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Pabouasi nporpamma OMCUMNIUHBI COCTaBMNeHa B COOTBETCTBUM C dpefeparnbHbIM rocy4apCTBEHHbIM 06pa3oBaTeflbHbIM
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1 BBEQEHUE K PABOYEW NPOrPAMME OUCLUUMNUHBI

1.1 Uenb aucuunnuHbl: GopMmpoBaHMe Yy CTyOeHTOB CUCTEMbl TEOPETUYECKUX 3HaHUM W MpaKTUYeCcKnx
HaBbIKOB B 06NacTh ynpaBreHns NosNbHOCTBIO B YCNOBMSAX LUPOBON 3KOHOMMKW, BKMOYas pa3paboTky M peanvsaumio
nporpaMMm JOSNIBHOCTM Ha OCHOBE KIMEHTOLEHTPUYHOCTWN, OMHUKAHANbHOCTWU, aHanUTUKM [aHHbIX W BHYTPEHHEro
OpeHauHra.

1.2 3agauv AUCUUNINNHLI:

M3y4nTb 3BONIOLMIO KOHUEMUMI NOSNBHOCTUA: OT YAOBMETBOPEHHOCTM K BOBJIEYEHHOCTU U 3MOLMOHANBHOW
NpUBA3aHHOCTY;

— OCBOUTb MeToabl uamepeHust n oueHkn nosnbHoctn (NPS, CSAT, CES, nHaekc nosanbHOCTH);

— cdhopMupoBaTb HaBblkM MPOEKTUPOBAHWUS OMHMKAHANbHbIX MNPOrpaMM FOSNIBHOCTM C  MCMOSb30BaHMEM
reimmcpmkaumnmn, nepcoHanusaunm 1 asTomaTnsauuu;

— pa3BuTb KOMMETEHUMN B obnactn aHanusa noBefeHus notpebutenen n coTpygHUKOB C npumeHeHneM big data
n CRM-cucrtewm;

— O3HAKOMUTb C COBPEMEHHBLIMM MOAXOL4AMU K YNPaBMEHUIO JOSNbHOCTLIO MEePCOHarna: BHYTPEHHUA OpeHauH,
HR-aHanuTuka, uMdppoBble MHCTPYMEHTbLI BOBIEYEHUS;

— Hay4nTb OLIEHMBATb AKOHOMUYECKYH 3dh(PEKTUBHOCTL nporpamm nosansHoctn (CLV, ROI, oTToK).

1.3 TpeboBaHUA K NpeABapUTENbLHOW NOAroToBKe OOy4aroLlerocs:

MpepBaputenbHas NOAroTOBKa MpeanornaraeT co3gaHne OCHOBbLbI AN (DOPMUPOBAHUSA KOMMETEHUMN, YKa3aHHbIX
B M. 2, NPU U3y4YEeHUN OUCLUNINH:

2 KOMNETEHUWN OBYYAIOLWEIroCcA, ®OPMUPYEMBIE B PE3YJIbTATE OCBOEHUA AUCLUMIIUHbI

MK-1: AHanu3 nHcopmMaLMOHHbIX NOTPEOHOCTEN CYyGBHLEKTOB KOPNOPaTUBHbIX OTHOLEHUI

3HaTb: OCHOBbl YMpPaBReHUsi NOSIIbHOCTBIO COTPYAHMKOB, (DaKTOpbl, BNUSOWME Ha NOANBHOCTb MNepcoHana, MeToAbl
N3MEPEHUS U NOBbILLEHWS] YPOBHS NOSINBHOCTY

YmMmeTb: pa3pa6aTb|BaTb N BHEOPATb nporpamMmbl ynpaBlieHUA JNOoANIbHOCTbIO, NPOBOAUTE MepOonpUuATHUA Nno MNnoBbILLUEHUO
NTOANBbHOCTU U NPUBEPXEHHOCTU COTPYOAHUKOB

Bnagetb: HaBblkamMu aHanu3a noTPeOHOCTEN COTPYAHMKOB, 3(P(EKTUBHOIO B3aMMOLENCTBMS W CO34aHUSI CUCTEMbI
MOTVBaLMM




