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1. Henu ocBOeHMS AUCHUNIHHBI.
[{enbto ocBOEHUS AUCHUILIUHBL SIBISETCS (OPMUPOBAHKE KOMIETEHIIMI B 00JaCTH OpraHu3aluu
KaHaJIOB COBITA MPOIYKINH, a TAKKe 00ECIIeUeHUs TOCTYITHOCTH TTPOU3BOAMMOro GUPMOI mpo-
IyKTa C IEJbI0 BO3BpaTa BJIOXKEHHBIX B MPOU3BOACTBO U MAPKETUHT CPEJCTB U MOITYYCHUS MPU-

OBLIIH.

2. MecTO AMCUHUIIMHBI B CTPYKTYpe 00pa30BaTe/IbHON MPOrpaMMbl.
JucuumnirHa oTHOCUTCS K (pakynpraThBaM. J[aHHas TUCHUILIMHA OCHOBaHA HAa 3HAHMSAX, MOJIY-
YEHHBIX [IPU U3YyYEHUU TUCLHUILUINHBI «KOMIUIEKC MapKETUHIaY.

3. [lnanupyemMsle pe3ybTaThl 00y4eHH M0 JUCHHUILIMHE, COOTHECEHHBIE ¢ TUVIAHMPYeMbIMH
pe3yJbTaTaMM 0CBOEHNsI 00Pa30BaTeJIbHOM MPOrpaMMBbI

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

Ilepeyenn
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PUOPUTETHI co0-
CTBEHHOU Tpodeccuo-
HAJILHOW  JICSTEIIhHO-
CTH ¥ IeNd Kapbep-
HOTO POCTa.
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Tpedurens;

OCHOBHEBIC METObI HCCIICAOBAaHMS IIOBEIC-
HUS IOTpeOUTENs;

MOJIEJIH TIOBEJICHUS TOTPEOUTENS .

YMmeTs:

OTIPENIEeTISATh MOJECIb MOTPEOUTETHCKOTO BBI-
0opa pa3IMYHbBIX TUIIOB TOBApPOB.

Baagern:

HABBIKOM aHain3a (GakTOPOB, OKA3bIBAIOIINX
BO3JICHCTBHUE HA MOBEICHUE MOTPEOUTEIS

4. O0beM, CTPYKTYpPa U cojiep:KaHue U CHUIIHHbI

OO0mias TpyA0€MKOCTh JUCIIUTUIMHBI COCTABIISIET 2 3a4€THBIE €AMHUIIBI, 72 aKaJeMHUYECKUX Jaca.
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Conep:xanue pa3aeoB JTUCUUILIUHbI:
Tema 1. MapkeTHHTOBbIE METO/IbI U3yUEHUS MIOBEJCHUS MTOTPEOUTENS

Monenu noBeaenus norpedureneil. [Ipouecc npunatus pemenus o nokynke. CylnHoOCTs U Bapu-
aHTHI MOTPEOUTENHCKOTO BBIOOpa. DTambl Mpoliecca MOTpeOUTENbCKOTro peeHus. THIIbI mporec-
coB penienusi. CocTaBieHHe pa3BEepPHYTOro MOpPTpeTa MoTpeduTens. BolsBieHne npeanoyTeHnit
noTpeOUTENe, UX OTHOIIEHHS K ONpPEeICHHBIM MPOAYKTaM/MapKaM, CTeTIeHH HH(POPMHUPOBaH-
HOCTU 0 HUX. CEerMEHTHUPOBAHUE PbIHKA. AHAIN3 MOJIEJIeH MOKYNaTeIbCKOr0 MOBEACHUS. AHAIN3
[IEHOBBIX OXHJaHUHU moTpeOuTeneil. ITanbl coBepineHus Mokynku. Oco3nanue mpobnemsl. [1o-
UCK MH(QOpMAINK U OlleHKa BapuaHTOB. Pemenue o nokymnke. Peakius Ha nmokynky. Buasl map-




KETUHTOBBIX Bo3neiicTBuid. IlorpeOutensckoe moseaenue. Ilpocreiimas Moienb MoBeAeHUS MO-
tpebuteneil. [lorpedurenbckoe noBeeHUE B KaTEropusix KpuBbIX Oe3pasnnuus. Kpussie 6e3pas-
au4us ¥ Oro/KETHBIE orpannyeHus. [loTpedurenbckoe paBHOBECHE U KPUBast CIIpoca.

Tema 2. DopmMupoBaHue JIOSIIBHOCTH MTOTPEOUTEIIS

KonnenryanbHble OCHOBBI IICUXOJIOTHH OTPEOJICHUS KaK HANIPABICHUSI SKOHOMHYECKOM TICUXO-
noruu. ToBap, yciyra u ux aTpuOyThl KaK COIMAIBHO-TICUXO0JIOTHYECKHE KOHCTPYKTHI. [ToTped-
JIEHHE KaK O0BEKT SKOHOMHUYECKON IICUXOMOTHH. [ICHX0I0rHYecKni aHaIN3 SKOHOMHUYECKHUX 3a-
koHoMepHocTel. DakTopbl moTpedaeHus. [lorpedburensckue npeamnouteHus. [IpueMbl 1 MeTOABI
pekIaMHOro Bo3aelicTBus. OmpeieneHne ncuxorpaguaeckoro cerMeHTupoBanst. CerMeHTHPOBAHUE
pbIHKa MoKymnaresel. ['eorpaduueckoe cermenTupoBanye. [ToBeneHre moTpeOuTeNnst U CEerMEHTUPOBa-
HUe pbIHKa. VccnenoBanue J0SIbHOCTH KIMEHTOB. XapakTePUCTHUKA CETMEHTUPOBAHUS ITOTPeOU-
TeJeH, BBIOOP METOI0B (hOPMHUPOBAHUS JIOSIILHOCTH.

5. 06p330BaTeJ'[bele TEXHOJOTUH, B TOM YUCJI€ TEXHOJOIMHA IJICKTPOHHOI'O oﬁyqe}mﬂ H 1a-
CTAHIIMOHHBIC OﬁpaSOBaTe.}IbeIe TEXHOJOIMH, HCNMOJb3yEeMbI€ IIPA OCYIICCTBJICHUHA 06pa30-
BaTECJIbHOI0 IMpouecca 1mo IMCumuIJanHe

B nporniecce 00ydeHust UCTIONB3YIOTCS CIENYIOIKE 00pa3oBaTeIbHbIE TEXHOIOTHH:

AxageMuyecKasi JeKIMs — [10CJIA0BAaTEIbHOE U3JI0KEHUE MaTepualla pernoaaBaTeiem,
PACCMOTPCHUEC TCOPCTUYCCKUX U MCTOAOJOIrMUCCKHUX BOIIPOCOB AUCHHUILJIMHBI B JIOTUYCCKH BbI-
JepkaHHOM (opme. B mporiecce nekuuy npenojaBaresb CTUMYJIUPYET CTYJEHTOB K Y4acTHIO B
00CyXJI€HUU BOIPOCOB U BBICKA3bIBAHUIO COOCTBEHHON TOUKH 3pEHUs 00CyXkaaeMoil mpobiema-
Tuku. Llenn u TpeboBaHMs K aKkaJeMUYECKOM JIEKIIMU: COBPEMEHHBINH HAay4YHbIH YpOBEHb, HH(OP-
MAaTUBHOCTb, CUCTEMHOC OCBCHICHHUC KIHOYCBBIX MMOHATHH M TOJI0KEHUH T10 COOTBCTCTBYIOHIGI\/'I
Teme, 0030p U OlLIEHKa CYLIECTBYIOIEH Mpo0IeMaTHKH, 1Jaya METOAMYECKIX PEKOMEHIAIi CcTy-
JICHTaM JIJIsl JAIbHEHIIEro N3y4eHus Kypca.

IIpakTHyeckoe (ceMHHApPCKOe) 3aHSATHE — 3aHATHE, TOCBSIIEHHOE PAKTUYECKOI oTpa-
00TKE Y CTYACHTOB KOHKPETHBIX YMGHI/Iﬁ M HABBIKOB TP U3Y4YCHUHN AVCHUILIMHBI, 3aKPCITIJICHUTO
NOJYYEHHBIX Ha JIEKLIUU 3HAHUN U OLIEHKE pe3ysbTaTOB OOY4EHHUs B IMpollecce TeKYILIero KOH-
TPOJISL.

