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1. HEJIX OCBOEHUA JTUCHUTIINHBI

1.1|{popmupoBanue y Oynymux MarucTpoB KOMIUIEKCA 3HAHUH, yMEHHUI U HaBBIKOB, CBA3aHHBIX MApPKETHHTOBBIMHU TEXHOJIOTHAMH
yIpaBJIeHUs! KIIMEHTCKOH JIOSTIbHOCTBIO.

2. TPEBOBAHUA K PE3YJBbTATAM OCBOEHUA JUCITUIIJIMHBI

IIK-1:Cnoco6eH (popMHPOBATH U OCYLIECTBJIATh MAPKETHHIOBbIe IPOrPAMMBI ¢ HCII0/1b30BAHHEM HHCTPYMEHTOB KOMILIEKCa
MapKeTHHIa

B pe3y/bTaTe 0CBOCHUS JUCHHMILIMHBI 00Y4AIOLIMIiCS 10JKeH:

3HaTh:

anroput™ 3QHEeKTHBHON KOMMYHHUKAIMK B YCTOH U TMCbMEHHOM (JopMe ISl IIOCTPOCHHSI KOHTAKTA C LIEIEBOM ayJUTOPHil, BApUAHTHI U
METOIbI Pa0OTHI KOMIIAHUH C HOTPEOUTENSMU J1s1 NOBBIMIECHUS 3()(HEKTHBHOCTH MaPKETUHTOBBIX PEIIEHUH B paMKaX YIpaBJICHUS KIMEHTCKON
JIOSUTBHOCTBIO, METO/IbI aHAJIN3a M OLEHKU MAapKETHHTOBOH AEATEIBHOCTH B PaMKaX OpraHU3alUH JOJITOCPOUHBIX KOHTAKTOB C
notpebutensaMu  (cootHeceHo ¢ uHauKkaTopom ITK-1.1)

YMeThb:

YMeTh peann30BBIBaTh METO/bI Pa0OTHI MAapKETOJIO0ra KOMIIAHUU C MOTPEOUTEAMU JUIsl MOBBIEHHUS 3P PEKTHBHOCTH MAapPKETHHIOBBIX
peuIeHuid B paMKax YIpaBlIeHUs KITMEHTCKON JIOSIIBHOCTBIO,  OCYLIECTBIATH 3P ()EeKTHBHYI0O KOMMYHHKAIIHU B YCTOM U MUCbMEHHOU (opme
JUTA IOCTPOEHUS KOHTAKTA C LIEJIEBOM ayJJUTOPUM, HCIIOIb30BATh METO/Ibl aHAJIN3A U OLICHKH MapKEeTHHIOBOH JEATEIILHOCTH B paMKax
OpraHM3aliy JOITOCPOYHBIX KOHTAKTOB C MOTpeOUTEIIMU  (COOTHECEHO ¢ uHauKaTtopom ITK-1.2)

Baagerb:

Brnanerp nHCTpyMEHTOM pabOTHl MapKETOJIOTa KOMIIAHUU C TOTPEOUTEISIMHU JIJIsl TOBBIIEHHS 3 (EKTUBHOCTH MapKETHHTOBBIX PELICHUIT B
paMKax ynpaBJeHHUs KIHEHTCKOM JIOSITBHOCTEIO Brianets mHCTpYyMeHTOM 3 heKTHBHONH KOMMYHUKAIIUK B YCTOH M MUCBMEHHOH hopMe Ut
MIOCTPOCHHSI KOHTAKTA C 1IEJIeBOIl ayTUTOpUI, HaBbIKAMH COBPEMEHHBIX CITIOCOOOB aHAJIN3a M BEIOOpa MApPKETUHIOBOM CTpaTeriu
YIIpaBJICHHSI OTHOIICHUSIMH C TOTPEOUTEISMHE C YIETOM COCTOSIHHS OM3HEC-CPebl OpraHu3anuu (COoTHecCeHo ¢ nHankaropom [1K-1.3)

3. CTPYKTYPA U COJAEPKAHUE JTUCHUIIJINHbI

Kox HaunmenoBaHue pa3/ie/ioB U TeM /BUJ 3aHATU/ Cemectp / | YacoB KomneTten- Jlutepatypa
3aHATHS Kvnce 11070

Pasznen 1. MapkeTHHT KJIHEHTCKOI0 KanmuTaia

11 1. MapkeTHHT KIMEHTCKOIO Kalurana 2 2 IK-1 JI1.2 J11.1J12.3 J12.1
KimenTckas 6a3a kak HeMaTepHaTbHBIA aKTUB KOMIIAHHH. J12.2
[paiiBeps! kIueHTckoro kanurana. Hanaxusanue
YCTOWYMBBIX CBSI3€H M OTHOLIEHUH C KJIMEHTaMU.
Koapdunuent Tobuna. Mozaens nepexoaa NpeanpusiTis K
OpUEHTAIMH Ha KJIMEHTAa, MOJUTHKA OPUEHTALMH Ha KJINEHTA.
2.Mojens nepexoaa NpeAnpHUsITUs K OPUEHTALUH Ha KIIMEHTA,
MOJIMTHKA OPUEHTALIMH Ha KJIMEHTa. DMOIOHAIbHAA 1
MOHEeTapHast JIOSITbHOCTh. MeToIs popMHUPOBAHUS
MOHETapHOH U YMOLMOHAIBHON JIOAIBHOCTH. KityOb!
MIOCTOSIHHBIX IOKYyNaTeNIel KaKk MEeTOA (POPMHUPOBAHHS
SMOLHUOHAJILHOH JIOATIbHOCTH.

Mp/
1.2 3. TexHoJOTHs MPUBJICUCHHS KIIHMECHTOB. 2 2 IK-1 JI1.2 J11.1J12.3 J12.1
Hcnonb30BaHKue TICUXO0JIOTHYECKUX 0COOCHHOCTEH KIIMEHTOB. J12.2

[TorpeOurenbckas IEHHOCTh Ka)KAOTO YellOBEeKa
WHCTpyMEHTHI IPUBJIEYEHNS KIIMEHTOB: peKiaMa, aKluy,
HWHTEPHET TeXHOJIOTH U 1p. 4. DopmMupoBaHue
KIIMEHTOOPUEHTUPOBAHHOT'O MOBEACHUS IIEPCOHAA.
OpHMEHTAIMs Ha KIIMEeHTa — KIIIOYEBOH (akTop ycrexa
MIPENPHUITHUS.

Mp/
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5. KieHTckast T0sUTbHOCTb, e (POPMUpPOBaHHE.
[TornManue T0sTBHOCTH. BUIBI 11 GOPMBI JIOSIIBHOCTH.
TlokazaTenu Ui U3MEPEHHUS JIOSIIbHOCTH. [IporpaMMel
JIOSTEHOCTHU M X HHCTpyMeHTapuid. [lonck BapuanToB
WHMBUAYaIH3aI[1 B3aMMOOTHOIICHHUH Ha MPaKTHKE.
[psiMoii MapKeTHHT U MapKeTHHT 0a3 TaHHbIX. OCOOEHHOCTH
HPOTpaMM JIOSUTBHOCTH B PEKPEAIIHOHHOM CEPBHCE.

6  Cucrembl cObopa u paboThI ¢ HHpopMarmei o
notpebuTeNnsx U KineHTckux rpymnmnax (CRM)

Yero mo3BossieT qocTrab Texuuka (CRM):

YKPEUTh IMOLMOHATIBHYIO CBSI3b MKy OPEHIOM H
MOKYTIATeISIMHY;

MOBBICHTH JIOSUTHOCTD ayIUTOPHH;

c(hOopMHPOBaTH APMHIO IPUBEPKEHIICB OpPEeHa;
MPUBJICYb HOBBIX KJIMEHTOB;

YBEJMYUTH MOKA3ATENHU ITPOJAK.

Mp/

IIK-1

JI1.2 J11.1J12.3 J12.1
J2.2

1.4

7. TlapTHepckue OTHOIICHUSI BHYTPH OpraHU3AIIHI
BHyTpeHHUI MapKeTUHT U ero HHCTpyMeHTapuil. O6nacTh
B3aMMOJICHCTBUS PAOOTHHKA KOMITAHUH H KIIHEHTA.
BuyrpenHuil Kumar 1 KyJlbTypa B CEpBUCHOM OpraHU3alMU.
BHenpeHue BHyTpEHHEr0 MapKeTHHIa.

Mp/

IK-1

JI1.2 J11.1J12.3 J12.1
2.2

Pasnen 2. MapKeTI/lHF B3aHUMOOTHOIIEHUI ¢ l'lOTpeﬁl/ITeJIeM

2.1

8. DBoytonus  COLMAIBHBIX MapaJurM
KIIMEHTOOPUEHTHPOBAHHOCTH.

Oco0eHHOCTH MapKETHHIa TAPTHEPCKUX OTHOILCHUI:
JIOJTOCPEeYHast IEPCIIeKTHBA, BEICOKAs CTEIeHb
B3aHMOJIEHCTBHUS ¢ IOTPEOUTENIEM, BOBICUCHHOCTh BO
B3anmMozeiicTere. [[puHIMIBI MapKeTHHTA
B3alMOOTHOIIECHUH.

Mp/

IK-1

JI1.2J11.1J12.3 J12.1
2.2

2.2

9. Mojenb BOBIEUEHHOCTH IIOTpeduTeeit

®dopmer B3anMozaelicTBus ¢ KineTHTamu. [lnpamua 3agaq
MapKETHHra OTHOILIEHH: IPUOOPETEHUEM KITUCHTA,
yIEp)KaHUe, pACUIMPEHHUE B3aUMOICHCTBHS.

/Cp/

IK-1

JI1.2 J11.1J12.3 J12.1
2.2

2.3

10. B3aumooTHOIIEHHS OpeHIa U OTPEOUTEIS.
Wnentudukanuns KIMEeHTOB. IH(p epeHIHALNs KITMSHTOB.
Hcrounuk npubbUIN IPEANPUATHS HE TOBAp, a KIueHT. /Cp/

IK-1

JI1.2 J11.1J12.3 J12.1
J2.2

2.4

11. Iunamuka noTpeOUTENbCKOTO TOBEICHHUS

IIyTh OT HOTEHLMAILHOTO ITOKYNATEN 10 JIOSUIBHOTO KJIMEHTa.
UccnenoBanusa Murrana u Jlaccapa — nusinue
YIIOBJIETBOPEHHOCTH.

JKy3HEeHHBIN LMyN B3aMMOOTHOILIEHUS C TOKYIaTeIeM.

/Cp/

IK-1

JI1.2 J11.1J12.3 J12.1
J2.2

2.5

12. B3anMoelicTBHe MEXKAY YPOBHEM YIOBIETBOPEHHOCTH
JIOSUTBHOCTBIO TIOTPEOUTENE.

WHnekc yaoBiIeTBOpeHns MoTpeduTeneil. Moaesb
YIOBJICTBOPEHUS MOTPEOHOCTEH KIIMEHTA.

Koadpuument orcrynHuygectsa (0TKasa).

/Cp/

IIK-1

JI1.2 J11.1J12.3 J12.1
J2.2

2.6

13. AHaiu3 OTHONICHUs OTPEOUTENEH K TOBAPY C MOMOIIBIO
nojenu dumbeiranomornsio noaenu dumibeiira /Cp/

IK-1

JI1.2 JI11.1J12.3 JI12.1
J2.2

Pazgen 3. Pazgen 3.0uenka J0A1bHOCTH NOTpedUTEICH.




3.1

14. Crpaterus ynpasieHHs JIOSIbHOCTbIO IOTPEOUTENEH.
JOSITBHOCTH KaK CIIOXKHOE ABIeHue, GpMupyemMoe noa
BJIUSTHUEM KOMILIEKCa (haKTOPOB.

JlecTHn1A JIOATBHOCTH.

CraHgapTHble HHCTPYMEHTBI IPOTrPaMMBI J10sIbHOCTH. /Cp/

IIK-1

JI1.2 J11.1J12.3 J12.1
J2.2

3.2

15. JlosmbHOCTH ¥ IPUBEP)KHHHOCTH KITUEHTOB.

JlosiBHOCTD ¥ IPUBEPKHHHOCTD KJINEHTOB.

[TonsiTre u BUABI NOSUTEHOCTH MOKyTaTennel. JlaTenTHas
JIOSITBHOCTS. JI0JKHAs JIOSUTBHOCTD. AKTYaJIbHOCTD YIPaBJICHUS
JIOSUTBHOCTBIO TIOKYTIATEIeH B COBPEMEHHBIX IKOHOMUYECKUX
ycnoBusX. MTHCTpYMEHTBI CTUMYITMPOBaHUSI COBITA U
MOHETapHas JIOSUIbHOCTh. KiTyObl IOCTOSIHHBIX MOKYTATeIIeH:
MpaKTHYeCcKre KeHChl. MeTo bl OLIeHKH JOSITbHOCTH
notpebureneil. . /Cp/

IK-1

JI1.2 J11.1J12.3 J12.1
2.2

3.3

16. nauKaTOphI MOBEICHHS JIOSUILHOTO TIOTPEOUTEIS.
Craauu KIIMEHTCKOH JIOSUIEHOCTH.

3aKOHBI JIOSIIBHOCTH.

YpOBHH JIOSUIEHOCTH.

OCHOBHBIE 3TalBI MPOIIEcca Pa3paboTKU MPOTPaMM
nosuteHOCTH. Llenn nporpamm nosutbHOCTH. HakomuTensHO
-OOHYCHBIE CHCTEMBI, CKHJIOYHbIE CUCTeMBI. [lofapodHbie
KapThl WK cepTUdUKaTh; Po3pIrpeimm npuzos; Ce30HHbBIE
pacripogaxu; JIbrorel. MyabTHOpeH10Bast 1 MOHOOPEH0Bas
MPOrPaMMBI JIOSUTEHOCTH. TeXHUYECKHe IIaT(OPMBI
KapTOYHBIX CUCTEM MPOrPaMM JIOSUIBHOCTH

/Cp/

IK-1

JI1.2 J11.1J12.3 J12.1
2.2

34

17 mnorpeduTenbckas EHHOCTh KIIMEHTOB.

TIporpamma GpopMHUpOBaHHS JOSUITLHOCTH. HCTPYMEHTHI
MOBLIIICHHS KJIUECHTCKOM JIOSILHOCTH. JIOSIBHOCTE B
(hDMHAHCOBBIH pe3ynbTarT.

/Cp/

IK-1

JI1.2 J11.1J12.3 J12.1
2.2

3.5

18. CRM u MapKeTHHT B3aMMOOTHOIIICHUH.

Hcnonb3oBanue CRM (Customer Relationship Management)
Bosmoxxunoctt CRM-cucrem. Ctpykrypa CRM-cuctem.llenu
BHeapeHust CRM.Knaccudukannu CRM-cucrem
(oneparonnstii CRM, ananutuueckuit CRM,
koyutaboparuBHbii CRM. .PeiHok CRM-cuctem.
Knaccupukanus CRM no nasnauenuto, Knaccudukanus
CRM 10 ypoBHi0 00paboTku uHpopmarmu. [TocTaBimukm
CRM-cucrewm. [Ipeumymmectsa ucrnons3oBanus CRM- cucrem.
Mexanusmbl BHenpeHuss CRM-crcTeM ¢ rcnonp3oBaHeM
LibreOffice.

