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1. Illesan ocBoeHMSI AUCHMIIJIMHBI.

[{enbro OCBOEHUS TUCIUIUIMHBI SBISIETCS O3HAKOMJICHHE CTYJICHTOB C TCOPETHUESCKUMHU U TPAKTHYC-
CKHMH METO/IaMH OLICHKH KauyeCTBa MAPKETUHTOBBIX CHCTEM; CHOPMHUPOBATH MAPKETUHTOBBII TIOX0T
K Ipo06JsieMe u3ydeHus: BHEIIHEH U BHYTPEHHEH Cpe/bl PepUITHS.

2. MecTo TMCHUILIMHBI B CTPYKTYpe 00pa30oBaTe/ibHOI MPOrpaMMbl.

JlucuumimHa OTHOCHTCSL K 4acTH, (OPMHPYEMOil ydyaCTHUKaMU 0Opa30BaTENbHBIX OTHOIICHHUH
bnoka 1 (Jucuumnuza no BeiOOpy). JlaHHAs MUCHUIUIMHA OCHOBAaHA HA 3HAHUAX, MOJYYEHHBIX
IIpU U3YUYCHUUN JUCHUIIIINHBI «Komrmiekce MAapKCTHUHTa».

3. [lnanupyeMsble pe3ybTaThl 00y4eHUs M0 U CHHUILINHE, COOTHECEHHbIE ¢ IUIAHNPYEMbIMH
pe3yJbTaTaMM 0CBOeHHsI 00Pa30BaTeJIbHOM MPOrPaMMBbI

[Tporniecc u3yueHus: TUCHUIUIMHBI HAMPaBJIeH Ha () OPMUPOBAHUE CIICTYIOIIUX KOMIIETCHIIUHN B CO-
otBercTBun ¢ ®I'OC BO, OOIT BO u nprobpeTeHus caeayronmx 3HaHui, YMEHUH, HaBBIKOB U

(unm) onbITa AESITENILHOCTHU:

dopmupyeMasi KOM-
neTeHuus
(kox 1 popmy.in-
poOBKa)

HNuaukarop nocru-
JKeHUS1 KOMIIeTEeHNH
(xox u popmy.in-
POBKA)

Ilepeyenn
NJIAHUPYEMBIX Pe3yJIbTATOB 00y4YeHHUs!

IIpodeccnonanbHbIe KOMIIETCHIIUA

IIK (HH) — 1 Crnoco-
OCH MPOBOJIUTH UCCIIE-
JIOBaHUS C LEJIBIO BbI-
060pa IPOyKTOBOM
HUIIU ¥ pa3paboTKu
IIPOYKTOBOM CTpate-
MU Ha OCHOBE J0CTO-
BEepHOU nH(popManuu

IIK (HH) — 1.3. Uc-
MOJIB3YET JOCTOBEP-
HYI0 HH(POPMAIUIO
JUIS OLIEHKH 00BeMa
pBIHKA, OTIpeieisieT
00BeM pbIHKa Ha OcC-
HOBAHHH JTAHHBIX, T10-
JTYYEHHBIX U3 Pa3JInd-
HBIX UCTOYHHUKOB.

3HaTh:

MeTto/1b1 ¥ cIOCOOBI TOMYUYEHUS IEPBUYHOM U
BTOPUYHON MH(pOpMaLun

MeTo/b1 OIIEHKM KadecTBa WH(opManuu
Ymers:

000011aTh U CTPYKTYPHUPOBATh TPeOOBaAHUS
norpedureneit st GopMUPOBAHUS CTPATETU-
YECKUX WHUIUATHB

PaccunTthIBaTh peaibHyIO U MOTEHIIUAIBHYIO
€MKOCTh PhIHKA

Baaners:

HaBbikom mpencraBieHus pe3yabTaToB oOpa-
OO0TKM U CTPYKTypHUpOBaHUs TpeOOBaHUM MO-
TpeOuTENsI MEHEDKMEHTY OpraHu3aluu

IIK (HH) — 1.4. Ocy-
HIECTBIISICT aHAJIN3 CH-
Tyall¥ Ha PbIHKE,
oTpenensieT KIrve-
BBIX UTPOKOB, UX TI0-
S3UIHIO U TUHAMUKY.

3HarTn:

OCHOBHBIE METO/IbI AHAJIU3A PBIHKA

YMmerThb:

OueHuBaTh KOHKYPEHTHYIO Cpely
OHpCI[eJ'ISITI) KJIFOUCBBIX I/IFpOKOB pBIHKa
Baanern:

HaBpikoMm mipescTaBiieHHs] pe3yinbTaTOB aHa-
JIN3a B BUJIE OTUYETOB

4. O0beM, CTPYKTYpPa U coiep:KaHue TUCHUIIIUHBI
OO0mas Tpy10€MKOCTh JUCITUTUTMHBI COCTABIISAET 3 3aueTHble equHullbl, 108 akageMuyecKkux va-

COB.




Ounas popma

BKJIIOYASI CAMOCTOSITEIbHYI0 padoTy

Bujabl yueOHbBIX 3aHSITHIA,

DopMbI TEKYLIEr0

CTYIEHTOB, KOHTPOJIAl yclieBae-
U HX TPYA0EMKOCTh MOCTH
. (B akageMHYeCKHUX 4acax)
Tembl (pa3aenbl =
Ne (pasnesiel) 3 KonrakrHas padora = ®opMa nPoMeKy-
AUCHUTLIMHBI, S s .
n/n 5 o 0 = |, § & TOYHOM ATTECTALMHU
HX COJep:KaHMe O = = S lm B2
< 2 g 5|2 §s < (mo cemecTpam)
a, E
S o} o O = O N
= =) [ 2| s g 9o'<
GE E s % 5 § g & ®opmb1 D0 u 10T
S| S| T |8 o = (npu HAJTMYMH)
=% = S |8 3=
= = X o ©
1 |Metomap! mOTy4YeHHUS UCXO/-
HO# mHpOopManun. Bapuant
MPOBEIEHHS TOTPEOUTENb- 2 2 2 17 Kelic
CKOTro OCHYMapKUHTA B PaM-
kax QFD-mporecca.
2 |Drarmsl mpoBeJCHHMS MPOLIe-
Iypbl IPUMEHEHHS «T0J0ca
MOTpeOUTENSH U MPOBE/Ie- 2 1 1 17
HUSI COOTBETCTBYIOIIETO
aHaIn3a
3 |O0600I1IeH e U CTPYKTYPUPO-
BaHUE TpeOOBaHUI MOTpedH- N
©p P 2 | 1|2 17 |keiic
tenel. [Ipuopurusanus tpe-
OoBaHMii TOTpeduTENIEH
4 |IInan cOaaHCUPOBAHHOTO
AKCIIEPUMEHTA TTapHBIX
CpaBHEHMH 110 MPUOPUTH3A- | 2 1 17
uH TpeOoBaHUN OTpeduTe-
Jen.
5 |9ransl moctpoenus «oma 5 1 5 1 19 IIpakTuueckoe 3ana-
KadecTBay HHE
0,3 6,7 3auer
HUTOoro 6 6 2 103 93,7 108 yacos
3aounas popma
Buabl yueOHbIX 3aHATHI,
BKJIIOYAs CAMOCTOSITE/ILHYIO0 PaGoTy | OPMBI TEKYIIEro
CTYACHTOB, KOHTPOJIsI ycneBae-
U UX TPY/I0€MKOCTH MOCTH
. (B akageMHYeCKHUX 4acax)
Tembl (pa3neJibl =
No (pa3aeunr) S KonTakTHas pa6oTa m ®opma npomeKy-
AUCHUILTNHBI, S < N
n/n 5 o 0 = |, § & TOYHOM ATTECTALMHU
HX CoJep:KaHHue O = = S lm B2
- % =l 3|cg¢e S (mo ceMecTpam)
|
= o] 1) |5 5 =82
g Z & 1| 5908
E|E|E] 25 §§ g ®opmbi DO u JIOT
Sl 8| 2|8 oS (npu HATMYHH)
=% < S |8 3=
= = X o ©
1 |MeTo/p! MoTyYeHHUS UCXO/I-
Holl nHQopMmanmu. Bapuanr | 2 2 2 17 Kelic
NPOBEIEHHSI TOTPEOUTENb-




Buabl yueOHBIX 3aHSITHIA,
BKJII0YAsl CAMOCTOSITEIBHYI0 padoTy | o, OPMBI TeKyIIero
CTYACHTOB, KOHTPOJISl ycneBae-
U UX TPY/10eMKOCTh MOCTH
a (B akaieMHU4€CKHX Yacax)
Ne Temel (pasrein) 3 KonrakTnas paGora | _ ®opMma IpoMeKy-
AUCHMILINHBI, S < .
n/n HX colepiKkanHe 5 N ) = | . g = TOYHOH aTTeCcTAMHU
© S| 2| 5|855 = (o cemecTpam)
s| 8| &| 5|g28¢E P
S| 2| 5|EF8¢
2| £l | 535|585 & ®opmbi D0 u IOT
Sl g8 2 E i S (MpH HAJTMYHH)
o < ] =
=] = 2 | g9
CKOro OEHYMAapKHHTa B PaM-
kax QFD-mpornecca.
2 |Drarsl IpoBeACHHMS IIPOLIE-
Jypbl IPUMEHEHHS «T0J0ca
NoTpeduTeNsH U MpoBeie- 2 1 1 17
HUSI COOTBETCTBYIOIIETO
aHammsa
3 |O0600IIeH e U CTPYKTYPUPO-
BaHue TpeOoBaHUit MoTpeOH- 5 1 5 17 Keiic
tenel. [Ipuopuruzanus tpe-
OoBanHmit moTpeduTeNeH
4 |TInaH cOaylaHCUPOBAHHOTO
OKCIICPUMECHTA IMapHBIX
CpaBHEHHUH 1O IPUOPUTH3A- | 2 1 17
uH TpeOoBaHHUN OTpeduTe-
Jen.
5 |Dramsr moctpoeHus «Jloma 5 1 5 1 19 IIpakTuueckoe 3axa-
Ka4yecTBay HHE
0,3 3,7 3ayer
HUTOI'O 6 6 2 103 93,7 108 yacosn

Coaepixanue pa3aesioB IMCHUIIIHHBI:
1. MeToasbl noJjiydeHusi ucxoaHoi nnpopmanuu. Bapuanr nposegenns norpeduTeIbCKOro
OenumapkuHra B pamkax QFD-npouecca.
MapkeTHHTOBbIE HCCIIEeI0OBAaHUS KaK HCTOUYHUK MH(pOpMaluu
Hcnonb3oBanue OeHUMapKHUHTa I NOTy4YeHHUs: HHPOpMAaLuu
Ksanmumerpuueckue aciektsl QFD
2.9Tanbl NPoBeIeHNUs MPOLEeTYPbl MPHUMEHEHHUS «r0J10¢a MOTPeduTe s> U MPOBEAeHUs
COOTBETCTBYIOIIEr0 aHATU3A
Kirouessie anemenTsl metopoioruu QFD
[Tpoenenne QFD I yposus (haza Nel)
[Tposenenue QFD II ypoBus (da3za Ne2)
[Tpoenenne QFD III ypoBHs (daza Ne3)
[Tposenenue QFD IV yposus (¢paza Ned)
3.000011eHMe U CTPYKTYpPUpPOBaHue TpedoBaHuii moTpeduTesieii. [Ipuopuruzanus TpedoBanmii
norpeduresiei
Monens H.Kano
[ToapazymeBaembie TpeGoBaHUs MOTpeduTeNs (TpedoBaHMs MO O€30MACHOCTH, CAHUTAPHO-
TUTUEHUYECKHE, BBIMOJIHEHHE OCHOBHON (DYHKIIUH U T.I1.);
Brickazannsle, chopmynrpoBaHHbIE TPeOOBaHMS U OKUJAHUS OTpeOuTeNs (0OBIYHO yKa3aHbl B
KOHTpPAKTe/I0TOBOPE), BHITIOJIHEHNE HYHKITUH U T.11.;



Heoco3nannbie TpeOOBaHUS U OXKHUAAHKS TTOTPEOUTENS (HEBBICKa3aHHBIC TPEOOBAHUS U
OXKHMJIaHUS, peaTn3alnsi KOTOPBIX TPUBOAUT K MOJOKUTEIbHON OLIEHKE, BOCTOPTY U
QKHOTaXXHOMY CIIPOCY Ha MPOYKIUIO)

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

[InanupoBaHue NpoayKTa.

