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1. HEJIX OCBOEHUSA JUCIHUTIINHBI

1.1|{popmupoBanue y Oymymux MarucTpoB KOMIUIEKCA 3HAHUH, YMEHHUI U HaBBIKOB, CBSA3aHHBIX MAPKETHHTOBBIMHU TEXHOJIOTHAMHU
yIpaBJIeHUs! KIIMEHTCKOH JIOSTIBHOCTBIO.

2. TPEBOBAHUSA K PE3YJbTATAM OCBOEHUS JTUCITUIIJINHBI

MK-1:CnocodeH ¢popMHPOBATH U OCYIECTBISTH MAPKETUHIOBbIE MPOrPAaMMBbI ¢ UCIOJIb30BAHHEM HHCTPYMEHTOB KOMILIEKCa
MapKeTHHIa

B pe3yJabTaTe 0CBOCHUS ITUCHUITIHHbI oﬁyqamumiicsn JIOJIZKCH

3HaTh:

anroput™ 3G HEeKTHUBHONH KOMMYHHUKAIIMK B YCTOH U TMCbMEHHOM (hopMe ISl OCTPOCHHSI KOHTAKTA C LEJICBON ayAUTOPHIA, BAPHUAHTHI U
METOIbI Pa0OTHI KOMIIAHUH C HOTPEOUTENSAMU 151 NOBBIMIECHUS 3()(HEKTHBHOCTH MaPKETHHTOBBIX PEIIEHUH B paMKaX YIpPaBJICHUS KIMEHTCKON
JIOSUTBHOCTBIO, METO/IbI aHAJIM3a M OLIEHKU MAapKETHHTOBOM AEATEIBHOCTH B PAMKaX OpraHU3alnH J0JITOCPOYHBIX KOHTAKTOB C
notpebutensiMu  (cooTHeceHo ¢ uHaukaTopom ITK-1.1)

YMmeTn:

YMeTh peann3oBbIBaTh METOABI Pa0OTH MApKETOJIOra KOMIIAHHHU C ITOTPEOUTEISIMHU JIJIS TOBBIIEHHS 3 (HEKTUBHOCTH MapKETUHTOBBIX
peUIeHuid B paMKaX YIpaBlIeHUS KITMEHTCKON JIOSIIBHOCTBIO, OCYLIECTBIATE 3)(HEKTHBHYI0 KOMMYHHKAIUK B YCTOH M IMIUCBMEHHON (opMme
JUTA IOCTPOEHUS KOHTAKTA C LIEJIEBOM ayJJUTOPUM, HCIIOIb30BATh METO/Ibl aHAJIN3A U OLICHKH MapKEeTHHIOBOH JIE€ATEIILHOCTH B paMKax
OpraHM3aliy JOITOCPOYHBIX KOHTAKTOB C MOTPpeOUTEIIMU  (COOTHECEHO ¢ uHauKaTtopom ITK-1.2)

Baanern:

Brnanerp nHCTpyMEHTOM pabOThI MapKETOJIO0Ta KOMIIAHUU C MTOTPEOUTEISIMHU JIJIsl TOBBIIEHHS () (GEKTUBHOCTH MapKETUHTOBBIX PELICHUIT B
paMKax ynpaBieHHUs KIHEHTCKOM JIOSITBHOCTEIO Brianets mHCTpYyMeHTOM 3 QeKTHBHONH KOMMYHUKAIIUK B YCTOH M MUCbMEHHOH hopme Ut
MOCTPOCHHUS KOHTAKTA C LIEJIEBOI ayJUTOPUI, HaBbIKAMU COBPEMEHHBIX CIIOCOOOB aHAIN3a M BEIOOpA MapPKETUHIOBOI CTpaTeTruu
YIIPaBJICHHSI OTHOIICHUSIMH C TOTPEOUTEISIMHE C YIETOM COCTOSIHHSL OM3HEC-CPebl OpraHu3anuu (COoTHeceHo ¢ nHankaropom [1K-1.3)

3. CTPYKTYPA U COJEPKAHUE JTUCITUITJINHBI

Kon HaumeHnoBanmue pa3jiesioB U TeM /BUA 3aHATHS/ Cemectp / | Yacos Komneten- Jlutepatypa
| 3aHATHA Kvne 01000

Paznen 1. MapkeTHHT KJIHEHTCKOr0 KanmuTajiaa

11 1. MapkeTHHT KIIMEHTCKOTO Kalurana 2 2 IK-1 JI1.1J11.2J12.1 J12.2
KimenTckas 6a3a kak HeMaTepHaTbHBIA aKTUB KOMIIAHHH. J12.3
[paiiBeps! KIuMeHTCKoro kanuTana. Hanaxusanue
YCTOWYMBBIX CBSI3€H M OTHOLIEHUH ¢ KJIMEHTaMU.
Koapdunuent Tobuna. Mozaens nepexoaa NpeanpusiTis K
OpUEHTAIMN Ha KJIMEHTA, MOJUTHUKA OPUEHTALMH Ha KJINEHTA.
2.Mojens nepexoaa NpeAnpHUATUs K OPUEHTalK Ha KJIMEHTa,
MOJIMTHKA OPUEHTALIMHU Ha KIMEHTa. DOMOIMOHAIbHAS U
MOHEeTapHast JIOSITbHOCTh. MeTonb! popMHUpOBaHUS
MOHETapHOH U SMOIHOHANBHOH J0smbHOCTH. KityOb!
ITOCTOSIHHBIX MOKYyIAaTeneil KaKk MeTol )OpMUPOBAHUS
SMOLUOHAJILHOH JIOATIbHOCTH.

Mp/
1.2 3. TexHOJOTHS MPUBJICUCHHS KJIHMEHTOB. 2 2 IK-1 JIL.1J11.2J12.1 J12.2
Hcnonb3oBaHKue TICUXO0JIOTHYECKUX 0COOCHHOCTEH KIIMEHTOB. J12.3

[TorpeOuTrenbckas IEHHOCTh Ka)KAOTO YellOBEeKa
WHCTpyMEHTHI IPUBJICYEHNS KIIMEHTOB: peKiaMa, akluy,
HWHTEpHET TexHoJoru u ap. 4. opmupoBanue
KIIMEHTOOPUEHTUPOBAHHOT'O MOBEAECHUS IIePCOHANA.
OpHMEHTAIMS Ha KIIMEHTa — KIIIOYEBOH (akTop ycrexa
MIPEIPHUITHUS.

Mp/




13

5. KieHTcKkast T10sUTbHOCTb, e (hOPMUPOBaHHE.
ITonnMmanue J10sTbHOCTH. BUIBI 11 OPMEI TOSITEHOCTH.
IMoka3zarenu it ©3BMEPEHHUs OsUTbHOCTH. [IporpaMMBl
JIOSUTFHOCTH M X HHCTpyMeHTapuid. [lonck BapnanToB
WHMBUAYaIH3al[M B3aMMOOTHOIICHHUH Ha MPaKTHKE.
[psiMoii MapKeTHHT U MapKeTHHT 0a3 TaHHbIX. OCOOEHHOCTH
MPOrpaMM JIOSUILHOCTH B PEKPEAIIMOHHOM CepBHCE.

6  Cucrembl cObopa u paboThl ¢ HHpopMarmei o
noTpeduTeNsiX U KimeHTckux rpymax (CRM)

Yero mo3BossieT qocTrab Texuuka (CRM):

YKPEMUTh IMOLMOHATIBHYIO CBSI3b MKy OPEHIOM H
MOKYTIATEISIMHY;

MOBBICHTH JIOSUTLHOCTD ayTUTOPHH;

c(hOopMHPOBaTH APMHIO IPUBEPKEHIICB OpeH/Ia;
MIPUBJICYb HOBBIX KJIMEHTOB;

YBEJMYUTH MOKA3ATENHU MIPOJAK.

Mp/

[K-1

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

1.4

7. TlapTHepckue OTHOIICHWSI BHYTPH OPTaHU3AIII
BryrpeHHUit MapKeTHHT 1 ero HHCTpyMeHTapuid. O6nacTpb
B3aMMOJICHCTBHS paOOTHHKA KOMITAHUH U KJIMCHTA.
BnyTpeHHunit kaumar u KyJieTypa B CEpBUCHOM OpraHU3aliy.
Brenpenue BHyTpeHHEr0 MapKeTHHTA.

Mp/

IK-1

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

Pa3nen 2. MapkeTHHI B3aHMOOTHOLIIEHHU ¢ MOTpedUTeIeM

2.1

8. DBoNIONMS  COLMAJIBHBIX ITapaiurMm
KIMEHTOOPUEHTHPOBAHHOCTH.

OCo0eHHOCTH MapKEeTHHIa ITAPTHEPCKUAX OTHOIICHHUI:
JOJTOCpEeYHast IEPCIIeKTHBA, BEICOKAs CTEIEHb
B3aHMOJICHCTBUS C TIOTPEOUTENIeM, BOBICUSHHOCTh BO
B3anMojercTBre. [IpHHINITEI MapKETHHT A
B3aMMOOTHOIIIEHUH.

Mp/

[K-1

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

2.2

9. Mojenb BOBIEUEHHOCTH NOTpeduTeneit

@dopmsl B3auMoeiicTBHSA ¢ KIHeTHTaMH. [Tnpavmna 3agaya
MapKeTUHIa OTHOILIEHHU: IPUOOPETeHHEM KIIMEHTa,
yIepKaHHe, pacIIUpeHNe B3aUMOICHCTBHS.

/Cp/

K-1

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

2.3

10. B3aumooTHOIIEHH OpeHIa U IOTPEOUTEIS.
Wnentuduxauuns KIMeHTOB. qudepeHIusuns KIMeHTOB.
Hcrounuk npubbLIN IPEANPUATHS HE TOBAp, a KIueHT. /Cp/

K-1

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

2.4

11. IuHamuka noTpeOUTENbCKOTO TOBEICHHUS

IIyTh OT HOTEHLIMAILHOTO ITOKYNATENS 10 JIOSUIBHOTO KJIMEHTa.
UccnenoBanusa Murrana u Jlaccapa — Biusinue
YIIOBJIETBOPEHHOCTH.

JKu3HEeHHBIN 1KyNT B3aMMOOTHOILIEHUS C TOKYIaTeIeM.

/Cp/

K-1

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

2.5

12. B3aumopeiicTBHE MEXIYy YPOBHEM YIAOBJIETBOPEHHOCTH
JIOSTBHOCTBIO TIOTPEOUTENE.

WHIeKe yaoBIeTBOPEHNMS MOTPEeOUTEIeH. MOIENb
YIOBJICTBOPEHUS MOTPEOHOCTEH KITMCHTA.

Koadduument orcrynauygectsa (0TKasa).

/Cp/

[K-1

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

2.6

13. AHasu3 OTHONICHUs MOTPEOUTENEH K TOBAPY C MOMOIIBIO
nojenu Pumbeiranomornsio noaenn dumibeiira /Cp/

IK-1

JIT.1J11.2J12.1 J12.2
J2.3

Paznen 3. Paznen 3.0nenka J0sIbHOCTH MOTPeOUTEIE.




3.1

14. Crparerust ynpaJieHus JIOSIIBHOCTBIO OTpeOHTENEH.
JIOSUTBHOCTB KaK CIIOXKHOE SIBICHUE, DPMHUPYEMOE IO
BIIUSIHHEM KOMILIEKCa (hakTOpOB.

JlecTHHIA JIOATBHOCTH.

CraHaapTHble HHCTPYMEHTBI IPOrpaMMBbl J0sUIbHOCTH. /Cp/

[K-1

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

3.2

15. JlosmbHOCTH ¥ IPUBEPKHHHOCTH KITMEHTOB.

JIosUTEHOCTE ¥ IPUBEPKHHHOCTH KITUCHTOB.

[TonsiTre u BUABI TOSUTEHOCTH NOKyTIaTeNnel. JlaTenTHas
JIOSUTEHOCTG. JIOXKHAS JTOSITbHOCTh. AKTYalTbHOCTD YIIPABIICHUS
JIOSUTBHOCTBIO TIOKYIIATEINei B COBPEMEHHBIX YKOHOMUYECKUX
ycnoBusX. MTHCTpYMEHTBI CTUMYITMPOBaHUsSI COBITA U
MOHEeTapHast JOsITbHOCTh. KiTyObl TOCTOSITHHBIX TTOKYTIATEIeH:
MpaKTHYecKre KeHChl. MeTo bl OLIeHKH JOSITbHOCTH
notpedureneil. . /Cp/

IK-1

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

3.3

16. uanKaTOphI MOBEICHHS JIOSUTBHOTO MOTPEOUTEIIS.
Cranuu KITMeHTCKOM JIOSTTBHOCTH.

3aKOHEI JIOSUTEHOCTH.

YPpOBHU JOSUTLHOCTH.

OCHOBHBIE ATaIBI MPOIIEcca Pa3pabdOTKU IIPOTPaMM
nosuteHOCTH. Llenn nporpaMm JosutbHOCTH. HakommTensHO
-OOHYCHBIE CHCTEMBI, CKUTOYHbIC CUCTEeMBI. [101apouHbIe
KapThl WK cepTUdUKaTh; Po3pIrpeimm npuzos; Ce30HHbBIE
pacnpoaaxu; JIbrotsl. MynbTHOpEHI0Basi © MOHOOPEHIOBAsI
MPOrPaMMBI JIOSUTEHOCTH. TeXHHYECKHe I1aThOopMBI
KapTOYHBIX CHCTEM MPOTPaMM JIOSUTBHOCTH

/Cp/

IK-1

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

34

17 motpebuTenbcKas IEHHOCTh KIIMEHTOB.

TIporpamma GpopMHUpOBaHUS JOSUTLHOCTH. MTHCTPYMEHTHI
MTOBLIIICHHS KJIUECHTCKOM JIOSILHOCTH. JIOSIBHOCTE B
(DMHAHCOBBIH pe3ynbTarT.

/Cp/

[K-1

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

3.5

18. CRM u MapKeTHHT B3aMOOTHOIIICHUH.

Hcnons3oBanne CRM (Customer Relationship Management)
Bosmoxknoctt CRM-cucrem. Ctpykrypa CRM-cuctem.llenu
BHeapenus: CRM.Knaccudukannu CRM-cucrem
(oneparonnsiii CRM, ananutuueckuit CRM,
koyutaboparuBHbii CRM. .PeiHok CRM-cucTtem.
Knaccupukanus CRM no nasnauenuto, Knaccudukanns
CRM 10 ypoBHi0 00paboTku nHpopMarwu. [TocTaBiuku
CRM-cucrewm. [Ipeumymmectsa ucnons3oBanus CRM- cucrem.
Mexanusmbl BHenpeHuss CRM-crcTeM ¢ rcnonp3oBaHeM
LibreOffice.

