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ɜɵɫɲɟɝɨ ɨɛɪɚɡɨɜɚɧɢɹ 
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Ɏɟɞɟɪɚɥɶɧɨɟ ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɟ ɚɜɬɨɧɨɦɧɨɟ 
ɨɛɪɚɡɨɜɚɬɟɥɶɧɨɟ ɭɱɪɟɠɞɟɧɢɟ  

ɜɵɫɲɟɝɨ ɨɛɪɚɡɨɜɚɧɢɹ 
«ɋɂȻɂɊɋɄɂɃ ɎȿȾȿɊȺɅɖɇɕɃ ɍɇɂȼȿɊɋɂɌȿɌ» 

 
ɂɧɫɬɢɬɭɬ ɭɩɪɚɜɥɟɧɢɹ ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɚɦɢ ɢ ɷɤɨɧɨɦɢɤɢ 

Ʉɚɮɟɞɪɚ «ɗɤɨɧɨɦɢɤɚ ɢ ɭɩɪɚɜɥɟɧɢɟ ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɚɦɢ» 
 

ɍɌȼȿɊɀȾȺɘ                    
Ɂɚɜɟɞɭɸɳɢɣ ɤɚɮɟɞɪɨɣ 

                                                                                   _______  ȼɚɫɢɥɶɟɜɚ Ɂ.Ⱥ.  
                                                                                  « _____»   __________ 2019 ɝ. 
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ɜ ɮɨɪɦɟ ɦɚɝɢɫɬɟɪɫɤɨɣ ɞɢɫɫɟɪɬɚɰɢɢ 
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ɋɬɭɞɟɧɬɭ Ʌɚɪɶɤɨɜɭ ȼɥɚɞɢɫɥɚɜ ɇɢɤɨɥɚɟɜɢɱɭ   

Ƚɪɭɩɩɚ ɍȻ 17-12Ɇ ɇɚɩɪɚɜɥɟɧɢɟ  38.03.04.07 

ɍɩɪɚɜɥɟɧɢɟ ɪɚɡɜɢɬɢɟɦ ɛɢɡɧɟɫɚ 

Ɍɟɦɚ ɜɵɩɭɫɤɧɨɣ ɤɜɚɥɢɮɢɤɚɰɢɨɧɧɨɣ ɪɚɛɨɬɵ ɂɫɫɥɟɞɨɜɚɧɢɟ ɜɥɢɹɧɢɹ ɤɥɢɟɧɬɨɜ 

ɧɚ ɩɨɡɢɰɢɨɧɢɪɨɜɚɧɢɟ ɤɨɦɩɚɧɢɢ ɧɚ ɪɵɧɤɟ ɬɟɥɟɤɨɦɦɭɧɢɤɚɰɢɨɧɧɵɯ ɭɫɥɭɝ  

ɍɬɜɟɪɠɞɟɧɚ ɩɪɢɤɚɡɨɦ ɩɨ ɭɧɢɜɟɪɫɢɬɟɬɭ № 16512/ɫ ɨɬ 15.11.2017 ɝ.  

Ɋɭɤɨɜɨɞɢɬɟɥɶ ȼɄɊ ɗ.ȼ. ɋɬɟɩɚɧɨɜɚ, ɤɚɧɞɢɞɚɬ ɷɤɨɧɨɦɢɱɟɫɤɢɯ ɧɚɭɤ, ɞɨɰɟɧɬ 

ɤɚɮɟɞɪɵ «ɗɤɨɧɨɦɢɤɚ ɢ ɭɩɪɚɜɥɟɧɢɟ ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɚɦɢ» 

ɂɫɯɨɞɧɵɟ ɞɚɧɧɵɟ ɞɥɹ ȼɄɊ:  

-.ɨɮɢɰɢɚɥɶɧɵɟ ɫɛɨɪɧɢɤɢ Ɏɟɞɟɪɚɥɶɧɨɣ ɫɥɭɠɛɵ ɝɨɫɭɞɚɪɫɬɜɟɧɧɨɣ 

ɫɬɚɬɢɫɬɢɤɢ ɨ ɬɟɧɞɟɧɰɢɹɯ ɪɚɡɜɢɬɢɹ ɨɬɪɚɫɥɢ ɬɟɥɟɤɨɦɦɭɧɢɤɚɰɢɨɧɧɵɯ ɭɫɥɭɝ 

Ɋɨɫɫɢɢ, ɡɚ ɩɟɪɢɨɞ 2016-2018 ɝɝ.; 

- ɜɧɭɬɪɟɧɧɹɹ ɫɬɚɬɢɫɬɢɱɟɫɤɚɹ ɨɬɱɟɬɧɨɫɬɶ ɨ ɩɨɤɚɡɚɬɟɥɹɯ ɞɟɹɬɟɥɶɧɨɫɬɢ ɈȺɈ 

ɗɊ-Ɍɟɥɟɤɨɦ ɏɨɥɞɢɧɝ ɡɚ ɩɟɪɢɨɞ 2015-2018 ɝɝ.;  

-.ɦɚɬɟɪɢɚɥɵ ɧɚɭɱɧɵɯ ɢ ɫɩɟɰɢɚɥɢɡɢɪɨɜɚɧɧɵɯ ɠɭɪɧɚɥɨɜ ɩɨ ɷɤɨɧɨɦɢɤɟ ɢ 

ɮɢɧɚɧɫɚɦ, ɤɚɫɚɸɳɢɟɫɹ ɜɨɩɪɨɫɨɜ ɮɨɪɦɢɪɨɜɚɧɢɹ ɢ ɨɰɟɧɤɢ ɷɮɮɟɤɬɢɜɧɨɫɬɢ 

ɫɬɪɚɬɟɝɢɣ ɪɚɡɜɢɬɢɹ ɨɪɝɚɧɢɡɚɰɢɣ ɢ ɞɪ. 

ɉɟɪɟɱɟɧɶ ɪɚɡɞɟɥɨɜ ȼɄɊ:  

1 ȼɡɚɢɦɨɨɬɧɨɲɟɧɢɹ ɫ ɤɥɢɟɧɬɚɦɢ, ɫɭɳɟɫɬɜɭɸɳɢɟ ɫɢɫɬɟɦɵ ɭɩɪɚɜɥɟɧɢɹ, 
ɡɚɪɭɛɟɠɧɵɣ ɢ ɨɬɟɱɟɫɬɜɟɧɧɵɣ ɨɩɵɬ. CRM-ɫɢɫɬɟɦɵ. 

2 ɉɨɡɢɰɢɨɧɢɪɨɜɚɧɢɟ ɢ ɚɧɚɥɢɡ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ ɤɥɢɟɧɬɚɦɢ ɤɨɦɩɚɧɢɢ “ɗɊ-
Ɍɟɥɟɤɨɦ ɏɨɥɞɢɧɝ”. ȼɵɛɨɪ CRM-ɫɢɫɬɟɦɵ. 

3 ɂɫɫɥɟɞɨɜɚɧɢɟ ɜɥɢɹɧɢɹ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹ ɫ ɤɥɢɟɧɬɚɦɢ ɧɚ 
ɩɨɡɢɰɢɨɧɢɪɨɜɚɧɢɟ ɤɨɦɩɚɧɢɢ. 

ɉɟɪɟɱɟɧɶ ɢɥɥɸɫɬɪɚɬɢɜɧɨɝɨ ɦɚɬɟɪɢɚɥɚ:  

- ɬɟɦɚ ɦɚɝɢɫɬɟɪɫɤɨɣ ɞɢɫɫɟɪɬɚɰɢɢ; 
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- ɚɤɬɭɚɥɶɧɨɫɬɶ, ɧɚɭɱɧɚɹ ɢ ɩɪɚɤɬɢɱɟɫɤɚɹ ɧɨɜɢɡɧɚ ɩɪɨɛɥɟɦɵ ɢɫɫɥɟɞɨɜɚɧɢɹ;  

- ɯɚɪɚɤɬɟɪɢɫɬɢɤɚ ɧɚɭɱɧɵɯ ɩɨɞɯɨɞɨɜ ɤ ɩɨɧɹɬɢɸ «ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹ ɫ 

ɤɥɢɟɧɬɚɦɢ»; 

- ɚɧɚɥɢɡ ɩɪɚɤɬɢɤɢ ɩɪɢɦɟɧɟɧɢɹ ɦɟɯɚɧɢɡɦɚ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɫ ɤɥɢɟɧɬɚɦɢ ɜ 

ɨɬɪɚɫɥɟɜɵɯ ɤɨɦɩɚɧɢɣ; 

- ɨɰɟɧɤɚ ɬɟɧɞɟɧɰɢɣ ɢ ɩɟɪɫɩɟɤɬɢɜ ɪɚɡɜɢɬɢɹ Ʉɪɚɫɧɨɹɪɫɤɨɝɨ ɤɪɚɹ, ɮɚɤɬɨɪɨɜ ɢ 

ɭɫɥɨɜɢɣ ɨɩɪɟɞɟɥɹɸɳɢɯ ɤɨɧɤɭɪɟɧɬɧɵɟ ɩɨɡɢɰɢɢ ɨɬɪɚɫɥɟɜɵɯ ɤɨɦɩɚɧɢɣ; 

-. ɢɫɫɥɟɞɨɜɚɧɢɟ ɫɨɫɬɨɹɧɢɹ ɢ ɩɪɨɛɥɟɦ ɦɟɯɚɧɢɡɦɚ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ 

ɤɥɢɟɧɬɚɦɢ ɧɚ ɩɪɟɞɩɪɢɹɬɢɹɯ Ʉɪɚɫɧɨɹɪɫɤɨɝɨ ɤɪɚɹ; 

- ɨɛɨɫɧɨɜɚɧɢɟ ɢ ɜɵɛɨɪ ɧɚɩɪɚɜɥɟɧɢɣ ɫɨɜɟɪɲɟɧɫɬɜɨɜɚɧɢɹ CRM; 

- ɭɫɨɜɟɪɲɟɧɫɬɜɨɜɚɧɧɵɣ ɦɟɯɚɧɢɡɦ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ ɤɥɢɟɧɬɚɦɢ ɈȺɈ "ɗɊ-

Ɍɟɥɟɤɨɦ ɏɨɥɞɢɧɝ"; 

- ɦɨɞɟɥɶ ɨɰɟɧɤɢ ɤɨɧɤɭɪɟɧɬɨɫɩɨɫɨɛɧɨɫɬɢ ɩɪɟɞɩɪɢɹɬɢɹ; 

- ɨɰɟɧɤɚ ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɜɥɢɹɧɢɹ ɩɪɟɞɥɨɠɟɧɧɵɯ ɢɡɦɟɧɟɧɢɣ ɜ ɦɟɯɚɧɢɡɦ 

CRM-ɫɢɫɬɟɦɵ ɧɚ ɤɨɧɤɭɪɟɧɬɨɫɩɨɫɨɛɧɨɫɬɶ ɩɪɟɞɩɪɢɹɬɢɹ; 

 

 

 

Ɋɭɤɨɜɨɞɢɬɟɥɶ ȼɄɊ                           _______________                        ɗ.ȼ. ɋɬɟɩɚɧɨɜɚ 

                                                                                                                    

Ɂɚɞɚɧɢɟ ɩɪɢɧɹɥ ɤ ɢɫɩɨɥɧɟɧɢɸ       _______________                 ȼ.ɇ. Ʌɚɪɶɤɨɜ 
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ɊȿɎȿɊȺɌ 

 

Ɇɚɝɢɫɬɟɪɫɤɚɹ ɞɢɫɫɟɪɬɚɰɢɹ ɧɚ ɬɟɦɭ "ɂɫɫɥɟɞɨɜɚɧɢɹ ɜɥɢɹɧɢɹ 

ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹ ɫ ɤɥɢɟɧɬɚɦɢ ɧɚ ɩɨɡɢɰɢɨɧɢɪɨɜɚɧɢɟ ɤɨɦɩɚɧɢɢ ɧɚ ɪɵɧɤɟ 

ɬɟɥɟɤɨɦɦɭɧɢɤɚɰɢɨɧɧɵɯ ɭɫɥɭɝ" ɫɨɞɟɪɠɢɬ ɜɜɟɞɟɧɢɟ, ɢɡɥɨɠɟɧɢɟ ɞɢɫɫɟɪɬɚɰɢɢ ɜ 

ɬɪɟɯ ɝɥɚɜɚɯ, ɫɩɢɫɨɤ ɢɫɩɨɥɶɡɨɜɚɧɧɵɯ ɢɫɬɨɱɧɢɤɨɜ, ɜɤɥɸɱɚɸɳɢɣ 125 

ɧɚɢɦɟɧɨɜɚɧɢɣ, ɡɚɤɥɸɱɟɧɢɟ. Ⱦɢɫɫɟɪɬɚɰɢɹ ɩɪɨɢɥɥɸɫɬɪɢɪɨɜɚɧɚ 20 ɪɢɫɭɧɤɚɦɢ, 10 

ɬɚɛɥɢɰɚɦɢ, ɨɛɳɢɣ ɨɛɴɟɦ ɞɢɫɫɟɪɬɚɰɢɨɧɧɨɝɨ ɢɫɫɥɟɞɨɜɚɧɢɹ 168 ɥɢɫɬɨɜ, ɜ ɬɨɦ 

ɱɢɫɥɟ ɩɪɢɥɨɠɟɧɢɹ 2 ɥɢɫɬɚ. 

ɄɈɇɄɍɊȿɇɌɈɋɉɈɋɈȻɇɈɋɌɖ, ɉɈɁɂɐɂɈɇɂɊɈȼȺɇɂȿ, ɋɌɊȺɌȿȽɂə 

ɄɈɆɉȺɇɂɂ, ɊɕɇɈɄ ɌȿɅȿɄɈɆɆɍɇɂɄȺɐɂɈɇɇɕɏ ɍɋɅɍȽ, CRM-

ɋɂɋɌȿɆɕ,  ɄɈɊɊȿɄɌɂɊɈȼɄȺ ɋɌɊȺɌȿȽɂɂ, ɗɄɈɇɈɆɂɑȿɋɄȺə 

ɗɎɎȿɄɌɂȼɇɈɋɌɖ. 

Ɇɚɝɢɫɬɟɪɫɤɚɹ ɞɢɫɫɟɪɬɚɰɢɹ ɫɨɫɬɨɢɬ ɢɡ ɜɜɟɞɟɧɢɹ, ɬɪɟɯ ɝɥɚɜ ɢ ɡɚɤɥɸɱɟɧɢɹ. ȼ 
ɩɟɪɜɨɣ ɝɥɚɜɟ ɧɚ ɨɫɧɨɜɚɧɢɢ ɢɡɭɱɟɧɢɹ ɥɢɬɟɪɚɬɭɪɧɵɯ ɢɫɬɨɱɧɢɤɨɜ ɜɵɩɨɥɧɟɧ 
ɚɧɚɥɢɡ ɫɢɫɬɟɦ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹ ɫ ɤɥɢɟɧɬɚɦɢ, ɫɭɳɟɫɬɜɭɸɳɢɯ ɫɢɫɬɟɦ 
ɭɩɪɚɜɥɟɧɢɹ, ɡɚɪɭɛɟɠɧɵɣ ɢ ɨɬɟɱɟɫɬɜɟɧɧɵɣ ɨɩɵɬ ɪɚɛɨɬɵ ɫ CRM-ɫɢɫɬɟɦɚɦɢ. ȼɨ 
ɜɬɨɪɨɣ ɝɥɚɜɟ ɧɚ ɨɫɧɨɜɚɧɢɢ ɚɧɚɥɢɡɚ ɨɬɪɚɫɥɢ ɬɟɥɟɤɨɦɦɭɧɢɤɚɰɢɨɧɧɵɯ ɭɫɥɭɝ  
ɩɪɨɢɡɜɟɞɟɧɨ ɩɨɡɢɰɢɨɧɢɪɨɜɚɧɢɟ ɢ ɚɧɚɥɢɡ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ ɤɥɢɟɧɬɚɦɢ 
ɤɨɦɩɚɧɢɢ «ɗɊ-Ɍɟɥɟɤɨɦ ɏɨɥɞɢɧɝ», ɩɪɨɢɡɜɟɞɟɧ ɜɵɛɨɪ CRM-ɫɢɫɬɟɦɵ. ȼ ɬɪɟɬɶɟɣ 
ɝɥɚɜɟ ɩɪɟɞɥɨɠɟɧ ɩɪɨɟɤɬ ɚɜɬɨɦɚɬɢɡɚɰɢɢ ɩɪɨɰɟɫɫɚ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹ ɫ 
ɤɥɢɟɧɬɚɦɢ, ɨɩɪɟɞɟɥɟɧɚ ɷɮɮɟɤɬɢɜɧɨɫɬɶ ɨɬ ɜɧɟɞɪɟɧɢɹ ɜ ɨɪɝɚɧɢɡɚɰɢɸ ɦɟɯɚɧɢɡɦɚ 
ɩɨɫɬɪɨɟɧɢɹ ɪɚɛɨɬɵ ɫ ɤɥɢɟɧɬɚɦɢ, ɩɪɨɢɡɜɟɞɟɧɨ ɢɫɫɥɟɞɨɜɚɧɢɟ ɩɨɥɭɱɟɧɧɵɯ 
ɞɚɧɧɵɯ 

ɉɨɥɭɱɟɧɧɵɟ ɜ ɩɪɨɰɟɫɫɟ ɢɫɫɥɟɞɨɜɚɧɢɹ ɪɟɡɭɥɶɬɚɬɵ ɦɨɝɭɬ ɛɵɬɶ 

ɢɫɩɨɥɶɡɨɜɚɧɵ ɞɥɹ ɤɨɪɪɟɤɬɢɪɨɜɤɢ ɫɬɪɚɬɟɝɢɢ ɤɨɦɩɚɧɢɢ ɫ ɰɟɥɶɸ ɩɨɜɵɲɟɧɢɹ ɟɟ 

ɭɪɨɜɧɹ ɤɨɧɤɭɪɟɧɬɨɫɩɨɫɨɛɧɨɫɬɢ. 

 

 

 

 

 



6 

 

ABSTRACT 

Master's thesis on "Studies of the impact of customer relationships on the 
company's positioning in the telecommunications services market" contains an 
introduction, thesis in three chapters, a list of sources used, including 125 titles, a 
conclusion. The thesis is illustrated with 20 drawings, 10 tables, the total amount of the 
dissertation research is 168 sheets, including the annex 2 sheets. 

COMPETITIVENESS, POSITIONING, COMPANY STRATEGY, 
TELECOMMUNICATION SERVICES MARKET, CRM-SYSTEMS, STRATEGY 
ADJUSTMENT, ECONOMIC EFFICIENCY. 

The master thesis consists of an introduction, three chapters and a conclusion. 
In the first chapter, based on the study of literary sources, an analysis of customer 
relationship systems, existing management systems, and foreign and domestic 
experience with CRM systems is performed. In the second chapter, on the basis of the 
analysis of the telecommunications services industry, positioning and analysis of 
interaction with clients of ER-Telecom Holding was carried out, a CRM system was 
selected. The third chapter proposed a project for automating the process of 
relationship with clients, determined the effectiveness of introducing a mechanism for 
building work with clients into an organization, and made a study of the data obtained. 

The results obtained in the research process can be used to adjust the 
company's strategy in order to increase its level of competitiveness. 
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ȼȼȿȾȿɇɂȿ 
 

ɇɚɥɢɱɢɟ ɤɨɧɤɭɪɟɧɬɧɨɣ ɫɪɟɞɵ ɜ ɭɫɥɨɜɢɹɯ ɪɵɧɨɱɧɨɣ ɷɤɨɧɨɦɢɤɢ ɨɛɹɡɵɜɚɟɬ 
ɭɞɟɥɹɬɶ ɨɝɪɨɦɧɨɟ ɜɧɢɦɚɧɢɟ ɩɪɨɛɥɟɦɚɦ ɭɩɪɚɜɥɟɧɢɹ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ 
ɤɥɢɟɧɬɚɦɢ. Ʉɚɱɟɫɬɜɨ ɨɛɫɥɭɠɢɜɚɧɢɹ ɤɥɢɟɧɬɨɜ - ɧɚɢɛɨɥɟɟ ɡɧɚɱɢɦɵɟ ɮɚɤɬɨɪɵ 
ɭɫɩɟɯɚ ɤɚɠɞɨɝɨ ɩɪɟɞɩɪɢɹɬɢɹ ɫɮɟɪɵ ɭɫɥɭɝ. ȼɵɫɨɤɢɣ ɭɪɨɜɟɧɶ ɫɟɪɜɢɫɚ ɩɪɢɜɨɞɢɬ 
ɤ ɭɜɟɥɢɱɟɧɢɸ ɤɨɥɢɱɟɫɬɜɚ ɥɨɹɥɶɧɵɯ ɤɥɢɟɧɬɨɜ, ɮɨɪɦɢɪɭɟɬ ɛɥɚɝɨɩɪɢɹɬɧɵɣ 
ɢɦɢɞɠ ɩɪɟɞɩɪɢɹɬɢɹ, ɱɬɨ, ɜ ɫɜɨɸ ɨɱɟɪɟɞɶ, ɩɪɢɜɨɞɢɬ ɤ ɪɨɫɬɭ ɟɝɨ ɮɢɧɚɧɫɨɜɵɯ 
ɩɨɤɚɡɚɬɟɥɟɣ. ȼ ɷɬɨɣ ɫɜɹɡɢ ɚɤɬɭɚɥɶɧɨ ɩɪɢɦɟɧɟɧɢɟ CRM (Customer Relationship 
Management - ɭɩɪɚɜɥɟɧɢɟ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ), ɬ.ɟ. ɧɚɩɪɚɜɥɟɧɧɨɣ 
ɧɚ ɩɨɫɬɪɨɟɧɢɟ ɭɫɬɨɣɱɢɜɨɝɨ ɛɢɡɧɟɫɚ ɤɨɧɰɟɩɰɢɢ ɢ ɛɢɡɧɟɫ-ɫɬɪɚɬɟɝɢɢ, ɹɞɪɨɦ 
ɤɨɬɨɪɨɣ ɹɜɥɹɟɬɫɹ "ɤɥɢɟɧɬɨɨɪɢɟɧɬɢɪɨɜɚɧɧɵɣ" ɩɨɞɯɨɞ. 

ɐɟɥɶɸ ɦɚɝɢɫɬɟɪɫɤɨɣ ɪɚɛɨɬɵ ɹɜɥɹɟɬɫɹ ɮɨɪɦɢɪɨɜɚɧɢɟ ɫɢɫɬɟɦɵ ɭɩɪɚɜɥɟɧɢɹ 
ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ ɧɚ ɪɵɧɤɟ ɬɟɥɟɤɨɦɦɭɧɢɤɚɰɢɨɧɧɵɯ ɭɫɥɭɝ (ɧɚ 
ɩɪɢɦɟɪɟ «ɗɊ-Ɍɟɥɟɤɨɦ ɏɨɥɞɢɧɝ»”. 

Ⱦɥɹ ɞɨɫɬɢɠɟɧɢɹ ɩɨɫɬɚɜɥɟɧɧɨɣ ɰɟɥɢ ɪɟɲɟɧɵ ɫɥɟɞɭɸɳɢɟ ɡɚɞɚɱɢ: 

1. ɂɡɭɱɟɧɵ, ɨɛɨɛɳɟɧɵ ɢ ɤɨɧɤɪɟɬɢɡɢɪɨɜɚɧɵ ɷɤɨɧɨɦɢɱɟɫɤɚɹ ɫɭɳɧɨɫɬɶ ɢ 
ɨɫɧɨɜɧɵɟ ɩɪɢɧɰɢɩɵ ɭɩɪɚɜɥɟɧɢɹ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ, ɡɧɚɱɢɦɨɫɬɶ, 
ɷɬɚɩɵ ɜɧɟɞɪɟɧɢɹ ɢ ɪɟɡɭɥɶɬɚɬɢɜɧɨɫɬɶ. 

2. ɉɪɨɜɟɞёɧ ɚɧɚɥɢɡ ɪɵɧɤɨɜ ɫɛɵɬɚ ɢ ɰɟɧɨɜɚɹ ɩɨɥɢɬɢɤɚ ɩɪɟɞɩɪɢɹɬɢɹ, 
ɩɪɨɚɧɚɥɢɡɢɪɨɜɚɧɵ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹ ɫ ɤɥɢɟɧɬɚɦɢ ɢ ɭɪɨɜɟɧɶ ɜɵɩɨɥɧɹɟɦɵɯ 
ɭɫɥɭɝ ɧɚ ɈɈɈ “ɗɊ-Ɍɟɥɟɤɨɦ ɏɨɥɞɢɧɝ”; 

3. Ɋɚɡɪɚɛɨɬɚɧɵ ɧɚɩɪɚɜɥɟɧɢɹ ɭɩɪɚɜɥɟɧɢɹ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ 
ɧɚ ɨɫɧɨɜɟ ɢɫɩɨɥɶɡɨɜɚɧɢɹ ɬɟɯɧɨɥɨɝɢɣ ɢ ɢɧɫɬɪɭɦɟɧɬɨɜ ɦɨɧɢɬɨɪɢɧɝɚ, 
ɚɜɬɨɦɚɬɢɡɚɰɢɢ ɭɩɪɚɜɥɟɧɢɹ ɤɚɱɟɫɬɜɨɦ ɫ ɩɨɦɨɳɶɸ CRM-ɬɟɯɧɨɥɨɝɢɣ, 
ɚɤɬɢɜɢɡɚɰɢɢ ɜɡɚɢɦɨɫɜɹɡɢ ɤɚɱɟɫɬɜɚ ɬɪɭɞɚ ɩɪɨɞɚɜɰɨɜ ɢ ɤɚɱɟɫɬɜɚ ɨɛɫɥɭɠɢɜɚɧɢɹ 
ɤɥɢɟɧɬɨɜ. 

ɉɪɟɞɦɟɬɨɦ ɦɚɝɢɫɬɟɪɫɤɨɣ ɪɚɛɨɬɵ ɹɜɥɹɟɬɫɹ ɭɩɪɚɜɥɟɧɢɟ 
ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ. Ɉɛɴɟɤɬ ɢɫɫɥɟɞɨɜɚɧɢɹ - ɈɈɈ “ɗɊ-Ɍɟɥɟɤɨɦ 
ɏɨɥɞɢɧɝ”. 

ɇɚɞ ɩɪɨɛɥɟɦɨɣ ɮɨɪɦɢɪɨɜɚɧɢɹ ɤɚɱɟɫɬɜɚ ɨɛɫɥɭɠɢɜɚɧɢɹ ɢ ɭɩɪɚɜɥɟɧɢɹ 
ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɨɦ ɪɚɛɨɬɚɥɢ ɭɱɟɧɵɟ Ȼɚɪɥɨɭ Ⱦɠ., Ȼɟɥɹɰɤɢɣ ɇ.ɉ., 
ȼɚɫɢɧ ɘ.ȼ., ȼɟɥɟɫɶɤɨ ɋ.ȿ., Ɇёɥɥɟɪ Ʉ., Ʌɚɜɪɟɧɬɶɟɜ Ʌ.Ƚ., Ɋɵɫɟɜ ɇ.ɘ., Ɏɨɤɫ Ⱦɠ., 
ɞɪɭɝɢɟ ɢɫɫɥɟɞɨɜɚɬɟɥɢ. 
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ɋɨɜɪɟɦɟɧɧɚɹ ɤɨɧɰɟɩɰɢɹ CRM ɪɚɫɫɦɚɬɪɢɜɚɟɬ ɩɪɨɞɚɠɢ ɧɟ ɤɚɤ ɨɬɞɟɥɶɧɵɣ 
ɚɤɬ, ɨɫɭɳɟɫɬɜɥɟɧɧɵɣ ɤɨɧɤɪɟɬɧɵɦ ɩɪɨɞɚɜɰɨɦ ɫ ɤɨɧɤɪɟɬɧɵɦ ɩɨɤɭɩɚɬɟɥɟɦ, ɧɨ 
ɤɚɤ ɧɟɩɪɟɪɵɜɧɵɣ ɩɪɨɰɟɫɫ, ɜ ɤɨɬɨɪɵɣ ɜɨɜɥɟɱɟɧ ɤɚɠɞɵɣ ɫɨɬɪɭɞɧɢɤ, ɤɚɤ 
ɢɫɤɭɫɫɬɜɨ ɢ ɧɚɭɤɭ ɢɫɩɨɥɶɡɨɜɚɧɢɹ ɢɧɮɨɪɦɚɰɢɢ ɨ ɤɥɢɟɧɬɟ ɞɥɹ ɩɪɢɨɛɪɟɬɟɧɢɹ ɟɝɨ 
ɥɨɹɥɶɧɨɫɬɢ ɢ ɩɨɜɵɲɟɧɢɹ ɰɟɧɧɨɫɬɢ ɞɥɹ ɤɨɦɩɚɧɢɢ. ɐɟɥɶɸ ɹɜɥɹɟɬɫɹ 
ɮɨɪɦɢɪɨɜɚɧɢɟ ɩɟɪɫɨɧɚɥɶɧɵɯ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɫ ɤɥɢɟɧɬɨɦ, ɧɟɡɚɜɢɫɢɦɨ ɨɬ 
ɬɨɝɨ, ɤ ɤɚɤɨɣ ɨɬɪɚɫɥɢ ɨɬɧɨɫɢɬɫɹ ɩɪɟɞɩɪɢɹɬɢɟ, ɤɚɤɭɸ ɞɨɥɠɧɨɫɬɶ ɡɚɧɢɦɚɟɬ 
ɫɨɬɪɭɞɧɢɤ ɤɨɦɩɚɧɢɢ, ɜ ɤɚɤɨɦ ɨɬɞɟɥɟ ɨɧ ɪɚɛɨɬɚɟɬ, ɝɞɟ ɧɚɯɨɞɢɬɫɹ ɨɮɢɫ. 

ɉɪɢ ɷɬɨɦ ɜɫɟ ɩɪɨɰɟɫɫɵ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ ɤɥɢɟɧɬɚɦɢ ɞɨɥɠɧɵ ɭɩɪɚɜɥɹɬɶɫɹ 
ɱɟɪɟɡ ɫɨɝɥɚɫɨɜɚɧɧɵɣ ɧɚɛɨɪ ɩɪɨɰɟɞɭɪ, ɩɨɫɬɪɨɟɧɧɵɣ ɧɚ ɨɫɧɨɜɟ ɟɞɢɧɨɣ 
ɬɟɯɧɨɥɨɝɢɢ, ɩɨɡɜɨɥɹɸɳɟɣ ɫɨɡɞɚɬɶ ɨɛɳɟɟ ɜɩɟɱɚɬɥɟɧɢɟ ɨ ɤɨɦɩɚɧɢɢ, ɩɪɨɞɭɤɬɟ. 
Ɉɱɟɧɶ ɱɚɫɬɨ ɩɨɬɪɟɛɢɬɟɥɶ ɢɦɟɟɬ ɪɚɡɪɨɡɧɟɧɧɨɟ, ɮɪɚɝɦɟɧɬɚɪɧɨɟ ɦɧɟɧɢɟ ɨ 
ɤɨɦɩɚɧɢɢ, ɩɨɥɭɱɟɧɧɨɟ ɱɟɪɟɡ ɜɡɚɢɦɨɞɟɣɫɬɜɢɟ ɩɨ ɪɚɡɧɵɦ ɤɚɧɚɥɚɦ, ɬɚɤɢɦ, ɤɚɤ 
ɬɟɥɟɮɨɧ, ɮɚɤɫ, ɷɥɟɤɬɪɨɧɧɚɹ ɩɨɱɬɚ, ɂɧɬɟɪɧɟɬ ɢ ɬ. ɞ. 
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1. ȼɡɚɢɦɨɨɬɧɨɲɟɧɢɹ ɫ ɤɥɢɟɧɬɚɦɢ, ɫɭɳɟɫɬɜɭɸɳɢɟ ɫɢɫɬɟɦɵ 
ɭɩɪɚɜɥɟɧɢɹ, ɡɚɪɭɛɟɠɧɵɣ ɢ ɨɬɟɱɟɫɬɜɟɧɧɵɣ ɨɩɵɬ. CRM-ɫɢɫɬɟɦɵ. 

1.1 ɋɢɫɬɟɦɵ ɭɩɪɚɜɥɟɧɢɹ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ 
 

ɂɧɞɭɫɬɪɢɚɥɶɧɚɹ ɪɟɜɨɥɸɰɢɹ ɧɚɱɚɥɚ XX ɜ. ɞɚɥɚ ɱɟɥɨɜɟɱɟɫɬɜɭ ɩɨɬɨɤ 

ɬɨɜɚɪɨɜ ɢ ɭɫɥɭɝ, ɞɨɫɬɭɩɧɵɯ ɲɢɪɨɤɢɦ ɫɥɨɹɦ ɧɚɫɟɥɟɧɢɹ, ɜ ɩɟɪɜɭɸ ɨɱɟɪɟɞɶ ɡɚ 

ɫɱɟɬ ɫɬɚɧɞɚɪɬɢɡɚɰɢɢ. ȿɞɢɧɢɰɚ ɩɪɨɞɭɤɰɢɢ ɩɪɢ ɦɚɫɫɨɜɨɦ ɩɪɨɢɡɜɨɞɫɬɜɟ ɫɬɨɢɬ 

ɡɧɚɱɢɬɟɥɶɧɨ ɞɟɲɟɜɥɟ, ɱɟɦ ɩɪɢ ɲɬɭɱɧɨɦ, ɢ ɜ ɟɟ ɫɟɛɟɫɬɨɢɦɨɫɬɶ ɥɟɝɱɟ ɡɚɥɨɠɢɬɶ 

ɪɚɫɯɨɞɵ ɧɚ ɢɫɫɥɟɞɨɜɚɧɢɹ ɢ ɧɨɜɵɟ ɪɚɡɪɚɛɨɬɤɢ, ɪɟɤɥɚɦɭ ɢ ɩɪɨɞɜɢɠɟɧɢɟ. 

