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1. Henu ocBOeHMS AUCHUNIHHBI.

L{enpro OCBOEHUS TUCLMILIUHBI SBIISETCS O3HAKOMIICHUE CTYACHTOB C TECOPETUUYECKUMH U MPaKTHYe-
CKUMH METO/IaMH OLIEHKU KayecTBa MapPKETHHTOBBIX CHCTEM; C(HOPMHPOBATH MAPKETUHTOBBII MOJXO0/T
K Ipo0JsieMe u3yueHus BHEIIHEH U BHYTPEHHEH Cpe/ibl MPeanpUITHS.

2. MecTo IMCUMILIMHBI B CTPYKTYPe 00pa30BaTe/IbHOIi MPOrpaMMBbl.

JucuumninHa OTHOCUTCS K 4acT, GOpMUPYEMON y4yaCTHHKAMU 0Opa3oBaTEIbHBIX OTHOIICHUMN
broka 1 (Jucuunnuna no BbIOOpY). [laHHas nUCHMIUIMHA OCHOBAaHA HA 3HAHUAX, MOJYYEHHBIX
[P U3YYSHUH TUCHUIUIMHBI «KOoMIIIeKke MapKeTHHTay.

3. Ill1anupyemble pe3ybTAThl 00y4eHHUsI N0 AUCHHILINHE, COOTHECEHHbIE ¢ IIJIAHUPYeMbIMH
pe3yJbTaTaMHu OCBOCHHMS 00pPa30BaTeIbHOI NPOrpaMMBbl

[Tponecc u3yyeHus AMCUUILUIMHBI HAapaBieH Ha (JOPMUPOBAHUE CIEAYIOIIMX KOMIIETEHLIUH B CO-
oreercTBrm ¢ @I'OC BO, OOII BO u npuoOpereHus cieayonmx 3HaHUH, yMEHUH, HABBIKOB U
(v1n) ombITa NEATETBHOCTH:

DopmupyeMas KOM- HNupukarop nocru- Ilepeyenn
neTeHuus JKeHHM Sl KOMIIeTeHIMH IVIAHMPYEMBbIX pe3yJIbTaTOB 00yUeHH s
(kox 1 popmy.iu- (kox u popmy.in-
pOBKa) poOBKa)

IMpodeccuonanbHbIe KOMIIETEHIIUH

3HaTh:

MeTto1bl ¥ cIOCOOBI TOJYUYEHHS IEPBUYHON U
BTOPHYHON MH(POPMALIUU

MeTo/1b1 OLIEHKH KadecTBa HH(opManuu
Ymern:

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

PaccuuThiBaTh peaibHYIO U MOTEHIUATbHYIO

K (HA) — 1.3. Uc-
II0JIB3YET I0CTOBEP-
HYI0 HUH(QOpMaIIIO

JUIs OLIEHKU 00beMa
K (HH) — 1 Cnoco- PBIHKA, ONPENENIeT
OCH IPOBOJUTH UCCIie- | 00BEM PBIHKA HA OC-

JIOBAHMUS C LENbIO Bbl- | HOBAaHUU JAHHBIX, I10-

. €MKOCTb PBIHKA
60pa IpOTYKTOBOM IYMEHHBIX 3 pasiid- | p o .
HUIIN U pa3pabOTKu HBIX HCTOYHUKOB. ACTE:

HaBbikom npencraBieHus pe3yabTaToB o0pa-
OOTKM M CTPYKTYpPHPOBaHHUS TpeOOBaHUI Mo-
TpeOuTeNsI MEHEPKMEHTY OpraHu3aluu

IIPOJYKTOBOM CcTpaTe-
T'MH Ha OCHOBE JI0CTO-

BepHOI1 nH(popMaIH

3HaTh:
K (HH) — 1.4. Ocy-

OCHOBHBIG METOAbBI aHAJIN3a pBIHKa
LIECTBJISIET aHAJIU3 CU-

YMmerh:

Tyalluu Ha PbIHKE,
OIIpeleNseT KIItoue-
BBIX UTPOKOB, UX I10-
3ULUIO U JUHAMUKY.

OneHnBaTh KOHKYPEHTHYIO Cpey
Onpenenarb KIOYEBbIX UTPOKOB PbIHKA
Baanern:

HaBbikoM mpejncTaBiieHHs] pe3ylbTaTOB aHa-
JIN3a B BUJE OTUYETOB

4. O0beM, CTPYKTYpA U co/iepKaHue THCHUTLTHHbI
OO01mast Tpy1I0eMKOCTh AUCIUILTUHBI COCTABISIECT 3 3a4eTHbIe eAnHUIIbI, 108 akageMuueckux Ja-
COB.



Ounas gopma

BKJIIOYASI CAMOCTOSITEIbHYI0 padoTy

Buabl yueOHbIX 3aHSTHIA,

DopMBbI TEKYLIEr0

CTYIEHTOB, KOHTPOJIAl ycleBae-
U HX TPYA0€MKOCTh MOCTH
o (B akageMHYeCKHUX 4acax)
No TembI (pasuesibl) 5 KontakTHas pabora | _ ®opma Tpomesky-
n/n Imcummn:bl, = o| o =|. 8 % TOYHOH aTTecTALUH
UX CoepiKaHue Q s § é % % E é g (1o cemecTpam)
< g 3O
§ é % % g § § g ®opmbl 0 n 10T
S| e £ |E o 3 (mpu HATUYHH)
= & 2|28
1 |Metozap! mosy4eHHs: UCXO-
HO nH(popMaruu. Bapuant
MPOBEIEHHS TOTPEOUTENb- 2 2 2 17 Kelic
CKOro OGHYMapKHHTA B PaM-
kax QFD-npouecca.
2 |Drarmsl mpoBeICHHMS MTPOLIe-
Iypbl IPUMEHEHHS «T0JI0ca
MOTPEOUTENS U MIPOBETIe- 2 1 1 17
HUSI COOTBETCTBYIOLIETO
aHanmm3a
3 |O0600IIeH e U CTPYKTYPUPO-
BaHHWE TpeOOBaHU MOTpeOH- 5 1 5 17 ceifc
tenei. [Ipuopurnsanus tpe-
OoBaHMii NoTpeduTeNel
4 |IInan cOaraHCUPOBAHHOTO
9KCIEPUMEHTA MapHBIX
CpaBHEHMH 110 MPUOPUTH3A- | 2 1 17
UH TpeOOBaHMI TOTpeduTe-
nen.
5 |9tamsl moctpoeHus «loma 5 1 5 1 19 IIpaktuueckoe 3ana-
Ka4yecTBay HHE
0,3 6,7 3ayer
HUTOoro 6 | 6 2 103 93,7 108 yacos
3aouHnas ¢popma
Buabl yueOHBIX 3aHATHIA,
BKJIIOYAs CAMOCTOSITE/ILHYIO0 PaboTy | o OPMBI TEKYIIero
CTYACHTOB, KOHTPOJIA ycIieBae-
U UX TPYA0€MKOCTh MOCTH
o (B akageMHYeCKHUX 4acax)
N Tempbl (pasaennbl) 5 KonrakTHas paéora = ®opma npoMewKy-
n/n p?;g:"e“'];d;:;’e = o| o] =|. 5 % TOYHOI aTTecTALUH
Aep Q s § é § % E g g (o cemecTpam)
o 4 3 Q
g é g % g §§ g ®opmbi 30 u IOT
g Z|E o = (Mpu HAJTMYUH)
sl 2| 2= 48
1 |Metozp! nosryuyeHUs: UCXO[-
Ho#t nHpopMaiuu. Bapuanr | 2 2 2 17 Ke¥ic
NPOBEICHHSI TOTPEOUTENb-




Buabl yueOHbBIX 3aHSITHIA,
BKJII0YAs CAMOCTOSITEIbHYIO PadoTy | OPMBI TEKYIIIero
CTYACHTOB, KOHTPOJIsl ycneBae-
U UX TPY10eMKOCTh MOCTH
o (B akageMHYeCKHX Yacax)
N Tempbl (pasaeni) § KontakTHas padora | _ ®opma npoMesky-
AUCUMILIHUHBI, S < .
n/n HX colepKanme 5 ° ) = | . g E TOYHOH aTTeCcTAMHU
o S| 2| §|8585 = (o cemecTpam)
S| 8| 5| E|E2¢c8
a3 38
S| 2| 5| E|EBEL ®opmbi 0 u JIOT
= é S | £ E E S (MpH HAJTMYHH)
5] g g |= E S
CKOro OEHYMAapKHHTa B PaM-
kax QFD-mponiecca.
2 |Drarmsl MpoBeIeHMS MIPOLie-
Iypbl IPUMEHEHHS «r0JI0ca
MOTPEOUTENSD) U MPOBETIE- 2 1 1 17
HUSI COOTBETCTBYIOLIETO
aHanm3a
3 |O06001IeH e U CTPYKTYPUPO-
BaHKE TpeOboBaHMl MOTpeOu- N
Temnen. I'P}pnopnmsaumpre— 2 1 2 17 Kene
OoBaHUH oTpeduTENeH
4 |TInaH cOaylaHCUPOBAHHOTO
9KCIIEPUMEHTA MaPHBIX
CpaBHEHHUH 10 IPUOPUTH3A- | 2 1 17
UH TpeOOBaHMI IOTpeduTe-
Jen.
5 |9ramsl moctpoeHus «loma 5 1 5 1 19 IIpakTuueckoe 3ana-
KadyecTBay HUE
0,3 3,7 3ayer
HUTOI'O 6 | 6 2 103 93,7 108 yacosn

Coaepixanue pa3aesioB JHCHUAIIIHHBI:
1. MeToasbl noJjiyueHusi ucxoaHoi nngopmanuu. Bapuanr nposeenns norpeduTeIbCKOro
OenumapkuHra B pamkax QFD-npounecca.
MapkeTHHroBble UCCIIEJOBaHUS KaK UCTOUHUK MHPOPMALIUU
Hcnonp3oBanne OeHUMapKUHTa AJis OJTydeHus: HHOopMauu
KBanmumerpuueckue aciektsl QFD
2.9T1anbl NpoBeJeHNUs NMPoleIypPbl NPUMEHEHHS «r0JI0Ca MOTPedUuTe/Is)» U NPOBeIeHNs
COOTBETCTBYIOIEr0 AHAIN3A
Kunrouesbie anementsl Metononorun QFD
[Tpoenenue QFD I yposus (¢aza Nel)
[Tpoenenne QFD II ypoBas (daza Ne2)
[Tposenenue QFD III ypoBHs (dpa3za Ne3)
[Tpoenenne QFD IV ypoBHus (haza Ned)
3.000011eHMe U CTPYKTYpPUpPOBaHue TpedoBaHuii moTpeduTesieii. [Ipuopuruzanus TpedoBanmii
norpeduresiei
Mopnens H.Kano
[Tonpa3zymeBaembie TpeOoBaHMs MOTpeOuTENs (TpeGoBaHwMs M0 6€30MaCHOCTH, CAHUTAPHO-
TUTHEHUYECKUE, BHITOJIHEHUE OCHOBHOU (DYHKIIMU U T.11.);
Brickazannsle, chopMyIHpOBaHHbBIE TPEOOBAHUS U OKUAAHUS MOTpedUTeNs (0OOBIYHO YKa3aHbI B
KOHTPAKTE/IOrOBOpE), BHIMOTHEHUE QYHKIIUNA U T.11.;



Heoco3nannblie TpeGOBaHUS M 0KUJaHUS TOTPeOUTENs (HEBbICKa3aHHbIE TPEOOBAHUS U
OKHUJaHUs, pealn3alysi KOTOPBIX IPUBOIUT K IOJIOKUTEIBHON OLIEHKE, BOCTOPrY H
QKHOTaXXHOMY CIIPOCY Ha MPOIYKIIHIO)

4.111aH c0aTaHCUPOBAHHOI0 IKCIIEPUMMEHTA MAPHBIX CPABHEHUI 110 NPUOPUTH3 AU
TpeOoBaHuil mMoTpedUTEIEI.

