
• nposecm MeponpHJITHJl no o6yqeHHIO nepcoHana • 

.Arni IIpC.l{IIpHJITHH nencoa IIpOMhlllIJICHHOCTH HmpopMaQHOHHaJI 6aJa CRM

CHCTeMLI HMeeT CBOH oco6eHHOCTH: KpoMC CT~apntbIX ,l{aHHbIX BC.l:(CTCJI IIO KJIHCH

T8M c6op CJIC.l:(y!OJnCit HH<l>opMaUHH: 
• IIpC.l{IIO"fl1fTe.m.Hi.lit rosapru.rli nopT$eJib kJIHCHTa B pa3pe3e TOBapm.IX rpynn; 
• Toprosi.re/cICJI&,AcICHe IIJIOina.AH; 

• uenesi.re cerMeHTbl ~eHTa (ero n01cynaTenH); 

• npaICTHKa 3axyTIOK ( cpe~ o6'beM, nepHO.l:(H'JHOCTb ); 

• IIpC.l:(IIO'ITHTCJibHbIC CXCMJ.I ODJiaTbl. 

Bo3MO)l(HOCTb nonyqHTL, coxpaHHTh H o6pa60TaTb IIOJIHYIO HCTOpHIO B3aHMO

neACTBHJI KJIHCHTa c KOMilllHHCH ,l{aCT Macey npCHMYIUCCTB. Ilpe.l{npwrrae MO)l(CT, B 

'ISCTHOCTB, npe.l{CKaJaTb, 'ICro KJIHCHT 3axO'IJCT IIO)l(CJiaTb B 6y.l:(ymeM, nposecm 

cerMeH~JUO ay,l{HTOpHH, npoa.HaJIH3HpOBaTh 3<l><l>e~HBHOCTh pa6oTbl KOHXpCTHOro 

Ka.Hana c6i.rra HJIH ycnernHOCTJ. pel<Jla.MHOH KOMilaHHH, ODTHMaJihHO 3al"pY3HTh CBOIO 

c6hlTOBYIO H cepBHCffYIO ceTI. H T.,I{. 

Mo,zzyni. C~-CHCTCMLI no3BOJIJICT DOBbICHTb xaqec1-Bo o6cny)IClfBSHHJ[ l<JIHCH

roe: HH O.l:(HO H3 DO)l(CJla.HHH He nponycxaeTCJI H He OCTSCTCJI 6e3 BHHMaHHJI. Ilo Me

pe HaKoOJieHHJI 6oni.meii 6a:JLI .1:(8.HHbIX no KJIHeHTaM pa6oni CRM-cHCTCMLI cTaHo

BHTCJI 9cpcpeKTHBHCC. 

B3aHMHaJI yaDxa npoae.l{eHHJI peHH)l(HHHpHHr-a 6H3ttec-rrpoueccos H BHe.l:(pe

HHJI CRM-TCXHononm Ha rrpe.l{npIDITHH no3BOJlJICT ucao.Jlb3oBaTb peHIDKHHHpHHr 

6H3aec-npoueccos e CRM-TeXHonormo o.l{Holt e roil )ICC 6H3HeC-MO.l{CJIH npe,l{IlpH

llTWI, DOCTpOCHHOA Ha 9Tane ero HHcpopMaLlHOHHOro o6cne.l{OBaHWI O,AHOA H TOA )KC 

HB4>opMaQHOHHOit CHCTeMl>l, H DOBL!UlaCT 3cp<l>eKTHBHOCTh ee pa6oTbl. Ilo MHCHHIO 

9Kcneproa, 9TO COKpSW.aeT BpeW! BHC)WCHHJI CRM-Texuonome, peHH)l(HHHpHHra 

6H3Hec-npoueccoa H C03,l{aHIDI DO.l{.l{Cp)l(ffaaK>meA HX HHCpopMaQHOHHOH CHCTCMLI 

(AO 50 % ), DOBLIIDaeT 3<P<l>eKTHBHOCTh pa6oTbl ecex CHCTCM (Ao 80 % ), yMeHhlllaCT 

BpCMJI' BhIXO.l:(a CHCTCM Ha IIpOCKTHYK> MOJnHOCTh H COKpSIUaeT cpoK OKYDSCMOCTH 

CHCTeM {.l:(o 50 %). 

