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KJIMEHTCKUM  CEPBUC  OPTAHM3AIIMM, WHCTPYMEHTEI
KIIMEHTCKOI'O CEPBUCA, OO0 «ABTOUJESA», MEPOIIPUATUA 110
COBEPHIEHCTBOBAHMUIO, [TIOKA3ATEJIN OODOEKTUBHOCTH,
DOEKTUBHOCTSD IMTPEJIJTATAEMBIX NU3MEHEHUN

Llens wuccrmemoBanus: pa3paboTKa MPEIJIOKESHHN W PEKOMEHJAIui 10
COBEPIICHCTBOBAHUIO  KJIMEHTCKOTO CEpBUCAa KOMMAaHUU U  0OOCHOBaHUE
MEPOIPHUITUNA MO COBEPIICHCTBOBAHUIO KIIMEHTCKOTO CEPBUCA.

B pamkax gocTiKeHUsi MOCTaBICHHOW II€JIM aBTOPOM OBLUIA IMOCTaBIICHBI
CHEAYIOLINE 3a1a4H:

1. U3YUYNTh TEOPETUYECKNE OCHOBBI KJIMEHTCKOTO CEPBHUCA U ONPEIEIUTD
CYIIHOCTb ¥ BUbI 00CITY)KUBaHUS KIINEHTOB;

2. IIPOAHAIN3UPOBATH CYIIECTBYIOIINE B OpPraHU3allid HHCTPYMEHTBI
00Cy’)KUBaHUS KJIMEHTOB;

3. 03HAKOMUTBCS C HOPMaTUBHO-IIPABOBBIMHU JNOKYMEHTAMU,
pErIaMEeHTUPYIOIIMMU MapKETUHIOBYIO JI€ATEIIbHOCTh CyOBEKTa X031l CTBOBAHMS;

4. OLICHUTh TEKyIllee COCTOsHHE oOcmyxuBanus kiaueHtoB OO0
«ABTOHACY;

5. BBIIBUTH OCHOBHBIE HENOCTAaTKM M y3KME MecTa B Ipoleccax

B3aNMOJICHCTBUSA C KJIMCHTaMU;

6. MPEJIOKUTh METOABl U MEPOIPHUATUSA MO ONTUMH3ALMU IPOLIECCOB
00CITy’KUBAHUS HA PA3JIMYHBIX 3Tanax IUKJIa 00CIyKUBaHUS KIMEHTOB.

OObekT uccrnenoBanus: KIneHTCkui cepBuc kommanuu OO0 «ABToumes.

[Ipenmer wuccnemoBaHus: pa3padboTka W OOOCHOBAHHE MEPOMPHUATHH IO
COBEPIICHCTBOBAHMIO KIUMEHTCKOro cepuca B OO0 «ABtronaes».

Metonasl  uccienoBaHus:  OOIIEHAy4YHbIE  METOJbI  KCCJIEJIOBAHUSA:
JTUAIICKTUYECKUE, CUCTEMHBIE, aHAIMTUYECKUE, CTATUCTUUYECKUE, MOJICIIMPOBAHUE
MPOIIECCOB, TPYNIUPOBKH, TpaduyecKoll HUHTEpIpeTalny, CTAaTUCTUYECKUE
METO/Ibl, METOJI IPOTHO3UPOBAHMUSI.

O6nacTh BO3MOXHOTO MPUMEHEHUS: MPAKTUYECKU B KIMEHTCKOM CEPBHUCE
00O «ABtoues».

ABTOp pabOThl MOATBEPKIAET, UYTO TMPUBEIACHHBIH B HEW pacyeTHO-
aHAJUTUYECKUN MaTepuanl OOBEKTUBHO OTPAXKAET COCTOSHUE UCCIEIYyEeMOTO
rmpolecca, a BCE 3aMMCTBOBAaHHBIE W3 JIMTEPATYPHBIX U APYTUX HCTOYHHUKOB
COIIPOBOXK/JIAIOTCS CCHUIKAMU HA X aBTOPOB.



JpimmomMuas padota: 64 c., 19 man., 10 Ta6ma., 55 kpeiHinbl, 1 gagaTak.

KJIIEHIKI COPBIC, IHCTPYMEHTBI KIIIEHIIKAT' A COPBICY, TAA
«AYTOUIDS», MEPAIIPBIEMCTBBI ITA VJACKAHAJIEHHI, [TAKA3YbIKI
DOEKTBIVHACLL Y®EKTBIYHACIb ITIPAITAHABAHBIX 3MEH

Mbra nacnmenaBaHHs:  paclpalioyka mpamaHoy 1 piIKaMeHaalpli ma
VaackaHaleHH1 KIIIEHIIKara CApBICY KammaHll 1 abrpyHTaBaHHE MeparpbleMCTBay
Ta SIr0 MaIATIIIAHHI.

