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1. AHHOTAIUA JTUCIUITJIMHBI

JlaHHas TUCIUITIMHA TTOMOKET OTBETUTh HA BOMPOCHI, YTO BXOJMT B MOHATHE KIMEHTCKUN
ombIT (Customer experience), Kakue METPUKH CYIIECTBYIOT U KakK yHPaBIsATh KIUEHTCKUM
ONBITOM. YTPABJICHHE KIWEHTCKUM ONBITOM SBIIAETCS HCCIECIOBAHUEM IOBEACHUYECKUX
0COOEHHOCTEH MoTpeduTeneH, noapasyMeBaeT ray0oKoe 3HaHHE HE TOIBKO MapKETHHTa, HO U
IMOHUMaHUE MPUPObI UETOBEUECKON pEaKIIMK, BICYATICHUN U OLYIEHUMN.

[lenpto oOcCBOEHUS AMCHUIUIMHBI SBISETCS TNPUOOPETEHHE TEOPETHYEeCKUX 3HAHUUH U
MPAKTUYECKUX HAaBBIKOB, HEOOXOIUMBIX I 3 (HEKTUBHOTO U PE3YJIbTATUBHOTO YIIPABICHUS
ONBITOM KJIMEHTOB, a TAKX€ Uil OpPraHU3allMd W YIpPaBJIEHUs MPOLIECCAaMU COBMECTHOIO
CO3JIaHUs IICHHOCTH.

2. ITAHUPYEMBIE PE3YJIBTATbI OCBOEHUA JUCIHUIIJINHBI
B cnyuae ycnemHoro ocBoeHust Kypca o0ydaromiuecs OyayT:
3HATh
- OCHOBHBIC KOHICIIITNY 3KOHOMUKH OIIbITa 1 SMIIMPHUICCKOTI'O MApPKETHUHT A,
- OCHOBHbBIC U3MCHCHHUS B MOBEJCHUU KJIMCHTOB M POJib, KOTOPYIO KJIHECHTBHI UTPAIOT B
COBMECTHOM CO3JIaHWH IIEHHOCTEMN;
- HW3MEHEHHs B MPABWIX CO3JaHUS CTOUMOCTH M ONPEACIUTh OCHOBHBIC TCHIICHIIWH,
BIIMSAOIIIMEC HA BSaHMOﬂeﬁCTBHe KJINCHTA U KOMIIaHWU,
- OCHOBHbBIC TIPUHIIMITBI YIIPABICHUS KIIMEHTCKUM OTIBITOM.
yMeThb
- AHAJIU3UPOBATH B3aPIMOIICI>'ICTBHe MCKOY KOMIAHUEH ¥ KIHNECHTAaMH B TOYKax
COITPUKOCHOBEHHUS;



- OIIMCBIBATh pa3JIMYHBIC TUIIBI COBMCCTHOI'O CO3JaHUA HCHHOCTCﬁ.
BJIAJ1€Th
- HaBBIKOM aHaJIn3a pOJ'ICﬁ B CETAX 0OMeHa OIIBITOM,
- HaBBIKOM OIICHKH BO3MOXKHOCTEH KOMIIAaHUH 110 COBMCCTHOMY CO3JaHUIO LICHHOCTEH.

Z[I/ICI_[I/IHJ'II/IHa HalpaBJICHa Ha pa3BUTHUE CICAYIONINX KOMIICTEHIIMN U UX HHIUKATOPOB:

Kon DopMynHpOBKa KOMIIETEHIIMH /WK €€ HHAUKATopa (OB)

KOMIIETE

HI[AU

T1K-4. Cnoco0eH opraHu3oBbIBATH MPOLECC CO3MAHUS U MPOABHKEHUS
NMPOJAYKTOB

[1K-4-1. | Pa3zpaGaTbIBaeT U KOHTPOJIHUPYET HCIIOJHEHHE OM3HEC-TIaHA HA TIPOTHKECHUN
KU3HEHHOTO LIMKJIa TPOAYKTa

[1K-4-2. | BeiOupaet onTuManbHy0 OM3HEC-MOJIENb IJIs1 BRIBOJA MPOAYKTA HA PHIHOK

[IK-4-3. | OpranusyeT npouecc NpoABUKEHHUS POAYKTOB, B TOM YHCIIE C TOMOILIBIO
MHCTPYMEHTOB IIU(PPOBOTO MapKETHHTA

