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1. IlepeyeHpb NIAHUPYEMBIX Pe3yJIbTATOB 00y4eHUs 1O JMCUMUIJIMHE, COOTHECEHHBIX €

IIAHUPYEMBIMH Pe3yJIbTATAMH OCBOEHHS MPOTrPaMMbI

1.1. Qucuunnuna b1.B./IB.05.03 «YmpaBieHue B3auMOOTHOLIEHUSIMU C KiaueHTamu (MSD

CRM)» obecrnieunBaeT OBJIAJICHHE CIACAYIOIIMMH KOMIIETCHITUIMH:

UHQOPMAIIMOHHBIC
TEXHOJIOTUU JJIsI PEIICHHUS
NPUKJIAJHBIX  (prUHAHCOBO-
HKOHOMHYECKHX 337139

Kon Haumenosanue Kon HaumenoBaHue nrana 0OCBOCHHUS
KOMIIETEHIIUU KOMIIETEHLIUU JTara OCBOEHUs KOMIIETE€HIIUU
KOMIIETEHIINU
[IKc OCII -6 | Cnocobnocts mnpumensats | [IKec OC 11— 6.3 CrnocoOHOCTh  MPUMEHSTh  TIPH

pelieHnn npo¢eCCUOHATBLHBIX
3aJa4 OCHOBHBIE METOJIbI, CTIOCOOBI
U CpEeICTBa IMOJYYCHUS, XPaHCHHS
U TpenodopaboTku uHOOpMAIUH,
YOPaBISATh B3aUMOOTHOIIICHUSIMU C
xmentamn  (MSD CRM) B
MPEIINPUHUMATETBCKOMN
NEeSITeTPHOCTH. B TOM YHCIE C
HCIOJIb30BaHUEM COBPEMEHHBIX
WHPOPMAIIMOHHBIX TEXHOJIOTHHA U
MIPOrpaMMHOT0 00€CIICUCHHSI.

1.2. B pe3ynbraTe OCBOCHUS TUCIMIUIMHBI Y CTYIEHTOB JOJDKHBI OBITH C(HOPMUPOBAHBI:

OT®/TP Koa stana
(mpu HAIM4YKMHU OCBOCHUSA PesyabTarhbl 00y4eHus
npogcranaapra) KOMIIETEHIM U

OoT® HA YPOBHE 3HAHUIA:
B. Pa3paboTka oTnenpHbIX TeopeThyecKas OCHOBA yIpaBJICHUS
(yHKIIMOHATBHBIX B3aMMOOTHOIICHUAMU C KJIMEHTaMHU; TEHICHIUU
HalpaBJIeHUH yIpaBiIeHUs pa3sBUTHUS COBPEMEHHBIX TEXHUYECKUX CPEICTB U
puckamu MH(OPMALIMOHHBIX TEXHOJIOTHUH;
TD HA YPOBHE YMEHHUIi:
B/02.6 paboTaTh ¢ MPOrpaMMHBIMUA KOMIUIEKCAMH 10
JloKyMeHTHpOBaHUE [Kec OC [[— 6.3 | YPABICHUIO KIMEHTCKUMU B3aUMOOTHONICHUAMH;
nporecca yIpaBIeHUS ' MCIIOJIb30BaTh JUIsl PEIICHUS aHAIUTUYECKUX U
pUCKaMu u yIpaBJIeHYE€CKHX 33124 HHPOPMAaLlMOHHBIE
KOPPEKTHPOBKA PEECTPOB TEXHOJIOTHH
PHUCKOB B paMKax

HA YPOBHE HABBIKOB:
OTJEJILHBIX ousHec-

pasBUTHE U TONJEPKAHUE  JOJITOCPOYHBIX
IpOLIECCOB u .

OTHOIIEHUH €  KIUMEHTaMHu;  (OPMHUPOBAHUS
(yHKIIMOHATBHBIX

. 3aIpOCOB K HCTOYHHMKAM JIAHHBIX.

HarnpasJIeHUH

2. O0bem H MecTO JUCHUILINHBI B cTpykType OII BO

Juctmmmaa b1.B./IB.05.03 «YnpaBnenue B3auMOOTHOIIEHUsIMU ¢ KineHTamu (MSD

CRM)» cocraBisieT 4 3a4eTHBIC SUHUIIBI, T.€. 144 aKaJeMUYCCKUX Yaca.




Ha xoHTakTHYI0 paboTy ¢ mpemnoaBareneM BoineleHo 64 yaca, U3 HUX 32 yaca JICKIHiA
1 32 yaca MPaKTUYECKHUX 3aHATUH, HA CAMOCTOSITEIILHYIO pab0oTy 0OYyYarOIIUXCs BBIJCIICHO 76
4acoB JJIst 0O9HOH (/0.

JuctunnuHa peanusyercs nocie uzydeHus: aucuuruinabl b1.B.10«®duHancoBbIe pHIHKU
u uHCTUTYTh»; b1.B.11 «KopnopatuBHbie huHAHCHD Ha 4 Kypce B 7 ceMecTpe i CTYACHTOB
0uHO (HOpMBI OOyUEHUS.

I/I3yquHe JUCHUIITIMHBI 3aKaHYHUBACTCA 3a4€TOM C OHCHKOI\/II.

3. Conep:xkaHue ¥ CTPYKTYpa TUCIHUIIUHBI
Ounasn ¢hopma odyuenusn

O0beM TUCIHUILTHHBI, YaC. dopma
KonTakTHas padora TeKyllero
HanMenoBaHme Tem o0y4aromuxcs ¢ KOHTPOJISI
Ne i/t npemnojaasaresieM ycneBaeMocTu®*,
(pa3aesioB) Bcero Cp .
10 BUJAAM YUeOHBbIX NMPOMeKYTOUHOM
3aHATHI arrecranum™**
J JIP I3 KCP
CRM B
Tema 1 MIpe I PUHUMATENbCKOM 32 6 6 12 O
JeSTENbHOCTU
BBenenue B
Tewma 2 HHGOPMAITHOHHYIO 28 6 6 16 K
cucremy CRM
Tema 3 | YmpapiaeHue npogakamu 28 8 8 16 Ke
Tema 4 YIpaBIIeHHe 28 | 8 8 16 0
MapKETHHTOM
Tema 5 VpaBJieHHe 24 4 4 16 0
o0cCiTyXKMBaHHEM
IIpomexxyTouHas aTTecTalus 4 3a0
Bcero: 144 32 32 76
¥t —  paspabomuux yxazvigaem HeobXoOoumvlie opmbl MeKyuwe20 KOHMPOJA YCNeeaemMoCcCmu.

xkoumponvusie pabomet (K), onpoc (0), keiic (Ke).

**%* _ paspabomuux ykaszvisaem HeoOX0OUMble HOPMbL NPOMENCYMOUHOU ammecmayuu. 3avem (3a),
akzamen (3a).

Conep:xanue IMCUMILTUHBI

Tema 1. CRM B npeanpuHuMaTeIbCKOM 1eSITeIbHOCTH

Onpenenenue CRM. OcHoBHbIE KOMIOHEHTHI M uHCTpyMeHThl CRM. Yto paer
npeanpunumarento CRM. Acniektst CRM. OcHoBHbie nevictBust npu [Ipogaxax, MapkeTunre,
O6cnyxuBanuu. 7 ctpareruii CRM. Mudopmarmonnsie cucteMbl oaaepkku CRM

Tema 2. BBenenne B nnpopmanuonnyo cucremy CRM

Opranuzanusa ganabix. OcHoBHBIE pa3nensl: [Iponaxu, Mapketunr, CepBuc. TuIbl TaHHBIX.
Tuner 3amumceii. Jlentsl mpoueccoB. I[lonmb3oBarenn cuctembl U ux ponu. MHbopmarus o
NEUCTBUIX. AHATUTHYECKHUE ITAHEIH.

Tema 3. YnpaJieHne npoaakamu
OcHOBHBIE TOTPEOUTENHCKHE CIEHAPUU TPOAAXK. 3aMUCH U JAaHHBIE B IpoIeccax MPOAaK.




Wurepec, Bo3moxnas caenka, Kommepueckoe mnpeanokenue, 3aka3, Cuer. 3amucu o
KOHTaKTaX, KOHKypeHTaXx H ToBapax (katamor mnponykiuu). Ilpaiic — JHCTBI M CXeMbl
neHooOpazoBanus. JlutepaTypa 1o mpojakaM. YIpaBieHHE 3alucAIMH O Npojaaxax B
COOTBETCTBUM C JIEHTOM Iipoliecca MpoJAaX W Ha3HAUYEHHBIMH POJISIMH IOJI30BaTENEH.
Hcnonb3oBanue (uHaHCOBOW MH(pOpManuu, cojepxkaiieiics B 3amucsax o mpoaaxax CRM.
[locTpoeHre aHaTUTHUECKUX TMaHened nis pa3paboTku 3(G(EKTUBHOM CTpaTeruv 1o
YJIy4IIEHUIO SKOHOMUYECKON JEATENbHOCTH MPEAIPHUSTHS.

Tema 4. YnpasjieHue MapKeTHHIOM

[ukn mapkeTHHra ¢ oopaTHoOi cBsA3bl0. Co31aHNE U UCIIOJIb30BAHUE MAPKETUHTOBBIX CITMCKOB.
Hcnonp3oBanne monyneit «bbpicTpeie kamnanum» n «MapkeTuHrossle kamnanum» B CRM.
[Ha6monsl kamnanuil. Ponb peructpanuu AecTBU U MapKETUHTOBBIX CIUCKOB B KaMITaHUU.
Hcnonp3oBanue JlurepaTypsl mo nmpojakaMm B KaMIIaHUAX. 3aXBaT U yNPAaBICHUE OTKIMKaMU
Ha kammnaHuio. CBsizb ¢ VHTepecamu B Moayne mnpoaax. Vcmonb3oBanue (rHaHCOBON
uHpOpMaLNK, coieprKalleics B 3anucsax o kamnanusx CRM.

