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AHoraunq:
,{ucquuruHara,, CUCTEMI,I 3A YIIPABJIEHWE HA BPb3KI,ITE C KJIUEHTI4TE'e sKrloqeHa
e o6yreuuero Ha cryAeHTlrre rro cleqlraJluocr ,,KoMflrorapHr.r rexHoJroruu g 6usueca", OKC
,,Mar[cr6p".
flpes uocneAHr.rre Aecerr,rJrerr.rs ce Ha6rroAaBar npoqecu Ha Aeperylrar\krs., rrlo6aru:aIluq pI

saArr6o.{aBarrla ce Qparrvrenrarlr{fl Ha rra3apr,rTe. Tesu npoqecr ca C6II6TcTBaHV oT IHTeH3LIBHO

piBBHTlre Ha unSoprvrarlr{oHHr.rre r.r KoMyHr.rKarI[roHHLI TexHoJIoruII4, Koero oc]IrypflBa Ha KJILIeHTLITe

Aocr:rfl Ao pa3ntEqHn reorpa$cKr.r orAareqeHr4 na3apr4 rt Ao rra3apna un([oprraa\us.ttpur MLIHuMzIJIHLI

pa3xoAu za ualupauero fi. ,{ocmum Ao na3apr{ n 4o uu@opMaur{, 3a rBapHI,ITe npoqecla B

peirnHo BpeMe rrpeAocraB, BB3MoxHocr Ha KJrr,reHTr,rre Aa rbpcrr no-Br.IcoKa crofiuoct, no-
r.rHoBarr,rBHr,r [poAyKTr.r u [o-.uo6po o6cryxBaHe Ha rrpueMnlaBl4 IIeHE. Toea nose.{eHlle Ha

KJrr{eHTr.rre flpoBoKr{pa r,r3MeHeHr4, B paBHr.rruara Ha norpe6urercra yAoBnerBopeHocr, JIoqJIHocr,

Bb3npl,reTa ueHHocT u Bb3rrpueTo KaqecTBo.

Trpceuero Ha olrr.rMrrJrru o$epru or crpaHa Ha KJrr,reHTr,rre flpoBoKr.rpa orroBop or crpaHa Ha

lpoAaBatrr.rre. Te cbrrlo ce crpeMqr la onruMlr3r{par trzr:apHoro cu [peAcraBrHe Karo

rlpeocMucn T MapKeTLIHroBI,ITe Cr,r aKTr,rBHOCTI,r tto KJIHeHTI,I I,I fpylu KnI,IeHTI,I. fOISN{a qaCT OT

MeHHAXbpr.ITe OCb3HaBaT, qe r,r3rroJr3BaHI,ITe AO MOMeHTa MapKeTI,IHTOBTI I4HCTpyMeHTI{ tpX6na
rGBKaBo Aa 6:olar aplarfiupaHr{ KbM r43MeHeHr,rflTa B [a3apHara cpeAa, rpIa aKTLIBHo fracrlle Ha

KJrr{eHTr{Te B rrpoueca ua uspa6orBaHe ua oQeprnre. B pe3ynrar Ha roBa, cbBMecrHo c

ylpaBneHuero Ha rrpoAyKTH t4 6pau.4one, KoMnaHr4HTe ce crpeMsr Aa ynpaBJUIBar u
B3AI,IMOOTHOIIIEHI,IflTA CbC CBOI,ITC KJII,IEHTI,I.

Ynpaueuuero Ha B3alrMoorHorxeHr,rrra c KJrr4eHrvre (Customer Relationship Management -

CRM) ce Bb3rrpl,teMa Karo rlsrocrHa KoHrIe[rIr4, r{ [poqec Ha rrpr.IBnl,rllaHe, 3aA6pxaHe LI

naprHupaHe c [peABapr.rreJrHo ceneKTlrpaHr{ peura6umrn r,r [epcrreKTrIBHH K]II{eHTu c IIen
cb3AaBaHe na Ao6aseHa crofinocr 3a rrpoAaBaqapr 3a KJrr.reHTr.rre. Krueutute He Abpxar Aa rpaArr
Jr[r!rHr{, coq[ilnHr{ r{nH Apyr Tun B3aI,IMooTHOrrreHr,rfl cbc cBolITe AocTaBrII,Iqu, 3aToBa I,I [oAxoAbT

,,y[paBJreHue Ha B3a]rMoorHorxeHr.rrra c Krr,reHTr,rre" He npeAllonara uoAo6no AonycKaHe.
Kounauuure, Kouro B cBorra Aefisocr ca oplreHTHpaHH KbM yrrpaBneHl4e Ha B3iMMoorHoIIIeHI,I{Ta

ce crpeMrr Aa aAanrr,rpar MapKeruHroBara r{ Sunancorara cw AefrHocr cnope.u rllna Ha

o6clyNnaru{Te KJTI,IeHTU B 3aBhcvrMocr or eranuTe Ha rexHI,L xu3HeH III4KrJI.

