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2 | HAocmuznymer yenesvie nokazamenu

fnax no o6vemy lTnaw no 3anycky Mo3uyuu BTE Cmpaxosanue Ha Cmpaxosom pPbiHKe

npemuu 86IN0AHEH Cmpaxosadue HusHu no umoaam 9 mec. 2016 2.
Ha 142% sbinoaHeH Ha 100%

Mo o6vemy npemuu  [lo yucmoi npubsinu
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O npoekme CRM

OCHOBHbIE LIenu npoekKTa

r

YBenuyeHue 0oxonos

\

JKoHOMUSA

[Mpo3pavHocTb bl

KauecTtBo 06CcnyxmuBaHus

Mbl BbiOpanu

Microsoft
Dynamics CRM

obecneveHne KOHKYpPeHTOCNoCcobHOro kavyectea ob6cnyxmBaHua KNUEHTOB.
Mbl XOoTENU NopasnTb HaLLEro KNMeHTa n caenartb Tak, YToObl OH NPUATHO
YOAUBUNCS YPOBHIO HALLEro cepeuca 1 ctan HawwmuM NOCTOAHHBIM KITUEHTOM...

BTE CrtpaxoBaHue



CTATUCTUKA OBPALLEHNA KITMEHTOB

denepanbHbiif
KOHTaKTHbIN LeHTL

o] 10000+ B aeHb

o >95% obpallueHumn

Kak npaBuno, nepebiM 3B8eHOM paboTbl C KNMeHToM saBnsaetcs KoHTakT LieHTp.

B Hawem cnyyae — ato ®enepanbHblii KOHTaAKTHBIA LLEHTP, KOTOPbIW 06Ccnyxusaet
BCe Haluu nogpasneneHusq, skniodaa BTh-CXK, BTb-MC u B nnaHax B Mmae yxe
noaknto4nte POCHO-MC.

4 BTE CrtpaxoBaHue



Mapuwpym pa3dpaxxeHHO20 KrueHma

[o BHeapeHuss CRM obpaboTtka

*\ npouncxoausa Tak.
S TEP 01 Kak Bac 308ym?

?
Kaxasi y Bac npobnema: Mbl OBONBHO peaKko MOrmnu
T 06paTVITbC$I K KNMEHTY No

e |

NMEHMW.
N 2. Ham noctostHHO nNpuxoannoch
YTOUHATL ropod, oTkyaa
obpalyaerca KNUeHT.
Kak Bac 308ym?
o) Kakasi y Bac npobrema? S TE P 3. HeB0o3mMOXxHO ObIno

COMOCTaBUTL ANEKTPOHHOE
obpalleHne co 3BOHKOM.

4. OnuTenbHOCTb pasrosopa
yBenuyuBanacb BMecTe C

S T E P 03 Kak Bac s06ym? Q)\ YPOBHEM pa3gpaxuTenbHOCTU

Kakasi y Bac npobnema? KINMMeHTa.
L 5. OTtcytcTBOBanNa BO3MOXHOCTb
KOPPEKTHO 3athukcupoBarthb

pe3ynbTaThl pasroBopa, ecrnu
Hazo GblNo BHECTU YTOYHEHUS

—

BTBE CtpaxoBaHue
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Cucmembl compydHuka @KL|

MonucHble cuctembl +
OMC

Cuctema yperynmpoBaHus

MouTa, nopran

CRM cucrtema

Cuctema KoHTaKT LeHTpa

Cuctema y4eta xanob

byxrantepckasa cucrema

K
7 aﬂPOBaﬂ cucrema BTE CtpaxoBaHue




PeweHue

doyHKUMOHanN geayniankauum n YACTKU OaHHbIX (MO MMEKLWMMCS KapTovkam
KITMEHTOB) NPUCYTCTBYET B BbIOpaHHOM HAaMK cucteme, Ho Obino asa « HOx»:

1. Ha momeHT BHeapeHuss CRM y Hac yxe nmenach paboTatowas u
HanosIHeHHasa AaHHbIMU cuctema CDI, 1 3To BaXKHO - B YYETHbLIX CUCTEMAX
NMESNNCb CBA3N C KapTovykamu knueHTos B CDI.

2. BblbpaHHas Hamu cuctema CRM - cuctema npombilLneHHoOro macwraba, Ho
OHa HMKaK He Morna nokpbITb cneunduKky cTpaxoBoro bmusHeca, ee
doyHKUMOHANbHbIE BO3MOXHOCTU B 3TOW YacTu Oblfin 04eHb NOBEPXHOCTHLIMU U
Hac SIBHO He yCcTpauBanu.

PelueHne:

1. Cpenatb uHTerpaumto CRM n CDI n nony4aTe gaHHble no knueHTam mns CDI

2. Cpenatb uHterpauunto CRM 1 NosiMCHbIX CUCTEM U NonyYvaTh AaHHbIE MO
A0oroBopam 13 rosINCHbIX CUCTEM

3. Cpenatb uHterpaumio CRM n cuctem YY n nonyyatb gaHHble Mo yobITKam 13
cuctem YY

4. Mol HTerpupoBann CRM npakTtnieckn co Bcemm MHPOpMaUMOHHbIMUA
cuctemamu, nmeroLmmmnca B KomnaHun.

8 BTBE CtpaxoBaHue
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lNpamas uHmezpayus

[Junnemma:
cyuwectyowaa cepsucHas wuHa U metog HTTP/SOAP.

CRM-cucrtema J

CRM - peanbHo aBe 6a3bl: cobctBeHHaa 6aza CRM n 6a3a CDI.

