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1. IlepeyeHpb NIAHUPYEMBIX Pe3ya1bTATOB 00y4eHUsI N0 JMCLHUIJINHE, COOTHECEHHBIX €

IIAHUPYEMBbIMH Pe3yJ1bTaTaMH OCBOEHHS MPOrPaMMbl

1.1. Qucuumnuna b1.B./1B.05.02 «YmpasieHue B3auMOOTHOIIEHUSIMU c kiaueHTamu (MSD

CRM)» obecnieurBaeT OBJIAJICHUE CIACAYIOIIMMH KOMIIETEHITUSMH:

UHQOPMAIIMOHHBIC
TEXHOJOTUU JUISl PEIICHHUS
NPUKJIATHBIX  (pUHAHCOBO-
HKOHOMHYECKHX 337134

Kon Haumenosanue Kon HaumenoBaHue »tamna OCBOCHHUS
KOMIIETEeHIIUU KOMIIETEeHIIUU JTara OCBOEHUs KOMIIETEHIIUU
KOMIIETECHIMN
[IKc OCII -6 | CnocobHocts mnpumensats | [IKec OC II - 6.1 CrnocoOHOCTh  MPUMEHSATh  TPH

pelieHnn npodecCHOHATBHBIX
3aJa4 OCHOBHBIE METOIbI, CTIOCOOBI
U CpEeICTBa MOJIyYCHUS, XPAHCHHUS
U T1penodopaboTku uHOOpMAIUH,
YOPaBISATh B3aUMOOTHOIIICHUSMU C
xmentamn (MSD CRM) B
MPEAIPUHUMATEIBCKOMN
NEeSTeTbHOCTH. B TOM YHCIE C
HCIOJIb30BaHUEM COBPEMEHHBIX
WHPOPMAIIMOHHBIX TEXHOJIOTHHA |
MIPOrpaMMHOTI'0 00€CIICUCHHS.

1.2. B pe3ynbraTe OCBOCHUS TUCIMILINHBI Y CTYIEHTOB JOJDKHBI ObITH C(HOPMUPOBAHBI:

OT®/TP Koa srana
(npu HAJIMYHMH OCBOCHUA Pe3yabTarhl 00y4eHus
npodgcranaapra) KOMIIETEeH MU

OoT® HA YPOBHE 3HAHUIA:
B. Pa3paboTka oTenpHbIX TeopeThyecKas OCHOBa yIIpaBJICHUS
(YyHKIIMOHATBHBIX B3aMMOOTHOIIEHUSMH C KJIMEHTaMHU; TEHICHIUU
HalpaBJIeHUH yIpaBiIeHus pa3sBUTHS COBPEMEHHBIX TEXHUYECKUX CPEACTB U
puckamu MH(OPMALIMOHHBIX TEXHOJIOTHH;
TD HA YPOBHE YMEHHUIi:
B/02.6 paboTaTh ¢ NPOrpaMMHBIMU KOMIUIEKCAMH 10
JloKyMeHTHpOBaHUE [Kec OC [[— 6.1 | YNPABICHUIO KIMEHTCKUMU B3aUMOOTHOIICHUAMY;
nporecca yIpaBICHUS ' MCIIOJIb30BaTh JUIsl PEIICHUS aHAJIUTUYECKUX U
pUCKaMu u yIpaBJIeHYEeCKHX 3a/1a4 HHPOPMaLlMOHHBIE
KOPPEKTHPOBKA PEECTPOB TEXHOJIOTHH
PHUCKOB B paMKax

HA YPOBHE HABBIKOB:
OTJEJILHBIX ousHec-

pasBUTHE U TONJEPKAHUE  JOJITOCPOUYHBIX
IpOLIECCOB u .

OTHOIIEHUH €  KIMEHTaMHu;  (OPMHUPOBAHUS
(YyHKIIMOHATBHBIX

. 3allpOCOB K NCTOYHHMKAM JJAaHHBIX.

HalnpasJIeHUH

2. O0bem U MecTO JUCHUILINHBI B cTpykType OII BO

Huctmmmuaa b1.B.JIB.05.02 «YnpaBnenue B3auMOOTHOIIEHUAMH ¢ KiueHTamu (MSD

CRM)» oTHOCUTCS K OJIOKY TUCLMIUIMH 4acTH, pOpMUpyeMOl yYaCTHUKaMU 00pa3oBaTeIbHbIX

OTHOLIEHUU. B COOTBETCTBMM C y4eOHBIM IJIAHOM, IO OYHOM (opme 0Oy4UeHMS IUCIHILTHHA
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ocBamBaeTcs B 7 ceMecTpe, o0Imas TPYyIOeMKOCTh JUCHUUIUIMHBI B 3a4ETHBIX E€IMHHIIAX
cocraiuseT 144 yacos (4 3ET).

Ha xoHTakTHYI0 paboTy ¢ mpernogaBaTeieM BoieneHo 64 yaca, 64 daca MpaKTHYECKUX
3aHATUN, HA CAMOCTOATENbHYIO0 paboTy 00yJaroImuxcs BeIAEICHO 76 yacoB A ouyHOU (/0.

dopma MPOMEKYTOYHOM aTTECTAIlMA B COOTBETCTBUU C YUYEOHBIM TJIAHOM — 3a4eT C
OILIEHKOW.

OcBoenne aucuummasl  b1.B.J[2.05.02 «YnpasieHue B3aMMOOTHOUIEHUSIMU C
knueHTamu» B cooTBeTcTBUU ¢ OIl BO 0a3upyercs Ha OCHOBE MOJYyUYEHHBIX paHee 3HaHUMN
oOydaromuxcs 1Mo TaKuM TpeaMeTaM Kak DKOHOMUYeckas MHpopMaThka, MartemaTudecKuit

aHaJIn3, AJITOPUTMHU3ALINS U IPOrPaMMHUPOBAHUE.

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

O0beM THCIHUIIMHBI, Yac. dopma
KonTakTHas padora TeKyllero
HanMenoBaHme Tem o0yvaromuxcs ¢ KOHTPOJISI
Ne n/m npenojaasaTesieM ycneBaeMocTu®*,
(pa3aesioB) Bcero Cp .
10 BUJIAM YUeOHbIX NMPOMEKYTOUHOM
3aHATHI arrecrangum***
J JIP I3 KCP
CRM B
Tema 1 HpEANPUHUMATENBCKOMN 32 12 12 O
JeSATENbHOCTU
Brenenue B
Tewma 2 UHQOPMAIHOHHYIO 28 12 16 K
cucremy CRM
Tema 3 | YmpaBiaeHue npojakamu 28 16 16 Ke
Tema 4 YTIpaBlIeHHe 28 16 16 0
MapKETHHTOM
Tema 5 VpaBIieHHe 24 8 16 0
o0CTyXKMBaHHEM
IIpomexxyTouHas aTTecTaus 4 3a0
Bcero: 144 64 76
¥t —  paspabomuux yxazvieaem HeobXooumvie opmbl MeKyue20 KOHMPOJ YCNeeaemMocmu.

xkoumponvusie pabomut (K), onpoc (O), keiic (Ke).

*AX - paspabomuux ykaszvieaem HeoOXoOumvle (opmbl NPOMe’CYMOuHOU ammecmayuu: 3avem (3a),
axzameH (3a).

Coaep:xanue TMCUMILIHHBI

Tema 1. CRM B npeanpuHUMAaTEIbCKOM AeSITEJIbHOCTH

Onpenenenne CRM. OcHoBHble KOMIOHEHTHI M HMHCTpyMmMeHTh CRM. UYro naer
npennpuaumatento CRM. Acnektst CRM. OcHoBHble neictBusa npu [Ipoaaxkax, MapkeTunre,
O6cayxuBanuu. 7 crparernii CRM. Mapopmarmonnsie cuctemsl noanep:xxku CRM

Tema 2. Beegenne B nunpopmanuonnyo cucremy CRM
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Opranmzanus ganHbix. OcHoBHbIE paszaensl: [Ipogaxu, Mapketunr, CepBuc. Tunbl JaHHBIX.
Tuner 3ammceit. Jlentsr mporieccoB. [lomp3oBatenu cuctembl U ux ponn. WMubopmarus o
NEUCTBUAX. AHATUTUYECKUE TTAaHEIH.

Tema 3. Ynpasienue npoaakamu

OcCHOBHBIE NOTPEOUTENIBCKHAE CLIEHAPUU MPOAAXK. 3allCU U JIaHHBIE B IpoIeccax MpOJax.
Wnurepec, Bo3MmoxkHas caenka, Kommepueckoe mnpeanokenue, 3aka3, Cuer. 3anmucu o
KOHTaKTaX, KOHKYpEeHTax W ToBapax (karamor mnponaykuuu). Ilpaiic — AHCTBI U cXeMbl
neHooOpa3oBanus. JlutepaTypa 1o mnpojakaM. YNpaBieHHE 3aluCAMU O NpojAaxax B
COOTBETCTBMM C JIEHTOH Ipoliecca MpoJAaX W Ha3HAUYEHHBIMH POJISIMH IOJIb30BaTENEH.
Hcnonb3oBanue (uHaHCOBOM MH(OpManuu, coiepxaiieiics B 3amucax o mpoaaxax CRM.
[locTpoeHne aHamUTHUECKUX TMaHened [y pa3paboTku A(P(GEKTUBHON CTpaTeruu IO
YJIy4IIEHUIO Y3KOHOMUYECKON JEATEIBHOCTH MPEATIPUATHSL.

Tema 4. YnpasiieHue MapKeTHHIOM

[ukn mapkeTuHra ¢ 00paTHON cBs3bl0. Co3/1aHNE U UCTIOJIb30BAHNE MAPKETUHTOBBIX CITMCKOB.
Hcnonp3oBanne monynei «bbpicTpeie kammanum» n «MapkeTHHroBele kamnanum» B CRM.
[labmons! kamnaHuil. Posb peructpanuuu AeCTBUM U MapKETHHTOBBIX CIUCKOB B KaMITaHUU.
Hcnonp3oBanue JlurepaTypsl Mo mpojakaMm B KaMIlaHUAX. 3aXBaT U yNPAaBICHHE OTKIUKAMU
Ha kamnaHuto. CBsizb ¢ VHTepecamum B Moayne npoaaxk. Vcmonb3zoBaHue (HUHaAHCOBOM
uHpOpMaLny, coieprkaleiics B 3anucsax o kammnanusx CRM.

