[loKyMeHT NoAnucaH NpocToit 3NeKTPOHHOM NOANMUCHI0

MnopmaunNMIFHIAGTEPCTBO HAYKH ¥ BBICIIIET'O OFPA30OBAHM S POCCUICKOM ®EJEPALIMNA
(®K1O: BoibopHoBa JloboBb AnekceesHa
Lonxrocrs: PEAGPATBHOE TOCY1apCTBEHHOE|OIODKETHOE 00pa30BaTebHOE YUPEKACHNE BBICILETO 00pa30BaHHUs!
[lata nognucanus: 22.0abioBosEekuil rocynap¢TBenHsblil yauBepcuteT cepBucay (PI'bOY BO «I1IBI'YCy)
YHUKanbHbIA MPOrpaMMHbIA KIKOY:
c3b3b9c625f6c113afa2a2c42baff9e05a38b76e

BelIcmias nikosia 5JKOHOMHUKH U YIIPaBIICHUS

PABOYAA ITPOIT'PAMMA JUCLUITJINHBI
«KJImeHTOOpHeHTHPOBAHHBIE TEXHOJIOT U
Hanpasnenue noarotoBku:

43.03.03 «I'ocTHHHYHOE 1€J10»

Hamnpasnennocts (mpoduis):
«Typu3m 1 HHAYCTPHUS TOCTENPUUMCTBA

KBanudukanus BelTycKHUKA: HaKaJaBp

Tonpsrtu 2026



PabGouass mporpamMma mucuuIiiHbl «KIIMEHTOOPHEHTUPOBAHHBIE TEXHOJOTUM» pa3paboTaHa B
cooTBeTcTBUU ¢ DenepanbHbIM TOCYAAPCTBEHHBIM OOPa30BATEIbHBIM CTAHJAPTOM  BBICIIETO
obpazoBanusi - OakamaBpuaT mo HampaiaeHuo mnoarotoBku 43.03.03 «['ocTuHUYHOE HETOM,
YTBEP)KJICHHBIM INpHKa3oM MuHucTepcTBa o0pa3oBanus U Hayku Poccuiickoir @enepanuu ot 08
nronsg 2017 r. Ne 515.

CocraBurenu:
K. D. H., JOLICHT T.11. Mapuenko
(yueHas cTeneHb, yueHOe 3BaHHUE) (®UO)

PIIJ] o6cyxneHa Ha 3acejaHuU BpICIIEH IIKOJIBI SKOHOMHUKHU W YITPABIICHUS
27.02.2026 r., mpotokon Ne 8

Hupexrop BILI Duy K. 3. H., JOLIEHT Cxopuuuenko H.H.
(y4. cTeleHb, y4. 3BaHUE) (®HO)

Pabouass mporpamMma JMCHMILIMHBI ~ YTBEPXKIEHA B COCTaBE OCHOBHOW MpodeccHOHAIBHOMN
o0pa3oBaTenbHOI MporpaMmbl petieHrneM YueHoro coBeta oT 29.06.2021 r. ITpotokon Ne 16



1. MIEPEYEHD
JTACIHATIIAHE,

INIAHUPYEMBIX
COOTHECEHHBIX C IIVTAHUPYEMbBIMHU PE3YJIbTATAMU

PE3YJIbTATOB

OCBOEHUA OBPA30OBATEJBHOMN NPOT'PAMMBI

1.1. Ileab ocBOEHUS M CIUTNIUHBI

Lesbro OCBOEHMSI JUCLMILUIMHBI ABIISCTCA:

B 00;1aCTH 00y4YeHMS:

—  (opmupoBanue y o0ydaromuxcs oomenpopeccuoHanbHbIX KOMIETEHIUH, OTPAXKAOIINUX
3alpochl pbIHKa TpyAa B 4acTU 0a30BBIX OCHOB IPO(ECCHOHAIBHOW MAEATENBHOCTH C Y4ETOM
MNOTEHIMAIBHOTO Pa3BUTHUA 00JaCTH MPO(PECCHOHAIBHON EATEIbHOCTH HE3aBUCUMO OT OPHUEHTAINH
pOrpaMMbl Ha KOHKPETHbIE 0OBEKThI IPOPECCHOHATIBHOM eATEIbHOCTH UM 00J1aCTH 3HAHMUS,

— ¢opmupoBaHue Yy

00 yJaromuXxcst

HaIlpaBJIECHHBIX HA PA3BUTHUE HABBIKOB MCCIIEIOBATEIBCKON JEATEILHOCTH
B 00J1aCTH BOCIIMTAHUSA .
—  pa3BUTHE JMYHOCTH, CO3[IaHWE YCJIOBHH JUIsI CAaMOOIPEICIICHHS W COIMaIN3alui Ha
OCHOBE MPHUHSATHIX B OOIIECTBE MPABWII U HOPM IOBEJICHHS B MHTEPECAX YeJI0BEKa, CEMbH, 0OIIECTBA

U rocyaapcCTsna.

1.2. [lepeyeHb MIAHUPYEMBbIX Pe3yJbTATOB 00YUeHHS 10 JUCHUILJIMHE

OBYYEHUA

obmenpodeccuoHaTbHBIX

o

KOMIICTEHITHM,

Koa n Konx u HammMeHoOBaHHe Ocnopanue (IIC)
IInannpyemMsle pe3yJbTaThl 00y4eHUs! * 115t
HANMEHOBaHHE HHIHKATOPA A0CTHKEHHS
ORI e 0 JUCHHUILJINHE HpO(bBCCPIOHEUILfILIX
KOMIICTCHIIM
OIIK-1. Cmocoben | MOIIK-1.1.  Ompenensier | 3naer: OCHOBBI
TIPUMEHSTD mOoTpeOHOCTh B | KIIMCHTOOPHECHTHPOBAHHBIX TEXHOJOTHHA U
TEXHOJIOTHYECKUE | TEXHOJIOTMYECKHUX KJIMEHTOOPUEHTUPOBAHHON
HOBAaLlUU U | HOBAIMIX U | KOMMYHHMKAllU{; NPOTpaMMHBIE pPelICHUS
COBPEMEHHOE HHPOPMATUOHHOM kinacca GRM
MIPOTPaMMHOE obecrieueHNH B Typu3Me U | YMeeT: HPOEKTHPOBATh OCHOBHEIE
obecrieueHue B | HHAYCTPHUH MIPOIIECCHI
chepe rOCTENPUUMCTBA o0cnmy>KMBaHUsl KIUEHTOB, paboTath ¢
rocrenpurmctBa u | MOIIK-1.2. Ocymectriser | napOpMAaImei B rI100aTbHBIX
00IIIeCTBEHHOTO TTOWCK W BHEApPEHHWE | KOMIBIOTEPHBIX CETSIX, pa3padaThIBaTh
MUTAaHUSL TEXHOJIOTHIECKUAX PEKOMEH/TaIUH o BHEIPCHHIO
HOBallMii B JEATEIHHOCTh | MHHOBAIIHOHHBIX TEXHOJIOTHIA B
OpraHU3aIIiA cdepnl | oOcayXuBaHUE TOTpeOUTENCH
Typu3Ma u | Baameer: HaBBHIKAMH — WCIIOJIE30BaHUSA
rOCTEIPUUMCTBA CTaHJapTOB OOCIYKHBAHU TOTpeOUTEIeH
OIIK-2. Cnocob6en | MOIIK-2.3.  Tlpumensier | 3naer: TEXHOJIOTHH yIpaBJIeHUs
obecrieunBaTh KIIMEHTOOPUEHTHPOBAHHBIE | KIMEHTCKONH 0a30i, B3aHMOOTHOIIEHISIMH
BBINOJIHEHHE TEXHOJIOTHH B | C KIIMEHTaMHU
OCHOBHBIX poeCCHOHATBHOMI Ymeer: IIPUMEHSATH
(hyHKIHNA JeSITeTbHOCTH KIIMEHTOOPHEHTHPOBAHHBIE TEXHOJIOTHH B
yIpaBIeHUS CEPBUCHOH EATENLHOCTH
HOJpa3eeHUSIMU Baaneer: HaBbikamu 10 3¢QdexkTHBHOMY
opraHuszaiuit YIpaBJICHUIO KIIUEHTCKON 0a30it
cdepsl
TOCTENPUMMCTBA H
00I1IECTBEHHOTO
MUTaHHS
2. MECTO JUCHMILUIMHBI B CTPYKTYPE OBPA3OBATEJIbBHOHN
MNPOI'PAMMBI
JucuumnuHa OTHOCUTCA K oOsi3aTenbHOM uactw bmoka 1. Jucnumiuebel  (Momynn)

nporpaMmel Oakanaspuarta (O0menpodeccuoHaIbHbI MOAYIb).



3. CTPYKTYPA U COAEPKAHUE JUCHUIIJINHBI

3.1. O0beM M CTPYKTYpPA IMCHUTITHHBI
OO0mas TpyJ0eMKOCTh JUCHUIUIHHBI cocTtaBisieT 3 3.e. (108 wac.), ux pacmpeneneHue 1o
BUaM Pa0OT M CEMECTpaMm IMPEJICTABICHO B TAOJIHIIE.

Buabl yueOHBIX 3aHATHH U padoTHI 00yYaI0OIIUXCS TpyaoeMKoOCTh, Yac
O01mas TPyA0eMKOCTh THCHMILIUHBI, Yac 108
KonTakTHas padoTa o0yyawiuxcs ¢ npemnoaaBaTejieM 10 BUIaM y4eOHbIX 36/10
3aHATHIi (BCero), B T.4.:
3aHATHSA JEKIMOHHOr0 THNA (JIEKLIIK) 18/4
3aHATHS CEMUHAPCKOI0 THNA (CEMHUHAPDI, TPAKTHICCKHUE 3aHATHSI, TPAKTHKYMBI, 18/6
KOJUIOKBHYMBI U MHBIE aHAJIOTHYHBIC 3aHSATHSI)
CamocrosiTe1bHasi padoTa BCero, B T.4.: 72194
CaMonoAroToBKa 1o TeMam (paszesnam) JUCHHUIUIMHBL -/ 82
KonTpoJsb (3auer) -/4
IIpome:kyTOYHAS aTTeCTALUSA 3ader

[Mpumeuanue: -/- 06vem uacoe coomeemcmeeHHo Osk OYHOU U 3A0UHOU hopm 00yueHUs

JucuumnuHa peanusyeTcsl OCPEACTBOM MPOBEACHUS KOHTAKTHON paboOThl ¢ 00yUYarOIUMUCS
(BKJIIOYAsi IPOBEJEHUE TEKYIIEro KOHTPOJII  YCHEBAEMOCTH), CaMOCTOSTENIbHOW  pabOThI
00y4aroIMXCsl ¥ MPOMEXKYTOUHOHN aTTeCTaIiH.

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

B nponecce ocBoeHHs AMCUMILIMHBI O0yyarouiyecs: o0ecrnedeHbl JOCTYIIOM K 3JIEKTPOHHON
nH(}OPMaILMOHHO-00pa30BaTEILHON Cpejie U NIEKTPOHHO-OUOIMOTEYHBIM CHCTEMaM.




3.2. Cogepxanue TUCUMILIIMHBI, CTPYKTYPUPOBAHHOE 10 TeMaM

Il1annpyembie Buasbl yueOHoi#i padoThI
pe3yJIbTaThI KoHTakTHasi padoTa
OCBOCHHS: g
KOJ ) =5 o DopmeI
dopmupyemoii E ; § 5 S ;?)Kym:ro
HTPOJsA
:3§;§;‘$‘;’;’; HaumeHnoBaHHe Pa3/ie/IoB, TeM = &0 E E“ (Ha“MeHl:)BaH“e
IOCTHKEHUSI E{ E E g 8 OLEHOYHOI' 0
KOMIeTeHIMIi < = = S = cpeacTea)
= = 3 S
Q
OIIK-1. Tema 1. KJIUEHTOOPUEHTUPOBAHHBIN Beinonnenue
HOIIK-1.1. | HOOXO01 KAK KJIIOUYEBOM ACIHIEKT MIPaKTUYECKHUX
OPI'AHU3ALINU OBCJIY KUBAHUSL 3aJlaHuH
1. CymHOCcTh, »3BONIONHUS, 3aJa4d W  PHUHIUIIEL
KIMEHTOOPHEHTUPOBAHHOTO  ITOAXOJa K  BEIOCHHUIO
On3Heca, HapaBIICHUS PeaTn3allii, HHANKATOPHI
2. KitmeHT, MOKymaTenb U MOTPEOUTENb: CpaBHUTEIbHASL
xapaktepuctuka. KineHnTsl kak kiroueBoit Ousnec-aktus | 2/0,5
OpraHu3aIix
3. KimeHTOOpHEeHTHpOBaHHBIE TEXHOJOTUM KaK HOBBIE
BO3MOXKHOCTH JIJIsSL pa3BUTHs On3Heca
4. Kpurepuu OpHUEHTHPOBAHHOCTH OpraHM3allUd U ee
COTPYJIHHUKOB Ha MOKyMarteyen
5. IepcrniekTHBBI Pa3BUTHS KIMEHTOOPHEHTUPOBAHHOTO
MapKeTHHTa
IIpakTnyeckoe 3aHsATHE Ne 1.
KimeHTOOpHEeHTHPOBAaHHBI TOAXON KaK  KIIFOYEBOU 2/05
aCIIeKT OPTaHU3ALNH 00CIYKUBaHHS
CamocrosTensHas paboTa 10/18
OIIK-1. Tema 2. HOCTPOEHUME CUCTEMbI Beimonuenue
NOIIK-1.2. | KIMEHTOOPUEHTUPOBAHHOT O CEPBUCA B MPaKTHYECKUX
OIIK-2. OPTAHMU3AIINU 3aaHAI
HOIIK-2.3. | 1. TlocTpoeHHEe KOMIUICKCHOW CHCTEMBI TMOJMYYCHHS H
aHayM3a 0OpaTHOM CBS3U.
2. Pa3paboTka KIMEHTOOPHEHTHPOBAHHON CTpaTeruu
OpraHu3aIIH 471
3. KitneHToopueHTHpoBaHHasi KOPIOPAaTHBHAs KYJIbTypa
4.  AymuT  KIMCHTOOPHEHTHPOBAHHOCTH,  CECCHHU
KIIMEHTHHTA U yJIydlIeHHe On3Hec-TpoleccoB
5. Pa3paboTka 1 BHeJpeHHE CTAaHIAPTOB OOCITY>KUBaHUS
KIIMEHTOB
6. IloctpoeHne cucTeMBl KOHTPOJS W MOTHBAIMU
KIIMEHTOOPHEHTHPOBAHHOCTH
Ipakrnuyeckoe 3ansaTue Ne 2. [locTpoeHue cuctembl 471
KIIMEHTOOPHEHTHPOBAHHOTO CEpBHCA B OPraHU3ALINH
CamocrosrenpHas paboTa 20 /20
OIIK-1. Tema 3. UCCJIEJJOBAHUE NOTPEBUTEJIEN Brinonnenue
HOIIK-1.2. | 1. AHanu3 noTpeOHOCTEH U ICHHOCTEW TOTpeOuTeNst IPaKTUYECKUX
OIIK-2. 2. CoBpeMeHHEbIe TpeGoBaHUs K 3alaHui
HOIIK-2.3. | KIHEHTOOPUEHTHUPOBAHHOMY CEPBUCY 4/05
3. CerMeHTanus KIHEHTOB
4. AHanm3 ypoBHS KJIMEHTOOPHEHTHPOBAHHOTO CEPBHCA
B OpTraHU3AINH
IpakTuueckoe 3anatue Ne 3. UccregoBanue 4/05
norpeduTenen '
CamocrosrenbHas pabora 10 /20
OIIK-1. Tema 4. KJIMEHT KAK OCHOBHOM Brinonnenue
HOIIK-1.2. | «<AHBECTOP» 1JI51 BUBHECA MIPaKTUYECKUX
OIIK-2. 1. )Kv3HeHHBI! UK KJIMCHTA U YIPABICHUEC UM 3aJJaHul U
WOIIK-2.3. | 2. BimsiHMe B3aMMOOTHOLIEHHH C KJIMEHTOM Ha 471 peuieHue
Pe3yIBTaTUBHOCTh JIESTETBHOCTH OpraHU3aIHH. 3a1a4
Tumnosorust KIMEHTOB U pa3paboTKa MPEIOKCHUHA IS
Pa3HBIX TPYIII KIMEHTOB
3. Konuenmusa no0aBieHHOM LIEHHOCTH IS KJIMEHTA.




Il1anupyembie Buapl yueoHo#i padoThl
pe3yJIbTaThl KonTakTHas padora
OCBOEHHSL: =
| NUI o = Dopmbl
¢opmupyemoii g § éé é § TEKyLero
KOMIIETEHIHH HaumeHOBaHHe Pa3Ie/ioB, TeM = g 7 g s KOHTPOIIA
H HHIUKATOPbI E ; ; 5 £ (HamMeHOBaHHe
TOCTHKEHUST = [ s > OLIEHOYHOT 0
KOMIIeTeHI Ui % § : g g cpeacTBa)
= é“ £ =
@)
MeTonpl H3MepeHNs TOTPEOUTENBCKOM IEHHOCTH
4. IIporpammer JOSTBHOCTH KIIMEHTOB.
Y 10BIETBOPEHHOCTDH KIMEHTOB
5. Coznanue u ayuT KIMEHTCKON 0a3bl OpraHu3auu
6. TexHonOrUM PabOTHI C peKIaMalUsIMU
7. VYmpaBneHune B3aMMOOTHOLICHUSIMH C KIHMCHTaMHU
(CRM)
IIpakTnueckoe 3ansTne Ne 4. KimeHT kak OCHOBHOM 41
«UHBECTOP» 1UIsi OU3HEca
CamocrosrtenbHas paborta 12/18
OIIK-1. Tema 5. KNIFOUEBBIE MOKA3ATEJIM OLIEHKH Beimonuenue
NOIIK-1.2. | PEAJIM3ALIUA MPaKTHYECKUX
OIIK-2. KIMEHTOOPUEHTUPOBAHHOI'O TIOAXOJA 3alaHuN U
HOIIK-2.3. | BBU3HECE penieHue
1. Knunenrckas COCTaBJIAIONIAS CUCTEMBI 3a1a4
cOaaHCHPOBaHHBIX MOKa3aTeIeH 41
2. Meronsl oneHkn A(GQPEKTUBHOCTH  YIPaBICHUS
opraHuzanuei npu peanuzanuu
KJIMEHTOOPUEHTHPOBAHHOIO TI0X0/1a
3. bananc KIMEeHTOOPHUEHTHPOBAHHOTO CEPBHCA U 3aTpar,
(MHAHCOBBIE pE3yNbTaThl KIMEHTOOPHEHTHPOBAHHOTO
moJxoja
Ipakrnuyeckoe 3ansaTue Ne 5. KiroueBble mokazaTenu
OLIEHKU peanusanyuu KIIMEHTOOPHEHTHPOBAHHOI O 4/1
1oJX0/a B Ou3Hece
CamocrosrenbHas padbora 20/18
HUTOroO | 18/4 18/4 72194

[Tpumeuanue: -/- 06vem uacoe coomeemcmeeHHo 0Jisi OYHOU U 3A04HOU (popm 06yueHus




4. METOJIMYECKHAE YKA3AHMS JJUISA OBYYAIOIAXCS MO OCBOEHHWIO
TACIATIIAHBI

4.1. OOmme MeTOAMYECKHE  PEKOMEHJAUMH 1O  OCBOEHHMI) JUCUHUILIMHBI,
o0pa3oBaTe/ibHbIE TEXHOJIOTHH

JluciumanHa peanu3yeTcs MOCPEeACTBOM MPOBEICHHS KOHTAKTHOW PabOThI C 00YJarOIUMUCS
(BKJTIOYAsi TPOBENCHUE TEKYIIErO0 KOHTPOJII  YCIEBA€MOCTH), CaMOCTOSITEIBHOW  padOThI
00yJaronuxcst ¥ MPOMEKYTOYHOW aTTECTAIINH.

[Ipu mpoBeneHWM YYEOHBIX 3aHATHH 10 JUCHMIUIMHE OOCCIICUMBACTCS PAa3BUTHE Y
00yJaromnXCcsi HAaBBIKOB KOMaHTHOM PabOThI, MEKINIHOCTHOM KOMMYHUKAIUH, TIPUHSATHUS PEIICHUH,
JUJCPCKUX KauyecTB (BKJIIOYash MPOBEJICHHWE HMHTEPAKTHBHBIX JICKIMH, TPYMNIOBBIX JTUCKYCCHH,
pPOJIEBBIX WP, TPEHUHIOB, AaHAJIW3 CUTyallud ¥ HWMHTAIIMOHHBIX MOJENICH, MpPEernoJjaBaHue
JTUCIUIIIMHBI B (OpME Kypca, COCTABJICHHOTO HA OCHOBE PE3YJIbTATOB HAYYHBIX HCCIICIOBAHHM,
MPOBOAMMBIX ~ YHUBEPCHUTETOM, B TOM YHCIE C YYETOM pPETHOHAIBHBIX OCOOCHHOCTEH
npodecCHOHANBHOM IEeATEIbHOCTH BBITYCKHUKOB M MMOTpeOHOCTEN padoToaareneit).

[IpenogaBanue  AUCHUIUIMHBI  BEAETCI C  NPUMEHEHHEM  CICIYIOUIUX  BUIOB
0o0pa3oBaTeJbHbIX TEXHOJIOTHI:

—  OaJUIbHO-PEUTUHTOBAsI TEXHOJIOTUS OIICHUBAHUS,

—  DIIEKTPOHHOE O0y4YEeHHE;

— npobieMHOe 00ydeHue;

—  pa300p KOHKPETHBIX CUTYAIIHiA;

— uHpopMmanronHsie Texnonoruu: Google-moxymentsr, BBB.

Jlis OLIeHKW 3HaHWM, yMEHUW, HABBIKOB U YPOBHS C(HOPMHUPOBAHHOCTH KOMIIETECHIIUHU I10
JTUCLUIIMHE TPUMEHSIETCSI OaJNTIbHO-PEUTHHIOBas CHCTEMa KOHTPOJIA M OICHKU YCIEBAEMOCTH
CTYIEHTOB. B OCHOBY OallsIbHO-PEUTHHIOBOW CHCTEMBI MOJOXKEHBI MPUHIUIBI, B COOTBETCTBHH C
KOTOPBIMH (DOPMHpPOBAHWE PEHTHHra CTYACHTAa OCYIICCTBISETCS B XOJE TEKYIIErOo KOHTPOJIS
ycreBaeMoCTH. MakcuMalbHOe KonudecTBo 6amioB B cemecTpe — 100.

4.2. Meroanuyeckue YKa3aHHMs IJsi O0y4alOIIUXCS IO OCBOCHHIO JUCHHUIVIMHBI HA
3aHATHAX JEKIHOHHOTO THIIA

JIEKIMOHHBIN Kype NpEAnosaraeT CUCTEMATU3UPOBAHHOE HM3JI0KEHHUE OCHOBHBIX BOIIPOCOB
TEMaTHUYECKOro IiaHa. B XoJe JeKIMOHHBIX 3aHATUN pacKpbIBAIOTCS 0a30BbIE BOMPOCHI B paMKax
KaX/10i TeMbl TuCHMILIMHBL. O003HAaYaroTCs KIIIOYEBBIE aclEeKThl TEM, a TAK)Ke JETAr0TCs aKIEHTHI
Ha HauOoJiee CI0KHBIC Y BaXKHBIE IT0JIOKEHUS U3y4aeMOro MaTepuaila.

JIeKUMOHHBIE  3aHATHS  TPOBOAATCA B IOTOYHOM  ayJUTOPUM C  INPUMEHEHUEM
MYJBTUMEAMMHOTO IPOEKTOpa B Buje yueOHoi npezenTanuun uiu B OMOC yHuBepcurera.

B xo71€ TeKIIMOHHBIX 3aHATHI PEKOMEHyeTCs] KOHCIIEKTUPOBaHWE y4eOHOro MaTepHara.

OTtnenpHBbIE TEMBI MIPEAIaraloTcs Ui CaMOCTOSATEIbHOIO N3YYEeHUS (KOHCIIEKTUPYIOTCS).

Marepuanbl JEKIUH SBISAIOTCS ONOPHOM OCHOBOM Ul TMOATOTOBKM OOy4aromMXCs K
NPAKTUYECKUM 3aHATHUAM M BBIIOJHEHUS 33JaHUA CaMOCTOSITENbHOM paboThl, a Takke K
MEPONPUATHIM TEKYIIETO KOHTPOJIS YCIIEBAEMOCTH U TPOMEXYTOUHOM aTTEeCTallMK M0 AUCLUIIINHE.

4.3. MeTtonnuyeckne ykKa3zaHusl JJisi O0y4alOIIUXCS MO OCBOGHHI) JUCHHUILUIMHBI HA
3aHATHAX CEMHUHAPCKOT0 TUNA/ HA MPAKTHYECKUX 3aHATHIX

[IpakTudeckue (CeMHHApPCKHUE) 3aHATHUS MPEACTABISIOT COOOM JeTamu3aluio JEKIMOHHOTO
TEOPETUYECKOI0 MaTepHalia, MPOBOJIATCS B IENIAX 3aKPETUICHUS Kypca U OXBAaTHIBAIOT BCE OCHOBHEBIC
pasnensl. OCHOBHOH (opMOll TpOBENEHUS CEMUHAPOB U TMPAKTUYECKUX 3aHATHH SBISETCS
o0cyxaeHne Hanoosee MPoOJEMHBIX U CIIOKHBIX BOITPOCOB IO OT/ACIBHBIM TEMaM, a TaK)Ke pelieHne
3a/1a4 ¥ pa30op MPUMEPOB U CUTYaAIUi B ayJUTOPHBIX YCIOBUSX.