/Cp/

IK-1

JI1.2 J11.1J12.3 J12.1
2.2

3.6

19. Ouenka nosuipHOCTH - HMHAEKC NPS

Merto/pl aHaTHM3a KIMEHTCKOM 0a3bl M METOMIBI H3MEPEHHS
nosibHOCTH DOPMHUPOBaHUE KITMEHTCKON 0a3bl. MeTo bl
aHanu3a KiueHTckoli 6a3pl: ABC-ananus, XY Zananus,
unrerpupoBansblii ABC-XYZ-anamu3, RFM — ananus,
MHOTO(aKTOpHBIE MOAENH aHanu3a. [IpoTyKTUBHOCTD
BOPOHKH TIPOJIaK. METOIbl OLIEHKH yJJOBJIETBOPEHHOCTH
nmotpeduresnei. AHAIN3 COOTHOIIEHHUI
Ba)KHOCTB/YIOBJIETBOPEHHOCTb. MIHIEKC yIOBIETBOPEHHOCTH
kimentoB (CSI). UncTeiit unmekc npomoytepa (NPS).
JlosinpHOCTE 1 ee Bubl. [TokazaTeny U METO bl H3MEPEHHUS
JOSUTBHOCTH TIoTpebuteneii ¢ ucronb3oBanuem LibreOffice.
/Cp/

IK-1

JI1.2 J11.1J12.3 J12.1
J2.2

3.7

/3auét/

IK-1

JI1.2 JI11.1J12.3 JI12.1
2.2

4. ®OHJ OHEHOYHbIX CPEACTB

CTpyKTypa u coziepkanue (oHIa OLEHOYHBIX CPEJCTB JIsl IPOBEJCHUS TEKYIIECH U MPOMEXYTOYHOH aTTECTALUH MTPECTABICHBI B
[Ipunoxenun 1 k paboyei nporpaMme JUCLHUILTAHBL.




5. YYHEBHO-METOJMYECKOE U TH®OPMAINIMOHHOE OBECIHHEYEHUE JUCHUIIJINMHBI

5.1. OcHoBHas1 JUTEpaTYypa

ABTOpBI, COCTaBUTEIH 3arnaBue W3narenbcTBO, TOX Konnu-Bo
JI1.1 |JIyneBa E. A. CoBpeMeHHBIC MAPKETHHTOBBIC TEXHOJIOTHH: ydeOHOe |OMcK: OMCKUit https://biblioclub.ru/inde
nocobue rocyapCcTBEHHBIH X.php?
TexHHuecKuil yausepcurer | Page=book&id=493360
(OMI'TY), 2017 HEOTPaHWYEHHBIN TOCTYII
JUTS 3apETUCTPUPOBAHHBIX
10JIb30BaTeNei
JI1.2  |Jlarsmues, /1. B., MapKeTHHTOBbIe TEXHOJIOTHU U CTPAaTEerHH B Bosrorpax: Bonrorpajckuii | http://www.iprbookshop.
T'omaronoBa, T. M. YIPaBIEHUECKOH NeSATeNbHOCTH OpraHu3aluy. roCy1apCTBEHHBIH ru/82663.htmi
Teopernueckuii Kypc: yueGHOe mocodue 1is COIMATBHO- HEOTpaHUYEHHBIN JOCTYTI
CTYJICHTOB BBICIIHX YUCOHBIX 3aBEICHHI e AT OTHYeCKHix UL 3apETUCTPUPOBAHHBIX
yHuBepcuret, «IlepemeHay, nosp3oBatenei
2019
5.2. lonoiHUTeIbHASA JIUTEPATypa
ABTODBI, COCTaBUTENIN 3arnaBue W3znarenbcTBO, TO Konnu-Bo
2.1 MeHneKMeHT 1 busHec- A IMUHUCTPUPOBAHHE: Mocksa: Akanemus https://biblioclub.ru/inde
XKypHa MEHEPKMEHTA ¥ On3Hec- x.php?
anMunECTpHpoBamms, 2021 | Page=book&id=613845
HEOTPaHHYEHHBIH TOCTYI
UL 3apETUCTPUPOBAHHBIX
[oJb30BaTeIeH
JI2.2 |Epmonrosa E. 1O. MapKeTHHTOBBIC TEXHOJIOTHH KaK pecypc pasBuTus  [Mocksa: 0.1., 2020 https://biblioclub.ru/inde
YUPEKACHUI KYIbTYphL: CTYACHYECKAs HayqHas x.php?
pabora page=book&id=615247
HEOTPaHHYEHHBIH TOCTYI
UL 3apETUCTPUPOBAHHBIX
0JIb30BaTenei
JI2.3 |Hrwopenbeprep, JI. b., OCHOBBI HOTPEOUTENBCKIX 3HAHMH: yaeOHOe mocoone|Mocksa: Ait [Tu Ap Menua, | http://www.iprbookshop.
Apxwuros, A. E., 2021 ru/108239.html
Kmumoga, 3. H., HEOTpaHUYEHHBIN JOCTYTI
Amnanny, M. 1., Jlyuuna, JUISL 3aperuCTPUPOBAHHBIX
H. A., Oxuros, B. B. [I0JIB30BATEIIEH

5.3 IIpodeccuonanbuble 6a3bl JAHHBIX H HHPOPMAIIHOHHBIE CIPABOYHBIE CHCTEMbI

basa nanHbIX Beepocceuiickoro neHTpa nydenus obuectsenHoro Muenus (BLIMOM)https://wciom.ru/database/

T'APAHT https://www.garant.ru/

Koncynsrant+

5.4. IlepeyeHb MPOrpaMMHOro odecreveHust

LibreOffice

5.5. YueGHO-MeTOAMYECKHE MATEPHAJIbI JJISl CTYAEHTOB ¢ OTPAHUYEHHBIMH BO3MOKHOCTAMH 310POBbS

[Mpu HE0OXOAMMOCTH TO 3asBICHHUI0 OOYYAIOMIEroCs C OTPaHWYECHHBIMH BO3MOXKHOCTSIMH 37J0POBBSI Y4EOHO-METOJHUYECKHE MAaTepUalIb
MPEIOCTABISIIOTCS B (JOpMax, aIalTHPOBAHHBIX K OTPAHUYEHHSM 3I0POBBSI M BOCIIPUATHS HH(POpMAIWH. J{JIs JINII ¢ Hapy IISHUSAMH 3pEHUS: B
¢dopme ayanodaiina; B neyaTHoil popme yBeIWYeHHBIM HpUQTOM. J[JIs UL ¢ HApyIIEHUSIMHU ciyXa: B (JOpMe DIEKTPOHHOIO IOKYMEHTA; B
neyatHOH dopme. st M1 ¢ HAPYIIEHUSIMA OTIOPHO-IBUTATENHFHOTO anmapara: B GopMe 3JIeKTPOHHOTO JOKYMEHTa; B IEYaTHOH opMe.

6. MATEPUAJIBHO-TEXHUYECKOE OGECIIEYEHHME JJUCITUIIJIMHBI (MOY JIST)

ITomemenus At NpOBEAEHHS BCEX BULOB PabOT, IPEAYCMOTPEHHBIX y4eOHbBIM IIJIAHOM, YKOMILIEKTOBaHbl HEOOXO0IUMOM
CHELHATN3UPOBAHHON y4eOHON MeOEeNbI0 U TEXHUUECKUMU CPEACTBAMH O0Y4eHHUS:

- CTOJIBIL, CTYJIbA,

- IEPCOHANBHBII KOMIBIOTEP / HOYTOYK (IIEPEHOCHOIT);

- IPOEKTOP, 3KPaH / UHTEPaKTUBHAS 10CKA.

7. METOANYECKHUE YKA3AHUA AJI1 OBYYAIOHIUXCS IO OCBOEHUIO JUCHHUIIJIMHBI (MO1Y JIS)




MeTO,Z[I/I‘IeCKI/Ie YKa3aHus [0 OCBOCHUIO JUCHUIITIMHBI ITPEACTABJICHLI B HpI/IJ'IO)KeHI/II/I 2K paﬁoqeﬁ nporpaMMe JUCHUIIINHBIL.




IIpunoxenue 1

®OH/J OUEHOYHbBIX CPEJACTB
1 OnucaHue nNoKa3aTeJsiel U KpUTepueB OlleHUBaHUS KOMIIETEeHIMI HA pa3/IMYHbIX
Tanax ux GopMHPOBaHMs, ONNMCAHUE IIKaJ OLleHUBAHUA

3YH, cocrasustomue IToka3zaTenu olieHUBaHUS Kputepuu onenuBanus Cpenctia
KOMITETEHIIHUIO OIICHUBAHUSA

IIK-1:Cnocoben (I)OpMHpOBaTI) 1 OCYHICCTBIIATH MAPKCTHUHI'OBBIC ITPOIr'paMMBbI C UCITIOJIB30BAHUEM MHCTPYMCHTOB
KOMIIJIEKCA MapKETHUHT'a

3nanus HaBbikn pabotel ¢ y4ueOHOM, | MOTHOTA W COAEPXKATETHHOCTh O-ompoc
ANTOPHUTM 3¢ dexTUBHOM | yaeOHO-MeTOaImIecKOi U | oTBeTa; yMmeHHe MPUBOIMTH | (Bompockr 1-37)
KOMMYHHUKAllUM B YCTOW W | HAYYHOH JUTEPaTypoH, | mpuMepsr; COOTBETCTBHE

MUCBMEHHOH  Qopme IUIsl | cHCTeMaTU3alin mpeacTaBiIeHHOW B oTBeTax | B- Bompocsl k
IIOCTPOEHUST KOHTaKTa C IIeJICBOM | MapKeTHHroBOM nH(popMaru. | nHDOpMaIuu Mmarepuanam | 3adety (1-45).
ayIUTOPHU, BapUaHTBl U METOMbI JEKLIHHA u yaeOHOU

paboTh KOMITaHUH c JIATEPATYPBl, CBEOCHUAM U3
MOTPEOUTENSIMA U1l  TIOBBIIIICHUS MH()OPMAIMOHHEIX ~ PECYPCOB

3¢ (HEeKTUBHOCTH  MapKETHHTOBBIX WnTepuer

peuieHuii B paMKax YIPABICHHUS

KJIUCHTCKOM JIOSTIBHOCTBIO,

MCTOJbI aHajmu3a nu OILICHKHA
MapKeTHHFOBOﬁ JACATCIIBHOCT B

pamkax OpraHu3aluu

JNOJTOCPOYHBIX ~ KOHTakTOB  C

MOTPEOUTEISIMH

Ymenns Ilouck u cbop HeoOXoaMMOIl | cooTBETCTBHE J— nokmampt
VYMeTh peaNn30BBIBATH METOJBI | IUTEPATYPhl,  HMCIOIb30BaHUE | MPEICTABICHHOW B Moknamax u | (Ttemsr 1-22)

paboThl MapKeToJIora KOMIIAaHUH C | pa3iMyHbIX 0a3 JaHHBIX. TecTax nHpOpMaLUH

NOTpPEeOUTESIMA  AJIS1 TOBBILICHHUS MaTepHagam JeKIui u T- Tect mo

3pPEKTUBHOCTH  MapKETHHTOBBIX yueOHOM TUTepaTypsl, | pasgeny 1-3

pelieHuid B paMKax yIpaBlIeHHS CBE/ICHUSIM u3

KIIMEHTCKON JIOSTBHOCTBIO, HHPOPMALMOHHBIX ~ PECYpPCOB

OCYILECTBIIATh 3 PeKTUBHYIO WnTepuer;

KOMMYHUKAllUM B yCTOH M

MUCbMEHHOH  Qopme ISt

MOCTPOCHUSI KOHTAaKTa C IIEJIeBOM

ayAUTOPHUH, HCII0JIb30BaTh

METOABI aHajJm3a nu OLICHKH
MapKeTHHFOBOﬁ JACATCIIBHOCTH B

pamKax OpraHu3alyn

JOJTOCPOYHBIX  KOHTakTOB  C

MOTPEOUTESIMH

Haspiku Hcnonp3oBaHne COBPEMEHHBIX | yMEHHE MIPUMEHSTH C3 -
Brnaners uHCTpyMEHTOM PaboOTHI | HH()OPMAIIMOHHO- TEOPETUUECKUE 3HAHUS [UIS [ CUTyallOHHbIE
MapKeTosora KOMIIaHUH ¢ | KOMMYHUKAIIMOHHBIX aHaJIM3a npakTudeckux | 3amanus (1-23)

NOTPEOUTENSIMA AJIS1 TIOBBILICHHUS | TEXHOJIOTHH M TJI00aJbHBIX | CHTyallMid M KEHCOB, JesaTh
3¢ GEKTUBHOCTH  MAapKETHHIOBBIX | HH(OPMALIMOHHBIX PECYPCOB B | IPaBUIIbHBIC BBIBOBI.
peuieHuii B paMKax yIpaBlICHHUs | mpouecce YIPaBICHUS
KJINEHTCKOH JIOSJIBHOCTBIO BiiaieTh | MapKeTUHIOBOM

MHCTPYMEHTOM 3¢ GEKTUBHOM | AEATENBHOCTBIO.
KOMMYHUKAllMM B yCTOH M
HACHEMEHHOM dhopme TUTA
MIOCTPOEHUSI KOHTAKTa C LEJIEBON
ayJIUTOPUH, HaBbIKaMU
COBPEMEHHBIX CIIOCOOOB aHAM3a
BbIOOpa MapKETUHIOBOM CTpaTteruu
YIOPaBJICHUS  OTHOLIEHUSIMU  C




MOTPEOUTEISIMH c y4eToM
COCTOSIHUS Om3HEC-CpeIbl
OpraHu3aIH

1.2 IIIkanel OlIEcHUBAHUS:

Tekyuii KOHTPOJIb YCIIEBAEMOCTH U TMPOMEXKYTOUYHAs aTTECTAIlUs OCYILECTBIISIETCS B
paMKax HaKOIUTEJIbHOM OallIbHO-PEHTHHTOBOM cucTeMbl B 100-0anapHOM 1IKase:

3ager

50-100 6amoB (3ader)

0-49 GamtoB (He3auer)

2 TumnoBble KOHTPOJIbHbIE 3aJAaHMA WM HHbIEe MaTepuaJ/ibl, HE00XOAUMbIEe AJISA
OLleHKM 3HAaHMH, YMEeHUM, HaBBIKOB U (MaH4) oOnbITa JeATeJbHOCTH,
XapaKTepusywiux 3Tanbl GOopMUPOBAHMA KOMIIETEHLIUM B Ipolecce OCBOEHUS
o06pa3oBaTeJbHON MPOrpaMMbl

