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

IIAHUPYEMBIMH Pe3yJIbTATAMH OCBOEHHS MPOTrPaMMbI

1.1. Jucuunnuna b1.B./IB.05.02 «YmpaBieHue B3auMOOTHOLIEHUSIMU C KiaueHTamu (MSD

CRM)» obecrnieunBaeT OBJIAJICHHE CIACAYIOIIMMH KOMIIETCHITUIMH:

UHQOPMaIMOHHBIC
TEXHOJIOTUU JJIsI PEIICHHUS
NPUKJIAJHBIX  (prUHAHCOBO-
HKOHOMHYECKHX 337139

Kon Haumenosanue Kon HaumenoBaHue ntamna OCBOCHHUS
KOMIIETEeHLIUU KOMIIETEeHIIUU JTara OCBOEHUs KOMIIETE€HIIUU
KOMIIETEHIINU
[IKc OCII -6 | CnocobHocts mpumensts | [IKc OC II - 6.1 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 srana
(mpu HAIM4YMH OCBOCHUSA Pe3yabTarhbl 00y4eHus
npodgcranaapra) KOMIIETEHIM U

OoT® HA YPOBHE 3HAHUIA:
B. Pa3paboTka oTnenpHbIX TeopeThyecKas OCHOBA yIpaBJICHUS
(yHKIIMOHATBHBIX B3aMMOOTHOIICHUAMU C KJIMEHTaMHU; TEHICHIUU
HalpaBJIeHUH ynpaBieHus pa3sBUTHUS COBPEMEHHBIX TEXHUYECKUX CPEICTB U
puckamu MH(OPMALIMOHHBIX TEXHOJIOTHUH;
TD HA YPOBHE YMEHHUIi:
B/02.6 paboTaTh ¢ MPOrpaMMHBIMUA KOMIUIEKCAMH 10
JloKyMeHTHpOBaHUE [Kc OC [[— 6.1 | YMPABICHUIO KIMEHTCKUMH B3aMMOOTHOIICHUSAMH;
npouecca yIpaBICHUS ' MCIIOJIb30BaTh JUIsl PELICHUS aHAIUTUYECKUX U
pUCKaMu u yIpaBJIeHYECKHX 33124 HHPOPMaLlMOHHBIE
KOPPEKTHPOBKA PEECTPOB TEXHOJIOTHH
PHUCKOB B paMKax

HA YPOBHE HABBIKOB:
OTJEJILHBIX ousHec-

pasBUTHE U TOAJEPKAHUE  JOJITOCPOUYHBIX
IpOLIECCOB u .

OTHOIIEHUH €  KIMEHTaMHu;  (OPMHUPOBAHUS
(yHKIIMOHATBHBIX

. 3alpOCOB K NCTOYHHMKAM JIaHHBIX.

HalnpasJICHUH

2. O0bem H MecTO JUCHUILINHBI B cTpykType OII BO

Huctmmmaa b1.B./IB.05.02 «YnpaBnenue B3auMOOTHOIIEHUsIMU ¢ KineHTamu (MSD

CRM)» oTHOCUTCA K OJIOKY TUCHMIUIMH 9acTH, GOpMUpYeMOH yyaCTHUKaMHU 00pa3oBaTeIbHbBIX

oTHOLIeHWH. B cOOTBETCTBHM C y4yeOHBIM IJIAHOM, IO OYHOM (opme O0OyUeHMS NUCIMILIMHA
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ocBamBaeTcs B 7 ceMecTpe, o0mias TPyIOEMKOCTh JMCUUIUIMHBI B 3a4ETHBIX EIMHUIIAX
cocraBiusieT 144 yacos (4 3ET).

Ha xoHTakTHYI0 paboTy ¢ mpernoaaBaTeieM BoifeneHo 64 yaca, 64 daca MpakKTHUYECKUX
3aHATUH, HA CAMOCTOSATENIbHYIO0 pab0oTy 00yJaroImuxcs BeIAENIeHO 76 yacoB A ouyHou (/0.

dopma MPOMEKYTOYHOW aTTECTAllMd B COOTBETCTBUU C YYEOHBIM TJIAHOM — 3a4eT C
OILICHKOM.

OcBoenne aucuumivabl  b1.B.J[2.05.02 «YnpasiaeHue B3aMMOOTHOIIEHUSMHU C
knueHTamMu» B cooTBeTcTBUU ¢ OIl BO 0a3upyercs Ha OCHOBE MOJyYEHHBIX paHee 3HAHUMN
oOydaromuxcs Mo TaKUM TpeaMeTaM Kak DKOHoMuYeckas mHpopMaThka, MaTemaTudecKuit

aHaJn3, AJIrOpUTMHU3aLUs U IPOrPaMMHUPOBAHUE.

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

O0beM TUCIHUILTHHBI, YaC. dopma
KonTakTHas padora TeKyllero
HanMenoBaHme Tem o0yvaromuxcs ¢ KOHTPOJISI
Ne n/m npenojaasaresieM ycneBaeMocTu®*,
(pa3aesioB) Bcero Cp .
10 BUJAAM YUeOHBbIX NMPOMEKYTOUHOM
3aHATHI arrecranum***
J JIP I3 KCP
CRM B
Tema 1 HpEeANPUHUMATEIBCKON 32 12 12 O
Qe TEeNbHOCTU
Bsenenue B
Tewma 2 WHPOPMAIMOHHYIO 28 12 16 K
cucremy CRM
Tema 3 | YmpapiaeHue npogakamu 28 16 16 Ke
Tema 4 YIpaBIIeHHe 28 16 16 0
MapKETHHTOM
Tema 5 VpaBJIeHHe 24 8 16 0
o0cCTyXKMBaHHEM
IIpomexxyTouHas aTTecTaus 4 3a0
Bcero: 144 64 76
¥t —  paspabomuux yxazvigaem HeobXoOoumvlie opmbl MeKyue20 KOHMPOJA YCNeeaemMoCmu.

xkoumponvusie pabomet (K), onpoc (0), keiic (Ke).
*AX _ paspabomuux ykaszvieaem HeoOXoOuMvle (HOpMbl NPOME’CYMOUHOU ammecmayuu: 3avem (3a),
axzamen (3a).
Conep:xanue IMCUUILVINHBI

Tema 1. CRM B npeanpuHUMAaTEIbCKON 1eATeJIbHOCTH

Onpenenenne CRM. OcHoBHble KOMIOHEHTHI U HMHCTpyMeHThI CRM. UYro naer
npeanpuaumatento CRM. Acnektst CRM. OcHoBHble nelictBus npu [Ipogaxax, MapkeTunre,
O6cayxuBanuu. 7 crpareruit CRM. Mudopmarmonnsie cuctemsl noanepxkku CRM

Tema 2. BBegenne B nnpopmanuonnyio cucremy CRM




Opranuzanust ganHbix. OcHoBHbIE paszaensl: [Ipogaxu, Mapketunr, CepBuc. Tunsl JaHHBIX.
Tuner 3ammceit. JlenTsr mporieccoB. [lomp3oBatenu cuctemsl W ux ponu. Mubopmarus o
NEUCTBUAX. AHATUTHUYECKUE TTAHENH.

Tema 3. Ynpasienue npoaakamu

OcCHOBHBIE NOTPEOUTENIBCKUE CLIEHAPUU MPOAAXK. 3allUCU U JIaHHbIE B IpoOIeccax MpPOJaxK.
Wurepec, Bo3moxknas caenka, Kommepueckoe mnpeanokenue, 3aka3, Cuer. 3amucu o
KOHTaKTaX, KOHKypeHTaXx M ToBapax (katamor mnpoaykiuu). Ilpaiic — JMCTBI M CXeMbl
neHooOpa3oBanus. JlutepaTypa 1o mpojakaM. YHpaBieHHE 3alucCAIMH O Npojaaxax B
COOTBETCTBUM C JIEHTOM Ipoliecca MpoJAaX W Ha3HAUYEHHBIMM POJISIMH IOJIb30BaTENEH.
Hcnonb3oBanue (uHaHCOBOW MH(pOpMaLuu, cojepxkaiieiics B 3amucsax o mpoaaxax CRM.
[locTpoeHre aHamUTHUECKUX TMaHened nis pa3paboTku  3(G(EKTUBHOM CTpaTeruv 1o
YJIy4IIEHUIO 9KOHOMUYECKON JEATENbHOCTH MPEAIPHUSITHS.

Tema 4. YnpasiieHue MapKeTHHIOM

[ukn mapkeTHHra ¢ oopaTHOU cBs3bt0. Co31aHNE U UCIIOJIb30BAHNE MAPKETUHTOBBIX CITMCKOB.
Hcnonp3oBanne mopnynei «bbpicTpeie kammanum» n «MapkeTuHrossle kamnanum» B CRM.
[a6monsl kamnanuil. Ponb peructpanuu AecTBUI U MapKETUHTOBBIX CIUCKOB B KaMITaHUU.
Hcnonp3oBanue JlurepaTypsl mo nmpojakaMm B KaMIIaHUAX. 3aXBaT U yNPAaBICHUE OTKIMKaMU
Ha kamnaHuioo. CBsizb ¢ VHTepecamu B Moayne mnpoaax. Vcmonb3oBanue (rHaHCOBON
uHpOpMaLnK, coieprKaleics B 3anucsax o kamnanusx CRM.

Tema 5. Ynpasiaenue o0c/1y:kKuBaHueM

OcHOBHBIE TOTPEOUTENBCKUE cClieHapuu oOciyxuBaHus. CyIIHOCTH M THIIBI 3amMcedl Mpu
00CITyKMBaHUM: KIIMEHTHI, cllydau (Keicbl), NeHCTBUs, IEHCTBHS IO pa3pelieHuIo Kelca,
cTaThy 0a3bl 3HAHUH, TIOrOBOPHI Ha 00cIyXuBanue, ouepenu. Knaccudukanus keiicos. CBs3b ¢
KaTaJIorOM TOBAapOB/yCJIyr. BO3MOXHOCTH oONpeneneHuss METPUK KadecTBa pa3pelIeHUs
kelicoB. Mcnonb3oBanue (UHAHCOBOM MH(OPMALIUMH, COAEpIKaIIEHCs B 3alUCIX O Keicax H
norosopax oociayxuBaHuss CRM. Bo3MoXHOCTH MOZyJIsl pacniucaHusi 00CITy )KMBaHHUS.

