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1. OBLIAA UHOOPMAILIUA

Pabouass mporpamMma NHCHUIUIMHBI «YTPaBICHHE TOJIb30BATEIBCKIM OIBITOM» COCTABIICHA B
COOTBETCTBUM C TpeOoBaHUSMU (heepaabHOr0 TOCyJapCTBEHHOTO 00pa30BaTENbHOIO CTaHAapTa
BBICIIIETO OOpa3oBaHMsi — OakamaBpuar 1o HampabieHuro mnoarotoBku 09.03.03 «IIpuxnamnas
nHpOpPMATHKa», YTBEPKIECHHOTO NpUKa3oM MuHHCTepCTBa 00pa3oBaHus UM Hayku Poccuiickoi
Oenepauun 19.09.2017 Ne922 (¢ uzmeHeHusMu M jgononHeHusiMa ot 26.11.2020, 08.02.2021,
19.07.2022, 27.02.2023), u yuyebHoro miuana HampasieHus noarotoBku 09.03.03 «IIpuxmanHas
unpopmaruka», npopuib «J/uzaitn u pa3zpaboTka HUPPOBBIX MNPOTPAMMHBIX IMPOTYKTOB)
(mporpamma OakajiaBpuara).

Tpynoemkocts auctmmuasl: 4 3ET / 144 akamemuueckux daca, B TOM uymcie: 13 vacoB
KOHTaKTHOM paboThl U 122 yaca caMOCTOSITEIIBHOW paOOThI O0yYarOIIIMXCS.

PacnpenesieHue 4acoB JUCHHUIJIMHBI 110 CeMeCTPaM U BHIaM 3aHATHI (110 y4eOHOMY IIaHY)

Bupn yueOHoit paboTh KonugectBo yacos
Bcero no Kypcsl, ceccun
y4eOHOMY 1 Kypc 2 Kypc 3 Kypc 4 xypce 5 Kypc

miady | Yer. | Bum. |Jler.| Yer. | 3um. | Jlet. | Yer. | 3um. | Jler. | Yer. |3um. | Jlet. |Ver. |3um.

KonrakTtHas pabora 13 1 12

(Bcero)

B TOM 4YHcie:

JIEKUUHU 5 1 4

NPaKTHYECKUE 3aHATUS 8 8

KOHTpPOJIb

CaMOCTOATENIbHOU

pabots! (KCP)

CamocrosiTe1bHast 122 122

padora

Buasl DK3

NPOMEKYTOUHOM OK3aMeH ame

aTTecTaluu 9 H
9

OBIIASA Yacwr:

Tpynoem- 144 1 143

KOCTh

JMCHMILTHHBI 3au. 4

el.:

2. HEJIA U 3AJAYU JUCHUTTJINHBI

[lenbto NUCHUIUIMHBI BBICTYNAET HM3YyYE€HHWE OCHOB YIIPABJICHUS I0JIb30BATEIBCKUM OIBITOM B
1M (pPOBOM MHUpE, a TAK)KE METOI0B U MHCTPYMEHTOB JM3aiiHa M UCCIIEIOBAHUS MOJIb30BATENIHCKOIO
OTbITA Ha BCEX ATAlax XKU3HEHHOT O IIMKJIA IU(PPOBOTO MPOIYKTA.

BocnurarenbHas 1enb JUCHUIUIMHBL CBS3aHA C OpHUEHTalMed o0yyaromuxcs Ha MUPOBOM OMBIT
MCIOJIb30BAaHUS METO/IOB U MHCTPYMEHTOB JAM3aiiHa M UCCIIEOBAHUS MOJIb30BATEIbCKOIO OMBITA Ha
BCEX dTanax *XU3HEHHOT0 IUKJIAa HU(GPOBOro NPOAYKTA.

B 3agaun AMCHMIUIMHBI BXOJIUT MOJATOTOBKA OOYYalOIIUXCS K OCYIIECTBIEHHIO BCEX BHUIOB
npoeCCUOHATLHON IEATETLHOCTH B KOMIUIEKCE: (POPMHUPOBAaHUE y 00yUaIOIIMXCs MPECTaBICHUN

00 OCHOBax YyMpaBJeHHUS TMOJIb30BATEIILCKUM OIBITOM B LHU(POBOM MHUDPE; O3HAKOMIIEHHE C



TEXHOJIOTUSIMU YIPABJICHUS KOMMYHMKALMAMHU C KJIMEHTaMM B LM(POBBIX KaHalaX, a TaKxke
NPUHIUIIAMUA  OPTaHU3alUU/TPaHCPOPMALIUM BHYTPEHHUX OWM3HEC-TIPOIIECCOB KOMITAHUHU IS
YCIICIIHOTO BHEJPEHUS KIMEHTOLEHTPHUYHOTO OX0/1a.

3. MECTO JUCHUIIJIMHBI B YYEBHOM IIVIAHE

VYuebHasg QUCLMIUIMHA «YIPaBICHHE MOJIb30BATEIbCKUM OIBITOM» OTHOCHUTCA K IUCLMILIMHAM
gyactu bioka 1. [ucummumuel (Momynu), QopMupyemMoll y4yacTHUKaMH 00pa3oBaTeIbHBIX
oTHOWEeHNN. V3ydyeHne naHHON MUCHUIUIMHBI 0a3upyeTcs Ha 3HAHUSAX M HaBbIKaX, MIPUOOPETEHHBIX
BO BpeMs OCBOCHMs aucuuiuinH «Kommosumuss W cruiaucTHka Web-caiitan, «KommbprorepHas
rpaduka uHTepdeiicay, «MeToabl aHanM3a LENEBOM ayIuTOpUM». 3HAHUSA, YMEHHMs U HAaBBIKH,
NpUOOpEeTeHHBbIE B pe3yJbTaTe M3Y4YCHUS NaHHOW AMCHUIUIMHBI, OyAyT CIIOCOOCTBOBAThH Ooiiee
ycremuoMy ocBoeHuto jguctmiimH  «UX-nuzaitn - untepgeiicoB», «SEO-mpoaBmwkeHne u
COIIPOBO’KACHUE MPOTrPAMMHBIX MPOIYKTOBY/ «Iloaxobl K TpaduKy: TapreTHpoBaHUE U KOHTEKCTY,
HaIKMCaHUIO BBITYCKHOH KBaJIM(UKAMOHHON PaOOTHI.

4. IVIAHUPYEMBIE PE3YJbTATbBlI OBYYEHUSA 110 AWCHUIIJIMHE J1JIsA
®OPMHUPOBAHUA KOMIETEHIMI OBYUYAIOIIIUXCHA

PesynbraThl  OCBOGHHsT ~ 00pa3oBaTeNbHOW  HpPOrpaMMbl  (KOMIETEHIMM  OOyYaroIIMXCs)
YCTAQHABJIMBAIOTCS B COOTBETCTBUU C (hefepalibHbIM TOCYJapCTBEHHBIM 00pa30BaTEIbHBIM
CTaHJApTOM [0  HANpaBJICHUIO  IOJIOTOBKM U  Mpo(ecCHOHATbHBIMM  CTaHJapTaMH,
COOTBETCTBYIOIIUMH MPO(HECCHOHATEHON eI TETHHOCTH BBIITYCKHIKOB, a TAK)KE HA OCHOBE aHAJIN3a
TpeOoBaHUI paboTonmaTeNei, MPEeabsIBIIEMBIX K BBITyCKHUKAM. [lmaHupyemble pe3yibTaThl
OCBOGHMS JUCHMIUIMHBI (3HAaHUS, YMEHMs, HaBBIKM) COOTHOCATCA C YCTAHOBJICHHBIMH B
o0pa3oBaTeNbHONW MpOrpaMMe HHAMKATOpPaMHU JOCTH)KEHUS KOMIIETeHLUH, 4TO o0ecrnednBaeT
(dopmHpoBaHHE Yy OOY4YaIOUIMXCSl 3aIUIAHUPOBAHHBIX DPE3yJbTaTOB OCBOEHHUS 00pa3oBaTeIbHOMN

MIPOTPaMMBI.