[ImanupoBaHue NPOAYKTA.

ITpoexTrpoBanue MpoayKTa.

IIpoexTupoBanue npouecca.

ITpoexTrpoBanue MPOU3BOICTBA.

5.9Tansbl nocTpoeHus «JloMa KauyecTBa

Otan | — BBISICHEHHE U YTOYHEHHE TpeOoBaHUI moTpeduTeneit; Jtam 2 — paHKUpPOBAHUE T10-
TPEOUTEIIBCKUX TpeOOBaHMi; DTan 3 — pa3padoTKa MHKEHEPHBIX XapaKTEPUCTHK; JTarl 4 — BbI-
YHCJICHNE 3aBUCUMOCTEN MOTPEOUTENBCKUX TPEOOBAaHUI M MHXEHEPHBIX XapaKTEPUCTUK; DTall 5
— IIOCTPOECHUE «KPBILIM»; JTan 6 — ONpee/IEHNE BECOBbIX 3HAUEHUI NHKEHEPHBIX XapaKTepu-
CTHK C yYETOM PEUTHHTra MOTPEOUTENLCKUX TpeOOBaHU; DTall 7 — ydeT TeXHUYECKUX OrpaHH-
YEeHU; OTal § — y4eT BIUSHUSA KOHKYPEHTOB.

5. 06p330BaTeJIbeIe TE€XHOJOITHH, B TOM YUCJI€ TEXHOJOIHHA 3JICKTPOHHOI'O 06yt1em/m Hu 1a-
CTAaHIIMOHHBIC 06p330BaTeJH)HI)Ie TEXHOJOTUH, HCII0JIB3YEMbIC ITPHU OCYINECTBJICHU U oﬁpaso-
BaTeJIbHOI0 Ipouecca 1mo IMCumIJInHe

B npouiecce 00yueHust HCMOMB3YIOTCS CleAyonne 00pa3oBaTeNbHbIe TEXHOIOTHH:

AKageMuyecKkas JEeKIHs — [1I0CIEA0BATEIBHOE U3JI0KEHUE MaTepraa IpernogaBaresieM,
PacCMOTpPEHHE TEOPETUUYECKUX U METOJO0JIOTMUYECKUX BONPOCOB JUCLHUILIMHBI B JIOTUYECKH BbI-
JepKaHHOM (opme. B mporiecce eKuu npenoaaBaresb CTUMYJIUPYET CTYACHTOB K y4acTHIO B
00CYX/IEHUH BOIIPOCOB U BHICKA3bIBAHNIO COOCTBEHHOM TOUKH 3peHUs 00CyXk1aeMoi mpobiaema-
Ttuku. [{enn u TpeGoBaHMS K aKaJeMUYECKON JIEKIIMH: COBPEMEHHBIN HAyUYHBIN YpPOBEHb, HH(HOP-
MAaTUBHOCTb, CUCTEMHOE OCBECILICHUE KIIFOUEBBIX MOHATUN U IOJIOKEHUH 10 COOTBETCTBYIOLIEH
TeMe, 0030p U OIEHKA CYIECTBYIOIIEN MPOOIEeMaTHKH, Jada METOAMYECKUX PEKOMEHAINN CTy-
JIEHTaM JUIsl JAJIbHENIIEr0 U3y4eHUs Kypca.

IIpakTHyeckoe (ceMUHAPCKOeE) 3aHATHE — 3aHATHE, MTOCBIIIEHHOE MPAKTUYECKON OTpa-
00TKE y CTYJI€HTOB KOHKPETHBIX YMEHHI U HaBBIKOB NP U3yYEHUH JAUCHUIUINHBI, 3aKPEIUICHUIO
MOJIYUYEHHBIX Ha JIEKIUU 3HAHUN U OLIEHKE PEe3yJbTaTOB OOYYEHMs B MPOLECCE TEKYILIEro KOH-
TPOJIA.

Ha nepBoM npakTH4YeCKOM 3aHATHUH B BBOJIHOM YaCTH IAETCS NEPBOE LEIOCTHOE MPECTaB-
neHue o qucuurnHe. CTyAeHThl 3HaKOMSITCS C Ha3HAYEHUEM U 33Jja4aMU JUCIUIUINHBI, €€ POJIbIO
¥ MECTOM B 00pa3oBaTesbHON mporpamme. [Ipu 3ToM 03By4HMBarOTCSl METOAMYECKHUE U OpraHu3a-
IIMOHHBIE 0COOCHHOCTH PaOOTHI B paMKax TaHHOW NUCIUTUIMHBI, & TAK)KE TAETCS aHAINU3 PEKOMEH-
JTyeMOU y4eOHO-METOAUYEeCKON auTeparypsl. [IpogomKuTeIbHOCTh BBOAHOM YaCcTH COCTABIISET
He Oonee 10-15 MunyT.

[Ipu mpoBeneHNM NPAKTUYECKUX 3aHATHN HCIIOIB3YIOTCS TAKNE HHHOBALIHOHHBIE METOIbI
o0yuyeHHs, Kak Juaior-cooecesoBaHue, KOJUIEKTUBHOE OOCYKICHHE TEeMaTHUYEeCKHUX BOIIPOCOB,
pa300p MPaKTUYECKUX CUTYyallui, HOPMATUBHBIX JOKYMEHTOB, TEOPETUUECKUX U METOAMYECKUX
ACTIEKTOB IO TeMaM TUCHUIUIUHBL. OOCYXICHHE U OIIEHKA MPAaBUIHLHOCTHU BBHITIOTHEHHBIX Pa3Iny-
HOTO THUIA 3a/laHuM, YKa3aHHBIX B ()OHJ/IE OLIEHOYHBIX CPEACTB paboueill mporpaMMmsbl, IPOU3BO-
JUTCS KOJUIEKTUBHO CTYIEHTaMH I10J] PYKOBOICTBOM IIPEIOaBaATEIIs.

KoncynbTauum — BujA y4eOHBIX 3aHATUH, SABISOLIMECS OAHOM M3 (OPM KOHTPOJIS
CaMOCTOSITENIbHOW pabOThl CTY/IEHTOB B TeUeHHE ceMecTpa. Ha KOHCynbTalMaX 10 WHUIMATUBE
CTYJIEHTOB PAacCMaTPHUBAIOTCS U OOCYXAAIOTCS pa3iMyYHble BOMPOCHl TEMAaTUKHU AMCLUUILINHBI,
KOTOpPbIE BO3HUKAIOT Y HUX B IMPOLIECCE CAMOCTOATEIbHOI paboTHI.



6. [lepeyeHb JTHIEH3MOHHOTO M (MJIM) CBOOOIHO PACIPOCTPAHIEMOI0 MPOrPaMMHOI0 odec-
nevYeHusl, MUCMOJIb3yeMOr0 MPH OCYUIECTBJIEHHU 00pPa30BaTeJbLHOr0 Mpolecca Mo JAUCIHu-
ILUINHE

B mporuecce ocymiectBiaeHus oOpa3oBaTeNnbHOTO Mpolecca MO JUCHUIUIMHE HCIOIb3Y-
I0TCS:
1) s popMHUpPOBaHUS MAaTEPHAIIOB ISl TEKYIIETO KOHTPOJIS YCIIEBAEMOCTH U MPOBEIACHHUS TIPO-
MEXXYTOUHOM aTTecTaiuu, 1yt GopMUpPOBaHUS METOANYECKUX MAaTEPUAIIOB MO TUCIUILINHE:

- nporpammel Microsoft Office;

- Adobe Acrobat Reader DC.

7. IlepedyeHb coBpeMeHHBIX NMPo¢ecCHOHAIBbHBIX 0a3 JaHHBIX M MH()POPMALMOHHBIX CIpa-
BOYHBIX CHCTEM, HCII0JIb3yeMbIX NIPH OCYLeCTBJICHUH 00pa30BaTeJIbHOIO NpoLecca mo Juc-
HUIJinHe (Mpu He00X0AUMOCTH)

B mporuecce ocymiectBiaeHns o0pa3zoBaTeNbHOTO Tpolecca MO JUCHUIUIMHE WCTOIb3Y-
I0TCSL:

ABToMaTtu3upoBaHHas OuOnmmoreyHo-uHpopManmonnass cucrema «BYKHU-NEXT»
http://www.lib.uniyar.ac.ru/opac/bk_cat_find.php

8. [lepeyeHb OCHOBHOI M /I0MOJHUTEJIbHOI y4eOHOH JINTepaTypbl, pecypcoB nHdopMauu-
OHHO-TeJIEKOMMYHUKAIMOHHOH ceTu «HTepHeT» (IPH HEOOXOAMMOCTH), PEKOMEHyeMbIX
AJI51 OCBOEHUS TUCIHUILINHBI

a) OCHOBHas JINTepaTypa

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

2.Bacun, C. I'. Ynpasnenue kauectBoM. BceoOmumii moaxos : yueOHUK /i OakanaBpuara
u maructpatypsl / C. I'. Bacun. — Mocksa : U3narensctBo FOpaiit, 2019. — 404 c. — (baka-
naBp u Maructp. Akagemudeckuit kype). — ISBN 978-5-9916-3739-8. — Tekcr : 37€KTpOHHBIN
// ObpazoBarenbHas miatdopma FOpaiit [caiit]. — URL: https://urait.ru/bcode/425062 (nata 06-
pamenusi: 10.02.2022).

