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1. IEPEYEHb INTAHUPYEMBIX PE3YJIbTATOB OBYYEHUA 11(0)
AACHUIIJIMHE, COOTHECEHHBIX C IIJTAHUPYEMbBIMH PE3YJIbTATAMH
OCBOEHMHSA OBPA3OBATEJIbBHOMU ITPOI'PAMMBbI

1.1. leab ocBoeHMST AUCHUIIJIUHBI

[{enbro OCBOSHUS TUCIIUTUIHHBI SBISICTCS:

B 00;1aCcTH 00y4YeHUA:

— ¢opMupoBaHHE Y 00yJarONHXCcsl 00menpodecCHOHATBHBIX KOMIETCHIIUN, OTPaKAIOITIX
3ampochkl PBIHKA TpyAda B 4YacTU 0a30BBIX OCHOB NPO(ECCHOHATBLHON NEATETHHOCTH C YYETOM
MOTEHIMATBLHOTO Pa3BUTHS 00JIACTH MPO(ECCUOHAIBHON JIEATEIILHOCTH HE3aBUCHMO OT OPHEHTAIMH
IPOrpaMMbl Ha KOHKPETHBIE O0BEKTHI MPO(EeCCHOHATLHON IEATEIPHOCTH WU 00JIaCTH 3HAHUS

— ((dopmupoBanue y  oOydarommxcs obmenpodecCuoHAIBHBIX KOMIIETCHITUH,
HANPABIEHHbIX HA PA3BUMUE HABLIKOS UCCIe008AMENbCKOU OesmelbHOCIL.

B 00J1aCTH BOCIMTAHUSA

—  pa3BUTHE JIMYHOCTH, CO3JIaHWE YCIOBUH JJIsI CaMOOIIPEACTCHHS W COIMAaIN3alluu Ha
OCHOBE MPUHSTHIX B OOIIECTBE MPABWI M HOPM MOBEJICHUS B MHTEpEcaxX YejoBeKa, CEMbH, O0IIECTBA

U rocyaapcCTsna.

1.2. [lepeyeHb MIIAHUPYEMBIX Pe3yJbTATOB 00YUeHHS 10 JUCIHUILJIMHE

Koa ¥ HauMeHOBaHMe Ocnosanue (I1C)
Kox u HammeHoBaHue IInanupyemMble pe3yJibTaThbl * st
HHANKATOPA J0CTH:KEHUS
KOMIIeTeHI[HU S — 00y4eHHs MO TUCHHUIIJIUHE Hpoq)eccnonansi{mx
KOMIICTCHIIM
OIIK-1. Criocoben HOIIK-1.1. Onpenensier 3HaeT: OCHOBBI
IIPUMEHSTh MOTPEOHOCTH B TEXHOJOTHUECKUX | KIMEHTOOPHUEHTHPOBAHHBIX
TEXHOJIOTHUECKUE HOBAIMAX U HHPOPMAIIHOHHOM TEXHOJIOTHH U
HOBAlLlUHU U obecrieueHnu B TypU3Me U KIIMEHTOOPUEHTUPOBAHHOMN
COBpPEMEHHOE HHAYCTPHH FOCTEIPUUMCTBA KOMMYHUKAIUH; TPOTPaMMHBIE
IIpOrpaMMHOE NOIIK-1.2. OcymectBisier nouck | pemenus kiacca GRM
obecrnieueHue B 1 BHEJIPEHUE TEXHOJIOTHUECKUX YMeeT: IpOeKTUPOBAaTh OCHOBHBIE
TYPHUCTCKOH cdepe HOBAIWH B IEITEILHOCTD TIPOIIECCHl 00CITYKUBaHUS KINEHTOB,
OpraHu3ayii chepsl Typu3Ma 1 paborats ¢ nadopmanueii B
TOCTEIPUHMCTBA III00aIBHBIX KOMITBIOTEPHBIX CETSIX,
pa3pabaTbIBaTh PEKOMEHIALNH 110
BHEJIPEHHIO HHHOBAITHOHHBIX
TEXHOJIOTHH B 00CITy>)KHUBaHHE
norpeburenen
Baaneer: HaBBIKAMU HCIOJIB30BAHUS
CTaHIApPTOB OOCITYKUBaHHS
norpeburenen
OIIK-2.Cnocoben HOIIK-2.3. Ilpumenser 3HaeT: TEXHOJOTHH yIIPABICHUS
OCYILIECTBIIATD KJIMEHTOOPUEHTUPOBAHHBIE KIIMEHTCKOH 0a30M,
OCHOBHBIE (DYHKIIUH TEXHOJIOTUH B B3aNMOOTHOIICHHUSAMH C KIIMEHTAMU
yIpaBieHUs npodeccHoHAIBEHOM YMeer: npuMeHsITh
TypUCTCKOH JeSITeIbHOCTU KIIMEHTOOPHUEHTUPOBAHHbIE
JIeSITETbHOCTBIO TEXHOJIOTHH B CEPBUCHOM
JeTeIbHOCTH
Buirageer: HaBbIKaMu 1o
3¢ (eKTUBHOMY yTIPaBIICHUIO
KITMEHTCKOM 0a30i
2. MECTO JUCHMILUIMHBI B CTPYKTYPE OBPA3OBATEJIbBHOHN

IMPOI'PAMMBbI
JluclMIuIMHA OTHOCUTCS K ob6sizamenvHou wacmu bioka 1. JIucuuroimebl  (MOJIYJIH)
nporpammel OakaaBpuarta (O06menpodeccuoHaaTbHBIN MOTYIb).



3. CTPYKTYPA U COAEPKAHUE JUCHUIIJINHBI

3.1. O0beM M CTPYKTYpPa AUCHMIIHHBI

OO6mast Tpy0EMKOCTh NUCHMIUIMHBI cocTaBiisier 3 3.e. (108 wac.), ux pacnpezaeineHue 1o

BUJaM paboT U ceMecTpaMm MPeACTaBIEHO B TaOJIULIE.

Buanbl yueOHbIX 3aHATHI 1 Pa00THI 00y4aI0IIUXCS

TpynoemMkocThb, 4ac

O0uias TPy10eMKOCTh AUCHMILINHBI, Yac 108
KonraxkrHas padoTa 00y4aomuxcsi ¢ MpenojaBarejieM Mo BUIAM Y4eOHbIX 36/10
3aHsATHIl (BCero), B T.4.:
3aHATHSA JEKIMOHHOr0 THNA (JIEKLIIK) 18/4
3aHSITHSI CEMHHAPCKOT0 THNA (CEMUHAPDI, TIPAKTHICCKHE 3aHATHS, TIPAKTHKYMBI, 18/6
KOJUIOKBHYMBI U MHBIE aHAJIOTHYHBIC 3aHSTHSI)
J1a00paTopHbIe padoThI -/-
CamocTosiTe1pbHasi padoTa Bcero, B T.4.: 72194
CaMoIoATOTOBKA 110 TeMaM (pasjesiaM) UCIUTUTHHBI -/ 94
BelInosHeHHE KypCOBOTO MPOEKTA /KypCOBOi paboThI -/-
Kourpoasb (3a4er) - 14
Ipome:kyTOYHAS aTTECTAIUS 3a4er

[Ipumeuanue: -/- 06vem 4acos coOmMEeMCMEEHHO Ok OUHOU U 3A0UHOU POPM 0OYUeHUs

JucuumnnuHa peanusyeTcsl OCPeACTBOM MPOBEACHUS KOHTAKTHON paboOThl ¢ 00yUYaIOIUMUCS
(BKJItOUass TMPOBEACHHE TEKYIIEro KOHTPOJIA  YCIEBAEMOCTH), CaMOCTOSITEIBHOM  paboOThI
00y4aromuXCcsl ¥ MPOMEXKYTOUHOM aTTeCcTaIlHH.

B mpormecce ocBoeHus JUCHUIUIMHBI MOXET MPUMEHATHCS DSJIECKTPOHHOE OOy4YeHHE W
JTUCTaHIIMOHHBIE 00pa30BaTeNbHbIE TEXHOJIOTHH.

B nponecce ocBoeHUs AMCHMILIMHBI 00ydaromuecs: 00ecrneyeHbl JTOCTYIIOM K 3JIEKTPOHHON
nH(}OPMaILMOHHO-00pa30BaTEILHON Cpejie U DNIEKTPOHHO-OUOIMOTEYHBIM CHCTEMaM.



3.2. CopeprxaHue IMCOMIIMHBI, CTPYKTYPHPOBAaHHOE 110 TeMaM

Ilnanupyembie Buapl yueoHo#i padoThl
pesyJIbTaThl KonTakTHas
OCBOCHHA:
— padora E
(hopmupyemoii E o Dopmbl
KOMIIeTeHIIUH I3} “5 ) 5 ? RO
H HHIUKATOPbI HaumeHOBaHuUe pa3esioB, TeM g = ? ENE WOHTPOTR
Ilocnmcel-mnu = ;-_’ = E g (H:::::’:::::)"e
KOMIIeTEeHI Uit = = = o ©
= ISl=! S S cpeacTBa)
E | g8 |:°
= =8 | O
OIIK-1. Tema 1. KJIWEHTOOPUEHTUPOBAHHBIN Beimonuenue
HOIIK-1.1. | mOaXo1 KAK KJIOYEBOM ACIIEKT MIPAKTUIECKUX
OPI'AHU3ALIMU OBCJYXUBAHUS 3amaHAN
ConeprkaHue JEKINN:
1. CymHoOCcTh, 3BONIONUS, 3aJa4d W  MPHUHITUIIEL
KIMEHTOOPUEHTHPOBAHHOTO  IIOAXO0Ja K  BEACHUIO
Ou3Heca, HalpaBIIeHUS peaIn3allii, HHANKATOPBI
2. KimeHT, nokynaTenb U NOTPeOUTENb: CpaBHUTEIbHAS 2705
xapakTepucThka. KIueHThl Kak KItoueBOil OM3HEC-aKTUB '
OpraHu3aIix
3. KimeHTOOpHEeHTHpOBaHHBIE TEXHOJOTMH KaK HOBBIE
BO3MOKHOCTH JJISl pa3BUTHS OM3HEca
4. Kpurepun OpHMEHTHPOBAHHOCTH OpTaHHM3aldHd W e
COTPYIOHHUKOB Ha MOKYIaTeJeH
5. TlepcriekTUBBI pa3BUTHS KIMCHTOOPHEHTHPOBAHHOTO
MapKEeTHHTa
IIpakTnyeckoe 3aHATHE Ne 1.
KiIMeHTOOpHEeHTUPOBaHHBIH  MOAXOA KaK  KIFOUEBOH 2/05
ACIIEKT OpraHU3alK 00CITY)KUBaHHUS
CamocrostenpHas pabora 10/20
OIIK-1. Tema 2. MNOCTPOEHHE CUCTEMBbI Brimonnenue
HOIIK-1.2. | KINMEHTOOPUEHTUPOBAHHOT'O CEPBUCA B MIPAKTUIECKUX
OIIK-2. OPIAHU3ALIUA 3aaHu’
NOIIK-2.3. | CoxaepsxaHue JEKIIUU:
1. TlocTpoeHne KOMIUIEKCHOM CHCTEMBI IOJIyYEHHUS M
aHaM3a 0OpaTHOM CBS3H.
2. Pa3paboTka KJIMEHTOOPHUEHTUPOBAHHON CTpaTerHu
OpraHu3aiu 4/1
3. KinmeHnToOopueHTHpOBAaHHAS KOPIIOPATHBHAS KYIbTYpa
4. AymuT  KIMCHTOOPHCHTHPOBAHHOCTH,  CECCHH
KITUCHTHHTA U YITy4dIIeHue OU3HEC-TIPOIIECCOB
5. Pa3zpaboTka u BHeIpEHHE CTAaHIAPTOB OOCITYKHBAHUSA
KIIMEHTOB
6. IloctpoeHune cuCTEeMBI KOHTPOJNS W MOTHBAIMU
KIIMEHTOOPHEHTHPOBAHHOCTH
IpakTuuyeckoe 3anaTHe Ne 2. IlocTpoeHHe CHCTEMBI 471
KJIMEHTOOPHEHTHPOBAHHOTO CEPBUCA B OPTaHU3AINH
CamocrosrenbHas paborta 20/20
OIIK-1. Tema 3. HCCJEJOBAHWE TITOTPEBUTEJEN Brmmonaenne
HOIIK-1.2. | CoxepxaHue JEKIUU: MPAaKTUYECKUX
OIIK-2. 1. Ananu3 norpeOHOCTEN M ICHHOCTE! TOTpeOnTeNs 3aJaHui
HOIIK-2.3. | 2. CoBpeMeHHEbIe TpeboBaHus | 4/05
KIIMEHTOOPUEHTUPOBAHHOMY CEPBHCY '
3. CerMmeHTanus KIHECHTOB
4. AHanu3 ypoBHS KIIMEHTOOPHUEHTHPOBAHHOI'O CepBHUCa
B OpTraHU3AINH
IpakTuueckoe 3anatue Ne 3. UccregoBanue 4105
noTpeduTenei '
CamocTositenbHast pabora 10 /20
OIIK-1. Tema 4. KJIUEHT KAK OCHOBHOM 471 Brmonaenue
NOIIK-1.2. | <KHBECTOP» IJI5S1 BUBHECA MIPAKTHIECKUX




Il1anupyembie Buapl yueoHo#i padoThl
PEsyILTATEL KonrakrHas
OCBOCHHUSA:
— padora g
(hopmupyemoii E o Dopmbl
KOMIIeTeHIIUN 13} g 3 = ? RO
M UHAMKATOPbI HaumenoBanue pasieinos, TeM ? 5 ? E < WOHTPOTR
Ilocnmcel-mnu = gj = E g (H::zl::::::)"e
KOMIIeTeHI Uit = = = o ©
= ISl=! S S cpeacTBa)
:E | g3 | £®
= =8 | O
OIIK-2. ConeprkaHue JEKINN: 3aIaHANi U
NOIIK-2.3. | 1. Xu3HEeHHBIN UK KIACHTA U YIIPABICHAE UM pemieHne
2. Biusune B3aMMOOTHOIIEHWH ¢ KIMEHTOM Ha 3a7a4
pe3yNbTaTUBHOCTD JIeATENbHOCTH OopraHu3aluy.
Tunonorus KIUEHTOB U pa3paboTKa MPEIIOKCHUN IS
Pa3HbIX TPYMI KIUEHTOB
3. Konnemnmus no0aBiIeHHON LEHHOCTH NSl KIIHEHTA.
Mertop! H3MEpeHHs TOTPEOUTENBCKON IIEHHOCTH
4. [IporpamMmsbl JIOSIIBHOCTH KJIIMEHTOB.
Y 10BIETBOPEHHOCTH KIMEHTOB
5. CoznaHue u ayuT KIMEHTCKOW 0a3bl OpraHu3aiuu
6. TexHomoruu paboTHI ¢ peKIaMaHsIMA
7. VYrmpapneHue B3aUMOOTHOUICHHSMH C KIHCHTAMH
(CRM)
Ipakrnyeckoe 3ansitue Ne 4. KinueHT kak OCHOBHOMU 471
«UHBECTODPY» I OM3HEca
CamocrosrtensHas padborta 12/18
OIIK-1. Tema 5. KIFOUEBBIE IMOKA3ATEJIMN OLIEHKH Beimonuenue
HOIIK-1.2. | PEAJIM3ALIMUA MIPAKTUYECKUX
OIIK-2. KIMEHTOOPUEHTUPOBAHHOI'O MOAXOJA 3alaHui U
HOIIK-2.3. | B BUBHECE pelieHue
CopepxaHue JeKIUU: 3ama4y
1. KnuenTckas COCTAaBJISAOIIAS CHUCTEMBI Kouncnekrupo
cOalaHCUPOBAaHHBIX MTOKAa3aTENeH 4/1 BaHUE
2. Meronet oueHkH 3(PPEKTHBHOCTH YHpaBICHUS JIEKUMOHHBIX
opraHuzanuei npu peanuzanuu BOIIPOCOB
KJINEHTOOPUEHTUPOBAHHOTO MOAX0Aa
3. bajaHc KIMEHTOOPUCHTUPOBAHHOTO CEPBHCa U 3aTpar,
(UHAHCOBBIE PE3YNIBTATHl KIHMCHTOOPHEHTHPOBAHHOTO
0JIX0/1a
IIpakTuueckoe 3anaTHe Ne 5. KitoueBble mokasarenu
OLICHKHU peanusanuu KJIIMEHTOOPUEHTUPOBAHHOTO 4/1
oJ1x0/1a B Ou3Hece
CamocTosiTenbHast pabora 20/16
HUTOrO | 18/4 18/4 72194

[Ipumeuanue: -/- 06vem uacos cOOMEemMcmeeHHO st OYHOU U 3A0UHOU POPM 0OYUeHUs




4. METOJIMYECKHAE YKA3AHMS JJUISA OBYYAIOIAXCS MO OCBOEHHWIO
TACIATIIAHBI

4.1. OOmme MeTOAMYECKHME  PEKOMEHJAUMH 1O  OCBOEHHMI) JUCHMILUIUHBI,
o0pa3oBaTejibHbIEe TEXHOJIOTHH

JIMcHMIUIMHA peai3yeTCsl TOCPEACTBOM MPOBEICHUS KOHTAKTHON PabOThI ¢ 00y4JaIONTUMHUCS
(BKJTIOYAsi TPOBENCHUE TEKYIIErO0 KOHTPOJII  YCIEBA€MOCTH), CaMOCTOSITEIBHOW  padOThI
00YYaOIINXCS ¥ TPOMEKYTOUYHOM aTTeCTaIlHH.

[Ipn mnpoBeneHMH YYEOHBIX 3aHATHH 10 JUCIMIUIMHE OOCCIICUYUBACTCS pa3BUTHE Y
00yJaromnXCcsi HAaBBIKOB KOMaHTHOM PabOThI, MEKINIHOCTHOM KOMMYHUKAIUH, TIPUHSATHUS PEIICHUH,
JUJACPCKUX KadecTB (BKJIOYAs TPOBEJACHHE HMHTEPAKTUBHBIX JICKIMH, TPYIIOBBIX JIHCKYCCHH,
pPOJIEBBIX Wrp, TPEHUHIOB, AaHAJIW3 CHUTyalldd W WMHUTAIMOHHBIX MOJIENICH, MpernoJaBaHue
JUCITUILUIMHBL B (pOpMe Kypca, COCTaBJICHHOTO Ha OCHOBE pPEe3Yy/IbTaTOB HAy4YHBIX HMCCJICIOBaHUM,
MPOBOAMMBIX ~ YHUBEPCHUTETOM, B TOM YHCIE C YYETOM pPETHOHAIBHBIX OCOOCHHOCTEH
poeCCUOHATILHOM JISATEILHOCTH BBIITYCKHUKOB M MOTPEOHOCTEH paboToaareei).

[IpenogaBanue  OUCHUIUIMHBI ~ BEIETCS  C  NPUMCHCHHEM  CICAYIOIIUX  BHJIOB
0o0pa3oBaTeJbHbIX TEXHOJIOTHI:

—  OanIbHO-pelimun208ast MEXHOL02USL OYEHUBAHUSL,

—  91eKmpOHHOe 0byueHue,

—  nmpobaemHoe 0obyueHue;

—  pazbop KOHKPEMHbIX CUMYayul;

—  ungopmayuonnvie mexronoeuu: Google-ooxymernmol, BBB.

Jlnisi ONCHKHM 3HaHWM, yMEHHWI, HaBBIKOB M YPOBHS CPOPMHPOBAHHOCTH KOMIICTCHIIUH IO
TUCITUTUIMHE TPUMEHSICTCS OaJUTbHO-PEHTHUHTOBAsS CUCTEMa KOHTPOJS U OICHKH YCIIEBAEMOCTHU
CTYZICHTOB. B OCHOBY Oa/UIbHO-PEHTHHIOBOI CHCTEMBI TOJOXCHBI HMPUHIIUIIBI, B COOTBETCTBUH C
KOTOPBIMH (DOPMHPOBAHHWE PEHTHHra CTYACHTAa OCYIICCTBIISICTCS B XOJAEC TEKYIIEr0 KOHTPOJIS
ycreBaeMoCTH. MakcuMalbHOe KonudecTBo 6amioB B cemecTpe — 100.

4.2. Meroan4yeckue yKa3aHusl JJs1 O0y4alIIMXCA MO OCBOCHHI0 IMCUMILUIMHBI HA
3aHATHAX JEKIIHOHHOTO THNA

JlekyuonHulil Kypc npeononazaem CUcCmeMamusupo8aHHOE U3N0NCEHUE OCHOBHBIX BONPOCO8
MemMamuyecko2o niana. B xo0e 1eKyuoHHbIX 3aHAMUL PACKPbI8Alomcs 6a306ble BONPOCHL 8 PAMKAX
Kadcoot memvl Ooucyuniunvl. QO03HaAUAOMCA KIlOYegble ACNeKmvl memM, a Mmaxdice O0eraromcs
aKyeHmvl Ha HauboIee CLONHCHbIE U BANCHBIE NOJIOHCEHUS UZYUAEMO20 MAMEPUAd.

JIeKIMOHHBIE ~ 3aHATHS TPOBOASTCS B TMOTOYHOM  ayIUTOPUU C  MPUMEHEHUEM
MYJBTUMEAMMHOTO IPOEKTOpa B Buje yueOHoi npezenTanuun uiu B OMOC yHuBepcurera.

B xo00e nexyuonnvix 3anamuil pekomernoyemcsi KOHCHeKMUpo8anue yuebHo2o Mamepuad.

OmoenvHvle membvl npednazaromcs 0Jisi CAMOCMOAMENbHO20 U3YUeHUsl (KOHCNEeKMUPYIOMCS).

Mamepuanvt  nekyuii  A61A10MCL  ONOPHOU  OCHOBOU Ol NOO2OMOBKU 0OYHAIOWUXCS K
APAKMUYECKUM 3AHAMUAM U BbINOJIHEHUs 3A0aAHUll CAMOCMOSMENbHOU pabomsl, a maxdice K
MEPONpUAMUAM MeKYyuje2o0 KOHMPOJS YCNegaeMoCcmu U NpOMeNHCYMOYHOU ammecmayuu no
oucyuniume.

4.3. Meroauyeckue YKa3aHusl sl O0y4YalOIIUXCHA IO OCBOCHUIO IUCUUILIMHBI HA
3aHAITHSIX CEMUHAPCKOI0 THIA/ HA MPAKTHYECKUX 3aHATUIX

Ilpakmuueckue (cemunapcrue) 3aHamus. NPeOCmMasIsAOm coool 0emanu3ayuro 1eKYUOHHO20
meopemuyeckoe0 Mamepuand, NpoBOOAMCS 6 UYelax 3aKpenieHus Kypcad U 0X8amvléaiom 6ce
ocHosHble pazoenvl. OCHOBHOU (hOPMOT NPOBEOCHUS CEMUHAPO8 U NPAKMUYECKUX 3AHAMULL A6IAeMCs
obcyscoenue Haubonee NPOOIEMHBIX U CIONCHLIX B0NPOCOE NO OMOENbHLIM MeMAM, d MAaKice
pewieHue 3a0a4 u pazoop npumepos u cCumyayuti ¢ ayOUmopHuIX YCi06uUsx.

IIpakmuyeckue (cemunapckue) 3aHAmMuUs 00y4arOWUXCs 0becneyusaiom:

—  NPOBEPKY U yMOuYHeHue 3HAHUL, NOJYYEHHbIX HA TeKYUSX,



—  NONYyYeHue YMeHUUl U HABbIKO8 COCMABIEHUsT OOKIA008 U COO0OWEeHUll, 00CYHCOeHUs.
80NPOCOG NO YUeOHOMY Mamepuany OUCYUNTUHBL,

—  noogedeHue umoz208 3aHAmMuUli No pPeumuH2080l cucmeme, CO2NACHO MEeXHOI02U4ecKou
Kapme OUCYUNIUHDL.

IIpaxmuueckue 3auamusi Op2aHu3yIoOmcs, 8 Mom yucie 8 hopme npaKkmuieckou no020MmosKu,
KOmMopas npedycmampusaem yuacmue 00y4aroumuxcs 8 8blNOJIHEHUU OMOeIbHbIX JJleMeHmos8 padbom,
C8A3AHHBIX ¢ OYOyWell npopeccuoHarbHOU 0esimeabHOCMbIO.

[TpakTudeckas MOATOTOBKA MPEIyCMATPUBACT: BBIMOJHEHUE MPAKTUYCCKUX 3aJaHUN MPHU
M3ydyeHuu TeM ¢ 1 1o 5.

[TpakTudeckas MOArOTOBKA MPEAyCMATPUBACT: PEIICHUE 3a1a4 10 TeMaM 4 1 5.

4.4, Meroan4iecKue yKa3aHUs M0 CAMOCTOSITeIbHOM padoTe 00y4arommxcs

CamocrtosiTenbHass paboTa oOecneurBaeT MOATOTOBKY OOYyYarolerocss K ayAuTOPHBIM
3aHATHSIM U MEPOIPUATUSIM TEKYIIET0 KOHTPOJS M IPOMEKYTOUHOM aTTeCTaluu M0 H3ydaeMoi
TUCHUIUIMHE. Pe3ynbTaThl 3TOM MOATOTOBKM MPOSBISIOTCS B aKTHMBHOCTH OOy4arollerocss Ha
3aHATHUSIX U B KAUECTBE BBIIIOJHEHHBIX MPAKTUYECKUX 3a/1aHUN U IpYruX (POPM TEKYIIETr0 KOHTPOJIS.

CaMocTosiTenbHast paboTa CTYICHTOB BKIIIOUYAET:

—  u3yyeHue yueOHoU Iumepamypuvl no Kypcy;

—  peuleHue npaKkmuyeckux cCumyayui u 3a0ay,

—  pabomy c pecypcamu Unumepuem,

—  N0020MOBKY K MeCcmuposanuto no memam Kypca,

—  N0020MOBKY K HPOMENCYMOUHOU ammecmayuu no Kypcy u op.

[Ipy BBINONHEHWU 3aJaHUN AT CAMOCTOSITENIbHOM pPabOThI pEeKOMEHIyeTcs MpopadoTka
MaTepHAJIOB JIEKIIUHI 0 KaKI0M IPONJIEHHON TEME, a TAK)KE U3yUYECHHUE PEKOMEHyEMOU JINTEPaTyphl.

Jliisa oOyyaromuxcs 1Mo 0O4HO-3a04HOM opMe 00ydeHHsI caMOCTosITeNbHAsT paboTa sSBIsSETCS
OCHOBHBIM BHJIOM Y4€OHOI 1€TEIbHOCTH.

s obecrieueHusi CaMOCTOSITENBHONM pabOThl OOYYAIOIIMXCS HCHOJB3YETCS AJIEKTPOHHBIN
yaeOHbIi Kypc, co3nannbiii B DMMOC ynuBepcurera http://sdo.tolgas.ru/
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5. YYEBHO-METOJUYECKOE MU HWH®OPMAINIUMOHHOE OBECIIEYEHHUE
JUCIHUIIVINHBI

5.1. IlepeyeHb OCHOBHOM M /IONIOJHHUTEJIbHOH y4eOHOH JIMTepaTypbl, HeOOXOAUMOM 1JIA
OCBOEHMS THCIUIIHHBI
Best nmutepaTypa, BKJIIOUYEHHas B JAaHHBIA TEepeueHb, MPEJCTAaBICHA B BHUJAE SJCKTPOHHBIX
pecypcoB B ayekTpoHHOW OubOimmoreke yHuBepcutera (OBC). Jluteparypa, wucmoiab3yeMas B
NeYaTHOM BHJE, TpEACTaBIeHAa B HAay4YHOW OuOimoreke yHHBepcutera B oObeme He meHee 0,25
9K3EMILIIPOB HAa OJHOT0 O0YYaIOIIErocs.
OcHoBHas1 JIUuTEpaTypa

1. 3axaposa, JI. H. [Icuxonorus ynpasieHus : yae0. mocodue mo crnernuaibHocTa "Yp.
nepconanom" / JI. H. 3axapoBa. - Jlokyment read. - Mocksa : Jloroc, 2020. - 377 c. - (HoBas
YHUBEpCHUTETCKas Oubmmoreka). - [Ipui. - ['moccapumii. - URL: https://znanium.com/read?id=367542
(mara oOpamenus: 19.02.2024). - Pexxum gocryna: s aBTopu3. nonb3oBareneid. - ISBN 978-5-
98704-499-5. - TekcT : 3NIEKTPOHHBIH.

2.  IIpaxktuueckuii MeHemxMeHT : y4e0. mocooue / 3. M. KopotkoB, M. b. XKepnakosna,
O. H. Anekcannposa, C. A. AHTOHOB ; o1t 06mI. pen. KopotkoBa D. M. - JlokymenT read. - MockBa

NHOPA-M, 2021. - 329 c. - (Beicmiee o60pasoBanue - Marucrparypa). - URL:
https://znanium.ru/read?id=414135 (nara obpamenus: 21.03.2024). - Pexxum noctyma: aisi aBTOpU3.
nosb3oBareneit. - ISBN 978-5-16-003828-5. - 978-5-16-101769-2. - TekcT : 2JIeKTpOHHBII.