3aKa34yHrKa, UCII0JIb3Yys

HIndp nazBanue Nuaukaropsl Ilnanupyemblie pe3yabTaTbl 00y4eHUs M0
KOMIIeTEeHITHH KOMIIeTeHIIH T AUCIHIINHE
3HaTh:

IIK-1.1. - OCHOBHBIE THUITBI OM3HEC-JIOTHK, IIOHITHE
IIpoBomut WHTEPAKTUBHOW aHAIMTUKH, AaHAIIUTUYECKYIO
oOcenoBanue moxueins CIM, KomndyecTBEHHBIE M KQUECTBEHHBIE
OpraHu3aIuii, METO/IbI UCCJICIOBAHMS T10JIb30BATEIILCKOTO OIIBITA,
BBISIBJISICT METPUKH KIIMEHTCKOTO OIIbITA;
UH(POPMALMOHHbIE YMmeTs:

MK-1 - Crioco6en MOTpeOHOCTH - W3y4yaTh U KapTUPOBATh MOJb30BATECIILCKUI

OIIBIT;

OTpACIJIeBBIX PEIICHUN
JU1s1 pa3paboTKu

U poBoro
MIPOrPaMMHOTO
MPOIYKTa

BBISIBIISITh
MH(OPMALIHOHHBIE nuGpoBbIe - U3MEPATH JIOSTIBHOCTD U
noTpe6HOCTH MHCTPYMEHTHI U YAOBJIETBOPEHHOCTD I10JIb30BATENS,
HOIB30BATENCH 1 00J1ayHble peIeHHs - OCYLIECTBIIATh PUOPUTE3ALUIO
COCTARIISTE Ui cOopa M aHanM3a | U3MEHEHHH B KJIMEHTCKOM OIIBITE;
I~ JAHHBIX Buagers:
3ajaHie Ha - HaBBIKAMHU aHAJTUTUYECKON pabOTHI
pa3paboTKy
dposoro IIK 1.2. 3HATh:
1pOrpaMMHOIo PazpabatsiBaeT - OCHOBHBIE ITIOHATHUS U IPUHLIUIIBI
[IPOYKTa TEXHHYECKOE KJIMEHTOLIEHTPUYHOT 0 u3aiiHa, orianune CX u
3ajJlaHue, UX, CX u cepBucom, CX 1 MapKETHHIOM,
dopmanuzyer YMmers:
TpeOoBaHUS - IIPEJICTaBIISITh TPEOOBaHNUS 3aKa3unKa
3aKa34yMKa K 00ecreuynThb CBA3b € NPOLIECCaMH, JIIOJIbMHU,
pa3paloTke TEXHOJIOTUSIMU, OPEHI0OM, CTpaTErueil;
uppoBOro Bnagers:
MIPOrpPaMMHOTO - HaBbIKaMU OINKCaHUs TPeOOBaHUM K
IIPOAYKTA pa3paboTke
[1K-2.4.
[IpoBoaut ananus
COBPEMEHHBIX 3HaTh:
IIPOrpaMMHO- - METO/Ibl U UHCTPYMEHTBI UCCIIEIOBAHUS
TEXHUUYECKUX 10JIb30BATEIBCKOT0 ONBITA HA BCEX ATAINax
[K-2 - Cniocoben CPEICTB KU3HEHHOTO LIMKJIa HU(POBOTo MPOAYKTa
[IPOCKTUPOBATH ’ )
. CHEIUAIN3UPOBAHHBIX | YMETh:
1M ppoBOii . U poBbIX mIatdopm, | - (dbopMHpPOBATh UHCAUTHI O KITMEHTCKOM
[TPOrpaMMHBII i
001aYHBIX U OITBITE;
MPOIYKT

Bnanets:
- HaBbIKaMU cOOpa HEOOX0UMOM
UH(OpPMAIIMH O TOJIL30BATEINIX WeD-TIpHII0KEHUS,




[TK-5 - Cnocoben
oOecrieunBaTh
KauecTBO pabOThI
nudpoBoro
[POrPaMMHOTO
MPOAyKTa

[IK 5.2. IIpoBoauT
10320 MU TH-aYTUT
1 dpoBoOro
MIPOrpaMMHOTO
MPOJIyKTa

3HaTh:

- TEXHOJIOTUH YIIPABIICHUS
KOMMYHHUKAITUSIMU C KIIMEHTAMU B IIU(PPOBBIX
KaHaJIax;

VYmerts:

- UCTIOJIB30BATh CO3/aBaTh AP (EKTUBHBIC
periaMeHThl 11 PpoHT-oduca, THIHKATAT 1
CRM;

Bnanets:

- HABBIKAMU CO3JIaHUs KPOCC-
(YHKIIMOHATBLHBIX KOMAH]I JUIS YIIPaBICHUS
KJIIMCHTCKUM OIIBITOM




S. CTPYKTYPA U OBFBEM JUCIUIIJIMHBI

9Tan U3YyYCHUH: 3 KYPC, YCTAaHOBOYHAA U JICTHHASA CECCUA

Bujabl yueOHoI padoThl

IMpomex
KonTakTHas padora CamocrositesibHast pabora p y ®opmupyem
Pazpneu, (B 4acax) TOYHAaA dopma Lie
MOAYJIb Hoapa3nen, Tema arrecran TeKyLero
NpaKTH4 (hopMBbI OpraHu3zanuu KOMIIeTeHIH
JIeK B . usl KOHTPOJIA
ecKue KCP CaMOCTOSATeIbHOM U
107071 yacax B yacax
3aHATHSA padoTsI
Tema 1. OcHOBBI [ToBTOpEHME
yIpaBIeHUS JICKIIUOHHOTO MK-1.1
MOJIb30BATEILCKUM 2 - 4 MaTepuaa, u3yueHue YcTHbI# onpoc K 1'2
OTIBITOM B ITU(POBOM JOTIOTHUTEILHOM '
MHUpE. JUTEPATYPHI 110 TEME
Tema 2. MeToasl u
MHCTPYMEHTBI JU3aiiHa U IToBTOpenue
HUCCIIEIOBAHUSA JIEKIIUOHHOT'O [IK-1.1
I10JIb30BATEIBCKOTO 1 - 4 MaTepuana, u3y4eHue YcTHbIN onpoc I1K-1.2
OTIbITa HA BCEX dTamax JOTIOTHUTETFHOM [1IK-2.4
Paznen 1. YKW3HEHHOTO ITUKJIA JIUTEPATYPHI IO TEME
OcHoBBI 1M (POBOrO MPOIYKTA.
YIIPaBIICHUS Tema 3. Texnonoruu [ToBTOpEHME
II0JIB30BATENBCK | YIPABICHHUS JIEKIIMOHHOT O K-2.4
UM OTIBITOM KOMMYHHKAITUSMH C 1 - 6 Marepuaia, U3y4eHne VYcTHbI# onpoc K 5'2
KIIMEHTaMH B IIU(PPOBBIX JOTIOTHUTEIFHOM '
KaHajax. JUTEPATYPHI 110 TEME
Tewma 4. [TpuHUHIBI
opranuzanuu/Tpaachopm
p H pascgop IToBTOpEeHME
aIuy BHYTPEHHHUX
JIEKIIMOHHOTO
OM3HEC-TIPOIIECCOB . [IK-1.2
1 - 6 Marepuaia, U3y4eHue YcTHbI# onpoc
KOMITAaHUHU JJII N [IK-5.2
JIOTIOTHUTEITbHOM
YCIENTHOTO BHEPECHHUS
JUTEPATYPHI 110 TEME
KIIMEHTOLIEHTPUYHOTO
M0/IX0/1a.




Pasgen 2.
JlaGopatopHsbie
paboThI

JlaGopatopHas padota Ne JlopaGorka ITpoBepka
1 «Buasl kapt (CIM, 05 1A60D4TODHON DAGOTHL oT4eTa o IK-1.1
CDJM, Service Design ' b p E . P . ’ 71a00paTOPHOI [K-1.2
Blueprint)» OPOpMIICHE OTHCTa pabote
JlaGopaTtopnast pabota Ne JlopaGorka [TpoBepxka
2 «CocraBiieHue 1iaHa . oTyeTa 1o [K-1.1
0,5 nabopaTopHOit paboTHI, .
HCCIIEIOBaHU nabopaTopHOi [1K-1.2
odopmIIeHHE OTYETa pabore
JlaGopaTtopnast pabota No
3 «M3mepenue HopaboTka lposepia IK-1.1
. oTYeTa 1o
JIOSTIBHOCTH H 0,5 nabopaTopHOH PabOTHI, N I1K-1.2
nabopaTopHOH
yIOBJICTBOPECHHOCTH odopmienue oruera pabote [1K-2.4
JlaGopaTtopnast pabota No Jlopaborka [TpoBepka K-1.2
4 «Metpuku . oTYera 1o
0,5 nabopaTopHOi padOTHI, . [1K-2.4
KITMEHTCKOTO OIbITA: (bopMeHIE OTUeTa nabopaTopHOI ITK-5.2
CSI, NPS, CLTV.» ovop paboTe '
JlaGopaTtopnast pabota No MpoBepka
5 «Merton Kano s JlopaboTka POBCP [IK-1.2
. oTYera 1o
MIPUOPUTE3ALUU 1 nabopaTopHOil paboTHI, . [1K-2.4
9 nmabopaTopHOH
U3MEHEHUH B oopmienue oryera I1K-5.2
pabote
KITMEHTCKOM OTIBITE)»
JlaGopatopHas pabota Ne IIpoBepka
6 «DopmupoBaHue 1 . I[Opa60vTKa6 OTYCTA 1O gi-%i
HOBBIX UHCANTOB O J1TabOpaTOpPHOU PadOTHI, 11a6OPATOPHOH K-5.2
KITUEHTCKOM OTIBITE) O(opMICHHE OTHCTa pabote HK-S.
JlaGopatopHas pabota Ne Mposepka
7 « IHCTpYMEHTHI 1151 HopaboTka
. 9 oTyeTa 1o [K-2.4
cOopa He0OXO0 MO 1 nabopaTopHOi paboTHI, .
nabopaTopHOI I1K-5.2
nH(popManuu ot odopmileHrEe oTYeTa
pabore
KIIMEHTOBY
JlaGopaTtopHnast pabota No Mposepka
8 «CounanpHbIE CETH, Jopabotka
. oTyeTa 1o [1K-2.4
coo0rmiecTBa u 0,5 nabopaTopHO PabOTHI, .
. nabopaTtopHoOit I1K-5.2
MOJIb30BaTEIbCKHM oopmienue oruera pabore