/Cp/

IK-1

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

3.6

19. Ouenka nosumpHOCTH - HMHAEKC NPS

Merto/pl aHaNM3a KITMEHTCKOM 0a3bl M METOIBI U3MEPEHHS
nosiibHOCTH DOPMHUPOBAaHUE KITMEHTCKON 0a3bl. MeTo bl
aHanu3a KIMeHTcKol 0a3el: ABC-anamu3, XY Zananus,
unTerpupoBaHublii ABC-XYZ-ananu3, RFM — ananus,
MHOTO(aKTOPHBIE MOZENHU aHamu3a. [IpoTyKTUBHOCTh
BOPOHKH TIPOJIaK. METOIbl OLICHKU YJIOBJIETBOPEHHOCTH
norpeburenell. AHaJIN3 COOTHOUICHU
Ba)KHOCTB/YIOBJIETBOPEHHOCTb. MHIEKC YIOBIETBOPEHHOCTH
wimentoB (CSI). Yuctsiit uagexc mpomoyrepa (NPS).
JlosinpHOCTE 1 ee BubI. [TokazaTenu U METO bl H3MEPEHHUS
JOSUTBHOCTH TIoTpebuTeneii ¢ ucronb3oBanuem LibreOffice.
/Cp/

K-1

JIT.1J11.2J12.1 J12.2
J2.3

3.7

/3auét/

IK-1

JIT.1J11.2J12.1 J12.2
J2.3

4. ®OHJ OHEHOYHBIX CPEJICTB

CrtpykTypa U conepkanue HOHAA OLEHOYHBIX CPENICTB I IPOBEACHHS TEKYIIEeH U MPOMEXYTOUHON aTTEeCTAIMU NIPEACTAaBICHBI B
IMpunoxenuu 1 x pabouell mporpaMMe JUCHUILIUHBL.




5. YYHEBHO-METOAMYECKOE 1 THOOPMAINIMOHHOE OBECIIEYEHUE JUCHUIIINHBI

5.1. OcHoBHasi IMTepaTypa

ABTOpBI, COCTaBUTEIH 3arnaBue W3narenbcTBO, TOX Kommnu-Bo
JI1.1 |Jlarsmues, /1. B., MapKeTHHTOBbIe TEXHOJIOTHU U CTPATETHH B Bosrorpan: Bonrorpajckuii | http://www.iprbookshop.
T'omaronoBa, T. M. YIPaBIEHUECKOM JeSATeNbHOCTH OpTraHu3aluy. roCyIapCTBEHHBIH ru/82663.html
Teopernuecknii Kypc: yaeOHOE mocodue uis COIHATBHO- HEOTpaHUYEHHBIHN JOCTYI
CTYIIEHTOB BBICIINX YUeOHBIX 3aBEICHUI e AT OTHYeCKHit JUTS 3apETUCTPUPOBAHHBIX
yHUBepcuTeT, «IlepemMeHay, HOJIB30BATENICH
2019
JI1.2 |JIyneBa E. A. CoBpeMEeHHBIC MAPKETHHTOBBIC TEXHOJIOTHH: ydeOHOe |OMcK: OMCKUit https://biblioclub.ru/inde
nocoGue roCyJapCTBEHHBIH X-PhP?
TeXHU4ecKHil yHuBepcurer | Page=book&id=493360
(OMI'TY), 2017 HEOTPaHWYEHHBIN TOCTYII
JUTS 3apETUCTPUPOBAHHBIX
0JIb30BaTenei
5.2. lonosHuTeIbHAS JIHUTEPaTypa
ABTOpBI, COCTaBUTEIN 3arnaBue W3znarenbcTBO, IO Konnu-Bo
JI2.1 |Hropen6eprep, JI. B,  |OcHOBBI mOTpeOHTENBCKUX 3HaHHUIT: yaeOHOe nocoOue |Mocksa: Al [Tu Ap Menua, | http://www.iprbookshop.
Apxunos, A. E., 2021 ru/108239.html
Kmumosa, 3. H., HEOTpaHUYEHHBIN JOCTYTI
Amnanny, M. 1., JIyuuna, ISl 3apErUCTPUPOBAHHBIX
H. A., Oxwuros, B. B. MOJIh30BaTENICH
2.2 MenemxkMenT U busHec- A IMUHUCTPUPOBAHHE: MockBa: Axazgemust https://biblioclub.ru/inde
XKypHaI MEHEPKMEHTA ¥ On3Hec- x.php?
amMuEHCTpHpoBaHus, 2021 | Page=book&id=613845
HEOTPaHWYEHHBIN JOCTYII
JUIS 3aPETUCTPUPOBAHHBIX
T0JIb30BaTeNei
JI2.3 |Epmonrosa E. 1O. MapKeTHHTOBBIC TEXHOJIOTHH KaK pecypc pasBuTus  [Mocksa: 6.u., 2020 https://biblioclub.ru/inde
YUPEKIAEHUHN KyJIbTYpPhI: CTyICHIECKas: HayqHas x.php?
pabora page=book&id=615247
HEOTPAHUYEHHBIN TOCTYI
UL 3apETUCTPUPOBAHHBIX
oJib30BaTenei

5.3 IIpodeccuonanbubie 6a3bl JaHHBIX U HHGOPMAaNHOHHbIE CIIPABOYHbIE CHCTEMBbI

basa nanHbIX Beepocceniickoro neHTpa nydeHus obuiectsenHoro MueHus (BLIMOM)https://wciom.ru/database/

NCC «Koncynwrantllmocy

HCC «Iapant» http://www.internet.garant.ru/

5.4. IlepeyeHs MPOrpaMMHOro0 o0ecreveHust

LibreOffice

5.5. Y4eOHO-MeTOANYECKHE MATEePUAJIBI IJIsl CTYIeHTOB C OTPAHUYEeHHbIMH BO3MOKHOCTSIMHU 30POBbS

[Tpu HE0OXOAMMOCTH TO 3asBICHHUI0 OOYYAIOMIErOCs C OTPaHWYCHHBIMH BO3MOXKHOCTSIMH 37I0POBbSl Y4EOHO-METOJHUYECKHE MAaTepUalIbI
MPEIOCTABISIIOTCS B hOpMax, aalTUPOBAHHBIX K OTPAHUYEHHSM 3I0POBBSI M BOCTIPUATHS HHGMOPMAIHK. J{JIs TN ¢ HApYIICHUAMY 3pEHUS: B
(dopme ayanodaiina; B neyaTHoit popme yBeNnYeHHBIM HIpUdTOM. J[Js U] ¢ HApyIIEHUSIMHU ciyXa: B (JOpMe DJICKTPOHHOTO IOKYMEHTA; B
neyatHOH (opme. [t M1 ¢ HAPYIIEHUSIMA OTIOPHO-IBUTATENHFHOTO anmnapara: B GopMe 3JeKTPOHHOTO JJOKYMEHTa; B IIEYaTHOH (opMe.

6. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHHUE JUCITUITJIMHBI (MO JIST)

ITomemenus At NpOBEAEHHS BCEX BULOB PabOT, IPEAYCMOTPEHHBIX y4eOHbBIM IIJIAHOM, YKOMIIIEKTOBaHbl HEOOXO0IUMOM
CHELHATN3UPOBAHHON y4eOHONH MeOeNbI0 U TEXHUUECKUMH CPEACTBAMH O0Y4eHHUS:

- CTOJIBIL, CTYJIbA,

- IEPCOHANBHBII KOMIBIOTEP / HOYTOYK (IIEPEeHOCHOIT);

- IPOEKTOP, 3KPaH / UHTEPAKTUBHAS 10CKA.

7. METOAUYECKHUE YKA3ZAHUWSA JJI OBYYAIOIIUXCSA 11O OCBOEHHUIO JUCHUTIIMHBI (MO/Y JIS)




MeTO,Z[I/I‘IeCKI/Ie YKa3aHus 10 OCBOCHUIO JUCHUIITIMHBI ITPEACTABJICHLI B HpI/IJ'IO)KeHI/II/I 2k pa6oqu51 nporpaMmMe JUCHUIIINHBL.




IHpuiaoxenue 1

®OH/JI OHEHOYHbBIX CPEJICTB
1 OnucaHue NoKa3aTeJsieil U KpUTepUeB OlleHUBaHHUSI KOMIIETEHIIUMA HA Pa3/IMYHbIX
Tanax ux GopMHUPOBaHMs, ONNMCAHUE IIKaJ OLeHUBAHUA

3YH, cocraBustomue IToka3zaTenu olieHUBaHUS Kputepuu onenuBanus Cpenctia
KOMIIETEHIIHIO OLICHUBAaHUS

[TK-1:Cnocoben GpopMupoBaTh M OCYIIECTBISATH MAPKETHHTOBBIE TPOrPaMMBI C HCIIOIb30BAHHEM HHCTPYMEHTOB
KOMIIJICKCA MapKETHHTa

3nanus HaBbikn pabotel ¢ y4ueOHOM, | MOTHOTA W COAEPXKATETHHOCTh O-ompoc
ANTOPHUTM 3¢ dexTUBHOM | yaeOHO-MeToaImIecKOit U | oTBeTa; yMeHHe NpUBOAMTH | (Bompockl 1-37)
KOMMYHHUKAallUM B YCTOW W | HAYYHOH JUTEPATYpOH, | MPUMEDHI; COOTBETCTBHE

nuceMeHHOH  opme TS [ cucTemaruzanuu MPEJICTAaBICHHON B OTBeTax | B- Bompocsl k
ITIOCTPOEHUST KOHTaKTa C IEJICBOM | MapKeTHHToBOM nH(popMarmu. | nHDOpMaIuu Mmatepuanam | 3adety (1-45).
ayAUTOPUM, BapUaHTbl U METOMBI JEKUUn U yueOHOMH

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

3¢ (HEeKTUBHOCTH  MapKETHHTOBBIX WnTepuer

peuleHuii B paMKax yIpPaBJICHHS

KITMEHTCKOU JIOSITBHOCTBIO,

MCTOJbI aHajm3a nu OLICHKHA
MapKeTHHFOBOﬁ JACATCIIBHOCTH B

pamkax OpraHu3anuu

JNOJTOCPOYHBIX ~ KOHTakTOB  C

NOTPEOUTEISIMU

Ymenns Ilonck u cOop HEOOXOAWMOM | COOTBETCTBHE J— nokmampt
VYMeTh pealn30BBIBATH METOJBI | IUTEPATYPhl,  HCIOIb30BaHUE | PEICTABICHHON B Moknamax u | (Temsl 1-22)

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

NOTPEeOUTEISIMA  AJIS1  TIOBBILICHHUS MaTepHagam JeKIUH u T- Tect mo

3QPEKTHBHOCTH  MapKETHHTOBBIX yueOHOM TuTeparypsl, | pasgeny 1-3

pelieHnid B paMKax yIpaBlIeHHS CBE/ICHUSIM u3

KIIMEHTCKON JIOSTBHOCTBIO, HHPOPMALMOHHBIX ~ PECYpPCOB

OCYITIECTBIISITH 3¢ (HEeKTUBHYIO HutepHer;

KOMMYHUKAllUM B yCTOH M

MUCbMEHHOH  Qopme ISt

MOCTPOCHUSI KOHTAaKTa C ILeJIeBON

ayAUTOPHUH, HCII0JIb30BaTh

METOABI aHaJm3a nu OLICHKH
MapKeTHHFOBOﬁ JACATCIBHOCTH B

pamMKax opraHu3aIuu

JIOJITOCPOYHBIX KOHTaKTOB C

MOTPEOUTEISIMH

HasbIkn Hcnonbs3oBaHue COBPEMEHHBIX | yMeHUE IIPUMEHSATH C3 -
Brnamers uHCTpYyMEHTOM paboOTHI | HH(GOPMAIIMOHHO- TEOPETHUECKHE 3HAHWUSA IS | CHUTYyallnOHHBIC
MapKeTosora KOMITaHUHU ¢ | KOMMYHUKAIIMOHHBIX aHaan3a npaktaueckux | 3amanus (1-23)

MOTPEOUTESIMUA /11 TIOBBILICHUS | TEXHOJIOTHH WM TJI00AJbHBIX | CHTYallMid ¥ KEHCOB, JenaTh
3G HEKTUBHOCTH  MAapKETHHTOBBIX | HH)OPMAIIMOHHBIX PECYPCOB B | MPaBUIIBHBIC BBIBOJBI.
pellleHnii B paMKax yIIpaBieHHs | TpoIecce yIIpaBIIECHUS
KITUCHTCKOU JIOSTIbHOCTBIO BriasieTs | MapKeTHHTOBOM

HHCTPYMEHTOM 3¢ GEKTUBHOM | AeITENBHOCTRIO.
KOMMYHUKAllUM B yCTOH M
MACHEMEHHOM hopme VTS
MOCTPOCHUST KOHTAKTa C I[CJICBOU
ayJMTOPHIA, HABBIKAMU
COBPEMEHHBIX CIIOCOOOB aHAaJM3a
BbIOOpa MapKETHHIOBOM CTpaTeruu
VOpaBJICHUS] ~ OTHOWICHUAMH  C
MOTPEOUTEIISIMH c y4eTOM
COCTOSIHUS OM3HEC-CPEIbI




OopraHusanuu

1.2 IlIkansl OLICHUBAHUS:

Texkymuii KOHTPOJIb YCIIEBAEMOCTH M MPOMEKYTOYHAsl aTTeCTallds OCYIIECTBIISIETCS B
paMKax HaKOMUTEIbHOUN OauIbHO-pEeHTUHTOBOM cucTeMbl B 100-0amibHOM mIKane:

3auer

50-100 GamnoB (3a4eT)

0-49 6annoB (He3ayder)

2 TumnoBble KOHTpPOJIbHbIE 3aJaHMSA WM MHbIe MaTepua/ibl, HE00XOAUMbIe IJIs
OLEeHKHU 3HAaHUM, YMEHHMH, HaBbIKOB U (WiIM) oOnbiTa /[JeATeJIbHOCTH,
XapaKTepu3ywINUX 3Tanbl (pOPMUPOBAHUSA KOMIIETEHL UM B IpoLecce OCBOEHUS
00pa3oBaTeJIbHOU MPOrpaMMbl

