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1. IlepeyeHb IUIAHUPYEMBIX Pe3YJbTATOB 00Y4YeHUS M0 JUCIHUILINHE, COOTHECEHHBIX C
IUIAHMPYEMbIMH Pe3yJIbTATaAMM 0CBOEHHUsI 00pa30BaTeIbHO MPOrpaMMbI

1.1.

Hucnunmmuaa  B1.B.J[B.03.01

((MCTOI[BI Co3aaHusa KIIMCHT-OPHUCHTHPOBAHHBIX

CTPYKTYp ¥ IPOIIECCOB B MHIYCTPUH JCIOBOrO U coObITHitHOTO Typusma / Methods for creating

client-oriented structures and processes in the business and event tourism

industry»

o0ecIeynBacT OBJIaZICHUC CIICAYIOIIMMHU KOMIICTCHIIUAMMU C y‘-IéTOM oTara:

Kon
Kon HaumenoBanue HauMeHoBanne KOMIOHEHTA
KOMIIOHEHTA
KOMIIETEHLMH KOMIIETEHLIMH KOMIIETEHI MU
KOMIIETeHIIUU
Criocoben pa3pabaThiBaTh
CriocobeH 000CHOBBIBATE TIEpe/T
MIPOEKTHI 10 BHEAPEHHIO
coOcTBeHHUKaMU OM3Heca BUIBI paboT 1Mo
OpraHn3aIMOHHO- 5
a3pabOoTKe U pearn3aluy MPOeKTOB 110
IIKc-6 YIIPaBJICHYECKHUX IKc-6.2 pasp P P
. BHEJPEHHIO OPraHU3alnOHHO-
WHHOBAaIlMM Ha v
YHpaBJICHYECKUX WHHOBAIIUM Ha
MPEennpUATUIX chepsl
OPENPUITUAX chEPhl TYpH3MA.
TypHU3Ma
CriocoOeH pa3pabaThiBaTh
MapKETHHTOBbIE KOHIICTIIIHI
. CrniocobeH 000CHOBBIBATh MAapKETHHTOBYIO
MIPENTNIPHUITHAN Cephl
KOHLSTIIUIO MTPEATIPUSITHS c(hephl Typr3Ma
TypHU3Ma U peau30BHIBATh
IKc-7 MKc-7.1 C UCTIOJIb30BAHUEM COBPEMEHHBIX
UX C UCIIOJIb30BAaHUEM
MHQOPMAITMOHHO-KOMMYHUKATHBHBIX
UHPOPMAIMOHHO- N
TEXHOJIOTHH.
KOMMYHHKAIIMOHHBIX
CpENCTB

1.2. B pe3ynbTaTe OCBOGHUS TUCIMILIMHBI Y CTYJIEHTOB JOJKHBI ObITh C(HOPMHUPOBAHBI:

OT®/T®
(npu HATUYMHU
Kon
npodcrangapra)/
KOMIIOHEHTA Pe3yabTaTrsl 00yueHust
TPYA0BbIE MJIU
npogeccuoHaJbLHbIE KOMHIETCHIINN
aelcTBUs
OT®.D.7. HAa ypoBHe 3HaHmii: xoHueniuioo CRM, srambl ee pa3BuTHS U
Crparterndeckoe 0COOEHHOCTH; OCHOBHBIE TOAXOJbl K YIPABICHUIO KIMEHTCKOM
YUPABJICHAC BRICTABOYHON 0asoii; crnenuduKy  BHEIAPEHHWS  KOHIENIUH  yIPABICHUS
JICATCIILHOCTRIO B3aMMOOTHOIIICHUSIMH C KIUEHTAMHU B JIEATEILHOCTh KOMIIAHUU;
OpraHusaluu -
ocHoBHble TUNBl CRM-cucTeM; aHATUTUYECKUE BO3MOXXHOCTHU
npodeccroHaIEHOTO 6
AHHBIX MPOTPAMMHBIX MPOIYKTOB; — OCOOCHHOCTH OTPaCIIEBBIX
OpraHm3aTtopa TOproBo- T1Kc-6.2 a porp poxy ’ p

TTPOMBINIICHHBIX
BeicTaBok/ Td. D/03.7.
IIpencraBnenue
MHTEPECOB OpraHU3aluH -
po¢eCcCHOHATHHOTO
OpraHu3aTopa TOpProBo-

CRM - penrenmii.

Ha YpPOBHe YMEHMii: IPOBOJUTH OOCIEIOBaHUE AEATEILHOCTH M
UT-undpacTpykTypsl NpennpusTHs C Ielbio  (HOpMHUPOBAHUS
HCIIOJIb30BaTh

KHHGHTOOpHCHTHpOBaHHOﬁ CTpaTeruu;

COBPEMEHHBIE pa3pabaThiBaTh

ACATCIIBHOCTHU TMPCANIPUATUSA B paMKax B3aMMOOTHOIICHUI C

MCTOJHKH, PCriiaMCeHThL

4




OTD/TD
(nMpu HATUY UK

Ko
npogcrangapra)/ A
KOMIIOHEHTA Pe3ysabTarsl 00y4yeHus
TPYydOBbI€e MJIU
npogeccuoHaIbHbIE KOMHETCHIMH
aeiicTBUs
HPOMBIIIEHHBIX BHICTABOK KIIMEHTaMH; IPUHIMAaTh 0OOCHOBAaHHBIE PEIICHHUS OTHOCHUTEIHHO
B OpraHax BAPUAHTOB YIIPAaBJICHUS TOM WM MHOW KIMEHTCKOM Ipynmnoil B
TOCYNapCTBCHHOTO 3aBHCHMOCTH OT €€ XapaKTePHUCTHUK.
TIpaBJICHUA, OTPACICBBIX
yip - OTP HAa YpOBHE HABBIKOB: HaBbIKaMH PalOOTHI C CHCTEMaMH Kiacca
COI03aX M aCCOLMALHIX
CRM, ux OCHOBHHIMH MOIYJISIMH; HAaBBIKAMH aHAJIM3a pPHIHKA
CRM — cucreM 1 MX pallMOHAIBHOTO BEIOOpA.
OT®.E.7. Opranuszauus HA ypoBHe 3HaHmii: Bo3MoxHOCTH CRM-cucreM mnoanepkku
OKCKYPCHOHHOM paboTel Ha THOOATBHOM pBIHKE; CYIIHOCTh W OCHOBHBIE
nesrensrocti/ TO. NPUHIUNB  POPMHUPOBAHUS TOTPEOUTENBLCKONW —ayAUTOPUH U
E/01.7. Onpenenenne B3aMMOJCHCTBUS C OTPeOUTENsIMH B cpene MIHTepHeT; OCHOBHbIE
KOHIICIIIUN U CTPATCTHUU
N TEOPETUYECKUE W  MNPAKTUYECKHUE  aCIEKThl  pa3paboTOK
Ppa3BUTHA SKCKYPCUOHHOU o
3¢ PeKTUBHBIX KOMMYHUKaii Mexxny U T-nepconanom u 6usnec-
OpraHn3anuu
10JIb30BATEIISIMHY; o011y10 XapaKTepUCTUKY  IPOLECCOB
3¢ PeKTUBHBIX KOMMYHUKaii Mexxny UT-nepconanom u 6usnec-
[I0JIb30BATEISMHU.
HAa yYpOBHe YyMeHuii: QopMmHupoBaTh  MOTPEOUTENBCKYIO
ayJUTOPHUIO U OCYLIECTBIIATH B3aMMOJICHCTBUE C TOTPEOUTENIMH;
OpPraHU30BbIBaTh NpPOJaXH B cpede VHTepHET, NpUHUMATH
00OCHOBaHHBIE PEIICHUS] OTHOCHTEIHBHO BAPHAHTOB YIPABICHHUS
MKe-7.1 TOM WJIM HWHOW KIHMEHTCKOM TpyNIoOH B 3aBUCHUMOCTH OT €€

XapaKTepPUCTUK; HCIOJIb30BaTh COBPEMEHHBIE MH(POPMALIOHHbIE
CHCTEMBI, TEXHOJIOTHU U PECYpPCHI IpH pa3paboTke 3¢ppekTHBHBIX
KOMMYHUKAaIUI MEXIY UT-nepconanom u Ou3Hec-
M0JIb30BATENIIMHU; PA0OTATh B IJI00ABHBIX KOMIBIOTEPHBIX CETAX;
- BBIOMpaTb  HEOOXOJAWMBIE  TEXHHUYECKHE  CpEICTBA |
nHPOPMALMOHHBIE CUCTEMBI i 3G (EKTUBHBIX KOMMYHHKALIU
mexay UT-niepcoHanoM U OM3HEC-TI0JIb30BaTEIISIMH.

HA ypPOBHE HABBIKOB: HaBBIKAMH MPAKTHUECKOW JIESTEIBHOCTHU C
UCIIONIb30BAaHUEM COBPEMEHHBIX HH(MOPMAIIMOHHBIX CHUCTEM H
pecypcoB  ansi AGQEKTHBHBIX KOMMYyHHKanuid Mexny WT-
MIEPCOHATIOM u OM3HEC-TI0JIL30BATEISIMY; METOJIaMH
(bopMupOBaHKs MOTPEOUTENBCKON ayANTOPUN M OCYLIECTBICHUS
B3aUMOJICHCTBHUSI C TIOTPEOUTENSIMH;, METOJaMU OpTaHW3aINH
nponax B cpene MHTepHeT.

2. O0beM U MeCTO JMCUMILIMHBI B CTPYKTYpe 00pa3oBaTe/bHOI NporpaMMbl

O0beM TUCHUIIUHBI

OO01mast Tpy10eMKOCTh TUCITUILIMHBI COCTaBiIsIeT 3 3aueTHbie eaquHuIlbl, 108 akanem. yacoB

/ 81 actp. yacos.

Bup padorsl TpyaoemkocTs
(B akageM. yacax)
Ounasi/3a0uHasi
OO01ast TPY/10€MKOCTh 108/108




KonTakTHas pa6ora 48/12

Jlexumn 16/4

[pakTHueckue 3aHsTUS 32/8

JlaGopatopHble 3aHATHS -/-

CamocTosiTe/IbHAs padoTa 60/88

Kontpois -14

@opMBI TEKYLIETO KOHTPOJISI K — keiic, YO — yctHbiit onpoc, KP —
KOHTpoJibHas pabdota, C — cemunap, JI+I1p —

JOKJIa+TIpe3eHTaIHs
®opMa NIPOMEKYTOUHOM aTTeCTAlUMN 3auer

MecTO IMCHUILVIMHBI B CTPYKTYpe 00pa3oBaTe/JIbHOM NMPOrpaMMbl

Hucuumnmaa b1.B.JIB.03.01 «Metoabl co3ganus KIMEHT-OPUEHTUPOBAHHBIX CTPYKTYp U
IPOIIECCOB B MHAYCTPHU [EIOBOTO M coObITuiiHoro typusma / Methods for creating client-
oriented structures and processes in the business and event tourism industry» oTtHocuTcs K
JUCLUIUIMHAM 110 BBIOOpPY BapHaTHBHOW 4YacTU NMPOQPECCHOHAIBHOIO LMKJIA y4EeOHOro IJiaHa
Hanpasienus 43.04.02 «Typusm» npoduis «MHIYCTPHS EIOBOTO U COOBITHIHOTO TypH3Ma.

