[loKyMeHT NoAnucaH NpoCToil 3NeKTPOHHOM NOANMUCHI0
NHbopmaums o Bnagenbue:

®WO: boiko Banepwit JleoHnposuy

[lomxHocTb: PexTop

[ata noanucatus: 02.09.2025 18:48:01 Bblcmaﬂ LLI KOoOna
YHUKanbHbI MPOrpaMMHbIA KIKOY:
1ae60504b2¢916e8fb686192f29d3bf1653db777 yn PaBneHnA

HerocynapcTBenHoe 00pa3oBaTesibHOE YACTHOE YUPEXKIC€HHUE BBICIIETO
oOpazoBanus «Briciias mkoina ynpasienus» (LIKO)
(HOYY BO «Beicmias mxkosna ynpasiaenus» (LIKO)

PABOYASA ITPOT'PAMMA JUCHUIIJIIMHBI (MOJAY JISA)
b1.B.12 YnpagJ/jienne kiueHTCKUMHU oTHOmEeHUsiIMH — CRM-cucreMbl

HanpasiaeHnune noaroroBKu
38.03.05

«BI/ISHGC-I/IH(bOpMaTI/IKa»

HanpasJsienHocTs (Mpogujib) NOArOTOBKHU
HNudopmarmonnsie cucteMbl B OU3HECe

KBanudukanus BbINIYCKHHUKA
«bakanaBp»
®opma 00y4yeHuUs
3a04Has

Pabouas nporpamma paccMoTpeHa

Ha 3acelaHuu Kadeapbl

u(POBON IKOHOMUKHU U YIIPABICHUS U
rOCY/IapCTBEHHOTO aIMUHUCTPUPOBAHUS
«20» mapra 2025 1. npotokos Ned

3aBenytromuii kagenapoit 1.3.H., TOIEHT
H.P. Kypkuna

r. Mocksa, 2025



Paboyas mporpamma JUCHMILIMHBI «YTIpaBlIeHUE KIUEHTCKUMH OTHOIIeHusMH — CRM-
CHCTEMBI» COCTaBlieHa B cooTBeTcTBUU ¢ TpeboBanusimu PI'OC BO mno nHampaBieHUto
noarotoBku  38.03.05 busnec-uHpopmaTuka, YTBEPKICHHOTO MpHUKa3oM MuHHCTEpCTBA
oOpa3oBanus u Hayku Poccuiickoit @eneparun Ne 838 ot 20 utonst 2020 roaa (3apeructpupoBan
B Muntocte Poccun 19 aprycra 2020 r. No 59325).

Opranmszanus-paspadorunx: HOUY BO «Bsicuias mkona ynpasiaenus» (LIKO)

Pazpabotrumkm: 1.5.H., noueHt H.P. Kypkuna, k.nen.n. CoitHuk C.A., k.3.H. CanibankoB E.A.



Conep:xxkanue

1. Henu 1 3a1auu OCBOCHHUSI TUCITUTIAHBI
2. MecTo TUCIUIUIMHBI B CTPYKTYpe 00pa30BaTEIIBbHON MPOTrpaMMBbI
3. Ilnanupyemblie pe3yibTaThl 00YUCHHS
4. CtpyKTypa U coJiep>KaHue AUCIUIUIAHBI (MOTYIIS)
4.1 O6beM TUCUMILIUHBI U BUABI Y4eOHOH paboThI
4.2 TeMaTHYECKUH TUIAH TUCUMUILIAHEI
4.3 ConepxkaHue AUCIUTUIMHBI
4.4. IlpakTUueckas moAr0OTOBKa

5. YuebHo-MeTouueckoe, HHPOPMAIIMOHHOE U MaTepUATTbHO -TEXHUYECKOE 00ecTieyeHIe
JUCIHUITIINHBI

5.1 OcHoBHag nuTEpaTypa
5.2 JlononHUTENIBbHAS INTEpATypa
5.3 IlpodeccuonanbHbie 6a3bl JAHHBIX U HHPOPMAIIMOHHBIE CITPABOYHbIE CUCTEMBI

5.4 MatepualibHO-TEXHHYECKOE B MPOrpaMMHOE o0ecriedeHre (JIMIIEH3NOHHOE U CBOOOTHO
pacrpoCcTpaHsIeMOe)

6. MeTtoauueckue ykazaHus Ui 00Y4aroluXcsl 0 OCBOCHUIO TUCITUILTUHBI
6.1 3aHATHSA JEKIUOHHOTO U CEMUHAPCKOTO (TIPAKTUYECKOTO) TUTIOB
6.2. CamocrosiTenpbHast paboTa CTyJIEHTOB

7. Metoanieckue peKOMEHIAIMU 110 00yISHUIO JIUI ¢ OTPAHUYEHHBIMH BO3MOKHOCTSIMHU
3I0POBBS U HHBAIIUIOB

[Tpunoxenue 1. @oHJ OLIEHOYHBIX CPEACTB
1. ITactiopT (hoHIa OLIEHOYHBIX CPEJICTB
2. OueHOYHbIE CPEACTBA

2.1 Texkymui KOHTPOJIb

2.2 IlpomexxyTouHas aTTecTanus

© 00 N N o B~ B>~

10

10
10
11
11

11
12
12
13

14
17
18
19
19
22



1. Ileau 1 3a1a4u OCBOEHHUS AUCHUILIMHBI
[enbto OCBOEHMS IUCLUIUIMHBL SIBISIETCA W3YYEHHME TEOPETUUYECKMX U IPAKTHUECKUX
aCIEKTOB YIIPABJICHHUS B3aUMOOTHOLIEHUSIMU C KJIMEHTaM{; pa3BUTHUE 3HAHUNW U HABBIKOB,
HEOOXOUMBIX JUIst pa3padoTku 3pdekTuBHBIX Tporpamm CRM
3ajauu TUCHUIUIMHBIL
® U3y4yeHUE CTYJEHTAMHM CYIIHOCTH YIPABJIECHHUS B3aUMOOTHOILUEHUSIMH C
KJIMEHTAMU;
® OCBOCHHE METOJIOB M (POpPM OpraHu3alvy YNpaBJIEHUS B3aUMOOTHOLIECHUSIMH C
KIIMEHTaMH, UCCIIEJIOBAaHUE METOJAUK YIPABICHUS B3aUMOOTHOUICHUSIMH C
KIIMEHTaMU;
e (opMHpOBaHHE HABBIKOB, HEOOXOJUMBIX Al pa3paboTku AppexkTuBHbIX CRM -

CHUCTEM

2. MecTO IMCHHUILIMHBI B CTPYKTYpe 00pa30BaTeJIbHOM NMPOrpaMMbl

HI/ICHI/IHHI/IHa ((praBJ'IeHI/IC KIIMEHTCKUMHU OTHOIICHUAMU — CRM-CI/ICTeMLI» OTHOCHUTCA K
JTUCITUTIIIMHAM YacTd, GOPMHPYEMOW ydacTHHKaMU 0Opa3oBaTeIbHBIX OTHOIIEHWH, Onoka bl
«ducnummuael (Moaynn)» yaeoHoro 1aHa, cormacio @I'OC BO st HanpaBieHUs TOATOTOBKH

38.03.05 busnec-uapopmMarTuka.



3. Ilnanupyembie pe3yabTaTbl 00y4eHHs

KOI( M HAMMCHOBAHHUE
KOMINECTCHIIUMH

Koa 1 HaumeHoBaHMe MHAUKATOPA AocTH:KeHUus KomneTeHun (MAK)

Ilnanupyembie pe3yabTaThl 00y4YeHUs

OIIK-5
OpraHU30BbIBATh
B3aUMOJCHUCTBUE C KIIMEHTAaMH
U TapTHEpaMuU B IMPOIECCE
pellieHus 3ajady  ynpaBJiEHUS
JKU3HEHHBIM LIUKJIOM
WHQOPMAITMOHHBIX CHCTEM |
nH(OPMaITMOHHO-
KOMMYHUKAI[MOHHBIX
TEXHOIOT U

Coocoben

HOIIK-5.1 3HaTh: NOPUHIMUIBI B3aUMOACHCTBUS C KIMEHTAMH U
MapTHEPaAMU B MIPOIIECCE PEIICHUS 3a71a4 YIIPABICHUS )KU3HEHHBIM ITHKIOM
UH(OPMAIIMOHHBIX CHCTEM M HH(POPMAIMOHHO-KOMMYHHUKAIIMOHHBIX
TEXHOJIOTHH.

