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

1.1. leab ocBoeHMST AUCHUIIJIUHBI

[{enbpro OCBOCHUS TUCIUTLIINHBI SBISETCS:

B 00;1aCcTH 00y4YeHUA:

— ¢opMupoBaHHE Y 00yJarONHXCcsl 00menpodecCHOHATBHBIX KOMIETCHIIUN, OTPaKAIOITIX
3ampochkl PhIHKA TpyAa B 4YacTH 0a30BBIX OCHOB NPOGECCHOHATBHOW IEATCIHHOCTH C Y4E€TOM
NOTEHIMAIBLHOTO Pa3BUTHS 00JIACTH MPO(PECCHOHAIBHOM IEATEIILHOCTH HE3aBUCUMO OT OPUCHTAIHH
IPOrpaMMbl Ha KOHKPETHBIE O0BEKTHI MPO(EeCCHOHATLHON IEATEIPHOCTH WU 00JIaCTH 3HAHUS

B 00J1aCTH BOCIMTAHUS

—  pa3BUTHE JIMYHOCTH, CO3JIaHWE YCIOBUH IJIsI CaMOOIIPEACTCHHUS W COIMAIM3alliu Ha
OCHOBE MPUHSATHIX B OOIIECTBE MPABWI M HOPM MOBEICHUS B MHTEPECAX YEIIOBEKA, CEMbH, OOIIECTBA
U rocy/1apcTBa.

1.2. [lepeyeHb MIAHUPYEMBIX Pe3yJbTATOB 00yUeHHS 10 JUCHUILJIMHE

Kon u Koa n HauMeHOBaHMe HHIUKATOPA IInanupyemMsie pe3yJbTAThl 00y4eHUs M0
HAaHNMEHOBaHHe
AOCTHKEHUSI KOMIIETEeHIHH JAUCHUTIINHE
KOMIIeTeHIINN
OIIK-1. Crnocoben | MOIIK-1.1. Onpenenser mnorpedHOCT, B | 3HAET: OCHOBBI  KIMEHTOOPHUEHTHPOBAHHBIX
MPUMEHSTH TEXHOJIOTHYECKUX HOBAIUSIX U | TEXHOIOTMA ¥  KIMEHTOOPHUECHTHPOBAHHOM
TEXHOJIOTHYECKHE | MH(DOPMALMOHHOM obecrnedeHnn B cdepe | KOMMyHHKAllMM;  IPOTpaMMHBIC  PEIICHUS
HOBAIUU U | cepBuca kiacca GRM
COBPEMEHHOE HOIIK-1.2. OcylecTBaAsIET  MOUCK M | YMeeT: IPOEKTUPOBATH OCHOBHBIE MPOLECCHI
MPOTPaMMHOE BHEJPEHHE TEXHOJOTMYECKUX HOBAaIlMd ¥ | OOCHyXMBaHMsA  KJIHMEHTOB,  paboTath ¢
obecrieueHne B | COBPEMEHHBIX IPOTPAMMHBIX IIPOXYKTOB B | MH(pOpMAIMedl B TII00AIBHBIX KOMITBIOTEPHBIX
cdepe cepuca npo(hecCHOHABHYIO CEPBUCHYIO | CeTsSX, pa3pabaThIBaTh PEKOMEHJAIMHU IO
JesITeIbHOCTh BHEJPEHUIO WHHOBALMOHHBIX TEXHOJOTHH B
oOciry>)kxnBaHHe MOTpeOuTENIeH
Bnapeer: HaBBIKAMHU UCIIOJIb30BAHMS
CTaHIAPTOB OOCITYKUBAHHS TOTPeOUTENEH
OIIK-2. Cmocoben | MOIIK-2.3. [Ipumensier | 3HaeT: TEXHOJOTHH YNPaBIECHUS KINEHTCKOM
OCYIIECTBIISITH KJIMEHTOOPHEHTUPOBAHHBIE ~ TEXHOJOTHH B | 0a30ii, B3aMMOOTHOLIEHUSIMHU C KIIMEHTAMH
OCHOBHBIE podeCCHOHAIBHOM eI TeIbHOCTH YMeeT: IpUMEHSTh KIMEHTOOPHEHTHPOBAHHbIE
¢$yHKIH TEXHOJIOTHH B CEPBUCHOM AEATEIHHOCTH
YIIpaBIeHUS Biageer: HaBeikamMum 10 3¢ dexkTHBHOMY
CEepBUCHOM VIIpaBJICHUIO KIMEHTCKOH 0a30it
JIeSITeIIbHOCTBIO

2. MECTO JUCIHMILUIMHBI B CTPYKTYPE OFBPA3OBATEJBHOHN
ITPOI'PAMMBI
JucuumninuHa OTHOcUTCA K oOsi3aTenbHOM uact bmoka 1. Jucuumimebel  (Moaynn)

nporpammel 6akanaspuara (b.1.0.04. O6menpodeccnoHaabHbINA MOIYIb).




3. CTPYKTYPA U COAEPKAHUE JUCHUIIJINHBI

3.1. O0bémM yueOHOM TMCUMIIHHBI M BUIbI YUeOHOH padoThl
OO0mas TpyJ0eMKOCTh JUCHUIUIHHBI cocTtaBisieT 3 3.e. (108 wac.), ux pacmpeneneHue 1o
BUJIaM paboT U ceMecTpaM MPeACTaBlIEHO B TaOIHUIIE.

Buanbl yueOHbIX 3aHATHI 1 Pa00THI 00y4aI0IIUXCS TpynoemMkocThb, 4ac
OO0u1asi TPy10€eMKOCTh TMCHUILIHHBI, 4ac 108
KonTakTHas padoTa 00y4yaomuxcsi ¢ penojgaBarTejeM no Bujaam 36 /10
y4eOHBbIX 3aHATHII (BCero), B T.4.:
3aHSITHS JIEKIHOHHOTO THNA (JICKIINN) 18/4
3aHATHS CEMHUHAPCKOr0 THIA (CCMHHAPHI, MPAKTHYCCKUE 3aHATH, 181/6
MPAKTUKYMBI, KOJUIOKBUYMBI ¥l HHBIC AaHAJIOTUYHBIC 3aHSITHS)

CamocrosiTejibHasi paboTa Bcero, B T.4.: 72194
CamomnoaroroBka no TeMam (paszesnam) TUCHUTLTAHBI -/ 82
Kontpous (3a4er) - /4
IIpome:xkyTOUHASI ATTEeCTALUSA 3a4yer

[Tpumeuanue: -/- 06vem 4acos coOmMEemMCcMEEHHO 05l OUHOU U 3A0UHOU POPM 0OYUeHUs

JlucuumiuHa peanusyeTcsl OCPEACTBOM MPOBEACHUS KOHTAKTHON paboThl ¢ 00yUYaIOIUMUCS
(BkJItOUass TMPOBEACHHE TEKYIIEro KOHTPOJIA  YCIEBAEMOCTH), CaMOCTOSITEIBLHOM  pabOThI
00y4aromuXxcsi ¥ MPOMEXKYTOUHOM aTTecTaIliH.

B mpormecce ocBoeHHs JUCHUIUIMHBI MOXET MPUMEHATHCS DSJIEKTPOHHOE OOy4YeHHE W
JTUCTaHIIMOHHBIE 00pa30BaTeNbHbIE TEXHOJIOTHH.

B nponecce ocBoeHMs AMCUMITIMHBI O0yYaroluecs: 00ecrneyeHbl JOCTYIIOM K AJIEKTPOHHOM
nH(}OPMaILMOHHO-00pa30BaTEIBLHON Cpejie U NIEKTPOHHO-OUOIMOTEYHBIM CUCTEMaM.

3.2. CopepxaHue IMCUMILIMHBI, CTPYKTYPHPOBAaHHOE 110 TeMaM

Ilnanupyembie Buabl yue0HoM padoThl
Pe3yJIbTaThI KonrakrHas
OCBOEHHSI: g
KoJ pa60Ta 2 g Dopmbl
N = TEKyLIero
¢dopmupyemoii & GG RPN KOHTPOJISt
KOMIIETeHIHA HaunmeHoBaHue pa3ieioB, TeM ) 2 = & =
X = = 5 (HauMeHOBaHHe
H MHAHKATOPbI = = 8 @ =) OIICHOYHOT 0
OCTHIKEHH S = == S 8 ]
. = Z S 5 = cpencTea)
KOMIIeTeHIH Z : @ =
W =R s R
= =] = S
OIIK-1. Tema 1. KJIMEHTOOPUEHTHUPOBAHHBIN BrinonHenue
NOIIK-1.1. | MOAXO01 KAK KJIIOYEBOU ACHEKT MPaKTUUYECKUX
OPI'AHU3AINU OBCIY KUBAHUSA 3aIaHUI

1. CymHocTb, »3BoOJIOIMA, 3aJauydl W  IPHHIUIIEI
KJIMEHTOOPUEHTUPOBAHHOTO  IIO/IX0/1a K  BEJCHUIO
Ou3Heca, HalpaBJIeHNs peaIn3aliy, HHANKATOPHI

2. KimeHT, nokymnaTenb U MOTPeOUTENb: CpaBHUTEIbHASL
xapakTepuctuka. KilMeHThl Kak KitoueBoi OusHec-aktus | 2/0,5
opraHu3aiiu

3. KiIMeHTOOpHEHTHPOBaHHBIE TEXHOJOTMH KaK HOBBIE
BO3MOXKHOCTH JIJIsSI pa3BUTHs On3Heca

4. Kpurepuu OpPHEHTUPOBAHHOCTH OpTaHHM3ALMH W ee
COTPYIHHUKOB Ha MMOKYyIaTelei

5. IepcrnieKTHBBI Pa3BUTHSI KIMEHTOOPUEHTUPOBAHHOTO

MapKEeTHHTa
IpakTnyeckoe 3aHATHE Ne 1.

KineHTOOpHEeHTUPOBAaHHBIM MOJAX0J Kak KIIIOYEBOH 2/05

ACIIEKT OpPTaHU3aIMH 00CITyKUBAHHS

CamocrosrtenbHas paborta 10/16

OIIK-1. Tema 2. IIOCTPOEHHUE CUCTEMBI 4/1 Brinonnenne




ILnanupyembie
Pe3yabTaThI
OCBOEHHS:
| NUI
(hopmupyemoii
KOMIIeTeHIHH
M HHIAUKATOPBI
J0CTHKEeHHSI
KOMIIEeTeHIHii

HanmenoBanue pasneioB, TeM

Buapl yueoHo#i padoThl

KonTakTHast
padora

Jleknum, yac
IIpakTnyeck

e 3aHATHUA,
gac

CamocTosiTeJIbHA
s1 padoTa, yac

Dopmbl
TeKyLero
KOHTPOJIs

(HauMeHOBaHHe
OLICHOYHOI' 0
cpeacTBa)

NOIIK-1.2.
OIIK-2.
NOIIK-2.3.

KJIUMEHTOOPUEHTHUPOBAHHOI'O CEPBHUCA B
OPTAHM3ALINHN

1. TlocTtpoeHne KOMIDIEKCHON CHCTEMBI IONYYEHHUS W
aHanu3a oOpaTHOM CBA3M.

2. Pa3zpaboTka KIMEHTOOPHEHTHPOBAHHON CTpaTeruu
OpraHH3aIu

3. KitmenToopueHTHpOBaHHAast KOPIOPaTHBHAS KyJIbTypa
4. Aymur  KIMEHTOOPUEHTHPOBAaHHOCTH,  CECCHHU
KIIMEHTHHTA U yJIydIIeHHe On3Hec-TIpoIeccoB

5. Pa3zpaboTka u BHeOpeHHE CTAaHIAPTOB OOCITYKHBAHUS
KIIMEHTOB

6. IlocTpoeHue cucTeMbl

KIIMEHTOOPHUEHTHPOBAHHOCTH

KOHTpOJSI M MOTUBALIUU

Hpakrnuyeckoe 3ansitue Ne 2. [locTpoeHue cuctembl
KIIMEHTOOPHEHTHPOBAHHOTO CEPBHCA B OPTaHU3ALINH

4/1

CamocrosTelnbHas pa60Ta

20 /20

MIPAKTUIECKUX
3aJaHuN

OIIK-1.
HOIIK-1.2.
OIIK-2.
HOIIK-2.3.

Tema 3. ACCJEJIOBAHUE MIOTPEBUTEJIEN

1. AHanu3 notpeOHOCTEN U IEHHOCTE! TOTpeOuTeNs

2. CoBpeMeHHbIe TpeGoBaHUs K
KIIMEHTOOPUEHTHUPOBAHHOMY CEPBHCY

3. CerMeHTaLUs KIHEHTOB

4. AHanu3 ypoBHS KJIMEHTOOPHEHTHPOBAHHOTO CEpBHCA
B OpTraHU3aINH

4705

IIpakTnueckoe 3anatue Ne 3. UccremoBanue

moTpeOuTeNeH

47105

CamocrosTelbHas pa60Ta

10/14

BrmoHeHne
MIPaKTUYECKHUX
3aJlaHNu

OIIK-1.
HOIIK-1.2.
OIIK-2.
NOIIK-2.3.

Tema 4. KJIMEHT KAK OCHOBHOM
«AHBECTOP» IJIsAI BUBHECA

1. )Kv3HeHHBI UK KIMEHTA U YIPABICHUE UM

2. BimsHme B3aNMOOTHOIICHWH C KIHUCHTOM Ha
Pe3yNbTaTUBHOCTD JIeATETBbHOCTH OpraHU3aIuy.
Tumnonorust KIMEHTOB U pa3pabOTKa MPEIOKESHHUMA s
Pa3HBIX TPYII KINEHTOB

3. Komuremnius 100aBICHHON IIEHHOCTH MJIs1 KJIMEHTA.
MeToabl H3MepeHHs TOTPEOUTENbCKOM LIEHHOCTH

4. IIporpammbl JIOSUTLHOCTH KIIMEHTOB.
Y 10BIETBOPEHHOCTDH KIIMEHTOB

5. Co3nanue 1 ayauT KIMCHTCKOW 0a3bl OpraHu3aIiu

6. TexHomoruu paboTHI ¢ peKIaMaIHsIMU

7. VYrmpapineHue B3aUMOOTHONICHHSAMH C KIHCHTAMH
(CRM)

4/1

IpakTrnuyeckoe 3ansTne Ne 4. KilueHT Kak OCHOBHOM
«MHBECTODY JIJIsl OM3HEeca

4/1

CamocrosrenpHas pabora

12/16

Brmonnenne
MPAKTHIECKUX
3aJaHui U
perieHne
3a7a4

OIIK-1.
HOIIK-1.2.
OIIK-2.
HOIIK-2.3.

Tema 5. KJIIOUEBBIE ITOKA3ATEJW OLHEHKHU
PEAJIN3ALIMU
KJIUEHTOOPUEHTUPOBAHHOI'O IMOAXOJA
B BU3HECE

1. Kinenrckas COCTaBIIAIONIAS
cOaaHCHpOBaHHBIX MOKa3aTeen

2. Meronsl oneHkn 3¢GQPEKTUBHOCTH  YIPaBICHUS
opraHuzanuen npu peanuzanun
KIIMEHTOOPHEHTUPOBAHHOTO MO1X0/1a

3. bananc KIMEeHTOOPHEHTHPOBAHHOTO CEPBHCA M 3aTpar,
(UHAHCOBBIE pPE3yJbTAaThl KJIMEHTOOPHEHTUPOBAHHOTO
noaxona

CHCTEMBI

4/1

BrmonaeHne
MPaAKTHUECKUX
3aJaHUuH U
pelieHue
3a7a4




ILnanupyembie

Buapl yueoHo#i padoThl

pesyIbTaThl KonrakrHas
OCBOCHHUSA: g
Ko pabora Z 2 DopmbI
(hopmupyemoii 3} g o 5 =: P
KOMIIETEHITHA HauMeHOBaHHE PA3/1e/I0B, TeM e 3 2 Ed KOHTpO.I5t
> & > = s g (HauMeHOBaHUE
M HHIHKATOPBI = =8 9 8
= ® 13) OIICHOYHOI'0
JOCTHKEHH S = = =]
N = 2 8 5 =9 Cpe/icTBA)
KOMIIeTeHIMii Z & O =
) =T < &
= = = o
IIpakrnuyeckoe 3ansaTue Ne 5. KiroueBble mokasaTenu
OIIEHKH peanu3anm KITHEHTOOPUEHTHPOBAHHOT O 4/1
nmoaxona B OnsHece
CamocTosTenbHas pabora 20/16
HUTOro | 18/4 18 /6 72194

[pumeuanue: -/- 06vem Uacos cOOMBEMCMEEHHO 0I5l OYHOU U 3A0UHOU POPM 0BYUEeHUs




4. METOAUYECKHUE YKA3AHUA JJIA OBYYAIOIIUXCA IO OCBOEHHMIO
JUCIHUIIVINHBI

4.1. OOmme MeTogHYECKHEe PEKOMEHJAUMH 10 OCBOCHHI0  JAWCHHMILIMHBI,
o0pa3oBaTebHbIE TEXHOJIOTHI

JlucuuIuinHa peanusyeTcst HOCPEICTBOM MPOBEACHUSI KOHTAKTHOM pabOThI ¢ 00yJatoIMMHCS
(BKIIIOYAsh TPOBEICHUE TEKYLIETO KOHTPOJIL  yCHEBAEMOCTH), CaMOCTOSITEIbHOH  palboThI
00yYaromuxcst ¥ MPOMEXKYTOYHON aTTeCTalllu.

[lpu mpoBeneHMH y4eOHBIX 3aHATHH MO JUCHUIUIMHE OO0ECHEeYMBACTCS PAa3BUTHE Y
00y4aromMXxcs HaBBIKOB KOMAaHIHOM padOThI, MEKIIMYHOCTHOW KOMMYHUKAIIMH, TIPHHATHS PELICHUH,
JUJIEPCKUX KAdecTB (BKJIOYAs MPOBEJCHHE WHTEPAKTUBHBIX JICKIUH, TPYIMIOBBIX JUCKYCCHUH,
pOJIEBBIX HWIp, TPEHUHIOB, AaHAIW3 CUTyallMd M HWMHTAIMOHHBIX MOJENEH, MpenojaBaHue
JUCLUMIUIMHEL B ()OpME Kypca, COCTAaBJICHHOTO Ha OCHOBE pPE3YJIbTAaTOB HAYYHBIX HCCIIEIOBaHUH,
IPOBOAMMBIX ~ YHHBEPCHUTETOM, B TOM UHCIE C YYETOM pETHOHAIBHBIX OCOOEHHOCTEH
npodeCCHOHATIBLHOM 1eATEIFHOCTH BBITYCKHUKOB M TOTpeOHOCTEl paboToaareneit).

[lpenogaBanue  JUCUMIUIMHBI ~ BEAETCS  C  NPUMEHEHHWEM  CIEAYIOIIMX  BHIOB
o0pa3oBaTeIbHbIX TEXHOJIOTHIA:

—  0aJTbHO-PEHTUHIOBasI TEXHOJIOTHS OLICHUBAHMUS;

—  JJIEKTPOHHOE O0y4YCHHUE;

— mpobiieMHOe 00y4eHue;

—  pa300p KOHKpPETHBIX CUTYyallMii;

— uHpopManmonHbie TexHonoruu: Google-noxymentsr, BBB.

Jlnsi OLEHKW 3HaHWH, yMEHUWH, HaBBIKOB M YPOBHS C(POPMHUPOBAHHOCTH KOMIETEHIIUH IO
JMCUUIUIMHE TPUMEHSeTcsl OaJUIbHO-PEUTHHIOBasi CHUCTEMa KOHTPOJIS W OLCHKH YCHEBaEMOCTH
CTYACHTOB. B OCHOBY Oa/UIbHO-PEHTHHTOBO CHCTEMBI TOJOXEHBI HMPUHIIUIBI, B COOTBETCTBUH C
KOTOPBIMH (DOPMHPOBAaHHE PEHTHUHra CTYAEHTAa OCYIIECTBISETCS B XOJA€ TEKYLIETO KOHTPOJIS
ycrieBaeMocTH. MakcuManbHOe KOJM4ecTBo 0amioB B cemectpe — 100.

4.2. Meroanueckue YKa3aHusl Js1 O0y4alOIMXCA MO OCBOCHHIO IMCUMILIMHBI HA
3aHATHAX JEKIMOHHOI'0 THIIA

JIeKMOHHBIA KypC MpEaIoiaraeT CUCTEMATU3UPOBAHHOE H3JI0’KEHUE OCHOBHBIX BOIPOCOB
TEMaTHUYECKOTo MiiaHa. B XoJe JeKIMOHHBIX 3aHATUN paCKPBIBAIOTCS 0a30BbIE BOMPOCHI B paMKax
KaKJI0M TeMbl AUCIUIUTHHBL. O003HAUaIOTCs KITIOUEBBIE aCMEKThI TEM, a TaKXKe JIEJAl0TCsS aKIIEHTHI
Ha HanOoJiee CI0KHbBIE M BaKHBIE MMOJOKEHHS H3y4aeMOro MaTepHarna.

JlekmoHHbBIE  3aHATAS  NOPOBOASTCA B  MOTOYHOW  AYJUTOPUM €  NPUMEHEHHUEM
MyJIBTUMEAUHHOTO TPOEKTOpa B BUE yueOHoi npezenTanuu wiu B SVOC yHuBepcuTeTa.

B xo0/1€ NeKIMOHHBIX 3aHATUI PEKOMEHYETCS KOHCTIEKTUPOBAHUE yUeOHOTO MaTepHaa.

OTtnenpHBIE TEMBI MIPEATIAraloTCs U CAMOCTOSATEIHHOTO U3YYeHUS (KOHCTIEKTUPYIOTCS).

Marepuansl JIEKIIUNA SBISIOTCS OMOPHOW OCHOBOW I TOATOTOBKUA OOYYaroIIUXCs K
MPAKTUYECKUM 3aHATHUSAM U BBIMOJHEHUS 33JaHUN CaMOCTOSITENbHOM paboThl, a Takke K
MEpPONPUATHAM TEKYIIETO KOHTPOJISI YCIEBAEMOCTH U MPOMEKYTOUHOM aTTECTAMK MO AUCIUTLIINHE.

4.3. Meroauyeckue YKa3aHusl Il O0y4YalOIIUXCHA IO OCBOCHUI0 IUCUUILIMHBI HA
3aHAITHSIX CEMUHAPCKOI0 THINA/ HA MPAKTHYECKUX 3aHATUIX

[IpakTuueckue (CeMHUHApCKUE) 3aHATHS TMPEACTABISAIOT COOOM JeTanu3aluio JEKIHOHHOTO
TEOPETUYECKOI0 MaTepuaa, IpoOBOJATCS B LENAX 3aKPEIUIEHUS Kypca U OXBaThIBAalOT BCE OCHOBHBIE
paznensl. OcHOBHOW (opMOI TIpOBEACHUS CEMHHAPOB W TPAKTUYECKHX 3aHATHHA SIBISCTCSA
oOcyxenue Hanbosee MpoOIEMHBIX U CIOKHBIX BOIIPOCOB 110 OTAEIBHBIM TEMaM, a TaKXkKe pelieHue
3aJa4 U pa3doop MPUMEPOB U CUTYaAIlUi B ayAUTOPHBIX YCIOBHUSX.

[IpakTudeckue (CEMUHAPCKHE) 3aHATHS 00yUaAIOIUXCSI 00ECTIEYNBAIOT:

— TPOBEPKY U YTOUHEHHUE 3HAHUH, MOTYYEHHBIX Ha JIEKIUX;

— TIOJy4YyeHHEe YMEHUW U HaBBIKOB COCTABJIEHUS JOKJIAJI0OB U COOOIIEHUH, 0OCYKICHUS
BOIIPOCOB 110 Y4eOHOMY MaTepuaty JUCIUILINHBL,



— TOJBEJAEHUE WTOTOB 3aHATUW MO PEUTUHIOBOM CHUCTEME, COIVIACHO TEXHOJIOTHYECKOM
KapTe AUCITUTUTHHBI.

[TpakTHdeckue 3aHITHS OPTAaHU3YIOTCS, B TOM 4YHCIE B (pOpMe MPaKTUYECKOW MOJIrOTOBKH,
KOTOpasi IpeaycMaTpUBACT y4acTHE OOYYArOIIMXCS B BBIIIOJIHEHHHM OTIIEIBHBIX JJIEMEHTOB padoT,
CBSI3aHHBIX ¢ OyayIei mpodeccHoHaNbHON NesITETbHOCTBIO.

[IpakTrueckass MOATOTOBKA MpEIyCMaTPHUBACT: BBIMOJHEHHWE MPAKTUYECKUX 3aJaHUNd TIPHU
U3y4eHuu TeM ¢ 1 mo 5.

[IpakTrueckas MOArOTOBKA IIPEAyCMaTPUBACT: PEIICHHUE 3a1a4 110 TeMaM 4 u 5.

4.4, MeToanyecKue YKa3aHUs MO0 CAMOCTOSITEIbHOM padoTe 00y4aromuxcst

CamocrosarenbHass paboTta obOecneunBaeT TMOATOTOBKY OOYyYaromierocss K ayAuTOPHBIM
3aHATUSM U MEPOIPHATUSAM TEKYIIEro KOHTPOJIS M HPOMEXYTOUHOM aTTecTaluu M0 H3yd4aeMoH
JUCHUIUTMHE. Pe3ynbraTel 3TOH MOATOTOBKM MPOSBIAIOTCS B AKTUBHOCTH OOydaromierocs Ha
3aHATHUSX U B KAUECTBE BBINOJIHEHHBIX IPAKTUYECKHUX 3aaHUHN U APYTrUX (OPM TEKYIIEro KOHTPOJIS.

CamocrosTenbHas padoTa CTyICHTOB BKJIIOYALT:

— H3ydeHue yueOHOH JITepaTyphl 110 KypCy;

—  pelleHHe NPAKTUYECKUX CUTyalui U 3a1a4;

— paboty c pecypcamu UHTepHeT;

— TOArOTOBKY K TECTUPOBAHUIO 110 TEMaM Kypca;

— TOArOTOBKY K IPOMEKYTOUHOM aTTeCTalluy 10 Kypey U JIp.

[Ipy BbIMONHEHUM 3aJaHUM JUIA CaMOCTOSATENIBHOM pabOThl pEKOMEHIyeTcs MpopadoTKa
MaTepHUAJIOB JIEKIIUH 0 KaKI0M IPONJIECHHON TEME, a TAK)KE N3y4YEHNE PEKOMEHIyEMOU JINTEepaTyphl.

Jlis 00yyaromuxcst 10 O4YHO-3a04HOM (opme 00ydeHus: caMOCTOsATeNIbHAs paboTa sBJsSeTCS
OCHOBHBIM BHJIOM Y4€OHOM /1€ATEIbHOCTH.

Jns o0OecrieyeHHsl CaMOCTOSITEIbHOM PabOThl OOYHYAIOLIMXCS HCIOJIBb3YEeTCsS 3JIEKTPOHHBIN
yueOHbIi Kype, co3aannbiii B DUOC yauBepcuteta http://sdo.tolgas.ru/
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5. YYEBHO-METOJUYECKOE MU HWH®OPMAINUMOHHOE OBECIIEYEHHUE
JUCIHUIIVINHBI

5.1. IlepeyeHb OCHOBHOM M /IONIOJHHUTEJIbHOH y4eOHOH JIMTepaTypbl, HeOOXOAUMOM 1JIA
OCBOEHMS THCIMIIIHHBI

Besa nutepaTypa, BKIIOUYEHHAs B JAHHBIN [€pEYEHb, NPEJCTaBICHA B BMJIE 3JIEKTPOHHBIX
pecypcoB B ayekTpoHHOW OubOimmoreke yHuBepcutera (OBC). Jluteparypa, ucnonblyemas B
NeYaTHOM BHJE, TpEACTaBIeHAa B HAay4YHOW OuOimoreke yHHBepcutera B oObeme He meHee 0,25
9K3EMIUISIPOB HAa OJJHOI'O 00YYaroIerocs.

OcHoBHas1 JInTepaTypa

1. bacosckuii, JI. E. Mapketunr : yue0. mocoOue ans By30B no HampasieHuto 38.03.02
"Menemxment" / JI. E. bacoBckuii, E. H. bacoBckas. - 3-e u3n., nepepab. u gom. - Jlokymenr read. -
Mocksa : UHOPA-M, 2022. - 232 c. - bubnuorp.: c. 227. - (Bsicuiee obpazoBanue - bakanaBpuar). -
URL: https://znanium.com/read?id=391310 (xara obpamenus: 21.12.2021). - Pesxxum moctyna: s
aBTOPU3. NIOJIb30BATENEH — TEKCT : AIEKTPOHHBIN.

2. Buxanckwmii, O. C.MeHnemxkMeHT : yd4eO. sl BY30B IO HANpaBICHHUIO MOJTOT.
"OxoHomuka" u cneuuanbHOCTAM "®uHaHchl UM kpenut', "byxranr. yder, aHamu3z W ayauT',
"MupoBas sxonomuka", "Hanoru u nanoroo6ioxenue" / O. C. Buxanckuii, A. . Haymos. - 6-¢
u3f., nepepad. u npom. - Jlokyment Bookread2. - Mocksa : Maructp [u ap.], 2022. - 656 c. -
bubmuorp. B kouie 1. - URL: https://znanium.com/read?id=385853 (xara obpamienns: 18.10.2021).
- Pexxum moctyna: aiis aBropus. mosib3oBareneid — ISBN 978-5-9776-0320-1. - TekcT : 37€KTpOHHBIIA.

3. VHHOBAaLIMOHHBIA MEHEKMEHT : y4yeO. Al By30B IO HampaBieHuio "MeHemxkMeHT"
(crenenp (xkBanmudukanus) - "marucrtparypa") / B. f. Topbunkens [u ap.] ; mox pen. B. .
lopdunkens, T. I'. [Tonantok. - 4-e uzz., nepepad. u gorm. - Jlokyment read. - Mocksa : By3os. yue0.
[ nmp.], 2023. - 380 c. : un. - bubmmorp.: ¢. 357-360. - CnoB. noustuii (repmunon). - URL:
https://znanium.com/read?id=374442 (mata oOpamenus: 23.03.2021). - Pexum goctyma: s
aBTopm3. moss3oBareneit — ISBN 978-5-9558-0311-1. - TekcT : 2IeKTpOHHBIH.

4. IloBeneHue notpeduresnelt : yueO. mocodbue s By30B IO HarpasieHuto noarot. 38.03.02
"MenemxmenT" (kBanudukanus (ctenensb) "Oakanasp") / O. H. Pomanenkosa, H. I1. byrakosa, 1. A.
KunsroB [u ap.] ; mox odmr. pen. O. H. PomanenkoBoii ; ®uHaHcoBbIil yH-T npu [IpaBuTenscTBe
P®. — loxymenrt read. — Mockga : By3. yue6. [u ap.], 2020. — 320 c. — IIpun. - ['moccapwmit. — URL:
https://znanium.com/read?id=356056 (mara oOpamenus: 14.01.2021). - Pexum gocryma: amns
aBTopm3. moss3oBarenei. — ISBN 978-5-9558-0404-0. - 978-5-16-102322-8. — TekcT : 2eKTPOHHBIH.