Tema 5. Ynpasiaenue 00c/y:kKuBaHueM

OcHOBHBIE TOTPEOUTENBCKUE ClieHapuu oOciyxuBaHus. CyIIHOCTH M THIIBI 3amMcedl Mpu
0OCITyKMBaHUM: KJIMEHTHI, cllydau (Keilcbl), NeHCTBUs, IEHCTBHS IO pa3pelieHuIo Kelica,
cTaTh 0a3bl 3HAHUH, TOTOBOPHI Ha 00cIyxuBanue, ouepenu. Knaccudukanus keiicoB. CBs3b ¢
KaTaJIorOM TOBApOB/yCJIyTr. BO3MOXHOCTH oONpeneneHuss METPUK KadecTBa pa3peleHUs
kelicoB. Mcnonb3oBanue (UHAHCOBOM MH(OPMALIUH, COAEpIKAIICHCs B 3alUCIX O Keicax H
noroopax oociayxuBanuss CRM. Bo3M0oXHOCTH MOZyJIsl pacniucaHusi 00CITy )KMBaHHUS.

4. MaTtepuaJjibl TEKyIIEro KOHTPOJIA yCIIeBA€MOCTH 00yYAOIUXcsl M (POHI OLEHOYHbIX

CpPeACTB MPOMEKYTOYHOM aTTeCTAIMH 0 JUCHUILIHHE

4.1. Texkymuii KOHTPOJIb yCIIEBAEMOCTH

4.1.1. ®opMBbI TeKyLIEro KOHTPOJIS YCIIEBAEMOCTH

Tema (paznen) MeTo1bl TEKYIIETO KOHTPOJIS YCIIEBAEMOCTH

CRM B npeanpunumaTensckoit aestensaoctd | TECT

Beenenne B undopmarmonnyto cucremy CRM | TECT

YrpasiieHre npoaKamMmu KEIC
VipasiieHHEe MapKETHHIOM OITIPOC
VYpasieHue 00cIy)KUBaHUEM OITPOC

4.1.2. MaTepuaJjbl TEKylLIero KOHTPOJISI YCIIeBAeMOCTH

Cnucox BONpocoB JJis1 NOATOTOBKH K onpocy 1o teme 1:

1.  CRM-cucremsl B Mupe. TeHAeHIINN pa3BUTHSI.
2. Amnanus cocrosiuuss CRM-cucrem B Poccun.

3.  Ilpuoputetsl nons3zoBarenss CRM. 3agaum.

4. CRM: npo0iemMbl ¥ NEpCHEKTHUBBI.

5. O6naynass CRM: 11t0CBl U MUHYCBI.

6.  HeckronHas CRM mitocel 1 MUHYCHI.




7. Kak noHsTh, 4TO KOMIAHUHU HY*kHO 0T CRM?
8.  MoxHno i oboiituck 6e3 CRM? Korna He crout BHenpste CRM?
9.  Hackonbko 3Ha4MM MOOWIIBHBIN 1OCTYH AJis ojb3oBatesss CRM?
10. CRM, kak crtparerus u CRM, Kak HHCTPYMEHT, KOTOPBIM MOAJACPKHUBACT OTY
CTpAaTeruio.
11. Pa3nuynble TUNBI MOJENEN KIMEHTA.
12.  Onummre pojib OCHOBHBIX THIIOB 3alHUCel, HMCMOIb3yeMbIXx B Microsoft Dynamics
CRM.
IIpumep BonpocoB TecTa 1JIsl TeMbl 2:
1. Yto takoe Bo3morkHas caenka?
() Obemranue KIMEHTa COBEPIIUTD MOKYTIKY
() HoTenmumanpHas mpoIaxa
() To xe camoe, uto MHTEepec
() 3amucek, co3naBaeMas IpH MOATOTOBKE MPEIIOKEHUS C paclieHKaMu
2. Kakoit tun 3anucu B Microsoft Dynamics CRM cooTBeTcTByeT
MOTEHLIUATHHOMY KIHEHTY?
() Opranuzanus
() Konrakr
() Knuenr
() UuTepec
() Bo3mosxkHnas cnenka
3. B kaxue u3 nepevynciIeHHbIX HIDKE TUTIOB 3alMCel Hemb3s npeodpa3zoBars B HTEpec?
() Opraauszanus
() KonkypeHnt
() Konrakr
() Bo3amoskHas caenka
4. Kakue u3 cneayromux 3anuceit B Microsoft Dynamics CRM npumensitorcs
U1 “HGOPMUPOBAHUS MOTEHIIUATIBHBIX KIIMEHTOB O MPOIYKTaX U IIeHax?
() Uurepec
() 3aka3
() IpoxykTbl
() JIuteparypa
() [Ipennioxenue ¢ paclieHKaMu
5. Kak Ha3piBaeTcs HabOp IIEH HA MPOYKT, KOTOPbIE MOTYT U3MEHSTHCS MIPU

ONPEICIICHHBIX YCIOBUSIX?



() Criicok CKuJI0K

() Hpaiic-nmuct

() IpomyxTsr

() lpennoxenue ¢ paclueHKaMu

() Enununet usmepenus

6. SBnsieTcst mu npuMeHeHue 3anuceit utepecoB 00s3aTeNIbHBIM B MpoIleccax
npoaax?

() Hda

() Her

7. SBnsieTcs u cleayrollee yTBEpKICHNE UCTUHHBIM WIN JOKHBIM? JIOKYMEHT JTUTEpaTyphl
MOYHO BJIOKUTH B COOOIICHUE DJIEKTPOHHOM MOYTHI.

() Hda

() Her

8. Kakue u3 cienyronmx THITOB 3aMuceil MOKHO npeodpa3oBath B KoHTakT?
() Opraauszanus

() KonkypeHnt

() Uurepec

() Bo3amoskHas caenka

9. Kakue u3 ciaenyronux THnos 3anuceit B Microsoft Dynamics CRM npencraBistoT
MOTEHUIUATBHYIO MPOJAXY?

() KonkypeHnt

() UnTepec

() Bo3amoskHas caenka

() JIuteparypa

10. 3anuch kakoro Tma HeoOXoauMa sl CO3/IaHUsI BO3ZMOXKHOM CIIEKu?

() KonkypeHnt

() Knuenr

() UuTepec

() MapkeTHHIOBBII CIIMCOK

11. Yrto Takoe BO3MOXKHas caenka?

() To ke camoe, 4YTO UHTEpEC.

() 3amucek, co3naBaeMas mocie MOArOTOBKHU MPEI0KEHUS

C paclieHKaMHU.

() [HoTenmumanpHas mpojaxa.

() Obemianue KIMEHTA COBEPIIUTD MOKYTIKY.



12. Opranusanusi, acCOIMUPOBAHHAS C 3aKPBITON BO3MOKHOM CIIENKOM,
cooOmmia 006 N3MEHEHUH CBOETO PELICHHUS U MPOsSBUIIA
3aMHTEPECOBAHHOCTD B 3aKJIIOUYEHUN KOHTpaKTa ¢ Bamel koMmrnanuen. Kak
ClIelyeT OTpa3uTh TaKylo MOTEHLIMAIBHYIO NpoJaxy B Microsoft Dynamics
CRM?

() Ha3zHauuTth 3aKphITYIO BO3MOXKHYIO C/ICIIKY CIEIUATUCTY 10

MIPOJaKaM.

() Co3naTh HOBYIO BO3MOKHYIO CHEIIKY.

() Ynanutb BO3MOXHYIO CHIETIKY.

() IToBTOpPHO OTKPBITH 3aKPHITYIO BO3MOYKHYIO CIIENKY.

13. SBnsgercs nu ciexyroliee yTBEpKACHHE HCTUHHBIM HUJIU JIOKHBIM? 3aliCcH
BO3MOXHBIX CAEJIOK, uMeroue cratyc «Crenka 3akimodeHay u «Crenka He
pean30BaHay, JOCTYIHBI TOJIBKO JJIs YTEHUS.

() Ha
() Her

IIpumepsl KelicoB aJ1si pazdopa no reme 3:
Keiic «bu3znec-npoueccob»

Cepreit IBaHOBHY PYKOBOAMT KOMITAHUEW IO MOIIMBY U ONTOBOW Mpojaxe oAexibl B CaHKT-
[TerepOypre. JIBa rona Hazax Cepreit MBaHoBuY pemmi, 4yTo OW3HEC TPeOyeT pa3BHTHSA, HO
CHayajia H€O6XOHI/IMO HaBECTU MOPAAO0K C BHYTPECHHUMMU IIpoeCCaMi KOMITIAaHWH.

Bkpariie cutyanus Obula cieayiomas: 3aka3bl OT KIHMEHTOB TepsJIMCh, 3aKa3bl Ha
MIPOM3BOJICTBO BBITIOJHSIINCH HETOYHO, JKaJ00bl KIIMEHTOB HE BCErAa 00pabaThiBaIlCh U T. .
Cepreii IBanoBuuY 00paTHiics B KOHCAJITUHIOBYIO KOMIIAHMIO JJIS MCIIPABJICHUS CUTYalUH.
busHec-KOHCYIbTaHTHI, IPOAHATU3UPOBAB BHYTPEHHHUE MPOLECCHl pabOThl KOMIIAHUHU, YKa3alu
«TOHKHE» MeCTa U MPEATIOKUIN MOJEPHU3AINIO OU3HEC-TIPOLIECCOB «3aKa3y, KIPOU3BOJICTBOY,
«BBICTaBKay», «pa300p xano0bl». PaboTa ObUIa BBIMOTHEHA B CPOK, U OTYET C HOBBIMU OM3HEC-
npoueccamMu KomnaHnuu jer Ha croil Ceprero VBanoBuuy. Kaszamoce, uro camoe TpyaHoe
103311 ¥ TeNeph Jea NOUayT B ropy!

C HOBBIMHU OM3HEC-TIpolIecCaMU HEMEJICHHO O3HAKOMMIIM BCEX COTPYIHUKOB. BblTU clenaHbl
OoJbIlKe W ApKUE I[BETHBIC pACIEUYaTKH, KOTOPBIC PA3BECHIIM B OTJENAaX OKOJIO pabOYUX MECT
coTpyaHuKoB. Ho oxkmmaemoro pesyibpTaTa HE MOCIEI0BANO: 3aKa3bl MO-TPEKHEMY TEPSIINCH,
XKao0bl 00padaThIBaIUCh Yepe3 pa3 u T. 1.

Cepreit MBaHOBMY J0ATO AyMad, Kak HCIpPaBUTh CHUTyanuio, u pemmi: «Heob6xoaumo

((6YMEDKHBIC)) 6I/I3HGC-HpOI_ICCCBI MMOMECTUTL HETOCPCACTBCHHO B CHUCTEMY 4aBTOMAaTU3alluH,



clenaTh WX <«OKUBBIMH», WHTETPUPOBATH B pabouyro cpeay KommaHuu. [lycTe Kaxablit

COTPYJIHUK BUIUT OU3HEC-TIPOIECC Y ceOs Ha IKpaHEe MOHUTOPA U PabOTaeT C HUMY.