HOIIK-5.2 YMeTh: OCYHIECTBIISITH B3aUMOJCHCTBHE C KIUEHTAMU U
MapTHEPaAMU B MIPOIIECCE PEIICHUS 3a71a4 YIIPABICHUS )KU3HECHHBIM ITHKJIOM
MH(OPMAIMOHHBIX CHCTEM U HHGOPMAIMOHHO-KOMMYHHUKAIIMOHHBIX
TEXHOIOTUHN

HNOIIK-5.3 Bmagers: HaBBIKAMA B3aUMOIEHCTBHUSA C KIWEHTAMHA U
MMapTHEPAMH B TIPOIIECCE PEIICHUS 3a/1a4 YIIPABICHUS )KU3HSHHBIM ITUKJIOM
MH(OPMAIMOHHBIX CHCTEM U HHGOPMAIMOHHO-KOMMYHHUKAIIMOHHBIX
TEXHOJIOTUH

3narb

o  [IpuHIMIIBI u TEXHOJIOTUHU
B3aUMOJICHCTBUS C KIIMEHTAaMU M MapTHEpPAMU B
MpPOIIECCE  YIPABJIEHUS KU3HEHHBIM IIMKIOM
nHpopmanoHHbIx cucteM U UKT.

e MeToquKH aHanu3a, MOJEIUPOBAHUSI W
(dbopMHUpOBaHUS CTpaTeruii, Iened u Ou3Hec-
MPOIECCOB  MPEANPUATHN  pazIUYHBIX  (HopM
COOCTBEHHOCTH M OTPaCIIEH.

e OCHOBBI TOCTpOEHHS HWH(OPMAIMOHHO-
TEXHOJIOTUIECKON HHPPACTPYKTYPHI u




[K-2
OCYLIECTBIISITh
aBTOMAaTU3aLlUI0 OCHOBHBIX U
BCIIOMOTaTENbHBIX IPOLIECCOB
YIPABJIECHHUS PEANPUATHEM

Coocoben

UIIK-2.1 3HaTep METOMMKY MNpOBENEHUS aHaln3a, MOJEIUPOBAHUS U
(hopMHpOBaHUS HMHTETPAJIbHOTO TMPEACTABICHUSI CTpaTerMid W LeNei,
OM3HeC-TIPOIIECcCOB u WHPOPMAOHHO-TEXHOJIOTHYECKON
UHPPACTPYKTYPHI MPEATIPUITHH Pa3IMIHON OTPACIEBON MPUHAICKHOCTH
U pa3IuYHbIX (GOpM  COOCTBEHHOCTH, a TaKkKe YUPSKICHHM
rOCyJapCTBEHHOT0 U MyHUIIMIIANBHOTO YIIPaBJICHHUS.

UIIK-2.2 YMerh MpOBOIUTH aHAJIM3, MOJCIUPOBAHUE M (OPMHPOBAHUC
MHTErpaJIbHOTO TIPEJICTABIICHUS CTPATErHid U 1ieJield, OM3HEeC- MPOIECCOB U
WH(POPMAIIIOHHO- TEXHOJOTHYECKOW WHQPPACTPYKTYpPBl MPEANIPHATHIA
pa3IMYHOW  OTpPACIIeBOM MPHHAAISKHOCTH H  pa3IHyHbIX  (hopMm
COOCTBEHHOCTH, a TaKKe YYPEKIEHWH  TOCYJapCTBEHHOTO H
MYHULIUTIATBHOTO YIIPABICHHUS.

UIIK-2.3 Bnagerp HaBbikaMu (OpPMUPOBaHUST WHPOPMAIIMOHHOHW 0a3bl B
mporiecce cbopa u 00OpabOTKM [NaHHBIX JUIA TPOBEIACHHA pacdera
9KOHOMHYECKHX TOKa3aTelel opraHu3ain

0COOEHHOCTH €€ NPUMEHEHHS B YIpPaBICHUH
KITUCHTCKUMHU OTHOIICHUSIMH.
YMmern

e OpraHuM3oBBIBaTH  B3aUMOJACHCTBHE  C
KJIMEHTaMU U NapTHEPAMU ISl PELICHUs 3a/1a4 B
paMKax >KM3HEHHOrO LWKJIa MH(POPMAIMOHHBIX
CHCTEM.

e [IpoBojguTh aHanmM3, MOJENHPOBAHUE H
pa3paboTKy  KOMILJIEKCHOIO  IpEJCTaBICHUS
cTpaTeruii, Iened W OW3HEC-TIPOLECCOB IS
MOBBIMICHUsT  (QQGEKTUBHOCTH  YIpPaBJICHUS
B3aMMOOTHOIICHUSIMU C KJIMEHTAMHU.

o dopmupoBath u 00pabaThIBaTh
WHPOPMATMOHHYIO 0a3y JAaHHBIX JJISI OLEHKH W
ONITHMU3ALNN roKa3zarerneit paboTs
MPEAIPUSITHS.

Baagers

e HaBpIKaMH HCTIONB30BAHUS COBPEMEHHBIX
CRM-cucteM s yhnpaBji€HHS KIHMEHTCKUMH
OTHOIIIEHUSIMH.

o Jlpuemamu B3aUMOJEHCTBUS C KIIMEHTAMHU
Y TIapTHEPaMH C [EeNTbI0 ONTHMH3AIIH TIPOIIECCOB
Y TIOBBITIIEHUS JIOSITEHOCTH.

e TexHOMOrMM coopa, aHaiaM3a u
MIPIMEHEHNs] NaHHBIX I pacdyéra M OIeHKH
ODKOHOMHYECKHX  TIOKazaTrened B paMKax
yIpaBieHus] ON3HEC-TIPOIIECCAMH.




4. CTpyKTYpa 1 coAepKaHue TUCHUILIUHBI (MOIYJIs1)

4.1 O0bem qMCUMIIIMHBI M BUABI Y4e0HOi padoThI

Buasbl yue6Hoii padoThl

O0beM B yacax

OO61ast TpyA0€MKOCTh AUCITUTUTHHBI

144 (4 3a4eTHBIX eTUHHUIIBI)

oOy4Jaromerocs

KonTakTHas pabora oOydaronmxcs ¢ 16
IpernojaBaTesieM (BCero)

AynutopHas pabora (Bcero), B TOM 4UCIIe: 16
Jlexum 6
CeMUHApHI, TPAKTHYECKUE 3aHITUS 10
JlabopaTopHbie pabOTHI

Bueaynuropnas padota (Bcero): 128
B TOM YHCJIE:

KOHCYJIbTAIHSI 110 TUCITUTIIINHE

CamocrositensHas paboTa oOydarommxcs (BCero) 123
By npomexyTo4HOM arrecTannu JK3aMeH




4.2 TemaTH4ecKU MJIAH TUCHUIINHBI

HaumeHnoBaHue pa3ejioB U TeM Bujabl yueOHoii padoThl, BKJIIOYAS CAMOCTOSITEILHYIO PaboTy Komnerenuuu
o0y4aromuxcs 1 TPYA0eMKOCTb (B 4acax)
Bcero N3 Hux CamocrositesbHa | KypcoBas | KonTposbHas
% ayJuTOPHbIE s1 padora pabora pabota
S 3aHATHSA
8 = | o =2
S| &E g8
AR
5 | B EES
Tema 1.  ACHEKTHI KIIMECHTO- 9 16 2 2 12 OIIK-5, TIK-2
OPHEHTHUPOBAHHOTO TOAX01a
Tema 2. OcHOBHEIE 9 16 2 2 12 OIIK-5, TIK-2
KOMIIOHEHTHI cucteM CRM
Tema 3. Knaccuduxamus CRM- 9 16 2 2 12 OIIK-5, TIK-2
CUCTEM
Tema 4. HudopmannoHubie 9 16 2 14 OIIK-5, TTIK-2
TEXHOJIOTUU YIPaBICHUS
B3aMMOOTHOUICHUSIMH C KIIMEHTaMH
Tema 5. Bl-cuctembl 9 16 2 14 OIIK-5, TIK-2
Tema 6. 1C:CRM 9 16 16 OIIK-5, [IK-2
Tema 7. Co3manue 9 16 16 OIIK-5, TIK-2
koHpurypanuun CRM-cuctemsr Ha
wiardopme 1C
Tema 8.  JlokymeHTBI 9 16 16 OIIK-5, TIK-2
CEpBHUCHOTO M FapaHTUIHOTO yYeTa.
VYnpasnenue oOpaieHusIMu
KITUEHTOB
Tema 9. TenemapkeTuHr 9 16 16 OIIK-5, TIK-2
Hroro 144 6 10 128




4.3 Conepxanue Q1MCUMILTHHBI
Tema 1. AcHeKTbl KJINEeHTO-OPHEHTHPOBAHHOI0 MOAX0/1a

Omnpenenenue TepmuHa CRM: cymHocTts v ipuHiunsl konueniuun CRM. Tlpennocsuiku
BO3HHMKHOBEHUs naHHOro moxaxona. Tumbelt CRM. IlpoGnemaruka mOCTpOSHHUS OTHOIICHUN C
kaueHToM. OCHOBHBIE IIENTM M 3aJadydl KOMIAHWKA. MHOrooOpasue TPakTOBOK, COOTHOLICHHE
CTpaTEerMuecKuX U ONepallMOHHbIX KOMIIOHEHT. Pa3BuTue uyiei opueHTanuu Ha kirenTta: or CRM
K CMR u Customer Respect Management. [Ipumenenne CRM B pa3znuuHbIX chepax SKOHOMHUKHU
(Ha mpumepe Tenexkoma, 0aHKOB, po3HHULIbI). DBostonus koHuenuu CRM. KiroueBbie nporecchbl
B pamkax CRM.
Tema 2. OcHoBHbIE KOMIIOHEeHTHI cucteM CRM

OcHoBHble KOMIOHEHTHl cucreM CRM. Ilate T11aBHBIX KpocC-(PYHKIHOHAIbHBIX
npoueccoB CRM.
Tema 3. Kaacenpuxanua CRM-cucrem

