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I'ox Hayaja MOATOTOBKH 2023
®opma o0yueHust Ounas
TpynoemkocThb KonTakTHas pabora CamocTosTenbHas ®opma
paboTta KOHTPOJISI
JIEKIIUU CEMHHapCKHe
3aHSATHUS
45 14 16 15 Hudod. 3auer

1. AHHOTAIUA JUCIIAITJIMHbI

JlaHHas TUCHMILIMHA IOMOXKET OTBETUTH HA BOIPOCHI, YTO BXOJIUT B IIOHATHE KIIMEHTCKUHI OIBIT
(Customer experience), Kakueé METPUKHM CYLIECTBYIOT M KakK YNpPaBIIATh KIUEHTCKUM OIBITOM.
VYnpaBieHne KIMEHTCKAM OIBITOM SIBIISIETCS HCCIEIOBAHUEM IOBEIEHYECKUX OCOOCHHOCTEU
notpeduTenei, mojpazymeBaeT riIyOOKOe 3HAHHWE HE TOJBKO MapKeTHHra, HO W TOHUMAaHUe
IIPUPO/IBI YEIOBEUYECKOW pPEaKIuy, BIICYATIICHUN U OLIYLIEHU.

L{enbr0 OCBOCHUS TUCIMILIIMHBI SBJISETCS IPHOOPETEHNE TEOPETUYECKUX 3HAHUH U MTPAKTUYECKUX
HaBBIKOB, HEOOXOUMBIX JIIs 3P PEKTUBHOTO U pe3yIbTATUBHOIO YIIPABJICHUS ONBITOM KIMEHTOB,
a TaK)Ke Ul OPraHU3alliy U YIIPABJICHUS MPOLECCaMU COBMECTHOIO CO3/JaHUs LICHHOCTHU.

2. INTAHUPYEMBIE PE3YJbTATBI OCBOEHUS INCHUIIJINHBI
B ciygae ycrentHoro ocBoeHus Kypca ciymarenu 0yayT:
3HATh
- OCHOBHBIC KOHICIIIHNY 5 KOHOMHKHU OIIbITA U SMIIMPHUICCKOI'0 MAapKETHUHT A,
- OCHOBHBIC M3MEHEHHMS B INOBEICHHUHU KJIUEHTOB U POJIb, KOTOPYIO KIHMEHTHI UIPAIOT B
COBMECTHOM CO3JaHHMU IICHHOCTE;
- HW3MEHEHHUS B IPAaBWIX CO3JaHUs CTOMMOCTM U OIIPEIEIUTh OCHOBHBIE TEHJICHIUU,
BIIMAKOIINC HA BBaI/IMOI[eI;'ICTBHC KJIMCHTAa U KOMIIaHUH;
- OCHOBHBIE IPUHIIUIIBI YIPABIEHUS KJIUEHTCKUM OITBITOM.

yMeThb
-  QHAIM3UPOBATh B3aUMOJCHCTBHE MEXAY KOMIIAHMEM M KIMEHTaMHU B TOYKax
CONPUKOCHOBEHUS;
- ONKCBIBATH PA3JIMYHBIC TUIIBI COBMECTHOIO CO3JaHUs LIEHHOCTEN.
BJIaJ€eTh

-  HaBBIKOM aHaJin3a poneﬁ B ceTsAX oOMeHa OIIBITOM,
- HaBBIKOM OIICHKH BO3MOKHOCTEI KOMIIAHHH 110 COBMCCTHOMY CO3JaHHIO IICHHOCTEH.



Z[I/ICL[I/IH.HI/IHa HaIpaBJICHA HAa PA3BUTHUC CICAYIOIUX KOMHGTGHL{HP'I 1 UX UHOAUKATOPOB!