[Ipennaraercss OTBETUTh Ha BOHpoc: «3adeM OW3HEC-MPOLECC HY>KEH BHYTPU CHUCTEMBI

aBTOMAaTU3alUU?».

[ToctaBpTe MIIOCHI (+) HAMPOTUB TEX MMYHKTOB, KOTOPHIE Bbl CUMTACTE AKTYalIbHBIMU IS

BaIlleii KOMITAHWW, 1 MHUHYCHI (—) — HAIPOTUB TE€X, KOTOPHIE K BaIllei KOMITAHUW HE OTHOCSTCS:

* YroObI 32/1aTh MPABWIBHYIO TIOCIIEOBATEIILHOCTh JEHCTBUHN ISl JOCTIXKEHHS TPeOyeMoro
pesynbrata. Hampumep, MOKHO YCIIOBHO B KadecTBe OM3HEC-IIpollecca pacCMOTPETh YTPO
OyJHEro IHS: MPOCHYJICS, PUHSI AYII, MOYUCTUI 3yObl, MO3aBTpaKall, OJEJCs, Moexan Ha
pabory. BakHa mpaBuWibHAas TIIOCIIEAOBATENBbHOCTh JCHCTBUH. A eclu TepecTaBUTh
Mectamu? Uto nomyuurcs?

e YroOBbl JuIsi KOKIOTO dTama padboThl (Om3Hec-mpolecca) ObUT OTBETCTBEHHBIM COTPY/IHHUK.
Tot, ¢ kKoro MoOXHO cmpocuTh pe3ynbTar. llomMHHTE O coBerckux Konxosax? Ecmu
OTBETCTBEHHBIE BCE, TO CIIPOCHUTH HE C KOTO.

* YroObl koMmaHusi paboTaja B EAMHOM pHTME H CTaHAapTe. Hampumep, MOXHO
MPOAHATM3UPOBATh XOJI BBIMOJHEHUS TEKYIIUX OW3HEC-TPOIECCOB M BBISIBUTH CTaJUU
(3amaun), Ha KOTOPBIX TEPSETCS BPEMs.

* YroObl KOMUPOBATH OMBIT JIyYIIMX COTPYAHHUKOB, CO3/1aBas Ha 0a3ze OSTOr0 YETKHE
WHCTPYKIIMU M PETJIaMEHTHI ISl coTpyAHUKOB. Hanpumep, y meHemkepa [lerpoBa cambie
BBICOKHE MpOJaXH B OTAeNe; Mbl aHAIM3UPYEeM €ro paboTy C HOBBIM KIMEHTOM U
COCTaBIISIEM TIOCIIEIOBATEILHOCTD ICUCTBUN U PETJIAMEHTOB TpU paboTe ¢ HOBBIM KIIMEHTOM
IUIsL COTPYIHUKOB BCETO OTJIeNa MPOJIaK.

® YroOBl KOHTPOJUPOBATH IPOIECC BHIMIOJIHEHUS BBIJAHHBIX COTPYAHHUKAM MOPYYCHHH.
Hampumep, pykoBoauTesb, IeperpyKeHHbI paboToON, BbIAAET MOPYUYCHUE COTPYIHHKAM C
nomoteio CRM-cuctemsl. [lo3xe, B CBOOOJHYIO MHHYTY, OH (OPMHUpPYET OTUYeT IO
BBIJIAHHBIM TIOPYYCHHSIM JIJISI TOTO, YTOOBI IIPOBEPUTH PE3YIbTAThl PAOOTEHI.

* YroObl KOHTPOJHPOBATH COCTOSIHWE OWM3HECA: CKOJBKO BCETO OTKPBHITHIX MPOIECCOB, Ha
KaKOM JTane HaxXoAsTcs, KOTrJa 3aKOHYaTcs. DTO TO3BOJISIET MOBBICUTH YMPaBISEMOCTH
ousHeca. Hampumep, B Ousnec-mporecce «Pa3dop xkamoben» 80 % jxamobd HaxonsTcs Ha
stane «Pa3z0op xamob». ITO CUTHAJ, YTO OTJEN HE CIPABIACTCS C 3a/Ja4eld M1 HEOOXOAUMBI
KOPPEKTUPYIOIINE IEUCTBHUS.

* Hanummre cBOIO MPUUYUHY.

Keiic «O0men nndopmanmeii»
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HNpuna — MosofmoH pYKOBOAMTENb OTHENAa MPOJAX KOMIAHWM, IPOJAIOLIEN CUCTEMBI
KoHAuIMoHupoBaHus B EkarepunOypre. Eil u coTpyiHUKaM ee OT/Aesa IPUXOIUTCS PEryIIsipHO
KOHTaKTUPOBATh C OTAEJIOM 3aKYIOK, OT/EJIOM JIOCTaBKH, OyXTajaTepued U OTAENIOM CepBHca
KoMIIaHUM. B mocnenHee BpeMs y4acTWIMCh Clydad HEIIOHUMaHMs, MOTEPU U HCKaKEHHUS
nepeaaBaeMoil MHPOPMALUMU MEXIy COTPYJHMKaMU OTAeNa MPOAaX MU APYTMMH OTAEIaMH
KoMnaHuu. Bor, Hampumep, Ha TpOLUION HeJele NepeJald Ha TECTUPOBaHHE [IBa
KOHJMIIMOHEPA B OTAEJN CepBHUCa. YCTHO JIOTOBOPUINCH C COTPYAHUKOM OT/AENa O TOM, UYTO B
Te4YeHUe Helenu o0opyaoBaHHe OyJeT HpOTeCTHpoBaHO. Uepe3 HENENno OKa3bIBAaeTCs, 4TO
TAKOro Moo0emaTh HUKTO HE MOT M CTaHJAPTHBIA CPOK TECTHPOBAHUS — JIBE HEAEIH. DTO
MIOPOXK/IAET CEPhE3HOE HEJTOBOJIBCTBO COTPYIHUKOB C 00CHX CTOPOH M HANPSAMYIO OTPasKaeTCs

Ha KJIIMCHTAax.

Npuna B  pacrepsaHHocTH:  «M3-3a  HECOrnlacOBaHHOCTM B CJIOBax  MOSBISETCA
HECOITIaCOBAaHHOCTb B JI€JaX, CPhIBAIOTCS CPOKU MOCTABOK U YCTAHOBKU cucteM. Pacter oOmiee
HEJIOBOJIbCTBO COTPYJHUKOB M KIMEHTOB. 3asBKa WJIH BOIIPOC, NEPEIAaHHBIE COTPYAHUKOM
OTZAeNa NpoJiax B APYyroe nojapasjeieHue, 4acTo He 00padaThIBalOTCS B YKa3aHHbIE CPOKU MM
IPOCTO TepsitoTcsa. Takke COTPYAHHMKY CIIOKHO OTCICAUTh (akT MNpHeMa MepeaaHHOro
COOOIICHUS KOJIETaMH U CPOKHM HaydaJla U OKOHYAHUS ero oOpaboTKu. DTy CHTYaIHI0O MOXKHO
CPaBHUTH C OIyCKAaHWEM KOHBEPTA B YEPHBIN SIIUK M OKUJAHUEM, YTO NMPOM30MAET... byner

otBeT wiu HeT? Korma? U ot xoro?».

MosxeT ObITb, HE B TOYHOCTH TaKH€, HO OUYEHb IOXOXHE CUTYyal[Md BCTPEUAIOTCS TMOYTH B
Kakmoi kommaHuu. [loaToMy mipemyiaraeM 4YHTATeN0 BCIOMHUTH MPOOJIEMBI, KOTOpPHIC
BBI3IBAET B KOMIIAHMU OTCYTCTBHE TEXHOJOTHHM TMepeladyd HHPOpMAIUH  MEXKIY
COTPYAHHKAMHU, U BMECTE COCTaBUThH CIIMCOK OTBETOB Ha BOMPOC: «3a4eM HY>KHbl MEXaHU3MBbI
nepenayn MHPOpPMAIMK MEXIy COTpyaHuUKaMu?». llocraBbTe IUIIOCHI (+) HAMPOTHUB TEX
MMyHKTOB, KOTOPHIE BBl CUMTAETE AaKTyaJIbHBIMH [IJIS Ballleil KOMIMAHWW, M MHHYCHI (—) —
HaIlPOTHUB T€X, KOTOPbIE K Ballleld KOMITAHUHM HE OTHOCSITCS:
¢ Uto0bl He MOTEPsITh MH(DOPMAIMIO TPU Tiepeqade ee APYyromy coTpyaHuKy. Hampumep,
YCTHO TIepefaHHast nH(OpMAIUs MOKET ObITh 3a0bITa, a IBETHAsT OyMaxKKa, MPUKICCHHAS
Ha MOHUTOP, MOKET OTKJICUTHCS M TIOTEPATHCA. UTOOBI 3TOTO HE CITyYHIIOCHh, HTHGOPMAITHIO
Jy4lle nepe1aBaTh B TUCbMEHHOM BHJIE YEPE3 CUCTEMY aBTOMATHU3AIUU.
¢ UYto0Bl 3HATH, KOMY ObLIa TiepenaHa WH(oOpManus U 4TO ¢ Hell mpowusonuio. Hampumep,
€CJIM COTPYIAHUK IIepefacT 3asiBKy B JIPYroe MOJApa3JelIeHUE, OH MOKET 4epe3 KaKoe-TO
BpeMs TPOBEPUTH CTaTyC OSTOW 3asgBKM W Y3HATh, KaKWe JCUCTBUS 1O HEH ObUIN
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IIPEIIIPUHATHI aIPECATOM.

* YroObl aBTOMATHYECKHU TIEPEaBaTh 3aJ1a4u MO caesike (OM3HeC-IpoIeccy) OTBETCTBEHHBIM
coTpyaHukaMm. Hampumep, ecnu OAMH COTPYAHHMK BBINOJHWJ CBOKO 33aJady B paMKax
CHEIIKH, TO CUCTEMa aBTOMAaTHUYECKH CO3JAcT CIEAYIOLIYI0 3aJady JPyroMy COTPYIHHKY,
HeE Tepss BpEMEHHU Ha nepeaavy nHpopMaluu.

