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BeeneHne. O CRM-cuctemax 3a 5 MUHYT

Cnctema ynpaBJieHUs B3auMOOoTHoweHnaMun ¢ knmeHtamu (CRM, CRM-cuctema,
CokpalleHune oT aHrn. Customer Relationship Management) - npuknagHoe
nporpamMmmHoe obecrneyeHne ons opraHmn3saunn, npegHasHa4YeHHoe AN
aBTOMaTU3aUUWN CTpaTerum B3aMMogencTBma C 3aKasdynkamm (KameHTamm), B
YaCTHOCTW, 014 NOBbIWEHUSA YPOBHSA Npogak, ONTUMNU3ALUN MapKETUHIa U
yyydweHns obCny>XnBaHNA KJIIMEHTOB NMYyTEM COXPAHEHUNA NHPOPMaALMN O KIIMEHTAX U
NCTOPUWN B3aUMOOTHOLLUEHU C HAMW, YCTAHOBJIEHUSA 1 yNy4dlleHnsa BusHec-npoueccos
M nocnepywowero aHannsa pesysbTaToB.

CRM - mopenb B3anMoaencTBmsl, OCHOBaHHasA Ha NOCTynaTe, YTO LLEHTPOM BCEN
unnocopun 6mMsHeca ABNAETCA KJIMEHT, @ MMaBHbIMW HanpaBJeHNAMN OEeATENIbHOCTHN
KOMMaHUM ABNAIOTCA Mepbl N0 obecrnevyeHmnto 3IPHEKTMBHOIO MapKeTUHra, NPoaax< un
obcnyxmBaHuA KanMeHToB. MNopaepxka aTnx busHec-uenen skaovaeT cbop, xpaHeHne
N aHann3 nHopmaumnm o NnoTpebutensx, NnocTaBLMKax, NapTHEPaX, a TakXe o
BHYTPEHHUX MpoLeccax KOMMaHun. @yHKUMK ONa NoAAEPKKM 3TUX BUsHec-uenen
BKJIIOYAIOT MPOAaXku, MapKeTUHr, Noaaep>xkKy notpeburenen.

OCHOBHOW LeNblO BHEOPEHMS, KaK MPaBuUJIo, ABNSETCA yBEIMYEHNE CTENEHN
yOOB/IETBOPEHHOCTU KJIMEHTOB 3a CYET aHasIM3a HaKonJeHHoOW MHGOopMaunm o
KJINEHTCKOM MoBeAEeHUN, PperyanpoBaHns TapugHON NOANTUKN, HACTPONKMN
WHCTPYMEHTOB MapKeTuHra. bnarogaps npMMeHeHNI0 aBTOMaTU3MPOBAHHON
LeHTpanm3oBaHHOW 06paboTKM AaHHbLIX NOABASAETCA BO3MOXXHOCTb 3(PPEKTUBHO U C
MWUHUMaJIbHbIM y4aCTUEM COTPYAHUKOB YHYUTbIBaTb MHAMBUAYAJIbHbIE MOTPEOHOCTH
3aKa34MKOB, a 3a CHeT onepaTUBHOCTU 06paboTKM - OCYLLLECTBNAATL paHHee
BbISIBJIEHME PUCKOB N NOTEHUNAIbHbIX BO3MOXXHOCTEN.

B Toproson coepe 3a cyet CRM obecneudmaeTtcsa 6onee ahdhekTnBHOE NPUMEHEHNE
MeToa nepekpecTHbIX npofaxk (aHrn. cross-selling) n TexHukn Up-sale.

Mo matepunanam Wikipedia.org



AHHOTauwmA. 3a4em BaM CRM, nnm «Y Hac n Tak BCe XOpOLUO»

KNneHT n kKnmeHTckasa 6a3a - 3To rnaBHbIA akTUB Ntlobot KoMnaHuK. MNpuBneYveHue,
yaep>XaHne U pa3BUTUE OTHOLLEHWI C KJIMEHTOM - r1aBHas Lefb oTAaeNna npogax. B
paboTe C KIMEHTOM Ba)KeH CEpPBUC: YeM KadyeCcTBEHHee Bbl 06CNy)KMBaeTe KJIMEHTOB,
TeM 60s1ee OHUN K BaM N10s/IbHbI. ByfieM oTKpoBeHHbI: B Poccum ecTb Hag 4eM paboTaTb
B cchepe npogak n obcnyxmBaHus, Bedb B 60/bLLIMHCTBE CBOEM BCTPEYaETCA
HW3KOKa4YeCTBEHHbI CeEpPBMC. Te KOMMNaHUK, KOTOPble MOHUMAIT 3TO, 06BABUIN CBOEN
MUCCMEN KayeCcTBeHHOe 06CnyXKnMBaHMe KIMEHTOB. BbiCOKOe kKavyecTBO 06CnyXMBaHUS,
OT TOro, YTO ero Tak peAKo BCTPETULLb, CTAHOBUTCS NX KOHKYPEHTHbIM
NpPenMyLLecTBOM.

KayecTBo 06CcnyXnBaHUa KIneHTa TeM Bbllwe, Yem bonbLue nHpopmaumnm ob nctopun
B3aMMOOTHOLUEHU C HUM Bbl 3HaeTe. [103TOMY TakK Ba)KHO 3Ty UH(OpMaLnmn
HakKanaMBaTb, XPaHUTb N FPAaMOTHO MCMNOJIb30BaTb. KpoMe Toro, ka4yecTBo paboTbl C
KJINEHTOM He [OJ/DKHO 3aBUCETb OT MeHed)Kepa. B cBoen KOHCYIbTaLNOHHON
NpakTUKe s 4aCcTO CTaJIKNBAIOCh C CUTyaunen, Korga KJIneHT «NpuBa3aH»

K MeHen>Xepy. OH paboTaeT MHOIMo fIeT C KOHKPETHbIM MeHe)XepoM, KOTOPbIA y3HaeT
ero no ronocy, npegocrtasnseT 6onee BbIrogHbIE YC/IOBUA U T. A. DTO 3HAYUT, 4TO
KJINEHT 3HaeT MeHeJ)xepa, a He KoMMNaHutoo. Ml ecnn cOTpyOoHUK YBOIUTCA U ynaeT K
KOHKYPEeHTaM, TO BeJInKa BEPOATHOCTb, 4TO Bbl NoTepseTe N KAMeHToB. 3To rpybas
owmnbka opraHusaunm npouecca npoaaxk. 2PPeKTUBHLIN b3HeC He nmeeT
He3aMeHUMBbIX 3JIEMEHTOB.