3. Buxanckwuii, O. C. Menemxment : yuebnuk / O. C. Buxanckwuii, A. Y. Haymos. - 7-¢
u3n., nepepad. u gom. - Jlokyment read. - MockBa : Maructp [u ap.], 2024. - 670 c. - URL:
https://znanium.ru/read?id=442770 (nara oopamenus: 19.04.2024). - Pexxum noctyma: aisi aBTOpU3.
nosb3oBareneit. - ISBN 978-5-9776-0554-0. - 978-5-16111543-5. - TekcT : 2IeKTPOHHBIH.

4, NHHOBAalIMOHHBI MEHEKMEHT : y4eO. i1 BY30B IO HampaBlieHHI0 "MenemxmeHT"
(crenens (kBamudukanus) - "mMaructpatypa") / B. A. lopdunkens, T. I'. [Tomamiok, JI. 5. ABpamikos
[v ap.] ; mox pexn. B. f. Topdunkens, T. I'. [lonamiok. - 4-e u3n., nepepad. u qor. - JlokymenT read. -
MockBa : Byzos. yue6. [u ap.], 2023. - 380 c. : un. - CnoB. moustuii (TepmunoB). - URL:
https://znantum.ru/read?1d=421623 (nara oOpamenus: 27.06.2024). - PexxuMm goctymna: Ais aBTOPU3.
nosab3oBarenei. - ISBN 978-5-9558-0311-1. - 978-5-16-104931-0. - TekcT : 2J1eKTpOHHBIH.

5. TynbraeB, T. A. MapkeTunr yciayr : y4eOHUK : ydeb. mocoOue aisi BY30B IO
HanpasieHnuto "Mapkerunr yeayr" / T. A. Tynbraes. - Jlokyment read. - MockBa : UHOPA-M,
2020. - 207 c. - (Beicmiee obpasoBanwue). - ['moccapuii. - URL: https://znanium.com/read?id=356219
(mata obpamenus: 15.10.2020). - Pexxum moctyna: ans aBTopus. noibzoBatened. - ISBN 978-5-16-
005021-8. - TekcT : 2IEKTPOHHBIN.

6.  bacosckuii, JI. E. Mapketunr : y4e6. nmocobue ais By30B 1o HampasieHuto 38.03.02
"Menemkment" / JI. E. Bacosckwii, E. H. BacoBckast. - 3-e uzn., nepepad. u jgom. - JlokymenT read. -
Mocksa : MH®PA-M, 2024. - 232 c. - (Boiciee obOpa3zoBanue - bakamaBpuar). - URL:
https://znantum.ru/read?1d=434658 (nara oOpamenus: 11.01.2024). - Pexxum goctymna: ais aBTOpU3.
nosab3oBarene. - ISBN 978-5-16-104295-3. - TekcT : 31eKTPpOHHBIH.

7. Csupunenko, 0. II. CepBucHas nesTenbHOCTh : y4eO. mocobue s BY30B IO
HanpasneHusM moarot. 43.03.03 "Toctununy. neno", 43.03.02 "Typusm" (kBanudukaius (CTerneHs)
"0akamapp") / 0. II. Ceupunenko, B. B. Xwmenes. - 2-e usn., ucnp. u jon. - JlokymeHnt read. -
Mocksa : UTHOPA-M, 2022. - 173 c. - (Breicmiee oOpa3oBanue - bakanaBpuar). - Tectsl. - Kiroun. -
URL: https://znanium.com/read?1d=400299 (nara o6pamenns: 07.10.2022). - Pexxum moctyma: st
aBTOpH3. noJsib3oBareneit. - ISBN 978-5-16-105613-4. - TekcT : 31eKTpOHHBII.

8. IloBemenme motpeOuTeNell : y4e0. MOCOOME IS BY30B IO HANPABICHHUIO ITOATOT.
38.03.02 "Menemxment" (xBanmudukanus (crenenp) "Oakamasp") / O. H. Pomanenkoma, H. II.
byrakosa, JI. A. XunbioB [u ap.] ; mox obmr. pea. O. H. PomanenkoBoit ; ®UHAHCOBBIN yH-T MpU
[TpaButensctBe P®. - JlokymenT read. - Mocksa : By3. yue6. [u ap.], 2020. - 320 c. - IIpun. -
I'moccapmii. - URL: https://znanium.com/read?id=356056 (mata o6pamenus: 14.01.2021). - Pexxum
JIocTyna: Juisi aBTopu3. monb3oBarenei. - ISBN 978-5-9558-0404-0. - 978-5-16-102322-8. - Tekcr :

AIEKTPOHHBIN.
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9. Mapuenko, T. W. KnueHToopueHTHpOBaHHBIE TEXHOJOTHH : ydel. mocoOue ist
CTYACHTOB CEpBHCHBIX HampasieHuil moarot. / T. . Mapuenko, T. A. XXypasnesa ; [loBomx. roc.
yH-T cepBuca (PI'BOY BO "IIBI'YC"), Kad. sxonomuku u 6uszHeca. - Tompartu [u ap.] : YHuEB.
kuaura, 2024. - 258 c., un. - ISBN 978-5-907884-13-7 : 114-90. - TekcT : HEMOCPEICTBEHHBIA.

10. bananos, A. H. Un(hopmaIioHHbIE TEXHOIOTHU B cepe Typru3Ma M rOCTEIPUUMCTBA :
yue6. mocodue / A. H. bananos. - Jlokymenr read. - Cankr-IletepOypr [u ap.] : Jlans, 2024. - 412 c.
- URL: https://e.lanbook.com/book/414965 (nara obpamenus: 28.11.2024). - Pexxum mocryna: mis
aBTOpH3. mosib3oBareneit. - ISBN 978-5-507-49287-9. - TekcT : 3eKTpOHHBIH.

JonosiHUTeILHAS JUTEpPaTypa

11. boxoBHs, A. E. MortuBanusi - OCHOBa YIPAaBJICHUS YEJIOBEUECKUMHU pecypcaMu
(Teopus u npakTuka (GOPMUPOBAHUS MOTUBHUPYIOIIEH OPraHU3AIIMOHHOM Cpebl U CO3JaHUs €IUHON
CHCTEMbI MOTUBAIIMK KoMIaHuu) : MoHorpadus / A. E. bokoBHs. - JJokyment Bookread2. - Mockaa :
NH®PA-M, 2022. - 144 ¢ : wun. - (Hayunmas weicios). - Ilpwn. -  URL:
https://znanium.com/read?id=393681 (mara oOpamenus: 03.03.2022). - Pexum pgocryma: s
aBTOpH3. oyib3oBaTene. - ISBN 978-5-16-102667-0. - TekcT : 31eKTpOHHBIMH.

12. AcamueB, A. M. DKOHOMHKA W YIpaBIICHHUE YEIOBEUECKUMH pecypcamu : y4el.
noco6ue ams By30B no HampasieHuto 38.03.01 "Oxonomuka" / A. M. Acanues, I'. I'. BykoBuy, T. I'.
CrpoureneBa. - Jlokyment read. - Mocksa : UH®PA-M, 2024. - 142 c. : wi., 1abn. - (Beicmee
oOpa3oBanne - bakanaBpuar). - URL: https://znanium.ru/read?1d=429809 (mara oOGpamieHus:
29.01.2024). - Pexxum noctyna: ajisi aBTopus. nosb3oBareneil. - ISBN 978-5-16-006913-5. - 978-5-
16-104878-8. - TekcT : 3JIeKTPOHHBIH.

13. Komapo, E. HW. U/M3mepeHue MOTHBAalMM U CTUMYJIHPOBaHUS 'deloBeKa
pabotaroniero". VM3meputenbHas KOHLEMLUA U H3MEPSIONIME METOAMKH : ydel. mocobue / E. W.
Komapos ; Poc. akazn. nap. xo3-Ba npu IlpaButensctBe PD, dak. MHHOBAIL.-TeXHOJI. OU3HEca. - 2-¢
u3 . - Jlokyment Bookread2. - Mocksa : PUOP [u ap.], 2014. - 260 c. - (IIpe3uneHtckas nporpamMmma
HOJrOTOBKH yrpaBiieHueckux kazapos). - URL: http://znanium.com/bookread2.php?book=409078
(mata obOpamenus: 15.10.2020). - Pexxum gocryna: ans aBropus. noib3zoBateneit. - ISBN 978-5-369-
01216-1. - 978-5-16-006817-6. - TekcT : 2IEKTPOHHBIA.

14. KuOGanos, A. SI. YmpapieHue NEpCOHAIOM OPTraHU3ALMUU: CTPATEIrus, MApKETHHT,
WHTEpHAIMOHANM3AIMsl : y4ded. mocoOue 1o HampaBieHusM "MeHemxment opr." u "Ymp.
nepconanom" / A. 5. Kubanos, U. b. [lypakosa ; ['oc. yH-T ynp., Boponex. roc. yH-T. - JIokyMeHT
read. - Mocksa : UH®PA-M, 2024. - 301 c. - (Beiciee oOpa3oBanue: Marucrpatypa). - URL:
https://znanium.ru/read?id=429978 (nara obpamenus: 29.01.2024). - Pexxum gocTymna: Ais aBTOPU3.
nosnb3oBarenei. - ISBN 978-5-16-107492-3. - Tekct : 2eKTPpOHHBIH.

15. KubGano, A. 5. OcHOBBl yHOpaBiI€HMs TEpPCOHAIOM : Yy4eOd. i1 BY30B IO
HampaslieHUto noArot. "Ymp. nepconairoM", "T'oc. u mMyHunun. ymp." (kBanudukanus (CTENEHb)
"6akanaBp") / A. . Kubanos ; I'oc. yH-T ymp. - 3-e usn., nepepal. u gom. - JlokymeHr read. -
MockBa : HWHO®PA-M, 2024. - 440 c. : wun - (Beiciee oOpazoBanue). - URL:
https://znanium.ru/read?id=430967 (nara obOpamenus: 16.12.2024). - PexxuMm gocTymna: A aBTOPU3.
nosnb3oBarenei. - ISBN 978-5-16-111730-9. - Tekct : 31eKTpOHHBIH.

16. Yymnanosa, O. JI. CoBpeMeHHbIE TEXHOJIOTUH KaJIpOBOTO MEHEIKMEHTA: aKTyaIH3alus
B POCCUHCKON MPAKTUKE, BO3MOKHOCTH, pucku : MoHOorpadus / O. JI. YUymanosa. - JlokymenT read. -
MockBa : HWH®PA-M, 2020. - 363 c¢. - (Hayunas wbicib). - Ilpun. - URL:
http://znanium.com/bookread2.php?book=1042593 (mara obpamenus: 19.02.2024). - Pexum
JocTyna: sl aBTopu3. moib3oBaTenei. - ISBN 978-5-16-105764-3. - TekcT : 2IeKTPOHHBIH.

17. Cunsesa, 1. M. MapkeTuHr B NpeanpUHUMATEIbCKON NEATENbHOCTH @ yueld. uid
9KOH. BY30B 10 HampapieHuto "Okonomuka" / M. M. CunsieBa, C. B. 3emnsik, B. B. Cunsies ; noa
pen. JI. I1. lamkosa ; ®uHancoBsii yH-T nipu [IpaBurenscte PO. - 6-¢ m3., crep. - JJokymenT read.
- Mocksa : JlamkoB u K, 2019. - 266 c. : nn. - URL: https://znanium.com/read?1d=358543 (nara
obpamenust: 21.05.2024). - Pexxum octyna: i aBTopu3. noib3oBateieid. - ISBN 978-5-394-03160-
1. - Tekcrt : NeKTPOHHBIH.

18. CemenoB, A. K. OpraHuzanmoHHOE TOBEIEHHE : y4eOd. I CTYACHTOB BY30B IIO
HanpaBleHUIO oAroT. "Menemxment" (kBanudukamus (crenenp) "6akanasp") / A. K. Cemenos, B.
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N. HabokoB. - 2-¢ u3a. - Jokyment read. - Mocksa : JlamkoB u K, 2020. - 272 c. - (YueOHbIC

w3nanua Juia  OakanaBpoB). - URL: https://znanium.com/read?id=358190 (nara oOpamienus:
16.12.2020). - Pexxum mocTyma: s aBTopu3. mosk3oBatencit. - ISBN 978-5-394-03578-4. - Tekcer :
AJIEKTPOHHBIN.

19. VYuyeOGHO-MeTOAMYECKOE TOCOOUE MO TUCIHILIHNHE "YTIpaBIeHUue B3aUMOOTHOIICHUSIMH
¢ KiaueHTamu'" : JUIsl CTYJIEHTOB HampasiieHus noArot. 38.03.02 "MenemxMmeHT" HaNpaBIE€HHOCTH
(mpoduns) "Yup. npoekramu" / IloBomk. roc. yH-T cepBuca (®PI'bOY BO '"IIBI'YC"), Kad.
"DKOHOMUKA, Opr. U KoMMep. nesaTenbHOcTh" ; cocT. C. JI. Kykuna. - Jlokyment Adobe Acrobat. -
ToapsaTTh : IIBI'YC, 2018. - 1,05 Mb, 45 C. - Ilpun. - URL.:
http://elib.tolgas.ru/publ/Metod UVsKb BMNUP 09.07.2018.pdf (nara ob6pamenns: 21.10.2020). -
Pexxum moctyna: aiis aBropus. nmonb3osareneil. - 0-00. - Teker : 31eKTpOHHBIH.

20. CepBuc: opranusaiys, yrpaBJieHHe, MApPKETUHT : y4eO. /I By30B TI0 HAlpaBJICHUSM
noarot. "Cepsuc", "Typusm", "T'octureu. aemno", "Menemxment" (ypoBeHb OakamaBpuata) / E. H.
Bonxk, A. U. 3eipsnoB, A. A. Jlumnunckas, H. B. Xaputonosa. - 3-e¢ uza. - Jlokyment read. - MockBa
: HamkoB u K, 2022. - 250 c. - (YueOuble u3nanus ans OakanaBpoB). - Tecrt. 3amanusa. - URL:
https://znanium.ru/read?id=431948 (nara obOpamenus: 27.12.2023). - PexxuMm gocTymna: Ais aBTOPU3.
nosab3oBarenei. - ISBN 978-5-394-04914-9. - Tekcr : 3eKTPOHHBIH.

5.2. Mpodeccuonanbubie 06a3bl JTaAHHBIX, HH(OPMAIUOHHO-CIIPABOYHBIE CUCTEMBI,
HHTEpPHeT-pecypchl

1. eLIBRARY.RU : nHayuyHas snexkrpoHHas OuOimoreka : caidT. — Mocksa, 2000 - . -
URL: https://elibrary.ru (mata ob6pamenus: 13.04.2023). — Pexum goctyma: Aias 3aperuCTpUp.
IIOJIb30BaTeseH. — TEeKCT: 2JIEKTPOHHBIMN.

2. EnuHoe OkHO JocTyma K oOpa3oBarenbHBIM pecypcam @ cait. - URL
http://window.edu.ru/ (mata oopamenus: 03.12.2021). - TeKCT : 3JIEKTPOHHBIM.

3. UHTYUT. Hanmonaneueiit OTKpBITEIA YHUBEPCHUTET : caiiT. - MockBa, 2003 - . - URL:
http://www.intuit.ru/ (mara obpamienus 03.12.2021). - TeKcCT : 3JIEKTPOHHBIH.

4. Koncynprantllitoc : cipaBounas npaBoBas cuctema : caiit / 3A0 «Koncynprantlnrocy.

— Mocksa, 1992 - . - URL: http://www.consultant.ru (mara oo0partenus 13.04.2023). — TekcT :
JJIEKTPOHHBIN.
5. YHuBepcurerckass wuHpopManuonHas cuctema POCCHUSA : caidr. - URL

http://uisrussia.msu.ru(aara oopamienus: 03.12.2021). - TekcCT : 3JEKTPOHHBIH.

6. DnektponHas OmOmMoTedHas cuctema [IOBOIKCKOTO TOCYZapCTBEHHOTO YHHBEPCHTETA
cepBuca : cailt / ®I'bOY BO «IIBI'YC». — TonbsatTn, 2010 - . - URL. : http://elib.tolgas.ru (nata
obpamienns 13.04.2023). — Pexxum qocTtymna: iist aBTOPHU3. MOJIb30BaTeseil. — TeKCT : 3JeKTPOHHBIH.

7. DnekTpoHHO-OMONMOTEeYHas cuctema Znanium.com : caiit / OOO "3HAHUYM". —
Mocksa, 2011 - . - URL: https://znanium.com/ (nata oo6parenus 13.04.2023). — Pexxum goctyma:
JUIS aBTOPH3. MOJIb30BaTeNe. — TeKCT : AJIeKTPOHHBIH.

8. DnekTponHo-0mbMMoTeyHas cucrema Jlans : caiit / OO0 "OBC JIAHB". - Mocksa, 2011
- . - URL: https://e.lanbook.com/ (nata ooOpamuenus 13.04.2023). — Pexxum poctyma: jajisi aBTOpHU3.
MOJIb30BaTeNeil. — TEeKCT : ANEeKTPOHHBIN.

5.3. IIporpammHoe obecneueHue

WNudopmanronnoe obecriedeHne ydeOHOro mporecca Mo JUCHUIIMHE OCYIIECTBIISETCS C
HCIIOJIb30BAaHUEM  CIIEAYIOIIEro MpPOrpaMMHOro obOecrneueHusi (JIMIEH3MOHHOT0 U CBOOOJHO
pacIpoCTpaHsIeMOro), B TOM YHCII€ OTEYECTBEHHOIO MPOU3BO/ICTBA:

Ne n/m HaumeHoBaHnue YcaoBus gocryna
1 Microsoft Windows 13 BHYTPEHHEH CEeTH yYHHBEpPCHTETa (JIMIICH3MOHHBII TOTOBOD)
2 Microsoft Office 13 BHYTPEHHEH CeTH yHUBepcHUTeTa (JIMIICH3HOHHBIN IOTOBOP)
3 Koncynbrantllmoc W3 BHYTPEHHEU CETH YHUBEPCUTETa (JIMLIEH3HOHHBII T0TOBOD)
4 C10 MOODLE U3 JIE000H TOYKH, B KOTOPOU HMEETCsI IOCTYI K ceTd MHTepHeT
(JIMIICH3MOHHBIA JOTOBOP)



http://window.edu.ru/

6. OMUCAHUE MATEPHUAJIbBHO-TEXHUYECKOM BA3bl, HEOEXOJIUMOM JIJIsI
OCYHECTBJIEHUSA OBPA30BATEJIBHOI'O ITPOLHECCA 11O JUCHUIIVIMHE

[Tomemienust nmpeAcTaBisAOT co00i yyeOHbIE ayIUTOPUN NJISl IPOBENEHUS YUeOHBIX 3aHATHIM,
NPEIYCMOTPEHHBIX YYEOHBIM IUIAHOM H pabodeld MporpaMMoOd JUCIMIUIMHBI, OCHAIEHHBIE
000py/I0BaHUEM U TEXHUYECKHUMH CPEACTBAMH O0YUECHHUS.

3aHATUSA JIEKIMOHHOIO THMA. YuYeOHble ayAUTOPUHM ISl 3aHATUH JIGKIMOHHOTO THIIA
YKOMILIEKTOBAaHbI MEOENIbIO M TEXHUUYECKUMHU CPEeICTBAaMU O0YUEHUs, CIIYKAIlUMU JJIsl IPEICTaBICHUS
yueOHoi nHpopManuu (CTalMOHAPHBIE WM IEPEHOCHBIE HAOOPHI IEMOHCTPALIMOHHOTO 000Dy I0BaHUS
(mpoeKTop, PKpaH, KOMITbIOTEP/HOYTOYK), ydeOHO-HArJsIHble IMOocoOus (Tpe3eHTalud 10 TeMam
JeK1Mi), 00ecCreurBaolie TeMaTHYeCKHe WILTIOCTPAIMKM, COOTBETCTBYIOLINE IAHHOW IMpOrpaMme
JVCLIUATUTAHBL.

3aHATHA CeMHMHAPCKOro TUma. Y4eOHble ayAUTOPUU [UIsl 3aHSATHIL CEMHHApPCKOTO THUIIA
YKOMIUIEKTOBAaHBI MEOENIBIO U TEXHUYECKUMHU CPEICTBAMH O0YUEHHUSI, CITY KALTUMHU IJIs1 TIPEACTABICHUS
yueOHol nH(popManuu (CTallMOHAPHBIE WK TIEPEHOCHBIE HAOOPHI IEMOHCTPALIMOHHOTO 000pyI0BaHUs
(IpoeKTOop, 9KpaH, KOMITbIOTEP/HOYTOYK).

IIpomexyTounas arrecramusi. [[ns mnpoBedeHHs TPOMEXKYTOYHOM arTecTalud IO
TUCHUTUTMHE HWCHOJB3YIOTCS KOMIIBIOTEPHBIE KJIACChl, OCHAIICHHBIE KOMITBIOTEPHON TEXHHKON C
BO3MOXXHOCTBIO MOAKIIOUEHUs K ceTu «VHTepHeT» MU obecrmeueHueM JocTyna B O3JIEKTPOHHYIO
WH(OPMAIIMOHHO-00pPa30BaTeIbHYI0O  CpPElly  yYHHBEpCHUTETa  W/WiIM  yd4eOHBIE  ayJaUTOPHH,
YKOMILIEKTOBaHHBIE MEOEIIbI0 U TEXHUYECKUMU CPECTBAMH O0yUYCHHUSI.

CamocTosiTeibHasi pabora. IloMemeHuss Ui CaMOCTOSATENBHOM pPabOTHI  OCHAIICHBI
KOMIIBIOTEPHOH TEXHUKON C BO3MOXHOCTBIO MOJKIIOUEHUs K cetu «lHTepHeT» W HOCTymoMm K
AJIEKTPOHHOM  MH(OpMAIMOHHO-00pa30oBaTeIbHOM  cpele  yHHBepcuTeTa. [ opraHuzaiuu
CaMOCTOSITENIbHOM paboThl 00YYAIOIIMXCS UCTIOTIB3YIOTCS:

—  KOMIIBIOTEPHBIE KJIACCHl YHUBEPCUTETA;

— Oubnuoteka (Menuasan), UMeElOImas MecTa g OOy4yaromuxcs, OCHAIllEHHBIE
KOMIIBIOTEPAMH C JOCTYINOM K 0a3aM JaHHBIX U ceTu «HTepHeT».

DJIeKTPOHHAsA HH(OPMALIMOHHO-00pa3oBaTe/ibHas cpeaa ynuBepcurera (QUOC).

Kaxnplii oOydaronuiics B TedeHHE BCEro mepuoja oO0ydeHus oOecreueH MHIUBUAYaTbHBIM
HEOTpaHMYEHHBIM JOCTYIIOM K 3JIEKTPOHHOW MH(OPMAIIMOHHO-00pa30BaTeIbHON Cpe/ie YHUBEPCUTETA
(OUOC) http://sdo.tolgas.ru/ u3 1000 TOUKH, B KOTOPOH HMeeTcss AOCTYH K HMH(OPMAIMOHHO-
TEJIEKOMMYHHUKAIIMOHHOH ceTn «/HTepHeT», Kak Ha TEpPUTOPUH YHHUBEPCHUTETA, TaK M BHE €€.

OUOC yHuBepcurera 00eCreurnBaeT:

— JIOCTyH K Y4eOHBIM IUIaHaM, paboduM Mporpammam AMCHUILIMH (MOJyJei), mporpaMmam
NPaKTUK, OJJIEKTPOHHBIM YYeOHBIM M3JaHUAM U DJIEKTPOHHBIM 00pa3oBaTENbHBIM pecypcam,
YKa3aHHBIM B pab04HX MporpaMMax JUCIUIUTMH (MOIyJei ), mporpaMMax MpakTuK;

— ¢opMHpOBaHUE DJIEKTPOHHOTO MOPTQPOINO 0OYJAIOIIETOCs, B TOM YHCIIE COXPAaHEHUE €ro
paboT M OLIEHOK 3a 3TU PadOTHI.

B cnyuae peanmmuzanmu o0pa3oBaTenbHOM MHpOrpaMMbl C MPUMEHEHHEM 3JEKTPOHHOTO
00y4eHus, AMCTaHIMOHHBIX 00pa3zoBaTenbHbIX TexHOoMorui MOC nononHuTeNbHO 00ECIeUnBaET:

— (¢ukcamnuo xoa 06pa3zoBaTeIbHOTO MPOLECCa, PE3yIbTATOB IPOMEXYTOUHON aTTeCTallUU U
pe3yIbTaTOB OCBOEHUS 00pa30BaTeIbHOM MPOTrPAMMBbL;

— TpOBeleHUE Y4YeOHBIX 3aHATHUH, MPOIENyp OICHKH pPE3ylbTaTOB OOYYCHUs, pear3allis
KOTOPBIX  TNPEIyCMOTpEHa C  TPUMEHEHHEM  DIIEKTPOHHOTO  OOydYeHHs, IUCTAaHIIMOHHBIX
00pa30BaTeNbHBIX TEXHOJIOTUH;

— B3aUMOJICHCTBHE MEXJIy Yy4YaCTHHKaMH OOpa30BaTEIBHOTO TpoIecca, B TOM YHUCIE
CUHXPOHHOE U (MJIM) aCHHXPOHHOE B3aUMOJIEHCTBUS TOCPeACTBOM ceTH «HTepHeT.
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1. OCOBEHHOCTH OPI'AHMU3ALINN OBYYEHUA  JIA JIMIQ C
OT'PAHUYEHHBIMHU BO3MOKHOCTAMMHU 31I0POBbs 1 UHBAJINIOB

[Tpu HEOOXOomUMOCTH pabodvas HporpaMMa JUCIHUILTUHBI MOXKET OBITh aJanTHpOoBaHA ISt
obecrnieueHrss 00pa30BaTEILHOTO MPOIECCa MHBAIHMIOB M JIMI C OTPAaHUYCHHBIMH BO3MOXHOCTSMU
3JI0POBbSI, B TOM YHCIIE ISl JUCTAHIIMOHHOTO oOy4eHus. [l 3Toro Tpedyercs 3asiBIICHHE CTyICHTA
(ero 3aKOHHOTO TIPEJICTABUTENS) W 3aKIIOUEHUE TICHXOJIOTO-MEANKO-TIEAArOTHYecKO KOMHCCUU
(TIMIIK).

B cnyuae HEOOXOAMMOCTH, OOYJAIOIIMMCS U3 YMCIIA JIUI] C OTPAaHUYCHHBIMH BO3MOYKHOCTSIMH
3M0pOBbs (1O 3asiBIICHWIO OOy4aromierocs) a JUisi WHBAIKMIOB TakKKe B COOTBETCTBUH C
WHAUBUIYAILHON TIpOrpaMMOii peabuIuTaIiy HHBATKUA, MOTYT MIPEJIaraThCs CICIYIONINE BapUaHTHI
BOCIIPHSTHS YU4eOHOH HHMDOPMAIMH C YYETOM UX WHAMBHIYATBHBIX ICUXO(PH3MUECKUX OCOOCHHOCTEH,
B TOM YHCIIE C IPUMEHEHUEM JICKTPOHHOTO O0YUYCHUS M TUCTAHIIMOHHBIX TEXHOJIOTHH:

— JUIS JIMI C HAPYIICHUSIMU 3pPCHUS: B Me4aTHOU (opMe YBEIWYCHHBIM mpudTOoM; B hopme
3JICKTPOHHOTO JIOKyMEHTa; B (hopme ayauodaiiina (mepeBo yueOHbIX MaTEpHAIOB B ayaunodopMar); B
neyatHoil Qopme Ha s3pike bpaiinsg; WHIMBHIyadbHBIE KOHCYJIBTAIlMM C IMPUBICYCHUEM
TUQIIOCYPIOTIEPEBOAUNKA; MHINBUIYAIbHBIC 3a]]aHUS U KOHCYJIbTAIINY;

— JUISl I ¢ HApYIICHUSMH CIyXa: B Ime4aTHod (opme; B opMe IJIEKTPOHHOTO JIOKYMEHTA,
BUJICOMATEPHANIBI  C  CYOTHTpaMHW;  HWHIWBHIyaJIbHBIC  KOHCYJIbTAIlMM C  TPUBJICYCHHUEM
CYpJIOTIEPEBOIUMKA; UHANBUIYAIbHbIC 3a]JaHHUS U KOHCYJIbTAIINY;

— JUISl JIUI] ¢ HApYIICHUSMU OIIOPHO-ABUTATEIBHOIO ammapara: B me4aTHoi gopme; B Gpopme
AJIEKTPOHHOTO JOKYMEHTa; B popme ayauodaiina; WHANBHyaTbHbIC 3aJaHUSI U KOHCYJIbTAIUH.
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8. OHEHOYHBIE MATEPHAJIbI (®POHA OLEHOYHBIX CPEIACTB) JJIA
TEKYIEI'O KOHTPOJIAA YCIIEBAEMOCTHU U ITPOMEXYTOYHOU ATTECTALIUN

8.1. Omnucanue moKa3aTejJeili MW KpPUTEpHEB OIEHUBAHUS KOMIETEeHUHMH Ha
Pa3JIHYHBIX 3Tanax uX GopMHUPOBAHNSI, ONTHCAHUE IIKAJ Ol[eHUBAHUS

Jlnsi OLIEHKM 3HAaHWK, yMEHUWI, HAaBBHIKOB M YPOBHSA C(HOPMUPOBAHHOCTH KOMIIETEHIIMU I1O
JTUCLUIIIIMHE TPUMEHSETCS OallIbHO-PEUTHHIOBas CHCTEMa KOHTPOJS M OIEHKH YCIIEBaeMOCTH
CTYIEHTOB. B OCHOBY Oa/sIbHO-pPEHTHHTOBOM CHCTEMBI IOJOXKEHBI MPHHIIUIIBI, B COOTBETCTBHH C
KOTOPHIMU (DOPMUPOBAHHE pEHUTHUHTA CTYACHTA OCYIIECTBIISICTCS B XOJ€ TEKYIIEro KOHTPOJIS
ycneBaeMocTd. MakcumanbHOe KoimdecTBO 60amioB B cemectpe — 100.