KOHTCHT»




JlaGopatopHas padota Ne JlopaGorka ITpoBepka
9 «TenneHIMN 0,5 8 nabopaTopHOit paboTHI, orHera rno . [1K-5.2
WHHOBAITHI naboparopHoit
odopMIIeHHE OTYETa
pabore
JlaGopaTtopnast pabota Ne [TpoBepxka
10 «CepBucHbie 05 8 1360 fT(:)paIlfooﬁTKiﬁonl oT4eTa o I1K-1.2
KOMMYHUKAIHH» ' PatOpHOM p ’ nabopaTopHOi [1K-5.2
odopmIIeHHE OTYETa
pabore
JlaGopaTtopnast pabota No MposenKa
11 «Co3nanue kpocc- JopaboTka OTI:JeTap o K-1.2
(YHKITMOHATTBHBIX 0,5 8 n1abopaTopHOi padoTHI, A60DATODHO HK-5.2
KOMaH/I JIJIsl yIpaBJICHUs oopmieHne oTuera I;GOTI; '
KIIMEHTCKUM OIIBITOM)) p
JlaboparopHuas pabota Ne [IpoBepka
12 «Muccusi, BUeHME, 05 8 1360 fT(())piIGOOﬁTKz%TH OTYeTa IO I1K-1.2
IIEHHOCTH KOMITaHU» ' patop p ’ nabopaTopHO I1K-5.2
oopmieHne oTuera
pabote
JlaboparopHuas pabota Ne [IpoBepka
13 «BricTpauBanue 05 8 1360 fT(())pi{GooﬁTKz%Tm oTyeTa 1o I1K-1.2
CHCTEMBI YIIPaBJICHUS Ha ' R (b(? MHEHHG (I:quTa ’ nabopaTopHOI I1K-5.2
YPOBHE BCEH KOMITAHUI p pabote
N [Toxroroska k
®opmMa NPOMeKYTOUHOI aTTecTAlNU .
MIPOMEKYTOTHON -
(3x3aMeH)
aTTecTaluu
8 122 - 36
Bcero

144




6. COJAEPKAHUE JTUCHOUIIJIMHBI

Pa3zgea 1. OcHOBBI yHIpaBJIeHUS M0JIb30BATEILCKHUM ONBITOM

Tema 1. OcHOBBI yIpaBJieHHsI M10J1b30BaTEJIbCKUM ONBITOM B M(POBOM MuUpe.

[TonaTHe MONIB30BATENBCKOTO OMBITa. HaAmpoayKTOBBIA B3IJIA[ HAa COBPEMEHHBIE MPOAYKTO-
opuentupoBanuble komnanuu. Otamume CX u UX, CX u cepBucom, CX u MapKeTHHTOM.
AxktyanmbHocth CX mw  UX jgmg  komnanuid.  OCHOBHBIE TIOHATHS W IPHHIIUIIBI
KJIMEHTOICHTPUYHOTO au3aiina. OMHHKaHAIBHBIN ombIT. Service Design. Cesa3p ¢ mpoieccam,
JFOIbMU, TEXHOJIOTUSMH, OPEHAOM, CTpaTeTruei.

Tema 2. MeTobl M HHCTPYMEHTBI AU3alHA U HCCJIEI0BAHMA 1M0J1b30BaTEILCKOr0 ONbITA HA
BCeX ITaNax »KU3HEHHOI0 HMKJIa HM(POBOro NPOAYKTA.

Omnpenenenue W cerMeHTanus KIMeHTOB. Kiaccuyeckoe M CUTYallMOHHOE CErMEHTHPOBAHUE.
[lepconsr u JTBD. JTBD-ma6mon. paiiBepsr u Oapbepbl. MOTHBallMOHHBIE KOH(IJIMKTHL
[ToBenenueckass SkOoHOMHKA. KOHIENIMM pPaMOHAIBHOCTH M HPPALMOHAIBLHOCTH BBHIOODA.
LlennoctHoe npeanoxkenue. Konnenuus norpeOutenbckoil neHHocTH. OCHOBHBIE THIIBI OU3HEC-
noruk. PaszpemieHue MOTHBAIMOHHOTO KOH(JIMKTa C TIOMOIIBbIO MPOAYKTa. ATpuUOYT U
apryMeHThl. Tunu4Hple OMMOKKA TPH CO3JAaHWHM LEHHOCTHBIX TpemnoxeHuid. [lupamumbt
nennocrerd B2B u B2C. Kaptuposanue onbita. Ananuruyeckast monens CIM. Bunst kapt (CIM,
CDJM, Service Design Blueprint). Ciiou kapt. Kapts as is u to be. Buapl uccnenoBanuii st
3anoysHeHust KapTel. [lpuHnunsl mnpoekTtupoBanuss kapt 10 Be. OmudpoBka kaprt.
KonnyecTBeHHble ¥ KayecTBEHHBIE uccienoBaHus. COCTaBleHHE IUIaHA WCCIIEIOBAHMUS.
['nmyOunHbIe WHTEpBBIO. [IpoBeneHMe, PEKPYTHUHT, KOIMPOBAHWE. AHATUTUYECKHE 3aKYIKH.
Pednekcus no 3akynkam. OOpaTHas CBA3b M 3aMEphl: B UeM pasHulia. M3mepeHue J0sIbHOCTH U
ynoBieTBopeHHOCTH. Metpuku kiauentckoro ombita: CSI, NPS, CLTV. Jlyumme cpenctBa u
MHCTPYMEHTBl 111 cOopa HeoOxonuMoil uHpopmanuu or kiaueHTtoB. Meton Kano npms
NPUOpUTE3alMA HM3MEHEHUH B KIMEHTCKOM OIBbITe. AHATN3 pe3yJbTaTOB MCCIIEIOBAHHMA.
®opMHUpOBaHUE HOBBIX HHCAMTOB O KIIMEHTCKOM OIIBITE.

Tema 3. TexHoorum ynpapjieHusi KOMMYHHKAIMSAMHU ¢ KJIHEHTAMHU B HU(POBBIX KaHAJaX.
ABTOMaTH3AIMs CEPBUCHOTO OOCITY)KHBaHUS. DBOIIONUS KIMEHTCKOTO OIMBITA B ATIOXY Pa3BUTHS
digital-rexaonoruii. Cucremsl oneHKH KadecTBa. MHTepakThBHas aHamuTHKa. CoIHalbHBIC
CeTH, COOOIIeCTBa M MOJIb30BATEILCKUN KOHTEHT. AanTarusi Be0-CaiiTOB M pacTyIiasi BAXKHOCTh
MOOWJIBHOTO KiMeHTa. TeHaeHIMM W WHHOBaimu: 4ar-0otel, Internet of Thing (loT), VR,
UCKYCCTBEHHBIN MHTEIUIEKT, rojoc. [lepcoHanbHast oMok, 00CTyKMBaHUE KIMEHTOB JIUYHO U
no TenedoHy, reiMUupHUKaIHs, MAITHHHOE OOydYeHHe W MapTHEpCKue cxeMbl. OMHUKaHAIbHAS
nojyiepkka. DPQGeKTUBHBIE peryiaMeHThl it ¢poHT-oduca, mumkutan 1 CRM. CepBucHbie

KOMMYHUKAIIUH.



Tema 4. Ilpunnunsl opraHu3anuu/TpaHcGopManvu BHYTPEHHHX OHM3HeC-TIPOLECCOB
KOMIIAHUM /IJIsl YCHEIIHOT0 BHEIPEHUsI KIIUEHTOIEeHTPUYHOT0 MOAX0/1a.

Ctum MeHe/DKMEHTa M KOHUEeNnIMu JuaepctBa. CTaauy 3BONIONMN U 3PEIOCTH OpPraHU3alHH.
VYnopasnenue usmMeHeHusiMu. OpraHuzanus Kak cucTeMHas cTpykrypa. Cucremubie 3¢ (heKTb
Ipu TOCTpOoeHHU oO0yuarouieiics opranuzanuu. KomangoobpazoBaHue, co3fgaHHe Kpocc-
(YHKIIMOHATBHBIX ~ KOMAaHJ  JJs  YIOPaBJICHUS  KIUEHTCKUM  ombiToM.  KymbTypa
KITMEHTOLIEGHTPUYHOCTU. MHuCCHs, BHJIEHUE, NEHHOCTH. [loHMMaHHWE IEHHOCTU KIMEHTCKOTO
OTIbITa BO BCEW OpraHU3alluyu M Ha BceX ee ypoBHAX. KopriopaTuBHbIe cTpaTeruu: KOHKYpeHTHas,
noptdenbHast, npoaykroBas, UX-crparerus. MuTterpanus KIMEHTOLIGHTPUYHOCTH B OW3HEC-
MPOIECChl KOMNIAaHWH. BBICTpanBaHWE CHCTEMbl YIpPABICHUS HA YpPOBHE BCEH KOMITAHUHU.
Baxueiimme 3J1eMEHTbI CUCTEMBI.