BecTn nctopumto OTHOLIEHNN C KaXKAbIM KJIMEHTOM, @ TaKXXe aBTOMaTU3MPOBaTb Ball
busHec n genaTtb ero He3aBUCUMbIM OT COTPYAHMKOB, UX NPOECCMOHAIbHOIrO OMnbITa
N ONNTENbHOCTU PaboTbl C KOHKPETHbIM KneHToM cnocobHa CRM-cnctema.
BHegpeHune aton nnatgopMbl MO3BOINT NEPCOHNPUNLNPOBATL PaboTy C KIINEHTOM,
pa3BMBaTb CBOK KJINEHTCKYO 6a3y, MOBbICUTb Bally KOHKYPEHTOCMNOCOOHOCTD, a
3HAYUT, N MapXYy.

1.1. Mpepnoceinku pacnpoctpaHeHna CRM-cuctembl



MNovyeMy nHAMBUAYaNbHbIN MOAX0L K OOC/Y>)KMBAHUIO KJINEHTA TaK Ba)KeH U uMmeeTt
pellatollee 3Ha4YeHne npu ero 3aBoeBaHun? [1eno B TOM, YTO Ha KOHKYPEHTHOM
MaCCOBOM pbIHKe 3TO eNHCTBEHHOe NpenMyLLecTBo. Bbl He pas cibiwann meTadopy,
4YTO Hawe obLecTBO ABNaeTCs obwecTBOM NoTpebaeHns. 3To BbI3BaHO BypHbIM
3KOHOMMNYECKNM POCTOM, TEXHUYECKUM MPOrpeccom, nsmMmeHeHmnem obLiecTBeHHOM
CTPYKTYPbl, BO3SMOXXHOCTbIO MOKYMKW B KPpeaUT, TEMMNOM XU3HU 1 T. 4. Cnpoc, Kak
N3BECTHO, POXKAAET NpeasioXXeHne: yBeJIMYMBaTCA niowanm TOproBbiX TOYEK,
yBe/INYMBAETCSH UX KOJIMYECTBO, NPOU3BOACTBO CTAHOBUTCA MAaCCOBbIM, MPOAYKT,
COOTBETCTBEHHO, - CTAHAAPTHbLIM. PbIHOK OLLeHMBAEeTCa KOJIMYEeCTBEHHO, a He
Ka4yeCTBeHHO. B npoLusibie Beka nmesio MecTo KycTapHoe npon3BoACTBO U CeEMeNHoe
neno, nponssogutenn Oblsin OAHOBPEMEHHO N NpoaaBLamMu, 3Haam 60bLWNHCTBO
rnokynaTtenem no uMeHn n astTobuorpaduyecknm akTam, No3ToMy 3aboTUINCL O
KavyecTBe NpoaykTa n obcnyxmBaHus, 4Tobbl He NOTepATb penyTaunto. KnmeHThbl
OblI NOCTOSAHHBLIMM, NOTOMY 4TO MPOAYKT 6blN1 YHUKanbHbIM. Cenyac, ecnu Bbl
npepnovynTaeTe NPOAYKT KOHKPETHOro Npon3BoanTens, ero MoXXHo npunobpecTtu B
00/IbLUMHCTBE TOProBbIX To4YeK. MPOoAYKT CTan MaccoBbiM. EFo kKayecTBO 04NHAKOBO,
LeHa KonebneTca oT MarasnHa K MarasuHy He3Ha4YnTenNbHO. HO KNneHTa Hado 4eM-To
yanBnATb. [Mo3TOMy B nocsiegHee BpeMs NOMyssspHbl YHUKabHbIE TOBapbI,
npon3BefeHHble B €AUHCTBEHHOM YMUCJie UM NO cneunasibHOMY 3aKasy,
y4UTbIBalOLLEMY BKYCbl N XeNnaHuA KnneHTa. Hanpumep, MHorme npoussoanTenmn
KYXOHHON Mmebenu npeanaratoT MHTEpbEpP Ha 3akKa3. Bbl COBMECTHO C An3anHepoMm
MO>XeTe CoCTaBUTb 3D MaKeT Ballen KyXHU B HY>KHOW LIBETOBOW raMmme, C
noaxogosawmMMmn onsa sawero noMeweHnsa napaMmeTpamu, N3 Matepuana, nonagatouiero
B Ball LLeHOBOM Kopnaop N T. 4. KnneHT cTpemMunTca K HernosTopuMocTn. CRM-cuctema
cMelaeT (poKyC C NMpoAyKTa Ha KJIneHTa. BcnoMHMTe Ball canT. YBepeH, OH NecTpuT
MEeCTOUMEHUAMU «Mbl, Y HaC, HaLW» N APYrMMuN, pacCKa3biBalOWMMN O BaC, HO He O
KnneHTe. TeM He MeHee nepcoHanm3aumsa OTHOWEHUA C KJIMEHTOM Ha pbiHKe
MacCCOBOIro NMPOW3BOACTBA - 3TO BEPHbIA NMYyTb K 3aBOEBaAHUIO KJIMeHTa N (PMHAHCOBOMY
ycrnexy KoMnaHuu.

