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1. OHEHOYHBIE CPEJACTBA, COOTHECEHHBIE C INIAHUPYEMbIMHU
PE3YJIBTATAMU OBYYEHUSA ITO AUCHUITJIMHE

Kon u naumenoBanme | Kox m HammenoBanue | Pe3yiabrarbl 00yyeHus Buna arrecranuu n
npogeccuoHaILHOI HHIUKATOpa 10 JUCHUIIMHAM OLIEHOYHBIX CPeICTB
KOMIIETEHIINH JMOCTHKEHUS (MopynsimM) U
npogeccuoHAIbHOMN NMPAKTHKAM
KOMIIETeHIINH
[K-2. Crnoco6ewn | [TK-2.11-2. [IK-2.1-2.Y-1.  VYmeer | Texymiuii KOHTPOJIb:
YIIPaBIATH Ocymiectisier BBICTPauBaTh YCTHBIH OIpoc, AOKIIa,
OpraHu3aIusIMH, poheCcCHOHAITBHOE B3aUMOOTHOIICHUS C | IPOMEKYTOUYHBIN TECT,
NoApa3AeICHUSIMU, B3aUMO/ICICTBHE B |[IOTpeOUTENsAIMH, [TpomexxyTounas
rpymnnamMu (KoMaHaamu) | OusHec-cpeze IIapTHEPAMM M JPYTHMMHU | ATTECTALINSL:
COTPYIHHUKOB B KOHTpareHTaMu KOHTPOIILHOE 3a/I1aHue
mporecce  pa3pabOTKH
CTpaTeruu
OpraHu3aIuu

2. OIEHOYHBIE CPEJCTBA JIJISI TEKYIIETO KOHTPOJIA

2.1. Bonpochl 1)1 NOATOTOBKH K CEMHUHAPCKUM/MIPAKTUYECKHUM 3aHATHAM

Pa3nen 1

Onpenenenue MOHATHI JIOSJILHOCTD, KIINEHTOOPUEHTHPOBAHHOCTh, HIEHHOCTh KJIHEHTA
1. CymHOCTh KIHEHTOOPHUSHTUPOBAHHON KOMITaHUN OCHOBHBIC TIOHSTHS: PHIHOYHASI OPUEHTAITUS
(market orientation), opueHTanus Ha KJIMeHTa (customer orientation), KIMEHTOIEHTPUYHOCTD
(Customer centricity)

CYHIGCTBGHHI)IC HU3MCHCHUS IIPUHIHIIOB pa6OTBI C KIIMCHTaMU. IMMOHUMAaHHUEC MUCCHU U CTPATC-

I'MH, TOHUMaHUE NOTPEOUTENS U MOTPEOUTENILCKIE NHCAMTHI, TTOAXObI K CO3/1aHUI0 LIEHHOCTH
JUIsl TOTpeduTene, 0cCOOEHHOCTH MapKETUHIOBBIX KOMMYHUKALIUN

2. JIOSUIBHOCTH
3.
Pasznen 2

MeToabl aHAJIN3Aa KIHEHTCKOH 0a3pl 1 METOAbI U3MEPECHUSA JTOAJIbHOCTH

XY Z-ananu3, RFM — ananu3, MHOro()akTOpHBIE MOJIENIN aHATIN3a

1.

2. TIpomyKTHBHOCTH BOPOHKH MPOTAK
3.

4.

5.

6. Ywuctsrit mHAEKC TpomMoyTepa (NPS)
7. JlosIbHOCTB U €€ BUJIbI

8.

Paznen 3

MeTo/1bl OLIEHKH YIOBJIETBOPEHHOCTH MOTpeOUTENei
AHanIn3 COOTHOUIEHUH Ba)KHOCTb/YIOBIETBOPEHHOCTh
WNunexc ynosnerBopenHocTy kiareHTos (CSI)