Pa3znen 2. JlaGoparopHblie padoThI

JlabopatopHas pabora Ne 1 «Buusr kapt (CIM, CDJM, Service Design Blueprint)»
Jlaboparophast pabota Ne 2 «CocraBieHue I1aHa HCCIISTOBAHUSD)

JlaboparopHast pabota Ne 3 «/3mepeHune JTOSITbHOCTH U YIOBJIETBOPEHHOCTH)

Jlaboparophas padota Ne 4 «Metpuku kiauentckoro onbita: CSI, NPS, CLTV.»

Jlaboparopuass pabora Ne 5 «Meron Kano ans mpuopute3anui M3MEHEHHH B KIHMEHTCKOM
OTIBITEY

JlaboparopHas pabota Ne 6 «DopMHUPOBAHKE HOBBIX HHCAWNTOB O KIIMEHTCKOM OITBITE)
JlaGopatopHass pabora Ne 7 «MHcTpyMeHThl Uit cOopa HeoOXoauMoil HHpopManuu ot
KITUEHTOB)

JlabopaTtopHas pabota Ne 8 «ConnanbHble CETH, COOOIIECTBA U MOJIH30BATEIHCKHI KOHTCHT)
JlabopaTtopHas pabota Ne 9 « TeHaeHIINN 1 THHOBAITUNY

Jlabopartophas pabota Ne 10 «CepBuCHBIE KOMMYHHKAITI

Jlaboparopuast padora Ne 11 «Cozmanme Kpocc-QyHKIIMOHATBHBIX KOMaHJ ISl YIpaBIICHUS
KITUEHTCKUM OITBITOM)

JlabopaTtopHas padota Ne 12 «Mwuccusi, BUugeHne, IIEHHOCTH KOMIIaHUN

JIaGoparopHas pabota Ne 13 «BricTpauBaHue CUCTEMBI yIIpaBJIEHUS HA YPOBHE BCEH KOMIaAHUN

7. CAMOCTOSATEJBHAS PABOTA OBYYHAIOLIIUXCSA

B pamkax paHHOW y4yeOHON AUCHMIUIMHBI OOydYaromMecs BBIIOJHAIOT CaMOCTOSITEIbHYIO
BHEAYJUTOPHYIO pabOTy B BHJIE NMOBTOPEHHUsS MPOUICHHOTO JICKIIMOHHOTO MaTepHhalia Mo BCEM
TeMaM, U3Y4eHUs JOMOTHUTEIBHON JUTEpaTyphl Ui MOATOTOBKH K YCTHOMY OINPOCY IO BCEM
temaM (1-4), BBIIOJIHEHUS 1 0(OPMIIEHHUS OTUYETOB IO BCeM JIabopaTtopHbIM padoTtam (Nel-Nel3),
TIOJITOTOBKH K TTPOMEKYTOUHOM aTTECTAIIHH.

CamocrosiTenpHasi BHEayJUTOPHAs padoTa BKIIOYAET B CeOs:



- paboTy C JIGKIIMOHHBIM MaTepHajoM B paMKax MOATOTOBKM K YCTHBIM OIpocaM M
W3YYCHHUS TOTIOTHUTEIHLHON JIUTEPaTyPhL;

- nopaboTka 1a00paToOpHBIX PadoT;

- odopMIIEHHE OTYETOB 10 JJAOOPATOPHBIM padoTaM;

- MOJIFOTOBKA K SK3aMEHY.

[ToaroToBKa K yCTHBIM ONpPOCAaM IPEANOIAracT: CUCTEMATHIECKOE YTCHIE KOHCIIEKTOB JICKIIHIA,
y4eOHUKOB W WCTOYHHUKOB JOTOJIHUTEIHHOW JIMTEPATYyphl; aAHAIUTHYECKYIO 00paboTKy
uH(pOpMallMK, COCTaBJICHHE TaOMUI] M CXEeM JUIs CHUCTeMaTH3allMi M3YyYEeHHOro MaTepuaa,
COCTaBJICHUE IIJIaHA W/ TE€3UCOB OTBETOB.

[ToaroroBka n1abopaToOpHBIX PabOT MpeAroIaraeT: 0O3HAKOMIICHHE C MPAKTUYCCKUM 3aJaHHEM U
HEOOXOAMMBIM MPOTPAMMHBIM 00ECIICUCHHEM, BBINOJIHEHUE 33/IaHusg U 0OPMIICHUE OTYETa I10
nabopatopHoit paboTte 1o pazpaboTaHHOMY HIAOIOHY.

CaMoctosiTenbHass paboTa MOKET BBIMOJHATHCA OOYYAIOUIUMUCS B ayJIUTOPUAX AKaJIeMuH,
CIICIMAIGHO OTBEJCHHBIX JIJII CaMOCTOSTEIBPHOW pa0OThl W OCHAIICHHBIX HEOOXOJIMMBIM
TEXHUYECKUM H TPOrpaMMHBIM obecrieuenueM, gocrynoM k DMOC u OBC, wnmm noma.
[TpoBepka pe3yiabTaTOB BBIMOJTHEHUS MPAKTHUECKUX 3a/IaHUN OCYIIECTBIISICTCS BO BpEMs 4acoB,

BBIJICTICHHBIX Ha KOHTPOJIb CaMOCTOSATENbHON padoThl oOyuaroniuxcs (KCP).

8. OBPA3OBATEJIBHBIE TEXHOJIOI'MHU

HpI/I HN3YUCHUU JaHHOM  OUCIUILIMHBI HCIOJIB3YKOTCA  CICAYIOIIHNC O6p830BaTCJ'ILHHe

TEXHOJIOTHU:
. ®opma
Bup odpa3zoBaTenbHOM P
Tema 3ansTus NpPOBeAeHUA
TEXHOJIOTUH
3aHATHS
Tema 1. OcHOBEI yrnpaBieHuUst Tpaouyuonnas mexnonozus Jexyus
OJIB30BATEIBLCKUM OITBITOM B ITU(POBOM
Hnmepaxmusnas .
MHPE. P Ketic-cumyayus
MexHo02Us.
Tema 2. MeTo/ibl ¥ MHHCTPYMEHTBI IM3alHA | TpaduyuonHas mexmonous Jlexkyus
Y UCCJIEIOBAHUS TI0JIb30BATEIHCKOTO
OTBITA HA BCEX ATaNax KU3HCHHOTO IHKJIa Humepaxmuenas Kes
etic-cumyayust
HU(pPOBOro MPOIyKTa. MEXHON02US. yay
Tema 3. Texnomoruu ynpapjieHus Tpaouyuonnas mexnonozus Jlexyust
KOMMYHHKAITUSIMU C KIIUEHTaMU B
U K .
M(POBBIX KaHAIAX. HmepaxKmuena Ketic-cumyayus
MexHOo102Us.
Tema 4. [IpuHIMTIBI Tpaouyuonnas mexHono2ust Jlexyus
opraHu3auu/TpanchopMariu
BHYTPEHHUX OU3HEC-TIPOIECCOB KOMITAHUH Hnmepaxmusnas .
Ketic-cumyayus
JUIS CTICTITHOTO BHEAPEHUS MexHo102Usl
KJIMEHTOIEHTPUYHOTO MOAXO0/a.




