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1. Illesan ocBoeHMSI AUCHMIIJIMHBI.

[{enpro OCBOEHUS JUCIMILTUHBI SBISIETCS (JOPMUPOBAHME KOMIIETEHIIMI B 0OJIACTH OpraHU3aluu
KaHAJIOB COBITA MPOIAYKIIUH, a TAK)Ke 00eCIeueHUs JOCTYITHOCTH MTPOU3BOIUMOTO (GUPMOI TIPO-
JyKTa C 1eJIbI0 BO3BpaTa BJIOKEHHBIX B TPOU3BOACTBO U MAPKETHHT CPEJICTB U MOJTYUYEHUS MPHU-

OBLIN.

2. MecTo TMCHUILIMHBI B CTPYKTYpe 00pa30oBaTe/ibHOI MPOrpaMMbl.
I[I/ICL[I/IHJII/IHa OTHOCHUTCSA K (l)aKy.HLTaTI/IBaM. I[aHHaSI AUCHUIUIMHA OCHOBAaHAa HAa 3HAHUAX, IOJIY-
YEHHBIX NPU U3yUYEHUU AUCHUIUTHHBI « KOMITIEeKC MapKeTHHTay.

3. Illlanupyemble pe3yJabTaTbl 00y4eHHs MO JMCHUILIMHE, COOTHECEHHbIE C IJIAHNPYeMbI-
MH pe3yJIbTATAMH OCBOCHHUsI 00pa30BaTeJbHON MPOrpaMMbl

IIponiecc u3yyeHus AUCUUILUIMHBI HAIIPaBIEH Ha (JOPMUPOBAHHE CIIEAYIOIIUX KOMIIETEH-
it B cootBerctBUn ¢ PI'OC BO, OOII BO u npuoOpereHust CleAyOMMX 3HAHUH, YMEHHH,
HaBBIKOB U (WJIN) ONIBITA JESATEIbHOCTH:

®opmupyemasi KOM-

Nuauxkarop nocru-

Ilepeyenn

neTeHI U JKeHUs1 KOMIEeTeH U IUVIAHUPYEMbIX Pe3yJbTATOB 00yUeHusl
(kox 1 popmyIMPOB- (kox u popmy.in-
Ka) poOBKa)

YHI/lBepcaJIbeIe KOMIIETCHIIUHU

YK-6 Cnocoben ompe-
JeIISATh M PEaTn30BbI-
BaTh IPUOPUTETHI COO-
CTBEHHOM
JESTEIILHOCTH U CIIO-
coOBbI ee COBEpLICH-
CTBOBAHUS Ha OCHOBE
CaMOOIIEHKH

YK-6.1 Ompenenser
CTUMYJIbl, MOTHBBI H
MIPUOPUTETHI co0-
CTBEHHOH mpodeccu-
OHAJIBHOW JEATEIbHO-
CTH U LIeJIM KapbepHO-
o pocra.

3Hath:

MICUXOJIOTHYECKUE OCHOBHI IIOBEICHHUS 110~
TpeOuTENS;

OCHOBHBIC METOJIbI HCCIICIOBAHUS TTOBEJIC-
HUS IOTPEOUTEIS;

MOJICJIH TIOBEJICHUS TIOTPEOUTEIS .

YmMmerb:

OTIpEeIeNATh MOJIeIh MOTPEOUTENHCKOTO BbI-
00pa pa3IMYHBIX TUIIOB TOBAPOB.

Baagernb:

HABBIKOM aHalM3a (aKTOPOB, OKA3BIBAIO-
IIMX BO3JIEHCTBUE Ha TOBEIEHUE MOTpeOu-
TeNs




4. O0beM, CTPYKTYpPA U coiepKaHue TUCHUTITHHBI

OO6m1as TpyJ0EMKOCTh AUCIUIUIMHBI COCTABIISIET 2 3a4€THBIC €AMHUIIBI, 72 aKaJIeMUYECKUX Yaca.

Ounas ¢popma

Buabl yueOHBIX 3aHATHI,
BKJIIOYAsl CAMOCTOAITEIbHYIO pa-
60Ty CTY/1CHTOB, (I)OprI TEeKYIIEro KOH-
H UX TPYAO0EMKOCTh TPOJIAA YCII€BAEMOCTHU
o (B akageMU4YeCKUX Yacax) 3
No Tembl (pa3aenn) 5 KourakTHasi pafoTa - ®opma IPOMEKYTOYHOIM
/ AUCHHUILIMHBI, S | & arTrecTalMu
wn HX COJep:KaHue > 2 2 S|y =2 (mo cemecTpam)
© S| 2| 5|2 &5 ¢
5| 8| 5| E|5§ES
2| 2| 5| 2|8 E 2SS ®opmbi D0 u 10T
2| 2| 5| &85 8" (Npu HATHYHH)
2| e| £|Eg:z
= =t 2 | ® gl o
1 |MapkeTnHTOBbIE METOIBI Keiic
W3y4YCHHS TIOBEACHUS MOTpe- | 2 6 6 20
ouresst
2 |®opmupoBaHHE JOSIFHOCTH 2 6 6 20 Keiic
MTOTPEOUTENS
03| 7,7 3ager
UTOIo 12 | 12 0,3 | 47,7 72 yaca

Conep:xanue pa3e/ioB IUCHUIIIHHBI:
Tema 1. MapKeTHHTOBbIE METO/IbI U3yUEHUS TIOBEJCHUS TOTpeOUTENS

Monenu noBeaenus: norpedurenei. Ilpouecc npunsaTHa pemeHus o nokynke. CyIHOCTh U Ba-
pHAHTBI NOTPEOUTENHCKOrO BbIOOpa. DTarbl Mpoliecca MoTpeOuTeIbCKOro petieHus. Tumsl mpo-
neccoB pemieHus. CocTaBieHHE pa3BepHYTOro NopTpeTa norpedutens. BolsiBienue npennoyre-
HUHM noTpeduTeneil, MX OTHOLIEHUS K ONpPEIETICHHBIM MPOJAYyKTaM/MapKaM, CTeneHH MH(POPMU-
POBAHHOCTH O HUX. CEerMEHTHpPOBAaHUE phIHKA. AHAIU3 MOJEJEHN MOKYyNaTeIbCKOrO MOBEICHUS.
AHanmM3 1EHOBBIX OXKUJAHUW MoTpeduTeneid. DTambl coBepiieHus MOKynku. Oco3HaHHUE MPo-
6nemsl. [lorck nHpopmManMy U olleHKa BapuaHTOB. Pemenne o nmokynke. Peakiys Ha MOKYTKY.
Bunpr mapketunrossix Bo3zaenctBuid. IlorpeOurenbckoe noseaenue. Ilpocreiimas Moaens mo-
BefieHus: notpeduteneil. IloTpeburenbckoe MOBeACHHWE B KATErOpUsX KPHUBBIX Oe€3pa3iindus.
Kpusbie Oe3paznuuus u OrokeTHble orpaHudeHus. [loTpeOuTenbckoe paBHOBECHE M KpHUBas
crpoca.

Tema 2. ®opmupoBaHue JIOSIIBHOCTH MTOTPEOUTENS

KonuenTyaiabHble OCHOBBI ICUXOJIOTHH MOTPEOJIEHHS KaK HallPaBJICHUS SKOHOMUYECKOH TICHXO0-
noruu. ToBap, yciayra U UX aTpuOyThl KaK COIMAbHO-TICUXOJIOTHYECKHE KOHCTPYKTHI. [loTped-
JeHHe Kak OOBEKT HSKOHOMHUYECKOW mcuxoioruu. [lcuxonmormueckuii aHanus3 3KOHOMHUYECKUX
3akoHoMepHocTel. Dakropsl notpednenus. [lorpedburensckue npennourenus. [Ipuemsr u meTo-
JIbl peKJIIaMHOTO Bo3jaeicTBHs. Omnpenenenue neuxorpaduueckoro cermenTupoBanusi. CermeHTupo-
BaHUE phIHKA MoKynareneil. [ eorpaduueckoe cermenTrpoBanue. [loBeneHne norpeduTenst U cerMeH-




THpOBaHUE phIHKA. VcciaenoBaHue JOSIBHOCTH KIMEHTOB. XapaKTEPUCTHKA CETMEHTHUPOBAHUS
notpeOuTeneit, BeI0op METO10B (POPMUPOBAHUS JIOSITLHOCTH.

