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

1.1. Ileab ocBOEHUS M CIUTNIUHBI

Llenpr0 OCBOCHUS TUCIIUTIIIMHBI SIBISETCS:

B 00;1acTH 00yUYeHus:

—  (opmupoBanue y oOyyarommxcs o0menpopecCHOHAIBHBIX KOMIIETEHITUH, OTPasKarOIINX
3ampoChl phIHKA TpyJa B 4YacTH 0Oa30BBIX OCHOB MPOQPECCHOHAIBHOW EATEILHOCTH C YYEeTOM
MOTEHIMATBHOTO Pa3BUTHS 0071aCTU MPOPECCHOHATBHON JIEATEIBHOCTH HE3aBUCUMO OT OPUCHTAIIMH
MIporpaMMbl Ha KOHKPETHBIE 00BbEKTHI MPOGECCHOHATBHOM IEATeILHOCTH HIIM 00JIaCTH 3HAHUS |

B 00J1aCTH BOCIIUTAHUS

—  pa3BUTHE JMYHOCTH, CO3JIaHWE YCJIOBHH IS CaMOOIPEACIICHHS W COIMAIM3allud Ha
OCHOBE MIPUHSATHIX B 00IIECTBE MPABUJI U HOPM TTOBEJICHUS B MHTEpPECaX YesI0BEeKa, CEMbH, 00IIECTBA
Y TOCYJIapCTBa.

1.2. Hepeqeﬂb IVIAHUPYEMBIX PE3YyJbTATOB oﬁyqe}mﬂ o JTMCHUIIJIHHE

Kon u Kon u HamMeHOBaHMe MHAUKATOPA Ilnanupyemble pe3yJIbTaThbl 00y4eHus 110
HaMMeHOBaHHE
AOCTUKEeHUsI KOMIIeTeHIHH JAUCHHUTIINHE
KOMIeTeHIINH
OIIK-1. Cmocoben | MOIIK-1.1. Ompenensier motpeOHOCT, B | 3HAaeT: OCHOBH  KIIMEHTOOPHEHTHUPOBAHHBIX
NPUMEHSTh TEXHOJIOTHYECKHX HOBAIHAX W | TEXHOJIOTMH ¥ KIMEHTOOPUEHTHUPOBAHHOM
TEXHOJIOTHYeCKHe | MH()OPMALMOHHOM OOECIEUEHUH B TYpU3ME M | KOMMYHHMKAl[MM;  IPOrpaMMHBIE  PELICHUs
HOBAaLlUU U | HHIYCTpUHU rocrenpurMcTBa | knacca GRM
COBPEMEHHOE HOIIK-1.2.  OcymecTBiaseT  MOMCK U | YMeeT: NPOEKTUPOBATh OCHOBHBIC IIPOLIECCHI
pOrpaMMHOE BHEJPEHHE TEXHOJIOTHUECKHX HOBAalMi B | OOCHY)XMBaHMs  KJIHMEHTOB,  paboTath ¢
obecrieueHue B | JIESATEIBHOCTh OpraHu3alnuii cepsl Typu3Ma U | MHpOpMaIMeil B III00albHBIX KOMITBIOTEPHBIX
cepe TOCTEIPUHMCTBA ceTsiX, pa3pabarelBaTh pPEKOMEHAAIMH MO
TOCTENIPUMMCTBA H BHEJ[PEHHIO WHHOBAIIMOHHBIX TEXHOJIOTHH B
00IIIeCTBEHHOTO oOcTy>)xuBaHKE OTpeOUTENCH
MUTaHKSA Buaageer: HaBBIKAMHU UCTIONIb30BAHMS
CTaH/IapTOB OOCIY)KMBaHHUS IOTPeOHTEIICH
OIIK-2. Cmocoben | MOIIK-2.3. [Ipumensier | 3HaeT: TEXHOJOTHMHU YIPaBIECHUS KIMEHTCKOM
obecrieunBaTh KJIMEHTOOPUEHTUPOBAHHBIE  TEXHOJOTMM B | 0a30ii, B3AMMOOTHOLICHUSIMHU C KJIMEHTAMH
BBITIOJTHEHHE podeCCHOHANBLHOM eI TeNIbHOCTH YMeer: NpUMEHSTh KIMEHTOOPHEHTUPOBAHHbIC
OCHOBHBIX TEXHOJIOTHH B CEPBHUCHOI1 JIEITEIbHOCTH
byHkun Bnaneer: wHaBbikamMu 10 3(dekTuBHOMY
YIpaBIEeHUs YIpaBJIEHUIO KINEHTCKOH 0a30if
MOJApa3ieeHUIMH
opraHuszanuit
chepsr
TOCTENIPUMMCTBA H
00OLIECTBEHHOT'O
UTaHHS

2. MECTO JUCHMILUIMHBI B CTPYKTYPE OFPA3OBATEJBHOHN
MMPOI'PAMMBI

JucuumnnuHa OTHOcUTCA K oOs3atenbHOil uactu bnoka 1. Jucnumuimebel  (Moaynn)
nporpammsbl 6akanaspuara (b.1.0.04. O6menpodeccnoHaabHbINA MOIYIb).



3. CTPYKTYPA U COAEPKAHUE JUCHUIIJINHBI

3.1. O0bémM yueOHOM TMCUMIIHHBI M BUIbI YUeOHOH padoThl
OO0mas TpyJ0eMKOCTh JUCHUIUIHHBI cocTtaBisieT 3 3.e. (108 wac.), ux pacnpeneneHue Imo
BUJIaM paboT U ceMecTpaM MPeACTaBICHO B TaOIHUIIE.

Buanbl yueOHbIX 3aHATHI 1 Pa00THI 00y4aI0IIUXCS TpynoemMkocThb, 4ac
OO0u1asi TPy10€eMKOCTh TMCHUILIHHBI, 4ac 108
KonrakTHast pa6oTa 00y4arommxcs ¢ npemnojgaBareJieM 1o BUIaM 36/ 10
y4eOHBbIX 3aHATHII (BCEro), B T.4.:
3aHATHS JIEKIIMOHHOTO THNA (JICKITHH) 18/4
3aHATHSI CEMHHAPCKOro THNA (CEMUHApHI, MPAKTHYCCKHE 3aHSTHS, 18/6
MPAKTUKYMBI, KOJUIOKBUYMBI ¥ HHBIC AaHAJIOTUYHBIC 3aHSITHS)
CamocrosiTejibHasi paboTa Bcero, B T.4.: 72112
CamomnoaroroBka no TeMam (paszesnam) IUCIUTLTAHbI -/ 82
Kontpous (3a4er) - /4
IIpomeskyTouHnas arrecTaums JAnddepeHnupoBaHHbIH
3a4yer

Ipumeuanue: -/- 06vem 4aco8 COOMBEMCMEEHHO OISl OUHOU U 3A0UHOU POPM 0OVUEHUs

JlucuunianHa peann3yeTcs MOCPEeICTBOM MPOBEICHHSI KOHTAKTHOM pabOThI C 00YyYarOIIUMUCS
(BKJIIOYAsi MPOBENEHHE TEKYIIEro KOHTPOJII  YCINEBAaeMOCTH), CaMOCTOSTEIbHOW  pabOThI
00yJarouMxcst ¥ MPOMEKYTOYHOM aTTeCTALNH.

B mpomecce OCBOGHHS AMCHUILIMHBI MOXET MPHUMEHSITHCS JJIEKTPOHHOE OOy4YeHHE U
JTUCTAaHIIMOHHBIE 00Pa30BaTEIbHBIC TEXHOJIOTHH.

B mponecce ocBoeHUs AMCHMILIUHBI OOydaromuecs: 00ecrnedeHbl TOCTYIOM K 3JIEKTPOHHON
nH(OPMaIIMOHHO-00pa30BaTEILHON Cpejie U NIEKTPOHHO-OUOIMOTEYHBIM CHCTEMAaM.

3.2. CopeprxaHue JMCOMIIMHBI, CTPYKTYPHPOBAaHHOE 110 TeMaM

Iltanupyembie Buabl yueoHoi padoThl
DESYALENANEL KonrakTHas
OCBOCHHA: :
KO paGOTa 2 g Dopmbl
- = o TeKyILIero
dbopmupyemoii S S g - KOHTPOJISt
KOMIIETEHIUH HanmeHoBaHue pa3ieyioB, TeM = § = 5 B frrrrer e
H HHIHKATOPBI = =& 9 = OLIEHOYHOI'0
JOCTHKEHHSI = = =S e =
N = 2 37 S = cpejcTBa)
KOMIIETCHIIUH & ]
D (=7 -5 < =R
= == S
OIIK-1. Tema 1. KJIUEHTOOPUEHTUPOBAHHBIN Brimonnenue
HOIIK-1.1. | HOAXO01 KAK KJIIOYEBOU ACIIEKT MPAKTHIECKUX
OPTAHU3BAIINUA OBCJIIY KUBAHUSA 3a1aHUI

Conepxanue TeKIUH:

1. CymHocTh, DJBONIONMS, 3aJa4d H  HPUHIUIIBI
KIMCHTOOPHEHTHPOBAHHOTO  MMOAXO0Ja K  BEACHHUIO
Ou3Heca, HAIPABJICHUS PeaIn3alliH, HHINKATOPHI

2. KienT, mokymnareib ¥ MOTPeOUTE b CPAaBHUTEIbHAS 2705
xapakTepucTHka. KITMeHThI KaK KIF0YeBOH OM3HEC-aKTHB '
OpraHU3aIUH

3. KimeHTOOpHMEeHTHPOBAaHHBIC TEXHOJIOTUH KaK HOBBIC
BO3MOKHOCTH JJIsl pa3BUTHUs OM3HEeca

4. Kpurepuu OpHUCHTUPOBAHHOCTH OpraHHM3alldd W e
COTPYIHHKOB Ha MOKYIaTeIeH

5. TlepcrieKTHBBI Pa3BUTHS KIHEHTOOPHEHTHPOBAHHOTO

MApKETHUHTA
IIpakTyeckoe 3aHATHE Ne 1.
KIIHeHTOOpHEHTHPOBAHHBIA MOAXOM KaK KIIFOYCBOU 2/05

ACITIEKT OpPTaHU3aIMH 00CITyKUBaHHS




Il1anupyembie Buapl yueoHo#i padoThl
pesyabTatel KonTakTHas =
OCBOCHHUSA:

KO paGora E 9 DopmbI
(hopmupyemoii 9 % o 3 Terymero
KOMIIETEHITHA HauMeHOBaHHE PA3/1e/I0B, TeM g 3 2 Ea KOHTpO.I5t

“ = e g (HanMeHOBaHHe
1 HHAUKATOPBI = = &R o = = OLIEHOUHOT0
J0CTHKEeHHS = = g ? 2=
KOMIIeTeHIMii 5 § & s = CpencTBa)
) =T < &
= = = o
CamocTosiTenbHast paborta 10/16
OIIK-1. Tema 2. MNOCTPOEHUE CUCTEMBI Brmmonaenne
NOIIK-1.2. | KIMEHTOOPUEHTUPOBAHHOT'O CEPBUCA B MPaKTHYECKUX
OIIK-2. OPI'AHU3ALIUU 3aJaHAN
NOIIK-2.3. | CoxepxaHue JTCKIUU:
1. IMocTpoeHrne KOMIUIEKCHOH CHCTEMBI IIOJYYEHUS |
aHanu3a oOpaTHOM CBA3M.
2. Pa3zpaboTka KIMEHTOOPHEHTHPOBAHHON CTpaTeruu
OpraHH3aIyu 4/1
3. KiimenToopueHTHpOBaHHAS KOPIIOPAaTHBHAS KyIbTYpa
4. AymuT  KINCHTOOPHCHTHPOBAHHOCTH,  CECCHH
KITUCHTHHTA U yITy4dIIeHne ON3HEC-TIPOIIECCOB
5. Pa3zpaboTka u BHeJpeHHE CTAaHIAPTOB OOCITYKHBAHUS
KITUCHTOB
6. IloctpoeHnme cHCTEMBI KOHTPOJNS W MOTHBAIHA
KJIMEHTOOPUEHTUPOBAHHOCTH
IIpakTuyeckoe 3anaTue Ne 2. [loctpoeHue cuCTEMBbI 471
KJIMEHTOOPHUEHTUPOBAHHOTO CEPBHUCA B OpraHU3aLUH
CamocrostenpHas pabora 20 /20
OIIK-1. Tema 3. UCCJEJOBAHUE MIOTPEBUTEJIEN Brinonnenue
HOIIK-1.2. | ConeprxaHue JEKLIUH: MIPaKTUYECKUX
OIIK-2. 1. AHanu3 notpeOHOCTEH U LICHHOCTEH TOTpeOUTENs 3aaHu’
HOIIK-2.3. | 2. CoBpeMeHHbIe TpeGoBaHuUs | 4/05
KJIMEHTOOPUEHTUPOBAHHOMY CEPBUCY ’
3. CerMeHTaLMs KIUEHTOB
4. AHanu3 ypoBHS KIIMEHTOOPHEHTHPOBAHHOTO CEpBHCA
B OpTraHU3aIAH
Ipakrnuyeckoe 3anaTue Ne 3. lccinepoBanue 4105
moTpeOuTeNeH '
CamocrosrenbHas paborta 10/14
OIIK-1. Tema 4. KTIMEHT KAK OCHOBHOM Brinonnenue
HOIIK-1.2. | <AHBECTOP» OJis1 BUSHECA MPaKTUUYECKUX
OIIK-2. CopepxaHue JeKIUH: 3a/1aHui U
HOIIK-2.3. | 1. Xu3HEeHHBIH LUK KJIMEHTa U YIIPaBICHHE UM penieHue
2. BiusHue B3aMMOOTHOIICHHH C KIHCHTOM Ha 3aza4
Ppe3yJIbTaTHBHOCTh JIeSITENIbHOCTH OpraHHU3aluH.
Tumnonorust KIMEHTOB U pa3pabOTKa MPEIOKESHHUNA IS
Pa3HBIX TPYIIT KJINCHTOB 471
3. Konmemmus mo0aBIeHHON IEHHOCTH AJs KJIMCHTA.
Mertob! M3MEpeHHs TOTPEOUTENECKON IIEHHOCTH
4. IIporpammer JOSUTBHOCTH KIIUCHTOB.
Y 10BIIETBOPEHHOCTD KIIMEHTOB
5. Co3nanue u ayiuT KIMEHTCKOW 0a3bl OpraHu3anun
6. TexHOOTUH PaOOTHI C peKIIaMaLUsIMU
7. VYmnpaBneHune B3aMMOOTHOLICHUSIMH C KIUCHTaMU
(CRM)
IpakTuuyeckoe 3ansaTue Ne 4. KimeHT Kak OCHOBHOM 471
«MHBECTODY JJIsl On3Heca
CamocrostenbHas pabota 12/16
OIIK-1. Tema 5. KIFOUEBBIE IOKA3ATEJIM OHEHKHU BrinonneHue
NOIIK-1.2. | PEAJIMU3ALIUA MPAKTUIECKUX
OIIK-2. KJIMEHTOOPUEHTUPOBAHHOT O MOJAXOJA 3aJJaHud 1
NOIIK-2.3. | BBU3HECE 4/1 petenne
ConeprkaHue JCKIUU: 3amad
1. Knuenrckas COCTaBJISIIOLIAsI CHCTEMBI
cOaaHCHPOBAaHHBIX OKa3aTeIen




ILnanupyembie Buapl yueoHo#i padoThl
pesyIbTaThl KonTakTHas
OCBOCHHUSA: g
Ko pabora Z 2 DopmbI
(hopmupyemoii 3} g o 5 =: P
KOMIIETEHITHA HauMeHOBaHHE PA3/1e/I0B, TeM e 3 2 Ed KOHTpO.I5t
> & > = s g (HauMeHOBaHUE
M HHIHKATOPBI = =8 9 8
= ® 13) OIICHOYHOI'0
JOCTHKEHU ST = = =]
N = 2 8 5 =9 Cpe/icTBA)
KOMIIeTeHIMii Z & O =
) =T < &
= = = o
2. Meronet oueHKH 3(PPEKTHBHOCTH YHpaBICHUS
opraHuzanuei npu peanuzanuu
KIIMEHTOOPHEHTHPOBAHHOTO MOAX0Ja
3. bananc KIMEeHTOOPHEHTHPOBAHHOTO CEPBHCA U 3aTpar,
(MHAHCOBBIE pE3YyNbTaThl KIMEHTOOPHEHTHPOBAHHOTO
oJxoja
IIpakTnueckoe 3anaTHe Ne 5. KiroueBble mokasarenu
OILIEHKHU peanu3anuu KJIIMEHTOOPUEHTUPOBAHHOT O 4/1
1oJxo/a B Ou3Hece
CamocTosiTenbHast pabora 20/16
HUTOro | 18/4 18/4 | 72/82

[Ipumeuanue: -/- 06vem uacos coomeemcmeeHHO st OYHOU U 3A0UHOU POPM 00YUeHUs




4. METOJIMYECKHAE YKA3AHMS JJUISA OBYYAIOIAXCS MO OCBOEHHWIO
TACIATIIAHBI

4.1. OOmme MeTOAMYECKHME  PEKOMEHJAUMH 1O  OCBOEHHMI) JUCHMILUIUHBI,
o0pa3oBaTe/ibHbIE TEXHOJIOTHH

JlucuumanHa peann3yeTcs MOCPEJACTBOM ITPOBEACHUS KOHTAKTHON pabOThI ¢ 00y4YarOIUMHUCS
(BKJTIOYAsi TPOBENCHUE TEKYIIErO0 KOHTPOJII  YCIEBA€MOCTH), CaMOCTOSITEIBHOW  padOThI
00yJaronuxcst ¥ MPOMEKYTOYHOW aTTECTAIINH.

[Ipu mpoBeneHMM YYEOHBIX B3aHATHH TIO JTUCHUILIMHE OOECIIEUMBACTCS pa3BUTHE Y
00y4Jaronmxcsi HABBIKOB KOMaHAHOU pabOThl, MEXKIMYHOCTHON KOMMYHUKAIINU, TPUHSITHS PEIICHUMN,
JUJCPCKUX KauyecTB (BKJIIOYash MPOBEJICHHWE HMHTEPAKTHBHBIX JICKIMH, TPYMNIOBBIX JTUCKYCCHH,
pPOJIEBBIX WP, TPEHUHIOB, aHAJIU3 CUTYallMd M HMHUTAIMOHHBIX MOJENIEeH, MpernojaBaHue
JTUCIUIIIMHBI B (OpME Kypca, COCTABJICHHOTO HA OCHOBE PE3YJIbTATOB HAYYHBIX HCCJICIOBAHHM,
MPOBOAMMBIX ~ YHUBEPCHUTETOM, B TOM YHCIE C YYETOM pPETHOHAIBHBIX OCOOCHHOCTEH
poecCHOHANBHOM e TEIbHOCTH BBIITYCKHUKOB M MMOTpeOHOCTEN padoToaareseii).

[IpenogaBanue  AUCHUIUIMHBI  BEAETCI C  NPUMEHEHHEM  CICIYIOUIUX  BUIOB
0o0pa3oBaTeJbHbIX TEXHOJIOTHI:

—  OaJUIbHO-PEUTUHTOBAsI TEXHOJIOTUS OIICHUBAHUS,

—  DIIEKTPOHHOE O0y4YEeHHE;

— npobieMHOe 00ydeHue;

—  pa300p KOHKPETHBIX CUTYAIIHiA;

— uHpopMmanronHsie Texnonoruu: Google-moxymentsr, BBB.

Jlis OLIEHKW 3HaHW, yMEHUN, HABBIKOB U YPOBHS C(HOPMUPOBAHHOCTH KOMIIETEHIIUU IIO
JTUCLUIIMHE TPUMEHSIETCSI OaJNTIbHO-PEUTHHIOBas CHCTEMa KOHTPOJIA M OICHKU YCIEBAEMOCTH
CTYIEHTOB. B OCHOBY OallsIbHO-PEUTHHIOBOW CHCTEMBI MOJOXKEHBI MPUHIUIBI, B COOTBETCTBHH C
KOTOPBIMH (DOPMHPOBAHHWE PEHTHHTa CTYACHTA OCYIICCTBISICTCS B XOJE TEKYIIEro KOHTPOJIS
ycreBaeMoCTH. MakcuMalbHOe Kon4yecTBO 6amioB B cemecTpe — 100.

4.2. Meroanuyeckue YKa3aHHMs IJsi O0y4alOIIUXCS IO OCBOCHHIO JUCHHUIVIMHBI HA
3aHATHAX JEKIHOHHOTO THIIA

JIeKUMOHHBIN Kypce MpEArosaraeT CUCTEMaTHU3UPOBAHHOE HM3JI0KEHHUE OCHOBHBIX BOIIPOCOB
TEMaTHUYECKOTo IiaHa. B XoJe NeKUMOHHBIX 3aHATUH pacKphIBaOTCS 0a30BbIE BONPOCHI B paMKax
KaX/10i TeMbl TuCHMILIMHBL. O003HAaYaroTCs KIIIOYEBBIE aclEeKThl TEM, a TAK)Ke JETAr0TCs aKIEHTHI
Ha HauOoJ1ee CII0KHBIE M BAYKHBIE ITOJIOKEHUS M3y4aeMOro MaTepuaia.

JIeKUMOHHBIE  3aHATHA TPOBOAATCA B IOTOYHOM  ayJUTOPUHM C  IPUMEHEHUEM
MYJBTUMEAMMHOTO IPOEKTOpa B Buje yueOHoi npezenTanuun uiu B OMOC yHuBepcurera.

B xo71€ TeKIIMOHHBIX 3aHATHI PEKOMEHyeTCs] KOHCIIEKTUPOBaHWE y4eOHOro MaTepHara.

OTtnenpHBIE TEMBI MTPEIaraloTCs Uil CaMOCTOSATEIBHOIO U3YUYEHUS (KOHCTIEKTUPYIOTCS).

Marepuanbl JEKIUI SBISIOTCS OHNOPHOM OCHOBOM JUIs TMOATOTOBKM OOy4aromMXCs K
NPAKTUYECKUM 3aHATHUAM M BBIIOJHEHUS 33JaHUA CaMOCTOSITENbHOM paboThl, a Takke K
MEPONPUATHIM TEKYIIETO KOHTPOJIS yCIIEBAEMOCTH U TPOMEKYTOUHOM aTTECTALIMU 10 AUCLIUIIINHE.

4.3. MeToanuyeckue yKa3zaHus /Jisi O0OY4YAlOIIMXCSl 1O OCBOEHUIO THUCIHUIUIMHBI HA
3aHATHAX CEMHUHAPCKOT0 TUNA/ HA MPAKTHYECKUX 3aHATHIX

[IpakTudeckue (CeMHHApPCKHUE) 3aHATHUS MPEACTABISIOT COOOM JeTamu3aluio JEKIMOHHOTO
TEOPETUIECKOT0 MaTepuaia, MPOBOJIATCS B IENISIX 3aKPEIUICHUS Kypca U OXBaTBHIBAIOT BCE OCHOBHBIC
pasnensl. OCHOBHOH (opMOll TpOBENEHUS CEMUHAPOB U TMPAKTUYECKUX 3aHATHH SBISETCS
o0cyxaeHne Hanoosee MPoOJEMHBIX U CIIOKHBIX BOITPOCOB IO OT/ACIBHBIM TEMaM, a TaK)Ke pelieHne
3a/1a4 v pa30op MPUMEPOB U CUTYAIU B ayUTOPHBIX YCIOBHUSX.

[IpakTuueckue (ceMUHAPCKKE) 3aHATHS 00Y4aIOIIUXCsl 00ECIEUNBAIOT:

— TPOBEPKY U YyTOUHEHHUE 3HAHUH, MOTYYCHHBIX Ha JICKIUIX;

— TIONy4YeHUE yMEHUW W HABBIKOB COCTABIICHHUS JOKJIAIOB U COOOIICHUU, OOCYXKICHUS
BOIIPOCOB 10 Y4eOHOMY MaTepHany TUCITUTLINHEI,



— TMOJBEJAEHUE WMTOTOB 3aHATUUA MO PEUTUHTOBOM CHUCTEME, COIJIACHO TEXHOJOTMYECKOU
KapTe AUCITUTUTHHBI.

[TpakTHdeckue 3aHITHS OPTAaHU3YIOTCS, B TOM 4YHCIE B (pOpMe MPaKTUYECKOW MOJIrOTOBKH,
KOTOpasi mpeaycMaTpUBaeT y4acTHe OOYYArOIIMXCS B BBIITOJIHCHUH OTHCIBHBIX 3JIEMEHTOB paldoT,
CBSI3aHHBIX ¢ OyayIei mpodeccHoHaNbHON NesITETbHOCTBIO.

[IpakTrueckass MOATOTOBKA MpEIyCMaTPHUBAECT: BBIMOJHEHHUE MPAKTUYECKUX 3aJaHUNd TIPH
U3y4eHuu TeM ¢ 1 mo 5.

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

4.4, MeToanyecKue YKa3aHUs MO0 CAMOCTOSITEIbHOM padoTe 00y4aromuxcst

CamocrosarenbHass paboTta obOecredyrBaeT NOArOTOBKY OOy4aromerocs K ayAuTOPHBIM
3aHATUSAM W MEPOIPUATHUSIM TEKYILIEr0 KOHTPOJIS M IPOMEKYTOUHOM aTTecTalMu MO HU3ydaeMOM
JUCHUIUIMHE. Pe3ynbTaTel 3TOH MOATOTOBKM TMPOSIBIISIIOTCS B aKTHBHOCTH OOydaromierocss Ha
3aHATUAX U B KQUECTBE BBHIMIOJHEHHBIX MPAKTUYECKUX 3a/1aHUi U IPYruX (HOPM TEKYIIEro KOHTPOJIS.

CamocrosTenbHas padoTa CTyICHTOB BKJIIOYALT:

—  u3yueHue y4yeOHOU JIUTepaTypsl 1o Kypcy;

—  pelIeHHE MPAKTUYECKUX CUTYallul U 3a/1a4;

— paborty ¢ pecypcamu MHTepHeT;

— MOATOTOBKY K TECTUPOBAHUIO 110 TEMaM Kypca;

—  MOATOTOBKY K MPOMEXYTOYHOM aTTECTALUU 10 KypCy U Jp.

[Ipy BBINONHEHWU 3aJaHUN AN CaAMOCTOSITENIbHOM pPabOThI pEKOMEHIyeTcs MpopadoTka
MaTepHAJIOB JIEKIIUH 10 KaKI0M IPONJIEHHON TEME, a TAKKE U3yUYECHHUE PEKOMEHyEMOU JINTEPaTyphl.

Jliia oOyyaromuxcs 1Mo 0O4HO-3a04HOM (opMe 00ydeHHsI caMOCTOsITeNbHAsT paboTa SBISETCS
OCHOBHBIM BHJIOM Y4€OHOM /1€ATEIbHOCTH.

s obecrieueHus CaMOCTOSITENBHONM pabOThl OOYYAIOIIMXCS HCHOJB3YETCS AJIEKTPOHHBIN
yueOHbIi Kype, co3aannbiii B OMOC yauBepceuteta http://sdo.tolgas.ru/
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5. YYEBHO-METOJUYECKOE MU HWH®OPMAINUMOHHOE OBECIIEYEHHUE
JUCIHUIIVINHBI

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

Besa nutepaTypa, BKIIOUYEHHAsh B JIaHHBIM I€pedeHb, MPEJCTABIECHA B BUAE AJIEKTPOHHBIX
pecypcoB B dyeKTpoHHOW Oubmmorexke yHmBepcuteta (DBC). Jluteparypa, ucnoib3yeMas B
NeYaTHOM BHJE, TpEACTaBIeHAa B HAay4YHOW OuOimoreke yHHBepcutera B oObeme He meHee 0,25
9K3EMIUISIPOB HAa OJJHOI'O 00YYaroIerocs.

OcHoBHas1 JInTepaTypa

1. TocTuHMYHBIA MEHEIKMEHT : y4eb. mocoOue i BY30B MO HANpaBICHUIO MOJTOT.
43.03.03 "T'octununy. aeno" (kBanudukanus (crenens) "0akanasp") / H. B. Imutpuesa [u np.] ; mox
pen. H. A. aiiuesoii. - JlokymenT read. - Mocksa : Uadpa-M, 2022. - 352 c. - bubauorp.: c. 348. -
(Beiciiee obpasoBanme - bakamaBpuar). - URL: https://znanium.com/read?id=391634 (mata
obpamenust: 21.12.2021). - Pexxum moctyna: juist aBTopu3. nosib3oBareneid - ISBN 978-5-16-016041-
2. — TeKcT : 2JIeKTPOHHBII.

2. Jlxym, T. A. Opranuzamnusi CepBUCHOTO OOCITY)XHBaHHUS B TypusMe : y4eO. mocobue st
CTYAEHTOB BYy30B 10 HanpasiyieHuto noarot. "Cepsuc" / T. A. lxym, C. A. Onbuanckas. - JJokyMeHT
read. - Mocksa : Maructp [u ap.], 2019. - 368 c. : Tabn. - bubauorp.: c. 344-345. - TIpakTHKyM:
cutyaiuu U TecThl. - [Ipwui.. - ([bakanaBpuar]). - URL: https://znanium.com/read?id=368181 (xara
obpamenust: 10.12.2020). - Pexxum moctyna: juist aBTopu3. nosib3oBareneid - ISBN 978-5-9776-0329-
4, — TeKcT : PIEKTPOHHBIH.

3. AypoBu4, A. II. MapkeTtunr B Typu3Mme : y4e0. mocoOue ajsi By30B IO HaIpaBICHHUIM
noarot. 43.04.01"Cepsuc”, 43.04.05 "Typusm" / A. II. dyposuu. - JlokymeHnt read. - Mocksa :
NHOPA-M, 2022. - 316 c. - bubnmorp.: c. 309-310. - (Beicmiee oOpa3oBanue - bakamaBpuar). -
URL: https://znanium.com/read?id=354620 (x1ata o6pamenus: 08.12.2020). - Pexxum moctyna: s
aBTOpH3. mosib3oBarenei - ISBN 978-5-16-009967-5. — TekcT : 2IeKTpOHHBIH.

