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1. OGuue cBeneHust 0 TUCIUIUIMHE (MOAYIE).

ens: PazBute 3pPpexkTrBHON CUCTEMBI YIIPABICHHS B3aUMOOTHOIICHUSIMU
C MacCaXUpaMHU HA HKEJIE3HOJOPOKHOM TpaHCHopTe C ucnosbzoBaHueM CRM-
TEXHOJIOTUM 1JI15 TOBBIIICHUS Ka4eCTBa 00CITY KUBAHUS U YIIYUIIIEHUS KIIMEHTCKOTO
OTIBITA.

3amaun:

M3yunts cnenuduky pabOThl  KENE3HOJOPOKHOTO  TpaHCIOpTa U
0COOEHHOCTH B3aUMOJICUCTBUS C TACCAKUPAMH ISl OIPEICTICHUS MOTPEOHOCTEN U
0’KMJIaHUH KIIMEHTOB.

AHann3upoBath Bo3MOKHOCTH CRM-cuctem B 5KeJe3HOJO0POKHON OTpaciu
JUIA TIEpCOHANU3aluu OOCTY)KUBaHUS, yMNpaBleHUs OpOHUPOBAHHMEM U ydeTa
MIPEANOYTEHUIN NTACCAKUPOB.

Pazpabotath cTpareruto Bueapenuss CRM-cucreM B paboTy ¢ maccaxupamu
Ha ’KeJIE3HOJ0POKHOM TPAHCIIOPTE C YUETOM ClieHU(UKU OTPACTH U OTPEOHOCTEN
KJINEHTOB.

[IpoBecTn aHanM3 KOHKYpPEHTOB B obOyacTu ucrnoisib3oBanuss CRM-cucrem B
paboTe ¢ maccaxxupamu Ha jKeJIE3HOJIOPOXKHOM TPAHCIIOPTE C LIEJbIO BBISBICHUS
JAy4lIUX  MOPAKTAK W pa3pabOTKM  CTpaTerud s YJIy4IlICHUS
KOHKYPEHTOCIIOCOOHOCTH KOMITAHHH.

2. [Inanupyembie pe3ynbTaThl 00YYEHHS IO TUCHUILIINHE (MOYJIIO).

Ilepeuenp (GopmMUpPyEeMBIX pe3yJbTaTOB OCBOCHHS  00Opa3oBaTENbHOU
porpamMmsbl (KOMIIETEHIIMI) B pe3ysbTaTe 00y4eHHUs 10 AUCHUIUIUHE (MOAYIIO):

OIIK-5 - CnocobeH mpuMeHsITh HHCTPYMEHTapui (popmanu3anuyu Hay4qHO-
TEXHUYECKUX 3a/1ay, UCII0JIb30BATh MPUKIIAJHOE MIPOrpaMMHOE oOecrieueHue st
MOJICJIMPOBAHUS U IPOEKTUPOBAHUSI CUCTEM U MPOLIECCOB;

IIK-5 - CnocoOeH uCHNONb30BaTh COBPEMEHHBIE HH()POPMALMOHHBIE U
ABTOMATU3HPOBAHHBIE CHUCTEMbI i1 TMOBBIIIEHUS A()PEKTUBHOCTU PabOTHI
MMacCCa)KUPCKOTO KOMIUIEKCA B YCIOBHUAX pa3Butus BCM.

OO0y4eHwme Mo qUCIUILTHHE (MOYJTIO) TIPEIIOJIaraeT, 4To IO €0 pe3ybTaTaM
oOydaromuiics: Oyaer:

3HaTh:
OcHoBHble npuHUMOBl W ¢yHKuuoHan CRM-cucteM B KOHTEKCTE
YKEJIE3HOAOPOKHOM OTPACIIH.

YMeTh:



[Tpumenste CRM-TexHOMOTHN AJI yAy4dlIEHUs] KadecTBa OOCTY>KMBaHUSA
[IACCaXXUPOB HA YKEJIE3HOAOPOKHOM TPAHCIIOPTE.

Baanersn:

3HaHUSIMM M HaBBIKAMU I10 UCMOJIb30BaHUIO CRM-cucTteM 1j1s1 yrpaBiieHUs
B3aMMOOTHONIEHUSIMU C MAacCaXUpaMH, ONTHUMHU3AIMU OOCITYy)XKUBaHUS U
MOBBILICHUS YPOBHS KIIMEHTCKOTO OIBITA HA KEJIE3HOAOPOKHOM TPAHCIIOPTE.