MoMMMO 3TOro, pacnpocTpaHeHNEe TPAHCMOPTHOW NHPACTPYKTYpPbl U ceTn MHTepHeT
CTEpJI0o rpaHuLLbl MeXXay NnokyrnaTesieM 1 NpoAaBLOM. B HacTosllee BpeMs NOKYMKu
MO>XHO COBeplUaTb OAHMUM KJIMKOM B APYrOM ropofe n fa)ke ctpaHe. NIHpopmauus o
pPblHKE OTKpPbITa. Y KNMeHTa 6onbluMe BO3MOXXHOCTK MO BbibOpy NpoaasLa no Tem
KpUTEpPUsIM, KOTOpPbIE /151 Hero BaXkHbl. Ecnin paHblue 6onblie wia peyb 06
yNydlWeHUn KayecTBa NpPoayKTa, TO Ternepb Ha NepBoe MecTo BbIXOAMT 3a4aya
yNyYlleHNs KadecTBa 06CNy>XUBAHUS KIMEHTA.



1.2. KnneHTbl HEQ0BOJIbHbI KA4€CTBOM 006CYy>XNBAHUSA

TUNNYHBIN KNTMEHT BCernga xo4eT ny4diuliero Ka4dectBa, HO 3a Te Xe OeHbI'u.

Kbenn Hopactpem n MoHac Puonepctpane

Ncnonb3ys CRM-cuctemy, Bbl yaydlInTe KavyecTBo paboThl U NokasaTenn

3P (PEeKTUBHOCTMN He TOJIbKO B OTAeNie Mpohaxk, HO U APpYyrux npoueccax,
npeanofaraLwmx NPSIMon Nan KOCBEHHbIN KOHTAKT C KIMEHTOM. Hanpumep, B
MapKeTUHre n cepsunce. Kak Takoe BO3MOXXHO, paCCKa)keT 3Ta KHUra.

CornacHo nposefeHHbIM AreHTcTBoM Datamonitor nccnegosanunsam, 57 % poccusaH
npekpaLwaT COTPYOLHNYaATb C KOMMNAaHMEN MMEHHO MN3-3a HU3KOIro KavyecTBa CepBuca.
B ToO BpeMs Kak caMoe pacrnpocTpaHeHHOe MHeHMe - BbICOKME LLieHbl - OKa3blBaeT
KpuTu4yeckoe BansaHue nuwb B 15 % cny4vaeB. He cnepyeTt onupaTbhbCs Ha CBOIO
WHTYNLMIO B BONpocax busHeca. BansaHne Toro nam nHoro aktopa Ha npubbiib
HY>XHO oueHnBaTb 06bEeKTUBHO. Yalle BCcero, cpeaHecTaTUCTUYeCKne KoMnaHmm
OKYNalT 3aTpaTbl Ha paboTy C KIMEHTOM Yepes rof Nocsie Havyasa coTpyaHn4YecTBa C
HUM. 3TO 3HAYUT, YTO €CNIN KJINEHT ynheT paHblle, TO, MO CYyTW, Bbl MOHECIN C HUM
bonblie ybbITKOB, 4eM J0X040B. ECnv OH ynaeT HeJ0BOJIbHBIM, TO pacCKa>keT 0 Bac
ewe 7 noasam. B To BpeMs Kak yo0BJ/IeTBOPEHHbIV KJIMEHT No4eNNTCA XOPOLUUM
OT3bIBOM O BacC TOJIbKO C OAHUM 4enloBeKOM. To eCTb, ynyCTUB OOHOI0 KJIMEeHTa,
BMeCTe C HUM Bbl TepsieTe 7 NoTeHUMasibHbIX. [10 oueHKaM aHaJIMTUKOB, POCCUNCKUN
bnsHec TepsaeT OKo0 25 MApA A0, B rof B pe3ysibTaTe HeraTUBHOIoO onbITa
obuweHns knmeHTa ¢ kKomnaHnen. Cornacntechb, Ball CEPBUC BaM J0poro obxoanTcs.
OcobeHHO ecnn NpubaBUTb K YyNYyLLEHHbIM Bbir04aM 3aTpaTbl HA MapKETUHT.

Ecnn Bbl 3HaeTe CpeflHMN YeK CBOEro KJNeHTa N KOJIMYeCTBO yLleALlnX 3a rof
KJIMEHTOB, MEPEMHOXXbTE 3T NoKa3aTeNn U NoNy4YnTe He cpeHne, @ KOHKPETHO
BalLIK MOTEPU M3-3a HU3KOro KavyecTBa cepBuca. M 3To TosbKo 3a ogHo obpalleHune
KJIMEeHTa B rofl. A CKOJIbKO pa3 B roj, obpallaeTcs K BaM CpefHUN KINeHT?

Mo ceoelt cyTn, CRM-cnuctemMa - 3To BHYTPUKOPNoOpaTMBHas cpeaa KoMnaHum. 3To
6a3a JaHHbIX, KOTOpPas MHTEr pupyeT, aBTOMaTU3NPYeT U CTaHaapTusupyeT B cebe
pa3/InYyHble BM3HeC-NpoLLecchl NPoAaXk, MapKeTUHra, CepBuca, 06CNYXXUBAHNA U T. 4.
DTO 3HAYMTENbHO HalaXXMBAET pPaboTy OTAENOB, a TAK)XXE B3aMMOAENCTBME Mexay
HUMW.



Ewe ogHo 3Ha4yeHne CRM, KoTOpoe TPYyAHO NepeoueHnTb, 3TO YBeJInYeHne CKOPOoCTHr
paboTbl C KIMEHTaMU, a 3Ha4YUT, COKpaLLeHue nepmnoda obopoTa CpeAcTB U yCKOpeHue
nosy4yeHmns [oxonos..

Kpome Toro, wunpokmnm dyHkunoHan CRM-cuctemsl no3sonaseT 6osiee TOYHO U
AanbHOBUOHO njaHMpoBaTb paboTy oTAaenoB u busHeca B YaCTHOCTU, 4TO
3HAYUTENbHO BAMSAET Ha ero cTabmabHOCTb.