NPOAYKTOB

Kon dopMyIMpOBKa KOMIIETEHIINH W/WIN €€ HHAUKATOopa (OB)
KOMIIETEHI[UHU
IIK-4. Crnoco0eH opraHu30BbIBATH MPOLECC CO3AHUS U MPOABUKEHUS

WHCTPYMEHTOB IIM(PPOBOTO MapKETHHIa

[1K-4-1. PazpabaTbiBaeT 1 KOHTPOJIMPYET UCIIOIHEHHE OM3HEC-TUIaHa HAa IPOTSHKEHUH
KU3HEHHOIO IMKJIA IPOAYKTa

[1K-4-2. BriOupaeT onTuManbHYI0 OM3HEC-MOJIENb JUIsSl BBIBO/IA TPOIYKTA HA PHIHOK

[1K-4-3. OpranuzyeT npoiecc IpoIBUAKEHUS TPOYKTOB, B TOM YHUCJIE C TOMOIIBIO

3. COAEP KAHUE N CTPYKTYPA TUCIUIIVIMHBI

HasBanwe pa3nena/TeMsl TpyaoeMKoCTh (4ac.) 1o BuJIaM YUeOHBIX 3aHITHIA
Bcero KoHnrtakTHas pabora Camocros
4acoB Bcero Jlexuun CemuHapbl | Te€JIbHAs

pabora

TeMaul. MapketuHr B 12 3 4 4 4

HOBOM KYJIbTYPE OIBITA

Tema 2. KnueHntckuit 10 6 ) 4 4

OTIBIT

Tema 3. Ymopasnenue

KJIMEHTCKUM OIBITOM 11 8 4 4 3

(CEM)

Tema 4. BopyieueHue

KJINEHTOB B MPOIECC 12 2 4 4 4

COBMECTHOT'O CO3/IaHUS

LIEHHOCTHU

Utoro 45 30 14 16 15

Tema 1. MapkeTHHI B HOBO# KYyJbTYpe ONbITA

OKOHOMHUKA OIbITa. BO3MOKHOCTH B paMKaX 3KOHOMHUKH ombITa. [loueMy nepexnBaHus UMEIOT
3HaueHue? TpaJiWUMOHHBIH MW OSMIUPUYECKUNH MapkeTHHr. KiroueBble XapaKTepUCTUKU
HIMIUPHYUECKOro MapkeTHHra. OT (YHKIMH W HPEUMYILIECTB JO IMOJIb30BATEIbCKOTO OIbITA.
KoHuenmus eHHOCTH KJIIMEHTa: SKOHOMUYECKasi U MapKETHHI0Bask TOUKHU 3peHus. [Ipennocsinkn
JUIsT HOBOW KOHIETIIMM TEeHHOCTH. BzaumopeiictBue —Kiument-kommnanus. Tpanchopmaims
mpouecca co3gaHus LEeHHOCTH. (COBMECTHOE CO3JAaHME LEHHOCTU: OIPEACICHUE, aHaJINU3
BOBJICUEHHBIX 3aUHTEPECOBAHHBIX CTOPOH. CpaBHUTENBHBIM aHANIM3 TPAAULIMOHHOW CHUCTEMBI
CO3JAaHMS LIEHHOCTEH W CHCTEMBl COBMECTHOIO CO3JaHMsA LeHHocTed. OT TpaauIHuOHHOU
CTpaTeTruu K COBMECTHOM TBOpUYECKOH. TpaHchopmMaliust OM3HEC - MOJIETIEH B pa3IMUHBIX OTPACIISX
YKOHOMUKH.

