BHUKOPUCTAHHS NIPY BU3HAYCHHI OXO/IB 1 BUTpAT 1o OyniBebHUM KOHTpakTaM 3 2018 poky
MCBO 11 «byniBensHi KOHTPAKTH» 3alPOIIOHOBAaHO 10 BukopuctaHas MC®3 15 «Jloxin
BiJI JIOTOBOPIB 3 KITIEHTAMM).
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YK 339.137.2
Pocuncwknii A.B., acnipasnT kadenpy eKOHOMIKH Oy/TiBHHIITBA
KuiBcbkuil HarlioHanbHUIN yHiBepCHTET Oy/liBHULITBA 1 apXiTEKTypu
BITPOBA/I)KEHHSI CRM-CUCTEMM S$IK 3ACIB
NIABUIIEHHSI KOHKYPEHTOCITPOMOXKHOCTI
JEBEJIONEPCbKOI KOMIAHIT
AHani3 TOTOYHOrO CTaHy pPUHKY HEpPBHHHOI HepyxoMocTi YkpaiHu BimoOpakae

TEHJICHIIII0, II0 HaBiTh 3a HAsBHOCTI MONUTY, TpaaulliiiHa MapKETHHIOBa IMONITHKA Y
CYKYITHOCTI 3 TPaMOTHOIO PEKJIAMHOIO CTPATEri€lo He € FapaHTi€elo YCMiIIHUX npoaaxis. e
BUKJIMKA€ HEOOXIIHICTh y 3HAXOKEHHI NUISAXIiB IMIiJABUINCHHS €(pEeKTUBHOCTI pOOOTH 3
MOKYIIISAMK, @ BIINOBIIHO 1 y MiABUINEHHI KOHKYPEHTOCIHPOMOXKHOCTI JIeBEJIONepChKol
koMnaHii. OgHUM i3 Takux UUIAXiB € BrpoBapkeHHs CRM-cucremu, sika siBisie coOOIO
KOMIUIEKC B3a€MOIIOB’SI3aHUX 1HCTPYMEHTIB YIpaBIIHHS BiJHOCHMHAMHU 3 KiieHTaMu. [Ipu
LBOMY OaXkaHHs 1 MOTPeOU KITI€HTIB Y IUX BiHOCHHAX HAOyBalOTh HAUBHIIOIO MPiOPHUTETY.

®akrtuuno CRM-cucTeMa — Lie IPUKJIaAHE POorpamMHe 3a0e3reueHHs IPU3HauCHe IS
aBTOMAaTH3alLll cTpaTeriii B3aeMoii 3 KIi€HTamH, 30KpeMa JJisl ONTUMi3alii MapKeTHHTY,
MOJMIIIICHHS SKOCTI OOCTYroBYBaHHs KIEHTIB 1 IMIIBHUIICHHS PIBHS MPOAAXIiB MUIIXOM
HaKoMU4eHHs iHpopMalii Mpo KII€HTIB Ta iCTOPiI0 B3AEMOBIIHOCHH 3 HUMH, MOJIMIICHHS
0i3HEC-TIPOIIECIB i HACTYITHOTO aHaNi3y pPe3y/IbTaTiB.

Jnst oriHKM o1inbHOCTI BripoBamkeHHss CRM-crcTeMu BapTo 3BEpHYTH yBary Ha JesiKi
XapakTepHi 0COOIMBOCTI AiSUILHOCTI IeBEIONepChKUX KoMIaHiit. JIo HUX HalleKarh:

- BHCOKa BapTICTh Jiga (NOTEHUIHHOrO KIIi€HTA, SKAH THM YU IHIIUM YHHOM
BiJ[pearyBaB Ha MapKETHHIOBY KOMYHIKaIi0);

- JIOBroTpuBaiuii Ta GaratoctaaidHuil UK POOOTH 3 KITIEHTOM;

- TOBap BHCOKOI I[IHOBOI KaTeropii 3 AMHAMi4HOIO 3MiHOIO I[iHHU;

- 3amWT KIi€HTIB Ha IHAWBIAYaJbHUN MiOXiA, a TaKOXX HA HAHOUTBII aKTyaJbHY i
peneBaHTHY iHOpMaIiro.
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3BakaroyM Ha I[e, NPOBEIEMO aHaji3 BIUIMBY BrpoBamkeHHs CRM-cucremu y
TISUTBHICTB IEBENIONEPChKOi KOMITaHi1 y po3pi3i 03HAYEHUX OCOOINBOCTEH:

1. Asromarmsauis dixcanii CRM-cucremMoro Beix JifiB yHEMOXIIMBIIOE X BTpaTYy i,
BIJINIOBiTHO, HAJIA€ BIICBHEHICTh y TOMY, 1[0 BUTPATH Ha X OTPHMAaHHS HE OY/IH MapHHMH.
Jlo Toro  cucrema ikcye JpKepena ix 3aydeHHs], MO J03BOJISIE TPOBOAUTH MOHITOPHHT 1
aHaJi3 epEeKTUBHOCTI PEKIaAMHUX KaMIaHii.

