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1. HIEPEYEHb IINTAHUPYEMBbIX PE3YJIbTATOB OBYYEHUA o
JUCHUIVIMHE, COOTHECEHHBIX C IINIAHUPYEMBIMHU PE3YJIIbBTATAMHA
OCBOEHUA OBPA30OBATEJBHOMN NPOT'PAMMBI

1.1. Ileab ocBOEHUS M CIUTNIUHBI

Llenpr0 OCBOCHUS TUCIIUTIIIMHBI SIBISETCS:

B 00;1aCTH 00y4YeHMS:

—  (opmupoBanue y oOydarommxcs o0menpopecCHOHAIBHBIX KOMIIETEHITUH, OTPasKarOIINX
3ampoChl phIHKA TpyJa B 4YacTH 0Oa30BBIX OCHOB MPOQPECCHOHAIBHOW EATEILHOCTH C YYEeTOM
MOTEHIMATBHOTO Pa3BUTHS 0071aCTU MPOPECCHOHATBHON JIEATEIBHOCTH HE3aBUCUMO OT OPUCHTAIIMH
MIporpaMMbl Ha KOHKPETHBIE 00BbEKTHI MPO(HEeCCUOHATBHON NEeATEIbHOCTH WIIM 00JIaCTH 3HAHUS;

B 00J1aCTH BOCIIUTAHUS

—  pa3BUTHE JMYHOCTH, CO3JIaHWE YCJIOBHH IS CaMOOIPEACIICHHS W COIMAIM3allud Ha
OCHOBE MIPUHSATHIX B 00IIIECTBE IIPABUJI U HOPM TTOBEJICHUS B HHTEpECax 4esIoBeKa, CEMbHU, OOIECTBA
Y TOCYJIapCTBa.

1.2. IlepeyeHb NJIAHUPYEMBIX Pe3yJIbLTATOB 00Y4eHUsI N0 TUCHHUIIHHE

Kon u Kon u HamMeHOBaHMe MHAUKATOPA Ilnanupyemble pe3yJIbTaThbl 00y4eHus 110
HaMMeHOBaHHE
AOCTUKEeHUsI KOMIIeTeHIHH JAUCHHUTIINHE
KOMIeTeHIINH
OIIK-1. Cmocoben | MOIIK-1.1. Ompenensier motpeOHOCT, B | 3HAaeT: OCHOBH  KIIMEHTOOPHEHTHUPOBAHHBIX
NPUMEHSTh TEXHOJIOTHYECKHX HOBALIUAX U | TEXHOJIOTUH M KJIHMCHTOOPHEHTHPOBAHHOU
TEeXHOJNIOrMueckne | MHGOPMALMOHHOM obecrnieueHMH B cdepe | KOMMyHHMKalMM;  IpPOrpaMMHBIE  PELICHUs
HOBAaIIUU U | cepBuca kinacca GRM
COBPEMEHHOE HOIIK-1.2.  OcymecTBiaseT  MOMCK U | YMeeT: NPOEKTUPOBATh OCHOBHBIC IIPOLIECCHI
MIpOTpaMMHOE BHEJPEHHE TEXHOJIOTHYECKUX HOBAllMH | | OOCIHY)XKMBaHMs  KJIMEHTOB,  paboTaTth ¢
obecrieueHue B | COBPEMEHHBIX IPOrPaMMHBIX IPOAYKTOB B | MH(pOpMaIMedl B TIII00ANBHBIX KOMITBIOTEPHBIX
cdepe cepsuca podeCCHOHANTBHYIO CEpBHCHYIO | CeTsX, pa3pabaTblBaTh pPEKOMEHIAIHMU  II0
JeATeTbHOCTh BHEJ[PEHHIO WHHOBAIIMOHHBIX TEXHOJIOTHH B
oOcTy>)xuBaHKE OTpeOUTENCH
Buaageer: HaBBIKAMHU UCTIONIb30BAHMS
CTaH/IapTOB OOCIY)KMBaHHUS IOTPeOHTEIICH
OIIK-2. Cmocoben | MOIIK-2.3. [Ipumensier | 3HaeT: TEXHOJOTHMHU YIPaBIECHUS KIMEHTCKOM
OCYILECTBIIATh KIIMEHTOOPUEHTHPOBAHHBIE  TEXHOJOTMM B | 0a30if, B3aMMOOTHOLICHUAMHU C KIIMEHTaMHU
OCHOBHEBIE podeCCHOHANBLHOM eI TeNIbHOCTH YMeeT: IpUMEHATh KIHMEHTOOPUEHTHPOBAHHEBIE
GbyHKIIH TEXHOJIOTHH B CEPBUCHOH EATEIBHOCTH
yIpaBlIeHUS Bnaneer: wHaBbikamMu 10 3(deKTUBHOMY
CEPBUCHOH YIpaBJIEHUIO KINEHTCKOH 0a30if
JIeSITETIbHOCTHIO
2. MECTO JUCHMILUIMHBI B CTPYKTYPE OBPA3OBATEJIbBHOHN
MNPOI'PAMMBI
JucuumnnuHa OTHOCHTCA K oOs3aTenbHOM uactw bmoka 1. Jucnumiuebel  (MoIynun)

nporpammel Oakanaspuata (b.1.0.04. O6menpodeccuoHaIbHbI MOAYID).




3. CTPYKTYPA U COAEPKAHUE JUCHUIIJINHBI

3.1. O0bémM yueOHOM TMCUMIIHHBI M BUIbI YUeOHOH padoThl

OO0mas TpyJ0eMKOCTh JUCHUIUIHHBI cocTtaBisieT 3 3.e. (108 wac.), ux pacmpeneneHue 1o
BHUJIaM paboOT ¥ CeMecTpaM MpPEACTABICHO B TaOIHIIE.

Buanbl yueOHbIX 3aHATHI 1 Pa00THI 00y4aI0IIUXCS

TpynoemMkocThb, 4ac

OO0u1asi TPy10€eMKOCTh TMCHUILIHHBI, 4ac 108
KonTakTHas padoTa 00y4yaomuxcsi ¢ penojgaBarTejeM no Bujaam 36 /10
y4eOHBbIX 3aHATHII (BCero), B T.4.:
3aHSITHS JIEKIHOHHOTO THNA (JICKIINN) 18/4
3aHATHSI CEMHHAPCKOro THNa (CEMHHAPDI, IPAKTHYCCKHUE 3aHSTHS, 18/6
MPAKTUKYMBI, KOJUIOKBUYMBI ¥ HHBIC AaHAJIOTUYHBIC 3aHSITHS)

CamocrosiTejibHasi paboTa Bcero, B T.4.: 72112
CamomnoaroroBka no TeMam (paszesnam) TUCHUTLTAHBI -/ 82
Kontpous (3a4er) - /4

IIpomeskyTouHnas arrecTaums

JAnddepeHnupoBaHHbIH

3avgerT

[pumeuanue: -/- 06vem 4aco8 COOMBEMCMEEHHO OISl OUHOU U 3A0UHOU POPM 0OVUEeHUs

JlucuunianHa peann3yeTcs MOCPEeICTBOM MPOBEICHHSI KOHTAKTHOM pabOThI C 00YyYarOIIUMUCS
CaMOCTOSITENIbHON ~ paboThI

(BKITFOUAS

00y4arouuXxcst U MPOMEXYTOUHOM aTTeCTal|H.
B nmpouecce ocBOeHMS IUCLUIUIMHBI MOMKET HPUMEHSTHCS D3JIEKTPOHHOE OOy4YeHHe u
JUCTaHIIMOHHBIE 00pa30BaTeNbHbIE TEXHOJIOTHH.
B npouecce ocBoeHMsI AMCLHUILUIMHBI 00ydarolecs 00ecredeHbl JOCTYIOM K 3JIEKTPOHHON
UH(POPMALIMOHHO-00pa30BaTEIbHOM Cpeie U IIEKTPOHHO-OUOINOTEYHBIM CUCTEMAM.

MMpOBCACHUC  TCKYLICTO KOHTPOJIA y'CHeBaeMOCTI/I),

3.2. CopeprxaHue JMCOMIIMHBI, CTPYKTYPHPOBAaHHOE 110 TeMaM

Ilnanupyemsie

Buabl yueoHoi padoThl

[ TS KonrakrHas
OCBOCHHSI: 6 § DonmEt
KO pabota é & Ter ero
dbopmupyemoii S S = % KOH):[I)IOJ'IS[
KOMIIETeHIIH HanMeHOBaHHe Pa3/IeI0B, TeM = § = 5 s (nammenoBatme
M HHTHKATOPBI = EEol =8 OLIEHOYHOTO
J0CTHKEHHS = = = S e = I
N = 2 37 S = cpejcTBa)
KOMIIeTEHIIUH & [~}
o) 2 o < =
= = = O
OIIK-1. Tema 1. KJIUEHTOOPUEHTUPOBAHHBIN Brmonnenne
HOIIK-1.1. | HOAXO01 KAK KJIIOYEBOU ACIIEKT MPAKTHIECKUX
OPTAHU3BAIINUA OBCJIIY KUBAHUSA 3aJaHuN

1. CymHoCcTh, DJBONIONMS, 3aJa4d H  HPUHIUIIBI
KJIMEHTOOPUEHTUPOBAHHOTO  MOAXOAa K  BEICHHUIO
Ou3HEeca, HAMIPABJICHUS Peau3alii, HHIUKATOPHI

2. KirieHT, mokymaTeis ¥ MOTPeOUTeNh: CpaBHUTEIbHAS
xXapakTepucThKa. KIMeHThl KaKk KIIIoueBOi OM3HEC-aKTHUB
OopraHu3anuu

3. KimeHTOOpHMEeHTHPOBAaHHBIC TEXHOJIOTUH KaK HOBBIC
BO3MOKHOCTH JIJIsl pa3BHUTHUs OnU3HEca

4. Kpurepuu OpHUCHTHPOBAHHOCTH OpraHHM3alld W e
COTPYIHUKOB Ha MOKYyIaTenen

5. TlepcriekTUBBI pa3BUTHUS KIHMEHTOOPHUECHTHPOBAHHOTO
MapKeTHHTa

2/05

IIpakTyeckoe 3aHATHE Ne 1.
KilneHTOOpHEHTUPOBAHHBIM NOAXO0J KaK KIHOYEBOU
ACIIEKT OPTaHU3ALNH 00CIYKUBaHUS

2/05

CamocTosTenbpHast paboTa

10/16




Il1anupyembie Buapl yueoHo#i padoThl
pesyabTatel KonTakTHas =
OCBOCHHUSA:

KO paGora E 9 DopmbI
(hopmupyemoii 9 % o 3 Terymero
KOMIIETeHUHH HaumeHOBaHHE PA3IeN0B, TeM g 3 2 =3 KOHTPOJIsI
H HETHKATOPSI - - ; o E s (HaHMeHOBaHue

= = © OLEHOYHOI'0
JOCTHIKEHUS = EES| 8«
KOMIIETeHIHi 5 § 87 == cpencTea)
) =T < &
= = = o
OIIK-1. Tema 2. MNOCTPOEHUE CUCTEMBI Bemonnaenne
NOIIK-1.2. | KIMEHTOOPUEHTUPOBAHHOT'O CEPBUCA B MPaKTHYECKUX
OIIK-2. OPI'AHU3ALIUU 3aJaHuN
HOIIK-2.3. | 1. IlocTpoeHne KOMIUICKCHOM CHCTEMBI IOJIYYEHHS H
aHanu3a oOpaTHOM CBSI3H.
2. Pa3zpaboTka KIMEHTOOPHEHTHPOBAHHON CTpaTeruu
OpraHH3aIu 471
3. KitmeHToopreHTHpoBaHHast KOPIIOpAaTHBHAS KYJIbTypa
4. Aymur  KIMCHTOOPHEHTHPOBAaHHOCTH,  CECCHHU
KIIMEHTHHTA U YJIydIIeHHe On3HeC-TIpoIeccoB
5. Pa3paboTka u BHEJpeHHE CTAaHIAPTOB OOCTYKUBaHUS
KIIHEHTOB
6. IloctpoeHme cuCTEMBI KOHTPOJIS W MOTHBAIUU
KIIMEHTOOPHUEHTHPOBAHHOCTH
Ipakrnuyeckoe 3ansaTue Ne 2. [locTpoeHue cuctembl 471
KJIMEHTOOPHUEHTUPOBAHHOTO CEPBHUCA B OPraHU3aLIUH
CamocrostenpHas pabora 20 /20
OIIK-1. Tema 3. UCCJEJOBAHUE MMIOTPEBUTEJIEN Brinonnenue
HOIIK-1.2. | 1. AHanu3 noTpeOHOCTeH U IIEHHOCTEH MoTpeOuTeNs MIPAKTUYECKUX
OIIK-2. 2. CoBpeMeHHbIE TpeboBaHus K 3a1aHUI
NOIIK-2.3. | KIMEHTOOPHEHTHPOBAHHOMY CEPBHCY 4/05
3. CerMeHTaLUs KIHEHTOB
4. AHanu3 ypoBHS KJIMEHTOOPHEHTHPOBAHHOTO CEpBHCA
B OpraHu3alyu
Ipakrnuyeckoe 3anaTue Ne 3. lccneagoBanue 4105
moTpeOuTeNeH '
CamocrosrTenbHas padbora 10/14
OIIK-1. Tema 4. KJIMEHT KAK OCHOBHOM Beimonuenue
HOIIK-1.2. | <AHBECTOP» IJI51 BUBHECA MPAKTHIECKUX
OI1K-2. 1. )Kv3HeHHBI IUKI KIMEHTA U YIIPaBICHUE UM 3aJaHui U
NOIIK-2.3. | 2. BuusHue B3aMMOOTHOIICHHUH C KJIMEHTOM Ha pelieHne
Ppe3yJIbTaTHBHOCTh JIeSITENIbHOCTH OpraHHU3alH. 3ajaq
Tumnonorust KIMEHTOB U pa3pabOTKa MPEIOKESHHUNA IS
Pa3HbIX IPYII KIMSHTOB
3. KoHnnemnuus n00aBiIeHHON IEHHOCTH JJIsl KIIMEHTA. 4/1
MeToabl H3MepeHUs TOTPEOUTENBCKOM IEHHOCTH
4. ITporpammer JOSUTBHOCTH KIIMEHTOB.
Y 10BIETBOPEHHOCTD KIINEHTOB
5. Coznanue m ayuT KIMEHTCKON 0a3bl OpraHu3alnu
6. TexHonoruu paboThI ¢ peKiIaMalusIMA
7. VYmpaBneHne B3aMMOOTHOIICHUSIMH C KIMEHTaMHU
(CRM)
IpakTuuyeckoe 3ansaTue Ne 4. KimeHT Kak OCHOBHOM 471
«MHBECTODY JJIsl Ou3HEeca
CamocrostenbHas padbota 12/16
OIIK-1. Tema 5. KJIIOUEBBIE ITOKA3ATEJW OLHEHKHU BrinonneHue
HOIIK-1.2. | PEAJIM3ALINUA MIPAKTUIECKUX
OIIK-2. KJIUEHTOOPUEHTUPOBAHHOI'O MOJAXOJA 3aJjaHuil 1
HOIIK-2.3. | B BU3HECE pelieHue
1. Knnenrckas COCTABJISFOLIAsI CHCTEMBI 3amaq
cOaaHCHpOBaHHBIX MOKa3aTeIeH 4/1
2. Meronsl oneHkn 3¢GQPEKTUBHOCTH  YIPaBICHUS
opraHuzanuen npu peanuzanuu
KIIMEHTOOPHEHTUPOBAHHOTO MO1X0/1a
3. baianc xIMeHTOOPHEHTUPOBAHHOTO CEPBHCA U 3aTparT,
(MHAHCOBBIE pE3yNbTaThl KINEHTOOPHEHTHPOBAHHOTO




Il1anupyembie Buapl yueoHo#i padoThl
PEsyILTATEL Konrakruas
OCBOCHHUSA: g
Ko pabora Z 2 DopmbI
o = =l TEKylero
(hopmupyemoii 3} g o o "
KOMIIETEHITHA HauMeHOBaHHE PA3/1e/I0B, TeM e 3 2 Ed KOHTpO.I5t
p ? - = s £ (HanMeHOBaHHe
M HHIUKATOPBI = 5 R o = 8
= ® 13) OIICHOYHOI'0
JOCTHKEHH S = = =]
; = 2 8 = =) cpeacTBa)
KOMIIeTeHIMii Z = =
) =T < &
@)
= = =
nogxonaa
Ipakrnueckoe 3ansaTue Ne 5. KiroueBble mokaszarenu
OLICHKH peanuzanuu KJIMEHTOOPUEHTUPOBAHHOTO 4/1
0JIX0/1a B OU3HECe
CamocTosiTenbHast paborta 20/16
HUTOIroO | 18/4 18/4 72182

[pumeuanue: -/- 06vem Uacos cOOMBEMCMEEHHO OISl OYHOU U 3A0UHOU POPM 06YUeHUs




4. METOAUYECKHUE YKA3AHUA JJIA OBYYAIOIIUXCA IO OCBOEHHMIO
JUCIHUIIVINHBI

4.1. OOmme MeTogHYECKHEe PEKOMEHJAUMH 10 OCBOCHHI0  JAWCHHMILIMHBI,
o0pa3oBaTeIbHbIE TEXHOJIOTHH

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

[lpu mpoBeneHMH y4eOHBIX 3aHATHH MO JUCHUIUIMHE OOECHEYMBAETCS Pa3BUTHE Y
00y4aromMXxcs HaBBIKOB KOMAaHIHOM padOThI, MEKIIMYHOCTHOW KOMMYHUKAIIMH, TIPHHATHS PELICHUH,
JUJIEPCKUX KAdecTB (BKJIOYAs MPOBEJCHHE WHTEPAKTUBHBIX JICKIUH, TPYIMIOBBIX JUCKYCCHUH,
pOJIEBBIX WIp, TPEHUHIOB, AaHAIM3 CUTyalMd ¥ WMHUTAIMOHHBIX MOJENEH, IpernojaBaHue
JUCLHUIUTMHEL B (OpME Kypca, COCTAaBICHHOTO Ha OCHOBE pPE3YJIbTATOB HAYYHBIX HCCIIEIOBAHUH,
IPOBOAMMBIX ~ YHHBEPCHUTETOM, B TOM UHCIE C YYETOM pETHOHAIBHBIX OCOOEHHOCTEH
npodeCCHOHATIBLHOM 1eATEIFHOCTH BBITYCKHUKOB M TOTpeOHOCTEl paboToaareneit).

[lpenogaBanue  JUCHMIUIMHBI ~ BEJAETCS  C  NPUMEHEHHEM  CICAYIOIIUX  BHIOB
o0pa3oBaTeIbHbIX TEXHOJIOTHIA:

—  0aJTbHO-PEHTUHIOBasI TEXHOJIOTHS OLICHUBAHMUS;

—  JJIEKTPOHHOE O0y4YCHHUE;

— mpobiieMHOe 00y4eHue;

—  pa300p KOHKpPETHBIX CUTYyallMii;

— uHpopManmonHbie TexHonoruu: Google-noxymentsr, BBB.

JInisi OLEHKW 3HaHWM, yMEHUWH, HaBBIKOB M YPOBHS C(POPMHUPOBAHHOCTH KOMIETECHIMH IO
JMCUUIUIMHE TPUMEHSeTcsl OaJUIbHO-PEUTHHIOBasi CHUCTEMa KOHTPOJIS W OLCHKH YCHEBaEMOCTH
CTYACHTOB. B OCHOBY Oa/UIbHO-PEHTHHTOBO CHCTEMBI TOJOXEHBI HMPUHIIUIBI, B COOTBETCTBUH C
KOTOPBIMH (DOPMHPOBAHHE PEUTHHra CTYIEHTAa OCYIIECTBISETCS B XOJAE TEKYHIEro KOHTPOJIS
ycrieBaeMocTH. MakcuManbHOe KOJM4ecTBo 0amioB B cemectpe — 100.

4.2. Meroanueckue yKazaHMs JJsi 00y4alOIIUXCS 1O OCBOGHHI0 JAUCHHUILUIMHBI HA
3aHATHAX JEKIIMOHHOI'0 THIIA

JIeKIMOHHBIN KypC MPEaIoJaraéT CUCTEMATHU3UPOBAHHOE HM3JI0KEHUE OCHOBHBIX BOIIPOCOB
TEMaTUYeCKOro IIaHa. B Xoje JNeKIMOHHBIX 3aHATHI PacKpBIBAIOTCS 0a30BbIe BONPOCHI B paMKax
KKIOW TeMbl IUCHUIUIMHBI. O003HAYaIOTCS KIIIOUEBBIE ACIIEKTHl TEM, a TaKXkKe JEJIar0TCsl aKLIEHTBI
Ha HauboJiee CII0KHBIE M BaYKHBIE TTOJIOXKEHUS M3y4aeMOro MaTepuaia.

JIekUMOHHBIE  3aHATHA  IPOBOAATCS B IIOTOYHOW  AyJUTOPUM C  IIPUMEHEHHUEM
MYJIbTUMEAMMHOTO MpOeKTopa B BUJe yueOHOH npe3eHtanuu i B DMMOC yHuBepcureTa.

B xoJ1e TeKIIMOHHBIX 3aHATUN PEKOMEHAYETCs] KOHCIIEKTHPOBaHUE y4eOHOro MaTepHara.

OTnenbHbIE TEMBI MPEATIAratoTCs Ul CAMOCTOATEIBHOTO U3Y4YeHUs (KOHCIEKTUPYIOTCS).

Matepuansl JIeKIMHA SBJISIOTCS ONOPHOM OCHOBOM JJii TOJATOTOBKM OOyYaromMXcs K
NPAaKTUYECKMM 3aHATUAM M BBIOJHEHMS 3a/aHUM CaMOCTOSATENIbHOW paboThl, a Takke K
MEPOIIPUATHAM TEKYILETO KOHTPOJISA YCIIEBAEMOCTH M MPOMEKYTOYHON aTTECTALMK MO JUCHUIIIINHE.

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

[IpakTuueckue (CeMHUHApCKUE) 3aHATHS TMPEACTABISAIOT COOOM JeTanu3aluio JEKIHOHHOTO
TEOPETUYECKOI0 MaTepuaa, IpoBOJATCS B LENSIX 3aKPEIUIEHUS Kypca U OXBaThIBAIOT BCE OCHOBHBIE
paznensl. OcHOBHOW (opMOI TIpOBEACHUS CEMHHAPOB W TPAKTUYECKHX 3aHATHHA SIBISCTCSA
oOcyxenue Hanbosee MpoOIEMHBIX U CIOKHBIX BOIIPOCOB 110 OTAEIBHBIM TEMaM, a TaKXkKe pelieHue
3aJa4 ¥ pa3doop MPUMEPOB U CUTYAIUI B Ay JUTOPHBIX YCIOBHUSX.