4. VIHHOBallMOHHBI MEHEKMEHT : y4yeO. Juid By30B IO HampaBieHHI0 "MeHeIKMEHT"
(crenenp (kBanuukamust) - "maructparypa") / B. S. T'opdunkens [u np.] ; mox pen. B. .
I'opdunkens, T. I'. [Tonagiok. - 4-e u3a., nepepad. u gon. - Jlokyment read. - Mocksa : By3oB. yue06.
[t nmp.], 2023. - 380 c. : mn. - buGmmorp.: ¢. 357-360. - CnoB. nousaTuii (trepmunon). - URL:
https://znanium.com/read?id=374442 (mata oOpamenus: 23.03.2021). - Pexum mgocTyma: s
aBTopm3. moss3oBareneit — ISBN 978-5-9558-0311-1. - TekcT : 2IeKTpOHHBIH.

5. KupmmoBa, E. H. MenemkMeHT rocrenpuumcTBa : [yued. mocoOue] s BY30B IO
crienManbHOCTH "MenemxmenT opr." cneruanu3anuu "'ToctuHWY. u Typuct. OusnHec", "Corr.-
KyneTyp. cepBuc u Typusm" u "Typusm" / E. H. Kubiosa, 0. M. benozeposa. - /lokymenT read. -
Mocksa : DOPYM [u ap.], 2021. - 512 c. : Tabn. - bubnwuorp.: c. 483-488. - Kpat. TepMHHOI. CJIOB. -
[Mpui.. - (Beicmiee obpasosanue). - URL: https://znanium.com/read?id=398937 (mara oGparieHus:
13.09.2022). - Pexxum moctyna: aiasi aBTopu3. noibs3osareneit - ISBN 978-5-8199-0441-1. — Tekcer :
JJIEKTPOHHBIN.

6. [Toenenue morpeduTeneit : yued. mocodue s By30B 1O HarpaBiieHHIO moarotT. 38.03.02
"MenemxmenT" (kBanudukanus (ctenensb) "Oakanasp") / O. H. Pomanenkosa, H. I1. byrakosa, JI. A.
Kunenos [u ap.] ; mox o6m. pen. O. H. PomanenkoBoii ; @unaHcoBbIi yH-T Tipu [IpaBuTenscTBe
P®. — Toxyment read. — Mocksa : By3. yue6. [u ap.], 2020. — 320 c. — [pwun. - ['moccapuit. — URL:
https://znanium.com/read?1d=356056 (mata oOpamenus: 14.01.2021). - Pexum pgoctyma: mis
aBTOpH3. nosp3oBarenei. — ISBN 978-5-9558-0404-0. - 978-5-16-102322-8. — TekcT : 31eKTPOHHBII.

7. Tynbtaes, T. A. MapKeTHHT yCIyT : y4eOHUK : y4eO. mocoOue /It By30B 110 HAINPaBIECHUIO
"Mapketusr ycayr" / T. A. Tynbraes. - Jlokyment read. - Mocksa : UHOPA-M, 2020. - 207 c. -
bubnauorp.: c¢. 186-188. -  TI'moccapmit. -  (Beicimee — oOpasoBanme). -  URL:
https://znanium.com/read?id=356219 (mara oOpamenus: 15.10.2020). - Pexxum pnocrtyma: s
aBTopm3. mosk3oBareneit — ISBN 978-5-16-005021-8.- TekcT : 371eKTPOHHBIH.


https://znanium.com/read?id=391634
https://znanium.com/read?id=368181
https://znanium.com/read?id=354620
https://znanium.com/read?id=374442
https://znanium.com/read?id=398937
https://znanium.com/read?id=356219
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JlomoJiHuTeIbHAS JIUTepaTypa

8. bapunos, B. A. Ctpareruveckuii MEHEKMEHT : y4el. mocobue mo mporp. MBA u ap.
nporp. moAarotr. ymnp. kaapos / B. A. bapunos, B. JI. Xapuenko ; H-T SKOHOMUKH ¥ (UHAHCOB
"Cuneprus". - Jlokymenr read. - Mocksa : UHOPA-M, 2021. - 294 c. : un. - bubmumorp.: c. 295-296.
- CnoB.. - (Cepust yueOHnkoB aas nporpammel MBA). - URL: https://znanium.com/read?id=371613
(mata obpamenus: 13.01.2021). - Pexxum mocryna: ans aBropus. monb3osareneit — ISBN 978-5-16-
016936-1. - TekcCT : 3JEeKTPOHHBIH.

9. MeHeKMEHT: TPaJuIIMOHHBIE M COBPEMEHHBIC MOJICIH : cIipaB. mocooue / B. B. ®unatos
[u 1p.] ; mox pen. B. B. Kusizera u JI. C. Ilerpocsina. - Jlokyment Bookread2. - Mocksa : MH®PA-
M, 2022. - 475 c. - bubmmorp.: c. 462-468. - (CopaBounmku "MH®DOPA-M"). - URL:
https://znanium.com/read?id=356055 (mata oGpamienus: 05.09.2022). - Pexum pnocrtyma: s
aBTopu3. mosib3oBateneit — ISBN 978-5-16-012235-9.- TekcT : 35eKTpOHHBI.

10. Csupugenko, lO. II. CepBucHas nesTenbHOCTh : y4eO. mocobue Ui BY30B II0
HanpasneHusM noarot. 43.03.03 "T'octununy. neno", 43.03.02 "Typusm" (kBanuduxaus (cTerneHs)
"0akamapp") / 0. II. Ceupunenko, B. B. Xwmenes. - 2-e usn., ucnp. u jpon. - Jlokyment read. -
Mocksa : UH®PA-M, 2022. - 174 c. - bubmuorp. B Tekcre. - Tectol. - Kimroun. - (Bricmiee
obpazoBanue - bakamaspmar). - URL: https://znanium.com/read?id=400299 (nara oOpamicHus:
07.10.2022). - Pexxum goctyma: it aBTOpu3. mojb3oBateneid - ISBN: 978-5-16-014846-5. — Tekcr :
AIEKTPOHHBIN.

11. CemenoB, A. K. OpraHuzalMoOHHOE IOBEIEHHE : y4eO. UIi CTYACHTOB BY30B IIO
HanpaBlIeHUIO ToATroT. "Menemkment" (kBanmdukamus (crenenp) "0akanasp") / A. K. Cemenos, B.
W. HabGoxkoB. - 2-e uza. - Jlokyment read. - Mocksa : JlamkoB u K, 2020. - 272 c. - bubnuorp.: c.
266-268. - (YueOuble u3manus 1 6akanaBpos). - URL: https://znanium.com/read?id=358190 (narta
oOpamenus: 16.12.2020). - Pexxum npoctyna: s aBropus. nojib3oBateneit — ISBN 978-5-394-03578-
4.- TekCT : PJICKTPOHHBIM.

12. Cko6xkun, C. C. IIpakTuka cepBruca B MHIYCTPUU TOCTCIIPHMMCTBA M Typu3Ma : yueO.
nocobue / C. C. CkoOkuH. - JJokymenr read. - Mocksa : Maructp [u ap.], 2018. - 493 c. : Tabmn. -
bubmuorp.: c. 496. - Ilpaktukym. - URL: https://znanium.com/read?id=372104 (mata oOparueHus:
05.04.2021). - Pesxum moctyma: ajist aBTopu3. mosb3oBateneii - ISBN 978-5-9776-0018-7. — Tekcer :
JJIEKTPOHHBIN.

13. CepBuc: opranu3aius, yrnpaBJICHHE, MApKETUHT : y4eO. IS BY30B IO HAMPABICHUIM
noarot. "Cepsuc", "Typusm", "['octuneu. neno", "Menemxment" (ypoBeHb OakanaBpuata) / E. H.
Bonxk [u ap.]. - Jokyment read. - Mocksa : [lamkos u K, 2019. - 250 c. - bubnuorp.: c. 247-248. -
Tect. 3amanus. - (Yuebuble usmanus i 6akamaBpos). - URL: https://znanium.com/read?id=353585
(mata obpamenus: 23.06.2022). - Pexxum joctyma: s aBropu3. noib3oBateneid — ISBN 978-5-394-
03140-3.- TekcT : 3MEeKTPOHHBIH.

14. Copokuna, A. B. Opranuzanusi oOcaykKMBaHUS B TOCTUHHUIAX U TYPUCTCKUX KOMILJIEKCaX
: yue0. mocobue nans cpen. mpod. obpazoBanus mo crnenuaibHoctu "[octunHny. cepsuc" / A. B.
CopokuHa. - JJokyment Bookread2. - Mocksa : Anbda-M [u np.], 2014. - 304 c. - bubnwmorp.: c. 296-
299. - Ilpun.. - (ITPO®Unw). - URL: http://znanium.com/bookread2.php?book=430064 (mata
obpamenus: 15.10.2020). - Pexxum moctyna: juis aBTopu3. mosib3oBareneid - ISBN 978-5-98281-068-
7. —TekcT : 2eKTPOHHBIH.

15. YuebHO-MeTOAMYECKOE TTOCOOME TIO AUCIUIUIHHE "YTIpaBJIeHHEe B3aUMOOTHOIICHUSIMU C
KIMEHTaMH" : I CTYAEHTOB HampasieHuss noaror. 38.03.02 "MeHemkMeHT" HaIlpaBJI€HHOCTH
(mpoduns) "Ymp. npoekramu" / IloBomk. roc. yH-T cepBuca (®PI'bOY BO '"IIBI'YC"), Kad.
"JKOHOMUKA, Opr. U KomMmep. aearenbHocTh" ; cocT. C. 1. Kykuna. - Jlokyment Adobe Acrobat. -
Tomesittn : TIBI'YC, 2018. - 1,05 Mb, 45 c. - bubmwmorp.: c. 41-42. - Tlpmn.. - URL:
http://elib.tolgas.ru/publ/Metod_UVsKb_BMNUP_09.07.2018.pdf (nara o6parmienus: 21.10.2020). -
Pexxum goctymna: ajist aBTOpu3. MoJib3oBaresied — TeKCT : 3JEKTPOHHBIN.


https://znanium.com/read?id=371613
https://znanium.com/read?id=356055
https://znanium.com/read?id=400299
https://znanium.com/read?id=358190
https://znanium.com/read?id=372104
https://znanium.com/read?id=353585
http://znanium.com/bookread2.php?book=430064
http://elib.tolgas.ru/publ/Metod_UVsKb_BMNUP_09.07.2018.pdf
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5.2. IlpodeccuonanbHble 0a3bl JTaHHBIX, HH(OPMAIMOHHO-CIIPABOYHbIE CHCTEMbI,
HHTEePHET-pecypchl

1. eLIBRARY.RU : Hayunas snektpoHHas oubauoteka : caiit. — Mocksa, 2000 - . - URL:
https://elibrary.ru (mara oOpamenus: 03.12.2021). — Pexum pgocrtyma: s 3aperHCTPHP.
noJsib30Bareseil. — TeKCT: 3eKTPOHHBIM.

2. TAPAHT.RU : undopm. — mpaBoBoii mopran : [caiitr] / OOO «HIIII «"APAHT-
CEPBUC». — Mocksa, 1990 - . - URL.: http://www.garant.ru (mata oopamenus 03.12.2021). - TekcT :
JJIEKTPOHHBIN.

3. EagwmHoe okHO pocTtyma K oOpa3oBaTenbHBIM pecypcam :  caWT. - URL
http://window.edu.ru/ (mata oopamenus: 03.12.2021). - TekcT : 3I€KTPOHHBIH.

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

5. Koncynerantllntoc : cipaBouynas npaBoBas cucrema : caiT / 3A0 «Koncymnbrantlimocy.

— Mocksa, 1992 - . - URL: http://www.consultant.ru (mata o6pamenus 03.12.2021). - Tekcr :
AJIEKTPOHHBIN.
6. YuuBepcurerckas uHpopmanuonHas cucrema POCCHUSA : cait. - URL

http://uisrussia.msu.ru(nara obpamienus: 03.12.2021). - TeKCT : 2IEKTPOHHBIH.

7. DnekTpoHHas OuONMMOTeYHass cucteMa [10BOJDKCKOTO TOCYJapCTBEHHOTO YHUBEPCUTETA
cepsuca : cait / ®I'BOY BO «IIBI'YC». — Tomwsatti, 2010 - . - URL. : http://elib.tolgas.ru (mara
oOpamenus 03.12.2021). - Pexxum noctyna: st aBTOPH3. MOJIb30BaTeNei. - TEKCT : 3JIEKTPOHHBIH.

8. DnekTpoHHO-OMONIMOTEYHass cuctema Znanium.com : caiit / OO0 "3HAHUYM". —
Mockga, 2011 - . - URL: https://znanium.com/ (nata obparenust 03.12.2021). - Pexxum goctyma: ajist
ABTOPU3. NIOJIB30BATENEH. - TEKCT : AIIEKTPOHHBIN.

9. DmnexrponHo-6uOMMOTEUHast cucteMa Jlans : caiit / OOO "OBbC JIAHB". - Mocksa, 2011
- . - URL: https://e.lanbook.com/ (mata oGpamierus 03.12.2021). - Pesxum goctyma: Ui aBTOPH3.
MOJIb30BaTeNeh. - TEKCT : AJIEKTPOHHBIH.

5.3. IIporpammHoe obecnieueHue

WNupopmanronHoe odecreueHre y4eOHOro mpolecca MO JUCHUIUIMHE OCYUIECTBIISETCSA C
UCIIOJIb30BAaHUEM  CIIEYIOLIEr0 MPOrpaMMHOr0 obecreueHust (JIMLIEH3MOHHOTO U CBOOOAHO
pacmpocTpaHsIeMOro), B TOM YHCIIe 0TEYECTBEHHOTO TIPOU3BO/ICTBA:

Ne i/ HanmenoBanue YcaoBus gocryna
1 Microsoft Windows W3 BHYTPEHHEN CETH YHUBEPCUTETA (JINIIEH3MOHHBIH JIOTOBOD)
2 Microsoft Office W3 BHYTPEHHEN CETH YHUBEPCUTETA (JINIIEH3MOHHBIH JIOTOBOD)
3 KoncynpranTllmoc W3 BHYTPEHHEN CETH YHUBEPCUTETA (JINIIEH3MOHHBIH JIOTOBOD)
4 C10 MOODLE U3 JII0GON TOYKH, B KOTOPON UMEETCS OCTYTI K ceTH MHTepHeT
(JIUIICH3MOHHBIH JOTOBOP)



http://www.garant.ru/
http://window.edu.ru/
http://www.consultant.ru/
http://elib.tolgas.ru/
http://www.garant.ru/
http://www.garant.ru/

6. OMUCAHUE MATEPHUAJIbBHO-TEXHUYECKOM BA3bl, HEOEXOJIUMOM JIJIsI
OCYHECTBJIEHUSA OBPA30BATEJIBHOI'O ITPOLECCA IO JUCHUIIVIMHE

[Tomemienust nmpeAcTaBisAOT co00i yyeOHbIE ayIUTOPUN NJISl IPOBENEHUS YUeOHBIX 3aHATHIM,
NPEIYCMOTPEHHBIX YYEOHBIM IUIAHOM H pabodeld MporpaMMoOd JUCIMIUIMHBI, OCHAIEHHBIE
000py/I0BaHUEM M TEXHUYECKHUMH CPEICTBAMU O0OyUEHUS.

3aHATUA JIEKIMOHHOIO THNA. YuYeOHble ayAUTOPUM ISl 3aHATUN JIGKIMOHHOTO THIIA
YKOMILIEKTOBAaHbI MEOENIbIO M TEXHUUYECKUMHU CPEeICTBAaMU O0YUEHUs, CIIYKAIlUMU JJIsl IPEICTaBICHUS
yueOHoIi nHpopManuu (CTallMOHAPHBIE WK TIEPEHOCHBIE HAOOPHI IEMOHCTPAIMOHHOTO 000pYIOBaHUS
(mpoeKTop, PKpaH, KOMITbIOTEP/HOYTOYK), Yy4eOHO-HArJIsAIHbIE IMOcoOMs (Tpe3eHTalud IO TeMam
JeK1Mi), 00ecCreurBaolie TeMaTHYeCKHe WILTIOCTPAIMKM, COOTBETCTBYIOLINE IAHHOW IMpOrpaMme
JVCLIUATUTAHBL.

3aHATHSA CeMHMHAPCKOro TUNAa. Y4eOHble ayAUTOpPUU [UIsl 3aHSATHH CEMHHApPCKOTO THIA
YKOMIUIEKTOBAaHBI MEOEIIBIO U TEXHUYECKUMHU CPEICTBAMH 00YUEHUS, CITYKAIUMHU IS IPECTaBICHUS
yueOHol nH(popManuu (CTallMOHAPHBIE WK TIEPEHOCHBIE HAOOPHI IEMOHCTPALIMOHHOTO 000pyI0BaHUs
(IpoeKTOop, 9KpaH, KOMITbIOTEP/HOYTOYK).

IIpomexyTounas arrecramusi. [[nsg mnpoBedeHHs NPOMEKYTOYHOW arTecTaluu Mo
TUCHUTUTMHE HWCIOJB3YIOTCS KOMIBIOTEPHBIE KJIACChl, OCHAICHHBIE KOMITBIOTEPHOH TEXHHKOW C
BO3MOXXHOCTBIO MOAKIIOUEHUs K ceTu «VHTepHeT» MU obecrmeueHueM JocTyna B O3JIEKTPOHHYIO
WH(OPMAIIMOHHO-00pa30BaTEIbHYI0  CpPelly  yYHHBEpCHUTETa  W/WIM  ydeOHBIE  ayJAUTOpPHH,
YKOMILIEKTOBaHHBIE MEOEIIbI0 U TEXHUYECKUMHU CPEICTBAMU O0yUEHUSI.

CamocTosiTeibHasi pabora. IloMemeHuss Ui CaMOCTOSATENBHOM pPabOTHI  OCHAIICHBI
KOMIIBIOTEPHOH TEXHUKON C BO3MOXHOCTBIO MOJKIIOUEHUs K cetu «lHTepHeT» W HOCTymoMm K
ANIEKTPOHHOM  MH(OpMAIMOHHO-00pa30oBaTENbHOM  cpene  yHuBepcutTeTa. Jns  opraHuzanuu
CaMOCTOSITENIbHOM paboThl 00YYAIOIIMXCS UCTIOTIB3YIOTCS:

—  KOMIIBIOTEPHBIE KJIACCHl YHUBEPCUTETA;

— Oubnuoteka (Menuasan), UMeElOImas MecTa g OOy4yaromuxcs, OCHAIllEHHBIE
KOMIIBIOTEPAMH C JOCTYINOM K 0a3aM JaHHBIX U ceTu «HTepHeT».

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

Kaxnplii oOydaronuiics B TedeHHE BCEro mepuoja oO0ydeHus oOecreueH MHIUBUAYaTbHBIM
HEOTpaHMYEHHBIM JOCTYIIOM K 3JIEKTPOHHOW MH(OPMAIIMOHHO-00pa30BaTeIbHON Cpe/ie YHUBEPCUTETA
(OUOC) http://sdo.tolgas.ru/ u3 000 TOUKH, B KOTOPOM HMMeEETCs AOCTYN K HH()OPMALMOHHO-
TEJIEKOMMYHHUKAIIMOHHOH ceTn «/HTepHeT», Kak Ha TEpPUTOPUH YHHUBEPCHUTETA, TaK M BHE €€.

OUOC yHuBepcurera 00eCreurnBaeT:

— JIOCTyH K Y4eOHBIM IUIaHaM, paboduM Mporpammam AMCHUILIMH (MOJyJei), mporpaMmam
NPaKTUK, OJJIEKTPOHHBIM YYeOHBIM M3JaHUAM U DJIEKTPOHHBIM 00pa3oBaTEeIbHBIM pecypcam,
YKa3aHHBIM B pab04HX MporpaMMax JUCIUIUTMH (MOIyJei ), mporpaMMax MpakTuK;

— ¢opMHpOBaHUE DJIEKTPOHHOTO MOPTQPOINO 0OYJAIOIIETOCs, B TOM YHCIIE COXPAaHEHUE €ro
paboT M OLIEHOK 3a 3TU PadOTHI.

B cnyuae peanuzanuum 00pa3oBaTeNbHOM MNpOrpaMMbl € TNPUMEHEHHEM HJIEKTPOHHOIO
00y4eHus, AMCTaHIMOHHBIX 00pa3zoBaTenbHbIX TexHOoMorui MOC nononHuTeNbHO 00ECIeUnBaET:

— (¢ukcamnuo xoa 06pa3zoBaTeIbHOTO MPOLECCa, PE3yIbTATOB IPOMEXYTOUHON aTTeCTallUU U
pe3yabTaTOB OCBOEHUS 00pa30BaTeNbHOI MPOrpaMMBbl;

— TpoBe/IeHUE YUYEOHBIX 3aHITHH, MPOIEAYp OIEHKH PE3YyJIbTaTOB OOYYCHHS, peaTu3aIius
KOTOPBIX  TNPEIyCMOTpEHa C  TPUMEHEHHEM  DIIEKTPOHHOTO  OOydYeHHs, IUCTAaHIIMOHHBIX
00pa30BaTeNbHBIX TEXHOJIOTUH;

— B3aUMOJICHCTBHE MEXIy Yy4YaCTHHKaMH OO0pa3oBaTeIbHOTO TIpoIlecca, B TOM YHCIE
CUHXPOHHOE U (MJIM) aCHHXPOHHOE B3aMMO/IEUCTBHUS OCPEACTBOM ceTH «HTepHeT».
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1. OCOBEHHOCTH OPI'AHMU3ALINN OBYYEHUA  JIA JIMIQ C
OT'PAHUYEHHBIMHU BO3MOKHOCTAMMHU 31I0POBbs 1 UHBAJINIOB

[Ipu HEOOXOmMMOCTH pabovas TporpaMMa IUCIHUILIMHBI MOXXET OBITh aanTUpOBaHA s
obecrnieueHnss 00pa30BaTENLHOTO MPOIECCa MHBAIHMIOB M JIMI C OTPAaHUYCHHBIMH BO3MOXHOCTSMU
3JI0POBbSI, B TOM YHCIIE ISl JUCTAHIIMOHHOTO oOy4eHus. [l 3Toro Tpedyercs 3asiBIICHHE CTyICHTA
(ero 3aKOHHOTO TIPEJICTABUTENSI) W 3aKIIOUEHUE TICHXOJIOTO-MEINKO-TIEAAroTn4ecKO KOMHUCCUU
(TIMIIK).

B cnyuae HEOOXOAMMOCTH, O0YJAIOMIMMCS M3 YMCIA JUI C OTPAaHUYCHHBIMU BO3MOKHOCTSIMH
3M0pOBbs (1O 3asiBIICHWIO OOy4aromierocs) a JUisi WHBAIKMIOB TakKKe B COOTBETCTBUH C
WHAUBUIYAILHON TIpOrpaMMoi peabuanTalii HHBATUAA, MOTYT IIPEIaraThCs CICIYIOIINE BApUAHTHI
BOCIIPHSTHS YU4eOHOH HH(DOPMAIMK ¢ YIETOM WX MHIUBHIYaIbHBIX ICUXOPU3NICCKUX OCOOCHHOCTEH,
B TOM YHCIIE C IPUMEHEHUEM JICKTPOHHOTO O0YUYCHUS M TUCTAHIIMOHHBIX TEXHOJIOTHH:

— JUIS JIMI C HAPYIICHUSIMU 3pPCHUS: B Me4aTHOU (opMe YBEIWYCHHBIM mpudTOoM; B hopme
3JICKTPOHHOTO JOKyMEHTa; B (hopme ayauodaiiia (mepeBoa yueOHbIX MaTEpHaIOB B ayarnodopMar); B
neyatHoil Qopme Ha s3pike bpaiinsg; WHIMBHIyadbHBIE KOHCYJIBTAIlMM C IMPUBICYCHUEM
TUQIIOCYPIOTIEPEBOAUNKA; MHINBUIYAIbHBIC 3a]]aHUS U KOHCYJIbTAIINY;

— JUTSl TUI] ¢ HAPYIICHUSMH CIyXa: B Me4aTHOH ¢opme; B PopMe IJIEKTPOHHOTO JTOKYMEHTA;
BUJICOMATEPHANIBI  C  CYOTHTpaMHW;  HWHIWBHIyaJIbHBIC  KOHCYJIbTAIlMM C  TPUBJICYCHHUEM
CYpJIOTIEPEBOIUMKA; UHANBUIYAIbHbIC 3a]JaHHUS U KOHCYJIbTAIINY;

— JUISl JIUI] ¢ HApYIICHUSMU OIIOPHO-ABUTATEIBHOIO ammapara: B me4aTHoi gopme; B Gpopme
AJIEKTPOHHOTO JOKYMEHTA; B popme ayauodaiina; HHIANBUIYAIbHBIC 3aIaHUS U KOHCYJIBTALINN.
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8. OHEHOYHBIE MATEPHAJIbI (®POHA OLEHOYHBIX CPEIACTB) JJIA
TEKYIEI'O KOHTPOJIAA YCIIEBAEMOCTHU U ITPOMEXYTOYHOU ATTECTALIUN

8.1. Omnucanue moKa3aTejeii W KpPUTEPHEB OIEHUBAHMS KOMIETEHUIMiIi Ha
Pa3IHYHBIX 3Tanax uX GopMHUPOBAHMNSI, ONTHMCAHUE IIKAJ OLleHUBAHMS

Jlnsi OLIEHKM 3HAaHWK, yMEHUWI, HAaBBHIKOB M YPOBHSA C(HOPMUPOBAHHOCTH KOMIIETEHIIMU I1O
JTUCLUIIIIMHE TPUMEHSETCS OallIbHO-PEUTHHIOBas CHCTEMa KOHTPOJS M OIEHKH YCIIEBaeMOCTH
CTYJIEHTOB. B OCHOBY Oa/UTbHO-pPEHTHHIOBOM CHUCTEMBI IOJIOKECHBI MPHUHIIUIBI, B COOTBETCTBHH C
KOTOPHIMU (DOPMUPOBAHHE pEHUTHUHTA CTYACHTA OCYIIECTBIISICTCS B XOJ€ TEKYIIEro KOHTPOJIS
ycneBaeMocTd. MakcumanbHOe KoimdecTBO 60amioB B cemectpe — 100.

HIkana oueHKH pe3yJabTaTOB 0CBOEHMS AU CHUIJIMHBI,
c(hopMHUPOBAHHOCTH Pe3yIbTATOB 00y4YeHU s

®opmMa npoBeeHNs IIIkanbl OEHKH YPOBHS
NPOMEKYTOYHOM c(opMHPOBAHHOCTH IIIxana oeHKH YPOBHS 0CBOEHHUS JUCHUTINHBI
aTTecTaluu pe3yJabTAaTOB 00yUeHHS
VYposHeBas mkana | 100 6anpHas 100 GanbHast 5-0aypHas mKana, HemuddepeHm
OLICHKH nikana, % nikana, % i hepeHIpoBaHHAs poBaHHas
KOMITETCHITHH oleHKa/0amt OIICHKA
JIOTIIOPOTOBBIN HIKe 61 HIDKe 61 «HEYAOBIICTBOPUTEIBHOY / HE 3a4TECHO
2
I[I/l(l)(l)epueHlIHpO MOPOTOBBIi 61-85,9 61-69,9 «YIOBJICTBOPUTEIBHOY / 3 3a4YTCHO
BaHHBIH 3a4€T 70-85,9 «xoporioy / 4 3a4YTEHO
TIOBBIIICHHBIH 86-100 86-100 «OTIMYHOY / 5 3a4TEHO

[lo wutoram Tekyuieil ycleBaeMOCTH CTYAEHTY MOXET ObITh BBICTaBJIIEHA OLIEHKA IIO
IPOMEXYTOUHOW aTTecTallil B COOTBETCTBMM 3a HaOpaHHBIMM 3a cemecTp Oamnamu (110
HAKOMUTEILHOMY pedTuHTy). CTyneHTam, HaOpaBIIM B XOJ€ TEKYIIET0 KOHTPOJIS YCIEBAEMOCTH TI0
mucuuiuinHe oT 61 1o 100 GanoB M BBIMOJHUBIIUM Bce 00s3aTeNIbHBIE BHJIbI 3aINIAHMPOBAHHBIX
y4eOHBIX 3aHATUH, MO PELIEHUIO MpernojaBaTesis 0e3 MPOXOXKICHHS MPOMEKYTOYHON aTTecTaluu
BBICTABIIIETCS OLIEHKA B COOTBETCTBUU CO LIKAJION OLIEHKH PE3YJIbTaTOB OCBOCHUS AMCLIUIIINHBIL.

Pesyabrar 00ydyeHuss cuurtaercs cGOpPMHPOBAHHBIM (MOBBILIEHHbIH YPOBEHb), €CIHU
TEOPETUYECKOE COJIEp’KaHHE Kypca OCBOEHO IOJHOCTBIO; MPU YCTHBIX COOECEIOBAaHUSX CTYAEHT
MCYEPIBIBAIOIE, IOCIEI0BAaTEIbHO, YETKO M JIOTUYECKH CTPOWHO H3JaraeT ydeOHBI MaTepual;
CBOOOJHO CHpaBisIeTCs C 3ajladyaMHd, BONpPOCAMHU M JPYTMMH BHJAaMHU 3a/laHuil, TpeOyoIMx
NPUMEHEHUs 3HAHUM, UCIOJb3yeT B OTBETE JOMOJIHMUTEIbHBIM MaTepuall; BCe IMPEAyCMOTPEHHbBIE
paboueil y4eOHOM mporpaMMoil 3aJaHMsI BBIIOJHEHbBI B COOTBETCTBUM C YCTAHOBJIEHHBIMU
TpeOOBaHUSAMH, CTYJEHT CIIOCOOEH aHAJIM3UPOBaTh TOJYYEHHBbIE PE3YNbTaThl; MPOSBISET
CaMOCTOSITENIbHOCTh TPU BBINIOJHEHUH 3aJ]aHHM, KaueCTBO MX BBIIIOJHEHUS OLIEHEHO YMCIIOM 0aslioB
or 86 go 100, 4TO COOTBETCTBYET IOBBIIIEHHOMY YPOBHIO C(HOPMUPOBAHHOCTH peE3yJIbTaTOB
00y4eHwusl.