5. Csupunenko, lO. II. CepBucHast nesTenbHOCTh : Yyd4eO. mocoOue Ui BY30B IO
HanpasieHusM noarot. 43.03.03 "T'octunny. neno", 43.03.02 "Typusm" (kBanuduxanus (CTerneHs)
"6akanasp") / 0. II. Cupunenko, B. B. XwmeneB. - 2-e uzn., ucnp. u gomn. - Jlokymenr read. -
Mocksa : UH®OPA-M, 2022. - 174 c. - bubmuorp. B Tekcre. - Tectol. - Kimtoun. - (Boicmiee
obpasoBanue - bakamaspuat). - URL: https://znanium.com/read?id=400299 (mata oGparieHwus:
07.10.2022). - Pexxum goctyma: it aBTopu3. mojb3oBateneid - ISBN: 978-5-16-014846-5. — Tekcr :
JJIEKTPOHHBIN.

6. Tympraes, T. A. MapkeTHHT yCIIyT : Y9eOHUK : y4eO. MocoOue I BY30B 0 HAMPABICHHUIO
"Mapkerusr ycayr" / T. A. Tynbraes. - Jlokyment read. - Mocksa : UHOPA-M, 2020. - 207 c. -
bubmmorp.: c¢. 186-188. -  T'moccapmii. -  (Beicmee — oOpaszoBanme). -  URL:
https://znanium.com/read?id=356219 (mara oGpamienus: 15.10.2020). - Pexxum pnocryma: s
aBTopm3. mosk3oBareneit — ISBN 978-5-16-005021-8.- TekcT : 371eKTPOHHBIH.

JdomosHuTEIbHAS JIUTEPATYPaA

7. bapunos, B. A. Ctparernueckuii MeHEHKMEHT : yued. mocodbue mo mporp. MBA u np.
nporp. moAarot. ymp. kaapos / B. A. Bbapunos, B. JI. Xapuenko ; MH-T 3KOHOMUKU U (DUHAHCOB


https://znanium.com/read?id=391310
https://znanium.com/read?id=385853
https://znanium.com/read?id=374442
https://znanium.com/read?id=400299
https://znanium.com/read?id=356219
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"Cuneprus". - JlokymeHt read. - Mocksa : UH®PA-M, 2021. - 294 c. : wi. - bubnuorp.: ¢. 295-296.
- CnoB.. - (Cepust yueOHukoB s nporpammbel MBA). - URL: https://znanium.com/read?id=371613
(mara oOpamenus: 13.01.2021). - Pexxum goctyna: mis aBropu3. nmosb3oBareneid — ISBN 978-5-16-
016936-1. - TeKCT : ANEKTPOHHBIH.

8. bokoBHs, A. E. MoTuBaius - ocHOBa YIpaBJICHUS Y€IOBEYECKUMHU pecypcaMu (TeopHs U
npakTuka (HOpPMUPOBAHHS MOTHBHPYIOLIEH OPraHU3alMOHHON CPEIbl U CO3/IaHUS €IUHOW CHUCTEMBI
MoTUBaluu Kommanuu) : MoHorpadus / A. E. bokoBus. - Jlokyment Bookread2. - Mockga :
NH®PA-M, 2022. - 144 c. : un. - bubmuorp.: c¢. 139-142. - Ilpun.. - (Hayunas meicas). - URL:
https://znanium.com/read?id=393681 (mara o6pamenus: 03.03.2022). - Pexum jgocrtyma: s
aBTopu3. mosib3oBaTenei — ISBN 978-5-16-004523-8. - TekcT : 31eKTpOHHBIH.

9. MeHeKMEHT: TPaJulMOHHBIE M COBPEMEHHBIE MOJIETH : cIipaB. mocobue / B. B. ®unatos
[ ap.] ; mox pen. B. B. Kusizea u JI. C. Ilerpocsna. - Jlokyment Bookread2. - Mocksa : UHOPA-
M, 2022. - 475 c. - bubmmorp.: c. 462-468. - (CnopaBounuku "MHOPA-M"). - URL:
https://znanium.com/read?id=356055 (mara o6pamenus: 05.09.2022). - Pexum gocrtyma: s
aBTopu3. noss3oBareneit — ISBN 978-5-16-012235-9.- TekcT : 3MeKTpOHHBIN

10. PomanoBuu, XK. A.CepBucHasi [eATEIBHOCTb : ydel. Ui BY30B IO CIEIUATbHOCTH
"Cepsuc" (o o6n. npumenenusi) / C. JI. Kanaues ; mox o6m. pea. XK. A. PomanoBuua. - 7-e us.,
ctep. - Hokyment read. - Mocksa : JlamkoB u K, 2019. - 2843 c. - bubnuorp.: c. 275-277. - lpu.. -
URL: https://znanium.com/read?id=358379 (marta obOparenus: 15.10.2020). - Pexum mocryma: s
aBTopu3. mosib3oBaTenei — ISBN 978-5-394-03453-4.- TekcT : 3J1eKTPpOHHBIH.

11. CemenoB, A. K. OpranuzanuoHHOE TMOBEACHHE : Y4eO. ISl CTYJIEHTOB BY30B IIO
HamnpaBleHUIo NoAroT. "MenemxmenT" (kBanudukanus (crenens) "Oakanasp") / A. K. Cemenos, B.
. HaboxoB. - 2-¢ m3a. - Jlokyment read. - Mockga : JlamkoB u K, 2020. - 272 c. - bubmuorp.: c.
266-268. - (Yuebnbie u3nanus s 6akanaspos). - URL: https://znanium.com/read?id=358190 (xarta
obpamenust: 16.12.2020). - Pexxum goctyna: mis apropu3. nojib3oBateneit — ISBN 978-5-394-03578-
4.- TeKcT : 31IeKTPOHHBIN.

12. CepBuc: opranu3zaiysi, ynpaBJeHHE, MapKETUHT :@ y4eO. A BY30B IO HaIpaBICHUSM
noarot. "Cepsuc", "Typusm", "T'octuneu. geno", "Menemxment" (ypoBeHb OakanaBpuata) / E. H.
Bonx [u ap.]. - Jokyment read. - Mocksa : [lamkos u K, 2019. - 250 c. - bubnuorp.: c. 247-248. -
Tect. 3amanus. - (Yuebuble usmanus i 6akamaBpos). - URL: https://znanium.com/read?id=353585
(mata obpamenus: 23.06.2022). - Pexxum goctyma: s aBropu3. noib3oBateneid — ISBN 978-5-394-
03140-3.- TekcT : 3MEeKTPOHHBIH.

13. CunsieBa, 1. M. MapkeTHHT B TpEANPHHUMATEIECKON JEATEIEHOCTH | y4e0. ISl DKOH.
BY30B 10 HampasieHuto "OkoHomuka" / . M. Cunsiea, C. B. 3emmsik, B. B. Cunsies ; nopg pen. JI.
I1. JamkoBa ; @unancoBsiii yH-T nipu [IpaBurenscree PO. - 6-¢ uzm., crep. - Jlokyment Bookread2. -
Mocksa : J[lamkoB u K, 2019. - 266 c. : wni1 - bubmmorp.: c. 265-266. - URL:
https://znanium.com/read?id=358543 (mara oGpamienus: 15.10.2020). - Pexum pgocrtyma: s
aBTopu3. noss3zoBareneit — ISBN 978-5-394-03160-1. - TekcT : 2I€KTPOHHBIN.

14. YyebHO-MeTOAMYECKOE MTOcOOUE TIO0 AUCIUIUIMHE "YTpaBlieHHEe B3aUMOOTHOIICHUSIMU C
KJIIMEHTaMH" : Juisl cTyAeHTOB HampasieHus noiaror. 38.03.02 "MenemxMeHT" HampaBlIEHHOCTU
(mpoduns) "Ymp. npoekramu" / IloBomk. roc. yH-T cepBuca (®PI'bOY BO '"IIBI'YC"), Kad.
"JKOHOMUKA, Opr. U KomMmep. aearenbHocTh" ; cocT. C. 1. Kykuna. - Jlokyment Adobe Acrobat. -
Tomesttn : TIBI'YC, 2018. - 1,05 Mb, 45 c. - bubmwmorp.: c. 41-42. - Tlpmn.. - URL:
http://elib.tolgas.ru/publ/Metod_UVsKb_BMNUP_09.07.2018.pdf (nara o6pamenus: 21.10.2020). -
Pexxum goctymna: st aBTOpu3. MoJib3oBaresied — TeKCT : 3JEKTPOHHBIN.

5.2. TlpodeccuonanbHble 0a3bl JaHHBIX, HMH(OPMALUOHHO-CIIPABOYHbIE CHCTEMBI,
HHTEePHET-pPecypcehl
1. eLIBRARY.RU : HayuyHas snekrpoHHas 6ubanoTeka : caidT. — Mocksa, 2000 - . - URL:

https://elibrary.ru (mara oOpamenus: 03.12.2021). — Pexum pgoctyna: st 3aperucTpup.
nosib3oBaTesnen. — TeKeT: JIeKTPOHHBIM.
2. Emunoe okHO JocTyma K oOpa3oBaTellbHBIM pecypcam : cait. - URL

http://window.edu.ru/ (mata oopamenus: 03.12.2021). - TeKCT : AIEKTPOHHBIH.


https://znanium.com/read?id=371613
https://znanium.com/read?id=393681
https://znanium.com/read?id=356055
https://znanium.com/read?id=358379
https://znanium.com/read?id=358190
https://znanium.com/read?id=353585
https://znanium.com/read?id=358543
http://elib.tolgas.ru/publ/Metod_UVsKb_BMNUP_09.07.2018.pdf
http://window.edu.ru/
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3. MHTYWUT. HaumonaneHbiit OTKPBITEIA YHUBEPCUTET : caiiT. - Mocksa, 2003 - . - URL :
http://www.intuit.ru/ (mara oopamienus 03.12.2021). - TeKcCT : 2JIEKTPOHHBIH.
4. Koncynwrantllntoc : cipaBouyHas mpaBoBas cuCrema : cait / 3A0 «Koncynsrantllmocy.

— Mocksa, 1992 - . - URL: http://www.consultant.ru (mara o6pamenus 03.12.2021). - Tekcr :
3JIEKTPOHHBIMN.
5. YuuBepcurerckas uH(popmanmonHas cucrema POCCHUSA : caiit. - URL

http://uisrussia.msu.ru (gara oopamenus: 03.12.2021). - Tekcr : 3ACKTPOHHBIA.

6. DnexrponHas O6uOnuoTeyHas cucreMa IIOBOMKCKOrO TOCYZapCTBEHHOTO YHHBEpPCHTETA
cepsuca : caidt / ®I'BOY BO «IIBI'YC». — Tomssarti, 2010 - . - URL. : http://elib.tolgas.ru (mara
obpamenus 03.12.2021). - Pexxum goctyma: 1ist aBTOpU3. MOJAb30BaTee. - TeKCT : 2JIeKTPOHHBIN.

7. DnekTpoHHO-OMONIMOTEUHass cuctema Znanium.com : caiit / OO0 "3HAHUYM". —
Mocksa, 2011 - . - URL.: https://znanium.com/ (nata oopamenust 03.12.2021). - Pexxum gocTyma: st
aBTOPU3. II0JIB30BATENEH. - TEKCT : AIIEKTPOHHBIN.

8. DmnektponHO-OubGIMOTEeuHas cuctema Jlans : caiit / OOO "OBC JIAHbB". - Mocksa, 2011
- . - URL: https://e.lanbook.com/ (mata oGpamierust 03.12.2021). - Pexxum goctymna: s aBTOPH3.
MOJIb30BaTeNeh. - TEKCT : AIIEKTPOHHBIH.

5.3. IIporpammHoe obecnieueHue

NudopmanmronHoe obecriedeHrue y4eOHOro Mpolrecca Mo TUCIMILIMHE OCYIIECTBIISCTCS C
UCTIOJIb30BAaHUEM  CIIEAYIOLIET0 MPOTPaMMHOTO obecrieueHust (JIMIEH3MOHHOTO M CBOOOIHO
PacIpoCTPaHsIEMOro), B TOM YHCIIe OTEYECTBEHHOTO IIPOU3BO/ICTBA:

Ne o/ HaumenoBanme YciaoBus gocryna
1 Microsoft Windows W3 BHYTPEHHEN CETH YHUBEPCUTETA (JINIIEH3MOHHBIH JIOTOBOD)
2 Microsoft Office U3 BHYTPEHHEN CETH yHUBEpCHTETA (JIUMIIEH3UOHHBIH JOrOBOD)
3 KoncynprantlLimtoc U3 BHYTPEHHEH CETH YHUBEPCUTETA (JIMLIEH3MOHHBIH JI0r0BOD)
4 CJ10 MOODLE 13 000 TOYKH, B KOTOPOH MMeeTcst TOCTyI K ceTn lHTepHeT
(JTUTICH3MOHHEIHA JOTOBOP)



http://www.consultant.ru/
http://elib.tolgas.ru/
http://www.garant.ru/
http://www.garant.ru/

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

[TomemieHust mpeACTaBiIsAOT cO00M yyeOHbIE ayIUTOPUU JJISl MMPOBENEHUSI YUeOHBIX 3aHATHI,
NPEIYCMOTPEHHBIX YYEOHBIM IUIAHOM H pabodeld MporpaMMoOd JUCIMIUIMHBI, OCHAIEHHBIE
000py/I0BaHUEM M TEXHUYECKHUMH CPEICTBAMU O0OyUEHUS.

3aHATUSA JIEKIMOHHOIO THNA. YueOHble ayAWTOPUHM JUIS 3aHATUH JIEKUMOHHOTO THIIA
YKOMILIEKTOBAaHbI MEOENIbIO M TEXHUUYECKUMHU CPEeICTBAaMU O0YUEHUs, CIIYKAIlUMU JJIsl IPEICTaBICHUS
yueOHoIi nHpopManuu (CTallMOHAPHBIE WK TIEPEHOCHBIE HAOOPHI IEMOHCTPAIMOHHOTO 000pYIOBaHUS
(IpoeKTOop, APKpaH, KOMITBIOTEP/HOYTOYK), ydeOHO-HarsaHble MocoOus (Mpe3eHTalud 10 TeMaM
JeK1Mi), 00ecCreurBaolie TeMaTHYeCKHe WILTIOCTPAIMKM, COOTBETCTBYIOLINE IAHHOW IMpOrpaMme
JVCLIUATUTAHBL.

3aHATHSA CeMHMHAPCKOro TUNAa. Y4eOHble ayAUTOpPUU [UIsl 3aHSATHH CEMHHApPCKOTO THIA
YKOMIUIEKTOBAaHBI MEOENIbIO U TEXHUYECKUMHU CPEICTBAMH 00YUEHUS, CITYKALTUMHU IS TPEICTABICHHS
yueOHol nH(popManuu (CTallMOHAPHBIE WK TIEPEHOCHBIE HAOOPHI IEMOHCTPALIMOHHOTO 000pyI0BaHUs
(IpoeKTOop, 9KpaH, KOMITbIOTEP/HOYTOYK).

IIpomexyTounas arrecramusi. [[nsg mnpoBedeHHs NPOMEKYTOYHOW arTecTaluu Mo
JTUCHUTUTMHE HWCTOJB3YIOTCS KOMIIBIOTEPHBIE KJIACChl, OCHAIICHHBIE KOMITBIOTEPHON TEXHHKOW C
BO3MOXXHOCTBIO MOAKIIOUEHUs K ceTu «VHTepHeT» MU obecrmeueHueM JocTyna B O3JIEKTPOHHYIO
UH(POPMALIMOHHO-00pa30BaTENbHYIO  CpeAy  yHUBEpPCHUTETa  W/MIM  y4eOHBIE  ayJUTOpPHH,
YKOMILIEKTOBaHHBIE MEOEIIbI0 U TEXHUYECKUMU CPECTBAMH O0yUYCHHUSI.

CamocTosiTeibHasi pabora. IloMemeHuss Ui CaMOCTOSATENBHOM PabOTHI  OCHAIICHBI
KOMIIBIOTEPHOH TEXHUKON C BO3MOXHOCTBIO MOJKIIOUEHUs K cetu «lHTepHeT» W HOCTymoMm K
AJIEKTPOHHOM  MH(OpPMAIMOHHO-00pa30BaTENbHOM  cpele  yHHBepcuTeTa. Jns  opraHuzaiuu
CaMOCTOSITENIbHOM pabOThl 00YJAIOIIUXCS UCTIOTIB3YIOTCS:

—  KOMIIBIOTEPHBIE KJIACCHl YHUBEPCUTETA;

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

DJleKTPpOHHAsA HH(OPMAIIMOHHO-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 000 TOUKH, B KOTOPOM HMMeEETCs AOCTYN K HH(OPMAIMOHHO-
TEJIEKOMMYHHUKAIIMOHHOH ceTh «/IHTepHeT», Kak Ha TEpPUTOPUH YHHBEPCHUTETA, TaK M BHE €€.

OUOC yHuBepcurera 00eCreurnBaeT:

— JIOCTyH K Y4eOHBIM IUIaHaM, paboduM Mporpammam AMCHUILIMH (MOJyJei), mporpaMmam
NPaKTUK, OJIJIEKTPOHHBIM YYEOHBIM M3JaHUAM U DJIEKTPOHHBIM 00pa3oBaTENbHBIM pecypcam,
YKa3aHHBIM B pa004YHUX MporpaMMax JUCHUIUIMH (MOIyJel), MporpaMMax MpaKkTHK;

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

B cnyuae peanmuzanmu 00pa3oBaTeNbHOM MHpOrpaMMbl C MPUMEHEHHEM 3JEKTPOHHOTO
00y4eHus, AMCTaHIMOHHBIX 00pazoBaTenbHbIX TexHOoIorui MOC nonoiHuTeNbHO 00ECIeUnBAET:

— (¢ukcamnuo xoa 06pa3zoBaTeIbHOTO MPOLECCa, PE3yIbTATOB IPOMEXYTOUHON aTTeCTallUU U
pe3yabTaTOB OCBOEHUS 00pa30BaTeNbHOI MPOrpaMMBbl;

— TpoBe/leHUE YUYeOHBIX 3aHSITHH, MPOIENYp OICHKH PE3yJIbTaTOB OOyUYEHUS, pean3amus
KOTOPBIX  TNPEIyCMOTpEHa C  TPUMEHEHHEM  DIIEKTPOHHOTO  OOydYeHHs, IUCTAaHIIMOHHBIX
00pa30BaTeNbHBIX TEXHOJIOTUH;

— B3aUMOJICHCTBHE MEXIy Yy4YaCTHHKaMH OO0pa3oBaTeIbHOTO TIpoIlecca, B TOM YHCIE
CUHXPOHHOE U (MJIM) aCHHXPOHHOE B3aMMO/IEUCTBUS TOCcpeACTBOM ceTH «MHTepHeT».
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1. OCOBEHHOCTH OPI'AHMU3ALINN OBYYEHUA  JIA JIMIQ C
OT'PAHUYEHHBIMHU BO3MOKHOCTAMMHU 31I0POBbs 1 UHBAJINIOB

[Ipu HEOOXOmMMOCTH pabovas TporpaMMa IUCIHUILIMHBI MOXXET OBITh aanTUpOBaHA s
obecrnieueHrss 00pa30BaTEILHOTO MPOIECCa MHBAIHMIOB M JIMI C OTPAaHUYCHHBIMH BO3MOXHOCTSMU
3JI0POBbSI, B TOM YHCIIE ISl JUCTAHIIMOHHOTO oOy4eHus. [l 3Toro Tpedyercs 3asiBIICHHE CTyICHTA
(ero 3aKOHHOTO TIPEJICTABUTENSI) W 3aKIIOUEHUE TICHXOJIOTO-MEINKO-TIEAAroTn4ecKO KOMHUCCUU
(TIMIIK).

B cnyuae HEOOXOAMMOCTH, OOYJAIOIIMMCS U3 YMCIIA JIUI] C OTPAaHUYCHHBIMH BO3MOYKHOCTSIMH
3M0pOBbs (1O 3asiBIICHWIO OOy4aromierocs) a JUisi WHBAIKMIOB TakKKe B COOTBETCTBUH C
WHAUBUIYAILHON TIpOrpaMMOii peabuIuTaIy HHBATKUA, MOTYT MIPEJIaraThCs CICIYIOIINE 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 3PCHUS: B Me4aTHOU (opMe yBeIWYCHHBIM mpudToM; B Gopme
3JIEKTPOHHOTO JOKyMEHTa; B (hopme ayauodaiina (mepeBoa yueOHbIX MaTepHalioB B ayaunodopMmar); B
neyatHoil Qopme Ha s3pike bpaiinsg; WHIMBHIyadbHBIE KOHCYJIBTAIlMM C IMPUBICYCHUEM
TUQIIOCYPIOTIEPEBOAUNKA; MHINBUIYAIbHBIC 3a]]aHUS U KOHCYJIbTAIINY;

— JUISl TUI] ¢ HAPYIICHUSMH CIyXa: B IMe4aTHOU ¢opMme; B popMe 3IEKTPOHHOTO JTOKYMEHTA;
BUJICOMATEPHANIBI  C  CYOTHTpaMHW;  HWHIWBHIyaJIbHBIC  KOHCYJIbTAIlMM C  TPUBJICYCHHUEM
CYpJIOTIEPEBOIUMKA; UHANBUIYAIbHbIC 3a]JaHHUS U KOHCYJIbTAIINY;

— JUTs JIUI] ¢ HApYIICHUSMHU OIIOPHO-JIBUTATEIFHOTO armapara: B me4atHoi gopme; B Gpopme
AJIEKTPOHHOTO JOKYMEHTa; B popme ayauodaiina; WHINBHUyaTbHbIC 3aJaHUSI U KOHCYJIbTAIUH.



14

8. OHEHOYHBIE MATEPHAJIbI (®POHA OLEHOYHBIX CPEIACTB) JJIA
TEKYIEI'O KOHTPOJIAA YCIIEBAEMOCTHU U ITPOMEXYTOYHOU ATTECTALIUN

8.1. Omnucanue moKa3aTejeii W KpPUTEPHEB OIEHUBAHMS KOMIETEHUIMiIi Ha
Pa3JIHYHBIX 3Tanax uX GopMHUPOBAHNSI, ONTHCAHUE IIKAJ Ol[eHUBAHUS

Jlnsi OLIEHKM 3HAaHWK, yMEHUWI, HAaBBHIKOB M YPOBHSA C(HOPMUPOBAHHOCTH KOMIIETEHIIMU I1O
JTUCIUIIIIMHE TPUMEHSETCS OallIbHO-PEUTHHTOBas CHCTEMa KOHTPOJS M OICHKHU YCIEBaeMOCTHU
CTYIEHTOB. B OCHOBY Oa/TbHO-pEHTHHTOBOM CHCTEMBI ITOJOXEHBI MPHHIIUIIBI, B COOTBETCTBHH C
KOTOPHIMU (DOPMUPOBAHHE pEHUTHUHTA CTYACHTA OCYIIECTBIISICTCS B XOJ€ TEKYIIEro KOHTPOJIS
ycneBaeMocTd. MakcumanbHOe KoimdecTBO 60amioB B cemectpe — 100.

HIkana oueHKH pe3yJabTaTOB 0CBOEHUS AU CHUIJIMHBI,
c(hopMHUPOBAHHOCTH Pe3yaIbTATOB 00y4eHUs

®opmMa npoBeeHNs IIIkanbl OEHKH YPOBHS
NPOMEKYTOYHOM c(opMHPOBAHHOCTH IIIxana oeHKH YPOBHS 0CBOEHHUS JUCHUTINHBI
aTTecTaluu pe3yJabTAaTOB 00yUeHHS
VYposHeBas mkana | 100 6anpHas 100 GanbHast 5-0aypHas mKana, HemuddepeHm
OLICHKH nikana, % nikana, % nu dhepeHIIpoBaHHAs poBaHHas
KOMITETCHITHH oleHKa/0amt OIICHKA
JIOTIIOPOTOBBIN HIKe 61 HIDKe 61 «HEYAOBIICTBOPUTEIBHOY / HE 3a4TECHO
2
3a4er MOPOTOBBIi 61-85,9 61-69,9 «YIOBJICTBOPUTEIBHOY / 3 3a4YTCHO
70-85,9 «xopomoy / 4 3a4TEHO
TIOBBIIICHHBIH 86-100 86-100 «OTIMYHOY / 5 3a4TEHO

[lo wutoram Tekyuieil ycleBaeMOCTH CTYAEHTY MOXET ObITh BBICTaBJIIEHA OLIEHKA IIO
IPOMEXYTOUHOW aTTecTallul B COOTBETCTBMM 3a HaOpaHHbBIMM 3a cemecTp Oamiamu (1O
HAKOMUTEIILHOMY pedTuHTY). CTyneHTaM, HaOpaBIIMM B XOJI€ TEKYIIETO KOHTPOJIS YCIEBAEMOCTH TI0
mucuuiuinHe oT 61 1o 100 GanoB M BBIMOJHUBIIUM Bce 00s3aTeNIbHBIE BHJIbI 3aINIAHMPOBAHHBIX
y4eOHBIX 3aHATUH, MO PEIIEHUIO MpernojaBaTesss 0e3 NMPOXOKIEHHUS MPOMEKYTOUHOW aTTecTaluu
BBICTABJIIETCS OLIEHKA B COOTBETCTBUH CO LIKAJION OLIEHKH PE3YJIbTaTOB OCBOEHUS IUCLUIIIMHBI.

Pesyabrar 00ydyeHuss cuurtaercs cGOpPMHPOBAHHBIM (MOBBILIEHHbIH YPOBEHb), €CIHU
TEOPETUYECKOE COJIEp’KaHHE Kypca OCBOEHO IOJHOCTBIO; MPU YCTHBIX COOECEIOBAaHUSX CTYAEHT
MCYEpIBIBAOIE, IOCIEI0BAaTENbHO, YETKO M JIOTUYECKH CTPOWHO H3yaraer y4deOHBIM MaTepual;
CBOOOJTHO CHpaBJsIeTCs C 3ajladyaMHd, BONpPOCAMHU M JPYTMMH BHJAMHU 3a/laHuil, TpeOyrommx
NPUMEHEHUs 3HAHUM, UCIOJb3yeT B OTBETE JOMOJIHMUTEIbHBIM MaTepuall; BCe IMPEAyCMOTPEHHbBIE
paboueil y4eOHOM mporpaMMmoil 3aJaHMsl BBIIOJHEHbBI B COOTBETCTBUM C YCTAHOBJIEHHBIMH
TpeOOBaHUSAMH, CTYJEHT CIIOCOOEH aHAJU3UPOBaTh IOJIYYEHHBIE pE3YJIbTaThl; HPOSBISET
CaMOCTOSITENIbHOCTh TPU BBINIOJHEHUH 3aJ]aHHM, KaueCTBO MX BBIIIOJHEHUS OLIEHEHO YMCIIOM 0aslioB
or 86 no 100, 4TO COOTBETCTBYET MOBBILIEHHOMY YPOBHIO C(OPMHUPOBAHHOCTH pE3yJIbTaTOB
00y4eHwusl.

Pesynbrar o00y4eHusi cumrTaercsi CcQOPMHMPOBAHHBIM (IIOPOrOBBLIH YPOBEHb), €CIIH
TEOPETUYECKOE COJEPKaHME Kypca OCBOEHO IIOJHOCTBIO; IPU YCTHBIX COOECENOBAaHUSX CTYAEHT
MOCJIEI0BATENbHO, YETKO M JIOTMYECKH CTPOWHO H3JaraeT y4eOHBIM MaTepual; CIpaBisercs ¢
3aJjayaMy, BONPOCAMHM M JPYrMMH BHJAaMHU 3aJaHui, TpeOyroluxXx MpUMEHEHHUs] 3HAHUN; BCe
IpeIyCMOTpEeHHBIe pabouell yuyeOHOM mporpaMMoil 3aJaHusi BBIIOJIHEHBl B COOTBETCTBHUHM C
YCTaHOBJIEHHBIMU TpPEeOOBAHUSIMH, CTYJIEHT CHOCOOEH aHAIM3UPOBATH IOJIYYEHHBIE PE3YJIbTaThI;
IPOSIBIISIET CaMOCTOSITENIBHOCTh IIPU BBINOJHEHMM 3a/aHUM, KadeCTBO WX BBINOJIHEHHUS OLEHEHO
yucioM OamioB oT 61 no 85,9, 4TO COOTBETCTBYET MOPOTOBOMY YPOBHIO C(HOPMHUPOBAHHOCTU
pe3ysIbTaTOB OOyUEHHUS.

PesyabTaT 00yueHusi cuuTaercsi Hec)OPMMPOBAHHBIM, €CJIM CTYJIEHT MPU BBINOJIHEHUH
3aJaHUil HEe JIEMOHCTPUpPYET 3HAaHUI yueOHOro Marepuana, JOMYCKaeT OIIMOKH, HEYBEPEHHO, C
OOJBIIMMU 3aTPyJHEHUSMHU BBIMOJHAET 3aJaHUSA, HE JIEMOHCTPUPYET HEOOXOIUMBIX YMEHHUH,
Ka4eCTBO BBIMOJIHEHHBIX 3a/laHUil HE COOTBETCTBYET YCTAHOBJIEHHBIM TPeOOBaHUSAM, KauecTBO HMX
BBINOJIHEHHS OLIEHEHO YMCIIOM 0ayioB HUXKE 61, 4TO COOTBETCTBYET 1OMIOPOrOBOMY YPOBHIO.
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®opMbI TEKYLIEr0 KOHTPOJIS yCeBaeMOCTH

@opMBbI TEKyIIero KOHTPOJIst KomnnuecTso KomnunuectBo 6amios Makc. BoO3M.
KOHTPOJBHBIX 3a | KOHTp. TOUKY KOJI-BO OaijioB
TOYCK
BrinonHeHne NpakTUYeCKUX 3aJaHuN 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 OLICHUBAaHUsA IIPEACTABIICHA B JJICKTPOHHOM yLIe6HOM Kypc€ IO OUCHUILIIMHE
http://sdo.tolgas.ru/.

8.2. TumnoBble KOHTPOJIbHbIEe 3aJaHusl WM HHble Matepuaabl A TEKYHIEI'O
KOHTPOJISA YCIIEBAEMOCTH

8.2.1. TunoBble 3aJaHUsl K MPAKTHYECKHM (CEMUHAPCKUM) 3aHATHIIM

IpakTuyeckoe 3ansaTHe Ne 1. KiineHTOOPpHEHTHPOBAHHBIN MOAX0] KAK KJIKYEeBOH aACIEKT
OpraHu3anuu 00CJIyKUBAHUS

3aganue 1.

