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1. llesu u 3212494 AU CIUILIHHBI

Lenbto mpenogaBaHus AUCUUIUIHHBI SBISIETCS (POPMUPOBAHUE Y CTYACHTOB KOMIUIEKCHOTO
IPECTAaBICHUS U TOHUMAHUS KIIFOUEBBIX CTPATETHYECKUX U TAKTUYECKUX KaTeropuil
CRM B cdepe cepBUCHOTO 00CTYKMBaHUS aBTOMOOMIIEH, a Tak:Ke 00y4eHue CTYJAECHTOB
pa3paboTKe U MPAKTUYECKOMY MCIOJIb30BAHUIO OCHOBHBIX METOJUK U HHCTPYMEHTOB
yIPaBJIEHUS OTHOIIEHUSMU C KJIMEHTAMM. 3a1a4uu: ® paccMoTpeTh uctopruro CRM-cucrem
u mecta CRM B poccuiickoM Ou3HeECe; * U3yUUTh CYIIHOCTh, POJib U Ha3HaueHne CRM-
CUCTEM; ®* U3yUYUTh OCHOBHBIE HHCTPYMEHTBI U METOJIMKH YIIPABICHUSI OTHOLIEHUSIMU C
KJIMEHTAMM; * CIOCOOCTBOBATH (POPMUPOBAHUIO KYJIBTYpPbI IPOU3BOICTBEHHOTO
MBILIJICHUS.

Kparkoe conepxxanne JTuCHMILTHHBI

Henu BHenpennss CRM. @ynkiuu CRM. Bugel cuctem ynpasieHus
B3aMMOOTHOILIEHUSAMH ¢ KnueHTaMu. OcHoBHBIE TpeuMyniectBa CRM-cucreM. YenoBus
sddextuBHOCTH CRM. Tunoseie omubku npu BueApennn CRM. [Iporpammel
YIIPaBJICHUS] B3AUMOOTHOLIEHUSIMU C KJIMEHTaMHU

2. Komnerenuum o0y4yaromerocsi, popMupyemMblie B pe3yJibTare 0CBOCHHA
AUCIHUNIMHBI

[TnaampyemMble pe3yabTaThl OCBOCHUS [Tnanupyemblie pe3yabTaThl
OIT BO (kommieTeHIInN) 00ydYeHHUS 110 AUCITUTUTHHE

3HaeT: OCHOBHbIE KAaTETOPUH U HHCTPYMEHTHI
coBpemenHoro CRM, BkJtouasi: CBs3b
YIOBJIETBOPEHHOCTH U JIOSUIBHOCTHU KIIMEHTOB C
IIOKa3aTCIAMU ACATCIbHOCTH KOMIIaHHUH, ITOAXOAbI K
aHAMM3y U GOPMHUPOBAHUIO KJIMEHTCKOTO OIBITA,
XaPAKTCPUCTUKU MOBCACHUSA COBPCMCHHBIX
notpeduTenel, crpareruyeckue acmekTel CRM.
'YMeeT: HCIoJIb30BaTh MOJIYYCHHBIC TCOPCTUUCCKUC
3HAHMS IS TPOBEICHMS aHaIH3a (ayIuTa) YpOBHS
[Pa3BUTHSI OTHOILICHUH ¢ KIIMEHTaMH, Pa3paboTKu
[pEKOMEHAIH [P pelIeHn: OM3Hec-3a1a4 B
obmactu CRM.

