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1. Ilesin ocBOEHUS TUCHUILINHBI.

[lenbr0 OCBOEHMSI TUCIMILIMHBI SBISIETCS (POPMUPOBAHHE KOMIIETCHIMI B 00JIACTH OpraHU3aliu
KaHaJIOB COBITA MPOIYKINH, a TAK)KE 00ECIIeUeHUs TOCTYITHOCTH MPOU3BOAUMOTO (UPMOH Mpo-
JYKTa C LEJbI0 BO3BpaTa BIOKEHHBIX B IMPOU3BOJICTBO M MAPKETHHT CPECTB M TOJIYYCHUS TIPH-

OBLIIH.

2. MecTO AMCUHUIIMHBI B CTPYKTYpe 00pa30BaTe/IbHON MPOrpaMMbl.
JucuumnirHa oTHOCUTCS K (pakynpraThBaM. J[aHHas TUCHUILIMHA OCHOBaHA HAa 3HAHMSAX, MOJIY-
YEHHBIX [IPU U3YyYEHUH TUCUUIUIUHBI «KOMIUIEKC MApKETUHIaY.

3. [lnanupyeMsble pe3yabTaThl 00y4eHHS MO JUCHHUIJINHE, COOTHECEHHBIE ¢ MIAHUPYEMbI-
MU pe3yJIbTAaTaAMM 0CBOeHHsI 00pa30BaTebHOI NMPOrpaMMbl

[Tpouiecc u3yyeHUs: TUCIUTUTMHEI HAMIPABJICH Ha (POPMHUPOBAHUE CICIYIONINX KOMIICTCH-
uit B cootBercTBUU ¢ ®I'OC BO, OOII BO u npuobpereHus ClenyrolUX 3HAHHUMA, YMEHUH,
HABBIKOB U (MJIM) OMbITA JIEATEIbHOCTH:

dopmMupyeMasi KOM-

HNuagukarop nocru-

Ilepeyenn

NneTeHI U JKeHUs] KOMIIETEHHH IUIAHMPYEMBbIX pe3yJIbTATOB 00yUeHH s
(kox 1 popmy.IMpPOB- (kox 1 popmy.iu-
Ka) poBKa)

YHHBepcaﬂbele KOMIICTCHIHHA

YK-6 Cniocoben ompe-
JIETISITh U pPeaTi30BbI-
BaTh IPUOPUTETHI COO-
CTBEHHOM
NeSITETbHOCTH U CIIO-
co0BI ee COBepIlIEH-
CTBOBaHUS Ha OCHOBE
CaMOOLIEHKHU

YK-6.1 Omnpenensier
CTUMYJBI, MOTHBBI H
MIPUOPUTETHI co0-
CTBEHHOW mpodeccu-
OHAJILHOM JeSITeNbHO-
CTH U LIeIH KapbepHO-
o pocra.

3HaTh:

IICHUXO0JIOTHYECKHE OCHOBEI ITOBEAEHHS I10-
Tpedurens;

OCHOBHEBIC METObI HCCIICAOBAaHMS IIOBEIC-
HUS OTpeOUTeNs;

MOJIEJIH TIOBEJICHUS TTOTPEOUTENS .

YMeTs:

OTIPENIEeTISATH MOJECIb MOTPEOUTENHCKOTO BBI-
0opa pa3IMYHbBIX TUIIOB TOBApPOB.

Baagern:

HABBIKOM aHanu3a (aKTOpOB, OKA3BIBAIO-
IIUX BO3JICHCTBHUE HA TOBEICHHUE MOTPEOU-
Tens

4. O0beM, CTPYKTYpA U co/iepKaHue THCHUTITHHBI
OO01mast TpyA0€MKOCTh TUCHIUTUINHBI COCTABIISIET 2 3a4eTHHIE SIMHUIIBI, 72 aKaJeMHYeCKHX Jaca.

Ounas ¢popma




Bunbl yueOHBIX 3aHATHI,
BKJIIOYAsI CAMOCTOATEIBHYIO pa-
60Ty CTY/1CHTOB, (I)Oprl TEeKYIIEro KOH-
H UX TPYAOEMKOCTh TPOJIA YCIIEBACMOCTH
. (B akageMUYeCKUX 4acax) 3
N Tembl (pa3aenb) § KontakrHasi pa6oTa - ®opma NpoMeKyTOYHOMI
AUCUMILUINHBI, S S aTTecTalMu
n/n HX coJdep:KaHue > o | 2| 5|4 g3 (mo cemecTpam)
© Z| E| 5|EE5 e P
S 2| 5| E|E5E&
2| 2| 5| B|EES'E ®opmbi D0 u 10T
g % 53 c;; é 2 é = (IpH HAJMYHH)
=l 2| E|RE5
1 |MapkeTHHTOBbIE METOIBI Keiic
W3YYeHUs TIOBEJCHHS ITOTpe- | 2 6 6 20
ouresns
2 |®opMupoBaHHUE JTOSITBHOCTH 2 6 6 20 Keiic
MOTpeOuTENs
03| 7,7 3auer
UTOIro 12 | 12 0,3 | 47,7 72 yaca

Conep:xanue pa3/iesioB JHCHHUILIMHBI:
Tema 1. MapkeTHHIOBbIE METO/IbI U3yUEHUS MIOBEJCHUS TOTPEOUTEINS

Mopnenu nosenenus norpedureneid. [Ipouecc npunaTus pemenus o nokynke. CylHocTh U Ba-
PHAHTBHI MOTPEOUTENHCKOTO BBIOOpA. DTallbl Mpoliecca MOTPeOUTENbCKOTO pereHus. TUrmbl mpo-
1eccoB pemieHusi. CocTaBlIeHHE Pa3BEPHYTOTO MOpTpeTa nmotpeduTesns. BrisBienne npeanoure-
HUN TOTpeduTeneil, X OTHOLIEHHUS K OMpPEETICHHBIM MPOIyKTam/MapkaMm, cTereHn HWH(OpMH-
poBaHHOCTH 0 HUX. CErMEHTHUPOBAHUE PHIHKA. AHAJIU3 MOJIEIEH MOKYINaTeIbCKOTO MOBEICHHS.
AHanu3 LEHOBBIX OXKUJAHHWI ToTpedutTeneil. DTambl coBepiieHHs MOKynku. Oco3HaHHE TMPo-
osnembl. [lorck uH(poOpmaIuu U olleHKa BapuaHToOB. Pemienue o mokymnke. Peakius Ha MOKYIIKY.
Bunsr MapkeTuHTOBBIX BO3neicTBuil. [loTpeOutenbckoe nmosenenue. [Ipocrteiimas Moaenb mo-
BeneHus mnorpebuteneil. [loTpeduTenbckoe MmoBeneHHE B KATETOPHUSX KPUBBIX Oe€3paziinyusi.
KpuBbie Oe3paznuuust U OroKeTHbIE orpaHudeHus. [loTpeOuTenbckoe paBHOBECHE W KpUBas
cripoca.

Tema 2. ®opMupoBaHue JOAILHOCTH OTPEOUTENS

KoHnenryanbHbIE OCHOBBI IICHXOJIOTHH MOTPEOICHNS KaK HAMPaBIEHUS YKOHOMHYECKOU TICUXO0-
noruu. ToBap, ycinyra u ux aTpuOyThl Kak COIMALHO-TICUXOJIOTHYECKUE KOHCTPYKTHI. [ToTped-
JIEHWE KaK OOBEKT DKOHOMHYECKOW TCHUXoJIoThH. [lcuxoiormdeckuii aHalin3 SKOHOMHYECKHUX
3akoHOMepHOcTel. DakTopsl noTpedienus. [lotpedurensckue npeanourenus. [Ipuemsl u MeTo-
Il PEKJIaMHOTO Bo3ekcTBHsI. Onpeaenenue ncuxorpaguyueckoro cermeHTrpoBanusi. CerMeHTHPO-
BaHUE pPBIHKA MOKyMareneil. [ eorpaduueckoe cermenTupoBanue. [loBenienre moTpeOuTenst U CerMeH-
TUpOBaHUE phIHKA. VcciemoBaHue JOSUIBHOCTA KIMEHTOB. XapaKTEPUCTUKA CETMEHTHUPOBAHUS
notpeduTeneit, BBI0op MET010B (POPMUPOBAHUS JIOSITLHOCTH.