Bompocsl k  3ayery

1. Ponb noBeaenust notpeduTeneil B NpUHATUU MAPKETUHIOBBIX PEIICHUN.
2. IloTpeburenbckast OpueHTaLUsl OpraHU3alMy: BHEIIHUI U BHYTPEHHUN MapKETHHT .
3. O0mmas MoieTh MOTPEOUTEITHCKOTO TOBEICHHMS.
4. Mapxketunr otHomenuid (CRM); nectHuIa JTOSIBHOCTH.
5. ®akTopsl ri1o0anM3anry PEIHKOB U X 3HAYEHHE B pabOTE ¢ HOTPEOUTEIISIMH.
6. ®akTOphI BHEIIHETO BIMAHUSA Ha OTPEOUTENBCKOE IOBEICHHUE
7. KynpTypa 0011ecTB, €€ KOMIIOHEHTHI X UX UCIIOJIb30BaHUE B MAPKETUHTOBBIX
pELICHUsX.
8. KynbTypHble Bapuauu B HOTPEOUTENHCKOM MTOBEIEHUH.
9. OcobeHHOCTH KPOCC-KYJIBTYPHBIX U TTI00AIbHBIX MAPKETUHTOBBIX CTPaTErHii:
MOTPEOUTENTHCKHI acTIeKT.
10. ConmanbHoe NOJI0KEHNE MOTPEeOUTEINS, €ro J1eTEPMUHAHTHI U 3HAUYCHHE IS
MapKETHUHTOBBIX PELICHHH.
11. Tuns! Tpynn BIUSHUS HAa TOTPEOUTEIBCKOE MOBEACHUE U UX UCIIOJIb30BAHUE B
MapKeTHHTE.
12. Mogenu npoueccoB NepCOHAIbHOTO BIUSHUSA U MAPKETUHIOBBIE PELICHMUS. .
13. Auddy3us nHHOBAIMH, KIaccuUKAIUs TOTPpeOUTEIECH 0 CKOPOCTH OCBOCHUS
VMHHOBAIWH U €€ UCII0Ib30BAHUE B MAPKETHHTE.
14. JIuua, Bnusitomive Ha MHEHUS: XapaKTEpUCTHKA, MOTUBALUS BIMSHUS U UX
HCII0JIb30BaHUE B MAapKETHHTE. .
15. JIoMOX035HCTBO, €r0 TUITBI M INHAMHUKA B MAPKETHUHTOBBIX PELICHUSX.
16. J/IoM0X035HCTBO: poJIeBOE OBEJCHNUE U COLIMATM3AIMs TOTPeOUTENS.
17. BuyrpeHnHue GpakTopsl MOBEACHUS MOTpeOUTENEH - UX 3HAaUEHHE U celn(HKa.
18. Ilporecc 06paboTku nHDOPMALIUK TOTPEOUTETIEM U €T0 MAPKETHHTOBOE
3HAYEHUE.
19. BocnpusiTie, ero KOMIOHEHTHI M pojib B 00paboTke nHpopManuu
oTpeduTeneM.
20. YipaBneHHe SKCIO3UIUEH 1 BHUMAHUEM B TOTPEOUTENHCKOM BOCTIPUSTHH.
21. MeTtoabl KOTHUTUBHOTO 00y4YeHUS U cpepbl UX UCTIOIb30BAHUS B MAPKETUHTE.
22. Cxema MoTHBalMu. MOTHUBBI ITOBE/IEHU TOTpeOuTeNnei, uX BUIBI U
HCIOJIb30BaHUE B MapKETHUHTE.
23. )Ku3HeHHBIH CTHIIb TOTpeOuTeNeH, ero Moaenu u chepsl UCTIOIB30BAHMS B MAPKETHHTE.
24. ®opMupoOBaHHUE U U3MEPEHUE 3HAHUS TOTPEOUTENS O TIPOAYKTE, €0 MOKYIIKE U
HCIOJIb30BaHUU.
25. OtHoweHne NoTpeduTeNel K MPOAYKTY, IPOU3BOJUTENIO, IPOJABILY U METObI
€ro U3MEPEHHUS.




26. KOMIIOHEHTHI OTHOIICHUS TOTpEeOUTENCH (K POAYKTY, TOCTABITUKY) U HX
HCIIOJIb30BAaHUE B MAPKETHUHTOBBIX PELICHUSIX.

27. MynbTHaTpuOyTHBHBIE MOJICTH OTHOIICHUS TOTPEOUTENICH K TPOIYKTY.

28. MI3MeHeHue OTHOIICHUS MOTPeOUTENs K MPOAYKTY 10 ad(heKTHBHOMY,
MOBE/ICHYECKOMY U KOTHUTHBHOMY KOMITOHEHTAM.

29. Posib ¥ THITBI CHTYaIIMOHHBIX ()aKTOPOB, CUTYAIUil B IPUHSATUU PEIICHUS O
MTOKYTIKE.

30. Kpurepun xnaccudukanuu moTpeOUTENLCKUX PEIICHU U UX 3HAYCHUE B
MapKeTHHTE.

31. AkTuBaIus 0CoO3HaHUS IPOOJIEMBI IOTPEOUTEIIEM.

32. adopmaIimoHHBIN MOUCK B IOTPEOUTEIIHCKOM PEIICHUHN: 3HAYCHHUE U
XapaKTEPUCTUKHU.

33. [IpaBuna npuHATHS PEIICHUIN: BUIAbl U 3HAYEHUE B MAPKETUHTE.

34. BapuaHThl UCII0JIB30BAHUS ITIOKYIIOK U UX MAPKETUHIOBOE 3HAUECHHUE.

35. IlocnenokynovyHas OleHKa albTEPHATHB; IMTYTH COXPAHEHHS TOTPEOUTEICH.

36. JlenoBoE MOKYyMNaTeIbCKOE MOBEACHHE: OCOOCHHOCTH U MOJIEIb.

37. KoHcbromMepusM - UCTOPHS U I100alibHbIe NepcrnekTUBbL. [IpaBa moTpeduTeneii.

38. IIpaBa motpedureneit u rocperyiupoBanue. Peakius On3Heca Ha JBUKCHHE TOTPEeOUTENICH
39. Knaccudukanus moTpeOUTeIbCKOM JTOSIBHOCTH.

40. DMonoHaNbHAS JTOSUIIBHOCTb, PallMOHaIbHASL JIOSUIBHOCTD.

41. Y 10BJAETBOPEHHOCTH U JIOSUIBHOCTD.

42. MeTtopbl OIIEHKU KIIMEHTCKOM JIOSITbHOCTH.

43. Buabl ¥ TUIBI TPOTPaMM MOOIUIPEHUS KIUEHTOB

44. HoBble METOABI BO3ACHCTBHS HA MMOTPEOUTENHCKUN BEIOOP: BUPYCHBI MapKETHHT.
45. HoBble MeTO/IbI BO3JCHCTBUS HAa MOTPEOUTEIHCKUM BHIOOP: MOOMIIBHBIA MAapKETHHT.
Kputepumn onenku:

©CoN>Or~ N E

10.
11.
12.

13.

oueHka «3ader» (50-100 GanoB) BHICTABISETCSA CTYIEHTY, €CIU H3JIOKEHHBbIH MaTepuall (pakTu4ecKu
BEPEH, HaJIM4Yue TIyOOKMX HMCUEPIBIBAIOIIMX 3HAHUNM B 00beMe MPONAECHHON IporpaMMbl IpaMOTHOE U
JIOTUYECKH CTPOMHOE M3JI0KEHHE MaTepHuaja IpU OTBETE, YCBOCHHE OCHOBHOW M 3HAKOMCTBO C
JOTIOJIHUTEIBHON JIUTEPATYpOi; HaJUuue TBEPABIX M JIOCTATOYHO IMOJIHBIX 3HAHUI, YETKOE M3JI0KEHHE
MaTepuasa, JOIYCKAlTCS OTAEIbHBIE JIOTUYECKHME W CTHIMCTUYECKHE IOTPELIHOCTH; H3JI0KEHUE
OTBETOB C OT/I€IbHBIMH OIIMOKaMH, YBEPEHHO UCIIPABIEHHBIMU MIOCTIE JIOTIOJIHUTENBHBIX BOIPOCOB;
orenka «Hezader» (0-49 0aymuioB) BBICTABISICTCSI CTYACHTY, €CIIH OTBETHI HE CBSI3aHBI C BOIPOCAMH,
HaJMuue rpyobIX OMIMOOK B OTBETE, HEIOHMMAaHKUE CYIIHOCTH M3JIaraéMOro BOIPOCa, HEYBEPEHHOCTh U
HETOYHOCTb OTBETOB HA JIONOJHUTENIBHBIE U HABOASIINE BOIIPOCHI.

Bonpocs! 1J11 yCTHOT0 onpoca

KnuenTckas 6a3a kak HemMaTepuanbHbI aKTUB KOMIIAHHH.

HpaiiBepbl KIMEHTCKOTO KaluTaa.

HanaxuBaHue yCTOWYMBBIX CBS3€M M OTHOIICHHH C KIIMEHTAMM.

Koad¢urment Tobuna.

Mopenb nepexo/ia mpeAnpUsTHs K OPUEHTAIUN Ha KJIIMEHTA, TTOJINTUKA OPUEHTAIIUN Ha KIIMEHTA.
TexHoorUsI MPUBIIEYEHUS KIIUEHTOB.

Hcnonp30BaHne NCUXOJIOTUYECKUX 0COOEHHOCTEN KIMEHTOB.

[Torpeburenbckas EHHOCTh KaXKIOTO YelIOBEKa

NHCTpyMEHTHI TIPHUBJICUCHUS KIMEHTOB: peKiaMa, aKIMHM, HHTEPHET TEXHOJOoTu U ap. PopMupoBaHue
KITMEHTOOPUEHTUPOBAHHOTO TIOBEJICHHUs IEPCOHANA.OPHEHTAllM Ha KIHEHTa — KII4YeBOU (akTop
ycrexa mpeanpusiTUs.

DBOJIIOIMS IKOHOMUYECKUX MAPaTUTM KIMEHTOOPUEHTUPOBAHHOCTH.

PocT BOBI€UEHHOCTH, MO/ICIIb BOBJICUEHHOCTH TIOTPEOUTENECH

Oco0eHHOCTH MapKETHHra MApTHEPCKUX OTHOIICHUM: JHONTOCPEYHAasl MEepPCIEeKTHBA, BHICOKAS CTEICHb
B3aMMOJICHCTBHUS ¢ TOTpeduTesaeM, BOBJICUEHHOCTh BO B3aumojeicTBue. [IpuHIMIBI MapKeTHHTa
B3aMMOOTHOILICHU.

DopMbl B3aUMOAEHUCTBUS C KIMETHTAMM.



14.

15.
16.
17.
18.
19.
20.
21.
22.
23.

24.
25.

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

[Mupamuna 3amay MapKeTHHra OTHOIIGHU: MPHOOpETeHHWEM KIUEHTa, YyAep:KaHHWe, pacllupeHHe
B3aUMO/JICHCTBUA.

B3anMooTHoIeHus 6peHa u moTpeouTers.

Wnentudukanus KIMeHTOB. TU(GGEpeHIUSIINS KIMSHTOB.

HcTounuk npuObUIM IpeIpUsITUS HE TOBAp, a KIIMEHT.

JuHaMuka noTpeOHTeIbCKOTO OBEICHHUS

[TyTh OT MOTEHIMATLHOTO MOKYHATENs A0 JIOSIHHOTO KIMEHTA.

Hccenenoanus Mutrana u Jlaccapa — BiusiHEE yA0BJIETBOPEHHOCTH.

JKvi3HEeHHBII MK B3aUMOOTHOUICHHUSI C ITOKYTaTEeIeM.

B3anmopelicTBre MeXly YPOBHEM yJIOBJIETBOPEHHOCTH M JIOSUIBHOCTH TOTPEOUTEINEH.
Wuaekc ynoBIETBOpPEHHs MNOTpeOUTeNeil. MOJelb  YIOBIETBOPEHHUS MOTpeOHOCTEn
Koadduuuent orcrynunyectsa (0TKasza).

AHaM3 OTHOIICHUS TOTPEOUTENEH K TOBapy ¢ MoMolIso nojaenu dOumobeiira

Crparerus ynpasieHuUs JOSUIBHOCTBIO TIOTPEOHUTENEH, JIOSUIBHOCTD KaK CIIOKHOE sIBJICHHE, (pMUPYEMOe
M0J1 BIUSTHUEM KOMILJIEKca (paKTOpPOB.

JlecTHUIIA JTOSUIBHOCTH.

CraHgapTHbIE HHCTPYMEHTBI TPOTPAMMBI JIOSUIBHOCTH.

JlosnbHOCTbbbb U IPUBEPKHHHOCTD KIIMEHTOB.

Tunsl T0SIBHOCTH.

WuaukaTopsl MOBEACHUS JOSIBHOTO TOTPEOUTENS.

Cranuu KIMEHTCKOM JIOSIIbHOCTH.

3aKOHBI JIOSUIBHOCTH.

YPOBHU JNOSIBHOCTH.

Onenka nosmibHOCTH - uHAEKC NPS/ moTpeburenbckas IEeHHOCTh KIIMEHTOB.

[Tporpamma hopMUpOBaHUS TOSITEHOCTH.

HMHCTpyMEHTBHI OBBILIEHUSI KIIMEHTCKOH JIOSUIBHOCTH.

JlosmpHOCTD U (PMHAHCOBBIN pe3yibTar.

KIIMCHTA.

Kpumepuu oyenusanusn:

- OIICHKA 5 OaioB
BBICTaBIISICTCS
oOy4aroremMycs, eciu

OH [eMOHCTpUpPYET 3HaHHE IO BOIPOCAM TEMBbI, HCIIOJIb30Bal
JIOTIOJIHUTENBHYI0 HAY4YHYIO JINTEPATYpPY IO TEME, Pa3BEPHYTO
OTBETUJI HAa BONPOC, APryMEHTHUPOBAHO BBICKA3aJl CBOIO TOUYKY
3peHHsl, CHOPMYIHUPOBAT CAMOCTOATEIbHbIE BHIBOIBI.

- OLIEHKa 4 Oamna
BBICTABIISICTCS
o0yyJaromemycs, eciu

OH YCBOMJ MaT€pHall TE€MbI 10 BOIPOCAM B paMKax OCHOBHOM
JUTEpaTyphl, Pa3BEPHYTO OTBETHJI HAa BOMIPOC, apryMEHTHPOBAHO
BbICKa3aJl CBOI0 TOYKY 3PEHUs, CPOPMYIHUPOBAT CAMOCTOSTEIbHBIE
BBIBOJIBL.

OILICHKA 3-1 Oain
BBICTABJISIETCA

o0yyJaromemycs, eciu

OH (bparMeHTapHo YCBOWJII MaTrepuaj, HEAOCTATOYHO PA3BCPHYTO
OTBCTUJI Ha BOIIPOC, HEC IPOABJIAI AKTHUBHOCTH IIPHU O6CY)KI[CHI/II/I
AUCKYCCHUOHHBIX BOIIPOCOB, HC C(bOpMyJ'II/IpOBa.H CaMOCTOATCIIbHBIC
BbIBOJbI.

OILICHKA 0 OaJUI0B
BBICTABIISICTCSA

o0yyJaromemycs, eciu

OH HC YCBOMJI TCMY, HC OTBCTUJI HU HAa OJIUH BOIIPOC.

MakcumanbHas cymMMa 0aiioB 1o ycTHoMy orpocy 40 0ansioB (8 0TBETOB 110 YCTHOMY OIIPOCY 1O 5 GaslioB).