Tema 2. KiimeHTCKHIi ONBIT

Yro Takoe CX? OmblT paboThl ¢ KIMEHTaMH: (U3NYECKHE U SMOLMOHAJBHBIE AaCIEKTHI.
Konctpykuusa CX: KOTHUTUBHBIM, ap(eKTUBHBIN, COLMATbHBIA M (U3HMUYECKUNH KOMIIOHEHTHI.
[Tcuxomnorus kaueHtckoro omneita. [Tupamuna Knuenrckoro onbita. OnbIT paboThl ¢ KIMEHTaMU
U onbIT paboTsl ¢ OpeHaom: B yeM paszHuna? Tumbl CX: ombIT paboThl C MPOTYKTaMH, OMBIT
MOKYIIOK M OOCITy>KMBaHMs, onbIT mnorpebienus. KonuenryaneHas mogens co3manusi CX.
OrcnexxuBaHue B3aMMOJCHCTBHUS € KIMEHTAMU II0 TOYKAaM CONPHUKOCHOBEHMs. MeTonasl
UCCIIE0OBAHNS U SMIIUPUUECKUE PE3YIIbTAThl OTCICKUBAHUS KIMEHTCKOIO OIIBITA.

Nzmepenne CX. AHanuTHka KiMeHTCKOro onbita. Aynut CX. MHnekc kadecTBa 00CITy KUBaHUS
knueHToB. BinusHue CX Ha yZ0BIETBOPEHHOCTD U JIOSIIBHOCTD KJIMEHTOB.

Tema 3. YnpasJjienue kiaueHTckuM onbiTom (CEM)



Or CRM no CEM. OcHOBHbIE TPUHLMIIBI YIPaBICHUS KIUEHTCKUM omnbiToM. Pamku CEM.
AHanu3 sMnupuueckoro mMupa kinueHta. Co3gaHue SKCIepUMEHTaNbHON miaTdopmsl. [u3aiin
MoJIb30BaTeIbCKOr0 MHTEep(deiica. Ynpasnenue odmum kiaueHTCKUM onbiToM (TCE). Mopenu
TCE: cratnueckue u auHamuyeckue. Oprarau3anuonnbsie TpedoBanus k CEM. OmnbIT paboTsl ¢
corpynuukamu. IlocrosnHoe coBepuieHcTBoBaHue CX. Pesynbrathl yiyumieHHoro CX.
Pazpabotka cTpareruu ynpaplieHUsI KIIMEHTCKUM ONBITOM JJIS Pa3IU4HbIX oTpacieidl. OCHOBHBIE
pesyiabtatel CEM: JIOANBHOCTh KIMEHTOB, YyIepkaHue W mnponaraijaa. Bnusaume CEM Ha
a¢heKkTHBHOCTL OM3HECA.

Tema 4. BoiieueHre KJIMEHTOB B MIPOLECC COBMECTHOTO CO3aHUSA LIEHHOCTH

Tumoaoruss COBMECTHOM TBOPYECKOM AEATEIBHOCTH: CEMHUHApPbI 10 COBMECTHOMY CO3JaHUIO,
MaccoBas KaCTOMH3alMsA, KpayJICOPCHHI, OTKPBITbIE WHHOBALIMM, IOJIb30BATEIbCKUN KOHTEHT
(UGC). Iloaxox COBMECTHOTO CO3AaHUS K MPOEKTUPOBAHHUIO MPOIIECCOB. DTalbl COBMECTHOTO
co3maHus B mporecce paszpabotku HoBoro mpoaykta (NPD): or wmaenm m0 moct-3amycka.
[Tokazarenu u KJIFOYEBBIE TTOKA3aTENIM yCIIeXa MHHOBAIMI/COBMECTHOTO TBOpUecTBa. M3mepenue
BJIMSTHUSI COBMECTHOT'O CO3/[aHMsI [ICHHOCTH Ha 3(eKTUBHOCTH OU3HECA: IEHEKHbIE, COLUATbHBIC,
HMOIMOHAIBHBIE U KOMMYHHUKATUBHBIC YPPEKTHI.

Tunbel B3aUMOJEHCTBHS C KIMEHTAMH B BUPTYaJIbHBIX KIMEHTCKUX cpenax. llepexox ot
HACTPOMKK K TepcoHanm3anuu onbita. OT mnoigHoro ympasieHust kadectBom (TQM) mo
ynpapneHus kauectBoM onbita (EGM). Ayaut onbita. COBMECTHOE CO3/ITaHUE OKUAHUH U OTIBITA.