Mos1uosu11 A.B., leant). mexn. HayK, t}oJ¥!Hm 
ct>wiutv1 YO «MHT'CO» (I'oMenb) 

Moswosu11 C.M;, Klint). mexx. nayK, t}of¥!Hm 
YO «ET3Y IIK» (I'0Me11&) 

PEHIDKlIHHPHHI' IlPE)UlPIDITIDI IlPH BllE)J;PEHllH ERP-CHCTEM 

y cnex npouecca BHC.l{peHHJI KOpnopaTHBHLIX HHcpopMaQHOHHLIX CHCTCM 

(IGiC), peamuosaam.rx Ha ocHoee CTaH.l{apTa ERP, eo MHOroM onpe.l{CJIJICTCJI no3H

~eA pyxoso.l{CTsa npeJUJPHJITHJl. ECJIH npH . BHCApeHHH noKan&HLIX APM ocHOBHaJI 

HarpY3Ka COC1J,H8JIBCTOB-IlOJIL30BaTeJieA npHXO.l{HTCJI Ha 3TailLI COCTllBJICHHJI TCXHH

'ICCKOro 38,AIUIHJI H onhlTHoA 9xcnnyaTaQHH, TO npH BHe.zweHHH KHC Tpe6yercg no

CTOJIHHaJI COBMCCTHaJI pa60Ta pyKOBO,ACTBa npe,ll,ItpIDITHJI H cneI.J,HaJIHCTO&

noJib30BaTCJieR c KOHCYJibTaHTaMH H HaCYpOH~KaMH CHCTCMhl Ha BCCX 3TaDax 3TO-
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ro npouecca. ,lleno B TOM, 'ITO n:enLIO co3.11.aHHJ1 APM cneunanHcTa J1BJU1eTCS1 nosbl
weHHe 3<l><PeKTHBHOCTH 'I'py.11.a oT.11.em.Horo cneQHMHCTa, a BHe.11.peHHe KHC CTaBHT 
csoeA uem.IO onepaTHBHoe· nonyqeHHe PYKOBOJJ.CTBOM .11.ocTosepHoA HH<J>opMauHH o 
scex 6H3Hec-rrpoueccax npe.11.apIDITIDl: 

O_cHoBHoe co.u.ep)!(aHHe npouecca BHeJJ.peHIDl EI~~-cHcTeMLI cocTOHT B Ha
C'I'pOlixe MOJJ;yJICff CHCTeMLJ Ha .u.eHCTBY!Qll.l,ee 3aKOHOJJ.aTeJILCTBO H npHIDITLle Ha 
npeAOpIDITHH HOpMRTHBHLie aKTLI. nocKOJILJ<Y, KRK npasHJIO, ERP-CHCTeMa He pa3-
pa6aTLIBaeTC.ll, a npHo6peTaeTC.ll, TO 'laCTo B03HHKaeT CffTYan;Hll npOTHBope'IH.11 JI.CH· 
CTBY!Qll.l,HX HOpM 6H3Hec--npon:eccos CTaHJJ;apTaM ~e)f(JJ;yffapoJJ;HOH npaKTHJCH, peanH-
30BaHHLIM B Iq1C. TaKM CffTYan;IDl .11BJI.11eTcll noso.11.oM K npose.11.eHH10 6loHec
peH1DKHHHpHHra, T.e .. H3~f'.HeHmo CTPYKTYPLI cHcTeMLI ynpasnemu1 npe.11.DpH.llTHJI, 
HHci>opMan;HOBHLIX pecypcos, TeXHonornH AOJ<YMCHToo6opoTa, .11.0JI)!(HOCTHLIX o6l!
JaHJiocrett cnerieamtCTOB H T . .t{ • 

