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BO) mno HampaBnenuto mnoArotoBku / crneuuaidbHocTd 38.04.05 «busnec-
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1 Hesn v 3a1auM U3y4YeHUs JUCUMILIHHBI (MOXYJISA)

1.1 llean ocBOeHUS TUCHUILIHHDI.

ChopmupoBaTh y 0OyYarOIIMXCsl HABBIKA NMPUMEHEHUS WHCTPYMEHTApHs YIPABICHH
B3aMMOJICHCTBHUSIMH B OM3HEC-CPE/IE, OCHOBAHHBIX HA UCITOJIb30BAHUH COBPEMEHHBIX TEXHOJIOTHIA.

1.2 3agauu AUCHMILINHBI:

— OBJAJCHUE CTPATETHAMM, METOAAM, HHCTPYMEHTaM M TEXHOJOTHUSAM, KOTOpbIE
UCTIONB3YeT OM3HEC [T Pa3BUTHS, yJIEpKAHUS U IPUBJICUCHUS KJIMEHTOB;

— OBJIQICHUE TPEACTaBICHHEM O TOM, Kak IpOeKTsl B cdepe yrpaBieHUs
B3aMMOJIECTBUSMU B OU3HEC-CPEJE PEATIU3YIOTCS Ha MPAKTUKE B PA3IMUHBIX OTPACISIX U TUIIAX
NPEINPUATHH,

— W3y4YCHHE OCHOBHBIX KOHIICTIMH B OOJACTH YNpaBICHUS B3aUMOJCHCTBUSMHU C
KIIMEHTaMH,

— BBIBJIEHUE OCOOEHHOCTEH OCHOBHBIX OIEpPAllMOHHBIX M aHainuTudeckux CRM-
UHCTPYMEHTOB;

— O3HAKOMJIEHME C OCHOBAaMHU pa3padOTKH KOMIUIEKCHBIX IIaHOB BHeapeHuss CRM s
Pa3IMYHBIX TUIIOB NIPEANIPUATHH,

— MOHMMAaHUE KITIOYEBBIX (PaKTOPOB ycnexa u puckoB BHeapeHus CRM.

1.3 MecTo AucuMIuInHBI (MOYJIs) B CTPYKTYpe 00pa30BaTeIbHOIi MPOrpaMMbl

JucuumnnuHa «YIpaBlieHHe B3auMOJICHCTBHSAMH B OW3HEC-Cpele» OTHOCHTCA K
obs3arensHOi Yactu broka 1 "ductmmmuaer (Momyim)" ydeOnoro turana 38.04.05 «busnec-
uH(popMaTuKa», Marucrepckas nporpamma «HHOBanuu u OuszHec B cdepe UHPOPMAIIMOHHBIX
TEXHOJIOTHIL.»

[lepeuens mpeaIECTBYIOMUX JUCIUILUINH, HEOOXOAUMBIX ISl €€ U3YUCHHUS:

— apXUTEKTypa NpeAnpusiTUs (TIPOABUHYTHIH YPOBEHB )

— CHCTEMHBIH aHaJIN3 U METO/bI IPUHATHUS YIIPABICHUECKUX PEIICHHUIA;

[Tepeuens mOCIEAYIOMUX TUCHHUIUIAH, JJIS KOTOPBIX JaHHAs JAUCIUIUIMHA SIBJISCTCS
MPEIIECTBYIONIEH B COOTBETCTBUH C YU€OHBIM IIJIAHOM:

— IWarHOCTUKA OM3HEC-IeATeIHbHOCTH,

— OpraHu3alus U BeJeHne Ou3Heca,

— MH(GOPMAITMOHHBIN MEHEKMEHT;

— U POBOI MAPKETHHT;

— TIPOM3BOJICTBCHHAS MTPAKTHKA.

1.4 IlepedyeHp NMJIAHMPYEMBIX Pe3y/JbTATOB O0y4eHHsl MO JMCHUILIMHE (MOAYJIIO),
COOTHECEHHBIX C IVIAHNPYEMBbIMH Pe3YJIbTATAMHI OCBOCHHS 00pPa30BaTeJbHOI IPOrpaMMbl

W3ydenne naHHOM yuyeOHOM AMCUMIUIMHBI HampaBlieHO Ha (OpMHpOBaHHE Y
00yJaroNMXCsl CICTYIONMX KOMIETEHIIN

KO,I[ 1 HAMMCHOBAHUEC I/IH,Z[I/IKaTopa* PeSyJ’ILTaTBI O6y‘IGHI/I$I 10 JTUCIHUITTIMHE

OIIK-4 Cnoco6eH ynpaBJisiTh B3aHMOA€eiiCTBHEM ¢ KIHEHTAMH U MAPTHEPAMH B Mpolecce pelieHus 3a1a4
npogecCHOHAJILHOI 1eATeJbHOCTH
HOIIK-4.1. IIpumensier WHCTPYMEHTapHi | 3HaeT MPHUHIUIMBL, CTaHZAPTHl M METONBl YIPABICHUS
YOpaBJICHUS B3aMMOJICHICTBHEM C KIHEHTAMH W | B3aMMOJCHCTBHEM C KIIMEHTAMH M IIEPCOHAIOM.
mapTHepaMH B IpOIeCCe pPEUIeHHs 3agad | 3HaeT MHCTPYMEHTHI OPTraHW3aluH JOTOBOPHBIX OTHOIICHUH
PO eCCHOHATIBHO eSTETFHOCTH U JICNIOBBIX NIEPETOBOPOB B OM3HEC-CpEie.

3HaeT MeTOABl MOTHBAIIMM TIepCOHaTa Ha 3 GHEKTHBHOE
B3auMojieiicTBue ¢ 3akazuukaMu U T-cepBucos

YMmeer ympaBmATh — IpoIlecCaMH  B3aUMOJICHCTBUS  C
KJIMEHTaMH U TIEPCOHAIIOM B OpraHU3alMH.

VYMmeeT opraHu3oBaTh JOTOBOPHBIE OTHOIIEHMS U JENIOBLIE
TIeperoBopsl B OU3HEC-cpee.




KOIL 1 HAMMCHOBAHUC I/IHIII/IKaTopa* P€3yﬂbTaTI)I 06y‘{eHI/IH 110 JUCLUIIJIMHEC

YMeer MOTHBHpPOBATH TEepcOHAN Ha  3(PPEKTHBHOE
B3auMoJeicTBre ¢ 3akazunkamu UT-cepBrcoB.

Omnpenenser TEHACHIUM W TIEPCIIEKTUBBI B YIPABICHUU
B3aUMOJCHCTBUEM C KIHMEHTaMH M  IIEPCOHAIOM B
OpraHM3aI}y.

Hcnonp3yeT HWHCTPYMEHTApHH COCTaBJIEHHS OTYETOB O
pe3yibTarax  JIOTOBOPHBIX  OTHOIICHMH W  JEJIOBBIX
TIeperoBopoB B Ou3Hec-cpee.

OpraHusyer ynpaBjeHHWE OTHOLICHUSMU C BHYTPEHHHMH
3akazunkamu MT-cepBucoB.

PesynbraTel 00yueHHs] MO TUCHMIUIMHE JOCTHUTAIOTCS B paMKaX OCYIIECTBJICHHUS BCEX
BUJIOB KOHTAaKTHOHM U CAaMOCTOSATEJIbHOM pabOThl 00YUYaIOIIMXCS B COOTBETCTBUHU C YTBEPHKIEHHBIM
y4€OHBIM IIJIaHOM.

WHaukaTtopel  JOCTHXKEHMS KOMIIETEHLUMH  CUMTAlOTCs  CQOPMHUPOBAHHBIMU  IIpU
JIOCTUKEHUHU COOTBETCTBYIOLINX UM PE3YJIbTaTOB O0yUEHUSI.

2. CTpyKTYypa U colepKaHue TUCHUILINHBI

2.1 PacnpenesieHne TPYA10EMKOCTH JUCHHUILIMHBI IO BUIaM padoT

OO6riast TpYA0EMKOCTh MUCIUILIMHBI COCTaBsieT 3 3a4deTHbIX eauuui (108 yaco), ux
acrpeiesieHre 1o BUaaM padoT NpeICTaBICHO B TA0JIUIIE

Buast pabot Bcero Ddopma o0yyeHust Dopma 00yueHHs
4acoB 3a04yHast OuHasi
1 1 1
Kypc Kypc Kypc
(uachl) (uachl) (gachl)
KonTakTHas padoTa, B TOM 4ncJje: 36,4 12,2 24,2
AynuTOpHBbIe 3aHATHSA (BCero): 36 12 24
3aHATH JICKIIMOHHOTO THUIIA 10 4 6
MPaKTHYECKUE 3aHATHS 26 8 18
HNHasi KOHTaKTHas padoTa: 0,4 0,2 0,2
KonTtposn 3,8 3,8 -
IIpomexxyTounas arrecrarust (MKP) 0,4 0,2 0,2
CamocrosiTeibHasi padoTa, B TOM 1758 92 838
qucie:
CamocCTosTeNIbHOE H3y4YeHHE pa3JielioB,
CaMOIIOJITOTOBKA (mpopaboTtka u
MOBTOPEHUE JIEKIIMOHHOTO Marepuana |
MaTepualia  yY9eOHHKOB H  Y4eOHBIX 175,8 92 83,8
NOCOOM, TTOArOTOBKA K JIAOOPaTOPHBIM U
NPaKTUYECKUM 3aHATHSM, KOJJIOKBHYyMam
1 T.J.)
Konrposs: 3a4er 3a4eT 3a4er
[MoaroToBka K 3K3aMeHy
Ob0masn 216 108 108
TPYA0EMKOCTh 36,4 12,2 24,2
72 36 36