[1K-2 Crioco0eH oCyIecTBIATh MPOIAKy
TPAHCIOPTHBIX CPEICTB U pabOTaTh C KIIMEHTOM,
IPOBOAUTEH TIOCIETIPOAAKHOE 00CITY)KUBAHHE

3. Mecto nucuuninnbl B ctpykrype OII BO

[TepeueHp npenIecTBYOMUX AUCIUILINH, [TepeueHpb MOCIEAYIOMUX AUCIUILINH,
BUJIOB pabOT y4eOHOro MmjiaHa BUJIOB paboT

["apaHTHiHASA TOJIUTHUKA K PEMOHT aBTOMOOMIICH,
CoBpeMEeHHBIN PHIHOK aBTOMOOUIILHON TEXHUKH 1
3allaCHBIX YacCTeH,

Texnomorun Mamyctpuu 4.0 B aBTOMOOMIBHOM He npenycMmoTpensl
ousHece,

YyeOHasi mpaKkTHKa, 03HAKOMUTEIbHASI TPaKTUKa (2
CEMECTD)

TpeboBaHMs K «BXOIHBIMY» 3HAHUSIM, YMEHHUSM, HABbIKAM CTY/I€HTA, HEOOXOAUMbIM
IPY OCBOCHUHU JJAHHOM JTUCIMIUIUHBI U IPUOOPETEHHBIM B PE3yIbTaTe OCBOCHUS
IPEAIECTBYOIINUX TUCIUILUINH:




Hucuuninmnza

TpeboBanus

CoBpeMeHHBII pHIHOK aBTOMOOMIIBHOM TEXHUKHU U
3aIlaCHBIX 4acTen

3HaeT: OCHOBHBIE ()aKTOPHI, OMPEACIISIONINE CIIPOC
Ha aBTOMOOWJIbHYIO TEXHUKY. YMEET: BbIIETATh
0COOEHHOCTH KOHCTPYKITMH KOHKPETHBIX 00pa3ioB
ABTOMOOWIBLHON TEXHUKHU, OTIPEAETSIONINE UX
KOHKYpPEHTHbIE IIpeumyInecTsa. Mmeer
MPAKTUYECKUH OTIBIT:

Texnonorun Uuayctpun 4.0 B aBTOMOOUITEHOM
onsHece

3HAeT: KOHLIETILUIO TPOMBIIUICHHBIX PEBOIIOLUH,
0COOEHHOCTH YETBEPTON MPOMBIIUICHHON
PEBOJTIOLINH, XapaKTEPUCTUKY 0a30BbIX TEXHOJIOTUN
Wunyctpuu 4.0, BO3MOXKHOCTH IIU(PPOBBIX
TpaHchopMaIliii aBTOMOOUIIBHOTO OM3HECA. YMEET:
OIPEIEIATH BOSMOKHOCTH UCIIOIb30BaHUS
hreMeHTOB 0a30BbIX TexHonorut Uuaycrpuu 4.0
NpY PELICHUHU TUIIOBBIX 3aJ1a4 MPOo(heCcCHOHATBHOM
nesTeapHOCTH. MiMeeT mpakTHYeCcKuil OIbIT:
NPUMEHEHHUS HIIEMEHTOB 0a30BBIX TEXHOJIOTHA
Nunyctpun 4.0 py pelIeHnH TUTIOBBIX 3a4a4
npo¢eCCHOHAIIBHON ACSITEIbHOCTH.

["apanTHiiHAs MOTUTUKA U PEMOHT aBTOMOOUIEH

3HAeT: OCHOBHBIE IIOHATHUS T'APAHTHUITHOTO
TEXHUYECKOTO OOCITY>)KUBAHHS U TapAHTUIHOMN
MOJIUTUKY, HOPMAaTUBHO-TEXHUYECKYIO
TOKyMEHTALUIO, COIIPOBOXKIAFOIIYO TapaHUTHHOE
oOcITy’)KuBaHHE aBTOMOOMIIeH. YMeeT: paboTaTh
TOKYMEHTAIMEH, CBA3bIBaTh HEUCIIPABHOCTH
AQBTOMOOMJIS C YCIIOBUSAMU 3KCILTyaTalluy,
ONpEIENATh TUIl OTKAa30B. MimeeT npakTuyeckuit
OIIBIT:

