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1. Henu ocBOeHMS AUCHUNIHHBI.
Llenpro OCBOEHUS AUCUUIUIMHBI ABISETCA 03HAKOMIICHHE CTYIEHTOB C TEOPETUYECKUMHU U IPAKTH-
YEeCKMMH METOJaMHU OLEHKH KauecTBa MapKETHHTOBBIX CHUCTEM; C(OPMHPOBATH MapKETHHIOBBIH
MOJIX0J] K TpobJieMe U3ydeHHs BHEITHEH U BHYTPEHHEH cpeibl MpeAnpUsTHSL.

2. MecTo AMCUHUIIMHBI B CTPYKTYpe 00pa30BaTe/IbHON MPOrpaMMal.

JucuumnimHa OTHOCUTCS K 4acTd, GOpMUPYEeMON y4acTHHKaMHU 00pa3oBaTeIbHBIX OTHOIICHUN
bnoka 1 ([Jucuummna no BeiOopy). JlaHHast MUCHMIIIMHA OCHOBaHA HA 3HAHMSX, MOJTYYEHHBIX
IIPU U3YYEHUH TUCHUILIMHBI «KOMILIEKC MapKETHUHTa.

3. Illlanupyemble pe3yJabTaTbl 00y4eHHUs N0 JMCHUILIMHE, COOTHECEHHbIE C IJIAHNPYeMbI-
MM pe3yJibTaTAMH 0CBOeHUs 00pa30BaTeIbHOI MPOrpaMMbl

[Tponiecc u3yyeHHs QUCLMIUIMHBI HalpaBieH Ha (OPMUPOBAHHE CIEAYIOLUIMX KOMIIETCHIHUH B
cootBercTBUU ¢ ®PI'OC BO, OOII BO u npuobperenus ciaeayrommx 3HaHUM, yMEHUH, HaBbIKOB
U (WIKM) OIBbITA NEATEITHLHOCTH:

dopmMupyeMas KOM-
neTeHI U
(kox 1 popmyIHPOB-
Ka)

HNuagukarop nocru-
JKeHUs1 KOMIIeTeH U
(kox 1 popmy.iu-
POBKa)

Ilepeyenn
IUVIAHUPYEMBbIX Pe3yJbTATOB 00y4eHH sl

IIpodeccnonaibHbIEe KOMIIETEHIIUH

K (HH) — 1 Cnoco-
O€H POBOIUTH HCCIIe-
JIOBAaHUS C LENBIO BbI-
0opa MpoayKTOBOU
HUIIN U pa3pabOTKU
IPOAYKTOBOM cTpate-
THH Ha OCHOBE JIOCTO-
BEpHOI nH(popManuu

K (HH) — 1.3. Uc-
I0JIB3YET I0CTOBEP-
HYI0 HH(POpMAIUIO
U1l OLIEHKU 00beMa
pBIHKA, OIIPEEIIsIeT
00bEM pbIHKA Ha OC-
HOBAaHUH NJAaHHBIX, I10-
JyYEHHBIX U3 Pa3jIny-
HBIX UCTOYHHKOB.

3HaTh:

MeTto/1b1 ¥ cIOCOOBI OIYUYEHHS IEPBUYHON U
BTOPUYHON MH(POPMALIUU

MeTto/1b1 OLIEHKH KadecTBa HH(pOpMaLuu
Ymers:

000011aTh U CTPYKTYpUPOBaTh TPeOOBAaHUS
notpebureneit g GopMUpPOBaHUS CTpATETH-
YECKUX MHHUIIUATHB

PaccuuThiBaTh peaibHYIO U MOTEHIIUATBHYIO
€MKOCTb phIHKA

Biaagern:

HaBbikom mnpezcraBieHus pe3yiabTaToB 00-
pabOTKM M CTPYKTYpHpPOBaHUS TpeOOBaHMIA
MOTPEOUTEINSI MEHEPKMEHTY OpraHHU3aI|H

K (HN) - 1.4.
OcyniecTBiseT aHa-
JIU3 CUTYyalluu Ha
pBIHKE, OTIpeIesieT
KJIFOYEBBIX UTPOKOB,
UX MO3UINI0 U TUHA-
MUKY.

3HaThb:

OCHOBHBIG METOAbBI aHAJIN3a pBIHKa

YMerh:

OneHnBaTh KOHKYPEHTHYIO Cpey
Onpenenarb KIOYEBbIX UTPOKOB PbIHKA
Baanern:

HaBbikoMm mipesacTaBiieHHs] pe3yibTaTOB aHa-
JIN3a B BUJE OTUYETOB

4. O0beM, CTPYKTYpA U co/iepKaHue THCHUTLTHHbI
OO01mas Tpy10eMKOCTh AUCIUILTUHBI COCTABISIET 3 3a4eTHbIe eAnHUIIBI, 108 akageMuueckux Ja-

COB.




Ounas gopma

BKJIIOYasl CAMOCTOSITEIbHYI0 padoTy

Bunbl yueOHBIX 3aHATHI,

CTY/IEHTOB,
U UX TPYI10e€MKOCTh
(B akageMU4YeCKUX 4acax)

DopMBbI TEKYLIEr0
KOHTPOJISI ycleBae-
MOCTH

=3
Ne Tembl (pasnenn) g | Konrakrnas paGora | ®opMma npomesky-
AUCUMILUINHBI, S < .
n/n HX COTEpIKAHHE 5 o ) < | . 3 & TOYHOI aTTEeCTALMHU
o S| 2| 5|5 E5 = (o cemecTpam)
3 3e
% E § a § 5 E & ®opmbl 0 n 1OT
= 5|8 2 E i S (nMpu HATUYMH)
21 2| E|5 g3
1 |Metozap! mosyyeHHs: UCXO-
HO nH(popMaruu. Bapuant
MPOBEIEHHS TOTPEOUTENb- 2 2 2 17 Kelic
CKOro OGHYMapKHHTA B PaM-
kax QFD-npouecca.
2 |Drarmsl mpoBeACHHMS MTPOLie-
Jlypbl IPUMEHEHUS «ronoca. |, 1 1 17
NOTPEOHUTENS» U IPOBENCHHUS
COOTBETCTBYIOIIETO aHAIN32
3 |ObobuieHne U CTPYKTYpH-
poBatue TpeOOBaHMIA MOTPE- 2 1 5 17 ceiic
oureneii. [Ipupopurnzanus
TpeOOBaHMii moTpeduTeNneH
4 |Ilnan cOaTaHCHPOBAHHOTO
9KCIEPUMEHTA MapHBIX
CpaBHEHHH 1O IPUOPUTH3A- | 2 1 17
UH TpeOOBaHMIA IOTpeOH-
Teen.
5 |Jransl noctpoenns «loma 2 1 5 1 19 IIpakTuueckoe 3ana-
Ka4yecTBay HUE
0,3 6,7 3ayer
HUTOI'O 6 6 2 103 93,7 108 uacoB

0enumapkunra B pamkax QFD-npouecca.

Conep:xanue pa3iesioB IUCHUIIIHHBI:
Metoabl nosryuyeHust HcxXoaHoi nugopmanun. Bapuant nposeneHust noTpedUTEILCKOI0

MapkeTHHroBbI€ UCCIIEIOBAaHMSI KaK UCTOYHUK MHPOPMAIIUU

Hcnonb3oBanue OeHUMapKHUHTa JUI MOTy4YeHUsT HHPOPMALUU
KBanmumerpuueckue aciextsl QFD
JTanbl NPOBeIeHHs NMPOLeIYPbl IPUMEHEHHUsI «r0J10ca MOTPeOuTe D> U MPOBeAeHUs
COOTBETCTBYIOIIEr0 aHAIN3A
Kunrouesblie anementsl Metononorun QFD

[Tpoenenue QFD I yposus (¢aza Nel)

[Tpoenenne QFD II ypoBus (daza Ne2)
[Tposenenue QFD III ypoBhs (Pa3za Ne3)
[Tpoenenune QFD IV ypoBHs (ha3za Ned)
O06o01eHue U CTPYKTypUpOBaHKe TpebGoBaHuii norpedouTeneii. [lpuopurnzanust TpeGoBanmni
norpedouTesei
Monens H.Kano




[Tonpa3ymeBaeMble TpeOoBaHwMs MOTPpeOUTENS (TpeOoBaHwMs 10 6€30MaCHOCTH, CAHUTAPHO-
TUTHEHUYECKUE, BHIITOJIHEHUE OCHOBHOU (DYHKIIUU U T.11.);

Brickazannsle, chopMyIHMpOBaHHbBIE TPEOOBAHUS U OKUAAHUS MOTpeOUTeNs (OOBIYHO YKa3aHbI B
KOHTPAKTE/I0rOBOpPE), BHIMOTHEHUE QYHKIIUNA U T.11.;

Heoco3nannblie TpeGoBaHUS M 0KUJaHUS IOTPEOUTENS (HEBBICKAa3aHHBIE TPEOOBAHUS U
OKUJaHUS, pean3alysi KOTOPhIX MPUBOIUT K MOJOKUTEIBHOMN OLIEHKE, BOCTOPTY U
QKHOTaXXHOMY CIIPOCY Ha MPOIYKIIHIO)

Il1an c0a1aHCHPOBAHHOI0 IKCIIEPUMEHTA MAPHBIX CPABHEHMI 110 NPHOPUTH3 AN
TpeOoBaHui MoTpedUTEIEI.

[ImaHnupoBaHue NPOAYKTA.

[TpoexkTupoBanue MpoayKTa.

IIpoexTupoBanue npouecca.

[TpoexkTupoBaHue MPOU3BOJICTBA.

JTtansl nocTpoeHus «/Jloma kauecTBay

Otan | — BBISICHEHHE W YTOYHEHHE TpeOoBaHMI moTpeduTeneii; dtamn 2 — paHKHUPOBAHUE T10-
TpeOuTenbckux TpeboBaHuii; Jtan 3 — pa3paboTKa MHKEHEPHBIX XapaKTEepPHUCTUK; JTam 4 —
BBIUUCIICHHE 3aBUCHMOCTEU IMOTPEOMTENBCKUX TPEeOOBAaHUN M WHIKCHEPHBIX XapaKTEPHCTHUK;
Otan 5 — MOCTPOEHHE «KPBIIIM»; JTan 6 — OMNpeesieHne BECOBBIX 3HAYEHHH HMHKEHEPHBIX
XapaKTEPUCTUK C yUYE€TOM pEHTHHTa MOTPEOUTENbCKUX TpeOoBaHUii; DTtanm 7 — y4eT TeXHuYe-
CKUX OTpaHUYeHHIt; DTan § — y4eT BIUSHUS KOHKYPEHTOB.

5. 06p330BaTeJIbeIe TE€XHOJOIMH, B TOM YHC/I€ TEXHOJOIHHU IJICKTPOHHOI0 Oﬁy'—IEHI/IH H
AUCTAHIHUOHHbIC 06pa30BaTe.]'Il>Hble TEXHOJOTUH, UCIIOJB3YEMBIC IIPH OCYIIECCTBJICHUU 00-
Ppa3oBaTeJIbHOI0 mpouecca 1mo IMCuuIJInHe

B nporiecce 00ydeHus: UCTIONB3YIOTCS cielylolue 00pa3oBaTeIbHbIe TEXHOJIOTHU:

AxkageMuyeckasi JIEKLIHS — IIOCIEOBATEIbHOE H3JI0KEHNE Marepuana MpernojaBare-
JIEM, paCCMOTPEHHUE TEOPETUYECKUX U METOAOJIOTUYECKUX BOIIPOCOB AUCLUIUIMHBI B JIOTUYECKU
BbIIep>KaHHOH (opMe. B mporiecce nekunu npenogaBaTeslb CTUMYJIUPYET CTYIEHTOB K Y4aCTHIO
B 00CY)XJICHMH BOIIPOCOB M BBICKAa3bIBAHUIO COOCTBEHHOM TOUKHU 3peHUs 00cyxkaaeMoil mpooie-
MaTuku. Llenn u TpeGoBaHUs K akaJeMUYECKON JIEKIIMH: COBPEMEHHbBIN HAY4YHbIN YPOBEHb, UH-
(GOpMaTUBHOCTh, CHCTEMHOE OCBEILEHUE KIIFOUEBBIX MOHATUN U MOJIOKEHHUH 110 COOTBETCTBYIO-
e TeMe, 0030p U OIIEHKA CYLIECTBYIONIEH TPOOIEMaTUKH, Jaua METOINYECKUX PEKOMEHAalni
CTyJIEHTaM JUIs JAJILHEUILEro U3y4eHHUs Kypcea.