3 COOAEPXAHUE OANCLUMITIUHbI

KoHTakTHas
a® paboTa
5 &~ dopma
HaumeHoBaHue 1 cogepxaHve pasgenos, TeM 1 8 o0 CP Texyero
Yy4€OHbIX 3aHATUN % o.gf, TNek. Mp. (4acnl) y
S KOHTpOns
< | (vackl) | (4acwl)
Pasgen 1. Uwudposas TpaHcdhopmauus ynpaBneHus
NOSINbHOCTBIO
Tema 1. 3BonouUA MNOANBHOCTU: OT TPaH3AKLMOHHOW K
3MOLMOHANbLHOM 1 coLmarnbHom
1 5 8
Tema 2. KnueHtckun onbiT (CX) Kak OCHOBa NOSANBHOCTM.
MeTtpuku NPS, CSAT, CES
4 4 9,75
(0]
Tema 3. OMHuKaHanbHble nNporpaMmbl  NOSANBHOCTU:
ON3alH, MEXaHWUKKN, TapreTUHr
3 5 9
Tema 4. AHanutMka wn big data B ynpaBneHuu
NOSANBHOCTBLIO:  MPEAVKTUBHbIE MOENW, CerMeHTauums,
nepcoHanmnsauna 4 5 9
7
Pasgen 2. YnpaBneHwe nosnbHOCTbIO COTPYOHUKOB W
BHYTPEHHUE KOMMYHMKaLIMK
Tema 5. BHyTpeHHUN OpeHOUHT U  BOBMEYEHHOCTb
nepcoHana
2 5 8
Tema 6. LwudpoBble  WMHCTPYMEHTbI  MNOBbILEHMWS
NoANbLHOCTU COTPYAHWKOB: HR-nnatdopmsl, (0]
revimndpmkaumns, EAP 2 5 5
Tema 7. OueHka M ayauT NOSINbHOCTU: KAYeCTBEHHbIE U
KONnM4eCTBEHHbIE METOAbI
1 5 8
UToro B cemecTpe (Ha kypce ans 3A0) 17 34 56,75
KoHcynbTauum n npoMmexyToyHasa attectaums (3ader) 0,25
Bcero koHTakTHasa pa6orta u CP no gucumnnuHe 51,25 56,75

4 KYPCOBOE NMPOEKTUPOBAHUE
KypcoBoe npoekTupoBaHne y4eGHbIM MraHoM He NpeaycMOTpeHo

5 BANJIbHO-PEUTUHIOBASA CUCTEMA OLLEHUBAHUA
Mcnonb3oBaHne 6annbHO-PEeNTUHIOBONM CUCTEMbI HE MPEAYCMOTPEHO.

6. ONMTMCAHUE NOKA3ATENEW, KPUTEPUEB, CUCTEMbI U CPEOCTB OLIEHUBAHUSA PE3YNILTATOB
OBYYEHUA



6.1 Noka3aTenn oueHMBaHUA

Kop komneTeHumm MokasaTenu oLeHWBaHUS pe3yrbTaToB 0by4eHNs

PackpblBaeT OCHOBHble MOHATUSI B chepe YrnpaBrneHus NOSNbHOCTbIO, OCHOBHbIE
nokasaTenu OLEHKU NOANbHOCTU KIMEHTOB M COTPYAHWUKOB BbiaensieT notpebutener
COrMacHoO XxapakTepucTuKam OesTeNIbHOCTU KOMMaHWM M OUEHMBAaTb WX OXMaaHus,
dopMupoBaTh CTPYKTYPY MpOrpaMmMbl FOSINBHOCTM  AHanuaupyeT MCUXOMOMmio U
noBefeHuss obbekTa B cdepe ynpaBrieHUs1 NOANBHOCTLIO U MeTodamu paspaboTku
nporpaMm fOsiNbHOCTM

