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1. AHHOTAIUA JIUCIUITJIMHBI

JlaHHas QUCLUIUIMHA IIOMOKET OTBETHTh HA BOIIPOCHI, YTO BXOAMUT B MOHATHE KIMEHTCKUN
onbiT (Customer experience), Kakue METPHKH CYIIECTBYIOT M KaK YHpPaBJISATh KIUEHTCKUM
ONBITOM. YTpaBICHUE KIUEHTCKMM OIBITOM SBISETCA HCCIEIOBAaHMEM IOBEACHYECKHX
0COOCHHOCTEH MoTpeduTeNneH, moapasyMeBaeT riiy00Koe 3HAaHUE HE TOIHKO MAapKETHHTA, HO U
IIOHMMaHKE IPUPO/Ibl YEIOBEUECKOM peakuy, BIEYaTICHUN U OLLyIIEeHU.

Llenpt0 OCBOCHMS JUCUMIUIMHBI SIBISIETCS TMPHOOPETEHHE TEOPETUYECKUX 3HAHUN U
IIPAKTUYECKUX HABBIKOB, HEOOXOAUMBIX I 3((PEKTUBHOIO U PE3YJIbTATUBHOIO YIPABICHUS
OIBITOM KIMEHTOB, a TaKXKe Uil OpPTaHU3allMi W YIPaBJICHUS NPOLECCAMH COBMECTHOTO
CO3JIaHMsI LIEHHOCTH.

2. INTAHUPYEMBIE PE3YJIbTATbBI OCBOEHUS JUCHUIIJINHBI
B ciydae ycnemHoro ocBoeHusl Kypca CTyA€HThI OyayT:

3HATh
- OCHOBHBIC KOHICIIITNHY S5KOHOMUKH OIIbITa U1 SMIIMPUYCCKOI'O MApPKCTHUHT A,
- OCHOBHbBIC U3MEHEHHUS B NOBEACHUU KIMEHTOB U POJIb, KOTOPYIO KJIMEHThI UTPAIOT B
COBMECTHOM CO3IaHHH IICHHOCTEH;
-  H3MEHEHHUA B MPaBWIX CO3JaHUSI CTOMMOCTH M OMNPEACIUTh OCHOBHBIC TCHACHIIWU,
BIIMAOIIINC HaA B38,PIMOI[CI>1CTBI/IG KJIMECHTAa U KOMIIaHUH,
- OCHOBHBIE IPUHLUIIBI YIIPABIEHUS KIMEHTCKUM OIBITOM.
yMeThb
- aHAJIM3UPOBATh B3aUMOJCHCTBUE MEXAY KOMIAHMEW M KIMEHTaMH B TOYKax
CONIPUKOCHOBEHHS;

- ONHCHIBATh PA3JIMYHbIE THUIIBI COBMECTHOI'O CO3/IaHUS LIEHHOCTEH.
BJIAJIETh
- HaBBIKOM aHallM3a PoJieH B CeTIX 0OMEHa OMBITOM;
- HABBIKOM OIICHKHM BO3MOKHOCTEH KOMITAHHH 110 COBMECTHOMY CO3/IaHHIO IIEHHOCTEH.

Z[I/ICL[I/IHJ'II/IHa HallpaBJICHA HA pa3BUTHUC CIICAYIOIIUX KOMIIETEHIIUN U UX HHAUKATOPOB:

Kon DopmynupoBKa KOMIIETEHIIUU H/UIIK €€ UHIUKaTopa (OB)

KOMIICTCH

187044

IIK-2. Cnoco0eH opraHu30BbIBATH NPOLECC CO3TAHUA U NPOABHKEHUS
MPOAYKTOB

TIK-2-1. PazpabaTpiBaeT 1 KOHTPOIUPYET UCIIOTHEHHE OM3HEC-TINIaHA Ha MPOTSHXKEHUU

’KU3HEHHOT'0 IIUKJIA MPOYyKTa

[1K-2-2. Bri6upaet ontuManbHy0 OM3HEC-MOJIENb IS BBIBO/IA TTPOYKTa HAa PHIHOK

[1K-2-3. Opranuzyer npouecc NpoABUKEHUS IPOTYKTOB, B TOM YHUCJIE C IIOMOILBIO
MHCTPYMEHTOB U(POBOro MapKeTHHTa