0) 10MOJIHUTEIbHASA JIUTEepaTypa

1. OBcsaHHUKOB, A. A. CoBpeMeHHBbII MapkeTHHT. B 2 4. YacTsb 1 : yueOHUK U NpaKTUKYM
1uist By30B / A. A. OBcssHHUKOB. — Mocksa : M3narensctBo HOpaiit, 2022. — 374 ¢. — (Bricuiee
obpazoBanue). — ISBN 978-5-534-05049-3. — Tekcr : anexTponHsbIi // OOpa3oBaTenpHas 1mat-
dopma FOpaiit [caiiT]. — URL: https://urait.ru/bcode/492893 (nara ob6pamenus: 24.01.2022).

2. OBcaHHUKOB, A. A. CoBpeMeHHbII MapkeTHHT. B 2 4. YacTp 2 : y4eOHUK U IPAKTUKYM
Ui By30B / A. A. OBcssHHUKOB. — MockBa : UznarensctBo FOpaiit, 2022. — 219 c. — (Briciiee
obpazoBanue). — ISBN 978-5-534-05052-3. — Tekcr : anexTponHsbIi // OOpa3oBaTebHas 1at-
dopma FOpaiir [caiiT]. — URL: https://urait.ru/bcode/493323 (nara ob6pamenus: 24.01.2022).

B) pecypcbl cetn «AHTEepHET»:

1. DnexTpoHHBIHA Karajaor HayuHnoit 6ubnuoTexku Apl'y
(https://www.lib.uniyar.ac.ru/opac/bk_cat_find.php).

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

3. DOmnektponHas Oubmmoreunas cuctema (ObC) wm3marensctBa  «lIpocmekTy
(http://ebs.prospekt.org/).

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


http://www.lib.uniyar.ac.ru/opac/bk_cat_find.php
https://www.lib.uniyar.ac.ru/opac/bk_cat_find.php
http://ebs.prospekt.org/
http://elibrary.ru/

5. http://www.stq.ru/ PenakumonHo-uHpopManmonHoe areHTcTBo "CTaHnapThl U Kave-
ctBO". CpencTBO MaccoBOii HH(POPMAIINH, TOCBSIIIEHHOE MPo0IieMaM B 00J1aCTH CTaHAapTH3AIUN
Y Ka4eCTBa B Pa3HBIX OTPACIISAX MPOMBIIUICHHOCTH.

6. http://www.cfin.ru/management/iso9000/index.shtml Pasmen "Ymnpapienue kaue-
ctBoM 1 ISO 9000" na pecypce "KoprnopaTuBHbIii MEHEIKMEHT", Iie pa3MeIleHbl YUYCOHUKH,
KYPCBI JIEKIIUH, aHATUTHYECKHIE CTaThH, CCHUIKH Ha JIPYTHe KCTOUHUKU uH(popmaruu B THTepHeT.

7. http://www .klubok.net OTKpBITBII TPOEKT MO TEMaM: YIIPABICHUE KAYECTBOM, yIIPaB-
JICHYECKHI KOHCAJITUHT, TICUXOJIOTHS TOPTOBJIH, WHTEpHET-MapKeTUHT. CtaThu, 0030pbI, KOH-
cynbTaryu, Gopym.

8. http://www.vniiki.ru/ Bcepoccuiickuii Hay4HO-HCCIIEI0BATEIbCKHI HHCTUTYT KJIac-
cu(UKaIUU, TEPMUHOJIOTHH W HHPOPMAIINH 110 CTAaHAAPTU3AIUU U Ka4eCTBY SBIIICTCS | TaBHBIM
UH(POPMAIIMOHHBIM IIEHTPOM ['0CY1apCTBEHHOT0 KOMUTETA 110 CTaHAAPTH3AIMN U METPOJIOTHH.

9. http://quality.eup.ru/- "QUALITY - Menemxment kauecta u ISO 9000", IokyMEeHTBI
¥ MaTepHalibl 0 MEHEXKMEHTY KadecTBa, cTanaaptam [SO cepun 9000, exxeqHeBHOE OOHOBIIE-
HUE.

10. http://marketing.rbc.ru/ - ua caiite npeacTaBieHbl aHATUTHKA U 0030PBI PHIHKOB, IIPO-
BEJICHHBIC KOMITAHUEH POCOM3HECKOHCAITHHT

11. http://raexpert.ru/ - RAEX («Dxkcnept PA») — kpynHeiiiiee B Poccun MexIyHapOIHOES
peliTuHroBoe areHTcTBO ¢ 20-netHei ucropueit. RAEX («3Okcnept PA») siBasieTcst nuuepom B 00-
JaCTU PEHTHHIOBAHUS, a TAK)KE UCCIIEIOBATEIbCKO-KOMMYHHUKAIIHOHHOMN JICATEIIbHOCTH.

12. https://cloud.yandex.ru/services/datalens - sto cepBuc aisi OusHec-ananuTuku. Cep-
BUC IO3BOJISICT MOJKIIOYATHCS K PA3JIMYHBIM UCTOYHUKAM JIaHHBIX, CTPOUThH BH3YyaJIU3alluH, CO-
OupaTh JamOopAbl U ACTUTHCS MOTyIeHHBIMU pe3ynbTaramu. C moMompio Yandex Datalens Bbl
MOYKETE OTCIIEKUBATH MIPOJAYKTOBBIC i OU3HEC-METPUKH HAMPSIMYIO U3 KCTOYHUKOB, YTOOBI MTPH-
HUMAaTh pelIeHus, OCHOBaHHbBIE Ha JaHHBIX. Yandex Datal.ens He Tapuduiupyercs.

9. MaTepunajibHO-TeXHHYecKasi 0a3a, He0OXoAMMAs /Il OCYIIeCTBIeHUs 00Pa30BaTeIbLHOIO
npouecca no AUCUMIINHE

MarepuanbHo-TeXHUYECKas 0a3za, He0OXoauMast JJIs OCYIIECTBICHUS] 00pa30BaTEIHLHOTO
npoliecca 1o JUCIUILIMHE BKIIOYAET B CBOM COCTaB CHEIMAIbHbIE TOMEICHHS:

- yueOHbIe ayTUTOPHH ISl TIPOBENICHHSI 3aHATHH JIEKITMOHHOTO THIIA;

- yueOHble ayTUTOPUHU IS IPOBEICHUS TPAKTUUECKUX 3aHATHI (CEMUHAPOB);

- yueOHbIe ayTUTOPHH ISl IPOBEICHHSI TPYIIIOBBIX M WHAWBUYAIbHBIX KOHCYIbTAIINN;

- yueOHble ayAUTOPUH JIJIsl TIPOBEICHHS TEKYIIEr0o KOHTPOJIS U MPOMEKYTOUHOM aTTecTa-
1M,

- IOMEUICHHUS JJIsl CAMOCTOSITENIbHON pabOThI;

- MOMEUICHUS TSI XpPaHEHUS U TPO(QUITAKTHYECKOTO 00CTY)KMBAHUS TEXHIYECKUX CPEJICTB
o0yueHusl.

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

[Tomemienust 1y caMOCTOSTENBHON pabOThl O0YYarOUIMXCS OCHAIIEHbl KOMITbIOTEPHOM
TEXHUKOM ¢ BO3MOKHOCTBIO TOKIIOUEHHS K ceTu « HTepHeT» u obecneueHneM JoCTyma K JJIeK-
TPOHHOU MH(POPMAITMOHHO-00pa3oBaTenbHOM cpeae SApl'Y.

ABTOp:

3aB. kadenpoil yrpaBieHHs U MPEAITPUHH-
MaT€JabCTBA, K.3.H, JJOILIEHT HIO Bp}oxaHOB

00IICHOCb, YUeHasi CMeNnetb U.0. Damunus
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IIpunoxenne Ne 1 k paGoueii nporpaMme AUCHUILINHBI
«OneHkKa Ka4ecTBa B MAPKETHHIOBBIX CHCTEMAaX»

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

1.1 KoHTpoJ/ibHBIE 3aJaHUS U HHbIE€ MATEPUAJIbI,
HCIoJIb3yeMble B Mpolecce TeKylleil aTrecTanuu

Tema 1. MeToabl mostydenust ucxoaHoi nHGopmanun. BapuanT npoBeeHus norpeduTeIb-
ckoro 0enumapkunra B pamkax QFD-npouecca.
(xomnerenuus IIK(HW)-1, uuauxarop IMK(HU)-1.3, unaukarop IK(HHN)-1.4)
Keiic. YTo norpedurteu AymMaloT 0 KayecTBe cepBuca?
Hayuonanvnas gakmopunecoeas Komnauusi cnpocuna ob 2mom Cc80ux KIUEeHMO8 U cOoenand
HeodicudanHvle omkpvimus. Tenepsb ee meneodicepvl 3aH060 YUamces pabomams u ¢ NPemeH3UAMU,
U C NOJICENAHUAMU.
"B cdepe yciyr, pUHAHCOBBIX B TOM 4YHCIIE, HET NPUITHBIX 3alaX0B, SPKUX I[BETOB, BKYCHBIX
cyOCTaHIUI ¥ MPOYNX XapaKTEPUCTHUK, KOTOPbIE OKa3bIBAIOT CYIIECTBEHHOE SMOLIMOHAIBHOE BIIH-
SHUE Ha MPUOOpETEeHUE TOTO WJIM WHOTO TOoBapa. BeiOupasi mpoBaiinepa, moTpeOUTens yaemnser
OCHOBHOE BHMMAHHE LIEHE U KaUeCTBY' ,— FOBOPUT PYKOBOJUTENIb MAPKETUHIOBOT'O MTOAPA3/IENIe-
Husi HaunonanbHolt gaxtopunrosoii komnanuu (HOK) Jlapss Hukonaesckas. Ho nns camoit
H®K Bb160pa HET: GOPOTHCS ¢ KOHKYPEHTAaMHU OHA MOXKET TOJIBKO Ka4€CTBOM.
Ha peiake (hakTOpUHTOBBIX YCIIYT, TJe ceidac TOCMOACTBYIOT yHHBepcaibHble Oanku, HOK —
NPaKTUYECKH €IMHCTBEHHAs Y3KOCIeMaIn3upoBaHHas opranusanus u crapeitmas (¢ 1999 roxa)
KOMaH/ia Ha peIHKE. MeXay TeM 70 KpHu3Huca JUAUPYIOIINE MO3ULINN 3aHUMaIl UMEHHO cIielua-
au3upoBaHHble koMmaHuu. IlepBoe mecro ynepkuBan "EBpokomMmepn", B TpOWKY HEU3MEHHO
Bxoauia u HOK. Ho ¢ ocenn 2008 rona MHOroe n3mMeHm10ch. CTpEMUTENBHO Pa3BaIUBILINNCS
"EBpoxoMMepi" ocTaBHII MHOT'O CBOOOJIHOTO MeCTa JUIs nepejesna pblHka. M30bITouHas JINKBUI-
HOCTb 3aCTaBHJIa KPYITHbIe 0aHKOBCKHE KOMITAHUM UCKaTh HAIPaBJIEHUS, Ky1a MOKHO MPUIIOKHUTh
U30BITOYHBIE PECYPCHI C KOHTPOJIMPYEMBIMU pUCKaMU. TakuM HarpaBlieHUEM U cTall (PaKTOPUHT
— yciyra, KoTopas noJipa3yMeBaeT (MHAHCUPOBAaHUE 1EOUTOPCKON 3a]J0DKEHHOCTH (KOMITaHUsI-
(baxTop nepeunciseT AeHbI'H KIUEHTY, a IOTOM cama BeJIeT pacueThl ¢ JOKHUKOM, KOTOPBIH B3sUT
y KJIMeHTa ToBapHbIi Kpeaut). HoBble kpynHble urpoku — Anbda-6ank, BTh — Bocnonb3oBa-
JIMCh CUTyallue! U arpeCCUBHO IT0YyYacTBOBAJIM B IIEPEEIIE PhIHKA.
Uctopuueckn HOK Bcerna "orcTpanBanach” oT yHUBEpCATbHBIX 0aHKOB, YTBEpKIasi, UTO yMEET
HE TOJIBKO JJaBaTh JICHBI'U B JIOJT, HO U YIIPABJIATH 1€OUTOPCKON 3310JKEHHOCTHIO. BOJIBIIMHCTBO
YHHUBEpPCAIbHBIX 0AHKOB JI0 CUX IMOP CUUTAIOT 3Ty 4YacTh (aKTOpUHTra 00y30i U MPEJOCTaBISIOT
(akTOpPHHT C perpeccoM (TO €CTh B CIIydae HEBBIIJIATHI 33J0JDKEHHOCTH MTPpobemMa MpocTo nepe-
aapecoBbiBaeTcs kineHty). B HOK maccoBo nponatot ycnyru ¢gakropunra 6e3 perpecca u cuu-
TalOT 3TO CBOMM IPEUMYILIECTBOM.
Croumocts ycnyr HOK Ha tpeTs BbilIe, yeM y 6aHKOB, KOTOpPBIE CBOAT BeCh (DaKTOPUHT K (hu-
HaHCHPOBAHUIO 1IOUTOPCKOM 3a70KeHHOCTH. [Ipu3HaBaeMoro KIMeHTaMy MPEeuMYIIeCTBa Ha10
JIOCTUTATh B KauecTBe yciayr. Ho kak BhicOKO kineHTHI 1eHAT cepBuc HOK? UToObI 3TO MOHATSH,