JlaGopaTtopHnas pabora Ne 1 «Bunpl kapt Tpaouyuonnas mexnonocust Ilpaxmuueckoe
(CIM, CDJM, Service Design Blueprint)» 3a0anue
JlaGopaTtopHnas pabora Ne 2 «CocraBiieHue Ilpakmuueckoe
Tpaouyuonnas mexnonocus
TIJIaHa UCCJICIOBAHUSD) 3adanue
JlabopaTtopHas padota Ne 3 «M3mepenne Ilpakmuueckoe
Tpaouyuonnas mexnonocus
JIOSUITBHOCTH U yJIOBJIETBOPEHHOCTH 3a0anue
JlaGopaTtopHnast pabota Ne 4 «MeTpuku Tpaouyuonras mexHonocust Ilpaxmuueckoe
xiauentckoro omsita: CSI, NPS, CLTV.» 3a0anue
JlaGopaTtopHnas padora Ne 5 «Mertox Kano
N Ilpakmuueckoe
JUTSl IPUOPUTE3aLUU U3MEHEHUH B Tpaouyuonnas mexnonocus sadanue
KJIMEHTCKOM OIBITE)
JlabGopaTtopHnast pabota Ne 6 Ilpakmuueckoe
. Tpaouyuonnas mexronocus
«DopMHUPOBAHKE HOBBIX HHCAMTOB O 3a0anue
KJINEHTCKOM OIIBITE)
JlaGopaTtopHas padora Ne 7
. Tpaouyuonnas mexnonocus Ilpaxmuueckoe
«MHCTpyMEHTHI 1711 cO0pa HEOOXOAUMOI sadanue
nH(OPMAIIUY OT KIIMEHTOB»
JlaboparopHnas pabota Ne 8 «CoumansHeie
N Ilpakmuueckoe
CeTH, COOOIIECTBA U TOJIH30BATEITbCKHIA Tpaouyuonnas mexnonocus sa0aHe
KOHTEHT»
JlabGopaTtopnas pa6ota Ne 9 «TenaeHuu u Ilpakmuueckoe
Tpaouyuonnas mexnonocus
WHHOBALIUN 3a0aHue
Jlabopatopnast pabota Ne 10 «CepBucnbie | Tpaduyuonnas mexuonocus Ilpakmuueckoe
KOMMYHHKAITUN 3a0anue
Jlaboparopnas pabota Ne 11 «Co3nanue
Ilpaxmuueckoe
Kpocc-(yHKIIMOHATBHBIX KOMaH/I JIJIs Tpaouyuonnas mexnonocus sadanue
yIpaBIeHUS KJIMEHTCKUM OTIBITOM)
Ilpaxmuueckoe
JlabopaTtopHnas padota Ne 12 «Mmuccus, Tpaouyuonnas mexnonocus P sadanue
BUJICHUE, [IGHHOCTH KOMIaHUI»
JlaGopaTtopnast pabota Ne 13 Ilpakmuueckoe
Tpaouyuonnas mexnonocus
«BrIcTparBaHue CUCTEMBI yIIPaBICHUS Ha 3a0anue

YPOBHE BCEN KOMIAHUW)

9. TEKYIIUA KOHTPOJIb YCIHEBAEMOCTH M TIPOMEXYTOYHAS

ATTECTALIMS 11O JMCHUTIJIMHE

9.1. ®opMBbI KOHTPOJISI 10 AUCHHUILIMHE

Texkyuuii KOHTPOJIL. B mporiecce n3yueHust yueOHOM AMCHUIUIMHBI 00yYaroIUecs] y4acTBYIOT
B YCTHBIX OIpPOCax M BBIMOJHAIOT JJabopaTopHble paboThl. Pe3ynbTaThl TEKyIIEro KOHTPOJISA
SBIISIIOTCSL OCHOBaHMEM [UId JIOMyCKa K OJK3aMeHy [0 JaHHOM y4yeOHOW JMCIUIUIUHE.

OOyuaroniyecs, He BBIIIOJHUBIIME B TMOJHOM 00beMe Bce JabopaTopHble pabOThl, HE

JIOTTYCKAIOTCS K CIaue dK3aMeHa Mo TaHHOW y4eOHOM JAUCIUIUIMHE.




IIpome:xkyTouHasi arrecranus. /{11 KOHTPOJIsA yCBOEHHs 00y4aIOMIMMUCS AJAHHOW JTUCLUIUIMHBI
U JIOCTHKCHMS 3allJIJaHMPOBAHHBIX PE3YyJbTATOB OOYYEHHs yUeOHBIM IJIAHOM IPEIyCMOTpPEH
9K3aME€H, TMPOBOAMMBIA B (QOpMe yCTHOrO OTBETa Ha TEOPETUYECKUH  BOMPOC.
CdopMupoBaHHOCTh MPAKTUYECKUX YMEHUNW M HABBIKOB OLIEHMBAETCS [0 UTOTaM BBIIOJHEHUS
BCEX JIaOOpaTOpPHBIX pPAaOOTHl AUCHMIUIMHBI M YYHUTHIBAETCS IPU BBICTABICHUHM HMTOTOBOM
OTMETKH.
9.2. OueHouyHble MaTepuayibl (OLEHOYHbIE CpPeICTBA) VISl TEKYLIero KOHTPOJs
yCIeBaeMOCTH U MPOMEKYTOYHOM aTTecTalliy 1Mo AUCHMILINHE
Texkymuii KOHTPOJIb.

IIpuMepHbIH CHUCOK JIsl YCTHOTO Onpoca nmo teme 1:
[ToHsiTHE MTOJIB30BATENBLCKOTO OTIBITA.
HaanponykToBslii B3TJIsi HA COBPEMEHHBIE TPOIyKTO-OPUEHTUPOBAHHbBIE KOMITAHUH.
Otmuuue CX u UX, CX u cepucoM, CX 1 MapKETUHTOM.
AxrtyanpHOcTh CX 11 UX 111 KOMIIaHUH.
OcCHOBHBIE TIOHSATHS W IPUHIUITBI KIIMEHTOIICHTPHUYHOTO AU3aiHA.

OmHMKaHaIbHBIN onbIT. Service Design.
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CBs3b C mpoueccamMu, Jr0AbMH, TCXHOJIOTHUAMU, 6peHI[0M, CTp&TCFHGfI.

IIpumepHBIi cCIMCOK 1JIs1 YCTHOTO ONPOca 10 Teme 2:

Omnpenenenue U cerMeHTaIUs KJIMEHTOB.

Kiaccudeckoe v CHTyallMOHHOE CErMEHTHPOBAHHE.

ITepconsl u JTBD. JTBD-ma6moH.

TunuuHble OMMOKH NP CO3JaHUH LIEHHOCTHBIX MPEITIOKEHHI.
[Tupamunst nennocreit B2B u B2C.

KaprupoBanue omnsira.

Anamurnyeckas moaens CIM.

Bunet kapt (CIM, CDJIM, Service Design Blueprint).

© 0o N o g B~ w b PE

I/ISMepeHI/IC JIOAJIBHOCTH U YIOBJICTBOPCHHOCTH.

-
©

Metpuku knmuentckoro onbita: CSI, NPS, CLTV.

[EY
=

CpencTBa 1 HHCTPYMEHTHI [T cOOpa HEOOX0IUMMOM MH(GOPMAITUU OT KIIUEHTOB.

[EY
N

Meron Kano aiist npruopute3aliii I3MEHEHU B KIIMEHTCKOM OITBITE.

-
w

Amnanus PE3YyJIbTAaTOB HCCIIEJOBaHUIA.

[
e

q)OpMI/IpOBaHI/Ie HOBBIX MHCANTOB O KJIMEHTCKOM OIIBITE.

IIpuMepHBIi CIUCOK U1 YCTHOI'O ONpPOca 1o teme 3:



1 ABTOMaTH3aIMs CEPBUCHOTO 00CITY)KUBaHUSI.

2 DBOJIIOIHS KIIMEHTCKOTO OIbITa B 310Xy pa3Butus digital-rexnonoruii.

3 Cucrembl OIICHKH KadecTBa. MIHTepaKkTHBHAs aHAJMTHKA.

4. CounanpHble CeTH, COOOIIECTBA U ITOJIB30BATEIBCKUI KOHTEHT.

5 AnanTanus Be0-caiiToB U pacTymiasi BAKHOCTh MOOMJIBHOTO KJIMEHTA.

6 Tennenuuu u wHHOBaruu: 4at-00ThI, Internet of Thing (IoT), VR, uckyccrBeHHbIi
UHTEIJIEKT, TOJI0C.

7. [lepconanbHass MmoMoIIb, OOCITY)XMBaHHE KIMEHTOB JIMYHO U TO TenedoHy,

reliMuuKanus, MalIMHHOE 00yYCHHE U ITAPTHEPCKUE CXEMBI.

8. OMHMKaHaIbHAs TOIJIEPIKKA.
9. OddexTuBHbIe pernamenTsl s pponT-oduca, aumxutan 1 CRM.
10. CepBHCHBIE KOMMYHUKAIUU.

IIpumepHBIii cIMCOK 1JIs1 YCTHOTO ONPOca 1o Teme 4:
1. KomannooOpa3oBanue, co3fanue Kpocc-(QyHKIMOHAIbHBIX KOMaHJ /sl yIpaBJIEHUS

KIIMCHTCKHM OIIBITOM.

2. KynbTypa KINEHTOLEHTPUYHOCTH.

3. Muccus, BueHHE, IICHHOCTH.

4. [ToHMMaHue LIEHHOCTH KJIMEHTCKOIO OIBbITa BO BCEM OpraHM3allid M Ha BCEX €€
YPOBHSIX.

o. KopnoparuBuble cTpaTeruu: KOHKypeHTHas, mopTdenbHas, mnpoaykrosas, UX-
CTpaTerus.

6. WHTerpanus KIMEeHTOLEHTPUYHOCTH B OM3HEC-TIPOLIECChl KOMIaHHH.

7. BeicTpanBaHue CHCTEMBI YIpPaBJIEHUS Ha YPOBHE BCEl KoMIaHMU. Baxneimne

9JIEMCHTBI CUCTCMBI.