IIK-7. Cnoco0eH NpoBOAMTH HCCIEI0BAHUSA /ISl BbIBECHHS HA PHIHOK
HHHOBAIIMOHHBIX MMPOAYKTOB

IK-7-1. DopMynupyeT LeH U 331a4H, COCTABIISAET IJIaH, BEIOWPAaeT METOIbI U
MHCTPYMEHTBI UCCIICIOBAHUS




TIK-7-2. Hccnenyer paznudHbie 0OBEKTHI 110 3a/IaHHON/BBIOPAHHOM METOUKE,
MIPEICTABIISIET PE3YbTAThl HCCIIEIOBAHUS

3. COOEPKAHUE U CTPYKTYPA JTUCIUIIVINHBI

TpynoemkocTs (4ac.) o BUAaM yU4eOHBIX 3aHITHI
HaszBanue Bcero
pasJiera/Tembl Hacos KonraktHas pabora Camocrosite
JbHas
Bcero Jlexuu CemuHapsbl pabora
TeMavl . MapkeruHr B 18 6 4 ) 12
HOBOM KYJIbTYpE OIBITA
Tema 2. Knuentckuit 18 6 ) 4 12
OTIBIT
Tema 3. Ymopasnenue
KJIMEHTCKUM OIBITOM 18 6 2 4 12
(CEM)
Tema 4. Bosneuenue
KIMEHTOB B TpoIIeCe | g 5 4 ) 12
COBMECTHOTO CO3JIaHUsI
[EHHOCTHU
Hroro 72 24 12 12 48

Tema 1. MapKeTHHI B HOBOH KYJbTYpe OIbITA

OKOHOMHKa OmbITa. BO3MOXKHOCTH B paMKax JKOHOMHUKM onblta. [Touemy mnepexuBaHus
uMeroT 3HadeHne? Tpa JuiMOHHBIN U 3MIIpUYECKU MapkeTHHT. KilroueBble XapaKTepuCTUKN
HMIHUPHUYECKOro MapkeTHHra. OT QyHKIUN M NpEeuMyIIEeCTB JI0 MOJIb30BAaTEILCKOrO OMBITA.
KoHnmenuuss [EHHOCTM KJIMEHTa: 53KOHOMMYECKAasT W MapKETUHIOBass TOYKH 3pEHUS.
[Ipennocslnky aas HOBOM KOHLENIMM LeHHOCTU. B3aumopeiictBue —KimeHT-komnaHus.
Tpanchopmanusa mpouecca coznaHusi IeHHOCTH. COBMECTHOE CO3/laHUE I[IEHHOCTH:
OIIpEEIICHUE, aHAJIN3 BOBJICUEHHBIX 3aMHTEPECOBAHHBIX CTOPOH. CpaBHUTENBHBIN aHaIU3
TPaJULIMOHHOW CUCTEMBI CO3/IaHNS IEHHOCTEN U CUCTEMBI COBMECTHOI'O CO3aHUs LICHHOCTEH.
OT TpaJUIIMOHHON CTpAaTErnu K COBMECTHOM TBopueckoil. Tpancdopmarus OuzHec - moaenei
B Pa3JIMYHBIX OTPACIAX SIKOHOMHUKHU.