5. O0pa3oBare/ibHble TEXHOJIOTMH, B TOM YHCJIEe TEXHOJOTHH IJIEKTPOHHOIO O0y4YeHHs] H
AUCTAHIHOHHBbIEe 00pa3oBaTe/ibHbIE TEXHOJOITHH, HCIOJb3yeMble MPH OCYIeCTBJIEHUU 00-
Pa30BaTeIbHOIO NMpoLecca Mo JUCIUIINHE

B niporiecce 00yueHust UCTIOMB3YIOTCS CIIEAYOINE 00pa3oBaTebHBIC TEXHOIOTHH:

AKkajeMHuyecKasi JIeKUMS — [TOCJIEOBATEIbHOE H3JIOKEHHUE MaTepuaia IpernojaBaTe-
JICM, PaCCMOTPCHUC TCOPCTUUCCKHUX U MCTOJOJIOTHYCCKUX BOIIPOCOB AUCHUILIMHBI B JIOTHYCCKU
BbIIep>KaHHOH (hopMe. B mporiecce nekuuu npenogaBaTesib CTUMYJIUPYET CTYIEHTOB K YYaCTHIO
B OOCYXKJICHHH BOTIPOCOB U BBICKA3bIBAHUIO COOCTBEHHOW TOUYKH 3pEeHHs 00CyKIaeMoii podiie-
MaTuku. Llenu u TpeGoBaHUs K aKaJIeMUYECKON JIEKI[UN: COBPEMEHHBIN HAYYHBIH YpOBEHb, HH-
q)OpMaTI/IBHOCTb, CUCTCMHOC OCBCUICHHUC KIIHOYCBBIX HOHATHUHU U IIOJOKEHUHU II0 COOTBCTCTBYIO-
nieil reMe, 0030p U OIIEHKA CYLIECTBYIONIEH TPOOIeMaTHKH, Jadya METOANYECKUX PEKOMEHIaIuil
CTYAEHTaM JUJIs1 JAJbHEUILIETrO U3yUYEeHHS Kypca.

IIpakTnyeckoe (ceMUHAPCKOE) 3aHATHE — 3aHATUE, TIOCBSILIEHHOE MPAKTUYECKOM OTpa-
0OTKE Y CTYACHTOB KOHKPCETHBIX YMGHI/If/'I M HABBIKOB IIPpHW U3YYCHUHN JUCHUIIINHBI, 3aKPCTIJICHUIO
MOJIYYEHHBIX Ha JICKIUU 3HAHUW U OLIEHKE Pe3yJbTaTOB OOYYEHHMs B MPOIECCEe TEKYIEro KOH-
TPOJISL.

Ha mepBoM mpakTHuecKoM 3aHATUU B BBOAHOW YacTH JA€TCS MEPBOE IEIOCTHOE Mpe-
CTAaBJICHHUC O AUCIIHUIIJINHEC. CTYI[eHTI)I 3HAKOMATCA C HA3HAUYCHUEM U 3aJJadaMi JUCIHUIIIINHBI, eé
pPOJIBI0 M MECTOM B 00OpaszoBarenbHOM mporpamme. [Ipu 3TOM 03ByuuBarOTCS METOIUYECKHE U
OpraHru3allMOHHBIC 0COOEHHOCTH pa6OTI)I B paMKax IIZlHHOfI JUCHHUIIJIMHBI, @ TaKXKE HacTCA aHa-
JIN3 peKOMEHAYeMOl yuyeOHO-MeToau4Yeckor muTeparypsl. [IpogomkurensHOCTh BBOJAHON YacTu
cocrasisieT He 6omee 10-15 MuHyT.

[Ipu mpoBeeHUN MPAKTHUECKUX 3aHATUIN HCTOIB3YIOTCS TaKe HHHOBAIIMOHHBIE METObI
00y4eHus1, KaK JUaNor-codeceoBaHue, KOJUIEKTUBHOE OOCYXICHHUE TEMAaTHUYECKUX BOIIPOCOB,
pa30op MPaKTUYECKUX CUTYyalluid, HOPMATHUBHBIX JOKYMEHTOB, TEOPETUYECKUX U METOIUYECKHUX
ACIICKTOB II0 TESMaM JUCHUIIJINHBI. O6CY)KI[CHI/IC M OIICHKA MNPaBUJIIBHOCTU BBIITOJHCHHBIX Pas3-
JUYHOTO THUTIA 33JIaHUH, yKa3aHHBIX B (DOH/IE OLEHOYHBIX CPEICTB pabouel mporpamMmbl, MPOU3-
BOOUTCSA KOJJICKTUBHO CTYACHTAMU IO PYKOBOJACTBOM IIPEIIOAaBaTECIIA.

KoncynbTauum — BUA y4eOHBIX 3aHSATUH, SBISIONIMECS OAHON W3 (HOPM KOHTPOIIS
CaMOCTOSITEIILHOM pabOThI CTYJICHTOB B T€UeHHE cemecTpa. Ha KOHCYIbTaIUsaX 1O WHUITUATHBE
CTYJIEHTOB PAacCMaTPHUBAIOTCS U OOCYXAAIOTCS pa3iHuHble BOMPOCHl TEMAaTUKHU AUCIUILIHHBI,
KOTOPBIC BOZHUKAIOT Y HUX B MIPOIIECCE CAMOCTOSATEIHLHOU PabOTHI.

6. [lepevyeHb JUIEH3MOHHOTO U (M) CBOOOTHO PACNPOCTPAHAEMOT0 MPOrpaMMHOI0 odec-
NeYeHus, UCMOJIb3yeMoro MpH OCYIIECTBJIEHHH 00pPa30BaTEJbHOI0 Mpolecca Mo JANCIH-
IMJINHE

B mporniecce ocymecTBieHus: 00pa30BaTEIBLHOIO MPOIECcca MO UCIUIUINHE UCTIONb3YIOT-
co:
1) i popMHUPOBaHUS MATEPHAJIOB JIJIsl TEKYIIETO KOHTPOJIS YCIIEBAEMOCTH U MPOBEJCHHUS TPO-
MG)KYTOqHOﬁ aTTecraliuu, ajist q)OpMI/IPOBaHI/ISI MCTOANYCCKUX MATECPHUATIOB IO AUCHUILINHE:

- mporpammel Microsoft Office;

- Adobe Acrobat Reader DC.

7. IlepeyeHb coBpeMeHHBIX NMpPodecCHOHATBHBIX 0a3 JaHHBIX U WH(OPMALMOHHBIX CIpa-
BOYHBIX CHCTE€M, HCHOJb3yeMbIX INPH OCYILIECTBJICHMH 00pa3oBaTeJbLHOIO Ipouecca Io
AUCHHIINHE (MPH HEO0X0IMMOCTH)

B npouecce ocymecTBieHust 00pa3oBaTeNbHOIO MpoIecca Mo AUCHUIUINHE UCTIONb3YIOT-
col:

ABToMarusupoBaHHass ~ OuOianoTeuHo-uHpopmanuonHas cucrema «bYKU-NEXT»
http://www.lib.uniyar.ac.ru/opac/bk_cat_find.php


http://www.lib.uniyar.ac.ru/opac/bk_cat_find.php

8. IlepeueHb OCHOBHOI M JOMOJHUTEJILHON y4eOHOI JaUTEpaTyphl, pecypcoB HHGopManu-
OHHO-TEJIEKOMMYHUKAUMOHHOU ceTH « AHTEpHET» (NIPH HEOOXOAMMOCTH), PEKOMEHIYeMbIX
AJIS1 OCBOEHHS TUCHUILINHBI

a) OCHOBHAsI JIUTEepaTypa

1. boxyk, C.I'. Mapkerunrossie ucciaeaoBanus: yaeOHuk ais By3oB / C. I'. Boxyk. —
2-e u3 M., uchp. u aon. — Mocksa : M3narensctBo FOpaiit, 2022. — 304 c. — (Briciee o6pazo-
Banue). — ISBN 978-5-534-08764-2. — Texkcr : anextponHsiid // OOpazoBarenbHas miatgopma
FOpaiit [caiiT]. — URL: https://urait.ru/bcode/490827 (nara obpamenus: 28.02.2022).

2. Unbun, B. M. Coumonorus notpebiaeHus : yueOHUK ais By3oB / B. W. Unbuna. — 2-¢
u3M., uctp. u gon. — Mocksa : U3narensctBo KOpaiit, 2022. — 433 ¢. — (Bsicmiee o0pa3oBa-
Hue). — ISBN 978-5-534-08321-7. — Tekct : anextponHsiid // OOpa3oBaTenbHas miatdopma
FOpaiit [caiiT]. — URL: https://urait.ru/bcode/492347 (nara o6pamenus: 28.02.2022).

0) JOMOJIHUTEIbHAS JIUTEpPaTypa

1. OBcanuukoB, A. A. CoBpemeHHbIN MapkeTHHT. B 2 4. Yacte | : yueOHUK U IIpaKTH-
KyM 111 By30B/ A. A. OBcsHHUKOB. — Mocksa : MznatensctBo IOpaiit, 2022. — 374 c. —
(Beicmee obpazoBanue). — ISBN 978-5-534-05049-3. — Tekcer : anexTpoHHbIi // OOpazoBa-
tenbHas miaargopma FOpaiit [caiit]. — URL: https://urait.ru/bcode/492893 (mara oOpaieHus:

24.01.2022).
2. OBcannukoB, A. A. CoBpemeHHBbIH MapkeTHHT. B 2 4. YacTp 2 : yueOHUK U MPAKTH-
KyM mis By30B/ A. A. OBcsiHHMKOB. — Mocksa : M3parensctBo FOpaiit, 2022. — 219 c. —

(Beicmiee obpazoBanue). — ISBN 978-5-534-05052-3. — Teker : anexTpoHHbIi // O6pazoBa-
tenpHas miargopma FOpait [caiit]. — URL: https://urait.ru/bcode/493323 (nmara oOpameHus:
24.01.2022).

