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ɚɫɩɿɪɚɧɬɤɚ ɤɚɮɟɞɪɢ ɮɿɧɚɧɫɨɜɢɯ ɬɟɯɧɨɥɨɝɿɣ ɿ ɩɿɞɩɪɢєɦɧɢɰɬɜɚ 
ɋɭɦɫьɤɢɣ Ⱦɟɪɠɚɜɧɢɣ ɍɧɿɜɟɪɫɢɬɟɬ 
ȼɨɥɨɲɤɨ Ɉɥɟɝ Ɉɥɟɤɫɚɧɞɪɨɜɢɱ 
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CRM-ɋɂɋɌȿɆȺ əɄ ȱɇɋɌɊɍɆȿɇɌ ɉȱȾȼɂɓȿɇɇə ȿɎȿɄɌɂȼɇɈɋɌȱ ȻȱɁɇȿɋɍ 
 
ɋɭɱɚɫɧɿ ɟɤɨɧɨɦɿɱɧɿ ɭɦɨɜɢ, ɹɤɿ ɜɢɧɢɤɥɢ ɜɿɞɧɨɫɧɨ ɧɟɳɨɞɚɜɧɨ, ɞɚɸɬь ɩɨɲɬɨɜɯ ɜɟɥɢɤɿɣ 

ɤɿɥьɤɿɫɬɿ ɩɿɞɩɪɢєɦɫɬɜ ɩɟɪɟɯɨɞɢɬɢ ɧɚ ɨɧɥɚɣɧ-ɮɨɪɦɚɬ ɿ ɡɚɞɥɹ ɚɜɬɨɦɚɬɢɡɚɰɿʀ ɛɿɥьɲɨɫɬɿ 
ɩɪɨɰɟɫɿɜ ɡɜɟɪɬɚɬɢɫɹ ɞɨ CRM-ɫɢɫɬɟɦ (Customer Relationship Management). Ɍɚɤ ɹɤ ɪɢɧɨɤ 
ɩɨɫɬɿɣɧɨ ɡɦɿɧɸєɬьɫɹ ɤɿɥьɤɿɫɬь CRM-ɫɢɫɬɟɦ ɬɟɠ ɩɨɫɬɿɣɧɨ ɪɨɫɬɟ ɿ ɨɛɪɚɬɢ ɫɚɦɟ ɫɢɫɬɟɦɭ, ɹɤɚ 
ɩɿɞɿɣɞɟ ɬɨɦɭ ɱɢ ɿɧɲɨɦɭ ɛɿɡɧɟɫɭ ɜɫɟ ɫɤɥɚɞɧɿɲɟ ɿ ɫɤɥɚɞɧɿɲɟ. Ɉɫɧɨɜɧɢɣ ɪɟɡɭɥьɬɚɬ ɞɨɫɥɿɞɠɟɧɧɹ 
ɩɨɥɹɝɚє ɜ ɚɧɚɥɿɡɿ, ɩɿɞɫɭɦɤɭ ɪɟɡɭɥьɬɚɬɿɜ ɞɿɹɥьɧɨɫɬɿ ɩɿɞɩɪɢєɦɫɬɜɚ ɡɚ ɜɢɤɨɪɢɫɬɚɧɧɹ CRM-ɫɢɫɬɟɦ 
ɬɚ ɧɚɞɚɧɧɿ ɪɟɤɨɦɟɧɞɚɰɿɹɯ ɳɨɞɨ ɜɢɤɨɪɢɫɬɚɧɧɹ ɿ ɩɿɞɛɨɪɭ CRM-ɫɢɫɬɟɦɢ ɞɥɹ ɜɟɞɟɧɧɹ ɛɿɡɧɟɫɭ 
ɡɚɞɥɹ ɡɛɿɥьɲɟɧɧɹ ɩɪɢɛɭɬɤɭ ɿ ɩɨɥɟɝɲɟɧɧɸ ɜɟɞɟɧɧɹ ɛɭɯɝɚɥɬɟɪɫьɤɨʀ ɬɚ ɛɭɞь-ɹɤɨʀ ɿɧɲɨʀ ɡɜɿɬɧɨɫɬɿ 
ɜ ɪɚɦɤɚɯ ɱɢɧɧɨɝɨ ɡɚɤɨɧɨɞɚɜɫɬɜɚ ɍɤɪɚʀɧɢ. Ɂɚɩɪɨɩɨɧɨɜɚɧɿ ɪɟɤɨɦɟɧɞɚɰɿʀ ɦɨɠɭɬь ɫɥɭɝɭɜɚɬɢ 
ɨɫɧɨɜɨɸ ɩɪɢ ɩɿɞɛɨɪɿ CRM-ɫɢɫɬɟɦɢ ɞɥɹ ɜɟɞɟɧɧɹ ɛɿɡɧɟɫɭ. 

Ʉɥɸɱɨɜɿ ɫɥɨɜɚ: CRM-ɫɢɫɬɟɦɚ, ɥɿɞ-ɦɟɧɟɞɠɟɪ, ɿɧɧɨɜɚɰɿʀ, ɚɜɬɨɦɚɬɢɡɚɰɿɹ, ɦɚɪɤɟɬɢɧɝɨɜɚ 
ɫɬɪɚɬɟɝɿɹ. 
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ɉɨɫɬɚɧɨɜɤɚ ɩɪɨɛɥɟɦɢ ɜ ɡɚɝɚɥьɧɨɦɭ ɜɢɝɥɹɞɿ ɬɚ ʀʀ ɡɜ'ɹɡɨɤ ɡ ɜɚɠɥɢɜɢɦɢ 

ɧɚɭɤɨɜɢɦɢ ɚɛɨ ɩɪɚɤɬɢɱɧɢɦɢ ɡɚɜɞɚɧɧɹɦɢ. ɋɭɱɚɫɧɢɣ ɛɿɡɧɟɫ ɩɨɫɬɿɣɧɨ ɫɬɢɤɚєɬьɫɹ ɡ 
ɩɪɨɛɥɟɦɚɦɢ ɪɨɡɜɢɬɤɭ. Ɉɫɤɿɥьɤɢ ɧɚ ɪɢɧɤɭ ɩɚɧɭє ɜɫɟ ɛɿɥьɲɚ ɤɨɧɤɭɪɟɧɰɿɹ, ɤɥɿєɧɬɢ ɦɚɸɬь 
ɛɿɥьɲ ɜɢɫɨɤɿ ɨɱɿɤɭɜɚɧɧɹ ɳɨɞɨ ɹɤɨɫɬɿ ɨɛɫɥɭɝɨɜɭɜɚɧɧɹ ɬɚ ɿɧɞɢɜɿɞɭɚɥьɧɢɯ ɪɿɲɟɧь. Ɍɚɤɢɦ 
ɱɢɧɨɦ, ɩɿɞɩɪɢєɦɫɬɜɚ ɛɭɞь-ɹɤɨɝɨ ɪɨɡɦɿɪɭ ɬɚ ɫɮɟɪɢ ɞɿɹɥьɧɨɫɬɿ ɩɨɜɢɧɧɿ ɦɚɬɢ ɫɢɫɬɟɦɢ 
ɭɩɪɚɜɥɿɧɧɹ ɜɡɚєɦɨɜɿɞɧɨɫɢɧɚɦɢ ɡ ɤɥɿєɧɬɚɦɢ (CRM). ɋɭɱɚɫɧɿ ɩɿɞɩɪɢєɦɫɬɜɚ ɩɨɜɢɧɧɿ 
ɟɮɟɤɬɢɜɧɨ ɜɡɚєɦɨɞɿɹɬɢ ɡɿ ɫɜɨʀɦɢ ɤɥɿєɧɬɚɦɢ, ɞɚɧɢɣ ɩɪɨɰɟɫ ɜɢɦɚɝɚє ɟɮɟɤɬɢɜɧɢɯ 
ɿɧɫɬɪɭɦɟɧɬɿɜ, ɫɚɦɟ ɬɨɦɭ ɰɟ ɞɿɣɫɧɨ ɜɚɠɥɢɜɚ ɬɟɦɚ ɞɨɫɥɿɞɠɟɧɧɹ ɞɥɹ ɪɨɡɜɢɬɤɭ ɫɭɱɚɫɧɨɝɨ 
ɪɢɧɤɭ. Ɂɚɜɞɹɤɢ CRM-ɫɢɫɬɟɦɚɦ ɩɿɞɩɪɢєɦɫɬɜɚ ɦɨɠɭɬь ɩɨɤɪɚɳɢɬɢ ɜɡɚєɦɨɞɿɸ ɡ ɤɥɿєɧɬɚɦɢ, 
ɜɿɞɫɬɟɠɭɜɚɬɢ ʀɯɧɿ ɩɨɬɪɟɛɢ ɬɚ ɭɩɨɞɨɛɚɧɧɹ, ɧɚɞɚɜɚɬɢ ɿɧɞɢɜɿɞɭɚɥьɧɿ ɩɨɫɥɭɝɢ ɬɚ 
ɩɿɞɜɢɳɭɜɚɬɢ ɪɿɜɟɧь ɡɚɞɨɜɨɥɟɧɨɫɬɿ ɤɥɿєɧɬɿɜ. Ɍɚɤɿ ɫɢɫɬɟɦɢ ɦɨɠɭɬь ɡɛɿɥьɲɢɬɢ ɩɪɨɞɚɠɿ, 
ɨɩɬɢɦɿɡɭɜɚɬɢ ɦɚɪɤɟɬɢɧɝɨɜɿ ɡɭɫɢɥɥɹ ɬɚ ɡɦɟɧɲɢɬɢ ɜɢɬɪɚɬɢ. 
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Ⱥɤɬɭɚɥьɧɿɫɬь ɜɢɜɱɟɧɧɹ ɬɟɦɢ ɩɨɥɹɝɚє ɭ ɬɨɦɭ, ɳɨ ɫɭɱɚɫɧɿ ɩɿɞɩɪɢєɦɫɬɜɚ ɫɬɢɤɚɸɬьɫɹ 
ɡ ɧɟɨɛɯɿɞɧɿɫɬɸ ɟɮɟɤɬɢɜɧɨʀ ɜɡɚєɦɨɞɿʀ ɡɿ ɫɜɨʀɦɢ ɤɥɿєɧɬɚɦɢ, ɞɥɹ ɰьɨɝɨ ɩɨɬɪɿɛɧɿ ɟɮɟɤɬɢɜɧɿ 
ɿɧɫɬɪɭɦɟɧɬɢ. CRM-ɫɢɫɬɟɦɢ ɧɚɞɚɸɬь ɦɨɠɥɢɜɿɫɬь ɩɿɞɩɪɢєɦɫɬɜɚɦ ɩɨɤɪɚɳɢɬɢ ɜɡɚєɦɨɞɿɸ ɡ 
ɤɥɿєɧɬɚɦɢ, ɜɿɞɫɬɟɠɭɜɚɬɢ ʀɯɧɿ ɩɨɬɪɟɛɢ ɬɚ ɭɩɨɞɨɛɚɧɧɹ, ɧɚɞɚɜɚɬɢ ɩɟɪɫɨɧɚɥɿɡɨɜɚɧɿ ɩɨɫɥɭɝɢ 
ɬɚ ɡɛɿɥьɲɭɜɚɬɢ ɪɿɜɟɧь ɡɚɞɨɜɨɥɟɧɨɫɬɿ ɤɥɿєɧɬɿɜ. ȼɢɤɨɪɢɫɬɚɧɧɹ ɬɚɤɢɯ ɫɢɫɬɟɦ ɦɨɠɟ ɬɚɤɨɠ 
ɫɩɪɢɹɬɢ ɡɛɿɥьɲɟɧɧɸ ɩɪɨɞɚɠɿɜ, ɨɩɬɢɦɿɡɚɰɿʀ ɦɚɪɤɟɬɢɧɝɨɜɢɯ ɡɭɫɢɥь ɬɚ ɡɦɟɧɲɟɧɧɸ ɜɬɪɚɬ. 

Ⱥɧɚɥɿɡ ɨɫɬɚɧɧɿɯ ɞɨɫɥɿɞɠɟɧь ɿ ɩɭɛɥɿɤɚɰɿɣ, ɜ ɹɤɢɯ ɩɨɤɥɚɞɟɧɢɣ ɩɨɱɚɬɨɤ 
ɜɢɪɿɲɟɧɧɸ ɞɚɧɨʀ ɩɪɨɛɥɟɦɢ ɿ ɧɚ ɹɤɿ ɫɩɢɪɚєɬьɫɹ ɚɜɬɨɪ. Ɂɚ ɞɚɧɢɦɢ ɛɿɛɥɿɨɦɟɬɪɢɱɧɨʀ 
ɛɚɡɢ Scopus ɡɨɛɪɚɠɟɧɨ ɤɿɥьɤɿɫɬь ɩɭɛɥɿɤɚɰɿɣ ɡɚ ɬɟɦɚɬɢɤɨɸ CRM-ɫɢɫɬɟɦɢ. ɇɚɣɛɿɥьɲɢɦ 
ɩɿɤɨɦ ɡɚɰɿɤɚɜɥɟɧɨɫɬɿ ɰɿєɸ ɬɟɦɨɸ ɫɬɚɜ 2010 ɪɿɤ. ɇɚɣɛɿɥьɲɟ ɩɭɛɥɿɤɚɰɿɣ ɫɟɪɟɞ ɧɚɭɤɨɜɰɿɜ 
ɬɚɤɢɯ ɤɪɚʀɧ ɹɤ ɋɒȺ, ȱɧɞɿɹ, ȼɟɥɢɤɨɛɪɢɬɚɧɿɹ, Ʉɢɬɚɣ, ɇɿɦɟɱɱɢɧɚ, Ɍɚɣɜɚɧь (ɪɢɫ. 1). 

