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PykoBoauTens 00pa3oBaTebHON IPOTPaAMMBI A.A. T'abynuna

PaGouyto nporpammy pazpaboTai:

O.1.Hemuenko, crapmuii npenogaBarens kadeapsr Y CudKKX



1. He.]]b H 3a1a4Y1 OCBOCHUSA JUCIUIIJINHBI

1.1 Ilenpro OCBOEHMS IUCLMIUIMHBI «YTpPaBIE€HUE OTHOLICHUSMHU C KIMEHTaMH» SBIISETCS
npuoOpeTeHne 3HaHUM, HABBIKOB M CIIOCOOHOCTEW B 00JacTU pa3pabOTKH CTpaTeTHH YIPaBIICHUS
B3aMMOOTHOIICHUSIMH KOMIAHMM C KIMEHTaMH, (OpPMUPOBAHHA KIMEHTOOPUEHTHPOBAHHOU
KOPIIOPATHUBHON KyJbTYpbl M Hcrmoib3oBaHus CRM-cucteMm, HE0OXOAMMBIX B MPOECCHOHATBHON
NeSITeIbHOCTH OaKaJlaBpOB 110 HalpaBJIEHUIO MOATOTOBKHU «Toprosoe nenoy.

1.2 3apaun AUCIUTIIMHBL:

- U3y4YeHME KOHILIENIUH YIPaBIeHUs OTHOEHUAMH ¢ kiueHTamu (CRM);

- npuoOpereHHe 3HAHWKA B 00JaCTH CTPYKTYpHOTO IOCTPOCHHUS OpraHM3alud W OuzHec-
IPOLIECCOB C OPHEHTALMEN Ha KIIMEHTA;

- u3yudenue npoieccoB CRM;

- H3y4eHHe OCHOB pa3paboTku crparerur CRM;

- M3y4eHHE COBpeMEeHHbIX TexHosnoruiit CRM;

- npuoOpeTeHre HaBbIKOB aHaIM3a U olleHKH dpdextuBHOCTH CRM;

- npuoOpeTeHre 3HaHUI W HaBBIKOB B 00nactu pazpaborku u BHenpenus CRM- nmpoekToB B
CHCTEMY YIpaBJIEHUs] KOMIIaHUEH.

2. Mecto aucunmiinusl B ctpykrype OIIOIT BO

JucuuminHa «YIpaBleHHE OTHOIICHUSIMHU C KIMEHTaMH» OTHOCHTCS K 3JCKTHBHBIM
JUCITUTUIMHAM YaCTH y4eOHOT0 TUTaHa, GOPMUPYEMOU yIacTHUKAaMH 00pa30BaTEIIbHBIX OTHOIICHH.

Heo0XoauMbIMU yCITOBUSIMU TSl OCBOSHUSI TUCIIMITIIMHBI SIBJISTFOTCS:

3HAHHE OCHOB TOTPEOUTEIHCKOTO IOBEACHHS, €ro 3aKOHOMEPHOCTeH W  yCJIOBHMA
3¢ PEeKTUBHOTO BO3ACHCTBUA;

YMEHHE IMPOBOJANTH MAPKETUHTOBBIC HCCIICOBAHMUS TOTPEOUTEICH;

BJIQJICHHE HABBIKOM aHAJIM3MPOBATh M CHCTEMATH3UPOBATh MH(DOPMAILIMIO O MOTPEOMTENAX C
IEJTBIO TIPUHSATHUS YITPABIICHYSCKUX PEIICHUM.

CopepxaHue AUCHUILUIUHBI SBISIETCS JIOTMUECKUM MPOJOKEHUEM COACPKAHUS JUCIUILTUHBI
«Mapxketunry, «IloBeaenue norpeduTenein.