.{ucqunnul;;ata , CI,ICTEMU 3A YUPABJIEHUE HA BPb3KUTE C RJIUEHTI'ITE " ocutyprna
6asosu no3HaH[, 3a yrrpaBneHr4ero Ha B3ar,rMoorHollreH[rra c KJILIeHTIITe B TpaAUIII{oHHa LI e-

6usHec cpeAa. Kypcrr na o6yrenue,{aBa 3HaHHr 3a cbulHocrra I,I TlrrloBere B3aLIMoorHoureHLIq, 3a

[oAxo,quTe 3a rrxHoro [JraHupaHe, :a CRM Karo crparetlafl. H cl,IcreMa. Pa:uex.4ar ce ocHoBHH

0*r, Aefinocrll H MoAenu rrpu peanu3r.rpaHe na CRM [poeKT]r. Bnuuanuero Ha cryAeHTure ce

HacorrBa KbM cbrrlHocrra, eJreMeHTr{Te r,r Bb3MoxHocrr.rre 3a reHepHpaHe Ha,uo6aseua crofiuoct :a
KJrr{eHTr.rre. Pa:euear ce 3a y[paBneHHe Ha xrr3HeHHg uaKbJI Ha KJIHeHTIrre.



Cnea o6freHr.rero cryAeHTr{Te rpr6na Aa no3HaBar ocHoBHrrre reoperI,ItIHLI nocraHoBKLI B

o6lacma Ha ylpaBneHr.rero Ha B3ar,rMoorHoIrIeHI,Ifl Ta c KJILIeHTHTe. .

OcHonnu pa3AeJrlr Ha cbgbpllcaulrero:
. CrpareruqecKapaMKauaCRM
o Bsal4N{oorHorrreH}rfl c KJrr,reHTHTe

o MoAer[I 3a yrIpaBneHI,Ie Ha B3aI{MoorHoIneHI,IflTa c KJII,IeHTI,ITe

o YnpasreHlle Ha 6usHec Mpexn B KoHTeKcra na CRM
o YupasreHr.re HaKJrr.reHTcKarayAoBnerBopeHocr
o YupasreHl{e Ha KJII,IeHTcKara JIorJIHocr
o Menu.uxMbHT Ha KrIoqoBH KJII,IeHTI,I

o Croftnocr 3a KJIIaeHTVTI v crofinocr Ha KJII,IeHTpITe

. Yupanrenlre Ha KJrr4eHTcKlr uoprSeftru.r
o Knuenrcrcn upoSnnu [r MoAenI{
o YnpaueHl,Ie Ha xI,I3HeHpL u[IKbJI Ha KJITIeHTa

o fhanupamev r,BnbJrHeur.re ua CRM upoeKTx
o CRM crparerr,r,
. I4s6op na CRM rexHoJloruqHu perreHl,L
o CRM cHcreMI{

(Doprvra Ha rl3nacsHe Ha yve6noro cbAbpxaHrre:

.{ncqunluHara e pa3[peAeneHa B TeoperuqHa qacr - JreKrIrrH H [paxr[trecKa qacr - ra6oparopnu
ylpaxHeHr{x. B paurnre Ha la6oparopHuTe ynpaxHeHr{.s ce npeABLrxAar AI{cKycI,Iu) auaJrvtsv vt

pBfnex.rlaHe Ha KoHKpeTHu [pI{Mepr,I B pa3Jrr.rrrHH opraHI{3aII}I[, pe[IaBaHe Ha TecToBe I4

KoHKperHr.r flparTr.rqecxr,r 3aAaqu, 1azupayu Ha JreKrIEoHHr.r, Marepl{an. 3a axrneHoro f{acrue Ha

cryAeHTr.rre B yue6uux rrpoqec ca cbqeraHra JreKrlr,ru, Ka3ycLI, lvtcKycvln, aHaJILI3 Ha cl,ITyauuu,
ge6aru n gp.