3. O0beM TUCIUILTAHBI (MOJTYJIIA).
3.1. O6mias Tpy10€MKOCTb JTUCHUIUIUHBI (MOIYJIA).

OO6mast TPyJIOEMKOCTh AUCHUILIMHBI (MOIynsl) coctaBisier 6 3.e. (216
aKaJIeMUYECKUX Jaca(oB).

3.2. O6bem pguctuIUIMHBL (MOAYJsl) B (QopMe KOHTAKTHOM pabOThI
oOyJarommxcss ¢  [EJarorM4YecKUMH  paboTHHKaMu W (WIM)  JUIAMH,
MIPUBJICKAEMBIMHU K peau3aiiyi 00pa30BaTEIbHON MPOTPAMMBI Ha MHBIX YCIIOBHUSX,
P MIPOBEJICHUHN yICSOHBIX 3aHITHI:

KonmuectBo yacos
Tun yaeOHBIX 3aHATHI B Cemectp
TOMN2 | N3
KonTtakTHas paboTa Ipu NpoBeIeHNH yUeOHBIX 3aHATUH (BCEro): 40 16 24
B ToMm gmncne:
3aHATHSA JIEKIIHOHHOTO THIIA 16 8 8
3aHATHSI CEMUHAPCKOTO THIIA 24 8 16

3.3. O6peM mucHUIIMHBI (MOAYJs) B (hopMe CamMOCTOSITENHFHOW pPabOTHI
oOyyarommxcsi, a Takke B (opMe KOHTAKTHOM pabOThl OOydYAIOUIUXCS C
He1arorndyecKuMu pabOTHUKAaMU U (WJIH) JIMIIAMHU, TIPUBJIEKAaEMbIMH K peanu3aliu
oOpa3oBaTeNbHOM MporpaMmbl Ha HWHBIX YCIOBHUSIX, TIPU NPOBEIACHUU
IPOMEXKYTOUHOM aTTecTalu cocTaBiser 176 akaneMuyeckux yaca (OB).

3.4. ITpu oOy4eHnH 0 UHAUBUAYATIBHOMY YUYEOHOMY IIJIaHY, B TOM YHCJIE IPU
YCKOPEHHOM O0y4e€HHUH, 00bEeM JUCIUIUIMHBI (MOIYJIs1) MOXKET OBITh peain30BaH
MOJIHOCTBIO B (DOPME CaMOCTOSITENIbHOM paboThl 00yJaronuxcs, a Takke B (hopme
KOHTaKTHOM pabOThl 00yYarolIUXCsl ¢ MEAarorHuecKuMu pabOTHUKaMHU U (WIJIH)
JUIAMH, TIPUBJIEKAaEMbIMH K pealiu3alii 00pa30BaTeIbHON MPOrpaMMbl Ha MHBIX
YCIIOBHSIX, TPU MPOBEAECHUN TPOMEKYTOUHON aTTECTALIMH.

4. ConeprkaHue JUCHUTUIUHBI (MOIYJIS).




4.1. 3aHATHA TEKIIMOHHOTO THUIIA.