[IpakTnueckue (ceMHUHApPCKKE) 3aHATUS 00yUYaIOLUXCsl 00eCTIeYNBAIOT:

— TPOBEPKY U YyTOUHEHHUE 3HAHUH, MOTYYCHHBIX Ha JICKIUIX;

— TIONy4YeHUE yMEHUW W HABBIKOB COCTABIICHHUS JOKJIAIOB U COOOIICHUU, OOCYXKICHUS
BOTIPOCOB I10 Y4eOHOMY MaTepuany JUCITUILINHBL,



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

[TpakTHdeckue 3aHITHS OPTAaHU3YIOTCS, B TOM 4YHCIE B (pOpMe MPaKTUYECKOW MOJIrOTOBKH,
KOTOpasi IpeaycMaTpPUBACT y4acTHE OOYYAIOIIMXCS B BBIIIOJIHEHHHM OTIEIBHBIX 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, MeToan4yecKue YKa3aHUs MO CAMOCTOSITeJIbHOMH padoTe 00y4arouxcs

CamocrosarenbHass paboTta obOecneunBaeT TMOATOTOBKY OOYyYaromierocss K ayAuTOPHBIM
3aHATUSM U MEPOIPHATUSAM TEKYIIEro KOHTPOJIS M HPOMEXYTOUHOM aTTecTaluu M0 H3yd4aeMoH
JUCHUIUTMHE. Pe3ynbraTel 3TOH MOATOTOBKM TNPOSIBISIOTCS B AKTUBHOCTH OOYydaromierocs 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 ¢ pecypcamu NHTepHeT;

— 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 MPONJECHHON TEME, a TAK)KE N3y4YEHNUE PEKOMEHyEeMOM JINTEpaTyphl.

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

Jns o0OecrieyeHHsl CaMOCTOSITEIbHOM PabOThl OOYHYAIOLIMXCS HCIOJIBb3YEeTCsS 3JIEKTPOHHBIN
yueOHbI# Kype, cozpannbiii B DMMOC ynuBepcureta 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 nutepaTtypa, BKIIOUYEHHAs B JAHHBIN [€pEYEHb, NPEJCTaBICHA B BUJE 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.

OcHoBHas JInTepaTypa

1. 3axaposa, JI. H.Ilcuxonorus ynpasiaeHus : yde0. mocoOue 1o crenuaibHocTH "Y1Ip.
nepconasiom” / JI. H. 3axapoBa. - [lokyment read. - Mocksa : Jloroc, 2020. - 377 c. - (HoBas
yHHUBepCHTETCKast Oubanoreka). - [Ipui. - I'moccapwmii. - URL: https://znanium.com/read?id=367542
(mata oOpamenust: 21.11.2025). - Pexxum jmoctyma: s aBropu3s. mnojb3osareneid. - ISBN 978-5-
98704-499-5. - TekcT : 3JIeKTPOHHBIH.

2.  IlpakTmueckuii MeHeKMEHT : yue0d. mocooue / O. M. Kopotkos, M. b. XKepnakoga,
O. H. Anekcannposa, C. A. AHTOHOB ; o1 o611. pen. KopotkoBa 3. M. - JlokymenT read. - MockBa

NHOPA-M, 2021. - 329 c. - (Beiciuee o6pasoBanue - Marucrparypa). - URL:
https://znanium.ru/read?id=414135 (gara obOpamenus: 20.03.2025). - Pexxum goctymna: ais aBTOPU3.
noab3oBarenei. - ISBN 978-5-16-003828-5. - 978-5-16-101769-2. - TekcCT : 21eKTPOHHBIN.

3. Buxanckuii, O. C.Menemxmenrt : yueOnuk / O. C. Buxanckuii, A. 1. Haymos. - 7-e
u3n., nepepad. u gom. - Jlokymenrt read. - MockBa : Maructp [u ap.], 2024. - 670 c. - URL:
https://znanium.ru/read?id=442770 (nara obOpamenus: 03.04.2025). - Pexxum goctymna: ais aBTOPUS3.
nonb3oBareneid. - ISBN 978-5-9776-0554-0. - 978-5-16111543-5. - TekcT : 37EeKTPOHHBIH.

4.  VIHHOBaIMOHHBII MEHEKMEHT : y4eO. /I BYy30B IO HampaBlieHuIo "MeHemKkMeHT"
(crenenp (kBanudukanus) - "Maructparypa") / B. . l'opdunkens, T. I'. Ilonagrok, JI. 5. ABpamkos
[u ap.] ; mox pen. B. S. Topdunkens, T. I'. [Tonaatok. - 4-e u3n., nepepad. u jpom. - JlokymeHT read. -
MockBa : BysoB. yue0. [u np.], 2023. - 380 c. : uwn. - CnoB. mousituéi (TepmuuoB). - URL:
https://znanium.ru/read?id=421623 (gara obOpamenus: 27.10.2025). - Pexxum gocTyma: Ais aBTOPU3.
noib3oBarenei. - ISBN 978-5-9558-0311-1. - 978-5-16-104931-0. - TekcT : 2IeKTpOHHBIH.

5.  Tynprae, T. A.MapkeTuHr yciayr : ydeOHUK : yd4eO. mocoOue A BY30B IO
HarpaBieHuto "Mapkerunr ycnyr" / T. A. TynbraeB. - Jlokyment read. - Mocksa : UHOPA-M,
2020. - 207 c. - (Boicmiee obpaszoBanme). - ['moccapwmii. - URL: https://znanium.com/read?id=356219
(mata oOpamenus: 29.10.2025). - Pexxum moctyma: jiis aBTopu3s. noibs3oBateneid. - ISBN 978-5-16-
005021-8. - TekcT : 371eKTPOHHBIH.

6.  bacosckuii, JI. E.Mapkerunr : yue6. mocobue s By30B 10 HampasieHuto 38.03.02
"Menemxment" / JI. E. bacoBckuii, E. H. bacoBckas. - 3-e uzn., nepepad. u gon. - Jlokyment read. -
Mocka : HWH®PA-M, 2024. - 233 ¢ - (Beicuiee oOpazoBanme). - URL:
https://znanium.ru/read?id=434658 (nara oopamienus: 21.03.2025). - Pexxum mocTyma: Aast aBTOPHU3.
nonb3oBarenei. - ISBN 978-5-16-104295-3. - Tekct : 31eKTpOHHBIH.

7. Csupugenko, lO. Il.CepBucHast nesTeabHOCTh : yue0. mocobue aias BY30B IO
HarnpasieHusM moarot. 43.03.03 "Toctuany. neno”, 43.03.02 "Typusm" (kBamudukanus (CTETICHB)
"6akanasp") / 0. II. CBupuaenko, B. B. XwmeneB. - 2-e uzn., ucnp. u gomn. - Jlokymenr read. -
Mocksa : UHDOPA-M, 2022. - 173 c. - (Beicuiee obpazoBanue - bakanaspuar). - TecTsl. - Kitoun. -
URL: https://znanium.com/read?id=400299 (nara oOpamenus: 09.09.2025). - Pexxum nocryma: s
aBTOpH3. mosk3oBarenei. - ISBN 978-5-16-105613-4. - TekcT : 2eKTpOHHBIH.

8.  IloBemenume morpeburteneil : yued. mocoOue A BY30B IO HANpPaBICHUIO IOATOT.
38.03.02 "Menemxment" (kBanudukauusa (crenenb) "Oakamasp") / O. H. Pomanenxoma, H. II.
byrakosa, JI. A. XXunbnos [u ap.] ; mox oom. pen. O. H. PomanenkoBoii. - JlokymeHT read. - MockBa
: Bys. yue06. [u ap.], 2022. - 319 c. - [Ipun. - T'noccapwmii. - URL: https://znanium.ru/read?id=414477
(mata oOpamenusi: 25.08.2025). - Pexxum moctyma: ans aBTopu3. moib3oBateneid. - ISBN 978-5-
9558-0404-0. - 978-5-16-102322-8. - TekcT : 3JIEeKTPOHHBI.
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9. Mapuenko, T. WN.KnueHTOOpHMEHTHpPOBAaHHBIE TEXHOJOTHU : ydel. mocoOue it
CTYACHTOB CEpBHCHBIX HampasineHuil noarot. / T. . Mapuenko, T. A. JXKypasiuesa ; [loBomx. roc.
yH-T cepBuca (PI'BOY BO "IIBI'YC"), Kad. sxonomuku u 6usneca. - Tompartu [u ap.] : YHuEB.
kuaura, 2024. - 258 c., un. - ISBN 978-5-907884-13-7 : 114-90. - TekcT : HEMOCPEICTBEHHBIA.

10. bananos, A. H.MupopmanmoHHble TEXHOJIOTHU B chepe Typu3Ma U TOCTSIIPHUUMCTBA :
yue6. mocodue / A. H. bananos. - Jlokymenr read. - Cankr-IletepOypr [u ap.] : Jlans, 2024. - 412 c.
- URL: https://e.lanbook.com/book/414965 (nara obpamenus: 28.11.2024). - Pexxum mocryna: mis
aBTOpH3. mosk3oBareneit. - ISBN 978-5-507-49287-9. - Tekcr : 3eKTpOHHBII.

JonosHUTeILHAS JJUTEpPaTypa

11. boxoBHs, A. E.MoTuBauus - 0CHOBa YIIpaBJIEHUs YEJIOBEUECKUMU pecypcaMu (TEOpHs
U IpaKkTHKa (OPMUPOBAHUS MOTUBUPYIOILIEH OPraHU3alMIOHHON Cpeibl U CO3AaHUSI €IUHON CHUCTEMBI
MoTHBanuu Komranuu) : moHorpadus / A. E. bokoBus. - JlokymeHt read. - Mocksa : UHOPA-M,
2022. - 144 c. : un. - (Hayuynas mbiciasn). - [Ipun. - URL: https://znanium.com/read?id=393681 (nara
obpamenust: 11.11.2025). - Pexxum noctyna: mis aBTopu3. noib3oBateneid. - ISBN 978-5-16-102667-
0. - TekcT : AMEKTPOHHBIH.

12. AcamueB, A. M.DKOHOMHKA U YIpPaBICHUE 4YEIOBEYCCKUMHU pecypcamu : ydeO.
noco6ue ams By30B no HampasieHuto 38.03.01 "Oxonomuka" / A. M. Acanues, I'. I'. BykoBuy, T. I'.
CrpoureneBa. - Jlokyment read. - Mocksa : UH®PA-M, 2024. - 142 c. : wi., 1abn. - (Beicmee
obpasoBanue). - URL: https://znanium.ru/read?id=429809 (mara ob6pamenus: 19.03.2025). - Pexxum
JoCcTyma: Juisi aBTopu3. mosb3oBareneit. - ISBN 978-5-16-006913-5. - 978-5-16-104878-8. - Tekcr :
3JIEKTPOHHBIMN.

13. Komapo, E. MW.M3mepeHne MOTHMBAalMM ¥ CTUMYJIHPOBaHUS  'deJoBeKa
pabotaromiero". VM3meputenbHas KOHLENIUS W U3MEpSIONIe MeToauku : y4yeb. mocobue / E. U.
Komapos ; Poc. akazn. nap. xo3-Ba npu IlpaButensctBe PD, dak. MHHOBAIL.-TeXHOJI. OU3HEca. - 2-¢
u3n. - Joxyment read. - Mocksa : PUOP [u gp.], 2014. - 260 c. - (IIpe3uneHtckas mporpamma
MOJrOTOBKK yrpasjieHdeckux kaapos). - URL: http://znanium.com/bookread2.php?book=409078
(mata oOpamenus: 15.09.2025). - Pexxum gocryna: ans aBropus. noib3zoBateneit. - ISBN 978-5-369-
01216-1. - 978-5-16-006817-6. - TekcT : 2IEKTPOHHBIA.

14. KuOGanoB, A. Sl.YmpaBieHue MNEPCOHAJIOM OpTraHU3aALMM: CTpaTerus, MapKETHHT,
WHTEpHAIMOHANM3AIMsl : y4ded. mocoOue 1o HampaBieHusM "MeHemxment opr." u "Ymp.
nepconanom" / A. 5. Kubanos, U. b. [lypakosa ; ['oc. yH-T ynp., Boponex. roc. yH-T. - JIokyMeHT
read. - Mocksa : UH®PA-M, 2024. - 301 c. - (Bsiciiee obpa3oBanue: Marucrparypa). - URL:
https://znanium.ru/read?id=429978 (nara obpamenus: 10.04.2025). - Pexxum gocTyma: ais aBTOPU3.
nosnb3oBarenei. - ISBN 978-5-16-107492-3. - Tekct : 2eKTPpOHHBIH.

15. KuOGanos, A. S1.OcHOBBI yIipaBlieHHs IEPCOHAIOM : Y4eO. [T By30B IO HAIIPaBIEHUIO
noaroT. "Ymp. nepconanom", "l'oc. u mynunumn. ynp." (kBanudukanus (crenens) "0akamasp") / A. S.
Kubanos ; T'oc. yH-T ymp. - 3-e u3a., nepepal. u gon. - JlokymeHt read. - Mocksa : UHOPA-M,
2025. - 440 c. : un. - (Beiciiee oopasosanue). - URL: https://znanium.ru/read?id=458428 (nata
oOpamtenus: 25.03.2025). - Pexxum noctymna: ans aBTopus. nois3oBarene. - ISBN 978-5-16-111730-
9. - TekcT : NMEeKTPOHHBIH.

16. Yymnanosa, O. JI.CoBpeMeHHbIE TEXHOJIOIUU KaJJPpOBOTO MEHEPKMEHTA: aKTyalu3alus
B POCCUHCKON MPAKTUKE, BO3MOKHOCTH, pucku : MmoHOorpadus / O. JI. Uynanona. - JlokymenT read. -
MockBa : HWH®PA-M, 2020. - 363 c¢. - (Hayunas wbicib). - Ilpun. - URL:
http://znanium.com/bookread2.php?book=1042593 (mara obpamenus: 25.02.2026). - Pexum
JocTyna: sl aBTopu3. moib3oBaTeneit. - ISBN 978-5-16-105764-3. - TekcT : 2IeKTPOHHBIH.

17. Cunsea, 1. M.MapkeTuHr B IpeaIpUHUMATEIbCKONW NEATEIBHOCTH : y4eO. /Ui SKOH.
BY30B 10 HampasieHuto "OkoHomuka" / . M. Cunsiea, C. B. 3emmsik, B. B. Cunsien ; nop pen. JI.
I1. JamkoBa ; ®unrancoBblil yH-T nipu [IpaButensctBe PD. - 6-¢ m3a., crep. - okymenr read. -
Mocksa : JamkoB u K, 2019. - 266 c. : un. - URL: https://znanium.com/read?id=358543 (nara
obpammenust: 17.12.2025). - Pexxum moctyna: i aBTopu3. nojb3oBateieid. - ISBN 978-5-394-03160-
1. - Tekcr : 3eKTPOHHBIH

18. VueOHO-MeTOIMYECKOE MTOCOOHE MO TUCIHILTHHE "YTIpaBiIeHHE B3aHMOOTHOIIICHUSIMHU
C KJIMEHTaMHu" : JUIs CTyJAeHTOB HampasieHus noaror. 38.03.02 "MeHemxMeHT" HalpaBIEHHOCTH
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(mpoduns) "Ymp. mpoekramu" / IloBomk. roc. yH-T cepBuca (®PI'bOY BO '"IIBI'YC"), Kad.
"JKOHOMUKA, Opr. U KomMmep. aearenbHocTh" ; cocT. C. 1. Kykuna. - Jlokyment Adobe Acrobat. -
Tomesirrw @ TIBIYC, 2018, - 1,056 Mb, 45 ¢ - Ilpunr. - URL:
http://elib.tolgas.ru/publ/Metod UVsKb BMNUP 09.07.2018.pdf (nara obpamenus: 21.10.2020). -
Pexxum noctyna: mis aBropu3. noib3oBateneid. - 0-00. - TexkcT : 2IeKTpOHHBIH.

19. Cepsuc: opranmusanus, yrnpaBieHHe, MAPKETHHT : y4eO. JUIs By30B 110 HAIPaBJICHHUIM
noarotT. "Cepsuc", "Typusm", "I'octuneu. aeno", "Menemxment" (ypoBeHb OakanaBpuata) / E. H.
Bonx, A. W. 3eipsHOB, A. A. JIumnuackas, H. B. Xapurtonosa. - 3-¢ u3z. - JlokymenT read. - MockBa
: JamkoB u K, 2022. - 250 c. - (YuebHble u3ganus qis OakanaBpoB). - Tect. 3amanus. - URL:
https://znanium.ru/read?1d=431948 (mata obOpamenus: 27.12.2023). - Pexxum nocTyma: Iy aBTOPHU3.
nosab3oBarenei. - ISBN 978-5-394-04914-9. - Tekcr : 3MeKTPOHHBIH.

20. CemenoB, A. K.OpranuzaniMoHHOE TOBEICHHE : y4eO. I CTYIACHTOB BY30B IIO
HarpasieHuio noarot. "Menemxment" (ypoBens Oakanaspuara") / A. K. Cemenos, B. 1. Habokos. -
4-¢ w3n. - Jlokyment read. - Mocksa : JlamkoB u K, 2023. - 268 c. - (YueOHbIe W3maHUs I
OakamaBpoB). - URL: https://znanium.ru/read?id=431689 (mara oOpamenus: 04.12.2025). - Pexxum
JocTyna: sl aBTopu3. nmoib3oBatenei. - ISBN 978-5-394-05179-1. - TekcT : 2IeKTPOHHBIH.

5.2. IIpodeccuonanbHble 0a3bl JTaHHBIX, HH(OPMAIIMOHHO-CIIPABOYHbIE CHCTEMbI,
HHTEPHET-pecypchl
1. eLIBRARY.RU : nHayuyHas snekrpoHHas 6ubianoTeka : caidt. — Mocksa, 2000 - . - URL:

https://elibrary.ru  (marta oOpamenus: 03.03.2026). — Pexum pgoctyma: [uiss 3aperucTpHp.
nosb30Batesell. — TeKCT: AMeKTPOHHBIN.
2. Emunoe okHO JocTynma K oOpa3oBaTelbHBEIM pecypcam : caiit. - URL

http://window.edu.ru/ (mara obpamenus: 03.03.2026). - TekCT : SJIEKTPOHHBI.

3. WHTYWUT. Haumonanpubiit OTKPBITEI YHUBEPCUTET : cailT. - Mocksa, 2003 - . - URL:
http://www.intuit.ru/ (zara o6pamienus 03.03.2026). - TeKCT : 2IIEKTPOHHBII.

4. Koucynprantllmtoc : cnpaBouHast npaBoBasi cucrema : caidt / 3A0 «KoncynbprantlLirocy.

— Mocksa, 1992 - . - URL: http://www.consultant.ru (mata o6pamenus 03.12.2021). - Tekcr :
AJIEKTPOHHBIN.
5. YHuBepcurerckas uH(popmanvoHHas cucrema POCCHUSA : caiit. - URL

http://uisrussia.msu.ru(xara ooparenus: 03.03.2026). - TekcT : 3MeKTPOHHBIH.

6. DOnexTpoHHas OubnuoTeuHas cuctema [IOBOMKCKOrO rocyIapCTBEHHOTO YHMBEPCUTETA
cepsuca : cait / ®I'BOY BO «IIBI'YC». — Tomwsatti, 2010 - . - URL. : http://elib.tolgas.ru (mara
obpamienust 03.03.2026). - Pexxum goctyna: Asst aBTOPH3. OJIb30BaTeNeH. - TEKCT : QIEKTPOHHBIN.

7. DnekTpoHHO-OMOMMOTeYHas cucremMa Znanium.com : caiitr / OO0 "3HAHUYM". —
Mockga, 2011 - . - URL: https://znanium.com/ (nata obparenust 03.03.2026). - Pexxum goctyma: ajist
ABTOPU3. NIOJIB30BATENEH. - TEKCT : AIEKTPOHHBIN.

8. DOmnexrtpoHHO-OMOMMOTEeuHast cucteMa Jlans : caiit / OOO "OBC JIAHB". - Mocksa, 2011
- . - URL: https://e.lanbook.com/ (mata oGpamierust 03.03.2026). - Pesxum poctyma: Uit aBTOPH3.
MOJIb30BaTeNeN. - TEKCT : IIEKTPOHHBIM.

5.3. [IporpamMHoe obecrieyeHue

Nudopmanmonnoe obecrnedueHne ydeOHOTo Tpollecca MO JUCIHMIUIMHE OCYIIECTBISIETCS C
WCIIONIb30BAaHUEM  CIICAYIONIErO0 MPOrpaMMHOTO oOecreueHus: (JMIEH3MOHHOTO W CBOOOJHO
pacmpoCTpaHsIeMoro), B TOM YHCIIe OTEYSCTBEHHOTO TIPOU3BOICTRA!

Ne m/m HanmeHnoBanue YcaoBus gocryna
1 Microsoft Windows 13 BHYTPEHHEH CEeTH YHHBEPCHTETA (JIMIICH3MOHHBII JTOTOBOD)
2 Microsoft Office U3 BHYTPEHHEN CETH YHUBEPCHTETA (JIMLIEH3HOHHBIN IOTOBOP)
3 KouncynbrantlIntoc W3 BHYTPEHHEN CETH YHUBEPCUTETA (JIMLIEH3MOHHEIN JTOrOBOD)
4 C10 MOODLE U3 J1000M TOUKH, B KOTOPOM MMEETCs IOCTYI K ceTu MHTepHeT
(JIUIICH3MOHHEIH JOTOBOP)



http://window.edu.ru/
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

[Tomemienust nmpeAcTaBisAOT co00i yyeOHbIE ayIUTOPUN NJISl IPOBENEHUS YUeOHBIX 3aHATHIM,
IOPEIYCMOTPEHHBIX YYEOHBIM IUIAaHOM M pabodell mporpaMMol JUCHUILIMHBI, OCHAIIEHHBIC
000py/I0BaHUEM M TEXHUYECKHUMH CPEICTBAMU O0OyUEHUS.

3aHATUSA JIEKIMOHHOIO THMA. YuYeOHble ayAUTOPUHM ISl 3aHATUH JIGKIMOHHOTO THIIA
YKOMILIEKTOBAaHbI MEOENIbI0 M TEXHUUYECKUMHU CPEICTBAMU 00YUEHHS, CIIYKAIIUMU JJIs1 IPEICTaBICHUS
yueOHoIi nHpopManuu (CTallMOHAPHBIE WK TIEPEHOCHBIE HAOOPHI IEMOHCTPAIMOHHOTO 000pYIOBaHUS
(mpoeKTop, PKpaH, KOMITbIOTEP/HOYTOYK), ydeOHO-HArJsIHble IMOocoOus (Tpe3eHTalud 10 TeMam
JeK1uit), o0ecreunBaolie TeMaTHYeCKHe WILTIOCTPAlMKM, COOTBETCTBYIOIUIME JAHHON Iporpamme
JVCLIUATUTAHBL.

3aHATHSA CeMHMHAPCKOro TUNAa. Y4eOHble ayAUTOpPUU [UIsl 3aHSATHH CEMHHApPCKOTO THIA
YKOMIUIEKTOBAaHBI MEOENIBIO U TEXHUYECKUMHU CPEICTBAMH O0YUEHHUSI, CITY KALTUMHU IJIs1 TIPEACTABICHUS
yueOHoii nHpopmanuu (CTallMOHAPHBIE HIIM IEPEHOCHBIE HAOOPHI AEMOHCTPALIMOHHOTO 000y I0BaHUS
(IpoeKTOop, 9KpaH, KOMITbIOTEP/HOYTOYK).

IIpomexyTounas arrecramusi. [[nsg mnpoBedeHHs NPOMEKYTOYHOW arTecTaluu Mo
TUCHUTUTMHE HWCHOJB3YIOTCS KOMIIBIOTEPHBIE KJIACChl, OCHAIICHHBIE KOMITBIOTEPHON TEXHHKON C
BO3MOXXHOCTBIO TOAKIIOUEHUA K ceTu «VHTepHeT» M oOecmedeHueM JOCTyla B AIIEKTPOHHYIO
WH(OPMAIIMOHHO-00pa30BaTEIbHYI0  CpPelly  yYHHBEpCHUTETa  W/WIM  ydeOHBIE  ayJAUTOpPHH,
YKOMILIEKTOBaHHBIE MEOEIIbI0 U TEXHUYECKUMU CPECTBAMH O0yUYCHHUSI.

CamocTosiTeibHasi pabora. IloMemeHuss Ui CaMOCTOSATENBHOM pPabOTHI  OCHAIICHBI
KOMIIBIOTEPHONH TEXHUKON C BO3MOXHOCTBIO MOAKIIOUEHUs K ceTu «HTepHeT» U JOCTYNoM K
AJIEKTPOHHOM  MH(OpPMAIMOHHO-00pa30BaTENbHOM  cpele  yHHBepcuTeTa. Jns  opraHuzaiuu
CaMOCTOSITENIbHOM paboThl 00YYAIOIIMXCS UCTIOTIB3YIOTCS:

—  KOMIIBIOTEPHBIE KJIACCHl YHUBEPCUTETA;

— Oubnuoreka (Menuasan), UMeEIOIIas MecTa s OOy4yalouIuxcs, OCHAIlCHHBIE
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 HH()OPMAIIMOHHO-00pa30BaTeIbHON Cpelie YHUBEPCUTETA
(OUOC) http://sdo.tolgas.ru/ u3 000 TOUKH, B KOTOPOM HMMeEETCs AOCTYN K HH(OPMAIMOHHO-
TEJIEKOMMYHHUKAIIMOHHOH ceTn «/HTepHeT», Kak Ha TEpPUTOPUH YHHUBEPCHUTETA, TaK M BHE €€.

OUOC yHuBepcurera 00eCreunBaeT:

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

— ¢dopMHpOBaHUE DIIEKTPOHHOTO MOPTGHOINO 00YJAIOMIErocs, B TOM YHCJIE COXpPAaHEHUE €ro
paboT M OLIEHOK 3a 3TU PadOTHI.