Ha nepBoM npakTu4eckoM 3aHATHH B BBOJIHOM YaCTH JIaeTCs MEPBOE LIEIOCTHOE NPEACTaB-
JICHUEC O JUCIIUIIIINHE. CTYIICHTI)I 3HAKOMSTCA C HA3HAYCHHUEM U 3ajadaMU JUCHUITIINHBI, eé POJIBIO
U MecTOoM B 0Opa3oBarenbHOil nporpamme. [Ipu 3TOM 03By4YHBarOTCS METOJMUECKUE U OpraHU3a-
IIUOHHBIC 0COOEHHOCTH pa6OTI)I B paMKax HaHHOﬁ AUCHUIIIMHBI, 4 TAKXKE JAaCTCA aHAJIN3 pEKOMCH-
yeMol yueOHO-MeTOIM4ecKoil uTepaTypbl. [IpoomKUTeNbHOCTh BBOJHOM YacTH COCTABIISET
He Oonee 10-15 munyT.

ITpu mpoBeeHNN NPAKTHUECKUX 3aHATHH HCIOIB3YIOTCS TaKMe HHHOBALMOHHBIE METOIbI
00yJeHus1, KaK JUaNor-codeceoBaHue, KOJUIEKTUBHOE OOCYKICHHE TEeMaTHYECKHUX BOIPOCOB,
pa3bop NPaKTUYECKUX CUTYAIMi, HOPMATUBHBIX JOKYMEHTOB, TEOPETHUECKUX U METOJUYECKUX
ACIIEKTOB 110 TEMaM AUCIIHUIIJINHEI. O6CY)KJIGHI/IG 1 OLICHKA ITPAaBHUJIbHOCTHU BBINTOJTHCHHBIX pa3jIny-
HOT'O THUIA 3aJaHHi, yKa3aHHbBIX B ()OHJE OLEHOYHBIX CPEACTB paboueil mporpaMmbl, IPOU3BO-
JUTCA KOJUICKTUBHO CTYACHTAMHU IO PYKOBOACTBOM IIPCIIOAABATCIIA.

KoncyabTanum — Buja y4eOHBIX 3aHATHH, SBISIOIIMECS OAHOM M3 (OpM KOHTPOJIS
CaMOCTOSITENTFHOW pabOThI CTY/ICHTOB B T€UCHHE ceMecTpa. Ha KOHCYNbTalHMsIX 110 WHUIIHATHBE
CTYACHTOB pPaCcCMaTpUBAIOTCA U 06CY)KI[aIOTC}I Pa3INIHBIC BOIPOCHI TCMATUKU IAUCHHUILINHBI,
KOTOPBIE BO3HUKAIOT Yy HUX B MPOLIECCE CAMOCTOSTEIbHON pabOTHI.



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

B mporecce ocymiectBiaeHnus 00pa3zoBaTeNbHOTO Mpolecca MO AUCHHUILIMHE HUCHOJb3Y-
I0TCS:
1) s popMHUpPOBaHUS MAaTEPHAIIOB ISl TEKYIIETO KOHTPOJIS YCIIEBAEMOCTH U MPOBEIACHHUS TIPO-
MEXXYTOUHOM aTTecTaluu, g GOpMUPOBAHUST METOANUYECKUX MAaTEPUAIOB MO TUCIUILINHE!

- nporpammel Microsoft Office;

- Adobe Acrobat Reader DC.

7. IlepedyeHb coBpeMeHHBIX NMPO¢ecCHOHAIBbHBIX 0a3 JaHHBIX U MH(POPMALMOHHBIX CIIpa-
BOYHBIX CHCTEM, HCII0JIb3yeMbIX NPH OCYLIeCTBJICHUHN 00pa30BaTeJIbHOIO IpoLecca 1o Auc-
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 OCHOBHOIi M /IOTOJHUTEIbHOI y4eOHOM JINTEPaTyphl, pecypcoB UH(OpMAIU-
OHHO-TeJIEKOMMYHUKAIMOHHOH ceTu «HTepHeT» (IPH HEOOXOAMMOCTH), PEKOMEHyeMbIX
AJI51 OCBOEHUS TUCIHUILINHBI

a) OCHOBHas JINTepaTypa

1. Boxyk, C. I'. MapkeTruHroBbIe HccinenoBanus: yaeOHuk i By3oB / C. I'. bBoxyk. — 2-
€ u3A., uctnp. u gon. — Mocksa : M3natensctBo HOpaiit, 2022. — 304 ¢. — (Beicmee o6pa3oBa-
aue). — ISBN 978-5-534-08764-2. — Tekct : anekTpoHHbIi // OOpa3oBarenbHas miaTdopma
FOpaiit [caiiT]. — URL: https://urait.ru/bcode/490827 (nata oOpamenus: 28.02.2022).

2. Unwpun, B. U. Commonorus nmorpebiaeHus : yaeOHUK 11 By30B / B. U. Unbun. — 2-¢
u31., ucnp. u aon. — Mocksa : M3narensctBo HOpaiit, 2022. — 433 c. — (Bricee obpa3oa-
aue). — ISBN 978-5-534-08321-7. — Tekct : anekTpoHHbIi // OOpa3oBarenbHas miaTdopma
FOpaiit [caiit]. — URL: https://urait.ru/bcode/492347 (nata obpamienus: 28.02.2022).

0) 10MOJIHUTE/ILHAS JIUTEepaTypa

1. OBcsiHHUKOB, A. A. CoBpeMeHHBbII MapkeTHHT. B 2 u. YacTs 1 : yueOHUK U TPaKTUKYM
it By30B / A. A. OBcsiHHUKOB. — MockBa : UznarensctBo FOpaiit, 2022. — 374 c. — (Bricmee
oOpazoBanue). — ISBN 978-5-534-05049-3. — Texkcr : anekTpoHHbIH // OOpa3oBaTesbHas miat-
dopma Opaiit [caiit]. — URL: https://urait.ru/bcode/492893 (nara obpamenus: 24.01.2022).

2. OBcsiHHMKOB, A. A. CoBpemMeHHbI MapkeTuHT. B 2 u. YacTh 2 : yueOHUK U PAKTUKYM
it By30B / A. A. OBcssHHUKOB. — MockBa : UzmarensctBo FOpaiit, 2022. — 219 c. — (Bricmiee
oOpazoBanue). — ISBN 978-5-534-05052-3. — Texkcr : anekTpoHHbIi // OOpa3oBaTebHas Mat-
dopma Opaiit [caiit]. — URL: https://urait.ru/bcode/493323 (nara obpamenus: 24.01.2022).

B) pecypchl cetu «MHTepHET»:

1. DnexkTpoHHBII KaTaJor Hayunoi O6ubaMoTeKn Apl'y
(https://www.lib.uniyar.ac.ru/opac/bk_cat_find.php).

2. DOmnektponHas oubmmoreuHas cucrema (OBC) m3marenscrBa «tOpaitr» (https://www.
urait.ru).

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

4. Hayunas snexkrponnas oudmuorexa (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://lwww.marketing.spb.ru - MapkeTHHroBbIii TOpTaN «DHIMKIONEAUS MapKe-
TUHTa». Ha ceropHsmHmii 1eHs HanboJiee TOJTHOe COOpaHNe HAYYHBIX CTaTel, KHUT U aHAJTUTH-
yecKux 0030poB U3 0bactu MapketuHra. Ha caiite npencraBinena oomupHas OM0IMOTeKa, CTPYK-
TypUpPOBaHHAs TI0 Pa3/ieliaM MapKeTHHTa.

6. http://marketing.rbc.ru/ - Ha caiite npeacraBieHbl aHATUTHKA U 0030PbI PHIHKOB, ITPO-
BEJICHHBIC KOMITAHUEH POCOM3HECKOHCAITHHT

7. http://raexpert.ru/ - RAEX («Qkcnept PA») — kpymnHeiiniee B Poccun MmexryHapoiHoe
pelituaroBoe areHTCcTBO ¢ 20-nmetHeli uctopuein. RAEX («Qxcriept PAy) siBnsiercs munepom B 00-
JaCTH PEUTHHIOBAHMS, & TAKIKE UCCIIEIOBATEIILCKO-KOMMYHUKAIIMOHHOW JACSATSILHOCTH.