Lenpto mpenogaBaHus MUCHUIUIMHBI SIBJISETCS (DOPMHUPOBAHUE 3HAHUH, MO3BOJISIONINX
CO37aTh IIEJIOCTHOE TMPEJICTaBICHHE O KOHIICTIIUKA YIPABJICHUS B3aWMOOTHOIICHUSMU C
kiueHTamMu (CRM), NOHATH OCHOBHBIE NPHUHIMIBI M CYIIHOCTh KJIMEHTO-OPHEHTUPOBAHHOTO
MOJX0Jla, M3YYUTh Mpolecc pa3paboTku M BHeApeHus koHuenmuu CRM Ha mpenmpusituu,
MIPUBUTH HABBIKM CAMOCTOSITENILHON pabOThI ¢ MPOrPaMMHBIMH MPOAYKTaAMH COOTBETCTBYIOLIETO
kiacca (CRM-cucremamn).

N3ydyenne naHHON AMCUMILIMHBI Oa3upyeTcsl Ha CAEAYOUIMX JUCIUILIMHAX:
«CoBpemennbie PR-TexHOMOTHM JET0BOTO U COOBITUIMHOTO Typu3May, «MapKeTHHT J1eJTI0BOTO U
COOBITUMHOTO TYpHU3Ma.

JlucuumiuHa  MOXET  Peaqu30BbIBAThCS C  NPUMEHEHHWEM  JIUCTAaHIIMOHHBIX
oOpa3zoBatenbHbIX TexHonorui (manee — J10OT).

JlocTyn K cuCTeMe IUCTAHLMOHHBIX OOpa30BaTEIbHBIX TEXHOJOTUH OCYIECTBIISETCS
KOKIBIM OOYYaroIMUMCS CaMOCTOSATEIBHO € J0OOro ycTpodcTBa Ha mopraie: https:/sziu-
de.ranepa.ru/. [Taponb U JIOTUH K TUYHOMY KaOMHETY / MPOQUIIIO MPETOCTaBIIETCs CTYIEHTY B
JIeKaHaTe.

Bce gopmbl Tekymiero KOHTpoOIIsl, MPOBOJMMBIE B CUCTEME JUCTAHIIMOHHOTO OOYyYEHUS,
OILICHMBAIOTCSl B CUCTEME JUCTAHLIMOHHOTO oO0yuyeHus. JIOCTym K BUIEO U MaTephallaM JIeKUUN
IPEIOCTABIISETCS B TEUEHUE BCero cemecrpa. JlocTynm K KaxaoMmy BUAy pabOT M KOJMYECTBO
MOMBITOK Ha BBIMOJHEHUE 3aJaHUs TPEAOCTABISIETCS Ha OTPaHHMYEHHOE BpEMS COTJIACHO
perJaMeHTy JOUCHUIUIMHBI, omyonukoBanHomy B CJIIO. IlpenogaBaTenb — OlIEHHMBAeT
BBINOJIHEHHBIE O0y4aromuMmcs: paboTel He no3aHee 10 pabounx AHEH Mmocie OKOHYaHUS CpoKa
BBITIOJTHEHMSI.

N3ydyeHne AMCUMIIIMHBI OCYIIECTBISETCSI B TEUEHHE OJHOTO CEMEcCTpa: JJisi CTYACHTOB
OouHOU (PopMBI 00ydeHust — Ha 3 cemecTpe 2 Kypca. s cTyaeHToB 3a09HO# (HOpMBI 00yUeHHS
M3y4eHUEe AUCHUIIMHBI OCYIIECTBIISETCS B TEUEHUE 2 Kypca.



3. Coep:kaHue U CTPYKTYPa AUCUHMILTUHBI

3.1. CTpyKTypa JTUCHUNIUHBI
Ounasn hopma odyuenusn

Ne n/m HaunmenoBaHue tem O0beM TMCHUILUINHBI (MOAYJIST), Yac. Dopma
H/WJIM pa3fieioB Bcero | KonrTakTHas paGora o6yuyarommxes | CP TeKYyIero
¢ mpemnojaaBarTeseM KOHTPOJIsI
10 BUAM Y4eOHBbIX 3aHSATHIl ycmeBaeMocTu™,
J/A0T JIP/ m3/ KCP MPOMeKYTOYHOM
A0T A0T arrecTaunuu
Topic 1 | Theoretical Aspects of a
Customer-Oriented 18 3 5 10 vyO
Approach
Topic 2 | Architecture, state of the
market and features of
projects for the
implementation of 18 2 5 10 J+IIp
relationship and
customer management
systems
Topic 3 | CRM strategy 18 4 5 10 KP, VO
development process
Topic 4 | Implementation of
marketing functions in 18 2 6 10 VO, K
CRM
Topic 5 | Support for sales
processes in CRM 18 2 6 10 VO, K
systems
Topic 6 | Analytical capabilities
of CRM 18 3 5 10 C
IIpoMexyTrouHas arrecTanus 3auér
Bcero (axan/actp): 108/ 60/
81 16/12 32/24 45
Ipumeuanue:* K — xeiic, YO — ycmuuuii onpoc, KP — konmponvnas paboma, C — cemunap, /[+I1p —
Odoknad+npezenmayusi
3aounasn hpopma odyuenusn
Ne ni/m HaumeHnoBaHue Tem O0beM JUCHUIIMHBI (MOYJIsT), Yac. Dopma
W/MJIN pa3/iesioB Bcero | KonrakTHasi paGora o0y4yarommuxcsa | CP TEKYIero
¢ mpemnoaaBareaeM KOHTPOJIs
10 BUAAM Y4eOHbIX 3aHATHI ycneBaeMocTH™,
J/A0T JIP/ 3/ KCP NPOMEKYTOYHOM
AOT AOT aTTecTAlNU
Topic 1 | Theoretical Aspects of a
Customer-Oriented 19 1 2 16 YO
Approach
Topic 2 | Architecture, state of the
market and features of
projects for the
implementation of 18 - 2 16 I+Ip
relationship and
customer management
systems




Topic 3 | CRM strategy 19 1 2 16 KP, YO

development process

Topic 4 | Implementation of

marketing functions in 19 1 2 16 VO, K
CRM

Topic 5 | Support for sales
processes in CRM 19 1 2 16 YO, K
systems

Topic 6 | Analytical capabilities )
of CRM 18 2 16 C

IIpomexyTouHas arTecTarus 4 3auér

Bcero (akan/actp): 108 4 ‘ ‘ 8 ‘ ‘ 92

3.2. Conep:xkaHue TUCUMILIAHBI

Topic 1. Theoretical aspects of a client-oriented approach

Definition of the term CRM. The essence and principles of the concept of CRM.
Prerequisites for the emergence of this approach. Customer relationship management
information systems (CRM). Purpose, relationship with the application of the concept of CRM.
Relationship with CIS. Classification and functions, types of CRM. The main components of
CRM systems. Sources of CRM effectiveness. History of CRM development. Concept
applicability criteria. Benefits from implementing CRM.

Topic 2. Architecture, market conditions and features of projects for the
implementation of customer relationship management systems

Architectural components of the CRM system. Integration with other systems. Overview
of the CRM-solutions market. Market of Russian CRM-systems. The main criteria for choosing a
CRM system (type of CRM system, the possibility of CRM and accounting systems working
together, compliance with the peculiarities of domestic business practices, availability of services
for implementation and maintenance in your region, total cost of ownership, integration with
telecommunications, web applications and other software products, the possibility of organizing
a remote workplace). Implementation of customer relationship management systems.

Topic 3. The process of developing a CRM strategy

Points of interaction between the company and the client. Relationship management with
partners, B2B (business-to-business) and B2C (business-client) interaction channels. The
evolution of customer retention methods. Loyalty programs. Features of CRM-systems in
various fields of activity. Implementation of CRM-systems in financial organizations (banks,
insurance and investment companies). Possible development proposals (“second product
strategy”, cross-selling, financial consulting). Problems of automation of client interaction in
financial organizations. Strategic requirements for departments that interact with clients.
Calculation of profitability/value of clients. Customer service based on the value model.
Implementation of CRM-systems in telecommunication companies. Price management and
formation of service packages. Implementation of CRM-systems in the field of retail sales. Use
of CRM-systems in the field of trade marketing. The main problems of Russian manufacturing
companies when working with sales channels. Analysis of failures of projects for the
implementation of CRM-systems. Overview of directions for the development of CRM-system
functions. Best practices for using CRM - systems in various fields of activity.

Topic 4. Implementation of marketing functions in CRM




The evolution of marketing: product marketing, direct marketing, target marketing. Event
Marketing, Permission Marketing, Relationship Marketing and One on One Concept. Marketing
technologies in CRM-systems. Principles of customer segmentation. Formation of target groups
of clients. Segmentation of customers by reaction to marketing offers. Segmenting customers by
acquisition strategy. Management of marketing campaigns in CRM-systems. Techniques for
improving marketing campaigns. CRM support for closed-loop marketing campaigns. Customer
retention methods. Optimization of sales channels.

Topic 5. Support for sales processes in CRM systems

Sales automation systems. Main functional modules and strategies for their use.
Accounting, management, analysis of sales in CRM-systems. Management of information about
contacts and counterparties. Integration of front office activities. CRM support for sales
regulations. Management of potential transactions (functions for calculating the probability of a
transaction). CRM-support and control of functions of sales managers. Sales automation and
mobile CRM solutions. Knowledge management in CRM (Knowledge Management Systems).
Topic 6. Analytical capabilities of CRM
Problems of integration of customer information, data storage. Tools for analyzing CRM systems
(methods of multivariate statistical analysis, Data Mining tools, forecasting). OLAP-technologies
(analytical processing in real time) in CRM-systems.

4. MaTepuajbl TEKYLEro KOHTPOJIS YCIIeBaeMOCTH 00y4aroluXcst
4.1. B xope peammzaumu aucuumiimabl b1.B./[B.03.01 «Memoovt co3d0anus Kiuenm-
OPUEHMUPOBGAHHBIX CHMPYKMYD U RPOUECco8 8 UHOYCMPUU 0e106020 U COObIMUIIHOZ0
mypusma | Methods for creating client-oriented structures and processes in the business and
event tourism industry» HCHONB3YHTCS CleAyHOIIHEe MeTOAbl TeKYIIero KOHTPOJIs
yCIeBaeMOCTH 00y4aroImnXcs:

[lpu mpoBeleHUM 3aHATUI JICKIIMOHHOTO THIIA: JICKIIMOHHBIM MeToJ (Jiekuus-Oecena),
YCTHBIN OITPOC.

IpU TPOBEACHUH 3aHSATHH CEMUHApPCKOTO THIA: YYacTHE Ha CEMHHApe, BBICTYIICHUE C
JOKJIQJIOM ¥ TIpe3eHTaluel, pelmeHne KercoB, OOCYXIEHHE BONPOCOB, BBIOJHEHHE
KOHTPOJIbHON paboThI.