 

 

Ɋɢɫɭɧɨɤ 1 – Ʉɿɥьɤɿɫɬь ɞɨɤɭɦɟɧɬɿɜ ɡɚ ɬɟɦɚɬɢɤɨɸ CRM-ɫɢɫɬɟɦɢ ɡɚ 2000-2024 ɪɪ. 
Ⱦɠɟɪɟɥɨ: ɋɮɨɪɦɨɜɚɧɨ ɚɜɬɨɪɨɦ ɧɚ ɨɫɧɨɜɿ ɛɚɡɢ ɩɭɛɥɿɤɚɰɿɣ Scopus [1] 
 
CRM-ɫɢɫɬɟɦɢ (CЮstШЦОr RОХКtТШЧsСТЩ MКЧКРОЦОЧt) ɞɨɫɥɿɞɠɭɜɚɥɢ ɛɚɝɚɬɨ ɜɱɟɧɢɯ ɿ 

ɩɪɚɤɬɢɤɿɜ ɹɤ ɜ ɍɤɪɚʀɧɿ, ɬɚɤ ɿ ɡɚ ɤɨɪɞɨɧɨɦ. ɋɟɪɟɞ ɿɧɨɡɟɦɧɢɯ ɚɜɬɨɪɿɜ, ɳɨ ɞɨɫɥɿɞɠɭɜɚɥɢ ɰɸ 
ɬɟɦɭ ɜ ɨɫɬɚɧɧɿ ɪɨɤɢ є ɩɪɚɰɿ Jabado Roula, Jallouli Rim [2], Morgan Todd, Friske Wesley, 
Kohtamтki Marko, Mills Paul [3], Aral Sinan, Brynjolfsson Erik, Gu Chris, Wang 
Hongchang, Wu D.J. [4],  Yusianto Rindra, Ali Rabei Raad, Shidik Guruh Fajar, Marimin [5], 
Yakasai Abubakar Mukhtar, Almunawar Mohammad Nabil, Anshari Muhammad [6]. 

Jabado Roula, Jallouli Rim Д2Ж ɨɛɝɨɜɨɪɸɜɚɥɢ ɤɨɧɰɟɩɰɿɸ CRM ɹɤ ɱɚɫɬɢɧɭ 
ɫɬɪɚɬɟɝɿɱɧɨɝɨ ɦɚɪɤɟɬɢɧɝɭ, ɩɿɞɤɪɟɫɥɸɸɱɢ ɜɚɠɥɢɜɿɫɬь ɭɩɪɚɜɥɿɧɧɹ ɜɡɚєɦɨɜɿɞɧɨɫɢɧɚɦɢ ɡ 
ɤɥɿєɧɬɚɦɢ ɞɥɹ ɞɨɜɝɨɫɬɪɨɤɨɜɨɝɨ ɭɫɩɿɯɭ ɤɨɦɩɚɧɿʀ. 

Morgan Todd, Friske Wesley, Kohtamтki Marko, Mills Paul [3] ɞɨɫɥɿɞɠɭɜɚɥɢ, ɹɤ 
ɥɨɹɥьɧɿɫɬь ɤɥɿєɧɬɿɜ ɜɩɥɢɜɚє ɧɚ ɩɪɢɛɭɬɤɨɜɿɫɬь ɤɨɦɩɚɧɿʀ, ɿ ɹɤ CRM-ɫɢɫɬɟɦɢ ɦɨɠɭɬь 
ɞɨɩɨɦɨɝɬɢ ɡɛɿɥьɲɢɬɢ ɥɨɹɥьɧɿɫɬь ɤɥɿєɧɬɿɜ ɱɟɪɟɡ ɩɨɤɪɚɳɟɧɧɹ ɨɛɫɥɭɝɨɜɭɜɚɧɧɹ ɬɚ 
ɩɿɞɬɪɢɦɤɢ. 

Aral Sinan, Brynjolfsson Erik, Gu Chris, Wang Hongchang, Wu D.J. [4] ɚɧɚɥɿɡɭɜɚɥɢ 
ɜɢɤɨɪɢɫɬɚɧɧɹ ɛɚɡ ɞɚɧɢɯ ɭ ɦɚɪɤɟɬɢɧɝɭ ɬɚ ɫɬɪɚɬɟɝɿɱɧɟ ɭɩɪɚɜɥɿɧɧɹ ɜɿɞɧɨɫɢɧɚɦɢ ɡ 
ɤɥɿєɧɬɚɦɢ ɡɚ ɞɨɩɨɦɨɝɨɸ CRM-ɫɢɫɬɟɦ. 

Yusianto Rindra, Ali Rabei Raad, Shidik Guruh Fajar, Marimin [5] ɪɨɡɝɥɹɞɚɥɢ CRM 
ɹɤ ɨɫɧɨɜɭ ɞɥɹ ɪɨɡɜɢɬɤɭ ɤɨɦɩɚɧɿɣ ɜ ɟɩɨɯɭ ɰɢɮɪɨɜɢɯ ɬɟɯɧɨɥɨɝɿɣ. ȼɿɧ ɚɧɚɥɿɡɭє, ɹɤ CRM-
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ɫɢɫɬɟɦɢ ɦɨɠɭɬь ɜɢɤɨɪɢɫɬɨɜɭɜɚɬɢɫɹ ɞɥɹ ɩɿɞɜɢɳɟɧɧɹ ɟɮɟɤɬɢɜɧɨɫɬɿ ɛɿɡɧɟɫ-ɩɪɨɰɟɫɿɜ ɿ 
ɡɚɞɨɜɨɥɟɧɧɹ ɩɨɬɪɟɛ ɤɥɿєɧɬɿɜ. 

Yakasai Abubakar Mukhtar, Almunawar Mohammad Nabil, Anshari Muhammad [6] 
ɪɨɡɝɥɹɞɚɥɢ CRM ɹɤ ɿɧɫɬɪɭɦɟɧɬ ɞɥɹ ɩɟɪɫɨɧɚɥɿɡɚɰɿʀ ɦɚɪɤɟɬɢɧɝɨɜɢɯ ɡɭɫɢɥь ɿ ɩɨɛɭɞɨɜɢ 
ɿɧɞɢɜɿɞɭɚɥьɧɢɯ ɜɿɞɧɨɫɢɧ ɡ ɤɨɠɧɢɦ ɤɥɿєɧɬɨɦ. ȼɨɧɢ ɩɿɞɤɪɟɫɥɸɸɬь ɜɚɠɥɢɜɿɫɬь 
ɞɨɜɝɨɫɬɪɨɤɨɜɢɯ ɜɿɞɧɨɫɢɧ ɿ ɧɚɞɚɧɧɹ ɤɥɿєɧɬɚɦ ɿɧɞɢɜɿɞɭɚɥьɧɨɝɨ ɩɿɞɯɨɞɭ. 

ɓɨɞɨ ɭɤɪɚʀɧɫьɤɢɯ ɜɢɞɚɧь, ɫɟɪɟɞ ɧɢɯ ɦɨɠɧɚ ɜɢɞɿɥɢɬɢ ɩɪɚɰɿ Ƚɨɪɞɿєɧɤɨ Ⱦ.Ɉ. Д7Ж, 
ɹɤɚ ɞɨɫɥɿɞɠɭɜɚɥɚ ɩɪɚɤɬɢɱɧɿ ɚɫɩɟɤɬɢ ɜɩɪɨɜɚɞɠɟɧɧɹ CRM-ɫɢɫɬɟɦ ɜ ɭɤɪɚʀɧɫьɤɢɯ 
ɤɨɦɩɚɧɿɹɯ, ɚɧɚɥɿɡɭɸɱɢ ɭɫɩɿɲɧɿ ɤɟɣɫɢ ɬɚ ɩɪɨɛɥɟɦɢ, ɡ ɹɤɢɦɢ ɫɬɢɤɚɸɬьɫɹ ɩɿɞɩɪɢєɦɫɬɜɚ; 
ɋьɨɦɤɿɧɨʀ Ɍ. ȼ., Ʌɢɬɜɢɧɨɜɨʀ Ɉ. ȼ., Ʌɨɛɚɧь Ɉ. Ɉ.  Д8Ж, ɹɤɿ ɜɢɜɱɚɥɢ ɟɮɟɤɬɢɜɧɿɫɬь 
ɜɢɤɨɪɢɫɬɚɧɧɹ CRM-ɫɢɫɬɟɦ ɭ ɦɚɥɨɦɭ ɬɚ ɫɟɪɟɞɧьɨɦɭ ɛɿɡɧɟɫɿ ɜ ɍɤɪɚʀɧɿ, ɡɜɟɪɬɚɸɱɢ ɭɜɚɝɭ 
ɧɚ ɫɩɟɰɢɮɿɤɭ ɬɚ ɜɢɤɥɢɤɢ ɜɿɬɱɢɡɧɹɧɨɝɨ ɪɢɧɤɭ; Ȼɭɬɟɧɤɨ ɇ. ȼ. Д9Ж, ɹɤɚ ɞɨɫɥɿɞɠɭɜɚɥɚ 
ɬɟɨɪɟɬɢɱɧɿ ɚɫɩɟɤɬɢ CRM-ɬɟɯɧɨɥɨɝɿɣ, ɚ ɬɚɤɨɠ ʀɯ ɜɩɥɢɜ ɧɚ ɩɨɤɪɚɳɟɧɧɹ ɭɩɪɚɜɥɿɧɧɹ 
ɜɿɞɧɨɫɢɧɚɦɢ ɡ ɤɥɿєɧɬɚɦɢ ɜ ɪɿɡɧɢɯ ɝɚɥɭɡɹɯ ɭɤɪɚʀɧɫьɤɨʀ ɟɤɨɧɨɦɿɤɢ. 

ɐɿ ɚɜɬɨɪɢ ɡɪɨɛɢɥɢ ɡɧɚɱɧɢɣ ɜɧɟɫɨɤ ɭ ɪɨɡɭɦɿɧɧɹ ɬɚ ɪɨɡɜɢɬɨɤ CRM-ɫɢɫɬɟɦ, 
ɩɿɞɤɪɟɫɥɸɸɱɢ ʀɯ ɜɚɠɥɢɜɿɫɬь ɞɥɹ ɩɨɤɪɚɳɟɧɧɹ ɜɡɚєɦɨɞɿʀ ɡ ɤɥɿєɧɬɚɦɢ ɿ ɩɿɞɜɢɳɟɧɧɹ 
ɟɮɟɤɬɢɜɧɨɫɬɿ ɛɿɡɧɟɫɭ. 

ȼɢɞɿɥɟɧɧɹ ɧɟɜɢɪɿɲɟɧɢɯ ɪɚɧɿɲɟ ɱɚɫɬɢɧ ɡɚɝɚɥьɧɨʀ ɩɪɨɛɥɟɦɢ, ɤɨɬɪɢɦ 
ɩɪɢɫɜɹɱɭєɬьɫɹ ɫɬɚɬɬɹ. ɇɟɡɜɚɠɚɸɱɢ ɧɚ ɜɟɥɢɤɢɣ ɜɧɟɫɨɤ ɜɱɟɧɢɯ ɜ ɞɨɫɥɿɞɠɟɧɧɹ, 
ɞɟɬɚɥьɧɢɣ ɚɧɚɥɿɡ CRM-ɫɢɫɬɟɦɢ ɧɚɞɚɫɬь ɛɿɥьɲɟ ɪɨɡɭɦɿɧɧɹ ɰɿєʀ ɬɟɦɚɬɢɤɢ ɧɚ ɩɪɢɤɥɚɞɚɯ, 
ɜɫɬɚɧɨɜɢɬь ɜɡɚєɦɨɡɜ’ɹɡɨɤ ɦɿɠ ɩɿɞɜɢɳɟɧɧɹɦ ɟɮɟɤɬɢɜɧɨɫɬɿ ɛɿɡɧɟɫɭ ɬɚ ɜɩɪɨɜɚɞɠɟɧɧɹɦ 
CRM-ɫɢɫɬɟɦɢ, ɬɚɤɨɠ ɧɚɞɚɫɬь ɦɨɠɥɢɜɢɣ ɪɨɡɪɚɯɭɧɨɤ ɦɚɪɤɟɬɢɧɝɨɜɨʀ ɫɬɪɚɬɟɝɿʀ ɡ 
ɜɢɤɨɪɢɫɬɚɧɧɹɦ CRM-ɫɢɫɬɟɦɢ. 

Ɏɨɪɦɭɥɸɜɚɧɧɹ ɦɟɬɢ ɫɬɚɬɬɿ (ɩɨɫɬɚɧɨɜɤɚ ɡɚɜɞɚɧɧɹ). Ɇɟɬɚ ɫɬɚɬɬɿ – ɞɨɫɥɿɞɢɬɢ 
ɚɤɬɭɚɥьɧɿɫɬь CRM-ɫɢɫɬɟɦɢ, ɹɤɢɦ ɱɢɧɨɦ CRM-ɫɢɫɬɟɦɢ ɩɿɞɜɢɳɭɸɬь ɟɮɟɤɬɢɜɧɿɫɬь 
ɛɿɡɧɟɫɭ, ɪɨɡɝɥɹɧɭɬɢ ɧɚ ɩɪɢɤɥɚɞɿ ɤɨɦɩɚɧɿɣ ɜɩɪɨɜɚɞɠɟɧɧɹ CRM-ɬɟɯɧɨɥɨɝɿɣ, ɨɛґɪɭɧɬɭɜɚɬɢ 
ɟɮɟɤɬɢɜɧɿɫɬь ɜɢɤɨɪɢɫɬɚɧɧɹ. 