KOMITaHUsI HBIHEITHUM JIETOM 3aIlyCTHJIa MaciuTaOHOE MCCIIE0BaHHUE YIOBICTBOPEHHOCTH KIIH-
€HTOB.

TpeOyiiTe caTuchakunu

N3yyasi ynOBIETBOPEHHOCTh KIMEHTOB YPOBHEM CEpPBHUCA, HENb3 NPOWTU MHUMO METOANKHU
SERVQUAL (ot service quality — kauectBo yciyru). OHa pazpaboraHa Ha 0a3e CO3/IaHHOI B
1985 rony amepukanckumu npodeccopamu Apynom Ilapacypamanom, Jleonapaom beppu u Ba-
napy 3eMTaaIMOM KOHLEIIMU CEPBUCHOTO KayecTBa. ABTOPhI pEKOMEHAYIOT U3ydaTh U U3MEPATH
Ka4yeCTBO CEPBHCA, OLICHUBAsI Pa3pbIB MEXK/y MOTPEOUTEIbCKUMU HAJICKIaMU U JKETaHUSIMU (OHU
paccMaTpUBaIOTCS KaK CTaHAAPT) U BOCIPUATHEM (M3MEPEHHBIM OTHOILIEHUEM K YCIIYTe, KOTOpPO
NOTPeOUTENH yXKEe BOCIOJIb30BalCs). B KilaccnueckoMm BapuaHTE YPOBEHb KaueCTBA OL[CHUBACTCS
1o nATu u3MepeHusaM (dimensions), KaXIplid U3 KOTOPBIX pa3OMBaeTCs Ha HECKOIBKO CIIeU(H-
YECKHUX KpUTEPHUEB. Y aMEpHKaHIIeB TaKuX KputepueB 0buto 22, y HOK B pe3ynbrare agantanuu
nony4yusiock 10. BoT mepBbie MATh KpUTEPHUEB B MOPsAKE YObIBAaHHSA: pa3Mep BBHIILJIAYUBACMOIO
(dbuHaHCUpPOBaHUS, pa3Mep YCTaHOBJICHHBIX TUMUTOB Ha JeOUTOPOB, pa3Mep BbIJaBAEMOTO MOPY-
YUTEJIbCTBA 32 J€OUTOPOB, CIIOCOOHOCTD MpeAaraTb HHANBUAYAIbHbIE PELICHHS, CKOPOCTh IIPU-
HATHSI pELICHUH Ha PAa3JIMYHbIX 3Talax COTPYIHUYECTBA.

B HOK pazpaboranu ankery u3 30 BOIPOCOB M MPOBEIH UHTEPBHIO ¢ 88 KOMITAHUSAMH, KOTOPBIE
npunecnu B 2009 rony 70% noxona kommnanuu. "PecrioHIeHTOM MOT OBITh U TeHepalbHBIN, U
KOMMEPYECKUH, U (PMHAHCOBBIN TUPEKTOP, U TTIaBOYX — JIFO00H, KTO IITy0)Ke JPYyruX BOBJICUYCH B
oOuieHue ¢ GakTOPUHTOBON KOMITAaHUEH'",— pacCcKa3bIBAaeT 3aMECTUTENb MpejceaaTelNs mpaBiie-
Husg HOK Kopnaemny Po0y.

[Tocne 06pabOTKKM aHKET KOMIIaHHs paccunTaia CpeJHUI YpOBEHb YIOBIETBOPEHHOCTH SQ — OH
ObL1 paBeH 85%. D10 o3HauaeT, uro Mexny HOK u oOpazom naeanbHOl (pakTOPUHTOBOM KOMITa-
HUU pa3pbIB cocTaBisil 15%. Teneps ¢ aToi uudpoii OynyT cpaBHUBATH PE3YNIbTAThI MOCIEIYIO-
X uccnenoBanui, kotopeie B HOK pemmim npoBoaUTh KaXablid TO.

Bo Bpems MHTEPBBIO MPOSACHUINCH KOHKPETHBIE CUTYAllMH, BBI3bIBABIINE HEJOBOILCTBO. OKa3za-
JIOCh, YTO KJIMEHTaM He HPaBUTCS CIUIIKOM OOJbIION CPOK (MHOIZIA 10 MecsIa), KOTOPbIH KOM-
HaHMs OTBOJUT Ha MPUHATHE PEIIEHUS O BO3MOXKHOCTH (PaKTOPUHIOBOT0 00CITY>)KHBaHUS, pa3ipa-
JKajla HeolpeIeIeHHOCTh CUTYalluu (BpeMs HJEeT, a oTBeTa HeT). He HpaBuiiach mosHas 3aKkphbl-
TOCTb HPOLEAYP: TPYAHO ObLIO BBISICHUTB, Y€M MOTHBUPOBAHO TO MJIM MHOE pEIlIeHHE.

B nrore B HOK noHsiM, 4T0O UMEHHO BIIASET HA YPOBEHb YJOBJIETBOPEHHOCTH KIMEHTOB, U Te-
nepb MOTYT U3MeHUTh cutyanuto. Ceituac, o cnosam Kopuenny PoOy, aHanu3 3akoHYEH U co-
CTaBJICHa IporpaMMa JaJIbHEUIINX JEHCTBUMH.

IlepBble MOJIOKUTENBHBIE PE3YJIBTATHl UCCIIEN0BAHUS MPOSIBUIMCH €lle B ero xozae. Peakuus Ha
ONpoC B MOJABISIOLIEM 4YMCIE CilydyaeB OblUla MO3WTHMBHON. Hampumep, reHIupexTop OAHOTO
oueHb kpynHoro kiaveHTa HOK, nocraBimka kaHIENIPCKUX TOBAapOB, IPUHSUI PELICHHE TIPOBE-
CTU TOYHO TAKOE € HCCIIEIOBAHUE CPEIM CBOMX KIMEHTOB. KomMepueckuil TupekTop Ipyrou
KOMIIaHUM 0 cOOCTBeHHOM nHuImaTuBe nepe3Bormt B HOK, passickan Jlappro HukomaeBckyro
¥ [IO/IETTUIICS CBOUMHU COOOPakeHUSIMH, ITOCIIE TOTO KaK y3HAJI, YTO B MCCIIEIOBAaHUH YK€ MTOyJacT-
BOBAJI €T0 KoJIjIera UHIUPEKTOP.

KnuenTtam Ob110 MPUATHO, YTO UX MHEHUEM UHTEPECYETCsl MOCTABIIUK YCIYT: 10 CUX IOp OHU HE
ObuTM M30a710BaHbl MOAOOHBIM BHUMaHHUEM. A 3psi, TOTOMY 4TO, o cioBaM I'eoprus L{xBupasa-
HIBWJIM, TapTHEpa koMmnanuu Service First (koHcanTuHT, 00ydyeHre U IPOBEACHHUE UCCIIeI0BaHUI
Ka4yecTBa CepBUCA), BAJMIHOCTh, TO €CTh aJIeKBaTHOCTh PE3yJIbTaTOB ONPOCOB, B chepe b2b 3Ha-
YUTEIHHO BBINIE, 4eM B b2¢. KimneHT-"¢du3uK" 4acTo OTIHUCHIBAETCS, HE BUS IIEHHOCTH B ONPOCE,
Wiy npocto cremuT. C opiniuamMy OTHOLIEHHUS, Kak MPaBuilo, cepbe3Hee, M0ITOMY OHHU 0OoJIblie
YBEPEHBI, YTO OMPOC HE (POPMATLHOCTb.

Henp3a ckazats, uto HOK oka3biBana cepBruC HU3KOrO KauecTBa, 15-TpOIIEHTHOE OTCTaBaHUE OT
HaeanbHOT0 00pa3a KoMnaHuu — Herioxoi pesynbsrar. "C HOK Hara komMnaHust COTpyIHUYAET
¢ 2005 rona. Hukakux ceppe3HbIx mpoOsieM B OOIIEHNH 32 3TO BpeMs y Hac He Obu10. briaronaps
aBTOMAaTHU3UPOBAHHOMY IPOIeCCy 0OMeHa MH(OpMaIuel, KOTOPBI MBI pa3padaThIBAIM BMECTE,



UCKITIOUeHa Jito0ast ommoOKa",— TOBOPUT CTAapIIMii (PMHAHCOBBIA MEHEIKEep KOMIIaHWU "Jro-
mact" Mpuna CrenaHona.

