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MecTo 1 ponb CRM-cuctem B 3aNeKTPOHHOM Gu3Hece

AHHOMauyus. B npednoxeHHOU cmambe paccmMompeHbl 80POChl, C85i3aHHbIe C yrpasrie-
HUEeM KIUeHMCKUMU 83aumMoomHoweHusamu. CyuwecmeeHHoe sHUuMaHue yoderieHo CRM-
cucmemam, Komopble Ce200Hs 3aHUMarom MpPoYHbIe rno3uyuu 8 371IeKmpoHHOM bu3Hece u
rnpoodorsmkarom ycrnewHo pasgusamecs. [lpusedeHbl omudumesibHblie ocobeHHocmu CRM-
cucmem; 8blsiefieHa UX CyUHOCMb U repcriekmusbl UX pa3sumusi Ha poCCUUCKOM pPbIHKE.
Knroyeenble crioea: KrueHmMcKue OMHOWEHUS, 371eKMPOHHBbIU busHec, CRM-cucmema, uH-
mepHem-cucmema, eeHoop, CRM-peweHusi, SMM-npodsuxeHue, obnayHblie U coyuarsb-
Hble CRM-cucmembi, O0OMKOM.

Pa3den: (04) akoHOMUKa.

OaHon 13 BaXXHENLLMX KOHLUENUMI BeaeHnsa busHeca B COBPEMEHHOM MUPE ABNSAETCS
ynpasneHne B3auMooTHowweHnAMU. OHO HanpaBrieHO He TOSIbKO Ha NpuBieYeHne HOBbIX
NnapTHEPOB, HO U Ha yaepXaHue U ynydlweHue OTHOLLEHUR C yxe cyllecTBylowmmmn. Me-
HEe)KMEHT B3aMMOOTHOLUEHUA — LeneHanpaBneHHas LesTenbHOCTb MO BbICTPanMBaHWIO
AONTOCPOYHbIX B3aUMOBbBIFOAHbBIX OTHOLLEHWI C KITHOYEBLIMU NapTHEPaMK, B3aMMOOEeNCTBY-
IOLLMMUN Ha pbIHKE: NOTPebuTensiMun, NnocTaBLUMKaMun, ANCTPUOLIOTOpaMM 1151 yCTaHOBNEHUS
ANUTENbHbIX NPUBUNErMPOBaHHbIX CBA3EN [2].

MeHe)KMEHT B3aMMOOTHOLLUEHUIN C KNIMEHTOM Kak O4HO U3 HanpasfieHun gesaTernbHo-
CTM KoMnaHu 3apoaunocb B 1980-x rr., koraa crano BO3MOXHbIM NoacyntaTb 00beM U
CTOMMOCTb BCEX MOKYMOK NOCTOSAHHOIO KNMeHTa 3a cpegHee BpeMsi obpalleHus ¢ HuMm. B
370 e BpeMs bbino BbiBeaeHo npasuno 80/20, koTopoe cBnaeTensCcTByeT 0 ToM, 4To 80%
BCEX MOKYMNOK ToBapoB 1 ycnyr cosepLuatoT 20% nocTosiHHbIX NOTpebuTtenen.

Pas3BuTtne MHPOPMaLMOHHBIX TEXHOSOMMIA B XX B. NPUBENO K 3HAYUTENbHBLIM N3MEHE-
HUAM (POpPM B3aUMOAENCTBUS MEXAY NPOM3BOAUTENSMU U NOTPeOUTENaMN TOBapOB 1 YCIYT.
MosiBneHune cetn IHTEPHET 1 pa3BUTME MOAENEN SIEKTPOHHON KOMMEPLMKM CnocobcTBOBaNu
3apoxaeHnto bonee NpaMbIX CBSA3en Mexay HUMKU. CUCTeMbI yrpaBeHUs KITMEHTCKUMU OT-
HOLLEHMAMM BrepBble BO3HMKNM B 1985 r., a B 1995 r. 6bin BBeaeH B 06OPOT TEPMUH
«Customer Relationship Management» (ynpaBneHue OTHOLUEHUAMMU C KITMEHTOM) [5].

HeobxoauMOoCTb NOCTPOEHUSA JONTOBPEMEHHbIX CBA3€EW C NoTpebutenem MoxHoO npo-
cnegutb Ha puc. 1. Camasa pacnpoCTpaHeHHasi NpuMYMHa yxoda KNUeHTa WUnn HexenaHus
BO3BpaLlaTbCA SABNAETCSA TO, YTO OH He oLlyuwaeT COBCTBEHHOM HY)XHOCTU N HE OCO3HaeT
NpPenMyLLeCcTB COXpaHEHUS NOSSTbHOCTU.

OpHako MHOrMe KoMnaHumM BCe elle yaensitoT 6onblie BHUMaHUS COBEPLUEHUIO NPO-
AaX, yBESIMYEHUIO KONMYECTBA TPaH3aKLMn NyTeM NpuBreYeHNs HOBbIX KITMEHTOB, a He pas-
BUTUIO YXe CITIOXMBLUMXCA cBA3en. MapkeTuHr npogax paccMaTpuBaeT COBEpPLUEHHYHO
TPaH3aKUMIO Kak 3aBepLleHne OTHOLUEHWI C KITMEHTOM, a MEHEMAXXMEHT KIMEHTCKMUX OTHO-
LWEHW KaK Ha Ha4arno noTeHuMansHO A0SIroBpeMEHHOW N B3aMMOBbLIFOAHOW CBA3WU C NOTpe-
outenem.
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Puc. 1. OcHogHble npuduHblI nomepu KrueHmos [7]

Mtak, CRM B LULMPOKOM CMbICe — 3TO COBOKYMHOCTb CPEACTB ynpaBneHus, No3Bong-
OLLMX BbICTpanBaTb, pa3BMBaTb U YKPENNsaTb B3aMMOOTHOLLEHUS C KITMEHTOM.

CyuiecTByeT Takke MHOXeCTBO onpeaeneHni CRM B y3KOM CMbICIe, OQHAKO, OHU He
OTpakatoT BCHO COBOKYMHOCTb OTAESIbHO UCMOMb3yeMbIX OYHKLNA, HaueneHHbIX Ha MoBbl-
LEHNE NOSANBbHOCTN NOTPedbuTens, pacluMpeHme KnNMeHTCKon 6asbl, YyMEHbLIEHNE Konnye-
CTBa NpEeTeH3nn, nogaep>xaHne odbpaTHOM CBA3MN.

PaclumpeHne knneHTckon 6a3bl MPOMCXOANT 3a CHET NPUBIEYEHUS HOBbIX NOTpebuTe-
nen. ns atoro Moryt 6bITb MCNOMNb30BaHbI PasfnnyHble Ccnocobbl: MPOMO-akuumn, cuctema
CKMAOK, peknama n T. a.

