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Hunnomuast pabota: 57 c., 7 puc., 9 tadin., 40 ucrounukos, 1 npunoxenue.
CRM-CUCTEMA, UHTEPHET-MAT'A3VH, BHEJIPEHUE,
AHAJIMTUKA, DODPEKTUBHOCTD, KIIMEHTBI

O0mwexT uccinenosanusa — CRM-cucrema.

[Ipeamer wuccinenoBanuss — aHanmu3z CRM-cuctem, HMX wuccienoBaHHEe U
000CHOBaHHUE X BHEIPEHUs B pabOTy HHTEPHET-Mara3uHa.

Henp nurmioMmHoM padoTel — BHeApuTh CRM-cructemy B paboTy MHTEpHET-
maraszuna UII «Kymakos lenuc Onerouuy.

Mertonas! uccnenoanus: ananu3, SWOT-ananus, coop HaxkTos.

PesynbraThl  uccnegoBaHMsT U pa3pabOTKH:  ObUIM  PACCMOTPEHBI
Teopernueckue acnektbl BHenpeHuss CRM-cucrem, u3ydeH U mpoaHamu3upOBaH
peiHOK CRM-pemienuii, paccMOTpEHO COCTOSTHUE OpraHu3allH, €€ CTPYKTypa
OCHOBHBIE Ou3Hec-Tporecchl, chopmynupoBansl TpedoBanus k CRM-cucteme,
MIPOU3BEJICHO BHEAPEHNE CUCTEMBI B pa0OTy Mara3uHa, pacCUlTaHbl CPOK BO3BpaTa
WHBECTUIIMHA U UHJIEKC JIOSUTbHOCTU KIIUEHTOB.

[IpakTuueckass 3HAYUMOCTb PpE3YyJIbTATOB HCCIEJOBAHUS: TTOBBICUTCS
npUOBLITH OPTaHU3AIMU, KAYECTBO OOCITYKUBaHUs, HOBBIC KIIMEHTHI U YKPEIUJICHUE
CBsI3€H CO CTapbIMU KIIUEHTAMH.

ABTOp pabOThl TOATBEPXKAAECT, UYTO MPHUBEJACHHBIM B HEW pacyeTHO-
AHATUTUYECKUN MaTepuan NpPaBWIBHO M OOBEKTHBHO OTPAXAET COCTOSIHHE
HCCJIEyEMOTO TIpoliecca, a BCE 3aMMCTBOBAHHBIE M3 MCTOYHUKOB TEOPETUYECKUE,
METO/I0JIOTUYECKUE U METOJAMYECKHUE TOJOKEHUSI U KOHIICTIIIUHU COMIPOBOKIAIOTCS
CCBUIKaMH Ha X aBTOPOB.



Thesis: 57 p., 7 figures, 9 table, 40 sources, 1 app.
CRM-SYSTEM, ONLINE SHOP, INTRODUCTION, ANALYTICS,
EFFICIENCY, CLIENTS

Obiject of research — CRM system.

Subject of research — analysis of CRM systems, their study and justification
of their implementation in the work of an online store.

The aim of the thesisis to implement a CRM-system in the work of the online
store IE "Kulakov Denis Olegovich™.

Methods of research: analysis, SWOT analysis, collection of facts.

Research and development: the theoretical aspects of the implementation of
CRM systems were considered, the market for CRM solutions was studied and
analyzed, the state of the organization, its structure, the main business processes
were considered, the requirements for the CRM system were formulated, the system
was introduced into the work of the store, the return on investment and customer
loyalty index were calculated.

The practical significance of the study is that the organization's profits, service
quality, new customers and stronger relationships with old customers will increase.

The author of the 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 sources theoretical, methodological and
methodical positions and concepts are accompanied by references to their authors.



Heimmomuas nipama: 57 c., 7 man., 9 tad:m., 40 kpedin, 1 npeikiagaHHe.
CRM-CICTOMA, IHTOPHOT-Kpama, ykapaneHHs, AHaTITHIKI,
ODOEKTBIYHACIIb, kiieHTbI

AO0'ext nacnemaBandsg - CRM-cictoma.

[Ipanmer nmacnemaBanua - aHaimiz CRM-cictaMm, ix  jgaciengaBaHHe 1
abrpyHTaBaHHE 1X YKapaHeHHs ¥ Tpaily IHTIPHAIT-KPaMBbl.

Mbra npiuioMHai mpaiisl - ykapaHinb CRM-cictamy ¥ mpaily 1HTIPHAT-
kpambl 311 «Kynakoy [[3sHic Anerapiuy.

Meranbl nqacinenaBanss: ananiz, SWOT-anani3, 30op dakray.

Breiniki nmacinenaBaHHS 1 pachpaiioyki: ObUIl pas3riie/KaHbl TIapITHIYHBISA
acniekTbl ykapaHeHHs: CRM-cicTaoM, BbIBy4aHbl 1 MpaaHaiizaBaHbl pbiHak CRM-
paldHHAY, pasriekaHa CTaH apraHizaibli, f€ CTPYKTypa acHOVHBIS Oi3Hec-
npaidcel, chapmyisiBanbl narpadbaBanHi 1a CRM-cictame, BoipabiieHa yKkapaHEeHHE
CICTAMBI ¥ TIpalily KpaMbl, pa3jiidaHbl TIPMIH BSAPTaHHS I1HBECTHIIBIA 1 1HJIKC
JasIbHACI KITICHTAY.

[IpakTbiyHas 3HAYHACIL BBIHIKAY JdaclieflaBaHHA: MaABBICIIIIA MPBIOBITAK
apraHizalbli, SKacilb a0CIyrOoyBaHHs, HOBbIS KIIIEHTHI 1 yMallaBaHHE CYBS3sy ca
CTapbIMi KJIIEHTaMI.

A¥Tap mpanbl manBsip/iKae, IMITO NPBIBEA3EHbI ¥ € pa3iiikoBa-aHaTITIUHBI
MaTAIPbISI IpaBUIbHA 1 a0'eKTHIVHA a/ITIOCTPOYBAE CTaH JOC/IeHAra mparacy, a yce
3arma3bluaHblsl 3 KPBIHII TIAPITHIYHBIS, METAIANIATIYHbIA 1 METabIYHBIS MaJaXdHHI
1 KQHIPIIIBI CyIpaBajKaroIliia cracbuIkaMi Ha 1X ayTapay.