5. O0pa3oBaTe/ibHbIe TEXHOJIOTHMH, B TOM 4YHCJIe TEXHOJOTHMU IJIEKTPOHHOIO O0y4eHUs: H
AUCTAHIIMOHHBbIEe 00pa3oBaTe/IbHbIe TEXHOJOTHHU, HCIOJIb3yeMble NMPU OCYHIECTBJIEHUHU 00-
pa30BaTeIbHOIO Mpolecca Mo JUCIUNIHHE

B nponecce 00ydeHus UCIONB3YIOTCS Cleyrolue 00pa3oBaTeIbHbIE TEXHOJIOTUU:

AxageMuyeckasi JIeKIUs — [10CJIE0BATEIbHOE H3JIOKEHUE MaTepuaia IpernojaBare-
JIEM, PACCMOTPEHNE TEOPETUYECKUX U METOLOJIOTHYECKMX BOIPOCOB JUCLMIUIMHEI B JIOTHYECKU
BBIJIEpKaHHOH opme. B mpouecce nekuuu npenogaBareib CTUMYIUPYET CTYICHTOB K Y4aCTHIO
B 00CY>XJICHHH BOIIPOCOB M BBICKAa3bIBAHUIO COOCTBEHHOHN TOUYKHU 3peHHs 00Cyx1aeMoi npobuie-
matukd. Llenu u TpeGoBaHUS K aKaJeMHUYECKOW JIEKIIMU: COBPEMEHHBI HAYYHBIH YPOBEHb, UH-
(OpMaTUBHOCTh, CUCTEMHOE OCBEILEHUE KIIFOUEBBIX MOHATUN U MOJIOKEHUH 110 COOTBETCTBYIO-
el Teme, 0030p M OIEHKA CYIIECTBYIOUICH MPOOIEMAaTHKH, Jada METOJUUECKUX PEKOMEH At
CTyJ€HTaM JUIs JajdbHEMIIEro u3y4eHus Kypca.

IIpakTH4yeckoe (CeMUHAPCKOE) 3aHATHE — 3aHATHUE, MTOCBIUIEHHOE MPAKTUYECKON OTpa-
00TKE y CTYJICHTOB KOHKPETHBIX YMEHUI U HaBBIKOB IPU U3YYEHUH TUCLMILUIMHBI, 3aKPEIUICHUIO
MOJIyYEHHBIX Ha JIEKIUU 3HAHUN U OLIEHKE Pe3yJbTaTOB OOYy4YEHMs B IPOLECCE TEKYLIEro KOH-
TPOJISL.

Ha nepBoM npakTH4eCcKOM 3aHSATHHM B BBOJHOW YacTH JAETCs IEPBOE LEIOCTHOE IPE-
CTaBJICHHE O aucuuIUIMHE. CTYJEHTBI 3HAKOMSTCS ¢ Ha3HAUYEHUEM U 3aJa4aMy JUCLUIUINHEIL, €€
pOJIBI0O U MECTOM B oOpa3oBaTesbHOM mporpamMMe. [Ipu 3ToM 03ByuMBarOTCSI METOJIMYECKUE U
OpraHu3alMOHHbIE 0COOEHHOCTH pabOThl B paMKax JaHHOW AMCLUUIUIMHBI, a TaKXKe JaeTcs aHa-
JIN3 peKOMEHAYyeMOM yueOHO-MeToau4ecKon tuTeparypsl. IIpogomkurenbHOCTh BBOJIHON YacTu
cocrapnsieT He 6onee 10-15 munyT.

[Ipu nmpoBeneHNM NPAKTUYECKUX 3aHATHN UCIIOIB3YIOTCS TAKHE NHHOBALIMOHHBIE METOIbI
o0yueHHsl, KaK Juajor-cooecesoBaHue, KOJJIEKTUBHOE OOCYXJIEHHE TEeMaTHYeCKHX BOIIPOCOB,
pa3z00p MPaKTUUECKUX CUTYyallMid, HOpPMATUBHBIX IOKYMEHTOB, TEOPETUUYECKUX U METOJUYECKUX
acIeKTOB MO TeMaM JUCHUILIMHBL. OOCyXJeHue M OleHKA MPaBUIBHOCTH BBIMOJIHEHHBIX pa3-
JIMYHOTO TUIIA 3a/laHuM, YKa3aHHBIX B (DOH/IE€ OLIEHOYHBIX CPEACTB padoueill mporpamMmsbl, IPoU3-
BOJUTCS KOJUIEKTUBHO CTYJEHTAaMH I10J] pyKOBOJACTBOM IIPEIOJaBaTEIA.

KoncynbTauum — BujA y4yeOHBIX 3aHATUH, SABISIOLIMECS OAHOM M3 (OPM KOHTPOJIS
CaMOCTOSITENIbHOW paboThl CTY/IEHTOB B TeUeHHE ceMecTpa. Ha KOHCynbTalMsIX 10 WHUIMATHBE
CTYJEHTOB PAacCMaTpPHUBAIOTCS U OOCYXKIAIOTCS pa3jMyYHble BOMPOCHl TEMAaTUKHU JAMCLUILIMHBI,
KOTOpPbIE BO3HUKAIOT Y HUX B IMPOLIECCE CAMOCTOATEIbHON paboThI.

6. IlepeyeHb JIMIEH3MOHHOTO U (MJIH) CBOOOJIHO PACHPOCTPAHSIEMOro MPOrPaMMHOI0 odec-
NneYyeHusl, UCIOJIb3yeMOro NMpHu OCyllecTBJIEHUH 00pa3oBaTeJbHOr0 mpouecca mo JAUCIH-
IUINHE

B npornecce ocyecTBieHus: 00pa3oBaTENbHOIO Mpoliecca Mo JUCHUILIMNHE UCIONIb3YIOT-
csl:
1) s hopmupoBaHUs MaTepUaIoOB AJs TEKYIIEro KOHTPOJIS YCIIEBAEMOCTH U MIPOBEAEHUS MIPO-
MEXXYTOUHOM aTTecTauu, A GOPMHUPOBAHUSA METOANYECKUX MATEPUAIIOB MO AUCIUIIUHE:

- mporpammbl Microsoft Office;

- Adobe Acrobat Reader DC.



7. IlepedyeHb coBpeMeHHBIX NMPo¢ecCHOHANBHBIX 0a3 JaHHBIX U MH(POPMALMOHHBIX CIpa-
BOYHBIX CHCTEM, MCIOJIb3yeMbIX NMPH OCYLIECTBJEHUH O0PAa30BaTeJbHOr0 Mpolecca Mo
AUCUUIIMHE (TPH HEOOXOAMMOCTH)

B npouecce ocymecTBieHust 00pa3oBaTeNbHOIO MpoIecca Mo AUCUUIUINHE UCTIONb3YIOT-
csl:

ABToMarusupoBaHHass  OubianoreuHo-uHpopmannonnas cucrema «BYKU-NEXT»
http://www.lib.uniyar.ac.ru/opac/bk_cat_find.php

8. [lepeyeHb OCHOBHOI U JTOMOJHUTEILHOI Y4eOHOH JIMTEepaTyphbl, pecypcoB HH(popManu-
OHHO-TeJIEKOMMYHUKAIMOHHOH ceTn «HTepHeT» (IpH HEOOXOAMMOCTH), PEKOMEHIyeMbIX
JAJI51 OCBOEHHS TUCHUILINHBI

a) OCHOBHAsI JIUTEepaTypa

1. boxyk, C.I'. MapkeTuHroBbsle ucciefoBanus: ydeOHuk aus By3oB / C. I'. Boxyk. —
2-e u31., ucnp. u non. — Mocksa : U3narensctBo IOpaiit, 2022. — 304 ¢. — (Bsicmiee o6pazo-
Banue). — ISBN 978-5-534-08764-2. — Tekcr : anekrponsbiit / Obpa3oBarenbHas miaTdopma
FOpaiit [caiiT]. — URL: https://urait.ru/bcode/490827 (nara oOpamenus: 28.02.2022).

2. Unbun, B. U. Commonorus norpednenus : yueOHuk st By3os / B. M. Unpun. — 2-¢
u3M., uctp. u gon. — Mocksa : U3narensctBo KOpaiit, 2022. — 433 c. — (Bricmiee o6pa3oa-
aue). — ISBN 978-5-534-08321-7. — Tekct : anekTpoHHbIi // OOpa3oBarenbHas miaTdopma
FOpaiit [caiiT]. — URL: https://urait.ru/bcode/492347 (nara oOpamenus: 28.02.2022).

0) 10MOJIHUTE/ILHAS JINTEepaTypa

1. OBcsinnukoB, A. A. CoBpemeHHbII1 MapkeTuHr. B 2 4. YacTh 1 : yueOHUK U MpaKTU-
KyM s By30B/ A. A. OBcsiHHMKOB. — Mocksa : M3parensctBo FOpaiit, 2022. — 374 c. —
(Beiciee obpazoBanue). — ISBN 978-5-534-05049-3. — Teker : anexTpoHHbI // O6pazoBa-
tenpHas miargopma HOpait [caiit]. — URL: https://urait.ru/bcode/492893 (nmara oOpameHus:
24.01.2022).