r]:l/-gn Temaruka NTEKIIMOHHBIX 3aHATHH / KPaTKOE COJEpIKaHUE
1 |Bengenue B CRM-cucteMsl B 5KeJI€3HOIOPOKHOM OTpacin
Onpenencare CRM u ero 3HaueHHE A7 0O0CTYKIBAHUS TACCAKAPOB.
2 |AHanm3 noTpeOHOCTEH U MPETOYTCHHUN TacCaKUPOB
Metonp! cOopa U aHaIM3a JAHHBIX O MAaCCaXKUpPax.
3 |Buenpenune CRM-cuctem B KeJIe3HOTOPOKHYIO KOMITAHHIO
Oransl BHeApeHUsT CRM-TeXHOIOTHII 1 OCHOBHBIC TIPOOJIEMEL.
4 |3ddextuBHOE Ucnonbp3zoBanue CRM-cucteM B 00CITy>)KUBAaHUH MTACCAKUPOB
OnTuMH3ays POLECCOB 00CITYKUBAHUS U YIIPABICHNS B3aNMOOTHOIICHUSIMH € KIIHEHTAMH.
5 |Monuropusr u ananu3 qaHabix B CRM-cucremax
WHCTpYMEHTHI aHAITH3a IAHHBIX U BBISBICHUS TPESH/IOB.
6 |[IporpaMMmbl JOSIIBHOCTH TSI TACCAXKUPOB
Pa3paboTtka u BHepEHHE MTPOrpamMM JIOSUIBHOCTH Ha ocHOBE HaHHBIX CRM-cucteMm.
7 |Obyuenue nepconana o pabore ¢ CRM-cucremamu
OO0y4eHHe HaBBIKaM PabOTHI C JaHHBIMH M B3aHMOACHCTBHIO ¢ maccaxupamu yepe3 CRM-cucteMsl.
8 |AHanHM3 KOHKYPEHTOB U CTPATETHsI PA3BUTHS
CpaBHUTENBHBIN aHaN3 Hcnoib30BaHusd CRM-cucTeM B xKele3HOJOPOXKHOMN OTpaciiu.
4.2. 3aHATHS CEMUHAPCKOTO THIIA.
HpaKTI/ILIGCKI/IC 3aHATHUA
No
i TemaTrka MpakKTUYECKUX 3aHATUH/KPATKOE COJEPIKAHHE
1 |CRM kak cTparerus ynpaBieHUs! KINEHTCKUMH OTHOLIEHUSIMU
Onpenenenrie CRM u ero uenu.
2 |Texnonorun CRM u nx nmpuMeHeHHE
OcHosuble Bubpl CRM-cucreM.
3 |CRM u anamu3 qaHHBIX
Ponp ananmsa naraeix 8 CRM-cTparerun.
4 |CRM wu nepconanu3zaius oOCITyKHBaHUS
Kak CRM nomMoraeTt B nepcoHaNNu3anuy 00CTyKUBaHNUS.
5 |CRM u ympasieHue npogaxamu
Bnusaue CRM Ha ynpaBineHue npojaaxamu.
6 |CRM u MapKeTHHTOBbIE KaMITaHUH
Hcnonp3oBanne CRM B IIaHUPOBAHUH M IPOBEAEHUH MAapPKETHHTOBBIX KaMITaHHH.
7 |CRM wu yaepkxaH#e KINEHTOB
Ponr CRM B ynep>kaHuu KJIMEHTOB U YBEITUUCHUH JIOSIIHHOCTH.
8 |CRM u Mex(yHKITMOHATHLHOE B3aMMOJICHCTBHE

Wnrterpanns CRM ¢ apyrumu GM3HEC-TIpoIecCaMu.

4.3. CamocrosiTenpHas paboTa 00y4JarOImmuXCs.
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Bun camocrosiTensHO#M paboThI

Uccnenoanue npumeHenust CRM-cUCTeM B KeJIe€3HOI0POKHOM OTpaciu

Pa3zpabotka crpaternu BHeApeHuss CRM B jkene3HOI0pOKHYIO KOMITAHUIO

Onenka 3¢ (HeKTUBHOCTH MPOTrpamMM JIOSUIBHOCTH JUTSI TACCAKUPOB

Uccnenosanue BnusHusg CRM Ha ynpaBieHue npojaxamu Ha XKeJIe3HOH 10pore

[Tpumenenue ananutuku JaHHbIX B CRM anis ymydinenust 00CyKUBaHUs [ACCaXKUPOB

Pa3zpaboTtka crpaterum ynaep:kanus KiueHToB yepe3 CRM

WuTerpanus CRM ¢ apyrumu cucreMaMu Ha 5K€JI€3HOM 1opore

AHanu3 KOHKYPEHTOB U pa3paboTka yHukanbHoit CRM-ctpareruun
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BrimonHeHne KypcoBoro mpoekTa.
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IToaroToBKa K MpOMEXYTOYHOM aTTECTALIMH.

4.4. ITpumepHbII IEpEUYEeHb TEM KYypPCOBBIX IIPOEKTOB
MHHOBalIMOHHBIE TEXHOJIOTMH B MHPPACTPYKType 0a3 TaHHBIX

5. HepequB HBIIaHHﬁ, KOTOPBIC PCKOMCHIAYCTCA HCIIOJIB30BATh IIPHU

OCBOCHUHU JUCHUILUIMHBI (MOYJIA).