IpU KOHTPOJIE PE3YyIbTaTOB CAMOCTOSTENBLHONW pabOTHl CTYACHTOB: CaMOCTOSTEIBHOE
U3ydeHHE JIMTepaTyphl; JIOMAIlHUE 3aJaHHs, KOTOpBIE BKIIOYAeT B ceOS BBIOJHEHHE
Pa3ITUYHOTO poJia 3a/laHuii, KOTOpble OPUEHTHPOBAHKI Ha OoJiee TITyOOKOe YCBOEGHHE MaTepuaia
U3y4aeMO TUCIIHUIUIAHBI.

B cayuae peanuzayuu oucyuniunvt 6 JOT ¢opmam 3a0anuii adanmuposan OJisl
niamgopmor Moodle.

4.2. TunoBble MaTepHaJIbl TEKYLIEr0 KOHTPOJIS yCIIeBAeMOCTH 00y4aroluXcst
Tunosblie OLleHOYHBIE MaTepuabl MO Teme Nel
NHTepakTUBHBIC 3aHATHSA: TPYNIIOBOE 00CYXKIeHHE BOIPOCOB, HCIOJIb30BAHNE MHTEPHET-
pecypcos.
1.What is CRM? Define this term in terms of concept and information technology.
2.Name the basic principles of the CRM concept.
3. How does the concept of CRM differ from the concept of traditional marketing?
4. List and describe the prerequisites for the emergence of a client-oriented approach.5.
What is the role of a customer-centric approach in the concept of relationship marketing?



6. Tell us about the history of the emergence and development of the CRM approach in Russia.
7.Name and characterize the main types of CRM.
8. Expand the concept of e-CRM.

Tunosble OLCHOYHBbIC MAaTEPHUAJIbI IO TEME Ne2

NHTepakTUBHbIE 3aHATHS: NMOATOTOBKA U NMPe3eHTANUM JOKJIAA0B 0 KOHKpeTHbIXx CRM-
cHCTeMAaX JIJIsl KOJLUIEKTUBHOTO 00CY K/IeHUs B TPYIIIe.

1. Purpose of the CRM strategy.

2. Definition of the term CRM. The essence and principles of the concept of CRM. Prerequisites
for the emergence of this approach.

3. Information systems for customer relationship management (CRM). Purpose, relationship with
the application of the concept of CRM. Relationship with CIS.

4. Classification and functions, types of CRM. The main components of CRM systems

5. Ucrounuku s¢dexkruBHocT CRM. Hctopus passutus CRM. Kpurepuun npumMeHHMOCTH
koHuenuuu. [Ipenmymectsa, nomydaemsie oT BHeApeHuss CRM.

6. ApxuTeKkTypHble KOMIIOHEHThI cucTeMbl CRM.

7. UuTerpanus ¢ npyrumu cuctemamu. O630p peinka CRM-pemieHuii.

8. Peinok Poccutickux CRM-cucrem.

Tunosble OLCHOYHbIC MaTEPHUAJIbI IO TEME Ne3

1. BoinosiHeHne KOHTPOJIbHOI padoThl «@opmupoBanue TpedoBannii Kk CRM-cucreme Ha
ocHOBe aHau3a pbiHka CRM-cucrem».

2. HHTepakTHBHbIE 3aHATHS: TIPYNNoOBOe 00Cy:KIeHHe BOMPOCOB, WCIOJb30BaHHE
HHTEPHET-PecypcoB.

1. Implementation of the control work "Formation of requirements for a CRM system based on
an analysis of the CRM systems market."

2. Interactive classes: group discussion of issues, use of Internet resources.

1. What is the process of developing a CRM strategy, what parts does it consist of?

2. Describe the business strategy as part of the CRM strategy development process.

3.What is the business vision? What elements does it consist of?

4.Name the industry and competitive characteristics as part of the process of developing a CRM
strategy.

5. Tell us about the industry analysis model.

6.Tell us about the model of general strategies.

7. Tell us about the model of market leaders.

8. Tell us about the cost leadership strategy.

9. Tell us about your differentiation strategy.

10. Tell us about the focus strategy.

11. Tell us about the operations leadership strategy.

12. Tell us about the product leadership strategy.

13. Tell us about the strategy of proximity to the client.

14. Describe the client strategy.

TunoBble OLlEeHOYHbIE MaTepPHUAaJIbI 110 TeMe Ned
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NHTepakTUBHbIE 3aHATHSA: TPYNIIOBOE 00CYKIeHUEe BONMPOCOB, UCIOJIb30BAHUE UHTEPHET-
pecypcoB.

1. What is the role of information in the information management process according to the
concept of CRM?

2. What is the role of information technology in the information management process according
to the concept of CRM?

3. What are the technical obstacles that arise in the process of developing a client-oriented
strategy?

4. What is a data repository, what role does it play in CRM?

5.What is a database, how is it related to a data repository?

6. Define the data warehouse, list the types of data warehouses.

7. What is a data mart? 8. Name and characterize the CRM strategy options for a data repository.
9.What role do analytics play in customer relationship management?

10. Name the standard data mining programs.

11. Name the specialized packages of analytical programs.

TunoBble OLlEHOYHbIE MATEPHUAJIBI 110 TeMe NeS

I/IHTepaRTI/IBHbIe 3aHATHUSI: TPYIIIOBOE oﬁcym)le}me BOIIPOCOB, UCIIOJB30BAHUE UHTECPHET-
pecypcos.

1. The evolution of marketing: product marketing, direct marketing, target marketing.

2. Event Marketing, Permission Marketing, Relationship Marketing and One on One Concept.
Marketing technologies in CRM-systems.

3. Principles of customer segmentation. Formation of target groups of clients.

4. Segmentation of customers by reaction to marketing offers. Segmenting customers by
acquisition strategy.

5. Management of marketing campaigns in CRM systems.

6. Techniques for improving marketing campaigns. CRM support for closed-loop marketing
campaigns. Customer retention methods. Optimization of sales channels.

Tunosnle OLCHOYHBIC MAaTEPHUAJIbI IO TEME Ne6

1. O0cy:knenune BOIPOCOB CEMHUHAPA.

I/IHTepaKTI/IBHbIe SAHATHSA: JOKJIAAbI CTYICHTOB.

1. Ideas of one of the founders of scientific management G. Gantt about the social responsibility
of business.

2. Conceptual approaches to the humanization of the entire world socio-economic life in the
1970s-1980s.

3. Imperial Philanthropic Society in Russia at the beginning of the 19th century. Becoming. Main
directions of activity.

4. Stakeholders and corporate social responsibility. Relationship forms.

5. Types of corporate social responsibility ("Caroll's Pyramid™) and their brief description.

6. Legal, professional, economic, moral and ethical responsibility as forms of corporate social
responsibility.

7. The moral meaning of labor, which arose in the era of the Renaissance and the Reformation.

8. Association of Managers of Russia and its role in solving the problems of social responsibility.
9. Quality of working life in the context of corporate social responsibility.
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10. Basic principles of the UN Global Compact on the social responsibility of entrepreneurship.
11. Brief description of Western models of corporate social responsibility.

12. The concept of duality (personal-corporate) in the form of reflecting corporate social
responsibility.

13. The concept of "stakeholders™ in corporate relations. General characteristics.

14. Various public institutions as a form of social responsibility.

15. Social reporting of the company as a form of informing the society about the social
responsibility of business.

16. The concept of "ethical needs" in the developed countries of the world.

17. Codes of corporate social responsibility of companies. Concept. Approaches. Definitions.

18. Reformation as the basis of the Protestant work ethic. General concept.

19. Principles of social justice as the basis of corporate social responsibility.

20. Social responsibility of small business. Peculiarities. Concept.

TunoBble OLlEeHOYHbIE MaTePHAJIbI 10 TeMe Ned, 5
OO0pa3sen cuTyanMoHHOM 3a1a4M (Keiica)

IIpoananuszupyiime ungopmayuio, onpedeiume, YCMAHOBUMe U YKadcume ceoe

OmMHOWeEeHUe K 3aMPOHYMOU meme, chopmyaupytime omeemsl Ha 60NPOCHL.

CASE: Implementation of call tracking and CRM in a travel agency

In October 2015, a CRM system and CallTracking were implemented in a travel agency and a
visa center.

The Berg-tourism company has been operating since 2005, in 2014 the subsidiary company
Regional Visa Center began to work, in 2015 a branch was opened in Togliatti. The number of
staff is 10 people.

Problems:

* There are several sources of advertising: yandex.direct, google.adwords, seo yandex,
seo google, social networks. It is not clear where how many customers come from.

* Incomprehensible effectiveness of each advertising channel, it is impossible to evaluate
the effectiveness of the work of specialists: SEO specialist, directologist, smm-specialist
» there are 5 different mobile phones in the office, each has a signed platform, but in fact
most of the calls go to 1-2 phones that are disconnected, calls are lost, the source of the
call can be traced very inaccurately.

* a branch in Tolyatti is launched and the question arises of how to remotely control an
employee there, to monitor that he speaks according to the script

« it is not clear how many calls per day/week/month come to Tolyatti

* There are no statistics on the number of calls and requests for Samara either. There is
information only for orders, incomprehensible call / order conversion

* There are 2 visa center managers and 4 travel agency managers. It is not clear how
many transactions each employee has in work, applications are distributed randomly.

* The head of the sales department in such a situation cannot make managerial decisions.
* The owner cannot make decisions regarding the investment of money in a particular
advertising channel

Within a month, the manager does not have data on sales, applications, management
decisions are made with a huge delay. it is impossible to correct the work within a month

12



e The client in the office is asked where he found the information, in Yandex or Google

Tasks

* Implement dynamic call-tracking on the site and static on social networks
* Implement CRM system
* Implement ip-telephony
* Provide training for employees to work with the CRM system and telephony

5. OneHo4YHbIEe MaTEePHUAJIbI IPOMEKYTOYHON ATTECTALMM 1O TUCUHUIIJIMHE

5.1. 3a4éT NMpPoBOAMTCA ¢ MPUMEHEHUEM CJeAYIOIMX MeTOA0B (CPeACTB): B paMKax CJadd

3auéTa MpeayCMaTPUBACTCS YCTHBIE OTBETHI CTYICHTOM I10 OUJIETY.

B cnyuae nposedenus npomexcymouHou ammecmayuu 6 OUCHAHYUOHHOM pedcume
ucnoawvzyemcs naamgpopma Moodle u Teams.

