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[Ipumensate  mpodeccuoHanbHble  3HAHUS B 00JIaCcTH
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MEXHONI02UHECKO20 npoyecca, UCNONBL3YEMO20 C
000py008aHUsL) HA NpeoMem B03HUKHOBEHUL: BRIIIOIHCHHIO  pasficila «LonualbHad
- 68pedHbiX npossnenull Gakmopos npouzsodcmeentolti | OTBETCTBEHHOCTD) BBIHYCKHOP'I
cpedbl (Memeoyciosus, 6pedHble 6euecmed, oceeujeHue, KBAIH (1)I/IK AIMOHHOM p a60TLI IS
wymbl, subpayus, NEKMPOMASHUHbLE noss,
UOHUSUDYIOUjUE UZTYHeHUs) CTYACHTOB  HAIPABJICHUS 38.03.02
- ONACHBIX NPOAGICHUN DAKMOPOE NPOU3E00CMEECHHOU ((MGHGI[)KM@HT» u 38.03.01
cpeovl (mexanuueckotl npupoobst, MmepMuUYecKozo 9 / . HB
xapaxmepa, 21eKmpUyecKo, noACapHoU npupoosl) «IKOHOMHKA» COCT.. e
- He2amueHo20 8030€lCMBUS HA OKPYIHCAIOUYIO NPUPOOHYIO erenaHOBa; Tomckuit
cpedy (amunoctpepy, eudpociepy, mumocepy) . MOJUTEXHUYECKUI  YHMBEPCHTET. —
- UPE3GLINAUHBIX CUMYayUil (MEXHO2EHHO20, CMUXULHO20,
9KON02UUECKO20 U COYUATLHO20 XAPAKMepa) Tomck: H3n-B0 Tomckoro
IIOJIUTEXHUYCCKOT'O YHUBCPCUTCTA,
2015. -2l c.
-PykoBoacTBO 1o COLIMATIbHOMN
OTBETCTBEHHOCTHU: MEKTyHApOIHbIN

cragaapt [SO 26000:2010 (yrBepkaeH
npukazomM PenepanbHOro areHTCTBa Mo

TEXHUYECKOMY  PEryJMpPOBaHUIO U
Metposioruu 29 HosOps 2012 roma Ne
1611).

-KonneKkTuBHBIN JIOrOBOP
AKITHOHEPHOTO oO1recTBa 000

«CMET» ma 2016-2018 roxasl

2. Cnucox 3aK0H00AMENbHBIX U HOPMAMUBHBIX OOKYMEHINO08

no meme

I'oCT P UCO 26000-2010 «PykoBoACTBO MO

COHI/IaHBHOf/’I OTBETCTBCHHOCTHU»
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IlepevyeHs BONPOCOB, MOJI€KALNX HCCIETOBAHNIO, POEKTHPOBAHNIO U Pa3padoTKe

1.  Aunanuz  ¢axmopos  emympernHel
COYUATILHOU OMBEMCMBEHHOCU.

- NPUHYUNsl KOPHOPAMUBHOU K)JIbMYpbl
uccnedyemou op2aHu3ayuu;

- cucmembl opzaHuzayuu mpyoa u e2o
bezonacHocmu;

- pazeumue 4enoseuecKux pecypcos uepes

ooyualowue npocpammvl U HPOSPAMMbL

- lIpoanaim3upoBaTh  BHYTPEHHIOIO
COLIMAJIBHYIO IOJIMTUKY IPEAIPUITHS,
HaIpaBJICHHYIO Ha paboty c
IIEPCOHAIIOM

-IIpoanam3zupoBate nporpammel KCO,

HaIpaBJICHHBIC Ha BHYTPECHHHX
n0020MOoBKU u NOBbIULEHUS] p yIp
Keanuguxkayuu, CTEHKXOJIIEPOB KOMIIaHUH;
- cucmeMbl  COYUATbHBIX  2aDAHMUL | .QnpenenuTh 3aTpaThl HA HUX H HX
opeanusayuu;
3 PEKTUBHOCTE.

- OKa3aHue NOMOWU PAOOMHUKAM 8

KpUMUYECKUX CUMYAYUsIX.
2. Ananuz Gdaxmopos BHeulHel
COYUATILHOU OMBEMCMBEHHOCIU. - [Ipoananu3upoBaTh BHEIITHIOIO
- coldelicmgue OXpawe  OKpyxjcaloujeu COUMANBHYI0  TOJMTUKY  KOMIAHHH,
cpeobl;

. KOTOpasl HampaBjieHa Ha paldoTy ¢

- g3aumooericmeaue c  MecmHubiM

6’0061/[46077/180]1/[ U MEecmmoti 6acmbsio,

- CNnoHcoOpCcmeo u KopnopamueHas
6ﬂ020m60pum€ﬂbHOCWlb,'
- omeemcmeeHHoCmbs neped

nompebumensimMu  moeapos  u
(8bINYCK KAueCcmMBeHHbIX M0B8apos);

yenye

~20MOBHOCMb Y4acmeoeanib 6 KPU3UCHbIX

cumyayusix u m.o.

roCyJ1JapCTBOM U HACEIICHUEM.
- Meponpusrus, MPOBOJIUMBIE B

paMKax COHHaHBHOﬁ OTBCTCTBCHHOCTH,

HanpaBJICHHbIC Ha BHEIITHUX
CTEUKXOJIAEPOB, OIleHKa 1504
3 PeKTUBHOCTH

3. Hpaeoeble u OpcaHU3aAyuUOHHblE
80NpoCyHl obecneuenust COI/;I/ICZJleOIJ
omeemcmeeHHocmu.

- aHamu3 NpasoGvix HOPM MPYO0802O
3aKOHOO0amenbCmea;

- AHAMU3 CNeYuaIbHblX (XapaxkmepHvle 05
uccnedyemol ooaacmu - O0esmenbHOCm)
npagosbix u
3aKOHOOAMEeNbHbIX AKMO8,

HOpMAMuUeHbvlX

- OnpenenuTe HalIW4YMe BHYTPEHHUX
HOPMAaTUBHBIX JIOKYMEHTOB U
pEerJaMeHTOB OpraHu3alu B 00JacTu
KCO wu wux COOTBETCTBHUS HOpMam

TPYAOBOT'O 3aKOHOAATCIIbLCTBA.




- aHaIu3  6HYMPEHHUX HOPMAMUBHBIX
OOKYMEHMO8 U pe2iaMeHmMO8 OP2aHu3ayul
6 obiacmu ucciedyemori 0esimeabHOCHU.

Ilepedyensb rpaguueckoro Marepuasa:

Ipu Heobxooumocmu npeocmagums 9CKU3HbIE
epauueckue  mamepuaibl K PACYEMHOMY  3A0AHUIO

(0obsA3amenvHoO 018 CReYUuanUcmos U Mazucmpos)

JlaTta BbI1auM 3aJaHUA /ISl pa3/ena 1o JuHelHoOMY rpaduky 8 gpespans 2016e.
3agaHue BbI1aJ KOHCYJIbTAHT:
YueHasi cTeNeHb,
Jo/2KHOCTH [(%(0] Moanucey JaTa
3BaHHE
AcCCHUCTEHT E.A. I'paxoBa

3agaHue NPUHAJ K UCTIOJHEHUIO CTY/IeHT:

I'pynna (07 (0] Honnuch Jara

14A2b C.A. Emenuna




PE®EPAT

Brimycknas kBanudukanronHas padbora 69 crpanuiel, 3 pucyHka, 9 Tabmuil,
25 UCTOYHUKOB.

KimoueBbie cnoBa: CRM -cucrembl, B3aMMOOTHOILIEHUS C KIHWEHTAMU,
aBTOMAaTHU3alIMsI POIIECCOB MPeaNpUsaTHs, butpukc24, npoaaxu.

Oo6mbextoMm uccnenoanus spisgercs OO0 «CMET».

[IpeameToM wucciaenOBaHMS SBISIETCS YIPaBICHUE B3aUMOOTHOILCHUSMH C
KJINCHTaMH.

Lenps paboThl — noBbilieHUEe 3G(HEKTUBHOCTH paboThl otaena npoaax B OO0
«CMET».

AKTyaabHOCTb paOOTBHI:

B HbIHENIHUX YCIOBUSAX KOMIAHHUSM IPOJAaBaTh CBOU TOBApbl U YCIYTU H
YAEPKUBATh KIUEHTOB CTajJ0 HAMHOTO CJIOKHEE. Y CHIIMBACTCS KOHKYPEHIIUS Ha
pPBIHKaX BHYTPH CTPaHBl W C HMHOCTPAaHHBIMH KOMIIAHHUSMH. B CBS3U C Tewm,
YTO ypOBEHb OOCIY)XMBaHUSI KIMEHTOB HMEET NpPsIMOE BO3JCHCTBUE Ha JIOJIO,
3aHMMAEMOT0 TPEANPUATHEM Ha PHIHKE, TO KOMIAHHUSAM MPUXOIUTCS YACIITH BCE
OoJpIIle BHUMaHUS Ha paboTy ¢ KIIMEHTaMH.

B mpouecce wuccrnenoBaHuss MPOBOAWINCH HM3YYEHHE M CHUCTEMaTH3aIls
uH(pOpMaIUU 1O IPEAMETY U 0OBEKTY UCCIAEIOBAHUS.

B pesynaerare uccnemoBanus B OO0 «CMET» Opina BuHeapena CRM-
cucTtema, Koropass moBbicHIa 3((PEKTUBHOCTL paldOThl OW3HEC-TIporiecca o
B3aMMOOTHOIICHHIO C KJIMEHTaMHU.

Teopernyeckas u npakTUYECKasi 3HAYMMOCTh PAOOTHI:

[lo wroram BbeIMOIHEHHOW paboTel Obima BHenpeHa CRM-cuctema s
noBeIeHus d(PPeKkTuBHOCTH PabOTHI OTAENa MPOJaX Ha peajbHO JEHCTBYIOIIEM
npeanpusitus OO0 «CMET», mnpoiiaeH mnpoiecc anpoOanuu, TEXHOJIOTHUS
JTEMOHCTPHUPYET CBOO 3(PHEKTHBHOCTH, BUIHA ITOJOKUTEIbHAS JUHAMHUKA.

OO0acThb IMPUMCHCHH:: OpraHn3aliy ¢ aHaJIOTHYHbIM POAOM ACATCIIBHOCTH.
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Bsenenne

Ceronast TepmuH CRM wmim, Kak 3TO 3BY4HT B MEPEBOJE 'yIpaBIICHHE
B3aMMOOTHOIICHUSIMU C KJIMEHTaMH'", HE CXOJUT CO CTPAHMI] JIEJIOBOM MPECCHl U
WNurtepner-nopranos. Kak Tonpko ero Hu HasbiBayid. M "KynbpTypa", u "npuBbruka', u
"mporiecc", u "dumiocodus", wu '"cucrema". Bor omnpenenenuwe, OIU3KOE K
aHrnosi3blyHOMY HCTOYHUKY: "CRM — 3TO KJIMEHTOpHMEHTHMpOBaHHAs CTpaTerus,
OCHOBaHHAsI Ha WMCIOJB30BAHUM TIEPEIOBLIX YIPABICHUYCCKUX W MH(POPMAIMOHHBIX
TEXHOJIOTUM, C TIOMOIIBIO KOTOPBIX KOMIIAHMSI BBICTPAaUBAET B3aUMOBBITOJIHBIC
OTHOIIIEHHSI CO CBOMMM KiHeHTamu'". BoOT moxoxkee oOmpeaesneHue, KOTopoe
MO3BOJISIET B3IJISIHYTh HA MOHSTHUE HECKOJBKO € apyrou ctopoHbel: "CRM - 3t0
TEXHOJIOTHSA, HalEJIeHHAasd Ha 3aBOEBAHHE, YJOBIECTBOPEHHE M COXPAHEHUE
miarexxecnocoonsix Kinmenton".

CRM npuobpenu OOJBIIYI0 3HAYMMOCTb, CTald HYXHBI Ha BBICOKO
KOHKYPEHTHOM pBIHKE, I'JI€ Ha MEPBOM MECTE CTOUT KiueHT. [ naBHas 3agaua CRM-
CUCTEM - TOBBIIMIEHUE 3()PEKTUBHOCTH OW3HEC-TIPOIIECCOB, HAMPABJICHHBIX Ha
MPUBJICYEHUE M YAEP)KAHUE KIHEHTOB — B MAapKETHHIE, NpPOJIakax, CEpBHUCE U
00CIy’KMBaHUM, HE3aBHCHUMO OT KaHalla, Yepe3 KOTOPbIA MPOUCXOAUT KOHTAKT C
KJIUEHTOM.

VYhpaBisTh B3aUMOOTHOUIEHUSMH - 3TO 3HAYUT TNPUBJIEKATh HOBBIX
MOKyTaTesie, HEUTpalbHBIX TOKyIaTejleld MpeBpamarh B JOSUIBHBIX KJIHEHTOB,
MPEIaHHBIX KIMEHTOB JieJaTh CBOMMHU OW3Hec-TlapTHepaMu (areHTamu). Takas cxema
JEUCTBYET Ha JIIOOOM PBIHKE: HAUMHAETCS C MPUBJICUCHUS] HOBBIX KJIHMEHTOB, 3aTEM
CTPOSITCSL OTHOIICHHSIMU C JTUMU KIUEHTaMH, JACNAal0T W3 HUX MpeJaHHBIX
MOKyIaTesied, a 3aTeéM YXE€ OHM CaMu CO3Jal0T CETh HAllMX areHTOB IIO0
npuBjiedYeHHuI0. PaboTaTth Mo Takoil cxeme MO3BOJISET JIMIIb FPAMOTHOE YNPABIICHUE
B3aMMOOTHOIICHUSIMH C KJIUEHTAMH.

Bo MHOrmMX opranm3anusx OTAENbl MPOJaX, MapKETHHTa M OOCTY>KWBAHUS
KJIMEHTOB TMOKa €Ile JIEUCTBYIOT HE3aBUCUMO JPYT OT JIpyra, U MO dTOH MPUYHHE UX
NpEACTAaBICHUSI O 3aKa34uKe 3a4acTyl0 MPOTUBOPEYMBBHI, a JEUCTBUA —

HecornmacoBanHble. Cucrema CRM o6iierdaeT KOOpAMHAIMIO JIEUCTBUN Pa3IMYHBIX
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OTJENOB, o0ecnieunBast ux oOmIei miaThopMoit st B3aUMOJCHCTBUS C KIMEHTaMHU, U
JAeT KKIOMY M3 HUX JOCTYN K TOJHOW WHGOpMAIMK O HHUX, YTO CIOCOOCTBYET
HaWJIy4yllIeMy YIOBJIETBOpPEHHUIO0 moTpeOHocTed kinueHToB. CRM-cuctema HaunHaer
cobupaTh HHPOPMAIMIO O PHIHKE, HEOOXOIUMYI0 KOMITAHHMH, TIPSIMO C MOMEHTa €e
BHEJIDEHUS, U YEM paHbllle KOMIIAHUS HAYMHAET €€ MCIIO0JIb30BaTh, TEM pAaHbIIE
HAYMHACT €XKEJHEBHO TMOJy4YaTh JETAbHYI0 HWHGOpPMAIMI0O O PBIHKE, €ro
NOTPEeOHOCTSIX W TeHACHIMsX. [Ipu 3TOM B oTianMume oT J000TO 3aKa3aHHOTO WA
MPOBEICHHOTO COTPYAHUKAMHM KOMITAHMM HCCIEIOBaHUs, 3TO OyJeT peaibHas
uH(pOpMAaITUs O TOM, KaKue KJIMEHTHI B KaKUX €€ MPOAYKTaX 3aMHTEPECOBAHBI, 1 OHA
MO3BOJIUT HE TOJIBKO TOYHO TUTAHHPOBATH O0BEMBI MPOAaX, HO U BOBPEMS yJIOBUTH
pPBIHOYHBIE M3MEHEHHUs, KOTOpbhIE MPHUBEAYT 3aBTpa K (OPMHUPOBAHUIO HOBBIX
noTpeOHOCTeH KireHToB. U eme ogHa manenpkas netanb - CRM-cuctema nmo3Bossier
OblcTpO HayaTh 3apalarbiBaTh OOJbINE, YTOOBI HMETh BO3MOXHOCTh TIpHU
HEOOXOJAMMOCTH  3aKa3aThb  JIOPOrO€  MApKETHHTOBOE  MCCIEIOBaHHE B
poecCHOHATEHOM areHTCTBE WM MPUTIIACUTh OMBITHOTO KOHCYJIBTAHTA.

[lockonbKy =~ MHOTME  OTpaciM  pbIHKa  NPUOOpPETalOT  XapakTep
TUTIEPKOHKYPEHIINH, KOT/Ia OJHH KOMITAHWH arpeCCUBHO IBITAIOTCS COOTBETCTBOBATH
[[EeHaM U XapaKTePUCTHUKAM MPOAYKIIUU IPYTUX, MOKYIMATETH 3a4acTyr0 IMOJTy4aroT
BO3MOXKHOCTh BBIOMpATh CpEeIM MacChl KOHKYpPUpPYIOIIUX ToBapoB. W ecnu
MPOIYKIIMA M TIEHBI OJM3KH, TO OTHOIIEHUE K KIIMEHTaM CO CTOPOHBI MPOJIaBIIOB BCE
Yalie CTAaHOBUTCS periaroniuM (GakTopoM, BIHSIONIUM Ha BHIOOP, C KaKoW (pupmoi
UMeTh nero. J[ns permeHus JaHHOW MpoOIeMbl KOMIIAHUH Yallle BCETO HMCIOIb3YIOT
HOBBIE€ TEXHOJIOTHMH, Takhe Kak CRM-cHCTEMEL.

[lenpro Moe¥ AUIUIOMHON pabOTHI ABISETCS TMOBbIICHHE S(()EKTUBHOCTH
paboTsl oTAena npojax B OO0 «CMET».

JIist  MOCTWKEHHWS TIOCTABJICHHOW 1€ OBUIM TIOCTABIIGHBI W PEIICHBI
CJIEIYIONTUE 3a/1a4H:

- n3yuuth ucropun CRM-cucrem;

- paccmoTtpeTh dhdextuBHOCTh BHEApeHUs: CRM cuctem B opranuzanuu;

- uccienoBanue coBpeMeHHbIx CRM-TexHonoruif;
13



- cpaBHUTENbHBIN aHann3 CRM — cucrem;;

- BEIOOp ontuMmanbHOW CRM-cucteMbl W pa3paboTka METOIUKHA €€
BHEIPEHUSI HA NIPEINPUITHH;

- pa3paboTka W  OOOCHOBaHME  METOAWYECKAX  TIOJIOKCHUH |
pPEeKOMEHIAIMN 110 TMOBBIIECHUIO 3P (HEKTUBHOCTH UCIIOIb30BaHUsT CRM-cUCTEMBI.

O6wexktom wuccaenaoBanus spiasiercs OO0 «CMET». Bribop o0bekTa
0OyCJIOBJIEH TIPAKTUYECKON HEOOXOIUMOCTHIO aBTOMATH3AIMH MPOIEcca MPOoAaX U
ONTUMM3AIMU TPOILIECCOB B3aUMOJICUCTBUS C KJIMEHTaMU B JAHHOW OpraHU3aIluu.
[IpenMeToM uUcCCEAOBaHUS  SBJISIETCS  YNPABJICHUE B3aMMOOTHOIICHUSIMU  C

KIIMCHTaMU.
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I'maBa 1. Teopernyeckue acmeKTbl HCIOJb30BAHMS Crm-CUCTEM s

noBbieHus 3¢ PpexTuBHOCTH OM3HECA

1.1.9Boaonnsa CRM-cucrem

Kto Obl1  mepBompoxoilieM  KIMEHTOPUEHTHPOBAHHBIX  TEXHOJIOTHI?
Anekcangp MakenoHCKul, KOTOpBIH 10 uMeHn obpamaics k ceouM 30000 BouHawm,
U 3TO TOMOTAJO0 €My BBIMTPHIBATH CPaKCHUS, WM CPEIHEBEKOBBIN OaKaleHINuK,
KOTOPBIM 3HAJI BCEX CBOMX KJIMEHTOB B JUIO. [103TH3MpOBATH TEMY OpUEHTAIIMM Ha
KJIMEHTa MO>XHO CKOJIBKO YTOJIHO, & €CIIM CEPbE3HO0, TO MOTPEOHOCTh B OCO3HAHHBIX
KJINEHTOPUEHTUPOBAHHBIX TEXHOJOTUSIX, BO3HUKIA Topaszno mnosxke. Cam mo cede
KJIMEHT (ITOKYIIaTellb) CTajl MIpaTh POJib B YKOHOMHKE, KOT/Ia TMOSBHIMCH H3IUIIKH
MPOU3BOJICTBA, W MPOU3BOAUTENM OBUIM BBIHYXKIEHBI MX mpojaBaTh. I[IpaBma o
KJIMEHTOPUEHTUPOBAHHBIX TEXHOJIOTUAX TOTJIa U PEYH HE 110, - BE/Ib BCE APYT Apyra
3HAIM, W JPYTHX MPOAaX, KpoOMe aJpecHBbIX, IMONPOCTy He Onw1o. bomee Toro,
PO3HHUYHASI TOPTOBJISI U OKa3aHUE MEJIKHUX YCIYT BCEr/a OCHOBBIBAIMCH HA JIMYHBIX
OTHOIIEHUSIX MEXIY MOKyIaTeaeM u npojaBioM. Ceilyac Takol MOAX0]1 Ha3bIBACTCS
«mepcoHanuzanuey». KIMeHTOpUEHTUPOBaHHBIE TEXHOJOTMM B  COBPEMEHHOM
MMOHMMAHUM BO3HUKJIM ropasno mo3xe. M mpruuuH MX BO3ZHUMKHOBEHMSI HECKOJbKO U
CaMOW NEPBOU MPUYNHOM SABJISIETCS KIIUEHT.

