I'OCYJAPCTBEHHOE YYPEKIEHUE OBPA3OBAHUA
«MHCTUTYT BU3HECA BEJIOPYCCKOI'O I'OCYJAAPCTBEHHOI'O
YHUBEPCUTETA»

KA®EJIPA IU®POBLIX CUCTEM U TEXHOJIOT' I

AHHOTaNMA K IUILUIOMHOM padoTe

ABTOMATHU3ALIUA BUSHEC-TPOIIECCOB MAPKETUHIOBO
AEATEJIBHOCTHU HA HPEAITPUATHUAX MAJIOT'O BU3HECA

AKOBEHKO Beponuka MakcumoBHa

PykoBoaurens
MunuenkoB Opuit Biianumuposuy,
KaHIuJaT pU3-Mar. HayK, JOLEHT

Mumnck, 2025



Junnomuas pabota: 60 c., 17 puc., 4 Tabn., 31 uCTOYHUK.

ABTOMATM3AIIUS  BU3HEC-ITIPOLIECCOB  MAPKETHWHI'OBOI1
HEATEJIbBHOCTU HA MAJIBIX ITPEAITPUATUAX

Leab paGoThl: aHaMU3 U OlleHKA 3P (PEKTUBHOCTH BHEIPEHUS
CRMcucremsl 17151 aBTOMaTU3aLMK OU3HEC-MPOLECCOB MAPKETUHIOBOM
nesarenpHocTH HA OO0 «CKNJICODT».

3aga4ym Mcciie10BaHN: N3YUYCHHNE TEOPETHUECKUX OCHOB
MH(OPMAIMOHHBIX CUCTEM C MCIOJIb30BAHUEM TEXHOJIOIMH CUCTEMbI YIIPABICHHUS
MapKETUHTOBOM JIEATEIbHOCTBIO, aHATN3 HH()OPMALIMOHHBIX CUCTEMBI C
WCIIOJIb30BaHUEM TEXHOJIOTHH CUCTEMBI YIIPABJICHUS KIIMEHTAMU, aHAJIN3
JeATeNbHOCTU U BhIsIBIEHUE MpoosieMHoro nosist kommnanuu OO0 « CKUJICOD Ty,
pa3zpaboTtka miana BHeapeHus CRM-cuctemsl B opranuzanuun OO0
«CKHIJICODT», onpeneneHrue paMoK MpoeKTa U olieHKa 3PGEeKTUBHOCTH
BHEJIPEHUS CUCTEMBI.

O0bexT uccsenoBanusi: Maible npeanpusaThs.

IIpeamer ucciienoBanus: ABTomMaTu3anus OU3HEC-TPOLIECCOB
MapKETUHIOBOM JIEATEIbHOCTH Ha MPEIIPUATUIX MaJIOro OM3Heca MyTemM
BHeApeHuss CRM-cucremsl.

MeTtoasbl uccaeoBaHusi: OOLIEHAYYHbBIE METO/IbI UCCIIEIOBAHNUSA:
JTUAJEKTUYECKNE, CHCTEMHBIE, aHATUTUYECKHUE, CTATUCTUYECKUE, MOICIIMPOBAHUE
MPOLIECCOB, IPYNIIUPOBKHU, T'pahUueCcKO HHTEPIPETALIMH, CTATUCTUYECKUE
METO/IbI, METOJI IPOTHO3UPOBAHHSI.

ITonnyyeHHblIe pe3yJIbTATHI © UX HOBH3HA, CTENeHb BHEAPEeHUs. bpun
M3Y4YEHBI TEOPETUUYECKHE U METOI0T0THYecKue 0ocCHOBBI CRM-cucrem, npoBenén
aHaJIM3 JACSTENBHOCTU U BBISBIEHBI MPoOaeMHbIe noJisi koMrnanuu OO0
«CKMJICOD Ty, pazpadboran miad BHeApeHuss CRM-cucteMsl B OpraHu3aiuu
000 «CKHJICODT», onpeneneHsl paMKH IPOEKTA U JaHA OLIEHKA
3 PEKTUBHOCTU BHEAPECHUS CUCTEMBI.

JloCTOBEPHOCTH MATEPHAJIOB U Pe3yJbTaToOB padoThbl. ABTOp pabOThI
IIOATBEPKAACT, YTO IIPUBEACHHBIN B HEN PACUETHO-AHATUTUYECKUM MaTepUal
O0OBEKTHBHO OTPAKAET COCTOSIHUE MCCIIEyEMOTo MpoIecca, a BCe
3aMMCTBOBAHHBIE U3 JIUTEPATYPHBIX U APYTUX UCTOYHUKOB TEOPETUUYECKUE,
METOJO0JIOTHYECKUE U METOJANYECKHE MOJ0KEHUS U KOHLIENIIUN COITPOBOXKAAKOTCS
CCBUIKaMH Ha X aBTOPOB.
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AUTOMATION OF BUSINESS PROCESSES OF MARKETING
ACTIVITY AT SMALL ENTERPRISES

Purpose of work: analysis and evaluation of the effectiveness of
CRMsystem implementation for automation of business processes of marketing
activity at LLC “SKILSOFT”.