Bompocsl k  3ayery

1. Ponb noBeaenust notpeduTeneil B NPUHATUN MapKETUHIOBBIX PELICHUH.
2. [TorpebuTenbckas OpUEeHTALMs OpraHU3alMK: BHEIIHUN U BHYTPEHHUN MApKETHHT.
3. O0mmas MoieIh MOTPEOUTEITBCKOTO ITOBEICHHMS.
4. Mapketunr otHomeHuit (CRM); necTHuIa JOSILHOCTH.
5. @axTopsl r11006aNM3alry PHIHKOB U UX 3HaY€HHE B paboTe ¢ MOTPEOUTEIAMHU.
6. ®akTOphI BHEIIHETO BIMUAHUSA Ha NOTPEOUTEIHCKOE TIOBEICHNE
7. KynpTypa 0011ecTB, €e KOMIIOHEHTHI U MX MCIIOJIb30BAHUE B MAPKETUHTOBBIX
pEILICHUsX.
8. KynbTypHble Bapuanuu B HOTPEOUTENHCKOM [TOBEIEHUU.
9. Ocob6eHHOCTH KPOCC-KYJIBTYPHBIX U ITI00AJIBHBIX MAPKETUHIOBBIX CTPATErHii:
MOTPEOUTENTHCKHI aCTIeKT.
10. ConmanbHoe NOJI0XKEHNE MOTPEeOUTENs, €ro J1eTePMUHAHTHI U 3HAUYCHHE IS
MapKETHUHTOBBIX PELIEHUI.
11. Tuns! Tpynn BIUSHUS HAa TOTPEOUTEIHCKOE MOBEICHUE U UX UCIIOJIb30BAHUE B
MapKeTHHTE.
12. Mogenu nponeccoB NepCOHAIBHOTO BIUSHUSA U MAPKETUHIOBBIE PELICHMUS. .
13. Auddy3us nHHOBAIMH, KIacCudUKAIUs TOTPeOUTEIEH 0 CKOPOCTH OCBOCHUS
MHHOBAIWH U €€ MCIOIb30BaHUE B MAPKETHHTE.
14. JIuua, Bnusitomve Ha MHEHUS: XapaKTEepUCTHKA, MOTUBALUS BIMSHUS U UX
UCIIOJIb30BaHNE B MapKETHHTE. .
15. JIoMOX0351CTBO, €ro TUIIBI U IMHAMHUKA B MAPKETUHIOBBIX PEIICHUSIX.
16. JIoM0X035HCTBO: poJieBOE OBEJCHNE U COLIMATN3AIMs TOTPeOUTENS.
17. BuyTrpeHHue (pakTopsl MOBEACHUS MOTPEOUTENEH - UX 3HAaUCHUE U cieln(UKa.
18. IIpouecc 00paboTkK MHPOPMALUK TOTPEOUTENEM U €r0 MapKETHHTOBOE
3HAYEHUE.
19. Bocnpusitie, ero KOMIOHEHTHI M pojib B 00paboTke nHpopManuu
oTpeduTeNneM.
20. YpaBneHHue SKCIO3ULUEN 1 BHUMAHUEM B OTPEOUTEIHCKOM BOCIPUSTHH.
21. MeTtoabl KOTHUTUBHOTO 00y4YeHUS U cpepbl UX UCIIOIb30BAHUS B MAPKETHHTE.
22. Cxema MoTHBaluu. MOTHBBI TOBEIEHUS MOTPEOUTENEH, UX BUJIBI U
HCIOJIb30BaHUE B MapKETHUHTE.
23. )Ku3HeHHBbIN CTUIIb TOTpeOuTeNeil, ero Moaeau U cepbl UCIOIb30BaHUS B MApKETHHTE.
24. ®opMHUpoOBaHUE U U3MEPEHHUE 3HAHUS MOTPEOUTENIS O MPOTYKTE, €r0 MOKYIKE U
HCIOJIb30BaHUU.
25. OTHOLIeHHE OTpeOHUTENel K IPOAYKTY, IPOU3BOIUTEINIO, IPOJABILY U METOIbI




€ro U3MEpEHHUS.
26. KoMIIOHEHTHI OTHOIIECHUS TOTpeOUTENCH (K POAYKTY, MOCTABIINKY) U UX
HCIOJIb30BaHNE B MAPKETUHIOBBIX PEIICHUSX.

27. MynbTHaTpUOYTHBHBIC MOJIEITM OTHOIICHUS TOTPEOUTENICH K IPOTYKTY.

28. MI3MeHeHue OTHOIICHUS MOTpeOUTeNs K MPOAYKTY 10 ad(EeKTUBHOMY,
MOBEJEHYECKOMY U KOTHUTUBHOMY KOMITOHEHTaM.

29. Ponb 1 THITBI CUTYAIIMOHHBIX (DAKTOPOB, CUTYAIMI B IPUHATHH PEILICHHS O

MOKYIIKE.

30. Kpurepun xnaccuukanuu moTpeOUTEITLCKUX PEIICHUI U UX 3HAYCHUE B
MapKETHUHTIE.

31. AkTuBaIus 0Co3HAHUs MPOOIEMbI TOTPEOUTEIIEM.

32. udopmaIimoHHBIN MOUCK B IOTPEOUTEIIHCKOM PEIICHUH: 3HAYCHHUE U
XapaKTEPUCTHUKHU.

[IpaBuna npyHATUS PELICHUN: BUABI U 3HAYEHUE B MAPKETHUHTIE.

BapuaHTbl HCIIOJIb30BaHUS IIOKYIIOK M UX MApPKETUHIOBOE 3HAYCHHUE.
[TocnenokynoyHas oleHKa albTePHATHB; IIYTH COXPaHEHUS OTPeOUTENEH.

JlenoBoe NMOKyNaTeabCKOE MOBEAEHUE: 0COOEHHOCTU U MOJIEIb.

Konceromepusm - cropus u riiodanbHble nepenekTuBbl. [IpaBa notpedureneii.
[IpaBa moTpebuTeneii u rocperyaupoBanne. Peakius On3Heca Ha JBU)KEHUE TOTpedUTENei
Knaccudukanus norpedUTenbCKOM JTOSIIBHOCTH.

OMo1MOHaIbHAs JIOSUIBHOCTD, PalliOHAIbHAS JIOSIIBHOCTD.

VY 10BIIE€TBOPEHHOCTB U JIOSTIBHOCTD.

MeTo/1bl OIIEHKU KJIIMEHTCKOW JIOSJIbHOCTH.

Buapl v TUIIBI IPOrpaMM NOOILIPEHUS KIIMEHTOB

HoBpble MeTO1pI BO3CHCTBHS HA TOTPEOUTEIHCKUI BHIOOP: BUPYCHBI MAapKETHHT.
HoBble MeTO1bI BO3ACHCTBUS HA TOTPEOUTENBCKUN BEIOOP: MOOUITBH bIii MAPKETHHT.
Kpurepun onenkmn:

33.
34.
35.
36.
37.
38.
39.
40.
41.
42.
43.
44.
45.

©COoNOA~WNE

10.
11.
12.

oueHka «3ader» (50-100 GanoB) BHICTABISETCSA CTYIEHTY, €CIU H3JIOKEHHBIH MaTepuall (pakTH4ecKu
BEPEH, HAJIMUYUe TIyOOKMX HMCUEPIBIBAOIIMX 3HAHUN B 00beMe IPOIIEHHON IpOorpaMMbl IPaMOTHOE U
JIOTUYECKH CTPOMHOE M3JI0KEHHE MaTepuaja IpU OTBETE, YCBOCHHE OCHOBHOW M 3HAKOMCTBO C
JIOTIOJIHUTEBHON JIUTEPATYpOi; HaJIUUUe TBEPABIX M JIOCTATOYHO IOJIHBIX 3HAHUI, YETKOE M3JI0KEHHE
MaTepuasa, IOIYCKAlTCS OTHEIbHBIE JIOTUYECKME M CTWJIMCTUYECKHE IOIPEUIHOCTH; H3JI0KEHUE
OTBETOB C OT/I€IbHBIMH OIIMOKaMH, YBEPEHHO HCIIPABICHHBIMU MOCIIE IOTIOJHUTENbHBIX BOIPOCOB;
orenka «Hezader» (0-49 0ayuioB) BBICTABISICTCSI CTYACHTY, €CIIH OTBETHI HE CBSI3aHBI C BOIPOCAMH,
HaJMuue rpyobIX OMIMOOK B OTBETE, HEIOHUMAaHHUE CYIIIHOCTH M3JIaraéMOro BOIPOCA, HEYBEPEHHOCTh U
HETOYHOCTb OTBETOB HA JIONOJHUTENBHBIE U HABOSIINE BOIPOCHI.

Bonpocs! a1 yCcTHOro onpoca

Knuentckas 6a3a kak HemMaTepualbHbIN aKTUB KOMIIAHHH.

HpaiiBepsl KIMEHTCKOTO KalUTaIa.

HanaxuBanue yCTOMYMBBIX CBA3EH U OTHOUIEHUH C KIMEHTaMHU.

Koaddurnment Tobuna.

Mogens nepexoa NpeAnpUsITHs K OPUEHTALMK HA KIIMEHTA, TOJIMTUKA OPUEHTALMK HA KIINEHTA.
TexHOJIOTHs IPUBJICYEHUS KIIUEHTOB.

Hcnonp30BaHne NCUXOJIOTUYECKUX 0COOEHHOCTEN KIMEHTOB.

[TorpeOuTenbckas HIEHHOCTh KaXI0T0 YeJIOBEKa

WNHCTpyMEHTBI IPUBJICYEHHs KIIMEHTOB: peKilama, akIlMM, HHTEPHET TexHoJoru u aAp. dopmupoBanue
KJIMEHTOOPUEHTHPOBAHHOTO TIOBEACHNUS TEpCOHAIA.OPUEHTAIINS Ha KIIMEHTa — KITI0UeBOM (akTop ycrexa
MPEITPUITHSL.

OBOIIOLMS IKOHOMUYECKUX MApaIUrM KIMEHTOOPUEHTUPOBAHHOCTH.

PocTt BoBI€UEHHOCTH, MOJIE€Th BOBJIEYEHHOCTH MOTpeOUTENIEH

OcCo0eHHOCTH MapKeTHHra MapTHEPCKUX OTHOUIEHWH: JTOJNTOCpeYHas MEepCIEeKTHBA, BBICOKAs CTETEHb
B3aMMOJICHCTBUSL ¢ TOTpeOuTeneM, BOBJIEUEHHOCTh BO B3aumojeiicTBue. [IpuHIMMIBI MapKeTHHra
B3aUMOOTHOLICHUH.



13. ®opmbI B3aMMOJEHCTBUS C KIIMETHTAMHU.

14,

B3aNMMOCHCTBHUS.
15.
16.

[Mupamuna 3amay MapKeTHHra OTHOIIGHU: MPHOOPETEHHWEM KIMEHTa, YAepXKaHue, paclIupeHue

B3anMooTHoIeHns OpeHia u moTpeouTers.
WnenTudukanys KIMeHToB. TuPGepeHIUAIINS KIMSHTOB.

17. ictouHuk npuOBUIH MIPEANPUITHS HE TOBAP, a KJIUCHT.

18.

JluHamuka moTpeOUTEIbCKOTO MTOBEACHHUS

19. HYTB OT IMOTCHLHUAJIBbHOTI'O ITOKYIIATEIIA A0 JIOAJIBHOI'O KIIMCHTA.

20.
21.
22.

23. Uuanekc

Nccenenoanus Mutrana u Jlaccapa — BiusiHEE yAOBJIETBOPEHHOCTH.

JKu3HeHHbI LUK B3aMMOOTHOILIECHHUS C TIOKYTIaTEeJIEM.

B3anmopeiicTBre MeX1y YpOBHEM yJOBIECTBOPEHHOCTH M JIOSIIBHOCTH MOTPEOUTENEH.
YIIOBJIETBOPEHUS

norpedureneil. MoJenb  YIOBIETBOPEHUS

Koadduuument orcrynundecta (0TKasa).

24.
25.

AHanM3 OTHOIICHUS TOTPEOUTENEH K TOBapy C MOMOIIb0 nojaenu dumobeiira
Crpaterus ynpaplieHUs JOSIILHOCTBIO MOTPEOUTENEH, TOSIBHOCTD KaK CJI0XKHOE SIBIICHUE, (PpPMHUpPyeMOe

110 BJIMSHHUEM KOMIIJIICKCa (l)aKTOpOB.

26.
217.
28.
29.
30.
31.
32.
33.
34.
35.
36.
37.

Tunel 10S7HOCTH.

Kpumepuu oyenueanus:

JlecTHHUIIa TOSJILHOCTH.
CranmapTHbIE HHCTPYMEHTHI IIPOTPaMMBbI JOSIIBHOCTH.
.HOHJII)HOCTBI)I)I) Hu HpI/IBep)KHHHOCTI) KIIMCHTOB.

WMHauKaTopsl MOBECHUS JIOSUIBHOTO MTOTPEOUTEIIS.

Cranuu KIMEHTCKOM JIOSIIbHOCTH.

3aKOHBI JIOSUIBHOCTH.

Y pOBHHM JIOSIBHOCTH.

Onenka nosmibHOCTH - HHAEKC NPS/ moTpedurenbckas IeHHOCTD KIIMEHTOB.
[Tporpamma popmMUpoOBaHUS JTOSITBHOCTH.

HMHCTpyMEHTBI NOBBIIEHUS KIMEHTCKON JIOSUIBHOCTH.

JlosibHOCTD U (PMHAHCOBBII pe3yibTar.

- OIICHKA 5 OaioB
BBICTaBJISICTCS
oOy4aroremycs, eciu

OH [eMOHCTpUpPYET 3HAHHE II0 BOIPOCAM TEMBI, MCIIOJIb30BAJl
JONOJTHUTEIbHYIO HAy4YHYIO JMTEpaTypy IO TeMe, pa3BEepHYTO
OTBETUJI HAa BONPOC, APryMEHTHUPOBAHO BBICKA3all CBOIO TOUYKY
3peHHsl, CHOPMYIHUPOBAT CAMOCTOATEIbHbIE BHIBOIBI.

- OLICHKA 4 Oaiua
BBICTABJISIETCA

o0yyJaromemycs, eciu

OH YCBOMJ MaTepuall TEMbI [0 BOIPOCAM B pPAMKax OCHOBHOU
JUTEpaTyphl, Pa3BEPHYTO OTBETHJI HAa BONIPOC, apryMEHTHPOBAHO
BbICKa3aJl CBOI0 TOYKY 3PEHUs, CPOPMYIHUPOBAT CAMOCTOSTEIbHBIE
BBIBOJIBI.

OILICHKA 3-1 Oain
BBICTABJISIETCA

o0yyJaromemycs, eciu

OH (bparMeHTapHo YCBOWJI Marepuajl, HEAOCTATOYHO PA3BCPHYTO
OTBCTUJI Ha BOIIPOC, HEC MPOABJIAI AKTHUBHOCTH IIPpHU O6CY)K]16HI/II/I
AUCKYCCHUOHHBIX BOIIPOCOB, HEC C(l)OpMyJ'II/IpOBaH CaMOCTOATCIIbHBIC
BBIBOJbI.

