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1. AHHOTALMS TUCLUATIINHEBI

JlaHHas TUCHMIUTMHA MTOMOXKET OTBETHTH HA BOIPOCHI, YTO BXOAUT B MOHSTHE KIMEHTCKHMA
ombiT (Customer experience), Kakue METPHUKH CYIIECTBYIOT M KaK YHPAaBIATh KIMEHTCKUM
OIBITOM. YTIpaBlICHHE KIMUEHTCKHUM OIBITOM SIBJISIETCS WCCIEIOBAHUEM ITOBEICHUECKHX
oco0eHHOCTeH oTpeduTenei, MoIpa3yMeBaeT riy0oKoe 3HaHHE HE TOJIbKO MAPKETHHTa, HO U
MIOHMMaHHE MPUPO/Ibl YETOBEUECKOM peakiuy, BIeYaTIeHHH U OLyIIeHu .

Llenpt0o OCBOSHHS JUCHUIUIMHBI SIBISIETCS TPHOOPETEHHE TEOPETUYECKUX 3HAHUN U
MPAKTUYECKUX HABBIKOB, HEOOXOAUMBIX ISl 3((PEKTUBHOIO U PE3YJIbTATUBHOIO YIPABICHUS
OTBITOM KIMEHTOB, a TaKXKe Ui OpPTaHU3allMi W YIPaBJICHUS TPOIECCAaMH COBMECTHOTO
CO3JIaHMsI LIEHHOCTH.

2. IJIAHUPYEMBIE PE3YJIbTATHBI OCBOEHUSA JUCHUIIJIMHbI
B ciydae ycnenHoro ocBoeHus Kypca CTyAeHThI Oy ayT:

3HATh
- OCHOBHbIE KOHIENIIMH SKOHOMMKH OIBITA U IMIMPUIECKOTO MAPKETUHTA;
- OCHOBHBIE U3MEHEHUs B NOBEJACHUM KIMEHTOB U POJIb, KOTOPYIO KJIMEHTHI UTPAIOT B
COBMECTHOM CO3/IaHUU LICHHOCTEH;
- W3MEHEHHsS B MPAaBWIX CO3/IaHUS CTOMMOCTH M OIpPENEIUTh OCHOBHBbIE TEHACHIIWU,
BIIMSIIOIIME HAa B3aUMOJICHICTBHE KIMEHTA U KOMIIaHUY;
- OCHOBHbBIE IPUHLIUIIBI YIPABIEHUS KJIMEHTCKUM OIBITOM.
yMeTb
- aHaTM3UpOBaTh B3aMMOJEWCTBHE MEXAY KOMIIaHMEH M KIMEHTaMH B TOYKax
COIIPUKOCHOBEHHSI;

- OMHCHIBATh PA3IMYHBIE THUIBI COBMECTHOTO CO3/IaHUS IIEHHOCTEH.
BJIAJIETh
- HaABBIKOM aHaJM3a POJICH B CETSIX 0OMEHA OIBITOM;
- HABBIKOM OII€HKHM BO3MOKHOCTEW KOMITAHUH 110 COBMECTHOMY CO3/IaHHIO IIEHHOCTEH.

HHCHI/IHJ’IHH& HaITpaBJICHA Ha Pa3BUTHUC CIICAYIOIIUX KOMHGTGHHI/Iﬁ H UX UHOAUKATOPOB:



Kon ®opmyIupoBKa KOMIIETEHIIMU W/WIIK €€ UHUKaTopa (OB)

KOMIIETeH

005051

IIK-2. Cnoco0eH opraHu30BbIBATH MPOLECC CO3TAHUSA U NPOABHKEHUS
NPOAYKTOB

[K-2-1. Pa3zpabarbiBaeT U KOHTPOJIUPYET UCIIOTHEHUE OM3HEC-TIIaHa Ha TPOTSHKEHUN
JKU3HEHHOTO IUKJIA POIYKTa

[1K-2-2. BriOupaeT ontuManbHy0 OM3HEC-MOIENb JIJIs BBIBOJIA MPOAYKTAa Ha PHIHOK

[1K-2-3. Opranusyer npoiecc NpOABUKEHUS TPOTYKTOB, B TOM YHUCJIE C IIOMOILBIO
WHCTPYMEHTOB U(POBOr0 MapKETHHTa