Knaccudukammus  CRM-cuctem 1Mo JIOTMKE  TOCTPOSHHUS,  HA3HAYEHUIO U
¢byakuuoHanbHOCTU. AyrcopcuHr CRM-cucrem. Hcnonb3oBanue O0O0JaYyHBIX TEXHOJIOTHH.
Texnonorust paborsi CRM-cucTteMbl, OCHOBHbIE HHCTPYMEHTBhl. OCOOEHHOCTH apXUTEKTYpHI
noctpoeruss CRM-cucrem. BapuanTel peanuzanuy, NOPUHIMIBI pabOThl, CHUHXPOHU3ALMA,
paszeneHue JocTymna.
Tema 4. HNudopmManmoHHble TEXHOJOTHH YIIPABJIECHUS B3aUMOOTHOIIEHUSIMH C
KJIHEHTaMHU

Mertononorust u TpyaHoctu BHeapenus CRM-cucrem. Kputepuu Beidopa CRM-cucreM.
00630p 3apydexxHOro 1 0TedecTBeHHOTo priHka CRM-cuctem. CpaBHEHUE pa3HBIX CUCTEM U 0030p
ux Bo3moxkHoctTed. [lopsmok BHeapenus CRM-cucrem. I1nan neiictBuil npu BHeapennun CRM-
CUCTEMBI CO CTOPOHBI KOMITAHUM-3aKa34lKa U BHEAPSIOUel koMmnanuu. Bo3moxHbie npoOieMbl
BHeapeHud. [ naBHbIe (hakTOPHI prcKa U MyTH UX IpeojoiieHus. [lepecTpoiika opranuzanuu npu
BHeJpeHUU UHPOpMaIMOHHBIX cucTeM. OlieHka mapameTpoB mpoekta BHenpenuss CRM. Onenka
TPYIOEMKOCTM U  CTOMMOCTM BHeJIpeHus. Mojenbp TMONHOW CTOMMOCTH  BJIAJCHUS
uHpopmanroHHOU cucteMoil. ConocTaBiieHHe BApHAHTOB CO3/1aHUsl HH(POPMAITHOHHOM CUCTEMBI.
Aytcopcunr mnpu BHeapeHHH. OcoOeHHOCTH paboThl ¢ OOJAYHBIMH TEXHOJIOTUAMU U SaaS-
pewenusimu. [Ipumepsr CRM-cuctem. O030p OCHOBHBIX BO3MOXKHOCTEH CHCTEM. ApXUTEKTYpa
noctpoenus. [IpuMepsl HCTIOIB30BAHMSL.
Tema 5. Bl-cucremsbl

Bl-cuctembr — Ha3HAYeHHE, YCTPOMCTBO, MPUHIUIIBI paboThl. BI-cuctempl kak crcTeMbl
MOAJIEPKKH PUHATUS perierrnii. OCHOBHBIE IPUHIIUITBI PabOTHl U MHCTpyMeHTapuii Bl-cuctem.
0630p Hanbonee uzBectHbix Bl-cuctem: SAP BI/BO, SAP Business Planning and Consolidation,
Oracle Business Intelegence, IBM Cognos BI, QlikView, Microsoft Power Bl, Tableau.
Tema 6. 1C:CRM



VYnpaBieHue KIMEHTCKOW 0a3zoil. YmpaBieHue pabouuM BpeMeHeM (TaliM-MEHEIKEHT).
AHanmuTtH4eckass OT4eTHOCTh. JlonmomHutenbHbie Bo3MOKHOCTH 1C:CRM.
Tema 7. Cosnanne konpurypanun CRM-cucrembl Ha miatgopme 1C

OcnoBel koH(urypupoBanuss Ha miatrpopme 1C. OcnoBHble 00BeKkTH. Co3manue

MOJICUCTEM W CHpPAaBOYHUKOB. AHKeTHpoBanue. COOp HMHPOpPMAaLMU O KIWEHTaX, TOBapax,

KOHKYpPEHTaXx, peruoHax, aHaJnu3 aHkeT. Pabora ¢ popmoii. Peructpsr. [IpoBenenue
JOKYMEHTOB.
Tema 8. JJOKYMEHTBI CEpBUCHOI0 M FAPAHTHHHOIO YYeTa. YIpaBJieHue

o0pameHusiMM KJIUEHTOB

CepBHCHOE U TapaHTHHOE OOCITY)XHWBaHHME. YUeT TOBAapOB, HAXOMAIIUXCS Ha
OOCITy’)KHBaHUM: TI0 CEPUHHBIM HOMeEpaM, CpPOKaM U THIIaM OOCITY)KUBaHHs, YIIpaBlICHUE
CEpBUCHBIMHU OOpAIIEeHUSIMH KITUSHTOB, YITPABIICHHE CEPBUCHBIMU 3aKa3aMHU.
Tema 9. TesemapkeTuHr

Tenemapkerunr. ObecriedeHre MacCOBOTO 003BOHA KJIIMEHTOB TIO 33JJAHHOMY CIICHAPHUIO
pasroBopa, perucTparys KOHTAKTOB M aHKET.
4.4. IlpakTH4yeckas MOAr0OTOBKA

[IpakTdeckass MOATOTOBKA pPEATHM3YeTCs IMyTEM MPOBEACHUS MPAKTUYCCKUX 3aHITHI,
MpelyCMaTPUBAIOIIUNX y4acTHe OOYyYaroIMUXCsl B BBINOJIHEHUU OTIENIBHBIX DJIEMEHTOB paloT,
CBSI3aHHBIX ¢ Oyaymien mpodeccuoHaIbHOM NeATeTbHOCTRIO.

O06bem 3aHsTHIl B hOpMe MPAKTHIECKOM MOATOTOBKU cocTaBiisieT 10 vacos.

5. Y4ueOHO-MeTOAMYECKOEe, HHPOPMAIIMOHHOE U MATEPUATbHO-TEXHUYECKOE
o0ecnevyeHue TUCHUTIINHBI

5.1 OcHoBHasi IuTEpaTypa

1. Kacarkuna, A. A. CRM-cuctembl: NpuHIUIBI paboThl U HacTpolika / A. A. Kacatkuna. —
CII6.: ITutep, 2021. — 288 c.

2. Kuwm, b. KnnenroopueHtupoBaHHblii Ou3Hec: Kak yaep:karh kiuenta / b. Kum. — M.:
Anbnuna [Tabmumep, 2022. — 352 c.

3. Iles3uep, . b. CRM-cucremsl: ynpaBieHHe B3aUMOOTHOIICHUSIMHE ¢ kineHTamu / U. b.
IleB3uep. — M.: Uudpa-M, 2021. — 304 c.

4. Cemuues, 1. B. 1C:CRM: nactpoiika u BHepenue / . B. CemuueB. — M.: bunom, 2022.
—320 c.

5. UYepnenko, C. B. Ympasnenue B3auMooTHOIIEHUsIMU ¢ kineHTaMu: CRM-TexHOJI0THH B

6usnece / C. B. Uepnenko. — M.: FOpaiit, 2020. — 256 c.
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5.2 lonoJiHUTeIbHAS JIUTEPATYypa

I'ynBun, P. Ynpasnenue npogaxamu ¢ nomomuisio CRM / P. T'ynsun. — M.: Bunbsmc,
2021. — 416 c.
IeBuc, P. CoBpemennbie CRM-cuctemsl: oT Teopuu K mpaktuke / P. J[»Buc. — M.:

Anwsnuna Qumkuran, 2022. — 272 c.

Kawmenes, B. C. Tenemapketunr: metoauku padoTs! ¢ kiauentamu / B. C. KameneB. — M.:
Axanemknura, 2021. — 224 c.

Tapacos, A. H. Bl-cuctemsl: ananutuka u ynpasienue nanaeiMu / A. H. TapacoB. —
CIIO.: ITurep, 2021. — 368 c.

[IlanoBanos, A. A. YnpasiieHue B3aMMOOTHOIIEHUAMH ¢ kiueHTamu / A. A. I1lanoBasos.

— M.: DxoHomuka, 2020. — 296 c.

5.3 Ilpo¢eccnonasibHbie 6a3bl JAHHBIX U MH(OPMAIHOHHBIE CIIPABOYHbIE CHCTEMbI

1.

https://elibrary.ru - Hayunas snektponnas OubOmmoreka eLIBRARY.RU (pecypchbr
OTKPBITOTO JIOCTYTIA)

https://www.rsl.ru - Poccuiickas ['ocynapctBennas bubnnoreka (pecypcbl OTKPHITOTO
JOCTYTIA)

https://link.springer.com - Mexaynapoanas pedepatuBHas 0a3a JaHHBIX HAydHBIX
m3nannii Springerlink (pecypchl OTKPBITOTO JOCTYIIA)

https://zbmath.org - Mexnaynapoanas pedepaTuBHas 0a3a JaHHBIX HAyYHBIX H3AaHUMN

zbMATH (pecypchl OTKPBITOTO JIOCTYIIA)