No
/a

bubnunorpaduueckoe onucanue MecTo gocrymna

CRM: KoHuemniuu 1 TeXHOJIOTHH yrpaBiieHus oTHoteHusimu | HTb (MUUT)
¢ ximentamu. Kotinep @., Kemnnep K. M.: U3natensckuit jom
«Bumesamcey, 2019. - 672 ¢. - ISBN: 978-5-8459-2090-2.

CRM B nefictBun: [IpakTHueckoe pyKOBOJICTBO 11O HTb (MUUT)
BHEJIpEHUIO U ucrnonb3oBanuio CRM-cucrem. [xxoncon /1.,
Mmunar K. CI16.: [Tutep, 2020. - 416 c. - ISBN: 978-5-496-
02897-6.

CRM B obmactu ycnyr: Ynpasienue B3aumootHourenusimu ¢ | HTb (MUNT)
KJIIMEHTaMH B CEPBUCHOM MHAYCTpuH. MaknoHansx M., Ileiin
A. M.: Bunbsamc, 2018. - 384 c. - ISBN: 978-5-8459-2091-9.

CRM u mapketunr: Uaterpamus CRM-cuctem B HTB (MUUT)
MapKeTHHIoBble cTpareruu. belikep M., Marmxkepuc 1. M.:

WznatenbctBo «AnbnuHa [Tabmumepy, 2021. - 352 c. - ISBN:
978-5-91471-234-1.

CoBpemennble TeHAeHIIMU B CRM: UccnenoBanue peiHka u HTb (MUUT)
MepCIEeKTUBEI pazBuThs. XosaepHecc ., XaHcon k. Heto-
Mopk: Maxrpoy-Xuimr, 2019. - 448 c. - ISBN: 978-1-260-
02298-7.




6. IlepedueHb COBpPEeMEHHBIX MNPOQPECCHOHANBHBIX 0a3 JaHHBIX U
WH()OPMAITMOHHBIX CIPABOYHBIX CHUCTEM, KOTOPBIE MOTYT HCIIOJIb30BAThCS IIPH
OCBOCHUHU JUCHUIUIMHBI (MOIYJIA).

http://library.miit.ru/ - saexkTpoHHO-OMONMOTEUHAss cucTeMa HaydHo-
TexHu4Yeckoi ononmoreku MUUT

http://rzd.ru/ - caiit OAO «PXI».

http://elibrary.ru/ - naygno-3nekTpoHHas OnOIMOTEKA

ITouckosrie cucteMsl : YANDEX, GOOGLE, MAIL

7. IlepeuyeHb JUIEH3UOHHOTO H  CBOOOJHO  PACIPOCTPAHIEMOTO
MpOrpaMMHOT0 OOECIIeYeHUsI, B TOM YHCJIE OTEUECTBEHHOI'O IPOU3BOJICTBRA,
HEO0OXOMMOTO JIJI1 OCBOCHHMSI TUCIIUTUTAHBI (MOYJIs).

I[JI}I HpOBCIIeHI/ISI BaH}ITI/Iﬁ 110 JUCHHUIIJIIMHEC HCO6XOI[I/IMO HaJINU4uce HO
Microsoft Office

8. Omnwucanme MaTepHAIbHO-TEXHUYECKOW 0a3bl, HEOOXOAUMOUN s
OCYILECTBJICHUSI 00pa30BaTEILHOrO Mpoliecca Mo TUCIUILIMHE (MOIYIIIO).

Jlns mpoBeneHUsT Y4eOHBIX 3aHATUN HEoOXoauMa ayJIUTOPHs, OCHAICHHAs
JIOCKOM, TPOEKTOpOM, 3kpaHoM u T1K.

9. ®opma MpOMEKYTOUHOM aTTECTALNU:

KypcoBoii mpoekT Bo 2 cemecTpe.
3aueT BO 2, 3 ceMecTpax.

10. OuieHOUHBIE MAaTEPUAIIBI.

OreHOYHBIE MaTepHUANbl, TPUMEHSEMBIE TIPH TIPOBEICHUH TPOMEXYTOTHOM
aTTECTaIluH, pa3padaThIBAIOTCI B COOTBETCTBUH C JIOKAJIBHBIM HOPMATHBHBIM
aktom PYT (MUUT).
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