Tect no Pazneny 1 MapkeTHHroBbIe TEXHOJIOTMHU YIIPABJICHHUS KJINEHTCKOM JIOSIJIBHOCTBIO

TECTBI

1. YTo 13 mepednciIeHHOro HI)KE OTHOCUTCA K BHYTPEHHUM HCTOYHUKAM HH()OPMAaLUK TOKynaTess?

A) pexnama
0) TUIHBINA OTIBIT™

B) undopmarims 8 CMU




') PeKOMEHIALNHU 3HAKOMBIX

2. JIns 9ero B mepByIO ovepeasr HEOOX0IUM aHAIN3 TIOBEICHUS ITOTpeOUTEICH ?
A) 1S OLIEHKHU JOTH PHIHKA

B) mnst cosmanus 6a3 JaHHBIX

B) mns mutanupoBaHus o0beMa IpoaaxK

I') nns maHUpoOBaHUST MAPKETUHTOBBIX ACUCTBHIA™

) g onpeneneHusi OTHOIICHUS TIOKyTIaTeNel K pupMe U ee yciayre

3. JlosnpHOCTH HOKyHaTGHeﬁ, Inpu KOTOpOﬁ paccMaTpuBarOTCA U3MCHCHUS B UX MMOBEACHWHU, HO IIPHU 3TOM HE
YKa3bIBarOTCA (I)aKTOpLI, BBI3BIBAIOINNEC TAHHBIC U3MCHCHU !

a) KOMILJICKCHAS JIOSUITbHOCTD

0) J10XHast JTIOSITLHOCTh

B) BOCTIpHHIMAaEMasi JIOSUTBHOCTh ™
F) IIOBCACHYCCKAs JIOSAJIBbHOCTD

1) HICTHHHAS JIOSITBHOCTD

4. XapaKTepUCTHKHU «BBICOKasl yIOBIETBOPEHHOCTh MapKOi — MOKyIKa KOHKYPUPYIOIIEH MapKu» B MaTpuIle
«JI0SLTBHOCTB/y JOBJIETBOPEHHOCTD)» MIPUCYIIH ... JIOSUTIBHOCTH:

a) UICTUHHOH

0) J0XHOU

B) JaTCHTHOW™

T') OTCYTCTBYIOLIEH

5. Kaxkoii u3 ypoBHeli OTHOIICHUH GUPMBI ¢ TOTpeOUTETIEM MOXKHO Ha3BaTh MAPTHEPCKUAM?

A) dupma okas3bIBaeT yCIyr ¥ MOTOM HE NMPEIIPUHUMACT HUKAKUX ACHCTBUN

B) pupma okazpiBaeT yciuyry v IpOCUT M3BECTUTD, €CIIM BO3HUKHYT KaKHe-TO MPOOIIEMBbI

B) ¢upma HenpeprIBHO padoTaeT ¢ KIMEHTOM AJISl IPEIUIOKEHUS JyqIled NOTpeOUTeIbCKOM IEHHOCTH *
I') mocie okazanust yciayru npoJaBel] caM 3BOHUT HOKYIATEINIO AJIsl IPOBEPKH CUTYaLuU

6. Kak Ha3bIBAOTCS POTrPaMMBbI JIOSTIBHOCTH, YUACTHE B KOTOPBIX MPUHUMAIOT HECKOJIBKO PA3ITUYHBIX (GUPM U3 pa3HBIX
chep 6usneca?

A) KpaTKOCPOYHBIE

B) nonrocpounsie

B) 6onycHbIe

J1) AMCKOHTHBIE MPOrPAMMBEI
E) koanunmonnsie™*

X) nanuBuyanpHele

7. MapKeTHHT B3aMOOTHOIIIEHUH — 3TO COBOKYITHOCTH MPAKTHUECKUX MMPHUEMOB yaepKaHus nmoTpedurtensi. CoriacHsl Jin
BEI C IIPUBEIEHHBIM OTIpe/ieJIeHIEM?

A) na



b) Her

B) aT0 01HA M3 TOUYEK 3pEHUS

I') aTo BecbMma ycnoBHOe ompeenenne™®
) aTo 3a0myxneHue

8. BEI cornacHel ¢ YTBEPKACHUCM, YTO «KMAPKETHUHT B3aMMOOTHOIIIECHUH 00eCIIeYNBAET CHUKCHIE H3OCPIKCK q)HpMLI,
0COOEHHO CBSI3aHHBIX C IIPUBJICYCHHUEM HOBBIX KIIHCHTOB?

A) na*

b) Her

Tect mo Pa3zieny 2. MapkeTHHIOBbI€ TEXHOJIOTMH YIIPABJIEHHS KJIMEHTCKOM JOSJIbHOCTHIO

9. BbI cornacHsl ¢ yTBEpKICHUEM, YTO «MAPKETHHT B3aMMOOTHOIIEHUH NPUHOCUT HOTPEOUTEIIO P ICUXOJOTHUECKHX,
SMOLMOHAIBHBIX U SKOHOMUYECKHX BBITOA»?

A) ma*

b) Her

10. JlosmbHOCTB MOTPEOUTENS KaK MOBECHUESCKHI (haKT BO3HUKAET B CBA3H C TEM, UTO:

a) MOKyMaTeb J0JIT0e BpeMs IPUOOpETaeT YCIyry y OJHOTO U TOTO K€ MpoJIaBIa

0) ycIyru Ipyrux KOHKYPEHTOB Xy/IIIEro Ka4ecTBa, 4eM y JaHHOTO TPOaBIa

B) MOTPEOUTENH BOCTIPUHUMAET BCE BBITOJIBI M MTOJIB3bI, KOTOPBIE MPEIOCTABISIET €My KOHKPETHBIN MpoJIaBel] ycayru™
T') BCe BBICKA3bIBAHUS PABHIIBHBI

1) HET NMPaBUJIBHBIX BBICKAa3bIBAHHI

11. JlostmeHOCTH 00513aTENBHO BKIIIOYAET B CBOIO CTPYKTYPY IOJIOKUTEILHOE OTHOLLICHHUE TIOTpeOUTENeH KO BceMy, 4To
Kacaercs AesATeIbHOCTY OpraHU3alliy, €€ IIPOJYKTOB U YCIIYT.

A) BepHO BO BCEX CIIydasx
B) BepHO TONBKO B cily4ae HCTUHHOM JIOSUIBHOCTH ™
B) neBepHo

12. Kakoif Bua MapKeTHHTA CO3/1aeT MOBBIIIEHHBIN YPOBEHD COIMAIHLHOTO B3aUMOACHCTBHUS MEXITY TPOJAABIIOM H
MOKyTarenem?

A) MapKeTHHT B3aUMOOTHOLICHHUIT*

b) BHyTpeHHUI MapKeTHHT

B) TpaHCakunOHHBII MapKeTHHT

I') TpagunoHHBI MapKETUHT

13. Kakoif Bua MapKeTHHTa 00ECIICUNBACT HATMINE KITFOUEBOM TPYIITBI MOTpeOuTeneii?
A) MapKeTHHT B3aHMOOTHOIIICHUI*

b) BHyTpeHHMIT MapKETHHT

B) TpancakninoHHBIM MapKEeTHHT



I') TpanuOHHBIA MapKETHHT

14. Kaxon BU MAapKCTHUHTa KOHIICHTPHUPYCTCA Ha OOMEHHEIX ornepanuax MCXKAY MOKYIaTeIAIMU U IpOoAaBLaMU,
XapaKTCpU3yCTCsa OrpaHMUCHHBIMHA KOMMYHUKAIIUAMU U CIa0BIMU CBSI3SIMH CTOpOH?

A) MapKeTHHT B3aHMOOTHOIICHHIA
b) BHyTpeHHMIT MapKETHHT

B) TpaHCcaknMOHHBI MapKEeTHHT*
I') TpaguIIOHHBIN MapKETHHT

15. Ilox BnusiHMEeM Kakoro (haktopa hopMUpyeTcst 0OJbIIas TEPIIUMOCTD TOTPEOUTEIS K TpoMaxaM KOMIIaHUU U
CHIDKAIOTCS 3aTPaThl IIPU HEynayax?

A) pacmpeHne 30HbI TOJIEPAHTHOCTH

b) npuBepkeHHOCTH

B) ynosnerBopeHHOCTH*

I') Hu3kMe 3anpockl

16. Uero mo3BousieT JOCTHYS MPUBEPKEHHOCTH OKyNaTelsi? (YKaXUTe BCE BO3MOXKHBIE BAPUAHTHI OTBETA)
A) 6oJjiee MATKOTO U TEPIUMOT0 OTHOIICHUS CO CTOPOHBI IIOTPEOUTENS K «IpOMaxamy KOMIaHUH™

b) Gonpmieit ynoBneTBOpeHHOCTH

B) 6omnee HU3KHX 3aITPOCOB MOTPEOUTEIS

I') oGneryenus mporecca KOMMYHUKAIIMK MKy KOMIIAaHHEH U MOTPeOUTEIeM

Tect mo Pazneny 3. MapKkeTHHroBbI€ TEXHOJIOTHH YIIPABJICHHS KJIMEHTCKOMN JT0SIIBHOCTHIO

17. Kak Ha3bIBaeTCs OMH U3 METOJ0B U3MEPEHHS CTAaTyCa JIOAIBHOCTH?
A) MeTO/ TOUEK CONMPUKOCHOBEHHUS

B) moctpoenue kapThl peIHKa

B) onienka ypoBHS yAOBIETBOPEHHOCTH *

I') He MOXOTUT HU OJIMH M3 METOJIOB

18. Berbepure u3 HIKE TIEPEUNUCIICHHBIX METOIOB T€, KOTOPBIE UCTIONB3YIOTCS JIJIS pa3paOOTKH M aHAJIM3a Imporiecca
B3aUMO/JICUCTBUA MOKYTIATENS U MPO/IaBiia;

A) nmuarpaMMHOE IPOEKTUpOBaHUE™
b) KoHKypeHTHast KapTa pbIHKa

B) penmxunupuar*

I') snumuHMpoBanue

J1) moTpeOUTENbCKHI CLIeHApUiT*

E) Touku conpukocHOBEHUS ™



19. Ilpu oMoty MeTo1a TOYEK COMPUKOCHOBEHHS MOXKHO OKa3bIBAaTh OIPE/IEIICHHBIE YIIPABICHYECKUE BO3ICHCTBIS Ha
MEPCOHANI OPTaHU3AIUHU CPEPHI YCITYT.

A) BepHO

b) HeBepHO

B) BepHO, eciu peyb HAET 0 KOHTAaKTHOM NepcoHaie™

20. CoObITHE MOXKET OBITH OTHECEHO K KPUTHUECKUM, €CIH OHO (YKaXXUTE OJWH BapUaHT OTBETA):
a) IIpocTo mpowm3ommio

6) meno ocoboe 3HaueHHE A1l ONHON M 00EUX B3aUMOACHCTBYIOIINX CTOPOH™

B) IlpuBeno k koHGIHKTY

r) [IpuBeno k MakCUMaJIbHO MTOTHOMY YJOBJIETBOPEHHIO OT MOIY4aeMOH YCIIyTH

1) OJIXOJISIT BCE BapUAHTHI

¢) He monxoauT HY oMH BapuaHT

21. K kakomy ypoBHIO OyIyT OTHECEHBI B3aUMOACHCTBUS TIPH MOJyYSHUN YCIIyTH YACTHOW KIIMHUKHU?
A) BrIcokas crereHb B3auMOIeHCTBUS ™

B) OcHoBHOE BHIIMaHWE YIENseTcsl 00CITyKUBAHHUIO C HCIIOIB30BAHUEM 000PYAOBaHUS

B) OcHoBHOE BHUMaHHUE YAEIAETCS KOHTAKTaM C 00CITYKHBAIOIINM MEPCOHAIOM

I') Huskas crereHb B3anMOIeHCTBUS

) He moaxoauT Hu OAMH U3 BAPUAHTOB

22. BHyTpeHHUI MapKEeTHHT UCIONIb3yeTCs TSl (YKaKUTe OJMH BapHaHT OTBETA):

A) IOBBIIIEHUS JIOSUTBHOCTH KIINEHTOB

B) a¢pdexruBHOIN MOTHBAIIMH COTPYIHUKOB, KOHTAKTHPYIONIUX C KIIMEHTaMHU*

B) Oornee pe3ynbTaTUBHOTO UCTIONB30BaHHS KOMITJIEKCa MAPKETHHTa

I') nnst Bcero BoILIENIEPEUNCICHHOTO

23. BHyTpeHHUIT MapKETHHT HaIleIeH Ha (YKAKUTE TIaBHYIO 11EJTh)?

a) CTUMYJIUPOBAaHUE MIEPCOHANA

0) mpuBIIeYeHNE OOJBIIETO YMCIIa KIHEHTOB

B) MOBBIIIEHUE KayecTBa 0OCTY)KHBaHUsI KIIMEHTOB Yepe3 IeHCTBUS MOTHBUPOBAHHOTO MepcoHana™
I') BBEICHUE HOBOI KYJIBTYPBI 00CTYKHBaHUS

) pa3BUTHE MAapPKETUHTOBBIX CTPYKTYp B OpraHU3aIIH

24. MapKeTHHT OpraHu3aiiy cepsl yCIyr, HCIIONb3yeMbIl A7 3 EKTUBHOM MOTHUBALIMN COTPYJHHUKOB,
HEIMOCPEJICTBEHHO KOHTAKTHPYIOIINX C KITUEHTAMHU:

A) MapKeTHHT B3aUMOJICHCTBHS
b) BHemHMI MapKeTHHT

B) BHyTpeHHMIT MapKeTHHT™*

I') MapkeTHHT B3aMMOOTHOILICHUN

25. B mogemn «TpeyroiasHUK MapKeTHHTa YCIYT» B3aUMOOTHOIIICHHS MEX Ty (GUPMON U TIEPCOHAIIOM OTIPEIICIISICT:



A) TpaIuIIMOHHBIH MapKETHHT
b) nHTEpaKTUBHBIN MapKETHHTA

B) BHyTpeHHU# MapkeTHHT*

NHcTpykuusi m0 BBINOJHEHHIO: OOydaromemMycss He0oOXOIMMO BBIOpaTh OJWH TPABHIBHBIA OTBET U3
MIPEITI0KEHHBIX.
Kpurtepun onenku:
5 6ayI0B BBICTABIISIETCS CTYJIEHTY, €CJIM  OJIy4€HBI paBuiibHble 0TBEeTHI Ha 90-100% BompocoB TecTa;
4 Gayia BBICTABIISICTCS CTYACHTY, €CIIU  TIOJMy4YEHBI TPaBUIbHBIE OTBETHI HA 70-80% BOIPOCOB;
3 GaJia BBICTABIISICTCS CTY/ICHTY, €CJIM  MOJIY4YeHbl IpaBUIIbHbIE OTBETHI Ha 50-60% BOMpoCOB;
(0 GasI0B BBICTABIISIETCS CTYJEHTY, €CJIM  TIOJIy4€HbI IPABWIIbHBIE OTBETHI MeHee, ueM Ha 50% BOmpocoB;
MakcumanbHasi cymma 6amioB o tectaM 10 6amios (2 Tecta 1o 5 6amioB)

CuTyanuoHHbIE 32IaHUSA, KEHCbI
3aganme 1
[IpeacraBbTe, uTo BBI peann3yeTe KOHIEINIO HHAUBUAYATU3UPOBAHHOTO MAPKETHHTA (CM. TEMY  «DBOJIOIUS
TEOpUH TOTPEOUTEITHLCKOTO IOBEICHUS).