4. MaTtepuaJjibl TEKyIIEro KOHTPOJIA yCIIeBA€MOCTH 00yYAOIUXCcsl M (POHI OLEHOYHBIX

CPeACTB MPOMEKYTOYHOM aTTeCTAIMH 0 JUCHUILIHHE

4.1. Texkymuii KOHTPOJIb yCIIEBAEMOCTH

4.1.1. ®opMBbI TeKyLIEro KOHTPOJIS YCIIEBAEMOCTH

Tema (paznen) MeTobl TEKYIIETO KOHTPOJIS YCIIEBAEMOCTH

CRM B npeanpunumaTensckoit aestensaoctd | TECT

Beenenne B undopmarmonnyto cucremy CRM | TECT

VYrpasiieHre npojaKamMmu KEIC
VipasiieHHEe MapKETHHIOM OITIPOC
VYpasieHue 00cIy)KUBaHUEM OITPOC

4.1.2. MaTtepuaJjbl TEKylLIero KOHTPOJISI YCIIeBAeMOCTH
Cnucox BONpocoB Jis1 NOATOTOBKH K onpocy 1o teme 1:
1.  CRM-cucremsl B Mupe. TeHAeHIINN pa3BUTHSI.

2. Anams cocrostanst CRM-cucrem B Poccun.




[Ipuopurets nons3osatens CRM. 3anauu.
CRM: npoOsnembl U IEPCIEKTUBBI.

Ob6naynast CRM: 1u1tochl 1 MUHYCHI.
HeckronmHas CRM 1muitochbl ¥ MUHYCBI.

Kak noHsTe, 4ro KoMnanuu HykHO oT CRM?

MoxHo i oboiituchk 6e3 CRM? Korna He ctout BHenpste CRM?

o ® N kW

Hackonbko 3Ha4MM MOOMIIBHBIN TOCTyN AJis ojib3oBatesnss CRM?
10. CRM, kak crtparerus u CRM, Kak HHCTPYMEHT, KOTOPBIM TOAJCPKHUBACT OTY
CTpAaTeruio.
11. Pa3nuynble TUNBI MOJENEN KIMEHTA.
12.  Onumwure poib OCHOBHBIX THIIOB 3amuceil, ucmoib3yeMbix B Microsoft Dynamics
CRM.

IIpumep BOonpocoB TecTa 1JIst TeMbI 2:

1. Yto takoe Bo3morkHas caenka?

() Obemranue KIMEHTa COBEPIIUTD MOKYTIKY

() HoTenmumanpHas mpoiaxa

() To xe camoe, uto MHTepec

() 3amucek, co3naBaeMas IpH MOATOTOBKE MPEIIOKEHUS C paclieHKaMu

2. Kakoit tun 3anucu B Microsoft Dynamics CRM cooTtBeTcTByeT

NOTEHIMAIbHOMY KIHUEHTY?

() Opranuzanus

() Konrakr

() Knuenr

() UuTepec

() Bo3amosxkHnas cnenka

3. B kaxue u3 nepevynciIeHHbIX HIDKE TUTIOB 3alMCel Hemb3s npeodpa3zoBars B HTEpec?

() Opraauszanus

() KonkypeHnt

() Konrakr

() Bo3amorkHas caenka

4. Kakue u3 cneayromux 3anuceit B Microsoft Dynamics CRM npumensitorcs

11 ”H(MOPMUPOBAHUS MOTEHIUATBHBIX KIIMEHTOB O MPOIYKTaX U LEeHaxX?

() Uurepec

() 3aka3

() IpoxykTbl



() JIureparypa

() [Ipemyoxenue ¢ pacueHKaMu

5. Kak Ha3bIBaeTcst Ha0Op 1LieH Ha MPOJYKT, KOTOPbIE MOT'YT U3MEHSAThCS IpU
OTpe/ICTICHHBIX YCIOBUSIX?

() Criicok CKHJI0K

() Hpaiic-nmuct

() IpomyxTsr

() IIpemioxenue ¢ pacieHKaMu

() Enununet usmepenus

6. SBnsieTcst 1 npuMeHeHue 3anuceit utepecoB 00s3aTeNIbHBIM B IpoIleccax
npoaax?

() Ha

() Her

7. SIBnsieTcst i cleAyroliee YTBEPKACHIUE UCTHHHBIM WU JTOKHBIM? JIOKYMEHT TUTEpaTyphl
MOYHO BJIOKUTH B COOOIICHHUE DJIEKTPOHHOM MOYTHI.

() Ha

() Her

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

() KonkypeHt

() Uurepec

() Bo3amorkHas caenka

9. Kakue u3 cienyronux Tinos 3anuceit B Microsoft Dynamics CRM npencraBistoT
MOTEHITHATBHYIO TIPOJaXy?

() KonkypeHnt

() UnTepec

() Bo3amoskHas caenka

() JIuteparypa

10. 3ammch Kakoro THITA HEOOXOUMA IS CO3/IaHUS BO3MOXKHOM CICITKHU?

() KonkypeHnt

() Knuenr

() UuTepec

() MapkeTHHIOBBII CIIMCOK

11. Yto Takoe BO3MOKHAs caeiaKa?

() To ke camoe, 4YTO UHTEpEC.



() 3anucek, co3naBaeMas oci€ MOATOTOBKYU MPEI0KEHUS

C pacLeHKaMH.

() lorenuumanbHas mpojaxa.

() OGermanue KIUEHTA COBEPIINTD MOKYIIKY.

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

() Ha3zHauuTh 3aKphITYIO BO3MOXKHYIO C/CIIKY CIEIUATUCTY 10

MIPOJaKaM.

() Co3naTh HOBYIO BO3MOKHYIO CHEIIKY.

() Yaanutb BO3MOXHYIO CHIETIKY.

() IToBTOpPHO OTKPBITH 3aKPHITYIO BO3MOYKHYIO CIIENKY.

13. SBnsgercs nu cieayroliee yTBEpKIeHHE HCTUHHBIM HUJIU JIOKHBIM? 3aliCcH
BO3MOXHBIX CAEJIOK, uMeromue cratyc «Crenka 3akimodeHay u «Crenka He
peain30BaHay, JOCTYIHBI TOJIBKO JJIs YTEHUS.

() Ha
() Her

IIpumepsl KelicoB aJ1si pazdopa no teme 3:
Keiic «bu3znec-npoueccb»

Cepreit IBaHOBHY PyKOBOAMT KOMITAHUEW MO MOIIMBY U ONTOBOM Mpojaxe oAexibl B CaHKT-
[TerepOypre. JIBa rona Hazax Cepreit MBaHoBHY pemmi, 4yTo OW3HEC TPeOyeT pa3BHTHSA, HO
CHayajia H€O6XOHI/IMO HaBECTU MOPAAO0K C BHYTPEHHUMMU IIpoeCCaM KOMITaHWH.

Bkpariie cutyanus Obuta cieayiomas: 3aka3bl OT KIHMEHTOB TepsJINCh, 3aKa3bl Ha
MIPOU3BOJICTBO BBITIOIHSIINCH HETOYHO, JKaJ00bl KIIMEHTOB HE BCErAa 00padaThIBaINCh U T. .
Cepreii IBanoBHY 00paTHiiCSs B KOHCAJITUHIOBYIO KOMIIAHMIO JJIS MCIIPABJICHUS CUTYallUH.
busHec-KOHCYIbTaHTHI, IPOAHATU3UPOBAB BHYTPEHHHUE MPOLECCHl pabOThl KOMIIAHUHU, YKa3alu
«TOHKHE» MeCTa U MPEATIOKUIN MOJCPHU3AINIO OU3HEC-TIPOLIECCOB «3aKa3y, KIPOU3BOJICTBOY,
«BBICTaBKay», «pa300p xano0bl». PaboTa ObUIa BBIMOTHEHA B CPOK, U OTYET C HOBBIMU OM3HEC-
npoueccamMu KomnaHuu jer Ha cronl Ceprero VBanosuuy. Kaszamoce, uro camoe TpyaHoe
10331 ¥ TeNeph Jea NOuayT B ropy!

C HOBBIMHU OM3HEC-TIpolIecCaMU HEMEJICHHO O3HAKOMMIIM BCEX COTPYIHUKOB. BblTU clienaHbl

OOJIbIIIKE U SAPKUC NBCTHBIC PACTICUATKH, KOTOPBIC pa3BCCUJIN B OTALCIAX OKOJIO pa6oq1/1x MECT



corpyaHuKoB. Ho oxkmaaemoro pesyibpTaTa HE MOCIEN0BANIO: 3aKa3bl MO-TIPEXKHEMY TEPSIINCH,

XKaJI00bI 00padaTHIBATUCH Yepe3 pa3 | T. II.

Cepreit BaHoBMuY m0iT0 1IymMai, Kak HCIPaBUTh CHUTyanuio, W pemuia: «Heobxomumo

«OymakHbIe» OW3HEC-MPOIECChl TMOMECTUTh HEMOCPEIACTBEHHO B CHUCTEMY aBTOMATH3AlIUU,

clenath MX <OKUBBIMHM», HHTETPUPOBaTH B pabodyio cpeay kommaHuu. [lycTh Kakablid

COTPYJIHUK BUIUT OU3HEC-TIPOIECC Y ceOs Ha IKpaHe MOHUTOPA U PabOTaeT C HUM.