IIpakTHyeckoe (ceMUHAPCKOE) 3aHATHE — 3aHATHE, MTOCBIIIEHHOE MPAKTUYECKON OTpa-
00TKE y CTYJJIEeHTOB KOHKPETHBIX YMEHUH U HaBBIKOB IPU U3YYEHUH TUCLUIUIMHBL, 3aKPEIUICHUIO
MOJIyUYEHHBIX Ha JIEKIUU 3HAHUN U OLIEHKE Pe3yJbTaTOB OOYYEHMs B MPOIECCE TEKYLIEro KOH-
TPOJIA.

Ha nepBoM npakTH4yecKOM 3aHSATHH B BBOJHOMW YacTH JIa€TCsA MEPBOE LEIOCTHOE Ipen-
CTaBJIEHHE O AucuuIUIMHE. CTYJEHTHl 3HAKOMSTCS C Ha3HAUYEHUEM U 33Ja4yaMy JUCLUIUINHEIL, €€
POJIBI0O M MECTOM B 0Opa3oBarenbHOM mporpamme. [Ipu 3ToM 03BYyUHBAIOTCS METOJIMYECKUE U
OpraHu3alMOHHBIE 0COOEHHOCTH pabOThl B paMKax JAAHHOW AMCLUMIUIMHBI, a TaKXKe JaeTcs aHa-
JIN3 peKOMEHAYeMON yuyeOHO-MEeTOqu4eCcKOr TuTeparypsl. [IpoaomkuTe1bHOCT BBOJIHOM YacTu
coctasiisieT He 6onee 10-15 MuUHYT.

[Ipu mpoBeneHNM NPAKTUYECKUX 3aHATHIN HCIIOIB3YIOTCS TAKNE NHHOBALIMOHHBIE METOIbI
o0yuyeHHs, KaKk Juaior-cooecesoBaHue, KOJJIEKTUBHOE OOCYKICHHE TeMAaTHYECKUX BOIIPOCOB,
pa300op MPaKTUYECKUX CUTYyalluid, HOPMATUBHBIX JOKYMEHTOB, TEOPETUUECKUX U METOAMUYECKUX
aCIEeKTOB MO TeMaM JUCHUILTUHBL. OOCyXJ1eHue M OLEeHKa MPaBUIBHOCTH BBIMOJIHEHHBIX pa3-
JMYHOTO TUNA 33aJJaHUM, yKa3aHHbBIX B ()OHJE OLIEHOUYHBIX CPEACTB paboueil mporpamMMsl, POU3-
BOJUTCS KOJUIEKTUBHO CTYJEHTaMU I10J] pyKOBOACTBOM IIPENOJaBaTEsl.

KoncyabTaumm — Bua y4eOHBIX 3aHATHH, SBISIOMIMECS OAHOM W3 (opM KOHTPOISA
CaMOCTOSITENIbHOW pabOThl CTY/IEHTOB B TeUeHHE ceMecTpa. Ha KOHCyNnbTalMsaX 10 WHUIMATUBE



CTYACHTOB paCcCMATpUBAIOTCA U OGCy)KIIaIOTCSI Pa3JIMIHBIC BOIPOCHI TECMATUKU IAUCHUILIJINHBI,
KOTOPBIC BOSHUKAIOT Y HUX B IIPOLECCE CaMOCTOSITCIbHON pa6OTBI.

6. [lepeyeHb JHIEH3MOHHOTO U (MJIM) CBOOOIHO PACIPOCTPAHIEMOro MPOrpaMMHOro odec-
nevYeHMsl, MUCMOJIb3YyeMOr0 MPH OCYUIECTBJIEHHU 00pPa30BaTeIbLHOI0 Mpolecca Mo JAUCIHu-
ILUINHE

B nporecce ocymiecTBieHus: 00pa3oBaTEIBHOTO MpoIiecca Mo AUCIHUILINHE UCIOB3YIOT-
csl:
1) s popMHUpPOBaHUS MAaTEPHAIIOB JJIsl TEKYIIETO KOHTPOJISI YCIEBAEMOCTH U MPOBEJCHUS TPO-
MEXXYTOUHOM aTTecTaluu, g GOpMUPOBAHUSI METOANUYECKUX MATEPUAIIOB IO TUCIUILINHE!

- nporpammel Microsoft Office;

- Adobe Acrobat Reader DC.

7. IlepedyeHb coBpeMeHHBIX NMPodecCHOHAIBHBIX 0a3 JaHHBIX H WH(POPMALMOHHBIX CIpa-
BOYHBIX CHCTEM, HCIOJb3yeMbIX INPH OCYLIEeCTBJIEHMH 00pa30BaTe/]bHOr0 Ipouecca Mo
AUCUUIJIMHE (TPH HEOOXOAMMOCTH)

B mpouiecce ocymecTBieHust 00pa3oBaTENBHOO MpoIecca Mo AUCHUIUINHE UCTIONb3YIOT-
col:

ABToMaTtu3upoBaHHas OuOimmoreyHo-uHpoOpManmonnas cucrema «bYKU-NEXT»
http://www.lib.uniyar.ac.ru/opac/bk_cat_find.php

8. [lepeyeHb OCHOBHOIi M /I0NOJHUTEJIbHOI y4eOHOM JINTepaTypbl, pecypcoB nHdopManu-
OHHO-TeJIEKOMMYHUKAIMOHHOH ceTu «HTepHeT» (IPU HEOOXOAMMOCTH), PEKOMEH1yeMbIX
AJI51 OCBOEHUS TUCIHUILINHBI

a) OCHOBHasI JIMTEPATypa

1. ®omuues, B. . YnpaprieHue kauecTBOM U KOHKYPEHTOCIIOCOOHOCTHIO: YUCOHUK JIJIst
By30B / B. . ®omuueB. — Mocksa : M3aarensctBo FOpaiit, 2022. — 156 ¢. — (Bsiciee o0pa-
3oBanue). — ISBN 978-5-534-12241-1. — Tekcr : snexTpoHHBIH // OOpa3zoBarenbHas IUIAT-
dbopma FOpaiit [caiiT]. — URL: https://urait.ru/bcode/496135 (nara o6pamenus: 10.02.2022).

2. Bacun, C.I'. Ynpasnenue kauectBoM. BeceoOuuii monxon : yueOHUK a5 OakanaBpH-
ata u maructparypsl / C. I'. Bacun. — Mocksa : U3narensctBo FOpaiit, 2019. — 404 c. — (ba-
KanmaBp U maructp. Akamemudeckuii kypc). — ISBN 978-5-9916-3739-8. — Tekcr : 3y1eKTpoH-
Hbll // O6pazoBarenbHas miaardopma FOpaiit [caiit]. — URL: https://urait.ru/bcode/425062 (na-
ta ooparmmenus: 10.02.2022).

0) 10MOJIHUTEIbHAA JIUTEepaTypa

1. OBcanHukoB, A. A. CoBpemeHHbIN MapkeTHHT. B 2 4. Yacte 1| : yueOHUK U IpaKTH-
KyM ais By30B/ A. A. OBcsHHMKOB. — Mocksa : M3narensctBo FOpaiit, 2022. — 374 c. —
(Beicree obpazoBanmne). — ISBN 978-5-534-05049-3. — Texkct : anmextpoHHbIi // OOpa3oBa-
tenbHas miaardopma FOpaiit [caiit]. — URL: https://urait.ru/bcode/492893 (nata oOpamienus:
24.01.2022).

2. OBcsaHHMKOB, A. A. CoBpeMeHHBII MapkeTHHT. B 2 u. YacTh 2 : y4eOHUK U MPaKTH-
KyM miusi By30B/ A. A. OBcsHHHKOB. — Mocksa : M3parenscTBo FOpaiit, 2022. — 219 c. —
(Boiciiee obpazoBanue). — ISBN 978-5-534-05052-3. — TexkcT : anexTpoHHbI // OOpa3oBa-
tenpHas 1iaTdopma IOpaiit [caiit]. — URL: https://urait.ru/bcode/493323 (mara obpareHus:
24.01.2022).

B) pecypcbl cetn «AHTEpHET»:

1. OnexTpoHHBII KaTtajaor Hayunon oubimoreku Apl'yY
(https://www.lib.uniyar.ac.ru/opac/bk_cat_find.php).

2. DOmnektponHas 6ubnuoreuHas cucrema (ObC) uzmarenscrBa «tOpaitt» (https://www.
urait.ru).


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

3. DOmnexktponHas Oubmmoreunas cucrema (ObC) wm3marensctBa  «lIpocmexT
(http://ebs.prospekt.org/).

4. Hayunas snexkrponnas oudnuorexa (HOB) (http://elibrary.ru)

5. http://www.stq.ru/ Pegakunonno-undopMaionHoe areHTcTBO "CTaHaapThl U Kade-
ctBO". CpeacTBo mMaccoBoi MH(pOpMAIHH, MMOCBSIIEHHOE MpobieMaM B 00JacTH CTaHAapTH3a-
[[UU ¥ KQ4eCTBa B Pa3HBIX OTPACISX MPOMBIIIICHHOCTH.

6. http://www.cfin.ru/management/iso09000/index.shtml Paznmen "VYmnpaenenue xade-
ctBoM 1 ISO 9000" Ha pecypce "KopriopaTuBHBII MEHEIKMEHT", T/ie pa3MEIICHbl YYCOHHUKH,
KYpPCHI JICKIIHI, aHATUTUICCKUE CTAThU, CCHUIKM Ha JAPYrue UCTOYHHKU MHPopMmanuu B MHTEp-
HET.

7.  http://www.klubok.net OTKpBITBIII TpPOEKT MO TeMaM: YIpPABICHHE KaueCTBOM,
yIpaBJICHYECKUI KOHCAJITHHT, IICUXOJIOTUS TOPTOBJIM, MHTEpHET-MapkeTHUHT. CTaTbu, 0030pHI,
KOHCYJIbTAIuH, GopyMm.

8. http://www.vniiki.ru/ Bcepoccuiickuii HaydHO-MCCIIEAOBATEIbCKAN WHCTUTYT KJjlac-
cu(UKAIUNA, TCPMUHOJIOTHHA W HH(POPMAIIMH TI0 CTAaHAAPTU3AIMN U KaYeCTBY SBJIIeTCs [ JIaBHBIM
nH(GOPMaILMOHHBIM IIEeHTpOoM ['0Ccy1apcTBEHHOIO KOMUTETA 1O CTAHIAPTU3AINH U METPOJIOTHH.

9. http://quality.eup.ru/- "QUALITY - Menemkment kadectBa u ISO 9000", JlokymeH-
Thl U MaTe€pHaJIbl IO MEHEXKMEHTY KadecTBa, ctanaaptam ISO cepuu 9000, exxenqneBHOE OOHOB-
JICHHUE.

