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ȼɵɞɟɥɹɸɬ 2 ɬɢɩɚ ɯɚɪɚɤɬɟɪɚ ɥɢɱɧɨɫɬɢ: 
1. ɗɤɫɬɪɚɜɟɪɬɧɵɣ. 
2. ɂɧɬɪɨɜɟɪɬɢɜɧɵɣ. 
ɍɩɪɚɜɥɹɸɳɢɣ ɫɛɵɬɨɦ ɦɨɠɟɬ ɜɵɩɨɥɧɹɬɶ ɜɫɟ ɢɥɢ ɧɟɤɨɬɨɪɵɟ ɢɡ ɧɢɠɟɩɟɪɟɱɢɫɥɟɧɧɵɯ 

ɡɚɞɚɱ. 
 Ɉɛɟɫɩɟɱɢɜɚɟɬ ɩɪɨɝɧɨɡɵ (ɤɪɚɬɤɨ-ɫɪɟɞɧɟ-ɞɨɥɝɨɫɪɨɱɧɵɟ) 
 ɩɥɚɧɢɪɭɟɬ ɩɨɥɭɱɟɧɢɟ ɩɪɢɛɵɥɢ; 
 ɨɰɟɧɢɜɚɟɬ ɛɭɞɭɳɢɟ ɡɚɬɪɚɬɵ; 
 ɚɧɚɥɢɡɢɪɭɟɬ ɪɵɧɨɤ ɜ ɩɨɢɫɤɚɯ ɧɨɜɵɯ ɜɨɡɦɨɠɧɨɫɬɟɣ ɢɫɩɨɥɶɡɨɜɚɧɢɹ ɪɵɧɤɚ); 
 ɩɥɚɧɢɪɭɟɬ ɞɟɹɬɟɥɶɧɨɫɬɶ ɫɜɨɢɯ ɫɨɬɪɭɞɧɢɤɨɜ (ɩɪɨɞɚɜɰɨɜ, ɦɟɧɟɞɠɟɪɨɜ, 

ɤɨɧɬɪɨɥɥɟɪɨɜ); 
でäÜÖïÜëïöçÜ 
Cɩɨɧɫɨɪɫɬɜɨ- ɜ ɫɨɨɬɜɟɬɫɬɜɢɢ ɫɨ ɫɬɚɬɶɟɣ 1 «Ɂɚɤɨɧɚ ɨ ɪɟɤɥɚɦɟ ɫɩɨɧɫɨɪɫɬɜɚ» - 

ɞɨɛɪɨɜɨɥɶɧɚɹ ɦɚɬɟɪɢɚɥɶɧɚɹ, ɨɪɝɚɧɢɡɚɰɢɨɧɧɚɹ ɢ ɞɪɭɝɚɹ ɩɨɞɞɟɪɠɤɚ ɮɢɡɢɱɟɫɤɢɦɢ ɢ 
ɸɪɢɞɢɱɟɫɤɢɦɢ ɥɢɰɚɦɢ ɥɸɛɨɣ ɞɟɹɬɟɥɶɧɨɫɬɢ ɫ ɰɟɥɶɸ ɩɨɩɭɥɹɪɢɡɚɰɢɢ ɢɫɤɥɸɱɢɬɟɥɶɧɨ ɫɜɨɟɝɨ 
ɢɦɟɧɢ, ɧɚɢɦɟɧɨɜɚɧɢɹ, ɫɜɨɟɝɨ ɡɧɚɤɚ ɞɥɹ ɬɨɜɚɪɨɜ ɢ ɭɫɥɭɝ. Ʉɨɦɩɚɧɢɢ ɞɥɹ ɫɜɨɟɝɨ ɩɪɨɞɜɢɠɟɧɢɹ 
ɩɪɨɜɨɞɹɬ ɦɚɫɫɨɜɵɟ ɦɟɪɨɩɪɢɹɬɢɹ (ɧɚɱɢɧɚɹ ɨɬ ɤɨɧɰɟɪɬɨɜ, ɡɚɤɚɧɱɢɜɚɹ ɫɩɨɪɬɢɜɧɵɦɢ 
ɫɨɪɟɜɧɨɜɚɧɢɹɦɢ). Ʉɚɤ ɩɪɚɜɢɥɨ, ɫɩɨɧɫɨɪ ɩɪɟɞɨɫɬɚɜɥɹɟɬ ɤɪɭɩɧɵɟ ɞɟɧɟɠɧɵɟ ɩɪɢɡɵ ɢ ɩɨɞɚɪɤɢ 
ɩɨɛɟɞɢɬɟɥɹɦ, ɚ ɢɧɨɝɞɚ ɞɚɠɟ ɫɩɨɧɫɢɪɭɟɬ ɤɨɦɚɧɞɵ. 