IIkaja oueHKH pe3yJabTaTOB OCBOEHUS M CHHUIINHBI, C(POPMUPOBAHHOCTH Pe3yJIbTATOB

o0yueHust
®opMma npoBeaeHUs1 IIxaabl OleHKH YPOBHS
NMPOMEKYTOYHOM cpopMHpPOBAHHOCTH IIIkana olleHKH YPOBHS 0CBOEHHUSI TUCIUTLINHBI
aTTecTalui Pe3yJabTaTOB 00yUeHHS
VposueBas nikana | 100 GanpHas 100 GanpHast 5-0amnpHast mkana, Hemuddepeni
OILICHKU nikana, % nikana, % i hepeHpoBaHHast HpOBaHHAsI
KOMIIETEHIIUI OIICHKa/0ajuT OIIEHKA
JIONIOPOTOBBIN Huxe 61 Huxe 61 «HEYIIOBIICTBOPHUTEIBLHOY / 2 HE 3a4TEHO
TTOPOTOBEIH 61-85,9 61-69,9 «YIOBJICTBOPUTEIHHO» / 3 3a4TEHO
3aqer 70-85,9 «xopouroy / 4 3a4YTEHO
) p
MOBBIIIEHHBINA 86-100 86-100 «OTJIIMYHO» / 5 3a4TEHO

Ilo umozam mexyweil ycnesaemocmu CMyOeHmy Modxcem OblMb BbICMABIeHA OYeHKA NOo
APOMENCYMOUHOU ammecmayuu 8 COOMEeMmCcmaul 3a HAOPAHHLIMU 34 cemecmp 6aniamu (no
HakonumenvHoMy petimuney). Cmyoenmam, HAOpasuwum 6 xo0e meKyuje2o KOHmpoJisl yCneeaemocmu
no oucyunaure om 61 0o 100 6annos u vinorHuUSWUM BCe 0bsA3amebHble 8UObL 3ANIAHUPOBAHHBIX
VUeOHbIX 3aHAMUL, N0 peuleHuro npenodasamelisi 6e3 NPOXOHCOEHUS NPOMEINCYMOYHOU ammecmayuu
8bICMABTIAEMCSL OYEHKA 8 COOMBEMCMEUU CO WIKAIOU OYEHKU Pe3)bmamos 0C80eHUs OUCYUNTIUHDI.

Pe3ynomam o0yyenua cuumaemcsa c@opmuposanHnvim (NOGbLIUIEHHBLIL YPOGEHbL), eclu
meopemuyecKoe Co0eplHcanHue Kypca 0C80€HO NOTHOCMbIO, NPU YCMHbIX c00ece008anHusx cmyoeHm
ucuepnwigaowe, Nocie008amesbHo, YemKo U J02U4eCKU CMPOUHO uziazaem YYeOuwlll Mamepua,
CB0000HO CHpABNIAEMCA C 3A0a4amu, BONPOCAMU U OpPYUMU BUOAMU 3A0AHUL, MPedVIOWUX
NpUMEHeHUs 3HAHUL, UCNONb3Yem 8 omeeme OONOTHUMENbHLIL Mamepuai, 6ce npedyCMOmpeHHbvle
pabouell y4eOHOU NPOSPAMMOU 3A0AHUS BbINOJIHEHbL 6 COOMEEMCMEUU ¢ VYCMAHOBIEHHbIMU
mpebo8aHuaAMY, CMyOeHm CHOCOOeH aHAIU3UPOBAMb NOJYYEHHble pe3ylbmamvl, Nposeisem
CAMOCMOSAMENbHOCMb NPU 8bINOJIHEHUU 3A0AHUL, KAYeCmB80 UX 8bINOJIHEHUS OYEHEeHO YUCIOM Oallos
om 86 0o 100, umo coomeemcmeyem HOBLIULEHHOMY VPOBHIO CEHOPMUPOBAHHOCMU Pe3YTbmMAamos
00yueHusl.

Pesynomam obyyenusa cuumaemca copmuposannvim (NOpo2oGvlii  ypoeens), eciu
meopemuyeckoe Co0eplHcanHue Kypca 0C80€HO NOIHOCMbIO, NPU YCMHbIX cO0ece008aHusx cmyoeHm
nOCNe008amenbHO, YemKo U JI02UYecKU CMPOUHO u3iazaem YYeOHbull Mamepuai, CHnpaeiiemcs C
3a0auamu, BOnpocamu U OpyeumMu GUOAMU 3A0AHUL, MPedYIOWUX NPUMEHeHUs 3HAHUL, 6ce
npeoycmMompenHvle paboyell y4eOHOU NpopamMmol 3a0anus 6bINOJIHEHbl 6 COOMEEMCMEUU C
VCMAHOBNIEHHbIMU MPebOBaAHUAMY, CMYOEHM CHOCOOeH aHANUZUPOB8AMb NOJYYEHHblEe De3VIbMambl,
nposAeIAem CamoCmosMeNbHOCMb NpU BbINOJHEHUU 3A0aHULl, KA4ecmeo UX 6blNOJHEHUs OYEHEeHO
yuciom oannoe om 61 0o 85,9, umo coomeemcmaeyem nopocosomy YPOBHIO CEHOPMUPOBAHHOCMU
pe3yibmamos 00yueHus.

Pezynomam o6yuenus cuumaemcsa HecqOPpMUPOSAHHBIM, eClU CHYOeHm NpU GbINOJIHEHUU
3a0anuil He OeMOHCMpuUpyem 3HAHUL YYeOHO20 Mamepuand, OOnycKaem OWUOKU, HeY8epeHHO, C
OonvuuUMU  3aMPYOHEHUAMU  BLINOJIHAEM 3A0aHUs, He OeMOHCMPUpyem HeoOX00UMbIX YMeHULl,
Kauecmeo 6bINOJIHEHHbIX 3A0aHULL He COOMEEemcmayem YCmaHoB8IeHHbIM Mpebo8anUaIM, KAuecmseo ux
8bINOIHEHUSL OYEHEHO YUCTIOM 0annoe Hudxice 61, umo coomeemcmayem 0onopo2o8oMYy YPOBHIO.
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®opMbI TEKYLIEr0 KOHTPOJIS yCeBaeMOCTH

@opMBbI TEKyIIero KOHTPOJIst KomnnuecTso KonmyectBo 6asios Makc. BoO3M.
KOHTPOJBHBIX 3a | KOHTp. TOUKY KOJI-BO OaijioB
TOYCK
BrinonneHue npakTUYECKUX 3a1aHUM 5 9 45
Pemenue 3ana4 2 10 20
KoHCHeKTHpOBaHHe JEKIMOHHBIX BOIIPOCOB 5 5 25
TBopueckuit pedTnHr (y4actHe B KOH(EpEHUHMSX,
OJIUMITHAAX) 1 10 10
JononnurensHple  0ajulbl 32 aKTHBHOE H3YyYeHHE
JICIMIUIMHBI (COCTaBIICHUE TII0CCAPHs)
100 6aJs10B

Cucrema OLICHUMBAaHUsA IIPEACTABJIICHA B JJCKTPOHHOM yLIe6HOM Kypc€ IO OUCHUILIIMHE
http://sdo.tolgas.ru/.
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8.2. TumoBble KOHTpPOJIbHBbIE 3adaHusl WM HHble Marepuasabl aasa TEKYIIEI'O
KOHTPOJISA YCIIEBAEMOCTH

8.2.1. TunoBble 3aJaHUA K MPAKTUYECKUM (CEMHMHAPCKUM) 3aHATUSIM

IpakTuyeckoe 3ansaTue Ne 1. KiineHTOOpHEHTHPOBAHHBIN MOAX0/I KAK KJIIYEBOH aCMeKT
OpraHu3auum 00CayKUBAHUS

3aganue 1.

CormocTaBbTe TPAAWIIMOHHBIM MAapKETHHI, OCHOBAHHBIM Ha TPAHCAKIUAX, U MapPKETHUHT
BSaI/IMOOTHOI_HeHI/If/i JJIA I[I/I(b(bepeHLII/IaHI/II/I IIOAXO0J0B B OTHOUICHUAX C HOKYHaTeJISIMI/I.
Ta6ymia — CornocTaBiaeHHE TPAHCAKITMOHHOTO MapKETHHTAa M MApKETHHTA B3aUMOCHCTBUN

TpaHCaKIIMOHHBI MApPKETUHT MapkeTHHT B3aUMOOTHOIIEHUI

3aganmne 2.

CpaBHI/ITC IIO3UIINU TpaI[I/IIlI/IOHHOFO n KJII/ICHTOOPI/IGHTI/IpOBaHHOFO MapKeTI/IHFa
Tabmuma — CpaBHUTENbHAS XapaKTEPUCTHKA TPAAMIIMOHHOTO M  KIMEHTOOPHUEHTHPOBAHHOTO
MapKeTUHTa

DakTOopsI TpanuIMOHHBIA MAPKETHHT KimmentoopueHTHpOBaHHBIN
MapKETHHT

OTHoIIEeHUE K TOTPEOUTEITIO
[leneBbie moka3arenu

OrtHouleHue
K MapKETHHTY

[Toaxon K MIaHUPOBAHHIO

CtpykTypa yrpaBieHus

3ananme 3.

[IpuBenure MO TPHU-NIATH NPUMEPOB TOBBIIIEHHUS LEHHOCTH Ojara A KIMEHTa uepes
YIIY4IIEHUE MPOAYKTa M CHUKEHUE M3ICPKEK KIMEHTa, OTCIEIHMB LEMNOYKY CO3JaHUs LIEHHOCTH M
YUUTBIBAs BPEMEHHOH Jar Mexay OOHapy)KeHHEM H3MEHEHMH 3alpocoB KIHMEHTOB (TpeOoBaHUI
PBIHKA) ¥ OTBETHOM peaklMel Ha 3TU U3MEHEHUSI.

3aganmue 4.

OneHuTe TPOAYKTUBHOCTh B3aUMOCBSI3€H MEXKIy BHEIIHEW ¥ BHYTpeHHEH cpenoit
OpraHu3aiy, UMeImed  NpodecCHOHaTbHYI0  MPUHAJICKHOCTb, HA  OCHOBE  YPOBHS
c(hOpMHUPOBAHHOCTH MEXAaHU3MOB KIMEHTOOPHUEHTUPOBAHHOCTH.

3ananme S.
[IpoBenuTe aHanUTHYECKU 0030p AePUHULINN OpUEHTAIH Ha KJIUEHTA.
Tabnuua — AHanuTuyeckuii 0030p AeGUHUINI OpUEHTAMU Ha KJIMEeHTa

ABTOp, rox Onpenenenne Hcnons3yeMsblil TepMHUH

Crenaiite BBIBO,
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3aganue 6.

[Iposenute CPaBHUTEIBHBIN aHaIu3 Moelei KJIMEHTOOPUEHTUPOBAHHOCTHU u
TOBAPOOPUEHTUPOBAHHOCTH.

Tabnuna — CpaBHUTENbHAS XapaKTEPUCTUKA JIBYX MOJIEJICH OPUEHTUPOBAHHOCTH

XapaKkTepucTUKU AKIIEHT Ha TOTPeOHOCTH AKIICHT Ha TOBap
MIOKYIaTeNs

Korz[a HUMCCT CMBICJI
HCIIOJIB30BaTh

Kaxk kimmenTt IIpUHHUMAECT
PCHICHUC O MOKYIIKC

CpencrtBa

Temnora moTeHIMAILHBIX
KJINEHTOB

CroXHoCTH

3aganme 7.

B kommanuio mo mpomaxke HOYTOYKOB OOpaTHiICS COTPYIHHK KPYITHOH Kopropanud. Emy
HEO00XO0IUMO MPUOOPECTH HECKOIBKO JECATKOB HOYTOYKOB JUIsl BceX paboTHHKOB B oduce. Kiunenr (u
dbupma, KOTOPYIO OH TMPECTABIISACT) yKe 3HACT 000 BCEX aKIMSIX, HO MMEET HECKOJIBKO BOIIPOCOB U HE
3aKPBITHIX BO3PAXKEHUMU: YCIEET JM MPOJaBel] JOCTaBUTh M IMOAKIIOUUTH BCIO MapTHIO Ta/KETOB Ha
9TOM Hepene?

Kak Oyner Bectu ce0s KITMEHTOOPUEHTUPOBAHHBIH MpoiaBel?

[IpencraBpre MIPaBUIIbHBIN u HENPABUIIbHBIN BapUaHThI TIOBEICHUS
KIIMEHTOOPUEHTUPOBAHHOTO MPOJIABIIA.

3aganmne 8.

OneHuTe KINEHTOOPUEHTUPOBAHHOCTh CEPBHCA OpraHU3alMM, UMEIOLIEeH MpodecCHOHATbHYIO
IPUHAJJIEKHOCTD, 10 MPEICTABICHHBIM HUKE KPUTEPUSIM:

- JUIMTEIbHOCTb OTHOLIEHNUH C KIMEHTaMU;

- J10JIs1 JIOSTIbHBIX K OpraHU3alMy KIMEHTOB;

- JI0J1s1 KIIMEHTOB, PEKOMEH/IYIOLIMX Balll OpeH]T APYTHM MOKYHaTeNsIM;

- OOJIBIIION MJIM HEJIOCTATOYHBIN BBIOOP NEPCOHANIBHBIX MPENIoKeHUH (yIeIbHbIN BeC B 00111eM
obbeme);

- KOPPEKTHOCTh M BEXJIMBOE OOILIEHHE C KIMEHTOM, BHUMATEILHOCTh K €ro mnpobsueme (10Js
CJIy4aeB C HEraTUBHBIMU PEKJIaMallUsMHu);

- CUCTEMHOCTb U3YYEHHUS U EPETIPOBEPKU MPEANIOUTEHUIN KIHNEHTOB;

- Hanu4yre oOpaTHOM CBSA3U C MOKYTIATENeM;

- IPUCYTCTBUE B paboTe C KIMEHTAMU «IIPaBUII TPEX Ja;

- HEMIPEPBIBHOCTh AHAIIMTUKH JIEATENBHOCTH OPraHu3alnu;

- IO//IepP>KKa KOPIOPATUBHOM KYJIbTYPhl U CTUMYJIMPOBAHUE COTPYAHUKOB Ha palboTYy;

- 3aMMCTBOBAaHHE Y KOHKYPEHTOB U JINJEPOB APYTUX OTPACIEN XOPOIINX UJIEH.

3aganue 9.

ITo MPEICTaBICHHBIM B Ta0JIHIEe pe3yabTaram 3aMepoB nmokasareiieit
KIIMEHTOOPUEHTUPOBAHHOCTH MPOBEAUTE AHAJIU3 YPOBHS KIMEHTOOPUEHTUPOBAHHOCTH B IMHAMUKE C
COCTaBJICHNEM MOSICHUTEIBHOMN 3aITUCKH.

Tabnuna — Mcxoauele JaHHbBIE

ITokazarenu 1 xkBapTan 2 KBapTau W3menenue, +/-, %

*BBIX0l COTpYIHUKA 55 53
HaBCTPEYy K KIUCHTY,
CEK.

**OTBeT COTpyIHUKA 40 42
Ha 3a1poc MpH OHJIANH-
CepBHUCE, CEK.
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Houns cnydaeB 95 97
MPEICTaBICHUS
COTPYTHUKOM
KiueHTam, %
JloJ1s1 KOHTAKTOB C 87 91

HEpEeBOJIOM
noTpeOuTeNs HA
pasroBop B
TIOJIOKUTEIILHOM pycIe

*Crangapt opraam3auu — 25 - 30 cek.
**Crannapt opranusanuu — 15 — 20 cexk.

3aganue 10.

[IpoBeauTe CpaBHUTENBHBIA aHAIW3 KOHUEHLUN YIpPaBICHUS

KJIMEHTaMU:
- CRM
-CEM
-CMR
- E-CRM
- ERM.

B3aMMOOTHOIICHUAMHU C

Ta6Jmua — CpaBHI/ITeJ'IbHaH XapaKTCpUCTHUKA KOHIIEIIIUI YIIpaBJICHHUA B3aUMOOTHOULICHUAMH C

KIIMEHTaMH

XapakTepucTuka

Konuemus 1

Konuemmumsa 2

Kounennus n

Kto ynpasisier
OTHOILICHUSMU

st xoro ynobHee
ousHec

OTHOIIEHNE K
KJINEHTaM

Hanuuwne
MIPUHYKJICHUST K
ONpeICIIeHHBIM

JEUCTBUSIM

Kak uyBcTByeT ce0s
KIIUEHT

UYro siBnsIeTCS HEHTPOM
OpraHu3auu
OTHOUIEHUH

3aganue 11.

VYKakuTe OCHOBHBIE IpEUMYyIIecTBa aKTUBHOIO HCMoib3oBaHus Mozaenu SaaS (IO xkak
ycnyra). HaliquTe u oTpa3ure 1aHHbIE O IMHAMUKE ppIHKa SaaS B Poccun.

IpakTuyeckoe 3ansaTue Ne 2. [locrpoeHne cucTeMbl KJIMEHTOOPUEHTHPOBAHHOIO CepBHCA

B OpraHu3anuu

3aganme 1.
[Tposenute

HU3MCPCHUEC JIOAJIBHOCTHU  KIIMCHTOB

HanboJiee

W3BECTHOM KOMMEPUYECKOU

opranuzaiuu B npodeccuonansHoi chepe (b2b mmm b2c cermenr). [Iyis u3MepeHHUs JOSUIBHOCTH
KITUEHTOB HCIOJIb3YHTE CIICAYIONIUE MK TyHAPOTHBIC TOKA3aTEIIH:
- HHJEKC JTosIbHOCTH NPS
- UHJEKC YJOBJIETBOPEHHOCTH KJIMEeHTOB CSI.
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[TpouHTEppeTHPYHTE TOTYYCHHBIC PE3YNbTaThl B CBS3KE ISl TMOHMMAaHUS: MPHBOIMUT JIU
ynosiieTBopeHHOCTD (CSI) k nosmbHOCTH (NPS).

3ananue 2.

[IpoBenuTe wW3MepeHHE JOSIBHOCTH KJIMEHTOB HauOojiee W3BECTHOH KOMMEPYECKOM
opranusaiui B npodeccuonanbHoi chepe (b2b wmm b2c cermenr). [Iyis u3MepeHHUs JOSIIBHOCTH
KJIMCHTOB UCIIOJIB3YIUTE CIEAYIOIINE MEKIYHAPOIHBIC TIOKA3aTeIH

- Repurchase Ratio - ko3¢ ¢urreHT Boikyma

- Upselling Ratio - koaddumueHt mpogax.

[TpouHTEpIpEeTHPYHTE MOTYYECHHBIE PE3YIbTATHI.

3aganue 3.
[TpoBenuTe aHanUTUYECKUN 0030p AeHUHUIMIA KIMEHTOOPUEHTHPOBAHHOW CTPATETHH
Tabnuma — AnanuTrdeckuii 0030p AePUHUIINN KIIMEHTOOPUCHTUPOBAHHOM CTpAaTEeruu

ABTOp, TOJ1 Onpenenenue [Ipumeuanue

CremaiiTe BBIBOJI.

3aganue 4.

Cdhopmynupyiite OuszHec-cTpaTeruv [uis H3BecTHOM Bam komMepueckoil opraHusanuu,
KOTOPBIC 6a3prIOTC$[ Ha IMMOHATHHU IIEPCOHAIIN3aIUN OTHOIIIEHUH C KJIMSHTAMH.

Cpenu HarpaBieHHA, IO KOTOPBIM MOKET PEaTM30BbIBATHCS IEPCOHATM3ALIMSL, BBIICIISAIOTCS:

* MPOIIECChI, 00ECIIEUNBAIOIINE UHAUBUAYATU3AIMNIO MPOAYKTOBBIX MPEIJIOKEHUN U KaHAJIOB
KOMMYHHKAIMi C MOTpeOUTEeNsIMU Ha OCHOBE COOpaHHOW M INPOaHAIM3UPOBAHHOW MHGMOpMAIMU O
HUX, MpEeABUACHUE IOTPEOHOCTEN KaXJIOro KIMEHTa Ha OCHOBE aHajiu3a BCEW HAKOIJICHHOU
UH(POPMALIMHU O KJIMEHTE, IPOrpaMMbl KIIMEHTCKOH JIOSITBHOCTH U IPUBEPKEHHOCTH;

¢ Impoaaxv, OCHOBAHHBIC Ha KaCTOMH3alUWHU TIIPOAYKTA TIOJ] HOTpe6HOCTI/I KJIMCHTA,
NPEUIOKEHUE JPYIMX NPOAYKTOB, PEIECBAaHTHBIX BBIABIECHHBIM HYXKIaM KJIMEHTA, OpPTraHU3alun
YI[O6HBIX JJId KIIMEHTA NPOUeCCOB NPOJAK, YUUTBIBAOIIUX 0COOEHHOCTH KaXXJ10ro U3 HUX;

* cepBUC, OazupyIOLIMICA Ha HMHAMBHIYalTbHOM OOCIYXHBAaHHU KaK COCTaBJIAIOLIEH YacTu
KaCTOMH3UPOBAHHOTO MPOJYKTa, YTO XapaKTepU3yeTcs Oe3yCIOBHOW JOCTYMHOCTBIO AJI KaXAO0ro
KJIMEeHTa, yIOOHBIMHU, «Ha BBIOOP», KaHAJIaMHU KOMMYHHUKaIU, BO3MOXHOCTbIO CaMOOOCITYyKHBaHUS,
MOHUTOPHHTOM KaXXJ0ro KJIHMCHTA C TOYKHU 3pCHHA €ro YAOBJIICTBOPCHHOCTH YPOBHCM CCpBHCA,
HMIMPOKUM IPUMEHEHHUEM NPEeNyNPEIUTENLHOTO 00CTY)KUBaHUSI.

3ananmue 5.

[IpuBenure MO AT NPUMEPOB TPEX YPOBHEW PA3BUTHS KIMEHTOOPHEHTHPOBAHHOCTH:
OpraHM3als ¢ KAauyeCTBEHHBIM  OOCTYXXMBAaHUEM; OpraHu3anus ¢  MOpoPeCcCHOHATHHBIM
o0cmy>)kuBaHUEM; OpraHu3aius opmara «IIeHTp 00CTyKUBaHUS KIIMEHTOBY.

3ananmue 6.

«Paccoptupyiite» NpeAcTaBiICHHbIE HUXKE MPUMEPHl HA OTHOCSILIUECS U HE OTHOCSIIUECS K
KJIIMEHTOOPUEHTUPOBAHHOCTH.

1. B xoMmnanuu BHeIpeHa nporpamMma JIOSJIbHOCTH KJIMEHTOB.

2. B xoMmaHum €cTh CKPUITHI IPOJAXK M PETJIAMEHTHI 10 paboTe C KIHMEHTaMH.

3. B xoMnanuu noctossHHO 3amepsieTcst uajaekc NPS.

4. KiineHT, 10BOJIbHBIH 00CIy:KUBAHHEM, CTAJI OTIPABJATH B JAHHYI) KOMIIAHUIO CBOMX
apy3eii. Emy 3a 310 eme u 00HycoB 1aju.

5. B xomnanum ri1aBHbIN J03YHT - «KIIMEeHT Bcerna mpasy.
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6. Y10B/I€TBOPEHHOCTh K/JIMEHTOB CTOMT NpeBbIle NMPHObLIM HWJIH BPEMEHH OTBeTa Ha
Bonpocel. K ToMy ke, B KOMIIAaHMHM He HYKHO CIPALIMBATH pa3pelleHHs MeHeIKepa, YTo0bI
yAuBHTH KiaueHTa. [loatomy 75% nokynokx - noBTOpHbIe 3aKa3bl.

7. B 3UMHHI epHoJ MeTANINYECKHe PYYKH HA ABEepPAX OTAEJeHUH «0oAeIn» B MATKHE U
NPHUATHBIE YeXJIbl.

8. B kogeiine Starbucks Ha KakKI0OM CTakaHYMKe NMUIIYT UMS 4YeJIOBEKa, KOTOPOMY OH
npeIHa3Ha4YaeTcs.

3aganue 7.
Chopmupyiite criucok 0XUJAHUI KIMeHTa W3BecTHOM Bam koMmMepueckoi opranuzanuu. Ilo
Ka)XJI0MY OKUJAHHUIO ONIPEACIIUTE JIYUIIMI BApUAHT OTBETHBIX JEHCTBUM.

3ananmue 8.
CpaBHUTE KOHTPOJIb OrpPaHMYCHUH KJIMCHTA, OOydYeHHE IIepCoHalla W BO3HArPaXJICHUE
KJIHGHTOOpHGHTPIpOBaHHOCTI/I B I[BYX KOMMep‘IeCKI/IX OpF AHN3alnAX OTpaCJII/I.

3ananmne 9.

PazpaOoraiiTe mojoKeHHEe O KOPHOPATUBHOW KYJIbType (Ha OCHOBE 00paslloB), CUMBOJIUKY
KOPIOPAaTUBHOW KYJIBTYpPBI JUIsI KOHKPETHOM KOMMEpUYECKOW opraHusauuu. IIpoBenure nsmepenue
CHJIBI KOPIIOPATUBHOM KyJbTYPHl JaHHOW OpraHu3aliM, UCHoib3ysd MeToauky JI. Bpayn (uHaekc
MRI™) ¢ nocTpoeHreM KpyroBoil nuarpammsl. [IponHTepnpeTupyiite pe3yabTaThl HCCIEI0BAHUS.

68% 75%

ITPUMEP

3aganmue 10.

OTBEeTUTH HA CIIEYIOIINE BOIPOCHI:

1) Ectb 511 Ha pbiHKe Bateil opranusanuu npuBepeyiuBble KIMEHThI?

KTo noBsImaer ux NpuBepeyInBOCTh?

Kak 6picTpo oHa pacteT?

Urto Barmra opranuzaius ¢ 3TUM HaMepeHa JieaaTh?

2) Ha xakoM ypoBHE KJIMEHTOOPHMEHTHPOBAHHOCTH HAXOAWUTCS Bama xoMmMmaHus M KakoBa
TEHAECHIUA?

Bam ypoBeHb KIIMEHTOOPHUEHTHUPOBAHHOCTH MTOBBIILIAETCS WJIN TOHUKAETCS?

3) [Tpusenure IPUMEpPbI KOHKYPHPYIOIINX OpraHu3anuii, B KOTOPBIX
KIIMEHTOOPUEHTUPOBAHHOCTD:

a) CIIOHTaHHas,

0) pernaMeHTUpOBaHHAs,

B) HEOThEMJIEMAs YaCTh KOPIIOPATUBHON KYJIbTYpPBI
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3amanmue 11.

PazpabotaiiTe MaTpuily KIMEHTOOPUEHTUPOBAHHOCTH JJIi KOHKPETHOM KOMMEPUYECKOM
OpraHU3aIMH CO CIEAYIONICH CTPYKTYpOil paboT:

1 - ®opmupoBaHue peecTpa 10JKHOCTEN

2 - lleranuzanus. Beigenenne rpeitioB, MOCTPOCHUE MATPHUIIBI

3 - [TonGop/ pazpaboTka MHCTPYMEHTOB OLIEHKHU JJISl KQK0T0 Tpeiina

4 - TTon6op/ pa3zpaboTka 00ydJarOIKUX MPOrpamMM I KaXKI0To Ipeiia

5 - Paszpaborka u cormacoBanue Ilomoxkenus 00 OHeHKE H  OOydeHHH
KIIMEHTOOPUEHTUPOBAHHOCTH.

3aganme 12.

IIpoBeanTe ayauT BOCHIPUATHUS KIMEHTOM BCEX TOUYEK CONPUKOCHOBEHMS C Balllell KOMIIaHHEH.