Konery 80-x — pannee Hauamo 90-x. Ha mpocrtopax OwiBuiero CCCP
3aKaHYMBAETCS TEPHOJ MOBAIBHOTO ACHUIINTA, MOSBISETCS OONBIIOE KOJIWYECTBA
HOBBIX MPOAYKTOB M YCIIYT, CIIPOC HAa KOTOPHIE MOKA €I11€ TPEBBIIIACT MPEITI0KEHUE.
[Toka cipoc Ha cTaHJApPTHBIE TOBAPHI ObLI HE YIOBJIETBOPEH - YPOBEHb KOHKYPEHIIUU
OBLIT HU30K, a PHIHKU COBITA POCIIH BMECTE C POCTOM MPEIJIOKEHUS TOBAPOB U YCIIYT.
[loHATHO, YTO B OJTUX YCJIOBUSX B JIOSJBHOCTH KJIMEHTA W TOCTPOCHUU
JIOJITOCPOYHBIX OTHOILICHUWM C HUM HHKTO MOKa He Hyx)jaaics. [Ipu 3ToM Kakabii
KOHKPETHBII COTPYAHUK 3aHUMAJIC «CBOMM» HalpaBJIE€HUEM «OT H JO», a
TEXHOJIOTHS K€ B3aUMOJICUCTBUS C KJIMEHTaMU, OblIa HUKOMY HEHWHTEpPECHa, KpoMe

3TOrO coTpyanuka. Ho manuincs 3ToT nepuoa He J0Jro, U B Hayane 1990-x rogoB yxe
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HY)KHO OBUIO 3ayMbBIBaThCS O TOM, KaK NPHBJICYb KJIMEHTA, BEIb KaK M3BECTHO C
NEPEeXo/I0oM JII0OOro phIHKA B (Pa3sy HACHIMIEHHUS 3TO CTAHOBUTCS MEPBOOYEPETHON
3ajiaueit moboro O6usHeca. [IpeagnpuHUMAaTENd TOHSUINA, YTO KIUEHT - €IMHCTBEHHBIH
UCTOYHUK MPHUOBLTA KOMITAHWH U OCHOBA €€ JaJbHEHIero pa3BuTus. [13]

3anagHas 3KOHOMHMKA IIJIa ATUM ITyTEM YK€ HECKOJIBKO CTOJETHH. Jmoxa
CTaHIAPTU3UPOBAHHOIO CEPBUCA TaM YyXKe€ JaBHO CMEHWIACh OpUEHTAllMENd Ha
ximeHTa. [Iporpecc npuBen K TOMy, 4TO Ja)K€ TAKUE YXUIIPEHUs, KaK HU3KAs 1LECHA,
MAaccOBasl peKilaMa U TPaJULMOHHBIN MAapKETHUHI YK€ HE FapaHTUPOBAJIN YCIICIIHBIX
Opofak Jaxe NpU HATWYMM TUIATEKECIOCOOHBIX MoKymareneil. Kiaccuueckas
MapKEeTUHTOBasi Teopus TmoTeprena (UAcCKO BO MHOTMX CBOUX TPAIUIIUMOHHBIX
IIPAKTUKAX, YTO U IPEAONPENEIUIIO MOSIBICHUE «MAPKETUHIa OTHOLIEHU» B HA4aJIe
MUHYBIIIETO JecATUNieTUs. TakuM o0pa3oM, TOJy4yusjga NYTEBKY B JKU3Hb
KJIMEHTOPUEHTUPOBAHHAsL CTpaTErus, KOTOpas BO3HUKJIA B PeE3yJIbTaTe 3BOJIIOLUU
TEXHOJIOTMM MapKETHUHTa.

Crapass xak MuUp uaes YHHKaJbHOW HICHTU(PUKAIIMU JIMYHOCTH YEJIOBEKA,
TENEPh HAYMHAECT HOCUTH YTWIIMTAPHBIM XapakTep, LEJIbI0 KOTOPOTO SBIISIETCA
CTPEMJIEHME "BBDKATh' MAKCUMyM H3 KaXJ0ro mnokymnareisd. Ho m kiaueHT tenepb
CTaHOBWJICA TOJIHONPABHBIM IAPTHEPOM KOMIIAHWM, W €CJIM PAHbIIEC OH MOJyYal
MPEJICTABJICHUE O KOMIIAHUM HAa OCHOBAaHMM €€ MPOJYKTa, TO TEIEPh OH CTPOUII CBOE
OTHOIIEHHUE K KOMITAaHUHU B 1IEJIOM - KaK K MMAPTHEPY, C KOTOPHIM OH B3aUMOJECHCTBYET
110 pa3HbIM KaHasaMm. [5]

[TepBbIM 1aromM K pazpaboTke MIPOTPAMMHOTO oOecrieueHus
KJIMEHTOPUEHTUPOBAHHOTO MAPKETHHTA, CTaJl0 MOHUMAHUE TOTO, YTO MAPKETUHTY
JUIsT UISHTU(UKAIMU KIMEHTa HYy)XKHA JOTOJHUTENbHAs HH(POpPMAIHs, KOTOPYIO
HYXHO TJIe-TO XpPaHUTb, M HHCTPYMEHTApUH, C TOMOUIBI0 KOTOPOTO 3Ty
uHdopmarmio  MOXXHO  oOpabateiBaTh. B oTBeT Ha  HEOOXOAMMOCTH
MEPCOHAIM3UPOBAHHOTO OOpaIIeHNs] K MHOTOYHCIICHHBIM KJIMEHTAaM U BO3HHUK
«MapKeTUHr 0a3 JNaHHbIX» — mpenamecTBeHHUK CRM-texHonoruil. basel gaHHBIX
MO3BOJISUTH BECTH TPOIIECC CO3JaHUsl, MOTOJHEHUS W OOHOBIEHUS MH(POPMAIUUA O

KIIMCHTAX, IOKYIIATCIAX, MOCTAaBIHIMKAaX B HCIAX YCTAHOBJICHHUA W IOAACPIKMBAHMA
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KOHTAaKTOB c HUMH TUISt COBEPIICHUS CHEJIOK u MOBBIIICHUS
KOHKYPEHTOCTIOCOOHOCTH. [lOSBISIOTCST TIepBBIE MPOTPAMMBI JIOSTIBHOCTH, IEIBIO
KOTOPBIX ObLIO MPUBJICYEHUE U yJIepKaHUE YXKE CYIIECTBYIOIMIUX KIUEHTOB.

BTopoil 3Tan BO3HMKHOBEHHS KIMEHTOPUEHTUPOBAHHBIX TEXHOJIOTUHA —
cermeHTauus. Ho 31ech MHOTME cTapaTelnbHbIE KOMIIAHUM TOJKUIATNA «JIOBYIIKAY.
Jloporocrosimiyie mporpaMmbl JIOSJIBHOCTH PeaIU3yIOTCs, KIMEHTCKUE 0a3bl pacTyT, a
pUOBLTH, TTOYEMY-TO HE MpHuOaBisgeTcs. BMecTe ¢ 3TUM K KOMIAHUSM TPUXOIUT
OCO3HAHHME TOTO, YTO KJIMEHTHI ObIBAIOT pa3HbIe, U TPATUTh BPEeMs HA MEPCOHAIBHOE
oOIIIeHUE C OMPeEICHHBIMHA KAaTETOPUSMHU KIIMEHTOB COBEPIICHHO HE CTOUT. IMEHHO
TaK KOMIIAHWU MOHSUIM, YTO CETMEHTAIUSI KJIIMEHTCKON 0a3bl UMEET TaKOE K€ BaXKHOE
3HaUCHUEe, KaK M WACHTHU(PUKAUS KIUEHTOB. Tak, ObUI cjelaH BTOpPOM miar, -
KOMMAaHUW  MPUCTYNWIM K  KaTeropu3aldd  CBOUX  KIHUEHTOB,  CTallu
KiaccupuimpoBath HMX TO TaKMM MapaMmeTrpaM, Kak jaemorpadus (1oxof,
oOpa3oBaHUe, CEMbs), MOBeIeHUE (TIPENMOUYTUTENbLHBIE MOKYIIKH U MOCTOSIHCTBO) U
CTEIEHb IICHHOCTH KJMEHTA JJIsi KOMIIAHMM W CBSI3aHHBIE C HEW IIOKa3aTelu,
MOKA3bIBAIOIINE, YEM PUCKYET KOMIIAHUSA B CIIy4ae IepeMaHUBAHUS JAHHOTO KIMEHTA
KOHKYpPEHTaMHU.

[IpumepHO TOrAa e HaYad MOJB30BaThes mpaBuioMm «80/20», koTopoe
rnacuiio, yto 80% mnpubObu mpuHOCAT Bcero numb 20% KIWEHTOB, W JIydIle
YACIUTh OOJbIlIe BHUMaHUS MUMEHHO UM. Kpome Toro, ObUIM cIeiIaHbl U JIpyTHE
OMIIUPUYECKUE BBIBOJIBI, KOTOPBIE TOXKe odopmuinch B npaswmia. Hanmpumep. boiio
3aMEUYEeHO, YTO OO0JIbIIIasl YaCTh KJIMEHTOB OKYMAETCs JIUIIb Yepe3 Tojl padboThl C HUMHU
(ecniu knmeHT "ymen" paHbllie, TO OH MPUHEC YOBITKH). YBEJIMYEHHUE MPOLEHTA
yaepKaHus KIMEeHTOB Ha 5 % yBenmuwumBaerT npubbuih Ha 80-100%. Oxono 50%
CYILIECTBYIOIIUX KJIUEHTOB HE MPUOBUIBLHBI MCKIIOYUTEIBHO HU3-3a HEIP(HEKTUBHOTO
B3aUMOJECHUCTBUSA C HUMH.

NMeHHO Tak MpUOpUTETHI OW3HECA OUYepPEeAHOW pa3 M3MEHWINCHh OT 3aJlayu
MIPUBJICYEHUS] HOBBIX KIMEHTOB K 3aJade yJAep>KaHUs CYIIECTBYIOIIUMX, & TaKKe
MOCTPOEHUIO TPAMOTHBIX B3aUMOOTHOIIICHUN ¢ HUMH. TpeTuii mar OblI y’Ke COBCEM

npeackazyeM - OOJbIIOE 3HAueHHe Mpuodpena UACHTU(PUKALMS XapaAKTEPUCTUK,
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MPUCYITUX OCOOCHHO IIEHHBIM JJIsl KOMIIAHUHM KJIMEHTaM, KOTOPBIX KOMIIaHUS BCEMU
CUJIaMM CTpeMHTCH yaepxkarb. Kaxmas w3 Takux XapakTEpUCTUK CTajia
UCIIOJIB30BaThCA KaK CBOEOOpa3HbIl GUiIbTp Uil aHalinu3a OOJBIIOrO YHCIa
MOTCHIMAJIBHBIX ~ KIIMEHTOB,  MO3BOJISIIOIIMN  pACCTaBUTh  IPUOPUTETHI B
MAapKETUHTOBBIX YCUJIUSX.

Bckope OoCHOBHOM ymop B MapKETHMHIE Hayajl JeNaTbCsi Ha BO3MOXKHOCTh
YCTaHOBUTH MOCJIEAOBATEIIBHBIE UM MEPCOHAJIU3UPOBAHHBIE KOMMYHUKALUU C
JYYIIUMU ¥ TOTEHIMAJIBHO JIYYIIUMH KIHEHTaMU KOMIAHUHU, YTOOBl YKPEIUTh UX
JOSUTBHOCTh. YacTh TMepeoBbIX KOMMAHUW TMONUIA €Ie Jaibllie, Yriyouss u
VHIUBUTYATU3UPYS CBOE MPEICTABICHUE 0 KJINEHTE. YnpasneHue
WHJUBUYyAIbHBIMUA  B3aUMOOTHOIIEHUsIMU ¢ kireHToM (One-t0-One  Customer
Relationship Management) nmomorano KOMHaHUM NEPCOHU(PHUIMPOBATH KIMEHTOB
HAaCTOJIbKO, YTO TOYKH CONPUKOCHOBEHHMS KJIMEHTOB M KOMIIAHUU CTaJIH
WHUBUTyAJIU3UPOBAHBI C YYETOM YHUKAJIBHBIX OCOOCHHOCTEH KIIMEHTA, €r0 CTHJIA
JKU3HHM, TIOBEICHUA W MOpeanodreHuil. Bce 3To0  cramo HadalioMm  3pbl
«KJIMEHTOPUEHTUPOBAHHOTO MapPKETUHTay.

[To cyrn, konuenmuss CRM - 3TO BCEro Juilb OYEPEIHOW 3Tal 3BOIIOLUU
MapKeTHUHTa, €ro HOBas YNAaKOBKAa, COOTBETCTBYIOIIAS BBICOKOKOHKYPEHTHOMY
COCTOSIHMIO pbiHKAa. VM n3HauvanbHO omnpexaeneHue KoHuennuu CRM cyliecTBeHHO
OTJINYAJIOCh OT CETOAHSIIHEr0: OHO OBIJIO OPUEHTUPOBAHO HA MOTPEOHOCTH OTJICIIOB
mapkerunra. Omanako nouarue CRM ObICTPO pacHIMpuiioch, BKIIFOUMB B ce0st OM3Hec-
MPOIIECCHI, KOTOPhIE UMEIOT KaKoe-IM00 OTHOIIEHUE K KIMeHTy. Posib kaTanuzatopa
B PacCIpOCTPAaHEHUH HOBOTO TEUEHMS CTalu UrpaTh MHPOPMAIIMOHHBIE TEXHOJIOTHH,
paJNKaIbHO MEHSIONIUE JII0ObIe (M HE TOJIBKO CBSI3aHHBIE C MAPKETUHTOM) CITOCOOBI
opranuzanuu ynpasienus. Xotss CRM B uuctom Buje sBisieTcs: 0011Iel cTparerueit
BeJIeHNs OM3HEca, He TOCJICIHIO POJb B €€ BHEIPECHUH UTPAIOT MHPOPMAIIMOHHBIC
TEXHOJIOTUH, a MOHATUSI MapkeTuHra otHomeHuid 1 CRM cooTHocsTCA Kak Ayiia U
TEJIO WU HE MOIyT CYWECTBOBaTh pazaenbHo. He ciydaiiHO, Ha3BaHuUe

COOTBETCTBYIOIIIETO MporpaMmHoro obecrneueHuss — Customer Relationships
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Management (CRM) — cTano CHHOHUMOM MPAKTHYECKOW pean3alii MapKETHHTa
OTHOIICHHU Ha npennpustuu. [1]

Crnenyer cka3atb, 4To MHOTHE acniekThl CRM cyliecTBYIOT y’e He OJIUH ToJl, U
UX BHEIPEHUI0O Ha 3amaje MpedllecTBOBalia JOJras 3BOJIOLKA Ipolecca
aBToMaTU3aluu mpeanpustuss. KoMmmbroTepHble CHCTEMbI, aBTOMATU3UPYIOIIHE
OTpeJIeICHHbIE MPOIIECChl B3aUMOJEHCTBUS ¢ KIMEHTaMH, TaKue KakK: aBTOMAaTH3alus
cmyx0b1  cObiTa (Sales Force Automation), aBTOMaru3aiusi MapKETHHTOBOTO
ianupoBanus (Sales & Marketing System — SMS), aBromaTu3zanus o0CTyKUBaHUS
knueHToB (Customer Service Automation wmm  Customer Support System),
ynpasieHue cBsa3simu ¢ naptHépamu (Partner Relationship Management), ananutuka
cnpoca, ianupoBanue 3aaa4d (Task Management), u UM moj00HbBIE, CYIIIECTBOBAIN
naBHO. OHAKO OOBEIMHUTH UX «IOJ KPBIIIE» OJHOr0 MPOrpaMMHOrO MPOAYKTA,
ctaio HoBatopckoi uaeeir. CoBpemeHHbie CRM-cucTteMbl B COCTOSIHUU OOBETUHUTD
BCE OTH (PYHKIUHU, CPEIU KOTOPBHIX BEAYIIUMH SBISIOTCS — aBTOMaTU3aIlMel
CepBHCa, MapKETUHTa U TIpojiax. [Ipu 5TOM OHM CBsI3aHBI €MHON OU3HEC-JIOTUKON U
WHTETPUPOBAHBI B KOPIMOPATUBHYIO MH(GOPMAITMOHHYIO Cpely KOMIIAHHMH Ha OCHOBE
€IMHOU 0a3bl JaHHBIX.

Mosxno paznenuts CRM He TonbKO 10 mpeaMeTHOH chepe, HO U o (PYHKITUH,
KOTOPYIO 3TH CHCTEMbI BBIMOJHIIOT. Takum oOpa3oM, MOXHO BBIACIUTH CHUCTEMbI
onepatuBHOro (0-CRM), ananutndeckoro (a-CRM) unm komnabopatusHoro CRM
(c-CRM). Ilpu sTOM 3aa4ya caMbIX MPOCTHIX - omneparoHHbIXx CRM cocTouT B TOM,
yTOOBI MCHOJB3Yd 0a3bl JAaHHBIX HH(OpPMAMU O B3aUMOJEHCTBUU KIHMEHTA C
KOMITaHUEW, OOBEIUHUTH JIIOACH, MPOLIeCChl U TEXHOJOTMH, UCIOIb3ysl B KauyecTBE
IJIABHOTO OpHUEHTHpA TMOXKEJaHWsT M TMOTPeOHOCTH KIHMEHTOB. bojee cloxHbIe,
aHAJIMTUYECKUE CRM MTO3BOJISIFOT (dbopmHpoBaTH OW3HEeC-pelIeHHs,
OpUEHTHpOBaHHbIE Ha KiueHTa. CucrteMbl OW3HEC-OTUYETHOCTH, AHATUTUYCCKUC
MEXaHHU3Mbl U CTPATEruu YKPEIUICHUS OTHOILIEHUM C KJIMEHTAMHM YETKO MOANaJaroT
NoJ1 3Ty KaTeroputo. 3agava aHanutuueckux CRM-TexHonoruit - He TOJILKO coOpaTh
U CHCTEMaTU3UPOBATh UHPOPMAINIO, HO U OCYLIECTBUTH €€ aHAJU3 C LEIbI0 MOUCKA

ITOJE3HBIX SaKOHOMepHOCTCﬁ N IMIPOTrHO3UPOBAHUA, U KAaK CJIICACTBUC, IPOHUKHYTH B
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cyTh morpedbHocteil knnentoB. Komnabopaunonusii CRM ¢ oaHO#N CTOpPOHBI aeT
BO3MOXKHOCTh KIIMEHTY HEMOCPEICTBEHHO Y4YacCTBOBAaTh B NIEATCILHOCTH (DUPMBI U
BIUSATh Ha TIpoLecChl pa3paboTku mponaykra. Hampumep, MoxHO Bectd cOOp
NPEMIOKEHUN KIMEHTOB MPHU pa3padOTKe Iu3ailHa MpPOAYKTA; BO3MOKHO OOpaTHOE
1IeHO0Opa30BaHKe, KOrja KJIMEHT OMUCHIBAET TPEOOBAHUS K MIPOIYKTY U ONpPEEseT,
CKOJBKO OH TOTOB 3a HEro 3allaTUTh, a NPOU3BOAUTEIb YUYUTHIBAECT OTHU
npenioxenus. C apyroif, naet 1octyn K WH(GOpMAalMK BCEM 3aWHTEPECOBAHHBIM B
HEl COTpyJAHHMKAM W OTJeJlaM KOMIIaHHWU, YTO MO3BOJSIET MHTEIPUPOBaTh padbOTy
pa3NUYHBIX MOJPAa3[EiIeHUl KOMIAHMM M BECTH €IHHYI 0a3y J[JaHHBIX C
pasrpaHuYCHUEM JOCTYIIa MOJIb30BaTelcH K nHpopmaruu. [2]

CoBpemennble CRM-penieHuss B CBOeM OOJBIIMHCTBE HMEIOT BCE 3TH 3
CTOpPOHBI, T.€. OHHM CIIOCOOHBI COOMpATh, CHUCTEMATU3UPOBATH BCIO HEOOXOIUMYIO
uH(dopMaIuIo, J1eJaTh HA €€ OCHOBE aHAJIM3 U MPOTHO3BI, a TaKXKe CIIOCOOCTBOBATH
YIPOILEHUIO KOHTAaKTOB C MoTpedutensiMu. Kpome TOro, cTpeMuTeNnbHOE pa3BUTHE
CETEBbIX W KOMMYHHUKAIIMOHHBIX TEXHOJOTMM 3acTaBiisieT nocTaBmMKOB CRM-
pELIEHUII MCIOJIb30BaTh 3TH TEXHOJOTMM B CBOUX MpOAYKTax. Tak BO3HUK,
Hanpumep, €-CRM. Mmeer nu cMBICI TOBOPUTH O HOBOM BHJE CHUCTEM, WIH 3TO
npocto pacimmpenue 00piaHoro CRM? C oHOM CTOPOHBI, M TYT HE O0ONLIOCH 0e3
yBieuenus UHTepHeToM. A ¢ apyroil - Kakumu Obl XOPOIIUMU HU OBUIM CPEICTBa
CBS3M, TOJIbKO WMHTEpHET MO3BOJISET OPraHU30BaTh 0E€30rOBOPOYHO HEMPEPHIBHYIO
CBiI3b C 3aka3zuukoM, llokymatenem, Ilonb3oBaTenem. MIMEHHO C €ro IOMOIIBIO
MOKHO JOOWTHCS KOHTaKTa 7 JHEW B Hemenmro, 24 daca B cyTku. [loatomy e-CRM
JOCTATOYHO TMPOYHO YTBEPJAMJICA KaK TJIABHOE HAIPABJIEHUE PA3BUTHUSI CHCTEM
YIOpPaBJICHHUS] B3aMMOOTHOIIEHUSMHU C 3aka3zuukamu. Mmenno Omaromaps e-CRM
MOSIBUIACh BO3MOXHOCTh OPraHM30BaTh TAKUE CEPBUCHI KAK, TOCTYI K 0a3e JaHHBIX
Tem, Hanpumep FAQu, mo3Bosisifonive MoJib30BaTeNsiM PEIINTh OCHOBHYIO MAaccCy
BOIIPOCOB camocTosTeNnbHO (Self-service solutions), BO3BMOXHOCTH 3371aBaTh BOTPOCHI
no e-mail (E-mail management), ucronp30BaHue COBPeMEHHBIX MIHTEpHET-CEPBUCOB,
TakuX Kak chat, voice-over-IP, online touring, B peaspHomM Bpemenu (Real-time

interaction) u.t.n. Kpome Toro, MHTepHET KaueCTBEHHO MOBJIMSI HA BCE YEThIPE
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oonmactu CRM-cucrem. Hanpumep B ymopaBlieHMH TNpoAaKaMU  TOSBHIIACH
BO3MOXKHOCTh (JOPMUPOBAHUS ¥ M3MEHEHHUS 3aKa30B uepe3 VHTepHeT. DIeKTpoHHas
KOMMepIUs (e-commerce), eIbi0 KOTOPOM MOXHO CUMTATh MOCTaBKY MPOJIaHHBIX
TOBApOB WJIM YCIYT B CPOK, YAOOHBIM /Jii KJIMEHTa O00pa3oM M 32 MUHUMAIIBLHYIO
IJ1aTy, MPOYHO YTBEpAWIIACH B 3TOM cektope CRM-pemieHuid.

UYro oxugaer CRM B Oyaymem? Kpome Takoro moHSTHS, KaK «KIHEHTBD» Y
KaKJIOM KOMIIAHWU €CTh €llle M MOoCTaBIIUMKHU. M Bce MpeKkpacHO MOHMMAIOT, YTO
YCIIYTH B TOBaphl, KOTOPbIE KOMITAHUS MIPEAJIAraeT KIUEHTY, IPSMO 3aBUCUT OT TOTO,
YTO KOMIIAHUA MPUOOPETAET OT MOCTABIIMKA. [103TOMY CHCTEMBI, OpUEHTUPOBAHHBIE
Ha [IEMOYKH MOCTABIIMKOB Pa3BUBAIOTCS MapajuiesibHO ¢ CRM npakTU4eCKu ¢ TOU ke
ckopocThio. Eciiu 00beIMHUTH JIBE CUCTEMBI, TO MOJIYUYUTCS CyIlepcUcTeMa, KoTopas
aBTOMATU3UPYET BCE B3aMMOOTHOIICHHMS M OM3HEC-TIPOLECCHl B OTAEIBHO B3SITOU
xommanuu. Takue cucteMbl HasbiBatoT ERM - Enterprise Relationship Management
(CRM+SupplierRM=EnterpriseRM). Takxe Bo3MOxHa uHTerpamus pemenuii CRM
C ApyruMu 0a30BBIMHU MPOIECCAMU U COOTBETCTBYIOIIUMH TEXHOJOTHSIMU, TAKUMHU
kak ERP.