ɐɟɥɢ ɫɩɨɧɫɨɪɫɬɜɚ: 
1. Ɉɫɧɨɜɧɨɣ ɰɟɥɶɸ ɫɩɨɧɫɨɪɫɬɜɚ ɷɬɨ ɷɮɮɟɤɬɢɜɧɨɫɬɶ ɪɟɤɥɚɦɵ ɢ ɩɨɥɭɱɟɧɢɟ ɪɟɤɥɚɦɧɨɝɨ 

ɷɮɮɟɤɬɚ. 
2. ɋɨɡɞɚɬɶ ɬɚɤɨɣ ɢɦɢɞɠ, ɱɬɨɛɵ ɛɵɥ ɩɪɢɜɥɟɤɚɬɟɥɟɧ ɜ ɝɥɚɡɚɯ ɪɚɡɥɢɱɧɵɯ ɝɪɭɩɩ 

ɨɛɳɟɫɬɜɟɧɧɨɣ ɞɟɹɬɟɥɶɧɨɫɬɢ. 
3. ɍɫɬɚɧɨɜɢɬɶ ɞɨɜɟɪɢɬɟɥɶɧɵɟ ɢ ɩɨɫɬɨɹɧɧɵɟ ɨɬɧɨɲɟɧɢɹ ɫɨ ɋɆɂ ɢ ɨɪɝɚɧɚɦɢ ɜɥɚɫɬɢ. 
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ȼ ɫɨɜɪɟɦɟɧɧɵɯ ɭɫɥɨɜɢɹɯ, ɭɠɟɫɬɨɱɟɧɢɟ ɤɨɧɤɭɪɟɧɰɢɢ ɬɪɟɛɭɟɬ ɨɬ ɯɨɡɹɣɫɬɜɭɸɳɢɯ 
ɫɭɛɴɟɤɬɨɜ ɪɚɫɲɢɪɟɧɢɹ ɚɪɫɟɧɚɥɚ ɫɪɟɞɫɬɜ ɤɨɧɤɭɪɟɧɬɧɨɣ ɛɨɪɶɛɵ. Ɉɫɨɛɟɧɧɨɫɬɶɸ ɫɨɜɪɟɦɟɧɧɨɝɨ 
ɷɬɚɩɚ ɪɚɡɜɢɬɢɹ ɹɜɥɹɟɬɫɹ ɨɛɟɫɰɟɧɢɜɚɧɢɟ ɰɟɧɨɜɵɯ ɦɟɬɨɞɨɜ ɤɨɧɤɭɪɟɧɰɢɢ, ɢ ɩɨɜɵɲɟɧɢɟ 
ɜɚɠɧɨɫɬɢ ɜɵɫɬɪɚɢɜɚɧɢɹ ɩɚɪɬɧɟɪɫɤɢɯ ɨɬɧɨɲɟɧɢɣ ɫ ɤɥɢɟɧɬɚɦɢ, ɱɬɨ ɬɪɟɛɭɟɬ ɪɚɫɲɢɪɟɧɢɹ ɱɢɫɥɚ 
ɢ ɩɪɨɩɭɫɤɧɨɣ ɫɩɨɫɨɛɧɨɫɬɢ ɢɧɮɨɪɦɚɰɢɨɧɧɵɯ ɤɚɧɚɥɨɜ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ, ɩɨɜɵɲɟɧɢɹ 
ɪɟɡɭɥɶɬɚɬɢɜɧɨɫɬɢ ɩɪɨɰɟɫɫɨɜ ɩɪɢɜɥɟɱɟɧɢɹ ɤɥɢɟɧɬɨɜ, ɩɨɜɵɲɟɧɢɹ ɫɬɚɛɢɥɶɧɨɫɬɢ ɩɪɨɰɟɫɫɨɜ 
ɨɛɫɥɭɠɢɜɚɧɢɹ, ɭɥɭɱɲɟɧɢɹ ɩɪɨɰɟɫɫɨɜ ɨɛɦɟɧɚ ɢɧɮɨɪɦɚɰɢɟɣ ɫ ɤɥɢɟɧɬɨɦ, ɱɬɨ ɜ ɤɨɧɟɱɧɨɦ ɢɬɨɝɟ 
ɩɨɡɜɨɥɹɟɬ ɭɩɪɚɜɥɹɬɶ ɥɨɹɥɶɧɨɫɬɶɸ ɩɨɫɥɟɞɧɢɯ.  