8. https://cloud.yandex.ru/services/datalens - 3To cepBuc mns O6usnec-ananutuku. Cep-
BUC TI03BOJISICT TOAKIIIOYATHCS K PA3JIMYHBIM MUCTOYHUKAM JaHHBIX, CTPOUTh BU3YaIH3aLUH, CO-
Oupath namoopIbl U ACTUTHCS MOTYyYeHHBIMU pe3ysbraTtamu. C nomomnpio Yandex Datalens Bbr
MOYKETE OTCIICKUBATH MIPOJAYKTOBBIC M OU3HEC-METPUKH HANPSMYIO U3 UCTOUYHUKOB, YTOOBI MTPHU-
HUMATh PEIICHHUs, OCHOBaHHbBIC HA JaHHBIX. Yandex Datal.ens He Tapuduimpyercs.

9. MartepunajibHO-TeXHHYecKasi 6a3a, HeoOXoAUMas /ISl OCyLeCTBJIeHUsI 00pa30BaTeIbHOI0
npouecca no AUCUMILINHE

MarepuanbHo-TeXHUYECKas 0a3za, HeoOXoauMast JJIs OCYIIECTBICHUSI 00pa30BaTEIHLHOTO
npoliecca 1o JUCLUILIMHE BKIIOYAET B CBOM COCTaB CHELMAIbHbIC TOMELCHUS:

- yueOHbIe ayTMTOPHH ISl IPOBEICHUS 3aHATUH JIGKIIMOHHOTO TUTIA;

- yueOHble ayTUTOPUHU 1JIs IPOBEJICHHSI TPAKTUYECKUX 3aHATUH (CEMUHAPOB);

- yueOHbIe ayTUTOPHH ISl IPOBEICHHSI TPYIIIOBBIX M WHAWBUYAIBHBIX KOHCYIbTAIINN;

- yueOHble ayAUTOPUH JIJIsl IPOBEIEHUS TEKYIIEr0 KOHTPOJISA U IPOMEKYTOUHOM aTTecTa-
1y,

- IOMEUICHHUS JJIsi CAMOCTOSITENIbHON pabOThI;

- MOMEUICHUS TSI XPAaHEHUS! U MPO(YUITAKTHYECKOTO 00CTY)KMBAHUSI TEXHUYECKUX CPEJICTB
o0OyueHusl.

CrienmanpHble TIOMEIIEHHSI YKOMIUIEKTOBAHBI CPEACTBAMU OOYYCHUS, CIYKAIIUMH JUIS
npezcTaBieHus yueOHoi nHpopmanuy 60IbIION ayAUTOPHUH.

[TomemieHust 411 caMOCTOSITENIBHON pabOThl O0YYaroIMXCsl OCHAILEHBI KOMITBIOTEPHON
TEXHUKOM ¢ BO3MOKHOCTBIO MOKIIOUEHHs K ceTu «HTepHeT» u obecneueHneM JoCTymna K 3JIeK-
TPOHHOM MH(OpMaMOHHO-00pa3oBaTenbHoi cpeae Apl'Y.

ABTOD:

JlonieHT Kadeaps! ynpaBieHus U Ipeanpu-
HUMAaTENbCTBA, KaH/. DKOH. HayK H.A. CrapkoBa

O0JIHCHOCHIb, YUeHasl CIenetb U.0. @amunusn
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https://cloud.yandex.ru/services/datalens

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

DoH/1 OLIEHOYHBIX CPEACTB
JJIs1 MPOBe/IeHUsI TeKyllel U MPOMeKYTOYHOM aTTeCTALMHU CTY/IeHTOB
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 3aJaHUSI 1 HHbI€ MATEPHAJIbI,
HCNOJIb3yeMble B Mpoliecce TeKylleil arTecTaluu
(xommnerenuus YK-6, unauxarop YK-6.1)
Tema 1. MapKeTHHTOBBIE METOABI H3yYCHHUS IOBEJACHUS IOTPEOUTEIS
Keiic. JOCTYIHBINA CYIEPIPEMUAYM

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

ToBapbl «<HOBOM POCKOLINY MPUHLIUIHAIBEHO OTJIMYAIOTCS OT TOBAPOB «CTApOI POCKOILIN.
[Torpebnenune «cTapoil pocKOLIM» OCHOBAHO B IEPBYIO OYEpE]b HA CTaTyce, Ha BO3MOKHOCTH
IPOIEMOHCTPUPOBATH OKPYKAIOLIUM CBOIO 3HAYMMOCTb U OOraTcTBO. A BOT JIIO/IU, CTPEMSIINECS
K 00JalaHUIO TOBapaMH «HOBOHM POCKOIIN», B TIEPBYIO OY€peNb XOTAT SMOIMOHAIBLHO TOJIEp-
*atb cels, 10CTaBUTh cebe ynoBoiabcTBUE. «CTapast pOCKOIIbY» — 3TO BBICOKUE 1IEHBI, JIIOKCOBOE
Ka4ecTBO, ANIMTapHbIe Mapku. «HoBasi pocKoIIb» — 3T0 00JIee TOCTYIHBIE IEHBI, BRICOKOE Kade-
CTBO, HE CaMble M3bICKaHHbIE, HO 0€3yCIOBHO NpecTukHble OpeHabl. Hanmpumep, aBToMoOmIIb
Rolls-Royce, cymouka ot Chanel wmu yackt Patek Philippe — 3T0 «cTapas pockoliby, a BOT CTH-
panbHast MamHa Whirlpool, Boaka Belvedere nian aBromoouns BMW — «HoBas». «HoBas poc-
KOILIb» — 9TO TOBaphbl, 3aHUMAIOLIUE «TEIUNIEHbKOE MECTEYKO» Ha PHIHKE MEXy IKOHOM-KJIaCCOM
U JIFOKCOM.

Yucno cpemqHux aMepuKaHIEB, KOTOPBIE CETOTHS JKETar0T M MOTYT IUIATHUTh 32 TOBApHI
«HOBOW POCKOIIIN», €XKETroIHO yBenuunBaeTcs Ha 15 %, a 00beM Mmpoaak 3TUX TOBApOB B MPO-
nutoM roay coctaBuit 400 mupa 1osu1. OCHOBHBIE KaTETOPUU TOBAPOB, 3a KOTOPBIE aMEPUKAHIIBI
«TOTOBBI IJIATUTH OOJIBIIIE», — TO TOBAPHI IS 1oMa (TIPEKIe BCETo /Ul KyXHHU U BaHHOM ), aBTO-
MOOWJIN, TPOIYKTHI IUTAHUS, PECTOPAHBI M TOBAPHI 10 YXOy 3a coboil. [louemy cpennuit amepu-
KaHell, TPaJuIMOHHO B OCHOBHOM CBOEH Macce OTJaBaBILIUil MpeANoYTeHHE JeIeBOMY (YHKIIH-
OHAJBHOMY TOBAPY, HEOXKHMIAHHO 3aX0TeN «pockomm»? OnHa U3 TJIaBHBIX MPUYNH, CYUTAIOT aB-
TOPBI KHUTH, — 3TO <OKEHCKasl peBoitous» B Amepuke. Yucno pa3zsonos B CILIA cymiecTBeHHO
BO3POCIIO, KEHIMHBI CTaIH OOJbIe padoTaTh W 3apabaThIBaTh, OHM HAXOJATCS B IMMOCTOSHHOM
MIOKCKE OYEPETHOTO MapTHepa U MOATOMY TPATAT MHOTO JCHET Ha ce0s, B CeMbe JKEHIIUHBI ITPH-
HUMAIOT PEIICHHS O MOKYIKaX, UX BKYCOBBIEC MTPEIIIOYTCHUS SBISFOTCS JOMHUHHUPYIOIIAMH.

JlpyrumMu pUYUHAMHU SBJISIFOTCSI POCT PEANbHBIX JOXOJ0B HACEJICHHUs, SKOHOMHUS CPEICTB
3a CUeT JUCKAyHTEPOB, U3MEHEHHsI BO BKyCax U Ipoyee.