Tema 2. KiimeHTCKHI1 ONIBIT

Uro Takoe CX? OmnbIT paboThl ¢ KJIMEHTaMHU: (U3NYECKHE M SMOIMOHAIbHBIE ACIEKTHI.
Koncrpykuus CX: KOrHUTHBHBIH, apEeKTUBHBINA, COLUANBHBIN U (GU3NUECKUN KOMITOHEHTHI.
[lcuxonoruss kmuentckoro ombiTa. [lupamupa Knmentckoro ombita. OmnbIT paboThl €
KJIMEHTaMH U ONbIT paboThl ¢ OpenaoMm: B ueMm pasHuua? Tumbl CX: ombIT paboThHl C
MIPOYKTaMH, OTIBIT MOKYIOK U OOCITyKHBaHUs, ONBIT oTpedienus. KonnenryanbHast MOieIb
co3nanug CX. OrciexnBaHnue B3auMOJIEHCTBUS C KIIMEHTAMH IO TOYKaM COIPUKOCHOBEHUS.
MeTtoapl Hccne1oBaHUS U SMIIMPUYECKHAE PE3YJIbTAThl OTCICKUBAHNS KIIMEHTCKOTO OIIBITA.



Mamepenne CX. AnanmuTuka KiaueHTCkoro omnbita. Aymautr CX. HWHIOekc KadecTBa
oOciryxuBanus KiMeHToB. Bimsiane CX Ha yA0BIETBOPEHHOCTH U JIOSUIBHOCTH KJIMEHTOB.
Tema 3. Ynpasiienne kineHTCKUM onbiToM (CEM)

Ot CRM 1o CEM. OcHOBHBIE NPUHIMIIBI YIIPABICHUS KIMEHTCKUM onblToM. Pamku CEM.
AHanM3 SMIIUpUYECKOro Mupa kireHTa. Co3aaHue IKCIepUMEHTAIbHOM T1aTdopmbl. Ju3aix
M0JIB30BaTEILCKOTO UHTEp(elica. YnpasneHue oomumM kieHTckuM onbitoM (TCE). Moaenu
TCE: crarnueckue u nunamudeckue. Opranuzannonusie TpedoBanus kK CEM. OnbIT paboThl
¢ corpyanukamu. [loctosHHoe coBepuieHcTBOoBaHue CX. PesynpraTsl ymyumenHoro CX.
Pa3pabotka cTpareruu ymnpaBieHUS KIUEHTCKUM OIBITOM JJIsi Pa3IU4HBIX OTpaciei.
OcHoBHble pe3ynbratel CEM: 510SIBHOCTh KJIIMEHTOB, yJEp)KaHuWE W nponarasja. BiusHue
CEM Ha s dexTuBHOCTD OM3HECA.

Tema 4. BoBJieyeHne KJINEHTOB B NPOLIECC COBMECTHOI0 CO3aHHUA LIEHHOCTH

Tunonaorus COBMECTHON TBOPYECKON EATEIHHOCTU: CEMUHAPBI IO COBMECTHOMY CO3/IaHUIO,
MaccoBasi KACTOMHU3ALMs, KpayACOPCUHT, OTKPBITbIE HHHOBALIMH, TI0JIb30BaTEIbCKU N KOHTEHT
(UGC). [Toaxo1 COBMECTHOTO CO3[IaHUS K MPOSKTUPOBAHUIO IIPOIIECCOB. ITAbl COBMECTHOTO
co3aHusi B mpolecce pa3pabotku HoBoro mpoaykra (NPD): or umen no mocrt-3amycka.
[lokazarenn u KJIIOYEBBIE TIOKa3aTeNd Yyclexa WHHOBAIMI/COBMECTHOIO TBOPYECTBA.
W3mepenne BIMSHUSA COBMECTHOTO CO3JaHHMS IEHHOCTH Ha 3((eKTuBHOCTH Ou3Heca:
JICHEe)KHBIE, COLIMANIbHBIE, YMOLIMOHAIBHBIE U KOMMYHHUKATUBHBIE 3 (DEKTHI.

Tunel B3aMOJIEWCTBHUS C KIMEHTaMH B BHUPTYaJIbHBIX KIHMEHTCKUX cpenax. llepexox ot
HACTPOMKU K MepcoHanu3anuu ombiTa. OT monHoro ympasieHus kadectBom (TQM) mo
ynpasiieHus: kauectBoM omnbiTa (EGM). Aynut onbita. CoBMECTHOE CO3aHME OXKHUAAHUN U
OTIbITA.