Ɍɟɯɧɨɥɨɝɢɢ, ɰɟɥɶɸ ɤɨɬɨɪɵɯ ɹɜɥɹɟɬɫɹ ɭɩɪɚɜɥɟɧɢɟ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɫ ɤɥɢɟɧɬɚɦɢ ɞɥɹ 
ɨɛɟɫɩɟɱɟɧɢɹ ɢɯ ɥɨɹɥɶɧɨɫɬɢ, ɧɨɫɹɬ ɧɚɡɜɚɧɢɟ CRM (CustomerRelationManagement) ɢɥɢ 
Ɇɟɧɟɞɠɦɟɧɬ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɫ ɩɨɬɪɟɛɢɬɟɥɹɦɢ. ɂɧɫɬɪɭɦɟɧɬɚɦɢ CRM ɹɜɥɹɸɬɫɹ CRM-
ɫɢɫɬɟɦɵ - ɫɩɟɰɢɚɥɶɧɨɟ ɤɨɦɩɶɸɬɟɪɧɨɟ ɩɪɨɝɪɚɦɦɧɨɟ ɨɛɟɫɩɟɱɟɧɢɟ, ɧɚɛɨɪ ɩɪɢɥɨɠɟɧɢɣ, 
ɚɜɬɨɦɚɬɢɡɢɪɭɸɳɢɯ ɩɪɨɰɟɫɫɵ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɤɨɦɩɚɧɢɢ ɫ ɤɥɢɟɧɬɨɦ ɢ ɩɨɡɜɨɥɹɸɳɢɯ 
ɯɪɚɧɢɬɶ, ɨɛɪɚɛɚɬɵɜɚɬɶ ɢ ɫɨɛɢɪɚɬɶ ɢɧɮɨɪɦɚɰɢɸ ɨ ɧɟɦ. Ɍɚɤɢɟ ɫɢɫɬɟɦɵ ɨɪɢɟɧɬɢɪɨɜɚɧɵ ɧɚ 
ɩɨɞɞɟɪɠɤɭ ɤɨɧɬɚɤɬɨɜ ɫɨ ɫɜɨɢɦɢ ɤɥɢɟɧɬɚɦɢ ɢ ɧɚ ɩɨɥɶɡɨɜɚɧɢɟ ɷɬɢɦɢ ɞɚɧɧɵɦɢ ɨ ɤɥɢɟɧɬɚɯ ɜ 
ɫɜɨɢɯ ɰɟɥɹɯ. Ɉɞɧɢɦ ɢɡ ɷɥɟɦɟɧɬɨɜ CRM ɫɢɫɬɟɦ ɹɜɥɹɸɬɫɹ Ʉɨɧɬɚɤɬɧɵɟ ɰɟɧɬɪɵ. Ɋɚɛɨɬɚ 
ɤɨɧɬɚɤɬɧɨɝɨ ɰɟɧɬɪɚ ɨɫɧɨɜɚɧɚ ɧɚ ɫɨɜɨɤɭɩɧɨɫɬɢ ɚɩɩɚɪɚɬɧɵɯ ɢ ɩɪɨɝɪɚɦɦɧɵɯ ɫɪɟɞɫɬɜ ɢ 
ɚɥɝɨɪɢɬɦɨɜ, ɩɪɟɞɧɚɡɧɚɱɟɧɧɵɯ ɞɥɹ ɪɟɝɢɫɬɪɚɰɢɢ ɡɚɩɪɨɫɨɜ ɩɨɥɶɡɨɜɚɬɟɥɟɣ (ɩɨɫɬɭɩɚɸɳɢɯ 
ɥɢɱɧɨ, ɩɨ ɬɟɥɟɮɨɧɭ ɢɥɢ ɫ ɩɨɦɨɳɶɸ ɞɪɭɝɢɯ ɫɪɟɞɫɬɜ ɫɜɹɡɢ), ɢɯ ɦɚɪɲɪɭɬɢɡɚɰɢɢ, ɤɨɧɬɪɨɥɹ 
ɪɟɲɟɧɢɹ ɡɚɞɚɱ ɢ ɜɵɞɚɱɢ ɪɟɡɭɥɶɬɢɪɭɸɳɟɣ ɢɧɮɨɪɦɚɰɢɢ ɩɨɥɶɡɨɜɚɬɟɥɸ.  

ɋɟɝɨɞɧɹ ɤɨɧɬɚɤɬɧɵɣ ɰɟɧɬɪ ɜɢɞɢɬɫɹ ɧɟɨɬɴɟɦɥɟɦɨɣ ɱɚɫɬɶɸ ɥɸɛɨɝɨ ɛɢɡɧɟɫɚ, ɢɦɟɸɳɟɝɨ 
ɚɤɬɢɜɧɵɣ ɤɨɧɬɚɤɬ ɫ ɥɸɞɶɦɢ: ɛɚɧɤɨɜɫɤɨɝɨ ɞɟɥɚ, ɩɪɨɜɚɣɞɟɪɨɜ ɬɟɥɟɤɨɦɦɭɧɢɤɚɰɢɨɧɧɵɯ ɭɫɥɭɝ, 
ɤɪɭɩɧɵɯ ɤɪɟɞɢɬɧɵɯ ɢ ɫɬɪɚɯɨɜɵɯ ɚɝɟɧɬɨɜ, ɪɟɫɭɪɫɨɫɧɚɛɠɚɸɳɢɯ ɨɪɝɚɧɢɡɚɰɢɣ. Ȼɟɡɭɫɥɨɜɧɨ, 
ɜɡɚɢɦɨɞɟɣɫɬɜɢɟ ɫ ɩɨɬɪɟɛɢɬɟɥɹɦɢ ɨɫɭɳɟɫɬɜɥɹɟɬɫɹ ɥɸɛɵɦ ɯɨɡɹɣɫɬɜɭɸɳɢɦ ɫɭɛɴɟɤɬɨɦ. 
Ɉɫɧɨɜɧɵɦɢ ɧɚɩɪɚɜɥɟɧɢɹɦɢ ɬɚɤɨɝɨ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɦɨɠɧɨ ɧɚɡɜɚɬɶ: 