[Ipenmnonaraemble HapaBIEHUS IPOBEACHUS ayIUTa KIMEHTOOPUEHTUPOBAHHOCTHU

+ AHanu3 Hanu4us, YpQGEKTUBHOCTH U HAIIPABICHUH YCUIICHUs IPOrpaMM OOpbOBI C OTTOKOM,
3aMbIKaHUS U YBEJIMYEHUS JIOSIIBHOCTH ITOKYTIaTelen

+ OuneHka W HalpaBIEHHUs COBEPLICHCTBOBAHMS KaJpOBOIO COCTaBa C TOYKU 3PECHMUS
KJIMEHTOOPHUEHTUPOBAHHOCTHU

+ AHanM3 uMelIIuMXcs M IpOBEIEHHE pacyera Jpyrux IokKasaTelned H3MepeHHs
KIIMEHTOOPUEHTUPOBAHHOCTHU

+ IlpeasniosxeHust o CTUMYJIMPOBAHUIO MOJI0KHUTEIBHBIX OT3bIBOB [TOKYHATEIeH 0 KOMIAaHUU

+ AHaJlu3 U NpeAsIoKEeHUs 110 COBEPIIEHCTBOBAHUIO OCHOBHOIO IIpOLECCa U KOPPEKIIUU TOUEK
poBaJia JIsl JTy4Illed KIMEeHTOOPUEHTHPOBAHHOCTH

+ AHanu3 U NOPEUIOKEHHUS MO YIYYIIEHUIO KIMEHTOOPUEHTUPOBAHHOCTH IOMELICHUH,
JIOKYMEHTOB, YIIAKOBKH, CaiiTa U JPyruX MaTepUalIbHbIX U HEMaTepUaIbHbIX HOCUTENEH

+ AHanu3 ¥ MpeUIoKEeHUs 110 ONTHMH3ALNU pabOThl CHCTEM 0OpPaTHOM CBS3H U Kajo0.

3ananmne 13.

IIpoBeauTe ayauT B3auMOJCHCTBUS MEXKIY COTPYAHUKAMU U OTJIEJIaMU B Balllell KOMIaHUU.

[Ipenmnonaraemble HanpaBIeHUS IPOBEACHUS ayIUTa KIMEHTOOPUEHTUPOBAHHOCTHU

+ AHanu3 Hanuuus, 3pGEKTUBHOCTH M HANPaBJIEHUH YCHIIEHUs IPOrpaMM OOpbObI C OTTOKOM,
3aMbIKaHUS U YBEJTMYEHHUS JIOSIIBHOCTH MTOKYTIaTeneu

+ OuneHka W HampaBJCHMs] COBEPIIEHCTBOBAHMS KaJpOBOIO COCTaBa C TOYKU 3PEHHUS
KIIMEHTOOPUEHTUPOBAHHOCTH

+ AHaiM3 UHMEIUXCS W TNPOBEACHHE pacyera JAPYTHX IOKa3aTeseld  M3MEpEHMs
KIIMEHTOOPUEHTUPOBAHHOCTH

+ IIpennoxkeHus o CTUMYIMPOBAHUIO MTOJIOKUTEIBHBIX OT3bIBOB IMOKYIIATENEH O KOMIIAHUU

+ AHalu3 U NpeasioKEeHUs M0 COBEPIIEHCTBOBAHUIO OCHOBHOTO IpOIEcca U KOPPEKIMH TOUEK
IIpoBaja Jyis JIydlleil KIIMEeHTOOPUEHTUPOBAaHHOCTH

+ AHanmu3 M OpeIOKEHUS MO0 YIYYIIEHUI0 KIMEHTOOPUEHTUPOBAHHOCTH MOMEILIEHUH,
JIOKYMEHTOB, YIIaKOBKH, CaiiTa U APYTUX MaT€pUAJIbHBIX U HEMATEPHAJIBHBIX HOCUTEIIEH

+ AHanu3 ¥ NpeAsIoKeHUs 0 ONTUMH3AIUN pabOThl CUCTEM 00paTHOM CBSI3U U ajo0.

3aganue 14.
PazpaboraiiTe cTanmapt OOCHyXUBaHMS I KOMMEpPYECKOW OpraHu3alMyd 10 OJHOMY H3
HaIlpaBJICHUI:

. CraHgapTt noBeIeHUs COTPYTHUKA

. CraHgapT BHEIIHETO BUAA

. Crangapt TeneOHHBIX TEPErOBOPOB

. CraHgapT BCTPEUYH U MPOBOJIOB KIIMECHTA

. Crangapt mpojiak TOBapOB U YCIYT

. Cranmapt npuema-nepeaadi CMEHBI

. Crangapt paboThl B TEUEHUE CMEHBI

. Cranmapt oOcmy>KUBaHUS KJIMEHTA B TEUCHUE CMEHBI

. Cranpapt yoopku (moMemnieHuii, pabodero mecra u T.J1.)
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. Cranmapt paboThI ¢ xKano0aMu U peKIaMaIusIMH

. Cranpapt pabotsl ¢ ocoObiMu KuenTamu (VIP, netsMu, nHBaNUIaMHU U T.1.)
. CrangapT B3auMOJICHCTBUSA MMOIPa3ICICHUI BHYTPU OpraHU3aliii.

3aganue 15.

[IpoananusupyiiTe LENEBYIO AYAUTOPHUIO XOpPOIIO M3BECTHOW BaM KOMIAHMM B LEJAX
renepanuu BAY-dumek. [Ipennoxxure Heckonbko BAY -¢pumek. [laliTe pekomeHaanum, Kak 100UThCS
BAVY-3¢dekra, B ToM unciie u Ha 3JIEKTPOHHOM PBHIHKE.

3aganue 16.

Cnemaiite mogOOpKy HanboJiee 4acTO BCTPEUAIONTUXCS BO3PAKEHUH CO CTOPOHBI KIMEHTOB U
noa0epuTe BapuaHThl OTBETOB HA HUX JIJIsI BBIPAOOTKH CTaH/IAPTHBIX OTBETOB.

3aganmue 17.

Pa3paboraiiTe aHKETY «TallHOTO MOKYIATEIsD» ISl cOOpa HEOOXOIUMBIX JTaHHBIX.

IIpakTuyeckoe 3anaTue Ne 3. UcciienroBanue norpedouresieit

3aganme 1.

CocraBbTe:

1. 10 BOIIPOCOB, KOTOPBIC TOMOTYT MOHAThH TEKYIIYIO CUTYaIllUIO MTOKYIATEeJIsl.

2 5 BOTPOCOB 0 MpoOIeMax, C KOTOPBIMU CTAJIKUBACTCS KIIHEHT.

3. 5 BOMPOCOB O MOCIIEACTBUSAX ITUX MPOOIIEM.

4 S BOIPOCOB O BEPOATHBIX PEUICHUSAX, KOTOPHIE, II0 MHEHHIO KIHMEHTA, MOTYT €My
MIOMOYb.

o. 3 Bompoca, KOTOpbIE€ MOMOTYT MPOJATh KIMEHTY YCIYTH, PEIIaoIIUe ero MpoOIeMBbl.

3ananue 2.

Hcnone3yss ONPOCHUK Uil JUArHOCTUKM IEHHOCTHBIX OpHeHTauui kimeHta M. Pokwuua,
BBICTYIIAsl B POJIM PECTIOHECHTA, IPOPAHKUPYHUTE NPEI0KEHHbIE B TAOIHIIE IEHHOCTH.

Tabnuma
TepMuHaIbHbIE IEHHOCTH paHr HNucTpyMeHTa/IbHBIE IEHHOCTH paHr
AKTUBHas iesiTeNbHas *KU3Hb (MOJIHOTA AKKypaTHOCTb (UHCTOILIOTHOCTD,
Y SMOIMOHAJIbHAs HACBILIEHHOCTh YMEHHUE CO/IePKaTh B MOPS/IKE BEIIH,
KHU3HH) YEeTKOCTb B BEICHUU JIET)

XKuzHeHHas MyapocTh (3penocThb
CY>KJICHUH U 3APABBII CMBICII,
JocTUTaeMble Oaroaaps KU3HEHHOMY
OTIBITY)

BocnuTaHHOCTB (XOpoIlne MaHepHl,
YMEHHE BECTU ce0sl B COOTBETCTBUU C
HOpMaMH KYJIbTYpbI TIOBEIACHNU)

Bricokue 3anpocsl (BbICOKHE
TpeOOBaHUS K )KU3HU U BBICOKHE
MPUTSI3aHUS)

3nopoBbe (pusznyeckoe u
TICUXUYECKOE)

KuzHepanocTHOCTh (ONTUMHU3M, UYBCTBO

HurepecHas paboTa FOMOpa)

Kpacora npupozs! u nckyccra
(mepexxuBaHUE PEKPACHOTO B
MIPUPOJIE U B UCKYCCTBE)

WcnomHuTenbHOCTD
(IMCUMIIMHUPOBAHHOCTH )

JIr000Bb (MyxoBHAs U HU3HUIECKAs HezaBucumocTs (CIocOOHOCTH
OJIM30CTh C TIOOUMBIM YEITOBEKOM) JIEUCTBOBATh CAaMOCTOSITEIILHO,
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PELINTENBHO)

MartepuanbHO oOecriedeHHAs KU3Hb
(oTCcyTCTBHE MaTEepHAIBHBIX ITPOOIIEM)

HenpumupumocTs K HeJoCTaTKaM B cee
U IpYTUX

Hannune xopommx u BEpHBIX Ipy3en

O06pa3oBaHHOCTH (MIMPOTA 3HAHUH,
BBICOKHMH KYJIbTYPHBIN YPOBEHbD)

OO6mecTBeHHOE MpU3HAHUE (YBAKCHUE
OKPY>KaIOIUX, KOJUIEKTUBA, KOJIJIET)

OTBETCTBEHHOCTH (4yBCTBO JI0JITa,
YMEHHE JEPHKATh CBOE CIIOBO)

[To3nanue (BO3MOXHOCTh PACHTUPEHUS
CBOEro 00pa3oBaHMs, KPYrosopa,
o0IIeH KyIbTYpBhl, HHTEIUICKTYaIbHOE
pa3BUTHE)

Paunonanusm (ymenue 3/1paBo u
JIOTUYHO MBICIHUTh, IPUHUMATh
00TyMaHHbI€, pallMOHAIbHbBIC PEIICHHUS])

[TpoxykTHBHAS )KU3Hb (MAKCUMAILHO
MIOJTHOE HICTIOJIb30BAaHHE CBOUX
BO3MOJKHOCTEH, CHJI U CITOCOOHOCTEH )

CaMOKOHTpOJIb (CIEP)KAHHOCTb,
CaMOIUCLIUIUINHA)

Pa3Butne (pabota Hag cOOOMH,
MOCTOSIHHOE (PU3UYECKOE U TyXOBHOE
COBEPILICHCTBOBAHUE)

CMeIIoCTh B OTCTauBaHHUM CBOETO
MHCHUA

CBo0Ooj1a (caMOCTOSTEIBHOCTD,
HE3aBUCHUMOCTbD B CYXKICHUSAX U
MIOCTYIIKaX )

YyTKOCTbH (3a00TIUBOCTH)

CuacTiuBas ceMeiHas KU3Hb

TCpHI/IMOCTI) (K B3TJs1aM 1 MHCHUAM

JPYTuX, yMEHHUE MPOIIATh APYIHUM UX
OLIMOKY U 3a0J1yKICHUS)

Cuactbe apyrux (61arococTosiHue,
pa3BUTHE U COBEPILICHCTBOBaHUE
JIPYTUX JIFOJIEH, BCETO HApoAa,
YeJI0OBEYECTBA B IIEJIOM)

[HupoTa B3r1s110B (yMEHUE MOHATh
Yy)KYI0 TOYKY 3PEHMS], YBAKATh HHbBIC
BKYCBI, 00bI4au, MPUBBIYKH)

TBopuecTBO (BO3MOKHOCTD
3aHUMAaTbCs TBOPUECTBOM)

TBepnas Bosid (yMEHUE HACTOSATH Ha
CBOEM, HE OTCTYMNATh MEPE]
TPYJHOCTSIMU)

YBepeHHOCTh B ce0e (BHYTPEHHSIS
rapMOHUs, cB00OO/1a OT BHYTPEHHUX
MIPOTUBOPEYNIl, COMHEHHIA )

YecTHOCTH (ITPaBAUBOCTh, HCKPEHHOCTb )

Y noBonbCTBUS (MIPUATHOE,
HEOOpEMEHHUTEIbHOE
BPEMSIIPETIPOBOXKICHHIE, OTCYTCTBHUE
00513aHHOCTEH, pa3BICUECHNU)

OS¢ dexTuBHOCTH B Jlenax (Tpynoiaodue,
MPOJYKTUBHOCTH B paboTe)

Hucmpykuyua:

Bam mpennararorcst 1Ba cnucka mo 18 meHHocred. Bama 3amaua - mpopaHXUpoBaTh MX IO
MOPSIIKY 3HAYUMOCTH Ul Bac kak mpHHIMIOB, KOTOPBIMUA Bel pykoBOoACTBYyeTeCh B Bamei xu3Hu.
To ectb camoMy BaxkHOMY Bl pricBanBaeTe HoMmep 1 U T.1., TaK 4TO IOJ BOCEMHAATHIM HOMEPOM

OyJleT UATH IIEHHOCTh HAaMEHee 3HaYuMast JIs Bac.

Paboraiite He cmemra, BaymuuBo. Eciau B mpouecce pabotsl Bel u3meHuTe cBoe MHEHHE, TO
MOXXETE€ MCIPABUTh CBOM OTBEThl. KOHEYHBIH pe3ynapTaT JOJKEH OTpaXkarb Bamly HCTHHHYIO

ITO3UIIHIO.
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Oopabomka pe3ynomamoe.

BrlIcTaBiIeHHBIE UCIIBITYEMBIM PAHTH LICHHOCTEH OTPAYKAIOT BAXKHOCTh KaXK10U U3 HUX.

Baxxano moMHUTH, 4TO B onpocHuke M. Poknya mikaiibl UMEIOT 0OpaTHBIN XapakTep:

. YeM MEHBIIE PaHT, TEM BBILLIE 3HAUMMOCTh LIEHHOCTH ISl PECIIOH/ICHTA;

. YEeM BBIIIIE€ PAHT, TEM HH)KE 3HAUMMOCTb LIECHHOCTH.

Humepnpemauusa pe3synomamoe:

[TonydenHas B pe3ysbTaTe UCCIEAOBAHUS UHIMBUyaIbHAS HepapXusl HEHHOCTEH MOXET OBbITh
paszieneHa Ha TPU PaBHBIE TPYIIIIbL:

. IpeoYnTaeMble IEHHOCTH, 3HaUUMBbIe (paHru ¢ 1 mo 6);
. unauddepentasie, 6e3paznuunsie (7-12);
. oTBepraemble, He3HauuMsble (13-18 panr uepapxun).

[Tonydennsle i Kaxxa0u U3 36-TH LIEHHOCTEN UX PaHTH, OTpaKarollhe 3HAYMMOCTh LIEHHOCTH
JUISL ICTIBITYEMOI'0, MOKHO MCIIOJB30BAaTh B AMIIUPUUECKUX UCCIICIOBAHUSIX JIJISl BBISBICHUS Pa3IUUUil
B TpyNnax Wu JJIs aHaJIW3a B3aUMOCBSI3eH IIEHHOCTHBIX OPUEHTAIIUN C JPYTUMHU IICHXOJIOTHYECKUMHU
dbeHoMeHaMu.

IIpumep ananu3za pesynomamos onpocnuka Poxuua:

Ha pucynke mnpuBeneHsl CpeIHHME 3HAYEHUsS TEPMUHAIBHBIX IEHHOCTEH MOAPOCTKOB
AKCIIEPUMEHTAILHOM (CIOPTCMEHBI) U KOHTPOJIBHOM (HE CIOPTCMEHBI) TPYIIIL.

v 3 W L|

i

A

Pucynok — CpenHue 3Ha4eHMsI paHTOB TEPMUHAIbHBIX IIEHHOCTEN

CtpykTypa TEpMHUHAJIBHBIX LIEHHOCTEH MOJPOCTKOB OOEMX TPYII HOCUT CXOAHBIN XapakTep:
HanOoJiee 3HaYMMbI LIEHHOCTH 37I0POBbE, JIO00Bb, APY3bsl U CEMbs; HAUMEHEE 3HAUMMBbl — KpacoTa,
TBOPYECTBO, CYACTHE APYIUX.

[ToxpocTkn u3 o0enx MOArpynmn B OOJbIIEH CTENEeHH OPUEHTUPYIOTCA Ha 3]I0POBBE, JIIOOOBb,
ceMbpl0 M JApy3ed. He cTonp BaKHBIM SBIII€TCS OpUEHTALMs HAa KPacoTy NPHUPOABI U HCKYCCTBA,
TBOPYECTBO U CYACTHE APYTUX.

3aganue 3.

Hcnonb3ys nennoctHsiil onpocuuk L. [IIBapia, mpoBeanuTe n3MepeHne HEHHOCTEN, UAEaloB U
yOeX)AeHHI, OKA3bIBAIOIINX BIUSHUE HA TUYHOCTH MOTPEOUTENCH.

Hucmpykyusa (vacmo nepeasn):

Cropocure cebs: "Kakue EHHOCTH Ba)KHBI JUIsl MEHSI KaK PYKOBOASIIME MpUHUMIB B Moei
*u3HU? Kakue 1eHHOCTH MeHee BaKHbI Juisi MeHa?" Baia 3ajava: OlE€HUTh, HACKOJIBKO Ba)KHA JIs
Bac xaxkaast IeHHOCTh B KaueCcTBE PYKOBOJSILEro MpUHIIMIA B Bareil sxu3Hu.

[Ixana nus OueHKuU:

. 7 - HUCKJIIOYMTEIILHO BaKHAass B Ka4eCTBE DPYKOBOJSAINErO NpUHIMIA Bamei xu3Hu
IIEHHOCTD (OOBIYHO TAKHUX IICHHOCTEH ObIBA€T OJHA-IBE);

. 6 - oueHb Ba)KHas;

. 5 - M10CTaTOYHO BaXkHas;

. 4 - BaxkHad;

. 3 - HE OYCHb BaXKHAS,;



25

2 - MaJIO Ba)KHas,

1 - He BaxkHas;

0 - coBepiieHHO Oe3paznuyHasi;

-1 - 3TO MPOTHUBOMOJIOKHO MPUHITUIIAM, KOTOPEIM BhI ciienyere.

Jlo Toro, kak Bbl HauHeTe, npounTaiite crmucok u3 30 1EeHHOCTEH M BBIOEPUTE OJIHY, KOTOpas
HanOonee BakHa Uit Bac, m ouenure ee BaxkHocts "7". Jlanee, BbIOEpUTE LIEHHOCTh HAaMMEHEE
BakHYIO sl Bac u onenute ee -1, 0 mwim 1, coriacHO ee BaXXHOCTU. 3aTE€M OLEHUTE OCTAaBIIMECS
uenHoctu (ot -1 o 7).

Cnucoxk nennocreit 1:

1 PABEHCTBO (paBHBIC BO3MOKHOCTH JIJISI BCEX)

2 BHYTPEHHA TAPMOHMUS (ObiTh B Mupe ¢ camuM co00id)

3 COLUAJIbBHAS CUJIA (KOHTpOJIb HAJl APYTHUMH, TOMUHAHTHOCTB )

4 VYJIOBOJIBCTBHUE (ynoBineTBOpeHUE jKETaHUI)

5 CBOBOJIA (cB0OOma MBICTICH U ICHCTBHIN)

6 JAYXOBHAS XW3Hb (akieHT Ha JyXOBHBIX, a HE MAaTepHAIbHBIX BOIIPOCAX )

7 UYBCTBO ITPUHAJUIE2)KHOCTU (omymienue, 4to apyrue 3ab0TsaTcs 000 MHE)

8 COLMAJIbHBIN TTOPSJIOK (cTaGumbsHOCTH 061IecTBa)

9 JKW3Hb, [TOJIHAS BIIEYATJIEHUH (cTpemiienre K HOBH3HE)

10 CMBICJI )KU3HMU (uenu B KU3HH)

11 BEXIJIMBOCTD (nmpenynpeauTensHOCTb, XOPOLINE MaHEPhI)

12 BOI'ATCTBO (marepuanbHast COOCTBEHHOCTD, JICHBI'H)

13 HAIIMOHAJIbBHAS BE3OITACHOCTD (3anuiieHHoCTh CBOCH HAIIMKM OT BParoB)

14 CAMOVYBAXEHMUE (Bepa B cOOCTBEHHYIO LIECHHOCTb)

15 VYBAXEHHUE MHEHUSA JPYI'MX (yuer uHTEpecoB Ipyrux Jmrojei, u3beranue
KOH()POHTAITHH )

16 KPEATUBHOCTbD (yHukanbHOCTb, 60raToe BOOOpaxeHue)

17 MHP BO BCEM MMUPE (cBo6o/1a OT BOMHBI U KOH(IIUKTOB)

18 YBAXEHUE TPAJIVMIINUA (coxpaHeHHe NPU3HAHHBIX TPaIHUIHii, 0OBIYaEB)

19 3PEJIAS JIFOBOBbD (rimybokast SMOIMOHAIBHAS M JyXOBHAs OJIM30CTh)

20 CAMOJUCHUIUIMHA (camoorpaHuueHue, yCTOWYUBOCTD K COOIa3HAM)

21 TIPABO HA YEJAMHEHME (nipaBo HATMIHOE TIPOCTPAHCTBO)

22 BE3OITACHOCTBb CEMbBMU (6e3omacHOCTH A OJIHU3KUX )

23 COLMAJIBHOE IMPU3HAHMUE (omoOpenue, yBaxkeHUE IPYTHX )

24 EJWHCTBO C IIPUPOJION (custaie ¢ MpUpooii)

25 N3MEHUMBASA JKWU3Hb (ku3Hb, HamonHeHHas mpoOieMaMH, HOBU3HOM U
M3MEHEHUSIMH )

26 MYJPOCTD (3penoe moHUMaHUE MHPA)

27 ABTOPUTET (mpaBo ObITH TUAEPOM UK KOMAaHOBATh)

28 HCTHUHHAS APYXXBA (6nm3kue npy3ns)

29 MMUP KPACOTHI (kpacoTa mpupo/ sl ¥ HCKYCCTBA)

30 COLUAJIbBHAA CITPABEAJIMBOCTD (ucnpaBieHHe HeCHpaBeIMBOCTH, 3a00Ta O
CI1a0BbIX)

Tenepp oOllEHWTE, HACKOJBKO BaXXKHAa KaxJas W3 CIEAYIOIIUX I[eHHOocTed mia Bac, kak
PYKOBOSIINN TpUHIUI Barmei »u3HU. DTH IIEHHOCTH BBIPAXKEHBI B CIOCO0aX ACHCTBHSI, KOTOpHIE
MOTYT OBITH O0Jiee I MeHee BaXHBIMU i1 Bac. [lonbiTaiiTech pa3nuauTh EHHOCTH, HACKOJIBKO 3TO
BO3MOKHO, UCIIONIB3YS Bce HOMepa. {71 Havana nmpounTaiiTe IIEHHOCTH B CIIUCKE 2, BEIOEPUTE TO, YTO
st Bac Hanbonee BakHO, OlleHUTE Ha IKajie (oTMeTKa 7). 3areM BbIOEpUTE LIEHHOCTb, KOTOpas
MPOTUBOPEUYUT BaIllUM MpUHIUNAM (oTMeTKa - 1). Ecnu Takol 1eHHOCTH HeT, BhIOEpPHUTE IEHHOCTh
HaMMeHee BaXHYIO jia Bac u omnenute ee otmetkamu O uiu 1, B COOTBETCTBUU C €€ 3HAYUMOCTHIO.
3aTeM OICHUTE OCTAIIbHEIC IICHHOCTH.

Cnucok nennocrei I1:

31
32
33

CAMOCTOSTEJIBHBIN (nanerommiics Ha cefs, CaMOIOCTATOUHBIH)
CAEPXAHHBIUN (n30eraromuii kpaitHOCTEH B UyBCTBaX U JEHCTBUSIX)
BEPHDBIN (npenanuslii Apy3bsaM, IpyIIIE)
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34 1[EJIEYCTPEMJIEHHBIH (TpynomtoGuBbIii, BIOXHOBEHHEIIT)

35 OTKPBITHIN K UYKMM MHEHMSIM (TepluMblii K pa3THuHbIM HIESM U BEPOBAHUIM)

36 CKPOMHBIM (mpoctoii, He CTpeMSIIHIiCs IPUBIICYD K cebe BHIMAHIE)

37 CMEJIBIM (umiymmii npuKiIIOueHuii, puck)

38 3AUIUIIAIONINI OKPYXXAIOIIYIO CPEJY (coXpaHSIOMHii IPHPOLY)

39 BJIMATEJIBHBIN (umeromuii BIysHIE HA TOACH H COOBITHS)

40 VBAXAIOLIUM POJUTEJIEN U CTAPUINX (1posiBIIsONMIHiA yBasKeHHE)

41 BBIBUPAIOIIMIN COBCTBEHHLIE IEJIU (ot6uparomiuii coGCTBEHHbIE HAMEPEHHS)

42 3JIOPOBBIU (ne GobHOI (PU3NYECKH WUIH LYIIEBHO)

43 CIHOCOBHBIU (koMmeTeHTHBIH, criocoOHBbIH S3O(HEKTHBHO IeHCTBOBATE)

44  TIPUHUMAIOILMN XXWU3Hb (110 4MHSAIOIIMIACS KH3HEHHBIM 0OCTOATEIHCTBAM)

45 YECTHBIM (0TKpOBEHHBI, HCKPEHHHIT)

46 COXPAHSIOIIUN CBOM MMUJIXK (3amuTa cCOGCTBEHHOTO (IHIIAY)

47 TIOCJIYIIHBIM (MCOTHATEIbHBIH, TOXYHHAIOLIMNACS TIPABHIAM)

48 VYMHBIU (JIOrM4HBIN, MBICIISAIINN)

49 TIOJIE3HBIN (paGoTaromuii Ha G11aro apyrux)

50 HACJIAXIAIOIINMCS XXU3HbIO (HacmaxaeHne eaoii, 6IM30CThI0, Pa3BICUCHHAMHI H
zp.)

51 BJIATOUYECTUBBIM (npuiepKuBarOuiics PeIMrHO3HON Bephl U yOeKIeHHiT)

52 OTBETCTBEHHbIN (HajeKHbIi, 3aCyKHBAIOLIHIL JOBEPHS)

53 JIFOBO3HATEJIbHBIN (uHTepecyromuiics BceM, MbITINBbII)

54 CKJIOHHBIN ITPOILIATD (cTpeMsIumiicst IpoImaTh APyroro)

55 VCIIELLHBIM (nocturarommii nemu)

56 UYMCTOITIJIOTHBIN (onpsTHBIIL, aKKypaTHBIH)

57 TMOTBOPCTBYIOLIMI CBOUM JKEJIAHUSIM (3aHUMAIOLIMIICS TEM, 4TO JOCTABIISET
YII0BOJILCTBUE)

HNucTpykuus (4acTe BTOPS):

Huxe mpuBeneHsl onucanus HEKOTOPbIX ojaei. [loxkanyiicta, mpouynTaiiTe KaXKa0e OmucaHue
Y MOJYMaiTe, HACKOJBKO KaXKIbId YEJIOBEK IMOXO0X WM HEe MoxoX Ha Bac. IlocTtaBbTe KpecTuk B
OJIHOI U3 KJIETOYEK CIpaBa, KOTOPas MOKa3bIBaeT, HACKOJIBKO OMMCHIBAEMBIN YeJIOBEK MOX0XK Ha Bac.

Tabmuma 1 - [Ipoduns nuunoctn

Ouenr | Iloxox | B Hemnoro | He CoBceMm

MOX0X | Ha HEKOTOPOU MMOX0K Ha | IOX0X | HE

Ha MEHS CTEIIeHU MEHS Ha MMOX 0K

MeHs MOXO0X  Ha MeEHS Ha MEHS
MEHS

1. IlpuaymsIBaTh 4TO-TO HOBOE
u  ObITh  HM300peTaTenbHBIM
BaxkHo g Hero. OH JIIOOUT
MOCTYNaTh MO-CBOEMY, Ha CBOM
JIaj.

2. Jlng wero BaxHO OBITH
6orateiM. OH XO0ueT, 4YTOOBI y
Hero ObUIO MHOIO JEHEr H
JIOPOTUX BEILEH.

3. OH cuWMTaer, 4YTO BaXHO,
YTOOBI C KaKJIBIM YEIOBEKOM B
MHUpE 00palaiiuch OIMHAKOBO.
OH BepuT, 4TO Yy BCEX JTOJKHBI
OBITh paBHBIE BO3MOXHOCTH B
JKA3HH.
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4, Jlng HEro O4YCHb BaXKHO
IOKa3aTh CBOH CIOCOOHOCTH.
OH  xouer, 4YTOOBI JIIOIU
BOCXHMIAJUChL TEM, 4YTO OH
JIeacT.