2.2 Conepxxanme Q¥ CHUNLTHHBI

Coaep:xxaHue TUCUMIINHBI:
Pacrnipenenenne Bu0B yueOHOI paOOThI U UX TPYJOEMKOCTH IO pa3fiesiaM TUCITUTLIAHBI
Pasernsr (TeMbl) AMCIUIUTMHBL, H3y4yaeMble Ha 1 Kypce (ounasn opma obyuenus)



KomnaecTBo yacoB

A Bueayaut
Ne HammenoBanwne paznenos (Tem) yautropHas opHast
Bcero pabota
pabora
J 113 JIP CPC
1 [IpeanockiIKk BOSHUKHOBEHHUS U CYIIIHOCTD YIIPABIICHUS 13 1 2 ) 10
B3aMMO/ICHCTBUSIMU B OM3HEC-CPETIC.
2 CyniHocTs B3aNMOJEHCTBHI KOMIIAHUH C PA3TMIHBIMA 13 1 2 ) 10
KIIMEHTCKUMH TPYIIaMH.
3 [Ipoueccel nmpuBiedeHus U yaepxkaHus notpedurens. Ctpareruu 14 1 3 ) 10
YTIPaBICHUSI B3aUMOACHCTBUSIMHL.
4 Y 10BNETBOPEHHOCTH U JIOSUIBHOCTD KJIMEHTA: METO/BI OLICHKH. 14 1 3 ) 10
DopMupoBaHHUEe KIMEHTCKOTO KaIUTaIa.
5 Wudopmanmonnas cpeia yrpapieHHsS B3aUMOICHCTBHAMU C 27,8 1 3 ) 23.8

kinueHTamu. [Iporpammusie obecieueane CRM.

[Ncuxonorust BeneH!s HeperoBOpoB M yIpaBieHHs KOHGIUKTaMH
6 B mporecce ynpaBieHUsl B3aUMOACHCTBUSIMU C KJIMEHTAaMH U 14 1 3 - 10
MIEPCOHATIOM OpTaHHU3aLHH.

Opranuzanus 1 BeJIeHUE JOTOBOPHBIX OTHOLICHHH B paMKax

7 . 7 - 1 - 6
yIpaBJICHUs B3aUMOAEHCTBUSIMH B OU3HEC-Cpe/Ie.

8 Merto/1p1 MOTHBALIMY NIEpcOHaNa Ha Y deKkTUBHOE 6.2 1 52
B3aumoieiicteue B chepe UT-cepBucos ' '
HUTOI'O no pasdenam oucyuniurl 108 6 18 - 83,8
Kontposb camoctositensHON paboTsl (KCP) 83,8 - - - -
ITpomesxytounas arrecrarus (MKP) 0,2 - - - -
KoHTakTHast paboTa 24,2 - - - -
OO011ast TPYAOEMKOCTb M0 JTUCIUTUIMHE 108 6 18 - 83,8

Pazsenbl (TeMbl) AMCIUILUIMHBL, H3y4yaeMble Ha 1 kypce (3aounasn ghopma obyuenus)
KosmuecTBo yacos
Bueayaur
Ne HanmeHoBaHUe pa3ziesioB (TeM) AyRuTOpHas opgaﬂ
Bcero pabora
pabora
J 113 JIP CPC

1 [pennochlIKK BOZHUKHOBEHUS ¥ CYIIHOCTh YIIPABICHHUS 12 1 1 i 10
B3aMMOJCHCTBHAMHE B OH3HEC-Cpene.

2 CyIIHOCT B3aUMOJICHCTBUI KOMIIAHHH C Pa3IMYHBIMH 20 i 1 i 19
KIMEHTCKUMH TPYIIIaMH.

3 [poueccsl npuBNeYeHHUs U yaepixKaHus norpedurens. Ctparerun 12 1 1 i 10
yIpaBJIeHHUsI B3aUMOJICHCTBHSIMH.

4 Y 1OBJIETBOPEHHOCTD U JIOSITBHOCTD KIIMEHTA: METO/IbI OLICHKH. 12 1 1 i 10
DopMupoBaHHEe KIIMEHTCKOTO KalUTaa.

5 WNudopmannonHas cpena yrpapieHHs B3aUMOJIEHCTBUAMU C 24 ) 1 ) 23

kiueHTamu. [Iporpammuble obecrieuenne CRM.

[cuxosorus BeieHHs TIEPETOBOPOB U YIIPaBJIeHHsT KOHPINKTaMU
6 [B mporiecce ypaBieHUs B3aUMOICHCTBUSIME C KIIMEHTaAMU U 12 1 1 - 10
MEPCOHAJIOM OpIraHH3aLIIH.

Opranu3anus 1 BeJleHne JOrOBOPHBIX OTHOLICHHI B paMKax

7 . 12 - 1 - 11
yIpaBJICHUsI B3aUMOACHCTBUSIMH B OU3HEC-Cpe/Ie.
MerTo/ bl MOTHBAIIMH NTEpCOHAlIA Ha AP PEKTUBHOE

8 ., 4 1 3
B3aumoseiicteue B chepe UT-cepBrcos
HUTOI'O no pasdenam oucyuniurvl 108 4 8 - 92
Konrpois camocrositensHoi pabotsl (KCP) 92 - - - -
[IpomexyTounas arrecramus (MKP) 0,2 - - - -
KonrakTHas pabora 12,2 - - - -
OO0mmast TPYAOEMKOCTb IO JTUCIUATUIHHE 108 4 8 - 92

[Tpumeuanue: JI — nexmuu, [13 — mpaktuueckue 3ansaTHs / cemuHapsl, JIP — maGopaTtopHble
saasaTusi, CPC — camocrositenpHas paboTta cTyneHTa

2.3 Conep:xanue pa3aesoB (TeM) THCHUTITAHBI



2.3.1 3ausaTHA JEeKINOHHOI0 THIIA

No | HaumeHoBaHue paszzaena (TeMbl) Copepxanue paszzena (TeMbl) Popwma Tekytiero
KOHTPOJIS

1. |IIpenmochkiiky BO3HMKHOBEHUs H|VIcTopuueckue KOPHHU «KIHEHTO-OPHEHTUPOBAHHOTO» (¢
CYLIHOCTh YIpaBJIeHUS [I0AX0a. XapakTepHucTHKa CTpaTeruu
B3aUMOJACHCTBUSIMA B  OW3HEC-|B3aMMOJCHCTBHS C  IOKyNATeNsIMM Ha  3Tarme
cpeze. MEPCOHATM3AMN.  XapaKTepHCTHKAa  CTPATETHH

B3aUMOJCHCTBUSI € TOKyHaTeJsIMH Ha  JTame
MacCOBOTO MTOTPEOIICHNS. XapaKTEPUCTHKA CTPATETUH
B3aUMOJICHCTBUS C MOKYIATEISIMH B 30Xy Pa3BHTHS
KOMITBIOTEPHBIX TEXHOJIOTHH. VYnpasnenne
B3aUMO/ICHCTBUSIMU KaK OM3HEC-CTpaTerys.

2. |CymHocTb B3aumojencTeuil| Texnonoruu CO3JaHMsI UICTOPUU B3aUMOJCHCTBUM O
KOMITaHUH c pa3IMYHBIMHY |KIIHeHTa U ¢GupMbl. [lupamuna neHHOCTEH B 3MOXY
KJIMEHTCKUMHU IpyNIaMu. CRM. Xapakrepuctiuka (opM B3aUMOJCHCTBHA C

KJIMEHTOM. Crparerus TIPOM3BOIUTEINS B
WHJIyCTpHaJIbHOW dKOHOMUKe. [lupamuga MOTHBOB B
WH]y CTPHAIBHON 9KOHOMUKE. Crparerus
MPOM3BOJUTENS B «HOBOM» 3KOHOMHKe. [Impamuna
MOTHBOB «HOBOI» 3KOHOMHKH.

3.  |Ipomecchr TIPUBJICYCHHUS u|Hukn waPOpMannonHbx mpoueccoB ¢ CRM. Ilemn P
YACpKAHUS MOTPEOUTEIS. [MCTIONH30BaHHS CRM CHCTEM. Touku
Crparernu YIpaBIICHNUS [B3aUMOICHCTBIST KOMIIAHUM W KIMEHTA. DBOJIOIHA
B3aUMOJACHCTBUSIMU. METOJIOB yAEpKaHus KiIHeHToB. CTpaTerndeckue

TpeOOBaHUS K MOJpPAa3JCICHUSIM, OCYIECTBISIOIIUM
B3alMOJICIICTBUE c KJIIMEHTaMHU. Pacuer
noxogHocTu\lleHHOCTH — KimeHTta.  OGCayXuUBaHKE
KJIMEHTa Ha OCHOBE MOJICNIH IIEHHOCTH.

