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E?964 A4CD46B: 



�) 2K1>@ @07<5@0 B01;8FK; 
�) >B:@KB85 2:;04:8 «�AB02:0»; 
�) I5;G>: ?> :=>?:5 «&01;8F0» =0 2:;04:5 «�AB02:0»; 
�) 22>4 40==KE 2 B01;8FC. 
#@028;L=K9 >B25B: �, �, �, � 

�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

4. УEF4AB6<F9 CD46<?PAGR CBE?98B64F9?PABEFP L47B6 8?S <;@9A9A<S 
D4;@9D4 F45?<JO 6 Microsoft Word. З4C<L<F9 CD46<?PAGR 
CBE?98B64F9?PABEFP 5G>6 E?964 A4CD46B: 
�) ?5@5B0A:820=85 3@0=8F OG55:; 
�) 2K45;5=85 OG55:, @07<5@ :>B>@KE =C6=> 87<5=8BL; 
�) >B:@KB85 2:;04:8 « 0:5B»; 
�) =060B85 :=>?:8 «$07<5@ B01;8FK» =0 2:;04:5 « 0:5B». 
#@028;L=K9 >B25B: �, �, �, � 

�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

5. УEF4AB6<F9 CD46<?PAGR CBE?98B64F9?PABEFP BC9D4J<= 8?S EB;84A<S < 
HBD@4F<DB64A<S EC<E>B6 6 Microsoft Word. З4C<L<F9 CD46<?PAGR 
CBE?98B64F9?PABEFP 5G>6 E?964 A4CD46B: 
�) 4>102;5=85 ?C=:B>2 2 A?8A>:; 
�) 2K1>@ B8?0 A?8A:0; 
�) 2K45;5=85 B5:AB0, :>B>@K9 1C45B A?8A:><; 
�) ?@8<5=5=85 2K1@0==>3> D>@<0B0 A?8A:0. 
#@028;L=K9 >B25B: �, �, �, � 

�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

З484=8я >B:@OB>7> B8?4 

 

З484=8я >B:@OB>7> B8?4 =4 8>?>;=9=89 

 

1. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

(C=:F8O 2 Microsoft Excel, ?>72>;ONI0O 2K?>;=OBL ;>38G5A:85 A@02=5=8O 8 
2>72@0I0BL @07;8G=K5 7=0G5=8O 2 7028A8<>AB8 >B @57C;LB0B0 A@02=5=8O, 
=07K205BAO DC=:F859 _______________. 
#@028;L=K9 >B25B: �%��. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

2. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

(C=:F8O 2 Microsoft Excel, :>B>@0O 8I5B 7=0G5=85 2 ?5@2>< AB>;1F5 
C:070==>3> 480?07>=0 8 2>72@0I05B A>>B25BAB2CNI55 7=0G5=85 87 A>A54=53> 
AB>;1F0, =07K205BAO DC=:F859 _______________. 

#@028;L=K9 >B25B: �#$. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 



3. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

(C=:F8O 2 Microsoft Excel, :>B>@0O AC<<8@C5B 7=0G5=8O 2 C:070==>< 
480?07>=5, C4>2;5B2>@ONI85 >?@545;ё==><C :@8B5@8N, =07K205BAO 
DC=:F859 _______________. 

#@028;L=K9 >B25B: %'  �%��. 

�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

4. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

(C=:F8O 2 Microsoft Excel, :>B>@0O ?>4AG8BK205B :>;8G5AB2> OG55: 2 
C:070==>< 480?07>=5, C4>2;5B2>@ONI8E >?@545;ё==><C :@8B5@8N, 
=07K205BAO DC=:F859 _______________. 

#@028;L=K9 >B25B: %+�&�%��. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

5. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

�=AB@C<5=B 2 Microsoft Excel, :>B>@K9 ?>72>;O5B A>74020BL A;>6=K5 
;>38G5A:85 2K@065=8O 4;O D8;LB@0F88 8 0=0;870 40==KE, =07K205BAO 
_______________ D>@<C;0<8. 
#@028;L=K9 >B25B: ;>38G5A:8<8. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

6. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

#@>F5AA >1@01>B:8 40==KE 2:;NG05B 2 A51O A1>@, >1@01>B:C 8 __________ 
40==KE. 
#@028;L=K9 >B25B: E@0=5=85. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

7. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

�48=8F0 87<5@5=8O :>;8G5AB20 8=D>@<0F88, @02=0O 8 18B0<, =07K205BAO 
__________. 

#@028;L=K9 >B25B: 109B. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

8. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

%8AB5<0, ?@54=07=0G5==0O 4;O C?@02;5=8O 2708<>459AB285< A :;85=B0<8, 
=07K205BAO __________ A8AB5<>9. 
#@028;L=K9 >B25B: CRM. 

�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

9. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

 5B>4, 8A?>;L7C5<K9 4;O 0=0;870 A8;L=KE 8 A;01KE AB>@>=, 2>7<>6=>AB59 8 
C3@>7, =07K205BAO __________ 0=0;87><. 
#@028;L=K9 >B25B: SWOT. 

�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 



10. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

�>:C<5=B, ?@54AB02;ONI89 A>1>9 =01>@ 8=AB@C:F89 4;O 2K?>;=5=8O 
>?@545;5==>9 7040G8 :><?LNB5@><, =07K205BAO __________. 
#@028;L=K9 >B25B: ?@>3@0<<>9. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

11. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

#@>F5AA ?@5>1@07>20=8O 40==KE 2 8=D>@<0F8N, ?@83>4=CN 4;O ?@8=OB8O 
C?@02;5=G5A:8E @5H5=89, =07K205BAO __________ 40==KE. 
#@028;L=K9 >B25B: 0=0;87><. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

12. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

%>2>:C?=>ABL ?@>3@0<<, ?@>F54C@ 8 ?@028;, 0 B0:65 4>:C<5=B0F88, 
>B=>AOI8EAO : DC=:F8>=8@>20=8N A8AB5<K >1@01>B:8 40==KE, =07K205BAO 
__________. 

#@028;L=K9 >B25B: ?@>3@0<<=K< >15A?5G5=85<. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

13. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

#>:070B5;L, E0@0:B5@87CNI89 MDD5:B82=>ABL 8A?>;L7>20=8O @5AC@A>2, 
=07K205BAO __________. 
#@028;L=K9 >B25B: ?@>872>48B5;L=>ABLN. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

14. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

�><?>=5=B 8=D>@<0F8>==>9 A8AB5<K, >B25G0NI89 70 2708<>459AB285 A 
?>;L7>20B5;O<8, =07K205BAO __________. 
#@028;L=K9 >B25B: 8=B5@D59A><. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

15. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

 5B>4, :>B>@K9 ?>72>;O5B >?@545;8BL >?B8<0;L=>5 A>G5B0=85 D0:B>@>2 4;O 
4>AB865=8O <0:A8<0;L=>9 ?@81K;8 8;8 <8=8<0;L=KE 70B@0B, =07K205BAO 
__________ <5B>4><. 
#@028;L=K9 >B25B: >?B8<870F8>==K<. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

16. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

%>2>:C?=>ABL ?@>3@0<<=KE 8 0??0@0B=KE A@54AB2, >15A?5G820NI8E 
>1@01>B:C 40==KE, =07K205BAO __________ B5E=>;>3859. 
#@028;L=K9 >B25B: 8=D>@<0F8>==>9. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

17. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 



#@>F5AA ?@5>1@07>20=8O 40==KE 2 8=D>@<0F8N, ?@83>4=CN 4;O ?@8=OB8O 
C?@02;5=G5A:8E @5H5=89, =07K205BAO __________ 40==KE. 
#@028;L=K9 >B25B: 0=0;87><. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

18. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

 5B>4, ?>72>;ONI89 2KO28BL =081>;55 206=K5 D0:B>@K, 2;8ONI85 =0 
@57C;LB0BK 45OB5;L=>AB8, =07K205BAO __________ 0=0;87><. 
#@028;L=K9 >B25B: D0:B>@=K<. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

19. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

#@>F5AA >?@545;5=8O >?B8<0;L=>3> ?;0=0 459AB289 =0 >A=>25 8<5NI59AO 
8=D>@<0F88 =07K205BAO __________ C?@02;5=85<. 
#@028;L=K9 >B25B: >?B8<0;L=K<. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

20. Н4C<L<F9 CDBCGM9AAB9 E?B6B. 

�2B><0B878@>20==0O 8=D>@<0F8>==0O A8AB5<0, ?@54=07=0G5==0O 4;O 
>1@01>B:8 1>;LH8E >1J5<>2 40==KE 2 @50;L=>< 2@5<5=8, =07K205BAO 
__________ A8AB5<>9. 
#@028;L=K9 >B25B: ERP. 

�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

З484=8я >B:@OB>7> B8?4 A :@4B:8< A6>5>8=O< >B69B>< 

 

1. Д4=F9 BF69F A4 6BCDBE:  
!07>28B5 >4=C 87 >A=>2=KE DC=:F89 8=D>@<0F8>==KE A8AB5< 2 187=5A5. 
#@028;L=K9 >B25B: '?@02;5=85 40==K<8. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

2. Д4=F9 BF69F A4 6BCDBE:  
�09B5 >?@545;5=85 ?>=OB8N "02B><0B878@>20==0O 8=D>@<0F8>==0O 
A8AB5<0". 
#@028;L=K9 >B25B: �2B><0B878@>20==0O 8=D>@<0F8>==0O A8AB5<0 (��%) – 
MB> A>2>:C?=>ABL ?@>3@0<<=>-0??0@0B=KE A@54AB2, ?@54=07=0G5==KE 4;O 
02B><0B870F88 ?@>F5AA>2 A1>@0, E@0=5=8O, >1@01>B:8 8 ?5@540G8 40==KE. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

3. Д4=F9 BF69F A4 6BCDBE:  
�0:85 284K 40==KE <>3CB >1@010BK20BLAO 8=D>@<0F8>==K<8 A8AB5<0<8? 
#@028;L=K9 >B25B: �=D>@<0F8>==K5 A8AB5<K <>3CB >1@010BK20BL 
@07;8G=K5 284K 40==KE, 2:;NG0O G8A;>2K5, B5:AB>2K5, <C;LB8<5489=K5 8 
4@C385 B8?K 40==KE. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 



 

4. Д4=F9 BF69F A4 6BCDBE:  
�0:85 ?@58<CI5AB20 405B 8A?>;L7>20=85 8=D>@<0F8>==KE B5E=>;>389 2 
187=5A5? 
#@028;L=K9 >B25B: �A?>;L7>20=85 8=D>@<0F8>==KE B5E=>;>389 2 187=5A5 
?>72>;O5B ?>2KA8BL MDD5:B82=>ABL C?@02;5=8O, CA:>@8BL ?@>F5AAK ?@8=OB8O 
@5H5=89, C;CGH8BL :0G5AB2> >1A;C6820=8O :;85=B>2 8 A=878BL 70B@0BK. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

5. Д4=F9 BF69F A4 6BCDBE:  
+B> B0:>5 CRM-A8AB5<0? 
#@028;L=K9 >B25B: CRM-A8AB5<0 (Customer Relationship Management) – MB> 
A8AB5<0 C?@02;5=8O 2708<>>B=>H5=8O<8 A :;85=B0<8, ?@54=07=0G5==0O 4;O 
02B><0B870F88 2708<>459AB28O A :;85=B0<8 8 ?>2KH5=8O C@>2=O ?@>406. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

6. Д4=F9 BF69F A4 6BCDBE:  
�0:85 <5B>4K 0=0;870 40==KE 2K 7=05B5? 
#@028;L=K9 >B25B:  5B>4K 0=0;870 40==KE 2:;NG0NB AB0B8AB8G5A:89 
0=0;87, @53@5AA8>==K9 0=0;87, :;0AB5@=K9 0=0;87, D0:B>@=K9 0=0;87 8 
4@C385. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

7. Д4=F9 BF69F A4 6BCDBE:  
�0:85 ACI5AB2CNB A?>A>1K 70I8BK 8=D>@<0F88 2 8=D>@<0F8>==KE 
A8AB5<0E? 
#@028;L=K9 >B25B: %?>A>1K 70I8BK 8=D>@<0F88 2 8=D>@<0F8>==KE 
A8AB5<0E 2:;NG0NB H8D@>20=85 40==KE, 8A?>;L7>20=85 ?0@>;59 8 
F8D@>2KE A5@B8D8:0B>2, @575@2=>5 :>?8@>20=85 40==KE, :>=B@>;L 4>ABC?0 8 
0=B828@CA=CN 70I8BC. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

8. Д4=F9 BF69F A4 6BCDBE:  
+B> B0:>5 ?@>3@0<<=>5 >15A?5G5=85? 
#@028;L=K9 >B25B: #@>3@0<<=>5 >15A?5G5=85 – MB> A>2>:C?=>ABL ?@>3@0<< 
8 4>:C<5=B0F88, =5>1E>48<KE 4;O DC=:F8>=8@>20=8O :><?LNB5@=KE A8AB5< 
8 2K?>;=5=8O >?@545;5==KE 7040G. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

9. Д4=F9 BF69F A4 6BCDBE:  
�0:85 284K ?@>3@0<<=>3> >15A?5G5=8O 2K 7=05B5? 
#@028;L=K9 >B25B: �84K ?@>3@0<<=>3> >15A?5G5=8O 2:;NG0NB A8AB5<=>5 
?@>3@0<<=>5 >15A?5G5=85 (>?5@0F8>==K5 A8AB5<K, 4@0925@K CAB@>9AB2), 
?@8:;04=>5 ?@>3@0<<=>5 >15A?5G5=85 (>D8A=K5 ?@8;>65=8O, 3@0D8G5A:85 