B cnyuae peanmuzanmu 00pa3oBaTeNbHOM MHpOrpaMMbl C MPUMEHEHHEM 3JEKTPOHHOTO
00y4eHus, AMCTaHIMOHHBIX 00pa3zoBaTenbHbIX TexHOoMorui MOC nononHuTeNbHO 00ECIeUnBaET:

— (¢ukcanuio xoa 06pa3zoBaTeIbHOIO MPOIIECcca, Pe3yJIbTaTOB IPOMEKYTOUHON aTTeCTalluy U
pe3yabTaTOB OCBOEHUS 00pa30BaTeNbHOI MPOrpaMMBbl;

— TpOBeleHUE Y4YeOHBIX 3aHATHUH, MPOIENyp OICHKH pPE3ylbTaTOB OOYYCHUs, pear3allis
KOTOPBIX  TNPEIyCMOTpEHa C  TPUMEHEHHEM  DJIEKTPOHHOTO  OOy4YeHHs, JUCTAHIIMOHHBIX
00pa30BaTeNbHBIX TEXHOJIOTUH;

— B3aUMOJICHCTBHE MEXIy Yy4YaCTHHKaMH OO0pa3oBaTeIbHOTO TIpoIlecca, B TOM YHCIE
CUHXPOHHOE U (MJIM) aCHHXPOHHOE B3aUMOJIEHCTBUS TOCPeACTBOM ceTH «HTepHeT.
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1. OCOBEHHOCTH OPI'AHMU3ALINN OBYYEHUA  JIA JIMIQ C
OT'PAHUYEHHBIMHU BO3MOKHOCTAMMU 310POBbs 1 UHBAJINIOB

[Ipu HEOOXOmMMOCTH pabovas TporpaMMa IUCIHUILIMHBI MOXXET OBITh aanTUpOBaHA s
obecrnieueHrss 00pa30BaTEILHOTO MPOIECCa MHBAIHMIOB M JIMI C OTPAaHUYCHHBIMH BO3MOXHOCTSMU
3JI0POBbSI, B TOM YHUCIIC ISl JUCTAHIIMOHHOTO oOy4yeHms. [t 3TOoro tpedyeTcs 3asBICHHUE CTYICHTA
(ero 3aKOHHOTO TIPEJICTABUTENSI) W 3aKIIOUEHUE TICHXOJIOTO-MEINKO-TIEAAroTn4ecKO KOMHUCCUU
(TIMIIK).

B cnyuae HEOOXOAMMOCTH, OOYJAIOIIMMCS U3 YMCIIA JIUI] C OTPAaHUYCHHBIMH BO3MOYKHOCTSIMH
3M0pOBbs (1O 3asiBIICHHIO OOyd4aromierocsi) a Juisi WHBAJIWAOB TakKKE B COOTBETCTBUH C
WHAUBUIYAILHON TIpOrpaMMoi peabuanTalii HHBATUAA, MOTYT IIPEIaraThCs 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 3pPCHUS: B Me4aTHOU (opMe YBEIWYCHHBIM mpudTOoM; B hopme
3JIEKTPOHHOTO JOKyMEHTa; B (hopme ayauodaiina (mepeBoa yueOHbIX MaTepHalioB B ayaunodopMmar); B
neyatHoil Qopme Ha s3pike bpaiinsg; WHIMBHIyadbHBIE KOHCYJIBTAIlMM C IMPUBICYCHUEM
TUQIIOCYPIOTIEPEBOUNKA; UHANBUIYAIbHbIC 3a]JaHUS U KOHCYJIbTAIINH;

— JUTSl TUI] ¢ HAPYIICHUSMH CIyXa: B Me4aTHOH ¢opme; B PopMe IJIEKTPOHHOTO JTOKYMEHTA;
BUJICOMATEPHANIBI  C  CYOTHTpaMHW;  HWHIWBHIyaJIbHBIC  KOHCYJIbTAIlMM C  TPUBJICYCHHUEM
CYpJIOTIEPEBOIUMKA; UHANBUIYAIbHbIC 3a]JaHHUS U KOHCYJIbTAIINY;

— JUISl JIUI] ¢ HApYIICHUSMU OIIOPHO-JABUTATEIBHOIO afmapara: B me4aTHoi gopme; B Gpopme
AJIEKTPOHHOTO JOKYMEHTa; B popme ayauodaiina; WHINBHUyaTbHbIC 3aJaHUSI U KOHCYJIbTAIUH.
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8. OHEHOYHBIE MATEPHAJIbI (®POHA OLEHOYHBIX CPEIACTB) JJIA
TEKYIIEI'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
JTUCLUIIIIMHE TPUMEHSETCS OallIbHO-PEUTHHIOBas CHCTEMa KOHTPOJS M OIEHKH YCIIEBaeMOCTH
CTYIEHTOB. B OCHOBY Oa/TbHO-pEHTHHTOBOM CHCTEMBI ITOJOXEHBI MPHHIIUIIBI, B COOTBETCTBHH C
KOTOPHIMU (DOPMUPOBAHHE pEHUTHUHTA CTYACHTA OCYIIECTBIISICTCS B XOJ€ TEKYIIEro KOHTPOJIS
ycneBaeMocTu. MakcumanbHOe KosmdecTBO 6amioB B cemectpe — 100.

IIkaja oneHKH pe3yJabTaTOB 0CBOEHHSI AUCHUILJIMHBI, C()OPMHPOBAHHOCTH Pe3yJIbTATOB

o0yueHust
®DopmMa npoBeaeHHus IIxaabl OleHKH YPOBHS
NMPOMEKYTOYHOM cpopMHpPOBAHHOCTH [IIxaJja oeHKH YPOBHS 0CBOECHHS THCIUNIUHBI
aTTecTalun pe3yJIbTAaTOB 00y4YeHus
VYposueas mkana | 100 6ampHas 100 GanpHas 5-0anmnpHas mKama, Henug depeHnn
OIICHKH nikana, % nikana, % nudhepeHIupoBaHHAS pOoBaHHas
KOMIIETEHIIU I OIIeHKa/0at OIICHKA
JIONIOPOTOBBIN Huxe 61 Huxe 61 «HEYIIOBIICTBOPHUTEIBLHOY / 2 HE 3a4TEHO
TTOPOTOBEIH 61-85,9 61-69,9 «YIOBJICTBOPUTEIHHO» / 3 3a4TEHO
3a4vyerT
70-85,9 «xopomioy / 4 3a4TEHO
TTOBBIIICHHBIH 86-100 86-100 «OTIIHYHOY / 5 3a4TEHO

Ilo wroram TeKkyliedl yCHeBaeMOCTH CTYICHTY MOXET ObITh BBICTaBJIEHa OLIEHKa II0
IIPOMEXYTOUHOM aTTecTallid B COOTBETCTBMM 3a HaOpaHHBIMM 3a ceMecTp Oamiamu (1O
HaKOMUTEJIbHOMY pedTuHry). CTyaeHTram, HabpaBIIMM B X0JI€ TEKYILEro KOHTPOJI YCIEeBAEeMOCTH 110
muciuminie ot 61 1o 100 6amioB ¥ BBINOJIHUBIIMM BCE 00s3aTelbHbIE BUABI 3allllAHUPOBAHHBIX
y4eOHBIX 3aHATHM, MO PELIEHMIO IpernojaaBatreliss 0e3 MPOXOXKICHUS MPOMEKYTOUHOW aTTecTaluu
BBICTABJIIETCS OLIEHKAa B COOTBETCTBUHU CO LIKAJION OLIEHKH PE3YJIbTaTOB OCBOEHUS IUCLUILINHBI.

PesyabTaTr 00ydyeHusi cuyuTaercss c(OPMHUPOBAHHBIM (TMOBBIIMIEHHbI YPOBEHb), €CIU
TEOPETUYECKOE COJEPKAaHHE Kypca OCBOEHO IOJIHOCTBIO; IIPU YCTHBIX COOECENOBAHMAX CTYICHT
UCUEPIIbIBAOIE, IOCIEeI0BaTeIbHO, YETKO M JIOTMUECKH CTPOHMHO H3iaraeT y4yeOHBbI Marepua;
CBOOOZHO CHpaBiseTCs C 3ajayaMd, BONpPOCAMM U JPYTMMM BHJAaMHU 3aJaHUl, TpeOyroIux
NpPUMEHEHHs 3HAHMM, UCIOJIBb3YeT B OTBETE JOMOJIHUTENbHBIH MaTepuall; BCe IMpelyCMOTPEHHBIE
paboueil y4eOHON mporpaMMoil 3aJaHMsl BBIOJHEHbBI B COOTBETCTBUM C YCTAHOBJIEHHBIMU
TpeOOBaHUSAMH, CTYJEHT CIIOCOOEH aHAIU3UPOBaTh IOJIYYEHHBIE pE3YJIbTaThl; MPOSBISET
CaMOCTOSITENIbHOCTb TPU BBINIOJHEHUH 3aJjaHHM, KaueCTBO MX BBIIIOJHEHUS OLIEHEHO YMCIIOM 0asioB
or 86 o 100, 4YTO COOTBETCTBYET IOBBIIIEHHOMY YPOBHIO C(HOPMUPOBAHHOCTH pe3yJIbTaTOB
00y4eHwusl.

Pesynbrar o00y4eHusi cumrTaercsi CcQOPMHMPOBAHHBIM (IIOPOrOBBLIH YPOBEHb), €CIIH
TEOPETUYECKOE COJEPKAaHHE Kypca OCBOEHO IOJHOCTBIO; IPU YCTHBIX COOECENOBAaHUSX CTYAEHT
MOCJIEI0BATENbHO, YETKO M JIOTMYECKH CTPOMHO u3jaraer y4eOHBbIH MaTepuall; CIpaBIIeTCs C
3aJayaMy, BONPOCAMHM M JPYrUMHM BHJAaMHU 3aJaHui, TpeOyroluxX MpUMEHEHHUs] 3HAHUW; BCe
IpeyCMOTpEeHHBIe pabouell yuyeOHOM mporpaMMoil 3aJaHusi BBIIOJIHEHB B COOTBETCTBHHM C
YCTAaHOBJIEHHBIMU TpPEOOBaHUSIMH, CTYIEHT CHOCOOEH aHaJIM3UpOBATH IMOJIyYEHHBIE PE3YJIbTaThI;
IPOSIBIISIET CAMOCTOSITENIBHOCTh TPU BBIIIOJHEHUM 33J]aHUN, KAa4eCTBO HX BBIMOJIHEHHUS OLIEHEHO
yucioM OamioB oT 61 no 85,9, 4TO COOTBETCTBYET MOPOTOBOMY YPOBHIO C(HOPMHUPOBAHHOCTU
pe3ysIbTaToOB OOyUEHHUS.

PesyabTaT 00yueHusi cuuTaercsi Hec()OPMHPOBAHHBIM, €CJIM CTYJIEHT MPU BBINOJIHEHUH
3aJaHUii HEe JIEMOHCTPUpPYET 3HAaHUI yueOHOro Marepuana, JOMYCKaeT OIIMOKH, HEYBEPEHHO, C
OONBIIMMU 3aTPyJHEHUSMHU BBIMOJHSAET 3aJaHUSA, HE JIEMOHCTPUPYET HEOOXOIUMBIX YMEHUH,
Ka4eCTBO BBHIMOJIHEHHBIX 3a/laHUil HE COOTBETCTBYET YCTAHOBJIEHHBIM TpeOOBAaHUSIM, KadeCTBO MX
BBITMIOJTHEHUS! OLIEHEHO YHCIIOM 0alioB HUKE 61, 4TO COOTBETCTBYET JOMOPOIOBOMY 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
JWICLIMIUIMHBI (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) 3aHATUIIM

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 IIOAX0J0B B OTHOIICHUAX C HOKyTIaTCJ'IHMI/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.

[IpuBeaure Mo TPU-TIATH NPUMEPOB MOBBIIEHUS LEHHOCTH Onara Uid KJIMEHTa 4Yepes
yIydlIEHUE NPOAYKTa U CHMKEHUE H3JIEPKEK KIMEHTA, OTCIEAUB LENOUYKY CO3LaHMs LIEHHOCTH U
YUUTHIBasi BPEMEHHOM Jar MexJay OOHapyKeHHEM H3MEHEHHWiIl 3ampocoB KIHEHTOB (TpeOoBaHUi
PBIHKA) 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(OPMHPOBAHHOCTH MEXAaHU3MOB KIIMEHTOOPHEHTHPOBAHHOCTH.

3ananme S.
IIpoBeauTe aHanuTHYeCKUi 0030p AeHUHUIMI OpUEHTALIUN HA KIMEHTA.
Tabnuna — AHanuTuyeckuii 0030p AeGUHUINI OpUEHTAMU HA KIHEHTA

ABTOp, TOJ1 Onpenenenue Wcnonb3yemblii TEpMUH

CremnmaiiTe BBIBOJI.

3aganue 6.

IIpoBeauTe CPaBHHUTEIbHBIH aHaIu3 Mozenei KJIMEHTOOPHUEHTUPOBAHHOCTH u
TOBapOOPUEHTUPOBAHHOCTH.

Tabnuna — CpaBHHUTENBHAS XapaKTEPHCTUKA JIBYX MOJICNICH OPHUEHTUPOBAHHOCTH

XapakTepuCTUKU AKIIEHT Ha IOTPeOHOCTH AKIIEHT Ha TOBap
HOKyHaTest

Korz[a HUMCCT CMBICJI
HCIIOJIB30BaTh

Kak knmneHTt IIPpUHUMACT
PEIICHUC O IMOKYIIKE

CpencrtBa

Termiora MoTeHINAILHBIX
KJIMEHTOB

CloXXHOCTH

3ananmne 7.

B kxommaHuio mo mpogaxe HOYTOYKOB OOpaTHMJICS COTPYIHHK KpPYHMHOH koprnopauuu. Emy
HE00X0UMO MPUOOPECTH HECKOJIBKO JECITKOB HOYTOYKOB JUIsl BceX pabOTHUKOB B oduce. KinueHt (1
¢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 ce0s KIIMEHTOOPUEHTUPOBAHHBIN MpoiaBer?

IIpencraBbTe NPaBUIbHBIN u HeNpaBUIbHBINA BapUaHTHI MOBEJICHUS
KIIMEHTOOPUEHTUPOBAHHOTO MPOJIaBLIa.

3aganue 8.

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

- JUIMTEIbHOCTh OTHOUIEHUH C KJIMEHTAMH;

- JIOJIs1 JTIOSTTbHBIX K OPraHU3allMU KIIMEHTOB;

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

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

- KOPPEKTHOCTh M BEXJIMBOE OOIIEHUE C KIMEHTOM, BHUMATEIbHOCTh K €ro mnpobieme (1o
CJIy4aeB C HEraTUBHBIMU pEKJIaMallUsIMHU);

- CHCTEMHOCTb M3YYEHHUS U IEPETIPOBEPKU MPEANIOUTEHUIN KIHNEHTOB;

- Hanu4yre oOpaTHOM CBSA3M C MOKYTIATENEeM;

- IPUCYTCTBUE B pabOTe C KIMEHTAMHU «IIPABUI TPEX J1ay;

- HENIPEPHIBHOCTh AHAIIUTUKH JEATEIBHOCTH OPraHU3alluu;
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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 MPOBEINUTE aHAIIN3 YPOBHS KIMEHTOOPHEHTUPOBAHHOCTH B JIMHAMUKE C
COCTABJICHUEM ITOSICHUTEIBHON 3alIUCKU.
Tabmuia — Mcxonusle qanHbIe

Tlokazarenu

1 xBapTain

2 KBapTal

Wsmenenue, +/-, %

*BbIX0J] COTpYIHHUKA
HABCTPEUy K KIMECHTY,
CeK.

55

53

**OTBeT COTpYIHUKA
HAa 3aIpoC 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

Konuenmus 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 IPEUMYLIECTBA AaKTMBHOIO HCHOJb30BaHus Mmozenu 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 wW3MEpeHUE JIOSIBHOCTH KJIMEHTOB HauOojiee W3BECTHOH KOMMEPYECKOM
opranusaiui B npodeccronanbHoi chepe (b2b wam b2c cerment). [Iyis u3MepeHHs JOSIIBHOCTH
KJIMCHTOB UCIIOJIB3YUTE CIEAYIOIINE MEKIYHAPOIHBIC TIOKA3aTEIIH:

- UHIeKC JosibHOCTH NPS

- UHJCKC YIOBJIETBOPEHHOCTH KireHToB 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.
[IpoBennTe aHanuTUYECKUN 0030p ACPUHUIINIA KITMEHTOOPHEHTUPOBAHHOM CTpAaTETUN
Tabnuua — AnamuTuyeckuii 0030p AepUHUIINI KIMEHTOOPHEHTUPOBAHHOM CTpaTerun

ABTOp, rox Omnpenenenue [Ipumeyanune

CremaiiTe BBIBOJI.

3aganue 4.

Cohopmynupyiite OuzHec-cTpaTeruM Juid H3BeCTHOM Bam koMMepueckodl opraHusanum,
KOTOPBIC 633HPYIOTC$I Ha MOHATHHU IIEPCOHATIU3AIIUN OTHOIIIEHUH C KIIMEHTAMH.

Cpenu HampaBJIeHUH, IO KOTOPBIM MOKET PEaIN30BBIBATHCS IEPCOHATN3AMS, BBIACISAIOTCS:

* IIPOLIECCHI, O0ECTEeUnBaAIONINE UHIMBUIYATN3aLMI0 IPOAYKTOBBIX MPEIVIOKEHUH U KaHAJIOB
KOMMYHHKAIM{ C MOTPEeOUTENsIMU Ha OCHOBE COOpPaHHOM M MpOaHAIM3UPOBAHHOW HMH(MOPMAIMU O
HUX, TpeABUACHHE TIOTpPeOHOCTEH KaXJIOro KIMEHTa Ha OCHOBE aHajin3a BCEW HAKOIJIEHHOU
UH(OPMALIUHU O KJIMEHTE, TPOrpaMMbl KIIMEHTCKOH JIOSITBHOCTH U IPUBEP>KEHHOCTH;

¢ IMpoaaxXxv, OCHOBAaHHBIEC Ha KaCTOMH3alWW TPOAYKTa 1101 HOTpe6HOCTI/I KJIMEHTA,
NPEUIOKEHUE JPYIMX NPOAYKTOB, PEIECBAaHTHBIX BBIABIEHHBIM HYXKIaM KIMEHTA, OpraHu3aluu
y2106HI)IX JJI KIIMEHTA IMPOUECCOB NPOJAXK, YUUTBIBAOIIUX 0COOEHHOCTH KaXXJ10Tro U3 HUX;

* cepBuC, OazupyloUIMiics Ha WHIUBHIYaTbHOM OOCITYXMBAaHMM KaK COCTaBIISAIOIIEH 4YacTH
KaCTOMH3UPOBAHHOTO MPOJYKTa, YTO XapaKTepHU3yeTcs Oe3yCIOBHOM JOCTYMHOCTBIO HJISI Ka)JI0TO
KJIMEeHTa, yIOOHBIMHU, «Ha BBIOOP», KaHAJIaMU KOMMYHUKAIUH, BO3MOXXHOCTHIO CaMOOOCITYyKHBaHUS,
MOHUTOPHHTOM KaXXJ0ro KJIHMCHTA C TOYKH 3pCHHUA €ro YAOBJICTBOPCHHOCTH YPOBHEM CCPBHUCA,
MIMPOKUM IPUMEHEHHUEM MPENYNPEAUTENLHOTO 00CITyKUBAaHUSI.
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3aganmue 5.
[IpuBeaute 1O WATH NPUMEPOB TPEX YPOBHEH pAa3BUTHS KIMEHTOOPHEHTUPOBAHHOCTH:
opram3amuss ¢  npodeccHoHATbHBIM

OpraHM3alsi C  KayeCTBEHHbIM  OOCITYXHBaHUEM;
o0cyXMBaHUEM; OpTaHu3anus popmara «IIeHTP OOCTY)KHBAHUS KIIHEHTOBY.

3aganue 6.
«PaccopTupyiiTe» MpeACTaBICHHBIC HIDKE MPUMEPbl Ha OTHOCSINHUECS W HE OTHOCSIIUECS K

KJINEHTOOPUEHTUPOBAHHOCTH.
1. B koMIanuu BHeApeHa MporpamMmma JosiIbHOCTH KIIMEHTOB.

2. B xoMIIaHuU €CTh CKPUIITHI IPOJAXK U PETrJIaMEeHThI 0 PadoTe ¢ KIMECHTAMHU.

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 JTO3YHT - «KJIMEHT Bceraa mpasy.
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 3MMHHUI NePHOJ METAJIMYECKHE PYYKH Ha JBepsAX OTACJICHHI «01eJn» B MATKHE U

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

nmpeaHasHavacTcs.

3aganue 7.
Chopmupyiite criucok 0XUIAHUIN KIMEHTa W3BeCTHOW Bam koMmMmepueckoi opranuzanuu. [lo

Ka)XJ0MY OKUJAHUIO ONPEACIIUTE JTYyUIINA BAPUAHT OTBETHBIX JCUCTBUM.

3ananmue 8.
CpaBHUTE KOHTPOIIb OTpaHMYEHUN KJIMEHTa, OOyueHHWEe TepcoHalla W BO3HArpaxIeHUe

KIIMCHTOOPUCHTUPOBAHHOCTH B IBYX KOMMEPUYCCKUX OpPraHu3anusax oTpaciiu.

3aganue 9.
PazpaOoraiiTe mojokeHHe O KOPHOPATUBHOW KyJIbType (Ha OCHOBE 00paslloB), CUMBOJIUKY
KOPIOPAaTHBHOW KYJBTYpPHI I KOHKPETHOM KOMMEpUYECKOW opraHumsauuu. IIpoBenute nsmepeHue
CHJIBI KOPIOPAaTUBHON KyJbTYPHI JaHHOW OpraHu3aliM, UCHoib3yd MeToauky JI. Bpayn (uHaekc
MRI™) ¢ mocTpoeHrneM KpyroBoi auarpammbl. [IponHTEpripeTHpYHTE Pe3yIbTaThl UCCIEIOBAHUS.

BHettsme axtoph

e owepnieckoe Peiyg

Muvianeuex |

larg,)

P
ﬂ'peﬂma

68% 75%

ITPUMEP

BHyTpeiine daxtops

Saganue 10.

OTBeTUTH Ha CIIEAYIOLINE BOIPOCHI:
1) Ectb 111 Ha peiHKe Baieil opranusanuy npuBepeyiuBble KIHEHTHI?
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KTo noBsbImaeT ux npuBepeiInBOCTh?

Kak 6s1cTpo oHa pacret?

Uto Baia opranuzaius ¢ 3TUM HaMepeHa JeaaTh?

2) Ha kakoMm ypoBHE KJIMEHTOOPHUEHTHPOBAHHOCTH HAaXOAWUTCs Bama komMmaHWsS ¥ KakoBa
TeHaeHuus’?

Bam ypoBeHb KIIMEHTOOPHEHTUPOBAHHOCTH MOBBIIIASTCS WIIA TTOHMKACTCS?

3) [TpuBenute IPUMEPBI KOHKYPHUPYIOIINX OpraHu3aluii, B KOTOPBIX
KITMEHTOOPUCHTUPOBAHHOCTD:

a) CIIOHTaHHas,

0) perJlaMeHTUPOBaHHAs,

B) HEOThEMIIEMAsl YaCTh KOPIIOPATUBHOU KYJIbTYPBI

3apanme 11.

PazpabGoraiiTe MaTpuily KIMEHTOOPHCHTHPOBAHHOCTH JUISI KOHKPETHOM KOMMEPUYECKOU
OpraHu3aIiy CO CIEIYIONIEH CTPYKTYpOi paboT:

1 - ®dopmMupoBaHue peecTpa JOKHOCTESH

2 - Jleranu3anus. Beinenenue rpeitioB, IOCTPOCHUE MATPHUIIBI

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 BOCIIPUATHUS KIMEHTOM BCEX TOUYEK CONPUKOCHOBEHHUS C Balllell KOMIIaHUEH.

[Ipenmnonaraemble HapaBIeHUS IPOBEACHUS ayIUTa KIMEHTOOPUEHTUPOBAHHOCTHU

+ AHanu3 Hanuuus, 3pGEKTUBHOCTH U HAIIPABICHUH YCUIICHUs IPOrpaMM OOpbOBI C OTTOKOM,
3aMbIKaHUS U YBEJIMYEHUS JIOSIIbHOCTH MOKyNaTesnei

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

+ AnHaiM3 HMEOIUXCS U TNPOBEACHHE pacueTa JPYIMX IOKa3aTelled W3MEPEHHUs
KIIMEHTOOPUEHTUPOBAHHOCTHU

+ IlpennoxeHus no CTUMYIMPOBAHUIO MIOJIOKUTENBHBIX OT3bIBOB MOKYIIATENIEH O KOMIIAHUU

+ AHalu3 U NpeAsio’KeHUs M0 COBEPIIEHCTBOBAHUIO OCHOBHOTO MPOIEcCca U KOPPEKIMH TOUEK
IIpoBaja JUis JIydleil KIIMEeHTOOPUEHTUPOBAaHHOCTH

+ AHanu3 U TOpeUIOKEHHS MO0 YIYYIIEHUIO KIMEHTOOPUEHTUPOBAHHOCTH IOMELICHUH,
JIOKYMEHTOB, YIIAaKOBKH, CaiiTa U APYTUX MaTepUaJIbHBIX U HEMATEpUAJIbHBIX HOCUTENIEH

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

3ananmne 13.

IIpoBenuTe ayauT B3aUMOJEHCTBUSA MEXY COTPYAHUKAMH U OTZIEJIaMH B Balllell KOMITAHHUH.

[Ipenmnonaraemble HanpaBiIeHUS MPOBEACHUS ayIUTa KIIMEHTOOPUEHTUPOBAHHOCTHU

+ AHanu3 Hanu4uus, 3pGEKTUBHOCTH U HAIIPABICHUH YCUIICHUS MPOrpaMM OOpbOBI C OTTOKOM,
3aMbIKaHUS U YBEITUYEHHUS JIOSIIbHOCTH MOKYTIaTenei

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

+ AHaiM3 HMEOIUXCS U TNPOBEACHHME pacueTa JpYrMX IOKa3aTelled W3MEPEHHUs
KIIMEHTOOPUEHTUPOBAHHOCTHU

+ IIpennoxkeHus o CTUMYJIMPOBAHUIO MTOJIOKUTEIBHBIX OT3bIBOB IMOKYIIATENEH O KOMIIAHUU

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

+ AHanu3 U TOPEeUIOKEHHUS MO0 YIYYIIEHUI0 KIMEHTOOPUEHTUPOBAHHOCTH IOMEILIEHUH,
JIOKYMEHTOB, YIIAaKOBKH, CaiiTa U APYTUX MaT€pUaJIbHBIX U HEMATEPHAJIbHBIX HOCUTEIIEH

+ AHanu3 ¥ NpesIoKeHUs 0 ONTUMH3AIUN padOThl CUCTEM 00paTHOM CBSI3U U XKaJo0.
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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 npojaxx ToBapoB U YCIyT

Cranpapt npuema-repeaud CMEHBI

Cranmapt pabOThI B TEUCHHE CMEHBI

Crangapt oOCTyKUBaHUS KJIMCHTA B TCYCHHE CMEHBI

Cranmapt yoopku (moMeIeHnid, paboyero Mecra u T.J1.)
Crangapt paboThI C )KanobamMu U peKIaMaIusIMH

Cranmapt paboTsl ¢ ocoObiMu kiueHTamu (VIP, neTbMu, HHBaIMIAMU U T.11.)
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 3JEKTPOHHOM PBIHKE.