2. OBcaHHUKOB, A. A. CoBpemeHHBbI MapkeTHHT. B 2 4. Yactp 2 : yueOHUK U IPaKTH-
KyM s By30B/ A. A. OBcsiHHMKOB. — Mocksa : M3narensctBo FOpaiit, 2022. — 219 c. —
(Briciee obpazoBanune). — ISBN 978-5-534-05052-3. — Texkct : anextponHbIi // Obpa3oBa-
tenpHas miaardopma FOpaiit [caiit]. — URL: https://urait.ru/bcode/493323 (nata oOpaiieHus:
24.01.2022).

B) pecypchl cetu «IHTepHeT»:

1. DnexkTpoHHBII KaTaJjor Hayunoi O6ubIMoTEeKH Apl'y
(https://www.lib.uniyar.ac.ru/opac/bk_cat_find.php).

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

3. DOmnektponHas Oubmmoreunas cucrtema (ObC) wm3marensctBa  «IIpocrekTy
(http://ebs.prospekt.org/).

4. Hayunas snektponnas oudiauoreka (HIB) (http://elibrary.ru)

5. http://www.marketing.spb.ru - MapkeTuHroBblii mopTan « JHIHUKIONEANS MapKETHH-
ra». Ha cerogasmumuii 7eHs HanOoJee MOJIHOE COOpaHue HAyYHBIX CTaTeH, KHUT W aHaJUTHYe-
CKuX 0030poB u3 o0nactu MapketuHra. Ha caiite mpeacraBineHa oOmupHas OMOIMOTEKa, CTPYK-
TYpUpPOBaHHAS IO pa3/iellaM MapKeTHHTa.

6. http://marketing.rbc.ru/ - na caiite mpeacTaBiIcHBI aHAIUTHUKA U 0030PBI PHIHKOB,
NIPOBE/ICHHBIE KOMITAHUEH POCOM3HECKOHCAITHHT

7. http://raexpert.ru/ - RAEX («3Qkcnept PA») — kpynHeiiiee B Poccun MmexayHapo/i-
HOE perTrHTOBOE areHTCTBO ¢ 20-neTHel ncropuein. RAEX («3Okcnept PAy) sBisieTcst muaepom
B 00JIaCTH PEUTHHTOBaHMS, @ TAKXKE MCCIIE0BATEIbCKO-KOMMYHHUKAIIMOHHOM e TeTbHOCTH.

8. https://cloud.yandex.ru/services/datalens - sto cepBuc as OuzHec-ananuTuku. Cep-
BUC IO3BOJISIET MOJKIIOYATHCS K PA3IIMYHBIM UCTOYHHUKAM JIaHHBIX, CTPOUTH BU3YalIM3alllH, CO-
OupaTh JamoopAbl U AETUTHCS MOTyYeHHbIMU pe3yibTaTamu. C momompio Yandex Datal.ens Bbl


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/
http://www.marketing.spb.ru/
http://marketing.rbc.ru/
http://raexpert.ru/
https://cloud.yandex.ru/services/datalens

MOJKETE OTCIIEKHBATh MIPOAYKTOBbIE M OM3HEC-METPUKU HANIPSAMYIO U3 HCTOYHUKOB, YTOOBI TIPHU-
HUMAaTh PElICHHsI, OCHOBaHHBIC Ha JaHHBIX. Yandex Datal.ens He Tapudumnupyercs.

9. MaTepuajibHO-TEXHHYECKas 0a3a, HEOOX0AUMAs /IS OCYILeCTBJIEHHsI 00pa30BaTeIbHOI0
npouecca no AMCUMIINHE

MartepuanbHo-TeXHUYEeCKasi 06a3a, HeoOXoaumas AJsl OCYILEeCTBICHHS 00pa30BaTEIbHOIO
npolecca 1o AUCUUIUIMHE BKJIIOYAET B CBOM COCTaB CIIELUAIbHbIEC TTIOMELICHMUS:

- yueOHbIE ayIUTOPUU AJIsl IPOBEJACHHUS 3aHATHI JIEKIIMOHHOTO TUIIA;

- y4eOHBIC ayTUTOPUU JJIsI IPOBEICHUS MPAKTUYCCKUX 3aHATHI (CEMHHAPOB);

- yueOHbIE ayIUTOPUU AJIsl IPOBECHUS TPYIIOBBIX U MHIUBUIYaTbHBIX KOHCYJIbTALIUN;

- y4eOHBIC ayJUTOPHH JJIsl TPOBECHUS TEKYIIETO0 KOHTPOJIS U MMPOMEKYTOYHON aTTecTa-
11K

- IIOMEILEHUS JIJIsl CAMOCTOATENbHON pabOTHI;

- IOMEIIEHUs JUIA XpaHEeHUs M NPOPHIAKTUYECKOTO OOCITYKUBAHHUSI TEXHHUYECKHUX
CPEICTB OOyUYCHUSI.

CreuuanbHble TOMEUICHUS YKOMIUJICKTOBAHBI CPEJCTBAMH OOYYEHHS, CIYKaIlUMH [
MpeICTaBICHUS YIeOHOM NH(DOpPMALIUK OOJIBIIION Ay AUTOPHH.

[Tomemienust AJis caMOCTOSITENBHON PabOThl O0YYAIOUIUXCS OCHAIIEHBI KOMITbIOTEPHOM
TEXHUKOW C BO3MOXHOCTBIO MOJKIIIOUEHHS K ceTu «MHTepHeT» U obecrnedeHreM J0cTymna K
3eKTPOHHON MH(pOpMalIMOHHO-00pa3oBaTenbHoi cpene Apl'Y.

ABTOD:

JloueHT Kadeapsl YIpaBieHUS U IIPe]- -
i 24
IPMHUMATENbCTBA, KaH . DKOH. HayK (/i“z/% H.A. Crapkosa

QOJICHOCIb, YUEHAsl CIENeHb noonuco H.0. ©amunus



IMpuaoxenne Ne 1 k padoyeil mporpaMmme QM CHUNINHbBI
«Teopusi noBegeHNs NOTPEOUTES»

DoH/1 OLIECHOYHBIX CPEACTB
AJIsl IPOBe/IeHUs TeKylleil U MPOMeKYTOYHOM aTTecTallii CTY/AeHTOB
N0 AUCHUIIHHE

1. TunoBble KOHTPOJIbHBbIE 32JaHUSI UJIH MHbIE MATEPHUAJIbI,
He00X0UMBbIe 1JI1 OLleHKH 3HAHUI, YMEHUI, HABBIKOB M (WJIH) ONBITA eI TeJIbHOCTH, Xa-
PAKTEepU3YIOIIMX 3TaNbl (POPMHUPOBAHUSA KOMIIETEH i

1.1 KoHTpoJ/ibHBIE 3aJaHUS M HHbIE€ MATEPUAJIbBI,
HCIoJIb3yeMble B Mpoliecce TeKyuleil aTrecTanuu
(xomnerenuus YK-6, unaukarop YK-6.1)
Tema 1. MapKeTHHTOBbIE METO/IbI U3YUYEHUS TIOBEJCHUS MOTPEOUTENS
Keiic. JOCTYIIHBIV CYIEPIPEMUYM

[To MHEHUIO aBTOPOB KHHUTU «3aueM miatuth Oosbie? HoBasi pockomib ajisi CpeHero
kiacca» Maiikia CunbBepctaitna u Huna ®ducka, cerogns Ha aMEepUKaHCKOM PBIHKE TOSBUIICS
HOBBII TUII TOBapOB U YCIYT — TaK Ha3bIBAEMbIE TOBAPHl HOBOI pOCKOILIHN, 00JIa1aTeIsIMI KOTO-
PBIX CTPEMUTCS CTAaTh BCe OOJIbIlIee KOJIUYECTBO CPETHUX aMEPUKAHIIEB.

ToBapel «HOBOM POCKOIIM» MPUHLIMIHUAIBHO OTJIMYAIOTCA OT TOBAapOB «CTAPOM POCKO-
. [loTpebnenue «ctapoil pocKOIIN» OCHOBAHO B MEPBYIO OYEpe/Ib Ha CTATyCe, Ha BO3MOXKHO-
CTH MIPOJEMOHCTPUPOBATH OKPYKAIOIIMM CBOIO 3HAYUMOCTh M O0rarcTBo. A BOT JIFOJH, CTPEMS-
muyecss K 00JalaHuIo TOBapaMH «HOBOW POCKOIIN», B MEPBYI0 OYEpEIb XOTAT 3MOLMOHAIBHO
nojjiepxkaTh ce0si, TOCTaBUTh cebe ynoBOJIbCTBUE. «(CTapasi pOCKOIIbY» — 3TO BBICOKHE IIEHBI,
JFOKCOBOE Ka4yeCTBO, AMUTapHble Mapku. «HoBas pockomib» — 3T0 6oJiee JOCTyIHbIE 1IEHbI, BbI-
COKO€ KayecTBO, HE CaMble M3bICKaHHbIE, HO 0€3yCIIOBHO MpecTHble Openabl. Hanpumep, aB-
tomobuib Rolls-Royce, cymouka ot Chanel nnu gacsr Patek Philippe — 310 «cTapas pockonby,
a BOT crupanbHasg MammHa Whirlpool, Bonka Belvedere nnu aBromoOuns BMW — «HoBasi».
«HoBast pockomib» — 3TO TOBapbl, 3aHUMAIOIINE «TEIUIEHBKOE MECTEUKO» Ha PbIHKE MEXIy
HKOHOM-KJIACCOM U JIFOKCOM.