MK-1

6.2 Cuctema 1 KpMTEpPUM OLLEHUBAHUA

Kputepun oueHnBaHus chOpMUPOBAHHOCTU KOMMNETEHLMI

LLikana oueHnBaHuA
YcTHOoe cobecenoBaHme MNMucbmeHHas paboTa

MonHoe w© npaBuNbHOE  BbINOJIHEHNE
3afjaHuii  Tekywero KoHTpons. [lonHbin,
ncyepnbiBalOLWMA  OTBET Ha  BOMPOCHI
YCTHOro cobecenoBaHus, SIBHO
3auTteHo OEMOHCTpUpYoWKMIn  rnybokoe nNoHMMaHue
npeameTa W LMPOKYHD  3pyavumio B
oLeHnBaeMon obnactu, yMeHue
NCnomnb30BaTb TEOPETMYECKME 3HAHWUA AN
peLLeHNs NpaKTUYEeCKNX 3agau.

HeBbinonHeHue 3agaHuni TeKyLlero
KOHTpOns, NMbO 3a4aHus BbIMOMHEHbI He
B MNOfMHoM ob6beme M C  rpyObiMu
owmnbkamn. HecnocobHOCTb OTBETUTL Ha

He saqteto Bonpoc 6e3 nomowu npenoaaBaTens.
Hes3naHnune 3HaAYUTENbHON yacTtm
NpYHUMNnanbHO BaXKHbIX 351eMEeHTOB
OVCLUUMMNUHBI.

6.3 TunoBbIe KOHTPONbHbIE 3af4aHNUA U/MNU UHbIe MaTepuarbl, UCNONb3yeMble OIS OLeHKU pe3yribTaToB
obyyeHus
6.3.1 TunoBble KOHTPOJIbHbIE BONPOCHI

Ne n/n dopMynunpoBKN BONPOCOB

Cemectp 7

Onpep,eneHme JI0ANbHOCTU B MapKeTuHre.

OTnunumne NosiNbHOCTH OT yAoOBNETBOPEHHOCTH.

OCHOBHbI€ TUMbI NOANbHOCTU KITMEHTOB.

KnioueBble chakTopbl HOPMUPOBaHNS NOANBHOCTHU.

MokasaTtenu n3mMmepeHuna nNoarnbHOCTU.

MHaekc noTpebunTenbCcKom NosinbHOCTY.

OTanbl NOCTPOEHNA CUCTEMbBI JTOATTBHOCTW.

Buabl nporpaMm NosinibHOCTU.

O|o|(N[o|o|d] W N~

[ocTonHcTBa GOHYCHBIX NpOrpaMm.

-
o

HepocTtaTtkn OUCKOHTHbIX nporpamMm.

11 Ponb amouunii B ynpaBneHun NosnbHOCTbLIO.

12 MpuHUMNbl paboTbl pedepanbHbIX Nporpamm.

13 BrnusiHne kavectBa 06CnyxmMBaHWsA Ha NOSNbHOCTb.

14 Cnoco6bl Bo3BpaTa NOTEPSIHHbIX KIMEHTOB.

15 CermeHTauus ayamtopuv Ans nporpamm rosifisHOCTY.

16 MeToabl cbopa 06paTHON CBSI3N OT KIMEHTOB.

17 3apayn kobpeHanHra B nporpaMmmax fiosnbHOCTH.

18 Puckn BHeapeHUsa cucTeMbl NTOANTbHOCTM.




19 OTanbl XXM3HEHHOIO LMKNa KNneHTa B Nnporpamme.

20 OueHka sKoHOMUYeCKon 3PPEKTUBHOCTU MPOrpamMm NOSANbHOCTHU.

6.3.2 TunoBble TecToBble 3afaHnA

He NpeaycMOTpPeHo
6.3.3 TunoBble NPaKTUKO-OPUEHTUPOBaHHbIE 3aAaHuA (3aAayun, KeUchbl)

Paspabotatb  KOHUENuUM NporpamMmbl  NOSABHOCTM  ANA  UHTepHeT-marasvHa  fashion-cermeHTa C

NCcnonb30BaHWEM renMuduKaLmMm U nepcoHanmaauuu.