ITokazarenu u MCTOAbI UBMEPCHUA JIOATBHOCTH HOTpe6I/ITeJ'Ief/'I

Metonpl aHanuza kiaueHTckoi 0a3bl: ABC-anamus, XYZananu3, uHTerpupoBaHHbIE ABC-

CermenTauusi, BbIOOpP LeJeBbIX CerMeHTOB W mno3unuoHupoanue (STP) mpuMeHuTeJbHO K
YIPaBJIEHHIO HEHHOCTHIO KJIMEHTA
1. VHHOBaIMOHHBIE MMOIXO/BI K CETMEHTAIIH
2. JuddepeHunanus 1 aHaIU3 IETIOYKH TOTPeOIeHUs
3. Tlo3unuoHupoBaHue, CTpaTeruy MO3UIMOHUPOBAHUS




Pasznen 4
Crparerum noBbllIeHUsI HEHHOCTH KJIHEHTA

1. PasBurtue KineHTa
DopMUpOBaHUE KIUEHTCKOTO KanuTajia
Kamurtan OpeH/ia 1 KIIMEHTCKHA KaluTajl: CPAaBHEHUE MOIX0/I0B
Pacuer BenmmunHbI 1 aHAIM3 KIMEHTCKOTO KalMTaia
Crpareruu nmoBbIIIEHUS IEHHOCTU KJIMEHTA
Kanuran 6penia v KIMEHTCKUN KaluTall: CPaBHEHUE MTOIX0I0B
Pacuer BemUUMHEI ¥ aHAIIN3 KIMEHTCKOTO KaluTana
DKOHOMHYECKHUE aCIEKThl YIIPABICHUS KIMEHTCKUMHU aKTUBAMHU KOMIIaHUU
Mopaenb MapKETUHIa, OCHOBAHHOI'O HA KIMEHTCKUX aKTHBAaX

CoNORWN

Paznen S
IlepcoHaJ M CTPYKTYpPa KJIMEHTOPHUEHTHPOBAHHOM KOMIIAHUM
1. Ilepconan KJIMEHTOOPHUEHUPOBAHHON KOMIIAaHUU
2. Ponb BHYTpEHHEro MapKeTHHra B YCHJIEHUU BOBIIEYEHHOCTH COTPYIHUKOB B IPEJOCTABICHUE
HauBEICIIIEN HCHHOCTH KIIUCHTY

Pasznen 6
[lnanupoBaHue U co31aHHE POTrPAMMBbI JIOSUIBHOCTH MPOAYKTA WIH YCJIYTH

1. TIporpaMMmbl JIOSJIBHOCTH: 1I€JIb, 33241
2. Tlpomecc co3manus MPOTPAMMBI JIOSUTEHOCTH

KpnTeplm OICHKHU paGOTbI Ha MPAKTHYCCKOM 3aHATUN

MakcuMajJbHOe KOJINYEeCTBO

Kpurepun
putep 0aJ1JI0B 32 3aHATHE

YeTHbI 0IPOC, KOJIOKBHYM

OCHOBHBIE TEOPETUYECKHUE TMOJOKEHUSI MO BOIPOCY PACKPBITHI. 5 6annoB
HNmMerorcs sineMeHTsl 000CHOBAHNS BBIBOIOB.

Nmerorcss  sneMeHTHl  cucTeMatu3alnuu  uHGopManuu, ¢GakThl
MpUMeHeHusI MpodheCCUOHATEHON TEPMUHOJIOTHH.

O4eBMOHO  HCHOJB30BAHUE  HCTOUYHHUKOB  PEKOMEHJIOBAaHHOMN
JUTEPaTypBhl.




2.2. TeMbl TOKJIA10B

. OBOJIIOIMS] MAPKETUHIOBOM KOHIIETILIMU: OCHOBHBIE 3Tallbl U HAIIPABIECHUS
. [IpennochlIKM BOSHUKHOBEHHSI MAPKETUHTa B3aMMOOTHOIICHU N

. Onpenenenys MOHATHSI MAPKETUHIa B3aUMOOTHOILIEHU I

. UucTpymMeHTapuil yrpaBiieHUs B3aUMOOTHOIICHUSMHU C KJIMEHTaMU
. HanpaBnenus nis anannsa B3aMMOOTHOIIEHUN ¢ KJIMEHTAMU Ha Pa3JIMYHbIX phIHKAaX
. BeiensieMbie posiy KIMEHTa B MapKETUHTe B3aUMOOTHOIICHH