IIpoexTupoBaHue NpoOayKTa.

[IpoexTupoBanue npouecca.

[TpoexTupoBaHue MPOU3BOJICTBA.

5.9Tanbl nocrpoenns «Jloma kayecTBa»

Otan | — BBIICHEHHE U YyTOYHEHHE TpeOOBaHUN MOTpeOuTeNnei; Itan 2 — paHXKUPOBaHUE TI0-
TpeOUTENbCKUX TpeOoBanuii; ITamn 3 — pa3paboTKa MHKEHEPHBIX XapaKTEPUCTHK; DTan 4 — BbI-
YHCIIEHNUE 3aBUCUMOCTEH MOTPEeOUTENIbCKUX TPEOOBAHHUM U MHKEHEPHBIX XapaKTEPUCTUK; JTam 5
— MOCTPOEHUE «KPBILIN»; JTall 6 — ONpeeIEHUE BECOBBIX 3HAUEHUI NHKEHEPHBIX XapaKTepH-
CTHK C YYETOM pEHTHHra MoTpeOUTeNbCKUX TpeOoBaHuil; DTan 7 — y4yeT TeXHUYECKUX OTpaHH-
YyeHUM; DTan 8 — y4eT BIUSHHUS KOHKYPEHTOB.

5. 06p330BaTeJIbele TEXHOJOIUH, B TOM YUCJI€ TEXHOJOIHHA 3JICKTPOHHOI'O oﬁyqe}mﬂ u ana-
CTAHIIMOHHBIC 06pa3OBaTean1>1e TEXHOJOI'dMH, HCITOJb3yEeMbI€ IIPHA OCYIIECTBJICHUHA 06[)330-
BaTECJbHOI0 MMpouecca 1mo JIMCumIJanHe

B npornecce 00ydeHust HCTIONB3YIOTCS CIEAYIOINEe 00pa30BaTeIbHbIE TEXHOIOTHH:

AxageMuyecKasi JeKIMs — [10CJIeA0BATEIbHOE U3JI0KEHUE MaTepualla PernoaaBaTeiem,
PACCMOTPCHUEC TCOPCTUYCCKUX U MECTOAOJIOTMUCCKHUX BOIIPOCOB AUCHUILJIMHBI B JIOTUYCCKH BbI-
nepKaHHOM (opme. B mpoliecce nekuuu npenojaBareib CTUMYJIUPYET CTYJEHTOB K y4acTHIO B
00Cy>XJIEHUU BOIPOCOB U BBICKA3bIBAHUIO COOCTBEHHOW TOUKH 3pEHUs 00CykaaeMoil mpobiiema-
Tuku. Llenn u TpebGoBaHMs K aKaJeMUYECKO JIEKLIMU: COBPEMEHHBINH HayyHbIH YpOBEHB, HH(OP-
MAaTUBHOCTb, CUCTEMHOC OCBCHICHHUC KIHOYCBBIX MMOHATHH U MOJ0KEHUU T10 COOTBCTCTBYIOHIeﬁ
Teme, 0030p U OlLIEHKa CYLIECTBYIOIIEH MpoOIeMaTHKy, 1aya METOAMUECKUX PEKOMEHIaluil cTy-
JICHTaM JJIsl JAIbHEHIIEro U3y4YeHHusl Kypca.

IIpakTHyeckoe (ceMHHApPCKOe) 3aHATHE — 3aHATHE, TOCBSIIEHHOE PAKTUYECKOH oTpa-
00TKE Y CTYACHTOB KOHKPCTHBIX YMeHI/II\/'I M HABBIKOB NP U3YUCHUHN JUCHUIIIMHBI, 3aKPCTIIICHUIO
MOJYYEHHBIX Ha JIEKLUU 3HAHUH U OLIEHKE Pe3yJbTaTOB OOY4YEHHUs B IpOIecce TEKYILIEro KOH-
TPOJISL.

Ha nepBoM npakTH4ecKoM 3aHATHH B BBOJHOM YacCTH 1aeTcCsl IEPBOE 11€T0CTHOE MTPECTaB-
JICHUEC O JUCIIUIIIINHE. CT}’ILGHTBI 3HAKOMATCA C HA3BHAYCHUEM U 3aJadaMi JUCITUITIINHBI, eé POJIBIO
U MecTOoM B 0Opa3oBarenbHOil nporpamme. [Ipu 3TOM 03ByUMBarOTCS METOJMUECKUE U OpraHU3a-
OUOHHBIC 0COOEHHOCTH pa6OTI>I B paMKax I[aHHOfI AUCHUILUINHBI, @ TAKXKE JaCTCS aHAJIN3 PpCKOMCH-
yeMol y4eOHO-MeTOIM4ecKoil uTepaTypbl. [Ipo1omKUTENbHOCTh BBOAHOM YaCTH COCTaBIIsIET
He Oonee 10-15 munyT.

ITpu mpoBeieHNN NMPAKTHUECKUX 3aHATHH HCHOIB3YIOTCS TaKUe HHHOBALMOHHBIE METObI
00y4eHus1, KaK JUaNor-codeceoBaHne, KOJUIEKTUBHOE OOCYXICHUE TEMAaTHYECKUX BOIPOCOB,
pa30op NPaKTUYECKUX CUTYaIMil, HOPMATUBHBIX JOKYMEHTOB, TEOPETUYECKHX M METOIMUYECKUX
ACIIEKTOB 110 TEMaM AUCIIHUIIJINHEI. O6CY)K)ICHI/IG 1 OLICHKA IMPABUJIbHOCTHU BBIITOJTHCHHBIX PAa3JIny-
HOTO THUMA 3aJaHui, yKa3aHHbBIX B ()OHJE OLEHOYHBIX CPEACTB paboueil mMporpaMMsl, IPOU3BO-
JUTCA KOJUICKTUBHO CTYACHTAMH IO PYKOBOJACTBOM IIPCIIOAABATCIIA.

KoncyabTanum — Buja y4eOHBIX 3aHATHH, SBISIOIIMECS OAHOM M3 (OpM KOHTPOJIS
CaMOCTOSITENTFHOW pa0OThI CTY/ICHTOB B T€UCHHE ceMecTpa. Ha KOHCyIbTalMsIX 10 WHUIIMATHBE
CTYJCHTOB PAacCMaTpPUBAIOTCS M OOCYXKAAIOTCSA Pa3lIUYHbIE BOMPOCH TEMAaTHUKU TUCLUIUIMHBL,
KOTOPBIE BO3HUKAIOT Y HUX B IMPOIIECCE CAMOCTOSTEIBHON pabOTHI.



6. [lepeyeHb JIMIEH3MOHHOTO H (MJIH) CBOOOTHO PACHPOCTPAHSIEMOro MPOrPaMMHOI0 0dec-
NMeYeHHus, MCIOJIb3yeMOro MpH OCYIIECTBJIEHHHM 00pa30BaTEIbHOI0 mpolecca Mo JAUCIH-
IUIHHE

B mpormecce ocyiectBiaeHns 00pa3oBaTebHOIO Mpolecca 1Mo AMCHUIUIMHE HCIIONb3Y-
FOTCSL:
1) s GOopMHUPOBAHUS MATEPHAIOB ISl TEKYIIIETO KOHTPOJISI YCIICBAEMOCTH M MPOBEACHHUS IIPO-
MG)KYTO‘{HOﬁ arrecranuu, ajis q)OpMI/IpOBaHI/IH METOAUYCCKUX MaTepI/IaJIOB 110 JUCIIHUITJIINHE:

- mporpammbl Microsoft Office;

- Adobe Acrobat Reader DC.

7. IlepevyeHb coBpeMEeHHBIX NMPOo(ecCHOHANBHBIX 0a3 JAaHHBIX U MH()POPMALUMOHHBIX CIIpa-
BOYHBIX CHCTEM, MCII0JIb3yeMbIX IIPH OCYLIECTBJICHHH 00pa30BaTEJIbHOIO MPoLecca 1o JAuc-
HUILTHHE (IPY He0OXO0IMMOCTH)

B npornecce ocymiecTBiaeHuss o0pa3zoBaTeNbHOrO Mpolecca Mo TUCHUIUIMHE HCIIONb3Y-
I0TCSL:

ABTomaTtu3upoBaHHas  OubnuoreyHo-uHpopmanuonHas cucreMa «bYKU-NEXT»
http://www.lib.uniyar.ac.ru/opac/bk_cat_find.php

8. IlepeueHb OCHOBHOI M JOMOJHUTEILHON y4eOHOI JuTEpaTyphl, pecypcoB uHdopmamnu-
OHHO-TeJICKOMMYHUKAIMOHHOU ceTH «MHTepHeT» (IpM HE0OXOAMMOCTH), PEKOMEHIyeMbIX
JJIS1 OCBOCHMS M CHHUIITIHHbBI

a) OCHOBHasl JIMTEpPaTypa

1. ®omuues, B. . YnpaieHue kaueCTBOM U KOHKYPEHTOCIIOCOOHOCTBIO: YYEOHUK IS
By30B / B. . ®omuueB. — Mocksa : U3natenscrBo HOpaiit, 2022. — 156 ¢. — (Bricmiee oopa-
3oBanue). — ISBN 978-5-534-12241-1. — TekcTt : amekTpoHHbIN // OOpa3oBaTeiabHas TUIAT-
dopwma Opaiit [caiit]. — URL: https://urait.ru/bcode/496135 (nara ob6pamenus: 10.02.2022).

2.Bacumn, C. I'. Ynpasnenue kauecTBoM. BeeoOmumii moaxoy : yueOHUK Juid OakanaBpuara
u maructpatypsl / C. I'. Bacun. — Mocksa : U3narensctBo FOpaiit, 2019. — 404 c¢. — (baka-
naBp U Maructp. Axkagemudeckui kypc). — ISBN 978-5-9916-3739-8. — TekcT : 31eKTpOHHBIH
/I ObpazoBarenbHas miatdopma KOpaiit [caiiT]. — URL: https://urait.ru/bcode/425062 (nata 06-
pamenusi: 10.02.2022).

0) 10MOJIHUTE/IbHAS JINTepaTypa

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

2. OBcsiHHMKOB, A. A. CoBpeMeHHbIH MapkeTuHT. B 2 u. YacTh 2 : yueOHUK U MPAKTUKYM
it By30B / A. A. OBcssHHUKOB. — MockBa : UznarensctBo FOpaiit, 2022. — 219 c. — (Bricmiee
oOpazoBanue). — ISBN 978-5-534-05052-3. — Texkcr : anekTpoHHbIi // OOpa3oBaTebHas 1at-
dopma FOpaiit [caiit]. — URL: https://urait.ru/bcode/493323 (nara obpamenus: 24.01.2022).

B) pecypcbl ceTn «MHTEepHET»:

1. DnexkTpoHHBII KaTaJor Hayunoit O6ubIMoTeKn Apl'y
(https://wwwe.lib.uniyar.ac.ru/opac/bk_cat_find.php).

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

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

4. Hayunas snekrponnas oudmuorexka (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/ Pegakunonno-undopMaionHoe areHTcTBO "CTaHIapThl U Kaue-
ctBO". CpencTBo MaccoBOi HH(pOpMAIIHH, TOCBSIIIEHHOE TPo0IeMaM B 00JIaCTH CTaHAAPTU3ALINN
Y Ka4eCTBa B Pa3HBIX OTPACISX MPOMBIIIICHHOCTH.

