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Leab ocBOeHUS] AMCHUIVIMHBI:  cHOpMUPOBATH  CIIOCOOHOCTH  ONPEACIATH
KOHKYPEHTHBIE MPEUMYIIECTBA OpPraHU3alMd M BO3MOXKHOCTU CO3JAHHS JIOTIOJIHUTEILHON
MOTPEOUTENHCKON IICHHOCTH

ILnan kypca:

Tema 1. CtpaTerusi ynpapjeHus OTHOIIEHUsIMM ¢ KJaueHTamu. Llesn BHeapenus
CRM

[ToHsATHE CTpaTeru YHpPaBICHUS B3aUMOOTHOIICHUSMH C KIMEHTAMU. 7 OCHOBHBIX
CTpaTerdil B3aMMOOTHOLICHMHA C KJIMEHTOM. 3amura B3aumooTHomeHui (Protect the
relationship). Peopranmszanus otHomenuii (Reengineer the relationship). IloBeiienne kauecTa
orHomenuid (Enhance the relationship). Ilonmydyenne mMakcuManbHOM NMPHOBLIM OT OTHOIICHUI
(Harvest the relationship). Ilpekpamenue otHomenuit (End the relationship). boprba 3a
notepsinHoro kimeHta (Win back the customer). Hauano otnomenuii (Start a relationship).

[lenn BHeApeHWs CHCTEMbl YOPABICHUS B3aHMMOOTHOLICHUSAMU C  KIMEHTAMHU.
B3aumocBs3p u  coorHomieHue 1ened  BHeapeHus CRM  u  cTparermu  ynpasiieHUs
B3aMMOOTHOIICHUSMH C KJIMEHTaMH.

Tema 2. PaspaGorka cTpaternii B3amMOOTHOIIeHHH ¢ kJueHTaMu. IIporpammbi
JIOSITIbHOCTH.

OcHOBHBIE 33/Ja4l TpU pa3pabOTKe CTpaTerud B3aWMOOTHOIIGHUH C KIMEHTaMHU.
[IpuBneueHne KIMEHTOB. YepkaHHe HauOojee NPUOBUIBHBIX KIWEHTOB. [loBbilIeHne
NpUOBUIBHOCTH  KJIMEHTOB. YBeNW4YeHHe HPPEKTUBHOCTH B3aUMOJEHCTBHS C KIHEHTOM.
CHmKeHue u3iep>KeK Ha KOHTAKT C KJIMEHTOM.

Oransl  pa3pabotku CRM-crparerun. [lomyuenue mnoprpera mnoTtpeburens. Bwibop
MaKCUMAaJIbHO (P PEKTUBHBIX KaHAIOB KOMMYHHMKauu. Beibop mim pa3paboTka HEOOXOIUMOro
MHCTPYMEHTapHs paboTHI C KIMEHTOM. PekoMeHnaum 1no oTiagKe OpraHu3alMoOHHbIX TPOLeTyp
U CO3JIaHHMIO €IMHBIX MH()OPMAIIMOHHBIX MOTOKOB B MOJpPA3JEICHUSX KOMIAHMU-3aKa3yhKa B
COOTBETCTBUH C IPUMEHEHHBIM HHCTpYMeHTapueM. PazpaboTka mporpamMmm J0OsIbHOCTH.

Cocrapnstomue OporpaMMmbl — JosibHOCTH.  [lopsmok — pa3paboOTKM — IPOTrpaMMbl
nosmbHOCTH. KauectBennas popmynuposka nenet (mpunuun SMART) B komnanun. Onucanue
noTpeOHOCTE KIMEHTOB, Ha KOTOpBIX OyaeT opueHTHpoBaHa mnporpamma. Co3gaHue
BO3MOYKHOCTH YydeTa KIMEeHTOB ((opmupoBanue 0a3bl naHHBIX). Kinaccupukaiusi KIMEHTOB.
Omnpenenenue KpUTEPHEB 0TOOpa MPUOPUTETHBHIX KIMEHTOB. Pa3paboTka MexaHU3Ma yaep:KaHUs
CYUIECTBYIOIINX KIIUCHTOB.

Tema 3. IIpemmymiectTBa ¥ KpUTepHM BbIOOpPa CHCTeMbl yHpaBJIeHHA
B3aMMO/IeliCTBHEM C KIIMEeHTAMH.