5.2. OueHoYHbIe MATEPHAJIHI IPOMEKYTOYHOM ATTECTAIUH

KommnonenTt IIpoMe:Ky TOUHBII/KII0YeBOT Kpurepuii ouennBanus

KOMIIETEHIIM U HHINKATOP OLlCHUBAHMS
[1Kc-6.2 CrocobeH | [Tormmaer w  obocHoBbiBaeT  mepen | ChopmupoBaHo ymeHHne oOecrednBaTh
000CHOBEIBaTh  Mepeq | COOCTBEHHHKaMy On3Heca BHIBI padOT To | pa3paboTKy H pealu3aluio Om3Hec-
COOCTBEHHHKAMU pa3paboTKe W pealu3aldyl TMPOEKTOB IO | INIAHOB B OpraHm3auusx  cgepsl
OnsHeca BHUABI PaboT IO | BHEAPCHUIO OpraHu3alMoOHHO- | Typu3Ma. [IpuBogut mpumeps. [lemaer
pa3paboTke U | yIIPaBICHYECKUX WHHOBAIHIA Ha | 00OCHOBAaHHBIEC BBIBOIBI.
peanuzaldyd  MPOCKTOB | MPEANPUATHAX chepbl TypU3Ma. Ycnemrnoe u CHUCTEMAaTHYECKOe
1o BHCAPCHUTIO IMPUMCHCHUC HaBbIKOB IMPUMCHCHUA
OpraHM3aIlMOHHO- CIICIHATN3UPOBAHHBIX  MPOTPAMMHBIX
YHOpaBJICHYCCKUX IIPOAYKTOB u 633 JaHHBIX JIsL
WHHOBAIIUH Ha pa3paboTKu W peaju3anuu  Ou3Hec-
npennpusaTusX  chepsl IVIAHOB B OpraHm3aiusx  cgepsl
TypH3Ma. TypusMma. [IpuBONT pUMeEpBI.
IMKc-7.1 Cnocob6eH | OG0CHOBBIBaET MapKeTUHIOBYIO | YeTKO M MpaBUIIBHO JIaeT ONpeeIeHus,
000CHOBBIBATH KOHIIENIUIO NpeAnpuaATHs cdepsl TYpU3Ma | qorHo PacKpbIBacT coziepKaHme
MapKEeTHHTOBYIO c UCIIONIb30BaHUEM COBPEMEHHBIX | | opyorris BEPHO HCTIONb3yeT
KOHLETILIUO MH()OPMATMOHHO-KOMMYHHKATHBHBIX
NPEAIPUATUSL cdepsl | TEXHOJIOTHH. TCPMHHOIOTHIO, . fipu 3TOM  OTBCT
TypH3Ma c CaMOCTOSITEIIbHBIH, VICTIOJTb30BaHBI
UCIIOJIb30BaHUEM paHee puoOpeTEHHBIC 3HAHUSI.
COBPEMEHHBIX Beinonuser BCE olepanuy,
HHQOPMAIHOHHO- TIOCJIEIOBATEIIbHOCTh MX BBIITOJHEHHS
KOMMYHHKATUBHBIX
TeXHOLOIHIA JOCTaTOYHO  XOpOLIO  HpOJyMaHa,

JIEVICTBHUE B I1€JIOM OCO3HAHO.

Brageer BCEMH HEO0O0XOAUMBIMU

HABBIKAMHM H/HJIU UMEET OIIBIT.

TunoBbie OLIEHOYHbIE MATEPHAJIbI IPOMEKYTOYHOM aTTeCTALMU
IlepeyeHb BONPOCOB K 3a4€Ty

H3noxncume meopemuueckue OCHO8bL N0 OAHHOU meme (Oaiime onpeoeseHusl,

nepeuucaiume u Hazoseume) u 000CHyime (ap2ymenmupyiime u npooemoncmpupyiime) ceoe

OomHouenue K OGHHOoU meme (Ha KOHKPemHom npumepe):
1. Strategy for managing client relationships.
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"Industrialization” of sales and marketing.

2. Purpose of the CRM strategy.

3. Definition of the term CRM. The essence and principles of the concept of CRM.
Prerequisites for the emergence of this approach.

4. Information systems for customer relationship management (CRM). Purpose,
relationship with the application of the concept of CRM. Relationship with CIS.

5. Classification and functions, types of CRM. The main components of CRM systems.

6. Sources of CRM effectiveness. History of CRM development. Concept applicability
criteria. Benefits from implementing CRM.

7. Architectural components of the CRM system.

8. Integration with other systems. Overview of the CRM-solutions market. Market of
Russian CRM-systems.

9. The main criteria for choosing a CRM system (type of CRM system, the possibility of
CRM and accounting systems working together, compliance with the peculiarities of domestic
business practices, availability of services for implementation and maintenance in your region,
total cost of ownership, integration with telecommunications, web applications and other
software products, the possibility of organizing a remote workplace).

10. Implementation of customer relationship management systems. Points of interaction
between the company and the client. Relationship management with partners, B2B (business-to-
business) and B2C (business-client) interaction channels. The evolution of customer retention
methods. Loyalty programs

11. Features of CRM-systems in various fields of activity. Implementation of CRM-
systems in financial organizations (banks, insurance and investment companies).

12. Possible development proposals (“second product strategy”, cross-selling, financial
consulting).

13. Problems of automation of client interaction in financial institutions. Strategic
requirements for departments that interact with customers.

14. Calculation of profitability/value of clients. Customer service based on the value
model.

15. Implementation of CRM-systems in telecommunications companies. Price
management and formation of service packages. Implementation of CRM-systems in the field of
retail sales.

16. Use of CRM-systems in the field of trade marketing.

The main problems of Russian manufacturing companies when working with sales
channels.

17. Analysis of failures of projects for the implementation of CRM-systems. Overview of
directions for the development of CRM-system functions. Best practices for using CRM -
systems in various fields of activity.

18. Evolution of marketing: product marketing, direct marketing, target marketing.

19. Event Marketing, Permission Marketing, Relationship Marketing and One on One
Concept. Marketing technologies in CRM-systems.

20. Principles of customer segmentation. Formation of target groups of clients.

21. Segmentation of customers by reaction to marketing offers. Segmentation of customers
by acquisition strategy. Management of marketing campaigns in CRM systems.

22. Techniques for improving marketing campaigns. CRM-support for “closed-loop”
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marketing campaigns. Methods of customer retention. Optimization of sales channels.

23. Sales automation systems. The main functional modules and strategies for their use.
Accounting, management, sales analysis in CRM systems.

24. Managing information about contacts and counterparties. Integration of front office
activities. CRM-support of sales regulations. Management of potential transactions (functions for
calculating the probability of a transaction).

25. CRM-support and control of the functions of sales managers. Sales automation and
mobile CRM solutions. Knowledge management in CRM (Knowledge Management Systems).

26. Problems of integration of customer information, data storage. Tools for analyzing
CRM systems (methods of multivariate statistical analysis, Data Mining tools, forecasting).
OLAP-technologies (analytical processing in real time) in CRM-systems.

Ilkana oneHnBaHUsA
OneHka pe3yiabTaTOB NPOMU3BOAUTCA Ha ocHOBe IlojoxeHus o TekylieM KOHTpOJe
yclieBaeMOCTH  OOyyaromMxcsi M [POMEXYTOYHOM  arrecTauMu  oberaromuxcs 10
o0pa3oBaTeNbHBIM IIPOrpaMMaM CpeIHEro NpoeCCHOHAIBHOIO M BbICIIEr0 OOpa30BaHUS B
(denepambHOM  TrOCylapCTBEHHOM OOJUKETHOM| 0Opa30BaTEIbHOM  YUPEXKJIEHHHM  BBICLIETO
obpaszoBanus «Poccuiickas akageMHH HAapOIHOIO XO3SIMCTBA W TOCYJApCTBEHHOW CIYKOBI MpH
[Ipesunente Poccuiickoit denepanuny», yreepxaeHHoro Ilpukazom Pexropa PAHXul'C mpu
[Ipesunente PO ot 30.01.2018 r. Ne 02-66 (.10 pasnena 3 (mepBbiii ab3amn) u m.11), a Takxke
Pemenuss VYuenoro cosera CeBepo-3anaaHoro wuHcruryra ympasienuss PAHXul'C npu
[Ipesunente PO ot 19.06.2018, mpoTokon Ne 11.
OneHka «3a4YTeHO» - CTYICHT IIOKa3blBaeT IJyOOKOE OCBOGHHE IPOrpaMMHOIO
MmarepHala, rpaMOTHOE €ro U3J0XKEHHUe, JOIYCTUMbl HE CYIIECTBEHHbIE HETOYHOCTH B OTBETE U
IPY PELICHNHU NMPAKTUUECKUX 33/]1a4, BHIIOJHEHUE TeKyIIel paboThl B CEMECTpE.

OneHka «He 3a4TEHO» - CTYJIEHT [TOKa3bIBaeT C1a0blil ypOBEHb TEOPETUUECKUX 3HAHUH,
HE3HaHWE 3HAUMTENbHOM 4YacTH MPOrpaMMHOr0 MaTepuaia, HeyMeHue chopMyarpoBaTh
IIPaBUJIbHBIE OTBETHI HA BOIPOCHI, HEBBIITOIHEHUE IIPAKTUYECKUX 3aJaHU.

6. MeToguyeckue MaTepuajbl 10 0CBOCHUIO TUCHHUILINHBI

CryneHT JomycKaeTcs K 3a4eTy 10 JUCIHUIUIMHE B CIydae BBIIOJIHEHUS UM BCEX 3aJlaHUI
Y MEPONPHUATUH, IPELYCMOTPEHHBIX IIPOrPaMMON JUCIIUIINHEL.

3ayeTbl OpPraHM3yIOTCSI B TEPUOJ CECCMM B COOTBETCTBHM C TEKYIIUM TpaduKoM
y4eOHOTro Ipolecca, yTBEpPKIACHHBIM B COOTBETCTBUHU C ycTaHOBIeHHBIM B C3UY mopsakom.
[TponomKUTENPHOCT 3aueTa Ul KaKIOro0 CTyJEHTAa HE MOXKET IPEeBBIIIATh YETBIPEX
aKaJeMHYECKHX 4YacoB. 3a4eT HE MOKET HauuHatbesd paHee 9.00 yacoB M 3aKaHUMBATHCSA
no3aHee 21.00 gaca. 3adueT NpoBOAMUTCS B ayAUTOPUH, B KOTOPYIO 3aIyCKAKOTCS OJHOBPEMEHHO
He Ooisiee 5 denoBek. BpeMs Ha MOATOTOBKY OTBETOB MO OWJIETY KaxJoMy OOydaromemycs
otBoautcs 30-40 munyt. [Ipu sBKe Ha 3a4eT OOyJArOIIHMIICS TOJDKEH UMETh MpU cebe 3a4eTHYIO
KHIKKY. Bo Bpems 3auera oOydaromyecs MO PELICHUIO NMPEroAaBaTessi MOTYT IOJIb30BaThCA
y4eOHOI porpaMMoit TUCIUIITUHBI U CIPABOYHON JIUTEPATYPOH.