Ecnmu  ceituac pemennss CRM  npeactaBisitoT  coOOW  OJTHOMEpHBIE
MpPOTpaMMHBIE TMPUIIOKEHHUS, [MOMOTalolUe KOMIAHUSIM B3aUMOJAECHCTBOBATh C
MOKyMHaTeNIsIMU, B OyAyIIIEeM MOKHO OXKUJATh MOCTPOCHHUSI KOPIOPATUBHBIX CHUCTEM
Ha 0a3e rHUOpPUIHON MOJIENH, COYETAIoNIe B ce0e MOJOXKUTEIbHbIE CBOMCTBA Kak
OJIHOPAHTOBBIX, TAK U KIHEHT-CEPBEPHBIX TEXHOJOTHIl. OJHOPAHTOBBIE TEXHOJIOTUH
(peer-to-peer — p2p), MO3BOJIAT CeNaTh OOIMICHUE MHOTOMEPHBIM: TOTPEOUTEh —
KOMITaHHUsI, KOMITAHUSI — MOTPEOUTENb U MOTPEOUTENIb — MOTpeOuTens. BO3ZHUKHYT
MOTPEOUTENBCKAE COOOIIECTBA, B KOTOPBIX TMOTPEOUTENM HE TOJIBKO CMOTYT
oOpamarbcsi B OTAENbl MPOJAX W OOCITY>KHUBaHUS, HO M OOLIATHCS C JPYTUMH
NOTPEeOUTENSIMU, YTOOBI TOMOYb JPYr JAPYTy M OOMEHSATHCS HWHGOpPMAIHEH.
B03MOXXHOCTh B3aMIMOJIEHCTBUSI Ha YPOBHE IMOTPEOUTENh — MOTPEOUTENTH MOXKET
MOKAa3aThCsl HECKOJIbKO HEOOBIYHOM, YUUThIBAasI coBpeMeHHYo napaaurmy CRM, Ho
oObeMHEHUE OJHOPAHTOBBIX TexHomoruii ¢ CRM oxaxeTrcss moyie3HBIM Kak s

KOMIIAaHUM, TaK W JJs moJib3oBarened. DOupmbel, KOTOPbIM YIACTCS CO34aTh
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coo0IIecTBa OTPEOUTENEH, MOTYT PacCUMTHIBATh HA CHIDKCHHME 3aTpaT B OTIeax
MPOJaX M OOCITYXWBaHHS 1O MEpPE TOro, Kak MOTpeOuTenw OymyT MPHUBBIKATH K
caMOOOCITYKMBAHHIO; COOOIECTBA MOTPEOUTENEH CMOTYT TOJIy4aTh OOJIbIIE JAHHBIX
O MPOJIYKTAaX W yCIIyrax; a pyKOBOJUTEIU NPEANPUITUI CMOTYT U Jajbllie yIy4dllaTh
CBOM MPOAYKTHI U YCIIYTH, TEM CaMbIM PACIIUPSS KPYT MOCTOSHHBIX MOTPEOUTENEH.
Coscem npenckasyembiii mar pa3sutusi CRM - ucrnosib3oBanue 6ecipoBOIHBIX
U MOOWIBHBIX TexHosoruid - M-CRM. Ilotpeburtenn 0XXHUIAIOT HATWYHS CBSI3U C
KoMIlaHuen mno tenedony, Qakcy, 3JIeKTpoHHON moute u udepe3 Web-Opaysep. [lo
Mepe TOTro Kak 0eCIPOBOHBIE TEXHOJIOTMU CTAHOBATCS HOPMOM JKM3HU, OHU CUUTAIOT
BO3MOXXHBIM OOpATUTHCA B KOMITAHUIO 32 MOKYIKOW WM MOIJIEPKKOW C MOMOIIBIO
OecrpoBOAHBIX yYCTPONUCTB. MHOTHE TEXHOJOTHUU MPOMEKYTOUHOTO MPOTPAMMHOIO
obOecnieueHus, MpejiaraéMbie Ha MaCCOBOM PBIHKE, TAKHE KaK CEpBEPHI MPUIIOKECHUH,
yK€ TMOJACPKUBAIOT WJIM B CKOPOM BpPEMEHHU OYIyT MOACPKUBATH PACHIUPECHHE
nporpaMMHbIX KoMIToHEHTOB CRM 1715t 6ecipoBOAHBIX M1 MOOUIIBHBIX YCTPOMCTB.
MOXXHO MHOTO TOBOPUTH O BO3MOXHOCTSX wuHTerpauun CRM-cucrem, o
HOBBIX IYTSX Pa3BUTHS CTPATETHWH, HO TJIABHOE - HE 3a0bITh, IJII YETro BCE ATO
JIEJIaeTCsl, HE BBIIUIECHYTh BMECTE C Teopuer ero BennuecTtBo «Kmmenta». MoxkHO
3a0bITh (DOPMYJITBI, HO IOMHUTH O TOM, YTO OJIArONOyYre KOMITAHUH 3aXKICTCS Ha ee

KIIMCHTAX, HYKHO BCCTAa.

1.2.0nucanne CRM- cucrembl

CymectByror pasnoutreHus: konuenmuu CRM  (Customer Relationship
Management): KTO-TO TOJ 3THM OYKBOCOUYETAHWEM BHUIUT METOAOJOTHUIO BEICHUS
Ou3Heca, a KTO-TO — MPOrpaMMHOE OOecredeHue JUisi aBTOMaTU3aluu paboThl C
kueHtamu. U Te, u npyrue npassl. Ho pacctaBum npaBribHBIC aKIICHTHI.

CRM — st10 ctparerusi. Tepmun Customer Relationship Management MoxHO
MIEPEBECTH HA PYCCKUM S3bIK KaK «YIMpaBJICHUE B3aUMOOTHOIICHUSIMU C KITUEHTAMI.
DTOT OYKBaJIBHBIN ITEPEBO/] BITOJIHE COOTBETCTBYET HCTHHE, HO HE PUCYET OYCBUIHON

KapTuHbL. [4]
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[To cytu, CRM — »T0 crnenuduyueckuii moaxoq K BeACHHIO OW3HEca, MpHU
KOTOPOM BO TJlaBy yrja J€ATEIbHOCTH KOMIIAHWM CTAaBUTCS KIHMEHT. To ecTsb,
ctpateruss CRM nmpenmonaraer co3gaHue B KOMIIAHMM TaKUX MEXAHU3MOB
B3aMMOJCHCTBHUSI C KIMEHTaMH, NpPU KOTOPBIX HUX TMOTpeOHOCTH O00IagaroT
HAWBBICIIUM TPUOPUTETOM mJisi npeanpuatus. [logoOHass OpueHTUPOBAHHOCTH Ha
KJIMEHTA 3aTparuBaeT HE TOJBKO OOIIYIO0 CTpaTeruio Ou3Heca KOMIIAHWH, HO U
KOPIIOPATUBHYIO KYJIbTYPY, CTPYKTYPY, OM3HEC-TIPOIIECCHI, ONIEPALIHH.

OcHoBHast nenb BHenpeHuss CRM-cTparerun — co3gaHue KOHBeWepa 1o
MPUBJICYEHHUIO HOBBIX KJIMEHTOB U Pa3BUTHUIO CYIIECTBYIOIIMX KIUEHTOB.

VYrpaBiasTe B3aMMOOTHOUIEHUSIMM O3HA4YaeT MPHUBJIEKATh HOBBIX KIWEHTOB,
HEUTPAJIBHBIX IIOKYIIATeJeld INPEBpAIlaTh B JIOSJIBHBIX KIHEHTOB, W3 MOCTOSHHBIX
KJIMEHTOB (OpMHUPOBATH OM3HEC-TTApTHEPOB. [6]

CRM-cuctema — 310 Bomuomenue aBroMaruszauuu CRM-ctpareruu. OueHpb
BaXXHYIO0 poJib B BoruionieHnn CRM-cTpaTeruu B KM3Hb UIpalOT UH(POpPMALIMOHHBIE
TEXHOJIOTUU. [IporpammHBIe CpencTBa CRM  mpexacraBisitoT  coboi
CHELMATU3UPOBAHHBIE CUCTEMBI, Pa3paOOTaHHbIE AJIs aBTOMAaTH3alMM TE€X CaMBbIX
OM3HEC-MPOIIECCOB, MPOIEAYp M OIepaluii, KoTopble peann3oBanbl B Buje CRM-
cTpaTeruu Kommnanuu. [12]

B kadecTBe KIIF0OUEBOI0 HHCTPYMEHTA JIJISl 3aBOCBAHUS U y/IepKaHUS KIIMEHTOB,
CRM-npunoxeHrss MUHUMU3HUPYIOT YeJoBeuecKuid (pakTop mpu paboTe ¢ KIMeHTaMu
Y TIO3BOJISIFOT MOBBICUTH IIPO3PAYHOCTh JIEATEIBHOCTHU B chepax MmpoJax, MapKeTHHTa
U KJIMEHTCKOTO OOCTY>KMBAHUS.

B TO0 e Bpems, BaXHO OCO3HaBaTb, YTO aBTOMATHU3alUsl Ipolecca
B3aMMOOTHOIICHUI C KIMEHTaMH SIBJIIETCS BAKHBIM, HO HE €JIMHCTBEHHBIM WU HE
NEPBOCTENEHHBIM IIArOM MPU TMOCTPOCHUU KIMEHTOPUEHTUPOBAHHOW KOMITAHHH.
[IporpamMMHBIiT TIPOIYKT — 93TO YIOOOHBIH MHCTPYMEHT, KOTOPBIA CTaHET
HOJIICPKKOH YK€ CYIIECTBYIOIIMM perjiaMeHTaM U Iporeccam, U OyeT pa3BUBaThCs

BMECTE C KOMITAHUEH.
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1.3.Knaccupukaunsas CRM-cucrem

Knaccudpukanus CRM-cuctem MOXeT OBITh OCYIIECTBIIEHA 1O HECKOJIbKUM
MpU3HAKaM, HalNpuUMep: MO0 LEJIEBOMY HCIOJIb30BAHUIDO —  ONEPATHBHOE,
aHAJIMTUYECKOEe, KOJUIA0OpAIMOHHOE ; OTpacisiM (OaHKOBCKHI CEKTOp, (PUHAHCHI,
dbapmaneBTUKa, TYpU3M U T.J.); pa3Mepy NpeanpusITHil U JIp.

Onepaunonnsle CRM-cuctembl pemaroT 3ajJadyd  ONEpaTHBHOTO BBOJA H
XpaHCHWS KOHTAaKTHOW WH(OpManuu, UCTOpPUM OOIIEHHS C  KJIUCHTaMH.
OrnepallMOHHBIE CUCTEMBI OXBATHIBAIOT MPOJAXKU, MAPKETUHT, CepBHUC. JlaHHBIN THII
CRM-cuctemsl 11€51€C000pa3HO MCMOIB30BaTh MPH MHOTOATANHBIX U JIIMTEIBHBIX
CHENKaXx C HECKOJbKMMHM YydacTHUKamMu. B omnepaunonnsix CRM-cucremax
npeacTaBiieHa HeOosbias (GyHKIMOHATBHOCTh M0 AHAJIUTHUKE - MOYKHO MOJIYYHTh
aHAIMTHUKY MO KJIMEHTaM, 10 padoTe COTPYIHUKOB, IO caenkaM. [lanueiii Tun CRM-
CUCTEM MOAXOAMUT JJiA peiieHrs 0a30BBIX 3a/7ad U B OCHOBHOM DPAaCHpPOCTPAHEH B
KOMITaHMSIX MaJjioro Ou3Heca.

Ananutndeckue CRM-cuctembl, MOMHMO PENICHHUS OIEPAMOHHBIX 3ajad,
NO3BOJIAIOT CErMEHTHPOBaTh 0a3y KIMEHTOB, OLIEHUTh YCHEIIHOCTh MPOBEACHUS
MapKETUHTOBOM KOMITAHWH, OIICHUTh MPUOBUILHOCTh KJIMEHTOB, MPOBECTH aHAJMU3
MPOAAX, AaHAIM3 3aKylNOK M COCTOSHMS CKJIaJa, MPOTHO3UPOBAHUE MPOLAK.
Ananmntnaeckue CRM-cucTeMbl UCHONB3YIOTCS KOMIIAHUSIMH, Y KOTOPBIX MHOTO
«KOPOTKHUX», «OBICTPBIX» CHEIOK, OOJBbIION aCCOPTUMEHT U OOJIBLIOE KOJIMYECTBO
kineHToB. JlanHbiii Tum CRM-cucTeM NOAXOOUT ISl PEIIEHUS IIUPOKOTO Kpyra
3amad. Ananutndyeckne CRM-cuctemMbl B OCHOBHOM pAacCHpOCTPAHEHbI B KOMIIAHUAX
MaJioTo U CpeaHero OusHeca.

Kommaboparmonnsie CRM-cucremsi, IIOMUMO OIIEPALMOHHBIX 51
AHAJIMTUYECKUX BO3MOYKHOCTEN, MO3BOJISIOT KJIMEHTY HEMOCPEACTBEHHO y4aCTBOBATH
B JICATEIHLHOCTH KOMIIAaHWHM, HAMpUMEp, B TIpolecce pa3pabOTKH MPOAYKTa WU
okazaHus yciayru. Ha texymmuit MoMmeHT nanusii Tun CRM-cuctembl He sIBIsE€TCS

IIUPOKO pacnpocTpaneHHbIM B Poccuu. [20]
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Tabnuna 1- Knaccuduxarmst CRM-cuctem 1o 1e1eBoMy UCIOIb30BaHUIO

IeneBoe
IIpeanaznavyenue
HCIOJIL30BaHHE
OnepaTuBHOE OGecrieueHne OrepaTUBHOTO JOCTyIa K HWH(popMaruu B

X0O€ KOHTakKTa C KIMCHTOM B IIPOOCCCEC IIPOJaX U
O6CJ'IY)KI/IB3HHH. OxBaTbIBaeT MAapKCTUHI', IIPOAdXKU U

CepBHUC

AHanmuTuyeckoe CoBMECTHBI ~ aHaNM3  JAHHBIX, XaPAKTEPHUIYIOUIUX
NESATeNIbHOCTh KIUMeHTa W (QupMbl. [lomyueHue HOBBIX
3HAaHMM, BBIBOJIOB, pEKOMeHAauuii u T.0. Hcnons3yer
CIIOKHBIE ~ MAaTEMaTUYECKHE MOJENM JJIs  IIOMCKa
CTaTHUCTUYECKUX 3aKOHOMEPHOCTEM M BbIOOpa HauOoiiee
3¢ (pexTUBHOM  cTpaTeru  MapKeTUHra,  MpOJax,

O6CJ'IY)KI/IB3HH}I KIIMCHTOB

OO0ecrneunBaeT HEMOCPEACTBEHHOE Yy4YacTHUE KIHUEHTa B
KonnabopanronHoe | nedarenbHOCTH (UPMBI U BO3MOXKHOCTH BJUSATH Ha
IPOIIECChl  pa3pabOTKU TPOAYKTa, €ro IMPOU3BOJCTBO,

CEpPBUCHOE 0OCITYKUBaHHUE.

bapron I'onnen6epr (Barton Goldenberg), ocHoBatens u nipesunaeHt ISM Inc,
SBJIIETCSI OJJHUM U3 BEIYIIMX MUPOBBIX AKCIepToB B 001acti CRM-TtexHonorui.

OcnoBannass B 1985 ronmy, ISM Inc. mnpemiaraer wucYepIbIBarOIINE
pexomengaiuu B obmactu CRM-BHenpenuit u cpaBHuTenbHbIE olleHKH CRM-
MPOIYKTOB pa3IMUHbIX npousBoauteneil. ISM nmybnukyer exxeroansiit katanor «The
Guide to CRM Automation», a Takke pe3yJabTaTbl OTYETa EXKETOJAHOIO
uccienoBanus Top 15 CRM.

bapron T'onpenOepr, cranm uHULMATOPOM mosABieHHUs KkypHana CRM
Automation, m3maBaemoro Prentice Hall, a Taxke oGo3peBarenem 1eiaoro psaa

u3nanui, Takux kak CRM Magazine. Kiimentamu ISM 13 yacTHOro cexropa crajiu
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KpyIHeimue 3amajnble Komranuu, Takume kak AAA Mid-Atlantic, ExxonMobil,
IBM, McGraw-Hill, Nike u United Way of America, a takxke United Way of
Toronto. Cpenu knueHtoB ISM M3 npaBUTENBCTBEHHOTO cekTopa JlemaprameHT
Oo6oponsl CIHIA u ITouroBas ciyx6a CIIIA.

Cuuraercs, uro coBpeMeHHOe monHodyHKIHoHanIbkHOe CRM-pemenue
noJbKHO uMeTh 11 xommoHeHToB u3 mnepeuHsi baprona TompmenGepra. Chmcok
OCHOBHBIX KOMIIOHEHT BBITJISIIUT CJIETYIOIIUM 00pa3oMm:

¢ YIpaBIICHUE KOHTAKTaMU;

¢ YIIPaBIICHHUE MPOJIAKAMU;

e TMPOAAXH MO TEICPOHY;

o YIIpaBJICHUE BPEMEHEM;

o TOJJIEPKKA U O0CITYKUBAHHUE KIHEHTOB;
o YIpaBJICHUE MAapPKETHUHIOM;

e OTYETHOCTbH JJISl BBICLIETO PYKOBOJICTBA;
e HMHTETPALUA C APYTUMHU CUCTEMaMH,

e CHHXPOHHU3ALUA JaHHbIX;

e YIPaBJIEHHUE DJIEKTPOHHOU TOPTOBIIEH;

e yIpaBJcHHE MOOMILHBIMU TpoaakaMu. [23]

[Ipu sTOM Ha HayanbHOM 3Tarne BHeapeHuss CRM-penieHne MOXKeT BKIIIOYAaTh
OJMH WM HECKOJbKHX KOMIIOHEHTOB W3 TMEpeyHs, a C TCUEHHUEM BpPEMEHH, IO
HE0OXOAMMOCTHU, JOOABISIOTCS Apyrue (PyHKIIMOHATBHBIE BO3MOKHOCTH.

PaccmarpuBas CRM kak cTpareruro NmpeanpusiThs, OTMETHUM HECKOJIBKO HE
OOXOIMMBIX YCIIOBUH: HaIWM4Me €IWHOTO XpaHWJHINAa WHQOpPMAIMH O KIWEHTaX,
CUHXPOHHOCTb ~ YIPABJICHUS MHOYKECTBEHHBIMM  KaHaJlaMUd  B3aUMOJACHUCTBHUS,
MOCTOSIHHBIM aHaIU3 cOOpaHHON MH(POPMALIHH.

K nocrouncrsam CRM cucteMbl CileIyeT OTHECTH: YCTaHOBJEHHME OJIU3KHX
OTHOILIIEHUH C KIHWEHTOM, OoJiee YMPOILEHHBIM MpoIlecc Mpojaax, MOABICHUE U
BBISIBJICHME HOBBIX  MOTEHIMAIBHBIX HWCTOYHHUKOB  JIOXOAd, MHHHMAJIbHBIN

HOI[FOTOBHTGHBHBIﬁ IICPHUO.
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Cucrema CRM 10o03BOJSI€T: TOBBICUTH YPOBEHb B3aMMOIIOHMMAHHUSL C
KIIMEHTAMU; YBEIMYUTHh MPHUOBLIM B pacdyeTe Ha OJHOTO 3aKa34HhKa; TOBBICHUTH
3 (HEKTUBHOCTh YCUITUHN MO COBITY TPATUIIMOHHBIX JIJIi KOMIIAHUU TOBapOB U YCIYT;
CHU3UTh HAaKJaJHbIE pacxXoAbl, a TaKXe 3aTpaTbl HAa MapPKETUHI U
aAMUHHACTPUPOBAHNE; PACIIMPUTH [EPEUYCHb MPEIJIAraéMbIX TOBApOB W YCIYT;
NOJHATH CBOM HMMHK B Iazax kiueHToB. Cucrema CRM cnocobcTByer
GbOpMHUPOBAHUIO €IUHOTO HH(GOPMAIMOHHOTO TPOCTPAHCTBA JIJII CHHXPOHHU3AIUN

6H3H€C-Hp0HeCCOB «II0CTaBIIHK — HOTpe6I/IT€J'II>».

1.4. 3ppexTnBHOCTL OT BHeApenusi CRM

Baxxnocte Takmx 3¢@dEeKToB, Kak poOCT MPOAYKTUBHOCTH  IPOJIAXK,
YIOBJIETBOPEHHOCTH U YACp>KaHUS KJIMEHTOB MOHATHHI JlaXe HE crenuanucty. Yare
Bcero addexruBHOocTh OT BHeapeHuss CRM Bumgna 6e3 kakux mmbo 1mudp u
nokasarened. Ho mnomumMo yBenuyeHus NOpoJdax, CYLIECTBYIOT UM JIPYTHE
MOJIOKUTEIbHBIE CTOPOHBI.
Asmomamu3zayusn duznec-npoyeccos.
PaznoxuTe Bce pabouue mporecchl MO MOoJoYKaM, (QopManu3oBath HX —
HeTpUBHAIbHAS 3ajadya, pernraemas OW3Hec-aHATUTHKaMU. Eciu Bce COTpYIHUKH
JEUCTBYIOT COIJIACHO PErJIAMEHTHPOBAHHBIM MPOLECCAM, YMEHBIIAETCS KOJIUYECTBO
omnbok, paboTa KOMIIAHUM YCKOPSIETCS, a pe3yJbTaThl TpyJa CTaHOBSTCS OoJiee
POrHO3UpYyeMbIMU. ECM BBINOJIHEHHE MPOLECCOB MPO3PAYHO ISl PYKOBOJUTENEH,
UM TOpa3o Jierde BBISABIATH ciadble MecTa B pabOTe€ W HampaBisTh YCHIIUA
COTPYIHHKOB B HY’KHOE PYCJIO.
OTH 3aJayd MOTyT OBITh PEIICHbl C IOMOINbI0 ABTOMATH3alMU MPOLECCOB, C
ucnosib3oBanueM CRM-cuctemsi.
st hopmanm3ariuu, aBTOMaTHU3aIMK BBITIOJIHEHUSI M KOHTPOJIS TPOIeccoB, Terrasoft
CRM mnpennaraer crnenuaibHble HHCTPYMEHTHI. bH3HEC-aHATUTHK OICHUT yIOOHBIN
BU3yaJIbHBIN PEJAKTOP, KOTOPBIM MO3BOJISIET OCTpouTh B cucteme CRM onucanue

QITOPUTMUYECKUX IPOLECCOB 000N CII0)KHOCTH. MeEHEeKephl CMOTYT yKa3aTh
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UCIIOJTHUTENIEH U YYaCTHHUKOB 3ajlad MO Mpoiieccy, 3auKCUpoBaTh 3aTpaueHHOE Ha
BBIIIOJIHEHUE TOM WJIM MHOW 33/Ja4d BPEMs, a PyKOBOJMTEIMN IOJIy4aT BO3MOXKHOCTb
aHanu3upoBaTh 3P(HEKTUBHOCTh KaK caMUX OHM3HEC-TIPOILIECCOB, TaK M padOThI
COTPYZHUKOB.