3. COIEPKAHUE U CTPYKTYPA JUCIUIIVINHBI

TpyaoeMKoCTh (4ac.) 1o BUIaM yUeOHBIX 3aHITHIA
HaszBanue Bcero
pasziera/Tembl Hacos KonrakTHas pabora Camocrosite
JIbHas
Bcero Jlexuu CemuHapsl pabora
TeMavl . MapkeruHr B 18 6 4 ) 12
HOBOH KyJbTYpE OIbITa
Tema 2. Knuentckuit 18 6 ) 4 12
OTIBIT
Tema 3. Ympasnenue
KJIAEHTCKUM OTIBITOM 18 6 2 4 14
(CEM)
Tema 4. Bosieuenue
KIMEHTOB B TIpolecc | ¢ 6 4 ) 14
COBMECTHOTO CO3/IaHHsI
LIEHHOCTHU
Hroro 90 24 12 12 66

Tema 1. MapkeTHHI B HOBOH KYJbTYpe OIbITA
DKOHOMHKA ONbITa. BO3MOXHOCTH B paMKax SKOHOMHUKM ormbiTa. [loueMy mnepexuBaHus
UMEIOT 3HaYeHue? TpaJulluOHHbIA U AMIIUPUYECKU MapKeTHUHT. KiTtoueBbIe XapaKTEPUCTUKHU



SMIUPUYECKOTO MapkeTHHra. OT QyHKUIMHA U TPEeuMyIIEeCTB IO MOJIb30BATEIbCKOTO OIBITA.
KoHuenmuss 1EeHHOCTH KIMEHTa: HSKOHOMHYECKass W MAapKETUHIOBas TOYKU 3pEHUS.
[Ipennocbuiku 111 HOBOM KOHIIENIIMK LIEHHOCTH. B3ammoneiictBue —KineHT-koMnaHus.
Tpancdopmanusi mpouecca co3naHusi neHHOCcTH. CoOBMECTHOE CO3JaHHE IEHHOCTH:
olpeziefieHUe, aHaJIU3 BOBJICUEHHBIX 3aMHTEPECOBAHHBIX CTOPOH. CpaBHUTENbHBIN aHaIU3
TPaJIULMOHHON CUCTEMBI CO3/1aHNUs LIEHHOCTEN U CUCTEMbI COBMECTHOI'O CO3/IaHUS LIEHHOCTEM.
OT TpaIuIIMOHHOM CTpaTEeruu K COBMECTHOM TBopueckoi. Tpanchopmarus 6usznHec - moaenei
B Pa3JIMUHBIX OTPACIIAX 3KOHOMUKHU.

Tema 2. KiimeHTCKHI ONBIT

Yro takoe CX? OnbIT paboThl C KIMEHTaMHU: (U3UYECKUE M SMOIUOHAIBHBIC ACIIEKTBHI.
Koncrpyknust CX: KOTHUTUBHBIN, aQ(hEeKTHUBHBIN, COLMAIBHBIA U (PU3UYECKUH KOMIIOHCHTHI.
[Icuxonmorust kimeHTckoro onbitTa. [lupammpaa Kimentckoro ombita. OneiT paboTel ¢
KJIMEHTaMH U ONBIT paboThl ¢ OpenHgom: B ueM paszHuna? Tumsl CX: ombIT paboThl ¢
MIPOAYKTaMH, OIIBIT TIOKYTIOK M 00CITy)KMBaHUs, ONBIT oTpebienus. KonnenryansHas MOJIENb
co3nanug CX. OTciexuBaHyue B3auMOJICUCTBUS C KIIMEHTAMH IO TOYKaM COIMPUKOCHOBEHUSI.
MeTtopl nccie10BaHUS U SMIIMPUUECKHUE PE3YJIbTaThl OTCICKUBAHUSI KIMEHTCKOI'O OIIbITA.
N3mepenne CX. Ananmutuka KiaveHTckoro onbita. Ayaut CX. HWHaekc kadecTBa
oOciryxuBanus KiMeHToB. Bimsiane CX Ha yA0BIETBOPEHHOCTH M JIOSUTBHOCTD KIIMEHTOB.
Tema 3. Ynpasienue kiaueHTckuM onbitom (CEM)