Ɉɫɧɨɜɧɵɟ ɢɧɧɨɜɚɰɢɢ ɩɪɨɢɫɯɨɞɢɥɢ ɢɦɟɧɧɨ ɜ ɫɮɟɪɟ ɩɪɨɢɡɜɨɞɫɬɜɚ, ɢ ɧɨɜɵɟ 

ɬɟɯɧɨɥɨɝɢɱɟɫɤɢɟ ɪɟɲɟɧɢɹ ɩɨɡɜɨɥɹɥɢ ɫɧɢɡɢɬɶ ɫɟɛɟɫɬɨɢɦɨɫɬɶ, ɭɜɟɥɢɱɢɬɶ 

ɮɭɧɤɰɢɨɧɚɥɶɧɨɫɬɶ ɩɪɨɞɭɤɬɨɜ, ɡɚ ɫɱɟɬ ɱɟɝɨ ɡɚɜɨɟɜɵɜɚɥɫɹ ɪɵɧɨɤ. 

ȼ ɤɨɧɰɟ XX ɜ. ɫɢɬɭɚɰɢɹ ɧɚɱɚɥɚ ɛɵɫɬɪɨ ɦɟɧɹɬɶɫɹ – ɫɬɚɥ ɩɪɨɫɦɚɬɪɢɜɚɬɶɫɹ 

"ɩɨɬɨɥɨɤ" ɭɜɟɥɢɱɟɧɢɹ ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɩɪɨɢɡɜɨɞɫɬɜɚ: ɦɧɨɝɨɦɢɥɥɢɨɧɧɵɟ 

ɢɧɜɟɫɬɢɰɢɢ ɜ ɭɥɭɱɲɟɧɢɟ ɩɪɨɰɟɫɫɧɨɝɨ ɢ ɨɪɝɚɧɢɡɚɰɢɨɧɧɨɝɨ ɭɩɪɚɜɥɟɧɢɹ 

ɩɪɢɧɨɫɢɥɢ ɟɞɢɧɢɰɵ ɢ ɞɨɥɢ ɩɪɨɰɟɧɬɨɜ ɫ ɬɨɱɤɢ ɡɪɟɧɢɹ ɭɜɟɥɢɱɟɧɢɹ 

ɷɮɮɟɤɬɢɜɧɨɫɬɢ. 

Ɋɨɥɶ ɩɪɨɞɚɠ ɢ ɦɚɪɤɟɬɢɧɝɚ ɜ ɭɫɥɨɜɢɹɯ ɢɧɞɭɫɬɪɢɚɥɶɧɨɝɨ ɩɪɨɢɡɜɨɞɫɬɜɚ 

ɨɩɪɟɞɟɥɟɧɚ ɱɟɬɤɨ: ɨɛɟɫɩɟɱɟɧɢɟ ɭɫɬɨɣɱɢɜɨɝɨ ɫɩɪɨɫɚ ɧɚ ɫɭɳɟɫɬɜɭɸɳɭɸ 

ɩɪɨɞɭɤɰɢɸ ɢɥɢ ɭɫɥɭɝɢ ɩɪɟɞɩɪɢɹɬɢɹ. ɑɟɦ ɛɨɥɶɲɟ ɤɥɢɟɧɬɨɜ ɝɨɬɨɜɵ ɩɪɢɨɛɪɟɫɬɢ 

ɩɪɨɢɡɜɨɞɢɦɵɣ ɬɨɜɚɪ ɢɥɢ ɭɫɥɭɝɭ, ɬɟɦ ɧɢɠɟ ɫɟɛɟɫɬɨɢɦɨɫɬɶ ɩɪɨɢɡɜɨɞɫɬɜɚ, ɬɟɦ 

ɜɵɲɟ ɤɨɧɤɭɪɟɧɬɨɫɩɨɫɨɛɧɨɫɬɶ ɤɨɦɩɚɧɢɢ ɜ ɰɟɥɨɦ. 

Ɍɪɚɞɢɰɢɨɧɧɚɹ ɬɟɨɪɢɹ ɦɚɪɤɟɬɢɧɝɚ ɩɪɟɞɩɨɥɚɝɚɥɚ ɧɚɥɢɱɢɟ ɲɢɪɨɤɨɣ ɦɚɫɫɵ 

ɭɫɪɟɞɧɟɧɧɵɯ ɤɥɢɟɧɬɨɜ. "ɋɬɚɬɶ ɛɨɥɟɟ ɤɨɧɤɭɪɟɧɬɧɵɦ" ɨɡɧɚɱɚɥɨ ɫɧɢɡɢɬɶ 

ɢɡɞɟɪɠɤɢ, ɨɩɬɢɦɢɡɢɪɨɜɚɬɶ ɩɪɨɰɟɫɫɵ ɩɪɨɢɡɜɨɞɫɬɜɚ, ɫɧɢɡɢɬɶ ɫɤɥɚɞɫɤɢɟ ɡɚɩɚɫɵ, 

ɩɨɜɵɫɢɬɶ ɤɚɱɟɫɬɜɨ ɩɪɨɞɭɤɰɢɢ. ȼɵɫɲɢɦ ɩɪɨɹɜɥɟɧɢɟɦ ɫɬɪɚɬɟɝɢɢ ɪɚɡɜɢɬɢɹ ɫɬɚɥɢ 

ɦɨɞɟɥɢ ɩɪɨɢɡɜɨɞɫɬɜɚ "ɬɨɱɧɨ ɜ ɫɪɨɤ", ɫɢɫɬɟɦɵ ɭɩɪɚɜɥɟɧɢɹ ɪɟɫɭɪɫɚɦɢ 

ɩɪɟɞɩɪɢɹɬɢɣ ɢ ɪɟɢɧɠɢɧɢɪɢɧɝ ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɨɜ. 
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ȼ ɫɨɜɪɟɦɟɧɧɵɯ ɭɫɥɨɜɢɹɯ ɫɥɨɠɧɨ ɜɵɠɢɬɶ, ɢɦɟɹ ɨɬɥɢɱɢɟɦ ɨɬ ɤɨɧɤɭɪɟɧɬɨɜ 

ɬɨɥɶɤɨ ɛɨɥɟɟ ɷɮɮɟɤɬɢɜɧɭɸ ɨɪɝɚɧɢɡɚɰɢɸ ɩɪɨɢɡɜɨɞɫɬɜɚ (ɨɫɨɛɟɧɧɨ, ɟɫɥɢ ɜɚɲɟ 

ɩɪɨɢɡɜɨɞɫɬɜɨ ɪɚɫɩɨɥɨɠɟɧɨ ɧɟ ɜ ɘɝɨ-ȼɨɫɬɨɱɧɨɣ Ⱥɡɢɢ). 

Ʉɨɦɩɚɧɢɢ ɧɚɱɚɥɢ ɩɨɧɢɦɚɬɶ, ɱɬɨ ɨɞɧɚ ɨɩɬɢɦɢɡɚɰɢɹ ɩɪɨɢɡɜɨɞɫɬɜɚ ɧɟ 

ɪɟɲɚɟɬ ɩɪɨɛɥɟɦɭ ɜɵɠɢɜɚɧɢɹ. Ɉɫɨɛɟɧɧɨ ɷɬɨ ɡɚɦɟɬɧɨ ɜ ɫɮɟɪɟ ɭɫɥɭɝ 

(ɬɟɥɟɤɨɦɦɭɧɢɤɚɰɢɢ, ɮɢɧɚɧɫɵ ɢ ɞɪ.), ɝɞɟ ɤɨɦɩɚɧɢɢ ɡɚɜɢɫɹɬ ɧɟ ɫɬɨɥɶɤɨ ɨɬ 

ɤɚɱɟɫɬɜɚ ɫɚɦɢɯ ɩɪɨɞɭɤɬɨɜ ɢɥɢ ɭɫɥɭɝ (ɛɨɥɶɲɢɧɫɬɜɨ ɢɡ ɧɢɯ ɫɩɨɫɨɛɧɵ 

ɩɨɞɞɟɪɠɢɜɚɬɶ ɤɚɱɟɫɬɜɨ ɧɚ ɫɚɦɨɦ ɜɵɫɨɤɨɦ ɭɪɨɜɧɟ), ɫɤɨɥɶɤɨ ɨɬ ɫɨɜɟɪɲɟɧɫɬɜɚ 

ɦɟɯɚɧɢɡɦɨɜ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɤɨɦɩɚɧɢɢ ɫɨ ɫɜɨɢɦɢ ɤɥɢɟɧɬɚɦɢ. 

ȼ ɬɟɯ ɫɮɟɪɚɯ, ɝɞɟ ɧɚɪɚɫɬɚɧɢɟ ɤɨɧɤɭɪɟɧɰɢɢ ɢɞɟɬ ɩɚɪɚɥɥɟɥɶɧɨ ɫ ɛɵɫɬɪɵɦ 

ɨɛɧɨɜɥɟɧɢɟɦ ɬɟɯɧɨɥɨɝɢɣ ɢ ɩɪɨɞɭɤɰɢɢ, ɜɤɥɸɱɚɟɬɫɹ ɟɳɟ ɜɧɟɲɧɢɣ 

ɢɧɜɟɫɬɢɰɢɨɧɧɵɣ ɮɚɤɬɨɪ (ɞɥɹ ɜɵɜɨɞɚ ɧɨɜɵɯ ɬɨɜɚɪɨɜ ɢ ɭɫɥɭɝ ɧɚ ɦɚɫɫɨɜɵɣ ɪɵɧɨɤ 

ɤɨɦɩɚɧɢɹɦ ɭɠɟ ɧɟɞɨɫɬɚɬɨɱɧɨ ɫɨɛɫɬɜɟɧɧɵɯ ɫɪɟɞɫɬɜ). ɉɪɢɜɥɟɱɟɧɢɟ ɠɟ ɜɧɟɲɧɢɯ 

ɢɧɜɟɫɬɢɰɢɣ ɨɛɵɱɧɨ ɫɨɩɪɨɜɨɠɞɚɟɬɫɹ ɬɪɟɛɨɜɚɧɢɟɦ ɫɤɨɪɟɣɲɟɝɨ ɢɯ ɜɨɡɜɪɚɬɚ, ɱɬɨ 

ɩɪɹɦɨ ɨɩɪɟɞɟɥɹɟɬ ɧɟɨɛɯɨɞɢɦɭɸ ɫɤɨɪɨɫɬɶ ɧɚɪɚɳɢɜɚɧɢɹ ɞɨɯɨɞɨɜ ɢ, 

ɫɥɟɞɨɜɚɬɟɥɶɧɨ, ɤɥɢɟɧɬɫɤɨɣ ɛɚɡɵ. Ⱥɤɰɟɧɬɵ ɜ ɤɨɪɩɨɪɚɬɢɜɧɨɣ ɫɬɪɚɬɟɝɢɢ ɫɬɚɥɢ 

ɫɦɟɳɚɬɶɫɹ ɜ ɧɚɩɪɚɜɥɟɧɢɢ ɭɜɟɥɢɱɟɧɢɹ ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɪɚɛɨɬɵ ɫ ɤɥɢɟɧɬɚɦɢ: 

ɩɪɢɫɩɨɫɚɛɥɢɜɚɧɢɟ ɩɨɞ ɧɚɢɛɨɥɟɟ ɭɞɨɛɧɵɟ ɞɥɹ ɤɥɢɟɧɬɚ ɫɩɨɫɨɛɵ ɨɛɳɟɧɢɹ, ɱɬɨ 

ɜɟɞɟɬ ɤ ɞɢɜɟɪɫɢɮɢɤɚɰɢɢ ɤɚɧɚɥɨɜ ɪɚɛɨɬɵ ɫ ɩɨɬɪɟɛɢɬɟɥɟɦ. ɉɨɬɪɟɛɢɬɟɥɶ ɫɬɚɥ 

ɮɨɤɭɫɨɦ ɜɫɟɯ ɭɫɢɥɢɣ ɩɪɨɢɡɜɨɞɢɬɟɥɟɣ, ɚ ɢɯ ɭɞɨɜɥɟɬɜɨɪɟɧɧɨɫɬɶ ɨɬɧɨɲɟɧɢɹɦɢ ɫ 

ɩɨɫɬɚɜɳɢɤɨɦ – ɤɥɸɱɟɜɵɦ ɮɚɤɬɨɪɨɦ ɭɫɩɟɯɚ ɤɨɦɩɚɧɢɢ. 

ɇɟɤɨɬɨɪɵɟ ɰɢɮɪɵ ɢ ɮɚɤɬɵ ɩɨɞɬɜɟɪɠɞɚɸɬ ɷɬɨ: 

- ɡɚɬɪɚɬɵ ɧɚ ɩɪɢɜɥɟɱɟɧɢɟ ɧɨɜɨɝɨ ɤɥɢɟɧɬɚ ɜ ɫɪɟɞɧɟɦ ɜ ɩɹɬɶ ɪɚɡ ɛɨɥɶɲɟ, ɱɟɦ 

ɧɚ ɭɞɟɪɠɚɧɢɟ ɫɭɳɟɫɬɜɭɸɳɟɝɨ; 

- ɛɨɥɶɲɚɹ ɱɚɫɬɶ ɤɨɦɩɚɧɢɣ ɢɡ ɫɩɢɫɤɚ Fortune 500 ɬɟɪɹɟɬ 50% ɫɜɨɢɯ 

ɤɥɢɟɧɬɨɜ ɤɚɠɞɵɟ ɩɹɬɶ ɥɟɬ; 

- ɭɞɨɜɥɟɬɜɨɪɟɧɧɵɣ ɤɥɢɟɧɬ ɪɚɫɫɤɚɠɟɬ ɨɛ ɭɞɚɱɧɨɣ ɩɨɤɭɩɤɟ ɜ ɫɪɟɞɧɟɦ ɩɹɬɢ 

ɫɜɨɢɦ ɡɧɚɤɨɦɵɦ, ɧɟɭɞɨɜɥɟɬɜɨɪɟɧɧɵɣ – ɦɢɧɢɦɭɦ 10; 
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- ɛɨɥɶɲɚɹ ɱɚɫɬɶ ɤɥɢɟɧɬɨɜ ɨɤɭɩɚɟɬɫɹ ɥɢɲɶ ɱɟɪɟɡ ɝɨɞ ɪɚɛɨɬɵ ɫ ɧɢɦɢ (ɟɫɥɢ 

ɤɥɢɟɧɬ "ɭɯɨɞɢɬ" ɞɨ ɷɬɨɝɨ ɫɪɨɤɚ, ɬɨ ɨɧ ɩɪɢɧɨɫɢɬ ɭɛɵɬɤɢ); 

- ɭɜɟɥɢɱɟɧɢɟ ɧɚ 5% ɭɞɟɪɠɚɧɢɹ ɤɥɢɟɧɬɨɜ ɭɜɟɥɢɱɢɜɚɟɬ ɩɪɢɛɵɥɶ ɤɨɦɩɚɧɢɢ 

ɧɚ 50–100%; 

- ɨɤɨɥɨ 50% ɫɭɳɟɫɬɜɭɸɳɢɯ ɤɥɢɟɧɬɨɜ ɤɨɦɩɚɧɢɢ ɧɟ ɩɪɢɛɵɥɶɧɵ ɢɡ-ɡɚ 

ɧɟɷɮɮɟɤɬɢɜɧɨɝɨ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ ɧɢɦɢ; 

- ɜ ɫɪɟɞɧɟɦ ɤɨɦɩɚɧɢɹ ɤɨɧɬɚɤɬɢɪɭɟɬ ɫ ɫɭɳɟɫɬɜɭɸɳɢɦ ɤɥɢɟɧɬɨɦ ɱɟɬɵɪɟ ɪɚɡɚ 

ɜ ɝɨɞ ɢ ɲɟɫɬɶ ɪɚɡ ɜ ɝɨɞ – ɫ ɩɨɬɟɧɰɢɚɥɶɧɵɦ. 

ɇɨɜɵɟ ɫɬɪɚɬɟɝɢɢ ɤɚɱɟɫɬɜɟɧɧɨɝɨ ɨɛɫɥɭɠɢɜɚɧɢɹ ɩɨɬɪɟɛɨɜɚɥɢ 

"ɢɧɞɭɫɬɪɢɚɥɢɡɚɰɢɢ" ɤɥɢɟɧɬɫɤɢɯ ɨɬɧɨɲɟɧɢɣ, ɬ.ɟ. ɨɫɜɨɛɨɠɞɟɧɢɹ ɪɚɛɨɬɧɢɤɨɜ ɨɬ 

ɪɭɬɢɧɧɵɯ ɨɩɟɪɚɰɢɣ, ɢɯ ɨɪɢɟɧɬɚɰɢɢ ɧɚ ɩɪɨɰɟɫɫ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ ɤɚɠɞɵɦ 

ɤɨɧɤɪɟɬɧɵɦ ɩɨɤɭɩɚɬɟɥɟɦ, ɚ ɧɟ ɫ ɭɫɪɟɞɧɟɧɧɨɣ ɨɛɟɡɥɢɱɟɧɧɨɣ ɦɚɫɫɨɣ. ȼɫɟ 

ɦɟɧɶɲɟ ɤɥɢɟɧɬɨɜ ɝɨɬɨɜɵ ɨɬɧɨɫɢɬɶ ɫɟɛɹ ɤ ɨɛɳɟɣ ɦɚɫɫɟ, ɩɪɢ ɷɬɨɦ ɪɚɡɛɪɨɫ ɢɯ 

ɬɪɟɛɨɜɚɧɢɣ ɢ ɨɠɢɞɚɧɢɣ ɫɭɳɟɫɬɜɟɧɧɨ ɭɜɟɥɢɱɢɜɚɟɬɫɹ. 

ɂɧɞɭɫɬɪɢɚɥɢɡɚɰɢɹ ɤɥɢɟɧɬɫɤɢɯ ɨɬɧɨɲɟɧɢɣ ɧɟɨɛɯɨɞɢɦɚ, ɱɬɨɛɵ ɩɪɨɞɚɠɢ ɢ 

ɪɚɛɨɬɚ ɫ ɤɥɢɟɧɬɨɦ ɩɟɪɟɲɥɢ ɢɡ ɪɚɡɪɹɞɚ "ɱɟɪɧɨɝɨ ɹɳɢɤɚ", ɨɬɞɚɧɧɨɝɨ ɧɚ ɨɬɤɭɩ 

ɦɟɧɟɞɠɟɪɭ, ɜ ɪɚɡɪɹɞ ɩɪɨɡɪɚɱɧɵɯ ɭɩɪɚɜɥɹɟɦɵɯ ɦɟɯɚɧɢɡɦɨɜ. Ɉɧɚ ɩɪɟɞɩɨɥɚɝɚɟɬ 

ɧɚɥɢɱɢɟ ɬɟɯɧɨɥɨɝɢɢ (ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɵ), ɢɧɫɬɪɭɦɟɧɬɚ (CRM-ɫɢɫɬɟɦɚ), 

ɪɟɝɥɚɦɟɧɬɚ ɢ ɨɬɱɟɬɧɨɫɬɢ, ɤɨɬɨɪɵɟ ɛɵ ɝɚɪɚɧɬɢɪɨɜɚɥɢ, ɱɬɨ ɜ ɨɬɧɨɲɟɧɢɹɯ ɫ 

ɞɚɧɧɨɣ ɤɚɬɟɝɨɪɢɟɣ ɤɥɢɟɧɬɨɜ ɛɭɞɭɬ ɩɨɞɞɟɪɠɢɜɚɬɶɫɹ ɡɚɞɚɧɧɚɹ ɱɚɫɬɨɬɚ ɢ 

ɷɮɮɟɤɬɢɜɧɨɫɬɶ ɤɨɧɬɚɤɬɨɜ. 

ɇɚ ɪɢɫ. 1 ɜ ɜɢɞɟ ɝɪɚɮɢɤɚ ɨɬɪɚɠɟɧɚ ɷɜɨɥɸɰɢɹ ɬɚɤ ɧɚɡɵɜɚɟɦɨɣ "ɛɨɥɶɲɨɣ 

ɢɞɟɢ" ɧɚ ɪɵɧɤɟ ɭɩɪɚɜɥɟɧɢɹ ɩɪɟɞɩɪɢɹɬɢɹɦɢ ɜ ɩɨɫɥɟɞɧɢɟ ɞɟɫɹɬɢɥɟɬɢɹ. ȼ ɤɚɠɞɵɣ 

ɦɨɦɟɧɬ ɜɪɟɦɟɧɢ ɩɨɞɨɛɧɚɹ "ɛɨɥɶɲɚɹ ɢɞɟɹ", ɪɚɡɜɢɜɚɹɫɶ ɨɬ ɤɨɧɰɟɩɰɢɢ ɤ 

ɦɚɫɫɨɜɨɦɭ ɢɫɩɨɥɶɡɨɜɚɧɢɸ, ɫɬɚɧɨɜɢɥɚɫɶ ɱɚɫɬɶɸ ɧɨɪɦɚɥɶɧɨɣ ɩɪɚɤɬɢɤɢ ɜɟɞɟɧɢɹ 

ɛɢɡɧɟɫɚ. Ɂɚ ɤɚɠɞɨɣ ɬɟɯɧɨɥɨɝɢɱɟɫɤɨɣ ɤɨɧɰɟɩɰɢɟɣ ɫɬɨɹɥɢ ɤɨɧɤɪɟɬɧɵɟ ɦɟɬɨɞɵ 

ɭɜɟɥɢɱɟɧɢɹ ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɢ ɩɨɥɭɱɟɧɢɹ ɞɨɩɨɥɧɢɬɟɥɶɧɵɯ ɤɨɧɤɭɪɟɧɬɧɵɯ 

ɩɪɟɢɦɭɳɟɫɬɜ ɞɥɹ ɛɢɡɧɟɫɚ.  
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Ɋɢɫ. 1 ɗɜɨɥɸɰɢɹ "ɛɨɥɶɲɨɣ ɢɞɟɢ" 

Ⱦɜɚ ɡɧɚɱɢɬɟɥɶɧɵɯ ɜɫɩɥɟɫɤɚ ɛɵɥɢ ɫɜɹɡɚɧɵ ɫ ɤɨɧɰɟɩɰɢɹɦɢ: 

1) ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɩɪɨɰɟɫɫɧɨɝɨ ɭɩɪɚɜɥɟɧɢɹ ɡɚ ɫɱɟɬ ɭɩɪɚɜɥɟɧɢɹ ɪɟɫɭɪɫɚɦɢ 

ɩɪɟɞɩɪɢɹɬɢɹ (ERP (Enterprise Resource Planning), ɚɜɬɨɦɚɬɢɡɚɰɢɹ "back-office"); 

2) ɷɥɟɤɬɪɨɧɧɨɝɨ ɛɢɡɧɟɫɚ – ɧɨɜɨɣ ɢɧɮɨɪɦɚɰɢɨɧɧɨɣ ɫɪɟɞɵ, ɞɚɸɳɟɣ ɜɨɡɦɨɠɧɨɫɬɶ 

ɩɪɹɦɨɝɨ ɤɨɧɬɚɤɬɚ ɦɟɠɞɭ ɩɪɨɢɡɜɨɞɢɬɟɥɟɦ ɢ ɩɨɤɭɩɚɬɟɥɟɦ ɢ ɩɨɡɜɨɥɹɸɳɟɣ 

ɫɭɳɟɫɬɜɟɧɧɨ ɫɧɢɡɢɬɶ ɢɡɞɟɪɠɤɢ ɩɪɢ ɜɡɚɢɦɨɞɟɣɫɬɜɢɢ ɦɟɠɞɭ ɩɪɟɞɩɪɢɹɬɢɹɦɢ ɜ 

ɪɚɦɤɚɯ ɥɨɝɢɫɬɢɱɟɫɤɢɯ ɰɟɩɨɱɟɤ (Supply Chain Management). 

ȼ ɤɨɧɰɟ 1990-ɯ ɝɝ. ɩɨɹɜɢɥɨɫɶ ɩɨɧɹɬɢɟ CRM (Customer Relationship 

Management – ɭɩɪɚɜɥɟɧɢɟ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ) ɢ CRM-ɫɢɫɬɟɦɵ, 

ɝɥɚɜɧɚɹ ɡɚɞɚɱɚ ɤɨɬɨɪɵɯ – ɩɨɜɵɲɟɧɢɟ ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɨɜ, 

ɫɨɫɪɟɞɨɬɨɱɟɧɧɵɯ ɜɨ "front-office", ɧɚɩɪɚɜɥɟɧɧɵɯ ɧɚ ɩɪɢɜɥɟɱɟɧɢɟ ɢ ɭɞɟɪɠɚɧɢɟ 

ɤɥɢɟɧɬɨɜ (ɜ ɦɚɪɤɟɬɢɧɝɟ, ɩɪɨɞɚɠɚɯ, ɫɟɪɜɢɫɟ ɢ ɨɛɫɥɭɠɢɜɚɧɢɢ, ɧɟɡɚɜɢɫɢɦɨ ɨɬ 

ɤɚɧɚɥɚ, ɱɟɪɟɡ ɤɨɬɨɪɵɣ ɩɪɨɢɫɯɨɞɢɬ ɤɨɧɬɚɤɬ ɫ ɤɥɢɟɧɬɨɦ). 

ɋɬɪɚɬɟɝɢɹ CRM ɩɪɟɞɩɨɥɚɝɚɟɬ ɫɨɡɞɚɧɢɟ ɢ ɭɞɟɪɠɚɧɢɟ ɭɧɢɤɚɥɶɧɵɯ 

ɤɨɧɤɭɪɟɧɬɧɵɯ ɩɪɟɢɦɭɳɟɫɬɜ ɡɚ ɫɱɟɬ ɤɜɚɥɢɮɢɰɢɪɨɜɚɧɧɨɝɨ ɭɩɪɚɜɥɟɧɢɹ 

ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ. 
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ɍɩɪɚɜɥɟɧɢɟ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ – ɞɟɥɨɜɚɹ ɫɬɪɚɬɟɝɢɹ 

ɩɪɢɜɥɟɱɟɧɢɹ ɢ ɭɩɪɚɜɥɟɧɢɹ ɤɥɢɟɧɬɚɦɢ, ɧɚɰɟɥɟɧɧɚɹ ɧɚ ɨɩɬɢɦɢɡɚɰɢɸ ɢɯ ɰɟɧɧɨɫɬɢ 

ɜ ɞɨɥɝɨɫɪɨɱɧɨɣ ɩɟɪɫɩɟɤɬɢɜɟ. CRM ɩɪɟɞɩɨɥɚɝɚɟɬ ɧɚɥɢɱɢɟ ɜ ɨɪɝɚɧɢɡɚɰɢɢ 

ɮɢɥɨɫɨɮɢɢ ɢ ɤɭɥɶɬɭɪɵ, ɨɪɢɟɧɬɢɪɨɜɚɧɧɵɯ ɧɚ ɤɥɢɟɧɬɚ, ɧɚɩɪɚɜɥɟɧɧɵɯ ɧɚ 

ɷɮɮɟɤɬɢɜɧɨɫɬɶ ɪɚɛɨɬɵ ɜ ɨɛɥɚɫɬɢ ɦɚɪɤɟɬɢɧɝɚ, ɩɪɨɞɚɠ ɢ ɫɟɪɜɢɫɧɨɝɨ 

ɨɛɫɥɭɠɢɜɚɧɢɹ. 

ɋɭɬɶ CRM-ɫɬɪɚɬɟɝɢɢ ɫɨɫɬɚɜɥɹɸɬ ɬɪɢ ɨɫɧɨɜɨɩɨɥɚɝɚɸɳɢɯ ɬɟɡɢɫɚ. 

1. Ɉɛɴɟɞɢɧɟɧɢɟ ɜɫɟɯ ɜɨɡɦɨɠɧɵɯ ɤɚɧɚɥɨɜ ɢ ɬɨɱɟɤ ɫɨɩɪɢɤɨɫɧɨɜɟɧɢɹ 

ɤɨɦɩɚɧɢɢ ɫ ɤɥɢɟɧɬɚɦɢ ɧɚ ɨɫɧɨɜɟ ɢɯ ɩɪɟɞɩɨɱɬɟɧɢɣ ɫ ɨɛɟɫɩɟɱɟɧɢɟɦ ɨɞɢɧɚɤɨɜɨ 

ɜɵɫɨɤɨɝɨ ɤɚɱɟɫɬɜɚ ɨɛɫɥɭɠɢɜɚɧɢɹ, ɱɬɨ ɮɨɪɦɢɪɭɟɬ ɭ ɤɥɢɟɧɬɚ ɰɟɥɨɫɬɧɨɟ 

ɩɪɟɞɫɬɚɜɥɟɧɢɟ ɨ ɤɨɦɩɚɧɢɢ, ɩɨɞɞɟɪɠɢɜɚɟɦɨɟ ɪɟɤɥɚɦɧɵɦɢ ɚɤɰɢɹɦɢ ɢ 

ɩɪɨɜɨɞɢɦɵɦɢ ɦɚɪɤɟɬɢɧɝɨɜɵɦɢ ɤɚɦɩɚɧɢɹɦɢ. 

2. Ɉɛɴɟɞɢɧɟɧɢɟ ɜɫɟɣ ɨɪɝɚɧɢɡɚɰɢɨɧɧɨɣ ɫɬɪɭɤɬɭɪɵ "ɮɪɨɧɬ- ɨɮɢɫɚ" 

ɤɨɦɩɚɧɢɢ ɢ ɨɛɟɫɩɟɱɟɧɢɟ ɟɝɨ ɫɨɝɥɚɫɨɜɚɧɧɨɣ ɪɚɛɨɬɵ. Ɏɨɪɦɢɪɨɜɚɧɢɟ ɟɞɢɧɨɣ 

ɤɨɦɚɧɞɵ ɫ ɨɛɳɢɦ ɜɡɝɥɹɞɨɦ ɧɚ ɩɪɨɛɥɟɦɵ ɢ ɡɚɞɚɱɢ ɤɥɢɟɧɬɨɜ ɢ ɩɪɟɞɫɬɚɜɥɟɧɢɟɦ ɨ 

ɦɟɫɬɟ ɢ ɪɨɥɢ ɫɜɨɟɝɨ ɩɨɞɪɚɡɞɟɥɟɧɢɹ ɜ ɨɛɳɟɣ ɪɚɛɨɬɟ ɫ ɤɥɢɟɧɬɚɦɢ. 

3. Ɉɛɴɟɞɢɧɟɧɧɵɟ ɜ ɟɞɢɧɭɸ ɛɚɡɭ ɞɚɧɧɵɟ (ɧɚ ɜɫɟɯ ɫɬɚɞɢɹɯ ɠɢɡɧɟɧɧɨɝɨ 

ɰɢɤɥɚ ɤɥɢɟɧɬɚ: ɩɪɢɜɥɟɱɟɧɢɟ, ɭɞɟɪɠɚɧɢɟ, ɥɨɹɥɶɧɨɫɬɶ) ɫɬɚɧɨɜɹɬɫɹ ɨɫɧɨɜɨɣ 

ɭɩɪɚɜɥɟɧɢɹ, ɨɪɝɚɧɢɡɭɟɬɫɹ ɟɞɢɧɵɣ ɞɨɫɬɭɩ ɤ ɢɧɮɨɪɦɚɰɢɢ ɞɥɹ ɜɫɟɯ 

ɡɚɢɧɬɟɪɟɫɨɜɚɧɧɵɯ ɩɨɞɪɚɡɞɟɥɟɧɢɣ ɢ ɟɞɢɧɨɟ ɯɪɚɧɢɥɢɳɟ ɞɥɹ ɩɪɨɜɟɞɟɧɢɹ 

ɚɧɚɥɢɬɢɱɟɫɤɨɣ ɪɚɛɨɬɵ, ɩɨɫɬɪɨɟɧɢɹ ɩɪɨɝɧɨɡɨɜ ɢ ɩɪɢɧɹɬɢɹ ɭɩɪɚɜɥɟɧɱɟɫɤɢɯ 

ɪɟɲɟɧɢɣ. 