IIK-7. Cnoco0eH NpoBOAUTH UCCAEI0BAHNS 1JIS BbIBEEHUS HA PHIHOK
HHHOBAIMOHHBIX MPOAYKTOB

[IK-7-1. DopmynupyeT 1eNd U 3aa4, COCTABIISIET IIJIaH, BHIOMPAET METOABI U
WHCTPYMEHTHI UCCIIEAOBAHUS

[1K-7-2. Hccnenyer pa3nuuHbie 00BEKTHI 110 3aJaHHON/BHIOPAHHOM METOJIHUKE,
MIPEACTABIISIET PE3YbTAThI HCCIICIOBAHUS

3. COJEP KAHHUE U CTPYKTYPA JTUCIUIIVINHBI

TpynoeMKocTb (4ac.) Mo BUJaM y4eOHbIX 3aHATHH

Haszpanue Bcero
pasziena/TeMbl 1acos KonTakTHas pabora CamocrosiTe
JbHAS

Bcero Jlexuun CeMuHapsl pabora

TeMavl . MapkeTuHr B 18 6 4 o) 12

HOBOH KyJbTYpE OINbITa

Tema 2. KnuenTckuit 18 6 b 4 12

OTIBIT

Tema 3. Ynopasnenue

KJIAEHTCKUM OTIBITOM 18 6 2 4 12

(CEM)

Tema 4. Bosieuenue

KITMEHTOB B TIpOTIeCC | g 6 4 o) 12

COBMECTHOTO CO3JIaHHS

LIEHHOCTH

Htoro 72 24 12 12 48

Tema 1. MapkeTHHI B HOBOM KYJbTYype ONbITA




OKOHOMHMKA OmbITa. BO3MOXXHOCTH B paMKax 3KOHOMHUKM ormbiTa. lloueMy nepexuBaHus
UMEIoT 3HadeHue? TpaauiMOHHBIN U 3MIIMPUYECKUI MapkeTHHT. KilroueBble XapakTepuCTUKU
SMIUPUYECKOTO MapkeTHHra. OT (QyHKUMH ¥ TPEeuMyIIEeCTB IO MOJIb30BATEIbCKOTO OIBITA.
KoHuenmuss 1EHHOCTH KIMEHTA: SKOHOMMYECKas M MAapKETUHIOBas TOYKU 3pPEHUS.
[Ipennocbuiku 111 HOBOM KOHIIENIIMK LIEHHOCTH. B3ammoneiictBue —KineHT-koMnaHus.
Tpancdopmanust mnpouecca co3naHust neHHOcTH. CoOBMECTHOE CO3JaHHe IICHHOCTH:
ONpeJIeJICHUE, aHAJIU3 BOBJICYEHHBIX 3aWHTEPECOBAHHBIX CTOPOH. CpaBHUTENIbHBIN aHAIN3
TPaJIULUOHHON CUCTEMBI CO3/1aHNUs LIECHHOCTEN U CUCTEMbI COBMECTHOI'O CO3/IaHUS LIEHHOCTEM.
OT TpaIuIIMOHHOM CTpaTEeruu K COBMECTHOM TBopuecKoi. Tpanchopmarus 6usHec - moaenei
B Pa3JIMUHBIX OTPACIIAX 3KOHOMUKHU.

Tema 2. KiimeHTCKHUI ONBIT

UYro takoe CX? OnbIT paboThl C KIUCHTAaMHU: (PU3MUECKUE M HMOIMOHAIBHBIC ACIIEKTHI.
Koncrpykuus CX: KOTHUTUBHBIN, aQEKTUBHBIN, COIUANBHBIN U PU3NIECKIIT KOMIIOHEHTHI.
[lcuxomorust kimeHTckoro onbitTa. [lupammpaa Kmmentckoro ombita. OmeIT paboTH ¢
KJIMEHTaMH U ONBIT paboThl ¢ OpengoM: B yem pasnHuna? Tumbl CX: ombIT paboThl ¢
MIPOYKTaMH, OIIBIT TIOKYTIOK M 00CITy)KMBaHus, ONBIT oTpedienus. KonnenryansHas MOJIENb
co3ganusi CX. OTciexxuBaHue B3aUMOJACICTBUA C KIMEHTaMH 110 TOYKaM COIPUKOCHOBEHHMSI.
MeTtop! nccie10BaHUS U SMIIMPUUECKUE PE3YJIbTaThl OTCICKUBAHUS KIIMEHTCKOT'O OIbITA.
N3mepenne CX. Amnanutuka KiaveHTcKkoro omnbita. Ayaut CX. HWHzoekc kadecTBa
oOciryxuBanus KiMeHToB. Bimsiane CX Ha yA0BIETBOPEHHOCTH U JIOSUTBHOCTD KIIMEHTOB.
Tema 3. Ynpasienue kiaueHTckuM onbitom (CEM)