Crano MeHAThCS U NPEUI0KEHNE TOBAPOB Ha phIHKE. CEroiHs aMepUKaHCKask UHTyCTPUS
«C03aHus NOTPeOHOCTEM» JOCTUIIIA CBOETO IMpeJieNa, U aMepUKAaHCKUE POU3BOAUTENHN B ITOKMC-
KaxX YHUKaJIbHBIX PHIHOYHBIX HUII CTAJH YACNATh OOJbIe BHUMAHUS [TOMCKY HHHOBAIU, B TOM
YHCJIE YMOLNOHAIIBHBIX.

— boiitecy cpeanero! Her cpennero norpebutens! Her cpenneii uenst! Her cpeanero
npoaykrta! [locepennne Bam yrpoxaer cMepth! — npenocreperaer Maiikin Cunbbepcraiin. Cero-
JIHS, CYMTAET OH, IyTh K IPOLBETAHUIO KOMIIAHUU JICKUT Yepe3 UHANBUyaTU3alMIo0 IPOIyKTa,
HOBBIIIEHUE €T0 LIEHBl, IKCIUTyaTaluio (heHOMEHa «IIPUTAraTelbHOCTH Jopororo». Ho mpu sTom
CO3JIaHHBIN MPOIYKT JOJDKEH UMETh PeabHbIC TEXHUYECKHE U (PYHKIIMOHAIBHBIEC TIPEUMYIIIECTBA
Y BBI3BIBATH y ITOKYIATEIs YMOLMOHAIBHYIO IIPUBSI3aHHOCTb...

[To muenuto r-Ha CunbBepcraiiHa, eHOMEH TOTOBHOCTH MOKYIATENCH MIATHTh OOJIbIIe
CeroJiHs HabJI0JaeTCsl HA MHOTUX PbIHKaX — OPUTAHCKOM, SITOHCKOM, CKaHJAMHABCKOM... boib-
LIMe NEePCIEKTUBBI Y TOBAPOB «HOBOM POCKOILIM» U HAa POCCUMCKOM pbiHKE. M mpousBoaurenu
TOBapOB «MacCOBOT0 IpECTHXKa» y Hac yxke ecTb. Hampumep, komnanum «/lukas opxunes»,
OnunnoBckast konaurepckas gadpuka («A. KopkyHnos») u «Tuabpkodd». OHn cmornum mpencra-
BUTh MOTPEOUTENIO HE IPOCTO KAaUECTBEHHbII TOBap, HO U JIETeHy, UCTOpHUto, Opena. U um yna-
JIOCh 3aHATH 00JIee TOPOTYI0, 10 OTHOIIEHUIO K KOHKYPEHTaM, PhIHOUYHYIO HUIILY.

IlepcnekTHBBI Y POCCHICKOIO phIHKA TOBApPOB «HOBOM POCKOLIN», O€3YCIIOBHO, POCKOILI-
Hble. Ecniu B AMepuke «reperiaTuTh» — 3T0 HeOXKHIaHHbIH (heHoMeH, To B Poccun «okuTh HE 110
CpeAcTBaM» — IITyOMHHAs KyJIbTypHas TPaJULIMSL.

Bonpocsl

MOHO 71 TOTOBHOCTh aMEPUKAHLIEB «IUIATUTh OOJIbIIE» Ha3BaTh PAaLlMOHAIbHBIM IIOBE-
JeHueM?

Her 11 npoTuBopeunss MeXy 3aKOHOM CIIPOCa U TOTOBHOCTBIO aMEPUKAHIIEB «II€peIuia-
YUBATbHY 32 TOBap?

ITpoananuzupyiite pakToOphl, MOBIEKIINE POCT CIIPOCA CPETHUX aMEPUKAHLIEB, TPAAUIIU-
OHHO B OCHOBHOHM CBO€H Macce OT/IaBaBLIUX MPEANOYTEHHE JEIIEBOMY (PYHKIIMOHAIBHOMY TO-
Bapy, Ha TOBapbl «POCKOLIN»?

B ueM cyTb KOHIIENIIMM HE3aBUCUMOCTH MOTpeduTeNns? Pa3nnyaroTcs a1 NOHATUS «CyBe-
PEHUTET» U «HE3aBHUCUMOCTb OTPEOUTENSI»?

«boiitecs cpennero! Her cpennero norpedutens!.. Her cpennero npoaykra! Ilocepennne
BaM yrpoxaet cMepTh!» K kakoMy THITHYHOMY BIUSHHUIO BKYCOB U ITPEINIOYTEHUH TOTpeduTenei
Ha MOBEJIEHUE IPYrux norpedureneii anemmpyer Maiikn CunbBepcTaiiH?

HazoBure apyrue 3¢ ¢exTsl, TpoTHBOpEYAle KOHIENIUH HEe3aBUCUMOCTH TOBEICHUS
norpedurens. OObACHUTE, B YEM UX CYTb.

Kpurepun ouneHKH BBINOJTHEHHUS KeHca
Keiic siBisiercst oiHUM U3 c10co00B 3P PEKTUBHOTO IPUMEHEHHUS TEOPHU B pealIbHOM KU3HU Yepe3
pelieHne yueOHO-KOHKpEeTHBIX cuTyanuil. Kelic-meTon nmpenycmarpuBaeT ONMCcaHKue OIpeiesieH-
HBIX YCJIOBUH M3 JIEHCTBYIOIIEH MPAKTUKH, YTO OPUEHTHPYET CTYJIEHTOB HAa MOHUMAaHHE IPO-
0JieMbl 1 TOMCK BapHaHTOB €€ pelIeHus uepe3 (popMyIMpoBaHUE OTBETOB Ha MOCTaBJIEHHbIE BO-
IIPOCHI.
Pe3ynbTar BBIMOIHEHMS KEIC OLEHUBAETCS C YUETOM CIEAYIOUINX KPUTEPHEB:
— chopMynupoBaHBI OTBETHI Ha BCE MOCTABIEHHBIE BOIIPOCHI;
— OTBETHI Pa3BEPHYTHI, B TOCTATOYHOH CTETICHN apryMEHTHPOBAHBI;
— OTBETHl OPUTHHAIIBHBI, IPUCYTCTBYET BBICKa3bIBAHWE COOCTBEHHOI'O MHEHHUS O CYIIECTBY pac-
CcMaTpUBaeMOll MpoOIEMBI.
Ecnu pe3ynbTar BHIOTHEHUS Keiica COOTBETCTBYET 0003HAUEHHOMY KPUTEPHIO, CTYACHTY MpPHU-
CBaMBAETCs OJIUH 0asut (3a KakIbIi KpuTepuii o 1 6amny).
Kpurepuu onieHuBaHMs BBITIOJIHEHUS Keiica.
OrieHKa «OTJIMYHOY» — TIPH Habope 3 Gaios.
OrneHka «xopoIio» — pu Habope 2 0aoB.



OreHKa «yIOBJIETBOPUTEIHHO» — Ipu Habope 1 Gama.
OmueHka «HEeyIOBICTBOPUTEIHHOY» — OaJIbl HE HAOpaHHbI.

Tema 2. ®opMupoBaHUe JOSUIBHOCTH MTOTPEOUTEIS
TEJEKOM: KAK «<BMJIAHH» ITPEOJIOJIEJI KATACTPO®UYECKHI PA3PLIB
MEXAY KPUTUKAMU U IPOMOYTEPAMU

BonbIIMHCTBO KPYIHBIX UTPOKOB TEIEKOM-phIHKA U3MepseT noka3atesnb NPS. B Hekoro-
PBIX CIIydasx OH CTajJ BEChbMa BaXKHBIM U TPEBOXKHBIM CUTHANIOM. Tak, cpeu oneparopoB «00Jib-
ot Tpoiiku» y «bunaitna» Obu1 3adukcupoBan cambiii HU3kuid NPS B 2013 roxy. Oanako Giia-
roaapst 00bsiBieHHOM B 2014 roy KIMEHTOIIEHTPUYHON CTPaTeTuy, KOMITAHUH YJAJIOCh MTOTHATh
ATOT MOKa3aTesb M BILIOTHYIO npubim3utees K MTC, yBepser I'eHepanbHblil qupekTop «BpiM-
nejaxkomay Muxauir Ciio0oauH.