Mo nosinbHOCTBIO NOTpPedbuUTensa nogpasymeBaeTcs TUNOBas NoBedeH4YecKas peak-
UMS KNMEHTa MO OTHOLLIEHMIO K KOMNaHUKM 1 ee npoaykumm. OHa HaxoauT OTpaXkeHue B Co-
BEPLUEHNN KITUEHTOM MOBTOPHbIX MOKYMOK, y4aCTUN B CO34aHUM NONOXUTENBHON penyTaunm
dUpMbI, NMPMBEYEHNN HOBLIX KITMEHTOB MX YMCNa 3HAKOMbIX, MPUCOEOMHEHUN K Nporpam-
MaMm nosifibHOCTM 1 T. A. [8].

[ns OOCTWXKEHUST MMHMMAaNbHOIO KONMYecTBa BO3BpPaATOB ToBapa W Xanob Heobxo-
ANMO He TOSMbKO COBEPLLEHCTBOBATb COBCTBEHHYIO MPOAYKLUMIO, HO U aHanM3npoBaTb Bce
dakTopbl, BNUAOLWMNE Ha POPMMPOBAHNE MHEHUS MOKyNaTens O KOMnaHuu. [MaBHbIM WUH-
cTpyMmeHToM cbopa, 06paboTkn n aHanusa gaHHoOW MHOPMaUUKU BbICTynaeT cuctema ob-
paTHOW CBSA3N.

MeHeaKMEHT KINMUEHTCKMUX OTHOLLEHUM HauYMHAEeTCs C MUCCnegoBaHusi noTpedutens:
HeobXxoaMMOo NpoaHanM3npoBaTh AaHHbIE HE TONbKO O TEKYLLMX NpoAaXax, KNMeHTax u Be-
NNYMHE Cnpoca, HO N NoTeHUManbHbIX NOKyNaTensax, X NnpeanoyTeHusX, Npmebidkax. Yacto
Npon3BoAMTENDb YNycKaeT BO3MOXHOCTb OXBaTUTb OOnee LUMPOKUIM CErMEHT PbiHKA U3-3a
He4OoCTaTOYHOW UMW HETOYHOW MHOoPpMaLMK O HEM.

Pacnonaras Heo6xoaAMMbIMM 3HAHMSIMW O KOMMaHUK, PYKOBOACTBO OUPMbl MOXET
NpPoLOMKUTL coBeplleHcTBoBaTbL CRM. [1nga aToro npeanpuHMMaroTcs cnegyowme waru.

1. PaspaboTka cTpaTermun: OeNCTBYET Kak Ha ypOBHE NPOmM3BOAUTENS, Tak U NoTpe-
outens, nocneaHnn BKNOYaeT B cebs peLleHns OTHOCUTENBbHO LLenecoobpasHoCcTu pasnmy-
HbIX MOAX0O0B K KIMMEHTCKOM CerMeHTauuu.

2. CosgaHve CTOMMOCTU: 3akmn4vaeTcs B onpeaesieHMmM CBOMCTB NPOAYKTOB, KOTO-
pble genatoT ToBap Unu ycrnyry LeHHOM anga notpebutenen, n noTpedunTenbCKnx CErMeHToB
Hanbonee BaXHbIX AN KOMNAHUN-NPOU3BOANTENS.
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3. MHorokaHanbHas uHTerpauusa: onpegensietca ycunuamm obecneynTb MNOKyna-
Tento MOSHbIN KOMAOPT Yepes MHTerpaumio BCcex Tex CPeacTB, C MOMOLLbIO KOTOPbIX KIUEHT
B3aMMOJENCTBYET C opraHu3aumen (aneKTpoHHas no4vta, TenedoH, counasnbHble ceTn, Npo-
AaBUbl, TOProBble TOYKWU, KOHTAKTHbIE LEHTPbI, OUPEKT-MaPKETUHT, SNEKTPOHHaA KoMMep-
umns, MobunbHasa KOMMepUus).

4. WHMpOpMaUMOHHBbIN MEHEMKMEHT: onpeaensetca cbopom, opraHusaumnen m umc-
nonb3oBaHNEM BCen MHopMaL MM 0 NnoTpebutene co BCex To4eK CONPUKOCHOBEHMS, KOTO-
pble BKMOYalT M060M KOHTaKT opraHn3aunm ¢ KNMEHTOM UMK NoTeHUnanbHbIM KITMEHTOM,
Ana 6onee TwWATENbHOMO M3y4yeHUs1 NOTPeObMTEeNbCKOro cnpoca W reHepauum obpaTHomn
CBA3MN.

5. OueHka npou3BOAUTESTIbHOCTU: NMPOU3BOOUTCA AN U3MEPEHUST YCNEeLWHbIX Aen-
ctBu CRM 4epes nameHeHue Kornm4yeCTBEHHbIX NokasaTeneun NpuBeyYeHHbIX, yaepxvsae-
MbIX, BO3BPALLEHHbIX, YAOBMETBOPEHHbIX, NOANbHbLIX KITMEHTOB 1 NPUObLINK.

TemM cambIM, MOXHO cKasaTb, YTO A5S MOMyYEeHUS MONOXUTENbHbIX pe3yrnbTaTtoB OT
BHegpeHust CRM, o4eHb BaXXHO HanaguTb npouecc cbopa akTyarbHOW, NOSHOW, AOCTOBEP-
HOWN, TOYHON N OO BEKTMBHOW MHOPMALMK O KITMEHTE.

CRM wucnonb3yloT pasHoobpasHble cpeacTBa U AENCTBYIOT B pasHbIX HanpaBIieHUsIX,
Yy4uTbIBasA KOTOPble MOXHO BblAeNnUTb 5 NOAXOAO0B K YNpaBfeHUo OTHOLLEHUSMUN:

1. CRM kak Habop npuknagHblix NporpaMmm, TEXHUYECKNX CPeacTB.

2. CRM kak opraHu3saums cbopa, XpaHeHUs1 U aHann3 KIIMEHTCKNX AaHHbIX.

3. CRM kak ucrnonb3oBaHue ynpasfieHUst KIIMEHTCKMMM OTHOLLEHUSIMU KaK CpeaCcTBO
N3MEHEHNA KopnopaTUBHOWN KyNnbTypbl: CMeLLeHne oKyca C NPoAaXxun TOBapoB U YCNyr Ha
BbICTpanBaHMe NPOYHbIX OTHOLLEHWI C NOTpebuTenem, rnaBHbI KOMMNOHEHT KOTOPbLIX Hana-
YXEHHbIN OManor ¢ KaXablM KITMEHTOM, @ HE MOHOSOT NpoM3BoauTenNs, obpalleHHbIN K Kpyr-
HbIM NOTPEOUTENLCKUM CErMEeHTaM.

4. CRM Kak OCHOBHOW MHCTPYMEHT yrpaBfieHNA CMPOCOM.

5. CRM kak ynpaBrieHne OTHOLEHUAMU C KITMEHTAMKN Ha OCHOBE pa3paboTKM HOBbIX
cTpaTernin, HanpasfeHHbIX Ha TeKylwmx notpebutenen (passuTuve, HapalumBaHue nepe-
KPEeCTHbIX MPOAaX 1 NOBbILWEHWE CyMMbl NMPOAaX).