ObecnieunBasi aBTOMaTU3AIMIO U ONEPATUBHBIN KOHTPOJb X0/1a BHIMOIHEHUsS] OU3HEC-
npoiieccoB komnanuu, CRM-cuctema noseIiaeT BEpOATHOCTh UX CBOEBPEMEHHOIO U
KAueCTBEHHOI0 HcHojgHeHus. HoBble cOTpynHHMKM ObICTpee BXOAAT B Kypc Jeina,
YIIy4IlIaeTcsl KOMMYHUKAIIUS MEXKIY OTaeNlaMu. A cpelcTBa OlleHKU 3PHEKTUBHOCTH
OM3HEC-MPOIIECCOB CIOCOOCTBYIOT ONTUMHU3AIMHU JEATEIBHOCTH KOMIIAHUU B 1IETIOM.
Ynpaenenue ungpopmayueii o knuenmax

«Cepauem» o001 CRM-cucreMsl siBisieTcst 6a3a JaHHBIX KakK (U3MYECKUX, TaK U
IOPUIMYECKUX JIUI, KOTOpBIE B3aMMOJCHUCTBYIOT ¢ Bamiel koMmaHuend B paMKax
JESATEIIBHOCTH MPEANPUATH. DTO HE TOJIBKO KIMEHTHI, HO M (puiinanbl KOMIaHWUH,
napTHEPHI, HOCTAaBLUIMKH, KOHKYPEHTHI. ba3a JaHHBIX KIMEHTOB cama 1o ceOe EeHHBIN
akTHB, a TpaMOTHOe YympasieHue JaHHeIMH B CRM-cucreme mo3Bonser
UCIIOJIb30BaTh HWHGpOpMaIMio B pabore ¢ MakcUMalbHOW 3((PEKTUBHOCTHIO.
Knuenrtckas 0a3a KOHCOIMAMPOBaHA, OPraHU3aLMs MOJIYYAET MOJIHYI0 HHPOPMaLUIO
O CBOMX KJIMEHTAaX WU MX MPEANOUYTEHUSAX U, OCHOBBIBASICh HA 3TUX CBEICHUSAX, CTPOUT
CTPATETUIO B3aUMO/ICCTBUSI.

Enunas 0a3za MaHHBIX KIMEHTOB WU MOJHAs UCTOPHUS B3aUMOOTHOUIEHUS C HHUMH B
COBOKYITHOCTA € MOIIHBIMH AHAIUTUYECKMMH HHCTpymMeHTamu CRM mno3Bossier
YAEPKUBATh U Pa3BUBATh CYIIECTBYIOIIMX KJIMEHTOB, BBISABIISS HauOOJEe LEHHBIX, a
TaK)Ke MPUBJICKATh HOBBIX KIIMEHTOB. [15]

Ynpaenenue npooaxcamu

I'naBuas pynkuuss CRM-cucteMbl — MOMOTaTh MEHEKepaM TUIAHUPOBATh MPOJAXH,
OpPraHU30BbIBATh MPO3PAYHOE YIIPABIEHUE CIAEIKAMH M ONTUMHU3HPOBATH KaHaJbl
POJAXK.

Cucrema XpaHUT TIOJIHYIO MCTOPUIO OOIIEHUS C KIMEHTaMH, YTO MOMOTaeT
JenapTaMeHTaM TMpoJiaXX AaHaJU3UpOBaTh TMOBEACHHUE KIUEHTOB, (OPMHUPOBATH

noaxoadmuce UM MpeaIOKCHNU A, 3aBOCBbIBATD JIOAJIBHOCTD.
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[InanupoBanre npogax B CRM-cucteme opraHum3oBaHO B pa3iMYHbIX cpe3ax (1o
peruoHaM, MEHEJDKEpaM, HANpaBJICHUSAM WU T. 1.). MeHemKep COCTaBISIET IUIaH Ha
OCHOBE [IaHHBIX IO CBOMM KJIMEHTAM C YYE€TOM BEPOATHOCTH, & PYKOBOJIMTEIb,
IPOAHAIM3UPOBAB O0BEM IMOATBEPKICHHBIX IUIATEKEH, MOXKET COCTaBUTh IS
MEHEI)KEepa CTUMYJIUPYIOIIUHI T1JIaH.

PykoBogutenu mpeabaBisitoT ocobble TpeboBanus k CRM. C nomorrsio
uHCTpyMeHTOB ~ CRM-cucTeMbl ~ PYKOBOOUTENM  MOTYT  KOHTPOJIMPOBATH
KaueCTBEHHbIC MOKa3aTeau paboThl MEHEIKEPOB (BOPOHKA MPOJIax), BHIMOJIHEHUE
IUIAHOB NPOJAX, COOJIOJEHUE CPOKOB OIUIaThl M MOCTaBKH. CHCTEMa MO3BOJISET
OLICHMBATh 00BEM U BEPOSTHOCTH CIEJOK, YNPABIATh OM3HEC-IPOLIECCAMH TPOJAXK,
CJIEIUTH 34 COCTOSTHUEM CHEIIKH U AaHAJIM3UPOBATH JEHCTBHS KOHKYPEHTOB.

Omna W3 BaxHEWIIMX 3a1ad, KoTopyro mnomoraer pemmuts CRM-cucrema, —
opranm3anusi cross-sales, up-sales. Cucrema mo3Boisier (HOPMHPOBATH MATPHILY
KpPOCC-IIPOAAXX M NPOAYKTOBO-CETMEHTHYI) MAaTpHIly, IPYNIHUPOBATH KIMEHTOB IIO
pa3IUYHBIM [TapaMeTPaM U BBISABISITh UX MOTEHIIMAIbHBIE HHTEPECHI.

[Ipemyiarass  MHCTPYMEHTBI  NIPOTHO3UMPOBAHMS WM AaHAIM3d, AaBTOMATHU3UPYS
B3aUMOJICUCTBUE COTPYAHUKOB C KIMEHTaMH W Mexay coooi, CRM-cucrema
dopMupyeT MPEeANOCHUIKK Il ONTHUMM3AIMKM CYUIECTBYIOIIMX KAaHAJOB CObITA U
YBEJIMYEHUS PUOBLIN KOMITaHUU.

Ynpaenenue mapxemunzom

CRM-cuctema mO3BOJISIET ONTUMAJbHBIM 00pa3oM OPraHU30BaTh YIPABICHUE
MapKETUHIOM KOMITAHUHU: TUIAHUPOBATh U MIPOBOJUTH MAPKETHUHT OBbIE MEPOTIPUSITHS,
VOPABIATh pecypcamMu U OlJDKETaMM Ha MAapKEeTHHI, KOOPAMHHUPOBATH BCE
MapKETHHIOBBIE BO3/IEUCTBUS.

CoTpyIHUKHA OTJela MapKEeTHHTA MOJYyYarT €IUHYI0 OUOIMOTEKY MapKETHHTOBBIX
MaTepUaloB, HWHCTPYMEHTBI Uil CErMEHTAllMM  KJIWMEHTOB, aBTOMAaTU3ALMH
NEPCOHAIM3UPOBAHHBIX PACCBUIOK [JISl LEJIEBOM ayAUTOpUU. A U1 U3MEpPEHUs
NPUOBUIBHOCTH MPOBOJAUMBIX KaMMaHUM U A(PPEKTUBHOCTU IEATEIBHOCTH OTHAEINA

MapketuHra CRM-cuctema npeaiaraer crieliiajibHble HHCTPYMEHThI aHAJIH3a.
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Cpenn 06aszoBbix (QyHkruii CRM-cuctemsl mjis  aBTOMAaTu3allMid  MapKETHHTA
MPUCYTCTBYIOT: YMPABICHUE NPSIMBIMA MAPKETUHTOBBIMH AKIHUSIMH (IJICKTPOHHAS
pacchliika, MpsiMasi pacchliiKa), OpraHU3alMs HCCIENOBAaHUN, ONMPOCOB KIHEHTOB. B
UTOTE, TaKas aBTOMATH3allls MOMOTAaeT YCOBEPIICHCTBOBATH PadOTy JenapTaMeHTa
MapKETHUHTA U MOBBICUTH CTEIICHb YI0BJICTBOPEHHOCTH KIIMEHTOB. [18]

Ynpaenenue npooyxmoevim nopmdhpenem

JIr000i1 KOMMEpUYECKO OpraHu3alUy Ba)XHO IMPEJOCTABIATh MPOAYKTHI U YCIYTH
BBICOKOTO KadecTBa IO KOHKYPEHTHBIM II€HaM, MOCTOSHHO YCOBEpIIEHCTBOBATH
IPOAYKTOBbIE TUHEHKH.

CRM-cuctema mo3BOJIIET CTPYKTYPHPOBATh HOMEHKIATYPY W YIPABIATH MOJTHBIM
KaTajoroM TOBAapoB U yciayr KommnaHuu. Bosmoxsnoctu CRM obecneunBaror
BEJICHHE yuyeTa CIEUUaIbHBIX 1EH U CKUIOK, aHAIU3 JAaHHBIX W B3aWMOCBSI3EU IS
MPEIOKEHHS KJIMEHTaM ONTHUMAJIBHOTO MaKeTa YCIyr U OMpeNeNeHuUs MOMYJISPHbBIX
IPOAYKTOB.

Ynpaenenue paoouum epemenem

O¢ddexTrBHOE yIpaBieHUE U Y4eT padodyero BPEMEHU OKAa3bIBAIOT MOJIOKUTEIBHOE
BIIMSHUE Ha Bce OusHec-mporecchl kommnanuu. CRM-cuctema mo3BossieT
COTPYIHHUKAM OpPTaHU3AIMH HE TOJIHKO MPOTOKOJIMPOBATH MCIIOIH30BAHUE TEKYIIETO
pabouero BpeMeHH, HO U MJIaHUPOBATh 3arpy3Ky Ha Oyyline Nepuobl.

CpeactBa CRM-cuctemsl npearaior yaoOHbI JOCTyN K pacHUCaHUIO, B KOTOPOM
COTPYIHHUK MOXKET IJIaHUPOBATh COOCTBEHHOE pabouee BpeMs, OTMEUaTh PE3yIbTaThl
BBITIOJTHEHHSI 3allJIAHUPOBAHHBIX JIEJ, IPOCMAaTpUBaTh pacmnucaHue Kojuier. B cBoro
ouepe/b, B paCoOPsHKEHIUH PYKOBOJCTBA OKA3BIBAIOTCS MHCTPYMEHTHI ISl KOHTPOJIS
3arpy’>K€HHOCTH ¥ 3PHEKTUBHOCTH PAOOTHI O TIMHEHHBIX.

bnarogaps BO3MOXXHOCTH  CBSI3BIBaTH BCE 3aJa4d C  COOTBETCTBYIOIIMMU
KOHTpareHTaMmu, KOHTaKTaMH, CACIKaMu (POPMHUPYETCS U HAKAIUIUBACTCS WCTOPHUS
paboThl ¢ KaxabIM KiueHToM. ['enepanust 80% 3amau aBTOMaTHYECKH 1O OHM3HEC-
MIPOIECCY TMO3BOJSET OCBOOOIUTH COTPYIHUKOB OT PYTHHHBIX OIepaluii, Hanboee
paIrmoHaAIbHO pacmpeenss padodee BpeMsi, U He 3a0bITh HU 00 OJTHOM Ba)KHOM JIeIIC.

Aemomamu3zayusn 00Kymenmoooopoma
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CRM-cucrema npegycmaTpuBaeT Bce HEOOXOAUMbBIE HHCTPYMEHTHI sl YIPaBICHUS
KaK BHEIIHMM, TaK W BHYTPEHHHUM JIOKYMEHTOOOOPOTOM KOMIIAHUU. OTHU
UHCTPYMEHTBl  MPENOCTABISIIOT ~ CPEICTBA  aBTOMATUYECKOro  (OPMHUPOBAHUS
JIOKYMEHTOB TIO MIa0JI0HaM, MOATOTOBKH MEYAaTHBIX (POPM JOKYMEHTOB, MOIJIEPIKKH
BEPCUOHHOCTU JIOKYMEHTOB, OBICTPOrO IMOMCKA JOKYMEHTOB B CHUCTEME, CO3/IaHUE
3JIEKTPOHHOI'O XpaHWINIIA JOKYMEHTOB U MHOT'O€ IPYTOE.

[Tpu Benennn B CRM nokymeHTaluu, MOXXHO OPTraHM30BaTh KOJIEKTUBHYIO padoTy
C JOKyMEHTaMu IpH TUOKOM pa3rpaHWYeHHM IpaB JOCTYIA, JJIEKTPOHHOE
BU3HPOBAHUE, & TAKXKE YUET B3aMMOCBSI3€i MEXIy TOKYMEHTaMHU.

Onmumu3zayua KOMMYHUKAUUTL HYMPU KOMRAHUU

Huzkuii  ypoBeHb  pa3BUTUS ~ KOMMYHUKAalUUH  MEXIY COTPYOHUKaMU U
NOJpA3ICIECHUsIMUA JIeNaeT padoTy KOMIIAHMM Maod(p(EKTUBHON M NPUBOJUT K
cO0siIM OCHOBHBIX Ou3Hec-mpoueccoB. Kak ciencrBue — CHUXAETCsl NPUOBLILHOCTD
ousHeca.

CRM-cucrema mo3BossieT opraHu3oBaTh d(PPEeKTUBHOE B3aMMOJCHCTBHE U OOMEH
uHpopManuen BHYTpHU KOMIIaHUH, IPENATCTBYS BO3HHUKHOBEHUIO
«MH(OPMAIIMOHHBIX TPOBATIOB» M TMOTepe BakHOW mHpopmarmu. Mcmonb3oBaHue
CRM-cuctembl B KOMIIAHMM TIOMOKET CHHXPOHU3UPOBATh IEHUCTBUSl IEpPCOHAA,
KOHTPOJIUPOBATh BBIMOJHEHUE (PYHKIMOHAIBHBIX pOJIEH KOMaHIbl B CJHENKaX,
OpPraHM30BaTh AaBTOMATHYECKOE paclpeleleHne 3afad MEXIy COTPYIHHUKaAMHU
pa3IMYHBIX OTJEJIOB HA OCHOBAHUM JIOTUKHU JEHCTBYIOLIUX OM3HEC-TIPOIIECCOB.
bnarogapsi mpuMeHEHUIO €IWHBIX KOPMOPATUBHBIX CTAHIAPTOB M JIYUIIUX MPAKTHK
BeneHusa OusHeca, CRM-cuctema obOecnieuut ObICTpo€ O0O0y4Y€HUE  HOBBIX
COTPYAHUKOB. [14]

Ananumuueckue o3moxncnocmu CRM-cucmemut

HeB03MOKHO TMOBBICUTh PEHTAOCIBHOCTh MPEANPUsATHsS 0€3 TIIyOOKOTO aHamm3a
uHGOpMaIlMU O KIMEHTaX, UX LEHHOCTU U JOXOJHOCTH, BBISIBICHUS «Y3KHX MECT» B
Ou3Hec-Tpolieccax KOMIIAHUH, aHamu3a cucteMbl poaak. CRM-cuctema mo3Bosiser
KOMIAHUM MOJIYYUTh CTATUCTUYECKYIO MH(OPMALMIO, TMPOBECTH CIOXKHBIA aHaIU3

JAaHHBIX, 9TO HGO6XOJII/IMO AJIL IPUHATHA CTPATCTUYCCKU BAKHBIX 6H3HCC-pCH.I€HHﬁ.
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bonee 100 cTtaHmapTHBIX OTYETOB CUCTEMBI JIAIOT BO3MOKHOCTh AHAIU3UPOBATH U
KOHTPOJIMPOBAaTh BCE THUIMUYHBIE 3amaun OusHeca. C TOMOIIBIO BCTPOEHHOTO
MOCTPOUTEINISI OTYETOB MOXKHO CO3/1aTh aHaJUTUYEeCKHe (OPMBI, OTBEUAIOIIUE
cnenupUIecKnM 3a7a9aM KaxkKI0To TPEANPUITHS.

Kpome Ttoro, Ha mnanHenu wurtoroB CRM-cuctembl MoOxHO otciexuBath KPI
(KTroueBbIe TIOKa3aTeNM JACATEIbHOCTH), aHalM3 KOTOPBIX ITO3BOJIUT PYKOBOJICTBY

OLIeHUBAaTh AP(HEKTUBHOCTH paOOTHI KAKIOTO COTPYAHUKA.
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I'naBa 2. CRM-cucrema kak MHCTPYMeEHT NOBbIIEHUs 3(PPeKTUBHOCTH OU3Heca

Ha npumepe OO0 «CMET»

2.1. Kparkas xapakrepucrtuka OO0 «CMET»

Kommanuss «CMET» 3anumaercsi pa3pab0OTKOM, MPOU3BOJCTBOM U IMpOJaxei
WHHOBAI[MOHHBIX MPOJIYKTOB U3 HUTUHOJA. HUTUHOM — €IMHCTBEHHBIN OMOHEPTHBIN
CIUIaB, 00JIAAIONIUN 3JTACTUYHOCTBIO JKUBOW TKAHU, M 3TO MO3BOJISIET HAa €r0 OCHOBE
CO3/1aBaTh YHUKAJIbHbIE MEIUIIMHCKUE MPOAYKTHI. [lpuopuTeTHOE HaIpaBlieHHE —
mequimaa. Hazeanme ¢upmbr «CMET» (SMET) — sto ab6peBmatypa «Shape
Memory Effect Technologies» - texnonoruum c »>ddexrom mnamaru ¢GOpMBI.
VYHukanpHble CBOMCTBa maMsITH (GOpMBI W OMO3JACTUYHOCTH OOECTIECUMBAIOT
HUTUHOJOBBIM npoayktam «CMET» HeocnnoprMble KOHKYPEHTHbBIE IPEUMYIIIECTBA U
JUIEPCTBO HA PHIHKAX.

Co nHsa ocHoBanuss ¢ 1991 r. kommaHuWs SBISETCS POCCUHUCKUM
MPOU3BOIUTENIEM OMOAJIACTUYHBIX ~ HUTHHOJIOBBIX  JIMTOPKCTPAKTOPOB  CEpUU
«3axBaT» Il yJaJeHUsS MOYEBBIX M JKEIYHBIX KaMHEW, KOTOpPbIe TapaHTUPYIOT
3aXBaT U yJaJIEHUE KaMHEH JII0ObIX pa3MepOB.

B 1995 r. Ha MupoBOM HMHHOBAaIIMOHHOM (opyme «IBpuka-95» B benbruu,
amnmapar «3axBaT» OTMEYEH BBICHIEH HArpajou - 30J0TOM MENANIbl0 C OTIMYuEM. B
1997 r. B Poccun Hauanachk mpojaka HOBOM BepcHH «3axBaTa» ¢ OMO3IaCTHUYHBIMU
DKCTPAKTOPAMU XayuHa.

B 2002 r. Hayanuck mpojiaxku OMOIKCTPAKTOPOB HA aMEPUKAHCKOM pbiHKe. K
2012 romy Ha aMepUKaHCKOM PBIHKE peann3oBaHo Oosiee 200 ThICSIY HIKCTPAKTOPOB.

B 2006 r. Hauunaetrcs coBmecTHOoe ¢ 3A0 «KUMII®» (r. Mocksa)
«CEepHiItHOE» MPOU3BOJACTBO HUTHUHOJIOBBIX HMIUIAHTATOB JII TPABMOTOJOTHH H
opronenuu. [Ipoxaxu B Poccun, EBpocorose, FO. Kopeu u apyrux crpanax.

B 2009 r. Pa3paGoTka ¥ TpOM3BOJACTBO OMORIACTUYHBIX OMOPHO-HECYIIHMX
KapKacoB W3 HHUTHHOJNA JJIsi Ouompore3oB kiamaHoB cepama «tOnmmaiin»y (3A0

«HeoKop», r. KemepoBo).
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B 2012 r. - HOBOe MOKOJIEHHE OHMO3IACTUYHBIX HKCTPAKTOPOB M3 CEpUU
«3axBaT» W PpOHTAIBHOTO 3aXBaTa KaMHEH. DKCTPAKTOPBI ¢ HHCTPYMEHTAIBHBIM
KaHAJIOM.

JIutoakcTtpakTopel "3axBatr' B CcBOel pabdOTE€ MCHOJB3YIOT Bpaud TaKHUX
oonbhui, kak OI'BY "3-it Llentpanbupiii Boennbiit Kimmandeckuit ['ocrivrans um.
A.A. Bummnesckoro", «lIlepsbiii  Cankr-IlerepOyprckuii  rocyaapcTBEHHBIM
MEIUIMHCKUM yHuBepcuTeT uM. akagemuka WM.II. IlaBnoma", «MI'MVY wuwm.
Ceuenoay, 0onpHuUIBI OAO «PXK/I» 1 MHOTHE Apyrue 0oMbHUIIBI. [26]

PykoBogcteo OOO «CMET» ocymecTBiasieTcss B COOTBETCTBHH €
3aKkOHOJaTenbCcTBOM Poccuiickot @enepaunu u YcraBom mpennpusatuda. OO0
«CMET» caMOCTOATENBHO OMpeAeiseT CTPYKTYpY YIpPaBICHUS W 3aTpaTbl Ha €€
coJiepKaHue.

Armnmnapar ynpaJIeHHs] NPEANPUITUEM TOCTPOEH MO JIUHEHHOMY TUIy. B mrat
00O «CMET» BxoauT 7 4elI0BEK, BKIFOYAs BBICIIEE PYKOBOJCTBO.

OpranuzanuonHas cTpykrypa (ammapar ynpasiaeHus) npennpusitus OOO

«CMET)» noka3ana Ha puc. 1.

Jupexrop
Kommepueckunii TexHuuecknit
JTUPEKTOP JTUPEKTOP
Mapxkerosnor Psanosoit
COTPYJIHUK
A\ 4 \ 4
Menemxep 1o Coopmuk
poJaxam KOMITJIEKTYIOIIIAX

Pucynok 1- Opranuzanuontnas ctpykrypa OOO «CMET»

Kak BuaHO H3 cXeMmbl, OpraHu3alMoHHas CTpykTypa opranuzanuu OOO

«CMET» saBnserca nuHenHOW. Jlns Hee XapakTepHa BEpTHUKalb: BBICIIHM
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PYKOBOJUTENb — JIMHEWHBI PYKOBOAUTENb (MOAPA3ACICHHUS) — HWCHOJHUTEIN.
HmeroTrcss TONBKO  BEPTUKAJIbHBIE CBSI3W, a OTAENbHbIE (DYHKIMOHAJIBHBIC
MOAPA3AEIEHUS OTCYTCTBYIOT.