OIICHKA 0 OaJuI0B
BBICTABJISIETCA

o0yyJaromemycs, eciu

OH HC YCBOUJI TEMY, HC OTBCTUJI HU HAa OJUH BOIIPOC.

MaxkcumanbHas cymMMa 0ajioB 1o ycTHomy orpocy 40 6aiioB (8 0TBETOB O YCTHOMY OIPOCY 1o 5 0ansioB).

Tect no Pazneny 1 MapkeTHHroBbIe TEXHOJIOTHHU YIIPABJICHHUS KJINEHTCKOM JI0SJIbHOCTHIO

TECTbBI

1. YTo U3 MepevrcIeHHOr0 HIKe OTHOCUTCSI K BHYTPEHHUM MCTOYHUKAM HH(OpPMaIlUH MOKynaress?

A) pexnama

0) TMYHBIN OTBIT™

B) uH(popmanus 8 CMU

') PEKOMEH/IAIIMT 3HAKOMBIX

2. JIns yero B HEpPBYIO ouepeab HEOOXOIUM aHaJN3 MOBEIeHHS oTpeOuTenei?

noTpeOHOCTEH




A) I OTIEHKH JTOJIA PHIHKA

b) mns cozmanmst 6a3 JaHHBIX

B) nnst mmaHupoBaHus 00beMa mpoaax

I') mns mtaHupoBaHUS MapKETHHTOBBIX NEHCTBUI™

J1) anst onpeieieHus OTHOIICHHS TIOKyTaTelel k pupme u ee ycmyre

3. JlosmbHOCTD MOKyMaTeNneH, Mpyu KOTOPOi paccMaTpUBAIOTCS M3MEHEHUS B UX MTOBEJCHUH, HO TIPU 3TOM He
yKa3bIBAIOTCS (PaKTOPHI, BHI3BIBAIOLINE JaHHBIC M3MEHEHHS:

a) KOMILICKCHAS JIOSUITHbHOCTh

0) JTO’KHAS JIOSUTBHOCTh

B) BOCHIpUHHUMAaeMast JOSUIbHOCTH *

T') IOBEICHYeCKas JIOSITbHOCTh

1) UCTHHHASI JIOSUTEHOCTh

4. XapaKTepUCTUKHU «BBICOKAs! yIOBIETBOPEHHOCTh MAPKOH — MOKYITKa KOHKYPUPYIOIIEH MapKim» B MaTpHIIe
«JI0STBHOCTB/y TOBJIETBOPEHHOCTDY MPUCYILH ... JIOSUITBHOCTH:

a) ICTUHHOU

0) TOXKHOM

B) JIATEHTHOW *

T') OTCYTCTBYIOIIEH

5. Kakoii u3 ypoBHel oTHOIIEHUH (UPMBI C TOTpeOUTETIEM MOKHO Ha3BaTh MAPTHEPCKUM?

A) dupma oka3bIBaeT yCIyry ¥ MOTOM HE MPEANPUHUMAET HUKAKUX JAeHCTBUI

B) pupma okaspiBaeT yCIyry u POCHUT U3BECTUTh, €CITH BO3HUKHYT KaKHe-TO MPOOIEMBI

B) dupma HenpepsIBHO paboTaeT ¢ KITMEHTOM JUIS TTPEI0KESHUS JTYIIei MOTPpeONTEeIhCKOW IEHHOCTH *

I') mocnie okazanust ycayrd IpoJIaBel] caM 3BOHHUT HOKYIIATEIO TSl IPOBEPKH CUTYallUH

6. Kak Ha3pIBaroTCS pOrpaMMBbl JIOSITBHOCTH, Y9acCTHE B KOTOPBIX MPUHUMAIOT HECKOJIBKO Pa3IMYHbIX (UPM U3 pa3HBIX
cdep 6usneca?

A) KpaTKOCpOUYHBIE

B) nonrocpounsie

B) 6onycHbIe

J1) AMCKOHTHBIE MPOTPAMMBEI

E) koamunuonneie™®

X) nanuBuIyanbHbIe

7. MapKeTHHT B3aMMOOTHOIICHUH — 3TO COBOKYITHOCTh MPAKTHYCCKHUX ITPUEMOB yiepkaHus moTpeduTens. CoriacHsl Jin
BbI C IPUBCACHHBIM OHpCIleHeHI/ICM?

A) na

b) Her

B) aTo ostHa U3 TOYEK 3peHUs

I') aTo BechbMa ycioBHOe ompesienienne™

) aTo 3a0myxeHue

8. BbI cOrnacHsI ¢ yTBEPIKJICHUEM, YTO «MAPKETUHT B3aHMOOTHOIIICHUH 00ECIICUNBACT CHIKCHUE U3JIEPIKEK (PUPMBI,
0COOEHHO CBSI3aHHBIX C IMPUBJICYCHNUEM HOBBIX KIUEHTOBY?

A) ma*

b) Her

Tect mo Pazneay 2. MapKkeTHHroBbI€ TEXHOJIOTHH YIIPABJICHHUS KJIMEHTCKOM J0SINIBHOCTHIO

9. BbI cornacHsl ¢ yTBEpkKAEHHUEM, YTO «MAPKETHHT B3aMMOOTHOLIEHUI MTPUHOCUT TOTPEOUTEITIO Psifl ICUXOJIOTUYECKHUX,
SMOLHMOHAIBHBIX U 3KOHOMHYECKHX BBITO/1»?

A) ma*

B) ner

10. JlosmbHOCT MOTPEOUTENS KaK MOBEACHUECKHA (haKT BO3HUKAET B CBA3H C TEM, UTO:

a) MOKyMaTeb JA0JIT0e BpeMsl IPUOOPETaeT YCIyry y OJHOTO U TOTO K€ MpoJaBIa

0) ycIIyru Ipyrux KOHKYPEHTOB XY/IIET0 Ka4ecTBa, YeM Y JJaHHOTO TPO/IaBIia

B) MOTPeOUTENH BOCIPUHUMAET BCE BBITOJIBI U ITOJIB3bI, KOTOPBIE MPEIOCTABISIET €My KOHKPETHBIM MpoaBel ycayru™®
T') BCE BBICKa3bIBAaHUS NPABUIIbHBI

1) HET TIPAaBUIIbHBIX BbICKa3bIBAaHUN

11. JlostmbHOCTB 00SI3aTENBEHO BKIIFOYAET B CBOIO CTPYKTYPY MOJIOKHUTEIFHOE OTHOIICHUE MTOTPeOUTENel KO BCEMY, UTO
KacaeTcsl NeATENbHOCTH OPraHU3alliH, €€ IPOAYKTOB U YCIIYT.

A) BepHO BO BCEX CITydasix

B) BepHO TONBKO B CiTy4ae HCTUHHOW JOAIBHOCTH *

B) HeBepHoO



12. Kakoif Bua MapKeTHHTa CO3/1aeT MOBBIICHHBIN YPOBEHD COITMAILHOTO B3aUMOACHCTBHIS MEXKIY IIPOJIABIIOM U
TTOKyTIaTeeM?

A) MapKeTHHT B3aUMOOTHOIICHHUIT*

b) BHYTpeHHMIT MapKETHHT

B) TpancaknnoHHBINM MapKETHHT

I') TpaguoHHBINH MapKEeTHHT

13. Kakoii Buj MapkeTHHra ooecreunBacT HaJTMuue KIIFOUeBOU IpyIbl TOTpeduTeneii?

A) MapKeTHHT B3aHMOOTHOIIICHHI *

b) BHyTpeHHMIT MapKETHHT

B) TpaHcakunoHHBII MapKeTHHT

I') TpaguIOHHBIN MapKETHHT

14. Kakoil BuJ MapKeTHHra KOHLIEHTPUPYETCA Ha OOMEHHBIX OIepaluiax MEXIy IOKYIaTeJIMU U IPOJaBLaMy,
XapaxkTepu3yeTcs OrpaHUYeHHBIMA KOMMYHHKALUSMH U CJIa0BIMHU CBSI3SIMH CTOPOH?

A) MapKeTHHT B3aUMOOTHOIICHUH

b) BHyTpeHHMIT MapKETHHT

B) TpancakuuoHHbBIN MapKeTHHT™*

I') TpaguoHHBINH MapKEeTHHT

15. Ilox BnusiHUEeM Kakoro (haktopa hopMUpyeTcst 0OJbIIas TEPIIUMOCTD TOTPEOUTEIS K TpoMaxaM KOMIIaHUU U
CHIDKAIOTCA 3aTpaThl IPU HeyAayax?

A) pacmpeHne 30HbI TOJIEPAHTHOCTH

b) nmpuBep>xeHHOCTH

B) ynosnersopenHoCT *

I') Hu3kMe 3anpocsl

16. Yero no3BosiseT AOCTUYD MPUBEPKEHHOCTh MOKynaTensa? (yKakUTe Bce BO3MOXHBIE BApHaHThl OTBETA)

A) Goree MATKOTO U TEPIIUMOTO OTHOIIIEHUS CO CTOPOHBI TOTPEOUTENS K «IIPOMaxam» KOMITaHUHU *

B) Gonbieit y0BIeTBOPSHHOCTH

B) Gosee HU3KKX 3aIIPOCOB MOTPEOUTEIIS

I') obneryenns mporecca KOMMYHUKAIIUK MEKy KOMIIAaHUEH U IOTpeOuTeIeM

TecT o Paszle.ny 3. MapKeTI/IHFOBbIe TCXHOJOTUH YIIPABJCHUA KJHEHTCKOM JIOAJIbHOCTbIO

17. Kak Ha3pIBaeTCs OJUH U3 METOJ0B U3MEPEHHUS CTaTyca JIOSIbHOCTH?

A) MeToJ TO4YeK COPUKOCHOBEHUS

B) moctpoenue kapThl peIHKa

B) onienka ypoBHs yAOBIETBOPEHHOCTH *

I') He MOAXOIUT HU OAWH U3 METOAOB

18. BriOepuTe U3 HIKE MEPSUNCIICHHBIX METO0B T€, KOTOPBIC UCTIONB3YIOTCS JJIs pa3pabOTKU U aHajIK3a mpoiecca
B3aMMO/JICHCTBUS MOKYIIATENS U TPOJIaBIIa:

A) nuarpaMMHO€ TTPOEKTUpOBaHHE™

b) xoHKypeHTHas KapTa peIHKa

B) penmxunupuHr*

I') snumuHMpoBanue

JI) moTpeduTenbCkuii crieHapuit*

E) Touku conpukocHoBeHHS ™

19. Ipu momMom¥ METO/1a TOUYEK COTPUKOCHOBEHHS MOXKHO OKa3bIBAaTh OMNpEIEIICHHBIC YIPABICHYECKE BO3ICHCTBUS Ha
MEPCOHAN OpTaHu3alnu cepsl yCIyT.

A) BepHO

b) nesepuo

B) BepHO, eciu peyb HAET 0 KOHTAaKTHOM IepcoHaie™

20. CobObITHE MOXKET OBITH OTHECEHO K KPUTHYECKHM, €CIH OHO (YKaXKUTE OMH BapUaHT OTBETA):

a) IIpocro mpownzornuio

0) meno ocoboe 3HaueHME 17151 ONHON M 00EUX B3aUMOAEHCTBYIOIINX CTOPOH™

B) [IpuBeno k KOHPIUKTY

r) [IpuBeno k MakCUMaIbHO TOTHOMY YIOBIETBOPEHHUIO OT MOTy4aeMON yCIyTH

1) OJTXOJISIT BCE BaPUAHTHI

e) He monxoanT HU oMH BapuaHT

21. K xakomy ypoBHIO OyIyT OTHECEHBI B3aNMOECHCTBUS IIPH MOTYyUYEHUH YCIYTH YaCTHOW KITMHUKH?
A) Bricokas cTeneHb B3anMOIEHCTBUS *

B) OcHoBHOE BHMMaHUE yAEISIETCS 00CITY)KUBAaHHIO C HCIIOJIB30BaHUEM 000PYIOBaHHS

B) OcHoBHOE BHUMaHHUE YAEIAETCS] KOHTAKTaM C 00CITYXKHBAIOLIMM EPCOHAIOM



I') Huzkas crereHs B3anMOIeHCTBUS

J1) He moaxoauT HU OMH U3 BapUAHTOB

22. BHyTpeHHHI MapKETHHT HCIOJIB3YeTCs TSl (YKaKUTE OJVH BapUAHT OTBETA):

A) TOBBIIIEHUS JIOSITFHOCTH KIIMEHTOB

B) a¢dexTuBHON MOTUBALIUK COTPYAHUKOB, KOHTAKTHPYIOLIUX C KJIHMEHTaMU ¥

B) 6onee pe3ynbTaTHBHOTO UCTIONB30BaHHS KOMITIEKCAa MAPKETHHTA

I') nyist BCero BBIIETIEPEUNCIICHHOTO

23. BHyTpeHHHI MapKEeTHHT HalleJIeH Ha (YKaKHUTE TIaBHYIO TIeNb)?

a) CTUMYJIHPOBaHIE MTepcoHala

0) npuBieUeHNE OOJBIIETO YHCIIa KIUEHTOB

B) TIOBBIIIICHNE KA4eCTBA OOCITYy)KHBaHHUS KJIMEHTOB Yepe3 NeHCTBUS MOTHUBUPOBAHHOTO TIepCcoHama™
T') BBEJIEHHE HOBOW KYJIBTYPhI 00CITYKUBAHU

1) pa3BUTHEC MAPKETUHTOBBIX CTPYKTYP B OPTaHU3ALINU

24, MapKeTHHT OpraHu3aluu Cephl YCIYT, UCIIONIb3YEeMbIi I 3 (EKTUBHOW MOTUBAIIUU COTPYIHUKOB,
HEIMOCPEJICTBEHHO KOHTAKTHPYIOMINX C KITMCHTAMHU:

A) MapKeTHHT B3aMOJICHCTBUS

b) BHemHui MapKeTHHT

B) BHyTpeHHMIT MapKeTHHT*

I') MapkeTHHT B3aMOOTHOIITEHUH

25. B mogenu «TpeyroibHUK MapKETHHTa YCIYT» B3aUMOOTHOIICHHS MEXTY GUPMOI U TIEPCOHATIOM OTIPEICIISICT:
A) TpagUIMOHHBIA MapKETHHT

B) naTepakTUBHBIN MapKeTHHTa

B) BHyTpeHHU MapkeTHHT*

NHcTpykuusi MO BBINOJHEHHIO: oOydaromemMycss HE0OXOIMMO BBIOpaTh OJWH TPABHIBHBIA OTBET W3
MIPEITI0KEHHBIX.
Kputepuu onenkmu:
5 6aIOB BBICTABIISIETCS CTYJICHTY, €CJIM  TOJIy4€HbI npaBuiibHbIe 0TBETHI Ha 90-100% BompocoB TecTa;
4 Oayuta BBICTABIISICTCS CTYACHTY, €CIIU  TIOJyYEHBI TPaBWIbHBIE 0TBETHI Ha 70-80% BOTpOCOB;
3 GaJiia BBICTABISIETCS CTY/ICHTY, €CIIH  MOJIY4YeHbl IpaBUIbHbBIE OTBETHI Ha 50-60% BOMpOCOB;
(0 GasI0B BBICTABIISIETCS CTYJIEHTY, €CJIM  TIOJIY4€HBI TPABUIILHBIE OTBETHI MEHee, ueM Ha 50% BOIpoCcoB;
MakcumainbHas cymma 6asmioB 1o Tectam 10 6amtos (2 Tecta 1o 5 6aioB)

CuTtyanuoHHbIE 3aJaHUS, KEUChI
3aganme 1
[IpencraBbre, uTo BBl peanusyere KOHLUENIUIO UHAUBUYaTU3UPOBAHHOTO MAPKETHHTA (CM. TEMY  «DBOJIOLUS
TEOpU MOTPEOUTETHCKOTO TTOBEICHHUS).