3ananmne 16.
Cnemaiite mog0OpKy HanOoJiee YacTO BCTPEUAIONTUXCS BO3PAKEHUH CO CTOPOHBI KIMCHTOB U
noa0epuTe BapuaHThl OTBETOB HA HUX JIJISI BBIPAOOTKH CTaH/IAPTHBIX OTBETOB.

3aganue 17.
Pa3paboraiiTe aHKETY «TallHOTO TIOKYIIATENS» Il COOpa HEOOXOUMBIX JaHHBIX.

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 ITHX 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.

Hcnone3yss ONpPOCHUMK [UIsi JUArHOCTUKH IEHHOCTHBIX OpHeHTanuui kimeHta M. Pokwuua,
BBICTYIasl B POJIM PECTIOHCHTA, IPOPAHKUPYHTE MPEJIOKEHHbIE B Ta0IHIIEe IEHHOCTH.

Tabauua
TepMuHAIbHBIE IEHHOCTH paHr HNHcTpyMeHTA/IbHBIE IEHHOCTH paHr
AKTHUBHa JIeATeIbHas )KU3Hb (ITOJTHOTA AKKypaTHOCTb (UHCTOTLIOTHOCTH,
U SMOILIMOHAJIbHASA HACKILIEHHOCTD YMEHHE COJICPKATh B MOPSIKE BEIIH,
YKU3HHM ) YETKOCTh B BEJICHUHU JIEN)

XKuznennas MyapocTh (3peraocThb
CYKJIEHUU U 3/IpaBbIi CMBICII,
JOCTUraeMble Oaroaps >KU3HEHHOMY
OTIBITY)

BocnuTaHHOCTB (XOpoIlne MaHepHI,
YMEHHE BECTU ce0sl B COOTBETCTBUU C
HOpMaMH KYJIbTYpbI TIOBEACHNU)




22

3nopoBbe (pusznyeckoe u
TICUXUYECKOE)

Bricokue 3anpocs! (BbICOKHE
TpeOOBaHUS K )KU3HU U BBICOKHE
IIPUTSI3aHUSA)

Nurepecnas padota

KuznepagocTHOCTh (ONITUMH3M, YYBCTBO
IOMOpa)

Kpacora npupoab! 1 ucKyccTBa
(mepexxuBaHMUE IPEKPACHOTO B
MIPUPOJIE U B UCKYCCTBE)

HcnomHuTenbHOCTh
(IMCIMTUTMHUPOBAHHOCTH )

JIr060Bb (qyxoBHAs U (huzHUecKas
0JIM30CTh C JIFOOUMBIM YEIIOBEKOM )

HezaBucumocTs (ciocoOHOCTH
JIEHCTBOBATh CAMOCTOSITENBHO,
PELINTENBHO)

MartepuanbHO oOecriedeHHAs KU3Hb
(oTCcyTCTBHE MaTEepHAIBHBIX ITPOOIIEM)

HenpumupumocTs K HelocTaTkam B cede
U IPYTrux

Hannune xopommx u BEpHBIX JIpy3en

OO6pazoBaHHOCTH (IIMPOTA 3HAHUH,
BBICOKHH KYJIbTYPHBIN YPOBEHD)

OO1ecTBeHHOE MTpU3HAHKE (YBaXKEHUE
OKpYKaIOIINX, KOJIJIEKTUBA, KOJUIET)

OTBETCTBEHHOCTH (4yBCTBO J10JITa,
YMEHHE JEPHKaTh CBOE CJIOBO)

[To3nanue (BO3MOXHOCTh PACITUPEHUS
CBOET0 00pa3oBaHMsI, KPYro3opa,
o0mIeH KyIbTYpBhl, HHTSIUICKTYaTbHOE
pa3BUTHE)

Panmonanusm (ymMeHue 31paBo u
JIOTUYHO MBICIHUTh, IPUHUMATh
00/1yMaHHBbIE, pallMOHAIbHBIC PEIICHUS )

[MpoxyKTHBHAS KHU3Hb (MAKCUMATIBHO
MOJIHOE MCIIOJIb30BaHUE CBOUX
BO3MOXXHOCTEH, CHJI M CITOCOOHOCTEH)

CaMOKOHTpOJIb (CIEP>)KAHHOCTb,
CaMOJTUCITUTIIMHA)

Pa3Butne (pabota Hag coOoH,
MOCTOSTHHOE (PH3MYECKOe U TyXOBHOE
COBEPILIEHCTBOBAHUE)

CMeIIoCTh B OTCTauBaHUH CBOETO
MHCHUA

CBoOopa (caMOCTOSITENNHLHOCTb,
HE3aBHCUMOCTH B CYKJICHUSIX U
MOCTYIIKaX )

YyTKOCTbH (3a00TIUBOCTH)

CuacTtiauBas ceMeiiHasl )KU3Hb

TepHI/IMOCTI) (K B3I 1aM 1 MHCHUAM

JpYTHX, YMEHHUE MPOILATh APYTUM UX
OIIMOKY U 3a0J1yKICHUS)

Cuactbe apyrux (61arococTosiHue,
pa3BUTHE U COBEPIICHCTBOBAHUE
JIpYTUX JIFOJIEH, BCETO HApoAa,
YeJI0BEYECTBA B 1IEJIOM)

[Iupora B3r1s110B (YMEHUE TIOHATH
Yy)KYIO TOUKY 3pEHUS, yBaXKaTh UHBIE
BKYCBI, 00bI4au, PUBBIYKH)

TBopuecTBO (BO3MOKHOCTD
3aHUMATbHCS TBOPUYECTBOM)

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

YBepeHHOCTh B ce0e (BHYTpEHHSIS
rapMOHUs1, cCB00O/1a OT BHYTPEHHUX
MIPOTUBOPEYNl, COMHEHHIA)

YecTHOCTH (TPaBAUBOCTh, HCKPEHHOCTD )

VY noBosbCTBHS (MIPUATHOE,
HEOOpEeMEHHUTETTFHOE

D¢ hekTUBHOCTH B Aenax (Tpyaoaodue,
MPOAYKTUBHOCTH B paboTe)
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BPEMAIIPENPOBOKIECHNAE, OTCYTCTBUE
00s13aHHOCTEH, pa3BICUCHHUS)

Hucempykyua:

Bam npennaratorcs nBa cnucka mo 18 menHocteil. Bama 3amava - mpopaHXUpOBaTh MX IO
MOPSIIKY 3HAaYUMOCTH Uil Bac kak mpuHIMIOB, KOTOpbIMU Bel pykoBoacTByeTech B Baiei ku3Hu.
To ectb camomy BaxxHomy Bbl nmpucBauBaere Homep 1 U T.1., TaK YTO MO BOCEMHA/IATHIM HOMEPOM
OyIeT UATH LICHHOCTh HaUMEHee 3HauuMast JiIsl Bac.

PaGoraiite He cnema, BaymunBo. Eciau B mporiecce paboTel Bel M3MEeHHTE CBO€ MHEHHE, TO
MOXXETE€ HCIpPaBUTh CBOM OTBeThl. KOHEUHBIH pe3yiabTaT JOJKEH OTpaxkaTrh Bairy HCTUHHYIO
MO3ULIHIO.

Oopabomka pe3yromamos:

BricTaBiieHHBIE UCIIBITYEMBIM PAHTY LEHHOCTEN OTPaXKaroT BAXKHOCTh KaXKJI0M U3 HUX.

BaxxHo moMHUTH, uTO B onpocHuKe M. Poknua mikamsl UMEIOT 0OpaTHBIN XapakTep:

. YeM MEHbIIE PAHT, TEM BBIIIE 3HAYMMOCTb LIEHHOCTH /ISl PECIIOH/ICHTA;

. YEeM BBIIIIE€ PAHT, TEM HIKE 3HAYMMOCTh [ICHHOCTH.

Humepnpemayus pe3ynomamog:

[Tonyuyennas B pe3ynbTaTe UCCICAOBAHNS WHIMBUIyAIbHAS UEPAPXUsI IEHHOCTEH MOXKET OBITH
pazJiesieHa Ha TPU PaBHBIE TPYIIIbL:

. MpeANnoYnTaeMbIe IICHHOCTH, 3HaUnMbIe (panru ¢ 1 1o 6);
. unauddepentasie, 6e3paznuunsie (7-12);
. oTBepraeMmble, He3HaunMble (13-18 panr uepapxumn).

[Tonmy4yeHHbIe I KOKA0H U3 36-TH ICHHOCTEW UX PAHTH, OTPAKAIOUINE 3HAYMMOCTh [IEHHOCTH
AJI1 UCHBITYEMOT'O, MOKHO HCITI0JIb30BAaTh B OMIIMPHUYCCKUX UCCIICAOBAHUAX IJIA BBIABJICHUS pa3JII/I‘II/If/'I
B PYIIAX WIH JJIs aHAJIM3a B3aUMOCBS3EH [IEHHOCTHBIX OPUEHTAIUI C JPYTUMH TICHXOJIOTUICCKUMHU
dheHoMeHaMu.

Ilpumep ananusza pesynvmamos onpocrnuxa Poxuua:

Ha pucynke mnpuBeneHel CpeIHHE 3HAYEHUS TEPMHUHAIBHBIX IEHHOCTEN MOAPOCTKOB
HKCIIEPUMEHTATIbHON (CTIOPTCMEHBI) U KOHTPOJIBHOM (HE CIOPTCMEHBI) TPYIIIL.
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Pucynok — Cpegnue 3Ha4eHUsI paHTOB TEPMUHAJIBHBIX IEHHOCTEN

CTpykTypa TepMUHAIBHBIX LIEHHOCTEH MOAPOCTKOB 0OEUX TPYII HOCHT CXOJIHBIA XapakTep:
Haubosee 3HaYUMBbl [IEHHOCTH 3/10pOBbE, JIIOOOBb, IPY3bsS U CEMbs; HAUMEHEEe 3HAYUMBI — KpacoTa,
TBOPYECTBO, CYACTHE APYTHUX.

[Tonpoctku n3 006eux MmoArpynn B OOJBIIEH CTENEHW OPUEHTUPYIOTCS Ha 370pPOBbE, JTHOOOBD,
ceMbl0 U Apy3ed. He cTonb BaKHBIM SIBIISIETCS OpHUEHTAlMs Ha KpacoTy IHPHUPOABI M HMCKYCCTBA,
TBOPYECTBO U CUACTHE APYTHUX.

3ananme 3.
Hcnons3ys nennoctHeli onpocHuk L. IIIBapua, nposenure nusmepeHue HEHHOCTEH, H1€aI0B U
yOeXIeHHH, OKa3bIBAIOLINX BIMSHUE HA JINYHOCTh OTpeOUTENEH.
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Hucempykyua (wacmo nepeasn):

Crpocure cebs: "Kakue EHHOCTH BaXKHBI JJIsl MEHsSI KaK PYKOBOJSIIME NMPUHIMIIEI B Moeit
*km3Hn? Kakume nmeHHOCTH MeHee Ba)KHBI g MeHA?" Barmma 3amada: oleHUTBH, HACKOJIBLKO BajskKHA A
Bac xaxzaas IeHHOCTb B Ka4€CTBE PYKOBOJAILErO PUHLIMIIA B Barieil ;xu3Hu.

Ikana 11g OLEHKH:

7 - WCKJIIOUMTENbHO Ba)KHAs B KA4ye€CTBE PYKOBOJSLIEr0 NpHHLMINA Bamell xu3Hu

IIEHHOCTH (OOBIYHO TAKHUX IIEHHOCTEH ObIBaeT OHA-/IBE);

6 - oueHb BaXKHA;

5 - mocTaTo4yHO BajKHas;

4 - BaxkHas;

3 - HE OYEHb BaXKHAS,;

2 - MaJjo Ba)KHas;

1 - He BaxkHas;

0 - coBepiieHHO Oe3pazIuyHasi;

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

Jlo Toro, kak Bel HauHeTe, mpounTaiite cnucok u3 30 1eHHOCTel U BhIOEpUTE OJIHY, KOTOpas

HanoboJiee

BakHa 1 Bac, u onenute ee BaxkHocth "7". Jlanee, BhIOEpUTE IEHHOCTh HAWMEHEE

BakHyl0 /Ui Bac u ouenute ee -1, 0 unu 1, coryiacHo ee BaXHOCTU. 3aTeM OIICHUTE OCTaBILIUECS
nenHoctu (ot -1 o 7).
Cnucok nennocreii 1:

1 PABEHCTBO (paBHble BO3MOKHOCTH ISl BCEX)

2 BHYTPEHHAS TAPMOHUS (661Th B MHUpeE ¢ caMuM c000i)

3 COLUAJIbHAS CUJIA (KOHTpOJb HAJ IPYTHUMHU, TOMHUHAHTHOCTD )

4 YJIOBOJIBCTBHUE (ynoBneTBOopeHUE KETaHHIA)

5 CBOBOJIA (cBoOOma MBICHEH U IEHCTBHIN)

6 JYXOBHAA )XM3Hb (akueHT Ha TyXOBHBIX, a HE MAaTEpUAIBbHBIX BOIIPOCAX)

7 YYBCTBO ITPUHAUIEXKHOCTU (omymienue, uto apyrue 3a00TsATCs 000 MHE)

8 COLIMAJIBHBIN ITOPSJIOK (cTabuiabHOCTB 00IIeCTBa)

9 JKM3Hb, ITOJIHAS BITEYATJIEHUM (cTpemienne K HOBH3HE)

10 CMBICJI XKXKM13HU (uenu B 5KU3HM)

11 BEXJIMBOCTD (nmpenynpeauTenbHOCTb, XOPOLINE MaHEPHI)

12 BOI'ATCTBO (marepuanbHas cOOCTBEHHOCTb, IEHBIN)

13 HAIMOHAJIbBHAS BE3OITACHOCTD (3amuiieHHoCcTh CBOSH HAlMU OT BParoB)

14 CAMOVYBAXEHMUE (Bepa B cOOCTBEHHYIO LIEHHOCTh)

15 VBAXEHUME MHEHUA JAPYI'MX (yuer uHTEpecoB Ipyrux Jojei, uzberanue
KOH(POHTALIUH)

16 KPEATHUBHOCTbD (yHHKambsHOCTB, OOTAaTOE BOOOpaKEHHE)

17 MHP BO BCEM MMUPE (cBo6oa OT BOIHBI U KOH(IIUKTOB)

18 VBAXEHUE TPA VLM (coxpaneHye NPH3HAHHBIX TPAIHIIHii, OObIYACR)

19 3PEJIAS JIIOBOBbD (riy6okas sMOIMOHaIBHAS U JyXOBHas OJIM30CTh)

20 CAMOJJUCHUITJIMHA (camoorpaHWdYeHUe, YCTOWIMBOCTD K COOJIa3HAM)

21 TIPABO HA YEJAMHEHMUE (npaBo HanuyHOE MPOCTPAHCTBO)

22 BE3OITACHOCTDb CEMbU (6e3omacHOCTh /st OHM3KUX)

23 COLUAJIBHOE IMTPU3HAHMUE (onoOpenue, yBaxkeHUE PYTUX)

24 EJIMHCTBO C IIPUPOJIOM (crustaue ¢ mpupooii)

25 N3MEHUMBASA KWU3Hb (ku3Hb, HamoNHEHHas MpoOieMaMH, HOBU3HOH U
M3MEHEHUSIMN )

26 MYIPOCTD (3penoe noHUMaHHE MUPA)

27 ABTOPUTET (mpaBo OBITH TUAEPOM HIIK KOMaHIOBATh)

28 HCTHUHHAS APYXBA (6nu3kue apy3ns)

29 MMUP KPACOTHI (kpacoTa mpupoOIBI U HCKYCCTBA)

30 COLHAJIbBHAA CITPABEJIMBOCTD (ucnpaBieHue HecHpaBeIMBOCTH, 3a00Ta O

C1a0BbIX)



25

Tenepp OILIEHWTE, HACKOJbKO BaXKHAa Kaxkzaas M3 CIEAYIOIIUMX I[eHHOCTeH mia Bac, kak
PYKOBOAAIIMK NpUHLIMIN Bamei *u3HU. OTH IIEHHOCTH BBIPaXKEHBI B cIoco0ax AEMCTBHSI, KOTOpBIE
MOTyT OBITH OoJiee WM MeHee BaKHbIMU ISl Bac. IlonbITaiiTech pa3muuuTh IEHHOCTH, HACKOJIBKO 3TO
BO3MOYHO, UCTIOJIB3Ys Bce HOMepa. [t Hauana npoynTaiTe IIECHHOCTH B CITUCKE 2, BEIOEPUTE TO, YTO
st Bac Hambonee BakHO, OlLlEHMTE Ha IuKajie (OoTMeTKa 7). 3aTeM BbIOEpUTE LIEHHOCTb, KOTOpas
MPOTUBOPEUYHUT BAIlUM TpUHIUNAM (OTMeTKa - 1). Ecnu Takol IeHHOCTH HET, BhIOGPHUTE IEHHOCTh
HauMeHee BakHYyIo /uid Bac u onenute ee otmerkamu O uinu 1, B COOTBETCTBHM C €€ 3HAYUMOCTBIO.
3aTeM OLIEHUTE OCTaJIbHbIE [IEHHOCTH.

Cnucok nennocrei I1:

31 CAMOCTOSTEJIbHBIN (Hageromuiicst Ha ce0sl, CaMOIOCTATOYHBIH)

32 CJIEP’)KAHHBIUN (u36eraromuii KpaifHocTeil B 4yBCTBAX M JeHCTBHSIX)

33 BEPHBIU (npenanmblii Apy3bsam, TPyIIIE)

34 LIEJIEYCTPEMIJIEHHBIN (Tpynomo6uBslii, BIOXHOBEHHbIIT)

35 OTKPBITHIM K UYKUM MHEHUSIM (TepruMblii k pa3iMdHbIM HASSIM U BEPOBAHUSM)

36 CKPOMHBII (npocToii, He cTpeMsIuiics NpUBIeYb K cebe BHUMAHHKE)

37 CMEJIBIM (uurymuit npUKITIOYEHHIA, PHCK)

38 3ANIUIIAIOLINN OKPYXXAIOILYIO CPE/LY (coxpaHsiomiuii mpupoy)

39 BJIUSTEJIbHBIN (MMeEroIUi BIMSIHUE HA JIFOJIeH U COOBITHS)

40 YBAXAIOIIMWIM POJUTEJIEM U CTAPLIVX (nposiBIsiomuii ysaxeHue)

41 BBIBUPAIOIINN COBCTBEHHLIE IEJIU (ot6uparomuii coGCTBEHHbIE HAMEPEHHS)

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

43 CITOCOBHBIN (koMIeTeHTHBII, CIOCOOHBIH ((PEKTUBHO JeiCTBOBATH)

44  TIPUHUMAIOILINHN XWU3Hb (110 4UHSAIOUIMIACS KU3HEHHBIM 00CTOATEIBCTBAM)

45 YECTHBIM (0TKpoBEHHBII, HCKPEHHHIT)

46 COXPAHSIOUUM CBOM UMUK (3amuTa COGCTBEHHOTO (IHIIAY)

47 TIOCJIYIIHBIN (MCTIONHUTEIBHBIN, MOYHHAIONMIMIICS IPABHIIAM)

48 YMHBbIHN (oruuHbIii, MBICISILIHTIA)

49 TIOJIE3HBIN (paGoTaromuii Ha 61aro apyrux)

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

51 BJIATOUYECTUBBIM (npuiepKuBarOmIHiics PeIUIrHO3HON Bephl M yOeKICHHiT)

52 OTBETCTBEHHBIN (HaeKHBI|, 3aCTy>KUBAIOIINIA TOBEpHs)

53 JIFOBO3HATEJIbHBIN (MHTepecyromuiics BceM, MbITINBII)

54 CKJIOHHBIN ITPOIIATD (cTpeMsiumiicst poIaTh APyroro)

55 VCIIELIHBIM (nocturarommii nemm)

56 UYMCTOIIJIOTHBIN (onpsTHEIi, aKKypaTHEI#)

57 TMOTBOPCTBYIOLINI CBOUM JXEJIAHUSIM (3aHMMAIOLIMIICS TEM, 4TO JOCTABIISET
Y10BOJILCTBHE)

HNucTpykuus (4acTb BTOPS):

Hwuxe mpuBeneHbl onrcanus HEKOTOPBIX roaed. [loxkanyiicta, mpoyuTaiiTe Kaxaoe OnMcaHue
Y MOJyMailTe, HACKOJIBKO KaXKIbIi YEJOBEK IMOXO0X WM He MoxoX Ha Bac. IlocTtaBbTe KpecTuk B
OJIHO M3 KJIETOYEK CIpaBa, KOTOPas MOKa3bIBaeT, HACKOJIBKO OMMCHIBAEMBIN YeJIOBEK MOX0XK Ha Bac.

Tabmuma 1 - [Ipoduns muunoctn

Ouenr | Iloxox | B Hemuoro | He CoBceMm

ITOXO0X Ha HeKOTOpOI;'I IIOXO0XX Ha | IMOX0XK HEC

Ha MeHS CTENEHU MEHS Ha MMOXO0XK

MCHSA ITIOXO0XK Ha MCHA Ha MCHA
MeHs

1. IIpuaymsIBaTh 4TO-TO HOBOE
u  ObITh  HM300peTaTenbHBIM
BaXHO g Hero. OH ITIOOUT
MOCTyNaTh MO-CBOEMY, Ha CBOM
JIa.
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2. Jlngs wero BaxHO OBITH
o6orateiMm. OH xoueT, 4TOOHBI y
HEro OBUIO MHOTO JICGHET H
JIOPOTUX BEIIEH.

3. OH cuMTaeT, 4YTO BaXHO,
YTOOBI C KaXKIbIM YCIOBEKOM B
MHpe O00palaInch OJMHAKOBO.
OH BepuT, 4YTO Y BCEX JOJKHBI
OBITH paBHBIE BO3MOXHOCTH B
JKU3HU.

4. Jlns HEro OdYeHb BaKHO
MOKAa3aTh CBOM CIIOCOOHOCTH.
OH  xouer, 9YTOOBI JIFOAM
BOCXHUINAJIIUCH TE€M, 4YTO OH
JIeaeT.

5. Jlns Hero BaXXHO KUTH B
Oe3omacHoM okpyxeHuu. OH
u30eraeT BCEro, 4YTO MOXET
yIpoKaTh €ro 6€30MacHOCTH.

6. OH cuuTacT, 4YTO BaXXHO
JIeNIaTh MHOTO Pa3HbIX el B
»u3Hu. OH Bcerja CTPEMHUTCS K
HOBU3HE.

7. OH BepuT, YTO JIFOJU JOJKHBI
JenaTh To, YTo UM roBopsT. OH
CUMTAET, YTO JIOAW JOJKHBI
MIPUACPIKUBATHCS paBUI
BCerma, Jake Korja HUKTO HeE
BUIHT.

8. Jlnst Hero BaJKHO BBICIYIIATh
MHEHHUE JTIOIEH, KOTOPBIE
OTIMYAIOTCA OT Hero. Jlaxe
€CIIM OH HE COrJaceH C HUMH,
OH BCE€ PaBHO XOYET UX IOHATH.

9. OH cuMTaeT, YTO BAXXHO HE

MPOCUTH OOJIBIIIETO, yeM
uMeeltb. OH BEpPUT, YTO JIIOAU
JTOJIKHBI JTIOBOJIbCTBOBATHCS

TEM, YTO Y HUX €CThb.

10. OH Bcerma mieT NOBOJ, I
pa3BieyeHus. s HEro Ba)XHO
JIeNaTh TO, YTO JOCTABJISET eMy
YJIOBOJIbCTBHE.

11. JIns HEro Ba)kHO camMOMy
pemarb, 4TO JHenatb. Emy
HpaBUTCS OBITh CBOOOJHBIM B
IUIAaHUPOBAHUM U BBIOOpE CBOEH
eI TCIIbHOCTH.




27

12. Jlngs HEro OdYeHb BaXKHO
noMoratb Okpyxaromum. OH
xoueT 3a00TUTBCI 00 WX
0J1aromoJTy4nH.

13. Jnsg HEro OYeHb BaXXHO
nmpeycnerb B KU3HU. Emy
HpaBUTCSA IIPOU3BOANTH
BIIEYATIICHUE HA JPYTUX JIIOJIEH.

14. Hns HEro OYEHb
BaKHA 0€30MacHOCTh €0
ctpanbl. OH cYHTaeT, 4YTO
TOCYIapCTBO JOJDKHO  OBITH
TOTOBO K 3alllUTE OT BHEIIHEH U
BHYTPEHHEHN YIpO3BbI.

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

16. [nsa Hero BaxXHO Bceraa
BECTHU CeOS JIOJDKHBIM 00pa3oM.
OH xouer u3zberarb HEHCTBUH,
KOTOpbIE JIFOJAM  COYJU OBl
HEBEPHBIMHU.

17. Jlng Hero BaXHO OBIThH
IJIaBHBIM W YKa3bIBaTh JIPYTUM,
yTo nenarb. OH XO04YeT, YTOOBI
JOAW  JAeNad  TO, 4YTO OH
TOBOPHUT.

18. Jlns Hero BaXHO OBITH
MpeIaHHBIM CBOUM JAPY3bSM.
OH XO4YeT TOCBATHTh CeO0s
CBOMM OJIM3KHM.

19. OH wuckpeHHe BEpUT, 4YTO
JIOAM JTOJDKHBI 3a00THTBCSA O
npupoge.  3abotutbes 00
OKpYKAIOIlEe cpelie BaXHO IJIst
HETO.

20. BbITh penurno3HbIM Ba)KHO
qst Hero. OH O4eHb cTapaeTcs
CJIEI0OBaTh CBOMM PEIUTHO3HBIM
yOeXKACHUSIM.

21. Jlms Hero Ba)kKHO, YTOOBI
BEIIIM COJIEPKAIUCHh B TIOPSJIKE
51 B YUCTOTE. Emy
JIEHCTBUTEIILHO HE HPABUTCS
OecTopsIIoK.

22. OH cyuTaer, 4YTO BaXKHO
MHTEPECOBATbC MHOIUM. Emy
HpPaBUTCA OBITDH
JTr0003HATENbHBIM U IBITATHCSA
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IMOHATH PAa3HBIC BCIIH.