IIpomexyTouHas aTTecTanus.
Cnucok BONPOCOB /1Jisl MOJATOTOBKH K IK3aMeHY
[ToHsITHE TT0IH30BATEILCKOT'O OIBITA.
HaampoaykToBsIid B3I HA COBPEMEHHBIC ITPOTyKTO-OPHEHTHPOBAHHBIC KOMITAHUH.
Otmmane CX u UX, CX u cepBucoM, CX 1 MapKEeTHHTOM.
AxrtyanpHOCTh CX 1 UX 117151 KOMITaHUIA.
OcHOBHBIE IOHATHS U TIPUHIUITBI KIMEHTOLIEHTPHYHOTO TU3aifHa.

OMHMKaHaIBHBIN OMBIT. Service Design.
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10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.
22.
23.
24,
25.
26.
217.
28.
29.
30.
31.
32.
33.
34.
35.
36.
37.
38.
39.
40.
41.
42.
43.

Omnpenenenne U cerMeHTaIus KJIMEHTOB.

Knaccuueckoe v cuTyallMOHHOE CErMEHTHPOBAHMUE.

[Tepconst u JTBD. JTBD-ma6imon.

HpaiiBepsl 1 6Gapbephl.

MortuBanroHHbIe KOHQIHUKTHIL.

IloBeneH4eckass 5KOHOMUKA.

Konuenuu panroHaabHOCTH U UPPALMOHATIBHOCTH BBIOOpA.
[leHHOCTHOE MPEAIIOKEHUE.

Konnenius notpeOuTenbckoi IEHHOCTH.

OcCHOBHBIE THITBI OU3HEC-TIOTHK.

Pa3penienrie MOTUBAIIMOHHOTO KOH(IIMKTA C TOMOIIbIO POAYKTA.
ATpuOyT U apryMeHTBHI.

Tunuuxele OMMUOKY NP CO3JaHUH LIEHHOCTHBIX MPEITI0KEHHI.
[Tupamuner nennocteit B2B u B2C.

Kapruposanue omnsira.

Anamutnueckas Mmoaeiis CJM.

Buasr kapt (CIM, CDJM, Service Design Blueprint).

Crnou kapr.

Kaprsr as is u to be.

Buabl uccnenoBanuii s 3aogHEHUs. KapThl.

[TpuHIMIIBEI TPOEKTHpOBaHUs KapT 10 Be.

Ouudposka KapT.

KonnuecTBeHHBIE U KaUECTBEHHBIE HCCIIEI0BAHUSI.
CocraBneHue aaHa UCCIEI0BaHMUS.

['myOuHHBIE HHTEPBBIO.

[IpoBenenune, peKpyTUHT, KOJUPOBAaHUE.

Pednexcus nmo 3akynkam.

OOpaTHas CBSI3b U 3aMepBI: B YEM pa3HUIIA.

W3MepeHue JOsUIBHOCTH U yI0BIETBOPEHHOCTH.

Metpuku knmuentckoro onbita: CSI, NPS, CLTV.

CpencTBa 1 HHCTPYMEHTHI [T cOOpa HEOOX0IUMMOM MH(GOPMAITUU OT KIIUEHTOB.
Meron Kano ns mpruopuTe3any 3MEHEHHH B KIIMEHTCKOM OIIBITE.
AHanu3 pe3yJbTaToOB UCCIIEI0BAHUM.

DopMHUPOBAHNE HOBBIX UHCAUTOB O KIIMEHTCKOM OIIBITE.
ABTOMAaTH3aIUsl CEPBUCHOTO O0CITY)KUBaHHUSI.

DBOJIOIMS KIIMEHTCKOTO OIbITa B 310Xy pa3Butus digital-rexHomoruii.



44, CucTeMbl OIICHKY KadecTBa. VIHTepakTHBHAS aHATUTHKA.

45, CornanpHbBIE CETH, COOOIIECTBA U MOJIB30BATENLCKUHA KOHTEHT.

46.  ApanTanus BeO-caiiTOB M pacTyInasi BaXKHOCTh MOOMIIBHOTO KIIEHTA.

47. Tennennuu u wHHOBanwM: 4ar-6otel, Internet of Thing (IoT), VR, uckyccTBeHHBII
HMHTEIJUIEKT, TOJI0C.

48. [lepconanbHass moMolIb, OOCTY)XHMBaHME KIMEHTOB JIMYHO MW 1O  TeledoHy,

reiMuuKanus, MalIMHHOE 00yYSHHE U ITAPTHEPCKUE CXEMBI.

49, OMHHKaHaIbHAs TOIICPKKA.

50. D¢ dekTuBHbIE periaMeHTsl sl GpoHT-oduca, aumkutan 1 CRM.

ol. CepBuCHBIE KOMMYHHKAIUH.

52. CuctemHsble 3¢ GEKTH IPU TOCTPOCHUN 00YJaOIIEHCS OpraHnu3aIiHg.

53. KomanmoobOpa3zoBanue, co3fgaHue Kpocc-(QyHKIMOHATBHBIX KOMaHJ MJisi YIpaBlICHUS

KIIMCHTCKHM OIIBITOM.

o4, KynpTypa KIMEHTOLEHTPUYHOCTH.

55. Muccus, BUACHUE, IICHHOCTH.

56. [TonrmaHMe IEHHOCTH KJIMEHTCKOTO OIBITA BO BCEM OpraHM3alluy 1 Ha BCEX €€ YPOBHSX.
57. KoprnoparuBHble cTpaTeruu: KOHKYpEeHTHas, moptdenbHas, mnpoxykrtoBas, UX-
CTpaTerusi.

58. WuTerparus KIMSHTOIICHTPUIHOCTH B OM3HEC-TIPOIIECCHI KOMITAaHUH.

59. BricTpanBaHue cucTeMbl yHpaBlIeHHS Ha YpPOBHE BCell KoMmaHuu. BaxkHeiimme

9JICMCHTBI CUCTCMBI.

HOpSII[OK MPOBCACHUA TCKYHICT'O KOHTPOJIA YCIICBACMOCTHU U HpOMe)KYTOqHOﬁ aTrTeCTaliuu I10
JUCLHUINIMHC JJI MHBAJIHUAO0B KW JIUIT C OB3 MpeayCMOTpCH ITonoxenuem o TCKYIIEM KOHTPOJIC

YCIIEBAEMOCTH U TPOMEKYTOUHON aTTECTAIIUU O0YJAFOIIINXCS.

10. PECYPCHAS COCTABJIAIOIASA

Jlnist mpoBeZieHNs 3aHATUH JIEKLIMOHHOTO THIA 10 JaHHOHN JUCHUHUIUIMHE UCHOJb3YIOTCs yueOHbIe
ayIUTOPUU C MeANa-000pyA0BaHUEM (MIPOEKTOP, IKPaH, HOYTOYK) U yueOHOM MeOenbo.

Jliia mpoBeeHUs 3aHATHI ceMuHapcKoro tuna (J1abopaTopHbIX padoT) MO JAHHON NUCHUILUIMHE
WCIIONTB3YIOTCS YUeOHBIC ayJAUTOPUU C Meaua-o00opyaoBaHueM (IIPOEKTOp, SKpaH, HOYTOYK) U
yueOHOIl Me0enpl0 W/WIM  KOMIIBIOTEPHbBIE KJIAcChl, OCHAIIEHHBIE KOMIBIOTEpAaMH C
HEOOXOIMMBIM TPOTPaMMHBIM OOeCeYeHHeM U J0CTynoM B HHTEpHET U 3JIEKTPOHHYIO
MH(}OPMallMOHHO-00pa30BaTeIbHYIO Cpeay By3a.

Jliis caMocTosTeNbHON pabOThl 00yYaIOIIMXCsl UCTIOIB3YETCS TIOMEIIEHNE JUIsl CAMOCTOSATEIbHON

pa6OTLI o6yqa10u1nxca, OCHAIICHHOC KOMIIBKOTECpaMUu C HeO6XOI[I/IMBIM IporpaMMHbIM



obecrieueHreM W JOCTYNoM B MHTEpHET M 3JIEKTPOHHYI0 MH(POPMAIMOHHO-00pa30BaTEIbHYIO
cpendy By3a.

Jlnst ipoBeieHUsT KOHTPOJISI CaMOCTOSITENIbHONW pabOThl MO JaHHOW IUCIMILIMHE UCHOIB3YIOTCS
KOMITBIOTEPHBIE  KJIACCHI, OCHAIICHHBIC KOMIIBIOTEpAMH C JOCTyrioM B VHTepHeT WU
HEOOXOIMMBIM TIPOTPAMMHBIM 00ECIICYCHUEM.

JIns mpoBeneHust TEKyLEro KOHTPOJIS YCIIEBAEMOCTH U MMPOMEKYTOYHOM aTTECTALMU 110 JTAHHOU
JAUCHUIINIMHE UCIOJB3YIOTCA KOMIIBIOTCPHBIC KJIACChI, OCHAILICHHBIC KOMIIBIOTCPAMH C JOCTYIIOM

B lHTEpHET 1 HEOOXOAUMBIM MPOTrPAMMHBIM 00ECIICUEHHUEM.