B HacToswee Bpems 60NbLLIMHCTBO NPeanpuaTnuin TeM Unun MHbIM CNnocoboM NbITaktTCs
HaWTN CBOW YHMKamNbHbIA NOAXO0A K NOTPEeOUTENto, 4TO NO3BONSET UM 3aHATb Bonee BbIXOa-
HYIO MO3ULMIO MO OTHOLUEHWUIO K KOHKYPEHTY, BblAENUTL CBOM TOBAp, a TakKe 3aHATb onpe-
AENEHHYI0 HULWY Ha pbiHKe. Takum obpa3om, MEHEAXKMEHT OTHOLLEHUIN C KNUEHTaMK SBs-
eTCH HeOoTbeMNEMON YacTbio NOOro NpeanpusaTUs, OH Heobxoamm Afns NOCTPOEHUsT OOI-
FOCPOYHbIX OTHOLUEHWUI C KNMEHTaMW U OPYrMMW NapTHepamu U Hanbornee B3anMOBbLIrOA-
HOro coTpygHuyecTtBa. ocne pasBuTUs COBPEMEHHBIX TeXHOMormn B XX B. Oblna npose-
AeHa aBTOMaTU3auUna HEKOTOPbIX MPOLLECCOB, KOTOPbIe 3akntovan B cebe TepMUH «ynpas-
NeHne OTHOLIEHNAMU C KNMeHTOoM». Tak 3apoaunucb coBpemeHHble CRM-cuctembl, OHU
npegcrasnanu cobon nepeble NPOrpamMMHbIE peLleHUs AN OCYLEeCTBEeHUS (YHKUUN
ynpaBneHus KNIMEHTCKMMU B3aMMOOTHOLLEHUSAM.

B 1986 r., amepukaHckas komnanusa «ACT!» npegcrasmna mmpy 6musHeca nporpamm-
Hoe obecneyeHne Noa HasBaHMEM «KOHTaKTHas cuctema ynpasneHus» (CMS). Mo cywe-
CTBY, 370 6bIN Unposon opraHansep ot «ACT!», koTopbIn No3Bonun obecneunTb 3 dek-
TMBHOE XpaHEeHWe 1 OpraHM3aunio KOHTaKTHOM MHApopMauumn knmeHToB. «Goldmine» u gpy-
rme BeHOOPbI Takke Bbinyckanu nporpammbl CMS Ha npoTtsbkeHum 1980-X rr. brvke K KOHLYy
AecAaTuneTns pacnpocTpaHeHne MnepcoHarnbHbIX KOMMNbIOTEPOB U MOSIBIIEHNE CEPBEPHOM
apXMTEKTYPbl OTKPbINM NYTb A5 CTPEMUTENBHOrO pocTa pa3paboTku nporpammMmHoro obec-
nevyeHuns [6].
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Mocne BHegpeHusa nepBbix CMS, NOCKOSbKY KOMMaHuMM coobLialoT O CBOEM OMbITE B
peanusauun paboTbl C nNporpamMHbIM obecneveHvem, noaTeepxaaeTca TOT (pakT, yTo
dupmbI, KOTOpbIE BEAYT AeNna C UCNoNb3oBaHMEM NogOBHOro NporpaMMHOro obecneyeHms,
Kak npaBuso, ycreLHsbl.

Taknm obpasom, cerogHs NPU3HaHHbIM YNpaBNeHYECKUM peLLEHNEM ABMNSETCA HE UC-
nonb3oBaHne CRM-cuctembl BoobLule, a Bbibop M3 Bcero MHoroobpasusa Ton, kotopas 6y-
AeT acbdekTBHa Ha JAaHHOM NPEeAnpPUSTUM U CMOXET obecneyunTb CyLLeCTBEHHYHO oTAavy
OT BIIOXKEHHbIX CPEACTB BO BHeApPeEHME 1 pa3paboTky nogodHoro M0O.

CRM-cuctembl BbINOMHAKT Takme BaXHble NPOLECChl, kak cbop MHopmaLmm o Knu-
eHTe 1 ee aHanus, nogaepxaHve B3anMogencTBusa COTPYOHUKOB BHYTPW KOMMaHUK, ynpas-
neHve pecypcamm NpeanpusaTisa u T. 4.

YnpaBneHne KNMeHTCKMMU OTHOLLUEHUSIMU OCYLLIECTBIISIETCS C NOMOLLbI0 TEXHOSOMN,
nmbo nopaepxmBaloTcs MMKU. TexHudeckne cpeacrtea CBA3n obecneymBatoT cneumdunye-
CKne NpoAyKTbl U CEPBUCHI, CO3AaHHbIe ANA Hanbonee MHAMBUAYANbHOIO MNOAXOANA K KaX-
AOMY KITUEHTY.

B anekTpoHHOM Gu3Hece cucTema ynpaBneHWs OTHOLUEHWSMW C KNWeHTamu npea-
cTaBnseT cobon Habop nNpeaBapuTenbHO pa3paboTaHHbIX, FOTOBbIX K BHEOPEHWUIO UHTErpU-
POBaHHbIX MOAYNEN MPUNOXEHN, KOTOPbIE POKYCUPYIOTCH HA aBTOMaTM3aumMm U onTUMu-
3aLMM BCEX OPWMEHTUPOBAHHbLIX Ha KNMEHTa U pearnpyrolmnx Ha NOTPeBGHOCTM KNMeHTa
YHKUUIN — Npoaax, MapKeTUHra, obCcrny>XMBaHns 1 NOAAEPXKKN — NpeanpusaTus, obnagatoT
rMOKOCTbIO HACTPOMKM 1 NepcoHanM3aumm AMHaMm4eckn noctaBnsaemMblX (OYHKLUMOHANbHbIX
BO3MOXXHOCTEN nakeTa 4yepes nobon KaHan B3auMoOOeNCTBUS B COOTBETCTBMM C KOHKPET-
HbIMK TpeboBaHuaAMM oTaenbHoro knueHta. CRM nossonseTt npeanpuatnio pabotatb kak
OCHOBaHHOE Ha B3aMMOOTHOLLEHUAX, WMHMOPMAUMOHHO pasBuUTOE, WHTErpuMpoBaHHOE,
HanpaBneHHOEe Ha npouecc, AENCTBYOLLEE B pearlbHOM BPEMEHWU, UHTENNEKTyanbHoe U
OPUEHTUPOBAHHOE Ha KNWEeHTa NpeanpusaTue, KOTOpoe B KOPOTKME CPOKM CNOCOBHO COo-
OpaTtb MHOPMaLMIO O KIMEHTE U OTpearnpoBaTth Ha ee nameHeHue [9].