6. http://www.cfin.ru/management/iso9000/index.shtml Pa3nen "YmnpaBnenwe kaue-
ctBoM 1 [ISO 9000" Ha pecypce "KoprmopaTuBHBIN MEHEIKMEHT", T1e pa3MeIleHbl YUYCOHUKH,
KYpCBI JIEKLIUH, aHATUTUYECKHIE CTaThH, CCBUIKH Ha APYTHe UCTOYHUKU UH(popmaruu B IHTepHeT.

7. http://www.klubok.net OTKpBITBIN IPOEKT MO TEMaM: yIPABJICHHE Ka4eCTBOM, yIIPaB-
JICHYECKHI KOHCAJITUHT, IICUXOJIOTHUS TOPTOBJIH, MHTEpHET-MapKeTUHT. CTaTbu, 0030pbl, KOH-
CyJbTanuu, Gopym.

8. http://www.vniiki.ru/ Bcepoccuiickuii Hay4HO-HCCIIEA0BATEIbCKUN WHCTUTYT Kilac-
CU(UKAIMH, TSPMUHOJIOTHH U UHPOPMALIUHU TI0 CTAHIAPTU3AIUHN B KAUeCTBY SIBISCTCS [ JTaBHBIM
UH(POPMALIMOHHBIM HEHTPOM ['0Cy7apCTBEHHOT0 KOMUTETA 10 CTaHAAPTH3AIMN U METPOJIOTHH.

9. http://quality.eup.ru/- "QUALITY - Menemxment kauecta u ISO 9000", JIokyMeHTBI
U MaTepHualibl 10 MEHEDKMEHTY KadecTBa, ctanaapraM ISO cepun 9000, exxenneBHOE OOHOBIIE-
HUE.

10. http://marketing.rbc.ru/ - Ha caiite npencraBieHbl aHAIUTHKA U 0030pbI PBIHKOB, IPO-
BEJICHHBIC KOMITAHUEH POCOM3HECKOHCAITHHT

11. http://raexpert.ru/ - RAEX («Dxcnept PA») — kpynHeiiiee B Poccun MexyHapojHOE
peiftuaroBoe arenTcTBO ¢ 20-1etHeit ucropueit. RAEX («3Okcnept PAy) siBisieTcst nunepom B 00-
JacTU PEHTHHIOBAHUS, a TAK)KE UCCIIEI0BATEIHCKO-KOMMYHUKAITMOHHON 1A TEIIbHOCTH.

12. https://cloud.yandex.ru/services/datalens - sto cepBuc aist 6usHec-ananutuku. Cep-
BUC TTO3BOJISICT MOJKIIIOYATHCS K PA3IMYHBIM UCTOYHHUKAM JIaHHBIX, CTPOUTH BH3YaIM3alliH, CO-
Ouparh MamOopIbl U ACTUTHCS OTyYeHHbIMU pe3ynbratamu. C nmomoripio Yandex Datalens BbI
MOYKETE OTCIIEKUBATh MIPOIYKTOBBIE 1 OM3HEC-METPUKH HAMPSMYIO U3 HCTOYHUKOB, YTOOBI MTPH-
HUMATh PEUICHUs, OCHOBaHHBIC Ha JaHHBIX. Yandex Datal.ens He Tapuduimpyercs.

9. MaTepuajibHO-TeXHHYecKas 0a3a, Heo0XoAMMas VIl OCylIeCTBJIEHHsI 00Pa30BaTeIbHOI0
npouecca no AUCHUIVINHE

MarepuanbHO-TeXHHUECKas 0a3a, He0OX0AUMAas ISl OCYIIECTBIEHUSI 00pa30BaTeIbLHOIO
npolecca 1o AUCUUIUIMHE BKJIIOYAeT B CBOW COCTaB ClieUalbHbIE TOMELICHMUS:

- yueOHble ay TUTOPUHU ISl IPOBEICHUS 3aHATUH JIEKIIUOHHOTO THIIA;

- yueOHbIE ayIUTOPUH I IPOBEACHUS MPAKTUYECKUX 3aHATHH (CEMUHApOB);

- yueOHble ay TMTOPHUHU ISl IPOBEICHUS TPYIIOBBIX U MHAWBUYaTbHBIX KOHCYJIbTAIUA;

- yueOHbIE ayAUTOPHUH JIJIsl IPOBEIEHUS TEKYIIETr0 KOHTPOJIS U IPOMEXYTOUHOM aTTecTa-
IIUH;

- IOMEIIEHHUS Il CaMOCTOSITENbHON paboThI;

- MOMEUICHHUS JUIsl XpaHEeHUs U MPO(YUIAKTUYECKOT0 00CTYKUBAHUS TEXHUYECKUX CPEJICTB
00yueHwusl.

CrnenanbHble MOMENIEHHUs] YKOMITJIEKTOBAHbI CPEACTBAMHU OOYYEHUs, CIyXKAIlUMH JUIs
npeJcTaBieHus yueOHoi nHpopManuy 60JIbIION Ay AUTOPHH.

ITomernieHust A caMOCTOSTENBHON pabOThl 00YYarOIIMXCS OCHAIIEHBI KOMIBIOTEPHOU
TEXHUKOM C BO3MOYXHOCTBIO MOJKIIIOUEHUs K ceTu «MIHTepHeT» 1 obecriedeHreM JOCTyMa K AJIeK-
TPOHHOM MH(OpMaIMOHHO-00pa3oBaTenbHOU cpeae Apl'Y.

ABTOp:

3aB. kadenpoil ynpaBieHHs U MPEAITPUHH-

MaTeJbCTBA, K.3.H, JIOLEHT JL.YO. bproxaHoB

OQ0JIHCHOCIb, VUeHdsl CIenetb U.0. @amunusn
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IMpuaoxenne Ne 1 k padoyeil mporpaMmme QM CHUNINHbBI
«OneHKka KayecTBa B MAPDKETHHIOBBIX CHCTEMAX))

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 32]aHUSI M HHbIE€ MATEPHAJIbI,
HCNOoJIb3yeMble B Mpoliecce TeKylleil arrecTauuu

Tema 1. MeToabl moty4eHus1 MCX0AHO nHGopMauuu. Bapuant npoBenenus norpednTeib-
ckoro 0enumapkunra B pamkax QFD-npouecca.
(xomnerenuus [IK(HW)-1, nuaukatop MK(HU)-1.3, unaukarop INK(HHN)-1.4)
Keiic. UTo noTpeduTe 1M 1yMAaKOT 0 Ka4yecTBe cepBuca?
Hayuonanvhas ¢akmopuneosas Komnamus cnpocuna 006 2MOM C80UX KIUEHMO8 U coenana
HeooicudanHvle omkpvimus. Tenepo ee meneoicepvl 3aH060 YUamcs pabomams U ¢ NpemeH3uAMU,
U C NOHCENAHUAMU.
"B ctepe yciyr, GUHAHCOBBIX B TOM YHCIIE, HET MPUSATHBIX 3al1ax0B, PKUX LBETOB, BKYCHBIX
cyOcTaHIMI M IPOYMX XapaKTEPUCTUK, KOTOPbIE OKA3bIBAIOT CYILIECTBEHHOE 3MOLMOHAIILHOE BJIU-
sSHUE Ha MPHOOpETeHrne TOro WM MHOro ToBapa. BriOupas mpoBaiinepa, moTpedbuTenb yaemser
OCHOBHOE BHMMAaHHE 1IEHE U KauecCTBY'",— rOBOPUT PyKOBOJIUTEIb MaPKETHHTOBOTO MOpa3iese-
Hust HanonaneHoi ¢axtopunrosoit komnanuu (HOK) lapes Huxonaesckas. Ho mist camoit
H®K Bb160pa HET: 60POTHCS ¢ KOHKYPEHTAaMHU OHA MOYKET TOJIBKO KaueCTBOM.
Ha priHKe (haKTOPUHIOBBIX YCIYT, IJIe Ceifuac rocrnoiCTBYIOT yHUBepcaiabHble OaHku, HOK —
MPaKTUYECKH €TMHCTBEHHAS Y3KOCIEIMaIN3UupOBaHHasl opranu3aius u crapeitmas (¢ 1999 rona)
KOMaH/1a Ha peIHKE. MexXay TeM 0 KpHU3Huca JMAUPYIOLIME MO3UINN 3aHUMAaIi UMEHHO CIlelua-
au3upoBaHHble koMmmnaHuu. IlepBoe mecto ynepxkuBan "EBpokoMMepi”, B TpoilKy HEM3MEHHO
Bxoawia u HOK. Ho ¢ ocenn 2008 roga MmHOroe n3MeHus0ch. CTpEMUTENBHO pa3BaTUBLINIICS
"EBpoxomMepIr" ocTaBui MHOTO CBOOOHOTO MeCTa JyIsl Tiepeienia peiHka. M30bITounas TuKBU/I-
HOCTb 3aCTaBHJIa KPYIHbIe 0aHKOBCKHE KOMIIAHUM UCKATh HAIIPABJICHHUs, Ky/1a MOKHO MPUIIOKUTh
M30BITOYHBIE PECYPCHI C KOHTPOJIUPYEMBIMHU pUCKaMH. TakuM HampaBiIeHHEM U cTajl (aKTOPUHT
— yciyra, Kotopas 1nojipasyMeBaeT (MHaHCUPOBaHHUE A€OMTOPCKOI 3aJ0DKEHHOCTH (KOMITaHUS -
(bakTop nepeuncisieT AeHbIM KIIMEHTY, a IOTOM caMa BEZIeT pacdyeThl C JOXKHUKOM, KOTOPBIH B35
y KJIMEeHTa TOBapHbIN KpenuT). HoBble kpynHbie urpoku — Aunbda-6ank, BTb — Bocmons3oBa-
JIUCh CUTYyalleH U arpecCUBHO [T0YYacTBOBAJIM B Iiepeielie PhIHKA.
Hcropuuyeckn HOK Bceraa "orcTpanBanace” oT yHUBEpCAIbHBIX OAaHKOB, YTBEpPXK/1asi, YTO yMEET
HE TOJBKO JaBaTh JE€HBIU B JIOJIT, HO U YIPABIAThH 1€OMTOPCKOM 3aJ0JIKEHHOCTHIO. BOBITMHCTBO
YHHMBEpCAJIbHBIX OAHKOB JI0 CHX IOpP CYUTAIOT 3Ty 4acTh (haKTOpUHTa 00y30il U MPEeaOCTaBISIOT
(bakTOpUHT C perpeccoM (TO €cTh B ClTydae HEBBIIJIATHI 33/10JKEHHOCTH MTpobiieMa MpocTo mnepe-
anpecoBbiBaeTcs kKiaueHty). B HOK maccoBo nponatot ycinyru dakTopunra 06e3 perpecca u cum-
TaIOT 3TO CBOMM MPEUMYIIECTBOM.
Croumocts yciyr HOK Ha TpeTh BbllIe, yeM Yy 0aHKOB, KOTOpBIE CBOJST BeCh (PaKTOPHHT K (PH-
HAHCUPOBAHUIO 1€0UTOPCKOI 3a10KeHHOCTH. [Ipu3HaBaeMoro KIMeHTaMu MpenMyIlecTBa HaJlo
JIOCTUraTh B KauecTBe yciyr. Ho kak BbICOkO KiMeHTHI 1eHAT cepBuc HOK? UToObI 3TO MOHATH,



KOMIIaHUSI HBIHEIIHUM JIETOM 3allyCcThjIa MaclTaOHOe HCCIeI0BaHUE YOBIETBOPEHHOCTH KIIU-
€HTOB.