. @a3a ¥ 3TaIrbl )KU3HEHHOTO LIMKJIAa KJIMEHTa

. JIOSUIBHOCTD M JIECTHUIIA JIOSTIBHOCTH KJIIMEHTOB

9. MeTo/1bl OLIEHKH CO3IaHHON MOTPEOUTEIHCKOM IIECHHOCTH

10. OgHOMEpHBIE METOABI UCCIIEAOBAHUS LICHHOCTH KJIMEHTOB

11. MHOrOMepHbI€ METOABI UCCIIEOBAaHUS IIEHHOCTH KIIMEHTOB
12.Crpareruss CRM: cymHocTb 1 0071aCTH IPUMEHEHHUS

13.Bunpl nporpammHoro odbecnedenust B cucteme CRM

14. Ilporpammbl JTOSIBHOCTH: CYLTHOCTb U BUJIBI

15. TlpeumyiecTBa U HEAOCTATKH MPOTPAMM JIOSTLHOCTH

16. OcoGeHHOCTH MapKEeTHHTa B3aMMOOTHOIIIEHH Ha peiHKe B2C

17. MeHeIKMEHT XKaino0

18. M3nepKKu IpUBIEUEHUS U Yep:KaHUs KIMEHTOB

19. UnauButyanbHbId MAPKETUHT

20.JoBepuie U MPUBEPKEHHOCTH KIIUEHTA

21.CoTpyaHMK KOMIIAaHUH KaK BHYTPEHHUIN KIMEHT

22. Obnactu B3aMMOAECHCTBUSI COTPYAHUKA U KIIMEHTa

23. Topu3oHTaIbHOE U BEpTUKAJIHLHOE MAPTHEPCTBO Ha phiHKe B2B
24. [TaptHepctBo B2B: cymHoCTh, IPEeUMYIIECTBO U HEOCTATKU

03N N kW

IIIkana ¥ KPpUTEPUH OLIEHKH J0KJIa1A

Kpurepun IToxazaresn Banabl
1. Ctenens packpbITHs — COOTBETCTBHIC TEME JIOKJIA/Ia; 70
CYIIHOCTH IPOO/IEMBI — TIOJIHOTA U NIyOMHA pacKpbITHUSI OCHOBHBIX MOHSATHUM;

— YyMeHHE paboTaTb C JINTEPaTypoil, CUCTEMaTU3UpOBaTh U
CTPYKTYpHpOBaTh MaTepual;

— yMeHHe o0000IIaTh, COMOCTABIATh pa3IMYHbIE TOUYKU
3peHus MO PacCMaTpUBaeMOMY BOIIPOCY, ApIryMEHTHUPOBATh
OCHOBHBIE TTOJIOKEHUS U BBIBOJIBI.

2. O00CHOBaHHOCTB BBIOOPA |—  KPyT, MOJHOTA HUCIOJIL30BAHMS JINTEPATYPHBIX MCTOUYHHMKOB| 15
HMCTOYHUKOB 10 TEME;
— TMpPUBJICYCHUE HOBEUIIINX pabort (>KypHaJIBHBIC
MyOIMKaluu, MaTepuayibl COOPHUKOB HAyYHBIX TPYIOB U
T.J.).
3. U3noxenne — JUTEpaTypHBINA CTUIIb. 15

Hoknan ouenuBaercs mo 100 OamnpHON mIKame, Oaliabl MEPEBOISATCS B OIEHKU YCIIEBAEMOCTH
cremyronmM oopazom:

90 — 100 6amI0B — «OTIMYHOY;

70 — 89 GaiIoB — «XOPOIIIOY;

50 — 69 6anIoB — «YIOBIETBOPUTEIHHO;

MeHee 50 0aIoB — «HEYIOBICTBOPUTEILHO.

2.3. TecThl 1181 TEKYLIET0 KOHTPOJISI




OO0pa3ubl TeCTOB
1. TIK-2.11-2.VY-1. PaccunTaiite koahuiment yaepxanus kianeHtos mo Gopmyne: CRR = ((E-
N)/S)*100.
VYcnoBus 3aaun: BameMy Ou3Hecy 00JbIle HECKOJIBLKUX MecsIeB . Bbl Hauanu kBapTai, umes 200
kiueHToB. OT Bac ynuio 20 KJIMEHTOB, HO IpUILTH HOBbIe— 40.