ɂɬɚɤ, ɹɞɪɨɦ ɛɢɡɧɟɫ-ɫɬɪɚɬɟɝɢɢ CRM ɹɜɥɹɟɬɫɹ "ɤɥɢɟɧɬɨɨɪɢɟɧɬɢɪɨɜɚɧɧɵɣ" 

ɩɨɞɯɨɞ. ɂɞɟɨɥɨɝɢɹ CRM ɩɪɟɞɭɫɦɚɬɪɢɜɚɟɬ ɩɟɪɟɯɨɞ ɨɬ ɫɬɪɚɬɟɝɢɢ ɦɚɫɫ-

ɦɚɪɤɟɬɢɧɝɚ ɢ ɦɚɫɫɨɜɵɯ ɩɪɨɞɚɠ ɤ ɢɧɞɢɜɢɞɭɚɥɶɧɵɦ (Onc-to-One) ɩɪɨɞɚɠɚɦ ɢɥɢ 

ɭɫɥɭɝɚɦ, ɧɚɫɬɪɨɟɧɧɵɦ ɢɥɢ ɞɨɪɚɛɨɬɚɧɧɵɦ ɬɚɤ, ɱɬɨɛɵ ɨɧɢ ɫɨɨɬɜɟɬɫɬɜɨɜɚɥɢ 

ɩɟɪɫɨɧɚɥɶɧɵɦ ɬɪɟɛɨɜɚɧɢɹɦ ɤɥɢɟɧɬɨɜ. 
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ɋɟɝɨɞɧɹ ɤ ɮɭɧɤɰɢɨɧɚɥɭ CRM ɨɬɧɨɫɹɬɫɹ: 

• ɫɢɫɬɟɦɵ ɫɛɨɪɚ ɢɧɮɨɪɦɚɰɢɢ ɨ ɤɥɢɟɧɬɚɯ, ɱɚɫɬɢɱɧɨ ɜɤɥɸɱɚɸɳɢɟ SFA (Sales 

Force Automation – ɚɜɬɨɦɚɬɢɡɚɰɢɹ ɞɟɹɬɟɥɶɧɨɫɬɢ ɬɨɪɝɨɜɵɯ ɩɪɟɞɫɬɚɜɢɬɟɥɟɣ); 

• ɦɚɪɤɟɬɢɧɝɨɜɵɟ ɛɚɡɵ ɞɚɧɧɵɯ, ɨɛɟɫɩɟɱɢɜɚɸɳɢɯ ɚɧɚɥɢɡ ɧɚ ɭɪɨɜɧɟ ɩɪɨɞɭɤɬɚ (ɟɝɨ 

ɩɪɨɞɚɠ), ɧɨ ɫɥɚɛɨ ɢɧɬɟɝɪɢɪɨɜɚɧɧɵɟ ɫ ɢɫɬɨɱɧɢɤɚɦɢ ɞɪɭɝɨɣ ɢɧɮɨɪɦɚɰɢɢ; 

• ɫɢɫɬɟɦɵ ɞɨɫɬɚɜɤɢ ɢɧɮɨɪɦɚɰɢɢ ɞɨ ɤɥɢɟɧɬɚ (ɩɪɹɦɚɹ ɩɨɱɬɨɜɚɹ ɪɚɫɫɵɥɤɚ ɢ ɬ.ɞ.); 

• ɛɚɡɨɜɵɟ ɚɧɚɥɢɬɢɱɟɫɤɢɟ ɢɧɫɬɪɭɦɟɧɬɵ, ɢɫɩɨɥɶɡɭɟɦɵɟ ɞɥɹ ɚɧɚɥɢɡɚ ɩɨɜɟɞɟɧɢɹ 

ɩɨɤɭɩɚɬɟɥɹ ɩɪɢ ɞɢɫɤɪɟɬɧɨɣ ɩɨɤɭɩɤɟ, ɧɨ ɛɟɡ ɭɱɟɬɚ ɟɝɨ ɠɢɡɧɟɧɧɨɝɨ ɰɢɤɥɚ. 

ɇɚɩɪɢɦɟɪ, ɩɪɢ ɩɪɨɜɟɞɟɧɢɢ ɦɚɪɤɟɬɢɧɝɨɜɵɯ ɤɚɦɩɚɧɢɣ ɧɟɨɛɯɨɞɢɦɨ ɞɥɹ 

ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɢ ɨɩɬɢɦɚɥɶɧɨɫɬɢ ɨɛɟɫɩɟɱɢɬɶ ɨɛɦɟɧ ɢɧɮɨɪɦɚɰɢɟɣ ɦɟɠɞɭ 

ɨɬɞɟɥɚɦɢ ɦɚɪɤɟɬɢɧɝɚ ɢ ɩɪɨɞɚɠ, ɢɫɩɨɥɶɡɭɹ ɚɜɬɨɦɚɬɢɱɟɫɤɨɟ ɪɚɫɩɪɟɞɟɥɟɧɢɟ 

ɫɩɢɫɤɚ ɩɨɬɟɧɰɢɚɥɶɧɵɯ ɤɥɢɟɧɬɨɜ ɦɟɠɞɭ ɬɨɪɝɨɜɵɦɢ ɚɝɟɧɬɚɦɢ ɢɥɢ 

ɚɜɬɨɦɚɬɢɱɟɫɤɨɟ ɧɚɡɧɚɱɟɧɢɟ ɡɚɞɚɧɢɣ ɫɨɬɪɭɞɧɢɤɚɦ ɨɬɞɟɥɚ ɩɪɨɞɚɠ. 

Ȼɨɥɶɲɢɧɫɬɜɨ ɩɪɟɞɩɪɢɹɬɢɣ ɜ ɫɜɨɟɦ ɜɧɭɬɪɟɧɧɟɦ ɪɚɡɜɢɬɢɢ ɩɪɨɯɨɞɹɬ 

ɨɛɵɱɧɨ ɬɪɢ ɫɬɚɞɢɢ ɩɨɧɢɦɚɧɢɹ ɤɥɢɟɧɬɫɤɢɯ ɨɬɧɨɲɟɧɢɣ (ɪɢɫ. 1.1). 

 

Ɋɢɫ. 1.1. ɗɜɨɥɸɰɢɹ ɤɨɧɰɟɩɰɢɢ CRM 

ɉɪɟɞɲɟɫɬɜɟɧɧɢɤɨɦ ɫɨɜɪɟɦɟɧɧɵɯ CRM-ɪɟɲɟɧɢɣ ɦɨɠɧɨ ɫɱɢɬɚɬɶ ɫɢɫɬɟɦɵ 

ɩɨ ɭɩɪɚɜɥɟɧɢɸ ɤɨɧɬɚɤɬɧɨɣ ɢɧɮɨɪɦɚɰɢɟɣ (Contact Management), ɤɨɬɨɪɵɟ 
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ɩɨɡɜɨɥɹɥɢ ɦɟɧɟɞɠɟɪɚɦ ɩɨ ɩɪɨɞɚɠɚɦ ɢ ɤɥɢɟɧɬɫɤɨɦɭ ɨɛɫɥɭɠɢɜɚɧɢɸ (ɱɚɫɬɨ ɜ 

ɩɨɪɹɞɤɟ ɥɢɱɧɨɣ ɢɧɢɰɢɚɬɢɜɵ) ɜ ɛɨɥɟɟ ɭɞɨɛɧɨɦ ɮɨɪɦɚɬɟ ɨɬɫɥɟɠɢɜɚɬɶ 

ɢɧɮɨɪɦɚɰɢɸ ɩɨ ɤɚɠɞɨɦɭ ɤɥɢɟɧɬɭ, ɜɢɞɟɬɶ ɢɫɬɨɪɢɸ ɞɟɥ, ɩɥɚɧɢɪɨɜɚɬɶ ɢ ɛɨɥɟɟ 

ɷɮɮɟɤɬɢɜɧɨ ɢɫɩɨɥɶɡɨɜɚɬɶ ɫɜɨɟ ɪɚɛɨɱɟɟ ɜɪɟɦɹ. ɉɨɫɤɨɥɶɤɭ ɩɨɜɵɲɟɧɢɟ 

ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɪɚɛɨɬɵ ɫɥɭɠɢɬ ɢɧɬɟɪɟɫɚɦ ɜɫɟɣ ɤɨɦɩɚɧɢɢ, ɬɨ ɜ ɢɧɬɟɪɟɫɚɯ 

ɤɨɦɩɚɧɢɢ ɫɨɛɪɚɬɶ ɢɧɮɨɪɦɚɰɢɸ ɩɨ ɪɚɛɨɬɟ ɦɟɧɟɞɠɟɪɨɜ ɩɨ ɩɪɨɞɚɠɚɦ ɫ 

ɤɥɢɟɧɬɚɦɢ: sales-ɦɟɧɟɞɠɟɪɵ ɜɧɨɫɹɬ ɢɧɮɨɪɦɚɰɢɸ ɩɨ ɩɨɬɟɧɰɢɚɥɶɧɵɦ ɩɪɨɞɚɠɚɦ, 

ɪɭɤɨɜɨɞɫɬɜɨ ɨɩɪɟɞɟɥɹɟɬ ɫɬɚɬɭɫ ɤɚɠɞɨɣ ɫɞɟɥɤɢ ɢ ɨɬɫɥɟɠɢɜɚɟɬ ɟɟ ɞɜɢɠɟɧɢɟ ɩɨ 

ɰɢɤɥɭ ɩɪɨɞɚɠ, ɱɬɨ ɩɨɡɜɨɥɹɟɬ ɩɨɧɹɬɶ ɫɬɪɭɤɬɭɪɭ ɰɢɤɥɚ ɩɪɨɞɚɠ, ɞɟɥɚɬɶ ɩɪɨɝɧɨɡɵ, 

ɥɭɱɲɟ ɤɨɧɬɪɨɥɢɪɨɜɚɬɶ ɩɪɨɰɟɫɫ ɩɪɨɞɚɠ, ɫɧɢɡɢɬɶ ɩɪɨɰɟɧɬ ɨɲɢɛɨɤ ɢɡ-ɡɚ 

"ɱɟɥɨɜɟɱɟɫɤɨɝɨ ɮɚɤɬɨɪɚ", ɨɩɪɟɞɟɥɢɬɶ ɨɛɥɚɫɬɢ ɧɢɡɤɨɣ ɷɮɮɟɤɬɢɜɧɨɫɬɢ, ɫɞɟɥɚɬɶ 

ɩɪɨɰɟɫɫɵ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ ɤɥɢɟɧɬɚɦɢ ɛɨɥɟɟ ɮɨɪɦɚɥɶɧɵɦɢ ɢ 

ɤɨɧɬɪɨɥɢɪɭɟɦɵɦɢ, ɨɛɥɟɝɱɢɬɶ ɩɪɨɰɟɫɫ ɨɛɭɱɟɧɢɹ ɧɨɜɵɯ ɫɨɬɪɭɞɧɢɤɨɜ ɢ ɬ.ɞ. Ɍɚɤ 

ɩɨɹɜɢɥɢɫɶ ɫɢɫɬɟɦɵ ɭɩɪɚɜɥɟɧɢɹ ɩɪɨɰɟɫɫɚɦɢ ɩɪɨɞɚɠ (Sales Force Automation). 

Ʉɨɦɩɚɧɢɢ ɟɠɟɞɧɟɜɧɨ ɜɵɧɭɠɞɟɧɵ ɪɟɲɚɬɶ ɦɧɨɠɟɫɬɜɨ ɡɚɞɚɱ: ɤɚɤ ɫɧɢɡɢɬɶ 

ɭɞɟɥɶɧɵɟ ɢɡɞɟɪɠɤɢ, ɫɜɹɡɚɧɧɵɟ ɫ ɩɪɢɜɥɟɱɟɧɢɟɦ ɢ ɨɛɫɥɭɠɢɜɚɧɢɟɦ ɤɥɢɟɧɬɨɜ, 

ɞɨɛɢɜɚɹɫɶ ɨɞɧɨɜɪɟɦɟɧɧɨɝɨ ɩɨɜɵɲɟɧɢɹ ɤɚɱɟɫɬɜɚ ɢɯ ɨɛɫɥɭɠɢɜɚɧɢɹ? Ʉɚɤ 

ɞɨɛɢɬɶɫɹ ɪɨɫɬɚ ɛɢɡɧɟɫɚ, ɫɨɯɪɚɧɹɹ ɩɪɢ ɷɬɨɦ ɭɩɪɚɜɥɹɟɦɨɫɬɶ ɢ ɩɪɨɡɪɚɱɧɨɫɬɶ 

ɤɨɦɩɚɧɢɢ? Ʉɚɤ ɨɩɬɢɦɢɡɢɪɨɜɚɬɶ ɨɫɧɨɜɧɵɟ ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɵ ɤɨɦɩɚɧɢɢ, 

ɭɱɢɬɵɜɚɹ ɫɬɟɩɟɧɶ ɞɟɥɟɝɢɪɨɜɚɧɢɹ ɨɬɜɟɬɫɬɜɟɧɧɨɫɬɢ ɢ ɩɨɥɧɨɦɨɱɢɣ 

ɫɨɛɫɬɜɟɧɧɢɤɨɜ, ɦɟɧɟɞɠɟɪɨɜ ɢ ɢɫɩɨɥɧɢɬɟɥɟɣ? Ʉɚɤ ɚɜɬɨɦɚɬɢɡɢɪɨɜɚɬɶ ɪɭɬɢɧɧɵɟ 

ɨɩɟɪɚɰɢɢ ɫɨɬɪɭɞɧɢɤɨɜ, ɩɪɢ ɷɬɨɦ ɩɨɞɱɢɧɢɜ ɢɯ ɨɫɧɨɜɧɵɦ ɰɟɥɹɦ ɤɨɦɩɚɧɢɢ? 

ɋɟɝɨɞɧɹ ɫɭɳɟɫɬɜɭɟɬ ɨɞɧɨ ɭɧɢɜɟɪɫɚɥɶɧɨɟ ɫɪɟɞɫɬɜɨ ɪɟɲɟɧɢɹ ɞɚɧɧɵɯ ɡɚɞɚɱ – 

ɪɟɢɧɠɢɧɢɪɢɧɝ ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɨɜ ɢ ɩɪɢɦɟɧɟɧɢɟ ɢɧɮɨɪɦɚɰɢɨɧɧɵɯ ɬɟɯɧɨɥɨɝɢɣ. 

ɉɪɢ ɷɬɨɦ CRM ɜɬɨɪɝɥɢɫɶ ɜ ɫɮɟɪɵ ɞɟɹɬɟɥɶɧɨɫɬɢ ɤɨɦɩɚɧɢɢ, ɞɨɥɝɨɟ ɜɪɟɦɹ 

ɫɱɢɬɚɜɲɢɟɫɹ ɬɪɭɞɧɨ ɚɜɬɨɦɚɬɢɡɢɪɭɟɦɵɦɢ – ɨɪɝɚɧɢɡɚɰɢɸ ɦɚɪɤɟɬɢɧɝɚ, ɫɟɪɜɢɫɚ, 

ɩɪɨɞɚɠ. 

ȿɫɥɢ ɤɨɦɩɚɧɢɹ ɹɜɥɹɟɬɫɹ ɦɨɧɨɩɨɥɢɫɬɨɦ ɧɚ ɫɜɨɟɦ ɪɵɧɤɟ, ɢɥɢ ɟɟ ɤɥɢɟɧɬɵ 

ɩɪɟɞɫɬɚɜɥɹɸɬ ɫɨɛɨɣ ɩɨɬɨɤ ɫɥɭɱɚɣɧɵɯ ɩɨɤɭɩɚɬɟɥɟɣ, ɢɥɢ ɨɧɚ ɩɪɨɫɬɨ ɧɟ 
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ɡɚɢɧɬɟɪɟɫɨɜɚɧɚ ɜ ɪɚɫɲɢɪɟɧɢɢ ɫɜɨɟɝɨ ɛɢɡɧɟɫɚ, ɬɨ ɬɚɤɚɹ ɤɨɦɩɚɧɢɹ ɧɟ ɧɭɠɞɚɟɬɫɹ ɜ 

CRM. ȿɫɥɢ ɤɨɦɩɚɧɢɹ ɩɪɢɧɚɞɥɟɠɢɬ ɤ ɫɟɤɬɨɪɭ ɪɵɧɤɚ ɫ ɜɵɫɨɤɨɣ ɤɨɧɤɭɪɟɧɰɢɟɣ, 

ɬɨ ɷɮɮɟɤɬɢɜɧɚɹ ɪɚɛɨɬɚ ɫ ɤɥɢɟɧɬɚɦɢ ɦɨɠɟɬ ɫɬɚɬɶ ɨɞɧɢɦ ɢɡ ɜɟɫɨɦɵɯ 

ɤɨɧɤɭɪɟɧɬɧɵɯ ɩɪɟɢɦɭɳɟɫɬɜ. 

CRM-ɫɢɫɬɟɦɵ ɩɪɟɞɧɚɡɧɚɱɟɧɵ ɞɥɹ ɨɪɝɚɧɢɡɚɰɢɣ, ɪɚɛɨɬɚɸɳɢɯ ɧɚ 

ɜɵɫɨɤɨɤɨɧɤɭɪɟɧɬɧɵɯ ɪɵɧɤɚɯ, ɢɫɩɨɥɶɡɭɸɳɢɯ ɩɪɹɦɵɟ ɩɪɨɞɚɠɢ, ɩɪɢ ɤɨɬɨɪɵɯ 

ɤɨɦɩɚɧɢɹ ɩɪɨɞɚɟɬ ɬɨɜɚɪ (ɭɫɥɭɝɭ) ɧɚɩɪɹɦɭɸ ɤɨɧɟɱɧɨɦɭ ɩɨɬɪɟɛɢɬɟɥɸ, ɱɬɨ 

ɩɨɞɪɚɡɭɦɟɜɚɟɬ ɧɟɩɨɫɪɟɞɫɬɜɟɧɧɨɟ ɩɪɨɞɨɥɠɢɬɟɥɶɧɨɟ ɜɡɚɢɦɨɞɟɣɫɬɜɢɟ. ɑɚɳɟ 

ɜɫɟɝɨ ɷɬɨ ɨɬɧɨɲɟɧɢɹ ɬɢɩɚ "Business-to-Business". ɉɪɢɦɟɪɚɦɢ ɬɚɤɢɯ ɤɨɦɩɚɧɢɣ 

ɹɜɥɹɸɬɫɹ ɤɨɦɩɶɸɬɟɪɧɵɟ, ɪɟɤɥɚɦɧɵɟ, ɤɨɧɫɚɥɬɢɧɝɨɜɵɟ ɮɢɪɦɵ, ɛɚɧɤɢ, 

ɩɪɟɞɩɪɢɹɬɢɹ ɢ ɞɪ. 

ȼ ɫɥɭɱɚɟ ɢɫɩɨɥɶɡɨɜɚɧɢɹ ɋRM-ɢɧɫɬɪɭɦɟɧɬɨɜ ɤɨɦɩɚɧɢɹ ɜɥɚɞɟɟɬ ɜɫɟɣ 

ɢɫɬɨɪɢɟɣ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɫ ɤɥɢɟɧɬɨɦ, ɧɚ ɤɨɬɨɪɨɦ ɧɢɤɚɤ ɧɟ ɨɬɪɚɠɚɸɬɫɹ 

ɛɨɥɟɡɧɶ ɢɥɢ ɭɜɨɥɶɧɟɧɢɟ ɬɨɝɨ ɢɥɢ ɢɧɨɝɨ ɫɨɬɪɭɞɧɢɤɚ. 

Ʉɚɤɢɟ ɤɚɬɟɝɨɪɢɢ ɪɚɛɨɬɧɢɤɨɜ ɩɨɥɭɱɚɸɬ ɭɞɨɛɧɵɣ ɢɧɫɬɪɭɦɟɧɬ ɩɪɢ 

ɜɧɟɞɪɟɧɢɢ CRM? 

ɋɟɤɪɟɬɚɪɶ ɜɫɟɝɞɚ ɢɦɟɟɬ "ɩɨɞ ɪɭɤɨɣ" ɧɟɨɛɯɨɞɢɦɵɣ ɚɪɯɢɜ ɞɨɤɭɦɟɧɬɨɜ, 

ɢɧɮɨɪɦɚɰɢɸ ɨ ɤɨɧɬɚɤɬɚɯ, ɦɨɳɧɵɣ ɦɟɯɚɧɢɡɦ ɧɚɩɨɦɢɧɚɧɢɣ. 

Ɇɟɧɟɞɠɟɪ ɩɨ ɩɪɨɞɚɠɚɦ (Sales-manager), ɢɫɩɨɥɶɡɭɹ ɢɧɮɨɪɦɚɰɢɸ ɨ 

ɫɨɫɬɨɹɧɢɢ ɜɡɚɢɦɨɪɚɫɱɟɬɨɜ, ɜɵɩɨɥɧɟɧɢɢ ɡɚɤɚɡɨɜ, ɩɪɨɜɟɞɟɧɧɵɯ ɨɩɥɚɬɚɯ ɧɨ 

ɞɨɝɨɜɨɪɚɦ, ɦɨɠɟɬ ɫɩɥɚɧɢɪɨɜɚɬɶ ɫɬɪɚɬɟɝɢɸ ɢ ɬɚɤɬɢɤɭ ɪɚɛɨɬɵ ɫ ɤɨɧɤɪɟɬɧɵɦɢ 

ɤɥɢɟɧɬɚɦɢ. 

Ɋɭɤɨɜɨɞɢɬɟɥɸ CRM ɩɨɦɨɝɚɟɬ ɩɪɨɫɥɟɞɢɬɶ ɱɟɬɤɨɫɬɶ ɢ ɷɮɮɟɤɬɢɜɧɨɫɬɶ 

ɪɚɛɨɬɵ ɤɚɠɞɨɝɨ ɩɨɞɪɚɡɞɟɥɟɧɢɹ, ɨɰɟɧɢɬɶ ɨɛɳɢɟ ɩɨɤɚɡɚɬɟɥɢ ɪɚɛɨɬɵ ɮɢɪɦɵ, ɜ 

ɬɨɦ ɱɢɫɥɟ ɷɮɮɟɤɬɢɜɧɨɫɬɶ ɦɚɪɤɟɬɢɧɝɨɜɵɯ ɢ ɪɟɤɥɚɦɧɵɯ ɤɚɦɩɚɧɢɣ. 
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ɉɨ ɦɧɟɧɢɸ ɷɤɫɩɟɪɬɨɜ, ɧɚɢɛɨɥɶɲɢɣ ɫɩɪɨɫ ɧɚ CRM-ɪɟɲɟɧɢɹ ɧɚɛɥɸɞɚɟɬɫɹ 

ɜ ɫɥɟɞɭɸɳɢɯ ɨɬɪɚɫɥɹɯ: ɛɚɧɤɢ ɢ ɫɬɪɚɯɨɜɵɟ ɤɨɦɩɚɧɢɢ, ɬɟɥɟɤɨɦɦɭɧɢɤɚɰɢɨɧɧɵɟ 

ɤɨɦɩɚɧɢɢ, ɤɨɦɩɚɧɢɢ ɪɨɡɧɢɱɧɨɣ ɬɨɪɝɨɜɥɢ. 

ȼɫɟ ɤɥɢɟɧɬɵ ɜ CRM-ɫɢɫɬɟɦɟ ɦɨɝɭɬ ɛɵɬɶ ɩɪɨɩɭɳɟɧɵ ɱɟɪɟɡ ABC-ɮɢɥɶɬɪ. 

Ʉ "Ⱥ"-ɤɥɚɫɫɭ ɨɬɧɨɫɹɬ ɨɱɟɧɶ ɞɨɯɨɞɧɵɯ VIP-ɤɥɢɟɧɬɨɜ. Ʉ ɤɥɚɫɫɭ "ȼ" ɨɬɧɨɫɹɬɫɹ 

ɜɵɝɨɞɧɵɟ ɤɥɢɟɧɬɵ, ɤ "ɋ" – ɦɚɥɨɞɨɯɨɞɧɵɟ ɢɥɢ ɧɟɜɵɝɨɞɧɵɟ. Ʉɚɤ ɩɨɤɚɡɵɜɚɟɬ 

ɫɬɚɬɢɫɬɢɤɚ (ɧɚɩɪɢɦɟɪ, ɛɚɧɤɨɜ ɢ ɦɨɛɢɥɶɧɵɯ ɨɩɟɪɚɬɨɪɨɜ) ɛɨɥɶɲɟ ɜɫɟɝɨ ɤɥɢɟɧɬɨɜ 

ɜ ɤɥɚɫɫɟ "ɋ". ɇɨ ɬɟɪɹɬɶ ɢɯ ɧɟɥɶɡɹ, ɜɟɞɶ ɩɪɟɫɬɢɠ ɤɨɦɩɚɧɢɢ ɜɨ ɦɧɨɝɨɦ 

ɨɰɟɧɢɜɚɟɬɫɹ ɨɛɴɟɦɨɦ ɟɟ ɤɥɢɟɧɬɫɤɨɣ ɛɚɡɵ. 

Ⱦɥɹ ɨɩɪɟɞɟɥɟɧɢɹ "ɤɥɚɫɫɧɨɫɬɢ" ɤɥɢɟɧɬɚ ɜ ɤɪɭɩɧɵɯ ɤɨɦɩɚɧɢɹɯ 

ɪɟɚɥɢɡɭɸɬɫɹ ɩɪɨɝɪɚɦɦɧɨ-ɚɩɩɚɪɚɬɧɵɟ CRM-ɪɟɲɟɧɢɹ ɩɨ ɬɪɟɯɤɨɦɩɨɧɟɧɬɧɨɣ 

ɫɯɟɦɟ: ɨɩɟɪɚɰɢɨɧɧɵɣ ɭɪɨɜɟɧɶ, ɚɧɚɥɢɬɢɱɟɫɤɢɣ ɢ ɢɧɬɟɪɚɤɬɢɜɧɵɣ (Customer 

Interactive Management (ClΜ) – ɭɩɪɚɜɥɟɧɢɟ ɤɨɧɬɚɤɬɚɦɢ ɤɥɢɟɧɬɨɜ). ɉɨ ɤɚɤɨɦɭ 

ɛɵ ɤɚɧɚɥɭ ɧɢ ɩɪɢɲɥɚ ɢɧɮɨɪɦɚɰɢɹ ɨɬ ɤɥɢɟɧɬɚ (ɩɨ ɬɟɥɟɮɨɧɭ, web, e-mail, 

ɨɛɵɱɧɨɣ ɩɨɱɬɟ) CIM ɩɨɡɜɨɥɹɟɬ ɢɧɬɟɝɪɢɪɨɜɚɬɶ ɢɧɮɨɪɦɚɰɢɸ ɞɥɹ ɨɩɟɪɚɬɨɪɚ 

ɬɟɥɟɮɨɧɧɨɝɨ ɰɟɧɬɪɚ (Call Center), ɤɨɬɨɪɵɣ ɫɨɪɢɟɧɬɢɪɭɟɬ ɜɫɟ ɪɟɫɭɪɫɵ ɤɨɦɩɚɧɢɢ 

ɧɚ ɭɞɨɜɥɟɬɜɨɪɟɧɢɟ ɠɟɥɚɧɢɹ ɤɥɢɟɧɬɚ. 

ȼɵɹɜɢɜ ɫ ɩɨɦɨɳɶɸ CRM ɧɟɜɵɝɨɞɧɵɯ ɤɥɢɟɧɬɨɜ, ɤɨɦɩɚɧɢɹ ɦɨɠɟɬ ɧɚɱɚɬɶ ɫ 

ɧɢɦɢ "ɛɨɪɶɛɭ": ɧɚɩɪɢɦɟɪ, ɩɟɪɟɜɟɫɬɢ ɜ ɛɨɥɟɟ ɥɨɹɥɶɧɨɟ ɫɨɫɬɨɹɧɢɟ ɢ ɡɚɫɬɚɜɢɬɶ ɢɯ 

ɩɨɤɭɩɚɬɶ ɬɨɜɚɪ (ɞɥɹ ɷɬɨɝɨ ɧɟɨɛɯɨɞɢɦ ɫɢɫɬɟɦɧɵɣ ɩɨɞɯɨɞ, ɤɚɠɞɵɣ ɲɚɝ 

ɪɟɚɥɢɡɚɰɢɢ ɤɨɬɨɪɨɝɨ ɞɨɥɠɟɧ ɢɦɟɬɶ ɦɟɬɪɢɤɭ ɜ ɜɢɞɟ ɤɥɸɱɟɜɵɯ ɩɨɤɚɡɚɬɟɥɟɣ 

ɷɮɮɟɤɬɢɜɧɨɫɬɢ (KPI)) ɢɥɢ ɫɨɡɞɚɬɶ ɭɫɥɨɜɢɹ ɨɛɫɥɭɠɢɜɚɧɢɹ, ɩɪɢ ɤɨɬɨɪɵɯ 

ɤɥɢɟɧɬɵ ɭɣɞɭɬ ɫɚɦɢ). Ɍɚɤɨɜɚ ɟɳɟ ɨɞɧɚ ɫɬɨɪɨɧɚ ɤɥɢɟɧɬɨɨɪɢɟɧɬɢɪɨɜɚɧɧɨɫɬɢ. 

ɉɨ ɮɭɧɤɰɢɨɧɚɥɶɧɵɦ ɜɨɡɦɨɠɧɨɫɬɹɦ ɢ ɨɛɥɚɫɬɢ ɩɪɢɦɟɧɟɧɢɹ ɩɪɨɝɪɚɦɦɧɵɟ 

ɢɧɫɬɪɭɦɟɧɬɵ ɞɥɹ ɩɨɞɞɟɪɠɚɧɢɹ CRM- ɬɟɯɧɨɥɨɝɢɢ ɦɨɠɧɨ ɭɫɥɨɜɧɨ ɪɚɡɞɟɥɢɬɶ ɧɚ 

ɬɪɢ ɨɫɧɨɜɧɵɯ ɤɚɬɟɝɨɪɢɢ: 

1) ɨɩɟɪɚɬɢɜɧɵɣ (ɨɩɟɪɚɬɢɜɧɵɣ ɞɨɫɬɭɩ ɤ ɢɧɮɨɪɦɚɰɢɢ ɜ ɯɨɞɟ ɤɨɧɬɚɤɬɚ ɫ ɤɥɢɟɧɬɨɦ 

ɜ ɩɪɨɰɟɫɫɟ ɩɪɨɞɚɠ ɢ ɨɛɫɥɭɠɢɜɚɧɢɹ); 
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2) ɚɧɚɥɢɬɢɱɟɫɤɢɣ (ɫɨɜɦɟɫɬɧɵɣ ɚɧɚɥɢɡ ɞɚɧɧɵɯ, ɯɚɪɚɤɬɟɪɢɡɭɸɳɢɯ ɞɟɹɬɟɥɶɧɨɫɬɶ 

ɤɥɢɟɧɬɚ ɢ ɮɢɪɦɵ, ɩɨɥɭɱɟɧɢɟ ɧɨɜɵɯ ɡɧɚɧɢɣ, ɜɵɜɨɞɨɜ, ɪɟɤɨɦɟɧɞɚɰɢɣ); 

3) ɤɨɥɥɚɛɨɪɚɰɢɨɧɧɵɣ (ɩɪɟɞɩɨɥɚɝɚɟɬ ɭɱɚɫɬɢɟ ɤɥɢɟɧɬɚ ɜ ɞɟɹɬɟɥɶɧɨɫɬɢ ɮɢɪɦɵ, 

ɜɥɢɹɧɢɟ ɧɚ ɩɪɨɰɟɫɫɵ ɪɚɡɪɚɛɨɬɤɢ ɩɪɨɞɭɤɬɚ, ɩɪɨɢɡɜɨɞɫɬɜɚ, ɫɟɪɜɢɫɧɨɝɨ 

ɨɛɫɥɭɠɢɜɚɧɢɢ ɡɚ ɫɱɟɬ ɢɧɫɬɪɭɦɟɧɬɨɜ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɤɨɦɩɚɧɢɢ ɫɨ ɫɜɨɢɦɢ 

ɩɨɤɭɩɚɬɟɥɹɦɢ – ɬɟɥɟɮɨɧɢɸ, ɷɥɟɤɬɪɨɧɧɭɸ ɩɨɱɬɭ, ɱɚɬɵ, ɢɧɬɟɪɧɟɬ- ɮɨɪɭɦɵ ɢ 

ɬ.ɞ.). 