TpeoOyiiTe caTuchakunu

N3yuasi y1OBIECTBOPEHHOCTh KJIMEHTOB YPOBHEM CEpBHUCA, HENb3s NMPOUTH MHUMO METOAUKHU
SERVQUAL (ot service quality — kadectBo yciyru). OHa pa3paboTaHa Ha 0a3e CO3TaHHOU B
1985 romy amepukanckumu npodeccopamu Apynom I[lapacypamanom, Jleonapaom beppu u Bo-
napu 3eMTaaIMOM KOHLEMIIUU CEPBUCHOTO KadecTBa. ABTOPHI PEKOMEHIYIOT U3y4YaTh U U3MEPATH
KaueCTBO CEPBHCA, OIICHUBAS Pa3pbIB MEXKTY MOTPEOUTEITHCKUMH HAJIEKIAMHU U JKEITaHUSIMH (OHU
paccMaTpuBalOTCs Kak CTaHAAPT) U BOCIPUATHEM (M3MEPEHHBIM OTHOILIEHUEM K YCIIyTe, KOTOPOH
NoTpeOUTENh yKe BOCIOJIb30BaICs ). B KilaccnyeckoM BapuaHTe YPOBEHb KaueCTBa OLICHUBACTCS
1o MATH u3MepeHusM (dimensions), KaKIblii U3 KOTOPBIX pa30MBAETCS HA HECKOJIbKO crienudu-
YEeCKUX KpUTEPUEB. Y aMepuKaHLEeB Takux kpurepues Obuio 22, y HOK B pesynbrare aganranuu
nonyuniock 10. BOoT nepBbie msITh KpUTEPUEB B MOPSAIKE yOBIBAaHUS: pa3Mep BHIILIAYUBAEMOTO
(buHAHCUPOBAHUS, pa3Mep YCTAHOBJICHHBIX JTUMUTOB HA IEOMTOPOB, pa3Mep BBIABAEMOTO MOPY-
YUTENIbCTBA 32 JeOUTOPOB, CIIOCOOHOCTD MpeAiaraTb HAUBUAYAIbHbIEC PEHICHHS, CKOPOCTh MPH-
HATUS PEIICHUH Ha PAa3JIMYHbBIX 3TAlax COTPYAHUYECTBA.

B HOK paspaboranu ankeTy u3 30 BOIPOCOB U MPOBEIM UHTEPBBIO C 88 KOMITAHUSAMU, KOTOPBIC
npuaecau B 2009 roxy 70% moxona koMmmaHuu. "PecrioHIeHTOM MOT OBITh U TeHEepaIbHBIN, U
KOMMEpPUYECKU, 1 (UHAHCOBBINA AUPEKTOP, U TIaBOYX — JH000M, KTO IIyOKe APYTUX BOBJICUEH B
oOmieHne ¢ GaKTOPUHTOBON KOMITAaHUEH",— pacCKa3bIBAaeT 3aMECTHTENb MPEceaTelIs IpaBlie-
Hus HOK Koprenuny Po0y.

[Tocne 06pabOTKM aHKET KOMITAaHUS pacCYUTa a CpeAHUN YPOBEHb yIOBICTBOPEHHOCTH SQQ — OH
ObL1 paBeH 85%. 1o 03HauaeT, uto Mexay HOK u oOpa3om uaeanbHoi pakTOPUHTOBOM KOMIIa-
HUU pa3pbiB cocTaBisil 15%. Teneps ¢ 3Toii mudpoit OyayT CpaBHUBATH PE3yIbTaThl MOCISIYIO-
HIMX UcclieoBaHuii, KoTopsle B HOK pemmny npoBoauTh KaX bl TOI.

Bo Bpemst UHTEpPBBIO MPOSICHUINCH KOHKPETHBIE CUTYAllUU, BBI3BIBABIINE HEJOBOJIbCTBO. OKa3a-
JIOCh, YTO KJIMEHTaM He HPABUTCA CIUIIKOM OOJBIION CPOK (MHOTIA 10 MecsIa), KOTOPbIH KOM-
MaHUs OTBOJIUT Ha MPUHSATHE PEIIEHUS O BO3MOXHOCTH (DAKTOPUHTOBOTO OOCITYKUBAHMUSI, pa3apa-
JKaJla HEOoIpeAeIeHHOCTh CUTyalluu (BpeMs HJeT, a oTBeTa HeT). He HpaBumiiach momHas 3aKphl-
TOCTh TIPOLIEYP: TPYAHO OBLIIO BBIICHUTH, YeM MOTUBUPOBAHO TO WJIM HHOE PEIICHHE.

B urore B HOK noHsuiM, 4T0 UMEHHO BIIMSET HA YPOBEHb YJOBJIETBOPEHHOCTH KIMEHTOB, U Te-
nepb MOryT U3MeHUTh cutyanuto. Ceituac, no cnoBam Kopnenuny PoOy, aHanu3 3akoHYeH u co-
CTaBJIEHA IpOrpaMMa JAIbHEUIINX JEHCTBUM.

[lepBble MOMOKUTENBHBIE PE3YyJIbTAThl UCCIICIOBAHUS MPOSBUIIUCH €IIIe B ero xojae. Peakius Ha
OTpPOC B TMOJABISIONIEM YHCIIE ClIydaeB Obla MO3UTHUBHOHM. Hampumep, reHIUpPEKTOp OJHOTO
odeHb KpynHoro kinreHTa HOK, mocraBmyka KaHIENIPCKUX TOBAPOB, MPUHSIT PEIIEHUE MPOBe-
CTH TOYHO TaKO€ K€ MCCIEJOBAaHUE CPEIM CBOMX KIMEHTOB. KoMMepueckuil TUpEKTOp Apyrou
KOMITAaHHH 110 COOCTBEHHOW MHUITMATUBE nepe3BoHmi B HOK, passickan lapeio HukonaeBckyro
U TIO/ICTTUIICS CBOUMHU COOOPaKeHUSMU, MTOCIIE TOTO KaK y3HaN, UTO B UCCIIEIOBAHUU yKe M0yYacT-
BOBAJI €0 Kojuiera (GUHIUPEKTOP.

KnuenTam ObUTO MPUATHO, YTO UX MHEHUEM UHTEPECYETCs MOCTABIIUK YCIYT: IO CUX IOP OHH HE
ObUTH M30a710BaHbI TOJO0OHBIM BHUMaHUEM. A 3psi, TOTOMY 4TO, 1o ciioBaM [ eoprus LlxBupaBa-
HIBIJIM, TapTHEpa koMmanuu Service First (koHCanTUHT, 00y4eHrne U IPOBEACHHIE UCCIIeIOBAaHUI
KauecTBa CEpBHCA), BATMIHOCTD, TO €CTh aJICKBATHOCTh PE3YJIbTATOB OMPOCOB, B cepe b2b 3Ha-
YUTENHHO BhINIe, 4eM B b2c. KinenT-"pu3uk" yacto oTnuckiBaeTcs, He BUAS IEHHOCTH B OMPOCE,
uim npocto crnemut. C IpiaullaMi OTHOIIEHUS, KaK MPaBHIIO, CEPhE3HEE, MOITOMY OHH OOJIbIIe
YBEPEHBI, YTO OMPOC HE (POPMATLHOCTD.

Henb3s ckazate, yTo HOK oka3zpiBana cepBUC HU3KOrO KavyecTBa, 15-MpONEHTHOE OTCTaBaHUE OT
UeanbpHOT0 00paza KoMnaHuM — Herutoxou pe3yibTar. "C HOK Hama koMmnaHus coTpyIHUYaeT
¢ 2005 rona. Hukakux cepbe3HbIX MpobseM B OOLIEHUH 3a 3TO BpeMsl y Hac He Obu10. brarogaps
aBTOMATU3UPOBAHHOMY Ipolieccy oOMeHa nHpopmalmeid, KOTOpbIii MbI pa3padaThIBaIl BMECTE,



WCKIIIOUEHA JII00ast ommoOKa",— TOBOPHUT CTapiivii ()MHAHCOBBIM MEHEIKEpP KOMITaHWH '"Iro-
mwiact" Mpuna CrenaHosa.

Ho Bce-taku HOK yrxe Hauana nepecTpauBath CBOM OTHOIIEHUS ¢ KiMeHTamu. Hanpumep, B Kom-
naHuK OOJIbIIIE HE AYMAIOT, YTO €CIIHM KJIMEHT YeM-TO HEJOBOJICH, TO OH CaM HaiJleT crocod BbI-
pa3uTh CBOE HEIOBOJBCTBO U oHeCcTH ero 10 HOK. Beap, no cinosam I'eoprus LixBupaBamBuim,
110 90% HEIOBOJIBHBIX KIIMEHTOB MOJIYA YXOJAT K KOHKYpPEHTaM, TaK U HE BbIPa3UB CBOEIO OTHO-
HIEHUS K KOMIIaHUH.

[TonsitHO, yTO B HOK 1 panbiie padortanu ¢ xxanodamu — ux o6paboTka BMEHsIaCh B 00s3aH-
HOCTb KJIMEHTCKUM MeHemkepaM. Ho aTa 06s13aHHOCTh ObLTa OJJHON M3 MHOTHX, IPUYEM JJAIEKO
HE TIepBOi 110 BAXKHOCTH M HUKAK HE periaMeHTupoBaHHo. Tenepb B MHPOpMAIIMOHHON CUCTEME,
MCIIOJIb3YEMO 1J1s OOIIeHHsI KOMITAaHUU-(PaKTopa U ero KJINeHTa, Ha epBOi cTpaHulie OyaeT Bbl-
JesieHa "KHomKa'", TIoJ] KOTOpO# pachoJIOKUTCS CrenraibHas popMa 3ampoca KiaueHTa. "Bee Bo3-
MO>KHBIC TIOYKEIaHUS MBI CHCTeMaTH3upoBain',— roBopuT Kopuenuy Poby. Ota dhopma momoxker
KIIMEHTY ONPEAEIUTHCS C IPETEH3USIMU, & KOMIIAHUH — IPOPAHKUPOBATH O0JIEBbIE TOUKH 10 Ya-
crore ynomuHanuii. Ceriuac B HOK BBonuTCS cnienpaiibHasi TaTHAS €IUHHUIIA — CIICIIUAIKCT,
Yheil OCHOBHOHM 00SI3aHHOCTBHIO OyIeT paboTa ¢ KIIMEHTCKUMH MPETCH3USIMHU U TIOKEIaHusIMA. B
TE€YEHHE TPeX JHEH (3TOT CPOK AOCTATOUEH JJIsl aHAIM3a JIt000i MpoOIeMbl) KITUEHT JAO0JDKEH MO-
JYYUTH BHATHBIN, XOTSI © HE 0053aTEIHHO MOJIOKUTEITHHBINA OTBET.