5. Jlns HEro BaXXHO XKUTh B
O0e3zonmacHoM OkpyxeHuu. OH
n30eraer BCEro, 4YTO MOXKET
yIpoXkaTh ero 6€30MacHOCTH.

6. OH cuuTacT, 4YTO BaXHO
JieaTh MHOIO pa3HbIX el B
#u3HU. OH Bcerja CTpeMHUTCs K
HOBM3HE.

7. OH BEpUT, YTO JIOIU JOTKHBI
Jies1aTh TO, 4YTO UM roBopsT. OH
CUMTAET, 4YTO JIIOAM JOJIKHBI
IPUJIEP)KUBATHCA IIpaBUII
BCErja, Jake KOrja HHUKTO He
BUJIUT.

8. Jlisl Hero BaXKHO BBICIYIIATH
MHEHHE  JIIOAeH,  KOTOpBIE
OTIHYarTCs oT Hero. Jlaxke
€CIIM OH HE COIJIaceH C HUMH,
OH BCE PAaBHO XOYET MX MOHSTh.

9. OH cuMTaeT, YTO BAXXKHO HE

MMpOCUTH 60J'IBH_ICFO, qeM
nMmeemsb. OH BCpUT, YTO JIIOOH
JOJIXKHBI AOBOJIbLCTBOBATHCA

TEM, YTO Y HUX €CThb.

10. OH Bcerma uIeT MOBOM OIA
pa3BieueHus. [{ns HEro Ba)xHO
JienaTb TO, YTO JIOCTaBISIET EMY
YI0BOJILCTBUE.

11. JIma HEro Ba)XXHO CaMOMY
pemiarb, 4TO JAenatb. Emy
HpaBUTCA OBITH CBOOOJIHBIM B
TUTAHUPOBAHUH U BBIOOpE CBOEH
JIeSATeTLHOCTH.

12. Jlns HEro OYeHb BAXKHO
noMoraTth Okpyxaromum. OH
XxoueT 3a00TUThC 00 HX
6J1arONOIY4HH.

13. Jns HEro oOdYeHb BaXXHO
npeycrnerb B KU3HH. Emy
HpaBUTCSA MIPOU3BOIUTH
BIIEUATJIICHUE HA APYTUX JIOACH.

14, Jns HETO OYEHb
BayKHA 0€30IIaCHOCTh  €r0
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ctpadbl. OH cuuTaer, 4TO
rocyapcTBO JOJDKHO  OBIThH
TOTOBO K 3alUTE OT BHEIIHEN U
BHYTPEHHEHN yTrpO3Bbl.

15. On mro6ut puckoBath. OH
BCET/la UILET NPUKIIOYCHUN.

16. Jlns Hero BakHO Bceraa
BECTH ce0s TODKHBIM 00pa3oMm.
On xouer u30erath IEHCTBUMH,
KOTOpBIC IO  COYIH OBl
HEBEPHBIMHU.

17. Jlns Hero BaXHO OBIThH
[JIaBHBIM U YKa3bIBATh JAPYTHM,
yto nenatb. OH XO04YeT, YTOOBI
JIOOA  JeNald  TO, YTO OH
TOBOPHT.

18. Jlns Hero BaXHO OBITh
MPEIaHHBIM CBOUM  JPY3bsM.
OH XO04YeT TOCBATUTH ceOs
CBOUM OJIM3KHM.

19. OH wuckpeHHe BEpUT, 4YTO
JIOU  JIOJDKHBI 3a00THTBCS O
npupoge.  3abotutbes 00
OKpYXarollel cpeae BaXHO IS
HETO.

20. BBITh penurno3HbIM Ba)kKHO
st Hero. OH OYeHB cTapaeTcs
CJIEIOBaTh CBOMM PEIUTHO3HBIM
yOEXKICHUSIM.

21. Jlma Hero BakKHO, YTOOBI
BEIIM COJEPKAJIUCh B TOPSAIKE
u B YUCTOTE. Emy
JEMCTBUTEIIbHO HE HPAaBUTCS
OecropsJIoK.

22. OH cyuTaer, 4YTO BaXKHO
WHTEPECOBaThCsl MHOTHM. Emy
HPaBUTCS OBITH
M0003HATEIILHBIM M TIBITAThCS
MOHSITH Pa3HbIC BEIITH.

23. OH cumTaer, 4YTO BCE
HapoJIbl MUpa JOHKHBI KUTH B
TapMOHHH. CopelicTBOBaTh
YCTAaHOBJICHUIO MHpa MEXIY
BCEMM TpyINIaMHu JIIOAe Ha
3eMJIe BaXKHO ISl HETO.

24. OH pgymaer, 4YTO BaXXHO
ObITh  uyecTOMOOUBBIM.  Emy
XO04YeTcsl TIO0Ka3aTh HACKOJIBKO
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OH CIOCOOHBII.

25. OH npymaer, 4TO JIydIle

BCCIoO MMOCTYIIAaTh B
COOTBCTCTBHUH C
YCTaAaHOBUBIINMHUCS

TpamguuusMu. J[ias Hero Ba)HO
cobmonath 00BIYAH, KOTOPHIE
OH YCBOMIJL.

26. Jlng HEro BaKHO IOJy4yaTh
YIOBOJBCTBHE OT XKHU3HU. Emy
HpaBUTCS «0aIOBaThy ceOsl.

27. Insa Hero BaxHO OBITH
YyTKUM K HYXJIaM JpYyrux
JIIOAEH. On crapaercst
MO/JIEPKUBATH TEX, KOTO 3HAET.

28. OH mojaraer, 4To BCeria
JIOJDKEH TPOSIBIISITh YBKEHHUE K
CBOUM pOI[I/ITeJIﬂM n JIIOOsIM
crapiiero Bo3pacta. J[ins Hero
Ba>XHO 6I)ITI) HOCHYIHHI)IM.

29. OH xoueT, YTOOLI CO BCEMU
MOCTYNAINA CIPABEINBO, JTAXKE
C JIOObMH, KOTOPBIX OH HE
3Haer. JlIg  HEro - BaXKHO
3aIAIIATE CIa0bIX.

30. On mo6ut croprpussl. s
HEro Ba)XKHO, YTOOBI €ro XM3Hb
Obu1a I0JIHA APKUX
BIICUYATIICHUMN.

31. OH oueHb crapaercs He
3a0071€Th. CoxpaneHnue
300POBbs O4Y€Hb BaXHO AJId
HETO.

32. IlponsmxeHue BHEpEN B
JKU3HU BaxHO Juisi Hero. OH
CTPEMUTHCS JIENaTh BCE JIyYIlE,
YeM JIpyrHe.

33. lnsa Hero BakKHO MPOIIATh
JOJIeH, KOTOphIE OOMJIEIH €ro.
OH crapaetcs BUIETh XOpoIlee
B HUX U HE JIepKaTh OOUTY.

34. Jlng Hero Ba)XHO OBITH
He3aBUCUMBIM. EMy HpaButcs
rmoJiaraTbCs Ha ceosl.

35. Nwmerts CTaOUIIBHOE
MPaBUTENBCTBO  BaXHO  JIJIS
gero. OH Oecmokourcs O
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COXpPaHEHHH  OOIIECTBEHHOTO
HOpSIZIKA.

36. Jljas HEro Oo4eHb BaXKHO BCE
BpeMsi OBITb  BEXKJIUBBIM C

JIPYTUMHU  JIIOJIBMH. On
cTapaercs HHKOTJIa HE
pazmpaxkatb M HE OCCIOKOUTH
JIPYTHX.

37. OH no-HacTosILEMY XOYET
HacIaxaaTbCs JKU3HBIO.
XOpomo MPOBOAMTH  BpeMs
OYCHb BAYKHO JJISI HETO.

38. Jligs Hero BaXXHO OBITh
CKpoMHBIM. OH cTapaercsi He
IIPUBJIEKATh K ce0€ BHUMAHHUE.

39. Ou Bcerga xouer OBITh
TEM, KTO MPUHUMAET PCIICHHS.
Emy HpaBUTCS OBITH JTUACPOM.

40. Jost HETo BAKHO
MpHUCIIOCabIUBaTHCS K MPUPOJIE,
ObITh yacThio ee. OH BEpUT, UTO
JIOOM HE JOJDKHBI HU3MEHATH

mnpupony.

Hnumepnpemayus memoouxu Illsapya.

Mertoauka J1aeT KOJMYECTBEHHOE BBIPAKEHHWE 3HAYMMOCTH  KaXIOr0 W3  JEeCATH
MOTHUBAIIMOHHBIX TUIIOB [IEHHOCTEN Ha JIBYX YPOBHSX:

. Ha YpOBHE HOPMATHBHBIX HJICAJIOB U

. Ha YpOBHE WHAMBHIYyaJIbHBIX TPUOPUTETOB.

O6paboTka pe3ynbTaTOB TMPOBOJUTCS TYTEM COOTHECEHHUSI OTBETOB UCIBITYEMOTO C
K1r04oM. COOTBETCTBYIOLIMI KJIFOY MPUBOAMTCS Hmke (B Tabmume 3). B HeM ykaszaHbl HOMepa
IYHKTOB 00€UX YacTell OMPOCHUKA, COOTBETCTBYIOLIUE KaKIOMY TUIMY LIeHHOCcTe. CpenHuii 6amt no
JTAaHHOMY THITy LIEHHOCTH MOKa3bIBaeT CTENEHb €€ 3HAUMMOCTH.

[Ipu 06paboTke mepBoro pasnena onpocHuka - «O030p LeHHOCTeNW» (YpOBEHb HOPMAaTHBHBIX
U/I€aJIOB) - Pe3yJIbTaThl MO CIIUCKaM | U 2 CyMMUPYIOTCH.

[lepen mopcyeToM pe3ynbTaToB BTOPOTO paszzaena onpocHuka - «[Ipodwmns muaHOCTHY -
HE00XO0/IMMO MEPEBECTH LIKATy ONPOCHUKA B OAJIIBI.

Kimtou 11t mepeBo/ia OTBETOB UCTIBITYEMBIX B OAJUTBI MPUBOIUTCS HIDKE B TaOIMIIE 2.

Tabmuna 2 - KonmudecTBo 0ayuioB, MPHUITMChIBaEMOE MyHKTaM HIKaibl «[Ipoduis TUIHOCTHY
npu 00paboTKe Pe3yIbTaTOB.

ITyHKTBI Ouenn IToxox B HekoTtopoit HemHoro He CoBceMm He
IIKAJIBI [IOX0K HA | Ha MEHS | CTENEHM MOXO0XK IIOX0X Ha | MIOXOX Ha | IIOXOX Ha
MeHSs Ha MEHs MeHs MeHS MEHS
KonuuecTBo 4 3 2 1 0 -1
6amioB
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[Ipn mepBuuHO# 00pabOTKE MAHHBIX MO Ka)XJAOW 4YacTh ompocHukKa («O030p IEHHOCTEH» H
«[Ipodmib TUYHOCTH») BBICUYUTHIBACTCS CPEOHUN Oayul JUIsi BBIOPAHHBIX HCIBITYEMBIM OTBETOB B
cooTBeTCTBUH ¢ KitouoM (cM. Tabmuia 3). O6paboTKa MPOBOAMUTCS OTACIBHO I Kakaoro u3z 10
TUINOB IIEHHOCTHBIX OpHEHTaluuu. BenuunmHa STOro cpeaHero Oajijia MO OTHOILICHUIO K JPYTrUM
MO3BOJISIET CYJIUTh O CTEMEHH 3HAUMMOCTH ITOTO TUIIA IEHHOCTEH /1711 UCTIBITYEMOTO.

Cnemyer oOpaTuTh BHHMaHHWE, YTO JaHHBIC, IOJIYYCHHBIC MO TEPBOW W BTOPOH HaCTIM
ONPOCHHKA, OOBIYHO HE COBMAJAIOT, TaK KaK HEHHOCTHbIE OPHEHTALMU JHUYHOCTH Ha YpOBHE HOp-
MaTUBHBIX HJICAJIOB HE BCErJa MOTYT pEan30BaThbCsi B IOBEJICHUH BCJIEACTBUE OrpaHUUYCHUS
BO3MOXKHOCTEH YelloBeKa, IPYINIIOBOro JaBJIE€HUs, COOMIOACHUS ONIPEICICHHbBIX TPAIULIUi, CIIeI0BaHUs
oOpa3iiaM NoBeJIeHUS U IPYTUM MPUYHNHAM.

B coorBercTBUMM CO CpemHUM OaUIOM TO KaXKIOMY THUITY IIEHHOCTEH YCTaHABJIMBACTCS WX
paHroBoe cootHouieHue. KaxxaoMmy Tumy neHHocted npucBamBaetTcs panr ot 1 no 10. IlepBbiit panr
MPUCBAMBACTCS THITY LEHHOCTEW, HMMEKIIeMy Hauboiee BBICOKMU cpenHud Oami, IecsaThlid -
MMEIOIIEMY CaMblid HU3KHU cpenHuid 6amit. Panr ot 1 1o 3, mosydeHHBIH COOTBETCTBYIOIIUMH THIIAMHU
LIEHHOCTEH, XapaKTepU3yeT HX BBICOKYIO 3HAuMMOCTb s ucneltyemoro. Panr or 7 mo 10
CBUJICTENBCTBYET O HU3KOM 3HAUMMOCTH COOTBETCTBYIOIIMX IIEHHOCTEH.

Tabmuna 3 - Kimou s 00paboTKH pe3ylbTaToB

Tun uenHocre Homepa nyHKTOB onipocHuKa
(10 ocroHbix nerHoCTEH) OB30P LIEHHOCTEM MIPOGUJTb JTMYHOCTH
(YpoBEHb HOPMAaTUBHBIX UAEATIOB) | (YPOBEHb MHAMBUIYAIBHBIX
- cucoK 1 u 2 MIPUOPUTETOB)
Kondgopmuocts Conformity 11, 20, 40, 47 7, 16, 28, 36
Tpapuuuu Tradition 18, 32, 36, 44, 51 9, 20, 25, 38
Hoopora Benevolence 33, 45, 49, 52, 54 12,18, 27, 33
Yuusepcaauszm Universalism 1,17, 24, 26, 29, 30, 35, 38 3, 8,19, 23, 29, 40
CamocrogreabHocTh Self- 5, 16, 31, 41, 53 1, 11,22,34
Direction
Crumyasimus Stimulation 9, 25, 37 6, 15, 30
T'enonusm Hedonism 4,50, 57 10, 26, 37
Hocruzkenns Achievement 34, 39, 43, 55 4,13, 24, 32
Buaacts Power 3,12, 27, 46 2,17,39
Be3onacHocTh Security 8, 13, 15, 22, 56 5,14,21, 31,35

WNuTtepnperaius, onucaHue EHHOCTEN.
[IpuBeneM kpaTkoe OIpeAesieHHe MOTHUBAIIMOHHBIX THUIIOB COOTBETCTBEHHO MX LEHTPAIbHON
nenu (Schwartz, 1992, 1994; Smith, Schwartz, 1997):
— Binacth (Power) - conmansHbIif cTaTyC, JOMUHUPOBAHUE HAJl TIOJABMH U PECYPCAMU;
—  goctmwkenue (Achievement) - JWUYHBIA ycreX B COOTBETCTBUU C COIMATBHBIMHU

CTaHJapTaMUu,

— renonusM (Hedonism) - HacnaxaeHne Wik YyBCTBEHHOE yIOBOJICTBUE;
— crumyisanus (Stimulation) - BoTHEHHE ¥ HOBU3HA;
— camocTosTebHOCTh (Self-Direction) - caMoCTOSTETEHOCTD MBICITH H JICHCTBUS;
— ynuBepcanu3M (Universalism) - moHuUMaHue, TEPIUMOCTh U 3alIUTa OJaromnoyyyus: Bcex

JOJIEN U IPUPOBL;

— nobpora (Benevolence) - coxpaHeHHe U TIOBBIIIICHHE OJIATOMONYYHsT OJM3KUX JTFOJIEH;
— Tpagunus (Tradition) - yBakeHHE U OTBETCTBEHHOCTh 3a KYJIbTYPHBIE U PEIUTHO3HbBIE

00BIYau U UIEH;
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— koHpopMHOCTh (Conformity) - cnepkuBaHue IEHCTBUA M TTOOYKICHHH, KOTOPhIE MOTYT
HABPEIIUTH APYTUM U HE COOTBETCTBYIOT COITUATBHBIM OXKUIAHUSIM;

— ©Oe3omacHocTh (Security) - 0€30MaCHOCTh M CTaOMJIBLHOCTH OOINECTBAa, OTHOIICHWH M
camoro ceosl.

[1. I1IBap1r onuCHIBAaET CIEAYIOIINE XapaKTEPUCTUKH 3TUX TUIIOB [ICHHOCTEH.

1. Bnacts (Power). ®yHKIMOHUPOBAHUE COLMAIBHBIX MHCTUTYTOB TPEOYET ONpPENEICHHON
muddepeHIaluyd CTaTycoB, U B OOJIBIIMHCTBE CIy4aeB B MEXKJIMYHOCTHBIX OTHOILIEHHUSX B Pa3HbIX
KyJIbTypax OBbUIO BBISBICHO COYETaHWE I[oKa3aTene JIOMHHAHTHOCTH — MOJYMHEHHOCTH.
LlenTpanpHas 1elb 3TOrO THMA LIEHHOCTEH 3aKII0YaeTcsl B JOCTHXKEHHWU COLMAJIbHOTO CTaTyca WU
MpPEeCTHX,a, KOHTPOJIS WM JIOMUHHPOBAHHUS HaJl JIIOJAbMU U CpeACTBaMH (aBTOPUTET, OOraTcTBO,
COLMAJIbHAsl BIACTh, COXPAaHEHHE CBOETr0 OOIIECTBEHHOIO HMUJXKA, OOIIECTBEHHOE NPU3HAHHE).
IlenHocTH BIIaCTU W JOCTHXKEHUS (CM. nanee) (HOKYCHPYIOTCS Ha COIMAIIbHOM YBa)KEHHUHU, OIHAKO
[IEHHOCTH JIOCTIDKEHUS (HapuMep, YCIeIIHbINA, aMOUITMO3HBINH) TOAYEPKUBAIOT AKTUBHOE MIPOSIBIICHUE
KOMIIETEHTHOCTH B HENOCPEICTBEHHOM B3aUMOJACHCTBHM, B TO BpeMs KaK LEHHOCTH BJIACTU
(aBTOpHTET, OOraTCTBO) MOAYEPKHUBAIOT JOCTIKCHHE WM COXPAaHEHHE JIOMHHAHTHOM MO3UIMU B
paMKax 1eJoi COIMaTbHON CUCTEMBI.

2. Jloctmwxkenue (Achievement). Onpenensironiasi ek 3TOTO0 TUTA IIEHHOCTEH — JMYHBINA
ycrex uepe3 IMpOSIBICHHE KOMIIETEHTHOCTH B COOTBETCTBUU C COIMAJIbHBIMH CTaHAAapTaMH.
[TposiBneHne corranbHON KOMIIETEHTHOCTH (YTO COCTABIISET COJCPKAHUE ITOHM IEHHOCTH) B YCIOBHAX
JOMHUHHPYIOIIUX KYJIbTYPHBIX CTAHIaPTOB BIIEYET 3a OO0 coluaibHOE 0JJOOpPEHHE.

3. T'emonmsm (Hedonism). MoTuBaunoHHass IIeNb JaHHOTO THMA ONpEAeIsIeTcs Kak
HACJIXACHHUE WM YyBCTBEHHOE yIOBOJIBCTBUE (YIOBOILCTBUS, HACTAKICHUE KU3HBIO).

4.  Crumymsauusa (Stimulation). DTOT THI HEHHOCTEH SABISETCS TMPOU3BOTHBIM  OT
OpraHU3MEHHOW TOTPEOHOCTH B Pa3HOOOpa3WM U TIYOOKHX NEPEKUBAHUSAKX ISl TMOAJEPKaHUS
ONTUMAIIFHOTO YPOBHS AKTUBHOCTH. buoiormuecku OOYCIIOBICHHBIE BapHallid IOTPEOHOCTH B
CTUMYJISIIIUU, OMOCPEIOBAHHBIE COLIMAIBHBIM OMBITOM, MPHUBOIAT K MHAWBHUIYAIbHBIM Pa3iHudsM B
3HAYMMOCTH JTOH LEHHOCTH. MOTHBAIIMOHHAS II€Nb OSTOTO THIIA IIEHHOCTEH 3aKiIoyaeTrcs B
CTPEMJICHHH K HOBU3HE U TTTyOOKUM HEPEKUBAHUSIM.

5.  CamocrostenpHOcTh (Self-Direction). Ompenensitomias 1eabp 3TOTO THMA IIEHHOCTEH
COCTOUT B CaMOCTOSITEIbHOCTH MBIIUIEHUsT M BBIOOpa CIOCOOOB JEHCTBHs, B TBOPYECTBE U
UCCIIEIOBATEIILCKONW aKTHBHOCTH. CaMOCTOSATENIbHOCTh KaK IEHHOCTh MPOU3BOIHA OT OPraHU3MEHHOMN
NOTPeOHOCTH B CAaMOKOHTPOJIE U CaMOYIPABICHUH, a TAKXKe OT MHTEPAKLMOHHBIX MOTpeOHOCTEN B
ABTOHOMHOCTHU ¥ HE3aBUCUMOCTH.

6. VYausepcanmusm (Universalism). MoTuBannoHHas 1elb AAHHOTO THIMA ILIEHHOCTEH —
MOHMMaHHe, TePIUMOCTbD, 3aIUTa OJArOMONyYHs BCEX JIIOJEH W MpHpoasl. MOTHBAIIMOHHBIE IIEITH
YHUBEpCaJM3Ma IPOU3BOAHBI OT TeX MOTPeOHOCTEH BBDKMBAHUS TPYNI U HHIUBUAOB, KOTOpHIE
CTaHOBSITCS SIBHO HEOOXOIMMBIMU TIPU BCTYIUICHWH JIIOJICH B KOHTAKT C KEM-JIMOO BHE CBOEH Cpeibl
WM TIPH PACIIUPEHUH TIEPBUYHOMN TPYIIIIHIL.

7. Jloopora (Benevolence). DT1o Oojee y3KHIl «IPOCOLUATBHBIN» THUI LEHHOCTEH TIO
CpaBHEHMIO C yHHBepcasn3MoM. Jlexainas B ee OCHOBE J00poXkenaTeNbHOCTh c(hOKycHpoBaHa Ha
0JIaromosiydr B TIOBCETHEBHOM B3aWMOJCHCTBUU C OJM3KUMH JIOABMHU. ODTOT THIN IEHHOCTEH
CUMTAETCs MPOU3BOAHBIM OT IMOTPEOHOCTH B TIO3UTUBHOM B3aMMOJEHCTBHH, IOTPEOHOCTH B
apdmwmanu U obOecriedeHHH TPONBETaHMs Tpynmbl. Ero MoTHBaNMOHHAs IeTh — COXpaHEHHE
Onaromoyyduss IOJeH, ¢ KOTOPHIMH WHAWBHJ HAXOIUTCS B JIMYHBIX KOHTAKTaX (TOJE3HOCTb,
JOSUTBHOCTh, CHUCXOJIUTEITLHOCTh, Y€CTHOCTh, OTBETCTBEHHOCTH, IPYK0a, 3pernas JIF000Bb).

8. Tpamumuu (Tradition). JlroOble corumanbHble TPYIIBl BHIPAOATHIBAIOT CBOM CHMBOJIBI U
puryansl. X ponb W (yHKIMOHHPOBAHWE OMPEACISIOTCS OMBITOM TPYINIBI M 3aKPEIUISIOTCS B
TpaguIMIX U oObvasX. TpaauLMOHHBIM CIOCOO MOBEAECHUS CTAaHOBUTCS CHMBOJIOM TPYIIIOBOM
COJIMIAPHOCTH, BBIPAKCHHEM €IUHBIX IICHHOCTEH W TapaHTHed BbDKUBAHHS. Tpaauly Yaiie BCETO
NPUHUMAIOT (POPMBI PEIUTHO3HBIX OOpSA0B, BEPOBAaHUI M HOPM MOBeAeHUS. MOTUBAIIMOHHAS IIeNh
JAHHOM IIEHHOCTH — YBa)KCHWE, MPHUHATHE OObUaeB W WJEH, KOTOpBIE CYIIECTBYIOT B KYJIBType
(YBakeHHUE Tpalulil, CMUpeHHe, OJlarouecTre, NpUHATHE CBOEH y4acTH, YMEPEHHOCTh) U ClIeZIOBaHUE
uM.
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9. Kondopmuaocts (Conformity). Omnpenensromnias MOTHBAIIMOHHAS II€Jb ATOTO THUMA —
CAepKUBaHUE W TMPEIOTBpAICHUE NCUCTBUN, a TakKe CKIOHHOCTEH M MOOYXKIEHUH K NEHCTBUSM,
KOTOpPbIE MOTYT IPUYMHUTH BPEA IPYTUM WJIM HE COOTBETCTBYIOT COLIMAIBHBIM OXHUAAHUAM. JlaHHas
[IEHHOCTh SIBIISICTCSI MPOU3BOIHON OT TPeOOBaHUS CIEPKUBATH CKIOHHOCTH, UMEIONINE HETaTHBHBIC
COLIMAJIbHBIE TMOCIEACTBHS (IOCIYyIIaHUuE, CAMOAMCLUMILINHA, BEXKIMBOCTh, YBAXKEHUE POJIUTENCH U
CTapLINX).
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PI/ICYHOK 1- Mojenb COOTHONICHUS JIECITH OCHOBHBIX YEJIOBEUCCKHX HCHHOCTeﬁ (prr HGHHOCTeﬁ

[IBapia)
10. BesomacHocTh (Security). MoTHBamMOHHAs IE€h 3TOTO THMAa — OE30MACHOCTh IS
JOPYTHX JIIO/IeH U ceOsl, TapMOHUS, CTA0MIBHOCTh OOIIECTBA U B3aUMOOTHOIIIeHH. OHa MPOU3BOIHA OT
0a30BBIX VHJIUBULYAJIbHBIX 5 TPYIIIOBBIX NOTpeOHOCTEH.

[To muenuto M. IIBapua, cymiecTByeT OAuH OOOOIIEHHBIM THUN IEHHOCTH 0€30MacHOCTh (a He JBa
OTACJIBHBIX — JJIA T'PYIIIOBOIO0 W WMHAWBUAYAJIBHOTO ypOBHfI). CBsA3aHO J3TO C TEM, 4TO IICHHOCTH,
OTHOCSIIIECS K KOJUIGKTHBHOW O0€30MacHOCTH, B 3HAYUTEIBHOW CTEMEHU BBIPAKAIOT IETh
0€30MacCHOCTH ¥ ISl JIMYHOCTH (COIMAJbHBIN TOPSIOK, OE30MacHOCTh CEMbH, HaI[OHAIbHAs
0e30MacHOCTh, B3aUMHOE PACIOJOXKEHHE, B3aUMOIOMOIb, YHCTOTa, YYBCTBO MPHUHAJIEKHOCTH,
37I0POBKE).

3aganue 4.

[IpousBeauTe wHccieqOBaHUE METOAOB BBISBICHUS OCHOBHBIX MOTPEOHOCTEH KIMEHTOB
n3BeCTHOM Bam kommMmepueckoil opranmsanuu. lloarBepaure cBOM yMO3aKIIOYEHHUS MPUMEPAMHU UX
UCIIOJIb30BaHUs.

Bo3moxHBIE METONbI BBISBIEHHS OCHOBHBIX IOTPEOHOCTEN KIMEHTOB, WCIOJIb3yeMbIe
U3BECTHOM BaM KOMMepUYeCKOi opraHu3anuei:

- HaOnrofieHHe, B TOM 4YHCIE HCIOJIb3yeMasi BeO-cepBepaMH JJsl BBISIBICHUS CKPBITHIX
notpedHocTel (Hanpumep, «cookie-(aias»)

- c6op uHbOpMaIMU C MOMOIIBIO JUAJIOTa JJIsl BBIBICHUS MPSIMBIX MOTpeOHOCTEHN (OHJaliH-
OTIPOCHI, aHKETUPOBAHUE, TECTHI U TIP.)

- METO/Abl OOpaTHOM CBSI3M [UIsl BBISBIEHUS MpPEANOJiaraeéMbIX MOTpeOHOCTeN (MHTEPBBIO,
OTIPOCHI, KOHTAKTHBIE (JOPMBI Ha caifTe).

3anganmue 5.
PaccunTaliTe KOHBEPCHIO BOPOHKH MPOJAX KOMMEPYECKOW OpraHu3ald - MapKETUHTOBOMH
MOJICJIY, OINKCHIBAIOIIECH IIPOXOXKICHUE LIEIEBOM ayIUTOPUEH BCEX 3TaloB NOKYyNKU. [lepeuncnure
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WHCTPYMEHTHl ITU(PPOBOTO MapKETHHTa, NPHMEHSIEMbIC JIAaHHOW OpraHu3alieli B  BOPOHKE
(cormanbubie  cetd, EmMail, or3pBeI monb3oBarencit, BeO-caiit uw  SEO, aua-MarHuTel) ¢
MTOATBEPKICHUEM.