Tumbl COBpEMEHHBIX CHCTEM YIPABJICHUS B3aWMOOTHOIICHUSIMH C KIMEHTAMHU.
OmnepanMoHHbIE CUCTEMBI: MX OCOOEHHOCTH, MPEUMYIIECTBA M HEIOCTAaTKH. AHAIUTHYECKUE
CHCTEMBl: UX OCOOCHHOCTH, INpeuMyIllecTBa M HeAocTaTkh. COBMECTHBIE CHCTEMBI: HX
0COOEHHOCTH, IPEUMYIIIECTBA U HEJOCTATKH.



ITpeumymectBa BHeapeHuss CRM-cuctemsl. [loBbllIeHNE CKOPOCTH MPUHATUS PELICHUH.
[ToBbimenue 3((eKTHBHOCTH UCIONB30BaHUS pabodero BpeMmeHHU. [loBbIIeHME OTHauu OT
MapKETUHTOBBIX MeponpusaTuil. IloBsiienre 1ocTtoBepHOCTH 0T4eTOB. Onpenenenne NEHHOCTH
Kaxaoro kinueHTta. CokpaimieHue OyMakHOTro JokyMeHTooOopora. CokpalieHHe OTTOKa
KJIMEHTOB. YCTpaHeHHE AyONUpOBaHMs 3aj1ad. YTMOpsaouuBaHHe mporieccoB. [loBbieHne
KyJbTYpPBI YIIpaBJI€HUs. 3alllUTa U COXPAHHOCTH JaHHBIX.

Kpurepun Bbeibopa CRM-cuctem. CootBercTBuHe TpeOoBanusM OusHeca. [Ipocrtora
UCIIONBb30BaHus. Hanuuue aHaIMTUYECKUX HHCTPYMEHTOB. BO3MOXHOCTH HACTpOMKM Ha
nporecchl. Macmrabupyemocts. HacTpoiika moj ycnoBus KOHKpeTHOH otpacnu. Hacrtpoiika
noj mosb3oBaTeneil. MHterpamus ¢ ApyruMu MHQOPMALMOHHBIMU cHcTeMamMHu. CTOMMOCTh
BiaaeHusa. CTOMMOCTD Bia/I€HUS.

Tema 4. daementsl CRM-cucTeMbl

30HBl OTBETCTBEHHOCTH CHUCTEMBI YIPABICHHSI B3aUMOOTHOLIEHUSIMH C KIMEHTAMHU.
@OyHKIMOHAIBHBIE 3JIEMEHTHl CUCTEMBI YIPABICHHUS B3aUMOOTHOLUEHUSMU C KIMEHTaMHU.
VYipasineHue KOHTaKTaMM. YIIpaBICHUE MNpoAakamu. YIpaBieHue BpemeHeM. lIpomaxu mo
tenedony. OOciy)kuBaHUE M TOAJEP)KKA KIMEHTOB. YIpaBlIeHHE MapKeTHHroM. OTYeTHOCTb
JUIS BBICIIETO PYKOBOACTBA. MIHTerpanus ¢ octanbHbIMU cucTeMaMy. CHHXpOHU3aLus JaHHBIX.
VYnpasieHne MOOMIBLHBIMH NPOJakaMu. Y IpaBJIeHUE dJICKTPOHHOM TOPTOBJICH.

Tema 5. Buenpenue CRM

[laru, obecneunBarommue ycrnemnoe BHeapenne CRM cuctembl. BoBneueHne KimroueBbIX
3auHTEepecoBaHHbIX cTOpoH. Omnpenenenue CRM crparernn. OnpeneneHue Leneil BHEAPEHUs
CRM u paccraHoBKa TpUOpUTETOB. Pa3paboTka miaHa BHeapeHus. MHrterparus
cymiecTByromux cucteMm. Omnpenenenue nocraBuikoB CRM cucrembl. BbiOop mocTaBIIMKOB.
WudopmupoBaHne 3aMHTEPECOBAHHBIX CTOPOH.

Oransl BHenpenuss CRM-cucremsl Ha npennpuatuu. [Inanuposanue Bueapenus. [lon6op
CRM-cucrembl. ®PuHaHCOBBIE 3aTpaTbl Ha BHeApeHHe. Pa3paboTka mpoeKkTa BHEIPEHUS.
Onucanue (QyHKIUM, KOTOPHIM AODKHA ob6nanate BHenapsiemas CRM-cucrema. Hacrpoiika
IpoTrpaMMbl, UHTErpauus B JeicTBylomyto cucremy. OOyueHune coTpyAaHUKoB. TecTupoBaHue
CUCTEMBI YIIPaBJICHUS B3aUMOOTHOLICHUSIMHU C KIINEHTAMH.