Hanuwume nucomo ceoemy nompebumento (HapuMep, 10 MOBOIY KaKoro-au0o mpa3HruKa, 3HaYUMOTro
COOBITHS B €0 JKU3HH WU B KH3HU Bamei ¢pupmsr). [TncbMo T0IKHO yIOBIETBOPATH CIEAYIOIIUM
TpeOOBaHUSM:

a) OBITh IEPCOHATM3UPOBAHHBIM, TO €CTh aIaITUPOBAHHBIM K KOHKPETHOMY ajipecary (MMsi, BO3pacT, HHTEPECHI
UT. 1.);

0) OBITH HaIlEJICHHBIM Ha TTOJIyYeHHE KOHKPETHOIH OTBETHOH peakuuu aapecata (IIoceneHne MeporpHsTus,
MOKYITKa JIOTIOJTHUTEIBHOTO KOJIMYEeCTBA TOBAPa, 3aNI0JTHEHNE aHKETHI U JIp.);

B) CO/IepIKaTh NMPEATI0kKEHNE, KOTOpoe Oy/IeT 10CTaTOYHO MPUBJIEKATEIbHO /1151 KOHKPETHOTO MOTPeOUTENs U
MOTHBHUPYET €ro Ha COBEPIICHUE OTBETHOTO JICHCTBHUSI.

O06ocHyiiTe BEIOOp KOHKPETHOIO KaHajla IOCTaBKK cOoOOLIeHus notpedurento (nmouta, aTepHer, gakc u ap.).

3aganue 2

OTBeThTE Ha CIIEAYIONINE BOTPOCHI TPUMEHUTEIHHO K BEIOpaHHOMY TOBapy (cM. TeMy  «MojenupoBaHue
NOTPEOUTENBCKOTO MOBEACHUS):

a) Kakoi 1moaxo/ 1 Haubosee 1enecoo0pa3Ho MPUMEHSTh JIJIsl ONTMCAHUS IOBEJCHUS TOTPeOUTeNs ToBapa
(9KOHOMUYECKUH, ICUXOIOTUYECKUNA, COLTMOTOTMYECKHA)?

0) eci UCIOJIb30BATh MOJIEb YEPHOT'O SIINKA, TO KaKhe CTUMYJIBI (3—5 npumepoB) OyaAyT 1eicTBOBATh Ha
BXOJI€ B YEPHBIH SIIUK?

B) Kakue (axkTopsl (3—5 mpuMepoB) B HaUOOJbIIEH CTENEHH BIUSIOT Ha TPUHUMAaEMOe MOTPeOUTENIEM pelIeHe
10 MOBOJY JIAaHHOTO TOBapa?

3aganmne 3

CocraBbTe PYHKITMOHAIBHYIO KAPTy CETMEHTAIIUH JIJIsl BRIOPAHHOTO

ToBapa (cM. Temy  «IIporecc mokynareabckoro NoBeJeHUs WHANBU

na»). CerMeHTOB NMoTpeduTeNnel JOKHO ObITh HE MEHEE TPEX, a PACCMaTPUBAEMbIX (PYHKIIMOHAIBHBIX CBONCTB
TOBapa — HE MEHEe YeThIpeX.

ChenaiiTe BBIBOJ: JJIsl KAKOT'O CErMEHTA PbIHKA BBIMYCKAETCS JaHHBIN TOBAap U Kak ero 3p¢HeKTHBHO
MO3UIIMOHUPOBATH?

3ananmue 4

[IpeacraBbTe, 4TO IPOAETE CBOM TOBAP M JJII KOHEYHBIX IMOJIB30BATEINEH, U 111 OPraHU3alui (MPOMBIIIJICHHBIX,
TOPrOBBIX WJIM HEKOMMepUeckux) (cM. TeMbl  «IIpoliecc mokynaTeabCKoro noBeAeHUs

uHauBHaa», «llokymnarenbckoe MmoBeaeHne opranu3amuiig). s 000ux TUIIOB MOKYMATeNIeH MPUBEINTE
OTBETHI Ha CIEAYIOIIUE BOIIPOCEHL.



— Kakyro notpe6HOCTh YIOBICTBOPSET JaHHBII TOBap?

— I'me nokynarenu 6yayT uckath HHGOpPMALHUIO O ToBape?

— KaxoBbl OyyT riaBHbIE OLIEHOYHbIE KPUTEPUH JAaHHBIX MOKYyMaTenel mpyu BeiOope ToBapa?
— Ot yero OyzeT 3aBUCETh yOBIECTBOPEHHOCTh MOKYIIKOM JJAHHBIX TOKYyTaTenen?

3aganme 5

IIpencraBbre, uTo Bam HEOOXOAUMO MOATOTOBUTHCA K IPOBEAECHUI0 KOMMEPUECKUX MIEPErOBOPOB CO CBOMM
MIOTEHLMAJIbHBIM TOPIOBBIM IIOCPEIHUKOM IO [TOBOY ITPOJAXH NMapTUH ToBapa (cM. tTeMy  «llokynarenbckoe
noseJeHHe opranuzanuin»). ChopMynupyiite 4eTKyr0 1 KOHKPETHYIO Li€/lb, KOTOPOI Bbl XOTUTE JIOCTUYb B
rporecce cIeiaky. JlaiTe OTBETHI Ha CIIEYIOLIUE BOIIPOCHI.

— Kakoii Bel BuguTe 11€71b CBOETO MapTHepa?

— Ha xakue makcumasbHble YCTYNKH Bbl MoxkeTe 1oty B 3TOM caenke?

— Ha xakue ycnoBust HUKOIIa He coriacutest Bam maptHep u nouemy?

— Kak Brl Oynete neiicTBoBaTh, €Cii COTJIALICHUE C JAaHHBIM MTOKYATEJIeM Ha MPUEMIIEMBIX YCIOBUAX HE OyneT
JIOCTUTHYTO?

3aganue 6

Hpe[[CTaBI)TC, qTo HpOBOI[I/ITe KOMMCp‘IeCKI/Ie HGpCFOBOpI)I CO CBOUM ITIOTCHIIMAJIBHBIM TOpFOBI)IM HOCpeI[HI/IKOM
10 TIOBOJTY MPOJaKH

naptuu ToBapa. ChopMyIupyiTe sxejlaeMblii KOHEUHBIN pe3yIbTaT IEPErOBOPOB OT CBOETO UMEHHU U OT UMEHHU
CBOETO IapTHEpa.

OO6nymaiite mporeaypy IMOMCKa peieHHs B X0/Ie KOMMEPUYECKUX TeperoBopoB (cMm. Temy «llokymaTtenbekoe
MMOBEJICHUE OpTaHU3aIHil).

OnuiuTe KOMIIPOMHUCCHOE PEIICHHE, IPU KOTOPOM KaK/1asi CTOPOHA UJET

Ha MIPUMEPHO PaBHBIE YCTYIKH, KEPTBYSI YaCThIO JKEJIAeMOK BBITOIBI.

3areM IpeyIoKUTE OJHO WM JIBa B3aMMOBBITO/IHBIX PEILIEHUs, KOTOPbIE, BO3MOYKHO, TOTPEOYIOT OT ITapTHEPOB
JOTIOJTHUTEIBHBIX YCHIIUMA, HO IPUBEAYT K MAKCUMAJIbHOM BBHITOC JIJIs1 00€HX CTOPOH.

DTO0 Takue pelIeHus, KOra Kax/jas CTOPOHA CTPEMUTCS [TIOMOYb JIPYrod PEelInTh €€ MpoOaeMy HamIyqIlIuM
00pa3oM U MOJTy4aeT BBITOIY HE OT YCTYIOK MapTHEPA, a OT aHAIOTUYHBIX IEHCTBUMN APYTOil CTOPOHBI.

3amanme 7

OrneHuTe CBOM COIMANBHBIN KJIACC CHAaYala CyObEeKTUBHBIM CIIOCOOOM, 3aT€M C TTOMOIIBIO TTOKA3aTelIs
Xomnuurmeaa (cM. TeMy «BrusiHue colnaibHOro MO0KEHUS Ha TIOBEICHUE TOTPEOUTENSD).

N3noxuTe cBOE MHEHUE: CIENYET JIM CETMEHTUPOBATh PHIHOK Batiero ToBapa 1o mpu3HaKky COIMaIbHOTO
MOJIOKEHUA U IToYeMy?

3amanmne 8

[lepeuncnure Tpu colMaibHbIe IPYMIbI, KOTOPbIE ABISAIOTCA A Bac pedepentHeiMu (cMm. Temy  «BnusiHue
pedepeHTHBIX TPYII Ha IOBEJCHNUE TOTPEOUTENS»). YKAXKUTE, B OTHOILIEHUH KaKMX TOBApPOB OCYIIECTBISAETCS
BJIMSIHUE JIaHHBIX TPYII U KakoBa (hopMa BIUSHUS O KaKIOMY TOBapy (HOpMaTUBHOE, THPOPMALIMOHHOE UITU
LIEHHOCTHOOPUEHTUPOBAHHOE BIIUSHUE).

[IpumepoB TOBapoB 10JKHO ObITH HE MeHee 20.

3aganue 9

Hapucyiite 010k-cXeMy acCOIMaTUBHOM ceTH I cBoero ToBapa (cMm. Temy  «O0paboTka nndopmaruu
norpedburensiMmn»). B Heil 1okHO ObITh Kak MUHUMYM 20 371eMeHTOB (00pa30B, €AUHUL] HHPOPMALIHH).
Beienure o/1Hy acCOIIMAaTUBHYIO CBSA3b, KOTOPYIO MOXHO 3(()EeKTUBHO UCIIOIB30BaTh MPH MO3ULIMOHUPOBAHUH U
MIPOJBMKEHUH TOBapa.

3aganue 10

O1eHuTe CBOE OTHOIIEHUE K TOBapy, KOTOPbIi Bbl HETaBHO MOKYMAay, ¢ UCIIOJIb30BaHUEM MHOTO()aKTOPHOM
(MynbTHATPUOYTUBHOM) MOJIeTH (CM. TeMY  «3HaHHUS M OTHOLIEHHUE MOTpEeOUTENEH»).

[TosicHuTe, Kak MPOU3BOAUTEINIL TOBAPA MOXKET UCIOIB30BAaTh HHPOPMALIMIO 0 BarieM oTHOLEHUN A1
COBEPIICHCTBOBAHUS KOMIIICKCa MAPKETHHTA.

3ananue 11



IIpencraBpTre, YTO BO3HHUKIIA HEOOXOIUMOCTh ITY0KE U3YyYUTh MOTUBBI M OTHOLIEHUE NOTpedUTeNnel K
BbIOpaHHOMY TOBapy (CM. TeMbl «3HaHHS U OTHOLICHHUE NOTpeOuTeNneit», «MOTUBAIMS U HIMOLUH
nmoTpeduTenei).

CocraBbTe criucok u3 10 TECTOBBIX CJI0B (BBIpAXKEHUI) Ul pean3allid METO1a CJIOBApPHOM accolalii U TpU
Gbpasbl U1 peanu3alii MeToAa 3aBepleHus npeioxenus. O6ocHylTe BBIOOP JaHHBIX clIOB U ¢pa3. Kak
MOKHO KOHKPETHEE OIUILINTE, YTO BbI cMOXKeTe y3HATh NPU UCIIOJIb30BAHUU OIMCAHHBIX METOJOB
IIPOCLIMPOBAHUS.

3aganue 12

Hanummmre 1Ba npogarommx TeKCTa o0 cBoeM ToBape. [Ipogaroniim TeKCTOM MOXKeT OBITh TOAPOOHOE
0OBSIBIIEHHE B PEKJIAMHYIO T'a3€Ty, TEKCT NIPE3CHTALUH JUIsl IMYHBIX [TPOJAXK, MMChMO IOKYIATEN0, ONMCAaHUE
TOBapa Ha CaTe U T. II.

JIBa TEeKCTa JOJDKHBI OBITh HAIIMCAHbI TAKUM 00pa3oM, YTOObI OAMH U3 HUX 0Opallancs UCKIIOUUTEIbHO K
pallMOHAJIBHBIM JOBOAAM W MOTHBAaM, a I[perfI — UCKIIIOYUTCIILHO WKW NPECUMYIICCTBCHHO K SMOITMOHAJIbHBIM
(cM. TeMbl  «3HaHUS U OTHOILLIEHUE OTpeduTenei», «MoTUBaIMs U SMOLUK IOTpeduTenei»). B kakux ciaydasx
Jy4IlIe UCIOJIb30BATh PAIlMOHAIEHO OPUEHTUPOBAHHBIM, a B KAKUX — YMOLIMOHATILHO OPUEHTUPOBAHHBINA TEKCT?

3ananmue 13

PaccmoTtpute nupamuay norpedHocTeir A. Macioy (cM. TeMy «MOTHBAIUS B YMOIUH TOTPEOUTEIICI).
[lepeuncnure ypoBHU NOTPEOHOCTEN U AJIs KaXA0I'0 YPOBHS ONUILIUTE:

a) Kakue NOoTPeOHOCTH Pa3InYHbIX YPOBHEH IMO3BOJISET YAOBJICTBOPUTH BHIOpaHHBIN Bamu ToBap;

0) KaK MapKETUHT MOXET ITOMOYb CO3/IaTh YCIOBHS JIJIsl HAnOOJIee TIOJTHOTO YIOBICTBOPEHUS MMOTPeOHOCTEH
pa3IMYHBIX YPOBHEH C UCIOJIB30BAHUEM JIAHHOTO TOBApA.

3aganue 14

[TpuBeuTe IpUMEp MATH PEKIAMHBIX CIIOTAHOB JIJISl TOBAPOB BEIOPAHHOTO BHJIA (FITH CMEKHBIX OTpaciiei).
Omnpenenure A KaKIOTO CIOTaHa MOTPEeOUTENbCKU MOTHB (MOTHBBI), HA KOTOPBII OH OPUEHTUPOBAH (CM.
Temy «MoOTHUBAIMS U IMOLIMH IOTPEOUTEIICH ).

SIBHBIE 3TO MOTUBBI WJIH HESIBHBIE?

Kax Bbl cuntaere, npaBUiibHO JIM CZIeJIaHO OOpallleHre K IaHHBIM MOTHBaM, MOKHO JI YTO-TO
YCOBEPILIEHCTBOBATH (JIaliTe pa3BepHYTHII OTBET)?

3aganue 15

[IpoaymaiiTe MOTHBBI, KOTOPBIE MOT'YT OOYKIaTh MOTpeOUTENS 0TKa3aThesl oT Bamero ToBapa (cM.