Hepeqeﬂb JIMIECH3UOHHOT0 IMPOrpaMmMHOT0 odecrneueHns

u/n HaumeHoBaHue Tumn pecypca
1 | Microsoft Windows Cyonunensuonnsiii 1orosop AO «CodrJlaiin
Tpeita» Ne /131 ot 10.07.2020. Cpok aeicTBus
2 Microsoft Office JIOrOBOPA U JIMIIEH3UH - O€CCPOUHBIN
i i i (:muensuonHoe cornanrenue Microsoft - Open
Visual Studio Enterprise (ms Value Subscription s pemenuii Education
3 | yJamuxcs, IpernoaBaTenci 1 Solutions NeV8265046)
naboparopuii)

JInnensuonuslil forosop OO0 «KoHcynbraHT
[Tmroc TonbsTT» goroop Ne251 ot 01.01.2024
(;uieH3us OeccpoyHasi, IOrOBOP €XKETOTHO

CIIC Kouncynbrantllntoc -
4 | cripaBOYHO-TIPaBOBast CHCTEMA
OTEYECTBEHHOT'O TIPOU3BOICTBA

IPOJIIEBAEMBIi1)
Cy6auuensunonssiii jorosop CJIJ] AO «CodrJlaiin
5 AntuBupyc Kacriepckoro Tpetim» NeTr000840657 ot 04.12.2023, cpoxk
OTEYECTBEHHOTO MPOM3BOJICTBA | JAeicTBus goroBopa mo 11.02.2026 (250-499 Node
2 year Educational Renewal License)
Ilepeyenn cBO0OAHO pacHIpPOCTPAHSIEMOr0 NPOrPAMMHOI0 o0ecneYeHus!
- bpay3zep Yandex;

- Sunexc.Merpuka — OecIIaTHBIN CETeBOW CEPBUC OTEYECTBEHHOTO MTPOU3BOJICTBA, JIEMO-
BEpCHS;

- wordstat.yandex.ru — cepBuc i CO3aHUs CEMaHTUYECKOTO SIpa B CBOOOIHOM OCTYIIC
B UHTEPHET;

- megaindex.ru - cepBuc ¢ OecrIaTHOM MPOBEPKOW JAaHHBIX caiiTa B CBOOOIHOM JOCTYIIC B
HHTEPHET;

- xtool.ru - GecrutaTHbIl ayqUT caiiTa B COKpalieHHOM (opMaTe B CBOOOIHOM JIOCTYIIC B
WHTEPHET;

- AHTHUIUTaruaT.f'u — CepBUC JJIsl IPOBEPKU YHUKAIBHOCTH KOHTEHTA B CBOOOHOM JIOCTYTIE
B HHTEPHET;

- text.ru — cepBuC AN TPOBEPKM YHUKAILHOCTH KOHTEHTa B CBOOOJHOM JIOCTYIlE B

UHTEpHET.




B cootBerctBuu ¢ IlomoxxeHneM o CO3JJaHUH CIICHHUAJIBHBIX YCJ'IOBI/Iﬁ JJIs1 UHBAJIWJOB W JIUII C
OB3 nHpOpMannOHHO-TEXHOJIOTHYeCKass 0a3za 00pa3oBaTENbHOIO Ipolecca MpeaycMaTpuBacT
UCIIOJIb30BAHUE MAaTEpUAbHO-TEXHUYECKUX CPEACTB C YYETOM PpAa3IM4YHBIX HO30JIOTHH

nHBaIunoB u un ¢ OB3.

11. JIUTEPATYPA

11.1. OcHoBHas JuTEpPaTypa

N KoanuyecTtBO
I /;1 bubaunorpaguyeckoe onucanue Tun usnanus B
OnbIHOTEKE

Tkauenko, O. H. BzauMonaelicTBue nois30BaTeliei ¢
uHTepdeiicaMyu HHPOPMAITMOHHBIX CUCTEM IS

1 MOOWJIBHBIX YCTPONCTB: UCCIIEIOBAHUE OTbITA : yueOHOe |ydeOHoe mocolue 9bC
nocobue / O.H. Tkauenko. — Mocksa : Maructp : 3HaHUYM
MHOPA-M, 2022. — 152 c. - ISBN 978-5-9776-0457-4. -
URL.: https://znanium.com/catalog/product/1859029
Haywmog, B. H. [ToBenenue motpeduterneii : yueOHHK /
B.H. HaymoB. — Mocksa : UHOPA-M, 2023. — 345 c. - y4eOHUK 9bC
ISBN 978-5-16-015021-5. - URL: 3HaHUYM
https://znanium.com/catalog/product/1933143

11.2 lonoaHuTeILHASA JIUTEPATYpPa

1. Marazannuk, B. JI. UenoBeko-koMIbIOTEpHOE B3aUMOJIEHCTBHE : yueOHOoe mocodue / B.
J1. MarazanHuk. - 2-e u3j., aon. - MockBa : YHuBepcuteTckas kuura, 2020. - 408 c. - ISBN 978-
5-98699-181-8. - URL.: https://znanium.com/catalog/product/1214481

2. Hudposoit Ouznec : yuebHuK / moa Hayd. pea. O.B. Kurosoit. — Mocksa : UHOPA-M,
2023. — 418 C. — ISBN 978-5-16-013017-0. - URL:
https://znanium.com/catalog/product/1917620.

3. udposoii OuzHec : yuebHuk / mox Hayy. pea. O.B. Kurosoil. — Mocksa : THOPA-M,
2024. — 418 c. - ISBN 978-5-16-013017-0. - URL.: https://znanium.ru/catalog/product/2119104

Iepuoauyeckue M31aHuA:
1. [IporpaMMHbIE TPOXYKTBI M CHCTEMBI: Hay4yHO-TIpakTH4Yeckuil >kypHan. — URL:
https://znanium.com/catalog/magazines/issues?ref=f9bfbd0e-239e-11e4-99c7-90b11c31dedc
2. OTKpBITHIE CUCTEMBI. CYBU: KypHAJL URL:
http://dlib.eastview.com/browse/publication/64072

11.3. CoBpemenHbIe npodeccuoHaNbHBbIE 0a3bl JAHHBIX, HH(POPMALIMOHHBIE CIIPABOYHbIE

CHUCTEMbI, 3JIEKTPOHHbIE OM0JIMOTEeYHbIE CUCTEMBbI:



https://znanium.com/catalog/product/1214481
https://znanium.com/catalog/product/1917620

1. NBUC (East View): ©6a3a maHHBIX mepuoAgwueckux  m3manmit. —  URL:
https://eivis.ru/browse/udb/12.

2. IPR SMART (IPRBooks.ru): snektpoHHO-OMOmuoTeunass cuctema. —  URL:
http://www.iprbookshop.ru.

3. ZNANIUM.COM: snekrponno-6ubaroreunas cuctema. — URL: http://znanium.com.

4.  KoHcynbTaHT IUIIOC: CrpaBo4HO-TipaBoBas cucrema. — URL: http://www.consultant.ru;
T:\consultantplus\cons.exe.

5.  eLIBRARY.RU: nayunas snekrponnas 6uoanoreka. — URL: https://elibrary.ru.

6 Dnexrponnas oubmmoreka TAY. — URL: http://83.234.207.58/MarcWeb2/Default.asp.

7. Polpred.com O630p CMU: arentcTBO NenoBoii uHpopmanuu. - https://www.polpred.com

8 HB3UKOH: apxuB HayuHbIX xypHasoB. — URL: http://neicon.ru

12.  METOAUYECKHE YKA3AHUSA JIsA OBYYAKOLIUXCS MO OCBOEHHUIO
JUCHUIIVIMHBI

VYcnemsoe 0CBOCHUE JUCLUILUIMHBL «YTIPaBIEHUE I0JIb30BATEIBLCKUM OIBITOM» IPEIIOJIAraet
IOCEIIEHUE JIEKIIMOHHBIX 3aHATUH M J1aOOpaTOpPHBIX PabOT, CAMOCTOSTENBbHYIO PabOTy Haj
M3YYEHHEM JOIOJIHUTEIBHOIO TEOPETUUYECKOTo Marepuaia. PexkoMmeHayercs mnepen KaxIbIM
3aHATHEM IMOBTOPATh MaTepuaj MPEblIylIed JIeKIUH, U3y4yaTh OCHOBHYIO U JIOIOJHUTEIbHYIO
JUTEpaTypy MO NPOMIEHHON TeMe, CTPYKTYpPUpPOBaThb M3Y4YEHHBIH MaTepHal B BUAE KPATKUX
IUTaHOB, cXeM, Tabmui u T.1. Takas paGora ¢ y4eOHBIM MaTepHUanoM IO3BOJUT 3aKPENUTh
3HaHus, Oosiee A3(P(PEKTUBHO MOATOTOBUTHCA K YCTHBIM OIPOCAaM, BBINOJIHEHUIO J1a0OpaTOPHBIX
paboT u caue 3K3aMeHa M0 JUCLUIUIMHE.

