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BBeaenue

B coBpeMeHHOM MUpE BBICOKas KOHKYPEHIHUS B
cdepe Om3HECa 3acTaBIIET KOMIIAHHN HCKATh HOBBIE
CrocoObl MOBBINICHUST 3()(EKTUBHOCTH MPOAaX U
ylepKaHus KIMEHTOB. [103TOMY CTOMT yNOMSHYTbH
CRM - cucremy, KOTOpasi Ha pbIHKE IPHOOpETaeT Bce
OoJbIIyI0 M OOJNBLIYIO MOMYJSPHOCTH. DTO CHCTEMa
YIPaBJICHUSI B3aMMOOTHOUICHHSIMH C  KIIMEHTaMHU,
KOTOpasl ~ IpEACTaBIsieT  CO0OM  mporpamMMmHOE
obecrieuenue, TI03BOJISTIOIIEE TIPEATIPHUATHIO
aBTOMATH3HPOBaTh CTPATETHH B3aUMOJACHCTBHUS C
KIMEHTaMH, YTO HETOCPEICTBEHHO HAlpaBICHO Ha
MOBBIIIEHHE YPOBHS MPOAAXK, & TAKXKE HA YBEINUCHHE
KIIMEHTCKOW 0a3bl.

OTa Mozenb B3aUMOJEHCTBUS, TEOPHsI KOTOPOM
OCHOBaHa Ha TOM, YTO LIEHTPOM SIBIISIETCS KIIMEHT, a
rJaBHas 3a/7adya KOMIIAaHMM — oOOeclieYeHHe uX
3G GEKTUBHOTO 00CTYKHUBAHUS.

Ha peiHKe B Hacrosiiiee BpeMsl IPEICTaBICHO
MHOecTBO pasnnuHbix CRM — cucrem, Onaromaps
4eMy KOMIIaHHsI MOXKET BbIOpaTh UMEHHO Ty, KOTOpas
MOAXOINT UM.
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Puc. 1. Uro takoe CRM — cucrema?

YerpoiicTBO M NPUHIMIBI Pa0OTHI

PabGora pmaHHON CHCTEMBI OCHOBBIBAaeTCS Ha
COXpaHeHHH MH(POPMAIMHK O KIIMEHTaX, UX KOHTAKTaX,
TaKXKe MCTOPHS TOKYIOK U IUTaTeXeld. ITO MO3BOJISIET

Jqydlle  YOpaBisATh POJAXaMH, aHAJU3UPOBAThH
pabory ¢  KIMEHTAaMM W  yJlIydlmiate  ee,
CHCTEMATH3MPOBaTh BCE IIOJyYCHHBIC JAHHBIC |
COKOHOMHTH  BpeMsl  COTPYIHHKAa C  LEJbK
3(h(heKTHBHOCTH JambHEHIIeH paboThL.

[lpouecc B3aMMOJCHCTBHA C  HOTpeOHTEIEM
COCTOMT W3 MHOTHX 3a1a4, KOTOpbIe MOXKHO

pacnpenenuts B Tpu rpymmbl. O 00pa3yroT 6a30BbIe
MPOIIECCHl, KOTOpbIE BO3HUKAIOT TIpH paboTe ¢
KIIMEHTOM.

OT0 MapkeTHHr (aBTOMaTH3amus pPabOTH C
KJIMEHTaMH,  YKpeIUIeHHe  KIHEHTCKOH  0a3sbl,
HCCIIeIOBaHNE TPeOOBaHMI pBHIHKA W aHAIU3),
npojaku (KJIMEHT JIOJDKeH TNOJIyYHTh CBOM 3aka3
BOBpeMss U C HEOOXOIMMBIM KayecTBOM) H
oOcimyxuBaHue (IJITAHUPOBAHUE JIOCTaBKH, oOpaTHas
CBSI3b C KIIMEHTaMH, OIIMOKN 1 IPEIUIOKEHHUS).
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Puc. 2. T'pynmsl 3a1a4, BO3HUKAOLINE TPU paboTe ¢
KIIMEHTOM

CootBerctBenHo, CRM — cucreMsl IO3BOJISIOT
pematb 3TH 3ajayd. B pesynpTaTe NponeaaHHON
paboOTHI MO TpeM TPYIIaM, CHCTEMa IPEICTABISCT
OTYeT, KOTOPBIH TIOMOXKET BEIIBHTH M YCTPaHHTH
mpoOJeMbl, BO3HHKAIONINE 1O XOAy paboTel u
YIY4IIUTh KauecTBO OOCHY)KMBaHHS, a TaKKe
MpoCIeaAnTh 3a 3(PPEKTUBHOCTHIO MPEANPUITHI U
KaX/I0T0 COTPYJHHUKA B OTJEIBHOCTH.