ȼɢɤɥɚɞɟɧɧɹ ɨɫɧɨɜɧɨɝɨ ɦɚɬɟɪɿɚɥɭ ɞɨɫɥɿɞɠɟɧɧɹ ɡ ɩɨɜɧɢɦ ɨɛґɪɭɧɬɭɜɚɧɧɹɦ 
ɨɬɪɢɦɚɧɢɯ ɧɚɭɤɨɜɢɯ ɪɟɡɭɥьɬɚɬɿɜ. Ɂɜɚɠɚɸɱɢ ɧɚ ɬɟ, ɳɨ ɤɥɿєɧɬɢ є ɧɚɣɰɿɧɧɿɲɢɦ 
ɪɟɫɭɪɫɨɦ ɛɭɞь-ɹɤɨɝɨ ɛɿɡɧɟɫɭ, ɩɿɞɬɪɢɦɤɚ ɡ ɧɢɦɢ ɡɜ’ɹɡɤɭ ɩɪɨɬɹɝɨɦ ɜɫɿɯ ɟɬɚɩɿɜ ɫɩɿɜɩɪɚɰɿ є 
ɞɿɣɫɧɨ ɜɚɠɥɢɜɨɸ ɫɤɥɚɞɨɜɨɸ ɛɭɞь-ɹɤɨɝɨ ɛɿɡɧɟɫɭ. Ⱥɥɟ ɤɨɥɢ ɤɥɿєɧɬɫьɤɚ ɛɚɡɚ 
ɪɨɡɲɢɪɸєɬьɫɹ ɿ ɦɨɠɟ ɛɭɬɢ ɛɿɥьɲɨɸ ɡɚ ɫɨɬɧɸ ɱɢ ɬɢɫɹɱɭ ɤɥɿєɧɬɿɜ, ɭɩɪɚɜɥɿɧɧɹ ɜɨɪɨɧɤɨɸ 
ɩɪɨɞɚɠɿɜ ɿ ɭɩɪɚɜɥɿɧɧɹɦ ɜɡɚєɦɨɜɿɞɧɨɫɢɧɚɦɢ ɡ ɤɥɿєɧɬɚɦɢ ɫɬɚє ɫɩɪɚɜɠɧɿɦ ɜɢɩɪɨɛɭɜɚɧɧɹɦ.  

ɍ ɰьɨɦɭ ɜɢɩɚɞɤɭ ɧɟɨɛɯɿɞɧɟ ɩɪɨɝɪɚɦɧɟ ɡɚɛɟɡɩɟɱɟɧɧɹ, ɹɤɟ ɞɨɡɜɨɥɹє ɨɩɬɢɦɿɡɭɜɚɬɢ 
ɡɜ’ɹɡɤɢ ɡ ɩɨɬɟɧɰɿɣɧɢɦɢ ɬɚ ɿɫɧɭɸɱɢɦɢ ɤɥɿєɧɬɚɦɢ. Ɍɚɤɟ ɩɪɨɝɪɚɦɧɟ ɡɚɛɟɡɩɟɱɟɧɧɹ 
ɧɚɡɢɜɚєɬьɫɹ CRM-ɫɢɫɬɟɦɚ.  

ɍ ɡɚɝɚɥьɧɨɦɭ ɪɨɡɭɦɿɧɧɿ, CRM (ɜɿɞ ɚɧɝɥ. CЮstШЦОr RОХКtТШЧsСТЩ MКЧКРОЦОЧt) є 
ɬɢɩɨɦ ɫɬɪɚɬɟɝɿɣ ɭɩɪɚɜɥɿɧɧɹ ɜɡɚєɦɨɜɿɞɧɨɫɢɧɚɦɢ ɡ ɤɥɿєɧɬɚɦɢ ɧɚ ɜɫɿɯ ɟɬɚɩɚɯ ʀɯɧьɨʀ 
ɜɡɚєɦɨɞɿʀ ɡ ɤɨɦɩɚɧɿєɸ: ɜɿɞ ɩɟɪɲɨɝɨ ɤɨɧɬɚɤɬɭ ɞɨ ɩɪɨɞɚɠɭ ɬɚ ɩɨɜɬɨɪɧɨɝɨ ɡɚɥɭɱɟɧɧɹ Д10].  

CRM-ɫɢɫɬɟɦɚ - ɰɟ ɩɪɨɝɪɚɦɧɟ ɡɚɛɟɡɩɟɱɟɧɧɹ, ɹɤɟ ɞɨɩɨɦɚɝɚє ɤɨɦɩɚɧɿɹɦ ɩɨɤɪɚɳɢɬɢ 
ɜɡɚєɦɨɞɿɸ ɡ ɤɥɿєɧɬɚɦɢ ɲɥɹɯɨɦ ɡɛɟɪɿɝɚɧɧɹ, ɨɪɝɚɧɿɡɚɰɿʀ ɬɚ ɭɩɪɚɜɥɿɧɧɹ ɿɧɮɨɪɦɚɰɿєɸ ɩɪɨ 
ɧɢɯ Д10]. 

Ȼɿɥьɲɿɫɬь ɬɚɤɢɯ ɩɪɨɝɪɚɦ ɫɤɥɚɞɚɸɬьɫɹ ɡ ɤɿɥьɤɨɯ ɦɨɞɭɥɿɜ, ɤɨɠɟɧ ɡ ɹɤɢɯ ɦɚє ɫɜɨє 
ɩɪɢɡɧɚɱɟɧɧɹ (ɪɢɫ. 2). 
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Ɋɢɫɭɧɨɤ 2 – Ɇɨɞɭɥɿ CRM ɬɚ ʀɯɧɿ ɮɭɧɤɰɿʀ 

Ⱦɠɟɪɟɥɨ: ɋɬɜɨɪɟɧɨ ɚɜɬɨɪɚɦɢ ɡɚ [10,11] 
 

Ⱦɨ ɨɫɧɨɜɧɢɯ ɦɨɞɭɥɿɜ ɜɿɞɧɨɫɹɬьɫɹ: ɥɿɞɨɝɟɧɟɪɚɰɿɹ, ɫɤɨɪɢɧɝ, ɥɿɞ ɦɟɧɟɞɠɦɟɧɬ.  
Ⱦɨ ɞɪɭɝɨɪɹɞɧɢɯ: ɚɜɬɨɦɚɬɢɡɚɰɿɹ ɦɚɪɤɟɬɢɧɝɭ, ɤɟɪɭɜɚɧɧɹ ɭɝɨɞɚɦɢ, ɫɬɚɬɢɫɬɢɤɚ 

ɤɚɦɩɚɧɿɣ ɬɚ ɩɪɨɞɚɠɿɜ, ɿɧɬɟɝɪɚɰɿʀ. 
ɋɚɦɟ ɨɫɧɨɜɧɿ ɦɨɞɭɥɿ ɜɧɨɫɹɬь ɧɚɣɛɿɥьɲɢɣ ɜɤɥɚɞ ɜ ɩɪɚɜɢɥьɧɟ ɮɭɧɤɰɿɨɧɭɜɚɧɧɹ 

CRM-ɫɢɫɬɟɦɢ ɿ ɜɜɚɠɚɸɬьɫɹ ʀʀ ɮɭɧɞɚɦɟɧɬɨɦ. Ⱥɞɠɟ ɧɚ ɨɫɧɨɜɿ ɰɢɯ ɦɨɞɭɥɿɜ ɛɭɞɭєɬьɫɹ ɜɫɹ 
ɫɬɚɬɢɫɬɢɤɚ, ɹɤɚ ɜɩɥɢɜɚє ɧɚ ɪɨɛɨɬɭ ɜɫɿєʀ ɫɢɫɬɟɦɢ. 

ɋɚɦɚ CRM-ɫɢɫɬɟɦɚ ɧɟ ɦɨɠɟ ɿɫɧɭɜɚɬɢ ɛɟɡ ERP ɫɢɫɬɟɦɢ ɬɚɤ ɹɤ ɩɟɪɲɚ є ɱɚɫɬɢɧɨɸ 
ɞɪɭɝɨʀ ɿ ɫɬɜɨɪɟɧɚ ɞɥɹ ɨɛɪɨɛɤɢ ɤɥɿєɧɬɿɜ, ɡɜɿɬɧɨɫɬɿ, ɡɪɭɱɧɨɫɬɿ ɿ ɬ.ɞ. ɇɟɡɜɚɠɚɸɱɢ ɧɚ ɰɟ 
CRM-ɫɢɫɬɟɦɚ ɜɢɫɬɭɩɚє ɨɞɧɢɦ ɿɡ ɧɚɣɜɚɠɥɢɜɿɲɢɯ ɦɨɞɭɥɿɜ ERP ɫɢɫɬɟɦɢ.  

ERP — ɰɟ ɩɪɨɝɪɚɦɧɟ ɡɚɛɟɡɩɟɱɟɧɧɹ, ɹɤɟ ɚɜɬɨɦɚɬɢɡɭє ɜɫɿ ɩɪɨɰɟɫɢ ɩɿɞɩɪɢєɦɫɬɜɚ: 
ɜɿɞ ɧɚɤɨɩɢɱɟɧɧɹ, ɡɛɟɪɿɝɚɧɧɹ ɬɚ ɨɛɪɨɛɤɢ ɪɟɫɭɪɫɿɜ ɞɨ ɥɨɝɿɫɬɢɤɢ, ɭɩɪɚɜɥɿɧɧɹ ɮɿɧɚɧɫɨɜɢɦɢ 
ɩɨɬɨɤɚɦɢ, ɤɨɧɬɪɨɥɸ ɩɟɪɫɨɧɚɥɭ ɬɚ ɩɪɨɞɚɠɿɜ (ɪɢɫ. 3). 

C
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Ɇɨɞɭɥь ɥɿɞɨɝɟɧɟɪɚɰɿʀ 
ȼɿɞɩɨɜɿɞɚє ɡɚ ɡɛɿɪ ɤɨɧɬɚɤɬɿɜ ɬɚ ɿɧɲɨʀ ɿɧɮɨɪɦɚɰɿʀ ɩɪɨ ɤɥɿєɧɬɿɜ, 

ɜɢɤɨɪɢɫɬɨɜɭɸɱɢ ɪɿɡɧɿ ɿɧɫɬɪɭɦɟɧɬɢ ɞɥɹ ɩɨɲɭɤɭ ɞɚɧɢɯ ɧɚ ɫɚɣɬɚɯ, ɭ 
ɫɨɰɦɟɪɟɠɚɯ ɚɛɨ ɜɟɥɢɤɢɯ ɛɚɡɚɯ ɞɚɧɢɯ

Ɇɨɞɭɥь ɚɭɬɪɿɱɭ 
ȼɿɧ ɦɿɫɬɢɬь ɤɚɧɚɥ ɤɨɦɭɧɿɤɚɰɿʀ ɡ ɤɥɿєɧɬɚɦɢ, ɡɚɜɞɹɤɢ ɹɤɨɦɭ CRM-ɫɢɫɬɟɦɚ 
ɧɚɞɚє ɦɨɠɥɢɜɿɫɬь ɤɨɧɬɚɤɬɭɜɚɬɢ ɧɚɩɪɹɦɭ ɡ ɥɿɞɚɦɢ ɬɚ ɩɨɤɭɩɰɹɦɢ, ɚ ɬɚɤɨɠ 

ɡɛɟɪɿɝɚɬɢ ɜ ɯɪɨɧɨɥɨɝɿɱɧɨɦɭ, ɫɬɪɭɤɬɭɪɨɜɚɧɨɦɭ ɜɢɝɥɹɞɿ 
ɜɫɸ ɿɫɬɨɪɿɸ ɫɩɿɥɤɭɜɚɧɧɹ ɡ ɤɨɠɧɢɦ 
ɩɨɬɟɧɰɿɣɧɢɦ ɚɛɨ ɧɚɹɜɧɢɦ ɤɥɿєɧɬɨɦ

Ɇɨɞɭɥь ɩɿɞɬɪɢɦɤɢ 
ɋɩɪɹɦɨɜɭє ɡɜɟɪɧɟɧɧɹ ɤɥɿєɧɬɿɜ ɞɨ ɫɥɭɠɛɢ ɩɿɞɬɪɢɦɤɢ, ɞɟ ɜɨɧɢ ɨɛɪɨɛɥɹɸɬьɫɹ ɿ 

ɞɨɞɚɸɬьɫɹ ɞɨ ɡɚɝɚɥьɧɨʀ ɿɧɮɨɪɦɚɰɿɹ ɩɪɨ ɤɥɿєɧɬɿɜ, ɳɨ ɞɨɡɜɨɥɹє ɮɨɪɦɭɜɚɬɢ 
ɩɨɜɧɟ ɭɹɜɥɟɧɧɹ ɩɪɨ ɤɨɪɢɫɬɭɜɚɰьɤɢɣ ɞɨɫɜɿɞ

ɋɯɨɜɢɳɟ 
Ɂɛɟɪɿɝɚє ɞɚɧɿ, ɡɿɛɪɚɧɿ CRM-ɫɢɫɬɟɦɨɸ, ɚ ɬɚɤɨɠ ɿɧɮɨɪɦɚɰɿɸ, ɞɨɞɚɧɭ 

ɤɨɪɢɫɬɭɜɚɱɚɦɢ, ɜɤɥɸɱɚɸɱɢ ɤɨɧɬɚɤɬɢ ɤɥɿєɧɬɿɜ, ɡɚɩɢɫɢ ɩɪɨ ɜɡɚєɦɨɞɿɸ ɡ ɧɢɦɢ, 
ɤɨɦɚɧɞɢ ɡɚɜɞɚɧɧɹ ɬɨɳɨ

Ɇɨɞɭɥь ɩɪɨɞɚɠɿɜ 
ȱɧɬɟɪɮɟɣɫ, ɞɟ CRM-ɫɢɫɬɟɦɚ ɜɿɡɭɚɥɿɡɭє ɜɫɿ ɭɝɨɞɢ, ɪɨɡɩɨɞɿɥɹɸɱɢ ʀɯ ɡɚ 

ɫɬɚɬɭɫɚɦɢ (ɚɤɬɢɜɧɿ, ɡɚɤɪɢɬɿ, ɩɪɢɡɭɩɢɧɟɧɿ ɬɨɳɨ) ɬɚ ɧɚɞɚɸɱɢ ɿɧɫɬɪɭɦɟɧɬɢ ɞɥɹ 
ʀɯɧьɨɝɨ ɭɩɪɚɜɥɿɧɧɹ, ɪɟɞɚɝɭɜɚɧɧɹ, ɞɨɞɚɜɚɧɧɹ ɚɛɨ ɜɢɞɚɥɟɧɢɹ