3aganmue 6.
[IpuBenuTe NATH NPUMEPOB JHI-MarHUTOB B TNPO(EecCHOHAIBHOW cdepe OeATETBHOCTH C
MOJATBEPXKICHUEM. YKa)KHUTE IPU3HAKU 3P (PEKTUBHOCTH JAHHBIX JIU-MarHUTOB.

3aganue 7.

UToOB! OLYTUTH MOJIB3Y JIMJI-MarHuTa Ha KOHTPAcTe ¢ APYTUMHU criocobamu cOopa KOHTAKTHBIX
JIAHHBIX, TPOAHATIM3UPYUTE CICTYIOLINE KEHUCHI.

Keiic 1

[Ipenmonoxum, y opraHu3anuu ecTb 06J0r-moct Ha TeMy «10 crmoco0OB MOBBICUTE JIOSUTEHOCTH
KIIMEHTOBY». B KOHIIE CTaThU CIIENUAIKUCT MPOCUT MOANUCATHCS HA OOHOBJICHHUS, YTOOBI HE MIPOITYCTUTD
WHTEPECHBIN U MOJIe3HbIN KOHTEHT. Kak MHOr0 KOHTaKTOB yJacTcst cooparb?

Keiic 2

A Tenepw naBaiiTe mpeactaBuM, uTo mpemiaraetcs Pdf-daiin ¢ amamm3om keiica, Kak ojHa
KOMIIaHUS OIpo0oBalia BCe 3TU CrocoObl Ha npakTuke. KoHewHo ke, B 00OMEH Ha KOHTAKTHBIE JJaHHBIE.

3aganue 8.

Hcnone3ys npoctoit kKoHCTpyKTOp caiitoB Weblium (BeGinym), cosznaiite 3¢ GeKTHBHBIN JTHI-
MarHuT B (opmare Momn-arnoB (BCIUIBIBAIOIIMX OKOH) C TOPSYMMHU CKUAKAMH U TPEUIOKCHUSIMH, a
TaK)Ke HWHTCpaKTUBHBIC (GOpPMBI Ui cOOpa 3asBOK M KOHTakToB (POp-up oddeps: Oaprtep,
WHTEPAKTUBHBIC, JPY3bsl, YBEIOMIICHHE 00 aKIMsIX, HOBOCTHBIC, YTOUHSIONIUE, POCh0a BEPHYTHCS,
MIO3BOHU MHE TIO3BOHH, IITHPIIUIIBI).

Hcnons30Bath 1Ba OCHOBHBIX BHa mom-amoB: hello-board u page-stop.

3aganme 9.

OrneHnTe TPHUBICKATEILHOCTh WJIM HEMPHBICKATEILHOCTh BBIOPAHHOTO IIEJICBOTO PBIHKA,
OTMETHUB 3HAKOM «+» MOJIOKUTEIbHBIE XapaKTEPUCTUKH U «-» OTPUIATEIbHBIE.
Tabmuia 1 — OneHka 1e1eBoro peIHka

XapaKTepI/ICTI/IKa LECJICBOT'O PbIHKA OLIGHKa

CBo6osa BbIOOpa

Puck B IpuHATHN pelIeHN

KonkypeHnus

HerapantupoBanHOCTH 0X0/1a

HecrabubHas 3aHATOCTD

ITocTOsIHHBIE N3MEHEHUS PPIHOYHOW KOHBIOHKTYPBI

Bo3moxxHOCTE criaga IMPOMU3BOJCTBA

Wudnsmms

ToBapHoe nzobmine

OI‘paHI/IquI/IC MOHOIIOJIH3Ma

HenoctynHocTh 1o 1ieHaM psijia TOBapOB

Hanuyne BEICOKOTOXOAHBIX KIHNEHTOB

HeorpannueHHOCTH 10X010B

Hanuuue pa3Butoil pplHOYHON HH(DPACTPYKTYpPHI

3aganmne 10.
[IpousBeanuTe cerMEeHTUPOBAaHUE PbIHKA TOBApOB (YCIYT), MCIONb3Ys OAHONAPAMETPUUECKHA
METO/I.

3aganme 11.
IIpon3BeauTe cerMeHTUPOBAHNE PBIHKA TOBAPOB (YCIIYyT), UCIOJB3Ysl ABYXIapaMeTPUUECKUl 1
TpexmnapaMmeTpudecKuii MeTosl. I1ocTpoiiTe KapTy U CETKY CETMEHTUPOBAHUS.


https://ru.weblium.com/
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3ananue 12.
OnumuTe 1eNeBOM PBIHOK W ONPEISIUTEe TO3WIUI0 OpTaHW3allud, OOCITYKHUBAIOIICH
MUKPOPaoOH, OIIPENEIUBIIEH CBOU CErMEHTHI KaK:
-CerMEHT |- mpo’kuBaroIye B TOCTUHHUIIE;
-CETMEHT 2 — KUTEJU TOPO/Jia — JIEJTUTCS Ha JBa MOJICETMEHTa!
a) TOpO’KaHe - CEMbH;
0) kade, Mara3uHseI 1 T.1I..
PaGoty npoBectu 1o cxeme:
1) coOpath craeayronyro HHGOPMAIIHMIO O IIeJIEBOM cerMeHTe (Tabua 2)
Tabnuna 2 — Onucanue cerMeHTa
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2) cocTaBUTh MPOGUIb HENEBBIX MOTpeOUTENeH
Taomuua 3 — CoCcTOsIHUE CETMEHTOB
CermeHT OcHOBHbIE [ICHHOCTH JleckpHUnTopsl, ¢ MOMOIIBIO
notpedurens (OLIT) KOTOPBIX ONKCBHIBAETCA CETMEHT
1
2

HeoOxonuMele neicTBUS:

- IPOPAH)XUPOBATh CETMEHTHI B COOTBETCTBUHU C TEKYILEH BaXXHOCTBIO JUIsl (pUpPMBI

- B K&KJIOM cermeHTe npopanxuposars OLIII.

3) onmucaTh CTpAaTErHMYECKyl0 Ledb U MAapKETHHTOBYIO IPOrpaMMy JJis KaXKJI0TO CEerMEHTa I10

dbopme:

IleneBoii cermMeHT

[TorpebHOCTH

CTpaTeFI/I‘leCKaSI ICIIb

ITponykums

Llena

4) COCTaBUTh IO3UIOUOHHYKO KapTy H paspa60TaTL CTPATCTUIO  [MO3ULIMOHHUPOBAHUA,

IpeJIBApUTENLHO OTBETUB Ha CIIEAYIOLINE BOIIPOCHI:
- KakoBa no3unus opranuszaiuy y 1HelieBbIX noTpeduTenen?
- Kakyro no3uiuro opranusanus XoueT 3aHATh B Oyayiiem?
- Kakne KoHKypeHTBI MOTYT IOMEIIATh JOCTHKEHUIO 3TOM LIeIu?
- Pacnionaraer nu opranuzanus J0CTaTOUYHBIMU pecypcamu?
- COOTBETCTBYET JIM MapOYHask MOJUTHUKA OpraHU3allMU BHIOPAaHHBIM LIEsIM?
- Pacrionaraer nu opranuzanusi 10CTaTOYHBIM OTEHIIHAIOM?

3aganue 13.

CTpyKTypHpOBaTh IEJIEBYIO aYAUTOPUIO TOCTHHMIIBI, TYpareHTCTBA,
YOPaBIAOIIEH KOMINAaHMM W T.0. Ilpu BBINOJIHEHMHM JAHHOTO  3aJaHMS
BOCITOJIB30BaThCA MPEUIOKEHHBIMU HUKE HHCTPYMEHTAMU.

HNHcTpymeHTHI:

UT-xommannmy,
PEKOMEHYETCS

[Tpu BeIOOpE 1{A BIamenbbl 4aCTO JOMYCKAIOT OJHY OMIMOKY: BEIOMPAIOT MIUPOKYIO 1IETIEBYIO
aynutoputo. OHa Bpoje Obl OXBAaThIBa€T BCEX NOTEHIMANBHBIX KIMEHTOB, HO HE CIIOCOOCTBYET

OKYIIaeMOCTH pEKJIaMbl U MPOABHKEHUIO OU3Heca.
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[upoxas [{A moapa3zymeBaer, 4TO MPOIaBACMBIA MTPOTYKT MOXKET ObITh HHTEPECEH HE TOJBKO
NPECTaBUTEII0 KOHKPETHOM ayAUTOPUH, HO U APYTOM TPYIIIe, SBIAIONUIEICS aBTOPUTETHOM B BEIOOpE
ToBapa (yciyru).

Hanpumep, urpyniku BeIOUpArOT I€TH, HO MOKYMAIOT TOBAPHI POIUTENH, KOCMETHKY JKEHIINHA
BbIOEpET caMa, HO JJIs MoJIapKa MOXKET MOKyNaTh MyK4HHA.

OOBIYHO NIMPOKYIO IENIEBYIO ayAUTOPUIO MApKETOJIOTH pa3OMBAIOT Ha HECKOJIBKO CETMEHTOB,
YTOOBI YJOBJIETBOPUTH TPEOOBaHUS KIMEHTOB W3 pPa3HbIX IlesieBbIX Tpymi. Benp mumpokas LA He
ABJIIETCS HOCUTEJIEM OJIMHAKOBBIX NOTPEOHOCTEN U MHTEPECOB.

O6pa3ert

Bce, KTo MOXET KyrwiTh
NPORYKT, Boa

NOTEeHNYMAILHER
K/MEHTEE KOMNAHIA

Mpynna 1 Mpynna 2 fpynna 3 Mpynna 4

Bonee ysxue rpynns noTpetnTenait 8 PDamKax O4HON LENSSOR SyANTODNM, OTIIMHEIULMECS MEXTY
COBOH 110 MOTHBAM K/ CCODEHHOCTAM NOBELSHNA NV NOKYITIN K KCAONE308AHIM TOBAPA. H2
OOR3ATENLHE! 1 OOBINMO COCTAEIBIOTCS JU BONEE NOAMOID NOHUMEHUS KITMENTOB U PapaboTki
APPOKTUEHDIC PEKITAMHEIX KAMITGHAA ¥ NPOAYKTOB

KIenT!, KOTOPSIE
...... > Llenesas ay : € e IOKYTIAOT YALUE
PerynspHo

[Tpumep mMPOKOH IENEBON ayAUTOPUH, KOTOpast pa30uTa Ha CETMEHTHI:
1. bunersl Ha aBTOOYChl KommaHuu «Jlopora», yciayra paccuMTaHa Ha IOKymnaTenei
Pa3HOro BO3pacTa.

2. LleneBas ayauTopus: )KEHIUMHBI U My*)491HBI OT 18 10 80 mer.

3. B 1IA BxondT Bce cliou HaceJICHHUS.

4, CeMeliHO€ MOJIOKEHHE: 3aMYKEM/HE 3aMyKEM.

5. WHTepeck: myTeniecTBus, paboTa, OTIBIX U APYyTHUE.

6. Snpo LA — keHIIUHBI U MY>K4uHBI OT 18 10 60 ner.

VY C10BHO BBILIENPUBEAECHHYIO IUPOKYIO LIA MOXHO pa30uTh Ha 3 TpyNIbL:

1. Mornoapie nmoad U CTyAeHThl 18-27 5eT, MyTelIecTBYIOIIME B JIPYryr o0NacTh Ha
y4eOy, peIKO BBIE3KAIOIIHE C LIETBI0 TYpH3Ma.

2. busnecmensl. Bo3pact — 30-55 ner, e314T B KOMaHAMPOBKH, HA OTJBIX B OT/aJICHHbBIE
peruonsl PD, Ha BcTpeun ¢ mapTHEPAMH.

3. [Toxxunsie moau 55-70 net, moKynaroIye AenieBble OUIeThl sl TYpU3Ma UITH TOE3AKH

K JIETSIM B JIPYTOM TOPO/I.

Jlng Bcex rpynm HEOOXOAMMBI OCOOBbIe MapKeTHHTOBble ycuius. Ho mpenctaBuTenu STHX
TPYIII, 3aMHTEPECOBABIIINECS PA3HOM KOMMYHHUKAIIMEH, BCE K€ OKAXYTCS B OJTHOM aBTOOYyCE.

B sToM miaHe KOHKpeTH3WpOBaHHAs lieieBas aynutopus Oomnee 3¢dextuBHa. OOpatuMes K
IIpUMEPY KOHKPETU3UPOBAHHON LIEJIEBOM ayIUTOPUM Mara3uHa OJEKIbl:

1. Jlunusa nuzaiiHepckoil onexapl «MOIHBIN TOa» paccuMTaHa Ha MoKynarenbHul oT 30
1o 40 ner.

2. Lenesas ayauropus: sxeHuuHs! ot 30 1o 40 ner.

3. Snpo LA: xxenmuasl oT 32 g0 38 7erT.

4. I'eorpadust: Poccuiickas denepaiys, MEramnoiauchl.

5. Cpennuii noxon LIA: ot 80 TeicsSY pyJieii B MecCHIL.

6. Cdepa nesTenbHOCTH: paboTa B KPYMHBIX KOPIOPAIUSX/TPEHUHTH, UMEIOT CpPEACTBa
JUTSI TIOKYTIKHA OPEHIOBOM OJIEKIBI.

1. OO0pa3oBaHue: BhICIIEE/HECKOIBKO BBICIINX.

8. Bpewmst aktuBHOCTH: ¢ 7-8 YacoB Bevepa J0 MOTyHOUH.

9. HHTepechl: XOTAT BBIMVIAAETh CTUIFHO, MEUTAIOT O HOBOM Opake U KaphbepHOM pOCTe.

10. UepTsl XapakTepa: caMoJ0CTaTOYHBIC, YCIIeNTHBIC, YBJICUEHBI paOd0TOM, MajJo BpeMEHHU

MPOBOST C ACTHbMH, MIPEMOYUTAIOT OTJBIX 32 TPAHUIICH.
11. CewmeitHoe mojokeHne: UMEIoT 1 1 GoJiee neTel, B pa3Boje.


https://www.insales.ru/blogs/university/internet-magazin-igrushek
https://www.insales.ru/blogs/university/internet-magazin-kosmetiki-i-parfyumerii
https://www.insales.ru/blogs/university/kak-otkryt-internet-magazin-odezhdy
https://www.insales.ru/blogs/university/internet-magazin-brendovoy-odezhdy
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Kakue 6peHabl
Onucanue apkux MPUCYTCTBYIOT Tpeboeanus k
NpPeACTaBUTeAEH KayecTey ToBapa
cermeHTa

lNoseaeHue B
MOMEeHT BbI6Opa,
MOKY MK U
Kak onucatb MCNOAB3OBAHUA

CErMeHT pbiHKa ToBapa

VAOBAETBOPEHHOCTD
TOBapOM

Vcronuussie
MpUBLIMKY
noTpebAeHus
YyBCTBUTEABHOCTD
K LeHe LleHoBblE
rpaHuLbl

Takoe KOHKPETHU3UPOBAaHHOE OIMCAHME IIO3BOJMUT OXBAaTHTh Y3KUH Kpyr IOKYNaTeJIbHHUII,
KOTOpBIC 0053aTEIhbHO 3aMHTEPECYIOTCSI MApPKETUHTOBBIM TpeaiokeHueM. K ToOMy ke 3TO MO3BOJIUT
ONTUMHU3UPOBATh 3aTPAThl HA MAPKETHHT.

CryneHTKaM ¥ KEHIMHAM, MepemarnyBmmuM pyoex 50 net, au3aiiHepcKue BEeI WHTEPECHBI,
HO OHM OyJyT COBEpIIATh MOKYNKH OYE€Hb PEIKO WM CTaHYT KIMEHTKAMU MarasuHa 0osiee HHU3KOro
[ICHOBOTO  CerMeHTa. Takke  cpa3y  COKpPaTUTCS ~ CErMEHT  HEIUIaTeXKECIOCOOHBIX U
HE3aMHTEPECOBAHHbIX IIOKYATEIbHHUII.

Jlia onpenenenus LA caifta cTouT cie10BaTh CIIUCKY, COCTOSIILIEMY U3 CIAEAYIOLIUX TYHKTOB:

1. 0a30BbIC XapaKTEPUCTUKH (I10J1, BO3pacT, reorpadus);

2. MHTEPEChl, 0 KOTOPHIX MOXXHO Yy3HAaTh C IIOMOIIBIO TOMCKA B COIHAIBHBIX CETAX WU
L[EJIEBBIX COOOIIECTBAX;

3. IUIATEKECIIOCOOHOCTh TOTEHIMANBHBIX KIMeHTOB. Ecmu mpemmaratorcss VIP-typer B

9K30TUYECKUE CTPaHbI, TO B OONBIIMHCTBE ciiydaeB B L[A He MOryT BXOOUTH CTYIEHTHI, MaMbl B
JeKpere, OI0/DKETHUKY U T.1.;

4. 3amayn. HeoOxonMMo 3aaaTh BONPOC O TOM, KakHe MPOOJIEeMbl TMOMOXET PEIIUTh
MPOIYKT opranu3anuu? OTBET HA HETO TOMOXKET MPOSICHUTH CUTYAIIHIO.

UYem Ooubliie cucok, TeM yxe LIA, HO cyIecTBYIOT 0coOble METOAMKH U BCIIOMOTaTelbHbIE
Kputepuu s onpeaenenus LA, paccMoTpum ux.

B2B u B2C npu noctpoennn LA

Mosxet nmu LA ogHOrO MHTEpPHET-Mara3uHa OTHOCUTHCS OJHOBPEMEHHO K Tumam b2b u b2c?
KoHeuHo, Beap Mara3uH KOCMETHMKH MOXKET IMpOJAaBaTh TOBAapbl YACTHBIM KIHWEHTKaM U CajJOHam
KpacoThl.

Ecnu koHeuHble MOTpeOUTENN OpraHU3aIi OTHOCATCS TOJBKO K TUiy b2b, To 3T0O ymporaer
CUTYyaINIO: cerMeHT b2b Gosiee crabumneH (MCKIIOYas MEPUObI Kpu3nca). A BOT TUN b2¢ He cTadusieH;
PBIHOK  TOBAapOB  €XETOAHO HAMOJHSIIOT COBPEMEHHBIE TEXHOJOTHH, HOBbIE HapaOOTKH,
YCOBEPIIEHCTBOBAHHBIE (DOPMYIIBI KOCMETHKH, YTO BJIEUET 3a COOOM pe3kue KojedaHus crpoca.

[ToaTomMy MapkeToyioraM, 3aHHUMAIOIIUMCS pa3paboTKON PEeKIaMHON KaMIaHUHM AJiS CEKTopa
b2c, HYKHO YyTh JM HE €KEMECSYHO OTCICKHBATH PHIHOK, MOAMEYas MajeHIne U3MEHEHHS. JTO
HEO0OXO0IUMO JJIsl CBOEBPEMEHHOU KOppeKTUpOBKHU AaHHBIX 0 LIA. IIpu BeIOOpe mokymareneit ans Tuma
b2c cTouT MOMHUTH O TJIaBHOW omuOKe — 3To mHpokast [{A. UToOwr n30exaTh MOrpenrHoCTel, Hy)KHO
00s13aTeNbHO TPOU3BOJNTh CETMEHTHUPOBaHWE (TI0 MpU3HAKaM: AeMOrpadUyecKuM, COLHATLHBIM,
reorpaUueCKuM, IICHXOJIOTHIECKUM).

s MOJIyYEHUs uHpopMauu " MOCJIEAYIOLIETO pa3oueHus LeJIEeBOI
ayJIUTOPUU UCTOIb3YIOTCS TaKHE€ NHCTPYMEHTHI aHAIIN3A:
. AQHKETUPOBAHME, NPUBOZMAIIEECS HA CaiiTe WIM B TPYyNNE B COLUAIBHBIX CETAX.

[To3BossieT mosnydnuTh HMHGOPMALMIO O LENEBBIX IMepexojax, BOo3pacTe, MPEINOUTEHUSX M JIPYrux
Ba)XHBIX JAHHBIX O MOTPEOUTEIISIX;

. BHYTPEHHUE U BHEIIHUE (Ha CTOPOHHUX CaiiTax) OMpOChl NOTEHUUATbHON ayJUTOPHH;

. OIIPOCHI U IPYrHe UCCIIEN0BAHUS, IPOBOJAUMBIE MAPKETUHIOBBIMU ar€HTCTBAMM.
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CeroaHs 1S TOMCKA M CETMEHTUPOBAHUS LIEJIEBON ayJUTOPUH MOKET MCIOJIb30BaThCS HOBBIN
UHCTPYMEHT OT SHzexc — 1o SHnexkc Ayautopun. B HOBBIN cepBHUC MOXKHO 3arpy»XaTh COOCTBEHHYIO
uH(pOpMalIKIO, UCTIOIB30BaTh aHHbIe SIHAEKca I HACTPOUKH PEKJIaMHBIX KaMITaHHH.

Meronuka SW Mapka llleppunrrona

Hnsa onpenenenus LA HeoOXoOuMO MPOBECTH CErMEHTUPOBAHME PBIHKA, MCIONb3YA 5
KJIIoueBbIX BonpocoB (SW Llleppunrrona):

1. UYrto? - Tun TOBapa.

2 Kt0? — T motpedurens.

3 [ToueMy? — MOTHBaIUA MOKYIIKH.

4. Korpa? — korga nokymnaresnu »,ejlarT IPOU3BOJAUTH ITOKYIIKH.

S)

I'ne? — mecTo coBepiIeHUs TOKYIIKH.
[puMep cerMeHTMPOBaHUA B Tab/ULIe HUXKeE:

Bonpoc Crnocod cemeHTaumH

What? /Yro? |Cermenrauus 1o tvny tosapa. Haipumep: Bosa B 5 11 kaHucTpax, Boja Kiacca
Ilepse, Bojta B 11acTHKOBBIX Oy ThUIKAX M T. J1.

Who? / K10? CermenTanus 1o vy norpedurens. HanpuMep: My>UHHbI, XKEHILKHBL, ICTH,
MOAPOCTKH M T. 1.

Why? / CerMeHTalMs 110 TATY MOTHBALMH K COBEPIICHUIO MOKynky. Harpumep:
TMouemy? HeoOX0IMMOCTh 1T BOIY KaXK/IbIH /1eHb, 3a607a 0 310pOBbe, MPObIeMbI C
IKOJIOTHEH U T. 11

When? / Korpa? | CerMeHTanms 1o cuTyanuu, B KOTOpoM coBepiuaercs nokynka. Hanpumep:
©IKCIIHEBHBIH 110X0J1 B CYNIEPMapKET, OKYIIKa JIETOM «Ha bery», 4Tobbl yTOIUTSH
KAKILY U T. .

Where? / Tne? |Cermenrais no kananam cOsita. Hanpumep: npojaxa B cynepmapkerax,
KHOCKaX M T. 1.

[Toptper ueneBoii ayauTopun

[Toptper LJA — TouHas XxapakTepUCTHKa SIPKOro IpejacTaBuTens omnpenesneHHoil LA, T.e. aro
BOOOpaKaeMBbIil YEJIOBEK, KOTOPOMY MapKETOJIOTH HMPUAYMBIBAIOT MMs, BO3pacT, X000M M Tak jaaiee.
Wnorpa naxe monbupaior gortorpaduio. EcTecTBEeHHO BCe XapaKTEPUCTHKH 3TOTO YeJIOBeKa OepyTcs
U3 ayAUTOPUH, KOTOPOH OH MPUHAJIICHKUT.

JIst cocTaBineHHs IOPTPeTa HEeNeBOM ayIUTOPUN HCHIOIB3YeTCs CIeayIOIIas CXema:

1. CoruanbHble XapaKTePUCTUKH, K KOTOPBIM OTHOCUTCS T0JI, BO3PACT, CEMEUHBIN cTaTyc,
oxoJ, mpodeccus.

2. JlanHbIe O BPEeMSITPOBOXKIACHUH ((POPYMBI, TEMATUYECKUE CANTHI, MHTEPHET-Mara3uHbl,
COIHAIBHBIE PECYPCHI).

3. Kakme mpobneMbl TOTEHIUMANIBHOMY TOKYIATENI0 TOMOXET PelIUuTh TOBap
OopraHu3aIuun?

4. Kakue vyBcTBa y MOTEHIIMAILHOTO MOKYIMAaTEeNsl BBI3OBET ToBap opranuzanuu? OH
00eCnevnT KpacoTy, MOATSHYTOE TEJIO, OTABIX WU YTO-TO JAPYyroe?

5. [ToueMy KIMEHT TOJKEH KYMUTh IMEHHO TOBAp OpTaHHU3aIliH, a HEe MIEPEHTH 1O CChLIKE
KOHKYpPEHTOB?

IIpakTuyeckoe 3anaTHe Ne 4. KiIlHeHT KaKk 0CHOBHOM «MHBECTOP» 1Jis1 OU3Heca

3ananmue 1.

Pemmts 3anauy.

PaccuuTaiite nmokusHeHnyro nennocts kimuenta (LTV waun CLV) ans cetn kodeen Starbucks,
WCTIONB3YS JIaHHBIE U3 Keiica KOMITaHUU:

- cpennuii yek (AOV) — 4425 pyo.

- cpenHee KomdecTBO 3aka3oB (T) - 4,2 pasza B HeJleNIO

- cpennsis mapka (AGM) - 21,3%

- cpenHuii nepuo xu3Hu KiareHta (ALT) - 20 et wiu 52 x 20=1040 Henenb
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3ananue 2.

Pemmts 3anauy.

3a rox komnanuei cosepiieHo 1200 mpogax. OOmuil 10X04 KOMITaHUH 3a 1o cocTaBua 3500
ThIC. py0. CebecTonmocts nponax — 1200 teic. py0. KnnenTckas 6a3a Ha Havaio nepuojia COCTaBsIa
85 knmeHToB. 3a naHHbIA mepuoa 10 KIMEHTOB mepeunuid K KoHKypeHTam. [IpouwsBeaute pacyer
MOKU3HEHHOW LIEHHOCTH KJIMEHTA.

3ananmne 3.

Pemmts 3amauy.

PaccunraiiTe mokazarenb OTTOKA KJIMEHTOB, CPEIHUM JI0XOJ Ha KIHEHTA, TMOXHW3HEHHYIO
neHHocTh kiuenta LTV B Excel, ucnonw3ys ciaeayromue JaHHbIC:

- KOJIMYECTBO KJIMEHTOB B Hayayie Mecsna — 4215 ded.

- HOBBIE KIIMEHTHI — 614

- KOJIMYECTBO KJIMEHTOB B KOHIIE Mecsna — 4441 yern.

- exemecsHbIi 1oxoa — 42360,75 TeIC. pyo.

- cebecroumocth mpogax — 16944,30 Teic. pyo.

MOo’KHO I CKa3aTh, YTO MOJTYYEHHBIN pe3yibTaT sBISETCS HOPMOU?

Kakune pexoMeHauy Bel MOKETEe JaTh JJis moBbieHus LTV?

3aganue 4.

Pemmmts 3anauy.

CymMma cpecTB, 3aTpaueHHas Ha IpUBIeYeHHe KIMeHTOB — 150 ThIC. pyo.

KonnuectBo npuBieueHHbIX KaueHToB — 100 ver.

Banosast npu0ObLIb, IOTY4YeHHAS OT HOBBIX KJIMEHTOB — 300 ThIC. pyo.

Paccunraiite crommocts npusieuenns kiauenta (CAC) u mokaszarens BO3BpaTa HHBECTHIIMNA B
mapketure (ROMI). Onenure Benuunny CAC otHocutenbHO LTV.

3aganme 5.

Paccuwuraiite ypoBens yaepxkanus kimueHToB (CRR), ecnu u3BecTHO, 4TO Ha Ha4alo Mecsia B
KIIMEHTCKOM 0a3e kommnaHuu uncimiochk 100 KaueHTOB, a B KOHIIE Mecsna ux crano 110 gen. Taxke
HU3BECTHO, 4TO 10 Yesl. BEIOBUIN U3 KIIMESHTCKOM Oa3Fl.

3anganmue 6.

[IpoBeanTe LEHHOCTHYIO CETMEHTALMIO I MOHUMAaHUS TOr0, KAaKWe KaHajdbl IPUHOCST
HauOoJee LEHHBIX KJIMEHTOB U3 KaKJJOTO0 CErMEHTA.

Nmeetcs nBa morpeburtenss TexHuku. [lycTeh Ha mpuBiedeHHE KaXJ0To ObUIO MOTPAayeHO MO
2000 py06. (momyctum, AdWords).

Knuent A npumén n kynuia teaesuszop 3a 54000 py6uieit. Uepes moiroia oH Kynui KOJOHKH 3a
6000 pyOneit.

Knuent b - pykoBonutens ¢upmsl, pazpabareiBaromieid codpt. Pa3z B Henenro oH MpUXOAUT B
Mara3uH W TOKymaeT TO (JEIKy, TO KaOelb, TO CETeBOM (DHIBTP, TO JOPOTYIO MBIIIKY B TIOJIAPOK
napTHEpy. B cpennem B Henemto oH Tpatut okoio 2400 pyOeii.

[Ipoxomut roa. Kro, Ha Bam B3risia, JOMKEH MONYYUTh KapTy JIOSJIBHOCTH Cpa3y, a KTO —
110CJIE HAKOIJIEHUS ONPENEIEHHON CyMMBI?