Uucno cpeqHUX aMepUKaHIIEB, KOTOPHIE CErOfHS KENalT U MOTYT IUIaTUTh 32 TOBAPHI
«HOBOW POCKOIINY», €XKETOAHO yBeanunBaeTcs Ha 15 %, a o0beM mpoiax 3THX TOBApPOB B MPO-
nutom rogy coctasmil 400 mupa 1os. OCHOBHBIE KATETOPUHM TOBAPOB, 32 KOTOPBIE aMEPUKAHIIBI
«TOTOBBI IUIATUTH OOJIBIIE», — 3TO TOBAPhI AJIs 1oMa (TpeXk/ie BCero JJisl KyXHU U BaHHOM), aB-
TOMOOWJIM, MPOAYKTHl MHUTAaHUS, PECTOPaHbl M TOBApHI MO YXoay 3a coboi. [louemy cpemumit
aMEpHUKaHell, TPAJAUIMOHHO B OCHOBHOM CBOEW Macce OTJIaBaBIIMK MPEANOYTEHHUE IEHIEBOMY
(GYHKIIMOHATFHOMY TOBapy, HEOXKHUIAHHO 3aX0TeN «pockoinn»? OaHa U3 INIaBHBIX MPUYHH, CUU-
TAIOT aBTOPbI KHUTH, — 3TO KEHCKas peBoionus» B AMepuke. Yucno passogos B CIIIA cy-
IIECTBEHHO BO3POCIIO, KEHIUHBI CTald OoJblle paboTaTh M 3apabaThiBaTh, OHU HAaXOIATCS B
MOCTOSTHHOM TIOMCKE OYepEeIHOro MapTHEpa W MOITOMY TPATAT MHOTO JIEHET Ha cels, B CEeMbe
JKEHIIUHBI PUHUMAIOT PEIICHUS O MOKYMKaX, UX BKYCOBBIC IIPEANOUTEHUS SIBISIFOTCS IOMUHH-
PYIOILKMHU.

Jlpyrumu IpUuuHAMHU SBJISIFOTCSI pOCT PEANbHBIX JOXO0B HaceJIeHHUs, SKOHOMUS CPEJICTB
3a CYeT JUCKAayHTEpPOB, U3MEHEHHUsI BO BKycax U Ipoyee.

Crasio MEHATHCS U NpeUIoKEeHNEe TOBApOB Ha phIHKe. CerofHs aMepuKaHCKash UHYCTPHS
«CO3JIaHusl MOTPEOHOCTE» TOCTUTIIA CBOETO Mpejiena, U aMepUKaHCKHUE TPOU3BOIUTENN B MOUC-



KaX YHHUKAJIbHBIX PHIHOYHBIX HUII CTAJU yAEATH OOJbIIe BHUMAHUS MOUCKY UHHOBAIUH, B TOM
YHCIIE SMOLMOHATIBHBIX.

— boiitecy cpeanero! Her cpennero nmorpedutens! Her cpenneii nenst! Her cpeanero
npoaykra! Ilocepennne Bam yrpokaer cmepth! — npenocrteperaer Maiikn CuibBepctaiin. Ce-
TOJIHS, CYUTAET OH, MYTh K MMPOLIBETAHUIO KOMIIAHUHU JIKUT Yepe3 UHIMBUIYaTU3AINI0 TIPOAYK-
Ta, TIOBBIILICHUE €r0 LEHBI, IKCIUTyaTaluio (heHOMEeHa «IIPUTATATEeIbHOCTH Jopororo». Ho mpu
9TOM CO3/IaHHBIM TPOAYKT JOJDKEH HMMETh pealibHble TeXHUYECKHE M (PYHKIMOHAIbHBIE Mpe-
MMYILECTBA U BBI3bIBATh Y MNOKYNATENs SMOLMOHAIbHYIO IPUBA3AHHOCTb...

[To muenuto r-na CunbBepcraiiHa, eHOMEH TOTOBHOCTH MOKYMAaTesel miIaTuTh OoJbIie
CeroJiHsl HabJII0JaeTCsl HA MHOTUX PhIHKaxX — OPUTAHCKOM, SITTOHCKOM, CKaHAMHABCKOM... bob-
1K€ MEePCIEKTUBBI Y TOBAPOB «HOBOW POCKOIIN» M HAa POCCHIMCKOM phIHKE. M mpousBoauTenu
TOBapOB «MacCOBOI'0 IPECTUXKa» Yy Hac yxke ecTb. Hampumep, komnanuu «/lukas opxunes»,
OnunnoBckas koHautepckas gadpuka («A. KopkyHoB») u « Tuabkodd». OHU cMOTrH TpecTa-
BUTH TIOTPEOUTENIO HE IPOCTO KaYeCTBEHHBIN TOBap, HO U JIETEH]y, UCTOpHIO, Opena. U um yaa-
JIOCh 3aHATH 00Jiee IOPOTyIO, IO OTHOIICHHUIO K KOHKYPEHTaM, PhIHOYHYIO HUILY.

[lepcrieKTHBBI Y pOCCUICKOrO pbIHKA TOBAPOB «HOBOM POCKOLIN», 0€3YCIOBHO, POCKOII-
Hbele. Ecii B AMepHKe «IeperiaTUTh» — 3TO HeOKUJaHHBIA (eHOoMEeH, To B Poccum «kuth He
10 CPEACTBaM» — TIyOMHHAS KyJIbTypHas TPaIULIHSL.

Bomnpocsl

MO’KHO 71 TOTOBHOCTh aMEPUKAHLIEB «ILJIATUTh OOJIbIIE) Ha3BaTh PAllMOHAJIbHBIM IOBE-
neHuem?

Her 11 npoTuBopednst Mex/1y 3aKOHOM CIIPOCa U TOTOBHOCTbIO aMEPUKAHIIEB «II€peIuia-
YHBaTh» 32 TOBap?

[Tpoananu3upyiite GpakToOpbl, MOBIEKIINE POCT CIPOCA CPETHIUX AMEPUKAHIIEB, TPAIHUIIN-
OHHO B OCHOBHOHM CBO€H Macce OT/IaBaBIIUX MPEANOYTEHHE JEHIEBOMY (YHKIIMOHATBHOMY TO-
Bapy, Ha TOBaphbl «POCKOLIN»?

B ueM cyTh KOHIIENIMK HE3aBUCUMOCTH MOTpeduTens? Pa3nuyaroTcs 1 MOHSATUS «CYyBe-
PEHUTET» U «HE3aBUCUMOCTH TTOTPEOUTES»?

«boiitecy cpennero! Her cpemnero morpeburens!.. Her cpennero mpomykra! ITocepe-
JMHE BaM yrpokaer cMepTh!» K kakoMy TUIIMYHOMY BIIMSIHUIO BKYCOB U MPEANOYTEHUN MOTpe-
Outenell Ha MoBesleHUE APYTrUX noTpeduTenei anempyer Maiikn CunbBepcraitn?

HazoBute apyrue a¢dextsl, NpoTHBOpeyaIiie KOHLUENIUN HE3aBUCUMOCTU MOBEICHUS
notpebutens. OObSICHUTE, B UEM UX CYTb.

Kpurtepnu oneHKku BbINOJHEHUs Kelica
Kelic siBnsercs ogHUM U3 crioco00B 3 PEeKTUBHOTO MPUMEHEHUS TEOPUU B peabHON KU3HU Ye-
pe3 pelleHne yueOHO-KOHKPETHbIX cuTyarmid. Kelic-meron mpeaycMmarpuBaeT OMHMCAaHUE OIpe-
JIeTICHHBIX YCIOBUH W3 JEHCTBYIOUIEH MPAKTUKH, YTO OPUEHTHUPYET CTYIACHTOB Ha NMOHWMaHHE
npoOJeMbl U MOUCK BapUAHTOB €€ peleHus uepe3 GopMyIMpOBaHUE OTBETOB Ha MOCTaBIICHHBIE
BOIIPOCBHI.
Pe3ynbraT BHINOIHEHUS KEIC OLIEHUBACTCS C YUETOM CIIEIYIOIUX KPUTEPUEB:
— c(opMyJIMPOBAHBI OTBETHI HA BCE MOCTABJICHHbBIE BOIIPOCHI;
— OTBETHI Pa3BEPHYTHI, B JOCTATOYHOH CTENEHU apryMEHTHPOBAHbI;
— OTBETHl OPUTHWHAIBHBI, MPUCYTCTBYET BHICKa3bIBaHHE COOCTBEHHOTO MHEHHS IO CYIIECTBY
paccMaTpuBaeMOi MPOOIIEMBI.
Ecnu pe3ynbTaT BHIIOJHEHHS Keiica COOTBETCTBYET 0003HAUEHHOMY KPUTEPHUIO, CTYJIEHTY MpH-
CBaMBAaeTCs OJMH 0aut (3a Kaxaplil Kpurepuit o 1 6asmry).
Kpurtepun onieHMBaHUs BBIITOJIHEHUS KeHca.
OrneHka «OTIIMYHO» — NPH Habope 3 Gasios.
OreHKa «xX0poIoy» — mpu Habope 2 6amioB.
OreHka «yJOBJIETBOPUTEIBHO» — ITpU Habope 1 Gama.
OrneHKa «HEYIOBIETBOPUTEIHLHO» — OAJIIIBI HE HAOpaHHBI.