B) pecypchl cetu «MHTEepHET»:

1. DnaexTpoHHBIH KaTajaor Hayunoit O6ubnuoTeKH Apl'y
(https://www.lib.uniyar.ac.ru/opac/bk_cat_find.php).

2. OmnextponHas oubnuoreuyHas cucrema (ObC) uznarenscrBa «tOpaitt» (https://www.
urait.ru).

3. DOmnextponHas Oubmuorteunas cuctema (ObC) wu3marenbctBa  «lIpocmexT»
(http://ebs.prospekt.org/).

4. Hayunast snextponnas oudauoreka (HIB) (http://elibrary.ru)

5. http://www.marketing.spb.ru - MapkeTuHroBblIii mopTan « IHIUKIONEANS MAPKETHH-
ra». Ha ceropnsmnuii 1eHp Hanbomee MOIHOE COOpaHHe HAayYHBIX CTaTei, KHUT U aHaJIUTHYe-
cKHX 0030poB U3 obsactu MapkeTuHra. Ha caiite npencrasieHa oOmupHas OubinoTexa, CTpyk-
TypUpOBaHHAs IO pa3jieaM MapKeTHHTa.

6. http://marketing.rbc.ru/ - ma caiiTe npeaCTaBICHBI AHAIUTHKA U 0030PbI PHIHKOB,
IPOBE/IEHHbIE KOMITAHUEH POCOU3HECKOHCAITHHT

7. http://raexpert.ru/ - RAEX («3Qxkcmept PA») — kpynneiiiiee B Poccun MexayHapo/I-
HOe pelThuHroBoe areHTcTBO ¢ 20-neTHelt ucropuein. RAEX («Okcnept PAy) sBisieTcst auaepom
B 00JIACTH PEUTHHTOBAHMS, a TAK)KE MCCIIEI0BATEIbCKO-KOMMYHHKAIIMOHHON JIESITEITHHOCTH.

8. https://cloud.yandex.ru/services/datalens - 3To cepBuc ans OusHec-aHanutuku. Cep-
BUC TTO3BOJISIET MOJKITIOYATHCS K PA3IMYHBIM UCTOYHHUKAM JTaHHBIX, CTPOUTH BH3YyaJIU3allUH, CO-
OupaTh JamOopAbl U AETUTHCS MOTYYeHHBIMU pe3ynbTatamMu. C momoirsio Yandex Datalens Bb
MOYKETE OTCIIEKNBATh MIPOJAYKTOBEIC i OM3HEC-METPUKH HAMPSMYIO U3 HCTOYHUKOB, YTOOBI MTPH-
HUMAaTh pelIeHHs], OCHOBaHHbIE Ha JaHHBIX. Yandex Datalens He Tapudummpyercs.

9. MarepuaibHO-TEXHUYECKAas 0a3a, HEOOXOAUMAsA /IS OCYILIECTBJIEHUs 00Pa30BaTEeIbHOT0
npoiecca no TUCIHUILINHE

MarepuanbHO-TeXHUYECKas 0aza, He0OXoauMast JJIsI OCYIIECTBICHHUsI 00pa30BaTEIHLHOTO
nponecca no JUCHUIUIMHE BKIIIOYACT B CBOM COCTaB CIICIIUAJIBHBIC ITIOMCIICHU A .


https://www.lib.uniyar.ac.ru/opac/bk_cat_find.php
http://ebs.prospekt.org/
http://elibrary.ru/
http://www.marketing.spb.ru/
http://marketing.rbc.ru/
http://raexpert.ru/
https://cloud.yandex.ru/services/datalens

- yueOHbIe ayTUTOPUU JJIs IPOBECHUS 3aHSATUH JICKITMOHHOTO THIIA;

- yueOHBIE ayIUTOPUU AJIsl IPOBEJCHUS MPAKTUYECKUX 3aHATHI (CEMHUHAPOB);

- y4eOHBIC ayIUTOPUU JJIsI TPOBECHUS TPYIIOBBIX M HHIUBUYaTbHBIX KOHCYIbTAIIHIA,

- yueOHBIE ayAUTOPHUH JIJISl TPOBECHUS TEKYILETO0 KOHTPOJISL U IPOMEXYTOUHOM aTTecTa-
LN

- IOMEIIEHUS I CAaMOCTOSITEIbHON paboThI;

- IOMEMICHUST JUI XPaHEHUs M MPOPHIAKTHYECKOTO OOCIYKUBAHUS TEXHHUECKUX
CpEICTB OOyYCHHS.

CrieninanbHbIE TTOMEUICHHUS YKOMIUICKTOBAHBI CPEICTBAMHU OOYUYEHUS, CIY>KAIUMH JUIS
npecTaBieHus yaeOHoi nHdopmanuu 60IbIION ayAUTOPHH.

[Tomenienust st caMOCTOATENbHON PabOThl OOYUYaIOIIUXCA OCHAIIECHBI KOMIIBIOTEPHOMN
TEXHUKOW C BO3MOXKHOCTHIO MOJAKIIOUEHUs: K ceTu «MHTepHeT» u obecreueHrueM JO0CTyIa K
AIIEKTPOHHON MHGOPMAIMOHHO-00pa3oBarenbHoM cpeae Apl'Y.

ABTOp:

JoueHnt kadenpsl yrpaBieHHS U Tpel-
MIPUHUMATEIBCTBA, KaH]I. IKOH. HAyK H.A. Ctapkosa

O0JIHCHOCI, YUeHAas CIeneHb U.0. Damunus



IIpunoxenne Ne 1 k paGoueii nporpaMme AUCHUILINHBI
«Teopus noBeneHus MOTPeOUTEISD)

DoH/1 OLIEHOYHBIX CPEACTB
JJIs1 MPOBe/IeHUs] TeKYIIel U MPOMeKYTOUYHOI aTTeCTAIIMH CTYIeHTOB
o AUCHUILINHE

1. TunoBble KOHTPOJIbHBIE 32/IaHUS WIH UHbIE MATEPHAJIbI,
He00XO0AUMBbIe IVISl OLeHKH 3HAHUI, yMeHHMIi, HABBIKOB U (1JIM) ONBITA JeSITeJILHOCTH, Xa-
PaKkTepU3yIOIMX 3Tanbl GOPMUPOBAHMS KOMIIETEHIM A

1.1 KoHTpoJ/IbHBIE 3aJaHUSI 1 HHbI€ MATEPHAJIbI,
HCNoJb3yeMble B Mpolecce TeKyllei aTrecTauuu
(xommnerenuus YK-6, unauxarop YK-6.1)
Tema 1. MapKeTHHTOBBIE METOABI H3yYCHHUS IOBEJACHUS IOTPEOUTEIS
Keiic. JOCTYIHBINA CYIEPIIPEMUYM

Ilo MHEHUIO aBTOPOB KHUTH «3aueM IUIaTuTh Oonbiie? HoBas pockolib A cpegHero
kiacca» Maiikna CunbBepcTaiina 1 Huna ®ucka, cerois Ha aMEpUKaHCKOM PBIHKE MOSIBUJICS
HOBBII THIT TOBAPOB U yCIYI — TaK Ha3bIBa€Mble TOBAPbl HOBOI pOCKOIIN, 001aaTeIsIMU KOTO-
PBIX CTPEMUTCS CTaTh Bce OOJIbIIEe KOJINIECTBO CPETHUX aMEPUKAHIICB.

ToBapbl «HOBOH POCKOIIM» MPUHLUMIHAIBLHO OTIMYAIOTCS OT TOBApPOB «CTapol pocko-
mm». [TorpedieHne «cTapoil pocKoIIN» OCHOBAHO B IIEPBYIO OYEPE/Ib HA CTATyCe, HA BO3MOKHO-
CTH MPOJIEMOHCTPUPOBATH OKPYKAIOIIUM CBOIO 3HAYMMOCTh M O0OTaTCTBO. A BOT JIOJH, CTPEMSI-
muecss K 00JlalaHuio TOBapaMH «HOBOW POCKOIIN», B TIEPBYIO OUYEpeb XOTAT SMOIMOHAIHHO
nojyiep)xath cels, JOCTaBUTh cebe yaoBOJIbCTBHE. «CTapast pOCKOIIbY) — 3TO BBICOKHE LIEHBI,
JIOKCOBOE Ka4eCTBO, MUTapHbIEe MapkH. «HoBas pockoib» — 3To 6osee AOCTYyNHBIE IIEHBI, BbI-
COKO€ KauecTBO, HE CaMble U3bICKaHHbIE, HO 0€3yCIIOBHO NpecTukHble OpeHabl. Hanpumep, aB-
tomobmib Rolls-Royce, cymouka ot Chanel nnu gacer Patek Philippe — 310 «cTapas pockouiby,
a BoT ctupanbHas MammuHa Whirlpool, Boaka Belvedere unu aBromoouns BMW — «HoBas».
«HoBast pocKOIIb» — 3TO TOBAphl, 3aHUMAIOIINE «TETNIEHPKOE MECTEUKO» Ha PBIHKE MEXIY
HKOHOM-KJIACCOM M JTFOKCOM.