Hayano 1990-x rr. ctano nepBbiM KPYMHbIM LLIAroM Ha MyTn K UCTUHHOMY Nporpamm-
Homy o6ecneveHnto CRM-cuctem. PaHHne HoBaTopbl, Takne Kak komnaHus «Brock Control
Systems», nomornn NpoABMHYTb 3BOMNIOLMIO NPOrpaMMHOro obecnevyeHus ansa ynpaesneHus
KOHTaKTamu B CTOPOHY aBToMaTmn3aumm npogax (sales force automation). SFA B3an Ha cebs
MHorne pyHKUMM MapkeTuHra 6a3 gaHHbIX, aBTOMaTU3NpPOBan Ux h 06beanHUN Nx ¢ ynpas-
NeHneM KoHTakTaMmn. ATo obecneunno npeanpuaTnam ropasgo 6onee nonesHyrw MHOpP-
MaLMIO O KITMeHTaXx.

MapkeTuHr 6a3 gaHHbIX — 9TO cnocob ueneHanpaBneHHO NPUMEHATb MHOPMaLno O
KNMeHTax n pbiHKE BO BPeEMS NPOBEAEHMS MAPKETUHIOBbLIX akUWiA, NepBbIN 3Tan 1 Nnpeano-
Cblfika UCMOMb30BaHUS ANPEKT-MAPKETUHIOBbIX MHCTPYMEHTOB. MapkeTuHr 6a3 AaHHbIX
no3BonsieT [octuratb HavmbornblUen LeneBon TOYHOCTM MNPU CEerMeHTUPOBaHUM PbIHKA,
Hanny4ywmm o6pa3oM aHanNn3npoBaTb, OLlEHNBATb Y NPUMEHATb CBA3M C KITMEHTaMM 1 napT-
Hepamu, UCNonb3ys AaHHbIe O KNWEHTe AN AOCTUXKEeHUs Hanbonbllen OpUEeHTUPOBAHHO-
CTM Ha LeneBsyto rpynny.

SAF Takke NpuMeHseT aBTOMaTU3NPOBaHHbIe OM3HEC-3a4aun Takume, Kak ynpaBneHme
3anacamu, 1 3agaym NPoaax Takune, Kak oTCrnexnBaHme B3anmMoLencTBUSA C KITMEHTAMM.

K 1994 r. SFA n opraHan3sepbl No ynpaBrieHno KOHTaKTaMn 3BOSIOLMOHNPOBANU, UTO-
rOM 3TOro CTan NPOAYKT, KOTOPbIA OY4eHb BNM3KO HaNOMMHaEeT COBPEMEHHOE NPOrpaMmMHoe
obecneyeHne CoBpEMEHHbIX CUCTEM MO YNPaBfEHNO KITMEHTCKUMM OTHOLWEHUAMKU. [1o mc-
nonb3oBaHnsa TepMmmHa « CRM-cuctema» 6binv npeanoXeHbl TakMe Ha3BaHMA Kak ynpasne-
HWe KopnopaTMBHbIMK KnneHTammn (ECM) n nHdopmaumoHHas cuctema knmeHTtoB (CIS).
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Tonbko B kOHUe 1995 roga Gnarogaps amepuKaHCKON TEXHOMNOMMYECKON uccrneaoBaTenb-
ckon komnaHum «Gartner» y uHayctpum CRM-cuctemM HakoHeL-TO NOABUIIOCH UMS, B 3TOM
)Xe rogy Hayanocb akTMBHOE (POPMMPOBaHNE pPbiHKa AAHHOIO NPOrpaMmMHoro obecneyeHus,
NnosiIBUNMNChL nepBble KpyrnHble noctasLlmnkn CRM-cucrem [6].

KoHkypeHTHast cpefa noatosikHyna npowussogutenen MO gononHAaTb (pyHKUMoHan
CBOEro NpoaykTa, NpeaocTaBnATh pacumpeHHbin Habop yenyr. B CRM Ha noyTu NOCTOsH-
HOWM OCHOBE Obini J06aBEeHbl HOBbIE MPUMOXEHUS ONs MapKeTUHra, npogax u obcnyxm-
BaHWA.

OpHako, pa3BUTHE TEXHOMOIMMMU He OCTAaHOBUITOCh, U yxe B 1999 r. pbIHOK MHGOpMa-
LIMOHHbIX TexHonorun gononHunmn e-CRM-cuncremamu.

Mcnonb3ys kopnopaTtueHble ceTn, noptanbsl U MHTepHeT, noctaBwmkm e-CRM npea-
NOXWUNN YPOBEHb BHYTPUOPraHN3aLMOHHOIO COTPYAHNYECTBA, KOTOPOro paHee He Obino B
otpacnn CRM.

Tem cambiMm, cuctema ynpasneHNsa KNMEHTCKMMUN OTHOLLEHUSIMU CTaHOBUTCH HEOTb-
eMNIeMON HYacTbio NPeAnpPUSATUS, OHa He TONbKO 3HAYMTENbHO ynpowaeT paboTy C KIUEHT-
ckon 6a3on, HO U BepeT Ha cebsi MHOXECTBO ApPYrMx (PyHKUUK, KOTOPbIE MNO3BOMSOT OCY-
LLEeCTBNATb KOHTPOSIb 3a paboTon KoMNaHuM B LieNoM, onpeaenss ee cnabble N cusbHble
CTOPOHbI. Tak, 04HON N3 BaXkHbIX YacTen coBpeMeHHblx CRM cTana cuctema noctaHOBKU
3ajad, KoTopas BKroYyaeT B cebsa cnegyowime yHKUMK:

— MoCTaHOBKa 3ajad,

—  TOMUCK UCNONHUTENEN,

— Ha3HayeHune OTBETCTBEHHbIX N,

— onpeferneHne orpaHMYeHns No BpeEMEHU BbINOMHEHNS 3a4au,

—  JpobneHune cnoxHblxX N 06beMHbIX 3aga4 Ha bonee menkue,

—  (pukcupoBaHue pesynbTaTa UCMOSNTHEHUS.

OpaHa 13 rnaBHbIX Lenen cUCTemMbl NOCTAaHOBKN 3a4ad — co3faHne eanHon Kopnopa-
TMBHOMW cpefbl, YTO NO3BONSIET KOOPANHUPOBATL OENCTBUA BCEX NogpasgeneHnin BHyTpU
KoMnaHuu [4].