4. OLIEHOYHBIE CPEJACTBA M TIPUMEPHI 3AJJAHUN [OJs OILEHKH
PE3YJIBTATOB OCBOEHUA JNCHUIIJIMHBI
4.1 Texkymmii KOHTPOJIb

OrneHka 3a Kypce CKIaAbIBACTCS U3 CICAYIOIINUX BUAOB 3aJaHUI TEKYIIETO KOHTPOIIS, KaxX AbIi
13 KOTOPBIX UMEET BEC OOIIEH OIEHKE:

KoMnoneHnTsI IIpoueHT B 0011€H OLIEeHKE
Yyactre B JUCKYCCHSIX 30%
['pynnoBas uccienoBaTenbckas paborta 40%
[TpeseHTanust pe3ynbTaToB pabOThl TPYIIIEI 30%

Ha kypce ucnonb3yercs 10 GayuibHasi cucteMa OLICHMBAHUA. 3a KaXJA0€ 3a/JlaHhe CTYICHT
nosrydaeT oT 1 1o 10 GammoB. MToroBelit 0amn 3a Kaxablil BUJ 3aJaHUI PaCCUUTHIBAETCS KaK
cpemHee apuMETHUSCKOE BCEX MOIYICHHBIX 0a/UIOB 3a BCE 3aJjaHMs B paMKaxX OJHOTO BHA
(01, 02, O3). HeBsinonHeHHOE B CPOK 3a7aHue olleHHBaeTcs B ) 6aios.
O6mras onenka 3a kypc (O) paccUuThIBaeTCs Kak:

0 =01x0,3 + 02x0,4 + 03x0,3.

Ecau no pe3yJibTaTaM TCKYUICT'O KOHTPOJA CTYACHT IMOJYYHII MOJIOKHUTCIBHYO OLCHKY (He
HUXKE «y,ZIOBJ'IeTBOpI/ITeJ'IBHO»), OIICHKa 3a IMPOMEKYTOUHYIO AaTTCCTAlMIO BBICTABIACTCA
ABTOMAaTUYCCKU.

Yuacrue B JUCKYyCCUAX

YYnTBIBArOTCS TOJIHOTA APTYMCHTUPOBAHHBIX OTB€TOB Ha BONPOCBI C MNpHUMEpaMU U3
JIMTCPATYPhI, B TOM YUCJIC N3 PCKOMCHAOBAHHBIX HCTOYHUKOB, U U3 JIMYHOTO OIbITA; AKTUBHOC
ydacTue B OOCYXKICHHSX, YETKO C(OPMYIHPOBAHHBIE BOMPOCHI, IEMOHCTPUPYIOLINE 3HAHUE



Marepuajia U IPOACIAHHYIO CaMOCTOATCIIbHYIO pa60Ty; CBOCBPCMCHHOC U KOPPCKTHOC
BBIIIOJIHCHUC 3aI[aHHI>’I mpernoaaBaTeiiA.

I'pynnoBas ucciaenosBaresbckasi padora
I'pynnsl o 3-4 yenoBeka NPOBOJAT UCCIEAOBAHUE KIIMEHTCKOTO OIBITA.
HccnenoBanue NpoBOIUTCA MO CIEAYIOIEMY ILIAHY:

1. Onpenenenue mpooOIeMbl U 1IEICH UCCIIeTOBAHNUS.

1.1. OmnpeneneHue MOTPeOHOCTH B IPOBEICHUH JJAHHOTO UCCIICIOBAHUS.

1.2. Onpenenenue nmpoOaemMbl (KOMILIEKCA MPoOIeM).

1.3. ®opMynnpoBaHUE LENEN U TUIIOTES.

2. Pa3zpaboTka mutaHa uccieoBaHusl.

2.1. Omnpenenenue xapakrepa TpedyeMoil nH(pOpMAIUK U UCTOYHHKOB €€

MOJTy4EHHUSI.