4. |YI0BIETBOPEHHOCTH U |DJeMEeHTH! KINEHTCKOTO KaluTalla U ero U3MepeHue. O
JIOSUTBHOCTD ~ KIIMEHTa:  MeTo/ibI|CBS3b MEXY JIOSJIBHOCTHIO KIIMEHTOB U KJIMEHTCKUM
OLICHKH. ®dopMupoBaHKE |[KAITUTAIIOM NPEANPHUITUS. YTIPaBiICHUE KIMEHTCKUM
KIIMEHTCKOTO KaluTasa. noprgeneM OpraHu3alfH C [ENbI0 TOBBIIICHUSI €¢

KIMEHTCKOTO  KanWTaja. THuMel  KIMEHTOB B
3aBUCHMOCTH oT ¢axTopoB JIOSUTBHOCTH.
Krnaccudukanms  GakTopoB  yHZOBICTBOPEHHOCTH
H. Kano.

5. |Uadopmannonnas cpena|O630p CRM-pemennii B  Poccmn.  CucteMsr (0]
yIpaBJICHUs B3aUMOJICHCTBUSMHE C|aBTOMATH3aLUH NPOJIaX. OcHOBHbIE
KJIMEHTaMH. [TporpamMHbIe |DYHKIIMOHATBHBIE ~ MOJYJIM W CTpaTerMud WX
obecrieuenne CRM. UCIIONIb30BaHMs. YTpaBlieHHE W aHAIW3 MPOJAX B

CRM-cucremax.  Muterpaumss  ¢ponT-0ducHOi
nestenbHocTn.  CRM-moamepkka ©  KOHTPOJIb
hyHKIMHA MEHEKEPOB 1o IPOJAXKaM.
ABTOMaTH3anus TPOAAX W MOOWIBHBIC PEUICHUS
CRM.

6. |MeTompl MoTHBamMM mepcoHana|MeToxsl  MOTHMBaMM  TEpcOoHama.  TeXHOJOoTus P
Ha 3¢ dexTuBHOE B3aumMoeiicTBrE [3()(EeKTHBHOTO MOTHBHPOBAHUS IepcoHana B chepe
B chepe UT-cepBucos UT.

2.3.2 3aHATHSA CEMUHAPCKOI0 THNA (MPaKTHYecKUe / ceMMHAPCKHeE 3aHATHS/
J1abopaTopHbIe padoThbl)

Ne

HammenoBanwue pazjena (TeMbl)

Temaruka 3aHsATHIA/PaOOT

®dopma TeKyero
KOHTPOJIS

1.

Hp CAIIOCBIJIKM BO3HHMKHOBCHUA U

CYLIHOCTh yIpaBIeHUS
B3aUMOJICHCTBUSIMU B Ou3Hec-
cpeze.

I/ICTOpI/IqCCKI/Ie KOPHH «KKIIUECHTO-OPUECHTUPOBAHHOI'0>»

MOJX0/1a. XapakTepucTHKa cTpaTeruu
BSaI/IMOl]eI\/’ICTBI/IS{ C TOKYTIaTCJIIMU Ha JTare
MIEPCOHAM3AIINN. XapakTepucThKa  CTpaTeruu
BSaI/IMOl]eI\/’ICTBI/IS{ C TOKYTIaTCJIIMU Ha JTare

MacCoBOro l'IOTpC6J'ICHI/I${. XapaKTepI/ICTI/IKa CTpaTerun
B3aHMO,HCI710TBPIH C TOKYIIATCJIAMU B O110XY PA3BUTHUA

0]




KOMIBHOTEPHBIX TEXHOJIOTHH. YHpaBHGHI/IC
B3aHMOHCﬁCTBHﬂMH KakK 61/[3HCC-CTpaT€FI/IH.

CymHocTb B3aUMOJIEHCTBUI
KOMITaHUU c Pa3IUYHBIMU
KIIMEHTCKUMU TPYTIaMH.

Texnonoruu CO3/1aHUs UICTOPUH B3aUMOEICTBUI
KiaueHTa U ¢upMbl. [lupamunga neHHOCTEH B 3MOXY
CRM. Xapakrepuctuka (opM B3aUMOJICHCTBHSA C
KIIUEHTOM. Crparerus MPOU3BOIUTENS B
WHITyCTpUANIbHOW SKOHOMUKe. [Iupamuna MOTHBOB B
HHLy CTPHUATBHON 9KOHOMHUKE. Crparerus
MIPOU3BOJUTENS B «HOBON» 3KOHOMUKe. [lupammpa
MOTHBOB «HOBOI» 3KOHOMHKH.

[poneccor TIPUBJICUCHHS u|l{uxn wHpOpMannoHHEIX mponeccoB ¢ CRM. Ilemn
YACPKAHUS MOTPEOUTEISL. [CTIONB30BAHMSA CRM CHCTEM. Touxn
Crparernun YTIPaBICHNUS |B3aUMOICHCTBIA KOMIAHUM U KIMEHTA. ODBOJIOLUS
B3aUMOJACHCTBUSIMU. METONOB yIEpkaHMs KIHEHTOB. CTpaTermdeckne
TpeOOBaHUS K MOApPa3JeNeHUsIM, OCYLIECTBIISIOIUM
B3auMojielicTBHe c KIIMEHTaMH. Pacuer
JOXOJAHOCTU\IIGHHOCTH  KineHTta. OOCIyXuBaHHE
KJIMEHTa Ha OCHOBE MO/JICJIU IICHHOCTH.
Y 10BIETBOPEHHOCTH 1|D1IeMeHTBl KIUEHTCKOr0 KaluTala U ero U3MepeHue.
JIOATBHOCTh  KJIMEHTa: MeTOAbI|CBA3b MEXy JIOSUIbHOCTBIO KIIMEHTOB M KIHEHTCKUM
OLICHKH. dopMHupOBaHHE [KAUTAIOM MPEIIPUATHS. YTIPaBICHUE KIMEHTCKAM
KIIMEHTCKOTO KaluTasa. nopt¢esieM OpraHu3aliK C IIENbI0 MOBBIIICHHUS €¢
KIMEHTCKOTO  KamuTayja. THUmbl  KIMGHTOB B
3aBUCHMOCTH oT (axTOpOB JIOSUTBHOCTH.
Knaccudukanms  ¢dakTopoB  yOOBIETBOPEHHOCTH
H. Kano.
WNudopmannonnas cpena|lIpobnemsl uHTETpanuu HWHGOPMANMU O KIHEHTAX,
yIpaBJeHUs B3aUMOJICUCTBUSIMHU C|XpaHwinina JgaHHbIX. Cpencra ananuza CRM-
KJIUEHTaMH. IIporpamMMHBIe|CHCTEM.
obecnieuenne CRM.
Icuxonmorus BEZICHUA | Y CIIOBHSI TIPOBEICHUS MEPEroBOPOB. DTalbl BEACHUS
IIEPErOBOPOB M YIIPABJICHUS [IEPETOBOPOB. DJeMeHTBI NPUHLUITHATBHBIX
KOH(JIUKTaMH B MIPOLIECCE [IEPETOBOPOB (orotu, HUHTEPECHI CTOPOH,
yIpaBJIeHUs B3aUMOACHCTBUSMHU C|B3aHMOBBITOJHbIC BAPHAHTHI, KDUTEPHH PE3yIIHTATOB).
KIIMEHTaMH u nepcoHanoM|Onmcanne KOHGIUKTHOM curyarmuu. OOBEKT H
OpraHU3aLUH. CyOBeKT KOHQUMKTa. YYacTHHKH  KOH(IMKTA.
Cnocob6bl  pazpemenust KoH(umkra. Omnmcanue
MIPOTHO3UPYEMOH  TOCICKOH(IIMKTHOM  CTaJuH.
[MpuHOMTBI BO3MOXKHOTO y4YacTHSl TIOCPEJHHKA B
IIeperoBopax.
Opranuzanus " BezieHne |CopeprkaHue, OpraHu3anys U NPHHLIUIB JOTOBOPHOM
JIOTOBOPHBIX OTHOILIECHUN B|paboThl. TexHHKa IIOrOBOPHOH pabOThl Ha CTaauu
pamKax YIpaBIEHUs | 3aKIF0UEHUS JIOTOBODA. Opranuzanus
B3aMMOJIEHCTBUAMU B  OM3HEC-|COMPOBOXKJCHHS 3aKJIIOYEHHOTO J0roBopa. Texyrmit
cpere. BHYTPEHHHUH KOHTPOJIb 3a HCIIOJIHEHHEM J0rOBOpa.
OpraHuzanuy KOHTPOJIA 332 HMCIOJIHEHHEM JI0TOBOpA
KOHTPareHTOM.
Meroasl MOTHBanMu TepcoHanaMeToasl  MOTHBALMM — INE€pCOHaNa.  TeXHOJIOTHS

Ha 3QQEeKTHBHOE B3aNMMO/ICHCTBHE
B cthepe UT-cepBucos

3¢ ($EeKTHBHOTO MOTHBHPOBAHUS IepcoHaNa B cdepe
UT.

Hanwucanue pedepara (P),

orpoc (O).