15,7 mupa py0. o6opoTa 1o (hakTOpUHTOBBIM oneparusaM 3a nepoe noxyroaune 2010 roma mo3po-
i HOK 3aHsaTh TpeThbe MECTO HA POCCUIMCKOM phIHKE ¢ foJiei 8,44%

Omnopa u ocHoBa

Kopuenuy PoOy pacckasbiBaeT, uto A0 nposeneHus uccienoBanus B HOK ne umenu yerkoro
MPEJICTaBICHUSI, HACKOJIBKO KJIMEHTHI LIEHAT YCIYTH HE TOJIBKO MO (PMHAHCUPOBAHHIO MOKPBITUS
PHMCKOB, HO H T10 YUYeTy U coopy neduropckoii 3anomkennoctu (Y /3). Koneuno, komnanust uHTe-
pecoBajach ypOBHEM CBOETO CEpBHCA, CO3AABANIMCH JIaxke paboyue IpyMIibl, HO JIUIIh MacITaOHOe
UCCIIeIOBaHME 1o U 0a3y JUIs OLEHOK (2 HE TOJIBKO CyOBeKTHBHOE MHEHHE BHYTPEHHHX JKCIIEp-
TOB).

o cux mop B koMmanuu cuutanu Y /I3 kiatoueBbiM HanpasieHrueMm. Ho okaszanock, 4To mouTu mo-
JIOBHHA OMPOIIeHHBIX (48%) HEe BUIENH B Mepeaaye YIpaBieHUus JeOUTOPCKON 3aI0IKEHHOCTHIO
oco00it HeooxoaumocTH. [IpaBaa, Obliia ofHa HHTEpEecHast ocoO0eHHOCTh. Ecnu atum 48% pecnon-
JEHTOB Ka3aJI0Ch, UTO YCIIyra yIpaBleHus 1e0UTOPCKOM 3a0KEHHOCTIO OKa3aHa HE OUYeHb Ka-
YECTBEHHO, 3TO MHEHHME OUY€Hb CHJIBHO BJIMSUIO HAa OOLIYI0 OlleHKY coTpyaHuuecTBa ¢ HOK.
BrIICHMIIOCK, YTO caMO€ kKenaeMoe U3MEHEHUE — MPO3PaYHOCTh. KIMEHThI XOTAT NOHUMATh, YTO
npoucxoauT. Panpiie nHopmanmio o ToM, Kak 00CTOST Jiea ¢ TOW UM MHOM 3a]0JKEHHOCTHIO,
OHHM MOTJIM MOJYYUTh TOJIBKO Tociie mucbMeHHoro 3anpoca B HOK. Tunuynslil 0OTBET Ha 3BOHOK
ob11 TakuM: "He 6ecriokoiitech, padota uzer". Ceifuac 3TOT MPOLECC BU3YATU3UPYETCS: KIUEHT
B MH(POPMAIIMOHHOMN cucTemMe OyJeT BUIETh, B KAKOW CTaIUM HAXOJUTCS MOTydYeHHUe 3a/10JKEH-
HOCTH, Kakas paboTa mnpojieiaHa (Harnpumep, cKoibko pa3 corpyaauku HOK no3onmm nomx-
HUKY ¥ KaKue OTBETHI MOTYYHIIN).

OpHolt U3 caMbIX TPOOJIEMHBIX TOYEK 0Ka3aJI0Ch BBIJEJIEHUE JINMUTOB Ha KaXXJI0T0 U3 MOKYyTaTe-
neit xiuenta. B HOK cumntaroT, 9To 001a1atoT 0THOM U3 caMbIX aJeKBATHBIX CHCTEM PHUCK-Me-
HEPKMEHTA Ha PhIHKE, KOTOPasi O3BOJISET Mpe/icKa3aTh MOTEHIIMAIbHbIE TPOOJIEMBI C HETlIaTelb-
mukamu. Ho nipu sTom knuentsl HOK yacto O6butn He coriacHsl ¢ ycTaHOBICHHOM cymmoit. He-
IPUITHO, KOT/1a Thl paboTall ¢ MOKyHaTeNeM yKe IOl Ha OIpe/IelIeHHbIX 00beMax 3aKyIoK, a pax-
TOPUHTOBasi KOMIAHUS BIPYT 3asBJISIET, UTO HE MOXKET MPUHSATH HAa OOCITyXHBaHHE OoJee MOoJo-
BHUHBI 3TOM cCyMMBI. [Iprunasl cBoero pemenus HOK Hukoraa He kommenTupoBana. Tenepb kax-
neiii anneppaiitep HOK mpu ompenenenuu pazmepa JuMuta OyneT BBIOMpATh MMapamMeTp
U3 CIIMCKAa, MOBJIUSABLIETO Ha 3TO perieHue. VM KimeHT yBUuIuT B MHGOPMaIllMOHHON cucTeMe 000c-
HOBaHME: HalpuMep, "Tuioxasl MaTekHas AUCHUILTHHA" WK "pa3Mep OuM3Heca HeaJeKBaTeH 3a-
pocy".

Pe3atb mo Oxkamy



He Bce n3meHeHust B KOMIIaHUU OBLIM BbI3BaHbI MPSIMBIMU MOKETaHUSIMH KJIMeHTOB. Hampumep,
KTO-TO U3 HEJOBOJIBHBIX MIPOIIEAYPOU MMpreMa Ha 00CITY)KHBAaHHE TaK M HE CTaJ KIIMEHTOM, a YIIIel
K KOHKypeHTaM. Onpocuth ux Henb3a. Ho ceifuac ciyx0a mo ontTumu3aiui OU3Hec-IpoIecCcoB
3aHsTa aHAJIM30M BCEH LIETIOUKH 110 IPUEMY HOBBIX KJIMEHTOB, YTOOBI YCTAHOBUTH YETKHE BPEMEH-
Hble pamku. Cellyac mpouenypa 3aHUMaeT OT TPeX IHEW 0 Mecsla, Belb B HEKOTOPBIX CIydasx
ciry’)k0e pHCK-MEHEeKMEHTa HeOOXOAMMO IMOJyYUTh JOMOJHUTEIbHBIE JOKyMeHThl. Ho u "3a-
rHaTh" UX B CIUCOK MEPBOHAYAILHO TPEOYEMBIX TOKE HE BBIXO/I, BE/Ib TOT/1a OY€Hb MHOTHUE KJIH-
eHThI OyJyT BBIHYXJCHbl TOTOBUTh HEHY>KHBIE 1O CYTH JAOKYMEHTHI. KcTaTtu, crucok mnepBoHa-
yanbHO noaaBaemMbix B HOK 1okyMeHTOB TOXe MoABEprcsl pajauKaabHOMY IEPECMOTPY — IO
HeMy, Kak BeIpasuiicst Kopuemny PoOy, npouucs "6putBoit Oxkkama'. Berumnmaercs to6oe 1y0-
JUpOBaHUE UHPOPMAITIH.

OnuH U3 TIaBHBIX BBIBOJOB MCCIIEN0BaHUs — YPOBHIO CEpBUCA HYXHO J1aTh npuoputeT. Kak ro-
BopuT Kopuenuy Po0y, cefivac B HOK mymarot o ToMm, 4T0OBI C/1€71aTh KOJTMYECTBEHHO BRIPAKEH-
HBIM MOKa3aTeNb Y0BIECTBOPEHHOCTH KIIMEHTOB 0JHUM 13 KPI camoro Beicokoro ypoBHs. M3 pas-
psna TeX, 4YTO OTCIICKUBAKOTCSA HAa YPOBHE aKI[MOHEPOB.

Bomnpocsl 1151 00cy:K1eHus

1. Pacckaxute, Kak onpeaenseTcs yI0BICTBOPSHHOCTh KieHTa o Metoanke SERQUAL?
2. [Touemy ompockl OTHOCUTEIHLHO KauecTBa cepBHCca Cpeau KineHToB B2B Oonee BaymaHb
1o cpaBHeHuto ¢ B2C?

3. Kakue nornosHuTenbHbIC Pe3y IbTaThl TOMUMO 3aMepa HHJIEKCa yIOBJICTBOPEHHOCTH ObLIN
MOJIYYEHBI B XO/I€ UCCIICIOBAHUs?

4, Kakwue Mepbl ObLIH TIPEANPUHSTH KOMITAHUEH 17151 TOBBIIICHUS HHICKCA YI0BICTBOPEHHO-
CTH KIUEHTOB?

5. Kakwue Mepbl Bel MOXkeTe IPeJIOKUTh JIJIs1 TIOBBIIICHHS HHIICKCA YAOBICTBOPEHHOCTH KITH-
C€HTOB?

Tema 3. O00011eHNEe U CTPYKTYpUPOBaHue TpedoBaHuii morpeduTesieii. [Ipuopurnzanus
TpeOoBaHuil moTpeduTe e
(xomnerenuus [IK(HW)-1, nuaukarop MK(HU)-1.3, unaukarop INK(HN)-1.4)
Keiic. «IlorpeduTens Bceraa npas»

®upma «Xappuc KBUHCBI» NepBOHaYallbHO 3aHHMMaiach TOpromiei koBpamu. B 1987 r. ona
BJIaJIeJIa JIMIIb TpeMs MarasuHaMmu B JIonoHe. JIBaxkapl prpmMa MpUHUMAIA peLIeHns O AUBEPCH-
¢dukaruu cBoelt nesitenpHocTH: B 2000 T. 0HA nproOpena KOMIaHUIO 0 Mpoaake MeOenu, U 3TO
HOBOE OTJICJIEHHE Yepe3 CeMb JIET UMeNO yke 0oJjiee 4eThIpeXcoT TOproBbiXx Touek; B 2003 r.
«KBuHCB31» probpena pupMy Mo Mpoaxke dIEKTPOTOBAPOB U €Ie OJHY KOMITAaHUIO, KOTOpas
3aHHMMaJIach TOpro.ieil Msarkoi medensto. [Tpubsus Gupmbl «KBUHCBII» cTana cTpeMUTETHHO
pactu, u ecnu B 2006 1. oHa cocTaBuiia 0koJio 12 mMitH. ¢. CT., To yepe3 roj npesbicuia 40 MitH. ¢.
cT. OHaKO yXyIIEHNE SKOHOMUYECKOW KOHBIOHKTYPBI, CTaBlIee 3aMEeTHBIM yxke B 2008 r., mpu-
BEJIO KOMITAHUIO K THOEINN: TPUObLIb, OJyUEHHAs 3a TPU MOCIEIHUX To/a, Oblila CBEJIEHa K HYJIIO.
OcHoBaTenb KOMIIAHUH, CAETABIINI COCTOSTHIE HAa OyMe POSHUYHOM TOPrOBJIH 3a MOCIEIHUE He-
CKOJIBKO JIeT, MOKUHYJ cBoe Aetuine. [Ipuobperenus 2003 r. Obumn poaansl. [lonbiTka BoccTa-
HOBUTH KommaHuio B 2010 r. mpoBanuiack. B 3ToT nmepuon BpeMeHU MpoOIeMbl KOMIIAHUH BO
MHOTOM 3aBHCEIIH OT COKpPAIICHHs PacXoJ0B moTpedbureneid. B mpogakax medenu u KOBpoOB 00-
pa3oBajICs 3aCTOMH, OCKOJIbKY HOBBIE JJOPOTHE BEIIM OOJNBIIMHCTBO CEMEH CTallo MOKYNaTh JIUIIb
MocJie U3HOCA CTapbIX.

HccnenoBanue mokas3ano, 4yTo IeHbl Ha ToBapbl «KBUHCB3I» BIOJHE COMOCTAaBUMBI C YPOBHEM
J0x0/10B noTpeduTeneil. Ha kokypupytomme Gpupmbl ycTaHaBIUBaIU 0oJiee THOKUE LEHBI, Tpe-
Jaraiy pa3HooOpasHble CKUAKH, MPHUBJIEKATEIbHbIE KPEAMUTHI, MOAKPEIUIieMbleé WHTEHCUBHBIM
MIPOJIBIYKEHHEM TOBApPOB.



Haxopsce B Oonbiiom yosiTke, hupma « KBUHCBE» HE MOTJIa CHM)KATh LIEHBI IS pOCTa MPOAAK.
A 3TO B CBOIO OYepe/b MPAKTHUECKH JIMIIWIO €€ ACCUTHOBAHUI HA KOMMYHUKAIIMOHHYIO TIOJIH-
TUKY U KPEIUTHI MOCTaBIIMKAM, YTO UX 3aMETHO HaCTOPOKUJIO. BbIIO OTMEUeHO, UTO yIyUllIeHne
J3aiiHa MMPAaKTUYECKU HE BIUSET HA YPOBEHB MPOJAX, I09TOMY PO3HUYHBIE TOPTOBLBI YEISUIIN
OCHOBHOE CKJIa/1aM, COCTOSIHUIO MPOJIaX, KOJIMYECTBY U Ka4ECTBY NMPEAOCTABISIEMbIX IOKYTIaTEII0
ycnyr. @unocodusi KOMIIAaHUU — MPOAABATh TO, YTO JIETKO MPOJAETCs, ObLIa MPSMO MPOTUBOIIO-
JI0’)KHA COBPEMEHHOMY MAapKETHHTY.