Tema 5. Ynpasiaenue 00c/1y:kKuBaHHeM

OcHOBHBIE NOTPEOUTENBCKUE ClieHAapuu oOciyxuBaHus. CyIIHOCTH M THIIBI 3amMcedl mpu
00CITyKMBaHUM: KJIMEHTHI, cilydau (KeHchl), NeHCTBUS, ACHCTBHS IO pa3pelieHuio Kekca,
cTaThu 0a3bl 3HAHUH, TOTOBOPHI Ha 00cIyXKuBaHue, ouepenu. Knaccudukanus xeiicoB. Cszb ¢
KaTaJIorOM TOBApOB/yCIIyr. BO3MOXHOCTH oONpeneneHuss METPUK KadecTBa pa3peleHHs
kelicoB. Vcnosnbp3oBanue (UHAHCOBOM MH(OPMALIMH, COAEpIKaIIEHCs B 3alUCiIX O Keicax H
norosopax oociayxuBanuss CRM. Bo3M0XHOCTH MOZyJIsl paciiucaHusi 00CITy )KMUBaHHUSL.

4. MaTtepuaJjibl TEKylIero KOHTPOJISA yCIIeBA€eMOCTH 00yYAOIIUXCS M (POH OLEHOYHBIX

CPeACTB POMEKYTOYHOM aTTeCTAMH 0 JUCHUIINHE

4.1. Texkymuii KOHTPOJIb yCIIEBAEMOCTH

4.1.1. ®opMBbI TeKyLIEro KOHTPOJISA YCIIEBAEMOCTH

Tema (pazaen) MeTobl TEKYIIETO KOHTPOJIS YCIIEBA€MOCTH

CRM B npeanpuHumaTensckoit aestensaoctd | TECT

Beenenue B undopmarponnyto cucremy CRM | TECT

YrpasiieHre npoakamu KEIC
VipaBiicHHEe MapKETHHIOM OITPOC
VYpasienue 00cIy)KuBaHUEM OITPOC

4.1.2. MaTepuaJjbl TEKylLIero KOHTPOJISI YCIIEBAEMOCTH

Cnucox BONpocoB //Is1 NOATOTOBKH K onpocy 1o teme 1:
1.  CRM-cucremsl B Mupe. TeHaeHIMM pa3BUTHUS.

2. Anams cocrostana CRM-cuctem B Poccun.
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[Ipuoputers! nons3osatenss CRM. 3apaun.
CRM: npoOsnembl U IEPCIEKTUBHI.

O6naynass CRM: 1u1tochl 1 MUHYCHI.
Heckronnas CRM 1u1tocbl ¥ MUHYCBI.

Kak nonste, 4ro koMnanuu HyxxH0 oT CRM?

MoxHo nu oboiituck 6e3 CRM? Korna He crout BHenpste CRM?

o ® N kW

Hackonbko 3Ha4uM MOOMIIBHBIHN TOCTYI AJis oib3oBaTesnss CRM?
10. CRM, kak crtparerus u CRM, Kak HHCTPYMEHT, KOTOpPBIA TOAJACPKHUBACT ATy
CTpaTeruio.
11. PasnuyHble TUIBI MOJIeTIEH KITMEHTA.
12.  OnummTte pojib OCHOBHBIX THIOB 3amucel, HMCHOab3yeMbiXx B Microsoft Dynamics
CRM.

IIpumep BOonpocoB TecTa 1JIst TeMbI 2:

1. Yto takoe Bo3morkHas caenka?

() Obemranue KIMEHTa COBEPUINTH MOKYIIKY

() [NoTenmumanpHas mpogaxa

() To xe camoe, uro MHTEepec

() 3amnucek, co3naBaeMas pH MOATOTOBKE MPEIJIOKEHNUS C paclieHKaMu

2. Kakoit tun 3anucu B Microsoft Dynamics CRM cooTtBeTcTByeT

MOTEHIUATHHOMY KJIMEHTY?

() Opranuzanus

() Konrakr

() Knuenr

() MuTepec

() Bo3mosxknas cnenka

3. B kaxue 13 nepevrcIeHHbIX HIDKE TUTIOB 3aluceil Hemb3s npeodpaszoBats B HTEpec?

() Opraamzanus

() KonkypeHt

() Konrakr

() Bo3amoskHas caenka

4. Kakue u3 cnepyronux 3anuceid B Microsoft Dynamics CRM npumenstorcs

U1 HGOPMUPOBAHUSI MOTEHIIMATBHBIX KJIMEHTOB O MPOIYKTaX U IeHax?

() Uurepec

() 3aka3

() IpoxykTbl
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() JIureparypa

() [Ipemyioxenue ¢ paclieHKaMu

5. Kak Ha3bIBaeTcst HA0Op LIeH Ha NMPOJYKT, KOTOPbIE MOT'YT U3MEHATHCS IPU
OTIpe/IeNICHHBIX YCIOBUAX?

() Criucok CKuI0K

() Ipaiic-nuct

() IpoxykTbl

() IIpenyioxenue ¢ pacieHKaMu

() Enunune usmepenus

6. SBnsercs nu npuMeHeHue 3anuceil MIHTepecoB 00s13aTENbHBIM B MPOLIECCaX
npoaax?

() Ha

() Her

7. SIBusieTcst i cleAyroIiee YTBEPKACHUE UCTUHHBIM WK JOKHBIM? JIOKYMEHT TUTEpaTyphl
MO>KHO BJIOKHTH B COOOIICHHE AIEKTPOHHON TOYTHI.

() Ha

() Her

8. Kakwue u3 cieayronyx TUITOB 3ammuceil MO>KHO rpeodpa3oBath B KoHTakT?
() Opraamzanus

() KonkypeHnr

() Uurepec

() Bo3mosknas cnenka

9. Kakue u3 ciaenyronux Tunos 3anuceid B Microsoft Dynamics CRM npencraBisitoT
MOTEHLIUATBHYIO MPOJIaxy?

() KonkypeHnt

() UnTepec

() Bo3amoskHas caenka

() JIureparypa

10. 3anuck kakoro Tuma HeoOXoIuMa JAJIsl CO3/1aHUsT BOZMOXKHOM CIeTKU?

() KonkypeHnt

() Knuenr

() MuTepec

() MapkeTHHIOBBI} CIIMCOK

11. Yro Takoe BO3MOXKHasI clienKa?

() To xe camoe, 4TO UHTEPEC.
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() 3anucek, co3naBaeMas oci€ MOATOTOBKHU IPEUI0KEHUS

C pacleHKaMHu.

() lorenuumanbHas nmpojaxa.

() OGermanue KIMEHTa COBEPIIUTD MOKYIIKY.

12. Opranuzanusi, acCOLIMUPOBAHHASL C 3aKPHITON BO3MOKHOM CIIEIKOM,
cooOmmia 006 M3MEHEHHH CBOETO PEUICHHUs U MPOsBUIIA
3aMHTEPECOBAHHOCTD B 3aKJIFOUEHNN KOHTPAKTA ¢ Bamed koMmmnanueil. Kak
CllelyeT OTpa3uTh TaKylo MOTEHLIUAIbHYIO NpoJaxy B Microsoft Dynamics
CRM?

() Ha3zHauuTh 3aKpHITYIO BO3MOXKHYIO C/ICIIKY CIEIHUAIUCTY 10

MIPOJaKaM.

() Co3naTh HOBYIO BO3MOKHYIO CAECIIKY.

() Ynanutb BO3MOXHYIO CHIETIKY.

() IToBTOpPHO OTKPBITH 3aKPBITYIO BO3MOYKHYIO CIIEIKY.

13. SBnsercs nu cnenyroliee yTBEpKICHHE HCTUHHBIM UJIU JIOKHBIM? 3aIllicH
BO3MOYKHBIX CAEJIOK, uMeromue cratyc «Crenka 3akimodeHa» u «Crenka He
peain30BaHa», JOCTYIIHBI TOJBKO AJI YTEHUS.

() Ha
() Her

IIpumepsl KelicoB aJ1si pazdopa no reme 3:
Keiic «buznec-npoueccobn»

Cepreit IBaHOBUY PYKOBOAUT KOMITAHUEH MO MOIIMBY U ONTOBOW Mpojaxe oAexabl B CaHKT-
[TerepOypre. JIBa rona Hazan Cepreit MBaHoBWY pemmmii, yTo OW3HEC TPeOyeT pa3BUTHSA, HO
CHaydaja He0OX0/IMMO HABECTH MOPSAJOK C BHYTPEHHUMH MIPOIeCCaMi KOMITaHUH.

Bkparue curyanus Obuta crieayromas: 3aka3bl OT KIHMEHTOB TepsJINCh, 3aKa3bl Ha
MIPOM3BOJICTBO BBITIONHSINCH HETOYHO, JKaJ00bl KIIMEHTOB HE BCceraa oOpadaThiBaInCh U T. .
Cepreii IBanoBuuy 00paTwiics B KOHCAJITHHIOBYIO KOMIIAHMIO JJII MCIIPABJICHMS CUTYalUU.
busHec-KOHCYIbTaHThI, TPOAHATN3UPOBAB BHYTPEHHUE POLECCHl padOThl KOMIIAHUH, YKa3alln
«TOHKHE» MeCTa U MPEATIOKUIN MOJEPHU3AINIO OU3HEC-TIPOLIECCOB «3aKa3y, KIPOU3BOJICTBOY,
«BBICTaBKay», «pa30bop kano0bn». PaboTa ObUIa BBIMONIHEHA B CPOK, U OTYET C HOBBIMU OU3HEC-
npoueccamMu kKomnaHuu jer Ha cronl Ceprero VBanosuuy. Kaszamoce, uro camoe TpyaHoe
Mo3aJu M TeNeph Jesa NouayT B ropy!

C HOBBIMHU OM3HEC-TIpOlIECCaMU HEMEIJICHHO O3HAKOMMIIM BCEX COTPYIHUKOB. BbUTH crenaHbl

OOJIbIIIKE U SAPKUC NBCTHBIC PACIICUATKH, KOTOPBIC pAa3BCCUIIXM B OTALCIAaX OKOJIO pa60q1/1x MECT
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coTpyaHuKoB. Ho oxkmaaemoro pesyibpTaTa HE MOCIIENI0BAJIO: 3aKa3bl MO-IIPEKHEMY TEPSUINCH,

XKaJI00bI 00padaTHIBATUCH Yepe3 pa3 | T. 1.

Cepreit MBanoBMu m0iT0 Jyman, Kak HWCIPaBUTh CHUTyanuio, ¥ pemui: «HeoOxomumo

«OymakHbIe» OW3HEC-MPOLEeCChl TOMECTUTh HEMOCPEJCTBEHHO B CHUCTEMY aBTOMATH3AllHH,

clenath MX <OKUBBIMHM», HHTETPUpOBaTH B pabouyio cpeay komnanud. [lycTb KakIblid

COTPYJIHUK BUIUT OU3HEC-TIPOIECC Y ceOs Ha IKpaHe MOHUTOPA U pabOTaeT ¢ HIUM.