Ob6yuenne mno auctmuimae  b1.B.JIB.03.01  «Metonsl  co3maHusi  KIMEHT-
OPHEHTHPOBAHHBIX CTPYKTYP M IPOLIECCOB B WHAYCTPUU AEIOBOTO U COOBITHHHOTO Typu3ma /
Methods for creating client-oriented structures and processes in the business and event tourism
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industry» mpeamonaraeT u3y4eHHe Kypca Ha ayTUTOPHBIX 3aHATHSIX (JIEKIUH M MPAKTHYCCKHE
3aHATHSI) M CAMOCTOATEIbHOW paboThl CTYACHTOB, BKJIOYas TMOATOTOBKY K 3auérTy.
[Ipaktuueckue 3austus gucuurmHael  b1.B.JIB.03.01 «Metoasl co3naHust  KJIMEHT-
OPUCHTHUPOBAHHBIX CTPYKTYpP U TMPOLIECCOB B UHAYCTPHH JICIOBOTO M COOBITHHHOTO Typu3ma /
Methods for creating client-oriented structures and processes in the business and event tourism
industry» mpeamosiaraloT HMX IPOBEICHHE B pPa3IWYHBIX (OpMax ¢ IIEJIbI0 BBISBICHUS
MOJIyYEHHBIX 3HAHUM, YMEHUW, HABBIKOB U KOMIIETCHIIMI.
Iloozomoexa k nexyuu

C uenbto obecrieueHus yCrenHoro 00y4eHus CTyIeHT I0JKEH TOTOBUTHCSA K JICKIIUH,
MOCKOJIbKY OHA SIBJISICTCSI BAYKHEHIIeH (popMoli opraHu3aiiy yaeO0HOro Mpoiiecca, MOCKOIbKY:

— 3HAKOMUT C HOBBIM Y4€OHBIM MaTEpPHAIIOM;

— Ppa3bsCHSET yueOHbIE JIEMEHTBI, TPYAHbIC JIJIsl IOHUMAHUS;

— CHCTeMaTHU3UpyeT yueOHBI MaTepuar;

— OpHUECHTHPYET B yueOHOM Ipoliecce.

Ilooz0mogKa K neKyuu 3aKa04aemcs é c1e0yrouiem:

— BHHUMATEJIBHO NMPOYUTANTE MaTepUal MPEIbIAYIICH JICKIUH;

— y3HaiiTe TeMmy mpeicTosied JeKnuu (M0 TeMaTH4YeCKOMY IUIaHy, 1Mo HH(opManuu
JIEKTOpA);

03HAKOMBTECH C YUEOHBIM MAaTEPUAJIOM IO YYEOHUKY U YIEOHBIM TOCOOUSIM;
nocTapaiTech ysICHUTh MECTO U3y4aeMOl TEMbI B CBOEH MPpodeccuOHAIbHOMN MOArOTOBKE;
3aMUIIATE BO3MOKHBIE BOIIPOCHI, KOTOPBIE BbI 33/1aJIUTE JIEKTOPY Ha JICKLUU.
Iloozomoexa Kk npaKkmuueckum 3aHAMUAM:

— BHUMATEJIBHO MPOYUTANTE MATEPHAIl JICKIUA OTHOCAIIUXCSA K JAHHOMY CEMHUHAPCKOMY
3aHATHIO, 03HAKOMBTECH C YUEOHBIM MaTepUaIOM MO YYEOHUKY B YU€OHBIM ITOCOOUSIM;

— BBINUILINTE OCHOBHBIE TEPMUHBI;

— OTBEThTE€ HAa KOHTPOJbHBIE BOMNPOCHI MO CEMHUHApPCKUM 3aHSATUSAM, TOTOBBTECH IaTh
pa3BEpHYTHIN OTBET HA KaXK/IbIi U3 BOIIPOCOB;

— YyACHHUTE, Kakue Yy4eOHBIE HSJIEMEHTHI OCTAUCh NJs Bac HESCHBIMM U TOCTapalTech
MOJIYYUTh HAa HHUX OTBET 3apaHee (10 CEMHUHAPCKOTO 3aHSATHS) BO BPEeMsl TEKYIIUX
KOHCYJIBTAIIMH IPEToJaBaTes;

— TOTOBHUTHCS MOKHO MHAMBHUIYAITBHO, MTAPAMU WM B COCTABE MaJIOW TPYIIIbI, MOCIETHUE
ABISAIOTCA 3 HEeKTUBHBIMU (hOpMaMu pabOTHI.

Iloozomoexka Kk onpocy TpENCTaBIsSET COOOM MPOCKTUPOBAHHE CTYIEHTOM OOCYXKIEHUS B
rpymnme B popMe AMCKYCCHH. B 3THX LensiX cTyneHTy He0OX0IuMO:
— €caMOCTOATENbHO BBIOpATh TeMy (Mpo0iieMy) AJis MPOBEIEHHs ONpOca;
— pa3paboTarh BOINPOCHl, NPOAYMaTh MPOOJIEMHBIE CHUTyalludn (C HCIOIB30BAaHUEM
NepPUOANYECKOM, HAYYHOH JINTEPATyphl, a TAKKE UHTEPHET-CaliTOB);
— pa3paboTaTh IUIAH-KOHCHEKT OOCYKIEHHS C YKa3aHHMEM BpEMEHH OOCYXIACHHUS,
BOIIPOCOB, BAPMAHTOB OTBETOB.
BriOpanHas crysaeHToM TeMa (mpoOsema) JOKHa ObITh aKTyalbHa Ha COBPEMEHHOM
JTarne pa3BUTHS, JOJDKEH OBbITh MPEACTaBIEH MOAPOOHBIN MIaH-KOHCIEKT, B KOTOPOM OTpPa)KEHbI
BONPOCHI NIl JTUCKYCCHM, BPEMEHHOH periamMeHT OOCYXKIEHHs, JaHbl BO3MOXXHbIE BApUAHTHI
OTBETOB, UCMOJIb30BaHbl IPUMEPHI U3 HAYKU U MPAKTUKH.
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MeTtoauyeckue peKOMEeHAalMHU 110 YCTHOMY BONIPOCY

VYCTHBIA OonpocC SIBISIETCS OJAHUM W3 OCHOBHBIX CIIOCOOOB IPOBEPKM YCBOEHUS 3HAHUMI
oOyyaromuMucs. Pa3BEpHYTBIE OTBET CTyAEHTa JOJDKEH MPEICTAaBIATh COOOH CBSI3HOE,
JIOTHYECKH TIOCIIEA0BATEIbHOE COOOIICHNE Ha ONpEACTIEHHYIO TEMY, MOKa3bIBaTh €r0 YMEHHE
MPUMEHATh OIPEAENICHUs, IpaBUia B KOHKPETHBIX cCllydasX. OCHOBHbIE KPUTEPUU OLICHKU
YCTHOTO OTBETa: MPAaBUJIBLHOCTH OTBETA IO COJIEP)KAaHHUIO; MOJIHOTA U IIyOMHA OTBETA; JIOTUKA
U3JIOKEHUSl Marepuasia (y4UThIBAeTCS YMEHHE CTPOUThH LIEJIOCTHBIM, IOCIe10BaTEIbHbIN
paccka3z, TpaMOTHO  TIOJb30BaThCSl  CHELMAIbHOM  TEPMHHOJOIHEH);  HCIOJb30BaHUE
JIOTIOJIHUTEIBHOTO MaTepuaa.

[IpakTryeckue 3a1aHus SIBJISIOTCS HEOOXOIUM 3BEHOM JUIS OILICHKH YMEHHH M HAaBBIKOB
oOyyvatonuxcsi. OCHOBHBIE KPUTEPUM OLIEHKM MPAKTUYECKOTO 3ajaHusi (Keica): KayecTBO
IPEIOKEHUN U PEKOMEHJAIUI 110 pElIeHNIO MTPO0JIeMbl (BBIXOAY M3 CUTyal[iH), OIMCAaHHOM B
MPAKTUYECKOM 3a/laHuu (Keice), KauecTBO OOOCHOBaHHWS aHajiu3a MpoOJieM U MOCIEICTBUMN
BHEJpeHUs C(HOPMYIHPOBAHHBIX NPEIOKEHUH M PEKOMEHAAMNA [0 PEUICHHIO MPOoOIeMbl
(BBIXOly U3 CUTYyAallUH), OTIMCAHOM B MMPAKTUYECKOM 3aJlaHuu (Keiice).

[ToaroroBka K 3aHATHSM JOJKHA HOCUTh CUCTEMAaTHYECKUN XapakTep. DTO MO3BOJMT
oOyyaromemMycsi B IIOJIHOM 00beMe BBIIIOTHUTH Bce TpeOoBaHus mpernoaasatesns. OOyuarommmces
pPEKOMEHAYETCsl HM3y4daTh KaK OCHOBHYIO, TaK M JOIOJHUTENIbHYIO JIUTEpaTypy, a TakKke
3HaKOMHUTbCA ¢ VIHTepHEeT-ucTOYyHMKaMu (CIMCOK IMpUBEAEH B paboyeil mnporpamme Mo
TUCIUTLIIUHE).

[ToaroroBka oOyuaromuxcsi K ONPOCY TMPEANoiaraeT HU3y4eHHE B COOTBETCTBHH
TEMaTUKOH AUCHHUIIIMHBI OCHOBHOM/ JOMOIHUTENBHOMN JINTEPaTyphl, HOPMATUBHBIX JTOKYMEHTOB,
MHTEPHET-PECYPCOB.

MeTtoauyeckue yKkazaHusi 10 OPraHNU3alMU CAMOCTOSITEIbHON PadoThI

YcnemHoe OCBOCHHME JUCHMILIMHBL IPEANOJIAracT AaKTUBHOE, TBOPYECKOE ydacTHE
oOyJaromuxcs Bo Bcex popmax yuyeOHbIX 3aHATHH, ONpeeIeHHbIX AJI1 JAaHHON JAUCHUIUIMHBIL.

CamocrosTenbHast paboTa CTYAEHTOB N0 TUCIUIUIMHE IPU3BaHa HE TOJBKO 3aKPEIUISTh U
yIIyOnsTh 3HAHUS, IOJIyY€HHbIE Ha ayAUTOPHBIX 3aHATHSAX, HO M (OPMHUPOBATH yMEHUS
OpPUEHTHPOBAThCSI B MHOrooOpasuM Marepuana, yMmMeHus o0oOmate, pedepupoBarh, yMeHUsS
OpraHu30BaTh CBOE BpEMsl, CIIOCOOCTBOBATb PAa3BUTHUIO Yy CTYAEHTOB TBOPYECKHX HABBIKOB,
BBIPA3UTh CBOIO TOYKY 3pEHMsSI Ha M3ydYEHHBIE BONpPOCHl M 3afaHus. llpm BeImosHeHUM
CaMOCTOSITENIbHOM pabOThl CTYAEHTY HEOOXOAMMO HPOYUTATh TEOPETHUECKUH MaTepuan He
TOJIbKO B Y4€OHHKaX M y4yeOHBIX MOCOOUSX, yKa3aHHBIX B OMOIMOrpapuueckux CIUCKax, HO U
MO3HAKOMHUTBCSI C MOHOTpaMUeCKMMM HCCIeOBaHUSAMU. PekoMeHJanuu 10 Hay4yHOU
auTepatype, HWH(GOPMALMOHHBIM HCTOYHHKAM M y4eOHO-METOJIWYECKOMY OOeCcreueHUIo
CaMOCTOSITENIbHON PaboThI cofepxarcs B pazaenax 6 u 7 nannoit PI1/1.