Ɉɩɟɪɚɰɢɨɧɧɵɣ CRM ɢɫɬɨɪɢɱɟɫɤɢ ɩɨɹɜɢɥɫɹ ɪɚɧɶɲɟ ɞɪɭɝɢɯ ɢ ɦɧɨɝɢɟ 

ɫɱɢɬɚɸɬ ɟɝɨ ɫɬɚɧɞɚɪɬɨɦ ɞɥɹ ɜɫɟɯ ɋRM-ɩɪɢɥɨɠɟɧɢɣ. Ɇɨɠɧɨ ɫɤɚɡɚɬɶ, ɱɬɨ ɨɧ 

ɧɚɢɛɨɥɟɟ ɲɢɪɨɤɨ ɩɪɟɞɫɬɚɜɥɟɧ ɧɚ ɪɵɧɤɟ. Ɉɫɧɨɜɧɵɟ ɮɭɧɤɰɢɨɧɚɥɶɧɵɟ 

ɜɨɡɦɨɠɧɨɫɬɢ ɨɩɟɪɚɰɢɨɧɧɨɝɨ CRM: 

• ɮɨɪɦɚɥɢɡɚɰɢɹ ɜɫɟɯ ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɨɜ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ ɤɥɢɟɧɬɨɦ; 

• ɤɨɧɬɪɨɥɶ ɩɪɨɯɨɠɞɟɧɢɹ ɞɥɢɬɟɥɶɧɵɯ ɢ ɫɥɨɠɧɵɯ ɫɞɟɥɨɤ; 

• ɚɧɚɥɢɡ ɷɬɚɩɨɜ ɫɞɟɥɨɤ ɢ ɩɪɨɟɤɬɨɜ; 

• ɩɥɚɧɢɪɨɜɚɧɢɟ ɢ ɤɨɧɬɪɨɥɶ ɤɨɦɦɭɧɢɤɚɰɢɣ ɫ ɤɥɢɟɧɬɚɦɢ; 

• ɫɛɨɪ ɢ ɤɥɚɫɫɢɮɢɤɚɰɢɹ ɤɚɤ ɦɨɠɧɨ ɛɨɥɶɲɟɝɨ ɨɛɴɟɦɚ ɢɧɮɨɪɦɚɰɢɢ ɨ ɤɥɢɟɧɬɟ. 

Ⱦɚɧɧɵɣ ɬɢɩ ɧɚɢɛɨɥɟɟ ɷɮɮɟɤɬɢɜɟɧ ɩɪɢ ɢɫɩɨɥɶɡɨɜɚɧɢɢ ɜ ɛɢɡɧɟɫɟ, 

ɩɪɟɞɩɨɥɚɝɚɸɳɟɦ ɧɚɥɢɱɢɟ ɞɥɢɬɟɥɶɧɵɯ ɦɧɨɝɨɷɬɚɩɧɵɯ ɩɪɨɟɤɬɨɜ, ɜ ɤɨɬɨɪɵɯ 

ɭɱɚɫɬɜɭɸɬ ɧɟɫɤɨɥɶɤɨ ɫɨɬɪɭɞɧɢɤɨɜ ɢɥɢ ɨɬɞɟɥɨɜ (ɛɚɧɤɢ; ɩɪɨɟɤɬɧɵɟ ɨɪɝɚɧɢɡɚɰɢɢ; 

ɫɬɪɚɯɨɜɵɟ ɢ ɥɢɡɢɧɝɨɜɵɟ ɤɨɦɩɚɧɢɢ; ɩɨɫɬɚɜɳɢɤɢ ɫɥɨɠɧɨɝɨ ɨɛɨɪɭɞɨɜɚɧɢɹ; 

ɬɪɟɣɞɟɪɫɤɢɟ ɤɨɦɩɚɧɢɢ ɢ ɬ.ɩ.). ɂɫɩɨɥɶɡɨɜɚɧɢɟ ɨɩɟɪɚɰɢɨɧɧɨɝɨ CRM ɩɨɡɜɨɥɹɟɬ: 

ɨɛɟɫɩɟɱɢɬɶ ɢɧɞɢɜɢɞɭɚɥɶɧɵɣ ɩɨɞɯɨɞ; ɫɥɚɠɟɧɧɭɸ ɢ ɩɭɧɤɬɭɚɥɶɧɭɸ ɪɚɛɨɬɭ ɜɫɟɯ 

ɭɱɚɫɬɜɭɸɳɢɯ ɜ ɫɞɟɥɤɟ ɩɨɞɪɚɡɞɟɥɟɧɢɣ ɢ ɫɨɬɪɭɞɧɢɤɨɜ. Ʉɨɥɢɱɟɫɬɜɨ ɫɞɟɥɨɤ ɜ 

ɟɞɢɧɢɰɭ ɜɪɟɦɟɧɢ ɭ ɬɚɤɢɯ ɤɨɦɩɚɧɢɣ ɧɟɜɟɥɢɤɨ, ɧɨ ɤɚɠɞɚɹ ɡɚɧɢɦɚɟɬ ɦɧɨɝɨ 

ɜɪɟɦɟɧɢ. Ȼɨɥɶɲɢɧɫɬɜɨ ɤɥɢɟɧɬɨɜ ɬɚɤɨɝɨ ɬɢɩɚ ɛɢɡɧɟɫɚ ɦɨɠɧɨ ɨɬɧɟɫɬɢ ɤ 

ɤɚɬɟɝɨɪɢɢ VIP, ɫ ɤɨɬɨɪɵɦɢ ɜɚɠɧɚ ɩɨɫɬɩɪɨɞɚɠɧɚɹ ɪɚɛɨɬɚ (ɩɨɡɞɪɚɜɥɟɧɢɹ ɫ 
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ɩɪɚɡɞɧɢɤɚɦɢ, ɥɢɱɧɵɟ ɤɨɧɬɚɤɬɵ, ɜɵɹɜɥɟɧɢɟ ɢɧɬɟɪɟɫɚ ɤ ɫɥɟɞɭɸɳɟɦɭ ɩɪɨɟɤɬɭ ɢ 

ɩɪ.). Ɉɩɟɪɚɰɢɨɧɧɵɟ CRM-ɩɪɢɥɨɠɟɧɢɹ ɦɨɝɭɬ ɪɚɛɨɬɚɬɶ ɚɜɬɨɧɨɦɧɨ, ɨɧɢ ɱɚɫɬɨ 

ɢɧɬɟɝɪɢɪɨɜɚɧɵ ɫ ɞɪɭɝɢɦ ɩɪɨɝɪɚɦɦɧɵɦ ɨɛɟɫɩɟɱɟɧɢɟɦ ɞɥɹ ɨɛɦɟɧɚ ɞɚɧɧɵɦɢ. 

Ⱥɧɚɥɢɬɢɱɟɫɤɢɟ ɜɨɡɦɨɠɧɨɫɬɢ ɬɚɤɢɯ ɫɢɫɬɟɦ ɞɨɜɨɥɶɧɨ ɨɝɪɚɧɢɱɟɧɵ, ɜ 

ɨɫɧɨɜɧɨɦ, ɩɪɢɫɭɬɫɬɜɭɟɬ ɚɧɚɥɢɬɢɤɚ ɩɨ ɷɬɚɩɚɦ ɫɞɟɥɨɤ, ɜɵɛɨɪɤɢ ɩɨ ɤɥɢɟɧɬɚɦ ɢ 

ɨɰɟɧɤɚ ɪɚɛɨɬɵ ɫɨɬɪɭɞɧɢɤɨɜ. 

Ʉɥɚɫɫɢɱɟɫɤɢɦɢ ɩɪɟɞɫɬɚɜɢɬɟɥɹɦɢ ɬɚɤɢɯ ɫɢɫɬɟɦ ɧɚ ɪɨɫɫɢɣɫɤɨɦ ɪɵɧɤɟ 

ɹɜɥɹɸɬɫɹ ɨɬɟɱɟɫɬɜɟɧɧɵɟ ɪɚɡɪɚɛɨɬɤɢ (SalesExpert, WinPeak, "Ɋɚɪɭɫ CRM") ɢ 

ɡɚɪɭɛɟɠɧɵɟ (GoldMine, Microsoft CRM, Siebel, Sales Logic, Terrasoft). 

ɉɨɥɶɡɨɜɚɬɟɥɹɦɢ ɚɧɚɥɢɬɢɱɟɫɤɢɯ CRM-ɫɢɫɬɟɦ ɹɜɥɹɸɬɫɹ ɤɨɦɩɚɧɢɢ ɫ 

ɞɨɫɬɚɬɨɱɧɨ ɛɨɥɶɲɢɦ ɚɫɫɨɪɬɢɦɟɧɬɨɦ ɢ ɡɧɚɱɢɬɟɥɶɧɵɦ ɱɢɫɥɨɦ ɤɥɢɟɧɬɨɜ: 

ɨɩɬɨɜɵɟ ɢ ɦɟɥɤɨɨɩɬɨɜɵɟ ɮɢɪɦɵ; ɪɨɡɧɢɱɧɵɟ ɫɟɬɢ; ɤɨɦɩɚɧɢɢ, ɡɚɧɢɦɚɸɳɢɟɫɹ 

ɦɚɫɫɨɜɵɦ ɨɤɚɡɚɧɢɟɦ ɭɫɥɭɝ. ɉɪɢ ɷɬɨɦ ɪɚɛɨɬɚ ɢɞɟɬ ɧɟ ɫ ɨɬɞɟɥɶɧɵɦɢ ɤɥɢɟɧɬɚɦɢ, ɚ 

ɫ ɫɟɝɦɟɧɬɚɦɢ ɪɵɧɤɚ. Ɉɫɧɨɜɧɵɦɢ ɭɫɥɨɜɢɹɦɢ ɫɨɯɪɚɧɟɧɢɹ ɥɨɹɥɶɧɨɫɬɢ ɞɥɹ ɬɚɤɢɯ 

ɤɨɦɩɚɧɢɣ ɹɜɥɹɸɬɫɹ: ɨɩɬɢɦɚɥɶɧɵɣ ɚɫɫɨɪɬɢɦɟɧɬ (ɫ ɭɱɟɬɨɦ ɫɟɡɨɧɧɨɫɬɢ ɢ ɩɪɨɱɢɯ 

ɨɫɨɛɟɧɧɨɫɬɟɣ); ɝɢɛɤɚɹ, ɧɨ ɬɨɱɧɚɹ ɰɟɧɨɜɚɹ ɩɨɥɢɬɢɤɚ; ɧɚɥɢɱɢɟ ɧɚ ɫɤɥɚɞɟ ɧɭɠɧɨɝɨ 

ɬɨɜɚɪɚ ɜ ɧɭɠɧɵɣ ɦɨɦɟɧɬ. 

Ɉɫɧɨɜɧɵɟ ɮɭɧɤɰɢɨɧɚɥɶɧɵɟ ɜɨɡɦɨɠɧɨɫɬɢ ɚɧɚɥɢɬɢɱɟɫɤɢɯ ɋRM-ɫɢɫɬɟɦ: 

• ɚɧɚɥɢɡ ɩɪɨɞɚɠ ɜ ɥɸɛɵɯ ɪɚɡɪɟɡɚɯ; 

• ɚɫɫɨɪɬɢɦɟɧɬɧɵɣ ɢ ɰɟɧɨɜɨɣ ɚɧɚɥɢɡ; 

• ɤɥɚɫɫɢɮɢɤɚɰɢɹ ɤɥɢɟɧɬɨɜ ɧɨ ɩɪɨɢɡɜɨɥɶɧɵɦ ɩɪɢɡɧɚɤɚɦ; 

• ɚɧɚɥɢɡ ɤɨɧɤɭɪɟɧɬɧɨɣ ɢ ɪɵɧɨɱɧɨɣ ɫɪɟɞɵ; 

• ɚɧɚɥɢɡ ɡɚɤɭɩɨɤ ɢ ɫɤɥɚɞɚ; 

• ɨɰɟɧɤɚ ɦɚɪɤɟɬɢɧɝɨɜɵɯ ɦɟɪɨɩɪɢɹɬɢɣ ɢ ɞɪɭɝɢɯ ɜɥɢɹɸɳɢɯ ɮɚɤɬɨɪɨɜ; 

• ɢɧɬɟɝɪɚɰɢɹ ɫ ɭɱɟɬɧɵɦɢ ɫɢɫɬɟɦɚɦɢ. 
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ȼɫɟ ɧɟɨɛɯɨɞɢɦɵɟ ɞɚɧɧɵɟ ɨ ɩɪɨɞɚɠɚɯ, ɡɚɤɭɩɤɚɯ, ɨ ɫɨɫɬɨɹɧɢɢ ɫɤɥɚɞɚ 

ɞɨɥɠɧɵ ɩɨɫɬɭɩɚɬɶ ɜ CRM-ɫɢɫɬɟɦɭ ɚɜɬɨɦɚɬɢɱɟɫɤɢ ɢɡ ɭɱɟɬɧɵɯ ɫɢɫɬɟɦ, ɚ 

ɨɫɧɨɜɧɵɦ ɦɨɞɭɥɟɦ ɹɜɥɹɟɬɫɹ ɚɧɚɥɢɬɢɱɟɫɤɢɣ ɢɧɫɬɪɭɦɟɧɬ, ɪɚɛɨɬɚɸɳɢɣ ɫ 

ɛɨɥɶɲɢɦ ɨɛɴɟɦɨɦ ɪɚɡɧɨɪɨɞɧɵɯ ɞɚɧɧɵɯ. Ɋɟɡɭɥɶɬɚɬɵ ɚɧɚɥɢɬɢɱɟɫɤɨɝɨ 

ɢɫɩɨɥɶɡɨɜɚɧɢɹ CRM ɦɨɝɭɬ ɛɵɬɶ ɪɚɡɧɵɦɢ: 

• ɚɧɚɥɢɡ ɜɪɟɦɟɧɢ ɢ ɡɚɬɪɚɬ ɧɚ ɰɢɤɥ ɩɪɨɞɚɠ ɧɚ ɪɚɡɧɵɯ ɷɬɚɩɚɯ ɢ ɮɚɡɚɯ ɩɪɨɞɚɠ 

ɩɨɡɜɨɥɹɟɬ ɩɪɨɜɨɞɢɬɶ ɨɩɬɢɦɢɡɚɰɢɸ ɫɨɤɪɚɳɟɧɢɹ ɢɡɞɟɪɠɟɤ; 

• ɜɵɹɜɥɟɧɢɟ ɩɪɢɨɪɢɬɟɬɧɵɯ ɤɥɢɟɧɬɨɜ ɩɨ ɪɚɡɧɵɦ ɤɪɢɬɟɪɢɹɦ (ɞɨɯɨɞ/ɡɚɬɪɚɬɵ) 

ɩɨɡɜɨɥɹɟɬ ɩɨɜɵɫɢɬɶ ɞɨɯɨɞɧɨɫɬɶ ɪɚɛɨɬɵ ɤɚɧɚɥɨɜ ɫɛɵɬɚ; 

• ɜɵɹɜɥɟɧɢɟ ɬɢɩɢɱɧɵɯ ɩɪɨɛɥɟɦ/ɡɚɩɪɨɫɨɜ, ɜɵɪɚɛɨɬɤɚ ɬɢɩɢɱɧɨɣ ɪɟɚɤɰɢɢ ɧɚ ɧɢɯ 

ɩɨɡɜɨɥɹɟɬ ɦɢɧɢɦɢɡɢɪɨɜɚɬɶ ɜɪɟɦɹ ɪɟɚɤɰɢɢ ɪɚɛɨɬɧɢɤɚ (ɚ ɡɧɚɱɢɬ, ɫɨɤɪɚɬɢɬɶ 

ɡɚɬɪɚɬɵ); 

• ɚɧɚɥɢɡ ɤɚɧɚɥɨɜ ɩɪɨɞɚɠ ɩɨɡɜɨɥɹɟɬ ɜɵɹɜɢɬɶ ɩɪɨɛɥɟɦɧɵɟ ɨɬɞɟɥɵ ɢ ɛɢɡɧɟɫ-

ɩɪɨɰɟɫɫɵ, ɩɨɧɹɬɶ, ɧɚ ɤɚɤɢɯ ɤɚɧɚɥɚɯ ɧɚɞɨ ɫɨɫɪɟɞɨɬɨɱɢɬɶ ɭɫɢɥɢɹ, ɤɚɤ ɩɪɨɜɟɫɬɢ 

ɪɟɫɬɪɭɤɬɭɪɢɡɚɰɢɸ ɩɪɨɛɥɟɦɧɨɣ ɨɛɥɚɫɬɢ (ɞɟɩɚɪɬɚɦɟɧɬɚ) ɢ ɬ.ɞ. 

ɗɬɨɬ ɬɢɩ CRM-ɫɢɫɬɟɦ ɩɪɟɞɫɬɚɜɥɟɧ ɨɬɟɱɟɫɬɜɟɧɧɵɦɢ ("Ɇɨɧɢɬɨɪ CRM", 

Marketing Analytic, "Ɍɪɢɭɦɮ-Ⱥɧɚɥɢɬɢɤɚ") ɢ ɡɚɪɭɛɟɠɧɵɦɢ (Data Analyzer, 

EasyABC Plus, OROS Enterprise) ɪɚɡɪɚɛɨɬɤɚɦɢ. 

Ʉɚɤ ɛɵ ɧɟ ɛɵɥ ɫɩɟɰɢɚɥɢɡɢɪɨɜɚɧ ɛɢɡɧɟɫ, ɜɫɟɝɞɚ ɜɨɡɧɢɤɚɸɬ ɫɥɭɱɚɢ, 

ɜɵɯɨɞɹɳɢɟ ɡɚ ɩɪɟɞɟɥɵ ɨɫɧɨɜɧɵɯ ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɨɜ: ɜ ɫɟɝɦɟɧɬɟ ɦɚɫɫɨɜɵɯ 

ɩɪɨɞɚɠ ɟɫɬɶ ɩɟɪɢɨɞ ɩɟɪɜɨɧɚɱɚɥɶɧɵɯ ɩɟɪɟɝɨɜɨɪɨɜ ɫ ɤɪɭɩɧɵɦ ɤɥɢɟɧɬɨɦ, 

ɤɨɬɨɪɵɣ ɦɨɠɧɨ ɫɪɚɜɧɢɬɶ ɫ ɞɥɢɬɟɥɶɧɨɣ ɦɧɨɝɨɷɬɚɩɧɨɣ ɫɞɟɥɤɨɣ; 

ɩɪɨɢɡɜɨɞɫɬɜɟɧɧɵɟ ɩɪɟɞɩɪɢɹɬɢɹ, ɭ ɤɨɬɨɪɵɯ, ɫ ɨɞɧɨɣ ɫɬɨɪɨɧɵ, ɩɪɢɫɭɬɫɬɜɭɸɬ 

ɞɥɢɬɟɥɶɧɵɟ ɤɨɧɬɪɚɤɬɵ ɫ ɩɨɤɭɩɚɬɟɥɹɦɢ ɢ ɩɨɫɬɚɜɳɢɤɚɦɢ, ɚ ɫ ɞɪɭɝɨɣ, – ɛɨɥɶɲɨɣ 

ɚɫɫɨɪɬɢɦɟɧɬ ɢ ɡɧɚɱɢɬɟɥɶɧɨɟ ɤɨɥɢɱɟɫɬɜɨ ɤɥɢɟɧɬɨɜ ɬɪɟɛɭɸɬ ɨɩɬɢɦɚɥɶɧɵɯ 

ɚɫɫɨɪɬɢɦɟɧɬɧɵɯ ɢ ɰɟɧɨɜɵɯ ɪɟɲɟɧɢɣ; ɪɵɧɤɢ ɨɛɨɪɭɞɨɜɚɧɢɹ, ɤɨɬɨɪɨɟ, ɫ ɨɞɧɨɣ 

ɫɬɨɪɨɧɵ, ɬɪɟɛɭɟɬ ɫɨɝɥɚɫɨɜɚɧɢɹ ɭɫɥɨɜɢɣ ɩɨɫɬɚɜɤɢ ɢ ɞɨɩɨɥɧɢɬɟɥɶɧɨɝɨ ɦɨɧɬɚɠɚ/ 
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ɢɡɝɨɬɨɜɥɟɧɢɹ, ɚ ɫ ɞɪɭɝɨɣ, – ɞɨɫɬɚɬɨɱɧɨ ɦɚɫɫɨɜɵɯ ɩɪɨɞɚɠ; ɦɧɨɝɨɩɪɨɮɢɥɶɧɵɟ 

ɯɨɥɞɢɧɝɢ ɫ ɫɨɱɟɬɚɧɢɟɦ ɪɚɡɥɢɱɧɵɯ ɧɚɩɪɚɜɥɟɧɢɣ ɢ ɬ.ɞ. 

ɋRM-ɫɢɫɬɟɦɵ ɤɨɥɥɚɛɨɪɚɰɢɨɧɧɨɝɨ ɬɢɩɚ ɧɟɦɧɨɝɨ ɢ ɱɚɫɬɢɱɧɨ ɡɚɩɨɥɧɹɸɬ 

ɷɬɭ ɧɢɲɭ, ɩɪɟɞɥɚɝɚɹ ɫɜɹɡɤɢ ɢɡ ɞɜɭɯ ɢɧɬɟɝɪɢɪɨɜɚɧɧɵɯ ɦɟɠɞɭ ɫɨɛɨɣ ɩɪɨɝɪɚɦɦ 

ɪɚɡɧɵɯ ɩɪɨɢɡɜɨɞɢɬɟɥɟɣ (ɧɚɩɪɢɦɟɪ, ɨɛɴɟɞɢɧɹɸɬ ɤɥɚɫɫɢɱɟɫɤɢɟ ɩɪɨɝɪɚɦɦɵ 

ɨɩɟɪɚɰɢɨɧɧɨɝɨ CRM ɫ ɫɢɫɬɟɦɚɦɢ ɤɥɚɫɫɚ OLAP ɢ Data Mining). 

ɋɪɟɞɢ ɪɨɫɫɢɣɫɤɢɯ ɩɪɨɢɡɜɨɞɢɬɟɥɟɣ ɤɥɚɫɫɢɱɟɫɤɢɦ ɩɪɢɦɟɪɨɦ ɬɚɤɨɣ 

ɢɧɬɟɝɪɚɰɢɢ ɹɜɥɹɟɬɫɹ ɫɜɹɡɤɚ "Ɋɚɪɭɫ CRM" ɢ "Ʉɨɧɬɭɪ". ɍ ɬɚɤɨɣ ɢɧɬɟɝɪɚɰɢɢ ɟɫɬɶ 

ɫɭɳɟɫɬɜɟɧɧɵɟ ɧɟɞɨɫɬɚɬɤɢ: ɡɧɚɱɢɬɟɥɶɧɵɟ ɡɚɬɪɚɬɵ ɧɚ ɫɚɦɭ ɢɧɬɟɝɪɚɰɢɸ; 

ɧɟɨɛɯɨɞɢɦɨɫɬɶ ɩɪɢɜɥɟɱɟɧɢɹ IT-ɫɩɟɰɢɚɥɢɫɬɨɜ ɜɵɫɨɤɨɣ ɤɜɚɥɢɮɢɤɚɰɢɢ; 

ɢɧɬɟɝɪɚɰɢɹ ɜɫɟɝɨ ɤɨɦɩɥɟɤɫɚ ɫ ɭɱɟɬɧɨɣ ɫɢɫɬɟɦɨɣ ɤɨɦɩɚɧɢɢ; ɩɪɨɛɥɟɦɚ 

ɧɟɨɞɧɨɜɪɟɦɟɧɧɨɝɨ ɪɚɡɜɢɬɢɹ ɫɢɫɬɟɦ, ɜɯɨɞɹɳɢɯ ɜ ɢɧɬɟɝɪɚɰɢɸ ɢ ɞɪ. 

ɇɚ ɪɵɧɤɟ ɩɪɢɫɭɬɫɬɜɭɸɬ ɡɚɜɟɪɲɟɧɧɵɟ ɤɨɦɛɢɧɢɪɨɜɚɧɧɵɟ ɪɟɲɟɧɢɹ: 

"Ɇɨɧɢɬɨɪ CRM", Marketing Analytic. 

ɋɬɪɭɤɬɭɪɚ ɢ ɮɭɧɤɰɢɨɧɚɥ ɫɢɫɬɟɦɵ ɨɩɪɟɞɟɥɹɸɬɫɹ ɟɟ ɤɨɧɟɱɧɵɦɢ ɰɟɥɹɦɢ ɢ 

ɡɚɞɚɱɚɦɢ. ɉɨɫɤɨɥɶɤɭ CRM ɩɨɡɜɨɥɹɟɬ ɚɜɬɨɦɚɬɢɡɢɪɨɜɚɬɶ ɪɚɛɨɬɭ ɮɪɨɧɬ-ɨɮɢɫɚ, ɬɨ 

ɩɪɨɞɭɤɬɵ CRM ɜɫɟɯ ɮɢɪɦ ɫɨɞɟɪɠɚɬ ɫɨɨɬɜɟɬɫɬɜɭɸɳɢɟ ɦɨɞɭɥɢ (ɩɪɨɞɚɠɢ, 

ɦɚɪɤɟɬɢɧɝ, ɩɨɞɞɟɪɠɤɚ ɢ ɫɟɪɜɢɫ), ɩɪɟɞɫɬɚɜɥɹɹ ɩɨɥɧɵɣ ɰɢɤɥ ɪɚɛɨɬɵ ɫ ɤɥɢɟɧɬɨɦ 

ɨɬ ɪɚɡɪɚɛɨɬɤɢ ɫɬɪɚɬɟɝɢɢ ɢ ɬɚɤɬɢɤɢ ɩɪɢɜɥɟɱɟɧɢɹ (ɦɚɪɤɟɬɢɧɝ) ɞɨ ɨɛɫɥɭɠɢɜɚɧɢɹ 

ɭɠɟ ɩɪɢɜɥɟɱɟɧɧɵɯ ɤɥɢɟɧɬɨɜ (ɪɢɫ. 1.2). 

 

Ɋɢɫ. 1.2. ɋɬɪɭɤɬɭɪɧɚɹ ɫɯɟɦɚ CRM-ɫɢɫɬɟɦɵ 

CRM-ɫɢɫɬɟɦɵ ɦɨɝɭɬ ɜɤɥɸɱɚɬɶ ɛɨɥɟɟ 10 ɪɚɡɥɢɱɧɵɯ ɮɭɧɤɰɢɨɧɚɥɶɧɵɯ ɦɨɞɭɥɟɣ: 
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1) ɩɪɨɞɚɠ, ɜɤɥɸɱɚɸɳɢɣ ɭɩɪɚɜɥɟɧɢɟ ɤɨɧɬɚɤɬɚɦɢ (Contact Management) – ɜɫɟ 

ɜɢɞɵ ɤɨɧɬɚɤɬɨɜ ɢ ɢɫɬɨɪɢɹ ɤɨɧɬɚɤɬɨɜ; ɪɚɛɨɬɚ ɫ ɤɥɢɟɧɬɚɦɢ (Account 

Management), ɜɤɥɸɱɚɹ ɜɫɟ ɚɤɬɢɜɧɨɫɬɢ; ɜɜɨɞ ɡɚɤɚɡɨɜ ɨɬ ɤɥɢɟɧɬɨɜ; ɫɨɡɞɚɧɢɟ 

ɤɨɦɦɟɪɱɟɫɤɢɯ ɩɪɟɞɥɨɠɟɧɢɣ; 

2) ɭɩɪɚɜɥɟɧɢɹ ɩɪɨɞɚɠɚɦɢ, ɜɤɥɸɱɚɸɳɢɣ ɚɧɚɥɢɡ "ɬɪɭɛɵ ɩɪɨɞɚɠ" (Pipeline 

Analysis) – ɩɪɨɝɧɨɡɢɪɨɜɚɧɢɟ, ɚɧɚɥɢɡ ɰɢɤɥɚ ɩɪɨɞɚɠ, ɪɟɝɢɨɧɚɥɶɧɵɣ ɚɧɚɥɢɡ, 

ɡɚɩɥɚɧɢɪɨɜɚɧɧɚɹ ɢ ɩɪɨɢɡɜɨɥɶɧɚɹ ɨɬɱɟɬɧɨɫɬɶ; 

3) ɩɪɨɞɚɠ ɩɨ ɬɟɥɟɮɨɧɭ (Telemarketing/Telesales), ɤɨɬɨɪɵɣ ɜɤɥɸɱɚɟɬ ɜ ɫɟɛɹ 

ɫɨɡɞɚɧɢɟ ɢ ɪɚɫɩɪɟɞɟɥɟɧɢɟ ɫɩɢɫɤɚ ɩɨɬɟɧɰɢɚɥɶɧɵɯ ɤɥɢɟɧɬɨɜ, ɚɜɬɨɦɚɬɢɱɟɫɤɢɣ 

ɧɚɛɨɪ ɧɨɦɟɪɚ, ɪɟɝɢɫɬɪɚɰɢɸ ɡɜɨɧɤɨɜ, ɩɪɢɟɦ ɡɚɤɚɡɨɜ; 

4) ɭɩɪɚɜɥɟɧɢɹ ɜɪɟɦɟɧɟɦ, ɜɤɥɸɱɚɸɳɢɣ ɤɚɥɟɧɞɚɪɶ/ɩɥɚɧɢɪɨɜɚɧɢɟ ɤɚɤ 

ɢɧɞɢɜɢɞɭɚɥɶɧɨɟ, ɝɚɤ ɢ ɞɥɹ ɝɪɭɩɩɵ; 

5) ɩɨɞɞɟɪɠɤɢ ɢ ɨɛɫɥɭɠɢɜɚɧɢɹ ɤɥɢɟɧɬɨɜ, ɜɤɥɸɱɚɸɳɢɣ ɪɟɝɢɫɬɪɚɰɢɸ ɢ 

ɩɟɪɟɚɞɪɟɫɚɰɢɸ ɨɛɪɚɳɟɧɢɣ, ɞɜɢɠɟɧɢɟ ɡɚɹɜɨɤ ɨɬ ɤɥɢɟɧɬɚ ɜɧɭɬɪɢ ɤɨɦɩɚɧɢɢ, 

ɨɬɱɟɬɧɨɫɬɶ, ɭɩɪɚɜɥɟɧɢɟ ɪɟɲɟɧɢɟɦ ɩɪɨɛɥɟɦ, ɢɧɮɨɪɦɚɰɢɸ ɩɨ ɡɚɤɚɡɚɦ, 

ɭɩɪɚɜɥɟɧɢɟ ɝɚɪɚɧɬɢɣɧɵɦ/ɤɨɧɬɪɚɤɬɧɵɦ ɨɛɫɥɭɠɢɜɚɧɢɟɦ; 

6) ɦɚɪɤɟɬɢɧɝɚ, ɜɤɥɸɱɚɸɳɢɣ ɜ ɫɟɛɹ ɭɩɪɚɜɥɟɧɢɟ ɦɚɪɤɟɬɢɧɝɨɜɵɦɢ ɤɚɦɩɚɧɢɹɦɢ, 

ɭɩɪɚɜɥɟɧɢɟ ɩɨɬɟɧɰɢɚɥɶɧɵɦɢ ɫɞɟɥɤɚɦɢ (Opportunity Management), 

ɦɚɪɤɟɬɢɧɝɨɜɭɸ ɷɧɰɢɤɥɨɩɟɞɢɸ (ɩɨɥɧɚɹ ɢɧɮɨɪɦɚɰɢɹ ɨ ɩɪɨɞɭɤɬɚɯ ɢ ɭɫɥɭɝɚɯ 

ɤɨɦɩɚɧɢɢ), ɢɧɬɟɝɪɢɪɨɜɚɧɧɭɸ ɫ ɂɧɬɟɪɧɟɬ, ɤɨɧɮɢɝɭɪɚɬɨɪ ɩɪɨɞɭɤɰɢɢ, 

ɫɟɝɦɟɧɬɚɰɢɸ ɤɥɢɟɧɬɫɤɨɣ ɛɚɡɵ, ɫɨɡɞɚɧɢɟ ɢ ɭɩɪɚɜɥɟɧɢɟ ɫɩɢɫɤɨɦ ɩɨɬɟɧɰɢɚɥɶɧɵɯ 

ɤɥɢɟɧɬɨɜ; 

7) ɞɥɹ ɜɵɫɲɟɝɨ ɪɭɤɨɜɨɞɫɬɜɚ (ɜ ɬɨɦ ɱɢɫɥɟ ɨɬɱɟɬɧɨɫɬɶ); 

8) ɢɧɬɟɝɪɚɰɢɢ ɫ ɛɷɤ-ɨɮɢɫɨɦ, ɂɧɬɟɪɧɟɬɨɦ, ɜɧɟɲɧɢɦɢ ɞɚɧɧɵɦɢ; 
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9) ɫɢɧɯɪɨɧɢɡɚɰɢɢ ɞɚɧɧɵɯ ɫ ɦɨɛɢɥɶɧɵɦɢ ɩɨɥɶɡɨɜɚɬɟɥɹɦɢ ɢ ɩɨɪɬɚɬɢɜɧɵɦɢ 

ɭɫɬɪɨɣɫɬɜɚɦɢ, ɫɢɧɯɪɨɧɢɡɚɰɢɢ ɜɧɭɬɪɢ ɤɨɦɩɚɧɢɢ ɫ ɞɪɭɝɢɦɢ ɛɚɡɚɦɢ ɞɚɧɧɵɯ ɢ 

ɫɟɪɜɟɪɚɦɢ ɩɪɢɥɨɠɟɧɢɣ; 

10) ɷɥɟɤɬɪɨɧɧɨɣ ɬɨɪɝɨɜɥɢ – ɭɩɪɚɜɥɟɧɢɟ ɫɞɟɥɤɚɦɢ ɱɟɪɟɡ ɂɧɬɟɪɧɟɬ; 

11) ɞɥɹ ɦɨɛɢɥɶɧɵɯ ɩɪɨɞɚɠ (ɝɟɧɟɪɚɰɢɹ ɢ ɪɚɛɨɬɚ ɫ ɡɚɤɚɡɚɦɢ, ɩɟɪɟɞɚɱɚ 

ɢɧɮɨɪɦɚɰɢɢ ɬɨɪɝɨɜɵɦ ɩɪɟɞɫɬɚɜɢɬɟɥɹɦ ɜɧɟ ɨɮɢɫɚ ɜ ɪɟɠɢɦɟ ɪɟɚɥɶɧɨɝɨ ɜɪɟɦɟɧɢ 

ɱɟɪɟɡ ɦɨɛɢɥɶɧɵɟ ɭɫɬɪɨɣɫɬɜɚ). 