Ot CRM 5o CEM. OcHOBHBIE NPUHIMIBI YIIPABICHUS KIMEHTCKUM onblToM. Pamku CEM.
AHanu3 sMnupuuecKkoro Mupa kiauenta. Co3zganue sKCriepuMeHTaIbHoM miardopmsl. J(uzaiin
0JIB30BaTEILCKOTO HHTEp(elica. YnpasiueHue oommM kimmeHTckuM onbitoM (TCE). Monenu
TCE: cratnueckue u nunamudeckue. Opranuzanuonnsie TpeboBanus Kk CEM. OnbIT paboThl
¢ cotpyanukamu. [loctosnHoe coBepuieHcTBoBaHue CX. PesynpraTsl ymyumenHoro CX.
Pa3pabotka cTpareruu ymnpaBlIeHHS KIWEHTCKUM OIBITOM JJIsi Pa3IUYHBIX OTpaClei.
OcHoBHble pe3ynbTraTel CEM: N0sSIBHOCTh KJIIMEHTOB, yJep)KaHuWe M Iponarasja. BrousHue
CEM Ha 3¢ dexTuBHOCTS OHU3HECA.

Tema 4. BoBJieueHue KJINEHTOB B NPOLECC COBMECTHOIO CO3aHUS LIEHHOCTH

Tunonorus COBMECTHON TBOPYECKON IEATEIBHOCTU: CEMUHAPBI 10 COBMECTHOMY CO3/IaHUIO,
MaccoBasi KaCTOMHU3AIIMs, KpayACOPCUHT, OTKPBITbIe HHHOBALIMH, TI0JIb30BaTEIbCKU I KOHTEHT
(UGC). [Tonxo/ cOBMECTHOTO CO3/IaHUSI K TPOSKTUPOBAHUIO MPOLIECCOB. DTalbl COBMECTHOTO
co3faHusi B mporecce pa3paboTku HoBoro mpoaykra (NPD): or mmen mo mocrt-3amycka.
[lokazatenn W KIJIIOYEBBIE [OKAa3aTeNM yclexa HWHHOBAIMI/COBMECTHOTO TBOPYECTBA.
N3mepenune BIMSHUS COBMECTHOTO CO3JIaHUSI IIEHHOCTH Ha dS(P¢eKTHBHOCTH Ou3Heca:
JICHEeKHBIE, COIIMANIbHBIE, YMOIIMOHAIBHBIE © KOMMYHUKATUBHBIE 3 (DEKTHI.

Tunsl B3aMMOJEHCTBUS C KIMEHTaMHU B BHUPTYaJIbHBIX KIMEHTCKUX cpenax. Ilepexon ot
HACTPOWKM K MepcoHanm3anuu ombiTa. OT monHoro ympapieHus kadectBom (TQM) mo
ynpasiieHusi kauectBoM omnbiTa (EGM). Aynut onbita. CoBMECTHOE CO3JaHHME OXKHUAAHUN U
OTIBITA.

4. OLIEHOYHBIE CPEJACTBA M TIPUMEPHI 3AJJAHUN [Js OIEHKH
PE3YJIBTATOB OCBOEHUA INCHUIIJINHBI
4.1 Texkymuii KOHTPOJIb

OreHka 3a Kypce CKIAABIBACTCS U3 CICAYIOIMINUX BUIOB 3aJaHUI TEKYIIETO KOHTPOIIS, KaxXIbIi
13 KOTOPBIX UMEET BEC OOIIEH OICHKE:

KoMnoneHnTsI IIpoueHT B 0011€H OLIeHKe
VYyacTtue B JUCKYCCHSIX 30%
['pymnmoBas ucciemoBaTenbckas pabora 40%
[TpeseHTanus pe3ynbTaToB pabOThl TPYIIIEI 30%




Ecnu o pe3ynbraraM TEKyIero KOHTPOJIsl 00YYArOIIHACS MOTYYUI MTOJI0KHUTEIBHYIO OLICHKY
(HE HIDKE «YIIOBJIETBOPUTEIIHLHO»), OIICHKA 3a MPOMEKYTOUYHYIO aTTECTAIlUI0 BBICTABIIACTCS
ABTOMATHUYCCKU.