Ho Bce-taku HOK yxe Hauana nepectpanBaTh CBOM OTHOLIEHUS C KJIMeHTaMU. Hanpumep, B KOM-
naHuM OOJIbIIEe HE TyMAIOT, YTO €CJIM KIMEHT YeM-TO HEJJOBOJIEH, TO OH CaM HaieT crnocol BbI-
pa3uTh CBOE HEJOBOJILCTBO U AoHecTH ero 10 HOK. Benp, o cnosam I'eoprus LixBupasammsuimy,
110 90% HeIOBOJIBHBIX KIIMEHTOB MOJIYA YXOJAT K KOHKYPEHTaM, TaK U HE BbIPAa3UB CBOETO OTHO-
LIEHUSI K KOMITAHUH.

[TonsitHO, yTo B HOK 1 panbie paboranu ¢ )anodaMu — uX 00pab0OTKa BMEHsSIACh B 00sS3aH-
HOCTh KIIMEHTCKUM MeHekepaMm. Ho 3Ta 00s3aHHOCT ObLIa OHOM M3 MHOTHX, IIPHYEM JAJIEKO
HE MePBOM 10 BaXKHOCTU M HUKAK HE peryiaMeHTupoBaHHoM. Teneps B MHPOpMALIMOHHOI crcTEeME,
UCTIOJIb3YeMOH JUIs OOIIEHUsI KOMITaHUH-(DaKTopa U ero KINEeHTa, Ha IePBOM CTpaHuLe OyIeT BbI-
nerneHa "KHomka'", o KOTOPOM pacioIoKUTCs crenuanbHas opma 3anpoca KireHTa. "Bee Bo3-
MO>KHBIE TIOYKETaHUS MBI cucTeMaTu3npoBaiu',— roBoput Kopaenny PoOy. 3ta hopma momosxer
KITUEHTY OIPEAETUTHCS C MPETEH3UIMH, 2 KOMIIAHUU — MPOPAHKUPOBATH O0JIEBbIE TOUKH 10 Ya-
crore ynomuHanuil. Ceituac B HOK BBoguTcs crienuanbHasi mTaTHas €IMHUALIA — CIIELUAJINCT,
Ybeil OCHOBHOI 00s13aHHOCTHIO Oy/eT padoTa ¢ KIMEHTCKUMU MPETEH3USIMU U TOXKeNaHusaMu. B
TEYEHHUE TpeX AHEU (3TOT CPOK JOCTATOUEH ISl aHAIM3a JIF000i MPOOIEeMBbl) KIIMEHT JIOJDKEH I10-
JYy4YUTHh BHATHBIN, XOTSI U HE 0053aTEJIbHO MOJIOKUTEIbHBINA OTBET.

15,7 mapna py6. o6opoTa 1mo pakTOPUHTOBEIM OIepanusiM 3a nepsoe nomyroaue 2010 roga mo3so-
i HOK 3aHATh TpeTbe MECTO Ha POCCUIMCKOM phIHKE ¢ foJiei 8,44%

Omnopa u ocHoBa

Kopuenuy PoOy pacckasbiBaeT, uTo A0 npoBeneHus uccienoBanus B HOK He umenu yetkoro
IIPEJICTaBICHUSI, HACKOJIBKO KJIMEHTHI LIEHAT YCIYTd HE TOJBKO 10 (PMHAHCUPOBAHUIO IMOKPBITUS
PHUCKOB, HO U IO y4eTy U cOopy neburopckoii 3agomkeHHoctd (Y 13). Koneuno, komnanus uHTe-
pecoBajiach ypOBHEM CBOETO CEPBHCA, CO3JaBAINCH JlaXke pabouune rpymibl, HO JIIIb MacIITaOHOE
UCclieIoBaHKe J1aino U 0a3y AJs OIIEHOK (@ He TOJIbKO CyOBbeKTMBHOE MHEHHE BHYTPEHHHX JKCIIep-
TOB).

Jlo cux nop B komnanuu cuutanu Y J[3 kiroueBbIM HanpasieHueM. Ho okazanock, 4To mo4ru mno-
JIOBHHA ONpoIIeHHbIX (48%) He BUIeNH B Nepeiaye yrnpaBieHus JeOUTOPCKON 3a10JIKEHHOCTBIO
oco0oif HeobxonumocTH. [IpaBaa, Obla ojHa MHTEpecHast ocobeHHocTh. Ecnu atim 48% pecnoH-
JIEHTOB Ka3aJI0Ch, YTO YCJIyTa yrpaBieHHUs 1e0UTOPCKOM 3a105KEHHOCThIO OKa3aHa HE OUYEHb Ka-
YEeCTBEHHO, 3TO MHEHHME OYEHb CHJIBHO BIIUSUIO Ha OOIYI0 OLIeHKY coTpyaHundectBa ¢ HOK.
BrisicHunocs, 4To camoe enaeMoe N3MEHEHHE — MPOo3padyHOoCTh. KIIMeHTh! XOTSIT HOHUMATh, YTO
npoucxoauT. Panbie nHdopMaiuio o Tom, Kak 00CTOSIT Jea ¢ TOH WM MHOH 3a/10J1KEHHOCTBIO,
OHH MOTJIM MTOJIYYUTh TOJIBKO Tociie nucbMeHHOro 3anpoca B HOK. Tunuunsiii 0TBET Ha 3BOHOK
6bu1 TakuM: "He Gecriokoiiteck, pabora naer". Ceifuac 3TOT npolecc BU3yalIn3UpyeTcs: KIMEHT
B MH(POPMAIIMOHHOMN cuctemMe OyJIeT BUJETh, B KAKOW CTaJUU HAXOJIUTCS IMOJIyYeHUE 3a/10JKEH-
HOCTH, Kakas paboTa mpojienana (Hanpumep, CKoibko pa3 corpyanukun HOK no3BoHmm nomxk-
HUKY U KaKue€ OTBETHI MOIYUUIIH).

OnHoit U3 caMbIX MPOOIEMHBIX TOUYEK 0KA3aJlI0Ch BbIAEICHHUE JIMMUTOB HA KAXI0TO U3 MOKYIaTe-
neit kmuenta. B HOK cuurator, 94To 0051a1a10T OHON M3 CaMBIX aJ€KBATHBIX CHCTEM PHUCK-Me-
HE/DKMEHTA Ha PhIHKE, KOTOpasi MO3BOJISET MpeAcKa3aTh MOTEHIUAIbHbIE IPOOJIEMBI C HETLIATeNb-
mmkamu. Ho pu sTom kimmenTs HOK wacTo ObuTH HE COrlacHBI ¢ YCTaHOBJIEHHOW cymMmon. He-
IPUATHO, KOT'/Ia ThI pabOTall C IOKYyMAaTeIeM yXKe IOl Ha ONpe/IeIeHHBIX 00beMax 3aKyIoK, a (hak-
TOPUHIOBasi KOMIAHUS BIPYT 3asBIISET, YTO HE MOXKET MPUHATH Ha 0OCIy)XHBaHHE OoJjee MoJo-
BUHBI 9TON cyMMBI. [Ipnunnel cBoero pemenus HOK Hukorna He kommenTuposana. Teneps kax-
neiii anneppaiitep HOK mnpu onpenenenun pasmepa JuMuTa OyneT BbIOMpaTh IMapameTp
U3 CMHCKA, MOBJIMSBILIETO HA 3TO perieHue. Y KimeHT yBUIUT B MTHPOPMAIIMOHHON crcTeMe 000c-
HOBaHHWE: HarpuMep, "Tuioxas miaTekHas TUCHUILIMHA" WK "pa3Mep Ou3Heca HealeKBaTeH 3a-
npocy".

Pe3ars nmo Oxkamy



He Bce n3MeHeHNs B KOMITAHUY OBLITU BBI3BaHBI IPSIMBIMU TTOKETAHUSIMH KIUeHTOB. Hampumep,
KTO-TO U3 HEJOBOJIbHBIX IPOLEAYPOH MpreMa Ha 00CITy:KUBaHHE TaK U HE CTaJl KJIMEHTOM, a YIIIel
K KOHKypeHTaMm. Onpocuth ux Henb3s. Ho ceifuac cioyx0a mo ontumu3zanuyu OU3HEC-TPOLIECCOB
3aHATa aHAJIM30M BCEH LIEMOYKH T10 PUEMY HOBBIX KIIMEHTOB, YTOOBI YCTAHOBUTH YETKHE BPEMEH-
Hble pamku. Ceifuac rpoleaypa 3aHUMaeT OT TPeX JHEH 10 Mecsla, Beb B HEKOTOPBIX CIIydasx
cinyx0e pHUCK-MEHEPKMEHTa HEOOXOJUMO MOJYYUTh JOMOJHUTENbHBIE JOKYyMeHThl. Ho u "3a-
rHaTh" UX B CIIMCOK MEPBOHAYAIBHO TPeOyEeMBIX TOXKE HE BBIXOJI, BEJlb TOTJ]a OY€Hb MHOTHE KJIH-
€HTBI OYIyT BBIHYXJCHBI TOTOBUTHh HEHY)KHBIE 110 CYTH JOKyMeHThl. KcTaTH, crincok mepBoHa-
yanbHO nojaBaeMbix B HOK HOKyMEHTOB TOXE€ MOABEPICS paJuKaIbHOMY IEPECMOTPY — IO
HeMy, Kak Beipasuics Kopaemny PoOy, mporutuch "6putBoii Okkama". Beraniaercs ro6oe 1y0-
JTUpOBaHUE HHPOPMAITHH.

OauH 13 rIaBHBIX BBIBOJIOB MCCIIENOBAHNS — YPOBHIO CEPBHCA HYXKHO J1aTh npuopuret. Kak ro-
Boput Kopuemny PoOy, ceituac B HOK gymarot o ToM, 4TOOBI cienaTh KOJIMYECTBEHHO BHIPAXKEH-
HBII [TIOKa3aTeNb yI0BIETBOPEHHOCTH KiIueHToB oaHUM U3 KPI camoro Beicokoro yposHs. U3 pa3-
psaa Tex, 4TO OTCIIEKHUBAIOTCS Ha YPOBHE aKIIMOHEPOB.

Bonpocs! 1i1s1 00cyxa1eHust

1. PacckaxuTte, kak onpeaensieTcs yA0BIETBOPEHHOCTh KineHTa o Mmetoauke SERQUAL?
2. [Touemy ompockl OTHOCUTENHHO KayecTBa cepBHca cpeau KineHToB B2B Oonee BanmaHb
1o cpaBHeHuto ¢ B2C?