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

— TPOBEPKY U YTOUHEHHUE 3HAHUH, MOTYYEHHBIX Ha JIEKIUX;

— TIOJy4YyeHHEe YMEHUW U HaBBIKOB COCTABJIEHUS JOKJIAJI0OB U COOOIIEHUH, 0OCYKICHUS
BOIPOCOB 10 Y4eOHOMY MaTepHany JUCIUILINHBI,



— TMOJBEJAEHHWE MTOTOB 3aHATHUWA MO PEUTUHTOBOM CHUCTEME, COIJIACHO TEXHOJIOTHMYECKOH
KapTe AUCITUTUTHHBI.

[TpakTHdeckue 3aHITHS OPTAaHU3YIOTCS, B TOM 4YHCIE B (pOpMe MPaKTUYECKOW MOJIrOTOBKH,
KOTOpasi mpeaycMaTpUBaeT y4acTHe OOYYArOIIMXCS B BBIITOJIHCHUH OTHCIBHBIX 3JIEMEHTOB paldoT,
CBSI3aHHBIX C OynyIei mpodecCHOHATBHON ACSITETbHOCTHIO.

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

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

4.4, MeToanyecKue YKa3aHUs MO0 CAMOCTOSITeIbHOM padoTe 00y4aromuxcs

CamocrosarenbHass paboTta obOecneunBaeT TMOATOTOBKY OOYyYaromierocss K ayAuTOPHBIM
3aHATUSM U MEPOIPHATUSAM TEKYIIEro KOHTPOJIS M HPOMEXYTOUHOM aTTecTaluu M0 H3yd4aeMoH
JUCHUIUTMHE. Pe3ynbTaTel 3TOH MOATOTOBKM TPOSIBISIOTCS B aKTHBHOCTH OOy4aromerocs 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 UHTepHeT;

— TOArOTOBKY K TECTUPOBAHUIO 110 TEMaM Kypca;

— TOArOTOBKY K IPOMEKYTOUHOM aTTeCTalluy 10 Kypey U JIp.

[Ipy BbIMONHEHUM 3aJaHUM JUIA CaMOCTOSATENIBHOM pabOThl pEKOMEHIyeTcs MpopadoTKa
MaTepHAJIOB JIEKIIUH 10 KaKI0M IPONJIEHHON TEME, a TAKKE U3yUYECHHUE PEKOMEHyEMOU JINTEPaTyphl.

Jlis 00yyaromuxcsi 10 04HO-3a04HOM (opme 00ydeHus: caMOCTOsATeNIbHAs paboTa sBJsAEeTCS
OCHOBHBIM BHJIOM Y4€OHOM /1€ATEIbHOCTH.

Jns o0OecrieyeHHsl CaMOCTOSITEIbHOM PabOThl OOYHYAIOLIMXCS HCIOJIBb3YEeTCsS 3JIEKTPOHHBIN
yueOHbIi Kype, co3aannbiii B OMOC yauBepceuteta http://sdo.tolgas.ru/
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5. YYEBHO-METOJIMYECKOE U HWH®OPMAIMOHHOE OBECIIEYEHHUE
JUCIHUIIVINHBI

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

Besa nutepaTypa, BKIIOUYEHHAsh B JIaHHBIM I€pedeHb, MPEJCTABIECHA B BUAE AJIEKTPOHHBIX
pecypcoB B dyeKTpoHHOUW OumoOimoreke yHuBepcutera (OBC). Jluteparypa, ucmoiab3yeMas B
NeYaTHOM BHJE, TpEACTaBIeHAa B HAay4YHOW OuOimoreke yHHBepcutera B oObeme He meHee 0,25
9K3EMIUISIPOB HAa OJJHOI'O 00YYaroIerocs.

OcHoBHas1 JInTepaTypa

1. bacosckuii, JI. E. Mapketunr : yueO. mocoOue ans By30B mno HampasiaeHuto 38.03.02
"Menemxment" / JI. E. bacoBckuii, E. H. bacoBckas. - 3-e u3n., nepepab. u gom. - Jlokymenr read. -
Mocksa : UHOPA-M, 2022. - 232 c. - bubnuorp.: c. 227. - (Bsicuiee obpazoBanue - bakanaBpuar). -
URL: https://znanium.com/read?id=391310 (xara obpamenus: 21.12.2021). - Pesxxum moctyna: s
aBTOPU3. NIOJIb30BATENEH — TEKCT : AIEKTPOHHBIN.

2. Buxanckuii, O. C.MeHemxMmeHT : y4eb. a7 BY30B [0 HANpaBICHHUIO MOATOT.
"OxoHomuka" u cneuuanbHocTAM "®unancel M kpenut", "byxranr. yder, aHamu3z W ayauT',
"MupoBas sxonomuka", "Hanoru u nanoroo6ioxenue" / O. C. Buxanckuii, A. . Haymos. - 6-¢
u3l., nepepad. u npom. - Jlokyment Bookread2. - Mocksa : Maructp [u ap.], 2022. - 656 c. -
bubmuorp. B kouie 1. - URL: https://znanium.com/read?id=385853 (xara obpamienns: 18.10.2021).
- Pexxum moctyna: aiis aBropus. mosb3oBareneid — ISBN 978-5-9776-0320-1. - TekcT : 37€KTpOHHBIA.

3. VHHOBAaLIMOHHBIA MEHEKMEHT : y4yebd. Al By30B IO HampaBieHuo "MeHemkmeHT"
(crenenp (xkBanmudukanus) - "marucrtparypa") / B. f. Topbunkens [u ap.] ; mox pen. B. .
lopdunkens, T. I'. [Tonantok. - 4-e uzz., nepepad. u gorm. - Jlokyment read. - Mocksa : By3os. yue0.
[ nmp.], 2023. - 380 c. : un. - bubmmorp.: ¢. 357-360. - CnoB. noustuii (repmunon). - URL:
https://znanium.com/read?id=374442 (mata oOpamenus: 23.03.2021). - Pexum goctyma: s
aBTopm3. moss3oBareneit — ISBN 978-5-9558-0311-1. - TekcT : 2IeKTpOHHBIH.

4. IloBeneHue notpeduresnelt : yueO. mocodbue s By30B IO HarpasieHuto noarot. 38.03.02
"MenemxmenT" (kBanudukanus (ctenensb) "Oakanasp") / O. H. Pomanenkosa, H. I1. byrakosa, 1. A.
KunsroB [u ap.] ; mox odur. pen. O. H. PomanenkoBoii ; @uHancoBbli yH-T npu [IpaBuTenscTBe
P®. — Jloxymenrt read. — Mockga : By3. yue6. [u ap.], 2020. — 320 c. — IIpun. - ['moccapwmit. — URL:
https://znanium.com/read?id=356056 (mara oOpamenus: 14.01.2021). - Pexum gocryma: amns
aBTOpm3. moss3oBarenei. — ISBN 978-5-9558-0404-0. - 978-5-16-102322-8. — TekcT : 2IeKTpOHHBIH.

5. Csupunenko, 0. II. CepBucHas paedarenbHOCTh : Yyd4eO. mmocoOue maisi BY30B IIO
HanpasieHusM noarot. 43.03.03 "T'octunny. neno", 43.03.02 "Typusm" (kBanuduxanus (CTerneHs)
"6akanasp") / 1O. II. CBupuaenko, B. B. XwmeneB. - 2-e uzn., ucnp. u gomn. - Jlokymenr read. -
Mocksa : UH®OPA-M, 2022. - 174 c. - bubmuorp. B Tekcre. - Tectol. - Kimtoun. - (Boicmiee
obpasoBanue - bakamaspuat). - URL: https://znanium.com/read?id=400299 (mata oGparieHwus:
07.10.2022). - Pexxum goctyma: i aBTOpu3. mojb3oBateneii - ISBN: 978-5-16-014846-5. — Tekcr :
JJIEKTPOHHBIN.

6. Tynpraes, T. A. MapKeTHHT yCIyT : y4eOHUK : y4eO. mocoOue /yisi By30B 110 HAIPaBIECHUIO
"Mapketunr ycayr" / T. A. Tynbraes. - Jlokyment read. - Mocksa : UHOPA-M, 2020. - 207 c. -
bubmmorp.: c¢. 186-188. -  T'moccapmii. -  (Beicmee — oOpaszoBanme). -  URL:
https://znanium.com/read?id=356219 (matra oGpamenus: 15.10.2020). - Pexxum nocrtyma: s
aBTopm3. mosk3oBareneit — ISBN 978-5-16-005021-8.- TekcT : 371eKTPOHHBIH.

JdomosHuTEIbHAS JIUTEPATYPaA

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


https://znanium.com/read?id=391310
https://znanium.com/read?id=385853
https://znanium.com/read?id=374442
https://znanium.com/read?id=400299
https://znanium.com/read?id=356219
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"Cuneprus". - JlokymeHt read. - Mocksa : UH®PA-M, 2021. - 294 c. : wi. - bubnuorp.: ¢. 295-296.
- CnoB.. - (Cepust yueOHukoB s nporpammbel MBA). - URL: https://znanium.com/read?id=371613
(mara oopamenus: 13.01.2021). - Pexxum goctyna: mis aBropu3. mosb3oBateneid — ISBN 978-5-16-
016936-1. - TeKCT : ANEKTPOHHBIH.

8. bokoBHs, A. E. MoTuBaius - OCHOBa yNpaBJICHHUS YEJIOBEYECKUMH pecypcamu (Teopus U
pakTUKa (OPMHUPOBAHKSI MOTUBHPYIOIIEH OPTraHU3AlMOHHON CPEIbl M CO3/IaHUS €UHOU CHCTEMBI
MoTUBanuu Kommanuu) : MoHorpadus / A. E. bokoBus. - Jlokyment Bookread2. - Mockga :
NH®PA-M, 2022. - 144 c. : un. - bubmuorp.: c¢. 139-142. - Ilpun.. - (Hayunas meicas). - URL:
https://znanium.com/read?id=393681 (mara o6pamenus: 03.03.2022). - Pexum jgocrtyma: s
aBTopu3. mosib3oBaTenei — ISBN 978-5-16-004523-8. - TekcT : 31eKTpOHHBIH.

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

10. PomanoBuu, XK. A.CepBucHasi [eATEIBHOCTb : ydel. Ui BY30B IO CIEIUATbHOCTH
"Cepsuc" (o o6n. npumenenusi) / C. JI. Kanaues ; mox o6m. pen. XK. A. Pomanosuua. - 7-e us.,
ctep. - Hokyment read. - Mocksa : JlamkoB u K, 2019. - 2843 c. - bubnuorp.: c. 275-277. - lpu.. -
URL: https://znanium.com/read?id=358379 (marta obOparenus: 15.10.2020). - Pexum mocryma: s
aBTopu3. mosib3oBaTenei — ISBN 978-5-394-03453-4.- TekcT : 2JIeKTPpOHHBIH.

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

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

13. CunsieBa, 1. M. MapkeTHHT B TpEANPHHUMATEIECKON JEATEIHHOCTH : y4e0. sl DKOH.
BY30B 10 HampasieHuto "OkoHomuka" / . M. Cunsiea, C. B. 3emmsik, B. B. Cunsies ; nopg pen. JI.
I1. JamkoBa ; ®unancoBsiii yH-T nipu [IpaBurenscrse PO. - 6-¢ uzn., crep. - Jlokyment Bookread2. -
MockBa : [lamkoB u K, 2019. - 266 c. : wmn - bubmuorp.: c. 265-266. - URL:
https://znanium.com/read?id=358543 (mara oGpamienus: 15.10.2020). - Pexum gocrtyma: s
aBTopu3. noss3zoBareneit — ISBN 978-5-394-03160-1. - TekcT : 2I€KTPOHHBIN.

14. YyebHO-MeTOAMYECKOE TTOCOOUE TO AUCHUIUIMHE "YTpaBlieHHEe B3aUMOOTHOIICHUSIMU C
KJIIMEHTaMH" : Juisl cTyAeHTOB HampasieHus noiaror. 38.03.02 "MenemxMeHT" HampaBlIEHHOCTU
(mpoduns) "Ymp. mpoekramu" / IloBomk. roc. yH-T cepBuca (®PI'bOY BO '"IIBI'YC"), Kad.
"JKOHOMUKA, Opr. U KomMmep. aearenbHocTh" ; cocT. C. JI. Kykuna. - Jlokyment Adobe Acrobat. -
Tomesttn : TIBI'YC, 2018. - 1,05 Mb, 45 c. - bubmwmorp.: c. 41-42. - Tlpmn.. - URL:
http://elib.tolgas.ru/publ/Metod_UVsKb_BMNUP_09.07.2018.pdf (nara o6parmienus: 21.10.2020). -
Pexxum goctymna: st aBTOpu3. MoJib3oBaresied — TeKCT : 3JEKTPOHHBIN.

5.2. TlpodeccuonanbHble 0a3bl JaHHBIX, HMH(OPMALUOHHO-CIIPABOYHbIE CHCTEMBI,
HHTEpPHET-pPecypchl

1. eLIBRARY.RU : HayuyHnas snekrpoHHas 6ubanoTeka : caidtT. — Mocksa, 2000 - . - URL:
https://elibrary.ru (mara oOpamenus: 03.12.2021). — Pexum pgoctyna: st 3aperucTpup.
[IOJIb30BaTeseH. — TEeKCT: DJIEKTPOHHBIMN.


https://znanium.com/read?id=371613
https://znanium.com/read?id=393681
https://znanium.com/read?id=356055
https://znanium.com/read?id=358379
https://znanium.com/read?id=358190
https://znanium.com/read?id=353585
https://znanium.com/read?id=358543
http://elib.tolgas.ru/publ/Metod_UVsKb_BMNUP_09.07.2018.pdf
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2. TAPAHT.RU : umadopMm. — mpaBoBor moprtan : [caiit] / OOO «HIIIl «"APAHT-
CEPBUC». — Mocksa, 1990 - . - URL: http://www.garant.ru (nata oopamenus 03.12.2021). - TekcT :
3JIEKTPOHHBIMN.

3. Emumnoe oxHO gocryma K oOpasoBarenbHBIM pecypcam :  cailt. - URL
http://window.edu.ru/ (mata oopamenus: 03.12.2021). - TeKCT : 3JIEKTPOHHBIN.

4. HWHTYUT. HanmonaneHelii OTKpbITEI YHUBEpCUTET : cailT. - MockBa, 2003 - . - URL:
http://www.intuit.ru/ (mara o6pamienus 03.12.2021). - TeKCT : 2IIEKTPOHHBI.

5. Koncynerantllntoc : cpaBoynas mpaBoBas cucrema : cait / 3A0 «KoncynbrantlLitocy.

— MockBa, 1992 - . - URL: http://www.consultant.ru (mata o6pamenus 03.12.2021). - Tekcr :
3JIEKTPOHHBIMN.
6. YuuBepcurerckas uH(popmanuonHas cucrema POCCHUSA : caiit. - URL

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

7. DOnekTtpoHHas OubmmuoTeuHas cuctema [IOBOIDKCKOTO TOCYIapCTBEHHOTO YHHBEPCUTETA
cepsuca : caidt / ®I'BOY BO «IIBI'YC». — Tomssatri, 2010 - . - URL. : http://elib.tolgas.ru (mara
obpamienus 03.12.2021). - Pexxum goctyna: 1uist aBTOpU3. MOJIb30BaTeNiel. - TeKCT : 3JIeKTPOHHBIN.

8. DinekTpoHHO-OMONMOTEUHas cuctema Znanium.com : caiit / OO0 "3HAHUYM". —
Mocksa, 2011 - . - URL: https://znanium.com/ (nata obparmenus 03.12.2021). - Pexxum goctymna: s
aBTOpU3. NIOJI30BATEINIEH. - TEKCT : AIEKTPOHHBIN.

9. DnekrponHO-OMOMMOTEYHAst cucteMa Jlans : caiit / OO0 "OBC JIAHB". - Mocksa, 2011
- . - URL: https://e.lanbook.com/ (mata obpamenus 03.12.2021). - Pexxum focTyma: s aBTOPH3.
IIOJIB30BaTeNeN. - TEKCT : AIEKTPOHHBIN.

5.3. IIporpammHoe obecnieuyeHue

Wudopmannonnoe obecriedeHne y4eOHOTO Mporecca Mo TUCHHILIMHE OCYIIECTBISCTCS C
UCIIOJIP30BAHUEM  CIICAYIOUIEr0 MPOrPaMMHOTO oOecrieueHusi (JIMIEH3MOHHOTO U CBOOOJHO
pacmpocTpaHseMOro), B TOM YHCJIe OTEYECTBEHHOTO TIPOU3BO/ICTBA:

Ne /0 HanmenoBanue YcaoBus gocryna
1 Microsoft Windows W3 BHYTPEHHEN CETH YHUBEpPCUTETA (JIUIIEH3MOHHBIH JIOTOBOD)
2 Microsoft Office W3 BHYTPEHHEN CETH YHUBEPCUTETA (JINIIEH3MOHHBIH JIOTOBOD)
3 Koncynsrantllmoc U3 BHYTPEHHEN CETH YHUBEPCHTETA (JIMLIEH3MOHHBIN 0TOBOP)
4 C10 MOODLE U3 JII00ON TOYKH, B KOTOPOH UMEETCS IOCTYI K ceTH MHTepHeT
(JIUIIEH3MOHHBIH JOTOBOP)



http://www.garant.ru/
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,
NPEIYCMOTPEHHBIX YYeOHBIM IUIAHOM M pabodeld mporpaMMod JUCIMIUIMHBI, OCHAIEHHBIE
000py/I0BaHUEM M TEXHUYECKHUMH CPEICTBAMU O0OyUEHUS.

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

3aHATHSA CeMHMHAPCKOro TUNAa. Y4eOHble ayAUTOpPUU [UIsl 3aHSATHH CEMHHApPCKOTO THIA
YKOMIUIEKTOBAaHBI MEOENIBIO U TEXHUYECKUMHU CPEICTBAMH O0YUEHHUSI, CITY KALTUMHU IJIs1 TIPEACTABICHUS
yueOHol nH(popManuu (CTallMOHAPHBIE WK TIEPEHOCHBIE HAOOPHI IEMOHCTPALIMOHHOTO 000pyI0BaHUs
(IpoeKTOop, 9KpaH, KOMIIbIOTEP/HOYTOYK).

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

CamocrositesbHass pabGora. Ilomemenust s CcaMOCTOSTENbHOM pabOThl  OCHAILEHBI
KOMIIBIOTEPHOH TEXHUKON C BO3MOXHOCTHIO MOJAKIIOUEHUS K ceTu «VHTepHeT» U JOCTyNoM K
AJIEKTPOHHOM  MH(OpPMAIMOHHO-00pa30BaTENbHOM  cpele  yHHBepcuTeTa. Jns  opraHuzaiuu
CaMOCTOSITENIbHOM paboThl 00YYAIOIIMXCS UCTIOTIB3YIOTCS:

—  KOMIIBIOTEPHBIE KJIACCHl YHUBEPCUTETA;

— Oubnuoreka (Menuasan), UMeEIOIIas MecTa i OOy4aromMxcs, OCHAllleHHbIE
KOMIIBIOTEPAMH C JOCTYINOM K 0a3aM JaHHBIX U ceTu «HTepHeT».

DJleKTPpOHHAsA HH(OPMAIIMOHHO-00pa3oBaTe/ibHas cpeaa ynuBepcurera (QUOC).

Kaxnplii oOydaronuiics B TedeHHE BCEro mepuoja oO0ydeHus oOecreueH MHIUBUAYaTbHBIM
HEOTpaHMYEHHBIM JOCTYIIOM K 3JIEKTPOHHOW MH(OPMAITIOHHO-00pa30BaTeIbHON Cpe/ie 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 00eCreurnBaeT:

— JIOCTyH K Y4eOHBIM IUIaHaM, pabo4yuM mporpammam AMCLUMIUINH (MOIyJei), mporpaMmam
NPaKTUK, OJIJIEKTPOHHBIM YYEOHBIM M3JaHUAM U DJIEKTPOHHBIM 00pa3oBaTENbHBIM pecypcam,
YKa3aHHBIM B pab04HX MporpaMMax JUCIUIUTMH (MOIyJei ), mporpaMMax MpakTuK;

— ¢dopMHpOBaHUE DJIEKTPOHHOTO MOPTQPOINO 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 06pa3zoBaTeIbHOTO MPOIIECcca, Pe3yIbTaTOB IPOMEKYTOUHOM aTTeCTallMU U
pe3yabTaTOB OCBOEHUS 00pa30BaTeNbHOI MPOrpaMMBbl;

— TpOBeleHUE Y4YeOHBIX 3aHATHUH, MPOIENyp OICHKH pPE3ylbTaTOB OOYYCHUs, pear3allis
KOTOPBIX  TNPEIyCMOTpEHa C  TPUMEHEHHEM  DIIEKTPOHHOTO  OOydYeHHs, IUCTAaHIIMOHHBIX
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 BO3MOKHOCTAMMHU 31I0POBbs 1 UHBAJINIOB

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

B cnyuae HEOOXOAMMOCTH, OOYJAIOIIMMCS U3 YMCIIA JIUI] C OTPAaHUYCHHBIMH BO3MOYKHOCTSIMH
3M0pOBbs (1O 3asiBIICHWIO OOy4aromierocs) a JUisi WHBAIKMIOB TakKKe B COOTBETCTBUH C
WHAUBUIYAILHON TIPOrpaMMOii peabUIuTAIN HHBATUA, 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 ¢ HAPYNICHUSIMU 3PCHUS: B Me4aTHOU (opMe YBEIMYCHHBIM mpupTOoM; B hopme
3JIEKTPOHHOTO JOKyMEHTa; B (hopme ayauodaiina (mepeBoa yueOHbIX MaTepHalioB B ayaunodopMmar); B
neyatHoil Qopme Ha s3pike bpaiinsg; WHIMBHIyadbHBIE KOHCYJIBTAIlMM C IMPUBICYCHUEM
TUQIIOCYPIOTIEPEBOAUNKA; MHINBUIYAIbHBIC 3a]JaHNUS U KOHCYJIbTAIINY;

— 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] ¢ HApYIICHUSMH OTIOPHO-JABUTATEIBHOIO ammapara: B me4aTHoi gopme; B Gpopme
AJIEKTPOHHOTO JOKYMEHTa; B popme ayauodaiina; WHINBHUyaTbHbIC 3aJaHUSI U KOHCYJIbTAIUH.
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8. OHEHOYHBIE MATEPHAJIbBI (®POHA OLEHOYHBIX CPEIACTB) JJIA
TEKYIEI'O KOHTPOJISA YCIIEBAEMOCTHU U ITPOMEXYTOYHOU ATTECTALIUN

8.1. Onucanue moOKa3aTesjeil W KpPUTEPUEB OLEHUBAHUS KOMIIETeHUMI Ha
Pa3JIMYHBIX 3Tanax ux GopMHUPOBAHMS, ONIMCAHME IIKAJ OLlEHUBAHUS

Jlnsi OLIEHKM 3HAaHWK, yMEHUWI, HAaBBHIKOB M YPOBHSA C(HOPMUPOBAHHOCTH KOMIIETEHIIMU I1O
TUCIUIUIMHE TpPHUMEHsIeTCd OalIbHO-PEHTHUHIOBas CHUCTEMa KOHTPOJS U OLIGHKH YCIEBaeMOCTH
CTYACHTOB. B OCHOBY OaJJIbHO-PEHTHHIOBOH CHCTEMBI MOJOXXEHBI MPHHLUIBI, B COOTBETCTBHH C
KOTOPBIMU ()OPMUPOBAHHE PEUTHHTA CTYJEHTa OCYIIECTBIAETCS B XOJA€ TEKYLIEro KOHTPOJIs
ycrneBaeMocTd. MakcumanbHOe KoJmuecTBO O6aimioB B cemectpe — 100.