YyeOHasi mpaKTHKa, 03HAKOMUTEIbHASI TPaKTUKa (2
CEMECTD)

3HACT: OCHOBHBIC JOKYMEHTBI, COTIPOBOKIAFOIIIHE
MPOIECC TIPOIaXKHUa AaBTOMOOMIICH B JHIICPCKOM
[IEHTPE., YCTPOMUCTBO U KOHCTPYKTHBHBIC
0COOEHHOCTH 00CTYKUBAEMBIX aBTOMOOMIICH;
Ha3HAYEHUE U B3aMMOJICHCTBHE OCHOBHBIX Y3JIOB
PEMOHTHPYEMBIX aBTOMOOMIICH; OCHOBHBIC METOBI
00pabOTKH aBTOMOOWIIBHBIX JIETAJICH; BUIBI
TEXHUYECKOW TOKYMEHTAITUH; OCHOBHBIC
MOJIOKEHUS IEUCTBYIOIECH HOPMATUBHOM
TOKYMEHTAIUH; TIPaBUJIa OXPaHBI TPY/IA,
MIPOMBIIINICHHON CAHUTAPUHU U TIPOTHUBOIIOKAPHOM
3alUThI, TPEOOBaHUS K O)OPMIICHUIO OTYETHON
TOKyMEHTAIIUH. YMEET: BEIOMPATh U TIOJIb30BaThCS
WHCTPYMEHTAMH U TIPUCIIOCOOTCHUSIMHE TSI
cJecapHBIX paboT, a TaK)Ke TOJIB30BaATHCS
KOHTPOJIBHO-U3MEPHUTEILHBIME IPUOOPAMH U
arnmaparypoi; onpenessaTh CIIocoObl U CPeICTBa
[PEMOHTA; OCYIIECTBIATH KOHTPOJIb TEXHHYECKOTO
COCTOSIHHSI aBTOMOOMJIEH, OIIEHUBATh TEXHUYECKOE
COCTOSTHUE arperaToB, CUCTEM U y3JI0B
AQBTOMOOMJICH; MCIIOJIb30BaTh HOPMATUBHO-
TEXHUYECKYIO JOKYMEHTAIINIO; aHAJIM3UPOBATh U
OIICHUBATh COCTOSIHUE OXPaHbI Tpy/a Ha
MIPOM3BOJICTBEHHOM y4acTKe, TPEOOBAHUS K
odopMIIEHHIO OTYETHOM TOKyMeHTaIuu. Mmeer

NPAKTHYECKHUM ONBIT: OpraHu3alii padoThI 10




pOJaXXM aBTOMOOMJICH B JUIIEPCKOM LIEHTPE.,
MIOJIE30BAHUS TEXHOIOTHYECKUM 000pYI0BaHHEM
pU TEXHUYECKOM 00CITYKHMBAHUU aBTOMOOMIIEH;
BBITIOJTHEHHS PEIIAMEHTHBIX Pa0OT 110
TEXHUYECKOMY 0OCITYKMBAaHUIO aBTOMOOMIIEH, paboT
110 TEKYIIEMY PEMOHTY; CHATHS U YCTaHOBKH
arperaToB M y3JI0B aBTOMOOWJICH; ONpeieIeHus 1
yCTpaHEHHS IPUYUH OTKA30B U HEUCTIPABHOCTEH
MEXaHH3MOB, arpPeraToB U CHCTEM aBTOMOOMIIEH.