K mpeumymecTsam JaHHOM OpPraHU3AalMOHHOM CTPYKTYpbI MOKHO OTHECTH
MPOCTOTY, KOHKPETHOCTh 3aJaHuil W ucnoiHutened. OOS3aHHOCTH KaXJA0ro
pabotnuka OOO «CMET» 4érko sICHBI Kak €My, TaK M JAPYTUM Y4YaCTHUKaM
pabouero npouecca. Kpome Toro, nuHeliHas opraHU3allMOHHAs CTPYKTYpa HarJIsAIHO
MOKA3bIBAECT UEPAPXUIO MOJUNHEHHUS.

Henocrarkamp k€ JMHEHHOM OpPraHU3alMOHHOW CTPYKTYpPBI SIBIISIIOTCS
BBICOKME TpeOOBaHUA K KBaNM(UKAIUU PYKOBOAUTENEH M BBICOKas 3arpys3ka
pykoBogutena. B OO0 «CMET» pykoBOOUTENSIM MPEANPUITUS 3a4aCTYIO
OPUXOAUTCS B PEXKUME PYYHOrO YIPABICHUS PEIIaTh pPa3jIMYHbIE BOMPOCHI.
JIuneiiHas cTpyKTypa npuMeHsieTcsl U 3PQPeKTUBHA Ha HEOONbIIUX MPEANPUATHUSIX C
HECJIO)KHOM TEXHOJIOTME M MHHHMAJIBHOM CHEIUAJIM3alUed, KaKUM U SBISETCA
000 «CMET».

HMupexktop OO0 «CMET» B eXeIHEBHOM YyIpPaBICHUU MPEANPUATHEM HE
NPUHUMAET YYacTHs, HO ONPEIEISeT HalpaBJICHUE PA3BUTUS OpPraHU3ALMH.
HenocpenctBenHoe ympaBieHHE MNPEANPUSATHEM, KOOPAMHALMIO paboThl BCeX
COTPYIHHMKOB TMPEAUPHIATHS W PEIICHHE TEeKyIIMX 3a4a4  OCYLIECTBISAETCS
KOMMepYeckuM M TexHudeckuM aupekropamu OO0 «CMET». B o0sa3anHOCTH
KOMMEPUYECKOT0 JUPEKTOpa OpraHu3aliy BXOJAT paboTa C MOCTaBIIMKAMH,
IIPOBEICHUE I[IEPErOBOPOB M 3aKJIIOYEHUE JIOTOBOPOB C HHUMH, I[IJTAHUPOBAHUE
IPOJIaX, OTBETCTBEHHOCTh 32 BBINMOJHEHHUE IJIaHA MPOAAX, PETyJIMpOBaHUE padOT
OTJEJIOB MapKETHHTa U MPOJIaXk, ONPEeICHNE KaHaJIOB CObITA U JIOTUCTUKH.

B nogunHeHMn KOMMEPYECKOTO AUPEKTOpPA HAXOJIUTCA MAPKETOJIOT, KOTOPbIA
OTBEUAET 3a MCCIECJOBAHME pbIHKA, CErMEHTHPOBAaHME KIMEHTCKOM  0a3bl,
MapKETHUHIOBblE KOMMYHHUKAallMM W o0OpaTHas CBsA3b C KIMEHTaMH. Takxke B
MOJYMHEHNE KOMMEPUYECKOTO TUPEKTOPA BXOJAUT MEHEKEp MO MpojaxaM, KOTOPbIN
pa3pabaThiBaeT U O0OECIEUMBACT peaTU3aLUI0 MEPOIPHUITHI 0 OpraHu3aliu U

CO3/IaHUIO0 CETH cObITa TOBapoB. B 00sg3aHHOCTM MEHEKepa MO MpOoJakaM TaK Ke
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BXOJIUT OPTaHU3AIMS TMPEITOTOBOPHON PAOOTHI U 3aKIIOYEHUE JTOTOBOPOB (KYTUIH-
MPOJIaXXH, TIOCTaBKH, Mp.), CO3JaHWE M oOecleueHrne IMOCTOSIHHOTO OOHOBIIECHUS
MH(MOPMAIMOHHBIX 0a3 O MOKYyMaTesX, aHaIu3 OO0bEMOB MPOJAX W IMOATOTOBKA
OTYETOB MO pe3yJibTaTaM aHajiu3a ISl TOPEACTaBICHUS  BBIMIECTOSIIEMY
JOJDKHOCTHOMY JIMILY.

Uro kacaercs TEXHMYECKOTO ITUPEKTOpa, TO B €ro OO0S3aHHOCTU BXOJUT
pa3BUTHE ¥ pa3pabOTKa HOBBIX TPOAYKTOB KOMIaHWU. DyHKIIHOHATHHBIC
00s13aHHOCTH TEXHMYECKHX JIUPEKTOPOB BKIIIOUAIOT obecreueHue OecriepeOoitHon
paboOThl TEXHUYECKUX CHCTEM, KOOPJAWHHPOBAHWE pPaOOTHI TMEpCOHANa, y4eT H
o0ecrnieueHue palMoOHAIBHOTO UCTOJBb30BAHUSI MATEPUAIBHO-TEXHUUECKUX PECYPCOB.
TexHUUeCKU JUPEKTOpP KOHTPOJMPYET COONIOACHUE MPOTHUBOMOXKAPHOU U
POTUBOABAPUIHON O€30MAaCHOCTH, CPOKU MPOBEAEHUS PEMOHTHBIX paloT. [lomrmo
ATOTO PYKOBOJUTEIM TEXHUYECKHX CIY>KO OCYIIECTBISIOT MOHHUTOPUHI pBHIHKA
TEXHUYECKOTO OO0OpyAOBaHUS, TMOUCK TOCTABIIUKOB, OPTraHU3AIUI0 3aKyMOK H
MOCTaBOK  00Opy/IOBaHUS, B3aUMOJCUCTBUE C  MOAPSAHBIMU  CEPBUCHBIMHU
opraHuzanusiMu. B ero KOMIIETEeHIIMM HaXOAUTCS pa3paboTka W peanu3aius
CTpaTeru TEXHUYECKOTO pPa3BUTUS KOMIIAHWHU, COCTABJICHHUE U  KOHTPOJIb
WCIIOJTHEHUS OI0JKeTa TEXHUUECKOUM CIyKObl. B ero mogunHeHne BXOAHUT COOPIIUK

KOMIUIEKTYIOIINX U PSII0OBOM COTPYIHUK.
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2.2. Anauams aeareiabHoctn OO0 «CMET)»

JUist OLleHKHW BHEIIHEN 1 BHyTpeHHel cpenbl npeanpusarus « CMET» nposeaem

SWOT-ananus.

SWOT-ananus3 - 3T0 OnpeaesneHne CHIbHBIX U CIa0bIX CTOPOH MPEAIpPUSTUSA,

a TAK)K€ BO3MOXKHOCTEH U YIrpo3, UCXOoJAIux M3 €ro Ommkammiero OKPYKCHUA T.C.

BHEIIIHEN CPEbI.

Ta6muua 2 - SWOT-ananus aesarensaocta OO0

«CMET»

Bo3moxHoCTH
-IloBblIeHHE CIIpOCa;
-BpIxoa Ha HOBBIE PBIHKY;

-Opranun3anys napTHepCTBa

Yrpossl

-YBelnyeHne KOHKYPEHTOB Ha PHIHKE;
-CHImKeHHe crpoca;

-Bo3HrKHOBEHHE HENOBEpPHUS IMOTCHIIHATBHBIX

MoKymnaresuei

CuiibHbIE CTOPOHBI
-YHukanbpHas TCXHOJIOIHUsA
IIPOU3BOJICTBA;

-Crnennanu3upoBaHHBIN

-[TocTossHHOE TOATBEpKICHHE
Ka4yeCTBa OKa3bIBAEMbIX YCIIYT.
-YKperjieHue COTpyJHUYECTBa

C KpYIIHbBIMU KOMIIaHUAMHA

HepCcoHal ropoJia ¥ peruoHa.
-CymecTByeT

chopMupoBaBIIAsACS 6aza

MIOCTOSIHHBIX KIIMEHTOB

-CoTpyaHNYECTBO c

3apyOeKHBIM PHIHKOM

-IlocTosiHHOE yCOBEPIIEHCTBOBAHKE MPOTYKTA;
-IIpon3BOACTBO HOBBIX IIPOLYKTOB

-O0y4eHue TIepcoHaa.

Caalble CTOPOHBI -Pacmupenne  accoptuMeHTa

- Mauiblit ITaT COTpyIHUKOB; MpeJIaraéMbIX yCiIyT.
- OTCyTCTBHE pEKIIaMBbl; -OpPeKTHBHOE TPOJBIKCHHE
TOBapa Ha PbIHKE.
-OTkpbITHE BaKaHCHUH
MEHEDKepa MO HPOABUKECHUE

YCIIyT B UHTEPHETE

-Paciupenue BUI0B 1€ATENBHOCTY,
-®opMUpoOBaHKE JOJILHOCTU KIMEHTOB.

-IToBEIIICHKE KBaJ’II/I(bI/IKaL[I/II/I nepcoHaza.

Tak kak Y KOMIIaHHWHU IMOKa HET CUJIbHBIX KOHKYPCHTOB, KU CIIPOC HAa OCHOBHYIO

NEeSATEIbHOCTh CTA0OUJIEH, CTOUT 0OpaTUTh BHUMAHHE Ha KIIIOUEBbIE (DAKTOPHI:

e VYBeauueHue ACCOPTUMCHTA IIpC/JIaracMbiX yCJIYT,

L HozmepxcaHHe MMCIOIICTOCA CTAaTyCa Ha PbIHKE
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e [lognepxanue KkadyecTBa NPOTYKIIMH
e AKTHBHOE y4acTHE B TEHJIepax

OCHOBHOW Yrpo30i SIBJISIETCSI TOSIBJICHUE HOBBIX KOHKYPEHTOB Ha PBIHKE H
yTpara YHHKaJIbHOCTU TPOU3BOAUMON MPOAYKITHH.

Kak Bugno u3 SWOT-ananu3a, OCHOBHOW 00JacTbIO Pa3BUTHUS MPEATPUATHS
SBJISIFOTCSL TIPOJaku. Y Bech akIEHT yJensieTcs Ha MPOAYKT U €ro MOTpeOHTeNeH.
CBs3b C KIMEHTaMU M IPEIOCTABICHHE UM TOBapa SBISIOTCS OCHOBHBIM BHIOM
JEeSITEeTLHOCTH KOMITAHUH, IMEHHO OH MTPUHOCHT OOJIBIIIYIO YacTh JOXOJ0B. T.e. BeCh

aKIeHT paboT HampaBieH Ha 9PPEKTUBHOCTD OT/AEIIA MTPOJIaXK.

CMET

[Tponmaxu

Bxopgsamue

3aIpOoChHI

KoHTakThI C
TlocTostHHBIE

BBICTaBOK
KIIMCHTHI

\ 4

AKTHUBHBIE

KTo akTuBHO IMOKYyHacT UCXOJISIIHE 3BOHKH

(Kusas 0aza
YaCTHUYHO)

\ 4

-~

\ A 4

B nepByto ouepenp yactb
ba3bl kienToB Mopo3oBa-
YaCTHUYHO.

OxBar — reorpapuueckuii,
10 TOPOJaM.

VYoke He IOKyIaeT
(KuBas 6aza — yaCTHUHO)
baza knuentoB Mopo3oBa
— YaCTUYHO (TOJBKO T€, KTO
MOKyNaJl oCIeHue 5 JeT.)

- /

Pucynox 2 - OcHOBHBIE BUIBI JEATEILHOCTH OT/ACINA MIPOIaXK

38



N3 PucyHka 2 MOXXHO YBHJIETh, UTO Y KOMIIAHUM JOCTATOYHO IIMpOKas Oa3a
KJIUEHTOB, KOTOpas MOJpa3leNsieTcs Ha YK€ CYIIECTBYIOIIUX, MOTEHIUAIbHBIX,
YCTapeBIIMX M TEX, KTO CaM XOYET COTPYAHUYATh C MPEANPUITHEM. 3a4acTylO BCs
uHpOpManus O KIMEHTaX COXpaHseTcss B pasnmuHblx ¢opmarax (Excel, 1C,
Microsoft World, nubo mnompocTy 3amuchiBaiOT JaHHBIC B OJIOKHOT). MHOTrma
uH(popMaIUsl 0 KIUMEHTE MOXKET MOTEPSAThCS, 3BOHOK MOXKET He 3aUMKCHUpPOBATHCA,
YTO BeJeTe 3a co00il MOoTepro KIMEHTa, a B CIEACTBHE MPUBOAUT K CHIKEHHUIO
POJIAXK.

B cBs3u Cc TeKymMMH MakpOIKOHOMHUYECKMMH (aKTOpaMHd B CTpaHe,
MMIIOPTHAsA MPOAYKUMA CTajla B 2 pas3a JI0pOoXKe, YyTo Mo3BossieT koMrnanuu « CMET»
YBEJIIMYUTh CBOIO JIOJIIO HAa pBIHKE, ObUI TOCTaBJIEH BONPOC 00 YBEIUYECHUU
3 PeKTUBHOCTH PabOTHI OT/AENIA MPOJAK.

I'maBHas menp otnena - 00ECHEUUTh CTAOWIIBHO pacTyluii o0beM cObITa
OPOAYKIIMH.

3amaun:

e [Ipuem 3aka3zos;

® KOHCYJBTAIlUU KIIUEHTOB;

® MOATOTOBKA KOMMEPYECKHUX MPEI0KECHHIA,

® TIOMCK HOBBIX KJIMEHTOB;

® KOHTPOJIb 32 KOJIMYECTBOM MPOAYKIIMH Ha TOPTOBOM CKIIA/JIE;
® JIOKYMEHTaIIMOHHOE 00ECIeYeHUE CACIKH KYTLUTH/TIPOIaXKH.

busnec-niporiecc paboThI OT/ENA MPOIaXKK TIpeIcTaBieH Ha Pucynke 3.
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Janpoc oT

EAWMEHTA

BTl AW MHGopManma o 3ANPOCKTE M BHECTH
OAHHLIE O KTHUEHTE B

K

KAWEHTE B KAWEHTCKOW Baze?
HeTt Bazy QaHHLIK

Ha

[lpoBepuTL aKTYa ALHOCTL
MHEOPMALMA O KAMEHTE

OdopraeHUE 3aKkasa W

BLICTABAEHWE CHETA KAWMEHTY

KOHTROAL ONAaTE KAMEHTOM

K

MNpoBEpHa W YMAKOEKa NP O ayKLAM

N

OTRpaeKa NpoayKuMK KAMEHTY

Pucynox 3 - busnec-nporiecc 00pab0TKu 3assBKU

Jlns Toro 4ToObl YBEIMYUTh YUCIO TMPOJAXK, HAWUTH HOBBIX KIUEHTOB U
COXPaHUTh YK€ CYIIECTBYIOIIMX, MPEANPUITHS HEOOXOJAUMO MpHUHATH Mepbl. Ha
paccMoTpeHne ObLITN BEIHECEHBI HECKOJIBKO TIPEIIIOKEHUN:

e VYBEJIMYECHHUE KOJMYECTBA COTPYIHUKOB;
e BHeapeHue HOBBIX TEXHOJOTHM Tpojgaxk (BeaeHHE eauHON Oa3bl

KJIMEHTOB).
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BreiOupast ovH U3 TPEJIOKEHHBIX BAPHAHTOB, KOMIIAaHUS B IEPBYIO OUYepeib
aKIEHTUPOBaJa CBOC BHUMAaHHWE Ha 3arparbl. EciM yBeNIMYWBaTH YHCICHHOCTH
COTPYIHHUKOB, TO 3TO BEAET K 3HAUUTEIBHBIM PacXxoaM:

e 3apaboTHas maTa;

e Hamnoru;

e OTuucieHUs B IEHCUOHHBIC (POH/IBL;
e (OOyueHue.

YuuteiBass TOT (aKT, YTO KOMIIAaHWS I[IOCTaBWJIA OTpaHHUYEHUE «0e3
YBEIIMYCHUS 3aTPaT», OBLJIO MPHUHATO PEIICHUE TIOWTH 10 BTOPOMY ITyTH, BHEIPCHHE
HOBBIX TEXHOJIOTHH Mpojax. BeIOOp OBLI OCTAaHOBJICH Ha BHEIPSHUH COBPEMEHHOMU
texHoioruu npoaax — CRM-cuctembl, KoTOpas MO3BOJISIET BECTH CIUHYIO 0a3y
KkiueHToB. [IpenaraeMmoe H3MEHEHHE CUCTEMBI Pa0OTHI OT/CIA PO MO3BOJISICT:

» CHU3UTH TPeOOBAHUS K MEHEDKEpPaM;

* [TOBBICHTD yIIPaBIAEMOCTh OTICIIOM MPOIAK;

* CHU3UTBH CTOUMOCTD TIPOJIAXKH;

* [ToBBICHTH KaueCTBO OOCITY)KHBaHHS KIIMCHTA,;

* [IpuBsi3aTh KIMEHTA K KOMIIAHUH, & HE K OTACIBHOMY MEHEKEPY.

2.3. CpaBHMTE/IbHBII aHAJIN3 NPOrpaMMHBbIX NpoaykToB CRM.

Ha pbiHke nmporpaMMHBIX TPOYKTOB U MH(OPMAITMOHHBIX CUCTEM CYIIECTBYET
Oosbiioe KoJmyecTBO mpesioxkenuii mo CRM cuctemaM. DTH cuCTeMbl JOBOJILHO
pa3HooOpa3Hbpl MO O0BEMYy pelIaeMbIX 3a7ad, MPUMEHSEMOMY O00O0pY/I0BaHUIO,
TexHonorusaMm pabotel. [Ipu BbIOOpe CRM cucteMbl HEOOXOIUMO YUUTHIBATh
MHOECTBO (PaKTOPOB.

Jlnst menei, CBA3aHHBIX C pabOTOM CHUCTEMBI KayecTBa, BaXXHO YYECTh
CJIEIYIOLIUE U3 HUX:

Coomeemcmeue mpebosanusim 6usneca. Ilpexae, yeM NPUHUMATH PELIEHUE O

BHeapeHnn CRM cucreMbl, HEOOXOJMMO TOYHO OIPEIASIUTh, KaKHe 3aJadd OHa
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Oyaer pemaTh B YCIOBUSX KOHKpETHOro mnpeanpusatua. Cuctemy HEOOXOAMMO
BbIOMpaTh 1o TpeboBaHus OU3HECa, a HE HA00OPOT.

Ilpocmoma ucnonvzosanusn. llonb3oBaTenbCKuii WHTEpPEic T0KEH OBITH
MaKCHMaJbHO TPOCTBIM U ynoOHbIM i pabotel. Ecmu CRM cucrema Oyner
YCIIOKHATh TPOLECC B3aUMOJEHCTBUS C KIMEHTAMU M YBEJIMYMUBATH KOJUYECTBO
NENUCTBUN, KOTOpbIE MOTPEOYIOTCA COTpPYAHUKAM s pabOThl, TO Takas CUCTEMa
OCTaHETCsl HEBOCTPEOOBAHHON. DTO MPHUBEAET K TOMY, YTO He OYyIeT peanu30BaH
KJIFOUEBOM AJIEMEHT CUCTEMbI KaueCTBa - PEerucTpanus JaHHBIX.

Hanuuue ananumuueckux uncmpymenmos. Jlnsg TpOBENEHUS aHamu3a M
BBISIBJICHUS MOBEJEHUS MOTpeduTeneil, ux tpedboBanuii u oxunanuii, CRM cucrema
JIOJDKHA JaBaTh BO3MOKHOCTh MPOBOJUTH aHAJIW3, OPUEHTHPOBAHHBIM Ha KaXKIOTO
KOHKPETHOT'O KJIUEHTA.

Bozmooswcnocms nHacmpoiiku Ha npoyeccol. Baxuo uytoObr CRM cucrema
NO3BOJIsAJIa TMOKO M3MEHATh HACTPOWKH B 3aBUCUMOCTH OT XOJa MCIIOJHEHUS
npouecca. Takas BO3MOXHOCTb [O3BOJIUTH 0Oo0Jie€ TOJHO ONpPENETUuTh U
aBTOMATU3UPOBATH KaXblii KOHKPETHBIN MTPOIIECC.

Macwmabupyemocms. ITOT KpUTEPUM OCOOCHHO BaKeH [JIsi KPYIHBIX
opranuzanuii. Heo6xoaumo, uto0sl petenus, npumensembie B CRM cucreme, Obuin
MacIITabMPyEeMbIMU M MOTJIM IPUMEHSATHCS JIJIs1 OOJIBIIIOTO YKCTIa T0JIb30BaTeIeH.

Hacmpoiika noo ycnoeus xoukpemnoti ompacau. B xaxnon orpaciu u chepe
NESATETLHOCTH €CTh CBOS crienuduka padoThl ¢ KIHMEHTaMH. JTa crienuduka 10mKHa
yuntbiBaTbcst B CRM cucreme.

Hacmpoiika noo nonvzosameneti. Kak cama opraHmzanusi, Tak U cCpeja,
OKpy’Karollias ee, U3MEHSAIOTCSI CO BpPEMEHEM. JTO NPHUBOJUT K HEOOXOIUMOCTH
U3MEHATh ycioBUs paOoTel modb3oBarened CRM cucrtembl. [ns sddextuBHOM
paboThl, HEOOXOIWMO, YTOOBI B CHCTEME OblIa MPEAyCMOTPEHA BO3MOXKHOCTH
IPOCTOTO0 U OBICTPOTO M3MEHEHMs MOJb30BATENbCKUX (PYHKIMHA B COOTBETCTBHU C
MEHSIOIMMUCSA OU3HEC 3aJaYaMHU.

Humeepayus ¢ opyeumu ungopmayuonuvivu cucmemamu. B opraHuzanuu

MOT'YT CyII€CTBOBATb APYIUC CUCTCMbI dBTOMATHU3AllMU W YIIPABJICHHA ITPOLCCCAMMU,
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M03TOMY BaXXHBIM KPUTEPHUEM BBIOODPA SIBIAETCA BOZMOKHOCTh MHTETPALlMA U OOMEHa
naHHbIMU Mex1y CRM cuctemoil 1 JpyrumMu CuCTeEMaMy aBTOMAaTU3ALUH.

Cmoumocmo enaoenus. CrouMocth BiageHuas CRM cucteMoil cKiaabIBaeTCs
U3 HECKOJIBKUX COCTABJISIIOLIMX: CTOMMOCTHU JIMLEH3UI, UHTErpalyy ammnapaTHoro u
POrPaMMHOT0 OOECIEUYEeHHs, TEKYIIUX 3aTpaT Ha TEXHUUYECKOE OOCIyKMBaHUE U
aJIMUHUCTPATUBHBIE pacxonabl 1o yrpasieHuto WUT - aktuBamu. DTOT KpUTEpUid
TaK)K€ SBJISIETCS] CYIIECTBEHHBIM IIPH BHIOOPE CUCTEMBI.

Onepamuenocms mexuudeckou noodepaicku. [{ns adpdextunoi padorst CRM
CHUCTEMbI, BaXXHBIM (DAaKTOPOM SIBIISIETCSI CKOPOCTb pPEarupoBaHUs MOCTaBIIUKA
CUCTEMBI Ha 3alpOChl OJIb30BATENEH U PEIICHNE BOBHUKAIOIIUX Y HUX MPOOIIEM.