Pesynbrar o00y4eHusi cumrTaercsi C(POPMHPOBAHHBIM (IIOPOrOBBLIH YPOBEHb), €CIIH
TEOPETUYECKOE COJEPKaHME Kypca OCBOEHO IIOJHOCTBIO; IPU YCTHBIX COOECENOBAaHUSX CTYAEHT
MOCJIEI0BATENbHO, YETKO M JIOTMYECKH CTPOWHO Wu3jaraeT y4eOHBIH MaTepual; CIpaBlseTcs C
3aJjayaMy, BOMPOCAMHM U JPYrUMH BHJaMU 3aJaHuil, TpeOyloIIMX TNpUMEHEHUs 3HaHHM; Bce
IpeIyCMOTpEeHHBIe pabouell yuyeOHOM mporpaMMoil 3aJaHusi BBIIOJIHEHBl B COOTBETCTBHUHM C
YCTaHOBJIEHHBIMU TpPEOOBaHUSIMH, CTYJIEHT CHOCOOEH aHaIM3UpPOBaTh IOJYyYEHHBIE pPE3yJbTaThl;
IPOSIBIISIET CaMOCTOSITEIBHOCTh IIPU BBINOJIHEHWM 3a/JlaHui, KayeCTBO HX BBINOJIHEHUS OLIEHEHO
yucioM OamioB oT 61 no 85,9, 4TO COOTBETCTBYET MOPOTOBOMY YPOBHIO C(HOPMHUPOBAHHOCTU
pe3ysIbTaTOB OOyUEHHUS.

PesyabTaT 00yueHusi cuuTaercsi Hec)OPMMPOBAHHBIM, €CJIM CTYIEHT MPU BBINOJIHEHUH
3aJaHUii HE JIEMOHCTPUpPYET 3HaHUIl yueOHOro Mmarepuasna, JAOMYCKAaeT OIIMOKH, HEYBEPEHHO, C
OOJBIIMMU 3aTPyJHEHUSMHU BBIMOJHAET 3aJaHUSA, HE JIEMOHCTPUPYET HEOOXOIUMBIX YMEHHUH,
Ka4eCTBO BBINOJHEHHBIX 3a/laHUl HE COOTBETCTBYET YCTAHOBJIEHHBIM TpPeOOBaHMSM, KadeCTBO MX
BBINOJIHEHHS OLIEHEHO YHCIIOM 0ayioB HUXKe 61, 4TO COOTBETCTBYET AJOIOPOIOBOMY YPOBHIO.
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®opMbI TEKYLIEr0 KOHTPOJIS yCeBaeMOCTH

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

Cucrema OLICHUBAaHUsA IIPEACTABIICHA B JJICKTPOHHOM yLIe6HOM Kypc€ 1O OJUCHUIIINHE
http://sdo.tolgas.ru/.

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

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

IIpakTuyeckoe 3ansaTHe Ne 1. KiiIneHTOOPHEHTHPOBAHHBIN MOAX0/ KAK KJIKYeBOi acleKT
OpraHu3anuu 00CJIyKUBAHUS

3aganue 1.

ConocraBbTe TPATUIIMOHHBI MapKETHUHI, OCHOBAaHHBIM Ha TPAHCAKIHUAX, WU MapPKETHHT
BBaI/IMOOTHOIHeHI/If/'I 1A I[I/I(b(bepeHHI/IaHI/II/I IIOAXO0I0B B OTHOUICHUAX C HOKynaTeJIFIMI/I.
Ta6ymia — CornocTaBieHUE TPAHCAKIIMOHHOTO MapKETHHTa M MAPKETHUHTAa B3aUMOICHCTBUIMA

TpaHCaKIMOHHBI MAPKETHHT MapKeTHHT B3aUMOOTHOIIEHHI

3aganue 2.

CpaBHUTE MO3UIINU TPATUITUOHHOTO U KIMEHTOOPHUEHTUPOBAHHOTO MapKEeTHHTa
Ta6n1/1ua — CpaBHI/ITeJ'H)HaH XapaKTepI/ICTI/IKa Tpa}II/IHI/IOHHOFO nu KHHGHTOOpI/ICHTI/IpOBaHHOFO
MapKeTHHTa

®DakTopsl TpanuuMOHHBIA MapKETUHT KimentoopueHTHpOBaHHBII
MapKETHUHT

OTHo1IeHUE K TOTPeOUTENIO
I{eneBbie mokazarenu

OtHouIeHne
K MapKETUHTY

[Toaxona k MIaHUPOBAHUIO

CrpykTypa ynpaBieHus

3ananme 3.

[IpuBeaute Mo TPU-MIATH MPUMEPOB MOBBINIEHUS IEHHOCTU Oyiara i KJIHMEHTa 4Yepes
yIydlIEHUE NPOAYKTa U CHMKEHUE H3JIEPKEK KIMEHTA, OTCIEAUB LENOUYKY CO3LaHMs LIEHHOCTH U
YUUTHIBasi BPEMEHHOM Jar MexJy OOHapy>KeHHEM HM3MEHEHHH 3ampocoB KIUEHTOB (TpeOoBaHUM
PBIHKA) U OTBETHOM peakluel Ha 3TH U3MEHEHUS.
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3aganmue 4.

Onenurte NOPOAYKTUBHOCTh B3aMMOCBSI3€H MEXKIy BHEIIHEM UM BHYTPEHHEH cpenoi
OpraHu3aly, UMewlell  NpodecCHOHAIbHYI0  HPHUHAIJIEKHOCTb, HA  OCHOBE  YPOBHS
c(OpPMHPOBAHHOCTH MEXAaHU3MOB KJIMEHTOOPUEHTHPOBAHHOCTH.

3ananme S.
IIpoBeauTe aHanuTHYeCKUi 0030p AeHUHUIMI OpUEHTALIUN HA KIMEHTA.
Tabnuna — AHanuTuyeckuii 0030p AeGUHUINI OpUEHTAMU HA KIHEHTA

ABTOp, TOJ1 Onpenenenue Wcnonb3yemblii TEpMUH

CremnmaiiTe BBIBOJI.

3aganue 6.

IIpoBeauTe CPaBHHUTEJIbHBIM aHaaus3 Mozenei KJIMEHTOOPUEHTUPOBAHHOCTH u
TOBapOOPUEHTUPOBAHHOCTH.

Ta6nuna — CpaBHHUTENBHAS XapaKTEPUCTUKA JIBYX MOJICJICH OPHEHTUPOBAHHOCTH

XapakTepuCTUKU AKIIEHT Ha IOTPeOHOCTH AKIIEHT Ha TOBap
HOKyHaTest

Korz[a HUMCCT CMBICJI
HCIIOJIB30BaTh

Kak kinmnenTt MIPpUHUMACT
PEIICHUC O IMOKYIIKE

CpencrtBa

Termiora MoTeHINAILHBIX
KJIMEHTOB

CloXXHOCTH

3ananmne 7.

B kxommaHuio mo mpogaxe HOYTOYKOB OOpaTHMJICS COTPYIHHK KpPYHMHOH koprnopauuu. Emy
HE00X0IUMO MPUOOPECTH HECKOJIBKO JECATKOB HOYTOYKOB JUIsl BceX pabOTHHUKOB B oduce. Kinuenr (u
¢bupMa, KOTOPYIO OH IPECTABISIET) yKE 3HAET 000 BCEX aKLHUAX, HO UMEET HECKOJIBKO BOMPOCOB U HE
3aKpBITBIX BO3PAKEHMI: yCIIEeT JIM MPOJABELl IOCTaBUTh W MOAKIIOYHUTH BCIO MAPTHIO TaPKETOB Ha
3TOH Henene?

Kak Oyner Bectu ce0si KITMEHTOOPUEHTUPOBAHHBIN MTpoaBel?

IIpencraBbTe NPaBUIbHBIN u HeNpaBUIbHBINA BapUaHTHI MOBEJICHUS
KIIMEHTOOPUEHTUPOBAHHOTO MPOJIaBLIa.

3aganue 8.

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

- JUIMTEIbHOCTh OTHOIIEHUH C KIMEHTaMU;

- JIOJIs1 JTIOSTTbHBIX K OPraHU3allMU KIIMEHTOB;

- JI0J1s1 KJIMEHTOB, PEKOMEH/IYIOIINX Balll OpeH]T APYTHM MOKYIaTelsM;

- OOJIBIIION MJTM HEJIOCTATOYHBIN BBIOOP NEPCOHANIBHBIX MPENIoKeHUH (yIeabHbIN Bec B 00111eM
obbemMe);

- KOPPEKTHOCTh M BEXJIMBOE OOILIEHHE C KIUEHTOM, BHUMATEIBHOCTh K €ro npobsueme (1ois
CJIy4aeB C HEraTUBHBIMU pEKJIaMallUsIMHU);

- CUCTEMHOCTb U3YYEHHUS U MEPETPOBEPKH MPEANOYTEHUN KIIMEHTOB;

- Hanu4yre oOpaTHOM CBSA3M C MOKYTIATENEeM;

- IPUCYTCTBUE B pabOTe C KIMEHTAMHU «IIPABUI TPEX J1ay;

- HENIPEPHIBHOCTh AHAIIMTUKH JIEATEIBHOCTH OpPraHUu3alnu;
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- IO/IIEP>KKa KOPIMOPATUBHOM KYJIbTYPhI M CTUMYJIMPOBaHHE COTPYIHUKOB Ha padoTy;
- 3aMMCTBOBAaHHE y KOHKYPEHTOB U JINJEPOB APYTUX OTpaciIel XOPOIINX UIEH.

3aganue 9.
Ilo

npeacTaBJICHHBIM B

TadJInIe

pe3yibTaTtamMm

3aMepoB

oKa3areien

KIIMEHTOOPUECHTUPOBAHHOCTH MPOBEIUTE aHAIIN3 YPOBHS KIMEHTOOPUEHTUPOBAHHOCTH B IMHAMUKE C
COCTABJICHUEM ITOSICHUTEIBHON 3alIUCKU.
Tabmuia — Mcxonusle qanHbIe

Tlokazarenu

1 xBapTain

2 KBapTal

Wsmenenue, +/-, %

*BbIX0J] COTpYIHHUKA
HABCTPEUy K KIMECHTY,
CeK.

55

53

**OTBeT COTpYIHUKA
Ha 3aIpOoC IIPH OHJIANH-
CEepBHCE, CEK.

40

42

Housa ciydaes
MIPEICTABICHUS
COTPYAHUKOM
KiaueHTaMm, %o

95

97

J1oJ1s1 KOHTAKTOB C
IIEPEBOJOM
noTpeduTens Ha
pasrosop B
ITOJIOKUTEIILHOM pyClIe

87

91

*Crangapt opranuzanuu — 25 - 30 cek.
**Cranmapt opranuzanuu — 15 — 20 cek.

3ananue 10.

HpOBeI[I/ITC CpaBHHTeHLHLIﬁ aHaJIW3 KOHICHIIHUI YIIPpABJICHUSA

KJIMEHTaMHU:
-CRM
- CEM
-CMR
- E-CRM
- ERM.

B3aMMOOTHOIICHUAMH C

Tabnuna — CpaBHUTENbHAS XapaKTEPUCTHUKA KOHIICTIINI YIIpaBJICHUsI B3aUMOOTHOIICHUSIMU C

KIIMCHTaMH

XapaKkTepruCTHKA

Konmermms 1

Koumermmsga 2

Konnemnmms n

Kto ynpasisier
OTHOLIEHUSMHU

st xoro ynooHee
OusHec

OTHOILIIEHHUE K
KJIMEHTaM

Hammune
MPUHYXKJICHUS K
onpeIeICHHBIM

JEUCTBUSIM

Kak uyBcTByeT cebs
KJIMEHT

Urto siBRsIETCS IEHTPOM
OpraHu3alu
OTHOIIIEHUH
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3aganue 11.
VYKaKuTe OCHOBHBIE IPEUMMYLIECTBA AKTHBHOIO HMCHOib30BaHusA Mozaenu SaaS (IIO kak
yciyra). Haiinure u oTpa3ute g1aHHBIC O TMHAMUKE phIHKA SaasS B Poccum.

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

3aganue 1.

[IpoBenuTe wu3MepeHUE JIOSUIBHOCTH KIMEHTOB HamOojee W3BECTHOM KOMMEpPYECKOU
opranusaiui B npodeccronanbHoi chepe (b2b wmm b2C cermenr). [Iyis u3MepeHHs JOSIIBHOCTH
KIIMEHTOB HCIOJIb3YHTE CIEAYIOLIUE MEK/TyHAPOIHbIE TOKA3ATENH:

- UHIeKC JosibHOCTH NPS

- UHJEKC YJIOBJIETBOPEHHOCTH KJIMeHTOB CSI.

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

3aganme 2.

[IpoBeauTe wu3MepeHUE JIOSJIBHOCTH KJIMEHTOB HamOoOJiee U3BECTHOM KOMMEPUYECKOU
opranusaiui B npodeccronanshoii chepe (b2b mmm b2¢ cermenr). [y u3MepeHHs JOSIBHOCTH
KJIMEHTOB UCIIOJIB3YNUTE CIEAYIOIINE MEKIYHAPOIHBIEC TIOKA3aTEIH

- Repurchase Ratio - ko3¢ ¢unmeHT Bbikyma

- Upselling Ratio - koadduimeHt mpogax.

[IpouHTepnpeTUpyiiTe MOITYyYEHHBIE PE3YIbTATHI.

3aganme 3.
[TpoBenuTe aHanUTUYECKUN 0030p AeHUHUIHIA KIMEHTOOPUEHTHPOBAHHOW CTPATETHH
Tabnuua — AnamuTuyeckuii 0030p AeUHUINI KIMEHTOOPHUEHTUPOBAHHOM CTpaTeruu

ABTOp, rox Omnpenenenue [Ipumeyanune

CremaiiTe BBIBOJI.

3aganue 4.

Cohopmynupyiite OuzHec-cTpaTeruv Juis H3BecTHOM Bam komMepueckoil opraHuzanu,
KOTOPBIC 633HPYIOTC$I Ha MOHATHHU IIEPCOHATIU3AIIUN OTHOIIIEHUH C KIIMEHTAMH.

Cpenu HampaBJIeHUH, IO KOTOPBIM MOKET PEATM30BbIBATHCS IEPCOHATN3ALNS, BBIIEISIFOTCS:

* IIPOLIECCHI, O0ECTEeUnBaAIONINE UHIMBUIYATN3aLMI0 IPOAYKTOBBIX MPEIVIOKEHUH U KaHAJIOB
KOMMYHHKAIMA C MOTpeOUTENsIMH Ha OCHOBE COOPaHHOW M NMpOaHAIM3UPOBAHHOW HMH(pOpMAIMU O
HUX, MpeABUACHHE TMOTpeOHOCTEeN KaXJIOoro KJIMEHTa Ha OCHOBE aHajiu3a BCEeW HaKOIJIEHHOU
UH(OPMALIUHU O KJIMEHTE, TPOrpaMMbl KIIMEHTCKOH JIOSITBHOCTH U IPUBEP>KEHHOCTH;

¢ IMpoaaxXxv, OCHOBAaHHBIC Ha KaCTOMH3alWHU IIPOAYKTA IIOJ] HOTpe6HOCTI/I KJIMEHTA,
IPEUIOKEHUE JPYIMX NPOAYKTOB, PEICBAHTHBIX BBIABICHHBIM HYXKJAaM KIHWEHTA, OpraHU3alMH
y2106HI)IX JJI KIIMEHTA IMPOUECCOB NPOJAXK, YUUTBIBAOIIUX 0COOEHHOCTH KaXXJ10Tro U3 HUX;

* cepBHC, OazupyrOUIMiics Ha WHIAMBHIYaTbHOM OOCIYXHBAaHMM KaK COCTaBIIAIOLICH yacTu
KaCTOMH3UPOBAHHOTO MPOJYKTa, YTO XapaKTepHU3yeTcs Oe3yCIOBHOM JOCTYMHOCTBIO HJISI Ka)JI0TO
KJIMEeHTa, yIOOHBIMHU, «Ha BBIOOP», KaHAJIaMU KOMMYHUKAILUH, BO3MOXXHOCTHIO CaMOOOCITYKHBaHUS,
MOHUTOPHHTOM KaXXJ0ro KJIHMCEHTA C TOYKH 3pCHHA €ro YAOBJIICTBOPCHHOCTH YPOBHEM CCpBHCA,
MIMPOKUM IPUMEHEHHUEM MPENYNPEAUTENLHOTO 00CITyKUBAaHUSI.
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3aganmue 5.

[IpuBeautre 1O TNATH NPUMEPOB TPEX YPOBHEW pa3BUTHS KIMEHTOOPHEHTUPOBAHHOCTH:
OpraHM3als ¢ KA4eCTBCHHBIM  OOCITY)XMBAaHUEM; OpraHu3amus C  MIpoPeCCHOHATBHBIM
o0cyXMBaHUEM; OpTaHu3anus popmara «IeHTP 0OCTY)KHBAHHS KIIMCHTOBY.

3aganue 6.
«PaccoptupyiiTe» MpeiCTaBICHHbIC HFKE MPUMEPHl Ha OTHOCSIIHECS W HE OTHOCSIIUECS K

KJINEHTOOPUEHTUPOBAHHOCTH.
1. B koMIanuu BHeApeHa MporpamMmma JosiIbHOCTH KIIMEHTOB.

2. B xoMIIaHuU €CTh CKPUIITHI IPOJAXK U PETIIAMEHTHI 110 paboTe ¢ KIMEHTaMHU.

3. B xommanuu noctosiHHO 3amepsiercsa naaekc NPS.
4. KnueHT, 10BOJIbHBIH 00CIyKUBAHUEM, CTAJ OTHPABJATH B JAHHYI0O KOMIIAHUIO CBOMX

apy3seii. Emy 3a 3710 eie u 00HycoOB 1aJjiu.
5. B xoMnanuu riaaBHbIN JTO3YHT - «KJIMEHT Bceraa mpasy.
6. Y10BJIETBOPEHHOCTh KJIHMEHTOB CTOMT NpeBbIlIe NPUObLIM WJIM BPeMEHH OTBeTa Ha

Bonpocsl. K Tomy ke, B KOMIIaHUM He HY’KHO CIIPAIIMBATh pa3pelieHUusi MeHeIKepa, YTo0bI

yauBuTH KiaueHTa. [loatomy 75% moKkynok - noBTopHbIE 3aKa3bl.
7. B 3MMHHUH NepHOJ MEeTAJVIHYECKHe PYYKH Ha JBepsX OTAeJeHUH «0deJn» B MATKHE H

NPUSATHBIE YeXJIbI.
8. B kodeiine Starbucks Ha Ka:XI0M CTaKaHYMKe MHUIIYT MMS YeJOBeKa, KOTOPOMY OH

nmpeaHasHavacTcs.

3aganue 7.
Chopmupyiite criucok 0XUIAHUIN KIMEHTa W3BeCTHOW Bam koMmMmepueckoi opranuzanuu. [lo

KaXJI0MY OKUJAHUIO ONIPEACIIUTE JIYUIIUI BApHUAHT OTBETHBIX JEHCTBUM.

3ananmue 8.
CpaBHUTE KOHTPOJIb OTpaHHYEHUN KIMEHTa, OOyueHHEe IepcoHalla M BO3HATPAKICHHE

KIIMCHTOOPUCHTUPOBAHHOCTH B IBYX KOMMEPUYCCKUX OpPraHu3anusax oTpaciiu.

3aganue 9.
PazpaOotaiiTe mojokeHHEe O KOPHOPATUBHOW KyJIbType (Ha OCHOBE 00paslloB), CUMBOJIUKY
KOPIIOPAaTUBHOW KYJBTYpPHI JJII KOHKPETHOM KOMMEpUYecKoW opraHumsauuu. lIpoBenure nm3mepenue
CHJIBI KOPIOPAaTUBHON KyJbTYPHI JaHHOW OpraHu3aliM, UCHoib3yd MeToauky JI. Bpayn (uHaekc
MRI™) ¢ nmocTpoeHueM KpyroBoii quarpammbl. [IponHTeppeTupyiiTe pe3ynbTaThl UCCIEIOBAHUS.

BHettsme axtoph

“evm,gpuuecv.ne Paryg

S x|
De, ANBHBIX

iy

68% 75%

ITPUMEP

BHyTpeiine daxtops

Saganue 10.

OTBeTUTH Ha CIIEAYIOLINE BOIPOCHI:
1) Ectb 111 Ha priHKe Bateit opranu3zaiyy npuBepeInBble KITNEHThI?
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KTo noBsbImaeT ux npuBepeiInBOCTh?

Kak 6s1cTpo oHa pacret?

Uto Baia opranuzaius ¢ 3TUM HaMepeHa JeaaTh?

2) Ha kakoMm ypOBHE KIMEHTOOPHUEHTHPOBAHHOCTH HAXOAWUTCsA Bama xkomMmaHus M KakoBa
TeHaeHuus’?

Bam ypoBeHb KIIMEHTOOPHEHTUPOBAHHOCTH MOBBIIIACTCS WIIA TTOHIKASTCS ?

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

a) CIIOHTaHHas,

0) perlaMeHTHpPOBaHHAsI,

B) HEOThEMIIEMAsl YaCTh KOPIIOPATUBHOU KYJIbTYPBI

3apanme 11.

PazpaboraiiTe MaTpuIily KIMEHTOOPHEHTHPOBAHHOCTH [UII KOHKPETHOH KOMMEPYECKOM
OpraHu3aIiy CO CIEIYIONIEH CTPYKTYpOi paboT:

1 - ®dopmMupoBaHue peecTpa JOKHOCTESH

2 - Jleranu3anus. Beinenenue rpeitioB, IOCTPOSHUE MATPHUITBI

3 - Ilox6op/ pa3paboTka HHCTPYMEHTOB OIICHKH JJIsi KaXXI0ro rpeiiaa

4 - Tlonbop/ pa3paboTka 00YJaArOIIMX IPOTPaMM JIJIsl KaXKI0T0 Tpeiaa

5 - Pazpabotrka u cornacoBanue Ilomokenus 00  omeHke U 00ydeHUU
KITMEHTOOPUECHTUPOBAHHOCTH.

3ananme 12.

[IpoBeanTe ayAUT BOCIPUATHUS KIMEHTOM BCEX TOUYEK CONPUKOCHOBEHHUS C Balllel KOMIIaHUEH.

[Ipenmnonaraemble HapaBIeHUS IPOBEACHUS ayAUTA KIMEHTOOPUEHTUPOBAHHOCTH

+ AHanu3 Hanuuus, 3pGEKTUBHOCTH U HAIIPABICHUH YCUIICHUs IPOrpaMM OOpbOBI C OTTOKOM,
3aMbIKaHUS U YBEJIMYEHUS JIOSIIBHOCTH MTOKYTIaTenen

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

+ AnHaiM3 HMEOIUXCS U TNPOBEACHHE pacueTa JPYIMX IOKa3aTelled W3MEPEHHUs
KIIMEHTOOPUEHTUPOBAHHOCTHU

+ IIpennoxkeHus o CTUMYIMPOBAHUIO MTOJIOKUTEIBHBIX OT3bIBOB IMOKYIIATENEH O KOMIIAHUU

+ AHalu3 U NpeasioKeHUs M0 COBEPIIEHCTBOBAHUIO OCHOBHOTO IpOLecca U KOPPEKIIUU TOUEK
IIpoBaja JUis JIydleil KIIMEeHTOOPUEHTUPOBAaHHOCTH

+ AHanu3 U TOpeUIOKEHHS MO0 YIYYIIEHUIO KIMEHTOOPUEHTUPOBAHHOCTH IOMELICHUH,
JIOKYMEHTOB, YIIAaKOBKH, CaiiTa U APYTUX MaT€pUAJIbHBIX U HEMATEPHAJIBHBIX HOCUTEIIEH

+ AHanu3 ¥ NpeasioKeHNs 0 ONTUMH3AUU pabOThl CUCTEM 00paTHOM CBSA3U U XkaioO0.

3ananmne 13.

IIpoBenuTe ayauT B3aUMOJEHCTBUSA MEXY COTPYAHUKAMH U OTZIEJIaMH B Balllell KOMITAHHUH.

[Ipenmnonaraemple HampaBIeHUS MPOBEACHUS ayIUTa KIMEHTOOPUEHTUPOBAHHOCTHU

+ AHanu3 Hanu4uus, YPQPEeKTUBHOCTH U HANIPABICHUN YCUIICHUS MPOrpaMM OOPbOBI C OTTOKOM,
3aMbIKaHUS U YBEITUYEHHUS JIOSIIbHOCTH MOKYTIaTenei

+ OuneHka W HampaBJl€HMs] COBEPLIEHCTBOBAHMS KaJpOBOIO COCTaBa C TOYKU 3PEHMUS
KIIMEHTOOPUEHTUPOBAHHOCTH

+ AHaiM3 HMEOIUXCS U TNPOBEACHHME pacueTa JpYrMX IOKa3aTelled W3MEPEHHUs
KIIMEHTOOPUEHTUPOBAHHOCTHU

+ IlpennoxkeHus 1o CTUMYIMPOBAHUIO MTOJIOKUTEIBHBIX OT3bIBOB MOKYIIATENEH O KOMIIAHUU

+ AHallu3 U NpeAsIoKEeHUs M0 COBEPIIEHCTBOBAHUIO OCHOBHOTO MPOIECCa U KOPPEKIIMH TOUEK
IpoBaja Jyisl JIydled KIMeHTOOPUEHTUPOBAHHOCTH

+ AHanmM3 U TOPEUIOKEHHS 10 YIYYIIEHUIO KIMEHTOOPUEHTUPOBAHHOCTH TIOMEUIEHUH,
JIOKYMEHTOB, YIIAaKOBKH, CaiiTa U APYTUX MaT€pUaJIbHBIX U HEMATEPHAJIbHBIX HOCUTEIIEH

+ AHanu3 ¥ NpesIoKeHUs 0 ONTUMH3AIUN padOThl CUCTEM 00paTHOM CBSI3U U ajo0.
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3amanue 14.
PazpaboraiiTe cTanmapt OOCIyXHBaHHUSA AT KOMMEpPYECKOM OpraHM3alldd I0 OJHOMY W3

HaIpaBJICHUM:

Cranaapt noBeJeHUsI COTPYAHHUKA

CraniapT BHEIIHETO BUIA

Cranpapt TeneOHHBIX IEPETOBOPOB

CranmapTt BCTpEYH U MPOBOJIOB KIMECHTA

Crangapt npojaxx ToBapoB U YCIYT

Cranpapt npuema-repeaud CMEHBI

Cranmapt pabOThI B TEUCHHE CMEHBI

Crangapt oOCTyKMBaHUS KIMCHTA B TCYCHUE CMEHBI

Cranmapt yoopku (moMeIeHnid, paboyero Mecra u T.J1.)
Crangapt paboThI C )KanobamMu U peKIaMaIusIMH

Cranmapt paboTsl ¢ ocoObimMu kinenTamu (VIP, neTbMu, MHBATUIAMH | T.1T.)
CraHgapTt B3aMMOJICHCTBHSI TOAPA3ICIICHUN BHYTPH OPTaHU3AIIHH.

3aganme 15.

[Ipoananu3upyiiTe LENEBYIO AaYAUTOPHIO XOPOIIO M3BECTHOW BaM KOMIAHUM B LEJSAX
rereparuu BAY-¢pumiek. [Ipeanoxure Heckoibko BAY -umek. JlaliTe pekoOMeHIaIu, KaK JOOUThCS
BAVY-addekra, B TOM 4rclie U Ha 3JE€KTPOHHOM PBIHKE.

3ananmne 16.
Cnemnaiite mog0OpKy HanboJiee YacTO BCTPEUAIONIUXCS BO3PAKECHUN CO CTOPOHBI KIUCHTOB H
noa0epuTe BapuaHThl OTBETOB HA HUX JIJISI BBIPAOOTKH CTaH/IAPTHBIX OTBETOB.

3aganue 17.
Pa3paboraiiTe aHKETYy «TallHOTO TOKYIATEIs» IS cOOpa HEOOXOIUMBIX JTAHHBIX.

IIpakTnyeckoe 3anaTue Ne 3. Uccienosanue norpedunresiei

3aganue 1.
CocraBbTe:

1.

10 BOIIPOCOB, KOTOPBIC TIOMOTYT IOHATH TCKYITYIO CUTYAlIUIO ITOKYIIATCJIA.

2. 5 BOIpoCoOB 0 MpobIeMax, ¢ KOTOPbIMU CTAJIKUBAETCS KIIUEHT.

3. 5 BOIPOCOB O MOCTEACTBUSIX ITUX MPOOIEM.

4 5 BOIPOCOB O BEPOATHBIX PEIICHMSAX, KOTOPBIE, IO MHEHHIO KIHEHTa, MOTYT €My
ITOMOYb.

5. 3 Bompoca, KOTOpbIE MOMOTYT MPOJATh KIMEHTY YCIYTH, PEIIaoIIUe ero MpoOIeMBbI.

3aganme 2.

Hcnones3yss ONPOCHUMK [UIsi JUArHOCTUKH IEHHOCTHBIX OpHeHTanuui kimeHta M. Pokwuua,
BBICTYIasl B POJIM PECTIOHCHTA, IPOPAHKUPYHTE MPEJIOKEHHbIE B Ta0IHIIEe IEHHOCTH.