.D.nir KOmcpern3ati1rn MOMeHTOB npHHllTH.11 pewemrlt 0 npoBC.D.CHHH . 6HJHec
pemDKillmpmrra paccMO'I'pHM npou,ecc stte.11.peHHll KHC ea npe.11.DpIDITHH. Kate 6L1 He 
6bIJI opramt~BaH 3TOT npou,ecc, OH p;oJDKeH BKJUO'laTL B ce6l! onpep;eneHHLie 3TallLI, 

HecKOJILKO OTJIH'laJOID;HCC.11 OT THilOBbIX 3T3DOB BHep;peHIDl TJl8JUUtHOHHLIX aBTOMaTH-
3HpOBaHHbiX HmpopMan:HOHHLIX CHCTeM, npe.11.CTa.BneRHhlX KOMilJleKcoM APM. 

Ha nepBOH CTa,!tHH "06cne.u.osaHHe HHlpopMan;HOHHLIX DOTOKOB npe.11.DpHJITHll" 
Mid BLIACJUleM 'I'pH 3Tana: 

· 1)° onpe.11.eneHHe o6'LeKTOB asToMarnJauHH npep;npHllTHJl (xpynHLIX 6H3Hec-
npoueccos); Ha 3TOM 3Tane BLIDOJIHJUOTCll cneAY1Qw;He BH.11.LI pa6oT: opra.HH3an:H.IJ 
pa6oqeii rpynnLI 06crte.z(oBaHID1 npep;np1u1rnJ1 H YTBep)l(.lleHHe pernaMeHTa ee pa6o
TI.i, nonyqeHHe CT3HAapTa JJ.OKYMeHTOo6opoTa npeAOpH.llTHJI., onpe.11.eneHHe ueneH H 

. 33,na'I 3BTOM3THJRQRH npe.nnplliiTHJl. OrMeTHM, 'ITO g pa6oqyio rpynny BICJIIO'la!QT 
p)'KOBO)JJf1'CJleft cTj>ykrypRLIX DO.D.paJ)leJieHHH npe,ztnpwmdt, KOHCYJibTaHTOB (npe.11.-
CTa.BHfeJleH KOHC3JlTHHI'OBOH cpHpMLI) H HaCTJlOifw;HKOB ( CDCl.l,HaJIHCTOB no yapasne
H~ iutl>opMan;HOHHhIMH pecypcaMH); 

2) COCTaBJICHHC KOHn;Cill.l,HH BHC,llpelUUI Ka)l(.llOro o6'LeKTa ( COCTaBJleHHe peeC'rpa 
KOHC'IHLIX .D.OJ<YMeHTOB, onpe.11.eneHHe perna.MeHTa nonyqeHHll ,llOKyMeHTOB, onpe.ne
JieHHe cpyHl<U,HOHBJlbHOCTH CHCTCMbI, Heo6xo,llHMOH )J.JlJI 3a,nammro pernaMeHTa); 

3) Bblpa6oTxa npe.D.JIOll<eHHH no H3MCHCH1il0 npoueccoB ynpaBJICHIDI npe)lllpH· 
JITHeM (aHaJIH3 cyw;ecTBY!QJ..qHX no.ncHcTeM ACY npeAOpHllTHll, ycTpaHeHBe npoTH
sope'iHH cyruecT~YIO~ n~.ncucTeM ACYn, pa3pa6oTKa npe.nno:>KeHHii. no H3MeHe
HHJO CTJl)'KTypbl ynpaBJieHH.11 npe.nnpHHTHeM, pa3pa6oTKa npe,llllO>KCHHH no HJMCHe
HHIO .llOJI)!(HOCTBLIX 06.11JaHHOCTei1, no.nroTOBKa eosoro CTaH.D.apTa npep;npIDITHll no 
,llOJ<YMCHTOo6opozy, onpe.u.eneeHe HCTO'iHHKOB nonyqeHH.11 ,llaHHbIX ,llJIJI 06ll.l,e3aso.n
CKHX CDpaBO'IHHKOB). 