ConocraBbTe TPATUIIMOHHBI MapKETHUHI, OCHOBAaHHBIM Ha TPAHCAKIHUAX, WU MapPKETHHT
BBaI/IMOOTHOIHeHI/If/'I 1A I[I/I(b(bepeHHI/IaHI/II/I IIOAXO0I0B B OTHOUICHUAX C HOKynaTeJIFIMI/I.
Ta6ymma — CorocTaBiaeHUE TPAHCAKITMOHHOTO MapKETHHTa M MApKETHUHTA B3aUMOCHCTBUIN

TpaHCaKIMOHHBI MAPKETHHT MapKeTHHT B3aUMOOTHOIIEHHI

3aganue 2.

CpaBHUTE MO3UIINU TPATUITUOHHOTO U KIMEHTOOPHUEHTUPOBAHHOTO MapKEeTHHTa
Ta6n1/1ua — CpaBHI/ITeJ'H)HaH XapaKTepI/ICTI/IKa Tpa}II/IHI/IOHHOFO nu KHHGHTOOpI/ICHTI/IpOBaHHOFO
MapKeTHHTa

®DakTopsl TpanuLMOHHBIA MapKETUHT KimentoopueHTHpOBaHHBII
MapKETHUHT

OTHo1IeHUE K TOTPeOUTENIO
I{eneBbie mokazarenu

OtHouIeHne
K MapKETUHTY

[Toaxona k MIaHUPOBAHUIO

CrpykTypa ynpaBieHus

3ananme 3.

[IpuBeaute 1Mo TPU-TIATH NPUMEPOB IMOBBIIEHUS LEHHOCTH Onara [Uid KJIMEHTa 4Yepes
yIydlIEHUE NPOAYKTa U CHMKEHUE H3JIEPKEK KIMEHTA, OTCIEAUB LENOUYKY CO3LaHMs LIEHHOCTH U
YUUTHIBasi BPEMEHHOM Jar MexJy OOHapy>KeHHEM HM3MEHEHHH 3ampocoB KIUEHTOB (TpeOoBaHUM
pPBIHKA) U OTBETHOM peakLuel Ha 3TH U3MEHEHUS.
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3aganmue 4.

OneHurte NOPOAYKTUBHOCTh B3aUMOCBSI3€M MEXKIYy BHEIIHEH M BHYTPEHHEH cpenoi
OpraHu3aly, UMewlell  NpodecCHOHAIbHYI0  HPHUHAIJIEKHOCTb, HA  OCHOBE  YPOBHS
c(OpPMHPOBAHHOCTH MEXAaHU3MOB KJIMEHTOOPUEHTHPOBAHHOCTH.

3ananme S.
IIpoBenuTe aHanuTH4YecKUi 0030p AePUHUIMI OpUEHTALIUH HA KIIMEHTA.
Tabnuna — AHanuTuyeckuii 0030p AeGUHUINI OpUEHTAMU HA KIHEHTA

ABTOp, TOJ1 Onpenenenue Wcnonb3yemblii TEpMUH

CremnmaiiTe BBIBOJI.

3aganue 6.

IIpoBeauTe CPaBHHUTEJIbHBIM aHaaus3 Mozenei KJIMEHTOOPUEHTUPOBAHHOCTH u
TOBapOOPUEHTUPOBAHHOCTH.

Tabnuna — CpaBHHUTENBHAS XapaKTEPHCTUKA JIBYX MOJICNICH OPHUEHTUPOBAHHOCTH

XapakTepuCTUKU AKIIEHT Ha IOTPeOHOCTH AKIIEHT Ha TOBap
HOKyHaTest

Korz[a HUMCCT CMBICJI
HCIIOJIB30BaTh

Kak kinmnenTt MIPpUHUMACT
PEIICHUC O IMOKYIIKE

CpencrtBa

Termiora MOTEHIMAILHBIX
KJIMEHTOB

CloXXHOCTH

3ananmne 7.

B kxommaHuio mo mpogaxe HOYTOYKOB OOpaTHMJICS COTPYIHHK KpPYHMHOH koprnopauuu. Emy
HE00X0IUMO MPUOOPECTH HECKOJIBKO JECATKOB HOYTOYKOB JUIsl BceX pabOTHHUKOB B oduce. Kinuenr (u
¢bupMa, KOTOPYIO OH IPECTABISIET) yKE 3HAET 000 BCEX aKLHUAX, HO UMEET HECKOJIBKO BOMPOCOB U HE
3aKpBITBIX BO3PAKEHMI: yCIIEeT JIM MPOJABELl IOCTaBUTh W MOAKIIOYHUTH BCIO MAPTHIO TaPKETOB Ha
3TOH Henene?

Kak Oyner Bectu ce0si KITMEHTOOPUEHTUPOBAHHBIN MTpoaBel?

IIpencraBbTe NPaBUIbHBIN u HeNpaBUIbHBINA BapUaHTHI MOBEJICHUS
KIIMEHTOOPUEHTUPOBAHHOTO MPOJIaBLIa.

3aganue 8.

OrneHuTe KINEHTOOPUEHTUPOBAHHOCTh CEPBHCA OpraHU3alMM, UMEIOLIEH MpodecCHOHATBHYIO
MIPUHA]JIEKHOCTD, MO NMPEAICTABICHHBIM HUXKE KPUTEPHSIM:

- JUIMTEIbHOCTh OTHOIIEHUH C KIMEHTaMU;

- JIOJIs1 JTIOSTTbHBIX K OPraHU3allMU KIIMEHTOB;

- JI0J1s1 KJIMEHTOB, PEKOMEH/IYIOIINX Balll OpeH]T APYTHM MOKYIaTelsM;

- OOJIBIIION MJTM HEJIOCTATOYHBIN BBIOOP NEPCOHANIBHBIX MPENIoKeHUH (yIeabHbIN Bec B 00111eM
obbemMe);

- KOPPEKTHOCTh M BEXJIMBOE OOILIEHHE C KIUEHTOM, BHUMATEIBHOCTh K €ro npobsueme (1ois
CJIy4aeB C HEraTUBHBIMU pEKJIaMallUsIMHU);

- CUCTEMHOCTb U3YYEHHUS U MEPETPOBEPKH MPEANOYTEHUN KIIMEHTOB;

- Hanu4yre oOpaTHOM CBSA3M C MOKYTIATENEeM;

- IPUCYTCTBUE B pabOTe C KIMEHTAMHU «IIPABUI TPEX J1ay;

- HENIPEPHIBHOCTh AHAIIMTUKH JIEATEIBHOCTH OpPraHUu3alnu;
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- IO/IIEP>KKa KOPIMOPATUBHOM KYJIbTYPhI M CTUMYJIMPOBaHHE COTPYIHUKOB Ha padoTy;
- 3aMMCTBOBAaHHE Y KOHKYPEHTOB U JINJEPOB APYTUX OTPACIEH XOPOIINX HJIEH.

3aganue 9.
Ilo

npeacTaBJICHHBIM B

TadJInIe

pe3yibTaTtamMm

3aMepoB

oKa3areien

KIIMEHTOOPUECHTUPOBAHHOCTH MPOBEIUTE aHAIIN3 YPOBHS KIMEHTOOPUEHTUPOBAHHOCTH B IMHAMUKE C
COCTABJICHUEM ITOSCHUTEIBHON 3aIIUCKH.
Tabmuia — Mcxonusle qanHbIe

Tlokazarenu

1 xBapTain

2 KBapTal

Wsmenenue, +/-, %

*BbIX0J] COTpYIHHUKA
HABCTPEUy K KIMECHTY,
CeK.

55

53

**OTBeT COTpYIHUKA
Ha 3aIpOoC IIPH OHJIANH-
CEepBHCE, CEK.

40

42

Housa ciydaes
MIPEICTABICHUS
COTPYAHUKOM
KiaueHTaMm, %o

95

97

J1oJ1s1 KOHTAKTOB C
IIEPEBOJOM
noTpeduTens Ha
pasrosop B
ITOJIOKUTEIILHOM pyClIe

87

91

*Crangapt opranuzanuu — 25 - 30 cek.
**Cranmapt opranuzanuu — 15 — 20 cek.

3ananue 10.

HpOBeI[I/ITC CpaBHHTeHLHLIﬁ aHaJIW3 KOHICHIIHUI YIIPpABJICHUSA

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

B3aMMOOTHOIICHUAMH C

Tabnuna — CpaBHUTENbHAS XapaKTEPUCTHUKA KOHIICTIINI YIIpaBJICHUsI B3aUMOOTHOIICHUSIMU C

KIIMCHTaMH

XapaKkTepruCTHKA

Konmermms 1

Koumermmsga 2

Konnemnmms n

Kto ynpasisier
OTHOLIEHUSMHU

st xoro ynooHee
OusHec

OTHOILIIEHHUE K
KJIMEHTaM

Hammune
MPUHYXKJICHUS K
onpeIeICHHBIM

JEUCTBUSIM

Kak uyBcTByeT cebs
KJIMEHT

Urto siBRsIETCS IEHTPOM
OpraHu3alu
OTHOIIIEHUH
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3aganue 11.
VYKaKuTe OCHOBHBIE IPEUMMYLIECTBA AKTHBHOIO HMCHOib30BaHusA Mozaenu SaaS (IIO kak
yciyra). Haiinure u oTpa3ute g1aHHBIC O TMHAMHKE phiHKa SaaS B Poccum.

HpaKTI/I‘IeCK()e 3ansaTHe Ne 2. HOCTPOCHHC CUCTEMBI KIIUCHTOOPHUCHTUPOBAHHOI'0 CEPBHUCA
B Opranu3anvm

3aganue 1.

[IpoBenuTe wu3MepeHUE JIOSUIBHOCTH KIMEHTOB HamOojee W3BECTHOM KOMMEpPYECKOU
opranusaiui B npodeccuonanbhoit chepe (b2b wmm b2c cermenr). [y u3MepeHHUs JOSIIBHOCTH
KIIMEHTOB HCIOJIb3YHTE CIEAYIOLIUE MEK/TyHAPOIHbIE TOKA3ATENH:

- UHIeKC JosibHOCTH NPS

- UHJEKC YJIOBJIETBOPEHHOCTH KJIMeHTOB CSI.

[IpouHTepIpeTUPYITe TOMyYEHHBIC PE3YyJIbTATHl B CBSI3KE MJIsI TOHWMAHUS: TPUBOIWUT JIH
ynosierBopeHHocTh (CSI) k nosutbHOCTH (NPS).

3aganme 2.

[IpoBeauTe wu3MepeHUE JIOSJIBHOCTH KJIMEHTOB HamOoOJiee U3BECTHOM KOMMEPUYECKOU
opranusaiui B npodeccronanshoii chepe (b2b mmm b2¢ cermenr). [y u3MepeHHs JOSIBHOCTH
KJIMEHTOB UCIIOJIB3YNUTE CIEAYIOIINE MEKIYHAPOIHBIEC TIOKA3aTEIH

- Repurchase Ratio - ko3¢ ¢uimeHT Boikyma

- Upselling Ratio - koadduimeHt mpogax.

[IpouHTepnpeTUpyiiTe MOITYyYEHHBIE PE3YIbTATHI.

3aganme 3.
[IpoBenuTe aHanuTUYECKU 0030p AeHUHUIHIA KITMEHTOOPHEHTUPOBAHHOMN CTpaTETUN
Tabnuua — AnamuTuyeckuii 0030p AepUHUIINI KIMEHTOOPHEHTUPOBAHHOM CTpaTerun

ABTOp, rox Omnpenenenue [Ipumeyanune

CremaiiTe BBIBOJI.

3aganue 4.

Cohopmynupyiite OuzHec-cTpaTeruu Juisl H3BecTHOW Bam komMepueckoil opraHusanumy,
KOTOPBIC 633HPYIOTC$I Ha MOHATHHU IIEPCOHATIU3AIIUN OTHOIIIEHUH C KIIMEHTAMH.

Cpenu HampaBJIeHUH, IO KOTOPBIM MOKET PEaIN30BBIBATHCS IEPCOHATN3AMS, BBIACISAIOTCS:

* IIPOLIECCH], O0ECTIeUnBAOIINE UHIMBUIYaTU3alMI0 IPOAYKTOBBIX MPEUIOKEHUN U KaHalIOB
KOMMYHHKAIMA C MOTpeOUTENsIMH Ha OCHOBE COOPaHHOW M NMpOaHAIM3UPOBAHHOW HMH(pOpMAIMU O
HUX, TpeABUACHHE TIOTpPeOHOCTEH KaXJIOro KIMEHTa Ha OCHOBE aHajin3a BCEW HAKOIJIEHHOU
UH(OPMALIUHU O KJIMEHTE, TPOrpaMMbl KIIMEHTCKOH JIOSITBHOCTH U IPUBEP>KEHHOCTH;

¢ IMpoaaxXxv, OCHOBAaHHBIC Ha KaCTOMH3alWHU TIIPOAYKTA TI0O[] HOTpe6HOCTI/I KJIMEHTA,
NPEUIOKEHUE JPYIMX NPOAYKTOB, PEIECBAaHTHBIX BBIABIEHHBIM HYXKIaM KIMEHTA, OpraHu3aluu
y2106HI)IX JJI KIIMEHTA IMPOUECCOB NPOJAXK, YUUTBIBAOIIUX 0COOEHHOCTH KaXXJ10Tro U3 HUX;

* cepBHC, OazupyrOUIMiics Ha WHIMBUAYaJIbHOM OOCITY>KMBAaHMM KaK COCTaBJISIONIEH yacTu
KaCTOMH3UPOBAHHOTO MPOJYKTa, YTO XapaKTepHU3yeTcs Oe3yCIOBHOM JOCTYMHOCTBIO HJISI Ka)JI0TO
KJIMEeHTa, yIOOHBIMHU, «Ha BBIOOP», KaHAJIaMU KOMMYHUKAIUH, BO3MOXXHOCTHIO CaMOOOCITYyKHBaHUS,
MOHUTOPHHIOM KaXXJ0ro KJIHMCEHTA C TOYKH 3pCHUA €ro YyAOBJICTBOPCHHOCTH YPOBHEM CCpPBHUCA,
MIMPOKUM IPUMEHEHHUEM MPENYNPEAUTENLHOTO 00CITyKUBAaHUSI.
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po¢eCCuOHATBHBIM

[lpuBenuTe 1O MATH NPUMEPOB TPEX YPOBHEH pa3BUTHS KIMEHTOOPUCHTHPOBAHHOCTH:
OpraHM3aIus ¢

3aganmue 5.
o0CITy)KUBaHUEM;

C  KayeCTBEHHBIM
o0cyXMBaHUEM; OpTaHu3anus popmara «IeHTP 0OCTY)KHBAHHS KIIMCHTOBY.

OpraHu3aIus
«Paccoptupyiite» mpeicTaBleHHbIE HIKE MPUMEPhl Ha OTHOCSIIMECS U HE OTHOCALIUECS K

3aganue 6.
KJIHGHTOOpI/IeHTI/IPOBaHHOCTI/I.
1. B koMIlaHuyW BHEApEHa MporpamMma JosiIbHOCTH KIIMEHTOB.
2. B koMIIaHuu €cTh CKPUIITHI IPOJAXK U PETJIAMEHTHI 110 pad0Te ¢ KIMCHTaMHU.

3. B xommanuu noctosiHHO 3amepsiercsa naaekc NPS.
4. KiimeHT, 10BOJIbHBIH 00CIy:KUBAHHEM, CTAJI OTHPABJATH B JAHHYI) KOMIIAHUIO CBOMX

apy3seii. Emy 3a 3710 eie u 00HycoOB 1aJjiu.
5. B xoMnanuu riaaBHbIN JIO3YHT - «KJIMEHT Bceraa mpas.
6. Y10BJIETBOPEHHOCTh KJIHMEHTOB CTOMT NpeBbIlIe NPUObLIM WJIM BPeMEHH OTBeTa Ha
Bonpocsl. K Tomy ke, B KOMIIaHUM He HYKHO CIPAIIMBATH Pa3pellieHUsl MeHelKepa, YTo0bI

yauBuTH KiaueHTa. [loatomy 75% moKkynok - noBTopHbIE 3aKa3bl.
7. B 3MMHHUH NepPHOJ MEeTANIMYECKHE PYYKH Ha JBepAX OTACJCHUH «0JeJm» B MATKHE U

NPUSATHBIE YeXJIbI.
8. B kodeiine Starbucks Ha Ka:XI0M cTaKaHYMKe MUIIYT UMS YejJ0BeKa, KOTOPOMY OH

NnpeaHa3Ha4YaeTcs.
Chopmupyiite criucok 0XUIAHUIN KIMEHTa W3BeCTHOW Bam koMmMmepueckoi opranuzanuu. [lo

3ananmue 7.
KaXJI0MY OKUJAHUIO ONIPEACIIUTE JIYUIIUI BApHUAHT OTBETHBIX JEHCTBUM.

3ananmue 8.

CpaBHI/ITC KOHTPOJIb OI‘paHI/I‘IeHI/Iﬁ KJIIMCHTAa, O6y‘lCHI/IC IepcoHajla MW BO3HAIrpaxJACHUC
KIIMCHTOOPUCHTUPOBAHHOCTH B ABYX KOMMCPUCCKHUX OpraHu3anuiax OoTpaciii.

3ananue 9.
CWJIBI KOPIIOPATUBHON KyIbTYphl JTaHHOM OpraHu3aiuu, ucronb3ys Meronuky JI. bpayn (unaekc

PazpaOotaiiTe mojokeHHEe O KOPHOPATUBHOW KyJIbType (Ha OCHOBE 00paslloB), CUMBOJIUKY
MRI™) ¢ nocTpoeHreM KpyroBoil quarpammsl. [IponHTepnpeTupyiite pe3yabTaThl HCCIEI0BAHUS.

KOPIOPAaTHBHOW KYJBTYpPHI I KOHKPETHOM KOMMEpUYECKOW opraHumsauuu. IIpoBenute nsmepeHue

BHentiime axrops

“zvmpmecnue Derg
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BHYTpeHHHE akTopsl

3aganue 10.
OTBeTUTDH HA CIEAYIOIINE BOIPOCHL:
1) Ecte 11 Ha peiHKe Bamieit opranu3anyy mpuBepeIinBble KIIMEHTHI?
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KTo0 noBsbImaeT ux npuBepeiinBOCTh?

Kak 6s1cTpo oHa pacret?

Uto Baia opranuzaius ¢ 3TUM HaMepeHa JeaaTh?

2) Ha kakoMm ypOBHE KIMEHTOOPHUEHTHPOBAHHOCTH HAXOAWUTCsA Bama xkomMmaHus M KakoBa
TeHaeHuus’?

Bam ypoBeHb KIIMEHTOOPHEHTUPOBAHHOCTH MOBBIIIASTCS WIIA TTOHMKACTCS?

3) [TpuBenure PUMEPBI KOHKYPUPYIOIIHUX OpraHu3aluii, B KOTOPBIX
KITMEHTOOPUCHTUPOBAHHOCTD:

a) CIIOHTaHHas,

0) perlaMeHTHpPOBaHHAsI,

B) HEOThEMIIEMAsl YaCTh KOPIIOPATUBHOU KYJIbTYPBI

3apanme 11.

PazpabGoraiiTe MaTpuily KIMEHTOOPHCHTHPOBAHHOCTH JUISI KOHKPETHOM KOMMEPUYECKOU
OpTaHM3AINH CO CIICAYIONIEH CTPYKTYpOil paboT:

1 - ®dopmMupoBaHue peecTpa JOKHOCTESH

2 - Jleranu3anus. Beinenenue rpeitioB, IOCTPOSHUE MATPHUITBI

3 - Ilox6op/ pa3paboTka HHCTPYMEHTOB OIICHKH JJIsi KaXXI0ro rpeiiaa

4 - TTonbop/ pa3paboTka 00YJAOIIMX MPOTPaMM JIJIsl KaXI0T0 Tpeiaa

5 - Pazpabotrka u cornacoBanue Ilomokenus 00  omeHke U 00ydeHUU
KITMEHTOOPUECHTUPOBAHHOCTH.

3ananme 12.

[IpoBeanTe ayAUT BOCIPUATHUS KIMEHTOM BCEX TOUYEK CONPUKOCHOBEHHUS C Balllel KOMIIaHUEH.

[Ipenmnonaraemble HapaBIeHUS IPOBEACHUS ayIUTa KIMEHTOOPUEHTUPOBAHHOCTHU

+ Ananu3 Hanuuus, 3QpPEeKTUBHOCTH U HANPaBJICHUN YCUJIEHHUS MTPOrpaMM O0pbObI ¢ OTTOKOM,
3aMbIKaHUS U YBEJIMYEHUS JIOSIIBHOCTH MTOKYTIaTenen

+ OueHka M HaNpaBlCHUS COBEPUICHCTBOBAHUSA KaJpPOBOIO COCTaBa C TOYKH 3pEHHS
KIIMEHTOOPUEHTUPOBAHHOCTHU

+ AHain3 HMEIUXCS W TNPOBEACHHE pacueTa JpYrMX IIOKasaTelled W3MEpEHHUs
KIIMEHTOOPUEHTUPOBAHHOCTHU

+ IIpennoxkeHus o CTUMYIMPOBAHUIO MTOJIOKUTEIBHBIX OT3bIBOB IMOKYIIATENEH O KOMIIAHUU

+ AHalu3 U NpeAsio’KeHUs M0 COBEPIIEHCTBOBAHUIO OCHOBHOTO MPOIEcCca U KOPPEKIMH TOUEK
IIpoBaja Jyisl JIydlied KIMEeHTOOPUEHTUPOBAaHHOCTH

+ AHanu3 U TOpeUIOKEHHS MO0 YIYYIIEHUIO KIMEHTOOPUEHTUPOBAHHOCTH IOMELICHUH,
JIOKYMEHTOB, YIIAaKOBKH, CaiiTa U APYTUX MaT€pUAJIbHBIX U HEMATEPHAJIBHBIX HOCUTEIIEH

+ AHanu3 ¥ NpesIoKeHNs 0 ONTUMH3AIUU pabOThl CUCTEM 00paTHOM CBSI3U U Kajo0.

3ananmne 13.

IIpoBenuTe ayauT B3aUMOJEHCTBUSA MEXy COTPYAHUKAMH U OTZEJIaMH B Balllell KOMIIAHHUH.

[Ipenmnonaraemple HampaBIeHUS MPOBEACHUS ayIUTa KIMEHTOOPUEHTUPOBAHHOCTHU

+ AHanu3 Hanu4uus, 3pGEKTUBHOCTH U HAIIPABICHUH YCUIICHUS MPOrpaMM OOpbOBI C OTTOKOM,
3aMbIKaHUS U YBEJIMYEHHUS JOSAIbHOCTH MOKYTaTenen

+ OuneHka W HampaBJl€HMs] COBEPLIEHCTBOBAHMS KaJpOBOIO COCTaBa C TOYKU 3PEHMUS
KIIMEHTOOPUEHTUPOBAHHOCTH

+ AHaiM3 HMEOIUXCS U TNPOBEACHHME pacueTa JpYrMX IOKa3aTelled W3MEPEHHUs
KIIMEHTOOPUEHTUPOBAHHOCTHU

+ IlpennoxeHus o CTUMYJIMPOBAHUIO MIOJIOKUTENBHBIX OT3bIBOB MOKYIIATENEH O KOMIIAHUU

+ AHallu3 U NpeAsIoKEeHUs M0 COBEPIIEHCTBOBAHUIO OCHOBHOTO MPOIECCa U KOPPEKIIMH TOUEK
IpoBaja Jyisl JIydled KIMeHTOOPUEHTUPOBAHHOCTH

+ AHanu3 U TOPEeUIOKEHHUS MO0 YIYYIIEHUI0 KIMEHTOOPUEHTUPOBAHHOCTH IOMEILIEHUH,
JIOKYMEHTOB, YIIAaKOBKH, CaiiTa U APYTUX MaTepUaIbHBIX U HEMATEpUAIbHBIX HOCUTENIEN

+ AHanu3 ¥ NpesIoKeHUs 0 ONTUMH3AIUN padOThl CUCTEM 00paTHOM CBSI3U U ajo0.
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3amanue 14.
PazpaboraiiTe cTanmapt OOCIyXHBaHHUSA AT KOMMEpPYECKOM OpraHM3alldd I0 OJHOMY W3

HaIpaBJICHUM:

Cranaapt noBeJeHUsI COTPYAHHUKA

CraniapT BHEIIHETO BUIa

Cranpapt TeneOHHBIX IEPETOBOPOB

CranmapTt BCTpEYH U MPOBOJIOB KIMECHTA

Crangapt npojaxk TOBapOB U YCIYT

Cranpapt npuema-repeaud CMEHBI

Cranmapt pabOThI B TEUCHHE CMEHBI

Crangapt oOCTyKUBaHUS KJIMCHTA B TCYCHHE CMEHBI

Cranmapt yoopku (IOMEIIeHHH, pabodero MecTa u T..)
Crangapt paboThI C )KanobamMu U peKIaMaIusIMH

Cranmapt paboTsl ¢ ocoObimMu kinenTamu (VIP, neTbMu, MHBATUIAMH | T.1T.)
CraHgapTt B3aMMOJICHCTBHSI TOAPA3ICIICHUN BHYTPH OPTaHU3AIIHH.

3aganme 15.

[Ipoananu3upyiiTe LENEBYIO AayAUTOPHIO XOPOIIO H3BECTHOW BaM KOMIAHUM B LEJAX
rereparuu BAY-¢pumiek. [Ipeanoxure Heckoibko BAY -umek. JlaliTe pekoOMeHIaIu, KaK JOOUThCS
BAVY-addekra, B TOM 4rclie U Ha 3JE€KTPOHHOM PBIHKE.

3ananmne 16.
Crhemnaiite mog0OpKy HanboJiee YacTO BCTPECUAIOIIUXCS BO3PAKEHUH CO CTOPOHBI KIUEHTOB H
noa0epuTe BapuaHThl OTBETOB HA HUX JIJISI BBIPAOOTKH CTaH/IAPTHBIX OTBETOB.

3aganue 17.
Pa3paboraiiTe aHKETYy «TallHOTO TOKYIATEIs» IS cOOpa HEOOXOIUMBIX JTAHHBIX.

IIpakTnyeckoe 3anaTue Ne 3. Uccienosanue norpedunresiei

3aganue 1.
CocraBbTe:

1.

10 BOIIPOCOB, KOTOPBIC TIOMOTYT IOHATH TCKYITYIO CUTYAlIUIO ITOKYIIATCJIA.

2. 5 BOIpoCoOB 0 MpobIeMax, ¢ KOTOPbIMU CTAJIKUBAETCS KIIUEHT.

3. 5 BOIPOCOB O MOCTEACTBUSIX ITUX MPOOIEM.

4 5 BOIPOCOB O BEPOATHBIX PEIICHMSAX, KOTOPBIE, IO MHEHHIO KIHEHTa, MOTYT €My
ITOMOYb.

5. 3 Bompoca, KOTOpbI€ MOMOTYT MPOJATh KIMEHTY YCIYTH, PEIIaoIIUe ero MpooOIeMBbl.

3aganme 2.

Hcnones3yss ONPOCHUMK [l JUArHOCTUKM LEHHOCTHBIX OpHeHTanuil kiueHta M. Poxkwnua,
BBICTYIasl B POJIM PECTIOHCHTA, IPOPAHKUPYHTE MPEJIOKEHHbIE B Ta0IHIIEe IEHHOCTH.

Tabauua
TepMuHAIbHBIE IEHHOCTH paHr HNHcTpyMeHTA/IbHBIE IEHHOCTH paHr
AKTUBHAA AeITeNbHAs )XKU3HDb AKKypaTHOCTb (UHCTOTLIOTHOCTH,
(TTOTHOTA ¥ SMOITMOHATBHAS YMEHHE COJICPKATh B MOPSJIKE
HACBIIIICHHOCTD YKU3HH ) BEIlH, YCTKOCTh B BEJICHUH JIE)

Ku3neHHas MypocTh (3pesocTb
CY)XJIE€HUU U 37paBbIii CMBICI,
JoCTUraemsle Onarojaps
KU3HCHHOMY OIIBITY)

BocnuranHOCTh (xoponme MaHCPBbI,
YMCHHUE BECTU ce0s B COOTBETCTBUU
C HOpMaMH KYJIbTYPBbI HOBC,Z[CHI/ISI)




22

3nopoBbe (pusndeckoe u
TICUXUYECKOE)

Bricokue 3anpocsl (BbICOKHE
TpeOOBaHUS K )KU3HU U BBICOKHE
IIPUTSI3aHUSA)

HNuTtepecHas padora

KusHepagocTHOCTD (ONITUMU3M,
YyBCTBO FOMOPA)

Kpacora npupoibl 1 uckyccTBa
(mepexuBaHKe IPEKPACHOTO B
MPUPOJIE U B UCKYCCTBE)

HcnomHuTenbHOCTh
(IMCIMTUTMHUPOBAHHOCTH )

JIt060Bb (MyxoBHAS U (hHU3MUECKas
OJIM30CTH C JIFOOUMBIM YEIIOBEKOM )

HeszaBucumocTs (crmocoOHOCTh
JIeCTBOBATh CAMOCTOSITEILHO,
PELINTENBHO)

MarepuanbHO obecriedeHHAs! )KU3Hb
(oTCyTCTBHE MaTepHaIbHBIX
po0Jem)

HenpuMupumocTh K HEIOCTaTKaM B
cebe u Apyrux

Hannuune xopowmmx u BEpHBIX Ipy3en

O06pa3oBaHHOCTH (IIMPOTA 3HAHUH,
BBICOKHI KYJIbTYPHBIN YPOBEHD)

OO0111ecTBEHHOE ITPU3HAHUE
(yBaXKeHHE OKPYKAIOIIUX,
KOJUJIEKTHBA, KOJIJIET)

OTBETCTBEHHOCTD (YyBCTBO J10JITa,
YMEHHE JIep’KaTh CBOE CIOBO)

[To3nanue (BO3MOKHOCTD
pacIIMpeHusi CBOero 00pa30BaHusI,
Kpyro3opa, o0Iel KyJIbTyphl,
MHTEIJIEKTYalIbHOE Pa3BUTHE)

Panmonanusm (ymMeHue 31paBo u
JIOTUYHO MBICIIUTH, TIPUHUMATh
001yMaHHbI€, palliOHAIbHbIE
penieHus)

[IponykTUBHas KU3Hb

(MakcHUMaJIbHO MOJHOE
HCIIOJIb30BaHUE CBOUX
BO3MOXKHOCTEH, CHJI U

CrocoOHOCTEH)

CaMOKOHTpPOJIb (CIEP>KAHHOCTb,
CaMOJIMCIUIUINHA)

Pa3Butue (pabora Haj coboii,
MOCTOSIHHOE (PU3HUECKOE U
JYXOBHOE COBEPIICHCTBOBAHHE)

CMeJIoCTh B OTCTauBaHHUH CBOETO
MHCHUA

CBo0opa (caMOCTOSITEIFHOCTb,
HE3aBHCHUMOCTbH B CY)KJICHUSX U
MOCTYIKaX )

YyTKOCTh (3a00TIUBOCTH)

CuyacrtiuBas ceMelHas KU3Hb

TepnuMocTb (K B3IISIIAM U
MHEHMSM JPYTUX, YMEHHE MPOIIATh
JIPYTMM WX OLIMOKH U
3a0JTy>KICHU)

Cuacthe npyrux (61arococrosiHue,
pa3BUTHE U COBEPIICHCTBOBAHNE
JpYyTuXx Jro/el, BCero Hapo/a,
YeJI0BEYECTBA B LIEJIOM)

[upora B3ras10B (YMEHUE NOHSThH
qyXYI0 TOUKY 3pEHUs, YBaXKaTh
MHBIE BKYChI, 00bIYan, IPUBBIYKH)

TBOpYeCTBO (BO3MOKHOCTD
3aHUMAaThCSl TBOPYECTBOM )

TBepaas Bousist (YMEHHE HACTOSITh Ha
CBOEM, HE OTCTYIIATh Iepe
TPYAHOCTSIMHU)




23

YBepeHHOCTh B cebe (BHYTPEHHSSA
rapMoHHUsl, cBOOOa OT BHYTPEHHUX
MPOTUBOPEUYNI, COMHEHHI )

YecTHOCTH (ITpaBAUBOCTD,
HUCKPEHHOCTD)

VY noBosbCcTBUS (IPUSATHOE,
HEOOPEMEHHTEIIbHOE
BPEMSTPEIIPOBOKICHNUE, OTCYTCTBHE
00s13aHHOCTEH, pa3BICUCHHS )

D} dekTHBHOCTD B jeTax
(TpynomroOue, MpoayKTUBHOCTD B
pabore)

Hucmpykyusn:

Bam npennaratrorcs nBa cnucka mo 18 nenHocteil. Bama 3agadya - mpopaHXUpOBAaTh MX IO
MOPSIIKY 3HAYUMOCTH Ui Bac kak mpUHIUIIOB, KOTOPBIMU Bel pykoBOACTBYeTECH B Bamei ku3Hu.
To ectp camomy BaxxHOMy Bbl nprucBauBaere Homep | U T.1., Tak YTO IO BOCEMHAILATHIM HOMEPOM
OyJeT uATH IIECHHOCTh HAMMEHEE 3HaYnuMasi Jyisl Bac.