Tabauua
TepMuHANbHBIE IEHHOCTH paHr HNHcTpyMeHTA/IbHBIE IEHHOCTH paHr
AKTHUBHa JIeATeIbHas )KU3Hb (ITOJTHOTA AKKypaTHOCTb (UHCTOTLIOTHOCTH,
U SMOILIMOHAJIbHASA HACKILIEHHOCTD YMEHHE COJICPKATh B MOPSIKE BEIIH,
YKU3HHM ) YETKOCTh B BEJICHUHU JIEN)

XKuznennas MyapocTh (3peraocThb
CYKJIEHUH U 3/IpaBbIi CMBICII,
JOCTUraeMble Oaroaps >KU3HEHHOMY
OTIBITY)

BocnuTaHHOCTB (XOpoIlne MaHepHI,
YMEHHE BECTU ce0sl B COOTBETCTBUU C
HOpMaMH KYJIbTYpbI TIOBEACHNU)
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3nopoBbe (pusznyeckoe u
TICUXUYECKOE)

Bricokue 3anpocs! (BbICOKHE
TpeOOBaHUS K )KU3HU U BBICOKHE
IIPUTSI3aHUSA)

WNurepecnas padbota

KuznepagocTHOCTh (ONITUMH3M, YYBCTBO
IOMOpa)

Kpacora npupoab! 1 ucKyccTBa
(mepexxuBaHMUE IPEKPACHOTO B
MIPUPOJIE U B UCKYCCTBE)

HcnomHuTenbHOCTh
(IMCIMTUTMHUPOBAHHOCTH )

JIr060Bb (qyxoBHAs U (huzHUecKas
0JIM30CTh C JIFOOUMBIM YEIIOBEKOM )

HeszaBucumocTs (crmocoOHOCTD
JIeCTBOBATh CAMOCTOSITEIBHO,
PELINTENBHO)

MartepuanbHO oOecriedeHHAs KU3Hb
(oTCcyTCTBHE MaTEepHAIBHBIX ITPOOIIEM)

HenpumupumocTs K HeJoCcTaTKaM B cee
U IPYTrux

Hannune xopommx u BEpHBIX JIpy3en

OO6pazoBaHHOCTH (IIMPOTA 3HAHUH,
BBICOKHI KYJIbTYPHBIN YPOBEHb)

OO1ecTBeHHOE MTpU3HAHKE (YBaXKEHUE
OKpYKaIOIINX, KOJIJIEKTUBA, KOJUIET)

OTBETCTBEHHOCTH (4yBCTBO J10JITa,
YMEHHE JEPHKaTh CBOE CJIOBO)

[To3nanue (BO3MOXHOCTh PACITUPEHUS
CBOET0 00pa3oBaHMsI, KPYro3opa,
o0mIeH KyIbTYpBhl, HHTSIUICKTYaTbHOE
pa3BUTHE)

Panmonanusm (ymMeHue 31paBo u
JIOTUYHO MBICIHUTh, IPUHUMATh
00/1yMaHHBbIE, pallMOHAIbHBIC PEIICHUS )

[MpoxyKTHBHAS KHU3Hb (MAKCUMATIBHO
MOJIHOE MCIIOJIb30BAHUE CBOUX
BO3MOXXHOCTEH, CHJI M CITOCOOHOCTEH)

CaMOKOHTpOJIb (CIEP>)KAHHOCTb,
CaMOJTUCITUTIIMHA)

Pa3Butne (pabota Hag coOoi,
MOCTOSTHHOE (PH3MYECKOe U TyXOBHOE
COBEPILIEHCTBOBAHUE)

CMeIIoCTh B OTCTauBaHUH CBOETO
MHCHUA

CBoOopa (caMOCTOSITENNHLHOCTb,
HE3aBHCUMOCTH B CYKJICHUSAX U
MOCTYIIKaX )

YyTKOCTbH (3a00TIUBOCTH)

CuacTtiauBas ceMeiiHasl )KU3Hb

TepHI/IMOCTI) (K B3I 1aM 1 MHCHUAM

JpYTHX, YMEHHUE MPOILATh APYTUM UX
OIIMOKY U 3a0J1yKICHUS)

Cuactbe apyrux (61arococTosiHue,
pa3BUTHE U COBEPIICHCTBOBAHUE
JIpYTUX JIFOJIEH, BCETO HApoAa,
YeJI0BEYECTBA B 1IEJIOM)

[Iupora B3r1s110B (YMEHUE TIOHATH
YYyXKYI0 TOUKY 3p€HUs, yBaKaTh NHbIE
BKYCBI, 00bI4au, IPUBBIYKH)

TBopuecTBO (BO3MOKHOCTD
3aHUMATbHCS TBOPUYECTBOM)

TBepnas Bosig (yMEHUE HACTOSATH Ha
CBOEM, HE OTCTYMNATh MEPE]
TPYJHOCTSIMU)

YBepeHHOCTh B ce0e (BHYTpEHHSIS
rapMOHUs1, cCB00O/1a OT BHYTPEHHUX
MIPOTUBOPEYNl, COMHEHHIA)

YecTHOCTH (ITPaBAUBOCTH, HCKPEHHOCTH )

VY noBosbCTBHS (MIPUATHOE,
HEOOpEeMEHHUTETTFHOE

D¢ hekTUBHOCTH B Aenax (Tpyaoaodue,
IPOAYKTUBHOCTH B paboTe)
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BPEMAIIPENPOBOKIECHNAE, OTCYTCTBUE
00s13aHHOCTEH, pa3BICUCHHUS)

Hucempykyua:

Bam npennaratorcsi nBa cnucka nmo 18 mennocteil. Bamra 3agada - mpopaHXHpOBaTh UX IO
MOPSIIKY 3HAaYUMOCTH Uil Bac kak mpuHIMIOB, KOTOpbIMU Bel pykoBoacTByeTech B Baiei ku3Hu.
To ectb camomy BaxxHomMy Bbl npucBauBaere Homep | U T.1I., TaK YTO IO/ BOCEMHAIIATHIM HOMEPOM
OyIeT UATH LICHHOCTh HaUMEHee 3HauuMast JiIsl Bac.

Paboraiite He cnema, BaymunBo. Ecnu B mporecce paboTel Bbl M3MeHHTE CBOE MHEHUE, TO
MOXXETE€ HCIpPaBUTh CBOM OTBeThl. KOHEUHBIH pe3yiabTaT JOJKEH OTpaxkaTrh Bairy HCTUHHYIO
MO3ULIHIO.

Oopabomka pe3yr1omamos:

BricTaBiieHHBIE UCIIBITYEMBIM PAHTY LEHHOCTEN OTPaXKaroT BAXKHOCTh KaXKJI0M U3 HUX.

BaxHo moMHUTH, 4TO B onpocHuKe M. Poknua mikamsl UMEIOT 00OpaTHBIN XapakTep:

. YeM MEHbIIE PAHT, TEM BBIIIE 3HAYMMOCTb LIEHHOCTH /ISl PECIIOH/ICHTA;

. YEeM BBIIII€ PAHT, TEM HIKE 3HAUMMOCTbh IIEHHOCTH.

Humepnpemayus pe3ynomamog:

[TorydeHHas B pe3ysIbTaTe MCCISAOBaHUS HHIMBUyaTbHAS UEPAPXHSI IIEHHOCTEH MOXKET OBIThH
pazJiesieHa Ha TPU PaBHBIE TPYIIIbL:

. MpeANnoYnTaeMbIe IICHHOCTH, 3HaUnMbIe (panru ¢ 1 1o 6);
. unauddepentasie, 6e3paznuunsie (7-12);
. oTBepraemble, He3HaunMble (13-18 panr uepapxumn).

[Tomy4yeHHble U KaKA0H U3 36-TH EHHOCTEH UX PaHTH, OTPAKAIOLIUE 3HAYUMOCTh [ICHHOCTH
AJI1 UCHBITYEMOT'O, MOKHO HCITI0JIb30BAaTh B OMIIMPHUYCCKUX UCCIICAOBAHUAX IJIA BBIABJICHUS pa3JII/I‘II/If/'I
B PYIIAX WIH JJIs aHAJIM3a B3aUMOCBs3EH [IEHHOCTHBIX OPUCHTAIMI C APYTUMH TICHXOJOTHUECKUMHU
dheHoMeHaMu.

Ilpumep ananusza pesynvmamos onpocrnuxa Poxuua:

Ha pucynke mnpuBeneHsl CpeIHHE 3HAYEHUS TEPMHUHAIBHBIX IEHHOCTEN MOAPOCTKOB
HKCIIEPUMEHTATIbHON (CTIOPTCMEHBI) U KOHTPOJIBHOM (HE CIOPTCMEHBI) TPYIIIL.
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Pucynok — Cpegnue 3Ha4eHUsI paHTOB TEPMUHAJIBHBIX LIEHHOCTEN

CTpyKkTypa TepMUHAIBHBIX LEHHOCTEH MOAPOCTKOB 0OEUX TPYII HOCUT CXOJHBIM Xapakrep:
Haubosee 3HaYUMBbl [IEHHOCTH 3/10pOBbE, JIIOOOBb, IPY3bsS U CEMbs; HAUMEHEEe 3HAYUMBI — KpacoTa,
TBOPYECTBO, CYACTHE APYTHUX.

[Tonpoctku n3 006eux MOArpymI B OOJbIIEH CTENIEHW OPUEHTUPYIOTCS Ha 3/10pOBbE, JTHOOOBD,
ceMbl0 U JApy3ed. He cTonb BaKHBIM SIBIISIETCS OPHEHTAllMs Ha KpacoTy INPUPOAbl U HCKYCCTBa,
TBOPYECTBO U CUACTHE APYTHUX.

3ananme 3.
Hcnons3ys nennoctHelil onpocHuk L. IIIBapna, nposenure nusmepeHue EHHOCTEN, H1€aI0B U
yOeXIeHHH, OKa3bIBAIOLINX BIMSHUE HA JINYHOCTh OTpeOUTENEH.
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Hucempykyua (wacmo nepeasn):

Crpocure cebs: "Kakue EHHOCTH BaXKHBI JJIs1 MEHSI KaK PYKOBOJSIIME MPUHIMIIBI B Moeii
*km3Hu? Kakue meHHOCTH MeHee BaKHBEI i MeHA?" Bamma 3ajada: oIeHWTb, HACKOJIBLKO BaykKHA IS
Bac xaxzaas IeHHOCTb B Ka4€CTBE PYKOBOJAILErO PUHLIMIIA B Barieil ;xu3Hu.

Ikana 11g OLEHKH:

7 - WCKJIIOUMTENBHO Ba)KHAs B KAadeCTBE PYKOBOJAIIEIO NpUHLIMIA Bamel xu3Hu

IIEHHOCTH (OOBIYHO TAKHUX IIEHHOCTEH ObIBaeT OHA-/IBE);

6 - oueHb BaXKHA;

5 - mocTaTo4yHO BajKHas;

4 - BaxkHas;

3 - HE OYEHb BaXKHAS,;

2 - MaJjo Ba)KHas;

1 - He BaxkHas;

0 - coBepiieHHO Oe3pazIuyHasi;

-1 - 3TO MPOTHUBOMOJIOKHO MPUHITUIIAM, KOTOPEIM BBl ciienyere.

Jlo Toro, kak Bel HauHeTe, mpounTaiite cnucok u3 30 1eHHOCTel U BhIOEpUTE OJIHY, KOTOpas

HanoboJiee

BakHa 1 Bac, um omenute ee BaxkHocts "7". Jlaynee, BhIOEpUTE IIEHHOCTh HAWMEHEE

BaxxHy0 /Ui Bac u ouenute ee -1, 0 unu 1, coryacHo ee BaXKHOCTU. 3aTeM OIEHUTE OCTaBILIKECS
nenHoctu (ot -1 o 7).
Cnucok nennocreii 1:

1 PABEHCTBO (paBHble BO3MOKHOCTH ISl BCEX)

2 BHYTPEHHAS TAPMOHUS (Ob1Th B MHUpE ¢ caMuUM cO0O0i)

3 COLUAJIbHAS CUJIA (KOHTpOJb HAJ IPYTHUMHU, TOMHUHAHTHOCTD )

4 YJIOBOJIBCTBHUE (ynoBneTBOpeHUE KeTaHHI)

5 CBOBOJIA (cBoOOma MBICHEH U IEHCTBHIN)

6 JYXOBHAA )XM3Hb (akueHT Ha TyXOBHBIX, a HE MAaTEpUAIBbHBIX BOIIPOCAX)

7 YYBCTBO ITPUHAUIEXKHOCTU (omymienue, uto apyrue 3a00TsATCs 000 MHE)

8 COILIMAJIBHBIN ITOPSJIOK (cTabuiabHOCTH 00IIecTBa)

9 JKM3Hb, ITOJIHAS BITEYATJIEHUM (cTpemienne K HOBU3HE)

10 CMBICJI XKXKM13HU (uenu B 5KU3HM)

11 BEXJIMBOCTD (nmpenynpeauTenbHOCTb, XOPOLINE MaHEPHI)

12 BOI'ATCTBO (marepuanbHas cOOCTBEHHOCTb, IEHBIN)

13 HAIMOHAJIbBHAS BE3OITACHOCTD (3amuiieHHoCcTh CBOSH HalluK OT BParoB)

14 CAMOVYBAXEHMUE (Bepa B cOOCTBEHHYIO LIEHHOCTh)

15 VBAXEHUME MHEHUA JAPYI'MX (yuer uHTEpecoB Ipyrux Jojei, uzberanue
KOH(POHTALIUH)

16 KPEATHUBHOCTbD (yHHKambHOCTB, OOTaTOE BOOOpaXKEHNUE)

17 MHP BO BCEM MMUPE (cBo6oa OT BOIHBI U KOH(IIUKTOB)

18 VBAXEHUE TPA VLM (coxpaneHye NPH3HAHHBIX TPAIHIIHii, OObIYACR)

19 3PEJIAS JIIOBOBbD (riy6okas sMOIMOHaIBHAS U JyXOBHas OJIM30CTh)

20 CAMO/IUCHUITJIMHA (camoorpaHWuYeHUE, YCTOWIUBOCTD K COOJIa3HAM)

21 TIPABO HA YEJAMHEHMUE (npaBo HanuyHOE MPOCTPAHCTBO)

22 BE3OITACHOCTBb CEMbU (6e3omacHOCTh /st OJHM3KUX)

23 COLUAJIBHOE IMTPU3HAHMUE (onoOpenue, yBaxkeHUE PYTUX)

24 EJIMHCTBO C IIPUPOJIOM (crustaue ¢ mpupooii)

25 N3MEHUMBASA KWU3Hb (ku3Hb, HamoNHEHHas MpoOieMaMH, HOBU3HOH U
M3MEHEHUSIMN )

26 MYIPOCTD (3penoe noHuMaHHE MUPA)

27 ABTOPUTET (mpaBo OBITH TUAEPOM HIIK KOMaHIOBATh)

28 HCTHUHHAS APYXBA (6nu3kue apy3ns)

29 MMUP KPACOTHI (kpacoTa mpupoOIBI U HCKYCCTBA)

30 COLHAJIbBHAA CITPABEJIMBOCTD (ucnpaBieHue HecHpaBeIMBOCTH, 3a00Ta O

C1a0BbIX)
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Tenepp OILIEHWTE, HACKOJBbKO BaKHA Ka)xxJaas M3 CIEAYIOIIMX IEeHHOCTeW mia Bac, kak
PYKOBOAAIIMK NpUHLIMIN Bamei *u3HU. OTH IIEHHOCTH BBIPaXKEHBI B cIoco0ax AEMCTBHSI, KOTOpBIE
MOTyT OBITH OoJiee WK MeHee BaKHbIMU TSl Bac. TlonbITaiiTech pa3nuuuTh HEHHOCTH, HACKOJIBKO 3TO
BO3MOYHO, UCTOJIB3Ys Bce HOMepa. J{Js Hauana mpoynTanTe IEHHOCTH B CITUCKE 2, BEIOEPUTE TO, YTO
st Bac Hambonee BakHO, OlLlEHMTE Ha IuKajie (OoTMeTKa 7). 3aTeM BbIOEpUTE LIEHHOCTb, KOTOpas
MPOTUBOPEUYHUT BAIlUM TpUHIUNAM (OTMeTKa - 1). Ecnu Takol IeHHOCTH HET, BhIOGPHUTE IEHHOCTh
HauMeHee BakHYyIO /uig Bac u ouenute ee otmerkamu O unu 1, B COOTBETCTBHM C €€ 3HAYUMOCTBIO.
3aTeM OLIEHUTE OCTaJIbHbIE [IEHHOCTH.

Cnucok nennocrei I1:

31 CAMOCTOSTEJIbHBIN (Hageromuiicst Ha ceOsl, CaMOIOCTATOYHBIH )

32 CJIEP’)KAHHBIN (u36eraromuii KpaifHocTeil B 4yBCTBAX 1 JeHCTBHSIX)

33 BEPHBIU (npenanmblii Apy3bsam, TPyIIIE)

34 LIEJIEYCTPEMIJIEHHBIN (Tpynomo6uBslii, BIOXHOBEHHbIIT)

35 OTKPBITHIM K UYKUM MHEHMSIM (TepruMblii K pa3IddHbIM HAESIM U BEPOBAHUSM)

36 CKPOMHBII (npocToii, He cTpeMsIuiics NpUBIeYb K cebe BHUMAHHKE)

37 CMEJIBIM (uurymuit IpUKITIOYEHNH, PUCK)

38 3ANIUIIAIOLINI OKPYXXAIOILYIO CPE/LY (coxpaHsiomiuii mpupoy)

39 BJIUSTEJIbHBIN (MMeEroIUi BIMSIHUE HA JIFOJIeH U COOBITHS)

40 YBAXAIOIIUWM POJUTEJIEM U CTAPLIMX (nposiBIsomuii yBasxeHue)

41 BBIBUPAIOIINN COBCTBEHHLIE IEJIU (ot6uparomuii coGCTBEHHbIE HAMEPEHHS )

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

43 CITOCOBHBIN (koMIeTeHTHBII, CIOCOOHBIH ((PEKTUBHO JeiCTBOBATH)

44  TIPUHUMAIOILMHN XWU3Hb (110 4UHSAIOIMIACS KU3HEHHbIM 00CTOSATEILCTBAM)

45 YECTHBIM (0TKpoBEHHBII, HCKPEHHHIT)

46 COXPAHSIOLIMI CBOM MMUJIX (3amuTa cOGCTBEHHOTO (IHIIAY)

47 TIOCJIYIIHBIN (MCTIONHUTEIBHBIN, MOYHHAIONMIMIICS IPABHIIAM)

48 YMHBbIHN (oruuHbIii, MBICISILIHTIA)

49 TIOJIE3HBIN (paGoTaromuii Ha 61aro apyrux)

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

51 BJIATOUYECTUBBIN (npunepKUBArONIHiics PEIUIHO3HOM Bephl U yOeKIeHHiT)

52 OTBETCTBEHHBIN (HaeKHBI|, 3aCTy>KUBAIOIINIA TOBEpHs)

53 JIFOBO3HATEJIbHBIN (MHTepecyromuiics BceM, MbITINBII)

54 CKJIOHHBIN ITPOIIATD (cTpeMsiumiicst poIaTh APyroro)

55 VCIIELIHBIM (nocturarommii nemm)

56 UYMCTOIIJIOTHBIN (onpsTHBIi, aKKypaTHEIi)

57 TOTBOPCTBYIOLINI CBOUM JKEJIAHUSIM (3aHUMAIOLIMIiCS TEM, 4TO JOCTABIISET
Y10BOJILCTBHE)

HNucTpykuus (4acTb BTOPS):

Hwuxe mpuBeneHbl onrcanus HEKOTOPBIX roaed. [loxkanyiicta, mpoyuTaiiTe Kaxaoe OnMcaHue
Y MOJYMailTe, HACKOJIBKO KaXKIbId YEOBEK MOXO0X WM He moxox Ha Bac. IlocraBpTe KpecTUk B
OJIHO M3 KJIETOYEK CIpaBa, KOTOPas MOKa3bIBaeT, HACKOJIBKO OMMCHIBAEMBIN YeJIOBEK MOX0XK Ha Bac.

Tabmuma 1 - [Ipoduns muunoctn

Ouenr | Iloxox | B Hemuoro | He CoBceMm

ITOXO0X Ha HeKOTOpOI;'I IIOXO0XX Ha | IMOX0XK HEC

Ha MeHS CTENEHU MEHS Ha MMOXO0XK

MCHSA ITIOXO0XK Ha MCHA Ha MCHA
MeHs

1. IIpuaymsIBaTh 4TO-TO HOBOE
u  ObITh  HM300peTaTenbHBIM
BaXHO g Hero. OH ITIOOUT
MOCTyNaTh MO-CBOEMY, Ha CBOM
JIa.
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2. Jlngs wero BaxHO OBITH
o6orateiMm. OH xoueT, 4TOOHBI y
HEro OBUIO MHOTO JICGHET H
JIOPOTUX BEIIEH.

3. OH cuMTaeT, 4YTO BaXHO,
YTOOBI C KaXKIbIM YCIOBEKOM B
MHpe O00palaInch OJMHAKOBO.
OH BepuT, 4YTO Y BCEX JOJKHBI
OBITH paBHBIE BO3MOXHOCTH B
JKU3HU.

4. Jlns HEro OdYeHb BaKHO
MOKAa3aTh CBOM CIIOCOOHOCTH.
OH  xouer, 9YTOOBI JIFOAM
BOCXHUINAJIUCh TE€M, 4YTO OH
JIeaeT.

5. Jlns Hero BaXXHO KUTH B
Oe3omacHoM okpyxeHuu. OH
u30eraeT BCEro, 4YTO MOXET
yIpOKaTh ero 6e30MacHOCTH.

6. OH cuuTacT, 4YTO BaXXHO
JIeNIaTh MHOTO Pa3HbIX el B
»u3Hu. OH Bcerja CTPEMHUTCS K
HOBU3HE.

7. OH BEepUT, YTO JIFOJU JOKHBI
JenaTh To, YTo UM roBopsT. OH
CUMTAET, YTO JIOAW JOJKHBI
MIPUACPIKUBATHCS paBUI
BCerma, Jake Korja HUKTO HeE
BUIHT.

8. Jlnst Hero BaJKHO BBICIYIIATh
MHEHHUE JTIOIEH, KOTOPBIE
OTIMYAIOTCA OT Hero. Jlaxe
€CIIM OH HE COrJaceH C HUMH,
OH BCE€ PAaBHO XOYET UX MOHSATH.

9. OH cuMTaeT, YTO BAXXHO HE

MPOCUTH OOJIBIIIETO, yeM
uMeeltb. OH BEpPUT, YTO JIIOAU
JTOJIKHBI JTIOBOJILCTBOBATHCS

TEM, YTO Y HUX €CThb.

10. OH Bcerma mieT NOBOJ, I
pa3BieyeHus. s HEro Ba)XHO
JIeNaTh TO, YTO JOCTABJISET eMy
YJIOBOJIbCTBHE.

11. JIns HEro Ba)kHO camMOMy
pemarb, 4TO JHenatb. Emy
HpaBUTCS OBITh CBOOOJHBIM B
IUIAaHUPOBAHUM U BBIOOpE CBOEH
eI TCIIbHOCTH.
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12. Jlngs HEro OdYeHb BaXKHO
noMoratb Okpyxaromum. OH
xoueT 3a00TUTBCI 00 WX
0J1aromoy4nH.

13. Jnsg HEro OYeHb BaXXHO
nmpeycnerb B KU3HU. Emy
HpaBUTCSA IIPOU3BOANTH
BIIEYATIICHUE HA JPYTUX JIIOJIEH.

14. Hns HEro OYEHb
BaKHA 0€30MacHOCTh €0
ctpanbl. OH cYHTaeT, 4YTO
TOCYIapCTBO JOJDKHO  OBITH
TOTOBO K 3aIlIUTE OT BHEUTHEH U
BHYTPEHHEHN YIpO3BbI.

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

16. [nsa Hero BaxXHO Bceraa
BECTHU CeOS TOJDKHBIM 00pa3oM.
OH xouer u3zberarb HEHCTBUH,
KOTOpbIE JIFOJAM  COYJU OBl
HEBEPHBIMHU.

17. Jlng Hero BaXHO OBIThH
IJIaBHBIM W YKa3bIBaTh JIPYTUM,
yTo nenarb. OH XO04YeT, YTOOBI
JOAW  JAeNad  TO, 4YTO OH
TOBOPHUT.

18. Jlns Hero BaXHO OBITH
MpEeIaHHBIM CBOUM JAPY3bSM.
OH XO4YeT TOCBATHTh CeO0s
CBOMM OJIM3KHM.

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

20. BbITh penurno3HbIM Ba)KHO
qst Hero. OH O4eHb cTapaeTcs
CJIEI0OBaTh CBOMM PEIUTHO3HBIM
yOeXKACHUSIM.

21. Jlms Hero Ba)kKHO, YTOOBI
BEIIIM COJIEPKAIUCHh B TIOPSJIKE
51 B YUCTOTE. Emy
JIEHCTBUTEIILHO HE HPABUTCS
OecTopsIIoK.

22. OH cyuTaer, 4YTO BaXKHO
MHTEPECOBATbC MHOIUM. Emy
HpPaBUTCA OBITDH
JAr0003HATENBHBIM U IBITATHCA
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IMOHATH PAa3HBIC BCIIH.

23. OH cuuTaer, 4YTO BCE
HapoJibl MUpa JOJDKHBI KUTh B
TapMOHUH. ConelicTBOBaThH
YCTaHOBJICHUID MHUpa MEXIY
BCEMM TIpyIIIaMH JIIOACH Ha
3eMJI€ BaKHO JJIS HETO.

24. OH payMmaeTr, 4YTO BaXXHO
OBITh  YECTONIOOMBBIM. EMy
XOUeTcs II0Ka3aTh HAaCKOJILKO
OH CIIOCOOHBIH.

25. O" nymaer, 4To JIydIlle

BCETO MoCcTynaTb B
COOTBCTCTBUH C
YCTAaHOBUBIINMHUCA

TpaguuusamMi. J{JIs Hero Ba)KHO
coOmonaTh 00bYaM, KOTOpHIC
OH YCBOMIL

26. Jlnsg HEro BaKHO IOJy4aTh
YIOBOJBCTBHE OT XKHU3HU. Emy
HpaBUTCS «0aIoBaTh» ceOs.

27. Jns Hero BaXHO OBITH
YyTKUM K HYXKJIaM Jpyrux
JIIOAEH. On crapaercst
MO/IJIEPKUBATH TEX, KOTO 3HAET.

28. OH mojaraer, 4To BcCerja
JIOJDKEH TIPOSIBIISITh YBOXKCHHUE K
CBOMM DPOJUTENSIM U JIIOASIM
crapuiero Bospacrta. s Hero
Ba)XHO OBITH TOCTYITHBIM.

29. OH x04eT, YTOOBI CO BCEMU
MOCTYTANI CIPABEINBO, JaXKe
C JIIOJbMH, KOTOPBIX OH HE
3HaeT. Jlosg  HeEro  BaxHO
3aIHIIATh CJIA0BIX.

30. On moOut croprpussl. s
HETO0 Ba)KHO, YTOOBI €r0 >KU3Hb
ObL1a MOJTHA SPKHX
BIICYATIICHUH.

31. OH oueHb crapaercsi He
3a00J1eTh. CoxpaHnenue
3I0pOBbSI  OY€Hb BAXKHO JUIA
HETo.

32. ITlpoaBukeHue BIEped B
JKM3HHM BakHO It Hero. OH
CTPEMHUTHCS JI€JIaTh BCE JIyYIIIE,
YEM JIpYTHE.
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33. lnsg HEero BaXkKHO MPOIIATh
J0JIel, KOTOpBIE OOMIEIH €ro.
OH crapaercd BUIETh XOpoLIEe
B HUX W HE JIepKaTh OOUTY.

34. Jlms HEro BaXXKHO OBITh
He3aBHUCUMBIM. EMy HpaBuTCs
1oJlaraTtbcs Ha ceOsl.

35. Hmethb cTaOuIBEHOE
NPaBUTEIILCTBO  BAXHO IS
Hero. OH  OeCIOKOHTCS O
COXpPaHCHHH  OOIIECTBEHHOI'O
MOPSIIKA.

36. Jlima HEero o4yeHb BAXKHO BCE
BpeMs OBITh  BEKJIUBBIM  C

JIPYTUMHU  JIIOJIbMH. On
crapaercs HHUKOT1a HE
pazapaxaTb U HE OECIOKOUTH
JIpYTruX.

37. OH no-HaCTOSAUIEMY XOUET
HACJIaXXJaThCs ’KHU3HBIO.
Xopomo TPOBOIUTH  BpeMs
OY€Hb BAXKHO JJI HETO.

38. Jligs Hero BaXXHO OBITh
CKpoMHBIM. OH cTapaercsi He
IIPUBJIEKATh K ce0€ BHUMaHHUE.

39. Om Bcerma xouer OBITH
TEM, KTO NMPUHUMACT PEIICHUS.
Emy HpaBUTCS OBITH TUAECPOM.

40. Hnst HETro Ba)XHO
MPHUCIIOCA0IUBATELCS K TIPUPOJIE,
OBITh yacThio ee. OH BEpUT, 4TO
JIOIA HE JOJDKHBI HU3MEHSTH

OpUPOY.

Humepnpemayua memoouxu Illsapua.

Meroanka JaeT KOJMYECTBEHHOE BBIPAKEHHE 3HAYMMOCTH  KaXJAOro U3  JIECSITH
MOTHBAIIMOHHBIX THUIIOB IIEHHOCTEH Ha JIBYX YPOBHSX:

. Ha YPOBHE HOPMATUBHBIX UJEAJIOB U

. Ha ypPOBHE WHIWBHIYATHHBIX TPHOPUTETOB.

OOpaboTka pe3ynbTaTOB TMPOBOJUTCA IIyTEM COOTHECEHHS OTBETOB HCIBITYEMOIO C
kar090oM. COOTBETCTBYIOIIMIA KITFOY MPUBOAUTCA Hike (B Tabmuie 3). B Hem ykasaHel HOMepa
MYHKTOB 00€MX YacTel ONMPOCHHKA, COOTBETCTBYIOLINE KAXIOMY THIY IeHHOcTel. CpenHuil 6ami no
JAHHOMY TUITY LIEHHOCTH IOKa3bIBA€T CTENEHb €€ 3HAYMMOCTH.

ITpu o6paboTke mepBoro paszena omnpocHuka - «O0630p neHHocTei» (YpOBEHbh HOPMATUBHBIX
U7IealioB) - pe3yJabTaThl O CHUCKaM | U 2 CyMMHUPYIOTCSI.

Ilepen moacueToM pe3ylbTaTOB BTOPOTO paszzena ompocHuka - «[Ipoduib ITUIHOCTHY -
HEO0OXOMMO MEePEBECTU IIKAITY OMPOCHUKA B OaJLIbI.

Kittou st mepeBoia OTBETOB UCTIBITYEMBIX B OAJIIBl IPUBOUTCS HUKE B TaOmuIe 2.
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Tabmuma 2 - KonmnyecTBo 6anmioB, MpUMUCHIBaeMOe MyHKTaM IIKainbl «[Ipoduins muaHOCTH
npu 00paboTKe Pe3yIbTaTOB.

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

[Ipu mepBuuHON 00pabOTKE MAHHBIX MO Ka)XJAOW 4YacTh omnpocHuka («O030p IEHHOCTEH» U
«[Ipounp TUYHOCTHY) BBICUUTHIBACTCS CpPEeIHUI Oani Ui BBHIOPAHHBIX HCIBITYEMBIM OTBETOB B
COOTBETCTBUH C KJIrouoM (cMm. Tabmuia 3). OOpaboTka MPOBOAUTCS OTACIBHO U Kakaoro us 10
TUIIOB IICHHOCTHBIX OpHEHTauuHu. BenuumHa 3TOro cpenHero Oaiga MO OTHOLIEHUIO K JPYIUM
MO3BOJISIET CYJIUTh O CTENEHU 3HAYUMOCTH 3TOr0 TUIA LIEHHOCTEN JUIsl HCIBITYEMOTO.