Y4yacTue B IMCKYCCHSIX

YLII/ITI)IBaIOTCSI II0OJIHOTA aprMeHTI/IpOBaHHLIX OTBCTOB Ha BOHpOCBI C HpI/IMepaMI/I n3
JUTEPATYPHI, B TOM YHCIIC U3 PEKOMEHIOBAaHHBIX HICTOYHUKOB, U M3 JINYHOTO OIBITAa; aKTUBHOE
ydacTue B OOCYKIEHMSX, YETKO C(hOPMYJIMPOBAHHBIE BONPOCHI, IEMOHCTPUPYIOLINE 3HAHUE
MaTepuajia M IPOJICTAaHHYI0 CaMOCTOATEIbHYI0 pPabOTy; CBOEBPEMEHHOE M KOPPEKTHOE
BBITIOJIHCHUC 3aILaHI/Iﬁ npenoaaBaTensI.

I'pynnoBas uccienosBarejbckasi padora
I'pynnsl o 3-4 yenoBeka NPOBOJAT UCCIEAOBAHNE KIIMEHTCKOTO OIBITA.
HccnenoBanue mpoBOIUTCS MO CIEAYIOLIEMY IUIAHY:

1. Onpenenenue mpooOIeMbl U IISJICH UCCIISOBAHUS.

1.1. Onpenenenue nOTpeOHOCTH B IPOBEICHUH TJAHHOTO UCCIICIOBAHMS.

1.2. Onpenenenue nmpoOieMsl (KOMILIEKCa MPOOIEM).

1.3. ®opmynupoBaHue LEIeH U TUIIOTES.

2. Pa3paboTka miuaHa ucciae10BaHusl.

2.1. OmpenencHue xapakTepa TpeOyeMoi HHPOPMAITUN U HCTOYHUKOB €€

MOJTy4EHHUSI.

2.2. Onpenenenre METOA0B cOOpa HEOOXOIUMBIX TAHHBIX.

2.3. Paspabotka opm miis cOopa JaHHBIX.

2.4. Pa3paboTka BRIOOPOYHOTO IUIaHA M ONPE/IEICHHE 00bEMa BEIOOPKH.

3. Peanuzanus miuaHa vccie 0BaHus.

3.1. C6op naHHBIX.

3.2. Ananu3 JaHHBIX.

4. NnTepnpeTalius MOJIyYeHHBIX PE3yIbTaTOB

OrneHuBaroTcs

- 0o0mmit pe3ynbTaT pabOTHI TPYIIBL: PEIIEHHE MPEATOKEHO B YCTAaHOBJICHHBIE CPOKH,
MPUHSUIA yYacTHE BCE WICHBI T'PYIIBI B COOTBETCTBUU CO CBOMMH POJISIMH, PE3YJIbTaThI
MIPEJICTaBJICHBI B COOTBETCTBUU C 33/IaHHBIMH YCIOBUSMHU.

- MHJIMBUTyJTbHBIA PE3yJIbTAT: CTYICHT JCHCTBOBAI B COOTBETCTBUHU CO CBOCH POJIBIO, BKIIA]
B paboTy Tpymmbl CYIIECTBEHEH, CTYJIEHT IMOJHOCTHIO BIaJeeT MaTepuaioM, C KOTOPHIM
paboTayia Tpyrmia, BeIpakaeT TOTOBHOCTH JIOTIOJHHUTH/HCIIPABUTEL JIPYTHUX CTYICHTOB, YETKO
OTBEYAET Ha BOMPOCHI MTPENoJaBaTes.

IIpe3enTanus pe3yJbTaTOB PadoThI IPYNIIbI
[Ipe3enTanus oneHUBaeTCs MO CIEAYIOMUM apaMeTpaMm:
- TIOHUMaHHUE OMHUCHIBAEMBIX MPOLIECCOB U ABJICHMUIA;
- TOJHOTa MaTepuana, CBUACTEIbCTBYIOMIAs 00 OCBOCHUU MPEIIIECTBYIOIIUX KYPCOB;
- IPaMOTHOCTH MCIIOJIb30BaHMs TEPMUHOB, OTIpe/ieeHu, (pakToB;
- JIOTUYHOCTH Au3aiiHa (CIIyKHUT JUIsl Iepeavul COAepKaHus);
- WUTIOCTpaIuu (000TramaioT coiepikaHue);
- TOJHOTa OTBETOB Ha BOIIPOCHI APYTHX TPYMII U IPENoaaBaTers.

4.2 IIpomMe:xyTOUHASI ATTECTALUSA
OOygarommmMcs, HaOpaBIIMM JOCTATOYHBIC AJIs YIOBJIETBOPUTEIHHOW OIEHKH Oaluibl 3a
TEKYIIUA KOHTPOJIb, OLEHKA 3a JHWCLUMIUIMHY BBICTaBJISETCS PABHOM OLIEHKE 33 TEKYILIUH



KOHTpOoJIb (CM. 1. 4.1).