3. Pe3yabTaThl 00y4eHHUsI 0 TUCHHUIJIHNHE

[Tporecc u3ydenus: AMCUMUILUIMHBI HATIpaBJeH Ha (OPMUPOBAHUE CIASAYIOMINX KOMITETCHITHI:

Tabmnmna 3.1.
Konx n HamMmeHoBaHMe Kon n HauMeHOBaHME MHIUKATOPa Ko n HauMeHOBaHue pe3yapTara
KOMIIETCHIIUHN noctkeHus: komrerennun (MJ1K) 00y4YeHHs MO TUCITUILINHE
TIKC-7 CocobeH K ITIKC-7.2 (3.1) 3HaeT OCHOBHBIE

HHCTPYMCHTBI BBaHMOﬂeﬁCTBHﬂ npu

YIIPaBJICHUIO TEKYIEN
KOMMYHUKAIU C HOTpe6I/ITeHeM

JeSITENIbHOCTBIO
JieTiapTaMeHToB (CIyxO0,
OTJIEJIOB) MPEIIPUITUS

[TKC-7.2 B3aumoaeicTByeT ¢ IIKC-7.2 (Y.1): ymeeT noa0upaTh METOIBI

HOTPEOUTENSAMHU U W MHCTPYMEHTBI aHAJIH3a OTPacieBoH K
KOHKYPEHTHOW Cpefbl, KIIMEHTCKOM 0a3bl

3aMHTCPCCOBAHHBIMU CTOPOHAMHA
ITIKC-7.2 (B.1): Bnageer cnocobamMu

OpraHu3alym nmpoueccoB yIpaBJICHUA
B3aUMOOTHOIICHUAMHU C HOTp€6I/ITCJ'I$IMI/I

4. O0beM TUCHHULIMHBI

OO0wmwmit 00BeM TUCHUITINHBI COCTABIISIET 3 3a4eTHBIE eauunIbl, 108 daca.



Tabnuua 4.1

dopma Kypc/ AynuTOopHBIC 3aHATHS/ CamocTosT dopma
o0yueHHs1 | cemecTp KOHTaKTHas paboTa, yac eNbHas IPOMEXKYTOYHOM
JIEKIMK | TpaKTUueckue | nabopaTopHbie | pabora, yac aTTecTalun
3aHSITHS 3aHSITHSI
OYHast 4/8 10 20 78 9K3aMeH

5. CTpyKTYypa M cojiep:KaHue TUCHUIIHHbI

5.1. CTpyKTypa IUCHUIIINHBI

ouHas popma obydeHus (OPO)

Tabnuna 5.1
AynuTopHbIe
Ne CTpyKTypa JUCIUILUINHBL. 3aHATHSA, Yac CPC, | Bcero, Koz O11eHOYHEBIE
/I Homep 1 HameHOBaHueE pasziena 1 Tip 1146 yac yac naK cpencraa
Konuenuus ynpasnenus TBopueckoe
1 | OTHOUIEHUSIMH C TOTPEOUTETIMU 4 6 - 10 20 3a/1aHue
(C R M) Komnoksuym
TBopueckoe
» [Iporecc pa3paboTKu cTpaTeruu ) 5 ) 12 19 3a1aHue
CRM KC- Hoxmaz
792 Komnoksuym
TBopueckoe
3 gg(')\l/llecc orieHKH (P PEKTUBHOCTH » 5 ) 10 17 saraie
Komnoksuym
4 | VYnpasnenue nepexogom k CRM 2 4 - 10 16 Juckyccust
9K3aMeH - - - 36 36 Bompocat k
9K3aMEeHY
Uroro: | 10 20 - 78 108

3a04Hasi U OYHO-3a04YHasi OPMBI HE IPETYCMOTPEHBI.

5.2. ConepxaHue JUCHUIUIUHBI

Paznen 1. Konuenuus ynpasneHust oTHOIIEHUsAMH ¢ iotpedurensivmu (CRM)

Mapketunr otHomeHui. KinneHTsl Kak kiro4eBoil OuszHec- akThB kommnaHuu. Tumbsl CRM.
Crparerndeckas crpykrypa CRM.

Paznen 2. Tlpornecc pazpabotku ctpareruu CRM

Ponp Ousnec-ctparerun B CRM. Ponp xnmentckoit crtpaterun B CRM. Paspabotka
KJIMeHTCcKoM crpareruu. Paspaborka crparerun CRM. Crparernueckas marpuna CRM.