[Ipennaraercss OTBeTUTh Ha BONpoOC: «3adeM OW3HEC-MPOLECC HY>KEH BHYTPU CHUCTEMBbI

aBTOMAaTHU3aLUU Y.

[ToctaBpTe MIIOCH (+) HAMpPOTUB TEX MYHKTOB, KOTOPBIE Bbl CUHUTAECTE AKTYaJIbHBIMH JUIS

BallI€il KOMITAHWHU, 1 MUHYCBI (—) — HAIIPOTUB TE€X, KOTOPbIE K Ballleil KOMITAaHUU HE OTHOCATCS:

e YT0o0BI 334aTh NPaBUIbHYIO IOCJIEI0BATEIBHOCTh AEUCTBUN JUISl JOCTHXKEHUS TpeOdyeMoro
pesynbrata. Hampumep, MOXKHO YCIIOBHO B KadecTBe OM3HEC-IIpoLiecca pacCMOTPETh YTPO
OyJHero IHA: MPOCHYJICS, MPUHSI AYII, MOYUCTUI 3yObl, MO3aBTpaKall, OJeJCs, moexan Ha
pabory. BakHa mpaBuibHAs TIOCIIEAOBAaTENbHOCTh JCHCTBUI. A ecilu NepecTaBUTh
Mectamu? Uto nmomyuurcs?

e UToOBI IS Ka)XJI0ro dTama paboThl (OM3HEec-Tporiecca) ObLT OTBETCTBEHHBIM COTPYIHHK.
Tor, ¢ KOro MoOXHO cHpocuTh pesynbpTaT. llomHUTE O coBerckux konxo3ax? Ecim
OTBETCTBEHHBIE BCE, TO CIIPOCUTH HE C KOTO.

e UrtoObl koMIaHusi paboTama B €IMHOM pUTME U cTaHgapre. Hampumep, MOXHO
MIPOAHAJIM3UPOBATh XOJI BBIMOJHEHHUS TEKYIIMX OW3HEC-IPOLIECCOB M BBIABUTH CTATUH
(3amaun), Ha KOTOPBIX TEPSAETCS BpPEMSI.

e YroOBl KONMPOBATH ONBIT JIYYIIUX COTPYJHUKOB, cO37aBasi Ha 0a3e 3TOro YETKHE
WHCTPYKLUMU M PETJIaMEHTHI Ui coTpyaHUKOB. Hampumep, y menemkepa IlerpoBa camblie
BBICOKHE MpOJaXH B OTAeNe; Mbl aHAIM3UPYEeM €ro paboTy C HOBBIM KIMEHTOM U
COCTaBJISIEM TOCJIEIOBATEILHOCTD ACUCTBUI U PETJIaMEHTOB NPU pabOTEe C HOBBIM KIMEHTOM
JUISL COTPYTHUKOB BCETO OTJIENA MPOJAXK.

e YToOBl KOHTPOJIUPOBATH MPOLECC BBHIMOJIHEHHUS BBIJAHHBIX COTPYJHHKAM MOpPYYEHUH.
Hampumep, pykoBoauTesb, neperpyKeHHbIl pab0oTON, BbIAAET MOPYUYEHHE COTPYIHHKAM C
nomotipto CRM-cuctemsl. [loxke, B cBOOOJHYIO MHUHYTY, OH (OPMHUPYET OTYET IO
BBIJIaHHBIM MOPYYEHUSIM U1 TOTO, YTOOBI IPOBEPUTH PE3YIbTAaThl paOOTHI.

e UroObl KOHTPOJMPOBATH COCTOSHHE OM3HECA: CKOJIBKO BCErO OTKPBITHIX IMPOIECCOB, Ha
KaKOM 3Tale HaxXoAsiTcs, KOrJa 3aKOH4Yarcs. OJTO IO3BOJISIET MOBBICUTH YNPABISEMOCThH
ousneca. Hampumep, B O6msHec-miporiecce «Pa3dop xamoOe» 80 % xamod HaxomsTcs Ha
stane «Pa30op kanob». ITo CUTHAJ, YTO OTAEN HE CIPABIIAETCS C 3a/adeil 1 HEOOXOAUMBI

KOPPEKTUPYIOIINE AEHCTBHS.
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e Hanumure cBoro IIpUYUHY.

Keiic «O0meHn nndopmaunmeii»
Npuna — ™MoJomoill pyKOBOAWTENb OTAENAa MPOAaX KOMIAHWH, MPOJAIOIIEH CHUCTEMbI
koHaunuoHupoBanus B ExkarepunOypre. Eif u coTpyniHUKaM ee oTaena IPUXOIUTCs PeryasipHO
KOHTaKTUPOBATh C OTAEIIOM 3aKYIOK, OT/IEJIOM JIOCTaBKH, OyXTalaTepuel U OTAENIOM CepBHCa
KoMITaHu#. B mocnenHee BpeMs y4acTWIMCh CIydad HETIOHWMAHWsSI, TMOTEPH M HCKaXKEHUS
nepeaaBaeMoil MHGOPMAIMK MEXIy COTPYIHHMKAMHU OTHeNa MPOoAaX W JPYTUMH OTIEIaMu
KOMIIaHMM. BoT, Hampumep, Ha TpOLUIOW HeneNe Nepeaald Ha TEeCTUPOBAaHUE JBa
KOHJIMIIMOHEPA B OT/AEJ CEpBUCA. Y CTHO JOTOBOPHIUCH C COTPYJAHHUKOM OTHENa O TOM, UYTO B
TEUEHUE HeNeNu Oo0OpyJoBaHUE OyIeT mpoTecTHpoBaHO. Uepe3 HEAENI0 OKa3hIBAECTCS, UTO
Takoro mooOemniaTh HUKTO HE MOT M CTaHAAPTHBIA CPOK TECTUPOBAHUS — JIBE HEAETU. DTO
MOPOXKIAET CePhe3HOE HEAOBOIBCTBO COTPYIHUKOB C 00€HUX CTOPOH U HAMPSAMYIO OTpasKaeTcs

Ha KJIIMCHTAax.

Wpuna B  pacrepsHHOCTH:  «M3-32  HECOINIaCOBAaHHOCTM B CJIOBax  MOSBISETCA
HECOIJIaCOBAaHHOCTh B JI€JIaX, CPhIBAIOTCS CPOKU MTOCTABOK M YCTAaHOBKHU cucteM. Pacter oOmiee
HEZOBOJIBCTBO COTPYJHUKOB M KIMEHTOB. 3asBKa WJIM BOIIPOC, NEPEJaHHbIE COTPYIHUKOM
OTZela NPoJaXx B APYyroe MnojapaszieicHue, 4acTo He 00padaThIBAalOTCS B yKa3aHHBIE CPOKU MU
IPOCTO TepstoTCs. Takke COTPYAHHMKY CIIOKHO OTCIEAUTh (AKT MpHeMa IepeAaHHOro
COOOIIEHUS KOJUIETaMU U CPOKU Hayajla M OKOHYAaHUS ero oOpaboTKU. DTy CUTyalHI0 MOKHO
CPAaBHUTH C OIIyCKAaHUEM KOHBEPTA B YEPHBIN SILIUK U OKUJAHUEM, YTO NPOU30HACT... byner

otBet win HeT? Korma? U ot koro?».

Moxet ObITh, HE B TOYHOCTH TaKHe, HO OYCHb IOXOXKHE CUTyallMd BCTPEUYAIOTCS TOYTH B
Ka)KIIOfI KOMITaHHUH. HOBTOMy npeajgaracéM 4YuTaTCiil0 BCIIOMHUTDH HpOGHeMLI, KOTOPBIC
BBI3BIBACT B KOMITaHUHN OTCYTCTBHEC TEXHOJIOTUU nepeaadun I/IH(i)OpMaIH/II/I MCXKIY
COTPY/JHUKAaMH, U BMECTE COCTaBHThH CIIMCOK OTBETOB HA BOMPOC: «3aueM HY>KHBI MEXaHU3MBI
nepeaay MHGOpPMAIUK MEXAYy coTpyaHukamu?y». [loctaBbTe IUIIOCHI (1) HANMpPOTUB TeX
MIYHKTOB, KOTOpbIE€ Bbl CUMTAeTE€ AaKTyaJIbHBIMU JJIs Balled KOMIIAHUM, M MHUHYCBHI (—) —
HAIPOTHUB TCX, KOTOPLIC K BaIleil KOMIIAHUHU HE OTHOCSITCS:
e UroObl He MOTEpATh MHPOPMAIMIO NPU TEepenadye ee APyromy coTpyaHuky. Hampumep,
YCTHO TiepefanHas nHGopMaIus MOKET OBITh 3a0bITa, a IBETHAsI OyMa)kka, MIPUKICECHHAs
Ha MOHHMTOP, MOXET OTKJIEUTBCS U TIOTEPATHCSI. UTOOBI ATOTO HE CIYYHIIOCh, HH()OPMAITUIO

Jydyme nepeaaBatb B MIMCbMCHHOM BUC UCPE3 CUCTEMY aBTOMATHU3AIINH.
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1.1.

e UYtoObl 3HaTh, KOMYy OblIa MepenaHa MHPOpMAIMSI U 4TO ¢ Hel mpowusouuio. Hampumep,

CCJIM COTPYAHUK NECPCHAACT 3asABKY B APYIoC IMOAPA3ACICHUC, OH MOXKCET UCPC3 KAKOC-TO

BpeMsl TNPOBEPUTh CTaTyC ATOM 3asABKM M Y3HaTh, Kakue JCHCTBUS MO HEHl Obuin

MIPEANPUHATHI aJPECATOM.

e YroObl aBTOMAaTUYECKH TepeaBaTh 3aJauu 1o caeike (OM3HeC-poleccy) OTBETCTBEHHBIM

COTpYAHHKAM. HaanMep, CCJIIM OJHWH COTPYAHHK BBLIIIOJHUII CBOKO 3ada4y B paMKax

CACJIKH, TO CUCTCMAa aBTOMATUYCCKU CO34ACT CICAYIOINYIO 3aaady APyromy COTPyIAHHKY,

HE Tepsst BpEMEHHU Ha nepefady nHpOopMaIuu.

e YrtoObl Bbiath «llopydeHue» COTpyAHMKY M MPOKOHTPOJIMPOBATH €r0 HCIOJIHEHHUE.

