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TEXBO~OrHHYIIPABJIEHIUI 

B3AHMOOTHOWEHIDIMH C KJIHEHTAMll 

P83BHTHe pblHlCa H ycHJieHHe KOmcypeHUHH BbIH}')ICJl.aeT npe.zmprul'trul HCKaTL 

KOHJCYPCHTHlde npeHM}'Ill:CCTBa. 3TH npeHM}'ll{eCTBa MO)l(eT o6ecnetfHTb JIH6o BH)'T­

peHIDUI IlpoH3BO,ll.CTBeHHaJI 3<l><l>eKTHBHOCTb, JIH6Q JIY"llli!UI no cpaimeHJilO c KOHKy­

peBTaMH opHCHTllUIDI Ha pb!HOK. IlpOH3BO.D,CTBeHH!Ur 3<t><l>eKTHBHOCTb o6ecne1D1BaeT­

c.11 B HacTomnee BpeM.11 xopnopaTHBHblMH CHCTeMa.MH ynpaMeHH.11 ERP (enterprise 

resource planning - illlaHHpoBaime pecypcoB npe.zmpwrrH.11). 

Ilo CTaTHCTHKC 60JlbllIHHCTBO KOMnlllnfif TCp.lleT 50 % CBOHX KJIHeHTOB KaJK,llbfC 

5 JieT, B 60JihllIHHCTBC OTPacneif IlpHBJle"!eHRe HOBOro KnHeHTa o6xo~TCll KOMna­

mm OT 7 .no I 0 pa3 .nopo)l(e, 'iCM y.nep)l(aHHe cymecTByromero, ysenH"!eHHe npoueH­

Ta y,nep)KaHH.11 npH6blJibHhlX KJIHeITTOB Ha 5 % yBeJIHqHsaeT npH6Llllh OT 25 .no 

125 %, OKOJIO 50 % cymeCTBYJOinHX KJIHeHTOB KOMilaHHH HenpH6hlllhHJ>I H3-3a ae-

3$<l>eKTHBHOro B3aHMO.D,CHCTBH.ll c HHMH, B cpe.D,HeM KOMnaHH.11 KOHTIU<THpYeT 4 p83a 

B ro.n c cymeCTBYJOinffM KJIHCHTOM H 6 pa3 B ro)l, c IlCYteBUHa.JlhHbIM. 

)J.onrocpo'!HLie CTa6HJibHhie OTHOWCHH.11 c KJIHCHTaMH H napTHepaMH CTaHOBJIT­

C.11 B COBpeMeBHhlX 3KOHOMH'IeCKHX ycnosrurx OCHOBHblM cpaKTopoM OTJIH"IH.11 KOM­

naHHH. Bbl.nenwn,c.11 cpe.n:H o6mef.i Maccbl KOHxypeeroe B 3THX o6nacTJOC JHa'IH'teJIJ>­

HO nporqe H .neweBJie 3a C"ICT KaqecTBeHHoro KJIHCHTCKOro OOC.II)')ICHBaHIDl, He)KeJIH 

Ja C"leT 6onee HH3KHX Tapmpos HJIH peKJillMhl. 

HH<t>opMaWfOHHble CHCTeMbl no ynpaBJieHmo KJIHeHTCKHMH B3aHMOOTHome­

HHllMH Il03BOIDIJOT pellIHTb p.ll)l. QJYH.D,aMeHTaJll>HblX sonpocos B o6JiaCTH npOAa)K, 

Mapxenrnra H KJIHCHTCKOro o6CJif)ICHBaHIDI, B 'i3CTHOCTH: 

- rurroMaTHJal..IH.11 pyTHHHDlX onepa1..11IB e o6naCTH npo,na)K, MapKeTHHra H no.n.­

.n.ep)l(K}{ KJIHeHTOB -ysemf"leHHe 3cp<t>eKTHBHOCTH rpy,na corpyllHHI<os; 

- coxpaHeRHe H H3KOruICHHe 3HaHHH no MCTOAaM npO,ll.a)K H MapKCTHHra, CTaH­

A3JYI'HDIM npo6n eMaM H IIyTIIM HX pemeHHR; 

- aBTOMaTH3al..IH.ll npouecca npHH.l!TIDI H npoxo:>K)l,CHH.11 3!UIBOK, HHTefPal..IH.11 c 

l1HTepeeT; 

- KOHTPOJih H asroMaTH3HpOBaHHa.ll OT"leTHOCTI:. AJU! npHHJITH.11 npaBHJil>HhlX 

pemeHHii o crparerH'ieCKOM pa3BHTHH; 

- aHaJIH3 H OilTHMH3al..IIDI UHKJia npo,na)K; 
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- 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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