3. Kakwue normosHATEIBHBIC PE3YIbTAThl TOMUMO 3aMepa WHIEKCA YAOBISCTBOPEHHOCTH ObLIH
MOJIyYEHBI B X0JI€ UCCIICIOBAHUS?

4. Kakue Mepbl ObUTH IPEATPUHATHI KOMITAHUEH JIJIS IOBBIIICHUS HHJIEKCA YOBIETBOPEHHO-
CTH KJIUEHTOB?

5. Kaxkue mepbl Bbl MOKeTe TPeITIOKUTH TS TOBBIIICHUS HHICKCA YIOBIIETBOPSHHOCTH KITH-
€HTOB?

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. «IlorpeduTennb Bceraa npas»

®upma «Xappuc KBUHCB31» NepBOHAYaIbHO 3aHMMaach TOprosiei koBpamu. B 1987 r. ona
BJIa/ieJIa JIUIIb TpeMs Mara3uHamMu B JIongoHe. [IBax /bl pupMa npuHUMaia peleHus o TMBepCH-
¢dukanuu coeit nestenbHocT: B 2000 r. 0Ha nMproOpena KOMIAaHUIO MO Mpojiake MeOenu, U 3TO
HOBOE OTJEJIEHUE Yepe3 CEeMb JIET UMEJOo yxKe OoJyiee YeThIpeXCOT TOProBbIX Touek; B 2003 r.
«KBuHCB3» npuodpena ¢pupMy 1o Npojiaxe JIEKTPOTOBAPOB U €lle OJHY KOMIIAHHIO, KOTOpas
3aHHMMaJjach Topropiel MArkoi medensro. [Ipudsuts GrupMbl «KBUHCB3I» cTana CTPEMUTENBHO
pactu, u ecu B 2006 1. oHa cocTaBmiIa okoio 12 MitH. ¢. cT., To yepe3 roj npesbicuna 40 MiH. ¢.
cT. OIHAaKO yXyIIIEHNE 3KOHOMUYECKON KOHBIOHKTYPBI, CTaBlIee 3aMeTHBIM yke B 2008 r., mpu-
BEJIO KOMIIaHUIO K THOeNn: MPpUOBLIb, OTy4YeHHAast 3a TPU MOCIEIHNUX T'0/1a, OblIa CBEJICHA K HYJIIO.
OcHoBartenp KOMIaHUH, CAENAaBLINI COCTOSIHME Ha OyMe POZHUYHOM TOPrOBIIU 32 MOCIEAHHUE He-
CKOJIBKO JIET, MOKHHYI cBoe aeruie. [Ipuodperenus 2003 r. 6putn npogansl. [lonsiTka BoccTa-
HOBUTH Komnanuio B 2010 r. mpoBanunack. B 3TOT nepuoj BpeMeHH NMpoOieMbl KOMIIAHUU BO
MHOT'OM 3aBHCEJIM OT COKpAIIEHUsI pacxo0B noTpedureneid. B mponaxax medenu u KOBpoB 00-
pa3oBaJics 3aCTOM, MOCKOJIbKY HOBBIE JJOPOTHE BEIIH OOJBIIMHCTBO CEMEH CTaio MOKYIaTh JIHUIIb
IIOCJIE U3HOCA CTAPBIX.

HccenenoBanue mokasasio, 4To LEHBI HAa TOBapbl « KBUHCBAII» BIIOJIHE COIOCTABHMBI C YPOBHEM
J0X0J0B oTpedureneid. Ha koHkypupyromue GpupMbl ycTaHaBIUBAIN 0oJiee THOKUE IIEHBI, IPe-
Jaraju pasHooOpa3Hble CKUAKH, MPHUBJIEKATEIbHbIE KPEAUTHI, MOAKPEIUIieMble MHTEHCHUBHBIM
IPOJBUKEHUEM TOBApPOB.



Haxopsice B 60ombioM yobITke, pupma « KBUHCBEH» He MOTJIa CHIKATh LIEHBI U1 pOCTa MPOJAXK.
A 3TO B CBOIO OY€pEe]b NMPAKTUYECCKU JIMIIUIIO €€ aCCUTHOBAHUN Ha KOMMYHHMKAL[MOHHYIO ITOJIH-
TUKY U KPEIUTHI IOCTABIIMKAM, YTO UX 3aMETHO HACTOPOKUJIO. BBII0 OTMEUEHO, UTO YIy4llIeHHE
JU3aliHa NIPAKTUYECKU HE BIUAET HA YPOBEHBb MPOJAXK, [I0ITOMY PO3HHUYHBIE TOPTrOBLBI YACIIAIN
OCHOBHOE€ CKJIa/laM, COCTOSIHUIO IPOJIaXK, KOJIMYECTBY U KAUECTBY IIPELOCTABIISIEMbBIX IIOKYIIATEIIO
yeayr. @unocodusi KOMIaHUU — IPOAABATh TO, YTO JIETKO MpoJaeTcs, Oblia NpsMO MPOTHUBOIO-
JI0’)KHA COBPEMEHHOMY MAapKETHHTY.

OtpaciieBble MAPKETHHIOBBIE UCCIIEI0OBaHMS TIOKyNaTeleld KOBPOB U MeOEIM MOKa3aH, YTO 3TH
TOBapbl HAUMHAIOT MPUBJIEKaTh BHUMaHME JIIOJEH, KOTJa OHU IEPEE3KaroT B JIPYyroi JoM. ITo
MOTYT OBITb JIFO/IM, BIIEPBBIE MOKYMAIOIIME TOM (HOBBIM WM NEpecTpOeHHBINH). OOBIYHO OHU pac-
M0JIaraloT CKPOMHBIM OI0/KETOM, BEIOMPAIOT HEOOIBIINE KOMHATHI U BHUMATEIHHO OTHOCATCS K
nu3aiiny. MonooxeHsl (WM COOMparOIIMecs MOXKEHUTHCSI) MPEANOUNTA0T 00siee IPOCTOPHBIE
KOMHATBI U JJoMa OO0JIBILIETo pa3Mepa, HECMOTPs Ha CKPOMHBIH OrokeT. Ju3aiH a1 HUX J0CTa-
TOYHO BakeH. PacTyliue ceMbu, KOTOpPbIE MOKYNAIOT HOBBIM JOM IO HEOOXOAUMOCTH, OoJee co-
CTOATEJIbHBI, IPEANOUYNTAIOT MHOTOKOMHATHBIE JOMa € cajoM. [[j1s1 HUX IJIaBHBIM IPUOPUTET —
JeTH, a Mebesb — PYHKLIMOHAIbHOE JIOTIOJIHEHHE HHTEphepa.

Kareropuu motpedureneii «Mbl OISITh BABOEM» — JIETH YK€ TOKHHYJIU JI0M, BO3MOKHOCTH BBICO-
K1e, O0JIBIIOE YUCIIO TPOCTOPHBIX KOMHAT, 00JIbIIIE CBOOOAHOIO BPEMEHH — YaCTO MPEBPALIAIOTCS
B KaTETOPHIO «BHOBb YEJMHUBIINECS», TIOKYIIast KBAPTUPY WK HEOOIBIION OHOITAKHBIN JOMUK
¢ Bepanaou. [Ipyn 10CTaTOYHO BBICOKOM JOXOJ€, MAJIEHBKUX KOMHATaX, 3HAYUTEIBHOM KOJIHYe-
CTBE CBOOOIHOTO BPEMEHU OHU OCO3HAIOT, YTO C BO3PACTOM HX JI0XOJ Oy/IEeT YMEHBIIATHCS.
[Torpebutenu nonanu nox BiausHue Gupm, koropsie B 2000-e robl 4acTo OOHOBIISIIM ACCOPTH-
meHT. U xorma ¢pupma «KBHHCB3#) cTania UCTIONB30BaTh TAKTHKY CKUAOK C IIEHBI, HE 00eCTieuuB
HaJINYMe HE0OX0IMMOTr0 aCCOPTUMEHTA TOBAPOB B XOPOLIO OOCTABICHHBIX Mara3uHax ¢ npogec-
CHOHAJILHBIM 00CITYy’KMBAaHNEM, OHA OTITYTHYJIa MHOTUX MOKYyIaTene.

Komnanus nrHopupoBaia NpUHLIUIIE MAPKETHHTA: OHA HE KOHCYJITUPOBAJIa MMOKYNATENEH U He
u3ydaja uX NpeAroyYTeHHs], a CTPEMIIIACh JOCTUTHYTh POCTa Mpojiax, u3MeHss ueHsl. B 2010 r.
B CTPYKType KOMITaHUHU HE ObUIO U OTJeNla MapKEeTUHTa, T.K. C YBOJIbHEHUEM MHOI'MX CHElHaIH-
CTOB B TpYJHbIE Ji (PUPMBI BpEMEHA OH MPEKPATHII CBOE CYIIIECTBOBAHHUE.

B kone 2010 r. npeanodteHus aHMMUNACKUX TOTpeOUTENIEH KOBPOB U MeOEIN XapaKTepU30BAINCh
CJIEYIOIIMMH MTapaMeTpaMu: Ka4eCcTBO U COOTBETCTBYIOIAS €r0 YPOBHIO II€HA, JU3alH U UMHJIK
(UPMBI, JOITOBEYHOCTb, YCIOBUE IOCTaBKH, O€30MIaCHOCTD.

B nepuop cnaga, korna cipoc Ha KOBpHI U MeOenb ynai, pupMa HECKOJIBKO U3MEHUIa Halpas-
JIEHHOCTB: OHA IbITajach 3aBOEBATh CETMEHT IOKYIATeNIeH CO CPEJHUM YPOBHEM JOXOJOB U IIe-
PEOPUEHTUPOBATIACH HA TOPTOBIO CO CKUJIKOW BIOJIb KPYIHBIX Marucrpanei. Bckope Toprosis
yIay4IIniaach, KOMIIAHUS CTajla yAEIsITh BHUMaHHE CEpBUCY, AU3aiiHy ToBapa, paboTe ¢ KIHEeH-
tamu. Ee umMmmk KoMmaHuu A moTpeOuTeneil co CpeHUM YPOBHEM J0XO0J/la Hayal 3aKper-
asaTees. K cokaneHuro, He XBaTUIIO HAJIMYHBIX CPEICTB Ui YAOBJIETBOPEHUS HOBBIX 3allpOCOB
YHUBEPMAroB, B pe3ysbTaTe 4ero M3MEHUJICS YpPOBEHb MPEAoCTaBIsseMbIX UMU yciayr. Ho moky-
naTesiell CMyIaJIo He TOJIBKO 3TO: KoMraHus «KBUHCBAI», IpeCTaBISIIOIIAs CKUIKH, ITepecTala
OBITH TAKOBOM.

Bcee sto minroctpupyer npobiaemMy No3ULIHMOHUPOBAHUS, TOHUMaHU OTpeduTenel 1 He0OX 01 -
MOCTHU PEaKIMU Ha UX MOBEJCHHE.