2.3.3 IlpuMepHasi TeMATHKA KYPCOBBIX padoT (IP0eKTOB)
KypcoBbie paboThl HE IPeTyCMOTPEHBI

2.4 TlepeyeHb y4eOHO-METOAUYECKOT0 o0ecmeyeHusi AJIsi CaMOCTOSITeIbHON padoThI
o0yyaromuxcs Mo JMCHUIIHHE (MOAYJII0)




HepequL yqe6HO'M€TOHI/I‘{eCKOFO obecneueHus JUCHUILIWHBI I10

Ne Bug CPC o
BBITIOJTHCHUEO CAMOCTOSTEIEHOW PadOThI
1 3aHATHS JICKIUOHHOTO M |MeToanveckne yKa3aHHWs s TOJATOTOBKM K 3aHATHSAM JICKIIMOHHOTO U
CEMHHAPCKOT0 THIIA CEMHHAPCKOTO THIIA. Y TBEPXKACHBI Ha 3acenaHuu CoBeTa 3KOHOMHYECKOTO

¢axymsrera DI'BOY BO «KyO6I'Y». ITpotokon Ne 1 ot 30 aBrycra 2018 roga..
Pexxum goctyna: https://www.kubsu.ru/ru/econ/metodicheskie-ukazaniya

2 |IlogroroBka 3cce, pedeparoB, Meronndeckne ykazaHUs UL TOATOTOBKH 3cce, pedepaToB, KypCcOBBIX padoT.
KypPCOBBIX padoT. YrBepxaeHs! Ha 3aceqannu CoBera 3KoHOMHYeckoro (akymereta ®I'BOY
BO «Ky0I'Y». IIpotokox Ne 1 ot 30 aBrycra 2018 roma.. Pexwum mocryma:
https://www.kubsu.ru/ru/econ/metodicheskie-ukazaniya

3 Beinonnenue MeTtonudeckne yKa3aHHS 110 BBIIOJHEHHIO CAMOCTOSITEIFHOH paboTHI
CaMOCTOSTENIFHON paboThl |oOydarommxcsi. YTBepKIeHBI Ha 3aceganud CoBeTa SKOHOMHYECKOTO
o0yyJaromuxcst ¢axynbrera PI'BOY BO «KyoI'V». [Ipotokon Ne 1 ot 30 aBrycra 2018 ropa..

Pexxum moctyma: https://www.kubsu.ru/ru/econ/metodicheskie-ukazaniya
4 WHtepakTuBHBIE METOAB  |MeToAMYECKHEe YKa3aHWs 110 WHTEPAaKTHBHBIM  METOAaM  OOy4YeHHs.
o0y4eHus VY1BepxkaeHsl Ha 3acenaHnu Coera skoHomMuYeckoro ¢axyinbrera I'BOY

BO «Ky6I'Y». IIpotokon Ne 1 or 30 aBrycra 2018 roga. Pexxum pocryma:
https://www.kubsu.ru/ru/econ/metodicheskie-ukazaniya

Y4eOHO-MeTOIUYECKHUE MaTepuasbl ISl CaMOCTOSITENIbHOM pPadOThl 0OyYaroImIUXCs U3
YHUCiia MHBAJIUAOB M JIMI C OTPAHUYECHHBIMU BO3MOXKHOCTSIMU 3710poBbsi (OB3) mpenocraBisitoTcst
B (hopMax, aqanTHPOBAHHBIX K OTPAHUYEHUSIM HX 3JOPOBBS M BOCIIPHUATHS UH(DOpMALINN:

JUist T ¢ HApyIICHUSIMH 3PEHHS:

— B MieyaTHOM popme yBeIrueHHBIM HIpUdTOM,

— B (popMe 3JIEKTPOHHOTI'O IOKYMEHTA,

— B ¢popMme ayauodaiina,

— B re4aTHoi (hopme Ha si3bike bpaits.

Jjig U1 ¢ HapyIIeHUSIMU CITyXa:

— B mieyaTHoOU hopme,

— B popMe PIEKTPOHHOTO TIOKYMEHTA.

JUig au1 ¢ HapyLIeHUsIMA OIIOPHO-/BUTaTEIbHOTO amnmapara:

— B IIeYaTHOM opme,

— B (popMe 3JIEKTPOHHOI'O IOKYMEHTA,

— B (opme ayaunodaiina.

JlaHHBIN TIepeYeHbh MOXET OBITh KOHKPETH3HPOBAH B 3aBHCHMOCTH OT KOHTHHTEHTA
00y4aronuxcs.

3. OOpa3oBaTeJbHbIC TEXHOJIOIMH, NPHMEHsiEMbI¢ NPH OCBOCHHH IMCIHILIHHBI
(Mmonmy.Jist)

B Xozme wu3ydYeHHMs IUCUUMIUIMHBI TPEAYCMOTPEHO HCIIOJIB30BAHUE  CIEIYIOIIMX
00pa30BaTeNbHbIX TEXHOJOTUH: JIEKLIUH, MPAaKTHUYECKHE 3aHATHUS, CaMOCTOsITeNbHas pabora
CTYJIEHTOB.

KoMmneTeHTHOCTHBIA MOAXO0J B paMKax MpenojaBaHusl IJUCIHMIUIMHBL pealn3yercss B
UCIOJIb30BAaHUN MHTEPAKTHBHBIX TEXHOJIOTUH C HUCHOJIb30BAHUEM IMPOrPaMMHOIO OOecredeHus
amoCRM, butpukc24 CRM+ 1 akTUBHBIX METOIOB (MO3rOBOTO MITypMa, pa3dopa KOHKPETHBIX
CUTYyalMii, MHBIX ()OpPM) B COYETAHUU C BHEAYJAUTOPHOU pabOTOil.

NupopmaniionHble  TEXHOJIOTUH, TMPUMEHSEMble TPU H3YYEHMHM  JUCLMILIUHBI:
UCTOJIb30BaHUE  HMHMOPMAIIMOHHBIX  PECypcoB,  JOCTYNHBIX B HMH(OPMALMOHHO-
TEJIEKOMMYHUKAIIMOHHON ceTh MIHTepHET.

AnantuBHbIe 00pa30BaTeNIbHbIE TEXHOJIOTUH, IPUMEHSEMbIE IPU U3YUEHUN TUCIUILTNHBI
— Uil JMIl C OrPaHMYEHHBIMH BO3MOXKHOCTSMHU 3I0POBbsl IPEIyCMOTPEHAa OpraHU3alysd
KOHCYJIbTAIlMil C MCIOJIb30BAHNUEM JIEKTPOHHOMN MOYTHI.

4. OueHo4HbIe cpeacTBa AJs TEKYIero KOHTPOJIsl YCIIeBAeMOCTH M NPOMeKYTOYHOM
arrecTauuu



https://www.kubsu.ru/ru/econ/metodicheskie-ukazaniya
https://www.kubsu.ru/ru/econ/metodicheskie-ukazaniya
https://www.kubsu.ru/ru/econ/metodicheskie-ukazaniya
https://www.kubsu.ru/ru/econ/metodicheskie-ukazaniya

O1eHOUHBIE CpeNCTBA NpPEIHA3HAYCHBI Ui KOHTPOJII M OIEHKH 00pa30BaTEeIbHBIX
JTOCTHKEHUH OO0YydYarolMXcs, OCBOMBIIUX IMPOTPaMMy YYeOHOW IUCIUIUIMHBI «YTIpaBICHHE
B3aUMO/ICHCTBUSMHU B OU3HEC-CpEIey.
OrneHoOYHBIC CPEICTBA BKJIIOYACT KOHTPOJIHHBIC MaTEpUabl ISl TIPOBEACHHS TEKYIIEro
KOHTPOJIsA B hopMe onpoca, dokiada-npeseHmayuu no meme pegepama, u MPOMeKYTOUHOMH
arrecTanuu B hopMe BOIPOCOB K 3a4EeTy.

CprKTypa OLHCHOYHBLIX CPEACTB JIA Tekymeﬁ H HpOMe)l(yTO‘lHOﬁ aTrreCTalum

Kon u HanmeHoBaHue HaumeHoBaHME OLIEHOYHOTO CpPe/ICTBA
Ne Pe3ynprarel 00y4yeHus
HMHIUKaTOpa . [IpomexyTouHast
n/n (B cootBeTcTBMU C 1. 1.4) Texymuii KOHTPOIb
(B cootBeTcTBUU C 1. 1.4) aTTecTalus
HOIIK-4.1. [Tpumenser Ompoc 1o Teme Bonpoc Ha 3auere
MHCTPyMEHTapuii «IIpenmoceuiku 1-3
yIpaBieHUs 3HaeT MPUHLMIBI, CTAaHIAPTHl | BOSHHUKHOBEHHS U
1 B3aUMO/IeHCTBUEM C u METOJIBI YIpPaBJCHUS | CYLUIHOCTb YIPaBICHUS
KJIMEHTaMH U MapTHEPaMHu | B3aMMOJECHCTBHEM C | B3auMO/ICHCTBUSIMY B
B TIPOIIECCE PELICHUS KIIMEHTaMH U IIEPCOHAIIOM. 6usHec-cpene».
3a1a9 IpoQecCHOHATBHON
JeATETbHOCTH
Ormpoc 1o Teme Bompoc Ha 3auere
3Haer nHCTpyMeHTHl | «Opranuzanus u Benenne | 4-7
2 OpTaHM3aIN JIOTOBOPHBIX | IOTOBOPHBIX OTHOIICHHH B
OTHOIIGHMH M JICJIOBBIX | paMKax yNpaBJieHHs
MeperoBopoB B OU3HEC-cpele. | B3aMMOACHCTBUSIMH B
Ou3Hec-cpenie.
Omnpoc o Teme Bomnpoc Ha 3auete
YmMmeet ynpaisaTh nporieccamu | «CyIHOCTh 8-11
3 - B3aUMOJCHCTBUS C KIIMEHTAMU | B3aUMOJACHUCTBUN
U TIEPCOHAJIOM B OpPraHU3allMi. | KOMIIAHUU C Pa3NUIHbIMU
KIMEHTCKUMH TPYIIIAMI».
Ymeer oprannzoBath | Pedepar no teme Bompoc Ha 3auere
4 JIOTOBOPHBIC  OTHOMICHUS U | «OpraHW3aluu KOHTPOJI 12-15
JIETIOBBIE  TIEPETOBOPHl B | 3a UCIIOJHEHUEM J0OTOBOpa
OusHec-cpeze. KOHTPareHTOM.
Pedepar mo teme Bompoc Ha 3auere
Omnpenensier TEHAEGHIUH U
«[IpobeMbl HHTETpAITHH 28-30
MEpPCTIEKTHBBl B YIPaBICHUN
. nH(popManuy 0 KINEHTaX,
5 - B3auMoieiicTBHEM c
XpaHUIIUILA JAHHBIX.
KJIMEHTaMH U IIEPCOHAJIOM B
Cpenctra ananu3za CRM-
OpraHU3aIHH.
CHCTEM).
Omnpoc 1o Teme Bomnpoc Ha 3auete
.. | «Ilcuxonorus BeneHus 30-35
Hcnonb3yeT MHCTpyMEHTapuil
MIEPEroBOpPOB U
COCTaBIEHUS  OTYETOB O
yIpaBieHus! KOH(GIUMKTaMH
6 - pe3ynbTarax JIOTOBOPHBIX
. B TIpOLIecCe yIPaBICHUS
OTHOIIEHWH W JICJIOBBIX .
B3aUMO/ICHCTBUSIMU C
MIeperoBopoB B OM3HEC-Ccpee.
KJIMEHTaMH U NIePCOHAIIOM
OpTaHM3AIII.