4. OIEHOYHBIE CPEJICTBA M IPUMEPHI 3AJIAHAUM JJIsI OIEHKH
PE3YJIBTATOB OCBOEHUA JNCHUIIJIMHBI

4.1 Tekymuii KOHTPOJIb

OrneHka 3a Kypc CKJIaJbIBAETCS U3 CIEIYIOIIMX BUAOB 3a/laHUM TEKYILEro KOHTPOJIS, KayKIAbIH U3
KOTOPbIX 00J1aJJaeT CBOUM BECOM B OOLIEH cucTeme:

KommnoHeHTsI IIpoueHT B 00111€el OLlEHKE
VYyacTtue B AUCKYCCUAX 30%
I'pynnoBas uccnenoBatesbckas padora 40%
[Ipe3eHTanyst pe3yabTaToB paboThl IPYIIIbI 30%

Ecnu o pe3yjibTaTaM TCKYIICTO KOHTPOJIA 06yanOHIHﬁCH TOJIYYHJI ITOJIOKUTCIIBHYIO OLICHKY (He
HHWXKE «yI[OBJ'IeTBOpI/ITeJ'II)HO))), OIICHKAa 3a MPOMCKYTOYHYIO aTTCCTALlMIO BBICTABJIACTCA
ABTOMAaTUYCCKH.

Yuacrue B JUCKYyCCHUAX

YuuTBIBaIOTCS NOJIHOTA ApIYMEHTHUPOBAHHBIX OTBETOB HA BOIPOCHI C IPUMEPAMU U3 JIUTEPaTypHl,
B TOM YHUCJIE U3 PEKOMEH/IOBAHHBIX MCTOYHHKOB, MU W3 JIMYHOIO OIIbITA; AKTUBHOE y4acTHE B
00CYyXJIEHUAX, YEeTKO C(HOPMYJIHPOBAHHBIE BOIPOCHI, TEMOHCTPUPYIOLIUE 3HaHUE MaTepuasa U
IPOJIETAHHYI0 CAMOCTOSATENNbHYIO paboTy; CBOEBPEMEHHOE U KOPPEKTHOE BBINOJIHEHHE 3aJaHUi
IIPENoAaBaTels.

I'pynnoBas ucciieoBareibckasi padora

['pynnel o 3-4 yenoBeka MPOBOJAAT MCCIEIOBAHNE KIMEHTCKOTO OTIBITA.
HccnenoBanue mpoBOIUTCS TIO CIEAYIONMIEMY TUIaHY:

1. Onpenenenue npoOIeMsl U 1eNeil Ucce0BaHus.

1.1. Onpenenenue NOTpeOHOCTH B MPOBEICHUH JAHHOTO MCCIICIOBAHMUS.
1.2. Omnpenenenune npoOieMsl (KOMILJIEKca MPodIem).

1.3. @opmynupoBaHue LEIEH U THUIOTES.

2. Pa3zpaboTka raHa MccieJOBaHusl.

2.1. Ompenenenue xapakrepa TpedyeMoil HHPOpMAIMK U HCTOYHUKOB €€
HOJTyYEeHHUS.



2.2. Onpenenenre MeToA0B cOOpa HEOOXOIUMBIX TAHHBIX.

2.3. Pazpabotka ¢opm 1t cO0pa JaHHBIX.

2.4. Pa3paboTka BEIOOPOYHOTO IIJIaHA U ONPEIeICHHE 00hEMa BEIOOPKH.

3. Peanu3anus njiaHa UCCIICIOBAHMUS.

3.1. COop naHHBIX.

3.2. AHanu3 1aHHEIX.

4. HTepnpeTaiys MoJyYeHHBIX Pe3yIbTaTOB

OneHuBaOTCs

- o0IMit pe3ysabTaT padoThl IPYIIIBI: PEIICHUE MPEIJI0KEHO B YCTAHOBIICHHBIC CPOKH, MPUHSIIH
y4acTUe BCE WICHBI TPYIIBI B COOTBETCTBHH CO CBOMMH POJISIMH, PE3yJIbTAThI MIPEICTABICHBI B
COOTBETCTBHUH C 3a/IaHHBIMH YCIIOBUSMHU.

