
http://www.iprbookshop.ru/52212

6.2. lonoJiHMTEIbLHAA JIUTEPaTypa.

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

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

6.3. Y4eOHO-MeTOAHYECKOE 0O0ecTIeYeHne CAMOCTOATEILHON padoThI.

He npexycmotpeno.

24


http://www.iprbookshop.ru/71737.html
http://www.iprbookshop.ru/52212

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

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

6.5. UnTepHeT-pecypcehbl.

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

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

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

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

20.01.2020

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

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

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

odecnieyeHne M NHGOPMANIMOHHBIE CIPABOYHBIE CHCTEMbI

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

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

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

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

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

6.__https://dlib.eastview.com — Uadopmanmonnsiii cepBuc «East View.
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http://iteam.ru/publications/marketing/section_26/
https://docs.microsoft.com/ru-ru/learn/
https://crmindex.ru/products
https://coderlessons.com/tutorials/microsoft-technologies/izuchite-microsoft-crm/microsoft-dynamics-crm-kratkoe-rukovodstvo
https://coderlessons.com/tutorials/microsoft-technologies/izuchite-microsoft-crm/microsoft-dynamics-crm-kratkoe-rukovodstvo

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

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

JKypHaJIOB U KHHUT U3JIaTeIbCTBa Springer.

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

HAyYHBIX U3]1aTEIbCTB.

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

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

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

[TporpammHuoe obecrieuenue: MatepueT Opaysep, Microsoft Office.
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