Ⱥɧɚɥɿɬɢɱɧɢɣ ɦɨɞɭɥь 
Ɂɛɢɪɚє ɩɨɤɚɡɧɢɤɢ ɜ ɭɫɿɯ ɿɧɲɢɯ ɦɨɞɭɥɿɜ ɬɚ ɧɚɞɚє ɫɬɚɬɢɫɬɢɱɧɿ ɞɚɧɿ ɩɪɨ 

ɟɮɟɤɬɢɜɧɿɫɬь ɤɚɦɩɚɧɿɣ ɜ ɡɚɥɭɱɟɧɧɹ ɤɥɿєɧɬɿɜ, ɭɫɩɿɲɧɿɫɬь ɡɚɤɪɢɬɬɹ ɭɝɨɞ, 
ɜɿɞɩɨɜɿɞɧɿɫɬь ɞɨɫɹɝɧɟɧь ɩɪɚɰɿɜɧɢɤɿɜ ɜɫɬɚɧɨɜɥɟɧɢɦ ɄɊȱ ɬɨɳɨ.
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Ɋɢɫɭɧɨɤ 3 – Ɋɿɡɧɢɰɹ ERP ɬɚ CRM 
Ⱦɠɟɪɟɥɨ: ɋɬɜɨɪɟɧɨ ɚɜɬɨɪɚɦɢ ɡɚ [10, 11] 

 
Ɂɚ ɞɚɧɢɦɢ Salesforce, 70% ɤɥɿєɧɬɿɜ ɡɚɪɚɡ ɨɱɿɤɭɸɬь ɛɟɡɩɟɪɟɛɿɣɧɨɝɨ ɞɨɫɜɿɞɭ ɱɟɪɟɡ 

ɭɫɿ ɤɚɧɚɥɢ, ɩɿɞɤɪɟɫɥɸɸɱɢ ɜɚɠɥɢɜɿɫɬь ɫɢɫɬɟɦ CRM ɞɥɹ ɡɚɛɟɡɩɟɱɟɧɧɹ ɫɬɚɛɿɥьɧɨɝɨ 
ɡɚɞɨɜɨɥɟɧɧɹ ɤɥɿєɧɬɿɜ. ɍ 2021 ɪɨɰɿ ɞɨɯɿɞ ɜɿɞ CRM-ɩɪɨɝɪɚɦɧɨɝɨ ɡɚɛɟɡɩɟɱɟɧɧɹ ɞɨɫɹɝ 48,7 
ɦɿɥьɹɪɞɿɜ ɞɨɥɚɪɿɜ, ɚ Grand View Research ɩɪɨɝɧɨɡɭє ɫɟɪɟɞɧьɨɪɿɱɧɢɣ ɬɟɦɩ ɡɪɨɫɬɚɧɧɹ 
(CAGR) ɧɚ ɪɿɜɧɿ 14,2% ɡ 2021 ɩɨ 2028 ɪɿɤ. Tech.co ɩɟɪɟɞɛɚɱɚє, ɳɨ ɞɨ 2023 ɪɨɤɭ 
ɩɪɢɛɥɢɡɧɨ 81% ɨɪɝɚɧɿɡɚɰɿɣ ɛɭɞɭɬь ɜɢɤɨɪɢɫɬɨɜɭɜɚɬɢ CRM-ɫɢɫɬɟɦɢ, ɳɨ ɩɪɚɰɸɸɬь ɧɚ 
ɨɫɧɨɜɿ ɲɬɭɱɧɨɝɨ ɿɧɬɟɥɟɤɬɭ, ɞɥɹ ɩɨɤɪɚɳɟɧɧɹ ɜɡɚєɦɨɞɿʀ ɡ ɤɥɿєɧɬɚɦɢ. ȼɩɪɨɜɚɞɠɟɧɧɹ 
CRM-ɫɢɫɬɟɦ ɩɪɢɧɟɫɥɨ ɡɧɚɱɧɿ ɜɢɝɨɞɢ ɤɨɦɩɚɧɿɹɦ, ɜɤɥɸɱɚɸɱɢ ɡɛɿɥьɲɟɧɧɹ ɤɨɧɜɟɪɫɿʀ ɥɿɞɿɜ 
ɧɚ 17%, ɡɪɨɫɬɚɧɧɹ ɭɬɪɢɦɚɧɧɹ ɤɥɿєɧɬɿɜ ɧɚ 16% ɿ ɩɨɤɪɚɳɟɧɧɹ ɩɪɨɞɭɤɬɢɜɧɨɫɬɿ ɚɝɟɧɬɿɜ ɧɚ 
21%, ɡɝɿɞɧɨ ɡ ɞɚɧɢɦɢ АОЛFБ [11]. 

ɉɥɚɧ ɜɩɪɨɜɚɞɠɟɧɧɹ CRM є ɫɬɪɚɬɟɝɿɱɧɨɸ ɞɨɪɨɠɧьɨɸ ɤɚɪɬɨɸ, ɹɤɚ ɨɤɪɟɫɥɸє 
ɩɪɨɰɟɫ ɩɪɢɣɧɹɬɬɹ ɬɚ ɿɧɬɟɝɪɚɰɿʀ CRM-ɫɢɫɬɟɦɢ ɜ ɨɪɝɚɧɿɡɚɰɿɸ. ȼɿɧ ɜɤɥɸɱɚє ɪɟɬɟɥьɧɟ 
ɩɥɚɧɭɜɚɧɧɹ, ɤɨɨɪɞɢɧɚɰɿɸ ɬɚ ɜɢɤɨɧɚɧɧɹ ɞɥɹ ɡɚɛɟɡɩɟɱɟɧɧɹ ɭɫɩɿɲɧɨɝɨ ɜɩɪɨɜɚɞɠɟɧɧɹ ɿ 
ɦɚɤɫɢɦɿɡɚɰɿʀ ɟɮɟɤɬɢɜɧɨɫɬɿ ɫɢɫɬɟɦɢ. ɉɿɫɥɹ ɡɚɩɭɫɤɭ CRM-ɫɢɫɬɟɦɢ ɜɚɠɥɢɜɨ ɪɟɝɭɥɹɪɧɨ 
ɨɰɿɧɸɜɚɬɢ ʀʀ ɩɪɨɞɭɤɬɢɜɧɿɫɬь, ɪɿɜɟɧь ɩɪɢɣɧɹɬɬɹ ɤɨɪɢɫɬɭɜɚɱɚɦɢ ɬɚ ɜɿɞɩɨɜɿɞɧɿɫɬь 
ɜɫɬɚɧɨɜɥɟɧɢɦ ɰɿɥɹɦ. Ɂɛɿɪ ɜɿɞɝɭɤɿɜ ɜɿɞ ɩɪɚɰɿɜɧɢɤɿɜ ɬɚ ɡɚɰɿɤɚɜɥɟɧɢɯ ɫɬɨɪɿɧ ɞɨɡɜɨɥɢɬь 
ɜɢɹɜɢɬɢ ɨɛɥɚɫɬɿ ɞɥɹ ɜɞɨɫɤɨɧɚɥɟɧɧɹ ɚɛɨ ɞɨɞɚɬɤɨɜɨɝɨ ɧɚɥɚɲɬɭɜɚɧɧɹ. Ɇɨɧɿɬɨɪɢɧɝ 
ɤɥɸɱɨɜɢɯ ɩɨɤɚɡɧɢɤɿɜ ɬɚ ɜɿɞɫɬɟɠɟɧɧɹ ɜɩɥɢɜɭ CRM ɧɚ ɡɚɞɨɜɨɥɟɧɿɫɬь ɤɥɿєɧɬɿɜ, ɩɪɨɞɚɠɿ, 
ɩɪɨɞɭɤɬɢɜɧɿɫɬь ɬɚ ɿɧɲɿ ɪɟɥɟɜɚɧɬɧɿ ɮɚɤɬɨɪɢ є ɤɪɢɬɢɱɧɨ ɜɚɠɥɢɜɢɦ. ɇɟɨɛɯɿɞɧɨ 
ɡɞɿɣɫɧɸɜɚɬɢ ɤɨɪɢɝɭɜɚɧɧɹ ɞɥɹ ɦɚɤɫɢɦɚɥьɧɨɝɨ ɜɢɤɨɪɢɫɬɚɧɧɹ ɩɟɪɟɜɚɝ CRM-ɫɢɫɬɟɦɢ. 

Ⱦɥɹ ɞɨɫɹɝɧɟɧɧɹ ɟɮɟɤɬɢɜɧɨɫɬɿ ɰɟɣ ɩɪɨɰɟɫ ɩɨɜɢɧɟɧ ɛɭɬɢ ɩɨɫɬɿɣɧɢɦ, ɡ ɿɧɬɟɝɪɚɰɿєɸ 
ɦɟɯɚɧɿɡɦɿɜ ɞɥɹ ɜɿɞɫɬɟɠɟɧɧɹ ɤɥɸɱɨɜɢɯ ɩɨɤɚɡɧɢɤɿɜ ɟɮɟɤɬɢɜɧɨɫɬɿ (KPI) ɬɚ ɦɟɬɪɢɤ, ɹɤɿ 
ɩɿɞɬɪɢɦɭɸɬь ɫɬɪɚɬɟɝɿɸ ɜɩɪɨɜɚɞɠɟɧɧɹ CRM. Ɂɚɥɟɠɧɨ ɜɿɞ ɨɬɪɢɦɚɧɢɯ ɞɚɧɢɯ, ɜɚɠɥɢɜɨ 
ɜɢɹɜɥɹɬɢ ɫɥɚɛɤɿ ɦɿɫɰɹ, ɳɨ ɩɨɬɪɟɛɭɸɬь ɩɨɤɪɚɳɟɧɧɹ, ɨɞɧɨɱɚɫɧɨ ɨɩɬɢɦɿɡɭɸɱɢ ɪɟɫɭɪɫɢ ɜ 
ɬɢɯ ɫɮɟɪɚɯ, ɞɟ ɪɟɡɭɥьɬɚɬɢ ɜɠɟ є ɡɚɞɨɜɿɥьɧɢɦɢ. ɐɟ ɞɨɡɜɨɥɢɬь ɫɬɜɨɪɢɬɢ ɛɚɥɚɧɫ, ɜ ɹɤɨɦɭ 
ɜɫɿ ɤɨɦɩɨɧɟɧɬɢ ɟɤɨɫɢɫɬɟɦɢ CRM ɛɭɞɭɬь ɟɮɟɤɬɢɜɧɨ ɜɡɚєɦɨɞɿɹɬɢ ɦɿɠ ɫɨɛɨɸ, ɫɩɪɢɹɸɱɢ 
ɝɚɪɦɨɧɿɣɧɨɦɭ ɪɨɡɜɢɬɤɭ Д12Ж. 

Ⱦɥɹ ɨɰɿɧɤɢ ɧɟɨɛɯɿɞɧɨɫɬɿ ɜɩɪɨɜɚɞɠɟɧɧɹ CRM-ɫɢɫɬɟɦɢ ɪɨɡɝɥɹɧɟɦɨ ɩɪɢɤɥɚɞ 
ɩɿɞɩɪɢєɦɫɬɜɚ 1 ɬɚ 2, ɹɤɿ ɫɩɟɰɿɚɥɿɡɭєɬьɫɹ ɧɚ ɨɫɜɿɬɧɿɣ ɞɿɹɥьɧɨɫɬɿ ɞɥɹ ɞɿɬɟɣ ɜɿɤɨɦ ɜɿɞ 8 ɞɨ 
16 ɪɨɤɿɜ. Ⱦɿɹɥьɧɿɫɬь ɩɿɞɩɪɢєɦɫɬɜ ɜɤɥɸɱɚє ɧɚɜɱɚɧɧɹ ɩɪɨɝɪɚɦɭɜɚɧɧɸ ɧɚ ɬɚɤɢɯ ɦɨɜɚɯ, ɹɤ 
JavaScript, Python ɬɚ C++. 

•Ɏɿɧɚɧɫɨɜɢɣ ɦɟɧɟɞɠɦɟɧɬ
•ɍɩɪɚɜɥɿɧɧɹ ɡɚɦɨɜɥɟɧɧɹɦɢ
•ɍɩɪɚɜɥɿɧɧɹ ɜɢɪɨɛɧɢɰɬɜɨɦ
•ɍɩɪɚɜɥɿɧɧɹ ɥɚɧɰɸɝɨɦ ɩɨɫɬɚɜɨɤ
•ɍɩɪɚɜɥɿɧɧɹ ɫɤɥɚɞɨɦ ɬɚ ɡɚɩɚɫɚɦɢ
•Ɂɚɤɭɩɿɜɥɿ

ERP

•Ⱥɜɬɨɦɚɬɢɡɚɰɿɹ ɩɪɨɞɚɠɿɜ
•Ɉɛɫɥɭɝɨɜɭɜɚɧɧɹ ɤɥɿєɧɬɿɜ
•Ⱥɜɬɨɦɚɬɢɡɚɰɿɹ ɦɚɪɤɟɬɢɧɝɭ
•ɋɚɦɨɨɛɫɥɭɝɨɜɭɜɚɧɧɹ ɤɥɿєɧɬɿɜCRM
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Ɉɫь ɹɤɢɣ ɜɢɝɥɹɞ ɦɚє ɫɬɚɧɞɚɪɬɧɚ ɦɨɞɟɥь ɜɨɪɨɧɤɢ ɩɪɨɞɚɠɿɜ ɩɪɢ ɨɩɬɢɦɚɥьɧɢɯ 
ɭɦɨɜɚɯ ɡ ɜɢɤɨɪɢɫɬɚɧɧɹɦ CRM-ɫɢɫɬɟɦɢ (ɪɢɫ. 4). 