[Ipennaraercss OTBeTUTh Ha BOHpoc: «3adeM OW3HEC-TIPOLECC HYKEH BHYTPU CHUCTEMBI

aBTOMAaTHU3ALMH ).

[ToctaBpTe MIIOCH (+) HAMpPOTHUB TeX IYHKTOB, KOTOPBIE BBl CUHUTACTE AKTYaJbHBIMH JUIS

Ballleil KOMITAHUH, 1 MUHYCBI (—) — HAalIPOTUB TE€X, KOTOPBIE K Ballleil KOMITAHUN HE OTHOCSTCS:

e YtoO0BI 337aTh NPABUIBHYIO NOCIEA0BATEIBHOCTh AEUCTBUM NIl JOCTUXKEHHS TpeOyeMoro
pesynbrara. HampuMep, MOKHO YCIIOBHO B KadecTBe OM3HEC-IIpoliecca pacCMOTPETh YTPO
OyIHero IHA: MPOCHYJICSA, MPUHSI AYII, MOYUCTUI 3yObl, MO3aBTpaKal, OJeJcs, moexan Ha
pabory. BakHa mpaBuibHas TOCIIEIOBAaTENLHOCTh JCHCTBUH. A eciau TNepecTaBUTh
Mectamu? Uto nomyuurcs?

e UToOBI I KaXJ0ro dTama paboThl (OM3Hec-mporiecca) ObLT OTBETCTBEHHBIN COTPYIHHK.
Tor, ¢ KOro MOXHO cHpocuTb pesyapTaT. llomHUTE O coBerckux kosxo3ax? Ecim
OTBETCTBEHHBIE BCE, TO CIIPOCUTH HE C KOTO.

e UrtoObl koMmaHusi paboTala B €IMHOM pUTME U cTaHiapte. Hampumep, MOXXHO
MIPOAHAIU3UPOBATh XOJI BBIMOJHEHHUS TEKYIIMX OW3HEC-TPOLIECCOB M BBIABUTH CTATUH
(3amaun), Ha KOTOPBIX TEPSETCS BPEMs.

e YroOBl KONUPOBAaTH ONBIT JIYYIIUX COTPYJHUKOB, cO37aBas Ha 0a3e HITOro YETKHE
WHCTPYKLHU M PETJIaMEHTHI Ui coTpyaHUKOB. Hampumep, y menemkepa [lerpoBa camblie
BBICOKME MPOJaXH B OTIENe; Mbl aHAIM3UPYyEeM €ro paboTy € HOBBIM KJIMEHTOM U
COCTAaBJISIEM TOCIJIEIOBATEIILHOCTD ACUCTBUH U PETJIAaMEHTOB IPU pabOTE ¢ HOBBIM KIMEHTOM
JUISL COTPYTHUKOB BCETO OTJIENA MPOJAXK.

e YToOBl KOHTPOJUPOBATH IPOLECC BBHIMNOJIHEHHS BBIJAHHBIX COTPYJHUKAM MOPYYEHHUH.
Hanpumep, pykoBoauTenb, neperpyKeHHbI pabOoTON, BbIAAET MOPYUYEHHE COTPYIHUKAM C
nomotipto CRM-cuctemsl. Ilozxke, B cBOOOAHYIO MUHYTY, OH (OPMHUPYET OTUYET IO
BBIJIaHHBIM ITOPYYEHUSM IS TOTO, YTOOBI IPOBEPUTH PE3YIbTaThl paOOTHI.

e UroObl KOHTPOJIMPOBATH COCTOSHHME OM3HECA: CKOJBKO BCErO OTKPHITHIX MPOIECCOB, Ha
KaKOM 3Tale HaxosTCs, KOTJa 3aKOHYaTcs. OJTO IO3BOJISIET MOBBICUTH YNPABISEMOCTH
ousneca. Hampumep, B O6usHec-mporiecce «Pa3dop xamnober» 80 % >xamod HaxomsTcs Ha
stane «Pa30op xanob». ITo CUTHAM, YTO OTIEN He CIPaBISETCA C 3a/1adeil 1 HEOOXOAUMBI

KOPPEKTUPYIOIINE AEHCTBHUSL.
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e Hanumure cBOIO IIpUYIUHY.

Keiic «O0Men nndgopmanmein»
Npuna — ™MoJomoil pyKOBOIWTENIb OTAENAa MPOAaX KOMIAHUM, MPOJAIOLIEH CHUCTEMBI
koHaunuonupoBanus B EkarepunOypre. Eif u coTpyiHHKaM ee oTaena MpUX0oIuTcs peryaspHo
KOHTaKTHUPOBATh C OTACIIOM 3aKYIOK, OT/IEJIOM JIOCTaBKH, OyXTanTepued W OTAENIOM CepBHCa
KOMITaHu#. B mocnemnee BpeMsi y4acTHIMCh CIydyad HETIOHWMAHMsSI, TMOTEPH M HCKaKEHUS
nepeaaBaeMoil MHGOPMAIIMK MEXy COTPYIHHMKAMHU OTHeNa MPOAaX M JPYTUMHU OTIEIaMu
KOMIIaHUM. BoT, Hampumep, Ha NpOLUIOW Henene NepeAaJd Ha TEeCTUpPOBaHUE JBa
KOHJIMLIMOHEPA B OT/AEJN CepBUCA. Y CTHO JOTOBOPHIHUCH C COTPYAHMKOM OTHENa O TOM, UYTO B
TEUCHHE HeAen o0opyAoBaHME OyIeT MPOTEeCTUPOBaHO. Uepe3 HEAEN0 OKa3bIBACTCs, UTO
TaKoro mMmooOemniaTh HUKTO HE MOT M CTaHAAPTHBIA CPOK TECTUPOBAHUS — JIBE HEAEIU. DTO
MOPOXKIAET CePhe3HOE HEIOBOIBCTBO COTPYJHUKOB ¢ 00€UX CTOPOH U HAMPSAMYIO OTpaskaeTcs

Ha KJIMCHTAax.

Wpuna B  pacrepsHHocTH: «M3-3a  HECOrNIacOBaHHOCTM B CJIOBAax  IOSIBISETCA
HECOIJIaCOBAaHHOCTh B JIeJIaX, CPhIBAIOTCSA CPOKU MTOCTABOK M YCTAaHOBKU cucTteM. Pacter oOmiee
HEZI0BOJIbCTBO COTPYIHUKOB U KIMEHTOB. 3asBKa WJIM BOIPOC, NEPEJAHHBIE COTPYIHUKOM
OTZAela NPOJaX B APYyroe MnojapasieicHue, 4acTo He 00padaThIBalOTCS B yKa3aHHbIE CPOKU MIIH
IPOCTO TepsitoTcsl. Takke COTPYAHMKY CIIOKHO OTCIEIUTh (AKT INpHeMa IepeAaHHOro
COOOIIEHUs KOJUIETaMU M CPOKU Hayasla ¥ OKOHYAaHHUs ero o0paboTKU. DTy CUTYalUI0 MOXHO
CPAaBHUTH C OIIyCKaHWEM KOHBEPTA B YEPHBIN AWK U OXUIAHUEM, YTO MPOU3OMAECT... byaer

otset win HeT? Korma? U ot koro?».

Moxet ObITh, HE B TOYHOCTH TaKHe, HO OYCHb IMOXOKUE CHTYallMd BCTPEUYAIOTCS TOYTH B
Ka)KIIOfI KOMITIaHHH. HOC—)TOMY npeajiaraéM 4YUuTaTCiIr0 BCIIOMHHTDH Hp06HeMBI, KOTOPBIC
BBI3BIBACT B KOMITaHUUM OTCYTCTBHC TEXHOJIOTUU nepeaauun HHq)OpMaIII/II/I MCKAY
COTPYJHUKAaMH, U BMECTE COCTaBHThH CITMCOK OTBETOB Ha BOMPOC: «3aueM HY>KHBI MEXaHU3MBI
nepegadyd MHPOPMALUU MEXAYy coTpyaHukamu?». [loctaBbTe TUIIOCH (1) HANpPOTUB TeEX
IIyHKTOB, KOTOpBIE Bbl CUYMTAETE AaKTYaJbHbIMU MJI Balled KOMIAHUM, U MMHYCBHl (—) —
HAIpOTHUB TCX, KOTOPLIC K Balleil KOMIIaHUU HE OTHOCSITCSI:
e UroObl HEe MOTEpsATh, MHPOPMAIUIO MPU Tepenade ee Apyromy coTpyaHuky. Hampumep,
YCTHO TiepefanHas nHGOpMaIis MOKET OBITh 3a0bITa, a IBETHAs OyMa)kka, MPUKJICCHHAs
HA MOHHUTOP, MOXET OTKIIEUThCS U TIOTEPATHCS. UTOOBI ATOTO HE CIYYHIIOCh, HH(POPMAITUIO

Jydyme nepeaaBatb B MIMCbMCHHOM BUAC UCPE3 CUCTCMY aBTOMATU3AllUH.
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YroOrl 3HaTh, KOMYy ObuIa NeperaHa MHPOpPMaLUsA U YTO ¢ HeW mpousomwio. Hanpumep,
€CJIM COTPYIHUK IEepefacT 3asiBKy B JPYroe MOApa3[elcHUe, OH MOXKET 4epe3 KaKoe-TO
BpeMs TPOBEPUTH CTaTyC OSTOW 3asBKM W Y3HaTh, KaKWe JACHCTBUS IO HEH ObLIH

MIPEANPHUHATHI APECATOM.

UroObl aBTOMAaTUYECKH TEpe/laBaTh 3a/1a4uM Mo c/enke (Ou3Hec-mpoIeccy) OTBETCTBEHHBIM
coTpyAaHukaM. Hampumep, eciim OIMH COTPYAHMK BBIIIOJHHJ CBOKO 3ajjadyy B pPaMKax
CHEJIKH, TO CUCTEMa aBTOMAaTHUYECKH CO3JAET CIEAYIOLIYIO 3aJady JPYroMy COTPYIHHKY,

HE Tepsis BpEMECHH Ha Tiepeaqy HHPOpMaIuu.

Urobs! BbigaTh «llopyueHue» COTpYyJHHMKY U NPOKOHTPOJUPOBATH €r0 HCIOJHEHUE.
Hanpumep, eciau pyKOBOAUTENIO HEOOXOAUMO TOPYUYUTh Kakoe-Tubo  3ajjaHue
KOHKPETHOMY COTPYIHHUKY M HAa3HAa4YWUTb KOHTPOJIEPA 3@ XOJOM €rO BBIIOJHEHMS, TO 3TO
MOYKHO CJIeJIaTh C MOMOIIIBI0 OM3HEC-TIpoIiecca.
e Hanumure cBOIO NpUYHHY.