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

®opmMa npoBeeHNs IIIkanbl OEHKH YPOBHS
NPOMEKYTOYHOM c(opMHPOBAHHOCTH [IIkana oeHKH YPOBHS 0CBOEHHUS AUCHUILIHHBI
aTTecTaluu pe3yJabTAaTOB 00yUeHHS
VYposHeBas mkana | 100 6anpHas 100 GanbHast 5-0aypHas mKana, HemuddepeHm
OLICHKH nikana, % nikana, % nu dhepeHIIpoBaHHAs poBaHHas
KOMITETCHITHH oleHKa/0amt OIICHKA
JIOTIIOPOTOBBIN HIKe 61 HIDKe 61 «HEYAOBIICTBOPUTEIBHOY / HE 3a4TCHO
2
I[I/l(l)(l)epueHlIHpO MOPOTOBBIi 61-85,9 61-69,9 «YIOBJICTBOPUTEIBHOY / 3 3a4YTCHO
BaHHBIH 3a4€T 70-85,9 «xoporioy / 4 3a4YTEHO
TIOBBIIICHHBIH 86-100 86-100 «OTIMYHOY / 5 3a4TEHO

[lo wutoram Tekyuieil ycleBaeMOCTH CTYAEHTY MOXET ObITh BBICTaBJIIEHA OLIEHKA IIO
IPOMEXYTOUYHOW aTTecTallul B COOTBETCTBUM 3a HaOpaHHBIMH 3a cemecTp Oamiamu (1O
HAKOMUTEIILHOMY pedTuHTY). CTyneHTaM, HaOpaBIIMM B XOJI€ TEKYIIETO KOHTPOJIS YCIEBAEMOCTH TI0
mucuuiuinHe oT 61 1o 100 GanoB M BBIMOJHUBIIUM Bce 00s3aTeNIbHBIE BHJIbI 3aINIAHMPOBAHHBIX
y4eOHBIX 3aHATUHM, MO PELIEHUIO MpernojaBaTess 0e3 MPOXOXKIECHUS MPOMEKYTOUYHOM aTTecTaluu
BBICTABJIIETCS OLIEHKA B COOTBETCTBUH CO LIKAJION OLIEHKH PE3YJIbTaTOB OCBOEHUS IUCLUIIIMHBI.

Pesyabrar 00ydyeHuss cuurtaercs cGOpPMHPOBAHHBIM (MOBBILIEHHbIH YPOBEHb), €CIHU
TEOPETUYECKOEe COJIep’KaHHe Kypca OCBOEHO MOJHOCTBbIO; MpPU YCTHBIX COOECeOBaHMUAX CTYICHT
MCYEPIBIBAIOIE, IOCIEI0BAaTEIbHO, YETKO M JIOTUYECKH CTPOWHO H3JaraeT ydeOHBI MaTepual;
CBOOOJTHO CHpaBJsIeTCs C 3ajladyaMHd, BONpPOCAMHU M JPYTMMH BHJAMHU 3a/laHuil, TpeOyrommx
IPUMEHEHUs 3HAHUM, UCHOJb3yeT B OTBETE JOMOJHMUTEIbHBIH MaTepuall; BCE NPEIyCMOTpPEHHBIE
paboueil y4eOHOM mporpaMMoil 3aJaHMsI BBIIOJHEHbBI B COOTBETCTBUM C YCTAHOBJIEHHBIMU
TpeOOBaHUSAMH, CTYJEHT CIIOCOOEH aHAJU3UPOBaTh IOJIYYEHHBIE pE3YJIbTaThl; HPOSBISET
CaMOCTOSITENIbHOCTh TPU BBIIIOJHEHUH 3aJaHHM, KaueCTBO MX BBIIIOJHEHUS OLICHEHO YMCIIOM OasioB
or 86 go 100, 4TO COOTBETCTBYET IOBBIIIEHHOMY YPOBHIO C(HOPMUPOBAHHOCTH peE3yJIbTaTOB
00y4eHwusl.

Pesynbrar o00y4eHusi cumrTaercsi CcQOPMHMPOBAHHBIM (IIOPOrOBBLIH YPOBEHb), €CIIH
TEOPETUYECKOE COJEPKaHME Kypca OCBOEHO IIOJHOCTBIO; IPU YCTHBIX COOECENOBAaHUSX CTYAEHT
MOCJIEI0BATENbHO, YETKO M JIOTMYECKH CTPOWHO Wu3jiaraeT y4eOHBIH MaTepuall; CIpaBIiseTcs C
3aJjayaMy, BONPOCAMHM M JPYrMMH BHJAaMHU 3aJaHui, TpeOyroluxXx MpUMEHEHHUs] 3HAHUN; BCe
IpeIyCMOTpEeHHBIe pabouell yuyeOHOM mporpaMMoil 3aJaHusi BBIIOJIHEHBl B COOTBETCTBHUHM C
YCTAaHOBJICHHBIMU TpPEOOBaHUSMH, CTYIEHT CHOCOOEH aHaJIM3UPOBATH IMOJIyYEHHBIE PE3YJIbTaThI;
IPOSIBIISIET CaMOCTOSITENIBHOCTh IIPU BBINOJHEHMM 3a/aHUM, KadeCTBO WX BBINOJIHEHHUS OLEHEHO
yucioM OamioB oT 61 no 85,9, 4TO COOTBETCTBYET MOPOTOBOMY YPOBHIO C(HOPMHUPOBAHHOCTU
pe3ysIbTaTOB OOyUEHHUS.

PesyabTaT 00yueHusi cuuTaercsi Hec()OPMHPOBAHHBIM, €CJIHU CTYIEHT MPU BBINOJIHEHUH
3aJaHUil HEe JIEMOHCTPUpPYET 3HAaHUI yueOHOro Marepuana, JOMYCKaeT OIIMOKH, HEYBEPEHHO, C
OOJBIIMMU 3aTPyJHEHUSMHU BBIMOJHAET 3aJaHUSA, HE JIEMOHCTPUPYET HEOOXOIUMBIX YMEHHUH,
Ka4eCTBO BBHIMOJIHEHHBIX 3a/laHUil HE COOTBETCTBYET YCTAHOBJIIEHHBIM TpeOOBaHHSIM, KadeCTBO MX
BBINOJIHEHHS OLIEHEHO YMCIIOM 0ayioB HUXKE 61, 4TO COOTBETCTBYET 1OMIOPOrOBOMY YPOBHIO.
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®opMbI TEKYLIEr0 KOHTPOJIS yCeBaeMOCTH

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

Cucrema OLICHUBAaHUsA IIPEACTABIICHA B JJICKTPOHHOM yLIe6HOM Kypc€ IO OUCHUILIIMHE
http://sdo.tolgas.ru/.

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

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

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

3aganue 1.

ConocraBbTe TPATUIIMOHHBI MapKETHUHI, OCHOBAaHHBIM Ha TPAHCAKIHUAX, WU MapPKETHHT
BBaI/IMOOTHOIHeHI/If/'I 1A I[I/I(b(bepeHHI/IaHI/II/I IIOAX0J0B B OTHOIICHUAX C HOKYHaTeJ'ISIMI/I.
Ta6ymma — CorocTaBiaeHUE TPAHCAKITMOHHOTO MapKETHHTa M MApKETHUHTA B3aUMOCHCTBUIN

TpaHCaKIMOHHBI MAPKETHHT MapKeTHHT B3aUMOOTHOIIEHHI

3aganue 2.

CpaBHUTE MO3UILINUU TPATUIIMOHHOTO U KIIMEHTOOPUEHTUPOBAHHOTO MapKeTHHTa
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 MIIaHUPOBAHUIO

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 H3MEHEHHWIl 3ampocoB KIMEHTOB (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(OpPMHPOBAHHOCTH 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 CPaBHHUTEJIbHBIM aHaaus3 Mozenei KJIMEHTOOPUEHTUPOBAHHOCTH u
TOBapOOPUEHTUPOBAHHOCTH.

Tabnuna — CpaBHHUTENBHAS XapaKTEPHCTUKA JIBYX MOJICNICH OPHUEHTUPOBAHHOCTH

XapakTepuCTUKU AKIIEHT Ha IOTPeOHOCTH AKIIEHT Ha TOBap
HOKyHaTest

Korz[a HUMCCT CMBICJI
HCIIOJIB30BaTh

Kak kinmenTt MIPpUHUMACT
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 ouce. KnueHt (u
¢bupMa, KOTOPYIO OH IPECTABISIET) yKE 3HAET 000 BCEX aKLHUAX, HO UMEET HECKOJIBKO BOMPOCOB U HE
3aKpBITBIX BO3PAKEHMI: yCIIEeT JIM MPOJABELl IOCTaBUTh W MOAKIIOYHUTH BCIO MAPTHIO TaPKETOB Ha
3TOH Henene?

Kak Oyner Bectu ce0s KIIMEHTOOPUEHTUPOBAHHBIN Mpoiasen?

IIpencraBbTe NPaBUIbHBIN u HeNpaBUIbHBINA BapUaHTHI MOBEJICHUS
KIIMEHTOOPUEHTUPOBAHHOTO MPOJIaBLIa.

3aganue 8.

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

- JUIMTEIbHOCTh OTHOLIEHUH C KIIMEHTAMH;

- 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 npobieme (1o
CJIy4aeB C HEraTUBHBIMU pEKJIaMallUsIMHU);

- CHCTEMHOCTb M3YYEHHUS U IEPETIPOBEPKU MPEANIOUTEHUIN KIHNEHTOB;

- Hanu4yre oOpaTHOM CBSA3M C MOKYTIATENEeM;

- IPUCYTCTBUE B pabOTe C KIMEHTAMHU «IIPABUI TPEX J1ay;

- HENIPEPBIBHOCTh AHAIIUTUKU JIEATEIBHOCTH OpPraHU3alluu;




17

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

3aganue 9.
Ilo

npeacTaBJICHHBIM B

TadJInIe

pe3yibTaTtamMm

3aMepoB

oKa3areien

KIIMEHTOOPUECHTUPOBAHHOCTH MPOBEIUTE aHAIN3 YPOBHS KIMEHTOOPHUEHTUPOBAHHOCTH 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
Ha 3aIpOoC IIPH OHJIANH-
CEepBHCE, CEK.

40

42

Housa ciydaes
MIPEICTABICHUS
COTPYAHUKOM
KiaueHTaMm, %o

95

97

J1oJ1s1 KOHTAKTOB C
IIEPEBOJOM
noTpeduTens Ha
pasrosop B
ITOJIOKUTEIILHOM pyClIe

87

91

*Crangapt opranuzanuu — 25 - 30 cek.
**Cranmapt opranusanuu — 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

Konuenuus 2

Konnemnmms n

Kto ynpasisier
OTHOLIEHUSMHU

st xoro ynooHee
OusHec

OTHOILIIEHHUE K
KJIMEHTaM

Hammune
MPUHYXKJICHUS K
onpeIeICHHBIM

JEUCTBUSIM

Kak uyBcTByeT cebs
KJIMEHT

Urto siBRsIETCS IEHTPOM
OpraHu3alu
OTHOIIIEHUH
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3aganue 11.
VYKaKuTe OCHOBHBIE IPEUMMYLIECTBA AaKTHBHOIO HCHOdb30BaHus Mozaenu SaaS (IIO kak
yciyra). Haiinure u oTpa3ute g1aHHBIC O TMHAMHKE phiHKa SaaS B Poccum.

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

3aganue 1.

[IpoBenuTe wu3MepeHHE JIOSUIBHOCTH KJIMEHTOB HaumOoliee M3BECTHOW KOMMEpPYECKOM
opranusaiui B npodeccronanbHoi chepe (b2b wam b2c cerment). [Iyis u3MepeHHs JOSIIBHOCTH
KIIMEHTOB HCIOJIb3YHTE CIEAYIOLIUE MEK/TyHAPOIHbIE TOKA3ATENH:

- UHIeKC JosibHOCTH NPS

- UHJEKC YJOBJIETBOPEHHOCTH KIMeHTOB CSI.

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

3aganme 2.

[IpoBeauTe wu3MepeHUE JIOSJIBHOCTH KJIMEHTOB HamOoOJiee U3BECTHOM KOMMEPUYECKOU
opranusaiuu B npodeccronansuoii chepe (b2b wmm b2c cermenr). [Iis u3MepeHHs JOSIBHOCTH
KJIMEHTOB UCIIOJIB3YNUTE CIEAYIOIINE MEKIYHAPOIHBIEC TIOKA3aTEIH

- Repurchase Ratio - ko3¢ ¢uimeHT Boikyma

- Upselling Ratio - koadduimeHt mpogax.

[IpouHTepnpeTUpyiiTe MOITYyYEHHBIE PE3YIbTATHI.

3aganme 3.
[IpoBenuTe aHanmUTHYECKUI 0030p AEPUHULINN KIIMEHTOOPUEHTUPOBAHHOM CTpaTeruu
Tabnuua — AnamuTuyeckuii 0030p AepUHUIINI KIMEHTOOPHEHTUPOBAHHOM CTpaTerun

ABTOp, rox Omnpenenenue [Ipumeyanune

CremaiiTe BBIBOJI.

3aganue 4.

Cohopmynupyiite OuzHec-cTpaTeruu Juis H3BecTHOM Bam kommepueckoil opraHusanuu,
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 MOTpeOUTENsIMU Ha OCHOBE COOPAaHHOW M NMpOaHAIM3UPOBAHHOW HMH(pOpPMAIMU O
HUX, TpeABUACHHE TIOTpPeOHOCTEH KaXJIOro KIMEHTa Ha OCHOBE aHajin3a BCEW HAKOIJIEHHOU
UH(OPMALIUHU O KJIMEHTE, TPOrpaMMbl KIIMEHTCKOH JIOSITBHOCTH U IPUBEP>KEHHOCTH;

¢ IMpoaaxXv, OCHOBAaHHBIEC Ha KaCTOMHU3allMK TPOAYKTA 110 HOTpe6HOCTI/I KJIMEHTA,
NPEUIOKEHUE JPYIMX NPOAYKTOB, PEIECBAaHTHBIX BBIABIEHHBIM HYXKIaM KIMEHTA, OpraHu3aluu
y2106HI)IX JJI KIIMEHTA IMPOUECCOB NPOJAXK, YUUTBIBAOIIUX 0COOEHHOCTH KaXXJ10Tro U3 HUX;

* cepBuC, OazupyroUIMiics Ha WHIUBHIYaTbHOM OOCITYXMBAaHMM KaK COCTaBISAIOIIEH 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 YAOBJICTBOPCHHOCTHU YPOBHEM CCPBHUCA,
MIMPOKUM IPUMEHEHHUEM MPENYNPEAUTENLHOTO 00CITyKUBAaHUSI.
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3aganmue 5.

[IpuBeaute 1O WATH NPUMEPOB TPEX YPOBHEH pAa3BUTHS KIMEHTOOPHEHTUPOBAHHOCTH:
OpraHM3als ¢ KA4eCTBCHHBIM  OOCITY)XMBAaHUEM; OpraHu3amus C  MIpoPeCCHOHATBHBIM
o0cyXMBaHUEM; OpTaHu3anus popmara «IeHTP OOCTY)KHBAHUS KIIMEHTOBY.

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 IPOJIAXK U PETJIaMEHTHI 0 PadoTe ¢ KIMEHTAMHU.

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 METAJIHYECKHE PYYKH Ha JBePAX OTACJICHHI «01eJIn» 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

KaXJI0MY OKUJAHUIO ONIPEAECITUTE JTYyUIINA BAPUAHT OTBETHBIX JCHCTBUM.

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

KIIMCHTOOPUCHTUPOBAHHOCTH B IBYX KOMMEPUYCCKUX OpPraHu3anusax oTpaciiu.

3aganue 9.

PazpaOotaiiTe mojiokeHHEe 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™) ¢ mocTpoeHreM KpyroBoi auarpaMmmbl. [IponHTEpripeTHpYHTE pe3ynbTaThl UCCIEAOBAHUSI.

BHettsme axtoph

“evm,gpuuecv.ne Paryg

Huyanpsex |

Foyg,
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W

68% 75%

7
e,
i, B,
Wy Crp
Mty Terny

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 KIMEHTOOPHUEHTHPOBAHHOCTH HAXOAWUTCsA Bama komMmaHus M KakoBa
TeHaeHuus’?

Bam ypoBeHb KIIMEHTOOPHEHTUPOBAHHOCTH MOBBIIIASTCS WIIA TTOHMKACTCS?

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

a) CIIOHTaHHas,

0) perlaMeHTHpPOBaHHasI,

B) HEOThEMIIEMAsl YaCTh KOPIIOPATUBHOU KYJIbTYPBI

3apanme 11.

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

1 - ®dopmMupoBaHue peecTpa JOKHOCTESH

2 - Jleranmu3anus. Beinenenue rpeioB, IOCTPOCHUE MATPHIIBI

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 BOCHIPUATHUS KIMEHTOM BCEX TOUYEK CONPUKOCHOBEHHUS C Balllel KOMIIaHUEH.

[Ipenmnonaraemble HapaBIeHUS IPOBEACHUS ayIUTa KIMEHTOOPUEHTUPOBAHHOCTHU

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

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

+ AnHaiM3 HMEOIUXCS U TNPOBEACHHE pacueTa JPYIMX IOKa3aTelled W3MEPEHHUs
KIIMEHTOOPUEHTUPOBAHHOCTHU

+ IIpennoxeHus no CTUMYIMPOBAHUIO MOJIOKUTENBHBIX OT3bIBOB MOKYIATENEH 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 JPYTUX MaTepUaJIbHBIX U HEMATEpUAJIbHBIX HOCUTEIEH

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

3ananmne 13.

IIpoBenuTe ayauT B3aUMOJEHCTBUSA MEXY COTPYAHUKAMH U OTZIEJIaMH B Balllell KOMITAHHUH.

[Ipenmnonaraemple HampaBIeHUS MPOBEACHUS ayAUTA KIIMEHTOOPUEHTUPOBAHHOCTH

+ 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
KIIMEHTOOPHUEHTUPOBAHHOCTH

+ 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 Jyisl 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 CBSA3U U kaioO0.
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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 kiuentamu (VIP, neTbMu, HHBaIUAAMU U T.11.)
CraHgapTt B3aMMOJICHCTBHSI TOAPA3ICIICHUN BHYTPH OPTaHU3AIIHH.

3aganme 15.

[Ipoananu3upyiiTe LENEBYIO AayAUTOPHIO XOPOIIO H3BECTHOW BaM KOMIAHUM B LEJAX
rereparuu BAY-¢pumiek. [Ipeanoxure Heckobko BAY-dumek. Jlalite pekOMEeHIAINH, KaK JOOUTHCS
BAVY-addekra, B TOM 4rclie U Ha 3JE€KTPOHHOM 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 TIOKYIIATENIS» JIJIsi COOpa HEOOXOIUMBIX 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.

Hcnons3yss ONpPOCHUMK Uil JUArHOCTUKM LEHHOCTHBIX OpHeHTanuil kiueHra M. Poxkwnua,
BBICTYIasl B POJIM PECTIOHCHTA, IPOPAHKUPYHTE MPEJIOKEHHbIE B Ta0IHIIEe IEHHOCTH.

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

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

BocnuranHOCTh (xoponme MaHCPBbI,
YMCHHUE BECTU ce0s B COOTBETCTBUU
C HOpMaMH KYJIbTYPBbI HOBC,Z[CHI/ISI)
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3nopoBbe (pusndeckoe u
TICUXUYECKOE)

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

HNuTtepecHas padora

KusHepagocTHOCTD (ONITUMU3M,
YyBCTBO FOMOPA)

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

HcnomHuTenbHOCTh
(IMCIMTUTMHUPOBAHHOCTH )

JIt060Bb (MyxoBHAS U (hHU3HUECKas
OJIM30CTH C JIFOOUMBIM YEIIOBEKOM )

HeszaBucumocTs (crmocoOHOCTh
JIeCTBOBATh CAMOCTOSITEILHO,
PELINTENBHO)

MarepuanbHO obecriedeHHAs! )KU3Hb
(oTCyTCTBHE MaTepHaIbHBIX
po0Jem)

HenpuMupumocTh K HEIOCTaTKaM B
cebe u Apyrux

Hanuuue xopommx 1 BepHBIX Apy3eit

O06pa3oBaHHOCTH (IIMPOTA 3HAHUH,
BBICOKHI KYJIbTYPHBIN YPOBEHD)

OO0111ecTBEHHOE ITPU3HAHUE
(yBaXKeHHE OKPYKAIOIIUX,
KOJUJIEKTHBA, KOJIJIET)

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

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

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

[IponykTUBHas KU3Hb

(MakcHUMaJIbHO MOJHOE
MCIIOJIb30BaHUE CBOUX
BO3MOXKHOCTEH, CHJI U

CrocoOHOCTEH)

CaMOKOHTPOJIb (CIAEepKaHHOCTb,
CaMOJIMCIUIUINHA)

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

CMeJIoCTh B OTCTauBaHHUH CBOETO
MHCHUA

CBo0opa (caMOCTOSITEIFHOCTb,
HE3aBUCHMOCTb B CYXXACHUSAX U
MOCTYIKaX )

YyTKOCTh (3a00TIUBOCTH)

CuyacrtiuBas ceMelHas KU3Hb

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

Cuacthe npyrux (61arococrosiHue,
pa3BUTHE U COBEPIICHCTBOBAHNE
JpYyTux Jrojel, BCero Hapo/a,
YeJI0BEYECTBA B LIEJIOM)

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

TBOpYeCTBO (BO3MOKHOCTD
3aHUMAaThCSl TBOPYECTBOM )

TBepaas Bousist (YMEHHE HACTOSITh Ha
CBOEM, HE OTCTYIIATh Iepe
TPYAHOCTSIMHU)
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YBepeHHOCTh B cebe (BHYTPEHHSSA
rapMoHHUsl, cBOOOa OT BHYTPEHHUX
MPOTUBOPEUYNI, COMHEHHI )

YecTHOCTH (ITpaBAUBOCTD,
HUCKPEHHOCTD)

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

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

Hucmpykyusn:

Bam npennaratrorcs nBa cnucka mo 18 nenHocteil. Bama 3agadya - mpopaHXUpOBAaTh MX IO
MOPSIIKY 3HAYUMOCTH Ui Bac kak mpUHIUIIOB, KOTOPBIMU Bel pykoBOACTBYeTECH B Bamei ku3Hu.
To ectp camomy BaxkxHoMy Bbl npucBauBaere Homep 1 U T.J., TaK YTO MOJ BOCEMHAILATBIM HOMEPOM
OyJeT uATH IIECHHOCTh HAMMEHEe 3HaYnuMasi Jyisl Bac.