 ɉɪɨɞɜɢɠɟɧɢɟ ɩɪɨɞɭɤɰɢɢ; 
 ȼɵɹɜɥɟɧɢɟ ɬɪɟɛɨɜɚɧɢɣ ɩɨɬɪɟɛɢɬɟɥɟɣ ɤ ɩɪɨɞɭɤɬɭ/ɭɫɥɭɝɟ ɯɨɡɹɣɫɬɜɭɸɳɟɝɨ ɫɭɛɴɟɤɬɚ; 
 Ɂɚɤɥɸɱɟɧɢɟ ɞɨɝɨɜɨɪɨɜ ɧɚ ɩɨɫɬɚɜɤɭ ɩɪɨɞɭɤɬɚ/ɭɫɥɭɝɢ; 
 ɉɨɫɬɚɜɤɚ/ɩɪɟɞɨɫɬɚɜɥɟɧɢɟ ɭɫɥɭɝɢ; 
 Ɋɚɫɱɟɬɵ ɫ ɩɨɬɪɟɛɢɬɟɥɹɦɢ, ɭɩɪɚɜɥɟɧɢɟ ɞɟɛɢɬɨɪɫɤɨɣ ɡɚɞɨɥɠɟɧɧɨɫɬɶɸ; 
 Ʉɨɧɫɭɥɶɬɢɪɨɜɚɧɢɟ ɩɨ ɬɟɯɧɢɱɟɫɤɢɦ ɯɚɪɚɤɬɟɪɢɫɬɢɤɚɦ, ɜɨɩɪɨɫɚɦ ɷɤɫɩɥɭɚɬɚɰɢɢ 

ɩɪɨɞɭɤɬɚ, ɭɫɥɨɜɢɹɦ ɪɚɛɨɬɵ ɫ ɤɨɧɬɪɚɝɟɧɬɚɦɢ; 
 Ɋɚɛɨɬɚ ɫ ɠɚɥɨɛɚɦɢ ɢ ɩɪɟɞɥɨɠɟɧɢɹɦɢ ɤɥɢɟɧɬɨɜ; 
 Ɉɪɝɚɧɢɡɚɰɢɹ ɩɨɫɥɟɩɪɨɞɚɠɧɨɝɨ ɢ ɝɚɪɚɧɬɢɣɧɨɝɨ ɨɛɫɥɭɠɢɜɚɧɢɟ; 
 Ɇɚɪɤɟɬɢɧɝɨɜɵɟ ɢɫɫɥɟɞɨɜɚɧɢɹ. 

Ɍɪɚɞɢɰɢɨɧɧɨ, ɨɬɜɟɬɫɬɜɟɧɧɨɫɬɶ ɡɚ ɪɟɚɥɢɡɚɰɢɸ ɞɚɧɧɵɯ ɧɚɩɪɚɜɥɟɧɢɣ ɞɟɹɬɟɥɶɧɨɫɬɢ 
ɞɟɥɹɬ ɦɟɠɞɭ ɫɨɛɨɣ ɤɨɦɦɟɪɱɟɫɤɢɟ ɫɥɭɠɛɵ (ɨɬɞɟɥ ɦɚɪɤɟɬɢɧɝɚ, ɨɬɞɟɥ ɫɛɵɬɚ, ɨɬɞɟɥ ɩɨ ɪɚɛɨɬɟ ɫ 
ɤɥɢɟɧɬɚɦɢ ɢ ɬ.ɩ.). ɇɟɨɛɯɨɞɢɦɨɫɬɶ ɜɵɞɟɥɟɧɢɹ ɨɬɞɟɥɶɧɨɝɨ ɤɨɧɬɚɤɬɧɨɝɨ ɰɟɧɬɪɚ ɭ 
ɯɨɡɹɣɫɬɜɭɸɳɟɝɨ ɫɭɛɴɟɤɬɚ ɜɨɡɧɢɤɚɟɬ ɩɪɢ ɨɞɧɨɜɪɟɦɟɧɧɨɦ ɜɵɩɨɥɧɟɧɢɢ ɫɥɟɞɭɸɳɢɯ ɭɫɥɨɜɢɣ: 

 ɏɨɡɹɣɫɬɜɭɸɳɢɣ ɫɭɛɴɟɤɬ ɩɪɟɞɨɫɬɚɜɥɹɟɬ ɩɪɨɞɭɤɰɢɸ/ɭɫɥɭɝɢ ɮɢɡɢɱɟɫɤɢɦ ɥɢɰɚɦ; 
 ɇɟɜɨɡɦɨɠɧɨ ɨɪɝɚɧɢɡɨɜɚɬɶ ɫɩɟɰɢɚɥɢɡɚɰɢɸ ɫɨɬɪɭɞɧɢɤɨɜ ɤɥɢɟɧɬɫɤɢɯ ɫɥɭɠɛ ɩɨ 

ɪɟɝɢɨɧɚɥɶɧɨɦɭ, ɤɥɢɟɧɬɫɤɨɦɭ ɢɥɢ ɩɪɨɞɭɤɬɨɜɨɦɭ ɬɢɩɭ, ɨɛɟɫɩɟɱɢɜ ɩɪɢ ɷɬɨɦ ɪɚɜɧɨɦɟɪɧɨɫɬɶ ɢɯ 
ɡɚɝɪɭɡɤɢ; 