B Hauyane 2000-x rr. nponcxoauT Kpax pblHKa BbICOKMX TEXHOSTOMMN U3-3a Tak Ha3blBa-
€MOro «ny3blpsa 4OTKOMOBY. [IOTKOM — 3TO TEPMUH, KOTOPbIA NPUMEHSNCSA N NPUMEHSETCS
NMOHbIHE MO OTHOLUEHMIO K KOMMNaHUAM, BusHec-moLenb KOTOpbIX LIeNMKOM OCHOBbLIBAETCS
Ha paboTe B IHTepHeTe. OH npounsoLwlen oT aHrnmnckoro dot-com («To4yka KOM») — LOMEHa
BEPXHErO YPOBHS, HA KOTOPOM 3aperncTpupoBaHbl Kak NpaBuio canTbl KOMMEpPYECKUX op-
raHn3aumin. Ha pbiHke NosiBUNOCb O4EHb BOMbLLOE KONMNYECTBO BbICOKOTEXHOSTOMMYHbBIX KOM-
NaHWN, OHW aKKyMynMpoBanu cpeacTsa MHBECTOPOB Npoaasasi CO6CTBEHHbIE akuun. Cnox-
HOCTb 3aKsnyanacb B OLEHKE CTOMMOCTM 3TUX akuuin, nogobHble NpeanpusaTus 3a4acTyto
He Briagenu 60MbWNM KONMYECTBOM MaTepuanbHOro UMyLLEeCTBa, UX OLeHUBasnm no Konu-
4YecTBY MOCELLEHU canTa opraHusaumn. Becnencreme yero, MHTEPHET-NpPeanpusaTna Tpa-
TUNN CpeacTBa Ha peknamy U MapKeTuHr, ynyckasi U3 Bugy passutne camom 6usHec-mo-
aenm.

B pesynbTate aTOoro nocneacteus yaapunu no Bcen MHAYCTPUN: MHOXECTBO Komna-
HUA 0BaHKPOTMNOCH, pyKoBOAUTENEN 0OBUHANM B pacTpaTe CPeacTB M MOLUEHHNYECTBE,
ObINo yTpayeHo goeepue K IT-uHgycTpum.

B otpacnu CRM 6onbLue Bcero noctpaganu MUHTEPHET-CUCTEMbI YIIPaBIIEHUS KIUEHT-
CKMMW OTHOLLEHUSIMU, OHM NOTEPNN BOMbLUYIO YacTb CBOUX KIIMEHTOB UKW NPEKpaTUn cy-
LLleCTBOBaHMe.

OpHako, npouecc co3gaHus HOBbIX MHCTPYMEHTOB, METOAMK M NPOrpamMMHOro obec-
nevyeHnsa He OCTaHOBUIICS.
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Cneayowmm BaxkHbIM aTanom passutns CRM-cuctem ctano passutne obnadHbix Tex-
Honoruin, B 2007 r. konaHus «Saleforce» npegctasuna nnatgopmMy Force.com. 3TO 3HAUUT,
YTO Tenepb He HY>XHO nokynaTb O, n ycTaHaBnMBaTh €ro Ha cepBepbl, BMECTO 3TOro, Heob-
XOAMMO NPOCTO NIAaTUTL 3a eXEeMECAYHYIO NOAMMUCKY Ha YCryr, 1 nonyyaeTte rotToBoe peLue-
HMe npsAMo B Gpay3epe. ATOT TMN CUCTEM OYEHb NPOCT B UCNONb30BaHWMM U NIErKo noacTpau-
BaeTcsa noa noboe npeanpuaTne, He 3aBMCMMO OT ero Buaa AedTenbHOCTU UM maclutaba.

Tem cambiMm, pa3paboTymkm nporpaMMHoOro obecnevyeHms aBToOMaTU3NPOBAHHbIX CU-
CTEM MO YNPaBfeHUIO KITMEHTCKUMU OTHOLUEHUSIMU NOCTAaBMSAT Ha PbIHOK ABE OCHOBHbIX
dopmbl opraHusauum CRM-npunoxeHun.

1. «KopobouHbie» peweHus (On-Premises) — npegyctaHasnuaemoe 10O, koTopoe
npegHasHa4yeHo Ans HeonpeneneHHOro Kpyra nokynatenen co cTaHAapTHbiIM Habopom
dyHKUMA ansa HUX, 6a3oBoe pelueHne nogpasymeBaeT nog cobon onpeneneHHoe orpaHu-
YyeHune, Kak No PYHKLUMOHANBbHOCTU, TaK U MO BO3MOXHOCTU AarbHenwen mogugmkaumm cu-
CTEMbl MOCTaBLUMNKOM.

2. Obna4Hble cepBuUckl (Software as a service) — aTo TeXHOS0rMst 06paboTKn JaHHbIX,
npyv NCNONb30BaHNUN KOTOPOW MOMb30BaTeNto NpeaocTaBnaeTca nporpammHoe obecnede-
Hue, Kak cepsuc (SaaS) yepes bpaysep, NPUNOXKeHUs AN MOBUITbHBIX YCTPOMUCTB Ha OcC-
HoBe onepaumnoHHbix cuctem iOS, Android unmn Windows Phone. bnarogaps Tomy, 4To OT
nosib3oBaTesis ckpbiTa abCcontoTHO BCA MHGPpaACTPyKTypa obnaka emy He Hy>XHO obnagaTb
crneumanbHbIMU HaBblkaMU UMY 3HAHUAMU ANSA UCNONb30BaHUA 1 yNpaBneHns AaHHOW Tex-
Hosornen.

PacnpocTtpaHeHue coumanbHbIX ceTen, yBennyeHne ux nonynsapHoCcT 1 KonnmdecTtea
nonb3oBaTenien NOATONKHYO K CO34aHMNI0 HOBOIO BUAA CUCTEM YNPaBeHUs KIMEHTCKUMM
OTHoLweHuamn. CHavyana npomssoguTenu nporpaMmmHoro obecneveHms gob6asnsany Moaynm
ANSA ynpaBreHns CBA3bIO C KNMEHTOM Yepes pasfiMyHble coLmanbHble CETU, HO OHW He Bbinn
adpekTnBHbI M YOOb6HbI. Toraa Ha pbiHKe obpasoBanacb HOBasi HULWIA cneunann3npoBaH-
HbIX MPOrpaMMHbIX NPUIOXeHU Anga paboTebl B coumanbHbix ceTsax. CoumaneHas CRM-cu-
cTema — 3TO HOBbI NOAX04, KOTOPbIN 0ObeANHAET TPaAULMNOHHbIE AENCTBUSA, OPUEHTUPO-
BaHHbI€ Ha KMNEHTa, C HOBbIMU MPUOXEHUSIMU 115 coumnarnbHbIX ceTeln, YTOObI NpuBnekaTb
KNWEHTOB K COBMECTHbIM Becefam ans obecneyeHus B3aMMOBbLIFOAHOW LieHHOCTU. HoBast
TEXHOMNOorMs UMeeT crneayouime npeunmyLiecTsa anga busHeca:

—  MOCTPOEHMe AOBEepPUTENbHbIX OTHOLLEHWUI C KNMEeHTaMu;

— MOCTOSIHHOE noaaepXxaHne obpaTHOW CBA3MW;

—  yCKOpeHHas anddepeHumaumnsa npoaykToB N CEPBUCOB;

—  noBbleHne 3(PPEKTUBHOCTU KPOCC-NpoLax,

—  CHWXXEHWe CTOMMOCTU cepBuca.