4. O0béM 1 BUABI YUeOHOI1 padoThI

OO6mas TpyA0€MKOCTh JUCHUIUIMHBI cocTaBiseT 3 3.e., 108 4., 68,5 4. KOHTaKTHOM

paboThI

PacnpeﬂeneHHe o ceMeCTpam

. Bcero B Hacax
Bun yuebnoit paboret 4acoB Howmep cemectpa
8
O6mast Tpy10EMKOCTh AUCIIUTUIMHBI 108 108
AyoumopHvie 3auamusi: 60 60
Jlexuuu (JI) 24 24
[IpakTuyeckue 3aHATUS, CEMUHAPHI U (UJIH) APYTHE BUIBI
aynuTopHbIX 3aHsaTHil (I13) 36 36
Jlabopatopusie pabotsl (JIP) 0 0
Camocmosmenvuas paboma (CPC) 39,5 39,5
C IPUMEHEHUEM JMCTAaHIIMOHHBIX 00pa30BaTeIbHBIX 0
TEXHOJIOT Ui
Boinonnenue pedepara 39,5 39.5
KoHcynpranyy u npoMexyTo4Hast aTTeCTalus 8,5 8,5
Bu koHTpoOIIs (3a4eT, nud.3a4eT, SK3aMeH ) - 9K3aMEH

5. ConepkaHue TUCHMILIIMHBI

OObeM ayTUTOPHBIX 3aHATUH 110

pa:'sjfena HaumenoBanue pa3znenoB AUMCLHUILUIMHbI BrJlaM B Hacax
Bcero J | 113 JIP
1 [[Ipennoceuiku nossiaeHuss CRM-cucrem 4 4 0 0
) KoHuenuus ynpasieHHs B3aMMOOTHOLIEHUSIMU C 4 4 0 0
KJIMEHTaMU
3 |OcHoBHble npuHLUIBI paboTel CRM-cuctem 8 8 0 0
4 Buel cuctem yripaBiieHUs: B3aMMOOTHOIIEHUSMHU C 16 4 12 0
KJIMEHTaMHU
5 KOMIIOHEHTBI CHUCTEMBI YIIPABIEHUS B3aUMOOTHOILIEHUSMHU 12 4 2 0
C KJIMEHTaMHU
MHTerpupoBaHie HCTOUHUKOB HH(POPMAIHH O KIIMCHTE 8 8 0
7  |KOMIIOHEHTHI MHTETPALUN KJIUEHTCKUX JaHHBIX 8 0 8 0

5.1. Jleknun




Ne Ne Koa-
nexummlpasiena HaumenoBanue mim kpaTkoe coep>KaHue JIEKIIMOHHOTO 3aHATUS BO
4acoB
1 1 |Ucropuss CRM-cuctem u mecto CRM B poccuiickom Ou3Hece 4
2 2 |Uenu u 3amaun CRM-cuctem 4
3 3 |OcHoBubie npuHIUIbEl CRM-cuctem 4
4 3 [Tupamua nieHHOCTEN IOTpeOuTeNs. JIosSTbHOCTh MOTpeduTeNe. 4
Knaccudukarus norpedureneit Mo CTeneHu J0sIIbHOCTH
5 4 |00630p omepanmoOHHON, aHATUTHYECKON 1 KoMOMHUpOoBaHHOU cucteM CRM 4
6 5  |KOMIOHEHTBI CUCTEMBI YIIPABIEHUS B3aUMOOTHOUIEHUSIMU C KIIMEHTAMU 4
5.2. llpakTHyecKne 3aHATUS, CEMUHAPHI
Ne Ne Koa-
sansuspasena HanmeHnoBaHue nim KpaTkoe cofiepyKaHue MPaKTUYECKOTO 3aHATHS, CEMUHapa BO
4acoB
8 4 [[IpriokeHHs] aBTOMATU3aLHN TPOJAXK 6
8 4 |Onepanuonnslii CRM 6
9 5 |[IpunokeHus aBTOMATHU3alMU MapKETHUHTA 4
10 5  ([IpunoxkeHus: aBTOMaTH3AIMU CITY>KOBI MOJACPIKKH U 00CITY>KUBaHHS KIIMEHTOB 4
7 6  |Onepannonssiii CRM 4
1 6 Cuctemsl 110 YIIPaBIEHUIO MAacTep-AaHHBIMH, CPEACTBA UHTETPALlMU JaHHBIX O 4
KJIMEHTaX
12 7  |[lIATh KOMIIOHEHTOB UHTETPALMH KIUEHTCKUX JAHHBIX 4
13 7  |[lIATb KOMIIOHEHTOB UHTETPALMU KIUEHTCKUX JAHHBIX 4
5.3. JIaboparopHbie padoThI
He npenycmorpeHnsl
5.4. CamocrosiTeqibHasi padoTa CTyIeHTA
Beinonnenne CPC
Cnmcok urepaTypsl (C yKa3aHHEeM Kon-
ITogsux CPC pas3zenos, mas, CTpaHuIl) / ccbuika Ha  [CeMmecTp| BO
pecypc JacoB
a) ocHOBHas yteparypa: 1. Heroam, O.
[Touemy He pabotatoT cuctembl CRM:
YpaBieHue OTHOLIEHUSIMU C KIIMEHTaMU
[Texct] ®@. Hproenn ; mep. ¢ ann. A.
CraruBka. - M.: JloOpas kuaura, 2004. - 365
c. 2. CRM : npakruka 3¢)()eKTHBHOTO
ousneca [Texct] A. KynuHoB u ap.; of pe.
BhinonHenue pedepara M. Copokuna. - M.: 1C-ITabnummmnr, 2012. - 3 39,5