10. http://marketing.rbc.ru/ - na caiite npeACTaBiIEHb aHATUTHKA U 0030PHI PHIHKOB,
NPOBE/ICHHBIE KOMITAHUEH POCOM3HECKOHCATITHHT

11. http://raexpert.ru/ - RAEX («3Qxcnept PA») — kpynHreiiiiee B Poccun MexayHapo/1-
HOE perThHTroBOE areHTCTBO ¢ 20-neTHelt ucropuein. RAEX («OQkcnept PAy) sBisieTcst muaepom
B 00J1aCTH PEUTUHIOBaHMUSI, a TAKXKE HCCIIEI0BATEIbCKO-KOMMYHUKAIIMOHHOMN JAESITeIbHOCTH.

12. https://cloud.yandex.ru/services/datalens - sto cepBuc ast OusHec-ananuTuku. Cep-
BHUC TIO3BOJISICT MOAKIIOYATHCS K Pa3IUYHBIM UCTOYHHKAM JTAHHBIX, CTPOUTH BU3yalU3alluH, CO-
Oupath AaIOOP/Ibl M NETUTHCA MOTydYeHHBIMU pe3yibratamu. C momoinnpio Yandex Datalens Bbl
MOJKETEe OTCIEKHUBATh MPOAYKTOBBIE M OM3HEC-METPUKU HAMIPSMYIO U3 HCTOYHUKOB, YTOOBI TIPU-
HUMAaTh pelIeHus, OCHOBaHHbBIE Ha JaHHBIX. Yandex Datal.ens He Tapuduiupyercs.

9. MartepuajbHO-TeXHHYecKasi 6a3a, HeoOXoAUMas JJIsl OCyleCTBJIeHUsI 00pa30BaTeIbHOI0
npouecca no AUCUMIINHE

MarepuanbHo-TeXHUYECKas 0aza, HeoOXoauMast JJIs OCYIIECTBICHUS] 00pa30BaTEIHLHOTO
npoliecca 1o JUCIUILIMHE BKIIOYAET B CBOM COCTaB CHEIMAIbHbIE TOMEICHHS:

- yueOHbIe ayTMTOPHUH ISl IPOBEICHUS 3aHATHH JIEKIIMOHHOTO TUTIA;

- yueOHBIE ayIUTOPUU AJIsl IPOBEJCHUS MPAKTUYECKUX 3aHITHI (CEMHHAPOB);

- yueOHbIe ayTUTOPHH ISl TIPOBEICHHSI TPYIIIIOBBIX M WHAWBUYAIBHBIX KOHCYIbTAIIAN;

- yueOHble ayAUTOPUH JIJIsl TIPOBENIEHHS TEKYIIEro KOHTPOJIS U IPOMEKYTOUHOM aTTecTa-
111718

- IOMEUICHHUS JJIsl CAMOCTOSITENTbHON pabOThI;

- MIOMEUICHUsST ISl XpaHeHWs W TNPO(QUIAKTHYECKOTO OOCITYKHUBAaHHUS TEXHUYECKUX
CPEICTB OOyUEHHUSI.

CrienanmbHble TIOMEIIECHHUST YKOMIUIEKTOBAHBI CPEACTBAMHU OOYYEHUS, CIYKAIUMH IS
npejcTaBieHus yueOHoi nHpopmanun 60IbIION ayAUTOPUH.

[TomemieHust Aji1 caMOCTOSITENBHON pabOThl O0YYarOIIMXCs OCHAIEHBI KOMITBIOTEPHON
TEXHUKOH C BO3MOXXHOCTBIO MOAKIIOUEHHS K ceTh «VHTepHeT» M obecredeHueM JocTyna K
ANIEKTPOHHON MH(OpMAIMOHHO-00pa3oBaTenbHOU cpeae SApl'Y.

ABTOp:

3aB. kadeapoil ympaBJICHUS W TMPEANPHU-
HUMAaTeNIbCTBA, K.3.H, JOLEHT J1.YO. BproxaHoB

OQ0IIHCHOCI, YUeHAas CIeneHb H.0. Damunusn
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IIpunoxenne Ne 1 k paGoueii nporpaMme AUCHUILINHBI
«OneHkKa Ka4ecTBa B MAPKETHHIOBBIX CHCTEMAaX»

DoH/1 OLIEHOYHBIX CPEACTB
JJIsl MPOBe/IeHUsI TeKylleld U MPOMeKYTOYHOM aTTeCTALIMU CTYIeHTOB
o AUCHUILINHE

1. TunoBble KOHTPOJIbHBIE 32/IaHUS WIH UHbIE MATEPHAJIbI,
Heo0X0uMBbIe VISl OLleHKH 3HAHUI, yMeHHii, HABLIKOB H (MJIM) ONBITA AeATeIbHOCTH, Xa-
PaKkTepU3yIOIMX 3Tanbl GOPMUPOBAHMS KOMIIETEHIM A

11 KOHTpOJ’[beIe 3alaHUsl 1 HHbIE MaTEpHuaJbl,
HCIOJBb3yEeMbI€ B IIpolecce Telcymeﬁ aTrrecranumu

Tema 1. MeToabl mostydenusi ucxoaHoi uHGopmanun. Bapuant nposeneHusi norpeodu-
TeJbCKOro 6eHumapkunra B pamkax QFD-npouecca.
(xomnerenuus IIK(HW)-1, uuauxarop IMK(HU)-1.3, unaukarop IK(HHN)-1.4)
Keiic. YTo norpedurte/u AymMaT 0 KayecTBe cepBuca?
Hayuonanvnas ¢haxmopuneosas komnawus cnpocuna o0 3mom CEOUX KIUEHMO8 U coenand
Heodxcuoantvle omkpvlmusl. Tenepo ee MeHneodHcepvl 3aH080 YUamcs pabomams U ¢ npemen3us-
MU, U C NOHCENAHUAMU.
"B cdepe yciyr, pUHAHCOBBIX B TOM 4YHCII€, HET MPUATHBIX 3al1aXx0OB, IPKUX I[BETOB, BKYCHBIX
CyOCTaHIIMI M NPOUYMX XapaKTEPUCTUK, KOTOPHIE OKAa3bIBAIOT CYLIECTBEHHOE 3MOIMOHAIBLHOE
BIIMSIHUE HA MPUOOPETEHHE TOTO WJIM MHOTO TOBapa. BreiOupas mpoBaiinepa, moTpeOuTens yaemns-
€T OCHOBHO€ BHUMAaHUE LIEHE U Ka4eCTBY'",— TrOBOPUT PYKOBOJUTENIb MapKETUHIOBOTO MOJpa3-
nenenns HanumonaneHoii daxktopunrosoit komnanuu (H®K) dapes Hukonaesckas. Ho mis ca-
Mot HOK Bb160pa HET: GOPOTHCS ¢ KOHKYPEHTaMHU OHA MOXKET TOJIBKO KaUeCTBOM.
Ha peiake (hakTOpUHTOBBIX YCIIYT, TJe ceidac TOCMOACTBYIOT yHHBepcaibHble Oanku, HOK —
NPaKTUYEeCKH €MHCTBEHHAs y3KOCMEUUalIn3UpoBaHHas opraHu3anus u crapeimas (¢ 1999 ro-
J1a) KOMaH/Jia Ha pbIHKe. Mex 1y TeM 10 KpU3uca JIMIUPYIOUIUe MO3UIUH 3aHUMalId UMEHHO cIie-
UalIu3upoBaHHble komnanuu. IlepBoe mecto ynepxkusan "EBpokomMmepn', B TPOWKY HEM3MEH-
Ho Bxoawia u HOK. Ho ¢ ocenun 2008 roga MHOroe n3MeHusoch. CTpeMUTENbHO pa3BaIMBIINN-
cs1 "EBpokommepI1" ocTaBUII MHOTO CBOOOJHOT'O MecTa AJIs nepesena pblHka. M30bITouHast JIMK-
BUJHOCTb 3aCTaBUJIa KPYIHbIE OAaHKOBCKME KOMIIAHMM HMCKAaTh HAIPaBJIEHUs, Ky/la MOXKHO IpH-
JIOXKHUTh U30BITOYHBIE PECYPCHI ¢ KOHTPOJIMPYEMBIMU PUCKaMHU. TakuM HaIlpaBICHHEM M CTall
(baKTOpUHT — yCIIyra, KOTopas Mmojpa3syMmeBaeT GUHAHCUPOBAHHUE T€OUTOPCKON 3aJ0JPKEHHOCTH
(koMnaHus-(haKTOp MEepPEeYUCIseT AEHbI'H KIUEHTY, a IOTOM cama BEJIET pacyeThl ¢ JOJDKHUKOM,
KOTOPBIN B35J1 y KIMEHTa TOBapHbIN KpeauT). HoBele kpynHbie urpoku — Anbda-0ank, BTb —
BOCIIOJIb30BAJIMNCh CUTYallUEN U arpeCCUBHO NIOY4YaCTBOBAJIM B IIEPENIETIE PHIHKA.
Uctopuueckn HOK Bcerna "orcTpanBanach” oT yHUBEpCATbHBIX 0aHKOB, YTBEpKIasi, UTO yMEET
HE TOJIKO JaBaTh JCHBIH B JIOJT, HO M YHPABIATh 1€OUTOPCKOM 3a10KEHHOCThIO. BonbIiH-
CTBO YHUBEPCAIHHBIX 0AHKOB JI0 CHX IOP CYUTAIOT ATy YacTh (hakKTOpHUHTa 00y30i U MpeIOCTaB-
JSIFOT (PaKTOPHUHT C perpeccoM (TO €CTh B CIIydae HEBBIILIATHI 3a/10JDKEHHOCTH MPpobIemMa MpocTo
nepeaapecoBbiBaeTcs knueHTy). B HOK maccoBo mpogatot yenyru ¢dakropunra 6e3 perpecca u
CUMTAIOT 3TO CBOMM MPEUMYILIECTBOM.
Croumocts ycnyr HOK Ha tpeTs BbilIe, yeM y 6aHKOB, KOTOpPBIE CBOAT BeCh (DaKTOPUHT K (hu-
HAaHCHPOBAaHUIO NeOUTOPCKOW 3aJ0iDKeHHOCTU. [Ipu3HaBaeMoro KJIMEHTaAaMH MpPEUMYIIEeCTBA
HAJ0 JOCTUTaTh B KadecTBe yciyr. Ho kak Bbricoko kiueHTHI neHAT cepBuc HOK? Utolwr 310



MOHATH, KOMIIAHWS HBIHEITHUM JIETOM 3aIlyCTHJIa MacIITaOHOE UCCIE0BAaHUE YIOBIETBOPEHHO-
CTH KJINEHTOB.

TpeOyiiTe caTuchakunu

N3yuasi ynoOBIETBOPEHHOCTh KIMEHTOB YPOBHEM CEpPBHUCA, HENb3 NPOWTU MHUMO METOAUKHU
SERVQUAL (ot service quality — kauectBo yciyru). OHa pazpaboTana Ha 0a3e CO3/1aHHON B
1985 rony amepukanckumu npodeccopamu Apynom Ilapacypamanom, Jleonapaom beppu u Ba-
napy 3eMTaaIMOM KOHLIENIIUU CEPBUCHOTO KayecTBa. ABTOPbI PEKOMEHYIOT U3y4yaTh U U3MEPATH
KayecTBO CEpPBHCA, OLICHHWBAs Pa3pblB MEXIY MOTPEOUTENbCKUMU HAACKIAAMHU U SKETaHUSIMU
(oHM paccMmaTpuBarOTCA KaK CTaHAAPT) U BOCHPUITHEM (M3MEPEHHBIM OTHOLIEHHEM K YCIYTE,
KOTOpOI MOTpedUuTenh YK€ BOCIHOJIb30Bajics). B kiaccnyeckoM BapHaHTE ypOBEHb KauecTBa
OLIGHUBACTCA IO MATH U3MepeHusM (dimensions), Kaxablii M3 KOTOPBIX pa3OMBaeTcs Ha He-
CKOJIBKO CTICIIU(UUECKUX KPUTEPHUEB. Y aMEepUKaHIEB Takux kputepueB Obu1o 22, y HOK B pe-
3y/ibTare afgantauuu noiayuduiock 10. BoT nepBble nsaTh KpUTEpUEB B NOPSAAKE yObIBaHUS: pas-
Mep BBITUIAYMBAEMOT0 (DMHAHCHPOBAHHUSA, pa3Mep YCTAHOBIIEHHBIX JIMMUTOB Ha AeOUTOPOB, pa3-
Mep BBIJIaBAEMOT0 OPYUYHUTEIHCTBA 33 JEOUTOPOB, CIIOCOOHOCTh MpeaiaraTb HHINBUIYaJIbHBIE
pELIeHUs], CKOPOCTh MIPUHATUS PEIICHUI Ha pa3JIMYHbIX Tallax COTPYIHUYECTBA.