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

Oopabomka pe3yiomamos:

BricTaBiieHHbIE UCTIBITYEMBIM PAHTY LIEHHOCTEN OTPa)KaroT BAXKHOCTh KaXKJI0M U3 HUX.

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

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

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

Humepnpemayus pe3ynomamog:

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

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

[TonydenHble 1715 Kaxa0H U3 36-TH EHHOCTEN UX PaHTH, OTPAKAIOIINE 3HAUMMOCTh [IEHHOCTH
AJI1 UCHBITYEMOT'O, MOKHO HCII0JIB30BaTh B OMIIMPHUYCCKUX UCCIICAOBAHUAX IJIA BBIABJICHUS paznnqm‘/i
B TpYIAax WM JUIS aHAllM3a B3aMMOCBSA3€H [IEHHOCTHBIX OPUEHTAINA C IPYTMMH TICUXOJIOTHYEeCKUMU
(dheHoMeHaMH.

Ilpumep ananusza pesynomamoe onpocnuxa Poxkuua:

Ha PUCYHKEC TMPUBCIACHBI CPECAHHUEC 3HAYCHUA TCPMUHAIBHBIX HGHHOCTCﬁ IMOAPOCTKOB
AKCIIEPUMEHTAILHOM (CIOPTCMEHBI) U KOHTPOJIBHOM (HE CIOPTCMEHBI) TPYIIIL.

L L] |
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TEMBHEI B He cnog

PI/ICYHOK - Cpe,Z[HI/IC SHAYCHUS PAHI'OB TCPMUHAJIbHBIX LICHHOCTEH

CTpykTypa TepMUHAIBHBIX LEHHOCTEH MOAPOCTKOB 0OEUX TPYII HOCHT CXOJHBIA XapakTep:
HaubOosee 3HaYUMBbl [IEHHOCTH 3/10pOBbE, JIIOOOBb, IPY3bsS U CEMbs; HAUMEHEEe 3HAYUMBl — KpacoTa,
TBOPYECTBO, CYACTHE APYTHUX.
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[ToapocTkn m3 00erx MOATPYII B OOJIBIIECH CTETICHHM OPUEHTHPYIOTCS Ha 3/I0pPOBHE, JIIOOOBD,
ceMbl0 U JApy3ed. He cTonp BaKHBIM SBIII€TCS OpUEHTALMs HAa KPAacoTy IPUPOABI U HCKYCCTBa,
TBOPYECTBO U CUACTHE JPYTHUX.

3aganue 3.

Ucnoinb3ys nennoctHseiil onpocHuk L. [IBapna, mpoBeauTe n3MEpEHUE UEHHOCTEM, UAEAT0B U
yOEXKICHH, OKa3bIBAIONTUX BIMSHUE HA JIMYHOCTH MOTPEOUTENICH.

Hucmpykyus (vacmoy nepeas):

Cnpocute cebs: "Kakue 11eHHOCTH Ba)KHBI JUIsI MEHSI KaK PYKOBOJAIIME MPUHIUIBI B Moei
xu3Hn? Kakue 1eHHOCTH MeHee BaKHBI I MeHs?" Bara 3agada: oleHHTh, HACKOJBKO BayKHA I
Bac xaxzaas IEHHOCTb B Ka4€CTBE PYKOBOJAILErO IPUHLIMIIA B Bariei ;xu3Hu.

Ikana 11a OLEHKH:

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

. 6 - oueHb Ba)KHA;

. 5 - mocTaToyHO BayKHAs;

. 4 - BaxkHas;

. 3 - HE OYEHb BaXKHAS,

. 2 - MaJIo BayKHas;

. 1 - He BaxkHas;

. 0 - coBepIeHHO Oe3pa3IUYHAas;

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

Jo Toro, kak Bel HauHeTe, npounTaiite cnucok u3 30 LeHHOCTel U BbIOEpUTE OJIHY, KOTOpas
HauOosee BakHa JUIsl Bac, m ouenute ee BaxHocTh "7". Jlanee, BblOepUTE IIEHHOCTh HauUMEHEe
BakHYI0 /uisi Bac u ouennte ee -1, 0 wim 1, cornacHo ee BaKHOCTH. 3aTe€M OIICHUTE OCTaBIIHUECS
neHHoctH (ot -1 o 7).

Cnucox nennocreit 1:

1 PABEHCTBO (paBHble BO3MOKHOCTH JJIsI BCEX)

2 BHYTPEHHSA TAPMOHMUS (661Th B Mupe ¢ camumM co00ii)

3 COLUAJIBHAS CUJIA (KOHTpOJb HAJ IPYTMMHU, TOMUHAHTHOCTD)

4 VYJIOBOJIBCTBHUE (ynoBneTBopeHUE KeTaHU)

5 CBOBOJIA (cB0O0ma MbICTiel U IEHCTBUIN)

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

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

8 COLMAJIbHBIN TTOPSJIOK (cTaGumbpHOCTh 061IecTBa)

9 JKHW3Hb, [TOJIHAS BIIEYATJIEHUH (cTpemienye K HOBH3HE)

10 CMBICJI )KU3HMU (uenu B Ku3HH)

11 BEXJIMBOCTD (npenynpeaureabHOCTh, XOpOIINE MaHEPhI)

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

13 HALIMOHAJIBHAS BE3OITACHOCTD (3amuiiieHHOCTh CBOEH HAlluU OT BParoB)

14 CAMOVYBAXEHMUE (Bepa B cOOCTBEHHYIO LIEHHOCTb)

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

16 KPEATUBHOCTbD (yHukanpHOCTB, 60raToe BOOOpakxeHue)

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

18 VBAXEHUE TPA VLN (coxpaHeHue NPU3HAHHBIX TPAIHUIIHii, OObIYACR)

19 3PEJIAS JIIOBOBbD (rirybokas SMOIMOHATBHAS B JyXOBHAs OJM30CTh)

20 CAMO/MCLUITIIMHA (camoorpanu4eHue, yCTOHUMBOCTb K COOJIa3HaM)

21 TIPABO HA YEJAMHEHME (nipaBo HATMIHOE TIPOCTPAHCTBO)

22 BE3OITACHOCTBb CEMbBU (6e3omacHOCTh AJis OJIU3KUX )

23 COLMAJIBHOE IMPU3HAHMUE (omoOpeHue, yBaxkeHUE IPYTHX )

24 EJWHCTBO C IIPUPOJIOU (custHue ¢ NpUpooit)

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

27 ABTOPUTET (mpaBo ObITH TUAEPOM WU KOMaHIOBATH )

28 WCTHUHHASA JPYXXBA (6mu3kue apy3bs)

29 MMUP KPACOTHI (kpacoTa mpupo/ sl ¥ HCKYCCTBA)

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

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

Cnucox nennocreii II:

31 CAMOCTOSTEJIbHBIN (Hageronuiicss Ha ce0sl, CaMOIOCTATOYHBIH)

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

33 BEPHBIM (ipenansslii Apy3bamM, rpyIie)

34 1LEJIEYCTPEMIJIEHHbIN (TpynomoGuBblii, BIOXHOBEHHbIIT)

35 OTKPBITHIN K UYKUM MHEHMSM (TepruMblii K pa3iddHbIM HASSIM U BEPOBAHHSIM)

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

37 CMEJIBIM (uurymuit pUKITIOUYEHHIA, PHCK)

38 3ANIUIIAIOIINI OKPYXAIOILYIO CPE/LY (coxpaHsiomiuii mpupozy)

39 BJIMSATEJILHBIN (MMEroIUI BIMSIHUE HA JIFOJIeH U COOBITHS)

40 YBAXAIOIIMWIM POJUTEJIEN U CTAPLIVX (nposBIsiomuii ysasxeHue)

41 BBIBUPAIOIININ COBCTBEHHLIE IEJIU (ot6uparomuii coGCTBEHHbIE HAMEPEHHS)

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

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

44 TIPUHUMAIOILINHN KW3Hb (110 q4HHSIOLMIACS SKH3HEHHBIM 00CTOSATEIBCTBAM)

45 YECTHBIM (oTKpoBEHHbIIH, HCKPEHHMI)

46 COXPAHSIONUI CBOM MMUJTXK (3amuTa COGCTBEHHOTO (IHIIAY)

47 TIOCJIYUIHBIN (MCTIONMHUTEIHHBIN, TTOJUUHSIOIIUNACS TTPABHIIAM )

48 YMHbIHN (oruuHbIii, MBICISIIHTIA)

49 TIOJIE3HBIN (paoTaromuii Ha 61aro Apyrux)

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

51 BJIATOUYECTUBBIM (npuiepKuBarOmIuiics PeIMrHO3HON Bephl U yOeKICHHiT)

52 OTBETCTBEHHBIN (HaeKHBIN, 3aCTy>KUBAIOIIUIA TOBEpHs)

53 JIFOBO3HATEJIbHBIN (uuTepecyromuiics BceM, MBITINBBIIN)

54 CKJIOHHBIN ITPOIIATD (cTpeMsiumiicst poIaTh APyroro)

55 VCIIELIHBIM (nocturarommii nemm)

56 UYMCTOIIJIOTHBIN (onpsTHBIii, aKKypaTHEI#)

57 HOTBOPCTBYIOIHI/Iﬁ CBOUM XKEJIAHUSAM (3aHUMAOIIHICS TEM, YTO JOCTABIISIET
Y0BOJILCTBHE)

HNucTpykuus (4acTb BTOPS):

Hwxe mpuBeneHbl onrcanus HEKOTOPBIX Jroaei. [loxkanyiicta, mpounTaiiTe KaXKa0e ONMUCaHue
Y MOJyMailTe, HACKOJIBKO KaXKIbIi YEJOBEK IMOXO0X WM He MoxoX Ha Bac. IlocTtaBbTe KpecTuk B
OJTHOM M3 KJIETOUEK CIpaBa, KOTOpas MOKa3bIBaeT, HACKOJIBKO OMKMCHIBAEMBbIH YeloBeK MoX0xx Ha Bac.

Tabmuma 1 - [Ipodunes muunoctu

Ouenr | Iloxox | B Hemuoro | He CoBceMm

IIOXO0XK Ha HeKOTOpOfI IIOXO0K Ha | IMOX0XK HEC

Ha MeHs CTENEHU MEHS Ha IMOXO0XK

MEHS IMOX0  Ha MEHSI Ha MEHS
MCHS
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1. IIpumympIBaTH 4TO-TO HOBOE
u  ObITh  HW300peTaTeIbHBIM
BaxxHO s Hero. OH moOUT
MOCTYIAaTh MO0-CBOEMY, Ha CBOM
Ja.

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

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

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

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

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

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

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

9. OH cuMTaeT, YTO BAXXHO HE

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

TEM, YTO Y HUX €CThb.

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

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

13. Jlmgs HEro ouYeHb BaXHO
npeycreTb B OJKU3HH. EMy
HPaBUTCSA IPOU3BOIUTH
BIICYATIICHUE HA JPYTHX JIFOJICH.

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

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

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

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

18. Jlns Hero BaXHO OBITH
MpEeJaHHBIM CBOUM JIPY3bSM.
OH XO4YeT TOCBATHTh CeOs
CBOMM OJIM3KHM.

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

20. BBITh pETUTHO3HBIM BaXHO
st Hero. OH oueHb crapaercs
CJI€I0BATh CBOUM PEIIMTHO3HBIM
yOeXKIEHUSM.

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

22. OH cudTaer, 4YTO BaXKHO
WHTEpPECOBaThC MHOTUM. Emy
HPaBUTCS OBITH
J0003HATEIIbHBIM W IIBITAThCS
MOHSITHh Pa3HbIC BEIIH.

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

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

25. OH pymaer, 4To Jydlle

BCETO MoCTynaTb B
COOTBCTCTBUH C
YCTAaHOBUBIINMHUCA

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

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

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

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

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

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

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

33. Jlns Hero BaKHO MPOIIATH
J0JIeH, KOTOpbIe OOMJIEIH €ro.
OH crapaetcs BUIETh XOpOIIee
B HHUX U HE JIep)KaTh 0OHTy.

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

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

36. I HEro O4YeHb BAXKHO BCE
BpeMsi OBITb  BEXKJIMBBIM C

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

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

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

39. Ou Bcerga xouer OBITh
TEM, KTO NMPUHUMAET PEIICHUSI.
Emy HpaBUTCS OBITH THACPOM.

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

MIPUPOTY.

Humepnpemayus memoouxu Illeapuya.

Meroanka JaeT KOJWYECTBEHHOE BBIPAKECHHE 3HAYMMOCTH  KaXJAOTO0 W3 JICCSITH
MOTHBAIIMOHHBIX THIIOB IIEHHOCTEH Ha IBYX YPOBHSX:

. Ha ypOBHE HOPMATHBHBIX HUJICATIOB U

. Ha YPOBHE WHINBUAYAIbHBIX IPHOPUTETOB.

O6paboTka pe3ylnbTaTOB TPOBOJUTCS TIYTEM COOTHECEHUS OTBETOB UCIBITYEMOTO C
kt09oM. COOTBETCTBYIOIIHMIA KITFOY MPUBOAMTCA Hibke (B Tabmuie 3). B Hem yka3zaHbl HOMepa
MTYHKTOB 00EWX YacTel OMPOCHUKA, COOTBETCTBYIOIINE KAKIOMY THUITY IleHHOCTeH. Cpennuii 6ami mo
JAHHOMY TUITY IEHHOCTH MOKAa3bIBAET CTEIIEHb €€ 3HAUMMOCTH.

[Ipu oGpaboTke mepBoro paszena ompocHuka - «O030p 1eHHOCTEN» (YPOBEHh HOPMATHBHBIX
UJI€AIIOB) - pE3YyJbTaThI IO CIUCKaM | 1 2 cyMMHUpYIOTCS.
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[lepen moacueToM pe3ynbTaTOB BTOPOTO paszzena omnpocHuka - «[Ipodpunb guYHOCTH -
HEOOXOIUMO TIEPEBECTH IITKATY ONPOCHUKA B OAJLITBI.
Kittou a5t mepeBoia OTBETOB UCTIBITYEMBIX B OaJlIbl IPUBOJUTCS HUXKE B TaOuIe 2.

Tabauua 2 - KonuyectBo 0ajuioB, mpumuckiBaeMoe MyHKTaM mikajibl «[Ipoduib mraHOCTI»
npu 00paboTKe Pe3yIbTaTOB.

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

[Ipu mepBuuHOI 00pabOTKE JAHHBIX MO Ka)XJAOW 4YacTH ompocHukKa («O030p IEHHOCTEH» H
«[Ipounp TMYHOCTHY) BBICUUTHIBACTCS CPEeNHUI Oamia Ui BBHIOPAHHBIX HCIBITYEMBIM OTBETOB B
COOTBETCTBUH C KJIr0uoM (cMm. Tabmuia 3). OO6paboTka MPOBOAUTCS OTACIBHO sl Kaxkaoro us 10
TUIIOB IICHHOCTHBIX OpHEeHTauuu. BemuunHa sTOro cpenHero Oaijna MO OTHOLIEHUIO K JPYIUM
MO3BOJISIET CYJIUTh O CTENEHU 3HAYUMOCTH 3TOr0 TUIA LIEHHOCTEN JUIsl HCIIBITYEMOTO.

Cnenyer oOpaTuTh BHHMaHHUE, YTO JIaHHBIE, IOJIyYEHHBbIE 10 NEPBOH M BTOPOH YacTiIM
ONPOCHHKA, OOBIYHO HE COBMAJAIOT, TAaK KaK IEHHOCTHBIE OPHEHTALMU JHUYHOCTH Ha YpPOBHE HOp-
MaTUBHBIX HJEAJIOB HE BCErJa MOIYT pEaJU30BaThCsi B IIOBEIECHHM BCJEACTBHE OIPaHUYEHUS
BO3MOXKHOCTEH 4eIoBeKa, TPYMIIOBOTO JaBJIC€HUS, COOMIOACHUS OMPEICICHHBIX TPAAULIUH, CIIeJOBAHUS
oOpa31aM NOoBEICHUS U IPYTUM MPUIHHAM.

B coorBercTBUM CO CpenrHUM OaIOM MO KaXKIOMY THUITY LIEHHOCTEH YCTaHaBIIMBAETCS X
panrosoe cootHouienue. Kaxxnomy Tumny neHHoctel npucauBaercs padr oT 1 no 10. IlepBblil panr
IpUCBaMBAaeTCAd THIYy LIEHHOCTEW, HMeEIoIleMy Haubojee BBICOKMN CpeaHuil Oami, IecsAThld -
UMEIOLIEMY CaMblii HU3KUM cpeanuii Oamt. Panr ot 1 10 3, moiay4eHHbIH COOTBETCTBYOIUIMMU TUITAMU
LIEHHOCTEH, XapaKTepU3yeT HX BBICOKYIO 3HAuMMOCTb 1 ucnelryemoro. Panr or 7 nmo 10
CBUJIETEJILCTBYET O HU3KOM 3HAUMMOCTH COOTBETCTBYIOLINX LIEHHOCTEH.

Tabnuma 3 - Kirou ans 00paboTKu pe3yinbTaToB

Tun nennocren Homepa nmyHKTOB onipocHUKa
(10 ocnoHLIx uerHoCTeH) OB30P [IEHHOCTEI MTPOGUITB JINUHOCTH
(YpOBEHb HOPMAaTUBHBIX UAEANOB) | (YPOBEHb MHANBUIYAIbHBIX
- crucok 1 u 2 IIPUOPUTETOB)
Koundopmuocrs Conformity 11, 20, 40, 47 7, 16, 28, 36
Tpaguuuu Tradition 18, 32, 36, 44, 51 9, 20, 25, 38
Jlo6pota Benevolence 33, 45, 49, 52, 54 12,18, 27, 33
Yuusepcaauszm Universalism 1,17, 24, 26, 29, 30, 35, 38 3, 8,19, 23, 29, 40
CamocrositeabHocTh Self- 5, 16, 31, 41, 53 1,11,22,34
Direction
Crumyasimus Stimulation 9, 25, 37 6, 15, 30
I'enonusm Hedonism 4, 50, 57 10, 26, 37
Hocrukennss Achievement 34, 39, 43, 55 4,13, 24, 32
Baacts Power 3,12, 27, 46 2,17, 39
Be3onacHocTh Security 8, 13, 15, 22, 56 5,14, 21,31, 35

Nurtepnperainus, onucaHue EHHOCTEH.
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[IpuBenem kpaTkoe orpejaesaeHHue MOTHBALMOHHBIX THUIIOB COOTBETCTBEHHO HX LIEHTPAIbHOM
uenu (Schwartz, 1992, 1994; Smith, Schwartz, 1997):

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

—  poctmwxkenue (Achievement) - JnMYHBIA yceX B COOTBETCTBUU C COIUAIBHBIMU
CTaHJapTaMy;

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

— crumyisanus (Stimulation) - BOJIHEHHE U HOBU3HA;

— camocTosaTeapHOoCTh (Self-Direction) - caMoCTOATEIBHOCTh MBICIIH U ICHCTBHS,

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

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

— tpagumus (Tradition) - yBa)keHHME W OTBETCTBEHHOCTH 3a KYJIBTYPHBIC M PEIIUTHO3HBIE
oOBIYau U UJIEH;

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

—  Oe3omacHocTh (Security) - 0€30macHOCTh M CTaOWUJIBHOCTH OOINECTBA, OTHOLICHUH U
camoro ceosl.

[I. IIBapir onuCHIBAET CIEAYIOIINE XapAaKTEPUCTUKHU ITUX TUIIOB IICHHOCTEH.

1. Bnacts (Power). ®yHKIIMOHUPOBAHHE COLIMAIBHBIX MHCTUTYTOB TPEOYEeT ONpEesIeHHOMN
muddepeHIManuyd CTaTycoB, U B OOJBIIMHCTBE CIy4aeB B MEKIMYHOCTHBIX OTHOIIECHUSX B Pa3HBIX
KyJIbTypax OBUIO BBISIBJICHO COYCTaHHWE TOKa3arenel JIOMMHAHTHOCTH — MOJAYUHEHHOCTH.
LlenTpanpHas 1elb 3TOrO THMA LIEHHOCTEW 3aKJII0YaeTCsl B JIOCTHXKEHUHU COLUAIBHOIO CTaTryca WU
MPECTHXKa, KOHTPOJS WU JIOMUHHPOBAHUS HAJl JIIOJABMH W CpPEACTBaMH (aBTOPUTET, OOraTCTBO,
collManbHasl BIIACTh, COXPAHEHHE CBOEr0 OOIIECTBEHHOTO HMU[KA, OOIIECTBEHHOE MpPHU3HAHUE).
[leHHOCTH BJIACTH W JOCTIDKEHUS (CM. nanee) (QOKYCHPYIOTCS Ha COIHMAIBLHOM YBaKECHUH, OJHAKO
[EHHOCTHU JOCTUKEHHUsI (HallpuMep, YCIEIIHbIN, aMOUIIMO3HBII) TOTYEPKUBAIOT AKTUBHOE MPOSIBICHUE
KOMIIETCHTHOCTH B HEIOCPEICTBEHHOM B3aWMOJICHCTBHHM, B TO BpEeMS KaK IIEHHOCTH BJIACTH
(aBTOpUTET, OOraTCTBO) MOJYEPKUBAIOT JOCTHKEHHE WIM COXPAHEHHWE JIOMUHAHTHOW IO3ULIMU B
pamMKax IeJI0i COIMAIbHON CHCTEMBI.

2. Jloctwxkenue (Achievement). Ompenensitomniasi e 3TOTO THUIMA [EHHOCTEH — JMYHBIHA
yCIex uepe3 IMpOSIBIICHHE KOMIICTGHTHOCTH B COOTBETCTBHHM C COIMAJIBHBIMH CTaHIApPTAMH.
[TposiBneHue coruanbHOH KOMIETEHTHOCTH (YTO COCTaBISIET COJEpKaHUE ITON IIEHHOCTH) B YCIOBHSIX
JTOMHUHUPYIOIIUX KYJIbTYPHBIX CTaH/IaPTOB BJIEUYET 3a OO0 colraibHOe 0J00peHHeE.

