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Ilinan kypca:
Tewma 1. [ToBenenue notpeduTeneil: KOHIENTYalIbHbIE TOJOKEHUS; BHYTPEHHUE U

BHEIIHUE (PAKTOPBI, BIHSIOIIME HA TIOBEJCHNUE TIOTpeOHUTEeNeH

[ToBenenune norpeduTenei: mpeaMer U 00bEKT, HCTOPUS U3YUYCHUS, METOABI U MOJEIH.
[To3naBarenbHbIe Tpolecchl W (opMupoBaHHe TMOBeAeHUs mnorpeduteneit. CouuanbHO-
NICHXOJIOTHYECKUE (PaKTOPBl MOTPEOUTEIHCKOTO MOBEACHHUs. MOTHBAIMS TMOTPEOUTEIHCKOTO
noBeneHus. [lepconanpaple neHHOCTH. JKU3HEHHBIA CTHIIb U PECYpPCHl OTpEeOUTENs. 3HAHUS U
OTHOIIEHHs TOTpeduTeneil. BiausHue KynbTypsl Ha moBefaeHue mnorpeduteneii. CoumanbHas
cTpaTudUKaIMs 00IIeCTBa U MoBeaeHue morpeduTeneii. [lepconanbHOE U rpyNnoBoe BIMSHAC HA
nosejieHne norpedurenei. CuTyamoHHOE BIHSHUE.

Tema 2. [Ipouecc mpUHSTHS PEIIEHUS O TOKYIIKE

[Ipouiecc mpuHATHS MOTPEOUTENBCKUX PELICHHI: CYIIHOCTb, ATAmbl (PAKTOPHI BIMSHHUSL.
Oco3nanue norpedHocteil. Buasl morpedHocteii. Briapnenue notpedHocreit. UndopmannoHHbIi
nouck. OrpaHuyeHus, CBsS3aHHbIE C MpoOIecCOM TNoucka HHpopmanuu. Buuel puckoB npu
OPUHATUM perieHudl o notpebsieHuu. CTpaTeruv NPUHATHS peIleHUil: KOMIIEHCAIlMOHHas,
HEKOMIIEHCAIlMOHHAsA, 3BpUCTHUKA. Buapl neficTBuii nmpu npuHaTuu pemeHui. Llena kak ¢axrop
npussaTus pemieHud. [lokynka. IToxynouynsle HamepeHus U Tunbl NOKynok. Ilocnenokynounoe
nosefieHne mnoTtpedutens. [locnenokymo4HbIl AMCCOHAHC M MapKETUHIOBBIE CIIOCOOBI €ro
npeofoseHus. MaHunynsuus NOTpeOUTENbCKUM ToBeaeHueM. «BopoHka mnoTtpedureneii».
[{uknu4HbI XapakTep COBPEMEHHOIO moTpedurenbckoro pemieHus. CouuanbHble (aKTOPbI
JIeTepMUHAIMU BbIOOpa moTpeduTess.

OwsaifHOBBIC MOJIeTH MOTpeOuTeNbcKuX pemmennit (ZMOT): 10cTOMHCTBA M HETOCTATKH,
BO3MOXXHOCTH MPUMEHEHUS B poccuiickoi mpakTuke. [loTpedurenbckiue HaMepeHHs Kak OCHOBa
MHTEpHET-MapKeTHHTa: BUbI, CIIOCOOBI BbIsiBIIEHUS. PaboTa ¢ moTpeOUTenhCKUMU HaMEPEHUSIMU
B COLIMAJIbHBIX CETAX.

Tewma 3. @akTOpsI, OPEAEIAIONINE MOBEICHNE TOTpeduTenei B iudpoBoii cpee



dakTopsl BIUSHUS HA TOBEJACHUE TOTpeOuTeneil B mu(ppoBor cpene u oduiaitH cpene.
[lenoBast monuTuka (II€HBI, CKUJAKH, [IEHOBAs IMPO3PavyHOCTh, CTAOMIBHOCTH). be30macHOCTh
(cucTeMa 3alIMTHI IEPCOHANBHBIX JAHHBIX MOTPEOUTENCH, 3aluTa TPAaH3aKIIHA, JOCTOBEPHOCTh
uH(popmalnu, aosepue morpedutens). KoHCynpTHpoBaHWE (KBATH(UKAIUS KOHCYJIHTAHTOB,
JOCTYITHOCTh, HAJIUYHE, CIIOCOOBI KOHCYJIbTAIlUi, HAJTNYMe WHTEIUICKTYaIbHBIX cucTeM). CalT
(MOOUIBEHOE IPHIIOKEHUE, MHTEpQEICc, KOHTEHT, nu3aiiH). O0ciyxuBanue (0hopMIICHHE 3aKa3a,
CKOpPOCTh  OOCIYXXHBaHHUs, BpeMs OOCITy)XMBaHUS, OpTaHU3aIMs JOCTaBKHM U OILIATHI).
[IpenocraBnenne wuHbOpManuu (HAIMYME HEOOXOIUMOW HWH(POPMALUHU, JIOCTYITHOCTD,
BO3MOXKHOCTh 3allPOCHTh JIOTIOJIHUTEIIbHYI0 HH(OpMAIMIO, JTOCTOBEPHOCTh HH(MOpPMAIIHH,
cucremaruzanus uHGopmarnmn). CTUMYITUPOBAHUE TTOBTOPHBIX MPOJAK.