Cnucox BONPOCOB /17151 OATOTOBKH K ONPOCY 10 Teme 4:

1. ®ynknuun CRM-cuctem: ynpaBiaeHHe MapKETHHTOM, MPOJaKaMH, KIMEHTCKON 0a3ou,
CEPBHCOM.
VYnpasienue MmapkeTHHIoM Kak ¢pynkiueir CRM-cucrem.
VYnpasnenue npoaaxkamu kak pynkuueir CRM-cucrem.
VYrpaBnenue kiueHTCKon 0a3oi kak ¢pyHkuueir CRM-cucrem.
VYnpasnenue cepBucoM kak ¢pynkuueit CRM-cuctem.

UYto HYKHO CAENaTh YTOObI CO3AaTh HOBOE OOpaIleHHE.

A T o

Korna n kak ucnonb3yrotcs pasnensl KonkypenTsl u JIuteparypa.

Cnmcok BONpoCoB ISl MOATOTOBKH K ONPOCY MO Teme 5:

1. Tlpomecc «Co3nanue u paboTa ¢ HOBBIMU U CYIIECTBYIOIIUMU KIMSHTAMM.

2. OnuiuTe B3aUMOCBSI3b MEX]Ty 3aIMUChI0 KIIMEHTA U 3alUChI0 TIPOJIAK.

3. OnummTe pa3iuyHble CTaTyChl BO3MOXHBIX CIENOK.

4. Omnpenenure 0cCOOEHHOCTH U TpenmMyIecTBa Karanora npoaykuuu.

5. Tlpomecc «Co3nanue U MOAAEPIKKA TPyl 00BEKTOB JIJISl KATAIOTa MPOTYKITHI.

6. CoznaHue mpaic-TUCTOB U HACTPOMKA MX JJIsl PA3IMYHBIX KIMEHTOB, MAPKETUHTOBBIX
KaMITaHUH U CIIeIHAIbHBIX MPEIJT0KEHUM.

7. llpumenenue HHPOPMAIMOHHBIX CHCTEM YIPABICHHUS B3aUMOOTHOILIEHUSIMU C

kiuentamu (CRM) i noaaepKku MapKETUHTOBOM J€ATEIbHOCTH MPEITPUSITHSL.

KPUTEPUM OLHEHKU TEKYIIEI'O KOHTPOJIA
1.1. Ilpu ycTHOM OmNpoCe BBICTABIISIETCS OLICHKA:
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e 5 (OTIIMYHO) - 3a MOJIHBIM OTBET Ha MOCTaBJIEHHBIA BOMPOC C BKIIIOYEHHUEM B COJIEpKaHHE
OTBETa pacckasza (JIGKLIMU) MpernojaBareis, MaTepUaloB y4eOHHUKOB, HOMOIHUTEIBbHOM
JUTEpaTyphl 6€3 HABOASAIINX BOIIPOCOB;

e 4 (XOpolIo) - 3a MOJIHBII OTBET HA MOCTABJIEHHBIH BOIPOC B 00bEME pacckasa (JIEKLIHUN)
IIPEroJIaBaTessl C BKIIOUEHHEM B COJIEpKaHUE OTBETA MaTepPHUaIOB yUeOHUKOB C YUETKUMHU
I0JIO’KUTEIBHBIMU OTBETaMHU Ha HABOJALIME BOIIPOCHI IIPENIOJaBATENS;

e 3 (YIOBJIETBOPUTEIHHO) - 32 OTBET, B KOTOPOM O3BYYECHO 00Jiee MOJIOBHUHBI TPEOYEMOTO
MaTepHaa, ¢ IoJ0KHUTEIbHBIM OTBETOM Ha OOJIBIIYIO YaCTh HABOJASALIMX BOIIPOCOB;

e 2 (HEyNOBJETBOPUTEIBHO) - 3a OTBET, B KOTOPOM O3BY4YEHO MEHEE I0JOBHUHBI
TpeOyeMoro marepuana WM HE O3BY4YEHO IJIaBHOE B COJAEPKAaHMM BOIIpOca C
OTpHUIIATEIbHBIMU OTBETAMM HA HABOJSIIME BOIPOCHI WM CTYAEHT OTKa3ajics OT OTBETa
0€3 MpeIBapUTEILHOTO OOBSICHEHUS YBAXKUTEIbHBIX IPUYHH.

1.2.  IlporpaMMupOBaHHBIM KOHTPOJb 3HAHUN (TECT) MPOBOJIUTCS MO 3apaHee pa3paboTaHHBIM U
YTBEP:KJICHHBIM LIUKJIOBOM METOIMYECKON KOMUCCHEN 3a1aHUSAM U KPUTEPHSIM OLICHKH.

1.3. KomnuuecTBO TECTOBBIX 3aJaHUi 3aBHCHT OT oObemMa MmaTepuaia. Bpems, oTBoguMoe s
BBINOJIHEHUS] TECTOBBIX 3a/laHHi, HE JOJDKHO MPEBBIIATh OJHOIO aKaJeMHYECKOro yaca.
Tect oueHuBaercs Mo ciaeayOINUM KPUTEPUSIM:

e 5 (otinuno) ctaButcs 3a 90-100 % mpaBHIIBHBIX OTBETOB.

e 4 (xopouio) craButcs 3a 80-89,9 % npaBUIbHBIX OTBETOB

e 3 (ymomieTrBopuTenbHO) cTaButcs 3a 70-79,9 % mpaBUIBHBIX OTBETOB.

e  (HeylOBJETBOPUTENIbHO) CTaBUTCS NpuU Hamuuuu MeHee 70 % MpaBUIIBHBIX OTBETOB
WIN TIPU OTKa3e 00y4aroIerocsi NpouTH TeCTOBBIM KOHTPOJIb.

1.4. PeiiTuHroBas olLleHKa 3HaHWI MPEANOIAracT BBEACHUE OQHON U3 METOIMK JAHHOW CHCTEMBI
[0 MHUIMATUBE OTJAENbHBIX NpenojaBareneil. Kpurepun oueHKH 3aBUCAT OT W30paHHOU
METOJIUKH.

1.5. K koHly cemecTpa, y KaXAoro oOydarolerocs IOJDKHO OBbITh HE MEHee TpeX OLECHOK,
MO3BOJISIOIINX JOCTATOYHO OOBEKTUBHO OLIEHUBATh 3HAHUS 110 MPOUICHHOMY MaTepHay.

1.6. AHAJIOTMYHO OLEHKE TEOPETHUECKUX 3HAHUI ¢ yueTOM 00BHEMOB M KaueCTBa BBHIIIOJHEHHBIX
paboT OIEHMBAIOTCS TEKYIIUE 3HAHUS, YMEHHMS M HAaBBIKM CTYJCHTOB Ha MpPAKTUKE IS
MOJIyYeHUSI IEPBUYHBIX TPOPECCHOHATIBHBIX HABBIKOB M KBAJIM(UKAIIMOHHON TPAKTUKE.
3HaHMS U MPAKTUYECKUE HABBIKU CTYJEHTOB OLIEHMBAIOTCS B KOHIIE Ka)KJJOTO CEMECTpa Mo

BCEM JIUCIHILIMHAM y4eOHOoro rurana. OLeHKH BBICTABIIAIOTCS 1O 5-0aJbHOM cucTeme:

e 5 (oTIMYHO),
e 4 (xopouio),
e 3 (YIOBJIETBOPUTEIHHO),
e 2 (HEYJOBJIETBOPUTENBHO).
OcHoBHBIE (POPMBI KOHTPOJISI y4eOHOI paboThI:

1. 3ader, PK3aMEH

2. Tekymuil KOHTPOJIb 3HAHUI

4.2. [Ipome:kyTOUHAS aTTEeCTALMS
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4.2.1. IlepeyeHbp KOMIETEHLHH ¢ yKa3aHHeM 3TanoB MX (POPMHPOBAHHUS B Ipouecce

OCBOEHHsSI 00pa30BaTeJILHOI MPOrpaMMbl.

KOMIIETEHIUI C y4eTOM 3Tana ux ()OpMUPOBAHUS

Iloka3zaTtenu wu KPpUTEPUHA OUCHUBAHUSA

Kon HanmeHnoBanue Kon HanMeHoBaHue 3Tana ocBoeHus
KOMIICTCHII N KOMIICTCHII N 9Taria OCBOCHHUA KOMIICTCHIIUHN
KOMIICTCHIINHN
[IKc OCII -6 | Cnocobnocts mpumenars | [IKc OCII-6.3 | CmocoOHOCTh TPUMEHSTH ITPH
MH(OPMALOHHBIC perieHnn npohecCuOHATBHBIX
TEXHOIOTNK Ul pCIICHUA 3aJ1a4 OCHOBHBIE METOJbI, CITOCOOBI
NPUKTaHBIX  (PHHAHCOBO- ¥ CPEJICTBA TIOTyYEHH s, XPAHEHHS
IKOHOMHHCCKHX 3a/1ad U Ipe100paboTKku nH(pOpMaInH,
YIPABJISITH B3aUMOOTHOIICHUSIMU C
knmueHtamu (MSD CRM) B
MPEAIPUHUMATENBCKON
JEATEIBbHOCTH. B TOM YHUCIIE C
UCIIOJIb30BAHUEM COBPEMEHHBIX
UHPOPMAITMOHHBIX TEXHOJIOTHH U
IPOrpaMMHOTO 00€CTICUCHHUS.
ITan ocBOeHHS IMoka3arteanb Kpurepuii oneHuBaHus
KOMIIEeTEHIIUHN OIICHUBaAHUA
[IKc OC 1II - 63| YMenue ananusupoBath | OnpenesnsieT BO3MOXXHBIE PHUCKH TpPU
CriocoOHOCTP ~ TPUMEHATH | OLEHKU II0 | BHEIPEHUU CRM CUCTEM
npu pelIeHUN | MOKa3aTesIM: (TexHu4ecKue, OuszHec pHUCKH,
npoeCCHOHANBHBIX  3a/1a4 | TWHAMHKA IPOJaX, | OpraHU3aLUOHHBIE). PaccuurtsiBaer
OCHOBHBIE METO/IbI, CIIOCOOBI | UK MPOJAaX, CyMMa | OLCHKM [0 TIOKa3aTessaM: JUHAMHUKa
U CpeAcTBAa  MOJIyueHHs], | 0OpabOTaHHBIX 3BOHKOB | IPOJAX, LUK  MPOJaX, CyMMa
XpaHeHusl U npeaoOpadOTKH | U JIUJOB U JApYyTHE. 00paboTaHHBIX 3BOHKOB M JIUJOB H
uHdopmanuy,  ynpaBusaTh | [[puMeHsieT  OCHOBHBIC | IpYyTHE.
B3aMMOOTHOIICHUSAMU C | METOJBI YMeHne NpUMEHSITh OCHOBHBIE METO/IbI
kaueHtamu (MSD CRM) B | npencraBieHus U | IpEACTaBICHUS uHpOopMauu 51
peANPUHUMATEIBCKON aIrOpUTMBI 00pAaOOTKU | aNTOPUTMBI  OOpaOOTKM  JAaHHBIX B
NESATEIbHOCTH. B TOM 4YHCJIIE | JAHHBIX, UCIIOJIb3YET | COBPEMEHHOM IIPOrPaMMHOM
c UCIOJIb30BaHUEM | HU(POBBIE obecrie4yeHnu JUTSL peuieHus
COBPEMEHHBIX TEXHOJIOTMH Ui | Tpo(eCCHOHATIBHBIX 3aa4
UH(OPMALIMOHHBIX peueHus
TEXHOJIOTMH 1 | mpoeccrnoHaTbHBIX
MIPOrpaMMHOI0 3azay.
o0ecreyeHusl.