«Mbwi 6 IV keapmane 2013 2. 3aghuxcuposanu, Kk coxcanreHuro, UCMopuUyecKull Aahmupexopo
bananca medxcoy memu, Kmo HAC peKoMeHoyem, U memu, Kmo HAc Kame2opuiecku He peKoMeH-
oyem. Pa3pwié ¢ Hawumu KonKypenmamu 6vi1 npocmo kamacmpoguueckuti. Cetiuac yice MOHCHO
00 5MoM 2080pumMs — MO20a Mbl CKPOMHO 00 2Mom ymanyueanu. Tom pazpvié, KOMopbwlil Mol
umenu 6orvuie 200a HA3A0, MAKO20 8 UHOYCMPUU NPOCMO Heab3si donyckamv. M smo, coo-
CMBEHHO, OMPA3UIOCH 8 OMMOKe Haulell K1o4egoll Kiuenmckotl oaszvl. B 2014 2. mvt uneecmupo-
641U 6 MO, UMOObL KTUEHM HAM CHO8A HAYAl 008EPAMY U Nepecmail Om HAC Dexcamov KaxK yepm
om nadaua. M na npomsdicenuu nocieOHux yemuipex Keapmaios mMvl NOC1e008amMeNbHO YIyuuiaem
9mom noxkasamenv, nepsvie 6 ucmopuu «Bvimnearkoma» 3a nocieonue name aem. Ceuuac Mol
noumu cpasuanuce ¢ MTC, uymb-uyms ocmanoco 0o «Mezagonay, — pacckazan CnoOoAKuH B
MHTEPBBIO «BenoMocTsimy.

Kpowme Toro, B mapre sToro roga kommnanus «BeimmenKom» coobrimma o 3amycke CUCTEMbI
cOopa, aHanm3a U 00paboTKK 0OpaTHOM CBsI3HM, OCHOBaHHOUM Ha mpuHImne NPS, oT kiueHTOB,
NMOAKJIIYUBIINXCS B IWJIEPCKUX CAJIOHAX.

B nunepckux canoHax cucreMa paboTaeT Tak ke, Kak U B COOCTBEHHBIX KaHaax «bumaitn»
— B Buze SMS-onpoca. CooOI11ieHust MOCTYMAKT ¢ KOPOTKMX HOMEPOB U coJiepxkKar 6 BOIIPOCOB.
Omnpoc nocrynaer KIUeHTY yepe3 24 AHs nocie 00CayKUBaHUS B AUJIEPCKOM CaJIOHE.

Nudopmanus, momydeHHast OT KIMEHTOB, JOXKHUTCSI B OCHOBY PEIlIEHHUs] YaCTHBIX BOIIPOCOB
U CUCTEMHBIX ITPO0JIEM, TOBOPUTCS B OPUIIMAIEHOM cooO1IeHnH KoMianuu «BeimnenKomy.

BAHKHM: NPS IIOKA3AJI XOPOIIN YPOBEHD JIOSIJIbBHOCTH B2B-KJIMEH-
TOB

BonpmnHcTBO 6aHKOB M (PMHAHCOBBIX OpPraHU3aIMil Ha €KEeKBapTaIbHOW OCHOBE MPOBO-
JST aHaJIM3 KIIMEHTCKUX JIaHHBIX, B TOM YHCJIE IO MPOJIyKTaM, IIaTeXaM U HHIUKATOpaM JIOSIb-
HocTU. Cpein OCHOBHBIX MOKa3aTeNnel WHACKC JIOSUIBHOCTH MOTpeOUTENeH.

Tak, B deBpane 2015 r. Op11 npoBeaeH Becepoccuiickuii onpoc HA®U (HaunonansHoro
areHTCcTBa (DMHAHCOBBIX MCCIEI0OBAHUI), B X0JIe KOTOPOro OTBeyanu Ha Borpockl 500 pykoBoms-
HIMX COTPYAHUKOB MPEANPUATHI Maoro, CpeIHEro U KpyrnmHoro OusHeca B 8 ¢peiepaibHbIX OKPY-
rax Poccun.

OHn moxkazai, 4To 00JILIIHHCTBO NPeANPUHUMATE/Iel T10BOJIbHbI KA4eCTBOM 00CJIYKH-
BaHUS B CBOeM 0aHKe, XOTS JIOSUIBHOCTD IPOSBIISAIOT HEBBICOKYI0. CpenHee 3HaueHue NPS B
cermeHnTe b2b cocrasisieT 26% : UMEHHO CTOJBKO PECTIOH/ICHTOB yIOBJIETBOPEHBI PabOTOM Kpe-
JTUTHO-(DUHAHCOBOTO YUYpPEX/IEHUsS, HO HE CIIEHIaT COBETOBATh €ro JAPYruM. JTOT MOKa3aTesb
CBH/IETEJILCTBYET O cpelHell mo3unuu. PekoMeH10BaTh CBOM OCHOBHOUM OaHK TOTOB KaXKIbIH
BTOpOi onpomeHHblit (50%0). Eme 24% pecnoHIEHTOB paccMaTpUBAIOT albTEPHATUBHOTO IO-
cTaBIMKa (DMHAHCOBBIX yCIIYT. BosbIlie Bcero mpoMoyTepoB OKa3alloCh CPpeu KOMIaHUM, OCHO-
BaHHBIX B iepuoa ¢ 1991 no 2000 roxa u mpenacraBuTeneit cpennero ouzneca. B cBoto ouepens,
HEUTPAJIbHYIO TTO3MIIUIO Yallle 3aHUMAIOT MPEANpUsITHs, co3nandbie B 1990 roay u pansiie.

Taxoitf moka3atenb ObUT MO3UTUBHO OlleHeH dKkcnieproM HA®U. Jlobanosa MpuHa, pyko-
BOJUTEND JlermapTamenTa uccienoBannii 6ankoBckoro cekropa HADU:



«Cpeonum noxazamenem NPS npunamo cuumams 10-15%, oonaxo mHozoe 3asucum om
cneyuguru pvinka. <...> [{na ¢unancosou ompaciu, 20e 3aumooericmeue ¢ KiueHmom Hocum
ONUMENbHBIU XapaKmep, a KOMMYHUKAYUS OCYUWeECMBIIAemcs Yepe3 MHONCECE0 KAHANL08, 0CO-
OeHHO 0Nl ceeMeHma IPUOUYECKUX TUY, CPEOHUM MONCHO cyumams noxkazamens 6 25-30%. B
meKyweu cumyayuu, Koeoa cpeoree 3naienue UHOeKcd no poulHKY pasHo 26%, MO*CHO 2080pUNb
0 Mmom, ymo paboma 6o.1vLUel HACMU OAHKO8 N0 POPMUPOBAHUIO NPOOYKIMOBOU TUHEUKU, NPOOSU-
JHCEHUIO PAZIUUHBIX CEPBUCO8 U KOHMPOIIO KAYecmed OOCIYHCUBAHUS O0CMAMOYHO IPdeK-
muenay.

ABTOITPOM: 10 100 MJIH PYB. TPATAT HEKOTOPBIE ITIPOU3BOJAUTEJIN
JJIs1 HOBBILLEHUS NPS

B 2015 r. oxunaercs CUIBbHOE PacCIOCHUE aBTOMOOWIBHOTO pPhIHKA. MeXIy TeM Kara-
cTpodbl MOKHO M30€KaTh MyTEeM BBEJCHHS HOBBIX MOJIEICH OM3Heca, cooOImaercs B KypHaje
«Komnanus».

YToObl cClacT AUJIEPOB OT HUX XK€ CaMHUX, MEHEI)KMEHT T'OJIOBHBIX MPEJCTaBUTEILCTB ABTOKOM-
MIAHUH MTOIIe Ha KPYThIE MEPBI, B3SIBIIIUCH MEHAThH HE TOJBLKO MOJIE)Ih OM3HECA CBOUX IMAPTHEPOB,
HO U CO3HaHue o/icil. ByKkBajbHO CHJ10ii HHOCTPAHHBIE KOHLEPHBI 32CTABJSIOT POCCUHIICKUX
JUJIEPOB BHICTPAMBATH OTHOIIEHHUS ¢ KJIHEHTAMH MO-HOBOMY. [ JIaBHBIM KPUTEPHEM OIICHKH
takux oTHomeHui B CLLIA u EBporne aBnsiercs unaexkc NPS.

