
- opraHH3atllUI 6onee qeTI<oro B3aHMO)J.eHCTBIUI OT)J.eJIOB npo)J.a)!( H MapKeTHHra 
c npoH3BO.llCTBeHHblM OT)J.eJIOM H OT,lleJTOM CHa6)f(eHIUI. 

B HaCTo~ee speW! .llJlJI Ka'leCTBeHHoro o6cnyxCHBaHIDI Heo6xo.nHMo sHeApllTb 
e HcnoJibJOBaTh CRM-TeXHonornH, eanpHMep Sales Expert, Terrasoft CRM. 

TeXHoJJonm CRM B .n:anHoli CHT)'at.lHH no3BorunoT coxpaHHTb HJIH JHa'iHTeJlb­
HO }'BeJIH'IHTb Ka'leCTBO o6cJTy>KHBaHJUI KJIHeHTOB 6e3 cymeCTBeHHOro )'BeJIH'lemu1 
ce6ecTOHMOCTB. ABToMant3HposaHHD1if npou;ecc 3H8'iHTeJibHO npome MaclllTa6Hpo­
san. - a 3TO JHa•un, qTo o6c.ny)f(HBaHHe KB)!()J.oro cne.zzywmero KJIHeHTa 6y.neT cro­
HTb 3Ha'!HTeJibHO .n.ewesne, qeM npe)J.bI.lJ.YIUero, 6e3 noTepH Ka'leCTBa. 

Onb!T BHe.n:peHIDI CRM-Texaonorn:H noJBOJIHeT )J.0611TbCX cne.1J.yroIUHx noKaJa­
Teneli: 

- COKpameHHe UHKJia npO)J.8)1( B cpe)J.HeM Ha l 0-15 % H TIOBblllleHHe npou;eHTa 
BblHrpaHHblX C)J.eJIOK Ha 5-10 %; 

- COKpam.eHHe BpeMeHH Ha BbinOJTHeHHe pyTHHHblX onepau;RH Ha 25-30 %; 
- IlOBbJWeHHe cpe)J.Heli npH6bJJibHOCTH npo.ua)f( Ha 15-20 %; 
- nOBbIWeHHe TO'IHOCTH nporn03HpOBaHHJI npo.na)f( .uo 99 %; 
- CHH)l(eHHe HJ)J.ep)f(eK Ha npO.lJ.B)f(H, MapKenurr H nocJTeAyJOmyro noAAep)f(Ky 

KJIHeHTOB Ha 10-30 %; 
- YBeJIH'leHHe npou;eHTa nepeKpeCTHbIX npO)J.8)1(, B TOM <niCJie qepe:i OT,ZJ.eJI IlO)J.­

nep)f(KH KJIHeHTOB Ha 5-10 %; 
- TIOBblllleHHe 3cpcpeKTHBHOCTH MapKenrnroBblX KaMnaHHH Ha 5-7 %; 
PeHTa6enbHOCTb cpe,llliero npoeKTa CRM coCTasnxeT oT 200 .no 400 % s Te'le­

HHe 2-3 JleT. 

TaKRM o6paJoM, HHsecranHH s TexHonora11 pa6oTbI c CYIUecTByrolIIHMH KJIH­
eHTaMH np11MO BJJHlllOT ea HX Jl011JlbHOCTb, a 3Ha<rnT, Ha 3cpcpeKTHBHOCTb H ycTOHtm­
BOCTb 6H3Heca. 

jfynr.Ko3.M. 
<Punuan YO «EI'3Y» (fluHcK) 

MO.ll;EJIHPOBAHHE6H3HEC- TIPOnEcCOB 
CHCTEMhl YIIPABJIEHIDI BY30 BCKOH .ll;EHTEJILHOCTbIO 

CBCTeMa ynpasneHIDI ey3oecKOH ,ne11reJibHOCTbIO, Koropyro Heo6xo,nHMo pac­
cMa-rpHBaTb, npe)f()J.e Bcero, KaK cHcTeMy ynpaBneHIUl pecypcaMH BYJa ( cp1rnaHco­
BbIMH, 'leJIOBeqecICHMH, HHcpopMau;HOHHblMB, MaTepHaJJbHO-TeXHH'ieCKHMH) )J.OJJ)f(Ha 
6b1Tb peanHJosaHa Ha octtoee -rpe6osaHHH Me)l()J.)'HapoAHbIX CTBHllapTOB cepHH HCO 
9000, u, B nepsyro oqepe)J.b, cne)J.yromHX ocHosononarruo111HX npHHu;unos: 