4.2.2. ®opma u cpeacTBa (MeTObl) NPOBECHHUS IPOMEKYTOYHOM aTTeCTALIUH

(I)Oprl KOHTPOJA MO JUCHMIIJIMHE. KpuTeplm OICHKH 3HaHHﬁ, yMeHHﬁ, HaBBbIKOB

Hmozoewtii koHmponas. Jnsi KOHTPOIS YCBOEHHWs JAHHOW AUCIHUIUIMHBI YYEOHBIM

IIJIAaHOM IIPEAYCMOTPECH: 3a4€T C OHGHKOﬁ.
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Texywuit konmpons. B TedeHne ceMecTpa IpeyCMaTpUBACTCs BBIIIOJIHEHUE U 3allUTa
MPAaKTUYECKUX YMPaKHEHUH M CaMOCTOSITENbHBIX paboT B mH(popMarmonHoi cucteme CRM,
TECTUPOBAHUE IO OTJEIbHBIM pazjielaM AUCHUIUIMHBL. Pe3ynabTaThl BBIOJHEHUS 3TUX paboT
SIBJISIFOTCS OCHOBAHUEM JUISI BBICTABIICHMSI OLEHOK TEKYIIEro KOHTpoJid. BrllonHeHWe Bcex
paloT siBisieTcst 0053aTENBbHBIM JIJISl BCEX CTYJICHTOB.

UtoroBelii ¥ TEKyIIM KOHTPOJb OCBOEHHS CTYAEHTOM Kypca OCYUIECTBIIAETCS B
pamkKax OaJuIbHO-pEHTHHIOBOM CHCTEMBI, MpeaycMOTpeHHOW TunoBbIM mosiokeHneM «O
MPUMEHEHUU OaJITbHO-PEUTHHTOBOM CHCTEMBI OIIEHKH yCIIeBAeMOCTH CTYACHTOB B Poccuiickoit
AKaneMHH HapOJHOTO XO3scTBa M rocyaapcTBeHHoOU ciyxO0bl mipu Ilpesunente Poccuiickoii
denepauun».

VYCHnemHocTh  OCBOEGHMSI  CTYAEHTOM  JHCHMIUIMHBI  OLICHMBAETCS 1O  IIKAJIe,
MakcuMaibHas cymma OaoB kKoTopod paBHsercs 100 (cra Oammam). OrneHka sIBIsSETCS
KOMIUJIEKCHOW W BBIBOAMTCS Ha OCHOBAHUHU PE3yJIbTATOB HTOrOBOTO 3adeTa/sK3aMeHa I1o
OKOHYAHHMH Kypca U JaHHBIX O TeKYIel paboTe CTyAeHTa B y4eOHOM IpoIiecce.

HToroBast o1ieHKa MO JUCIUIUIMHE, B COOTBETCTBUH C OAJITEHO-PEUTUHTOBOM CUCTEMOI,
MIPUHSTON B aKaJeMHH, SBISETCS KOMIUIEKCHOM OILIEHKOM KauecTBa yueOHOM paboThl CTYIEHTOB
B TEUYEHHE BCEro cemecTpa U (opMupyercs, HCXOAs M3 CYMMbl HaOpaHHBIX OasoB,
IIOJIYYEHHBIX II0 BCEM BHJAM TEKYLIETO KOHTPOJISA, IOCEIAeMOCTH JIEKLUN, NMPAKTUYECKUX

(ceMuHAPCKUX) 3aHATHM.

4.2.3. TunoBble OLIEHOYHbIE CPEICTBA

Cnucox BONPOCOB /151 OATOTOBKH K 3a4eTy C OLIeHKOI:
1. CRM-cucremsl B mupe. TeH1eHIIuN pa3BUTHSL.

Anamus coctosaaus CRM-cucrem B Poccun.

ITpuopurers nons3osarenss CRM. 3anaumn.

CRM: npoGeMbl ¥ IEPCHIEKTHUBBI.

Ob6naynast CRM: 11tochl 1 MUHYCBI.

HeckronHas CRM mitocbl ¥ MUHYCBI.

Kak noHsTe, 4To KOMnanuu Hy»kHO oT CRM?

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

A e A R

Hackonbko 3Ha4MM MOOUIIBHBIN 1OCTYyN?

—
)

.CRM, kak crtparerus u CRM, Kak HHCTPYMEHT, KOTOpPBIA MOAAECPKHUBAET ATy
CTpaTeruio.

11. Pa3nuuable THOBI MOAENIEN KIIUEHTA.
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12.

13.

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

26.

OnuiuMTe pojib OCHOBHBIX THUIIOB 3allMCel, UCHOIb3yeMbIXx B Microsoft Dynamics
CRM.

Oynknun CRM-cucreM: ynpaBi€HUE MapKETHHIOM, NPOAaXamH, KIMEHTCKON
0a30ii, CEpBHCOM.

VYnpasienue MapkeTHHIroM Kak ¢pyHkiueir CRM-cucrem.

VYnpasnenue npogaxkamu kak ¢pynkuueiit CRM-cucrem.

VYrpaBnenue kiueHTCKoN 6a3oi kak ¢pyHkuueit CRM-cucrem.

VYnpasnenue cepBucom kak gpynkimeir CRM-cucrem.

YTo HYKHO cAeNaTh YTOObI CO37aTh HOBOE OOpalleHHE.

Korna u kak ucnonb3yrorcs KonkypenTsl u JIuteparypa.

[Ipouecc «Co3nanue 1 paboTa ¢ HOBBIMH U CYIIECTBYIOIIMMHU KIMEHTaMM.
OnummTe B3aMMOCBS3b MEXK/1y 3alIUChIO KJIMEHTA U 3alUChI0 TPOJAXK.

Onumure pa3nnyHble CTaTyCchl BO3MOXHBIX CIIENOK.

Omnpenenure 0cOOEHHOCTH U NpeumyiecTBa Karanora npoaykiuu.

[Ipouecc «Co3nanue u noaaepkKa rpymnibl 00beKTOB Ui KaTajaora MpoayKIHum.
Co3nanve mpalc-TUCTOB M HACTpPOWKa UWX U1 pa3jIMYHBIX  KIHMEHTOB,
MapKETHUHIOBBIX KAMIIAHUH U CIIEHUAIBbHBIX NTPEII0KEHUM.

[IpumeHeHne HWHPOPMALMOHHBIX CHCTEM YIIPAaBJICHUS B3aUMOOTHOIIEHUSMHU C

knueHTamu (CRM) i moaiepsKKu MapKeTUHTOBOM J1€ATENbHOCTH MPEAIPUITHS.

YnpasKHeHWs KOMNbIOTEPHOrO NPaKTUKYMa

KommnbroTepHsblil mpakTUKyM npoBoAuTcs Ha 6a3y oOmayHoit CRM, HacTpoeHHOM 1ist

y4eOHBIX 1iesteld. Kax bl cTyieHT paboTaeT o1 CBOMM YHUKAJIBHBIM UMEHEM, C KOTOPBIM OH

aBTOpHU3yeTCs B cucTeMe. J[J1s BBIMONHEHUS yPaKHEHU, 3aTparuBaomux O0JbUIYIO0 YacTh

pa3znenoB CRM cucteMsl CTyZeHTaM NpeloCTaBIsAI0TCS paclIMpeHHbIe IpaBa JocTymna. Bee

CTYIEHTBI OJTHOU IpyNIbl paboTarOT B 00IIel 6a3e U MOTYT HaOIIOAATh PE3yIbTAThI JEHCTBUI

JpyT Opyra, 4To MO3BOJISET MPOBOJUTh KOJIJIEKTUBHBIN pa30op omImboK U 00CyKISHUS Ha

3aHATHUU.

Hwxe npuBeneH ¢pparMeHT 3aaHusi KOMIIBIOTEPHOTO MPAKTHKyMa.
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= J l_'._ ] [Tpenmozemms n3-BossosHEOR cIemmn.|
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I:_]_'J ;J'_ .:_:.l: ', 1. = Crrepoitra Bozuossnse-caeny - Boga-nnaseponpraTtas. - |

;:1_'5 - __ :5: 2= [pozapeTe, IT0-0Ha HAxoquTed E-cocToanm - Bumoamaeres. Eomu-oma-Ozrma-
= i- g ! ZEEPEITA 2aH0E0-aETREHpYETe- Bosnosmyso-coamy |

3.- B-obmacTe- - IeseETEI THERE TTIPOIVETOE Y 0aINTecs, ST -ERIDaE Pasmm-
Joxon-PaceanTeieaeren cacremol w-exropas-T Ipafie-mer. |
4. -+ Hiozs-cTpor- 3 MeMesTE MHENE TR0y EToE EEemTe-CrosoeTs oropaEss 1000 pod, Coxpansre zamce. |
5. = B-cexmmm Tlpenaosenma ¢ pacneskamy sy -oTEparrol Boavosmol caenks mxsamre-+]
8. = Bomapremencs eenmmzaromen-osse [ [pearoosasms nosesred goe-Tamsmie-ue-Boswossod coemss. -Odopumare-

[pemnomenne o muesey Boga amameponpastan- | mo-nmpogase-50-mon. yoaxcsos [ INTeeE0H -0 MEL -JamommTe-
OEZ-aTpeca-ATper IR BRICTAENSHHEA caeTa H-Agpec TocTaErn|

7. = B-otmacte-Ceezenna o aocTaERe EEemrTe-Cocod gocTasia: Kapro 6 aras o Venoera-onnater- S0 % - asancoB ki
mraTEs]