[Tpobnembr BHenpeHusi cucteMbl. OTcyTcTBHE ompenenéHHOW 1enu. besaelicTBue
pykoBojcTBa. Ommbka B Beioope CRM-cuctembl. COnpoTUBIEHUE COTPYIHUKOB.

Tema 6. Poinok CRM u nepcneKkTUBBI €ro pa3BUTHSA

HccnenoBanue pblHKa  CUCTEM YIPABICHHS B3aMMOOTHOLICHHUSAMH C KIMEHTaMHU.
Amnanutnaeckue 003opsl cucreM. [Homymnsapasie cuctemsl CRM.

O6ume tenaeHuuu pasputus peiika CRM. Crenuduka pazsutus CRM B Poccuiickoit
®enepanyy. OCHOBHbIE TUIBI UTPOKOB Ha pbiHKE CRM. OLieHKH OCHOBHBIX UIPOKOB Ha OCHOBE
knaccupukanuu  Gartner. OcobeHHoctu pa3Butus pbolHKa CRM B KpU3HCHBIE TEPUOJIBI
CoBpemennsble TpeHabl pa3Butuss CRM

®DopMBbI TeKyLIero KOHTPOJISI U MPOMEKYTOYHOH aTTeCTALUHU:

B xome peammzaumm gucuumiuueel  B1.B.JIB.02.01  «Cucrema ynpasieHus
B3aMMOOTHOUIEHUSIMU C KJIIMEHTaMW» TEKYIIMA KOHTPOJIb YCIIEBAEMOCTH ITPOBOAUTCS B YCTHOU U
NUCbMEHHON (popmax. Mcmonb3yroTcs cieayronie METoIbl TEKYIIEr0 KOHTPOJIS YCIIeBaeMOCTH
o0yJaronmxcs:

Ne HaunmeHoBaHMe TeM W/WiK pa3ziesioB Meroasl  TeKyIIEero
KOHTPOJIS
yCIIEBAEMOCTHU
Tema 1 Crparerus ynpasiaeHHs] OTHOIIEHUSAMU C KiIueHTaMHu. Llenu yil|
BHeapeHus CRM

Tema 2 PazpabGotka cTpaTeruii B3aMMOOTHOIICHUH C KJIMEHTaMH. ONel, K Nel
IIporpaMMBl JIOSJIBHOCTH.

Tema 3 [IpenmyniecTBa M KpUTEPUHU BHIOOpA CUCTEMBI YIIPABICHUS O




B3aMMOJICHCTBUEM C KIIMEHTAMH.
Tewma 4 Onementsl CRM-cuctemsl ONe2
Tema 5 Buenpenne CRM KNo2
Tema 6 PeiHok CRM 1 nepcnekTuBbl €ro pa3BUTHS A3

VYcnoBuble  obo3Hauenus:  goknan(/l), occe(D), keic(K), ycrHeiii ompoc(O),
aHanuTuueckoe 3amanue(A3), 3auer (3a)

OcHoBHasi iuTEpaTypa:

1. Yepxammn II.A. Crparerus ynpasieHUs B3auMMOOTHOIIEHMsAMH c kiaueHTamu (CRM)
[OnexTponnsiii pecypc] / IILA. UepkammH. — DJNEKTPOH. TEKCTOBBIC NaHHBIE. — M. :
Wutepner-Yausepcurer Mupopmarmonnsix Texnomoruit (MHTYUT), 2016. — 420 c. —
978-5-94774-643-3. — Pexxum pocryma: http://www.iprbookshop.ru/52212.html

2. NHpopmanMoHHbIE TEXHOJIOTUU M YIpPABICHUE NpEANpHITHEM [DIeKTpOHHBIH pecypc] /
B.B. BaponoB [u np.]. — DnekrpoH. TekcToBble AanHble. — Caparos: IIpodobpazoBanue,
2017. — 327 c. — 978-5-4488-0086-3. — Pexum JOCTyHa:
http://www.iprbookshop.ru/63813.html

3. Mxwurapsa C.B. Cucremsl ynpaBieHUs B3aUMOOTHOLIEHUSAMH C KJIUEHTaMM [DJIEKTPOHHBII
pecypc] : yduebnoe mocodue / C.B. Mxurapsa, M.B. MapkoBa. — DIEKTPOH. TEKCTOBBIC
nanHsle. — M. : EBpasuiickuil OTKpbITEIM MHCTUTYT, 2011. — 150 ¢. — 978-5-374-00518-9.
— Pexxum mocryma: http://www.iprbookshop.ru/10826.html




