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Junnomuas pabota: 82 c., 26 puc., 15 Tabn., 52 UCTOUYHUKOB, 5 MPUIL.

CRM-CUCTEMA, BU3HEC-IIPOLIECC, AHAJIU3, OLEHKA,
COBEPIHIEHCTBOBAHMUE, OOPEKTMBHOCTD

eab uccaenoBanus: pa3paboTka peKOMEHAAIUHN 110 YIYUIICHUIO YPOBHS
B3auMoaencTBus ¢ kaueHTtamMd B 3A0 “O0bnenenennble TEXHOIOrNMN Ha OCHOBE
BHeapenust CRM- cuctemsl.

O0bekT  HcCIeI0BAHUA: MPOLECCHI o B3aUMO/ICHCTBUIO
“O0beneHeHHbIe TeXHOJIOTUHN ¢ KIMEHTAMH.

IIpeamer uccaeI0BAHUA: METOJUKA M WHCTPYMEHTHI MO YIYUIICHUIO
B3aumonenctBusa 3A0 “O0beneHeHHble TeXHOJOrHKU ¢ KIMEHTAMHA Ha OCHOBE
BHepeHus coBpeMeHHbIx CRM-cuctem.

MeTtoabl HCCJEIOBAHUS: COMOCTABICHUS, CPAaBHEHUS, TPYNIUPOBKH,
rpaduyecKoro MpeICTaBICHUs, TAOJTUYHOTO TIPEJACTABICHUS, OTHOCUTEIbHBIX U
a0OCOJIFOTHBIX BEJIMUMH, MATEMATUYECKOTO MOJCITUPOBAHMUS.

HccnenoBanus v pa3padboTKU: U3YUCHbI TCOPETUUECKUE U METOJUUECKHUE
ocHOBBI ¢yHkimoHnupoBanus CRM-cuctem; mnpoaHanu3upoBaHa TeEKyIas
1 poBU3aIus; pa3paboTaHBbI HarpaBJICHUS COBEPIICHCTBOBAHUS
1 poBU3AITIH.

DJIeMeHThl HAYYHOH HOBHU3HBI: TPEIJIOKEHO HW  O0OOCHOBAaHO
MeponpusaTue 1o BHeApeHu0o CRM-cucTembl 11 coBEpIIICHCTBOBaHUS PabOTHI C
KJIMEHTaMH

Ob6sacTb  BO3MOKHOTO NpPHMMeHeHUsi: B jearenbHocTH  3A0

“O0bpenenenubie TexHomoruy' .

ABTOp pabOThI MOATBEPKIAET, UTO PUBEACHHBINA B HEH pacyeTHO-
AQHAJTUTHICCKUI MaTepual IPaBUILHO U OOBEKTUBHO OTPa)KAaeT COCTOSTHUE
HCCIIeIyeMOro IMpoliecca, a BCE 3aMMCTBOBAHHBIC W3 JIMTEPATYpPHBIX U
JPYTUX UCTOYHUKOB COMPOBOIKIAIOTCS CChUIKAMHU Ha UX aBTOPOB.

(moamuch CTyJIeHTa)
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Jpimuiomuas padota: 82 c., 26 mai., 15 tab., 52 kpbIHill, 6 NPHIK.

CRM-CICTOMA, BIBHEC-TTPALIDC, AHAJII3, ALIDHKA,
YIIACKAJIAHEHHE, D®EKTBhIYHACIIH

MbTa nacjiefaBaHHsA: pacupanoyka pIKaMeHIalbli 1a MAJSIIIIIHHIO Y3POYHS
y3aeMa3estHHS 3 KilieHTaMi ¥ Ha acHoBe YkapaneHHss CRM-cicTambl.
AO'eKT 1acjieaBaHHA: MIPAICHI 1A Y3aeMaA3esIHHI 3 KIIICHTaMi.

IpagmeT AacjeJaBaHHs: METOJbIKI 1 IHCTPYMEHTHl Ma MNaJSMNIIIHHIO
y3aeMa3esiHHS 3 KJIIEHTaM1 Ha aCHOBE YkapaHeHHs cydacHbix CRM-
CICTIM.

MeTaabl nacjieaBaHHsI: CynacTayJICHHS, TapayHaHHs, TPYyNOYKi, rpadiyHara
npajCcTayICHHS, TabIidHara mpajcTayICHHs, aTHOCHBIX i a0CaTIOTHBIX BEJIIYbIHb,
MaTIMaThlYHATa MaJDIISIBAHHS.

JacienaBaHHi i pacnpanoyki: BbIBy4aHbl TIAPITHIYHBIS 1 META IBIYHbIS
acHOBBI PpyHKIbIsHaBaHHS CRM-cicTam; npaanasizaBana Osrydas 1pipaBi3alibis;
pacripaliaBaHbl HapaMKi yaackaHajaeHHs 1IbIPpaBizallbi.

DJieMeHTHI HABYKOBali HABI3HBI: ITpanaHaBaHa 1 abTpyHTaBaHa
MepanpbeieMcTBa na YkapanenHi CRM-cictamsl 17151 YiackananeHHs paboThl 3
KJIieHTaMmi.

Bobaacub MarusiMara npbiMsineHHs1: y 13eiiHacii 3AO “O0beieHeHHBIC
Texnonorun’

A¥Tap npartisl manBsppKae, ITo MPhIBEA3EHBI ¥ €1 pa3mikoBa-aHATITHIYHbI
MaTIPBISUI MpaBiibHA 1 a0'eKThIYHA aJIITFOCTPOYBAE CTaH MpalpCy, a yce 3ana3bldyaHblsa
3 JiTapaTypHBIX 1 IHIIBIX KPBIHIII CyIpaBaKarollia CliachblikaMi Ha iX ayTapay.

(moJric CTy3HTA)



Graduate work: 82 p., 26 figures, 15 tables, 50 sources, 6
appendies. CRM-SYSTEM, BUSINESS PROCESS,
ANALYSIS,EVALUATION, IMPROVEMENT, EFFICIENCY

The purpose of the study: to develop recommendations for
improving the level of customer interaction in the CJSC based on the
implementation of a CRM system.

The object of the study: the processes of interaction with customers.

Subject of the research: methods and tools for improving the
interaction with customers based on the introduction of modern CRM
systems.

Research methods: comparisons, comparisons, groupings, graphical
representation, tabular representation, relative and absolute values,
mathematical modelling.

Research and development: the theoretical and methodological
foundations of the functioning of CRM systems have been studied; the
current digitalization has been analysed; directions for improving
digitalization have been developed.

Elements of scientific novelty: an action on the introduction of a
CRM system to improve work with clients is proposed and justified

Scope of possible application: in the activities of the Private unitary
Enterprise.

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

(student's signature)