ɂɧɮɨɪɦɚɰɢɨɧɧɵɟ  ɬɟɯɧɨɥɨɝɢɢ ɜ ɭɩɪɚɜɥɟɧɢɢ ɩɟɪɫɨɧɚɥɨɦ 
 

 193 

 ɉɪɢ ɡɚɤɥɸɱɟɧɢɢ ɞɨɝɨɜɨɪɨɜ ɫ ɨɬɤɪɵɬɵɦɢ ɭɫɥɨɜɢɹɦɢ, ɩɨɞ ɤɨɬɨɪɵɦɢ ɩɨɧɢɦɚɟɬɫɹ 
ɞɨɝɨɜɨɪ, ɨɩɪɟɞɟɥɹɸɳɢɣ ɨɛɳɢɟ ɭɫɥɨɜɢɹ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɫɬɨɪɨɧ, ɚ ɭɫɥɨɜɢɹ ɩɨ 
ɧɨɦɟɧɤɥɚɬɭɪɟ ɢ ɚɫɫɨɪɬɢɦɟɧɬɭ, ɰɟɧɟ, ɨɛɴɟɦɭ ɩɨɫɬɚɜɥɹɟɦɨɣ ɩɪɨɞɭɤɰɢɢ/ ɨɤɚɡɵɜɚɟɦɵɯ ɭɫɥɭɝ 
ɤɨɧɤɪɟɬɢɡɢɪɭɸɬɫɹ ɩɭɬɟɦ ɡɚɤɥɸɱɟɧɢɹ ɞɨɩɨɥɧɢɬɟɥɶɧɵɯ ɫɨɝɥɚɲɟɧɢɣ, ɩɨɞɚɱɢ ɡɚɹɜɨɤ ɢɥɢ ɩɨ 
ɮɚɤɬɭ ɩɪɟɞɨɫɬɚɜɥɟɧɢɹ ɩɪɨɞɭɤɰɢɢ/ ɨɤɚɡɚɧɢɹ ɭɫɥɭɝ ɡɚ ɩɟɪɢɨɞ.  
  ɉɪɢ ɜɵɞɟɥɟɧɢɢ ɤɨɧɬɚɤɬɧɨɝɨ ɰɟɧɬɪɚ, ɧɚ ɧɟɝɨ ɜɨɡɥɚɝɚɸɬɫɹ ɫɥɟɞɭɸɳɢɟ ɡɚɞɚɱɢ:  

 ɋɛɨɪ ɢ ɨɛɪɚɛɨɬɤɚ ɩɨɫɬɭɩɚɸɳɟɣ ɢɧɮɨɪɦɚɰɢɢ ɨɬ ɤɥɢɟɧɬɚ; 
 ɂɧɮɨɪɦɢɪɨɜɚɧɢɟ ɤɥɢɟɧɬɨɜ ɩɨ ɡɚɩɪɨɫɚɦ;  
 ɉɥɚɧɢɪɨɜɚɧɢɟ ɢ ɨɪɝɚɧɢɡɚɰɢɹ ɤɨɦɦɭɧɢɤɚɰɢɣ;  
 Ɉɪɝɚɧɢɡɚɰɢɹ ɢ ɤɨɧɬɪɨɥɶ ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɨɜ, ɨɫɭɳɟɫɬɜɥɹɸɳɢɯ ɜɡɚɢɦɨɞɟɣɫɬɜɢɟ ɫ 

ɤɥɢɟɧɬɚɦɢ; ɜɟɞɟɧɢɟ ɫɬɚɬɢɫɬɢɤɢ ɢ ɚɧɚɥɢɡ ɩɨɤɚɡɚɬɟɥɟɣ ɪɟɡɭɥɶɬɚɬɢɜɧɨɫɬɢ ɞɚɧɧɵɯ ɩɪɨɰɟɫɫɨɜ; 
 Ɉɪɝɚɧɢɡɚɰɢɹ ɦɚɪɤɟɬɢɧɝɨɜɵɯ ɦɟɪɨɩɪɢɹɬɢɣ (ɦɚɪɤɟɬɢɧɝɨɜɵɟ ɢɫɫɥɟɞɨɜɚɧɢɹ, 

ɩɪɨɞɜɢɠɟɧɢɟ, ɩɪɨɞɚɠɢ) ɢ ɨɰɟɧɤɚ ɢɯ ɪɟɡɭɥɶɬɚɬɢɜɧɨɫɬɢ;  
 Ɏɨɪɦɢɪɨɜɚɧɢɟ ɬɨɜɚɪɧɨɣ ɢ ɚɫɫɨɪɬɢɦɟɧɬɧɨɣ ɩɨɥɢɬɢɤɢ ɧɚ ɨɫɧɨɜɟ ɬɪɟɛɨɜɚɧɢɣ ɢ 

ɨɠɢɞɚɧɢɣ ɤɥɢɟɧɬɚ;  
 Ɉɪɝɚɧɢɡɚɰɢɹ ɪɚɛɨɬɵ ɫ ɩɪɟɬɟɧɡɢɹɦɢ; 
 ɉɨɜɵɲɟɧɢɟ ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɪɚɛɨɬɵ ɩɟɪɫɨɧɚɥɚ, ɜɡɚɢɦɨɞɟɣɫɬɜɭɸɳɟɝɨ ɫ ɩɨɬɪɟɛɢɬɟɥɟɦ 

(ɡɚ ɫɱɟɬ ɭɜɟɥɢɱɟɧɢɹ ɧɨɪɦɵ ɨɛɫɥɭɠɢɜɚɧɢɹ); 
 Ɇɢɧɢɦɢɡɚɰɢɹ ɱɢɫɥɚ ɭɩɭɳɟɧɧɵɯ ɤɥɢɟɧɬɨɜ. 