23. OH cuuTaer, 4YTO BCE
HapoJibl MUpa JOJDKHBI KUTh B
TapMOHUH. ConelicTBOBaThH
YCTaHOBJICHUID MHUpa MEXIY
BCEMM TIpyIIIaMH JIIOACH Ha
3eMJI€ BaKHO JJIS HETO.

24. OH payMmaeTr, 4YTO BaXXHO
OBITh  YECTOMIOOMBBIM. EMmy
XOUeTcs II0Ka3aTh HAaCKOJILKO
OH CIIOCOOHBIH.

25. O" nymaer, 4To JIydIlle

BCETO MoCcTynaTb B
COOTBCTCTBUH C
YCTAaHOBUBIIHUMHUCA

TpaguuusamMi. J{JIs Hero Ba)KHO
coOmonaTh 00bYaM, KOTOpHIC
OH YCBOMIL

26. Jlnsg HEro BaKHO IOJy4aTh
YIOBOJBCTBHE OT XKHU3HU. Emy
HpaBUTCS «0aIoBaTh» ceOs.

27. Jns Hero BaXHO OBITH
YyTKUM K HYXKJIaM Jpyrux
JIIOAEH. On crapaercst
MO/IJIEPKUBATH TEX, KOTO 3HAET.

28. OH mojaraer, 4To BcCerja
JIOJDKEH TIPOSIBIISITh YBOXKCHHUE K
CBOMM DPOJUTENSIM U JIIOASIM
crapuiero Bo3pacra. s Hero
Ba)XHO OBITH TOCTYITHBIM.

29. OH x04eT, YTOOBI CO BCEMU
MOCTYTANI CIPABEINBO, JaXKe
C JIIObMHM, KOTOPBIX OH HE
3HaeT. Jlosg  HeEro  BaxHO
3aIHIIATh CJIA0BIX.

30. On moOut croprpussl. s
HETO0 Ba)KHO, YTOOBI €r0 >KU3Hb
ObL1a MOJTHA SPKUX
BIICYATIICHUH.

31. OH oueHb crapaercsi He
3a00J1eTh. CoxpaHnenue
3I0pOBbSI  OY€Hb BAXKHO JUIA
HETo.

32. ITlpoaBukeHue BIEped B
JKM3HHM BakHO It Hero. OH
CTPEMHUTHCS JI€JIaTh BCE JIyYIIIE,
YEM JIpYTHE.
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33. lns HEero BaKHO MPOIIATH
J0JIel, KOTOpBIE OOMIEIH €ro.
OH crapaercd BUIETh XOpoLIEe
B HUX W HE JIepKaTh OOUTY.

34. Jlms HEro BaXXKHO OBITh
He3aBHUCUMBIM. EMy HpaBuTCs
1oJlaraTtbcs Ha ceOsl.

35. Hmethb cTaOuIBEHOE
NPaBUTEIILCTBO  BAXHO IS
Hero. OH  OCCIIOKOHWTCS O
COXpPaHCHHH  OOIIECTBEHHOI'O
MOPSIIKA.

36. Jlima HEero o4yeHb BAXKHO BCE
BpeMs OBITh  BEKJIUBBIM  C

JIPYTUMHU  JIIOJIbMH. On
crapaercs HHUKOT1a HE
pazapaxaTb U HE OECIOKOUTH
JIpYTruX.

37. OH no-HaCTOSAUIEMY XOUET
HACJIaXXJaThCs ’KHU3HBIO.
Xopomo TPOBOIUTH  BpeMs
OY€Hb BAXKHO JJI HETO.

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

39. Om Bcerma xouer OBITH
TEM, KTO NMPUHUMACT PEIICHUS.
Emy HpaBUTCS OBITH TUAECPOM.

40. Hnst HETro Ba)XHO
MPHUCIIOCA0IUBATELCS K TIPUPOJIE,
OBITh yacThio ee. OH BEpUT, 4TO
JIOIA HE JOJDKHBI HU3MEHSTH

OpUPOY.

Humepnpemayua memoouxu Illsapua.

Meroanka JaeT KOJMYECTBEHHOE BBIPAKEHHE 3HAYMMOCTH  KaXJAOro U3  JIECSITH
MOTHBAIIMOHHBIX TUIIOB IIEHHOCTEH Ha ABYX YPOBHSIX:

. Ha YPOBHE HOPMATUBHBIX UJEAJIOB U

. Ha yPOBHE WHIWBHUIYATBHBIX TPHOPUTETOB.

OOpaboTka pe3ynbTaTOB TMPOBOJUTCA IIyTEM COOTHECEHHS OTBETOB HCIBITYEMOIO C
kar090oM. COOTBETCTBYIOIIMIA KITFOY MPUBOAUTCA Hike (B Tabmuie 3). B Hem ykasaHel HOMepa
MYHKTOB 00€MX YacTel OMPOCHHKA, COOTBETCTBYIOILINE KaXJIOMY THUIY IIeHHOocTel. Cpennuii 6ami no
JAHHOMY TUITY LIEHHOCTH IOKa3bIBA€T CTENEHb €€ 3HAYMMOCTH.

ITpu o6paboTke mepBoro paszena omnpocHuka - «O0630p neHHocTei» (YpOBEHbh HOPMATUBHBIX
U7IeaJioB) - pe3yJbTaThl IO CHUCKaM 1 U 2 CyMMHPYIOTCSI.

Ilepen moacueToM pe3ylbTaTOB BTOPOTO paszzena ompocHuka - «[Ipoduib ITUIHOCTHY -
HEO0OXOMMO MEePEBECTU IIKAITY OMPOCHUKA B OaJLIbI.

Kittou st mepeBoia OTBETOB UCTIBITYEMBIX B OAJIIBl IPUBOUTCS HUKE B TaOmuIe 2.
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Tabmuma 2 - KonnyecTBo 6anmioB, MpUIHUChBaeMOe MyHKTaM Kbl «IIpoduns audaHOCTH
npu 00paboTKe Pe3yIbTaTOB.

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

[Ipu mepBuuHO# 00pabOTKE MAHHBIX MO Ka)XJAOW 4YacTh onpocHuka («O030p IEHHOCTEH» H
«[Ipounp TUYHOCTHY) BBICUUTHIBACTCS CpPEeIHUI Oani Ui BBHIOPAHHBIX HCIBITYEMBIM OTBETOB B
COOTBETCTBUH C KJIrouoM (cMm. Tabmuia 3). OOpaboTka MPOBOAUTCS OTACIBHO U Kakaoro us 10
TUIIOB IEHHOCTHBIX OpHEHTaluH. BenwmuumHa 3TOro cpeaHero Oamia MO OTHOWICHHIO K JIPYTHM
MO3BOJISIET CYJIUTh O CTENEHU 3HAYUMOCTH 3TOr0 TUIA LIEHHOCTEN JUIsl HCIBITYEMOTO.

Cnenyer oOpaTuTh BHHMAaHHUE, YTO JIaHHBIE, IOJIyYEHHbIE [0 NEPBOW M BTOPOH YacTAM
ONPOCHHKA, OOBIYHO HE COBMAJAIOT, TAaK KaK IEHHOCTHHIE OPUEHTAIMHM JUYHOCTH Ha YPOBHE HOP-
MaTUBHBIX HJEAJIOB HE BCErJa MOIYT pEaJU30BaThCsi B IIOBEICHHM BCJEACTBHE OIPaHUYECHUS
BO3MOXKHOCTEH YeIoBeKa, TPYNIIOBOTO JaBJICHUS, COOMIOACHUS ONPEICICHHBIX TPAIUIUi, CIIeI0BaHUS
oOpa31aM NOoBeICHUS U IPYTUM IPUYHHAM.

B coorBercTBUM CO CpemHUM OaIOM MO KaXKIOMY THUITY LIEHHOCTEH YCTaHaBIIMBAETCS X
panrosoe cootHouieHue. Kaxxnomy Tumny neHHoctel npucauBaercs panr oT 1 no 10. IlepBblil panr
IpHUCBaMBaeTCid THIYy LIEHHOCTEW, HMeElleMy Haubonee BBICOKMN cpenHud Oami, JecsaTblid -
UMEIOLIEMY CaMblii HU3KUM cpeanuii Oamt. Panr ot 1 10 3, moiay4eHHbIH COOTBETCTBYOUIMMU TUIIAMU
LIEHHOCTEH, XapakTEepPU3yeT HUX BBICOKYIO 3HAUYUMOCThb s HcoeityeMoro. Panr or 7 pmo 10
CBUJIETEJILCTBYET O HU3KOM 3HAUMMOCTH COOTBETCTBYIOIIMX LIEHHOCTEH.

Tabnuma 3 - Kiirou g 00paboTKu pe3ynbTaToB

Tun nenHocren Homepa nmyHKTOB onipocHUKa
(10 ocnoHLIx uerHoCTeH) OB30P [IEHHOCTEI TTPOGUJTB JIMUHOCTH
(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
Be3zonacHocTh Security 8, 13, 15, 22, 56 5,14,21, 31,35

WuTepripeTanusi, ONMMCaHUEe IEHHOCTEH.
[IpuBeneM kpaTkoe ompeaereHue MOTHUBAIMOHHBIX THUIIOB COOTBETCTBEHHO WX ILIEHTPAIBLHOM
uenu (Schwartz, 1992, 1994; Smith, Schwartz, 1997):

BiacTh (Power) - conuanbHbIi cTaTyc, JOMUHUPOBAHUE HAJ JIIOJbMU U PECYPCAMHY;
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—  goctmwkeHue (Achievement) - JWYHBIA ycreX B COOTBETCTBUHM C COLMAIBHBIMHU
CTaH/IapTaMH,

— renonusM (Hedonism) - HacnaxaeHue WM YyBCTBEHHOE yIOBOJIBCTBUE;

— crumynsanus (Stimulation) - BolHeHHE U HOBU3HA;

— camocTosTenbHOCTh (Self-Direction) - caMoCTOATENLHOCTD MBICITH M JCHCTBUS;

— yuauBepcanusMm (Universalism) - moHumaHue, TEPIUMOCTh U 3allldTa OJaromnoaydust BCex
JIIO/ICN ¥ IPUPO/IBI;

— nobpora (Benevolence) - coxpaHeHHE 1 TIOBBIIIICHUE OJIATOMIOTYYHST OJTM3KUX JIFOJICH;

— tpagumus (Tradition) - yBakeHHME M OTBETCTBEHHOCTH 3a KYJIBTYPHBIC M PEIUTHO3HBIC
00BIYau U UIEH;

— xoHpopMmHOCTh (Conformity) - caepKuBaHue ACUCTBHIA U MOOYXIEHUH, KOTOPHIE MOTYT
HABPEJIUTh APYTUM U HE COOTBETCTBYIOT COLIMAIBHBIM OXKUIAHUSIM;

—  Oe3omacHOCTh (Security) - 0€30macHOCTh, M CTAOWMIBHOCTH OOINECTBA, OTHOUICHWH U
camoro ceosl.

III. [IIBap1; onKCHIBAET CAEAYIOIME XaPAKTEPUCTUKH ITUX TUIIOB LICHHOCTEH.

1. Bnacts (Power). ®yHKIIMOHUPOBAHKHE COLIMATIBHBIX MHCTUTYTOB TPEOYeT OMpeeIeHHOMN
muddepeHIMauA CTaTyCcoB, U B OOJIBIIMHCTBE CIy9YacB B MEKIMYHOCTHBIX OTHOIICHHUSIX B Pa3HBIX
KyJIbTypax OBUIO BBISIBICHO cOYeTaHHWE Toka3areneid JIOMMHAHTHOCTM — MOJAYMHEHHOCTH.
LlenTpanpHas 1eib TOTO THIIA IIEHHOCTEH 3aK/II0YaeTcsi B TOCTMIKCHUHU COIMAJIBHOTO CTaTyca WU
MpecTrXka, KOHTPOJIS WU JIOMUHHPOBAHHUS HaJ JIIOJbMU U CpEACTBaMH (aBTOPUTET, OOraTcTBO,
COLMAJIbHAsl BIACTh, COXPAaHEHHE CBOETr0 OOIIECTBEHHOIO HMUJKA, OOIIECTBEHHOE MpPU3HAHUE).
LleHHOCTH BJIACTH W JOCTIKEHUS (cM. Aanee) (OKYyCHPYIOTCS Ha COLMAIbHOM YBa)KEHUHU, OJHAKO
[IEHHOCTH JOCTHKCHHSI (HAIIpUMEp, YCIIEITHBIN, aMOUIIMO3HBIH) TTOTYCPKUBAIOT AKTUBHOEC IPOSIBIICHUC
KOMIIETEHTHOCTH B HENOCPEICTBEHHOM B3aWMOJCWCTBUM, B TO BpEeMS KaK LIEHHOCTH BJAacTU
(aBTOpHTeT, OOTaTCTBO) TMOMYCPKHUBAIOT JTOCTHKCHHEC WM COXPAHCHHWE JOMUHAHTHOW IIO3HUIIUU B
paMKax LeJoi COIMaTbHOM CUCTEMBI.

2. Jloctmwxkenue (Achievement). Onpenensironiasi mejib 3TOTO TUTA IIEHHOCTEH — JIMYHBIHA
ycrex uepe3 TMpOSIBICHHE KOMIIETEHTHOCTH B COOTBETCTBHHM C COIMAIBHBIMU CTaHAapTaMH.
[TposiBieHnE COIMATBHON KOMIIETEHTHOCTH (YTO COCTABIISET COJEPIKAHNE ITOHM IEHHOCTH) B YCIOBHAX
JTOMHUHHPYIOIINX KyIbTYPHBIX CTAHIaPTOB BIIEYET 3a CO0O0M colMaibHOE 0JJOOpPEHHE.

3. Temonusm (Hedonism). MoTuBamoHHass I1eJib JJAHHOTO THUIA OIPEACIACTCS Kak
HACJIaXICHHUE WIH YyBCTBEHHOE YJIOBOJILCTBUE (YAOBOIBbCTBHS, HACTAKICHHIE KU3HBIO).

4. Crumynsauusa  (Stimulation). OTOT TN 1LEHHOCTEW SBISETCS MPOU3BOAHBIM  OT
OpraHU3MEHHOW TOTPEOHOCTH B Pa3HOOOpa3vu U TIYOOKHX NEPEKUBAHUSAX ISl TMOAIEPIKAHUS
ONITHMAJIFHOTO YpPOBHS aKTHBHOCTH. bHoOJOrMYeckw OOYCIOBICHHBIC BapHallK IOTPEOHOCTH B
CTUMYJISIIIUHU, OMOCPEIOBAHHBIE COIIMANBHBIM OMBITOM, MPHUBOIAT K MHAWBHUIYAIbHBIM Pa3iHudsM B
3HAYMMOCTH JTOH [EHHOCTH. MOTHBAIIMOHHAS II€Nb OSTOTO THIIA IIEHHOCTEH 3aKifoyaercs B
CTPEeMJICHHH K HOBU3HE U TTTyOOKUM TEPEKUBAHUSIM.

5.  CamocrostenpHocTh (Self-Direction). Ompenensitomias 1eap 3TOTO THMA IIEHHOCTEH
COCTOMT B CaMOCTOSITEILHOCTH MBIIUICHHS M BbIOOpa CHOCOOOB J€HCTBUSA, B TBOPYECTBE U
MCCIIEIOBATEIIHCKONW aKTHBHOCTH. CaMOCTOSTETbHOCTh KaK IIEHHOCTh MMPOU3BOIHA OT OPTaHU3MEHHON
MOTPEOHOCTH B CAMOKOHTPOJIE M CaMOYIPABJICHHUH, a TaKKe OT MHTEPAKIMOHHBIX MOTpeOHOCTEH B
ABTOHOMHOCTHY ¥ HE3aBHCUMOCTH.

6. VYausepcamu3m (Universalism). MoTuBannoHHasl 1elb AAHHOTO THIMA I[IEHHOCTEH —
MMOHMMAaHWe, TEPIIMMOCTh, 3alUTa OJaromoaydus BCeX JIoJed W MPHUpPOabl. MOTHUBAIMOHHBIE IENN
VHHUBEpCaIn3Ma TMPOU3BOAHBI OT TeX MOTPEOHOCTEH BBDKMBAHHS TPYNI W HWHIUBUAOB, KOTOpHIE
CTaHOBSTCS SIBHO HEOOXOJWMBIMH TIPU BCTYIUICHUH JIFOJCH B KOHTAKT ¢ KeM-THOO BHE CBOEH CpeIb
WM TIPU PACIIMPEHUH TIEPBUYHON TPYIIIIHIL.

7. Jloopora (Benevolence). DTto Oomnee y3KH «IPOCOIMATIBHBINY THIT IEHHOCTEH 110
CPaBHEHHMIO C YHUBepcaiu3MoM. Jlexaias B €€ OCHOBE JI0OpOKenaTelbHOCTh C(HOKycHpOBaHa Ha
OJIaromoIyYnd B TOBCETHEBHOM B3aMMOJEHCTBHHM C OJNM3KHUMH JIFOABMH. JTOT THUI IICHHOCTEH
CUMTAETCS TPOU3BOJHBIM OT TOTPEOHOCTH B TMO3UTUBHOM B3aWMOJCWUCTBUM, MOTPEOHOCTH B
adpdummanyy W oOECIICUECHUW MPOIBETAHUS TPYNIbl. Ero MOTHBalMOHHAS 1EiNh — COXpPaHCHHE
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Onarornosyuuss JOJeH, C KOTOPHIMH HMHAMWBHJ HAXOAUTCS B JIMYHBIX KOHTAKTaX (TOJE3HOCTb,
JOSTEHOCTD, CHUCXOAUTEIHLHOCTh, Ye€CTHOCTh, OTBETCTBEHHOCTD, PYk0a, 3pernast JII000Bb).

8. Tpamgumuu (Tradition). JIroObie comuanbHBIC TPYIMIBI BHIPAOATHIBAIOT CBOM CHUMBOJIBI U
putyansl. X ponb W (YHKIIMOHMPOBAHHWE OMPEICSISIFOTCS OIMBITOM TPYMNIBl U 3aKPEIUISIOTCS B
TpaiuUUAX W O0O0blYasx. TpaIuluOHHBIA CIOCOO MOBEACHHUS CTAHOBUTCS CHMBOJIOM T'PYIIOBOM
COJIMJAPHOCTH, BBIPAKCHHEM CJIMHBIX IIEHHOCTEH M TapaHTHEH BBDKUBAHHS. Tpaguliuy 4aiie BCETo
MPUHUMAIOT (POPMBI PEIUTHO3HBIX OOPSAI0B, BEPOBAHUN M HOPM MOBeneHUsA. MOTHUBAIlMOHHAS IIEJb
JAHHOW TEHHOCTH — YBa)XCHHE, NMPHUHITHE OObIYaeB W WJEH, KOTOPHIE CYIIECTBYIOT B KYJIBType
(yBaxxeHHe TpaJuLIUNA, CMUpPEHHUE, OJaroyectue, MPUHATHE CBOCH y4acTH, YMEPEHHOCTh) U CJIeI0BaHUE
uM.

9. Koudopmuocts (Conformity). Ompenenstomas MOTUBAIMOHHAS I€JIh JTOTO THUMA —
CIACp)KUBAaHUE W TPEIOTBPAIICHHUE JCHCTBUN, a TaKKE€ CKJIOHHOCTEH M MOOYKIECHUH K JCHCTBHSIM,
KOTOpBIC MOTYT MPUYWHHUTH BPEJ IPYTHMM KM HE COOTBETCTBYIOT COIMAIBLHBIM OXHIaHUsAM. J[aHHas
LEHHOCTh SIBJISICTCSI MPOU3BOJIHOM OT TPeOOBaHUS CIEPKUBATH CKJIOHHOCTH, MUMEIOLINE HEraTHBHbBIC
COIIMAJIbHBIEC TOCIEACTBUS (MOCTYyIIaHUE, CaMOJIUCIUILINHA, BEXIMBOCTb, YBAXKEHUE POJUTENCH M
CTapIuX).
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PI/ICYHOK 1-— Mopenb COOTHOIIIEHHUS ASCATH OCHOBHBIX YEIOBEYECKUX IIEHHOCTEN (prr LICHHOCTEH

[IBapa)
10. BesomacHocTh (Security). MoTHBamMOHHAs IEJh 3TOTO THIA — OE30MAaCHOCTh IS
IPYTUX JIIO/IeH U ceOsl, TapMOHUS, CTA0MIBHOCTh OOIIECTBA U B3aUMOOTHOIIIeHHI. OHa MPOU3BOIHA OT
0a30BBIX VHJIUBULYAJIbHBIX 51 TPYIIIOBBIX noTpeOHOCTEH.

[To muenuto 1. IIBapmua, cymecTByeT oAuH OOOOIICHHBIN THUM IIEHHOCTH O€30MacHOCTh (a He JBa
OTACJIIBHBIX — JJIA T'PYIIIOBOIO0 U WHAWBUAYAJIBHOTI'O ypOBHH). CBs13aHO PTO C TEM, 4TO IICHHOCTH,
OTHOCSIIIECS K KOJUIGKTHBHOW 0€30MacHOCTH, B 3HAYUTEIBHOW CTEMEHU BBIPAKAIOT IETh
0C30MacHOCTH W JUISl JIMYHOCTH (COIMAIBHBIM TOPSJIOK, O€30MacHOCTh CEMbH, HAIMOHATbHAS
0e30MacHOCTh, B3aUMHOE PACIOJIOXKEHHE, B3aMMOIIOMOIb, YHCTOTA, YYBCTBO NPHUHAJICKHOCTH,
3I0POBBE).

3ananmne 4.

[IpousBeauTe wHcCCIEIOBAaHUE METOAOB BBISBICHUS OCHOBHBIX MOTPEOHOCTEH KIMEHTOB
n3BeCTHOM Bam kxommepueckoil opranusanuu. IloarBepaure cBOM yMO3aKIHOYEHHUS MPUMEPAMHU HX
UCIIOJIb30BaHUs.

Bo3MokHBIE METOABI BBIABICHUS OCHOBHBIX HOTPEOHOCTEH KIMEHTOB, HCIOJIb3yEMbIE
U3BECTHOM BaM KOMMepUYeCKOl OpraHu3anuei:
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- HaOmOZICHWE, B TOM YHCJIE HWCIOJb3yeMasi BeO-cepBepaMM Uil BBIABICHHUS CKPBITHIX
notpedHocTel (Hanpumep, «cookie-(aias»)

- cOop mHGOPMAIIMK C TIOMOIILIO JUANOTa JISl BBIABJICHHS MPSMBIX MOTPeOHOCTEH (OHIIAMH-
OTIPOCHI, aHKETUPOBAHUE, TECTHI U TIP.)

- METOJbl OOpaTHOW CBSI3W ISl BBIABJICHUS NPEINOIAaraéMbIX MHOTPEOHOCTEH (MHTEPBbIO,
OTIPOCHI, KOHTAKTHBIE ()OPMBI Ha caiiTe).

3aganmue 5.

PaccunTaiiTe KOHBEpCHIO BOPOHKH IMPOJAK KOMMEPYECKOH OpraHu3alid - MapKeTHHTOBOM
MOJICJIA, OIMCHIBAIOIICH MPOXOXKICHUE IICICBOM ayIUTOPHEH BCEX 3TaroB MOKYNKU. [lepeunciure
WHCTPYMEHTBl [H(PPOBOTO MApPKETUHTA, NPHUMEHSEMbIC JaHHOW OpraHW3aleii B BOPOHKE
(commanpubie cetd, EMail, or3pBEI moab30Bareneii, BeO-cadt u  SEO, aMa-mMarHMThI) C
MOJITBEPKICHUEM.

3aganmue 6.
[IpuBeauTe NATH NPUMEPOB JIMJI-MArHUTOB B MPO(PECCHOHAIBHON cdepe AesaTeIbHOCTH C
MOJATBEPKICHUEM. Y KaXKUTE IPU3HAKU dPPEKTUBHOCTH JAHHBIX JIU-MarHUTOB.

3aganue 7.

UToOB! OLIYTUTH MOJIB3Y JIMJI-MarHuTa Ha KOHTPACTe ¢ APYTUMHU CrIocobamMu cOopa KOHTAKTHBIX
JIaHHBIX, TPOAHATIMZUPYUTE CICTYIOIINE KEHUCHI.

Keiic 1

[Ipeanonoxxum, y opraHuzaiu ectb 0J10r-noct Ha TeMy «10 crmocoO60B MOBBICUTH JIOSUIBHOCTD
KIIMEHTOBY». B KOHIIE CTaThU CIIEUUATUCT MPOCUT MOAMUCATHCS HA OOHOBJICHHUS, YTOOBI HE MTPOITYCTUTD
WHTEPECHBIN U MOJIe3HbIN KOHTEHT. Kak MHOTO KOHTaKTOB yJacTcst cooparb?

Keiic 2

A Tenepn naBaiiTe mpeactaBuM, yTo mpemiaraetcs Pdf-daiin ¢ amamm3om keiica, Kak ojHa
KOMIIaHUS OIpoOoBalia BCe 3TU CrocoObl Ha mpakTuke. KoHeyHo ke, B 0OMEH Ha KOHTAKTHbBIE IaHHBIE.

3aganue 8.

HWcnone3ys npocToit kKoHCTpyKTOp caiitoB Weblium (BeGnuym), coznaiite 3¢ GeKTHBHBIN JTHI-
MarHuT B (opmare Homn-arnoB (BCIUIBIBAIOLIMX OKOH) C TOPSYMMHU CKUJAKAMHM U MPEUIOKEHUSIMH, a
TaKk)Ke HWHTCpaKTUBHBIE (GOPMBI Uit cOopa 3asgBOK W KOHTakToB (POp-up oddeps: Oaprtep,
UHTEPaKTUBHBIC, APY3bs, YBEIOMJICHHE 00 aKIMsIX, HOBOCTHBIE, YTOUHSIOLIUE, TPOCh0a BEpHYTHCH,
MIO3BOHU MHE TIO3BOHH, IITHPITUIIHI).

Hcrnosnp30Bath [Ba OCHOBHBIX Buaa mom-anoB: hello-board u page-stop.

3aganme 9.