1.3. KnneHTtckada 6a3a - aktue Ne 1 Bmu3Heca

KnneHTckas 6a3a - 3TO CaMbil Ba)XHbI aKTMB Nt0O0N KOMNaHMM, KoTopbin TpebyeT
rPaMOTHOrO yrpaB/ieHNA He MeHbLle, 4eM (hDUHaAHCbLI. Begb OT Ka4yecTBa 1 KoanyecTBa
KJINEHTOB 3aBMCUT Balla NPUBbISIbHOCTb.

HaBepHoe, caMas bonbwasn ownbka, KOTOPYO MOXXHO COBEPLLUUTL B BsHece, 3To He
BECTU KNMEHTCKYto 6a3y. TeM He MeHee MOS NMpaKTUKa NoKa3biBaeT, 4TO N Takoe
bbiBaeT, ocobeHHO B MasioM busHece. OgHM KOMMaHUM npeanoynTatoT 6a3y NokynaTh,
apyrme Oosaro v rno KpynuHkam cobmpatoT ee YeCTHbIM TpyaoMm. KnmeHTckasa 6asa
[O0JKHa 6bITb, pa3BMBaTbLCA N HEMNPEPbLIBHO MOMOJIHATLCA - 3TO aKCMOMa.

MoyeMy Xe 3TO TaK BaXKHO?

» [10Ka3aHO, YTO CKJIOHUTb KJIMEeHTA Ha NepBYIO MOKYMNKY B 7 pa3 C/IOXKHee, YeM Ha
nocnepywouime. To ecTb paboTaTbh C TEMU, KTO YXKe KOrga-To y Bac NokynaJs, B pa3bl
npoLue, Yem C HOBbIMU KNMeHTaMu. COOTBETCTBEHHO, NPOAaKN CYLLECTBYOLNM
KNMEeHTaM uMetoT 60/bLUY0 BEPOSITHOCTb 3aKOHYUTBLCA YCMNELLIHO, YeM
NOTEeHUNANIbHbIM.

* HeobxoanMMo BECTU C KJIMEHTOM HenpepbiBHYIO paboTy. KnneHTamMm Hafo CUCTEMHO
HarnoMnHaTb 0 cebe: pacCbIIKON UK 3BOHKaMun. ECnm KTo-To He obpallancsa K Bam
OONblUe cpeaHero neprnoaa rnoKynknm, BHOCUTb ero B CNUCOK No peakTmBauumn. C TeMun
KJIMEHTaMN, KOTOPbIE Y)Xe KYMUAN, MOXXHO UCMNO0JIb30BaTb TEXHUKWN YBENNYEHUS
cpenHero Yyeka: nepekpecTtHble npoaaku(cross-sell) n ponpoga>ku (up-sell). 3Tn
WHCTPYMEHTbI CMOCOBHbI yBEIMYNTL Npoaaku B cpeaHeM Ha 27 %. Bce, 4T0
TpebyeTcsa oT Bac, - NpenioxXnTb K, B ciydvae c up-sell, obocHoBaTb 601€e BbICOKYIO



ueHy. KomnaHunsa TepseT fo 20 % obvema npogaxx, ecnm He BeaeT ¢ 6a3on CMCTEMHON
KOMMYHUKaLWN.

* KnneHTckyto 6a3zy HYy>KHO MHpopMupoBaTb 06 akUMSAX, BbIFOOHbIX NPenoXeHUsX,
CKMaKax, pacnpoa>kax N NHbIX MAapPKeTUHIOBbIX MeponpuaTunax. NpaBuibHO
OopraHM3oBaHHasa pacnpoga)ka cnocobHa NPUHECTU MeCAYHbIN A0X04 3a NATb - AeCATb
oHen.

» PaboTasn c knneHTckom 6a3on, Bbl BygeTe Aep>aTb KIMEHTOB «TEMJbIMU», @ TaKXe
6osee TO4YHO NonagaTb B UX MOTPEBHOCTM 1, Kak cnencrteme, bonblie KacaHuin
3aBepLuaTb Npogaken.

* ECcnn Bbl pewunTe npogaTb CBOW BU3HEC, OMbITHLIA NpeanpUHUMaTENb NPOSABUT
MHTepecC K Ballen KNmeHTCcKkon ba3e B nepByto ovepenb. lNpogarowmmncs busHec
Bbl3blBaeT MOAO3PEHNS, TaK KaK 3a4acCcTylo ero npoaaloT «MepPTBbIM», T. €.
HEVWHTEPECHbIM KNMeHTaM. [Mo3ToMy Hann4yne akTUBHOW KIMEHTCKOW 6a3bl - 3TO oAUH
N3 KJI0YEBbIX (PaKTOPOB, ONpenesnifioLmn CTOMMOCTb B3Heca Npu ero npogaxxe.

He3aBMCKMMO OT TOro, Ha Kakou CTaguu BOPOHKN NPOAaK HAaXOAUTCH KJIMEHT, C HUM
Ha[o NpaBWJIbHO BbICTpaneBaTb paboTy N KOMMyHUKaUuMio. ECiin Bbl nonaraeTe, 4TO
3aBOEBaTb N yAepXaTb KJIMEHTa MOXXHO TOJIbKO BbIFO4HOM LLEHOW, TO Bbl HE COBCEM
npasbl. LleHa - 3To nnwb oanH U3 paKTopoB. Ecnu Balwla uenesasa aygntopusa
NMPUHaLNEeXNT K HaCcesIeHUIO C OXO4aMN HUKe CpefiHero ypoBHs, TO LeHa
CTaHOBUTCA pellalowmm pakTopoM. [Ina cpenHero Kjiacca Ba>KHO COOTHOLLUEHUE LieHbl
N KayecTBa. A And nogen ¢ BbICOKUMMU A0X04aMUN B NMPUOPUTETE Ka4eCTBO U CepBuC.