ɇɟɤɨɬɨɪɵɟ CRM-ɫɢɫɬɟɦɵ ɢɦɟɸɬ ɜɫɬɪɨɟɧɧɭɸ ɫɢɫɬɟɦɭ ɭɩɪɚɜɥɟɧɢɹ 

ɡɧɚɧɢɹɦɢ. 

ȼ ɤɚɱɟɫɬɜɟ ɬɪɟɯ ɨɫɧɨɜɧɵɯ ɡɚɞɚɱ CRM-ɫɢɫɬɟɦ ɦɨɠɧɨ ɜɵɞɟɥɢɬɶ ɦɚɪɤɟɬɢɧɝ, 

ɩɪɨɞɚɠɢ ɢ ɨɛɫɥɭɠɢɜɚɧɢɟ. 

ɉɪɨɞɚɠɢ – ɷɬɨ ɫɛɨɪ ɢ ɧɚɤɨɩɥɟɧɢɟ ɢɧɮɨɪɦɚɰɢɢ ɨ ɤɥɢɟɧɬɚɯ, ɩɚɪɬɧɟɪɚɯ ɢ 

ɤɨɧɬɪɚɝɟɧɬɚɯ ɢ ɟɟ ɢɫɩɨɥɶɡɨɜɚɧɢɟ ɜ ɫɨɜɦɟɫɬɧɨɣ ɪɚɛɨɬɟ ɜɫɟɦɢ ɫɨɬɪɭɞɧɢɤɚɦɢ. 

ȼɨɡɦɨɠɧɨɫɬɢ ɦɨɞɭɥɹ: 

• ɚɜɬɨɦɚɬɢɡɚɰɢɹ ɪɚɛɨɬɵ ɦɟɧɟɞɠɟɪɨɜ ɩɪɨɞɚɠ; 

• ɩɪɨɝɧɨɡɢɪɨɜɚɧɢɟ ɩɪɨɞɚɠ; 

• ɤɨɧɬɪɨɥɶ ɢɫɩɨɥɧɢɬɟɥɶɫɤɨɣ ɞɢɫɰɢɩɥɢɧɵ; 

• ɚɧɚɥɢɡ ɢ ɫɨɜɟɪɲɟɧɫɬɜɨɜɚɧɢɟ ɪɚɛɨɬɵ ɦɟɧɟɞɠɟɪɨɜ ɧɚ ɨɫɧɨɜɚɧɢɢ ɫɨɯɪɚɧɹɟɦɨɣ 

ɢɫɬɨɪɢɢ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɫ ɤɥɢɟɧɬɚɦɢ ɢ ɬ.ɞ. 

Ɇɚɪɤɟɬɢɧɝ ɨɬɤɪɵɜɚɟɬ ɜɨɡɦɨɠɧɨɫɬɢ ɤɚɤ ɞɥɹ ɨɬɞɟɥɚ ɦɚɪɤɟɬɢɧɝɚ ɜ ɪɚɡɪɟɡɟ 

ɪɚɛɨɬɵ ɫ ɚɤɬɭɚɥɶɧɨɣ ɢɧɮɨɪɦɚɰɢɟɣ ɨ ɤɥɢɟɧɬɚɯ ɩɪɢ ɩɥɚɧɢɪɨɜɚɧɢɢ ɪɟɤɥɚɦɧɵɯ 

ɤɚɦɩɚɧɢɣ, ɩɪɨɜɟɞɟɧɢɢ ɢɫɫɥɟɞɨɜɚɧɢɣ, ɬɚɤ ɢ ɞɥɹ ɪɭɤɨɜɨɞɫɬɜɚ. ɗɬɨ ɢɧɫɬɪɭɦɟɧɬ 

ɞɥɹ ɨɰɟɧɤɢ ɪɚɛɨɬɵ ɩɨɞɪɚɡɞɟɥɟɧɢɹ. 

Ɉɛɫɥɭɠɢɜɚɧɢɟ ɜɤɥɸɱɚɟɬ ɜ ɫɟɛɹ ɩɪɨɰɟɞɭɪɵ ɩɨɫɬɩɪɨɞɚɠɧɨɝɨ ɫɟɪɜɢɫɚ, 

ɝɚɪɚɧɬɢɣɧɨɝɨ ɢ ɩɨɫɥɟɝɚɪɚɧɬɢɣɧɨɝɨ. ɋɢɫɬɟɦɚɬɢɡɚɰɢɹ ɞɚɧɧɵɯ ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɨɜ 
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ɩɪɢɜɨɞɢɬ ɤ ɫɨɤɪɚɳɟɧɢɸ ɡɚɬɪɚɬ ɢ ɩɨɜɵɲɟɧɢɸ ɭɪɨɜɧɹ ɭɞɨɜɥɟɬɜɨɪɟɧɧɨɫɬɢ 

ɤɥɢɟɧɬɨɜ, ɚ ɫɨɯɪɚɧɟɧɢɟ ɢɧɮɨɪɦɚɰɢɢ ɜ ɟɞɢɧɨɣ ɛɚɡɟ ɞɚɟɬ ɞɨɩɨɥɧɢɬɟɥɶɧɵɟ 

ɜɨɡɦɨɠɧɨɫɬɢ ɞɥɹ ɩɪɨɞɜɢɠɟɧɢɹ ɬɨɜɚɪɨɜ ɢ ɭɫɥɭɝ. 

ȼɯɨɞɧɨɣ ɢɧɮɨɪɦɚɰɢɟɣ ɞɥɹ CRM-ɫɢɫɬɟɦɵ ɹɜɥɹɸɬɫɹ: 

1) ɯɚɪɚɤɬɟɪɢɫɬɢɤɢ ɤɥɢɟɧɬɚ: ɢɫɬɨɪɢɹ ɤɨɧɬɚɤɬɨɜ (ɩɨɤɭɩɤɢ, ɡɚɩɪɨɫɵ ɧɚ 

ɨɛɫɥɭɠɢɜɚɧɢɟ, ɢɧɮɨɪɦɚɰɢɨɧɧɵɟ ɡɚɩɪɨɫɵ, ɠɚɥɨɛɵ ɢ ɬ.ɞ.), ɟɝɨ ɩɪɨɮɢɥɶ (ɜɨɡɪɚɫɬ, 

ɞɨɯɨɞ, ɧɚɥɢɱɢɟ ɞɟɬɟɣ, ɩɪɨɮɟɫɫɢɹ, ɦɟɫɬɨ ɩɪɨɠɢɜɚɧɢɹ ɢ ɬ.ɞ.), ɢɫɬɨɪɢɹ ɩɨɤɭɩɨɤ 

(ɱɬɨ ɤɭɩɢɥ, ɤɨɥɢɱɟɫɬɜɨ, ɫɩɨɫɨɛ ɨɩɥɚɬɵ, ɧɚɥɢɱɢɟ ɡɚɞɨɥɠɟɧɧɨɫɬɢ ɢ ɬ.ɞ.); 

2) ɞɚɧɧɵɟ ɨɛ ɨɪɝɚɧɢɡɚɰɢɢ (ɫɬɪɭɤɬɭɪɚ ɩɪɨɞɚɠ, ɩɚɪɚɦɟɬɪɵ ɬɟɤɭɳɟɝɨ ɫɨɫɬɨɹɧɢɹ 

ɛɢɡɧɟɫɚ ɢ ɬ.ɞ.). 

ɂɧɬɟɝɪɢɪɨɜɚɧɧɚɹ CRM-ɫɢɫɬɟɦɚ ɩɨɥɭɱɚɟɬ ɞɚɧɧɵɟ ɢɡ ɪɚɡɧɨɨɛɪɚɡɧɵɯ ɬɨɱɟɤ 

ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ ɤɥɢɟɧɬɚɦɢ (ɬɟɥɟɦɚɪɤɟɬɢɧɝ – Call Center, ɩɪɹɦɚɹ ɩɨɱɬɨɜɚɹ 

ɪɚɫɫɵɥɤɚ, Web-ɦɚɪɤɟɬɢɧɝ, ɧɟɩɨɫɪɟɞɫɬɜɟɧɧɵɟ ɤɨɧɬɚɤɬɵ ɫ ɤɥɢɟɧɬɚɦɢ, ɦɚɪɤɟɬɢɧɝ 

ɛɚɡ ɞɚɧɧɵɯ ɢ ɬ.ɞ.) ɢ ɤɨɧɫɨɥɢɞɢɪɭɟɬ ɩɨɥɭɱɟɧɧɭɸ ɢɧɮɨɪɦɚɰɢɸ ɜ ɰɟɧɬɪɚɥɶɧɨɦ 

ɪɟɩɨɡɢɬɨɪɢɢ. ȼɩɨɫɥɟɞɫɬɜɢɢ ɨɧɚ ɦɨɠɟɬ ɢɡɜɥɟɤɚɬɶɫɹ ɢ ɚɧɚɥɢɡɢɪɨɜɚɬɶɫɹ 

ɪɚɡɥɢɱɧɵɦɢ ɫɩɨɫɨɛɚɦɢ (ɪɚɧɠɢɪɨɜɚɧɢɟ, ɤɥɚɫɬɟɪɢɡɚɰɢɹ, ɚɝɪɟɝɢɪɨɜɚɧɢɟ, 

ɜɢɡɭɚɥɢɡɚɰɢɹ ɢ ɬ.ɞ.) ɢ ɩɨɥɶɡɨɜɚɬɟɥɹɦɢ ɜ ɪɚɦɤɚɯ ɩɪɟɞɩɪɢɹɬɢɹ. 

ɋ ɪɨɫɬɨɦ ɞɟɬɚɥɢɡɚɰɢɢ ɢɧɮɨɪɦɚɰɢɢ ɢ ɟɟ ɰɟɧɧɨɫɬɢ ɫ ɬɨɱɤɢ ɡɪɟɧɢɹ ɚɧɚɥɢɡɚ, 

ɪɚɫɬɟɬ ɟɟ ɫɬɨɢɦɨɫɬɶ, ɫɥɨɠɧɨɫɬɶ, ɮɨɪɦɚɥɢɡɭɟɦɨɫɬɶ ɢ ɢɡɦɟɧɱɢɜɨɫɬɶ. ɇɚɩɪɢɦɟɪ, 

ɝɟɨ- ɢ ɞɟɦɨɝɪɚɮɢɱɟɫɤɢɟ ɯɚɪɚɤɬɟɪɢɫɬɢɤɢ ɨɬɧɨɫɢɬɟɥɶɧɨ ɫɬɚɛɢɥɶɧɵ, ɧɨ ɭɠɟ 

ɢɡɭɱɟɧɵ, ɜ ɬɨ ɜɪɟɦɹ ɤɚɤ ɢɫɬɨɪɢɹ ɩɟɪɫɨɧɚɥɶɧɵɯ ɬɪɚɧɡɚɤɰɢɣ, ɜ ɬɨɦ ɱɢɫɥɟ 

ɮɢɧɚɧɫɨɜɵɯ, ɢɫɬɨɪɢɹ ɤɨɧɬɚɤɬɨɜ, ɩɪɟɞɩɨɱɬɟɧɢɹ, ɩɨɡɜɨɥɹɸɳɢɟ ɩɨɫɬɪɨɢɬɶ 

ɩɪɨɮɢɥɶ ɤɥɢɟɧɬɚ ɢ ɩɪɟɞɫɤɚɡɚɬɶ ɟɝɨ ɩɨɜɟɞɟɧɢɟ, ɞɨɛɵɜɚɸɬɫɹ ɫ ɬɪɭɞɨɦ, ɨɛɵɱɧɨ ɜ 

ɢɧɬɟɪɚɤɬɢɜɧɨɦ ɪɟɠɢɦɟ, ɬɪɟɛɭɸɬ ɜɪɟɦɟɧɢ ɧɚɤɨɩɥɟɧɢɹ ɢ ɧɚɯɨɞɹɬɫɹ ɜ ɩɨɫɬɨɹɧɧɨɣ 

ɞɢɧɚɦɢɤɟ. 

Ɏɭɧɤɰɢɨɧɚɥ CRM-ɫɢɫɬɟɦɵ ɜɤɥɸɱɚɟɬ ɜ ɫɟɛɹ: 

• ɛɚɡɭ ɞɚɧɧɵɯ ɩɨ ɩɪɨɞɭɤɬɚɦ, ɭɫɥɭɝɚɦ ɢ ɰɟɧɚɦ ɤɨɦɩɚɧɢɢ; 
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• ɢɧɮɨɪɦɚɰɢɸ ɨ ɫɨɫɬɨɹɧɢɢ ɪɵɧɤɚ ɢ ɤɨɧɤɭɪɟɧɬɚɯ (Knowledge 

Management); 

• ɫɢɫɬɟɦɭ ɩɥɚɧɢɪɨɜɚɧɢɹ ɞɟɹɬɟɥɶɧɨɫɬɢ (Scheduling and Resource 

Reservation); 

• ɦɨɞɭɥɢ ɭɩɪɚɜɥɟɧɢɹ ɤɨɧɬɚɤɬɚɦɢ (Contact Management); 

• ɭɩɪɚɜɥɟɧɢɟ ɨɩɟɪɚɬɢɜɧɵɦɢ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ (Activity 

Management); 

• ɭɩɪɚɜɥɟɧɢɟ ɡɚɤɥɸɱɟɧɧɵɦɢ ɫɞɟɥɤɚɦɢ (Project Management) ɢ 

ɩɨɬɟɧɰɢɚɥɶɧɵɦɢ ɫɞɟɥɤɚɦɢ (Opportunity Management); 

• ɫɨɞɟɪɠɢɬ ɢɧɫɬɪɭɦɟɧɬɵ ɞɥɹ ɩɪɨɜɟɞɟɧɢɹ ɬɟɥɟɦɚɪɤɟɬɢɧɝɚ, ɝɟɧɟɪɚɰɢɢ 

ɨɬɱɟɬɧɨɫɬɢ (Reporting); 

• ɨɛɟɫɩɟɱɢɜɚɟɬ ɚɜɬɨɦɚɬɢɱɟɫɤɭɸ ɩɨɞɝɨɬɨɜɤɭ ɤɨɦɦɟɪɱɟɫɤɢɯ ɩɪɟɞɥɨɠɟɧɢɣ; 

• ɩɨɡɜɨɥɹɟɬ ɩɪɨɜɨɞɢɬɶ ɚɧɚɥɢɡ ɢ ɫɟɝɦɟɧɬɚɰɢɸ ɰɟɥɟɜɨɣ ɚɭɞɢɬɨɪɢɢ; 

• ɫɨɡɞɚɜɚɬɶ ɫɩɢɫɤɢ ɩɨɬɟɧɰɢɚɥɶɧɵɯ ɤɥɢɟɧɬɨɜ ɢ ɪɚɫɩɪɟɞɟɥɹɬɶ ɢɯ ɦɟɠɞɭ 

ɬɨɪɝɨɜɵɦɢ ɩɪɟɞɫɬɚɜɢɬɟɥɹɦɢ; 

• ɩɥɚɧɢɪɨɜɚɬɶ ɩɪɨɜɟɞɟɧɢɟ ɦɚɪɤɟɬɢɧɝɨɜɵɯ ɤɚɦɩɚɧɢɣ ɢ ɢɫɫɥɟɞɨɜɚɧɢɣ ɢ 

ɚɧɚɥɢɡɢɪɨɜɚɬɶ ɢɯ ɪɟɡɭɥɶɬɚɬɵ. 

ɗɮɮɟɤɬ ɨɬ ɜɧɟɞɪɟɧɢɹ CRM ɫ ɬɨɱɤɢ ɡɪɟɧɢɹ ɭɩɪɚɜɥɟɧɢɹ ɛɢɡɧɟɫɨɦ 

ɩɪɨɹɜɥɹɟɬɫɹ ɜ ɬɨɦ, ɱɬɨ ɩɪɨɰɟɫɫ ɩɪɢɧɹɬɢɹ ɪɟɲɟɧɢɹ ɡɚ ɫɱɟɬ ɚɜɬɨɦɚɬɢɡɚɰɢɢ 

ɩɟɪɟɧɨɫɢɬɫɹ ɧɚ ɛɨɥɟɟ ɧɢɡɤɢɣ ɭɪɨɜɟɧɶ ɢ ɭɧɢɮɢɰɢɪɭɟɬɫɹ. Ɂɚ ɫɱɟɬ ɷɬɨɝɨ 

ɩɨɜɵɲɚɟɬɫɹ ɫɤɨɪɨɫɬɶ ɪɟɚɤɰɢɢ ɧɚ ɡɚɩɪɨɫɵ, ɪɚɫɬɟɬ ɫɤɨɪɨɫɬɶ ɨɛɨɪɨɬɚ ɫɪɟɞɫɬɜ ɢ 

ɫɧɢɠɚɸɬɫɹ ɢɡɞɟɪɠɤɢ. 

Ɋɚɛɨɬɭ ɩɨɥɧɨɰɟɧɧɨɣ CRM-ɫɢɫɬɟɦɵ ɦɨɠɧɨ ɩɪɟɞɫɬɚɜɢɬɶ ɫɟɛɟ ɜ ɜɢɞɟ ɤɭɛɚ 

ɞɚɧɧɵɯ (ɪɢɫ. 1.3), ɤɨɬɨɪɵɣ ɩɨɡɜɨɥɹɟɬ ɨɩɢɫɚɬɶ ɨɫɧɨɜɧɵɟ ɫɜɨɣɫɬɜɚ CRM. 
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1. Ɉɪɝɚɧɚɣɡɟɪ ɞɥɹ ɦɟɧɟɞɠɟɪɚ, ɭɱɢɬɵɜɚɸɳɢɣ ɤɥɢɟɧɬɚ, ɜɵɛɪɚɧɧɵɣ ɜɢɞ 

ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɢ ɜɪɟɦɹ (ɤɥɢɟɧɬ ɧɢɤɨɝɞɚ ɧɟ "ɩɨɬɟɪɹɟɬɫɹ"). ɗɬɨ – ɨɩɟɪɚɬɢɜɧɵɣ 

CRM (Operative CRM). 

2. Ʉɭɛ ɞɚɧɧɵɯ ɟɞɢɧ ɢ ɞɨɫɬɭɩɟɧ ɞɥɹ ɜɫɟɯ ɫɨɬɪɭɞɧɢɤɨɜ, ɱɬɨ ɩɨɡɜɨɥɹɟɬ ɜɟɫɬɢ 

ɟɞɢɧɭɸ ɛɚɡɭ ɞɚɧɧɵɯ ɫ ɪɚɡɝɪɚɧɢɱɟɧɢɟɦ ɞɨɫɬɭɩɚ ɩɨɥɶɡɨɜɚɬɟɥɟɣ ɤ ɢɧɮɨɪɦɚɰɢɢ. 

ɗɬɨ – ɤɨɥɥɚɛɨɪɚɰɢɨɧɧɵɣ CRM (Collaborative CRM). 

3. ɉɨɥɭɱɟɧɢɟ ɫɬɚɬɢɫɬɢɤɢ ɢ ɨɬɱɟɬɨɜ ɩɨ ɪɚɡɥɢɱɧɵɦ ɫɪɟɡɚɦ ɤɭɛɚ: ɡɚɜɢɫɢɦɨɫɬɶ 

ɜɪɟɦɟɧɢ ɢ ɱɚɫɬɨɬɵ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ, ɜɢɞɚ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɢ ɜɪɟɦɟɧɢ, ɜɢɞɚ 

ɬɨɜɚɪɚ ɢ ɯɚɪɚɤɬɟɪɢɫɬɢɤɢ ɤɥɢɟɧɬɚ. Ⱥɧɚɥɢɬɢɤɚ – ɷɬɨ ɦɨɳɧɵɣ ɢɧɫɬɪɭɦɟɧɬ ɜ 

ɭɞɟɪɠɚɧɢɢ ɤɥɢɟɧɬɚ, ɭɜɟɥɢɱɟɧɢɢ ɱɢɫɥɚ ɩɨɜɬɨɪɧɵɯ ɩɪɨɞɚɠ, ɩɨɜɵɲɟɧɢɢ 

ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɪɚɛɨɬɵ ɤɥɢɟɧɬ-ɦɟɧɟɞɠɟɪɨɜ ɢ ɝɪɚɦɨɬɧɨɦ ɩɪɨɞɜɢɠɟɧɢɢ 

ɬɨɜɚɪɚ/ɭɫɥɭɝɢ ɧɚ ɪɵɧɤɟ. ɗɬɨ – ɚɧɚɥɢɬɢɱɟɫɤɢɣ CRM (Analytic CRM). 

 

Ɋɢɫ. 1.3. Ʉɭɛ ɞɚɧɧɵɯ ɜ CRM-ɫɢɫɬɟɦɚɯ 

CRM-ɫɬɪɚɬɟɝɢɹ ɩɨɞɞɟɪɠɢɜɚɟɬɫɹ ɜɵɲɟɩɟɪɟɱɢɫɥɟɧɧɵɦɢ ɢɧɫɬɪɭɦɟɧɬɚɦɢ, 

ɩɨɡɜɨɥɹɸɳɢɦɢ ɚɜɬɨɦɚɬɢɡɢɪɨɜɚɬɶ ɢ ɩɨɜɵɲɚɬɶ ɷɮɮɟɤɬɢɜɧɨɫɬɶ ɛɢɡɧɟɫ-

ɩɪɨɰɟɫɫɨɜ, ɧɚɩɪɚɜɥɟɧɧɵɯ ɧɚ ɜɡɚɢɦɨɞɟɣɫɬɜɢɟ ɫ ɤɥɢɟɧɬɚɦɢ ɡɚ ɫɱɟɬ ɭɱɟɬɚ ɢɯ 

ɩɟɪɫɨɧɚɥɶɧɵɯ ɩɪɟɞɩɨɱɬɟɧɢɣ. CRM-ɫɢɫɬɟɦɵ ɦɨɝɭɬ ɧɟ ɬɨɥɶɤɨ ɨɛɪɚɛɚɬɵɜɚɬɶ 

ɞɚɧɧɵɟ, ɧɨ ɢ ɝɟɧɟɪɢɪɨɜɚɬɶ ɧɨɜɵɟ, ɱɬɨ ɨɬɤɪɵɜɚɟɬ ɧɨɜɵɟ ɜɨɡɦɨɠɧɨɫɬɢ ɞɥɹ 

ɛɢɡɧɟɫɚ. 

ɇɚ ɫɨɜɪɟɦɟɧɧɨɦ ɪɨɫɫɢɣɫɤɨɦ ɪɵɧɤɟ ɩɪɟɞɫɬɚɜɥɟɧɨ ɦɧɨɠɟɫɬɜɨ 

ɩɪɨɝɪɚɦɦɧɵɯ ɩɪɨɞɭɤɬɨɜ CRM ɨɬɟɱɟɫɬɜɟɧɧɨɝɨ ɢ ɡɚɪɭɛɟɠɧɨɝɨ ɩɪɨɢɡɜɨɞɫɬɜɚ, 
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ɨɬɥɢɱɚɸɳɢɯɫɹ ɦɚɫɲɬɚɛɚɦɢ ɩɪɢɦɟɧɟɧɢɹ, ɮɭɧɤɰɢɨɧɚɥɶɧɵɦɢ ɜɨɡɦɨɠɧɨɫɬɹɦɢ ɢ 

ɰɟɧɨɣ. ɋɪɟɞɢ ɨɪɝɚɧɢɡɚɰɢɣ, ɢɫɩɨɥɶɡɭɸɳɢɯ ɨɞɧɢ ɢ ɬɟ ɠɟ ɩɪɨɞɭɤɬɵ CRM, ɟɫɬɶ 

ɫɬɪɚɯɨɜɵɟ ɤɨɦɩɚɧɢɢ, ɚɝɟɧɬɫɬɜɚ ɧɟɞɜɢɠɢɦɨɫɬɢ, ɫɩɪɚɜɨɱɧɵɟ ɫɥɭɠɛɵ, ɫɪɟɞɫɬɜɚ 

ɦɚɫɫɨɜɨɣ ɢɧɮɨɪɦɚɰɢɢ, ɫɥɭɠɛɵ ɞɨɫɬɚɜɤɢ, ɩɪɟɞɩɪɢɹɬɢɹ ɬɨɪɝɨɜɥɢ. 

Ɂɚɪɭɛɟɠɧɵɟ ɢɡɞɟɥɢɹ ɨɛɵɱɧɨ ɢɦɟɸɬ ɛɨɥɟɟ ɪɚɡɜɢɬɵɣ ɮɭɧɤɰɢɨɧɚɥ. Ɉɞɧɚɤɨ 

ɫɭɳɟɫɬɜɟɧɧɵɦ ɩɪɟɢɦɭɳɟɫɬɜɨɦ ɩɪɨɝɪɚɦɦɧɵɯ ɩɪɨɞɭɤɬɨɜ, ɩɪɨɢɡɜɟɞɟɧɧɵɯ ɜ 

Ɋɨɫɫɢɢ ɢ ɫɬɪɚɧɚɯ ɋɇȽ, ɹɜɥɹɟɬɫɹ ɥɟɝɤɨɫɬɶ ɢɧɬɟɝɪɚɰɢɢ CRM ɜ ɭɠɟ 

ɫɭɳɟɫɬɜɭɸɳɭɸ ɢɧɮɨɪɦɚɰɢɨɧɧɭɸ ɫɢɫɬɟɦɭ ɢ ɬɟɦ ɫɚɦɵɦ ɩɨɥɭɱɟɧɢɟ 

ɦɚɤɫɢɦɚɥɶɧɨɣ ɨɬɞɚɱɢ ɩɪɢ ɦɢɧɢɦɚɥɶɧɵɯ ɡɚɬɪɚɬɚɯ, ɩɨɷɬɨɦɭ ɜ ɦɚɥɨɦ ɢ ɫɪɟɞɧɟɦ 

ɛɢɡɧɟɫɟ ɰɟɥɟɫɨɨɛɪɚɡɧɨ ɢɫɩɨɥɶɡɨɜɚɬɶ ɢɦɟɧɧɨ ɬɚɤɨɝɨ ɪɨɞɚ ɪɚɡɪɚɛɨɬɤɢ. 

ɇɢ CRM, ɧɢ ɤɥɢɟɧɬɨɨɪɢɟɧɬɢɪɨɜɚɧɧɨɫɬɶ – ɧɟ ɝɥɚɜɧɨɟ. ɇɭɠɧɵ ɦɟɯɚɧɢɡɦɵ 

ɪɟɚɥɢɡɚɰɢɢ ɪɚɛɨɬɵ ɫ ɤɥɢɟɧɬɨɦ – ɫɬɚɧɞɚɪɬɵ ɩɪɨɞɚɠ, ɬɚɤɢɟ, ɱɬɨɛɵ ɤɨɦɩɚɧɢɹ 

ɪɚɛɨɬɚɥɚ ɫ ɤɥɢɟɧɬɚɦɢ ɧɟ ɩɨ ɫɯɟɦɟ "ɨɞɢɧ-ɤɨ-ɦɧɨɝɢɦ", ɚ ɩɨ ɫɯɟɦɟ "ɨɞɢɧ-ɤ-

ɨɞɧɨɦɭ" ɫ ɮɨɤɭɫɨɦ ɧɚ ɨɠɢɞɚɧɢɹ ɤɥɢɟɧɬɚ. 

ȼ ɫɬɚɧɞɚɪɬɢɡɚɰɢɢ ɡɚɥɨɠɟɧɚ ɢɧɧɨɜɚɰɢɨɧɧɨɫɬɶ, ɢɛɨ, ɤɚɤ ɝɨɜɨɪɹɬ ɹɩɨɧɰɵ, 

"ɱɬɨ ɧɟ ɫɬɚɧɞɚɪɬɢɡɨɜɚɧɨ, ɬɨ ɧɟɜɨɡɦɨɠɧɨ ɫɨɜɟɪɲɟɧɫɬɜɨɜɚɬɶ". 

ɉɪɢɜɥɟɤɚɬɟɥɶɧɨɫɬɶ ɤɨɦɩɚɧɢɢ ɡɚɜɢɫɢɬ ɨɬ ɭɪɨɜɧɹ ɟɟ "ɚɬɬɪɚɤɬ-ɮɭɧɤɰɢɢ", ɤɨɬɨɪɚɹ 

ɫɨɫɬɨɢɬ ɢɡ ɬɪɟɯ ɱɚɫɬɟɣ: ɫɟɪɜɢɫɧɨɣ (ɞɨɫɬɭɩɧɨɫɬɶ ɩɪɨɞɭɤɬɚ/ɭɫɥɭɝɢ), ɷɫɬɟɬɢɱɟɫɤɨɣ 

(ɞɢɡɚɣɧ) ɢ ɷɬɢɱɟɫɤɨɣ (ɨɬɧɨɲɟɧɢɹ). ɗɬɨ ɡɧɚɱɢɬ, ɱɬɨ ɜ ɨɬɞɟɥɶɧɨɫɬɢ ɧɢ ɨɛɭɱɟɧɢɟ 

ɩɟɪɫɨɧɚɥɚ, ɧɢ ɜɧɟɞɪɟɧɢɟ CRM, ɧɢ ɩɪɚɜɢɥɶɧɚɹ ɩɪɨɞɭɤɬɨɜɚɹ ɩɨɥɢɬɢɤɚ ɫɚɦɢ ɩɨ 

ɫɟɛɟ ɧɟ ɪɟɲɚɸɬ ɡɚɞɚɱɭ ɩɨɜɵɲɟɧɢɹ ɩɪɢɜɥɟɤɚɬɟɥɶɧɨɫɬɢ ɤɨɦɩɚɧɢɢ. 

 

1.2  Ɂɚɪɭɛɟɠɧɵɣ ɨɩɵɬ ɨɪɝɚɧɢɡɚɰɢɢ ɦɚɪɤɟɬɢɧɝɚ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ 
ɫ ɤɥɢɟɧɬɚɦɢ 
 

ɋɟɪɶɟɡɧɨ ɢɡɭɱɚɟɬɫɹ ɢ ɦɢɪɨɜɨɣ ɨɩɵɬ ɜɧɟɞɪɟɧɢɹ ɢɧɫɬɪɭɦɟɧɬɨɜ ɢ ɦɟɬɨɞɨɜ 

ɦɚɪɤɟɬɢɧɝɚ ɜ ɫɨɜɪɟɦɟɧɧɵɟ ɭɩɪɚɜɥɟɧɱɟɫɤɢɟ ɩɪɨɰɟɫɫɵ. ɐɟɧɬɪɨɦ ɜɧɢɦɚɧɢɹ 

ɡɚɪɭɛɟɠɧɵɯ ɦɚɪɤɟɬɨɥɨɝɨɜ ɹɜɥɹɟɬɫɹ ɦɚɪɤɟɬɢɧɝ, ɨɫɧɨɜɚɧɧɵɣ ɧɚ CRM- 
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ɬɟɯɧɨɥɨɝɢɹɯ (Customer Pelationship Marketihg/Managament ɩɟɪɟɜɨɞɢɬɫɹ ɤɚɤ 

ɭɩɪɚɜɥɟɧɢɟ ɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ), ɹɞɪɨɦ ɤɨɬɨɪɨɝɨ ɹɜɥɹɟɬɫɹ «ɤɥɢɟɧɬɨ-

ɨɪɢɟɧɬɢɪɨɜɚɧɧɵɣ» ɩɨɞɯɨɞ. ȼ ȿɜɪɨɩɟɣɫɤɨɣ ɦɚɪɤɟɬɢɧɝɨɜɨɣ ɩɪɚɤɬɢɤɟ ɢɞɟɬ 

ɩɪɨɰɟɫɫ ɩɪɟɨɛɪɚɡɨɜɚɧɢɹ ɦɚɪɤɟɬɢɧɝɚ «ɪɭɱɧɵɯ ɪɚɫɱɟɬɨɜ» ɧɚ ɢɫɩɨɥɶɡɨɜɚɧɢɟ 

ɫɨɜɪɟɦɟɧɧɵɯ ɢɧɮɨɪɦɚɰɢɨɧɧɵɯ ɫɢɫɬɟɦ ɢ ɩɪɨɝɪɚɦɦɧɵɯ ɫɪɟɞɫɬɜ. ȼ ɩɨɫɥɟɞɧɢɟ 20 

ɥɟɬ ɜ əɩɨɧɢɢ, ȿɜɪɨɩɟ ɢ Ⱥɦɟɪɢɤɟ ɭɞɟɥɹɸɬ ɨɝɪɨɦɧɨɟ ɜɧɢɦɚɧɢɟ ɦɚɪɤɟɬɢɧɝɭ 

ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɤɚɤ ɫɢɫɬɟɦɟ ɭɫɬɚɧɨɜɥɟɧɢɹ ɞɨɥɝɨɜɪɟɦɟɧɧɵɯ ɢ ɭɫɬɨɣɱɢɜɵɯ 

ɫɜɹɡɟɣ ɫ ɩɨɬɪɟɛɢɬɟɥɹɦɢ ɢ ɩɨɫɪɟɞɧɢɤɚɦɢ. Ɇɚɪɤɟɬɢɧɝ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ 

ɩɨɡɜɨɥɹɟɬ ɷɮɮɟɤɬɢɜɧɨ ɪɚɡɪɟɲɚɬɶ ɫɨɜɪɟɦɟɧɧɵɟ ɩɪɨɬɢɜɨɪɟɱɢɹ ɩɪɨɰɟɫɫɚ 

ɝɥɨɛɚɥɢɡɚɰɢɢ, ɫɜɹɡɚɧɧɵɟ ɫ ɭɤɪɭɩɧɟɧɢɟɦ ɤɨɦɩɚɧɢɣ, ɭɫɥɨɠɧɟɧɢɟɦ ɢɧɬɟɝɪɚɰɢɢ, 

ɭɫɢɥɢɜɚɸɳɟɣɫɹ ɤɨɧɤɭɪɟɧɬɧɨɣ ɛɨɪɶɛɨɣ. ȼɚɠɧɟɣɲɟɣ ɡɚɞɚɱɟɣ ɪɨɫɫɢɣɫɤɢɯ 

ɦɚɪɤɟɬɨɥɨɝɨɜ ɹɜɥɹɟɬɫɹ ɢɡɭɱɟɧɢɟ ɩɪɨɝɪɟɫɫɢɜɧɵɯ ɬɟɧɞɟɧɰɢɣ, ɩɪɨɢɫɯɨɞɹɳɢɯ ɜ 

ɦɢɪɨɜɨɣ ɷɤɨɧɨɦɢɤɟ ɢ ɩɪɟɥɨɦɥɟɧɢɟ ɢɯ ɜ ɬɟɨɪɢɸ, ɢ ɩɪɚɤɬɢɤɭ ɦɚɪɤɟɬɢɧɝɚ ɧɚɲɟɣ 

ɫɬɪɚɧɵ. 