CymiecTByeT psifi IpYrMX KpUTEpUEB, KOTOpPbIE HEOOXOJUMO YUUTHIBaTh NPHU
BbI00Ope CRM-cucTtembl. YKa3aHHbIE BBILIE KPUTEPUH SABISIOTCS HanOosiee OOIMMMU U
HEO0OXOAUMBIMHU JIJ1s1 OOIBIIMHCTBA KOMITAHUH.

Bompoc Beibopa CRM-cucTeMbl 3aBUCHUT OT IOCTABJIECHHBIX HaMHU 3ajad U
NapamMeTpoB, CPEIrd KOTOPBIX CTOMMOCTb CUCTEMBI B 4ucie nepBbiXx. Hamu Obuin
BbIOpanbl Tpu Bujna CRM-cucrem, Takue kak: butrpukc24, Meramian 1 AMoCRM.
Otu CRM-cuctempl SABIAIOTCS OOHUMH M3 CaMbIX TOMYJISPHBIX Ha PBHIHKE, IO
OT3bIBaM M KOJIMYECTBY MCIOJIb30BAHUS B COLIMAIBHBIX CETSIX.

Ta6muna 3 - CpaBauenne CRM-cucrem

OcHoOBHBIE QYHKIUU burpukc 24 Meramnnan AmoCRM
CRM-cucremsl
CepBuc OecrinaTHbIN o becnatHbii Ot 450py6/mec. 3a
JI51 KOMITAaHUH Tapop. OJTHOT'O COTPYIHUKA
a o busnec — g PyA
mo60ro pazmepa. ot 3 200
py6./mec.
[Tnatuble Tapudsbl e Tpomanu —
MIPEeyCMOTPEHBI IS ot 2450
Lena . pyo./Mec.
KOMIIaHUH, rj1e
e 3amauyu —
6ounpiie 12 ot 1450
COTPYAHHUKOB py6./mec.
MOJTB3YIOTCSI OM3HEC- JlocTyTieH TeCTOBBII
UHCTPYMEHTAMU WM | TIEPHOJ Ha 2 HEeNelNu.
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HEOO0XOIMMO
JIOIIOJIHUTEILHOE
MECTO B OOJIaKe.

Torna cepBuc Oyner
CcTOuTH OT 990

py0./mecsiy

Oktell , Callback
Hunter,
JIRA ,amoCRM, Mail

CrocoTime,

Oktell, amoCRM,

Google Kanennaps,
Roistat, JivoSite,

Google Apps for
Work, Google
Kanennaps, Mail

Chimp, O¢uc IIpocTbie 3BOHKH, Chimp, Wufoo.
Tendpun, Google 1C:IIpeanpusitue 8
Apps for Work,
Roistat, HyperScript,
WuTerpanus / ) .
CoMagic, Microsoft
CunxpoHU3aLus ]
Office 365,
onlinePBX, IIpocteie
3BOHKH, Microsoft
SharePoint,
Microsoft Exchange,
1C:IIpeanpusitue 8,
Tpan3anrop
Pacchuika (e-mail) + + -
Onosemenue + + +
Cnucok, mIockui Crnucok, nepapxus , Crnncok n
CHucok, /luarpamma auarpamma, KOMMEHTapUH K
["anTa, nog3agaun, | KOMMEHTapUU, CUETUHK 3a/1auam
CrpykTypa 3anau
OBICTpBIC MOA3aAaun yueTa BpeMEHH,
npeoOpazoBaHue 3a1a4
B ITPOCKT
[Tman npopax + - +

AHanuTHKa/OTYETHOCTD

Boposnka nmponax,

OTYCTHOCTD

Boponka nponax

Boponka nponax
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OcHoBHbIE TpeOOBaHUS, KOTOpPHIM A0kHAa oTBedarh CRM-cucrema, yxe
chOopMyIMPOBAHBI B U3JIOKEHHOM paHee Marepuaie. Heooxoammo BeIOpaTh CUCTEMY,
MAaKCHUMAJIBHO TMOJIHO YAOBJIETBOPSIOMIYIO UX.

Hcxons w3 pmaHHBIX TaONMIBl ONTHUMAJIILHOM CHCTEMOM, OTBedYarolei
TpeOOBaHMSIM TeleKoMMYyHHUKaMoHHOW kommnanuu "CMET", sasnsercs CRM-
cucrema butpukc 24.

«butpukc24» - 3T0 MPOCTON M YAOOHBINA CEPBUC IJS OpPTaHU3AIMU PaOOTHI.
910 12 UHCTPYMEHTOB, HEOOXOAMMBIX Il OM3HECA: COLICETh KOMITAHWUM, 33Ja4l U
NPOEKThI, KaJeHJIapH, 4ar, BHUAE03BOHKM, CRM 1ys ynpaBiieHHs HOpoAakamu,
BuptyasibHass ATC, Ou3Hec-mpolecchl, MouTa, AUCK, MOOWIBHOE NPHIOKEHUE H
MHoroe apyroe. Emie onHa BaxHas OTJIMUUTENbHAs OCOOCHHOCTh «butpukc24» —
KOHLIETILIMS COIMANBbHOrO HHTpaHeTa. OObIYHbIE HHCTPYMEHTHI KOPHOPATUBHOIO
1opTaja JIONOJHEHbI IPUBBIYHBIMUA IEMEHTAMHU COLMAIBHBIX CETEH. DTO MO3BOJISAET
c/leliaTb KOMMYHHUKAIIMU BHYTPH KOMIIAHWU TaKUMHU K€ JIETKMMH, Kak OOIleHue ¢
IpY3bsIMU — 00ydeHHUe paboTe C MOPTAIOM IPAKTUYECKU HE TpeOyeTcsl.

Urto B3suM colMaibHble MHTpPAHEThl U bUTpukc24 OT OOBIUHBIX COIMATBHBIX
ceteil? CaMoe BaKHOE U MOJIE3HOE JJIs1 pabOTHI.

o Jlnunsie mnpocdunu: B mnpodune yxaszwviBatorcs DUO,
KOHTAaKThl, JOJDKHOCTb M MOJPA3JEIICHHEe, HO CaMoO€ TIJIABHOE —
MpoQeCCHOHANIbHBIE HABBIKM M MHTEpPECHI, padouue 3aJaul U TPYMIIbL.
[Tonb3ysicCh BCTPOEHHBIM TJIOOATBHBIM TOMCKOM, IO 3TUM JIaHHBIM
MOKHO B JIBa CUETA HANTH HY>KHOI'O CHELHUAINCTA WIH IKCIIEpTa BHYTPU
KOMITAHHH.

° JKuBas neHTa: mo CMBICIYy OHAa MOXOXa Ha «JIeHTy
HOBOCTE» DeiicOyka, TOIBKO 3/1eCh TPAHCIUPYIOTCA CTATYChl KOJIJIET,
angeiTsl MO 3aJayaM, MOSIBIEHUE HOBBIX JOKYMEHTOB, OOCYXKICHHUS.
[TocTymaromuii B JIGHTY KOHTEHT MOKHO (punibTpoBaTh. B 00miem, nenTa
nomoraetr ObITb B Kypce coObiTuii. KcTatw, ¢ mOMOIIbIO CTaTycoB B

KuBoii ieHTe OueHb yA00HO 3a7aBaTh «BOIPOCKHI KO BCEM).
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o KomMmenTapun u maiiku: 0OCyX AaTb U KOMMEHTHPOBATh
MOHO BCE YTO YrOAHO — CTaTyChl U JIt0ObIe coObITUS B JKHMBOI JIEHTE,
3ajaun, Qororpapuu M Aaxke JOKYMEHTHI. 3a0JHO MOYKHO CTaBHUTb
«naiikn». OdeHb yAOOHO [ MIHOBEHHOW OOpaTHOM CBsI3U, IS
PYKOBOJIHTEIIEH — BOOOIIE CKa3Ka.

o MrHoBeHHBIE COOOILIEHUS: TEKTPOHHAS 1104Ta KaK TaKOBas
HE HY’)KHa, MpU HEOOXOAMMOCTH HEMyOJIMYHOE OOLIEHHE MOXKHO BECTH
4epes3 MECCEHIKED.

bnarogaps «butpukc 24» KOMIIaHUs NOJy4aeT CBOKO HEOOJIBIIYIO OECIIaTHYIO
KOPIOPATUBHYIO CETh B KOTOPOUM MOXHO:

o CraBuTh 337241 1epes cCoTpyaHuKaMu. KOHTpOoaupoBaTh Ux
BBIIIOJIHEHUE, BBICTABJIATh CPOKHU U OTCIIEKUBATh U3MEHEHHS.

o [HomyuuTs (paiioBoE XpaHUIULIE.

o CoTpyJHUKH BHYTPHU 3TOM CETH MOTYT OOIIATbCS HE MpHU

IIoMOIIHY IMMUCEM, a IIPU IMOMOIIH MIHOBCHHBIX COO6H.[CHHI>1.

o CoBmecTtHas paboTa Haja JHoKyMeHTaMu. OTCIeKUBaHHUE HX
BEpCHIL.

o Kanennapu u miianupoBaHue.

o VYyer pabouero BpeMeHU COTPYAHHUKOB.

° IIpoBeneHne u IaHUPOBAHUE COBELIAHUM.

o Opranuzanus nmpaB JOCTyNa K pa3ziesiaM COTPYAHUKOB.

o B03MOXHOCTB pab0Thl ¢ KOMMYHUKATOpa WK TeaedoHa.

o CRM (B mwHamem ciyvae, SsBIIIETCS CaMOW BaKHOMH
COCTaBJISIIOIIEH).

B butpukc24 Bce He0OX0IMMbIE HHCTPYMEHTHI €CTh U TECHO B3aUMOCBSI3aHBI C
CRM onnaiiH, 4TO 3HAYUTEIBHO yHOpPOILIAeT pPadOTy ¢ KIMEHTAaMHU M TPOIEece

npoaaxu. B aTom - oHO U3 npeumyiiectB butpukc24 nepen IpyrumMu cCUCTeMamu.

[26]
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2.4 Bueapenne cucrembl burpukc 24 B OO0 «CMET» u ouenka ee
3¢ PeKTUBHOCTH

Buenpenue — 3T0 mpoliecc 3amycka MNPOTpaMMHON CHUCTEMbI B padoTy.
Brenpenue — 3T0 Takoi ke MPOEKT, Kak pa3padoTKa MPOrpaMMHOTO OOECIICUCHUS,
KaK 3aMeHa ycTapeBilero obopyaoBanus. Ha BHeapeHHE HYKHO BBIJIEISATh CHIIbI U
CpelcTBa — MporpaMMa He 3amycTUTcs cama co0oil. COTpyJHUKH KOMIIAHUU HE
OyIlyT U3y4aTh CUCTEMY CAMOCTOSITEILHO U C PaJIOCThIO MPUCTYMATh K paboTe C HEeil.

He penku cutyaiuu, Korja caMy KOMIIAHUM HE TOTOBBI K Hayally padot
1o BHeNpeHuto. [Iporpamma crienana, yCTaHOBIIEHA, HO BHEJPEHUE HE HAYUHACTCS 110
BHYTPEHHUM MPUYMHAM: TO CHEIHUAIUCTHI B KOMaHJIUPOBKAX, TO HJAET 3aKPBITHE
nepuoJa M HE JO HOBOM MporpaMMbl. 3/1€Ch OCHOBHAs 3ajaya PYKOBOJMTEIA
KOMIIaHUU HE TIPOCTO JIaTh CTapT MNPOLIECCY, HO U aKTUBHO HAIPABIIATH €r0 B HY>)KHOE
pycno. BHeapeHue cuctemMsl MPOUCXOINUT B MSATh 3TAIOB.

[lepserit atamn. [IpeanpoexkTHoe oOcaea0BaHUE.

B nepByro ouepenps BBIICISIOT, KaKU€ KOHKPETHBIC 3aJlauyd JOJDKHA PEIIUTh
CRM cucrema.

B OO0 «CMET)» BBIACHIAIOT TaKHE 3a1a9M KaK:

VYyer kiIMEHTOB (BHeceHHWE HHGPOPMAIMM O KIHUEHTE, KOHTAKThI, KapTOUYKU
NPEANPUSTUNA, IPYTUE PEKBUBUTHI);

Yuyer MeHemKepoB (OTBETCTBEHHbICE MEHEIKEPhl 3a KAXKIYI0 CHCJKY,
MPOU3BEACHHBIE CIEIKHM Y MEHEIKEPOB, KOJMYECTBO CJICJIAaHHBIX 3BOHKOB,
MPOBEJICHHBIX C/EJIOK);

VYyer cpenok (cTtaauM CHENOK - «EeCTh 3asBKa», «HA MOAMHCAHUNY,
«OTJTAaY€HO», «TOBAap JOCTABJICH KIMEHTY», IIa0JOHBI JTIOTOBOPOB, BHECCHUE B
peectp);

Vet cueToB (y4eT IIaTeKHbIX TOPYYEHUN U CUETOB);

3aKynKy;

KauecTBo kimmeHTa (CymMma A0roBOpa, BpeMs MOTPAuyE€HHOE Ha 3aKIIFOUCHUE
CIIEJIKH, BpeMsl ITOAMUCAHHS JOTOBOPA, BPEMS OILIATHI CUETa);

XpaHeHne He0OXOAUMOM JOKYMEHTAIIMH JIJISI COBEPILICHUS CEIOK.
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VYuuteiBas, yTo bUTpUKC 24 MO3BOJUT PEUINTh BCE MOCTABJIEHHBIE 3a/1a4d, TAK K€
uHTep(delic CUCTEMBI OTINYAETCS CBOEH MPOCTOTON U TOCTYITHOCTBIO.
Jasee paccMaTpUBaeTCsl BBOJ CUCTEMBI B KCIUTYaTaLHIO.
I{enp maHHOrO 3Tana — MOArOTOBKA CUCTEMBI JUIs IEPEAAYM B DKCILTyaTaLUIo.
JIaHHBII 3TaIl COCTOUT U3 CIEAYIOIINX 3a/1a4:
® YCTaHOBKA CHCTEMbI Ha pabo4yeM MecTe Ka)XJI0ro MEHEIKEpa,
® IEPEHOC HAKOIUICHHBIX JAaHHBIX,
e O0O0ydYeHHE MMOJIh30BaTEIIEH,
® BBOJ B ONBITHYIO JKCILIYaTALMIO.
JUis  Havaya, NPOXOAUT  pPETUCTpalUs  COTPYJHUKOB  Ha  caiTe

https://www.bitrix24.ru. Tak kak B KOMIIAaHUW KOJHYECTBO COTPYIHHKOB MEHee 12,

BCS pErucTpalus NPOXOAUT a0COIIOTHO OECIIaTHO.

Kax u mobas undopmarmonnas cucrema, CRM-cucrema 3¢ hekTBHA TOTBKO
TOTJla, KOTJla B HEl €CTh JAaHHbIe, HEOOXOIMMBbIE MOJIb30BATENSAM JJIS BBITOJHEHUS
cBoeil paboThl. /[ Hawama paboOThl B CHUCTEMY BHOCSTCS JaHHbIE O KIMEHTax
OpraHu3allyy, IMOCJe Yero MporpaMMon y»ke MOKHO MOJIHOLEHHO UCIO0JIb30BaTh. Bee
JaHHBbIE OBUTM 3arpyXE€Hbl C Pa3JIMYHBIX UCTOYHUKOB, IJI€ XpaHWIACh MH(MOpMAIIHs
(1C, Excel,Microsoft Word)

Crnenyromuii mar - o0y4eHue Mmojab30BaTeei.

Ilocne 3amycka NOPOUCXOAWUT MPAKTHYECKM WHTYUTHUBHOE  W3Yy4YEHUE
OporpaMMbl, HO BCe-Taku JJs (OPMaAIbHOTO O3HAKOMJIEHHMS C MpOrpaMMoi
CYLIECTBYET BHJIEO OOy4YyeHHEe, a TaK K€ JOCTaTOYHO NOAPOOHO ONUCaHHas
MHCTPYKIUS, KOTOpasi HAXOJUTCSl Ha caiTe, TJIe ONMHUCaHbl BO3MOXKHBIE BOIPOCHI U
OLIMOKH, KOTOPbIE MOTYT BO3HUKHYTh BO BpeMs paboTel ¢ butpukc 24.

Jlanee uaer oOydeHHe Ha pabO4YeM MECTe€ OTBETCTBEHHBIM (HACTaBHUKOM,
KOTOpBI HA3HAYaeTCsl U YUUTHIBACTCS, YTO 4YacThb €ro pabodyero BpeMeHU Oyaer
3aHsTa Ha BBIIOJHEHHE 3aa4 110 O0YUYEHUIO U KOHCYJITUPOBAHUIO).

Tpetnii mwar - BBOJ B 3KCILTYaTALHUIO.
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Jnsg Toro 4ToObl TMpoOLIECC HAKOIJIEHUS MJAHHBIX HE PacTATHBACA,
YCTaHaBIMBAIOTCA CPOKH U BbIAENIEHBI paboune yachl g BHECEHUs HHPOPMAIIUU O
KIIMEHTax U clenkax. B Hamem cnydae necarb pabouux gHed. [ToMuMo OCHOBHOIO
o0Bbema paboT, MEHEKEPhI BBITTOJIHSIN YCTAHOBIEHHBIN TUIaH PabOT ¢ CUCTEMOM.

[lepenocurcss wuHbopMmanuss O KIMEHTaX U3 Pa3JIUYHBIX HCTOYHHUKOB:
AJIEKTPOHHBIE 0a3bl KiIueHTOB B Qopmare Excel u kapTouku mnpeanpusiTii,
XPAHSIIAECS B ApXUBE OpraHu3aIiy, OyMaKHbIC apXUBBI IPEATPUSTHS.

3aHocs aHHbIE 00 YK€ UMEIOUTUXCS KIIMEHTaX, U OTMeYasi KaueCTBO KJIMEHTA -
COTPYAHUKAMU KOpPpEKTUpyeTCcs BHeceHHass uHpopmanusa. Jo0aBmisisi KapTOUuKy
KJIIMEHTa B pa3JIMYHbIE TPYIIbI, IO KOTOPBIM YK€ Oylner NpocTO HaWTH
MHTEPECYIOIIYI0 TpyNny KIMEHTOB W Npeiaratb WM OIPEIEICHHBIE YCIYTH.
[Tomeuaercst nHGOpMAaLMs O COBEPIIECHHBIX 3BOHKAaX, CAEIKAaX M HaME4aeTcs IIaH
paboT Ha JanbHelIIee BeIeHUs KIIMEHTa, 3aKJIF0UEHUE 10T0BOPA.

Bo3MOxHO, B CcMCKE KOHTAaKTOB €CTh JAYOJUKATHI: WU MEHEIKEP J00aBUI
KJIMEHTA TTOBTOPHO, WJIM C ATUM K€ KIIMEHTOM KOTJa-To padboTaji Ipyroil COTpyIHUK
u yxe BHec ero B CRM ob6nako. B «butpukc24» 1erko MOXKHO MpPOBEPUTE
uMeroIytocs 0azy u o0beauHuTe 1yonukarsl. Ecth 4 BapuaHTa paboThl ¢ 1yOJIsIMHU:
MPOITYCTUTh, OOHOBUTD, JOTOJIHUTH, CO3/1aTh HOBBIH.

B nansueiimem CRM butpukc24 npeaoTBpaTUT caMo MOSIBJICHUE TyOJIMKATOB.
Cucrema BBISIBUT AyOnM cpasy K€ MpU CO3JaHUU HOBOIO JIMJA, KOHTAKTa WM
KoMnaHuu, a Takxe npu wumnopre. Kpome toro, CRM-cucrema CylecTBEHHO
MOBBICHJIa MPO3PAYHOCTh U YNPABIAEMOCTh TMpoleccoM mnpoaax. JlelcTBus
COBITOBBIX nojpasJieJIeHu 110 OTHOUIEHUIO K pa3JIMYHbIM KJIMEHTaM,
nudpepeHInpoBaIich, a BHUMAHUE MEHEHKEPOB YEISAETCS OOMICHUIO C KIMEHTaMHU
U THIATeJIbHEE MPOIyMBIBAETCS CTPATETUS U TAKTHUKA BEACHUS CIEIIOK.

B CRM Benmercs yder Bcex KIMEHTOB M He ToybKo. JltoOas «3aremnka» (B
butpukc24 - 310 «UA»), KOTOpass B OyAyIIeM MOXET CTaTh PEAIbHBIM KIUEHTOM,
bukcupyetcsi. ITo MOKeT ObITh email, mpomnyIeHHbIA 3BOHOK, COOBITHE.

3ajgadya MeHeKepa Mo MpoAaXaM - BBISICHUTh, KTO 3TO M KAKUM M3 BalluX

TOBAPOB WJM YCIyT HHTEPECYETCS 3TOT NOTEHUMANbHbIA KineHT. Korma nsta
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uH(poOpMaIUs TOSBISETCS, JIMJ KOHBEPTUPYETCS B KOHTAKT W KOMITAHHMIO (€Cln
KIIMEHT TIPEACTABISIET IOPUANYECKOE JIUI0), a 3aTeM B CAEJKY (KOorjga HamMedaeTcs
npojaxa). Pabora mo takomy crieHapuio (0T Juja K KOHTakTy M K cieike) B CRM
cuctemMe butpukc24 mMO3BOISIET MAaKCUMAJIbHO «JOKAaTh» BCE MMOTCHIIMATHHBIC
3alleTKU U TPOaHaIU3UpPOBaTh I3P(HEKTUBHOCTH pabOTHI OT/IEIA IPOJAK.

Ouenka 3¢hpexkmusnocmu enedpenusn cucmemvt bumpuxc 24

B pesynbrare BHenpenuss CRM-cuctemsl, ObUIM pemIeHbI Psij MTOCTaBICHHBIX
3asay:

e BrijceHne KIIOYEBBIX KIMCHTOB W COCPEIOTOYMBAHUE YCWIMNA Ha
paboTe C HUMU

e IlpenocraBneHue  JOMOJHUTENBHOIO  CepBHCA  JJIsi  KIHMEHTOB
(uHbOpMHpOBAHHE O HOBBIX MPOAYKTaX, AakKIHMH, KOHCYJIbTAIUH,
«TmpeaBocxuinas xeinanue Kinmenaray u T.1.)

e VBenuueHue o00bEM TPoJax (IMOBTOPHBIC MPOJAXKH, JONPOIAKU
COMYTCTBYIOIIUX YCIIYT, IEPEKPECTHBIC MPOJAKH, YBEIUUCHHUE TPOJAK
3a CYET J0JU KOHKYPEHTOB)

e OTka3 OT pacHIUpeHUs  IITaTta. 3HAYUTEIBHOE  IOBBIIICHUE
s dexTuBHOCTH PabOTHI COTPYAHUKOB. COKpallleHUe MOTEPH BPEMEHU
Ha PYTUHHBIX OTeparusaX. Y CHjieHue KOHTPOJIS HaJ IeITeIbHOCTBIO.

e VYCcKOpeHHe OCHOBHBIX OM3HEC-TIPOLIECCOB

e B03MOXHOCTh aHaNIM3a UCTOPUU PAOOTHI C KIIMEHTAMHU U TUIAHUPOBAHUE
(haKkTOB B3aUMOJICHCTBUS.