Cnenyer oOpaTuTh BHHMAaHHUE, YTO JIaHHBIE, IOJIyYEHHbIE [0 NEPBOW M BTOPOH YacTAM
ONPOCHHKA, OOBIYHO HE COBMAJAIOT, TAaK KaK IEHHOCTHHIE OPHEHTALMU JHUYHOCTH Ha YpPOBHE HOp-
MaTUBHBIX HJEAJOB HE BCErJa MOI'YT pPEalu30BaThCs B IOBEJCHUM BCJEACTBUE OIPAaHUYECHUS
BO3MOXKHOCTEH YeIoBeKa, TPYNIIOBOTO JaBJICHUS, COOMIOACHUS ONPEICICHHBIX TPAIUIUi, CIIeI0BaHUS
oOpa31aM NOoBeICHUS U IPYTUM IPUYHHAM.

B coorBercTBUM CO CpenHUM OaIOM MO KaXKIOMY THUITY LIEHHOCTEH YCTaHaBIMBAETCA HUX
panrosoe cootHouieHue. Kaxxnomy Tumny neHHoctel npucauBaercs panr oT 1 no 10. IlepBblil panr
IpHUCBaMBaeTCid THIYy LIEHHOCTEW, HMeElleMy Haubonee BBICOKMN cpenHud Oami, JecsaTblid -
UMEIOLIEMY CaMblii HU3KUM cpeanuii Oamt. Panr ot 1 10 3, moiay4eHHbIH COOTBETCTBYIOUIMMU TUIIAMU
LIEHHOCTEH, XapakTEepPU3yeT HUX BBICOKYIO 3HAUYUMOCThb s HcoeityeMoro. Panr or 7 pmo 10
CBUJIETEJILCTBYET O HU3KOM 3HAUMMOCTH COOTBETCTBYIOIIMX LIEHHOCTEH.

Tabnuma 3 - Kiirou g 00paboTKu pe3yinbTaToB

Tun nenHocren Homepa nmyHKTOB OnpocHUKa
(10 ocnoHLIx uerHoCTeH) OB30P [IEHHOCTEI TTPOGUJTB JIMUHOCTH
(YpOBEHb HOPMAaTUBHBIX UAEANOB) | (YPOBEHb MHANBUIYAIBHBIX
- crucok 1 u 2 IIPUOPUTETOB)
Koundopmuocrs Conformity 11, 20, 40, 47 7, 16, 28, 36
Tpaguuuu Tradition 18, 32, 36, 44, 51 9, 20, 25, 38
Jlo6pota Benevolence 33, 45, 49, 52, 54 12,18, 27, 33
Yuusepcaauszm Universalism 1,17, 24, 26, 29, 30, 35, 38 3, 8,19, 23, 29, 40
CamocrositeabHocTh Self- 5, 16, 31, 41, 53 1,11,22,34
Direction
Crumyasimus Stimulation 9, 25, 37 6, 15, 30
I'enonusm Hedonism 4, 50, 57 10, 26, 37
Hocrukennss Achievement 34, 39, 43, 55 4,13, 24, 32
Baacts Power 3,12, 27, 46 2,17, 39
Be3zonacHocTh Security 8, 13, 15, 22, 56 5,14,21, 31,35

WuTepripeTanusi, ONMMCaHUEe IEHHOCTEH.

[IpuBeneM kpaTkoe OIpeaeleHre MOTHBAIMOHHBIX THUIIOB COOTBETCTBEHHO WX IIEHTPAIBbHOMI
uenu (Schwartz, 1992, 1994; Smith, Schwartz, 1997):

— Bruacth (Power) - colmanbHbIi CTaTyC, JOMUHUPOBAHUE HAJ JIIOJIbMHU U PECYpPCaMU;
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—  goctmwkeHue (Achievement) - JWYHBIA ycreX B COOTBETCTBUU C COIMATBHBIMHU
CTaH/IapTaMH,

— rexounsm (Hedonism) - HacmaxaeHHe WM YyYBCTBEHHOE YIOBOJILCTBHE;

— crumynsanus (Stimulation) - BolHeHHE U HOBU3HA;

— camocTosTenbHOCTh (Self-Direction) - caMoCTOATENLHOCTD MBICITH M JCHCTBUS;

— ynuBepcanmsM (Universalism) - mOHMMaHUe, TEPIUMOCTD U 3allUTa OJArOMONydus BCEX
JIIO/ICN ¥ IPUPO/IBI;

— nobpora (Benevolence) - coxpaHeHHE 1 TIOBBIIIICHUE OJIATOMIOTYYHST OJTM3KUX JIFOJICH;

— tpagumus (Tradition) - yBakeHHME M OTBETCTBEHHOCTH 3a KYJIBTYPHBIC M PEIUTHO3HBIC
00BIYau U UIEH;

— xoHpopMmHOCTh (Conformity) - caepKuBaHue ACUCTBHIA U MOOYXKICHUN, KOTOPHIE MOTYT
HABPEJIUTh APYTUM U HE COOTBETCTBYIOT COLIMAIBHBIM OXKUIAHUSIM;

—  Oe3omacHOCTh (Security) - 0€30macHOCTh, M CTAOWMIBHOCTH OOINECTBA, OTHOUICHWH U
camoro ceosl.

III. [IIBap1 onKCHIBAET CIAEAYIOIINE XapAKTEPUCTUKH ITUX TUIIOB LICHHOCTEH.

1. Bnacts (Power). ®yHKIIMOHMpPOBAHHE COLMATBHBIX MHCTUTYTOB TPEOYET OMpEeeIeHHON
muddepeHIMauA CTaTyCcoB, U B OOJIBIIMHCTBE CIy9YacB B MEKIMYHOCTHBIX OTHOIICHHUSIX B Pa3HBIX
KyJIbTypax OBUIO BBISIBICHO cOYeTaHHWe Toka3areneid JIOMUHAaHTHOCTH — MOAYMHEHHOCTH.
LlenTpanpHas 1eib TOTO THIIA IIEHHOCTEH 3aKII0YaeTcss B JOCTHIKEHHU COIMAIIBHOTO CTaTyca WU
MpecTrXka, KOHTPOJIS WU JIOMUHHPOBAHHUS HaJ JIIOJbMU U CpEACTBaMH (aBTOPUTET, OOraTcTBO,
COLlMaJIbHAsl BIACTh, COXPAaHEHHE CBOETO OOIIECTBEHHOIO HMUJKA, OOIIECTBEHHOE IPU3HAHHE).
LleHHOCTH BJIACTH W JOCTIXKEHUs (CM. nanee) (HOKYCHPYIOTCS Ha COIMATIbHOM YBa)KEHUHU, OIHAKO
[IEHHOCTH JOCTHKCHHSI (HAIIpUMEp, YCIIEITHBIN, aMOUIIMO3HBIH) TTOTYCPKUBAIOT AKTUBHOEC IPOSIBIICHUC
KOMIIETEHTHOCTH B HEMOCPEICTBEHHOM B3aUMOJICHCTBHM, B TO BpeMs KaK LIEHHOCTH BIACTH
(aBTOpHTET, OOraTCTBO) MOAYEPKHUBAIOT JOCTIKCHHE WM COXPAaHCHHE JIOMHHAHTHON MO3WIMU B
paMKax LeJoi COIMaTbHOM CUCTEMBI.

2. Jloctmwxkenue (Achievement). Onpenensironiasi mejib 3TOTO TUTA IIEHHOCTEH — JIMYHBIHA
ycrex uepe3 TMpOSIBICHHE KOMIIETEHTHOCTH B COOTBETCTBUUM C COIMAIbHBIMH CTaHAApPTaMH.
[TposiBieHne CONMaIbHON KOMIIETEHTHOCTH (YTO COCTABIISET COJECPIKAHNE ITOM IEHHOCTH) B YCIOBHAX
JTOMHUHHPYIOIINX KyIbTYPHBIX CTAHIaPTOB BIIEYET 3a CO0O0M colMaibHOE 0JJOOpPEHHE.

3. Temonusm (Hedonism). MoTHuBamyoHHas IeJIb JAHHOTO THITA ONPEICISICTCS Kak
HACJIaXICHHUE WM YyBCTBEHHOE yIOBOJIBCTBHUE (YIOBOIBCTBUS, HACTAKICHUE KU3HBIO).

4. Crumynsauusa  (Stimulation). OTOT TN 1LEHHOCTEW SBISETCS MPOU3BOAHBIM  OT
OpraHU3MEHHOW TOTPEOHOCTH B pPa3HOOOpa3WM U TIYOOKHX NEPEeKUBAHUSAK ISl TMOAJEPKAHUS
ONTUMAIIFHOTO YPOBHSI AKTHUBHOCTH. buoiormueckun OOYyCIOBICHHBIE BapHallidl IOTPEOHOCTH B
CTUMYJISIIIUHU, OMOCPEIOBAHHBIE COIIMANBHBIM OMBITOM, MPHUBOIAT K MHAWBHUIYAIbHBIM Pa3iHudsM B
3HAYMMOCTH JTOH [EHHOCTH. MOTHBAIIMOHHAS II€Nb OSTOTO THIIA IIEHHOCTEH 3aKifoyaercs B
CTPEMJICHHH K HOBU3HE U TTTyOOKUM TIEPEKUBAHUSIM.

5. CamocrostenpHocTh (Self-Direction). Ompenensitomias 1eabp 3TOTO THMA IIEHHOCTEH
COCTOMT B CaMOCTOSITEILHOCTH MBIIUICHHS M BbIOOpa CHOCOOOB J€HCTBUSA, B TBOPYECTBE U
UCCIIEIOBATEIILCKONW aKTHBHOCTH. CaMOCTOSATENIbHOCTh KaK IEHHOCTh MPOU3BOIHA OT OPraHU3MEHHOMN
MOTPEOHOCTH B CAMOKOHTPOJIE M CaMOYIIPABJICHHH, & TaKXKe OT MHTEPAKIMOHHBIX MOTpeOHOCTEH B
ABTOHOMHOCTHY ¥ HE3aBHCUMOCTH.

6. VYausepcamu3m (Universalism). MoTuBannoHHasl 1elb AAHHOTO THIMA I[IEHHOCTEH —
MOHWMaHHe, TEePIUMOCTbD, 3alIUTa OJArOMONyYHsi BCEX JIIOJEH W MPHpPOasl. MOTHBAIIMOHHBIE NN
VHHUBEpCaIn3Ma TMPOU3BOAHBI OT TeX MOTPEOHOCTEH BBDKMBAHHS TPYNI W HWHIUBUAOB, KOTOpHIE
CTaHOBSITCS SIBHO HEOOXOIMUMBIMU TIPY BCTYIUICHWH JIIOJICH B KOHTAKT ¢ KEM-JIMOO BHE CBOCH CpeIbl
WIH TIPU PACIIUPEHUH TIEPBUYHOMN TPYIIIIHIL.

7. Jo6pora (Benevolence). D10 0Oonee y3KHi «IIpOCOLUANBHBIN» THUI ILEHHOCTEH IO
CpaBHEHHMIO ¢ yHHBepcasu3MoM. Jlexainas B ee OCHOBE J00poXkenaTeNbHOCTh c(hOKycHpoBaHa Ha
OJIaromoIyYnd B TOBCETHEBHOM B3aMMOJEHCTBHHM C OJNM3KHUMH JIFOABMH. JTOT THUI IICHHOCTEH
CUMTAETCS TPOU3BOJHBIM OT TOTPEOHOCTH B TMO3UTUBHOM B3aUMOJCHCTBHH, TMOTPEOHOCTH B
adpdwmanun u obecrieueHHH TNpPOUBETaHUs TPynmbl. Ero MoTHBanMOHHAs 1€ — COXpaHEHHE
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Onarornosyuuss JOJeH, C KOTOPHIMH HMHAMWBHJ HAXOAUTCS B JIMYHBIX KOHTAKTaX (TOJE3HOCTb,
JOSITBHOCTD, CHUCXOAUTEIHLHOCTh, YeCTHOCTh, OTBETCTBEHHOCTh, PYk0a, 3pernas JTr000Bb).

8. Tpamgumuu (Tradition). JIroObie comuanbHBIC TPYIMIBI BHIPAOATHIBAIOT CBOM CHUMBOJIBI U
putyansl. X ponb W (YHKIIMOHMPOBAHHWE OMPEICSISIFOTCS OIMBITOM TPYMNIBl U 3aKPEIUISIOTCS B
TpaluUUAX W 0O0blYasX. TpaJulMOHHBINA CIOCOO MOBENEHUS CTAHOBUTCS CHUMBOJIOM TIPYHIOBON
COJIUJAPHOCTH, BBIPAKCHHEM CJIMHBIX IIEHHOCTEH M TapaHTHEH BBDKUBAHHS. Tpagulliy Yaiie BCETo
MPUHUMAIOT (POPMBI PEIUTHO3HBIX OOPSAI0B, BEPOBAHUN M HOPM MOBeneHUsA. MOTHUBAIlMOHHAS IIEJb
JAHHOW TEHHOCTH — YBaXCHHE, MPHUHITHE OObIYaeB W HJEH, KOTOPHIE CYIIECTBYIOT B KYJIBTYpe
(yBaxxeHHe TpaJuLIUiA, CMUpEHUE, OJlaroyectTre, MpUHATHE CBOCH y4acTH, YMEPEHHOCTh) U CJIeI0BaHUE
uM.

9. Koudopmuocts (Conformity). Ompenenstomas MOTUBAIMOHHAS I€JIh JTOTO THUMA —
CACp)KUBAaHUE W TPEIOTBPAIICHHUE JCUCTBUH, a TaKKE CKIOHHOCTEH W TMOOYKIECHUW K JEHCTBUSM,
KOTOpBIE MOTYT MPUYMHHUTH BPEJ IPYTHMM KM HE COOTBETCTBYIOT COIMAIBLHBIM OXHIaHUsM. J[aHHas
LEHHOCTh SIBJISICTCSI MPOU3BOJIHOM OT TPeOOBaHUS CIEPKUBATH CKJIOHHOCTH, MUMEIOLINE HEraTHBHbBIC
COIMAJIbHBIE TOCHEACTBUS (TIOCIYyIIaHUe, CaMOIUCIUIUINHA, BEXKIMBOCTb, YBAXXEHUE POJUTEICH U
CTapIIuX).
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PI/ICYHOK 1-— Mopenb COOTHOIIIEHHUS ASCATH OCHOBHBIX YEIOBEYECKUX IIEHHOCTEN (prr LICHHOCTEH

[IBapa)
10. BesomacHocTh (Security). MoTHBamMOHHAs IEJb 3TOTO THIA — OE30MACHOCTh IS
IPYTUX JIIO/IeH U ceOsl, TapMOHUS, CTA0MIBHOCTh OOIIECTBA U B3aUMOOTHOIIIeHHI. OHa MPOU3BOIHA OT
0a30BBIX VHJIUBULYAJIbHBIX 51 TPYIIIOBBIX noTpeOHOCTEH.

[To muenuto L. IIBapma, cymecTByeT OAuH OOOOIIEHHBIM THUI IEHHOCTH O€30MacHOCTh (a He JBa
OTACJIBHBIX — JJIA T'PYIIIOBOIO U WMHAWBUAYAJIBHOT'O ypOBHH). CBs13aHO PTO C TEM, 4TO IICHHOCTH,
OTHOCSIIIECS K KOJUIGKTHBHOW 0€30MacHOCTH, B 3HAYUTEIBHOW CTEMEHU BBIPAKAIOT IETh
0€30MacCHOCTH ¥ ISl JIMYHOCTH (COIMANbHBIN TOPSIOK, OE30MacHOCTh CEMbH, HaI[MOHAIbHAs
0e30MacHOCTh, B3aUMHOE PACIOJOXKEHHE, B3aUMOIOMOIb, YHCTOTA, YYBCTBO IPHUHAJICKHOCTH,
3I0POBBE).

3ananmne 4.

[IpousBeauTe wHcCCIEIOBAaHUE METOAOB BBISBICHUS OCHOBHBIX MOTPEOHOCTEH KIMEHTOB
n3BeCTHOM Bam komMmepueckoil opranmsanuu. lloarBepaure cBOM yMO3aKIHOYEHHUS MPUMEPAMHU HX
UCIIOJIb30BaHUs.

Bo3MokHBIE METOABI BBIABICHUS OCHOBHBIX HOTPEOHOCTEH KIMEHTOB, HCIOJIb3yEMbIE
U3BECTHOM BaM KOMMepUYeCKOl OpraHu3anuei:
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- HaOmOZICHWE, B TOM YHCJIE HWCIOJb3yeMasi BeO-cepBepaMM Uil BBIABICHHUS CKPBITHIX
notpedHocTel (Hanpumep, «cookie-(aitas»)

- cOop mHGOPMAIIMHU C TIOMOIIBIO JUAIOTa IS BBISABJICHHS MPSMBIX MOTPeOHOCTEH (OHIAH-
OTIPOCHI, aHKETUPOBAHUE, TECTHI U TIP.)

- METOJbl OOpaTHOW CBSI3W ISl BBIABJICHUS NPEINOIAaraéMbIX MHOTPEOHOCTEH (MHTEPBbIO,
OTIPOCHI, KOHTAKTHBIE (POPMBI HA CaiTe).

3aganmue 5.

PaccunTaiiTe KOHBEpCHIO BOPOHKH MPOAK KOMMEPUYECKOH OpraHU3alMH - MapKETHHTOBOM
MOJICJIA, OIMCHIBAIOIICH MPOXOXKICHUE IICICBOM ayIUTOPHEH BCEX 3TaroB MOKYNKU. [lepeunciure
WHCTPYMEHTBl IH(PPOBOTO MApPKETUHTA, NPHUMCHSEMbIC JaHHOW OpraHW3alieii B BOPOHKE
(commanpubie cetd, EMail, or3pBEI moab30Bareneii, BeO-cadt u  SEO, aMa-mMarHMThI) C
MOJITBEPKICHUEM.

3aganmue 6.
[IpuBeauTe NATH NPUMEPOB JIMJI-MArHUTOB B MPO(PECCHOHAIBHON cdepe AesaTeIbHOCTH C
MOJATBEPKICHUEM. Y KaXKUTE IPU3HAKU dPPEKTUBHOCTH JAHHBIX JIU-MarHUTOB.

3aganue 7.

UToOBI OLIYTUTH MOJIB3Y JIMJI-MarHuTa Ha KOHTPAcTe ¢ APYTUMHU criocobamu cOopa KOHTAKTHBIX
JIaHHBIX, TPOAHATIMZUPYUTE CICTYIOIINE KEHUCHI.

Keiic 1

[Ipeanonoxxum, y opraHuzaiu ectb 0J10r-noct Ha TeMy «10 crmocoO60B MOBBICUTH JIOSUIBHOCTD
KIIMEHTOBY. B KOHIIE CTaThy CIIEUMANKCT IPOCUT MOAMUCATHCS HA OOHOBJICHHUS, YTOOBI HE MIPOITYCTHUTD
WHTEPECHBIN U MOJIe3HbIN KOHTEHT. Kak MHOTO KOHTaKTOB yJacTcst cooparb?

Keiic 2

A Tenepn naBaiiTe mpeactaBuM, yTo mpemiaraetcs Pdf-daiin ¢ amamm3om keiica, Kak ojHa
KOMIIaHUs Olpo0oBalia BCe 3TU CrocoObl Ha npakTuke. KoHedHo ke, B 00MEH Ha KOHTAKTHBIE JJaHHBIE.

3aganue 8.

HWcnone3ys npocToit kKoHCTpyKTOp caiitoB Weblium (BeGnuym), coznaiite 3¢ GeKTHBHBIN JTHI-
Mar{uT B Qopmare Hom-arnoB (BCIUIBIBAIOLIMX OKOH) C TOPSYMMHU CKUJAKAMU U HPEAJIOKEHHUSIMH, a
TaKk)Ke HWHTCpaKTUBHBIE (GOPMBI Uit cOopa 3assBOK W KOHTakToB (POp-up oddeps: Oaprtep,
UHTEPaKTUBHBIC, APY3bs, YBEIOMJICHHE 00 aKIMsIX, HOBOCTHBIE, YTOUHSIOLIUE, TPOCh0a BEpHYTHCH,
MIO3BOHU MHE TIO3BOHH, IITHPITUIIHI).

Hcrnosp30Bath [Ba OCHOBHBIX Buja momn-amnoB: hello-board u page-stop.

3aganme 9.

OrneHuTe TPUBIEKATEIBHOCTh WM HEMPHUBIICKATEIHLHOCTh BBIOPAHHOTO IIEJIEBOTO pHIHKA,
OTMETHUB 3HAKOM «1) MOJIOKUTEIbHBIE XapaKTEPUCTUKU U «-» OTpHUIIATEIIbHbIE.
Ta6mmia 1 — OneHka 1e1eBoro peIHka

XapaKTepI/ICTI/IKa LECJICBOT'O PbIHKA OI_ICHKa

CBob6osa BbIOOpa

Puck B IpUHATUYN pelICHU

KonkypeHnus

HerapantupoBaHHOCTB J0X0/1a

HecrabunbpHas 3aHATOCTh

ITocTostHHBIE N3MEHEHNS PPIHOYHON KOHBIOHKTYPBI

Bo3moxxHOCTE ciaga IMPONU3BOJCTBA

Wudnsmms

ToBapHoe nzobmine

OI‘paHI/I‘{eHI/IC MOHOIIOJIH3Ma

HenoctymHOCTh 110 1IEHaM psiia TOBAPOB

Hannuwne BBICOKOJOXOJHBIX KIIMCHTOB
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HeorpannueHHOCTH 10XO0B

Hanuyne pa3BuToil pplHOYHON HHPPACTPYKTYPHI

3aganmne 10.

IIpon3BenuTe CErMEHTUPOBAHUE PbIHKA TOBApOB (YCIYT), MCIONb3Ys OAHONAPAMETPUYECKUM

METO/I.

3aganue 11.

IIpou3Beanute cerMEHTUPOBAHUE PbIHKA TOBAPOB (YCIIYT), UCIOJIb3Ys ABYXIIapaMeTPUUECKUN U
TpexnapaMmeTpuyeckuii Metosl. [locTpoiiTe KapTy U CETKY CETMEHTUPOBAHUS.

Saganue 12.

Onummre 1[eneBOil PBIHOK U ONpENeNIUTe TO3UIHUI0 OpPraHU3aliH, OO0CTY)KMBAIOIICH
MUKPOpANOH, ONPEACINBIIEH CBOU CETMEHTHI KaK:

-CErMEHT |- Mpo’KKUBaOIIKE B TOCTUHUIIE,

-CErMEHT 2 — KUTEJIM TOpoJa — ACIUTCS Ha J1Ba IIOJICETMEHTA!

a) TOpOXkKaHEe - CEMbH,
0) kade, Mara3uHbl U T.I..
Paboty npoBectu o cxeme:

1) cobGpath cienyroryo nHGOPMALIHIO O IeJIeBOM cerMeHTe (Tabnuna 2)

Taobmnuua 2 — Onucanue cerMeHTa
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o0pa3zoBaHUs

Jloxon

YacrtoTa IMMOKYIIKH

O0pa3 xu3Hu

Ce30HHBIN
(haxTop

2) cocTaBUTh MPOGHUIIb LENEBBIX MOTpedUuTenen

Tabmuia 3 — CocTosIHUE CETMEHTOB

CermeHt OcCHOBHBIE IICHHOCTH JeckpunTopsl, ¢ MOMOIIBIO
norpeburens (OLIT) KOTOPBIX OMUCHIBAECTCS CETMEHT
1
2

HeoOxoaumeble IeCTBUS:

- IPOPAHXUPOBATh CETMEHTHI B COOTBETCTBHH C TEKYILEH BaXXHOCTHIO [Tl (PUPMBI
- B KQXJ0M cerMeHTe npopanxuponats OLIII.
3) onmucath CTpAaTErMYECKYIO L[edh U MAapKETHHTOBYIO MPOTpaMMy JIs KaXJIOTO CErMEHTa I0

dbopwme:

IleneBoii cermMeHT

[TorpebHOCTH

Crparerndeckas 1ejib

IIponykuus

Ilena

4) coCTaBUTh TO3WIIMOHHYIO KapTy U pa3padoTaTh CTPATETHIO0 IMO3UIIHOHHPOBAHUS,
MpeABapUTEILHO OTBETUB Ha CJIEIYIOLIUE BOMPOCHI:

- KakoBa mo3uiust opraHu3amnuu y 1eJIeBbIX MoTpeOuTenein?

- Kakyro mo3unuro opranusamus XoueT 3aHsATh B Oyaymiem?

- Kakue KOHKypeHTBI MOTYT IOMEIIIATh TOCTHKEHHUIO ITOW 1enn?

- Pacnonaraert v opranusanusi JO0CTaTOYHBIMU pecypcamu?

- COOTBETCTBYET JIU MapOYyHasi MOJUTHKA OPTaHU3AlMH BHIOPAHHBIM LIESIM?

- Pacnonaraet v opranuzanusi JOCTaTOYHBIM MOTEHLIUATIOM?
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3anganme 13.

CTpyKTypupoBaTh IEJIEBYI0 ayIUTOPUIO TOCTHUHHUIIBI, TypareHtcTBa, WT-kommnanuu,
yOpaBisoLEel KOMNaHuu W T.0. Ilpu  BBIOJIHEHWM JAaHHOTO 33JaHUS  PEKOMEHJIyeTcs
BOCIIOJIb30BAaThCs IPEUI0KEHHBIMU HI)KE HHCTPYMEHTAMH.

NHcTpymeHTsI:

ITpu BeIGOpE LA BilafenbIbl 4aCTO JOMYCKAIOT OJHY OIIMOKY: BHIOMPAIOT IIUPOKYIO LEJIEBYIO
aynutoputo. OHa Bpoje Obl OXBAaTHIBACT BCEX MOTCHIMAIBHBIX KIMEHTOB, HO HE CHOCOOCTBYET
OKYIaeMOCTH PEKJIaMbl U MPOJIBUKEHUIO OU3HECA.

Mupoxkas LIA moxpasymeBaer, 4TO MPOJaBaeMblid MPOTYKT MOXKET ObITh HHTEPECEH HE TOJIBKO
IPEJCTaBUTEII0 KOHKPETHOM ayAUTOPUH, HO U APYTOM IpyIIe, sBISIONEiics aBTOPUTETHOH B BbIOOpE
ToBapa (yciayru).

Hanpumep, urpyuiku BeIOUparOT 1€TH, HO MTOKYHAKOT TOBAPBl POJUTENN, KOCMETHKY >KEHIIMHA
BbIOEpET caMa, HO JJIs [10J1apKa MOKET MOKYaTh MyXX4HHA.

OOBIUHO NIMPOKYIO LEJIEBYIO ayAUTOPUIO MapKETOJIOTH pa30MBalOT Ha HECKOJIbKO CErMEHTOB,
YTOOBI yJIOBIETBOPUTH TPEOOBAHMS KIMEHTOB W3 pa3HBIX IeNeBBIX Tpymi. Beap mmpokas LA He
SBJISICTCSA HOCUTENIEM OJIMHAKOBBIX TOTPEOHOCTEN U HHTEPECOB.

O6pa3ernt

Bee, KTo MOXET KyrmTb
NPOAYKT; BCe
NOTEHLAA IbHLIE
KIIAEHTE KOMIEHIMN

Mpynna 1 Mpynna 2 Mpynna 3 Mpynna 4

Bonee yakue rpynnbt NOTRECUTENENR B PAMKAEX OAHOH LENES0R yANTODMM, OT/TMHIIOWMECST MEXLY
COB0I 110 MOTUBAM MM OCODECHHOGCTAM NOBELEHAR MK NOKYIIKK 1 UCHONL30BaHV TOBapa. He
OORIATENbLHL! M O0LINHO COCTABNATCA /1A BONEE NOMHOID NOHUMEHHA KIIMEHTOS U PA3paboTkm
APDOKTUBHBIX PEKITAMHBIX KAMITEHAA ¥ NPOAYKTOS

KnveHTs!, KOTopsIe
€ FICKYNA0OT Yatue,
PErynspHo

[Ipumep mmpoxoii ieaeBol ayIMTOpUH, KOTOpast pa30uTa Ha CErMEHTHI:
1. bunerst Ha aBTOOYChl KommaHuu «Jlopora», yciayra paccuuTaHa Ha IOKymaTemnei
Pa3HOTO BO3pacTa.

2. [leneBast ayAMTOpHSI: )KEHIIMHBI U MY>K4UHBI OT 18 110 80 ner.

3. B IIA BXonAT Bce clToM HaCeJICHHUS.

4. CemMmeilHOE MOJIOKEHUE: 3aMY>KEM/HE 3aMYKEM.

S, Wurepecsl: myTemecTBus, paboTa, OTIABIX U APYTHE.

6. Snpo LA — )keHIIUHBI U MY>K4YUHBI 0T 18 10 60 ner.

VY C10BHO BBILIENPUBEAECHHYIO IUPOKYIO LIA MOXHO pa30uTh Ha 3 rpynIbL:

1. Monoapie moau U CTyAEHTHl 18-27 ner, myTelecTBYIOUIME B APYryl0 o0jacTh Ha
yuely, pelIKO BbIE3KAIOIINE C LIENBI0 TYpU3MA.

2. busnecmensl. Bo3pact — 30-55 ner, e319T B KOMaHAMPOBKH, Ha OTABIX B OTJaJICHHBIE
peruonsl PD, Ha BcTpeun ¢ mapTHEPAMH.

3. [Moxxunbie moau 55-70 net, MoKymnaronme aemeBble OMIeThl JUIs TYpU3Ma WK MOE3IKH

K JIETSM B JIpyroil TOPO/I.

Jlns Bcex Ipymni HEoOXOAWMBI OCOOble MapKeTHHroBble ycmius. Ho mpeacraBuTenu 3THX
IpyII, 3aUHTEPECOBABILNECS PA3HOW KOMMYHHKAIIMEH, BCE kKeE OKaXYTCsI B OTHOM aBToOYyCe.

B sTOM mu1aHe KOHKpeTH3MpOBaHHas IieneBas ayautopus Oozee s¢dextuBHa. OOpaTtumces K
IIpUMEPY KOHKPETU3UPOBAHHOM LIEJIEBOM ayIUTOPUM Mara3nHa OJEKIbl:

1. Jlunusa nuzaiinepckoil onexapl «MOJHBIN TOa» paccuMTaHa HAa MoKynatenbHul] oT 30
1o 40 ner.

2. Lenesas ayauropus: sxeHuuns! ot 30 1o 40 ser.

3 Snpo LA: »xenmuasl oT 32 10 38 7nerT.

4. I'eorpadust: Poccuiickas denepanus, METarmoIuchl.

5 Cpennuii noxon [{A: ot 80 Thicsi4 pynel B MecsII.


https://www.insales.ru/blogs/university/internet-magazin-igrushek
https://www.insales.ru/blogs/university/internet-magazin-kosmetiki-i-parfyumerii
https://www.insales.ru/blogs/university/kak-otkryt-internet-magazin-odezhdy
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6. Codepa aestenpbHOCTH: paboTa B KPYMHBIX KOPIIOPALMSIX/TPEHUHTH, UMEIOT CPEACTBA
JUTSI TIOKYTIKH OPEHIOBOM OJIEKIbI.