ɋɨɜɪɟɦɟɧɧɚɹ ɪɚɡɜɢɬɚɹ ɢɧɞɭɫɬɪɢɚɥɶɧɚɹ ɷɤɨɧɨɦɢɤɚ – ɷɬɨ ɩɪɟɢɦɭɳɟɫɬɜɟɧɧɨ 

ɷɤɨɧɨɦɢɤɚ ɤɪɭɩɧɵɯ ɢ ɫɜɟɪɯɤɪɭɩɧɵɯ ɮɨɪɦ. ɉɪɨɰɟɫɫɵ ɤɨɧɰɟɧɬɪɚɰɢɢ 

ɩɪɨɢɡɜɨɞɢɬɟɥɶɧɵɯ ɫɢɥ, ɩɪɨɢɫɯɨɞɢɜɲɢɟ ɜ XX ɜ., ɧɟ ɦɨɝɥɢ ɧɟ ɫɤɚɡɚɬɶɫɹ ɧɚ 

ɢɡɦɟɧɟɧɢɢ ɮɨɪɦ, ɦɟɬɨɞɨɜ ɢ ɮɭɧɤɰɢɣ ɭɩɪɚɜɥɟɧɢɹ ɨɪɝɚɧɢɡɚɰɢɹɦɢ. ȼɵɫɨɤɚɹ 

ɞɢɧɚɦɢɤɚ ɩɪɨɰɟɫɫɨɜ ɨɛɨɛɳɟɫɬɜɥɟɧɢɹ ɧɟ ɬɨɥɶɤɨ ɫɩɨɫɨɛɫɬɜɨɜɚɥɚ ɩɨɹɜɥɟɧɢɸ 

ɦɚɪɤɟɬɢɧɝɚ, ɧɨ ɢ ɡɚɦɟɬɧɨ ɫɤɚɡɚɥɚɫɶ ɧɚ ɢɡɦɟɧɟɧɢɢ 

ɟɝɨ ɪɨɥɢ ɤɚɤ ɧɚ ɨɬɞɟɥɶɧɵɯ ɩɪɟɞɩɪɢɹɬɢɹɯ, ɬɚɤ ɢ ɜɨ ɜɫɟɣ ɷɤɨɧɨɦɢɤɟ ɜ ɰɟɥɨɦ. ȼ 

ɫɜɨɸ ɨɱɟɪɟɞɶ ɷɬɨ ɩɨɪɨɞɢɥɨ ɧɨɜɵɟ ɫɜɹɡɢ, ɮɨɪɦɵ ɨɬɧɨɲɟɧɢɣ ɢ ɨɫɨɛɵɟ 

ɬɪɟɛɨɜɚɧɢɹ ɤ ɩɪɨɰɟɫɫɚɦ ɭɩɪɚɜɥɟɧɢɹ. 

ɇɚ ɪɭɛɟɠɟ XX – XXI ɜɜ. ɫɬɚɥɨ ɨɱɟɜɢɞɧɵɦ, ɱɬɨ ɜ ɪɚɦɤɚɯ ɬɪɚɞɢɰɢɨɧɧɨɝɨ 

ɦɚɪɤɟɬɢɧɝɚ, ɨɩɢɪɚɸɳɟɝɨɫɹ ɧɚ ɷɥɟɦɟɧɬɵ ɦɚɪɤɟɬɢɧɝɚ-ɦɢɤɫ ɢ ɧɚ ɤɪɚɬɤɨɫɪɨɱɧɵɟ 

ɨɬɧɨɲɟɧɢɹ, ɧɟɜɨɡɦɨɠɧɨ ɪɚɰɢɨɧɚɥɶɧɨ ɢ ɷɮɮɟɤɬɢɜɧɨ ɪɚɡɜɢɜɚɬɶ ɫɞɟɥɤɢ ɜ ɫɢɫɬɟɦɟ 

ɛɢɡɧɟɫɚ ɢ ɭɫɥɭɝ. 

Ɇɚɪɤɟɬɢɧɝ ɪɚɫɲɢɪɹɟɬ ɫɜɨɢ ɮɭɧɤɰɢɢ, ɢ ɧɚɪɹɞɭ ɫ ɮɭɧɤɰɢɹɦɢ 

ɢɫɫɥɟɞɨɜɚɧɢɹ, ɩɥɚɧɢɪɨɜɚɧɢɹ, ɫɬɢɦɭɥɢɪɨɜɚɧɢɹ, ɫɛɵɬɚ ɢ ɪɚɫɩɪɟɞɟɥɟɧɢɹ, 

ɪɨɠɞɚɟɬɫɹ ɮɭɧɤɰɢɹ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ ɩɨɤɭɩɚɬɟɥɟɦ. 
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ɋɭɳɟɫɬɜɟɧɧɨɟ ɜɥɢɹɧɢɟ ɜɨ ɜɬɨɪɨɣ ɩɨɥɨɜɢɧɟ XX ɜ. ɧɚ ɮɨɪɦɢɪɨɜɚɧɢɟ 

ɧɨɜɵɯ ɮɭɧɤɰɢɣ ɦɚɪɤɟɬɢɧɝɚ ɨɤɚɡɚɥɚ ɬɚɤɠɟ ɝɥɨɛɚɥɢɡɚɰɢɹ ɪɵɧɤɨɜ, ɩɨɪɨɞɢɜɲɚɹ 

ɫ ɨɞɧɨɣ ɫɬɨɪɨɧɵ ɧɨɜɵɟ ɮɨɪɦɵ ɤɨɨɩɟɪɚɰɢɢ, ɚ ɫ ɞɪɭɝɨɣ – ɚɝɪɟɫɫɢɜɧɭɸ, 

ɪɚɡɪɭɲɚɸɳɭɸ ɤɨɧɤɭɪɟɧɰɢɸ. ɉɨɫɥɟɞɧɟɟ ɜɵɧɭɠɞɚɥɨ ɩɪɟɞɩɪɢɹɬɢɹ ɩɟɪɟɯɨɞɢɬɶ 

ɨɬ ɤɨɧɤɭɪɟɧɬɧɵɯ ɨɬɧɨɲɟɧɢɣ ɩɪɨɞɚɜɰɚ ɫ ɩɨɤɭɩɚɬɟɥɟɦ ɤ ɛɨɥɟɟ ɬɟɫɧɨɦɭ, ɦɢɪɧɨɦɭ 

ɢ ɤɨɦɩɪɨɦɢɫɫɧɨɦɭ ɫɨɬɪɭɞɧɢɱɟɫɬɜɭ. 

Ɉɛɴɟɤɬɢɜɧɵɟ ɩɪɢɱɢɧɵ, ɩɨɪɨɞɢɜɲɢɟ ɦɚɪɤɟɬɢɧɝ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ, 

ɫɜɹɡɚɧɵ ɢ ɫ ɩɪɨɰɟɫɫɚɦɢ ɫɬɚɧɞɚɪɬɢɡɚɰɢɢ ɩɪɨɢɡɜɨɞɫɬɜɚ ɩɪɨɞɭɤɰɢɢ, ɫ ɪɚɡɜɢɬɢɟɦ 

ɨɬɪɚɫɥɟɣ ɫɟɪɜɢɫɧɨɝɨ ɩɪɟɞɩɪɢɧɢɦɚɬɟɥɶɫɬɜɚ. ȼɨ ɜɬɨɪɨɣ ɩɨɥɨɜɢɧɟ XX ɜ. 

ɩɪɨɞɭɤɰɢɹ ɜɫɟ ɛɨɥɶɲɟ ɫɬɚɧɨɜɢɬɫɹ ɫɬɚɧɞɚɪɬɢɡɢɪɨɜɚɧɧɨɣ, ɚ ɭɫɥɭɝɢ – 

ɭɧɢɮɢɰɢɪɨɜɚɧɧɵɦɢ, ɱɬɨ ɩɨɪɨɠɞɚɟɬ ɩɨɜɬɨɪɹɸɳɢɟɫɹ ɨɞɧɨɨɛɪɚɡɧɵɟ 

ɦɚɪɤɟɬɢɧɝɨɜɵɟ ɪɟɲɟɧɢɹ. ȼ ɬɚɤɨɣ ɫɢɬɭɚɰɢɢ ɟɞɢɧɫɬɜɟɧɧɵɦ ɫɩɨɫɨɛɨɦ ɭɞɟɪɠɚɧɢɹ 

ɩɨɬɪɟɛɢɬɟɥɹ ɫɬɚɧɨɜɢɬɫɹ ɮɨɪɦɢɪɨɜɚɧɢɟ ɥɢɱɧɵɯ ɞɨɥɝɨɫɪɨɱɧɵɯ ɨɬɧɨɲɟɧɢɣ ɫ 

ɤɥɢɟɧɬɚɦɢ. 

ȼ ɩɪɚɤɬɢɤɟ ɦɚɪɤɟɬɢɧɝɚ ɢɡɜɟɫɬɧɨ, ɱɬɨ ɡɚɜɨɟɜɚɧɢɟ ɧɨɜɨɝɨ ɤɥɢɟɧɬɚ 

ɨɛɯɨɞɢɬɫɹ ɮɢɪɦɟ ɜ ɲɟɫɬɶ ɪɚɡ ɞɨɪɨɠɟ, ɱɟɦ ɨɪɝɚɧɢɡɚɰɢɹ ɩɨɜɬɨɪɧɵɯ ɩɪɨɞɚɠ 

ɫɭɳɟɫɬɜɭɸɳɟɦɭ ɩɨɤɭɩɚɬɟɥɸ. ȿɫɥɢ ɠɟ ɤɥɢɟɧɬ ɭɲɟɥ ɧɟɭɞɨɜɥɟɬɜɨɪɟɧɧɵɦ, ɬɨ 

ɩɨɜɬɨɪɧɨɟ ɩɪɢɜɥɟɱɟɧɢɟ ɜɧɢɦɚɧɢɹ ɮɢɪɦɟ ɛɭɞɟɬ ɫɬɨɢɬɶ ɜ 25 ɪɚɡ ɞɨɪɨɠɟ. 

ɋɭɳɟɫɬɜɟɧɧɵɦ ɮɚɤɬɨɪɨɦ, ɩɨɜɥɢɹɜɲɟɦ ɧɚ ɩɪɨɰɟɫɫ ɷɜɨɥɸɰɢɢ ɤɨɧɰɟɩɰɢɢ 

ɦɚɪɤɟɬɢɧɝɚ, ɹɜɢɥɨɫɶ ɞɢɧɚɦɢɱɧɨɟ ɪɚɡɜɢɬɢɟ ɷɥɟɤɬɪɨɧɧɵɯ ɬɟɯɧɨɥɨɝɢɣ. 

Ɉɫɜɨɟɧɢɟ ɩɨɫɥɟɞɧɢɯ ɫɩɨɫɨɛɫɬɜɨɜɚɥɨ ɜɨɡɜɪɚɳɟɧɢɸ ɩɪɨɢɡɜɨɞɢɬɟɥɹ ɤ 

ɩɪɹɦɵɦ ɢ ɧɟɩɨɫɪɟɞɫɬɜɟɧɧɵɦ ɨɬɧɨɲɟɧɢɹɦ ɫ ɢɧɞɢɜɢɞɭɚɥɶɧɵɦɢ ɩɨɬɪɟɛɢɬɟɥɹɦɢ. 

ɋɧɢɠɟɧɢɟ ɫɟɛɟɫɬɨɢɦɨɫɬɢ ɤɨɦɩɶɸɬɟɪɧɵɯ ɫɢɫɬɟɦ, ɜɨɡɪɚɫɬɚɧɢɟ ɝɢɛɤɨɫɬɢ 

ɩɪɨɝɪɚɦɦɧɨɝɨ ɨɛɟɫɩɟɱɟɧɢɹ ɢ ɫɨɡɞɚɧɢɟ ɜɵɫɨɤɨɷɤɨɧɨɦɢɱɧɵɯ ɛɚɡ ɞɚɧɧɵɯ 

ɩɨɡɜɨɥɢɥɨ ɦɚɪɤɟɬɨɥɨɝɚɦ ɡɧɚɬɶ ɨ ɩɨɬɪɟɛɢɬɟɥɹɯ ɢ ɢɯ ɩɪɢɫɬɪɚɫɬɢɹɯ ɜɫɟ ɢɥɢ ɩɨɱɬɢ 

ɜɫɟ. ȼ 90-ɯ ɝɝ. XX-ɝɨ ɫɬɨɥɟɬɢɹ ɜɨ ɦɧɨɝɢɯ ɪɚɡɜɢɬɵɯ ɫɬɪɚɧɚɯ Ɂɚɩɚɞɚ ɛɵɥɢ 

ɫɮɨɪɦɢɪɨɜɚɧɵ ɨɝɪɨɦɧɵɟ ɷɥɟɤɬɪɨɧɧɵɟ ɛɚɡɵ ɞɚɧɧɵɯ ɨ ɩɨɬɪɟɛɢɬɟɥɹɯ. 

Ȼɥɚɝɨɞɚɪɹ ɤɨɦɩɶɸɬɟɪɧɨɣ ɛɚɡɟ ɞɚɧɧɵɯ, ɧɚɰɢɨɧɚɥɶɧɚɹ ɩɪɨɦɵɲɥɟɧɧɚɹ 

ɤɨɦɩɚɧɢɹ ɩɨ ɩɪɨɢɡɜɨɞɫɬɜɭ ɜɟɥɨɫɢɩɟɞɨɜ ɜ əɩɨɧɢɢ ɦɨɠɟɬ ɞɨɫɬɚɜɢɬɶ ɩɨɤɭɩɚɬɟɥɸ 
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ɩɨ ɡɚɤɚɡɭ ɜɟɥɨɫɢɩɟɞ ɜ ɬɟɱɟɧɢɟ ɞɜɭɯ ɧɟɞɟɥɶ. ɉɨɬɟɧɰɢɚɥɶɧɵɣ ɜɵɛɨɪ ɞɥɹ 

ɩɨɬɪɟɛɢɬɟɥɹ ɧɚɫɱɢɬɵɜɚɟɬ ɛɨɥɟɟ 11 ɦɥɧ ɜɚɪɢɚɧɬɨɜ. 

Ɂɚ ɩɟɪɢɨɞ ɫ 1990 ɝ. ɦɢɪɨɜɚɹ ɷɤɨɧɨɦɢɤɚ ɩɟɪɟɠɢɥɚ ɨɝɪɨɦɧɵɟ ɩɟɪɟɦɟɧɵ,  

ɫɜɹɡɚɧɧɵɟ ɫ ɧɨɜɵɦɢ ɜɨɡɦɨɠɧɨɫɬɹɦɢ, ɩɨɹɜɢɜɲɢɦɢɫɹ ɭ ɧɟɟ ɜɫɥɟɞɫɬɜɢɟ 

ɜɨɡɪɨɫɲɢɯ ɤɨɦɩɶɸɬɟɪɧɵɯ ɦɨɳɧɨɫɬɟɣ. ɇɨɜɵɟ ɤɨɦɩɶɸɬɟɪɧɵɟ ɬɟɯɧɨɥɨɝɢɢ 

ɫɮɨɪɦɢɪɨɜɚɥɢ ɢ ɩɪɨɞɨɥɠɚɸɬ ɢɡɦɟɧɹɬɶ ɩɪɟɠɧɢɟ ɪɵɧɤɢ, ɱɬɨ ɨɬɧɨɫɢɬɫɹ, ɩɪɟɠɞɟ 

ɜɫɟɝɨ, ɤ ɪɵɧɤɭ ɮɢɧɚɧɫɨɜɵɯ ɭɫɥɭɝ ɢ ɤ ɫɮɟɪɟ ɬɨɪɝɨɜɥɢ. 

ɉɟɪɜɨɧɚɱɚɥɶɧɨ ɡɧɚɱɢɦɨɫɬɶ ɦɚɪɤɟɬɢɧɝɚ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɛɨɥɟɟ ɡɚɦɟɬɧɨ 

ɩɪɨɹɜɢɥɚɫɶ ɧɚ ɪɵɧɤɚɯ ɬɨɜɚɪɨɜ ɩɪɨɢɡɜɨɞɫɬɜɟɧɧɨɝɨ ɧɚɡɧɚɱɟɧɢɹ. ȼ ɫɨɜɪɟɦɟɧɧɵɯ 

ɭɫɥɨɜɢɹɯ ɜ ɫɜɹɡɢ ɫ ɪɨɫɬɨɦ ɪɨɥɢ ɩɨɫɪɟɞɧɢɤɨɜ ɢ ɩɨɜɵɲɟɧɢɟɦ ɪɨɥɢ 

ɢɧɮɨɪɦɚɰɢɨɧɧɵɯ ɬɟɯɧɨɥɨɝɢɣ, ɭɩɪɨɳɚɸɳɢɯ ɨɬɧɨɲɟɧɢɹ ɜ ɬɨɪɝɨɜɥɟ, 

ɭɫɢɥɢɜɚɟɬɫɹ ɜɥɢɹɧɢɟ ɦɚɪɤɟɬɢɧɝɚ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɧɚ ɩɨɬɪɟɛɢɬɟɥɶɫɤɢɯ ɪɵɧɤɚɯ 

ɢ ɜ ɫɢɫɬɟɦɟ ɭɫɥɭɝ. Ⱦɥɹ ɬɨɜɚɪɨɜ ɞɥɢɬɟɥɶɧɨɝɨ ɩɨɥɶɡɨɜɚɧɢɹ ɨɝɪɨɦɧɨɟ ɡɧɚɱɟɧɢɟ 

ɩɪɢɨɛɪɟɬɚɟɬ ɩɨɫɥɟɩɪɨɞɚɠɧɨɟ ɨɛɫɥɭɠɢɜɚɧɢɟ ɢ ɩɨɫɥɟɩɪɨɞɚɠɧɵɟ ɨɬɧɨɲɟɧɢɹ. 

ɇɚɢɛɨɥɟɟ ɫɭɳɟɫɬɜɟɧɧɵɣ ɬɨɥɱɨɤ ɜ ɫɜɨɟɦ ɪɚɡɜɢɬɢɢ ɦɚɪɤɟɬɢɧɝ 

ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɩɨɥɭɱɢɥ ɧɚ ɨɬɪɚɫɥɟɜɵɯ ɪɵɧɤɚɯ, ɝɞɟ ɨɬɧɨɲɟɧɢɹ ɦɟɠɞɭ 

ɩɨɬɪɟɛɢɬɟɥɟɦ ɢ ɩɨɤɭɩɚɬɟɥɟɦ ɞɨɥɠɧɵ ɭɫɬɚɧɚɜɥɢɜɚɬɶɫɹ ɤɚɤ ɦɨɠɧɨ ɧɚ ɛɨɥɶɲɢɣ 

ɫɪɨɤ, ɢ ɝɞɟ ɞɚɧɧɵɟ ɨɬɧɨɲɟɧɢɹ ɱɚɫɬɨ ɜɵɪɚɫɬɚɥɢ ɢɡ ɤɨɧɤɭɪɟɧɬɧɵɯ ɨɬɧɨɲɟɧɢɣ. 

Ⱥɜɬɨɦɨɛɢɥɟɫɬɪɨɟɧɢɟ ɛɵɥɨ ɥɢɞɟɪɨɦ ɜ ɪɟɚɥɢɡɚɰɢɢ ɧɨɜɵɯ ɮɨɪɦ 

ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ, ɝɞɟ ɫɢɬɭɚɰɢɹ ɦɟɧɹɥɚɫɶ ɨɱɟɧɶ ɛɵɫɬɪɨ, ɨɫɬɚɜɥɹɹ ɜ ɩɪɨɲɥɨɦ 

ɫɬɚɧɞɚɪɬɧɵɟ ɫɩɨɫɨɛɵ ɨɛɳɟɧɢɹ ɫ ɩɨɤɭɩɚɬɟɥɹɦɢ. ɇɚ ɞɨɥɸ ɫɬɨɪɨɧɧɢɯ 

ɩɨɫɬɚɜɳɢɤɨɜ ɜ ɚɜɬɨɦɨɛɢɥɟɫɬɪɨɟɧɢɢ ɋɒȺ ɩɪɢɯɨɞɢɥɨɫɶ ɞɨ 70 % ɫɬɨɢɦɨɫɬɢ 

ɤɨɧɟɱɧɨɣ ɩɪɨɞɭɤɰɢɢ. ɉɨɷɬɨɦɭ ɩɟɪɟɯɨɞ ɨɬ ɠɟɫɬɤɢɯ ɤɨɧɤɭɪɟɧɬɧɵɯ ɨɬɧɨɲɟɧɢɣ 

ɤ ɞɪɭɠɟɫɬɜɟɧɧɨɦɭ ɫɨɬɪɭɞɧɢɱɟɫɬɜɭ ɢ ɞɨɥɝɨɫɪɨɱɧɵɦ ɨɬɧɨɲɟɧɢɹɦ ɫɬɚɥ 

ɩɨɫɬɨɹɧɧɨɣ ɩɨɬɪɟɛɧɨɫɬɶɸ, ɩɪɨɞɢɤɬɨɜɚɧɧɨɣ, ɩɪɟɠɞɟ ɜɫɟɝɨ, ɷɤɨɧɨɦɢɱɟɫɤɨɣ 

ɰɟɥɟɫɨɨɛɪɚɡɧɨɫɬɶɸ. 

Ɉɝɪɨɦɧɨɟ ɜɥɢɹɧɢɟ ɧɚ ɮɨɪɦɢɪɨɜɚɧɢɟ ɤɨɧɰɟɩɰɢɢ ɦɚɪɤɟɬɢɧɝɚ 

ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ, ɤɚɤ ɧɨɜɨɣ ɤɨɧɰɟɩɰɢɢ ɭɩɪɚɜɥɟɧɢɹ, ɨɤɚɡɚɥɚ ɜ XX ɫɬɨɥɟɬɢɢ 

ɹɩɨɧɫɤɚɹ ɫɢɫɬɟɦɚ ɦɟɧɟɞɠɦɟɧɬɚ. ȼ ɱɚɫɬɧɨɫɬɢ, ɹɩɨɧɫɤɢɟ ɪɭɤɨɜɨɞɢɬɟɥɢ ɩɪɢɲɥɢ ɤ 

ɨɱɟɧɶ ɜɚɠɧɵɦ ɜɵɜɨɞɚɦ: 
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ȼɨ-ɩɟɪɜɵɯ, ɨɧɢ ɩɨɧɹɥɢ, ɱɬɨ ɤɚɱɟɫɬɜɨ ɩɪɨɞɭɤɰɢɢ ɧɟ ɬɨɥɶɤɨ ɩɨɥɶɡɭɟɬɫɹ 

ɩɨɜɵɲɟɧɧɵɦ ɫɩɪɨɫɨɦ, ɧɨ ɢ ɫɨɩɪɹɠɟɧɨ ɫ ɦɟɧɶɲɢɦɢ ɢɡɞɟɪɠɤɚɦɢ; ȼɨ-ɜɬɨɪɵɯ, 

ɤɚɱɟɫɬɜɨ ɢ ɧɢɡɤɢɟ ɢɡɞɟɪɠɤɢ ɜɨ ɦɧɨɝɨɦ ɨɩɪɟɞɟɥɹɸɬɫɹ ɫɢɫɬɟɦɨɣ ɫɬɪɚɬɟɝɢɱɟɫɤɨɝɨ 

ɩɚɪɬɧɟɪɫɬɜɚ ɫ ɧɟɛɨɥɶɲɢɦ ɱɢɫɥɨɦ ɩɨɫɬɚɜɳɢɤɨɜ, ɢɡɛɢɪɚɟɦɵɯ ɧɚ ɪɚɧɧɢɯ ɷɬɚɩɚɯ 

ɪɚɡɪɚɛɨɬɤɢ ɬɨɜɚɪɨɜ. 

əɩɨɧɫɤɢɟ ɫɢɫɬɟɦɵ ɄȺɇȻȺɇ (KANBAN) ɢɥɢ «ɬɨɱɧɨɟ ɜɪɟɦɹ» 

ɩɪɨɞɟɦɨɧɫɬɪɢɪɨɜɚɥɢ ɫɨɜɟɪɲɟɧɧɨ ɧɨɜɭɸ ɦɨɞɟɥɶ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ 

(ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ) ɫ ɨɩɨɪɨɣ ɧɚ ɨɞɧɨɝɨ ɢɥɢ ɧɟɫɤɨɥɶɤɢɯ ɩɪɨɢɡɜɨɞɢɬɟɥɟɣ, 

ɨɛɹɡɭɸɳɢɯɫɹ ɩɨɫɬɚɜɥɹɬɶ ɩɪɨɞɭɤɰɢɸ ɫɬɨɩɪɨɰɟɧɬɧɨɝɨ ɤɚɱɟɫɬɜɚ ɜ ɨɛɴɟɦɚɯ ɢ 

ɤɨɥɢɱɟɫɬɜɚɯ ɧɟɨɛɯɨɞɢɦɵɯ ɞɥɹ ɨɛɟɫɩɟɱɟɧɢɹ ɨɞɧɨɣ ɜɨɫɶɦɢɱɚɫɨɜɨɣ ɪɚɛɨɱɟɣ 

ɫɦɟɧɵ ɩɪɟɞɩɪɢɹɬɢɹ ɩɨ ɤɪɚɣɧɟ ɠɟɫɬɤɨɦɭ ɝɪɚɮɢɤɭ. ȼ ɫɨɨɬɜɟɬɫɬɜɢɢ ɫ ɧɢɦ 

ɝɪɭɡɨɜɢɤɢ ɞɨɥɠɧɵ ɩɪɢɯɨɞɢɬɶ ɧɚ ɩɨɝɪɭɡɤɭ ɫ ɬɨɱɧɨɫɬɶɸ ɞɨ ɧɟɫɤɨɥɶɤɢɯ ɦɢɧɭɬ. 

Ʉɨɦɩɚɧɢɢ ɋɒȺ ɜ ɫɮɟɪɟ ɚɜɬɨɦɨɛɢɥɟɫɬɪɨɟɧɢɹ, ɬɟɥɟɤɨɦɦɭɧɢɤɚɰɢɣ, ɜ 

ɩɪɨɢɡɜɨɞɫɬɜɟ ɤɨɦɩɶɸɬɟɪɨɜ, ɨɮɢɫɧɨɝɨ ɨɛɨɪɭɞɨɜɚɧɢɹ ɢ ɞɪ. ɧɚɱɚɥɢ ɲɢɪɨɤɨ 

ɜɧɟɞɪɹɬɶ ɫɢɫɬɟɦɭ ɄȺɇȻȺɇ ɜ ɭɩɪɚɜɥɟɧɢɢ ɩɨɫɬɚɜɤɚɦɢ. 

ɉɟɪɟɞɨɜɵɟ ɚɦɟɪɢɤɚɧɫɤɢɟ ɮɢɪɦɵ, ɬɚɤɢɟ ɤɚɤ GE, IBM, DUPONT, 

Monsanton, Honeywell ɩɟɪɟɫɬɪɨɢɥɢ ɫɜɨɸ ɫɬɪɭɤɬɭɪɭ ɜ ɫɨɨɬɜɟɬɫɬɜɢɢ ɫ 

ɮɭɧɞɚɦɟɧɬɚɥɶɧɨɣ ɤɨɧɰɟɩɰɢɟɣ ɫɬɪɚɬɟɝɢɱɟɫɤɨɝɨ ɩɚɪɬɧɟɪɫɬɜɚ. 

ɇɚ ɪɚɡɜɢɬɢɟ ɫɨɜɪɟɦɟɧɧɨɣ ɦɢɪɨɜɨɣ ɷɤɨɧɨɦɢɤɢ, ɮɨɪɦ ɢ ɫɢɫɬɟɦ ɟё 

ɭɩɪɚɜɥɟɧɢɹ ɨɝɪɨɦɧɨɟ ɜɥɢɹɧɢɟ ɨɤɚɡɚɥ ɬɚɤɠɟ ɢ ɹɩɨɧɫɤɢɣ ɢɧɫɬɢɬɭɬ Ʉɟɣɪɟɰɭ 

(Keiretsu). Ʉɟɣɪɟɰɭ (ɮɨɪɦɚ ɦɟɠɮɢɪɦɟɧɧɨɣ ɤɨɨɩɟɪɚɰɢɢ) ɩɪɟɞɫɬɚɜɥɹɟɬ ɫɨɛɨɣ 

ɫɥɨɠɧɭɸ ɝɪɭɩɩɢɪɨɜɤɭ ɮɢɪɦ, ɫɜɹɡɚɧɧɵɯ ɨɬɧɨɲɟɧɢɹɦɢ ɫɨɛɫɬɜɟɧɧɨɫɬɢ ɢ 

ɜɡɚɢɦɧɵɦɢ ɩɨɫɬɚɜɤɚɦɢ ɬɨɜɚɪɨɜ. ȼɯɨɞɹɳɢɟ ɜ ɬɚɤɭɸ ɝɪɭɩɩɭ ɮɢɪɦɵ 

ɩɨɞɞɟɪɠɢɜɚɸɬ ɜɡɚɢɦɨɜɵɝɨɞɧɵɟ ɞɨɥɝɨɫɪɨɱɧɵɟ ɨɬɧɨɲɟɧɢɹ ɢ ɦɨɝɭɬ ɬɚɤɠɟ 

ɜɥɚɞɟɬɶ ɨɩɪɟɞɟɥɟɧɧɨɣ ɞɨɥɟɣ ɫɨɛɫɬɜɟɧɧɨɫɬɢ ɫɜɨɢɯ ɩɚɪɬɧɟɪɨɜ. ɗɬɨ ɟɫɬɟɫɬɜɟɧɧɨ 

ɨɤɚɡɵɜɚɟɬ ɡɚɦɟɬɧɨɟ ɜɥɢɹɧɢɟ ɧɚ ɭɤɪɟɩɥɟɧɢɟ ɜɡɚɢɦɨɫɜɹɡɟɣ: ɨɧɢ ɫɬɚɧɨɜɹɬɫɹ ɛɨɥɟɟ 

ɭɫɬɨɣɱɢɜɵɦɢ ɢ ɞɨɥɝɨɜɪɟɦɟɧɧɵɦɢ. 

ȼ ɤɨɧɰɟ XX ɫɬɨɥɟɬɢɹ ɜɩɟɪɜɵɟ ɧɚɱɚɥɢ ɩɨɹɜɥɹɬɶɫɹ ɜ ɬɟɨɪɢɢ ɦɚɪɤɟɬɢɧɝɚ 

ɩɪɟɞɥɨɠɟɧɢɹ ɭɩɪɚɜɥɹɬɶ ɨɬɧɨɲɟɧɢɹɦɢ: «ɩɨɤɭɩɚɬɟɥɶ – ɩɨɬɪɟɛɢɬɟɥɶ». 