Paznen 3. Ipouecc onenku 3¢pdpexrnBnoctt CRM

Crangaptel CRM. Metpuku CRM. KiroueBsie nokaszarenu 3¢ dexruBHoctt CRM. Cucrema
MoHuTopHHra 3¢ pexruBHOCTH CRM.

Pa3nen 4. Ynpasnenue nepexogom k CRM

OcHogHble anemenTsl BHeapeHus CRM. Onenka roroBaoctu k CRM. Yposuu 3penoctu CRM.
VYnpasnenue nepexogom k CRM. MoTtuBanust cOTpy1HUKOB.

5.2.2 ConeprkaHue TUCIUIUIMHBI TIO BUIaM YICOHBIX 3aHITHIA




JlekmuoHHBIE 3aHATHSA

No No paznena
JIICIATUINHBI

O0BeM, uac

8]0o]6)

3P0

0390

Tema nexuuu

Konuenmust ynpasieHus OTHOLICHUSIMH € IIOTPEOUTENSIMU

(CRM)

MapkeTHHr oTHOmEeHUH. KITneHThl kak KiroueBoii OusHec-

axtuB Komnaand. Tumet CRM. CrpaTerndeckas CTpyKTypa
CRM.

[ponecc paszpadotku crpareruun CRM

Ponb 6uznec-ctpaternu B CRM. Ponb kineHTCKOM
crparerun B CRM. Pa3paboTka KIIMEHTCKOH CTPaTeTHH.
Pazpabotka crparernu CRM. Ctparerndeckas MaTpHIia
CRM.

[Ipomecc omenkn dpdexTnBHOCTH CRM

Crangaptel CRM. Metpuku CRM. KiroueBrle nokaszarenu
a¢pdexruBHOCTH CRM. CHcTeMa MOHUTOPHHTA
a¢pdexruBHOCTH CRM.

VYnpasnenue nepexonom kK CRM
OcHoBubIe 31eMeHTH BHepeHns: CRM. OreHka roToBHOCTH
k CRM. Yposnu 3penoctu CRM. Ynpasnenue nepexoaom K
CRM. MotuBauus cCOTpyIHUKOB.

Uroro:

10

IlpakTH4yeckue 3aHATUSA

Ne Ne paznmena O6mbem, yac T y "
n/u | gucruinael | OO | 300 | O3D0 CMa TPAKTHHCCKHAC 3aHATHA
KoHuenuus ynpaBieHus OTHOILIEHUSIMU C
1 1 6 - -
norpedurensmu (CRM)
2 2 5 - - ITponecc pa3pabotku crparernu CRM
3 3 5 - - [Ipouecc ouenku 3 dpextuBHOCTH CRM
4 4 4 - - VYrpasnenue nepexogom k CRM
HUroro: 20 - -

JIaGopatopHble pabOThl HE MPETYCMOTPEHBI YIEOHBIM IIAHOM.

CamocrosTeabHas paﬁoTa CTyACHTA

Ne Ne paznena O06mbem, yac
n/n | auciumineel | O®O | 300 | O3dO Tema Brn CPC
Konuenmus e ) Py — <
1 1 10 - - OTHOLICHUSIMH C TOTPeOUTENIIMU COIUIOKBIYM
(CRM) ymy
IToxroroska nokmnana
5 5 12 i ) IIpomiecc  pa3paboTku  cTpaTeruu TMoaroroska <
CRM
KOJJIOKBUYMY
[Iporiecc omenku sddexruBHocTH | [loaroroska K
3 3 10
CRM KOJUTOKBUYMY
4 4 10 VYnpasnenue nepexogom k CRM Hoxrorosxka K
JIUCKYCCHH
HWroro: 42 - -
5.2.3. [IlpenomaBanue JUCIUIUIMHBI BEIETCS C MPUMEHEHUEM CJCIYIONIMX BHUOB

00pa30BaTeNbHbIX TEXHOJIOTHUMA:




- BM3yanu3anus ydeOHOro marepuaiga B Power Point B guamoroBom pexume (JIEKIIMOHHBIC
3aHATHUA);
- pa300p MPAKTUYCCKUX CUTYAIUi (MIPAKTHYCCKUE 3aHSATHA).