Hanuwume nucomo ceéoemy nompebumento (Hapumep, 1o noBoy Kakoro-imuoo rnpa3aHuka, 3Ha4uMoro
COOBITHSA B €0 *HU3HU WK B *kU3HU Bamen ¢upmsr). [I1ucbM0 AOMKHO YOBIETBOPATD CIENYIOIINM
TpeOOBaHUAM:

a) OBITh IEPCOHAIU3UPOBAHHBIM, TO €CTh a/IalITUPOBAHHBIM K KOHKPETHOMY ajipecaTy (MMsl, BO3pacT, UHTEPECHI
UT. 1.);

0) OBITH HaIlEJIEHHBIM Ha MOJy4YeHUE KOHKPETHOM OTBETHOW peakuu ajipecara (MoCeeHne MEepOpUsITHS,
MOKYIIKa JIOMOJHUTEIBHOTO KOJIMYECTBA TOBApa, 3al0JIHEHUE aHKETHI U JIp.);

B) COJEpPKaTh MPEUI0KEHHUE, KOTOPOE OYJEeT JOCTaTOUYHO MPUBJIEKATENbHO /JI1 KOHKPETHOTO NOTPeOUTeNs U
MOTHBHPYET €r0 Ha COBEPIIEHUE OTBETHOIO JEHCTBHUSL.

O6ocHyiiTe BbIOOp KOHKPETHOTO KaHalla JJ0CTaBKU cOoO00IIeHus moTpedurento (moura, MuTepHer, gaxc u 1p.).

3aganue 2

OTBeTbhTE Ha CIIEAYIOINE BOPOCHI IPUMEHUTENHHO K BEIOpaHHOMY ToBapy (cMm. TeMy  «MojenupoBaHue
MOTPEOUTENHCKOTO TIOBEJICHUS»):

a) Kakol 1moaxo/ Hanbosee 11eecoo0pa3Ho MPUMEHSTH JJIsl ONTUCAHUS TIOBEACHUS IOTPEeOUTENs TOBapa
(3KOHOMHUYECKH, ICUXOIOTMUECKUMA, COLIMOIOTMYECKUIA)?

0) ecii UCIIONIB30BaTh MOJIENIb YEPHOT'O SIIMKA, TO Kakue cTUMYIbI (3—5 npumepoB) OyayT JeiicTBOBaTh Ha
BXOJI€ B UEPHBIN SIIIUK?



B) Kakue (axtopsl (3—5 mpuMepoB) B HAUOOIIBIICH CTETIEHN BIUSAIOT Ha IPUHUMAEMOE ITOTPEOUTENIEM pellIeHIe
10 TTIOBOJTY IaHHOTO TOBapa?

3ananue 3

CocraBbTe (PYHKIIMOHAIBHYIO KAPTY CETMEHTAIIUH JUIsl BHIOPAHHOTO

ToBapa (cM. Temy  «[Iporecc mokynaTenabCcKoro NoBEACHUS HHANBU

na»). CerMeHTOB moTpeduTeneil T0mKHO ObITh HE MEHEE TPEX, a PACCMATPUBAEMBIX (PYHKIIMOHAIBHBIX CBOWCTB
TOBapa — HE MCHEE YEThIpeX.

Crenaiite BBIBOA: I KAKOT'O CETMEHTA PhIHKA BBIITYCKAETCs JAHHBIN TOBAp U Kak ero 3(¢exkTuBHO
MO3UIIMOHUPOBATH?

3ananue 4

[IpencraBbTe, 4TO MIPOJAETE CBOM TOBAP U JUIsl KOHEUHBIX M0JIb30BATENIEH, U ISl OPraHU3ALMH (IIPOMBIIIEHHBIX,
TOPIOBBIX WJIM HEKOMMepYecKUX) (cM. TeMbl  «lIporecc mokynarenbckoro noBeAeHus

uHauBuaa», «llokymarenbckoe moBeeHue opranu3anuity). s o00ux TUIIOB MOKyMaTeNneil MpuBeIuTe
OTBETHI HA CJIECIYIOIINE BOIIPOCHI.

— Kakyto motpeGHOCTh yOBIETBOPSIET JaHHBINA TOBap?

— I'ne nokynarenu 6yayT uckath HHGOpMaLUIO O ToBape?

— KaxoBsl OyyT riaBHBIE OIEHOYHBIE KPUTEPUH JaHHBIX IOKYIaTeIel mpu BeIOope ToBapa?

— Ot yero OyzeT 3aBUCETh yJOBJIETBOPEHHOCTh OKYIKOW JaHHbBIX IOKYyHaTenen?

3apanue 5

[IpencraBere, uTo Bam HEOOXOAMMO TIOJTOTOBUTHCS K IMPOBEICHUIO KOMMEPYECKHX TIEPETOBOPOB CO CBOUM
MOTEHIIUAJIbHBIM TOPTOBBIM IMOCPETHUKOM IO MTOBOY MPOJAXKH MapTuu ToBapa (cMm. TeMy  «llokynarensckoe
MOBEJICHHE opranu3anuii»). ChopMyIupyinTe 4eTKYI0 U KOHKPETHYIO 11€J1b, KOTOPOU BBl XOTUTE JOCTUYH B
nporecce clenku. J{aiiTe oTBeThl Ha CIEAYIONUE BOPOCHI.

— Kakoit Bel BuanTE 11€716 CBOETO MTapTHEPA?

— Ha xakue MakcuMmanbHble YCTYNKH Bl MOXkeTe moiitu B 3ToM caenke?

— Ha kakue ycioBHsI HUKOT/Ia HE coryiacuTcst Barmn maptHep u modemy?

— Kaxk Br1 Oynere nelicTBOBaTh, €CiIH COTJIAIICHNE C JAHHBIM MTOKYIATeleM Ha IPUEMJIEMBIX YCIOBUAX HE OyaeT
JTOCTUTHYTO?

3ananmue 6

IIpencraspTe, 4TO IPOBOJAUTE KOMMEPYECKHE IIEPETrOBOPHI CO CBOUM MTOTEHIMAIbHBIM TOPTOBBIM ITOCPEIHUKOM
I10 TIOBOJlY MPOAAXKH

naptuu ToBapa. ChopmynupyiiTe xenaeMblii KOHEUHBIH pe3yIbTaT MEPEroBOPOB OT CBOEr0 MIMEHHU U OT UMEHH
CBOETO MapTHEpA.

Oo6aymaiiTe mporenypy MoMcKa peleHns B X0/1e KOMMepUeCcKux rneperoBopoB (cMm. temy «IlokynaTenbckoe
MOBE/ICHUE OpraHU3aLHil»).

OnuimmMre KOMIPOMUCCHOE PELIEHUE, ITPH KOTOPOM KaX/1as CTOPOHA UJET

Ha IIPUMEPHO PABHBIE YCTYIIKH, KEPTBYSI YACTHIO )KEJIAEMOM BBITOJBI.

3areM NMpeniokKUTe OJJHO WK J1Ba B3aUMOBBITOJHBIX PELICHNUs, KOTOPbIE, BO3MOXKHO, OTPEOYIOT OT apTHEPOB
JIOTIOJTHUTENBHBIX YCHIINN, HO IPUBEAYT K MAKCUMAJILHOM BBITOJ1€ AJ11 00€UX CTOPOH.

OTO Takue peleHus, Korjaa Kaxkaas CTOpoHa CTPEMHUTCS TOMOYb IPYTOi peluTh ee MpoOIeMy HaTydIIuM
00pa3oM U MOJIy4aeT BBIFOJly HE OT YCTYIOK MapTHEPA, @ OT aHAJIOTUYHBIX IEHCTBUMN APYTroi CTOPOHBI.

3aganue 7

OreHuTe CBOM COIMAIBHBIN KJIacC CHadana CyObeKTUBHBIM CIIOCOOOM, 3aTE€M C ITOMOIIBIO [TOKa3aTes
XomnuHruenaa (cMm. Temy «BiausiHue conuanbHOro NoJ0KEHUs Ha TIOBEJICHUE TOTPEOUTEIS»).

N3noxure cBOE MHEHUE: CIENYET JIM CETMEHTUPOBATh PHIHOK Bailiero tosapa 1o npusHaky COLMaIbHOIO
MTOJIOXKEHUS U IToYeMy?

3aganue 8

[lepeuncnure Tpu colMaibHbIE TPYIIBI, KOTOPBIE ABISAIOTCS Asi Bac pedepentapiMu (cMm. TeMy  «BnusHue
pedepeHTHBIX TPYII Ha TTOBEJAECHUE TOTPEOUTENN»). YKaKUTE, B OTHOIIEHUH KAaKUX TOBAPOB OCYIIECTBIISACTCS
BIUSTHUE IaHHBIX TPYIII U KakoBa (hopMa BIUSHUS M0 KAKJIOMY TOBapy (HOpMaTHBHOE, MH()OPMAIIMOHHOE WU
LIEHHOCTHOOPUEHTUPOBAHHOE BIHSHHE).



[TpumepoB TOBapOB T0JKHO OBITH HE MeHee 20.

3ananne 9

Hapucyiite 010K-cXeMy accoIMaTUBHON CETH ISl CBOETO ToBapa (cM. Temy  «O06paboTka nHbOpMAIHT
noTpeduTensMu»). B Hell 1omKHO ObITh Kak MHHUMYM 20 351eMeHTOB (00pa3oB, eNuHUIl HHPOPMAITUN ).
Beienure oiHy acCONMATUBHYIO CBS3b, KOTOPYIO MOXHO 3 ()EKTUBHO UCIIOIB30BATh IIPH TIO3UITUOHUPOBAHUH U
MIPOJIBMKCHHUH TOBapa.

3aganue 10

OrneHuTe cBOE OTHOILIEHUE K TOBapy, KOTOPbI Bbl HETaBHO MOKYyNaly, ¢ UCIOJIb30BaHUEM MHOTO(QaKTOPHON
(MynbTHATPUOYTUBHOI ) MOJENH (CM. TeMy  «3HAHHS U OTHOLICHHE TIOTPEOUTEICH»).

ITosicHuTe, Kak MPOU3BOAUTEIL TOBAPA MOXKET UCIOJIb30BATh HHPOPMaLMIo 0 BaiieM oTHOLIEHUN A7
COBEpPILIEHCTBOBAaHUS KOMIUIEKCA MApKETUHTA.

3apanue 11

IIpencraBpre, YTO BO3HUKIIA HEOOXOAUMOCTh ITy0KE€ U3yYUTh MOTUBBI U OTHOLIEHUE NOTpedUuTenei K
BBIOpaHHOMY TOBapy (CM. TeMbl «3HaHHS U OTHOLICHHUE NOTpeOuTeNei», «MOTUBAIMS U AIMOILIUH
moTpeOuTemnei).

CocraBbTe criucok u3 10 TECTOBBIX CJI0B (BBIpAXKEHUI) /Ul peain3alii METo1a CIOBApHOI accolualui U TpU
¢bpasbl 11 peanu3ali METoAa 3aBepieHus npeioxenus. O6ocHylTe BBIOOP JaHHBIX clIOB U ¢pa3. Kak
MO>KHO KOHKPETHEE ONUIIUTE, YTO BbI cMOXKeTe y3HATh MPU UCIIOJIb30BaHUH OIMCAHHBIX METO/I0B
IIPOCLIMPOBAHUS.

3aganmne 12

Hanummre 1Ba npogaromumx TeKCTa 0 cBoeM ToBape. [Ipogarommm TekcToM MOXKET OBITh TOAPOOHOE
0OBsIBIIEHUE B PEKJIAMHYIO T'a3€Ty, TEKCT MPE3CHTALUH ISl IMYHBIX [TPOAAXK, MMChMO NOKYIATEN0, ONMCAaHUE
TOBapa Ha CaTe U T. II.

JIBa TeKCTa JOJKHBI OBITh HAITMCAHbI TAKUM 00pa3oM, YTOObI OIMH U3 HUX 00pallancs UCKIIOUUTEIbHO K
palOHaJIBHBIM JOBOAAM W MOTHBaM, a I[perfI — UCKIIIOYUTCIIbHO WKW NPECUMYIICCTBCHHO K SMOITMOHAJIbHBIM
(cM. TeMbl  «3HaHUS U OTHOILEHHUE NOTpeduTene», «MOoTUBALMS U IMOLIMU TOTpeduTenein»). B kakux ciyyasx
Jy4IIe UCIOJIb30BaTh PAIIMOHAIEHO OPUEHTUPOBAHHBIH, a B KAKUX — YMOLIMOHATILHO OPUEHTUPOBAHHBINA TEKCT?

3aganue 13

PaccmoTpute nupamuay norpedHoctei A. Macnoy (cM. Temy «MOTHBAIMS U SMOLUH [TOTpeOuTeneii»).
[lepeuncnure ypoBHU NOTPEOHOCTEN U ISl KaX/10T0 YPOBHSI OMUIINUTE:

a) Kak1e NoTpeOHOCTH pa3InYHbIX YPOBHEH MO3BOJISET YAOBIETBOPUTH BIOpaHHBIH Bamu ToBap;

0) KaK MapKETUHT MOXET [TIOMOYb CO3/1aTh YCIOBHS JIJIsl HauOoJiee TOJTHOTO YI0BIETBOPEHUS MOTpeOHOCTEN
Pa3IMYHBIX YPOBHEH C NCIIOJIB30BAHUEM JAHHOIO TOBApA.

3ananue 14

[IpuBeauTte npuMep MATH PEKIaMHBIX CJIOTAHOB JIJIsl TOBAPOB BHIOPAHHOTO BH/IA (MJIM CMEXHBIX OTpaciei).
Omnpenenure A7 KaKIOTO CIOraHa MOTPEOUTENbCKUI MOTHB (MOTHBBI), HA KOTOPBII OH OPUEHTHPOBAH (CM.
TeMy «MoOTHUBAIMS U IMOIMH MIOTPEOUTENCH ).

SIBHBIE TO MOTHBBI UJIH HESBHBIE?

Kak Bn1 CUNTACTC, IPABUJIBHO JIK CACTIAHO O6paHI€HI/Ie K JaHHBIM MOTHBaM, MOXXHO JIX 4YTO-TO
YCOBEPILIEHCTBOBATH (JaliTe pa3BepHYTHII OTBET)?