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

4. Crumynsauusa  (Stimulation). DTOT THUN 1LEHHOCTEW SBISETCS MPOU3BOAHBIM  OT
OpraHU3MEHHOW MOTPEOHOCTH B pa3HOOOpa3HMM U TIyOOKHX MEpEeKUBAHUAX JUISl TOAJIEpKaHUs
ONTUMAJBFHOTO YpPOBHS AaKTUBHOCTH. buonormuecku oO0yCIOBIEHHBIE BapHalllM IMOTPeOHOCTH B
CTUMYJISIIIUHU, OTIOCPEIOBAHHBIC COIMAIBHBIM OTBITOM, MPHUBOAT K MHAWBHIYAIHHBIM Pa3INddsIM B
3HAUUMOCTH JTOW IIEHHOCTH. MOTHBAIMOHHAs Ieb OSTOT0 THUMA IIEHHOCTEH 3aKirovaercs B
CTPEMJICHUH K HOBHU3HE U TITyOOKUM TICPEKUBAHUSM.

5.  CawmocrosrensHocTh (Self-Direction). Ompepnensromiasi Ieib 3TOrTO0 THMNA [IEHHOCTEH
COCTOMT B CaMOCTOSTEILHOCTH MBIINUICHUS ¥ BHIOOpAa CIOCOOOB JIEHCTBUS, B TBOPYECTBE M
HCCJIEIOBATENHCKON akKTHBHOCTU. CaMOCTOSITENNFHOCTh KaK [IEHHOCTh IPOU3BOHA OT OpraHU3MEHHON
MOTPEOHOCTH B CAMOKOHTPOJIC M CaMOYIIPABJIICHHH, a TaKXe OT MHTEPAKIIMOHHBIX IOTPeOHOCTEH B
ABTOHOMHOCTH U HE3aBUCUMOCTH.

6. VYauBepcaym3m (Universalism). MoTuBanmuoHHas IIeJIb JAHHOTO THUIA IICHHOCTEH —
MOHMMAaHUEe, TEPIUMOCTh, 3aIIUTa OJArOMONY4Hsl BCEX IOJEH U TPUPObl. MOTHBAIIMOHHBIE IETU
VHHBEpCaJIN3Ma TPOU3BOJHBI OT TeX MOTPEOHOCTEH BBDKMBAHHS TPYII W WHIUBUIOB, KOTOPHIC
CTaHOBSITCS SIBHO HEOOXOJUMBIMH TIPU BCTYIUIEHUU JIOACH B KOHTAKT ¢ KEeM-THMOO BHE CBOEH Cpemsl
WUTH TIPH PACIIMPEHUH TIEPBUIHOMN TPYITITHL.

7.  Jlo6pora (Benevolence). D10 Oonee y3KHH «IpPOCOLMATIBHBIN» THUII IIEHHOCTEH I10
CpaBHEHHIO C yHHBepcaim3MoM. Jlexamass B €€ OCHOBE JOOpOXKeNnaTelbHOCTh c(hOKycHpoBaHa Ha
0JIarornoyiydud B TIOBCETHEBHOM B3aMMOJCHCTBUHM C OJNM3KUMHU JIOABMH. ODTOT THI [EHHOCTEH
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CUMTAETCS MPOU3BOJHBIM OT MOTPEOHOCTH B MO3UTUBHOM B3aWMOJACUCTBUU, MOTPEOHOCTH B
adpdumuanyu U oOECIeUeHUU TMPOUBETaHUA TPyNibl. Ero MOTHBalMOHHAS 1ENh — COXpPaHCHHE
Onaromnosyuust JOJed, C KOTOPHIMH HMHAMBHJ HAXOJUTCS B JIMYHBIX KOHTaKTax (IMOJIE3HOCTD,
JOSITEHOCTD, CHUCXOAUTEIHHOCTh, YeCTHOCTh, OTBETCTBEHHOCTD, JPYk0a, 3pernast JIIo00Bb).

8. Tpamgumuu (Tradition). JItoObie comuanbHBIC TPYIIBI BHIPAOATHIBAIOT CBOM CHUMBOJIBI U
putryanel. X ponb ¥ (YHKIIMOHMPOBAHWE ONPEICISIOTCS OINBITOM TPYNIBl U 3aKPEIUISIOTCS B
TpaauUUAX U 0O0blYasX. TpaJulUOHHBIA CIOCOO MOBENEHHS CTAHOBUTCS CHUMBOJIOM TIPYHIOBON
COJIUJAPHOCTH, BBIPAKCHHEM CJIMHBIX IIEHHOCTEH M TapaHTHEH BBDKUBAHHS. Tpagulluy daiie BCETro
MPUHUMAIOT (DOPMBI PEIIUTHO3HBIX OOPSAIOB, BEPOBAHUN M HOPM MOBeleHUs. MOTHUBAllMOHHAS LENb
JAHHOW LEHHOCTH — YBa)XCHHE, MPHUHITHE OOblYaeB U HJEH, KOTOpbIE CYIIECTBYIOT B KYJIbType
(yBaxkeHHe TpaJHIIUiA, CMUPEHHUE, OJlaroyectre, MPUHATHE CBOCH Y4acTH, YMEPEHHOCTh) U CIICIOBAaHUE
uM.

9. Koudopmuocts (Conformity). Ompenenstomas MOTUBAIMOHHAsI I€Nb 3TOTO THUIA —
CICp)KUBAaHUE W TPEIOTBPAIICHUE JCUCTBUH, a TaKKE CKIOHHOCTEH W TMOOYKICHUW K JEHCTBUSM,
KOTOPBIC MOTYT MPUYWHHUTH BPEJ IPYTHMM KM HE COOTBETCTBYIOT COIMAIBLHBIM OXHIaHUsAM. J[aHHas
[IEHHOCTh SIBIISICTCSI MPOU3BOJIHON OT TpeOOBaHUS CIEP’KUBATh CKJIOHHOCTH, MUMEIOIME HETaTUBHBIC
COIMAJILHBIC TOCIEACTBHS (ITOCIYIIaHUE, CAMOAMCIMILINHA, BEKIMBOCTh, YBAKECHUE POJIUTENCH U
CTapIIuX).
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PI/ICYHOK 1-— Mopenb COOTHOIIIEHHUS ASCATH OCHOBHBIX YEIOBEYECKUX IIEHHOCTEN (prr LICHHOCTEHN

[IBapa)
10. BesomacHocTh (Security). MoTHBallMOHHAs II€JIb 3TOTO THIIA — OE30MACHOCTH IS
IPYTHX JIIOJICH U ceOsl, TapMOHUS, CTA0MIBHOCTH OOIIECTBA U B3aUMOOTHOIIIeHU. OHa MTPOU3BOIHA OT
0a30BBIX VHJIUBULYAJIbHBIX 51 TPYIIIOBBIX noTpeOHOCTEH.

[To muenuto . IIBapma, cymecTByeT OAuH OOOOIIEHHBIM THUI IEHHOCTH O€30MacHOCTh (a2 He JiBa
OTACJIIBHBIX — JJIA T'PYIIIOBOIO0 U WMHAWBUAYAJIBHOT'O ypOBHH). CBs13aHO PTO C TEM, 4TO IICHHOCTH,
OTHOCSIIIECS K KOJUIGKTHBHOW 0€30MacHOCTH, B 3HAYMTEIBHOW CTEMEHU BBIPAKAIOT IETh
0€30MacCHOCTH ¥ ISl JIMYHOCTH (COIMANBbHBIN TOPSIOK, OE30MacHOCTh CEMbH, HaI[MOHAIbHAs
0e30MacHOCTh, B3aUMHOE PACIOJIOXKEHHE, B3aMMOIIOMOIb, YHCTOTA, YYBCTBO NPHUHAJICKHOCTH,
3I0POBBE).

3ananue 4.

[IpousBenute wuCCIEAOBaHWE METOJOB BBHISBICHHS OCHOBHBIX TOTPEOHOCTEH KIMEHTOB
n3BecTHOM Bam kommepueckoil opranm3anuu. [logTBepauTe CBOM YMO3AaKIIOYEHUS MPUMEPAMH UX
HUCITIOJIB30BaHUHA.
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Bo3MokHBIE METOABI BBIABICHUS OCHOBHBIX HOTPEOHOCTEH KIMEHTOB, MCIOJIb3yEMbIE
U3BECTHOM BaM KOMMepUYeCKOr OpraHu3anuei:

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

- cOop mH(popMaLMK C MOMOUIbIO AMAJIOra JAJs BbIABICHHS HPAMBIX NOTpeOHOCTEH (OHJIANH-
OIIPOCHI, AHKETUPOBAHUE, TECTHI U TIP.)

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

3aganmue 5.

Paccuuraiite KOHBEPCHIO BOPOHKH IIPOAAK KOMMEPYECKOM OpraHu3allMM - MapKETHHIOBOM
MOJICJIA, OIMCHIBAIOIICH MPOXOXKICHUE IIEICBOM ayJIUTOPHEH BCEX 3TaroB MOKYNKU. [lepeunciure
WHCTPYMEHTBl IH(PPOBOTO MApKETUHTA, NPHUMEHSEMbIC JaHHOW OpraHW3alieii B BOPOHKE
(commanpubie cetd, EMail, or3pBEI moaB30Bareneii, BeO-cait u  SEO, aMa-mMarHMThI) C
MOJITBEPKICHUEM.

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

3aganue 7.

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

Keiic 1

[Ipeanonoxum, y opranuzaiu ectb 06J10r-noct Ha TeMy «10 crmoco60B MOBBICUTH JIOSUTBHOCTD
KIIMEHTOBY». B KOHIIE CTaThU CIIEUUANTKUCT MIPOCUT MOANUCATHCS HA OOHOBJICHHUS, YTOOBI HE MIPOITYCTUTD
WHTEPECHBIN U MOJIe3HbIN KOHTEHT. Kak MHOTO KOHTaKTOB yJacTcsi cooparb?

Keiic 2

A Teneps naBaiiTe mpeacTaBuM, uyTo mpemiaraercs Pdf-daiin ¢ amammsom keiica, Kak ojHa
KOMIIaHUS OIpo0oBalia BCe 3TU CrocoObl Ha mpakTuke. KoHewyHo ke, B 00MeH Ha KOHTAKTHHIE JaHHEIE.

3aganue 8.

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

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

3aganme 9.

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

XapaKTepI/ICTI/IKa LECJICBOT'O PbIHKA OI_ICHKa

CBoOoma BeIOOpa

Puck B IpUHATHY pelIeHUH

KonkypeHnus

HerapantupoBaHHOCTB J0X0/1a

HecrabunbpHas 3aHIATOCTh

ITocTostHHBIE N3MEHEHNS PRIHOYHON KOHBIOHKTYPBI

Bo3moxxHOCTE ciaga IMPONU3BOJCTBA

Wudnsmms

ToBapHOe n300UINE

OrpaHryeHre MOHOMOJIU3MA
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HenoctymHOCTh 110 1IEHaM psiia TOBAPOB

Hanumuwne BBICOKOJOXOJHBIX KIIMCHTOB

HeorpannueHHOCTH 10XO0B

Hanuyne pa3BuToil pplHOYHON HHPPACTPYKTYPHI

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

3aganue 11.
IIpousBeanute cerMEHTUPOBAHUE PbIHKA TOBAPOB (YCIIYT), UCIIOJIB3Ys JABYXIapaMeTpUUECKUN U
TpexmapaMmeTpudecKuii MeTo bl [TocTpoliTe KapTy M CETKY CETMEHTUPOBAHUS.

3aganue 12.

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

-CerMEHT |- MPOKUBAOIIHNE B TOCTUHHUIIC;

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

a) TOpOXkKaHEe - CEMbH,

0) kade, Mara3uHbl U T.I..

PaboTy npoBectu o cxeme:

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

3 = = YacroTa MOKyNnKu
EoE = = 8 g )
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2) cocTaBUTh MPOGUIIb LENEBBIX MOTpedUuTenen
Tab6nuia 3 — CocTosiHME CErMEHTOB
CermeHt OcCHOBHBIE IICHHOCTH JleckpunTopsl, ¢ MOMOIIBIO
norpeburens (OLIT) KOTOPBIX OMHUCHIBAECTCS CETMEHT
1
2

Heo6xoanmele aeiicTBus:

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

- B K&KJIOM cermeHTe npopanxuposars OLIII.

3) onmucaTh CTpaTErMYECKyl0 LeJdb U MAapKETUHTOBYIO MPOrpaMMy Ui Ka)JJ0ro CerMeHTa Io

dbopme:

IleneBoii cermMmeHT

[TorpebHOCTH

Crparerndeckas 1ejib

IIponykuus

Llena

4) cocTaBUTh TO3HMIMOHHYIO KapTy U pa3padoTaTh CTpAaTeruio MO3UIIMOHUPOBAHUS,
Mpe/BApUTENLHO OTBETUB Ha CIIEAYIOUINE BOIIPOCHI:

- KakoBa no3unust opranuszaiyu y 1HesieBbIX noTpeduTenen?

- Kakyro no3unuro opranusanus XoueT 3aHATh B Oyayiiem?

- Kakne KoHKypeHTBI MOTYT ITOMEIIATh JOCTHKEHUIO 3TOM Lieaun?

- Pacnonaraet nu opranu3aiusi JOCTaTOYHBIMHU pecypcamu?
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- COOTBETCTBYET JIU MapOYyHasl MOJUTHKA OPTaHU3AIMH BHIOPAHHBIM LIESIM?
- Pacnonaraet v opranuzanus J0CTaTOYHBIM MMOTEHIIUATIOM?

3anganmue 13.

CrpykTypupoBaTh LEJIEBYI0 AayAMTOPHIO TOCTHUHHUIBI, TypareHrcrsa, MT-komnanumy,
YOPABJLSIIOENH KOMIAHMM M T.0. IIpy BBINOJHEHMHM JAQHHOTO 33JaHUs  PEKOMEHIYETCs
BOCIIOJIb30BAaThCS IPEUI0KEHHBIMU HIKE HHCTPYMEHTAMH.

NHcTpymeHTsI:

ITpu BIGOpEe LA BilafenpIbl YaCTO JOMYCKAIOT OJHY OIIMOKY: BHIOMPAIOT IIHMPOKYIO LEJIEBYIO
aynutoputo. OHa Bpoje Obl OXBAaTHIBACT BCEX MOTCHIMANBHBIX KIMEHTOB, HO HE CHOCOOCTBYET
OKYIIaeMOCTH PEKJIaMbl U MPOJIBUKEHUIO OU3HECA.

Mupoxkas LJA mompasymeBaer, 4To MPOAaBaEMBbIid MPOIYKT MOXKET OBITh MHTEPECEH HE TOJIBKO
IPEJCTaBUTEII0 KOHKPETHOM ayAUTOPUH, HO U APYTOM IpyIiIe, sBISOLEeiicsl aBTOPUTETHOH B BbIOOpE
ToBapa (yciayru).

Hanpumep, urpyniku BeIOUparOT 1€TH, HO TOKYHAKOT TOBAPBI POJUTENN, KOCMETHKY >KEHIINHA
BbIOEpET caMa, HO IS [T0JIapKa MOKET MOKYIaTh MyX4HHA.

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

...... > Llenesas ayanTopus ﬂﬂ,po € ICKYNAOT YALLE.
PerynsipHo

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 1ieaeBol ayIMTOpUH, KOTOpast pa301Ta Ha CErMEHTHI:

1. bunersl Ha aBTOOYChl KOoMmmaHuu «Jlopora», ycimyra paccuMTaHa Ha IOKyHaTesel
pa3HOro BO3pacTa.
[leneBast ayAMTOpHS: )KEHIIMHBI U MY>K4UHBI OT 18 110 80 nerT.
B 1A BXOIAT BCE CI0W HACEIEHUS.
CemMmeilHOE MOJIOXKEHHUE: 3aMY>KEM/HE 3aMYKEM.
Wurepecsl: myremecTBus, paboTa, OTABIX U APYTHE.
Snpo LA — )keHIIUHBI U MY>K4YUHBI 0T 18 110 60 ner.

yCJ‘IOBHO BBIILICTIPUBEACHHYIO MHUPOKYIO [IA MOXHO pa3douTh Ha 3 rpynmbl:

1. Monoasie noau U CTyAEHTHl 18-27 ner, myTemecTBYIOUIME B APYrylo o0jacTe Ha
yuely, pelIkO BbIE3KAIOIINE C IIENbI0 TYpU3MA.

2. busnecmensl. Bo3pact — 30-55 ner, e31T B KOMaHAWPOBKH, Ha OT/ABIX B OTJaJICHHbIE
peruonsl PD, Ha BcTpeun ¢ mapTHEPAMH.

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

Jlns Bcex Ipymni HEOoOXOAWMBI 0COOble MapKeTHHroBble ycmius. Ho mpencraBuTenu 3THX
TPy, 3aMHTEPECOBABILIKECS Pa3HOW KOMMYHHKAIUEH, BCE e OKaXKyTcs B OJJHOM aBToOycCe.

B sTOM mu1aHe KOHKpeTH3MpOBaHHAs IieneBas ayautopus Oosee s¢dextuBHa. OOpaTtumces K
pUMepy KOHKPETU3UPOBAHHOM 11€JIeBOI ayAUTOPUM Mara3uHa OJIeXK/Ibl:

o UTE W

1. JIunua nuszaiiHepckoi oxexabl «MOoAHBINA roJ» paccuMTaHa Ha MoKynareapHul ot 30
10 40 ner.
2. Lenesas ayauropus: sxkeHuuHs! ot 30 1o 40 ser.

3. Snpo LHA: »xenuasl oT 32 10 38 7ner.
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4, I'eorpadus: Poccuiickas denepariusi, MEramoauchl.

o. Cpennuii noxoxa L{A: ot 80 Teicsiy pyrneit B Mecs.

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

7. OO6pa3oBaHue: BBICIIEE/HECKOJIBKO BBICIITHX.

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

9. WHTEpechl: XOTAT BBITISAACTh CTHIBLHO, MEYTAIOT O HOBOM Opake U KapbepHOM POCTE.

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

11. CewmeitHoe mojokeHHne: UMErOT 1 1 GoJiee neTei, B pa3Boje.

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

INoseAerue 8

MOMEHT BbI6Opa;

K MOKYNKU U
aK onucaTb UCNOAB3OBAHUA

CEermMeHT pbiHKa TOBapa

YAoBAETBOPEHHOCTB
TOBapOM

Vcronuussie
MPUBBIYKM
noTpebaeHus
YyBcTBUTEABHOCTD
K ueHe LleHoBblE
rPaHuLLbI

Takoe KOHKPETU3UPOBAaHHOE OIMCAHME IIO3BOJMUT OXBAaTHTh Y3KUH Kpyr IOKYNaTeIbHUII,
KOTOpBIC 0053aTeIbHO 3aMHTEPECYIOTCSI MapKETUHTOBBIM MpeaiokeHueM. K ToOMy ke 3TO MO3BOJIUT
ONTUMHU3UPOBATH 3aTPAThl HA MAPKETHHT.

CryneHTKaM ¥ KEHIMHAM, MepeniarnyBimmM pyoex 50 ner, nuzaifHepcKue BElIr MHTEPECHBI,
HO OHM OyJyT COBEpIIATh MOKYNKH OYE€Hb PEIKO MM CTaHYT KJIMEHTKAMU MarasuHa 0oyiee HHU3KOTro
LICHOBOIO  CerMeHTa. Takke  Ccpa3y  COKpPaTHTCS  CETMEHT  HEIUIaTeKECIOCOOHBIX U
HE3aNHTEPECOBAHHBIX MOKYIATEIbHHIL.

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

1. 6a30Bble XapaKTEePUCTUKH (I10J1, BO3PACT, reorpadusi);

2. MHTEPECHI, 0 KOTOPHIX MOXKHO Yy3HAaTh C TIOMOIIBIO TOMCKA B COIMAIBHBIX CETAX U
LIeJIEBBIX COOOIIECTBAX;

3. IJIaTEeXKECIOCOOHOCTh MOTEHUMAIbHBIX KiIueHToB. Ecnu mpemmaratorcss VIP-Typel B

9K30THUYECKUE CTpaHbl, TO B OOJIBIIMHCTBE ciydaeB B L[A He MOTYT BXOAMTH CTYIEHTBHI, MaMbl B
JeKpere, OI0/DKETHUKY U T.J1.;

4. 3agaun. HeoOxoaumo 3amaTh BOOPOC O TOM, Kakue MPOOJIEMbl MOMOMKET PELIUTh
npoayKT opranu3anuu? OTBET Ha HETO MIOMOXET MPOSICHUTH CUTYAIHUIO.

YeMm Oonble cnucok, TeM yxe LA, HO cymecTByloT ocoOble METOJMKH U BCIIOMOTaTeIbHbIE
Kputepuu 1 onpeaenenus LA, paccMoTpum Hx.

B2B u B2C npu noctpoennn LA

Mosxet mu LA ogHOrO MHTEpHET-Mara3uHa OTHOCUTBLCS OJHOBPEMEHHO K THmam b2b u b2c?
KoneuHo, Beap MarasuH KOCMETHKHM MOXKET MpoJaBaTh TOBAphl YaCTHBIM KIMEHTKAM M CaJlOHaM
KpacoThl.

Ecnu koHeuHble TOTPeOUTENN OpraHU3alUU OTHOCITCS TOJBKO K THILY b2b, TO 3TO ympouaer
CUTYyaluIo: cerMeHT b2b Gonee crabuseH (MCkitouas Nepuobl Kpusnca). A BOT TUN b2c He cTaOuIieH;
PBIHOK ~ TOBAapOB  €XETOJHO HAMOJHAIOT COBPEMEHHBIE TEXHOJOTHMH, HOBblE HapaOOTKH,
YCOBEPIICHCTBOBAHHBIE (DOPMYIIBI KOCMETHKH, YTO BJIEUET 3a COOOM pe3kue KojebaHus crpoca.

[TosToMy MapkeTojoraM, 3aHUMArOIIMMCS pa3pabOTKON pekIaMHON KaMIaHWU JUIi CEKTopa
b2c, HY)KHO YyTh JIM HE €XKEMECSYHO OTCIICKHBATH PHIHOK, MOIMedas Malielinne u3MeHEeHUs. DTo
HE00X0/IMMO JIs CBOEBPEMEHHOM KOppeKTUPOBKH AaHHBIX 0 LIA. [Ipu BbiOOpe nokynarene ais THIa
b2c cTouT MOMHUTH O TJIaBHOW ommOke — 3To mupokas [{A. UToOsr n30exkaTh MOrpemrHoCTed, HYKHO
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00s3aTeNbHO TPOU3BOAUTH CETMEHTHUpOBaHME (TI0 TMpHU3HAaKaM: JAeMOrpaduyecKuM, COLUAIbHBIM,
reorpauuecKuM, TICHXOJIOTHYECKUM).

Jns MOJTy4EeHUS uH(popMalun " MTOCJIETYIOLIETO pa3z0ueHus LEEBOM
ayJIMTOPUU UCIOJIb3YIOTCSI TAKME NHCTPYMEHTBI aHAIIN3A:
. AQHKETHUPOBAaHME, IPUBOJALICECS Ha CalWTe WJIM B TIPyNNe B COLUUAIBHBIX CETAX.