ɉɨɫɬɟɩɟɧɧɨ ɨɧɢ ɫɬɚɧɨɜɹɬɫɹ ɜɚɠɧɟɣɲɢɦ ɫɬɪɚɬɟɝɢɱɟɫɤɢɦ ɢɧɫɬɪɭɦɟɧɬɨɦ 
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ɪɟɲɟɧɢɹ ɭɩɪɚɜɥɟɧɱɟɫɤɢɯ ɩɪɨɛɥɟɦ ɢ ɡɚɞɚɱ. 

ɉɪɢɦɟɪɧɨ ɜ ɷɬɨ ɠɟ ɜɪɟɦɹ ɧɚɱɚɥɚ ɡɚɪɨɠɞɚɬɶɫɹ ɢ ɧɨɜɚɹ ɬɟɪɦɢɧɨɥɨɝɢɹ, 

ɨɛɨɡɧɚɱɢɜɲɚɹ ɧɨɜɨɟ ɹɜɥɟɧɢɟ: «ɦɚɪɤɟɬɢɧɝ ɨɬɧɨɲɟɧɢɣ», «ɦɚɪɤɟɬɢɧɝ 

ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ», «ɦɚɪɤɟɬɢɧɝ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ», ɢɥɢ «ɪɟɥɹɬɢɜɧɵɣ 

ɦɚɪɤɟɬɢɧɝ». 

ɇɚ ɝɥɨɛɚɥɶɧɵɯ ɪɵɧɤɚɯ ɫɟɝɨɞɧɹ ɫɮɨɪɦɢɪɨɜɚɥɢɫɶ ɢ ɮɨɪɦɢɪɭɸɬɫɹ 

ɫɨɜɟɪɲɟɧɧɨ ɧɨɜɵɟ ɮɨɪɦɵ ɨɪɝɚɧɢɡɚɰɢɢ ɭɩɪɚɜɥɟɧɢɹ ɩɪɟɞɩɪɢɹɬɢɟɦ. ɋ  

ɬɪɚɞɢɰɢɨɧɧɨɣ ɬɨɱɤɢ ɡɪɟɧɢɹ ɮɢɪɦɚ ɛɵɥɚ ɨɬɞɟɥɶɧɨɣ ɟɞɢɧɢɰɟɣ ɫ ɱɟɬɤɨɣ ɝɪɚɧɶɸ, 

ɨɬɞɟɥɹɸɳɟɣ ɟɟ ɨɬ ɨɤɪɭɠɚɸɳɟɣ ɫɪɟɞɵ (ɨɬ ɩɨɫɬɚɜɳɢɤɨɜ, ɤɥɢɟɧɬɨɜ, 

ɩɨɬɪɟɛɢɬɟɥɟɣ). 

ȼ ɫɨɜɪɟɦɟɧɧɵɯ ɧɨɜɵɯ ɤɪɭɩɧɵɯ ɷɤɨɧɨɦɢɱɟɫɤɢɯ ɮɨɪɦɚɯ ɧɟɬ ɱɟɬɤɨɣ ɝɪɚɧɢ 

ɦɟɠɞɭ ɮɢɪɦɚɦɢ ɢ ɪɵɧɤɚɦɢ, ɦɟɠɞɭ ɤɨɦɩɚɧɢɟɣ ɢ ɜɧɟɲɧɟɣ ɫɪɟɞɨɣ. ɉɨɹɜɥɹɸɬɫɹ 

ɤɨɦɩɚɧɢɢ «ɧɟ ɢɦɟɸɳɢɟ ɝɪɚɧɢɰ» (ɧɚɩɪɢɦɟɪ, ɬɚɤ ɫɚɦɨɨɩɪɟɞɟɥɢɥɚɫɶ 

ɚɦɟɪɢɤɚɧɫɤɚɹ ɤɨɦɩɚɧɢɹ General Electric). Ⱦɥɹ ɬɚɤɢɯ ɤɨɦɩɚɧɢɣ ɩɨɫɬɚɜɳɢɤɢ ɧɟ 

ɱɭɠɢɟ, ɨɧɢ ɫɬɚɧɨɜɹɬɫɹ ɡɚɢɧɬɟɪɟɫɨɜɚɧɧɵɦɢ ɥɢɰɚɦɢ 

ɨɞɧɨɝɨ ɝɥɨɛɚɥɶɧɨɝɨ ɩɪɨɰɟɫɫɚ. 

ɑɚɫɬɨ ɩɚɪɬɧɟɪɫɤɢɟ ɨɬɧɨɲɟɧɢɹ ɦɟɠɞɭ ɩɨɫɬɚɜɳɢɤɨɦ ɢ ɩɚɪɬɧɟɪɨɦ 

ɩɪɢɨɛɪɟɬɚɸɬ ɮɨɪɦɭ ɧɨɜɨɝɨ ɩɪɟɞɩɪɢɹɬɢɹ, ɨɛɴɟɞɟɧɧɨɝɨ ɟɞɢɧɨɣ ɫɬɪɚɬɟɝɢɱɟɫɤɨɣ 

ɰɟɥɶɸ, ɩɪɟɞɩɪɢɹɬɢɹ, ɧɚɰɟɥɟɧɧɨɝɨ ɧɚ ɭɫɢɥɟɧɢɟ ɤɨɧɤɭɪɟɧɬɨɫɩɨɫɨɛɧɨɫɬɢ. Ɍɚɤɢɟ 

ɫɬɪɚɬɟɝɢɱɟɫɤɢɟ ɚɥɶɹɧɫɵ ɦɨɝɭɬ ɨɛɪɚɡɨɜɵɜɚɬɶɫɹ ɦɟɠɞɭ: 

• ɩɪɨɢɡɜɨɞɢɬɟɥɹɦɢ ɢ ɩɨɫɪɟɞɧɢɤɚɦɢ; 

• ɩɨɬɟɧɰɢɚɥɶɧɵɦɢ ɤɨɧɤɭɪɟɧɬɚɦɢ ɫ ɰɟɥɶɸ ɤɨɨɩɟɪɚɰɢɢ ɢ ɪɚɡɪɚɛɨɬɤɢ ɧɨɜɵɯ 

ɩɪɨɞɭɤɬɨɜ ɢ ɪɵɧɤɨɜ; 

• ɩɨɫɬɚɜɳɢɤɚɦɢ ɢ ɩɨɬɪɟɛɢɬɟɥɹɦɢ ɫɨɜɦɟɫɬɧɵɯ ɩɪɟɞɩɪɢɹɬɢɣ ɜ ɰɟɥɹɯ 

ɧɟɩɪɟɪɵɜɧɨɝɨ ɨɛɟɫɩɟɱɟɧɢɹ ɩɪɨɢɡɜɨɞɫɬɜɚ ɫɵɪɶёɦ ɢ ɤɨɦɩɥɟɤɬɭɸɳɢɦɢ. 

ɇɚ ɨɫɧɨɜɟ ɫɬɪɚɬɟɝɢɱɟɫɤɢɯ ɚɥɶɹɧɫɨɜ ɜ ɞɚɥɶɧɟɣɲɟɦ ɦɨɝɭɬ ɫɨɡɞɚɜɚɬɶɫɹ ɢ 

ɮɨɪɦɢɪɨɜɚɬɶɫɹ ɞɟɥɨɜɵɟ ɫɟɬɢ-ɤɨɦɩɥɟɤɫɵ – ɦɧɨɝɨɫɬɨɪɨɧɧɢɟ ɨɪɝɚɧɢɡɚɰɢɨɧɧɵɟ 

ɫɬɪɭɤɬɭɪɵ. ȼɚɠɧɟɣɲɟɣ ɡɚɞɚɱɟɣ ɫɟɬɟɜɵɯ ɨɪɝɚɧɢɡɚɰɢɣ ɹɜɥɹɟɬɫɹ ɤɨɧɬɪɨɥɶ ɢ 

ɪɚɡɜɢɬɢɟ ɫɬɪɚɬɟɝɢɱɟɫɤɨɝɨ ɩɚɪɬɧɟɪɫɬɜɚ ɫ ɩɨɬɪɟɛɢɬɟɥɹɦɢ, ɩɨɫɬɚɜɳɢɤɚɦɢ ɢ 

ɞɢɫɬɪɢɛɶɸɬɨɪɚɦɢ. Ɇɚɪɤɟɬɢɧɝ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɜ ɞɚɧɧɵɯ ɨɪɝɫɬɪɭɤɬɭɪɚɯ 
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ɩɟɪɟɜɨɞɢɬ ɩɪɨɰɟɫɫɵ ɭɩɪɚɜɥɟɧɢɹ ɫ ɭɪɨɜɧɹ ɦɢɤɪɨɷɤɨɧɨɦɢɤɢ ɧɚ ɭɪɨɜɟɧɶ 

ɦɚɤɪɨɷɤɨɧɨɦɢɤɢ, ɝɞɟ ɨɛɴɟɤɬɚɦɢ ɢ ɰɟɥɹɦɢ ɹɜɥɹɸɬɫɹ ɭɠɟ ɧɟ ɬɨɜɚɪɵ ɢ ɮɢɪɦɵ, ɚ 

ɢɧɞɢɜɢɞɵ, ɫɨɰɢɚɥɶɧɵɟ ɩɪɨɰɟɫɫɵ ɢ ɨɪɝɚɧɢɡɚɰɢɢ, ɫɜɹɡɚɧɧɵɟ ɜ ɟɞɢɧɭɸ ɫɢɫɬɟɦɭ 

ɨɬɧɨɲɟɧɢɣ. 

ȼ ɨɬɥɢɱɢɟ ɨɬ ɬɪɚɞɢɰɢɨɧɧɵɯ ɨɪɝɚɧɢɡɚɰɢɣ ɜ ɫɟɬɟɜɵɯ ɨɪɝɚɧɢɡɚɰɢɹɯ 

ɦɚɪɤɟɬɢɧɝ ɢɝɪɚɟɬ ɭɧɢɤɚɥɶɧɭɸ, ɨɫɨɛɭɸ ɪɨɥɶ ɢ ɧɚɰɟɥɟɧ ɧɚ ɫɬɚɧɨɜɥɟɧɢɟ: 

• ɫɬɪɚɬɟɝɢɱɟɫɤɢɯ ɩɚɪɬɧɟɪɫɬɜ ɫ ɩɨɫɬɚɜɳɢɤɚɦɢ ɢ ɬɟɯɧɨɥɨɝɢɱɟɫɤɢɦɢ ɩɚɪɬɧɟɪɚɦɢ, 

ɛɟɡ ɤɨɬɨɪɵɯ ɮɢɪɦɚ ɧɟ ɫɩɨɫɨɛɧɚ ɪɟɚɥɢɡɨɜɚɬɶ ɫɜɨɢ ɰɟɥɢ ɧɚ ɪɵɧɤɟ; 

• ɞɨɥɝɨɜɪɟɦɟɧɧɵɯ ɨɬɧɨɲɟɧɢɣ ɫ ɩɨɬɪɟɛɢɬɟɥɹɦɢ. 

ȼ ɫɜɹɡɢ ɫ ɷɬɢɦ ɜ ɫɟɬɟɜɵɯ ɨɪɝɚɧɢɡɚɰɢɹɯ ɞɥɹ ɦɚɪɤɟɬɨɥɨɝɨɜ ɮɨɪɦɢɪɭɟɬɫɹ 

ɞɜɚ ɜɚɠɧɟɣɲɢɯ ɢ ɩɟɪɜɨɨɱɟɪɟɞɧɵɯ ɧɚɩɪɚɜɥɟɧɢɹ ɞɟɹɬɟɥɶɧɨɫɬɢ: ɦɚɪɤɟɬɢɧɝɨɜɵɟ 

ɩɪɨɞɚɠɢ ɢ ɨɛɟɫɩɟɱɟɧɢɟ ɩɨɫɬɚɜɨɤ. 

ɉɪɨɰɟɫɫ ɫɬɚɧɨɜɥɟɧɢɹ ɦɚɪɤɟɬɢɧɝɚ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɦɨɠɟɬ ɛɵɬɶ 

ɢɡɨɛɪɚɠɟɧ ɫɥɟɞɭɸɳɟɣ ɫɯɟɦɨɣ (ɪɢɫɭɧɨɤ 1.4). 

 

 

Ɇɟɧɹɟɬɫɹ ɢ ɦɚɪɤɟɬɢɧɝɨɜɚɹ ɮɭɧɤɰɢɹ ɫ ɩɟɪɟɯɨɞɨɦ ɨɬ ɫɞɟɥɨɤ (ɟɞɢɧɢɱɧɵɯ) ɤ 

ɞɟɥɨɜɵɦ ɫɟɬɹɦ. ɉɪɢ ɱɢɫɬɨ ɪɵɧɨɱɧɨɣ ɮɨɪɦɟ ɨɪɝɚɧɢɡɚɰɢɢ ɥɸɛɚɹ ɞɟɹɬɟɥɶɧɨɫɬɶ 

ɪɚɫɫɦɚɬɪɢɜɚɟɬɫɹ ɤɚɤ ɫɨɜɨɤɭɩɧɨɫɬɶ ɨɬɞɟɥɶɧɵɯ ɪɵɧɨɱɧɵɯ 

ɫɞɟɥɨɤ (ɝɞɟ ɰɟɧɚ ɫɨɞɟɪɠɢɬ ɨ ɩɪɨɞɭɤɬɟ ɜɫɸ ɧɟɨɛɯɨɞɢɦɭɸ ɢɧɮɨɪɦɚɰɢɸ). Ɋɨɥɶ 

ɦɚɪɤɟɬɢɧɝɚ ɡɞɟɫɶ ɫɜɨɞɢɬɫɹ ɤ ɧɚɯɨɠɞɟɧɢɸ ɩɨɤɭɩɚɬɟɥɹ. ȼ ɩɨɥɟ ɞɟɹɬɟɥɶɧɨɫɬɢ 

ɫɬɪɚɬɟɝɢɱɟɫɤɢɯ ɚɥɶɹɧɫɨɜ ɩɚɪɬɧɟɪ ɦɨɠɟɬ ɛɵɬɶ ɨɞɧɨɜɪɟɦɟɧɧɨ ɢ ɩɨɬɪɟɛɢɬɟɥɟɦ, 

ɢ ɤɨɧɤɭɪɟɧɬɨɦ, ɢ ɩɨɫɬɚɜɳɢɤɨɦ. ȼ ɷɬɨɦ ɫɥɭɱɚɟ ɩɪɟɞɩɪɢɹɬɢɹ ɜɫё ɜ ɛɨɥɶɲɟɣ 

ɫɬɟɩɟɧɢ ɢɫɩɨɥɶɡɭɸɬ ɚɞɦɢɧɢɫɬɪɚɬɢɜɧɵɣ, ɭɩɪɚɜɥɟɧɱɟɫɤɢɣ (ɛɸɪɨɤɪɚɬɢɱɟɫɤɢɣ), 

ɢ ɜɫё ɜ ɦɟɧɶɲɟɣ ɫɬɟɩɟɧɢ ɪɵɧɨɱɧɵɣ ɤɨɧɬɪɨɥɶ. 
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ɇɚ ɦɢɤɪɨɭɪɨɜɧɟ ɨɛɴɟɤɬɚɦɢ ɚɧɚɥɢɡɚ ɞɥɹ ɦɚɪɤɟɬɨɥɨɝɨɜ ɨɫɬɚɸɬɫɹ: ɬɨɜɚɪɵ, 

ɰɟɧɵ, ɩɪɟɞɩɪɢɹɬɢɹ, ɫɞɟɥɤɢ (ɩɪɨɰɟɫɫɵ ɨɛɦɟɧɚ), ɚ ɧɚ ɦɚɤɪɨɭɪɨɜɧɟ – ɫɭɛɴɟɤɬɵ, 

ɫɨɰɢɚɥɶɧɵɟ ɩɪɨɰɟɫɫɵ, ɨɪɝɚɧɢɡɚɰɢɢ, ɩɨɬɪɟɛɢɬɟɥɢ, ɩɪɟɜɪɚɬɢɜɲɢɟɫɹ 

ɜ ɩɚɪɬɧɟɪɨɜ. ȼ ɝɥɨɛɚɥɶɧɵɯ ɷɤɨɧɨɦɢɱɟɫɤɢɯ ɩɪɨɰɟɫɫɚɯ ɨɫɨɛɨɟ ɜɧɢɦɚɧɢɟ 

ɭɞɟɥɹɟɬɫɹ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦ, ɜɡɚɢɦɨɞɟɣɫɬɜɢɹɦ, ɚ ɧɟ ɩɪɨɫɬɵɦ ɚɤɬɚɦ ɤɭɩɥɢ- 

ɩɪɨɞɚɠɢ. 

ȼ ɰɟɥɨɦ, ɤɨɪɩɨɪɚɬɢɜɧɵɣ ɭɪɨɜɟɧɶ ɦɚɪɤɟɬɢɧɝɨɜɨɝɨ ɭɩɪɚɜɥɟɧɢɹ ɧɚɰɟɥɟɧ, 

ɩɪɟɠɞɟ ɜɫɟɝɨ, ɧɚ: 

• ɚɧɚɥɢɡ ɫɬɪɭɤɬɭɪɵ ɪɵɧɤɚ; 

• ɢɫɫɥɟɞɨɜɚɧɢɹ ɦɨɬɢɜɚɰɢɣ ɢ ɢɧɬɟɪɟɫɨɜ ɩɨɬɪɟɛɢɬɟɥɟɣ; 

• ɩɨɡɢɰɢɨɧɢɪɨɜɚɧɢɟ ɮɢɪɦɵ ɜ ɰɟɩɨɱɤɟ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɷɤɨɧɨɦɢɱɟɫɤɢɯ 

ɫɭɛɴɟɤɬɨɜ. 

Ɇɚɪɤɟɬɢɧɝ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɫɩɨɫɨɛɫɬɜɭɟɬ ɪɚɫɩɪɟɞɟɥɟɧɢɸ 

ɨɬɜɟɬɫɬɜɟɧɧɨɫɬɢ ɡɚ ɩɪɢɧɹɬɢɟ ɪɟɲɟɧɢɣ ɜ ɨɛɥɚɫɬɢ ɦɚɪɤɟɬɢɧɝɚ ɧɚ ɜɟɫɶ ɩɟɪɫɨɧɚɥ 

ɩɪɟɞɩɪɢɹɬɢɹ, ɜɤɥɸɱɚɹ ɦɟɧɟɞɠɟɪɨɜ ɭɩɪɚɜɥɟɧɱɟɫɤɨɝɨ ɡɜɟɧɚ. Ⱥɩɩɚɪɚɬ ɭɩɪɚɜɥɟɧɢɹ 

ɮɢɪɦɨɣ ɫɬɚɧɨɜɢɬɫɹ ɨɬɜɟɬɫɬɜɟɧɧɵɦ ɡɚ ɮɨɪɦɢɪɨɜɚɧɢɟ ɞɨɥɝɨɜɪɟɦɟɧɧɵɯ 

ɜɡɚɢɦɨɜɵɝɨɞɧɵɯ ɨɬɧɨɲɟɧɢɣ ɫ ɤɥɢɟɧɬɚɦɢ. 

 

1.3 Ɉɩɵɬ ɨɪɝɚɧɢɡɚɰɢɢ ɦɚɪɤɟɬɢɧɝɚ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɫ ɤɥɢɟɧɬɚɦɢ 
ɜ Ɋɨɫɫɢɢ 
 

Ɇɚɪɤɟɬɢɧɝ ɜ Ɋɨɫɫɢɢ ɫɬɚɧɨɜɢɬɫɹ ɜɫɟ ɛɨɥɟɟ ɡɧɚɱɢɦɵɦ ɹɜɥɟɧɢɟɦ. ɇɚɲɢ 

ɭɱɟɧɵɟ ɭɞɟɥɹɸɬ ɛɨɥɶɲɨɟ ɜɧɢɦɚɧɢɟ ɦɚɪɤɟɬɢɧɝɨɜɵɦ ɢɫɫɥɟɞɨɜɚɧɢɹɦ ɢ ɨɰɟɧɤɟ 

ɤɨɧɤɭɪɟɧɬɨɫɩɨɫɨɛɧɨɫɬɢ ɪɵɧɤɨɜ, ɮɢɪɦ ɢ ɬɨɜɚɪɨɜ, ɦɚɪɤɟɬɢɧɝɭ ɢɧɧɨɜɚɰɢɣ ɢ 

ɧɨɜɟɣɲɢɯ ɬɟɯɧɨɥɨɝɢɣ, ɩɪɨɛɥɟɦɚɦ ɨɪɝɚɧɢɡɚɰɢɣ ɫɨɜɪɟɦɟɧɧɵɯ ɤɨɦɦɭɧɢɤɚɰɢɣ 

ɜɨɨɛɳɟ ɢ ɢɧɬɟɝɪɢɪɨɜɚɧɧɵɯ ɦɚɪɤɟɬɢɧɝɨɜɵɯ ɤɨɦɦɭɧɢɤɚɰɢɣ ɜ ɱɚɫɬɧɨɫɬɢ. 

Ɂɚɩɚɞɧɵɣ ɨɩɵɬ ɫɬɚɧɨɜɥɟɧɢɹ ɦɚɪɤɟɬɢɧɝɚ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɦɨɠɟɬ ɧɚɣɬɢ 

ɲɢɪɨɤɨɟ ɩɪɢɦɟɧɟɧɢɟ ɢ ɜ Ɋɨɫɫɢɢ.  

Ɂɚ ɝɨɞɵ ɪɟɮɨɪɦ ɜ ɧɚɲɟɣ ɫɬɪɚɧɟ ɩɪɨɢɡɨɲɥɨ ɪɚɡɪɭɲɟɧɢɟ ɩɪɟɠɧɟɣ 

ɚɞɦɢɧɢɫɬɪɚɬɢɜɧɨɣ ɫɢɫɬɟɦɵ ɷɤɨɧɨɦɢɤɢ, ɢ ɫɟɝɨɞɧɹ ɧɚ ɪɭɛɟɠɟ ɫɬɨɥɟɬɢɣ ɨɫɬɪɨ 



36 

 

ɫɬɨɹɬ ɡɚɞɚɱɢ ɧɨɜɨɣ ɢɧɞɭɫɬɪɢɚɥɢɡɚɰɢɢ ɢ ɮɨɪɦɢɪɨɜɚɧɢɹ ɧɨɜɨɣ ɫɢɫɬɟɦɵ ɢ 

ɫɬɪɭɤɬɭɪɵ ɯɨɡɹɣɫɬɜɟɧɧɵɯ ɫɜɹɡɟɣ, ɧɨɜɵɯ ɢɧɫɬɪɭɦɟɧɬɨɜ ɢ ɦɟɬɨɞɨɜ ɭɩɪɚɜɥɟɧɢɹ. 

Ʉ ɫɨɠɚɥɟɧɢɸ, ɜɧɟɞɪɟɧɢɟ ɦɚɪɤɟɬɢɧɝɨɜɨɣ ɤɨɧɰɟɩɰɢɢ, ɨɪɢɟɧɬɢɪɨɜɚɧɧɨɣ ɧɚ 

ɩɨɬɪɟɛɢɬɟɥɹ, ɜ ɧɚɲɟɣ ɫɬɪɚɧɟ ɧɟɦɧɨɝɨ ɡɚɩɨɡɞɚɥɨ ɜ ɫɪɚɜɧɟɧɢɢ ɫ Ɂɚɩɚɞɨɦ, ɧɨ 

ɩɨɫɬɟɩɟɧɧɨ ɢ ɧɚɲɢ ɦɟɧɟɞɠɟɪɵ-ɦɚɪɤɟɬɨɥɨɝɢ ɨɫɜɚɢɜɚɸɬ ɧɨɜɭɸ ɤɭɥɶɬɭɪɭ ɢ 

ɢɧɫɬɪɭɦɟɧɬ ɨɛɳɟɧɢɹ ɫ ɩɨɬɪɟɛɢɬɟɥɟɦ. Ɂɚɤɨɧɨɞɚɬɟɥɟɦ ɦɨɞ ɧɚ ɪɵɧɤɟ 

ɚɜɬɨɦɚɬɢɡɢɪɭɸɳɢɯ ɫɢɫɬɟɦ ɜ ɊɎ ɞɚɜɧɨ ɹɜɥɹɟɬɫɹ ɫɢɫɬɟɦɚ 1ɋ (ɫɢɫɬɟɦɚ ɜɟɞɟɧɢɹ 

ɛɭɯɝɚɥɬɟɪɫɤɨɝɨ, ɮɢɧɚɧɫɨɜɨɝɨ ɢ ɧɚɥɨɝɨɜɨɝɨ ɭɱɟɬɚ). ȼ ɧɚɫɬɨɹɳɟɟ ɜɪɟɦɹ ɦɧɨɝɢɟ 

ɩɪɟɞɩɪɢɹɬɢɹ ɨɪɢɟɧɬɢɪɭɸɬɫɹ ɧɚ ɧɟɟ ɢ ɢɯ ɩɪɨɝɪɚɦɦɵ ɬɟɫɧɨ ɢɧɬɟɝɪɢɪɭɸɬɫɹ ɫ ɧɟɣ. 

ȼ ɱɚɫɬɧɨɫɬɢ, ɷɬɨ – 1ɋ-Ɋɚɪɭɫ, CRM: «ȼɡɚɢɦɨɨɬɧɨɲɟɧɢɹ ɫ ɤɥɢɟɧɬɚɦɢ», «Min 

Peak, Win Peak CRM», «ɉɪɨ-ɂɧɜɟɫɬ ɂɌ. Quik Expert/Sales Expert», «Ⱥɫɬɪɨɫɨɮɬ. 

Ⱦɟɥɨɜɨɟ Ⱦɨɫɶɟ: Ʉɥɢɟɧɬɵ», «Ʉɨɦɩɚɫ», «Ȼɢɡɧɟɫ-ɇɚɜɢɝɚɬɨɪ. Ɇɨɧɢɬɨɪ 2.5 

Professional». ɉɨɡɢɬɢɜɧɚɹ ɫɬɨɪɨɧɚ ɬɚɤɢɯ ɩɪɨɝɪɚɦɦ – ɢɯ ɪɭɫɢɮɢɤɚɰɢɹ ɢ 

ɩɪɟɞɨɫɬɚɜɥɟɧɢɟ ɞɨɫɬɚɬɨɱɧɨ ɲɢɪɨɤɨɝɨ ɫɩɟɤɬɪɚ ɭɫɥɭɝ. 

Ɉɫɨɛɟɧɧɨɫɬɶɸ ɜɧɟɞɪɟɧɢɹ CRM-ɫɢɫɬɟɦ ɜ Ɋɨɫɫɢɢ ɹɜɥɹɟɬɫɹ ɢɯ ɨɱɟɧɶ ɩɥɨɯɚɹ 

ɡɚɳɢɬɚ ɨɬ ɧɟɫɚɧɤɰɢɨɧɢɪɨɜɚɧɧɨɝɨ ɢɫɩɨɥɶɡɨɜɚɧɢɹ. ȼ ɂɧɬɟɪɧɟɬɟ ɫɭɳɟɫɬɜɭɟɬ 

ɧɟɫɤɨɥɶɤɨ ɫɚɣɬɨɜ, ɝɞɟ ɡɚ ɫɢɦɜɨɥɢɱɟɫɤɭɸ ɩɥɚɬɭ ɢɥɢ ɜɨɨɛɳɟ ɛɟɫɩɥɚɬɧɨ ɦɨɠɧɨ 

ɨɛɡɚɜɟɫɬɢɫɶ ɩɨɫɥɟɞɧɟɣ ɜɟɪɫɢɟɣ ɩɪɚɤɬɢɱɟɫɤɢ ɥɸɛɨɣ CRM- ɫɢɫɬɟɦɵ. ɏɨɬɹ 

ɩɢɪɚɬɫɬɜɨ ɜɫɟɝɞɚ ɛɵɥɨ ɩɪɨɛɥɟɦɨɣ ɊɎ, ɧɨ ɭɦɟɧɶɲɢɬɶ ɨɛɴɟɦ ɩɪɨɞɚɠ ɥɟɝɚɥɶɧɨɝɨ 

ɩɪɨɞɭɤɬɚ ɦɨɠɧɨ ɡɚ ɫɱɟɬ ɧɟɛɨɥɶɲɢɯ ɮɢɪɦ, ɤɨɬɨɪɵɦ ɥɟɝɱɟ 

ɩɪɢɨɛɪɟɬɚɬɶ ɬɚɤɭɸ ɠɟ ɩɪɨɝɪɚɦɦɭ ɛɟɡ ɤɚɤɢɯ-ɥɢɛɨ ɜɥɨɠɟɧɢɣ. 

ȿɳɟ ɨɞɧɚ ɩɪɨɛɥɟɦɚ, ɤɨɬɨɪɨɣ ɧɟɨɛɯɨɞɢɦɨ ɭɞɟɥɹɬɶ ɜɧɢɦɚɧɢɟ, ɫɜɹɡɚɧɚ ɫɨ 

ɜɫɟɦ ɤɥɚɫɫɨɦ ɭɱɟɬɧɨ-ɭɩɪɚɜɥɟɧɱɟɫɤɢɯ ɫɢɫɬɟɦ. ȼ ɩɪɨɰɟɫɫɟ ɜɧɟɞɪɟɧɢɹ ɩɪɨɝɪɚɦɦ 

ɬɚɤɨɝɨ ɜɢɞɚ ɧɚ ɩɪɟɞɩɪɢɹɬɢɢ ɜɨɡɧɢɤɚɸɬ ɩɪɟɬɟɧɡɢɢ ɤɥɢɟɧɬɨɜ ɤ ɤɨɦɩɚɧɢɹɦ-

ɩɨɫɬɚɜɳɢɤɚɦ. 

Ⱦɥɹ ɪɚɡɪɟɲɟɧɢɹ ɩɨɞɨɛɧɵɯ ɤɨɥɥɢɡɢɣ ɧɚ Ɂɚɩɚɞɟ ɞɚɜɧɨ ɩɨɥɶɡɭɸɬɫɹ 

ɭɫɥɭɝɚɦɢ ɧɟɡɚɜɢɫɢɦɨɝɨ ɚɭɞɢɬɚ, ɫɬɪɚɯɨɜɚɧɢɹ ɢ ɸɪɢɫɬɨɜ, ɪɨɫɫɢɣɫɤɢɦ 

ɦɚɪɤɟɬɨɥɨɝɚɦ ɩɪɟɞɫɬɨɢɬ ɟɳɟ ɭɱɢɬɶɫɹ ɧɚ ɢɯ ɨɩɵɬɟ. 

Ɇɧɨɝɨ ɧɚɪɟɤɚɧɢɣ ɢ ɩɪɟɬɟɧɡɢɣ ɜɨɡɧɢɤɚɟɬ ɜ ɫɢɥɭ ɧɟɩɪɨɮɟɫɫɢɨɧɚɥɢɡɦɚ 

ɤɨɧɫɭɥɶɬɚɧɬɨɜ, ɩɨ ɋRɆ-ɫɢɫɬɟɦɚɦ. ɋɟɝɨɞɧɹ ɨɫɬɪɨ ɜɨɡɧɢɤɥɚ ɧɟɨɛɯɨɞɢɦɨɫɬɶ ɜ 
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ɧɟɡɚɜɢɫɢɦɨɣ ɷɤɫɩɟɪɬɢɡɟ, ɬɚɤ ɤɚɤ ɫɚɦɨɫɬɨɹɬɟɥɶɧɨ ɪɚɡɪɟɲɚɬɶ ɪɚɡɧɨɝɥɚɫɢɹ 

ɫɬɚɧɨɜɢɬɫɹ ɜɫɟ ɛɨɥɟɟ ɧɟɜɨɡɦɨɠɧɵɦ. Ɇɚɫɫɨɜɵɟ ɩɪɨɞɚɠɢ ɢ ɜɧɟɞɪɟɧɢɟ CRM- 

ɫɢɫɬɟɦ ɩɪɢɜɨɞɹɬ ɤ ɩɨɬɟɪɟ ɤɚɱɟɫɬɜɚ ɩɨɥɭɱɚɟɦɵɯ ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɨɜ ɢ ɪɨɫɬɭ 

ɧɟɞɨɜɨɥɶɫɬɜɚ ɭ ɧɟɩɨɫɪɟɞɫɬɜɟɧɧɵɯ ɩɨɥɶɡɨɜɚɬɟɥɟɣ ɬɚɤɢɯ ɩɪɨɝɪɚɦɦ, ɧɨ, ɧɟɫɦɨɬɪɹ 

ɧɚ ɦɧɨɝɢɟ ɩɪɟɩɹɬɫɬɜɢɹ, ɪɵɧɨɤ CRM-ɫɢɫɬɟɦ ɢ ɬɟɯɧɨɥɨɝɢɣ ɪɚɡɜɢɜɚɟɬɫɹ. Ɇɧɨɝɢɟ 

ɩɪɟɞɩɪɢɹɬɢɹ ɩɪɟɨɞɨɥɟɜɚɸɬ ɩɪɨɬɢɜɨɪɟɱɢɹ ɪɨɫɬɚ, ɭɫɩɟɲɧɨ ɩɨɜɵɲɚɸɬ ɭɪɨɜɟɧɶ 

ɨɛɫɥɭɠɢɜɚɧɢɹ ɫɜɨɢɯ ɤɥɢɟɧɬɨɜ, ɞɨɛɢɜɚɹɫɶ ɩɨɜɵɲɟɧɢɹ ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɪɚɛɨɬɵ 

ɩɟɪɫɨɧɚɥɚ, ɭɥɭɱɲɟɧɢɹ ɫɟɪɜɢɫɚ. ɋ 2000 ɝ. ɜ ɞɟɹɬɟɥɶɧɨɫɬɢ ɪɨɫɫɢɣɫɤɢɯ 

ɦɚɪɤɟɬɨɥɨɝɨɜ ɧɚɱɚɥɨɫɶ ɚɤɬɢɜɧɨɟ ɜɧɟɞɪɟɧɢɟ ɢ ɞɪɭɝɢɯ ɢɧɫɬɪɭɦɟɧɬɨɜ ɢ ɦɟɬɨɞɨɜ 

ɦɚɪɤɟɬɢɧɝɚ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ. ɉɪɟɠɞɟ ɜɫɟɝɨ, ɷɬɨ ɤɚɫɚɟɬɫɹ ɫɬɚɞɢɢ ɩɪɨɞɜɢɠɟɧɢɹ 

ɢ ɫɬɢɦɭɥɢɪɨɜɚɧɢɹ ɩɪɨɞɚɠ, ɜ ɫɜɹɡɢ ɫ ɱɟɦ, ɛɨɥɶɲɨɟ ɪɚɫɩɪɨɫɬɪɚɧɟɧɢɟ ɩɨɥɭɱɚɸɬ 

ɨɪɝɚɧɢɡɚɰɢɹ ɫɩɟɰɢɚɥɶɧɵɯ ɩɪɟɡɟɧɬɚɰɢɣ ɬɨɜɚɪɚ ɤɥɢɟɧɬɚɦ, ɥɶɝɨɬɧɵɟ ɫɤɢɞɤɢ ɢ 

ɩɨɫɬɚɜɤɢ ɩɪɨɞɭɤɰɢɢ. 