PabotaiiTe He crema, BaymunBo. Ecnu B mporniecce paboTel Bl m3MeHHTE CBOE€ MHEHHE, TO
MOXXETE€ HCIpPAaBUTh CBOM OTBeThl. KOHEUHBINH pe3yiabTaT JOJKEH OTpaxkarh Bairy HCTHHHYIO
MO3ULIHIO.

Oopabomka pe3yiomamos:

BricTaBiieHHbIE UCTIBITYEMbBIM PaHTH LIEHHOCTEW OTPaXKatOT BAXKHOCTh KaXK/10M U3 HUX.

Baxxno moMHuUTH, 4TO B onpocHuke M. Poknya mikaiibl UMEIOT 0OpaTHBIN XapakTep:

. YEM MEHBIIE PAHT, TEM BbIIIE 3HAYMMOCTb LIECHHOCTHU /ISl PECIIOH/ICHTA;

. YEeM BBIIIIE€ PAHT, TEM HIKE 3HAUMMOCTh IIEHHOCTH.

Humepnpemayus pe3ynomamos:

[Tonyuyennas B pe3ynbTaTe UCCICAOBAHMS WHIWBUIyAIbHAS UEPAPXUsI IEHHOCTEH MOXKET OBITh
pazJiesieHa Ha TPU PaBHBIE TPYIIIbL:

. MpeANnoYnTaeMbIE IICHHOCTH, 3HaUnMbIe (panru ¢ 1 1o 6);
. unauddepentasie, 6e3pasnuunsie (7-12);
. oTBepraemble, He3HaunMble (13-18 panr uepapxumn).

[TonydenHble 1715 Kaxa0H U3 36-TH EHHOCTEN UX PaHTH, OTPAKAIOIINE 3HAUMMOCTh [IEHHOCTH
AJI1 UCHBITYEMOT'O, MOKHO HCII0JIB30BaTh B OMIIMPHUYCCKUX UCCIICAOBAHUAX IJIA BBIABJICHUS paznnqm‘/i
B TpYINAax WM JUIS aHAllM3a B3aMMOCBS3EH [EHHOCTHBIX OPHUEHTALUN C APYTUMHU TICUXOIOTUYECKUMHU
(dheHoMeHaMH.

Ilpumep ananusza pesynomamoe onpocnuxa Poxkuua:

Ha PUCYHKEC TMPUBCIACHBI CPECAHHUEC 3HAYCHUA TCPMUHAIBHBIX HGHHOCTCﬁ IMOAPOCTKOB
AKCIIEPUMEHTAILHOM (CIOPTCMEHBI) U KOHTPOJIBHOM (HE CIOPTCMEHBI) TPYIIIL.
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‘-'ll' B CNopresmedsl B He cnopTeMmeHL
PI/ICYHOK — Cpel[HI/IC SHAYCHUS PAHI'OB TCPMUHAJIBHBIX I_ICHHOCTCI\/'I
CTpykTypa TepMUHAIBHBIX LEHHOCTEH MOAPOCTKOB 0OEUX TPYII HOCUT CXOJHBIA XapakTep:

HanOoJiee 3HAYUMBI LOEHHOCTH 340POBLE, J'IIO6OBI), APYy3bid U CEMbs, HAMMCHEC 3HAYMMBbI — KpacoTa,
TBOPYCCTBO, CHACTHC APYTUX.
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[ToapocTku u3 o0enx MOATpyYII B OOJBIICH CTETICHH OPUEHTHUPYIOTCS Ha 3JI0POBBE, JTIOOOBD,
ceMbl0 U JApy3ed. He cTonp BaKHBIM SBIII€TCS OpUEHTALMs HAa KPAacoTy IPUPOABI U HCKYCCTBa,
TBOPYECTBO U CUACTHE JPYTHUX.

3aganue 3.

Ucnosnb3ys nennoctHseiil onpocHuk L. [IBapna, mpoBeauTe M3MEpEHUE UEHHOCTEM, UAEATI0B U
yOEXKICHU, OKa3bIBAIOIINX BIMSHUE HA JIMYHOCTH OTPEOUTENICH.

Hucmpykyus (vacmoy nepeas):

Cnpocute cebs: "Kakue 11eHHOCTH Ba)KHBI JUIsI MEHSI KaK PYKOBOJAIIME MPUHIUIBI B Moei
xu3Hn? Kakue 1ieHHOCTH MeHee BaKHBI i1 MeHsd?" Bamma 3amada: oIneHWTh, HACKOJBKO BakKHA IS
Bac xaxzaas IEeHHOCTb B Ka4eCTBE PYKOBOJSILETO IIPUHIMIIA B Bamen :Ku3HHU.

Ikana 11a OLEHKH:

. 7 - WCKIIIOYMTENBHO BaXKHAS B KAa4eCTBE PYKOBOJAIICTO MPHHIMIA Bamied Xu3Hu
IIEHHOCTH (OOBIYHO TAKUX IIEHHOCTEH ObIBaeT OHA-/IBE);

. 6 - oueHb Ba)KHA;

. 5 - mocTaToyHO BayKHAS;

. 4 - BaxkHas;

. 3 - He OYeHb BaXkKHad,

. 2 - MaJIo BayKHas;

. 1 - He BaxkHas;

. 0 - coBepIeHHO Oe3pa3IUYHAas;

. -1 - 3TO MPOTUBOIIOJIOKHO MTPHUHITUIIAM, KOTOPbIM BEI ciemyere.

Jo Toro, kak Bel HauHeTe, npounTaiite cnucok u3 30 LeHHOCTel U BbIOEpUTE OJIHY, KOTOpas
HauOonee BaxkHa JUisl Bac, m ouenure ee BaxHocth "7". Jlanee, BbIOEpUTE LIEHHOCTh HaMMEHeEe
BakHYI0 /uisi Bac u ouennte ee -1, 0 wim 1, cornacHo ee BaKHOCTH. 3aTe€M OIICHUTE OCTaBIIHUECS
neHHoctH (ot -1 o 7).

Cnucox nennocreit 1:

1 PABEHCTBO (paBHble BO3MOKHOCTH JJIsI BCEX)

2 BHYTPEHHSA TAPMOHMUS (ObiTh B Mupe ¢ camMuM co00id)

3 COLUAJIBHAS CUJIA (KOHTpOJb HAJ IPYTMMHU, TOMUHAHTHOCTD)

4 VYJIOBOJIBCTBHUE (ynoBneTBopeHUE KeTaHU)

5 CBOBOJIA (cB0OOma MBICTIEH U IEHCTBUH)

6 JAYXOBHAS XN3Hb (akieHT Ha JyXOBHBIX, a HE MaTepHAILHBIX BOIIPOCAX )

7 UYBCTBO ITPMHAJJIE2)KHOCTMU (omymienue, 4to Apyrue 3a00TsATCst 000 MHE)

8 COLMAJIbHBIN TTOPSJIOK (cTaGumbpHOCTh 061IecTBa)

9 JKHW3Hb, [TOJIHAS BIIEYATJIEHUH (cTpemiienre K HOBH3HE)

10 CMBICJI )KU3HMU (uenu B Ku3HH)

11 BEXJIMBOCTD (npenynpeaureabHOCTh, XOpOIINE MaHEPhI)

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

13 HALIMOHAJIBHAS BE3OITACHOCTD (3amuiiieHHOCTh CBOEH HAlluU OT BParoB)

14 CAMOVYBAXEHMUE (Bepa B cOOCTBEHHYIO [IEHHOCTh)

15 VYBAXEHHWE MHEHUA JAPYI'MX (yuer HMHTEpecoB ApYyrux IroAed, uzberaHue
KOH(pOHTAITHN)

16 KPEATUBHOCTbD (yHukanpHOCTB, 60raToe BOOOpakxeHue)

17 MHWP BO BCEM MMUPE (cBo60onia oT BOWHBI U KOH(IIUKTOR)

18 VBAXEHUE TPAIULIMU (coxpaHeHye NpU3HAHHBIX TPAIUIHUIA, 0OEIYAEB)

19 3PEJIAS JIIOBOBbD (rirybokas SMOIMOHATBHAS B JyXOBHAs OJM30CTh)

20 CAMOJUCHUITIIMHA (camoorpaHudeHue, ycTOMYUBOCTh K COOJIa3HAM)

21 TIPABO HA YEJAMHEHME (nipaBo HATMIHOE TIPOCTPAHCTBO)

22 BE3OITACHOCTBb CEMbBU (6e3omacHOCTh AJis OJIU3KUX )

23 COLMAJIBHOE IMPU3HAHMUE (omoOpeHue, yBaxkeHUE IPYTHX )

24 EJWHCTBO C IIPUPOJIOM (custHue ¢ NpUpoIoii)

25 N3MEHUMBASA JKWU3Hb (ku3Hb, HamonHeHHas mpoOjeMaMH, HOBU3HOM U
MU3MEHEHUSIMU )
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26 MYJIPOCTD (3penoe moHMMaHUE MUPA)

27 ABTOPUTET (mpaBo ObITH TUAEPOM UITU KOMAHIOBATh)

28 WCTHUHHASA JPYXXBA (6mu3kue apy3bs)

29 MMUP KPACOTHI (kpacoTa mpupo/ sl ¥ HCKYCCTBA)

30 COLHAJIBHAS CITPABEIJIMBOCTD (ucnpaBieHne HecHpaBeIMBOCTH, 3a00Ta o
c1a0BbIX)

Tenepp olmeHHMTE, HACKOJBKO BakHA KaxK[as M3 CIEIYIOLIUMX ILEeHHOocTed s Bac, kak
PYKOBOISIIMK NpUHLMI Bamiei *u3HuU. OTH LIEHHOCTH BBIPAXKEHBI B cIOcO0ax AEMCTBHSI, KOTOpBIE
MOTyT OBITH OoJiee Wik MeHee BaKHbIMU [Tl Bac. IlonbITaiiTech pa3nuuuTh HEHHOCTH, HACKOJIBKO 3TO
BO3MOXKHO, UCIIOJIB3YS Bce HOMepa. {1 Havasia nmpounTaiiTe IIEHHOCTH B CIIUCKE 2, BEIOEPUTE TO, YTO
s Bac nambonee BaKHO, OIEHHMTE Ha IuKaje (oTMeTka 7). 3aTeM BBIOEPUTE LIEHHOCTH, KOTOpAas
MPOTUBOPEUYUT BallUM NpuHIUNaM (oTMmerka - 1). Ecnu Takoll neHHOCTH HeET, BbIOEpHUTE LEHHOCTh
HanMeHee BakHYo [uis Bac u ouenute ee ormerkamu 0 uiu 1, B COOTBETCTBUH C €€ 3HAYMMOCTHIO.
3areM OLIeHUTE OCTaIbHbIC IIEHHOCTH.

Cnucox nennocreii II:

31 CAMOCTOSTEJIbHBIN (Hameromuiics Ha ceOsl, CaMOIOCTATOYHBIH )

32 CJIEP’)KAHHBIN (u36eraromuii KpaiiHocTeil B 4yBCTBAX 1 JHCTBHSIX)

33 BEPHBIM (ipenanuslii Apy3bamM, rpyIie)

34 1LIEJIEYCTPEMIJIEHHbIN (TpynomoGuBblii, BIOXHOBEHHbIIT)

35 OTKPBITHIM K UYKUM MHEHMSIM (TepruMblii K pa3iddHbIM HIASSIM U BEPOBAHUSIM)

36 CKPOMHBII (mpocToii, He cTpeMsIuiics IpUBIIedb K cebe BHUMAHKE)

37 CMEJIBIM (uurymuit pUKITIOUYEHHIA, PHCK)

38 3AIUILIAIOILINN OKPYKAIOIIYIO CPE/LY (coxpaHsIommii mprupozy)

39 BJIMSATEJILHBIN (MMEroIUI BIMSIHUE HA JIFOJIeH U COOBITHS)

40 YBAXAIOIIMWIM POJUTEJIEM U CTAPLIMX (nposiBisomuii yBasxeHue)

41 BBIBUPAIOIININ COBCTBEHHLIE IEJIU (oT6uparomuii coGCTBEHHbIE HAMEPEHHS )

42 3JJOPOBBIN (He 601bHOI (PU3MUECKH MM JYIIEBHO)

43 CITOCOBHBIN (koMIeTeHTHBII, CIOCOOHBIH (B (PEKTUBHO JeiCTBOBATH)

44 TIPUHUMAIOILINHN KV3Hb (10 J4HHSIOUMIACS KH3HEHHBIM 00CTOSTEIBCTBAM)

45 YECTHBIM (oTKpoBEHHbIIH, HCKPEHHMI)

46 COXPAHSIONUI CBOM MMUJTXK (3amuTa COGCTBEHHOTO (IHIIAY)

47 TIOCJIYUIHBIN (MCTIONMHUTEHHBIN, TTOJUMHSIOIIUNACS TIPABHIIAM )

48 YMHbIHN (oruuHbIii, MBICISIIHTIA)

49 TIOJIE3HBIN (pa6oTaromuii Ha 61aro Apyrux)

50 HACJIAXIAOIIMNCS XKU3HbBIO (HacmaxkaeHue eaoii, 6IM30CThI0, Pa3BICUCHHAMHI H
Ap.)

51 BJIATOUYECTUBBIM (npuiepKuBarOmIuiics PeIMrHO3HON Bephl U yOeKICHHiT)

52 OTBETCTBEHHBIN (HaeKHBIN, 3aCTy>KUBAIOIIUIA TOBEpHs)

53 JIFOBO3HATEJIbHBIN (HTepecyromuiics BceM, MbITINBHII)

54 CKJIOHHBIN ITPOIIATD (cTpeMsumiicst poIaTh APyroro)

55 VCIIELIHBIM (nocturarommii nemm)

56 UYMCTOIIJIOTHBIN (onpsTHBIii, aKKypaTHEI#)

57 TMOTBOPCTBYIOILIMI CBOUM XEJIAHVSM (3aHHMAIOIIMIACS TeM, YTO JOCTABIISET
Y0BOJILCTBHE)

HNucTpykuus (4acTb BTOPS):

Hwxe npuBesieHbl onucanusi HEKOTOPbIX moAel. [loxkanyiicra, mpounTaiiTe KaXka0e onucaHue
Y MOJyMailTe, HACKOJIBKO KaXKIbIi YEJOBEK IMOXO0X WM He MoxoX Ha Bac. IlocTtaBbTe KpecTuk B
OJTHOM M3 KJIETOUEK ClpaBa, KOTOpas MOKa3bIBaeT, HACKOJIBKO OMKMCHIBAEMbIi YeloBeK MoXox Ha Bac.

Tabmuma 1 - [Ipoduns muunoctu

Ouenr | Iloxox | B Hemuoro | He CoBceMm

IIOXO0XK Ha HeKOTOpOfI IIOXO0K Ha | IMOX0XK HEC

Ha MeHs CTENEHU MEHS Ha IMOXO0XK

MEHS IMOX0  Ha MEHSI Ha MEHS
MCHS




26

1. IlpugyMbIBaTh YTO-TO HOBOE
u  ObITh  HW300peTaTeIbHBIM
BaxxHO s Hero. OH moOUT
MOCTYNaTh M0-CBOEMY, Ha CBOM
nan.

2. Jligs HEro BaXHO OBITH
o6orateiM. OH xoueT, 4TOOHBI Yy
HEero OBUIO MHOIO JCHET H
JIOPOTUX BEIIIEH.

3. OH cuMTaer, 4YTO BaXHO,
9TOOBI C KaKABIM YEIIOBEKOM B
MHUpE 00palaIuCh OAMHAKOBO.
OH BepHT, 4TO Yy BCEX IOJDKHEI
OBITh paBHBIC BO3MOXKHOCTH B
KH3HU.

4. Jlns HEro O4YEHb BaXKHO
[IOKa3aTh CBOM CIIOCOOHOCTH.
OH  Xouer, YrOOBI JIIOJH
BOCXHUIIIAJIINCH TEM, qTo OH
JIeNIaer.

5. Jlns Hero BaXXHO XKUTH B
Oe3omacHoM okpyxkeHuu. OH
u30eraeT BCEro, 4YTO MOXET
yIpOXKaTh ero 6e30MacHOCTH.

6. OH cuuTaeT, 4YTO BaXXHO
JenaTh MHOTO pa3HBIX el B
xu3HU. OH Bcera CTPEMHUTCS K
HOBH3HE.

7. OH BEpUT, YTO JIOJU JOTKHBI
JeNath TO, 4YTO UM roBopsT. OH
CUHATAET, YTO JIOAU JOJDKHBI
MPUIEPKUBATHCA MIpaBHII
BCErJa, Nake KOrJa HUKTO HeE
BHINUT.

8. 111 HEero BaJKHO BBICIYIIATh
MHEHHUE JTIIOIEM, KOTOPBIE
OTIMYAIOTCA OT Hero. Jlaxe
€CIM OH HE COrJaceH C HUMH,
OH BCE€ PaBHO XOYET UX MOHSATH.

9. OH cuMTaeT, YTO BAXXHO HE

MPOCUTH OOJIBITIETO, 4eM
uMeeltb. OH BEpPUT, YTO JIIOAU
JTOJIKHBI JTIOBOJILCTBOBATHCS

TEM, YTO Y HUX €CThb.

10. OH Bcerma uIeT MOBOJ I
pa3BieueHusd. s HEro Ba)KHO
JienaTh TO, YTO JTOCTABISIET eMY
YI[OBOHI:CTBI/IG.
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11. Jlnsa Hero Ba)XHO CaMOMY
pematb, 4TO Jnenatb. Emy
HpaBUTCS OBITH CBOOOJIHBIM B
IUTAHUPOBAHUM U BBIOOpE CBOEH
JIeSATEeIbHOCTH.

12. Jlns HEro OYeHb BAXKHO
noMoraTth Okpyxarmomum. OH
XoueT 3a00TUThCI 00 WX
0J1aromoJIy4nH.

13. Jlma HEro o4YeHb BaXHO
npeycreTb B OJKU3HH. EMy
HPaBUTCSA IPOU3BOIUTH
BIICYATIICHUE HA JPYTHX JIFOJICH.

14, st HEro OYCHb
BaKHA 0€30MacHOCTh €0
ctpanbl. OH cYyHTaeT, 4YTO
roCyJapCcTBO JIOJDKHO  OBITh
TFOTOBO K 3aIlIMTE OT BHEIIHEH U
BHYTPEHHEHN YIpO3BI.

15. On nrobur puckoBatrb. OH
BCET/Ia MIIET IPUKITIOYCHUH.

16. [nsa Hero BaxXHO Bceraa
BECTHU CeOS TIOJDKHBIM 00pa3oM.
OH xouer u3zderarb HEHCTBUH,
KOTOpbIE JIFOJAM  COYJU OBl
HEBEPHBIMHU.

17. Jlns Hero BaXXHO OBITH
IJIaBHBIM U yKa3blBaTh APYIHM,
yto neyiath. OH XO4YeT, YTOOBI
JOAW  JAeNalii  TO, 4YTO OH
TOBOPHUT.

18. Jlns Hero BaXHO OBITH
MpEeIaHHBIM CBOUM JAPY3bSM.
OH XO4YeT TOCBATHTh CeOs
CBOMM OJIM3KHM.

19. OH wuckpeHHe BEpUT, 4YTO
JFOAW JTOJDKHBI 3a00THTBCS O
npupoze.  3abotutbes 00
OKpYKaIoIle cpelie BaXHO IJIst
HETO.

20. BBITh pETUTHO3HBIM BaXHO
st Hero. OH oueHb crapaercs
CJI€I0BATh CBOUM PEIUTHO3HBIM
yOeXKIEHUSM.

21. Jlms Hero Ba)kKHO, YTOOBI
BEIIIM COJIEPKAIUCHh B TIOPSJIKE
u B YUCTOTE. Emy
JICUCTBUTENIBHO HE HpPaBUTCS
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OecropsIIOK.

22. OH cudTaer, 4YTO BaXKHO
WHTEpPECOBaThC MHOTUM. Emy
HPaBUTCS OBITH
J0003HATEIIEHBIM M IIBITAThCS
MOHSITHh Pa3HbIC BEIIH.

23. OH cuuTaer, 4YTO BCE
HapoAbl MUpPA JIOJDKHBI KUTh B
TapMOHUH. CopelicTBOBaThH
YCTaHOBJICHUIO MHUpa MEXIY
BCEMHU Tpylnmamu Jiojaed Ha
3eMJIe BaXXHO ISl HETO.

24. OH paymaer, 4YTO BaXXHO
ObITh  4yecTONIOOMBBIM. Emy
XO0YeTcsi TOKa3aTh HACKOJIBKO
OH CHIOCOOHBIH.

25. OH pymaer, 4To Jydlle

BCETO MoCTynaTb B
COOTBCTCTBUH C
YCTAaHOBUBIINMHUCA

TpaguuusamMi. J{JIs Hero Ba)KHO
coOmonaTh 00bIYaM, KOTOpHIE
OH YCBOMIL

26. Jlnsg HEro BaKHO IOJy4aTh
YAOBOJILCTBHE OT KHU3HU. Emy
HpaBUTCS «0aIoBaTh» ceOs.

27. Hns wHero BaxHO OBITH
YYyTKUM K HYXKIaM Jpyrux
JoeH. On cTapaercs
MOJIJIEP)KUBATH T€X, KOTO 3HAET.

28. OH mojaraer, 4Tro BcCerja
JIOJDKEH TIPOSIBIISITh YBOXKCHHUE K
CBOMM DOJUTENSIM U JIIOASIM
crapuiero Bospacrta. s Hero
Ba)XHO OBITH TTOCTYITHBIM.

29. OH xo04eT, 4TOOBI CO BCEMU
MOCTYTAJIA CIIPABEIIUBO, JIAXKE
C JIOAbMH, KOTOPBIX OH HE
3HaeT. Jlng  HEro - BaxHO
3aIUIIATh CJIA0BIX.

30. On mo0ut croprpussl. J{is
HEro BaXKHO, YTOOBI €ro >KHU3Hb
ObL1a MOJIHA SAPKUX
BIICYATIICHUMN.

31. OH oueHb crapaercsi HeE
3a00J1eTh. CoxpaHnenue
3I0pOBbSI  OUEHb BAXKHO JUIS
HETo.
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32. IlponBukeHue BIEepen B
JKH3HM BakHO i Hero. OH
CTPEMUTHCS JIeJIaTh BCE JIy4llle,
4eM JApyTHE.

33. Jlns Hero BaKHO MPOIIATH
J0JIel, KOTOpbIe OOMJIEIH €ro.
OH crapaetcs BUIETh XOpOIIee
B HHUX U HE JIep)KaTh 0OHTy.

34. Jlns Hero BaXHO OBITH
He3aBHUCUMBIM. EMy HpaBuTcs
1oJIaraTtbcs Ha ceOsl.

35. Hmethb cTaOuIBLHOE
MPABUTEILCTBO  BaXHO IS
Hero. OH  OeCIOKOHTCS O
COXpaHEHUU  OOIIECTBEHHOTO
HOPSIIKA.

36. I HEro O4YeHb BAXKHO BCE
BpeMsi OBITb  BEXKJIMBBIM C

OPYTUMH  JIFOJIBMHU. On
cTapaercs HHUKOTJIa HE
pasmpaxkaTb U HE OCCIIOKOUTH
TIPYTHX.

37. OH no-HacTosILEMY XOYET
HaclaXJaTbcs KHU3HBIO.
Xopomo npoBOAUTE  BpeMs
OYECHb BAXKHO JJIS1 HETO.

38. Jling Hero BaxXHO OBITh
ckpoMHbIM. OH cTapaercs He
MPUBJIEKATh K ce0e BHUMaHUE.

39. Ou Bcerga xouer OBITh
TEM, KTO MPUHUMAET PEIICHHUS.
Emy HpaBUTCS OBITH THACPOM.

40. st HETO BAKHO
MPHUCTIOCAabIUBATHCS K IPUPO/IE,
ObITh yacThio ee. OH BEPUT, YTO
JIOJIA HE JOJKHBI HU3MEHSTh

MIPUPOTY.

Humepnpemayua memoouxu Illsapya.

Metoauka JaeT  KOJMYECTBEHHOE  BBIPAKEHHE 3HAYMMOCTH  KaXJIOro U3  JECATH
MOTHUBAIIMOHHBIX TUIIOB IIEHHOCTEN Ha JIBYX YPOBHSX:

. Ha YPOBHE HOPMAaTUBHBIX UEAJIOB U

. Ha YpOBHE WHAMBHyaJIbHBIX TPUOPUTETOB.

OOpaboTka pe3yabTaTOB IMPOBOAMUTCS IYTEM COOTHECEHHMSI OTBETOB HCIBITYEMOIO C
k1r0uoM. COOTBETCTBYIONIMI  KIIIOY MTPUBOIUTCSA HWke (B Tabmuue 3). B Hem yka3aHbl HoMepa
IIYHKTOB 00€UX YacTel ONMPOCHUKA, COOTBETCTBYIONINE KaXXIOMY TUIMY LIeHHOcTe. CpenHuii 6amt no
JAHHOMY THITY LIECHHOCTH ITIOKa3bIBAET CTENEHb €€ 3HAYMMOCTH.

[Ipu oGpaboTke mepBoro paszzaena onpocHuka - «O0630p eHHOCTEH» (YPOBEHh HOPMATHUBHBIX
UJICAJIOB) - PE3YJbTAThI 10 CIUCKaM 1 U 2 CyMMHpPYIOTCSL.
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[lepen moacueToM pe3ynbTaTOB BTOPOTO paszzena omnpocHuka - «[Ipodpunb guYHOCTH -
HEOOXOIUMO TIEPEBECTH IITKATY ONPOCHUKA B OAJLITBI.
Kittou a5t mepeBoia OTBETOB UCTIBITYEMBIX B OaJlIbl IPUBOJUTCS HUXKE B TaOuIe 2.

Tabnuua 2 - KonndectBo 0aiuioB, MPHIKCHIBAEMOE MyHKTaM Kbl «[Ipoduiab JTudaHOCTHY
npu 00paboTKe Pe3yIbTaTOB.

ITyHKTBI OueHb [Toxox B nekoropoit Hemnoro He CoBceM He
IIKAJIbI MOXO0X HA | Ha MEHS | CTENEHH IMOXO0XK MOXO0X HA | MOXO0X Ha | TIOXOX Ha
MeHSs Ha MEHS MeHs MeHSs MeHS
KonuuecTBo 4 3 2 1 0 -1
OaJoB

[Ipu mepBuuHOI 00pabOTKE JAHHBIX MO Ka)XJAOW 4YacTH ompocHukKa («O030p IEHHOCTEH» H
«[Ipounp TMYHOCTHY) BBICUUTHIBACTCS CPEeNHUI Oamia Ui BBHIOPAHHBIX HCIBITYEMBIM OTBETOB B
COOTBETCTBUH C KJIr0uoM (cMm. Tabmuia 3). O6paboTka MPOBOAUTCS OTACIBHO Ui Kakaoro us 10
TUIIOB IICHHOCTHBIX OpHEHTauuu. BenuumHa sTOro cpenHero Oaijna MO OTHOLIECHUIO K JPYIUM
MO3BOJISIET CYJIUTh O CTENEHU 3HAYUMOCTH 3TOr0 TUIA LIEHHOCTEN JUIsl HCIIBITYEMOTO.

Cnenyer oOpaTuTh BHHMaHHUE, YTO JIaHHbIE, IOJIyYEHHbIE [0 MEPBOW M BTOPOH YacTAM
ONPOCHHKA, OOBIYHO HE COBMAJAIOT, TaK KaK LIEHHOCTHHIE OPUEHTALIMU JMYHOCTH HA YPOBHE HOp-
MaTUBHBIX HJEAJIOB HE BCErJa MOIYT pEaJU30BaThCsi B IIOBEIECHHM BCJEACTBHE OIPaHUYEHUS
BO3MOXKHOCTEH 4esioBeKa, TPYMIIOBOTO JaBJICHUS, COOMIOACHUS ONPEICICHHBIX TPAIUIIUi, CIIeI0BaHUs
oOpa31aM NOoBeIeHUs U IPYTrUM NpUYHHAM.