[To3Bonsier monmy4ynTh WHGOPMAIMIO O IEJEBBIX IMEPEeX0oJax, BO3PACTe, MPEANOYTECHHUSIX U JAPYIHX
BA)XHBIX JAHHBIX O MOTPEOUTEIISIX;

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

. OIIPOCHI U IPYrHe UCCIEN0BAaHNUs, IIPOBOAUMBIE MAPKETUHIOBBIMHU ar€HTCTBAMHM.

CeronHs [u1st IOMCKAa U CETMEHTUPOBAHUS LIEJIEBOM ayIUTOPUU MOXKET MCIOIb30BaTHCSI HOBBIN
MHCTPYMEHT OT SIHnekc — 310 SHaexkc Ayauropun. B HOBBIN cepBUC MOYKHO 3arpykaTb COOCTBEHHYIO
MH(OPMALIKIO, UCII0JIb30BaTh JaHHbIe SIHJIeKca Il HACTPOUKH PEKJIAMHBIX KaMIIaHHUH.

Meroauka SW Mapka llleppunrrona

Hns omnpenenenuss A HeoOX0IMMO NPOBECTH CETMEHTUPOBAHUE pPBIHKA, HCIIOJIB3YS D
KJIIoueBbIX BonpocoB (SW Llleppunrrona):

1. UYrto? - Tun TOBapa.

2 Kt0? — Tt moTpeburens.

3 [Touemy? — MOTHBaLUS IOKYIIKH.

4. Korpma? — koraa nokynaremnu skeiatoT IPOU3BOAUTD TOKYIIKH.

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 ayquropun

IToptper LIA — To4Has XxapakTepUCTHKa SIPKOTO IpeacTaBUTEN ompeneneHHon LA, T.e. aTo
BOOOpa)kaeMblil Y€IOBEK, KOTOPOMY MapKETOJIOTU NMPUAYMBIBAIOT UM, BO3pACT, X000U U Tak Janee.
Nuorna naxe nondupatotr otorpaduto. EcTecTBeHHO BCe XapaKTEpPUCTHKH 3TOTO YeJoBeKa OepyTcs
U3 AyAUTOPUHU, KOTOPOH OH NPUHAJIEKHNT.

Jliia cocTaBieHusl IOPTPETa LENIEBON ayJUTOPHH UCIIOJIB3YETCs CIEAYIOIIasl CXeMa:

1. ConunanbHble XapaKTePUCTUKH, K KOTOPBIM OTHOCHUTCS I10JI, BO3PAcT, CEMEWHBIN cTaryc,
JI0X0/1, Ipodeccus.

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

3. Kakne mpobieMbl TOTEHIUAIbHOMY IOKYNATENII0 TOMOXET pEeHIUuTh TOBap
opraHu3aiuun?

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

5. [ToueMy KIMEHT 1OJKEH KYMUTh UMEHHO TOBap OpraHU3alliy, a He MePEUTH MO 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:

- cpennwmii yek (AOV) —442.5 py6.

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

- cpennsis mapka (AGM) - 21,3%

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

3ananue 2.

Pemmts 3anauy.

3a rox kommnanuei cosepieHo 1200 npogax. OOmwmil 70X0a KOMITAHUH 3a To7 cocTaBuia 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
MOKU3HEHHON IEHHOCTH KJIMEHTA.

3ananmne 3.

Pemmrs 3anauy.

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

- KOJIMYECTBO KJIMEHTOB B Hayajie Mecsana — 4215 deir.

- HOBBIE KJIMEHTHI — 614

- KOJIMYECTBO KJIMEHTOB B KOHIIE Mecsa — 4441 yel.

- exxemecsuHbIi noxo —42360,75 Teic. pyo.

- cebecronmocTts npogax — 16944,30 teic. pyo.

Mo03KHO 71 CKa3aTh, YTO MOJYYECHHBIN PE3YNbTAT SIBISETCS HOPMOM?

Kakue pekoMeHamu B6I MOXETE JaTh IS moBbIieHus LTV?

3aganue 4.

Pemmrs 3anauy.

CymMma cpeAcTB, 3aTpadeHHasl Ha IpUBJIedeHHEe KiIMeHToB — 150 ThIC. pyo.

KonnuecTBo npusiedeHHbIX KIueHTOB — 100 ver.

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

PaccunTaiite croumocts npusieuenus kiaueHta (CAC) u nokasarenb BO3BpaTa MHBECTHLIMNA B
mapketunre (ROMI). Onennte Bennunny CAC otHocuTensHO LTV.

3aganue 5.

Paccuwuraiite ypoBens yaepkanus kinueHToB (CRR), eciu U3BeCTHO, YTO HA HAYalo Mecsia B
KJIMEHTCKOM 0a3e xommanuu guciiiock 100 ximeHToB, a B KoHIIE Mecaia ux ctaigo 110 gen. Taxke
HU3BECTHO, uTO 10 Yes. BEIOBUIN U3 KITUEHTCKOH 0a3bl.

3aganue 6.

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

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

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 HOKyHaeT TO (eliKy, To Kabeiab, TO ceTeBOil (UIbTP, TO JOPOTYI0 MBIIIKY B MOJAPOK
naptHEpy. B cpemHem B Henmemmo oH Tpatut okoiio 2400 pyOieii.
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[Ipoxogut roa. Kro, Ha Bamr B3risaa, 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.

Huxe TpUBOIATCS THUIIOBBIE BOMPOCH], KOTOPHIE PEKOMEHIYETCsS WCIOIb30BaTh IPHU
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 HCCICIOBAaHUS YPOBHS YIOBJICTBOPCHHS 3alpOCOB
noTpeduTenei

IToctpoiite matpully  (Kapty) YIOBIETBOPEHHOCTH /HEeYIOBJIETBOPEHHOCTH U
IIPOMHTEPIIPETUPYUTE MOIYUEHHBIE PE3YJIbTAThI. ONPEICIUTE IPUUNHY HENOBOIBCTBA U MPEAJIOKUTE
WHIVBUAYAJIbHBIE KOPPEKTHPYIOIIME BO3IACHCTBUS B LEIAX NPEJOTBPALICHUS IE€PEOPUEHTALNUN
HEYJIOBJIIETBOPEHHBIX MTOTpeOUTENEH Ha KOHKYPEHTOB.

3aganue 8.

W3yunte ypoBeHb  yIOBIETBOPEHHOCTH/HEYAOBIETBOPEHHOCTH  KIMEHTOB  HEKOTOPOi
M3BECTHOM BaM CEPBUCHOM OpPraHU3allMU B CIEAYIOIICH MOCIe0BaTEIIbHOCTH.

1. Haynute ¢ ompeneneHus OLIEHWBAEMBIX IMOKa3areneil (aTpuOyTOB) U UX OTHOCHUTENBHOMN
BaXHOCTH. Vconbp3yeTrcs o/Ha W3 IIKal u3MepeHuid, Hanpumep 10-0ayuibHas, K KOTOPOU T0OABIISIIOT
BO3MOXXHOCTH 0TBeTa "He 3Har" (H). OneHnBaembie nmokazarenu (aTpuOyThl) XapaKTepU3YIOT JaHHBIN
MIPOJIYKT, YPOBEHBb CEPBUCA, OTACIbHBIE ACTIEKTHI MAPKETHHTOBOU JIEATEIIHHOCTH.

ATpuOyTHI:

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

. MIMPOTa U TITyOMHA aCCOPTUMEHTA;

. JIOTIOJTHUTEIILHBIE YCITYTH;

. npodecCHOHATIN3M MepcoHala, J0OPOKeIaTeIbHOCTD U JKEIaHue IIOMOYb;

. pacIioio’keHNe OpraHu3allui U TPAHCIIOPTHAS TOCTYITHOCTb;

. 00111251 yTOBIETBOPEHHOCTh OPraHU3aIUEeH;

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

HECKOJIbKUX KJIIOUEBBIX, HAMEPEHHUE JIeaTh IOBTOPHBIE 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. 3aTemM myTeM CIOKEHHS TPOW3BEJACHUN B3BEHICHHBIX OIICHOK MO KaXKIOMY IOKa3aTeto
OHpelleJIHeTCH I/IHTeraJIBHaSI OIICHKAa CTCIICHU yIIOBJIeTBOpeHHOCTI/I HpOl[yKTOM 1501851 CepBHCHOﬁ
OpraHu3aIuen.

3aganue 9.
W3yunte ypOBEHb  YyIOBJICTBOPCHHOCTH/HEYAOBIECTBOPEHHOCTH  KJIHMEHTOB  MPOJYKTOM
HEKOTOPOU HA3BECTHOU BaM CEPBUCHOI OpraHu3aIuH, HCIIOJIB3YSI COOTHOIIIEHHE

YIIOBJIETBOPEHHOCTH/BAKHOCTH (YB), BhIpaxkeHHOe B mporeHTax. OTBETHl HA Pa3IMYHBIC BOIPOCHI,
Kacaroluecs nokasaTesiei, pacipeieuTe mo IByM ocsiM (puc. 2).

Cpl'.IHL‘KU\'I,IpiITH'{CC Ko<
OTKAOHECHME OLICHOK

" VAOWICTBOPCHHOCTH

HeyaonaeTsopeHHocTs|  VAOMETBOPEHHOCTS

pacnpeacacHa PACTIPCACHCH
'
'
' 1
—_——) i —
' | ' Ouenka yionerno:
, 0.8 | 09 ' 1 PEHHOCTH/OLCHKA

HeyoRIeTROPeHHOCTE | YAORICTBOPCHHOCTE  BUKHOCTH

'

3ona4 «30ma3! 3oua2 + 3onal

Pucynok 2 — Martpuma «ymoBI€TBOPEHHOCTh/HEYAOBIETBOPEHHOCTh )

IIepBasg u3 HUX COOTBETCTBYET 3HAYCHUIO OTHOILICHMS Y B, a BTopas — cpeiHeKBaApaTUYECKUM
OTKJIOHEHUSIM. TouKy repeceueHus: oceil 0OBIYHO COBMEIIAIOT ¢ €AMHUYHBIM CPETHEKBAIPATUYECKUM
OTKJIOHEHHEM M cO 3HaueHueMm Y B, paBHbiM 0,9.

[TpounTtepnpeTupyiiTe NOIyYEHHbIE Pe3yJbTaThl ¢ YKa3aHUEM CIIa0bIX MECT MPOJIYKTa U JJIs
COCTABJICHMS TUIAHA JIEHCTBHIA:

- IPUOPUTETHBIX (30Ha 4)

- CJIa0BIX KOPPEKTUPYIOMIHX (30HA 3)

- 110 COXPaHEHUIO MOJIOKEeHUs (30Ha 2)

- COKpalleH1e ycmimii (3oHa 1).

3ananue 10.

CocraBbTe XAapaKTCPUCTUKY KIIMCHTA HeKOTOPOI\/’I opraHu3angv € IMOMOLIBIO pPa3HbIX BUO0B
CCTMCHTAIlMM

o 1o ’M3HEHHOMY LUKITY: HA KAKOM 3Tare BOPOHKU HaXOAUTCS KIUEHT.

o [To nuuHBIM JaHHBIM KJIHEHTA: TIOJTy, BO3pacTy, reorpadumu.

. C nomomnisto RFM-ananusa: mo 1aBHOCTH, YaCTOTE U CyMME MOKYIIOK.

. ITo moBeneHMIO: Kak 4acTO MOTEHIMAIbHBIN MOKYMNaTedb 3aXOAUT Ha CAalT, OTKPBIBAET

PaCChUIKH, KaKHe TOBAPHI WU KaTETOPUU CMOTPUT.
OG6pa3er peacTaBieH Hwke (puc. 3).

/3 ropa
AHTHEHBIA | HAIHEHHBIR UMK Nuusbie gavsee | Kaner o Macine
b, MiofuT croyGop
P
Jenaet 3akaa Kamgse 4 HECELE 3o Men / CreOTpEn KaTerapdsd « TONCTOBKIAN

[NocnenH«d pas nenan sakes 3 Mecaue #azan — RFM JAXOOAN KA CRAT § A3 32 NOCNeiHEIR

Moeepenne
e HERENID

CrowmocTy Boex 3axazop 40 000 pyd
Pares nokynan aenocknen

Pucynoxk 3 — XapaktepucTuka KJIMEHTa, MOJyUY€HHAs! C TOMOIIbIO Pa3HbIX BUIOB CETMEHTALlUN
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3aganue 11.

IlonroroBpTe NPOEKT KOJIMYECTBEHHOIO HCCIIEIOBAHUS YpPOBHS  YJOBJIETBOPEHHOCTH
noTpeduTeneit B mpodeccroHanbHol cdepe Mo MpeACTaBICHHOMY HUXe 00pasiry.

Oo6paser mpoekTa

Lenp uccrnenoBaHus: MOATOTOBUTH HHQMOPMAIMOHHYIO 0a3y Uil HPHUHATHUS PpEHIeHUid 00
YCOBEPIIEHCTBOBAHUU OIPENEICHHON MOJIEIH WIM YPOBHS IPENOCTaBIsEMOTO CEPBUCA, B TOM UHUCIE
0 3aIyCKe HOBBIX YCIYT, a TAKXKE YBEITUYUTH 00bEMBI IIPOJIAK.

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

OOBeKT uccieoBaHMsI: MHEHHE AaBTOBJAJEIbIEB OTHOCUTEIBHO YCIYT, MPEI0CTaBIIIEMbIX
aBTOJIUJIEPOM.

O6beM U CTpyKTypa BBIOOpPKH: 00BEM BBIOOPKM 3aBUCUT OT pa3Mepa LEJeBOM ayauTopuu
(aBTOBIIAAETIBIIBI ABTOMOOMIICH OIpENeIeHHON MapKu KYIJICHHOW/TIPOU3BEICHHON B ONpEeTICHHbIH
nepuos BpeMeHu). CTpykTypa BBIOOPKM 3aBUCHUT OT LIEJIEBOM ayJIUTOPUHM TOTO WIM HHOTO
ABTOMOOWIBHOTO OpeH/a.

OcHoOBHBIE MapaMeTpbl UCCIEIOBAHUS YIOBIETBOPEHHOCTH MOTpeOUTENell B aBTOMOOUIBLHON
OTpaciu:

. * uneHTUUKanus 00X MpodsieM B XOJe IKCILTyaTalluu aBTOMOOWIIS;

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

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

. * BBISIBJICHUE HEIOCTATKOB XOJIOBBIX CBOMCTB aBTOMOOWIS (TOJBECKa, JABUTATEINb,
yIPaBIsieMOCTb, TOPMO3HAs CHCTEMa, MAaHEBPEHHOCTD );

. * OIlcHKa OO0MIero ypoBHS KOM(pOPTAOCIbHOCTH aBTOMOOWISI (ONIMH, TOXYIIKH
0€30MacHOCTH, KaueCTBO MAarHUTOJbI, (PYHKIIMOHATBHOCTh IaTYMKOB U IPHOOPOB);

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

. * ueHTUUKaLus nNpoOjIeM CEpBUCHOTO OOCITYXKMBaHUS aBTOMOOWIS (Tpapuk padOThI

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

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

KauectBennsiii atan. Ha nanHOM 3Tame wuccielnoBaHUS MPOBOAMUTCA cepus (HOKyC-TpyII C
HEeIbI0 UJEeHTU(UKAIMKA OOIUX TPOoOJeM TMpPU HCIOIH30BAHMM aBTOMOOWIS WJIM TOCEHICHUN
KOHKPETHOT'O CEPBUCHOTO IEHTpa. PEKpyTHUPYIOTCA MOTPEOUTENN UHTEPECYIOIEH MapKi aBTOMOOWIIS,
KOTOpasi HaXOAUTCS B AKCIUTyaTallM OT 6 HeZelb, /10 IBYX JIET.

B oneHKy yA0BIETBOPEHHOCTH BXOJAT CIAEAYIOLINE MOKA3ATENH:

. JloBepue k koMnaHuK/OpeHAy/IPOAYKTY (110 KaKUM KPUTEPHSIM OyJIeT U3MEPSITHCS).

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

. @DakTOopbI, BAUAIOIINE HA YJOBIETBOPEHHOCTh (OTPACiIEBbIe U OTPEOUTEIbCKHE).

KonnuecTBennbrit stan. Ha nmanHOM 3Tame wucciaenoBaHHs MPOBOASATCS (OpMaTM30BaHHBIC
JUYHbIE UHTEPBBIO, B paAMKaX KOTOPBIX MPOBOIMTCS BBISBICHUE THUIMHYHBIX MPOOJIEM U HEJOCTATKOB
aBTOMOOWJIS WJIM CEepBUCHOrO LieHTpa. Ha maHHOM sTame uccieayercs mpoOiieMbl U HEAOCTaTKH,
BBISIBJICHHBIE Ha dTare (POoKyc-TpyIIIL.

Saganue 12.
ECJII/I HpaBI/IJ'H)HO OHCHI/ITB, Ha KaKOﬁ craagnuu JIOAJIBHOCTU HaAaXOIUTCS KJ'II/IeHT, KOMITIaHUA
CMOXKET TPaBWIBHO BO3ACHCTBOBATh HA HEro - W3MEHUTh €ro MHEHHE O cede K JIydIiieMy.

[TorpebHOCTH KIMEHTa OyAyT yIOBIETBOPEHBI, (pripMa MOTYYUT JIOSUIBHOTO MOTPEOUTENS.

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

Bunel nosimpHOCTH:

- OTCYTCTBYIOIIAs

- OTpULIaTeNbHAast
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- JIOJKHAst
- JIATEHTHAas

- UICTUHHAs

XapaKTepUCTUKU IIPOSBIICHHUS JIOSTIBHOCTH

- KJIMEHTY HE HY)KHBI TOBaphl U YCIIYI'Y OPraHU3aLHUH

- HE YCTPauBarOT BAPUAHTHI JOCTaBKU

- BBICOKas LIcHa

- BBICOKAs IIPUBS3aHHOCTh K OpeHy

- KJIIMEHT 4acTO IPUOOpeTaeT NPOAYKThl B OPraHU3aLuU

- y100HOE PacoJIoKeHUE Mara3uHa, opuca KOMIIaHUU

- KJINEHT HE HAMEPEH MEHSTDH IIPUBBIUKU U YCTOSIBIIMICS 00pa3 dKU3HU
- Y OpraHu3aluyu Majo KOHKYpEHTOB

- XOpOIIUE CE30HHBIE CKUIKH

- KJIMEHT PEKOMEHAYET OPraHU3alHIo B CBOEM OKPYKEHUU
- U3MEHMJICS COCTAB IIPOJYKTa

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

- BBIT'OJIHbIE HAKOIIUTEIbHBIE MTPEITI0OKEHUS
- KJIMCHT JIOSUIEH yXKe K pyromy OpeHy

- KIIMCHT CTOJIKHYJICA C HCETAaTUBHLIMHU IPOABJICHUAMU B OpPraHu3anud, OCTAJICA HEC OOBOJICH

Ka4eCcTBOM IIPUOOPETEHHOr0 TOBapa UM OKAa3aHHOU yCIyIrd
- KJIMEHT IPUOOpETAeT TOBAphI U MOTPEOIISIET YCIYTH IO IPUBBIUKE

3ananue 13.

Onwupasicb Ha TEOPHIO LEHHOCTH KJIMEHTa, coOepuTe HeoOXoaumyro HHpopManuo o006
opraHuszanuu, crasuieil Bamell 6a3oil mpaktuku. PasHecure mo KBajpaHTaM KJIMEHTOB JaHHOM

opranu3anuu (pUCyHOK 4).

Yiomue i yTne

POXYITATEIH QORI T

]

& | INENT

HOHHOCTY

[Tposrpsammait

BADMant e ubsee riome s

HHIX

HLEAA D COREN

MOHMOCTY OT XK

Pucynok 4 — MaTpuiia HEeHHOCTH KJIMEHTa

Samanue 14.

Kakue BHIBI mporpamm JIOSZIBHOCTH MOTYT OBbITh peain30BaHbl B BbIOpaHHOH Bamm cdepe

Ou3Heca, YeM OHH OTIMYArOTCs? (3amoaHuTe TabIUITY)
Tabnuia

Bunsl nporpamm I{ens nporpamm Hcnonws3yemMble KpuTepuu

3aganue 15.
HOCTpOGHI/Ie HpOFpaMMI)I TITOBBINICHUA JIOAJIBHOCTHU KJIMCHTOB

Bbl sBisieTech MEHEIDKEPOM OJHOIO M3 IpeAanpusatuil. Ha naHHBII MOMEHT HpeAIpUsITHE
HaXOIOUTCA B CTAIUM 3PEIIOCTH >KMU3HEHHOTO LMKIA, W JOCTUIJIO TOYKM HacelmeHus. OgHuM u3
BapHUaHTOB MPOJICHHUS HAXOXKACHHS HA CTAIMU 3PENIOCTH M YBEIMUYECHUSI 00beMa MPOAaX MPEAPHUITUS



43

SIBJISETCS TOBBIIICHUE JOSJIBHOCTH KIHMEHTOB. B cBa3m ¢ sTuM, BaM He00XOAMMO MOATOTOBHUTH
MONPOOHBI TMUCHPMEHHBIA JOKIaJ Ha MPEAMET BHEAPEHUS MPOTPaMMBbl TOBBIIICHHS JOSIBHOCTU
KJIIMEHTOB TIPEATPUSITHS C METOJUYECKUMH Pa3pabOTKaMHU U OPUEHTHPOBOYHBIMH pacyeTaMHu.

[Ipeyiaraemeie cepbl AeSITETLHOCTH MPEIIPUATHH (BBIOPATh OHY):

. TOCTHHHUYHOE TIPEANPHUATHE;

. UT - xommanmus,

. OIITOBOE MPEAIPHUATHE, 3aHUMAIOIIIECECS MIIOMaTEepHATIaMK/KOMITBIOTEPHON TEXHUKOM;

. IpeIpUsATHE OOLENNTA;

. YXKKX;

. COOCTBEHHOE MpeanpusaTre (Mpu BHIOOPE BKIIOYUTH OMMCAHHUE ICITEIIBHOCTH).
MeroaudecKue yKa3aHHs:

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

1. BaXHOCTH MOBBIMIEHUSI TMOTPEOUTEIHCKON JIOSIBHOCTH MPUMEHHUTEIBHO K MPEINPUITHIO

AN U1 B WN—

BBIOpaHHOU c(ephl NeITEIbHOCTH.

2. Ilnan oueHKW MOTPEOUTETHCKOU JIOSJIBHOCTH C YKAa3aHMEM METOoJla M MOAPOOHBIM €ro

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

3. [ToapoOHBIi MIaH MPOrpaMMBbl MTOBBIIIIEHUS JOSUIBHOCTH KJIIMEHTOB.

4. Pacuer 3aTpar Ha BHEJIPEHUE IPOrPAMMBI [TOBBIIICHUS JIOSJIbHOCTH.

Kpurepuu onenku:

1. [lonHOTa pacKpeITHs BOIPOCOB

2. PeamMCTUYHOCTD TPOEKTA U PACUETOB

Kakue criocoObl M03BOIST MOBBICUTH JIOSIBHOCTD KITMEHTOB?