6. TemaTuKa KypcOBBIX padoT

JlaHHBIN BUJ HArpy3kd y4eOHBIM IJIAHOM HE MPEyCMOTPEH.

7. OueHka pe3yJabTaTOB OCBOEHHS Y4eOHOI AU CIUNIMHBI

7.1. Kpurepuu oOIleHHWBaHMs CTENEHU IIOJHOTHI W KadecTBa OCBOCHHS KOMIICTCHIIMA B
COOTBETCTBUH C IJIAHUPYEMBIMU pe3yibTaTaMu 00ydeHus npuBeaeHs! B [Ipunoxennn 1.

7.2. PeiTUHTOBast cUCTEMA OLIEHUBAHUS CTEIIEHH ITOJHOTHI M KaueCTBa OCBOCHHUS KOMIICTEHIIMI
oOyJaromuxcsi 09HON (OpMbI 00YUCHHSI IPEACTABICHBI B Tabmuie 7.1.

Tabmuma 7.1.
Ne Bupl KOHTPOIBHBIX MEPONIPUSTUIN TEKYILEr0 KOHTPOJIS KomnuuectBo Ganos
n/m
1 Texymias aTTecTarus
1.1 TBopueckoe 3a1anne 15
1.2 | KomiokBuym 10
1.3 | doknan 25
HNTOI'O 3a nepByro TEKYILYIO aTTECTALUIO 50
2 Tekymas arTecTauus
2.1 | TBopueckoe 3aqaHue 15
2.2 | YdacTHe B IUCKYCCHU 20
2.3 | TBopueckoe 3aaHue 15
HNTOI'O 3a BTOpYIO TEKYILYIO aTTECTALUIO 50
BCEI'O 100

8. YueOHO-MeTOIMYeCKOe M HH(POPMALIMOHHOE 00ecnedeHne TUCIUTTUHBI

8.1. Ilepeuenp peKOMEHyEMOM INTEPATYPBI IPEACTABIIEH B IPUIIOKEHUU 2.

8.2. CoBpemeHHbIe podecCHOHaIbHbIEe 0a3bl JaHHBIX U MH(GOPMALIMOHHBIE CIPABOYHBIE
CUCTEMBI

- OBC «3nareabcTBa Jlanby;

— DBC «dnekTpoHHOro u3arenscTsa FOPANTY;

— CobctBennas nonHotekcroBas 0aza (I16/]) BUK TUY;

— Hayunas snextponnas 6ubanoreka «eLIBRARY.RU»;

— OBC «IPRbooksy;

— OBC «KoHCYynbTaHT CTYyIEHT»

8.3. JIunieH3noHHOE U CBOOOJIHO PACTIPOCTPAHSIEMOE MMPOTPAMMHOE o0ecrieueHrne, TOM YHCIIe
OTEYECTBEHHOT'O MPOMU3BO/ICTBA : onepannonHas cuctema Microsoft Windows, Microsoft Office.

9. MaTepuajabHO-TeXHHYECKOE o0ecneyeHne TUCIHMINHbI

HOMCH_ICHI/IH AJid MIPOBEACHUA BCCX BU0B pa6OTBI, npeaAyCMOTPCHHBIX y‘{C6HLIM IIJ1aHOM,
YKOMIIJICKTOBAHHBIX H€06XOJII/IMI)IM 060py110BaHI/IeM 1 TEXHHYCCKHUMU CUCTEMaMH 06yqup1${.