Bonpocsl u 3aganus:

1. KakoBbl nieneBbie cerMeHThl GpupMbl «KBHUHTCB31» U €€ COOTBETCTBYIOLIEE MO3UIIMOHUPOBA-
Hue?

2. Kakum o6pazom (pupma cTpemMusiach OXBaTUTh JIONOJHUTEIbHBIE CETMEHTBI?

3. Kakue akropsl B HanOoJbIIelH CTENCHN BIMSIN HA IPUHATHE PEILICHHS O MOKYIKE Ha TAHHOM
PBIHKE U KaK MCIIOJIb30BaJIa 3TO KOMITaHUS JUIsl HOBBILIEHHS 3 (HEKTUBHOCTH CBOEH JIEATEIBHO-
cTu?

4. Kakumu 06pa3oM MOKET OBITh U3YYEHO OTHOIIIEHUE TIOKYTaTeNiel K TOBapaM KOHKYPHUPYIOIIHUX
bupm?



5. Hpe,Z[JIO)KI/ITe IMYTHU BBIXOAAd KOMITIAHHUU U3 CIIOKHOTO IMOJIOKCHUA.

Tema 5. dTtansl nocrpoenns «Joma kayecTBa»
(xomnerenuus IIK(HW)-1, nuaukarop IMK(HU)-1.3, unaukarop IK(HHN)-1.4)
IIpakTHyeckoe 3a1aHUe OCTPOEHHE IOMA Ka4eCTBA
[Topsinok BBINONMHEHUS PAOOTHI.
1. BeisiBienne TpeOoBaHUM MOTPEOUTENS K IPOTYKITUU
1.1. Beiopate 00bekT COK 13 00BEKTOB, MPEIIOKEHHBIX MperoaaBaTeieM (MOOMIBHBIN Tele-
¢doH, aBTOMOOWIIE. .. ). [Ipu BEIOOpE 00BEKTA CIEAYET YIECTh, UYTO KOMaH/Ia pa3paboTIuKOB OyaeT
BBICTYIIATh B KAYECTBE HKCIEPTOB 110 JAHHOW MPOLYKLIHH.
1.2. Onpenenuts TpeboBaHus morpeduteneit k npoaykiuu (10 TpeGoBaHumil), UCTIOIB3Ys CIIUCOK
TpeOOoBaHU, MPUBEACHHBIN HIKE. MOXKHO TakKe MPeIbsIBUTH CBOU TPeOOBaHUS
Hlompebumenvcxue mpeboeanus K 00bexmy
Kpacusblit Bucwnmii sug
bezonacuurit
VY 1001RIT B HCNONLIOBAHUK
[TpocropHbiii
BrveHbii
Munaumym 0TX0108B
BricTpriii
[TpuaTHLIi Ha omyns
Jlerxo oTkpbiBaercs
Yao0Hoe ynpasienue
Heiictsyer GuicTpo
Jlerxo moetcs
bricTpo Harperaercs
Jloaro coxpanser csoiicrsa
MuHnaTiopHbiii
Iymmcrrii
He nauxaercs
18 IKOHOMHYHBI
19 CospemeHHbiil
20 Spxkwmii
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2. PanxupoBanue TpeOOBaHUN MOTPEOUTENS K IPOAYKLIUU
2.1. PanxupoBath TpeOOBaHMs C UCIOJIIb30BAaHMEM METOJAA MapHBIX CpaBHEHMH. biaHk mapHbIX
cpaBHEeHMI mpuBeneH B Tabn. (Marpuua 10x10). Panr tpeboBanuit npoctaButh 1o 10-6amibHOM
mkane. He 3anonnsercss tuaroHanb ¥ BepxHss (1100 HUOKHSASA) MOJOBUHA OJIaHKA.

bnank napuwix cpasnenmi

Tpebosanu
| 2 3 4 5 f 7 B g 10

Tpedosanns

[0
Hroro Gannoe
Paur

2.2. Cniucok TpeboBaHMii OTpeOUTENCH M PaHT 3aHECTU B OJIAHK JI0Ma KadecTBa («IIpUXO0Kasy,
puc).
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3. Pazpa®oTka MH)KEHEPHBIX XapaKTepUCTUK NMpoaykuuu 3.1. CocTaBUTh CIMCOK MHXKEHEPHBIX Xa-
PaKTEpUCTUK OYyAyIIEero U3/eNnus Ha S3bIKe pa3pabOTUMKOB C MCIOJIb30BAaHUEM XapaKTEPHCTUK,
IPUMEPBl KOTOPBIX YKa3aHbl HUXKE. DTH XapaKTEPUCTUKH JIOJKHBI ObITh 0053aTeNbHO KOJIHYe-

CTBCHHO U3MCPSCMBI.

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 XapaKTCPUCTUK Ha «ITOTOJOK)» JOMaA Ka4CCTBA.



3.3. OnpenenuTh HAIpPaBJIEHUS YJIyYLIEHUH 3HAYEHUH MH)KEHEPHBIX XapaKTEPUCTHK U COOTBET-
CTBYIOLIME CUMBOJIBI (1- YBEJIIMYUTH, | - YMEHBIIUTh WIH * - OCTaBUTh 0€3 U3MEHEeHUi). 3aHecTu
CHUMBOJIBI B JIOM KauyecTBa.

4. BeruuciieHue 3aBUCUMOCTH OTPEOUTENBCKUX TPEOOBAHUN U MHKEHEPHBIX XAPaKTEPUCTHK.
4.1. BeiOpaTh CHMBOJIBI ¥ YHCIJICHHBIE 3HAUEHUS (BEC) 1JIs1 N300paskeHUs CBSA3EH MEX Ty HH)KEHEp-
HBIMHU XapaKT€PUCTUKAMH MIPOJYKTa U XKeJaHusIMU notpedutens. Hanpumep

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

4.2. YCTaHOBUTH B3aUMOCBS3M MEX]y NOTPEOUTENCKUMHU TPEOOBAHUSAMHU U MHKEHEPHBIMU Xa-
paKTepUCTUKaMHU (CUIJIbHBIE, CPETHNE WIH c1a0ble), 3aHECTH CUMBOJIBI B IOM KauecTBa.

5. YcTaHOBUTH B3aUMOCBS3H MEX/y MHKEHEPHBIMU XapaKTEPUCTUKAMHU.

5.1. 3anoJIHUTh KOPPEIALUOHHYIO MaTpULy («KpBILIay J0Ma KauecTBa) CHUMBOJIAMHU, yKa3bIBalo-
IIMMHU HA TOJIOXKUTEIbHYIO (1) UM OTPULATENbHYIO (-) CBA3b MEXK]y COOTBETCTBYIOIIMMH HHXKE-
HEPHBIMU XapaKTEPUCTUKAMHU.

6. AHaJIM3 KOHKYPEHTOB C TOUKH 3pEHHsI TOTPeOUTENs

6.1. BeiOpaTh AByX KOHKYPEHTOB (A u B), mpencTaBisioNuX MOTESHIIMAIBHYIO OacHOCTh. KoH-
KYPEHT A C phIHOYHOH J0JIei 4yTh OOJIbIIIe HAIIeH, KOHKYPEHT B — uyTh MeHbIIIE.

6.2. OueHUTh KOHKYPEHTOB 110 TOMY, HaCKOJIbKO IOJHO OHHU CIIOCOOHBI BBIMOJIHUTH KaXJI0€ U3
HOTPEOUTENBCKUX TPEOOBaHUM, ONPEeICHHbIX Ha MepBOM Iuare. /[ oleHKH UCIoab30BaTh S5-
0aJUTbHYIO IIIKAJI, TaHHBIC 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 mpodusin kommanwuii (A, B u pazpaboTtunka) Ha «BepaHI0UKE» JOMa Ka4eCTRa.
7. Onpenenenne BaXXHOCTH MHKEHEPHBIX XapaKTEPUCTUK MTPOLYKTA.

7.1. Berunciauth abCONOTHYIO BaXKHOCTh KaXKJOW XapaKTEPUCTUKU MPOAYKTa, YMHOKHUB PaHT Tpe-
OoBaHMI1 MOTpeOUTENISI HA BEC, COOTBETCTBYIOIIMIA CTETIEHHU CBSI3H.

7.2. BEIYMCINTH OTHOCUTENBHYIO BaXKHOCTh KXKIO0W XapaKTEPUCTUKHA MPOIYKTA MO OTHOLIECHHUIO
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 XapaKTePUCTHKHU MPOIYKTa (C HauOOIbIINM 3Ha-
YEHHEM BaXKHOCTH).

8. OmnpeneneHne HeaeBbIX 3HAYEHUN NHKEHEPHBIX XapaKTePUCTUK

8.1. 3anucarh eAMHUIIBI U3MEPEHNS HHKEHEPHBIX XapaKTEPUCTUK B «IIOJBAJ» 10Ma KadecTBa.
8.2. OmpenenuTh YUCIOBBIE 3HAYCHUS 110 KAXKI0H WHKEHEPHOW XapaKTePHCTUKE, PYKOBOJICTBY-
ACh HAIIPABJICHUSIMHU YJTyYLIEHHS XapaKTEPUCTHK.

9. O1ieHKa KOHKYPEHTOB C TOYKH 3pEHUS TPOU3BOIUTES.

9.1. OueHUTH CIOCOOHOCTH KOHKYPEHTOB A 1 B peanu3zaiuy HHXKEHepHBIX XapaKTePUCTUK B IIPO-
nykrte. 1 OlleHKU UCTOIb30BaTh S-0aJIbHYIO IIKal, JaHHbIE B Ta0JI.



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 TeXHUYECKUX ¥ 3KOHOMUYECKUX OTPaHUYEHUMN B JOCTUKEHUH 3aJaHHbIX 3HAUEHUN WH-
KEHEPHBIX XaPaKTEPUCTHUK.

10.1. OieHUTH TEXHUYECKYIO BOZMOKHOCTD pPEeaTN3aluU TEX HUHKEHEPHBIX XapaKTEPUCTUK, KOTO-
pble B HauOOJbIIEH CTeneHn TpeOyroTCs NOTPEOUTENAM.

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
JIOJDKHO B3STh Ha ce0s1 OTBETCTBEHHOCTD 32 IMIPUHATHE KOHKPETHBIX PEUICHUH, KOTOPBIE pa3padboT-
YUKH OyIyT pacCMaTpuUBaTh KaK 3aJaHUE Ha IPOEKTUPOBAHUE.