Uto MOXeT cienatb MEHEIDKEp IO YIPaBICHUIO MPOEKTaMU, YTOOBI YCTPAHUTH BCE WIIH

HCKOTOPLBIC ITPHUYNHDBI, BBI3bIBAOIIHUEC OTTOK KJIUEHTOB?

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

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

- 3a kBapTtai npoouto 12000 uekos;
- IPEABABICHO KapT YYaCTHHUKA MPOTPaMMBbI JOsIIbHOCTH 4567 pas;

- crircansbl 6amel 3255 pas;

- KOJIMYCCTBO KIIMCHTOB C HeaKTHBHpOBaHHOﬁ KapTOﬁ JIOSITBHOCTH — 235 yel.

Saganue 17.

Bcero knmentckas 6a3a — 3431 uven. B tabnuue npezacraBieHa nHdopmanus Mo MOBTOPHBIM
nponaxaM. PaccunTaiiTe mMmoka3zaTenu NOBTOPHBIX Mpojax. [IpomHTepnpeTHpylHTe NOIYYEHHYIO

MH(pOpMaIHIO.
Tabnuua — Otuet o noBTopHbIM poaaxkam OO0 «DaenbBeiicy
JlaBHOCTB mOCIEAHEN TTOKYTIKH 1 mokynka 2 TMOKYTIKU 3 u OoJiee MOKYIOK
o omHOTro Mecsiia ¢ MOMEHTa 570 223 121
MIOCJIEIHEW ITOKYIIKH
Jlo 6 Mecs1EeB ¢ MOMEHTA ITOCIIeIHEH 317 148 35
MOKYIIKU
Boree 6 MecsaneB ¢ MOMeHTa 1518 430 69
MIOCJIEIHEW ITOKYIIKH

CpaBHute 2 BapuaHTta BO3MOKHOH BbIpydkH 11 OOO «3DaenbBeic» € TEKYIIMM YPOBHEM
MOBTOPHBIX MpoAax (3 u 6ojee MOKYIOK) M BO3MOKHOM BBIPYUKOH OT MOBTOPHBIX MPOJAXK, €CIIH OBl Y
JAHHOW OpraHM3alMM J0Js MOBTOPHBIX MPOJAX COOTBETCTBOBAJIA MHUHUMAJIbHOMY HOPMAaTHBHOMY

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

3ananue 18.

[TpoBenute ABC-ananu3 KIHEHTCKON 0a3bl 10 TaHHBIM Tabmuiel. Crenaite BIBOJ.

HanmeHnoBanne KOHTpareHTa

\ 2022 rom — BBIpYYKa, ThIC. PYO. \

Kareropust
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000 «KI» 24894,638

HAO «HI» 18209,286

ITAO «IlemeHT» 8394,793

000 «Coma» 5008,753

HAO «beron» 3441,671

000 «bKO» 2810,000

HAO «KC3» 2548,497

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

000 «OYCK» 1013,466

00O «BrpICOKHE TEXHOJIOTUH 620,524
000 «IIpomcHab» 501,135
HAO «Kepam3ur 399,200
000 «IIpemuyme» 346,778
000 «Meramm» 336,522
HAO «Meranmomom» 212,400
000 «'uncy» 180,823
ITAO «Mera®poHT» 168,000
000 «BTO» 153,990
Oo6nacrHast 00JIbHHAIA 108,613

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

Yopaxnenue «Pabora ¢ peksiaMmanusMm»

Peakuus coTpynHuka Ha B03MOKHBIH OTBET
peKJIaMaIuio KJIMEHTA

[Touemy Takas peakuus
MOJKET IUIOXO0 NOAENCTBOBATh
Ha KJIMEHTa

YeMm ee MOKHO
3aMEHUTH

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

((HCT, BbI HC ITPABbI»

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

«Brl1, BoOOIIIE,
HUHCTPYKIIHUIO
PaCKpBIBAIH ?)

«Takoro y Hac BooOOI1Ie HE
OBIBaCT»

«/laBaiiTe rOBOPUTSH 110
CYIIECTBY Aenal»

«Takux nperensuii Ham
€lIe HUKTO HE
MIPEBSBISLID)

«ITOT COTPYIHUK Yy HAC
OBLIT HOBEHBKHID)

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

3aganue 1.

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

Tabmuia — Ucxonusle 1aHHbBIE

ITokazarenu IU1aH baxT
OO0r11ee Yncio KIMEHTOB OPraHU3alliy, Yel. 1850 1890
Yucno KIMEHTOB NPOIJIOro eprojia, COXPaHUBIIUXCS B 0a3€ OTYETHOTO 1820 1845
nepuoa, 4yell.
3arpaTsl HAa MAPKETUHIOBBIE YCHIIMS 110 YAEPYKAHUIO U PACHIMPEHUIO 150 175
KJIIMEHTCKOM 0asbl, ThIC. PYO.
[TpuOBLIb OT MPOJIAK, THIC. PYO. 430 445
[TpuOBLIL OT MpOAAXK, MOJIYICHHAS 32 CUCT MPUBJICUECHUS HOBBIX 18 25
KJIUEHTOB, ThIC. PYO.

3aganme 2.

Omnupasice Ha  CTPAaTeTMYECKYI0  KIMEHTCKYIO  KapTy, pa3paboTaiTe  KIMEHTCKYIO
cocrapysronryto CCII pa3BuTusi HEKOTOpOM opraHuzanMu U 3anoiHute Tabmuny 1. IlpoBenute
CPaBHHUTEIBHYIO OICHKY KiueHTCkux mokasareneid CCII w 3amomnure Tabmumy 2. [lpoBenure
JIMarHOCTUKY OTKJIOHEeHUH kineHTckux nokasareneit CCII (ucnonp3yiite Tabnuny 3).

Tabmuna 1 — Knmenrckas cocrasinsitonias CCII pa3BuTusi opranuzanuu

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

Kakue OCJIN OTHOCUTCIIBHO

CTPYKTYpPBI U TpEOOBaHHI

KJINEHTOB HEOOXOIMMO

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

Tabnuna 2 - CpaBHUTEIbHAS OlleHKa KiIueHTcKuX nokasareneit CCII

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

Tabmumna 3 - IlpuMepHas KadeCTBEHHAs OIEHKAa OTKIOHCHHH (DAKTUYECKHX OT IICJICBBIX 3HAYCHUU
kireHTckux nokasareneit CCII

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

5-T0 ypOBHs

[To uToram pacueToB caenaiiTe COOTBETCTBYIOIINE BHIBOIBI.
Pesynbrarel mporao3upoBanus kiaueHTCKUx nokasareneid CCII npencraBbTe B BUAC TaOIUIIBI

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

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

o0pazer; BO3bMUTE HIKECIISAYIONIYIO TaOIHILy.
Tabnuia — Cucrema cOanaHCUPOBAHHBIX MMOKa3aTesel isl CEpBUCHOM OpraHU3aluu

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

opraHuzaimu, %

3. Opranu3zanus 61M3HeC-NPOIECCOB

IToBbiIEHME OTKka3 oT KIyOHBIX KapT
KayecTBa
pean3yeMbIxX
MIPOJIYKTOB

4. UuHoBanum, o0y4eHne u pa3BUTHE

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

KBaTM(DUKAITIH




3aanue 4.
IIposenure

OLICHKY

KIIMEHTOOPUEHTUPOBAHHOTO MOJAXO0A.
JlanHasi opraHu3alus IpoBOANIIA OIIPOC KIMEHTOB C MOMOILBIO MEHEHKEPOB YEPE3 PACCHUIKY
Ha JIEKTPOHHBIE aJpeca aHKEThI, COJIeprKalllel ciaeayouuii Borpoc B Tabau4yHoi dopme:
Tabmuua 1 — ®opma asa npoBeAeHUsT ONpoca KIUEHTOB C LEIbI0 OMPEAENeHUs UX YPOBHSA

3¢ (HeKTUBHOCTH
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pa3BuUTUsA

OpraHu3auu

Ha

OCHOBC

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

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

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

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

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

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

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

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

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

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

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

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

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

JluHaMuKa peHTa0eIbHOCTH 3aKa3a 3a TP TojJia OTpaKeHa B Tabuiie 3.
Tabmuna 3 - 3Hauenue peHradbenpHoCTH 3aKa3a 3a 2020 - 2022 rr., %

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

[TocTpotite rpad >3PpheKTUBHOCTH pa3BUTHUS OpTaHU3AIIHIH.

PeurabensHOCTE 3aKa3a, %

A

»
»

KoaddunneHT yaoBneTBOpeHHOCTH

3aganue 5.
AHanu3 M CTPYKTYpHpPOBAHHE NAaHHBIX O MPOJAaXaxX MPEANpUSTHS 3a JBa Tojla TMO3BOJIUIH
MOCTPOUTH TabymIb 1 u 2.



Ta6muma 1 - Ctpykrypa npogax OO0 «Anbhamann» 3a 6a30BbIi IO/
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Ne HaunmenoBanue nokymnaresns Cymma Yacrora Cpennss
/T CIIENKH oOparnieHui BBIpYYKa OT
CHICTKH
1 000 «2Ouurma» 198000 3
2 HAO «I"amma-uHBECT» 276615 6
3 HAO «EHuceii» 3809385 18
4 HAO «Kamennoropckoe KV 291060 3
5 HAO JIUTII «KoHTaKT» 1133088 9
6 [[IAO «Amaruty 1536000 3
7 [[TAO «Codr» 4074840 6
8 [[TAO «JlomomMut» 171788,4 3
9 [[TAO «HoBokyiiObImmeBcKuit 241690,5 6
HedTernepepabaThIBAOIINI 3aBOT)
10 [[TAO «Camapanepym» 1197750 9
11 |[TAO «CamapcKuii OKaThIII» 8 665 250 30
12 |[TAO «Kosnmopckuii 'OK» 1668 000 6
13 1000 «Muxaiinosckuii 'OK» 2947350 6
14 |[TAO «ITaBJIOBCKIpaHUT» 1273 250 4
15 [[TAO «CoxonoBo-capbaiickoe ['TIO» 33769020 39
16 1000 «A H T» 414657 9
17 1000 «Anraiipecypc 1386100 6
18 1000 «Apryc PK» 2425500 3
19 1000 «Aspron» 77095628 57
20 1000 «I"amma-uHBECT» 829521 6
21 1000 «I"amMa-TEXHOJIOTHSI 169 153 599 234
22 000 «HoomeTty 6023710 15
23 1000 «T "Monubaen» 6393590 12
24 1000 «TexXKOMILIEKT) 5705419,83 21
25 1000 «2Hepro-mMur» 676 800 3
26 |PYIHII «I'panut» 212400 3
27 MIT «M Tpeiin» 44 525 400,0 54
Cymma
Tab6muma 2 - Ctpykrypa npogax OO0 «Anbdamann» 3a TEKYIIHN ToJ
Ne HanmenoBanue nokymnaress Cymma YacToTa Cpennss
/1 CIETTKU oOparnieHui BBIPYYKa OT
CIETIKU
1 1000 «Ky3znenkwnii [OK» 1860000 4
2 000 «ApuyHOOII 1224000 4
3 [HAO «Enuceii» 1726900 8
4 [HAO «Kamennoropckoe KY» 10164000 48
5 [HAO «Toprossrii nom «benarpannt 3234000 8
6 [HAO «Ypambckue IeIOBbIC TUHUN 5472092,4 20
7 |HAO «XakacB3pbIBIIPOM» 2220000 8
8 [HAO JUTI] «KoHTakT» 6930060 60
9 HAO 3K «ITomroc» 1293600 8
10 MIT «Makpuguaa H.JL» 146960 4
11 |[TAO «AYuHCKUI IITHHO3EMHBINH KOMOMHAT) 13324080 24
12 [[TAO "Toaomut" 729820 28
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13 [[TAO «Kaitpemckuii 'OK» 6760000 4
14 [[TAO «Kupexenckuit [OK» 4603480 12
15 [[MTAO «Kupenckuii [OK» 3817520 12
16 [[TAO "Camapckuii OKaThIII» 52934032 76
17 JTAO «Kospopckuii 'OK» 7645432 48
18 [[TAO «KomOuHaT Marue3ut» 1128100 8
19 [[MAO «MuxaitnoBckuii 'OK» 356760 4
20 [[TAO «HaBowutickuii ' MK» 5130484 4
21 [[TAO «HK «Pocuedtb» 11100000 24
22 [[TAO «ITaBmOBCKIpaHUT» 4545734 20
23 [[TAO «Coxkomosckoe ['TIO» 42277900 48
24 [MAO «Yuamuuckuii 'OK» 1236000 4
25 000 «AspToH» 114255440 97
26 000 «I"amma-TEeXHOJIOTHS 218267542 260
27 1000 «Kapobep-IlerpoBckuiiy 1208200 8
28 1000 «Ky3znenkunii [OK» 8990000 16
29 1000 «Copckuit 'OK» 3514000 12
30 000 «TH "Monubuen» 1684200 4
31 1000 «3Okcnoaenspra-M»» 1940400 12
32 (000 HIIO «Juepro» 57600 4
33 JIIK A/C «YykoTka» 512000 4
34 PVIIII «I'paruT» 3719000 4
35 [Cwmrouenko B.1. 112280 4
36 [Cayx6a MTC I'VII 3abaiikanbckoit o0nactu 3172000 4
37 [TOO «AnuHay 7376200 12
38 MHII «M-Tpeiin» 85074400 132
Cymma

[IpoBenuTe (hakTOpHBINH aHaIM3 3aBUCUMOCTH BBIPYYKH OT KOJUYECTBA KJIMEHTOB, YaCTOTHI
MOKYTIOK U BEJIMUMHBI CPETHETO YEKa.

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

KonnuecTBo Yacrora Cpennss Belpyuka oT | Biusnue gaxkropoB |I3MeHeHUs BBIPYUKH OT
noKymnareneu | oGpaieHuit CHEJIKU pa3anuHbIX (JaKTOPOB
3aganue 6.

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

Bunel 3arpar Beanunna
Tpaduk 13 KOHTEKCTHOI peKIaMbl 10 000 mepexomoB
Ilena kaxa0ro Kivka 7 pyOneii

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

3apriata SEO-cnenanicty 25 000 py6aeit

3apruiara Tere)OHHOMY OTlepaTopy 10 000 pyOueit

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

Cpenusis croumocth yeka — 2500 py06. IIpuObuibHOCTD O7HOM mpofaxu — 25%. SBnsiercs u
MOJTYYCHHBIH PE3y/IbTaT HOPMaIbHBIM MM BRICOKUM? KakoB CpOK OKYIaeMOCTH KIIMEHTAa?

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

dopma MpoBeleHUs MPOMEKYTOUHOM aTrTecTaluu Mo AUCHUILIHNHE: AudQepeHInpoBaHHbIHI
3a4et (M0 pe3ysibTaTaM HaKOMUTEIBHOTO PEUTHHTA MU B JOPME KOMITBIOTEPHOTO TECTHPOBAHUA).

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

IlepeyeHb BONPOCOB /il MOATOTOBKH K IH(depeHIIUPOBAHHOMY 3a4eTy
OIIK-1: MOIIK-1.1., UOIIK-1.2.; OIIK-2: UOIIK-2.3.

1. CymHOCTb, 3BOJIONMS, 334aYd W HPUHIMIIBI KIMEHTOOPHUEHTHUPOBAHHOIO IOJIXOAA K
BE/ICHUIO OM3HECA, HAIIPABIICHUS PEeaTH3aliU, HHIUKATOPHI

2. KnueHt, mokymarenb W HOTPEOUTENIb: CpaBHHUTEIbHAs XapakTepUCTHKA. KIMEeHThl Kak
KJIIOYEBOM OM3HEC-aKTUB KOMIIAHUU

3. KinMeHToOpueHTHpOBaHHbIE TEXHOJIOIMH KaK HOBbIE BO3MOKHOCTH JUIsl pa3BUTHs OM3Heca
. Kpurepun opueHTHPOBAaHHOCTH OPraHU3aIlUH U €€ COTPYAHHUKOB Ha MOKYyIaTenen
. IlepcieKTHBBI pa3BUTHUS KIMEHTOOPUEHTUPOBAHHOI'O MAPKETHHIa
. IlocTpoeHne KOMIUIEKCHON CUCTEMBI IIOJYyYEHHS U aHaau3a oOpaTHO CBs3U
. PazpaboTka KIMEHTOOPUEHTHUPOBAHHON CTPATETUHN OpraHU3aLUuU
. KiimenroopueHTrpoBaHHas KOPIOpPAaTUBHAS KYJIbTypa
. AyIUT KITMEHTOOPHEHTHUPOBAHHOCTHU, CECCHH KIIMEHTHUHTA U YIIydllleHHe OU3HeC-IIPOIIeCcCOB

10. Pa3zpaboTka 1 BHEIpEHUE CTaHAAPTOB OOCITY)KUBAHUS KIIMEHTOB

11. ITocTpoeHue cucTeMbl KOHTPOJIS U MOTUBAIIMM KIIMEHTOOPHUEHTUPOBAHHOCTH

12. Ananmu3 noTpeGHOCTEH U IIEHHOCTEH moTpeduTeNs

13. CoBpemeHHble TpeOOBaHUS K KIIMEHTOOPUEHTUPOBAHHOMY CEPBHCY

14. CermenTanus KJIUEHTOB

15. Ananu3 ypoBHS KJIMEHTOOPUEHTHPOBAHHOTO CEpBHCA B OpraHU3alun

16. XKu3HeHHBIH UK KIIMEHTA U YIPaBJICHUE UM

17. BausHue B3aMMOOTHOUIEHWH C KJIMEHTOM Ha pe3yJbTaTUBHOCTh JAEATEIbHOCTH
opranu3aiu. THITONOTHS KIIMEHTOB U pa3paboTKa MPEIOKEHUH U Pa3HBIX TPYIIT KIMEHTOB

18. Konuenmus n1o0aBieHHON IIEHHOCTH JUIsl KJIMEeHTa. MeToAbl U3MepeHHs NoTpeOUTeIbCKON
[IEHHOCTH

19. ITporpamMMsbI JOAIBHOCTH KIMEHTOB. Y JOBJIETBOPEHHOCTh KIMEHTOB

20. Co3ganue ¥ ayIUT KIIMEHTCKON 0a3bl OpraHU3aIiu

21. Texnonoruu paboTHI ¢ peKJIaMalusiIMU.

22. Ymupapienue B3auMooTHomeHUussMu ¢ kiaueHTamu (Customer Relationship Management,

©O© 00 ~NO N

crm).

23. KiimeHTCKas COCTABIISIOIIAsT CUCTEMBI COATaHCHPOBAHHBIX ITOKa3aTeleH.

24. Metoasl oueHKH 3(P(EeKTUBHOCTH yIpaBlieHUs OpraHu3aluedl Mpu  pealu3aluu
KIIMECHTOOPUCHTHUPOBAHHOT'O IMTOAXO0a

25. banaHc KJIMEHTOOPMEHTHPOBAHHOI'O CEpBUCAa U 3aTpaT, (UHAHCOBBIE pPE3YJIbTATHI
KIIMCHTOOPUCHTHUPOBAHHOT'O IMOAXOa
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IIpumepHBbI TECT AJI HTOTOBOT0 TECTUPOBAHMS
OIIK-1: MOIIK-1.1., UOIIK-1.2.; OIIK-2: UOIIK-2.3.

1. BeizenuTe Te KauyeCTBEHHBbIC M3MEHEHUS B MPAKTHKE OW3HECA, KOTOPHIE ONPEACTIIINA MOSIBICHUE U
pa3BUTHE KOHIIEIIMA MAapKETHUHTa B3aUMOCHCTBUS

-:CTpEMUTENLHOE pacimpeHne cepsl ycryr

-:HE0OXO0AUMOCTH pocTa 3 (HEKTUBHOCTH MPOU3BOACTBA MTPOTYKTOB

-:YCWJICHHE TIOTYMHECHUS CTPYKTYPBI OM3HECa HHTEpEecaM ITPOU3BOICTBA

-:M3MEHEHHS B 00JIaCTH YIIPaBJICHUS KaueCTBOM

-:BO3pacTaHUE CI0KHOCTH B3aUMOOTHOIIEHHH JIeIOBBIX TAPTHEPOB

-:YCWJICHHE TIPEIMOYTEHUHN MOTPeOUTENeH JOCTYITHBIM | JICIIEBBIM IPOAYKTAM

2. YKaXuTe KaHaJIbl IOCTPOCHHS B3aMMOOTHOILIEHUH B MApKETUHIE B3aUMOICHCTBUS

-:C KJIMEHTaMU

:C IIEPCOHAJIOM OpTraHU3aINH

-:C MapTHEpaMHu 1o OU3HECY

-:C aKIIHOHEpaMH

-:BCE€ OTBETHI BEPHBI

3. OTMmeTbTe uccienoBateneil KIMeHTOOPUEHTUPOBAHHOCTH

-:ITanmpo

-:IToptep

-:llymnerep

-:Jlemmane

-:Arcodd

4. Boigenure XxapakTepHbIE UepThl MApKETHHTa B3aUMOICHCTBUS

-:pa30BBbIi KOHTAKT C IOTPEOUTEIIEM

-:aKI[EHT Ha XapaKTePUCTUKH MPOIyKTa

-:Ka4eCTBO KaK OTBETCTBEHHOCTh BCEX MOJIpa3ICICHUI

-:JIOJICOCPOYHBI MaclITad AeSITeTbHOCTU

-:0rpaHUYEeHHBIC 00513aTEIHCTBA CIIETOBAHMS TTOTPEOUTEIHCKUM OXKHUIAHUSIM

5. KilneHToOpueHTUPOBAHHOCTh — 3TO

'COBOKYITHOCTh 3HAaHUMW, YMEHUMW, HABBIKOB, KOTOpbIE, Oyarogaps COOTBETCTBYIOIIEH MOTHBAIWU,
[IEHHOCTSAIM, YCTaHOBKAaM M JIMYHBIM KadecTBaM COTPYJHHUKOB, CIOCOOCTBYIOT OMNPEIEICHHOMY
MOBEJICHUI0O W YCTAHOBJIEHWUIO U TOAJIEPKAHUIO OTHOIICHUM C KIUEHTAMU JUIA  TOJIYYCHHS
HEO0OXOIUMOT0 pe3yNbTaTa

-'MHCTPYMEHT VIPABJICHUS B3aUMOOTHOIICHUSIMH C KJIMEHTaMH, HAIICJICHHBIH Ha TMOJy4YeHHe
YCTOWYMBOW MPUOBLTH B JOJITOCPOYHOM MEproje U 0a3UPYIOIIMNCA Ha TpeX KPUTEPHUSIX: KItoueBas
KOMITIETEHIIHSI, 11eJIEBbIC KJIIMEHTHI M PABEHCTBO MO3UITUHN

-:cTpaTerusi OpraHM3alliy, KOTopas HalelieHa Ha TOMOIIb KJIWEHTaM B JIOCTIDKEHUU WX IIeleH,
noTpeOHOCTEH