 

 
Ɋɢɫɭɧɨɤ 4 – ɋɬɚɧɞɚɪɬɧɚ ɜɨɪɨɧɤɚ ɩɪɨɞɚɠɿɜ 

Ⱦɠɟɪɟɥɨ: ɋɬɜɨɪɟɧɨ ɚɜɬɨɪɚɦɢ ɡɚ [10, 11] 
 
Ȼɟɡ CRM-ɫɢɫɬɟɦɢ ɩɿɞɩɪɢєɦɫɬɜɨ ɡɦɭɲɟɧɟ ɛɭɥɨ ɛ ɜɢɤɨɪɢɫɬɨɜɭɜɚɬɢ Excel-ɬɚɛɥɢɰɿ 

ɬɚ ɤɨɦɭɧɿɤɚɰɿɸ ɱɟɪɟɡ ɦɟɫɟɧɞɠɟɪɢ. ɍ ɬɚɤɨɦɭ ɜɢɩɚɞɤɭ, ɜɨɪɨɧɤɚ ɩɪɨɞɚɠɿɜ ɡɦɿɧɢɥɚ ɛ ɫɜɿɣ 
ɜɢɝɥɹɞ.  

ɇɚɩɪɢɤɥɚɞ, ɧɚ ɨɛɪɨɛɤɭ 32 ɥɿɞɿɜ, ɪɨɛɿɬɧɢɤɭ ɛɟɡ CRM ɩɨɬɪɿɛɧɨ 13 ɝɨɞɢɧ, ɬɨɞɿ ɡɚ 7 
ɝɨɞɢɧ (ɡ ɜɢɪɚɯɭɜɚɧɧɹɦ 1 ɝɨɞɢɧɢ ɩɟɪɟɪɜɢ) ɜɿɧ ɨɛɪɨɛɢɬь 17 ɥɿɞɿɜ.  

ȼɢɪɚɯɭєɦɨ ɩɨɤɚɡɧɢɤ ɜɿɞɬɨɤɭ ɤɥɿєɧɬɿɜ (ȼ). 
Ɋ1 – ɪɨɛɿɬɧɢɤ ɡ CRM ɫɢɫɬɟɦɨɸ  
Ɋ2 – ɪɨɛɿɬɧɢɤ ɛɟɡ CRM ɫɢɫɬɟɦɢ  В = ˍіˎьˍі˔˕ь ːˈ ˑ˄˓ˑ˄ˎˈːих ˎіˇі˅ˍіˎьˍі˔˕ь ˎіˇі˅ ∗ ͳͲͲ% 

Ɉɬɠɟ, ɦɚєɦɨ: В˓ = Ͳ͵ʹ ∗ ͳͲͲ = Ͳ ሺ˕ˑ˄˕ˑ ˅˕˓˃˕˃ ˎіˇі˅ Ͳ %ሻ 

ȼɿɡьɦɟɦɨ ɧɟɫɭɦɥɿɧɧɨɝɨ ɪɨɛɿɬɧɢɤɚ ɿ ɜɿɧ ɜɫɬɢɝɧɟ ɨɛɪɨɛɢɬɢ ɥɢɲɟ 28 ɥɿɞɿɜ. В˓ͳ = Ͷ͵ʹ ∗ ͳͲͲ = ͳʹ,ͷ % 

Ɍɨɛɬɨ, ɱɟɪɟɡ 1 ɥɿɞ ɦɟɧɟɞɠɟɪɚ, ɹɤɢɣ ɧɟ ɜɢɤɨɧɭє ɦɿɧɿɦɭɦ, ɜɬɪɚɬɚ ɫɤɥɚɞɚє 12,5 % 
ɤɥɿєɧɬɿɜ ɤɨɠɧɨɝɨ ɞɧɹ. 

Ʌɿɞ ɡɚɥɢɲɚє 
ɡɚɹɜɤɭ ɧɚ ɫɚɣɬɿ 

ɤɨɦɩɚɧɿʀ

Ɂɚɹɜɤɚ ɩɨɬɪɚɩɥɹє 
ɜ CRM-ɫɢɫɬɟɦɭ 

Ⱦɨ ɤɥɿєɧɬɚ 
ɬɟɥɟɮɨɧɭє 
ɦɟɧɟɞɠɟɪ ɿ 

ɪɨɡɩɨɜɿɞɚє ɩɪɨ 
ɩɨɫɥɭɝɢ ɬɚ ɡɚɩɢɫɭє 
ɧɚ ɩɪɨɛɧɢɣ ɭɪɨɤ

• Ʉɥɿєɧɬ ɧɟ 
ɤɭɩɭє 
ɚɛɨɧɟɦɟɧɬ

• Ʉɥɿєɧɬ ɤɭɩɭє 
ɚɛɨɧɟɦɟɧɬ ɬɚ 
ɪɨɡɩɨɱɢɧɚє 
ɧɚɜɱɚɧɧɹ

Ʉɥɿєɧɬ ɩɪɨɯɨɞɢɬь 
ɩɪɨɛɧɢɣ ɭɪɨɤ

Ⱦɨ ɤɥɿєɧɬɚ ɡɧɨɜɭ 
ɬɟɥɟɮɨɧɭє 

ɦɟɧɟɞɠɟɪ ɿ ɩɪɚɰɸє 
ɧɚɞ ɬɢɦ ɳɨɛ 

ɩɪɨɞɚɬɢ ɚɛɨɧɟɦɟɧт
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Ɍɨɛɬɨ, ɩɨɥɨɜɢɧɚ ɤɥɿєɧɬɿɜ ɜɬɪɚɱɚɸɬьɫɹ ɤɨɠɧɨɝɨ ɞɧɹ ɬɿɥьɤɢ ɱɟɪɟɡ ɬɟ, ɳɨ ɥɿɞ 
ɦɟɧɟɞɠɟɪ ɧɟ ɜɫɬɢɝɚє ɜɫɿɯ ɨɛɪɨɛɢɬɢ. ɉɟɪɟɝɥɹɧɭɜɲɢ ɪɟɡɭɥьɬɚɬɢ ɬɚɤɨɠ ɦɨɠɧɚ ɩɨɦɿɬɢɬɢ, 
ɳɨ ɜ ɬɨɣ ɱɚɫ ɹɤ Ɋ1 ɨɛɪɨɛɥɹє 28 ɥɿɞɿɜ ɡɚ 7 ɝɨɞɢɧ, Ɋ2 ɨɛɪɨɛɥɹє ɥɢɲɟ 17, ɬɨɛɬɨ ɧɚ 11 ɥɿɞɿɜ 
ɦɟɧɲɟ ɤɨɠɧɨɝɨ ɞɧɹ.  

ȼɢɪɚɯɭєɦɨ ɬɚɤɨɠ ɤɿɥьɤɿɫɬь ɤɥɿєɧɬɿɜ, ɹɤɿ ɩɪɨɯɨɞɹɬь ɜ ɤɨɦɩɚɧɿʀ ɜ ɞɟɧь. ɉɪɢ ɭɦɨɜɿ, 
ɳɨ ɜ ɤɨɠɧɿɣ ɤɨɦɩɚɧɿʀ ɩɪɚɰɸє 8 ɫɩɿɜɪɨɛɿɬɧɢɤɿɜ. ȼ ɫɟɪɟɞɧьɨɦɭ ɜ ɤɨɦɩɚɧɿʀ ɡ CRM ɡɚ ɞɟɧь 
ɩɪɨɯɨɞɢɬь 256 ɥɿɞɿɜ ɡ ɹɤɢɯ ɨɛɪɨɛɥɹɸɬь 224. ȼ ɤɨɦɩɚɧɿʀ ɛɟɡ CRM ɬɟɠ ɩɪɨɯɨɞɢɬь 256 
ɥɿɞɿɜ ɡ ɹɤɢɯ ɨɛɪɨɛɥɹɸɬь ɥɢɲɟ 136.  

Ɉɩɢɪɚɸɱɢɫь ɧɚ ɞɚɧɿ ɡɚɡɧɚɱɟɧɿ ɪɚɧɿɲɟ ɦɨɠɟɦɨ ɩɨɛɭɞɭɜɚɬɢ ɞɿɚɝɪɚɦɭ ɟɮɟɤɬɢɜɧɨɫɬɿ 
ɛɿɡɧɟɫɭ (ɪɢɫ. 5). 

 

 
Ɋɢɫɭɧɨɤ 5 – ȿɮɟɤɬɢɜɧɿɫɬь ɪɨɛɨɬɢ ɜɿɞɞɿɥɭ ɥɿɞ ɦɟɧɟɞɠɟɪɿɜ / ɜɬɪɚɬɢ ɥɿɞɿɜ 

Ⱦɠɟɪɟɥɨ: ɋɬɜɨɪɟɧɨ ɚɜɬɨɪɚɦɢ ɡɚ ɜɥɚɫɧɢɦɢ ɪɨɡɪɚɯɭɧɤɚɦɢ 
 

Ɍɚɤɨɠ, ɡɚ ɞɨɩɨɦɨɝɨɸ CRM ɦɨɠɧɚ ɩɪɨɪɚɯɭɜɚɬɢ ɟɮɟɤɬɢɜɧɿɫɬь ɦɚɪɤɟɬɢɧɝɨɜɨʀ 
ɫɬɪɚɬɟɝɿʀ.  

Ɋɨɡɝɥɹɧɟɦɨ ɬɿ ɫɚɦɿ ɩɿɞɩɪɢєɦɫɬɜɚ, ɩɪɨɬɟ ɜɜɨɞɢɦɨ 2 ɧɨɜɢɯ ɩɨɧɹɬɬɹ: ɹɤɿɫɧɿ ɬɚ 
ɧɟɹɤɿɫɧɿ ɥɿɞɢ.  

əɤɿɫɧɿ ɥɿɞɢ – ɰɟ ɤɥɿєɧɬɢ, ɹɤɿ ɩɿɞɧɹɥɢ ɫɥɭɯɚɜɤɭ ɬɚ ɡɚɩɢɫɚɥɢɫь ɧɚ ɩɪɨɛɧɢɣ ɭɪɨɤ, ɜ 
ɫɜɨɸ ɱɟɪɝɭ ɧɟɹɤɿɫɧɿ ɥɿɞɢ – ɰɟ ɤɥɿєɧɬɢ, ɞɨ ɹɤɢɯ ɧɟ ɞɨɞɡɜɨɧɢɥɢɫь ɚɛɨ ɜɨɧɢ ɜɿɞɦɨɜɢɥɢɫь ɬɚ 
ʀɦ ɧɟ ɰɿɤɚɜɿ ɧɚɲɿ ɩɨɫɥɭɝɢ.  

ȼ ɩɿɞɩɪɢєɦɫɬɜɿ ɡ CRM ɦɨɠɧɚ ɜɿɞɞɿɥɢɬɢ ɹɤɿɫɧɢɯ ɥɿɞɿɜ ɜɿɞ ɧɟɹɤɿɫɧɢɯ, ɬɚɤ ɹɤ є 
ɦɨɠɥɢɜɿɫɬь ɫɨɪɬɭɜɚɬɢ ɥɿɞɿɜ ɬɚ ɧɚɞɚɜɚɬɢ ʀɦ ɫɬɚɬɭɫɢ.  

ɉɪɨɜɟɞɟɦɨ ɟɤɫɩɟɪɢɦɟɧɬ, ɧɚ ɩɨɱɚɬɤɭ ɹɤɨɝɨ ɜ ɨɛɨɯ ɩɿɞɩɪɢєɦɫɬɜɚɯ ɛɭɞɟ 25% 
ɹɤɿɫɧɢɯ ɥɿɞɿɜ, ɬɨɛɬɨ ɡ ɤɨɠɧɢɦ 4 ɤɥɿєɧɬɨɦ ɦɨɠɧɚ ɩɨɝɨɜɨɪɢɬɢ (ɬɚɛɥ. 1, ɬɚɛɥ. 2). 

Ɍɚɤɨɠ ɜɚɪɬɨ ɜɡɹɬɢ ɞɨ ɭɜɚɝɢ, ɳɨ ɜɿɞ ɹɤɿɫɧɢɯ ɥɿɞɿɜ ɥɢɲɟ 40% ɤɭɩɭɸɬь ɚɛɨɧɟɦɟɧɬɢ 
ɜ ɩɿɞɩɪɢєɦɫɬɜɿ ɡ CRM ɿ 30% ɜ ɩɿɞɩɪɢєɦɫɬɜɿ ɛɟɡ CRM (ɰɟ ɩɨɜ’ɹɡɚɧɨ ɡ ɹɤɿɫɬɸ ɨɛɪɨɛɤɢ 
ɥɿɞɿɜ ɬɚ ɜɬɪɚɬɚɦɢ ɞɚɧɢɯ). ȼ ɩɿɞɩɪɢєɦɫɬɜɚ 2 (ɛɟɡ CRM) ɦɨɠɥɢɜɟ ɜɿɞɯɢɥɟɧɧɹ ɜ 5% ɬɚɤ ɹɤ 
є ɡɚɥɟɠɧɿɫɬь ɜɿɞ ɫɟɡɨɧɭ, ɩɨɥɿɬɢɱɧɨʀ ɬɚ ɟɤɨɧɨɦɿɱɧɨʀ ɫɢɬɭɚɰɿʀ ɜ ɤɪɚʀɧɿ. 