OTpacneBbie MAPKETHHIOBBIE UCCIIEIOBAaHMS TIOKyIaTelIel KOBPOB M MeOEIH MOKa3ajH, YTO 3TH
TOBapbl HAUMHAIOT MPHUBJIEKATh BHUMAaHHE JIIOJCH, KOTJa OHU MEpee3kalT B JIPYroi JoM. ITO
MOTYT OBITh JIFO/IM, BIIEPBBIC TIOKyNAIOIIKE 10M (HOBBIM WM EPEeCTPOCHHBIN). OOBIYHO OHH pac-
MOJIaral0T CKPOMHBIM OFOJIKETOM, BHIOMPAIOT HEOOIbIINE KOMHATHI U BHUMATEJIBHO OTHOCSITCS K
nu3aiiny. MoJIOI0KEeHBI (MM COOMPAIOTUECs MMOKCHUTHCS) TPEAIIOYUTAIOT 00Jiee IPOCTOPHBIC
KOMHATBhI U JJoMa 0OJIbIIETr0 pa3Mepa, HECMOTPSI Ha CKPOMHBIHN OropkeT. J(u3ailH nis HuX 1octa-
TOYHO BaXkeH. PacTyiire ceMbu, KOTOpbIE MOKYMAlOT HOBBIM JOM IO HE0OXOAUMOCTH, OoJiee co-
CTOATEJIbHBI, IPEANOYNTAIOT MHOTOKOMHATHBIE JOMa € caJoM. [[j1sl HUX TJIaBHBIM MPHOPUTET —
neTd, a MeOeb — PYHKIMOHAIBHOE JIOTIOJIHEHHE HHTEPhEepa.

Kareropum notpeduteneil «Mbl OMSTh BABOEM» — JAE€TH YK€ MMOKUHYIHU J10M, BO3SMOKHOCTH BBICO-
Kre, O0JIBIIIOE YHCIIO POCTOPHBIX KOMHAT, O0JIbIIIE CBOOOAHOTO BPEMEHH — YaCTO MPEBPAIIAIOTCS
B KaTErOPHIO «BHOBb YEAMHUBILHUECS, IOKYIIas KBAPTUPY UIH HEOOIBIION OJHOSTAKHBIN TOMUK
¢ Bepanaoi. [Ipu 10CTaTOYHO BBICOKOM JJOXOJI€, MAJIECHbKUX KOMHATaX, 3HAYUTEIbHOM KOJIHYe-
CTBE CBOOOJIHOTO BPEMEHU OHH OCO3HAIOT, YTO C BO3PACTOM MX J0XOJ Oy/JeT yMEHbIIAThCS.
[ToTpebutenu nomnanu noj BiusiHue Gupm, Kotopbie B 2000-¢ roapl 4acTo OOHOBIISUIH aCCOPTHU-
MmeHT. 1 xorga ¢pupma « KBUHCBII cTasla HCMONb30BaTh TAKTUKY CKHJIOK C IIEHBI, HE 00ECIeunB
HaJIMYHe HEOOXOIMMOTO aCCOPTUMEHTA TOBAPOB B XOPOIIO OOCTABICHHBIX Mara3uHax ¢ mpodec-
CHOHAJIbHBIM 00CTY>KMBaHUEM, OHA OTITyTHYJIa MHOTUX MOKyHaTenei.

Komnanus urHopupoBaia NpUHLIKIIB MApPKETHHIA: OHA HE KOHCYJIbTUPOBAJIa MOKyNareaeil u He
u3ydJala uxX NpeAroyYTeHHs], a CTPEMIIIACh TOCTUTHYTh POCTa Mpoax, u3MeHss uensl. B 2010 r.
B CTPYKTYpE KOMIIAaHUH HE OBbLJIO M OTJIe1a MapKETUHTa, T.K. C YBOJIbHEHUEM MHOTUX CHEIHaIN-
CTOB B TpYJIHbIE 7151 UPMBI BpeMEHa OH MPEKPATUII CBOE CYILIIECTBOBaHHE.

B xonrie 2010 r. mpeanoyTeHus: aHMIMHCKUX MTOTpeOUTENIEH KOBPOB U MEOEITH XapaKTepU30BAIINChH
CIEeYIOIIMMHU MapaMeTpaMu: KadyecTBO U COOTBETCTBYIOIIASI €r0 YPOBHIO IIEHa, TU3aliH U UMUK
(bupMmBbl, 10JITOBEYHOCTD, YCIOBUE IOCTABKHU, 0€30M1aCHOCTb.

B nepuop cnaga, korja crpoc Ha KOBpPHI U MeOenb ymnal, pupMa HECKOJIbKO M3MEHHIIA HAMpaB-
JICHHOCTh: OHA MbITajach 3aBOEBATh CEIMEHT MOKyINaTeslel CO CPETHUM YPOBHEM JIOXOJIOB U Tie-
PEOPUEHTHPOBAIACH HA TOPTOBIIO CO CKUAKOW BAOJb KPYMHBIX Maructpaieil. Bckope Toprosis
yIIy4qllIniIach, KOMIIAHUS CTajla yJelsTh BHUMaHUE CEPBUCY, JU3aiiHy ToBapa, paboTe C KIMEH-
tamu. Ee MMHJDK KOMIaHUU JUIs TOTpeOUTeNe co CpelHUM YpOBHEM J0XOJAa Hauyasl 3aKperl-
asaThes. K coxkanenuio, He XBaTUIIO HAJIMYHBIX CPEJCTB IS YAOBJIETBOPEHUS HOBBIX 3alPOCOB
YHHMBEpPMAroB, B pe3yJbTaTe Yero M3MEHWICS YPOBEHb NPEAOCTaBIsAeMbIX UMH ycayr. Ho moky-
naTelsiell CMyIIaJIo He TOJIBKO 3TO: KoMraHus «KBUHCB3IY, MTpeicTaBiIstonIas CKUAKH, epecTana
OBITH TAKOBOW.

Bce ato nmtroctpupyeT nmpo0iiemMy Mo3UIIMOHUPOBAHMSI, TOHUMAaHKS TOTPEOUTENeH 1 Heo0X011-
MOCTH pEaKIH Ha UX TTOBE/ICHUE.

Bonpocsl u 3aganus:

1. KakoBsl 1ienieBbie cerMeHTsl GupMbl «KBUHTCBIH» U €€ COOTBETCTBYIOIIEE MO3UIIMOHUPOBA-
Hue?

2. Kakum o6pazom (pupma cTpeMusiach OXBaTUTh JOMOTHUTEIBHBIE CETMEHTHI?

3. Kakue (aktopsl B HauOOJIbIIEH CTENEHH BIUSAIN Ha IPUHATHE PELIEHUS O TIOKYIIKE Ha JaHHOM
PBIHKE U KaK UCIOIb30BaIa 3TO KOMITAHUS JUIS TOBBIICHHS () (HEKTHBHOCTH CBOEH NesATeTbHO-
ctu?

4. Kakumu 00pa3oM MOXKET ObITh U3YYEHO OTHOILIEHHE MOKYyMaTelel K ToBapaM KOHKYPHUPYIOIIUX
bupm?



5. Hpez[nomHTe IIyTH BbIXOAa KOMITAHHUU U3 CJIIOKHOI'O ITOJIOKCHHUSA.

Tema 5. dTanbl nocrtpoenus «/loma kauecrsa»
(xomnerenuus [IK(HW)-1, naaukatop MK(HU)-1.3, unaukarop IK(HUN)-1.4)
IIpakTH4Yeckoe 3a1aHHe IOCTPOCHHE IOMA Ka4eCTBa
[Topsitok BBIMTOTHEHUS PAOOTHI.
1. BoisiBnenue TpeboBaHui MOTPEOUTENSA K TPOTYKIIHH
1.1. Beibpars 00bexT COK 13 00beKTOB, MPEUIOKEHHBIX MpenoaaBaTesieM (MOOMIBHBIN Telle-
¢doH, aBTOMOOWIIE. .. ). [Ipu BEIOOpE 00BEKTa clieAyeT yu4ecTh, YTO KOMaH 1a pa3paboTIMKOB Oy 1eT
BBICTYNATh B KAYECTBE IKCIEPTOB M0 JAHHOU MPOAYKIIUH.
1.2. Onpenenuth TpeOoBaHus noTpeduTenei Kk npoaykiuu (10 TpeboBaHuii), UCIIOJIB3YS CITUCOK
TpeOOBaHUH, IPUBEACHHBIN HUXKE. MOKHO TaKXKe MPEeIbIBUTH CBOM TPEOOBAHUS
Hlompebumenvckue mpeboecanus K 00bexmy
Kpacusbiii BuCwnmii Bug
bejonacuurit
VY 100HkI1T B HCNONLIORAHHN
[TpocropHhiii
BrvcHbiii
Munumym 0TX010B
bricTpriii
[TpuaTHLIT Ha omyns
Jlerxo orkpbiBaercs
Yno0Hoe ynpasienue
Heiicrsyer GuicTpo
Jlerxo moetcs
bricTpo Harperaercs
14 Jlonro coxpanser csoiicrsa
15 MunnariopHbiit
16 [Tymmcrii
17 He nauxaercs
18 IKOHOMHYHbI
19  CospemeHHbii
20 SApxuii
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2. PamxupoBanue TpeboBaHUN OTPEOUTENS K MPOAYKIIUN
2.1. PamxupoBarh TpeOOBaHUS C HCIOJIb30BAaHUEM METO/A MapHBIX CpaBHEHUN. biaHk mapHbIX
cpaBHEeHMIi mpuBeneH B Tabid. (marpuna 10x10). Panr tpeboBanuii mpoctaButh 1o 10-6anmpHOM
mkane. He 3anonHsieTcs iuaronanb U BEpXHsisl (1100 HUXKHSASA) TIOJIOBUHA OJIaHKA.
baank napueix cpasnennii
Tpebosanua
l 2 3 4 5 6 7 8 9 10

Tpebosanns

[0
Hroro Gannoe
Paur

2.2. Cnucok TpeOoBaHM mOTpedUTENeH U paHT 3aHECTH B OJIaHK JJOMa KadecTBa («IIPUXO0XKashy,
puc).
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3. Pa3paboTka HH)KEHEpHBIX XapaKTepUCTUK NMpoaykuuu 3.1. CocTaBUTh CIMCOK MH)KEHEPHBIX Xa-
PaKTEpUCTUK OyAYIIEro M3/eNusl Ha A3bIKe pa3pabOTUYUKOB C UCIOJIb30BAaHUEM XapaKTEPUCTUK,
IpUMEpPbI KOTOPBIX yKa3aHbl HIDKE. DTH XapaKTEPUCTHKH JOJKHBI ObITh 00s3aTE€IbHO KOJINYE-

CTBCHHO U3MCPSACMBI.

Huwcenepume Xapaxmepucmuxu

Edunuya uzwepenus
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3.2. 3a"ecTH Ha3BaHUSI HWHXXCHCPHBIX XapaKTCPUCTUK HA «KIIOTOJIOK» JOMa Ka4CCTBaA.



3.3. OnpenenuTh HanpaBiI€HUS YIYUYIICHUN 3HAYEHUN MH)XEHEPHBIX XapaKTEPUCTUK U COOTBET-
CTBYIOIIME CUMBOJIBI (1- YBEIMYUTH, | - YMEHBIIUTh WIH * - OCTAaBUTh 0€3 U3MEHEHMIT). 3aHecTn
CUMBOJIBI B JIOM Ka4ecTBa.