7. OO6pa3oBaHue: BbICIIIEE/HECKOIBKO BBICIITHX.

8. Bpewmst aktuBHOCTH: ¢ 7-8 YacoB Beuepa J0 MOJTYyHOUH.

9. HHTepechl: XOTST BBITISAACTh CTUIBHO, MEUTAIOT O HOBOM Opake M KapbepHOM POCTE.

10.  UYeptsl xapakTepa: caMOJOCTaTOYHBIC, yCIICITHBIC, YBICUEHBI pabOTOM, MajIo BpEMEHHU
MPOBOJAT C AETbMH, MIPEMOUYNUTAIOT OTJBIX 32 TPAHUIICH.

11. CemeliHoe MOIOXKEHHE: UMEIOT | 1 GoJee neTel, B pa3Bojie.

Kakue 6peHabl
Onucanue ApKux NPUCYTCTBYIOT TpebosaHus K
NpeACTaBUTEAEH KayecTey TOBapa
cermMeHTa

[Noseaerue B
MOMEHT BbI6Opa;
MOKYNKU 1
Kak onucatb MCNOAB30BAHUA

CErMeHT pbiHKa TOBapa

YaoBAeTBOPEHHOCTB
TOBapOM

Vcronuumssie
MPUBBIYKM
noTpebAeHus
YyBcTEUTEABHOCTD
K UeHe LleHosble
FPaHMLLbI

Takoe KOHKPETU3UPOBAaHHOE OIMCAHME IO3BOJMUT OXBAaTHTh Y3KUH Kpyr IOKYyNaTeIbHUII,
KOTOpBIC 0053aTEIbHO 3aMHTEPECYIOTCSI MapKETUHTOBBIM MpeaiokeHueM. K ToMy ke 3TO MO3BOJIUT
ONTUMHU3UPOBATH 3aTPAThl HA MAPKETHHT.

CryneHTKaM ¥ KEHIMHAM, IepemarnyBmuM pyoex 50 net, au3aiiHepcKkue BEeI WHTEPECHBI,
HO OHM OyJyT COBEpIIATh MOKYNKH OYE€Hb PEIKO WM CTaHYT KIMEHTKAMU MarasuHa 0oyiee HU3KOro
[ICHOBOTO  CerMeHTa. Takke  cpa3y  COKpPaTUTCS ~ CErMEHT  HEIUIaTeXKECIOCOOHBIX U
HE3aNHTEPECOBAHHBIX MOKYIATEIbHULL.

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

1. 6a30Bble XapaKTEepUCTUKH (T10J1, BO3PACT, reorpadusi);

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

3. IJIaTEeXKECIOCOOHOCTh MOTEHUMAIbHBIX KiIueHTOB. Eciau mpemmaratorcs VIP-Typel B

9K30TUYECKUE CTPaHbI, TO B OONBIIMHCTBE ciiydaeB B L[A He MOryT BXOOUTH CTYOEHTHI, MaMbl B
JeKpere, OI0/DKETHUKY U T.J1.;

4. 3amayn. HeoOxonmMo 3aaaTh BOMPOC O TOM, KakHe MPOOJIEeMbl TMOMOXET PEIIUTh
MPOIYKT opranu3anuu? OTBET HAa HETO MTOMOXKET MPOSICHUTH CUTYAIIHIO.

UYem Ooubliie cucok, TeMm yxe LIA, HO cymecTBYIOT 0cOOble METOAMKH U BCIIOMOTAaTelbHbIE
Kkputepuu g onpeaenenus LA, paccMoTpum ux.

B2B u B2C npu noctpoennn LA

Mosxet nu 1IA oaHOTO MHTEpPHET-Mara3uHa OTHOCHUTBLCS OJHOBPEMEHHO K Turam b2b u b2c?
Koneuno, Beap Mara3uH KOCMETMKM MOXET MNpOAaBaTh TOBAaphl YAaCTHBIM KIHMEHTKAM U CajJOHam
KpacoThl.

Ecnu koHeuHbIe MOTPEeOUTENN OpraHU3aIi OTHOCATCS TOJBKO K TUIy b2b, To 3T0O ymporaer
CUTYyaluIo: cerMeHT b2b Gonee crabuseH (Mckitouasi mepuobl Kpusnca). A BOT THN b2c He cTaOuiieH;
PBIHOK  TOBAapOB  €XETOAHO HAMOJHSIIOT COBPEMEHHBIE TEXHOJOTHH, HOBbIE HapaOOTKH,
YCOBEPIICHCTBOBAHHBIE (DOPMYIIBI KOCMETHKH, YTO BJIEUET 3a COOOM pe3kue KojebaHus crpoca.

[ToaTomMy MapkeToyioraM, 3aHHUMAIOIIUMCS pa3paboTKON PEeKIaMHON KaMIaHUHU AJsi CEKTopa
b2c, HyxHO 4yTh M HE €KEMECIUHO OTCICKHUBATH PHIHOK, IMOJMEYass MajeHIne W3MEHEHHs. JTO
HE00XO0IUMO JJIsl CBOEBPEMEHHOU KOppeKTUPOBKHU AaHHBIX 0 LIA. IIpu BeIOOpe mokymareneit ans Tumna
b2c cTouT MOMHUTH O TJIaBHOW ommOke — 310 mHpokas [{A. UToOsr n30exaTh MOrpenrHoCTed, HY>KHO
00s13aTeNbHO TPOU3BOJNTh CETMEHTHUpOBaHUE (TI0 TMPU3HAKaM: JAeMOrpadUyecKuM, COLHUATBHBIM,
reorpadUueCKUM, IICHXOJIOTHICCKUM).
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s MOJTy4EHUs uH(popManun U MOCIIEAYIOLIETO pa3z0ueHus 1eJIeBOM
ayIUTOPUU UCIOJIb3YIOTCS TAKUE UHCTPYMEHTHI aHAN3a:
. aHKETUPOBAaHUE, NPUBOZsAIIEECSs Ha caiiTe WIM B TPYNIE B COLHUANBHBIX CETAX.

[To3BosisieT MoNydnTh WH(GOPMALUIO O IENEBBIX IMEepexojax, BO3pacTe, MPEINOYTECHUSX M JIPYTHX
BaXHBIX JIAaHHBIX O MOTPEOUTESX;

. BHYTPEHHHUE U BHEITHUE (HA CTOPOHHUX CalTaxX) OMPOCH MOTCHIIMAIBLHOU ayIUTOPUH;

. OIIPOCHI U JIpyrHe UCCIeI0BaHNUs, IPOBOAUMbIE MAPKETUHTOBBIMHU areéHTCTBAMH.

Ceroans 151 TIOMCKA M CETMEHTUPOBAHUS 11€JIEBOM ayJUTOPUU MOKET MCIOJb30BaTHCSI HOBBIN
WHCTPYMEHT oT SHaekc — 3T1o SHnekc Ayautopur. B HOBBIN CepBHC MOXKHO 3arpykatb COOCTBEHHYIO
uH(pOpMalLIMIO, UCIIOIB30BaTh aHHbIe SIHAeKca sl HACTPOUKH PEKJIaMHBIX KaMITaHHH.

Meronuka SW Mapka llleppunrrona

Hnsa onpenenenus LA HeoOXoauMO MPOBECTH CErMEHTHPOBAHME PBIHKA, MCIONb3YA 5
KJII0ueBbIX BonpocoB (SW Llleppunrrona):

1. UYrto? - Tun TOBapa.

2 Kt0? — T motpeburens.

3 [Touemy? — MOTHBALIMS TOKYIIKH.

4. Korna? — xorja mokymarenu *enarT TPOU3BOIUTH MOKYIIKH.

5

I'ne? — mecto COBCPHICHUS ITOKYIIKH.
MpuMep cerMmeHTUPOBaHUA B TaGMLIE HUMeE:

Bomnpoc Croco0 ceMeHTaluMH

What? / Yro? |Cermenraums no tvny tosapa. Harpumep: rosa B 5 1 kaHncTpax, Bofa Kiacca
Ilepse, Bojia B 11aCTHKOBBIX Oy THUTKAX M T. J1.

Who? /Kro?  |Cermenrauus 1o tiiry norpedurens. Hanpumep: MY:udHHbI, JKESHILMHBI, JICTH,
MOAPOCTKH M T. 1,

Why? / CerMeHTalMA 1o THITY MOTHBAIHH K COBEPLIEHHIO NMOKYTIKH. Harpumep:
ITouemy? HeoOX0IHMOCTE TTHTh BOIY KAXKIKIA 1eHs, 3a60Ta 0 370poBke, Npo6IeMBI ¢
IKONIOTrHEH B T, I,

When? / Korna? | CermeHTanms no cMTyaluu, B KOTOpOH cosepmuaercsa nokynka. Hanpumep:
€IKE[HEBHBIH 110X0/1 B CYNIEPMAapPKeT, NOKYIIKa JIeToM «Ha bery», 9Tobsl yTonuTs
HAKIY W T L

Where? / Tae? |CerMenraums no kananam cOuita. Hanpumep: rpoaaka B cynepMapkerax,
KHOCKAax U T. 1.

[Toptper neneBoit aynuropun

IToptper LIA — To4Has XxapakTepUCTHKa SIPKOTO IpeacTaBUTEN ompenesneHHoi LA, T.e. aTo
BOOOpa)kaeMblil Y€IOBEK, KOTOPOMY MapKETOJIOTH NMPUAYMBIBAIOT UM, BO3PACT, X000U U Tak Janee.
Nuorna naxe nondupatotr otorpaduto. EcTecTBeHHO BCe XapaKTEpPUCTHKH 3TOTO YeJoBeKa OepyTcs
U3 ayAUTOPUHU, KOTOPOH OH NPUHAJJIEKHNT.

Jliia cocTaBieHusl NOPTpeTa LEeIEeBON ayJUTOPUH UCIIONIB3YETCs CIEAYIOIasl CXeMa:

1. ConuanbHble XapaKTePUCTUKH, K KOTOPBIM OTHOCUTCS I10JI, BO3PAcT, CEMEWHBIN cTaryc,
J10X0/1, podeccus.

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

3. Kakme mnpobieMbl NOTEHIUAIBHOMY TOKYIATENI0 IOMOXET pPEeUIUTh TOBap
OopraHu3aiuun?

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

5. [ToueMy KIMEHT TOJKEH KYMUTh UMEHHO TOBAap OpraHU3aliH, a HE MEPENTH MO0 CChUIKE
KOHKYPEHTOB?

IIpakTuyeckoe 3anaTHe Ne 4. KiIlHeHT KaKk 0CHOBHOM «MHBECTOP» 1Jis1 OU3Heca

3aganue 1.
Pemmts 3anauy.
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PaccuuTaiite nmokusHeHHyio nennocts kimuenta (LTV waun CLV) mns cetn kodeen Starbucks,
WCTIOJNIB3YS IaHHBIE U3 Keiica KOMITaHUU:

- cpennwmii yek (AOV) — 442.5 py6.

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

- cpennsis mapika (AGM) - 21,3%

- cpenHuii nepuo xu3Hu Kiarenta (ALT) - 20 et wiu 52 x 20=1040 Henenb

3ananue 2.

Pemmts 3amauy.

3a rox komnanuei cosepiieHo 1200 npogax. O6mwmil 70X04 KOMITaHUH 3a roj cocTaBuia 3500
ThIC. py0. CebecTonmocts nponax — 1200 teic. py0. KnnenTckas 6a3a Ha Havaio nepuoja COCTaBsIa
85 knmeHTOB. 3a naHHbIA mepuoa 10 KIMEHTOB mepeunuid K KoHKypeHTam. [IpouwsBeaute pacyer
MOKU3HEHHOW LIEHHOCTH KJIMEHTA.

3aganue 3.

Pemmrs 3anauy.

Paccuuraiite mokazarenb OTTOKA KJIMEHTOB, CPEIHUM JI0XOJ Ha KIHEHTA, TMOXU3HECHHYIO
neHHocTh kiuenta LTV B Excel, ucnone3ys ciaeayroiiue JaHHbIE:

- KOJIMYECTBO KJIMEHTOB B Hadajie Mecsana — 4215 dgern.

- HOBBIE KJIMEHTHI — 614

- KOJIMYECTBO KJIMEHTOB B KOHIIE Mecsa — 4441 yel.

- exxemecsuHbIi noxoa —42360,75 Teic. pyo.

- cebecroumocTts npogax — 16944,30 teic. pyo.

Mo03KHO 71 CKa3aTh, YTO MOJYYECHHBIN PE3YNbTAT SIBISETCS HOPMOM?

Kakue pekoMeHanuu B6I MOXKETE JaTh IS moBbieHus LTV?

3aganue 4.

Pemmrs 3anauy.

CymMma cpeAcTB, 3aTpaueHHas Ha IpUBJIedeHHEe KIMeHTOB — 150 ThIC. pyo.

KonnuecTBo npusiedeHHbIX KaueHTOB — 100 ver.

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

PaccunTaiite croumocts npusieuenus kiaueHta (CAC) u nokasarenb BO3BpaTa MHBECTHLIMNA B
mapketuare (ROMI). Onennre Benmuunny CAC otHOCHTENBHO LTV,

3aganue 5.

Paccuwuraiite ypoBens yaepxkanus kinueHToB (CRR), eciu U3BeCTHO, YTO HA HAYalo Mecsia B
KIMEHTCKON 0a3e xommanuu ynciuiaochk 100 kaueHToB, a B KoHIe Mecaia ux crano 110 gen. Taxxke
M3BECTHO, uTO 10 Yen. BEIOBUIN U3 KIIHEHTCKOH Oa3bl.

3ananmue 6.

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

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

Kimment A mpumén u kymu teneBusop 3a 54000 pybseit. Uepes moaroaa oH Kyl KOJIOHKHU 3a
6000 pybneii.

Knuent b - pykoBonurens ¢upmsl, pazpabareiBatomieid codprt. Pa3z B Henento oH NpUXOAUT B
MarasvH M MOKyHaeT TO (eliKy, To Kabeiab, TO ceTeBOil (GUiIbTp, TO JOPOTYI0 MBIIIKY B MOJAPOK
naptHEpy. B cpemHem B Henmemmo oH Tpatut okoiio 2400 pyOiei.

ITpoxoaut rox. Kro, Ha Bamr B3rnsa, AO/KEH MONYyYUTh KapTy JOSIBHOCTH Cpasy, a KTO —
IIOCJIE HAKOIUICHHUSI OIIPEIEIIEHHON CyMMBI?

3aganue 7.
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W3yunte ypoBeHb  YAOBJICTBOPEHHOCTH/HEYIOBJICTBOPEHHOCTH  KJIMEHTOB  HEKOTOPOW,
W3BECTHOHM BaM CEpBUCHOM opraHu3anud. [loayduTe HHTErpanbHYIO yIOBICTBOPEHHOCTh MPOIYKTOM,
YPOBHEM CEepBHCa MM OpraHU3aIyei B eJIOM IyTeM MPSIMOTO OTBETAa HAa COOTBETCTBYIOIIHIA BOTIPOC.

Huxe TpUBOIATCS THUIIOBBIE BOMPOCH], KOTOPHIE PEKOMEHIYETCS HWCIONbh30BaTh IPHU
WCCJICI0BAHUH TaHHOW TTpo0semsl (puc. 1).

O0mas OHeHKa CTeNeHN YAORICTROPCHHOCTH

B xaKoR CTCNCHIt Bl B IeAOM YAORICTHOPCHM KYTLACHHLIM
Tomapos (npoganizom)?
YaowrernopennocTs: 1 23456789 10H

OQuenkn OTACARMLIX NOKIIaTEACH

Hacxkoauxo saxem A% BAC AAMMME NOKAJATELH it B KAXO#H
CTENENHN BM MM YAORICTROPCHM?

Baxnocts: 12345678910H

Yaomrervopennocts: 123456789 10H

HaMeperne ConepuinTs nosropuyo HOKynKy
Kymiere 2 B 0 CICAYIORHA Pad AAHHKA TORAP ¥ TOro #e
npoganua?
JAa Hert _ [Toka e Muno

Novesmy? ______ Tovesmy? Moyemy?

Flovemy noTpeOHTEIN NEPCKAIOHAIOT CRON CHPOC HA NPOXYKTM
APYrodt oprasaacm?

Pucynok 1 — TumoBbsle BONPOCHI ISl HCCICIOBAaHUS YPOBHS YIOBJICTBOPCHHS 3alpOCOB
noTpeduTenei

IToctpoiite marpully  (Kapty) YJIOBJIETBOPEHHOCTH  /HEY/IOBJIETBOPEHHOCTH U
IIPOUHTEPIIPETUPYUTE MOJIYUEHHBIE PE3YJIbTAThl. ONPEACIUTE IPUUNHY HEJOBOJILCTBA U MPEAJIOKUTE
WHIVBUAYAJIbHbIE KOPPEKTHPYIOIIME BO3LCHCTBUS B LEIAX IPEJOTBPALICHHS IE€PEOPUEHTALNN
HEYJIOBJIIETBOPEHHBIX MTOTpeOUTENE HA KOHKYPEHTOB.

3aganue 8.

W3yunte ypoBeHb  YIOBIETBOPEHHOCTH/HEYAOBIETBOPEHHOCTH  KIMEHTOB  HEKOTOPOM
W3BECTHOHM BaM CEPBUCHOM OpraHU3aI[UH B CIICAYIOIIEH TTOCIIEI0BATEIIBHOCTH.

1. Haynute ¢ ompeneneHus OLIEHWBAEMBIX IMOKa3zareneil (aTpuOyTOB) U UX OTHOCHUTENBHOMN
BaXKHOCTH. Vconbp3yercs o/Ha W3 MKl U3MepeHuid, Harpumep 10-0aruibHas, K KOTOPOU T0OABIISIIOT
BO3MOXXHOCTh 0TBeTa "He 3Haw" (H). OnenunBaembie nmokazarenu (aTpuOyThl) XapaKTEpU3YIOT JaHHBIN
MPOIYKT, YPOBEHB CEPBUCA, OTICIIBHBIC aCIIEKTHl MAPKETHHTOBOU JCSITEILHOCTH.

ATpubyThI:

. YPOBEHB II€H, B TOM YHCJI€ B CPAaBHEHUH C KOHKYPEHTAMH;

. MIMPOTA U TITyOMHA aCCOPTUMEHTA;

. JIOTIOJTHUTEIIBHBIE YCITYTH;

. npodecCHOHATIN3M MepcoHala, J0OPoKeIaTeIbHOCTD U JKeIaHue IOMOYb;

. pacIioyio’keHNe OpraHu3allui U TPAHCIIOPTHAS TOCTYITHOCTb;

. 00111251 yTOBJIETBOPEHHOCTh OPraHU3aIUeH;

. JOSTPHOCTD (€IMHCTBEHHAs] OPTaHU3AIHs TSt MEHSI, TIepBast Tl MEHsI, 00s3aTeIbHas 13

HECKOJIBKMX KJIFOYEBBIX, HAMEPEHHUE J€IaTh ITOBTOPHBIE MOKYIKM B 3TOM OpPraHU3allly, HaMepeHue
PEKOMEHI0BaTh).

2. OmpammBaeMble TOTPeOUTENH (B YU€OHBIX LEJSAX JOCTaTOYHO IMATH PECIIOHIEHTOB) JAOT
CBOIO OLIEHKY YPOBHIO yJIOBJIETBOPEHHOCTH I10 KaXJOMY ITOKa3aTelo.

3. 3aTeM myTeM CJIOXKEHUS MPOMU3BEIECHUH B3BEIICHHBIX OLIEHOK MO Ka)XJIOMY I10Ka3aTellto
ONpENENAETCS HWHTErPAJbHAs OLEHKA CTENEHHM YAOBIETBOPEHHOCTH NPOAYKTOM WJIM CEPBUCHOU
OpraHu3aluen.
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3aganue 9.
W3yunte ypoBEHb  yIOBICTBOPEHHOCTH/HEYIOBIETBOPEHHOCTH  KJIHMEHTOB  IPOIYKTOM
HEKOTOPOU W3BECTHOU Bam CEpPBHUCHOM OpraHu3aiuu, HCTIOJIb3YS COOTHOIIICHUE

YIIOBJIETBOPEHHOCTL/BAKHOCTE (YB), BhIpaxkeHHOe B mporeHTax. OTBETHl HA Pa3IMYHBIC BOIPOCHI,
Kacaroluecs nokasaTelsie, pacipeieuTe o IByM ocsaM (puc. 2).

CpeaneKkBagpaTHIeccKoe
OTKAOHEHME OLICHOK
VAORACTBOPCHHOCTH

Heyaonaernopentocts!  YAomeETBOpeHHOCTD
pacnpciaciacHa PacnpeAcicHa

' 1

" i

Y

Ouenka yiomerno:
, 0.8 0,9 ‘. PEHHOCTH/OLEHNKA
HeyaoRIeTROPeHHOCTS | YAORICTBOPCHHOCTE  IHUKHOCTH

3oHa 4 : Jona3| 3ona2 + 3onal

Pucynok 2 — Martpuia «ynoBIeTBOPEHHOCTH/HEYIOBICTBOPEHHOCTHY

IlepBasg U3 HUX COOTBETCTBYET 3HAYCHUIO OTHOILIECHMS Y B, a BTopas — cpeiHeKBaApaTHYECKUM
OTKJIOHEHUSIM. TouKy repeceueHus: oceil 0OBIYHO COBMEIIAIOT ¢ €AMHUYHBIM CPETHEKBAIPATUYECKUM
OTKJIOHEHHEM M cO 3HaueHueM Y B, paBabiM 0,9.

[IpounTepnpeTupyiiTe moaydyeHHbIE Pe3ylbTaThl ¢ YKa3aHHEM CIa0bIX MeCT MPOAYKTa U IS
COCTAaBJICHUS IIJIaHA JIEUCTBUM:

- MPUOPHUTETHBIX (30HA 4)

- CJIa0BIX KOPPEKTUPYIOMIHX (30HA 3)

- 110 COXPaHEHUIO MOJIOKEeHUs (30Ha 2)

- COKpalleH1ue ycminii (3oHa 1).

3ananue 10.

CocraBbTe XAapaKTCPUCTUKY KIIMCHTA HeKOTOPOI\/’I opraHu3any € IOMOIIBIO PA3HBIX BUIOB
CCTMCHTAIIMH

o 1o ’M3HEHHOMY LUKIY: HA KAKOM 3Tare BOPOHKU HAXOAUTCS KIUEHT.

o [To nuuHBIM JaHHBIM KJIMEHTA: TIOJTy, BO3pAacCTy, reorpadumu.

o C nomonisro RFM-ananusa: 1o JaBHOCTH, YaCTOTE U CyMME MOKYIIOK.

. ITo moBeeHUIO: KaK 4acTO MOTEHIMAIbHBIA MOKYMNATEIb 3aXOAUT Ha CalT, OTKPHIBAET

PacChUIKH, KaKre TOBAPBI WM KAaTETOPUU CMOTPHUT.
OG6pa3zer peacTaBieH Hike (puc. 3).

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

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

Moeepenne
e HERENID

CrowmocTy Boex 3axazop 40 000 pyd
Pares nokynan aenocknen

Pucynok 3 — XapakTepucTuka KIMEHTa, MOJIyUYeHHas C TOMOIIBIO PAa3HBIX BUJOB CETMEHTAIIMH

3ananue 11.

[ToaroToBbTe TPOEKT KOJIMYECTBEHHOTO HCCIEIOBAHUS yPOBHS  YJIOBIETBOPEHHOCTH
noTpeduTeneit B mpodeccuoHanbHOl cdepe Mo NpeAcTaBICHHOMY HIKE 00pasiry.

Oo6pasern mpoekTa
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Lenp uccrnenoBaHus: MOATOTOBUTH HHMOPMAIMOHHYIO 0a3y Il NPHUHATHUS peHIeHuid 00
YCOBEPUICHCTBOBAHUHU OIPECIIEHHON MOJAETH WIM YPOBHS MPEAOCTABISEMOI0 CEpBUCA, B TOM YHCIIE
0 3aIyCKe HOBBIX YCIYT, a TAKXKE YBEJIMUYUTh 00BEMBI MTPOJAK.

3amada MccIel0OBaHM: BBIIBUTH CTEICHb YIOBJIETBOPEHHOCTH MOTPEOUTENEH MO CIeIyIomuM
HAIpPAaBJIEHUSM: aBTOMOOMIIb; 00CTYKUBAHUE MPU MOKYIIKE U MOCIEIPOAaKHbII cepBuC.

OOBEeKT HucCleOBaHM: MHEHHE aBTOBIJIAACIBIEB OTHOCUTEIBHO YCIYT, MPEIOCTABISEMBIX
aBTOJIUJIEPOM.

OO0BveM U cTpyKTypa BBIOOpKH: 00BEM BBIOOPKM 3aBHCHT OT pa3Mepa ILEeJIeBOH ayIuTOPHH
(aBTOBIANIETIBIIBI ABTOMOOMIICH OMpPEneIeHHON MapKu KYIUJICHHOW/IIPOU3BEACHHOW B OMpEICICHHBIN
nepuos BpeMeHu). CTpykTypa BBIOOPKM 3aBUCHUT OT LEJI€BOM ayJUTOPUU TOrO WM HMHOTO
ABTOMOOWJIBHOTO OpeH/a.

OcHoBHbIE MapaMeTpbl UCCIIEeI0BAaHUS YIOBIETBOPEHHOCTH MOTpeOUTENell B aBTOMOOUIBLHON

OTpacCIIH:

o * WACHTH(UKALMS OOIIMX MPOOJIEM B X0/1€ IKCILTyaTallii aBTOMOOWJIS;

. * ICTAIbHBIN aHaIW3 WHTEphepa (MpUOOpHAs MaHellb, OOMBKA CAlIOHA, IBET, KAYECTBO
MJIACTHKA);

. * ICTANIBHBIN aHaIM3 JKCTepbepa (AW3aiiH Ky30Ba, JUCKOB W IIWH, I[BET, OITHKA
ABTOMOOMIIA);

. * BBISIBJICHUE HEIOCTATKOB XOJIOBBIX CBOMCTB aBTOMOOWIS (TOJBECKa, JBUTATEINb,
YIIPaBJIIEMOCTh, TOPMO3HAs CUCTEMa, MAaHEBPCHHOCTB );

. * OllcHKa O0mIero ypoBHS KOM(OPTAOCIHHOCTH aBTOMOOWIS (OMIMH, ITOMYIIKH
0€30IaCHOCTH, Ka4€CTBO MAarHUTOJIbI, PYHKIIMOHAIBHOCTD JATYMKOB U MPHOOPOB);

. * BBISIBJICHUE HEIOCTATKOB CEPBUCHOTO OOCITY>)KHBAHHS CAJIOHA- IPOJIABIIA TIPH ITPOJIAKE
aBTOMOOUJI;

. * uaeHTU(UKAKSA TPo0IeM CEPBHCHOTO OOCTYXHUBaHHUS aBTOMOOWIS (Tpaduk paboThI

CEPBHCHBIX CTAaHIUH, KyJIbTypa O0IleH!s U KBaTu(UKALUA IEPCOHAIA).

HccnenoBanue ya0BIE€TBOPEHHOCTH MTOTpeOUTENEH OyIeT MPOXOIUTh B /IBa dTara.

KauectBennsiii stan. Ha nanHOM 3Tame uccielnoBaHUS MPOBOJIUTCS cepusi (OKyC-TPYII C
HEeIbI0 UJEeHTU(UKAIMKA OOIMX TpoOJeM MpU HCIOIH30BAHUM AaBTOMOOWJS WM TOCEUIEHUU
KOHKPETHOT'O CEPBUCHOTO IEHTpa. PEKpyTUPYIOTCA MOTPEOUTENN UHTEPECYIOIEH MapKi aBTOMOOWIIS,
KOTOpasi HaXOAUTCS B AKCIUTyaTallM OT 6 HEelb, /10 IBYX JIET.

B oneHKy yA0BIE€TBOPEHHOCTH BXOAT CIEAYIOLINE MOKA3ATENH:

. JloBepue k koMnaHUK/OpeHAy/IPOAYKTY (10 KaKUM KpUTEPUSIM OyJIET U3MEPSTHCS).

. JlosnbHOCTh K KOMIAHUW/OpeHAY/MPONyKTY (TOKa3aTeNd, XapaKTepHU3YIOLIHe THIIbI
NOTPEOUTENTHCKOM JIOSUIBHOCTH: TIOBEJEHUECKON 1 BOCIIPUHUMAEMOH (TTapLenIIOHHOM)).

. @DaKTOpBbI, BAUIOIINE HAa YIOBIETBOPEHHOCTD (OTPACIIEBbIE U NOTPEOUTEIHCKUE).

KonuuectBennbiit sran. Ha nmanHoM stame wucciaenoBaHHUs MPOBOASATCS (OpMaM30BaHHBIC
JUYHBIE MHTEPBBIO, B paMKaX KOTOPBIX MPOBOAMTCS BBISIBICHUE THUIIHYHBIX MPOOJIEM U HEJOCTATKOB
aBTOMOOWJISI WJIM CEepBUCHOro LieHTpa. Ha naHHOM sTame ucciemyercs mpoOiieMbl U HEAOCTaTKH,
BBISIBJICHHBIE Ha dTare (poKyc-TpyIIIL.

Saganue 12.
ECJII/I HpaBI/IJ'H)HO OHCHI/ITB, Ha KaKOﬁ craanuu JIOAJIBHOCTU HaAaXOIUTCS KJ'II/IeHT, KOMITIaHUA
CMOXKET TPaBWIBLHO BO3JCHCTBOBATh HA HEro - MU3MEHUTh €ro MHEHHE O cede K JIydIieMy.

[TorpebHOCTH KIMEHTa OyAyT yIOBIETBOPEHBI, (prpMa MOJIYUHUT JIOSIIBHOTO OTPEOUTETIS.

IIpoBenuTe COPTUPOBKY XapaKTEPUCTHUK JIOSUIBHOCTH MO €€ BUAaM. JlaliTe peKOMEeHJauu 1o
KaXKJOMY BHUY JIOSUIBHOCTH (YTO MOKHO CJIENaTh).