460 c. un., Tabn. 22 cm 3. Ileiin, O.
PykoBozncteo mo CRM. ITyTs k
COBEpIIEHCTBOBAHUIO MEHEI)KMEHTA
kiueHToB [Tekct] 3. Ileitn ; nep. ¢ anm. C.
B. KpuBomenH ; Hayu. pen. J[. A. XoxioB. -
Munck: ['peBuoB [Ta6numep, 2007. - 373 c.
1. 0) JOTOTHUTENbHAS uTeparypa: 1.
CroyH, M. MapKkeTHUHT, OpUEHTUPOBAHHBIN




Ha norpebutens : Ucnons3oBanne CRM
TEXHOJIOTUM JIJIs IPUBJICYECHUS TTOKyTIaTeIen
[Texct] M. Croyn, H. Bynkoxk, JI.
MbauTtuHrep ; nep. ¢ anri. M. BecenkoBoi. -
M.: I'pann: @aup-IIpecc, 2003. - 330, [1] c.
2. Uepkamh, I1. A. Crparerus ynpapieHUs
B3aUMOOTHOIIEHUsIMU ¢ KireHTamu (CRM).
['oTOBBI 711 BBI K BOiTHE 3a KiueHTa? [TekcT]
yaebHoe nocobue I1. A. Yepkamus. - M.:
WNuTtepuet- YausepcuteT MHbOpMaIIMOHHBIX
Texnomorwuit, 2007. - 375 ¢. wi. 23 cM. B)
0TE€YEeCTBEHHBIE U 3apyOexHbIE )KypHAJIbI 110
UCLUTUIMHE, UMEIoIIecs B OMOIUOTEKE: T)
METOAMYECKUE YKa3aHUsI ISl CTyACHTOB TI0
OCBOCHHUIO TUCIUIUIMHEL: 1. Boinerkanuna,
A.O. CRM-cucremsl : yaebHOe mocooue /
A.O. Beuterskannna. — Mocksa ; bepius :
[upexr-Meaua, 2016. — 100 c. u3 Hux:
y4e0HO-METOIMIECKOe 00eCTieueHne
CaMOCTOSITEIbHON pabOThI CTyJEHTA: 2.
Bruierkanuna, A.O. CRM-cucTeMsl :
yueOHoe mocooue / A.O. BeuterkanuHa. —
Mocksa ; bepnun : lupekr-Menua, 2016. —
100 c.