B HOK pazpaboranu ankery u3 30 BOIPOCOB M MPOBEIH UHTEPBHIO ¢ 88 KOMITAHUSAMH, KOTOPBIE
npunecau B 2009 rony 70% noxona kommnanuu. "PecrioHIeHTOM MOT OBITh U TeHEepaibHbBIN, U
KOMMEpPUYECKUN, U (PMHAHCOBBIN JTUPEKTOP, U IN1aBOyX — 000, KTO TIy0Xe APYyTruX BOBJIECYEH
B 00meHne ¢ (pakTOPUHIOBOM KOMITaHUEH",— pacCcKa3bIBAaeT 3aMECTHUTENb MpeaceaaTess mpas-
nenuss HOK Kopuenny PoOy.

[Tocne 0OpabOTKM aHKET KOMITaHUS paccuuTaia CPeAHHU YPOBEHb YAOBIETBOPEHHOCTH SQ —
oH Obu1 paBeH 85%. D10 o3Hauaer, yto Mexay HOK u obpazom maeanbHON (hakTOpuHTOBOU
KOMIaHUM pa3pbiB coctaBisii 15%. Teneps ¢ 3Toit nudpoii OyayT cpaBHUBATH Pe3yJIbTaThl MO-
CIEAYIOIIUX uccienoBannil, koropsie B HOK pemmim npoBOAUTh KaKIbIH TOI.

Bo Bpems HHTEPBBIO POSCHUINCH KOHKPETHBIE CUTYALlMH, BBI3bIBABIINE HEOBOJILCTBO. OKa3a-
JIOCh, YTO KJIMEHTaM He HPaBUTCS CIUIIKOM OOJbIION CPOK (MHOIZIA 10 MecsIa), KOTOPbIH KOM-
HaHUs OTBOJUT HA MPHUHATHE PEIIEHUS O BO3MOXKHOCTU (DAKTOPUHIOBOTO OOCITYKMBaHUSA, pa3-
Jpakajia HEONpeeNIEeHHOCTh CUTyalluH (BpeMs UJAET, a oTBeTa HeT). He HpaBuiiack monHas 3a-
KPBITOCTh MPOLEAYP: TPYAHO OBIJIO BBIACHUTH, Y4eM MOTUBHUPOBAHO TO HJIM MHOE pPELICHHE.

B nrore B HOK noHsam, 4T0O UMEHHO BIIMSIET HA YPOBEHb YA OBJIETBOPEHHOCTH KJIMEHTOB, U Te-
nepb MOTYT U3MeHUTh cutyanuto. Ceituac, o cnosam Kopuenny PoOy, aHanu3 3akoHYEH U co-
CTaBJICHa IporpaMma JaIbHEUIINX JEHCTBUM.

IlepBble MOJIOKUTENBHBIE PE3YJIBTATHl UCCIIEN0BAHUS MPOSIBUIMCH €lle B ero xozae. Peakuus Ha
ONpOoC B MOJABISIOLIEM 4YMCIE cilydyaeB Oblla MO3uTUBHOHN. Hampumep, reHIupexTop OAHOTO
oueHb kpynHoro kiaveHTa HOK, nocraBumka KaHIEISIPCKUX TOBApOB, PUHSAJ PELICHUE NTPOBE-
CTU TOYHO TAKOE € HCCIIEIOBAHUE CPEIM CBOMX KIMEHTOB. KomMepueckuil TupekTop Ipyrou
KOMITaHUH 10 coOcTBeHHOM mHMIMaTuBe nepe3BoHua B HOK, passickan Jlapeio HukomaeBckyto
U TOJENUJICS CBOMMH COOOpaXEHHUSMM, IOCIE TOTO Kak Yy3HaJ, 4YTO B HCCIEIOBAaHUU
y’Ke TI0y4acTBOBAJI €ro KoJuiera (GPUHIAMPEKTOP.

Knuentam ObUIO MPUATHO, YTO UX MHEHUEM MHTEPECYETCS MOCTABIIUK YCIYT: O CUX MOP OHU
He ObUTH U30aoBaHbl MOT00HBIM BHUMaHUEM. A 3psi, TOTOMY 4To, 1o cioBam ['eoprust LIxBupa-
BallIBWJIM, MTapTHepa kommnanuu Service First (koHcanTuHr, o0ydyeHre U MpoBeJIeHNE HCCIe10Ba-
HUI KauecTBa cepBUCa), BAJIMTHOCTh, TO €CTh a/IeKBaTHOCTh PE3YJIbTAaTOB OMPOCOB, B chepe b2b
3HAUUTENFHO BhIMIEe, 4YeM B b2c. KiueHT-"¢u3uk" 4acTto OTMHUCHIBaE€TCS, HE BHIS IIEHHOCTH
B OIIpoce, WK NpocTo crnemuT. C IopauiaMyi OTHOIIEHUS, KaK IIPAaBUIIO, CEPbE3HEE, TOITOMY
OHH OO0JIBIIIE YBEPEHBI, YTO OMPOC HE POPMATHLHOCTD.

Henp3a ckazats, uto HOK oka3biBana cepBrUC HU3KOIO KauecTBa, 15-TPOLIEHTHOE OTCTaBaHUE OT
uaeanbHOr0 00paza KoMIaHuu — Heruioxou pe3yabsrar. "C HOK Hamra koMmanusi cOTpyaHHYA-
et ¢ 2005 roxa. Hukakux cepbe3HbIX MpobieM B OOIIEHUH 3a 3TO BpeMs y Hac He Oblio. biaro-
Japsi aBTOMaTU3UPOBAaHHOMY Tpolieccy oOMeHa WHQopManuen, KOTOPhI MbI pa3padaThiBaiiv



BMECTe, UCKIIIOUEHaA J100ast omunoKa",— TOBOPHUT cTapuinii pUHAHCOBBIM MEHEIXep KOMITaHUU
"Oromnact" Upuna CrenaHona.

Ho Bce-taku HOK yxe Hayana nepecTpauBaThb CBOM OTHOILIEHHMs ¢ KiaueHTamu. Hampumep, B
KOMITAaHUU 0O0JIbIlIe HE AYMAroT, YTO €CIM KJIMEHT YeM-TO HEeI0OBOJIEH, TO OH caM HaiiieT crnocol
BBIPA3UTh CBOE HENOBOJILCTBO U JoHecTH ero 1o HOK. Benp, no cnoBam ['eoprus LlxBupasa-
mBWIH, 10 90% HEZOBOJIBHBIX KIMEHTOB MOJIYa YXOAAT K KOHKYPEHTaM, TaK U HE BBIPA3UB CBO-
€r0 OTHOILIEHHUS K KOMIIAaHUH.

[TonsitHO, yTo B HOK 1 panbie paboranu ¢ )anodaMu — uX 00pab0OTKa BMEHsSIACh B 00sS3aH-
HOCTh KIIMEHTCKUM MeHekepaM. Ho 3Ta 00s3aHHOCTh ObLIa OHOM M3 MHOTHX, IPUYEM JIaIEKO
HE IIepBOM 10 BaXKHOCTU U HUKAK HE perjaMeHTHpoBaHHOM. Teneps B MHPOPMALMOHHON cUcTe-
Me, HCIIOJIB3yeMOH NIl OOIICHHSI KOMITAaHUU-(aKTOpa U €ro KJIMEeHTa, Ha MEePBOU cTpaHmile O0y-
JIeT BblJeNeHa "KHOmIKa'", 1Mo KOTOPOM pachoioKMUTCA clieluanbHas ¢popMa 3anpoca KIMEHTa.
"Bce BO3MOXKHBIE MOXKENaHUsI Mbl CHCTeMaTu3upoBaiin",— roBoput Kopuemny PoOy. 3rta dop-
Ma ITOMOXET KIMEHTY ONPEeAETIUThCS C MPETEH3UsAMHU, a KOMIAHUN — IPOPAaH)KUPOBaTh O0JIEBbIE
TOUYKH 10 yactore ynomuHanuil. Ceituac B HOK BBoauTcs cnienuanpHas MITaTHAs €AMHULIA —
CHELHUAINCT, Ybe OCHOBHOM O0s13aHHOCTBIO OyZeT paboTa ¢ KIMEHTCKUMH MPETEH3UsIMHU U I0-
KelnaHusaMU. B TeueHue Tpex JHEH (3TOT CpoK JOCTATOYEH JUIsl aHAJIM3a 000N TPOOIEMbl) KIIU-
€HT JIOJDKEH IOJIYYUTh BHATHBIN, XOTS U HE 0053aTEJIbHO MOJIOKUTEIbHBIN OTBET.

15,7 mapa py6. o6opoTa 1o (paKkTOPHHTOBBIM orepanusiM 3a nepBoe noxyroaue 2010 rona mos-
Bomiin HOK 3ansTh TpeThe MecTO Ha pOCCUICKOM phIHKE ¢ aoieit 8,44%

Omnopa u ocHoBa

Kopuenny Poby pacckasbiBaer, uyto a0 npoBeaenus uccienoBanus B HOK ne nmenu yerkoro
IIPEJICTaBICHUSI, HACKOJIBKO KJIMEHTHI LIEHAT YCIYT'M HE TOJBKO 10 (PMHAHCUPOBAHUIO IMOKPBITUS
PHCKOB, HO U 10 y4eTy u coopy aedurtopckoii 3anomkenHoctu (Y /3). Koneuno, komnanus us-
TepecoBajach YPOBHEM CBOETO CEpPBUCA, CO3/IaBATUCH JaXe paboyue TpyImbl, HO JIUIIb Mac-
mrabHoe MccieloBaHue Jano U 0a3y JUIsl OLEHOK (2 HE TOJIbKO CyObEeKTUBHOE MHEHHE BHYTPEH-
HUX DKCIIEPTOB).

Jlo cux nop B xkomnanuu cuutanu Y /(3 kmarodeBsIM HarpasieHueM. Ho okazanock, 4To modru
M0JIOBUHA onpouleHHbIX (48%) He Buenu B mepegade yrnpaBieHUs 1eOMTOPCKON 3a10JIKEHHO-
CThIO 0c000# HeoOxoaumocTH. IIpaBaa, Obl1a oaHa MHTEpecHas ocoOeHHOCTh. Eciau atum 48%
PECIOHJIEHTOB Ka3aJoCh, YTO YCJIyra yHpaBlieHUs AeOUTOPCKOM 3aJ0DKEHHOCThIO OKa3aHa He
OYCHb KAaUYeCTBEHHO, 3TO MHEHHE OYEHb CHJIBHO BIHUSUIO Ha OOILIYIO OILIEHKY COTPYAHHUYECTBa C
HOK.