OrneHuTe TPUBIEKATEIBHOCTh WM HEMPUBJICKATEIHLHOCTh BBIOPAHHOTO IIEJIEBOTO PHIHKA,
OTMETHUB 3HAKOM «1) MOJIOKUTEIbHBIE XapaKTEPUCTUKU U «-» OTpHUIIATEIIbHbIE.
Ta6mmia 1 — OneHka 1e1eBoro peIHka

XapaKTepI/ICTI/IKa LECJICBOT'O PbIHKA OI_ICHKa

CBob6osa BbIOOpa

Puck B IpUHATUYN pelICHU

KonkypeHnus

HerapantupoBaHHOCTB J0X0/1a

HecrabunbpHas 3aHATOCTh

ITocTostHHBIE N3MEHEHNS PPIHOYHON KOHBIOHKTYPBI

Bo3moxxHOCTE ciaga IMPONU3BOJCTBA

Wudnsmms

ToBapHoe nzobmine

OI‘paHI/I‘{eHI/IC MOHOIIOJIH3Ma

HenoctymHOCTh 110 1IEHaM psiia TOBAPOB

Hannuwne BBICOKOJOXOJHBIX KIIMCHTOB
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HeorpannueHHOCTH 10XO0B

Hanuyne pa3BuToil pplHOYHON HHPPACTPYKTYPHI

3aganmne 10.

IIpon3BenuTe CErMEHTUPOBAHUE PbIHKA TOBApOB (YCIYT), MCIONb3Ys OAHONAPAMETPUYECKUM

METO/I.

3aganue 11.

[IpousBeaute cerMEHTUPOBAHUE PHIHKA TOBAPOB (YCIIYT), UCIIOJIb3Ys IBYXIapaMeTPUUECKUN U
TpexnapaMmeTpuyeckuii Metosl. [locTpoiiTe KapTy U CETKY CETMEHTUPOBAHUS.

Saganue 12.

Onummre 1[eneBOil PBIHOK U ONpENeNIUTe TO3UIHUI0 OpPraHU3aliH, OO0CTY)KMBAIOIICH
MUKPOpANOH, ONPEACINBIIEH CBOU CETMEHTHI KaK:

-CErMEHT |- Mpo’KKUBaOIIKE B TOCTUHUIIE;

-CErMEHT 2 — KUTEJIM TOpoJa — ACIUTCS Ha J1Ba IIOJICETMEHTA!

a) TOpOXkKaHEe - CEMbH,
0) kade, Mara3uHbl U T.I..
Paboty npoBectu o cxeme:

1) cobGpath cienyroryo nHGOPMALIHIO O IeJIeBOM cerMeHTe (Tabnuna 2)

Taonuua 2 — Onucanue cerMeHTa
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o0pa3zoBaHUs

Jloxon

YacrtoTa IMMOKYIIKH

O0pa3 xu3Hu

Ce30HHBIN
(haxTop

2) cocTaBUTh MPOGHUIIb LENEBBIX MOTpedUuTenen

Tabmuia 3 — CocTosIHUE CETMEHTOB

CermeHt OcCHOBHBIE [IEHHOCTH JeckpunTopsl, ¢ MOMOIIBIO
norpeburens (OLIT) KOTOPBIX OMHUCHIBAECTCS CETMEHT
1
2

HeoOxoaumeble IeCTBUS:

- IPOPAHXUPOBATh CETMEHTHI B COOTBETCTBHH C TEKYILEH BaXXHOCTHIO [Tl (PUPMBI
- B KQXJ0M cerMeHTe npopanxuponats OLIII.
3) onmucath CTPAaTErMYECKYIO 1IeJh U MAapKETHHTOBYIO MPOTPAMMY JUIsl KaXXIOTO CerMeHTa MO

dbopwme:

IleneBoii cermMeHT

[TorpebHOCTH

Crparerndeckas 1ejib

IIponykuus

Ilena

4) coCTaBUTh TO3WIIMOHHYIO KapTy U pa3padoTaTh CTPATETHIO0 IMO3UIIHOHHPOBAHUS,
MpeABapUTEILHO OTBETUB Ha CJIEIYIOLIUE BOMPOCHI:

- KakoBa mo3uiust opraHu3amnuu y 1eIeBbIX MOTpeouTenein?

- Kakyro mo3unuro opranusamus XoueT 3aHsATh B Oyaymiem?

- Kakue KOHKypeHTBI MOTYT IOMEIIIATh TOCTHKEHHUIO ITOW 1enn?

- Pacnonaraert v opranusanusi JO0CTaTOYHBIMU pecypcamu?

- COOTBETCTBYET JIU MapOYyHasi MOJUTHKA OPTaHU3AlMH BHIOPAHHBIM LIESIM?

- Pacnonaraet v opranuzanusi JOCTaTOYHBIM MOTEHIIUATIOM?
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3anganme 13.

CTpyKTypupoBaTh IEJIEBYI0 ayIUTOPUIO TOCTHUHHUIIBI, TypareHtcTBa, WT-kommnanuu,
yOpaBisoLEel KOMNaHuu W T.0. Ilpu  BBIOJIHEHWM JAaHHOTO 33JaHUS  PEKOMEHJIyeTcs
BOCIIOJIb30BaThCs MPEIOKEHHBIMU HUKE HHCTPYMEHTAMU.

NHcTpymeHTsI:

ITpu BIGOpPE LA BilagenbIbl YACTO JOMYCKAIOT OJHY OIIMOKY: BHIOMPAIOT IIMPOKYIO LEJIEBYIO
aynutoputo. OHa Bpoje Obl OXBAaTHIBACT BCEX MOTCHIMAIBHBIX KIMEHTOB, HO HE CHOCOOCTBYET
OKYIaeMOCTH PEKJIaMbl U MPOJIBUKEHUIO OU3HECA.

Mupoxkas LHA mozxpasymeBaer, 4TO MPOJaBaeMbIid MPOIYKT MOXKET OBITh MHTEPECEH HE TOJBKO
IPEJCTaBUTEII0 KOHKPETHOM ayAUTOPUH, HO U APYTOM IpyIIe, sBISIONEiics aBTOPUTETHOH B BbIOOpE
ToBapa (yciayru).

Hanpumep, urpyuiku BeIOUparOT 1€TH, HO MTOKYHAKOT TOBAPBl POJUTENN, KOCMETHKY >KEHIIMHA
BbIOEpET caMa, HO JJIs [10J1apKa MOKET MOKYaTh MyXX4HHA.

OOBIUHO HIMPOKYIO LEJIEBYIO ayAUTOPUIO MapKETOJIOTH Pa30MBAIOT HA HECKOJBKO CETMEHTOB,
YTOOBI yIOBIETBOPUTH TPeOOBAaHMS KIMEHTOB W3 pa3HBIX IeNeBBIX Tpymm. Beap mmpokas LA He
SBJISICTCSA HOCUTENIEM OJIMHAKOBBIX TOTPEOHOCTEN U HHTEPECOB.

O6pa3ernt

Bce, KTO MOXET KyrmTs
NPOAYKT; BCE
NOTOHUMAIIEHEIE
KIIAEHTE! KOMIEHIMN

Mpynna 1 Mpynna 2 Mpynna 3 Mpynna 4

Bonee yaxkme 1 Dynns! NOTPeOUTENEA B PaMKaX OQHOH Leneson QYAATODNN, OTTTHHAOWUNSCH MexY

KnveHTs!, KOTopse
€-ooeoe FICKYNAOT Yalle.
PEerynspHo

COBOH 110 MOTHBAM MK OCODEHHOCTAM NOBEBLEHAR T NOKYIKK M ACHIONL30BaHVM TOBapa. He
OOR3ATENLHL! M O0LINHO COCTABMOTCA L/ 6ONEE NONHOID NOHMMEHA KIIMEHTOR U PaspaboTkn
APPOKTUSHBIX PEKITAMHEIX KaMITaH ¥ NPORYKTOS

[Ipumep mmpoxoii iexaeBol ayIMTOpUH, KOTOpas pa30dUTa Ha CErMEHTHI:
1. bunerst Ha aBTOOYChl KOMmaHuu «Jlopora», yciayra paccuMTaHa Ha HOKyHaresneu
Pa3HOTO BO3pacTa.

2. [leneBast ayAMTOpHSI: )KEHIIMHBI U MY>K4UHBI OT 18 110 80 ner.

3. B IIA BXonAT Bce clToM HaCeJICHHUS.

4. CemMmeilHOE MOJIOKEHUE: 3aMY>KEM/HE 3aMYKEM.

S, WHTepechl: myTemecTBus, paboTa, OTIbIX U APYTHE.

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

VY C10BHO BBILIENPUBEAECHHYIO IUPOKYIO LIA MOXHO pa30uTh Ha 3 rpynIbL:

1. Monoapie moau U CTyAEHTHl 18-27 ner, myTelecTBYIOUIME B APYryl0 o0jacTh Ha
yuely, pelIKO BbIE3KAIOIINE C LIENBI0 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.

Jlns Bcex rpyni HEoOXOAWMBI OCOOble MapKeTHMHroBble ycwiusa. Ho mpencraButenu sTux
IpyII, 3aNHTEPECOBABILNECS Pa3HOW KOMMYHHKAIIMEH, BCE )K€ OKaKyTCs B OJHOM aBTOOYyCe.

B sTOM mu1aHe KOHKpeTH3MpOBaHHas IieneBas ayautopus Oozee s¢dextuBHa. OOpaTtumces K
IIpUMEPY KOHKPETU3UPOBAHHOM LIEJIEBOM ayIUTOPUM Mara3nHa OJEKIbl:

1. Jlunusa nuzaiinepckoil onexapl «MOJHBIN TOa» paccuMTaHa HAa MoKynatenbHul] oT 30
1o 40 ner.

2. Lenesas ayauropus: sxeHuuns! ot 30 1o 40 ser.

3 Snpo LA: »xenmuasl oT 32 10 38 7nerT.

4. I'eorpadust: Poccuiickas denepans, METanoamchl.

5 Cpennuit noxon [{A: ot 80 ThiCsY pysiel B MECHLI.


https://www.insales.ru/blogs/university/internet-magazin-igrushek
https://www.insales.ru/blogs/university/internet-magazin-kosmetiki-i-parfyumerii
https://www.insales.ru/blogs/university/kak-otkryt-internet-magazin-odezhdy

36

6. Codepa aestenpbHOCTH: paboTa B KPYMHBIX KOPIIOPALMSIX/TPEHUHTH, UMEIOT CPEACTBA
JUTSI TIOKYTIKH OPEHIOBOM OJIEKIbI.

7. OO6pa3oBaHue: BbICIIIEE/HECKOIBKO BBICIITHX.

8. Bpewmst aktuBHOCTHU: ¢ 7-8 yacoB Beuepa J0 MOJTYyHOUH.

9. HHTepechl: XOTST BBITISAACTh CTUIBHO, MEUTAIOT O HOBOM Opake M KapbepHOM POCTE.

10.  UYeptsl xapakTepa: caMOJOCTaTOYHBIC, yCIICITHBIC, YBICUEHBI pabOTOM, MajIo BpEMEHHU
MPOBOJAT C AETbMH, MIPEMOUYNUTAIOT OTJBIX 32 TPAHUIICH.

11. CewmeliHoe mooxeHne: UMeroT 1 u Gonee nereit, B pa3Boje.

Kakue 6peHabl
Onucanue Apkux MPUCYTCTBYIOT TpebosaHus K
NpeACTaBUTEAEH KayecTey TOBapa
cermMeHTa

[Noseaerue B
MOMEHT BbI6Opa;
MOKYNKU 1
Kak onucatb MCNOAB3OBAHUA

CEermMeHT pbiHKa TOBapa

YAoBAETBOPEHHOCTB
TOBapOM

Vcronuussie
MPUBBIYKM
noTpebaeHus
YyBcTBUTEABHOCTD
K ueHe LleHoBblE
rPaHuLLbI

Takoe KOHKPETU3UPOBAaHHOE OIMCAHME IO3BOJMUT OXBAaTHTh Y3KUH Kpyr IOKYyNaTeIbHUII,
KOTOpBIC 0053aTEIbHO 3aMHTEPECYIOTCSI MapKETUHTOBBIM MpeaiokeHueM. K ToMy ke 3TO MO3BOJIUT
ONTUMHU3UPOBATH 3aTPAThl HA MAPKETHHT.

CryneHTKaM ¥ KEHIMHAM, MepenrarnyBummM pyoex 50 ner, nuzaifHepcKue BEIH MHTEPECHBI,
HO OHM OyJyT COBEpIIATh MOKYNKH OYE€Hb PEIKO WM CTaHYT KIMEHTKAMU MarasuHa 0oyiee HU3KOro
LICHOBOIO  CerMeHTa.  Takke  cpa3y  COKpaTHTCA  CErMEHT  HEIUIATeKECHOCOOHBIX U
HE3aNHTEPECOBAHHBIX MOKYIATEIbHULL.

Jnsa onpenenenus LA caifta cTouT cie10BaTh CIIUCKY, COCTOSIILIEMY U3 CIEAYIOLIUX TYHKTOB:

1. 6a30Bble XapaKTEepUCTUKH (T10J1, BO3PACT, reorpadusi);

2. MHTEPECHl, 0 KOTOPHIX MOXXHO y3HATh C MOMOIIBIO TOMCKA B COIHUAIBHBIX CETSIX M
LIeJIEBBIX COOOIIECTBAX;

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

9K30TUYECKUE CTPaHbI, TO B OONBIIMHCTBE ciiydaeB B L[A He MOryT BXOOUTH CTYOEHTHI, MaMbl B
JeKpere, OI0/DKETHUKY U T.J1.;

4. 3amayn. HeoOxonmMo 3amaTh BOMPOC O TOM, Kakwe MPOOJIeMbl MOMOXKET PEIIUTh
MPOAYKT opranu3anuu? OTBET Ha HEro MOMOXKET MPOSICHUTH CUTYAIIHIO.

UYem Ooubliie cucok, TeMm yxe LIA, HO cymecTBYIOT 0cOOble METOAMKH U BCIIOMOTAaTelbHbIE
Kkputepuu g onpeaenenus LA, paccMoTpum ux.

B2B u B2C npu noctpoennn LA

Mosxet mu 1A ogHOTrO MHTEpHET-Mara3uHa OTHOCUTBLCS OJHOBPEMEHHO K Tumam b2b u b2c?
KoneuHno, Bep MarasmH KOCMETHKH MOXET IMPOJIaBaTh TOBApPbl YAaCTHBIM KIMEHTKAM M CaJOHaM
KpacoThl.

Ecnu koHeuHbIe MOTPEeOUTENN OpraHU3aIi OTHOCATCS TOJBKO K TUIy b2b, To 3T0O ymporaer
CUTYyaIMIo: ceTMeHT b2b Oosee crabuiieH (MCKITIOYast IEPUOBI KpU3Kca). A BOT TUN b2¢ He cTaOuieH;
PBIHOK  TOBAapOB  €XETOAHO HAMOJHSIIOT COBPEMEHHBIE TEXHOJOTHH, HOBbIE HapaOOTKH,
YCOBEPIICHCTBOBAHHBIE (DOPMYIIBI KOCMETHKH, YTO BJIEUET 3a COOOM pe3kue KojebaHus crpoca.

[ToaTomMy MapkeToyioraM, 3aHHUMAIOIIMMCS Pa3paOdOTKON PEKIaMHON KaMIlaHWU IS CEKTopa
b2c, HYKHO YyTh JIM HE €XKEMECSYHO OTCICKHBATh PBIHOK, MOAMEYas MajeHIne M3MEHEHHS. JTO
HE00XO0IUMO JJIsl CBOEBPEMEHHOU KOppeKTUPOBKHU AaHHBIX 0 LIA. IIpu BeIOOpe mokymareneit ans Tumna
b2c cTouT MOMHUTH O TJIaBHOW omuOKe — 3To mHpokast [{A. UToOsr n36exaTh MOrpenrHoCcTei, Hy>KHO
00s13aTeNbHO TPOU3BOJNTh CETMEHTHUpOBaHUE (TI0 TMPU3HAKaM: JAeMOrpadUyecKuM, COLHUATBHBIM,
reorpadUueCKUM, IICHXOJIOTHICCKUM).
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Jns MOJTy4EeHUS uH(popManun " MTOCJIETYIOLIETO pa3z0ueHus LEIEBOM
ayJIMTOPUU UCTOJIb3YIOTCSI TAKME UHCTPYMEHTBI aHAIN3A!
. AQHKETHUPOBAaHME, TPUBOJALICECS HA CalTe WM B TPYyNNEe B COLUAIBHBIX CETAX.

[To3BosisieT MoNydnTh WH(GOPMALUIO O IENEBBIX IMEepexojax, BO3pacTe, MPEINOYTECHUSX M JIPYTHX
BaXHBIX JIAaHHBIX O MOTPEOUTESX;

. BHYTPEHHHUE U BHEIIHUE (HA CTOPOHHUX CalTaX) OMPOCHl MOTCHIIMAIBHONU ayIUTOPUU;

. OIIPOCHI U JIpyrHe UCCIeI0BaHus, TPOBOANMbIE MAPKETUHTOBBIMHU areHTCTBAMH.

Ceroans 151 TIOMCKA M CETMEHTUPOBAHUS 11€JIEBOM ayJUTOPUU MOKET MCIOJb30BaTHCSI HOBBIN
HHCTPYMEHT oT SHaekc — 310 SHunexkc Ayautopun. B HOBBIN cepBHC MOXKHO 3arpy’katb COOCTBEHHYIO
uH(pOpMalIKIO, UCIIOIB30BaTh aHHbIe SIHAeKca ISl HACTPOUKH PEKIaMHBIX KaMITaHHH.

Meronuka SW Mapka llleppunrrona

Hnsa onpenenenus LA HeoOXoauMO MPOBECTH CErMEHTHPOBAHME PBIHKA, MCIONb3YA 5
KJII0ueBbIX BonpocoB (SW Llleppunrrona):

1. UYrto? - Tun TOBapa.

2 Kt0? — T motpeburens.

3 [Touemy? — MOTHBALIMS TOKYIIKH.

4. Korna? — xorja mokymarenu »enarT TPOU3BOAUTH MOKYIIKH.

5

I'ne? — mecto COBCPHICHUS ITOKYIIKH.
MpuMep cerMmeHTUPOBaHUA B TaGMLIE HUMeE:

Bomnpoc Croco0 ceMeHTaluMH

What? / Yro? |Cermenraums no tvny tosapa. Harpumep: rosa B 5 1 kaHncTpax, Bofa Kiacca
Ilepse, Bojia B 11aCTHKOBBIX Oy THUTKAX M T. J1.

Who? /Kro?  |Cermenrauus 1o tiiry norpedurens. Hanpumep: MY:udHHbI, JKESHILMHBI, JICTH,
MOAPOCTKH M T. 1,

Why? / CerMeHTalMA 1o THITY MOTHBAIHH K COBEPLIEHHIO NMOKYTIKH. Harpumep:
ITouemy? HeoOX0IHMOCTE TTHTh BOIY KAXKIKIA 1eHs, 3a60Ta 0 370poBke, Npo6IeMBI ¢
IKONIOTrHEH B T, I,

When? / Korna? | CermeHTanms no cMTyaluu, B KOTOpOH cosepmuaercsa nokynka. Hanpumep:
€IKE[HEBHBIH 110X0/1 B CYNIEPMAapPKeT, NOKYIIKa JIeToM «Ha bery», 9Tobsl yTonuTs
HAKIY W T L

Where? / Tae? |CerMenraums no kananam cOuita. Hanpumep: rpoaaka B cynepMapkerax,
KHOCKAax U T. 1.

[Toptper neneBoit aynuropun

IToptper LIA — To4Has XxapakTepUCTHKa SIPKOTO IMpeacTaBUTENs ompenesneHHoi LA, T.e. aTo
BOOOpa)kaeMblil Y€IOBEK, KOTOPOMY MapKETOJIOTH NMPUAYMBIBAIOT UM, BO3PACT, X000U U Tak Janee.
Nuorna naxe nondupatotr otorpaduto. EcTecTBeHHO BCe XapaKTEpPUCTHKH 3TOTO YeJoBeKa OepyTcs
U3 ayAUTOPUHU, KOTOPOH OH IPHUHAJJIEKHT.

Jliig cocTaBieHusl NOPTPETA LENIEBON ayJUTOPHH UCIIONIB3YETCS CIEAYIOIasl CXeMa:

1. ConuanbHble XapaKTePUCTUKH, K KOTOPBIM OTHOCUTCS I10JI, BO3PAcT, CEMEWHBIN cTaryc,
J10X0/1, podeccus.

2. JlanHble 0 BpeMSIPOBOXKIACHUH (POPYMBI, TEMATUYECKUE CANThI, MHTEPHET-Mara3uHsl,
COLIMAJIbHBIE PECYPCHI).

3. Kakne mnpobneMbl NOTEHIUAIBHOMY TOKYNaTeNll0 TOMOXKET pEelIuTh TOBap
OopraHu3aiuun?

4. Kakpe 4dyBcTBa y NMOTEHIMAIbHOTO IOKYIATENs BBI3OBET TOBap opranusanuu’? OH
00ecreynT KpacoTy, MOATSIHYTOE TeJO0, OTBIX MM YTO-TO Apyroe?

5. [ToueMy KIMEHT TOJIKEH KYIUTh MMEHHO TOBap OpraHU3alluy, a He MepeiTH O CChUIKE

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

3aganue 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 komnanuei cosepiieHo 1200 npoagax. OOmmit 70X0a KOMITaHUU 3a roj coctaBmit 3500
ThIC. py0. CebecTonmocts nponaax — 1200 teic. py0. KnnenTckas 6a3a Ha Havaao nepuojia COCTaBsIa
85 knmeHtoB. 3a maHHbl mepuoa 10 KIMEHTOB Mepenuid K KoHKypeHTaM. [IpomsBenute pacuer
MMO’KU3HEHHON IIEHHOCTH 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 nmokazaTenb Bo3BpaTa WHBECTHUIUH B
mapketuare (ROMI). Onennre Benmuunny CAC otHOCHTENbHO LTV,

3aganue 5.

Paccuwuraiite ypoBens yaepkanus kinueHToB (CRR), eciu U3BeCTHO, YTO HA HAYalo Mecsia B
KJIMEHTCKOM 0asze xommanuu guciiiock 100 ximeHToB, a B KOHIIE Mecsia ux ctaiao 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.

Nwmeercs nBa motpebuTens TexHUKH. [lycTh Ha MpuBIIEYeHHE KaKIAOTO OBUIO MOTPAYeHO II0
2000 py6. (momyctum, AdWords).

Kmuent A mpumén u kyrnmn teneBusop 3a 54000 pybieit. Uepes moaroaa oH Kyl KOJIOHKH 3a
6000 pyOneii.

Knuent b - pykoBonurens ¢upmsl, pazpabateiBatomieid codprt. Pa3z B Heneno oH NpUXOAUT B
MarasvH M MOKyHaeT TO (uIenKy, To Kabellb, TO CeTeBOH (PUIBTP, TO JOPOTYIO MBIIIKY B MOJAPOK
naptHEpy. B cpemHem B Henmemmo oH Tpatut okoiio 2400 pyOieii.
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[Ipoxogut roa. Kro, Ha Bamr B3risaa, AOKEH MOJIYyYNTh KapTy JIOSJIBHOCTH Cpas3y, 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.

Hwxe mpUBOIATCS THUIIOBBIE BOMPOCH], KOTOPHIE PEKOMEHIYETCS HCIIONb30BaTh MPH
WCCJICI0BAaHMH TaHHOW TTpo0semsl (puc. 1).

O0mng ONCHKD CTENCHI YAORICTROPCIHHOCTI
B XaKofl cTeneHin Bl B e OM YAOMCTHOPCHE KyTACHHLM
Tomapos (npaganiom)?
Yaowrernopennocrs: 1 23456789 10H

Ouenkn OTACARNLIX NOKAINTEACH

Hackoanso sioNeM 4% BaC AAMMLEE HOKAIATE D 1t B Kaxoi
CTENENN W MM YAORICTROPCHI?

Bagnocts: 12345678910H

Yaomsersopennocrs: 123456789 10H

HaMepene COnepuinTs MORTOPHUYIO HOKYIKY

Kymsre 25t B 8 CICAYIOnHA pas JaiHKA TODap ¥ Toro we
npogana?
Ja Her Moka e 3uo
Movemy? __Tlovesy? _ [Moyesmy?
ovesmy noTpebHTean HCPCKTIOEAOT CHOM CHPOC HA NPOIYRTM

APYroft oprasuaanse?

Pucynok 1 — TumoBbsle BONPOCHI ISl HCCICIOBAaHWS YPOBHS YIOBJICTBOPCHHS 3aIPOCOB
noTpeduTenei

IToctpoiite matpully  (Kapty) YIOBIETBOPEHHOCTH /HEeYIOBJIETBOPEHHOCTH U
IIPOMHTEPIIPETUPYUTE MTOIYUEHHBIE PE3YyJIbTaThl. ONPEACIUTE IPUUNHY HEIOBOJIBCTBA U MPEAJIOKUTE
WHIVBUAYAJIbHbIE KOPPEKTHPYIOIIME BO3ACHCTBHS B LENSIX NPEJOTBPAIICHUS IEPEOPUEHTALNU
HEYJIOBJIIETBOPEHHBIX MTOTpeOUTENEH Ha KOHKYPEHTOB.

3aganue 8.

W3yunte ypoBeHb  YIOBIETBOPEHHOCTH/HEYAOBIETBOPEHHOCTH  KIMEHTOB  HEKOTOPOM
M3BECTHOM BaM CEPBUCHOM OpPraHU3allMU B CIEAYIOIICH MOCIe0BaTEIIbHOCTH.

1. Haynute ¢ ompeneneHus OLIEHWBAEMBIX IMOKa3aTened (aTpuOyTOB) W MX OTHOCHUTEIHHOMN
BaXHOCTH. Vconbp3yeTrcs o/Ha W3 IIKal u3MepeHuid, Hanpumep 10-0ayuibHas, K KOTOPOU T0OABIISIIOT
BO3MOXXHOCTh 0TBeTa "He 3Haw" (H). OnenuBaembie nmokazarenu (aTpuOyThl) XapaKTEpU3YIOT JaHHBIN
MIPOJIYKT, YPOBEHb CEPBUCA, OTACIbHBIE aCTIEKTHl MAPKETUHTOBOM JIESITEIIbHOCTH.