TeMy «MoTHBalus U 3MOIMK oTpeduTens»). [IpuBeaute naTh 10BOJAOB NPOTUB MOKYNKK Bariero ToBapa,
KOTOpBbIE BBl MOKETE yCIBIILIATh OT MOKYIATEIIS.

Ha xaxnp1il 1oBO IpHUIyMaiiTe BO3pakeHNE NPOJABILA, TO €CTh apTyMEHT B M10JIb3Y COBEPLICHMSI IOKYIIKH.

3ananmne 16

[IpuBenuTe TUI CBOETO TEMIIEpaMEHTa (CAaHIBUHUK, (DIIErMaTHK, MEJIAHXOJIMK, X0JIepuK) (cM. Temy  «LleHHOCTH
U JINYHOCTb NOTpeOuTes»). OTBEThTE HA CIETYIOIIUE BOIMPOCHI.

— Kakas urpymika Opi1a y Bac camoii mo6umoii B gerctee?

— ITokymka kakoro ToBapa nomMoraer Bam nposiBUTh CBOIO IMYHOCTh WJIM UyBCTBOBATh ce€0sl CaMUM COOO0#?

— ITokynka kakoro ToBapa npoTUBOpeUnT Bamemy TemnepameHTy?

JlaiiTe Ipeano0KUTEIbHbBIE TN peaJIbHBIE (HA OCHOBAHMHM OIIPOCa OKPYKAIOIIKUX Bac jrozeil) OTBEThI Ha Takue
K€ BOIIPOCHI JUIS JIFOJIeH IPYTUX TPeX TEMIIEPaMEHTOB.

3ananue 17

[IpeacrasbTe, uto nepen Bamu nocrasieHa 3aa4a OnpeaeIuTh HAPaBIECHUS COBEPIICHCTBOBAHUS CUCTEMBI
3aIUTHI TpaB oTpeduTeneit Bamero ToBapa (cm. TeMy  «OO1iecTBeHHAs ¥ TIpaBOBast 3aIIUTa MTOTPEOUTETICI»).
JlaiiTe OTBETHI Ha CIEAYIONINE BONPOCH (IPHMEHHUTENBEHO K CBOEMY TOBAPY M C YUETOM €ro CIelH(UKn).

— KakoBbl TpeOoBaHus K KauecTBy ToBapa?

— Kakoli BpeJl MOKET IPUHECTH MCII0JIb30BAaHUE HEKAUECTBEHHOTIO

TOBapa U KaKOBbI HICTOYHUKHU BO3MOKHBIX YOBITKOB MOTpeOUTENSA?

— B cnyuae npomaxu ToBapa uepe3 HTepHeT, Kakas HHPOpMaLUs J0JDKHA coaepxkaTbes Ha IHTepHeT-caiiTe?
— MoxeT 11 nokynaTesib BEpHYTh WM OOMEHATH JaHHBIN TOBAp, €CIIM OH HAaAJIEKAIEro KayecTBa?

— Kakoit HenoctaTok Baiiero ToBapa MOKHO CUMTaTh CYIIECTBEHHBIM?



— IlpuBenuTe npuMep HeOCTaTKa TOBapa, KOTOPHIH MOYXKHO CYUTATh HECYIIECTBEHHBIM.

— KakoB rapanTuiiHblii Cpok Ha TOBap?

— B TeueHune Kakoro cpoka moTpeOUTENIb MOXKET OOPATUTHLCS K MPOAABITY (M3TOTOBUTEINIO) HEKAYECTBEHHOTO
TOBapa ¢ TpeOOBaHUEM PEMOHTA, 3aMEHBI MJIH BO3BpaTa JAcHer?

3aganue 18

IIpencrasbre, uTo nepen Bamu nocrasineHa 3aada onpeesnTh HallpaBJIeHHUsI COBEPIIEHCTBOBAHUS CUCTEMBI
3alIMThI IpaB noTpedureneit Bamero ToBapa (cM. Temy  «OO1iecTBeHHAs U TPaBOBas 3aIUTA ITOTPEOUTENEH»).
JlaiiTe OTBETHI Ha CIIEAYIOLIME BONPOCH (IPUMEHUTENBHO K CBOEMY TOBapy U € YUETOM €ro crielu(uKn).

— K10 siBnsieTcst ocHOBHBIM OTpeOuTENEM TOBapa?

— Kaxoii Bpe1 MOXKeT IPUHECTH UCIIOJIb30BaHUE HEKaYeCTBEHHOI'O TOBApa U KAKOBBI HICTOUHUKU BO3MOXKHBIX
yOBITKOB OTpeOUTENS?

— B kaxue rocynapcTBeHHbIE U OOIIECTBEHHbIE OPraHU3alliy B IIEPBYIO ouepeib OyaeT oOpamaTbCes
noTpeOUTENH 32 3aUTON CBOMX MpaB?

— MokeT 1 oKymnarelb BEpHYTh WX OOMEHSTh JaHHBIM TOBAp, €CJIM OH HaJUIeXkKallero kauecrna?

— Yero Bupase TpeOOBaTh NOKYIIATENb, BO3BpAllasl IPOJABLY UM U3TOTOBUTEIIO TOBAp HEHAJIEKALLETO
KauecTBa?

— IIpuBenuTe npumep HegOCTaTKa TOBApa, KOTOPHIN MOYXHO CUMTATh HECYILIECTBEHHBIM.

— SIBnsgercs nu Baw ToBap noporocrosmum?

— B TeueHue kakoro cpoka noTpedUTENs MOXKET OOPaTUTHCS K MPOAABILY (M3rOTOBUTENIO) HEKAYECTBEHHOT O
TOBapa ¢ TpeOOBaHUEM PEMOHTA, 3aMEHbI MJI BO3BpaTa JeHer?

3aganmne 19

[IpencraBbre, uTo nepen Bamu nmocrasieHa 3agayda onpeaeauTh

HalpaBJICHUsl COBEPLICHCTBOBAHMS CUCTEMBI 3alllUTHI IIpaB noTpedburenel Bamero Toapa (cMm.

TeMy «OOIIeCTBeHHAs U MTPaBOBas 3allIuTa MoTpeduTeneii»). Jlaiite 0oTBETH Ha CIEIYIONIIE BOIPOCHI
(IPUMEHHUTENIBHO K CBOEMY TOBAapy U C YUETOM €ro CrielupHUKN).

— KT0 siBnsieTcst OCHOBHBIM MOTpeOuTEeM ToBapa?

— Kak obecrieunts npocselieHne noTpeduTesns B 00aacTu ero mnpas?

— B kakue rocynapcTBeHHbIE U OOIIECTBEHHbIE OpraHU3alliy B IEPBYIO ouepe/lb OyJeT oOpamarbes
noTpeOuTeNb 3a 3alUTON CBOMX MpaB?

— Kaxkas unpopmanus 1okHa B 00s13aTEIBHOM MOPSIZIKE COJIEPKAaThCs HAa YIIAaKOBKE TOBapa WK B MPUJIaraeMbIX
JOKyMeHTax?

— Yero Bupase TpeOOBaTh MOKYIATENb, BO3BpAlllast MPOJIABIly UM U3TOTOBUTEIIO TOBAp HEHAJIEKAIETO
KauecTBa?

— Yro Brl Oynere aenaTh, €ciiu MOKyNaTellb COTIaceH MPUOOPECTH TOBAp C HETOCTATKAMMU 10 ITOHUKEHHON
neHe?

— SBnsiercst u Bamn ToBap 10porocTosimum?

— KakoB rapanTuiiHblil Cpok Ha TOBap?

3aganue 20

[IpencraBete, uTo Mepex Bamu mocTaBneHa 3aqada onpeaeNuTh HallpaBJIeHHsI COBEPIICHCTBOBAHUS CHCTEMBI
3alIUThI IpaB noTpeduteneit Bamero ToBapa (cm. TeMy  «OO1iecTBeHHas U TPaBOBas 3allUTa IOTPEOUTENEH»).
JlaliTe OTBETHI Ha CIIEAYIONINE BOTIPOCH (IPUMEHHUTEIBHO K CBOEMY TOBApY H C YIETOM €r0 CIIeU(UKH).

— Kak obecrieunts npocselieHne noTpeduTess B 00aacTu ero mpas?

— KaxoBsl TpeOOBaHMS K Ka4eCTBY ToBapa?

— Kaxkas uadopmarus 1omKHa B 00s13aTEILHOM MOPSIIKE COAEPKAThCS HA YIIAKOBKE TOBapa WM B MPUIIAraeMbIX
JIOKYMEHTax?

— B cnyuae nponaxu ToBapa uepes HTepHeT, Kakas HHPOpMaLUs J0JDKHA coaepxkaTbes Ha HTepHeT-caiiTe?
— Yto Brl Oyzere aenaTh, €ciu MOKyIHaTellb COTIaceH MPUOOPECTH TOBAp C HEIOCTATKAMMU IO MTOHUKEHHON
1eHe?

— Kakoii HenocTaTok Bamrero ToBapa MOKHO CYMTaTh CYIIECTBEHHBIM?

— KakoB rapanTuiiablii Cpok Ha TOBap?

— B TeueHune Kakoro cpoka moTpeOUTENIb MOXKET OOPATUTHLCS K MPOAABITY (M3TOTOBUTEINIO) HEKAYECTBEHHOTO
TOBapa ¢ TpeOOBaHUEM PEMOHTA, 3aMEHbI MJTH BO3BpaTa JcHer?

3aganue 21. «YnpaBjeHue 00paTHOH CBA3BIO C MOTPEOUTEISIMU»



B ycroBmsix Bo3pacTaroniero ypoBHs KOHKYPSHIIMU Ha PHIHKE TUIATHBIX METUIIMHCKUX YCITYT OJHUM U3 HanOoJee
CYIIECTBEHHBIX KOHKYPEHTHBIX MPEUMYILIECTB SBIISCTCS KAueCTBO OKa3bIBAEMbIX YCIYr. YUHUTHIBAs
CYOBEKTUBHBI XapaKTep OICHKH KadecTBa YCIyrH, AaKTyaJlbHBIM CTaHOBUTCS TaKOe HalpaBICHUE
MEHEKMEHTA, Kak padota ¢ xanobamu. PykoBogcreo HUMATL um. [I. O. Otra nopyuunio cinyx0e MapKeTHHTa
MCCIIEIOBATh KAYECTBO YCIIYT UHCTUTYTA.

VYuuThIBas OTCYTCTBHE Ha CETOMHSIIHUNA JICHb Y MHCTUTYTAa MHCTPYMEHTOB OTCJIC)KHMBAHHs OICHKH KayecTBa
MPEJOCTABIIIEMBIX YCIYT C TOYKHA 3PCHUS KIMEHTOB, HauOojee IOCTYIMHBIM CIIOCOOOM OOpaTHOH CBSI3H
ABISIIOTCSL  OT3bIBBI O KiMHUKE B MHTepHere, Ha Temarnyeckux caiitax (www.littleone.ru,
http://deti-spb.ru/roddo-ma.htm). Takoii cmoco® moucka u cOopa HHOOPMAIMM HMEET Pl HEIOCTATKOB:
BO-TICPBBIX, HH(OpPMALIUsSI HOCUT CYOBEKTUBHBIN XapaKTep, TaK KaK MOCETUTEIH ITUX CAUTOB MPEACTABISIOT
co0OW JHUIIb HEOOJBIIOE YHWCIO MAIMEHTOB W CO CTAaTUCTHYE-CKOH TOYKH 3PEHUST HE MOTYT OBITh
«BBIPA3UTEISIMUY» MHEHUS TIOIABJISIONIETO OOJBIIMHCTBA KIIMEHTOB. BO-BTOPBIX, MOIyYeHHAs! TAKMM CIIOCOOOM
uHpOpMaIKs HOCUT BEChMa OOIINI XapaKTep, OTCYTCTBYIOT YETKHE OIICHKH (KaK U 3a/IaHHbIC KPUTEPUH ), TIOPOI
COOOILIEHHE BOBCE HE COJICPKHUT KOHKPETHBIX (DaKTOB.

K HemocTaTtkaM Takoi cucteMsl cOopa HH(OPMAIH MOKHO OTHECTH €€ MEPUOINIHOCTD (€CTh MEPUOIbI, KOTIa
OT3bIBOB BOOOIIE HET), a TaKKe OOJIBIIYI0O BEPOSTHOCTh MCIOJIB30BaHMS ITOr0 MH(OOPMALMOHHOTO KaHaja
CaMHMH BpadyaMH B PEKJIAMHBIX LIEJISIX, YTO MPHU HEOOJIBIIOM 00bEME MOCTYIMAINIUX TAHHBIX CEPhE3HO HCKAXKACT
CYILIECTBYIOIYIO KapTUHY. Takoe KauecTBO MUCXOJHON MH(pOPMAIMH HE MMO3BOJSIET TOBOPUTH O MOHUTOPUHIE
Ka4yecTBa IMPEIOCTaBISIEMbIX YCIYr. B yCIOBUSX TOBBIIICHHS YPOBHS KOHKYPEHIIMM Ha PBIHKE IUIATHBIX
MEIUIIMHCKUX YCIYT B CPEAHEIICHOBOM CEIMEHTE Ka4yeCTBO IMPEIAOCTABISIEMBIX YCIyr — OJHO W3 HauboJee
Ba)XHBIX KOHKYPEHTHBIX IpeumyniectB. [loaromy cOop u aHanu3 ar000i MHPOpPMAIIUK KacaTeIbHO OT3HIBOB
MAIMEHTOB O MOJYYCHHON UMU yCIIyre — KpailHe BaKHash (PyHKIIHS.

Takum 00pa3om, repen ciyx00it MapkeTrHra IHCTUTYTa MOCTaBIICHBI CIIEAYIOIINE 331a4K (IPOaHaIHU3UPOBATh
3aJ1a4yM 110 KOHKPETHOM CUTYyalluHN):

1. CoOpatp 1 npoananu3upoBats UH(GopManuio B MHCTHTYTE, Kacalollyrocs OT3bIBOB MALlMEHTOB O KayecTBE
OKa3aHHbBIX YCIIYT.

2. [Tpe1osKuTh MEpHI 0 YCTPAHCHHUIO TUITMYHBIX HEraTUBHBIX (DAKTOB B IMPOLIECCE OKA3aHMS YCIIYT.

