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Junnomuas pa6ota: 80 C., 23 puc., 16 Tab., 66 Ucoap30BaHHBIX HCTOYHUKOB,
11 npuan.

CRM-CHUCTEMA, BHEJIPEHUE CRM-CUCTEMBI, PBIHOK
HEJIBUXKMMOCTH, B3AUMOJENCTBUE C KJIUEHTAMU, ESTATE,
I[MPOTAXMN.

[lenb AUNIOMHOrO WCCIEAOBAHUS. pPa3BUTHE TEOPETUYECKUX OCHOB H
pa3paboTKa TMPaKTUYECKUX PEKOMEHAAIMH TOCTPOCHUS B3aUMOOTHOILICHUH C
kiueHtamu ¢ ucnonbzoBanueM CRM-cucrembr B OOO «OnepaTop HEABHXKHUMOCTU
«ITepcnextuBa24-Pa3zputue».

3ajaun TUTIOMHOTO UCCIICIOBAHMUS:

1. paccMoTpeTh OCHOBHBIE MOHATHSI, BO3MOKHOCTU U pyHK1iuu CRM-cucrewm;

2. IPOBECTU aHAJIU3 PbIHKA HEJABMXXUMOCTH Pecnyonuku benapyce;

3. mpoBectu 0030p CRM-cucreM, UCHOJIb3yeMbIX B pabOTe areHTCTB
HEJIBIKUMOCTH;

4. oxapakrepuzoBatb OOO «Omnepatop HenBuxumocTtu «llepcrnextuBa24-
PazButne» u ero pMHAHCOBBIC PE3yJILTATHI;,

5. HCCIIeIoBaTh OM3HEC-TIPOIECC B3aUMOJICUCTBUS C KIIMCHTAMU;

6. mpoananuzupoBaTh 3¢dexTuBHOCTE CRM-cuctemsr Estate;

/. onpeAenuTh HanpaBJieHus coBepiieHcTBoBaHusI CRM-cuctemsl;
paccUMTaTh UX YKOHOMHYECKYIO 3 (HEKTUBHOCTD.

O6bektT wuccrnenoBanusi: areHTcTBO HenaBmwkumoctH OO0  «Omepartop
HenBuxkuMocTH «IlepcniexktuBa24-Pa3zsutue».

[Ipenmer wuccnenoBaHus. OOIIECTBEHHbIC OTHOIICHMS, BO3HHUKAIOIINE B
IpollecCe  B3aMMOJICUCTBUSL  COTPYAHUKOB  OpPraHU3allMM €  KIMEHTaMH C
ucnonb3oBanrueM CRM-cuctemsi.

Metonbl  WCClieIOBaHUS: HAONIOACHUE, MOJIETUPOBAHUE, AHAJIOTHU H
CPaBHEHHSI, AaHAJIU3 U CUHTE3 JINTEPATYPbl, IKOHOMUKO-CTATUCTUYECKHE METOJIBI U T.1.

DOneMeHTbl HaydYHOW HOBHU3HBI: Ha OCHOBE aHalIM3a HAYyYHOM JUTEpaTyphbl
OTEUECTBEHHBIX M 3apy0eKHBIX aBTOPOB IMPOBEJACHO KOMIUIEKCHOE HCCIICIOBAaHUE
BOIIPOCOB BHEApEeHUs M wucnonb3oBanus CRM-cucteM, a TakKe BbIIBUHYTHI
MpEJIOKEHHUSI TI0  COBEPIICHCTBOBAaHMIO  ucnodb3oBaHus CRM-cucremsl B
nesrensHocTd OO0 «Onepatop HenBrxuMocTu «llepcnektuBa24-pazBuTHe).

O06macTb  BO3MOKHOTO  TPAKTUYECKOTO  MPUMEHEHHUsS:  MpeasiaracMble
PEKOMEHJIAIIMU MOTYT OBITh HCIIOB30BAaHBI HA MPAKTUKE MPH COBEPIICHCTBOBAHUU
nectByromeit CRM-cuctembl B aestenbHOCcTH OO0 «Omnepatop HEABUKHUMOCTH
«IlepcniekTrBa24-pa3BUTHE» U B APYTUX OPTAaHU3AIUSAX AHATIOTHYHOTO TIPODHIIA.

ABTOp paOOThI MOATBEPKIAAET, UTO MPUBEACHHBIA B HEH MaTepuaa MPaBUILHO
1 00BEKTUBHO OTPAXKAET COCTOSIHUE HUCCIEyEMOTO 0ObEKTa, a BCE 3aMMCTBOBAHHbBIEC
U3 JIUTEPATYPHBIX U APYTUX UCTOYHUKOB TEOPETUUECKUE, METOJANYECKUE TTOJIOKEHUS
COMNPOBOKJAIOTCS CCHUIKAMU HAa UX aBTOPOB.



Jpimuiomuas npamna: 80 C., 23 man., 16 Tabn., 66 BeikapbicTaHbIX KpbIHIL, 11
JanaTkay.

CRM-CICTOMA, VKAPAHEHHE CRM-CICTOMBI, PbIHAK
HEPYXOMACIII, Y3AEMAJI3ESAHHE 3 KJIIEHTAMI, ESTATE, ITPOJIAX.

Mbsra nplIUIOMHAara  JaciefaBaHHS: Ppas3BIULE TIAPITHIUHBIX  acHOY 1
pacrpaioyka mpakThIUHbIX pIKaMeHJallblil MaOyqoBbl Y3aeMaaJHOCIH 3 KJIIEHTaMi 3
BbikapeicTaHHEM CRM-cictambl y TAA «Aneparap Hepyxomacti «IlepcnekrsiBa24-
PazBime».