BrrsicHMIIOCH, 4TO caMo€e KejlaeMoe M3MEHEHNE — IMpOo3pavyHOCTh. KUIMEHTBI XOTAT MOHMMATB,
YTO NMPOUCXOUT. PaHbie nHOpMaILHo 0 TOM, Kak 0OCTOAT Jiesia ¢ TOM WM MHOM 3310KEHHO-
CTBIO, OHU MOIJIM TOJYYUTh TOJIKO TOcie nMucbMeHHOro 3anpoca B HOK. Tunuuseli oTBeT Ha
3BOHOK OblT TakuM: "He 6ecmokoiitech, pabota uuet". Ceiluac 3TOT mpolece BU3yaaTu3nupyeTcs:
KJIMEHT B MTHPOPMALMOHHON cucTeMe OyeT BUJETh, B KAKOH CTaJlMU HAXOJIUTCS MOJIYy4YEeHHUE 3a-
JOJKEHHOCTH, Kakas paboTa mpojeniaHa (Harnpumep, cKoibko pa3 cotpyanuku HOK no3sonmm
JOJDKHUKY U KaKUe OTBETHI TOTYUHIIH).

OpHolt U3 caMbIX MPOOJEMHBIX TOYEK 0Ka3aJ0Ch BBIJIEICHHUE JUMHUTOB Ha KaXJ0TO M3 MOKYyIa-
tesnelt kuenta. B HOK cuuraror, uro 0051a1at0T OJHOIM M3 CaMbIX aJeKBaTHBIX CUCTEM PHUCK-
MEHEI)KMEHTa Ha PbIHKE, KOTOpas MO3BOJISET MPeCcKa3aTh MOTEHIMAIbHbIE MPOOIEMBbI C Herlla-
tenpukamMu. Ho npu stom knuentsl HOK yacto Oblin He cornacHbl ¢ YCTAaHOBIEHHOW CyMMOM.
HenpusitHo, Korzaa Tel paboTall ¢ OKyIaTeleM yKe roJl Ha OIpe/ielIeHHbIX 00beMax 3aKyIoK, a
(bakTOpUHrOBass KOMIIaHUS BIPYT 3asBJSET, YTO HE MOXKET MPUHATh Ha OOCIyxHBaHUE Oolee
MOJIOBUHBI 3TOM CyMMBI. [Ipnumnbl cBoero pemenns HOK mukorna He koMMmeHTHpoBana. Te-
nepb Kaxaslid anaeppaiitep HOK npu onpenenenun pazmepa numurta OyaeT BbIOMpaTh mapa-
METp M3 CIIUCKA, MOBIMUABIIETO HAa 3TO pemieHue. M KIMeHT yBUAUT B MHPOPMALMOHHON cUCTEME
o0oCHOBaHME: HaMpuMep, "TUIoXas IUIaTeXHas JUCUUIUIMHA" WK "pa3Mep Ou3Heca HealeKBaTeH
3ampocy".

Pe3atbh mo Oxkamy



He Bce n3aMeHeHus B KOMITaHUY ObUTH BBI3BAHBI MPSIMBIMU MOKETAHUSAMHU KIHeHToB. Hampumep,
KTO-TO W3 HEJIOBOJIbHBIX MPOLEAYPOH IpHeMa Ha OOCIyXHBaHME TaK U HE CTaJ KIMEHTOM, a
ymen K KoHKypeHTam. Omnpocuth ux Henb3s. Ho ceifuac cmyx6a mo ontumusanuu OuzHec-
IPOILIECCOB 3aHATa aHAJIM30M BCEH LIENOYKHU I10 IPUEMY HOBBIX KIMEHTOB, YTOObI YCTAaHOBUTh
4YeTKUE BpeMeHHble paMku. Ceifuac npoueaypa 3aHUMaeT OT TPeX AHEW 10 MecAlla, BEb B HEKO-
TOPBIX Clly4yasiX CIyx0e pUCK-MEHEIKMEHTa HEeOOXOIUMO HOJYYHUTh JOINOJHHUTEIbHBIE JOKY-
MeHTbl. Ho 1 "3arHare" MX B CHHCOK NEPBOHAYAIBHO TPEOYEMBIX TOXKE HE BBIXOJ, BElb TOT/A
OUYCHb MHOTHE KJIMEHThI OyyT BBIHYKJEHbBI TOTOBUTh HEHYXHbIE 10 CYTH JOKyMeHThl. KcTarny,
CIIMCOK IIepBOHAaYaIbHO NojaBaeMbix B HOK 10OKyMEHTOB TOKE IMOABEPICs paJUKaJIbHOMY IIe-
pecMoTpy — 1o HeMy, Kak Beipasuics Kopaemny Poby, nponumce "0putBoit Oxkama". Berun-
maeTcs aboe 1y0iaupoBanue HHGpOpMAIUH.

OnuH U3 TIaBHBIX BBIBOAOB MCCIIEIOBAHHS — YPOBHIO CE€pPBHCA HYKHO JaTh npuopurer. Kak
roBoput Kopuemny Po0y, ceituac 8 HOK gymaroT o Tom, 4TOOBI cA€TaTh KOJMYECTBEHHO BBIpaA-
JKEHHBIN T0Ka3aTelb yJOBJIETBOPEHHOCTH KIMEHTOB ogHUM u3 KPI caMoro BbICOKOro ypoBHS.
U3 pa3psiia Tex, 4YTO OTCIEKUBAIOTCS HA YPOBHE aKI[MOHEPOB.

Bonpocs! 1i1s1 00cyxa1eHust

1. PacckaxxuTte, kak onpeaensieTcs yA0OBIETBOPEHHOCTh KineHTa no metoguke SERQUAL?
2. [ToueMy onpochl OTHOCUTENIBHO KayecTBa cepBUca cpeau KineHToB B2B 6onee BanuHbl
1o cpaBHeHuto ¢ B2C?

3. Kakue normonmHHUTEIBHBIC PE3YNIBTAThl TOMUMO 3aMepa MHICKCA yIOBICTBOPSCHHOCTH ObI-
JIM TIOJTYYEHbI B XOJI€ UCCIeI0BaHUSA?

4. Kakue mMepsl ObLTH MPEANPUHSATE KOMITAHUEH /ISl TIOBBIIIICHHUSI HHJIEKCA YIOBJICTBOPCH-
HOCTH KJIMEHTOB?

5. Kakue mepsl Bel MokeTe MpemyioKUTh AJIs MOBBIMICHUS WHJCKCA YIOBICTBOPEHHOCTH
KJIUEHTOB?

Tema 3. O0001meHne U CTPYKTYPHPOBaHHe TPeOGoBaHuil norpeduTesiei. [Ipuopurusanus
TpeOoBaHUI MoTpeduTE e
(xomnerenuus [IK(HW)-1, unauxarop IMK(HUN)-1.3, nuaukarop MK(HHN)-1.4)
Keiic. «IloTpeduTennb Bceraa npas»

®upma «Xappuc KBUHCB31» NepBOHAYaIbHO 3aHMMaach TOprosiei koBpamu. B 1987 r. ona
BJIa/IeNIa JUIIb TpeMsi MarazuHamu B Jlonnone. JIBaxxapl rpmMa npuHUMAaNa peleHus o AUBep-
cudukanmu cBoeit nestenbHocTH: B 2000 r. oHa mpuoOpena KOMIIaHUIO 10 Mpojake Melenu, U
3TO HOBOE OTJEJIEHUE Yepe3 CEMb JIET UMEJIO yxKe 00Jiee YeThIPEeXCOT TOProBbiX Touek; B 2003 r.
«KBuHCB3» npuodpena pupMy 1o Npojiaxe IEKTPOTOBAPOB U €lIe OJJHY KOMIAHHIO, KOTOpast
3aHHMMaJach TOpropiel MArkoil medenbto. [Ipudsus GupMbl «KBHHCBI» cTana CTpeMUTENBHO
pactu, u ecnu B 2006 r. oHa cocTaBmia 0kojio 12 mMiH. ¢. cT., To yepe3 roj npesbicuia 40 MIIH.
¢. ct. OHaKO yXYAIIEHNE SKOHOMHYECKOW KOHBIOHKTYPHI, CTaBIlee 3aMeTHBIM yxe B 2008 T.,
IPUBEJIO KOMIAHUIO K THOENIH: MpUObLIb, MOTYyYSHHAs 3a TP MOCIEIHUX rojla, Obula CBe/leHa K
Hymto. OcHoBaTenb KOMIAHWM, CIENIaBIIUN COCTOSTHME Ha OyMe PO3HUYHOM TOProBiIM 3a Io-
CJIeZITHME HECKOJIbKO JIeT, MOKMHYN cBoe aetuine. ITpuodperenus 2003 r. Obumn nponansl. [o-
IbITKa BOCCTAaHOBUTH KoMmaHuio B 2010 r. mpoBanunack. B 3TOoT nepuon BpeMeHU MpoOsieMbl
KOMITAaHUU BO MHOT'OM 3aBHCENIM OT COKpAILEHUs pacXo0B noTpeduteneit. B nmpogaxkax mebenu
U KOBPOB 00pa3oBaJiCs 3aCTOM, MOCKOJBKY HOBbIE JOpPOTME BEIIM OOJBIIMHCTBO CEMEH CTalo
MOKYTIATh JIMIIb MOCIIE U3HOCA CTapbIX.

HccenenoBanue mokasasio, 4To LEHBI HA TOBapbl « KBUHCB3I» BIIOJIHE CONOCTABHMBI C YPOBHEM
noxonoB morpebureneif. Ha konkypupytomue ¢upMbl ycTaHaBIMBaIM Oojiee TMOKHE IICHBI,
npelarajal pasHooOpa3Hble CKUAKH, NMPHUBIIEKATENIbHbIE KPEAUTHI, MOAKPEIUIieMbleé HHTEHCHUB-
HBIM [TPOJIBUKEHUEM TOBApPOB.

Haxonsce B Oonbiiom yobiTke, hrupma «KBUHCBEW» HE MOIUIa CHHKATh LIEHBI JJIs pOCTa IMPOJAXK.
A 3TO B CBOIO OUYEpPE]b NMPAKTUYECKH JIUIINIIO €€ ACCUTHOBAHUN Ha KOMMYHMKAI[MOHHYIO ITOJIH-



TUKY U KPEIUThI MOCTABIIMKAM, YTO UX 3aMETHO HACTOPOKWUJIO. BblIO 0OTMEUeHo, 4To yyuilie-
HUE JIM3aiiHa MIPaKTUYECKHU HE BIUSAET HA YPOBEHb MPOAAXK, [I03TOMY PO3HUYHBIE TOPTOBLBI y/i€-
JSUIM OCHOBHOE CKJIaZlaM, COCTOSIHUIO IIPOJAAK, KOJIMYECTBY M Ka4eCTBY NPEAOCTaBIISIEMbIX I10O-
Kkynarento yciyr. Gunocodpus KoMIaHuu — mpojaBaTh TO, YTO JIETKO MpOAaeTcs, Oblaa MpsIMO
IIPOTUBOINOJIOKHA COBPEMEHHOMY MAPKETUHTY.