Yucno cpemqHux aMepuKaHIEB, KOTOPBIE CETOTHS JKETar0T M MOTYT IUIATHUTh 32 TOBApHI
«HOBOW POCKOIIM», €XKEToIHO yBeauunuBaeTcs Ha 15 %, a 00beM mpojak 3TUX TOBAPOB B MPO-
nutoM roay coctaBuit 400 mupa 1osu1. OCHOBHBIE KaTETOPUU TOBAPOB, 3a KOTOPBIE aMEPUKAHIIBI
«TOTOBBI IUTATUTH OOJBIIE», — HTO TOBAPHI VIS oMa (IIPEXKAe BCEro JUIsl KyXHH U BaHHOMH), aB-
TOMOOWJIM, TPOAYKTHI MUTAHUS, PECTOPAaHbl U TOBAphl MO yXxoay 3a coboil. [Touemy cpennuit
aMepHuKaHell, TPaJAUIIMOHHO B OCHOBHOW CBOEW Macce OTJaBaBIIUi MPEANOYTEHHE JCIIEBOMY
(GYHKIIMOHATHLHOMY TOBapy, HEOXKHUIAHHO 3aX0TeN «pockomm»? OnHa U3 TIIaBHBIX PUYHH, CUHU-
TAlIOT aBTOPbI KHUTH, — 3TO «OKEHCKas peBostolus» B Amepuke. HYucno passonos B CIIA cy-
IIECTBEHHO BO3POCIIO, KEHIMHBI CTAIX OoJbIIe padoTaTh W 3apabaThiBaTh, OHU HAaXOMIATCS B
MIOCTOSIHHOM TIOMCKE OYepeJHOro MapTHepa M MOATOMY TPaTAT MHOTO JIeHer Ha cels, B ceMbe
KCHIIMHBI TPUHUMAIOT PEIICHHUS O MOKYIKaX, HX BKYCOBBIE NMPEIMTOYTCHHUS SBISFOTCS JTOMHHHU-
PYIOLIMMHU.

JlpyrumMu pUUUHAMHU ABJISIFOTCSI POCT PEAbHBIX JOXOA0B HACEIEHUs, SKOHOMHUS CPEJCTB
3a CYeT IMCKAayHTEPOB, U3MEHEHHS BO BKYCax M Ipoyee.

Crasio MEHATHCS U NPeUI0KEHNE TOBApOB Ha phlHKe. CerofHs aMepuKaHCcKas HHAYCTpUs
«C031aHusl MOTPEOHOCTEH» JOCTUTIIA CBOETO IMpEJIeNia, U aMepUKAHCKUE POU3BOAUTENHN B ITOHC-



KaxX YHUKAJIbHBIX PHIHOYHBIX HHII CTAJH YACHATH OOJblile BHUMAHUS [TOMCKY MHHOBAIMA, B TOM
YHCIIe SMOLUOHAIbHBIX.

— boiitecy cpeanero! Her cpennero norpebutens! Her cpenneii uenst! Her cpeanero
npoaykrta! Ilocepeaune Bam yrpoxkaer cmepTh! — npenocreperaet Maiikn CunibBepcTaiin. Ce-
TOJHS, CYUTAET OH, IyTh K MPOLIBETAHNIO KOMIIAHUH JIEKUT Y€pPE3 UHIUBUIYATU3ALUIO IPOIYK-
Ta, MOBBIILICHUE €r0 LEHBbI, IKCIUTyaTaluo (PeHOMEHa «IIPUTAraTelbHOCTH Jopororo». Ho npu
ATOM CO3JaHHBIH MPOAYKT IOJDKEH MUMETh peajibHble TEXHWYECKHE U (PYHKIIMOHAIBHBIC Ipe-
MMYIIECTBA U BBI3bIBAThH Y NOKYHATENs SMOLMOHAIBHYIO IIPUBA3AHHOCTb...

ITo muenuto r-Ha CunbBepcTaiiHa, peHOMEH rOTOBHOCTH MOKYMATENeH MIaTuTh OOJIbIle
CeroJiHs HabJI0JaeTCsl Ha MHOTUX PbIHKaX — OPUTAHCKOM, SIIIOHCKOM, CKaHJAMHABCKOM... boib-
LIME NEPCIEKTUBBI Y TOBAPOB «HOBOM POCKOIIM» U HAa POCCUMCKOM pbIHKE. M mpousBoaurenu
TOBApOB «MAacCOBOIO IPECTHXkKa» y Hac yxe ectb. Hampumep, xomnanuu «lukas opxuupes»,
OnunnoBckast konaurepckas gadpuka («A. Kopkynos») u «Tunbpkodd». Onu cmornu mpeacra-
BUTb MOTPEOUTENIO HE TPOCTO KaUeCTBEHHBIN TOBAp, HO U JIETEH ]y, UCTOpUI0, Opena. U um yna-
JIOCh 3aHATH 00Jiee I0POryI0, 10 OTHOUIEHHUIO K KOHKYpEHTaM, PhIHOUYHYIO HUIILY.

IlepcnekTHBBI Y POCCHICKOIO phIHKA TOBAPOB «HOBOM POCKOLIN», O€3YCIOBHO, POCKOIII-
Hele. Eciu B AMepuke «IeperuiaTuThy — 3TO HEOKUJAAHHBIA (eHOMEH, TO B Poccuu «KuTh He
10 CPEACTBaM» — IITyOMHHAs KyJIbTypHAas TPAJULIMSL.

Bonpocsl

MOHO 711 TOTOBHOCTh aMEPUKAHLIEB «IJIATUTh OOJIbIIE» Ha3BaTh PAallMOHAIBHBIM IOBE-
neauemM?

Her 5nu mpoTuBOpeunss Mex1y 3aKOHOM CIIPOCa U TOTOBHOCThIO aMEPUKAHIIEB «IIeperuia-
YUBATbHY 32 TOBApP?

[Ipoananu3zupyiite pakTophl, MOBIEKIINE POCT CIIPOCA CPETHUX aMEPUKAHLEB, TPAAULIU-
OHHO B OCHOBHOM CBO€H Macce OT/aBaBIIUX MPEANOYTEHHUE IEIIEBOMY (YHKIIMOHAIBHOMY TO-
Bapy, Ha TOBapbl «POCKOLIN»?

B ueM cyTb KOHIENIIMM HE3aBUCUMOCTHU MOTpeduTensa? Pa3nnyaroTcs a1 MOHITHS «CyBe-
PEHUTET» U «HE3aBHUCUMOCTb OTPEOUTENSI»?

«boiitecy cpennero! Her cpeanero morpebutens!.. Her cpeanero mpoaykra! Ilocepe-
JUHE BaM yrpokaeT cMepTh!» K kakoMy THIIMYHOMY BIIMSHUIO BKYCOB M IPEANOYTEHUN MTOTpPE-
OuTtenell Ha MoOBeACHUE APYTUX NoTpeduTenel anemnupyer Maiiki CunbBepcTaiin?

Hazosure apyrue 3¢ ¢exTsl, TpoTHBOpEYAle KOHIENIUH HEe3aBUCUMOCTH TOBEIECHUS
norpedurens. OObACHUTE, B YEM UX CYTb.

Kpurtepun oneHky BbINOJIHEHHS Kelica
Keiic sBisiercss onHUM U3 c10co00B 3P PEKTUBHOTO MPUMEHEHUSI TEOPHU B PEAIbHOM JKU3HU ye-
pe3 pelmieHne yaeOHO-KOHKPETHBIX cuTyanuil. Keic-meTon mpemycMaTpruBaeT ONMHMCAHHUE OTpe-
JIENICHHBIX YCIOBHM U3 JEUCTBYIOMICH MPAKTHKH, YTO OPHEHTHUPYET CTYACHTOB HA TTOHMMAaHHE
po0OJIeMbl U MTOMCK BapUaHTOB €€ peleHus yepe3 (GopMyIupoBaHHE OTBETOB Ha MOCTaBJICHHbBIE
BOIIPOCBI.
Pe3ynbTar BhIMOIHEHMS KEIC OLEHUBAETCS C YUETOM CIEAYIOUINX KPUTEPHEB:
— chopmynupoBaHBI OTBETHI Ha BCE MOCTABIEHHBIE BOIIPOCHI;
— OTBETHI pa3BEpPHYTHI, B IOCTATOYHOM CTENIEHU apryMEHTHUPOBAHBI;
— OTBETbl OPUTHMHANBHBI, MPUCYTCTBYET BbICKa3bIBAHUE COOCTBEHHOTO MHEHMS IO CYILECTBY
paccMaTpuBaeMoi IPOOIIEMBI.
Ecnu pe3ynbTar BBIIOTHEHUS Keiica COOTBETCTBYET 0003HAUEHHOMY KPUTEPHIO, CTYACHTY MpPHU-
CBaMBAETCs OJIUH 0asut (3a KakIbIi KpuTepuii o 1 6amty).
Kputepuu onieHrBaHUS BHITIOTHEHUS Keiica.
OreHKa «OTJIMYHOY» — TIpH Habope 3 Gaios.
OrneHka «xopoio» — pu Habope 2 OaoB.
O1eHKa «yI0BJIETBOPUTEILHO» — MpU Habope 1 Oaa.
Or1eHKa «HEYIOBJIETBOPUTENHLHO» — OalIbl HE HAOpaHBI.