Hanpumep, ecim pyKOBOAMTENIO HEOOXOAMMO IOPYUYUTh Kakoe-Tu0o  3ajaHue

KOHKPETHOMY COTPYAHHKY H HA3HAYHUTL KOHTPOJICPA 3da XOAOM €I'0 BBIIIOJIHCHHA, TO 3TO

MOXXHO CACIaTh C IOMOIIBIO 6I/I3H€C-HPOI_IGCC&.
e Hamnwmmure cBoro IMPpUYINHY.

Cnucok BOIIPOCOB IJIS1 ITOJATOTOBKH K OIIPOCY IO TEME 4:

1. ®ynknun CRM-cuctem: ynpaBieHHE MapKETHHTOM, MpOojakamMH, KIMEHTCKOW 0a3oM,

CEPBHCOM.
VYnpasnenue MapkeTHHroM Kak ¢pynkuueir CRM-cucrem.
VYnpasnenue npoaaxamu kak pynkuueit CRM-cucrem.
VYrpaBnenue kiueHTCKoN 0a3oi kak ¢pyHknueir CRM-cucrem.
VYnpasienue cepBucoM kak ¢pyHkuneit CRM-cuctem.

UYto HYKHO cAeNaTh YTOObI CO34aTh HOBOE OOpaIleHHE.

A T o

Korna n kak ucnonb3yrotcs pasnensl KonkypeHTsl u JIuteparypa.

Crnmcok BONPoOCOB sl MOATOTOBKH K ONPOCY MO Teme 5:
ITponecc «Coznanue u paboTa ¢ HOBBIMU U CYIIECTBYIOLUIMMHU KIMEHTaAMI.
OnummTe B3aMMOCBSI3b MEXKTY 3alMChI0 KJIMEHTA U 3alUChI0 TIPOJIAXK.
OnuimTe pa3audyHbie CTaTyChl BO3MOXXHBIX CIIETOK.

1

2

3

4. Ormpenennute 0COOEHHOCTH U peuMyIecTBa Karanora npoayKium.

5. Tponecc «Co3nanue U MOAJIEPIKKA TPYIIBI 00BEKTOB JJIS KAaTajIora mpoayKIIUum».
6

Coznanue npaic-JIMCTOB M HACTPOMKa MX AJIS Pa3iMuYHBIX KIMEHTOB, MapKETUHIOBBIX

KaMIIaHW# U CIIEHMAIbHBIX MPEIJT0KEHUMN.
7. llpumenenue WHDOPMAIMOHHBIX CHCTEM YIPABICHHUS B3aUMOOTHOILIECHUSMHU

kiuentamMu (CRM) aiig noaaepKu MapKETUHTOBOM A€ TENbHOCTU MPEAIPUSITHS.

KPUTEPUU OLHEHKU TEKYILIEI'O KOHTPOJIA
[Tpu ycTHOM ompoce BHICTABIISETCS OLIEHKA:

C
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1.2.

1.3.

1.4.

L.5.

1.6.

e ) (OTJ'II/I‘IHO) - 3@ TIOJTHBIM OTBET Ha IMOCTaBJICHHBIN BOIIPOC C BKIIFOUCHUEM B COACPIKAHUC

OTBeTa pacckasza (JIGKLIMH) TpenojaBareis, MaTepuanoB y4eOHHUKOB, AOMOIHUTEIbHOM
JUTEpaTyphl O€3 HABOASAIINX BOIIPOCOB;

e 4 (XOopouIo) - 3a MOJIHBII OTBET Ha MOCTABJIEHHBIH BOIPOC B 00bEeME pacckaza (JIEKLIHUN)

mnpenoaaBaTeisd ¢ BKIIOUCHUEM B COACPIKAHUE OTBETA MAaTCpUATIOB yLIe6HI/IKOB C YCTKUMU
MOJIOKUTCIIBHBIMH OTBETAaMH HAa HABOASAIINUC BOIIPOCHI IIPCIIOAaBaTCIIA;

e 3 (YIOBJIETBOPUTETHHO) - 32 OTBET, B KOTOPOM 03BY4YEHO 0O0Jjiee MOJOBUHBI TPEeOyeMoro

MaTcpHrala, € IMOJIOKUTCIbHBIM OTBETOM Ha 6OJ'IBH_IyIO YaCTb HABOOAIIHUX BOIIPOCOB;

e 2 (HEyNOBJETBOPUTEIBHO) - 3a OTBET, B KOTOPOM O3BY4YEHO MEHEE IOJIOBHUHBI

TpeOyeMoro wmaTepuana WIA HE O3ByYEHO TJIAaBHOE B COJEp>KaHUM BOIpoca ¢
OTpHUIATEIbHBIMA OTBETAMU HA HABOJSLIME BOIPOCHI UM CTYAEHT OTKa3ajcs OT OTBETa
0e3 nmpeaBapUTEIbHOIO OOBICHEHUS YBAKUTEIbHBIX IPHUYHH.
[IporpaMMupoBaHHBII KOHTPOJIb 3HAHUM (TE€CT) IPOBOAUTCS IO 3apaHee pa3pabOTaHHBIM U
YTBEPKJICHHBIM LIUKJIOBOM METOJAMYECKOW KOMUCCUEHN 3aJaHUSIM U KPUTEPUSAM OLIEHKH.
KonudecTBO TeCTOBBIX 3aJaHHil 3aBUCUT OT O0ObeMa marepuana. Bpems, oTBogumoe st
BBINIOJIHEHHSI TECTOBBIX 3aJaHMil, HE JOJDKHO MPEBBIIATH OJHOIO aKaJIEeMHUYECKOro yaca.
TecT oueHHUBaeTCs 1O CAEAYIOIIMM KPUTEPUSIM:
e 5 (otimuno) ctaButcs 3a 90-100 % npaBHIIBHBIX OTBETOB.
e 4 (xopouio) craButcs 3a 80-89,9 % npaBUIbLHBIX OTBETOB
e 3 (ymoBieTBopuTenabHO) cTaBuTcs 3a 70-79,9 % mpaBUIBHBIX OTBETOB.
e  (HeylOBJIETBOPUTENIbHO) CTaBUTCS Npu Hamuuuu mMeHee 70 % NpaBUIIBHBIX OTBETOB
WM TIPH OTKa3e 00ydvarolierocs MpouTH TECTOBBIM KOHTPOJIb.
PeliTuHroBas olieHKa 3HaHUI NpENOIaraeT BBEJIEHUE OJHONW U3 METOAMK JTaHHOM CHUCTEMBI
M0 MHULIMATHBE OTIENbHBIX MpernojaBaTeneil. Kputepuu oueHKH 3aBUCIT OT M30paHHOM
METOJIUKH.
K koHIy cemecTpa, y Kaxaoro oOyyarollerocsi JOJDKHO ObITh HE MEHee TpeX OICHOK,
MO3BOJISIOIINX JOCTATOYHO OOBEKTUBHO OLIEHUBATH 3HAHUS 110 MPOUCHHOMY MaTepUay.
AHAJIOTUYHO OLIEHKE TEOPETHUECKUX 3HaHUH C yueTOM 00BEeMOB U KaueCTBa BBHIITOIHEHHBIX
paboT OIEHMBAIOTCS TEKyIIWE 3HAHWS, YMEHHS M HAaBBIKM CTYJCHTOB Ha MPAKTUKE IS
MOJTyYEHUs] IEPBUYHBIX TPO(ECCUOHATHLHBIX HABBIKOB U KBATM(UKAIIMOHHON MIPAKTHKE.
3HaHUA U NPAKTUYECKUE HABBIKU CTYJEHTOB OLIEHHWBAIOTCS B KOHIIE Ka)KJOTO CEMECTpa Mo

BCEM JIUCIMIUIMHAM y4eOHoro rurana. OLeHKH BBICTABISAIOTCS 10 S-0aibpHOM cucTeme:

e 5 (OTIHMYHO),

e 4 (xopouio),

e 3 (YIOBJIETBOPUTEIHHO),

e 2 (HEyIOBIETBOPHUTEIBHO).

OcHoBHBIE (POPMBI KOHTPOJIS yueOHOH paboThI:
3adeT, sK3aMeH

Texkynui KOHTPOJIb 3HAHUU

4.2. [Ipome:kyTOUHAS aTTeCTALMS
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4.2.1. IlepeyeHbp KOMIETEHIHUH ¢ yKa3aHHeM 3TamnoB HX (POPMHPOBAHHUS B Ipouecce

OCBOEHHSI 00pa30BaTeJILHONH MNPOrpaMMbl.