- opHeHTau;IDI Ha no-rpe6HTen11; 
- JIH)J.epcTBo pyKoBO.D.CTBa; 
- BOBJJe'leHHe pa60THHKOB; 
- npoueccHbIH no.nxo.n; 
- CHCTeMHbffi no.n:xo.n. K MeHe,n)f(MeHTy; 
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- nOCToJCHHoe yJI)"ImeHHe .nenem.HOCTH; 
- npHHJITHe pemeHHft, OCHOBallHoe H8 lj>aJCTax; 
- B38HMOBLU'O~e OTHOWCHHJI C DOCTllBlll,HICaMH. 
B coOTBeTCTBHH c npHHQHilOM npou;eccHoro no.nxo.na no HCO 9000 " )l(enae­

MLlft pe:Jyn1>TaT .nocrnraeTcJI 3cpcpeKTHBHee, xor.na .neJrreilhHOCTbJO H COOTBeTCTBYJO­

lllHMH pecypcaMH ynpaBJL1110T K&K npou;eccoM". Ilo.n npoueccoM noHHM&eTCJI "mo-
6u ,llCJITeJibHOCTb, HJlH KOMDJICKC ,neJITCilbHOCTH, B KOTOpoH HCDOJIL3yi<>TCJI pecypcLI 
.zLJlJl npeo6p830BaHHJI BXO,llOB B BbIXOALI". Il03TOMY Heo6XO,nHMO p83pa6<YraTb MO­
.llenb CHCTeMHOro ynpaBJieHHJI BYJOM, OCHOBlillH)'lO H8 npou;ecCHOM no,nxo,ne. IlpH 
3TOM npou;eccw paCCM8TpHB8lOTCJI K8K COBOKynHOCTb B38HMOCB.1138HHhIX pecypcos H 

,neJITem.Hocm, npeo6p83yromeA BXO.ll.llIQHe 3neMeHTbl s BhIX0.11.JlUJ;He. B Ka'leCTBe 
-rpex OCHOBHhIX BH.llOB .nenenbHOCTH BYJ8 npHlUITbl: o6p830BaTeilbH8.ll, H8YtfHO­
HCCne.nosaTenbCK8.11, apOH3BO,!lCTBCHH8.ll. 

B p8MK8X 3THX BH,nOB ,l{C.llTCnbHOCTH MO)l(HO Bbl,l{CJIHTb cne,nyrom;He OCHOBHble 
M8Kponpou;ecc1>1: 

- o6yqeHue; 
- HJrorosneuHe npo.zzyr<l.{HH yqe6uoro Ha3Ha'leRHJ1; 
- IlO,l{roTOBKa nepCOHana; 
- HHcpopM8lJ,HOHHOe o6ecne'leHHe; 
- pecypcuoe o6ecneqeuHe; 
- aayquoe Hccne.nosamre. 
rnaBHLIC COOJTCTBYJOIIUfC M8KpOnpoQeCC1>1: DpOQeCCbl 8,IJ,MHHHCTpHpoB8HH.11, 

xoJJIHCTBeHHl>le npouecchl, <l>HH&HCOBble npou;eccbl. 
BnyrpH K8)K,llOro H3 3THX MaKponpoueccoa ecn cao.11 rpynna JHa'DIM:hIX npo-

ueccoa. HanpHMep, MaKponpouecc «o6yqeaue» cocroHT H3 cne,nyrom;HX npoueccos: 
- npHeM aforrypReHTOB; 
- npoae,neHHe yqe6Hb!X 38H.llTRH; 
- MOHHTOpHHI' H OQCHK8 KatfeCTBa 3H&HHft H H8Bhll<OB; 
- JaIQHTa ,nHDnOMHbIX npoeKTos; 
- «pacnpe,neneHHe» cry.neuros; 
- nocneay30BCKOe conpOBO)l(,.lleHHe CDCIJ)l8JlHCTOB. 
B CBOIO oqepe,nI>, K8:lK,.lll>IH npou;ecc COCTOHT H3 MHO)KCCTBa no.nnpoueccos. Ha-