Tema 2. DopMupoBaHUe JOSUIBHOCTH MTOTPEOUTEIS
TEJIEKOM: KAK «BUJIAHH» ITPEOJOJIEJI KATACTPO®UYECKHAI PA3PBHIB
MEXAY KPUTUKAMU U IPOMOYTEPAMU

BonbIIMHCTBO KPYITHBIX UTPOKOB TEIEKOM-pPhIHKA U3MepseT nokazatesnb NPS. B Hekoro-
pPBIX CIIy4asX OH CTaJll BeCbMa Ba)KHBIM M TPEBOXKHBIM CUTHAJOM. Tak, Cpeiu OINepaTopoB
«OombI1oi Tpoiikn» y «bunaiinay 661 3adukcupoBan cambiii Hu3kuii NPS B 2013 rony. Onnako
Omaromapst o0bsiBeHHONH B 2014 romy KIMEHTOIEHTPUYHOW CTPATETMH, KOMIIAHWUHU YAAJIOCh
HOJTHATH 3TOT MOKa3aTeb U BIUIOTHYIO pubnu3uthest K MTC, yBepsier I'eHepanbHbIil TUpEeKTOp
«BremvMnenkomay Muxamit Cino0oauH.

«Mbwi 6 IV keapmane 2013 2. 3aghuxcuposanu, Kk coxicareHur, UCMopuYecKull AHmupexopo
bananca medxcoy memu, Kmo HAC peKoMeHoyem, U memu, Kmo HAc Kame2opuiecku He peKoMeH-
dyem. Paspuvie ¢ hawumu Koukypenmamu 6wl npocmo kamacmpogpuueckui. Cetiuac yoice Modic-
HO 00 5MOM 2080pUmMb — M0O20d Mbl CKPOMHO 06 s3mom ymandusanu. Tom pa3pwvl8, KOMopbwlil Mol
umenu 6orvuie 200a HA3a0, MAKO20 8 UHOYCHMPUU NPOCMO Heab3ss donyckamv. M smo, coo-
CMBEHHO, OMPA3UTIOCHL 8 OMMOKe Haulell KIouedoll KiueHmckou oasvl. B 2014 2. mbl uneecmu-
posanu é mo, umoovl KI1ueHm HAM CHO8A HAYAl 006EPAMb U nepecman om Hac bexcamv KaKk
yepm om nadauna. M ma npomsdicenuu nocieOHux demvlpex K8apmaios Mvl NOC1e008aAMeNbHO
Vayuuiaem 3mom NoKdsamelb, 6nepevle 8 ucmopuu «Bvimnenrkoma» 3a nocieouue nsamoe Jiem.
Cetivac mvl noumu cpasusnuce ¢ MTC, yymb-uyms ocmanocs 0o «Mezaghonay, — pacckazan
Cno6oaxuH B HHTEPBBIO «BemoMocTsamy.

Kpowme Toro, B mapte sToro roga komnanus «BeimnenKom» coobmiumna o 3amycke cucre-
MBI cOopa, aHam3a 1 00paboTKM 00paTHOW CBsI3M, OCHOBaHHOH Ha mpuHnuine NPS, oT kimneH-
TOB, NOJKJIIYUBIIMXCS B IUJIEPCKUX CAJTOHAX.

B nunepckux canoHax cucrema paboTaeT Tak ke, Kak U B COOCTBEHHBIX KaHanax «bu-
naiiH» — B Buge SMS-onpoca. CooluieHus MOCTynarT ¢ KOPOTKUX HOMEPOB U cojepxar 6 Bo-
npocoB. Onpoc MocTynaeT KIUEHTY yepe3 24 THs mocie 00CiIy>KUBaHUsI B TUJIEPCKOM CaJlOHE.

WNudopmanus, noiaydeHHast OT KIUEHTOB, JIOKUTCS B OCHOBY PELICHMs YaCTHBIX BOIPO-
COB U CUCTEMHBIX MP00JIEM, TOBOPUTCS B 0(pULIMATBLHOM cO00IIeHnN KomnaHnuu «BeimnenKomy.

BAHKH: NPS IOKA3AJ XOPOUIMKA YPOBEHb JOSJIBHOCTH B2B-
KJIMEHTOB

BonbmmHCTBO GaHKOB M (PMHAHCOBBIX OPraHU3AIMM Ha €XEeKBapTaJbHOW OCHOBE MPOBO-
JAT aHAINU3 KIMEHTCKUX JIaHHBIX, B TOM YHCII€ MO0 NPOAYKTaM, IJIaTeXaM M HMHAUKATOpaM JIo-
AnbHOCTH. Cpeli OCHOBHBIX IOKa3aTeslel MHIEKC JIOAIBLHOCTH OTpeOuTenei.

Tak, B despane 2015 r. 6p11 npoBeaeH Becepoccuiickuii onpoc HA®U (HaunonansHoro
areHTCcTBa (PMHAHCOBBIX MCCIEIOBaHMI), B X0Jle¢ KOTOPOTro OTBe4aan Ha Bompockl 500 pykoBo-
JSIIMX COTPYIHUKOB MPEANPUATUNH Majoro, CpeAHEro M KpymnmHoro 6msHeca B 8 (enepanbHbIX
okpyrax Poccun.

OH noka3ai, 4yTo 00JBIIMHCTBO IMpeaANpHHUMATENeld N0BOJIbHBI Ka4eCTBOM 00cCiy-
’KMBAHHSA B CBOeM 0aHKe, XOTs JIOSJIbHOCTh IPOSBIISIIOT HEBBICOKYI0. Cpennee 3HaueHue NPS B
cermeHTe b2b cocraBasier 26%: MMEHHO CTOJBKO PECIOHIEHTOB YIOBIETBOPEHBI PabOTOM
KpPeIUTHO-(PMHAHCOBOTO YUPEXKJICHHs, HO HE CIEIIaT COBETOBaTh €ro JAPYrMM. JTOT MOKAa3a-
TeJIb CBHAETEJIbCTBYET 0 Cpe/iHeil mo3uuuu. PekoMeH10BaTh CBOM OCHOBHOW OaHK TOTOB KaXK-
nbiit BTOpoit onpomenHnslii (50%0). Eme 24% pecnoHIeHTOB paccMaTpUBAIOT albTEPHATUBHOTO
MOCTaBIIMKa (PMHAHCOBBIX yCIyT. boJbIlie BCEro mpoMoOyTepoB OKa3ajaoch Cper KOMITAHUM, OC-
HOBaHHBIX B nepuoa ¢ 1991 nmo 2000 rona u mpeacraBureneid cpeanero o6usneca. B cBoro oue-
peab, HEUTPAJIBHYIO MO3ULHIO Yallle 3aHUMAIOT IPEeaNnpuaThs, co3nannubie B 1990 rony u paHb-
mie.

Tako# moka3aresas ObUT MO3UTUBHO orleHeH 3kcnieproM HA®U. JlobanoBa Mpuna, pyko-
BOUTENb JlenapramenTa rcciaeqoBannii 6ankoBckoro cekropa HADU:

«Cpednum nokasamenem NPS npunamo cuumams 10-15%, oonaxo mHozoe 3asucum om
cneyuguku puinka. <...> Jna ¢punancosoii ompacau, 20e 3aumooeicmeue ¢ KIUeHmom HOCUm



ONUMenbHbIlL Xapakmep, a KOMMYHUKAYUSL OCYWEeCMBIAemcs Yepe3 MHOMCECB0 KAHAN08, 0CO-
OeHHO 0Nl ceeMeHma IPUOUYECKUX UY, CPEOHUM MONCHO cyumams noxkazamens 6 25-30%. B
meKyweul cumyayuu, Ko2oa cpeoHee 3HaueHue UHOeKca no PulHKY pasHo 26%, MOACHO 2080pUMb
0 mom, ymo paboma O6onvwel yacmu OAHKO8 No GopMuposaHuro nPoOYKmMoBoU JUHelKy, npo-
O0BUIICEHUIO PA3TUYHBIX CEPBUCO8 U KOHMPOIIO KA4ecmed 00CAYICUBAHUSL OOCMAMOYHO I hek-
muenay.