Tema 2. ®opmupoBaHue JIOSIIBHOCTH MTOTPEOUTEINS
TEJIEKOM: KAK «BUJIAMH» ITPEOIOJIEJI KATACTPO®UYECKHNI PA3PBIB
MEXKAY KPUTUKAMU U TIPOMOYTEPAMUA

BosbIIMHCTBO KPYIHBIX UTPOKOB TEJIEKOM-PBIHKA U3MepsieT nokasaresnb NPS. B Hekoto-
pBIX Clly4asX OH CTaJl BECbMa BAa)KHBIM M TPEBOXKHBIM CUTHAJIOM. Tak, cpeau OIepaTopoB
«OobII0M TpOKN» y «bunaiina» 0wt 3adukcupoBan cambiii HU3kui NPS B 2013 roxy. OgHako
Onmaromapst o0bsiBIeHHON B 2014 rogy KIMEHTOLGHTPUYHOH CTpaTerud, KOMIIAHUH YAAJIOCh
MOJHATH TOT MOKa3aresb U BILIOTHYIO MpuOan3uthes K MTC, yBepsier ['enepanbHblil 1UpeKTOp
«Brivmienkomay Muxaun Cro001uH.

«Mbvt 6 IV keapmane 2013 2. 3aguxcuposanu, Kk coxicaleHuro, UCMOPUYECKULL AHMUPEKOPO
bananca mexcoy memu, Kmo HAc peKoMeHOyem, U memu, Kmo HAC Kame2opuyecKu He PeKoMeH-
oyem. Paspuvié ¢ Hawumu KorKypenmamu o6vi1 npocmo kamacmpoguueckutl. Cetiuac yace modic-
HO 00 2MOM 2080pUMb — MO20A Mbl CKPOMHO 00 3mom ymanduganu. Tom pazpvie, Komopwiil Mol
umenu O6oavwe 200a HA3a0, MAK020 8 UHOYCMPUU NPOCMO Helvb3s donyckamv. M smo, cob-
CMBEHHO, OMPA3ULOCL 8 OMMOKe Haulell Koyeoll KiueHmckou oazvl. B 2014 2. mvt ungecmu-
posanu é mo, umoosl KiUeHm HAM CHO8A HAYAl 006EPAMb U nepecmai om Hac bexcams KaK
yepm om nadana. M ma npomsdicenuu nocieOHux 4emulpex K8apmanios Mvl NOC1e008aAmMeNbHO
Vayduiaem 3mom nokasamelv, 6nepevie 8 ucmopuu «Bvimneikomay 3a nocieoHue namo Jjem.
Cetiuac mvl noumu cpagusanucoe ¢ MTC, yymo-uyms ocmanocoe 0o «Mezagona», — pacckazan
Cno0OoakuH B MHTEPBBIO «BeaoMocTsimy.

Kpowme Toro, B mapte 3Toro rona komnanus «BemmnenKom» coobmumna o 3amycke cucre-
MBI cOOpa, aHanu3a u 00paboTKK oOpaTHOM cBs3u, OCHOBaHHOUM Ha mpuHuune NPS, ot kianeHn-
TOB, NOJAKJHYUBIINXCH B INJIEPCKUX CAJIOHAX.

B nunepckux canonax cucrema paboTaeT Tak ke, Kak U B COOCTBEHHBIX KaHanax «bu-
naiin» — B Bujae SMS-onpoca. Coo0mIeHus MOCTYMaT ¢ KOPOTKUX HOMEPOB U COAEpKaT 6 BO-
npocoB. Onpoc MocTynaeT KIUEeHTy uepe3 24 Hs mocie 00CIy)KUBaHUs B TUJIEPCKOM CallOHE.

WNudopmanus, nosydyeHHass OT KJIMEHTOB, JIOKUTCS B OCHOBY PEIICHUs YaCTHBIX BOIPO-
COB U CHUCTEMHBIX IIPOOJIEM, TOBOPUTCS B OPHUIIMATBHOM cO00IeHNH Komnanuu «BeimnenKom.

BAHKH: NPS IIOKA3AJI XOPOHIMI YPOBEHb JOSIJIBHOCTH B2B-
KJIMEHTOB

BonbmnHcTBO 6aHKOB M (PMHAHCOBBIX OpraHU3alMil Ha €XKEKBapTaIbHOW OCHOBE MPOBO-
JAT aHAJIW3 KJIMEHTCKUX JAHHBIX, B TOM YHCIE MO MPOAYKTaM, IUIaTeKaM M WHIUKATOpam Jio-
anpHOCTU. Cpel OCHOBHBIX NOKa3aTeNnel HHAEKC JIOSUIbHOCTH NMOTpeOnTeNeH.

Tak, B ¢peBpane 2015 r. 6b11 mpoBeaeH Bcepoccuiickuii onpoc HA®U (HamumonansHoro
areHTCTBa (PMHAHCOBBIX MCCIIEAOBAaHMIT), B X0J/Ie KOTOPOro OTBe4asin Ha Bompockl 500 pykoBo-
JAIIUX COTPYIHUKOB HPEANPHUATUNA MaJoro, CpeJHEro U KpymnHoro OusHeca B 8 denepaabHbIX
okpyrax Poccun.

OH nokasai, 4To 0O0JbIIMHCTBO NMpPeANPHHUMATEICH NOBOJbHBI KA4eCTBOM 00CIy-
’KMBaHMS B CBOeM 0aHKe, XOTsI JIOSTIbHOCTh MIPOSBIISIIOT HEBBICOKY10. CpenHee 3HaueHne NPS B
cermeHTe b2b cocraBisier 26%: UMEHHO CTOJBKO PECHOHAECHTOB YJIOBIETBOPEHBI pabOTOM
KPEAUTHO-(UHAHCOBOTO YUYPEXJACHUS, HO HE CIEIIaT COBETOBaTh €ro JIPYruM. ITOT MOKa3a-
TeJIb CBUAETEIbCTBYET O cpe/lHell mo3unmuu. PekoMeH10BaTh CBOW OCHOBHON OaHK TOTOB KaX-
ne1id BTOpoit onpomenHsnid (50%0). Eme 24% pecnioHIEHTOB paccMaTpUBAIOT albTEPHATUBHOTO
MOCTaBIIMKA (PMHAHCOBBIX yCIyT. bolbliie Bcero mpoMoyTepoB 0Ka3ajloch cpeid KOMIaHUM, Oc-
HOBaHHBIX B mepuoj ¢ 1991 mo 2000 roma u mpeactaBuTeNne cpeaHero ouzneca. B cBoro oue-
penb, HENTPaJIbHYIO MO3ULMIO Yallle 3aHUMAIOT NPEANpUATUs, co3nannele B 1990 rony m pasb-
mire.

Taxoit moka3zaTenb ObUT MO3UTUBHO OlleHeH dKkcnieproM HA®U. Jlobanosa MpuHa, pyko-
BOJUTEND JlemapTamenTa uccienoBannii 0aHkoBcKoro cekropa HADU:

«Cpeonum noxazamenem NPS npunamo cuumamso 10-15%, oonaxo mnozoe 3a8ucum om
cneyuguru pvinka. <...> [[na ¢unancosou ompaciu, 20e 83aumooeticmeue ¢ KIUeHmom HOCUm



ONIUMENbHYIL XapaKkmep, a KOMMYHUKAYU OCYUeCMBIISIemcsl 4epe3 MHOMCECmE0 KAHANL08, 0CO-
OeHHO O ceeMeHma 1OPUOUYECKUX UY, CPEOHUM MOICHO cyumamy noxkazamensv 6 25-30%. B
meKyujeti cumyayuu, Ko20a cpeoHee 3HaueHue UHOeKca no pulHKY pagHo 26%, MOMCHO 2080pUMb
0 mom, umo paboma 6o1vutell yacmu OAHKO8 NO POPMUPOBAHUIO NPOOYKMOBOU JUHEUKU, NPO-
O0BUIICEHUIO PA3TUYHBIX CEPBUCO8 U KOHMPOIIO Ka4ecmsed 00CIYHCUBAHUSL OOCMAmMOUHO IPek-
mueHa.