Bunel nosimpHOCTH:

- OTCYTCTBYIOIIIAS

- OTpULIaTeNbHAs

- JTOXKHas

- JaTEHTHAas

- UICTUHHAs

XapakTepUCTUKH MTPOSBIICHUS JOATIbHOCTH!
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- KJIMEHTY HE HY>KHBbI TOBaphl U YCIIYI'Y OPTaHU3aLUN

- HE YCTpauBalOT BapUAHTHI JOCTABKU

- BBICOKas IIeHa

- BBICOKAs IIPUBS3aHHOCTh K OpeHy

- KJIMEHT 4acTo NMpuoOpeTaeT NpOoAYKThl B OpraHu3aluu

- ynoOHOE pacIoioKeHHe Mara3uHa, opuca KOMIaHUU

- KJINEHT HE HAMEPEH MEHSITh MMPUBBIYKU U YCTOSIBIIMICS 00pa3 »KU3HU

- Y OpraHu3anuy Majao KOHKYpEHTOB

- XOpOLIUE CE30HHBIE CKUIKU

- KJIMEHT PEKOMEHIYET OPraHU3alUI0 B CBOEM OKPYXEHUU

- U3MEHWICS COCTaB MIPOIYKTa

- KJIMEHT y3HaJl O MPOIYKTE YTO-TO, YTO TEMEePh MEIIAET EMY €ro Mpruodpectu

- BBIT'OJIHBbIE HAKOIIUTEIbHBIE ITPEII0KEHUS

- KJIUEHT JIOSUICH YK€ K IpyroMy OpeHy

- KJIMEHT CTOJIKHYJICS C HEraTUBHBIMM IPOSIBICHUSMU B OpraHU3al[MM, OCTAJICS HE JIOBOJIEH
KauyeCTBOM MPHOOPETEHHOT0 TOBapa UM OKa3aHHOW yCIyrd

- KJIIMEHT NpUoOpeTaeT ToBapbl U MOTPEOJIAET YCIYTH IO IPUBBIUKE

3ananme 13.

Onwupasicb Ha TEOPHIO LEHHOCTH KJIMEHTa, coOepuTe HeoOXoauMmyro HH(opManu o006
opraHuszanuu, craslieil Bamell 6a3oil mpaktuku. PasHecure 1o KBajpaHTaM KJIMEHTOB JaHHOMU
opraHu3anuu (pUCyHOK 4).

Yiomunece BCATHNE

KYILATEaM OQOKYVILTOIM

{Iposrpsamnae it

BaApMant et T

HCIRAA DMCOREN

HHHOCTS OT XANCHTD

Pucynok 4 — MaTpuiia HEeHHOCTH KJIMEHTa

3ananue 14.

Kakue BuIBI mporpamMm JIOSUIBHOCTH MOTYT OBITh peaan30oBaHbl B BblIOpaHHOW Bammu cdepe
Ou3Heca, YeM OHM OTINYaroTCs? (3armoaHuTe TabIUILY)

Tabnuia

Bunsl nporpamm I{ens nporpamm Hcnons3yeMble KpuTepun

3apanmue 15.

HOCTpOCHI/Ie HpOFpaMMI)I ITOBBIINICHUS JIOAJIBHOCTH KIIUCHTOB

Bbl siBsieTech MEHEIKEpPOM OJHOTO W3 mpeAnpusatuil. Ha maHHBII MOMEHT MpeanpusiTue
HaXoOuTCA B CTaauu 3peJ'IOCTI/I JKNU3HCHHOI'O IUKJIA, W JOCTUIJIO TOYKU HACBIIICHUA. O}IHI/IM nu3
BapHAHTOB MPOJUICHUS HAXO0XICHUS HA CTaJIUU 3PENIOCTH U YBEIIMYCHHS 00beMa MPOAaX MPEIIPHUITUS
ABIISICTCA ITOBBIIICHHUEC JIOAJIBHOCTHU KIIMCHTOB. B CBA3H C OTHM, BaM HeO6XO)II/IMO IIOATOTOBUTH
MOJPOOHBI THUCHMEHHBIA MOKJIaJ Ha TMPEAMET BHEAPEHUS MPOTPaMMbl TOBBIIICHUS JOSILHOCTH
KITUEHTOB MPEANPHUATHS ¢ METOIMICCKUMU pa3pad0TKaMH U OPUCHTHPOBOYHBIMH pacueTaMH.

[Ipeniaraemeie cepbl AeSITEILHOCTH MPEIIPUATHH (BBIOPATh OHY):
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. TOCTHHHUYHOE TIPENPHUSATHE;
. UT - xomnanus,
. OIITOBOE MPEANPHUATHE, 3aHUMAIOIIIEECS IMIJIOMaTEepHaIaMK/KOMITBIOTEPHON TEXHUKOM;
. IPEIIPHUTHE OOIIETINTA;
. YXKKX;
. COOCTBEHHOE TIpeAnpusaTHE (IPH BHIOOPE BKIIOYUTH OTIMCAHUE ACSITEILHOCTH).
Meroandeckue yKa3aHHsI:
OTYeT TOJDKEH COCTOSTh U3 CACAYIOIMHUX OJIOKOB (00beM — 3 - 5 CTpaHHII):
1. BaXHOCTh MOBBIIICHUSI TOTPEOUTEIBCKON JIOSIIBHOCTH MPUMEHUTEIBHO K MPEANPHUATHIO
BBIOpaHHOMU c(ephl NeITEIbHOCTH.
2. Ilnan oueHKM MOTPEOUTETHCKOU JIOSJIBHOCTH C YKa3aHMEM METOoJla M MOAPOOHBIM €ro
onucaHueM (M COOTBETCTBYIOIIEH MOATOTOBKOW METOAMYECKUX MAaTCPUATIOB: aHKET, TAOIHI] U T. 1. )
3. [ToxpoOHBIif MIaH MPOTrPAMMBI TOBHIIICHUS JOSJILHOCTH KIIMEHTOB.
4. Pacuer 3aTpar Ha BHEJIPEHUE IPOTPAMMBI ITOBBIIIICHUS JIOSJILHOCTH.
Kpurepuu onenku:
1. ITomHOTA pacKpBITHS BOTIPOCOB
2. PeanucTHuHOCTD MIPOEKTA U PACUCTOB
Kaxkue crmocoObl 03BOIAT MOBBICUTD JIOSUIBHOCTD KIIMEHTOB?
Uro MOXKET ciaenaTh MEHEKEp IO YIPABICHUIO TPOCKTAMH, YTOOBI YCTPaHUTh BCE WIIH
HEKOTOPBIC TPUYHMHBI, BEI3BIBAIOIINE OTTOK KJIMEHTOB?

AN O WN —

3ananmne 16.

JUJIss IOHMMAaHUS YCIEIIHOCTH MPOTPAMMBI JIOSUIBHOCTH KIMEHTOB HEKOTOPOW OpTraHM3aIiH
poaHANIM3UPYHTE KItoueBble okaszarenu ee a¢dexkrusHocTu (KPI) o ciaenyromum naHHbIM:

- 3a kBaprtain npooduro 12000 yekos.;

- IPEIBSIBIICHO KAPT YYaCTHHUKA MTPOTPAMMBI JIOSIILHOCTH 4567 pas;

- criicanbl 0ayel 3255 pa3s;

- KOJIMYECTBO KJIMEHTOB C HEAKTUBUPOBAHHOM KapTOH JIOSITBHOCTH — 235 4et.

3aganme 17.
Bcero knmenrtckas 6a3a — 3431 uven. B tabnuue npezacrasieHa nH(opMaius Mo MOBTOPHBIM
npopaxaM. PaccuuTaiiTe mMmoka3zaTenu NOBTOPHBIX Mpojax. [IpomHTepnpeTHpylHTe NOIYYEHHYIO

MH(pOpMaIHIO.
Tabnuua — Otuet o noBTopHbIM poaaxkam OO0 «IaenbBeiicy
JlaBHOCTB mOCEAHEN TTOKYTIKH 1 mokynka 2 TMOKYTIKU 3 u OoJiee MOKYIOK
o oxHOTro Mecsiia ¢ MOMEHTa 570 223 121
MIOCJIETHEN ITOKYIIKU
Jlo 6 Mecs1eB ¢ MOMEHTA ITOCIIeTHEH 317 148 35
MOKYIIKH
Boiee 6 mecsieB ¢ MoMeHTa 1518 430 69
TIOCJIEIHEN ITOKYIIKU

CpaBHute 2 BapuaHTta BO3MOKHOH BbIpydku 11 OOO «3DaenbBeic» € TEKYIIMM YPOBHEM
MOBTOPHBIX MpoAax (3 u 6oJiee MOKYIOK) U BO3MOKHOM BBIPYYKOM OT MOBTOPHBIX MPOJAX, €CIIH OBl Y
JAHHOW OpraHM3alMM J0Js MOBTOPHBIX MPOJAX COOTBETCTBOBAJIA MHUHUMAJIbHOMY HOPMAaTHBHOMY
ypoBHIo. [Ipu pacuerax nucnosnb30BaTh CpeIHUN YeK MOKynaresns — 25 Toic. pyo.

3ananue 18.
ITpoBenute ABC-ananu3 kIMeHTCKON 06a3bl 0 TaHHBIM TadauIbl. Cresnaite BHIBOI.
HanmMeHoBaHME KOHTpareHTa 2022 ron — BbIpy4Ka, ThIC. pyo. Kareropus
000 «KHd» 24894,638
HAO «HII» 18209,286
ITAO «IlemeHT» 8394,793
000 «Copna» 5008,753
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HAO «beron» 3441,671
000 «BKO» 2810,000
HAO «KC3» 2548,497
ITAO «CtpouTenbpHbIe MaTEpUAIIBI» 1499,166
000 «B3KI'C» 1298,565
000 «OYCK» 1013,466
00O «BrpICOKHE TEXHOIOTUH 620,524
000 «IIpomcHab» 501,135
HAO «Kepamzury» 399,200
000 «IIpemuymcy» 346,778
000 «Meramm» 336,522
HAO «Meramioaom» 212,400
000 «'umcy» 180,823
ITAO «Mera®poHT» 168,000
000 «bTO» 153,990
OomnacTtHas 60JIbHALIA 108,613
HAO «AKkymynsTop» 1,975
Hroro
3aganme 19.
Ynpaxnenue «Pabora ¢ peksiaManusaMm»
Peakius coTpyqHuka Ha Bo3MOXHBII OTBET [Touemy Takasi peaxiusi YeMm ee MOKHO
peKIIaMaIIfio KJIMEHTA MOJKET IIJI0XO MOJIeHCTBOBATE 3aMEHHTh
Ha KJIMEHTa

«He Tak yx Bce u 10X0,
KakK BbI 3TO OIIMCBHIBACTE

«Hert, BbI HE TpaBBI»

«BBbI 4TO-TO MyTaeTe, TaK
OBITH HE MOXKET»

«BH1, BoOOIIIE,
WHCTPYKIIUIO
PacKpbIBAIU?»

«Takoro y Hac BooO111e HE
OBbIBaCT

«/laBaliTe rOBOPUTH I10
CyIIeCTBY aenal»

«Takux nmperensuii Ham
€lIe HUKTO HE
MIPEBSBIISLID)

«ITOT COTPYIHUK y HAC
OBLIT HOBEHBKHID)

«39T0 MPOU301LIO TOTOMY,
YTO OYEHb MHOI'O HAPOAY
B 3aJIe»

IIpakTuyeckoe 3anstue Ne 5. KioueBble TmoOKa3aTeJM OLEHKH pean3aluu
KJIMEHTOOPUEHTHPOBAHHOIO MOAX0/1a B OU3Hece

3ananue 1.
OueHuTe BBINOJHEHUWE IIJIJaHA 1O  [OKa3aTelsiM, XapaKTEePU3YIOIIUM  KIMEHTCKYIO
coctapssitontyio B CCII opranuzaiuu, Ha OCHOBE JJaHHBIX, TIPEJACTABICHHBIX B TAOJIHIIE.
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Taomuua — Mcxonasle naHHbBIE

ITokxazarenu IU1aH dakr
OO0r11ee YncIo KIMEHTOB OPraHU3alliy, Yel. 1850 1890
Yucno KIMEHTOB NPOIJIOro epHojia, COXPaHUBIIUXCS B 0a3€ OTYETHOTO 1820 1845
nepuoja, yel.
3arpaTsl HAa MAPKETUHIOBBIE YCHIIMS 110 YAEPYKAHUIO U PACLIMPEHUIO 150 175
KJIIMEHTCKOM 0asbl, ThIC. PYO.
[TpuOBLIb OT MPOJAXK, THIC. PYO. 430 445
[TpuObLIb OT MPOJAXK, [TOJYUYEHHAs 33 CUET IPUBIICUEHHS] HOBBIX 18 25
KITUEHTOB, ThIC. PYO.

3aganue 2.

Onwmpasice Ha  CTPaTerMYECKyl0  KIMEHTCKYI  KapTy, paspaboTaiiTe  KIMEHTCKYIO
coctrapisitonryro CCII pa3BuTHS HEKOTOpPOW oOpraHu3anudu M 3anojiHute Tabmuiy 1. IlpoBemute
CPaBHHUTEIbHYIO OICHKY KiaueHTckux mnokazateneid CCII m 3amonamre Ttabmmmy 2. IlpoBenute
JIMarHOCTUKY OTKJIOHeHUH kineHTckux nokasareneil CCII (ucnonp3yiite Tabnuny 3).

Tabmuna 1 — Knmenrckas cocrasinsitonias CCII pa3BuTusi opranuzanuu

KiroueBas mpobiema Crparernveckas | Knuenrtckuii [eneBoe Crparernueckoe
KJIMEHTCKOM COCTaBIISIOIICH KJIMEHTCKast [I0Ka3aTenb 3HaYeHUE KJIMEHTCKOE
CCIl LEJIb MEpOIPUATHE

Kakwne OEJIn OTHOCUTCIIBHO

CTPYKTYpPBI U TPEOOBaHMI

KIIMCHTOB H606XO,Z[I/IMO

IIOCTAaBUTH IJISA O6€CH€‘~I€HI/I$I
JOCTHXEHHS (PMHAHCOBBIX
neiei?

Tabnuna 2 - CpaBHUTEIbHAS OlleHKa KiIueHTckuX nokasareneit CCII

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

Tabmumna 3 - IlpuMepHas KadecTBEHHAs OIEHKA OTKIOHCHWU (DAKTHYECKHX OT IICJIEBBIX 3HAYCHUMN
kineHTckux nokaszareneit CCII

BEJIMYMHA OTKJIOHSHHUS, %o KauyeCTBEHHAs OIEHKA OTKJIOHCHUS
Ho+1 Hecymectennoe
Or+lmo=£5 CymectBeHHOE
Or+£5m0=+10 3HAUYUTEIBLHOE
Or+ 10 mo +£ 20 CepbesHoe
+ 20 u 6onee OueHb cepbe3HOe

Pesynbprarhl pacueToB BIMSAHUSA (AKTOPHBIX MOKa3aTelel Ha OTKIOHEHUE ONpeAessieMbIX UMH
pe3ynbTaTUBHBIX KiaueHTckux nokasarenei CCII npeacrasnstores B popme Tabiuib 4.
Tabnuua 4 - Pe3ynbTaTel pacyeToB BIUSHUS (PaKTOPOB Ha OTKJIIOHEHUE PE3yJIbTATUBHBIX KIMEHTCKUX
nokasarenei CCII

PesynbraTtuBHBIN | AOGCOIIOTHOE Brustane dakTopHBIX TOKazarenen

KJINEHTCKUI OTKJIOHEHHE | 1-ro ypoBHs | 2-TO ypOBHS 9-TO ypOBHS

nokasarensb CCII NN
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[To uroram pacyeToB clieaiiTe COOTBETCTBYIOIINE BBIBOIbI.
Pesynbrarel nporunozupoBanus kiueHTCkux nokasateneid CCII mpencraBpTe B BHIE TaOJIUIIBI

S.
Tabmuua 5 - Pe3ynbraTsl nporHo3upoBanus KiaueHTckux nokaszarenein CCII
Kimenrckuii | ®@aktuueckoe | LleneBoe OTKIIOHEHUE .
Kommenrapuii
[10Ka3aTelb 3HauYEHUe 3Ha4eHHE | aOCOJIOTHOE | OTHOCHUTENBHOE,
CCII %
3aganue 3.

[TocTpolite cucreMy cOalaHCUPOBAHHBIX ITOKa3aTeIed 11 CEPBUCHOW OpraHM3aluu. 3a
o0pazel; BO3bMUTE HIKECIISAYIONIYIO Ta0IHILy.
Tabmuna — Cucrema cOagaHCUPOBAHHBIX MOKa3aTeNeil 7151 CEpBUCHOM OpraHu3aluu

Crparernueckue [Tokazarenu [Ipouusiit Texymmit [Iporuno3ubiii
1eNH MepuoJa TepUoJI epuosa
1. ®uHaHcoBas AeSTENbHOCTD
YBennuenue Yucras npuObLIb
MPUOBLITN OpraHu3allyi, ThIC. PyO.
OpraHu3aluu PenrabenbHOCTBh, %0
2. B3auMOOTHOIIIEHHS C KIIMEHTaMHU
[ToBbimeHwe Komugecto xanob B
YpPOBHS MeCSI], €IUHUI]
YIOBJIETBOPEHHOCTH | CpeaHuil CPOK OXKHUITAHUS
KJINCHTOB ycTpaHeHHs mpodiem,
Ka4ueCTBOM JTHEeHn
IMPpOAYKTa JloJIs1 ”HIMASHTOB IO BUHE
opra"usanuu, %
3. Opranu3zanus 61M3HeC-IPOIECCOB
[ToBbIIEHNE OTKa3 OT KIYOHBIX KapT
KauecTBa
peann3yemMbIx
MIPOJIYKTOB
4. NuHoBanum, o0y4eHne u pa3BUTHE
[ToBbiIeHNE KonnuectBo coTpyaHUKOB
YPOBHS C BBICITNM 00pa30BaHUEM
KBaTH(UKAITIHT KomuuecTBO COTpyTHUKOB,
nepcoHana MIPOIIEAIITUX
MEePENOIrOTOBKY WUITH
MOBBIILICHHUE
KBTI (UKAITIT
3annue 4.
[IpoBeaute OLICHKY s dekTHBHOCTH pa3BUTHS OpraHu3alNuU Ha OCHOBE

KJIIMEHTOOPUECHTUPOBAHHOTO TIOIX0/1A.
JlanHasi opraHu3aisi IpoBOUIa OMPOC KIMEHTOB C MOMOIIbI0O MEHEKEPOB Uepe3 PaCChUIKY
Ha DJICKTPOHHBIE a/Ipeca aHKEThI, COIEPKAIICH CIETYIOIINI BOTPOC B TAOJIMYHOMN (hopme:
Tabnuma 1 — @opma anst IpoBeAEHUS OMpPOoca KIMEHTOB C IIENbI0 OMPEENICHUs WX YPOBHS

YIIOBJIETBOPEHHOCTH
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[xana, 1 2 3 4 5 [TpuumnHa
Oambl / ITon He YactuyHo Y 1oBneTBo [Ton
XapakTe HOCTBIO HE YIIOBIIETBO YIIOBIIETBO peH HOCTBIO
pHUCTHKA YIIOBJICTBO peH peH YIIOBJIETBO
peH peH
TOBap
IIeHa
Cucrema
cObITa
Cucrema
TIPOJIBIKCHHS
PesynbTathl pacuera mokasaTesnei yI0BJIETBOPEHHOCTH KIMEHTOB (Y) CBEJCHBI B TAOIHILY 2.
Tabnuna 2 - Pe3ynbraTsl orpoca noTpeduTeneil opranu3aiiu
XapakTepucTuka IlonHoc He Jactuunol|Y nosiet|Iloaaoc Yy % ynoB
TBIO HE | YIOBIIET | yIOBJIET | BOPEH | THIO JIETBOPEH
yIIOBIIET | BOPEH | BOpEH YIIOBJIET HBIX OT
BOpPEH BOpPEH o0uiero
qucia
ToBap 5 4 6 3 3
(1 monmyroaue 2020)
ToBap 4 3 7 7 6
(2 monmyroaue 2020)
ToBap 4 4 8 9 7
(1 monmyromue 2021)
ToBap 4 5 10 11 8
(2 monmyromue 2021)
Toap 4 5 12 13 9
(1 monmyroaue 2022)
ToBap 5 6 13 15 12
(2 monyroaue 2022)
[lena 2 2 8 6 3
(1 monmyroaue 2020)
[lena 1 2 9 9 6
(2 monmyroaue 2020)
[lena 2 1 11 10 8
(1 monmyromue 2021)
[leHa 1 2 10 15 10
(2 monyroaue 2021)
[lena 2 2 11 16 12
(1 monyronue 2022)
[lena 2 3 13 17 16
(2 monyronue 2022)
Cucrema cobita (1 3 3 5 7 3
nonyrozaue 2020)
Cuctema coObita (2 3 3 8 8 5
nonyrozaue 2020)
Cucrema cobiTa (1 2 3 9 10 8
nosxyroaue 2021)
Cucrema cobiTa (2 3 3 11 12 9
noayroaue 2021)




Cuctema copiTa (1
nonyrozaue 2022)
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14

13

Cuctema cObITa (2
nonyrozaue 2022)

15

19

10

CucrtemMa KOMMYHUKAILIMHI C
notpedurenem (1
noayroaue 2020)

CucrteMa KOMMYHUKAILIMHI C
notpeduresnem (2
noxyroaue 2020)

Cucrema KOMMYHUKAILIUH €
notpedutenem (1
nonyrozaue 2021)

11

CucrtemMa KOMMYHUKALIUHI C
noTpeduresnem (2
nosyroaue 2021)

14

11

Cuctema KOMMYHUKAIIMH C
noTpedutenem (1
nosxyroaue 2022)

14

15

Cuctema KOMMYHUKAILIMH €
noTpeduTenem (2
nosxyroaue.2022)

15

19

12

JlunaMuka peHTa0eIbHOCTH 3aKa3a 3a TP rojia OTpakeHa B Tabdmiuie 3.

Tabmuma 3 - 3nayeHue peHradenpHoCTH 3akasa 3a 2020 - 2022 rr., %

[Tonyronue T'on
2020 2021 2022
1-oe 8,5 11,4 10,7
2-0¢e 10,4 11,8 12,6

[Toctpoiite rpad 3¢ HeKTUBHOCTH pa3BUTHS OpPraHU3ALINH.

PenrtabennHOCTE 3aKa3a, %

A

KoaddunneHnT yaoBneTBOpeHHOCTH

3aganue 5.
AHanmu3 U CTPYKTYpHUPOBAHHUE JAHHBIX O IMPOJAXax MPEANPHUATHSA 3a JBa TOJa MO3BOJIWIH

MOCTPOUTH TaONMUIIEI 1 1 2.
Ta6muma 1 - Ctpykrypa npogax OO0 «Anbhaman» 3a 6a30BbIi TOJT

Ne HanmeHnoBanue nokymnarens Cymma Yacrorta Cpennss
n/n CHEIIKH oOpareHui BBIPY4YKa OT
CHICIIKHU
1 000 «9Hurma» 198000 3
2 [HAO «'amMa-uHBECT» 276615 6
3 [HAO «EHnucei» 3809385 18
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4 HAO «Kamennoropckoe KVY» 291060 3
5 [HAO JUTL] «KoHTakT» 1133088 9
6 [[TAO «Amarur» 1536000 3
7 [[TAO «Codt» 4074840 6
8 [[TAO «JlomomMut» 171788,4 3
9 [[TAO «HoBoKyHOBIIIEBCKUMA 241690,5 6
HedTenepepadaThIBAIOIIHIA 3aBOI
10 [[TAO «Camapanepyn» 1197750 9
11 [[TAO «CamapcKuii OKaThIII» 8 665 250 30
12 JITAO «Kosmopckuii 'OK» 1 668 000 6
13 1000 «Muxaiinosckuii 'OK» 2947350 6
14 |[TAO «ITaBIOBCKIpaHUT» 1273 250 4
15 [[TAO «Coxonoo-capbaiickoe I'TIO» 33769020 39
16 1000 «A H T» 414657 9
17 1000 «Anraiipecypc 1386100 6
18 1000 «Apryc PK» 2425500 3
19 1000 «AspTOoH» 77095628 57
20 000 «I"amma-UHBECT» 829521 6
21 000 «I"aMmMa-TeXHOJIOTHUS» 169 153 599 234
22 000 «HoBomet» 6023710 15
23 1000 «T/[ "Monubaen» 6393590 12
24 1000 «TexXKOMIIIEKT) 5705419,83 21
25 000 «2Quepro-mur» 676 800 3
26 [PVYIIIT «I'panut» 212400 3
27 [HIT «M Tpetin» 44 525 400,0 54
Cymma
Tab6nuia 2 - Ctpykrypa npogax OO0 «Anbdamann» 3a TEKYIIHN T0J
Ne HanMeHnoBanue nokymnaress Cymma Yacrora Cpennss
/1 CIETTKU oOparnieHui BBIPYYKa OT
CIeTIKU
1 1000 «Ky3uenxuii [OK» 1860000 4
2 1000 «ApuyHO0I1» 1224000 4
3 [HAO «Enuceii» 1726900 8
4 [HAO «Kamennoropckoe KY» 10164000 48
5 [HAO «Toprosslit nom «berarpanut 3234000 8
6 [HAO «Ypambckue IeI0BbIC TUHUN 5472092,4 20
7 |HAO «XakacB3pBIBIIPOM) 2220000 8
8 HAO JUTIIL «KoHTakT 6930060 60
9 HAO 3K «ITomroc» 1293600 8
10 MIT «Makpununa H.JL» 146960 4
11 [[MTAO «AYnMHCKHUI IITMHO3EMHBIN KOMOMHAT) 13324080 24
12 [[TAO "Tomomwut" 729820 28
13 [[TAO «Kaiipemckuii 'OK» 6760000 4
14 [[TAO «Kupexenckuit 'OK» 4603480 12
15 [[TAO «Kupencknii 'OK» 3817520 12
16 [[TAO "Camapckuii OKaThII» 52934032 76
17 JTAO «Kosmopckuit 'OK» 7645432 48
18 [[TAO «Kombunat Marue3ur» 1128100 8
19 [[TAO «MuxatinoBckuii 'OK» 356760 4
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20 [[TAO «HaBowutickuit MKy 5130484 4
21 [[TAO «HK «Pocuedtp» 11100000 24
22 [[TAO «ITaBmOBCKIpaHUT» 4545734 20
23 [[TAO «Coxkomosckoe ['TIO» 42277900 48
24 [MAO «Yuamuuckuii 'OK» 1236000 4
25 000 «AspToH» 114255440 97
26 000 «I'amma-TEeXHOJIOTHS 218267542 260
27 1000 «Kapbep-IlerpoBckuii» 1208200 8
28 1000 «Kyznerkunii 'OK» 8990000 16
29 1000 «Copckuit 'OK» 3514000 12
30 000 «TH "Monubuen» 1684200 4
31 1000 «Dxcnonensra-M) 1940400 12
32 000 HIIO «2Quepro» 57600 4
33 JIIK A/C «YykoTka» 512000 4
34 PVIIII «I'paruT 3719000 4
35 [Cumouenko B.U. 112280 4
36 [Cayx6a MTC I'VII 3abaiikanbckoii o0nactu 3172000 4
37 [TOO «AnuHay 7376200 12
38 [IT «M-Tpeiin» 85074400 132
Cymma

[TpoBenuTe (haKTOPHBIA aHAIN3 3aBUCHMOCTH BBIPYYKH OT KOJIMYECTBA KIIMEHTOB, YAaCTOTHI
MOKYIIOK U BEJIMYUHBI CPETHETO YeKa.

Pesynbrathl pakTopHOTO aHANM3a OTpasuTe B Tabnmue 3.
Tabnuna 3 - @akropuslii ananu3 Beipydukn OO0 «Anbdamani»

KonngectBo Yacrora Cpennsist BeIpyuka oT | Biusinue gaxropoB | I3MeHEeHUs BBIDYUKH OT
nokynaresuei | oOparmeHui CHEJIKU pa3nu4HbIX (PAaKTOPOB
3ananmue 6.

[IpousBeuTe pacyeT CTOMMOCTH KJIMEHTa HEKOTOPOW OPTaHM3allMd HAa OCHOBE CIICTYIONINX
JIAHHBIX.
Tabmuita — UCXOJIHBIE JIaHHBIE

Buppl 3aTpar Beanunna
Tpaduk 13 KOHTEKCTHOM peKIamMbl 10 000 nepexo1oB
IeHa KaKI0ro KImMKa 7 pyoneit

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

3aprata SEO-cnenmanmcty 25 000 py6aeit

3apruiara Tere)OHHOMY OTlepaTopy 10 000 pyOueit

Konsepcust mocetutens B kimeHTa (KoHTeKCT 1 SEO) 5%
3aKa3bl HOBBIX KJIMEHTOB U3 KOHTEKCTA 10 000*0,05 =500
3aka3bl HOBBIX KIIMEHTOB U3 OPraHNYEeCKOU BbIIaul 30 000*0,05=1500
IToBTOpHBIE 3aKa3bl OT NOCTOSIHHBIX MTOKYIATENEH 3 000 3aka3oB
OO0l11Ie€e KOIMYECTBO 3aKa30B 4500 3aka3oB

Cpennsis croumocth yeka — 2500 py06. I[IpulsuibHOCTE OHOM mpofaxku — 25%. SBmisiercst iu
MOJIYYEHHBIN pe3yaIbTaT HOPMAJIbHBIM WIH BBICOKMM? KakoB CpOK OKYITaeMOCTH KJIUEHTa?
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8.3. TumoBble KOHTPOJIbHbIE 33/IaHUSl WJIM HHbIe MAaTepHaJbl JJs TMPOBeJeHUs:
MMPOMEKYTOYHOM ATTECTAIIUN

dopma MpoBeleHUs MPOMEXKYTOUHON aTrTecTaluu Mo AUCHUIUIMHE: AudQepeHInpoBaHHbIHI
3a4et (M0 pe3ysibTaTaM HaKOMUTEIBHOTO PEUTHHTA MU B JOpPME KOMITBIOTEPHOTO TECTHPOBAHU).

YcTHo-tuckMeHHas ¢popMa 1o BompocaMm K IuddepeHIIupoBaHHOMY 3aueTy MpeArnoaraercs,
KaK MpaBUjIo, AJIs CAAYU aKaJeMHUECKOH 3a0DKEHHOCTH.

IlepeyeHb BONPOCOB /11l MOATOTOBKH K AH(depeHIIUPOBAHHOMY 3a4eTy
OIIK-1: MOIIK-1.1., UOIIK-1.2.; OIIK-2: UOIIK-2.3.