ABTOITPOM: 10 100 MJIH PYB. TPATAT HEKOTOPBIE ITPOU3BOJAUTEJIN
JJIs1 HOBBILLEHUS NPS

B 2015 r. oxumaercs CUIBbHOE PacCIOCHHUE aBTOMOOWIBHOTO pPhIHKA. MeXIy TeM Kara-
cTpodbl MOKHO M30€KaTh MyTEeM BBEJCHHS HOBBIX MOJIEICH OM3Heca, cooOImaercs B KypHale
«Komnanus».
YtoObl cacT AUJIEPOB OT HUX K€ CaMHUX, MEHEI)KMEHT I'OJIOBHBIX MPEJCTaBUTEILCTB ABTOKOM-
MaHUI TOIIeNI Ha KPYThIE MEphI, B3SBIIUCH MEHITh HE TOJBKO MOJENh OM3HEcCa CBOMX MapTHeE-
POB, HO U CO3HaHHE JI0Jicil. ByKBaJIbHO CHJ10ii HHOCTPaHHbIE KOHLIEPHBI 3aCTABJISIOT POC-
CHIICKHX THJI€POB BHICTPAUBATH OTHOLIEHHS ¢ KJIHEHTAMM MO-HOBOMY. [ JIaBHBIM KpHUTEpH-
eM oneHku Takux oTHoueHui B CIIIA u EBpone sBnserca unaexc NPS.
Tax, B Hos0pe 2014 rona areHTCTBO «ABTOCTAT» B paMKax HCCIIEIOBaHUS yI0BIETBOPEHHOCTU
POCCUHCKHX BIaJETbIEB aBTOMOOWIEM U nuinepoM paccuutaio NPS. Jlugepamu peiftuHra ss-
nsirotest Openibl Mercedes-Benz (70%) u Land Rover (68%0). B TOII-10 u3 maccoBbIX OpeHI0B
Bouutd KIA (62%) u Skoda (57%). UeThipe MecTa B «IeCATKe» - y AMOHCKUX OpeHmoB — Mazda
(61%), Subaru (60%), Lexus (57%), u Toyota (56%0). B nmuaepsr nmomnan u Volvo (60%), 3a-
HSBIIUI CEIbMYIO CTPOUKY. SIBHBIMU ayTcaiiiepaMu peTHHra OKa3aluch MPEACTaBUTEIN OO~
skeTHbIX Mapok — LADA (5%) u Daewoo (8%).
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Vxe ceiiuac, 4T00bI MOBBLICUTH pedTHHr NPS, HekoTOpBIE KOMIIAaHMH, TaKHe KaK
Land Rover wiu Mazda, Tpatsat xo 100 muin py0. B roj, 3acbuiatoT K AWJIepaM HE3aBUCUMBIX
MEHEKEPOB 110 KAa4eCTBY, 3allyCKAIOT OHJIAMH-CEPBUCHI 3aKa3a 3am4acTel, I71e€ OTMEYal0TCs BCe
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oTepaluu C JeTasiMM JJis n30exaHus KpUBOTOJIKOB. Ha oHiaiiH-pecypcax CO3/1al0TCs JTMUHBIC
KaOMHETHI Ui TMOJIb30BaTeNeil, a K KIMEHTaM MPUKPEIUISIOTCS «IIOXU3HEHHBIE)» MEHEIKEPHI,
Kak B Volvo, JINYHO OTBETCTBEHHBIE 3a TOT WJIM MHOH peMoHT. B utore peiitunr NPS xonebner-
Cs B MIOJIOKUTEIIbHYIO CTOPOHY.

IJEKTPOHHUKA: BBICOKHI NPS TIO3BOJINJI HUAWEI OKA3ATHCA B
TPOUMKE JIMJIEPOB

Nunexkc NPS HapaBHe ¢ TakuMu BaXKHBIMH MTOKa3aTeJISIMU KaK y3HABAEMOCTb OpeHJia 13-
MEpSIETCS MHOTMMH MEXAYHAapOJHBIMU HMCCIIEIOBATEILCKMMHU ar€éHTCTBAMU B TOM YHCIIE IS
aHaJIu3a M CPaBHEHUs KPYIHEWIIMX WIPOKOB OJHOW OTpaciv B pas3HbIX cTpaHax mupa. Tak,
areHTcTBO IPSOS B 2014 romy mnposeno ompoc B 32 CTpaHax OTHOCHUTEIBLHO OPEHIOB 3JIEKTPO-
HUKH.
CornacHo pe3ysbTaTaM 3TOro UCCiIeI0BaHus, y3HaBaeMocTh Openaa Huawei nossicunachk ¢ 52%
B 2013 1. 10 65% B 2014 r. OT0 03HAYaAET, YTO MOYTHU JIBE TPETU MOTPEOUTENEH B 3TUX CTPAHAX
sHaroT Openn Huawei. CornacHo ganHeiM [IPSOS, nmokasarens Net Promoter Score kuTaiickoro
BeHopa goctur 43%, uro mozBonmino Huawei okazaTbes B TpOWKE BEIYIIMX OpEHIOB B paMKax
JAHHOTO HMCCIIeI0BaHus, IPONYCTUB Briepea nuiib Apple u Samsung. biarogaps Takum BbIco-
KHMM IMOKa3aTeJsiM KHTAHCKHH BeHJAOP B 3TOM roiy ILUIAHMPYeT CKOHIeHTPHPOBATh BHU-
MaHHe HA MOJeJISIX BBICOKOI0 KJIacca, MIPUHOCALINX OOJBIIYIO TPUOBLIb.

ABHUAINIEPEBO3KH: NPS IOATBEP/NJ YCIIEHIHOCTH BUBHEC-MOJIEJIN
BIOI’KETHOM «IIOBE/IbI»

Koncanrunrosas ¢upma Bain & Company, B KOTOpOH MHOTO JIeT mpopaboTaji cam aBTop
Meroaa NPS Paiixenbn, ceroass yCremHo COTpYAHUYAET ¢ MHOKECTBOM OpraHU3aLMi 110 BCEMY
MUPY, U3MEPSISL [UISI HUX YPOBEHb IMOTPEOUTENBCKOM JIOsTbHOCTH. OHUM U3 JTaBHUX OOBEKTOB
W3Y4YEHUs SIBISIETCS CEKTOp AaBUANEPEBO30K M KPYMHEHIIME €ro UIpoku BO BceM mupe. Tak,
rpyrma «A3poduioT» Ha MOCTOSTHHON OCHOBE MCIIONIB3YeT MokazaTesnb NPS, paccuntannsiii Bain
& Company, nis aHanu3a OpeHsa M eXeKBapTalbHOW oTdeTHOCTH. [locnmenHue rojapl MHIEKC
JOSITBHOCTH «A3podIioTa» MOKa3bIBa€T CTaOMWIBHBINA POCT, HO HanboJjiee XOPOILINe MoKa3aTeNln
NPS ceronns y ero «1o4ku» 0r0pkeTHOM aBruakommanuu «Ilobemnay.

Taxk, «IloGena» yxxe Ha mepBoM roay paboThl MPOAEMOHCTPUPOBAa BBICOKUN YPOBEHb
JOSIBHOCTH cBOMX naccaxupoB. O6 3Tom B ¢peBpaie 2015 roga opunmaisHo coodmmIa KoMma-
HUSl B CBA3M C nepeBo3koi 100-Teicsiunoro maccaxupa. [lo nmanHeiM nccienoBanus «Bain &
Company», NPS «Ilobeapr» CyiiecTBEHHO MPEeB30LIeN MMOKa3aTeNlu OOJBIIMHCTBA HE TOJIBKO
POCCHIICKHX, HO M €BPOICHCKUX aBHAKOMITaHHM, cocTaBUB 72%. Takum 00pa3oM, HHIEKC KITH-
eHTckoi nosuibHOCTH «IloGenpl» maxe BbllIe, 4eM y caMoro «AspogioTtay. XOTs CTOMT OTMe-
TUTh, uTO0 NPS «AnpodnoTay» Bozpoc B 2014 roay Ha 9% 10 CpaBHEHHIO C MPEIBIAYIITUM T0JI0M
1o 67%.

Taxoii xopomuii noka3zarenb NPS «IloGeab)» roBopuT He TOJIBKO 0 J0CTATOYHO BbI-
COKOM Ka4yecTBe CepBHCAa, HO U 0 BOCTPEOOBAHHOCTH OIOJKETHBIX ABHANECPEBO30K M Iep-
CINIEKTUBAX PoOCTa TpH TakoW Om3Hec-mojaenu. Pacmmpenue yxe 3amianupoBaHo. Ceitdac B
KapTe MOJIETOB aBUAKOMIIAHWU 3HA4YMTCA 14 roposos, HO yXke B jeTHeM pacnucanuu 2015 roga
IUTAHUPYETCS OTKPBITH HOBBIE HAMIPaBJICHUsI, Bcero 0yaeT okoso 20 MapuipyToB.