ABTOITPOM: 10 100 MJIH PYB. TPATAT HEKOTOPBIE ITPOU3BOJAUTEJIN
JJISA IIOBBILIEHUS NPS

B 2015 r. oxxupgaercs CUIIbHOE PacCcliOeHUE aBTOMOOMIIBHOTO phIHKA. Mexay TeM KaTa-
cTpodbl MOXKHO M30€XaTh MyTEM BBEACHHUS HOBBIX MOjEJel Ou3Heca, cooOIaeTcs B KypHale
«Kommnanus».
UToObI CrIacTH AWJIEPOB OT HUX K€ CAMHX, MEHEPKMEHT T'OJIOBHBIX MPEICTABUTEIBCTB aBTOKOM-
MaHUIl ToLIeN Ha KPYThIE MEpbI, B3SBIIUCh MEHATh HE TOJBKO MOJENb OM3HEcCa CBOMX MapTHE-
POB, HO U CO3HaHHE JitoJel. ByKBaJlbHO CHJIOH MHOCTPAHHbIC KOHIEPHBI 3aCTABJISIOT POC-
CHIICKHX MJ1€POB BHICTPAUBATH OTHOLIEHHS ¢ KJIMEHTAMH MO-HOBOMY. [ JIaBHBIM KpUTEpH-
eM oreHku Takux otHomeHut B CLLIA u EBpomne siBnsercs unnekc NPS.
Tak, B HOs0pe 2014 rona areHTCTBO «ABTOCTAT» B paMKax MCCIEIOBaHUS yAOBIECTBOPEHHOCTH
POCCHIICKMX BIa/ieNblieB aBTOMOOMWIeM U JauiepoM paccuutano NPS. Jlunepamu peiiTuara sB-
astiotest 6peniel Mercedes-Benz (70%) u Land Rover (68%0). B TOII-10 u3 maccoBbIX OpeHI0B
Bouutu KIA (62%) u Skoda (57%). Uetbipe MecTa B «I€CATKE» - y AMOHCKUX OpennoB — Mazda
(61%0), Subaru (60%b), Lexus (57%), u Toyota (56%). B aunepst nonan u Volvo (60%0), 3a-
HSBIIMKA CEIBbMYIO CTPOUKY. SIBHBIMHU ayTcaifiepaMu PEHTHHra OKa3alHuCh MPEACTAaBUTEIN OrOI-
»)eTHbIX Mapok — LADA (5%) u Daewoo (8%).
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Vxe ceiiuac, 4To0bl MOBBLICUTH pedTHHI NPS, HekoTOpble KOMIAHMHU, TAKHe KaK
Land Rover nim Mazda, tpatar 1o 100 muH py0. B roj, 3acbuiaroT K JuiiepamM HE3aBUCHUMBIX
MEHEKEPOB 110 KaYeCTBY, 3aIllyCKalOT OHJIAIIH-CEPBUCHI 3aKa3a 3amyacTel, IJ1e OTMEYaroTCs BCe
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orepanuu ¢ JAeTalsiMu Ajs n30exaHus KpuBOTOIKOB. Ha oHnaitH-pecypcax co3natoTcst INYHbIe
KaOWHETHI JUIS MOJIB30BATENICH, a K KIMEHTaM MPHUKPEIUISIOTCS «IOKU3HEHHBIE» MEHEIKEPHI,
KakK B Volvo, TMYHO OTBETCTBEHHBIC 3a TOT WJIM MHOW peMOHT. B utore peritunr NPS koneber-
Csl B IIOJIOKUTENBHYIO CTOPOHY.

3JEKTPOHUKA: BBICOKHI NPS IO3BOJINJI HUAWEI OKA3ATHLCS B
TPOMKE JINJIEPOB

WNunexc NPS HapaBHe ¢ TakMMM BaXKHBIMU [MOKa3aTeIsIMU KaK y3HaBa€MOCTh OpeH[a 13-
MepsIeTCSI MHOTUMH MEXKIYHAPOJIHBIMU HCCIIEIOBATEILCKUMH areéHTCTBAMH B TOM YHUCIE IS
aHaJIM3a M CPAaBHEHUS KPYMHEHIIMX UTPOKOB OJHOM OTpaciu B pa3HbIX cTpaHax mupa. Tak,
areHTcTBO IPSOS B 2014 roxy mnposesno omnpoc B 32 cTpaHax OTHOCUTEIBHO OPEHIOB 3JIEKTPO-
HUKU.
CornacHo pe3yJpTaTaM 3TOTO HCCIeI0BaHusA, y3HaBaeMocTh Openna Huawei noBeicunace ¢ 52%
B 2013 1. 10 65% B 2014 r. OTO O3HAYAET, YTO MOYTHU JIBE TPETH MOTPEOUTENEH B ITUX CTPaHAX
3HaroT Opern Huawei. CornmacHo nanaeiM [PSOS, nmoka3zatens Net Promoter Score kuraiickoro
BeHiopa goctur 43%, uro no3posauiao Huawei okazaTbcsi B TpolKe BEAyIUX OPEHIOB B paMKax
JAHHOTO MCCJIEIOBAHMUs, IPOIYCTHB Briepen jaumb Apple n Samsung. Biarogapsi Takum BbICO-
KHM MO0Ka3aTeJsiM KUTAHCKUI BeHJAOpP B 3TOM rojay IIAHMPYET CKOHIeHTPUPOBATH BHHU-
MaHHe HAa MOJeJISAX BBICOKOI0 KJacca, IPUHOCAIINX O0JIBITYIO TPUOBLID.

ABUAINIEPEBO3KHU: NPS INOATBEP/INJ YCIEIIHOCTH BU3HEC-MOJEJIN
BIOJKETHOM «ITOBEIbI»

Koncantunrosas ¢upma Bain & Company, B KOTOpoil MHOTO JIeT popaboTai cam aBTOp
Metoaa NPS Paiixenba, ceroans ycremHo COTpyAHIYAET ¢ MHOKECTBOM OpPraHU3alUi 110 BCEMY
MUDY, U3MEpSs A1 HUX YPOBEHb MOTPEOUTENbCKOMN NOsIbHOCTH. OTHUM U3 TaBHUX OOBEKTOB
U3yYCHUS SIBISIETCS CEKTOP aBHAINEPEBO30K M KPYITHEHIME ero WMrpokd BO BceM mupe. Tak,
rpynna «A3podoT» Ha MOCTOSHHON OCHOBE MCIOJNB3YeT mokasarenb NPS, paccuntanusiii Bain
& Company, mis aHaim3a OpeHJa ¥ eKeKBapTaiabHOW oTdeTHOCTH. [locnenHue roabl MHACKC
JOSITBHOCTH «A3po(hI0Ta» MOKa3bIBaeT CTA0MIBHBINA POCT, HO Hauboliee XOPOLINe MOKa3aTeNln
NPS ceronus y ero «104kun» 01opkeTHON aBruakommnanuu «llobemnay.

Tak, «I[lobena» yxe Ha mepBOM roay paboOThl MPOAEMOHCTPUPOBANIA BBICOKHUI ypOBEHBb
JIOSUTBHOCTH CBOMX maccaxkupoB. O0 sTom B geBpasie 2015 roga odurmanbHO cooOImmIa Komma-
HUSL B CBsA3M C mepeBo3koi 100-Teicsiunoro maccaxupa. [lo manHeiM uccienoBanusi «Bain &
Company», NPS «[loGenp» cymiecTBEeHHO MPEB30IIET MOKa3aTelan OOJIBIIMHCTBA HE TOJBKO
POCCHUHCKHX, HO U €BPOIMEHCKUX aBHAKOMITaHUMU, cocTaBuB /2% . Takum 0O6pazom, UHIEKC KIIH-
eHTCKOM JosnbHOCTH «[loOenpl» naxke Bblle, 4yeM y camoro «Alpodioray. XoTs CTOUT OTMe-
TUTh, uT0 NPS «Aspodiora» Bo3poc B 2014 roay Ha 9% 1o cpaBHEHUIO ¢ IPEBLAYIIUM FOJJOM
1o 67%.

Taxoit xopommii nokaszarejb NPS «Ilo0eabn» roBoput He TOJBKO 0 JOCTATOYHO BbI-
COKOM KauyecTBe CepBHCa, HO U 0 BOCTPeOOBAHHOCTH OIOIKETHBIX aBHAINEPEeBO30K M Iep-
CIEKTHBAX POCTa TpH Takol OwsHec-mozenu. Pacumupenue yxe 3ammaHupoBaHo. Ceildyac B
KapTe IMOJIETOB aBUAKOMITAHWU 3HA4YMUTCA 14 roposoB, HO yXke B jJeTHeM pacnucanuu 2015 rona
TUTAHUPYETCS OTKPHITH HOBBIE HAIIPABJICHHUS, BCEro OyJeT 0koyio 20 MapIipyToB.