* UYto6wl BeIIATh «llopydeHue» CcOTpyIHUKY M HIPOKOHTPOJIMPOBATH €ro HCIIOJIHEHUE.
Hanpumep, ecaum pyKoBOOUTENI0 HEOOXOJUMO TMOPYUUTh Kakoe-InOo  3agaHue
KOHKPETHOMY COTPYJIHHUKY M Ha3HAUYUTh KOHTPOJIEPA 3a XOJOM €r0 BBIIOJHEHMS, TO 3TO
MOYKHO CJIeJIaTh C MMOMOIIIbI0 OM3HEC-IpoIiecca.

¢ Hamummure CBOIO IPUYKHY.

Cnmcok BONPOCOB VIS MOATOTOBKH K ONMPOCY 10 Teme 4:
1. ®ynkuun CRM-cucteM: ynpaBieHHE MapKETHHIOM, IPOAaKaMM, KIMEHTCKON 0a30H,

CEPBUCOM.

VYnpasienue MapkeTUHIoM Kak ¢pyHkinuen CRM-cucrem.

VYnpasnenue npoaaxamu kak pynkuueit CRM-cucrem.

VYrpaBneHue KIueHTCKor 0a3oi kak ¢pyHknueir CRM-cucrem.

VYnpasienue cepBucoM kak ¢pyHkuueit CRM-cuctem.

YTo HyKHO CZA€NaTh YTOOBI CO3/IaTh HOBOE OOpaIlCHHE.

T o

Korna u kak ucnonb3yrotcst pasznensl KonkypeHTsl u JIuteparypa.

Cnmcok BONpPoOCoB /sl MOATOTOBKH K ONPOCY MO Teme 5:

1. Tponecc «Co3nanue u paboTa ¢ HOBBIMH U CYIIECTBYIOIIUMH KIMEHTAMI.
Onuiurre B3aMMOCBS3b MEXKIY 3alIMChIO KIIMEHTA U 3alHMChI0 MPOIaxK.
Onuimre pa3auyHble CTaTychl BO3MOXKHBIX CIENOK.

Omnpenenure ocoOeHHOCTH U NpeumyIiecTBa Katanora npoaykuuu.

[Ipouiecc «Co3znanue u moaAepKKa rpynibl 00bEKTOB JJIsi KaTalora MPOIyKIIHID.

A i

Co3nanne npanc-ITuCcTOB U HACTPOMKA MX JUIS Pa3IMYHBIX KIMEHTOB, MAPKETUHIOBBIX
KaMITaHUH U CIIELIMAIbHBIX MPEIOKECHNN.
7. IlpumeHeHne WHPOPMALMOHHBIX CUCTEM YIPaBICHUS B3aMMOOTHOLICHUSMH C

knueHTamMu (CRM) i noaiepKku MapKeTUHTOBOM J1€ATEIIbHOCTH MPEATIPUSATHS.

KPUTEPUU OLHEHKU TEKYLET'O KOHTPOJIA
1.1. TIpum ycTHOM ompoce BBICTaBIsIeTCS OICHKA!

® 5 (OTIMYHO) - 3a MOJHBIA OTBET Ha MOCTaBJIEHHBIN BOIPOC C BKIIOUEHUEM B COJIEPKAHNE
OTBETa paccka3za (JIEKLMH) MpenojaBareis, MaTepuanoB y4eOHHUKOB, AONOJHUTEIbHOM
JUTEpaTyphl O€3 HABOASAIIMX BOIIPOCOB;
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® 4 (XOpoIIo) - 3a MOJHBIA OTBET Ha MOCTABJICHHBIN BOMPOC B 00BEME pacckasza (JICKITHH)
MIperoaBaTelis ¢ BKIIIOUSHUEM B COJIEpP)KaHUE OTBETA MATEPHUATIOB YYCOHUKOB C YSTKUMU
MOJIOKUTETHPHBIMU OTBETaMHU Ha HABOISIIINE BOMPOCHI MIPETIOIaBaTeNs;

® 3 (yIOBIETBOPHUTENIBHO) - 32 OTBET, B KOTOPOM O3BYUY€HO 0OJiee MOJIOBUHBI TPEOyeMOTO
MaTepuaia, ¢ OJOKUTEIBHBIM OTBETOM Ha OOJIBIIYIO YaCTh HABOSIIUX BOIIPOCOB;

® 2 (HEyJOBJICTBOPUTEIHHO) - 3a OTBET, B KOTOPOM O3BYYCHO MEHEE IOJIOBUHBI
TpeOyemMoro maTepuana WIA HE O3BYYEHO TJIABHOE B COJEp’KaHUM BOIpoca ¢
OTPHIATEIFHBIMA OTBETAMH Ha HABOJISAIIME BOIPOCHI MM CTYACHT OTKA3aJics OT OTBETa
0e3 mpeaBapUTEIHLHOTO OOBSICHEHUS YBOKUTEIBHBIX PUYHH.

1.2. TIporpaMMupoOBaHHBIN KOHTPOJIb 3HAHUH (TECT) MPOBOAUTCS 1O 3apaHee pa3paOOTaHHBIM H
YTBEP)KICHHBIM ITUKIIOBOH METOAMYECKON KOMHUCCHEH 3aJaHUSIM M KPUTEPHSIM OLICHKH.

1.3.  KosnyecTBO TECTOBBIX 3aJaHHI 3aBHUCUT OT oObeMa marepuaia. Bpems, orBogumoe ams
BBITIOJTHCHHSI TECTOBBIX 3aJIaHWH, HE JO/DKHO TPEBBINIATH OJTHOTO aKaJIEMHUYECKOTO Haca.
Tect onieHnBaeTCs MO CASAYIOUUM KPUTEPHSIM:
® 5 (omnuHo) ctaButes 3a 90-100 % npaBUIBHBIX OTBETOB.

* 4 (xopomo) craBurcs 3a 80-89,9 % npaBUIIbHBIX OTBETOB

* 3 (ynosneTBopuTelbHO) cTaBUTCs 3a 70-79,9 % mpaBUIIbHBIX OTBETOB.

® 2 (HEYJOBIIETBOPUTEIHHO) CTABUTCS MpH Hanmuuuu MeHee 70 % MpaBUIBHBIX OTBETOB
WM TIPH OTKa3e 00ydvarolierocs MpouTH TECTOBBIM KOHTPOJIb.

1.4. PeliTuHrOBas OLICHKA 3HAHW MPEANOIAaracT BBEACHHE OAHON U3 METOIUK TAHHOW CHCTEMBI
M0 MHULIMATHBE OTIENbHBIX MpernojaBaTeneid. Kputepuu oueHKH 3aBUCIT OT M30paHHOM
METOJTUKH.

1.5. K xoHIy cemecTpa, y KaxJ0ro oOyd4aromierocst JOJKHO OBITh HE MEHee TpeX OIICHOK,
MTO3BOJIIOIINX JIOCTATOYHO OOBEKTUBHO OIICHUBATH 3HAHMS 110 TIPOIMICHHOMY MaTepuay.

1.6. AHaIOTUYHO OIICHKE TEOPETHUECKUX 3HAHUH C Y4ETOM 0OBEMOB M KA4€CTBA BBHITTOIHEHHBIX
paboT OICHUBAIOTCS TEKYIIWE 3HAHWS, YMECHUS M HABBIKM CTYJICHTOB Ha TPAKTHKE IS
MOJTy4eHUs] IEPBUYHBIX IPO(ECCUOHATHLHBIX HABBIKOB U KBATM(UKAIIMOHHON MIPAKTHKE.
3HaHUS W MPAKTUICCKUE HABBIKH CTYJCHTOB OIICHUBAIOTCS B KOHIIC KaKIOTO CEMECTpa 10

BCEM JIUCIMIUIMHAM y4eOHoro rurana. OLeHKH BBICTABIISIOTCS 10 S-0aibHOM cucteme:

* 5 (oTIM4HO),
* 4 (xoporio),
® 3 (YIOBIETBOPHUTEIBHO),
* 2 (HEYIOBIETBOPHUTEIHHO).
OcHoBHbIE (HOPMBI KOHTPOJISI Y4eOHOH PabOTHI:

1. 3auert, dK3aMeH

2. Texkyuuii KOHTPOJIb 3HAHUM

4.2. IIpomeskyTOYHAas aTTeCTALMSA
4.2.1. IlepeuyeHbp KOMIeETEHIHUH ¢ yKa3aHHeM 3TanoB MX (OPMHUPOBaHUS B Ipouecce
ocBoeHHsi oOpa3oBaTeibHOl mnporpamMmbl. IlokaszaTtesm W KpuTepuH OLEHUBAHMS

KOMIIETeHIUH ¢ y4eTOM 3Tana ux (JOpMUPOBaHMA

Kon HaumenoBsanue Kon HaumenoBanue >Tamna 0CBOEHUS
KOMIIETEHITNH KOMIIETEHITNH 3Tara OCBOCHUS KOMIIETEHITNH

13



KOMIICTCHIIUHN
IIKc OCII -6 | Cnocobnocts  npumensats | [IKc OCII-6.3 | CtocoOHOCTh TPUMEHSITH MTPH
MH(OPMALIOHHEIE pelieHnu npohecCuoHaIbHBIX
TEXHOIIOTHH I PCIICHUA 3a71a4 OCHOBHBIE METOBI, CIIOCOOBI
NPUKIIATHEIX  PUHAHCOBO- U CPEJICTBA MOYYEHHUS, XPAaHCHHUS]
KOHOMHHCCKIX 3a/a4 1 nipe1o6padoTku nHpopMaIuy,
YIPABIATh B3aHMOOTHOILIEHUSIMU C
kimentamu (MSD CRM) B
MpEeINPUHUMATETBCKOMN
JEATEIBHOCTH. B TOM YHUCIIE C
HCIOJIb30BAHNEM COBPEMEHHBIX
MH(POPMALMOHHBIX TEXHOJIOTUN U
MIPOTPaMMHOTO 00€CTICUCHHS.
JTamn 0CBOCHHS IlokazaTean Kpurepnii oueHnBanus
KOMIIETCHI MU OIlCHUBAHUA
[IKe OC 1II - 6.3 Ymenue ananusupoBath | OnpenenseT BO3MOXKHBIE PHUCKH IIpU
CrocoGHOCTh  MPUMEHSTH | OLIEHKH I10 | BHEJPEHUHU CRM CUCTEM
pu pELIEHNY | MTOKA3aTeNsIM: (TexHuueckue, ousHec PHCKH,
npodeccHoHaNbHBIX  3a/ad | AUHAMUKA MPOJaX, | OpraHU3aLMOHHBIE). PaccuntsiBaer
OCHOBHBIE METO/IbI, CIIOCOOBI | LMK MPOJaK, CyMMa | OLEHKH [0 TOKa3aTelsiM: JUHAMHKa
U CpelIcTBa  IOJydyeHus, | 0OpabOTaHHBIX 3BOHKOB | MPOJaX, IMKI  HpoJax, cymma

XpaHeHUs: U MpenoopaboTKu

nH(popmanuu, YIPaBIATh
B3aMMOOTHOIICHUSIMU c
knuentamu (MSD CRM) B
NpeANPUHUMATENIbCKOMN
JIEITECTLHOCTH. B TOM YHCIIE
c HCIIOIb30BaHUEM
COBPEMEHHBIX
MH(OPMAIIMOHHBIX
TEXHOJIOT UM u
MIPOTrpaMMHOTI0
obOecreyeHus.