5.4 MaTepuajibHO-TEXHHYECKO€E M MPOrpaMMHoe obecriedeHue (JIMEH3UOHHOE U CBOOOIHO

pacnpocTpaHsiemMoe)
HauMeHoBanue HanMeHoBanue OcHallIEHHOCTDH Ilepeuennb
AUCHMILINHBI CreHAJIbHBIX CHeHAJIbHBIX JINIIEH3UOHHOT 0
(MoayJsisi), MPAKTUK MoOMeIleHn i U MoMeIleHu u MPOrpaMMHOI0
B COOTBETCTBHH C | IOMEIICHHN I MOMEIeHHuH IS odecreueHus.
Y4eOHBIM IIAHOM CaMOCTOATEJIbHOM CaMOCTOSITEJIbHOM
padoThbI padoThI
b1.B.12 KaOuner VyeOHble MecTa, Microsoft Windows
Yupasiienue MEHEDKMEHTA 000pyIOBaHHBIC XP Professional
KIIMEHTCKUMU 0JI0YHO# MeOETbIO, Microsoft Office
OTHOIICHUSIMH — KOMIIBIOTEPAMH C 2010
CRM-cucrembl BBIXOJIOM B CETh Kaspersky Endpoint
UHTEpPHET, pabouee JUist Ou3Heca
Mecto npenojasarens B | Koncynprantllmtoc
COCTaBe CTOJI, CTYII, AdobeReader
TyM0a, KOMIIBIOTEP Cisco WebEXx
MPEnoaBaTelis C HNudopmannoHHo-
BBIXOJIOM B CETh KOMMYHUKaIIMOHHAs
WHTEPHET, dKpaH, miatdopma
MYJIbTUMEIUMHBIN «Chepym»
MIPOEKTOP, TEINEBU30D,
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TEMATUYECKUE CTECHIBI,

IIPE3EHTALIMOHHBIN

MaTepHuai
Aynurtopus i VY4eOHbIe MecTa,
CaMOCTOSATENILHOW | 000pyIOBaHHbBIE
paboThI 05104HOM Meberblo,

KOMIIBIOTEPAMHU C
BBIXOJIOM B CETb
UHTEPHET,
MHOTO(YHKIIMOHAIEHOE
YCTPOWCTBO

6. MeToguueckue yKasaHus JJisl 00y4AIOUIUXCH 110 OCBOCHHUIO TUCHMILIMHBI

6.1 3aHATHSA JEKIIMOHHOTO H CEMHUHAPCKOTro (MPaKTHYeCKOr0) THIOB

MGTOILI/ILICCKI/IG YKa3aHusd A1 3aHATHH JICKITMOHHOTI'O THUIIA. B X0A€ JICKIITMOHHBIX 3aHATHH
oOyuaroniemycss HEOOXOIUMO BECTHM KOHCIIEKTHpPOBaHHME Yy4eOHOTro MaTepuana, oOpaiaTh
BHMMAaHHE Ha KaTeropuu, GopMyJIupOBKH, PACKPHIBAIOIINE COJEPKAHUE TEX WU MHBIX SIBICHUN
U MIpOLECCOB, HAYYHBIC BBLIBOALI W IPAKTUYCCKUEC PEKOMCHAAIIHU. HCO6XOJII/IMO 3aJlaBaThb
MIPETIO/IaBaTeNI0  YTOYHSIONINE BOMPOCHl C IIENbI0 YSCHEHHS TEOPETHYECKUX IMOJIOKEHHH,
paspelIeHns CIOPHBIX CUTyaLUi.

Ienecoobpa3zHo nopabaTbiBaTh CBOM KOHCIEKT JIEKLUH, J€J1asi B HEM COOTBETCTBYIOIIME
3allUCH U3 OCHOBHOW M JONOJHUTEIBHOM JIUTEpaTyphl, pEKOMEHJOBAHHOW MpenojaBaTeiaeM U
MPEAYCMOTPEHHON Y4eOHOM MPOTpaMMOM JUCITUTUIUHEI.

Meroauueckue yka3aHus JUISL  3aHATUH CEMMHApPCKOro  (IIPaKTUYECKOro) THIIA.
[IpakTuyeckue 3aHATHSA MO3BOJISIIOT Pa3BUBaTh Y OOy4alOIIErocs TBOPUYECKOE TEOPETHUECKOE
MBIIIUIEHUE, YMEHUE CaMOCTOSTEIbHO H3y4yaTb JUTEpaTypy, aHAJIU3UPOBaTh IPAKTUKY; ydaT
4eTKO (OPMYJIUPOBATh MBICIb, BECTH JUCKYCCHIO, TO €CThb MMEIOT HCKIIIOYMTEIbHO Ba)KHOE
3Ha4YeHUE B PA3BUTUH CAMOCTOSATEIBHOTO MBIILIICHUS.

IloaroTtoBka K MNpakTHMYECKOMY 3aHATHIO BKJIIOYaeT JBa 3Tama. Ha nmepBom stame
oOyyJaromuiicss MIaHUPYET CBOK CaMOCTOSITENIBHYIO paboTy, KOTOpas BKJIKOYAET: YSICHEHHUE
3aJJaHUs Ha CaMOCTOSTEIbHYIO paldoTy; 1MoAOOp OCHOBHOHM M JOTOJHUTENIBHOW JIUTEPaTYphI;
COCTaBJIEHUE IUIaHa paboThl, B KOTOPOM ONPEAEISIOTCS OCHOBHBIE IYHKTBHI MpPEACTOSAIICH
noarotoBk. CocTaBiieHHE IUIaHA AUCHUILUIMHUPYET M MOBBIIIAET OPraHU30BaHHOCTH B paloTe.
Bropoiil sTan BKIHOYaeT HEMOCPEACTBEHHYIO IMOJATOTOBKY K 3aHATHIO, KOTOpas HauMHAeTcs ¢
M3y4YeHHs] OCHOBHOM U JIONOJHUTENBHON auTeparypbl. Oco60e BHUMaHUE MPH 3TOM HE00X0IMMO
o0paTuTh Ha COJIepKaHUE OCHOBHBIX IOJIOKEHUI M BBIBOJIOB, OOBSICHEHHE SIBJICHUH U (PAKTOB,
yACHEHHE IMPAaKTUYECKOro MPUJIOKEHUS pPacCMaTpUBAEMbIX TEOPETHUECKUX BOMpocoB. [lamee

CJICOAYCT MOATOTOBUTH TC3UCHI IJIA BBICTYHJ'IGHI/Iﬁ 10 BCEM y‘IC6HBIM BOIIpOCaM, BBIHOCUMBIM Ha
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IIPaKTUYECKOE 3aHATHE WM 110 TEME, BHIHECEHHON Ha JUCKYCCHIO (KPYTJIBIM CTOI), IPOAYMaTh
IIPUMEPHI C LIEJBI0 00ECTIEUEHHS] TECHON CBA3M M3y4aeMOU TEMBI C peanbHON XKU3HbI0. ['0TOBSCH
K JIOKJIa Ty MJIM BBICTYIUICHHUIO B PAMKaX HHTEPAKTUBHOM (OPMBI (AUCKYCCHSL, KPYTJIIBIH CTOM), IPH

HCO6XOI[I/IMOCTI/I CIIeayeT 06paTI/ITBCSI 3a IOMOLIBIO K IMPEIOJaBaTCIIt0.

6.2. CamocTosiTeIbHAsI padoTa CTYAeHTOB

CamocTosTenbHas paboTa CTYAEHTOB IIPEIYCMOTPEHA y4EOHBIM IUIAHOM IO AUCIHUILIMHE
B oObeme 128 uacoB. CamocrosiTenbHas paboTa peaim3yeTcs B paMKax MpOTrpamMMbl OCBOCHHS
JMCUUIUIAHBI B CIIEAYIOINX (popmax:

- paboTa c KOHCIIEKTOM 3aHATus (00paboTKa TeKcTa);

- MpopabOoTKa TEMATUKNA CAMOCTOSITETbHON paOOTHI;

- HaITMCaHnue KOHTPOJIBHOU paboTHI,

- mouck nHpopmanmu B cetu «MHTepHET» U IUTEpaTypeE;

- BBITIOJTHEHUE MHIBHIYyaTbHBIX 3aaHUH;

- IOJITOTOBKA K C/a4e HK3aMeHa.

CamocTosTenpHas paboTa MPOBOJUTCS C IETBIO:

- CHCTEMaTH3alliU U 3aKPETUICHHS TTIOJTyYeHHBIX TEOPETHUECKIX 3HAHUH M TPAKTHIECKUX
YMEHHH 00y4aromuxcs;

- yriTyOJIeHHS ¥ pacIIMPEHNS TEOPETUIECKUX 3HAHUH CTY/ICHTOB;

- (opmupoBaHHS yMEHHH HCIOJIB30BaTh HOPMATHBHYIO, IPAaBOBYIO, CIIPAaBOYHYIO
TOKYMEHTAINIO, YIEOHYIO U CIIEHUATILHYIO JIUTEPATYpy;

- Pa3BUTHS TO3HABATEIBHBIX CIIOCOOHOCTEH M AKTHBHOCTH OOYYAIOIIMXCS: TBOPYECKOM
WHHULUATHUBBL, CAaMOCTOSITEJIBHOCTH, OTBETCTBEHHOCTH, OPraHM30BAHHOCTH; (OPMHUPOBaHUE
CaMOCTOSITEJIFHOCTH MBIIUICHHS, CIHOCOOHOCTEH K CaMOpa3BUTHIO, COBEPLICHCTBOBAHHMIO H
CaMOOpraHu3alHy;

- Pa3BHUTHIO HCCIICAOBATEIBCKUX YMEHUH CTYJIEHTOB.

TexHoyorust OpraHu3allMM  CaMOCTOSITENEHOH pa0bOThl  OOYYaroIMXCsl BKIIFOYACT
UCTIOJIb30BaHNE HMH(MOPMALMOHHBIX M MaTepPHAIbHO-TEXHUYECKUX PECypcoB: Oubmmorexa c
YUTAIBHBIM 3aJI0M, KOMITBIOTEPHBIE KIAacChl C BO3MOXKHOCTBIO paboThl B MIHTEpHET, ayquTOpun
IUISL CAaMOCTOSITENTBHOM PaboTHI.