TunoBbie KOHTPOJIbHBbIC 32JaAHUSI MJIH HHbIE MaTePHAJIbl, HEOOX0AMMBIE VIl OLCHKH
3HAHMH, YMEHH, HABBIKOB H (MJIM) ONBITA AESITEIbHOCTH, XapaKTePU3yOIIHX 3TANbI
(opmMupoBaHusI KOMIIETEHIIHII B Ipolecce 0OCBOCHUsI 00pPa30BaTEJbLHOM IPOrPaMMBI

Onpoc

Temwl 60npocos.

Ilpumepnbolii nepeuens 60npocog u 3a0anuil

1. Haznauenue crparerun CRM. Onpenenenne tepmraa CRM.




2. Cymocts ¥ npuHuunsl kKoHnenuuu CRM. Ilpennochiiki BO3HUKHOBEHUSI JAHHOTO
OJIX0/a.

3. NHdpopManMOHHBIE CUCTEMBI YIIpaBJIEHHUS B3auMOOTHoIIeHUs ¢ kimueHtoM (CRM).
Hasnauenue, B3auMocBsi3b ¢ npuMeHeHrueM koHuenuuu CRM.

4. Knaccudukanus u pyakuun, Turibl CRM.

5. OcHoBHbBIE KOMITIOHEHTHI cucteM CRM.

6.Mcrounuku 3¢ppexruBHOcTH CRM.

7. Uctopus pa3sutus CRM.

8. [IpenmytiecTBa, noiaydaemelie ot BHeApeHUs CRM.

10. UcTropuueckne KOpHH «KJIMEHTO-OPUEHTUPOBAHHOTO» MOIXO0/1a.

11. Xapakrtepuctuka CTpaTerMd B3aUMOJACWCTBUS C IMOKyNaTelsiMU Ha dTare
HEPCOHAIN3ALINH.

12. XapakTepucTiKa CTpaTerud B3aUMOJICHCTBUS C MOKYIMATEIsIMU Ha 3Tare MaccOBOTO
OTpeOJICHUS.

13. XapakTepucTuka CTpaTeruu B3aUMOJCHCTBHUS C MOKYMNAaTEIsIMU B 3I0XY Pa3BUTHUS
KOMITbIOTEPHBIX TEXHOJIOTUH.

14. YnpasieHnue B3aMOJICHCTBUSIMH KaKk OM3HEC-CTpaTeTusl.

15. Ocobernnoctu CRM-cuctem B pa3inuuHbIX cdepax aesrenbHocTd. Buenpenne CRM-
CUCTEM B (PMHAHCOBBIX OpraHu3anusx (0aHKH, CTPaxoBble 1 MHBECTULIMOHHBIC KOMIIAHHH).

Peghepam
Temamuxka pegpepamos.

1. ApxutekTypHble KOMIIOHEHTHI cucTeMbl CRM. MHTerpanus ¢ ApyruMu CUCTEMaMHU.

2. O630p peiaka CRM-penienuii.

3. Peiok Poccuiickux CRM-cuctem.

4. DBoironusi MapKeTHHIa: MPOIYKTOBBIM MAapKETHUHI, HPSIMOM MapKETHUHT, LEIeBOU
MapKeTHHT. MapKETHHT 110 COOBITHIO», MAPKETUHT «I10 Pa3peLICHUIO», MAPKETUHT OTHOIICHUN
Y KOHLIETIIHS «OAVH Ha OJUH.

5. Mapketunrossie TexHonoruu B CRM-cucremax.

6. IIpuHIMIIBI CerMEHTAIMH KIIMEHTOB.

7. ®opMupOBaHHE LEJIEBIX TPYII KINEHTOB.

8. CermMeHTHpOBaHNE KIMEHTOB MO PEAKIINN HA MAPKETUHTOBBIC TIPETTOKEHHIS.

9. CermMeHTHpOBaHNE KIMEHTOB MO CTPATETUHU MPHOOPETEHHUS.

10. YnpaBienne MapKkeTHHTOBbIME KammaHusimu B CRM-cucremax.

11. TIpuembl COBEPIICHCTBOBAHMSI MAPKETUHTOBBIX KAMITAHUH.

12. CRM-nioiiepxka MapKETHHTOBBIX KaMIIAHUH «3aMKHYTOTO ITHKJIa.

13. Metoas! yaepxanus kiveHTa. ONTHUMU3aIUs KaHAJIOB MPOJaXK.

3a4eTHO-3K3aMeHAIlHOHHBbIC MaTepPHaJIbI IJIsl IPOMEKYTOYHOM aTTecTalnu (3a4eT)

1. Crparerus ynpasiieHUsl KIMEHTCKUMH OTHOLIEHUSIMU. « THaycTpranu3anush npojax u
MapKeTHHTA.

2. Haznauenwue crpareruu CRM.

3. Onmnpenenenne TtepmuHa CRM. CymHocte u  npuHiunsel  koHuenuuu CRM.
[IpenmnochbuIKyu BOZHUKHOBEHUS TaHHOTO MOJXO0AA.

4. NHpopMallMOHHbIE CHUCTEMBI YIpaBJIEHUS B3aUMOOTHOWIEHHsS ¢ KiaueHToM (CRM).
Ha3nauenwue, B3auMOCBA3b ¢ npuMeHeHneM KoHuenuun CRM.

5. Knaccudukanus u ¢pynkuuu, Tunsl CRM. OcHoBHBIE KOMITOHEHTHI cricteM CRM.

6. MUcrounuku »spdextuBHoctu CRM. MUcropus paszsutus CRM. Kpurepuu
IPUMEHUMOCTH KoHUenuuu. [Ipenmymiectsa, nomydaemslie ot BHeApeHuss CRM.

7. ApXUTEKTypHBIE KOMIIOHEHTHI cucTeMbl CRM.

8. MuTterpanus ¢ apyrumu cucremamu. O630p peiaka CRM-pemennii. Peinok Poccniickux
CRM-cucrem.



9. OcHoBubie kputepuu BbIOOpa CRM-cuctemsr (tum CRM-cucteMbl, BO3MOXHOCTH
coBMmecTHON paboTel CRM U y4eTHOU CHUCTEMBI, COOTBETCTBHE OCOOEHHOCTSM OTEYECTBEHHOM
MPAKTUKU BeleHUs OW3Heca, TOCTYMHOCTh YCIYT MO0 BHEIPEHHUIO U CONMPOBOXKICHHUIO B BallleM
pPETrHOHE, COBOKYIIHAS! CTOMMOCTb BJIaIEHUS, BO3MOYKHOCTH UHTEIPALlUU C TEJIEKOMMYHHUKALUSIMH,
BeO- MPUIOKEHUSIMU U APYTUMHU IMPOTPAMMHBIMH HPOAYKTaMH, BO3MOXHOCTH OpraHU3aluu
yAaIeHHOTo pabovero Mecra).

10. Bueapenue cucrteM yHOpaBlIeHUS B3aMMOOTHOIICHUSAMU C KIMEHTaMH. Touku
B3aMMOJICMCTBUSI KOMIIAaHMM M KJIMEHTA. YIPaBICHHE B3aMMOOTHOLIEHUSIMM C IapTHEpaMH,
KaHaJbl B3aumojiercteust B2B (OusHec-6usnecy) u B2C (Ou3HECKIMEHTY). DBOIOIUS METOI0B
yaepKaHusl KiIHeHTOoB. [IporpamMmsl J10SIbHOCTH

11. Ocobennoctu CRM-cuctem B paznuuHbiX chepax aestenbHocTH. BHenpenne CRM-
CHCTEM B (JMHAHCOBBIX OpraHu3anusax (0aHKH, CTPaXxOBbIe U HHBECTHUIIMOHHBIC KOMITAHHH).

12. Bo3MOXHBIE NpPEUIOKEHUST PA3BUTHS («CTpaTerusi BTOPOro MPOAYKTa», Kpocc-
poaXxH, GMHAHCOBBIA KOHCAJITHHT).

13. IIpoGnembl aBTOMATH3alMM KIMEHTCKOTO B3aMMOICHCTBHS B (PUHAHCOBBIX
opranmzanusx. 14. Crparerunueckue TpeOOBaHUS K TMOAPA3ACICHUSIM, OCYIIECTBISIIOIIUM
B3aMMOJICHCTBHE C KIIUCHTAMH.