B coorBercTBUM CO CpenrHUM OaIOM MO KaXKIOMY THUITY LIEHHOCTEH YCTaHaBIIMBAETCS X
panrosoe cootHouienue. Kaxxnomy Tumny neHHoctel npucauBaercs padr oT 1 no 10. IlepBblil panr
pHUCBaMBaeTCAd THIYy LIEHHOCTEW, HMeIleMy Haubonee BBICOKMN cpenHud Oami, IecsaTblid -
UMEIOLIEMY CaMblii HU3KUM cpeanuii Oamt. Panr ot 1 10 3, moiay4eHHbIH COOTBETCTBYOIUIMMU TUITAMU
LIEHHOCTEH, XapaKTepU3yeT HX BBICOKYIO 3HAuMMOCTb 1 ucnelryemoro. Panr or 7 nmo 10
CBUJIETEJILCTBYET O HU3KOM 3HAUMMOCTH COOTBETCTBYIOIIMX [IEHHOCTEH.

Tabnuma 3 - Kiirou ans 006paboTKu pe3ynbTaToB

Tun nennocren Homepa nmyHKTOB onipocHUKa
(10 ocnoHLIx uerHoCTeH) OB30P [IEHHOCTEI MTPOGUITB JINUHOCTH
(YpOBEHb HOPMAaTUBHBIX UAEANOB) | (YPOBEHb MHANBUIYAIbHBIX
- crucok 1 u 2 IIPUOPUTETOB)
Koundopmuocrs Conformity 11, 20, 40, 47 7,16, 28, 36
Tpaguuuu Tradition 18, 32, 36, 44, 51 9, 20, 25, 38
Jlo6pota 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
CamocrositeabHocTh Self- 5, 16, 31, 41, 53 1,11,22,34
Direction
Crumyasimus Stimulation 9, 25, 37 6, 15, 30
I'enonusm Hedonism 4, 50, 57 10, 26, 37
Hocrukennss Achievement 34, 39, 43, 55 4,13, 24, 32
Baacts Power 3,12, 27, 46 2,17, 39
Be3onacHocTh Security 8, 13, 15, 22, 56 5,14, 21,31, 35

NuTtepnperainus, onvcaHue HEHHOCTE.
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[IpuBenem kpaTkoe orpejaesaeHHue MOTHBALMOHHBIX THUIIOB COOTBETCTBEHHO HX LIEHTPAIbHOM
uenu (Schwartz, 1992, 1994; Smith, Schwartz, 1997):

— Binacth (Power) - conmaneHbIii cTaTyc, JOMUHUPOBAHUE HAJl JTIOJABMH U PECYPCaMU;

—  goctwkenue (Achievement) - IWYHBI ycreX B COOTBETCTBHH C COLMAIbHBIMU
CTaHJapTaMy;

— reaonusM (Hedonism) - HacnmakieHre Wik 9yBCTBEHHOE YIOBOJIBCTBUCE,

— crumyisanus (Stimulation) - BOJIHEHHE U HOBU3HA;

— camocTosaTeapHOoCTh (Self-Direction) - caMoCTOATEIBHOCTS MBICIIH U ACHCTBHS,

— yauBepcanmu3M (Universalism) - moHUMaHHue, TEPIUMOCTh M 3alllMTa OJIAromoIyqHsi BCEX
JIIO/ICH ¥ IPUPO/JIBI;

— nobpora (Benevolence) - coxpaHeHHE 1 TTOBBIIIICHUE OJIATOMIOTYYHST OJIM3KUX JIFOJIEH;

— tpagumus (Tradition) - yBakeHHME WM OTBETCTBEHHOCTH 3a KYJIBTYPHBIC M PEIIUTHO3HBIC
oOBIYau U UJIEH;

—  koHdpopMHOCTh (Conformity) - ciepkuBaHue IEHCTBHA M TTOOYKICHHI, KOTOPHIE MOTYT
HABPEJIUTh APYTUM U HE COOTBETCTBYIOT COITUATBHBIM OXKUIAHUSIM,

—  Oe3omnacHocTh (Security) - 0€30HMacHOCTh M CTAOWJIBHOCTH OOINECTBA, OTHOUICHHH U
camoro ceosl.

[I. IIBapir onuCHIBAET CIEAYIOIINE XapAaKTEPUCTUKHU ITUX TUIIOB IICHHOCTEH.

1. Bnacts (Power). ®yHKIIMOHUPOBAHHE COLIMAIBHBIX MHCTUTYTOB TPEOYEeT ONpEesIeHHOMN
muddepeHIMaluyd CTaTycoB, U B OOJIBIIMHCTBE CIy4YaeB B MEXJIMYHOCTHBIX OTHOILIEHUSX B Pa3HbBIX
KyJIbTypax OBUIO BBISIBJICHO COYCTaHHWE TOKa3arenel JIOMMHAHTHOCTH — MOJAYUHEHHOCTH.
LlenTpanpHas 1elb 3TOrO THMA LIEHHOCTEW 3aKJII0YaeTCsl B JIOCTHXKEHUHU COLUAIBHOIO CTaTryca WU
MPECTHXKa, KOHTPOJS WU JIOMUHHPOBAHUS HAIl JIFOJABMH W CPEICTBAMHU (aBTOpHTET, OOTarcTBO,
collManbHasl BIIACTh, COXPAHEHHE CBOEr0 OOIIECTBEHHOTO HMU[KA, OOIIECTBEHHOE MpPHU3HAHUE).
[leHHOCTH BJIACTH W JOCTIDKEHUS (CM. nanee) (QOKYCHPYIOTCS Ha COIHMAIBLHOM YBaKECHUH, OJHAKO
LEHHOCTHU JOCTHXEHUSI (HAlIPUMEp, YCIEIIHbIN, aMOUIIMO3HBIN) MOTYEPKUBAIOT aKTUBHOE MPOSIBICHUE
KOMIIETCHTHOCTH B HEIOCPEICTBEHHOM B3aWMOJICHCTBHHM, B TO BpEeMS KaK IIEHHOCTH BJIACTH
(aBTOpUTET, OOraTCTBO) MOJYEPKUBAIOT JOCTHKEHHE WIM COXPAHEHHWE JIOMUHAHTHOW IO3ULIMU B
pamMKax IeJI0i COIMAIbHON CHCTEMBI.

2. Jloctwxkenue (Achievement). Ompenenstomiasi 1efib 3TOTO TUMA IEHHOCTEH — JMYHBIHA
yCIex uepe3 IMpOSIBIICHHE KOMIICTGHTHOCTH B COOTBETCTBHHM C COIMAJIBHBIMH CTaHIApPTAMH.
[TposiBneHue coruanbHOH KOMIETEHTHOCTH (YTO COCTaBISIET COJEpKaHUE ITON IIEHHOCTH) B YCIOBHSIX
JOMHUHUPYIOIUX KYJIbTYPHBIX CTaHJIaPTOB BJIEYET 3a OO0 conuaibHOE 0JJOOpEHHUE.

3. I'emonn3m (Hedonism). MoTuBaimoHHass 1efdb JAHHOTO THUMA OIpeaemseTcsl Kak
HACJIAXKICHUE WM YyBCTBCHHOE YJIOBOJILCTBUE (YAOBOJIBCTBHSI, HACTAKICHHUE KU3HEIO).

4. Crumynsauus  (Stimulation). DToT THUN LEHHOCTEW SBISETCS MPOM3BOAHBIM  OT
OpraHU3MEHHOW MOTPEOHOCTH B pa3HOOOpa3MM U TIYyOOKMX NEPEeKUBAHUAX [UIsl TMOAJEpKaHUS
ONTUMAJBFHOTO YpPOBHS AaKTUBHOCTH. buonormuecku oO0yCIOBIEHHBIE BapHalllM IMOTPeOHOCTH B
CTUMYJISIIUHU, OTIOCPEIOBAHHBIC COIMATBHBIM OIBITOM, MPHUBOAT K WHIAWBHIYAJTHHBIM PAa3IHUUSIM B
3HQUMMOCTH JTOW IEHHOCTH. MOTHBAIIMOHHAS Ieb OSTOTO0 THMA IIEHHOCTEH 3aKkirovaercs B
CTPEMJICHUH K HOBHU3HE U TITyOOKUM TICPEKUBAHUSM.

5.  CawmocrosrensHocTh (Self-Direction). Ompepnensromiasi Ieib 3TOrTO0 THMNA [IEHHOCTEH
COCTOMT B CaMOCTOSTEIHLHOCTH MBINUICHUS W BHIOOpAa CHOCOOOB JICHWCTBHS, B TBOPYECTBE U
HCCJIEIOBATENHCKON akKTHBHOCTU. CaMOCTOSITENNFHOCTh KaK [IEHHOCTh IPOU3BOHA OT OpraHU3MEHHON
MOTPEOHOCTH B CAMOKOHTPOJIC M CaMOYIIPABJIICHHH, a TaKXe OT MHTEPAKIIMOHHBIX IOTPeOHOCTEH B
ABTOHOMHOCTH U HE3aBUCUMOCTH.

6. VYamBepcaym3m (Universalism). MoTuBanmuoHHas Ielb JAHHOTO THIA IIEHHOCTEH —
MOHMMAaHUEe, TEPIUMOCTh, 3aIIUTa OJArOMONY4Hsl BCEX IOJEH U TPUPObl. MOTHBAIIMOHHBIE IETU
VHHBEpCaJIN3Ma TPOU3BOJHBI OT TeX MOTPEOHOCTEH BBDKMBAHHS TPYII W WHIUBUIOB, KOTOPHIC
CTaHOBSITCS SIBHO HEOOXOJUMBIMHU TIPU BCTYIUICHHUHU IO B KOHTAKT ¢ KeM-JTHMOO BHE CBOEH Cpelbl
WUTH TIPH PACIIMPEHUH TIEPBUIHOMN TPYITITHL.

7.  Jlo6pora (Benevolence). D10 Oonee y3KHH «IpPOCOLMATIBHBIN» THUII IIEHHOCTEH I10
CpaBHEHHIO C yHHBepcaim3MoM. Jlexamass B €€ OCHOBE JOOpOXKeNnaTelbHOCTh C(HOKycHpoBaHa Ha
0JIarornoyiydud B TIOBCEIHEBHOM B3aMMOJCHCTBUHM C OJNM3KUMHU JIOABMH. OTOT THIl LEHHOCTEH
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CUMTAETCS MPOU3BOJHBIM OT MOTPEOHOCTH B MO3UTUBHOM B3aWMOJACUCTBUU, MOTPEOHOCTH B
adpdumuanyu U oOECIeUeHUU TMPOUBETaHUA TPyNibl. Ero MOTHBalMOHHAS 1ENh — COXpPaHCHHE
Onaromnosyuus JOJeH, C KOTOPHIMH HMHAMBHJ HAXOIUTCS B JIMYHBIX KOHTAaKTaX (TOJE3HOCTb,
JOSITEHOCTD, CHUCXOAUTEIHHOCTh, YeCTHOCTh, OTBETCTBEHHOCTD, JPYk0a, 3pernast JIIo00Bb).

8. Tpamgumuu (Tradition). JItoObie comuanbHBIC TPYIIBI BHIPAOATHIBAIOT CBOM CHUMBOJIBI U
putyanel. X ponb W (YyHKIIMOHHPOBAHHE OMPEICISFOTCS OIBITOM TPYMIIBl U 3aKPEIUISIOTCS B
TpaauUUAX U 0O0blYasX. TpaJulUOHHBIA CIOCOO MOBENEHHS CTAHOBUTCS CHUMBOJIOM TIPYHIOBON
COJIUJAPHOCTH, BBIPAKCHHEM CJIMHBIX IIEHHOCTEH M TapaHTHEH BBDKUBAHHS. Tpagulluy daiie BCETro
MPUHUMAIOT (DOPMBI PEIUTHO3HBIX OOpSI0B, BEPOBAHUIM M HOPM MOBeAeHHUsA. MOTHUBAIlMOHHAS 1IeJb
JAHHOW LEHHOCTH — YBa)XCHHE, MPHUHITHE OOblYaeB U HJEH, KOTOpbIE CYIIECTBYIOT B KYJIbType
(yBaxkeHHe TpaJHIIUiA, CMUPEHHUE, OJlaroyectre, MPUHATHE CBOCH Y4acTH, YMEPEHHOCTh) U CIICIOBAaHUE
uM.

9. Kondopmuocts (Conformity). Omnpenensromasi MOTHBAMOHHAS LEJNb 3TOTO THIA —
CICp)KUBAaHUE W TPEIOTBPAIICHUE JCUCTBUH, a TaKKE CKIOHHOCTEH W TMOOYKICHUW K JEHCTBUSM,
KOTOPBIC MOTYT MPUYWHHUTH BPEJ IPYTHMM KM HE COOTBETCTBYIOT COIMAIBLHBIM OXHIaHUsAM. J[aHHas
LIEHHOCTh SIBISIETCSI MPOU3BOIHON OT TpeOOBaHUS CAEPKUBATh CKIOHHOCTH, UMEIOIIME HETaTUBHBIC
COIMAJILHBIC TOCIEACTBHS (ITOCIYIIaHUE, CAMOAMCIMILINHA, BEKIMBOCTh, YBAKECHUE POJIUTENCH U
CTapIIuX).
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PI/ICYHOK 1-— Mopenb COOTHOIIIEHHUS ASCATH OCHOBHBIX YEIOBEYECKUX IIEHHOCTEN (prr LICHHOCTEH

[IBapia)
10. BesomacHocTh (Security). MoTHBalMOHHAs II€Jb 3TOTO THIA — OE30MACHOCTh IS
OPYTHX JIIO/ICH U ceOsl, TapMOHUS, CTA0MIBHOCTh OOIIECTBA U B3aUMOOTHOIIIeHU. OHa MPOU3BOIHA OT
0a30BBIX VHJIUBULYAJIbHBIX 51 TPYIIIOBBIX noTpeOHOCTEH.

[To muenuto 1. IIBapua, cymecTByeT oAuMH OOOOIIEHHBIN TUI IIEHHOCTH O€30MacHOCTh (a He JBa
OTACJIIBHBIX — JJIA T'PYIIIOBOIO0 WU WHAWBUAYAJIBHOT'O ypOBHH). CBs13aHO PTO C TEM, 4TO IICHHOCTH,
OTHOCSIIIECS K KOJUIGKTHBHOW 0€30MacHOCTH, B 3HAYUTEIBHOW CTEMEHU BBIPAKAIOT IETh
0C30MacHOCTH W JUISl JIMYHOCTH (COIMAIBHBIN TOPSIOK, OE30MacHOCTh CEMbH, HAIMOHATbHAS
0e30MacHOCTh, B3aUMHOE PACIONIOXKEHHE, B3aMMOIIOMOIb, YHCTOTA, YYBCTBO NPHUHAJICKHOCTH,
3I0POBBE).

3ananue 4.

[IpousBenute wuCCIEAOBaHUE METOJOB BBHISBICHHS OCHOBHBIX TOTPEOHOCTEH KIMEHTOB
n3BecTHOM Bam komMmepueckoil opranu3anuu. [logTBepauTe CBOM YMO3aKIIOUEHUS NMPUMEpPaAMHU UX
HUCITIOJIB30BaHUA.
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Bo3MokHBIE METOABI BBIABICHUS OCHOBHBIX HOTPEOHOCTEH KIMEHTOB, MCIOJIb3yEMbIE
U3BECTHOM BaM KOMMepUYeCKOr OpraHu3anuei:

- HaOJIOZieHWe, B TOM 4HCJIE HCIOJb3yeMash BeO-cepBepaMM MJIS BBIABICHHUS CKPBITBIX
notpedHocTel (Hampumep, «cookie-(aias»)

- cOop mMH(popMaLMK C MOMOUIbIO AMAJIOra JAJs BbIABICHHS NPAMBIX MOTpeOHOCTEH (OHJIANH-
OIIPOCHI, AHKETUPOBAHUE, TECTHI U TIP.)

- METOJbl OOpaTHOW CBSI3W MAJS BBIABICHUS NPEANONaraeéMblX HOTPeOHOCTEH (MHTEPBbIO,
OTIPOCHI, KOHTAKTHBIE (POPMBI HA CaiTe).

3aganmue 5.

Paccuuraiite KOHBEPCHUIO BOPOHKH IPOJAK KOMMEPYECKOM OpPraHU3allUd - MapKETHHIOBOMU
MOJICNI, OIHCHIBAIOIICH MPOXOXKJICHUE IICJICBOM ayJUTOpPHEH BCEeX 3TamoB MOKyNKU. [lepeunciure
WHCTPYMEHTBl IH(PPOBOTO MApKETUHTA, NPHUMEHSEMbIC JaHHOW OpraHW3alieii B BOPOHKE
(commanpubie cetd, EMail, or3pBEI moaB30Bareneii, BeO-cait uw  SEO, aMa-MarHMThI) C
MOJITBEPKICHUEM.

3aganue 6.
[IpuBenauTe NATH NPUMEPOB JIMJI-MArHUTOB B MPO(PECCHOHAIBHON cdepe AeITeIbHOCTH C
HOI[TBCp)K[[GHI/IeM. YKa)KI/ITe HpI/I3HaKI/I 3(1)(1)6KTI/IBHOCTI/I JOAHHBIX JINA-MAarduToB.

3aganue 7.

UToOB! OLIYTUTH MOJIB3Y JIMJI-MarHuTa Ha KOHTPACTe C APYTUMHU CrlocobamMu cOopa KOHTAKTHBIX
JIaHHBIX, TPOAHATUZUPYUTE CICTYIOIINE KEUCHI.

Keiic 1

[Ipeanonoxum, y opraHuzaiiu ectb 0J10r-noct Ha TeMy «10 crmocoO60B MOBBICUTH JIOSUTBHOCTD
KIIMEHTOBY». B KOHIIE CTaThU CIIENUANTKUCT MIPOCUT MOANUCATHCS HA OOHOBJICHHUS, YTOOBI HE MTPOITYCTUTD
WHTEPECHBIN U MOJIe3HbIN KOHTEHT. Kak MHOTO KOHTaKTOB yJacTcsi cooparb?

Keiic 2

A Tenepw naBaiiTe mpeactaBuMm, uTo mpemiaraetcs Pdf-haiin ¢ amammsom keiica, Kak ojHa
KOMIIaHUs OMpo0oBalia BCe 3TU CIOcoObl Ha npakTuke. KoHewHo ke, B 00MEH Ha KOHTAKTHBIE TaHHBIE.

3aganue 8.

HWcnone3ys npocToit kKoHCTpyKTOp caiitoB Weblium (BeGnuym), cosznaiite 3¢ GeKTHBHBIN JTHI-
MarHuT B (opmare Momn-arnoB (BCIUIBIBAIOLIMX OKOH) C TOPSYMMHU CKUJAKAMU U HPEAJIOKEHHUSIMH, a
TaKk)Ke HWHTCpaKTUBHBIE (GOPMBI Uit cOOpa 3asgBOK W KOHTakToB (POp-up oddeps: Oaprep,
UHTEPaKTUBHbIC, JAPY3bs, YBEIOMJICHHE 00 aKIMsIX, HOBOCTHBIE, YTOUHSIOLIUE, MTPOCh0a BEpHYThCH,
MIO3BOHU MHE TIO3BOHH, IITHPITUIIHI).

Hcrnosnp30Bath [Ba OCHOBHBIX Buaa momn-amnoB: hello-board u page-stop.

3aganme 9.

OrneHnuTe TPUBIEKATEIBHOCTh WM HEMPUBJICKATEIHFHOCTh BBIOPAHHOTO IIEJIEBOTO PHIHKA,
OTMETHUB 3HAKOM «1) MOJIOKUTEIbHBIE XapaKTEPUCTUKU U «-» OTPUIIATEIIbHbIE.
Tabmmia 1 — OneHka 1exeBoro peIHka

XapaKTepI/ICTI/IKa LECJICBOT'O PbIHKA OI_ICHKa

CBoOoma BeIOOpa

Puck B IpUHATHY pelIeHUH

KonkypeHnus

HerapantupoBaHHOCTB J0X0/1a

HecrabunbpHas 3aHIATOCTh

ITocTostHHBIE N3MEHEHNS PRIHOYHON KOHBIOHKTYPBI

Bo3moxxHOCTE ciaga IMPONU3BOJCTBA

Wudnsmms

ToBapHOe n300UINE

OrpaHryeHre MOHOMOJIU3MA
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HenoctymHOCTh 110 1IEHaM psiia TOBAPOB

Hanumuwne BBICOKOJOXOJHBIX KIIMCHTOB

HeorpannueHHOCTH 10XO0B

Hanuyne pa3BuToil pplHOYHON HHPPACTPYKTYPHI

3aganmne 10.
IIpon3BenuTe CErMEHTUPOBAHUE PbIHKA TOBApOB (YCIIYT), MCIONb3Ys OAHONAPAMETPUYECKUM
METO/.

3aganue 11.
[IpousBeaute cerMEHTUPOBAHUE PHIHKA TOBAPOB (YCIIYT), UCIIOJIb3Ys IBYXIapaMeTpUUECKUN U
TpexmapaMmeTpudecKuii MeTo bl [TocTpoliTe KapTy M CETKY CETMEHTUPOBAHUS.

3aganue 12.

Onummre 1eJIeBOM PHIHOK | ONPEACTUTEe TO3HWIMI0 OpraHu3alud, OOCTYKHBAIOIICH
MUKPOPANHOH, ONPEICIIUBIICH CBOM CETMEHTBI KaK:

-CerMEHT |- MPOKUBAOIIHE B TOCTUHUIIC;

-CerMEHT 2 — XHTEJIH ropojia — JSIUTCS Ha JIBa MOJICETMEHTA:

a) TOpOXkKaHEe - CEMbH,

0) kade, Mara3uHbl U T.I..

PaboTy npoBectu o cxeme:

1) coGpath cienyrorryo nHGOPMALIHIO O IeJIeBOM cerMeHTe (Tabnuna 2)
Tabmuna 2 — Onucanue cerMmeHTa

3 = = YacroTa MOKyNnKu
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2) cocTaBUTh MPOGUIIb LENEBBIX MOTpedUuTenen
Tab6nuia 3 — CocTosiHME CErMEHTOB
CermeHt OcCHOBHBIE IICHHOCTH JeckpunTopsl, ¢ MOMOIIBIO
norpeburens (OLIT) KOTOPBIX OMHUCHIBAECTCS CETMEHT
1
2

Heo6xoanmele aeiicTBus:

- IPOPAH)XUPOBATh CETMEHTHI B COOTBETCTBHUHU C TEKYILEH BaXXHOCTBIO JUIsl (PUpPMBI

- B K&KJIOM cermeHTe npopanxuposars OLIII.

3) onucarh CTpaTEerMYecKyro LeJdb U MAapKETHHTOBYIO MPOrpaMMy Ui Ka)JIO0ro CErMeHTa I10

dbopme:

IleneBoii cermMmeHT

[TorpebHOCTH

Crparerndeckas 1ejib

IIponykuus

Llena

4) cocTaBUTh TO3HMIMOHHYIO KapTy U pa3padoTaTh CTpAaTeruio MO3UIIMOHUPOBAHUS,
Ipe/IBApUTENLHO OTBETUB Ha CIEAYIOLINE BOIPOCHI:

- KakoBa no3unust opranusaiyu y 1ejieBbIX noTpedurenen?

- Kakyro no3unuro opranusanus XoueT 3aHATh B Oyayiiem?

- Kakne KoHKypeHTBI MOTYT ITOMEIIATh JOCTHKEHUIO 3TOM Lieaun?

- Pacnonaraet nu opranu3aiusi JOCTaTOYHBIMHU pecypcamu?
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- COOTBETCTBYET JIU MapOYyHasl MOJUTHKA OPTaHU3AIMH BHIOPAHHBIM LIESIM?
- Pacnonaraet v opranuzanusi JOCTaTOYHBIM MOTEHIIUATIOM?

3anganmue 13.

CrpykTypupoBaTh LEJIEBYI0 AayAMTOPHIO TOCTHUHHUIBI, TypareHrcrsa, MT-komnanumy,
YOPABJLSIIOIENH KOMIAHMM M T.0. IIpy BBINOJHEHMHM JAQHHOTO 3aJaHHsl  PEKOMEHIYEeTCs
BOCIIOJIb30BAaThCS IPEUI0KEHHBIMU HIKE HHCTPYMEHTAMH.

NHcTpymeHTsI:

ITpu BIGOpPE LA BilafenbIbl YACTO JOMYCKAIOT OJHY OIIMOKY: BHIOMPAIOT IIHUPOKYIO LEJIEBYIO
aynutoputo. OHa Bpoje Obl OXBAaTHIBACT BCEX MOTCHIMANBHBIX KIMEHTOB, HO HE CHOCOOCTBYET
OKYIIaeMOCTH PEKJIaMbl U MPOJIBUKEHUIO OU3HECA.

Hupoxkas LJA moxpasymeBaer, 4To MPOAABAEMBIN MPOIYKT MOXKET OBITH MHTEPECEH HE TOJIBKO
IPEJCTaBUTEII0 KOHKPETHOM ayAUTOPUH, HO U APYTOM IpyIiIe, sBISOLEeiicsl aBTOPUTETHOH B BbIOOpE
ToBapa (yciayru).

Hanpumep, urpyuiku BeIOUparOT 1€TH, HO ITOKYHAKOT TOBAPbl POJUTENN, KOCMETHKY >KEHIIMHA
BbIOEpET caMa, HO IS [10J1apKa MOKET MOKYyaTh MYyX4HHA.

OOBIUHO NIMPOKYIO LEJIEBYIO ayAUTOPUIO MapKETOJOTH pa30MBaIOT Ha HECKOJIbKO CEIMEHTOB,
YTOOBI yIOBIETBOPUTH TPeOOBAHMS KIMEHTOB W3 pa3HBIX IeNeBBIX Tpymm. Beap mmpokas LA He
SBJISICTCS HOCUTENIEM OJIMHAKOBBIX IOTPEOHOCTEN U HHTEPECOB.

O6pa3ernt

Bce, KTO MOXET KymTs
NPOAYKT; BCe

NOTEHUMASIEHBIE
KIIAEHTE! KOMITEHIM

pynna 1 Mpynna 2 Mpynna 3 Mpynna 4

QSIS YIKME IDYNINbI NOTREGUTENEN B PAMKAX OAHON LENEBONA aYAATODMN, OT/TMHEIOWMECST MEXLY

KnveHTs!, KOTopsie

...... > uenegag ayauTopus ﬂﬂpo € FICKYNAOT HAILS,
PEerynspHo

COBOH 110 MOTHMBAM MK OCOBEHHOCTAM NOBBLEHAR N NOKYINKK M UCHIONL308aHVM TOBapa. He
COR3IATENLHL! M O0LINHO COCTABNAITCA /17 BONEe NONHOID NOHMMEHHS KIIMEHTOR U PA3paboTkm
APDOKTUSHBIX PEKNAMHEIX KM ¥ NPOAYKTOS

[Ipumep mmpoxoii 11eaeBol ayIMTOpUH, KOTOpasi pa30uTa Ha CErMEHTHI:

1. bunerst Ha aBTOOYChl KOoMmaHuu «Jlopora», yciayra paccuMTaHa Ha HOKyHarenen
pa3HOro BO3pacTa.
[leneBast ayAMTOpHSL: )KEHIIMHBI U MY>K4UHBI OT 18 110 80 neT.
B 1A BXOIAT BCE CI0W HACEIEHUS.
CemMmeilHOe MONOXKEHUE: 3aMYKeM/HE 3aMYKEM.
Wurepecsl: myremecTBus, paboTa, OTABIX U APYTHE.
Snpo LA — >keHIIUHBI U MYy>K4uHBI OT 18 10 60 ner.

yCJ‘IOBHO BBIILICTIPUBEACHHYIO MHUPOKYIO [{A MOXHO pa3douUTh Ha 3 rpynmbl:

1. Monoasie moau U CTyAEHTHl 18-27 ner, myTemecTBYIOUIME B APYrylo o0jacTh Ha
yuely, pelIkO BbIE3KAIOIINE C IIENbI0 TYpU3MA.

2. busnecmensl. Bo3pact — 30-55 ner, e319T B KOMaHAMPOBKH, HA OTABIX B OTJaJICHHBIE
peruonsl PD, Ha BcTpeun ¢ mapTHEPAMH.

3. [Moxxunbie moau 55-70 net, MoKymnaronme aemeBble OMIeThl JUIs TYpU3Ma WK MOE3IKH
K JIETSM B JIpyroil TOPO/I.

Jlnst Bcex Ipymni HEoOXOAWMBI 0OCOOble MapKeTHHroBble ycwius. Ho mpencraButenu 3THX
IpyII, 3aMHTEPECOBABILINECS Pa3HOW KOMMYHHUKAIIMEH, Bce )Ke OKaXyTcsl B OTHOM aBToOyce.

B sTOM mu1aHe KOHKpeTH3MpOBaHHAs IeneBas ayautopus Oozee s¢dextuBHa. OOpaTtumces K
pUMepy KOHKPETU3UPOBAHHOM 11€JIEBOM ayAUTOPUH Mara3uHa OJIexK/Ibl:

o UTE W

1. JIunus nuszaiiHepckoi oxexabl «MoAHBINA roJ» paccuMTaHa Ha MoKynareapHul ot 30
10 40 ner.
2. Lenesas ayauropus: sxkeHuuns! ot 30 1o 40 ner.

3. Snpo LA: »xentuabl oT 32 10 38 nerT.
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4, I'eorpadus: Poccuiickas denepariusi, MEramoauchl.

o. Cpennuii noxoa LIA: ot 80 Teicsu pyiied B MecsIII.

6. Cdepa aestenpbHOCTH: paboTa B KPYMHBIX KOPIIOPAIMSIX/TPEHUHTH, UMEIOT CPEACTBA
JUTSI TIOKYTIKHA OpEHIOBOM OJIEKIbI.

7. OO6pa3oBaHue: BBICIIEE/HECKOJIBKO BBICIITHX.

8. Bpewmst aktuBHOCTHU: ¢ 7-8 YacoB Beuepa J0 MOJTYHOUH.

9. WHTEpechl: XOTAT BBITIAACTD CTHILHO, MEYTAIOT O HOBOM Opake U KaphbepHOM POCTE.

10.  UYeprtsl xapakTepa: caMOJOCTaTOYHBIC, YCIICITHBIC, YBJICUYEHBI pabOTOM, MajIo BpEeMEHHU
NPOBOJIAIT C ACTHMHU, MPEIIOYUTAIOT OTIBIX 33 TPAHHIICH.