Tax, B Hos0pe 2014 rona areHTCTBO «ABTOCTAT» B paMKax HCCIIEIOBaHUS yI0BIETBOPEHHOCTH
POCCUICKHX BiaJieblleB aBTOMoOMUIIEM U nuiepoM paccunurtano NPS. Jlugepamu pelitunra siBisi-
1otcst Openapl Mercedes-Benz (70%) u Land Rover (68%). B TOII-10 u3 MaccoBbix OpeHIOB
Bouutu KIA (62%) u Skoda (57%). UeThipe MecTa B «IeCATKe» - y AMOHCKUX OpeHmoB — Mazda
(61%), Subaru (60%0), Lexus (57%), u Toyota (56%0). B nuaepsr noman u Volvo (60%), 3aHsB-
M CeABMYIO CTPOUKY. SIBHBIMU ayTcaiiiepaMHu pEeHTHHra OKa3aluch MPEACTaBUTEIN OI0KET-
HbIX Mapok — LADA (5%) u Daewoo (8%).

/\/ABTOCTAT
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Vxe ceiiuac, 4T00bI MOBBLICUTH pedTHHr NPS, HekoTOpbIe KOMIIAHMH, TAKHEe KaK
Land Rover wiu Mazda, tpaTsat xo 100 muin py0. B roj, 3acbuiatoT K AWJIepaM HE3aBUCUMBIX
MEHE/IKEPOB 110 Ka4eCTBY, 3allyCKAlOT OHJIAMH-CEPBUCHI 3aKa3a 3am4acTeld, I71€ OTMEYal0TCs BCe
orepaiuu ¢ JAeTalsMu ajs n30exxanus KpuBOTOIKOB. Ha oHnaitH-pecypcax co3garoTcs JIMYHbIE
KaOMHETBHI JJIs1 TT0JIb30BaTeNeH, a K KIIMEHTaM MPUKPETUIISIOTCS «II0KU3HEHHBIE» MEHEKEPHhI, KaK
B Volvo, THYHO OTBETCTBEHHBIC 3a TOT WJIM MHOW peMOHT. B utore peitituar NPS kosnebnercs B
MI0JIO’KUTEIBHYIO CTOPOHY.

3JEKTPOHUKA: BBICOKHI NPS ITO3BOJINJI HUAWEI OKA3ATHCS B
TPOWKE JINJIEPOB

WNunexc NPS nHapaBHe ¢ TaKMMM BaXKHBIMU [TOKa3aTeIsIMU KaK yY3HaBaeMOCTh OpeHa u3-
MEpSIETCS MHOTUMU MEKyHapOJHBIMU UCCIIEJOBATEILCKUMHU ar€HTCTBAMU B TOM YHUCIIE /IJISl aHA-
JIM3a U CPAaBHEHUS KPYMHEUIIINX UTPOKOB OJTHOM OTpaciiu B pa3HbIX CTpaHax Mupa. Tak, areHTCTBO
IPSOS B 2014 rogy mpoBeno ompoc B 32 cTpaHax OTHOCUTEIHLHO OPEHIOB 3JIEKTPOHUKH.
CornacHo pe3ynbTaTaM 3TOro UCCIIeI0BaHus, y3HaBaeMocTh Openaa Huawei mossicunachk ¢ 52%
B 2013 1. 10 65% B 2014 r. OTO 03HAYaAET, YTO MOYTHU JIBE TPETH MOTPEOUTENEH B 3TUX CTPAHAX
sHaroT Openn Huawei. CornacHo nanaeiM [IPSOS, nokasarens Net Promoter Score kutaiickoro
BeHopa goctur 43%, uro mozBonmiio Huawei okazaTtbes B TpOWKE BEIYIIMX OpEHIOB B paMKax
JAHHOTO HMCCJIeI0BaHus, IPONyCTUB Briepea nuiib Apple u Samsung. biarogaps Takum BbIco-
KHMM MOKa3aTe/JIAM KUTAHCKUH BeH10p B 3TOM roJy IJIAHHPYeT CKOHLIEHTPUPOBAaTh BHUMA-
HHeE HA MOJIeJISIX BBICOKOI0 KJIacca, MPUHOCAIINX OOJBIIYI0 TPUOBLIE.

ABHUANIEPEBO3KHU: NPS IOATBEP/NJ YCIIEHHIHOCTH BUBHEC-MOJIEJIN
BIOI’KETHOM «ITOBE/IbI»

Koncanrunrosas ¢upma Bain & Company, B KOTOpOi MHOTO JIeT popaboTaji cam aBTop
metona NPS Paiixenb/, ceroHsi ycrenrHo COTpyIHUYAeT ¢ MHOKECTBOM OpraHU3alluii 10 BCeMy
MUDY, U3Mepsis A1 HUX YPOBEHb MOTPEOUTENbCKOM J0osabHOCTH. OTHUM U3 TaBHUX OOBEKTOB
W3YYEHHUs SIBISIETCS CEKTOP aBHUAINEPEBO30K M KPYNHEHIIME €ro UIPOKUM BO BceM mupe. Tak,
rpyrmma «A3poduioT» Ha MOCTOSHHON OCHOBE MCIONB3YeT MoKkazaTesnb NPS, paccuntannbrii Bain
& Company, /Ui aHasnM3a OpeHsia U exkeKBapTaibHOM oTueTHOCTH. [locneaHne roibl HHIEKC JIo-
AJBHOCTU «A3po(dI0Ta» MoKa3bIBaeT CTAOUIBLHBIA POCT, HO HanboJee xopolre nokazarenu NPS
CEeroJIHsA Y €ro «J104KW» Oro/pkeTHON aBnakoMnanuu «Ilobenay.

Tak, «Ilobena» yxe Ha mepBOM roay paboThl IPOJIEMOHCTPUPOBAIa BBHICOKUI YPOBEHbD JIO-
AIBHOCTH CBOMX Maccaxupos. O6 3ToM B deBpaie 2015 roga opunuanbHO cooOIMIa KOMIaHUS
B cBs3u ¢ nepeBo3koil 100-TeicauHoro maccaxupa. [lo ganHbIM uccienoBanust «Bain &
Company», NPS «IToGeab» cyiiecTBEHHO MPEB301Ie TOKa3aTeau OONBIIMHCTBA HE TOJIBKO pPOC-
CUHCKHX, HO U EBPOIEHCKUX aBHAKOMITAHWHU, cocTaBuB 72%. Takum o0Opa3oM, HHJIEKC KIUCHT-
ckoif nosmbHOCTH «Il0Genbl» naxe BhIIIE, YeM Y caMoro «A3poduioTa». X0Ts CTOUT OTMETHTb,
g10 NPS «Aspodmora» Bozpoc B 2014 roxy Ha 9% 110 CpaBHEHHUIO C IPEIBITYITAM I'0J1oM J10 67%0.

Taxoii xopommii noka3zarenb NPS «Ilo0eab1» roBOpUT He TOJBKO 0 10CTATOYHO BBICO-
KOM Ka4iecTBe CepBHCa, HO M 0 BOCTPeOOBAHHOCTH 0I0/I’KETHBIX ABHANIEPEBO30K M MepCleK-
THBaX POCTa IIpH Takoi 6u3Hec-Mozenu. Pacmupenue yxe 3amnanupoBano. Ceifuac B KapTe 1o-
JIETOB AaBUAKOMIIAaHUU 3HAYNTCS 14 ropoaoB, HO yxke B eTHeM pacniucanuu 2015 rona mianupy-
€TCs OTKPBITh HOBBIE HANPABJICHHUs, BCEro OyAeT 0kojo 20 MapupyToB.

3amanmue:

Yto Takoe JOAIBbHOCTh MOTPEOUTENS U KaK €€ MOYKHO U3MEPUTH?

Yro moxa3zeiBaeT NPS?

Kakumu uHCTpyMeHTaMU MOJIb30BATUCH (GPUPMBI [T CO3AaHUS JIOSUIBHOCTH?
Kakue BapuaHThl J€MCTBUI BBl MOYKETE NMPEATIOKNUTH?