3amanmue:

Yto Takoe JOATBbHOCTh MOTPEOUTENS U KaK €€ MOYKHO U3MEPUTH?

Yro mokazeiBaeT NPS?

Kakumu nHCTpyMEHTaMU MOJIb30BANIHUCH (DUPMBI I CO3AAHUS JTOSITBHOCTU?
Kakue BapuaHTbI 1€HCTBHI BbI MOXKETE MPETIOKUTH?



Kpurepun oueHKH BHINIOJHEHUSA Keiica
Keiic sBisiercss onHUM U3 c1oco00B 3P PEKTUBHOTO MPUMEHEHUSI TECOPHH B PEAIbHOM JKU3HU Ye-
pe3 penieHne yuyeOHO-KOHKPETHbIX cuTyauuid. Keiic-mMeTon mpeaycMaTpuBaeT ONMHMCAaHUE OIpe-
JICTICHHBIX YCJIOBUH W3 JIEHCTBYIOUIEH MPAKTHUKH, YTO OPUEHTUPYET CTYACHTOB Ha NMOHHUMaHHE
po0OJIeMbl U MTOUCK BApUAHTOB €€ peleHus yepe3 (GopMyIHpoBaHHE OTBETOB HA MOCTaBJICHHbBIE
BOTIPOCHI.
Pe3ynbTar BHIIOTHEHHS KEIC OLEHUBAETCS C YUETOM CIEAYIOLUUX KPUTEPHUEB:
— chopmyIpoOBaHBI OTBETHI HAa BCE MIOCTABICHHBIE BOIIPOCHI;
— OTBETHI Pa3BEpPHYTHI, B IOCTATOYHOM CTEIIEHU apryMEHTUPOBAHBI;
— OTBETbl OPUTHMHAIBHBI, MPUCYTCTBYET BbICKa3bIBaHUE COOCTBEHHOTO MHEHHS IO CYIIECTBY
paccMaTpuBaeMoii MpoOIeMbl.
Ecnu pe3ynbTar BBIOTHEHUS Keiica COOTBETCTBYET 0003HAYEHHOMY KPUTEPHIO, CTYJCHTY IMPH-
CBaMBaeTCs OJIMH Oasut (3a KakIbIi KpuTepuii o 1 6amty).
Kpurepuu onieHMBaHUs BBIITOJIHEHUS KEHca.
OneHka «O0TJIMYHOY» — ITPH Habope 3 GaioB.
OreHka «xoporio» — mpu Habope 2 6amios.
OreHka «yJI0BIETBOPUTEIBHO» — IIpU Habope 1 Oara.
OlLieHKa «HEYOBJIETBOPUTEIHLHO» — OAJLIbI HE HAOpaHHBI.

2. Cnucok BOIIPOCOB " (I/IJ'II/I) 3aJaHui 1J1s NMPOBEACHUSA l'IpOMC)KyTO'lHOi;I aTreCcralnumn

3aueT o AUCUMILIMHE MPOBOJUTCS B YCTHOUN Qopme.
(xomnerenuns YK-6, unguxarop YK-6.1)
Bonpocs! /151 MOATOTOBKY K 3a4eTy N0 JMCHUIIIHHE
1. Tloexnenue nokymnarenei Kak COCTaBHas YaCTh TEOPUU MAPKETHUHTA
Mogenb noBeieHHs NOKyNaTeNIen
3. BuusHMe KyIbTYpHBIX, COUUAIBHBIX, JIMYHOCTHBIX U MCUXOJIOTMYECKUX XapaKTEPUCTHUK Ha
MOBEJICHUE TTOKyNaTeNnei
4. Oco0eHHOCTH NOKYMAaTEeIbCKUX MPHUBBIUEK B 3aBUCHMMOCTH OT 3Tala >KU3HEHHOTO IMKJIA
CeMbHU
CermeHTHpOBaHME NOKYyIIATENEH
[Mcuxorpaduyeckuii MmeToa cermeHTupoBanus (Meroauku VALS, VALS 2, R-TGI)
Oco0eHHOCTH BOCHPUSATHS TOTPEOUTENEM MAPKETUHTOBBIX CTUMYJIOB
I[Tporecc MOKynKy TOBapa M TUIIBI HOBEAEHUS OTPEOUTENEH
Meroapl MccienoBaHUs MOBEACHUS MOTpeduTeNnell (Onpochl, MaHeIbHbIE HCCIEeIOBAHUS,
(bOKyC-TpynIIbl, ”HTEPBbIO, HAOIIOICHUS U IKCIIEPUMEHTHI )
10. HccnenoBanue noBeieHNs MOKyMaTeNe mpy MOMOIIY POEKTUBHOTO METO/1a
11. Monenu noTpeduTenbCKOro Beidopa
12. BausHue MaccoBbIX KOMMYHUKAIMNA HA TIOBE/IEHHE TIOTpeOUTENS
13. Bausinue OpeH10B Ha TIOBEICHHUE TIOTPEOUTENs
14. crionb30BaHNE 3JEMEHTOB KOMILJIEKCa MapKEeTHHra Il M3MEHEHHUs] MOJEIH MOTpeOu-
TETBCKOTO BBIOOpA.

n
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IIpaBu/1a BBICTABJICHUS 3a4eTa:
HEIOJIHBIM OTBET Ha JIBa BOIPOCA - HE3a4YTEHO,
MOJIHBIE OTBETHI HA JBa BOMPOCA C MPUBEJACHHEM IMPaKTHUYEeCKOoro Marepuana (hopMyJsl, Mo-
CJIEIOBATEIBbHOCTD U IIPABUJIA PACYETOB) — 3aUTEHO.



Ipuiaoxenne Ne2 k padoyeil mporpaMme I CIUANINHbBI
«Teopusi noBegeHNs NOTPEOUTES»

MeToauuecKue YKa3aHusl JJd CTYACHTOB IO OCBOCHUIO TUCHUIIJINHBI

[Tocemenune NTEKUUOHHBIX 3aHATUN U KOHCIIEKTUPOBAHUE PACCMAaTPUBACMBIX HA HUX Mare-
pHAaJIOB SIBJSIETCS HEIOCTATOYHBIM YCIIOBHEM JJISi YCBOCHHUS HEOOXOMUMBIX 3HAHHUH MO Kypcy.
Kakaplil CTyIEHT JOIKEH MHAMBUAYAIBHO TOTOBUTHCS 110 TEMaM AMCLUILINHBL, YUTask KOHCIIEK-
TBI JICKIIUH, CIIAMI-KOHCIIEKT JIEKIUH, PEKOMEHIyeMyI0 Y4eOHYI0 U TEPHOIMUECKYIO JTUTEpaTy-
py, 3ayuuBas 0a30Bble OIpeAeTIeHUs, KIacCu(pUKauK, cxeMbl U Tunojoruu. CamocrosrenbHas
paboTa Mmo3BOJISET CTYACHTY B CIIOKOIHOI 00CTaHOBKE MOAyMaTh, pa3o0paThCs ¢ HHPpOpMaIuei
10 TeMe, PU HEOOXOIUMOCTH O0paTUThCA K CIIPAaBOYHOM uTepaType. BHUMaTenbHOE yTeHne u
MOBTOPEHHUE MPOYUTAHHOTO IMTOMOTAET B IMOJHOM OOBEME YCBOUTH COJEP)KAHHE TEMBI, CTPYKTY-
pupoBath 3HaHUA. YTOOBI coiepkarenbHas nHpopMaLus 10 AUCLUILUIMHE 3allOMUHAIach HAa0I-
ro, LeIeco00pa3Ho M3ydaTh €€ MOITAIMHO - M0 TeMaM U B CTPOTOH MOCIEeNO0BATEIBHOCTH, II0-
CKOJIBKY IOCIIEQYIOIINE TEMBI, KaK MPaBUJIO, ONMMPAIOTCA Ha mpensiaymue. MIMeHHO mosTtomy
OoJbIIasi 4acTh CaMOCTOSTENBHON PadOTHI MPUYpPOYEHA K CEMHHAPCKUM 3aHSTHIM, KOTOpBIE
IIPOBOJSTCS HA PETYJIIPHON OCHOBE IOCJIE JIEKIIMOHHOTO U3JI0KEHUSI MaTepuaa 1o TeMe.