11. CewmeiiHoe Mmoj10keHHue: UMEIOT 1 1 GoJiee AeTeil, B pa3Boje.

Kakue 6peHabl
Onucanue spKux MPUCYTCTBYIOT TpebosaHua k
npeAcTaBuTeAen KayecTey ToBapa
cermMeHTa

[NoBeaexue 8
MOMEHT BbI6Opa;

; MOKYNKU U
aK onucaTb WUCNOAB30BaHWA

yAOBAeTBOPeHHOCTb

CErMeHT pblHKa TOBapa
TOBapOM

Vcronuussie
MPUBBIMKM
notpebaeHus
YyBCTBUTEABHOCTD
K ueHe LleHosble
rPaHULLbI

Takoe KOHKPETHU3UPOBAaHHOE OIMCAHME IO3BOJUT OXBAaTUTh Y3KUH Kpyr MOKYNATEeNbHUILI,
KOTOpBIC 0053aTeIbHO 3aMHTEPECYIOTCSI MAapKETUHTOBBIM MpeiokeHueM. K ToOMy ke 3TO MO3BOJUT
ONTUMHU3UPOBATH 3aTPAThl HA MAPKETHHT.

CryneHTKaM ¥ KEHIMHAM, MepenrarnyBumM pyoex 50 ner, nuzaifHepcKue Beld MHTEPECHBI,
HO OHM OyJyT COBEpIIATh MOKYNKH OYEHb PEIKO WJIM CTaHYT KJIMEHTKaMHM Mara3uHa 0ojee HU3KOro
LICHOBOTO  CerMeHTa. Takke  Ccpa3y  COKpPaTHTCS  CETMEHT  HEIUIaTeKECIOCOOHBIX U
HE3aNHTEPECOBAHHBIX MOKYIATEIbHULL.

g onpenenenus LA caifta cTouT cie1oBaTh CIIUCKY, COCTOSIILIEMY U3 CAEAYIOIIUX TYHKTOB:

1. 6a30Bble XapaKTEepUCTUKH (I10JI, BO3pacT, reorpadus);

2. MHTEPECHI, 0 KOTOPHIX MOXKHO y3HAaTh C TIOMOIIBIO TOMCKA B COIMAIBHBIX CETAX U
LIeJIEBBIX COOOIIECTBAX;

3. IJIaTEeXECIOCOOHOCTh MOTEHUMAIbHBIX KiIMeHTOB. Eciu mpemnaratorcs VIP-Typel B

9K30THUYECKHE CTpaHbl, TO B OOJBIIMHCTBE ciiydyaeB B I[[A He MOryT BXOAWUTH CTYJIEHTHI, MaMbl B
JeKpere, OI0/DKETHUKY U T.J1.;

4. 3agaun. HeoOxoaumo 3amaTh BOOPOC O TOM, Kakue MpOOJIEeMbl MOMOMKET PEIIUTh
npoAyKT opranu3anuu? OTBET Ha HETO MIOMOKET IIPOSICHUTH CUTYAIHIO.

YeMm Oonble cnucok, TeM yxe LA, HO cymecTByloT 0coOble METOJMKH M BCIOMOTaTelbHbIE
Kputepuu 1 onpeaenenus LA, paccMoTpum HXx.

B2B u B2C npu noctpoennn LA

Mosxet mu 1A ogHOrO MHTEpHET-Mara3wHa OTHOCUTBLCS OJHOBPEMEHHO K Tumam b2b u b2c?
KoneuHno, Beap MarasMH KOCMETMKHM MOXET IPOJABaTh TOBAapbl YAaCTHBIM KJIMEHTKAM M CaJOHaM
KpacoThl.

Ecnu xoHeuHble TOTPeOUTENN OpraHU3alUU OTHOCITCS TOJBKO K THILY b2b, TO 3TO ympouaer
CUTYyallnIo: cerMeHT b2b Gonee crabuseH (MCKItouas Nepuobl Kpusnca). A BOT TUN b2c He cTaOuiieH;
PBIHOK  TOBAapOB  €XETOJHO HAMOJHAIOT COBPEMEHHBIE TEXHOJOTHMH, HOBblE HapaOOTKH,
YCOBEPIICHCTBOBaHHbIE (DOPMYJIbI KOCMETHKH, YTO BJIEYET 3a COOOM pe3kue KouebaHus crpoca.

[ToaTomMy MapkerosioraMm, 3aHMMAalOIIUMCS pa3pabOTKON PEeKIaMHOM KaMIaHUHM AJi1 CEKTopa
b2c, Hy)KHO YyTh JIH HE €XKEMECSYHO OTCIIEKHBATh PBHIHOK, MOJMeuas Maleiiue u3MeHeHus. JTo
HEO0OXOIMMO IS CBOEBPEMEHHON KOPPEKTUPOBKHU JMaHHbIX 0 L{A. [Ipu BeIOOpe mokymnaTeneu s Tuma
b2c¢ cTOUT MOMHUTH O TJIABHOM ommuOKe — 370 mmpokas L{A. UToObl n30ekaTh MOTPEITHOCTEH, HYKHO
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00s3aTeNbHO TPOU3BOAUTH CETMEHTHUpOBaHME (TI0 TMpHU3HAaKaM: JAeMOrpaduyecKuM, COLUAIbHBIM,
reorpauuecKuM, TICUXOJIOTHIECKUM).

Jns MOJTy4EeHUS uH(popMalun " MTOCJIETYIOLIETO pa3z0ueHus LEEBOM
ayJIMTOPUU UCIOJIb3YIOTCSI TAKME NHCTPYMEHTBI aHAIIN3A:
. AQHKETHUPOBAaHME, IPUBOJALICECS HA CalTe WM B TPYyNNEe B COLUAIBHBIX CETAX.

[To3Bomnsier momy4nTh WHGOPMALMIO O IEJEBBIX IMEPEeXoJax, BO3pPacTe, MPEANOYTCHUSX U APYrHX
BA)XHBIX JAHHBIX O MOTPEOUTEIISIX;

. BHYTPEHHUE U BHELIHUE (HA CTOPOHHUX CalTax) OMpOChl HOTEHUUAIbHON ayJUTOPHH;

. OIIPOCHI U IPYrH€ UCCIIEN0BAHUS, IIPOBOAUMBIE MAPKETUHIOBBIMHU ar€HTCTBAMH.

CeronHs [u1st IOMCKAa U CETMEHTUPOBAHHUS 1IEJIEBOM ayIUTOPUU MOXKET MUCIIOJIb30BaTHCSI HOBBIN
MHCTPYMEHT OT SIHnekc — 310 SHaexkc Ayauropun. B HOBBIN cepBUC MOYKHO 3arpykaTb COOCTBEHHYIO
MH(OPMALIKIO, UCII0JIb30BaTh JaHHbIe SIHeKca Ul HAaCTPOMKH PEKJIaMHbBIX KaMIIaHUH.

Meroauka SW Mapka llleppunrrona

Hns omnpenenenuss A HeoOX0oIMMO NPOBECTH CETMEHTHPOBAHUE pPBIHKA, HCIIOJIB3YS D
KJIIoueBbIX BonpocoB (SW Llleppunrrona):

1. UYrto? - Tun TOBapa.

2 Kt0? — Tt moTpeburens.

3 [Touemy? — MOTHBaLUS IOKYIIKH.

4. Korpma? — koraa nokynaresnu skeiatoT IPOU3BOAUTD TOKYIIKH.

5

Fz(e? — MCCTO COBCPIICHUA ITOKYIIKH.
lMpuMep cermeHTMPOBaHWUS B TabJIULIE HUKE:

Bomnpoe Cnocob cemenTaumu

What? / Yro? | CermenTaums no Tuiry topapa. Hanpumep: roaa B 5 1 kaHueTpax, Bojia Kiacca
Ilepse, Bojia B IUIACTHKOBRIX By THUIKAX H T. 1.

Who? /Kro?  |CerMentauus o tvy norpedurens. Hanmpumep: MY 9HHEI, JKEHIHHBL, 1ETH,
MOAPOCTKH K T. 1.

Why? / CerMeHTanms Mo THIy MOTHBAIIMH K COBEpIICHHUIO nokyiky. HanpuMep:
[Mowemy? HEOOXOAMMOCTE ITHTH BOXY KAX/IEIA /I¢HE, 3a60Ta 0 370p0oBbe, Po6IeMBI ¢
JKONIorueH u T oI

When? / Korna? | CermeHTalms 110 cMTYalMHi, B KOTOPO# cosepiuaercs noxynka. Hanpumep:
€IKEJHEBHBIH 110X0]1 B CYNIEPMApKET, IIOKYIIKa JIeToM «Ha Oery», 91o0b yTonuTs
HAAITY W T, L

Where? /Tae? |CerMenraius no kananam cOsira, Hanpumep: nmpoaaxa B cynepMapkerax,
KHOCKAX H T. 1.

[TopTpeT ueneBoit aynuTopuu

[Toptper LJA — TouHas xapakTepUCTHKa SIPKOro IMpejacTaBuTens ompeneneHHoil [A, T.e. aro
BOOOpakaeMblif 4EJIOBEK, KOTOPOMY MapKeTOJIOTH MPUIYMBIBAIOT MMS, BO3pacT, X000u U Tak jainee.
Wnorpa naxe noabupatoT Gororpaduio. EcTrecTBEHHO BCe XapaKTEpUCTHKHU 3TOTO 4ejoBeka Oepyrcs
U3 ayAUTOPUH, KOTOPON OH MPUHAJIICKHUT.

JInst cocTaBieHHs IOPTPETa LENEBON ayINTOPUU HCIIOIB3YeTCs CIeayIoIIas CXema:

1. CornuanbHble XapaKTePUCTUKH, K KOTOPBIM OTHOCUTCS T0JI, BO3PACT, CEMEHHBIN CTaTyC,
JI0X0J1, mpodeccus.

2. JlanHBIE O BPEMSITPOBOXKIECHUH ((POPYMBI, TEMATUYECKUE CANTHI, MHTEPHET-Mara3uHsl,
COITHATBHBIE PECYPCHI).

3. Kakue mpoOneMbl TOTEHIMATbHOMY TIOKYMATENI0 TOMOXET PEelIuTh TOBap
Opranu3anuu’?

4. Kakue 4yBcTBa y MOTEHIMANIBHOTO MOKYyMaTelsh BBHI3OBET TOBap opraHuzanmuu? OH
00eCIevnT KPacoTy, MOATSIHYTOE TEJIO, OTABIX HIIH YTO-TO JAPYyroe?

5. [ToueMy KITUEHT JOJDKEH KYMUTh UMEHHO TOBAp OpPraHU3alliM, a HE IEPEeUTH MO CCHUIKE

KOHKYpPEHTOB?
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IIpakTuyeckoe 3ansiTe Ne 4, KilueHT KaKk OCHOBHOW «MHBECTOP» [JIsl OM3Heca

3aganmue 1.

Pemmmts 3anauy.

PaccuuTaiite nmokusHeHHyro nennocts kimuenTa (LTV waun CLV) mns cetu kodeen Starbucks,
UCIIOJIB3YS JIAaHHBIC U3 Keiica KOMITaHUU:

- cpennmii yek (AOV) — 442.5 py6.

- cpenHee KondecTBo 3aka3oB (T) - 4,2 pasza B HEJIEIIO

- cpennsis mapka (AGM) - 21,3%

- cpeauuii nmepuo xku3Hu Kiarenta (ALT) - 20 et wiu 52 x 20=1040 Henmensb

3ananue 2.

Pemmts 3anauy.

3a rox kommnanuei cosepiieHo 1200 npogax. OOmmit 70X0a KOMITaHUU 3a roja coctaBmi 3500
ThIC. py0. CebecToumocts nponax — 1200 teic. py0. Knnentckast 6a3a Ha Havaio mepuojia CoCTaBsIa
85 knmeHtoB. 3a maHHbl mepuoa 10 KIMEHTOB Mepenuid K KoHKypeHTaM. [IpomsBenute pacuer
MOKU3HEHHON IEHHOCTH KJIMEHTA.

3ananmne 3.

Pemmrs 3anauy.

Paccuuraiite mokazarenb OTTOKA KIMEHTOB, CPEIHUM JI0XOJ Ha KIHEHTA, MOKXU3HEHHYIO
neHHocTs kiuenta LTV B Excel, ucnone3ys ciemyromue JaHHbIE:

- KOJIMYECTBO KJIMEHTOB B Hayajie Mecsana — 4215 deir.

- HOBBIE KJIMEHTHI — 614

- KOJIMYECTBO KJIMEHTOB B KOHIIE Mecsa — 4441 yel.

- exxemecsuHbIi noxo —42360,75 Teic. pyo.

- cebecronmocTts npogax — 16944,30 teic. pyo.

Mo03KHO 71 CKa3aTh, YTO MOJYYECHHBIN PE3YNbTAT SIBISETCS HOPMOM?

Kakue pekoMeHamu B6I MOXETE JaTh IS moBbIieHus LTV?

3aganue 4.

Pemmrs 3anauy.

CyMmMa cpescTB, 3aTpadyeHHas Ha MpUBJIeYeHUE KIIMEHTOB — 150 ThIC. pyo.

KonunuecTBo npuBneueHHbIx kinreHToB — 100 yer.

Banosas npu0sLib, nonydeHHas OT HOBbIX KiueHTOB — 300 Teic. pyo.

Paccuwnraiite croumocts npusnedenus kauenta (CAC) u nmokaszaTenb BO3BpaTa WHBECTHUIINI B
mapketuare (ROMI). Onennre Benmuunny CAC otHOCHTENbHO LTV,

3aganue 5.

Paccuwuraiite ypoBens yaepxkanus kinueHToB (CRR), eciu U3BeCTHO, YTO HA HAYalo Mecsia B
KJIMEHTCKOM 0a3e xommanuu guciiiock 100 ximeHToB, a B KoHIIE Mecaia ux ctaigo 110 gen. Taxke
HU3BECTHO, uTO 10 Yesn. BEIOBUIH U3 KIIMEHTCKOM Oa3Ebl.

3ananmue 6.

[TpoBenTe TEHHOCTHYIO CETMEHTANMIO JIUIi TIOHMMAaHHS TOTO, KakWe KaHAIbl TPUHOCAT
HanOoJiee IEHHBIX KIIMEeHTOB U3 Ka)KJ0r'0 CETMEHTA.

Nwmeercst nBa motpeduTenst TeXxHUKU. [lycTh Ha MpHBIEYEHHE KAXKIOTO OBLIO TOTPAYECHO IO
2000 py6. (momyctum, AdWords).

Kimment A mpumén u xynmn teneBusop 3a 54000 pybieii. Yepes monaroa oH Ky KOJIOHKH 3a
6000 pyOneii.

Knuent b - pykoBonurens ¢upmsl, pazpabateiBatomieid codprt. Pa3z B Heneno oH NpUXOAUT B
MarasvH M MOKyHaeT TO (eliKy, To Kabeiab, TO ceTeBOil (UIbTP, TO JOPOTYI0 MBIIIKY B MOJAPOK
naptHEpy. B cpemHem B Henmemmo oH Tpatut okoiio 2400 pyOieii.
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[Ipoxogut roa. Kro, Ha Bamr B3risaa, AOMKEH MOJIYyYWTh KapTy JIOSJIBHOCTH Cpasy, a KTO —
110CJIE HAKOIJIEHUS ONPENEICHHON CyMMBI?

3ananue /.

W3yunte ypoBEeHb  YIOBIETBOPEHHOCTU/HEYIOBJIETBOPEHHOCTH  KIMEHTOB  HEKOTOPOM,
W3BECTHOHM BaM CEPBUCHOM opraHu3anud. [1oayduTe HHTErpanbHYIO yIOBICTBOPSCHHOCTh MPOJYKTOM,
YPOBHEM CEepBHCA WJIM OpraHU3alluel B IIeJIOM IyTeM MPSMOT0 OTBETa Ha COOTBETCTBYIOIIHI BOIIPOC.

Huxe TpUBOIATCS THUIIOBBIE BOIMPOCH], KOTOPBIE PEKOMEHIYETCS HCIONIb30BaTh MIPH
WCCJICI0BAaHUH TaHHOW TTpo0semsl (puc. 1).

O0mnsA ONCHKD CTCRCHH YORICTHROPCIHOCTI
B XaKofl CTCnCHIt B B HEAOM YAOWICTHOPCHE KYTIACHHMM
Tomapos (npaganizom)?
Yaonrernopennocrs: 1 23456789 10H

OueHkn OTACARNLIX NOKAINTEACH

Hackoanso sioneM 148 Bac AAMMEE HOKAIATETh 18 B a0kt
CTENENMN W MM YA0RIETHOPCHI?

Basnocts: 12345678910H

Yaomsernopennocrs: 1 23456789 10H

HaMepenne COnepuinTs NoRTOpIYIo HOKYIKY

Kymaere 25t 5l 5 CICAYIORHA pas aHKR Tonap ¥y Toro e
nposanua?
JAa Hev [Toka we 3uno
Mosemy? __Tlovesy? Moyemy?
Flovemy noTpeOHTEat CPCKIOHINOT CROM CIPOC HA NPOTYRTM

Apyrodt oprasuaangmn?

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

[Toctpoiite MAaTpHUILY (xapTy) YAOBJIETBOPEHHOCTH /HEYJIOBJIETBOPEHHOCTH u
MIPOUHTEPIPETUPYUTE MOITYUEHHBIE PE3YyIbTAThl. ONMPEACIUTE MPUUUHY HEIOBOIBCTBA U MPEAJIOKUTE
WHJUBUIyAJIbHBIE KOPPEKTUPYIOIIUE BO3JCHCTBUSA B LENAX TMPEIOTBPAIICHUS TEPEOPUCHTAIINN
HEYJIOBJIIETBOPEHHBIX MOTpeOUTENEl Ha KOHKYPEHTOB.

3aganue 8.

WN3yunte ypoBeHb  yIOBIETBOPEHHOCTH/HEYAOBIETBOPEHHOCTH  KIMEHTOB  HEKOTOPOM
U3BECTHOM BaM CEPBHUCHOW OpraHU3aIMK B CIEIYIOLIEH MOCIe10BaTeIbHOCTH.

1. Haunute ¢ ompeneneHus OIEHHWBAEMBIX IOKa3areiell (aTpuOyTOB) U WX OTHOCHTEIIBHOU
Ba)XHOCTHU. Mcnonp3yercss ofHa U3 LKA u3MepeHuit, Harnpumep 10-6ayuibHas, K KOTOpoil 100aBIIsOT
BO3MOXXHOCTh 0oTBeTa "He 3Har" (H). OnenuBaembie nokaszarenu (aTpuOyThl) XapaKTEpU3YIOT JaHHBIN
IPOAYKT, YPOBEHb CEPBUCA, OT/IEIbHbIE ACIIEKTHI MAPKETHHIOBOH /1€ TEIEHOCTH.

ATpuOYyTBHI:

. YPOBEHb II€H, B TOM YHCJI€ B CPABHEHUU C KOHKYPEHTaMH;

. HIMPOTA U TITyOMHA aCCOPTUMEHTA;

. JIOTIOJTHUTEIIBHBIE YCIYTH;

. poQeCCHOHAIIN3M TIEpPCOHaNa, T00POKETATEIBHOCTD U KEIAHUE TTIOMOYb;

. pacIioyio’keHre OpraHu3aluy U TPAHCIOPTHAsS TOCTYITHOCTb;

. o01I1ast yTOBIIETBOPEHHOCTh OPTaHU3aINEH;

. JOSTBHOCTD (€IMHCTBEHHAs! OPraHU3aIMs I MEHsl, [IepBas Il MeHs, 00s3aTesIbHas U3
HECKOJIBKHUX KIIFOYEBBIX, HAMCPCHUC JCJIaTh IMOBTOPHBLIC IOKYIIKH B STOM opraHusanu, HAMCPCHHUEC
PEKOMEHI0BATh).

2. OmpamBaeMble TTOTPEOUTENHN (B YUIEOHBIX IEJSAX JOCTaTOYHO ISATH PECIIOHIECHTOB) NAOT
CBOIO OIIEHKY YPOBHIO yJOBJIETBOPEHHOCTHU IO KaXJIOMY [TOKa3aTellto.
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3. 3aTeM myTeM CIOXKCHHUS TPOW3BEICHUN B3BEIICHHBIX OIICHOK MO KaXKJIOMY IOKa3aTesio
OHpelleJIHeTCH I/IHTeraJIBHaH OIICHKa CTCIICHHU y,[[OBJIGTBOpeHHOCTI/I HpOI[YKTOM 501058 CepBHCHOﬁ
OpraHu3aIuen.

3aganue 9.
W3yunte ypOBEHb  YyIOBJICTBOPCHHOCTH/HEYAOBIECTBOPEHHOCTH  KJIHMEHTOB  MPOJYKTOM
HEKOTOPOU HA3BECTHOU BaM CEepPBUCHOM OpraHu3aIuu, HCIIOJIB3YSI COOTHOIIIEHHE

yIIOBJIETBOPEHHOCTH/BaXKHOCTH (YB), BhIpaskeHHOe B mporeHTax. OTBETHl Ha pa3iIHyHbIe BOMPOCHI,
Kacaroluecs nokasaTesiei, pacipeieuTe mo IByM ocsiM (puc. 2).

CpeaneKBagpaTHICCKoe
OTKAOHEHME OLICHOK
VAOWICTBOPCHHOCTH

Heyaor1eTnopenocTt,  YAOMETBOPEHHOCTS

pacnpeaeacHa PACTPCACHCH
'
'
'
' 1

— —d. i —p

' | ' Ouenka yiouerno:
08 | 09 1 PEHHOCTH/OUCHKA

HeyA0RIeTROPEHHOCTE | YAORICTBOPEHHOCTE  BHEKHOCTH

3ona 4 3ona3| 3ona2 « 3onal

Pucynok 2 — Martpuia «ynoBIeTBOPEHHOCTh/HEYIOBICTBOPEHHOCTDY

IlepBasg u3 HUX COOTBETCTBYET 3HAYCHUIO OTHOILIECHMS Y B, a BTopas — cpeiHEeKBaApaTHYECKUM
OTKJIOHEHUSIM. TouKy nepeceueHus: oceil 0OBIYHO COBMEIIAIOT ¢ €AMHUYHBIM CPETHEKBAIPATUYECKUM
OTKJIOHEHHEM M CcO 3HaueHueMm Y B, paBHbiM 0,9.

[TpounTtepnpeTupyiTe NMOJyYEHHbIE PE3yJbTaThl ¢ YKa3aHUEM CIIa0bIX MECT MPOJYKTa U JUIs
COCTAaBJIEHUS IIJIaHA JIEUCTBUM:

- IPUOPUTETHBIX (30Ha 4)

- CJIa0BIX KOPPEKTUPYIOMIHX (30HA 3)

- 110 COXPaHEHUIO MOJIOKEeHUs (30Ha 2)

- COKpalleH1e ycmimii (3oHa 1).

3ananue 10.
CocTaBbTe XapaKTEpUCTHKY KIMEHTa HEKOTOPOH OpraHu3alliyd C MOMOIIBI0 Pa3HBIX BHUJIOB
CErMEHTALUU;

o 1o ’M3HEHHOMY LUKIY: HA KAKOM 3Tare BOPOHKU HAXOAUTCS KIUEHT.

o [To MMYHBIM TaHHBIM KJIIMEHTA: TOJY, BO3PACTy, reorpadum.

. C nomomnisto RFM-ananusa: mo JaBHOCTH, YaCTOTE U CyMME MOKYIIOK.

. ITo moBeneHMIO: Kak 4acTO MOTEHIMAIbHBIN MOKYMAaTelb 3aX0JAUT HA CAalT, OTKPHIBAET

PacChUIKH, KaKHe TOBAPBI WM KAaTETOPUU CMOTPHT.
OG6pa3er peacTaBieH Hwke (puc. 3).

/34 raaa
BurTHoHsI | HHaHeH bR LN Svumbae AadHee | Kuner i Macicne
L MEeT croyGong
Fn
Denaet 3akaa kamgee § Hecsla Zro Meta / Crorpen KaTeropisa «ToAC TORKIS

Macneaqwid pa3 nenan 3akas 3 Mecaus Hazan — RFM JaMoaMn Ha CBAT 5 paz 23 NocnegHR

Mosepeqne
ne HEREAK

Crovmocts Boex 3axasos 40 D00 pyé
Pakes nokynan Benockne

Pucynok 3 — XapakTepucTuka KJIMEHTa, MOJIy4eHHas C IIOMOILBIO PAa3HBIX BUJOB CETMEHTAIIUN
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3aganue 11.

IlonroroBpTe NPOEKT KOJIMYECTBEHHOTO HCCIEIOBAaHUS YpPOBHS  YJOBJIETBOPEHHOCTH
noTpeduTeneit B mpodeccruoHanbHol cdhepe 1o NMpeAcTaBICHHOMY HIKe 00pasiry.

Oo6paser mpoekTa

Lenp uccrnenoBaHus: MOATOTOBUTH HHQMOPMAIMOHHYIO 0a3y Uil HPHUHATHUS PpEHIeHUid 00
YCOBEPIIEHCTBOBAHUU OIPENEICHHON MOJIENN WIM YPOBHS IPEJOCTABISIEMOr0 CEpBUCA, B TOM YHCIIE
0 3aIyCKe HOBBIX YCIIYT, a TAKXKE YBEJIMUYUTh 00BEMBI IIPOJIAK.

3amada McCIel0BaHM: BBIIBUTH CTEIICHb YIOBJIETBOPEHHOCTH MOTPEOUTENEH MO CIeIyIomuM
HAIpPAaBJICHUSM: aBTOMOOMIIb; 00CTYKUBAHUE MPU MOKYIIKE U MOCIEIPOAaKHbIN cepBUC.

OOBbeKT uccieoBaHMs: MHEHHE aBTOBJAJEIbIEB OTHOCUTEIBHO YCIYT, MPEIOCTABIISEMbIX
aBTOJIUJIEPOM.

O6beM U CTpyKTypa BBIOOpPKH: 00BEM BBIOOPKM 3aBUCUT OT pa3Mepa LEJeBOM ayauTopuu
(aBTOBIIAAETIBIIBI ABTOMOOMIICH OIpENeIeHHON MapKu KYIJICHHOW/TIPOU3BEICHHON B ONpEeTICHHbIH
nepuos BpeMeHu). CTpykTypa BBIOOPKM 3aBUCUT OT LEI€BOH ayJUTOPUU TOrO WM HMHOTO
ABTOMOOWIBHOTO OpeH/a.

OcHoOBHBIE MapaMeTpbl UCCIEIOBAHUS YIOBIETBOPEHHOCTH MOTpeOUTENell B aBTOMOOUIBLHON
OTpaciu:

. * uneHTUUKanus 00X MpodsieM B XOJe IKCILTyaTalluu aBTOMOOWIIS;

. * ICTAIBHBIN aHaIW3 WHTEphepa (MPUOOpHAs MaHellb, OOMBKA CAJIOHA, IBET, KAYECTBO
MJIACTHKA);

. * ICTANBHBIN aHaMM3 JKCTepbepa (AM3aiiH Ky30Ba, IUCKOB W INWH, I[BET, OITHKA
ABTOMOOMJIA);

. * BBISIBJICHUE HEIOCTATKOB XOJIOBBIX CBOMCTB aBTOMOOWIS (TOJBECKa, JABUTATEINb,
yIpaBIsieMOCTb, TOPMO3HAs CHCTEMa, MAaHEBPEHHOCTb );

. * OllcHKa O0mIero ypoBHS KOM(OPTAOCIBHOCTH aBTOMOOWIS (OMIIUH, ITOMYIIKH
0€30MacHOCTH, KaueCTBO MAarHUTOJbI, (PYHKIIMOHATBHOCTh IaTYMKOB U IPHOOPOB);

. * BBISIBJICHUE HEIOCTATKOB CEPBUCHOTO OOCITY>)KHBAHUS CAJIOHA- IPOJIABIIA TIPH ITPOIAKE
aBTOMOOUJIS;

. * ueHTUUKaLus nNpoOIeM CEpBUCHOTO OOCIyKMBaHUs aBTOMOOWIS (Tpaduk paboThI

CEPBHCHBIX CTAaHIUH, KyIbTypa 00IIeH!s U KBaTu(UKalKs IEpCOHAa).

HccnenoBanue ya0BIe€TBOPEHHOCTH MTOTpeOUTENEH OyIeT MPOXOIUTh B /IBa dTara.

KauectBennsiii stan. Ha nanHOM 3Tame uccielnoBaHUS MPOBOIUTCS cepusi (OKyC-TPYII C
HEeIbl0 UIeHTU(UKAIMKY OOIUX NPOoOJeM TMpPHU HCIOIH30BAHMHM aBTOMOOWIS WJIM TOCEHICHUN
KOHKPETHOT'O CEPBUCHOTO IEHTpa. PEKpyTHUPYIOTCA MOTPEOUTENN UHTEPECYIOIEH MapKi aBTOMOOWIIS,
KOTOpasi HaXOAUTCS B AKCIUTyaTallM OT 6 HeZelb, /10 IBYX JIET.

B oneHKy yA0BIETBOPEHHOCTH BXOAT CIEAYIOLINE TOKA3ATENH:

. JloBepue k KoMnaHuK/OpeHAy/IPOAYKTY (110 KaKUM KpUTEPUSIM OyJIeT U3MEPSITHCS).

. JlosnbHOCTh K KOMIAHUW/OpeHAY/MPONyKTY (TOKa3aTeNn, XapaKTepHU3YIOLIHe THIIbI
MOTPEOUTENTHCKOM JIOSUIBHOCTH: TIOBEJEHUECKON 1 BOCIIPUHUMAaEeMOH (TTapLenIIOHHOM)).

. @DaKTOpbI, BAUSIOIINE HAa YIOBIETBOPEHHOCTD (OTPACIIEBbIE U NOTPEOUTEIBCKHE).

KonnuecTBennbrit stan. Ha nmanHOM 3Tame wucciaenoBaHHs MPOBOASATCS (OpMaTM30BaHHBIC
JUYHbIE UHTEPBBIO, B paAMKaX KOTOPBIX MPOBOIMTCS BBISBICHUE THUIMHYHBIX MPOOJIEM U HEJOCTATKOB
aBTOMOOWJIS WJIM cepBUCHOrO ILieHTpa. Ha maHHOM sTame ucciemyercs mpoOieMbl M HETOCTaTKH,
BBISIBJICHHBIE Ha dTare (POoKyc-TpyIIIL.

Saganue 12.
ECJII/I HpaBI/IJ'H)HO OHCHI/ITB, Ha KaKOﬁ craagnuu JIOAJIBHOCTU HaAaXOIUTCS KJ'II/IeHT, KOMITIaHUA
CMOXKET TPaBWIBHO BO3JCHCTBOBATh HA HEro - W3MEHUTh €ro MHEHHE O cede K JIydiieMy.

[TorpebHOCTH KIMEHTa OyAyT yIOBIETBOPEHBI, PUpPMa MOJYUHUT JIOSUIBHOTO TOTPEOUTES.