KpuTtepnu onieHkH BbINOJIHEHHUS Kelica
Keiic sBnsiercst oqHUM U3 cioc000B 3P PEKTUBHOTO IPUMEHEHHUS TEOPUH B PEANIbHOM )KU3HU Yepe3
peleHre yaeOHO-KOHKPETHBIX cuTyaruii. Keiic-meron npepycMarpuBaeT onucaHue onpe/esieH-
HBIX YCIIOBHH M3 ACHCTBYIOIICH NMPAKTHKH, YTO OPUCHTUPYET CTYACHTOB Ha IOHWMaHHE IIPO-
OJIeMBbl U MTOMCK BapUAHTOB €€ pPeuIeHHus uepe3 (OpMyIHpOBaHUE OTBETOB Ha IOCTABICHHBIE BO-
HPOCHI.
Pe3ynbTaT BBINOIHEHUS KEIHC OIIEHUBACTCS C YUETOM CIEIYIOIUX KPUTEPUEB:
— c(hopMyIMpOBaHbBI OTBETHI HAa BCE TIOCTABJICHHBIC BOIPOCHL;
— OTBETHI PAa3BEPHYTHI, B JOCTATOYHOM CTETIEHN apryMEHTHPOBAHbI;
— OTBETHI OPUTHHAIBHBI, IPHCYTCTBYET BBICKAa3bIBAHNE COOCTBEHHOT'O MHEHHMS TI0 CYIIECTBY pac-
CMaTpPUBAEMOM MPOOIEMBI.
Ecnu pe3ynbTaT BEIOTHEHUS Kelica COOTBETCTBYET 0003HAYEHHOMY KPUTEPHIO, CTYJCHTY TpH-
CBamBaeTCs OJIMH 0asut (3a Kaxablid KpuTepui no 1 Gamy).
Kpurepun onieHHBaHUS BHITOTHEHUS Kelica.
OneHka «OTJIIMYHO» — MPH Habope 3 Gaios.
OneHka «xopo1o» — npu Habope 2 OaoB.
OreHKa «yI0BIETBOPUTEIIBHOY» — IpH Habope 1 Oasra.
OreHKa «HEyIOBJIETBOPUTENBLHO» — Oalliibl HE HAOpaHHBI.

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

3a4eTr o AMCLUUILUIMHE IPOBOAUTCS B YCTHOM hopme.
(xomnerenuus YK-6, unguxarop YK-6.1)
Bonpocs! 1J1s1 NOATOTOBKH K 3a4eTy N0 JUCHMILINHE
1. TloBexeHue NoKymaTesnei Kak COCTaBHAs YacTh TEOPHHA MAPKETHHTA
Monens oBeaeHs MOKynaTenen
3. BumsiHEE KyJIbTYpHBIX, COUATBHBIX, JIAYHOCTHBIX U TICHXOJIOTUYECKIX XapaKTEPUCTUK HA
MOBE/IEHHE TIOKYyTaTene
4. OcoOeHHOCTH MOKYTIATEILCKUX TPUBBIYEK B 3aBUCUMOCTH OT JTaIla )KU3HEHHOTO IIUKJIA Ce-
MbH
CermeHTHpOBaHME OKYIaTeNnei
[Mcuxorpadudeckuit Metos cermenTrpoBanus (meroauku VALS, VALS 2, R-TGI)
Oco0eHHOCTH BOCHPUSATHS TIOTPEOUTEIEM MAPKETUHTOBBIX CTUMYJIOB
I[Tporiecc MOKyNKH TOBapa M THUIIbI TOBEACHUS TOTpeOUTENEH
Mertonpl UCCTeIOBaHMs TOBECHUSI TOTpeOuTENel (OMpOCHl, MaHEIbHBIE HCCIIETOBAHNS,
(oKyc-TpyNIIbl, UHTEPBbIO, HAOIIOACHUS U SKCIIEPUMEHTHI)
10. HccnenoBanue MOBeIEHHS MOKYIIATENEH PH TIOMOIIN IIPOSKTHBHOTO METO/IA
11. Mopenu noTpeOUTEIHCKOTo BEIOOpa
12. BnusiHue MaccoBBIX KOMMYHUKAIIMK HA TIOBEICHHUE TIOTPEONTENS
13. Biusinue 6peH10B Ha IOBEIEHHE TIOTpeOUTeNs
14. Vcrionp30BaHmEe AIIEMEHTOB KOMIUIEKCA MAPKETHHTA JIJIsI ©U3MEHEHUS MOJIEITTH TIOTPEOUTEITh-
CKOT'0 BBIOOpA.

N

©o~No O

IIpaBuia BeICTaBJICHUS 3a4eTa:
HETIOJIHBIM OTBET Ha JIBa BOIPOCA - HE3AUTEHO,
MOJTHBIE OTBETHI HA JIBa BOMPOCA C MPUBEACHUEM MPaKTUYECKOro MaTepuana ((popmyssl, mocie-
JIOBATEIHLHOCTH M MPABHUJIA PACUETOB) — 3a4TEHO.



IIpunioxenne Ne2 k paboueii nporpaMme AUCHHILINHBI
«Teopus noBeaeHUs NOTPeOUTESDY

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

[Tocemenne JTEKIMOHHBIX 3aHATUN U KOHCIIEKTUPOBAHUE PaccMaTpUBAeMbIX HA HUX Mare-
pHAJIOB SIBJSIETCSI HEOCTATOUYHBIM YCIIOBHUEM JJisi YCBOEHUS HEOOXOAMMBIX 3HAHHWM MO KypCy.
Kaxnplii cTyeHT JOJIKEH MHAUBUAYAIbHO TOTOBUTHCS IO T€MaM JAUCHUIUIMHBI, YUTasi KOH-
CHEKTHI JICKIUH, CIIali1-KOHCTIEKT JIEKI1il, PEKOMEHyeMYyI0 Y4eOHYIO U IEPUOANYECKYIO JTUTepa-
TYypY, 3ay4nBas 6a30BbI€ ONpeIesIeHus, KJIacCU(DUKALIUH, CXEMBI B TUIIOIOTHH. CaMOCTOsITeIbHAS
paboTa mO3BOJIAET CTY/IEHTY B CIIOKOIHON 00CTaHOBKE MOJAyMaTh, pa3oOpaThcs ¢ nHpopMaluei
10 TeMe, PU HEOOXOTUMOCTH OOPaTHTHCS K CIIPABOYHOM JuTepaType. BHuMaTensHOe YTeHNE U
MOBTOPEHHE MPOYUTAHHOTO IOMOTAET B TIOJTHOM 00BEME YCBOUTH COJIEP>KAHUE TEMBI, CTPYKTYpH-
poBath 3HaHusA. UT0OBI copeprkaTenbHas nHGOpMANK 10 JUCHUTUIMHE 3allOMHHANIACh HAJ0MTO,
1eJIeCO00pa3HO U3y4yaTh €€ MOITAIHO - 10 TEMaM U B CTPOTrOM MOCIEe0BATENbHOCTH, TIOCKOIBKY
MOCJIEIYIONINE TeMbI, KaK IPaBWIO, OMHUPAIOTCA Ha Npeapyaymue. iMeHHo mosromy Oobmiast
YacTh CaMOCTOSITENIbHON paboThl MPUypoOUeHa K CEMUHAPCKUM 3aHSATHSIM, KOTOPbIE MPOBOJSATCS
Ha PEryJIspHON OCHOBE MOCIIE JEKIMOHHOIO U3JI0KEHUSI MaTepuasa o TeMe.

[Tpu moAroTOBKE K CEMUHApaM, Ha KOTOPBIX MpeJIoiaraeTcs MpoBepka 3HAaHUI B BUE pe-
HICHUS KEHCOB, 11eJ1ecO00pa3HO 32 HECKOJIBKO JTHEH /10 3aHATHUSI BHUMATENIbHO 1-2 pasza mpounTath
HY>KHYIO TEMY, MOMBITABIIUCH Pa300paThCs CO BCEMH TEOPETHUECKUMU MOJOKESHUSIMH U TTPUMeE-
pamu. Eciay BO3HUKIM TPYAHOCTH, OOPAaTHTHCS 32 MOMOIIBIO K Y4eOHOH, CIIPaBOYHOM JIUTEpaType
WIM K MPEnoJiaBaTeNio 3a KOHCYIbTalueld. BClo HakOIIeHHYI0 1o TeMe MHGOpMAIUIo XKela-
TEIbHO CHCTEMAaTU3UPOBATh, COCTABUB YCTHO WMJIM MHUCBMEHHO IUIAH-KOHCIEKT OTBETA MO KaX-
JIOMY U3 BOIIPOCOB. 3a JIeHb /IO CeMUHapa HeoOX0AUMO erie 1-2 pa3a npouuTaTh TEMY, TOBTOPUTh
oTpezieNieHUs] OCHOBHBIX MOHATHH, KJIacCU(PUKAILIUH, CTPYKTYPhI U Ipyrue 0a3oBbIe MOJIOKEHUS.
IlenecooOpa3Ho Tak ke MOJyMaTh U MPUTOTOBUTH MPE3EHTALUIO, KOTOPast IOMOXET BU3yalIU3H-
poBath AaHHble. [Ipu moadopke UILTIOCTPAaTUBHOTO MaTepuana MOKHO oOpaTuThes K MIHTepHeT-
HMCTOYHHKAM.