3aganue 7.

N3yunte ypoBeHb  YIOBJIETBOPEHHOCTH/HEYAOBICTBOPEHHOCTH  KJIMEHTOB  HEKOTOPOH,
M3BECTHOM BaM cepBUCHOW opraHu3ainuu. [loayduTe MHTErpaqbHy0 yJIOBIETBOPEHHOCTD MPOJIYKTOM,
YPOBHEM CEpPBUCA WM OpraHU3alMen B IIEJIOM ITyTEM MPSMOT0 OTBETA Ha COOTBETCTBYIOIIHUI BOIIPOC.

Huwxe npuBoAsTCS TUIOBBIE BOMPOCHI, KOTOPbIE PEKOMEHAYETCS HCIONb30BaTh MPHU
WCCJIEIOBAHNH TaHHOW TIpo0emsl (puc. 1).
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r O0mNA ONCHKD CTCHCHH YIORICTROPCIHOCTI

B KaKOR CTCHCHIN Bl B IOTOM YA0OMCTHOPEHN KYTACHHIM
Tomapos (nposamiom)?

YaoureTnopensocts: 1 23456789 10H

OueHKa OTACALMLIX NOKDIATEACH

HackoabRo sioNeH 1% BaC JAHMLIE HOKAJATETD 1t B KAXOHR
CTCNEHN DR MM YA0MCTROPCHM?

Basmocts: 12345678910H

Yaomacrnopensocrs: 1 23456789 10H

| S—

HaMeperue ConepuinTs nosropiuyro HOKynKy
KymisTe 45t Bl 9 CACAYIORIHA Pan AAHHIH TOBAP ¥ TONO #e

nposana?
JW Her [Tora ®e 3uaw
Moyesmy? ___Tlovemy? _ TTogemy?
Hosemy noTpebHTEsn CPCRTOAINT CHON CHPOC HA HPOIYRTM

APYIost Oprasaansm?

Pucynox 1 — TumoBble BONpOCH Ui HMCCIEAOBAHHS YPOBHS YIOBIETBOPEHHS 3alPOCOB
norpedurenei

ITocTporite MaTpUILy (xapty) YAOBJIETBOPEHHOCTH /HEeyOBIETBOPEHHOCTH 51
IIPOUHTEPIPETUPYNUTE MOJIIYYEHHBIE PE3YJIBTAThl. ONPEACIUTE IPUUNHY HEJOBOJILCTBA U MPEMJIOKNATE
WHJUBHIyAJIbHbIE KOPPEKTUPYIOIIHME BO3JACUCTBUSA B LEIAX MNPEIOTBPALLCHUS I1E€PEOPUECHTALIMN
HEYJOBJIETBOPEHHBIX TOTpeOuTeNeii Ha KOHKYPEHTOB.

3aganmne 8.

W3yunte  ypoBEHb  yIOBIETBOPEHHOCTH/HEYAOBICTBOPEHHOCTH  KJIMEHTOB  HEKOTOPOM
M3BECTHOM BaM CEPBUCHOM OpraHU3aIluH B CIEAYIOINIEH OCIeT0BATEILHOCTH.

1. Haunute ¢ ompeneneHus OIEHHWBAEMBIX IOKa3areiell (aTpuOyTOB) U WX OTHOCHTEIIBHOU
Ba)XHOCTHU. Mcnonp3yercst ofHa U3 IIKan u3MepeHuil, Hanpumep 10-6ayuibHas, K KOTOpoil 100aBIIsOT
BO3MOXXHOCTh 0oTBeTa "He 3Haw" (H). OnenuBaembie nokaszarenu (aTpuOyThl) XapaKTEpU3YIOT JaHHBIN
IPOAYKT, YPOBEHb CEPBUCA, OT/IEJIbHBIE ACIIEKThl MAPKETUHIOBOH /1€ TEILHOCTH.

ATpuOyTBHI:

. YPOBEHb 1I€H, B TOM YHCJIE€ B CPABHEHUH C KOHKYPEHTaMH;

. HIMPOTA U TITyOMHA aCCOPTUMEHTA;

. JIOTIOJTHUTEIIBHBIE YCIYTH;

. poQeCCHOHAIIN3M TIepCOHaNa, T00POKETATEIBHOCTD U KEJIAHUE TIOMOYb;

. pacIioyio’keHre OpraHu3aluy U TPAHCIOPTHAS JOCTYITHOCTb;

. 00111ast yTOBIIETBOPEHHOCTh OPTaHU3aINEH;

. JOSIBHOCTD (€IMHCTBEHHAs! OPraHU3alMs sl MeHsl, IepBas Ui MeHsl, o0s3aTesIbHas U3

HECKOJIbKUX KJIFOUEBBIX, HAMEpPEHHUE JIeNaTh MMOBTOPHBIE MOKYNKU B 3TOW OpraHU3alii, HAMEpPEHHE
PEKOMEHI0BATh).

2. OmpamBaeMble TTOTPEOUTENHN (B YUI€OHBIX IEJSAX JOCTaTOYHO ISATH PECIIOHIECHTOB) NAOT
CBOIO OLIEHKY YPOBHIO YJOBJIETBOPEHHOCTH I10 KaXI0MY ITOKA3aTeNIo.

3. 3aTeM TyTeM CJIOXEHHS TPOM3BEICHUH B3BEIICHHBIX OIECHOK MO KaXIOMY ITOKa3aTeIto
ONpEACNAETCS HMHTETpajbHas OLEHKA CTENEHHM YJIOBIETBOPEHHOCTH MPOJYKTOM WM CEPBUCHOU
OpraHu3aIuen.

3ananme 9.
W3yunte ypoBeHb  yJIOBIETBOPEHHOCTH/HEYIOBIETBOPEHHOCTH  KJIMEHTOB  MPOJYKTOM
HEKOTOPOH W3BECTHOU Bam CEpPBUCHOM Opra’u3sanuu, HCIIOJIBb3YS COOTHOILIEHUE

yIIOBJIETBOPEHHOCTH/BaKHOCTH (YB), BeIpaskeHHOe B mporieHTax. OTBETHl Ha pa3iMyHbIE BOIMPOCHI,
Kacaromrecs moKaszaresield, pacipeieuTe o IBYM ocsiM (puc. 2).
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CpeanexBagparHIccKoe
OTKAQHEHME OUCHOK

A YAOWICTBOPCHHOCTH

Heyaor1eTsopeHHOCTE  VAOMETBOPEHHOCTD

pacnpeaeacHa PACHIPCACHCH
' ‘
f 1 '
A 4 ’
' ' Ouenka Y10merso:
, 0.8 09 . 1 PEHHOCTH /OLEHKR

]‘lE)’,l()&ﬂL’TR()]R‘NN(‘)CI’}. { .V,'l()il.’l('TH()p(‘HH()C’H: HHEAHOCTH

3ona4 +3oMa3 | 3oua 2 1 3onal

Pucynok 2 — Matpunia «y10BIE€TBOPEHHOCTH/HEYI0OBIECTBOPEHHOCTh)

[lepBas u3 HUX COOTBETCTBYET 3HAUEHUIO OTHOIICHUS Y B, a BTOpas — cpeiHEKBaApaTUIECKIM
OTKJIOHEHUSM. ToUKy mepeceueHuss oceil 0OBIYHO COBMEMIAIOT ¢ €AMHUYHBIM CPETHEKBAIPATHUCCKUM
OTKJIOHEHHEM U cO 3HaueHueM Y B, paBubiM 0,9.

[TpouHTEpIpPETUPYITE TIOMyYEHHBIC PE3YIbTAaThl ¢ YKa3aHUEM CIa0bIX MECT MPOAYKTa H JJIs
COCTaBJICHUS TUIaHA JIEWCTBUI:

- IPUOPUTETHBIX (30HA 4)

- cabbIX KOPPEKTHPYIOMIHKX (30HA 3)

- 110 COXPaHEHUIO I0JIOKEHNUS (30Ha 2)

- COKpalleHue ycuiuii (3oHa 1).

3amanmne 10.
COCTaBBTe XapaKTepI/ICTI/IKy KJINCHTA HGKOTOPOﬁ OpFaHI/IBaHI/II/I C IIOMOLIBIO paszx BHUJIOB
CEerMeHTAaINH:

. ITo JKNU3HCHHOMY IHKJTY: Ha KaKOM 3Tall€ BOPOHKH HAXOAUTCS KIUCHT.

. [To MMYHBIM TaHHBIM KJIMEHTA: MOJy, BO3PACTY, reorpaduu.

. C nomoupio RFM-ananusa: no JaBHOCTH, YaCTOTE U CyMME MOKYIIOK.

. ITo moBeneHMIO: KaK 4acTO MOTEHLMAIbHBIN MOKYNATEIb 3aXOAUT HA CAalT, OTKPHIBAET

PACCBUIKH, KAKUC TOBAPbLI UJIW KATCTOPUHU CMOTPUT.
OO6pasern npencrasieH HUxKe (puc. 3).

/ 34 ropa
ATUBHDIA HATHEHHBIR UMKA Nuysse paudse | Kuser s Mociae
Nwbur croybopy,
N
Jenaer 3axaa kaxgee 4 Hecaus 3o Men Cmorpen kareropus < ToNCToBKMU»

3a%0AAN KA CAHT 5 pas 33 NOCNBAHKNK
HepemMo

Mocneadnis pas penan 3aka3 3 Mecaus nazaa —— RFM Moseienue

CroumocT peex 3axazos 40 000 py6
Paree nokynan senocwnen

PI/ICYHOK 3- XapaKTepI/ICTI/IKa KIIMCHTA, ITOJYUCHHAasd ¢ ITIOMOIIBIO Pa3HBIX BUJIOB CErMEHTAIIN

3apanmue 11.

[TonroToBbTe MPOEKT KOJUYECTBEHHOTO HCCIEAOBAHUS  YPOBHS  YIOBJIETBOPEHHOCTH
noTpeduTeneit B mpodecCHoHabHOM cdepe Mo MpeACTaBICHHOMY HIKE 00pasiry.

Obpasern npoekra

lenp uccnenoBaHus: MOATOTOBUTH HHQMOPMAIIMOHHYIO 0a3y Uil NPHUHATHS pelIeHuid 00
YCOBEPUICHCTBOBAHUHU OIPECIIEHHON MOJAETN WIM YPOBHS MPEAOCTABISEMOIO CEpBUCA, B TOM YHCIIE
0 3aITyCKe HOBBIX YCIYT, & TAK)KE YBEIHUUUTh 0OBEMBI IIPOJIAXK.
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3agaya MCCIeI0BaHMs: BBIIBUTH CTEIIEHb YIOBJIETBOPEHHOCTH MOTPEOUTENEH MO CIelyromuM
HaIlpaBJICHUSAM: aBTOMOOMIIb; OOCITYy)KUBAaHHE TIPY TIOKYIIKE U MOCIETPOJaKHBIH CEPBHUC.

OOBeKT uccleoBaHUS: MHEHHME AaBTOBJIAJEIBLEB OTHOCUTENBHO YCIYT, NPEAOCTABISAEMBIX
aBTOJUJICPOM.

O0BveM u cTpykTypa BBIOOpKH: 00BEM BBIOOPKM 3aBHCUT OT pa3Mepa LEeJIeBOH ayIAuTOpPHH
(aBTOBIIAAETIBIIBI ABTOMOOMIICH OIpENeIEHHON MapKu KYIJICHHOW/POU3BEICHHON B ONpEeTICHHbIH
nepuos BpeMeHH). CTpykTypa BBIOOPKHM 3aBUCUT OT LEJIEBOM ayJIuTOpUM TOIO MM HMHOTO
aBTOMOOMJIBHOTO OpeH/a.

OcCHOBHBIE MapaMeTpbl UCCIEIOBAaHUS YAOBIETBOPEHHOCTH MOTpeOuTeneil B aBTOMOOMIIBHOM
OTpAacCIIu:

o * ueHTUUKALKS 00X TPOOIJIEM B XOJI€ IKCILTyaTaIl[ii aBTOMOOWIIS;

. * ICTAIBHBIN aHaJIW3 MHTEpbepa (MPHUOOpHAs IMaHeNlb, OOMBKA CallOHA, I[BET, KAYECTBO
IUIACTHKA);

. * ICTAIBHBIN aHaJIM3 JKCTepbepa (AW3aiiH Ky30Ba, JUCKOB W IIWH, I[BET, OINTHKA
aBTOMOOMIIS);

. * BBIBJICHUE HEIOCTAaTKOB XOJIOBBIX CBOMCTB aBTOMOOMJSA (TOJBECKA, JABUIATEINb,
YIIPaBIsIEMOCTh, TOPMO3HAs CHCTEMa, MAaHEBPEHHOCTB );

. * OlleHKa O0mIero ypoBHA KOM(OpPTaOEIbHOCTH aBTOMOOWIS (OMIMH, MOJYIIKH
0€30MMacHOCTH, KQUeCTBO MAarHUTOJIBI, PYHKIIMOHATBHOCTh JTATYMKOB M IPHOOPOB);

. * BBISIBJICHUE HEJIOCTATKOB CEPBHCHOTO OOCTYKMBAaHHUS CAJIOHA- MTPOIABIIA TIPU TIPOJIaXKe
aBTOMOOUJIS;

. * uneHTUUKaus npolIeM CEpBUCHOTO O0CTYXKUBaHUSI aBTOMOOWIS (Tpadguk paboThI

CEPBUCHBIX CTAHIIMH, KyJIbTypa OOIIEHUS U KBaTU(UKAIMS TIEPCOHATIA).

HccnenoBanue yaoBIEeTBOPEHHOCTH MOTpeOUTENEH OyIeT MPOXOIUTh B IBa dTAra.

KauectBennsiii sran. Ha manHoM sTame ucciaeAoBaHUS MPOBOIUTCS cepusi (OKYC-TPYHI C
HEeNbl0 HJIeHTUGUKAUUMK OOMMX MpodJeM MpU HCIOIb30BAHUM AaBTOMOOMIIS MM TOCEUICHUU
KOHKPETHOT'O CEPBHCHOTO IIEHTpa. PEKpyTHUPYIOTCS TOTPEOUTENN HHTEPECYIOIIEH MapK aBTOMOOWIIS,
KOTOpPasi HAXOAUTCS B SKCILTyaTallMu OT 6 Helelb, A0 ABYX JIET.

B oneHKy yA0BIETBOPEHHOCTH BXOJAT CIIEAYIOLINE TOKA3ATENHN:

. JloBepue k KoMIaHuu/OpeH 1y/IPOYKTY (110 KaKUM KPUTEPHUSIM OyIeT U3MEPAThCS).

. JlosnpHOCTh K KOMIAHUW/OpEHy/NPOAYKTY (IOKa3aTesu, XapaKTEpU3YIOLIUE THIIbI
NOTPEOUTENHCKON JIOSUIBHOCTHU: TIOBEACHYECKON M BOCIIPUHMUMAEMOH (MTapLeNUOHHOM)).

. ®DakTOpPHI, BIUSAIONINE HA YAOBIETBOPEHHOCTH (OTpaciieBbie U MOTPEOUTETHCKHE).

KonnuectBennsnii 3tan. Ha maHHOM sTame uccienoBaHUs MPOBOISATCS (popMaln30BaHHBIE
JUYHBIE MHTEPBBIO, B paMKaX KOTOPBIX MPOBOIMTCS BBISBICHUE THITMYHBIX MPOOJIEM W HEJOCTATKOB
aBTOMOOWJIS WJIM CEpPBUCHOTO IieHTpa. Ha maHHOM sTame uccieayercs mpoOsieMbl U HEAOCTaTKH,
BBISIBJICHHBIE Ha dTare POKyC-TPYIIIL.

Saganue 12.
Ecam mpaBuiabHO OLIGHWTH, HA KAKOW CTAIWW JIOSUIBHOCTH HAXOAWTCS KIWEHT, KOMITAHHS
CMOXKET TIPAaBWJILHO BO3JCHCTBOBATh HA HErO0 - HW3MEHUTh €ro MHEHHE O ce0e K JIydmeMy.

[TorpeGHOCTH KiIMeHTa OyAyT yOBJIETBOPEHBI, (prpMa MOIYYUT JOSIIBHOTO OTPEOUTEIIS.

[IpoBeauTe COPTHPOBKY XapaKTEPUCTHUK JIOSIIBHOCTH IO €€ BuAam. JlaliTe peKOMEeHIaluu 1o
KaX/IOMY BU1Y JIOSJIBHOCTH (UTO MOKHO CZIEeNaTh).

Buns! nosneHOCTH:

- OTCYTCTBYIOLIAs

- OTpULATENbHAS

- JIOKHAast

- JJaTEHTHAas

- UICTUHHAs

XapakTepuCTUKH MPOSBICHUS JIOSIbHOCTH:

- KJIMEHTY HE HYKHBI TOBaphbl U YCIIyI'Y OPTaHU3aLuN

- HE YCTPauBarOT BAPUAHTHI JOCTABKU

- BBICOKas 1IeHa
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- BBICOKAs MPUBSI3aHHOCTh K OpeHTy

- KIIMEHT 4acTO MPUOOpeTaeT MPOAYKTHI B OPTaHU3aIlUH
- ynoOHOE pacrojoKeHHe Mara3uHa, orca KOMIaHUU

- KJIMEHT HE HaMePeH MEHATh MPUBBIYKU M YCTOSIBIIUKCS 00pa3 )KU3HU
- Y OpraHu3aluu Majo KOHKYpEHTOB

- XOpomue CE30HHBIC CKUJIKHN

- KIIMCHT PECKOMCHAYET OpraHu3aluio B CBOEM OKPYKCHUU

- UI3MEHUJICS COCTAB MPOYKTa

- KJIMEHT Y3HAJ O MPOAYKTE YTO-TO, YTO TEIEPh MEIIACT EMY €r0 MPHOOPECTH
- BBITOJIHBIC HAKOIMTEIbHBIC MTPETIOKCHHUS
- KJIUCHT JIOSUICH YK€ K IPyroMy OpeH 1y

- KJIHMEHT CTOJIKHYJCS C HETaTUBHBIMH MPOSBICHUSMH B OPraHM3al[MH, OCTAJICSA HE JOBOJICH

Ka4eCTBOM MIPHOOPETEHHOT0 TOBAapa UM OKAa3aHHON YCIyTH

- KJIMEHT NpUOOpeTaeT TOBaphl U MOTPEOIIAET YCIYTH MO MPUBBIUKE

3aganme 13.

Onupasch Ha TEOPHUIO IEHHOCTH KJIHEHTa, COOCpUTE HEOOXOAMMYI HWH(POpPMAIUIO 00
opranuzaiuu, crabiieii Bamieit 0a3oif mpakTuku. PazHecute 1O KBajpaHTaM KIWCHTOB JIaHHOMN

OopraHusanuu (pUCyHOK 4).

Suwmaae

OXYIITe M

et
BRICOKEN

HOBHOCTE A ¥

HHOX

HADIAIT
BAPIAINT

HICIAA

3aganue 14.

2 " 7
LIDOMTNPRITHN K

JOATHN e

QORVILTY

beaOsuer

BNCOXan

b OT KANCHTD

PI/ICYHOK 4 — ManI/II_Ia OCHHOCTH KIIMCHTA

"

I

Kakue BuIbl mporpamMm JIOSUIBHOCTH MOTYT OBITh peajn30BaHbl B BblOpaHHOW Bamu cdepe
Ou3Heca, yeM OHU oTan4arTca? (3arnonHuTe TabIuIry)

Tabmauia

Buns! nporpamm

Ilens mporpamm

Hcnonp3yeMble KpUuTepuu

3aganue 15.

[TocTpoeHue nporpaMMbl MOBBILLIEHUS JTOSUIBHOCTH KIIMEHTOB

Brl siBiIsIETECH MEHEIKEPOM OJTHOrO W3 Mpeanpuatvil. Ha mgaHHBII MOMEHT NpeanpusiTue
HaxOJIUTCA B CTQJUU 3PEIOCTU >KMU3HEHHOIO IMKJA, U JOCTUIVIO TOYKM HachlmleHus. OgHuM u3
BAapUAHTOB TMPOJIJICHUSI HAXOXK/IEHUS Ha CTAJIUU 3PEIOCTH U YBEIHMYCHHS 00beMa MPOAaK MPEITPUSITHS
SIBJISICTCS TIOBBIIICHUE JIOSJIBHOCTH KIHWEHTOB. B cBs3u ¢ 3tuM, Bam HEoOXOauMO MHOATOTOBHTH
MOAPOOHBIM TMHUCHMEHHBIA JOKJIaJ Ha TPEIMET BHEIPEHHUS MPOTrpamMMbl TOBBIIICHUS JIOSIBHOCTH
KITUEHTOB MPEANPHUATHS C METOINIECKUMU pa3pab0TKaMU U OPUECHTHUPOBOYHBIMH pacueTaMH.

[Ipennaraemeie ceprl qesTENBHOCTH NPEANPUATHI (BBIOPATh OJIHY):

1. TocTUHNYHOE OpCApPUATHC,

2. UT - xomnanus;

3. OIITOBOE MpEeANPUATHE, 3aHUMAIOIIEECs MUIoMaTepHaaMH/KOMITBIOTEPHON TEXHUKOM;
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4. mpeanpusTue oOMIENNTA;

5. VXKKX;

6. coOCTBEeHHOE MpenpusaTHe (TIPH BHIOOPE BKIIOYUTH OMMCAHUE IS TEIILHOCTH).

MeToaudeckue yKa3aHus:

OTYeT NOJDKEH COCTOSITh U3 CIAEAYIOMUX OJIOKOB (00beM — 3 - 5 CTpaHuII):

1. BaXHOCTh TMOBBIIMIEHUS TOTPEOUTENBCKON JIOSITBHOCTH TPUMEHUTEIBHO K TPEIIPHUITHIO
BBIOpaHHOMU c(ephl NeITEIbHOCTH.

2. [lnan oueHKM MOTPEOUTETHCKOU JIOSJIBHOCTH C YKAa3aHMEM METOoJla M IMOAPOOHBIM €ro
OMKCaHUEM (M COOTBETCTBYIOIICH MOATOTOBKONH METOUUYECKIX MaTepUajoB: aHKeT, TaOIUI[ U T. . )

3. [TonpoOHBIii MJIaH MPOrpPaMMBbI MOBBIIIEHUS JOSILHOCTU KJIUEHTOB.

4. Pacuer 3arpaT Ha BHEPEHHUE MTPOTPAMMBI ITOBBIIIEHUS JIOSITBHOCTH.

Kpurepuu onenku:

1. [TotHOTA PacKpBITUSI BOIPOCOB

2. PeanucTuuHOCTh MPOEKTA U PACYETOB

Kakue crmocoObl MO3BOIAT MOBBICUTH JIOSITBHOCTD KITMEHTOB?

Uro MOXKeT caenaThb MEHEKep IO YIPABICHUIO MPOEKTaMH, YTOOBl YCTPAaHUTh BCE WIIH
HEKOTOPBIC IPUYNHBI, BHI3BIBAIOIINE OTTOK KIIUEHTOB?

3ananmue 16.

JUis TIOHMMaHUS YCIIEHIHOCTH MPOTPaMMbl JIOSUIBHOCTH KJIMEHTOB HEKOTOPOM OpraHu3aliu
IpoaHaTM3UPYyHTE KiIroueBbIe okazarenu ee 3¢ dexruBHoctu (KPI) mo ciemyromum 1aHHBIM:

- 3a kBapTtaji npoouto 12000 yekos;

- IPEABABIIEHO KapT yYaCTHUKA MPOTrpaMMBbl J0siIbHOCTU 4567 pas;

- crircaHsbl 6ael 3255 pas;

- KOJIMYECTBO KIMEHTOB C HEAKTUBUPOBAHHOW KapTOU JOSIBbHOCTU — 235 yer.

3aganme 17.

Bcero xnmentckas 6a3a — 3431 ugen. B tabnuue npeacraBneHa nH(opmanus Mo MOBTOPHBIM
npoaaxam. PaccuuraiiTe Mokas3aTelau MOBTOPHBIX Mpojax. [IpomHTEepnpeTupyiTe MNOIyYEHHYIO
UH(OPMALIHIO.

Tabmuia — Otuer no noBTOopHBIM IpogakaM OO0 «DnenbBecy

JlaBHOCTB MOCTIEAHEH MOKYIKU 1 mokymnka 2 MOKYNKHU 3 u 6osee MOKyMoK
Jlo ogHOrO Mecslia ¢ MOMEHTA 570 223 121
ITOCJIETHEN ITOKYIIKH
Jlo 6 Mecs1eB ¢ MOMEHTA ITOCIeIHEH 317 148 35
MTOKYITKH
bonee 6 mecsieB ¢ MOMeHTa 1518 430 69
MIOCJIETHEN ITOKYIIKU

CpaBHute 2 BapuaHTa BO3MOKHOH BbIpyduku s OOO «3DaenbBeiic» ¢ TEKYIIMM YpPOBHEM
MOBTOPHBIX MpoJiax (3 1 6osee MOKYNOK) U BO3MOKHOU BBIPYYKOM OT MOBTOPHBIX MPOJIaXK, €CIH OBl y
JTAHHOW OpraHM3alMM J0Js MOBTOPHBIX MPOAAX COOTBETCTBOBajla MHUHHUMAaJIbHOMY HOPMAaTHBHOMY
ypoBHI0. [Ipu pacuerax ncnosap30BaTh CpeAHUN YeK MoKynaresst — 25 Toic. pyo.

3apanmue 18.
[Tposeante ABC-ananm3 kimeHTCKoN 0a3bl 0 TaHHBIM Tabiuibl. CraenaiTe BBIBOJI.

HanmenoBanue KoHTpareHTa 2022 ron — BbIpyYKa, ThIC. PyO. Kareropus

000 «KJI» 24894,638

HAO «HI» 18209,286

ITAO «llemenT» 8394,793

000 «Coga» 5008,753

HAO «beton» 3441,671

000 «bKO» 2810,000

HAO «KC3» 2548,497
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ITAO «CtpouTebHBIC MaTEPHUAITBI» 1499,166
000 «B3KI'C» 1298,565
000 «OYCK» 1013,466
OO0 «BrpICOKHE TEXHOJIOTUH 620,524
000 «IIpomcHab» 501,135
HAO «Kepam3ur 399,200
000 «IIpemuyme» 346,778
000 «Meramm» 336,522
HAO «Meranmomom» 212,400
000 «'umcy» 180,823
ITAO «Mera®poHT» 168,000
000 «bTO» 153,990
O0sacTHas OOJILHUIIA 108,613
HAO «Axkymynstop» 1,975
Hroro
3aganme 19.
Yopaxnenue «Pabora ¢ pekiiaMmanusMm»
Peakuus coTpynHuka Ha B03MOXHBIH OTBET [Touemy Takas peakuus UeM ee MOKHO
peKIIaMaIIiio KJIMEHTA MOJKET IIJI0XO 0JIeHCTBOBATH 3aMEHHTh
Ha KJIHEHTa

«He Tak yx Bce u 110X0,
KakK BbI 3TO OIIMCBHIBACTE

((HeT, BbI HC IIPpABBD»

«BBbI 4TO-TO MyTaeTe, Tak
OBITh HE MOYKET»

«Bp51, BOOOI11IE,
HWHCTPYKIIHUIO
PaCKpBIBAIH ?)

«Takoro y Hac BooOI1Ie HE
OBIBaCT

«/laBaiiTe rOBOPUTH 110
CyIIeCTBY aenal»

«Takux nperensuii Ham
€lIe HUKTO HE
MIPEBSBIISLID)

«ITOT COTPYIHUK Yy HAC
OBLIT HOBEHBKHID)

«3TO0 MPOU30LLIO TOTOMY,
YTO OYEHb MHOTO HapOy
B 3aJIe»

IIpakTnyeckoe 3ansaTHe Ne 5. KirwueBble mnokasareJM OLEHKH peaau3aluu
KJIMEeHTOOPUEHTHPOBAHHOIO NM0/X0/1a B OM3Hece

3ananue 1.
OueHuTe BBINOJHEHUE IIJJaHA [0  [OKa3aTelsiM, XapaKTEePU3YIOIIUM  KIMEHTCKYIO
coctapsstontyio B CCII opranuzaium, Ha OCHOBE JJaHHBIX, TIPEJACTABICHHBIX B TAOJIHIIE.
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Taomuua — Mcxonasle naHHbBIE

ITokxazarenu IU1aH dakr
OO0r11ee YncIo KIMEHTOB OPraHU3alliy, Yel. 1850 1890
Yucno KIMEHTOB NPOIJIOro epHojia, COXPaHUBIIUXCS B 0a3€ OTYETHOTO 1820 1845
nepuoja, yel.
3arpaTsl HAa MAPKETUHIOBBIE YCHIIMS 110 YAEPYKAHUIO U PACLIMPEHUIO 150 175
KJIIMEHTCKOM 0asbl, ThIC. PYO.
[TpuOBLIb OT MPOJAXK, THIC. PYO. 430 445
[TpuObLIb OT MPOJAXK, [TOJYUYEHHAs 33 CUET IPUBIICUEHHS] HOBBIX 18 25
KITUEHTOB, ThIC. PYO.