Research objectives: study of theoretical foundations of information
systems with the use of technology of marketing activity management system,
analysis of information systems with the use of technology of customer
management system, analysis of activity and identification of the problem field of
the company LLC “SKILSOFT”, development of the plan of CRM-system
implementation in the organization of LLC “SKILSOFT”, definition of the project
framework and evaluation of the system implementation efficiency.

Object of the research: Small enterprises.

Subject of the research: Automation of business processes of marketing
activities at small businesses by implementing a CRM-system.

Research methods: general scientific research methods: dialectical,
systemic, analytical, statistical, process modeling, grouping, graphical
interpretation, statistical methods, forecasting method.

Obtained results and their novelty, degree of implementation.
Theoretical and methodological bases of CRM-systems have been studied, the
analysis of activity and problem fields of the company LLC “SKILSOFT” have
been carried out, the plan of introduction of CRM-system in the organization of
LLC “SKILSOFT” has been developed, the framework of the project has been
defined and the efficiency of the system introduction has been evaluated.

Reliability of materials and results of the work. The author of the work
confirms that the calculation and analytical material presented in it objectively
reflects the state of the process under study, and all theoretical, methodological
and methodological provisions and concepts borrowed from literature and other
sources are accompanied by references to their authors.
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AVTAMATBI3ALIBISL  BIBHDC-IIPAIIDCAY  MAPKETBIHTABAMN
JIBESIIIBHACLII HA MAJIBIX ITPAJITPBIEMCTBAX

Tayb nmpaubi: AHani3 1 alpHKa 3(QeKThIYHBIX HiKaBbiX CRM-cicTaMm i
ayTamarbl3albll O13Hec-mpanacay MapKeTblHraBara 3adecnsiusass Ha TAA
«CKUICODT».

3agaubl 1acjieJaBaHHA: BbIBYUIHHE TIAPITHIUHBIX aCHOYHBIX
1H(apMalbIIHBIX CICTAM 3 BBIKAPBICTAHHEM T3XHAJIOT1H CICTAMBI KIpaBaHHS
MapKeTbIHTaBall A3€HHACI0, aHaJ13 IHPapMalbIHHBIX CICT3M 3 BBIKAPbICTAHHEM
TIXHAJIOT1H CICTAMBI KipaBaHHS KJIi€HTaM1, aHali3 A3€MHACI] 1 BbIAYICHHE
npabaemuara nosist kamnatii TAA «CKIJICO®DT», pacnparioyka miana
VkapaneHHss CRM-cictamel ¥ apranizansli TAA « CKIZICO®T), BeI3HaUHHE
pamak MpaekTa 1 aldHKa 3(PEeKThIYHACIl YKApaHEHHS CICTIMBI.

A0'eKT nacsenaBanusi: Mabls paaipbleMCTBBI.

IIpeamer ucciienoBanus: AyraMartbizalbls O13Hec-ipanacay
MapKeTbIHTraBail a0'siBbI Ha MpaACTayJIEHHAX Manora O13Hecy MecToMus rpanacay
CRM-cicTaMmBL.

Mertaasbl facieaBaHHSA: aryJibHAaHABYKOBBIS METAbl: JbISUIEKTBIYHBIS,
CICTAMHBISI, aHAJIITBIYHBISA, CTATBICTBIYHbISA, MAJIIIBAHHE MPALICABbBIA, IPYIOYKI,
rpadivHbIs IHTIPHATHI, CTATBICTBIYHbIS META/Ibl, META]] IPArHa3aBaHHS.
JlacTayHbIs BBIHIKI 1 1X HaBIHbI, CTPIYHE Nepajiayubl. BeIBydatoubl T3ap3THIYHBIA 1
MeTaganariyHblist acHoBbl CRM-cicTambl, paBEY aHami3 AJid MacTayki 1 BeIAYICHH]
npabneMubix nanéy kammnadii TAA «CKIJICO®Ty, nparpaMHsl IU1aH 1191
CRMcictamel ¥ apranizansli TAA « CKIZICO®T», nactayHbisd paMKi npaekTa i
JaHYI0 alPHKY 3(QEKThIYHACI MPAEKTHIYHBIX CICTAM.

JacTraTkoBacub MATIPhIsiIAY | padoThl Npaubl. AyTap npamsl npauacii
naka3Bae, IITO MPBIBEA3EHBI ¥ sie pa3IiKOBa-aHATITBIYHBI MAT3PBISUT a0'eKThIyHA
13/1apoye CTaHy BbIKaHaHara rnpamacy, a yCce 3aHAThIA 3 JITapaTypHBIX 1 IHIIBIX
CTPOMHBIX TIAPAITHIUHBIS, METAIAJIATIYHBIS 1 METAIBIYHBIS MA31I[bll 1 KAHIMIbI
nparJisiiarolliia cnachblikaMi Ha 1X ayTapay.