OOyyarommMcs, TIOTYYUBIIUM HEYJAOBICTBOPUTEIILHYIO OLIEHKY IO pEe3yJIbTaTaM TEKYIIETO
KOHTPOJISl, HEOOXOIMMO TIO COTJIACOBAHHIO C IPETojaBaTeieM CIaTh OJWH WM HECKOJIBKO
KOMITOHCHTOB TEKyIIero KoHTpois. [IpemopaBarens BIpaBe MPEUIOKHUTH O0ydarOmAMCS
BBITOJIHUTh 33JIaHUE, HE TOBTOPSIONICE 3aJaHWe TEKYIIero KOHTPOJIA, HO MpPOBEpsIoIIce
AQHAJIOTUYHBIC 3HAHUS, YMCHUS U HABBIKU.

4.3 Ilpumepsnl 3a1aHu i

IIpumepHBbIe TEMBI A/ JUCKYCCHH

. UTo Takoe MapKEeTHUHT OIbITa?

. Tuner CX.

. HoBas noruka co3ganust EHHOCTH.

. BausiHue coBMecTHOro co3aaHus IEeHHOCTH Ha 3((eKTUBHOCTh On3Heca.
. Konnenmus «PeiHOK Kak popym».

. MapKeTHHI B COLIMAIbHBIX CETAX.

. AyuT TOYEK CONPUKOCHOBEHHUS.

. CymHOCTB yIpaBJIeHHsI KAYECTBOM OIIbITA.

9. AyauT ormbITa.

10. DTanbl COBMECTHOI'O CO3JJaHUs B IIpoliecce pa3pabOoTKU HOBOT'O MPOIYKTa U UX
XapaKTEPUCTUKH.

11. Opranu3zanoHHbIe IPOOIEMBbI B CO3JaHUU CETe 0OMEHA OIBITOM.

03N LN kW~

5. YYEBHO-METOIHMYECKOE MW HWH®OPMALMNOHHOE OBECIIEYEHHME
JNCHUITVINHBI
5.1 JIutepartypa

1. Oitnep, O. K. Vnpasnenue pe3ylnbTaTUBHOCTbIO MApKETHHIA ;| YUEOHUK U MPAKTUKYM JUIs
By30B / O. K. Oitnep. — 2-e u3z., nepepad. u qomn. — Mocksa : U3narensctBo FOpaiit, 2025.
2. MapKeTuHT yciyr : yueOHMK M IpakTukyM i1t By30B / C. B. Kapnosa [u ap.] ; mox oGmieit
penakuueit C. B. Kaprnosoii, C. B. Mxurapsna. — Mocksa : U3narensctBo FOpaiit, 2025.

5.2 DaekTpoHHBIE 00pa30BaTeIbHbIE PECYPCHI
Martepuansl aucuumianHbl pasmeniensl B LMS: https://l.skolkovo.ru/login/index.php.

6. JMIEH3UMOHHOE U CBOBOJIHO PACITPOCTPAHAEMOE ITPOI'PAMMHOE
OBECIIEYEHHUE

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

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

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

7. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHUE JUCHUITVINHBI

VYuebHas ayauTopus JUISI TPOBENCHMS 3aHATUH JIGKLMOHHOTO THIA, OCHAIICHHAs
MyJIbTUMEIUIHBIM 00Opy/aOBaHUEM, Y4eOHOHl MeOenblo, JTOCKOM WM CO CTeHaMU C
MapKEPHBIM MOKPBITHEM.


https://l.skolkovo.ru/login/index.php

YyeOHast ayauTopusi [UIsl TPOBENEHUS 3aHATHI CEMHUHApPCKOro THMA, OCHAIIECHHAs
MYJIbTUMEIUHHBIM 000pyIOBaHHEM, Yy4eOHOH MeOenblo, JOCKOH WM CO CTCHaMH C
MapKEPHBIM MOKPBITHEM.

Aynautopusi (KOBOPKHHT) IS CAMOCTOSTEIbHONW pabOThl, OCHAICHHAs y4yeOHOH Mebenbio,
HOYTOYKaMH.

MarepuanbHO-TEXHHUECKOE 00eCTIeYeHHNE ayUTOPUI TIPEACTABICHO HA OQUIIMATIBHOM caiiTe
https://bbask.ru/sveden/objects/.
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