BTopM ~HJl "TeXHH'!eCKHH npoeKT" BKJIIOqaeT s ce6l! <1eTL1pe 3Tana: 
1) npe.D.BapHTeJJLHaJl HaCTJ'OHXa sapbHpyeMLJX napaMC'I'pOB HHTCI'pHpOB8.HHOH 

CHCTeMLI c yt[eTOM CilCQHtPHKH npOH3BO,llCTBCHHbIX H ynp3BJleHqeCKHX npou.eccos 
(onpe.11.eneHee o6IQHX napaMC'I'pOB eacTpoiiKH, onpeAeneHHe napaMeTJlOB H3C'I'pOHKH 
AJI.11 Ka)l(.lloro. Mop;yn.11). BLIDoneeHee .naHHoro 3Tana qacTo npHBOJIHT K eeo6xoJJ.H
MOCTII npHH.llTIDl peme8HH no·6HJHec-peH8)!(1i·HHpmrry; 
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2) onpe.D.enenHe pa6o1fHX MecT· CHCTeMhl (onpe.D.eJieHHe pa6ot{J{X MecT BBO.D.a 
onepaTHBHoii HmpopMaIJ.HH B cHcTeM)', onpe.D.eJieHHe pa6o'lmc MecT Be.D.eHIDI HCM, 
onpe.D.eneHHe pa6011HX MecT noTpe6Hreneii HHq>opMauHH). Ha noM nane Taiot<e 
npHHHMaIOT pemeHHJI no 6H3Hec-peHH)l(HHHpHHI)'; 

3) C03.D.aHHe npoeI<Ta KOMilblOTepHOH CeTH r'Ipe.D.npIDITHJI (aHan.H3 cymecTByw
~eli KOMilbtOTepHOH . CCTH, aHaJIH3 cymecTByromero KOMDJieKca KOMilLK>TepOB, aHa
JIH3 cymecTByromero CHCreMHoro nporpaMMHOro 06ecneqeu1UI, p83pa6oTKa TeXHH
qecKoro 38.D:aHHJI Ha KOMDbt0TepIJyt0 cen. npe.nnpwrrIDI, p83pa6oTKa npoeKTa HOBOH 
KOMIIbfOTepHOii CeTH rrpe,ll;IlpID1nur); 

4) p83pa6oTK8 nJJaHa HHCT~ CHCTeMbI (opraHH3aqIDI pa6ottHX rpynn 
BHe.zq>eHIDI no o6'beKTaM BHe.npeHIDI H yrBep)f(,ll;eHHe pernaMema me pa6ou.1, onpe
.D.eJieHHe 3TIUIOB BHe.npeHHR, yrBep>K.D.eHHe nmma-rpa$HI<a BHe.zq>eHHR). 

Ha 3aKJifO'IlITCJlbHOH TpeTbeH CTa,ll;HH "lliicTaJIJUlUJU{ CHCTeMI.1 11 MO)f{HO Bhl,ll:e-
JlHTb .D:B8 OCHOBHblX 3Tana: . 