Ȼɨɥɶɲɢɧɫɬɜɨ ɤɨɦɩɚɧɢɣ ɢɫɩɨɥɶɡɭɸɬ ɤɨɧɬɚɤɬɧɵɟ ɰɟɧɬɪɵ ɞɥɹ ɨɛɳɟɧɢɹ ɫɨ ɫɜɨɢɦɢ 
ɤɥɢɟɧɬɚɦɢ, ɬɚɤɠɟ ɤɨɧɬɚɤɬɧɵɦ ɰɟɧɬɪɚɦ ɦɨɠɟɬ ɛɵɬɶ ɜɦɟɧɟɧɚ ɮɭɧɤɰɢɹ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ 
ɩɨɞɪɹɞɱɢɤɚɦɢ, ɩɨɫɬɚɜɳɢɤɚɦɢ. Ƚɨɫɭɞɚɪɫɬɜɟɧɧɵɟ, ɩɨɥɢɬɢɱɟɫɤɢɟ ɢ ɨɛɳɟɫɬɜɟɧɧɵɟ ɨɪɝɚɧɢɡɚɰɢɢ 
ɢɫɩɨɥɶɡɭɸɬ ɞɚɧɧɵɣ ɦɟɯɚɧɢɡɦ ɞɥɹ ɨɪɝɚɧɢɡɚɰɢɢ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ ɝɪɚɠɞɚɧɚɦɢ.  

ȼɵɞɟɥɟɧɢɟ ɤɨɧɬɚɤɬɧɨɝɨ ɰɟɧɬɪɚ ɜɨɡɦɨɠɧɨ ɩɭɬɟɦ ɫɨɡɞɚɧɢɹ ɩɨɞɪɚɡɞɟɥɟɧɢɹ ɜ ɫɬɪɭɤɬɭɪɟ 
ɩɪɟɞɩɪɢɹɬɢɹ ɢɥɢ ɩɟɪɟɞɚɧɨ ɧɚ ɚɭɬɫɨɪɫɢɧɝ.  

Ⱥɭɬɫɨɪɫɢɧɝɨɜɵɣ ɩɨɞɯɨɞ ɩɪɟɞɩɨɥɚɝɚɟɬ ɩɟɪɟɞɚɱɭ ɮɭɧɤɰɢɣ ɩɨ ɜɡɚɢɦɨɞɟɣɫɬɜɢɸ ɫ 
ɤɥɢɟɧɬɚɦɢ ɫɬɨɪɨɧɧɟɣ ɫɩɟɰɢɚɥɢɡɢɪɨɜɚɧɧɨɣ ɨɪɝɚɧɢɡɚɰɢɢ. ɗɬɨ ɫɨɩɪɨɜɨɠɞɚɟɬɫɹ ɜɫɟɫɬɨɪɨɧɧɢɦ 
ɨɛɭɱɟɧɢɟɦ ɨɩɟɪɚɬɨɪɨɜ ɫɩɟɰɢɮɢɤɟ ɤɨɧɫɭɥɶɬɢɪɨɜɚɧɢɹ ɤɥɢɟɧɬɨɜ ɢɦɟɧɧɨ ɩɨ ɧɟɨɛɯɨɞɢɦɨɦɭ 
ɫɩɟɤɬɪɭ ɬɨɜɚɪɨɜ ɢɥɢ ɭɫɥɭɝ. Ɍɚɤɨɣ ɰɟɧɬɪ ɩɪɟɞɨɫɬɚɜɥɹɟɬ ɭɫɥɭɝɢ ɩɨ ɨɛɪɚɛɨɬɤɟ ɨɛɪɚɳɟɧɢɣ, 
ɚɪɟɧɞɟ ɪɚɛɨɱɟɝɨ ɜɪɟɦɟɧɢ, ɪɚɛɨɱɟɝɨ ɦɟɫɬɚ ɢ ɨɛɨɪɭɞɨɜɚɧɢɹ. ɂɫɩɨɥɶɡɨɜɚɧɢɟ ɬɚɤɨɝɨ ɩɨɞɯɨɞɚ 
ɰɟɥɟɫɨɨɛɪɚɡɧɨ ɞɥɹ ɫɭɛɴɟɤɬɨɜ, ɯɚɪɚɤɬɟɪɢɡɭɸɳɢɯɫɹ ɫɥɟɞɭɸɳɢɦɢ ɭɫɥɨɜɢɹɦɢ ɯɨɡɹɣɫɬɜɨɜɚɧɢɹ:  