Y JIUJI0B U JpYTHE.

IIpumensier  OCHOBHBIE
METO/IbI

NpeCTaBICHUS "
ITOPUTMBI 00pabOTKH
JTAHHBIX, UCTIONB3YeT
QppoBbIe

TEXHOJIOTHH TUTSt
peleHus

PO eCCHOHATTBHBIX
3ajad.

00paboOTaHHBIX 3BOHKOB M IIUJOB H

JpyTHe.
YMeHue NpUMEHATh OCHOBHBIE METOJbI

MIPEJICTaBICHHS nH(pOpMAITUN u
QITOPUTMBI  00pabOTKM  JTaHHBIX B
COBPEMEHHOM MIPOrPaMMHOM
obecrieueHNH ISt peleHus

npodeccuoHaIbHBIX 3a7a4

4.2.2. ®opMma M cpeacTsBa (MeToAbl) MPOBEAECHHUS NPOMEKYTOUYHOM aTTeCTALIMH

®opMbI KOHTPOJIA 110 AucuuNInHe. Kpurepuu oneHKu 3HAHUI, YMEeHNii, HABBIKOB

Hmozoewrii KOHmMpOJ1b. I[J'IH KOHTPOJII YCBOCHHUA HaHHOﬁ AUCHUITIIMHBI y‘le6HBIM

IUTAHOM TIPEYyCMOTPEH: 3a4ET C OLICHKOM.

Tekywyuit konmpoas. B TeueHue cemectpa npeyCMaTpruBacTCs BBIITOJIHEHUE U 3aIIATA

MPAKTUYECKUX YIPAKHEHUN U CaMOCTOATENbHBIX paboT B MHpopMmanmoHHoil cucteme CRM,

TCCTUPOBAHUC IO OTACIbHBIM pas3aciiaM AWCHUIIINHBI. PGSYJ'IBTaTBI BBINIOJTHCHUA 5THUX pa60T

ABJIIFOTCA OCHOBAHUEM [JIS1 BBICTABJICHHSA OLCHOK TCKYIICTO KOHTPOJIA. Brinmonnenue Bcex

paboT sBisieTcst 00s3aTEIBHBIM JIJISl BCEX CTYJICHTOB.
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HToroBelli ¥ TEKyIIMH KOHTPOJIb OCBOEHUS CTYIHEHTOM Kypca OCYIIECTBISAETCA B
paMKax OaJUIbHO-PEUTHHIOBOM CHCTEMBI, TNpenycMOTpeHHOH TumoBeiM monoxenuem «O
MIPUMEHEHNHU OaJIIbHO-PEUTUHTOBOI CHCTEMBI OLIEHKH yCIIEBAEMOCTH CTYyA€HTOB B Poccuiickoit
AxazieMHun HapoJIHOTO XO3SHCTBa M rocynapcTBeHHOM ciyx0bl npu Ilpesunenre Poccuiickoit
Denepauum.

VYCHnemHoCTh  OCBOGHMSI  CTYAEHTOM  JHUCLHMIUIMHBI  OLICHMBAETCS 10  IIKAJIe,
MakcuMaibHasi cymma OauoB KoTopod pasHsercs 100 (cra Oammam). OrneHka sIBIsETCS
KOMILUJIEKCHOM W BBIBOAMTCS HAa OCHOBAHUM PE3yJIbTATOB HTOrOBOTO 3adeTa/sK3aMeHa I1o
OKOHYaHUM Kypca U IaHHBIX O TEKyIlel paboTe CTyJeHTa B ydeOHOM Mpoliecce.

WroroBas oreHka 1o TUCIUIUIMHE, B COOTBETCTBHH C OaJUTBHO-PEUTUHTOBOW CHCTEMOM,
MIPUHATON B aKaJeMHUH, SBIISICTCS KOMIUIEKCHOM OIIEHKOM KayecTBa yueOHOW pabOThI CTY/ICHTOB
B TEYEHUE BCEro cemectpa U (opMupyercs, HCXOAs M3 CYMMbl HaOpaHHBIX Oansos,
MIOJIYYEHHBIX II0 BCEM BHJAM TEKYLIErO KOHTPOJISA, IOCEIIAeMOCTH JIEKLUUN, MPaAKTUYECKHUX

(ceMMHapCKuX) 3aHITHH.

4.2.3. TunoBble OlleHOYHbIE CPEICTBA

CnHCcoK BONPOCOB /1151 NOATOTOBKH K 3a4eTy C OLIEHKOI:
CRM-cucrtemsl B Mupe. TeHaeHINN pa3BUTHSL.
Amnanu3 cocrosinusi CRM-cuctem B Poccun.
[Tpuopuretsl nons3oBatenss CRM. 3agaumn.
CRM: npo0GeMbl U IEPCHIEKTUBBI.

O6naunass CRM: TUTFOCHI M1 MUHYCBI.
HeckronHas CRM mitockl 1 MUHYCHI.

Kak nossTe, 4To KoMnanuu Hy>xkHO 0T CRM?

MosxHo nu o6oiituck 6e3 CRM? Korna e crout BHeapste CRM?

A S AR N e

Hackonbko 3Ha4uM MOOMIIBHBIN TOCTYTI?

—_
)

.CRM, xak ctparerus u CRM, Kak HHCTPYMEHT, KOTOPBIH MOAAEPKUBAET 3Ty
CTPAaTETHIO.

11. PaznuuHble TUIIBI MOAEIEN KIMEHTA.

12. OnumuTe posib OCHOBHBIX THUIOB 3amucell, ucmonb3yembix B Microsoft Dynamics
CRM.

13. ®yukuuu CRM-cuctem: ympaBlieHHME MAapKETHHIOM, MpoAakaMu, KIUEHTCKOMN
0a30ii, CEpBHCOM.

14. Ynpasnenue MmapkeTHHroM Kak pynkiueir CRM-cucrem.

15. Ynpasnenue npogaxamu kak pynkuueit CRM-cucrem.
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16.
17.
18.
19.
20.
21.
22.
23.
24.
25.

26.

VYnpasieHnue kKIueHTcKoi 6a3o0ii kak ¢pynkuueit CRM-cucrem.

VYnpasienue cepBucoM kak ¢pynkuueit CRM-cucrem.

UTto HYXHO caienaTh 9To0bl CO3/1aTh HOBOE OOpalieHue.

Korna u xak ncnonssyrorcs Konkypentsl u JIureparypa.

ITponecc «Coznanue u paboTa ¢ HOBBIMU U CYIECTBYIOLUIMMHU KIMEHTaMI.
Onuiure B3aMMOCBS3b MEXKIY 3alIMChIO KIIMEHTA U 3allMChI0 MPOJIaxK.

OnunmmTe pa3nuyHble CTaTyCchl BO3MOKHBIX CIENOK.

Omnpenenure ocoOeHHOCTH U TipeumyliecTBa KaTanora npoaykuuu.

ITponecc «Coznanue u MoAJIepkKKa Ipyibl 00bEKTOB /IS KaTajaora mpoayKIum.
Coznanue mpaic-TUCTOB M HACTpoiika UWX JUIsl  pa3iM4YHbIX  KIMEHTOB,
MapKETHUHIOBBIX KaMIaHUH U CIIEUAIbHBIX MTPEII0OKEHUI.

IIpumeHenne HHGOPMAILMOHHBIX CHUCTEM YIPABJIEHHS B3aUMOOTHOILEHHUSIMH C

knueHTamu (CRM) i moaep:Kku MapKeTUHTOBOM JIEATEIIbHOCTH MPEATPUSTHUSL.

Ynpa>kHeHUss KOMNbIOTEPHOro NpakTukKyMma

KoMmproTepHsIil MpakTUKYM MPOBOAUTCS Ha 06a3y oO6maunoit CRM, HacTpOeHHOH 1Jis

yLIe6HLIX Leaei. Ka)K,Z[BIfI CTYACHT pa60TaeT oL CBOUM YHUKAJIBHBIM UMEHEM, C KOTOPBIM OH

aBTOpU3YyeTCs B cucTeMe. [[Js BBIMONHEH!s YIPaXXHEHUH, 3aTparuBaroIuX OOJIbIIYIO YacTh

pazznenoB CRM cucrtemsl cTy1eHTaM NpeoCTaBiIsIOTCS paclIMpeHHbIe MTpaBa 1ocTyna. Bee

CTYJICHTBI OJTHOM TPYyMIIBI pad0TalOT B 00IIIeH 6a3e U MOTyT HaOII01aTh Pe3yIbTaThl JEHCTBUN

APYT Apyra, 4To MMO3BOJISET IPOBOAUTH KOJUIEKTUBHBIN pa30op OMMOOK U 00CYkKIEeHHs Ha

3aHATHH.

Huxe npuBenen gpparMeHT 3ajaHusi KOMIBIOTEPHOTO PAKTUKYMa.
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HTorosoe npakruyeckoe 3ajaHue (mpumep)

3ayeTHOE 3a]aHre Ha CaMOCTOSATENBHYIO PaboTy «CrieHapHii IPOIKID

Ka)KI[OMy CTYACHTY HGO6XOILI/IMO MNOATrOTOBUTLCA pPCaJIM3allui B CPCAC CRM HCKOTOPOIo

CICHApusa BSaHMOIIeﬁCTBI/ISI C KJIMCHTOM.

J1y1st 5TOT0 HEOOXOAMMO TMOATOTOBUTH, Hals B IHTepHETE, HCXOAHBIC TAHHBIC TIO:
] Opranuzanuu

o Konrakty

U [Iponyxry
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CL[CHapI/Iﬁ AOJDKCH NPCAYCMOTPETb BO3MOKHBIC OTKAa3bl KIIMCHTA U BO300HOBJICHUS mnmponecca

MIPOJAX.