Ewe ogHMM Habupawwmm nonynapHOCTb pelleHMeM ABNATCA MOOUnbHblIE Cu-
CTEMbI, KOTOpPble MO3BONAT Nofnyy4yaTb N obpabaTbiBaTbh JaHHbLIX O KIMEHTaX C MOMOLLbIO
MOBUIbHBIX YCTPOUCTB (CMapTAdOHbI, NNaHweTbl). Hanbonee nonHogyHKUMOHaNbHbIE MO-
6unbHble CRM npu 3TOM He ycTynatT no Habopy (PyHKUMIA CBOUM «CTapLUMM» aHaroram,
a B HEKOTOPbIX BOMPOCax gaxe M NPEeBOCXOAAT UX, Takne pelueHns 4yacto paspabatbiBa-
toTCs TeMu xe noctaswmkamm O, nmeroT obliee Ha3BaHne, nHTepdenc n ap. bonbLnH-
CTBO KOMMNaHW paccMmaTtpuBaloT NogobHble KpoccnnaTopMeHHbIE NPUNOXKEHUSA KakK yao06-
Hoe gononHeHue K ctaHgapTHon CRM-cucrteme.

oTOBbIE NakeThbl, 1 0COBeHHO obLiekopnopaTBHbIE pelleHns, Takme kak CRM-cu-
CTEMbI, pacCMaTpMBalOTCA Kak HaunyylWwnin Nogxoa K agMMHUCTPUPOBAHUIO MHOpMaLMK
BHYTPY KOMNaHuu. [AnNa 3TOro eCTb HECKOMBbKO MPUYUH:

1) CRM-cuctembl obecnevmBaloT Nyyllyd NPOBEPKY MOSib3oBaTeNbCKMX TpeboBa-
HUW caMUM MONb30BaTENEM;
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2) YOEepXMBaKT HEM3MEHHOE Ka4yeCTBO NOCTaBNAeMON OYHKLUNOHANBHOCTY;

3) npenocTaBnalOT LEMNOCTHYIO U MHTErpUPOBaHHYID apXUTEKTYypy MH(OPMaLMNOH-
HOW CUCTEMbI;

4) CRM rapaHTupytoT BbICOKYIO CTEMEHb CTaH4apTM3auuu;

5) obGecneuynBatoT NocnegoBaTenbHY Y TOYHYH AOKYMEHTALMIO CUCTEMBI;

6) npeanaratT OTIMYHOE Ka4yeCTBO M NPOU3BOAUTENBHOCTL Npu paspaboTke n 06-
CNY>XUBAHUN CUCTEMDBI.

Ycnex aBToMaTu3npoBaHHbIX CUCTEM YrpaBfieHNs OCHOBAH Ha NPUHLMMNE NMOBTOPHOIO
ncnonb3oBaHus. [poncxoxaeHne aToro MeTofa BOCXOAUT NOYTK K Havany KOMMNbOTEPHON
3pbl, koraa 66110 NPU3HAHO, YTO CANLLKOM H60MNbLLOE KONMYECTBO NPOrPaMMHbIX KOL4OB ObISIo
HanMcaHo 1 NepenMcaHo MHOrOKPATHO N HEAKOHOMMUYHO.

BONbLUMHCTBO A3bIKOB MPOrpaMMmMpOBaHUS NPeaoCTaBUNn NPUNOXKEHNA NN NakeTbl
NOrMKKN, KOTOPbI€ MOXHO ObIfI0 MHOFOKPaTHO MCMOMb30BaTh B OTAENbHbBIX MporpaMmmax unm
Aaxe rpynnoun nporpamm. basbl aHHbIX MO3BOSIMAM NOBTOPHO MCMNOMb30BaTh COBpaHHyo
dopmaLmio, YTO NPMBESIO K PE3KOMY CKayKy NMpOM3BOAMTENBHOCTU Tpyda NPOrpaMMmCTOB.
TOYHO Tak XXe ceTu NO3BONSAT UCNONBb30BaTb OAHU U Te e NPorpaMmbl Ha PasHbIX TEpMU-
Hanax unu paboymx CTaHUMsIX B pasHbiX MecTax.

Mo mepe Toro, Kak BHELLHSAS cpefa CTaHOBATCS Bonee CnoxHown, rnobann3oBaHHON K
KOHKYPEHTHOWN, CTaH4apTU3NpoOBaHHbIE NpoLlecchl obecnevnBatoT OCHOBY ANst 9 deKTUB-
HOro pelueHus nNpobnem noBbILEHUA MPOM3BOAUTENBHOCTUN, Pa3BUTUS BO3MOXHOCTEN U
aganTauumn K MEHSAIOLLMMCS YCNOBUSIM.

Mpn atom mHorne npomssogutenn MO CRM-cuctem OCTaBnslOT CBOMM BeHAOpam
BO3MOXHOCTb AopabaTtbiBaTb MMEKOLLUMECH PELLEHNSA MOA KOHKPETHbIE HYXXAbl KIMEHT, eCrin
UMerLasnca Bepcust NPoAyKTa He yOOBMeTBOpPSAeT nocTaBfneHHbIM TpeboBaHnsam. Camon
N3BECTHOM CUCTEMOWM C «OTKPbITbIM KOAOM» siBnsieTcs «Sugar SRM», oHa paspabatbiBa-
eTca n popabartbiBaeTcda nonb3oBatensamMm Ha a3bike PHP.

MoaenupoBaHue yxe UMEeHLLUXCH peLLleHnIn NO3BoNSeT onpeaennTb UCTUHHYIO Npu-
poay XapakTepHOW CTPYKTYpbl U AMHAMUKK Bu3Heca, NpoBECTU aHanu3 pes3ynbTaToB Aes-
TenbHOCTU Bcero npeanpuatma [9]. MNMoaTomy oTpacnb nporpammMHoro obecneyeHus aBTo-
MaTU3NPOBAHHbLIX CUCTEM YNPaBNEHUS KIMEHTCKUMM OTHOLLEHUAMM C KaXablM rOAOM pac-
LumMpsieTcs.

Ha puc. 2 npeactaeneH o6bem poiHka MO CRM-cuctem. OH nogTeBepXXgaeT TOT doakT,
YTO C KaXablM rofoM yBEennyMBalTCA WHBECTULWNOHHbIE BMMBAHUSA B BbICOKOTEXHOSOMY-
Hble KOMMNaHWWN BbICTYNAKLWUMM NPON3BOANTENSMWN NOLOOHLIX NPUNOXEHUI, HECMOTPS Ha
AOBOJSIbHO CEPbE3HY KOHKYPEHUMIO MUpPOoBbIX nuaepoB oTtpacnm (Microsoft, Oracle,
SaleForse).