Tewma 4. Tpancdopmaris TOBEACHUS TOTPpEeOUTENCH B IIU(GPOBOIA cpesie

WuctutyThl moTpebineHus. MarazuH Kak — COLMOKYJIbTypHOoe mose. Crparerun
KOHBEPreHLMU pUTEHJIa C JOCYrOBBIMHU, KYJIbTYPHBIMH, OOpa3oBaTENbHBIMU HHCTUTYTaMH.
HlonuHr Kak couuajlbHas aKTUBHOCTb, WIPa, IOCYr, 3aBHUCUMOCTb. ODCTETHKAa UIONIMHIA.
®nanepctBo B XXI Beke. «Xpambl notpednenus». MoaepHuzaiys HUHCTUTYTOB MIOTpeOJIeHUs B
YCJIOBUSIX Pa3BUTHs OHJIAHHOBBIX mponax (e-commerce). [loypymunr u Beopymunr "Hlonunar
BIICYATIICHUI»: HOBBIC CIICHAPUU MOKYIATEIbCKUX pereHnid. «Pop up store», «epicenter storey,
My3eeduKanus TOPTOBBIX MpocTpaHcTB. OKuAaHUE M MPEIBKYIICHNE KaK KIFOYeBbIE (aKTOPHI
NpPUBJICUCHHUS] W yJEpXKaHUA MNOTpeOuTeNnss B MecTe mNpojax. O(PQPEKTUBHBIC COIUATBHBIC
TEXHOJIOTUH, TOCTPOCHHBIE HA MCIIOJIb30BAaHMM 3TUX (DAKTOPOB: IPEcc-pesin3 TOBApOB/YCIYT,
neMoHcTpanus, life placement u ap.

Tema 5. CRM: cucrema yrpaBieHusi B3aUMOOTHOUIEHUSIMU C KIIMEHTaMHU

CRM: criocoOsl hopmMupoBaHUS ¥ HaINpaBJIeHUs ucnoiib3oBanus. Kak mocrponts CRM
cucremy Ha mnpeanpustuu. [lpuanumer padotst CRM-cucremsl. MHpopmanus o KiIueHTax,
uHpopManus o nmpoaaxax, nHpopmanus 06 stane caenku. Tunel CRM-cucrem: onepannoHHble
CRM, ananmutnyeckue CRM, konnaboparmonnsie CRM, komOunupoBanasie CRM.

Tema 6. CEM: YmpasieHue ombITOM KIIMEHTOB

[ToTpebutenbckuil ONBIT Kak BeAylMd (QaxTop BbIOOpa TOBapa: METOJbl M3YyUEHHUS U
CHocoObl MCIHOJB30BaHUS B COBPEMEHHOM MapKETHMHIOBOW IpakTuke. Pa3BuTHe TexXHOJIOTHI
yIOpaBleHUs] NOTPeOUTEIBCKUM OMBITOM (consumer experience management). CEM: croco0Osl
(dopMHpOBaHHS W HalpaBlIEHUS HCNOJb30BaHUA. «KapThl MOTPEOUTENLCKOTO OMBITa».
[eiimudukarms (gamification) morpedburtenbckoro omeita. IIpuMepbl TeiMUPHIPOBAHHBIX
HPOEKTOB POCCUMCKUX U 3apyOEKHBIX KOMIaHUM.

DopMBbI TEKYLIET0 KOHTPOJIA U NPOMEKYTOYHON aTTEeCTALIMM:
B xome peamm3zanMyM  IMCHMIUIMHBL  «AHQIW3 IOBEAECHHUA HMHTEPHET-TOJIB30BATENEH

UCTIONIB3YIOTCS CIIETYIOIINE METO/IbI TEKYIIIETO KOHTPOJS YCIIEBAEMOCTH 00YJAIOIINUXCSI:
MIPY MIPOBEICHUU 3aHSATUI CEMUHAPCKOTO THIIA:
- ompoc (O);

- qwmenyt (1T);
IIPU KOHTPOJIE PE3YIbTaTOB CAMOCTOSATEIBHON PabOThl CTYICHTOB:



- npomarinee 3aaanue (/13);
- gokman (J10).

HpOMe)KYTO‘-IHaSI arrecranuus MnmpoBOAMTCA B BHUAC 3K3aMCHa B (bopMe YCTHOI'O OTBC€TAa HAa ABa
BOIIpOCa U3 MPCAJIOKCHHOI'O CIIMCKaA.
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