Ɋɨɡɪɚɯɭєɦɨ ɧɚ ɩɪɢɤɥɚɞɿ 1 ɤɚɥɟɧɞɚɪɧɨɝɨ ɪɨɤɭ ɡɦɿɧɭ ɹɤɨɫɬɿ ɥɿɞɿɜ ɬɚ ɡɦɿɧɭ 
ɦɚɪɤɟɬɢɧɝɨɜɨʀ ɫɬɪɚɬɟɝɿʀ ɜ ɩɿɞɩɪɢєɦɫɬɜɿ 1 (ɡ CRM). 
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Ɍɚɛɥɢɰɹ 1 – Ʉɿɥьɤɿɫɬь ɹɤɿɫɧɢɯ ɥɿɞɿɜ ɩɪɨɬɹɝɨɦ ɪɨɤɭ ɜ ɩɿɞɩɪɢєɦɫɬɜɿ 1 
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Ɍɚɛɥɢɰɹ 2 – Ʉɿɥьɤɿɫɬь ɹɤɿɫɧɢɯ ɥɿɞɿɜ ɩɪɨɬɹɝɨɦ ɪɨɤɭ ɜ ɩɿɞɩɪɢєɦɫɬɜɿ 2 
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ɇɟɡɧɚɱɧɚ ɡɦɿɧɚ ɭ ɜɿɞɫɨɬɤɚɯ ɹɤɿɫɧɢɯ ɥɿɞɿɜ ɩɨɥɹɝɚє ɜ ɬɨɦɭ, ɳɨ ɩɿɞɩɪɢєɦɫɬɜɨ 2 ɧɟ 

ɦɚє CRM ɿ ɨɪɿєɧɬɭєɬьɫɹ ɧɟ ɧɚ ɦɚɪɤɟɬɢɧɝɨɜɭ ɫɬɪɚɬɟɝɿɸ, ɚ ɧɚ ɩɨɩɢɬ, ɹɤɢɣ ɩɿɞɧɿɦɚєɬьɫɹ 
ɩɿɞ ɱɚɫ ɫɟɡɨɧɭ ɿ ɫɩɚɞɚє ɹɤ ɬɿɥьɤɢ ɫɟɡɨɧ ɡɚɤɿɧɱɭєɬьɫɹ. 

ɉɨɛɭɞɭєɦɨ ɝɪɚɮɿɤ ɞɥɹ ɩɨɪɿɜɧɹɧɧɹ ɜɿɞɫɨɬɤɭ ɹɤɿɫɧɢɯ ɥɿɞɿɜ ɜ ɩɿɞɩɪɢєɦɫɬɜɚɯ 
ɩɪɨɬɹɝɨɦ ɪɨɤɭ ɞɜɨɯ ɩɿɞɩɪɢєɦɫɬɜ (ɪɢɫ. 6). 

 

 
Ɋɢɫɭɧɨɤ 6 – ȼɿɞɫɨɬɨɤ ɹɤɿɫɧɢɯ ɥɿɞɿɜ ɜ ɩɿɞɩɪɢєɦɫɬɜɚɯ ɩɪɨɬɹɝɨɦ ɪɨɤɭ 
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Ȼɟɡ CRM-ɫɢɫɬɟɦɢ ɫɤɥɚɞɧɨ ɨɪɝɚɧɿɡɭɜɚɬɢ ɩɨɬɿɤ ɥɿɞɿɜ, ɫɬɜɨɪɟɧɧɹ ɤɥɿєɧɬɫьɤɢɯ 
ɤɚɪɬɨɤ, ɦɿɧɿɦɿɡɭɜɚɬɢ ɲɚɧɫ ɜɬɪɚɬɢ ɤɥɿєɧɬɿɜ, ɞɭɛɥɸɜɚɧɧɹ ɤɚɪɬɨɤ ɬɚ ɜɢɬɨɤɭ ɞɚɧɢɯ. Ɍɨɦɭ 
ɜɩɪɨɜɚɞɠɟɧɧɹ CRM-ɫɢɫɬɟɦɢ є ɤɪɢɬɢɱɧɢɦ ɞɥɹ ɩɿɞɜɢɳɟɧɧɹ ɟɮɟɤɬɢɜɧɨɫɬɿ ɛɿɡɧɟɫ-
ɩɪɨɰɟɫɿɜ ɬɚ ɩɨɤɪɚɳɟɧɧɹ ɨɛɫɥɭɝɨɜɭɜɚɧɧɹ ɤɥɿєɧɬɿɜ.  

Ɍɟɩɟɪ ɪɨɡɪɚɯɭєɦɨ ɪɟɧɬɚɛɟɥьɧɿɫɬь ɜɩɪɨɜɚɞɠɟɧɧɹ CRM-ɫɢɫɬɟɦɢ ɜ ɛɿɡɧɟɫ. əɤ ɜɠɟ 
ɡɚɡɧɚɱɚɥɨɫь ɪɚɧɿɲɟ ɜɩɪɨɜɚɞɠɟɧɧɹ CRM-ɫɢɫɬɟɦɢ ɜ ɛɿɡɧɟɫ ɩɨɬɪɟɛɭє ɛɚɝɚɬɨ ɤɨɲɬɿɜ. 
Ɋɨɡɪɚɯɭєɦɨ ɜɢɬɪɚɬɢ ɬɚ ɩɪɢɛɭɬɨɤ ɤɨɦɩɚɧɿʀ ɜɠɟ ɡɚ 1 ɪɿɤ ɜɢɤɨɪɢɫɬɚɧɧɹ ɿ ɩɨɪɿɜɧɹєɦɨ ɱɢ 
ɜɢɝɿɞɧɨ ɜɜɨɞɢɬɢ CRM-ɫɢɫɬɟɦɭ ɜ ɛɿɡɧɟɫ ɱɢ ɰɟ ɥɢɲɟ ɞɥɹ ɡɪɭɱɧɨɫɬɿ.  

ȼɫɿ ɪɨɡɪɚɯɭɧɤɢ ɛɭɞɭɬь ɩɪɨɜɨɞɢɬɢɫь ɧɚ ɨɫɧɨɜɿ ɞɚɧɢɯ ɡɚɡɧɚɱɟɧɢɯ ɜɢɳɟ. Ɍɚɤɨɠ 
ɧɟɨɛɯɿɞɧɨ ɩɪɨɪɚɯɭɜɚɬɢ ɜɚɪɬɿɫɬь ɚɛɨɧɟɦɟɧɬɿɜ ɹɤɿ ɛɭɞɭɬь ɜ ɲɤɨɥɿ.  

Ⱥɛɨɧɟɦɟɧɬ ɧɚ 1 ɪɿɤ = 15 000 ɝɪɧ (ɦɿɧ. ɪɢɧɤɨɜɚ ɰɿɧɚ)  
Ɂɚɪɨɛɿɬɧɚ ɩɥɚɬɚ ɥɿɞ ɦɟɧɟɞɠɟɪɚ = 18 000 (ɫɟɪ. ɡɚɪɨɛɿɬɧɚ ɩɥɚɬɚ ɜ ɍɤɪɚʀɧɿ, ɜ 

ɤɨɦɩɚɧɿʀ ɩɪɚɰɸє ɩɨ 8 ɥɿɞ)  
Ɂɚɪɨɛɿɬɧɚ ɩɥɚɬɧɹ ɜɢɤɥɚɞɚɱɚ = 25 000 ɝɪɧ (ɫɟɪ. ɡɚɪɨɛɿɬɧɚ ɩɥɚɬɚ ɜ ɍɤɪɚʀɧɿ, ɜ 

ɤɨɦɩɚɧɿʀ ɩɪɚɰɸє ɩɨ 40 ɜɢɤɥɚɞɚɱɿɜ) 
ȼɢɬɪɚɬɢ ɧɚ ɋRɆ = 1170 ɝɪɧ (ɜɚɪɬɿɫɬь 1 ɦɿɫɰɹ ɜ CRM-ɫɢɫɬɟɦɿ ɧɚ ɦɿɫɹɰь, ɞɥɹ 

ɤɨɦɩɚɧɿʀ ɧɟɨɛɯɿɞɧɨ 70 ɦɿɫɰь)  
ȼɢɬɪɚɬɢ ɧɚ ɦɚɪɤɟɬɢɧɝ = 600 000 ɝɪɧ  
ȱɧɲɿ ɜɢɬɪɚɬɢ = 500 000 ɝɪɧ  
Ɏɨɪɦɭɥɚ ɞɥɹ ɪɨɡɪɚɯɭɧɤɭ ɩɪɢɛɭɬɤɭ ɦɚє ɜɢɝɥɹɞ:  
Ⱦɨɯɿɞ = (224*0,25(ɜɿɞɫɨɬɨɤ ɹɤɿɫɧɢɯ ɥɿɞɿɜ))*0,4(ɜɿɞɫɨɬɨɤ ɥɿɞɿɜ ɹɤɿ ɤɭɩɭɸɬь 

ɚɛɨɧɟɦɟɧɬ)  
ɉɪɢɤɥɚɞ ɪɨɡɪɚɯɭɧɤɭ ɞɥɹ 1 ɦɿɫɹɰɹ  
Ⱦɨɯɿɞ = 224*0,25*0,4*15 000*31 = 10 416 000  
ɉɨɛɭɞɭєɦɨ ɬɚɛɥ. 3 ɜɢɬɪɚɬ ɬɚ ɞɨɯɨɞɿɜ ɞɥɹ ɜɢɡɧɚɱɟɧɧɹ ɪɟɡɭɥьɬɚɬɢɜɧɨɫɬɿ 

ɜɩɪɨɜɚɞɠɟɧɧɹ CRM-ɫɢɫɬɟɦɢ. 
 

Ɍɚɛɥɢɰɹ 3 – Ɋɨɡɪɚɯɭɧɨɤ ɜɢɬɪɚɬ ɬɚ ɞɨɯɨɞɿɜ 
 

Мі̭́ці Підп̛̬є̥̭тво ϭ Підп̛̬є̥̭тво Ϯ 

В̛т̬̌т̛ Дохід В̛т̬̌т̛ Дохід 

Січе̦ь 2 325 ϵϬϬ ̬̦̐ 10 416 ϬϬϬ ̬̦̐ 2 244 ϬϬϬ ̬̦̐ 6 324 ϬϬϬ ̬̦̐ 

Л̀т̛̜ 2 325 ϵϬϬ ̬̦̐ 7 902 ϳϮϬ ̬̦̐ 2 244 ϬϬϬ ̬̦̐ 5 483 ϱϮϬ ̬̦̐ 

ʥе̬е̚е̦ь 2 325 ϵϬϬ ̬̦̐ 11 249 ϮϴϬ ̬̦̐ 2 244 ϬϬϬ ̬̦̐ 6 576 ϵϲϬ ̬̦̐ 

Квіте̦ь 2 325 ϵϬϬ ̬̦̐ 9 273 ϲϬϬ ̬̦̐ 2 244 ϬϬϬ ̬̦̐ 5 630 ϰϬϬ ̬̦̐ 

Т̬аве̦ь 2 325 ϵϬϬ ̬̦̐ 18 748 ϴϬϬ ̬̦̐ 2 244 ϬϬϬ ̬̦̐ 6 829 ϵϮϬ ̬̦̐ 

Че̬ве̦ь 2 325 ϵϬϬ ̬̦̐ 25 804 ϴϬϬ ̬̦̐ 2 244 ϬϬϬ ̬̦̐ 7 344 ϬϬϬ ̬̦̐ 

Л̛пе̦ь 2 325 ϵϬϬ ̬̦̐ 32 497 ϵϮϬ ̬̦̐ 2 244 ϬϬϬ ̬̦̐ 7 082 ϴϴϬ ̬̦̐ 

Се̬пе̦ь 2 325 ϵϬϬ ̬̦̐ 24 192 ϬϬϬ ̬̦̐ 2 244 ϬϬϬ ̬̦̐ 5 630 ϰϬϬ ̬̦̐ 

ʦе̬е̭е̦ь 2 325 ϵϬϬ ̬̦̐ 21 248 ϲϰϬ ̬̦̐ 2 244 ϬϬϬ ̬̦̐ 5 312 ϭϲϬ ̬̦̐ 

Жовте̦ь 2 325 ϵϬϬ ̬̦̐ 17 337 ϲϬϬ ̬̦̐ 2 244 ϬϬϬ ̬̦̐ 4 896 ϬϬϬ ̬̦̐ 

Л̛̭топад 2 325 ϵϬϬ ̬̦̐ 22 498 ϱϲϬ ̬̦̐ 2 244 ϬϬϬ ̬̦̐ 5 818 ϬϴϬ ̬̦̐ 

ʧ̬уде̦ь 2 325 ϵϬϬ ̬̦̐ 19 756 ϴϬϬ ̬̦̐ 2 244 ϬϬϬ ̬̦̐ 5 385 ϲϬϬ ̬̦̐ 

 
Ⱦɠɟɪɟɥɨ: ɋɬɜɨɪɟɧɨ ɚɜɬɨɪɚɦɢ ɡɚ ɜɥɚɫɧɢɦɢ ɪɨɡɪɚɯɭɧɤɚɦɢ 

 
Ɉɩɢɪɚɸɱɢɫь ɧɚ ɪɢɫ. 7, ɦɨɠɧɚ ɡɪɨɛɢɬɢ ɜɢɫɧɨɜɤɢ ɳɨɞɨ ɪɟɡɭɥьɬɚɬɢɜɧɨɫɬɿ ɿ 

ɪɟɧɬɚɛɟɥьɧɨɫɬɿ CRM-ɫɢɫɬɟɦɢ ɜ ɛɿɡɧɟɫɿ. 