3aganue:

Yro Takoe JOsIbHOCTh MOTPEOUTENS U KaK €€ MOXKHO U3MEPUTH?

Yro mokazeiBaeT NPS?

KaknMu MHCTpYMEHTaMU MOJIb30BATUCH (PUPMBI ISl CO3aHUS JTOSIBHOCTH?
Kakne BapuaHThI 1€CTBUI BBl MOYKETE NIPEIIOKHUTH?



KpuTtepnu onieHkH BbINOJIHEHHUS Kelica
Keiic sBnsiercss onHUM U3 cr10co00B 3P PEKTUBHOTO NPUMEHEHUSI TEOPUH B PEAIbHOM JKU3HU Ye-
pe3 peuieHne y4eOHO-KOHKPETHBIX cuTyauuid. Kelic-Meron mpemycMaTrpuBaeT OMHCAHUE OIpe-
JICJICHHBIX YCJIOBUM W3 JIEHCTBYIOIIEH NMPAKTHKH, YTO OPUEHTUPYET CTYAEHTOB Ha IOHUMAaHHE
npoOJIeMbl U MTOMCK BapUAHTOB €€ pelIeHHs uepe3 GOopMyIMpPOBaHUE OTBETOB Ha MOCTAaBIICHHBIE
BOIIPOCHI.
Pe3ynbTaT BBINOIHEHUS KEIHC OIIEHUBACTCS C YUETOM CIEIYIOIUX KPUTEPUEB:
— chopMyIupOBaHBI OTBETH! HAa BCE MOCTABIECHHBIE BOIIPOCHI;
— OTBETHI PAa3BEPHYTHI, B JOCTATOYHOM CTETIEHN apryMEHTHPOBAHbI;
— OTBETbl OPUTMHAJIBHBI, MPUCYTCTBYET BBbICKAa3bIBAHUE COOCTBEHHOTO MHEHMS IO CYILECTBY
paccMaTpuBaeMoii MPoOIeMBbI.
Ecnu pe3ynbTar BBIIOJHEHUS Kelica COOTBETCTBYET 0003HAYEHHOMY KPUTEPUIO, CTYACHTY IpHU-
CBamBaeTCs OJIMH 0asut (3a Kaxablid KpuTepui no 1 Gamy).
Kpurepuu onieHuBaHMs BBIIOJIHEHUS Keiica.
OneHka «OTJIIMYHO» — MPH Habope 3 Gaios.
OneHka «xopo1o» — npu Habope 2 OaoB.
OreHKa «yI0BIETBOPUTEIIBHOY» — IpH Habope 1 Oasra.
OreHKa «HEyIOBJIETBOPUTENBLHO» — Oalliibl HE HAOpaHHBI.

2. Cniucok BONIPOCOB M (MJIM) 3a1aHMIi 1JIS MPOBeAeHHs] IPOMEKYTOYHON aTTeCcTAllUH

3a4eTr o AMCLUUILUIMHE IPOBOAUTCS B YCTHOM hopme.
(xomnerenuus YK-6, unguxarop YK-6.1)
Bonpocs! 1J1s1 NOATOTOBKH K 3a4eTy N0 JUCHMILINHE
1. TloBexeHue NoKymaTesnei Kak COCTaBHAs YacTh TEOPHHA MAPKETHHTA
Monens oBeaeHs MOKynaTenen
3. BumsiHEE KyJIbTYpHBIX, COUATBHBIX, JIAYHOCTHBIX U TICHXOJIOTUYECKIX XapaKTEPUCTUK HA
MOBE/IEHHE TIOKYyTaTene
4. Oco0EHHOCTH TOKYIIAaTebCKUX TPHUBBIUEK B 3aBUCHMOCTH OT JTara >KU3HEHHOTO IHKIIA
CeMbHU
CermeHTHpOBaHME OKYIaTeNnei
[Mcuxorpadudeckuit Metos cermenTrpoBanus (meroauku VALS, VALS 2, R-TGI)
Oco0eHHOCTH BOCHPUSATHS TIOTPEOUTEIEM MAPKETUHTOBBIX CTUMYJIOB
I[Tporiecc MOKyNKH TOBapa M THUIIbI TOBEACHUS TOTpeOUTENEH
Mertonpl UCCTeIOBaHMs TOBECHUSI TOTpeOuTENel (OMpOCHl, MaHEIbHBIE HCCIIETOBAHNS,
(oKyc-TpyNIIbl, UHTEPBbIO, HAOIIOACHUS U SKCIIEPUMEHTHI)
10. HccnenoBanue MOBeIEHHS MOKYIIATENEH PH TIOMOIIN IIPOSKTHBHOTO METO/IA
11. Mopenu noTpeOUTEIHCKOTo BEIOOpa
12. BnusiHue MaccoBBIX KOMMYHUKAIIMK HA TIOBEICHHUE TIOTPEONTENS
13. Biusinue 6peH10B Ha IOBEIEHHE TIOTpeOUTeNs
14. Viconp30BaHWE AJIEMEHTOB KOMIUIEKCA MapKETHHTa JJIsi M3MEHEHHsS MOJEIH MOTpeOu-
TEJIBCKOTO BBIOODA.

N

©o~No O

IIpaBu/1a BBICTABJICHUSA 3a4eTa:
HEIOJIHBIM OTBET Ha JIBa BONPOCA - HE3a4YTEHO,
MOJIHBIE OTBETHI HA J[BAa BONPOCA C MPHUBEIECHUEM MPAKTUUYECKOro marepuaia (popmyiisl, mo-
CJIEZIOBATENILHOCTD U IIPABUJIA PACUETOB) — 3a4TEHO.



IIpunioxenne Ne2 k paboueii nporpaMme AUCHHILINHBI
«Teopus noBeaeHUs NOTPeOUTESDY

MCTOIII/I‘leCKI/Ie YKazaHud 1Jisl CTYACHTOB 110 OCBOCHHIO JTUCHUIIJINMHBI

HOCGH_ICHI/IC JICKIOUOHHBIX 3aHSITUHA U KOHCIICKTUPOBAHUC paCCMAaTpUBaCMbIX Ha HUX MaTe-
pHAJIOB SIBJSIETCSI HEOCTATOUYHBIM YCIIOBHUEM JJisi YCBOEHUS HEOOXOAMMBIX 3HAHHWM MO KypCy.
Ka;mmﬁ CTYACHT HOJIKCH MHAWBUAYAJIbHO 'OTOBUTHCS 110 TEMAM NUCHHUIUIMHBL, YUTasd KOHCIICK-
ThI JICKUUH, CIAalA-KOHCIIEKT JEKIUI, pEKOMEHIYeMYI0 YUeOHYIO U MEPHOJUYECKYIO JUTEepaTy-
py, 3ayunBasi 0a30BbIC ONpPEICICHUS, KIACCU(PUKAIIMN, CXeMbI U TUNOJOoruu. CaMoCcTOsITeNbHAS
paboTa mO3BOJIAET CTY/IEHTY B CIIOKOIHON 00CTaHOBKE MOJAyMaTh, pa3oOpaThcs ¢ nHpopMaluei
10 TeMe, PU HEOOXOTUMOCTH OOPaTHTHCS K CIIPABOYHOM JuTepaType. BHuMaTensHOe YTeHNE U
MOBTOPEHHE NMPOYUTAHHOTO TTOMOTaeT B MOJHOM 00bEeMe YCBOUTH COJEP>KaHUE TEMBbI, CTPYKTY-
pupoBats 3HaHus. UTOOBI copepkarenbHas HH(OPMAIUS 110 AUCIHUILTNHE 3aITOMHHANIACH HAI0J-
ro, 1enecoo0pa3Ho H3ydyaTh €€ MO3TAMHO - 10 TeMaM M B CTPOTrOM MOCIeI0BaTENIbHOCTH, MO-
CKOJIbKY TIOCJIEIYIOIIME TEMBbI, KaK MPaBWJIO, OMHUPAIOTCS Ha mpeabiayinme. UMeHHO moaToMmy
0oJbIIas 4acTh CAMOCTOSITENFHOM PadOTHl MPUYpOUYEHA K CEMUHAPCKUM 3aHATUSAM, KOTOPbHIE
MIPOBOJIATCS HA PETYJISIPHOM OCHOBE TIOCIIE JIEKIIMOHHOTO U3JIOKEHHUSI MaTepHalia 1o TeMe.