ATpuOyTHI:

. YPOBEHb II€H, B TOM YHCJIC B CPABHEHUH C KOHKYPEHTAMH;

. MIMPOTa U TITyOMHA aCCOPTUMEHTA;

. JIOTIOJTHUTEIILHBIE YCITYTH;

. npodecCHOHATIN3M MepcoHala, J0OPOKeIaTeIbHOCTD U JKEIaHue IIOMOYb;

. pacIioyio’keHNe OpraHu3allui U TPAHCIIOPTHAS TOCTYITHOCTD;

. 00111251 yTOBIETBOPEHHOCTh OPraHU3aIUEeH;

. JOSTPHOCTD (€IMHCTBEHHAsI OPTaHU3AIHsl TSt MEHSI, TIepBast JJIsl MEHsI, 00s3aTeIbHas 13

HECKOJIbKUX KJIIOUEBBIX, HAMEPEHHUE JIENaTh MOBTOPHBIE MOKYNKU B 3TOW OpraHU3ali, HAMEPEHHE
PEKOMEHI0BaTh).

2. OmpamBaeMble TOTpeOUTENH (B y4€OHBIX LESAX JOCTaTOYHO IMATH PECIIOHIEHTOB) JAOT
CBOIO OIIEHKY YPOBHIO yJOBJIETBOPEHHOCTHU IO KaXJIOMY [TOKa3aTellto.
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3. 3aTeM myTeM CIOXKCHHUS TPOW3BEICHUN B3BEIICHHBIX OIICHOK MO KaXKJIOMY IOKa3aTesio
OHpelleJIHeTCH I/IHTeI‘paJII:HaSI OIICHKAa CTCIICHU y,IIOBJIeTBOpeHHOCTI/I HpOI[yKTOM Nniin CGpBHCHOfI
OpraHu3aIuen.

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

yIIOBJIETBOPEHHOCTH/BaKHOCTh (Y B), BblpaxenHoe B mpoiueHtax. OTBeThl Ha pa3iHyYHbIE BOIPOCHI,
Kacaroniecs mokasaresyield, pacipeieIuTe Mo JByM OcsiM (puc. 2).

CpeanekBagparHiccKoe
OTKAOHEHME OUCHOK

N VAOWICTBOPCHHOCTH

Heyaomersopennocty|  YA0meTBopeHHoCT

pacnpeacacHa PACTIPCACHCH:
'
' 1
—_— - - —d- 4
' Ouenka yionerno:
, 0.8 0,9 ' 1 PEHHOCTH /OLCHKR
HeyA0RIeTROPEHHOCTE | YAORICTEOPEHHOCTE  BHUKHOCTH
' |
3ona4 «3ona3| 3ona2 + 3onal

Pucynok 2 — Martpuia «ynoBIeTBOPEHHOCTH/HEYIOBICTBOPEHHOCTHY

[IepBasg u3 HUX COOTBETCTBYET 3HAYECHUIO OTHOLIEHUS Y B, a BTOpas — cpeJHEKBaApaTHYECKUM
OTKJIOHEHUSIM. TOouKy nepecedeHus: oceil 0OOBIYHO COBMEILAIOT ¢ €AUHUYHBIM CPEIHEKBAIPATHUECKUM
OTKJIOHEHHEM M cO 3HaueHueM Y B, paBHbiM 0,9.

[TpounTtepnpeTupyiiTe NOIyYEHHbIE Pe3yJbTaThl ¢ YKa3aHUEM CIa0bIX MECT MPOJYKTa M I
COCTABJICHMS TUIAHA JIEHCTBHIA:

- IPUOPUTETHBIX (30Ha 4)

- CJIa0BIX KOPPEKTUPYIOMIHX (30HA 3)

- 110 COXPaHEHUIO MOJIOKEeHUs (30Ha 2)

- COKpalleH1e ycmimii (3oHa 1).

3ananue 10.
CocTaBbTe XapaKTEPUCTHKY KIMEHTa HEKOTOPOIl OpraHU3allid C TMOMOIIBI0 Pa3HBIX BUIOB
CEerMEHTALAU;

. I1o )kM3HEHHOMY LIMKJTY: HA KAKOM 3Tare BOPOHKHU HAXOJUTCS KIMEHT.

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

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

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

PaCChUIKH, KaKHe TOBAPHI WU KaTETOPUU CMOTPUT.
O6pa3er mpeacTaBieH Hwke (puc. 3).
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/3 ropa
ARTHEHBIE | HaHeHHbIR LKA MNuympie AadHeiE | Haner i Mociine
b, MiofuT croyGop
A,
Jenaet 3akaa Kamgse 4 HECELE 3o Men / CreOTpEn KaTerapdsd « TONCTOBKIAN

[MNaocheadwid pas nenan 2akes 3 Mecaus vazan —— RFM 3auodMn Ha CERT § paz 23 noCReLHE

Mosepeqne
e HEREIG

CrowmocTy Boex 3axazop 40 000 pyd
Pakee NOEYTIEN BEN0CKNED

Pucynok 3 — XapakTepucTuka KIMEHTa, MOJIy4eHHAas C IIOMOIIBIO PAa3HBIX BUJOB CErMEHTALIUN

3ananue 11.

[loaroroBbTe NPOEKT KOJIMYECTBEHHOTO HCCIEIOBAaHUS  YPOBHS  YAOBIETBOPEHHOCTH
notpeduTeneit B mpodeccuoHaIbHOM cdepe Mo npeacTaBIeHHOMY HIDKE 00pasiry.

O6pa3er mpoekTa

Llenp wuccrnepoBaHus: MOATOTOBUTH HMH(GOPMAIMOHHYIO 0a3y Ui HPUHATHS pelIeHuil 00
YCOBEPIICHCTBOBAHUU OIPEACICHHON MOJICIH WM YPOBHS IPEIOCTABISIEMOr0 CEpBUCA, B TOM YHCIIE
0 3aITyCKe HOBBIX YCIYT, a TAK)KE YBEITHUUTH OOBEMBI TIPOJIAXK.

3amava MccIeI0OBaHUs: BBISIBUTH CTEMECHb YIAOBIETBOPEHHOCTH MOTPEOHUTENEH MO CIIeIyIOIIUM
HaINpaBJICHUSIM: aBTOMOOMIIB; OOCITy)KUBAaHHE TIPU TIOKYIIKE M MOCIIETIPOJAKHBINA CEPBHUC.

OOBeKT uccleOBaHMs: MHEHHE aBTOBJAJENbIEB OTHOCUTEIBHO YCIYT, MPEIOCTaBISIEMbIX
ABTOJHIICPOM.

O0beM U CTpPyKTypa BBHIOOpPKH: 00BEM BBIOOPKM 3aBUCUT OT pa3Mepa LENeBON ayIauTopuu
(aBTOBIIAAETIBIIBI ABTOMOOMIICH OIpENeIEHHON MapKu KYIJICHHOW/TIPOU3BEICHHON B ONpEICIICHHbIH
nepuos BpeMeHu). CTpykTypa BBIOOPKM 3aBHCUT OT LIEJIEBOM ayIUTOPUM TOTO WIU HWHOTO
aBTOMOOWJIBHOTO OpeH/a.

OcHoOBHBIE MapaMeTpbl UCCIEIOBAHUS YIOBIETBOPEHHOCTH MOTpeOHUTENeil B aBTOMOOMIBLHON
OTpacyu:

. * uneHTUUKaUs 00X MPodsieM B X0 SKCILTyaTalluy aBTOMOOWIIS;

. * ICTAIGHBIN aHaIW3 WHTEphepa (MpuOOpHAs MaHe)b, OOMBKA CalloHA, I[BET, KAYECTBO
MIACTHKA);

. * IETANBHBIN aHaIM3 JKCTepbepa (AM3aiiH Ky30Ba, IUCKOB W INUH, I[BET, OITHKA
ABTOMOOWIIS);

. * BBISIBJICHUE HEIOCTATKOB XOJIOBBIX CBOMCTB aBTOMOOWIS (TOJBECKa, JBUTATEINb,
yIpaBIsieMOCTb, TOPMO3HAS CHCTEMa, MAaHEBPEHHOCTb );

. * OlICHKa o00mIero ypoBHs KOMGOPTaOEeTbHOCTH aBTOMOOWIS (OMIIMH, TOXYIIKH
0€30MacHOCTH, KaueCTBO MAarHUTOJbI, PYHKIIMOHATBHOCTh JaTYMKOB U IPHOOPOB);

. * BBISIBJICHUE HEJIOCTATKOB CEPBUCHOTO OOCITY>)KMBAHUS CaJIOHA- IPOJIABIIA TIPH MPOJIAKE
aBTOMOOMIIS;

. * ueHTUUKaLus NpoOIeM CEpPBUCHOIO 00CTyKHMBaHUS aBTOMOOWIS (rpaduk padboOThI

CEPBHCHBIX CTAaHIUH, KyJIbTypa 00IIeH!s U KBaTu(UKalKs IEpCoHaa).

HccnenoBanue y1o0BIETBOPEHHOCTH MTOTpeOUTENEl Oy1eT MPOXOANTH B JBA dTara.

KauecTtBennsiii 3tan. Ha nanHOM dTame ucCleIoOBaHUS MPOBOIUTCS cepusi (OKyC-TPYII C
[EeIbI0 HIeHTU(HUKAIMKA OOmMUX TPOOJeM MpPU HCIOIH30BAHWHM aBTOMOOWIS WJIM TIOCEIICHUH
KOHKPETHOT'O CEPBUCHOTO IIEHTpa. PEKpyTUPYIOTCSA MOTPEOUTENN UHTEPECYIOIEH MapKi aBTOMOOWIIS,
KOTOpasi HAXOAUTCS B AKCILTyaTallu OT 6 HeIelb, 10 IBYX JIET.

B onieHKy yA0BIETBOPEHHOCTH BXOJAT CAEAYIOIINE MOKA3ATENH:

. JloBepue k koMnaHun/OpeHy/IpOAYKTY (10 KaKUM KpUTEPUSIM OyJIeT U3MEPSITHCS).

. JloAMBbHOCTh K KOMIAHWUW/OpeHAY/NPOYKTY (TOKa3aTeNld, XapaKTEepPU3YIOIIUE THIIbI
MOTPEOUTENHCKOM JIOSUIBHOCTH: TIOBEJEHUECKON 1 BOCIIPUHUMAEMOH (TTapLenIOHHO)).

. @DakTOpbI, BIUIOMINE Ha YIOBIETBOPEHHOCTD (OTpAcieBble U MOTPEOUTEIbCKHE).

KonmuecTBennsnii 3tan. Ha maHHOM sTame uccienoBaHUsS MPOBOIATCS (popMaln30BaHHBIE
JUYHBIC WHTEPBHIO, B paMKaX KOTOPBIX MPOBOIMTCS BBISBICHWE TUIMYHBIX MPOOJIEM M HEJOCTATKOB
aBTOMOOWJISI WJIM CEPBUCHOTO IIeHTpa. Ha maHHOM J3Tame uccieayercs MmpoOJieMbl M HEJOCTaTKH,
BBISIBJICHHBIE Ha 3Tane (poKyc-TpyIIL.
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Ecnu npaBuUibHO OLEHWTH, HA KAKOW CTaaWU JIOSJIBHOCTHM HAaXOAUTCSA KIMEHT, KOMITAHUS
CMOXKET TPAaBWIHLHO BO3/JCHCTBOBATh HA HEr0 - W3MEHUTh €ro MHEHUE O cede K JIydiieMy.
[ToTrpeOHOCTH KiIMeHTa OYAyT YAOBJIETBOPEHBI, PUpMa MOTYUUT JOSITBHOTO MTOTPEOUTEIIS.

[IpoBenute COPTUPOBKY XapaKTEPUCTHK JIOSIIBHOCTH 10 €€ BUAaM. JlaiiTe peKoMeHIaluuu 1o

KaKJIOMY BHUIY JIOSUTBHOCTH (YTO MOYKHO CJIENIATh).
Bunn! mosuibHOCTH:
- OTCYTCTBYIOLIAA
- OTpHUIlaTeIbHAs
- JTOXKHAas
- JaTeHTHAas
- ICTUHHAS
XapakTEepUCTUKHU MPOSBICHUS JOSIIBHOCTH
- KJIMEHTY HE HYXXHbI TOBAPbI U YCIIYTH OPraHU3aLuu
- HE YCTpauBarOT BApUAHTHI JOCTABKU
- BBICOKAs IIcHA
- BBICOKAs! MIPUBSI3aHHOCTh K OpEeHTy
- KJIMEHT 4acTO MPUOOPETaeT NMPOAYKTHI B OpraHU3aIuu
- yI100HOE pacloiokKeHne Mara3uHa, oruca KOMIaHUH
- KJIMEHT HE HAMEPEH MEHSITh MPUBBIUYKHU U YCTOSIBIIUHCS 00pa3 KU3HU
- Y OpraHu3aly Majao KOHKYpEHTOB
- XOpPOLINE CE30HHBIE CKUJIKU
- KJIMEHT PEKOMEHIYET OPraHU3alUI0 B CBOEM OKPYKEHUU
- U3BMEHUWJICS COCTaB MPOYKTa

- KIIMCHT y3HaJ O IIPOAYKTC YTO-TO, UTO TCIICPb MCUIACT EMY €TO HpI/IO6peCTI/I

- BBIT'OJIHbIE HAKOIIUTEIbHBIE MTPEII0OKEHUS
- KJIMCHT JIOSUIEH yXKe K Jpyromy OpeHy

- KIIMCHT CTOJIKHYJICA C HETAaTUBHLBIMHU MPOABJICHUAMU B OpPraHu3anuud, OCTaJICA HE JOBOJICH

Ka4eCTBOM ITPUOOPETEHHOT0 TOBAapa WM OKa3aHHON YCIyTH
- KJINEHT NpUOOpEeTaeT TOBaphbl U MOTPEOIISIET YCIYTH 1O MIPUBBIUKE

3ananue 13.

Onwupasicb Ha TEOpPHIO LEHHOCTH KJIMEHTa, cobepuTre HeoOXxoaumylo HHpopMaruio 00
opraHuszanuu, crasleil Bamel 6a3zoil mpaktuku. PasHecure 1Mo KBajgpaHTaM KJIMEHTOB JaHHOU

OpraHu3zaiuu (pUCyHOK 4).

Yiomue i yTne

POXYITTEIHn OOV T

™

nee
A

HEHHOCTY

HHIX

[Tposrpsammait

BADMant e ety

HLEAA D COREN

MHMOCTY OT XK1

Pucynok 4 — Marpuiia H€eHHOCTH KJIMEHTa

3aganue 14.

Kakue BHIBI mporpamm JIOSUIBHOCTH MOTYT OBITh peain30BaHbl B BbIOpaHHOH Bamm cdepe

Ou3Heca, YeM OHM OTIANYAroTCsA? (3amoHUTE TaOJINITY)
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Tabmania

Buns! nporpamm I{ens nporpamm Hcnonb3yeMble KpUTEpUU

3aganue 15.

ITocTpoeHue nporpaMMbl MOBBILIEHUS JIOSUIBHOCTH KIIMEHTOB

Bbl sBisieTeCh MEHEIDKEPOM OJHOIO M3 NpeAanpusaTuil. Ha naHHBII MOMEHT HpeAnpUsTHE
HaXOJAUTCSl B CTaJUU 3pEIIOCTU XKU3HEHHOIO IMKJIA, W JOCTHIVIO TOYKM HachlmeHus. OnHuMm u3
BapUaHTOB MPOJICHHUS HAXOXKICHHUS HA CTAIMU 3PEJIOCTH M YBETUYCHUSI 00beMa MPOAaXK MPEATIPHUITUS
ABJISICTCS TOBBILIEHHUE JIOSJIBHOCTH KJIMEHTOB. B cBsA3u ¢ 3TuMm, Bam HeoOXoaumo MOArOTOBUTH
NOAPOOHBIM MHCbMEHHBIA MOKJIQA Ha MpPEAMET BHEIPEHHUS IMPOrpaMMbl IOBBIIICHUS JIOSIIBHOCTH
KJIMEHTOB MPEIIPUATUS C METOAUYECKMMHU Pa3pabOTKaMH ¥ OPUEHTUPOBOYHBIMHU PaCUETAMHU.

[Ipemiaraemeie cepbl AeSITETLHOCTH MPEIPUATHI (BBIOPATh OHY):
. TOCTUHUYHOE IIPEIPUsATHE;
. UT - xommmanms,
. OIITOBOE MPEAIPUITHE, 3aHUMAIOIIeeCs MUJIoMaTepralaMi/KOMITbIOTEPHOM TEXHUKOI;
. IpEANpPUITHE OOIICTUTA;
. YKKX;
. COOCTBEHHOE TpeANPUATHE (TIPU BHIOOPE BKIIOYUTH ONMMCAHHE JCATEIBHOCTH).

Metoanyeckue yka3zaHHsL:

OTYET TOJDKEH COCTOSTh U3 CACAYIOIUX OJIOKOB (00beM — 3 - 5 CTpaHHuII):

1. BaxxHOCTh MOBBILIEHUSI HNOTPEOUTENBCKON JIOSUIBHOCTU NPUMEHUTENBHO K MPEIIPUATHIO
BEIOpaHHOU c(hephl ACSITETLHOCTH.

2. Ilna" ouEeHKH NOTPEOMTENbCKOW JIOAIBHOCTH C YKa3aHUEM METOJa U IMOJAPOOHBIM €ro
ONMCaHNUEM (M COOTBETCTBYIOIIEH MMOATOTOBKONH METOMYECKMX MAaTEPHUaIOB: aHKET, TAOJIUL U T. 1. )

3. IloapoOHBIii 1I1aH MPOrpaMMbl MOBBIIEHHS JTOSIBHOCTH KJIMEHTOB.

4. Pacuer 3aTpaT Ha BHEIPEHHUE IIPOIPAMMBbI ITOBBIILIEHUS JOSIBHOCTH.

Kpurepun oneHku:

1. ITonHOTA pacKpBITHSA BOIIPOCOB

2. PeanucTUuHOCTh IPOEKTA U PacyETOB

Kakue criocoObl 03BOIAT MOBBICUTH JOSIBHOCTD KIIUEHTOB?

UTto MOXET clienaTh MEHEIKep IO YIPaBIEHUIO MPOEKTaMH, YTOOBbl YCTPaHWUTh BCE MWIIH
HEKOTOpbIE€ IPUUMHBI, BBI3bIBAIOIINE OTTOK KIIMEHTOB?

AN OB WN —

3ananmue 16.

Jlisi TTIOHMMaHUS YCIEHIHOCTH MPOTPaMMBbl JIOSUIBHOCTH KIMEHTOB HEKOTOPOM OpraHu3aliu
IIpoaHaIU3UPYHTE KIltoueBble nokaszarenu ee a¢pdexruBHocTH (KPI) o ciaenyromum 1aHHBIM:

- 3a kBapTai npoouto 12000 uekos;

- IPEABABIIEHO KapT yYaCTHHUKA MPOTrpaMMBbl J10sIIbHOCTH 4567 pas;

- criicanbl Oamel 3255 pa3s;

- KOJIMYECTBO KJIMEHTOB C HEAKTUBUPOBAHHOM KapTOH JIOSITBHOCTH — 235 de.

3aganue 17.
Bcero knuenrtckas 6aza — 3431 ven. B TabGnuue npencrtaBieHa MHGOPMALUS MO MOBTOPHBIM
nponaxaM. PaccumraiiTe mnokasaTeld NOBTOPHBIX Npojax. I[IpowHTEprnpeTupyiTe NOJYYEHHYIO

UH(OPMAILIHIO.
Tabnuia — Otder nmo nmoBTopHEIM npogakam OO0 «IaenpBenc»
JlaBHOCTB TOCTIEHEH MOKYIIKU 1 mokymka 2 MOKYNKHU 3 u 6osee MOKymoK
Jlo omHOTO MecsIa ¢ MOMEHTa 570 223 121
MIOCJIEIHEW ITOKYIIKH
Jlo 6 Mecs1eB ¢ MOMEHTA ITOCIIeIHEH 317 148 35
MTOKYTIKH
Boiee 6 mecsiieB ¢ MOMEHTA 1518 430 69
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MOCTIEHEN MOKYITKH \

CpaBHute 2 BapuaHTa BO3MOXHOW BbIpydkn st OOO «OnenbBeic» ¢ TEKYIIUM YPOBHEM
MOBTOPHBIX MPoJIaX (3 1 6osiee MOKYNOK) U BO3SMOXKHON BBIPYUYKOW OT MOBTOPHBIX MPOAAXK, €CIH OBl Y
JAHHOW OpraHM3alMM J0Js MOBTOPHBIX MPOAAX COOTBETCTBOBAld MHUHHUMAJIbHOMY HOPMAaTHBHOMY
ypoBHI0. [Ipu pacdyerax ncnoap30BaTh CpeIHHUNA YEK MOKyNaTens — 25 Toic. pyo.

3aganue 18.

[TpoBeauTe ABC-aHanm3 KIMeHTCKOW 0a3bl 0 TaHHBIM Tabsuibl. CraenaiTe BhIBOJI.

HanmeHnoBanue KoHTpareHTa 2022 ron — BbIpy4Ka, ThIC. pyo. Kareropus
000 «KI» 24894,638
HAO «HIL» 18209,286
ITAO «IlemeHT» 8394,793
000 «Copna» 5008,753
HAO «beton» 3441,671
000 «bKO» 2810,000
HAO «KC3» 2548,497
ITAO «CtpouTenbHble MaTepUab» 1499,166
000 «B3KI'C» 1298,565
000 «lIOYCK» 1013,466
00O «BrIcOKHE TEXHOJIOTHI 620,524
00O «IIpomcHab» 501,135
HAO «Kepam3ut» 399,200
000 «IIpemuyme» 346,778
000 «Metann» 336,522
HAO «Metamnoaom» 212,400
00O «I'umc» 180,823
ITAO «Mera®poHT» 168,000
000 «bTO» 153,990
Oo6nacrHast 00JIbHHAIA 108,613
HAO «AxkymynsTop» 1,975
Hroro
3aganue 19.

pra)KHCHI/IC «Pabora ¢ PEKIIaMallusIMH»

Peaknusa corpynHuka Ha
peKIIaMaliio

Bo3MOXHBINH OTBET
KJINEHTa

ITouemy Takas peakuus
MOJKET IIJIOXO MOAECUCTBOBATh
Ha KJINEHTA

YeMm ee MOKHO
3aMEHUTH

«He Tak YK BCC U IIJIOXO,
KaK BbI OTO OITHUCBIBACTE»

((HCT, BbI HC ITPABLI»

«B&I1 4TO-TO MIyTa€ETe, Tak
OBITh HE MOXKET»

«BBI, BOOOTIIIE,
WHCTPYKIHUIO
pacKpbIBaIM ?»

«Takoro y Hac BooOOIIIe HEe
OBIBaCT

«/laBaiiTe rOBOpHUTH MO
CYILIECTBY Jenaly»

«Takux npereH3ui Ham
elle HUKTO He
IPEIbSABIISID)




45

«ITOT COTPYIIHUK Yy HAC
OBLIT HOBEHBKHIN

«3ITO MPOU3OILIO TOTOMY,
YTO OYEHb MHOT'O HAPOAY

B 3aJIe»

IIpakTuueckoe 3ansaTHe Ne 5. KioueBble moKa3zaTesin OIEHKH pealu3aluu
KJINEHTOOPHEHTHPOBAHHOIO MOX0/1a B OM3Hece

3aganmue 1.

OneHuTe BBHINOJHEHHWE IJJaHA MO0  MOKA3aTessiM, XapaKTepU3YIOIIUM  KIMEHTCKYIO
cocrasistoryto B CCII opranuzanuu, Ha OCHOBE JaHHBIX, IPEJICTABICHHBIX B Ta0IHIIE.
Tabmuua — Mcxonasle naHHbIE

ITokxazarenu IU1aH baxT

OO0r11ee Yncio KIMEHTOB OPraHU3aliy, Yel. 1850 1890
Uucno KIMEHTOB NPOIIOro Meprojia, COXpPaHUBIIUXCS B 0a3€ OTYETHOTO 1820 1845
nepuoza, 4yell.
3aTpaThl HAa MAPKETUHIOBBIEC YCWIIHS MO YAEPKAHUIO U PACIIUPEHUIO 150 175
KJIMEHTCKOM 0asbl, ThIC. PYO.
[TpuObLIb OT MpOJAK, THIC. PYO. 430 445
[TpuObLIb OT MpPOJAXK, TOJYUYEHHAs 32 CUET IPUBJICUEHHS] HOBBIX 18 25
KIIUEHTOB, ThIC. PYO.

3aganme 2.

Omnupasice Ha  CTpPaTeTMYECKYI0  KIMEHTCKYIO  KapTy, pa3paboTaiTe  KIMEHTCKYIO

cocrapnsitonyto CCII pa3BuTHsi HEKOTOpO#l opranuzanuu W 3anonHute Tabmuiy 1. IlpoBenute
CpPaBHUTEIBHYIO OIIGHKY KiIMeHTCkuX mnokazatenert CCII u 3amonmaute Tabmuiy 2. IlpoBemute

TUArHOCTHKY OTKJIOHEHUH kiueHTckux nokazateneit CCII (ncnonb3yiiTe Tabnuiy 3).

Tabmuna 1 — Kninentckas cocrasustomas CCII pa3Butus opraHu3ainuu

KnroueBas npobiema Crparernyeckas | KnueHnrckuii
KJIMEHTCKOM coCTaBJIAOIIEN KJIMEHTCKas MoKa3arenb
CCII LeNb

LleneBoe
3HAUYCHUE

Crparernueckoe
KIIMEHTCKOC
MEPONPUATHE

Kakue OCJIN OTHOCUTCIIBHO

CTPYKTYpPBI U TpEOOBaHHI

KJINEHTOB HEOOXOIMMO

IIOCTABUTH IJIA O6€CH€‘I€HI/I$I
JOCTHXKEHUS (PMHAHCOBBIX
neneun?