OtpacneBble MApKETUHIOBBIE HCCIIEA0OBAaHUS MOKyNaTellel KOBPOB U MeOE MMOoKa3alu, YTO 3TU
TOBapbl HAUMHAIOT MPUBJIEKaTh BHUMaHME JIIOJEH, KOTJa OHU IEPEE3)KaroT B JIPYyroi JoM. ITO
MOTYT OBITH JIIOJIM, BIEPBbIE MOKYIAKOIIME AOM (HOBBIH WM NepecTpoeHHbIN). OOBIYHO OHU
pacrosiaratloT CKpOMHBIM OIO/DKETOM, BBIOMPAIOT HEOOJbIINE KOMHATHI U BHUMATEIBHO OTHO-
cATcs K qu3aiiny. MosoaoxeHsl (MM coOMparoiuecs MoXeHUTbCs) MPEANOYUTAIOT Oojee mpo-
CTOpHbIE KOMHATHI M JIoMa OOJBIIEro pa3Mepa, HECMOTPsl Ha CKPOMHBIN Oropker. JuzaitH ams
HUX JIOCTaTOYHO BakeH. PacTyiue ceMbu, KOTOpBIEC MOKYHAIOT HOBBIM JOM 110 HEOOXOIMMOCTH,
0oJsie€e COCTOSATENBHBI, IPEANOUNTAIOT MHOTOKOMHATHBIE IoMa ¢ caoM. i HUX IJ1aBHBINA NpU-
OpUTET — AETH, a Me0elb — GYHKIIMOHATIBHOE JOMOIIHEHNE UHTEphEepa.

Kareropun norpebuteneir «Mbl OMATh BABOEM» — JETH YK€ MOKUHYIIH JIOM, BO3MOXXHOCTH BBI-
COKHe, OOJBIIOe YMCIIO MPOCTOPHBIX KOMHAT, 0OJblle CBOOOJHOIO BPEMEHU — YacTO MpeBpa-
IIAI0TCSI B KATETOPUIO «BHOBb YEIMHHUBILIUECS», MIOKYasi KBAPTUPY WK HEOOJBIION OJIHO3TAX-
HbII TOMUK ¢ BepaHaoi. [Ipu 10cTaTOYHO BBICOKOM JOXOJE, MAaJE€HbKUX KOMHATaX, 3HAUUTEIb-
HOM KOJHMYeCTBE CBOOOJHOTO BPEMEHH OHH OCO3HAIOT, YTO C BO3PACTOM HX J0X0J1 Oynmer
YMEHBLIAThCS.

[ToTpebutenu nomnanu noj BiuusiHue Gupm, kotopbie B 2000-¢ roapl 4acTo OOHOBIISUIH aCCOPTHU-
MmeHT. U xorga ¢pupma « KBHHCBII» cTalla MCMOIB30BaTh TAKTUKY CKHUJIOK C IIEHBI, HE 00ECIeurB
HaJIMyue HEOOXOAMMOI0 aCCOPTUMEHTA TOBAPOB B XOPOIIO OOCTaBIEHHBIX MarasuHax ¢ npodgec-
CHOHAJIbHBIM 00CTY>KMBAaHHEM, OHA OTIIYTHYJIa MHOTUX MMOKYyIaTeNeH.

Komnanust urHopupoBana NpUHIUIB MApPKETUHTa: OHA HE KOHCYJIbTHUpPOBaia MOKyIaTeNnel U He
n3ydana uxX NpelrovYTeHus], a CTpEMUIach JOCTUTHYTh POCTa MpoJax, u3MeHss uensl. B 2010 r.
B CTPYKTYpe KOMIIAHUH HE OBLJIO M OT/JeJIa MapKETHUHIa, T.K. C YBOJIbHEHHUEM MHOTUX CIelHau-
CTOB B TpYJHbBIE A (PUPMBI BpeMEHa OH MPEKPATHII CBOE CYIIECTBOBAHUE.

B xonme 2010 r. mpeanoyTeHus: aHMIMUCKUX TOTPEOUTENECH KOBPOB M MeOEN XapaKTepru30Ba-
JUCh CIEAYIOIUMH NapaMeTpaMy: Ka4eCTBO M COOTBETCTBYIOIIASl €r0 YPOBHIO 1I€HA, AU3alH U
UMUK (QUPMBI, JOITOBEYHOCTh, YCIIOBUE TIOCTaBKU, O€30MaCHOCTb.

B nepuoa cnama, xorja crpoc Ha KOBpPBI U MeOenb yman, (pupmMa HeCKOJIbKO U3MEHHIIA HalpaB-
JICHHOCTB: OHA MbITaJach 3aBOEBAaTh CErMEHT MOKYyIaTellel O CPeTHUM YPOBHEM JIOXOJOB U Tie-
PEOPUEHTHUPOBAJIACh HA TOPTOBIIIO CO CKUJKOM BAOJb KPYIHBIX Maructpaiei. Bckope Toprosius
yIy4IlINIach, KOMIAHUS CTajla yJelsTh BHUMaHHE CEPBUCY, AU3aliHy ToBapa, padoTe ¢ KIIMEH-
tamu. Ee UMUK KOMIaHuu Uis MOTpedUuTeNel co CpelHUM ypOBHEM JO0XO0/a Hadajl 3aKper-
asaThes. K coxaneHuio, He XBaTUIIO HAJIMYHBIX CPEJCTB Ui YAOBJIETBOPEHUS HOBBIX 3allPOCOB
YHUBEpPMAroB, B PE3yJIbTaTe YEro M3MEHWIICS YPOBEHb MPEeAOCTaBiIgeMbIXx MU yciyr. Ho moky-
naTesiell CMyIIaJIo He TOJIbKO 3T0: KoMraHus «KBUHCB3IY, peicTaBistonas CKUAKY, epecTana
OBITH TAKOBOW.

Bce »To mumrocTpupyeT npobsieMy MO3UITMOHUPOBAHUS, TOHUMAaHUS TIOTpeOHUTENel U HE00XO0-
JUMOCTH PEAKIMU Ha UX MOBEJICHUE.

Bonpocsl u 3a1aHus:

1. KakoBsl 11eneBbie cerMeHThl GpupMbl «KBHHTCBII» U €€ COOTBETCTBYIOIIEE MO3UIIMOHUPOBA-
HHe?

2. Kakum o6pazom pupma cTpeMusiach OXBaTUTh JAOMOTHUTEIBHBIE CETMEHTHI?

3. Kakue axTopsl B HaubobIIel CTENEHHU BIUSIIM HAa IPUHATHE PELIEHUS O MOKYIKe Ha JaH-
HOM DPBIHKE M KaK HCIIOJIb30Balia 3TO KOMMAHUS ISl MOBBIIICHUS 3()()EKTUBHOCTH CBOCH Aes-
TEJIBbHOCTH?

4. Kakumu 06pa3oM MOKET OBITh M3YYEHO OTHOIICHHE MOKyMHaTeliel K ToBapaM KOHKYPUPYIO-
X Gupm?

5. [IpenyioxuTe MyTH BHIXO/1a KOMIIAHUH U3 CIOKHOTO MOJIOKEHUS.



Tema 5. dTanbl nocrpoenus «/Jloma kauecrsa»
(xomnerenmus [IK(HW)-1, naaukarop MK(HU)-1.3, unaukarop INK(HUN)-1.4)
IIpakTH4Yeckoe 3a1aHHe IOCTPOCHHE IOMA KAa4eCTBA
[Topsiiok BHIMOTHEHUS PAOOTHI.
1. BoisBiienre TpeboBaHU MTOTPEOUTENSA K IPOTYKIIHH
1.1. Beiopare 06bekT COK u3 00bEKTOB, MPEIOKEHHBIX MpernoaaBaTesieM (MOOWIBHBIN Tele-
¢oH, aBTOMOOWUIIE...). [Ipu BeIOOpEe 00BEKTA ClAEAyeT y4ecTh, YTO KOMaHAa pa3pabOTYUKOB Oy-
JIET BBICTYIATh B KAYECTBE IKCIIEPTOB MO JJAHHON MPOYKIUH.
1.2. Onpenenuth TpeOoBaHus nmoTpeduTenel Kk npoaykuuu (10 TpeGoBaHMIA), HCTIOIB3YS CITHCOK
TpeOOoBaHUH, MPUBEICHHBIN HIXKe. MOXKHO TaK)Ke MPEIbIBUTH CBOM TPEOOBAHUS
Hlompebumenvcxkue mpeboeanus K 00beKxmy
Kpacusbiii BHCLIHHIT BHA
besonacuurit
V 100ukRIT B HCNONLIOBAHUA
[TpocropHbiii
BrycHbiii
Munaumym 0TX0108B
bricTpii
[TpusaTawii Ha omyns

9 Jlerxo orTkpbiBaercs

10 Y aobHoe yupasieuue

11 Heiicrsyer OuicTpo

12 Jlerko moetca

13 bricTpo Harperaercs

14 Joaro coxpauser csoiicrsa

15 MuunariopHbiit

16 [Tymmcrri

17 He naukaercs

18 IKOHOMHYHbIH

19  CospemeHHbii

20 Spkwii
2. PamxupoBanue TpeOOBaHUI MOTPEOUTENS K TPOAYKIIUU
2.1. PamxupoBaTh TpeOOBaHMs C MCIOJb30BAaHUEM METOJ/A MAPHBIX CpaBHEHHH. biaHk mapHbIX
cpaBHEeHMIi mpuBeneH B Ta0a. (Matpuna 10x10). Panr TpeboBanuii mpoctaButh 1o 10-6anmpHOM
mkane. He 3anonHseTcs 1uaroHanb U BepXHsis (100 HUKHSAS) IOJIOBUHA OJIaHKa.

I R A

= -BES I -

bnank napuwix cpasnenmii
Tpebosanus
l 2 3 = 5 B 7 8 9 10

Tpebosanns

10
Hroro Gannos
Pawur

2.2. Criucok TpeboBaHM MOTpeOUTENEH M PaHT 3aHECTH B OJIaHK JI0Ma KauyecTBa («IIPUXO0Kas,
puc).
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3. Pazpa®oTka MH)KEHEPHBIX XapaKTepUCTUK MpoAyKuuu 3.1. CocTaBUTh CIUCOK MH)KEHEPHBIX
XapaKTEepUCTHK OyIylIero M3Aeiaus Ha s3bIke pa3pabOTUYMKOB C MCIIOJIB30BAaHMEM XapaKTepH-
CTHK, IPUMEPHI KOTOPBIX YKa3aHbl HWKE. DTH XapaKTEPUCTUKH JOJDKHBI ObITh 00s3aTEIbHO KO-
JIMYECTBEHHO U3MEPSEMBI.

Huwcenepume Xapaxmepucmuxu

Edunuya uzvepenus

0D W -

IporisoauTensHOCTh 000PYAORAHNUN
Ipounocrs Marepuana
KanopuitwocTs npoaykra
IpyonoasemuocTs
Hasnenne

ladapurusie pasmepsl
Jlnamerp

Conepxanne nodasox
Tounocrs

EMK0CTH, BMECTHMOCTR
Temneparypa

Jlaasnocs

Yucrora

I'pomxocTs

Konmuecrso kananon
Bpeansie npusmeck

Cpennss napaborka Ha orxas
lapanuiineiit cpok crymonl
Macca

Pacxoa ronmsa
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3.2. 3a”HecTH Ha3BaHUI HMHXXCHCPHBIX XapPaKTCPUCTUK Ha «IIOTOJOK» AOMa Ka4yeCTBa.



3.3. OnpenenuTs HANPABJICHUS YIYUIICHUN 3HAUEHUM WHXKEHEPHBIX XapaKTEPUCTHK U COOTBET-
CTBYIOIIIME CUMBOJIBI (1~ YBEIHUUTH, | - YMEHBIIUTD WU * - OCTaBUTh 0e3 U3MEHEeHHi). 3aHecTn
CHUMBOJIBI B JIOM KauecTBa.

4. BolunciieHue 3aBUCUMOCTH MOTPEOUTENECKUX TPEOOBAHUN U MHIKEHEPHBIX XapaKTePUCTHK.
4.1. BeiOpaTh CHMBOJIBI M YUCJICHHBIC 3HaYCHUs (BEC) NIl M300paKCHHSI CBSI3EH MEXIy MHXKE-
HEPHBIMU XapaKTEPUCTUKAMU MPOYKTa U KeJTaHusIMU notpedurens. Hampumep

Coamn Bec
@ - cHIBHE 5
) - cpennne 3
A, =
- cnadee |

4.2. YCTaHOBUTH B3aUMOCBSA3H MEXIY HNOTPEOUTEIBCKUMH TPEOOBAaHUSMM U MHKEHEPHBIMH Xa-
paKTepUCTUKAMU (CHUIIbHBIC, CPEIHNE WU cllabble), 3aHECTH CUMBOJIBI B IOM Ka4ecTBa.