[lo pgucuumIMHE MOMMMO TPAAWLMOHHOM JIEKIMM, HAa KOTOPOW IpENoJaBareib OCBEIAET
KJIIOUEBBIE  BONPOCHl  TEMBI, TaKK€ MPOBOMATCA: JICKLMSA-BU3yalM3alMs —  JIEKLIUA
UHQOPMALIMOHHOTO  XapakTepa,  Ipeanojararolias  OOBSACHEHHMs  IpernojaBaTens ¢
WUTIOCTPAaTUBHBIM M3JI0KEHHEM MaTepuana; JEeKIUSA-AUCKyCcCUsl - JIEKIMS C 3JIeMEHTaMu
00paTHOW CBSI3M, Ha KOTOPOHW IperojaBaTellb MPOU3BOANUT U3JIOKEHHE Y4eOHOTro MaTepuaia u
o0cyxieHue ¢ 00y4aroImuMHCs OTAEIbHBIX PUMEPOB U cuTyanuil. Ha nekiusx mpemnonaBaTens
MOKET HPOBOAMTH YCTHBIM ONPOC B LENSIX BBIICHEHHS CTENEHH YCBOCHMS MNPEABIAYLIETO
matepuaina. JlaHHple GopMbl pabOThl SBISIOTCA DJIEMEHTaAaMH TEKYIIEro KOHTPOJIS U
OLIEHUBAIOTCS MpenojaBaresneM. Bce 3To mpeanosaraeT HOArOTOBKY M CaMOCTOSITEIIBHOE
u3ydeHne 00yyJaronMMUCS TEOPETHUECKOro MaTepuala 1o 3asBJICHHOM MpernoiaBaTesieM TeMe.
[IpakTuyeckne HaBBIKM 1O paboTe ¢ OHJAHH-CEPBUCAMHU  PA3IMYHOIO Ha3HAYEHUS,
HEOOXOJUMBIX JJIsi BBINOJHEHHUS JabOpaTOpHbIX paldoT, oOydaromuecs MOJydYaloT Ha

MPaKTUYECKUX 3aHATHUAX B ayJUTOPUM C TpernojaBareieM. JlJis camMoCTOATETbHON OTpaOOTKH


http://www.iprbookshop.ru/
http://znanium.com/
http://www.consultant.ru/
https://elibrary.ru/
http://83.234.207.58/MarcWeb2/Default.asp
https://www.polpred.com/

STUX HAaBBIKOB PEKOMEHIYETCS BOCIOIb30BAThCSl ayIUTOPUAMU AKaJEMUU, CIEHHUAIbHO
OTBEJICHHBIMH JUJISI CaMOCTOSITENIbHOM paboThl. Bce 3amaHus M TEOpETHUYECKHE MAaTepUalIbl
pa3MemIarTcs B JIOKATBHOW CETH U DIIEKTPOHHON WH(POPMAIIMOHHO-00pa30BaTEIBHONU cpejie
AKkameMumn.

[Ipn BeimonHeHun mnaboparopHbix paboT 1-13 oOydaromuMmcs ciexyer oOpaTUThCS K
TEOPETHUUECKUM MaTepHaliaM U OMBITY U3y4eHUs! AUCUUILUIMH «OCHOBBI MapkeTHHTa», «busnec-
aHaUTHKa WeD-KOHTeHTay, «YTIpaBiICHHE IO0Jb30BATEIBCKUM OIMbBITOMY, «[loBemeHuecKuit
aHAJIN3 MOJIb30BATEIISY.

[ToaroroBka nabopaTopHbIX padOT MpeAnoIaraeT: 0O3HAKOMIIEHUE C NMPAKTUYECKUM 3aJaHUEM U
HEOOXOIMMBIM MPOTPAMMHBIM 00ECTIE€YeHHEM, BHITIOJIHEHUE 3a/1aHus U 0(popMIIeHHE OTYeTa 110
naboparopHoit pabore mo pa3paboTaHHOMY Ia0JIOHYy. BhIONHEHHBIE JTaOOpaTopHBIE PabOTHI
CHAIOTCS TMpernojaBaTelll0 HEMOCPEJACTBEHHO B ayJUTOPUU JUOO OJHUM U3 CIEIYIONINX
CIoco0OB: COXpaHEHHE B 3JIEKTPOHHON HH(POPMAIMOHHO-00pa30BaTEIbHON Cpele, OTIpaBKa
IIPENOABATENI0 Ha IOYTOBBIM sAmMK. [Ipm oOTmpaBke mpenonaBaTeslo  BBITOJIHEHHOU
nabopaTopHON  paboOThl MO TOYTe OOydYaromemycss CleayeT OO0eCledWTh JUIHYIO
uaentudukamuio (OGUO obyuaromerocsi, Kypce, aucuuiuinHa). Hekotopeie nabopaTopHbie
paboThl HE MOTYT OBITH CIEIaHbI TOJIBKO B paMKaX BbIIEJICHHOIO0 00beéMa KOHTaKTHOM paboThI (B
ayIUTOPUHU) U «IOJEIBIBAIOTCS» B 4YacChl CaMOCTOSATEIbHOM paboThl. Crava Takux paboT Ha
IPOBEPKY OCYHIECTBIISIETCS TEMH K€ CAMBIMH CIIOCOOAMH, YTO U 10 OKOHYAHUH JaOOpaTOPHBIX
paboT. Pe3ynpTaThl MpPOBEPKH BBIMOIHEHHBIX JTA0OPATOPHBIX PabOT MOBOISATCS 1O CBEIEHUS
oOydaromierocss BO BpeMs ayJUTOpHBIX 3aHATUN u/unu B yackl KCP, a Taxke pasmemiatorcs B
AIIEKTPOHHON MH(OPMAITMOHHO-00pa30BaTEIHHOM CpeJie.

[IporpaMMa JIuCHUIUIMHBI TpeanosiaraeT OoJIbIION 00BEM caMOCTOSTENbHOM paboTsl. s
BBITIOJTHEHHS Ta0OPaTOPHBIX pabOT U APYTHX BUIOB pabOT MO JTaHHOW TUCHUIUIMHE (TIOJrOTOBKA
K YCTHOMY OIIpOCY) B JIOMAIllHUX YCIOBHUSX (32 mpeaenamu AkaaeMuu) oOydaromemMycs
HEOOXOMM MEepPCOHANBHBIN KOMIbloTep (TUTaHIieT) u nporpamMmmueie maketsl Microsoft Office.
JlaboparopHble pabOThl CONPOBOXKIAIOTCS METOJWYECKUMH YKa3aHUSIMH, pa3MEUICHHBIMU B
JOKAIbHOM ceTH AKaJeMHUHW U DIEKTPOHHON WHGOPMAIMOHHO-00pa30BaTEeIbHOM Ccpejie.
Meronuyeckue yKazaHUs CoOIEpKaT (OPMYIUPOBKY 3aJaHUs, MPUMEPHYI TEXHOJIOTHIO
BBITIOJTHEHM S, popMaT cjauu BHIMIOJTHEHHOH JIa0OpaTOPHOM paboTHlI.

KoHcynbTanuu 1Mo BBHINOJHEHHIO JaO0OPATOPHBIX M CaMOCTOSITENIbHBIX padoT, 00CyXaeHue
OTMETOK W JOMYIIEHHBIX OMMOOK ocymiecTBisiercs Bo Bpemsi KCP na kadenpe mpuxmamHoin
WH(OPMATUKU UM B Ay JUTOPHUH 1O pacnucanuio. KOHCYIbTaIlli MOTYT OCYIIECTBISTHCS TAKKe
nocpeAcTBoM acuHXpoHHOro (mouta, SMOC) u CHHXPOHHOTrO (ZOOM) KOMMYHUKAIIMOHHOTO

B3aUMOJICVCTBUS IO MPEIBAPUTEIBHOMN TOTOBOPEHHOCTH C IIPENOAABATEIIEM.



DopMOil  TTPOMEKYTOUHOTO KOHTPOJIS 1O AUCHUINIMHE BBICTYMAeT »HK3aMEH, KOTOPBIN
NpoOBOAMTCS B (oOpME YCTHOTO OTBeTa Ha Teopernueckuid Bompoc. ChopMHUPOBAHHOCTH
MPAKTUYCCKUX yMeHI/IfI 1 HABBIKOB OILICHUBACTCA IIO0O UTOraM BBIIIOJIHCHHS BCEX na6opaTopHHx

pa6OTBI JAUCHUILUIMHBI U YUYUTBIBACTCS IIPU BBICTABJIICHHUHU HTOTOBOM OTMETKH.



13. JIMCT COI'JIACOBAHUA

CocraBui:

H.b. CrpekanoBa, A.1.H., TOUEHT

(Tmomuch)

3aBenyromnuii kadeapoit
H.b. Crpexanosa, 1.11.H., TOIEHT

(momnucek)

3aBeyIonIuil BRITYyCKAIOMICH Kadeapoit
H.b. CtpekanoBa, A.1.H., TOUEHT

(moamnucs)

HMupexrop BUK

0O.B. baimaknua

Haganeauk OOVII
C.B. ®upcosa

(o Iuck)

(moanuck)