Ha ctopoHe CRM - peanusaumsi NOrmku nomcka KnmeHToB no
1. Homepy TenedoHa,

2. HoOMepy goroeopa

3. krnaccu4veckoun ceaske «P+N+0».

Ecnin CRM knueHT He HangeH, To SOAP-3anpoc B CDI,
n

1. KnueHnt (YPA-YPA-YPA!) HangeH

2. Jlmbo cospaHa HoBaga 3anuck B CDI.

BAXHO - o6ecneuntb MakcumarnbHOe ObICTPOAENCTBME NMOUCKA.
Cenyac nouck knmeHTa no 30-mMuniimoHHon 6ase 2-5 cekyHn.

UTAK,
nuterpauuns CDI — CRM: BbiBpaH noaxon «npamMasa MHTerpauusi».

1
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HFL Bbligan kopoboyHoe API, nopaboTtok He noTpeboBanocs. [

—
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« Toye4yHas» muepayus

[ Bl-cuctema }- ——— - )[ MonucHasa cuctema ]

[
Y

[ CRM cucrtema ]é il { CDI ]

B pamkax Ol13, Mmbl Ha4ann obpabartbiBaTb HaLly KIMEHTCKY0 ba3sy, 3anyctus 1-yto
MapKETUHIOBYIO KaMMnaHWIo.

T.K. Murpauus ewle He bbina 3aBepLleHa, a 063BOH KITMEHTOB HEOOXOAMMO BObINo
NPOBOAUTL MO perieBaHTHOW MHAOPMaLMK, coaepKaLlenca noka TONbKO B YYETHbIX
cuctemax, 6b1r10 BblpaboTaHO peLleHne - NPoBeAEHUE T.H. « TOYEYHOW» MUrpaLmm
OOroBOPOB, C Lernbio CO34aHNA KapToYeK KITMEHTOB.

[Mockonbky npu cos3gaHmm gorosopa cuctema CRM nposepsna Hanuume knneHTa u
ero akTyanbHOW KOHTaKTHoM nHopmauum B CDI, gaHHbIM MeTO NO3BOMAS HavaTb
paboTy cpasy e nocrie 3arnycka CUCTEMbI, HE JOXNOAACh OKOHYaHUSA MUrpauumn.
TapretupoBaHHbIMU Bbibopkamn 13 Bl-cuctembl Mbl nonydanun Tpebyemyto BbIBOpPKy
KNWEeHTOB 13 BCcex ba3 n BHeo4YepeHbIMK 3arnpocamMum B 3T1 Basbl NONPOCTy
BbIHMMAaSIM HY>XHYIO HaM MHpopMaumio: AoroBopbl, TeriedoHbl, email’sl 1 Tak ganee.
Taknm obpasom, He MeLlasa npoueccy Murpaumm, Ham yganoch gatb busHecy
NHCTPYMEHT, KOTOPbIN OHU 3aKasbiBanun. Murpaumsa eLle npoLormKaeTCssi CeuHac. . .




lNonydyeHue exeoHe8HbIX usMeHeHuU

Cuctema CDI exxegHeBHO oborawjaetcs 1 oOOHOBMAETCS

HOBOW MHbOpMAaLMEN.

1. C6op nHopmaumm n3 gpyrmx CUCTEM-MCTOHHUKOB,
oboralwieHne gaHHbIMU

2. PaboTbl aBTOMaATN4eCKon N Py4HOWN OYUCTKE,

3. OObeanHEHUs KapTOYEK.

3arpyska aTux UsMeHeHuin, BbiNoNHeHHbIX B CDI,
npounssoantca B CRM.

B onpeneneHHom nopsigke CRM nocnegoBaTenbHO
obpabaTbiBaeT U cobupaeT BCHO akTyarnbHYH
NHdopMaunto, HapaboTaHHYIO B KOMMNaHUK 3a
nocriegHmne CyTKu.
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Pe3ynbmameai

NHTerpupoBas onepaumoHHbin CRM ¢ eaAnHbIM KITMEHTCKUM Npodunem, Mol
Nony4Ynnm BO3MOXHOCTb UCMNOSb30BaTh BECb NOTEHLUMan MHPOPMaLUUOHHbLIX CUCTEM
Npu 00CNYy>XXMBaHUN KINMEHTOB U NpoJakax.

CerogHsi Mbl Y3HAaEM HaLLUNX KITMEHTOB.

Kakon 6bl kaHan KOMMYHUKaUUM HE NpeanoYesn KIneHT, B Kakon Bkl cuTyaumm OH He
HaXo4WNCcs, Mbl CNbILLMM €ro U NOHMMaeM €ero.
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\/ é___ CRM-cuctema — e o mm = o= =

OnepaTtop KU

KAAWUEeHT

—_—

Onepartop cpasy BUOUT KNUEHTA K roToB obpaTtntbea K Hemy no GO

2. [lpwu pelueHnn Bonpoca KnueHTa, oneparop BUanT AEUCTBUSA, KOTOPbIE
NPOM3BOANINCE C AAHHbLIM KITMEHTOM,

[TOHMMaET NCTOPUIO BOMNPOCa, MOHMMAET KTO KYPUPYET AaHHbIE BOMPOCHI,
B utore moxet 6onee 6GbICTPO U KAYECTBEHHO OKa3aTb KOHCYNbTaUUIO.
Mbl NoKa He roToBbl oLUdpPoBaTb UTOMM MO COKPALLEHUIO 3aTpaTt Unu
BPEMEHM Ha 0BCNyXMBaHUE, HO Mbl YETKO MOHMMAaEM, YTO UOEM B
NpaBunIbHOM HanpaBnNeHUN

oA w
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