2.2. OmnpeneneHue METOI0B cOOpa HEOOXOIUMBIX JaHHbIX.

2.3. Paspabotka opm miis cOopa JaHHBIX.

2.4. Pa3paboTka BEIOOPOYHOTO TUIaHA U OTIPE/ICTICHNE 00bEMa BHIOOPKH.

3. Peanuzanus miaHa uccie0BaHus.

3.1. COop naHHBIX.

3.2. AHanu3 JaHHBIX.

4. NHTeprpeTanus moTydeHHBIX PE3yIbTaTOB

OrneHuBarTCA

- o0mui pe3ynbTar pabOTHI TPYIIBL: PEIICHUE IMPEAIOKEHO B YCTAHOBJICHHBIE CPOKH,
MPHUHSIA y4acTHE BCE WICHBI TPYIIBI B COOTBETCTBUU CO CBOMMH POJISIMU, PE3YJIbTaThl
MIPEJICTABJICHBI B COOTBETCTBUH C 33/IaHHBIMH YCIIOBUSMHU.

- MHJIMBUTyalIbHBIA pe3yNbTaT: CTYIEHT AeHCTBOBAT B COOTBETCTBUU CO CBOEH POJIBIO, BKIIA]
B paboTy Tpymmbl CYIIECTBEHEH, CTYJIEHT IMOJHOCTHIO BIaJeeT MaTepuaioM, C KOTOPHIM
paboTayia Tpyrmia, BeIpakaeT TOTOBHOCTH JIOTIOJHHUTH/HCIIPABUTEL JIPYTHUX CTYICHTOB, YETKO
OTBEUYAET Ha BOMPOCHI MTPENoJaBaTels.

IIpe3enTanus pe3yJabTaToB padoThI FPYNIBI
[Ipe3enTanus OLEeHNUBAETCS MO CIEAYIOINUM apaMeTpaMm:
- TIOHMMAaHHE ONHUCBHIBAEMBIX ITPOLIECCOB U SABJICHUN;
- TOJHOTa MaTepuana, CBUAECTEIbCTBYIOMIAs 00 OCBOCHUH MPEIIIECTBYIOLIUX KYPCOB;
- I'PaMOTHOCTb MCIIOJIb30BaHMs TEPMUHOB, ONpeieeHul, (pakToB;
- JIOTUYHOCTH Au3aiiHa (CIIyKUT JUIsl Iepeavu COAepKaHus);
- WUIIOCTpaluM (000TramaT coiepikaHue);
- TOJHOTa OTBETOB Ha BOIIPOCHI APYTHX TPYMI U IPENoaaBaTers.

4.2 IIpomMe:xyTOYHASI ATTECTALUSA

CrynentaMm, HaOpaBIIMM JJOCTATOYHBIE JIJIsl YIOBIETBOPUTEIHHON OIIEHKH OalTbl 32 TEKYIIUH
KOHTPOJIb, OIIEHKA 3a JUCIIUIUIMHY BBICTABIISIETCS PABHOM OIIEHKE 3a TEKYIIU KOHTPOTh (CM.
m 4.1).

CryneHTaM, TOJYYUBIIMM HEYAOBJIETBOPUTEIBHYIO OILIEHKY IO pPE3yJbTaTaM TEKYILIEro
KOHTPOJIS,, HEOOXOJUMO TIO COTJIACOBAaHHUIO C IMPEMNoJaBaTeleM CAATh OJWH WM HECKOIBKO
KOMIIOHEHTOB TeKyliero KoHTpoJia. IIpemomaBatens BhpaBe NPEMIOKUATH CTYJICHTaM
BBIIIOJIHUTh 3a/IaHUE, HE TMOBTOPSIONIEE 3aJaHUE TEKYLIErO0 KOHTPOJIS, HO IPOBEPAIOLIEE
AQHAJIOTUYHBIC 3HAHUS, YMEHUS W HABBIKH.

4.3 Ilpumepsl 3agaHui



IIpumepHBbIe TEMBI AJI51 JUCKYCCHH

. UTo Takoe MapKEeTHUHT OIbITa?