KOMIIETEHIUI € y4eTOM 3Tana ux ()OpMUPOBAHUS

Iloka3zaTtenu wu KPpUTEPUA OLCHUBAHUNA

Kon HanmenoBanue Kon HaumeHnoBaHMe dTamna OCBOCHUS
KOMIICTCHIIN KOMIICTCHII N 9Tara OCBOCHHUA KOMIICTCHII N
KOMIICTCHIINHN
[IKc OCII -6 | Cnocobnocts mpumenarts | [IKc OCII-6.3 | CmocoOHOCTh MPUMEHSTH ITPH
MH(OPMALIMOHHBIE penreHnn npodecCHOHATBHBIX
TEXHOIOTMH Ul PCIICHUA 3aJ1a4 OCHOBHBIE METObI, CIIOCOOBI
NPUKTaIHBIX  (PHHAHCOBO- ¥ CPEJICTBA TIOJyUYEHH S, XPAHEHHS
IKOHOMMHCCKHX 3a/1at U TIpe100paboTKku HH(pOpMaInH,
yIPaBIATh B3aUMOOTHOILIEHUSIMHU C
kmuentamu (MSD CRM) B
MPEAITPUHUMATENBCKON
JEATEIbHOCTH. B TOM YHCIIE C
UCIIOJIb30BAaHUEM COBPEMEHHBIX
UHGOPMAIIMOHHBIX TEXHOJIOTHH U
IPOrpaMMHOTO 00€CTIeUEHHUS.
ITan ocBOeHHs IMoka3artenb Kpurepuii oneHuBanus
KOMIIEeTEHIIUHN OIICHUBAHUA
[IKc OC II - 63| YMenue ananusupoBath | OnpenensieT BO3MOXKHBIE PHUCKH TPHU
CriocoOHOCTP ~ TPUMEHSATH | OLIEHKU 110 | BHEIPEHUU CRM CUCTEM
npu pELIeHUH | MOKA3aTeNsIM: (TexHUUYecKHe, OusHec PUCKH,
npoeCCUOHATIBHBIX  3a/1a4 | TUHAMHUKA IPOJAX, | OPraHU3aLMOHHBIE). PaccuutsiBaer
OCHOBHBIE METO/IbI, CIIOCOOBI | IIUKJI MPOJaX, CyMMa | OIIEHKH [0 TOKa3aTesisiM: JUHAMUKa
U CpeAcTBA  MOJIydeHUs, | 0OpaOOTaHHBIX 3BOHKOB | IPOJAX, LUKI  NPOJAX, CyMMa
XpaHeHus: U NpefoOpadOTKH | U JIUJOB U JPyTHE. 00paboTaHHBIX 3BOHKOB M JIUJOB H
uHpopManuy,  ynpasisTh | [[puMEHsSeT  OCHOBHEIE | APYTHE.
B3aMMOOTHOIIEHUSMU C | METOJBI YMeHne NpUMEHSTbh OCHOBHBIE METO/bI
kauentamu (MSD CRM) B | npencraBieHus U | IpEACTaBICHUS uHpopMaun u
peANPUHUMATEIIbCKOMN aIrOpUTMBI 00pAOOTKU | aNrOPUTMBI  OOpaOOTKM  JAaHHBIX B
NESTEIbHOCTU. B TOM 4YHCIE | JAHHBIX, UCIIOJIB3YET | COBPEMEHHOM IPOrpaMMHOM
c UCIOJIb30BaHuEM | HU(POBBIE obecrnieueHuu JUTS peueHus
COBPEMEHHBIX TEXHOJIOTMH JUIs | Tpo(eCCUOHATIBHBIX 3a7a4
MH(OPMaLIMOHHBIX pereHus
TEXHOJIOTHH U | npodeCCHOHATIBHBIX
MIPOrpaMMHOI0 3a/1ay.
o0ecreyeHusI.
4.2.2. ®opMma u cpeacTBa (MeTObl) NPOBEJCHHUS IPOMEKYTOYHON aATTeCTALIUH
(I)Oprl KOHTPOJIA MO JUCHUILJIMHE. KpuTeplm OLICHKHN 3HaH](ll7[, YMeHHﬁ, HaBBbIKOB
Hmozoewtii konmpons. J{nsi KOHTPOJIE YCBOEHHS JAHHOW JUCUUIUIMHBI y4eOHBIM

IIJIAaHOM IPEAYCMOTPEH: 3a4U€T C OLIEHKOM.
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Texywuit konmpons. B TedeHne ceMecTpa IpeayCMaTpUBacTCs BBIIIOJIHEHUE U 3allUTa
MPAaKTUYECKUX YMPaKHEHWH M CAMOCTOSTENBHBIX padoT B mH(popMarmonHoi cucteme CRM,
TECTUPOBAHUE IO OTIEIbHBIM pazfieiaM AUCHUIUIMHBI. Pe3ysabTaThl BBIOJHEHHUS 3TUX padoT
SIBJISIFOTCS. OCHOBAHUEM ISl BBICTABIICHHS OLIEHOK TEKYILIEro KOHTpoJid. BelmonHeHue Bcex
paboT sBisieTcst 0053aTENBHBIM JIJIS1 BCEX CTYJICHTOB.

HTOoroBelii M TEKyWIMI KOHTPOJb OCBOEHHS CTYAEHTOM Kypca OCYUIECTBIIAECTCS B
pamkax OayuIbHO-pEHTHHIOBOM CHCTEMBI, MpeaycMOTpeHHOW THUHOBBIM MosiokeHneM «O
MIPUMEHEHUHN OaJlIIbHO-PEUTHHTOBOM CHCTEMBI OIIEHKH yCIIEBAeMOCTH CTYACHTOB B Poccuiickoit
AKaJneMHMH HapOJHOTO XO3siicTBa M rocyaapcTBeHHOU ciyxObl mpu [Ipesunente Poccuiickoii
denepauum.

VYCenemHocTh  OCBOEGHMSI  CTYAEHTOM  JIHCHMIUIMHBI  OLICHMBAETCS IO  LIKAJIe,
MakcuMaibHasi cymma OaioB kKoTopoi paBHsercs 100 (cra Oammam). OreHka SIBISETCS
KOMIUJIEKCHOH W BBIBOAMTCS Ha OCHOBAaHUM PE3yJIbTATOB HTOrOBOTO 3adeTa/sK3aMeHa I1o
OKOHYAaHHMH Kypca U JaHHBIX O TeKyIllel paboTe CTy/IeHTa B y4eOHOM IpOIlecCe.

HToroBast o1ieHKa Mo AUCIUIUIMHE, B COOTBETCTBUH C OAJTLHO-PEUTUHTOBOM CUCTEMOM,
MIPUHSTON B aKaJeMHH, SBISETCS KOMIUIEKCHOM OIEHKOH KauecTBa yueOHOU paboThl CTYICHTOB
B TEUYEHHE BCEro cemecTpa U (opMupyercs, HCXOAs M3 CYMMbl HaOpaHHBIX OaioB,
IIOJIYYEHHBIX II0 BCEM BHJAM TEKYLIETO KOHTPOJISA, IOCEIAEMOCTH JIEKLIUN, MPaKTUYECKHUX

(ceMuHAPCKUX) 3aHSATHH.

4.2.3. TunoBble OLIEHOYHbIE CPEICTBA

Cnucox BONPOCOB /151 OATOTOBKH K 3a4eTy C OLIeHKOI:
1. CRM-cucremsl B mupe. TeHeHIIuN pa3BUTHSL.

Anamus cocrosauss CRM-cucrem B Poccun.

ITpuopuretsl nons3osarens CRM. 3anauu.

CRM: nipo0eMbl ¥ IEPCIEKTHBHI.

Ob6nauynass CRM: 1tocbl 1 MUHYCBI.

HeckronHas CRM 1muitocbl U MUHYCBI.

Kak noHsTe, uto KOMnanuu Hy»xHo or CRM?

MosxHo nu oboiituck 6e3 CRM? Korna ue crout BHenpsitb CRM?

A e A R

Hackonbko 3Ha4MM MOOUIIBHBIN 1OCTYy™?

—
)

.CRM, kak crtparerus u CRM, Kak HMHCTPYMEHT, KOTOpPBIM MOJAECPKUBAET ATy
CTpaTETHUIO.

11. Pa3nuunable THIOBI MOAEIIEN KIIUEHTA.
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12.

13.

14.
15.
16.
17.
18.
19.
20.
21.
22.
23.
24.
25.

26.

Onuimre pojb OCHOBHBIX THUIIOB 3alUCed, UCHOJIB3yeMbIX B Microsoft Dynamics
CRM.

Oynknmn CRM-cucreM: yIpaBiaeHUE MapKETHHIOM, NpOJakaMH, KIMEHTCKOU
0a30i1, CEpBHCOM.

VYnpasienue MapkeTHHroM kak ¢pynkuueit CRM-cucrem.

VYnpasnenue npogaxkamu kak ¢pynkuueit CRM-cucrem.

VYrpanenue kmueHTCKoU 0a3oi kak ¢pyHknueir CRM-cucrem.

VYnpasieHnue cepBucoM kak ¢pyHkuneit CRM-cuctem.

YTo HYKHO cAeNaTh YTOObI CO3AaTh HOBOE OOpalleHHE.

Korna u kak ucnons3yrorcst Konkypentsl u JIuteparypa.

[Ipouecc «Co3nanue u paboTa ¢ HOBBIMH U CYIIECTBYIOIIMMH KIHEHTaMI.
Onumure B3aMMOCBS3b MEXKIY 3alIMCHIO KIIMEHTA U 3alMChI0 MPOJaXK.

Onumure pasinyHble cTaTychl BO3MOXHBIX CIIENOK.

Ompenenure 0coOOEHHOCTH U npeumytiecTBa Karamora npoaykium.

[Ipouecc «Co3nanue u nojaaepkKa rpymibl 00bEKTOB JUIsl KaTajaora MpoayKLIHuN.
Cozpanne MNpalc-IMCTOB M HACTpOMKa WX Ul pa3iM4YHBIX  KIWEHTOB,
MapKETUHIOBBIX KAMIIAHUI U CIIEUAJIBHBIX MTPENTIOKEHUI.

[Ipumenenne WHGOPMAIMOHHBIX CHCTEM YIPABICHHUS B3aWMOOTHOIICHHUSIMH C

kimentamMu (CRM) a1 moaiep KK MapKETHHTOBOM JESTEIHBHOCTH TPEATIPHSITHS.