Paccmorpum B kauectBe npumepa CRM-cucremy
«Meramnan». Yenosek 3amaercs BompocoMm «l'me s
MOTYy  HCIONB30BaTh  JAHHYIO  CHUCTeMY?», U
BO3MOJKHBIC BapHAHTHI YK€ TIPE/ICTABICHBI HA CalTe: B
cdepe mMpoaaK, MPOU3BOJACTBA, MEIUIIMHBI M JaXKe B
¢uTHEC-KITyOe.  «Merarian» TO3BOJSET  peIlaTh
0oJBIIIOE KOMMYECTBO 3aad, 9To 1 onpenensier CRM-
cucreMy. XpaHeHHe HHOOpMAlWH O KIHEHTaX ¢
[ENBI0 JIy4dIIero IMMOHMMAaHUS HUX IOTpeOHOCTeH u
YBEJIMYEHUS JIOATBHOCTH, KOHTPOJIb BCEX CHENOK H
CYETOB, BO3MOXHOCTb BBICTaBJIATh cdera,
pacmpeneneHue 3agad u Ap. Takxke eCTb BO3MOXKHOCTb
MPOTECTUPOBATh CHCTEMY B TeUeHHEe 2 HeJelb
OecraTHO, HO B JalbHEHIIEM €CTh HECKOJIBKO
tapudoB. ILleHsr posmarcs ot 549 pyomeit 3a 1
nonp3oBates 10 1400 pyomneit.
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Puc. 3. «Meramian» - CRM-cucrema

Crarucruka

Ecnu 00paTtuThest K CTATHCTHKE, TO MOXHO y3HATh,
YTO MO JAHHBIM HcClienoBanust noprana «l[IpakTika
CRM» ot 2018 roma ucronp3zoBanne CRM — cucrem
[I03BOJIUIIO:
1. CokpaTtuTh  BpeMEHHBIC  3aTpaTthl  Ha
OTIePaNMOHHYIO JesITeIbHOCTE Ha 20-30%

2. [loBeicuTe 3G (EKTUBHOCTH  BHEOPEHUS
HOBBIX TOBapoOB U ycuyr Ha 30%

3. Cokparutpb yxon kireHToB Ha 50-100%

4, CokpaTuTh CTOUMOCTh aKTUBHOTO

NpUBJIeUeHHs KIHeHToB Ha 15-20%.
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CoKpalleHHe CTOMMOCTH
aHTHBHOTO NPHBNEYEHHA
KnmeHTos 15-20%

CoKpallueH1e BpemeHHBIX 3aTpar
Ha ONepPaLMOHHYIO AeATENbHOCTD:
—_  2030%

Poct 9¢¢e|crunuocm,/ S
BsepeHMA HOBbIX ~
Tosapos, yenyr: 30%

Cokpawenne yxoga
KAWeHTOB: 50-100%

Puc. 4. Dddexr ot BHenpenus CRM
DTO0 TO3BOJSAET TMOHATh, uTo mnosBicHne CRM —
CHCTEM TOJIOKUTENBHO CKa3aJ0Ch Ha PHIHKE.
CornacHo peitunry 2019 roma ogHMMH U3 CaMbIX
nonyisipHeIx M BocTpeboBanHbix CRM — cucrem
sBustoTcs  «Meramnany, «[Ipoctoit  OGuzHECH,
«butpukc 24», «Sales Creatio» u npyrue.