2. [IK-2.1-2.Y-1. [Tocerurenu purHec-kiayda Tparat $20 B Mecsll 3a WICHCTBO B KJIyOe B TeUCHUE 3
ner. PaccunraiiTe MOXM3HEHHYIO IEHHOCTD KIMEHTA.

3. [IK-2.1-2.V-1. YcTaHOBHUTE COOTBETCTBHE MEXKY TUITAMH JIOSUTHBHOCTH KJIMEHTA M KOMITOHEHTaMHU

IloBenenyeckas nosuibHOCTE | IlepekpecTHas nponaxa
YBennueHne yncia noKynok
IToBTOpHBIE NOKYIIKH
[Nonnep>xanue norpedutesieMm
JOCTUTHYTOT'O YPOBHS
B3aUMOJCICTBUS C
HPEAIPUITUEM

Bocnpunnmaemas
JIOSUTBHOCTD

Y 10BJIETBOPEHHOCTH — OLIYILICHUE
yIIOBJIETBOPEHMUSI, KOTOPOE BOSHHUKAET Y
MOTPEOUTENIS B TIPOIIECCE COTIOCTABIICHHSI
MIpeIBApUTENbHBIX 0KUJIAHUHN U
peaJIbHBIX KauecTB IPUOOPETEHHOTO
MPOYKTA.

OcBeIOMIIEHHOCTH — CTENEHb
W3BECTHOCTH JICATEIbHOCTH MPEANPUATHUS
Ha 1€JICBOM PBIHKE.

4. TIK-2.1-2.V-1. Onumurte 3Tanbl oOpraHu3aluud padoThl C  MPETEH3USIMU B KOMIIAHUHU IO
IIPEIOCTABIICHUIO TYPUCTCKUX YCIIYT.

5. IIK-2.11-2.Y-1. VYcTaHOBUTE COOTBETCTBHE MEXAY XapaKT€pOM BIICYATIIEHUN KIUEHTOB M HX
XapaKTEPUCTHUKAMU

a) PAa3BJICUCHUC 1. maccuBHOE IOIIOMICHUC

0) scTeTuka 2. IaCCUBHOE MOTPYXEHHE

B) O6yLIeHI/IC 3. akTUBHOE IOIIOMICHUC

I) TpaHcpopmalus 4. akTUBHOE NIOTPY)KEHUE

IIxana u KPUTEPUH ONCHKHU TEKYLIECT0 TECTUPOBAHUSA

Yucao IPaBUJIBbHBIX OTBETOB

Onenka

90-100% npaBUIIbHBIX OTBETOB

OI_ICHKa «OTIINYIHO»

70-89% mpaBUIBHBIX OTBETOB

OI_ICHKa (XOpOIIO»

50-69% npaBHILHBIX OTBETOB

OneHka «ya0BIETBOPUTEIHHO

Menee 50% npaBUIbHBIX OTBETOB

OHGHKa «CHCYIOBJICTBOPHUTCIBHO»

3. OOEHOYHBIE CPEJICTBA JIJISI TIPOMEXYTOYHOM ATTECTAIIUA

3.1. BaHK KOHTPOJILHBIX 3a/IaHUIi (C yKa3aHUEM KOMIIETeHINH)




1. [IK-2.1-2.Y-1. YUto Takoe nienHocTh kiauenrta (Customer Value)?

A. CyMma JieHer, KOTOPYIO KJIMEHT MOTPaTHI Ha TOKYIIKH.

b. Ilone3Hocth, KOTOPYIO KIMEHT IMOJy4aeT OT MPOAYKTa WM YCIAYTH IO CPaBHEHUIO C €ro
CTOUMOCTBIO.

B. KonnuecTBO TOBapOB, KOTOPOE KIMEHT MTOKYIIAET 3a Pas.

I'. ¥YpoBeHb ynoBIETBOPEHHOCTH KIMEHTA MOCIIE MOKYIIKH.