O0ecneyeHHOCTh MaTepPHATbHO-TeXHUYEeCKUX ycaoBuii peanusanun OIIOII BO



HaumenoBanue yueOHbIX
IpeIMEeTOB, KyPCOB, JTUCIHILINH,
IPaKTUKYU, UHBIX BUOB y4eOHOI

JeATEeNbHOCTH,
IPeAyCMOTPEHHBIX Y4EOHBIM
IUTaHOM 00pa30BaTENbHOM
HPOTpaMMBI

/11

HaunMeHoBaHHe TOMEIIEHHUH JUTS TIPOBEICHUS
BCEX BHIOB y4eOHOI AEATEIBHOCTH,
MPEyCMOTPEHHOHN Y4eOHBIM IIAHOM, B TOM
YHCIIC TIOMEIICHHS ISl CAMOCTOSITEIBHOM
paboThI, ¢ YKa3aHHEM MEPeUHsI OCHOBHOTO
000pynoBaHusl, y4eOHO- HATISAHBIX OCOOUN
Y MCTIOJIb3yEeMOTO MPOrPaMMHOTO
obecneyeHust

Anpec (MecTornoI0KeHre) NOMEIICHHUH
JULSL IPOBE/ICHHS BCEX BUIOB YUeOHOMU
NIeSITeIbHOCTH, TIPETyCMOTPEHHO
yueOHBIM TUIAHOM (B ClIydae pear3ainuu
00pa3oBaTeIbHOMN MPOTrPaMMBI B CETEBOH
(hopMe OTONHHUTENBHO YKa3bIBACTCS
HAMMEHOBaHHE OPraHU3alUH, C KOTOPOH
3aKJIF0YEH JIOTOBOP)

1 [YupaBieHue oTHOIICHUSIMH €
KITMEHTaMH

JIeKIIMOHHBIC 3aHITHS:

YueOHas ayTUTOpuUs s IPOBEIACHUS
3aHATHUH JEKIIMOHHOTO THTIA; TPYIIIOBBIX H
WHAWBUAIYANTbHBIX KOHCYJIBTAIIHH;
TEKYILETro KOHTPOJIS M IPOMEKYTOTHOM
aTTeCTallUH,

OCHaIIIEHHOCTb:

Y4eOHas MeOelb: CTOMBI, CTYIbs, JOCKa
ayJIuTOpHasl.

KomrmiptoTep B KOMILIEKTe, TPOEKTOP,
NIPOEKLIMOHHBIN SKpaH.

625001, TromeHckast 001acTh, T.
TroMens, yi. Jlynagapckoro, a.2, KOpIL.
1

[pakTryeckne 3aHATHSA:

VYueOHast ayJUTOpHS AJISI POBEICHUS
3aHSATHH CEMHHApPCKOTO TUIIA
(IpaKkTHUYECKHE 3aHATHS); TPYIIIOBBIX U

625001, TromeHnckas 001acTh, T.
Tromens, yi. Jlynagapckoro, 1.2,
xopi.1

WHIUBHYaIbHBIX KOHCYJIBTAIN;
TEKYIIEro KOHTPOJISl U IPOMEXKYTOYHOM
arrecraluu, YueOHas tabopaTopusi.
OCHaIIIEHHOCTb:

VYueOHast MeOeIb: CTOJIBI, CTYJIbs, JOCKA
ayJIUTOPHAsL.

10. Metoauyeckue ykazanus no opranuzauuu CPC

10.1. MeTtoauueckue yKa3aHus [0 MOJArOTOBKE K MPAKTUYECKUM 3aHATUSIM:

VYcnemHas NOATOTOBKA K IPAKTHMYECKUM  3aHATHAM 10 AMCLHUILIMHE  «YTIpaBICHHE
B3aMMOOTHOIICHUSIMU C KJIMEHTaMU» IpeNIoyiaraeT akTUBHYIO pa0OTy Ha JIEKIIMOHHBIX 3aHATHIX,
CHUCTEMaTHYEeCKOe H3YyYEHHE MaTepuajoB JIEKIHMH, YTEHHE CIEeUUAIbHOW JHMTepaTypbl, padoTy ¢
AQHAIUTUYECKUMU 0030paMU U CTAaTUCTUYECKON HHpOpMaluei