[Tpu moAroToBKEe K ceMUHapaM, Ha KOTOPBIX MperoyiaraeTcs MpoBEepKa 3HAHUW B BUJE
pElIeHHs KeHCOB, 1eIeco00pa3Ho 3a HECKOJIBKO JHEH /10 3aHATHS BHUMATEIbHO 1-2 pasa nmpouu-
TaTh HYXXHYIO TE€MY, MOIMbBITABIINCH Pa300paThCs CO BCEMH TEOPETUUYECKUMH TOJOKCHHUSIMH U
npuMepaMu. Eciy BO3HHKIIM TPYAHOCTH, OOPaTUTHCS 3a MOMOIIBIO K YU4eOHOI, CIpaBOYHOM JIH-
TepaType WU K MpernoJaBaTellio 3a KOHCYbTanueld. Bcio HakoIIeHHYIo o TeMe HH(OopMaIIiio
JKCIIATCIbHO CUCTECMATU3UPOBATH, COCTABMB YCTHO WJIM MHUCBMCHHO IIAH-KOHCIICKT OTBETA IIO
Ka)KZOMY U3 BOIIPOCOB. 3a JIeHb J0 CeMHHapa HeoOXoaumo eme 1-2 paza mpoyuTarh TeMy, To-
BTOPUTH OIPENIETICHHS] OCHOBHBIX MOHATUH, KJIaCCU(PHUKALMU, CTPYKTYphI U Ipyrue 6a3oBble MO-
noxenus. LlenecooOpa3Ho Tak ke MOAyMaTh U MPUTOTOBUTH MPE3CHTAIMIO, KOTOPasi TOMOXKET
BU3yaJIM3UPOBATh JaHHbIE. [Ipu mog0opKe WILTIOCTPATUBHOTO MaTepuaia MOKHO OOpaTUTHCS K
HHTepHeT-UCTOYHUKAM.

BI)ICTYHJ'IGHI/IG Ha CEMHUHAPCKOM 3aHATHU JOJIZKHO OBITH YCTKHUM, apryMCHTHUPOBAHHBIM, HEC
BBIXOJMTH 32 PAMKH MPOOIEMBI U MOOYXIAaTh ayAUTOPHIO K PACCMOTPEHHIO AUCKYCCHOHHBIX BO-
MIPOCOB, YKa3bIBasi HA COOCTBEHHYIO MO3UIINI0. K MOATrOoTOBIEHHOMY 3apaHee TEeKCTY KeJlaTelb-
HO OOpalaThCs JHIIb B cllydyae UUTUpOBaHUA. [locie OCHOBHOTO BBICTYIUICHHSI TIO BOIIPOCY
BO3MOJHBI JOIIOJIHCHUSA, IIOIMMPABKHU, AUCKYCCHH. KpI/ITI/I‘-IGCKI/Ie BBICTYIIVICHHUA IOOJIKHBI OBITH
KOPPEKTHBI, T0OpoKenaTeabHbl. B KOHIlIE CEeMUHApCKOTO 3aHSATHs MPENnoJaBaTeNlb MOIBOIUT
HUTOTH pCHICHUA Kef/'lca, AHATIU3UPYET AOMMYIICHHBIC OLIMOKYU M HETOYHOCTH, OICHUBACT IIOAIO-
TOBKY TPYIIIBI B 1IEJIOM U OTJIEIbHBIX BHICTYIAOIIUX.

CamocrosiTenpHass paboTa CTYAEHTOB IO JUCIMIUIMHE COCTOUT B 0oJiee TIIATEIIbHOM
M3Y4YEHUU MIPEAJI0KEHHOTO MPENnogaBaTeIeM TEOPETUUECKOI0 MaTepuaa, TaHHOTO Ha JEKUIHUX.

3amaun 11 CaMOCTOSITEIFHOTO perieHus: (OPMYTUPYIOTCS HA JEKIHIX U MPAKTHISCKUX
3aHATHSIX. B kadecTBe HHUX JIoMa CTyJIEHTaM MPEAIAraroTcsl KEHChl MM MPAKTUYECKUE 3aaHHUS.
Briocnencteuu pemieHne STUX 3alaHui TPU HAIUYUH BOIIPOCOB CO CTOPOHBI CTYICHTOB pa30Ou-
pacTCd Ha MOCICAYIOIHNX 3aHATHAX

[IpenogaBaTens OIEHUBACT WHIAMBUAYAIBHO PAa0OTy KaXJIOTO CTYJICHTa Ha OCHOBaHUU
IMMPOBEACHHBIX OIIPOCOB, PCIICHHUA 3a4a4 U IPOMEKYTOYHBIX KOHTPOJIBbHBIX MeponpmeHﬁ.

Y4eOHo-MeTOAMYECKOE 0O0ecTeUeHue
CaMOCTOSITEJIbHOM Pa0dOTHI CTYIEHTOB 10 JUCIHHUILUIUHE

Jnist camocTosITeNbHON pabOThl PEKOMEHIYETCs MOJIb30BaThCs CISAYIOIUMHU pecypcamMu

UHTEPHET:



http://www.marketing.spb.ru/mr/ - npeacraBieHbl nprUMeEpbl MaPKETHHIOBBIX HCCIIEI0BA-
HUHM PBIHKA IO Pa3HbIM OTPACISAM, MOJATOTOBICHHBIE PA3IMUYHBIMH areHTCTBAMH U KOHCYJIbTaH-
tTamu. Bce npuBeieHHbIE B HCCIIEJOBAHUSAX JaHHbBIE PeabHbIC U JOCTYIHBI OECIUIaTHO.

http://marketing.rbc.ru/ - ma caiite mpeacTaBiIeHbl aHAIUTHKA U 0030pbI PHIHKOB, IPOBE-
JICHHbIE KOMIIaHUEH POCON3HECKOHCAITHHT

http://raexpert.ru/ - RAEX («Oxkcmept PA») — kpymnHeiimee B Poccun MekayHApOIHOE
peiftuaroBoe areHTcTBO ¢ 20-netHeil ucropueid. RAEX («Okcnept PAy) sBisiercs nuaepom B
o0yacTu peTHHrOBaHUS, a TaKXKe HCCIEAOBATEIbCKO-KOMMYHUKAIIMOHHON AesTenbHOCTH. Ha
CETOAHSIIIHUN JIeHh areHTCTBOM MPUCBOCHO Ooiiee 800 MHIMBUAYAIBHBIX PEUTHHTOB. OTO 1-€
MecTo u 60see 45% ot ob1iiero yncia NpucBOeHHbIX peTunros B Poccuu, 1-e Mecto no yuciy
pPEUTHHTOB OaHKOB, CTPAXOBBIX U JU3UHIOBBIX KoMnaHuid, HI1®, MukpoprHaHCOBBIX OpraHu3a-
1UH, rapaHTUHHBIX (OHJIOB M KOMITAHUN HE(UHAHCOBOT'O CEKTOpA.

http://www.4p.ru/main/theory/

[TopTan, mocBsIIeH COBpEMEHHBIM MOAX0/IaM B TEOPUH U IpakThke Mapketunra. Cozep-
JKUT MaTepuai O MPOBOJMMBIX MAPKETUHIOBBIX MCCJIEI0BaHUAX. boibllioe BHUMaHKE YAEIseTcs
npoJBuKeHHIO B IHTepHETE.

http://www.marketch.ru/

bnor o mapkerunre. 3amnucku MapkeTosora. Jta noadopka codupanach B TEUCHHE He-
CKOJIBKUX JIET U IPEJCTaBJIIeT COOOW aBTOPCKHE MaTepHalibl, IPAaKTUYECKHE HAPAOOTKU U aB-
TOPCKHE KEHCHI.

http://www.marketing.spb.ru/

MapkeTHHroBBIN MOpTai «DHIMKIONEANs MapkeTuHray. Ha cerogusmnuii 1eHp Haubo-
Jiee moyiHoe coOpaHne HAYYHBIX CTaTel, KHUT M aHATUTUIECKUX 0030pOB M3 00JIACTH MApKETHH-
ra. Ha caiite npeacraBneHa oOmupHas OubInoTeKa, CTPYKTYpHUpOBaHHAs MO pas3jeniaM Mapke-
TUHTA.

http://www.fiolet-korova.ru/partizanskij-marketing/

CaiiT, IOCBSIILIEHHBI METOJIaM «I1apTHU3aHCKOI0 MapKeTuHray. IlpencraBieHsl METOAbI U
TEXHOJIOTUH, a TaK)Ke OTeYECTBEHHbIE M 3apyOeKHble MpUMepbl ncnoiab3oBanus uaeit Cera Io-
JIAHA.

https://cloud.yandex.ru/services/datalens - sto cepBuc mis OusHec-aHamuTHKH. CepBHUC
MO3BOJIIET MOJKIIIOYAThCSl K Pa3IMYHbIM MCTOYHUKAM JAHHBIX, CTPOUTH BU3YyalIM3allH, cOOU-
paTh Jamobopasl U ASTUTHCS MOJydeHHbIMH pe3yiabTaraMu. C momomrsio Yandex Datalens Bb
MOJKETE OTCIIEKHUBATh IPOAYKTOBbIE U OM3HEC-METPUKU HANPSAMYIO U3 UCTOYHHUKOB, YTOOBI IIPU-
HUMATh PEUIeHUs, OCHOBaHHbIE Ha JaHHBIX. Yandex Datalens He Tapudunmpyercs.
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