3aganue 15

[IpoaymaiiTe MOTHBBI, KOTOPbIE MOTYT OOYKIaTh MOTPeOUTENS OTKa3aTbes oT Baiero ToBapa (cM.

TeMy «MoTHBaLus U 3MOIMK NIoTpeduTens»). [IpuBenure naTh 10BOAOB NPOTHUB MOKYNKHU Batrero ToBapa,
KOTOpBbIE BBl MOKeETE yCIbIIIaTh OT MOKYIATEIS.

Ha xaxnp1il 1oBOA IpUAyMaiiTe BO3pakeHUE IPOJaBLa, TO €CTh ApPT'YMEHT B I10JIb3Y COBEPLIEHUS MOKYIIKH.

3aganue 16

[IpuBeauTe TUI CBOETO TEMIIEpAMEHTa (CAHIBUHUK, (DJIETMAaTUK, MEJTAHXOJIMK, X0IepuK) (cM. Temy  «LleHHocTn
U JINYHOCTb NOTpeOuTess»). OTBEThTE Ha CIEAYIOIIUE BOIPOCHI.

— Kakas urpymika Obu1a y Bac camoit mo6umoii B 1etctae?



— ITokymka Kakoro ToBapa nomMoraer Bam nposiBUTh CBOIO IMYHOCTD MIJIM UyBCTBOBATh ce0sl caMUM c000ii?

— Ilokymnka kakoro ToBapa npoTUBOpeduT Bamemy temnepaMmenrty?

JlaiiTe Ipeano0KUTEIbHbBIE TN pealIbHbIE (HA OCHOBAHUHM ONIPOCa OKPYKAIOIIKUX Bac rozeil) oTBEThI Ha Takue
K€ BOIIPOCHI JUIs JIFOJIEH IPYTUX TPEX TEMIIEPAMEHTOB.

3aganue 17

IIpencraBbre, uTo nepen Bamu nmocrasiieHa 3a7a4a onpeaeuTh HalPaBJIEeHUs COBEPIIEHCTBOBAHUS CUCTEMBbI
3alUThI IpaB noTpedureneit Bamero ToBapa (cM. Temy  «OOILecTBEHHAs U [TPaBOBas 3aLUTA IOTPEOUTENIEN»).
JlaliTe OTBETHI HA CIIEAYIOLINE BOMPOCH (IPUMEHHUTEIBHO K CBOEMY TOBApYy M C YYETOM €r0 CIIeHUu(pUKN).

— KaxoBbl TpeOoBaHus K KauecTBY ToBapa?

— Kakoii Bper MOXKET IPUHECTH UCIIOIb30BAHUE HEKAYECTBEHHOIO

TOBapa U KaKOBbl HCTOYHUKH BO3MOXKHBIX YOBITKOB IOTpEOUTENS?

— B cnyuae npomaxu ToBapa uepe3 HTepHeT, Kakas HHPpOpMaLus T0JDKHA coaepxkarbes Ha VinTepHeT-caiiTe?
— MoskeT 11 oKymnaTellb BEpHYTh WX OOMEHSTh JaHHBIA TOBAp, €CJIM OH HaJUIeXkallero kauecTna?

— Kakoii Henoctarok Baiero Topapa MOXHO CUMTATh CYLLIECTBEHHBIM?

— IIpuBenuTe npumep HeAOCTAaTKa TOBAPA, KOTOPHI MOXKHO CYMTATH HECYIECTBEHHBIM.

— KakoB rapanTuiiablii cpok Ha TOBap?

— B TedyeHune kakoro cpoka noTpedUTEIh MOXKET 0OPATUTHCA K MPOJABIYY (M3rOTOBUTEINI0) HEKAUeCTBEHHOTO
TOBapa ¢ TpeOOBaHUEM PEMOHTA, 3aMEHBI UJIM BO3BpaTa JAcHer?

3aganue 18

[IpencraBbre, uTo nepen Bamu mocrapneHa 3ajada onpeaenuTh HAlPaBIeHUS COBEPIICHCTBOBAHUS CHCTEMBbI
3aIUTHI paB notpeduTeneit Bamiero ToBapa (cm. TeMy  «OO1ecTBeHHAs ¥ TPaBOBasi 3alUTa MOTPeOUTENEH»).
JlaiiTe OTBETHI Ha CIEAYIOLIUE BOMPOCH (IPUMEHUTENHHO K CBOEMY TOBApY U C YUE€TOM €ro CIeHu(UKH).

— KTo0 siBIIsIeTCSl OCHOBHBIM MTOTpeOUTEIeM TOBapa?

— Kakoii Bpesl MOKeT MPUHECTH HCIOIb30BaHHE HEKAYECTBEHHOIO TOBapa M KaKOBBI HCTOYHUKH BO3MOMXKHBIX
yOBITKOB IOTpeOUTENS?

— B kakue rocynapcTBeHHbIE U O0IIECTBEHHBIE OpraHU3alliy B IIEPBYIO ouepeib OyaeT oopamarbes
MOTPEOUTENH 3a 3alIUTON CBOMX IpaB?

— MoxeT 11 nokynaTenb BepHYTh WM OOMEHATH JaHHBIN TOBAp, €CIIM OH HAAJIEXKAIEro KauecTBa?

— Yero Brnpase TpeOOBATh MOKYNATENb, BO3BpAIlasi MPOJAaBIly HJIM U3TOTOBUTEIO TOBAP HEHAIJICKAIIIETO
KauecTBa?

— [IpuBeauTe mpuMep HEIOCTaTKa TOBapa, KOTOPHIA MOKHO CUUTATh HECYIIIECTBEHHBIM.

— SBnsiercst u Baun ToBap poporocTosiimum?

— B TeueHue kakoro cpoka nmoTpedUTesIb MOKET OOPATUTHCS K MTPOJIaBIy (M3TOTOBUTEINIO) HEKAYECTBEHHOTO
TOBapa ¢ TpeOOBaHHEM PEMOHTA, 3aMEHBI WJIM BO3BpaTa JieHer?

3aganmue 19

[IpencraBbTe, uTo nepen Bamu mocrasneHa 3agayda onpeaeauTh

HanpaBJICHUs] COBEPIICHCTBOBAHMSI CUCTEMBI 3allIUTHI NpaB noTpedbureneit Bamero ToBapa (cM.

Temy «OOmecTBeHHas U TIpaBOBast 3alluTa MOTpeOuTeNneity). Jlaiite OTBETHI Ha CIIEIYIONINE BOTIPOCKHI
(IPUMEHHUTENBHO K CBOEMY TOBAapy U C YUETOM €ro CIIeHUPHUKH).

— KT0 siBnsieTcss OCHOBHBIM MOTpeOuTENeM ToBapa’?

— Kak obecnieunts npocselieHne noTpeduTens B 00gactu ero npas?

— B kakue rocynapcTBeHHbIE B O0IIIECTBEHHBIE OpPTraHU3aIMY B TIEPBYIO ouepes OyeT oopamaThCest
NoTpeOUTENb 3a 3alUTON CBOMX MpaB?

— Kakast unpopmanus 1omKHa B 00513aTETHHOM ITOPSIKE COAEPIKATHCS Ha YIIAKOBKE TOBAapa WIIH B IPUIIAraeMbIX
JOKyMeHTax?

— Yero Bupase TpeOOBaTh MOKYIaTeNb, BO3BpAIlast MPOJIaBIly UM U3TOTOBUTEIIO TOBAp HEHAJIEKAIIETO
KauecTBa?

— Yro Brl Oyzere aenaTh, €ciu MOKyHaTellb COTIaceH MPUOOPECTH TOBAp C HEOCTATKAMMU IO MOHUKEHHOMN
1eHe?

— SBnsiercs nmu Bam ToBap noporoctosmnum?

— KakoB rapanTuiiHbslil Cpok Ha TOBap?

Saganue 20



[IpencraseTe, uTo Mepen Bamu mocrapieHa 3aa4a onpeaeuTh HAIPaBIECHUS COBEPIIICHCTBOBAHUS CHCTEMBbI
3aIUTHI TpaB oTpeduTeneit Bamero ToBapa (cm. TeMy  «OO1ecTBeHHas ¥ TpaBOBas 3aIUTa MTOTPEOUTEIICI»).
JlaliTe OTBETHI Ha CIIEAYIOLINE BOMPOCH (IPUMEHHUTEIBHO K CBOEMY TOBApY U C YUETOM €ro crenudukn).

— Kak obecrieuuTs MpOCBENICHHE MTOTPEOUTEINS B 00JIACTH €T0 MpaB?

— KaxoBbI TpeOoBaHus K KauecTBY ToBapa?

— Kaxkas undopmarus 1omkHa B 00s13aTEIBHOM MOPSIIKE COIEPKAThCS HA YIIAKOBKE TOBapa WM B MPUJIAraeMbIxX
JTOKyMeHTax?

— B ciiyuae npogaku ToBapa uepe3 VnTepHer, kakas nndopmanus 10KHa coaepkarbesa Ha MaTepuer-caiire?
— Yro Brl Oyzere aenath, €ciu NOKyHATeNlb COIIAaCeH IPUOOPECTU TOBAP C HEJOCTATKAMM 110 IIOHUKEHHON
neue?

— Kakoii Henoctarok Baiero Topapa MOXHO CUMTATh CYLLIECTBEHHBIM?

— KakoB rapantuiinbiii Cpok Ha ToBap?

— B Tedyenune kakoro cpoka HoTpeOUTEIh MOKET 0OPATUTHCS K MPOJIABIY (M3rOTOBUTEINIO) HEKAYECTBEHHOTO
TOBapa ¢ TpeOOBaHUEM PEMOHTA, 3aMEHbI WJIM BO3BpaTa JieHer?

3ananue 21. «YnpasieHue 00paTHOM CBA3bIO C OTPEOUTESIMM)
B ycroBusix Bo3pacTaroniero ypoBHs KOHKYPEHIIMU Ha PHIHKE IUIATHBIX MEITUIIMHCKHUX YCIYT OJHUM U3 HanboJee
CYHUICCTBCHHBIX KOHKYPEHTHBIX IIPEHMYILECTB SBJIIETCS KAadeCTBO OKAa3bIBAEMBIX YCIYI. Y4YHUTBIBas
CyOBbEKTUBHBIM XapaKTep OLEHKH KayecTBa YCIYIH, AaKTyaJbHbIM CTAHOBHUTCS TaKO€ HalpaBJieHUE
MEHEeJKMEHTa, Kak paboTta ¢ xkanobamu. Pykosogcrso HUMAIL um. JI. O. Orra nopyuuso ciyx6e MapKeTHHIa
HCCIIEI0BATh Ka4e€CTBO YCIYTI UHCTUTYTA.
VY4uThIBas OTCYTCTBUE HAa CErONHALIHMMI JCHb y MHCTUTYTAa UHCTPYMEHTOB OTCIIEKMBAHUS OLIEHKU KadyecTBa
MPEIOCTABIIIEMBIX YCIYT C TOYKHA 3pPEHUS KIMCHTOB, HamOoJiee JOCTYIHBIM CIIOCOOOM OOpaTHOW CBSI3U
SBIIIIOTCS  OT3bIBBI O KiIMHMKe B LHTepHere, Ha Temaruueckux cairtax  (www.littleone.ru,
http://deti-spb.ru/roddo-ma.htm). Takoii cmoco6 moucka u cOopa UHPOPMAIMKU HMEET PsJ HEIOCTATKOB:
BO-TIEPBbIX, MH(OpMAIUsI HOCUT CYOBEKTHBHBIN XapakTep, TaK KakK IOCETUTENH 3THX CalTOB MPEACTaBIISIOT
co0Oi JnHUIIb HEOOJBIIOE YHWCIO MAIMEHTOB M CO CTAaTUCTHYE-CKOM TOYKM 3PEHUS HE MOTyT OBITh
«BBIPA3UTEJIIMU» MHEHUS TIOJABJISAIOIET0 OOJIBIIMHCTBA KIMEHTOB. BO-BTOPBIX, MOJIyyeHHAs TAKUM CIIOCOOOM
nH(pOpManKs HOCUT BEChMa OOIINI XapaKTep, OTCYTCTBYIOT YETKHE OLIEHKH (KaK U 3alaHHbIe KPUTEPHUH ), TIOPO
coOOIIeHNE BOBCE HE COJIEPKUT KOHKPETHBIX (haKTOB.
K Henocratkam Takoi cuctembl cOopa HHPOPMAIIMK MOXKHO OTHECTU €€ NEPUOANYHOCTD (E€CTh MEPUOJIbI, KOTAa
OT3bIBOB BOOOIIE HET), a TakXe OOJIbLIYI0 BEPOATHOCTh HCIHOJIb30BAHUS 3TOr0 MH(OPMAIIMOHHOIO KaHaja
cCaMHMH BpadyaMu B PEKJIaMHBIX LEJNSIX, YTO MPU HEOOJIBIIOM 00bEeME MOCTYNAIOIINX JaHHBIX CEPbE3HO UCKAXKAET
CYIIECTBYIOILYIO KapTUHY. Takoe KauecTBO MCXOJHON MH(POpPMALMU HE MO3BOJIIET TOBOPUTH O MOHUTOPHHIE
KayecTBa IPENOCTAaBISIEMbIX ycIayr. B ycrnoBuSIX MOBBIIEHUS YPOBHS KOHKYPEHIIMM Ha PBIHKE IUIaTHBIX
MEIUIUHCKUX YCIYr B CPEJHELIEHOBOM CErMEHTE KauecCTBO MPEJOCTaBIIEMBIX YCIYr — OJHO U3 Hauboiee
BaXHBIX KOHKYPEHTHBIX IpeumyinecTB. [losTomy cOop u aHanu3 000l MH(OpMALIUKM KacaTelbHO OT3bIBOB
NAIMEHTOB O MOJIyYeHHON UMHU yCIIyre — KpaiiHe BaxkHast (QyHKIIHSL.
Takum oOpazom, niepen ciryx00i MapkeTrHra HCTUTYTa MOCTaBIICHBI CIIEAYIONIME 3a/1auu (TIpOaHaTU3UPOBATh
3aJ]auy M0 KOHKPETHOM CUTYallUH):
1. Cobparp u npoaHanu3upoBath HH(opMannio B MHCTUTYTE, Kacaroulytocsi OT3bIBOB MAI[UEHTOB O KAaueCTBE
OKa3aHHBIX yCIYT.
2. [IpennouTh MephI 0 YCTPAHEHUIO TUITMYHBIX HETATUBHBIX (PAKTOB B MPOIIECCE OKa3aHUS yCIYT.
3. Pa3zpaboTraTh cucTeMy MOHUTOPUHIa Ka4eCTBa YCIIYT (CUCTEMY OOpaTHOM CBSI3M).
4. Pa3paboTtaTh CUCTEMY BHYTPEHHETO MOHUTOPUHIA KAueCTBA YCIYT.