3. Pa3zpaboraTh cuCTEMY MOHUTOPUHTA Ka4eCTBa YCIYT (CHCTEMY OOpaTHOM CBSI3M).

4. Pa3paboTaTh cucTeMy BHYTPEHHEIO MOHUTOPHHTA Ka4eCTBa YCIYT.

3aganue 22. «MapKeTMHroBasi KOMIIAHHUS IJIa3aMH MOTPeOUTe s
Kak yxe ormeuanocs B onucannu HUMATI um. J[.O. Orra (kelic 1), nepen pyKoBOACTBOM MHCTUTYTA CTOUT
BbIOOD OPHEHTALIMK Ha TOT WJIM MHOM cerMeHT pbiHKa: JIMC uim yacTHble nna. B kaxoM HanpaBieHUU €CThb
CBOM IUTIOCHI M MUHYCBHI. Ha cerognsmHmii 1ens MmapkeTuHronas ciayx06a HUU eme He neficTByeT, KOJMYECTBO
IUIATHBIX MAlMEHTOB CHHMIKAETCS, pacTeT YMCIO Kanod Ha KauecTBO OKa3bIBAEMOW METUIMHCKON momomu. B
CIIO’KUBIIECHCS CUTYallMU MEpBOOYEPEAHON MpoOIeMOit Ui pyKOBOACTBA MHCTUTYTA SIBISETCS pa3paboTka U
peann3anusi MapKeTUHIOBOM mporpaMMsbl. Bel — ciy:x6a mapketnnra HUW. Bama 3agaua — npoananusupoBatb
CYIIECTBYIOIYIO CHUTyallMl0 ¥ BbIOpaTh MNPHOPUTETHHIC HAMpaBIEHUS MAapKETUHIOBOW KaMIaHUU IO
MIPEABAPUTENIEHO COTIIACOBAHHOMY IIJIAHY:
e IPOBECTH aHAJIM3 OTPACIIEBOTO PHIHKA YCIYT;
e  OIKCATh PJIEMEHTHl MAPKETUHI-MHKCA;
e mpouecc npenoctasnenus (Process);
e mnpoasmwkeHue (Promotion);
e (usnueckoe okpyxenue (Physical evidence);
o 1eHa (Price);
e yuacTHUKH (paboTHHKH U KiueHThI) (Participants);
e ToBap (ycuyra) (Product);
o wmecto (Place).
e  OIpEeNeIUTh MAPKETUHTOBbIE LIE€H UHCTUTYTA;
e TMPOBECTH CETMEHTHPOBAHUE pbIHKA MEIUIUHCKUX YCIyr IO JAeMOrpauueckoMy, IOXOJHOMY U
reorpauyecKoMy npHU3HaKY, ONPEEIUTh CErMEHTHI, MpruopuTeTHbie 11 HUU;
o npoecth SWOT-aHanu3 AesTeNbHOCTH HHCTUTYTA;
e OMPENEIUTh KPYTr MOTCHIMATBHBIX UCTOYHUKOB (¢uHancupoBanus HUUAT um. JI. O. Otra, BRIOpaTh
HanboJiee MPUOPUTETHBIE HCTOYHHKH;
e OIPEHEIUTh ILCHOBYK) CTPATETHI0 MHCTUTYTA, HCIOJIB3YEMYIO Ha CETOAHSIIHUN JE€Hb, OLEHUTHh
MPAaBUILHOCTD €€ BHIOOPA;



e ONpeleaWTh  BUA  MapkeTwHra, d(dexkTuBHbIA i  UHCTUTYTa  (KOHIICHTPUPOBAHHBIH,
g hepeHIMPOBAHHBIN );
e pa3paboTaTh KOMIUIEKC MPOBIKCHHUS YCIyTr HHCTUTYTA; [1P, pekiama, CTUMYTUpOBaHUE COBITA;
e MPEIOKUTH CHUCTEMY (OPMHUPOBAHHS JIOSUIBHOCTH KJIMEHTOB C  KCIOJIb30BAHUEM CHCTEMbI
«MeHeIKMEHT, OpPUEeHTUPOBAHHBIN Ha KIHeHTa»!,
3amaHue 10 KeiCy: MPeCTaBUTh PyKOBOACTBY HHCTUTYTA OTYET O MPOJICIaHHON paboTe. BrIicTyIuieHne 10KHO
OTpaXkaTh HACTOSIICE TOJIOKEHHE MHCTHTYTa HA PBIHKE, OCBEIATh MEPCIEKTUBBI OPraHU3allUH, MPEIIaraTh

HANPABJIEHUA PA3BUTHS U JAIbHEUILIECH IESITEIbHOCTH.

3ananue 23. Pazpa6orka unHOBauuu B cdepe ycayr
M HHOBAaLIMOHHOCTB, BBIPAXKAIOLIAsACA KAK B COBEPLICHCTBOBAHWN TEXHOJOTMHU MPEIOCTABICHUS TPAIULUOHHBIX
YCIIYT, TaK U B U3MEHEHUH [TOTPEOUTENBCKUX CBOMCTB YCIIYT U CO3/JaHUHU HOBBIX IIPOJYKTOB, B HACTOSIIEE BPEMSI
SBIIAETCS HEOOXOAMMBIM YCIOBHEM PBIHOYHOIO Yyclexa opraHu3anuu. MacmraObl U HalpaBICHHOCTD
WHHOBAIlMM B 3HAUYUTEIBHOW CTENEHU 3aBUCAT OT PECYPCHBIX BO3MOXKHOCTEM OpraHM3allM, a TakXe OT
MapKETHUHTOBBIX 3a/1a4, OJHAKO 3(PQPEKTUBHOCTh MPEANPUHUMAEMBIX YCHJIMM M MapKETHHIOBas «Cylb0a»
WHHOBAITMH BCET/Ia 3aBUCST OT TIIATEIIbHOCTH PHIHOYHOTO 00OCHOBAHMS €€ MPOEKTA.
PykoBoncTtBo  muHuM-oTens — «BaneHcus» OpuUIIIO K BBIBOJY, UYTO HE CTOMT  OrPAaHUYMBATHCS
COBEpIICHCTBOBAHUEM YK€ CYIIECTBYIOIUX YCIYI U NPOAYKTOB. TOJBKO HOBbIE HPOAYKTHI U YCIYTH,
OpPUEHTUPOBAHHBIE HA HE3aHATHIE YYAaCTKH PbIHKA, MOTYT MPUHECTU TOCTUHHUYHOMY MPEINPUSATHIO CAMYIO
Oonpbiryio otaady. [Ipyu 3TOM HOBUHKH JTOJKHBI OIIUPAThCS Ha pealibHbIe BO3MOXKHOCTH U PECYPCHI TOCTHHHIIBI,
[Ipumepamu NMpOCTEHIINX MHHOBALMOHHBIX TEXHOJOTH B TOCTUHUYHOM OHM3HECE MOTYT CIIYKHTh METOJIbI
yOOpKH HOMEpPOB, PELENTYPhl MPUTOTOBJICHUS PA3IMYHBIX OJIFOJ] B PECTOpPaHAX, CTAHIAPTHI UX CEPBUPOBKH,
MaHepbl 0OpaIeHHsI C TOCTSIMH, CTAaHAAPTHI TeNe(OHHOTO ITUKETA, CIIOCOOBI MPOJIBMXKEHUS YCIYT HA PHIHOK U T.
1. Vcnionbp3oBaHUE TaKUX TEXHOJOTUHN JOJKHO MO3BOJIATh TOCTUHHULIE U3BJIEKATh BHIMOY U3 CBOCH MO3UIMM Ha
pPBIHKE M pa3BUBaTh CEPBUCHbIE M COBITOBBIE BO3MOXKHOCTU [UIsl YBEJIMYEHHUSI CBOET0 KOHKYPEHTHOTO
IIPEUMYIIECTBA.
K coxanenuto, He Bcerga BO3MOXKHO aJalTUPOBATh MEPEUYHUCIICHHbIE BBIIIE TPAJULMOHHBIE WHHOBALIMOHHbBIE
TEXHOJIOTUM K YCJOBUSAM MHUHH-OTeNel. CrepXUBaromMMHU (aKTOpaMH BBICTYIAIOT 3/€Ch U Pa3Mepbl
MOMEIIEHUH, 1 HEOOJIBIION ITAaT COTPYIHUKOB, U OTCYTCTBHE pecTopaHa U 0apa, U, HaKOHEL, HEBO3MO>KHOCTh
MPOBEACHUS MACIITAOHON TOPOTOCTOSIIIEH PEKIIAMHOM aKIUH.
Takum o0pa3zom, BiafenbllaM MMHHU-OTENEH MPUIUIOCh HMCKAaTh HOBBIE, HETPAJULMOHHBIE MOIXOABI K
YBEJIMUEHUIO COBITOBBIX BO3MOKHOCTEM CBOMX MpeANpUATHN. 3a OCHOBY ObLIa B3siTa UAEs, KOTOpas JaBHO
o0CyX1aeTcsl MPEACTaBUTENIIMU TYPUHIYCTPHH, OJJHAKO TaK M HE HAXOIMUT CBOEr0 PeaJbHOr0 BOIUIOIIEHUS.
Peub uaer o co3nannu equHOM cucTeMbl on-line-OpoHupoBansi, 00bETUHSIONICH €CIIH HE BCE, TO XOTS OBl 4acTh
MUHH-OTENIH, HampuMmep IO TEPPUTOPUAIBHOMY MpHU3HAKy. Tak, MHUHU-OTEIM OJHOTO U3 Haumboisee
MpUBJIEKaTEeNbHBIX paiioHOB IlerepOypra pemmnn OObBEIUHUTH CBOU «IIPOM3BOACTBEHHBIE MOIIHOCTU» H
IPEUIOKUTh YIOOHYIO CUCTEMY OpOHMPOBAHUs, U30aBUB, TAKUM 00pa30M, CBOMX KJIMEHTOB OT YTOMUTEILHOTO
«003BOHa» BCEX MOCTHUHUI[ B MIOUCKAX CBOOOJHBIX MECT M MOAXOJALIMX yCIOBHM npokuBaHus. KiueHT numnib
3aXOJUT Ha cailT cucteMbl OpOHHpPOBaHUS yepe3 MHTepHET UM 3BOHUT MO €AMHOMY Tele(OHHOMY HOMEpPY U
BUJUT TMOJHYIO KapTUHY, AAIOIIYIO0 IpPEICTaBICHHE O HAJIWYUM CBOOOJHBIX MECT OJHOBPEMEHHO BO BCEX
TOCTUHUIAX, BXOJAIINX B JAHHYIO CUCTEMY.
Takum o0Opa3om, BiajeNblibl MUHHU-OTENIEH JAHHOTO paiioHa BBIBEIM HAa PHIHOK HOBYIO YCIYTY, KOTOPYIO
OJIHOBPEMEHHO IIPEIOCTABIISAIOT KJIMEHTaM BCE TOCTUHMIIBI, BOIIEAIINE B 3TY CUCTEMY, UMEIOIILYI0 HEOCIIOPUMBIE
JOCTOMHCTBA [Tl KaXKJI0M TOCTUHUIIBI B OT/I€TIbHOCTH, @ UMEHHO:

e IIpoctoTa n ynoOGCTBO OOpaIleHUsi C CUCTEMOI NMPHUBIEKAET HOBBIX KJIMEHTOB, paHEe BBIHYKICHHBIX
TPaTUTh MHOTO BPEMEHHU Ha MOUCK TOCTUHUYHBIX MECT.

e MHOrokpaTHoe CHI)KEHHE pacxOJOB Ha peKjaMy M Ha IPOJBMKEHHE MAHHOIO IPOEKTa 3a CYET
pacnpeziesieHus: ATUX PACX0JI0B MEK/Yy BCEMU YyYaCTHUKAMU CHUCTEMBI.

o [Ipu oTcyTCTBHM CBOOOIHBIX MECT B OJJHOM MUHHU-OTENE 000 KIMEHT, 00PaTUBIIMNACS «CO CTOPOHBI» U
KeNarlui 3a0poHUPOBaTh HOMEp, IMOJIYYUT OINEPATUBHYI0 MHPOPMAIMIO O COCTOSHUU HOMEPHOIO
¢doHIa BCceX MUHM-OTEJECH CUCTEMbI M, TAKUM 00pa3oM, CTAaHET MOTEHLUUAIBHBIM MMOCTOSIHHBIM TOCTEM
oTenell cucteMbl OpPOHUPOBAHUS B OYyIIEM.

o 1 HakoHel, JaHHasl CUCTEMA ITIOCTENIEHHO IPUBENET K PE3KOMY COKPALIEHUIO KOJIMYECTBA TOCPEAHUKOB
Ha PbIHKE TOCTUHUYHBIX YCIYT, YTO HECOMHEHHO MO3UTUBHO BO3/ICICTBYET Ha (PHAHCOBBIE PE3YIbTATHI
pabotbl MuHM-oTenel (B HacTtosmmid MomeHT 10-20% BBIpyYKH OTENM BBIHYKICHBI OTIaBaTh
MMOCPETHUKAM ).


about:blank

B nporecce pa3paboTku HOBOTO MPOAYKTa TOCTUHUYHOMY MEHEKMEHTY HEOOXOIMMO OTBETUTH Ha CIIEIYIOIIHE

BOIIPOCHI:

1.

ok,

Kto Oymer OCHOBHBIM MOTpEOUTENEM AAHHOTO MPOJAYKTa (KOMaHIUPOBAaHHBIE OM3HECMEHBI,
TYPHUCTBI, OTJBIXAIOIINE, TPABUTEILCTBEHHBIC JENETallii, OpPraHU3aTOpPbl KOH(EPEHIIHH,
MOJIO/IOKEHBI U T. 11.).

Byner nu naHHbI TpOXYKT OOMIETOCTYITHBIM (TO €CTh KaXIbIii JKEIAIOIIUi CMOXET OeCIuIaTHO
BOCIOJIb30BaThCsl MH(OpMaLMel Ha caiiTe eIMHON CUCTEeMbl OPOHUPOBAHMS) WU K€ MPOIYKT
Oy/IeT pealn30BbIBATHCS Yepe3 KOPIOPATUBHBIE CTPYKTYPBI, TYPUCTCKAE KOMITAHUH TTOCOJIbCTBA,
MUHUCTEPCTBA U BEJIOMCTBA.

Kakum 00pa3oM maHHas yciyra CMOKET OMOYb IPEOA0JIETh BIUSIHUE CE30HHOTO (haKTopa.
YKpenuT 1 HOBBIM MPOAYKT PEIyTaLUIO OTEIS.

Kakum 00pa3oM 1 HaCKOJIBKO OBICTPO MOTYT OTpEarupoBaTh TOCTUHHIIBI-KOHKYPEHTHI.

KaxoB OyJer >kM3HEHHBIN UK U KaKOBBI IYTH JTaTbHEHUILIEro pa3BUTHS IaHHOTO MPOIyKTa (Ball
IIPOTHO3).