npHMep, npou.ecc npHeMa a6HrypHeHToB cocroHT H3 cneeyJOmex no,nnpo1..1eccos: 
- peKnaMa; 
- DO,l{roTOBHTeilbHl>IC 38HJITHJI; 
- npHeM ,llOK}'MeHTOB; 
- co6ece.n0Ba.HHJ1; 
- npose,neHRe 3K3aMeHos; 
- OQCHKa J)e3ynhTilTOB; 
- anennRl..IH.ll; 
- 38'1HCneHHe cry,neHTOB. 
K&:lK..llhlA H3 yK838HHLJX au.nos ,ne.11TeJ1I>HOCTH xapaKTepu3yeTc.11 cnel(Jf$HKOH 

npouecca npeo6p83oaaHH.ll sxo,nos a BblXOALI. HanpHMep, H&H6onee THDH'iH&.11 M.11 
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B}'3a o6pll30BaTem.HaJI AeJITeJlhHOCTb npe,eycMa'IpHBaeT: ''.Ha BXO,lle" - KOHTHHreHT 

.II.JUI o6yqeHHJI (a6H'f}'PHCHTbl), "Ha BhIXOAe" - )lHilnOMHp<>BaHHhle cneQHaJIHCThl. 

Ha pHc. I npe,11;CTa.BJ1eHLI $parMeHTh1 pa3pa60Tt\HHDIX B BPwin Ha ocHoBe CTaH· 

,11;apra MOAeJIHPOBaHHR 6H3Hec-npoueccos IDEFO 4>~oHam.Hhle MOAeJIH ocHoe­

HDIX npoueccoB >KH3HCHHOro umma B c<t>epc o6pll30BaTCJibHOii ,ll;C)lTCJl!)HOCTH sy3a c 

onpeAeneHHoe CTeUeHhlO AeT8JlH38.JUfH. 
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06pa30sarem,llJ>IB npouecc opHeHTHJ>OBaH Ha npHo6pe-reeHe Kax<.!UdM xoe­

KpCTHbIM cry.neHTOM 3Ha.Hd, }'MeHHH H HaBhIKOB, onpe.neneHHblX . :rpe60BaHID1MH 

rocy,WlpcTBeHHhIX o6pa30BaTCJibHI.Df 'C'l'llHJ{apTOB (r0CoB) no COOTBeTCTBYJOlllHM 

eanpSBJJCHWIM H cneu11an1>nOCTI1M. T.aICHM o6pa30M, npo)zyKllIDI o6pa3osaremeoff 

.nenem.HOCTH (no HCO 9000 <<npo.zzy~WI - pe3ynI>TI\T npouecca») - AHnnoMHpO­

BaHH1>1e cneQHanHCThl c na6opaMH 3HaHHH, }'MeHHH H HaBbIKOB, onpe.neneHHbIX Tpe-

60B8.HlUIMH f0COB IlO COOTBeTCTBytOD.{HM HanpSBJieHWIM H CileQHaJibHOCTIIM. 

Mo.nenHpOBaHHe 6HJHec-npoueccoB 'BY,30BcKoii ,ne'1TCJihHOCTH Ha oceo,ae npHH­

J.UUIOB CHCTCMHOI'O H npouecceoro TIOAJ(OAS llBJIJICTC'1 OCHOBHhIM 311\IlOM npe no­

CTpOCHHH xopnopaTHBHOH HH$opM8.QHOHHOii CHCTeMhl, Ha:JHaqeHHe kOTOpoH MaK­

CHMaJThHO aBTOMaTH3HpOBaTb H c.nenaTb 6onee 3<l>cpeKTHBHhIMH npouecchl ynpaBJie­

HHJI B)'30BCKOD .ne.srrenbHOCTbJO. ,lJ.rul C03)l8.HHJI TaKHX MO,neneli neo6XO.nHMO 3H8Tb 

KllKHC npouecChl BhIIlOJIIDIJOTCR:, B 'ICM UCJib 3THX npoueccoB, qro npe.nrroJiaraeTCR 

.nenaTb .nn.sr yJI)"lllleHHJI 3THX npoueccoa, xax npoueccbI opHeHTHpOBSHhl no oTHo­

weHHJO K c:rpaTCrH'ICCKOH uenH B)'38. 