Ynpa)KHeHWA KOMNbIOTEPHOTO NPaKTUKYMa

KommnbroTepHblil mpakTuKyM npoBoauTcs Ha 6a3y o0ixauHoit CRM, HacTpoeHHOM 1yist

y4eOHBIX Tiesiell. Kaxk il cTyIeHT paboTaeT o1 CBOMM YHUKAIBHBIM UMEHEM, C KOTOPBIM OH

aBTOpHU3YyeTCs B cucTeMe. J[J1s1 BBIMONIHEHUS yIIPaKHEHUH, 3aTParuBaoluX OOJbIIYIO YacTh

pa3znenoB CRM cucremsl CTyZieHTaM NMpeIoCTaBIsI0TCS paclIMpeHHbIe MpaBa JocTyna. Bee

CTYJCHTHI OJTHOM Ipynmbl paboTarOT B 001Iei 6a3e 1 MOTYT HaOIIOAATh Pe3yIbTaThl JCHCTBHIA

APYT APYTa, 9TO MO3BOJISIET MPOBOIUTH KOJUIEKTUBHBIN pa30op OMMOOK U 00CYKIEeHHs Ha

3aHATHH.

Hwxe npuBeneH ¢pparMeHT 3a1aHusi KOMITBIOTEPHOTO MPAKTUKYMa.
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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.

I-[ nRIiANnLIT
OpraHusauma KOHTaKT

MnAnuuTr NiaranaTnnAa

EonHuubl nsmepeHms LleHbl KoHKypeHT

IAuiranar
MepBrYHbIN ObpaLueHune

Dn‘:)nlln\_l.lLll_ID lalaVaNa VAV |
Lencreus

MnannAwaAawuiIsta A NnArcIIALIVARIA

MepBoe BTopoe [encteua B Kaxaom

3aKasbl

Cyet

Ixana oneHuBaHuA.

OuenuBaeMblil pe3yJbTaT banasi mo 100 6aabHOM mIKaJe
10 ynpaxknenuit o 5 6amioB 50
CamocrostenbHas pabora 10
Tect 20
OTBeThl Ha BONPOCHI Ha 3a4eTe 20
Kpurepun onenuBanus Onenka
O3znakomiienue ¢ uHbopmarmonHon cucremoi kiracca CRM. Brenenue | 3ader

B Microsoft Dynamics CRM
OBnajmen TNpPaKTUYECKUMHU HAaBBIKAMH Ha MOAYISIX «YTIpaBJieHUE
POTaKaMm», «YnpaBieHue MapKETHHTOM, «YmpasieHue

obcmyxuBaHueM» rporpammuoro mnpoaykra CRM. IlpuobOperenue
MPaKTUYECKUX YMEHUH U HABBIKOB BBITTOTHEHHUS HEOOXOMMBIX PacueTOB
M aHAIUTUYECKUX  OIEHOK  BbIpabOTKa  MpodeccroHaTbHBIX
KOMIIETEHTHBIX HaBbIKOB NeSITeNIbHOCTH, CIOCOOCTBYIOLINX
dbopMUPOBaHHIO HEOOXOAMMBIX KayecTB MPHHATHS YIPABICHUYECKUX

bamer 40-100
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pEIIeHU CTPaTerMueckoro W TaKTUYECKOro XapakTepa B cdepe
(MHAHCOBOTO yIIPABJICHHUS.

He o3nakomnenne c¢ wuHpopMarmoHHoi cucremoir kimacca CRM.
Brenenue B Microsoft Dynamics CRM

He oBmamen mpakTHYeCKMMH HaBBIKAMH Ha MOAYISIX «YTIpaBlIeHUE
TIPOIKaAMID), «YmpagieHue MapKETHHTOM, «YTpaBicHHe
obcmyxuBanuem» mnporpammuoro mpoaykta CRM. He npuoOpereHsl | Hesayer
NPAKTHYECKUE YMCHHUS M HABBIKM BBITIONIHEHHST HEOOXOAUMBIX pacuetoB | bamier 0-39
U aHAIATHYCCKUX  OICHOK,  BBIPAOOTKH  MpodeccHoHATbHBIX
KOMIETEHTHBIX HaBBIKOB NeSITeNIbHOCTH, CHOCOOCTBYIOLINX
(GOpPMHUPOBAHNIO HEOOXOAMMBIX KadeCTB NPHHATHS YIPABICHYCCKUX
pelIeHU: CTPaTerHueckoro W TaKTUYECKOro XapakTepa B cdepe
(hMHAHCOBOTO yIIPABJICHHUS.

4.3. MeTonnueckne MaTepHaJibl

[Iponiecc u3ydyeHUs: OUCUUIUIMHBI «YTPABIE€HHWE B3aMMOOTHOLIEHUSMH C KIUEHTaMU»
BKJIIOUAET CAMOCTOSATEIBHYIO pab0Ty 00yJarOIIuXCsl.

[TomyuenHbie Ha JIEKIUAX U CEMUHApAX 3HAHUS MOMJIEKAT PACIIMPEHUIO U 3aKPETIICHUIO
B TIPOIlECC€ CaMOCTOSTENbHOW  Hay4HoW  paboTel. CamocTosTenbHas  IMOATOTOBKA
oOydaromerocsi K JEKIUU 3aKII04aeTcs, MPEeXIe BCEro, B MEPEYUTHIBAHMM KOHCIEKTa
MPEAbIAYIIEH JICKIHUH.

CamocrosiTenbHasi TOATOTOBKA K CEMUHApaM M MPAKTUUYECKUM 3aHATUSM 3aKII0UaETCs B
MIPOYUTHIBAHUU KOHCIIEKTa COOTBETCTBYIOLIEH JIEKIIMU (€C/IM OHA YUTAJach MO JAHHOU TeMe),
YTEHUU COOTBETCTBYIOIIETO pa3jienia ydyeOHHMKAa W MEepPBOMCTOYHUKA, MOAOOp MPUMEPOB,
CUTYyallUid, pEeLICHHUE 3aJaHuUsl.

PekoMenaanuu o yTeHUI0 y4eOHOMN JIUTEPATyPhl

B mHacrosimee BpeMs wumeercss Oo0nbIIOe KOJMYECTBO YUYEOHHKOB IO TpoOsiemMam
«YnpaBlieHHE B3aUMOOTHOIICHUSIMU C KIMEHTaMW». B KaXXJOM HW3 HHUX BBIpa)XaeTcs
oTpe/ieNieHHas! MO3UIUS aBTOPa OTHOCUTENBHO YPOBHS M CHEIM(DHUKU M3II0KEHUS OTACTHHBIX
pasnenoB, TeM. JTO MPUBOAUT K TOMY, YTO OINpPEICIICHHbIE BOIPOCHl MOTYT OBITH BOOOIIE HE
BKJIIOUEHBI B YUEOHUK.

UreHne MOXeT ObITh O3HAKOMHUTENBHBIM M H3y4YaomuM. Lleapio 03HaKOMUTEIBHOTO
YTEHUS SIBISICTCS OCTJIBIN MPOCMOTP KHHTH, BBISICHEHHE TOTO, HY)XKHA JIM OHA, KaKHe MMEHHO
YaCTH MOKHO OYJIET UCTIOJIb30BAaTh.

ANTrOpuUTM 03HAKOMHUTEIBHOTO YTEHMS

1. M3yuenue coaepkaHus TUTYJIBHOTO JIUCTA, BBIYWICHEHWE TOYHOTO Ha3BaHHS PalboTHI,
€€ aBTopa U MpeaHa3HAYCHUSI.
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2. 3HaKOMCTBO C aHHOTALMEW WU MPEAUCIOBUEM.

3. 3HaKOMCTBO C OIJIaBJICHUEM, BBISIBJICHHE HHTEPECYIOIINX BOIPOCOB.

4. HeropomnuBoe MepeNUCThIBAHUE CTPAHMUIl C II€JIbI0  «CXBATbIBAaHUS) OOIIEro
COJZIEpKaHUS U XapaKTepa U3JI0KEHUSI.

5. BHMMaTenbHOE YTeHNE HYKHBIX MECT.

N3yyaromiee ureHne UMEET LIENIbIO JETAIbHOE YCBOCHUE BCETO COAEpKaHUs pabOThl MK
KakoW-TO ee 4acTh. Ero pekoMeHayeTcsi HaUMHaATh MOCJIE O3HAKOMHUTENbHOTO 4yTeHusa. OHO -
MEJJIEHHOE, HETOPOIUIMBOE, BKIIOUaroliee B ce0s BO3BpaThl K TEKCTy, MOBTOPEHHUS U
COIIOCTaBJICHUs MaTepuana. Eciau BcTpedaercst Cl0BO, 3HAYEHHE KOTOPOTO HESACHO, CIEAyeT
YTOYHHUTH €ro B cioBape. Pabora co cioBapem o0sieryaeT yCBOGHHE MaTepHaia, CliocoOCTBYET
OCO3HAHUIO €ro CMbICTIA, OBJIa/IEHUIO MTPO(hecCHOHANBbHON IEKCUKOH.

B mpormecce wusydaromiero uTeHHs COBEPIICHHO HEOOXOAMMBI paboune 3amucu U
BoIMUCKU. Ecnn oOyuwaromuiics paGoTaeT ¢ COOCTBEHHOM KHHUIOM, TO TOMETKH, 3aIUCH,
MIOAYEPKUBAHUSA MOXHO JejaTh HOpsMO B Hed. IIpu 3TOM KenmarenbHO IOJIB30BAThCS
SKOHOMHOM CHCTEMOM YCIOBHBIX 0003HAUECHUA:

- 3HaKku oo0penus (momguepkuBanue, "!", NB - Nota Bene - oOpaTuTh BHUMaHHE | T.1.),

- 3HaKU BO3paxeHus («?», BOIPOCUTEIbHBIE CIIOBA U T.11.),

- 3HaKU JIONOJIHEHUS (CTPEIKH, 3alIUCH THMA: «CM. TAKKE ...» U T.11.).