2. Iadopmaris mpo KITi€HTA 1 BCl B3a€EMOBITHOCHHU 3 HUM (IKCYIOTBCS y EMUHOMY
Micmi, 0 J03BOJISIE HE TUTBKM HAKOIMMYYBAaTH CTaTHCTHYHY 0a3y, ajie i yHHKHYTH 3aliBUX
YTOYHEHb TPH POOOTi 3 KIII€HTaMH IPOTSATOM BEIHUKOrO IPOMIKKY Hacy 4u y pasi ix
TIOBTOPHOTO 3BepHEHHs. Lle 3aomamkye yac sK KITI€HTIB, Tak 1 MEHePKepiB, sKi 10 TOTO K
CTalOTh B3a€MO3aMiHHUMH, a/pKe BCIO HEOOXiTHY iH(pOpMamilo BOHH MOXYTh OTPHMAaTH 3
€IIHOTO JDKepea.

3. €auHa cucrema [03BOJNSE HAgaBaTH KIIEHTY He TUIBKH IIepCOHi(iKkoBaHi
npono3uuii ane i BClo HeoOXinHy iH(pOpMallito, Malouy BIIEBHEHICTh Yy 11 aKTyaJlbHOCTI Ha
MOMEHT KOMYHiKaIlil. Y BUIIaIKy HassBHOCTI BEJIMKOI KIIBKOCTI MEHEKEPIiB, €IMHA CUCTEMa
JIO3BOJISIE YHUKHYTH HETIOPO3yMiHb, HAIIPUKJIIAT, KOJIH JIEKiJIbKa MEHeDKEPIiB IPOIAIOTh OJHE
1 Te caMe NPUMIIICHHS Pi3HUM KJIIEHTaM.

[IpoBenennii aHami3 mokasas, mo BukopucranHsi CRM-cucremu cTBOproe HeoOXiHi
MepeyMOBH ISl MiABUIIEHHS JIOSUTBHOCTI TIOKYIILIB, TOOTO X MPUXHMIBHOCTI J0 MPOIYKIIi{
i cepBicy kommaHii. Came Tomy BmpoBamkeHHsS CRM-cucteMu € JOIIIBHUM ISt
JICBEJIONEPCHKUX KOMITaHIH a/pKe MiJBHILNCHHS JIOSUTBHOCTI TOKYILIB, a BiJIOBIOHO 1
301IbIICHHS 00CATIB MPOAAXKIB, € BATOMOIO MEPEBarol0 Ha PUHKY MEPBUHHOI HEPYXOMOCTI,
SKUH XapaKTepHU3yeTbCsl TOBOJI BHUCOKMM piBHEM KoHKypeHuii. IIpm mpomy Baprto
3ayBaXkuTH, 1o cama o cobi CRM-cucrema He 3a0e3neuye eeKTUBHOCTI Gi3Hecy, amke i
TOJIOBHOIO 33/1a4€I0 € CHcTeMaTn3ais podotu 3 kiieHramu. [Hakure kaxxyan, CRM-cucrema
€ 3aco00M mifBUIIEHHS eeKTUBHOCTI Oi3HEeC-KOMYHIKAIlii, [0 Yy CBOIO 4Yepry IiABHUILYE i
KOHKYPEHTOCIPOMOXKHICTh KOMITaHii.

YK: 33

Camira ILA.
acnipanT, kaenpa exonomiku OyniBauiTea KHYBA

®OPMYBAHHSA KOPITIOPATUBHOI COIIAJIBHOI

BIANOBIJAJIBHOCTI SIK CIIOCIB 3ABE3IIEYEHH A
CTPATEITYHOI KOHKYPEHTOCIIPOMOXHOCTI
BYAIBEJIBHOI'O I AITPUEMCTBA

Iepexin YkpaiHu Ha MUUISIX CTATONO EKOHOMIYHOTO PO3BHUTKY, i iHTerpaiis a0

€BPOIEHCHKOTO 1 CBITOBOTO CMiBTOBAPUCTBA BUMArarOTh 3alPOBAKCHHSI CYyJaCHUX MPAKTHUK
B3a€EMO/Ii1 eprkaBu Ta Oi3HeCy, a TaKOXK Oi3HECY i CYCIINIBCTBA, sIKi O JO3BOIUIN MTOCHIUTH
B3a€EMHY BIMOBIAATBHICTh YCIX YYaCHHUKIB T'POMAJCHKOrO >KUTTS, CTBOPHTH YMOBH MIJIst
MOJATBIIOTO CTa0TBHOTO PO3BUTKY JIEPKaBH 1 CYCHIBCTBA, 3aCHOBAHOTO HA BPaxXyBaHHI
SIKOMOT'a IMPIIOTO KOJa iHTEPeciB.
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