Ecnn nonHTepecoBaTbCA pas3/INYHBIMU NCCNEL0BAHMNAMUN MO BbiABIEHNIO (DaKTOPOB,
OKa3blBaKOWMX BANAHME HA NOASIBHOCTb KJIMEHTAa, TO 06HAapYyXUTCH, 4TO B peaKunx
cnyyvaax ueHa 6biBaeT Ha NepBbiX MO3Mumax. Yaule Bcero oHa He BXoaAuT gaxke B TOM-
5 no3muunn. ECTb MHOXKECTBO HamnpaBaeHnn busHeca, rae pokKoBbIM PaKTOPOM
OKa3blBaeTCHd He LeHa, a, HanpuMmep, 4O0CTaBKa B CPOK UK [OCTaBKa B
reorpau4eckyto ToO4KY C HEPA3BUTON MHPPACTPYKTYPON. Ha NOANBHOCTb PO3HUYHbIX
rnoKynaTenen BANSAIOT aCCOpTUMEHT/pa3Mep ToBapa, A4OCTYMHOCTb TOPrOBON TOYKH,
CKOPOCTb 06CNy>XMBaHUSA, NIENKOCTb 3aKa3a, BO3MOXXHOCTb 3aKa3a OHJIalH, Hann4ymne
KYPbepCKOW A0CTaBKW, Crocob onnaTbl U T. 4. Ha KOHKYPEHTHOM pPbIHKE LIeHa
CHM>XeHa [0 BO3MOXXHOro npenena. CHn3nTb ee ewe 6onblie 3Ha4yuT paboTaTh cebe B
yObITOK. [T03TOMY 3aBO€EBbIBaTb KJIMEHTA HY)XHO HE KOJIMYECTBOM, @ Ka4eCTBOM, B TOM
yucne B paboTe C KNMEHTOM.



To eCTb NONYYNTb JIOANIBHOCTb KJIMEHTA MOXKHO He TOJIbKO C MOMOLLbIO MOHV>KEeHUS
LeH. Kak pa3 HaobopoT, NOSANbHbIN KIIMEHT MeHee YyBCTBUTENEH K LIEHE, TaK Kak
NMOHMMAaET, 4YTO NJAaTUT 3a CepPBUC.

BpemeHa, korga notpebutenn 6oponunck 3a ToBap, npownun. Ux cMmeHnna BoliHa
NpoOaBLIOB 3a NMokynaTens. Tak Kak ToBap MAEHTUYEH 1 NMOBCEMECTHO AOCTYMEH,
JlaXKe KPYrMHble BNIOXKEHUS B MAPKETUHI MOTYT He OKYMUTbLCA. YCnex npoaaku
3aBUCUT OT TOrO, HACKOJIbKO XOPOLLO Bbl 3HAaeTe CBOEro KaneHTa, n abcontoTHO Ntobon
6r3HeC OoJIXKeH UMeTb NMPOMUCAHHbLIA U OCTOBEPHLIA MOPTPET KJNEHTA.

BecTn knnenTckyto 6a3y MmoxxHO B Tabnuue Excel nunmn pa>ke Bpy4Hyto. A Bcerga
rOBOPIO KJINEHTaM, 4YTO KJIMEeHTCKasa ba3a Ha nonax 6J10KHOTa - 3TO syyule, Yem
BoobLle HM4ero. OgHaKo, NOBTOPKOCH, KIMEHTCKasa 6a3a - 3TO Ball rNaBHbIM aKTUB.
MosTomy TpebyeT 3awnTbl. ECnM nHpopMaunsa o knmeHTe BHocuTCsa B Excel, To
CMbILLJIEHBIN MEHEeO )KepP MOXKET ee yBeCTU N NMOCTPOUTb Ha BalUUX KJIMEHTaX CBOW
BunsHec. 3TO BECbMa pacnpoCcTpPaHEeHHasa NpakTuUKa cpean ctapTanos. [Mo3ToMy, Ha
mon B3rnsan, CRM-cuctema - camada ontuMasibHada nnatdopma ansa popMmpoBaHns
KAneHTCcKon 6a3bl n paboTbl C HEN.

OHa cnocobHa:

* XpPaHUTb NCTOPUIO B3aMMOOTHOLLUEHWUN C ThiCA4YaMn KNneHToB. Ecnu Ball MeHe>Xep
YBOJINJICA NN 3abonen, ero OTCYyTCTBUE He NOoBJINAET Ha Ka4eCTBO pa6OTb| C
KJINEHTOM;

* 3alMLLATL KAMEHTCKY0 6a3y oT yBoaa. [Ana yaaneHus u Bbirpysku 6a3ssl ns CRM-
cucTeMbl HEOH6X0ANUMO NMETb ClelnasbHblie NpaBa, HeAOCTYMNHble 00blY4HbIM
NnoJsib30BaTeNISAM;

* HACTPOUTb CUCTEMHbIE COOLITUA MO KOMMYHUKALIMU C KJIMEHTOM: peakTuBaLuio,
peaHnMaLnio, NOCTNPOAAXKHY paboTy v T. O.;

* NMOBLICUTb Ka4eCTBO pa60TbI C KJINEHTOM N CEepPBUC. ITO CAE/IaeT KJIIMEHTOB bonee
NoAJZIbHbIMK, MOBJIUAET Ha Bally penyTaunto 1 peHTa6eJ'IbHOCTb;

* cobupaTb KOHTaAKTbl BO BCEX TOYKAX B3aUMOAENCTBUSA C KIIMEHTOM. KnneHTCcKas
6a3a [oJ/KHa perysisipHo NnonosHATbLCA. Heobxoammo BecTn paboTy Co cTapbiMu
KJIMEeHTaMWN N PeryaspHo NpuBaeKaTb HOBbIX. [laXke y Tex, KTO MO3BOHW BaM B 0hunC



N NMOVMHTEpPEeCcOoBaJICA CTOMMOCTbIO MPOAYKTA, HY>KHO BpaTb KOHTAKTbl 1 BHOCUTb UX B
CRM. 2To Bawu NOTEHUNAIbHbIE KJIMEHTbI, KOTOPble CaMu 3asaBuaun o cebe;

e coenaTb Baw 6busHec aBTOMaTuU3nNpoBaHHbIM, HE3aBNCUMbIM OT monen u
MaKCMaJibHO I'Ipl/|6bIJ'IbeIM.