2. [IK-2.1-2.Y-1. Kakoii u3 cienyronmx METOA0B HE SIBISICTCS YacThIO OIICHKU IIEHHOCTH KJIMEHTA?
A. Meton RFM (Recency, Frequency, Monetary).

Bb. Onpocsl ynoBieTBOPEHHOCTH KIMEHTOB.

B. Ananu3 ypoBHS 10OXOAO0B COTPYIHHUKOB.

I'. ABanm3 )XKU3HEeHHOro IMKJIa KIMeHTA.

3. [IK-2.1-2.V-1. Kakoii U3 yka3aHHBIX aCIIEKTOB HE YYHTHIBAECTCS B MOJETH >KM3HEHHOTO LUKJIA
KJIMEHTa?

A. IIpuBrnedeHre HOBBIX KIIMEHTOB.

b. O0cnyxruBaHue U NOAAEPAKKa CYLIECTBYIOIIUX KINEHTOB.

B. VBenuuenue pacxonoB Ha MAPKETHHT.

I. Ynepxxanue KIMeHTOB.

4. [IK-2.1-2.Y-1. Kakyto METpUKY JIy4llle UCII0JIb30BaTh JJIsl OLIEHKH JIOAJIbHOCTH KIIMEHTOB?
A. CpenHuit 4yek.

b. NPS (Net Promoter Score).

B. O6vem nponax.

I'. ¥poBeHsb 0TKa30B.

5. [IK-2.1-2.V-1. Kakyto npakTuky ciaenyet nu30erarb AJis HOBBILICHHS LIEHHOCTH KJIMEeHTa?
A. Ilepconanu3anust NpeaIoKEHUN.

b. PerynspHslii MOHUTOPHHT OT3bIBOB KJIMEHTOB.

B. UrnopupoBanue kaio0 1 NpeaioKeHH KINEeHTOB.

I'. OGyuenue coTpyAHUKOB HaBbIKaM 00CITY>KMUBaHUS KIIMEHTOB.

6. [1K-2.11-2.Y-1. B kakom ciydae miesrecooopasso npumeHsTh RFM-ananuz?
A. Jl51s1 TOHUMaHHUS CTPYKTYpPHBI 3aTpaT KOMIIAaHUH.

b. JIng cerMeHTanny KIIMEHTOB 10 MX MTOBEICHUIO U CTOMMOCTH ISl OM3Heca.
B. lns onieHku 3(pPeKTUBHOCTH PEKITaMBbI.

I'. 1nst mog6opa nepcoHana.

7. IIK-2.1-2.Y-1. Kaxkoii moaxo/1 IIOMOraeT IOBBICUTE LIEHHOCTE KIIHEHTa?
A. TloBbllIeHHE 1IeH Ha MPOAYKIHIO 0e3 00bsCHEHUH.

b. Orpanunuenue B3auMoAECTBUA C KIIMEHTaMH.

B. [Ipenyioxxenre nporpaMMsl JIOSIIBHOCTH.

I'. CokpailieHre BpeMeHH OTBETa Ha 3allpOChl KIMEHTOB.

8. [IK-2.1-2.V-1. Yto o3navaeT "xu3HeHHas 1ieHHOCTH kKiuenTa" (Customer Lifetime Value)?
A. CymMa Bcex MOKYNOK KJIMEHTa 32 OUH MECSL.
b. OGmras cymma JieHer, KOTOPYIO KJIUEHT MOTPATUT 3a BPEMs B3aUMOJICHCTBHS C BaIlle KOMITAaHUCH.



B. Cymma MapKeTHHIOBBIX pacXoJ0B Ha IIPUBJICUEHNE KIIUEHTA.
I'. KonmnuecTBo oOparnieHuit KIIMeHTa B CIY)OY MOICPIKKH.

9. IIK-2.11-2.Y-1. Kakoe U3 cnenyomux yTBep>KICeHUN BEPHO I IEHHOCTH KJIUEHTa?
A. IleHHOCTB KJIMEHTa (PUKCUPOBaHA U HE U3MEHSETCH.

b. [leHHOCTb KJINEHTA MOXKET MEHATHCS B 3aBUCUMOCTH OT YPOBHSI YIOBJIETBOPEHHOCTH.
B. YBenuuenue NeHHOCTH KJIMEHTAa BCerna TpeOyeT 3HaUUTEIbHbIX 3aTpar.