% CRM MPOCTOM BU3HEC

Butpukc24©

SALES™

Puc. 5. Jlorotuns! Hanbos1ee BOCTpeOOBAHHBIX
CHUCTEM

IIpenmyuiecTBa U HETOCTATKHA

CRM — cuctemBl TTONB3YIOTCS OOJBIINM CIPOCOM
Ha pBIHKE. OTO MOXHO OOBSACHHTH  PSIOM
HPEUMYILIECTB, KOTOPBIE OHH UMEIOT:
1. XpoHoyoruyeckass HCTOpHs paboThl 1O
KQKIOMY KIHCHTY IIO3BOJISCT CHCTEMAaTH3HPOBAThH
JaHHEIE.
2. ABTOMAaTH3AIHS pabounx MIPOIIECCOB,
Onarogaps HaOMUHAaHUIM pOrpamMMbl "
00BEANHEHNIO BCEX KaHAJIOB KOMMYHHKAIHH.
3. AmnanuTtHuyeckas pabora, KOTOpas IOMOTaeT
YCTpaHUTh HEJOYEThl B PabOTe, BBIABUTH Ca0ble U
npoOJIEMHBIC MecCTa.
4, JlaHHBIE CHCTEMBI ITO3BOJISIIOT PA0OTATH C YKe
UMCIOLIMMHUCS  KIMEHTAaMH, YTO  3HAYHTEIHHO
COKpAaIlaeT 3aTpaThl NPENpUATUs (Ha TOMCK HOBBIX
KITUCHTOB).

Ho, xak n y mr060ii cuctemsl, y CRM — cucrem ecth

HEJOCTaTKU. BHeapss  JaHHYO  CUCTEMY B
MpeanpusITHE, CIeTyeT TOHUMATD:
1. CToMMOCTh JIOCTYIa K TaKOW CUCTEME OYeHb

BbICOKasi. 11 yeM Goubliie COTPYJHUKOB, TEM OOJIbIIIE
oyxner crouts CRM- cuctema.

2. Yenoseueckuir Qaktop. He Bce mroau
CIOCOOHBI OBICTPO MEPEKITIOYATHCS C TPAAUIMOHHOTO
crioco0a paboTHI Ha TaHHBIE CHCTEMBI. TaKKe CiIeayer
YUHUTBIBATh, YTO MPOTPAMMa ITO3BOJISIET CPa3y BHIIBUTH
JIOJIEH, KOTOpble  HEJOCTATOYHO  OTBETCTBEHHO
MOAXOAAT K cBoel pabdore. [ToaTromy kaxniprid Oyner
00s3aH JenaTth CBOIO pa0OTy Ha MakCHMyM. JTO
MOXET  BbI3BaTb  HENPUHITHE CO  CTOPOHBI
MEHE/KEPOB, JJIsl KOTOPbIX 003BaHMBaHHE KIMEHTOB
MOXeET OBbITh, KaK MOBOJIOM JJIsl OT/bIXA.

3. Camo Hampype JAaHHOM CHCTEMBEI  HE
omnpeziessieT yCHEeUIHOCTh Kommanuu. OpraHu3anus

W3HAYQJIBHO  JOJDKHA  KOHKPETHU3MPOBAaTh  LEJb
WCIIOJIb30BAHUSI CHCTEMBI M BHE/IPSTH €€ I0JTAITHO.
3akJoueHue

Takum o6pazom, CRM — cucrema — 370
nporpamMma, KOTOpasi, HECOMHEHHO, IIOMOraeT B
pasButum OusHeca. bnaronmaps eit mpennpusitue yxe
O3HaKOMJIEHO C wHHQpopManueili 00 uX IeJIeBoi
ayautopud. Ho ciemyer yduTHIBaTH O3BYYCHHBIC

paHee HEJOCTATKM U OBITh TOTOBBIM pEIIATH
BO3HHUKAIOIIHE TIPOOIIEMBI.

IIpu BBIOOpe mnomxomsmeir CRM — cucremsl
KOMITAaHUH HYXKHO OpPHEHTHPOBATHCS Ha
3¢ GEKTHBHOCTD TOW WJIM WHOW MPOTPAMMEIL, a TaKKe
MIPOBOTUTH MEPOIPUSATHS, KOTOpBIC oynyT

CrocOOCTBOBATh YCIICIIHOMY BHEAPCHHIO JTaHHOU
CHUCTEMBI B MIOCTOSTHHO MOJIb30BaHKe. OT MPaBHUIILHOTO
nmogxona K mnpexacrarienuto CRM  —  cuctemsr
OpraHu3alu OyJeT 3aBHCETh, HACKOJIBKO OHA
MMOMOJKET ONTUMHU3UPOBATh PabOTy MEpCoHaa.
IToBelIEHUE 3¢ pekTuBHOCTH MPOJIaK,
VKpEIUICHHE TOCTOSIHHOM  KIMEHTCKOM 6a3bl |
yIy4IIeHHEe KadecTBa paboThl ¢ TOTPEOUTENAMH, - BCE
3TO CIIOCOOCTBYET PACIIUPEHUIO U PA3BUTHIO OU3HECA.
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