Ot CRM 5o CEM. OcHOBHBbIE NPUHIMIBI YIIPABICHUS KIMEHTCKUM onblToM. Pamku CEM.
AHanu3 sMIupuuecKkoro Mupa kianenta. Co3znanue sKCriepuMeHTaIbHoM miardopmsl. J(uzaiin
0JIB30BaTEILCKOTO HHTEp(elica. YrnpasiueHue oommmM kimmeHTckuM onbitoM (TCE). Monenu
TCE: cratnueckue u nuHamuueckue. Opranuzanuonsslie TpeboBanus kK CEM. OnbIT paboTsl
¢ cotpyanukamu. [loctosnHoe coBepuieHcTBOoBaHue CX. PesynpraTsl ymyumenHoro CX.
Pa3paboTka cTpareruu ymnpaBlIeHHS KIUEHTCKUM OIBITOM JJisi Pa3IUYHBIX OTpaCiei.
OcHoBHble pe3ynbraTel CEM: N0sSIBHOCTh KJIIMEHTOB, yJEp)KaHWe M Iponarasja. BrousHue
CEM Ha 3¢ dexTuBHOCTH OHU3HECA.

Tema 4. BoBJieueHue KJIMEHTOB B NPOLECC COBMECTHOIO CO31aHUS LIEHHOCTH

Tunonorus cOBMECTHON TBOPYECKON IEATEIBHOCTU: CEMHUHAPBI 110 COBMECTHOMY CO3IaHUIO,
MaccoBasi KaCTOMHU3AIMs, KpayACOPCUHT, OTKPBITbIE HHHOBALIMH, TI0JIb30BaTEIbCKU I KOHTEHT
(UGC). [Tonxo/ cOBMECTHOTO CO3/IaHUS K TPOSKTUPOBAHUIO MPOLIECCOB. DTalbl COBMECTHOTO
co3aHusi B mporecce pa3paboTku HoBoro mpoaykra (NPD): ot mmen mo mocrt-3amycka.
[lokazatenn W KIJIIOYEBBIE [OKAa3aTeNH yclexa HWHHOBAIMI/COBMECTHOTO TBOPYECTBA.
N3mepenune BIMSHUS COBMECTHOTO CO3JIaHUSI ILIEHHOCTH Ha dS(P¢eKTHBHOCTH Ou3Heca:
JICHEXHbIE, COLIUAIbHBIE, SMOIIMOHAIbHBIE 1 KOMMYHHUKATUBHBIE 3(P(PEKTHI.

Tunsl B3aMMOJEHCTBUS C KIMEHTaMHU B BHUPTYaJIbHBIX KIMEHTCKUX cpenax. Ilepexon ot
HAaCTPOWKM K MepcoHaimM3anuu onbiTa. OT momHoro ympaeieHus kadectBoM (TQM) no
ynpasiieHusi kauectBoM omnbiTa (EGM). Aynut onbita. CoBMECTHOE CO3JaHHME OXHUAAHUN U
OTIbITA.

4. OLIEHOYHBIE CPEJACTBA M TIPUMEPHI 3AJJAHUN [OJ5 OIEHKH
PE3YJIBTATOB OCBOEHUA INCHUIIJIMHBI
4.1 Texkymuii KOHTPOJIb

OrneHka 3a Kypce CKIaABIBACTCS U3 CICAYIOIMINUX BUIOB 3aJaHUI TEKYIIETO KOHTPOIIsS, KX IbIi
13 KOTOPBIX UMEET BEC OOIIEH OIEeHKE:

KoMnoneHTBI IIpoueHT B 00111€H OLIeHKE




VYyacTue B JUCKyCCHUSX 30%
['pymnimoBas uccienoBaTenbcKas pabora 40%
[TpeseHTanus pe3ynbTaToB pabOThI IPYIIIBI 30%

Ecnu mo pesynpraTtam TEKyLIEro KOHTPOJS CTYICHT MOJIYYHII MOJIOKHUTEIbHYIO OLIEHKY (He
HIDKE «YJIOBJIETBOPUTEIILHO»), OIEHKA 3a IPOMEXKYTOUHYIO aTTECTAllMI0 BBICTABIISICTCS
ABTOMATHUYECKHU.

YuyacTne 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
MaTepyaia M IPOJICTAaHHYI0 CaMOCTOATEIbHYI0 pPabOTy; CBOEBPEMEHHOE M KOPPEKTHOE
BBIIIOJTHCHUC SaI[aHI/Iﬁ HpGHOIIaBaTCHH.