JIJ1st HarasAHOCTH MPUBEIeHA TA0JINIIA, T/I€ PACCMOTPEHBI TUITUYHBIC CUTYaITuU
U TmpoOJemMbl, ¢ KOTOphIMHU cTajkuBaeTcss kommanus «CMET» u kak oHu ObuIH

pemensl ¢ nosieneHneM CRM-cucremsl «butpukc 24».
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Tabmuma 4 - CpaBHEHHE NEATEIHHOCTH
nocilie

opraHu3anyvn A0 BHCIAPCHUA CHCTCMbI U

be3s CRM-cucremsl

C CRM-cucremoit «butpukc 24»

MeHnemxepsl Mo Ipoaakam BEAYT 3aIIMCH
0 KJIIMCHTaX UHAUBUIYAIbHO, B 3aIIUCHBIX

KHIWKKax wiu B (aitmax  Excel.

HCPCHI/ICKa C KIIMCHTaMH 110

3HCKTp0HHOﬁ IMOYTC, XpaHAIIaACsSs TOJIBKO

B II04TOBOM SAIHUKE IIpoJaaBua,

HEJIOCTYIIHA  PYKOBOJACTBY.  Bakuble

NUCbMa MOTYT MPONAcTh WM ObITh
yAAJICHBI,

HCBO3MOKXHO BOCCTAaHOBUTDH

HCTOPHIO pa6OTI>I C KIHMCHTOM, HCT

KOHTPOJISl HaJ[ TIPOJIaBIIOM

Bce pamHple O KiIMEHTaxX M CHEJIKax
XpaHATCA B OJIHOW 3alllMIICHHOM O0ase
JIAaHHBIX C Ppa3AeisiIeMbIM JOCTYNOM:

COTPYAHHUKH HUMCIOT AOCTYII K

I/IH(bOpMaHI/II/I B COOTBETCTBHU CO CBOEH
POJIBIO U IMOJIHOMOYHAMMH. YMeHblIaeTcs
151

BCPOATHOCTDH HCKAXXCHUA

dbanbcuduKauu JaHHBIX O CIETKE

[Ipy yBOJIBHEHUU MEHEIKEPHl YBOIAT
MoKymarene ¢ cobol, He OocCTaBiss
noApoOHON HH(pOpMAIIUU O KIHEHTE U

€ro 0COOEHHOCTSIX

HpeﬂﬂpHHTHG HC TCPACT HOTpe6I/ITeJIH

IIpU  YBOJBHEHHH MEHEIKepa BCS
uHpopManusi O KIMEHTE U CHEIKax

COXpaHseTCs

MeHexepsl HEpEAKO 3a0bIBAIOT

NNCPE3BOHUTL KIMCHTY HWJIM OTOCJIATh

HEO0OXOIUMYIO uHdopmaruio, HE
OOpIOTCSL 32  KaXIylw  CHEIKYy, a
BBLIOMPAIOT  NPUHOCAIIME  OOJIBIIYIO

BbII'OY HMMCHHO HM, a HC KOMIIAHUH.

Ommbku B paboTe  OmpaBAbIBAIOT

00JIBILION 3arpy3Koit

IosiBaseTcst BO3MOKHOCTbD
aBTOMATU3UPOBATHh PYTUHHBIC OTIEpaIlUU:
Tele(OHHBIC TMEPErOBOPHI C KIMEHTOM,
paccbuUiky  (akCOB M DJIEKTPOHHBIX
MHUCEM, pacrleyaTKy HakKJIeeK Ha MUchbMma
n T. . Cucrema momMoraer coOJIr0IaTh

peryiaMeHT paboThl ¢ KIIMEHTaMU

PYKOBOI[CTBO KOMIIaHMHM  3aBHCUT OT

NpOJABIIOB, HE  MOXET  CTPOUTh

IIPOTHO3BI, HE BiajiceT WHGOPMAIUCH O

Cucrema IIO3BOJIAACT YUUTBHIBATH

VHJIMBU1yaJIbHbIC 0COOEHHOCTH,

MNpCaAIoO4YTCHHUA KIMCHTA, €TI0 3HAYUMOCTD
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OpUYUHAX pOCTa W TAJACHUS YpPOBHS
IPOJaK.

[Tpu oTcyTCTBHM MeHeKepa Ha pabouem
MecTe (KOMaHIUPOBKa, OOJIE3HB, OTITYCK)
MOJIYYUTh WH(OpPMAIMI0O O KIUEHTE U
CIETKaXx C HUM HEBO3MOXHO, M CICIKH

CPBIBAIOTCS

Ui KomMmaHuh. YeTko BUAHO, Kak
OCYILECTBIIsIACh cleyika (1o 3Tamam).

Kaxnaplii KIMEHT B3aUMOJICUCTBYET C

MEHEIKEPOM, KOTOPBIN HECeT
IIEPCOHAIIBHYI0  OTBETCTBEHHOCTb  3a
pe3ynbTaTel NpOAaXX, BMECTE C TEM

PYKOBOJICTBO B JIIOOYIO MHUHYTY MOXET

O3HAKOMUTLCH C ITOJIOKCHHUEM ACII.

Uto kacaeMo (UHAHCOBBIX 3aTpaTr, TO NPEANPUITHIO BHEAPECHHE JTAHHOU

CUCTEMBI 000IIIOCHh OECIIaTHO, T.K. IITa0 COTPYAHUKOB MO3BOJISIET UM MPUOOpPECTH

OecIIaTHBIN Tapncp. OTO ABJISIETCS OJHHUM H3 CaMBbIX ITOJOXUTCIBbHBIX MOMCHTOB.

Jlns oneHku 3¢G(PEKTUBHOCTH PaAOOTHI OTAENAa MNPOJAX ObUIM OMNpEeaeTCHbI

KpUTEPUHU KayecTBa €ro paboThI:
e OO0BeM nmpoaax.
e Bpems 00paboTku 3aKasa.

e Yyciio 3aka3os.

e KoJyiMyecTBO KJIMEHTOB B 0ase.

e KonmuecTBO «IpOCPOUYEHHBIX/TIOTEPSHHBIX)» 3aKa30B

e KauecTBeHHas IMOoATOTOBKA JOKYMCHTOB

st onenkn BHenpeHuss CRM-cucteMbl ObUT BEIOpaH OJMH W TOT KE MECHIT

paboThl KOMIMAaHWM (ampeiib), TOJABKO B pasznuyHbix romax (2015 u 2016 ronma).

Pe3ynbpTaThl cpaBHEHHs 33()EKTUBHOCTH PadOTHI OTAENa MPOJAaX MPEIOCTAIBEHbI B

TabIuIE.
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Tabnuna 5 - PesynbpTaT onieHkr 3 (HEeKTUBHOCTH pabOTHI OTIEa MPOJAK

Kpurepuii ouenku Anpean 2015 Anpeas 2016
Obnem nponax. 1200 y.e. 1870 y.e.
Bpewms 06paboTku 3akasa. 1 gac 30 MUHYT
Yucmno 3aka3oB. 15 25

KommuecTBO KJIMeHTOB B 0ase.

1100 yenoBek

2300 genoBek

KomuuecTBo

«IPOCPOUCHHBIX/TIOTEPSHHBIX)» 3aKa30B

Kak MoxHO 3ameruth u3 Tabmuiel 5, BpeMss o0pabOTKM 3aka3a CHU3HIIOCH,
KOJIMYECTBO KIHMEHTOB B 0a3ze BO3pOCIO, a CamMoO€ TIJIaBHOE COKPATUIIOCh YHUCIO
«MOTEPSAHHBIX» 3aKa3oB. M3 storo MoxHO BbIBOA, urto OO0 «CMET» numb

IIOJIydnJia 3aMCTHBIC IIPCUMYIIICCTBA, KOTOPLIC B IIEU]I;HCI?IHICM MOKHO pPa3BUBATb U

YCTAaHOBUTH CETEBYIO BEPCHUIO MPOIYKTA.

Tak xe xomnanuu «CMET» M0OXXHO MOpeKOMEHJ0BaTh HECKOJIBKO CIOCOOOB

10 YJIYUYIIEHUIO pabOThl OTAENa MPOJAK:

1. IJennocms épemenu. J1jis NpaBUIBLHOTO (POPMUPOBAHUS TUIAHOB ITPOJAXK

B IEPBYIO Oouepelb HEOOXOIMMO YUYHUTHIBATh BPEMEHHBIE CPOKH IMKJa
nmponaxx. KoMmmanum HYKHO yIeNlATh BHUMAHHE MEPHUOIY, Ha
OPOTSKEHUH KOTOPOTO CHELMAIMCTBl HAYMHAIOT ITPOJIaBaTh MPOIYKT C
3¢ (}EeKTUBHOCTBIO W JIOCTUraTh OIPENEICHHBIX pe3yJbTaToB. Toraa
OyIeT MOHATHO, Yepe3 Kakoe BpeMsl MOXHO HayuMHaTh CIpPOC 3a

pE3yAbTaTHI 110 MPOIAKAM.

2. Momuesayus compyonuxoe — 3an0e ycnexa. B o0mactu mpomax

CyHIECTBYeT JBa BHJa MOTHBAIMH, C TOMOIIBIO KOTOPBIX MOXKHO
JOCTUTHYTh BBICOKMX IOKa3zaTeled Mo TNpoAakaM: 3aBHCHUMOCThb
3apabOTHOM TIaThl OT 00bEMa BBITTOJIHEHUS IJIaHA WIIM K€ MPOLEHTHOE
cooTHoueHue. Beibop Bcerna ocraercst 3a paboronareneMm. Ho HyxHO

IIOMHHUTH, 4TO OH AOJKE€EH OCHOBBIBATBHCA COIJIACHO CHGHI/I(l)I/IKe BuIa
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AesITeIbHOCTH KoMIaHuu. Ecnu BeIOOp Man Ha MepBBId BapUaHT, TO
CTOUT T03a00THTBCI O TOM, UTOOBI TIOCTaBJICHHbIE LETH ObLIN
peanbHBIMU, HHAYE TIOTEPU LIEHHOTO MepcoHaia He MHHOBaTh. B mo0om
cllydae HYKHO aJeKBaTHO MPUHHMMATh PEIICHUS, U LIEHUTh TPYJ CBOUX
COTPYAHUKOB.

3. Brnumamenvnoe omuouwienue x compyorukam. OTHUM U3
BaXHBIX MPUHIUIIOB IO MOBBIIICHUIO PPEKTUBHOCTH pabOTHI OTAETa
HpOJaXx SIBJISIETCS JIOSUIbHOE OTHOILIEHHE K cOTpynHuKam. Kommanuu
ClIeyeT 3aHMMAaThbCid OpraHu3aluell KOMaHAHOTO JyXa, MOTHBHUPOBATH

3apabarbiBaTh 0OJIbIlIE, MOKAa3bIBaTh HA JIMYHOM OIBITE, YTO 3TO

peanbpHo.
4. Tpenuneu. B mepByro ouepelib, C IMOMOIIBIO TPEHUHIOB
dbupma/KoMIanus MOKA3bIBACT CBOUM COTPYJHUKAM, 4TO

3aMHTEPECOBAaHA B HMX PA3BUTUU M TOBBIINICHUM YPOBHS HABBIKOB.
Oco3nanue »Toro ¢akrta Ha TMCUXOJIOTMYECKOM YpPOBHE MOJHUMAET
KEJaHWE COTPYAHUKOB OBITh CTapaTeIbHbIMU, HWHUIIUATUBHBIMUA H
MMO3UTHUBHBIMH B BEITIOJTHEHUN CBOUX €KCIHEBHBIX 3aa4.

N3 BhIIIecKa3aHHOTO MOXHO CJZI€JIaTh BBIBOJI, YTO MOBBICUTH 3(()EKTUBHOCTH
paboThI OTHEea MPOJaX — HE TpyaHas 3amada. Hy»XKHO MMOMHHTH, 9TO YeM MPOIIE
OIICHKA JIeWCTBUN PaOOTHUKOB, YeM OOJbIIE MOTHUBAIMHU, T€M C OOJIbIIeH OTAaveit
oHn Oynyt paborath. llleapoe Bo3HArpaxkaeHHUE TOMOXKET CKOHIIGHTPHUPOBATH

BHUMAHHC COTPYAHUKOB OTACTIA IPOdaK Ha JOCTHKCHUC ITOCTABJICHHBIX L[CJ'ICfI.
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I'maBa 3. CounaabHas orBercTBeHHOCTHL OO0 « CMET»

MuHUMYM  COLMAIBHOM  OTBETCTBEHHOCTH, TpeOyeMbli OT  KaxKIoro
OpEeINpUsITUs, 3aKpPeIiEH B POCCHMCKOM 3aKOHOJATENbCTBE. JTO 00sA3aTeNbHBIC
yCIIOBUSI, COOJIIOJIEHUE KOTOPBIX MO3BOJISIET KOMIIAHUU JIEWCTBOBaTh HA JIETaJbHOM
OCHOBaHUM. B TO ke BpeMsi, Kax/1asi KOMIIAaHUSI MOKET BKJIQJbIBATh JOIIOJHUTEIbHbBIE
CpEICTBa B COIMAIbHYIO cepy, eCr OHa 3aMHTEPECOBaHa B aKTUBHOM YIIyUILICHUU
CUTYalluH, B KOTOPOI OCYIIECTBIISIET CBOIO JESATEIBHOCTD.

Tenepr paccmoTpum Oojnee TOAPOOHO OOS3aTENBHBIA W JTOTOJTHUTEIHHBINA
YPOBHU TPOSBICHUS COIMAIIbHON OTBETCTBEHHOCTH, TEPEUYUCIUB KOHKPETHBIC
IPUMEPBI AKTUBHOCTH, COCTABJIAIOIINE KAXKIBIA U3 YPOBHEH.

MuHUMYM, IPERYCMOTPEHHBIN 3aKOHOAATEIBCTBOM:

e VYmjaTa HaJoroB

e CoOmrofeHue TPYJOBOrO KOJEKCAa M CO3/JAaHHE HOPMAaJbHBIX YCJIOBHUM
TpyAa

e (CoOmoeHre 3aKOHOIATENbCTBA 00 OXPAHE OKPYIKAIOIIEH Cpe/Ibl

L KOHTpOJIB KadycCTBa BBIHYCKaGMOﬁ MMpOAYKIINH

e JIONOJHUTENBHBIE AKTUBHOCTU KOMITAHUMU:
e VYwyacTHe B COI[MAJIbHBIX IPOEKTaX JIOKAIBHOTO M KPYITHOTo MaciiTada
e Peammsanys CONUaIbHO-OPUEHTUPOBAHHOM TMOJIUTUKH B OTHOILLICHHUH
COTPYIHHUKOB
e OpraHun3anus 3K0JIOrMYECKUX IMPOrpaMM
e biarorBOpUTENBHOCTH
Jlanee HaM TOPEACTOMT PACCMOTPETh MPOrpaMMy  COLHUAIBHOU
OTBETCTBEHHOCTH, PEANM3YEMYI0 HAyYHO-IIPOU3BOJICTBEHHON KoMItanuen «Cmer» Ha
npuMepe KOMIIaHWU OyJeT IMOKa3aHO, KakK IMOJ0OHas MmporpaMma, paciidpeHHas
JOTIOJTHUTENbHBIMA ~ aKTUBHOCTAMM, CIOCOOCTBYET JOCTHMIXKEHHIO OOLIUX Ienen
OpeanpUsITUS U 00I1IeCTBA, CTAHOBUTCS OCHOBOW CTAOMIILHOTO Pa3BUTHSI KOMIIAHUU U

peruoHa, B KOTOPOM OHa p€ain3yCT CBOIO ACATCIIbHOCTD.
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MoxHo BBLIIECIIUTD HECKOJIBKO OCHOBHBIX aCIIEKTOB COUAIILHOU

OTBCTCTBCHHOCTHU. TaK, KOMMAHUS HECET OTBETCTBEHHOCTD:

e [lepen noTpeOuTENsIMU — 32 BEICOKOE KQ4€CTBO MPOAYKIIMH
e [lepen coTpyaHUKaMu — 3a JJOCTOMHBIE YCIOBUS TpyAa
e [lepen oOmecTBOM — COOJIFOICHUE €TO IEHHOCTEH, HOPM M MPABWII, a TaKXKe
T0OpOCOBECTHOE BEeICHUE OM3HECa
BronHe o4eBUAHO, YTO B YCIOBUSX KOHKYPEHIIMH, paboTa MO KaXJAOMYy W3
TUX NYHKTOB SBJSETCS HEOOXOJUMBIM YCIOBHEM IPEYCIEBAHUS COBPEMEHHOM
opranuzanuu. [lepBblii MyHKT HaunOonee OYEBUICH: HEAOCTATOK BHHUMAHHUS K
NOTPeOUTENI0 OBICTPO MPUBOJAUT K CHIDKEHUIO MpUObUICH. J[ByM IpyruM IMyHKTam
pPOCCHIICKME KOMIIAHMU 3a4acTyl0 YIEJSIOT MEHbLIE€ BHUMAHHA, U B 3TOM HX
Oonpimas ommOka. KpaTkoBpeMeHHass OHKCITyaTalusi W 4YacTas CMEHa KaJpos,
HEXEJNaHWe  WIM  HEyMEHUE  MOJAEPKUBATh  JIOSUIBHOCTh  COTPYJHHUKOB,
CBUJETENBCTBYET O JUIETAHTCKOM TIOJIXO/I€ PYKOBOJACTBA, T.K. B KPU3HUCHBIC
MOMEHTBHI JIMIIAET OPraHU3AIUI0 YCTOWYMBOCTH U MEPCIEKTUB pa3Butus. Jlroau, He
YYBCTBYIOIIME CBA3M C paboTomaTeneM, YXOMAST, KaK TOJbKO MOSIBISETCS IIaHC
3apabatbiBaTh OoJblie. YTo jxe KacaeTcsl B3aMMOOTHOIIEHUH C OOLIECTBOM B LIEJIOM,
OHM CYHIECTBEHHO BJIMSIIOT Ha PEMyTalMI0 KOMIIAHUH, CIIEI0BATENIbHO, HA IOBEpUE K
Hel. JloBepue co CTOPOHBI M NAapTHEPOB, U MOTPEOUTENIEN, U COTPYIHUKOB.
AHanu3 GHympeHHUX u GHewHux cmeikxonoepoé u npozpamm KCO,

HanNpaeJ/iIeHHbIX HA HUX.

Tab6muma 6 - Creitkxonaepsr OO0 «CMET»

IIpsimble cTeMKX0JAepPhbl KocBeHHBbIE CTEHKXO0J1ePhbl
oprasnsl (eiepaabHON 1 MECTHOM
PaboTHuku
BJIACTH
CoOCTBEHHUKH HaceJIeHue

IlocTaBmmku KOHKYPEHTHI
Kpenuropsr

[TapTHEpHI
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noTpeouTeNu (BHyTPEHHHUE,

3apyOeKHbIE),

KBanuduuupoBaHHblii W JIOSJIBHBIM MEpCOHAT — KIOY K YCHOeXy u
abdextuBHOCTH sOO0TO mpeanpustus. [lodToMy HEOOXOaUMO — BKJIAIBIBATH
3HAUUTENbHBIE CPEACTBA B PA3BUTHUE MEPCOHANA, NPOrpaMMbl  CTPAXOBAaHUS,
JBTOTHBIA OTABIX ¥ MEIUIIMHCKOE OOCTY)KHMBaHHE sl PaOOTHUKOB M MX CEMEH.
[IpruéM KOMIMaHUM TPeOyeTCs CBOM OPUTHMHAIBHBIM KOMIUIEKC Mep, KOTOPBIM
aJIcKBaTHO OTBEYaJ Obl, C OJJHOW CTOPOHBI, MOTPEOHOCTSIM U MUCCUU OpPTaHU3AIUH, C
JIpyrol — psjay BHEIIHUX (PAKTOPOB, TaKUX KaK IOJOKEHHUS 3aKOHOJATENIbCTBA,
JIOKaJbHasl COLMAIbHO-2KOHOMUYECKasi 0OCTAaHOBKA, MECTHBIC KYJIbTYPHbBIE HOPMBI U
T.1. B xomnammum «CMET» moMuMo TOro, 4tro BCE€ COTPYAHUKH 3allUIICHBI
pPa3IMUYHBIMU  COLIMAIBHBIMU [MAaKETaMH OT KOMIIAHUHW, €IIe U TOJIb3YIOTCS
Pa3IMYHBIMU COLMAIILHBIMUA MTPOTpaMMaMu, MPOBOJMMBIMA B KOMIIAHUU JJII CBOUX
COTPYIHUKOB. Y COTPYIHUKOB CBOCBpPEMEHHAasg  oIjlata  Tpyaa |
CHeIUaIN3UpPOBaHHOE OO0y4YeHHE 3a CUeT KOMIAaHUHM, TaK € OpPraHU30BHIBACTCS
MaTepualibHasi MOMOIIb B CBSI3U C HECYACTHBIMHU CIIy4asiMH M IPU UYPE3BBIYANHBIX
cuTyanusx (orpabiaeHue, moxkap u T.1.).

[Torpebutenu Ttaxxe oTHocsaTcss kK KCO KoMmaHWM, MOCKOJBKY KOMITAHHS
MpUJIaraeT BCE YCUJIUS JJIsl TPEAOCTABIIECHNS UM KQUYECTBEHHOW MPOTYKIMH.

HanoroBeie opranbsl U rocyJapcTBEHHbIC BHEOIOKETHBIE TaKKE OTHOCSTCS K
OpsIMBIM ~ CTEHKXOJIIepaM, T.K. BbIIJIaTa HAJIOTOB 0OECIEUMBACT PETYJISpPHBIC
MOCTYIUICHUSI B OIO/DKET, M YeM YCIHElIHee MPEeANpusiTue, TeM OIyTUMEE €r0 BKJIaj
KaK HaJororuiatenbluuka. JlanpHeillee pacnpeieieHue U UCIOJIb30BAHUE JAHHBIX
CPEACTB OCTAETCS HA YCMOTPEHUE TOCYTAPCTBEHHBIX CTPYKTYP.

Ta6nuna 7 - Ctpykrypa KCO

Ne Hean KCO CreiikxoJ1epbl
1 1) pazsumue cobcmeenno2o nepcouaina, PabGoTHukw,
COOCTBCHHUKH,
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KpEIUTOPbI
2 2)pocm  npouzgooumenvhocmu mpyoa 6 | PaboTHUKH,
KOMNAHUU; COOCTBEHHUKH,
MOCTABIIMKH, MapTHEPHI,
OTpeOuTENN
3 3)yayuwenue umuodxca kKomnauvuu, pocm | COOCTBEHHUKH,
penymayuu, pabOTHUKH, TTOCTABIIHKH,
apTHEPHI
4 4) pexnama mosapa u yciyeu, CoOCTBEHHUKH,
PaOOTHUKH, MOCTABILUKH,
napTHEPbI
5 5)cmabunvrocmo u yCmouyugocmy | Opranbl  QeaepanbHOl U
KOMNAHUU 8 00120CPOUHOU NepcneKkmuae. MECTHOU BJIACTH,
HaceJIeHUe

Takum oOpazom, u3 Tabauipel 2. MOXHO CHAENaTh BBIBOJA, UYTO HaWOOJbIIEE

OTPAKCHUC B IIOCTABJICHHBLIX NICJIAX KCO opraHu3anu HaXOIAT CTGﬁKXOHHCpBI

MpAMOIO BJIUSHUA.