I". IleHHOCTD KJIMEHTAa ONPEAEISIETCS TOJIBKO HAa OCHOBE (DMHAHCOBBIX IOKa3aTeNeH.

10. I1K-2.1-2.Y-1. Kak BHeapenue CRM-cucTemsl BIUsIET Ha IEHHOCTh KIMEHTa?

A. YipoaeT B3aMMOEHCTBHE C KIMEHTaMU, HO HE BIMSIET Ha UX JIOSIBHOCTD.

b. Ilo3BossieT myyliie aHaTU3UPOBaTh OBEACHUE KIMEHTOB M YBEITUYNBATh UX LIEHHOCTb.
B. YMmenbiiaer o6uiue 3arparsl Ha 00CTy>KMBaHUE KIIMEHTOB.

I'. He naet Hukakoro > ¢exra Ha yIpaBiIeHNE IEHHOCTHIO KITUCHTA.

11. TIK-2.1-2.Y-1. Onummre, KaKk Balla OpraHu3anus MOXKET MCIOJIb30BATh CETMEHTAINIO KIMEHTOB
IUIsl YBEIMUYECHUS UX LIEHHOCTH.

12. TIK-2.1-2.Y-1. Kakue miaru Bl Obl HNPEANPUHSATIN IS MOBBIINICHUS YPOBHS Y/IOBJIETBOPEHHOCTH
KJIUEHTOB B Ballleil KOMITAHUH?

13. TIK-2.U-2.V-1. [Ipoananusupyiite, Kak U3MEHEHHE IICHbI HAa MPOIYKT MOXET IMOBIHUATH Ha €ro
LEHHOCTb JUISl KITUEHTA.

14. TIK-2.1-2.Y-1. OObsAcHUTE, KaK MCIIOIb30BaHUE OOPATHOM CBSA3U OT KJIMEHTOB MOXET YIYYIIHUTh
yIIpaBJIeHUE IEHHOCTHIO KIIMEHTA.

15. MIK-2.1-2.Y-1. Kak pa3paboTka MmporpaMMbl JIOSJIBHOCTH MOXET CIIOCOOCTBOBATh YNEP KAHUIO
KJIMEHTOB U NOBBILIEHUIO UX [IEHHOCTH JJIs1 KOMIIAHUU?

3.2. Kiiloun K KOHTPOJIbHBIM 3a1aHUAM

1 b
[leHHOCTh KJIMEHTa OINpEeAeNseTcsl TEeM, HACKOJIbKO XOpPOUIO MPOAYKT WM YCayra
YAOBJIETBOPSIET MOTPEOHOCTH KJIIMEHTA IO CPABHEHMIO C €r0 IIEHOM.

2 B.
AHanu3 J0XOI0B COTPYIHUKOB HE MMEET OTHOIIEHHUS K OLEHKE IIEHHOCTH KIUEHTOB U HE
BJIMSIET Ha MOHMMaHUE UX MOTPEOHOCTEN U MPEANOUTEHHI.

3 B
VBennuenne pacxoa0B Ha MApPKCTUHI' HE ABJISCTCA YaCTbIO XH3HCHHOI'O HHUKIIA KIHWCHTA.
MOI[CJ'IL COCPCAOTOUCHA HA BBaHMOﬂeﬁCTBHH W OTHOIICHUAX C KIMCHTaMU.

4 b
NPS SCPCI)GKTI/IBHO HU3MCPACT JIOAJIBHOCTD KJIIMCHTOB U UX TOTOBHOCTH PCKOMCHI0OBATH IIPOAYKT
HJIM KOMITAHUIO, YTO ABJIACTCA KIIFOUCBBIM WHAWKATOPOM HCHHOCTHU KJIIMCHTA.

5 B.
UrnopupoBanue xanod U MPENOKEHUH KIMEHTOB OTPULIATENIbHO CKa3bIBaeTCs Ha MX
IIEHHOCTH U YJIOBJIETBOPEHHOCTH, IOITOMY 3TO CJIEyeT U30erarb.