. = OoparaTe EEMMaEH:, 9T0 HOEOS TPEITOMEEEHRS ToTy IiE0- HoMap, CCHosasEem Ea- Apmmry e T lpomyera maro-
[Ipamnozeme-meeeT-cTaTy e e pHOBHEE, 9T0- TOZECIEET ET0-PETAKTHPOEATE. - |

9. =+ CoxpannTe-zamcs. |

10 -Bepemrecs & wexomayio-Bozmosmy o coemsy By 0 IHTECs, “TT0-B Hel - CONDARMTACE HE-OPA A TOTRES-TT0
copMEpOEEHECT O TTpeTToeEmd. |

11 = IMeeTopere mars-5 - 10-m1a-cozqasmes [ Ipennosems Boxa woa seponpaeras 2 mo-npogzse-1 - manmerse-

MHTESECH BOmEd]
12 = B-mozou npermose s IS0 MR - HOR N HOMED-EESIHTa cERTEy - 5 009

U roOe ViazaTE CERIEY B IPOMeHTax B IpeEe Ee ¢ PACISHEIN: -FalIHTe E PEIETop- hopa |

HTorosoe npakruyeckoe 3ajaHue (npumep)
3adyeTHOE 3a/[aHre HAa CaMOCTOSATENBHYIO PadoTy «CrieHapHii IPOTAKID

Ka)KI[OMy CTYACHTY HGO6XOJII/IMO MNOATOTOBUTHCA pCain3aliiid B CPCAC CRM HCKOTOpPOTro

CLECHApHS B3aUMOJEHUCTBUS C KIMEHTOM.
J1y1st 5TOr0 HEOOXOAMMO TTOATOTOBUTH, Hals B IHTepHETE, ICXOIHBIC TAHHBIE TI0:
. Opranuzanuu

o Konrakry

o [Iponykry
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CL[CHapI/Iﬁ JOJIKCH MPCAYCMOTPETh BO3MOKHBIC OTKA3bl KIIMCHTA U BO300HOBJICHUS nmponecca

MIPOJAX.

HpI/IBeTCTByeTCSI TBOpPYCCKasi (1)aHTa3I/I$I, HCIOJIB3Yyomasa JOIOJIHUTCIIBHBIE BO3MOXHOCTHU

Microsoft Dynamics 365 CRM

BEIIOTHUTE OTUYET O MIPOU3BCACHHBIX e CTBUAX II0JIB30BAaTCIIA, UCIIOJTHUBIICTO CI_IeHapI/Iﬁ.

[TprmMepHast cxema Iporecca MpeAcTaBiIeHa Ha PUCYHKE HIKeE.

I-[ niaAnmniiT
OpraHusauus KoHTakT

MnAnvuuT NMiaTranaTna

EQMHMLBI UI3MepeHna LleHbl KoHKypeHT

IA (B galaVaVYal
MepBuYHbIN Ob6paleHue

RAsanAwuwiLiarnanuvia
Lencreua

MAAannAuALIIAA A RARIIALIIZARIA

MNepsoe BTtopoe [encrena B Kaxkaom

3akKa3sbl

Cyet

IIxana oneHNBaHNA.

OuenuBaeMblil pe3yJabTaT Bajubl mo 100 0anbHOM mIKaJIe
10 ynpaxHeHui no 5 6amios 50
CamocrositensHas pabora 10
Tect 20
OTBeTHI HAa BONPOCHI HA 3a4ETE 20
Kpurepun oueHuBanus Ounenka

O3nakominenue ¢ uHdGopmarmonHoi cucremoii kiaacca CRM. Brenenue
B Microsoft Dynamics CRM

OBmajgen NpPaKTUYECKUMH HaBBIKAMM Ha MOAYJSIX «YTIpaBieHUE
poaaXamm», «YnpasieHue MapKETUHTOM, «YnpasieHue
oOciyxuBaHuem» mporpamMmmHoro mpoaykra CRM. IlpuoGperenue
NPAaKTUYECKUX YMEHHUI U HABBIKOB BBIIIOJIHEHUS! HEOOXOJUMBIX PACUETOB
M aHAJIUTUYECKUX  OICHOK  BbIpabOTKa  MpodecCHOHANTBHBIX
KOMIIETEHTHBIX HaBBIKOB NesITeIbHOCTH, CIIOCOOCTBYIOIIUX
(GOpMHPOBAHHIO HEOOXOAMMBIX Ka4deCTB MPHHATHUS YNPABICHUYESCKUX

3auer
bamer 40-100
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pelIeHU CTPaTern4eckoro M TaKTUYECKOTo Xapakrepa B cdepe
(bMHAHCOBOTO YIIPABJICHHUS.

He o3nakominenne c¢ wuHpopManmoHHoOi cucremoit kimacca CRM.
Bgenenue B Microsoft Dynamics CRM

He oBnazen mnpakTHuecKMMM HaBbIKAMM Ha MOAYJSIX «YIpaBiieHUE
poJakaMm», «YmpasieHue MapKETHHTOMY, «YmpaBieHue
oOciry>)xuBanuem» mnporpammaoro mpoaykra CRM. He mpuoOperensl | Hezauer
NPAKTHYSCKHE YMCHHUS M HABBIKU BBITIONIHEHHsT HEOOX0oauMbIX pacuetoB | bamier 0-39
U AHAJIMTUYECKUX  OLEHOK,  BbIPAOOTKHM  HpOo(dhecCHOHATbHBIX
KOMIIETEHTHBIX HaBBIKOB NesITeNIbHOCTH, CHOCOOCTBYIOLIUX
(GhOpMHPOBAaHUIO HEOOXOJUMBIX KAauyeCTB NPHUHATHS YIPABICHYCCKUX
pElIeHUui CTPAaTeruueckoro W TaKTUYECKOro Xapaktepa B cdepe
(hMHAHCOBOTO yIIPABJICHHUS.

4.3. MeTonnuyeckne MaTepHaJibl

[Ipouiecc u3ydeHUs: AUCUUILIMHBI «YTPABIE€HHWE B3aWUMOOTHOLIECHUSMH C KIMEHTaMU»
BKJIFOUAET CAMOCTOSITETIFHYIO pab0oTy 00yJarommxcsl.

[TosrydyeHHbIe Ha JEKIUAX U CEMUHApaxX 3HAHUS MOJJIEKAT PACIIUPEHUIO U 3aKPEIJICHUIO
B TIpOIlECC€ CaMOCTOSITENbHOM  Hay4yHol  paboTel. CamocTosTenbHas  MOATOTOBKA
oOydarolmerocss K JEKIUW 3aKII0YaeTcs, Mpexkae BCEro, B TMEPEYUTHIBAHUU KOHCIIEKTa
MPEAbIAYILIEH JIEKINH.

CamocrosiTenpHasi TOATOTOBKA K CEMUHApaM M MPAKTHUECKUM 3aHATHUSIM 3aKIF0UaeTCs B
MPOYUTHIBAHUN KOHCIIEKTa COOTBETCTBYIOLIEH JIEKIIMU (€C/IM OHA YUTAJach MO JaHHOU TeMe),
YTEeHUH COOTBETCTBYIOUIETO pa3iena ydyeOHMKAa W MEepBOMCTOYHHKA, MOAOOp MPUMEPOB,
CUTYyallUi, pEeLICHUE 3aJaHHUs.

PexomeHmanmu no 4TeHuro y4eOHOU JINTEpaTyphl

B Hacrosmiee BpeMs uMeercs OONbIIOE KOJIMYECTBO YYCOHMKOB IO MpoOieMaM
«YnpaBlieHHE B3aUMOOTHOIIEHUSIMU C KIMEHTaMH». B  KaXJOM U3 HHUX BBIpaXaeTcs
oTpesieNieHHas MO3UIUS aBTOPa OTHOCUTEIBHO YPOBHS M CHEIM(PUKU M3II0KEHUS OTACITHHBIX
pas3nenos, TeM. DTO MPUBOJUT K TOMY, YTO OIpPENETICHHbIE BOIPOCHl MOTYT OBbITh BOOOIE HE
BKJIIOUEHBI B YUEOHUK.

UreHue MOXeT ObITh O3HAKOMHUTENBHBIM M HU3y4YaromuM. Lleapio 03HaKOMHUTEIBHOTO
YTeHUS SIBJSICTCS OCTJIBI MPOCMOTP KHHTH, BBISICHEHHE TOTO, HY)KHA JIM OHA, KaKHe MMEHHO
4acTU MOKHO Oy/I€T UCIOJIb30BaTh.

ANTOpUTM 03HAKOMHUTEIBHOTO YTEHUS

1. M3yuenue comeprkaHus THTYJIBHOTO JIUCTA, BBIYWICHEHWE TOYHOTO Ha3BaHUS PabOTHI,
€€ aBTopa U MpeAHa3HAYECHUSI.
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2. 3HaKOMCTBO C AaHHOTALIMEN WU NIPEANCIOBUEM.

3. 3HaKOMCTBO C OIJIaBJICHUEM, BBISIBJIEHHE HHTEPECYIOLINX BOIPOCOB.

4. HeropomnuBoe TMepeNUCThIBAHUE CTPAHMIl C IEJbI0 «CXBAaThIBAaHUSI» OOIIETO
COJZIepKaHUS U XapaKTepa U3JI0KEHUS.

5. BHumaTenbHO€ YTeHUE HYKHBIX MECT.

N3yyaromiee ureHne UMEET LIENIbI0 JETAIbHOE YCBOGHUE BCETO COAEp KaHMs pabOThl WK
Kakou-TO ee 4acTh. Ero pekoMeHAyeTcsi HauMHaTh MOCJIE€ O3HAKOMHUTEIbHOTrO 4TeHusa. OHO -
MEJIEHHOE, HETOPOIUIMBOE, BKIIOUaroliee B ce0s BO3BpAaThl K TEKCTY, MOBTOPEHUS U
COIIOCTABJIEHUsI MaTrepuana. Eciau BCTpewaeTcsl cloBO, 3HAUEHUE KOTOPOIO HESACHO, CIEAYET
YTOUHUTH €r0 B cjoBape. PaboTta co cioBapeM o0seryaer ycBO€HHE MaTepuana, CriocoOCTByeT
OCO3HAHUIO €ro CMBICTIA, OBJIAIEHUIO MPO(HECCHOHATBHOM JIEKCUKOM.