Marketing and Digital Technologies          Volume 8, No 3, 2024 
ISSN 2522-9087     (Print) 
ISSN 2523-434X (Online) 

 

78 
 
 

 
Ɋɢɫɭɧɨɤ 7 – Ɋɿɡɧɢɰɹ ɜɢɬɪɚɬ ɿ ɞɨɯɨɞɿɜ ɜ ɝɪɧ ɩɿɞɩɪɢєɦɫɬɜ 1 ɬɚ 2 

Ⱦɠɟɪɟɥɨ: ɋɬɜɨɪɟɧɨ ɚɜɬɨɪɚɦɢ ɡɚ ɜɥɚɫɧɢɦɢ ɪɨɡɪɚɯɭɧɤɚɦɢ 
 

Ⱥɧɚɥɿɡɭɸɱɢ ɨɬɪɢɦɚɧɿ ɞɚɧɿ ɩɪɢɯɨɞɢɦɨ ɞɨ ɜɢɫɧɨɜɤɭ, ɳɨ ɱɟɪɟɡ ɫɬɚɛɿɥьɧɢɣ 
ɤɨɧɬɪɨɥь, ɡɪɭɱɧɢɣ ɿɧɬɟɪɮɟɣɫ ɬɚ ɧɚɥɚɝɨɞɠɟɧɭ ɪɨɛɨɬɭ ɨɬɪɢɦɭєɦɨ ɩɪɢɛɭɬɤɢ ɜ ɞɟɤɿɥьɤɚ 
ɪɚɡɿɜ ɛɿɥьɲɿ ɧɿɠ ɜ ɩɿɞɩɪɢєɦɫɬɜɿ, ɹɤɟ ɧɟ ɤɨɪɢɫɬɭєɬьɫɹ CRM. Ɍɚɤɨɠ ɦɨɠɧɚ ɩɨɦɿɬɢɬɢ, ɳɨ 
єɞɢɧɚ ɩɟɪɟɜɚɝɚ ɪɨɛɨɬɢ ɛɟɡ CRM – ɰɟ ɫɬɚɛɿɥьɧɿɫɬь ɱɟɪɟɡ ɭɧɟɦɨɠɥɢɜɥɟɧɧɹ ɤɨɧɬɪɨɥɸ ɜɫɿɯ 
ɩɪɨɰɟɫɿɜ, ɩɪɨɬɟ ɡ ɱɚɫɨɦ ɦɚɪɤɟɬɢɧɝɨɜɚ ɫɬɪɚɬɟɝɿɹ ɩɿɞɩɪɢєɦɫɬɜɚ ɛɟɡ CRM ɩɨɱɧɟ ɞɚɜɚɬɢ 
ɡɛɿɣ ɿ ɩɨɱɧɭɬь ɩɪɢɯɨɞɢɬɢ ɤɥɿєɧɬɢ, ɹɤɿ ɡɨɜɫɿɦ ɧɟ ɛɭɞɭɬь ɡɚɰɿɤɚɜɥɟɧɿ ɱɟɪɟɡ ɳɨ ɿ ɧɟ ɛɭɞɟ 
ɞɨɯɨɞɭ. əɤɳɨ ɩɪɨɚɧɚɥɿɡɭɜɚɬɢ ɜɢɳɟɡɚɡɧɚɱɟɧɭ ɿɧɮɨɪɦɚɰɿɸ ɡ ɝɪɚɮɿɤɿɜ ɬɚ ɬɚɛɥɢɰь ɿ 
ɝɥɢɛɢɧɧɨ ɞɨɫɥɿɞɢɬɢ ɦɨɠɥɢɜɨɫɬɿ, ɹɤɿ ɞɚє CRM-ɫɢɫɬɟɦɚ ɩɿɞ ɱɚɫ ʀʀ ɟɤɫɩɥɭɚɬɚɰɿʀ, ɦɨɠɧɚ 
ɩɪɢɣɬɢ ɞɨ ɜɢɫɧɨɜɤɭ, ɳɨ ɫɚɦɟ CRM-ɫɢɫɬɟɦɚ ɞɚє ɦɨɠɥɢɜɿɫɬь ɛɿɡɧɟɫɭ ɛɭɬɢ ɚɞɚɩɬɢɜɧɢɦ 
ɩɪɢ ɛɭɞь ɹɤɢɯ ɫɢɬɭɚɰɿɹɯ ɿ ɜɩɥɢɜɚɬɢ ɧɚ ɩɪɨɰɟɫɢ ɹɤɿ ɜɿɞɛɭɜɚɸɬьɫɹ ɜ ɤɨɦɩɚɧɿʀ, 
ɜɢɤɨɪɢɫɬɨɜɭɸɱɢ ɞɥɹ ɰьɨɝɨ ɦɨɞɭɥɿ ɩɪɨ ɹɤɿ ɡɝɚɞɭɜɚɥɨɫь ɪɚɧɿɲɟ. 

Ɋɨɡɝɥɹɧɟɦɨ ɨɞɧɭ ɡ ɧɚɣɩɨɩɭɥɹɪɧɿɲɢɯ ɜ ɍɤɪɚʀɧɿ CRM-ɫɢɫɬɟɦɭ ЇЧОBШб. ɐɟ ɫɭɱɚɫɧɚ 
CRM ɬɚ ERP ɫɢɫɬɟɦɚ, ɪɨɡɪɨɛɥɟɧɚ ɞɥɹ ɚɜɬɨɦɚɬɢɡɚɰɿʀ ɛɿɡɧɟɫ-ɩɪɨɰɟɫɿɜ ɬɚ ɭɩɪɚɜɥɿɧɧɹ 
ɜɡɚєɦɢɧɚɦɢ ɡ ɤɥɿєɧɬɚɦɢ. ɐɹ CRM-ɫɢɫɬɟɦɚ є ɲɢɪɨɤɨ ɮɭɧɤɰɿɨɧɚɥьɧɨɸ, ɳɨ ɞɨɡɜɨɥɹє 
ɿɧɬɟɝɪɭɜɚɬɢ ɪɿɡɧɿ ɚɫɩɟɤɬɢ ɛɿɡɧɟɫɭ ɜ єɞɢɧɭ ɩɥɚɬɮɨɪɦɭ.  

Ⱦɨ ɨɫɧɨɜɧɢɯ ɦɨɠɥɢɜɨɫɬɟɣ ɦɨɠɧɚ ɜɿɞɧɟɫɬɢ (ɬɚɛɥ. 4):  
1. CRM: ɍɩɪɚɜɥɿɧɧɹ ɜɡɚєɦɢɧɚɦɢ ɡ ɤɥɿєɧɬɚɦɢ, ɚɜɬɨɦɚɬɢɡɚɰɿɹ ɩɪɨɞɚɠɿɜ, 

ɡɛɟɪɿɝɚɧɧɹ ɿɫɬɨɪɿʀ ɜɡɚєɦɨɞɿɣ.  
2. ERP: ɍɩɪɚɜɥɿɧɧɹ ɮɿɧɚɧɫɚɦɢ, ɥɨɝɿɫɬɢɤɨɸ, ɜɢɪɨɛɧɢɰɬɜɨɦ ɬɚ ɡɚɩɚɫɚɦɢ.  
3. Ɇɚɪɤɟɬɢɧɝ: Ⱥɜɬɨɦɚɬɢɡɚɰɿɹ ɦɚɪɤɟɬɢɧɝɨɜɢɯ ɤɚɦɩɚɧɿɣ, ɭɩɪɚɜɥɿɧɧɹ ɥɿɞɚɦɢ, 

ɫɟɝɦɟɧɬɚɰɿɹ ɤɥɿєɧɬɿɜ.  
4. HRM (HЮЦКЧ RОsШЮrМО MКЧКРОЦОЧt): ɍɩɪɚɜɥɿɧɧɹ ɩɟɪɫɨɧɚɥɨɦ, ɨɛɥɿɤ ɪɨɛɨɱɨɝɨ 

ɱɚɫɭ, ɧɚɪɚɯɭɜɚɧɧɹ ɡɚɪɨɛɿɬɧɨʀ ɩɥɚɬɢ.  
5. Ⱥɧɚɥɿɬɢɤɚ ɬɚ ɡɜɿɬɧɿɫɬь: ɉɨɛɭɞɨɜɚ ɡɜɿɬɿɜ, ɚɧɚɥɿɡ ɞɚɧɢɯ, ɩɪɨɝɧɨɡɭɜɚɧɧɹ [13]. 
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Ɍɚɛɥɢɰɹ 4 – ɉɟɪɟɜɚɝɢ ɬɚ ɧɟɞɨɥɿɤɢ OneBox 
ɉɟɪɟɜɚɝɢ ɇɟɞɨɥɿɤɢ 

ȱɧɬɟɝɪɚɰɿɹ ɜɫɿɯ ɛɿɡɧɟɫ-ɩɪɨɰɟɫɿɜ: 
ЇЧОBШб ɞɨɡɜɨɥɹє ɿɧɬɟɝɪɭɜɚɬɢ ɪɿɡɧɿ ɚɫɩɟɤɬɢ 
ɛɿɡɧɟɫɭ ɜ єɞɢɧɭ ɩɥɚɬɮɨɪɦɭ, ɳɨ ɡɚɛɟɡɩɟɱɭє 
ɩɪɨɡɨɪɿɫɬь ɿ ɟɮɟɤɬɢɜɧɿɫɬь ɭɩɪɚɜɥɿɧɧɹ. 

ȼɚɪɬɿɫɬь ɜɩɪɨɜɚɞɠɟɧɧɹ ɬɚ ɩɿɞɬɪɢɦɤɢ: 
ɇɟɡɜɚɠɚɸɱɢ ɧɚ ɲɢɪɨɤɿ ɦɨɠɥɢɜɨɫɬɿ, ɜɚɪɬɿɫɬь 
ɜɩɪɨɜɚɞɠɟɧɧɹ ɬɚ ɩɿɞɬɪɢɦɤɢ ЇЧОBШб ɦɨɠɟ 
ɛɭɬɢ ɞɨɫɢɬь ɜɢɫɨɤɨɸ, ɨɫɨɛɥɢɜɨ ɞɥɹ ɦɚɥɢɯ 
ɩɿɞɩɪɢєɦɫɬɜ. 

Ƚɧɭɱɤɿɫɬь ɬɚ ɧɚɥɚɲɬɭɜɚɧɧɹ: ɋɢɫɬɟɦɚ ɥɟɝɤɨ 
ɚɞɚɩɬɭєɬьɫɹ ɩɿɞ ɩɨɬɪɟɛɢ ɤɨɧɤɪɟɬɧɨɝɨ 
ɩɿɞɩɪɢєɦɫɬɜɚ ɡɚɜɞɹɤɢ ɦɨɞɭɥьɧɨɦɭ ɩɿɞɯɨɞɭ ɬɚ 
ɦɨɠɥɢɜɨɫɬɿ ɤɚɫɬɨɦɿɡɚɰɿʀ. 

ɋɤɥɚɞɧɿɫɬь ɧɚɥɚɲɬɭɜɚɧɧɹ: Ⱦɥɹ ɞɟɹɤɢɯ 
ɤɨɦɩɚɧɿɣ ɧɚɥɚɲɬɭɜɚɧɧɹ ɬɚ ɤɚɫɬɨɦɿɡɚɰɿɹ 
ɫɢɫɬɟɦɢ ɦɨɠɭɬь ɛɭɬɢ ɫɤɥɚɞɧɢɦɢ ɬɚ ɜɢɦɚɝɚɬɢ 
ɡɚɥɭɱɟɧɧɹ ɤɜɚɥɿɮɿɤɨɜɚɧɢɯ ɫɩɟɰɿɚɥɿɫɬɿɜ. 

ɏɦɚɪɧɿ ɬɚ ɥɨɤɚɥьɧɿ ɪɿɲɟɧɧɹ: OneBox 
ɩɪɨɩɨɧɭє ɹɤ ɯɦɚɪɧɿ, ɬɚɤ ɿ ɥɨɤɚɥьɧɿ ɜɚɪɿɚɧɬɢ 
ɪɨɡɝɨɪɬɚɧɧɹ, ɳɨ ɞɨɡɜɨɥɹє ɨɛɪɚɬɢ 
ɨɩɬɢɦɚɥьɧɢɣ ɜɚɪɿɚɧɬ ɞɥɹ ɤɨɧɤɪɟɬɧɨɝɨ 
ɛɿɡɧɟɫɭ 

ɇɟɨɛɯɿɞɧɿɫɬь ɧɚɜɱɚɧɧɹ ɩɟɪɫɨɧɚɥɭ: əɤ ɿ ɡ 
ɛɭɞь-ɹɤɨɸ ɿɧɲɨɸ CRM/ERP ɫɢɫɬɟɦɨɸ, 
ɟɮɟɤɬɢɜɧɟ ɜɢɤɨɪɢɫɬɚɧɧɹ ЇЧОBШб ɩɨɬɪɟɛɭє 
ɧɚɜɱɚɧɧɹ ɩɟɪɫɨɧɚɥɭ, ɳɨ ɦɨɠɟ ɛɭɬɢ 
ɜɢɬɪɚɬɧɢɦ ɬɚ ɱɚɫɨɜɢɦ ɩɪɨɰɟɫɨɦ. 

ɉɿɞɬɪɢɦɤɚ ɪɿɡɧɢɯ ɝɚɥɭɡɟɣ: ɋɢɫɬɟɦɚ 
ɩɿɞɯɨɞɢɬь ɞɥɹ ɤɨɦɩɚɧɿɣ ɪɿɡɧɢɯ ɪɨɡɦɿɪɿɜ ɿ 
ɝɚɥɭɡɟɣ, ɜɤɥɸɱɚɸɱɢ ɪɨɡɞɪɿɛɧɭ ɬɨɪɝɿɜɥɸ, 
ɜɢɪɨɛɧɢɰɬɜɨ, ɥɨɝɿɫɬɢɤɭ ɬɨɳɨ. 
 

Ɇɨɠɥɢɜɿ ɬɟɯɧɿɱɧɿ ɩɪɨɛɥɟɦɢ: əɤ ɿ ɡ ɛɭɞь-ɹɤɢɦ 
ɩɪɨɝɪɚɦɧɢɦ ɡɚɛɟɡɩɟɱɟɧɧɹɦ, ɦɨɠɭɬь 
ɜɢɧɢɤɚɬɢ ɬɟɯɧɿɱɧɿ ɩɪɨɛɥɟɦɢ ɚɛɨ ɡɛɨʀ, ɹɤɿ 
ɩɨɬɪɟɛɭɜɚɬɢɦɭɬь ɨɩɟɪɚɬɢɜɧɨɝɨ ɜɬɪɭɱɚɧɧɹ ɬɚ 
ɜɢɪɿɲɟɧɧɹ. 