. Tuner CX.

. HoBas noruka co3ganust HEHHOCTH.

. BausiHue coBMecTHOro co3aaHus IEeHHOCTH Ha 3¢ (eKTUBHOCTh On3Heca.
. Konuerus «PpIHOK Kak popym».

. MapKeTHHI B COLIMAIbHBIX CETAX.

. AyuT TOYEK CONPUKOCHOBEHHS.

. CymHOCTb yIpaBJICeHHsI KaYECTBOM OIIbITA.

9. AyauT ormbITa.

10. Dramel COBMECTHOI'O CO3/IaHMsl B ITpoliecce pa3pabOTKH HOBOI'O IMPOAYKTa U UX
XapaKTEPUCTUKH.

11. Opranu3zanoHHbIe IPOOJIEMBI B CO3JaHUU CETe OOMEHA OIBITOM.

03O\ LN kW~

5. YYEBHO-METOAUYECKOE U HWH®OPMALMWOHHOE OBECIIHEYEHHUE
AACHUITJINHBI
5.1 JIuteparypa

1. Oiinep, O. K. YmpapieHnue pe3ylbTaTUBHOCTbIO MAPKETHHTA : YYEOHUK U MPAKTUKYM IS
By30B / O. K. Oiinep. — 2-e usn., nepepad. u qor. — Mocksa : M3parensctBo KOpaiit, 2025.
2. MapkeTuHr ycayr : yaeOHHUK U ipakTukyM 1ist By30B / C. B. Kapriosa [u ap.] ; mox oGmieit
penakuueit C. B. Kaprnosoii, C. B. Mxurapsna. — Mocksa : U3narensctBo FOpaiit, 2025.

5.2 DuekTpoHHBIEe 00pa3oBaTeIbHbIE PecypChl
Martepuansl aucuumianHbl pasmerniensl B LMS: https://l.skolkovo.ru/login/index.php.

6. JMIEH3UMOHHOE U CBOBOJHO PACITPOCTPAHAEMOE ITPOI'PAMMHOE
OBECIIEYEHHUE

Omnepannonnas cucrtema Simple Linux, Opay3zep Yandex Opaysep, antuBupycHoe I1O
Calmantivirus.

CBoboaHo pacnipoctpansiemoe [10, B TOM uuciie 0Te4eCTBEHHOTO MPOU3BOACTBA!

Odoucnuberii naket Libre Office, Okular PDF Reader, 7-Zip Apxusarop, GIMP PenaktupoBanus
¢dororpaduii, Inkscape Bexkropnas rpaduka, Blender 3D rpaduxa, Kdenlive Buaeopenaxrop,
Audacity Aymuopenakrop, VLC Meaunamneep, Thunderbird Ilourossiii knuent, Flameshot
Cozpanue CKpUHIIOTOB.

7. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHUE JJUCHUIIVIMHBI

VYyeOHast ayautopus [ TPOBENEHUS 3aHATUH JIEKUMOHHOIO THIIA, OCHAIIECHHAs
MYJbTUMEIUHHBIM 000py/IOBaHHEM, Yy4eOHOH MeOenblo, JOCKOH MM CO CTeHaMHu C
MapKEPHBIM OKPHITHEM.

VYuebHas ayauTopusi JUId TPOBENCHHS 3aHATHH CEMHUHApCKOTO THIA, OCHAIICHHas
MyJIbTUMEIUIHBIM 000Opy/aOBaHUEM, Y4eOHOHl MeOenblo, JTOCKOM WM CO CTeHaMU C
MapKEPHBIM IOKPBITHEM.

Aynuropus (KOBOPKHHT) JJIi CaMOCTOSITEIbHOM PabOThI, OCHAIIeHHas y4eOHOIl mebernblo,
HOYTOyKaMH.

MarepuanbHO-TEXHUYECKOE 00eCIIeUeHUE ay IUTOPHI TIPEICTABICHO Ha O(PHUITMAITBHOM CalTe
https://bbask.ru/sveden/objects/.
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