10.2 MeTtoanueckue yKazaHus 0 OpraHU3aIMd CaMOCTOSTETbHOW PaOOTHI:

CamocrosrenbHas paboTa o0y4arolUXCsl BBIMOJIHAETCS MO 33JaHUI0 M IPU METOIUYECKOM
PYKOBOJCTBE IpenojaBaTelisd, HO 0e3 ero HemocpeAcTBeHHOro ydactus. CamocrosiTenbHas paboTa
HOJpPa3JIeNIAeTCs] HAa CaMOCTOSATENbHYI0 pa0OTy Ha ayAWTOPHBIX 3aHATHSAX M Ha BHEAYJIUTOPHYIO
caMmocTosTeNbHYI0 paboTy. CamocTrosiTenpHas paboTa OOYYArONIMXCSl BKJIIOYACT KaK MOJHOCTHIO
CaMOCTOSITENIbHOE OCBOEHHE OTAEIbHBIX TeM (pa3[esioB) MUCHMIUIMHBI, TaK U MPOpadOTKY TeM
(pa3zmenoB), OCBaMBAaeMbIX BO BpeMsl ayIuWTOpPHOW paboThl. Bo BpeMs caMOCTOSITENbHONW pPabOThI
oOyyarolmuecsi 4YWTAlOT U KOHCIEKTUPYIOT Yy4yeOHyI0, HayuyHYI0 U CIpPaBOYHYIO JIUTEpPaTypy,
BBITTOJTHSIOT 33/IaHUS, HANPaBJICHHBIC Ha 3aKpeIuieHHWe 3HaHWW W OTpabOTKy yYMEHHH W HAaBBIKOB,
TOTOBSITCS K TEKYIIEMY U TPOMEKYTOUHOMY KOHTPOJIIO MO JUCLUIUINHE

B pavMkax [aHHOW JOUCHMIUIMHBI TPEIINOJAraeTcs BBIMOJHEHHE pPAa3IUYHBIX  BHIIOB
CaMOCTOSITENIbHOW PabOThI: M3yueHHE TEOPETUYECKOro MaTepuaia Mo pasjenaM Kypca, MOJroToBKa K
NPaKTUIECKUM 3aHSATHIM, JUCKYCCHSM, TIOATOTOBKA JIOKIA/Ia.

[TonroToBka JOKIa/1a HaleJdeHa Ha YIiyOJIeHHOE PacCMOTPEHHE HEKOTOPBIX BOIPOCOB Kypca.
3amauaMu JaHHON (POPMBI CAMOCTOSITEIBHON PaOOTHI SBISIOTCS:

- HAYYUTBCS CaMOCTOSITEIbHO OTBICKMBATh HEOOXOIMMYIO HH(poOpMaluio, T.e. paboTarh C
6ubmuorpadueii, mondupaTh HEOOXOAUMBIN MaTepUal;




- O3HAaKOMHUTBCS C COJCP)KAHMEM HAy4YHBIX KCCJICIOBAHUNH 10 TEMAaTHKE BOIPOCOB,
HMCTOPUYECKOUN PETPOCIIEKTUBOM M TPOTHO3aMHU PA3BUTHS;

- HAYUYUTBHCA CaMOCTOATCIIbHO U3JIaraTb MaTCpurajl, BHIABIATH HpOGHeMLI;

- OBJIQJIETh HAYYHO-HCCIICAOBATEILCKUM CTHJIEM IIHChbMa, Ui KOTOPOTO XapaKTEPHBI
OTCYTCTBHE JMYHBIX MECTOMMEHUH, HEYNOTPeOJIEHHUE IJIarojoB, BhIPAXKAIOIIUX UYyBCTBA (IMOLIMH),
NIOBECTBOBAHUE OT TPEThEro JIMIA, 0co0as Mepa BBIIECPKAHHOCTH OIICHOK, HEIOIYyCTUMOCTh
MMOJIMTU3UPOBAHHOI'O nmoaxoaa, BBITIOJIHATH q)OpMaJILHBIC u PCAaKIIMOHHBIC Tpe60BaHI/I$I,
npeIbsBIIsieMble K 0()OPMIICHUIO PaOOTHI.