ȱɧɬɭʀɬɢɜɧɨ ɡɪɨɡɭɦɿɥɢɣ ɿɧɬɟɪɮɟɣɫ: 
ЇЧОBШб ɦɚє ɡɪɭɱɧɢɣ ɬɚ ɿɧɬɭʀɬɢɜɧɨ 
ɡɪɨɡɭɦɿɥɢɣ ɿɧɬɟɪɮɟɣɫ, ɳɨ ɩɨɥɟɝɲɭє ɧɚɜɱɚɧɧɹ 
ɩɟɪɫɨɧɚɥɭ ɬɚ ɩɿɞɜɢɳɭє ɩɪɨɞɭɤɬɢɜɧɿɫɬь 
ɪɨɛɨɬɢ. 

 

Ⱦɠɟɪɟɥɨ: ɋɬɜɨɪɟɧɨ ɚɜɬɨɪɚɦɢ ɡɚ Д14] 
 

ɉɿɫɥɹ ɪɟɬɟɥьɧɨɝɨ ɚɧɚɥɿɡɭ ɫɢɫɬɟɦ ЇЧОBШб ɦɨɠɧɚ ɡɪɨɛɢɬɢ ɜɢɫɧɨɜɨɤ, ɳɨ ЇЧОBШб є 
ɛɿɥьɲ ɭɧɿɜɟɪɫɚɥьɧɢɦ ɬɚ ɡɪɭɱɧɢɦ ɪɿɲɟɧɧɹɦ ɞɥɹ ɫɭɱɚɫɧɨɝɨ ɛɿɡɧɟɫɭ. Ɂɚɜɞɹɤɢ ɫɜɨʀɣ 
ɛɚɝɚɬɨɮɭɧɤɰɿɨɧɚɥьɧɨɫɬɿ, ɥɟɝɤɨɫɬɿ ɭ ɜɢɤɨɪɢɫɬɚɧɧɿ ɬɚ ɜɢɫɨɤɿɣ ɿɧɬɟɝɪɚɰɿɣɧɿɣ ɡɞɚɬɧɨɫɬɿ, 
ЇЧОBШб ɡɞɚɬɧɢɣ ɡɚɛɟɡɩɟɱɢɬɢ ɛɿɥьɲ ɟɮɟɤɬɢɜɧɟ ɭɩɪɚɜɥɿɧɧɹ ɛɿɡɧɟɫ-ɩɪɨɰɟɫɚɦɢ ɬɚ ɫɩɪɢɹɬɢ 
ɲɜɢɞɲɨɦɭ ɪɨɡɜɢɬɤɭ ɩɿɞɩɪɢєɦɫɬɜɚ. ɋɚɦɟ ɬɨɦɭ, ɩɟɪɟɜɚɝɭ ɧɚɞɚɸɬь ЇЧОBШб ɩɪɢ ɜɢɛɨɪɿ 
ɫɢɫɬɟɦɢ ɭɩɪɚɜɥɿɧɧɹ ɞɥɹ ɤɨɦɩɚɧɿɣ, ɹɤɿ ɩɪɚɝɧɭɬь ɞɨɫɹɝɬɢ ɦɚɤɫɢɦɚɥьɧɨʀ ɟɮɟɤɬɢɜɧɨɫɬɿ ɬɚ 
ɝɧɭɱɤɨɫɬɿ ɭ ɫɜɨʀɣ ɞɿɹɥьɧɨɫɬɿ. 

ȼɢɫɧɨɜɤɢ ɡ ɞɚɧɨɝɨ ɞɨɫɥɿɞɠɟɧɧɹ ɿ ɩɟɪɫɩɟɤɬɢɜɢ ɩɨɞɚɥьɲɢɯ ɪɨɡɪɨɛɨɤ ɡɚ ɞɚɧɢɦ 
ɧɚɩɪɹɦɨɦ.  ɋɭɱɚɫɧɢɣ ɛɿɡɧɟɫ ɩɨɫɬɿɣɧɨ ɡɦɿɧɸєɬьɫɹ ɬɚ ɫɬɢɤɚєɬьɫɹ ɡ ɩɨɞɨɥɚɧɧɹɦ ɩɪɨɛɥɟɦ 
ɜɟɞɟɧɧɹ ɩɿɞɩɪɢєɦɧɢɰьɤɨʀ ɞɿɹɥьɧɨɫɬɿ. Ɉɫɤɿɥьɤɢ ɧɚ ɪɢɧɤɭ ɩɚɧɭє ɜɫɟ ɛɿɥьɲɚ ɤɨɧɤɭɪɟɧɰɿɹ, 
ɤɥɿєɧɬɢ ɦɚɸɬь ɛɿɥьɲ ɜɢɫɨɤɿ ɨɱɿɤɭɜɚɧɧɹ ɳɨɞɨ ɹɤɨɫɬɿ ɨɛɫɥɭɝɨɜɭɜɚɧɧɹ ɬɚ ɿɧɞɢɜɿɞɭɚɥьɧɢɯ 
ɪɿɲɟɧь. Ɍɚɤɢɦ ɱɢɧɨɦ, ɩɿɞɩɪɢєɦɫɬɜɚ ɛɭɞь-ɹɤɨɝɨ ɪɨɡɦɿɪɭ ɬɚ ɫɮɟɪɢ ɞɿɹɥьɧɨɫɬɿ ɩɨɜɢɧɧɿ 
ɦɚɬɢ ɜ ɫɜɨєɦɭ ɚɪɫɟɧɚɥɿ ɫɢɫɬɟɦɢ ɭɩɪɚɜɥɿɧɧɹ ɜɡɚєɦɨɜɿɞɧɨɫɢɧɚɦɢ ɡ ɤɥɿєɧɬɚɦɢ (CRM).  

CRM ɫɢɫɬɟɦɢ ɧɚɞɚɸɬь ɦɨɠɥɢɜɿɫɬь ɩɿɞɩɪɢєɦɫɬɜɚɦ ɩɨɤɪɚɳɢɬɢ ɜɡɚєɦɨɞɿɸ ɡ 
ɤɥɿєɧɬɚɦɢ, ɜɿɞɫɬɟɠɭɜɚɬɢ ʀɯɧɿ ɩɨɬɪɟɛɢ ɬɚ ɭɩɨɞɨɛɚɧɧɹ, ɧɚɞɚɜɚɬɢ ɩɟɪɫɨɧɚɥɿɡɨɜɚɧɿ ɩɨɫɥɭɝɢ 
ɬɚ ɡɛɿɥьɲɭɜɚɬɢ ɪɿɜɟɧь ɡɚɞɨɜɨɥɟɧɨɫɬɿ ɤɥɿєɧɬɿɜ. ȼɢɤɨɪɢɫɬɚɧɧɹ ɬɚɤɢɯ ɫɢɫɬɟɦ ɦɨɠɟ ɬɚɤɨɠ 
ɫɩɪɢɹɬɢ ɡɛɿɥьɲɟɧɧɸ ɩɪɨɞɚɠɿɜ, ɨɩɬɢɦɿɡɚɰɿʀ ɦɚɪɤɟɬɢɧɝɨɜɢɯ ɡɭɫɢɥь ɬɚ ɡɦɟɧɲɟɧɧɸ ɜɬɪɚɬ.  

ɑɟɪɟɡ ɟɤɨɧɨɦɿɱɧɿ ɭɦɨɜɢ ɫьɨɝɨɞɟɧɧɹ ɜɟɥɢɤɚ ɤɿɥьɤɿɫɬь ɩɿɞɩɪɢєɦɫɬɜ ɩɟɪɟɯɨɞɹɬь ɜ 
ɨɧɥɚɣɧ-ɮɨɪɦɚɬ ɿ ɡɚɞɥɹ ɚɜɬɨɦɚɬɢɡɚɰɿʀ ɛɿɥьɲɨɫɬɿ ɩɪɨɰɟɫɿɜ ɜɢɦɭɲɟɧɿ ɡɜɟɪɬɚɬɢɫь ɞɨ CRM 
ɫɢɫɬɟɦ. Ɍɚɤ ɹɤ ɪɢɧɨɤ ɩɨɫɬɿɣɧɨ ɡɦɿɧɸєɬьɫɹ ɤɿɥьɤɿɫɬь CRM ɫɢɫɬɟɦ ɬɟɠ ɩɨɫɬɿɣɧɨ ɪɨɫɬɟ ɿ 
ɨɛɪɚɬɢ ɫɚɦɟ ɬɭ, ɹɤɚ ɩɿɞɯɨɞɢɬь ɬɨɦɭ ɱɢ ɿɧɲɨɦɭ ɛɿɡɧɟɫɭ ɫɬɚє ɜɫɟ ɫɤɥɚɞɧɿɲɟ.  

Ɂɚ ɪɟɡɭɥьɬɚɬɚɦɢ ɩɪɨɜɟɞɟɧɨɝɨ ɚɧɚɥɿɡɭ ɩɿɞɩɪɢєɦɫɬɜɚ ɛɭɥɢ ɡɪɨɛɥɟɧɿ ɜɢɫɧɨɜɤɢ ɬɚ 
ɧɚɞɚɧɿ ɪɟɤɨɦɟɧɞɚɰɿʀ ɳɨɞɨ ɜɢɤɨɪɢɫɬɚɧɧɹ ɿ ɩɿɞɛɨɪɭ CRM ɫɢɫɬɟɦɢ ɞɥɹ ɜɟɞɟɧɧɹ ɛɿɡɧɟɫɭ ɧɚ 
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ɩɿɞɩɪɢєɦɫɬɜɿ, ɡɚɞɥɹ ɡɛɿɥьɲɟɧɧɹ ɩɪɢɛɭɬɤɭ ɿ ɩɨɥɟɝɲɟɧɧɹ ɜɟɞɟɧɧɹ ɛɭɯɝɚɥɬɟɪɫьɤɨʀ ɬɚ ɛɭɞь-
ɹɤɨʀ ɿɧɲɨʀ ɡɜɿɬɧɨɫɬɿ ɜ ɪɚɦɤɚɯ ɱɢɧɧɨɝɨ ɡɚɤɨɧɨɞɚɜɫɬɜɚ ɍɤɪɚʀɧɢ. Ɂɚɩɪɨɩɨɧɨɜɚɧɿ 
ɪɟɤɨɦɟɧɞɚɰɿʀ ɦɨɠɭɬь ɫɥɭɝɭɜɚɬɢ ɨɫɧɨɜɨɸ ɞɥɹ ɩɿɞɛɨɪɭ CRM ɫɢɫɬɟɦɢ ɞɥɹ ɜɟɞɟɧɧɹ ɛɿɡɧɟɫɭ 
ɧɚ ɤɨɧɤɪɟɬɧɨɦɭ ɩɿɞɩɪɢєɦɫɬɜɿ. ɍ ɪɨɛɨɬɿ ɛɭɥɨ ɩɪɨɜɟɞɟɧɨ ɞɟɬɚɥьɧɢɣ ɚɧɚɥɿɡ ɨɫɧɨɜɧɢɯ 
ɟɥɟɦɟɧɬɿɜ, ɹɤɿ ɜɩɥɢɜɚɸɬь ɧɚ ɟɮɟɤɬɢɜɧɿɫɬь ɮɭɧɤɰɿɨɧɭɜɚɧɧɹ CRM-ɫɢɫɬɟɦ. Ȼɭɥɨ 
ɪɨɡɝɥɹɧɭɬɨ ɫɬɪɚɬɟɝɿɱɧɿ ɩɟɪɟɜɚɝɢ CRM, ʀɯɧɿ ɨɫɧɨɜɧɿ ɮɭɧɤɰɿʀ ɬɚ ɦɨɠɥɢɜɨɫɬɿ, ɚ ɬɚɤɨɠ ɛɭɥɨ 
ɡɦɨɞɟɥьɨɜɚɧɨ ɬɚ ɩɿɞɬɜɟɪɞɠɟɧɨ ɪɟɡɭɥьɬɚɬɚɦɢ ɪɨɡɪɚɯɭɧɤɿɜ, ɹɤ ʀɯ ɜɩɪɨɜɚɞɠɟɧɧɹ ɜɩɥɢɧɟ ɧɚ 
ɪɿɡɧɿ ɫɮɟɪɢ ɜɟɞɟɧɧɹ ɛɿɡɧɟɫɭ ɝɨɫɩɨɞɚɪɸɸɱɨɝɨ ɫɭɛ’єɤɬɭ. 
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Analyses results. Based on the results of the analysis of the enterprise, conclusions were 
drawn and recommendations were made regarding the use and selection of the CRM system for 
conducting business at the enterprise, in order to increase profits and facilitate accounting and any 
other reporting within the framework of the current legislation of Ukraine. The proposed 
recommendations can serve as a basis for selecting a CRM system for conducting business at a 
specific enterprise. The work carried out a detailed analysis of the main elements that affect the 
effectiveness of the functioning of CRM systems. The strategic advantages of CRM, their main 
functions and capabilities were considered, as well as it was modeled and confirmed by the results of 
calculations, how their implementation will affect various areas of business of the economic entity. 

Conclusions and directions for further research. Modern business is constantly changing and 
faces the challenges of doing business. As the market becomes increasingly competitive, customers 
have higher expectations for service quality and individual solutions. Thus, enterprises of any size and 
field of activity should have customer relationship management (CRM) systems in their arsenal.CRM 
systems enable businesses to improve interactions with customers, track their needs and preferences, 
provide personalized services, and increase customer satisfaction. Using such systems can also help 
increase sales, optimize marketing efforts, and reduce waste.Due to today's economic conditions, a 
large number of enterprises are switching to an online format and are forced to turn to CRM systems 
for the automation of most processes. Since the market is constantly changing, the number of CRM 
systems is also constantly growing, and it is becoming more and more difficult to choose the one that 
suits a particular business. 
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