1. CymHoCcTb, HBONIONMS, 33Ja4d M HPUHIUNBI KIWEHTOOPUEHTUPOBAHHOTO IOAXO0Ja K
BEJICHUIO OM3HECa, HAIIPaBJICHUS peau3alii, HHIUKATOPbI

2. KnumeHrt, mokymarenb W TOTPEOHTENb: CpPaBHHUTEIbHAs XapaKTepUCTHKA. KIHMEHTHI Kak
KIIFOYEBOM OM3HEC-aKTUB KOMIIaHUH

3. KinrenToopueHTHpOBaHHBIE TEXHOJIOIMH KaK HOBbIE BO3MOXKHOCTH JUISI pa3BUTHs OM3HEca
. Kputepuu opueHTHpOBaHHOCTH OpraHU3aIMH U €€ COTPYJHUKOB Ha MOKymHaTenei
. [lepcrieKTHBBI Pa3BUTHUS KIMCHTOOPHUECHTHPOBAHHOTO MaPKETHUHTA
. [TocTpoeHne KOMIUIEKCHON CUCTEMbI TIOJTYYEHHS M aHaIn3a 0OpaTHOI CBsI3U
. Pa3paboTka KIMEeHTOOPUEHTHPOBAHHOW CTPATETHH OPTaHU3aLUU
. KituentoopuentupoBanHasi KOpropaTuBHas KyJabTypa
. AyI¥T KITMEHTOOPHEHTHPOBAHHOCTH, CECCHH KITMEHTHUHTA U YIIy4dlIeHHe OU3HEC-TIPOIIECCOB
0. Pa3paboTka 1 BHEApeHUE CTaHJaPTOB OOCITYKMBaHUS KIMEHTOB

11. ITocTpoenne cucTeMbl KOHTPOJIS. U MOTUBAIIMH KIIMEHTOOPHEHTHPOBAHHOCTH

12. Ananu3 noTpeOHOCTEH M IICHHOCTEH MOTPEOUTEIS

13. CoBpemenHble TpeOOBaHUS K KIMEHTOOPUEHTHPOBAHHOMY CEPBHCY

14. CermeHTanys KJINEHTOB

15. Ananu3 ypoBHS KJIMEHTOOPUEHTHPOBAHHOTO CEPBUCA B OPTraHU3AINN

16. ’)Ku3HeHHbII UK KIIMEHTA U YIPaBICHUE UM

17. BnusHWe B3aMMOOTHOUICHWH C KJIMEHTOM Ha pe3yJIbTaTUBHOCTH JESTEIHHOCTH
opraHu3anyy. TUIONOTHS KJIMEHTOB U pa3padoTKa MPeaoKEHUN ATl pa3HbIX TPYII KIHEHTOB

18. Konrmernus 100aBJIEHHOM IIEHHOCTH I KIMEHTa. MeToabl U3MEPECHHS TTOTPEOUTEITHLCKON
LEHHOCTH

19. ITporpamMMBbI TOSITLHOCTH KIMEHTOB. Y IOBJIETBOPEHHOCTH KIIMEHTOB

20. Co3nanue u ayqUT KIUEHTCKON 0a3bl OpraHu3aiuu

21. Texnomoruu paboTHI ¢ peKJIaMalAsSIMHU.

22. YupaBnenue B3auMooTHouleHusiMu c¢ kiaueHtamu (Customer Relationship Management,

= ©O© 00 ~NOo D

crm).

23. KnmueHTckas cocTaBisonas CUCTEMbl cOalaHCUPOBAHHBIX ITOKa3aTeNleH.

24. Metonpl oueHKH dS(PQPEKTHBHOCTH YIpaBIEHHs OpraHW3aluedl TpH  pearu3aliu
KJIMEHTOOPUEHTUPOBAHHOI'O MOAX0AA

25. bamaHc KJIMEHTOOPMEHTHPOBAHHOTO CEpBUCA W 3arpaT, (UHAHCOBBIE pPE3YJIbTATHI
KIIMEHTOOPUEHTUPOBAHHOTO MOAX0AA

IIpumepHBI TECT AJIA HTOTOBOI0 TECTUPOBAHUS
OIIK-1: UOIIK-1.1., UOIIK-1.2.; OIIK-2: NOIIK-2.3.

1. BezenuTe Te KauecTBEHHbIE U3MEHEHUS B MPaKTHKEe OM3HEca, KOTOPbIE ONPEAeIIA MOSIBICHUE U
pa3BUTHE KOHIENIIMA MapKETUHIa B3aUMOEHCTBHS

-:CTPEMUTENIbHOE paciIupeHue ceprl yciyr

-:He00X0MMOCTb POCcTa 3 (HEKTUBHOCTH MTPOU3BOICTBA MIPOTYKTOB

-:YCUWJIEHHE OTYMHEHHSI CTPYKTYpPbl OM3HECA HHTEpecaM IIPOU3BO/ICTBA

-:M3MEHEHUS B 00J1aCTH YIIPABICHHS KAYeCTBOM

-:BO3pacTaHuE CIOXKHOCTH B3aMMOOTHOIIIEHHU JI€JIOBBIX TAPTHEPOB

-:YCUJICHHE TIPEANOYTEHUI MOTpeOuTENIei TOCTYITHBIM U ACUIEBBIM NPOIYKTaM
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2. YKaKXHUTE KaHAJIbl IOCTPOEHUS B3AMMOOTHOIIICHUH B MAPKETUHI€ B3aUMOICCTBUS

-:C KJIINEHTaMU

-:C MIEPCOHAIOM OpTraHU3aINH

-:C MapTHEpaMHu 10 OU3HECY

-:C aKIIHOHEpaMHU

:BCE OTBETHI BEPHBI

3. OTmeTbTe uccienoBareneil KIMeHTOOPUEHTHPOBAHHOCTH

-:ITanmpo

-:ITopTep

-:lllymnerep

-:Jlemmanie

-:Aucodd

4. Beigenure XapakTepHbBIE YePThl MAPKETHHTA B3aUMO/ICHCTBUS

-:pa30BbIil KOHTAKT ¢ IOTpeOUTENEM

-:aKLEHT Ha XapaKTEPUCTUKHU IPOYKTa

-:Ka4eCTBO KaK OTBETCTBEHHOCTh BCEX MOApa3/IeICHUN

-:JI0JITOCPOYHBIN MacIITad AesTeIbHOCTH

-:OrpaHUYEeHHbIE 0053aTeNbCTBA CIETOBAHUS TOTPEOUTENHCKUM OKUTAHUSIM

5. KiIneHTOOpHEeHTHPOBAHHOCTD — 3TO

-COBOKYIHOCTh 3HAHMM, YMEHHI, HaBBIKOB, KOTOpbIe, Ojaroaapsi COOTBETCTBYIOIIEW MOTHUBAIUH,
IIEHHOCTSIM, YCTAHOBKAaM U JIMYHBIM KadyeCTBaM COTPYIHUKOB, CHOCOOCTBYIOT OIPEIACICHHOMY
MOBE/ICHUI0O UM YCTAHOBJCHHUIO U TMOJACPKAHHUIO OTHOIIEHUN C KIMEHTAaMU [UIsl TOJNydeHUs
HEO0OXOMMOTO0 pe3ybTaTa

-'MHCTPYMEHT YIpPaBJICHUS B3aUMOOTHOIICHUSMU C KJIUEHTAMH, HalleJIeHHbIH Ha TONy4YeHUe
YCTOMUYMBOU MPHUOBLIN B JIOJITOCPOYHOM IEPUOAC U OA3UPYIOUIMIICS Ha TPEX KPUTEPUSIX: KIIOUeBas
KOMIIETECHIIMSI, LIeJIeBbIe KJIMEHTHI M PABEHCTBO MO3UIIUN

-CTpaTerusi OpraHU3allMi, KOTOpas HaleleHa Ha IOMOIIb KJIUEHTaM B JOCTIKCHHM HX IIEJIeH,
noTpeOHOCTEH

6. [Ipuoputers! 6M3HECa B AMIOXY KIMEHTOOPHUEHTUPOBAHHOTO MapKETHHTA CMECTHIIUCH

-:C 3a/1a4 yAepKaHUs CYIIECTBYIOIINX KIIMEHTOB B CTOPOHY 3a/1a4 MPUBICYECHUS HOBBIX KJIMEHTOB

‘B CTOPOHY ONTUMHU3AIMH PACX0/I0B HA MAPKETUHTOBBIE YCUJIUS IO paboTe ¢ KIIMEHTaMHU

:C 3a/1a4 MPUBJICUEHHUS HOBBIX KJIMEHTOB B CTOPOHY 3a/1a4 YAEep>KaHHUS CYIIECTBYIOIUX KIHEHTOB

-:K TIOCTPOEHHUIO TPAMOTHBIX B3aMMOOTHOIICHHH C KIIMEHTaMH1

-:B CTOPOHY pacIIMPEHHs] MAPKETUHTOBBIX MEp MO padoTe ¢ KIMEHTaMU

7. 3agayaMu BHEAPEHUS KITMEHTOOPUEHTUPOBAHHBIX CUCTEM SIBIISIFOTCS

-:pOCT MPOJIaxK

-:YBEJIMYEHUE TPUOBLITN

-:BBIpab0TKa JIOSIILHOTO OTHOIICHHSI K KOMITAHUU

-:TIOBBIIIICHUE YPOBHS OOCITYKUBAaHHS KJIUEHTOB

-:BBICBOOOX/ICHHE pe3epBa BpeMEHU paOOTHUKOB KOMIIAHWU [UJIs POCTa BHUMAHUS K KaKIOMY
KITUEHTY

8. KIIMeHTOEeHTPUYHOCTh — 3TO

-COBOKYITHOCTh 3HAaHWM, YMEHHM, HABBIKOB, KOTOpHIC, Ojarojapsi COOTBETCTBYIOIICH MOTHBAIIHH,
[IEHHOCTSAIM, YCTaHOBKAM U JIMYHBIM KadecTBaM COTPYJHUKOB, CHOCOOCTBYIOT ONpPEICICHHOMY
MOBEJICHUI0O W YCTAHOBIEHUIO W TOAJEPKAHHUIO OTHOIICHUH C KJIMEHTaAaMHU JJis  TOJYYCHHS
HEO0OXOIUMOTO pe3yNbTaTa

-'MHCTPYMEHT VIMPABJICHUS B3aMMOOTHOIICHUSIMH C KJIMEHTaMH, HAIICJICHHBIH Ha TOJy4YeHHE
YCTOWYMBOW MPUOBLTH B JOJITOCPOYHOM TEpUOje U Oa3UPYIOUIMACA HAa TPEX KPUTEPHUSIX: KIFOUeBas
KOMIICTCHIIHSI, IIEICBBIC KITUSHTHI M PABEHCTBO IMO3UIINN

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

9. VkaxuTe XapaKTepUCTUKH, HE OTHOCAIINECS K MOJIENIA KITMEHTOOPUEHTUPOBAHHOCTH
-:BBICTPaMBaHHE KOMMYHHKAIIUH C MIOTCHIIMAIBLHBIM ITOKYITATeIeM

-:MIPUHSATUE PEIICHHSI KIIMEHTOM CaMOCTOSITEIbHO, HA OCHOBAHHUH IMOJIYY€HHBIX JaHHBIX
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-:KJINEHT TBEPJO 3HAET, KAKOH MPOIYKT U3 BCET0 aCCOPTUMEHTA eMy HE00X0AUM

-:MCIIOJIb3YEMOE CPEJCTBO AJISl MPOJIAXKH — HEMOCPECTBEHHOE MHANBUYaIbHOE OOIICHNE C KIMEHTOM
- KJINEHT MMEeT COMHEHHs [0 T[OBOJLY IpPHOOpPETeHUs TOoBapa MIM HE HMEET YETKO
c(hOopMyIIMPOBAHHON OTPEOHOCTH BOOOIIIE

-:MCII0JIb3YEMOE CPEJCTBO AJIS MPOJIAXKH — CAUT, PeKJIaMHbIE MaTepUaJIbI

-:II0KyIIaTeJlb YMOLIMOHAJILHO HE BOBJIEYEH B IIPOLIECC MOKYIIKU

10. B xoMnaHuio no mnpojaxxe HOYTOYKOB OOpaTmics COTPYIHUK KPYINHOH KOpHOpaluu C LEbIo
nproOpeTeHNs] HECKOJIBKHUX JIECATKOB HOYTOYKOB Uil BceX pabOTHUKOB B oduce. KimmeHT yxe 3HaeT
000 BCeX akIMsIX, HO UMEET BOIPOC: YCIEET JIM MpOoJaBel] AOCTABUTh M MOJKIIOYUTH BCIO HApTHIO
raJuUKeToB Ha 3TOH Hezene? BriOepute BepHOE NOBEIEHUE KIIMEHTOOPHEHTUPOBAHHOT'O MPOIaBIIa.
-:0TBeT o0muMHU (pazamu, oOTEKaeMblii paccka3 00 YHUKaIBHOCTH €ro ()UPMBI U BBITOAHOCTH
HOKYIIKH

-:PE3EHTalUs U BOCXBAJIECHHUE ITPOIYKTA

-:paccka3 0 KOHKPETHBIX CPOKaX YCTAaHOBKH U J1OCTABKH

11. Kommnanus mnpuriacuia TpeHepa MO MpojakaM JJis IPOBEIEHUS CEMHMHApa CO CBOUMH
paboTHUKaMu. B kakoif posiu BBICTYIMIIA KOMITAaHUS?

-:IOTpeOnTEINIS

-:TIOKyTIaTelIs

-: BCE OTBETHI BEPHbI

12. [TokynaTenbckas cuiia onpeaesnsercs

-YPOBHEM JI0X0JI0B IOKYIaTesen

-:HaJIMYUEeM IIMPOKOH BO3MOXKHOCTH BbIOOpA NMPOJYKTOB

-:ypOBHEM WH(OPMHUPOBAHHOCTH OKYTATEIIS

-:BO3MOKHOCTBIO PACIIPOCTPAHATh HETraTUBHYIO HH(POPMALIUIO O IPEAIPUATHH

13. LlenHOCTB, cO3aBaeMast 115l KJIMEHTA, C 3KOHOMUYECKHUX MO3UIUM TPaKTyeTcsl Kak

-:IpaBWJIbHOE (YHKLMOHUPOBAHUE OU3HEC-TIPOLECCOB, O0ECIEYEeHHOE COOpaHHBIMU JIaHHBIMH O
PBIHKE ¥ OXBATHIBAIOIIEE PA3IMYHBIC IEApTAMEHTHI U ()YHKIIMOHAIBHBIE TTOIPA3/IeIeHUs] KOMITAHUH
-:pa3HUILla MEXy 0’KUJAEMbIMH BBITOJIaMU MPUOOPETEHHs U OOIIMMHU M3AEP)KKAaMU IMPUOOPETEHUs U
MCIOJIb30BaHUs IPOAYKTa

-:HaJIMYHUe CBA3M MEX]ly OpUEHTaIlMel Ha PhIHOK U Pe3yIbTaTUBHOCTHIO OM3HEC-TIPOLIECCOB KOMIAHUU
14. J1ns npoakTUBHOM OpHEHTAMU Ha PHIHOK U KIMEHTA XapaKTEePHbI

-:BMEILIATENBCTBO B JCIOBYIO CPEAY

-:3aM€Ha KOHIIETILIMU BeJeHUs Ou3Heca 4eM-1100 pyHJaMEHTAIbHO U PaIuKaIbHO HOBBIM
-:pearupyroinas Ou3Hec-JI0TuKa

-:MCTI0JIb30BaHNE U300PETATENHCKOTO 00YUEHHUS

-:BOCHPUATHE PHIHKA KaK JaHHOCTH

-:HE3HAUYUTEJIbHbIEC JIOKAJIbHbIE U3MEHEHUS

15. Kputepuem KIMEHTOOPUEHTUPOBAHHOCTH SIBJISETCS

-:CO3HATEIbHOE JOMUHUPOBAHUE OJTHOM U3 CTOPOH Ha JHOOOM FTare B3auMOOTHOLICHHUH

-:BBIJIEJICHHE 1IeJIEBBIX KIMEHTOB

-:paBEHCTBO MO3UIIUNA MEX/1y MTOCTABIIMKOM U KIUEHTOM

- HaJIM4yue KJTFOUEBBIX KOMIIETEHIIHH YYaCTHUKOB nporecca obecrieyeHus
KIIMEHTOOPUEHTUPOBAHHOCTHU

16. KnmueHTOoOpHEeHTUPOBaHHBIHM cepBHUC KaK HAACTpOiika Ou3Heca B CBOCH OCHOBE COJIEPIKUT
-:(pMKCaIMI0 B MUCCUM OPUEHTALIMIO JESTEIbHOCTH Ha KJIMEHTOB

-:B KayeCTBE OTBETHOM peakUuu OM3Heca Ha YCWIEHHE KOHKYPEHTHOI'O CONEpHUYECTBa Mepexoja Ha
YpOBEHb IIEHOBOM KOHKYPEHIIUU

-:YCTaHOBKY JII000i1 11eHO! yJepxaTh KJIHMEeHTa

-:BBISIBJICHUE MOTpeOHOCTEN KIMEHTOB M THUOKOE pearupoBaHWE HAa HU3MEHEHUS B MOJENSIX HX
MOBEJICHUS, B TOM YHUCIIE IO/ BIUSHUEM HOBBIX METaTPEeH/I0B

-:yBeJIM4eHue 010/ 1KeTa Ha MapKETUHTOBbIE KOMMYHHUKAIIUU

-:CO3JJaHME Ha KaXJIOM JTare MyTH KIMEHTOB TAaKOro MOTPEOMTENbCKOrO OMbITa, KOTOPBIH OyaeT
TIPEBOCXHINATH UX OKUAAHUSA U POPMUPOBATH HX YIOBJICTBOPEHHOCTh

-:yCUJICHHE MaTepHaJIbHONW MOTUBAIIMH COTPYAHUKOB KOMITAaHUU
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-:HalleJICHHOCTh Ha JI0JITOCPOYHBIE B3aUMOOTHOILICHHUS C TOTPEOUTENIMU

17. Beiienure npuMepsl KIIMEHTOOPUEHTUPOBAHHOCTH

-:IPUPOCT TNPHUOBUIM TEPEKpPhIBACTCS 3aTpaTaMM Ha KIMEHTOOPHUEHTUPOBAHHOCTh, HO KIIMEHTHI
YIOBJIETBOPEHBI 10 MAKCUMYMY

-:IICHOBBIE CKUJKH HA TOBApbl Pa3HOTO Ka4yeCTBA

-:IIp1 OTCYTCTBUHU BTOPOTO TOBapa o akuuu 1+1 npocrba 3aiiTu ¢ 4eKOM 3aBTpa 3a BTOPOU €IMHUIICH
TOBapa

-:TIOCTOSIHHBIN 3amMep B KoMraHuu uHjiekca NPS

-:TIIPH 3aKa3€ TaKCU MPEAOCTABIISAECTCS ONUUS «MOJTYAIUBBINA BOAUTEIIbY

-:B KOMIIQaHUHM HMMEIOTCSI CKPHUIITHI MPOJaX M PErjiaMeHThl M0 paboTe ¢ KIMEHTaMH, COTPYAHHUKHU
00s13aHbI IO HUM Pa3roBapuBaTh

-:HAYUCJICHUE JOTMOJHUTEIbHBIX OOHYCOB 32 PEKOMEHAALNI0 KOMIIAHUU APY3bsIM

-HAJIMYKE B Mara3suHe OJCK/bl KHOMKH, 10 CUTHAy KOTOPOM MPHUAET MPOJABEll U MPUHECET HYKHbII
paszmep

-:B 3UMHEE BpeMs I'0Jla BCE METAJUIMYECKUE PYYKH OOMOTaHbI MATKHM OapXaTHBIM MaTepUaIoM

18. Ilpu xommyHukanuu B HTEepHET 6€3 TUYHOTO KOHTAKTA JIJIsl TIOBBIICHUS JIOSUIbHOCTH KIMEHTOB
WCIIOJIB3YIOTCS AJIEMEHTHI BHYIIIEHHUS, K KOTOPBIM OTHOCSTCS

-:BUPYCHAsl peKjiamMma

-:BBICTYIJICHUE aBTOPUTETA

-:popyMbI

- KaJbKYJISTOPHI

-:MHQpOpMAIHS O TPEHIaX

-:0peHIUPOBAHHOE BUICO

19. OT™MeTbTe TOIBKO T€ XapaKTEPUCTHKHU, KOTOpbIe CBOMCTBEeHHBI KoHIenmu CMR

HaJIMYME BO3MOXKHOCTH COOOIIUTH KOMIAHUH, YTO JJI KIIMEHTA BaXKHO

-:OTHOUICHUSIMU YIPABIISIET KOMIIAHUS

-:CO3MIaeT yA00CTBA JIJIsi KOMIIAaHUH

-:TIOHUMaHUE YHUKAJIbHBIX MOTPEOHOCTEN KIUEHTA

-:0M3HeC OpraHU30BaH BOKPYT NOTPEOHOCTEHN KIMEHTOB

-:0TCIIeKUBAHUE KIIMEHTA 110 €r0 TPaH3aKIUsAM

-:KJIMEHT OILYIAeT ce0sl mpecie yeMbIM

20. baza gaHHBIX O KJIMEHTaX JOMOJHSETCS M aKTYaIU3UpPYeTCs] CaMUMH KIMEHTAMH KOMIIAHMHM —
JlaHHAs XapaKTEPUCTHUKA OTHOCUTCS K KIIMEHTOOPUEHTUPOBAHHOW TEXHOJIOTHH

-:CRM

-:-CMR

-.ERM

-:SCRM

-:SaaS

21.PaccunraiiTe HHJAEKC MNOTPEOUTENHCKONW JIOSUIBHOCTH KIMEHTOB OpraHM3aliH, €clid TOcie
npoBeneHus omnpoca 200 yenoBeKk OBLTH BBISBJICHBI CIEIYIOIIME PE3YNbTAThl: MPOMOYyTephl - 45%);
HelTpansHbie IoTpeduTenn - 30%; kpuTHkH - 25%.

-:20%

-:5%

-:15%

22. YKaXuTe KaHAJIbl KOMMYHUKALUI ¢ KIIMEHTaMU, UCIIOJIb3YEMbIE C LIEJIbI0 MTOTYYEHUS TaHHBIX IS
pacueTa uHIeKca MOTPEeOUTENbCKON JTOSITBHOCTH

-:003BOH pOoOOTOM aBTOMATHYECKH

:0IPOC B TOUYKAX MPOJIAXK

. SmS-onpoc

:e-mail-paccpuika

-:push-yBenomieHus

-:BCE€ OTBETHI BEPHBI

23. BwiOepute U3 TPHUBEACHHBIX HIKE BAPUAHTOB BOMPOC, HamOoJiee COOTBETCTBYIOUIUN IS
M3MEPEHUS MHIEKCA KIIMEHTOOPUEHTUPOBAHHOCTH MPOMOYyTEpaMu
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-:OTMeTbTe IPUYUHBI HErATUBHOT'O OTHOIICHUS K KOMITAHUU/TIPOYKTY KOMIIaHUH

-:OTMeThTEe MOMEHTBI, HYK/IAIOIIHUECS B YIYUILICHUN

-:IlepeunciuTe OCHOBHBIE IPEUMYILIECTBA KOMIAHUHI/TIPOAYKTA KOMIIAaHUH

24. PerynspHOCTb pacueTa UH/IEKCa KIIMEHTOOPUEHTUPOBAHHOCTH COCTABIISIET MUHUMYM

-1 pa3 B rof

-:pa3 B TpH roja

-:pa3 B KBapTai

-:pa3 B HEJEIIIO

25. Ilo wuroram pacyera HMHJAEKCAa KIMEHTOOPUEHTUPOBAHHOCTU NOJIydeH pe3ynbTaT B 60%, uTo
O3HayaeT

-:KOMIIaHUS — JIUJIEP Ha PbIHKE

-:KJIMEHTHI Y3HAIOT OpeH/]

-:B KOMIIAaHUIO BO3BPALAIOTCS M «CTAapbhle» KIMEHTBl, W CTPEMHUTEIHHO HapadaThIBaeTCs HOBAs
KIIMEHTCKas 6a3a

-:TIACCUBHBIX, OTPUIIATEIIbHO HACTPOCHHBIX KIMEHTOB MPAKTUYECKU HET

- KJIMEHTHI I0BEPSAIOT NMPOAYKTAM KOMIIAHUU

-:He0OXOJIMMBI 3aTpaThl Ha TIPOIBHKCHHE

-:BBICOK PUCK MOTEPATH KIIMEHTOB

26. Ilpu noceuieHUM pecTopaHa KJIMEHTaM MPUXOAMUTCS 3aKa3blBaTh U3 OTPAHMUYEHHOTO MEHIO — 3TO
npumep

-:CIIOHTaHHO! KJIMEHTOPUEHTUPOBAHHOCTH

-:peri1aMmeHTUPOBAHHON KIIMEHTOOPUEHTUPOBAHHOCTHU

-'HEOTHEMJIEMOH YaCTH KOPIIOPATUBHOU KYJIBTYpPbI

27. Belgenure NpuYuHbl HECOCTOSTENBHOCTH MEPOIIPUATHH MO yAEPKaHUIO KIIUEHTOB

-:HU3Kasi BOBJICYCHHOCTb COTPYAHUKOB B PEIICHUE MPOOIIEM, CTOSIINX TIepel KOMITaHuEeH
-:0TCYTCTBUE B OpraHU3alMy YETKOTO OPTPETa KIUEHTa

-:pa0OTHUKHU OpPraHU3alUU B KA4e€CTBE NPUOPUTETA PACCMATPUBAIOT OOIILYIO JUIsl BCEX OTAENIOB LENb
Ou3Heca

-:TOJIbKO Y PYKOBOJIUTEIISI UMEETCS TIOJHAsl U TOCTOBEpHAast HH(pOpMaLMsl O KIHMEHTax

-:0TCYTCTBUE KOPPEJSILIUM MEXKIAY YIOBJIETBOPEHHOCTHIO BHEIIHErO0 KIMEHTA W MOTHUBALUEH
COTPYAHUKOB KOMITAaHUH

-:HEAKOHOMHOE PacXx0JI0BaHUE CPE/ICTB HA MPOABUKEHUE U yJEPKAHUE KIUEHTOB

28. VkaxuTe BEpHbIE XapaKTEPUCTUKH, ONpPEIEISIONINE KIMEHTOOPUEHTUPOBAHHYIO CTPAaTETHIO U
KJINEHTOOPUEHTUPOBAHHBIN MOIX0]T

-:00bEIMHEHUE COTPYIHUKOB B €AMHBIIM KOJUIEKTHB JUIsl JOCTHMIKEHMSI CTPATErMYECKHUX Iienei
OpraHu3aIu

-:OpHEHTAallMs Ha KJIMEHTa B ONpEAEICHHBIX HAPaBICHUSIX AESTEIbHOCTH

-:(popMUpOBaHNE KOHKYPEHTHBIX MPEUMYIIECTB OTJACIBbHBIX CTPATETHUECKUX OU3HEC-ETUHUIL
-:CO3JIaHUE MEPCOHATU3UPOBAHHBIX MTPOTYKTOBBIX MPEAIOKEHUN

-:TIOCTOSTHHASI pa3paboTKa HOBBIX MPOIYKTOB

-:pacIiIMpeHne KaHaJIoB cObITa MPOIYKTOB

29. YcraHoBeHHE TaOMMUKH «3aKPHITO» Ha IBEPU PECTOpPaHA OTHOCUTCS K JTaIy MPOBEACHUS ayAUTa
OHM3HEC-TIPOIIECCOB OPraHMU3AIMK C TOUYKU 3pEHUS] OPUEHTALUY Ha KIHEeHTa

-:(popMyITUPOBKA 0KHIAEMOU peaKly KJIUEHTOB Ha OIpe/IeTICHHbIE BUbl KOHTAKTOB

-:pOBEpKa TOJHOTHl BApUAHTOB pa3BUTHUS COOBITUH, B 3aBHUCHUMOCTH OT pEaKIUH KIMEHTa,
3aJI0’KEHHBIX B IIPOLIECC

-:MJIeHTU(UKALIMS BCEX ONEpaluii, TEM UM UHBIM 00pa30M CBSI3aHHBIX C KIIMEHTaMHU

-:CpaBHEHHUE TEKYIIHMX, BO3MOKHBIX U 0KMIAEMbIX PEAKIIUN KIMEHTa

-:COCTaBJICHHUE CIIMCKa MPOLECCOB, /1€ MOTYT IPOUCXOIUTh KOHTAKTHI C KIMEHTaMHU

30. PaccmMoTpeHHe Bcex BapMaHTOB MOBEICHUS KIMEHTOB B OTBET HA OMEPAILUI0 «ITOBECUTH TAOIUUYKY
«IlepepbIB» OTHOCUTCS K 3TaIly IPOBEACHUS ayauTa OM3HEC-TIPOI[ECCOB OPTaHU3alUU C TOYKU 3PEHUs
OpUEHTAIIMH Ha KIHEHTa

-:(popMyIUPOBKA 0KMIaEMOM peakliy KJIMEHTOB Ha OIpe/ieJICHHbIE BUbl KOHTAKTOB
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-:-pOBEpKa TOJHOTHl BApUAHTOB pa3BUTHS COOBITUH, B 3aBUCHUMOCTH OT pEaKIUH KIHEHTa,
3aJI0’KEHHBIX B MPOIIECC

-:MJIeHTU(UKALIMS BCEX ONEpalii, TEM UM UHBIM 00pa30M CBSI3aHHBIX C KIIMEHTaMHU

-:CpaBHEHHUE TEKYIIMX, BO3MOXKHBIX U 0KHIAEMbIX PEAKIIUN KIMEHTA

-:COCTaBJICHHUE CITUCKa IPOIECCOB, I/I€ MOTYT MPOUCXOAUTh KOHTAKTHI C KIMEHTaMU

[TomHbI# QOH OIIEHOYHBIX CPEICTB LIS MPOBEACHUS MPOMEKYTOYHOH aTTeCTAallMi pa3MeIleH
B 0aHKe BOIPOCOB JIIEKTPOHHOro y4yeOHOoro kypca mgucuuiuimael B DWMOC  yHHBepcurera
http://sdo.tolgas.ru/, a Takxe XpaHutcsa B OyMakHOM M (WJIM) SJIEKTPOHHOM BHAEC Ha Kadeape-
pa3zpaboTuuKe.