[Tpu moAroToBKe K ceMUHapaM, Ha KOTOPBIX IpeaIoyiaraeTcs MpOBEpKa 3HAHUN B BUE
pelLIeHHsl KeCoB, LeNeco00pa3Ho 3a HECKOJIBKO JHEH /10 3aHATHs BHUMATENIbHO 1-2 pa3a npouu-
TaTh HYXHYIO TEMY, IOTBITABIIUCH Pa300paThCsl CO BCEMH TEOPETUYECKHUMH TOJOXKCHUSMHU U
npuMepamu. Eciy BO3HUKIIM TPYAHOCTH, OOPATUTHCS 3a MOMOIIBIO K Yy4eOHOI, cripaBOYHOM J1H-
TepaType WK K MPEnoJaBaTeliio 3a KOHCyIbTaueld. Bcio HakOIIEHHYIO 0 TeMe UH(QOpMaIIio
JKEJIaTeIbHO CUCTEMATU3UPOBaTh, COCTABUB YCTHO WJIM IIMCBbMEHHO IUIAH-KOHCIIEKT OTBETA IO
Ka)KJIOMYy M3 BOIIPOCOB. 3a JIeHb J0 CEMHHapa HeoO0XoAaumo eie 1-2 paza npoyuTarb TeMy, MO-
BTOPHUTb OIPEEIICHUs] OCHOBHBIX MOHATHM, KilacCU(UKALUU, CTPYKTYpbI U Jpyrue 6a3oBble MO-
noxenus. LlenecooOpa3Ho Tak ke MOTymMaTh M MPUTOTOBUTH MPE3EHTALINIO, KOTOPAs MOMOKET
BU3yaJIM3UpOBaTh JaHHble. [Ipu moabopke WUTIOCTPaTUBHOIO MaTepHala MOKHO 0OpaTUThCS K
HHTEepHET-UCTOUYHHKAM.

BeicTyniieHre Ha cCeMUHApCKOM 3aHATHM JIOJKHO OBITh YETKUM, apryMEHTHPOBAHHBIM, HE
BBIXO/UTH 32 PAMKH MPOOJEMBbl U MOOYXKAATh ayAUTOPUIO K PACCMOTPEHHUIO IUCKYCCHOHHBIX BO-
IPOCOB, YKa3bIBasi Ha COOCTBEHHYIO MO3ULMIO. K MOArOTOBIEHHOMY 3apaHee TEKCTY >KelaTelb-
HO oOpalaThCs JMIIb B cllydae LUTUpOBaHUA. [lociie OCHOBHOTO BBICTYILJIEHHSI IO BOIIPOCY
BO3MOXHBI JONOJHEHHUs, TMONPaBKH, TUCKyccusi. KpuTuueckue BBICTYMIIEHHS OJDKHBI OBITH
KOPPEKTHBI, 100po’kenaTrenabHbl. B KOHIlE CeMUHApCKOro 3aHsATHs MPEenojaBaTelb MOIBOIUT
UTOTH peIIeHUs Keica, aHaIU3UpYyeT JOMYILIEHHbIE OMMOKM M HETOYHOCTH, OLIEHUBAET MOATO-
TOBKY T'PYIIIbI B LIEJIOM U OTJEIbHBIX BHICTYTAIOMIUX.

CamocrodarenbHas paboTa CTYJEHTOB IO JUCHUIUIMHE COCTOMT B 0oJiee TIIATEIbHOM
M3YYEHUHU MPEIJIOKEHHOTO MpernojaBaTesieM TEOPETUUECKOT0 MaTepuaa, JaHHOTO Ha JIEKIUX.

3amaun JUIsl CaMOCTOSTENBHOTO pelieHns (GOPMYIUPYIOTCS Ha JIGKIUAX U MPAKTUYECKUX
3aHATHSIX. B KauecTBe HUX J0Ma CTy/JE€HTaM MpeJlararoTcsl KEMChl MM MPAKTUYECKUE 3a/1aHNUA.
BrniocnencTBuu penieHue 3TUX 3aJaHUM MPU HAJIMYUU BOIIPOCOB CO CTOPOHBI CTYJIEHTOB pa3Ou-
paeTcs Ha NOCIEAYIOIUX 3aHATHIX

[IpenogaBaTens OLEHUBAET WHIAMBUAYAIbHO PabOTy Ka)XJOro CTyJEHTa Ha OCHOBAaHUU
IIPOBEJEHHBIX OIIPOCOB, PEIICHU 3a/1a4 U TPOMEKYTOUHBIX KOHTPOJIbHBIX MEPOIIPUATHIA.

Y4eOHo-MeTOoAMYECKOE 00ecTIeYeHue
CAMOCTOSITEIbHON Pa0oThI CTYICHTOB 110 JUCHHUIINHE

Jlns camocTosITeNnbHOM pabOThl pEKOMEHAYETCS MOJIb30BAaThCs CIEAYIOIIUMU pecypcaMu

WUHTEPHET:



http://www.marketing.spb.ru/mr/ - npeacrasieHbl MPUMEPsl MAPKETUHTOBBIX HCCIICIOBA-
HUH PBIHKA IO Pa3HbIM OTPACISAM, MOJATOTOBJIEHHBIE Pa3IMYHbIMM ar€HTCTBAMHM M KOHCYJIbTaH-
Tamu. Bce npuBeneHHbIE B UCCIIEOBAHUAX JaHHbIE PEalIbHbIE U JOCTYITHBI OECIIaTHO.

http://marketing.rbc.ru/ - na caiite npeacTaBieHbl aHATUTHKA U 0030PbI PHIHKOB, MTPOBE-
JIEHHbIE KOMIIaHHEeH POCON3HECKOHCAIITUHT

http://raexpert.ru/ - RAEX («Okcnepr PA») — kpynneiimee B Poccun mexmayHapoaHoe
pelituHroBoe areHTcTBO ¢ 20-nmetHert ucrtopuein. RAEX («Dkcnept PAy) siBisieTcs JmaepoM B
o0nacTu peTUHrOBaHMS, a TAaKXKE MCCIEAOBATEIbCKO-KOMMYHUKAIIMOHHON JesTenbHOoCTH. Ha
CErOJIHAIIHUN JCHb areHTCTBOM IpHCBOeHO Ooisiee 800 MHIMBHIYyATbHBIX PEUTHHTOB. DTO 1-€
MmecTo u 6oree 45% ot 001ero yncina NpucBOSHHBIX peiTuHroB B Poccuu, 1-e MecTo mo uuciy
PEUTHHIOB OaHKOB, CTPAXOBbIX M JU3UHTOBbIX Komnanui, HII®, MukpopnHaHCOBBIX OpraHusa-
U, TapaHTUHHBIX (HOHIOB U KOMITAHWH HE(PUHAHCOBOTO CEKTOPA.

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

[Topran, nocBsIIEH COBPEMEHHBIM I0/IX0/IaM B TEOPUM U IpakTHKe MapkeruHra. Conep-
JKUT MaTepuai 0 MPOBOJMMBIX MapKETUHTOBBIX HCCIeI0BaHUAX. bolblioe BHUMaHKE YeIseTcs
MpOABUKEHUIO B IHTEpHETE.

http://www.marketch.ru/

bnor o mapkerunre. 3amuMcku MapkeTojora. Jrta moadopka cobupaiach B TeUCHHE He-
CKOJIBKUX JIET M TPEICTaBIsIeT cO0ON aBTOPCKUE MaTepHalibl, MPaKTUYECKUe HApaOOTKU U aB-
TOPCKHUE KEUCHI.

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

MapkeTHHIoBbIi nopTan «HIUKIoNe sl MapkeTuHra». Ha ceronusamHuil 1eHp Hanbo-
Jiee TIOJHOe cOOpaHue HAYyYHBIX CTaTeH, KHUT U aHATUTHYECKUX 0030pOB M3 00JaCTH MapKETHUH-
ra. Ha caiite mpencraBnena odmmpHas OMOIMOTEKa, CTPYKTYPHPOBAHHAS TI0 pas3jeiaM MapKe-
TUHTA.

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

CaiiT, IOCBSILIEHHBI METOJIaM «IapTHU3aHCKOTO MapKeTuHray. [IpencraBieHbl METOABI U
TEXHOJIOTHH, & TaKXKe OTEUECTBEHHBIE U 3apyOekHble MpuMephl ucnonb3oBanus uaeil Cera [No-
JUHA.

https://cloud.yandex.ru/services/datalens - sto cepBuc st OusHec-aHaMUTHKU. CepBHUC
MO3BOJISIET MOJKIIOUAThCS K Pa3IMYHBIM MCTOYHUKAM JAHHBIX, CTPOMTh BU3yaJU3allMM, COOU-
paTh AamOOpAbl U AETUTHCSA MOMydeHHbIMH pesynbrataMu. C nmomouneio Yandex Datalens Bbl
MOYKET€e OTCIEKNBATh MPOAYKTOBBIE M OU3HEC-METPUKH HANPSMYIO U3 UICTOUHUKOB, YTOOBI MPH-
HUMAaTh pelIeHusl, OCHOBaHHbBIC Ha JaHHBIX. Yandex Datal.ens He Tapuduiupyercs.
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