Tabnuna 8 - Onpenenenue snemeHToB porpamMmmbl KCO

No| Creitkxonaepsl Onucanue 31eMeHTa OxkuaeMbI
pe3ysbTaT
BHyTpeHHSsIf1 KOPNOPATHBHAS OTBETCTBEHHOCTH

1 | PaGoTHUKH

[Tporpammer MOBBIIICHUS
KBaIM(PUKAUU (3TO COTIIACYETCS
co CTpaTeruel  pa3BUTHS),
MaTepHaJibHasi TTOMOIIb B CBS3U
C  HECYaCTHBIMH  CITyYasiMHU,

OPHUEHTHUD Ha COTPYAHUKA

[IpuBneyenne my4dmmnx
COTPYHHKOB,
noj/iep>KaHue
paboTOCTIOCOOHOCTH
COTPYJIHUKOB,
dbuHaHCOBas u

MOpasbHas
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moaACpIKKa

COTPYJIHUKOB
2 | PaGoTHUKHN Oxpana Tpyza u nipomblnieHHas | [loBeieHue
0€30I1acCHOCTh 3¢ peKTUBHOCTH Tpyaa
IepcoHaIa
3 | PaGoTHuKHN Poct KadyecTBa »ku3HU | [loBBIIICHHE
IepcoHana, CO3JIaHHUE | JIOSITIbHOCTH "

ONMaronmpusTHBIX  yCIOBUM 11 | 9 PexTHBHOCTH Tpyaa
Tpya W OTAbIXa, COIMalbHAasl | IepCOoHaa
Mo ACpKKa HepadoTaroUUX

IICHCHOHCPOB KOMHaHI/II/I;

4 | PaOOTHUKHU Oxkazanue nomoiu pabotHukaM | [ToBeIieHue
B KPUTHYECKHUX CUTYaIHIX JOSUTBHOCTH
nepcoHana

Buemnss KopnopaTuBHas OTBETCTBCHHOCTD
IMMPAKTHYCCKHU HC ITPCACTABIICHA B KOMIIAHWHW 1 HOCHUT pa3OBBIﬁ XapaKTep

5 | Opransl [Tomore B opranuzauuu | [loBeieHue
denepanbHON | | KyJIBTYPHO - JIOCYTOBOM | pemyTaruu
MECTHOW  BJIACTH, | ACATEIHHOCTH; PEITPHUITHS
HaceJleHue

6 | CoOCTBEHHUKH, [IpoBenenne oOpa3zoBarenbHbIX | Peknama ToBapa
pabOTHUKH, IIPOEKTOB JJIsl HACEJICHUS;

MOCTaBIIUKH,
MapTHEPHI

Taxkum 00pa3oM, KOMITAHHS CTPEMHTCS K IMOBBIIICHUIO MOTHBAIIUM TIEpCOHAA,
CO3/IJaHUI0 YCIIOBUM COLMAIBHOW 3alUIIEHHOCTH, MOJIJCPKAHUIO CTAOMIHLHOCTH U
OJIarONPHUSATHOTO  TNCHUXOJOTHYECKOTO KJIMMara B KOJUIGKTHBE, a TaK JKe
MOJICPKUBAET CEMbH COTPYIHUKOB. (Oco0o0e BHUMaHHUE 3/1€Ch YACJICHO PELICHUI0

BOITPOCa O JINYHON U CeMEHOM 6€30IacHOCTH.
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Ha ypoBHe kommaHuu, OJaroTBOPUTENBHOCTH - 3TO JAOOPOBOJBHAS
JESATENPHOCTh KOMMEPYECKON OpPraHU3alMy 0 OKA3aHWUIO MOMOIIH HYKJIAIOIIUMCS
WIM TO0 TMOJACPKKE COLMAIBHBIX MPOEKTOB - COOCTBEHHBIX WM JPYTUX
opranm3anuid. [lpm sToM cdepa BIOKEHUS CPEICTB HE MMEET MPSMON CBSI3H C
OCHOBHOM JA€ATEIbHOCTHIO KOMITAHHH.

Kpynneie npennpusitis CHOCOOHBI  OCYHIECTBJSTH  CHUCTEMATHYECKYIO
MOAJCPKKY HAyKH, pemaTh - B MaclmTadax pervoHa WU CTPaHbl B IEJIOM -
npoOiemMbl B 00sacTd oOpa3oBaHUA M 3/IpaBOOXpaHEHUs. Takue MPOeKThl HOCAT
XapakTep COUUAIbHBIX HHBECTULIHM.

[ToMmumo ¢rHAHCOBOM W MOpaIbHON MOAACPKKH, IEPCOHAN HYXKIAAETCA B
po(eCCUOHATIEHOM POCTE W MPOABUKEHUHU, TaK YTO KOMIIaHHWSA, 3aMHTEpPECOBAHA B
MOBBIIIIEHUN YPOBHS CBOUX CIEHMAIMCTOB, MMEHHO MOJTOMY OHa pa3pabaTbiBacT
POrpaMMbI aanTaluy, OOy4eHHs] W POTAIlMKU COTPYTHUKOB HA MPEATPUSITHH.

Tabnuna 9 - 3aTparsl Ha nporpammbl KCO

No | Meponpusitue Enenuna [lena CrouMocCTh
U3MEpEHUs peanu3anuu  Ha
IIJIAHUPYEMBIN
IEPUOJT
1 | OOydenue nepcoHasna Py6as PO | 150000 150000
2 | Opranmzanus cnoptuHoro | Py6ns PO | 10000 10000
Meponpusitusg «CHopt - Tl
KUZHD
3 |IIpuobperenne myteBok B | Pyonas PO | 23000 23000
JNETCKAN  O3J0POBUTEIIbHBIN
jarepb
4 | ITokymka Py6ss PO | 48000 48000
CIIELIMAJIM3UPOBAHHOMN
OJICXKIbI JUIsl IPOU3BO/ICTBA
5 | [IpoBenenue HayuyHo# | Pyons P® | 7000 7000
JEKIUH i1 CTYJCHTOB
«HHOBAIITMOHHOE
IIPOU3BOJICTBO —
IPOU3BOJICTBO OYIYIIETr0O»
Uroro: 238 000 pyOneii
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Kak BugHo w3 Tabmuubr 4, To 3aTpatel Ha mporpammbl passutusi KCO
HaIpaBJICHbI HAa MOBBIIIICHUE JIOSUIBHOCTUA TepcoHana U 3(PPEeKTUBHOCTH UX PabOTHI.
Bc€ 310 cnocoOcTByeT MpOSIBICHUIO JIMYHONW MHHUIIMATUBBI W MOBBIIIECHUIO
NOTEHIMAJIa COTPYJHHKA. Tak »e€ 3TO IMO3BOJSET JepXkaTb MPOU3BOACTBO IOA
KOHTpOJIEM, T.K. BCE COTPYAHHKU TPOXOAAT JOJKHOE OOYy4YEHHE M CTaHOBSTCSA
MacTtepaMu CBOero Jena. YTo KacaeTcsi CIIOHCOPCKOM JAesTENbHOCTH, TO OHA
cocoOCTBYeT (POPMHPOBAHUIO M TOBBIIICHUIO MMHJKA CIOHCOpPA B Tja3ax €ro
MOTEHIIMAIBbHBIX KIMEHTOB. CIIOHCOPCTBO Ha CaMOM JIeJie SIBJIACTCS PEKIaMOi, Tak
KAaK CBUJAETENICTBYET O TOM, YTO CIIOHCOp-PEKIaMOJaTeab 3a00TUTCS HE TOJBKO O
cebe, HO M O CBOMX KJIHEHTax, 00 oOmecTBe B II€JIOM, BKJaAbIBas JICHBIH B
pa3MyYHbIE MTPOEKTHI, OPraHU3alMU KYJIbTYPhl, ICKYCCTBA U JIpyTUe, TO €CTh B Jiea,
KOTOpbIE HE CBSA3aHbI C €ro JeATENbHOCTHbIO. MHBIMM cllOBaMHU, MOJHHUMAET CBOMU
craryc B obmiectBe. [loaTomy ObuT0 OBl HENMpaBWIBHO HAa3bIBaThb CIIOHCOPCKYIO
HOMOIUIb MPOCTOM 0JarOTBOPUTENBHOM 1E€ATEIBHOCTBHIO.

B xauectBe pexomenaanumii no pocry 3¢ dexruBHoct KCO KOoMIaHuu MOKHO
OPEUIOKUTh MPU COXPAHEHUHM MMEIOIIETOCs YpPOBHS (PUHAHCOBOM MOIIEPIKKU
pa3BuBaTh M HE(YUHAHCOBYIO COCTAaBIISIONIYIO0 (TIPOBOAUTH OOJbIIE aKIUH C
COTPYOHUKAaMH, CTUMYJIHMPYSl UX COLMAIbHO OTBETCTBEHHOE MoBenaeHue). Taxxke
OpraHu3allid CTOUT pa3padoTaTh BHYTPEHHHE HOPMATHBHBIE JTOKYMEHTHI U
pErJIaMeHThbl, ONPENENSAIONME COLUMAIbHYI0 OTBETCTBEHHOCTh MEpel CBOUMH
pabotHukamu. U B mociemyroieM pa3MecTUTh MaTepraibl Ha O(HUIIMAIIBHOM caiiTe,
nocJyie ero pa3paboTKu. ITo OyneT MOMyJIpU3UpOBaTh KOMIAHUIO KaK COLUAIBHO
OTBETCTBEHHYIO.

Bw1600 no pazoeny:

CouunanbHO OTBETCTBEHHBIE KOMIIAHMHM OCYIIECTBIISIIOT CBOKO JE€ATEIbHOCTb
TakuM 00pa3oM, 4YTOOBI COOTBETCTBOBATh OXKHIAHHUSIM OOIIECTBA, CBSI3AHHBIM C
COOJIIOJICHUEM ATHUYECKUX, IPABOBBIX, OJIATOTBOPUTEIHHBIX, MPHUPOJOOXPAHHBIX,
KOMMEPUYECKUX U OOIIECTBEHHBIX MPUHIIUIIOB, W Ja)Xe MPEBOCXOAUTH OXKUIAHMUSL.

To ecTb, KaK CTaTh JOCTOMHBIM KOPIIOPATUBHBIM YJICHOM IPAKIAHCKOTO 00IIIEeCTBa.
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ComuanpHass OTBETCTBEHHOCTh MPEANPUATHS - 3TO  J0OPOBOJIBHBIH,
BBIXO/SIINM 32 paMKH 3aKOHOAATEJIbHOTO MUHMUMYMA BKJIaJI KOMIIAHHU B PAa3BUTHE
oOIlecTBa, BKJIIOYAIOIIMM OTBETCTBEHHOCTh JICJIOBOIO MapTHeEpa, paboTomarers,
MMPOU3BOJUTEISI U YYACTHUKA COLMAJIbHBIX OTHOIIEHHWM. Kaxkias koMnaHusl BOJIbHA
BBIOMpaTh CIOCOOBI MPOSBICHUS COIMATBHOM OTBETCTBEHHOCTH, COOTBETCTBYIOIIHE
e€ TO3MIIMH, 3aJ1a4aM, BO3MOKHOCTSIM.

[Ipu sTOM, YeM KpymHEe KOMITaHus, 4eM MmaciiTadHee chepa e€ BIUSHUS, TEM
OoJIbIlIeH OT/JAa4M BIPABE OKUJATH OT HeE€ 00IecTBO. MUK KOMITAaHUH 3aBUCHUT BO
MHOTOM M OT CTEIEHW OTBETCTBEHHOCTH, KOTOPYIO OHA HECET 3a BCE BUJBI CBOEH
nestenpHocTH.  [Ipuimep,  pacCMOTpPEHHBIM  BBINIE,  JIEMOHCTPUPYET,  4YTO
OTBETCTBCHHOCTh MPEAIOJIAracT HAJIWYUE OrPAaHUYEHHM, U B TO JKE BpeMsA -
MHHUIMATUBY. DTO MPOSBICHUE CHIIBI, 3PEJIOCTA U COCTOSITEIbHOCTH KOMIIAaHWU. B
COBPEMEHHOM OW3HECE MPOSBUTH OTBETCTBEHHOCTb MOJKHO JIMIIL C ITOMOIIBIO
KOHKPETHBIX akKTUBHOCTEW. [lo3TOMy CyliecTByeT mnpsiMas 3aBUCUMOCTb MEXIY
MPEYCIIEBAHUEM KOMITAHUU U YPOBHEM COLIMATIbHOM OTBETCTBEHHOCTH.

S cumraro, uyro kommaHusgd «CMET» saBiaseTrcss BaKHBIM DJIEMEHTOM JIJIS
HACEJICHUs, T.K. OHa SBJISIETCS MPOU3BOJAUTEIIEM XUPYPTHUYECKUX HWHCTPYMEHTOB,
KOTOpbI€ TIO3BOJIAIOT YBEIWYNUTHh J(PEKTUBHOCTH MPOBOJUMMBIX OIEpaldid, a
CJIEJIOBATEJILHO 3JOPOBbE HACEIICHUS.

Kak yxe ormeuanoce Bbiue, komnanuss « CMET» 3HaunTenbHble cpencTBa
BKJIaJIbIBAaCT B 00y4YeHHE TIEpCOHaNIa. B CBS3M ¢ MHHOBAIIMOHHBIM ITPOM3BOJICTBOM
HEOOXOJIMMO HMMETh B IITA0€ BHICOKOKBATU(UIIMPOBAHHBIX COTPYIAHUKOB, KOTOPHIC
HE CMOTYT CJieflaTh Kakue-TM00 TeXHUYEeCKUe OomuOku. M3 3TOro MOXHO cenaTh
BBIBOJI, UYTO KOMITAHHUSM BBITOJIHO OBITh OTBETCTBEHHBIM PabOTOAATEIEM, BKIIAIbIBAS
CpeACTBa B co3faHue KOM(MOPTHBIX YCIOBUN TpyAa, TapaHTUpPys 0€30MacHOCTh Ha
paboueM MecTe, a TakKe MPEAOCTABIISASI CBOMM paOOTHUKAM COIUATBLHYIO TTOIIEPKKY
M MaTepUAIBHYIO IIOMOIIb, TEM CaMbIM CO3/aBas yCJIOBUS [JJIs1 MPHUBJICUCHUS
KBaJIU(UIIMPOBAHHOTO TIEPCOHANA U TOBBIIIECHUS MMPOU3BOIUTEIIBHOCTH TPYyAa CBOUX
PabOTHUKOB, a TaKXKe yJIydIas MoKa3aTein JIeATEeIIbHOCTH u

KOHKYPEHTOCIIOCOOHOCTh cBOeH KOMITaHUHU.
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3akaoueHue

CRM-cuctema - crmoco0 ympaBieHHs] B3aUMOOTHOIICHUSIMU C TIOTPEOUTEISIMH,
yhpaBiieHHe npoaaxkamu. Bo Bce BpeMeHa oJIHU MpoJiaBaliv, a Apyrue nokymnanu. Uy
NEepBBIX Bceraa ObUIO KEJIaHWe YCTAaHOBUTh C KJIMEHTaMH Joirue padoune
OTHOUIEHUS, B KOTOPBIX Obl BBIMTPBIBAJA Kaxkaas U3 CTOPOH. MIMEHHO B 3TOM HU
nomoraet npeanpustuio CRM-cucrema.

B cBs3u ¢ BceoObemmtonM BHeApeHneM coBpeMeHHbIX UT TexHomoruii B
NEeSATEIbHOCTh OpTraHM3allui, aBTOMAaTH3allMd TMOABEPraloTCsl BCE IPOILIECCHI,
MPOUCXOSIINE BHYTPU (PUPMBI U MPOLIECCHI, 3aTPAarMBaIOIINe BHEITHUX YYaCTHUKOB.
Jlyis aBTOMaTH3aIMK YIPaBICHUS B3aUMOOTHOIICHUSIMHU C KIMEHTAMHU HCIIONb3yeTCs
CRM cucremsl. [TonobHoro poja mporpaMMHble IPOAYKTHI ObIBalOT OIEpaTHUBHBIE,
aHAJIMTUYECKHIE, COBMECTHBIE.

bnarogaps mpoBeIEHHOMY HCCIIEOBAaHUIO OBUIO BBISIBJIEHO MHOXECTBO
cBoiictB u ¢yHkuuii CRM cucreM, KOTOpble MOTYT OJAronpusiTHO MOBIUATH Ha
YCIIEITHOCTh JIeATeIbHOCTH (upMbl. Cpen HUX MOKHO BBIIETHUTHh TaKue Kak: cOop
uHpopMaluy, XpaHeHue U oOpaboTka MHGPOpPMALUH, aHAJIU3 AJI1 MOCIEAYIOLIErOo
IKCIIOPTa B COOTBETCTBUU C 33JJaHHBIMU KPUTEPUSIMH, MIPEIOCTaBICHNE HH(OPMALIUN
MI0JIb30BATEIISIM.

JlesiTeIbHOCTh pacCMaTPUBAEMON OpraHu3allid W BEIUYMHA €€ MPUOBLIU
HANpPSIMYIO 3aBUCUT OT B3aMMOOTHOIIEHHUH C KJIMEHTaMH, MO3TOMY, Ha Halll B3TJISII
BHenpenue CRM-cucrempr B OOO «CMET» Bnonne uenecoo0pa3Ho, Jaxe
HeoO0xoauMo. OCHOBHBIMU TPUYMHAMH ISl aBTOMAaTH3allid B3aMMOOTHOIICHHUH ¢
KJIMEHTAMH B JAHHOW KOMIaHUH ObLITH

1.ImuTenbHblit ipoliecc 00paboTKK HHGOPMAITUH O KIIMECHTAX;

2. OTcyTcTBHE HATTISAAHOCTD IPOUCXOASIINX MPOIIECCOB B OPTaHU3AIINH;

3. [Inan pa®oThI HE OBLT YETKO OTpEIeiieH

4. Nndopmarusa o0 KOHTaKTax TWporajana, W MPUXOAWIOCH 3allpalinBaTh
MH(OPMAIUIO 110 HECKOJIBKO pa3.

[Ipexxne dYem TPUCTYNHTh K BHEIPEHUIO TPOTPAMMHOTO  MPOJYKTa,

COCTaBJISJICA TUIaH JIEUCTBUM, KOTOPBIA BKIJIFOYANI: MOCTAHOBKY 3a7a4 JJIsi CUCTEMBI,
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0030p CYIIECTBYIOIIUX IMPOIYKTOB, BHIOOP CHUCTEMBI, COTJIACOBAHME, HACTPOWKA W
BBOJI B AKCIUTyaTaluio. B xone BbiOOpa cuctembl ObLIN paccMOTpeHbl: butpukc 24,
Meramnad 1 AMOCRM, u3 HUX U8 HAIMUX Lener Oonplie Bcero nopouuia <bnhbre
24, moToMy YTO OHa BXOAMT B psAJ OecCIIaTHBIX MPOTpaMM U UMEET OECIIaTHYIO
CETEBYIO BEpCHUIO, KJIMEHTCKass 0a3a XpaHUTbCA JIMIIb Ha JIOKAJIBHOM CEpBEpE
KOMIIaHUH, YTO HE JIOMYCKAET YTEUKH UHPOPMAIIMK BMECTE C MEHEIDKEPAMHU, KaK 3TO
o0bryHO ObIBaeT. Cama 0a3a Tak k€ UMEET PaHKUPOBAaHUE MO TPYIIaM, B Kaxa0h
KapTOUuKe MNPEANpUsATUs OTOOpakaroTCs NPOBEJACHHBIC ONEpAllMd M IPSIMO U3
KapTOYKH MOKHO TUTAHHPOBATh 00beMBI pabOT Ha OyayIee Bpems.

Tak ke chopaBigeTcss C 3aJadyeil HANOMHUHAHUS, OIIOBEIICHUS, CO3JaHUE
pPacchlIOK, KOTOpbIE TaK HEOOXOAMMBI COTPYIHUKAM B OTAENE MNPOAaXx ISl
BBINIOJIHEHHS MEPBOOYEPEIHBIX 337a4. 3aHUMAeT MUHUMYM BPEMEHHM Ha OOydeHHE
paboThl B cucteMe. B ntore Mbl NOJIyYHIIN MOJIHOLIEHHO paOOTAIOIIUNA TPOrpaMMHBIH
npoaykt butpukc 24, KoTophlil oOecrneuns KOHCONUIALUI0 MHPOPMALUU «BOKPYT
KJIIMEHTa», YNPOCTWI YIpaBiI€HUE OOJbIIMM O0BEMOM 3aJaHUN TpPU TOJTHOU
VHAMBHUIyAIN3allMd pabOThl C KIMEHTaMH, aBTOMaTU3UPOBAJl PyTUHHBIE U OTUYETHBIE
nerctBus  MeHemkepoB. Kpome toro, CRM-cucrema CylmiecTBEHHO IIOBBICHIIA
IIPO3PAYHOCTh U YIPABISIEMOCTh IIpollecCOM Ipojax. JleWcTBUS MEHEIKEPOB
[0 OTHOUICHHUIO K Pa3IUYHbIM KJIMEHTaM cTaju JuddepeHIUpOBaHbl, a MEHEKEPHI
cTasii OojblIe OOWAThCA C KIMEHTAMHM U TIIATEJIbHEE MNPOAYMBIBATH CTPATETHIO
U TAKTUKY BeJeHus cleiok. Kpome TOro, ycrnemrHo pemaroTcs MnpoOaemMbl
KOHKYPEHIMM  NPOJAIOIIMX  MOAPA3ACICHUA U ¢ OOJIbIIEH  BEPOSITHOCTHIO
MPOTHO3UPYIOTCS (PMHAHCOBBIE PE3YyJIbTaThl pA0OTHl MEHEHKEPOB.

KoMnanum He TpeOyeTcst pacluupeHue Iutata Onaronapsi 3HAYUTEIbHOMY
MOBBIIICHUIO 3(PPEKTUBHOCTH padOThl COTPYyAHUKOB. Kak MoOKa3bIBaeT MNpaKTHKA
MHOTUX opraHuzanuii, BHeapusmux CRM-cuctemy, yBeianueHue oObema MpoJax
coctaBisier 10-20%. Crommocts BHenpenuss CRM-cucremsr B kommanuio OOO
«CMET» ne coctaBuio HUKakux 3atpar. CiegoBaresibHO, KOMMIIAHUM HE TpedyeTcs

OKyTaTh BHEAPEHHE NaHHOW TexHosoruu. Jlaxe, eciu Obl cuctema Oblia ObI HE
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a¢h(EeKTUBHON, MpEeanpusaTHE HE TOHeeca0 Obl HUKAaKUX 3aTrpar. Takum oOpa3om,

ICJIb JAHHOT'O UCCIICAOBAHNA JOCTUTHYTA, PCUHICHBI BCC ITOCTABJICHHBIC 3a/1a1H.
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