4. BpruucieHnue 3aBUCUMOCTH TOTPEOUTEIBCKIX TPEOOBAaHUN U MHKEHEPHBIX XaPaKTEPUCTHUK.
4.1. BeiOpaTh CUMBOJIBI M YUCJIEHHBIE 3HaYCHHUS (BEC) U1 M300paKeHUsI CBA3EH MEXK 1y UHKEHEP-
HBIMH XapaKTEpUCTHUKAMH NMPOAYKTa U JKeIaHUsIMU 11oTpeduteins. Hanpumep

Coamn Bec
@ - cCHIBHBIC 5
- cpeanne 3
A =
2% - enadiege |

4.2. YCTaHOBHUTH B3aUMOCBSI3H MEXIY NOTPEOUTEIHCKUMH TPEOOBAaHUSIMH U MHKCHEPHBIMH Xa-
paKTepUCTUKaMHU (CUIIbHBIE, CPEeIHUE WIH c1alble), 3aHeCTH CUMBOJIBI B IOM KayecTBa.

5. YCcTaHOBUTH B3aMMOCBS3H MEXKIY MHKEHEPHBIMU XapaKTEPUCTUKAMHU.

5.1. 3anoyHUTh KOPPENALMOHHYIO0 MaTpUIly («KpbIlla» JOMa KauecTBa) CUMBOJIAMH, YKa3bIBato-
HIMMU Ha MOJIOXKUTENIbHYIO (1) WM OTPUIIATENIbHYIO (-) CBSI3b MEXK]y COOTBETCTBYIOIIIMMH MHKE-
HEPHBIMU XapaKTEPUCTUKAMM.

6. AHaJIM3 KOHKYPEHTOB C TOYKH 3pEHHS TOTPeOUTENS

6.1. BeiOpaTh ABYyX KOHKYpPEeHTOB (A u B), mpencTaBisionux moTeHIUAIbHYIO onacHoCcTh. KoH-
KYpPEeHT A ¢ pbIHOYHOM J0J1€H YyTh OOJIbIIIE Halllel, KOHKYPEHT B — uyTh MeHbl1e.

6.2. OueHUTh KOHKYPEHTOB 10 TOMY, HaCKOJBKO MOJIHO OHHM CITIOCOOHBI BHIMOJHUTH KaXKII0€ U3
NOTPEOUTENBCKUX TPEOOBaHMIA, ONIPEACIICHHBIX HA TIEPBOM Imare. [ oleHKH HCIoNb30BaTh S-
OaJUTBHYIO IIKAJ, TaHHBIC B Ta0II.

(OneHEa KOHKYPEHTOR C TOYKH IPeHHs noTpetnTens

MNe rpefopanns DxcneprHan ouenks, Gamn
noTpeduTens Konkypent A Koukypent B Komnanua - paspaboTung

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

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

6.3. Iloctpouts mpoduim komnanuii (A, B u pazpaboTunka) Ha «BepaHJO0UYKe» JOMa KauecTBa.
7. Onpenenenre BaXXHOCTH MHXEHEPHBIX XapaKTEPUCTUK MTPOIYKTa.

7.1. BeluucauTh aOCOMIOTHYIO BaXKHOCTh KXk /10M XapaKTepUCTUKHU MTPOJYKTa, YMHOXKHUB PaHT Tpe-
OoBaHMI OTPEOUTENS HA BEC, COOTBETCTBYIOIINUN CTEIIEHH CBSI3U.

7.2. BBIUNCIUTD OTHOCUTEIBHYIO BaXHOCTh Ka)KJIOM XapaKTEPUCTUKH MPOAYKTa 10 OTHOLICHHIO
K IpyruM xapaxktepuctukam (%).

7.3. BHecTu 3Ha4YeHUs aOCOTIOTHOM M OTHOCUTEIHHON BaKHOCTH KaXKJ0M MHKEHEPHON XapakTe-
PHUCTHKH B «I10/IBAJD IOMa KayecTBa.

7.4. BoisiBUTH Hanbosiee BaKHbIe MH)KEHEPHBIE XapaKTEPUCTUKU MPOAYKTa (C HauOOJIBbIINM 3HA-
YEHHUEM BaOKHOCTH).

8. OnpeneneHune 1eNeBbIX 3HAUEHUI HHKEHEPHBIX XapaKTEPUCTHK

8.1. 3anucath eAMHUIIBI U3MEPEHUS HHKEHEPHBIX XapaKTEPUCTUK B «I10/IBAJ JOMA KayecTBa.
8.2. OnpenennTs YNCIOBBIE 3HAUEHUS 110 KaXKJ10M MHKEHEPHOU XapaKTEPUCTUKE, PyKOBOJICTBY-
SCh HAIIPABJICHUSIMU YITyUIICHUS XapaKTEPUCTHK.

9. OnieHKa KOHKYPEHTOB C TOUKH 3PEHUS TPOU3BOJUTEIS.

9.1. OueHnTh CIOCOOHOCTH KOHKYPEHTOB A U B peannzanyu nHXEHEPHBIX XapaKTEPUCTUK B IIPO-
nyKkrte. J{71st OlleHKH MCIOoIb30BaTh S-0aJUIbHYIO IIKAJ, JaHHbIE B Ta0JI.



OueHka KOHKYPEHTOB C TOYKH 3peHuA paspaboTunka

NE ]-!II'.rEL'IIL‘l'fIHHﬁ r}HE]]L"TI'E[.iiH OUHEHEA Daun

XAPaKTEPHCTHEN Konkypent A Konkypent B Komnanus - paspafoTams
1 2 5 2
2 4 3 5
3 l 1 4
4 5 4 3
5 4 2 4
f 2 2 1
7 4 4 3
8 5 2 5
9 3 4 4
10 3 3 2

9.2. 3aHecTu pe3yiabTaThl OLEHKH B «IIOABA» JJOMa KayeCTBa.

10. YueT TeXHUYECKUX ¥ SKOHOMUYECKHX OTPaHHUUYEHUN B JOCTHKEHUH 3aJaHHBIX 3HAUEHUN WH-
KEHEPHBIX XaPaKTEPUCTHUK.

10.1. O1ieHUTh TEXHUYECKYIO BO3MOXKHOCTD PEeaTU3allui TeX HHKEHEPHBIX XapaKTEPUCTUK, KOTO-
pbI€ B HAUOOJIBIICH CTETICHH TPEOYIOTCS TOTPEOUTEISIM.

10.2. IIpocTaBUTh OLIEHKH TPYJHOCTHU peaiu3anuu (1o 5-0amipbHoM MIKaie) B 10M Ka4ecTBa.
10.3. OueHUTh 3KOHOMHUYECKYIO BO3MOKHOCTb pealn3allii UHKEHEPHBIX XapaKTEPUCTHUK.

10.4. ITpocTaBUTh OLIEHKH SKOHOMUYECKUX 3aTpaT (110 5-0aIbHOM IIKase) B I0M Ka4ecTBa.

11. Pemenue pykoBOACTBa (3TO CTpOKa HE 3amojiHsAeTcs). Briciiee pyKOBOACTBO KOMIIAHUHU
JOJI’KHO B3ATh Ha c€0sl OTBETCTBEHHOCTD 32 IMPUHATHE KOHKPETHBIX PEIICHUI, KOTOphIE pa3padoT-
YUK OyTyT paccCMaTpUBaTh KaK 3aJlaHie Ha MPOEKTUPOBAHHE.

TakuMm oOpa3om, B pe3yJIbTaTe MOCTPOSHUS I0Ma KaueCTBa HEOOXOAMMO MOTYUYUTh UCXOIHbBIE
JAHHBIE [T TEXHUYECKOTO 3aJaHHs U pa3pabOTKH HOBOM MPOTyKIIHH.

Kpurepun onenxkn ®OC
Ounenka keiica
Keiic -3ananue sBisieTcs OAHUM U3 CIOCO00B 3PPEKTUBHOIO MPUMEHEHUS! TEOPUH B peaibHON
KHU3HU 4epe3 pelleHHe yueOHO-KOHKpeTHBIX cuTyauuid. Keiic -meron mpeaycmarpuBaeTr MUCh-
MEHHO TPEACTABIEHHOE ONMUCAHUE OINpPEAEICHHBIX YCIOBUM M3 KU3HU XO3SMCTBYIOLIETO CyOh-
€KTa, OpUEHTHUPYIOLIIee CTYJEHTOB Ha (POpMYIMPOBAHUE MPOOIIEMBI U TIOMCK BApUAHTOB €€ perie-
HUSL.
Pe3ynbTaT BBINOIHEHUS KeHC -3a1aHUs OLIEHUBAETCS C YUETOM C1edyIouux Kpumepues.
— IIOJTHOTa MPOPabOTKU CUTYalUH;
— MOJIHOTA BBITIOJIHEHUS 3a/IaHMS;
—HOBHM3HA ¥ HEOPJIMHAPHOCTH MPECTABIEHHOT0 MaTepralla U pelieHHti;
—TEepCHEeKTUBHOCTb U YHUBEPCAIBHOCTb PELICHU;
—yMEHHE apryMEHTHUPOBaHO 00OCHOBATH BHIOPAHHBINM BapHaHT PEIICHUS.
Ecnu pe3ynbTat BBINOIHEHUS Keic -3a1aHusl COOTBETCTBYET 0003HAUEHHOMY
KPUTEPHUIO CTYIEHTY NMPUCBAaUBAETCs OMH Oait (3a Kaxabli Kputepuii o 1 6amy).
Kpumepuu oyenusanus evinonnenus keuc -3a0anus.
Ornenka «0TJIMYHO» — ITPH Habope B 5 6asIoB.
Orenka «xopomio» — pu Habope B 4 Oana.
OreHKa «yJ0BJIETBOPUTEIHLHO» — TP Habope B 3 Oaa.
OreHKa «HEyAOBJIETBOPUTEIILHO» — IIPpU Habope B 2 Gajlia U MeHee.

IIpakTH4yeckoe 3a1aHue
5 0a/1J10B BBICTABIISIETCS CTYJICHTY, €CIIU JAAaH MTOJIHBIA, PA3BEPHYTHIM OTBET Ha MIOCTABIECHHBIN BO-
IIPOC, IIOKa3aHa COBOKYITHOCTb OCO3HAHHBIX 3HAHUH 10 TEME, JOKA3aTEIbHO PACKPBITHI OCHOBHBIE



II0JIO’KEHHUS BOIIPOCOB; B OTBETE IIPOCIICKUBAETCS YETKAsA CTPYKTYPa, JOrMUECKas MOCIEe10BaTEb-
HOCTb, OTPAKAIOLIasl CyIIIHOCTh PACKPBIBAEMBIX ITOHATHH, TEOPH, SIBICHUN. 3HAHUE 11O IPEIMETY
JIEMOHCTpHUpYeTCs Ha (pOHE MOHMMAHMS €ro B CHCTEME JaHHOM HAayKH M MEXIUCLMIIITMHAPHBIX
cBsizeil. OTBET U3JI0KEH JIUTEPATYPHBIM S3BIKOM. MOTYT OBITh JIOMYIIEHBI HEIOUETHI B OIIpeiee-
HUY TOHATUH, UCIIPABJICHHBIE CTYACHTOM CAMOCTOSITENIBHO B IIPOLIECCE OTBETA;

4 0as1a - 1aH NOJHBIN, pa3BEPHYTHI OTBET HA ITOCTABJIEHHBIN BOIIPOC, IOKAa3aHO YMEHUE Bbljie-
JUTh CYIIECTBEHHBIE M HECYLICCTBEHHBIC IPU3HAKH, IIPUYMHHO-CIEACTBEHHBIE CBs3U. OTBET
YETKO CTPYKTYpPUPOBAH, JIOTUYCH, H3JI0KEH JTUTEPATYPHBIM S3bIKOM. MOTYT OBITh IOMyIEHBI 2-3
HETOYHOCTH WJIM HE3HAYUTENbHbIE OIIMOKH, UCIIPABICHHBIE CTYIE€HTOM C ITOMOIIBIO NPENoaaBa-
TEJsl.