B mnpomecce wusydaromero 4TeHHS COBEpPUICHHO HEOOXOAMMBI pabouue 3amucu |
BoIMUCKU. Ecimu oOyuwaromuiics paboTtaeT ¢ COOCTBEHHOM KHHUTOHM, TO IMOMETKH, 3aIlUCH,
MOYEPKUBAHUS MOXHO JenaTh npsMo B HeW. Ilpu 3TOM KemaTenbHO MOIB30BATHCS
SKOHOMHOM CHCTEMOI1 YCIOBHBIX 0003HAUECHUIA:

- 3HaKkH ofo0Openus (momuepkuBanue, "!", NB - Nota Bene - 00paTuTs BHUMaHHE H T.1T.),

- 3HaKU BO3paKeHUs («?», BOMPOCUTENbHBIC CJIOBA U T.1I.),

- 3HaKU JIONOJIHEHUS (CTPEJIKH, 3alIUCH THIMA: «CM. TAKXKE ...» U T.1.).

B cnyuae pa0GoTsl ¢ anekTpoHHOM kHUTroM B popmate PDF pekomenayercs mosib30BaThes
cpencTBaMu KOMMeHTHpoBaHus, pefoctabiseMbiMu Adobe PDF Reader, Takumu kak Mapkep
u BcraBka kommenTapus. (Kuura «Jlo6ona JI.B. Microsoft Dynamics CRM», noctynna B PDF
dbopmare).

B 6ubnuoreyHoll KHUTE N€1aTh MOMETKH HEMO3BOJIMTEIBHO, O3TOMY CIEAYET AeNaTh
BBIITMCKH OTJEIbHBIX IUTAT, TE3UCOB WM KOHCIIEKTUPOBAHUE.

KoHcnekT - 3T0 ckaTroe M3JI0)KEHHE BCETO CYIIECTBEHHOTO B COACPXKAHUM HU3y4aeMOIo
Matepuana. OCHOBHbBIE HJI€W, IOJIOKEHUS W JO0Ka3aTeNbCTBA M3JIaralOTCsl B MOPSAJKE HX
OCBEILIEHUS! B M3y4aeMOM HCTOYHMKE. [lepen KOHCIEKTHpOBAaHMEM IMPOUCXOIUT MEPBUUYHOE
YTEHUE WCTOYHUKA M JIUIIb IOCJIE TOTO, KaK TEKCT IOHAT, €ro CIeAyeT KOHCIEKTHPOBATH.
PexkoMeHnayercs mucaTh KOHCIIEKT JIMILIb HA OJHON CTOPOHE JIMCTA.

Jl1st ycBoeHUs1 MaTepualia CyIIeCTBYeT HECKOJIBKO croco0oB. CaMblif M3BECTHBINA - 3TO
MIPOCTOE MOBTOpPEHHE, KOTJa MaTepuall BOCIPOU3BOIAUTCS HECKOJBKO pa3. [pyroit cmocob -
MBICIIUTENIbHAg 00paboTka Marepuana, KOTopas IpeaycMaTpUBaeT COMOCTaBICHHE HOBBIX
JAHHBIX C YX€ M3BECTHBIMHU, HMX OILICHMBAaHUE, OCMBICICHHE CBS3ed MEXAY SBICHUAMH,
MOHATHUSMHM, KaTeropusmu. Takas paboTa mo3BOJIIET YCBOMTH €ro Ha 0Oojiee KadyeCTBEHHOM
ypOBHE. DTOMY CHOCOOCTBYET COCTABJICHUE CTPYKTYPHO-JIOTHYECKUX CXEM.
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CucremaTueckoe KOHCIIEKTUPOBAHUE IEPBOMCTOYHUKOB, HE MEHEE 2-3 10 OAHOM TEME.

W3ydenne Hay4HOU IMTEpaTypbl JOJDKHO OBITh OPTaHWYECKH CBSI3aHO C H3Y4YECHUEM
MaTepuaiga JIeKIMi, YTeHWeM Y4YeOHMKOB M Tocieayioueil paboTtol (MOArOTOBKOM K
3ayery/3k3ameny). Ilpu uTeHnH Hay4HBIX TPYJOB HEOOXOANMO MOApoOHee pa3o0paThecs B TeX
BOIPOCAX, KOTOpbIe OBLIM HaMEUEHBbI, HO HE PACKPBITHI HA JIEKIMAX, OOpAaTUTh BHUMaHHE Ha
HIOAQHCHI U OCOOEHHOCTH, KOTOpBIE OBUIM YNMOMSHYTHI B JIEKIHX. [Ipu camMoCTOSTENTbHOM
M3YYEHUHU HAy4YHOW JIUTEpaTypbl OUEHb BAXKHO COMOCTABIATH TEOPETHUECKHUE TOJOKEHUS C
peanbHBIMU SBJICHUAMH, HAOIIOAaeMBbIMU Yy ce0sl U BOKPYT. DTO MO3BOJIUT JIy4llle HOHATh, YTO
O3HAYalOT HM3y4yaeMble MO KHHUraM SBJIECHUS B JKU3HU. KOHCIEKT HE0O0XOAMMO JOMOJIHUTh
COOCTBEHHBIMH MBICIIIMH M TPUMEPAMU M3 JKU3HH, YTO 00ECNeurBaeT IMOJKPEIUICHHE U
yriyOJeHHOE TOHHMaHue U3y4aeMOoro COJepyKaHusl.

CamocTosaTenbHbIi  yuyeOHbIM TpyA oOydarommxcsi Ha 0O0s3aTeNIbHBIX ayAUTOPHBIX
3aHATHUAX (JIEKLMH, CEMHUHAp).

[lonroroBka K 3aHATUSIM OCHOBaHa Ha IUIAaHAX 3aHIATUH, pa3pabaThIBa€MbIX
npenogaBaTeneM. OcHOBHOE TpeOOBaHKE K MMOATOTOBKE M YYaCTUIO O0YYaIOUIXCS B 3aHITUSIX
3aKJII0YAeTCs B TOM, UYTO OOYYarOLIUIICS JTOJKEH CaMOCTOSITEIbHO FOTOBUTHCS K 3aHATHSM M
TBOPYECKH B HU3 Y4acTBOBaThb. TpeHHUpOBOUYHAs (DYHKIMS 3aHATHHA HE JOJDKHA MPUBOJIUTH K
MaKCHMaJIbHOMY aBTOMAaTU3My MPAaKTUYECKUX HABBIKOB.

Dranbl NOJATOTOBKU K 3aHATUSAM BKJIIOYAIOT: MOBTOPEHHUE YK€ MMEIOLIUXCS 3HAHUN 1O

KOHCIICKTY, a 34aTC¢M II0 y‘le6HI/IKy; er'IY6J'IeHI/Ie 3HaHWK II0 TEME C MCHOIb30BaHUEM

peKOMeHHOBaHHOﬁ JIATCPATYPHI; BBIITOJIHCHHUEC KOHKPETHOTI'O 3aJaHusd (BBIHOHHGHI/IC
MPAKTUYCCKUX SaﬂaHHfI, COCTaBJICHUC OTUYCTOB U T.H.).
Kaxc):[oe n3 npeayCMOTPCHHBIX KOHTPOJIbHBIX MepOHpI/IHTI/Iﬁ OLCHUBACTCA

COOTBETCTBYIOIIUM KOJMYECTBOM OasioB (B 3aBUCUMOCTHU OT IIKaJbI), 00IIas cyMMa KOTOPBIX
SBIIICTCS TIOKa3aTelieM YPOBHS OCBOCHUS CTYACHTOM JaHHOW Y4YEOHOW JTUCIUIUIMHBI.
Pacnipenenerne OaymioB 1enecooOpa3HO TPOM3BOIUTH B 3aBUCHMOCTH OT 3HAYHMMOCTH
KOHTPOJIBHOTO MEPOTPUSATHS H, MPEICTABISCTCS ONTHMAIBHBIM CIEAYIOIIee COOTHOIICHUE
OamnoB peiitunra (tadnuna 1).

Tabanua. PeliTHHrOBbIE OlIeHKH KOHTPOJILHBIX MepONPUSTHI

Buvinonnenue Pyoesicnbiit Konmpons 3auem/sx3amen Oobwiee Konuuecmeo
YRpadicHeHuii - oannos
Camocmoamenvnasn
paboma, mecm
Max Min Max Min max Min Max Min
50 20 20 10 20 10 100 40
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WToroBelii 0amn HauMCIIEeTCs CTYAEHTY 32 BBINOJHEHHE 3aJaHUN IPAKTUKYMOB,
BBITIOJIHEHNE KOHTPOJIBHON MPAaKTUIECKOM pabOThl M OTBETHI Ha 3aUeTe/IK3aMeHe.

IlepeBoa 6ans10B peiiTuHra

Banier
. . Orenka
(pedTHHTOBOM TpeGoBaHusI K 3HAHUSIM

OLICHKH), %

OueHKa «3auTE€HO» BBICTABIAETCS CTYACHTY,
€ClIi OH HMEeT 3HaHHSI TOJBKO OCHOBHOI'O
Marepuaiga, HO HE YCBOMJ €ro JeTalei,
JTOTTyCKaeT HETOYHOCTH, HEIOCTATOYHO
MpaBUIIbHBIE (hopMyIHPOBKH, HapyIlIECHUS
JIOTHYECKOM IOCIEA0BATCIALHOCT B H3JI0KEHHHU
MIPOTrPaMMHOTI0 Marepuana, HCIIBITBIBACT
3aTPyAHEHUS] TIPU BBITIOJIHCHUH TMPAKTHUYECKUX
pabor.

VYueOHBIE NOCTHKEHUS B CEMECTPOBBIA TEPHUOT U
pe3yabTaTaMu pyOexHOrO KOHTPOJIA
JTEMOHCTPHUPYIOT JIOCTAaTOYHYTO
(YIOBIIETBOPUTETHHYIO) CTEIEHb OBJIaJICHUSA
MIPOTPAaMMHBIM MaTEPHAJIOM.

100-40 «3aute”Hoy

OueHka «HE 3a4YT€HO» BBICTABISIETCA CTYACHTY,
KOTOpbIH  HE  3HAeT  3HAYUTENIIBHOM  4YacTu
MIPOTrPaMMHOTI0 Marepuana, JIOTTYyCKaeT
CYIIECTBEHHBIC OIIMOKH, HEYBEPEHHO, C OOIBIIMMH
3aTPyIHEHUSIMU BBITIOJIHAET MPAKTHYECKHUE DPAOOTHI.
Kak mpaBumo, oreHka «HEYIOBJICTBOPUTEIHHOY
CTaBUTCA  CTyJEHTaM, KOTOpble = HE  MOTYT
MPOJIOJDKUTh ~ OOydeHHe 0e3  TOMOJHUTEThHBIX
3aHATHI IO COOTBETCTBYIOIIEH AUCLHUIUIUHE.
VYueOHBIE NOCTHKEHUS B CEMECTPOBBIA TEPHUOT U
pe3yabTaTaMu pyOexHOrO KOHTPOJIA
JIEMOHCTPHUPOBATIN HE BBICOKYIO CTETICHBb OBJIAJCHUS
MpOrpaMMHBIM ~ MaTepuajoM IO MHUHUMAJIbHOU
IUTaHKE.