ȼ ɩɨɫɥɟɞɧɢɟ ɝɨɞɵ ɧɚɱɚɥɫɹ ɩɪɨɰɟɫɫ ɡɚɪɨɠɞɟɧɢɹ ɤɥɭɛɨɜ-ɩɨɬɪɟɛɢɬɟɥɟɣ ɢ 

ɤɥɭɛɧɵɯ ɨɬɧɨɲɟɧɢɣ, ɱɬɨ ɩɨɡɜɨɥɹɟɬ ɧɟ ɬɨɥɶɤɨ ɫɨɡɞɚɜɚɬɶ ɝɪɭɩɩɵ ɥɨɹɥɶɧɵɯ 

ɩɨɬɪɟɛɢɬɟɥɟɣ, ɧɨ ɢ ɮɨɪɦɢɪɨɜɚɬɶ ɭɫɬɨɣɱɢɜɵɟ ɢ ɞɨɥɝɨɜɪɟɦɟɧɧɵɟ ɫɜɹɡɢ. ȼ 

ɡɚɜɟɪɲɟɧɢɢ ɨɬɦɟɬɢɦ, ɱɬɨ ɨɫɧɨɜɧɵɦɢ ɩɪɢɱɢɧɚɦɢ, ɜɵɡɜɚɜɲɢɦɢ ɩɨɹɜɥɟɧɢɟ 

ɬɚɤɨɝɨ ɮɟɧɨɦɟɧɚ ɤɚɤ ɦɚɪɤɟɬɢɧɝ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ, ɹɜɢɥɢɫɶ:  

• ɝɥɨɛɚɥɢɡɚɰɢɹ ɢ ɨɛɨɛɳɟɫɬɜɥɟɧɢɟ ɩɪɨɢɡɜɨɞɢɬɟɥɶɧɵɯ ɫɢɥ, ɡɚɫɬɚɜɥɹɸɳɢɟ 

ɩɪɟɞɩɪɢɧɢɦɚɬɟɥɟɣ ɨɬɯɨɞɢɬɶ ɨɬ ɪɚɡɪɭɲɢɬɟɥɶɧɨɣ ɤɨɧɤɭɪɟɧɰɢɢ; 

• ɪɚɫɲɢɪɟɧɢɟ ɫɬɚɧɞɚɪɬɢɡɚɰɢɢ ɩɪɨɢɡɜɨɞɫɬɜɚ ɩɪɨɞɭɤɰɢɢ ɢ ɪɚɡɜɢɬɢɟ ɫɟɪɜɢɫɧɨɝɨ 

ɩɪɟɞɩɪɢɧɢɦɚɬɟɥɶɫɬɜɚ; 

• ɞɢɧɚɦɢɱɧɨɟ ɪɚɡɜɢɬɢɟ ɷɥɟɤɬɪɨɧɧɵɯ ɬɟɯɧɨɥɨɝɢɣ; 

• ɛɭɪɧɨɟ ɪɚɡɜɢɬɢɟ ɨɬɪɚɫɥɟɜɵɯ ɪɵɧɤɨɜ; 

• ɫɬɚɧɨɜɥɟɧɢɟ ɫɢɫɬɟɦɵ ɭɩɪɚɜɥɟɧɢɹ ɤɚɱɟɫɬɜɨɦ ɩɪɨɞɭɤɰɢɢ; 

• ɮɨɪɦɢɪɨɜɚɧɢɟ ɧɨɜɵɯ ɦɨɞɟɥɟɣ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɜ ɫɢɫɬɟɦɟ ɩɨɫɬɚɜɨɤ ɩɪɨɞɭɤɰɢɢ: 

ɄȺɇȻȺɇ (KANBAN) ɢ Ʉɟɣɪɟɰɭ (Keiretsu). 

ȼ ɰɟɥɨɦ, ɪɨɫɬ ɜɧɢɦɚɧɢɹ ɤ ɦɚɪɤɟɬɢɧɝɭ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɢ ɤ CRM- 

ɬɟɯɧɨɥɨɝɢɹɦ ɜ Ɋɨɫɫɢɢ ɜɫɟ ɛɨɥɟɟ ɫɬɚɧɨɜɢɬɫɹ ɜɚɠɧɟɣɲɟɣ ɫɨɫɬɚɜɥɹɸɳɟɣ 
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ɢɧɧɨɜɚɰɢɨɧɧɨɝɨ ɪɚɡɜɢɬɢɹ ɨɪɝɚɧɢɡɚɰɢɣ, ɫɬɪɟɦɹɳɢɯɫɹ ɤ ɞɨɫɬɢɠɟɧɢɸ 

ɭɫɬɨɣɱɢɜɵɯ ɤɨɧɤɭɪɟɧɬɧɵɯ ɩɪɟɢɦɭɳɟɫɬɜ ɢ ɤ ɢɧɬɟɧɫɢɜɧɨɦɭ ɪɨɫɬɭ. 
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ɁȺɄɅɘɑȿɇɂȿ  
ɋɢɫɬɟɦɵ CRM – ɷɬɨ ɪɚɡɜɢɜɚɸɳɟɟɫɹ ɧɚ ɪɨɫɫɢɣɫɤɨɦ ɪɵɧɤɟ ɢ ɞɚɜɧɨ 

ɩɪɢɧɹɬɨɟ ɧɚ ɡɚɪɭɛɟɠɧɨɦ ɧɚɩɪɚɜɥɟɧɢɟ, ɩɨɡɜɨɥɹɸɳɟɟ ɦɚɤɫɢɦɚɥɶɧɨ 
ɫɮɨɤɭɫɢɪɨɜɚɬɶɫɹ ɧɚ ɩɨɠɟɥɚɧɢɹɯ ɤɥɢɟɧɬɚ ɢ ɭɞɨɜɥɟɬɜɨɪɢɬɶ ɢɯ ɧɚɢɛɨɥɟɟ ɩɨɥɧɨ ɢ 
ɨɩɟɪɚɬɢɜɧɨ, ɚ ɬɚɤɠɟ ɨɩɪɟɞɟɥɢɬɶ ɩɪɨɛɥɟɦɵ, ɧɟɞɨɱɟɬɵ ɜ ɪɚɛɨɬɟ ɩɪɟɞɩɪɢɹɬɢɹ, ɢɯ 
ɩɪɢɱɢɧɵ ɢ ɜɨɜɪɟɦɹ ɢɯ ɭɫɬɪɚɧɢɬɶ, ɧɟ ɩɨɡɜɨɥɢɜ ɧɟɭɞɨɜɥɟɬɜɨɪɟɧɧɵɦ ɤɥɢɟɧɬɚɦ 
ɩɟɪɟɣɬɢ ɤ ɤɨɧɤɭɪɟɧɬɚɦ.  

ɑɟɦ ɛɨɥɶɲɟ ɬɨɱɟɤ ɤɨɧɬɚɤɬɚ ɫ ɩɨɬɪɟɛɢɬɟɥɟɦ, ɬɟɦ ɛɨɥɶɲɟ ɭ ɩɨɬɪɟɛɢɬɟɥɹ 
ɜɨɡɦɨɠɧɨɫɬɟɣ ɜɵɫɤɚɡɚɬɶɫɹ, ɚ ɭ ɮɢɪɦɵ – ɫɨɛɪɚɬɶ ɛɚɡɭ ɞɚɧɧɵɯ ɞɥɹ ɚɧɚɥɢɡɚ ɫɜɨɟɣ 
ɞɟɹɬɟɥɶɧɨɫɬɢ ɢ ɩɨɫɥɟɞɭɸɳɟɣ ɤɨɪɪɟɤɬɢɪɨɜɤɢ ɦɚɪɤɟɬɢɧɝɨɜɨɣ ɫɬɪɚɬɟɝɢɢ.  

ɗɬɨɬ ɧɚɛɨɪ ɢɧɫɬɪɭɦɟɧɬɨɜ ɧɚ ɬɟɤɭɳɢɣ ɞɟɧɶ ɜɵɯɨɞɢɬ ɡɚ ɪɚɦɤɢ ɬɨɥɶɤɨ 
ɭɩɪɚɜɥɟɧɢɹ ɨɛɫɥɭɠɢɜɚɧɢɟɦ ɤɥɢɟɧɬɨɜ, ɢ ɩɪɨɝɪɚɦɦɧɵɟ ɩɪɨɞɭɤɬɵ, ɩɪɟɞɥɚɝɚɟɦɵɟ 
ɫɨɜɪɟɦɟɧɧɵɦɢ ɩɪɨɢɡɜɨɞɢɬɟɥɹɦɢ, ɜɤɥɸɱɚɸɬ ɜ ɫɟɛɹ ɮɭɧɤɰɢɨɧɚɥ ɞɥɹ ɭɩɪɚɜɥɟɧɢɹ 
ɧɟ ɬɨɥɶɤɨ ɦɚɪɤɟɬɢɧɝɨɦ, ɧɨ ɢ ɜɫɟɦɢ ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɚɦɢ, ɤɨɬɨɪɵɟ ɦɨɠɧɨ 
ɞɟɬɚɥɢɡɢɪɨɜɚɬɶ ɞɨ ɩɟɪɟɩɢɫɤɢ ɦɟɠɞɭ ɩɨɞɪɚɡɞɟɥɟɧɢɹɦɢ, ɚ ɬɚɤɠɟ ɧɚɫɬɪɨɢɬɶ 
ɤɚɠɞɨɦɭ ɩɨɥɶɡɨɜɚɬɟɥɸ ɫɢɫɬɟɦɵ ɫɜɨɣ ɭɪɨɜɟɧɶ ɞɨɫɬɭɩɚ ɤ ɢɧɮɨɪɦɚɰɢɢ ɫɨɝɥɚɫɧɨ 
ɟɝɨ ɮɭɧɤɰɢɹɦ ɧɚ ɮɢɪɦɟ.  

ȼɟɫɶ ɧɚɛɨɪ ɩɨɡɜɨɥɹɟɬ ɦɚɤɫɢɦɚɥɶɧɨ ɨɩɟɪɚɬɢɜɧɨ ɪɟɲɚɬɶ ɜɨɡɧɢɤɚɸɳɢɟ 
ɩɪɨɛɥɟɦɵ ɧɟ ɬɨɥɶɤɨ ɡɚ ɫɱɟɬ ɚɜɬɨɦɚɬɢɡɚɰɢɢ ɪɚɛɨɬɵ, ɧɨ ɢ ɡɚ ɫɱɟɬ ɤɥɚɫɫɢɮɢɤɚɰɢɢ 
ɜɫɟɝɨ ɦɚɫɫɢɜɚ ɞɚɧɧɵɯ ɢ ɜɨɡɦɨɠɧɨɫɬɢ ɜɵɝɪɭɠɚɬɶ ɢɡ ɧɟɝɨ ɛɚɡɵ ɞɚɧɧɵɯ ɢ ɥɸɛɭɸ 
ɢɧɮɨɪɦɚɰɢɸ ɫɨɝɥɚɫɧɨ ɬɟɤɭɳɢɦ ɰɟɥɹɦ ɢ ɡɚɞɚɱɚɦ ɫ ɢɫɩɨɥɶɡɨɜɚɧɢɟɦ 
ɧɟɨɛɯɨɞɢɦɵɯ ɮɢɥɶɬɪɨɜ.  

CRM-ɫɢɫɬɟɦɚ ɞɚɟɬ ɜɨɡɦɨɠɧɨɫɬɶ ɤɨɧɬɪɨɥɢɪɨɜɚɬɶ ɜɫɟ ɞɟɣɫɬɜɢɹ ɜ 
ɨɬɧɨɲɟɧɢɢ ɤɥɢɟɧɬɚ ɢ ɩɨɡɜɨɥɹɟɬ ɩɨɜɵɫɢɬɶ ɷɮɮɟɤɬɢɜɧɨɫɬɶ ɪɚɛɨɬɵ ɫɨɬɪɭɞɧɢɤɨɜ, 
ɚ ɬɚɤɠɟ ɩɨɥɭɱɢɬɶ ɚɧɚɥɢɬɢɱɟɫɤɭɸ ɢɧɮɨɪɦɚɰɢɸ ɞɥɹ ɩɪɢɧɹɬɢɹ ɭɩɪɚɜɥɟɧɱɟɫɤɢɯ 
ɪɟɲɟɧɢɣ.  

Ⱥɧɚɥɢɡ ɞɚɧɧɵɯ ɨ ɤɥɢɟɧɬɟ (ɤɚɤɢɟ ɩɪɨɞɭɤɬɵ ɨɧ ɩɨɤɭɩɚɟɬ, ɩɟɪɢɨɞɢɱɧɨɫɬɶ 
ɩɨɤɭɩɨɤ, ɢɧɮɨɪɦɢɪɨɜɚɧɧɨɫɬɶ ɨɛ ɭɫɥɭɝɚɯ) ɩɨɡɜɨɥɹɟɬ ɩɪɨɝɧɨɡɢɪɨɜɚɬɶ ɟɝɨ 
ɩɨɜɟɞɟɧɢɟ ɢ ɪɚɡɪɚɛɚɬɵɜɚɬɶ ɦɚɪɤɟɬɢɧɝɨɜɵɟ ɩɪɨɝɪɚɦɦɵ, ɧɚɩɪɚɜɥɟɧɧɵɟ ɧɚ 
ɫɬɢɦɭɥɢɪɨɜɚɧɢɟ ɥɨɹɥɶɧɨɫɬɢ ɤɥɢɟɧɬɨɜ ɤ ɮɢɪɦɟ ɢ ɩɨɜɵɲɟɧɢɟ ɞɨɯɨɞɧɨɫɬɢ 
ɛɢɡɧɟɫɚ.  

ɉɪɨɮɟɫɫɢɨɧɚɥɶɧɨɟ ɩɪɢɦɟɧɟɧɢɟ CRM-ɫɢɫɬɟɦ ɪɚɡɪɟɲɚɟɬ ɚɜɬɨɦɚɬɢɡɢɪɨɜɚɬɶ 
ɬɚɤɢɟ ɤɥɸɱɟɜɵɟ ɞɥɹ ɛɨɥɶɲɢɧɫɬɜɚ ɬɟɥɟɤɨɦɦɭɧɢɤɚɰɢɨɧɧɵɯ ɤɨɦɩɚɧɢɣ ɛɢɡɧɟɫ-
ɩɪɨɰɟɫɫɵ, ɤɚɤ ɦɚɪɤɟɬɢɧɝ, ɩɪɨɞɚɠɢ ɢ ɫɟɪɜɢɫɧɨɟ ɨɛɫɥɭɠɢɜɚɧɢɟ.  
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ɂɬɚɤ, CRM — ɷɬɨ:  ɛɢɡɧɟɫ-ɫɬɪɚɬɟɝɢɹ, ɤɨɬɨɪɚɹ ɩɨɡɜɨɥɹɟɬ ɨɪɝɚɧɢɡɚɰɢɢ 
ɛɵɬɶ ɤɨɧɤɭɪɟɧɬɨɫɩɨɫɨɛɧɨɣ ɧɚ ɪɵɧɤɟ, ɫɨɫɪɟɞɨɬɚɱɢɜɚɹɫɶ ɧɚ ɩɨɬɪɟɛɧɨɫɬɹɯ 
ɤɥɢɟɧɬɨɜ;  ɫɬɪɚɬɟɝɢɹ, ɜ ɨɫɧɨɜɟ ɤɨɬɨɪɨɣ ɥɟɠɢɬ ɩɨɧɢɦɚɧɢɟ ɩɨɫɬɭɩɤɨɜ ɢ 
ɩɨɬɪɟɛɧɨɫɬɟɣ ɤɥɢɟɧɬɭɪɵ ɢ, ɤɚɤ ɫɥɟɞɫɬɜɢɟ, ɩɪɢɜɥɟɱɟɧɢɟ ɧɨɜɵɯ ɢ ɭɞɟɪɠɚɧɢɟ 
ɢɦɟɸɳɢɯɫɹ ɤɥɢɟɧɬɨɜ, ɚ ɬɚɤɠɟ ɭɤɪɟɩɥɟɧɢɟ ɢɯ ɥɨɹɥɶɧɨɫɬɢ ɢ ɭɞɨɜɥɟɬɜɨɪɟɧɧɨɫɬɢ; 
 ɫɬɪɚɬɟɝɢɹ ɭɜɟɥɢɱɟɧɢɹ ɤɚɱɟɫɬɜɚ ɨɛɫɥɭɠɢɜɚɧɢɹ, ɤɨɬɨɪɚɹ ɫɩɨɫɨɛɫɬɜɭɟɬ 
ɩɨɜɵɲɟɧɢɸ ɞɨɥɢ ɨɪɝɚɧɢɡɚɰɢɢ ɧɚ ɪɵɧɤɟ.  

ɋɨɜɟɪɲɟɧɫɬɜɨɜɚɧɢɟ ɭɩɪɚɜɥɟɧɢɹ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ – ɷɬɨ 
ɜɚɠɧɚɹ ɫɨɫɬɚɜɥɹɸɳɚɹ ɜ ɪɚɛɨɬɟ ɤɚɠɞɨɣ ɤɨɦɩɚɧɢɢ, ɬɚɤ ɤɚɤ ɤɥɢɟɧɬɵ ɹɜɥɹɸɬɫɹ 
ɫɚɦɵɦ ɰɟɧɧɵɦ ɚɤɬɢɜɨɦ ɞɥɹ ɥɸɛɨɣ ɤɨɦɩɚɧɢɢ.  

ȼ ɞɚɧɧɨɣ ɪɚɛɨɬɟ ɪɚɫɫɦɚɬɪɢɜɚɸɬɫɹ CRM-ɫɢɫɬɟɦɵ ɤɚɤ ɨɞɢɧ ɢɡ 
ɩɟɪɫɩɟɤɬɢɜɧɵɯ ɢɧɫɬɪɭɦɟɧɬɨɜ ɩɨɜɵɲɟɧɢɹ ɤɨɧɤɭɪɟɧɬɨɫɩɨɫɨɛɧɨɫɬɢ. 
ɂɫɩɨɥɶɡɨɜɚɧɢɟ ɋRM-ɫɢɫɬɟɦ ɢɦɟɟɬ ɤɨɧɤɪɟɬɧɵɟ ɰɟɥɢ, ɪɟɡɭɥɶɬɚɬɨɦ ɞɨɫɬɢɠɟɧɢɹ 
ɤɨɬɨɪɵɯ ɹɜɥɹɟɬɫɹ ɩɨɥɭɱɟɧɢɟ ɮɢɪɦɨɣ ɤɨɧɤɭɪɟɧɬɧɵɯ ɩɪɟɢɦɭɳɟɫɬɜ.  

ȼ ɫɜɨɸ ɨɱɟɪɟɞɶ ɯɚɪɚɤɬɟɪ ɤɨɧɤɭɪɟɧɬɧɵɯ ɩɪɟɢɦɭɳɟɫɬɜ ɡɚɜɢɫɢɬ ɨɬ ɜɢɞɚ 
ɫɢɫɬɟɦɵ ɢ ɫɢɬɭɚɰɢɢ ɜɧɟɞɪɟɧɢɹ. Ɉɬɦɟɱɚɟɬɫɹ, ɱɬɨ ɜɧɟɞɪɟɧɢɟ ɢ ɢɫɩɨɥɶɡɨɜɚɧɢɟ 
CRM-ɫɢɫɬɟɦ ɫɨɩɪɨɜɨɠɞɚɟɬɫɹ ɨɩɪɟɞɟɥɟɧɧɵɦɢ ɩɪɨɛɥɟɦɚɦɢ, ɫɩɨɫɨɛɧɵɦɢ 
ɫɧɢɡɢɬɶ ɨɠɢɞɚɟɦɵɣ ɷɮɮɟɤɬ. ȼɨɡɧɢɤɧɨɜɟɧɢɟ ɩɪɨɛɥɟɦ, ɢɯ ɤɨɥɢɱɟɫɬɜɨ ɢ ɥɟɝɤɨɫɬɶ 
ɭɫɬɪɚɧɟɧɢɹ ɫɜɹɡɚɧɵ ɫ ɫɢɬɭɚɰɢɟɣ ɜɧɟɞɪɟɧɢɹ CRM-ɫɢɫɬɟɦɵ.  

ȼ ɪɚɛɨɬɟ ɪɚɫɫɦɨɬɪɟɧɵ ɢɯ ɚɪɯɢɬɟɤɬɭɪɚ, ɮɭɧɤɰɢɢ, ɩɪɟɞɫɬɚɜɥɟɧɚ 
ɰɟɥɟɫɨɨɛɪɚɡɧɨɫɬɶ ɢɫɩɨɥɶɡɨɜɚɧɢɹ, ɩɪɨɜɟɞɟɧ ɚɧɚɥɢɡ ɬɢɩɨɜɵɯ CRM ɫɢɫɬɟɦ. ɗɊ-
Ɍɟɥɟɤɨɦ ɹɜɥɹɟɬɫɹ ɤɪɭɩɧɟɣɲɟɣ ɬɟɥɟɤɨɦɦɭɧɢɤɚɰɢɨɧɧɨɣ ɤɨɦɩɚɧɢɟɣ ɧɚ 
ɪɨɫɫɢɣɫɤɨɦ ɪɵɧɤɟ. ɗɮɮɟɤɬɢɜɧɵɣ ɦɟɧɟɞɠɦɟɧɬ, ɤɨɬɨɪɵɣ ɫɟɣɱɚɫ ɪɭɤɨɜɨɞɢɬ 
ɮɢɪɦɨɣ ɫɬɪɟɦɢɬɶɫɹ ɫɞɟɥɚɬɶ ɩɪɟɞɩɪɢɹɬɢɟ ɤɚɤ ɦɨɠɧɨ ɛɨɥɟɟ ɨɪɢɟɧɬɢɪɨɜɚɧɧɵɦ ɧɚ 
ɤɥɢɟɧɬɚ. ȼ ɫɜɹɡɢ ɫ ɷɬɢɦ ɪɭɤɨɜɨɞɫɬɜɨ ɫɬɪɟɦɢɬɶɫɹ ɜɧɟɞɪɹɬɶ ɜ ɞɟɹɬɟɥɶɧɨɫɬɶ 
ɬɟɥɟɤɨɦɦɭɧɢɤɚɰɢɨɧɧɨɣ ɨɪɝɚɧɢɡɚɰɢɢ ɫɚɦɵɟ ɫɨɜɪɟɦɟɧɧɵɟ ɬɟɯɧɨɥɨɝɢɢ ɪɚɛɨɬɵ ɫ 
ɤɥɢɟɧɬɚɦɢ.  

Ɉɫɧɨɜɧɵɟ ɤɪɢɬɟɪɢɢ ɪɟɡɭɥɶɬɚɬɢɜɧɨɫɬɢ ɫɬɪɚɬɟɝɢɢ ɤɨɦɩɚɧɢɢ ɜ ɤɥɢɟɧɬɫɤɨɦ 
ɫɟɤɬɨɪɟ ɫɜɹɡɚɧɵ ɫ ɝɥɭɛɢɧɨɣ ɢ ɤɚɱɟɫɬɜɨɦ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɫ ɤɥɢɟɧɬɚɦɢ. ɇɚ 
ɛɥɢɠɚɣɲɢɟ ɝɨɞɵ ɗɊ-Ɍɟɥɟɤɨɦ ɩɥɚɧɢɪɭɟɬ ɫɦɟɫɬɢɬɶ ɚɤɰɟɧɬ ɫ ɩɪɢɜɥɟɱɟɧɢɹ ɧɨɜɵɯ 
ɤɥɢɟɧɬɨɜ ɧɚ ɩɨɫɬɪɨɟɧɢɟ ɛɨɥɟɟ ɷɮɮɟɤɬɢɜɧɨɣ ɪɚɛɨɬɵ ɫ ɫɭɳɟɫɬɜɭɸɳɢɦɢ 
ɤɥɢɟɧɬɚɦɢ, ɩɥɚɧɢɪɭɟɬɫɹ ɩɨɜɵɫɢɬɶ ɢɧɬɟɧɫɢɜɧɨɫɬɶ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɫ 
ɚɤɬɢɜɧɵɦɢ ɤɥɢɟɧɬɚɦɢ ɜ 2 ɪɚɡɚ. 

 ɗɊ-Ɍɟɥɟɤɨɦ ɭɞɟɥɹɟɬ ɩɨɜɵɲɟɧɧɨɟ ɜɧɢɦɚɧɢɟ ɜɨɩɪɨɫɚɦ ɜɧɟɞɪɟɧɢɹ ɢ 
ɪɚɡɪɚɛɨɬɤɟ CRM-ɫɢɫɬɟɦ ɤɚɤ ɜ ɞɟɹɬɟɥɶɧɨɫɬɶ ɮɢɪɦɵ, ɬɚɤ ɢ ɞɥɹ ɫɜɨɢɯ ɤɥɢɟɧɬɨɜ.  
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Ɂɚɞɚɱɢ ɜɧɟɞɪɟɧɢɹ ɩɨɞɨɛɧɵɯ ɬɟɯɧɨɥɨɝɢɣ ɜɤɥɸɱɟɧɵ ɜ ɫɬɪɚɬɟɝɢɸ ɪɚɡɜɢɬɢɹ 
ɮɢɪɦɵ. ȼ ɞɚɧɧɨɣ ɪɚɛɨɬɟ ɩɪɟɞɥɨɠɟɧ ɩɪɨɟɤɬ ɩɨ ɫɨɜɟɪɲɟɧɫɬɜɨɜɚɧɢɸ 
ɢɧɮɨɪɦɚɰɢɨɧɧɨɣ ɫɢɫɬɟɦɵ, ɤɨɬɨɪɵɣ ɩɨɦɨɠɟɬ ɭɫɨɜɟɪɲɟɧɫɬɜɨɜɚɬɶ ɩɪɨɰɟɫɫ 
ɭɩɪɚɜɥɟɧɢɹ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ ɜ ɤɨɦɩɚɧɢɢ ɁȺɈ «ɗɊ-Ɍɟɥɟɤɨɦ».  

ȼ ɯɨɞɟ ɩɪɨɟɤɬɢɪɨɜɚɧɢɹ ɛɵɥɢ ɜɵɩɨɥɧɟɧɵ ɫɥɟɞɭɸɳɢɟ ɡɚɞɚɱɢ. 
Ɋɚɫɫɦɨɬɪɟɧɵ ɚɫɩɟɤɬɵ ɩɪɢɦɟɧɟɧɢɹ CRM-ɫɢɫɬɟɦɵ, ɩɪɨɢɡɜɟɞɟɧ ɨɛɡɨɪ 
ɫɭɳɟɫɬɜɭɸɳɢɯ CRM-ɫɢɫɬɟɦ, ɤɨɬɨɪɵɣ ɩɨɡɜɨɥɢɥ ɨɰɟɧɢɬɶ ɢɯ ɜɨɡɦɨɠɧɨɫɬɢ ɢ 
ɜɵɹɜɢɥ ɢɯ ɧɟɞɨɫɬɚɬɤɢ, ɚ ɬɚɤɠɟ ɩɨɤɚɡɚɥ ɧɟɨɛɯɨɞɢɦɨɫɬɶ ɫɨɡɞɚɧɢɹ ɞɚɧɧɨɣ 
ɫɢɫɬɟɦɵ ɫ ɭɱɟɬɨɦ ɩɥɸɫɨɜ ɢ ɦɢɧɭɫɨɜ ɫɭɳɟɫɬɜɭɸɳɢɯ ɫɢɫɬɟɦ, ɨɩɢɫɚɧɚ ɩɪɚɤɬɢɤɚ 
ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɤɨɦɩɚɧɢɢ ɫ ɤɥɢɟɧɬɚɦɢ. Ɋɚɫɫɦɨɬɪɟɧɚ ɤɨɧɰɟɩɰɢɹ CRM, 
ɩɨɞɞɟɪɠɢɜɚɟɦɚɹ ɧɚ ɜɫɟɯ ɭɪɨɜɧɹɯ ɤɨɦɩɚɧɢɢ ɫɬɪɚɬɟɝɢɹ ɜɟɞɟɧɢɹ ɛɢɡɧɟɫɚ, 
ɩɪɟɫɥɟɞɭɸɳɚɹ ɨɪɢɟɧɬɢɪɨɜɚɧɧɵɟ ɧɚ ɤɥɢɟɧɬɨɜ ɰɟɥɢ ɫ ɩɨɦɨɳɶɸ 
ɨɪɢɟɧɬɢɪɨɜɚɧɧɵɯ ɧɚ ɤɥɢɟɧɬɨɜ ɞɟɣɫɬɜɢɣ. ɋɮɨɪɦɢɪɨɜɚɧɵ ɨɫɧɨɜɧɵɟ ɬɪɟɛɨɜɚɧɢɹ, 
ɩɨɡɜɨɥɹɸɳɢɟ ɫɞɟɥɚɬɶ ɜɵɛɨɪ CRM-ɫɢɫɬɟɦɵ.  

ɉɪɟɞɥɨɠɟɧ ɩɪɨɟɤɬ ɩɨ ɫɨɜɟɪɲɟɧɫɬɜɨɜɚɧɢɸ CRM-ɫɢɫɬɟɦɵ, ɰɟɥɶɸ 
ɤɨɬɨɪɨɝɨ ɹɜɥɹɟɬɫɹ ɞɨɛɚɜɥɟɧɢɟ ɦɨɞɭɥɹ ɩɨ ɪɚɛɨɬɟ ɫ ɤɥɢɟɧɬɚɦɢ. ɋɨɫɬɚɜɥɟɧɵ 
ɦɨɞɟɥɢ «AS-IS» ɢ «TO-BE». Ɋɚɫɫɱɢɬɚɧɧɵɟ ɷɤɨɧɨɦɢɱɟɫɤɢɟ ɩɨɤɚɡɚɬɟɥɢ 
ɞɨɤɚɡɵɜɚɸɬ ɰɟɥɟɫɨɨɛɪɚɡɧɨɫɬɶ ɟɝɨ ɢɫɩɨɥɶɡɨɜɚɧɢɹ. ɇɚ ɨɫɧɨɜɟ ɷɤɨɧɨɦɢɱɟɫɤɢɯ 
ɩɨɤɚɡɚɬɟɥɟɣ ɫɞɟɥɚɧ ɜɵɜɨɞ ɨ ɩɟɪɫɩɟɤɬɢɜɧɨɫɬɢ ɢ ɩɪɢɛɵɥɶɧɨɫɬɢ ɩɪɨɟɤɬɚ, 
ɫɥɟɞɨɜɚɬɟɥɶɧɨ, ɩɪɟɞɥɨɠɟɧɧɵɟ ɦɟɪɨɩɪɢɹɬɢɹ ɩɨ ɫɨɜɟɪɲɟɧɫɬɜɨɜɚɧɢɸ ɫɢɫɬɟɦɵ 
ɭɩɪɚɜɥɟɧɢɹ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ ɜ  «ɗɊ-Ɍɟɥɟɤɨɦ» ɹɜɥɹɸɬɫɹ 
ɷɮɮɟɤɬɢɜɧɵɦɢ. 
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