TpeboBanus k AOKIaAy: 00beM HE JOJDKEH MPEeBBIIaTh 5 cTpanuil (He 6onee 7 MUHYT); paboTta
JIOJDKHA BOCIIPHHHMMATBCST KaK €IMHOE IIeJoe, HJesl JO0JDKHA OBITh SICHOW W MOHSTHOW. Jlokman He
JIOJDKEH COJIepKaTh HHUYEro JIMIMHEro, JO/DKEH BKIOYATh TOJBKO Ty HH(POPMAIIUIO, KOTOpas
HGO6XOI[I/IM21 A1 PACKPBITUA BaIei o3y, uWACH. )_—[OKJ'IaII AOJDKCH UWMCTb TI'PaMOTHOC
KOMITO3UITMOHHOE MTOCTPOEHHE, OBITh JIOTUYHBIM, YETKHM I10 CTPYKTYpe. JloKiIaa JOKEeH MMOKa3hIBaTh,
YTO €ro aBTOP 3HAET M OCMBICIICHHO HCIOJBb3yeT TEOPETUYECKHUE MOHSATHUS, TEPMHHBI, 0000IICHNS,
MHPOBO33peHYecKue ujaeu. JloKimaj JOMKEeH COolepX aTh YOCAUTEIBbHYIO apryMEHTAIMI0 3asBJICHHON
1o npo6ieme no3unuu. JKenarenbHO COMPOBOAMTE JAOKIIA]l IPE3CHTAIUCH.



,Z[I/ICL[I/IHJII/IHEI praBHeHI/Ie B3aMMOOTHOIICHUAMU C KIIMCHTaMH

[Tpunoxenue 1

IInanupyemMble pe3ybTaThl 00yUeHHs 1Jis1 GOPMUPOBAHUSA KOMIIETEHIMU U KPUTEPHHU UX OLleHUBAHUS

Kona, nanpasnenue noarorosku 38.03.06 Toprosoe aeno
Hanpasnennocts YpasiaeHue npoueccaMu U MPOeKTUPOBAHUE B KOMMEPUECKOM eI TeIbHOCTH