I'pynnoBas ucciaegoBarenbckasi padora
I'pynnsl o 3-4 yenoBeka NPOBOJAT UCCIIEAOBAHNE KIIMEHTCKOTO OMBITA.
HccnenoBanue mpoBOIUTCS MO CIEAYIOLIEMY IUIAHY:

1. Onpenenenue mpooOIeMbl U IISJICH UCCIISOBAHUS.

1.1. Onpenenenue nOTpeOHOCTH B IPOBEICHUH TJAHHOTO UCCIICIOBAHMS.

1.2. Onpenenenue mpoOieMsl (KOMILIEKCa MPOOIEM).

1.3. ®opMmynupoBaHUE LEJIEN U TUIIOTES.

2. Pa3paboTka minaHa ucciae10BaHusl.

2.1. Omnpenenenne xapakrepa TpeOyeMoil nH(pOpMAIIMKA U HCTOYHUKOB €€

MOJTyYEeHHUS.

2.2. OmpeneneHne METOI0B cOOpa HEOOXOIUMBIX JaHHbIX.

2.3. PazpaGotka opm 1t cOOpa JaHHBIX.

2.4. Pa3paboTka BHIOOPOUYHOTO IJIaHA U ONpeeeHne 00bEMa BBIOOPKH.

3. Peanu3anus niaHa ucciae10BaHus.

3.1. COop naHHBIX.

3.2. Ananu3 JaHHBIX.

4. MaTepnpeTanus NOJTyIeHHBIX PE3yTbTaTOB

OuenuBatrorcs

- o0mmii pe3ynpTaT padOTHl TPYIIBL pEHICHHE MPEUIOKEHO B YCTAHOBJIEHHBIE CPOKH,
NPUHSJIM y4YyacTHE BCE WIEHbI TPYIIbl B COOTBETCTBUM CO CBOMMH POJISIMH, PE3YJIbTaThl
MIPEJICTABIICHBI B COOTBETCTBHH C 3a/IaHHBIMHU YCIIOBHUSIMH.

- UHJUBUYaJIbHBIN PE3yNIbTaT: CTYAEHT JIeHCTBOBAI B COOTBETCTBHU CO CBOEH pOJIBIO, BKJIA
B pabOTy TPYMIIBI CYIIECTBEHEH, CTYACHT TOJTHOCTHIO BIIAJICET MaTEpUAIIOM, C KOTOPBIM
paboTana rpyImna, BeIpa)kaeT TOTOBHOCTb JONOJIHUTH/UCIIPABUTH APYTUX CTYIEHTOB, YETKO
OTBEYAET Ha BOTPOCHI MPETIOAaBaATEIS.

IIpe3enTanus pe3yJbTaTOB padoThHI IPYNIIbI
[Ipe3eHTarys OlEeHUBAETCS MO CIEAYIOMUM apaMeTpaMm:
- IIOHUMAaHHEC OIMUCBIBACMBIX ITPOLECCOB U SIBJ'IGHI/II\/II;
- TMOJHOTa MaTepuaia, CBUACTEILCTBYIOMIAs 00 OCBOCHUH MPEAIIECTBYIONINX KYPCOB;
- TpaMOTHOCTb HCIOJIb30BaHUSI TEPMUHOB, OIpeIeTIeHHH, (DaKTOB;
- JIOTUYHOCTH Au3aiiHa (CIy UT [Tl Iepeaadu COJACpIKaHus);
- WUIIOCTpanuu (000TaIIarT CoIepKaHUE);
- IIOJIHOTa OTBETOB Ha BOIPOCHI APYIUX I'PYIII U IPENoJaBaTeNs.



4.2 IIpomMe:xyTOYHASI ATTECTALUSA

CrynenraM, HAOpaBIINM JOCTATOYHBIC /IS yIOBICTBOPUTEIHHOMN OLEHKH OBl 32 TEKYIIHNA
KOHTPOJIb, OIICHKA 32 AUCLUILIMHY BBICTABIISECTCS PABHON OIIEHKE 3a TEKYIIUI KOHTPOIb (CM.
m 4.1).

CryneHTaM, MOMYYHBIIUM HEYJIOBJIETBOPUTEIBHYIO OIICHKY IO pe3yJibTaTaM TEeKYIIero
KOHTPOJIS,, HEOOXOJUMO TIO COTJIACOBAaHHUIO C IMPEIOJaBaTeieM CAATh OJUH WIIA HECKOJIBKO
KOMIIOHEHTOB TeKyIlero KoHTpois. IIpemopaBaTtens BOpaBe NPEIIOKHUTH CTYyJIEHTaM
BBITIOJIHUTH 33JlaHue, HE IOBTOPSIOIIEE 3aJaHHe TEKYIIEro KOHTPOJIA, HO IPOBEPSIOIICEe
aHAJIOTUYHbIEC 3HAHUS, YMEHUS U HABBIKU.