3a/aybl ITUIOMHAra J1aciie/JaBaHHs:

1. pasrienszenp acHOYHbIS NaHsALLI, MarybiMacti 1 GyHkubil CRM-cictam;

2. TIpaBecll aHai3 peIHKY Hepyxomacili Pacny0iiki benapyce;

3. nmpaBecui arnsag CRM-cictam, [Kis BBIKApbICTOYBAIOIIA ¥ Mpalbl areHITBay
HEpyXoMaciii;

4. axapaktapbizaBanlb TAA «Aneparap Hepyxomacui «[lepcniexTsiBa24-
Pa3Bimneé» 1 siro inaHcaBbIsl BBIHIKI;

5. nacnenaaiib O13HEeC-MPaLdC y3aeMaJ[3esiHHS 3 KIIIeHTaMi,

6. mpaanainizaBanp dpexkToiyHacis CRM-cictamer Estate;

7. BBI3HAYBIIb HAMpaMKi yiackaHaneHHs BeikapbicTaHHs CRM-cicTaMBbl;

8. pa3miubIIh 1X SKaHAMIYHYIO d(PEKTHIYHACIIb.

AOG'ekT naciemaBaHHS: areHITBa HepyxoMaciii TAA «AmnepaTtap Hepyxomaciii
«ITepcniexTpiBa24-Pa3Bimiiéy.

[Ipanmer nacnemaBaHHS: TpaMaJCKis aJHOCIHBI, SIKisl Y3HIKAIOIbL Yy TIpaipdce
y3aemMaa3essHHSl CymnparoyHiKay apranizanpli 3 KileHTami 3 BbeIKapbicTaHHeM CRM-
CICTIMBL.

Mertanbl macienaBaHHs: Ha3ipaHHE, MaJdJIsIBaHHE, aHAJIOTIS 1 MapayHaHHE,
aHaJi3 1 CIHTA3 JiTapaTypbl, SKAaHOMIKa-CTaTBICTBIUYHBIS METAJIbI 1 T.]1.

DOneMeHThl HaBYKOBail HABI3HBI: HAa aCHOBE aHaJi3y HAaBYKOBal JiTapaTypbl
alYBIHHBIX 1 3aMEXHBIX ayTapay IpaBea3eHa KOMIUIEKCHAE JacieaBaHHE MBITAaHHSIY
ykapaHeHHs | BbIkapeicTaHHs CRM-cictoMm, a Takcama BBUIYYaHBI MpanaHOBHI I1a
VnackanaieHHi BeikapbicTaHHd CRM-cictambr ¥ m3eiinaciii TAA  «Amepatap
HepyxoMmacti «IlepcriekteiBa24-Pa3Bimé».

BoGmacp mardeimMara mpakThIYHAra TPBIMSHEHHS: TpanaHaBaHBIS PaIIdHHI
MOTYIb OBIIb BBIKAPHICTAHBI HA TPAKTHIIBI NPl YaackanameHHi n3erodaii CRM-
cictambl ¥ n3eitHaci TAA «Aneparap nHepyxomactli «IlepciexteiBa24-Pa3Bimié» 1 ¥
HIIBIX apraHi3amplsaX aHaIarigHara mpodgirro.

AyTap IBIIJIOMHAN Tpanbl ManBspIKae, IITO IMPBIBEI3EHBI ¥ €W MaTIPbIUI
MpaBUIbHA 1 a0'eKThIYHA aJUIIOCTPOYBae CTaH JocieaHara ab'ekra, a yce 3ama3bl4aHbls
3 JITapaTypHBIX 1 IHIIBIX KPBIHII TIAPATHIYHBIA, METAJaaridqHbisl | METaabaHBISA
najakdHHI | KaHIPIIBI cympaBapKarolia cliachbllkaMi Ha iX ayTapay.



Thesis: 95 p., 23 figures, 16 tables, 66 sources, 11 apps.

CRM SYSTEM, CRM SYSTEM IMPLEMENTATION, REAL ESTATE
MARKET, CUSTOMER INTERACTION, ESTATE, SALES.

The purpose of the thesis: the development of theoretical foundations and the
development of practical recommendations for building relationships with clients using
the CRM-system in LLC «Real Estate Operator «Perspektiva24-Razvitie».

Objectives of the thesis:

1. to consider the basic concepts, capabilities and functions of CRM-systems;

2. to analyze the real estate market of the Republic of Belarus;

3. to review CRM-systems used in the work of real estate agencies;

4. to characterize LLC «Real Estate Operator «Perspektiva24-Razvitie» and its
financial results;

5. to study the business process of interaction with customers;

6. to analyze the effectiveness of the CRM-system Estate;

7. to determine the directions for improving the use of the CRM-system;

8. to calculate their economic efficiency.

Object of the research: real estate agency LLC «Real Estate Operator
«Perspektiva24-Razvitie».

Subject of the research: social relations that arise in the process of interaction of
employees of the organization with customers using a CRM-system.

Research methods: analysis and generalization of scientific literature,
comparison, system approach, methods of economic and statistical analysis, expert
assessments, as well as sociological methods of collecting and processing empirical
data.

Elements of scientific novelty: based on the analysis of the scientific literature
of domestic and foreign authors, a comprehensive study of the implementation and use
of CRM-systems was conducted, as well as proposals were made to improve the use of
the CRM-system in the activities of LLC «Real Estate Operator «Perspektiva24-
Razvitie».

Scope of possible practical application: the proposed recommendations can be
used in practice to improve the existing CRM-system in the activities of LLC «Real
Estate Operator «Perspektiva24-Razvitie» and in other organizations of a similar
profile.

Author of work confirms that the above thesis work in computational and
analytical material correctly and objectively reflects the state of the process under
investigation, and all borrowed from the literature and other sources of theoretical and
methodological position and concepts accompanied by references to their authors.