3aganue 22. «MapKeTHHIoBasi KOMIIAHHUSA IJIa3aMH MOTPeOUTe s
Kak yxe ormeuanocs B onucanuu HUMAI um. JI.O. Otra (kelic 1), nepen pyKoBOACTBOM MHCTUTYTa CTOUT
BbIOOp OpUEHTAIIMH HA TOT UM MHOM cerMeHT pbiHKa: JIMC unu yacTHble nna. B kax oM HampaBieHUH €CTh
CBOM ILTIOCHI U MUHYCHI. Ha ceronnsimnuii 1eHs Mmapketunronast ciy:x6a HUU emie He nelicTByeT, KOIUYECTBO
IUTATHBIX TALMEHTOB CHMYKAETCS, PACTeT YHMCIIO Kajlo0 Ha KaueCTBO OKa3bIBAEMOM MEIMIIMHCKOM momoru. B
CJIOKMBILEHCS CUTYal[MU MEepBOOYEPETHON MpoOIeMoi Ui PyKOBOJICTBA MHCTUTYTA SIBJISIETCS pa3paboTka U
peanu3alysi MapKeTHHIoBOM mporpaMMmel. Bel — ciyx6a mapkernnra HUM. Bama 3agaua — npoananu3upoBaTth
CYUIECTBYIOIIYI0 CHUTyallMl0 M BbIOpaThb MPUOPUTETHBIE HANpPaBIECHUS MApPKETUHIOBOM KaMIaHUM TIO
IIPEABAPUTEIILHO COTIIACOBAHHOMY ILIAHY:
e TIPOBECTH aHAIM3 OTPACIIEBOTO PBIHKA YCIYT;



e  OIKCATh DJIEMEHTHl MAPKETHHT-MHKCa;
e Tporecc npeaocrasienus (Process);
e mnpoasmxkenue (Promotion);
o ¢usuueckoe okpyxenue (Physical evidence);
o 1eHa (Price);
e yyacTHHKH (pabOTHHKH 1 KiaueHTsI) (Participants);
e TtoBap (ycuyra) (Product);
o wmecto (Place).
e  ONpEAETUTHh MAPKETUHTOBBIC IETH UHCTUTYTA;
e TIPOBECTH CETMEHTHUPOBAHHUE PBHIHKA MEIUIMHCKUX YCIYyr MO JaeMorpaduyeckoMmy, IOXOIHOMY H
reorpagpuuecKoMy NMpU3HaKYy, ONMPEAEIUTh CETMEHTHI, puopuTeTHsie A HUU;
e tmposect SWOT-ananu3 nesaTeIbHOCTH HHCTUTYTA,
e ONpEIeIUTh KPYr MOTCHIHUATBHBIX UCTOUYHUKOB (punancupoBanus HUUATD um. JI. O. Otra, BeIOpaTh
HauboJjee MPUOPUTETHBIE UCTOUYHUKH;
e ONpEACTHTb LEHOBYIO CTPATETHI0 HHCTUTYTA, MCIOIB3YEMYI0 Ha CETOJHSIIHUI JIeHb, OICHHUTH
MPaBIWIBHOCTH €€ BHIOODA;
e ONpeNeIuTh  BHJ  MapKeTWHTra, J(PQPEKTUBHBIA ISl  MHCTUTYTa  (KOHUEHTPUPOBAHHBIH,
nudepeHIMpOBaHHbIN );
e pa3paboTaTh KOMIUIEKC IPOJBKECHUS yCIyT HHCTHTYTA; [P, pexiiama, cTuMyiIrpoBaHue cObITa;
e TMPEMIOKHUTH CHUCTEeMY (OPMHUPOBAHUSA JIOSUIBHOCTH KJIMEHTOB C HCIOJIB30BAHUEM CHCTEMBI
«MeHeKMEHT, OPUEHTUPOBAHHBIN Ha KITHEHTa»",
3a/ianue 1o Kency: NpeacTaBUTh PyKOBOJCTBY HHCTUTYTa OTUET O MpojeaHHOU paboTe. BrIcTymieHne 10KHO
OTpakaTh HACTOSIIEE MOJIOKEHUE MHCTHUTYTAa Ha PBIHKE, OCBEIIATh MEPCIEKTUBBI OPraHW3alUH, MPEeaIaraTh
HAIpPaBIICHUS Pa3BUTHS U JANbHEHUIIEH 1eATeIbHOCTH.

3ananue 23. PazpaboTka uHHOBanmnu B cdepe ycayr
NHHOBaIIMOHHOCTH, BRIPAXKAIOMIASACA KaK B COBEPIICHCTBOBAHWU TEXHOJOTUU MPEIOCTABICHUS TPATUIIMOHHBIX
yCIyT, TaK U B U3MEHEHUU OTPEOUTETHCKUX CBOMCTB YCIIYT ¥ CO3JJaHMH HOBBIX MPOTYKTOB, B HACTOSIIIEE BPEMS
SIBJSIETCS. HEOOXOJMMBIM YCIIOBUEM PBIHOYHOTO YCIlexa opraHusanud. MacmTaObbl ¥ HamnpaBJICHHOCTb
WHHOBAIIM B 3HAYUTEIHHOW CTEMEHU 3aBUCAT OT PECYPCHBIX BO3MOXKHOCTEHM OpraHM3allM, a TakXke OT
MapKETHUHTOBBIX 3a/1a4, OJHAKO 3(PQPEKTUBHOCTh MPEANPHHUMACMBIX YCHUIMH W MapKETUHTOBAsS «CyAb0a»
WHHOBAIIMH BCET/a 3aBUCST OT TIIATEIBHOCTH PHIHOYHOTO 0OOCHOBAHUS €€ MPOEKTa.
PykoBoncTtBo  muHH-oTens «BanmeHcus» OpuUIIIO K BBIBOJY, UYTO HE CTOMT OTPAaHHUYMUBATHCS
COBEPILIEHCTBOBAHUEM YK€ CYHIECTBYIOUIUX YCIYr U NTPOAYKTOB. TONBKO HOBBIE MNPOAYKTHI M YCIYTH,
OPUEHTUPOBAHHBIE HA HE3aHATHIE YYaCTKH PHIHKA, MOTYT MPUHECTH TOCTUHHUYHOMY MPEINPHUSITHIO CaAMYIO
60mbIyI0 oTaa4dy. [Ipu 9TOM HOBHHKH JTOJKHBI OMMUPATHCS Ha peaIbHBIE BO3MOYKHOCTH U PECYpPChl TOCTUHUIIBL,
[Ipumepamu mpPOCTEHIITNX WHHOBAIIMOHHBIX TEXHOJOTHM B TOCTUHMYHOM OW3HECE MOTYT CIY>KUTh METOMIbI
yOOpKH HOMEPOB, pelEnTyphl MPUTOTOBICHHS Pa3IMYHBIX ONIOJI B pecTopaHaX, CTaHIApThl UX CEPBUPOBKH,
MaHephI 00paIleHus ¢ TOCTSIMU, CTAaHAAPTHI TeIe(HOHHOTO ITUKETA, CIIOCOOBI TPOIBUKEHUS YCIIYT HA PHIHOK U T.
1. Mcrionb30BaHKEe TAKUX TEXHOJOTUMN JTOJKHO MO3BOJISATh TOCTUHUIE U3BJIEKATh BHITO/lY U3 CBOEH MO3UIIMM Ha
pBIHKE M pa3BUBATh CEPBUCHBIE M COBITOBBIE BO3MOXKHOCTH JUIsl YBEJIMYEHUS CBOETO KOHKYPEHTHOTO
MIPEUMYILECTBA.
K coxanenuro, He BcerJa BO3MOXKHO aIaliTHPOBATh MEPEUUCICHHBIC BBINIEC TPAJIUIIMOHHBIE WHHOBAIIMOHHBIC
TEXHOJIOTUM K YCIOBUSAM MHHH-OTened. CrepkuBaromuMu (akTopamMHu BBICTYNMAIOT 3[€Ch U pa3Mepbl
MMOMENICHUH, U HEOONBIIION IITAT COTPYAHUKOB, M OTCYTCTBHE pecTopaHa U 0apa, U, HaKOHEI], HEBO3MOXXHOCTh
MPOBEJICHUS MAcIITAOHON JOPOTOCTOSIIIEH PEKIaMHOMN aKIUH.
Takum o0Opa3om, BIazenbllaM MHHH-OTEJEH TMPUIUIOCh HWCKATh HOBBIE, HETPAAUIIMOHHBIC TOIXOMBI K
YBEJIIMYEHHUIO COBITOBBIX BO3MOKHOCTEW CBOMX MPEANPUATHH. 3a OCHOBY ObLTa B3siTa UAES, KOTOpas JaBHO
o0CcyXmTaeTcsl MPeACTaBUTEISIMA TYPUHIYCTPUHU, OJTHAKO TaK W HE HAXOJUT CBOETO PEaThbHOTO BOTUIOIICHUSI.
Peub uzer o co3aanuu equHO# cucteMsl 0N-line-OpoHupoBanus, 0ObEAMHSIONICH €CITH HE BCE, TO XOTS ObI 4acTh
MUHH-OTEJICH, HAmpuMep MO TEePPUTOPUATBLHOMY TMpU3HAKy. Tak, MHHU-OTEJM OJHOTO W3 HamboIee
MPUBJICKATENbHBIX paiioHOB [lerepOypra pemunn OOBEIUHUTH CBOM «IIPOU3BOICTBEHHBIE MOIIHOCTU» H
MIPEAVIOKUTE YIOOHYIO CUCTEMY OpOHUPOBaHUS, N30aBUB, TAKUM 00pa30M, CBOMX KJIUEHTOB OT YTOMUTEIHLHOTO
«003BOHa» BCEX TOCTUHUI[ B TIOUCKAX CBOOOJHBIX MECT M MOAXOJSAIINX yCIOBHUH MpokuBaHUs. KIHEHT JHIb
3aXOJUT HA CAUT CHCTEMBbI OpOHUPOBaHUS depe3 VHTepHEeT Wi 3BOHUT MO eAUHOMY TeleOHHOMY HOMEDPY U
BUJUT TOJHYIO KapTUHY, AAIONIIYIO TMPEICTaBICHHE O HAIWYUH CBOOOJHBIX MECT OJHOBPEMEHHO BO BCEX
TOCTHHHIIAX, BXOJISIINX B JAaHHYIO CUCTEMY.
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Takum oOpa3om, BIaAENbIlbl MUHU-OTENEH JaHHOTO pailoHa BBIBETH HAa PBIHOK HOBYIO YCIYTY, KOTOPYIO
OJTHOBPEMEHHO MPEIOCTABIISAIOT KIIMEHTaM BCe TOCTHHHMIIBI, BOILIEIINE B ATY CUCTEMY, UMEIOIIYI0 HEOCTIOPUMbIE
JIOCTOMHCTBA JIJISl K&YKJI0M TOCTUHUIBI B OTJIEIBHOCTH, & UMEHHO:

e Ilpocrota u ynobcTBo oOpallleHus ¢ CHCTEMOIl MPUBIEKAaeT HOBBIX KIMEHTOB, PAHEE BBIHYKIECHHBIX
TPaTUTh MHOTO BPEMEHU Ha MTOMCK TOCTUHUYHBIX MECT.

e MHOrokpaTHoe CHI)KEHHE pacXoJ0B Ha peKjiaMy U Ha MPOJBMKEHHE MJAaHHOIO IPOEKTa 3a CYET
pacnpeiesieHus: ’TUX PACX0I0B MEK/Yy BCEMU YyUaCTHUKAMU CUCTEMBI.

e Ilpu oTcyTcTBUU CBOOOJHBIX MECT B OTHOM MUHHU-OTENIE JTHOO0N KIHEHT, OOPATUBIIHICS «CO CTOPOHBI» U
KeNaromui 3a0pOHUPOBATh HOMEP, MOJMYYHT OINEPATUBHYIO MH(OPMAIMIO O COCTOSHHUU HOMEPHOTO
¢dboHIa BceX MUHU-OTENEH CHCTEMBI M, TAKMM O0pa30M, CTAHET MOTEHIHAIBbHBIM MOCTOSHHBIM FOCTEM
oTesel cucTeMbl OPOHUPOBAHUS B OYIyIIIEM.

e U nakoHel, JaHHasl CUCTEMa MIOCTETIEHHO MPUBEIET K PE3KOMY COKPALICHUIO KOJIMYECTBA MOCPEAHUKOB
Ha PBIHKE TOCTHHUYHBIX YCIIYT, YTO HECOMHEHHO TTO3UTUBHO BO3/IEUCTBYET HAa (PMHAHCOBBIC PE3yJIbTaThI
pabotel muHH-OTenel (B Hactosmmii MoMeHT 10-20% BBIpYYKHM OTENM BBIHYXKIEHBI OTJaBaTh
IIOCPEAHUKAM).

B npornecce pa3paboTku HOBOTO MPOAYKTa TOCTUHUYHOMY MEHEKMEHTY HEOOXOIMMO OTBETHUTH Ha CIEeIYIOIIHE

BOIIPOCHI:

1.

ok

Kto Oyner OCHOBHBIM MOTpeOMUTENEM MAHHOIO MPOJYKTa (KOMaHAMPOBAHHBIE OM3HECMEHBI,
TYpUCTBI, OTHABIXAIOIINE, TPABUTECIBCTBEHHBIC [EJIErallid, OpraHu3aTopbl KOH(pEpEeHIHi,
MOJIOJIOKEHBI U T. [1.).

Byner nu naHHBI TPOXYKT OOMIETOCTYITHBIM (TO €CTh KaKIbIi JKETAIOIINI CMOXET OeCIuIaTHO
BOCIIOJIb30BaThCsl MHpOpMaLMeil Ha caiiTe eqUMHOI cUcTeMbl OPOHMPOBAHMS) WIM K€ MPOAYKT
OyZIeT pean30BbIBATHCS Ye€pe3 KOPIIOPATUBHBIE CTPYKTYPHI, TYPUCTCKHE KOMITAHUH TTOCOJIBbCTBA,
MHUHHCTEPCTBA U BEJJIOMCTBA.

Kakum 00pa3om qaHHas yciayra CMOKET IOMOYb ITPEOJI0JIETh BINUSHUE CE30HHOTO (haKTOpa.
VYKpenuT JIu HOBBIHA NPOIYKT PEIyTaLuIO OTEJSL.

Kakum 00pa3oM 1 HaCKOIBKO OBICTPO MOTYT OTPEarupoBaTh FOCTHHHUIIBI-KOHKYPEHTHI.

KakoB OyneT KxM3HEHHBIN LUK U KAKOBBI ITyTH JalbHENIIEr0 Pa3BUTUS JAHHOTO IPOAYKTa (Balll
IIPOTHO3).