6. Tekymmii KOHTPOJIb YCIIEBAEMOCTH, IPOMEKYTOYHAS ATTECTALUA

KonTposnb kauecTBa 0cCBOSHMsI 00pa30BaTeIbHOM MPOTPaMMBbI OCYIIECTBISICTCS B

cootBeTcTBHH ¢ [Tonokenrnem o 6aTbHO-PEUTUHTOBON CUCTEME OIICHUBAHUS PE3YIbTATOB
y4eOHOM JESITEIIbHOCTH 00yJarOIIIXCS.

6.1. KouTpoabHasbie meponpusitusa (KM)

Ne | Ce-
KM|mectp

Bun
KOHTPOJISI

HasBaunmue
KOHTPOJILHOTO
MEpPONPUATUI

Bec

Makc.

[Topsinok HaYKCIIeHUs 0aIOB
Oamn

Vuu-
THIBA-

eTcs B
ITA

Texymmii
KOHTPOJIb

IlucbMeHHBbIH
onpoc

KOHTPOJIBHBIX BOIIPOCOB.

[[paBUIIBHBIN OTBET HA BOIIPOC
COOTBETCTBYET 2 Oayiam.

HacTU4YHO NPaBUIIBHBIN OTBET
cooTBeTCTBYET 1 Oamy.

6 |HenpaBuibpHBINM OTBET Ha BOIIPOC
coorBeTcTBYeT () OaoB.

3a4TeHO: peUTUHT 00yyarolerocs 3a
MeporpusTie 6osbiie uin paseH 60 %.

Meponpusatue meHee 60 %.

Meponpusatre meree 60 %.

CryneHTy 3a/1a10Tcsi 3 BoIpoca U3 CrHcKa

Bpewmsi, oTBeIeHHOE Ha onpoc -15 MUHyT

He 3auTeHO: peTHHT 00y4aromierocs 3a

He 3auTeHO: peTHHT 00y4aromierocs 3a

OK3aMCH|

Texymmii
KOHTPOJIb

Ilonroroska
KOHCIIEKTA IO
TEME

KoHcrekTHpoBaHHe OCYIIECTBISIETCS B
3 |TeueHHM ceMecTpa M0 Mepe U3yUEHUs
MaTepuaia B paMKax caMOCTOATEIbHOU

OK3aMCH|




paboTHLI.

/17151 KOHCTIEKTUPOBAHHUSI CTYACHT JOKEH
BHIOpATh HE MEHEE 3 TEM U3 CITUCKaA JTH00
BbIOpATh HHTEPECYIOIIUE €T0 TEMBI,
CBSA3aHHBIC C U3Y4aeMOM JUCLUIIUHON.
MaxkcumanbHOe KOJIHuecTBO 0amioB — 3.
BecoBoii koa¢durentT meponpusitus — 1.
KoHcniekT odopMiieH U oTpakaet
coliepKaHue 3 TeM U3 CIHCcKa - 3 Oaa.
KoHcniekT odopMiieH U oTpakaet
CoJIepKaHue 2 TeM M3 CIHCKa - 2 Oaa.
KoHcniekT odopMiieH U oTpa)kaet
coneprkanue 1 Tembl U3 crucka - 1 Ga.
Koncnekr orcyrcrBeT - 0 6anios.
3auTeHO: peUTHHT o0ydaroierocs 3a
MeporpusTie 6osbiie uin paseH 60 %.
He 3auteno: peiTuHr 00yvaromerocs 3a
MeponpusaTre meree 60 %.

Texymmii
KOHTPOJIb

TloaroroBka

pedepara
(CPC)

[ToaroroBka pedepara ocyecTBisercs B
paMKax caMOCTOSITENTbHON paboThI
cTyzneHToB. CTyIeHT BHIOMpAET TEMY U3
CIMCKa U TOTOBUT pedepar.

Pedepar noarorosieH, opopmIieH u
OTpakaeT TeMy - 5 0asoB.