15. Pacuer n0XOQHOCTH/IIEHHOCTH KIMEHTOB. OOCIy)XMBaHHE KIMEHTOB HAa OCHOBE
MO/JIEJIH LIEHHOCTH.

16. Buenpenne CRM-cucreM B TEIEKOMMYHMKAIIMOHHBIX KOMIIAHUAX. YIIpaBJICHHE
1[eHOI U opMupoBaHue naketoB yciayr. Buenpenne CRM- cuctem B chepe po3HUUHBIX TPOJAK.

17. Ucnons3oBanne CRM-cuctem B cepe ToproBoro Mapketuura. OCHOBHBIE TPOOIIEMBI
POCCUHCKHUX KOMIIaHUH-TIPOU3BOIUTENEH TpU paboTe ¢ KaHaIaMH MPOIax.

18. Anaimu3 Heymau mpoekToB 1o BHeapeHutro CRM-cucrem. O0630p HampaBieHHI
pazButusa ¢yukiuii CRM - cucremsl. Jlyumme npaktuku npumeHeHuss CRM - cuctem B
pa3nuyHbIX cepax AesTeTbHOCTH.

19. DBomtouysi MapKeTUHTA: MPOIYKTOBBIA MAapKETHUHT, MPSMON MapKETHHT, IEIEeBON
MapKETHHT.

20. MapKeTHHT «I0 COOBITHIO», MAPKETHHT «I10 Pa3pEIICHUI0)», MApPKETUHT OTHOLIEHUH U
KOHIICTILIHS «OANH Ha ouH». MapkeTuHrosbie Texnojaoruu B CRM-cucremax.

21. IlpuHIMIIBI CETMEHTALMU KIMEHTOB. POPMUPOBAHUE LIEIEBBIX TPy KIUEHTOB.

22. CerMeHTHpPOBAaHME KIHMEHTOB IO PEaKIMd Ha MapKETUHTOBBIC MPEIJIOKECHUS.
CerMeHTHpOBaHME KJIMEHTOB [0 CTpaTerMM MpUOOpeTeHUs. YIpaBiIeHHE MapKETHHTOBBIMHU
kamnanusiMu B CRM-cucremax.

23. Ilpuembl COBEpIICHCTBOBAHMS MAapKETHHIoBbIX KammaHuil. CRM-noxnepixkka
MapKETHHIOBBIX KaMIaHUH «3aMKHYTOro IMKJIa». MeTonbl yaep:kanus kiueHTa. OnTumMuzanus
KaHaJIOB MPOJaX.

24. CucremMbl aBTOMaTU3aMK IpoAak. OCHOBHbIE (PYHKIIMOHAIbHBIE MOYJIH U CTPATErUU
UX UCIIOJI30BAaHUA. YUET, yIIpaBlIeHHe, aHanu3 npojgax B CRM-cucremax.

25. VYmpaBnenue HHpopMalMel o0 KOHTaKkTax M KoHTpareHTaxX. MHrerpanus QpoHT-
oducHoii nesrenbHocT. CRM-iofiepkka periiaMeHTa npojiax. Y IpaBieHne NOTeHIUAIbHbBIMU
caenkamu (GyHKIMH pacdeTa BEPOATHOCTH COBEPIICHUS CICTKH).

26. CRM-noniepxka 1 KOHTPOJIb (YHKIMH MEHEPKEPOB 1O MpoaaxaM. ABTOMATH3AIU
nponax u MmoouneHble pemenns CRM. Ympasnenue 3nanausimu B CRM.

27. IIpobnembl MHTErpalvu WH(GOPMAIMK O KIMEHTaX, XpaHWiIuma JaHHbIX. CpencTa
aHanu3za CRM-cucrem.

28. YcioBUs IPOBEICHNS IEPErOBOPOB. DTalbl BeIEHUS IEPETOBOPOB.

29. DneMeHTBHl TUPHUHIUNHAIBHBIX  IEPErOBOPOB  (JIIOJM, HHTEPECHl  CTOPOH,
B3aMMOBBITOIHBIE BAPUAHTHI, KPUTEPUU PE3YIIBTATOB).

30. Onucanue KOHGIMKTHOW cuTyauuud. OObEeKT U CyOBeKT KOH(IMKTA. YYaCTHUKHU
KOH(JIUKTA.



31. CnocoOsI pa3penienus KoHuHKTa. ONMHUcaHre TPOrHO3UPYEMON TTOCIEKOH(PIMKTHOMN
craguu. [IpyHIUIBI BO3MOKHOTO Y4aCTHsI TIOCPEIHNKA B TIEPErOBOpaXx.

32. Coneprkanue, OpraHu3aiis ¥ IPUHIIUIBI JOTOBOPHOU PaOOTHI.

33. TexHuka JOTOBOPHOW pabOThl Ha CTaguM 3aKiIrO4eHUs aorosopa. OpraHuzanus
COTIPOBOXKACHUSI 3aKIFOYEHHOTO I0r0OBOPA.

34. Texyuuii BHyTpEHHUI KOHTPOJIb 3@ UCIIOJIHEHUEM J0r0BOpA.

35. Opranusanuu KOHTPOJIS 32 UCIOJIHEHUEM JJOTOBOPa KOHTPAreHTOM.

Kpurepun oueHuBaHus pe3yJIbTATOB 00y4eHM sl

Kpurepuu orieHuBanus 1o 3a4eTy:

«3aYTCHOY:

CTYJEHT BJIaJIe€T TEOPETUYECKUMHU 3HAHUSMU 1O JAaHHOMY pasJiely, 3HaeT MPHUHIIMIIGI,
CTaHJApThl U METOJIbl YIpaBJICHUS B3aUMOJEHCTBUEM C KIMEHTAMH U TEPCOHAIOM, a TakxkKe
HMHCTPYMEHTBI OpraHU3aIH JOrOBOPHBIX OTHOLICHHH U JIETIOBBIX IEPErOBOPOB B OM3HEC-CpeEe.,
JIOTTYCKAeT HE3HAYUTEIbHBIE OIITMOKY;

CTYIEHT yMEeT MpaBWJIbHO OOBSACHATH MPOILECCH B3aUMOACHCTBUS C KIUEHTAMU H
MIEPCOHAJIOM B OpraHU3AIIHH.

«HE 3aYTCHO»:

MaTepHaj HE YCBOCH MJIM YCBOEH YaCTUYHO, CTYACHT 3aTPyAHSETCA MPUBECTH NIPUMEPHI
OpraHM3ali JIOTOBOPHBIX OTHOILIEHUN M JEJIOBBIX IEPEroBOPOB B OH3HEC-CpPElE, JOBOJIBHO
OrpaHUYEHHBIH 00bEM 3HAHUN O TOM, KaK MPOEKTHI B chepe ynpaBiieHUs] B3aUMOACHCTBUAMU B
Ou3Hec-cpesie pealn3yoTCs Ha IPAKTUKE B PA3JIMUYHBIX OTPACISIX U TUIAX IPEIIPUSITUH.

O1eHOYHBIE CPECTBA ISl MHBAJIUIOB U JIUIL C OTPAHUYCHHBIMU BO3MOKHOCTSIMH 370POBbS
BBIOMPAIOTCS C YYETOM MX HHIUBHIYAIBHBIX ICUXO(PHU3MYECKUX OCOOCHHOCTEHA.

— [IpY HEOOXOJMMOCTH MHBAJIMIaM U JIUI[AM C OTPAaHUYEHHBIMU BO3MOKHOCTSIMH 3/I0POBbSI
IPEIOCTaBIISICTCS JOTIOJIHUTEIBHOE BPEMS [UIsl IOATOTOBKH OTBETA Ha HK3aMEHE;

— MIPH TIPOBEACHUH MPOLEIYPhl OLICHUBAHUS PE3YIHTaTOB 00yUSHHSI MHBAIUAOB M JIMII C
OTPaHUYEHHBIMU BO3MOXHOCTSIMH 3/10pOBBS IPEAYCMATPUBAETCS UCIOIb30BAHUE TEXHUUYECKUX
CpeACTB, HEOOXOTUMBIX UM B CBSI3U C X WHAWBHIYaTbHBIMH OCOOCHHOCTSIMH;

— IIpU HEOOXOAMMOCTH I O0YYAIOLIUXCS ¢ OTPAHUYEHHBIMH BO3MOXKHOCTSIMHU 3/I0POBbS
U WHBAIWIOB TIPOIEAypa OICHUBAHUS pE3YJIbTaTOB OOYYEHHUS 1O JUCIUIUIMHE MOXKET
IPOBOJUTHCS B HECKOJIBKO ATAIIOB.

[Tponienypa oleHUBaHUS PE3YIbTATOB OOYYECHUS WHBAIUIOB M JIUI C OTPAaHUYCHHBIMU
BO3MOXHOCTSIMM 3JI0POBbsSI 10 JUCHUIUIMHE (MOJYJIIO) IpelycMaTpuBaeT IpeloCTaBIeHUe
uHpopManuu B (opMax, aJTaNTUPOBAHHBIX K OTPAHHUYCHHSIM WX 3J0POBBS U BOCIPHSITHS
UHpOpMaLUu:

JUist T ¢ HApyIIEHUSIMH 3PSHHS

— B [1€4aTHON (hopMe yBEIUYEHHBIM HIPUPTOM,

— B (popMe 2IIEKTPOHHOTO TOKYMEHTA.