@540:B>@K) 8 A?5F80;L=>5 ?@>3@0<<=>5 >15A?5G5=85 (1CE30;B5@A:85 
?@>3@0<<K, A8AB5<K C?@02;5=8O 1070<8 40==KE). 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

10. Д4=F9 BF69F A4 6BCDBE:  
+B> B0:>5 1070 40==KE? 
#@028;L=K9 >B25B: �070 40==KE – MB> >@30=87>20==0O A>2>:C?=>ABL 40==KE, 
?@54=07=0G5==0O 4;O E@0=5=8O, C?@02;5=8O 8 >1@01>B:8 8=D>@<0F88 A 
8A?>;L7>20=85< A8AB5< C?@02;5=8O 1070<8 40==KE (%'��). 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

11. Д4=F9 BF69F A4 6BCDBE:  
�0:>2K >A=>2=K5 DC=:F88 8=D>@<0F8>==KE A8AB5< 2 187=5A5? 
#@028;L=K9 >B25B: '?@02;5=85 40==K<8, ?>445@6:0 ?@8=OB8O @5H5=89, 
C;CGH5=85 2708<>459AB28O A :;85=B0<8, ?>2KH5=85 >1I59 MDD5:B82=>AB8 
187=5A0. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

12. Д4=F9 BF69F A4 6BCDBE:  
+B> B0:>5 02B><0B878@>20==0O 8=D>@<0F8>==0O A8AB5<0 (��%)? 
#@028;L=K9 >B25B: ��% – MB> A>2>:C?=>ABL ?@>3@0<<=>-0??0@0B=KE 
A@54AB2, ?@54=07=0G5==KE 4;O 02B><0B870F88 ?@>F5AA>2 A1>@0, E@0=5=8O, 
>1@01>B:8 8 ?5@540G8 40==KE. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

13. Д4=F9 BF69F A4 6BCDBE:  
�0:85 284K 8=D>@<0F8>==KE B5E=>;>389 2K 7=05B5? 
#@028;L=K9 >B25B: %CI5AB2CNB @07;8G=K5 284K 8=D>@<0F8>==KE 
B5E=>;>389, B0:85 :0: B5E=>;>388 >1@01>B:8 40==KE, B5E=>;>388 
C?@02;5=8O, B5E=>;>388 02B><0B870F88 >D8A=>9 @01>BK 8 B5E=>;>388 
?>445@6:8 ?@8=OB8O @5H5=89. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

14. Д4=F9 BF69F A4 6BCDBE:  
+B> B0:>5 >?B8<870F8>==K9 <5B>4? 
#@028;L=K9 >B25B: "?B8<870F8>==K9 <5B>4 – MB> <5B>4, :>B>@K9 
8A?>;L7C5BAO 4;O =0E>645=8O >?B8<0;L=>3> @5H5=8O 7040G8 ?CB5< 
<0:A8<870F88 8;8 <8=8<870F88 =5:>B>@>3> :@8B5@8O (=0?@8<5@, ?@81K;8 
8;8 70B@0B). 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

15. Д4=F9 BF69F A4 6BCDBE:  
�0:85 7040G8 @5H05B A8AB5<0 ?>445@6:8 ?@8=OB8O @5H5=89 (%##$)? 



#@028;L=K9 >B25B: %##$ @5H05B 7040G8 0=0;870 40==KE, ?@>3=>78@>20=8O, 
<>45;8@>20=8O 8 ?>445@6:8 ?@8=OB8O C?@02;5=G5A:8E @5H5=89 =0 
AB@0B538G5A:>< C@>2=5. 
�><?5B5=F88 (8=48:0B>@K): 
 

16. Д4=F9 BF69F A4 6BCDBE:  
+B> B0:>5 D0:B>@=K9 0=0;87? 
#@028;L=K9 >B25B: (0:B>@=K9 0=0;87 – MB> AB0B8AB8G5A:89 <5B>4, 
8A?>;L7C5<K9 4;O 2KO2;5=8O 8 0=0;870 A:@KBKE D0:B>@>2, 2;8ONI8E =0 
@57C;LB0BK =01;N45=89. 
�><?5B5=F88 (8=48:0B>@K): "#�-1 ("#�-1.1) 

 

З484=8я >B:@OB>7> B8?4 A @4769@=CBO< >B69B>< 

 

1. ПBK<F4=F9 F9>EF ;484A<S. ПDB8G@4=F9 ?B7<>G < CB?ABFG BF69F4. 
З4C<L<F9 D4;69DAGFO= < B5BEAB64AAO= BF69F. 
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