2. MNMpoaHanuanpoeaTtb gaHHble onpoca NPS, BbISIBUTb NPUYUHBI CHUXKEHUST NOANBHOCTU 1 NPEASIOKUTL Mepbl.

3. CospaTb cTpaTernio BHYTPEHHUX KOMMYHUKaUMA 08 yOanéHHOW KOMaHAbl, HanpaBreHHYyK Ha MOBblWEHME
eNPS.

4. Paccuutatb Lifetime Value (LTV) knueHTa Ha OCHOBe nNpeOoCTaBfEHHbIX OaHHbIX W MNPeanoXuTb, Kak
W3MEHUTb NPOrpamMMy NOSNbHOCTU AN €ro YBENUYEHUS.

5. lMpoBectTn ayguT Tekywen nporpammbl MOSNbHOCTU (KEAC KOMMaHuu) M paspaboTaTtb pekomMeHgauun no
LumdbpoBon TpaHchopmauuu.

6. CnpoektnpoBaTb cucteMy renmucpmkaumm anst call-ueHTpa € Uenbilo MOBbILWEHUs BOBIIEYEHHOCTU U
CHUXXEHMS TEKYYECTH.

7. Vicnonb3aya MeTogonormio AnsanH-mbllneHns, paspaborate NpoTOTUN MOBUNBHOMO MPUMOXKEHUS NpOorpamMmmbl
NOSINBHOCTU.

8. OueHuTb pUCKM BHEOPEHUSI MPOrpaMMbl JOSNBHOCTM C WCMONb30BAaHMEM WCKYCCTBEHHOTO MWHTENNEKTa u
NpPeanoXuTe Mepbl MO UX MUHUMN3ALMN.

6.4 MeToanyeckue maTepuansi, onpegensilolimMe npoueaypbl oLeHUBaHUA pe3ynbTaToB 06y4YyeHus
6.4.1 YcnoBus gonycka oby4arowerocsi K NpomMexyTo4yHoM aTrecTauum 1 Nnopsanok NMKBUaauMn akageMmnieckon
3a[10/KEHHOCTH

lMpoBegeHne NPOMEXYTOYHOW aTTecTaumMm perfaMmeHTUPOBaHO JoKarbHbIM HOpMaTtuMBHbIM aktom CIIerynTn
«MNonoxeHne 0 NpoBeAeHNN TEKYLLErO KOHTPOSA YCNeBAEeMOCTM 1 NPOMEXYTOYHON aTTecTauum obydaroLLmxca»

6.4.2 ®opma npoBeaeHUSA NPOMEXYTOYHOM aTTecTauum No aucumUniiMHe

YcTHada + MucbmeHHas KoMnbloTepHOe TecTMpoBaHune WHas

6.4.3 OcobeHHOCTU NpoBeAeHNA NPOMEXYTOYHOM aTTecTaLMu nNo gUCLUNInHe

3AYET

Honyck: CTygeHT pgonyckaeTcss K 3a4eTy MpW  BbINOMHEHWMM Bcex TpeboBaHuy pabodvei nporpammbl
(mocelaemocTb, TekyLLme paboThbl).

Aska: CTyaeHT sBNsieTcA B HasHa4YeHHoe BpeMsl.

Bbibop 3apaHua: CTydeHT yYCTHO OTBe4aeT Ha BOMpocbl 6uneta wnvM Mo MNepeyHto, YCTaHOBIIEHHOMY
npenogasaTtenem.

MogrotoBka: lNMpegoctaBnsaeTcst Bpemsa Ha o6aymbiBaHne (15—-30 MUH), paspeLuatoTcs YEPHOBUKM.

OtBeT: CTydeHT yCTHO manaraeT martepwan, npenogasaTtenb 3aAaeT AOMOMHUTENbHbIE BOMPOCHI ANS MPOBEPKU
rmyOuWHbI MOHMMaHUS.

OueHka: BeicTaBnisieTcst «3a4TeHO» (MPU MOMTHOM, FPAMOTHOM OTBETE) UMK «HEe 3adyTeHo» (npu rpybdbix owmbkax,
OTKase oTBeYathb).