- UHIVUBUAYATbHBINA PE3yNbTaT: CTYJEHT JSHCTBOBAI B COOTBETCTBHH CO CBOCH pOJIBIO, BKIIA] B
paboTy TPYIIIBI CYIIECTBEHEH, CTYCHT MOJHOCTBIO BJIaJIeeT MaTepHalioM, C KOTOPhIM paboTaja
rpynmna, BBIPAKAET TOTOBHOCTH JOMOJHUTH/UCIIPABUTH JPYTHX CTYICHTOB, YETKO OTBEYACT Ha
BOIIPOCHI ITPEIoaBaTelIs.

IIpe3enTamnusi pe3yabTaToB PadoThI IPYNIbI
[Tpe3enTanmst OLEHUBACTCS MO CIEAYIOUINM MapaMeTpam:
- TIOHMMAaHHE OMKCHIBAEMBIX IPOLIECCOB U SIBIICHUIA,
- TIOJTHOTA MaTepuaa, CBHIETEIBCTBYIONIAst 00 OCBOSHHH MPEIIECTBYIONINX KypCOB;
- TPaMOTHOCTh MCIIOJIb30BaHHS TEPMUHOB, OIIPEICIICHUH, (haKTOB;
- JIOTUYHOCTH JAM3aiiHa (CIIYKHT ISl IepeIadul COACPKAHWS);
- wunocTpanuu (000ramamT Coep KaHue);
- TOJIHOTAa OTBETOB HA BOIMPOCHI JPYTHX TPYIII U TPEIOIaBaTEeIs.

4.2 IlpoMe:xxyTOoYHAsI aTTeCTAUSA

OO0yyaronmmcsi, HabpaBIINM JOCTATOYHBIE JJIS1 YIOBIETBOPUTEIHHON OLIEHKH 0aJlIbl 32 TEKYIIUN
KOHTPOJIb, OIIEHKA 33 JUCIMIUIMHY BBICTABIISICTCS PAaBHOM OILIEHKE 3a TEKYIIUH KOHTPOJb (CM. II.
4.1).

OO0y4armumMcs, TOJYYUBIIUM HEYAOBICTBOPUTEIBHYIO OIEHKY IO pe3yibTaTaM TEKYIIEro
KOHTpOJIsS, HEOOXOJAMMO IO COTJIACOBAaHUIO C TpEerNojaBareieM CAaTh OJUH WM HECKOJIBKO
KOMIIOHEHTOB TeKyIiero KoHTpois. I[IpemomaBarens BmpaBe NPEANIOKHUTH OOYyYArOITUMCS
BBINIOJIHUTh 33J]aHUE, HE MOBTOPSIONIEE 3aJaHUME TEKYILIEro KOHTPOJs,, HO MPOBEpSIOLIee
aQHAJIOTUYHBIC 3HAHUS, YMEHUS U HABBIKHU.

4.3 IlpuMmeps! 3axaHui

IIpuMepHbIe TeMBbI A/ IUCKYCCHH

. UTo Takoe MapKEeTHHT OIbITa?

. Tuner CX.

. HoBas storuka co3anust IEHHOCTH.

. BnustHue coBMecTHOTo co3fjaHus IEHHOCTH Ha 3((eKTUBHOCT OM3Heca.
. Konnerust «PriHOK Kak hopym».

. MapkeTHHT B COIIMANIBHBIX CETSIX.

. AyTUT TOYEK CONTPUKOCHOBEHHSI.