HpI/IBeTCTByeTCH TBOpYECKad q)aHTaSI/Iﬂ, HCIIOJIB3yromass JOIMOJIHUTCIIbHBIC BO3MOXHOCTHU

Microsoft Dynamics 365 CRM

BEIIOIHUTE OTYET O MMPONU3BCACHHBIX JIeHCTBUAX I10JIB30BATECIIA, UCIIOJTHHUBIICTO CI.ICHB.prI.

ITpumepHas cxema npouecca IpeJCcTaBIeHa Ha PUCYHKE HUXKE.

WKnianauT
OpraHusauus KoHTaKT

MnAanveT . MaTanaTvna

EOVHWUBI M3MepeHus LleHbl KOHKYpeHT

INuTanar

MepBUYHbIN ObpalyeHune

RAa2mnywuriarnanvia
dencteung

MnannAnwouima r narciiadwKania

lMepBoe BTopoe Jenctensa B KaXxgoMm

3aKa3bl

CyeT

Ixana oneHuBaHus.

OuenuBaeMblil pe3yabTaT Basbl mo 100 6anbHOIM mKage
10 ynpakHeHui 1mo 5 6amioB 50

CamocrostenbHas pabora 10

Tect 20

OTBeThl Ha BONPOCHI Ha 3a4eTe 20

Kpurepun onenuBanus

Onenka

O3nakomiieHue ¢ uHpopmarmoHHon cucremoir kimacca CRM. Beenenue
B Microsoft Dynamics CRM

OBnasen NPaKTUYECKUMU HABbIKAMH Ha MOJYJSAX «YTpaBlieHUE
MIPOJIAYKaMU», «YmpaBJlieHHE MapKETHUHTOMY, «YnpaBlieHHE
obOciyxuBanuem» mnporpammuoro mnpoaykta CRM. IlpuoGperenue
MPaKTUYECKUX YMEHUH U HABBIKOB BBITTOJTHEHUS HEOOXOMMBIX PacueTOB
H aHAJTUTHYCCKHUX OLIEHOK BBIpa0OTKa npodeccHoHaTBHBIX
KOMITETEHTHBIX HaBBIKOB NEeITENLHOCTH, CIOCOOCTBYIOIITNX

3aueTt
bamer 40-100
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GOpMHUPOBAHUI0O HEOOXOAMMBIX KayeCTB MPHHATUS YIIPABICHUYECKUX
pelIeHn CTPAaTerMYecKOro M TaKTUYECKOTO XapakTepa B cdepe
(UHAHCOBOTO yIPaBJICHHUS.

He o3nakomnenue c¢ wuHbopmanmoHHoi cucremor kimacca CRM.
Beenenue B Microsoft Dynamics CRM

He oBnamen mpakTHYeCKHMMH HaBBIKAMH Ha MOJAYISIX «YTIpaBlICHUE
MPOJAXKAMI, «YnpaBieHue MapKETHHTOM», «Ympasnenue | Hezauer
obciykuBanuem» mporpammuaoro mpoaykra CRM. He mpuobperenst | bamst 0-39
MPAKTHYCCKHE YMECHHSI ¥ HABBIKH BBITIOJHEHHUS HEOOXOIMMBIX PacUeTOB
U aHAJIUTUYECKUX  OLICHOK,  BBIPAaOOTKHM  MpodeccrnoHaTbHBIX
KOMTICTCHTHBIX HaBBIKOB NESATCIILHOCTH, CIOCOOCTBYIOITHX
bopMUPOBaHHIO HEOOXOAMMBIX KayeCTB MPHUHATUSA YIIPABICHUYECKUX
pElIeHUu: CTPaTeruueckoro M TaKTUYECKOro Xapakrepa B cdepe

(MHAHCOBOTO YIIPaBICHHUS.

4.3. MeTonnueckne MaTepHaJibl

[Ipouecc m3ydeHus OUCHUIUIUHBI «YTpaBJIEHWE B3aMMOOTHOIICHUSMU C KIHMEHTaMID)
BKJIIOYAET CAMOCTOSITEIIbHYIO Pa0OTy 00yYaIOIIUXCS.

[TosydyeHHbIE Ha JEKLUAX U CEMUHApPAX 3HAHUS MOJUIEkKAT PACIIUPEHUIO U 3aKPEIJICHUIO
B IIpOIlECCE CaMOCTOSITeIbHOM  HayyHoW paborbl. CamMocTosTeNnbHAass IOATOTOBKA
oOyuarolerocsi K JIEKIUU 3aKII04aeTcs, MPEeXJIe BCEro, B IMEPEUUTHIBAHMM KOHCIIEKTa
IIPEIbIAYIIEH JIEKIUH.

CamocTosTenbHas MOAr0TOBKA K CEMUHAPAM M MPAKTUUYECKUM 3aHATHUAM 3aKJIIOUAETCs B
MIPOYUTHIBAHUU KOHCIIEKTa COOTBETCTBYIOLIEH JIEKIMU (€C/IM OHA YUTaJlach MO JAHHOU TeMe),
YTEHUU COOTBETCTBYIOUIETO pa3zjesia ydyeOHHKAa W IEepPBOMCTOYHUKA, MOAOOp MPUMEpPOB,
CUTYyaluil, pelIeHNE 3aJaHusl.

PexomMeHganmu no 4TeHuIo y4eOHO! JIUTepaTyphl

B mHacrosimee BpeMs wumeercss OO0NbIIOE KOJUYECTBO YUYEOHHKOB IO TMpodsiemMam
«YmpaBieHHe B3aUMOOTHOILIEHUSIMU C KJIMEHTaMu». B KaXIOM U3 HHUX BbIpaXkaercs
oIpeiesieHHasi TIO3ULUS AaBTOpPa OTHOCUTENBHO YPOBHS M CHEUU(UKU U3JI0KEHHUS OTAEIbHBIX
pas3zienoB, TeM. JTO MPHUBOAMUT K TOMY, YTO OIpEIeIeHHbIE BOIPOCHI MOTYT OBITH BOOOIIE HE
BKJIIOUEHBI B YUEOHUK.

UreHue MOXKeT ObITh O3HAKOMHUTEIBHBIM M H3ydaomuM. Llerapio 03HaKOMUTEIBHOTO
YTEHUs SABJSIETCS OErblil MPOCMOTP KHUIH, BBISICHEHHE TOTO, HYXKHA JIM OHA, KaKHU€ MUMEHHO
4acTU MOKHO Oy/I€T UCIIOJIb30BaTh.

AJIFOpI/ITM O3HAKOMUTCJIIBHOI'O YTCHU A
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1. V3yuenue copepkaHus TUTYJIBHOTO JIUCTA, BBIWICHEHWE TOYHOTO Ha3BaHHS PaboTHI,
€€ aBTOpa U IIPEeIHA3HAYCHUSI.

2. 3HAKOMCTBO C aHHOTAIMEW WJIM MPEIUCIOBUEM.

3. 3HaKOMCTBO C OTJIaBJICHUEM, BBISIBIIEHUE HHTEPECYIOIINX BOIIPOCOB.

4. HeropomnuBoe TMEpENUCTHIBAHHE CTPAHMUII C IIENBI0  «CXBATHIBAHUS) OOIIETO
COJIepKaHUS U XapaKTepa U3JI0KECHUS.

5. BHUMaTenbHOE YTEHNE HYKHBIX MECT.

N3yyaromiee ureHne UMEET IENbI0 JETalbHOE YCBOCHUE BCETO COAEpKaHUsS pabOThl MK
Kakoi-To ee yacTu. Ero pekomeHayercs HauMHATh MOCJIE O3HAKOMHUTENIBHOro 4yTeHus. OHO -
MEJIEHHOE, HETOpPOIUIMBOE, BKIIOUarollee B ce0s BO3BpAaTbl K TEKCTYy, IMOBTOPEHUS U
COMOCTaBJICHU MaTepuana. Eciau BcTpedaercsl ClIOBO, 3HAYEHHE KOTOPOTO HESACHO, CIEAyeT
YTOYHHTH €ro B ciioBape. PaboTa co croBapem o6iierdaer yCBOSGHHE MaTepuaa, CliocOOCTBYET
OCO3HAHUIO €ro CMBICTIA, OBJIAICHUIO MTPO(hEeCCHOHATEHOM TEKCUKOH.

B mporecce wu3ydaromero 4YTEeHUS COBEPIIEHHO HEOOXOAWMBI paboune 3amuch |
BeITIUCKH. Ecim oOydarommiicss paboTaeT ¢ COOCTBEHHOW KHUTOW, TO TIOMETKH, 3aIliCH,
MOAYEPKUBAHUS MOXHO JenaTh nOpsiMo B Hell. Ilpu 3ToM KemarenpHO MOJIB30BATHCS
HSKOHOMHOM CHCTEMOU YCIOBHBIX 0003HAUECHUN:

- 3HaKkU oj00penwus (momguepkuBanue, "!", NB - Nota Bene - oOpatuts BHUMaHUE | T.1.),

- 3HaKU BO3paxkeHUs («?», BONPOCUTENbHBIE CI0BA U T.1I.),

- 3HaKU JIOMOJHEHUS (CTPENIKH, 3alHUCH THIA: «CM. TAKKe ...» U T.1.).

B ciydae paGotsl ¢ anekTpoHHON kKHUTOHM B hopmaTte PDF pekomeHyeTcst oab30BaThCS
CpeIcTBaMHU KOMMEHTHpOoBaHwsI, pepocTaBisieMbiMu Adobe PDF Reader, Takuvu kak Mapkep
u BeraBka kommenTtapus. (Kaura «JIoboaa JI.B. Microsoft Dynamics CRM», noctynua B PDF
dbopmare).

B O6ubnuoreyHol KHUTE NeiaTh MOMETKH HEMO3BOJIHMTEIbHO, TOITOMY CIEAYyeT IeNaTh
BBINMCKHA OTJEIbHBIX UTAT, TE3UCOB WJIM KOHCIIEKTUPOBAHUE.