1.4. Yem noMoXeT 3Ta KHUra, nnm Novemy 6a3bl gaHHbIX B Excel HegocTaTo4YHO?

HayHeM c Toro, 4To BO MHOIMX KOMMaHUAX 00 CUX NOp He BeAeTCcsa KNneHTckas 6asa.
Mo onpocy y4aCTHUKOB MOUX TPEHUHIroB - 0k0J10 40 % He umetoT cuctemMol cbopa u
XPaHEeHNs1 KOHTAaKTOB KJIMEHTOB. [Mo4Tn B 2 pa3a 60/blue Y4aCTHUKOB He BeayT
CMUNCOK KJINEHTOB, C KOTOPbIMU Bbl1 KOHTAKT, HO AEJ10 HE AOLWJIO A0 NPOoAaXkum
(Hanpumep, MO3BOHWUIIN YTOYHUTb LEeHY 1 nponanu). Mo 3TUM KINeHTaM MOXXHO
PaboTaTb N «A0XMMATb» UX A0 MOKYMKU.

Excel He 3amMepuT BaM BOPOHKY MPOAa)K - CTaTUCTUKY MO KOJIMYECTBY 3BOHKOB,
BCTPEY, 3aMHTEPEeCOBaHHbIX KJINEHTOB, BbiCTaBNeHHbIX KIMT nan c4eToB, NOANMUCAHHbIX
[OroBOpPOB, OMNJaT, HY>KHO BECTU OIS TOro, 4Tobbl Bbl 3HAIN CBOU CUJIbHbIE U CNabble
3Tanbl paboTbl C KNIMEHTOM U Moran paboTaTb Hag HAMU. TaKyto BOPOHKY HY>XHO
UMeTb MO KakAoMy COTPYAHUKY OTAeNa NMpodaXk U APYrMM KaHasaM NpuBAEeYEHUNS
KJIMEHTOB.

Takxe CRM noMo)xeT HaCTPOUTb CUCTEMHbIE COObITUSA, HE 3aBUCALLME OT NOOEN:
peakTuBauns CrAWNX KJINEHTOB, aBTOMaTUYeCKN LOXXUM 40 onsaThl,
noctnpodakHasa pabota u gpyrue.

N ewe MHOrmMe apyruve 3agaqym n QYHKLWK, 0 KOTOPbLIX Bbl NIpoYMTaeTe BO 2 1 3 rnaBax
KHUT N,

1.5. Y10 B 3TON KHUTe

B aTon KHUre Bbl y3HaeTe 0 3aja4aX N ToOYKax pocTa NpoLak N KayecTBe
obcnyxmneaHus 3a cyeT BHegpeHns CRM-cnctem. YaHaeTe OCHOBHbIE 3Tanbl



BHenpeHus CRM, 4To NO3BOMINT BaM He NPOMyCTUTb Ba)KHble 3Tanbl. [lonmeTe, Kak
BblibpaTb CRM, 4T06bl OHa MaKCMMasibHO NoAXoAuia Nog Bally KOMMaHMIO No
BbINOJIHAEMbIM 3a4a4aM N COOTHOLUEHUIO LleHa-Ka4yeCcTBO. TaK XXe Ha CTpaHuuax KHUrm
onuvcaH nowarosbi NnaH BHegpeHns CRM, 4yTobbl Bbl MOrn caenaTtb 3TO
camocTosATeslbHO. ONMcaHbl OCHOBHbIE JoporocToswme owmnbku npu sHeapeHn CRM
M3 Hawero onbITa.

FMABHOE!

NMonmMnTe N3 3Ton KHUrKM, 3a4em sam CRM-cnctema. Begb 3T0 BCero nuuib
WHCTPYMEHT. Kakune 3aga4m OH JOJIKeH pewaTb? BobLWMHCTBO KOMMAaHUW, KOTOpble
XOTAT BHeapuTb cebe CRM-cuctemy, BHEQPAIOT €e NOTOMY, YTO 3TO MOAHOE CJI0BO U
OOJDKHO MPUHECTU POCT Npogaxk N KkayecTtsa obcnyxmsaHmsa. Ho bosee 36 %
KOMMNaHWUN TakK U He 3aKaH4YMBalOT BHegpeHne nnm otkasbiBatotcsa oT CRM n He
OOBOAAT NPOEKTbl 40 peasnsaunn.

Ecnuv Bbl 4O CMX MOp COMHeBaeTecb, BHeApATb n CRM-cuctemy, obyyaTb 1 NnpuyyaTb
COTPYOHUKOB C Hen paboTaTb U He yBepeHbl, 4TO OHa OKYMNUTb, MOHECEHHbIe
BPEMEHHbIE U [leHEe)XHble pacXobl, Tak Kak KOMMaHusa n 6es Hee xopoLuo
(PYHKLUNOHUPYET, NpuBeny cnegywowmne pakThbl.

1. YBepeH, y Bac eCTb KJINEHTbI, C KOTOPbIMW Bbl paHblUe paboTanu, HO MO KaKUM-TO
NPUYNHAM OHU «OTBAJIMINCL>». I Tak Ha3blBaeMble «Pa30Bble» KJINEHTbI, KOTOPbIE
NoKynaan ogHa>kAbl. A ecqin rpaMoTHO opraHM3oBaHa paboTa oTaena npogax, To
[aXke Tex, KTO MHTEepeCcoBasCs, HO He NoKyraJs. Bbl NTOMHUTE 3TUX KNMEHTOB? Y Bac
COXPaHUANCL NX KOHTaKTbI? Ecin Bbl AiyMaeTe, 4TO Takne KJAMEHTbI MOTepsHbl, TO
rnyboko owmnbaeTechb. Ux MOXXKHO BEpHYTb, €CIN 3HATb Kak. MpoaaTb KJIANEHTY,
KOTOPbIN y>Ke y Bac Nokynan, B 7 pa3 npowie, Y4eM HOBOMY, KOTOPbI/ Bac eLle He
3HaeT.