YuyeOHO-MeTOoANYeCKOe O0ecTIeYeHrne CAMOCTOSITEIbHOIH padoThI
1. Aumes, B.C. busnec-nnanupoBanue ¢ ucnoib3zoBanuem nporpammsl PROJECT EXPERT
(ITomusrii kype): yuebHoe mocooue/ B.C. Anwmes, [I.B. Unucros. - M.: Uadpa-M, 2011. - 432
c.
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2. HMudopmarnmoHHbIe peCYpPChl U TEXHOJIOTHH B SKOHOMHUKE: yueOHoe mocobue/ mox pen. b.E.
Opnunnosa, A.H.Pomanoga. - M.: By3oBckuii yueOnuk, Undpa-M, 2013. - 462 c.

3. HudbopmanuonHsle TEXHOJIOTHH B KoMMepuuu: Yuedbnoe nocobue / JLII. T'aBpuios. - M.:
NHOPA-M, 2010. - 238 c.: 60x90 1/16 + CD-ROM. - (Beiciiee oOpa3oBanue).

4. Kucenes, I'. M. apopmanioHHbIe TEXHOJIOTHHA B SKOHOMHKE U YIpaBiieHUH 3 deKTHBHAS
pabora B MS Office 2007) [DnexTponnslii pecypc] : Yuebnoe nmocodue / I'. M. Kucenes, P.
B. boukoBa, B. 1. CadonoB. - M.: N3narenscko-Toproas kopmoparus "/lamkos u K°",
2013.-272 c.

5. PeuHKuHUPHUHT OM3HEC-TIPOIECOB [DIEKTPOHHBIA pecypc]: yued. mocodue sl CTYyJACHTOB
BY30B, OOYYAIOIIUXCS MO CIEIUATBHOCTSAM 3KOHOMHUKU W yrpasienus / [A. O. biuHoB u
ap.]; mox pen. A. O. bimnosa. - M.: KOHUTUIAHA, 2012. - 335 c.

6. VYnopaieHue 3HAHMAMU KOPHOpAMM M PEHHXKUHUPUHT OusHeca: YueOnuk / H.M.
Abnukees, A.Jl. Kucenes; [lox nayu. pen. HM. AGaukeesa. - M.: UTHOPA-M, 2013. - 382
c.: 60x90 1/16 + CD-ROM. - (Briciee o6pazoBaHue).

3amaHus 1J151 CAMOCTOATEIbHON MOATOTOBKY K 3aHATHUAM JIEKIIMOHHOTO M CEMUHAPCKOI0
THIIOB
Bomnpoce! 111 caMoCcTOATeILHOMH padoThI MO0 JUCHHUIIUHE

1. Purpose of the CRM strategy.

2. Definition of the term CRM. Essence and principles of the concept

CRM. Prerequisites for the emergence of this approach.

3. Information systems for customer relationship management (CRM). Purpose, relationship with
the application of the concept of CRM. Relationship with CIS.

4. Classification and functions, types of CRM. The main components of CRM systems.

5. Sources of CRM effectiveness. History of CRM development. Criteria

applicability of the concept. Benefits from implementing CRM.

6. Architectural components of the CRM system.

7. Integration with other systems. Overview of the CRM-solutions market. Market of Russian
CRM-systems.

8. The evolution of marketing: product marketing, direct marketing, target marketing.

9. Event Marketing, Permission Marketing, Relationship Marketing and One on One Concept.
Marketing technologies in CRM-systems.

10. Principles of customer segmentation. Formation of target groups of clients.

11. Segmentation of customers by reaction to marketing

suggestions. Segmenting customers by acquisition strategy. Management of marketing
campaigns in CRM-systems.

12. Techniques for improving marketing campaigns. CRM support for closed-loop marketing
campaigns. Customer retention methods. Optimization of sales channels.

MeToanyeckne peKOMEHIAUM 110 3a1HMTE KeiCoB:

Keiicei — 2710 HpO6JICMHLIC CUTyaluu, CICUHUAJIBHO pa3pa60TaHHLIe Ha OCHOBC
(I)aKTI/I‘-ICCKOFO MaTcpuraia Iyl OUCHKU YMCHI/II‘/’I N HAaBBIKOB o6yqa101111/1xc;1.
I_IeJ'IL METOa MPUMCHCHUA KEHCoB - HAay4YUTb o6yqa101u14xcsi, AHAJIIU3UPOBATH

np06neMHy}o CUTyallMIO, BO3HUKIIOYIO IIPU KOHKPETHOM IIOJIOKCHHUU NCJI, U BI)Ipa6OTaTI)
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HanOoJiee palMOHATIBHOE DPEUICHHWE; HAyYUTh padoTaTh ¢ MH(MOPMAIMOHHBIMH HCTOYHHKAMH,
nepepadaTbIBaTh U aHAJTU3UPOBATD UX.

Ha 3nHakomcTBO U pemieHue keiica oOyuaromemycs orBogutcst 30 mua. OOydaromuiics
3HAKOMHUTCS C MaTepuanoMm Kkeiica. OcMmbicauBaeT cuTyanuio. Ecim HeoOxoaumo, cobupaer
HE00X0MMyI0 HH(OPMAIUIO 10 CUTyaluu. PaccMaTrpuBaeT ajabTepHATUBBI PEIICHUS TPOOIEMBI
U HAXOJUT €€ BEpHOE WJIM ONTHMajbHOE penieHrne. OOydyaronmics Mpe3eHTUpyeT (3aluiacT)
cBo¢ pemenue. [IpenomaBarenh OIEHHBACT KAa4eCTBO BBIMOJHEHHS 3aJaHHS IO KPUTEPUSM:
JMarHOCTUKU MPOOJIEMbI, KadecTBa MPEIUIOKCHUH M PEKOMEHIAIMA TI0 PEIICHUI0 Kelica,
Ka4yecTBa M3JI0KCHUSI MaTepHara.

MeToan4yeckue peKOMeHAAIUN M0 MOAT0TOBKE BHICTYNJIEHUS] M NIPe3eHTAlNHU
Brictymienne — 310 opunuaibHOe cOOOIeHe, TOCBAIIEHHOE 3aJaHHOH TeMe, KOTOpoe
MOJKET COJIEPKATh OMUCAHUE COCTOSIHHS JIeT B KaKOW-Tn00 chepe AesITeNsHOCTH WITH CUTYaIUH;
B3TJISAJT aBTOpa Ha CUTYAIMIO WM MPOOJIeMy, aHaJu3 ¥ BO3MOXKHBIC ITyTH PEIICHHS TPOOJIEMBI.
Joxian nomkeH ObITh MpeAcTaBiieH B ycTHOUM popme. CTpyKTypa J10KIa/1a BKIIIOYALT:
1. Beenenue:
— yKa3bIBaeTCsA TeMa M 1eNb BBICTYIICHUS;
— o0o3HauaeTcs MPOOJIEMHOE I0JIE M BBOJSTCS OCHOBHBIC TEPMHHBI BBICTYIUICHHS, a TaKKe
TEMaTUYECKHE Pa3IeIbl COJEPIKAHMS BBICTYILIICHUS;
— HaMEYarTCs METOIbl pENICHHS TPEJCTABIICHHOW B  BBICTYIUICHHH TPOOJIEMBI U
MpeAnoaraeMbie pe3yabTaThl.
2. OcHOBHOE cojiepKaHue:
— TIOCTIEIOBATENIBHO PACKPBIBAIOTCS TEMATUYECKUE PA3/IeIIbl BHICTYIUICHHUS.
3. 3aKkIr04YeHuE:
— TMPUBOJAATCS OCHOBHBIC PE3YNbTaThl M CYXACHHsS aBTOpa IO MOBOAY MyTEH BO3MOKHOIO
pelIeHus: PACCMOTPEHHOM MPOOIEMBbI, KOTOPBIE MOTYT OBITH O(POPMIIEHBI B BUJIE PEKOMEHJAIIHIA.
TexkcT BBICTYIUIGHUSI JIOJDKEH OBITh TIOCTPOCH B COOTBETCTBUM C PETJIaMEHTOM
MIPEICTOSAIIETO BHICTYIUICHHS: HE O0JIee MATH—CEMU MUHYT.

MeTtoanyecKue peKOMEHAAUHH CEMHHAPCKOMY 3aHATHIO (HOKJIaA/ AUCKYCCH):

CemuHapckoe 3aHsiTHe (CeMHUHAp) - OJJHA U3 OCHOBHBIX (DOpPM OpraHuzauu y4yeOHOro
npoliecca, MpejacTaBisionias co0oi KONJIEKTUBHOE OOCYXIEHHE CTYIACHTAaMH TEOPETHUYECKUX
BOIIPOCOB T0J] PYKOBOJACTBOM IpenojaBatens. CeMUHApCKOEe 3aHATHE OPIaHUYHO CBSI3aHO CO
BCEMHM JPyTrUMH (popMamMu opraHu3aluu y4eOHOro mpoliecca, BKIIIOYast, IpexJie BCEro, JEKIUU
U CaMOCTOSITENbHYIO paboTy cTyneHToB. Ha ceMuHapckue 3aHSATHS BBIHOCATCS Y3JIOBBIE TEMBbI
Kypca, YCBOEHHE KOTOPBIX ONpeelisieT KauyecTBO Npo(eCCHOHAIbHOW MOATOTOBKU CTYAECHTOB.

[Ipu 3TOM BaxkHO, UTOOBI y4eOHBIE BOIIPOCHI, BHIHOCUMBIE JIIsl OOCYXACHUSI HA CEMUHApE,
He TyOiaupoBaiy MaTepuaia JeKIUU, HO COXPaHsUIU Obl TECHYIO CBSI3b € €€ MPUHIUIINATIBLHBIMU
noJ0XkeHUAMU. OCOOEHHOCTBIO CEMUHAPCKOT0 3aHATHUS SBISETCS BO3MOXKHOCTh PaBHOIPABHOTO
¥ aKTMBHOTO YYacCTHsI K&KIO0T0 CTy/IeHTa B 00CYKJICHUU pacCMaTPUBAEMBIX BOIIPOCOB.

[lenb ceMuHapCKOro 3aHATHS - Pa3BUTHE CaMOCTOSITEIbHOCTH MBIIUIEHHUSI U TBOPYECKOM
AKTUBHOCTH CTYJEHTOB, (popMUpOBaHHE OOIIMX KOMITETEHIINH.

3agaun CEeMMHAPCKOI0 3aHATHS: — 3aKpelyIeHHue, YriyOJlleHue M pacIIupeHue 3HaHWH
CTYJEHTOB II0 COOTBETCTBYIOLIEH Yy4eOHON nucUUIUIMHE, — (QOPMHUpPOBAHUE YMEHUS
[IOCTAaHOBKM W PELICHHUS WHTEIUIEKTYaJlbHBIX 3aJad M Mpo0JieM; — COBEPIICHCTBOBAHHE
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CIOCOOHOCTEH MO apryMeHTaIlH CTYACHTaMU CBOEH TOUYKH 3PEHHUS, a TAKXKE M0 JOKa3aTeNbCTBY

U ONPOBEPKCHUIO APYIMX CYKIECHHM; — JIEMOHCTpauus CTYyJEHTaMH JOCTUTHYTOIO YPOBHS
TEOPETUYECKOW TOJArOTOBKH; — (OPMHpPOBAHHME HABBIKOB CAMOCTOSATEIBHOUW paboThl ¢
JIUTEPATYpPOI.