Ilepen BeIMONIHEHHMEM OOY4YaAIOIIMMUCA BHEAYJIUTOPHOM CaMOCTOSATENBHOM paboThI
IIPeroiaBaTellb MPOBOJUT KOHCYJIbTUPOBAHME MO BBHIMOJIHEHUIO 33JaHUs, KOTOPBIM BKIIOYAET
LeJIb 3a/laHMsl, €ro COJAEP)KaHUs, CPOKH BBIIIOJHEHUs, OPUEHTUPOBOUHBIH 00BEM pPabOTHI,
OCHOBHBIE TpeOOBaHHUS K Pe3yJbTaTaM pabOThl, KPUTEPUU OLIEHKH.

CamocrosTenbHas paboTa MOMKET OCYLIECTBISATHCS WHAMBUIYAILHO WM TPYMNIaMH
oOyyaromuxcss B 3aBUCUMOCTH OT LeNH, 00beMa, KOHKPETHOW TEMaTHKH CaMOCTOSITEIbHOMN
paloThI, YPOBHSI CJIOKHOCTH, YPOBHSI YMEHHH 00yUarOmuXCs.

KOHTpOJ'IL CaMOCTOSTEIbHOMI pa60TBI CTYACHTOB NPCAYCMATPUBACT:
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-COOTHECEHHUE COACPIKaHUS KOHTPOJIS C LEISIMH 00yUYeHNUS

-00bEKTUBHOCTH KOHTPOJIS;

-BAIMAHOCTb  KOHTPOJIA  (COOTBETCTBUE NPEABSBISIEMBIX  3aJaHUM  TOMY, 4TO
MPEANOJIaraeTcsi IPOBEPUTH);

-nuddepeHIannio KOHTPOJIbHO-U3MEPUTEIFHBIX MaTEPUAIIOB.

@DopMBI KOHTPOJISI CAMOCTOSATENILHON pabOTHI:

-IIPOCMOTP | MPOBEPKA BBIMOJIHEHUS CAMOCTOSTEIbHON pabOTHI MPENoaBaTesieM;

-OpraHu3alys CaMOIIPOBEPKH, B3aMMOIIPOBEPKH BBITIOJTHEHHOTO 33aHUs B TPYIIIIE;

-00CY)KJICHHE Pe3yJIbTAaTOB BHITIOJIHEHHON padOTHl HA 3aHSATHH;

-TIPOBEJICHHE MTUCHMEHHOTO OTIPOCa;

-TIPOBEJICHHE YCTHOTO ONpOCa; OpraHM3alus W TPOBEIEHHE WHIAMBUIYAIEHOTO
coOecenoBaHM;

-OpraHu3alys 1 NpoBeJeHHEe COOECEeJOBAHUS C IPYIIION.

7. MeToauuecke peKOMEHIAUM 10 00Y4YEHH IO JIUI ¢ OTPAHUYEHHBIMHU

BO3MOKHOCTAMH 3I0POBbS 1 HHBAJINI0B

OOydJeHHe Mo TUCIUTUTHHE 00YJarOIIUXCS ¢ OTPaHUICHHBIMH BO3MOXKHOCTSIMH 3JIOPOBBS
(mamee — OB3) ocymecTBisSeTCS € y4eTOM OCOOEHHOCTEH TCHUXO(PU3UUECKOTO Ppa3BUTHS,
WHIUBUAYAIbHBIX BO3MOXHOCTEH M COCTOSIHUSA 3/I0POBbS TAKUX 00Y4arOIIUXCSl.

Conepxanrie oOpa3oBaHMs W YCIOBHs opraHu3anuu oOydeHus, oOydarontuxcs ¢ OB3
OTIPENETISIOTCS alallTUPOBAHHON 00pa30oBaTeIbLHON MPOTPaMMOM, a JJisi WHBAJIUIOB TakKKe B
COOTBETCTBUU C UHIUBUAYAIbHON IPOTpaMMOi peaOuiInTaluy HHBAIU/IA.

OcBoenne nuciuiuinHel oOydaromumucs ¢ OB3 Moxker ObITH OpraHU30BaHO Kak
COBMECTHO C JAPYrMMH OOydaloluMuCs, TaK U B OTAENbHBIX rpymnmax. [Ipeamonaratorcs
CHelHalbHbIe YCIOBUS Ul NOJydeHHs: oOpa3oBaHus obydaromumucs ¢ OB3.

[Ipodeccopcko-meqarornyeckuii cocTaB 3HAKOMUTCSI C TICUXO0JIOT0-()HU3H0IOTHUeCKUMHU
ocoOeHHOCTsIMU oOyuaronuxcs MHBaMUIOB U jaull ¢ OB3, uHIMBHIyadbHBIMH MpOTpaMMaMu
peadIMTali UHBATUIOB (MIPY HATHYHH).

B xypce npeamnonaraercs UCMOJIb30BaTh COIMAIBHO-aKTUBHBIE H PE(IIEKCUBHBIE METO/IbI
oOyueHusi, TEXHOJIOTUM COLMOKYAbTYpHOU peabuiauTaluu ¢ IENbI OKa3aHWs TOMOIIU B
YCTaHOBJICHHUH TOJHOIEHHBIX MEKJIMYHOCTHBIX OTHOIICHHUH C JPYTUMU CTYACHTaMH, CO3/aHUU
KOM(OPTHOTO TICHUXOJIOTMYECKOTO KiMMara B cTylaeHueckoi rpymme. [logbop u paspaboTka
y4eOHBIX MaTepUANOB MPOU3BOMATCS C Y4ETOM IMPEAOCTABICHUS MaTrepHala B Pa3IMYHBIX
dbopmMax: aymuanbHON, BU3YAIbHOW, C HCIIOJIb30BAaHUEM CIEIUATBHBIX TEXHHUYECKUX CPEICTB U
MH(OPMAIIMOHHBIX CUCTEM.

OcBoenne mucuurmabl gunamu ¢ OB3 ocyiecTBiaseTcsl ¢ UCHOIB30BAaHUEM CPENICTB

O6yquHﬂ OGIJ.ICFO n CIOCOHUAJIbHOTO Ha3HAa4YCHUA (HepCOHaJ'H:HOFO N KOJUJICKTHUBHOI'O
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UCIO0JIb30BaHus1). MaTepruaabHO-TEXHHUECKOe 00ecrieueHre mpeycMaTprUBaeT IPUCIIOCOOICHHE
aynuTopuil K Hyxaam aun ¢ OB3.
dopma MpoBeACHUS aTTECTALUU ISl CTYJCHTOB-UHBAIUAOB YCTAHABIMBACTCSA C YYETOM
WHIUBUAYAIBHBIX TICUX0(du3nueckux ocodbennocreit. s crynento ¢ OB3 npenycmarpuBaetcs
noctynHas GopMa npeaocTaBlIeHHs 3aJaHUI KaK OLIEHOYHBIX CPEJCTB, & UMEHHO:
— B [I€YaTHOW WJIM JIEKTPOHHOU (opme (IS JIHIl ¢ HAPYIICHUSIMH OMOPHO-IBUTATEIHLHOTO
amnmnapara);
— B TiedaTHOW ¢opMe WU IJICKTPOHHOH (OopMe C YBEIWYCHHBIM MIPHPTOM W
KOHTPACTHOCTBIO (17151 JIUI] C HAPYIICHUSIMU CITyXa, PeUH, 3pEHHsI);
— METOJIOM YTCHHUS aCCUCTEHTOM 3aJlaHHsI BCIYX (IJIs1 JIUII C HAPYIICHUSIMH 3PEHHUS).
CrymeHTaM C WHBIMJHOCTHIO YBEIMYHBACTCS BpEMs Ha IOATOTOBKY OTBETOB Ha
KOHTpOJIbHBIE BOTPOCHL. JIJs1 TakWX CTYACHTOB IMpeaycMaTrpuBaercs ocTymHas (opma
MPEOCTaBICHUS OTBETOB Ha 33aJ]aHHs, 8 IMEHHO:
- MUCHbMEHHO Ha OymMare win HabOpOM OTBETOB Ha KOMITbIOTEPE (JIs JIUIl C HAPYIICHUSIMU
cityxa, peun);
- BBIOOPOM OTBETAa M3 BO3MO’KHBIX BapHAHTOB C MCIOJIb30BAHUEM YCIYT acCUCTEHTa (IS
JIII ¢ HAPYIICHUSIMU OTIOPHO-IBUTATEIILHOTO ariapara);
- YCTHO (17151 JIUI[ C HAPYIICHUSIMH 3PEHHUSI, OTIOPHO-ABUTATEIHHOTO arlnapara).
- Ipy HEOOXOAMMOCTH Ul OOYyYaroIUXCS C WHBATUAHOCTHIO TMpoIleaypa OICHUBAHUS

Pe3ynbTaTOB 00YYEHHSI MOXKET MPOBOIUTHCS B HECKOJIBKO 3TAIOB.
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[Tpunoxenue 1

DoH/ OLICHOYHBIX CPEACTB
JJI51 TEKYIEro KOHTPOJISI M IPOMEKYTOYHOM aTTecTalun
NPHU U3YYEeHUH TUCHUTITUHBI
b1.B.12 YnpagJ/jienne kiiueHTCKUMHU oTHOmEeHUsIMH — CRM-cucremMbl

r. Mocksa, 2025
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1. ITacnopT poHIa OLIEHOYHBIX CPEACTB