1) 3aKYIIKa H yCTaHOBKa 06opy.D.0BaHID1 H nporpaMMHoro 06ecne'leHHJ1 (3aKyn
Ka o6opy.D.OBaRIUI 11 nporpaMMHoro 06ecne'leHHJ1, ycTaHOBKa HJIH MO.D.epHH3aU.IDI 
KOMnbfOTepHOH CeTH npe.n.rrpIDITIDI, ycTaHOBKa o6opy,D.OBaHIDI H nporpaMMHOrO 
o6ecne'leHHR Ha cepBepax, ycTaHOBKa o6opy.n.oBaHIDI Ha pa6o'IHX MecTax, yCTaHoB
Ka nporpaMMHoro o6ecne'leHHJJ Ha pa601.JI1X MeCTax); 

2) BBO.D. B 3KCrniya-raqmo: 
• o6maR H8CTpOHKa CllCTeMhl; 
• H8CTpOHxa MOA)'JICH CHCTCMLI no ofrbeKT8M (HaCTpOHxa BHyrpllMO,D.yJib

HLIX CBJl3CH, p83pa60TKa TeXHOJIOrHH pa60T:bI DOJIL30BaTeneil no Ka>K,D.OMY o6'beKTY, 
HaCTpomca MaCOK HHrep<l>eitca, 3aDOJIHeHHe rno6aJibHbIX )laHHbIX CHCTCMI>I (nnan 
C'leTOB, 3880,D.bl, 3aKYfiO'lHI>Ie no,D.p83.D.eJieHHJI, CKJia,D.DI, pa6o'IHe MCCTa rrpoH3BO,D.CT
Ba H peMOHTa), HaCTpolixa CTaH.D.apTHhlX OT'leTOB, H83Ha'leHHe npaB .D.OCTYfia K HH
qiopMau.HH .II.IDI Ka>K,D.Oro IlOJIL30BareJUI); 

• COCTaBJICHHe HHCTpYKIJ.HH .II.IDI fi0Jl])30BaTenee; 
• p83pa60Tt<a npRJJo>KeHHil .II.IDI nepeHoca ,D.aHl!bIX H3 cymeCTB}'I<>IIJ.HX ACYfl; 
• o6ecne'leHHe He06XO.D.HMOH OT'ICTHOCTH Ha pa60t.J:ID< MeCTax; 
• p83pa6oTICa rrpoeICTa HOBoro CTaH.D.apTa npeAnpru1TIDI; 
• o6Y'feHHe 6y,zzymex nonb3oBaTeJieii ocHOBHbIM npHeMaM pa60Thl; 
• OIIbITHaJI 3KCilJ1Y8TaqIDI (npoBepKa CHCTeMbl Ha TeCTOBbIX npllMepax, ne

peHOC HH<i>opMau.HH H3 cymeCTB}'I<>lIJ.HX ACYII, npoBepKa CHCTeMLI Ha pe8JlbHOH 
HH<i>opMau.ee, o6Y'feHee 6y.n.ymmc nonb30BaTeneH: rrpeeMaM pa6oTh1 c peanbHbIMH 
J'.laHHbIMH, p83pa60TK8 TeXHOJIOnrn o6pa6oTI<H HeCTaH.D.aprnoii: HH$OpMau.HH, CBepKa 
pe3YJibT8TOB napanneJibHOH pa60T:bl cymeCTB}'I<>II:(eH CHCTeMLI ynpaBJieHIDI H BHe
,ll;plleMoH:); 

• c.n.aqa-rrpHeMKa B npoMhlWJieHH}'I<> 3KcnnyaTaIJ.HJO (yrsep)f(,ll;eH:He aKTa 
CAa'IH-npHeMKH, yrsep)f(,ll;eHHe HOBblX .D.OJI)f(HOCTHblX o6Jl3a.HHOCTCH nepcoHana, 
yrnep)f(,ll;eHHe HOBOro CTaH.D.apTa npe.D.npIDITHS!). 

BropoH: ::mm - 3TO ocHosa rrpHHRTHJ1 CaMhIX cymecTBeHHbIX pewemm no 6H3Hec
peH1DKHHHJ>HHry npe.D.npIDITIDI. TipHMepoM pememui, K KOTopoMy qacro npHXO.D.S!T npH 
BHeApeHHH KMC, RBJUieTCR o6De.l(KHeHHe 6yxranrepHB H <i>HHa.HCOBoro OT.D,ena. 
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