6 b
RFM-ananu3 mo3BoJisieT CErMEHTUPOBATh KIMEHTOB MO WX HEAABHOCTH, YaCTOTE MOKYIOK U
JIEHEKHBIM PacXo/1aM, YTO IMOMOTAET OMPEEITUTh HanOO0JIee IICHHBIX KIIMEHTOB.

7 B




HpOFpaMMBI JOAJIBHOCTHU CO3OAI0T AOIOJHUTCIBHBIC CTHUMYIIBI I KIWMCHTOB W MOTYT
YBCINYUTH UX HCHHOCTD IJII KOMIIAHWH.

b
JKu3HeHHas EHHOCTh KIMEHTAa — 3TO MPOTHO3UpyeMas o0IIas CymMMa, KOTOPYHO KIHUEHT
MPUHECET KOMITAHUH 33 BECh MEPHUOJI CBOETO B3aUMOJICHCTBUSI.

b
IleHHOCTH KJIMEHTAa MOXKET W3MEHATHCA B 3aBUCHUMOCTU OT Pa3IUYHBIX (PaKTOPOB, BKIIOUAS
YPOBEHB YIOBJICTBOPEHHOCTH, KAYECTBO OOCITY)KUBAHUS U B3aUMOJICHCTBUS C OPCHJIOM.

10

b
CRM-cucrembl TOMOTAlOT COOMpATh M aHAIU3MPOBATH JIAaHHBIE O KJIMEHTaX, YTO MO3BOJISET
IEPCOHAIM3UPOBATH NPEJUIOKEHHS U YBEIMYUTh UX LIEHHOCTBH JUIs OU3Heca.

11

OtBet: a1 yBenMuYEHUs LIEHHOCTH KIMEHTOB, OpraHU3alUs MOXKET CHauyajga BBLIEIUTH
HECKOJIBKO CerMeHTOB Ha ocHoBe RFM-ananuza, onpenenuB HamOosiee LIEHHBbIE TPYIIIbI
norpedureneil. Hampumep, MOXHO cO31aThb [EPCOHAIU3UPOBAHHBIE MApPKETUHIOBBIE
KaMIIaHUM JJI1 KIUMEHTOB C BBICOKOM 4YacTOTOM IIOKYIOK, Ipeajaras clenuaabHble
IIPEUIOKEHNS WM SKCKIIO3UBHBIE IPOAYKTHL. Kpome Toro, opranusanuisi MOXKET BHEIPHUTH
IIPOrPaMMBbl JIOSUIBHOCTH, MOOIIPSs JOJITOCPOYHBIE OTHOLIEHUS C KIMEHTAMM, YTO TAaKXKe
OyzieT crocoOCTBOBATh MOBBIICHUIO UX IIEHHOCTH.