Pedepar nmoarorosiex, opopmiieH, HO
JaCTUYHO OTpakaeT TeMy - 4 Oasuia.
Pedepar He 3aBepIiIeH, TeMa pacKphITa
¢dparmeHTapHo - 2 6a.

Pedepar orcyrcTByeT - 0 Gaios.
3auTeHO: peUTHHT o0ydaromierocs 3a
MeporpusTie 6osbIie nin paseH 60 %.
He 3auteHo: peiTuHr oOyvaromerocs 3a
Mmepornpusitue MeHnee 60 %.

OK3aMCH|

[Ipome-
KYTOYHAs
aTTecTanus

Tect

10

KonmuectBo npaBuiibHbIX 0TBETOB 10 13 10 -
10 Gannos.

KonmuecTBo npaBUiIbHBIX 0TBETOB 9 U3 10 -
9 6amnos.

KonmuecTBo npaBUiIbHBIX 0TBETOB 8 U3 10 -
8 6asioB.

KonnuecTBo npaBUiIbHBIX 0TBETOB 7 U3 10 -
7 6amnoB.

KonmuecTBo npaBUIbHBIX 0TBETOB 6 U3 10 -
6 6aoB.

KonmuecTBo npaBUIIbHBIX 0TBETOB 5 U3 10 -
5 6amnos.

KonmuecTBo npaBUiIbHBIX 0TBETOB 4 13 10 -
4 Gamos.

KonmuecTBo npaBUiIbHBIX 0TBETOB 3 U3 10 -
3 6amna.

KonmuecTBo npaBUIIbHBIX 0TBETOB 2 U3 10 -
2 bana.

KonnuecTBo npaBuiibHBIX 0TBETOB 1 M3 10 -
1 6ann.

3a4TeHo: peUTHHT 00yyarolerocs 3a
MepornpusTHe 6osblie nwin paseH 60 %.

He 3a4TeHO: pedTHHT 00ydJaromerocs 3a

OK3aMCH|




| | | | | |Mep0np1/1;1THe meree 60 %. |

6.2. Ilpouenypa npoBeaeHusi, KpUTEPHUH OLlEHUBAHUSA

Bun
MPOMEKYTOUHON [Tpouenypa npoBenenus Kpurepun
p Y p ypatp OIICHUBAHUS
arTecTaun
Ha sk3amMeHe mporCXOaUT OlICHUBAHUE YUESOHOM JIeATeTbHOCTH
00y4aroIMXcs MO TUCIUILIMHE HA OCHOBE TOJYYEHHBIX OLIEHOK 32
KOHTPOJIbHO-PEUTHHIOBEIE MEPOIIPUATHS TEKYIIETO KOHTPOIA 1
o orl)v[em TO?IHOI?I aTTGCTaIII/IIf Hpn OHGHI/IBa}}]ILII/IlI/I e3 nbfaTOB B coorsetcTBIN €
9K3aMeH p y N P pesy . 2.5, 2.6
y4eOHOH AEATEITHHOCTH 00YUaIOMIEroCs MO JUCITUTIITMHE oOKeHIS
UCIIOJIb3YyeTCsl 0aIbHO-PEUTHHTOBAsI CUCTEMA OLICHUBAHUS
PE3YIBTAaTOB YUCOHOU AeATEILHOCTH 00ydaromuxcs (yTBepKacHa
npuka3zoM pextopa ot 24.05.2019 . Ne 179).