IIpoBenuTe COPTUPOBKY XapaKTEPUCTHUK JIOSUIBHOCTH MO €€ BUaaM. JlaliTe peKkOMEeHJanuu 1o
KaXKJOMY BHY JIOSUIBHOCTH (YTO MOKHO CJIENaTh).

Bunel nosimpHOCTH:

- OTCYTCTBYIOIIAS

- OTpULIaTeNbHAast
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- JIO’)KHAas

- JIATEHTHAas

- AICTUHHAs

XapaKTepUCTUKU IIPOSBIICHHUS JIOSTIBHOCTH

- KJINEHTY HE HY)KHBI TOBaphl U YCIIyTH OpraHu3aluu

- HE YCTPauBarOT BAPUAHTHI JOCTaBKU

- BBICOKAs 1ICHA

- BBICOKAs IIPUBS3aHHOCTh K OpeHy

- KJIMEHT 4acTO IPUOOpeTaeT NPOAYKThl B OpraHu3aluH

- y1oOHOE pacIoJIoKeHHE Mara3uHa, opuca KOMIaHUU

- KJINEHT HE HAMEPEH MEHSTDH IIPUBBIUKU U YCTOSIBIIMICS 00pa3 dKU3HU

- Y OPraHu3alHy Majlo KOHKYPEHTOB

- XOpOIIUE CE30HHBIE CKUIKH

- KJINEHT PEKOMEHyeT OPIaHU3alMI0 B CBOEM OKPYKCHUU

- U3MEHMUJICS COCTAB IPOJYKTa

- KJIIMEHT y3HAJ O MPOJIyKTE YTO-TO, YTO TEIEPh MEIIAET eMY €ro IpuoopecTu

- BBIT'OJIHBIEC HAKOIIUTEIIbHBIE MPEJI0KEHHUS

- KJIMCHT JIOSUIEH yXKe K pyromy OpeHy

- KJIMEHT CTOJIKHYJICS C HEraTMBHBIMHU IPOSBICHUSIMHU B OpraHU3allMM, OCTAJICS HE JOBOJICH
Ka4eCTBOM IIPUOOPETEHHOr0 TOBAapa UM OKAa3aHHON YCIyTH

- KITMEHT IproOpeTaeT TOBaphl U MOTPEOIISET YCIYTH 10 IPUBBIYKE

3ananme 13.

Onwupasicb Ha TEOPHIO LEHHOCTH KJIMEHTa, coOepuTe HeoOXoaumyro HHpopManuo o006
opraHuszanuu, craslieil Bamel 6a3oil mpaktuku. PasHecure 1o KBajpaHTaM KJIMEHTOB JaHHOMU
opraHu3anuu (pUCyHOK 4).

Yiomumue e ATN e

KYaaream QOKYIL T

MeENT

HEMHOCTs A
-
|
)
+

HHI

LiDOMIpamms e

BADAT Beasere T

HICIEAA PR CORAN

MOCHMOCTY OT XK

PI/ICYHOK 4 — ManI/II_Ia IOCHHOCTH KJIIMCHTA

3ananmue 14.
Kakue BuIbl mporpamMm JIOSUIBHOCTH MOTYT OBbITh peajan3oBaHbl B BblOpaHHOW Bamu cdepe

Ou3Heca, YeM OHU oTian4daroTcsa? (3amnonHuTe TabIuIry)
Tabnuma

Busl nporpamMm Llens nporpamMm Hcnonp3yeMble KpUuTepuu

3apanmue 15.

HOCTpOGHI/Ie HpOFpaMMI)I ITOBBIINICHUA JIOAJIBbHOCTHU KIIMCHTOB

Bbl siBnsieTech MEHEIKEpPOM OJHOTO W3 mpeAnpusatuil. Ha maHHBII MOMEHT MpeanpusiTue
HAXOJHUTCS B CTaUM 3PCIIOCTH >KM3HECHHOTO IMKJIA, W JIOCTHIJIO TOYKH HACHIMeHUsA. OIHUM U3
BapHUaHTOB MPOJICHHUS HAXOXKICHHUS Ha CTAIMU 3PEJIOCTH M YBETUUYEHUSI 00beMa MPOAaXK MPEATPHITUS
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SIBJISETCS TOBBIIICHUE JOSJIBHOCTH KIHMEHTOB. B cBa3m ¢ sTuM, BaM He00XOAMMO MOATOTOBHUTH
MONPOOHBI TMUCHPMEHHBIA JOKIaJ Ha MPEAMET BHEAPEHUS MPOTPaMMBbl TOBBIIICHHS JOSIBHOCTU
KJIIMEHTOB TIPEANPUSITHS C METOIUICCKUMHU Pa3padOTKaMU U OPUEHTUPOBOYHBIMHU pacyeTamHu.

[Ipeyiaraemeie cepbl AeSITETLHOCTH MPEIIPUATHH (BBIOPATh OHY):

. TOCTHHHUYHOE TIPEANPHUATHE;

. UT - xommanmus,

. OIITOBOE MPEAIPHUATHE, 3aHUMAIOIIIECECS MIIOMaTEepHATIaMK/KOMITBIOTEPHON TEXHUKOM;

. IPEIIPHUSITHE OOIIETINTA;

. YXKKX;

. COOCTBEHHOE MpeanpusaTUe (MpU BHIOOPE BKIIOYUTH OMMMCAHHUE ICITEIBHOCTH).
MeroaudecKue yKa3aHHs:

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

1. BaXHOCTh TMOBBIMIEHUS TMOTPEOUTENBCKON JIOSITBPHOCTH TPUMEHUTEIBHO K TPEIIPHITHIO

AN U1 B WN—

BBIOpaHHOU c(ephl NeITEIbHOCTH.

2. IlmaH OUEHKH TOTPEOUTENBCKOW JIOSUIBHOCTH C yKa3aHWEM METOJa W TOJAPOOHBIM €ro

OIMHUCaHUuEM (I/I COOTBCTCTBYIOHIGIZ MOJrOTOBKON METOJNYECKUX MaTCpPHaAJIOB: AHKCET, Ta6J'II/II_I HT. O. )

3. [ToapoOHBIi mIaH MPOrpamMMBbl MOBBIIIEHUS JOSUITBHOCTH KIIMEHTOB.

4. Pacuer 3aTpar Ha BHEJIPEHUE IPOrPaMMBbI TIOBBIIIECHUS JOSUIBHOCTH.

Kpurepuu onenku:

1. [lonHOTa pacKpeITHs BOIPOCOB

2. PeamMCTUYHOCTD TPOEKTA U PACUETOB

Kakue criocoObl M03BOIST MOBBICUTH JIOSIBHOCTD KITMEHTOB?

Uto MOXET cienatb MEHEIDKEp IO YIPaBIECHUIO IMPOCKTAaMH, YTOOBl YCTPAaHUTh BCE WIIH

HCKOTOPLBIC ITPHUYNHDBI, BHI3bIBAIOITHEC OTTOK KJIMEHTOB?

3ananme 16.
I[JI?I IIOHUMAaHUA yCHeHIHOCTI/I HpOFpaMMBI JIOAJIBHOCTHU KJIMCHTOB HGKOTOpOfI OpFaHI/I3aIII/II/I

poaHANU3UPYHTE KitoueBble okaszarenu ee a¢dexkrusHocTy (KPI) mo ciaenyromum qaHHBIM:

- 3a kBaptai npobuto 12000 uekos;
- IPEABSABICHO KapT yYaCTHHUKA IMPOTpaMMBI J0sTIbHOCTU 4567 pas;

- crircansbl 6amel 3255 pas;

- KOJIMYCCTBO KIIMCHTOB C HeaKTHBHpOBaHHOﬁ KapTOﬁ JIOSITBHOCTH — 235 yel.

Saganue 17.

Bcero knmnentckas 6a3a — 3431 uyen. B tabnuue npeacrasineHa nHpopMalus 1Mo MOBTOPHBIM
nponaxaM. PaccuuTaiiTe mMmokaszaTenu MNOBTOPHBIX Npojax. I[IpoumHTepnpeTHpylTe MNOJYyYEHHYIO

MH(pOpMaIHIO.
Tabnuua — Otuet o noBTopHbIM poaaxkam OO0 «DaenbBeiicy
JlaBHOCTB mOCIEAHEN TTOKYTIKH 1 mokynka 2 TMOKYTIKU 3 u OoJiee MOKYIOK
o omHOro Mecsiiia ¢ MOMEHTa 570 223 121
MIOCJIEIHEW ITOKYIIKH
Jlo 6 Mecs1eB ¢ MOMEHTA MOCIIeIHEH 317 148 35
MOKYIIKU
Boree 6 MecsaneB ¢ MOMeHTa 1518 430 69
MIOCJIEIHEW ITOKYIIKH

CpaBHute 2 BapuaHTta BO3MOKHOH BbIpydkH 11 OOO «3DaenbBeic» € TEKYIIMM YPOBHEM
MOBTOPHBIX MpoAax (3 u 6oJiee MOKYIOK) U BO3MOKHOM BBIPYYKOM OT MOBTOPHBIX MPOJIaXK, €CIU Obl y
JAHHOW OpraHM3alMM J0Js MOBTOPHBIX MPOJAX COOTBETCTBOBAJIA MHUHUMAJIbHOMY HOPMAaTHBHOMY

ypoBHIo. [Ipu pacuerax nucnosnb30BaTh CpeIHUN YeK MOKynaresns — 25 Toic. pyo.

3ananue 18.

[TpoBenute ABC-ananu3 K1HeHTCKON 6a3bl 0 JaHHBIM TabmuIlsl. CraenaiTe BBIBOJ.

HanmeHnoBanne KOHTpareHTa

\ 2022 rom — BBIpYYKa, ThIC. PYO. \

Kareropust
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000 «KI» 24894,638

HAO «HI» 18209,286

ITAO «IlemeHT» 8394,793

000 «Coma» 5008,753

HAO «beron» 3441,671

000 «bKO» 2810,000

HAO «KC3» 2548,497

ITAO «CtpouTelbHbIC MaTEPHUATIBI» 1499,166
000 «B3KI'C» 1298,565

000 «OYCK» 1013,466

00O «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 «'uncy» 180,823
ITAO «Mera®poHT» 168,000
000 «BTO» 153,990
Oo6nacrHast 00JIbHHAIA 108,613

HAO «Axkymynsrop» 1,975
Htoro
3aganme 19.

Yopaxnenue «Pabora ¢ peksiaMmanusMm»

Peakuus coTpynHuka Ha B03MOKHBIH OTBET
peKJIaMaIuio KJIMEHTA

[Touemy Takas peakuus
MOJKET IUIOXO0 NOAEHCTBOBATh
Ha KJIMEHTa

YeMm ee MOKHO
3aMEHUTH

«He Tax yx Bce H II0XO0,
KakK BbI 3TO OIIUCBIBACTEN

((HCT, BbI HC ITPABbI»

«BBbI 4TO-TO IIyTaeTe, TaK
OBITH HE MOXKET)

«Brl1, BoOOIIIE,
HUHCTPYKIIHUIO
PaCKpBIBAIH ?)

«Takoro y Hac BooOOI1Ie HE
OBIBaCT»

«/laBaiiTe rOBOPUTSH 110
CYIIECTBY Aenal»

«Takux nperensuii Ham
€lIe HUKTO HE
MIPEBSBISLID)

«ITOT COTPYIHUK Yy HAC
OBLIT HOBEHBKHID)

«3TO0 MPOU30LLIO TOTOMY,
YTO OYEHb MHOTO HapOy
B 3aJIe»
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IIpakTuyeckoe 3ansatue Ne 5. KiroueBble mNoOKa3aTed OIEHKH peaju3aluu
KJIMEHTOOPHEHTHPOBAHHOI0 MOAX0/1a B OM3Hece

3aganue 1.

OneHuTe BBIMOJHEHWE IIaHA [0  [IOKa3aTelnsM, XapaKTEPU3YIOMUM  KIHMEHTCKYIO
cocrasistoinyto B CCII opranusaiuu, Ha OCHOBE JJaHHBIX, ITPEJCTABICHHBIX B TA0JIUIIE.

Tabmuia — Ucxonusle 1aHHbBIE

ITokazarenu IU1aH baxT
OO0r11ee Yncio KIMEHTOB OPraHU3alliu, Yel. 1850 1890
Yucno KIMEHTOB NPOIJIOro eprojia, COXPaHUBIIUXCS B 0a3€ OTYETHOTO 1820 1845
nepuoa, 4yell.
3arpaTsl HAa MAPKETUHIOBBIE YCHIIMS 110 YAEPYKAHUIO U PACHIMPEHUIO 150 175
KJIIMEHTCKOM 0asbl, ThIC. PYO.
[TpuOBLIb OT MPOJIAK, THIC. PYO. 430 445
[TpuOBLIL OT MpOAAXK, MOIYICHHAS 32 CUET MPUBJICUCHUS HOBBIX 18 25
KJIUEHTOB, ThIC. PYO.

3aganme 2.

Omnupasice Ha  CTPAaTeTMYECKYI0  KIMEHTCKYIO  KapTy, pa3paboTaiTe  KIMEHTCKYIO
cocrapysronryto CCII pa3BuTusi HEKOTOpOM opraHuzanMu U 3anoiHute Tabmuny 1. IlpoBenute
CpPaBHUTEJIBHYIO OLIEHKY KiIMeHTCKuX mokazareneit CCII u 3amomnute Ttabnuiy 2. I[IpoBemure
JIMarHOCTUKY OTKJIOHEeHUH kineHTckux nokasareneit CCII (ucnonp3yiite Tabnuny 3).

Tabmuna 1 — Knmenrckas cocrasinsitonias CCII pa3BuTusi opranuzanuu

KiroueBas mpobiema Crparernveckas | Knuenrtckuii [eneBoe Crparernueckoe
KJIMEHTCKOM cOCTaBJIAIOIIEN KJIMEHTCKast [I0Ka3aTenb 3HaYeHUe KJIMEHTCKOE
CCII LeNb MEPONPUATHE

Kakue OCJIN OTHOCUTCIIBHO

CTPYKTYpPBI U TpEOOBaHHI

KJINEHTOB HEOOXOIMMO

IIOCTAaBUTH IJISL O6€CH€‘~I€HI/I${
JOCTHXKEHHS (PMHAHCOBBIX
neiei?

Tabnuna 2 - CpaBHUTEIbHAS OlleHKa KIueHTcKuX nokasareneit CCII

KITHCHTCKUH OEJICBOC q)aKTI/I‘-IGCKOG OTKIIOHEHUE Ka4yC€CTBCHHAs
IIOKa3aTeCjib 3HA4YCHHUC 3HA4YCHHUC a0COII0THOE OTHOCHUTCIIBHOC, % | OLIEHKA OTKJIOHEHUS
CCII

Tabmumna 3 - IlpuMepHass KadeCTBEHHAs OIEHKA OTKIOHCHHH (DAKTUYECKHX OT IICJIEBBIX 3HAYCHHU
kireHTckux nokasareneit CCII

BEJIMYMHA OTKJIOHSHHUS, %o KauyeCTBEHHAs OIEHKA OTKJIOHCHUS
Ho+1 Hecymectennoe
Or+lmo=£5 CymectBeHHOE
Or+£5m0=+10 3HAUYUTEIBLHOE
Or+ 10 mo +£ 20 CepbesHoe
+ 20 u 6onee OueHb cepbe3HOe
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Pe3ynbTarel pacueToB BiIMSHUS (aKTOPHBIX MOKa3aTelel Ha OTKIOHEHHUE OIpelesieMblX MU
pe3yibTaTUBHBIX KiMeHTcKuX nokasareneit CCII npencraBnstores B popme Tabauib! 4.
Tabnuna 4 - Pe3ynbrarhl pacueToB BIUsSHUSA (HAKTOPOB HA OTKIOHEHUE PE3yJbTaTUBHBIX KIMEHTCKHUX
nokazareneil CCII
PesynpraTuBHBIA | AOGCOIIOTHOE Biustnue dakTopHBIX TTOKazaTenen
KIIMEHTCKUI OTKJIOHEHHE | 1-T0 ypoBHSI | 2-TO YPOBHSI
nokasarenb CCII

5-T0 ypOBHs

Ilo uroram pacueToB cienaiTe COOTBETCTBYIOIINE BbIBOIBI.
PesynbpraThl nporHo3uposanus kiaueHTcKux nokasareneil CCII npeacraBbTe B Buae TaOIUIIbI

S.
Ta6ymma 5 - Pe3ynprarsl mporuno3upoBanus KiueHTCKUX nokasareneid CCIIT
Knuenrtckuii | @akTuueckoe Ilenesoe OTKJIOHEHUE .
KommenTapuii
MoKazaresb 3Ha4YCHHE 3HaYyeHue | abCONIOTHOE | OTHOCUTEIBHOE,
CCII %
3aganue 3.

[Toctpoiite cucremy cOamaHCHPOBAaHHBIX IIOKa3aTeleil [Uisi CEepBUCHOW OpraHu3aiuu. 3a

o0pazer; BO3bMUTE HIKECIISAYIONIYIO TaOIHILy.
Tabnuia — Cucrema cOagaHCUPOBAHHBIX MOKa3aTeseH JJIsl CEpBUCHOM OpraHu3aluu

Crpareruueckue IToka3arenn [Iponurbrit Texymmi [Iporuo3usiii
LeJu epuos nepuost epuos
1. ®uHaHCOBas NEATENbHOCTD
YBenuuenue Yucras npuObLIL
npUOBLIH OpraHM3aI|u, ThIC. PyO.
OpraHu3alyu PentabenbHoCTh, %
2. B3auMoOTHOIIIEHUS C KIIMEHTaMU
IToBbiIEHME KonnyectBo xanob B
YpOBHS MecCS1, €IUHUI]
YIOBJIETBOPEHHOCTH | CpeqHHi CPOK OKUTaHUS
KJINEHTOB ycTpaHeHHs podem,
Ka4eCTBOM JHen
MPOJYKTa Jlonst MHIMIEHTOB 110 BUHE

opraHuzaimu, %

3. Opranu3zanusi OM3HEC-TIPOILIECCOB

IToBbiIEHME OTKka3 oT KIyOHBIX KapT
KayecTBa
pean3yeMbIxX
MIPOJIYKTOB

4. UunoBanum, o0y4eHne u pa3BUTHE

IloBbiIEHME KonnuecTBo coTpyIHUKOB
YPOBHS C BBICHIMM 00pa30BaHUEM
KBaJIU(UKAILIH KonnuecTBo coTpyAHHMKOB,
nepcoHaia MIPOLIEIIINX
NEPENOATOTOBKY WIIH
MOBBILICHHE

KBaTM(DUKAITIH




3aanue 4.
IIposenure

OLICHKY

KJINEHTOOPUEHTUPOBAHHOTO NOIX0/1A.
JlanHasi opraHu3alus IpoBOANIIA OIIPOC KIMEHTOB C MOMOILBIO MEHEHKEPOB YEPE3 PACCHUIKY
Ha DJIEKTPOHHBIE aJpeca aHKEThI, COJIeprKallel ciaeayounii Borpoc B TabauyHoi dopme:
Tabmuua 1 — ®opma ais npoBeACHUST OMpOca KIMEHTOB C IENbI0 OMpENeseHUs UX YpPOBHS

3¢ (HeKTUBHOCTH
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pa3BUTHUA

OpraHu3auu

Ha

OCHOBC

YIOBJIETBOPEHHOCTH
[Hxana, 1 2 3 4 5) [Tpuunna
Oasuiel / TTon He YacTuyHO VYV noBieTBO Ilon
XapakKTe HOCTBIO HE YIIOBJIETBO yIIOBJIETBO peH HOCTBIO
pHUCTHKA YIIOBJICTBO peH peH YAOBJIETBO
peH peH
TOBAp
LIeHa
Cucrema
cOBITa
Cucrema
TIPOJIBUKCHHS

PesynbTarhl pacyera nokasaresnei ya0BIETBOPEHHOCTH KJIMEHTOB (Y) cBelleHbl B Ta0uLy 2.
Tabnuua 2 - Pe3ynbraTsl olrpoca noTpeduTesneil opranu3aiu

XapakTepucrrka [Tonnoc He [Jactuunol|Y nosner|Ilonnoc N % ynoB
TBIO HE | YJOBJIET | YIOBJICT | BOPEH | ThIO JICTBOPCH
yIOBJIET | BOpeH | BoOpeH yIOBJIET HBIX OT
BOpEH BOpEH o0riero
qHcIia
Tosap 5 4 6 3 3
(1 monmyromue 2020)
Toap 4 3 7 7 6
(2 momyromue 2020)
Toap 4 4 8 9 7
(1 monmyroaume 2021)
Toap 4 5 10 11 8
(2 monyroaue 2021)
Tosap 4 5 12 13 9
(1 monmyronue 2022)
Tosap 5 6 13 15 12
(2 monyronue 2022)
[lena 2 2 8 6 3
(1 monmyroaue 2020)
[{ena 1 2 9 9 6
(2 monyronue 2020)
[lena 2 1 11 10 8
(1 monyronue 2021)
[leHa 1 2 10 15 10
(2 monyronue 2021)
[lena 2 2 11 16 12
(1 monyronue 2022)
[lena 2 3 13 17 16
(2 monyroaue 2022)
Cucrema cobiTa (1 3 3 5 7 3
noayrozaue 2020)
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Cuctema cObITa (2 3 3 8 8 5
noxyroaue 2020)

Cuctema cObiTa (1 2 3 9 10 8
nonyrozaue 2021)

Cuctema cObITa (2 3 3 11 12 9
nonyrozaue 2021)

Cuctema cobita (1 4 4 14 13 8
noayrozaue 2022)

Cucrema cobiTa (2 4 3 15 19 10
noayrozaue 2022)

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

CucTemMa KOMMYHHUKAIIHH C 3 2 9 8 5
noTpeduresnem (2
nosyroaue 2020)

Cucrema KOMMYHUKALIHI C 3 3 11 9 6
notpedurenem (1
nosyroaue 2021)

Cuctema KOMMYHUKAIIMH C 2 3 14 11 8
noTpeduTeaem (2
nosxyroaue 2021)

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

Cuctema KOMMYHUKALIMI C 2 3 15 19 12
noTpeduTesnem (2
nosyroaue.2022)

JluHaMuKa peHTa0eIbHOCTH 3aKa3a 3a TPH rojia OTpakeHa B TaduuIe 3.
Tabmuna 3 - 3Hauenue peHradbenpHoCTH 3aKa3a 3a 2020 - 2022 rr., %

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

[TocTpotite rpad >3PpheKTUBHOCTH pa3BUTHUS OpTaHU3AIIHIH.

PeurabensHOCTE 3aKa3a, %

A

»
»

KoaddunneHT yaoBneTBOpeHHOCTH

3aganue 5.
AHanu3 M CTPYKTYpHpOBaHHE NaHHBIX O MPOAAaXaX MPENNpPHSITHS 3a JBa roja IMO3BOIHIN
MOCTPOUTH TabymIb 1 u 2.



Ta6muma 1 - Ctpykrypa npogax OO0 «Anbhamann» 3a 6a30BbIi IO/
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Ne HaunmenoBanue nokymnaresns Cymma Yacrora Cpennss
/T CIIENKH oOparnieHui BBIpYYKa OT
CHICTKH
1 000 «2Ouurma» 198000 3
2 HAO «I"amma-uHBECT» 276615 6
3 HAO «EHnuceii» 3809385 18
4 HAO «Kamennoropckoe KV 291060 3
5 HAO JIUTII «KoHTaKT» 1133088 9
6 [[IAO «Amaruty 1536000 3
7 [[TAO «Codr» 4074840 6
8 [[TAO «JlomomMut» 171788,4 3
9 [[TAO «HoBokyiiObImmeBcKuit 241690,5 6
HedTernepepabaThIBAOIINI 3aBOT)
10 [[TAO «Camapanepym» 1197750 9
11 |[TAO «CamapcKuii OKaThIII» 8 665 250 30
12 |[TAO «Kosnmopckuii 'OK» 1668 000 6
13 1000 «Muxaiinosckuii 'OK» 2947350 6
14 |[TAO «ITaBIOBCKIpaHUT» 1273 250 4
15 [[TAO «CoxonoBo-capbaiickoe ['TIO» 33769020 39
16 1000 «A H T» 414657 9
17 1000 «Anraiipecypc 1386100 6
18 1000 «Apryc PK» 2425500 3
19 1000 «Aspron» 77095628 57
20 1000 «I"amma-uHBECT» 829521 6
21 1000 «I"amMa-TEXHOJIOTHSI 169 153 599 234
22 000 «HoomeTty 6023710 15
23 1000 «T "Monubaen» 6393590 12
24 1000 «TexXKOMILIEKT) 5705419,83 21
25 1000 «2Hepro-mMur» 676 800 3
26 |PYIHII «I'panut» 212400 3
27 MIT «M Tpeiin» 44 525 400,0 54
Cymma
Tab6numa 2 - Ctpykrypa npogax OO0 «Anbdamann» 3a TEKYIIHN Toj
Ne HanmenoBanue nokymnaress Cymma YacToTa Cpennss
/1 CIETTKU oOparnieHui BBIPYYKa OT
CIETIKU
1 1000 «Ky3znenkwnii [OK» 1860000 4
2 000 «ApuyHOOII 1224000 4
3 [HAO «Enuceii» 1726900 8
4 [HAO «Kamennoropckoe KY» 10164000 48
5 [HAO «Toprogsrii 1om «berarpannt 3234000 8
6 [HAO «Ypambckue IeIOBbIC TUHUN 5472092,4 20
7 |HAO «XakacB3pbIBIIPOM» 2220000 8
8 [HAO JUTI] «KoHTakT» 6930060 60
9 HAO 3K «ITomroc» 1293600 8
10 MIT «Makpuguaa H.JL» 146960 4
11 |[TAO «AYuHCKUI IITHHO3EMHBINH KOMOMHAT) 13324080 24
12 [[TAO "Toaomut" 729820 28
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13 [[TAO «Kaitpemckuii 'OK» 6760000 4
14 [[TAO «Kupexenckuit [OK» 4603480 12
15 [[MTAO «Kupenckuii [OK» 3817520 12
16 [[TAO "Camapckuii OKaThIII» 52934032 76
17 JTAO «Kospopckuii 'OK» 7645432 48
18 [[TAO «KomOuHaT Marue3ut» 1128100 8
19 [[MAO «MuxaitnoBckuii 'OK» 356760 4
20 [[TAO «HaBowutickuii ' MK» 5130484 4
21 [[TAO «HK «Pocuedtb» 11100000 24
22 [[TAO «ITaBmOBCKIpaHUT» 4545734 20
23 [[TAO «Coxkomosckoe ['TIO» 42277900 48
24 [MAO «Yuamuuckuii 'OK» 1236000 4
25 000 «AspToH» 114255440 97
26 000 «I"amma-TEeXHOJIOTHS 218267542 260
27 1000 «Kapobep-IlerpoBckuiiy 1208200 8
28 1000 «Ky3znenkunii [OK» 8990000 16
29 1000 «Copckuit 'OK» 3514000 12
30 000 «TH "Monubuen» 1684200 4
31 1000 «3Okcnoaenspra-M»» 1940400 12
32 (000 HIIO «Juepro» 57600 4
33 JIIK A/C «YykoTka» 512000 4
34 PVIIII «I'paruT» 3719000 4
35 [Cwmrouenko B.1. 112280 4
36 [Cayx6a MTC I'VII 3abaiikanbckoit o0nactu 3172000 4
37 [TOO «AnuHay 7376200 12
38 MHII «M-Tpeiin» 85074400 132
Cymma

[IpoBenuTe (hakTOpHBIN aHaIM3 3aBUCUMOCTH BBIPYYKH OT KOJMYECTBA KJIMEHTOB, YacCTOTHI
MOKYTIOK U BEJIMUMHBI CPETHETO YEKa.

Pesynbratel pakTopHOro aHagM3a oTpaszute B TaOIMIE 3.
Tabnuua 3 - @akropHsiii ananu3 Beipyukn OO0 «Anbdamarny

KonnuecTBo Yacrora Cpennss Belpyuka oT | Biusinue gaxropoB |I3MeHeHUs BBIPYUYKH OT
noKymnareneu | oGpaieHuit CHEJIKU pa3anuHbIX (JaKTOPOB
3aganue 6.

[TpomsBeuTe pacyeT CTOMMOCTH KJIMEHTa HEKOTOPOW OpPTraHW3allid Ha OCHOBE CJICTYIOIINX
IaHHBIX.
Tabnuma — ucXogHbIE JaHHEIE

Bunel 3arpar Beanunna
Tpaduk 13 KOHTEKCTHOM peKIambl 10 000 nepexoioB
Ilena kaxa0ro Kivka 7 pyOneii

3apriara PPC-cienmanucry 15 000 pyOneit
Tpacduk u3 opranuueckoii Beiiaun (SEO) 30 000 nepexo10B

3apriata SEO-cnenanicty 25 000 py6aeit

3apruiara Tere)OHHOMY OTlepaTopy 10 000 pyOueit

Konsepcust moceruressi B kireHTa (koHTeKeT 1 SEO) 5%
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3aKa3bl HOBBIX KIIMEHTOB M3 KOHTEKCTA 10 000*0,05 =500
3axa3bl HOBBIX KJIMEHTOB W3 OPraHNYECKON BbLIaYN 30 000*0,05 =1 500
IToBTOpHBIE 3aKa3bl OT MOCTOSIHHBIX MOKYTIATENCH 3 000 3akazoB
OO0I1iee KOJIMIECTBO 3aKa30B 4500 3akazoB

Cpenusis croumocth yeka — 2500 py06. IIpuObuibHOCTD OfHOM mpofaxu — 25%. SBnsiercs
MOJTYYCHHBIH Pe3y/IbTaT HOPMaIbHBIM MM BRICOKUM? KakoB cpOK OKYIaeMOCTH KIIMEHTa?

8.3. TumoBble KOHTPOJIbHbIE 33/IaHUSl WJIM HHbIe MAaTepHaJbl /s IPOBeJeHUs
IMPOMEKYTOYHOM ATTECTAIIUN

dopma MpoBeIeHUsI NMPOMEKYTOUHOM aTTeCTallMi MO AMCLUMIUIMHE: 3adeT (M0 pe3yiabTaTam
HAKOIUTEJILHOTO PEUTHHTa WU B (POpME KOMITBIOTEPHOTO TECTUPOBAHUS).

YcTHo-tuckMeHHas ¢popMa o BompocaMm K IuddepeHIIupoBaHHOMY 3aueTy MpeArnoaraercs,
KaK MpaBUjIo, AJIs CAAYU aKaJAeMHUUECKOH 3a0>KEHHOCTH.