KoHcIeKT - 3T0 ckaroe M310KEHHE BCEro CYIIECTBEHHOTO B COJEPKAHUU M3y4aeMOro
Marepuana. OCHOBHBIE HJAEH, TOJOXKEHHS W JI0Ka3aTesIbCTBa H3JIaraloTcs B MOPSAKE HX
OCBEILIECHHUS B M3y4yaeMOM MCTOYHMKE. llepen KOHCIEKTUPOBAHHUEM NPOUCXOIUT IEPBUYHOE
YTEHWE WCTOYHUKA W JIMIIb TMOCJIE TOr0, KaK TEKCT IOHAT, €ro CIEAyEeT KOHCIEKTUPOBATH.
PexoMeHnmyeTrcst mucath KOHCIIEKT JIMIIb HA OJHON CTOPOHE JINCTA.

Jlnis ycBOeHHUsl MaTepHalia CyIIeCTBYET HECKOJIbKO croco0oB. Camblif U3BECTHBIN - 3TO
MIPOCTOE MOBTOPEHHUE, KOTJAa MaTephall BOCIPOU3BOAUTCS HECKOIBKO pa3. [pyroit cmocob -
MBICIMTENbHAS 00paboTKa MaTepuana, KOTOpas NpeayCMaTpHBAaeT COMOCTABICHHE HOBBIX
JAHHBIX C YX€ HW3BECTHBIMHM, HMX OIICHMBAHUE, OCMBICIECHUE CBS3€M MEXAYy SBJICHUSAMH,
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MOHATHAMM, KaTteropusMmu. Takas paOoTa MO3BOJIIET YCBOUTH €ro Ha 0OoJyiee KauyeCTBEHHOM
YpOBHE. DTOMY CHOCOOCTBYET COCTABJIEHUE CTPYKTYPHO-JIOTHYECKHX CXEM.

CucremaTiueckoe KOHCIIEKTUPOBaHUE MIEPBOMCTOYHUKOB, HE MeHee 2-3 10 OHON TeMe.

W3ydyenne Hay4dHOW IUTEpaTyphl IOHKHO OBITH OPraHMYECKH CBS3aHO C H3yUYEHUEM
MaTepuaia JIeKUuH, uYTeHHeM Y4YeOHMKOB U TOciedyroueid padoToil (MOAroTOBKOH K
3aueTy/sk3amMeny). [Ipu 9TeHuu Hay4IHBIX TPYJIOB HEOOXOIUMO MOApPOOHEe pa3o0paThes B TEX
BOIPOCax, KOTOpbIe ObLIM HaMEUeHbl, HO HE PAcKPBITHl Ha JIEKIHUSIX, OOpaTUTh BHUMaHUE Ha
HIOAHCHI M OCOOEHHOCTH, KOTOpbIE OBUIM YNOMSHYTHI B JeKuusaX. [Ipu caMocTosiTebHOM
U3Y4YEHUN HAy4YHOH JIMTEPaTypbl OUYEHb Ba)KHO CONOCTABJISITH TEOPETHUECKHUE IIOJIOKEHUS C
peaJIbHBIMU SIBJICHUSIMU, HA0JIF0JJaeMBbIMH y c€0sl U BOKPYT. DTO MO3BOJMUT Jy4YIlle TOHATh, YTO
O3HAuYal0T HM3yyaeMble MO KHUTAM SIBJICHHUS B >KM3HH. KOHCHEKT HE0oOXOauMO JOMOJHUTH
COOCTBEHHBIMU MBICIISIMU U TpUMEpPaMH W3 JKU3HU, YTO OOECHeuynBaeT MOJKPEIUIEHHE U
yriIyOJIeHHOE TOHUMaHUe U3Y4aeMOro COJIepKaHMUS.

CamocToATeNbHBI  yueOHbIM TpyA o0Oydarommxcsi Ha 00S3aTeNbHBIX ayAUTOPHBIX
3aHATHUAX (JIEKLUHU, CEMHUHAP).

[lonroroBka K 3aHATHSAM OCHOBaHa Ha IUIAaHAX 3aHATHHA, pa3pabaThIiBaeMbIX
npenojaBateneM. OCHOBHOE TpeOOBaHUE K MOATOTOBKE U YUACTHIO OOYUaIOMIMXCS B 3aHATHUSIX
3aKJIIOYAETCSl B TOM, YTO OOYYaIOLIUICS JOKEH CaMOCTOSITEIbHO TOTOBUTHCA K 3aHATHSIM U
TBOPUECKHM B HM3 y4acTBOBaTh. TpEHHpPOBOYHAS (PYHKIMS 3aHATUN HE JOKHA MPUBOAMTH K
MaKCUMaJIbHOMY aBTOMATHU3My MPAKTHYECKUX HABBIKOB.

Oransl NOArOTOBKU K 3aHATUSAM BKIIIOYAIOT: MOBTOPEHHUE YXKE MMEIOIIMXCS 3HAHUN IO

KOHCIIEKTY, a 3aTeéM M0 YYeOHHKY; yIiayOJieHMe 3HaHMH 10 TeMe C HCIOJIb30BaHUEM

PEKOMEH/IOBAaHHOW  JIUTEpaTyphl;  BBIIIOJIHEHHE KOHKPETHOTO  3a7aHus  (BBIIOJHEHHE
MPAaKTUYECKUX 3a/IaHUM, COCTaBIEHUE OTYETOB U T.I1.).
Kaxnoe w©3  mnpeayCMOTPEHHBIX  KOHTPOJIBHBIX  MEpPONPHITHI  OLICHMBAECTCS

COOTBETCTBYIOIIUM KOJMYECTBOM OajlyIoB (B 3aBUCUMOCTHU OT ILIKajbl), 00LIasi cymMmMa KOTOPBIX
ABJISICTCA TI0Ka3aTelieM YpPOBHS OCBOCHMS CTYJEHTOM JaHHOM yueOHOM JAHMCIUIIMHBIL.
Pacnipenenenue O6amioB 1enecooOpa3sHO MNPOM3BOIUTH B 3aBUCHMOCTH OT 3HAYMMOCTH
KOHTPOJIBHOTO MEPOTIPUATHSL M, NPEJCTABISIETCS ONTUMAJIbHBIM CIEIYIOIIEe COOTHOIICHHE
6a1oB peiftunra (tabnuua 1).

Tadoauna. PeiiTHHroBbIE OLIEHKH KOHTPOJLHBIX MEPONIPUATHIA

Buinonnenue Pyoesicnvtii Konmpoinn 3auem/IK3amen Oouwee Konuvecmeo
YRpaj)>cHeHui - oannos
Camocmosmenvhas
paboma, mecm
Max | Min Max | Min max | Min Max | Min
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50 | 20

20 |

10

| 20 | 10 | 100 | 40 |

HtoroBeiii Oayyl HaduclsgeTCs CTYACHTY 3a BBIIIOJHCHHUC 33)13HI/II>1 IMPAaKTUKYMOB,

BBIITOJIHCHHUEC KOHTpOJ’IBHOﬁ HpaKTH‘{eCKOﬁ pa60TBI M OTBETHI Ha 3aUeTe/PK3aMeHe.

ITepeBoa 6an10B peiiTuHra

Bbanner
(peUTUHroBOM
OLIeHKN), %

OueHka

TpeGoBaHus K 3HAHUSIM

100-40

«3aureHo»

OneHka «3auTEHO» BBICTABISIETCA  CTYIEHTY,
€CIi OH HUMEeT 3HaHHUs TOJBKO OCHOBHOTO
Marepuaiga, HO HE YCBOWJI €ro JeTalew,
JIOTTyCKaeT HETOYHOCTH, HEJO0CTaTOYHO
MIpaBUIIbHBIC (hopMyITHpOBKH, HapyILIeHUs
JIOTHYECKON MOCIeA0BATEIbHOCTH B H3JI0KEHUU
IIPOrpaMMHOTO Marepuana, UCIIBITBIBAET
3aTpyJHEHUS] TIPU BBIIOJHEHUH MPAKTHUYECKUX
pabor.

YueOHBIC MOCTHKEHUS B CEMECTPOBBIM TEPHUOT U
pe3ysbTaTaMu pyOexHOTrO KOHTPOJIA
JE€MOHCTPUPYIOT JOCTaTOYHYIO
(YZ1OBIIETBOPUTENBHYIO) CTEIEHb OBJIAJICHUS
MIPOrPaMMHBIM MaTE€PHAJIOM.

39-0

«HC 3a4TCHO»

OueHka «HE 3a4TEHO» BBICTABISIETCS CTYACHTY,
KOTOPBIi HE 3HAeT 3HAYMTEIIFHOU JacTH
MPOrPAMMHOTI0 Marepuaia, JIOITyCKAET
CYIIIECTBEHHBIC OIIMOKH, HEYBEPEHHO, C OOJIBIIMMHU
3aTPYJHEHUSMHU BBITIOJHACT MPAKTHYECKUE DPAOOTEHI.
Kak mnpaBuio, OIEHKa «HEYJOBJIECTBOPUTEIBLHO»
CTaBUTCSA  CTyJEHTaM, KOTOpbIE  HE  MOLYT
MPOJIOJDKUTE  OOydeHne 0e3  JOMOJHUTEIBHBIX
3aHATHI MO COOTBETCTBYIOIIECH JUCUUILIINHE.
VYyeOHBIC MOCTHKEHUS B CEMECTPOBBIM TEPHOT U
pe3yJibTaTaMu pyOexHOTO KOHTPOJIS
JIEMOHCTPUPOBAJIM HE BBICOKYIO CTEIEHb OBJIAJICHUS
MPOrPAMMHBIM ~ MAaTE€pUaJIOM [0 MUHHUMAJIbHOMN
TUTAHKE.