BricTymieHrne Ha CEMUHAPCKOM 3aHSATHUU JOKHO OBITh YETKUM, apr'yMEHTHPOBAHHBIM, HE
BBIXOJMTH 32 PAMKH MPOOIEMBI U MOOYXIAaTh ayAUTOPHIO K PACCMOTPEHHIO AUCKYCCHOHHBIX BO-
IIPOCOB, YKa3bIBasi Ha COOCTBEHHYIO MO3ULIMI0. K MOAr0TOBIEHHOMY 3apaHee TEKCTY JKeJIaTeIbHO
oOpalarecsl UMb B cliydyae muTHpoBaHus. [locie OCHOBHOTO BBICTYIIJICHHUS MO BOMPOCY BO3-
MO>XHBI JOTIOTHEHUS, TIOMPABKU, AUCKycCUsi. KpuTuueckue BBICTYIUICHHUS JOJKHBI OBITH KOP-
PEKTHBI, TOOpOXKeNaTeNbHbl. B KOHIIE CEMHUHAPCKOTO 3aHSATHUS MpernoaBaTelb MOJIBOAUT UTOTU
pelieHus: Keiica, aHaIU3UPYyeT JOIMYIICHHbIE OIIMOKW U HETOYHOCTH, OLIEHHWBAET MOJATOTOBKY
TPYIIIBI B EJIOM U OT/AEJIbHBIX BBICTYNAOIINX.

CamocrosiTenbHast paboTa CTYJAEHTOB 110 AUCHUIIIIMHE COCTOUT B 00JIee TIATEIbHOM H3Y-
YEHUU MPEATI0KEHHOTO MPENoAaBaTesieM TEOPETUUECKOT0 MaTepHralla, JaHHOTO Ha JICKIUSX.

3anayu JUIsi CaMOCTOSITENIBHOTO pelieHus] GOPMYITHPYIOTCS Ha JIEKIMIX M MPAKTHYECKUX
3aHATUAX. B kayecTBe HUX JOMa CTYyACHTAM MPEUIaraloTcsi KeUChl WM MPAKTUYECKUE 3a/1aHMUsL.
BriocnencTBuu pelieHre STUX 3a/laHui PU HATUYHH BOITPOCOB CO CTOPOHBI CTYIEHTOB pa3oupa-
€TCsl Ha MOCIIEAYIOIUX 3aHATHIIX

[IpenogaBaTens OIEHUBACT WHIAMBUAYAIBHO PAa0OTy KaXJIOTO CTYJICHTa Ha OCHOBaHUU
MIPOBEICHHBIX OMPOCOB, PEUICHUS 3a/1a4 U TPOMEKYTOUHBIX KOHTPOJIHHBIX MEPOTIPUITHMA.

YuyeOHO-MeTOANYECKOE O0ecTIeYeHne
CaMOCTOSITEJIbHOM Pa0dOTHI CTYIEHTOB 10 JUCIHHUILUIUHE

Jnist camocTosITeNbHON pabOThl PEKOMEHIYETCs MOJIb30BaThCs CISAYIOIUMHU pecypcamMu

UHTEPHET:



http://www.marketing.spb.ru/mr/ - npeacraBneHbl nprUMepbl MAPKETHHIOBBIX HCCIICI0BA-
HUHM PBIHKA IO Pa3HbIM OTPACISAM, MOJATOTOBICHHBIE PA3IMUYHBIMH areHTCTBAMH U KOHCYJIbTaH-
tTamu. Bce npuBeieHHbIE B HCCIIEJOBAHUSAX JaHHbBIE PeabHbIC U JOCTYIHBI OECIUIaTHO.

http://marketing.rbc.ru/ - Ha caiite npecTaBiIeHbl aHATUTHKA K 0030PBI PHIHKOB, IIPOBE/ICH-
HbIE KOMITAHUEH POCOM3HECKOHCAITHHT

http://raexpert.ru/ - RAEX («Dxcnept PA») — kpymnneiiiiee B Poccuu MexayHapoHOE peii-
TUHTOBOE areHTcTBO ¢ 20-netHeit ucropueil. RAEX («Qxcnept PAy) sBisiercs nmuaepoM B 00Jia-
CTH pEHUTHHIOBaHUS, a TAK)KE MCCIEN0BATEeIbCKO-KOMMYHUKAIIMOHHOM NesitenbHocTH. Ha cero-
JHSIITHANA JIHb areHTCTBOM MPHUCBOCHO Oosiee 800 HHIMBHUIyaTbHBIX PEUTHHTOB. JTO 1-€ MecTo
u 6onee 45% ot o0uiero uncia MPUCBOCHHBIX peTHHTOB B Poccuu, 1-e MecTo 1o 4uciy peiTuH-
roB 0AHKOB, CTPaxOBBIX U JM3UHTOBBIX Kommnanuii, HII®, MUkpoduHAHCOBBIX OpraHU3alMii, ra-
paHTUIHBIX (HOHAOB U KOMIaHUI He(h)UHAHCOBOTO CEKTOPA.

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

[TopTan, mocBsIeH COBPEMEHHBIM MTOAX0/1aM B TEOPUH U MMPAKTUKE MapKeTuHra. COepKUT
MaTepuai O IPOBOAMMBIX MAPKETUHIOBBIX HCCIe10BaHUAX. bosbiioe BHUMaHKe yaenseTcs mpo-
nBUxKeHHIo B IHTepHeTe.

http://www.marketch.ru/

brnor o mapkeTunre. 3anucku MapKeTosiora. Jta noaoopka cooupanachk B TEU€HUE HECKOIIb-
KHX JIET ¥ MPEJCTaBIseT cO00i aBTOPCKHE MaTepHalIbl, MPAKTHIYECKUE HapaOOTKH U aBTOPCKUE
KEHCHI.

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

MapkeTHHroBBIN OPTaNl « JHLIUKIIONEIUs MapKeTuHray. Ha ceroansmnuii 1eHs Hanbomnee
MOJTHOE cOOpaHNe HAYYHBIX CTAaTeH, KHUT H aHATUTHYECKUX 0030pOB U3 o0sacTu MapkeTuHra. Ha
caiiTe mpejacraBieHa o0mupHas OuOIMOTeKa, CTPYKTYPUpPOBaHHAsI 110 pa3iesiaM MapKeTHHTa.

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

CailT, MOCBSILIEHHBIH METOAAM «ITapTU3aHCKOTO MapKeTuHray. [IpeacraBieHbl METOIbI U
TEXHOJIOTHH, a TaKXe OTEeUECTBEHHbIE U 3apyOekHbIe MpuMepbl ucnonb3zoBanus uiaeil Cera ['o-
JUHA.

https://cloud.yandex.ru/services/datalens - ato cepBuc ams OuzHec-aHaauTUKU. CepBHC M03-
BOJISIET TMOJKIIOYATHCS K PA3IUYHBIM HUCTOYHHKAM JaHHBIX, CTPOUTH BH3YyalIH3alluu, COOUPATh
Jamoop/bl M IENUThCs NoJydeHHbIMU pe3yabTaTamu. C nomonibio Yandex Datal.ens Bl MoxkeTe
OTCIIEKHUBATh IPOAYKTOBBIE 1 OM3HEC-METPUKHU HAMIPSAMYIO U3 HICTOYHUKOB, YTOOBI MPUHUMATh pe-
IIEeHUs, OCHOBaHHBIC Ha JaHHBIX. Yandex Datalens He Tapuduiupyercs.
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