2. OanH n3 cnoco6oB NOBLILLEHUS cepBUCa - 3TO cbop O0T3bIBOB KINEHTOB. KpaliHe
Ba>kHO cobmpaTb HeraTMBHbIE OT3bIBbl M paboTaTb C HAMU. Bbl AO/IXKHbI MOHMMATb,
noYyemy KJMeHT yuwen. Y1obbl 3TO BbISCHUTb, Bbl A0/IXKHbI 3HaTb, YTO OH YLUES, TakK Kak
He coBepLlUas MOKYMNKY B TEYEHUN HEKOTOPOro BpeMeHn. Y1obbl 3To 3HaTb, cnenyeT
OTCNIEeXNBATb aKTUBHOCTb KaXX[A0ro KJIMEHTA N ero MeCcTo B BOPOHKE MPoaax.
DKCrnepMMeHTalbHO NPOBEPEHO, YTO OO0BOJIbHbLIN KJIMEHT pacCKa>KeT 0 BaC TOJIbKO
0OHOMY YesloBeKYy, B TO BpeMsi Kak HeZ,0BOJIbHbIN - NATH.



3. KNNeHTOB MOXXHO (1 HY>XHO!) oennTb Ha cermeHTbl. CyLecTByeT HECKOJIbKO
Knaccupukaumim B 3aBUCUMOCTU OT KPUTEPUS, KOTOPLIA MOJIOXKEH B OCHOBY. Pa3Hble
cerMeHTbl TpebyloT pa3Horo nogxona B paboTe € TOYKM 3peHNs 4acToThl U hopMaTa
KOMMYHWKaLMW, PacCbIIKN KOMMep4YeCcKUX NpeasioxXeHnnm n 1. 4. No nposoanMbIM B
npoekTax 3aMepaMm, Mory ckasaTb, 4T0 50-70 % KAMEHTOB KOMMNaHUN HEMPUObLINbHBI
NN HEMAaKCUMaibHO NPUBbLIIbHBI JIUWbL MOTOMY, YTO C HUMWN HE3((PEKTUBHO
paboTaloT MeHepXepbl.

4. Ecnv Bbl He 3aMepseTe Nnpouecc, 3Ha4YnT, Bbl ero He KOHTpoanpyeTe. 3aMepAaTb
HY>XHO BCE€: BOPOHKY MpoAark, aKTUBHOCTb MeHea )XepoB, 06beM npogax,

3P PEeKTUBHOCTb CKPUMNTOB, KOJINYECTBO HOBbIX KJINEHTOB, Nepuog cpeaHen rnokKynku u
MHOroe-mMHoroe gpyroe. 3Has 3T unudpbl, Bbl CO34aANTE MPOYHbIN, MPOrHO3MPYEMbIN
busHec. ToNIbKO 3aMepsas NpPoLecc, Bbl CMOXXETEe UM YyNpaB/siTb B HY>)KHOM BaM
HanpaBJIeHUN.

5. 9ppeKkTnBHLIN BU3HEC HE NMEEeT He3aMeHUMbIX 3N1eMeHTOB. O4eHb Ba>kKHO
MaKCUMaslbHO aBTOMaTU3nMpoBaTb BU3Hec-npouecchl, 4ToObl OHM He 3aBuUcCenn oT
KOHKPETHOro YyesioBeka, ero onbita paboTbl u npodeccmoHanmsma. bnarogapsa CRM
Bbl CeslaeTe OrPOMHbIN LWar K TakKon He3aBMCMMOCTU. Bce npouecchl byayT onmcaHbl
N CTaHOapTU3MPOBaHbl. HacTponKa CUCTEMHbIX COObITUN He NO3BOJIUT MeHea)xepam
3abbITb NPO KAMEHTa WA BCMOMHUTb O HEM CJIMLLIKOM MO34HO.

PewnTb BCe BbilLleyKa3aHHblie NpobaeMbl, @ Tak>XXKe MHOXKECTBO Apyrux cnocobHa CRM-
cucTtema. B Haw BeK NpakTUYeCKN BCe KOMMNbIOTEPM3NPOBAHO. YTObbI BbITb
KOHKYPEHTOCNOCOOHbIM, HY>XHO MEHATb U UCMONb30BaTb Npefsaraembie HTII
BO3MOXXHOCTU. Mos NpakTnKa BeAeHUSA KOHCAaJITUHIOBbIX MPOEKTOB NMoKa3biBAaeT, 4YTO C
BHegpeHuneM CRM-cuctemMbl peHTabenbHOCTb KOMNaHUM nosbiwaeTcsa Ha 40 %.

Takum obpa3om, CRM-cuctema:

3TO CUCTEMa YyrnpaBJieHNd OTHOLLUEeHNAMN C KJIMEHTOM,

HarlpasBJieéHa Ha MNMocTtpoeHne AoNroCpoyHbIX OTHOLUEHUWN C KJINEHTOM;

* aKKYMYNMpyeT MHhopMaLnio 0 NMPOLLSbIX B3aUMOOENCTBUSAX

* hopMUpyeT NOANIbHOCTb KJIMEHTa NyTeM nepcoHanmsaunm paboThbi;



* TéM CaMbIM MNMoBbILLIaeT ﬂpVI6bIﬂbHOCTb KOMIMaHun.

MnaBa 1. Uenn BHepopeHnsa CRM: 27 kito4eBbIX TOYEK pOCTa

NTak, Mbl roBopuan o ToM, 4To CRM-cnctema noBbliLaeT KayecTBo paboThl C
KAMEeHTaMN 1 pewaeT psag BaXKHbIX 3a4a4 busHeca. PaccMOTpuUM, Kakne MMeHHo
rnpoueccbl OHa MOXXeT HaNnaaunTb.

Bbl MmoXxeTe BHegpuTb CRM-cuctemy y cebs B cnegyrowmnx Lensx.