Tabnuna 2 - CpaBHHUTeIbHAS OlleHKa KiMeHTcKuX nokasareneit CCII

KJIMEHTCKUHN | 1eneBoe | (hakTuueckoe OTKIJIOHEHNE

IIOKa3aTecjib 3HA4YCHHUC 3HA4YCHHUC a0COJIFOTHOE OTHOCHUTCIIBHOC, %
CCII

Kadu€CTBCHHaA
OIICHKA OTKJIOHCHUA
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Tabmuma 3 - [lpumepHas kadecTBEHHas OIEHKA OTKJIOHEHHMH (DaKTHYECKUX OT IEICBBIX 3HAYCHUI

KanenTckux nokasarenaer CCII
BEJIMYMHA OTKJIOHEHUS, %0 KayeCTBEHHAs OLICHKA OTKIOHEHHUS
Jo+1 HecymectBennoe
Or+lnmo=x5 CymiecTBeHHOE
Or+5m0+10 3HAUYUTEIIHEHOC
Or£+10 no+20 CepbesHoe
+ 20 u Oosee OueHb cepbe3HOe

Pe3ynbrarhl pacueToB BIMSHUS (PAKTOPHBIX MOKa3aTelel Ha OTKIOHEHHUE OIMPEIeIsIeMbIX HMH

pe3ynbTaTUBHBIX KiaueHTckux nokasareneid CCII npeacrapinstores B popme Tabiuib 4.
Tabmuua 4 - Pe3ynbTarhl pacyeToB BIUSHUS (JAaKTOPOB HA OTKJIIOHEHUE PE3yJIbTATUBHBIX KIIMEHTCKHUX

nokazarenei CCII

PesynpratuBHbIil | AOcomoTHOE
KJINEHTCKUI OTKJIOHEHHE | 1-ro ypoBHsSI | 2-TO ypOBHS

nokasarens CCII

Bnusinue akTOpHBIX MOKa3aTenen

5-ro ypoBHS

[To uToram pacueToB caeaiiTe COOTBETCTBYIOIINE BHIBOIBI.
Pesynbrarel npornozupoBanus kinueHTckux nokazateneid CCII mpencraBbTe B BUIE TAOIUIIBI

5.
Tabnuna 5 - PesynapTarsl npornosupoBanust kinueHTckux nokaszareneit CCII
Knuenrckuit | ®akTudeckoe Ileneroe OTKII0HEHUE .
KommMmenTtapuit
oKa3areib 3HauYEHUE 3HA4YCHUE a0COJIFOTHOE | OTHOCHUTEILHOE,
CCII %
3aganme 3.

[Toctpoiite cucremy cOamaHCUpOBAaHHBIX IIOKa3aTelel [Uisi CEepBUCHOW OpraHu3anuu. 3a

o0pasel] BO3bMUTE HIDKECIISAYIOIIYIO Ta0IHILy.
Tabnuna — Cucrema cOagaHCHPOBaHHBIX IOKa3aTeNed il CEpBUCHOMN OpraHu3aluu

Crparernueckue IToka3zarenu IIpomwunsrit Texymmit IIporuosuslii
LEIn IIEpUOJL IIEpUOJ IIEpUOJ
1. ®uHaHCcOBas NESATENbHOCTD
YBenuuenue Yucrast npuObLIH
pUObUIH OpraHM3aIlHu, ThIC. PyO.
OpraHu3auu PentabenbHoCTh, %
2. B3auMOOTHOILIEHUS C KIIMEHTaMHU
[ToBbiIeHNE KonnyectBo xanob B
YPOBHS MECS1, €AUHUI]
YIOBJICTBOPECHHOCTH | CpenHuil CpoK 0KUJAHUS
KJINEHTOB ycTpaHeHHs podem,
Ka4eCcTBOM THEeHn
IIPOJYKTa JloJnst MHITUIEHTOB 110 BUHE
opra"usanuu, %
3. Opranu3zanusi Ou3HeC-NPOLECCOB
[ToBbiIeHNE OTKa3 OT KIyOHBIX KapT
KauecTBa
peanu3yeMbIxX
IIPOJYKTOB
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4. lnHoBaruu, oOy4eHHEe U pPa3BUTHE

[ToBrltieHne KonuuecTBo coTpyaHUKOB
YPOBHSI C BBICIIIMM 00pa30BaHUEM
KBaJTH(pUKAITIH KonndecTBo cOTpyAHHUKOB,
nepcoHana MTPOIIIE IITNX
MEPETOATOTOBKY WIIH
MOBBIIICHHE
KBTM (DUKAIIH
3agnue 4.
[TpoBeaute OIICHKY s dexTuBHOCTH pa3BUTHS OpraHu3aIu Ha OCHOBE

KJINEHTOOPUEHTUPOBAHHOTO MOIX0/1A.
JlanHasi opraHu3zaiys IpoBOAKIIA OMPOC KIMEHTOB C MOMOIIBIO MEHEHKEPOB Uepe3 PacChUIKY
Ha JIEKTPOHHBIC apeca aHKEThI, COJIePKaIICH CIeAYIOUI BOPOC B TAOIMYHOU (hopme:
Tabnuna 1 — @opma A IpoBEAEHUs ONMPOca KIMEHTOB C IIEJIbI0 OMpEENICHUs] UX YPOBHS

YJIOBJIETBOPEHHOCTH
[kana, 1 2 3 4 5 [TpuumnnHa
OauIel / Ilon He YacTuyHO Y noBieTBo ITon
XapakTe HOCTBIO HE | YIOBJIETBO YIIOBJIETBO peH HOCTBIO
pHUCTHKa YIIOBJICTBO peH peH YIIOBJIETBO

peH peH
TOBap
1eHa
Cucrema
cObITa
Cucrema

IPOJIBUKEHUS

Pe3ynbTatrhl pacueTa nokasaTesnei y10BI€TBOPEHHOCTH KIMEHTOB (Y) cBeZIeHbI B TAOIHILy 2.

Tabnuna 2 - PesynbpTaTsl onpoca notpeduTeneil opranuzanuu

XapakTepucrrka [Tonnoc He [Jactuunol|Y nosner|Ilonnoc v % ynoB
TBHIO HE | YJIOBJIET | yIOBJIET | BOPEH | TbIO JIETBOPEH
VIIOBJIET | BOpeH | BOpeH YJIOBIIET HBIX OT
BOpEH BOpEH o01ero
qrcia

Tosap 5 4 6 3 3

(1 monmyromue 2020)

Tosap 4 3 7 7 6

(2 monmyroaue 2020)

Toap 4 4 8 9 7

(1 monyronue 2021)

Toap 4 5 10 11 8

(2 monyronue 2021)

Toap 4 5 12 13 9

(1 monyronue 2022)

ToBap 5 6 13 15 12

(2 monyromue 2022)

[lena 2 2 8 6 3

(1 monmyromue 2020)

[lena 1 2 9 9 6

(2 monmyroaue 2020)
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[leHa 2 1 11 10 8
(1 monyromue 2021)

[leHa 1 2 10 15 10
(2 monyromue 2021)

[leHa 2 2 11 16 12
(1 monyromue 2022)

[lena 2 3 13 17 16
(2 monyroaue 2022)

Cucrema cobiTa (1 3 3 5 7 3
noayroaue 2020)

Cuctema cobita (2 3 3 8 8 5
noayroaue 2020)

Cuctema cobita (1 2 3 9 10 8
noayroaue 2021)

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

Cucrema cObiTa (1 4 4 14 13 8
nosxyroaue 2022)

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

CrcTemMa KOMMYHHKAIIHN C 2 3 8 5 3
noTpedutenem (1
nosxyroaue 2020)

CucreMa KOMMYHUKAIIUHI C 3 2 9 8 5
noTpeduTesnem (2
nosyroaue 2020)

CrcTemMa KOMMYHHKAIIHN C 3 3 11 9 6
notpeburenem (1
nosxyroaue 2021)

CucreMa KOMMYHUKAIHH ¢ 2 3 14 11 8
notpedutenem (2
noxyroaue 2021)

Cuctema KOMMYHUKALIHH C 3 2 14 15 9
notrpedurenem (1
nosyroaue 2022)

CuctemMa KOMMYHUKAIIHH C 2 3 15 19 12
notpedurenem (2
nosyroaue.2022)

JlnHamuka peHTabenTbHOCTH 3aKa3a 3a TPU Tofla OTpakeHa B Tabnuiie 3.
Tabmuma 3 - 3nayenue penradenpHOCTH 3akasza 3a 2020 - 2022 rr., %

[Tonyronue T'on
2020 2021 2022
1-oe 8,5 11,4 10,7
2-0¢ 10,4 11,8 12,6




[TocTpotite rpad 3 heKTHBHOCTH pa3BUTHUS OpTaHU3AIIH.

PenrtabennHOCTE 3aKa3a, %

A

Koaddumuent ynoBneTBopeHHOCTH

3aganue 5.

Anamn3 u CTPYKTYPHUPOBAHUC AAHHLIX O HNpOoJakaxX HNPCAIPUATHA 3a ABa I'OJa IMO3BOJIUIA

MOCTPOUTH TabyHIb 1 1 2.

Tabmuna 1 - Ctpykrypa npogax OO0 «Anbshamanny 3a 6a30BBIN TO

No HaumenoBanue nokymnaresns Cymma YacroTa Cpenusis
/T CIENKHU oOparnieHui BBIpYYKa OT
CHICTIKA
1 000 «Duurman 198000 3
2 [HAO «"amma-uHBECT» 276615 6
3 HAO «EHnuceii» 3809385 18
4 |HAO «Kamennoropckoe KV 291060 3
5 [HAO OUTL] «KoHTakT» 1133088 9
6 [[IAO «Amarury 1536000 3
7 [[TAO «Codr» 4074840 6
8 [[TAO «JlomomMut» 171788,4 3
9 [[TAO «HoBokyiiObImeBckuit 241690,5 6
HedTenepepabaThIBAOIINI 3aBO
10 [[TAO «Camapanepym» 1197750 9
11 J[TAO «Camapckuii OKaThII» 8 665 250 30
12 JTAO «Kosmopckuii 'OK» 1 668 000 6
13 1000 «Muxaitnosckuii 'OK» 2947350 6
14 J[TAO «IlaB1OBCKIpaHUT» 1273 250 4
15 [[TAO «CoxonoBo-capbaiickoe ['TIO» 33769020 39
16 1000 «A H T» 414657 9
17 1000 «Anraiipecypcy 1386100 6
18 1000 «Apryc PK» 2425500 3
19 1000 «A>pToH» 77095628 57
20 000 «I"amma-UHBECT» 829521 6
21 000 «I"aMMa-TeXHOJOTHS» 169 153 599 234
22 1000 «HoBomeT» 6023710 15
23 1000 «T] "Monubuen» 6393590 12
24 1000 «TexXKOMILIEKT) 5705419,83 21
25 1000 «2Hepro-mMur» 676 800 3
26 |PYIII «I'panuty» 212400 3
27 [MHIT «M Tpetim» 44 525 400,0 54

Cymma
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Ne HanmenoBanue nokymnaresns Cymma Yacrora Cpennss
/T CIIENKH oOparnieHui BBIpYYKa OT
CHICTKH
1 000 «Ky3znerxkunii 'OK» 1860000 4
2 1000 «ApuyHO0IT» 1224000 4
3 [HAO «Enuceii» 1726900 8
4 HAO «Kamennoropckoe KV 10164000 48
5 [HAO «Toprogsrii nom «benrpanuty» 3234000 8
6 HAO «Ypanbckue nenoBbIie TUHUN 54720924 20
7 HAO «XakacB3pBIBIIPOM 2220000 8
8 [HAO JUTI] «KontakT 6930060 60
9 [HAO 31K «ITomroc» 1293600 8
10 MIT «Makpununa H.JL» 146960 4
11 |[TAO «AyuHCKUI IIIMHO3EMHBINH KOMOMHAT 13324080 24
12 [ITAO "Jlonomut" 729820 28
13 [[TAO «Kaiipemckuii 'OK» 6760000 4
14 [[TAO «Kupexenckuii [OK» 4603480 12
15 [[TAO «Kupenckuii 'OK» 3817520 12
16 [[TAO "Camapckuil OKaThII) 52934032 76
17 JTAO «Kospopckuii 'OK» 7645432 48
18 [[TAO «Kombunar Marue3ur» 1128100 8
19 [TAO «Muxainosckuii ['OK» 356760 4
20 [[TAO «Hasowmiickuit TMK» 5130484 4
21 [[TAO «HK «Pocuedtb» 11100000 24
22 [[TAO «IlaBnOBCKrpaHUT» 4545734 20
23 [[TAO «Coxonosckoe I'TIO» 42277900 48
24 [MAO «Yuamuuckuii 'OK» 1236000 4
25 1000 «AspTon» 114255440 97
26 1000 «I'aMMa-TEeXHOJIOTHSI» 218267542 260
27 1000 «Kapsbep-IlerpoBckuiiy 1208200 8
28 1000 «Kyznuerkwniit [OK» 8990000 16
29 1000 «Copckuit 'OK» 3514000 12
30 000 «TH "Monubduen» 1684200 4
31 000 «OkcnopenpTa-My» 1940400 12
32 (000 HIIO «Juepro» 57600 4
33 JIIK A/C «YykoTka» 512000 4
34 |PYIHII «I'panut» 3719000 4
35 [Cumouenko B.J. 112280 4
36 [Cayx06a MTC I'VII 3abaiikanbckoi o0nacTu 3172000 4
37 [TOO «AnmHa» 7376200 12
38 [II «M-Tpeiin» 85074400 132

Cymma

HpOBCI{I/ITe (baKTOpHBIﬁ AHaJIN3 3aBUCHUMOCTU BBIPYYKHU OT KOJIMYCCTBA KIIMCHTOB, YaCTOThI

MOKYTIOK U BEJIMYMHBI CPETHETO YeKa.
PesynbTathl pakTOpHOrO aHaNM3a oTpasuTe B Tadnuue 3.
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Ta6muma 3 - dakropubiit aHam3 Bepydkn OO0 «Anbdamarny

KonuuectBo Yacrora Cpenusist Belpyuka oT | Biusinue gaxkropoB |I3MeHeHUs BBIPYUKH OT
MoKymnaTesen | obpamieHui CICIKHU pa3IMYHBIX (HaKTOPOB
3aganue 6.

[IpousBenuTe pacyeT CTOMMOCTH KJIMEHTAa HEKOTOPOW OpPraHM3allid Ha OCHOBE CIEAYIOIIMX
JTAHHBIX.
Tabnuma — UCXOaHbIE JaHHbIE

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

3aprata PPC-cienmanucry 15 000 pyOneit
Tpaduk u3 opranuueckoii Beiiaun (SEO) 30 000 nepexozioB

3apriara SEO-cienmamicty 25 000 pyOmneit

3apruiara Tene)OHHOMY OTepaTopy 10 000 pyOueit

Konsepcus nocerutens B kimeHTa (koHTekeT U SEO) 5%
3aKa3bl HOBBIX KIIMEHTOB U3 KOHTEKCTA 10 000*0,05 =500
3aka3bl HOBBIX KJIMEHTOB U3 OPraHMYECKOM BbITaul 30 000*0,05=1500
IToBTOpHBIE 3aKa3bl OT NOCTOSIHHBIX MTOKYIATENEH 3 000 3aka3oB
OO0L11Ie€e KOIMYECTBO 3aKa30B 4500 3aka3oB

Cpennsis croumocth yeka — 2500 py06. IIpuOsuibHOCT OHOM mpofaxu — 25%. SBnusiercs u
MOJTyYEHHBIA Pe3yJbTaT HOPMAILHBIM HITH BRICOKHM? KakoB CpoK OKynmaeMoCTH KiIueHTa?
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8.3. TumoBble KOHTPOJIbHbIE 33/IaHUSl WJIM HHbIe MAaTepHaJbl JJs TMPOBeJeHUs:
MMPOMEKYTOYHOM ATTECTAIIUN

®dopma MpoBeIeHUS MPOMEKYTOUHOM aTTeCTallMd MO AMCHUHUIUIMHE: 3aueT (1o pe3ysbTaTaMm
HAKOIUTEJILHOTO PEUTHHTA WU B (POpME KOMITBIOTEPHOTO TECTUPOBAHUS).

YcTHo-tuckMeHHas ¢opMa 1o Bompocam K nuddepeHIIupoBaHHOMY 3aueTy MpeArnoaraercs,
KaK MpaBUjIo, AJIs CAAYU aKaJeMHUUECKOH 3a0>KEHHOCTH.

Hepeqeﬂb BOIIPOCOB JISI NIOATOTOBKHU K 3a4€Ty

OIIK-1. Crioco0eH NpUMeHSITh TEXHOJOTH4YeCcKHe HOBAIIMU M COBPEMEHHO0E NPOrpaMMHOe
o0ecrneueHue B TypucTckoii cdepe

1. Ilepeuncnure kaHaabl HOCTPOCHUS B3aUMOOTHOIIEHUI B MapKETUHI'€ B3aUMOJICHCTBHUS.

2. [lepeuncnure XxapakKTEpUCTUKU MOJIENIN KIMEHTOOPUEHTUPOBAHHOCTH.

3. B xomMnaHuto 1o npoaaxe HoOyroykoB 0OpaTHIICS COTPYAHUK KPYITHOW KOPIOPALUH € LENbIO
IPUOOPETEHUSI HECKOJIBKHUX JECSITKOB HOYTOYKOB JUIsl BceX pabOTHUKOB B oduce. KiueHrt yxe 3Haer
000 BCeX akIMsIX, HO UMEET BOIPOC: YCHEET JIM MPOJaBel JOCTaBUTh U MOIKIIOUUTH BCIO MAPTHIO
raJkeToB Ha 3Toi Hezpene? Kakum OyJeT BepHOe MOBEEHNE KIIMEHTOOPUEHTHPOBAHHOTO IpoAaBLa?

4. KomnaHus mpuriacuia TpeHepa IO HpojaxaMm JUls MPOBEACHUS CEMHMHapa CO CBOMMHM
paboTHUKaMHU. B kakoi poiu BICTYINIIA KOMITAHUS?

5. Uem ompenensiercs MOKynarenbckas cuia?

6. Chopmynupyiite KpUTEpHH KIMEHTOOPUEHTHPOBAHHOTO CEPBHUCA.

7. IlepeuucauTe 3JIE€MEHTHI, JIEXKAlMe B OCHOBE KIMEHTOOPHUEHTUPOBAHHOI'O CEpBHCA KaK
HaJCTpONKHU On3Heca.

8. Kaxkoii nmoka3zaresnb CBUIETENbCTBYET 00 OPUEHTAIIMM COTPYAHUKA Ha KJIMEHTa?

9. Kakue 351eMEeHTBl BHYILIEHUS! UCIOJIB3YIOTCS IPU KOMMYHUKaIMU B VIHTEpHET 0€3 ITu4HOro
KOHTAKTa JJIs IOBBILIEHUS JIOSIBHOCTU KJIMEHTOB?

10. ChopmymupyiiTe XapaKTepUCTUKH, KOTOPBIC CBOMCTBeHHBI KoHIenmu CMR.

11. ba3za nmaHHBIX O KIMEHTax JOIOJIHAETCA M aKTyaJIU3UpyeTCsd CaMUMHU KIMEHTaMHU
OpraHMu3aIH — K KaKOW KIIMEHTOOPHUEHTUPOBAHHOM TEXHOJIOTMH OTHOCUTCS JIaHHAsl XapaKTepUCTHKA?

12. PaccuunTaiite HHAECKC MOTPEOUTEIHCKON JIOSIIBHOCTH KIMEHTOB OpraHU3alMM, eclid Mocie
npoBeaeHust onpoca 200 yeroBeK ObUIM BBISBICHBI CIEAYIONIUE PE3YIbTaThl: MPoMoyTephl - 45%;
HelTpanbHble noTpeduTenu - 30%; KpuTHKH - 25%.

13. IlepeuricnuTe KaHaiabl KOMMYHHMKAIUI C KJIMEHTAMHU, UCHOJb3YEMBIE C LIETBIO MOJTYyUEHHS
JAHHBIX JJIS pacueTa WHAEKca NOTPeOUTENbCKOM JOSITbHOCTH.

14. ChopmynupyiiTe Bompoc, HamOoJiee COOTBETCTBYIOIIMI I HW3MEPEHHS WHACKCA
KJIMEHTOOPUEHTUPOBAHHOCTH TPOMOYTEPAMH.

15. Ilpu nmocemnieHun pecTopaHa KJIMEHTaM MPUXOAUTCA 3aKa3blBaTh U3 OTPAHUYEHHOTO MEHIO.
OTO nmpuMep Kakoro THUIA KIMEHTOOPUEHTUPOBAHHOW KOPIOPAaTUBHOMN KYJIBTYPbl OPraHU3alun?

16. Yto norumaetcs no BAY-a¢dexrom B otene?

17. Typuctuueckass komnanuss TJIT-Typ muaHupyer BBECTH B aCCOPTUMEHT HOBOE
HanpasieHue — Comanu. OpHako y KOMIAHUM HET HUKAKOM HMHPOPMAalUU OTHOCHUTEIHHO
OCBEJIOMJIEHHOCTH moTpebuteneid o Comanu W mpenmnojaraeMblx Oapbepax. UTto 1enecooOpa3HO
IPOBECTHU JJIsi cOOpa MpeIBapUTENbHbIX JaHHBIX, CHIOCOOCTBYIOUIMX PEIICHUIO TPOOIeMbl?

18. Pa3smep menemoit aymuropuu coctaiasier 50000 dwen. OOpatwinch B TYypUCTHUYECKOE
arentctBo 6000 yen. Knuentamu cramm 2000 uen. [lorpeboBanochk obcmyxuBarh Tosbko 1500 yer.
PaccumnTaiiTe KOHBEPCUIO OPTaHU3ALUN.

19. Yto pexoMeHAyeTcs aKTHMBHO HCIOJb30BAaTh OPraHM3aLMU JJIs MONy4deHUs Tpaduka Ha
CBOM cauT?

20. /Ina nony4eHus MIEHT'eHCKOM BHU3bI HEOOXOIUMO MPEIOCTaBUTh: aHKETY, ()OTO, CIPABKY C
paboThl, KOMUIO TPYIOBOW KHM)KKH, BBIUCKY ¢ OAHKOBCKOTO c4eTa, OpoHb *uibs U TpaHcnopTa. K
4yeMy OTHOCHUTCS JJaHHas MH(OpMAIHs U CONpsDKEHHbIE ¢ Hel eiicTBus?

21. Kakas mosunust CRM wuzper B pa3pe3 W CBUIETEILCTBYET O Pas3pbiB€ C TPATUIIHMOHHBIM
MapKETUHTOM?



53

22. Kaxoit Tunm CRM Brirogaet B ce0st aBTOMaTU3AIMIO TTPOJIaXK, MAPKETHHTA M OOCTY>KUBAHUS
KJIUEHTOB?

OIIK-2. Crioco6eH ocynecTBJIAATH OCHOBHbIE (DYHKIMH YIIPABJIEHUS] TYPUCTCKOM
AeATeJIbHOCTHIO

1. BeigenuTte Te KadyeCTBCHHBIE W3MEHEHHUSI B MPAKTUKE OW3HECa, KOTOpBIC OIPeIeriv
MOSIBJICHHUE U Pa3BUTHE KOHLEMIUU MapKETUHTa B3aUMOICHCTBUS.

2. [lepeuncnure HanboJee U3BECTHBIX HCCIIEIOBATENCH KIIMEHTOOPUEHTUPOBAHHOCTH.

3. ChopmynupyiTe XapaKTEepHbIC YEPTHl MAPKETUHTA B3aMMOICHCTBHIA.

4. Kakve HanpaBieHHs JEATEIbHOCTH B MAapKETHHIE B3aMMOJICWCTBUII HE CBONCTBEHHBI
KJIACCUYECKOMY MapKETUHTY?

5. CdopmynupyiiTe OCHOBHYIO MNPUYHMHY TMOSBICHUS  KIMEHTOOPUEHTHUPOBAHHOCTHU
OpraHu3aIum.

6. Chopmynupyiite onpeneneHne KIMeHTOOPUEHTUPOBAHHOCTH.

7. ChopmynupyiiTe onpeeneHne KIMEeHTOIEHTPUIHOCTH.

8. Kak Tpakryercs leHHOCTb, CO3/1aBaeMast sl KIIMEHTa, C SKOHOMHYECKUX MO3UIIUNA?

9. TlepeuucnuTe OCHOBHBIE XapPAKTEPUCTUKH IPOAKTUBHOW OPUEHTAIMM OpraHU3alliyd Ha
PBIHOK U KJIMEHTA.

10. KakoBa perynspHocTs pacuera NPS?

11. [To uToram pacyeTa MHJIEKCA KIMEHTOOPHUEHTUPOBAHHOCTHU MONyYeH pe3yabTaT B 60%, Uto
9TO O3HA4aeT?

12. Tlepeuncnure NpUUUHBI HECOCTOSATEIBHOCTH MEPOTIPUATHUH MO yAEP>KaHUIO KIIMEHTOB.

13. Kak Ha3pIBaeTCsi KIMEHTOOPUEHTHUPOBAHHAs KOPIIOpPATHBHAs KYJIbTypa, OCHOBaHHas Ha
MpeBapUTENbHO MPOPAOOTAHHBIX MJIaHAX U PErIaMeHTax?

14. K kakomy 3Tary TpOBEICHHS ayauTa OM3HEC-MPOIECCOB OPraHU3allMiU C TOYKH 3PCHHUS
OpHEHTAIINH Ha KIIMEHTa OTHOCUTCS yCTAaHOBJIEHUE TaOIMUKH «3aKphITOY» Ha IBEPH pecTopaHa?

15. K kakomy sTamy npoBeAeHUsI ayAuTa OM3HEC-TPOIIECCOB OPraHU3AIMH C TOYKHU 3PEHUS
OpHEHTAINH Ha KIMEHTa OTHOCUTCA PACCMOTPEHHE BCEX BApPUAHTOB MOBEJCHHS KJIMEHTOB B OTBET Ha
OTIEPALINIO «ITOBECUTH TabMuuKky «llepepniBy»?

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

17. Ha3zoBuTE€ HWHCTPYMEHTHI BHEIIHETO0 KOHTPOJSA JUIsI OIEHKH COOTBETCTBUSI TEKYIIETrO
COCTOSTHUS KJIMEHTOOPUEHTHUPOBAHHOCTH OpraHu3anuu pazpadbotanHpiM CTanaapTam o0CITyKUBaHHUSL.

18. Knnentckas 0aza Ha Ha4ajmo OTYETHOTO Mepuojia coctaBuia 7950 ven, a Ha KOHEIl TaHHOTO
nepuofa - 8170 yen. UucneHHOCTD JIOSUTHHBIX KJIMEHTOB B KIIMEHTCKOM 0a3e — 6450 uen. Onpenenure
YPOBEHb YJEPKaHHS KJIUEHTOB U JIOJII0 HOBBIX KJIIMEHTOB B KIIMEHTCKOM 0ase.