12

OtBer: /I noBbILIEHUs YPOBHSI YIOBJICTBOPEHHOCTU KIIUEHTOB, sI Obl MPEIIOKUI Hayarh C
aHamM3a CYIIECTBYIOIIMX OT3BIBOB M KOMMEHTAPHEB KIHMEHTOB, BBIABISSI OCHOBHEIC
npo0ieMbl. 3areM MOXKHO OpraHM30BaTh TPEHMHTH sl MEepCOHasla, 4YTOOBl IOBBICUTH
KauecTBO oOOCIyxkuBaHMs. Takke BaKHO pa3padoTarb CUCTEMY OOpaTHOW CBs3H, YTOOBI
KJIMEHTHl MOIJIM JIETKO COOOIIaTh O CBOMX BIEYATICHUSAX M mpoOnemax. Hakonen, crout
BHEJIPUTH TPOTPaMMYy JIOSUIBHOCTH, MPEUIaraionlyo OOHYCHI 3a PETyIsipHbIE IMOKYIKH |
PEKOMEHTAIHSX.
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OtBer: U3menenue LOCHBbI HA MPOAYKT MOXCT KaK IMOBBICUTH, TAK U CHU3UTH €ro HEHHOCTH B
3aBUCHUMOCTU OT BOCIIPpUATHSA KIIUCHTA. Ecmu IOCHA IOBBIACTCA, HO KaY€CTBO OCTACTCA Ha
BBICOKOM YPOBHC UM MpPEAIararOTCAa AOMOJIHHUTCIBHBIC YCIYId, HECHHOCTH MOXKET BO3pPaCTH.
O,Z[HaKO C€CJIM MOBBIIICHUEC LICHBI HC OIIpaBAaHO C TOYKHU 3PCHUS KIIMCHTOB WJIKM IIPUBOAUT K
CHMIXCHHUIO Ka4€CTBA, OTO MOXKCET IMPUBCCTH K HCAOBOJILCTBY M OTKAa3aM OT ITOKYIIOK, TaAKHUM
06pa30M CHHMIKAs NCHHOCTH NPOAYKTA JJII KIIMCHTOB.
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OtBet: Hcnonbp3oBanue 0OpaTHOM CBSI3M OT KIIMEHTOB MO3BOJISIET BBISIBUTH ACMEKTHI, KOTOPHIE
MOBBIIIAIOT WJIM CHHXAIOT IEHHOCTh MPOAYKTa WIW YCIAYyTd B TIa3ax MOTpeOuTenei.
AHaIM3UPOBAB OT3BIBBI, MOXKHO TTOHSATH TPEOOBAHMS U OXKHIAHUS KIIMEHTOB, YTO HEOOXOAMMO
JUTSL aJlafTalliil TOBAPHOTO MPEIOKEHUST W YIYYIIeHUs KIUEHTCKOro oocmyxuBaHus. Tak,
MOCTOSTHHBI MOHUTOPUHT U y4€T MHEHUN KJIIMEHTOB CITOCOOCTBYIOT YAYUIIIEHUIO POAYKTOB U
YCIYT, YTO NPUBOAUT K IMOBBILIEHWKD HMX LEHHOCTH U, COOTBETCTBEHHO, YKPEIUIEHUIO
JIOSUIBHOCTH.
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Otet: IlporpamMmma JIOSJIBHOCTH CO3/A€T JOMOJHUTEIbHBIE CTUMYJBl [JI1 KJIUEHTOB
MPOJOJIKATh MOKYIKA UMEHHO B JIaHHOW KoMmaHuu. OHa MOXKET BKJIIOYaTh HAKOMHUTEIIbHbBIC
CKHIKH, 6OHyCHI)Ie 6aJ'IJ'IBI 3a HOKyrIKI/I HUIJIN CIICHUAJIBHBIC npe)monceHI/m. 3TO HC TOJIBKO
MOTHBHUPYET KJIMEHTOB BO3BpAIaThbCsl M YBEJIMYMBAET YaCTOTY COBEPIICHUSI MOKYMOK, HO U
CIOCOOCTBYET CO3/IaHMIO JMOIMOHAILHOM CBSI3M C OpeHAoM. B pesynprare KIMEHTHI
CTAHOBSTCS 60]’[66 HpellaHHI)IMI/I 158 MOFYT HC TOJIBKO TpaTI/ITB 60.]'[])1]_[6 JCHEI, HO H
PEKOMEHI0BaTh KOMITAHUIO JIPYTUM, YTO B UTOT€ MPUBOJUT K MOBBIIICHUIO UX LEHHOCTU IJIS
OusHeca.

Ikana u KpuTepuM OLEHKHN TEKYIIEro TeCTUPOBAHMS

Yuci10 npaBUIbHBIX OTBETOB Ounenka

90-100% mpaBUIBHBIX OTBETOB OneHKa «OTIUYHOY




70-89% mpaBUIIBHBIX OTBETOB OneHka «xopoIo»
50-69% npaBUILHBIX OTBETOB O1ieHKa «yIOBJIETBOPUTEIHLHO»
Menee 50% npaBUIIbHBIX OTBETOB OlnieHKa «HEYAOBJIETBOPUTEIHHO»

3.3. Ilepeyenn TeM /1151 MPOBEPKH 00pa30BaTeIbHBIX Pe3yJIbTATOB HA 3HAHUS
(BOompocCkI K 3a4€Ty/3K3aMeHy, IPH HAJINYUH)