. CymHoCTb yIpaBieHHs KAYECTBOM OIIbITA.

. Ayaut ombITa.

10. DTambl COBMECTHOTO CO3/IaHMs B Ipoliecce pa3pabOoTKH HOBOT'O MPOIYKTa U X
XapaKTePUCTHKH.

11. Opranu3zaioHHbIe IPOOJIEMBI B CO3JJTaHUU CETe 0OMEHa OMBITOM.

O 00 1N DN KW —

5. YYEBHO-METOJMYECKOE HW WH®OPMAIMOHHOE OBECHEYEHHUE
JUCHUTIMHBI



5.1 Jluteparypa

1. MapkeTuHT-MEHE/DKMEHT : Y4eOHUK U mpakTukyMm Juist By3oB / . B. Jluncun [u ap.] ; mox
penakuuei M. B. Jluncuia, O. K. Oiinep. — Mocksa : U3natensctBo FOpaiit, 2025.

2. Oiinep, O. K. VnpasneHue pe3yJpTaTUBHOCTBIO MAPKETUHTA : yUEOHUK U IPAKTUKYM JJIs1 By30B
/ O. K. Oitaep. — 2-e u3., nepepad. u gomn. — Mocksa : M3natenscTBo HOpaiiT, 2025.

3. MapketuHr ycuyr : y4eOHUK U npakTukyMm Juist By3oB / C. B. Kapnosa [u np.] ; mox oOreit
penaknuei C. B. Kapnosoii, C. B. Mxutapsina. — Mocksa : U3gatensctBo FOpaiit, 2025.

5.2 DuiekTpoHHbBIE 00pa3oBaTeIbHbIE PecypPChl
Martepuans! qucuMiuHbl pasmeniensl B LMS: https://.skolkovo.ru/login/index.php.

6. JUIIEH3UOHHOE U CBOBOJHO PACITPOCTPAHSAEMOE HPOI'PAMMHOE
OBECIIEYEHHUE

Omnepanmonnast cucrema Simple Linux, Opay3ep Yandex Opaysep, antuBupycHoe I1O
Calmantivirus.

CBobosHO pacnpocTpansieMoe [10, B ToM ynciie 0TE€YECTBEHHOI'O ITPOU3BO/CTBA!

Oducwusriii naker Libre Office, Okular PDF Reader, 7-Zip ApxuBarop, GIMP PenaktupoBanus
¢dororpaduii, Inkscape Bekropnas rpaduxa, Blender 3D rpaduxa, Kdenlive Buneopenakrop,
Audacity Aymuopenaktop, VLC Menuaruieep, Thunderbird IloutoBeiit xnuent, Flameshot
CozniaHue CKpUHILIOTOB.

7. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHUE JUCHUIIJINHBI

YueOHast ayauTopus s TNPOBEACHUSA 3aHATUN  JICKIIMOHHOTO THUIA, OCHAIEHHAs
MYJIBTUMEANHHBIM 000pYyI0BaHHEM, YU4eOHON MeOeIbIo, TOCKOW WIIM CO CTCHAMH C MapKEePHBIM
MOKPBITUEM.

YyeOHass aynuTopus IS TPOBEIACHHUS 3aHATHH CEMHWHApPCKOTO  THUIA, OCHAIICHHAs
MYJIbTUMEIUIHHBIM 000pyI0BaHHEM, YueOHON MeOeblo, TOCKOW WM CO CTEHAMU C MapKepPHBIM
MTOKPBITUEM.

Aynutopusi (KOBOPKMHT) JUIsl CaMOCTOSITENIbHOM paboThl, OCHaIleHHas Y4eOHOl Mebensblo,
HOYTOYKaMH.

MatepuanbHO-TEXHUYECKOE 00eCTIedeHHe ay IUTOPUIA TIPEICTaBICHO Ha O(UIIMATbHOM caiiTe
https://bbask.ru/sveden/objects/.
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