Jlnist a1 ¢ HapyIIEHUsIMU CiTyXa:

— B TIe4aTHOM opme,

— B (popMe 2IIEKTPOHHOTO TOKYMEHTA.

J1i1st T ¢ HApyIIEHUSIMH OTIOPHO-/IBUTATEIBHOTO armapara:

— B I1e4aTHoM (opme,

— B (popMe 2IIEKTPOHHOTO TOKYMEHTA.

JlaHHBIN TIepeueHb MOXKET ObITh KOHKPETU3UPOBAaH B 3aBUCHMOCTH OT KOHTHHICHTa
oOydJaronuxcs.

5. IlepeyeHb y4eOHOM JIUTEPATYPbl, HHGOPMALMOHHBIX PECYPCOB H TEXHOJIOT Uil



5.1. YueOHas uteparypa

1. BepkytoBa, TarbsiHa AsiekceeBHa. MapKeTHHIOBbIE KOMMYHHUKAIIMK: Y4eOHOE ITocoone
1utst ctyaeHToB By30B / T. A. bepkytosa. - PoctoB H/[] : @ennkce, 2008. - 254 c. : un. - (Boiciiee
obpazoBanue ). - bubnuorp.: c. 253-254. - ISBN 97852221303 15. Dx3emmuisapsr: Beero: 1, u3 Hux:
yu-1.

2. I'puropsta E.C. KopriopaTuBHas corpaibHas OTBETCTBEHHOCTD © YYEOHHK IS
6axanaspos / I'puropsia E.C., FOpacos U.A.. — Mocksa : Jlamkos u K, 2019. — 248 ¢c. — ISBN
978-5-394-03159-5. — Tekcrt : anekrponnsiii // IPR SMART : [caiir]. — URL.:
https://www.iprbookshop.ru/85682.html.

3. 'epanromikuna I'. T1. YnpaBnenue kKOHQIUKTAMU U OpraHU3AIHS TIEPETOBOPHOTO
npotuecca : yued. mocoodue / I'. I1. I'epanromkuna. — Upkyrck : M3n-so BI'VOII, 2015. — 174 c.

4. Uran, JI>xoH. MapKeTHHT B3aMMOOTHOIIICHU: aHAJIM3 MAPKETHHTOBBIX CTpAaTEeTUi Ha
OCHOBE B3aMMOOTHOILICHUN : Y4eOHUK ais cTyneHToB By3oB / JI. Uranm ; [mep. ¢ anrm. E. DO.
JlanasH]. - 2-e u3n. - Mocksa : [FOHUTU-JTAHA], 2008. - 363 c. : wi. - (3apyOekHbIi y4eOHHUK).
- bubnmorp. B xonue rinas. - ISBN 0273686232. - ISBN 9785238013213. Dx3emmsipsl: Beero:
14, u3 Hux: yu-12, u3z-2.

5. Uepkamms [1.A. Ctparerus ynpasieHus B3auMooTHomeHusiMu ¢ kiuentamu (CRM) :
yuebHoe nmocodue / Yepkarmn I1.A.. — Mocksa : Uatepuet-YHuBepcuter MHQOpManoOHHBIX
Texunonoruit (MHTYUT), Aii ITu Ap Meana, 2020. — 420 c. — ISBN 978-5-4497-0695-9. —
Tekcr : snexrponnsiii // IPR SMART : [caiit]. — URL: https://www.iprbookshop.ru/97585.html

6. Ileiin, Dnpuan. PykoBoacTBo mo CRM : myTh K COBEpIICHCTBOBAHUIO MEHEKMEHTA
kiuentoB / D. Tleiin ; [mep. ¢ auri. C. B. Kpusomieuns ; Hayd. pex. J[. A. XoxoB]. - MUHCK :
I'pesio [Mabaummep, 2007. - 373 c. : un. - bubmumorp. : ¢. 351-367. - ISBN 9789856569084. -
ISBN 0750664371 : 811.00. - TekcT : HEMOCpeACTBEHHBINA. DK3eMIUsIphl: Beero: 3, U3 HuX: ymp-
3.

5.2. llepuoauueckasi JuTepaTypa

(xpanuTes B donme Hayunoit O6ubIMOTEKN Ky6I'V»
https://www.kubsu.ru/ru/node/15554, w/unu 35IEKTPOHHBIC MEPUOTUUSCKHE M3IaHUs JOCTYI K
koTtopsiM uMeeT KyoI'V):

1. Bassl nannbix komnaauu «Hcer Beroy http://dlib.eastview.com
2. Dnekrponnas oubmuoreka GREBENNIKON.RU https://grebennikon.ru/

5.3. NHTepHeT-pecypchbl, B TOM 4YHCJe COBpPeMeHHble NpodeccHOHAIbHbIE 0a3bl
JAHHBIX U I/IH(l)OpMalll/IOHHbIe CIIPaBOYHBLIC CUCTEMbI

JIeKTPOHHO-0ubIMoTeuHbIe cuctemsl (IBC):

1. DBC «¥OPAUT» https://urait.ru/

2. DBC «YHUBEPCUTETCKA I BUBJIMOTEKA OHJIAWH» www.hiblioclub.ru

3. DBC «BOOK.ru» https://www.book.ru

4. 3bC «ZNANIUM.COM» www.znanium.com

5. OBC «JIAHb» https://e.lanbook.com

IIpodeccuonanbHbie 0a3bl JTAHHBIX:
Web of Science (WoS) http://webofscience.com/
Scopus http://www.scopus.com/
ScienceDirect www.sciencedirect.com
Kypuans nznarensctea Wiley https://onlinelibrary.wiley.com/
Hayunast anexkrponnas oudnuorexa (HOB) http://www.elibrary.ru/
6. IloaHOTEKCTOBBIE apXUBBI BEAYIIUX 3aIaJHBIX Hay4YHBIX )KypHaJIOB Ha Poccuiickoit
atdopme HaydHbIX )KypHatoB HOMKOH http://archive.neicon.ru

agkrwnE
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7. HaumonanmpHass »ieKTpoHHas OuOnwoTeka (AOCTyn K DJIEKTPOHHOW OMONIHMOTEKe
nuccepraiuii Poccuiickoit rocynapcrsennoii oubnmuorexu (PI'B) https://rusneb.ru/

8. Ilpesupentckas oubmmoreka um. b.H. Enpuuna https://www.prlib.ru/

9. DnekrponHas koyweknus Okchopackoro Poccuiickoro @onma
https://ebookcentral.proquest.com/lib/kubanstate/home.action

10. Springer Journals https://link.springer.com/

11. Nature Journals https://www.nature.com/siteindex/index.html

12. Springer Nature Protocols and Methods
https://experiments.springernature.com/sources/springer-protocols

13. Springer Materials http://materials.springer.com/

14. zbMath https://zbmath.org/

15. Nano Database https://nano.nature.com/

16. Springer eBooks: https:/link.springer.com/

17. "Jlextopuym TB" http://www.lektorium.tv/

18. VuumBepcuretrckas nnpopmarnronras cuctema POCCHS http://uisrussia.msu.ru

HNudopMmannoHHbie CIPABOYHBbIE CHCTEMbI:
1. Koncynbrant [lnroc - cipaBoyHast mpaBoBasi cucteMa (JOCTYI 1O JIOKAJTBbHOM CETH C
KOMITBIOTEPOB OMOITMOTEKH )

Pecypcbl cBoOOIHOIO 1OCTYNA:

1. AwmepukaHckas nmaTeHTHas 0a3a maHHbIX Nttp://www.uspto.gov/patft/

2. TlomHble TEKCTHI KaHAICKKUX auccepTanmii hitp://www.nlc-bnc.ca/thesescanada/

3. KubepJlenunka (http://cyberleninka.ru/);

4, MuHHCTEPCTBO HAYKHU U BhIcIIero oopasoBanus Poccuiickoit @enepannn
https://www.minobrnauki.gov.ru/;

5. ®enepanbhblii moptan "Poccuiickoe oopazosanue” http://www.edu.ru/;

6. Hudopmanmonnas cuctema "EquHoe OKHO 1ocTyIa K 00pa3oBaTebHbIM pecypcam’
http://window.edu.ru/;

7. Enwmnas koyutekuus nupoBbiXx 00pa3oBaTenbHbIX pecypcos http://school-
collection.edu.ru/ .

8. ®enepanbHbIi IEHTP UHPOPMALIMOHHO-00pAa30BaTEIbHBIX PECYPCOB
(http://fcior.edu.ru/);

9. IIpoekt ['ocynapcTBEHHOrO MHCTUTYTa pycckoro si3pika uMeHu A.C. [lymkuna
"O0pa3oBanue Ha pycckoM" https://pushkininstitute.ru/;

10. CnpaBouHo-uH(popMamoHHbIH mopTan "Pycckuii si3pik" hitp://gramota.ru/;

11. Cmyx0a TeMaTH4eCKUX TOJKOBBIX ciioBapeit http://www.glossary.ru/;

12. Cnosapu u suimkioneauu http://dic.academic.ru/;

13. OO0pa3oBatenbHbli moptan "Yueda" http://www.ucheba.com/;

14. 3axonompoekt "O0 obpazoBanuu B Poccuiickoit @enepaunn’. Bonpocs! 1 OTBETHI
http://xn--273--84d1f.xn--plai/voprosy_i_otvety