 Ⱦɥɹ ɪɚɛɨɬɵ ɤɨɧɬɚɤɬɧɨɝɨ ɰɟɧɬɪɚ ɬɪɟɛɭɟɬɫɹ ɦɟɧɟɟ 20 ɨɩɟɪɚɬɨɪɨɜ; 
 Ɉɛɴɟɦ ɨɛɪɚɳɟɧɢɣ ɯɚɪɚɤɬɟɪɢɡɭɸɬɫɹ ɧɟɪɚɜɧɨɦɟɪɧɨɫɬɶɸ, ɧɨɫɢɬ ɫɟɡɨɧɧɵɣ ɢɥɢ ɪɚɡɨɜɵɣ 

ɯɚɪɚɤɬɟɪ; 
 Ɉɬɫɭɬɫɬɜɭɸɬ ɧɟɨɛɯɨɞɢɦɵɟ ɮɢɧɚɧɫɨɜɵɟ ɪɟɫɭɪɫɵ.  
ȼ ɬɨ ɠɟ ɜɪɟɦɹ, ɷɬɨɬ ɩɨɞɯɨɞ ɢɦɟɟɬ ɧɟɞɨɫɬɚɬɤɢ, ɫɜɹɡɚɧɧɵɟ ɫ ɧɟɨɛɯɨɞɢɦɨɫɬɶɸ ɩɟɪɟɞɚɱɢ 

ɫɨɛɫɬɜɟɧɧɨɣ ɤɥɢɟɧɬɫɤɨɣ ɛɚɡɵ ɫɬɨɪɨɧɧɟɣ ɨɪɝɚɧɢɡɚɰɢɢ, ɚ ɬɚɤ ɠɟ ɡɧɚɱɢɬɟɥɶɧɵɦɢ ɭɫɢɥɢɹɦɢ ɩɨ 
ɨɛɟɫɩɟɱɟɧɢɸ ɧɟɨɛɯɨɞɢɦɨɣ ɤɜɚɥɢɮɢɤɚɰɢɢ ɫɩɟɰɢɚɥɢɫɬɨɜ ɤɨɧɬɚɤɬɧɨɝɨ ɰɟɧɬɪɚ ɫɬɨɪɨɧɧɟɣ 
ɨɪɝɚɧɢɡɚɰɢɢ. ȼɚɠɧɵɦ ɭɫɥɨɜɢɟɦ, ɨɛɟɫɩɟɱɢɜɚɸɳɢɦ ɜɨɡɦɨɠɧɨɫɬɶ ɪɟɚɥɢɡɚɰɢɢ ɞɚɧɧɨɝɨ 
ɩɨɞɯɨɞɚ, ɜɵɫɬɭɩɚɟɬ ɭɪɨɜɟɧɶ ɡɪɟɥɨɫɬɢ ɛɢɡɧɟɫ- ɩɪɨɰɟɫɫɨɜ ɜɡɚɢɦɨɞɟɣɫɬɜɭɸɳɢɯ ɫ ɤɥɢɟɧɬɚɦɢ, 
ɯɚɪɚɤɬɟɪɢɡɭɸɳɢɣɫɹ ɢɯ ɭɪɨɜɧɟɦ ɭɩɪɚɜɥɹɟɦɨɫɬɢ, ɦɨɧɢɬɨɪɢɧɝɚ ɢ ɷɮɮɟɤɬɢɜɧɨɫɬɢ.  

Ʉɨɪɩɨɪɚɬɢɜɧɵɣ ɤɨɧɬɚɤɬɧɵɣ ɰɟɧɬɪ ɩɪɟɞɩɨɥɚɝɚɟɬ ɫɨɡɞɚɧɢɟ ɜɧɭɬɪɟɧɧɟɝɨ ɲɬɚɬɧɨɝɨ 
ɩɨɞɪɚɡɞɟɥɟɧɢɹ ɤɨɦɩɚɧɢɢ, ɜɵɩɨɥɧɹɸɳɟɝɨ ɮɭɧɤɰɢɢ ɪɚɛɨɬɵ ɫ ɤɥɢɟɧɬɚɦɢ ɢɥɢ ɩɚɪɬɧɟɪɚɦɢ. 
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Ƚɥɚɜɧɵɦ ɧɟɞɨɫɬɚɬɤɨɦ ɬɚɤɨɝɨ ɩɨɞɯɨɞɚ, ɧɚ ɧɚɲ ɜɡɝɥɹɞ, ɹɜɥɹɸɬɫɹ ɞɨɜɨɥɶɧɨ ɫɟɪɶɟɡɧɵɟ ɡɚɬɪɚɬɵ 
ɩɪɢ ɪɚɡɜɟɪɬɵɜɚɧɢɢ ɪɚɛɨɬɵ ɩɨɞɪɚɡɞɟɥɟɧɢɹ: ɡɚɤɭɩɤɚ ɫɚɦɨɣ ɫɢɫɬɟɦɵ ɚɩɩɚɪɚɬɧɨ-ɩɪɨɝɪɚɦɦɧɨɝɨ 
ɤɨɦɩɥɟɤɫɚ, ɩɨɞɛɨɪ ɢ ɨɛɭɱɟɧɢɟ ɩɟɪɫɨɧɚɥɚ, ɨɪɝɚɧɢɡɚɰɢɹ ɪɚɛɨɱɢɯ ɦɟɫɬ. ɉɪɢ ɭɫɥɨɜɢɢ 
ɪɚɜɧɨɦɟɪɧɨɫɬɢ ɩɨɫɬɭɩɥɟɧɢɹ ɡɚɩɪɨɫɨɜ ɢ ɜɨɡɦɨɠɧɨɫɬɢ ɩɨɫɬɨɹɧɧɨɣ ɡɚɝɪɭɡɤɢ ɨɩɟɪɚɬɨɪɨɜ ɷɬɨɬ 
ɜɚɪɢɚɧɬ ɹɜɥɹɟɬɫɹ ɛɨɥɟɟ ɩɪɟɞɩɨɱɬɢɬɟɥɶɧɵɦ. 