B cnyuae paboTsl ¢ anekTpoHHOM kHUTrOM B popmaTe PDF pekomenayercs monb30BaThes
cpencTBaMu KOMMeHTHpoBaHus, peaoctabiseMbiMu Adobe PDF Reader, Takumu kak Mapkep
u BcraBka kommenTapus. (Kuura «Jlo6ona JI.B. Microsoft Dynamics CRM», noctynHa B PDF
dbopmare).

B 6ubnuoreyHoll KHUTE NeiaTh MOMETKH HEMO3BOJMTEIbHO, MO3TOMY CIEAYET JeNaTh
BBIITMCKH OTAENIbHBIX IIUTAT, TE3UCOB WJIM KOHCIIEKTUPOBAHUE.

KoHCIEKT - 3T0 cKaToe M3JI0)KEHHE BCETO CYIIECTBEHHOTO B COACPXKaHUM M3y4aeMOIo
Matepuana. OCHOBHbBIE HJI€H, IOJOKEHUS W J0Ka3aTebCTBA M3JIaraloTCsl B MOPSJIKE HX
OCBEIICHUS B M3y4aeMOM HCTOYHMKE. llepen KOHCIEKTMpOBAHMEM MPOUCXOIUT MEPBUYHOE
YTEHUE HWCTOYHHMKA M JIUIIb IOCJIE€ TOr0, KaK TEKCT IOHAT, €ro CIeAyeT KOHCIEKTHPOBATb.
PexkoMenayeTcs mucaTh KOHCIEKT JIMILIb HA OJHOW CTOPOHE JIMCTA.

JUis ycBOeHHMsl MarepHajia CyIIECTBYET HECKOJIbKO croco00B. Camblii M3BECTHBIN - 3TO
IIPOCTOE MOBTOPEHHE, KOTJa MaTephall BOCIPOU3BOAUTCS HECKOJIbKO pa3. [pyroit cmocob -
MBICITUTENIbHAs 00paboTka Marepuasia, KOTopas IpeaycMaTpUBaeT COMOCTaBICHHE HOBBIX
JAHHBIX C YK€ HW3BECTHBIMH, MX OLIEHMBAHHE, OCMBICIICHUE CBS3€d MEXIY SIBICHUSAMH,
MOHATHAMH, KaTeropusMu. Takas paOoTa MO3BOJISIET YCBOMTH €ro Ha 0Ooyiee KauyecTBEHHOM

YpOBHE. DTOMY CIIOCOOCTBYET COCTABJIEHUE CTPYKTYPHO-JIOTHYECKUX CXEM.
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CucremaTnueckoe KOHCIIEKTUPOBAaHUE MIEPBOMCTOYHHUKOB, HE MEHEE 2-3 10 OAHOM TEME.

W3yuenne Hay4HOW IMTEpaTypbl IODKHO OBITH OPraHWYECKH CBS3aHO C HM3YYCHUEM
MaTepuaia JIeKIHMH, YTEeHHeM Y4YeOHMKOB M Tocieayromeil padoTtoit (MOArOTOBKOM K
3ayeTy/3k3amMeny). Ilpu uTeHMn Hay4HBIX TPYJIOB HEOOXOAMMO MOJApoOHEee pa3o0paThecs B TeX
BOIPOCAX, KOTOpPbIe OBLIM HaMEUEHBI, HO HE PACKPHITHI Ha JICKIHAX, OOpAaTUTh BHUMaHHE Ha
HIOAHChl M OCOOEHHOCTH, KOTOpbIE OBLIM YNOMSHYTHI B JeKuusaxX. IIpu camocTosTesbHOM
M3YYEHUU HAy4YHOW JIMTEpaTypbl OUEHb BAXKHO COMOCTABISATh TEOPETHUECKHUE TOJOKEHUS C
peabHBIMU SBJICHUSAMH, HAOIIOAaEMBIMU Y c€0sl U BOKPYT. DTO MO3BOJIUT JIy4llle MOHATh, YTO
O3HAYal0T HM3y4yaeMble IO KHHUraM SBJICHUS B JKU3HU. KOHCIEKT HE0O0XOAMMO JIOMOJHUTh
COOCTBEHHBIMH MBICIIIMH M TPUMEpPaMU M3 JKU3HH, YTO 00ECNeunBaeT MOJIKPEIUICHHE U
yriay0JIeHHOE IOHMMAaHUE U3Y4aeMOro COJIepyKaHMUs.

CamocToATeNnbHBI  yuyeOHbIM TpyA oOydarommxcst Ha 00s3aTeNbHBIX AyAUTOPHBIX
3aHATHSX (JIEKIIUH, CEMHHAD).

[lonroroBka K 3aHATUAM OCHOBAaHAa Ha IUIAaHAX 3aHATUH, pa3pabaThiBaeMbIX
npenoaaBateneM. OCHOBHOE TpeOOBaHKE K MOATOTOBKE M YUAaCTHIO O0YYAIOUINXCS B 3aHITUAX
3aKJII0YAeTCsl B TOM, UYTO OOYYaroLIUiics JOJIKEH CaMOCTOSITEIbHO FOTOBUTHCS K 3aHATHUAM M
TBOPYECKH B HU3 Y4acTBOBaTb. TpeHUpOBOUYHAs (DYHKIMS 3aHATHHA HE JOJDKHA MPUBOJIUTH K
MaKCHMaJIbHOMY aBTOMAaTU3My MPAKTUYECKUX HABBIKOB.

OTanel IMOATOTOBKH K 3aHATHAM BKIIIOYAIOT: MOBTOPCHUC YIKE HMCIOMIUXCA 3HAHWUM 10

KOHCIICKTY, a 3aTcéM II0 y‘le6HI/IKy; erIY6J'IeHI/Ie 3HaHUM 110 TEME C MCIIOJIL30BaAHUEM

peKOMeHHOBaHHOﬁ JIATCPATYPHBI; BBIIIOJIHCHHUEC KOHKPCTHOT'O 3aaHusAd (BBIHOJ'IHGHI/IC
MPAKTUYCCKUX 3a,Z[aHI/II7I, COCTaBJICHUEC OTYCTOB U T.H.).
Kaxc):[oe u3 npeayCMOTPCHHBIX KOHTPOJIbHBIX MepOHpI/IHTI/Iﬁ OLCHHUBACTCA

COOTBETCTBYIOIIUM KOJMYECTBOM OayioB (B 3aBUCUMOCTHU OT IIKaJbI), 00IIas cyMMa KOTOPBIX
SIBIIICTCS TIOKA3aTelieM YPOBHS OCBOCHHUS CTYJACHTOM JaHHOW Y4YeOHOW JUCIUIUIMHBL.
Pacnipenenenne OaymuioB 1enecooOpa3HO TPOM3BOIUTH B 3aBUCHMOCTH OT 3HAYMMOCTH
KOHTPOJIBHOTO MEPOTPUATHS H, MPEACTABISACTCS ONTHUMAIBHBIM CIEAYIOIIee COOTHOIICHHE
OamnoB peitunra (tadnuna 1).

Tabanua. PeiTHHroBbIE OlIeHKH KOHTPOJILHBIX MepONpUSTHI

Buvinonnenue Pyoesicnbiit Konmposns 3auem/sK3amen Oobwiee Konuuecmeo
YRpadicHeHuii - oannos
Camocmoamensnasn
paboma, mecm
Max Min Max Min max Min Max Min
50 20 20 10 20 10 100 40
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HtoroBeiii 0amia HavyUCIAETCS CTYACHTY 3a BBbIIIOJIHCHUC 3aJIaHuM IPaKTUKYMOB,

BBITIOJIHEHHE KOHTPOJIBHON MPAaKTHUECKOM pabOThI U OTBETHI Ha 3a4eTe/IK3aMEHe.

IlepeBoa 6an10B peiiTuHra

bannsr
(pedTHHrOBOM
OLIeHKH), %

OneHka

TpeboBaHMs K 3HAHUSAM

100-40

«3auteHo»

OneHka «3auT€HO» BBICTABISIETCA  CTYIEHTY,
€CIM OH HUMEeT 3HaHHsS TOJIbKO OCHOBHOIO
Marepuaga, HO HE YCBOWJI €ro JeTalew,
JIOITyCKaeT HETOYHOCTH, HEJ0CTaTOYHO
IIpaBUJIbHBIE (hopMyYIHPOBKH, HapylIeHUs
JIOTMYECKON MOCIE0BATENIBHOCTU B U3JI0KEHUU
MIPOrpaMMHOTO Marepuana, UCIBITBIBAET
3aTpYJHEHUS] TIPU BBIIOJHEHUH MMPAKTHUYECKUX
pabor.

VY4eOHble MOCTHKEHUSI B CEMECTPOBBIN NEpUoa U
pe3ysbTaTaMu pyOexHOTrO KOHTPOJIA
JEMOHCTPUPYIOT JOCTaTOYHYIO
(YIOBIETBOPUTENBHYIO) CTETIEHb OBJIAJICHUS
MIPOrpPaMMHBIM MaTEPHAJIOM.

39-0

«HE€ 3a4TCHO»

OueHka «HE 3a4TEHO» BBICTABISIETCA CTYACHTY,
KOTOpbIH  HE  3HAaeT  3HAYUTEIBHOM  YacTH
MIPOTrPaMMHOTI0 Marepuana, JIOTTYCKaeT
CYIIECTBEHHBIC OIIMOKH, HEYBEPEHHO, C OOIBIIMMHU
3aTPYJHEHUSMHU BBITIOJHAET MPAKTHYECKUE DPaOOTEHI.
Kak mpaBumo, oreHka «HEYAOBICTBOPUTEIHHOY
CTaBUTCA  CTyJEHTaM, KOTOpble = HE  MOTYT
MPOJIOJDKUTh ~ OOy4eHHe 0e3  TOTOJHUTEIhHBIX
3aHATHI IO COOTBETCTBYIOIIEH AUCLHUILIINHE.
VYueOHBIC MOCTHKEHUS B CEMECTPOBBIA TEPHUOT U
pe3yabTaTamMu pyOexHOrOo KOHTPOJIA
JEMOHCTPHUPOBAIN HE BBICOKYIO CTEIICHb OBJIAJICHUS
MPOrPaMMHBIM ~ MaTE€pPHAIOM 10 MHUHHUMAJIbHOU
IUTaHKE.