Kputepun oneHuBanus:

Ouenka Kpurepun oueHnBanus
OIICHKA «OTJIMIHOY » U3II0KEHUE MaTepuaia JOTUIHO, TPAMOTHO, O€3 OINO0K;
BBICTaBJISIETCS » cBOOOIHOE BIIaJICHUC npodeccuoHanbHOM
oOydaroriemMycs, eciu TEPMHHOJIOTHEH;
» yYMEHHE BbICKa3bIBaTh 1 000CHOBATh CBOM CYXK/ICHUS,
» CTYISHT JaeT YeTKWUMW, TOJHBINA, MPaBUIBHBIA OTBET Ha
BONPOCHI CUTYAIIMOHHOTO 3aaHusl, Keiica,
» CTYJCHT OPraHU3YeT CBSI3b TEOPUU C MPAKTUKOM.
OIICHKA «XOPOILIO» » CTyHIeHT IpaMOTHO H3JIaraeT MaTepuan;
BBICTaBIISIETCS OpPUEHTUPYETCS B Marepuae, BJIaJCET
oOyuarolemMycs, eciu npoecCHOHANBHON  TEPMHUHOJIOTHEH, OCO3HAHHO
MPUMEHSET TEOPETHUYCCKHE 3HAHUS JUIS PEIICHUS
Kelica, CUTYallMOHHOTO 3aJaHusi, HO COJAep)KaHUE U
¢dopMa 0TBeTa UMEIOT OT/IEIbHBIC HETOYHOCTH;
» OTBET TPABWIbHBINA, TOJHBINA, C HE3HAYHTEIBHBIMU
HETOYHOCTSMH HJIM HEJOCTATOYHO ITOJIHBIN.
OIICHKA » CTYJIEHT HW3JlaraeT MaTepuayl HEMOJIHO, HEMOCIIEI0BaTeIbHO,
«YIOBJIETBOPUTEIHHOY JIOITYCKaeT HETOYHOCTH B  ONPEACIICHUH TIOHSATHH, B
BBICTABIISIETCS NPUMEHEHUN 3HAHUM ISl pellieHus Keica, CUTYaIllHOHHOTO
oOydaroremMycsi, eciiu 3aJaHusA, HE MOXKET JIOKa3aTellbHO OOOCHOBaTh CBOU
CYXKJICHUS,
» oOHapyXHBaeTCsl  HEJIOCTATOYHO TIyOOKOe IMOHUMAaHHE
M3YYEHHOTO MaTepuaa.
OIICHKA » OTCYTCTBYIOT  HEOOXOJMMBIC  TEOPETHYCCKHE  3HAHUS;
«HEYJOBJIETBOPUTEIHLHOY JIOTTYIIICHBI OIMUOKW B ONPEICIICHUN TMOHSATHH, MCKOKEH WX




BBICTaBJISICTCSA CMBICJI, HE PEILIEH KEIC, CUTYyallMOHHOE 3a/IaHus;
oOyuarolemycs, eciu » B OTBETEC CTYJCHTa TIPOSIBIISICTCS HE3HAHUE OCHOBHOTO

MaTtepuaia y4eOHOW mporpaMMmbl, JOIYCKAaIOTCA TpyOble
OLIMOKHM B M3JIOKEHUM, HE MOXKET NMPUMEHSATh 3HAHMS JUIs
pelIeHusl Keica, OTCYTCTBYET apryMEHTalus W3JI0KEHHOU
TOYKHU 3pEHHUs, HET COOCTBEHHON MO3UIIUH.

MakcumanbHasi cymMmma OaJIJIOB 3a BBITIOJIHEHHE CUTYallMOHHBIX 3aaanuid 40 6amios (10 3aganuit o 4 6aioB)
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TeMbI 10KJI210B

. BiustHue KynbTyphl Ha CTPYKTYPY HOTPEOIICHUS] POCCUICKOTO O0IIECTBA B LIEIOM.

. Poccuiickue ieHHOCTH: UX BO3/ICHCTBUE HA MOBECHUE TOTPEOUTENEH.

. JKU3HEHHBIH LUK CEMBbH: TPAAULUOHHBIA M MOAU(UIIMpPOBaHHbIH. COBpEMEHHBIC NOAXOABI K AHAIU3Y )KU3HEHHOTO LIUKIIA CEMBH.
. Mcnonbp3oBanue n3MepeHnii HallMOHAMbHON KyJbTyphl o I'. Xodcrene B MapKETHHIOBON AeITeIbHOCTH POCCHUCKUX KOMITAHHHA.

. Bnusnue conmanbHOro Kiacca Ha MOBEJCHUE POCCHICKUX MOTPEOUTENeH.

. Omnpenenenue coruanbHbIX K1accoB B Poccun. OcHOBHBIE TPOOIEMBI, CBS3aHHBIE C H3MEPEHHEM COLHANBHBIX KJIACCOB.

. BnusiHue nu3MeHeHus poJu JKEHIIUHBI B CEMbE Ha IIPOLIECC MIPUHATHS IOKYNATEIbCKUX PELICHUM.

. BnusiHue u3MeHeHus posiu My>K4HMHBI B CEMbE Ha IIPOLECC IPUHATHS MOKYNATeIbCKUX PEILICHUI.

. YrpapieHue NoBeIeHHeM OTpeOuTeNneil ocie MOKyIKH.

. BimstHue pexsiaMbl Ha oBeACHHE TOTPEOUTENeH.

. BHyTpHrMarasuHHbIe ClIOCOOB! YIIpaBiIeHHs IOBEICHHEM IOTpeOUTEIIeH.

. Corpanu3anyst ¥ BIUSHAE IeTeH Ha IPOLEcC NPUHIATHS MOTPEONTEILCKUX PEIICHHH.

. Bnmusiaue atmocdepsl MarazuHa Ha OBEAEHHE OTPEOUTENCH.

. Pedepentnsie rpynms! u ux Tumsl. PopMbl BIHSAHUS peEepeHTHBIX TPYII Ha BEIOOP MOTPEOUTENS.
. “BnusiTenbHBIC IO : TIOHATHE, CIIOCOOBI BBIACIICHNS, 3SHAYCHUE 111 MAPKETHHTA.

. JleT Kak 1eNeBOil CErMEHT HOTPEOUTENHCKOTO PHIHKA POCCHHCKIX KOMITaHUH

BrimstHue mporecca 0co3HaHUS HOTPEOHOCTH Ha pa3pabOTKy MapKETHHIOBBIX CTPATErHit
.YrpaBieHne 3TaroM HOCIENOKYIIOYHON OI[EHKH B IIPOIIECCe MIPUHATHS PEIICHUS HOTPEOUTEISIMU
.MapkeTHHTOBEIE CTpaTerud (POPMHUPOBAHUS JTOSIIBHOCTH ITOKYIIOK B COBPEMEHHBIX YCIOBHAX
.O1eHKa yIOBIETBOPEHHOCTH NOTpeOHUTENEeH: COBPEMEHHBIE TIOIXO0.IBI

.MapKkeTHHTOBbI€ ITOXO/IbI K TIOBBIIICHUIO YPOBHS OXKUIAHUS TOTpeOuTeNei

.Posn MAapKETHUHI'OBBIX IIpOrpaMm 1o pa60Te ¢ kanmobamu HOTpe6HT€J’Ieﬁ B JOCTUKCHUU MAPKETUHTOBBIX Hel’[eﬁ KOMIIaHHHU.

Kputepuu oneHuBanus:
OOyuaromuiics oIy4aeT 3a J0KIaj] 5 6aIoB MpH COOMIOIEHUH CIEIYIONUX TPeOOBaHMI:
- MOCTaBJieHa Mpo0JieMa UccieI0Banms, 000CHOBaHa €€ akTyalbHOCTh (1 Oamna);
- clIeNIaH KpaTKUW aHaJIW3 pa3iMYHbIX TOUEK 3pEHHUs Ha paccMaTpuBaeMyto mpobiemy (1 6ama);
- clIeTIaHbl BBIBOJIBI TIO Hccaeayemon mpobieme (1 6amna);
- 06o3HaueHa aBTopckas no3umnus (1 6anna);
- coOrozieHs! TpeboBaHus K ohopmiieHuto padboTsl (1 6armm).
3a HecoOJII0/IeHHEe YKa3aHHbBIX TPeOOBaHMI OlleHKa CHUKaeTcs Ha 1 Gayll Mo KakIOMy MyHKTY.
MakcumanbHasi cymma 6aioB 3a gokiansl 10 6ammos (2 qoknaga mo 5 6anioB)

MeToau4deckKue MaTepuaJibl, onipeae/qdroimue npooneaypbl ON€HUBAHHUA 3HaHPlﬁ,

YyMeHHUI, HaBbIKOB U (W/iM) OmNbITA JAeATEe/JIbHOCTH, XapaKTEepPU3YKWILUX ITambl
dopMupoBaHUA KOMNIeTEeHIUH

[Ipouienypsl OlleHUBAHMS BKIIOYAIOT B ce0s1 TEKYIIUH KOHTPOJIb U IPOMEKYTOUHYIO aTTECTAIIHIO.
Tekymuii KOHTPOJIb YCIEBAEMOCTH TMPOBOJAMUTCA C HCIOJB30BAaHUEM OLEHOYHBIX CPEJICTB,

MNpEACTAaBJICHHBIX B II. 2 JaHHOT'O TIPHUJIOKCHUS. P C3YJIbTAaThl TCKYHICT'O KOHTPOJIA HOBOAATCA OO CBCIACHHUA
CTYACHTOB 110 HpOMe)I(YTOQHOﬁ aTTecranuu.

HpOMe)KyTO'-IHaﬂ aTTeCTalUd IIPOBOAUTCA B (I)opMe 3a4cTa.



3aueT MPOBOAUTCS IO PACIUCAHUIO TPOMEXYTOUHOM aTTecTaluy B NUCbMEHHOM BHje. KosmyecTBo
BOIPOCOB B 3aJJaHUM — 3, B TOM YHCJIE MPAKTUYECKUX BOMPOCOB — 2, CUTyallMOHHOE 3a1anue - 1. I[IpoBepka
OTBCTOB U 06'LSIBJICHI/IG PE3YIbTATOB NPOU3BOAUTCA B JACHL 3K3dMCHA. Pe3y.HbTaTI>I aTTeCTalluu 3aHOCATCA B
BEIOMOCTh M 3a4YETHYIO KHIKKY CTyAeHTa. CTyAeHTbl, HEe MpOUIeAIINEe MPOMEKYTOUHYIO aTTECTalUio IO
rpaduKy CECCHH, TOJKHBI TUKBUUPOBATH 33J0JDKEHHOCTh B YCTAHOBJICHHOM IOPSIKE.



IIpunoxenue 2

METOINYECKHUE YKA3AHUA 11O OCBOEHHMIO JUCIITUITJIMHbI

Y4eOHBIM IJIaHOM MPEAYCMOTPEHBI TaKUE BHJIBI 3aHATHH Kak:

- IPAKTUYECKHE 3aHATHS.

LlenssMu TpoBeNieHHs] MPAKTHUECKUX 3aHATUN SBIAIOTCA: 0000IIEHHE, CHCTeMaTH3alus, yriayojieHue,
3aKpeIUIeHUe 3HaHWH, YMEHUH M HaBBIKOB 10 KOHKPETHBIM T€MaM IUCLMIUIMHBI, (POPMHPOBAHUE YMEHHI
IIPUMEHSTh MOJIY4YEHHbIE 3HAHUS HA MPAKTUKE, PEATU3ALUI0 €IMHCTBA UHTEIIEKTYaJbHOU M MPAKTUYECKOU
NESTENbHOCTH; PAa3BUTUE HHTEIUIEKTYaJbHBIX YMEHUH Yy Oyaymmx MarucTpoB: aHAJIUTUYECKUX,
IIPOEKTUPOBOYHBIX, KOHCTPYKTUBHBIX M Jp.; BbIpa0OTKAa IpU PpEHICHUM IIOCTABJIEHHBIX 3a7ad, TaKUX
po(eCCHOHATBHO 3HAYMMBIX KauyecTB, KaK CAMOCTOSITENBHOCTb, OTBETCTBEHHOCTh, TOYHOCTb, TBOpHYECKas
MHUIMATHBA, 0000IIeHNe, CUCTEMAaTH3AIHs, YTITyOJIeHHE.

B xoJe HPAaKTUYECKUX 3aHATHH YIITYOJISI0TCS u 3aKpEIUISIOTCS 3HaHUS
MarucTpoB IO PpsAAY pPacCMOTPEHHBIX CAMOCTOATEIBHO BOIPOCOB, Pa3BUBAIOTCA HABBIKU IPUMEHEHUS
MHCTPYMEHTOB BO3/JEHCTBUS Ha KIIMEHTCKYIO 0a3y B COBPEMEHHON 3KOHOMUKE.

ITpu MOAroTOBKE K MPAKTUYECKUM 3aHATUSAM KaXAbI MaruCTpaHT JOJDKEH:

— U3Y4YUTh PEKOMEHJIOBAHHYIO YUEOHYIO JIUTEPATYPY;

— IOJrOTOBUTH OTBETHI HA BCE BOIIPOCHI 110 U3y4aeMOil TEME.

ITo cormacoBaHuio ¢ IpenoAaBaTesieM MaruCTpPaHT MOXET IOATOTOBHUTH JOKJIAJ 10 TeMe 3aHATHs. B
[IPOLIECCE MOJATOTOBKM K IMPAKTUYECKUM 3aHSTHSIM CTYJEHTHI MOTYT BOCIOJIb30BaThCS KOHCYJbTALUSIMU
Iperno/iaBaTes.

Bomnpocksl, HE paccMOTpEHHbIE Ha IPAKTUYECKUX 3aHSATHSIX,
JIOJKHBI OBbITH H3YUYEeHbI CTYJEHTaMHU B xoze CaMOCTOSTEJIbHOM paboThI.
Kontpouns CaMOCTOSTEIIHON pabdoThI CTYJICHTOB HaJ yueOHOU IIPOrpamMmon
Kypca OCYILECTBIIAETCS B xoze 3aHATHH METOAO0M YCTHOTO

ompoca WM TOCPEJACTBOM TECTUPOBaHUA. B Xoje caMOCTOSTENbHOM pPabOThl KaKIbI CTYAEHT 00s3aH

MPOYUTATh OCHOBHYID U IO BO3MOYKHOCTU JIOTIOJHHUTENBHYIO JHUTEpaTypy MO H3ydaeMoll Teme, A0MO
JTHUTH KOHCIIEKTBI HEJI0CTAIOIINM MaTepuaoM, BBITTUCKAMU u3 PEKOMEHT0BaHHBIX
MEPBOUCTOYHUKOB. BBIAETUTh, HEMOHATHBIE TEPMHUHBI, HAWUTH HX 3HAYEHHUE B HHIMKIONEAMYECKUX
CJIOBapSX.

Hns MOATOTOBKH K 3aHATHUSAM, TEeKYyLIEMY KOHTPOJIIO u MIPOMEKYTOUHOMN
aTTeCTallMd  CTYACHTBI MOTYT  BOCIIOJIb30BaThbCS  DJIEKTPOHHO-OMOTMOTEUYHBIMU  CHCTeMaMH. Takke
oOydaroluecss MOTYT B35ATh Ha JIOM HEOOXOIMMYIO JHTepaTypy Ha aOOHEMEHTE YHHBEPCHUTETCKOU
OMOJIMOTEKU WU BOCTIOJIb30BATHCS YUTATBHBIMU 3aJIAMH.