3aganue 2.

Onwmpasice Ha  CTPaTerMYECKyl0  KIMEHTCKYI  KapTy, paspaboTaiiTe  KIMEHTCKYIO
coctrapisitonryro CCII pa3BuTHS HEKOTOpPOW oOpraHu3anudu M 3amojiHute Tabmuiy 1. IlpoBemute
CPaBHHUTEIbHYIO OICHKY KiaueHTckux mnokazateneid CCII m 3amonamre Ttabmmmy 2. IlpoBenute
JIMarHOCTUKY OTKJIOHeHUH kineHTckux nokasareneil CCII (ucnonp3yiite Tabnuny 3).

Ta6muma 1 — Knuentckas cocrapistomas CCII pa3BuTHs opranuzanuu

KiroueBas mpoGiema Crparernveckas | Knuentckuii eneBoe Crparerudeckoe
KITMCHTCKOM COCTaBJISFOIICH KIIMCHTCKAsI nokasareJb 3HAa4YCHUE KITUCHTCKOE
CCII 1eJb MEpPONpUSITHE

Kakue 1esm OTHOCUTEIILHO

CTPYKTYpHI U TpeOOBaHUI

KIIMEHTOB HEOOXOIMMO

IIOCTABUTH I 00eCIIeYeHUS
JOCTHUIKCHUA (1)I/IHaHCOBI)IX
nenen?

Tabnuma 2 - CpaBHuTEIbHAS OIICHKA KiIMEeHTCKUX nokazateneit CCII

KJIHEHTCKUH OCJIICBOC (I)aKTI/I‘leCKOC OTKIIOHEHHUE Ka4yCCTBCHHAsA
IIoKa3aTeciib 3HA4YCHHUC 3HA4YCHHC a0COIIIOTHOE OTHOCHUTCIIBHOC, % | OlLleHKA OTKJIOHEHHUS
CCII

Tabnmuna 3 - IlpuMepHas KadecTBeHHas OlLIEHKA OTKIOHEHHUH (PAKTHUECKHX OT IIeNIeBBIX 3HAUYCHUMN
kimmenTckux nmokasareneit CCIIT

BEJIMYMHA OTKJIOHEHHS, %o KayeCTBEHHAsl OIIEHKA OTKJIOHEHUS
Ho=+1 Hecymecrsennoe
Or+lpmo=£5 CymecTBeHHOE
Or+5m0+10 3HaYUTENBHOE
Ot £ 10 oo + 20 CepbesHoe
+ 20 u Oosee OdeHb cepbe3HOe

Pe3ynbTarhl pacyeToB BIMSHUS (PAKTOPHBIX TMOKa3aTeliel Ha OTKIOHEHHUE OINPEIeIIeMbIX HMH
pe3ynbTaTUBHBIX KaueHTckux nokasareneid CCII mpeacrapnstores B popme TaObnuIib! 4.
Tabmuna 4 - Pe3ynbTaThl pacueToB BIUSHUS (AKTOPOB HA OTKIIOHEHUE PE3yJTbTATUBHBIX KIUECHTCKUX
nokaszareineit CCIIT

PesynbratuBHbIi | AOcomoTHOE Bnusinue ¢akTopHBIX OKa3aresnen

KJINEHTCKUI OTKJIOHEHHE | 1-ro ypoBHs | 2-TO ypOBHS 5-TO YpOBHS

nokazarens CCII
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[To uroram pacyeToB clieyaiiTe COOTBETCTBYIOIIMNE BBIBOBI.
Pesynbrarel mporno3upoBanus kineHTCkux nokasareneit CCII mpenctaBbTe B BHE TaOIUIIBI

S.
Ta6ymma 5 - Pesynprarsl mporuno3upoBanus KireHTCKUX nokasareneid CCIIT
Knuenrckuii | ®akrtuueckoe | LleneBoe OTKJI0HEHNE .
KommenTapuii
MoKazaresb 3HaYCHHE 3HA4YCHHUE | abCOJIFOTHOE | OTHOCHTEIBHOE,
CCII %
3aganue 3.

[loctpoiite cucremy cOanaHCUPOBAaHHBIX II0Ka3aTeNel [UIsi CEpBUCHOW OpraHu3aluu. 3a
o0pasel] BO3bMUTE HIXKECIICAYIOLIYIO Ta0IuILy.
Tabnuna — Cuctema cO6amaHCHPOBAHHBIX IIOKA3aTeIeH TSl CEpBUCHOM OpraHu3aluu

Crparernueckue [Tokazarenu [Tpouusiit Tekymmit [Iporuno3Hblii
1eNH IEPHOJ IEPHOJ IEPHOJ
1. ®uHaHCOBasA NEATEIBLHOCTh
YBenuuenue Yucras npuObLIL
npUOBLTH OpraHM3al|Hu, ThIC. pyO.
OpraHu3aluu PenrtabenvHoCTh, %
2. B3auMOOTHOIIIEHHS C KIMEHTaMH1
[ToBbiieHne Komugecto xanob B
YPOBHS Mecs1l, EAUHULL
YIOBJIETBOPEHHOCTH | CpeaHuil CPOK OXKHUITAHUS
KJIUEHTOB ycTpaHeHHs mpodiem,
Ka4yeCTBOM oHen
MPOJYKTa Jloyi1 UHLIMIEHTOB IO BUHE
opra"usanuu, %
3. Opranu3anusi Ou3Hec-NpoLECCOB
[ToBbiIeHNE OTtKa3 OT KIyOHBIX KapT
KauecTBa
pean3yemMbIx
MIPOJIYKTOB
4. NuHoBarum, o0y4eHne u pa3BUTHE
[ToBbiIeHNE KonnuecTBo coTpyaAHUKOB
YPOBHS C BBICHINM 00pa3oBaHUEM
KBaTM(UKAITUU KonunuecTBO COTpYIHUKOB,
nepcoHala MTPOIIIE ITNX
MEPEnoArOTOBKY WU
MTOBBIIICHNE
KBaJIM(DUKAIINH
3annue 4.
[IpoBeaute OLICHKY s hekTHBHOCTH pa3BUTHUs OpraHu3aluu Ha OCHOBE

KJIINEHTOOPUECHTUPOBAHHOTO TIOIX0/1A.
JlanHasi opraHu3aiusi IpoBOUIa OMPOC KIMEHTOB C MOMOIIbI0O MEHEKEPOB UepPe3 PACCHUIKY
Ha AJICKTPOHHBIE a/Ipeca aHKEThI, COJIePIKAIICH CISTYIONINI BOMPOC B TAOJIMYHOHN (hopme:
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Tabmuma 1 — dopma misa mpoBeACHUsT OMpOoca KIMEHTOB C IENbI0 OMpPENeTICHUs WX YPOBHS

YIOBJIETBOPECHHOCTH
[xana, 1 2 3 4 5 [TpuumnHa
6aiel / [Ton He Yactuuno Y 10B1ETBO ITon
XapakTe HOCTBIO HE YIIOBIIETBO YIIOBIIETBO peH HOCTBIO
pUCTHKA YIOBJICTBO peH peH YIIOBJIETBO

peH peH
TOBap
IeHA
Cucrema
cObITa
Cucrema

TIPOJIBHKCHHS

Pe3ynbTathl pacueTa rnmokasaTesnei yI0BJIETBOPEHHOCTH KIMEHTOB (Y) CBEJCHBI B TAOIHILY 2.

Tabnmna 2 - Pe3ynbraTsl orpoca noTpeduTeneil opraHu3aiu

XapakTepucTuka IlonHoc He Jactuunol|Y nosier|Iloaaoc Yy % ynoB
TBIO HE | YIOBIIET | yIOBJIET | BOPEH | ThHIO JIETBOPEH
yIOBIIET | BOPEH | BOpEH YIIOBJICT HBIX OT
BOpPEH BOpPEH o0uiero
qucia

ToBap 5 4 6 3 3

(1 momyroaue 2020)

ToBap 4 3 7 7 6

(2 monmyroaue 2020)

ToBap 4 4 8 9 7

(1 monmyromue 2021)

Tosap 4 5 10 11 8

(2 monyromue 2021)

Toap 4 5 12 13 9

(1 monyroaue 2022)

ToBap 5 6 13 15 12

(2 monyroaue 2022)

[lena 2 2 8 6 3

(1 monmyroaue 2020)

[lena 1 2 9 9 6

(2 monmyroaue 2020)

[lena 2 1 11 10 8

(1 monmyroaume 2021)

[leHa 1 2 10 15 10

(2 monyromue 2021)

[lena 2 2 11 16 12

(1 monmyromue 2022)

[lena 2 3 13 17 16

(2 monyronue 2022)

Cucrema cobita (1 3 3 5 7 3

nonyrozaue 2020)

Cuctema coObita (2 3 3 8 8 5

nonyroaue 2020)

Cucrema cobiTa (1 2 3 9 10 8

noayroaue 2021)
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Cuctema cObITa (2 3 3 11 12 9
nonyroaue 2021)

Cuctema copita (1 4 4 14 13 8
nonyrozaue 2022)

Cuctema cObITa (2 4 3 15 19 10
nonyrozaue 2022)

CrcTemMa KOMMYHHKAIIUN C 2 3 8 5 3
noTpedutenem (1
noxyroaue 2020)

CucTemMa KOMMYHHUKAIIHH C 3 2 9 8 5
notpeduresnem (2
noayrozaue 2020)

CrcTemMa KOMMYHHKAIIUN C 3 3 11 9 6
noTpedutenem (1
nonyrozaue 2021)

Cucrema KOMMYHUKALIMI C 2 3 14 11 8
noTpeduTesnem (2
nosyroaue 2021)

Cuctema KOMMYHUKALIMI C 3 2 14 15 9
notpedurenem (1
nosxyroaue 2022)

Cuctema KOMMYHHUKAILIMH C 2 3 15 19 12
noTpeduTenem (2
nosxyroaue.2022)

Jlunamuka peHTa0eIbHOCTH 3aKa3a 3a TP rojia OTpakeHa B Tadiuie 3.
Tabmumma 3 - 3nayeHue peHradenpHoCTH 3akasza 3a 2020 - 2022 rr., %

IHonyronue I'on
2020 2021 2022
1-oe 8,5 11,4 10,7
2-0e 10,4 11,8 12,6

[Toctpoiite rpad 3¢ HeKTUBHOCTH pa3BUTHS OpraHU3AIINU.

PenrtabennHOCTE 3aKa3a, %

A

[
»

KoaddunneHT yaoBneTBOpeHHOCTH



3aganue 5.

AHanu3 M CTPYKTYpUpPOBaHHME NaHHBIX O MpoJaXaxX NPEINpUsITHsS 3a JBa roja MO3BOJWIH

MOCTPOUTH TadywmIb 1 u 2.

Tabmuna 1 - Ctpykrypa npogaxx OO0 «Anbshamarny 3a 6a30BbIN TO
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No HaunmenoBanue nokymnaresnst Cymma YacroTa Cpennsis
/1 CHEJKHU oOpareHui BBIpYYKa OT
CIICJIKH
1 000 «2Ouurma» 198000 3
2 [HAO «"amma-uHBeCT» 276615 6
3 [HAO «EHnucei» 3809385 18
4 HAO «Kamennoropckoe KY» 291060 3
5 [HAO IUTL] «KoHntakT» 1133088 9
6 [[TAO «Amarur» 1536000 3
7 [[TAO «Codt» 4074840 6
8 [[MAO «domomut» 171788,4 3
9 [[TAO «HoBokyiiOblmeBckuit 241690,5 6
HedTenepepadaThIBAOIIHIA 3aBOI
10 [[TAO «Camapanepyn» 1197750 9
11 J[TAO «Camapckuii OKaThIID» 8 665 250 30
12 J[TAO «Kosuopckuii 'OK» 1 668 000 6
13 1000 «Muxaiinosckuit 'OK» 2947350 6
14 [[TAO «IlaBnoBCKrpaHuT» 1273 250 4
15 [[TAO «Coxonoo-capbarickoe ['TIO» 33769020 39
16 1000 «A H T» 414657 9
17 1000 «Anraiipecypcy 1386100 6
18 1000 «Apryc PK» 2425500 3
19 1000 «AspToH» 77095628 57
20 1000 «I"amma-mHBECT» 829521 6
21 000 «I"amMmma-TeXHOJIOTHUS» 169 153 599 234
22 000 «HoBomeT» 6023710 15
23 1000 «TJ "MonubueH» 6393590 12
24 1000 «TexXKOMILIEKT 5705419,83 21
25 000 «2Quepro-mur» 676 800 3
26 |PYIIII «I'panuT» 212400 3
27 [MHIT «M Tpetin» 44 525 400,0 54
Cymma
Tabnuua 2 - Crpykrypa npojnax OO0 «Anbdamanny 3a TeKymuil roa
Ne HanmeHnoBanue nokymnaresns Cymma Yacrorta Cpennss
n/n CHEIIKH oOpareHui BBIPYYKa OT
CHICIIKHU
1 1000 «Ky3uenxuii [OK» 1860000 4
2 000 «ApuyHOOII» 1224000 4
3 [HAO «Enwuceii» 1726900 8
4 [HAO «Kamennoropckoe KY» 10164000 48
5 [HAO «Toprosslit nom «berarpanut» 3234000 8
6 [HAO «Ypanbckue nenoBble TUHUN 5472092,4 20
7 |HAO «XakacB3pBIBIIPOM) 2220000 8
8 HAO JUTIIL «KoHTakT 6930060 60
9 HAO 31K «IIomroc» 1293600 8
10 MIT «Makpununa H.JL» 146960 4




11 [[TAO «AYMHCKUNA TTMHO3EMHBIN KOMOWUHATY 13324080 24
12 [[TAO "Jlomomurt" 729820 28
13 [[TAO «Kaiipemckuii 'OK» 6760000 4
14 [[MTAO «Kupexenckuii 'OK» 4603480 12
15 [[MTAO «Kupenckuii [OK» 3817520 12
16 [[TAO "Camapckuii OKaThII» 52934032 76
17 [[MTAO «Kosmopckuit 'OK» 7645432 48
18 [[TAO «KomOuHaT Marue3ut» 1128100 8
19 [[MAO «MuxaitnoBckuii 'OK» 356760 4
20 [[TAO «HaBowutickuii ' MK 5130484 4
21 [[MAO «HK «Pocuedtp» 11100000 24
22 [[TAO «ITaBmOBCKIpaHUT» 4545734 20
23 [[TAO «Coxkomosckoe I'TIO» 42277900 48
24 [[MTAO «Yuamunackuii 'OK» 1236000 4
25 1000 «A»pToH» 114255440 97
26 000 «I"amMa-TEeXHOJIOTHUS» 218267542 260
27 1000 «Kapoep-IlerpoBckuiiy 1208200 8
28 1000 «Kysznenkunii [OK» 8990000 16
29 1000 «Copckuit TOK» 3514000 12
30 000 «TH "Monubduen» 1684200 4
31 1000 «3OxcnoaenspTa-M»» 1940400 12
32 000 HIIO «2Quepro» 57600 4
33 JIK A/C «YykoTka» 512000 4
34 PVIIII «I'paruT 3719000 4
35 [Cumouenko B.U. 112280 4
36 [Cayx6a MTC I'VII 3abaiikanbckoii o0nactu 3172000 4
37 [TOO «AnuHay» 7376200 12
38 [IT «M-Tpeiin» 85074400 132
Cymma

IMOKYIIOK U BCJIIMYHUHBI CPCTHET'O UCKA.

HpOBGI[I/ITe q)aKTOpHBIﬁ aHaJINn3 3aBUCHUMOCTHU BBIPYYKH OT KOJIMYECTBA KJIIMCHTOB, YaCTOThI

Pesynbratel pakTopHOrO aHamM3a oTpaszute B TaOIMIE 3.
Tabnuua 3 - @akropHslii ananu3 Beipyukn OO0 «Anbdamarny

KomngectBo Yacrora
nokynaresuei | oOpareHui

Cpennsist BBIpyUKa OT

Bnusinue ¢pakropoB | U3MeHeHUs BBIPYYKH OT

pa3nu4HbIX (PAaKTOPOB
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3aganue 6.

[TpousBeauTe pacyeT CTOMMOCTH KJIMEHTa HEKOTOPOW OpraHU3allii Ha OCHOBE CJICIYIOIIUX
JIAHHBIX.
Tabnnma — ucXOoaHbIE TaHHBIE

Buael 3aTpar Bemanunna
Tpaduk 13 KOHTEKCTHOH peKIaMbl 10 000 nepexo10B
[ena ka>x0ro Kimka 7 pyoneit

3apriara PPC-crienpanmcry 15 000 pyOmneit
Tpaduk n3 opranmdeckoit Beiauu (SEO) 30 000 nepexoioB

3apruiara SEO-cnienmamicty 25 000 py6aeit

3apruiara Tese)OHHOMY OIepaTopy 10 000 pyOeit

Konsepcust mocerurens B kixeHTa (KoHTeKeT 1 SEO) 5%
3aKa3bl HOBBIX KIIMEHTOB U3 KOHTEKCTA 10 000*0,05 =500
3aka3bl HOBBIX KIIMEHTOB U3 OPraHUYECKOU BBIIAUN 30 000*0,05=1500
IToBTOpHBIE 3aKa3bl OT HOCTOSIHHBIX MTOKYIATENEH 3 000 3axa3oB
OO0111EE KOIMYECTBO 3aKa30B 4500 3aka3oB

Cpennsis croumocth yeka — 2500 py06. IIpuOsuibHOCTD OHOM mpofaxu — 25%. SBnsiercs u
MIOJTYYCHHBIH PE3y/IbTaT HOPMaJIbHBIM UM BRICOKUM? KakoB CpOK OKYIaeMOCTH KIIMEHTA?
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8.3. TumoBble KOHTPOJbHBbIE 3aJaHUs WJIM WHbIE MAaTePHAJbI [JIsi TNPOBEACHHSA
IMPOMEXYTOUYHOM ATTECTALIUH

dopma TpoBeJICHHUS TPOMEKYTOUHOM aTTECTAllMU 0 JUCIMILIAHE: 3auem (no pe3yivmamam
HAKONUMENbHO20 petimuned Uil 8 (popme KOMNbIOMePHO20 MeCmMupoB8aHusl).

Yemuo-nucomennasn popma no sxzamenayuonHviM Ouiemam npeonoiasaemcs, Kak npasuio,
07151 COauU aKademu4eckoll 3a00HCEHHOCHIU.

Hepeqeﬂb BOIIPOCOB JISl NIOATOTOBKH K 3a4€Ty

OIIK-1. Crioco0eH NpUMeHSITh TEXHOJOTH4YeCcKHe HOBAIIMU M COBPEMEHHO0E NPOrpaMMHOe
o0ecrneueHue B TYPUCTCKOI cepe

1. Ilepeuncnure KaHaIbl MOCTPOCHUS B3AUMOOTHOILICHUM B MAPKETUHTE B3aUMOJICHCTBHUS.

2. Ilepeuncnure XapakKTEPUCTUKU MOJENH KIMEHTOOPUEHTUPOBAHHOCTH.

3. B koMIaHu10 110 MpoJIake HOYTOYKOB 00paTHIICA COTPYIHUK KPYITHON KOPIIOPALMHU C LIEJIBIO
nproOpeTEeHNs] HECKOJIBKUX JIECSITKOB HOYTOYKOB Il BCeX paOOTHUKOB B oduce. KineHT yxe 3HaeT
000 BCceX akKLMAX, HO UMEET BOIPOC: YCIEET JIM IPOAABEL] JOCTABUTh U MOJKIIOYUTH BCIO ApTHUIO
raJuKeToB Ha 3Toil Henene? Kakum Oyaer BepHOe MoBeleHHE KIMEHTOOPUEHTUPOBAHHOTO MTpoaBLa’?

4. KoMmnanus npuriacuia TpeHepa Mo MpojaxkaM Ui IPOBEJIEHUSI CEMUHApa CO CBOMMU
paboTHuKaMu. B kakoif posiu BBICTYIHIIA KOMITAaHUS?

5. UeM omnpezensercs NOKynaTenbckas cuia’?

6. Chopmynupyiite KpUTEpUH KIMEHTOOPUEHTUPOBAHHOTO CEPBHUCA.

7. IlepeurciuTe 3J€MEHTBI, JIeXKalllue B OCHOBE KIIMEHTOOPUEHTHPOBAHHOTO CEPBUCA KaK
HAJICTPOIKHU Ou3Heca.

8. Kakoit mokazarenb CBUETEIHCTBYET 00 OPUEHTALIUU COTPYAHUKA HA KIIMEHTA?

9. Kakue 31eMeHThl BHYLLICHHS UCIOJIb3YIOTCS IPU KOMMYHUKaLUU B IHTepHeT 6€3 JIMYHOro
KOHTAKTa JJIs1 IOBBIIIEHUS JOSAJIbHOCTH KIIMEHTOB?

10. Cpopmynupyiite XapakTepuUCTUKU, KOTOpbIe cBOWCTBeHHBI KoHLenmu CMR.

11. baza gaHHbBIX O KJIMEHTAX JOMOJIHSAETCS U aKTyaJIu3UpyeTcs CaMUMHU KIMEHTaMU
OpraHM3aly — K KaKOW KIIMEHTOOPUEHTUPOBAHHOW TEXHOJIOTMH OTHOCUTCS IaHHAs XapaKTEPUCTHKA?

12. PaccuuTaiiTe HHIIEKC TOTPEOUTEITHCKOH JIOSITFHOCTH KJIIMEHTOB OPTaHU3AIMH, €CITH TTOCIIe
nposezeHus onpoca 200 yenoBek ObIIM BBISBIEHBI CIEIYIOLINE PE3YIbTAaThl: MPOMOYTepHI - 45%;
HelTpanpHbie IoTpeduTenu - 30%; kpuTHkH - 25%.

13. Ilepeuncaute KaHaIbl KOMMYHUKALUN C KJIMEHTAMU, UCIIOJIb3YEMBIE C LIENbI0 TIOTYyYEHUS
JAHHBIX JUIS pacyeTa HAeKca MOTPEOUTEIbCKON JOSIbHOCTH.

14. Chopmynupyiite BOompoc, HanboJee COOTBETCTBYIOUINI /111 H3MEPEHUS HHIEKCa
KIIMEHTOOPUEHTUPOBAHHOCTH TPOMOYTEPAMHU.

15. I1pu nocerieHuy pecTopaHa KIMEHTaM MPUXOAUTCS 3aKa3bIBaTh U3 OTPAHUUYEHHOI'O MEHIO.
OTO nmpuMep Kakoro THUIa KJIMEHTOOPUEHTUPOBAHHON KOPIOPATUBHON KYJIbTYphl OpraHU3a[uu?

16. Yto monumaercs no BAVY-s3¢dextom B oTene?

17. Typuctnueckas komnanus TJIT-Typ mianupyer BBECTH B aCCOPTUMEHT HOBOE
Hanpasienue — Comanu. O1HaKO y KOMIIAHUH HET HUKAaKOH MH(OpPMAIIMM OTHOCUTEIBHO
OCBEJIOMJICHHOCTH TIoTpeduTeneit o Comanu u mpeamnoiaraeMeix 6apbepax. Uto memnecoobpazHo
IPOBECTHU JJIsi cOOpa MpeiBapUTENbHbIX JaHHBIX, CIOCOOCTBYIOUIMX PEHICHUIO TPOOIeMbl?

18. Pa3zmep nenesoit aynuropuu cocrasiser 50000 yen. OOpaTHiMCh B TYpUCTHUECKOE
arentctBo 6000 yen. Knuenramu cranu 2000 gen. ITorpeboBanock ob6cmyskuBaTh Tosibko 1500 ger.
PaccumnTaiiTe KOHBEPCUIO OPTaHU3ALUN.

19. Uto pexoMeHayeTCS aKTUBHO UCIOJIb30BaTh OPraHU3aluy JJIS OJTydyeHHs Tpaduka Ha
CBOM cauT?

20. /Ing nonmy4yeHus MIEHT€HCKOM BU3BbI HEOOXOIMMO MPEIOCTaBUTh: aHKETY, (POTO, CIIPABKY C
paboThl, KOIUIO TPYIOBOM KHI)KKH, BHITUCKY C O0AHKOBCKOTO cueTa, OpOHb KMIbs U TpaHcropra. K
4yeMy OTHOCHUTCS JJaHHas MH(OpMAIHs U CONpsDKEHHbIE ¢ Hel eiicTBus?

21. Kakast mo3unst CRM uzer B pazpe3 v CBUACTEIBCTBYET O Pa3phiBE C TPAJAUIINOHHBIM
MapKETUHTOM?
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22. Kaxoit Tun CRM Brirogaet B ce0si aBTOMAaTH3AIUIO MPOIAK, MAPKETUHTA U 00CITY>KHBAHUS
KJIUEHTOB?

OIIK-2. Cnioco0eH ocyniecTBJIATH OCHOBHbIE (DYHKIMH YIIPABJIEeHUSI TYPUCTCKOM
AeATeIbHOCTHIO

1. Beienute Te Ka4eCTBECHHBIC M3MEHEHUS B MPAKTUKE OM3HECA, KOTOPBIE OMPEIeIHIIN
MOSIBJICHUE U Pa3BUTHE KOHIEMIIUN MapKETUHTa B3aUMOICHCTBUSI.

2. [lepeuncnure Haubosee U3BECTHBIX UCCIIEI0BATENCH KIIMEHTOOPUEHTUPOBAHHOCTH.

3. ChopmynupyiiTe xapaKTepHbIC YePThI MAPKETUHTA B3aMOICHCTBHIA.

4. Kakue HanpaBJeHUsl ACSITEIbHOCTA B MAPKETUHI€ B3aMMOACHCTBUI HE CBOMCTBEHHBI
KJIACCUYECKOMY MAapKETUHTY?

5. ChopmynupyiiTe OCHOBHYIO IPUYUHY MOSIBICHUS KIIMEHTOOPUEHTUPOBAHHOCTH
OpraHu3aIuu.

6. Chopmynupyiite onpeneneHne KIMeHTOOPUEHTUPOBAHHOCTH.

7. ChopmynupyiiTe onpeeeHne KIMEeHTOISHTPHIHOCTH.

8. Kak TpakTyercsi HIEHHOCTb, CO3/1aBaeMasi Ui KIMEHTa, C SKOHOMHYECKUX MO3UIIUNA?

9. [lepeuncnure OCHOBHBIE XapaKTEPUCTUKU NMPOAKTUBHONW OPUEHTAIIMHM OPTaHU3allMU Ha
PBIHOK U KJIMEHTA.

10. KakoBa perynspHocTs pacuera NPS?

11. ITo uroram pacyeTa UHJEKCA KITUEHTOOPUEHTUPOBAHHOCTHU MONyYeH pe3ynbTat B 60%, Uto
3TO O3HAuYaeT?

12. Tlepeuncnute NpUUUHBI HECOCTOSATEIBHOCTH MEPOTIPUSATHUH MO yAEP>KaHUIO KIIMEHTOB.

13. Kak Ha3pIBaeTCs KIMEHTOOPUEHTUPOBAHHAS KOPIIOPATUBHAS KYJIbTYypa, OCHOBaHHAs Ha
MpeBapUTENLHO MPOPaOOTAHHBIX TUIaHAX U PErjaMeHTax?

14. K xakoMy 3Tary mpoBeACHHS ayIuTa OM3HEC-TIPOIIECCOB OPTAHU3ALUU C TOUKHU 3PEHUS
OpHUEHTAIH Ha KIIMEHTa OTHOCUTCS yCTAaHOBJIEHUE TaOJIMUKH «3aKphITO» Ha IBEPH pecTopaHa?

15. K xakoMy 3Tamy mpoBeICHHS ayIuTa OM3HEC-TPOIIECCOB OPTaHU3AIUU C TOUKH 3PEHUS
OpUEHTAILINM Ha KIMEHTa OTHOCUTCS PACCMOTPEHUE BCEX BAPUAHTOB MOBEAEHUS KIIMEHTOB B OTBET Ha
OTIEPALINIO «TTOBECUTH TabMnuKy «llepepniBy»?

16. Kakue oxxunarorcs 3pQeKTsl 1 pe3yiabTaThl T BHeApeHUs CTaHAapTOB 00CTyKUBaHUS?

17. Ha30BUTE HHCTPYMEHTHI BHEITHETO KOHTPOJIS JJISI OIEHKH COOTBETCTBUSI TEKYIIIETO
COCTOSTHUS KJIMEHTOOPUEHTHPOBAHHOCTH OpraHu3aiuy pazpadbotanasiM CTaHaapTam 00CITyKUBaHHUS.

18. Kninentckast 6a3a Ha Ha4ajio OTYETHOTO Nepro/ia coctaBmia 7950 ven, a Ha KOHEI[ JaHHOTO
nepuoza - 8170 den. UncneHHOCTD JOAIBHBIX KIMEHTOB B KIMEHTCKoU 0a3e — 6450 yen. Onpenenure
YPOBEHb YJEp>KaHUs KJIMEHTOB U JOJI0 HOBBIX KIIMEHTOB B KJIMEHTCKOM Oase.