Kon Kon, HaumenoBanue Kon n HaumeHnoBanue Kputepuu orieHuBaHMsI pe3yJIbTaTOB O0YUCHHS
b
KOMIIETCHIIUH NJAK pe3ynbrata o0y4eHus Mo 17 3 ) 5
JUCHUITIINHE
TIKC-7 He 3Haer ocHoBHbIE | 3Haer OCHOBHBIE | 3Haer ocHOBHBIE | B COBEPILEHCTBE
HUHCTPYMEHTBI HHCTPYMEHTHI UHCTPYMEHTHI 3HaeT OCHOBHBIE
CrocobeH k IIKC-7.2 (3.1) 3Haer TPYMCF pymer TPyMeE
B3aMMOJIEHCTBUSA B3aUMO/JIeHCTBUSA B3aUMOJeHCTBUSA WHCTPYMEHTHI
YIIPpaBJICHHUIO OCHOBHBIC MHCTPYMCHTBI .
. . pyd KOMMYHHKAIMM | IPY KOMMYHHUKAIUU | IPH KOMMYHHKAIIUH | B3aUMOACHCTBUS
TeKymeH B3aMOJICUCTBUA TPHU
¢ motpebuTeneM c noTpedutenem, | ¢ MOTpeOUTEICM, | IPU  KOMMYHHUKAIHH
KOMMYHUKAITUH C
ACATCIIbHOCTBIO JommyckKas pAx | JOmmycCKas ¢ moTpeduTenem
moTpeduTeIeM
JeTapTaMeHTOB omudoK HE3HAYHTEIbHBIC
(cityx6 OIMOKH
b
OT/IETOB) He ymeer monbupats | YMeer — monOuparh | YMeer — moabupats | B COBEPILIEHCTBE
METOJIBI U | METOABI U | METOIBI 1 | y™meer moI0upaThb
HPCAIPUATAA TIKC-7.2 I[IKC-7.2 (Y.1): ymeer HHCTPYMEHTBI UHCTPYMEHTHI HHCTPYMEHTBI METO/IbI u
B3anMozeiicTByeT ¢ oI0MPaTh METOMBI U aHalM3a OTPACIICBOW | aHAlM3a OTPACIICBOW | aHAM3a OTPACIEBOH | HHCTPYMEHTHI
UHCTPYMEHTBI aHAIIN3a u KOHKYPEHTHOH | U KOHKYPEHTHOH | U KOHKYPEHTHOH | aHajlu3a OTpacieBOH
NOTpEOUTENSIMU U y y . y b N
0TpacieBOi U KOHKYPEHTHON Cpelpl, KIHEHTCKOW | Cpelsl, KIHEHTCKOH | cpelpl, KIHUEHTCKOH | u KOHKYPEHTHOM
SaUHTEPECOBAHHBIMU | cpenpy, kueHTCKOMH 6a3bI 6a3sl 6a3pl, gomyckas psja | 6a3bl, Jlonyckasi | cpelbl, KIMEHTCKOU
CTOpOHaMHU o1K1OoK HE3HA4UTEIIbHbIC 6a3bl
OIMOKHU
He Bianeer | Brmameer cmnocobamu | Brmageer cmocobamu | B COBEPIICHCTBE
criocodamu OpraHu3aIH OpraHu3aIuu BIaJ€eT CHOCO0aMH
I[IKC-7.2 (B.1): Bnageer OpraHu3aluu MIPOLIECCOB MPOLIECCOB opraHu3aluu
crioco0amMu OpraHU3aIIH MIPOIIECCOB yIpaBICHUSI yIIpaBJICHUS MIPOIIECCOB
MIPOIIECCOB YIPABICHUS yIIpaBICHU B3aMMOOTHOIICHUSMH | B3aHMOOTHOIICHUSAMH | YIPABICHUSI
B3aMMOOTHOIIEHUSIMU C B3aUMOOTHOIICHHUSAMH | ¢ TOTPEOUTENAMH, | C  TOTPEOMTENSAMHY, | B3aMMOOTHOLICHUSIMU
MOTPEOUTENSIMA C NMOTPEOUTENIMHU JlonycKas psna | nomyckas C IOTPEOUTEISIMH
OmHO0K HE3HAYUTEJbHbIE

OIINOKH




KAPTA
00ecneYeHHOCTH JUCUHMIINHLI YIe0HOH B Y4e0HO-MeTOUIeCKOi JJUTepaTypoi

JlucruiuinHa Y npaBjieHne OTHOMIEHHSIMH ¢ KJIHEeHTAMH
Kon, nanpasnenue noaroroBku 38.03.06 Toprosoe neno
HampaBneHHOCT YnipaBiieHHe NPoneccaMu H NPOEKTHPOBAHNE B KOMMePYeCcKOil e TeIbHOCTH

[Ipunoxxenue 2

Kon-Bo KoHTtHHTreHT 00y4-c1, Obecne4eHHOCTh
9K3EMILISPOB B UCTIONB3YIOIINX o6yu-cs1 nurep-
BUK yYKa3aHHYIO JIUTepaTypy 0i1,%

Ha3sanue y4eOHOro U y4eOHO-METOAMYECKOr0 H3IaHH s, aBTOP, U3JATENBCTBO, BUL,
rOJ M3IaHus

Ne i/

Hanuuue
3J1.BApUAHTA B
OBC TUY

Yepxamuy, II. A. Crparerus ynpaBieHHs B3aUMOOTHOIUCHUSIMHM C KIHEHTAMU
(CRM) : yuebnoe nocobue / IT. A. YepkaumH. — 3-e u3a. — Mocksa : HTepHeT-
Vuusepcurer HWupopmaumonusix Texuonoruit (MHTYHUT), Air IlIm Ap Menua,
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2 SNEKTpOHHbIN //  JlaHb @ 2neKTpoHHO-OMONMMoTeyHas cucrema. — URL: op* 30 100
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