6.3. OueHo4YHbIC MaTEepPUAJIbI

No
KommereHnuu Pesysbrarsl 00yueHus KM
12314
3HaeT: OCHOBHBIE KATETOPUH U HHCTPYMEHTHI coBpeMeHHOT0o CRM, BKITIOUasi: CBsI3b
YIOBJIETBOPEHHOCTH U JIOSUTBHOCTHU KJIMEHTOB C IMOKa3aTesIMH JIeATEIbHOCTH
[1K-2 KOMIIaHWH, TTOJIXO/Ibl K aHAU3y U (POPMUPOBAHHIO KIIMEHTCKOTO OTIbITA, HHHHHH
XapaKTEePUCTUKH MOBEACHHUS COBPEMEHHBIX MOTPEOUTENEH, CTpaTeTHIECKUE
acnexktsl CRM.
'YMeeT: NCTI0Ib30BaTh MOMYYSHHbIE TEOPETUYECKUE 3HAHUS JIJIS IPOBEACHUS
[1K-2 aHanu3a (ayuTa) ypoBHS Pa3BUTHS OTHOIICHHUH C KIIMEHTaMU, pa3paboTKu +HH
pEKOMEHIAINI TIPH pelieHnr ousHec-3a1a4 B oomactu CRM.

(DOHI[LI OOCHOYHBIX CPCACTB I10 KAKIOMY KOHTPOJBHOMY MCPOIIPUATHIO
HaXOIATCA B IIPUIIOKCHHUAX.

7. YueOHO-MeTOoAMYEeCKOe U HH(OPMAILIMOHHOE 00ecredeHUe TUCHMILIMHBI

IMeuaTHasi yueOHO-MeTOAUYECKAS] JOKYMEHTALMS
@) OCHOBHAs TUumMepamypa:
1. HuadopManmoHHBIE TEXHOIOTUU B MapKkeTuHre [ TekcT]| y4ued. /it By30B
10 9KOH. crienraibHOCTAM . A. Tutopenko, I'. JI. Makapoga, J[. M. JlaitutOeros u
np.; moxa pen. I. A. Tutopenko. - M.: KOHUTH, 2001. - 333, [2] c. u.
2.  Kopmuees, U. K. UndopmanrionHbie TEXHOJIOTHH B yripaBieHuu [ TekcT]
. K. Kopuees, B. A. Mamypiues. - M.: UTHOPA-M, 2001. - 156, [1] c.

0) OononHumenvbHas Iumepamypa:
He npenycmorpena

8) omeyecmeenHbvle U 3apyOedcHble HCYPHAIbL N0 OUCYUNIUHE, UMelowuecs 8 bubruomexe:
He nipenycmoTpensl

2) MemoouuecKue YKazaHus 0Jis Cmyo0eHmos8 no 0C80EHUIO OUCYUNTUHDL.
1. Bsuierxanuna, A.O. CRM-cucremsl : yuebHoe nocooue / A.O.
Bruterxanuna. — Mocksa ; bepnun : {upexkr-Menua, 2016. — 100 c.



U3 HUX: y4eOHO-Memoouyeckoe obecneyerue camocmosmenvpHol pabomsl CmyoeHma:
1. Bsuierxanuna, A.O. CRM-cucremsl : yuebHoe nocooue / A.O.
Bruterxanuna. — Mocksa ; bepnun : {upexkr-Menua, 2016. — 100 c.

DJIeKTPOHHAs Y4eOHO-MeTOANYeCKAas IOKYMEeHTaIl U

Hanmenosanune
Ne Brx peeypeas | bubnmnorpagudeckoe onvcanue
JUTEPATyPhI AIIEKTPOHHOMN
dbopme
JlononHuTeNbHASA . . CRM online. He3aBucumsbiiit CRM — noprau.
1 ScienceDirect . .
muTeparypa https://www.sciencedirect.com/book/9781555582630/crm

[TepedyeHp HCIIOIB3YEMOTO IIPOTPAMMHOTO 00SCIICUCHHUS:
Her

Ilepedenp ncnonb3yembix NpodhecCHOHANBHBIX 0a3 TaHHBIX U NH()OPMAIIMOHHBIX
CIIPABOYHBIX CUCTEM:

Her
8. MarepuajibHO-TeXHHYECKOE o0ecriedeHne 1 CIUTITHHBI

He npenycmorpeno