CoOcTBeHHBIC YJICKTPOHHBIE 00pa3oBaTe/bHbIC H MH(OPMAaLMOHHBIE pecypChl

KyoI'Y:

1. Cpena moayabHOTO AuHamuueckoro oOyuenwus http://moodle.kubsu.ru

2. ba3za y4eOHBIX IaHOB, y4eOHO-METOINYECKUX KOMILIEKCOB, IMMyOJIMKAIIUN U
koHpepenmmii http://mschool.kubsu.ru/

3. bubnuoreka nHGOPMAIIMOHHBIX PECYpCcOB Kadenpsl HH(HOPMALIMOHHBIX
oOpazoBaTenbHBIX TeXHOMOTHH http://mschool.kubsu.ru;

4. DnexTpoHHBIH apxuB qokymeHToB KyoI'Y _http://docspace.kubsu.ru/
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5. DnekTpoHHBIE 00pa3oBaTelNbHBIE pecypchl Kadenpbl MHPOPMAIMOHHBIX CHCTEM W
TexHosoruii B oopazosanuu Kyol'Y u nayuno-meroauueckoro xyprana "LLIKOJIBHBIE I'OIbI"
http://icdau.kubsu.ru/

6. MeToauueckue yKa3aHus J1JIsl 00y4aIOUIUXCsl IO OCBOEHUIO TUCIMILTHHBI (MOIYJIs)

Meroandeckue yKka3aHus:

— METOJMYECKHE YKa3aHHs JJIs TOJATOTOBKU K 3aHATHUSIM JIEKLIMOHHOTO U CEMHUHApPCKOI0O
Tumna. YTBepkaeHbI Ha 3acenanun CoBera skoHOMHUYECKOTO (akynbrera PI'BOY BO «KyoI'V».
[IpoTokon No 1 oT 30 aBrycra 2018 roja.. Pexum JOCTyna:
https://www.kubsu.ru/ru/econ/metodicheskie-ukazaniya;

— METOJMYECKUE YKa3aHWs [Uisi TMOATOTOBKU 3cce, pedepaTroB, KypcoBBIX paloT.
YTBepxkaensl Ha 3acenanuu CoBera skoHomHuueckoro gakynereta @I'BOY BO «Kyol'Vy.
[IpoTokon No 1 oT 30 aBrycra 2018 roja.. Pexum JIOCTyna:
https://www.kubsu.ru/ru/econ/metodicheskie-ukazaniya;

— METOJIMYECKUE YKa3aHHs IO BHIIOJHEHUIO CAMOCTOSATEIbHONW paboThl 00ydaromIuXCsl.
YTBepxkaensl Ha 3acenanuu CoBera skoHomuueckoro daxynereta @I'BOY BO «KyoI'Vy.
IIpoTokon Ne 1 oT 30 aBrycra 2018 roja. Pexum JIOCTyTa:
https://www.kubsu.ru/ru/econ/metodicheskie-ukazaniya;

— METOJMYECKHE YKa3aHWsI MO MHTEPAKTUBHBIM METOJaM OOy4eHHs. YTBEpXKICHbI Ha
3aceganuu Cosera sxoHoMuyeckoro ¢akyinbtera @I'BOY BO «KyOI'Y». IIpotokon Ne 1 ot 30
aBrycra 2018 roga. Pesxum nocryma: https://www.kubsu.ru/ru/econ/metodicheskie-ukazaniya.

B ocBoenun AMCHMIUIMHBI MHBATUIAMU U JUIAMU C OTPAHUYEHHBIMU BO3MOKHOCTSIMHU
3I0pOBbsl OOJBIIOE 3HAUCHHWE HMEET WHIUBUIyajbHass ydyeOHas paboTa (KOHCYJIbTallUU) —
JIOTIOJIHUTEIIFHOE Pa3bsiCHEHNE yUeOHOTO MaTepHraa.

NunuBuayanbHble KOHCYJIBTAlMM IO TPEAMETY SBISIOTCS BaXXHBIM  (DakTOpoM,
CIOCOOCTBYIOIUM HHJIMBUYaTU3allid O0yUeHUS W YCTAHOBJIICHUIO BOCIIUTATEILHOTO KOHTAKTa
MEXJy TMpernojaBaTeieM W OOy4arolmMMCS WHBAIMIOM WJIA JIMIOM C OrPaHUYEHHBIMU
BO3MOKHOCTSIMU 3/10POBBSI.

7. MaTepua/IbHO-TeXHHYeCKOe ofecnedyeHne 1o JUCHUILIMHE (MOAYJII0)

ITo Bcem BuaaM yuyeOHOM MAEATENBHOCTH B paMKax TUCHMIUIMHBI HCHOJNb3YIOTCS
ayIUTOpUH, KaOMHETHl U JTaOOpaTOPHH, OCHAIIEHHBIE HEOOXOIUMBIM CIEIHATU3NPOBAHHBIM U
71a00paTOPHBIM 000PYI0BAaHUEM.

HanmeHoBaHue criennagbHBIX OCHaLIEHHOCTD CIICIHATBHBIX [NepeyeHb TUIIEH3HOHHOTO
HOMEIICHU HOMEIICHHU POrpaMMHOT0 obecrieYeH s

Y4aeOHbIe ayIUTOpHU it | MeOenb: yueOHas meOeIs Microsoft Windows 8, 10,
MIPOBEACHUS 3aHATHH JEKIIMOHHOTO | TeXHWYeckue cpeacTBa O0yICHHUS: Microsoft Office Professional Plus
THIA 9KpaH, IPOEKTOp, HOYTOYK
Y4aeOHbIe ayIUTOpHU st | MeOenb: yaeOHas meOeIs Microsoft Windows 8, 10,
MIPOBECHUS 3ansTuil | TexHudeckue cpencrBa o0ydenus: | Microsoft Office Professional Plus
CEeMHMHApPCKOI0 THIA, IPYNIIOBBIX M | AKpaH, IPOEKTOpP, HOYTOYK
WHIIUBHYAIbHBIX  KOHCYJIbTAlUH,
TEKYIIEero KOHTPOJIS u
MIPOMEXYTOYHOM aTTecTalu

Jis  caMocToATenbHOW  paboThl  OOy4aroUIMXcs  MPEeAyCMOTPEHbl  MOMEIIECHHUS,
YKOMITJIEKTOBAaHHBIE CIIEIMATH3UPOBAHHON MeOeblo, OCHAIlEHHbIE KOMIBIOTEPHON TEXHUKOM ¢
BO3MOXHOCTBIO MOJKIIOUEHUs K cetu «lHTepHEeT» M olOecrieueHHeM J1OCTyNa B IEKTPOHHYIO
UH(POPMALIMOHHO-00pa30BaTENbHYIO Cpely YHUBEPCHUTETA.

HanmenoBanue nmoMenieHui it OcCHaIIEHHOCTh ITOMEIEHUH IS IlepeueHb JUIIEH3MOHHOTO
CaMOCTOSATENNFHON pabOTHI CaMOCTOSTENIEHON pabOTHI MIPOTPaMMHOTO 0OecTieueHHs
0o0yJaromuxcs o0yJaromuxcs
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ITomemienue s caMOCTOATEIHLHON
paboTeI 00yyaroIuXxcs (YUTANIBHBIN
3a1 HayuHo# Oubnmorexu)

Meb6enb: yueOHast MeOeb
Kommekt  cnenuanusupoBaHHON
MeOeJIn: KOMITBIOTEPHBIE CTOJIBI
ObopynoBanue: KOMITBIOTEPHAS
TEXHHKa C TOJAKIIOUYCHHEM K
nH}popMannoOHHO-
KOMMYHUKaLMOHHON
«HTepHeT» W JOCTyNmOM B
ANEKTPOHHYIO  UH()OPMAIUOHHO-
00pa3oBaTEIHHYIO cpemy
00pa3oBaTeNbHOW  OpraHU3alUH,
BeO-KaMepbl, KOMMYHHKAI[HOHHOE
o0opymoBaHue, 0OCCICUHBAOIICE
JOCTyl K  CETH  HWHTEpHET
(mpoBoaHOE coelMHeHue u
0ecrpoBOJIHOE ~ COCJUHEHHE IO
texnosorun Wi-Fi)

CCTH

Microsoft Windows 8, 10,
Microsoft Office Professional Plus

IloMenienne a1t caMOCTOSTEILHOM
pabotsl oOyuaronmxcs (ayn.213 A,
218 A)

Meobernb: yuebHas MeOenb
KoMmiekt  crenuanu3upoBaHHOM
MeOen: KOMITBIOTEPHBIEC CTOJIBI
Ob6opynoBanue: KOMITBIOTEpHAs
TEXHHKA C MOJKIIOYEHHEM K
HHPOPMALNOHHO-
KOMMYHHUKAIIMOHHOH
«/HTEpHET» M OCTYIIOM B
JIEKTPOHHYI0  HH(OPMAIMOHHO-
00pa30BaTEIbHYIO cpeny
00pa3oBaTeNbHOW  OpraHU3alUH,
BeO-KaMepbl, KOMMYHHKaI[HIOHHOE
o0bopymoBaHue, 0OCCICUHBAOIICE
JOCTym K  CETH  HWHTEPHET
(npoBoaHOE COC/INHECHHUE u
0eCnpoBOHOE  COCIUHEHHE IO
texaosorud Wi-Fi)

CETHU

Microsoft Windows 8, 10,
Microsoft Office Professional Plus