Kpurtepuu oneHuBaHus:

Ouenka Kpurepun oueHnBanus
OIIEHKa «OTIUYHO » U3JI0KEHUE MaTepuaia JOTUYHO, TPAMOTHO, O€3 OITNO0K;
BBICTaBJISIETCA » cBOOOJHOE BJIaJICHUE npodeccuoHanbHOM
o0ydJaromemycsi, eciu TEPMHHOJIOTUEN;
» yMCHHE BbICKa3bIBaTh 1 000CHOBATh CBOM CYXK/ICHUS;
» CTYICHT JaeT YeTKWMU, TMOJHBINA, MPaBUIBHBIA OTBET HA
BOITPOCHI CUTYALIMOHHOIO 33/I1aHUs, Kelca;
» CTYJCHT OpPraHU3yeT CBsI3b TCOPUH C MIPAKTUKOM.
OIIEHKa «XOPOLLIO» » CTYyICHT rpaMOTHO n3jaraet Marepua,
BBICTABJISICTCS OPUEHTUPYETCS B Marepuaie, BJIAJICET
oOyuarolemMycs, eciu npodecCHOHANBHOM  TEPMHUHOJIOTHEH, OCO3HAHHO
MPUMEHSET TEOPETUYECKHUE 3HAHUS [UIl PELICHUS
KEHNca, CUTYallMOHHOTO 3aJaHUsl, HO COJEpXkKaHUE U
dbopma 0TBETa UMEIOT OT/IEIbHBIE HETOYHOCTH;
» OTBET TPABWIbHBINA, TOJHBINA, C HE3HAYUTEIHHBIMU
HETOYHOCTSMH WJIM HEJOCTATOYHO MOJHBIN.
OIIEHKa » CTYICHT H3JIaracT MaTepHall HEIOJHO, HEIOCIeI0BaTEeIbHO,
«YZIOBJIETBOPUTEIILHOY JIOITYCKAET HETOYHOCTHM B  OINPEHCIICHUH TOHATUH, B
BBICTABJISIETCS NPUMEHEHUH 3HAaHWUWM I PEUIeHUs] Kelca, CUTYallMOHHOTO
oOyuarolemMycs, eciu 3aJaHusl, HE MOXET JI0Ka3aTeIbHO O0OOCHOBAaThH CBOH
CYXKJICHUS,
» OOHapyXHBAaeTCs HEAOCTATOYHO TJIIYOOKOE TIOHUMaHHE
M3YYEHHOT0 MaTepHaia.
OILIEHKa » OTCYTCTBYIOT  HEOOXOJMMBIC  TEOPETHYCCKHE  3HAHUS,
«HEYJIOBJIIETBOPUTEITBHO» JIOTYIIIEHbI OMMUOKK B OMPEACICHUN TOHSITHH, UCKaXEH HX
BBICTABJISETCS CMBICJI, HE PELIEH KEIC, CUTYallHOHHOE 3aaHuUs;
oOy4aroremycsi, eciiu » B OTBETC CTYJACHTAa TWPOSBISACTCS HE3HAHUE OCHOBHOTO
MaTepuaiga ydeOHOW MporpamMmbl, [OMYCKAIOTCS TpyOble
OMMOKN B M3JIOKEHWUHU, HE MOXKET NMPUMEHSATh 3HAHUS IS
pelIeHusl Kelca, OTCYTCTBYET apryMEHTAlUs W3JI0KEHHOU
TOYKH 3pEHHUS, HET COOCTBEHHOM IMO3HITHIH.

MaxkcumanbHast cyMMa 0aJlIoB 3a BBITIOJIHEHUE CUTYallMOHHBIX 3a1aHuil 40 6amtoB (10 3axanuii o 4 6amioB)

TeMbI 1OKJI210B

1. BrisiHue KynbTypHl Ha CTPYKTYPY ITOTPEOICHHUSI POCCHHCKOTO OOIIECTBA B IETIOM.

2. Poccmiickue IEHHOCTH: HX BO3/ICHCTBUE HA MOBECHUE MTOTPEOUTEIEH.

3. )Ku3HEHHBII IUKJI CEMBH: TpaZ[I/IHI/IOHHHﬁ nu MOHHq)HHHpOBaHHBIﬁ. COBpeMeHHBIe NOAXOAbI K aHAJIU3Y JKU3HCHHOI'O IUKJIa CEMbU.

4. Ucnons3oBaHne U3MepeHHii HallMOHATIBHOH KyJIbTypHI 1o I'. XodcTrene B MapKeTHHIOBOH JeITeTbHOCTH POCCHHCKAX KOMITAaHHI.

5. BnusiHMe coIManbHOro Kiacca Ha MOBEAECHHE POCCUHCKUX MOTpeOuTemneH.



6. OnpeneneHue counanbHbIX KinaccoB B Poccun. OCHOBHBIE poOIeMBl, CBA3aHHbBIE C U3MEPEHHEM COLIHAIbHBIX KJIACCOB.

7. BnusiHue W3MEHEHUs! POJIM KEHIIMHBI B CEMbE Ha IIPOLECC IPUHATHS OKYIATENbCKUX PEIICHUH.

8. Brmsiaye u3MeHEHUs PO MY )KYHHBI B CEMbE Ha IIPOIIECC IPHHATHS ITOKYNATEIECKUX PEIICHUH.

9. YpasneHue oBeeHeM NOTpeOuTeNeH ocie IOKYIIKH.

10. BimsiHne pexsiaMbl Ha TIOBEACHHE TOTPEOUTENeH.

11. BHyTpHMara3uHHbIE CIIOCOOB! YIIpaBIeHHs IIOBEICHHEM IOTpeOUTEIIeH.

12. Corpranu3anust 1 BIMSHAE JeTeH Ha MPOIecC NPUHATHS ITIOTPEOUTENBCKUX PEIICHUH.

13. BimstHne atMocdepbl Mara3uHa Ha IMOBE/ICHNE MOTPeOUTeIIeH.

14. PechepenTHsie rpymnmbl ¥ X TANBL. POpMEI BIUSHUS peepeHTHBIX TPYIIT Ha BEIOOP MOTpeOUTes.

15. “BausrensHble TIO0M: TOHATHE, CIOCOOBI BBIICIEHHS, 3HAYCHUE I MAPKETHHTA.

16. [letn KaK LENeBOM CerMeHT NOTPEOUTENHCKOTO PhIHKA POCCUHCKIX KOMITaHUH

17. BausiHue mpoliecca 0CO3HaHUS MOTPEOHOCTH Ha Pa3pabOTKy MapKETHHTOBBIX CTpaTeruit

18.YpaBieHue 3TanoM MocJIeNoOKyHOYHON OLICHKH B IPOLIECCce NPHHATHS PELICHUS TOTPEOHTEIIMU

19.MapkeTHHroBbIe cTpaTteruy (JOpMHUPOBAHUS JIOSIIBHOCTH IIOKYIIOK B COBPEMEHHBIX YCIOBHAX

20.0OmueHKa yIOBICTBOPESHHOCTH MOTPEOUTENEH: COBPEMEHHBIE MOIXO0IBI

21.MapKeTHHTOBBI€ ITOIXO/IbI K IIOBBIILICHUIO YPOBHS OXKUAAHUS ITOTpeOUTeNeH

22.Ponb MapKeTHHTOBBIX IPOIpaMM Mo paboTe ¢ xkanobaMu oTpeOuTeNel B JOCTH)KCHNH MapKETHHTOBBIX LelIed KOMITaHHH.

KpnTeplm OlICHUBAaHUA:

OOyuaromuiics moyiydaet 3a AOKJIaj 5 6auioB mpu coOII0IEHUH CIEAYIONNX TpeOOBaHMI:
- MocTaBjIeHa mpo0ieMa uccieI0Banus, 000CHOBaHA ee aKTyaJIbHOCTH (1 Oarmra);
- clIeJIaH KpaTKUW aHaJIM3 pa3jMyHbIX TOUEK 3pEHus Ha paccMaTpuBaeMyro ipooiemy (1 6amna);
- clleTIaHbl BBIBOJIBI TIO Hccaeayemon mpobieme (1 6amna);
- 06o3HaueHa aBTopckas mo3uius (1 6amna);
- cobmoieHbl TpeboBaHus K oopmiteHuto padboTsl (1 6am).

3a HecoOmI0IeHNE YKa3aHHBIX TPeOOBaHUI OlleHKa CHIDKAaeTCs Ha 1 6ai mo KaXKaoMy MyHKTY.
MakcumanbHasi cymma 6aioB 3a gokiansl 10 6amoB (2 qoknana mo 5 6amioB)

3 MeToauyecKue MaTepHasibl, onpejesAwinye Npoueaypbl OLeHUBAHUSA 3HAHWM,
YyMEHUH, HABBIKOB M (W/IM) oOnbiTa JAESATEJbHOCTH, XapaKTEPU3YIOIMX I3Talbl
dopMupoBaHMA KOMIIETEHIIU M

[Tpouieaypsl OlIEHUBAaHUS BKJIIOYAIOT B C€0s TEKYIIUI KOHTPOIb U MMPOMEKYTOUHYIO aTTECTAIIUIO.

Tekymuii KOHTPOJIb YCIEBAEMOCTH TIPOBOJUTCS C HCIIOJH30BAHUEM OIICHOYHBIX CPEJICTB,
MPEACTABICHHBIX B M. 2 JAHHOTO MPUJIOKEHHUs. Pe3yiabTaThl TEKYHIEro KOHTPOJS JOBOJATCSA JO CBEACHUS
CTYJIEHTOB JI0 IPOMEKYTOYHOM aTTECTAIINH.

IIpomexxyTouHas aTTecTanus IPOBOAUTCS B (hopMe 3a4eTa.

3adeT MPOBOAMTCS O PACTIMCAHHUIO MPOMEXYTOYHON aTTECTAllMM B MUCHMEHHOM BHjae. KoimuecTBo

BOIIPOCOB B 33/IaHUM — 3, B TOM UHCJI€ MPAKTHUUYECKUX BOIPOCOB — 2, CUTyallMoHHOE 3aaanue - 1. IIpoBepka
OTBETOB U OOBSBIICHHWE PE3yJIbTATOB MPOU3BOJUTCS B JIEHb dK3aMeHa. Pe3ynbTaThl aTTeCTAllMU 3aHOCSTCS B
BEJIOMOCTh M 3aY€THYK0 KHUXKY CTylaeHTa. CTy[AeHThl, HE MPOUIECAIINE MPOMEXKYTOUHYIO aTTECTALMIO IO
rpaduKy CECCUH, TOHKHBI TUKBUIUPOBATH 3aI0JDKEHHOCTh B YCTAHOBJICHHOM TIOPSIJIKE.



IHpuiaoxenue 2

METOINYECKHUE YKA3AHUA 11O OCBOEHUIO JUCIITUIIJIMHBI

Y4eOHBIM IIJIAHOM MPETYCMOTPEHBI TaKHUE BHJIBI 3aHITHH KakK:

- IPAKTUYCCKHUE 3aHITHSI.

[lenssMu mpoBeeHUsT MPAKTHYECKUX 3aHATHHA SABJISIOTCS: 0000IIECHHME, CHCTeMaTH3alus, yriayOJjaeHue,
3aKpeIyicHUe 3HAHWW, YMEHH W HABBIKOB IO KOHKPETHBIM TeMaM JHCIHILIUHBL, (OPMUPOBAHUE YMECHHIA
MPUMEHATH TIOJyUYCHHBIE 3HAHUS HA MPAKTHKE, PEATM3alldI0 €AMHCTBA MHTEJUICKTYAIbHOW M TPAKTHYECKOM
NEeSATeNIbHOCTH, pa3BUTHE WHTCIUICKTyalbHBIX YMEHUH y Oyaynmx MarucTpoB: aHAIUTUYECKUX,
MPOCKTUPOBOYHBIX, KOHCTPYKTUBHBIX U Jp.; BBIpaOOTKa TNpH pEIICHWU IOCTABICHHBIX 3a/ad, TaKUX
npodecCHOHATbHO 3HAYMMBIX KAayeCTB, KaK CaMOCTOSITENIbHOCTh, OTBETCTBEHHOCTh, TOYHOCTH, TBOPYECKAS
WHUIIMATHBA, 0000IIEeHre, CUCTEMATH3aIMs, YIITyOJIeHHE.

B X0J1¢ MPAKTHYECKHUX 3aHATUI YTIyOISIFOTCS u 3aKPEeTLISIOTCS 3HAHUS
MarucTpoB IO PSAY PAaCCMOTPEHHBIX CAMOCTOATEIBHO BOMPOCOB, Pa3BUBAIOTCS HABBIKU MPUMEHEHUS
WHCTPYMEHTOB BO3JICUCTBUS HA KIIMEHTCKYIO 0a3y B COBPEMEHHON YKOHOMUKE.

[Tpu moArOTOBKE K MPAKTHYECCKUM 3aHITHAM KaXKIbIi MAarUCTPaHT JOJDKCH:

— U3YYUTh PEKOMEHIOBAHHYIO YUCOHYIO TUTEPATYPY;

— TOJITOTOBUTH OTBETHI HA BCE BOIIPOCHI 110 U3y4aeMOil TeMe.

[To cormacoBaHuio ¢ TpermojaBaTesieM MAaruCTPaHT MOXKET IOATOTOBHTH JOKJIAJ MO TeMe 3aHsTHs. B
MPOLIECCe MOATOTOBKH K TMPAKTUYECKUM 3aHITUSIM CTYIACHTHI MOTYT BOCIOJb30BaThCS KOHCYIbTAI[USIMU
MperoaBaTels.

Bormpocsl, HE pPacCMOTpPEHHbIE Ha NPaKTUYECKHUX 3aHATHUSX,
JOJKHBI OBITH M3Y4EHbI CTyJIEHTaMH1 B xoJie CaMOCTOSITENIbHOM paboTHL.
Kontpounb CaMOCTOSITEJIbHOU paboThI CTYJICHTOB HaJ yueOHOU IporpamMmoi
Kypca OCYIIECTBIISIETCS B xoJie 3aHATUN METOJIOM YCTHOT'O

orpoca WJIM IOCPEICTBOM TECTHpPOBaHUA. B Xole camMOCTOATENbHOM paboThl KaXAbll CTyIEHT o0s3aH

IIPOYNUTATh OCHOBHYIO M II0 BO3MOKHOCTH JIOIIOJIHUTEJIBHYIO JIMTEPATypy MO H3y4aeMOMl TeMe, JOI0
JIHUTb KOHCIIEKTBI HEJOCTAIOIIUM MaTepHUajoM, BBIITUCKaMU u3 PEKOMEHI0BaHHBIX
IIEPBOMCTOYHHUKOB. BBIICINTh HENOHATHBIE TEPMHUHBI, HAWTH MX 3HAYEHUE B DSHIMKIONEINYECKHUX
CJIOBapsIX.

s MIOATOTOBKH K 3aHATUAM, TEKYILEMY KOHTPOJIIO 51 IIPOMEKYTOUYHON
aTTeCTallud  CTYJIEHTBl ~MOTYT  BOCIIOJIb30BaThCsl  3JIEKTPOHHO-OMOIMOTEUHBIMH cHUCTeMaMu. Takke
oOyuaroluecsi MOTYT B35ATh Ha JIOM HEOOXOIMMYIO JHUTEepaTypy Ha aOOHEMEHTE YHHMBEPCUTETCKOU
OMOIMOTEKH MIIM BOCIIONIb30BAThCS YUTAIBHBIMU 3aJIaMH.