Koa n nHammeHoBaHue HNuaukaTop 10cTHKEHUS HaumenoBanue
KOMIIETeHIINH KOMIIETeHINH OLIEHOYHOI'0
cpeacraa
OIIK-5 Cnocob6en opranuzoeiBath | MOIIK-5.1 3HaTh: npuHOMnbl | Texymmii
B3aMMOJICHCTBUE C KIMEHTaMd M | B3AUMONEWCTBUS €  KIMEHTaMH H KOHTPOJIb:
napTHEpaMK B Tpolecce perrennus | 1APTHEPAMH B IPOLECCE PELICHNS 3aad | - o
YIOpaBICHUS  KU3HEHHBIM  IIUKJIOM
3aja4  YOpaBleHHsS] JKU3HEHHBIM
UH(POPMAITTOHHBIX cHCTeM u | 3aJaHuc
ITHKTIOM HHOOPMAIHOHHBIX CHOTEM WH(POPMATHOHHO-KOMMYHHKAIIHOHHBIX
u MH(pOPMAUHOHHO- | rexpomoruil.
KOMMYHUKAIIMOHHBIX TEXHOIOIUI HNOIIK-5.2 YMeTh: OCYILLIECTBIIATH
B3aUMOJEHCTBUE C  KIMEHTAMH U
MapTHEpaMH B MPOILIECCE PEIIEHHUS 3a1a
YIOpaBIEHUS  KU3HEHHBIM  IIUKJIOM
WH(POPMAITHTOHHBIX CUCTEM u
WH(POPMAITOHHO-KOMMYHHKAIIHOHHBIX
TEXHOJIOTUH
MOIIK-5.3 Binagers: HaBbIKAMU
B3aMMOZEHCTBUS C KIIMEHTaMH U [TpomexxyTounas
MapTHEpaMH B MIPOIIECCE PEIICHNUS 3a/1a4 | aTTECTALlUS:
YIPaBIEHUS KU3HEHHBIM ITHKIOM JK3aMeEH

UH(OPMAITHOHHBIX CHCTEM H
uH(OPMAITHOHHO-KOMMYHHUKAIIMOHHBIX
TEXHOJIOT U

I[IK-2 CnocobeH OCyIIecTBISATh
ABTOMATH3aIllMI0  OCHOBHBIX U
BCIIOMOTaTEIbHBIX MPOIIECCOB
yIIpaBJIeHUsI IPEANPHUITHEM

HIIK-2.1 3HaTh METOAWKY TPOBEICHUS
aHanm3a, MOJIETUPOBAHUS u
(dhopmupoBaHUs WHTErpaJibHOTO
MpPEACTaBICHUS CTpaTeruidl W 1EeJeH,
OM3HEC-TIPOITECCOB M MH(OPMAITMOHHO-
TEXHOJIOTUIECKON MHPACTPYKTYPHI
NPEANPUATAN Pa3IUYHON  OTpacieBoi
MIPUHAIIKHOCTH ¥ Pa3IHIHBIX (OpM
COOCTBEHHOCTH, a TaKXKe YUpexJACHUH
rOCyITapCTBEHHOTO M MYHHUIIMTIAIIEHOTO
YIIpaBIICHHSL.

HIIK-2.2 YMeTs MNPOBOIUTL aHAJHU3,
MonmenupoBaHue ©  (HOpMUPOBaHUE
HAHTETPaIBHOTO MIpECTaBIICHUS
CTpaTeruii u 1ienei, Ou3Hec- MPOIECcCCOB
1 WHQOPMAIMOHHO- TEXHOJIOTHYECKOH
nH(PpaCTPYKTYpHI MIPEeIIPUATHN
pa3iIuyHON oTpacieBoiu
MPUHAUISKHOCTH W Pa3AYHBIX (QopMm
COOCTBEHHOCTH, a TaKKe YUPEeKICHUU
rOCYJITapCTBEHHOTO M MYHHUIIUIAIIEHOTO
YIIpaBIICHHUS.

HIIK-2.3 Bnangers HaBBLIKAMH
(hopmupoBaHus HHOOPMAITMOHHON 0a3bl
B nporecce coopa u 00pabOTKH JaHHBIX

JJIA MMPOBCACHUSA pacucra
OKOHOMHNYECCKHX MoKazarese
OpraHusanuu
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Oranel GopmupoBaHus KoMmmeTeHIMI B mporiecce ocBoenus OOII mpsMo cBsi3aHBI C
MECTOM JMCUUIUIMH B oOpa3oBarenpHOW mporpamme. Kaxaplii stan  ¢opmMupoBaHus
KOMIIETEHIIUH, XapaKTEepU3yeTcsl ONpPEAEICHHBIMU 3HAHUSIMH, YMEHUAMM U HaBbIKAMHU U (WJIH)
OTBITOM TPO(ECCHOHAIBHONW AEATENBHOCTH, KOTOpBIE OIEHHBAIOTCS B IPOLIECCE TEKYLIETO
KOHTPOJIS yCIIEBAEMOCTH, TPOMEXKYTOUHOM aTTeCTalluu 10 TUCUUILIMHE (IPaKTHKE) U B IIpoliecce
UTOTOBOM arrectammu. [ucuuiuimHa «YTOpaBleHHE KIMEHTCKUMH oTHomenusmu — CRM-
CHCTEMBI» SBIISICTCSI IPOMEKYTOUHBIM 3TanoM ¢opmupoBanus komrereHuuid OIIK-5, TIK-2 B
nporiecce ocBoenust OOIT.

JUis  oueHku YpoBHS C(OPMHPOBAHHOCTH KOMIIETEHLMH B TMpoIlecce U3yuyeHUs
JUCUUILIMHBL MPEIyCMOTPEHO TNPOBEICHUE TEKYILErO0 KOHTPOJIS YCIEBAEMOCTH IO TeMaM

(pa3nenam) AUCIUIUTMHBI M TPOMEKYTOYHOM aTTECTAIMH 110 JUCIUTUIMHE — SK3aMEH.

2. OueHo4YHbIE CpeACTBA

2.1 Texkyuuii KOHTPOJIb

Tunosoe TecToBoOE 3aJaHNe
Bonpoc Nel .
Yro takoe ERP-cucrema?

Bapuanmbz omeemoe.

1. nepeCTpoﬁKa ACIOBBIX MPOHECCOB MJIA JOCTHIXKCHUA YIYUIHICHUA ACATCIBHOCTH KOMIIAHHUHN

2. aBTOMAaTHU3allMs YIPaBJICHUS peCypcaMy NMPEANPUATHS A JOCTHKSHUS YIyUIICHUS
NesITeIbHOCTH KOMITAaHUU
3. aBTOMAaTHU3alMs MPOLECCOB U3TOTOBIICHUS AJISl CHIKEHUSI c€0eCTOMMOCTH MPOAYKIIUU

Bonpoc Ne2 .
OTMeThTE BEpHBIE YTBEPKACHHUS.

Tun omeema.: MHOrue U3 MHOTUX
Bapuaumer omeemos:

1. crpareruss CRM He npeamnosaraetr 00513aTeIbHOTO UCII0JIb30BaHUS HH(DOPMAITMOHHBIX
TEXHOJIOTUU

2. CRM-cucrema mo3BoJisieT NOBLICUTh TOYHOCTD IIPOTHO3UPOBAHHA ITPOJaXK
3. cTparerus CRM MPUMCHACTCA U IJI1 YIIPABJIICHUA B3aUMOOTHOUICHUAMU C COTPYAHUKAMU

Bomnpoc Ne3 .

Yto IBIAETCSA OTIHYUTEILHON 0COOEHHOCTHIO YIIPpABJICHUA pa6OTbI C [MapTHCPaMH IIpH
HUCIIOJIb30BaHNU HHTepHeT'TeXHOHOFHﬁ?

Bapuaﬂmbl omeemoes.

1. uHTepakTHBHOE OOLIECHNE
2. SKOHOMUS 10 CPAaBHEHUIO C APYTHMU CPEACTBAMH CBSI3U
3. mpelrocTaBjieHUE A0CTYyINa K HH(POPMAIMU TOJIBKO apTHEpam

Bomnpoc N4 .
OT yero 3aBHCHUT NOCTpOeHUE Ou3Hec-nporeccoB crpatrerut CRM?

Bapuaﬁmbz omeenios.
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1. permameHTHOCTH PabOTHI
2. TpUMEHseMas aBTOMAaTU3UPOBAaHHAS CUCTEMA
3. cTparerus npeanpusTHs

Bompoc Ne5 .

Kommnanwueit pazpaboTan NpOMBIIICHHBIN CTaHOK. B KakoMm citydae 1ieHa MpuBIIeYEHUs
KIIMEHTOB OyJIeT HAMMEHBIIICH ?

Tun omeema.: MHorue u3 MHOTHUX
Bapuaumer omeemos:
1. pexnama B npecce

2. PEKIIAaMHBIC PACCBIIIKH MMOTCHIWAJIbHBIM KIIMCHTaAM
3. pekiama Ha TeJICBUICHUU

Bormpoc Ne6 .

OTMeTbTE IMMPaBUJIbHBIC BBICKA3bIBAHU A

Bapuaﬁmbz omeenoes.