5. YcTaHOBUTH B3aUMOCBS3H MEX/y MHKEHEPHBIMU XapaKTEPUCTUKAMHU.

5.1. 3anoJIHUTh KOPPENALUOHHYIO MaTpuILly («KphIlIa» JO0Ma KauecTBa) CUMBOJIAMHM, yKa3blBato-
IIMMHU Ha TOJIOKUTENBHYIO (+) MM OTPULATENbHYIO (-) CBA3b MEX]y COOTBETCTBYIOIIMMHU HH-
KEHEPHBIMH XapaKTEPUCTUKAMHU.

6. AHaJIM3 KOHKYPEHTOB C TOUKH 3pEHHsI TOTPeOUTENs

6.1. BeiOpath AByX KOHKYPEHTOB (A u B), mpencTaBisioNuX MOTESHIIMAILHYIO OTacCHOCTh. KoH-
KYPEHT A C phIHOYHOH JI0JIei 4yTh OOJIbIIIe HAIIeH, KOHKYPEHT B — uyTh MeHbIIIE.

6.2. OIEHUTh KOHKYPEHTOB IO TOMY, HACKOJIBKO IOJIHO OHH CHOCOOHBI BBHIIOJIHUTH KAKI0E H3
HOTPEOUTENBCKUX TPEOOBaHUM, ONPEeICHHbIX Ha MepBOM Iuare. /[ oleHKH UCIoab30BaTh S5-
0aJUTbHYIO IIIKAJI, TaHHBIE B TA0JI.

OneHka KOHKYPEHTOR C TOUKH 3peHHs noTpebnTens

No rpefosanns IKCHEPTHAR OUeHKa, Ba
noTpefuTens Konkypent A Koukypenr B Komnanua - paspaborTung

1 3 4 2
2 3 2 5
3 1 3 4
4 5 4

5 3 3 5
6 1 ] 2
7 4 5 1
B 4 2 4
9 5 4 3
10 2 3 4

6.3. IToctpouts pousin kommanuii (A, B u pazpaboTunka) Ha «BepaHA0UYKE» JOMa KayeCcTBa.
7. Onpenenenne BaXXHOCTH MHKEHEPHBIX XapaKTEPUCTUK MTPOLYKTA.

7.1. BrluucnuTh aOCOMIOTHYIO Ba)KHOCTh Ka)JI0H XapaKTEPUCTUKH MPOJYKTa, YMHOKUB paHT
TpeGoBaHuUI MOTpedUTENs Ha BEC, COOTBETCTBYIOILIHMI CTETIEHU CBSI3H.

7.2. BBIYMCIUTh OTHOCUTEIBHYIO BaXKHOCTh KaXK/I0M XapaKTEPUCTUKH MPOAYKTA IO OTHOLIECHUIO
K ApYruM xapakrepuctukam (%).

7.3. BHectu 3HaueHus aOCOMIOTHOM M OTHOCUTEIBHON BaKHOCTU Ka)KJI0M MHXKEHEPHOH XapakTe-
PUCTHKH B «I10JIBaJ» JOMa KaueCTBa.

7.4. BeIsiBUTH HanboJsee BaXKHble MHKEHEPHBIE XapaKTEPUCTUKHU MPOJyKTa (C HauOOJIBIINM 3Ha-
YEHHEM BaXKHOCTH).

8. OmnpeneneHne HeaeBbIX 3HAYEHUN NHKEHEPHBIX XapaKTePUCTUK

8.1. 3anucarh eAMHUIIBI U3MEPEHNS HHKEHEPHBIX XapaKTEPUCTUK B «IIOJBAJ» 10Ma KadecTBa.
8.2. OnpenennuThs YUCIOBbIE 3HAYEHUS 110 KAKJIOM MHKEHEPHON XapaKTEPUCTUKE, PYKOBOICTBY-
ACh HAIIPABJICHUSIMHU YJTyYLIEHHS XapaKTEPUCTHK.

9. O1ieHKa KOHKYPEHTOB C TOYKH 3pEHUS TPOU3BOIUTES.

9.1. OueHuTh CrIOCOOHOCTh KOHKYPEHTOB A M B peanu3zanuy MH)XEHEPHBIX XapaKTEPUCTHK B
npoaykTte. [l OLEHKH MCI0Ib30BaTh S-0aJIbHYIO IIKAJ, JaHHbIE B Ta0J.



OueHKa KOHKYPEHTOB ¢ TOMKH 3peHMA pazpadoTanka

NE ]-!II'.@EL'II!."'!HE!H f}HL']]L'p'I'E[.iiIl OLEHEA, DauLn

XAPAKTEPHCTHEH Kongypent A Konkypent B Kommanus - paipaboTank
1 2 5 2
2 4 3 5
3 l 1 4
4 5 4 3
5 4 2 4
6 2 2 |
7 4 4 3
8 5 2 5
9 3 4 4
10 3 3 2

9.2. 3aHecTu pe3yapTaThl OLICHKH B «I10JIBAJ» JOMA KauecTBa.

10. Yuer TeXHMUYECKHX U IKOHOMUYECKUX OIPaHUYEHUH B JOCTM)KEHHUU 3a/laHHBIX 3HAYEHUI
MH)KEHEPHBIX XapaKTEePUCTHK.

10.1. OueHuTh TEXHUYECKYIO BO3ZMOXKHOCTh PEAIU3aLUU TEX WHKEHEPHBIX XapaKTEPUCTUK, KO-
TOpbI€ B HAUOOJIbILEH CTENEHN TPEOYIOTCS MOTPEOUTEIISAM.

10.2. ITpocTaBUTh OLIEHKU TPYAHOCTH peanu3anuu (1o 5-6ayibHOM IMIKaje) B 10M Ka4ecTBa.
10.3. OueHuTh S5KOHOMHUYECKYIO BO3MOKHOCTD PEATN3aLMH UHKEHEPHBIX XapaKTEPUCTHK.

10.4. ITpocTaBUTh OLIEHKH SKOHOMUYECKHUX 3aTpaT (110 5-0aIbHON IIKaJe) B I0M Ka4ecTBa.

11. Pemenue pykoBOACTBa (3TO CTpOKa HE 3aloJiHsAeTCs). Bbiciiee pyKoBOACTBO KOMITAHUU
JIOJIKHO B35ITh Ha ce0sl OTBETCTBEHHOCTH 3a NMPUHATHE KOHKPETHBIX PEIICHUN, KOTOphIE pa3pa-
60TunKM OyAyT paccMaTpUBaTh KaK 3aJjaHe HAa IPOEKTHUPOBAHUE.

TakuMm oOpa3om, B pe3yJbTaTe MOCTPOSHUS 10Ma KauecTBa HEOOX0JUMO MOJIYUYUTh UCXOAHbBIE
JTaHHBIE U1 TEXHUYECKOT0 3aJaHHs U pa3pab0OTKH HOBOM MPOTYKIIHH.

Kpurepun onenkn @OC
Onenka keiica
Keiic -3amanue sBisieTcss oJHUM U3 croco00B 3(h(HeKTUBHOrO MpUMEHEHHUs TEOPHH B peabHOM
JKU3HU 4Yepe3 pelleHrne yueOHO-KOHKPETHBIX cuTyauuid. Keic -MeTon mpeaycMaTpuBaeT MHUCh-
MEHHO NPEACTABICHHOE OMMCAHUE OINpPEEIEHHBIX YCIOBUM M3 JKU3HU XO3HCTBYIOLIETO CyOb-
€KTa, OPUEHTHUPYIOIIEE CTYACHTOB Ha (hopMyIHpoBaHHE MPOOJIEMbl U IOUCK BAPUAHTOB €€ pe-
LICHHUS.
Pe3ynbTar BeIIOSHEHUS KENC -331aHUSI OLICHUBAETCS C YUETOM C1e0VIOWUX KpUumepues:
— MOJIHOTA POPAOOTKU CUTYALIUH;
— TIOJTHOTA BBIMOJIHEHUS 3a/1aHUS;
—HOBHM3HA U HEOPIMHAPHOCTH NMPEACTABIEHHOI0 MaTepralla U peLICHH;
—MEePCIEeKTUBHOCTh U YHUBEPCAILHOCTD PEIIECHUN;
—yMEeHHEe apryMEeHTHPOBAaHO 0O0OOCHOBAThH BHIOPAHHBIN BapHAHT PELICHHUS.
Ecnu pe3ynbpTaT BBIIIOJIHEHUS KEUC -3aaHHSI COOTBETCTBYET 0003HAYEHHOMY
KPUTEPHIO CTYJCHTY NPUCBAUBAETCS OAMH 0asuI (3a KaKIblid Kputepuid o 1 6armny).
Kpumepuu oyenusanus evinonnenus Keuc -3a0aHus.
OreHka «OTJIMYHO» — ITpH Habope B 5 6aJIoB.
OreHKa «xX0poIoy — pu Habope B 4 Oasa.
OreHKa «yJ0BJIETBOPUTENIBHO» — IpU Habope B 3 Oaa.
OreHka «Hey/I0BIETBOPUTENIBHO» — IpU Habope B 2 Oaisia U MEeHee.

IIpakTnyeckoe 3axanue

5 6a/J10B BBICTABIISIETCSA CTYACHTY, €CJIM JAaH MOJHBINA, pa3BEPHYTHIM OTBET HA IOCTABICHHBIN
BOIIPOC, ITOKa3aHa COBOKYIMHOCTb OCO3HAHHBIX 3HAHMU IO TEME, JOKA3aTEJIbHO PACKPBITHI OC-
HOBHBIE II0JIOKEHUs BOIIPOCOB; B OTBETE IPOCICKUBACTCS YETKask CTPYKTypa, JIOTHYECKas I10-



CJIEI0BATEIbHOCTD, OTPAXkKAIOIIAsl CYLIHOCTh PACKPBIBAEMBIX ITOHATHM, TEOPHUIL, ABICHUIN. 3HAaHUE
[0 IPEAMETY AEMOHCTPUPYETCsl Ha (JOHE MOHMMAHUS €ro B CUCTEME JaHHOW HAYKU U MEXIHC-
UIUTHHAPHBIX CBsA3ed. OTBET M3JI0KEH JIUTEPATYPHBIM S3BIKOM. MOTYT OBITh JOMYIIEHBI HEJI0-
YEThI B ONPEACICHUH IIOHATUH, HCIIPABIICHHBIE CTYIEHTOM CaMOCTOSTEIBHO B IIPOLIECCE OTBETA,
4 0as1a - 1aH NOJHBIN, pa3BEPHYTHIN OTBET HA IIOCTABJIEHHBIN BOIIPOC, IOKAa3aHO YMEHUE BblJle-
JUTh CYILECTBEHHBIE M HECYLICCTBEHHBIC INPU3HAKH, IIPUYUHHO-CIEACTBEHHBIC CBs3U. OTBET
YETKO CTPYKTYPUPOBAH, JIOTUYEH, U3JIOKEH JINTEPATYPHBIM SI3bIKOM. MOTYT OBITh JIOMYIIECHBI 2-
3 HETOYHOCTH WJIM HE3HAYUTEJIbHbIE OIIMOKY, UCIIPABICHHbIE CTYACHTOM C IIOMOIIBIO MIPErnoja-
BaTeJIs.