39-0 «HE 3a4TEHO»

5. Metoauyeckue yKazaHusi Ajs 00y4arOUUXCcs M0 OCBOEHUI0 THCIUTLIUHBI

Pexomenpayercss mpountath 0030psl U pedTuHru paznuuabix CRM cucrem. Ilpu stom
cleAyeT yIenuTh BHUMaHue He ToJbko CRM kKommblOTEpHBIM TexHOOrUsM, HO 1 CRM, kak
YacTU CHCTEMbI ympaBieHUs (PUHAHCOBBIM YyupexzaeHueM. CTOUT oOpaTUTh BHHMaHUE Ha
ucnonb3oBanue CRM B «IIporpammax NOSIIBHOCTH», aKTHBHO IMPOJIBUTAEMBIX OaHKaMU H
OpYTUMHU (PHHAHCOBBIMU OpPraHU3ALUSIMH.

OO6umaunsbrit BapuanT Microsoft Dynamics CRM, maet cTyaeHTY BO3MOXKHOCTBH pabOTHI €
CUCTeMOH C To0oro ycTpoiicTBa, umeromiero Beixon B MuTepHeT. [loaToMy pexkomeHmyeTcs
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MPH/TIOCIE YTEHHS Y4eOHOTO MaTepraia CaMOCTOSATEIHHO TPOBEPATH BO3MOKHOCTH yUeTa BCEX
B3aMIMOJICHCTBUI C KJIMEHTOM B MH(OPMAIIMOHHON CHUCTEME C TeM, 4TOObI Ha MPaKTUICCKUX
3aHATHUSAX C TPETOJIaBaTesieM, COCPEIOTOYUTHCS Ha BOMPOCAX, BHI3BABIIMX 3aTPyIHCHUS MPHU
CaMOCTOSITEIbHOM M3yYeHUH MaTepHaa.

Jl1is mosy4eHus: HaBBIKOB MCIONIb30BaHUs (pruHaHCOBOW mH(OpManmu, yautbiBaemoii B CRM,
JUISL TIOATOTOBKH TMPHUHATHUS PEHICHUH 10 YIy4YIIEHUIO SKOHOMUYECKOW JESTEIbHOCTU
MPEANPUSITHS, CIEAYyeT 00paTuTh 0c000€ BHMMAaHHE HAa HMCIOJIb30BAaHUE M WHIAWBUAYAILHYIO
HacTpOWKy AHanmuTHueckux maneneid B Microsoft Dynamics CRM.

Bunbl camocTosTensHOM BHEAY IUTOPHOU PaOOTHI:

L4 MOBTOPCHUC JICKIMOHHOI'O MaTcpuajia u MaTtcpuajia y‘-Ie6HI/IKOB;
° HOAroTOBKA I/IH(l)OpMaHI/IOHHBIX COO6I.H€HI/II71 10 TCMaM JUCHUIIIIMHBI,
o MMOArOTOBKAa K IMPAKTHUYCCKUM 3aHATHAM; BKIIOYAsd JOMAIIHIOKO IIPAKTHUYCCKYIO

paboty B obmake MS Dynamics CRM 365
o MOJTrOTOBKA K KEHCy

. MOJATOTOBKA K KOHTPOJILHOM paboTe (TecTy)

6. YueOHasi iuTepaTypa v pecypcbl HHGOPMANMOHHO-TEJIeKOMMYHUKALIMOHHOM CeTH
"UHTepHeT'", BKII0OYasi IepeYeHb Yy4e0HO-MeTOAUYEeCKOro odecneyeHus 1JIs

CaMOCTOSITEIbLHOI paﬁoTbI oﬁyqammnxcsl o JTMCHMIIJIMHE

6.1. OcHoBHas auTeparTypa.

1. Yepkamms, I1. A. CtpaTterust ynpasieHus B3auMooTHomIeHussMu ¢ kiaunentamu (CRM) / I1L
A. UYepkammH. — MockBa : HWurepner-YHuepcurer WHpopmanmonnsix TexHonorui
(MUHTYUT), 2016. — 420 c. — ISBN 978-5-94774-643-3. — TekcT : AIEKTPOHHBIN //
DIEeKTPOHHO-ONOIMOTeYHAs cucTema IPR BOOKS : [caiiT]. — URL:

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

6.2. lonoJiHMTEILHAA JIUTEPaTypa.

1. Brnosun B.M. HMHpopManvoHHBIE TEXHOJOTHH B (PUHAHCOBO-O0AHKOBCKOH cdepe
[DnexTpoHHBIN pecype] : yueOHoe mocobue / B.M. Broosun, JLE. CypkoBa. — 31eKTpoH.
TeKkcToBble JaHHble. — CapartoB: Al ITu Op Menua, 2018. — 302 c. — 978-5-4486-0237-5. —

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

6.3. Y4eOHO-MeTOAHYECKOE 00ecIedeHHe CAMOCTOATEIbHOIH padoThI.

He npenycmotpeno.
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6.4. HopmaTuBHBIE NPaBOBbIE JOKYMEHTHI.
®enepanbublil 3akoH 0T 02.12.1990 N 395-1 (pen. ot 18.06.2017) "O 6ankax u 6aHKOBCKOM
nesATeIbHOCTH" (C M3M. U JOIL., BCTYI. B cuuty ¢ 27.06.2017), Ctates 30. OTHOIIECHHS MEXTY

bankom POCCI/II/I, KpCAUTHBIMU OpPraHru3aluiAMU, UX KIIMCHTAMU U 610p0 KpCAUTHBIX HCTOpI/II;'I

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; noctyn 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/ - Texnonoruu CRM; noctyn
20.01.2020

5. https://www.cfin.ru/itm/crm/ — calT comepXUT OOJBIIOE KOJIUYECTBO CTaTeH 10
WHPOPMAIIMOHHBIM CUCTEMaM, IPAKTHKE WX BHEIPEHHS, HWCIOIb30BaHUS, SKOHOMHYECKOM
olleHkH, noctyn 22.02.2020
6.6. Unble ncTOUYHUKHN
1. The Definitive Guide to Customer Relationship... (Kindle Edition) by V. Kumar /
Pearson Education Inc, FTPress, — 2013 — 350 p.
2. Jlo6ona JI.B. Iar 3a marom. Microsoft Dynamics CRM 2016, M.: DKOM, — 2016.
— 150 c.
1. KyaunoB A. CRM: Ilpaktuka s3¢dextuBnoro 6usneca. U3nanue 2. — M3parenabcTBo:
1C-ITabmumunr. — 2012. — 374 c.
2. Caak A.3. u ap. UndopmaninoHHbIe TEXHOJIOTUU yIpaBleHUs: YUeOHUK I BYy30B. —
CII6.: [Tutep. — 2013. — 320 c.

7. MaTepuajibHO-TeXHUYeCKas 0a3a, MHPOPMAIMOHHBIE TEXHOJOTHH, TPOTPaAaMMHOe

odecnieyeHne n NHGOPMANIMOHHBIE CIPABOYHBIE CHCTEMbI

Ba3bl 1aHHBIX, HHPOPMALMOHHO-CIIPABOYHbIE H MOUCKOBBIE CHCTEMBI
1.__www.biblio-online.ru —3nekTpoHHO-0ubMMOTeUHast cuctema [DbC] FOpaiit;

2.__http://www.iprbookshop.ru — DnekTponno-6ubnuoreudnas cucrema [IbC] «Iprbooksy»

3.__https://e.lanbook.com - DnextpoHHo-O6ubIHOTeYHas cuctema [DBC] «Jlauby.

4.__ http://elibrary.ru/ - Hayunas snektponHas 6ubianoreka Elibrary.ru.

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

6.__https://dlib.eastview.com — Undpopmanmonnsiii cepBuc «East View.
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https://coderlessons.com/tutorials/microsoft-technologies/izuchite-microsoft-crm/microsoft-dynamics-crm-kratkoe-rukovodstvo
https://coderlessons.com/tutorials/microsoft-technologies/izuchite-microsoft-crm/microsoft-dynamics-crm-kratkoe-rukovodstvo

7.__https://www.jstor.org - Jstor. [loyiHbIe TEKCThl HAyYHBIX JKypHAJIOB M KHUT 3apyOeKHBIX

M37aTEIbCTB.
8.__https://elibrary.worldbank.org - OnextponHas 6ubnuorexa BecemupHoro banka.
9.__ https://link.springer.com - IloaHOTEKCTOBBIE MOJUTEMAaTHUYECCKHUE Oa3bl aKaAeMHUYCCKHUX
JKypHaJIOB U KHHUT U3JIaTeIbCTBa Springer.

10._https://ebookcentral.proquest.com - Ebook Central. IlonHbIe TEKCTBI KHUT 3apyOeKHBIX

HAyYHBIX U3]IaTEIbCTB.

11._https://www.oxfordhandbooks.com - JlocTym K TIOJHBIM TEKCTaM CIPaBOYHUKOB
Handbooks u3narensctBa Oxford mo mpeaMeTHBIM 00MacTSIM: YKOHOMUKA M (PUHAHCHI,
npaBo, OM3HEC U yIpaBJIeHUE.

12._https://journals.sagepub.com -  IlomHOTekcTOBass  0a3a  HAyYHBIX  JKypHAJOB

aKaJeMUYEeCKOro U31aTelIbCTBa Sage.
13. CmpaBouHo-npaBoBas cuctema «KoHcynbTaHT».
14. DnexTpOHHBIN NepUOINYECKUN CIPaBOYHUK «I apaHT».
IIporpamMMHBbIe, TEXHUYECKHE U JIEKTPOHHbIE CPEACTBA 00y4eHHUs] M KOHTPOJISA 3HAHUI.
AynuTOpHUH OCHAILEHB! KOMIIBIOTEPAMHU C BBIXOJOM B MHTEPHET.
KomMmmbroTepHsle Kaacchl i1 IPOBEACHUS TPAaKTUIECKUX 3aHATUN

[Tporpammuoe obecnieuenue: MatepueT Opaysep, Microsoft Office.
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	Итоговое практическое задание (пример)
	Шкала оценивания.
	5. Методические указания для обучающихся по освоению дисциплины
	6. Учебная литература и ресурсы информационно-телекоммуникационной сети "Интернет", включая перечень учебно-методического обеспечения для самостоятельной работы обучающихся по дисциплине
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