1.1. NMocTpoeHne a(pheKTUBHOro oTaena nponaxk

3710 rnasHasa pyHkuna CRM-cuctembl, Ha peasnsaumnio KOTOPo HanpasJeH ee
dpyHKUMOHaN. C ee MOMOLLbIO MOXXHO HAaCTPOUTb 3aMep AecCsaTKa rnokasartenen,
KOoTopble AanyT BaM 0bbeKkTMBHOE npeacTaB/ieHne o0 TOM, B KAKOW TOYKe pa3BuUTuS
HaxXoAWUTCSA Ball OTAEN NpoAaK U HACKONIbKO 3phekTuBHO paboTaeT. Bbl MOXXeTe
BbIFPY3UTb AaHHbIe KaK OTAeJIbHO N0 MeHeL>Xepy, Tak 1 No oTaesy B LeJioM.
CpaBHMBasa UX 3a HECKOJIbKO NepuronoB, Bbl MOJIY4YNUTE BO3SMOXXHOCTb OLLeHNBATb
pe3ynbTaTbl paboTbl COTPYAHUKOB, @ TakXXe yrnpaBnsaTb busHecom. Bl nonyvyaeTte
AaHHble 06 obbeMax Npofaxk 3a TEKYLLMN MEPUOL N MOXXeTe ornepaTUBHO
pearvpoBaTb B CJly4ae UX CHUXKEHUS.

CRM chmnkcupyeT BCIO MHGOpMaLMio o caesike, bnarogapsa 4emy Bbl TOYHee
onpenennTe BeKTOp pa3BuTuA busHeca. MNnaHbl, MOCTPOEHHbIE C Y4€TOM 3aMepos,
B6onee TOYHbI U pea JINCTUYHBI.

1.2. Co3pgaHune egmnHown KOpI'IOpaTI/IBHOVI cpenbl MOCTaHOBKW 3ada4



[MOMMMO CMCTEeMbI YrNpaBJ/ieHNS B3aUMOOTHOLUEHUAMIN C KJINeHTaMu, CyLleCcTBYIOT
CUCTeMbl MOCTaHOBKM 3aday. Hanpumep, MerannaH, butpukc24, AMOCRM u gp.
HacTtoaTenbHO pekoMeHAyeM MNoJib30BaTbCA UMN.

LLUnpoknin yHKLMOHAN NMogobHbIX CUCTEM yrnpoliaeT paboTy ¢ COTPyAHUKAMU U
cornacoBbiBaeT AeNCTBUA Mexay oTaenamn. CuctemMa NocTaHOBKM 3a4ay, Kak
roBOPUT ee Ha3BaHue, rnpegHa3HavyeHa A9 NOCTAaHOBKM 3a[a4n, Ha3HaYeHus ee
NCNONHUTENEN, onpeaesieHnss OTBETCTBEHHbIX JINL, OrPaHNYEHNS ee BbINMOJIHEHUS MO
BPeMEeHW, pasaenieHns Ha BexXu n T. A.

DTa cpepa yCTpaHAeT MHOXeCTBO npobnem n3 cepumn: «a 3abbli Npo 3Ty 3a4avy»,
«3TY 3a/la4y CTaBUJIN HE MHE», «MHE ee Mo-ApyromMy o6bsacHann» u T. . Cuctema Bce
bUKCMpyeT 1 NPoCUT NPUHATL 3a4a4y. Bbl Ierko oTcnenunTe, BbIMOJHEHO NN
yKa3aHue, B yCTaHOBJIEHHbIE 1N CPOKU, 1 ByaeTe 3HaTb, C KOro crpawmnBaTh
pe3ysibTaT, ec/in 4TO-TO NONAET He Tak.

KpoMe Toro, 3Ta BUpTyaJsibHasa cpefa cornacyeTt paboTy mexay otaenaMmu. Bel nerko
pacnpegenMTe poJsin B BbINOJIHEHUW 3aa4U, JaXKe eCc/in COTPYAHUKN paboTatoT B
pa3HbIX KabnHeTax.

Cunctema bygeT cnegunTb 3a NOCTaBNIEHHLIMU U MPOCPOYEHHbIMU 3ada4amMun. EcTb
BO3MOXXHOCTb YCTAHOBUTb KOHTpPOJIEPa MO 3a4a4ve, KPpanHUM CPOK BbINOJIHEHNS -
deadline, npukpenuTb hannbl, HANMCaTb YEK-JIUCT BbINOJIHEHUSA 3ada4n. B cnyyvae
MPOCPOYKM 3a4a4M CUCTEMa OTNpaBAaeT yBeaoMJIeHNe NMOCTaHOBLUUKY, KOHTpO1epy n
NCNOSIHNTENIO MO 3a4aye. Bo3MO)XXHO ncnonb3oBaHnMe Ha CMapT@OHaXx.

BONbLWKMHCTBO CMCTEM MOCTAHOBKM 3a4ay uHTerpupytotca ¢ CRM-cuctemon, Tem
CaMbIM CTaHOAPTU3MPYIOT PaboTy C KIMEHTOM M NOBLILLAKOT €e KavyecTBo.

1.3. MNoBblEeHNEe NPOAYKTUBHOCTU paboTbl COTPYAHNKOB

BHenpeHne CRM-cuctembl MOBANSET Ha KavyecTBO paboTbl COTPYAHUKOB, TaK Kak
aBTOMaTU3MpyeT MHOrune npoueccbl. OHa puKCcnpyeT NCTOPMUIO B3aUMOOTHOLLEHWUI C
ntobbIM KJIMEHTOM 3a BCe BpeMs COTPYAHMNYECTBa C MOMEHTa 3aBefeHUs KapTOo4YKU
KJINEeHTA.



KoHeL, 03HaKOMUTEJIbHOro pparMeHTa.

Kynutb: https://tn.knigapoisk.com/aleksey-ryazancev/kak-vnedrit-crm-sistemu-za-50-
dney-kupit
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