MeTtoanyeckue peKOMeHAallMH 110 KOHTPOJIbHON padore

KonrponbHast pa®oTa BBIMONHSAETCS C LENbIO 3aKPEIUICHUS 3HAHWHA,  HOJIYYEHHBIX
CTYZIGHTOM B XOJ€ JIEKIMOHHBIX W CEMHHAPCKUX 3aHATHA © TpUOOpPETEHHS] HABBIKOB
CaMOCTOATEJIBHOIO IOHMMAaHMs M IPUMEHEHUS HOPMATHBHO-IIPABOBBIX AKTOB U CIELUAJIbHON
nuteparypoil. Hammcanue KOHTPOJIbHOW paboOThl MPU3BAHO OINEPATUBHO YCTAHOBHUTH CTEIIEHB
YCBOGHHSI ~ CTyAGHTaMH  y4eOHOro  marepuaja JUCIMILUIMHEI u ¢dbopmupoBaHus
COOTBETCTBYIOIIMX KomneTeHUMH. KoHTposbHas paboTra MOXKET BKIIIOYAaTh 3HAKOMCTBO C
OCHOBHOM, JIOIIOJIHUTEJILHOM M HOPMAaTHBHOMW JIMTEPATYPOW, BKJIIOYAsl CIIPABOYHBIC W3JIAHMS,
3apyOeKHbIe UCTOUYHUKH, KOHCIIEKT OCHOBHBIX IIOJIOKEHUH, TEPMUHOB, CBEJIEHUH, TPEOYIOLINX
JUIS  3allOMHMHAHMsI W SIBJISIFOIIMXCS. OCHOBOIIOJArarolMMU B TeM€ U (WUJIM) COCTaBJIEHUE
AHHOTAIMM K IIPOYMTAHHBIM JIUTEPATYPHBIM HCTOYHHMKAM, PEUICHUE KOHKPETHBIX IPABOBBIX
BOIPOCOB, 33Jay U IOpUAUYECKUX Ka3ycoB. ColepiaHue MOATOTOBIEHHOIO CTYAEHTOM OTBETa
Ha ITOCTABJICHHBIE BOMPOCH KOHTPOJBHON pabOThl JOJDKHO MOKA3aTh 3HAHUE CTYIEHTOM TEOPUHU
BOIIPOCA U NIPAKTUYECKOTO €€ Pa3PEIICHHUS.

KontponbHast ~ pabota  BBINOJIHAETCS CTYJEHTOM, B CPOK YCTaHOBIICHHBII
IpenojaBaTesieM B NMHCbMEHHOM (II€4aTHOM WJIM PYKOIHCHOM) BHJIE.

[lepen nammcanueMm pabOTHI HEOOXOIUMO BHHMATEIBHO O3HAKOMHUTBCA C COJIEPKAHHEM
BOMPOCOB (WJIM 3aJa4yd) IO JIEKIUH, y4eOHUKY, W3YUUTh NEHCTBYIOIIEEC 3aKOHOIATEIHCTBO H
PEKOMEHIYEMYIO JIUTEPATYpy, JEHUCTBYIOIIEE KOHCTUTYLIMOHHOE 3aKOHOAATEIBCTBO W B
HEOOXOJMMBIX CITy4dasXx -CyAeOHYI0O W TPaBONPUMEHUTENBHYIO  NpakTHKy. OTBeThl  Ha
KOHTPOJIbHBIE BOINPOCHI JIOJKHBI OBITH IOJIHBIMHM, OOCTOSITEIbHO M3JI0KEHbl M B IIEJIOM
PAaCKpBIBAOIIMMH COJEpXKaHue Bompoca. Mcrnons3ys HOpMaTUBHBIN Marepuall, Hy)KHO JaBaTh
TOYHBIE M KOHKPETHBIE CCBIJIKM HAa COOTBETCTBYIOIIME HOPMATUBHBIC AKTHI: YKa3aTh UX HA3BaHHUE,
KEeM M KOIJla OHU MpHUHATHI, e OnyOiaukoBaHbl. [Ipm 3TOM oOueHb BaxHO oOpamarbes
HEIMOCPEACTBEHHO K CaMUM akTaM, TOYHO M3JIaraTh COJEpP’KaHHE, a HE BOCIHPOU3BOAUTH HX
MOJIO)KEHHST HAa OCHOBAHMM Y4YEOHOM JIMTEpaTypbl WM MOMYJSPHON JIUTEPATYpHI.

MeTtoauyeckue peKoOMeHAAlMH 10 KOHTPOJIbHOI padoTe

KonTponbHast paboTa BBIIOMHSETCS C IL€JbI0 3aKpPEIUICHUs 3HaHWM,  IMOJIy4E€HHBIX
CTYJEHTOM B XOJi¢ JIEKIIMOHHBIX W CEMUHApPCKUX 3aHATHMH W TNPUOOpETEeHHs] HaBBIKOB
CaMOCTOATENIBHOIO IOHMMAHMS M NPUMEHEHUS HOPMATHBHO-NPABOBBIX AKTOB U CIELHUAIBHON
nutepatypoil. Hammcanue KOHTpoJIbHON paOOTHhl MPU3BAHO OMNEPATUBHO YCTAHOBUTH CTENEHBb
YCBOGHMSI  CTyJEHTaMH  y4eOHOro  Marepuajia JAUCLMILIUHBI u (dbopMupoBaHus
COOTBETCTBYIOIIUX KomneTeHIMi. KoHTponmbHas paboTa MOXKET BKJIIOYaTh 3HAKOMCTBO C
OCHOBHOM, JIOIIOJIHUTEJIbHOM M HOPMAaTHBHOW JIMTEPATYPOW, BKJIIOYAs CIPABOYHBIE W3/IAHMS,
3apyOeKXHbIe UCTOYHUKH, KOHCIEKT OCHOBHBIX IOJIOKEHUH, TEPMUHOB, CBEJIEHUH, TpPeOYIOUINX
JUIS  3allOMHUHAHMST U SIBJISIFOIIMXCS OCHOBOIIOJIAralOIIMMH B TeéMe€ M (WJIM) COCTaBJICHHE

aHHOTaHI/Iﬁ K MPOYUTAHHBIM JIUTCPATYPHBIM HCTOYHUKAM, PCIHICHUC KOHKPETHBIX IIPAaBOBBIX
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BOIIPOCOB, 3a7ad M IOpHAWYECKUX Ka3ycoB. CoJlepikaHue MOArOTOBIEHHOTO CTYJIEHTOM OTBETa
Ha TIOCTaBJICHHBIE BOIMPOCHI KOHTPOJBHOW PAaOOTHI JTOJKHO MOKA3aTh 3HAHUE CTYIACHTOM TEOPUH
BOIIPOCA U MPAKTUYECKOTO €€ pa3pelICHHUs.

KourponbHass ~ pabora  BBINOJIHAETCS CTYACHTOM, B CPOK YCTaHOBJICHHBIN
npenojaBaTesieM B MHUCbMEHHOM (IE€YaTHOM HJIM PYKOIHCHOM) BHJIE.

[lepen namucanueM paboOThl HEOOXOJWMO BHHMMATEIHHO O3HAKOMHUTHCS C COJAEp)KaHHUEM
BOIIPOCOB  (WJIM 3a/1ayd) MO JIEKIUH, YUeOHUKY, U3YyUUTh JECHUCTBYIOIIEEC 3aKOHOIATENHCTBO U
PEKOMEHIYEMYIO JIUTEPATypy, JEHUCTBYIOIIEE KOHCTUTYLIMOHHOE 3aKOHOJATEeNbCTBO M B
HEOOXOIMMBIX CIIydasX -CyIeOHYI0 M MpaBONPUMEHUTENbHYIO  HpakTuky. OTBeThl  Ha
KOHTPOJIbHBIE BOMPOCHI JOJDKHBI OBITh IOJHBIMH, OOCTOSITENBHO U3JO0XKEHBI U B IIEJIOM
PacKphIBAIOIIMMU  COZIepKaHKUE Borpoca. Vcmonb3ys HOPMAaTUBHBIN MaTepuai, HY)KHO JaBaTh
TOYHBIE U KOHKPETHBIE CCHUIKM Ha COOTBETCTBYIOIINE HOPMATHUBHBIC aKThl: YKa3aTh UX Ha3BaHUE,
KeM M KOrJa OHU MNPHUHATHL, rAe omnyonukoBaHbl. Ilpu 3TOM oOYeHb BakHO oOOpamarbes
HEMOCPEACTBEHHO K CaMHM aKTaM, TOYHO HU3JlaraTh COJEpXaHHe, a HE BOCIHPOU3BOJIUTH HX
MOJIOKEHHUST HAa OCHOBAHMM Y4YEOHOW IMTEpaTyphbl WIIHM MOMYJISPHON JIUTEPATYPHI.

7. Y4eOHas1 1uTEepaTypa U pecypcbl HH(POPMALMOHHO-TeIeKOMMYHUKALMOHHOM CeTH
HNurepHer

7.1. OcHoBHas JqUTepaTypa
1. KiMeHTOOpHEeHTHPOBAHHOCTh: UCCIIEAOBAHUS, CTPATEruy, TeXHOJI0ruM : MoHorpadus / JI.C.
Jlarbimosa, WU.B. Jluncun, O.K. Oitnep [u ap.]. — Mocksa : UTHOPA-M, 2020. — 241 ¢. —
(Hayunas wmbicip). — DOI 10.12737/1058297. - ISBN 978-5-16-108283-6. - Tekcr :
anexkTpoHHbIi. - URL: https://znanium.com/catalog/product/1058297
2. MapKeTHHT-MEHEDKMEHT | YIeOHHK M MpakTHKyM ais By3oB / W. B. Jluncun [u ap.] ; moxn
penakumeit U. B. Jluncuma, O. K. Oitnep. — Mocksa : UsparensctBo [Opaiir, 2020. —
379 c. — (Bweicuiee o6pazoBanue). — ISBN 978-5-534-01165-4. — TekcT : 27€KTPOHHBIH //
3BC IOpaiit [caiit]. — URL: https://urait.ru/bcode/450381
3. UepkammuH, II. A. Ctparerus ymnpapieHus B3auMOOTHOIEeHUs MU ¢ kiueHTamMu (CRM) / I1.