4.3 Ilpumepsl 3agaHui

IIpuMepHbIe TeMbI 1/l TUCKYCCUH

. UTo Takoe MapKeTHUHT OIbITa?

. Tuner CX.

. HoBas noruka coznaHusi IeHHOCTH.

. BiustHue coBMECTHOTO cOo37aHus IEHHOCTH Ha 3 (EeKTUBHOCTH On3Heca.
. Konnenmus «PeiHOK Kak dhopym».

. MapKkeTHHT B COIIMANIbHBIX CETSIX.

. AyIUT TOYEK COMPUKOCHOBEHHUS.

. CymHoOCTb yIpaBiieHUsI KAYECTBOM OIIbITA.

9. AyauT onbITa.

10. DTanbl COBMECTHOI'O CO3/1aHUS B IIPOLIECCE pa3padOTKU HOBOT'O MPOIYKTa U UX
XapaKTePUCTUKH.

11. Opranu3zanroHHbIe MPOOIEMBI B CO3JJaHUU CETEH 0OMEHA OIBITOM.

0NN DN KW

5. YYEBHO-METOAMYECKOE MU HWH®OPMALMWOHHOE OBECIIEYEHHE
JAUCHOUIIJINHBbI

5.1 Jlureparypa

1. MapkeTuHIr-MeHEePKMEHT : Y4eOHUK U NMpakTukyM uid By3oB / M. B. Jluncun [u ap.] ; mox
penakuueit M. B. Jluncuna, O. K. Olinep. — Mocksa : U3natensctBo FOpaiir, 2025.

2. Oitnep, O. K. VYmnpaBieHnue pe3ylnbTaTUBHOCTbIO MAPKETHHTA | YUEOHUK U MIPAKTUKYM JIJIS
By30B / O. K. Oiinep. — 2-e uzn., nepepad. u gomn. — Mocksa : MI3garensctBo FOpaiit, 2025.
3. MapkeTuHr yciyr : yueOHUK U mpakTukyM juist By30B / C. B. Kapnosa [u ap.] ; mox oomeit
penakuueit C. B. Kapnosoii, C. B. Mxurapsitna. — Mocksa : M3garensctBo IOpaiit, 2025.

5.2 DuekTpoHHBIEe 00pa30BaTeIbHbIC PECypPChl
Matepuansl aucuumianHbl pasmeniensl B LMS: https://l.skolkovo.ru/login/index.php.

6. JMIEH3UOHHOE U CBOBOJHO PACITPOCTPAHSAEMOE ITPOI'PAMMHOE
OBECIIEYEHHUE

OnepanuonHas cuctema Simple Linux, Opay3zep Yandex Opaysep, antuBupycHoe 1O
Calmantivirus.

CBoOoano pactpoctpansiemoe [10, B ToM unciie 0T€UeCTBEHHOTO MPOU3BO/ICTBA:

Oducusiii naker Libre Office, Okular PDF Reader, 7-Zip Apxusarop, GIMP PenaktupoBanus
¢dotorpaduii, Inkscape Bekropnast rpaduxa, Blender 3D rpaduka, Kdenlive Buneopenaxrop,
Audacity Ayauopenaxktop, VLC Menuameep, Thunderbird ITourossrit kinent, Flameshot
Co3naHue CKpUHILIOTOB.

7. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHHUE JUCHUIIVIMHbI


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

VYdeOHass aymuTopusl JUISL TPOBEICHHS 3aHATUH JIGKIMOHHOTO THIA, OCHAICHHAS
MYJIbTUMEIUHHBIM 000pyIOBaHHEM, Yy4eOHOH MeOenblo, JOCKOH WM CO CTCHaMH C
MapKEePHBIM TTOKPBITHEM.

VYuebHas ayauTopusi JUIS TIPOBEICHHS 3aHATHH CEMHUHAPCKOTO THIA, OCHAILICHHAs
MYJbTUMEIUHHBIM 000py/IOBaHHEM, YYEeOHOH MeOenblo, TOCKOH WM CO CTCHaMH C
MapKEPHBIM TTOKPBITHEM.

AynuTtopus (KOBOPKHHT) JUIsI CAMOCTOSATENIbHON paboThl, OCHAIICHHAs y4eOHOW MeOelbio,
HOYTOyKaMH.

MarepuanbHO-TEXHHUECKOE 00eCIIeYCHHNE ayJUTOPUH TPEICTABICHO HA OQUITHAIEHOM caiiTe
https://bbask.ru/sveden/objects/.



https://bbask.ru/sveden/objects/