®ukcaums: PesynbTtaT BHOCMTCS B BEAOMOCTb B €Hb MPOBEeAeHMs 3a4eTa.

7. YYHEBHO-METOOAMYECKOE N N(H®OPMALMOHHOE OBECNEYEHUE AUCLIUMNITIUHDI
7.1 YyebHana nutepaTtypa

ABTOp 3arnasuve | M3patenbcTBO | log nspaHus | Ccbinika

7.1.1 OcHOBHas y4yeOHasa nutepartypa

E.B. ATpywkeBud, | MapkeTuHr: y4eb. nocobue M-BO HayKu 1 BbICLLETO http://nizrp.narod.ru/
O.10. lWoneHko obpasosaHus PO, C.- metod/kafmarkilog/1
MeTepb. roc. yH-T Mpom. 590531895.pdf
TEXHOMOMMI 1 An3ariHa, 2020
BbICLU. LK. TEXHONOMMK U
3HEpreTuKm. -
CaHkTtlleTepbypr : BLUT3
cnerynta




Yeppu, Mon, | Mpogatowme BOMPOCbI: http://www.iprbooksh
OkyHbkoBa, U. O hekTnBHbLIN cnocob ) op.ru/82427 .html
BbISICHUTb, yero MOCI:_TBS' Anbnira 2019
OENCTBUTENBHO XOTAT BaLLK abnnwiep
KNUEHTBI
Koctbinesa, C. HO. OKOHOMUYECKNIA MAPKETUHT Caparos: BysoBsckoe 2015 http://www.iprbooksh
obpasoBaHue op.ru/34306.html
7.1.2 lononHuTenbHasa yyebHasa nutepartypa
Yeppu, Mon, | Mpogatowue BOMpPOCHI: https://www.iprbooks
OkyHbKOBa, U. OpdhekTNBHBIN cnocob Mockaa: AnlbvHa hop.ru/82427 .html
BbISICHUTb, yero a6 2019
OENCTBUTENBHO XOTAT BaLUK abnnwiep
KINUEHTBI
Koeanege, M. H. YnpaBneHne MapKeTUHIom Murck: TeTpaCucTeme 2010 http://www.iprbooksh

op.ru/28267.html

7.2 NMepe4eHb NpocheccnoHanbHbIX 6a3 AaHHbIX U NH(POPMALMOHHO-CMPABOYHbIX CUCTEM
OnekTpoHHas 6ubnuoteyHas cuctema IPRbooks (www.iprbookshop.ru)

— HayuHas anektpoHHasa 6ubnumoteka eLIBRARY.RU (https://elibrary.ru)

— CnpaBoyHo-npaBoBas cuctema «KoHcynbtanTlntoc» (http://www.consultant.ru)

— lMpodeccnonanbHas 6a3a aaHHbIX «Polpred.com O63op CMW» (https://polpred.com)
— MNnatdopma aHanuTVkn KnNueHTckoro onbita Qualtrics (aemo-gocTyn)
— Medallia (kericbl n maTepwmansbi)

7.3 MepeyeHb NMULEH3MOHHOroO U CBOGOQHO PacnpPoCTPaHAEMOro NpPorpaMMHOro o6ecnevyeHus

MicrosoftWindows 8
MicrosoftOfficeProfessional 2013

7.4 OnucaHue maTepmuarnbHO-TEXHUYEeCKoM 6a3bl, HeO6XOAMMOW ANA OCYLLEeCTBNEHUA 06pa3oBaTeNlbHOro
npouecca no AucuUninHe

Ayautopus OcHalleHune

MynbTumMeguinHoe obopyaoBaHue, cneumanmapoBaHHas mebernb, Jocka
JlekynoHHasa ¥ A pyA H P A
ayautopus

YyebHasa ayguTtopusi

MyJ'IbTVIMeﬂMVIHOG 06opy,q03aHV|e, cneunanunsanpoBsaHHas mebenb, gocka