A. UYepkammH. — MockBa : WutepHer-YHuBepcurer Mudopmanmonnsix TexHomoruit
(MUHTYUT), 2016. — 420 c. — ISBN 978-5-94774-643-3. — Tekct : 3JIEKTPOHHBIN //
OnekTpoHHO-Oubmoreunas  cucrema IPR BOOKS :  [caiit]. —  URL:

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

7.2. JlonmotHUTEIbHAS JIUTEpPaTypa
1. Jxek, Mutuemnm OOHUMUTE CBOMX KJIMEHTOB : MPAKTHUKA BBIJAIOMIETOCS OOCITYXKHUBaHUS /
Muruenn JIxek ; nepeoa J. Kupuenko. — Mocksa : Mann, HBanoB u ®epbep, 2013. —

273 ¢. — ISBN 978-5-91657-669-6. — Tekct : 31eKTpOHHBIH // DIEKTPOHHO-
OoubmuoreyHas cucrema IPR BOOKS : [caiiT]. — URL:
http://www.iprbookshop.ru/39305.html

2. Jleomapno, Wurwibepu Bemaromuiics cepBUC, OTIWYHAS MPUOBUTH :  TIPHHIIHITHI

JOCTHKEHUST HACTOsIIEeH KimeHToopueHtupoBanHoctu / Unrunbepu Jleonapno, Conomon
Muxka ; mepeBox T. HoBukoBa. — MockBa : ManH, MBanoB u @epbep, 2013. — 214 ¢. —
ISBN 978-5-91657-581-1. — TekcT : 2MeKTpOHHBIH // DIEKTPOHHO-OMOIHMOTEYHAs CUCTEMa
IPR BOOKS : [caiiT]. — URL: http://www.iprbookshop.ru/39175.html
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https://znanium.com/catalog/product/1058297
https://urait.ru/bcode/450381
http://www.iprbookshop.ru/39305.html
http://www.iprbookshop.ru/39175.html

3. MxwurapsH, C. B. Cuctembl ynpaBieHHS B3aMMOOTHOIICHHSIMH C KJIMEHTaMH : ydeOHOe

nocobue / C. B. Mxwurapsn, M. B. MapkoBa. — Mocksa : EBpa3uiickuii OTKpPBHITHII
uHctutyTt, 2011. — 150 ¢. — ISBN 978-5-374-00518-9. — Tekct : 3meKTpOHHBINA //
OneKkTpoHHO-Oubmoreunas  cucrema PR BOOKS  :  [caiit] —  URL:

http://www.iprbookshop.ru/10826.html

4. IlponueBa, O. K. KiueHTOOpHEHTHPOBAHHBIE TEXHOJOIHMH B TOCTUHUYHOM CEPBHUCE
yaeOnoe mocobue / O. K. IlponueBa. — Omck : OMCKHMI TOCYTapCTBEHHBI HHCTHTYT
cepBuca, OMCKHH TrOCyJIapCTBEHHBIN TeXHWYECKUU yHuBepcuter, 2015. — 72 ¢. — ISBN
978-5-93252-351-3. — TekcT : 2IeKTpOHHBIN // DIeKTpoHHO-OnbOMnoTeunas cuctema IPR
BOOKS : [caiiT]. — URL.: http://www.iprbookshop.ru/75021.html

7.3. HopmaTuBHbIE NPaBOBbIE JOKYMEHTHI M HHasI MPaBoBasi MHGopMaus
1. 3akon Poccuiickoit @enepannn «O rocyaapcrBeHHoM Taiine» Ne 5485-1 ot 21.07.1993 r. (B
pPENAKIMU MTOCIIETYIOIUX 3aKOHOB).
2. ®enepanbubiii 3akoH Poccuiickoit ®enepanun «O komMmepueckoi TaiiHe» Ne 98-D3 or
29.07.2004 1.
3. ®epnepanbubiii 3akoH Poccuiickoit ®enepaunn «O6 wuHbopManuu, HWHOOPMALMOHHBIX
TEXHOJIOTHAX U 0 3anuTe nHhopmarum» Ne 149-d3 ot 27.07.2006 r.

7.4. UnTepHeT-pecypchl
C3UYVY pacnonaraer IOCTYIIOM dYepe3 calT Hay4yHOil OuOimorexu http://nwapa.spb.ru/

K CIIEYIOIINM MOJIIMUCHBIM 3JIEKTPOHHBIM pecypcaMm:
Pycckoazviunsie pecypcol

. DNEeKTpOHHBIE y4YeOHUKH DJIEKTPOHHO - OumbOmmuoreuHor cuctemsl (DBC)
«AHOYKC»

. DNEeKTPOHHBIC YISOHUKH AIEKTPOHHO — OubmmoreuHoi cuctemsl (OBC) «JIanby»

o HayuHo-npakTiueckue craThd MO (pUHAHCAM M MEHEIKMEHTY M3matenbckoro
noMma «bubnmoreka I'peOeHHIKOBA»

o CraTbu M3 NEPUOAMYECKMX H3JaHUH MO OOLIECTBEHHBIM U T'YMaHHUTAapHBIM
Haykam «/cT - Bero»

. DHUUKIIONEINH, CIOBapH, CIIPAaBOYHUKH «PyOpHKOH»

. [TonHble TekcThl nuccepTauuii U aBTOpedepaToB OneKTpoHHass bubiamoreka
Huccepranui PI'b

o WNudopmannonHo-npaBoBbie 6a3bl - KoHCyabTaHT mittoc, ['apaHT.

AHIJIOSI3BIYHBIC pPecypChl

. EBSCO Publishing — moctym kK MyJIbTHAMCIMIUIMHAPHBIM TOJTHOTEKCTOBBIM
0a3aM JaHHBIX pPa3UYHBIX MHPOBBIX H3/ATENLCTB IO OW3HECY, DKOHOMHKE, (QHHAHCAM,
OyXTaJITepCKOMY yd4eTy, T'yMaHHUTapHBIM M €CTECTBEHHBIM 00JacTsM 3HAHUH, pedeparam u
MOJTHBIM TeKCTaM MyOJHKAIMH M3 HAYIHBIX W HAYYHO-TIOMYJISIPHBIX KYPHAJIOB.

. Emerald — xpymHeiinmiee MUpOBOE H3IATENBbCTBO, CIEIHATH3UPYIOIIEECS Ha
SJICKTPOHHBIX JKypHalaXx M 0a3ax MaHHBIX 10 3KOHOMHKE M MEHEKMEHTy. MMeer craryc
OCHOBHOT'O UCTOYHHKA MPO(eCCHOHATBHOM HHPOPMAIIMHU IS TPeroIaBaTeliei, uccaeoBaTeNei
Y CIELMATUCTOB B 00JaCTH MEHEIHKMEHTA.
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Bo3MOXHO HCIONIb30BaHHWE, KpPOME BBIIIEHEPEUUCIEHHBIX PECYpPCOB, U  JIPYrHX
JIEKTPOHHBIX PECYPCOB ceTH VIHTEpHET.

7.5. UHble HCTOYHUKH
1. OduumanbHblii  caiT  KOMmaHuM  «BU3HEC-MHXMHUPHHIOBBIE  TEXHOJNOTHH» -
http://www.betec.ru
. OpunmanpHelii caiit komnanuu «Kypey - http://www.curs.ru
. OdurmansHeii caiiT komnanun «Jkcrept Cucremey - ttp://www.expertsystems.com
. OdburmansHeii caidt kadeapsl «MapOpMannonHbie TexHoaorum» - http://www.fa-Kit.ru
. Odburmansueii caiit komnanun «MTHDK» - http://www.inec.ru
. Odurmansaeiii caidt rpymmnsl koMnanuii «K MHTAJIEB» - http://www.intalev.ru
. Odunmansbeii caidt komnanun «Craiiaep [pomkexT - http://www.spiderproject.ru
8. OdunmansHbii caiit komnanuu «Intersoft Laby - http://www.iso.ru
9.IlporpamMmubIiil nponykT «KonTyp CTanaap.
10. Anammtgeckas miatgpopma Contour Bl
11.http://www.crmonline.ru
12.http://www.crm-portal.ru
13.http://www.crmGURU.ru
14.http://www.iteam.ru
15.http:// www.basegroup.ru

~N N L AW N

8. MarepuajibHO-TeXHHYeCKas 0a3a, HHPOPMAIHOHHBIE TEXHOJIOTHH,
nporpaMMHoe odecneyenne 1 HHPOPMALMOHHbIE CIIPABOYHbIE CUCTEMBI

Nenn/m | HaumenoBanue

1. CHGI_II/IaJ'II/ISI/IPOBaHHHC KJIACChI JJIA IIPOBCIACHHUA JIEKITAH 1 INPAKTHUYICCKUX 3aHATUHN

2. CriennanusupoBaHHas MeOEIb U OPIrCPe/ICTBA: ayIMTOPUU U KOMITbIOTEPHBIE KJIACCHI,
000py/1I0BaHHBIE MTOCAIOYHBIMU MECTAMU

3. Texunuyeckue cpencrtBa oO0ydeHHs: [lepcoHambHBIE KOMITBIOTEPHI;  KOMITBIOTEPHBIC
MPOEKTOPHI; 3BYKOBBIE TWHAMUKU; MPOTpAaMMHBIE CpPEACTBa, OOECHEUMBAIOIINE MPOCMOTP
Bueodaitios B popmatax AVI, MPEG-4, DivX, RMVB, WMV.

Ilpozpammmusie, mexnuueckue u 31eKmMpPoHHbLE CPEOCHEA 0OYUeHUsA U KOHMPOIA
3HAHUI CMYOEHM08:

[TakeTsl mporpamMmHOro o0ecreueHusi OOIero Ha3HaueHHsl (TEKCTOBbIE pPEIAKTOPBI,
rpaduuecKue peaaKkTophbl).

Kypc Bkirouaer Mcnosib30BaHUE MporpaMMmHoro obecreuerust Microsoft Excel, Microsoft
Word, Microsoft Power Point a1 MOArOTOBKM TEKCTOBOIO M TaOJUYHOTO MarepHaa,
rpadu4ecKux UITIOCTPALUi.

Metonbl  0OydeHHsS TMPEanojaraloT HCMOJIb30BaHWE HMH()OPMAIIMOHHBIX TEXHOJOTHHA
(KOMIIBIOTEPHOE TECTUPOBAHHE, JEMOHCTPALIUS MYIbTUMEANUHBIX MAaTEPUATIOB).

3aneiicTBoBaHbl MIHTEpHET-CEPBUCHI M AJIEKTPOHHBIC PECYPCHI (CIIPaBOYHBIE CUCTEMBI, H-D,
Koncynbrant mnm ['apaHT, MOMCKOBBIE CHCTEMBI, 3JEKTPOHHAs MO4YTa, NMpodecCHOHANbHbIE
TeMaTW4ecKhue 4dYaThl W (QOPYMBI, CHCTEMBl ayAuo W BUACO KOH(MEpEHIWH, OHIaiH
SHIMKIIONEMH, CIPABOYHUKU, OUOIMOTEKH, FJIEKTPOHHBbIE y4yeOHbIE U Y4eOHO-METOAMYECKHE
MaTepuabl).

JlonmyckaeTcst MpUMEHEHHE CHCTEMbl JUCTAaHIMOHHOTO OOyYeHHs C HCIOJIb30BAHUE
mwiatpopm TEAMS, Zoom, Skype for Business, C/I0 Moodle
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HNudopMannoHHbIe CIPABOYHbIE CUCTEMBbI:
[IpaBoBas cucrema «["apant-MHTepHET» [DNeKTpoHHEBIH pecypc|. — Pexxum mocrymna: http: //
WWW.garweb.ru.
[paBoBas cucrema «Koncynprantllmocy [DnekTpoHHbIH pecypc]. — Pexxum nocryna: http:
/I http://www.consultant.ru/
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