6. [Ipuoputersl OM3HECa B AMOXY KIUEHTOOPUEHTUPOBAHHOTO MAPKETUHTA CMECTHIINCH

-:C 3a71a4 yAepKaHUsI CYIIECTBYIONINX KIMEHTOB B CTOPOHY 3aJ1a4y IPUBJICUCHHSI HOBBIX KIIMEHTOB

-:B CTOPOHY ONTHMH3AINH PACXO0B Ha MAPKETHHTOBBIC YCUIIUS IO paboTe ¢ KITUEHTaMH

-:C 3aJ1a4 NMPUBJICYCHUST HOBBIX KJIMEHTOB B CTOPOHY 3aJ1a4 yJep>KaHUS CYIIECTBYIOMINUX KIIMEHTOB

-:K MTOCTPOEHHUIO TPAMOTHBIX B3aMMOOTHOIIEHHI C KIMEHTaMH1

-:B CTOPOHY PaCHIMPEHHS MApPKETUHTOBBIX Mep 10 paboTe ¢ KIIMEHTaMU

7. 3amauamMu BHEIPEHUSI KIIMEHTOOPHUEHTUPOBAHHBIX CUCTEM SIBIISIFOTCS

-:pOCT TIPOJAXK

-:yBeJIMYeHUE TPUOBLITH

-:BBIPa0OTKa JOSIIBHOTO OTHOIICHHS K KOMITAHUH

-:TIOBBIIIICHNE YPOBHS O0OCITYKUBAHHSI KIIMEHTOB

-:BBICBOOOXKICHIE pe3epBa BpPEMEHH PAaOOTHUKOB KOMITAHMH JUIsl POCTa BHUMAHHS K KaXIOMY
KITUEHTY

8. KiIMeHTOneHTpUIHOCTh — 3TO
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-COBOKYIHOCTh 3HAaHMI, YMEHHI, HaBBIKOB, KOTOpbIe, Ojaroaapsi COOTBETCTBYIOIIEW MOTHBAIUH,
[IEHHOCTSIM, YCTAaHOBKAM M JIMYHBIM KadecTBaM COTPYJHUKOB, CIOCOOCTBYIOT OMPEICICHHOMY
MOBE/ICHWI0O M YCTAHOBJCHUIO U TOJACPKAHUIO OTHOIIEHUH C KIMEHTaMU [UIsl MOJy4eHUs
HEO0OXOMMOT0 pe3ybTara

-'MHCTPYMEHT YIpPaBJICHUS B3aMMOOTHONICHUSMU C KJIMEHTAMH, HalleJIeHHbIH Ha TOJy4yeHUe
YCTOMYMBOW NPUOBUIM B JOJrOCPOYHOM IEpHojAe U OazUpYIOIIUNCA Ha TPEX KPUTEPUAX: KIIIOUeBas
KOMIIETEHIIMSI, LI€JIeBbIe KJIUEHTHl M PABEHCTBO MO3ULIUN

-.CTpaTerusi OpraHM3aliM, KOTopas HalleJieHa Ha IIOMOIIb KJIMEHTaM B JIOCTM)KEHUU HX IelieH,
noTpeOHOCTEMN

9. VkaxuTe XapaKTepUCTHKH, HE OTHOCSAILINECS K MOJIENIA KIIMEHTOOPUEHTUPOBAHHOCTH
-:BBICTPAaMBaHUE KOMMYHUKAIIMH C MOTEHIUAIBHBIM MIOKYyIaTeIeM

-:IIPUHATUE PEUICHHS] KIIMEHTOM CaMOCTOSTEIbHO, HA OCHOBAHHUHU IMOJIYY€HHBIX JaHHbBIX

-:KJINEHT TBEPJIO 3HAET, KAKOH MPOIYKT U3 BCETO aCCOPTHUMEHTA eMy HE00X0AUM

-:MCIIOJIb3YEMOE CPEACTBO YIS IPOJIAXKH — HEMOCPEICTBEHHOE NHIUBUIYaIbHOE OOLIEHHE C KITUEHTOM
-KJINEHT HMEET COMHEHHs [0 TIOBOJAY MPHOOpPETEHUs TOoBapa MM HE HMEET YETKO
c(hopMyIMPOBaHHON MOTPEOHOCTU BOOOIIIE

-:MCII0JIb3YEMOE CPEACTBO JUIsl IPOJIAXKH — CAT, pEeKIaMHbIE MaTepHaIb

-:MIOKyIaTeNlb YMOLIMOHAILHO HE BOBJICUYEH B MIPOIECC MOKYIIKU

10. B xoMnaHuio 1Mo mpojake HOYTOYKOB OOPAaTHIICS COTPYAHHUK KPYITHOH KOPHOpAIUH C IICIBIO
MpUOOpPETEHUs] HECKOJIBKHUX JECSITKOB HOYTOYKOB JUIsl BceX pabOTHHKOB B oduce. KnneHt yxe 3HaeT
000 BCEX aKIUSAX, HO UMEET BOIIPOC: YCIEET JIM MPOJAABEL] JOCTABUTh U IMOAKIIOUUTH BCIO MApTHUIO
raJpKeToB Ha 3ToU Hezaene? Beibepute BepHOE MOBEICHNE KITMEHTOOPUEHTUPOBAHHOTO MPO/IaBIIa.
-:0TBeT o0mmMMHU (pazamu, OOTEKaeMbIii paccka3 00 YHUKaIbHOCTH €ro ()UPMBI U BBITOAHOCTH
MOKYTIKU

-:PE3EHTalUs U BOCXBAJIEHHUE MTPOIYKTa

-:paccka3 0 KOHKPETHBIX CPOKAX YCTAHOBKHU U JIOCTaBKU

11. Kommanust mnpuriacuia TpeHepa IO Mpojaaxam JUIsi NPOBEACHMUS CEMUHApa €O CBOUMMU
paboTHUKaMu. B kakoi posu BBHICTYIHIIA KOMIIAHUS?

-:TIoTpeduTeNs

-:TIOKyTIaTens

-: BCE OTBETHI BEPHBI

12. TToxynaTenbckas cuja ONpeaesieTcs

-YPOBHEM JI0X0JI0B MIOKYIaTesen

-:HaJIMYMEeM IIUPOKOI BO3MOXKHOCTH BBIOOpA MPOTYKTOB

-:YpOBHEM MH()OPMHUPOBAHHOCTH MOKYHaTENs

-:BO3MOKHOCTBIO PAaCIIPOCTPAHSATh HETaTUBHYIO HHGOPMAITUIO O MPEATPUATUI

13. LlenHocTh, co3gaBaeMasi A5 KJIMEHTA, C 3KOHOMUYECKHUX MO3UIMHI TPaKTyeTcs: Kak

-:IpaBWJIbHOE (YHKIMOHUPOBAHUE OU3HEC-TIPOLECCOB, 00ECNEYeHHOEe COOpPaHHBIMU JIaHHBIMH O
PBIHKE U OXBaTHIBAIOIIEE PA3IMUHbIE JICTTAPTAMEHTHI U () YHKIIMOHATIBHBIC MOPA3CICHHS KOMIIAHUN
-:pa3HUIIa MEXAY OKUIAEMBIMU BBITOJaMU MPUOOPETEHUS U OOIIUMH H3ACPKKAMU MPHOOpETEHUs U
MCIIOJIb30BaHUs IPOAYKTa

-:HaJIMYHE CBA3U MEXKy OPUEHTAIIUEN Ha PHIHOK M Pe3yIbTaTUBHOCTHIO OM3HEC-TIPOIIECCOB KOMITAHHUH
14. Jliig mpoakTHBHOW OPUEHTALIMM HA PBIHOK M KJIMEHTa XapaKTEepPHBI

-:BMEILIATENBCTBO B JCIIOBYIO CPEAY

-:3aMEHa KOHIICTIIINH BEJCHUS OM3Heca 4eM-In00 (yHIaMEHTAIBHO U PAJANKATIFHO HOBBIM
-:pearupyroinas Ou3Hec-JI0TuKa

-:MCTI0JIb30BaHNE N300pETaTENbCKOro 00y4YeHUs

-:BOCHPUIITHE PbIHKA KaK JAHHOCTH

-:HE3HAUYUTEJIbHbIEC JIOKAJIbHbIE N3MEHEHUS

15. Kpurepuem KIMEHTOOPUEHTUPOBAHHOCTH SIBIISIETCS

-:CO3HATEIbHOE JOMUHUPOBAHUE OJTHOM U3 CTOPOH Ha JHOOOM FTare B3auMOOTHOLICHHH

-:BbIJIEJICHUE LIE€JIEBbIX KIIMEHTOB

-:paBEHCTBO MO3ULIUNA MEX/y TOCTAaBIIMKOM U KIUEHTOM
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-HaJIM4ne KJTFOUEBBIX KOMITETEHIINI YYaCTHHUKOB nporecca o0ecrnieueHus
KIIMEHTOOPUEHTUPOBAHHOCTH

16. KiTneHTOOpHEeHTHPOBAHHBIN CEPBHC KaK HAJICTPOKa OM3HECa B CBOCH OCHOBE COJICPIKHUT
-:(puKcannio B MUCCUU OPUEHTAILIMIO JESITEIbHOCTH HA KIIMEHTOB

-:B KauecTBE OTBETHOW peaklMH OM3HEca Ha YCWJIEHHE KOHKYPEHTHOI'O CONEPHHYECTBA IMEpexoj Ha
YPOBEHb LIECHOBOM KOHKYPEHLUU

-:YCTaHOBKY JI00OU LIEHO! y/iep:KaTh KIMEHTa

-:BBISIBJICHHE TOTPeOHOCTEH KIMEHTOB W THOKOE pearnpoBaHHME Ha HW3MEHEHHS B MOJENIAX UX
MOBEJICHUS, B TOM YHCJIE TIOJ1 BIIMSIHUEM HOBBIX MEraTpeHI0B

-:yBeJIM4eHue 010/ KeTa Ha MapKETUHTOBble KOMMYHHUKAIIUU

-:CO3JJaHME Ha KaXJIOM JTare MyTH KIMEHTOB TAaKOrO IMOTPEOHMTENbCKOTO OMNBITA, KOTOPBIA OynaeT
MPEIBOCXUILIATH UX OKUAAHUS U (HOPMUPOBATH UX YIOBIETBOPEHHOCTD

-:YCWJIEHHE MaTepuaibHOH MOTUBALIMU COTPYIHUKOB KOMIIAHUU

-:HalIeJICHHOCTh Ha JI0JIFOCPOYHBIE B3aUMOOTHOLICHHUS C TOTPEOUTENIMU

17. Beigenure npuMepsl KIMEHTOOPUEHTUPOBAHHOCTH

-:-PUPOCT MNPHUOBUIM TEPEKPHhIBACTCS 3aTpaTaMM Ha KIMEHTOOPHUEHTHPOBAHHOCTh, HO KIIHEHTHI
YZIOBJIETBOPEHBI 10 MAKCUMYMY

-:IIEHOBBIE CKUJKH Ha TOBApbl PA3HOTO Ka4eCTBA

-:TIp1 OTCYTCTBUHU BTOPOTO TOBapa 1o akuuu 1+1 nmpockOa 3aiiTu ¢ 4eKOM 3aBTpa 3a BTOPOU €IMHUIICH
TOBapa

-:TIOCTOSIHHBIH 3amMep B KoMmaHuu uHjiekca NPS

-:TIIPH 3aKa3€ TaKCU MPEAOCTABISAETCSA ONIUS «MOJIYAIUBBIN BOIUTEIIb)

-:B KOMIIAaHHUHM HMEIOTCSI CKPUNTHI NMPOJAX W PEriaMeHThl Mo paboTe ¢ KIMEHTaMH, COTPYAHHUKH
00s13aHbBI IO HUM Pa3roBapHUBaTh

-:Ha4MCJICHHUE JIOTIOJHUTEIBHBIX OOHYCOB 32 PEKOMEH/IAIIMIO KOMITAHUH JPY3bsIM

-HQJIMYME B Mara3uHe OEK/bl KHOMKH, 10 CUTHAIy KOTOPOM MPUJIET NMPOAaBell U MPUHECET HYKHbBIN
pasmep

-:B 3UMHEE BpeMs I'oJla BCE METAJUIMYECKUE PYYKH OOMOTaHbI MATKUM OapXaTHBIM MaTepUuaioM

18. Ilpu xommyHukauuu B HTEepHET 06€3 TMYHOrO KOHTAKTA JUIsl TIOBBIIEHUS JIOSUIbHOCTH KIMEHTOB
MCIIOJIb3YIOTCS DJIEMEHTBI BHYIIEHNUS, K KOTOPBIM OTHOCATCS

-:BUpYCHasl pekjiama

-:BBICTYIUJICHUE aBTOPUTETA

-:(opyMBbI

-:KaJIbKYJISATOPbI

-:uHpOpMAITUs O TPEHIaX

-:0peHMPOBAHHOE BUJIEO

19. OT™MeThTe TOIBKO TE€ XapaKTEPUCTUKHU, KOTOpbIe CBOMCTBEHHBI KoHIenmu CMR

-:HaJIMYre BO3MOXHOCTU COOOLTUTH KOMITAHUH, YTO JIJISl KJIHMEHTa BaXKHO

-:OTHOILIEHUSIMU YIIPaBIISIET KOMIIAaHUS

-:CO3/1aeT yA0OCTBa A7l KOMIaHUH

-:TIOHUMaHUE YHUKAJIbHBIX MOTPEOHOCTEN KIIMEHTa

-:0M3HEeC OpPraHU30BaH BOKPYT MOTPEOHOCTEN KIMEHTOB

-:0TCJIE’KMBaHUE KJIMEHTA MO €ro TPaH3aKUUsIM

-:KJINEHT OILlylIaeT ceOsl mpeciieayeMbIM

20. ba3a ngaHHBIX O KJIMEHTax JOMOJHSETCS M aKTyaJu3UpyeTcs CAMUMM KJIMEHTaMU KOMITAHUU —
JlaHHAs XapaKTEPUCTHUKA OTHOCUTCS K KIIMEHTOOPUEHTUPOBAHHOM TEXHOJIOTHH

-:CRM

-:CMR

-:ERM

-:SCRM

-:Saas

21.PaccunrtaiiTe HMHIEKC MOTPEOUTENBCKON JIOSUIBHOCTH KIMEHTOB OpraHU3alldd, €cid IocIie
npoBeaeHuss onpoca 200 dernoBeKk ObUTH BBHISBIEHBI CIEIYIONIHME PE3YIbTAThI: MPOMOyTephl - 45%;
HelTpanbHbie noTpedurenu - 30%; kputHkH - 25%.
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-:20%

-:5%

-:15%

22. VKaXuTe KaHaIbl KOMMYHHKAIIMK ¢ KIIMEHTAMH, UCTIOJIb3yEMbIC C LIEIbI0 MOJYUCHUS TaHHBIX IS
pacuera HHIEKCa MOTPEOUTENbCKOM JIOSITHOCTH

-:003BOH pOOOTOM aBTOMATHYECKH

-:0IIPOC B TOYKAX MPOIAXK

-: SMSs-ompoc

-:e-mail-pacceuika

-:push-yBegomieHus

-:BCE OTBETHI BEPHBI

23. BeiOepuTe H3 NPHBEACHHBIX HH)KE BapHaHTOB BOMPOC, HamboJce COOTBETCTBYIOIIMN ISt
U3MEPEHUS MHJICKCA KIIMCHTOOPHEHTUPOBAHHOCTH IPOMOYTEPaMU

-:OTMEThTE IPUYMHBI HErATUBHOTO OTHOIICHHS K KOMIIAHUU/TIPOAYKTY KOMITAHUU

-:OTMEThTE MOMEHTHI, HY)KIAIOIIUECS B YIyUIIICHUN

-:IlepeunciuTe OCHOBHBIC MPEUMYIIIECTBA KOMITAHUH/TIPOAYKTa KOMITAHUN

24. PeryssipHOCTh pacueTa MHCKCA KIIMEHTOOPHEHTUPOBAHHOCTH COCTABJIIET MUHUMYM

-: pa3 B roj

-:pa3 B TpH roja

-:pa3 B KBapTal

-:pa3 B HEJCITIO

25. Tlo utoram pacueTa WHIECKCAa KIHEHTOOPHEHTHPOBAHHOCTH MOJydYeH pe3yiabTar B 60%, d9ro
O3HayaeT

-:KOMITIaHHsI — JIUJIEP Ha PhIHKE

-:KJIMCHTHI Y3HAIOT OpeH]T

-:B KOMIIAHUIO BO3BPAIAIOTCI M «CTapble» KIMEHTBHI, W CTPEMHUTEILHO HapabaThIBacTCs HOBas
KJIMEHTCKas 0a3a

-:[IACCHBHBIX, OTPHUIIATEILHO HACTPOECHHBIX KIIMCHTOB MPAKTHYECKU HET

-:KJINEHTHI JIOBEPAIOT MPOIYKTaM KOMITAHUU

-:HEOOXOTMMBI 3aTPAThl Ha MPOIBIKCHUE

-:BBICOK PHCK ITOTEPSATh KIIUCHTOB

26. Tlpu mocelieHrH pecTopaHa KIMEHTaM MPUXOAUTCS 3aKa3blBaTh U3 OrPAHUUECHHOTO MEHIO — 3TO
puMep

-:CTIOHTaHHON KJIMEHTOPHEHTHPOBAHHOCTH

-:perJaMeHTHPOBAHHOM KIIMEHTOOPHEHTUPOBAHHOCTH

-'HEOTHEMJIEMOH YaCTH KOPIOPATUBHOMN KYJIbTYPBHI

27. BelieauTe NpUYHHBI HECOCTOSATEIBHOCTH MEPOTIPUATHH TI0 YACPKAHUIO KIHEHTOB

-:HU3Kasi BOBJICYCHHOCTb COTPYJHUKOB B PEIICHUE MPOOJIEM, CTOSIIUX TIepel KOMITaHUEH
-:0TCYTCTBHE B OpraHH3al[y YeTKOT0 MOPTPETa KINEHTa

-:pa0OTHHKH OpraHM3allMU B Ka4eCTBE MPHUOPUTETA PACCMATPUBAIOT OOIIYIO /ISl BCEX OTJNENOB IENb
OusHeca

-:TOJIKO Y PYKOBOJMTEIIS UMEETCs TIOJHAS U JIOCTOBEpHast HH()OpMAITUS O KIIMEHTaxX

-:OTCYTCTBHE KOPPEIAIMH MEXKIy VYIOBICTBOPEHHOCTHIO BHEIIHETO KIHEHTA K MOTHBAIIUCH
COTPYIHHKOB KOMITAaHUH

-:HE’KOHOMHOE PacX0I0BaHKE CPECTB Ha MPOIBMKEHUE U yCPKaHUE KJIHMEHTOB

28. YKaKuTe BEpHBIC XapPaKTEPUCTUKHU, OIPEICISIONIUE KIMEHTOOPUCHTUPOBAHHYIO CTPATETHIO U
KJIHEHTOOPUEHTHPOBAHHBIN TIOIXO0/T

-:00beIMHEHUE COTPYJHUKOB B €JIWHBIA KOJUICKTUB JUIsl JOCTHDKEHHS CTPATETHUECKUX IIeIIeH
OpraHu3aI|H

-:OpHCHTAIIMS Ha KJIMEHTa B OMPE/ICICHHBIX HAMIPABJICHHUSX e TETbHOCTH

-:(opMHpOBaHHE KOHKYPEHTHBIX MPEUMYIIECTB OTACIBHBIX CTPATETHYECKUX OU3HEC-ETUHHMII
-:CO3/IaHUE TIEPCOHATM3UPOBAHHBIX MTPOAYKTOBBIX MPEIOKEHHI

-:IOCTOSTHHAS Pa3pab0TKa HOBBIX MPOIYKTOB

-:pacIIMpeHue KaHaJIOB CObITa IPOJTYKTOB
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29. YcraHoBNeHNE Ta0IMYKU «3aKphITO» HA IBEPU PECTOPAaHA OTHOCUTCS K ATaIy IMPOBEICHUS ayIuTa
6I/I3HGC'HpOHeCCOB opraHu3anvu ¢ TOYKU 3pCHUA OPUCHTALIMN HA KIIMCHTA

-:(popMyITUPOBKA 0KHIaEMOM peaklny KJIMEHTOB Ha OIpe/ieJICHHbIE BUbl KOHTAKTOB

-:MPOBEPKA TOJHOTHI BAPUAHTOB Pa3BUTHS COOBITUH, B 3aBHCHUMOCTH OT PEAKIMH KJIHEHTA,
3aJI0’KEHHBIX B IIPOIECC

-ZI/Il[eHTI/I(bI/IKaI_II/ISI BCEX onepaunﬁ, TEM UIJINU UHBIM O6p2130M CBsA3aHHbIX C KIIMECHTaAaMHN

-:CpaBHEHUE TEKYIIUX, BOBMOXKHBIX U 0KUJAEMbBIX pEaKLUi KIUEHTa

-:COCTaBJICHUE CIIUCKA MPOLIECCOB, T/I€ MOT'YT IPOUCXOAUTH KOHTAKTHI C KIMEHTaMHU

30. PaccmoTpeHue Bcex BapuaHTOB MOBEIECHUS KIMEHTOB B OTBET Ha OINEPALUIO «IIOBECUTH TAOIMUYKY
«IIepepbIB» OTHOCUTCS K 3TaIly IPOBEACHUS ayuTa OM3HEC-TIPOIIECCOB OPraHU3alUU C TOYKU 3PEHUs
OpuCHTAlWU HA KIIMCHTA

-:(popMyITUPOBKA 0KHIaEMOM peaklny KJIMEHTOB Ha OIpe/IeJICHHbIEe BUbl KOHTAKTOB

-IIPpOBCPKa IIOJHOTbBI BAPUAHTOB Pa3BUTHA CO6LITPII>1, B 3aBUCHUMOCTH OT pCaKIUMh KIMUCHTA,
3aJI0’KEHHBIX B IIPOIECC

-ZI/Il[eHTI/I(bI/IKaI_II/ISI BCEX onepaunﬁ, TEM UIJINU NHBIM O6p2130M CBsA3aHHbLIX C KIIMECHTaMH

-:CpaBHEHUE TEKYIUX, BOZMOXKHBIX U 0’KUJAEMbBIX pEaKli KIUEHTa

-:COCTABJICHUC CITMCKa ITPOLCCCOB, I'IC MOT'YT IPOUCXOANUTH KOHTAKTHLI C KIIMCHTAMU

[TonHbIi (GOH OLEHOYHBIX CPEICTB JUIS MIPOBEACHUS MPOMEKYTOYHON aTTECTAIMK Pa3MEIICH
B 0aHKE BOIPOCOB OJIIEKTPOHHOrO Yy4yeOHoro kypca pgucuuiuimabel B DWOC  yHHBepcurtera
http://sdo.tolgas.ru/, a Takke XpaHuTcs B OymMakHOM M (WJIM) 3JICKTPOHHOM BHJE Ha Kadeape-
pa3paboTUuKe.