3 0a/J1a 1aH HENOJIHBINM OTBET HA ITOCTABJICHHBIN BOIIPOC, HE TIOKA3aHO YMEHHUE BBIICIIUTD CYIIe-
CTBEHHbBIE U HECYILIECTBEHHbIE PU3HAKYU, IPUYMHHO-CIIEICTBEHHBIE CBSI3U. OTBET CTPYKTYpHUpPO-
BaH HE YETKO, HeJIorn4eH. JlomyIieHbl HeTOYHOCTH WJIM 3HAUYUTENIbHbIE OLIMOKH.

2 Gansa - OTBET MPEACTABISIET CO00I pa3po3HEHHBIE 3HAHUS C CYIIECTBEHHBIMHU OIIMOKAMHU TIO
Bomnpocy. [IpucyTcTByIOT (hparMeHTapHOCTb, HEJIOTUYHOCTh U3JI0KeHHs. CTyAEHT HE OCO3HAeT
CBSI3b 00CYX/1a€MOT0 BOIIPOCA C APYTUMH 00BEKTaMHU TUCHHUILTHHBL. OTCYTCTBYIOT BBIBOJIBI, KOH-
KpeTu3alus U J10Ka3aTeIbHOCTh U3JI0KEHMs. Pedb HerpamMoTHasi, TEPMUHOJIOTHSI HE HCIOJIB3Y-
ercs. JlonoJHUTENbHBIE U YTOUYHSIOLME BOIIPOCH IIPENO1aBaTeNsl HE PUBOJAT K KOPPEKIIUH OT-
BETa CTyACHTA

2. Cniucok BONIPOCOB M (MJIH) 3a1aHMIi 1JIS MPOBedeHHs] IPOMEKYTOYHON aTTecTalluu
(xomnerenuus [IK(HW)-1, nuaukatop MK(HU)-1.3, unaukarop INK(HHN)-1.4)
3ayeT Mo AUCHUUILIMHE IPOBOJUTCS B YCTHOU hopme.

Bonpocs! 1J1s1 IOATOTOBKH K 3a4eTy 10 JUCHMILINHE
OrnpezesieHre MApKETHHTOBOM CUCTEMBI.
Henu u npununsr QFD
MexnyHapoaHast mpaktuka npumerneruss QFD
Jocrouncrsa u HegocTaTku Metoga QFD
®das3sl (mporntecchl) QFD
MapkeTHHroBble UCCIIEJOBaHUS KaK UCTOUHUK MHPOPMALIUU
Hcnonp3oBaHne OeHUMapKUHTa U1 OJTydeHus: HHpopMaluu
KBanmumerpuueckune aciektsl QFD
Oransl NPoBeIeHUs TPOLEAYPbl IPUMEHEHUS «T0JI0ca MOTPEOUTENS» U MIPOBEIECHUS
COOTBETCTBYIOILIETO aHAJIN3a
KiroueBsbie anemenTsl MeTogosiorun QFD
[Tpoenenue QFD I yposus (¢paza Nel)
[Tposenenune QFD II yposas (¢aza Ne2)
[Tposenenue QFD III ypoBHs (dpa3za Ne3)
[Tpoenenne QFD IV ypoBus (ha3za No4)
Monens H.Kano
[Tnan cbanaHCUPOBAHHOTO 3KCIEPUMEHTA MAPHBIX CPABHEHUH IO MPUOPUTU3ALIMH TPeOOBaHUI
notpeouTenei.
Oranel nocTpoeHus «Jloma kauecTBa»

IIpaBuia BbICTaB/IEHHMS 3a4eTa:
HEIOJIHBIM OTBET Ha JIBa BOIIPOCA - HE3a4TEHO,
MOJIHbIE OTBETHI Ha JIBa BOIPOCA C MPHUBEACHUEM MPAKTUYECKOTro MaTepuaina (hopMyJibl, mocie-
JIOBAaTEJIbHOCTD U IIPABUJIA PACYETOB) — 3aUTEHO.



IMpuiaoxenne Ne2 k padoyeit mporpaMMme JuCHUATIIAHbBI
«OneHKka KayecTBa B MAPDKETHHIOBBIX CHCTEMAX)

MeToanyeckue yKa3aHUs JJIsI CTY/IEHTOB 110 OCBOEHHIO JUCIIHIIINHBI

VYcnenHoe oBnajeHUe JUCHUIUIMHON, IPEAYCMOTPEHHOE paboueli IporpaMMoH, pearno-
JaraetT BbIIOJIHEHHUE Psiia PEKOMEH Jalui.

1. Cnenyer BHUMATENIbHO U3YyYUTh MaTePUAIIbl, XapaKTEPU3YIOIIHE KypC U ONPEIEIIso-
M€ LIEJEBYI0 YCTAaHOBKY. DTO MOMOXET YETKO MPEACTaBUTh KPYI U3Y4aeMBbIX MPOOJIeM U IiTy-
OMHY UX ITOCTUKEHUS.

2. Heo6xoauMo 3HaTh OJOOPKY JIMTEPATYpPhl, TOCTATOYHYIO U HEOOXOAUMYIO Ul U3yue-
HUS IpejyiaraeMoro Kypca. [Ipu aTom cienyer uMeTh B BUY, YTO HYKHA JINTEPATypa Pa3InIHbIX
BUJIOB!

a) y4eOHUKH, yueOHbIE U YIeOHO-METOAMYECKUE TTOCOOHS.

0) MoHorpaduu, COOPHUKM HAYUYHBIX CTaTel, MyONUKALUNA B SKOHOMUYECKUX KypHAIax,
IPEJICTaBISIIOIINE IMIMPUUIECKUIT MaTepua, a TAaK)ke MHOTOOOpa3Hble aclEeKThl aHaIM3a COBpPe-
MEHHOI'0 pa3BUTHUS OpraHU3alui;

B) CIIpaBOYHAas JIUTEPATypa — SHUMUKIONEANN, FKOHOMUUECKHE CIIOBAPH, PACKPBHIBAIOIIHE
KaTeropuaJibHO MOHATUHHBIN arnmapar.

') aHAJTUTHYECKHE MaTEepPHAaJIbl, MPEICTABICHHBIC BEIYIIUMH SKCIEPTHHIMU OpraHU3all-
samu: PA «3kcniept», BHIOM, JleBaga-1ieHTp U T.1I.

1) cymectBytomue ctanaaptsl cepun MCO 9000

3. W3yuas nureparypy, CleAyeT YSICHUTb OCHOBHOE COJEp)KaHUE TOW WM MHOW Mpo-
0JieMbl, IPUYMHBI €€ BO3HUKHOBEHUS U MOCJEICTBUS U1 U3Yy4aeMOro o0ObeKTa.

4. TIlpu npoBeneHUM NPAKTUUYECKUX 3aHATHH, UCHOJIb3YIOTCA aKTUBHbBIE METO/IbI 00yyYe-
HUS — pellIeHne KeicoB. DTOT BUJ pabOTHI CIIOCOOCTBYET BBIPAOOTKE MPAKTUYECKOTO HABBIKA B
IPUHATHH yIPaBIEHYECKUX PEIIeHUH B 0071aCTH MapKETHHTA.

B npouecce 00yuenus TpeOyemblil yueOHbIN MaTepuai CTYACHTHI OIyYaloT Ha JIEKLIUAX
[0 YCTAHOBJIEHHOMY pErjaMeHTy, a TaKKe MPU CaMOCTOSTEIbHOM U3YUYEHHUH IpeJlaraeMoi um
JMTEPATypHI 110 JAHHOW TUCIHUITINHE, 8 TAK)KE Ha CEMUHAPCKUX 3aHATUSAX C IPUMEHEHUEM BUIEO-
MaTepHaoB, KOMIBIOTEPHBIX TEXHOJIOT UM, BBINOJIHEHUH TECTOBBIX paboT. B Xxone pemenus keiica
CTYJEHT JOJKEH IPOJAEMOHCTPUPOBATh CBOOOAHYIO OPUEHTALIMIO B 001aCTU U3ydeHus OubImo-
rpadu4ecKuX MCTOYHHMKOB, CTATUCTMUYECKMX M (DAKTOJIOTMYECKUX JIaHHBIX MO TEME, OCBOCHME
CMBICJIOBOI'O €€ COJIEpKaHUs U CIIOCOOHOCTH KaYeCTBEHHO U TPaMOTHO 0(hOpMIIATH COOCTBEHHBIE
BBIBOJIbI U MPEJUIOKEHUS, a TAK)Ke KOMIIETEHTHO BECTH Hay4yHYIO JUCKyccuto. Kaxkablil cTyaeHT
JIOJI’KEH BBIMIOJIHUTH IPAKTUYECKOE 3a/1aHKE M0 MOCTPOECHUIO JI0Ma KaueCTBa.

YuebHO-MeTOAMUECKOE 00EeCTIeUeHH e
CaAMOCTOSITEILHOM paﬁoTLI CTYACHTOB IO TMCHUIIJINHE

1. PenakimonHo-uHpopmannonHoe areHTcTBo "Crannaptel U kayecTBO". CpeacTBO MacCcOBOM
uH(OpMalKK, MOCBSIIEHHOE pobiieMaM B 00JacTU CTaHAApTH3allMK M KauyecTBa B Pa3HbIX OT-
pacisx npombitieHroctr. http://www.stq.ru/

2. Paznen "Ynpasnenue kauectBoM U ISO 9000" nHa pecypce "KoprnopaTtuBHblii MeHEKMEHT",
I7ie pa3MelleHbl yueOHUKHU, KypChl JIEKIMM, aHaTUTUYECKUE CTaThH, CChUIKM HA IPYrHe MCTOY-
Huku nHpopmarmu B MaTepuer. http://www.cfin.ru/management/iso9000/index.shtml

3. OTKpBITHII MPOEKT O TeMaM: YIPaBICHHE Ka4eCTBOM, YIIPABICHUYSCKII KOHCAITHHT, TICHXO-
JOTHsT  TOPrOBIM, HMHTEpHET-MapKeTHHr. CraTbM, 0030pbl, KOHCYJbTallMH, (GopyMm.
http://www.klubok.net


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

4. BcepoccHiiCKuii HayYHO-UCCIIENOBATEILCKUI HHCTUTYT KiacCU(PUKAIUKA, TEPMHUHOJIOTHH W
uH(OpPMAIIMHK 110 CTAHIAPTU3AIMHM U KaYEeCTBY SBJISAETCS | JTaBHBIM MH(OPMAIMOHHBIM [ICHTPOM
['ocyaapcTBEHHOTO KOMUTETA TI0 CTaHAapTH3aMK U MeTpostorun. http://mww.vniiki.ru/

5. "QUALITY - MenemxmenT kauectBa u [ISO 9000", JJokyMeHTBI 1 MaTepuabl IO MEHEK-
MEHTY KadecTBa, cranaapram ISO cepun 9000, exxenneBHoe ooHoBeHue. http://quality.eup.ru/
6. Cepsuc s OusHec-aHaMUTHKA. CEPBUC MO3BOJISET MOKITIOYATHCS K PA3IMYHBIM HCTOYHHKAM
JIAHHBIX, CTPOMTH BU3yaJIH3aliH, COOUPATh AAIIOOP/IBI U ICTUTHCS MOIYICHHBIME PE3yIbTaTaMu.
C nomorsio Yandex Datal.ens BbI MOJKETE OTCIICKHBATD [TPOLYKTOBBIC M OM3HEC-METPUKHU HAIIPSI-
MYIO U3 HCTOYHHUKOB, 4TOOBI TPUHMUMATH PEIICHHsI, OCHOBaHHbBIC Ha AaHHbIX. Yandex Datal.ens He
tapudunupyercs. https://cloud.yandex.ru/services/datalens


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