1. ueHa npuBIEYEHUS HOBOTO KJIMEHTA 3HAUUTEIHHO OO0JIbIIE HEHBI yepKaHUS
CYHIECTBYIOILErO KIMEHTA

2. B POCCHICKHMX KOMITAaHHUSIX MHPOPMAIUS O KIIMEHTaX B OCHOBHOM BeJleTCs B (PMHAHCOBOU
CHUCTEME

3. OCHOBHOI MPUYHHOW yXOJ1a KIIMEHTOB K KOHKYPEHTY SBIISIETCS OOJiee HU3Kas [ieHa

Bonpoc Ne7 .

Kowmmanus B YCJIOBUAX SKOHOMHYECKOTI'O IMOAbEMa AOJIKHA:

Tun omeema: MHorue u3 MHOTHUX
Bapuaumer omeemos:
1. MakCMMHM3UPOBAThH OTIAYY OT KaXJOT0 KIUEHTA
MIPUBJIEKATh HOBBIX KIMEHTOB
pacHIupsTh UCIOJIb30BaHUE HEJOOIICHEHHBIX (PYHKITUH HHOOPMAITMOHHOW CHCTEMBI
pacmupsaTh GYHKIIMOHATBHOCTh HHPOPMAIIMOHHON CUCTEMBI
yIIy4IIaTh OU3HEC-TIPOIIECChI
M30aBISITHCS OT HEMPOAYKTUBHOTO OM3HECa
pa3BUBaTh HEMPUOBUILHBIX KIIMCHTOB
8. MOTHMBHMPOBATH CYIIECTBYIOIINX KIMEHTOB HA HOBBIE 3aKa3bl

Nogakown

Bormpoc Ne§8 .

Kommanus B YCIOBHUAX S9KOHOMHUYCCKOI'O Cliaia N0JIZKHA:

Tun omeema: MHorue U3 MHOTUX
Bapuanmer omeemos:

1. MakcUMM3HMPOBATh OTJAuy OT KaX/I0To KIMEHTa

MIPUBJIEKATh HOBBIX KIIUEHTOB

pacIIUpAThH UCIOJIb30BaHUE HEJOOLEHEHHBIX (PYHKIUI MH(OPMAIIMOHHON CHUCTEMBI
paciupATh GYHKIIMOHATBHOCTh HH(OPMALIMOHHON CUCTEMBI

yay4IaTh OM3HEC-TPOLECCH

n30aBIATHCS OT HEMPOAYKTUBHOTO OM3HECa

130aBIATHCS OT HEMPUOBLIBHBIX KJIMEHTOB

8. MOTHMBHMPOBATH CYILECTBYIOUINX KJIMEHTOB Ha HOBBIE 3aKa3bl

Nogahs~owd

Bompoc Ne9 .
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D¢ dextuBHOE BHeaApeHue ctpaterul CRM BO3MOXKHO:

Bapuaﬁmbz omeenoes.

1. TOJBKO B KOMITAHUU C OTIPE/ICICHHBIM 00BEeMOM OM3HECa

2. B 11000M KOMIIAHUU
3. TOJBKO B KOMIIAHUHU C 0OJBIIMM 00BEMOM OHU3HECA

Bompoc Nel0 .
WudpopmanimoHHbIE TEXHOJIOTHH

Tun omeema: MHOTME U3 MHOTHX
Bapuanmur omeemos:

1. sBastorcs ocHoBO# ctparerun CRM

2. HeoOxomuMebl [t BHeApeHus ctpaternn CRM

3. ABISIOTCS cpencTBoM mpou3BocTBa CRM-cuctemsr
Bomnpoc Nell .

Yro sBisieTcs nepcoHanu3anye KimeHTa?

BapuaHmbz omeemoe.

1. usmenenue untepdeca Web-calita MmarasuHa 1oj Ballld HHTEPECHI

2. OTIpaBKa COOOIIEHUS TIepe] THEM POXKICHUS KIIMEHTA O TIPEIOCTABICHUN €My CKUJIKH B
ATOT JICHb
3. MOYTOBas PacchUIKa O BBITYCKE HOBOM MPOIYKIIMH

Bompoc Nel2 .

Kaxkune kputepun UCronb3yrOTCs I ONPECIICHHS OIIEHKH KauyecTBa JOCTYyMa KJIMEHTOB
KOHTaKT-1IeHTpa?

Tun omeema.: MHOrue U3 MHOTUX
Bapuaumer omeemos:

=

cpenHee BpeMs pa3roBopa oneparopa ¢ KIHEHTOM

cpenHee BpeMs 00pabOTKHU KOHTAKTa MOCje OKOHYAaHUS Pa3roBOp
MIPOLIEHT IIPEPBaHHBIX 3BOHKOB

CpeIHsisi CKOPOCTh OTBETA HA 3BOHOK

cpenHee BpeMs OTBETa 0 3JIEKTPOHHOM moure

6. Bce BBIIIE MEPEYHCICHHOE

Bomnpoc Nel3 .

B xomnanuu BHeapenHo 2 CRM-cuctemMbl — aBTOMaTH3alus NpoJax U MapKeTuHr. Jloctym k

akrwn

Kakoi nH(}OpMaLUK O KIMEHTE JOJDKEH UMETh MEHEDKEp 110 Mpoaaxam s 6onee 3¢ (HeKTHBHOTO

o0CITy)KHBaHUS?
Bapuanmuvr omeemoa:

1. x uHTEerpHpoBaHHOMN MH(OPMAIH, HAKOIIEHHON BO BCEX CYLIECTBYIOIIUX CUCTEMax
MPEaNPUATHS

2. K uH(popMaIMH, HAKOIIJICHHON B CHCTEME CEPBUCHOTO 00CTYKUBAaHUS

3. K MHTErpHUpOBaHHON MHpOpMaLuu, HakoIIeHHOH B 3Tnx CRM-cucremax

Bompoc Nel4 .

Kakoit kpurepuit Bb1oopa CRM-cucteMsl HCnob3yeTcss KOMIAaHUSMU HanboJsiee yacTo?

Bapuaﬁmbz omeenios.
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1. uena peuieHus
2. (pyHKIMOHAIBHOCTB
3. o01as CTouMOCTb BJIaJICHUS

Bompoc Nel5 .
Kakue onpaenenus uenei siBisitoTCs] HENPaBUIbHBIMU?
Tun omeema: MHOrMe U3 MHOTHX
Bapuanmuvr omeemoa:
1. ynyuuieHue B3auMoAEHCTBUS MEX1y JenapTaMeHTaMu

2. TIOBBIIICHUE MPO3PAYHOCTHU H YIIPABIEMOCTH OHM3HECA
3. BHEJApEHHE eIUHON 0a3bl JaHHBIX KIIMEHTOB

IIIxana oreHWBaHUSA TECTOBOTO 3aaHUS

% BepHBIX pelieHUii (0TBETOB) IIIka/na oueHUBAHUA
85-100% «OMIIUYHOY

70-84% «XOPOULOY

51-69% «V008IeMBOPUMENLHOY
50% u mMeHee «HEey0081emE8OPUMETILHO»

2.2 IIpomMe:xxyTOUHAS ATTECTALUSA
IIpumepHbIe BONPOCHI K IK3aMEHY

Tema 1. Acnexmobl KiueHmo - OpUeHmupoB8aHH020 NOOX00d

1. Onpenenenne tepmuna CRM: cymuocTh 1 ipuHInsl koHneniuu CRM. Tlpennoceiiku
BO3HHUKHOBEHHUS JaHHOTo nmoaxona. Tumnsl CRM.

2. [IpoGiemaTnka MOCTPOEHUSI OTHOIIEHUH ¢ KiTMeHTOM. OCHOBHBIE IIENIU U 33]1a4l
KOMITaHUH.

3. MHoroo0pasue TpakTOBOK, COOTHOILIEHHUE CTPATETHYECKUX U OTIEPAIMOHHBIX KOMIIOHEHT.

PazButue unei opuenranuu Ha kireHTa: oT CRM k CMR u Customer Respect Management.

4. [Ipumenenne CRM B pa3nuyHbIX chepax SJKOHOMHKH (Ha IPUMEpE TeJIeKOoMa,

06aHKOB, po3HUIIB). DBorouusa koHenuu CRM. KiroueBbie nmpoiiecchl B paMkax

CRM.

Tema 2. Ocnosnvie komnoneumaot cucmem CRM

5. OcHoBHBIE KOMIIOHEHTHI cucTeM CRM.
6. [1aTh rnaBHBIX Kpocc-(PyHKIIMOHANBHBIX TpoiieccoB CRM.

Tema 3. Knaccugurxayus CRM-cucmem

7. Knaccudpuxauus CRM-cucteM no jgoruke nocTpoeHusi, Ha3Ha4eHUIO U
(GYHKIMOHATIBHOCTH.

8. Ayrcopcunr CRM-cucrem.

9. Hcnonb3oBaHue 006Ja4HBIX TEXHOJIOTUH.

10. Texunonorust pabotel CRM-cucteMbl, OCHOBHbIE HHCTPYMEHTBHI.

11. Ocobennoctu apxutekTypsl nocrpoeruss CRM-cucrem.

12. BapuaHTbl peanu3anuu, IPUHIUIBI pab0Thl, CHHXPOHM3AIIMS, pa3ielieHHe JOCTyIa.

Tema 4. HHgbOpMCllzﬂ/lOHHble mexHojlocuu ynpaesjieHusl 63auMOOmMHOUEeHUAMU C KTUEeHnMAamMu

13. Merononorus u TpynHoctu BHeapenus CRM-cucrem.
14. Kpurepuu Beibopa CRM-cucrem.
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15. O630p 3apyOekHOTO U 0TeuecTBEHHOTO phiHKa CRM-cuctem.