Hepeqeﬂb BOITPOCOB JISI IOATOTOBKH K 3a49€TYy

OIIK-1. Crioco0eH NpUMEHATh TeXHOJOIMYeCKHe HOBAIMM M COBPEeMEeHHOe MPOrpaMMHoe
obecrnieuenue B cepe cepBuca

1. CymHoCTb, HBOJIONMS, 33aJa4d W NPUHIUIBI KIWNEHTOOPUEHTUPOBAHHOTO IIOAXO0Ja K
BEJICHUIO OM3HECa, HAIIPABJICHUS pean3alui, UHIUKATOPBI
2. Knment, mokymarenb W TOTPEOMTENh: CpaBHHUTEIbHAS XapakTepucTuka. KimeHTsl kak
KJIFOUEBOM OM3HEC-aKTUB KOMITAaHUU
3. KinrenTooprueHTHpOBaHHBIE TEXHOJIOTMH KaK HOBBIE BO3MOKHOCTH JUTSI Pa3BUTHs OM3Heca
. Kputepnn opreHTHPOBaHHOCTH OpraHU3AIMU U €€ COTPYIHHKOB Ha MOKYyNaTeen
. IlepcieKTHBBI pa3BUTHUS KIMEHTOOPUEHTHPOBAHHOTO MapKETHHTA
. IlocTpoeHne KOMIIJIEKCHON CUCTEMBI IOJIyYEHHs U aHalIn3a 00paTHOM CBSI3U
. Pa3paboTka KIMEeHTOOPUEHTHPOBAHHOW CTPATETHH OPTaHU3aIuU
. KinmentoopueHTHpoBaHHas KOPIOPAaTUBHAs KyJIbTypa
. AyI¥T KITMEHTOOPHEHTHPOBAHHOCTH, CECCHH KITMEHTUHTA U yITyqIlleHHe OM3HEeC-TIPOIECCOB
10. Pa3zpa0oTka 1 BHEIpeHHE CTaHAAPTOB OOCITY>KUBAHUS KIIMEHTOB
11. ITocTpoeHne cuCTEMBI KOHTPOJIS K MOTUBAIIMH KITMEHTOOPHEHTUPOBAHHOCTH
12. Ananu3 norpeGHOCTEH U IIeHHOCTel moTpeduTens
13. CoBpemeHnHbIe TpeOOBaHHS K KIIMEHTOOPUEHTHPOBAHHOMY CEPBUCY
14. CermeHTanus KIMEHTOB

O© 00 ~NO N B~

OIIK-2. Cnioco0eH oCcyIecTBIATh OCHOBHbIC (DYHKIIMH YIIPABJICHUSI CEPBUCHOM e TEIbHOCTHIO

15. Ananu3 ypoBHS KJIMEHTOOPUEHTHPOBAHHOTO CEPBUCA B OpPraHU3aluu

16. )Ku3HEeHHBIH UK KIIMEHTA U YIPaBJICHUE UM

17. BausHue B3aMMOOTHOUIEHHH C KJIMEHTOM Ha pe3yJbTaTUBHOCTh JAEATEIbHOCTU
opraHuzaiy. THITONOTHS KIIMEHTOB U pa3paboTKa MpeIoKEeHUH TSl pa3HBIX TPYIIT KJIMEHTOB

18. Konuenmus n1o0aBieHHON IIEHHOCTH JUIsS KJIMEeHTa. MeToabl U3MepeHHs NoTpeOUTEIbCKON
[IEHHOCTH

19. ITporpamMMsbI JOAIBHOCTH KIMEHTOB. Y JOBJIETBOPEHHOCTh KIMEHTOB

20. Co3nanue 1 ayIUT KIMEHTCKON 0a3bl OpraHU3aIiH

21. Texnonoruu paboTHI ¢ peKJIaMalUsIMU.

22. Ymupapienue B3auMooTHomeHUussMu ¢ kiaueHTamu (Customer Relationship Management,
crm).

23. KitmeHTCKast COCTaBIISONMIAs CHCTEMBI COATAaHCHPOBAHHBIX TTOKA3aTENeH.

24. Metoasl oueHKHd 3(PQPEKTHUBHOCTH yIpaBlIeHHs OpraHM3aluedl MpH  pean3aluu
KJIMEHTOOPUEHTUPOBAHHOTO MOX0/1a
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25. bamaHc KIMEHTOOPUEHTHPOBAHHOTO CEpBHCAa W 3aTpar, (UHAHCOBBIE PE3YJIBTATHI
KIIMCHTOOPUCHTHUPOBAHHOI'O MOAXO04a

IIpumepHBbI TECT AJ HTOTOBOr0 TECTUPOBAHMS

1. BeizenuTe Te KauyecTBEHHbIE U3MEHEHHUS B MPAKTHKE OW3HEca, KOTOPbIE ONPEACTUIN MOSBICHUE U
pa3BUTHE KOHUENIMN MAapKETUHIa B3aUMOIEUCTBUS

-:CTPEMUTENILHOE PACHIUPEHHE CPEephl YCIyT

-:HE0OXO0AUMOCTH pocTa 3 (HEKTUBHOCTH MPOU3BOACTBA ITPOTYKTOB

-:yCUJICHHE TIOJYMHEHHS CTPYKTYpHI OM3HECa MHTEpecaM MPOU3BOCTBA

-:M3MEHEHHS B 00JIaCTH YIIPaBJICHUS KaueCTBOM

:BO3paCTaHUE CJI0KHOCTH B3aUMOOTHOILLIEHUH JI€I0BbIX TAPTHEPOB

-:YCUJICHHE TPENOUYTEHUI NOTpeOuTeNnel JOCTYIHBIM U JICHIEBbIM IPOAYKTaM

2. YKaxuTe KaHaJbl IOCTPOCHHS B3aMMOOTHOILIEHUI B MApKETUHI€ B3aUMOJICHCTBUS

-:C KJIMEHTaMu

:C IIEPCOHAJIOM OpIraHU3alNU

-:C MMapTHEepaMHu 1o OU3HeCy

-:C aKIIMOHEpaMHU

-:BCE€ OTBETHI BEPHBI

3. OT™MeThTE UCCheoBaTeNeH KIMEHTOOPUEHTUPOBAHHOCTH

-:[ITarmupo

-:IToptep

-:Illlymnerep

-:Jlemmanie

-:Aucodd

4. Boigenure XxapakTepHbI€ UepThl MapKETUHTa B3aUMO/IEHCTBUS

-:pa30BbIi KOHTAKT C MOTpEeOUTEIEM

-:aKI[EHT Ha XapaKTePUCTUKH MPOJIyKTa

-:Ka4eCTBO KaK OTBETCTBEHHOCTH BCEX MOAPA3AECICHUN

-:JIOJITOCPOYHBIN MacIITad AesTeTbHOCTH

-:0rpaHMYECHHbIE 0053aTeNbCTBA CIIEAOBAHMS TOTPEOUTEIBCKUM OXKHIaHUSIM

5. KiIneHTOOpHEeHTHPOBAHHOCTD — 3TO

-:COBOKYITHOCTb 3HAHWH, yMEHUI, HaBBIKOB, KOTOpbIE, Ojarojiaps COOTBETCTBYIOIIEH MOTHBAIUH,
LEHHOCTAM, YCTaHOBKaM M JIMYHBIM KadecTBaM COTPYJHHUKOB, CHOCOOCTBYIOT ONpPEIEICHHOMY
MOBEICHNI0O M YCTAHOBJICHMIO U TOJJAEPKAHUIO OTHOLIEHUH C KJIMEHTAaMU JUIsl IOJIy4eHUs
HEO0OXOMMOTO0 pe3ybTaTa

-.MHCTPYMEHT YIPABJICHHUA B3aMMOOTHOLICHHSAMH C KIMEHTAaMH, HAlEJICHHBI Ha IIOJy4YeHUE
YCTOMYMBOW MPUOBUIM B JOJTOCPOYHOM IEeproje U OazupyOIUNCS Ha TpeX KPUTEPUSX: KitoueBas
KOMIIETEHIIMSI, LIEEBbIE KJIMEHTH! M PABEHCTBO MO3ULINN

-.CTpaTerusi OpraHu3alliy, KOTopas HalleJlieHa Ha MOMOUIb KJIMEHTaM B JIOCTH)KEHUU HX IeleH,
noTpebHOCTEM

6. [Ipuoputersl OM3HECA B AMOXY KIMEHTOOPUEHTUPOBAHHOTO MAPKETUHTa CMECTHIINCH

-:C 3a/1a4 yAepKaHUs CYLIECTBYIOLUINX KIIMEHTOB B CTOPOHY 33]1a4 IIPUBJICUEHUS HOBBIX KIIMEHTOB

-:B CTOPOHY ONTHUMH3AI[UN PACXOJ0B HA MAPKETHHIOBBIE YCUIIUS IO paboTe ¢ KIIMEHTaMU

:C 3a/1a4 NPUBJICUYEHNUS HOBBIX KJIMEHTOB B CTOPOHY 3a/1ay YAEpKaHUs CYLIECTBYIOIIUX KIMEHTOB

:K TIOCTPOEHUIO I'PaMOTHBIX B3aUMOOTHOUIEHHUH ¢ KITHEHTaMH

-:B CTOPOHY PacIIMPEeHHs] MApPKETUHIOBBIX Mep MO paboTe ¢ KIMEHTaMH

7. 3ajauaMy BHEIPEHUSI KIIMEHTOOPHUEHTUPOBAHHBIX CUCTEM SIBIISIFOTCS

-:pOCT NpOJax

-:yYBeJIMYEHUE TPUOBLITU

-:BBIPA0OTKA JIOSUIBHOTO OTHOILIEHHS K KOMIAaHUU
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-:TIOBBIIIIEHNE YPOBHS 00CITYyKUBaHUSI KIMEHTOB

-:BBICBOOOX/ICHHE pe3epBa BpEeMEHU pPAOOTHUKOB KOMIIAHWU JUIsI POCTAa BHUMAHUS K KaXKIOMY
KITUEHTY

8. KIIMEeHTOLEHTPUYHOCTh — 3TO

-COBOKYIHOCTh 3HAaHM, YMEHHI, HaBBIKOB, KOTOpbIe, Ojaroaapsi COOTBETCTBYIOIIEH MOTHUBAIUHU,
[IEHHOCTSIM, YCTQHOBKaM M JIMYHBIM KauyecTBaM COTPYJHHKOB, CIOCOOCTBYIOT —ONPEACICHHOMY
MOBEJICHNUI0O UM YCTAHOBJCHUIO U TOJACPKAHUIO OTHOIIEHUH C KIMEHTaMU [JJIs [OJIy4eHHUS
HEO0OXOMMOT0 pe3ybTara

-'MHCTPYMEHT YIpPaBJICHUS B3aUMOOTHONICHUSMU C KJIMEHTAMH, HalleJICeHHbIH Ha TOJy4yeHUE
YCTOMYMBOW MPUOBUTM B JOJITOCPOYHOM MEeproje U OazUpYIOIIMNCA Ha TpeX KPUTEPUsX: KItoueBas
KOMIIETEHIIMSI, 11eJIEBbIC KJIIMEHTHI U PABEHCTBO MO3UIUHN

-:cTpaTerusi OpraHu3alii, KOTopas HallelieHa Ha IOMOIIb KJIMEHTaM B JIOCTHXKEHUU WX IIelieH,
noTpeOHoCTEeH

9. VkaxuTe XapaKTepUCTHKHU, HE OTHOCAILINECS K MOJIENIA KIIMEHTOOPUEHTUPOBAHHOCTH
-:BBICTPAaMBaHNE KOMMYHUKALIMH C MOTEHIIUAIbHBIM IMOKYIaTeIeM

-:MIPUHATUE PEIICHUS KIMEHTOM CaMOCTOSTEIbHO, HA OCHOBAHUHU MOJYUYE€HHBIX JAHHBIX

-:KJINEHT TBEPJIO 3HAET, KAKOH MPOIYKT U3 BCETO aCCOPTHUMEHTA My HEO00X0AUM

-:MCTIOJIb3YEMOE CPEACTBO IS IPOJIAXKH — HEMOCPEICTBEHHOE UHIUBUIYaTbHOE OOIIEHHE C KITUEHTOM
-KJIMEHT HMEeT COMHEHHMS 10 T[OBOAY MpUHOOpETeHMs] TOoBapa WJIM HE HUMEET YETKO
c(hopMyIMPOBaHHON MOTPEOHOCTU BOOOIIIE

-:MCII0JIb3YEMOE CPEACTBO JUIsl IPOJIAXKH — CAT, peKJIIaMHbIE MaTepHaIbl

-:MIOKyIaTeNlb YMOLIMOHAILHO HE BOBJICUYEH B MIPOIECC MOKYIIKU

10. B xomMnanuoo 1Mo npoaake HOYTOYKOB OOpaTHIICS COTPYAHUK KPYIMHOM KOPIIOPALMH C IENbIO
MpUOOpPETEHUsT HECKOJIBKHUX JECSITKOB HOYTOYKOB JUIsl BceX pabOTHHKOB B oduce. KnneHt yxe 3HaeT
000 BCEX aKIUAX, HO UMEET BOIIPOC: YCIEET JIM MPOJAABEL] JOCTAaBUTh U IMOAKIIOUUTH BCIO MApTHUIO
raJKeToB Ha 3Tol Heaene? Beibepute BepHOE MOBEICHNE KIIMEHTOOPUEHTHPOBAHHOTO MPOAABIIA.
-:0TBeT oO0mmMHU (Qpazamu, OOTEKaeMbIii paccka3 00 YHUKaIbHOCTH €ro ()UPMBI U BBITOAHOCTH
MOKYTIKU

-:IPe3EHTalUs U BOCXBAJIECHHUE MTPOIYKTA

-:paccka3 0 KOHKPETHBIX CPOKaX YCTAHOBKH M JIOCTaBKU

11. Kommanusi mnpuriacuia TpeHepa IO MpoJaxxaM JUId NPOBEACHHS CEMHHapa €O CBOUMH
paboTHUKaMu. B kakoi posu BBHICTYIUIA KOMIIAHUS?

-:TIoTpeOuTENs

-:TIOKyTIaTens

-2 BCE OTBETHI BEPHBI

12. TToxynaTenbckas cuja OnpeaesieTcs

-YPOBHEM JI0X0JI0B MOKYIaTesnen

-:HaJIMYMEeM IIMPOKOI BO3MOXKHOCTH BBIOOPA MPOJIYKTOB

-:YpOBHEM MH(OPMHUPOBAHHOCTH MOKYyIaTENs

-:BO3MOKHOCTBIO PAaCIIPOCTPAHSATh HETAaTUBHYIO HHGOPMAITUIO O MPEATNPUATHI

13. LlenHOCTH, CO3/1aBaeMast 1Jisl KJIMEHTA, C SKOHOMUYECKUX MO3ULINI TPAKTYETCSA KaK

-:paBWJIbHOE (YHKIIMOHUPOBAHUE OU3HEC-TIPOLIECCOB, O0ECNEYeHHOEe COOpaHHBIMU JIaHHBIMH O
PBIHKE ¥ OXBATHIBAIOIIICE PA3JIMUHBIE IETTAPTAMEHTHI M (YHKITMOHAIBHBIC MTOAPA3ICICHIS KOMIIAHUN
-:pa3HUIIa MEXIY OKUIAEMBIMU BBITOJaMU MPUOOPETEHUS U OOIUMH H3ACPKKAMU MPHOOPETEHUS U
MCIIOJIb30BaHUs IPOAYKTa

-:HaJIMYHE CBSA3U MEXKy OPUEHTAIIUEH Ha PHIHOK M PE3yIbTATUBHOCTHIO OM3HEC-TPOIIECCOB KOMIIAHHUH
14. Jliia mpoakTHBHOW OPUEHTALIMM HA PHIHOK M KJIMEHTAa XapaKTEepPHBI

-:BMEILIATENBCTBO B JCIIOBYIO CPEAY

-:3aMEHa KOHIICTIIINH BeJCHUS OM3Heca 4eM-In00 (yHIaMEHTATBHO U PaJNKATIFHO HOBBIM
-:pearupyroinas Ou3Hec-JI0TuKa

-:MCTI0JIb30BaHNE U300PETATENHCKOTO 00YUEeHHUS

-:BOCHPUITHE PbIHKA KaK JAHHOCTH

-:He3HAUUTEJIbHbIE JIOKAJIbHbIE N3MEHEHUS

15. Kpurepuem KIMEHTOOPUEHTUPOBAHHOCTH SIBIISETCS
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:CO3HATEIPHOE TOMUHUPOBAHKUE OJTHOM M3 CTOPOH Ha JIFOOOM dTare B3auMOOTHOIIICHUI

-:BBIJICJICHNUE LIEJIEBBIX KJINECHTOB

-:paBEHCTBO MO3UITUH MEXTY MTOCTABIIMKOM U KIIMEHTOM

-HAJU4ue KJIFOYEBBIX KOMIICTEHIIU I Y4aCTHUKOB mporecca obecrneucHUs
KJIINEHTOOPUEHTUPOBAHHOCTH

16. KnueHToOpueHTHPOBAHHBIN CEPBHUC KaK HAJICTPOHKA OM3HECa B CBOCH OCHOBE COJIEPIKUT
-:(UKCaIMI0 B MECCHH OPUEHTAITUIO JIEATEILHOCTH Ha KIIMCHTOB

-:B KQueCTBE OTBETHOW PEaKIMK OW3HECa HAa YCWICHHE KOHKYPEHTHOTO COMEPHHYECTBA MEPEXOi Ha
YPOBEHb IICHOBOM KOHKYPEHIIHH

-:yCTaHOBKY JIt000H IIEHOH yAepKaTh KIMCHTA

-:BBISIBIICHUE TMOTPEOHOCTEH KIMEHTOB M THOKOE pearupoBaHHE HA HW3MEHEHUS B MOJCIAX HUX
MOBEJICHUS, B TOM YHCJIC TTO/1 BIUSTHUEM HOBBIX METaTPEHIOB

-:yBeJIM4YeHHE OF0/KeTa Ha MAPKETUHTOBbIE KOMMYHHUKAITUU

-:CO37IaHME Ha KaXJOM dTale IMyTH KIUEHTOB TaKOIro IMOTPEOUTENIHCKOTO OIbITa, KOTOPBIM Oyaer
MPEIBOCXUINATEH UX OKUIAHUS U (POPMHUPOBATH UX YIOBIECTBOPEHHOCTH

-:YCUJICHHE MaTepuaibHOW MOTUBALIMU COTPYIHUKOB KOMITAHUU

-:HAIIeJICHHOCTh Ha JIOJITOCPOYHBIC B3AaMMOOTHOIICHHS C TOTPEOUTEI MU

17. Beigenure npuMepsl KITMEHTOOPUEHTUPOBAHHOCTH

-:-MPUPOCT TMPHUOBUTH TEPEKPHIBACTCS 3aTpaTaMH Ha KIMEHTOOPHEHTHPOBAHHOCTh, HO KIIHCHTHI
YIIOBJIETBOPEHBI [0 MAKCUMYMY

-:IICHOBBIC CKHJIKM Ha TOBaphl pa3HOTO KayecTBa

-:IpYU OTCYTCTBHH BTOPOTO TOBapa 1o akiuu 1+1 mpockOa 3aiiTu ¢ 4eKoM 3aBTpa 3a BTOPOU eInHUIEei
TOBapa

-:TIOCTOSIHHBIN 3aMep B kommaHuu uHaekca NPS

-:IIPY 3aKa3e TAKCH MPEIOCTABIISICTCS OIIIHS «MOJTIATUBEIN BOUTEIIb)

-:B KOMIIQHUHM HMMEIOTCSI CKPUIITHI MPOAAK W PETJIAMEHTHI MO paboTe C KIMEHTaMH, COTPYIHHKHU
00s13aHBI TI0O HUM Pa3rOBapHUBATh

-:HAYUCJICHUE JOTMOJHUTEIbHBIX OOHYCOB 32 PEKOMEHAALNI0 KOMITAHUU APY3bsIM

-:HAJIMYME B Mara3uHe OJCKIbI KHOIKH, IO CUTHAITY KOTOPOH MPHJIET MPOIaBell M IPUHECET HYKHBII
pa3mep

-:B 3UMHEE BpeMs I'0J]a BCE METAJUTMYECKUE PYYKH OOMOTaHbBI MATKHM OapXaTHBIM MaTepHUaIOM

18. Ilpu xommyHukanuu B HTEepHET 6€3 TUYHOTO KOHTAKTA ISl TOBBIMICHUS JIOSUTbHOCTH KIMEHTOB
UCTIOJTE3YIOTCS DJIEMEHTBI BHYIIICHUS, K KOTOPBIM OTHOCSTCS

-:BUpYCHasl pekjiama

-:BBICTYILICHUE aBTOPHUTETA

-:(popymbl

- KJIBKYJISTOPBI

-:MHQpOpMAIHSI O TPEHIaX

-:0peHIupPOBaHHOE BUICO

19. OT™MeThTe TOTBKO T€ XapaKTEPUCTHKHU, KOTOPbIe CBOMCTBEHHBI KoHIenmu CMR

-HaJUYHEe BO3MOKHOCTH COOOIIUTEL KOMIIAHUH, YTO JIJIs KITHEHTA BAXKHO

-:OTHOIIICHUSIMU YIIPABIISIET KOMITAHUSI

-:co3aeT ya00cTBa /Il KOMITAHUH

-:TIOHUMaHUE YHUKAJIbHBIX OTPEOHOCTEN KIMEHTa

-:0M3HeC OpraHNU30BaH BOKPYT MOTPEOHOCTEH KIIMEHTOB

-:0TCJIe)KUBAaHUE KIMEHTA M0 €r0 TPaH3aKIUsIM

-:KJIMCHT OIIYIIAeT ceOs mpeciieTyeMbIM

20. baza ngaHHBIX O KJIMEHTaX JOIMOJHSAETCS M aKTyaTU3UPyeTCs CaMUMU KIUEHTaMH KOMIIAHWH —
JaHHAs XapaKTEPUCTUKA OTHOCUTCS K KIIMEHTOOPHEHTHPOBAHHON TEXHOJIOTHH

-.CRM

-.CMR

-.ERM

-:SCRM

-:SaaS
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21.PaccunTtaiiTe WHAEKC TOTPEOUTEIHCKON JIOSIBHOCTH KJIMEHTOB OpraHW3allid, €Cld TI0Cie
npoBezneHus ornpoca 200 yeroBeKk OBLIM BBISBICHBI CIEAYIOIIME PE3YyJIbTAThL: MPOMOYTepsl - 45%;
HerTpanbHbIe TOTpeduTenu - 30%; kputuku - 25%.

-:20%

-:5%

-:15%

22. VKaxuTe KaHaJlbl KOMMYHHMKALUK ¢ KIMEHTAMHU, UCIIOJIb3yEMbIE C LIEIbI0 MOJYUEHUs JaHHbBIX JUIS
pacyera UH/IEKCa MOTPEOUTENHCKOM JIOSITEHOCTH

-:003BOH pOOOTOM aBTOMAaTHYECKH

-:0IPOC B TOYKAX MPOAAXK

-: Sms-onpoc

:e-mail-paccriika

-:push-yBegomieHus

-:BCE OTBETHI BEPHBI

23. BelOepuTe M3 NPUBEIEHHBIX HUXKE BapUAaHTOB BOINPOC, HaWOOJEE COOTBETCTBYIOLIUHN MJIs
U3MEPEHUs MHJEKCa KIIMEHTOOPUEHTUPOBAHHOCTH IIPOMOYTEpaMu

-:OTMEThTE IPUYMHBI HEraTUBHOTO OTHOIIEHHS K KOMIAHUU/TIPOAYKTY KOMITAHUU

-:OTMETbTE MOMEHTBHI, HY>KAAIOIIUECS B YIyUIIEHUU

-:IlepeuricnuTe OCHOBHBIE MPEUMYIIIECTBA KOMIAHUH/TIPOYKTa KOMITAHUH

24. PerynsipHOCTb pacueTa MHJEKca KIIMEHTOOPHUEHTUPOBAHHOCTH COCTABIIAET MUHUMYM

-. pa3 B roj

-:pa3 B TpH roja

-:pa3 B KBapTal

-:pa3 B HEJEII0

25. Tlo uroram pacyera HHJAEKCAa KJIMEHTOOPHUEHTHPOBAHHOCTH MOJIydeH pe3ynbrar B 60%, 4To
O3Hayaer

-:KOMIIaHUSI — JINJIEP HA PbIHKE

-:KJINEHTBI Y3HAIOT OpeH]

-:B KOMIIAHUIO BO3BPALLAIOTCS U «CTapble» KIMEHTHl, U CTPEMHUTEIbHO HapabaThIBaeTCs HOBas
KJIMEeHTCKas 6a3a

-:IACCUBHBIX, OTPULATENIbHO HACTPOECHHBIX KJIMEHTOB IPAKTUYECKHU HET

-:KJINEHTBI IOBEPAIOT MPOIYKTaM KOMITAaHUU

-:HE0OXOAMMBI 3aTPAThl Ha IPOJBUKEHHE

-:BBICOK PHCK IOTEPATH KIIMEHTOB

26. Ilpu nocemnieHNH pecTopaHa KJIMEHTaM MPUXOAMUTCS 3aKa3blBaTh U3 OTPAHMUYEHHOTO MEHIO — 3TO
npuMep

-:CTIOHTaHHON KJIMEHTOPUEHTUPOBAHHOCTH

-:perJaMeHTUPOBAHHOMN KIIMEHTOOPHUEHTUPOBAHHOCTH

-'HEOTHEMJIEMOH YaCTH KOPIIOPATUBHOM KYJIBTYpPBI

27. Belienute NpUYUHBI HECOCTOSATENBHOCTH MEPONIPUATUH 110 yAEP/KAHUIO KIINEHTOB

-:HU3Kas BOBJIEUEHHOCTb COTPYIHUKOB B pellIeHuE MpoOIIeM, CTOSIINX Mepes] KOMITaHuen
-:0TCYTCTBHE B OPraHMU3alM1 YETKOTO MOPTpeTa KIMEHTa

-:paOOTHUKHU OpPraHU3alMU B KAa4eCTBE NMPUOPUTETA PACCMATPUBAIOT OOIILYIO JUIsl BCEX OTAENOB LENb
OusHeca

-:TOJIbKO Y PYKOBOJIUTEISI UMEETCS TIOJTHAS U IOCTOBEpHast UHPOpMAaIHs O KJIMEHTax

-:OTCYTCTBUE KOPPEJSIIMM MEXKIY YAOBIETBOPEHHOCTHIO BHEIIHErO0 KIMEHTA M MOTUBaLUEl
COTPYJIHUKOB KOMITAHUU

-:HEIKOHOMHOE PACX0/I0BaHUE CPEAICTB HA IPOABMIKEHHUE U yIEP/KAHUE KIMEHTOB

28. VYkaxuTe BEpHbIE XapaKTEPUCTUKH, OMPENENSIONINe KIMEHTOOPHUEHTUPOBAHHYIO CTPATErHio U
KJIMEHTOOPHUEHTUPOBAHHBIN MTOAX0/

-:00beIMHEHUE COTPYIHUKOB B €AMHBIIM KOJUIEKTHB JUIsl JOCTHMIKEHMSI CTPATErMYecKHUX Iienei
OpraHu3aIu

-:OpHEHTAallMs Ha KJIMEeHTa B ONpee/IEHHBIX HapPaBICHUSIX JESTEIbHOCTH

-:(popMupOBaHNE KOHKYPEHTHBIX PEUMYIIECTB OTACIbHBIX CTPATETHYECKUX OU3HEC-CTUHHIL
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-:CO3JIaHUE MEPCOHATU3UPOBAHHBIX MTPOTYKTOBBIX MPEAIOKEHUN

-:TIOCTOSTHHAS Pa3pabOTKa HOBBIX MPOIYKTOB

-:paciIMpeHne KaHaJloB CObITa MPOIYKTOB

29. YcraHoBieHue TaOIMYKU «3aKphITO» HA JBEPU PECTOpPaHA OTHOCHUTCS K ATAIy IPOBEACHUS ayauTa
OHM3HEC-TIPOIIECCOB OPraHMU3AIMK C TOUYKU 3pPEHUS] OPUEHTALIUY HA KIHEeHTa

-:(opmynupoBKa 0KUTAEMON PEAKINU KIMEHTOB Ha ONpEACICHHbIC BU/Ibl KOHTAKTOB

-:-pOBEpKa TMOJHOTHl BApUAHTOB Pa3BUTHS COOBITUH, B 3aBUCHUMOCTH OT pEaKIHH KIHEHTa,
3aJI0’)KEHHBIX B IIPOLIECC

-:1JIeHTU(UKALIKUS BCEX OIEpalnii, TEM UM UHBIM 00Pa30M CBSI3aHHBIX C KIIMEHTaMHU

-:CpaBHEHHUE TEKYIIUX, BO3MOXKHbBIX U 0’KUJAEMbBIX pEaKLUi KIUEHTa

-:COCTaBJICHHUE CIIMCKA IIPOLECCOB, /1€ MOT'YT IIPOUCXOUTh KOHTAKTHI C KIMEHTaMU

30. PaccmoTpeHue Bcex BapuaHTOB MOBEIEHUS KJIMEHTOB B OTBET Ha OINEPALIUI0 «IIOBECUTH TAOIMUKY
«[lepepbIB» OTHOCHUTCS K 3TaIy MPOBEACHUS ayIuTa OU3HEC-TIPOIIECCOB OPraHU3AIMK C TOUYKH 3PEHUS
OpHUEHTAIH Ha KJIMEHTa

-:(opmynupoBKa 0KUIaEMON PEAKLNU KIMEHTOB Ha ONpPEACIICHHbIC BU/Ibl KOHTAKTOB

-:-MPOBEpKa TMOJHOTHI BAPUAHTOB Pa3BUTHS COOBITUH, B 3aBHCUMOCTH OT pEaKIMH KJIHEHTa,
3aJI0’KEHHBIX B IIPOLIECC

-:iJIeHTU(UKALIUA BCEX OIEpallnii, TEM WU UHBIM 00Pa30M CBSI3aHHBIX C KIIMEHTaMHU

-:CpaBHEHUE TEKYIIUX, BO3MOXKHBIX U 0KUJAEMbBIX pEeaKLUil KIMEHTa

-:COCTaBJICHHUE CITUCKA MPOIECCOB, /i€ MOTYT MPOUCXOAUTh KOHTAKTHI C KJIMEHTaMU

[TomHbIN QOH OIIEHOUHBIX CPEICTB JUIS MIPOBEACHUS MPOMEKYTOYHOMN aTTeCTAllMK Pa3MEICH
B 0aHKE BONPOCOB OJIIEKTPOHHOrO y4yeOHOoro kypca mgucuuiummael B DMOC  yHHBepcurera
http://sdo.tolgas.ru/, a Takke XpaHutcs B OymMakHOM U (WJIM) SJIEKTPOHHOM BHAE Ha Kadeape-
pa3paboTyuKe.