VY paMKax JacsArHEHHs IacTayieHail MAIThl ayTapaMm ObUIl IacTayJeHBI
HACTYIIHbIA 3a]a4bl:

1. BBIBYYBILb T3APATHIYHBIS ACHOBBI KIIIEHIIKara C3pBiCY 1 BBI3HAUBIIb
CyTHACIIb 1 BiAbI a0CIIyTOYBaHHS KJIIEHTAY;

2. npaaHali3aBallb  ICHYIOYbIE §  apradizanbll  1HCTPYMEHTBI
a0CIIyroyBaHHA KIIIEHTaY;

3. a3Haémillla 3  HapMaTbhlyHa-IpaBaBbIMI  JaKyMEHTaMl,  SIKis
PArJIaMEHTYIOLb MapKETBIHTaBYI0 A3€iHACLb Cy0'eKTa racnaiapaHHs;;

4. alaHilb Cy4acHbl CTaH abcimyroyBaHHs KilieHTay TAA «AyToimsy;

5. BBISIBIIIb ACHOYHBISI HEAAXombl 1 BY3KISI MeCIbl ¥ mpamdcax
y3aeMa3esiHHS 3 KIIIeHTaMi;

6. MparnaHaBallb METaJbl 1 MEpPANPHIEMCTBBI Ma aNThIMI3allbll Mpardcay

a0CIIyroyBaHHS Ha PO3HBIX ATanax LbIKJIA a0CIyroyBaHHS KIIIEHTAY.

AG’exT nacnenaBaHHs: GyHKUbISA KileHUKara capBicy ¥ TAA «AyTouansay.

[IpangMer nacnmenaBaHHs: pacmpanioyka 1 aOrpyHTaBaHHE MepanpbleMCTBay
na ayramarbl3albll 1 MaJdpHi3aLbll KiaieHukara capBicy ¥ TAA «AyToumasa».

MeTtaapl nacinenaBaHHs: aryjbHa-HaBYKOBBISI MeETaJbl - JbISUVIEKTBIYHBI 1
CICTAMHBI MAaJbIXOJbl, AHAJITHIYHBIA 1 CTATBICTBIYHBIS METaAbl, MaJdJISIBAHHE
mpaipcay, rpynoyka —JAaa3eHblx, rpadiuHas — IHTIPHOPAITALbIL, METOJbIKA
IparHa3aBaHH.

BoOnacup MarubiMara nOpbIMSIHEHHS: HeMacpdAHa ¥ TMAaBBIIIDHHI SKacCIll
KJIieHLKara capBicy ¥ TAA «AyToigasa».

A¥yTap mpaibl manBsip/Kae, IMITO MPAACTAYIEHbIS pa3iiKoBa-aHATITHIUHbBIA
MaT3phIsIbl a0’ €KThIYHA aJTIOCTPOYBAIOIb CTaH JaciejaBaHara mpaipcy, a yce
3ama3blyaHblsl 3 JITapaTypHBIX 1 IHIIBIX KPBIHIL MallaXd3HHI CyIpaBaKarolia
crachbUIKami Ha 1X ayTapay.



Diploma work: 64 p., 19 figures, 10 tables, 55 sources, 1 appendix.

CUSTOMER SERVICE, CUSTOMER SERVICE TOOLS, “AUTOIDEA”
LLC, IMPROVEMENT MEASURES, PERFORMANCE INDICATORS,
EFFECTIVENESS OF PROPOSED CHANGES

The purpose of the study: to develop proposals and recommendations for
enhancing the company’s customer service and to substantiate specific
improvement measures.

In order to achieve this goal, the author set the following tasks:

1. to study the theoretical foundations of customer service and define the
essence and types of client servicing;

2. to analyze the existing customer service tools within the organization;

3. to review regulatory and legal documents governing the marketing
activities of the business entity;

4, to assess the current state of customer service at LLC “Autoidea”;

5. to identify the main shortcomings and bottlenecks in the customer
interaction processes;

6. to propose methods and measures for optimizing service processes at

various stages of the customer service cycle.

Object of the research: the customer service function of “Autoidea” LLC.

Subject of research: the development and justification of measures aimed at
improving customer service in “Autoidea” LLC.

Research methods: general scientific methods, including dialectical and
systemic approaches, analytical and statistical techniques, process modeling, data
grouping, graphical interpretation, and forecasting.

Area of possible application: directly applicable to the customer service
operations of “Autoidea” LLC.

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.