C KaxgbiM rogom Bo3pacTaeT KONMYeCTBO JOKasbHbIX pa3paboTynMKkoB NpOrpamMmHOro
obecneyeHuns, KOTopble CTAHOBATCA BOCTPeOOBaHbI B OTAEMbHbLIX CTPaHaX U rpynnax CTpaH,
3TO 00YCNOBNEHO OCOBEHHOCTAMM TEXHUYECKOM NOOAEPKKN U A3bIKOBbIMM Bapbepamum.
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[na anekTpoHHoro 6usHeca Hanbonee akTyanbHbl obnayvHble U coumnanbHole CRM-
cucteMbl. JlokanbHO ycTaHaBNMBaeMble «KOPOOOYHbIEY NPUIIOXKEHUSA NMOCTENEHHO yCcTape-
BalOT N BbIBOAATCH M3 9KCMyaTaumm manbiMu U cpegHUMU NpegnpuaTusaMmn, MU CroXHO
nosfib3oBaTbCsl, 00CNyXnBaHne o6xoaMTca 4OPOro n TpebyeT cneumann3npoBaHHbIX HaBbl-
KoB. Yacto 60nblWMHCTBO hyHKUMIN NogobHbix CRM-cuctem He 3agencTBoBaHbl B Manom
BusHece. Ha puc. 3 n 4 oTpaxeHa gaHHas TeHAEHUMS.
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Puc. 3. Micnonb3oeaHue npednpusimusiMu fokasbHO ycmaHaenueaembix CRM-cucmem
¢ 2008 no 2014 2.,% [7]
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Puc. 4. Ucnonb3osaHue npednpusmusmu obnaqHbix CRM-cucmem ¢ 2008 no 2014 2.,% [7]

Beuay Toro, 4to nporpammHoe obecneveHne Ha oCHoBe 0b6navHbIX TEXHOMOMM Npeao-
CTaBNHAETCS 3aka34vuKy B BUae ycnyru, nonb3osatenb 6epeT ero B apeHay, onsfiavveas nylb
aboHeHTCKy0 nnaTy. ATO NO3BONAET KOMNaHUK, B OTNNYME OT CTaHAAPTHOM CXEMbI NNLEH-
3MpOBaHUs, He MHBECTUPOBAaTb CPeACTBA B NMOKYMKY NporpamMHoOro obecnevyeHnsa n annapar-
HOW NnaTcopMbl ANga ee passepTbiBaHus. [Nogaepka n obHOBEHME Takon cuctemMbl Bec-
nnaTHO OCYLLECTBMSETCS BEHAOPOM UM HENOCPEACTBEHHO cCaMnM paspaboTumkoM. SaaS-
peleHnst SalT BO3MOXHOCTb KaXOoMy MNpeanpUsaTUIO-KITMEHTY WCMOMb3oBaTh SiUWb TOT
Habop PyHKLUNIA, KOTOPLIN eMY AENCTBUTENBHO HYXXEH N KOTOPbLIM OH MOJSb3yeTCs.

Takke, B obnayvHbIXx cucTeMax npegyCMOTPEHbI FOTOBbIE MakeTbl YCIyr, KOTOpble
BKMNOYAOT OCHOBHOW Habop byHKUUN, NpegocTtaBnsaemMbid nokynaTtento. [Ona ynpoLleHus
pacyeTa CTOMMOCTW yCryr onsiata nofb30BaHUs BblIOpaHHbIM NaKeT HAYMCIISeTCH 3a Kax-
Obl Mecal,.

Ecnu B 6yaywiem 3akasymk NoMMeT, YTO eMy HeobXoaAnMbl Kakne-nmbo AoNoSTHUTENb-
Hble (PyHKUMM NpOorpaMmbl, Unn e HAaoboPOT CTOMKHETCSH C TeM, YTO emy BonbLue He Tpe-
OyloTCa onpefeneHHble MOAYNN, TO AaHHbIN BOMPOC MOXHO ByaeT nerko n 6biCTpo peLumnThb.
O6nayHble pelweHus npeanaraloT O6WMPHBIA BbIOOp MoauuKkauun ana asToMmatmsauum
npakTn4eckn scex bBusHec-npoLeccoB, y4eTa 1 ynpaBreHnss COBMECTHON paboTon.

Poccuinckmin peiHok CRM-cucTem Takke COXpaHAeT NONOXUTENbHYIO ANHAMUKY pas-
BUTUS, CTAHOBMUTCS Bce Bonee MHoroobpasHbiM. B 2016 r. OH nokasbiBan poCT 3a CHET KOM-
naHWU B CErMEHTE Maroro n cpegHero 6usHeca, KOTopble Nony4yatoT nepabiv ONbIT paboThbl
B CRM [3].

(maBHas 0cobeHHOCTb poccumnckoro poiHka CRM-cuctem coctouT B TOM, YTO paspa-
OOTYMKN BHEOPSAIOT CBOW pPELLEHUS 3a4acTylo He MeHee aKTUBHO, YeM areHTCTBa MO BHeS-
PEHUIO CUCTEM.

Oxkorno 39% areHTCTB NPUCYTCTBYHOLLMX HA POCCUMNCKOM PbIHKE OTHOCAT cebs K creuuna-
NM3NPOBaHHbIM, T. €. 3aHUMalOLLMMUCS, B NEPBYIO odepeab, UMeHHO CRM-MapkeTuHrom, ewé
61% — HanpasneHve Kak ogHy 13 ycnyr. Npu atom 57,7% areHTCTB paboTaloT Kak Henocpea-
CTBEHHO C KNMEHTaMu, TaK W BbICTynasa cybnoapsgumkamm no CRM-HanpaBneHuno y apyrmx
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areHTcTB, 11,5% xoTenu 6bl nonpoboBaTh cebsi B KayecTBe cybnoapsavmMkoB, HO OMNbiTa TAKoro
noka He nmetoT. Tonbko 30,8% komMnaHun paboTaroT CTPOro HanpsiMyto € KIMEHTOM.

HesaBuCMMO OT TOro, SBNSIETCA areHTCTBO Crneumanm3MpoBaHHbIM UMW HET, OHO MO-
XeT npegnaraTb CBOMM KIMEeHTaM BOCMNOSb30BaTbCA AOMNOMNHUTENBbHLIMUY YCyramu, He CBSI-
3aHHbIMKU NpsiMo ¢ CRM-mapkeTuHrosbiMn npoektamun. Hanbonee pacnpoctpaHeHbl yernyrm
AnsanHa, paspaboTkm MobunbHbIX npoekToB, SMM-npogsuxeHne. Beero 11,5% oT1 obLiero
yucna opraHu3auun He NPeaoCTaBNAT OTAENbHO HUKAKUX ycnyr, paboTas TONbKO B CO-
ctraBe CRM-npoekToB [1].

B uenom, nepeyeHb ycnyr, npefocTaBnsieMbiX areHTCTBamu no paspaboTke n BHeA-
peHnto CRM-peLleHnin A0BOSIbHO LUMPOK: OT KOHCYNbTUPOBaHMS No noadopy Haubonee
noaxogawero CRM-pelleHnsa n ynpaBsneHusi NpoekTaMu No ero BHEAPEHWUIO 40 OpraHunsa-
umm call-ueHTpos.