16. CpaBHeHuUE pa3HBIX CUCTEM U 0030p X BO3MOYKHOCTEH.

17. Ilopsinox BHenpenuss CRM-cucrem.

18. I1nan neiictBuii npu BHeapennn CRM-cuctembl o CTOPOHBI KOMITAHUU-3aKa3uuKa U

BHe/IpsitoILel kommnanuu. Bo3amorkHble TpobsiemMbl BHepeHus. [ 1aBHbIe (pakToOphl pUCKa U

IyTH UX TPEOIOJICHUSI.

19. Tlepectpoiika opraHu3anuy Mpx BHEAPSHUH WHPOPMALMOHHBIX CHCTEM.

20. Ouenka mapameTpoB npoekta BHeApeHust CRM.

21. OueHka TpyIOEMKOCTH U CTOMMOCTH BHEIPCHHUS.

22. Mopeinb TOJIHOM CTOMMOCTH BJIAJICHUS HHPOPMAIIIOHHON CHUCTEMOM.

23. ComnocTraBiieHHE BAPUAHTOB CO3JJaHNS NHPOPMAITMOHHON CHCTEMBI.

24. AyTCOpCHUHT TIpY BHEJIPEHUH.

25. OcobOeHHOCTH pabOTHI ¢ OOIAYHBIMH TEXHOJIOTUSIMH U SaaS-penieHus M.

26. ITpumepsr CRM-cucrem.

27. O630p OCHOBHBIX BO3MOXKHOCTEH CUCTEM. ApPXUTEKTypa noctpoeHus. [Ipumepsr
HCI0JIb30BAHUS.

Tema 5. BI-cucmemul

28. Bl-cucrembl — Ha3HAUYEHUE, YCTPONUCTBO, IPUHIIUITEI PAOOTHI.

29. Bl-cucTemMbl Kak CUCTEMBI TIOIICPIKKH TPHHSTHS PEIICHUH.

30. OcHOBHBIE TPUHIIUTIBI pa0OTHI U HHCTpyMeHTapuit BI-cucrem.

31. O630p Hauboee u3BectHbix Bl-cuctem: SAP BI/BO, SAP Business Planning and
Consolidation, Oracle Business Intelegence, IBM Cognos BI, QlikView, Microsoft Power Bl,
Tableau.

Tema 6. IC:CRM

32. YnpaBieHue KIUEHTCKON 0a30ii.

33. YnpasneHue paboyrM BpeMeHEM (TaiiM-MEHEKEHT).
34. AnanuTr4eckasi OTYETHOCTb.

35. Jomoauaurenbapie Bo3MoxkHOCTH 1C:CRM.

Tema 7. Cozoanue kongueypayuu CRM-cucmemst na nnamgpopme 1C

36. OcHoBbl KOH(UrypupoBanus Ha miaTdopme 1C. OcHOBHBIC 0OBEKTHI.

37. Co3ltaHue MoJICKCTEM M CITPABOYHUKOB.

38. AukerupoBanue. Coop nHpopmanuu o KIUEHTaX, TOBapaxX, KOHKypEeHTaX, peruoHax,
aHaJIN3 aHKeT.

39. PaboTa ¢ ¢popmoii.

40. Peructpsl. [IpoBeneHre JOKYMEHTOB.

Tema 8. JJokymenmul cep8UCHO20 U 2APAHMULIHO20 yuemad. Ynpasienue oopawenuamu KiueHmos
41. CepBuCHOE U rapaHTHIHOE 00CITy’)KUBaHUE.
42. Yder TOoBapoB, HAXOIIMXCS HA OOCIY)KMBAHUH: 110 CEPUHHBIM HOMEPaM, CPOKaM U TUIIAM

O6CJ'Iy>KI/IBaHI/IH, YIpaBJICHUC CCPBUCHBIMHA OGpﬂH.[CHI/ISIMI/I KIIMCHTOB, YIIPABJICHUC CCPBUCHBIMHA
3aKa3aMu.

Tema 9. Teremapremune

43. TeneMapKeTHHT.
44. OGecrieyeHrne MaccoBOro 003BOHa KIIMEHTOB 110 33JaHHOMY CIIEHapHIO pa3roBopa,
perucTpanysi KOHTAaKTOB U aHKET.
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Ilkana n KPUTEPUHU ONCHUBAHUSA IK3aMCHA

Ml xana
OLlCHUBAHUA

Kpurepun onennBanus

«ONJIU4YHO»

OIICHKAa COOTBETCTBYET IOBBILIEHHOMY YpPOBHIO U
BBICTABJISIETCS 00y4arOIIEMYyCsl, €CJIU OH ITyOOKO U IIPOYHO YCBOMII
IPOrpaMMHBIM  MaTepHuall, HMCUYEpIIbIBAIOIIE, IOCIEA0BATEIbHO,
YeTKO M JIOTMYECKH CTPOMHO €ro H3Jaraer, yMeeT TeC-HO
yBSI3bIBaTh TEOPHUIO C MPAKTUKOHM, CBOOOJHO CHpaBIsETCS C
3a/la4yaMM, BOIIPOCAMU M JIPYITMMH BUJAaMHU IPUMEHEHUS 3HAHMM,
IpUYEM HE 3aTpyJHSETCS C OTBETOM IIpU BUIAOU3MEHEHUU
3a/laHui, HUCIOJB3yeT B OTBETE€ MarepHal MOHO-TpaduyecKou
JUTEpaTypbl, NPAaBWIBHO OOOCHOBBIBAET MPHUHATOE pEIICHHE,
BJIa/IEET Pa3HOCTOPOHHUMH HAaBBIKAMU U MPHUEMaMU BBIIOJHEHUS
IPAKTHUYECKUX 3a/1a4.

«xopouto»

OIICHKAa COOTBETCTBYET TIOBBILIEHHOMY YpPOBHIO U
BBICTaBJISIETCA OOydarouieMycs, €Ciii OH TBEpPJ0 3HAET MaTepuall,
rPaMOTHO M MO CYyLIECTBY M3JaraeT €ro, He JOIycKas
CYUIECTBEHHBIX HETOYHOCTEH B OTBET€ Ha BONPOC WIU
BBINIOJTHEHUH 3aJJaHUM, TMPaBUJIBHO MPUMEHSET TEOPETUYECKUE
MOJIOKEHUSI TIPU PELIEHUM MPAKTUYECKUX BOMPOCOB U 3ajad,
BJIa/Ie€T HEOOXOAMMBIMU HABBIKAMU U MIPUEMAMU HX BBITIOJHEHUSI.

«y00871eM8OPUMETILHOY

OIICHKa  COOTBETCTBYET  IOPOTOBOMY  YpPOBHIO H
BBICTaBIIIETCA OOy4aroleMycsi, €Clii OH HUMEET 3HAHMS TOJbKO
OCHOBHOTO MarepHaljia, HO HE YCBOWJI €ro JeTajied, JOMyCKaeT
HETOYHOCTH, JEMOHCTPUPYET  HEJOCTaTOYHO  IpPaBUJIbHBIC
(bOopMyIUPOBKH, HAPYLIECHHUS JIOTMYECKON MOCIEI0BATENBHOCTH B
U3JI0’KEHUU MPOTPAMMHOI0 MaTepHualia, UCIIBITHIBACT 3aTPyTHEHUS
IIPU BBITIOJIHEHUH NMPAKTUYECKUX PaloT.

«HEY00871em8opUMenbHO
»

OIICHKa BBICTABIISIETCA O0O0ydYarolmeMycsi, KOTOpBIM He
JIOCTUTAET TMOPOTOBOTO YPOBHS, JEMOHCTPUPYET HENOHUMAaHHE
npoOiieMbl, HE 3HaeT 3HAYUTENIbHON YacTh MPOrpaMMHOIO
MaTepuaia, JOIMYCKAaeT CYIIECTBEHHbIE OIMIMOKHU, HEYBEPEHHO, C
OOJBIIMMHU 3aTPYTHEHUSIMU BBINOJIHAET MPAKTHUYECKUE PaOOTHI.

23




	1. Цели и задачи освоения дисциплины
	2. Место дисциплины в структуре образовательной программы
	3. Планируемые результаты обучения
	4. Структура и содержание дисциплины (модуля)
	4.1 Объем дисциплины и виды учебной работы
	4.2 Тематический план дисциплины
	4.3 Содержание дисциплины
	4.4. Практическая подготовка

	5. Учебно-методическое, информационное и материально-техническое обеспечение дисциплины
	5.1 Основная литература
	5.2 Дополнительная литература
	5.3 Профессиональные базы данных и информационные справочные системы
	5.4 Материально-техническое и программное обеспечение (лицензионное и свободно распространяемое)

	6. Методические указания для обучающихся по освоению дисциплины
	6.1 Занятия лекционного и семинарского (практического) типов
	6.2. Самостоятельная работа студентов

	7. Методические рекомендации по обучению лиц с ограниченными возможностями здоровья и инвалидов
	Приложение 1
	1. Паспорт фонда оценочных средств
	2. Оценочные средства
	2.1 Текущий контроль
	2.2 Промежуточная аттестация