)/(e.neJKO Ji.A., KaH<). mexH. uay1< 

YO «EI'3Y» (Mw1cK) 

HHCTPYMEHT A.Jll>HhlE METO)I;bl OIITDMHJ~HH IIOMEP)f(l(H 
DPHIDITIDI PEIDEllH9: B PEHIDKHHHPHHrE liBJHEC-IIPOIJ.ECCOB 

PaJBHTHe cecreM ynpaBnCHH'1 opraHHJalnUIMH npe.nnonaraeT npose.neeile npo­
eKTOB no peHlOICHHHpHlfT)' HX KJIJO'leBLIX 6HJHec-npoueccoa (PI>Il) ea 6a3e cosep­

meHCTBOBaHHJI MaTeMa.TINecxoro H HHC:rp}'MeHTanhHoro 06ecrreqearu1 MHoroxpnTe­

pnanhHhIX apoue.nyp IlpHHR:Tffj[ peweHmi II~ YCJIOBHJIX Heorrpe.neneHHOCTH ASHHLIX 

(B TOM qecne eecroxacTHqecxoA) [I, 2]. 
06o6meHHO cymecTBO 11106oro HHC1J>}'MeHTaJibHOro MeTO,na MOlKHO rrpe.ncra­

BHTb cne.zzyiomeii C1J>YKTYPHOH $opM)'no8: cnoco6 peweHUR npo611eMbl + cpeocm8a 
ezo peaJ1U3a11uu + Memo·ouKa ux npUMeHemm. Hnc:rp}'MeHTa.JlbHhle MeTOAhl 3Koeo­

MHKH Il03B01IJDOT onepaTHBHO (qacro ,nax<e B peanbHOM BpeMCHH) H 3<l><l>eKTHBHO (co 

388.'IHTCJlbHblM coxpameHHeM 3a:rpaT <l>HHaHCOBhIX H .npyrHX BH)lOB pecypcoa) npo­

HJBO.nHTb oueeKH pa31IH'IHbIX aJibTepHaTHBHblX BapHaHTOB pem eHHH c ue!lbto Bbl6o­

pa eaHny•uIJero HJ HHX. 

Cnoco6i.1 pemeRHll 3KOHOMH'lecI<HX npo6neM, 1<ax npasHno, OCHOBaHbt ea p83-

Hoo6pa3HOM l<OMilbJOTepHOM 3l<OHOMHKO-MaTeMaTH<iCCKOM MOACJIHpoBamrn, a cpeA­

CTBa - 88. 3JleMeHTax HB<l>opMaQHOHHbIX TCXHOJIOrnH, aBTOMaTHJHPYJOIJlHX pacqen.r B 

COOTBCTCTBHH c .naHHbIMH cnoco6aMH H MeTOAHKOH. Cn e.nosaTeJILHO, HHCTpYMCH­

TilJibffble MeTOJlbI OilTHMH3aQHH rro.n.nep>KKH npHHJITHR: perueemi (I111P) cymecTBeHHo 

OnHpaJOTCR Ha HCll0Jlb30BaJIHe CHCTeM no.n.nepJKKH IlpHHJITHJI pemeHH.H (CIIIIP) [3]. 
Uenh!O .naeHoli pa60TLI '1Bn'1eTcR: o6o6xueHHe OIIblTa noc:rpoeeHR H Hcrronb3o­

BaHWI HHC1J>}'MeHTIUibHbIX MeTO,l(OB OllTHMH3aUHH no.n.nep)l{ICH npHH'1TWI peweHH'H. 

Heo6xo,lUIMOCTh rroc:rpoeHHJI CI1Il1> B03HHKaeT B np01 . .1ecce pa3pa6oTKH HJIH 

Mo.nepHH3aQHH CHCTCMbl ynpasneHIDI, 'ITOObl C,AenaTb ee a,neKBSTHOil :rpe6oBaHHRM 
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