PasnuyHble oTpacnn peanusytoT nNogobHble NPOeKTbl C PasnMYHON UHTEHCUBHOCTLIO,
YyalLe BCero nporpamMmMHble peLleHnst ncnonbaytotes B e-commerce u FMCG-oTtpacnm (puc. 5).

Takum obpasom, CRM-cuctembl npeacrtasndeT cobon nporpammHoe obecnedeHue,
paspaboTaHHoe Ons noaaepxkn GusHec-npoueccos, aBTomaTnsaumm apeKkTMBHOro B3a-
UMOAENCTBUS MeXay KOMNaHUAMU, UX KITMeHTaM1 U napTHepamu.

Bonbuwoe pacnpocTpaHeHue nony4mnu SaaS n On Premise TEXHOMOrMu, CyLecTByeT
TeHAEHLMSA BbITECHEHUS C pblHka CRM-cncTeM, OCHOBaHHbIX Ha KNacCcu4eckon cucteme nu-
LeH31poBaHMs NPOrpaMmMHOro obecrneyeHnst B Nonb3y 0651ayHbIX TEXHONOMMIA.

9710 06yCnoBNeHO TeM YTO, UCNOSb30BaHMe nocneaHnx Hanbonee yoobHo anga npea-
cTaBuTerien Marnoro n cpegHero 6usHeca, Takke ANEeKTPOHHbIMU NPEANPUATUSMU, KOTOPbIE
ABNAOTCA OCHOBHbIMM NOTpebutenamm Ha pbiHke CRM-cuctem, B cuny ygobcerea npume-
HeHns 0bnayvHbIX TEXHOMOMMN.
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OTPACI/b
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FMCG-ToBaph!

AsTOMOBMAK

BaHKK 1 PUMHAHCOBLIE YCAY W
EbITOBaFI TEXHWKa

HeTckue TOBapbI

KocmeTwyeckue ToBapb!
Po3HwyHas Toprosas

TaGauHsle napenus

PapmaueeTHka v MegobopyaosaHue
ANKOroNbHLIE HANWTKK

Tenekom

KomnbroTepHas TexHuka 1 Mo
Typmzm

HoReCa (oTtenu, pecTopaHsl, Kadpe)
Tosapb! ANA HUBOTHBIX
MeaguumHCKue yonyri

CrpaxoBble yCnyru

YACTOTA CRM-NPOEKTOB

73,1%
65,4%
38,5%
38.,5%
38,5%
38,5%
34,6%
34,6%
30,8%

27%

23%

23%
19.2%
19.2%
15,4%
15,4%

11,5%

11,5%

Puc. 5. Ompacniesas crneyuguka ucnonb3dogaHuss CRM-cucmem 8 Poccuu, % [1]

OTpacnb peLleHnit Mo YNpaBneHnto KNMEHTCKMMU OTHOLLEHUSIMU NPOAOIKAET pa3Bu-
BaTbCS, NOSBUNUCH coLMarnbHble U MOGUIbHbLIE CUCTEMbI, KOTOPbIE NMEIT Hanbonee yno6-
Hble KaHanbl B3aMMOAENCTBMS C KNMMEHTAMWN U NPEAOCTaBNAT P APYrMX NPenuMyLLECTB.

CcCbINKM Ha UICTOYHUKU
UccneposaHne CRM-mapketuHra B Poccun. Caint  aHanuTtudeckoro areHtctBa «Reward». —
URL: http://www.ruward.ru/crm-marketing-2016/. — 8.04.2016.

1.

2.

as

Hukonenko . ., Knioesa 0. C. Vcnonb3oBaHne MHGOPMaLMOHHO-KOMMYHUKALWNOHHBIX TEXHOMOIMN,
CRM-cuctemMbl 1 aBToMatmsauumn B cpepe cepsuca // BecTHUk AnTaickoro rocygapcTBEHHOro yHUBeEp-
cuteta. — 2015. — Ne 6. — C. 183-189.

PbiHOK 6e3 KOHKypeHuun: oTeyecTBeHHble CRM-cnucTeMbl. ONeKTPOHHbIN CNPaBOYHMK KOMNaHuW, TOBa-
poB u ycnyr. — URL: https://www.ds36.ru/news/1865643. — 2.04.2017.

PasaHues A. B. Kak BHegpute CRM-cuctemy 3a 50 gHen. — M.: Omera-J1, 2017. — 188 c.

CumoHoBa C. . NHTennekTyanbHbIN aHanu3 gaHHblx Anga 3agad CRM // International Journal of Open
Information Technologies. — 2015. — Ne 2. — C. 17-22.

A Brief History of Customer Relationship Management. Cant komnaHun «CRM swich». — URL: https://
www.crmswitch.com/ crm-industry/crm-industry-history/. — 12.09.17.

CRM Statistics You Need to Know for 2017. Cant komnaHum «SuperOffice». — URL: https://www.super-
office.com/blog/crm-software-statistics/ — 10.01.2016.

Sainia, G.S., The Effect of e-CRM on Customer Satisfaction: An Empirical Study of Online Shopping / G.
S. Sainia, S. Kumarb // Journal of Management and Science. — 2015. — Ne 5. — P. 31-41.

Vivek K. Implementing SAP® CRM: The Guide for Business and Technology Managers. — London: Taylor
& Francis group, 2015. — 528 p.

11


http://e-koncept.ru/2016/
https://www.ds36.ru/news/1865643.%20–%202.04.2017
https://www.crmswitch.com/crm-industry/crm-industry-history/

‘ SSN 2304-120X boukoea E. B. Mecmo u posnb CRM-cucmem 8 anekmpoHHom 6usHece // HayuHo-

memoouyecKuli 3neKmpoHHbIl ypHan «KoHuyenm». —2017. —Ne $19.—0,6 n. a1 —
URL: http.//e-koncept.ru/2017/470218.htm.

ﬁ H3Y4HO-METOANHEeCKIIA
SAEKTPOHHBINA >KYPH3A

< ¢

PexomeHdo8aHO K nybnukauuu: ISSN 230 120X
lopeebim I1. M., kaHOuGOamom nedazoaudecKux Hayk,
2/1a8HbIM pedakmopoMm XxypHana «KoHuenm»
I'IOCTynvma B peaakuuro I'Ionyqua NON0OXKNTENbHAA peLeH3na
Received 23.08.17 Received a positive review 15.09.17 9ll7 723040120173
MpuHATa K Ny6aMKaumm Onyb6avKoBaHa
Accepted for publication 15.09.17 Published 19.08.17 www.e-koncept.ru

© KoHuenT, Hay4YHO-MeToAMNYECKMUIA 3/1IeKTPOHHbBIN XypHan, 2017
© boukosa E. B., 2017

12


http://e-koncept.ru/2016/