5. MeToaudeckue YKazaHud A oﬁyqamumxca 110 OCBOCHMIO JUCHHUITJIMHBI

Pexomennayercss mpountath 0030pbl U pedtuHru paznuuyabix CRM cucrem. Ilpu stom

CleAyeT ylIenuTh BHUMaHue He ToJIbKo CRM kKommblOTEpHBIM TexHOsOrUsM, HO 1 CRM, kak

YaCTH CHUCTCMbI YIIPpABJICHUA (bI/IHaHCOBLIM YUPCIKACHUCM. Crout O6paTI/ITB BHMUMAHHUC Ha

ucnons3oBanue CRM B «IIporpammax nOSIBHOCTHY», aKTHBHO IPOJBUTAEMBIX OaHKaMU U

OpyruMU (PUHAHCOBBIMU OpPraHU3ALUSIMH.
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O6naunbiit Bapuant Microsoft Dynamics CRM, naet cTyAeHTy BO3MOKHOCTh PabOThI C

CHCTEMOH C JI0O0TO YCTpoiicTBa, MMeromero BeixoJ B MuTepHer. IloaTOMy pekomeHmyercs
MIpH/TIOCTIe YTeHUsI y4eOHOTo MaTepralia CaMOCTOSITEIFHO MIPOBEPSATH BO3MOKHOCTH yUeTa BCEX
B3aUMOJICHCTBUI C KIMEHTOM B MH(QOPMALMOHHOM CHCTEME C TeM, 4TOOBbl Ha MPAKTHUECKUX
3aHATHSIX C TpernojaBaTeieM, COCPEIOTOUUTHCS Ha BONPOCAX, BBI3BABIIMX 3aTPYAHEHUS MpPU
CaMOCTOSITETLHOM M3yYeHHH MaTepHala.
Jlyig mosydeHus: HaBBIKOB MCIOJIb30BaHUsl (prHaHCOBOM MH(OpManuu, yuutsiBaemoir B CRM,
JUI  TOATOTOBKM NPUHATHA PpEHIEHUH MO0 YIyYIICHHI0O SKOHOMMYECKOH JesTEeIbHOCTH
NPENpUATHS, CIIeAyeT 00paTuTh 0co00€ BHUMAHME Ha HCIOJIb30BAaHHE W MHIUBUIYabHYIO
HACTPOWKY AHanuTH4ecKuX rnaHeneit B Microsoft Dynamics CRM.

Buasr camocTosTeNnbHOM BHEAY TUTOPHOM PabOTHI:

b MMOBTOPCHUC JICKHHUOHHOT'O MAaTCpHajla U MaTCprajia y‘{e6HI/IKOB;
b HOATrOTOBKA I/IH(i)OpMaI_II/IOHHLIX COO6H.I€HPII>1 10 TCMaM JUCHHUITIIMHBI;
d MNOAroTOBKa K MPAKTHYCCKHUM 3aHATUAM, BKIOYad JOMAIIHIOKO IIPAKTUYCCKYIO

paboty B obmake MS Dynamics CRM 365
. TIOJITOTOBKA K KEUCY

o MOJTrOTOBKA K KOHTPOJIBHOM paboTe (TecTy)

6. YueOHas muTepatypa u pecypcbl HHPOPMAIHOHHO-TEJIEKOMMYHHKANMOHHOM CeTH
"WHTepHeT", BKIIIOYAs MlepevyeHb Y4eOHO-MeTOAMYeCKOro odecneyeHus: AJsi

CaMOCTOATE/ILHOM padoThI 00y4aIOIIMXCH M0 JMCUHUIINHE

6.1. OcHoBHas auTepartypa.

1. Peokko, A. JI. MHpopmannoHHbIe cHCTEMBI yHpPaBICHHUs MPOU3BOJICTBEHHOW KOMIAHUEH :
yueOnnk s By3oB/  A.JL Pepkko, A. W. PeiOHukoB, H. A. Pepkko. — Mocksa :
WznatensctBo HOpaiit, 2023. — 354 c.— (Bricmee o6OpazoBanue). — ISBN 978-5-534-
00623-0. — TexcT : anekrponHbiit // OO6pa3oBarenbHas wiardopma FOpaiir [caiit]. — URL:
https://urait.ru/bcode/511205

2. YepkammH, I1. A. Ctparerus ynpasiaeHus: B3auMooTHoOIIeHUsIMH ¢ kiueHTamu (CRM) / I1.
A. UYepkammH. — MockBa : Hurepuer-YHusepcurer Mudopmanuonusix TexHoIOTHi
(MHTYUT), 2016. — 420 c. — ISBN 978-5-94774-643-3. — TekCT : 3JCKTPOHHBIA //
DNeKTpOHHO-OMOIHOTeYHAs cucrTema IPR  BOOKS : [ca#T]. —  URL:
http://www.iprbookshop.ru/52212.html

6.2. lonoyiHUTEe IbHAA JTUTEPaTypa.
1. Tamsa, B. A. OcHOBEl 0aHKOBCKOrO fejia: 0Oe30HacHOCTh OAHKOBCKOH IEATEIHLHOCTH :

y4eOHMK i cpeaHero npodeccuonansHoro obpaszoBanmsi/ B. A.Tl'amza, U. b. Tkauyk,
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W. M. Kunkua. — 5-e u3f., nepepad. u jgorn. — Mocksa : U3garenscto FOpaiit, 2023. —
455 c.— (IIpodeccuonanproe obpazoBanue). — I[SBN 978-5-534-13988-4. — Tekcr
anekTpoHHbin  //  OOpazoBarenpHass  miarpopma  Opaititr  [caiit]. —  URL:

https://urait.ru/bcode/518000

6.3. YueOHO-MeTOAUYECKOE 0O0ecTieyeHne CAMOCTONATeIbHOI padoThl.

He npeycmotpeno.

6.4. HopmaTuBHBIC NPAaBOBbIE JOKYMEHTHI.
®enepanpublil 3akoH 0T 02.12.1990 N 395-1 (pen. ot 18.06.2017) "O 6ankax u 6aHKOBCKOM
nesaTenbHOCTH" (C M3M. U 0TI, BCTyT. B crity ¢ 27.06.2017), Ctatbs 30. OTHOImIEHUS MEXTY

bankom POCCI/II/I, KpCAUTHBIMU OpraHu3aluAaMu, UX KINCHTAMH U 6I-Op0 KpCOAUTHBIX I/ICTOpI/Iﬁ

6.5. UnTepHeT-pecypcehbl.

1. https://coderlessons.com/tutorials/microsoft-technologies/izuchite-microsoft-crm/

microsoft-dynamics-crm-kratkoe-rukovodstvo Yueonuk. Microsoft Dynamics CRM — Kpartkoe
pYyKOBOACTBO; foctyn 12.12.2019

2. https://crmindex.ru/products Ton 20 CRM cucrem 2020; noctym 20.02.2020

3. https://docs.microsoft.com/ru-ru/learn/  [lopran  oOyuenuss Microsoft?  [loctyn

20.01.2020

4. http://iteam.ru/publications/marketing/section 26/ - Texunomoruu CRM; noctyn
20.01.2020

5. https://www.cfin.ru/itm/crm/ — calT coOmepXHT OOJBIIOe KOJUYECTBO CTaTeH IO
MH(GOPMAIIMOHHBIM CHCTEMaM, MpPAaKTHKE MX BHEIPEHHUS, HCIOJIb30BaHUS, DKOHOMHUYECKON
olileHKH, goctyn 22.02.2020

6.6. Unble ncTOUHMKHA

1. The Definitive Guide to Customer Relationship... (Kindle Edition) by V. Kumar /
Pearson Education Inc, FTPress, — 2013 — 350 p.

2. Jlo6ona /I.B. Iar 3a marom. Microsoft Dynamics CRM 2016, M.: DKOM, — 2016.
— 150 c.

1. KyaunoB A. CRM: Ilpaktuka s3¢dextuBHoro d6usneca. Uznanue 2. — M3narenscTBo:
1C-TTabmumunr. — 2012. — 374 c.

2. Caak A.D. u ap. UndopmanimoHHble TEXHOJIOTUH yIpaBleHUs: YUeOHUK I BYy30B. —

CII6.: [Turep. — 2013. — 320 c.

24


http://iteam.ru/publications/marketing/section_26/
https://docs.microsoft.com/ru-ru/learn/
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7. MaTepunaibHO-TeXHH4YecKasi 0a3a, HTHPOPMALHMOHHbIE TEXHOJIOTHH, IPOrPAMMHOE
olecrieyeHne 1 HH(POPMALIMOHHBIE CTIPABOYHbIE CHCTEMbI
ba3snl AAHHbIX, uH(bopMauummo-cnpaBqume U NMNIOUCKOBbIE€ CUCTEMBbI

.__www.biblio-online.ru —3nekTporHo-0nbaMOTeUHas cuctema [DbC] IOpaiit;

1
2.__http://www.iprbookshop.ru — DnekTponHo-6ubnuoreynas cucrema [DbC] «Iprbooks»
3

https://e.lanbook.com - DnexTpoHHO-OMOMOTeUHas cucteMa [IBC] «Jlauby.

>

http://elibrary.ru/ - Hayunas snexkrponHnas 6ubnmoreka Elibrary.ru.

5.__https://new.znanium.com DneKTPOHHO-OnOMHoTeuHas cuctema [IbC] «Znanium.comy._

6.__https:/dlib.eastview.com — Mupopmannonnsiii cepBuc «East View».

7.__https://www.jstor.org - Jstor. [losHbIE TEKCTBI HAYYHBIX JKypHAJIOB M KHHUT 3apyOEKHBIX

M31aTEILCTB.
8.__https://elibrary.worldbank.org_ - Dnekrponnas oubaunorexka BcemupHoro banka.
9.__https://link.springer.com - [loTHOTEKCTOBBIE MOMUTEMATHYECKHE Oa3bl aKaJIeMUYECKUX
JKypHAJIOB M KHHT W3JIaTeIbCTBA Springer.

10._https://ebookcentral.proquest.com - Ebook Central. [lonHable TeKCTbl KHUT 3apyOe’KHBIX

HAaYYHBIX M3/1aTEIIbCTB.

11._https://www.oxfordhandbooks.com - JlocTym K TOJHBIM TEKCTaM CIPABOYHHUKOB
Handbooks u3narenscrBa Oxford mo mpenMeTHsIM 001acTsM: SKOHOMHUKA M (PUHAHCHI,
paBo, OM3HEC U yIpaBJIcHHUE.

12._https://journals.sagepub.com -  IlomHoTekcToBas  0a3a  Hay4yHBIX  KYpPHAJIOB
aKaJIeMUYeCKOro U3/aTeabCcTBa Sage.

13. CnpaBouHo-mipaBoBas cuctema «KoHCYJIbTaHT».

14. DeKTpOHHBIN NEPUOAUYECKUI CIIpaBOYHUK «[ apaHTy.

IIporpaMmMHbIe, TEXHHYECKHE U 3JIeKTPOHHBIE CPEACTBA 00yUeHUsI H KOHTPOJISI 3HAHUM.

AyIUTOPUM OCHAILIEHBI KOMITBIOTEPAMH C BBIXOJIOM B HHTEPHET.

KommnbroTepHble KI1acchl 7S MPOBEACHUS PAKTUIECKUX 3aHATUH

[Iporpammuoe obecrieuenue: Uatepuet 6paysep, Microsoft Office.
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