3 0asJ1a 1aH HENOJIHBINM OTBET Ha IIOCTaBJIICHHBIN BOIIPOC, HE IOKA3aHO YMEHUE BBIJEIHUTD Cylle-
CTBEHHbBIE U HECYILIECTBEHHbIE PU3HAKHU, IPUYMHHO-CIIEICTBEHHBIE CBSI3U. OTBET CTPYKTYpUPO-
BaH HE YETKO, HeJIOrn4eH. JlomyIieHbl HETOYHOCTH WJINM 3HAUYUTENIbHbIE OLIMOKH.

2 faJu1a - OTBET MPENCTaBIsAET cO00i pa3po3HEHHBIC 3HAHUS C CYIIECTBEHHBIMU OLTHOKAMHU 10
Bompocy. [IpucyTcTBYIOT (hparMeHTapHOCTb, HEJIOTUYHOCTh U3JI0KeHHUsS. CTY/IEHT HE OCO3HAeT
CBSI3b OOCYXKIIa€MOT0 BOIpOCAa C APYTUMH OOBEKTaMU JUCHHUILTHHBI. OTCYTCTBYIOT BBIBOJIBI,
KOHKpETH3alus U J0Ka3aTeIbHOCTh U3J10KEHUs. Peub HerpaMoTHas, TEpPMUHOJIOTUS HE UCIIOJIb-
3yercs. JlonoaHUTENbHBIE U YTOUHSIOIINE BOIPOCH IIPENOAaBaTessl HE MPUBOAAT K KOPPEKIIUU
OTBETA CTYyJIEHTA

2. Cniucok BONIPOCOB M (MJIM) 3a1aHMIi 1JIS MPOBeAeHHs] IPOMEKYTOYHON aTTeCcTAllUH
(xomnerenuus [IK(HW)-1, nuaukarop MK(HU)-1.3, unaukarop INK(HN)-1.4)
3aueT Mo AMCUUILIMHE IPOBOJUTCS B YCTHOU popme.

Bonpocs! 1J1s1 NOATOTOBKH K 3a4eTy N0 JUCHMILINHE
OrnpesesieHre MApKETHHTOBOW CUCTEMBI.
[Menmu n npuHnunsr QFD
MexnynapoaHas npaktuka npumenerus: QFD
Jocrouncrsa u HegocTaTku Metoga QFD
®as3sl (mportecchl) QFD
MapkeTHHroBble UCCIIEJOBaHUS KaK UCTOUHUK MHPOPMALIUU
Hcnonp3oBanne OeHUMapKUHTa AJis OJy4yeHus: THOopMauu
KBanmumerpuueckne aciektel QFD
Oransl NpoBeIeHUs TPOLEAYPHI IPUMEHEHUS «I'0JI0ca MOTPEOUTENA» U TPOBEACHUS
COOTBETCTBYIOILIETO aHAJIN3a
KiroueBsbie anemenTsl MeTogosiorun QFD
[Tpoenenue QFD I yposus (¢pa3za Nel)
[Tposenenune QFD II yposas (aza Ne2)
[Tposenenue QFD III ypoBhs (Pa3za Ne3)
[Tpoenenne QFD IV yposHs (dha3za No4)
Monens H.Kano
[1nan cbanaHCUPOBAHHOTO 3KCIEPUMEHTA MAPHBIX CPAaBHEHUH O MPUOPUTU3ALMH TpeOOBaHUI
notpeouTenei.
Oranel nocTpoeHus «J{oma kauecTBa»

IIpaBuia BbICTAB/ICHHS 3a4eTa:
HEIOJIHBIM OTBET Ha JIBa BOIIPOCA - HE3a4TEHO,
MOJIHBIE OTBETHI Ha JIBa BOMPOCA C MPHUBEACHUEM MPAKTUYECKOTro MaTepuaina (hopMyIibl, mocie-
AOBATCJIBLHOCTDL U IIpaBUJia paC‘-ICTOB) — 3a4TCHO.



IIpunioxenne Ne2 k paboueii nporpaMme AUCHHILINHBI
«OneHkKa Ka4ecTBa B MAPKETHHIOBBIX CHCTEMaX»

MeToauuecKkue YKazaHus 1Jisl CTYACHTOB I10 OCBOCHUIO JUCHHUIIJIMHBI

YcnemHoe oBiaJieHUe AUCHMILIUHON, MPEeIyCMOTPEHHOEe paboyeil mporpamMmon, mpen-
10JIaraeT BBIIOJIHEHHUE psla PEKOMEH AU,

1. Crneqyer BHUMAaTENbHO M3YYUTh MaTE€pHAlIbl, XapaKTEPU3YIOLIUE KypC U OIMpeesiio-
M€ IETIEBYI0 YCTAaHOBKY. DTO MOMOXET YETKO MPEICTaBUTh KPYTI M3Y4aeMbIX MPOOJIEM U TIy-
OMHY MX MTOCTHXKEHUSI.

2. HeoOxonnMo 3HaTh MOAOOPKY JUTEPATYphl, JOCTATOYHYIO U HEOOXOAUMYIO IS U3Y-
yeHus npejuiaraemoro kypca. [Ipu 3ToM cienyer uMeTh B BUY, YTO HY>KHA JIUTEpaTypa pazind-
HBIX BUJIOB:

a) yueOHUKHU, yueOHbIE U YIeOHO-METOAUYECKUE TTOCOOUS.

0) MoHOTpaduu, COOPHUKN HAYYHBIX CTATCH, MyOJUKANNA B SKOHOMHYECKUX KypHAJIaX,
MPEJICTABIISIIONINE IMIUPUISCKUI MaTepHal, a Takke MHOTOOOpa3HbIe acleKThl aHAIM3a COBpe-
MEHHOTO pa3BUTHS OpraHU3aLui;

B) CIIpaBOYHAs JIUTEPATypa — SHIMKIONEANH, SKOHOMUYECKHE CIIOBAPH, PACKPBHIBAIOIIIHE
KAaTerOpHaAJIbHO NTOHATUIHBIN armapar.

') aHAIUTUYECKUE MAaTEepPUAIIbI, IIPEICTABICHHBIC BEAYIIUMU YKCIIEPTHBIMU OpPraHu3alln-
amu: PA «9Qkcniepr», BUUOM, JleBana-1ieHTp u T.1I.

n) cymecTBytomue cranaaptel cepur LCO 9000

3. Wsyuas nureparypy, CielyeT YICHUTh OCHOBHOE COJEpKaHUE TOW UM MHOU mpo0Iie-
MBI, IPUYMHBI €€ BOSHUKHOBEHHUS U MOCIIEACTBUSA IS U3y4aeMoro oObeKTa.

4. Ilpu npoBeAeHUH NPAKTUYECKUX 3aHATUMN, UCIIOJIb3YIOTCS aKTUBHBIE METO/bI 00yye-
HUS — pelIeHne KelcoB. DTOT BUJ paboThl CIIOCOOCTBYET BBIPAOOTKE MPAKTUYECKOTO HaBBIKA B
IPUHITUN YIIPABICHUECKUX PELICHUH B 00JIaCTH MapKETUHTA.

B npornecce 06yuenus tpedyemblil yueOHBIH MaTepuall CTYACHTHI OIY4YaroT Ha JIEKLUAX
[0 YCTAaHOBJIEHHOMY PErJIaMeHTY, a TaKXkKe IPU CaMOCTOSATEIbHOM U3YUYEHUU MpeJuiaraeMoi UM
JUTEPATypsl IO JAHHON TUCUUIUIMHE, a TAKXKE HAa CEMUHAPCKHUX 3aHATUAX C IPUMEHEHUEM BH-
JIe0-MaTepraioB, KOMIbIOTEPHBIX TEXHOJIOTHI, BBIIOJIHEHUN TECTOBBIX padoT. B xone pemenus
Kelica CTyJIeHT JOJDKEH IPOJEMOHCTPUPOBATH CBOOOJHYIO OPHEHTAIMIO B OOJACTH H3YyYeHUs
OubMorpaguIecKux HCTOYHUKOB, CTAaTUCTUYECKHX U (DAKTONIOTMYECKUX JIaHHBIX IO TEMe,
OCBOCHME CMBICIIOBOTO €€ COJepKaHUs M CHOCOOHOCTH KaueCTBEHHO U IPaMOTHO O(OpMIIATH
COOCTBEHHBIE BBIBOJBI U IPEAJIOKEHUS, a TAKKE KOMIIETEHTHO BECTU HAYYHYIO JIHUCKYCCHIO.
Kaxxaplii CTYJEHT JOJKEH BBIIIOJIHUTD IPAKTUYECKOE 3aJaHUE 10 TIOCTPOCHMIO I0Ma KaueCTBa.

YuyeOHO-MeTOANYECKOE O0ecTIeYeHne
CaMOCTOSITe/ILHOH Pa0doThI CTY/IEHTOB M0 JUCHHUILINHE

1. PenakuuonHo-uHpopmarmonHoe areHTCTBO "CrtaHmapThl U kKauecTBO". CpeacTBO MacCOBOM
uH(pOpMaIlH, TOCBAIIEHHOE TTpodieMaM B 00JacTH CTaHAAPTU3AIMU M KauecTBa B Pa3HBIX OT-
pacisax npombinnieHHocTd. http://www.stq.ru/

2. Pasnmen "Vupasnenue kadectBoM u ISO 9000" Ha pecypce "KopropaTuBHBINH MEHEKMEHT",
I7Ie pa3MeIleHbl yUeOHUKH, KypChl JIEKIINM, aHATUTUYECKUE CTaThH, CCHUTKM Ha IPYTHUe UCTOY-
Huku nHGopmarmu B Matepuert. http://www.cfin.ru/management/iso9000/index.shtml

3. OTKpBITHII MPOEKT MO TeMaM: YIpaBlIeHHE KaueCTBOM, YIPaBIEHYECKUI KOHCAITUHT, ICUXO0-
JOTUS  TOProBiIM, HHTEpHET-MapKeTUHr. CraTbu, 0030pbl, KOHCYJIbTALUH, (QOPYM.
http://www.klubok.net


http://www.stq.ru/
http://www.cfin.ru/management/iso9000/index.shtml
http://www.klubok.net/

4. BcepoccuiCKuil Hay4HO-MCCIE0BATENbCKUNA MHCTUTYT KiacCU(UKAlUU, TEPMUHOJIOTHH M
MH(pOPMALIMKU 10 CTAaHAAPTU3ALMU U KayecTBY sABJsAeTcs ['1aBHBIM MH()OPMALIMOHHBIM LIEHTPOM
[ocynapcTBEHHOIO KOMUTETA IO CTaHAApTU3alK U MeTposoruu. http://www.vniiki.ru/

5. "QUALITY - Menemxment kadecta u ISO 9000", JIokyMEHTBI U MaTepuajbl IO MEHEIK-
MEHTy  KaudectBa, craHgapram ISO  cepum 9000, exenHeBHoe  OOHOBIJICHHE.
http://quality.eup.ru/

6. CepBuc s Ou3Hec-aHAMUTHKU. CepBUC MO3BOJISET MOAKIIOYATHCA K Pa3IMYHBIM MCTOYHHU-
KaM JIaHHBIX, CTPOUTh BU3YyalM3alllu, cOOUpaTh AamOOpAbl U ACTUThCA MOJYyYEHHBIMU PE3Yilb-
tatamu. C momompio Yandex Datallens BbI MoOXeTe OTCIICKHBATh MPOJYKTOBBIE W OH3HEC-
METPUKU HANpsSMYI0 M3 UCTOYHUKOB, YTOOBI NMPUHUMATh PELICHUs, OCHOBAHHBIE HA JAHHBIX.
Yandex Datalens ne Tapuduuupyercs. https://cloud.yandex.ru/services/datalens


http://www.vniiki.ru/
http://quality.eup.ru/
https://cloud.yandex.ru/services/datalens