 Ɍɚɤɢɦ ɨɛɪɚɡɨɦ, ɨɱɟɜɢɞɧɨ, ɱɬɨ ɤɨɧɬɚɤɬɧɵɟ ɰɟɧɬɪɵ ɧɟ ɹɜɥɹɸɬɫɹ ɭɧɢɜɟɪɫɚɥɶɧɵɦ 
ɪɟɲɟɧɢɟɦ ɞɥɹ ɥɸɛɨɝɨ ɯɨɡɹɣɫɬɜɭɸɳɟɝɨ ɫɭɛɴɟɤɬɚ, ɨɞɧɚɤɨ ɞɥɹ ɯɨɡɹɣɫɬɜɭɸɳɢɯ ɫɭɛɴɟɤɬɨɜ, 
ɞɟɹɬɟɥɶɧɨɫɬɶ ɤɨɬɨɪɵɯ ɯɚɪɚɤɬɟɪɢɡɭɟɬɫɹ ɩɪɟɞɫɬɚɜɥɟɧɧɵɦɢ ɜɵɲɟ ɭɫɥɨɜɢɹɦɢ ɢ 
ɯɚɪɚɤɬɟɪɢɫɬɢɤɚɦɢ, ɹɜɥɹɸɬɫɹ ɥɭɱɲɢɦ ɜɚɪɢɚɧɬɨɦ ɨɪɝɚɧɢɡɚɰɢɢ ɩɪɨɰɟɫɫɨɜ, 
ɜɡɚɢɦɨɞɟɣɫɬɜɭɸɳɢɯ ɫ ɩɨɬɪɟɛɢɬɟɥɟɦ. ɗɮɮɟɤɬɢɜɧɨɟ ɮɭɧɤɰɢɨɧɢɪɨɜɚɧɢɟ ɤɨɧɬɚɤɬɧɨɝɨ ɰɟɧɬɪɚ 
ɩɨɡɜɨɥɹɟɬ ɬɚɤɠɟ ɝɨɜɨɪɢɬɶ ɢ ɨɛ ɭɪɨɜɧɟ ɤɨɦɩɚɧɢɢ, ɨ ɬɨɦ, ɧɚɫɤɨɥɶɤɨ ɫɨɜɪɟɦɟɧɧɨ ɨɧɚ 
ɫɩɪɚɜɥɹɟɬɫɹ ɫ ɡɚɞɚɱɚɦɢ ɜɟɞɟɧɢɹ ɛɢɡɧɟɫɚ.  
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The following article is devoted to better customer behavior data collection technology 

using loyalty programs in order to improve marketing analytics and provide better understanding of 
ЬОХХОЫЬ аШЫФ ОППОМЭТЯОЧОЬЬ КЧН МХТОЧЭЬ’ НОМТЬТШЧ ЦКФТЧР ЩЫШМОЬЬ. 

 
ɇɚ ɞɚɧɧɵɣ ɦɨɦɟɧɬ ɧɢ ɨɞɧɚ ɨɪɝɚɧɢɡɚɰɢɹ ɧɚ ɪɵɧɤɟ ɧɟ ɫɩɨɫɨɛɧɚ ɜɵɩɭɫɤɚɬɶ ɩɪɨɞɭɤɰɢɸ, 

ɭɞɨɜɥɟɬɜɨɪɹɸɳɭɸ ɩɨɬɪɟɛɧɨɫɬɹɦ ɜɫɟɯ ɩɨɬɪɟɛɢɬɟɥɟɣ, ɩɨɷɬɨɦɭ ɩɪɢ ɪɚɡɪɚɛɨɬɤɟ ɦɚɪɤɟɬɢɧɝɨɜɨɣ 
ɫɬɪɚɬɟɝɢɢ ɩɪɨɢɡɜɨɞɢɬɫɹ ɜɵɞɟɥɟɧɢɟ ɫɟɝɦɟɧɬɨɜ ɪɵɧɤɚ, ɧɚɢɛɨɥɟɟ ɢɧɬɟɪɟɫɭɸɳɢɯ ɨɪɝɚɧɢɡɚɰɢɸ. 
Ⱦɚɥɟɟ ɜ ɯɨɞɟ ɜɟɞɟɧɢɹ ɛɢɡɧɟɫɚ ɫɟɝɦɟɧɬɚɰɢɹ ɩɪɨɜɨɞɢɬɫɹ ɩɨ ɮɚɤɬɢɱɟɫɤɢ ɨɛɫɥɭɠɢɜɚɟɦɵɦ 

http://planetahr.ru/publication/4151/
http://elibrary.ru/contents.asp?issueid=1106703
http://elibrary.ru/contents.asp?issueid=1106703&selid=18782287

