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HNunnomuas pabota: 59 ctp., 10 puc., 10 Ta6n., 40 wucrounukos, 1
npuioxkenue. Pabora coctout u3 3 pasaenos, 14 nmoapasaenos.

[TPOIIECC, B3AMMOJIEMCTBUE, KJIMEHT, CRM-CUCTEMA.

Heab ncciieqoBaHusi: COBEPIICHCTBOBAHKE IMPOLIECCOB B3aUMOJIEUCTBHS C
KJIMeHTaMu ¢ ucnoiyibzoBanueM CRM-cuctemsl.

O0bexT nccaegoanusi: O6mectBo ¢ OrpannyeHHO OTBETCTBEHHOCTHIO
«IInarpopmHUO».

IIpeamer wucciaenoBaHMsA: TPOLECC B3aUMOJCUCTBHUS C KIMEHTAMU C
ucnonbs3oBanreM CRM-cuctemsl.

DJieMeHThl HAYYHO HOBU3HBI: NPEJIOKEHB U 0OOCHOBAHbI HaIlpaBICHUS
yJy4IlIeHUs B3aUMOJICHCTBUS C KJIMEHTaMu ¢ ucnoiyibzoBanneM CRM-cuctemsi.

MeToabl HCCIeIOBAHMS: AaHAIN3 TEKYILETO COCTOSHUSL OM3HEC-TIPOIIECCOB B
chepe pabdotel ¢ kiaueHTamu OOO «llnatdpopmUO», n3zydenue nurepatypsl B
ob6nactu CRM-cucrem.

Oo6s1acTh BO3MOKHOI0 MPAKTHYECKOI0 NpUMeHeHHus: AesiteabHocTh OO0
«ITnatpopmUO».

TexHMKO-IKOHOMHNYECKAA W COUMAJbHAS 3HAYMMOCTH TPOBEIEHHOI0
HccJIeI0BaHUA: pa3paboTaHHbIE B JMILUIOMHON paboTe Mepomnpusths 00JaJaroT
coBepieHcTBOBaHUeM wumeronieiics CRM-cuctembl, 4TO MO3BOJUT YIYUIIUTh
MOKa3aTesu MIaTeXeCIOCOOHOCTH KIMEHTOB B JajbHEHIIEeM, a Tak)Ke Ha Ka4eCTBO
B3aMMOJICHCTBUS C HUMH.

ABTOp pabOThl TOATBEPXKAAET, UYTO NPHUBEIACHHBIM B HEW pacyeTHO-
AHATMUTUYECKUM MaTepuall TPAaBWIBHO M OOBEKTHBHO OTPAXKAET COCTOSIHHE
UCCJIEIyeEMOr0 TIpoliecca, a BCE 3aMMCTBOBAHHBIE W3 JIUTEPATYPHBIX U JPYTUX
HUCTOYHUKOB TEOPETHUYECKHE, METOJOJIOTUUECKHE TOJIO0KEHUS U KOHIICTIIHH
COTPOBOXK/IAIOTCS CCHUIKAMU HA UX aBTOPOB.



JpimioMuas padota 3Mmsiiydae 99 crap., 10 tadi., 40 kpeiHil, 1 npeikiagaHHe.
[Tpana cxiamaenua 3 3 paznzenay, 14 nagpasznzenay.

[MPALIDC, Y3AEMA/IZEAHHE, KJIIEHT, CRM-CICTOMA.

MbTa nacjieaBaHHs: yIacKaHAJICHHE Mpalpcay Y3aeMaI3essHHsI 3 KITeHTam1
3 BoIKapbicTaHHEM CRM-cicTaMBl.

A0'exkt nacaenaBanHnsa. TaBapbicTBa 3 AOMexaBaHall AJKa3HACIIO
«IInathopmlO».

IIpaamer facjienaBaHHA: TIpaldC  Y3aeMaja3esHHS 3  KIIEHTaml 3
BbIKapbicTaHHEM CRM-cicTaMBI.

JJjieMeHThl HABYKOBaii HABi3HbI: TpamnaHaBaHbisl 1 aOrpyHTaBaHbISA
HanpaMKi NaJSMIIPHHA Y3aeMaJ3estHHs 3 KiieHTami 3 BblkapbicTaHHeM CRM-
CICTIMBI.

MeTtaasbl nacjegaBaHHs: aHali3 OArydara crany Oi3Hec-mpanpcay y chepsl
npaiibl 3 KiieHtami TAA «[Inatdopml|O», BeiByusHHE niTaparypsl ¥ raxine CRM-
CICTAM.

BoOsacup mMarybiMara mnpakTblYHara npbIMsHeHHsi: A3eiiHacup TAA
«[TnatpopmIO».

TrxHika-3kaHaMiyHasi 1 caupIsiibHAsi 3HaA4YHACUb IpaBejJ3eHara
JAacjelaBaHHSA: paclpalaBaHbll Y JABIUIOMHAl Ipanbl  MepanpbleMCTBBI
BaJIOAlOIb yaackaHaieHHeM HasgyHailt CRM-cicTambl, ITO Aa3BOJIILb MAJIEMIIbIb
NaKa3yblKl IUIAlEKa3q0JbHACII KIIEHTAy Yy JajeHilblM, a Takcama Ha sKacllb

y3aeMa/I3esHHS 3 IMi.

AyTap mpalisl nansspKae, IMTo MPBIBEI3CHBI Y € pa3ilikoBa-aHaTI THITHBI
MaTIPBISUT MpaBiTbHA 1 a0'€KTHIVHA aJITIOCTPOYBae CTaH JOCIeaAHara mpardcy, a Bce
3ama3bl4aHbls 3 JITAPATyPHBIX 1 IHIIBIX KPBIHII T2APITHIYHBIA, METalalar IHbIs
najgakdHHI 1 KaHIPIMIIBI CyIpaBajKarolia cracbliikaMi Ha 1X ayTapay.



Thesis contains 59 pages, 10 tablets, 40 sources, 1 appendice. The work
consists of 3 sections, 14 subsections.

PROCESS, INTERACTION, CLIENT, CRM SYSTEM.

The purpose of the study is to improve the processes of interaction with
customers using a CRM system.

Object of research: Limited Liability Company «PlatformliO».

Subject of research: the process of interaction with customers using a CRM
system.

Elements of scientific novelty: directions for improving customer interaction
using a CRM system are proposed and justified.

Research methods: analysis of the current state of business processes in the
field of working with clients of «PlatformlO» LLC, study of literature in the field of
CRM systems.

Scope of possible practical application: the activities of LLC «PlatformlO».

Technical, economic and social significance of the study: the activities
developed in the thesis have the improvement of the existing CRM system, which
will improve the indicators of customers' solvency in the future, as well as the quality
of interaction with them.

The author of the work confirms that the computational and analytical
material given in it correctly and objectively reflects the state of the process under
study, and all theoretical, methodological provisions and concepts borrowed from
literary and other sources are accompanied by references to their authors.