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, OPUEHTHUPYIOILlee CTYJEHTOB Ha (OpMYJIMPOBaHKE IPOOJIEMBI U TOMCK BapUAHTOB €€ pelle-
HUSL.
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 6aJ1510B BBICTABIISAETCS CTYACHTY, €CJIM JaH MOJIHbIN, pa3BEPHYTHIM OTBET HA IOCTaBJICHHBIN BO-
IIPOC, MOKa3aHa COBOKYITHOCTb OCO3HAHHBIX 3HAHUHU I10 TEME, 10KA3aTEIbHO PACKPBITH OCHOBHBIE



MOJIOKEHUS BOTIPOCOB; B OTBETE MPOCIECKUBACTCS YETKASI CTPYKTYPA, JTOTUUYECKas TOCIEI0BATENb-
HOCTb, OTPaKaIoLIasi CYIIHOCTh PACKPHIBAEMbBIX MTOHITHIA, TEOPUH, IBJIICHUIN. 3HAHUE 110 IPEAMETY
JEMOHCTpHpYeTCs Ha (DOHE TTOHUMAHUS €r0 B CHCTEME JAHHOW HAYKW M MEXIHCIUILTUHAPHBIX
cBsazeil. OTBET U3JI0KEH JIUTEPATYPHBIM SI3bIKOM. MOTyT ObITh 1ONYIIIEHBI HEAOYETHI B Ope/elie-
HUU TTOHSATUH, UCITPABJICHHBIE CTYICHTOM CaMOCTOSITEILHO B MPOIECCE OTBETA,

4 6ass1a - 1aH MOJHBIN, pa3BEPHYTHIM OTBET HA MOCTABJIECHHBIA BOIIPOC, MOKA3aHO YMEHHUE BhIJIE-
JUTh CYIIECTBEHHbIE M HECYIIECTBEHHBIC IMPU3HAKU, NMPUUYUHHO-CICACTBEHHBIE CBsI3U. OTBET
YETKO CTPYKTYPUPOBAH, JOTHYEH, U3JI0KEH JTUTEPATYPHBIM SI3bIKOM. MOTYT OBITh JOMYILIEHBI 2-3
HETOYHOCTH WJIM HE3HAYUTEIbHBIC OMIMOKH, UCIIPABIIEHHBIC CTYJACHTOM C MTOMOIIIBIO MPETo/IaBa-
Tesl.

3 6aJu1a 1aH HETIOJIHBIM OTBET HA MOCTABIECHHBIN BONPOC, HE MTOKAa3aHO YMEHUE BBIJICIUTH CYIIle-
CTBEHHbBIC U HECYILIECTBEHHbIE MPU3HAKHU, TPUINHHO-CIIECTBEHHBIE CBSI3U. OTBET CTPYKTYpUPO-
BaH HE YETKO, HeJIOTU4eH. J[omyIeHbl HETOYHOCTHU WJIH 3HAYUTEIIbHBIE OITHOKH.

2 faJsu1a - OTBET MpeCcTaBiseT co00il pa3po3HEHHBIE 3HAHUS C CYIIECTBEHHBIMU OLIMOKAMH 10
Borpocy. [IpucyrcTByroT QparMeHTapHOCTh, HEJIOTUYHOCTh M3N0KeHUs. CTYyI€HT HE OCO3HAET
CBsI3b 00CYK/1a€MOT0 BOIIPOCa C IPYTUMH 00beKTaMU AUCUUILTUHBL. OTCYTCTBYIOT BBIBOJIbI, KOH-
KpeTu3alusi 1 J0Ka3aTeIbHOCTh U3JI0KEHUA. Peub HerpamMoTHas, TEPMHUHOJOTUSI HE HCIOIb3Y-
etcs. JlonoaHUTEeNbHbIE U YTOUHSIONINE BOMPOCH MPEoAaBaTess He MPUBOASIT K KOPPEKIIUU OT-
BETa CTY/CHTa

2. Ciucox BONPOCOB M (WJIM) 3a/IaHMI /151 TPOBEAeHUs MPOMEKYTOUHO aTTecTallNu
(xomnerenuus IIK(HW)-1, uuaukarop IMK(HU)-1.3, unaukarop IK(HUN)-1.4)
3aueT no AUCUMILIMHE POBOJUTCS B YCTHOU (popme.

Bomnpocs! 1J1s1 NOATOTOBKH K 3a4eTy M0 JUCHHIIHHE
OnpeneneHre MapKeTUHTOBON CHCTEMBI.
enu n npunuunst QFD
Me:xyHaponHas npakTuka npuMeHnenus QFD
HoctounctBa u Henoctatku metoga QFD
®a3s1 (mponeccsr) QFD
MapKeTHHTOBBIE HCCIIeIOBAaHNS KaK HCTOYHUK WH(POpMAIIUN
Hcnonb3oBanue OeHUMapKHUHTa I NOTy4YeHUs: HHPOPMALUU
KBanmumerpuueckue aciektsl QFD
Oransl NpoBeIECHHs MTPOLEAYPbl IPUMEHEHHS «T0JI0ca OTPEOUTENS» U MIPOBEICHUS
COOTBETCTBYIOILIETO aHAIN3a
KnroueBbie anemenTts! metoonorun QFD
[Tpoenenne QFD I yposus (da3za Nel)
[Tposenenue QFD II ypoBus (da3za Ne2)
[Tpoenenne QFD III ypoBas (daza Ne3)
[Tposenenmne QFD IV ypous (da3za Nod)
Mopnens H.Kano
[Tnan cOanaHCMPOBAHHOTO SKCIIEPUMEHTA MAPHBIX CPABHEHUH MO MPUOPUTU3ALUHU TpeOOBaHUN
norpedurenei.
Oransl NocTpoeHus «Jloma kauecTBa»

IIpaBuiia BbICTaBJICHUS 3a4eTa:
HETIOJHBIM OTBET Ha JIBa BOIIPOCA - HE3AUTEHO,
MOJIHBIE OTBETHI Ha JIBa BOMPOCA C MPHUBEACHUEM MPAKTHUUECKOTO MaTepuana ((hopMyIibl, mocie-
JIOBATEILHOCTH M MPABHUJIA PACUETOB) — 3a4TEHO.



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

MeToauuecKkue YKazaHus 1Jisl CTYACHTOB I10 OCBOCHUIO JUCHHUIIJIMHBI

YcnemHoe oBiaieHue JUCIUILUIMHON, TPe1yCMOTPEHHOE paboueil mporpaMMoii, perno-
JlaraeT BBIIOJIHEHUE Psiia PEKOMEH AU,

1. Crnegyer BHUMATENbHO M3YYUTh MaTEpHallbl, XapaKTepU3YIOUINEe Kypc U OMpPEeIsio-
M€ IETIEBYI0 YCTAaHOBKY. DTO MOMOXET YETKO MPEICTaBUTh KPYTI M3Y4aeMbIX MPOOJIEM U TIy-
OMHY MX MTOCTHXKEHUSI.

2. Heo6x01uMo 3HATh MOJOOPKY JIUTEPATYpPhI, JOCTATOYHYIO U HEOOXOIUMYIO JJIsl H3yde-
HUS npejuiaraemMoro Kypcea. [lpu 3Tom crneayer UMeTh B BUAY, UTO HY)KHA JIUTepaTypa pa3inuHbIX
BU/JIOB:

a) yueOHUKHU, yueOHbIE U YIeOHO-METOAUYECKUE TTOCOOUS.

0) MoHOTpaduu, COOPHUKN HAYYHBIX CTATCH, MyOJUKANNA B SKOHOMHYECKUX KypHAJIaX,
MPEJICTaBIISIIOIINE IMITMPUIECKUI MaTepual, a Takke MHOI00Opa3HbIe aCIIEKThl aHAJIM3a COBpe-
MEHHOTO pa3BUTHS OpraHU3aLuil;

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.

I) cymecTBytomue cranaaptel cepur LCO 9000

3. Wsyuas nutepatrypy, Cle€qyeT YSICHUTb OCHOBHOE COJIEp)KaHHWE TOM WJIM MHOW Ipo-
0J1eMbl, TPUUMHBI €€ BOSHUKHOBEHHUS U MOCIEACTBUSA ISl 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
JUTEPaTyphl O JAHHOW IUCLMIUIMHE, a TAKKE HA CEMUHAPCKUX 3aHATHUSAX C IPUMEHEHUEM BUIEO-
MaTepraioB, KOMIbIOTEPHBIX TEXHOJIOTHH, BBIITOJIHEHUHU TECTOBBIX paboT. B xo/e pemenus kelica
CTYAEHT JIOJDKEH NMPOJEMOHCTPUPOBATh CBOOOJHYIO OPUEHTAIMIO B 00JaCTH U3ydeHus Onbino-
rpauyecKux HUCTOYHMKOB, CTATUCTHUECKUX M (PAKTOJOTMYECKUX JTaHHBIX 110 TEME, OCBOEHHE
CMBICJIOBOTO €€ COJIeP>KaHUs U CIIOCOOHOCTH Kaue€CTBEHHO U TPaMOTHO 0(hOpMIISITE COOCTBEHHBIE
BBIBOJIbI M MIPENJIOKEHUS, @ TAK)KE€ KOMIIETEHTHO BECTH HAYy4UHYIO AMCKYyccHio. Kaxapblil cTyneHT
JIOJIKEH BBIIIOJIHUTH IPAKTUUYECKOE 3a/1aHKE TI0 IOCTPOCHMIO JI0Ma 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-HCCIE0BATENbCKUA MHCTUTYT KIACCH(HUKAIMHU, TEPMUHOJIOTHH U
UHPOPMAIIUH TI0 CTAaHAAPTHU3AINN M KayecTBY sBIsieTcs [ TaBHBIM HH()OPMAIIMOHHBIM IICHTPOM
[ocynapcTBEHHOIO KOMUTETA IO CTaHAApTU3alK U MeTposoruu. http://www.vniiki.ru/

5. "QUALITY - Menemxment kadecta u ISO 9000", JIokyMEHTBI U MaTepuajbl IO MEHEIK-
MEHTY KauecTBa, cranaaptam ISO cepun 9000, exxenneBHoe oOHOBieHue. http://quality.eup.ru/
6. Cepsuc it Ou3Hec-aHaTUTHKH. CepBUC MO3BOJISET MOIKIFOYATHCS K PA3IUYHBIM HCTOUHUKAM
JAHHBIX, CTPOUTDH BU3yaIH3alld, COOUPATh JAIOOP Ikl i ACTUTHCS MOTYYCHHBIMH PE3YIIbTaTaMH.
C nomompro Yandex Datalens Bbl MOXKETE OTCIICKUBATH TPOAYKTOBBIE 1 OU3HEC-METPHKH HAIIPSI-
MYIO U3 UCTOYHHKOB, YTOOBI IPHHUMATh PEUICHUs, OCHOBAaHHbIE Ha AaHHBIX. Yandex Datalens He
tapuduupyercs. https://cloud.yandex.ru/services/datalens


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