5. Metoauyeckue yKazaHusi AJs 00y4ar0lUXcs M0 OCBOEHUIO THCIUTLIUHBI

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

CleAyeT yIenuTh BHUMaHue He ToJIbKo CRM KoMIblOTEpHBIM TexHOOrHsM, HO 1 CRM, kak

YaCTH CHUCTEMBbI YIIPpABJICHUA (bHHaHCOBLIM YUPCIKACHUCM. Crour O6paTI/ITB BHHMMAaHHEC Ha

ucnonb3oBanue CRM B «IIporpammax JOSUIBHOCTH», aKTHMBHO IPOJIBUTAEMBIX OaHKaMU H

OpYTUMHU (PUHAHCOBBIMU OpPraHU3ALMSIMH.

O6umaunsbrit BapuanT Microsoft Dynamics CRM, maet cTyaeHTY BO3MOXKHOCThH pabOTHI €

cucTeMoi ¢ Jr00ro ycrpoiicTBa, numeromero BeixoJ B MHTepHer. IlosToMy pekomenmyercs
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MPU/TIOCIIE YTeHHs Y4eOHOTO MaTepuaia CaMOCTOSTEIbHO POBEPSITh BO3MOXKHOCTH yUueTa BCEX
B3aMIMOJICHCTBHI C KJIMEHTOM B MH(OPMAIIMOHHOW CHUCTEME C TE€M, YTOOBI Ha MPAKTHYCCKHX
3aHATUSAX C TPEIoJaBaTeeM, COCPEIOTOYUTRCS Ha BOMPOCAX, BBI3BABIINX 3aTPYyIHEHUS TPHU
CaMOCTOSITEIILHOM U3yYeHHH MaTepHala.

Jl1is mosy4eHus: HaBBIKOB MCIONB30BaHus (prHaHCOBOM mH(OpMarmu, yautbiBaemoid B CRM,
JUIS TIOJTOTOBKH TPUHSATUS PEIICHUNW TIO YIYUYIICHHIO SKOHOMHYECKOW JeSATEIbHOCTH
MPEIPHUSITHS, CIeIyeT 0OpaTUTh 0co00¢ BHMMAHHWE Ha WCIIOJIb30BAHWE W WHIMBHIYATbHYIO
HacTpOWKy AHanuTHueckux rmaneneir B Microsoft Dynamics CRM.

Bunbl camocTosTeIbHOM BHEAY IUTOPHON PAOOTHI:

L4 MOBTOPCHUC JICKIIMOHHOI'O MaTCpUuajia U MaTcpualia y‘le6HI/IKOB;
° HoAroTOBKA I/IH(i)OpMaI_II/IOHHHX COO6H.ICHPII>1 I10 TeMaM AUCHHUITIINHBI;
o MNOArOTOBKAa K IIPAKTHYCCKHUM 3aHATHAM, BKIKOYAsd JOMAIIHIOK IIPAKTHUYCCKYIO

paboty B o6make MS Dynamics CRM 365
o MOJTOTOBKA K KEUCy

. MOJATOTOBKA K KOHTPOJILHOU padoTe (TecTy)

6. YueOHasi iuTepaTypa v pecypcbl HHGOPMANMOHHO-TEJIEKOMMYHUKAIMOHHOM ceTH
"UHTepHeT'", BKII0OYasi IepeYeHb y4e0HO-MeTOAUYEeCKOro odecnedyeHns I

CaMOCTOSITEIbLHOIM paﬁoTbl oﬁyqammnxm o JTMCIMIIJIMHE

6.1. OcHoBHas auTEparTypa.

1. Yepkammn, I1. A. CtpaTterus ynpasieHus B3auMooTHomIeHussMH ¢ kiauentamu (CRM) / I1
A. UYepkammH. — MockBa : HWurepHer-YHuBepcuter WHpopmanumonnsix TexHosorui
(MHTYUT), 2016. — 420 c. — ISBN 978-5-94774-643-3. — TekcT : 2IEKTPOHHBIN //
DNeKTPOHHO-ONOIMOTeYHAs cucrema IPR BOOKS : [caiiT]. — URL:
http://www.iprbookshop.ru/52212.html

6.2. lonoJiHMTEIbLHAA JIUTEPaTypa.

1. Brnosun B.M. HWHpopManuoHHbIE TEXHOJIOTUH B (PUHAHCOBO-O0AHKOBCKOHM cdepe
[OnexTpoHHBIi pecype] : yuebHoe nocobue / B.M. Bnosun, JI.LE. CypkoBa. — DneKTpoH.
TekcToBble JaHHble. — CaparoB: Al ITu Op Menua, 2018. — 302 c. — 978-5-4486-0237-5. —

Pexum noctyna: http://www.iprbookshop.ru/71737.html

6.3. Y4eOHO-MeTOAHYECKOE 0O0ecTIeYeHne CAMOCTOATEILHON padoThI.

He npexycmotpeno.
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6.4. HopmaTuBHBIE NPABOBbIE JOKYMEHTHI.
®enepanpublil 3akoH 0T 02.12.1990 N 395-1 (pen. ot 18.06.2017) "O 6ankax u 6aHKOBCKOM
nesTenbHOCTH" (C M3M. U 0TI, BCTYT. B cmity ¢ 27.06.2017), Ctatbs 30. OTHOIIEHUS 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
pYKOBOACTBO; 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/ - Texnomoruu CRM; noctyn
20.01.2020

5. https://www.cfin.ru/itm/crm/ — calT coOmepXHT OOJBIIOe KOJUYECTBO CTaTeH IO
WHPOPMAIIMOHHBIM CHUCTEMaM, IMPAaKTHKE WX BHEIPEHHs, HWCIOIb30BaHUS, SKOHOMHUYECKOM
oleHkH, gocryn 22.02.2020
6.6. Unble ncTOUHMKHN
1. The Definitive Guide to Customer Relationship... (Kindle Edition) by V. Kumar /
Pearson Education Inc, FTPress, — 2013 — 350 p.
2. Jlo6ona /I.B. Ilar 3a marom. Microsoft Dynamics CRM 2016, M.: 5KOM, — 2016.
— 150 c.
1. KyaunoB A. CRM: Ilpaktuka 3¢ dextuBHoro 6usneca. Uznanue 2. — M3narenbcTBo:
1C-ITa6mummar. — 2012. — 374 c.
2. Caak A.D. u ap. UndopmanimoHHble TEXHOJIOTUH yIpaBleHUs: YUeOHUK I BYy30B. —
CII6.: [Turep. — 2013. — 320 c.

7. MaTepuajabHO-TeXHHUYeCKasi 0a3a, HHGPOPMANMOHHbIE TEXHOJIOTHH, TPOTPAMMHOE

odecnieyeHne M NHGOPMANIMOHHBIE CIPABOYHBIE CHCTEMbI

Ba3bl JaHHBIX, HHPOPMALIMOHHO-CIIPABOYHbIE H MOUCKOBbIE CHCTEMbI
1.__www.biblio-online.ru —3nekTpoHHO-0nbMMOTeUHas1 cuctema [DbC] FOpaiit;

2.__http://www.iprbookshop.ru — Dnexkrponno-6ubauoreuynas cucrema [IbC] «Iprbooks»

3.__https://e.lanbook.com - DnexTpoHHO-O0uOIHOTEeYHAas cuctema [DBC] «Jlauby.

4.__http://elibrary.ru/ - Hayunas snextponHas 6udmauoreka Elibrary.ru.

5.__https://new.znanium.com 3nekTpoHHO-O0MOMOTeuHas cucreMa [IBC] «Znanium.comy. _

6.__https://dlib.eastview.com — Uadopmanmonnsiii cepBuc «East View.
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7.__https://www.jstor.org - Jstor. [loyiHbIe TEKCTBI HAyYHBIX JKypHAJIOB M KHHUT 3apyOeKHBIX

M37aTEILCTB.
8.__https://elibrary.worldbank.org - DnexTponHas 6ubnuorexa BecemupHoro banka.
9.__https://link.springer.com - [lomHOTEKCTOBBIE MOMUTEMATHYECKHE 0a3bl aKaJIeMHUYECKUX

JKypHaJIOB U KHHUT U3JIaTeIbCTBa Springer.

10._https://ebookcentral.proquest.com - Ebook Central. ITonHbIe TEKCTBI KHHUT 3apyOex HBIX

HAyYHBIX U3]1aTEIbCTB.

11._https://www.oxfordhandbooks.com - JlocTym K TIOJHBIM TEKCTaM CIPAaBOYHHKOB
Handbooks uznatensctBa Oxford mo mpeaMeTHbIM 00MacTAM: YKOHOMUKA M (PUHAHCHI,
npaBo, OM3HEC U yIpaBJeHUE.

12._https://journals.sagepub.com -  IlomHOoTekcTOBas  0a3a  HAyYHBIX  JKYpHAJOB

aKaJIeMU4YecKOro u3JaTeabCcTBa Sage.
13. CmpaBouHo-npaBoBas cucrema «KoHcyabTaHT».
14. DnexTpoHHBIN NEpUOINYECKUN CIPaBOYHUK «I apaHT».
IIporpamMHBbIe, TEXHUYECKHE U 3JIEKTPOHHbIE CPeICTBA 00y4YeHUs] U KOHTPOJIsI 3HAHMI.
AyIUTOpHM OCHALIEHBI KOMIIBIOTEPAMHM C BBIXOJIOM B HHTEPHET.
KomMmmproTepHble Kiaacchl i1 IPOBEACHUS IPAKTUYECKUX 3aHATUN

[TporpammHuoe obecrieuenue: MatepueT Opaysep, Microsoft Office.
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