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OIIEHKA ITPUPOCTA KOHKYPEHTOCIIOCOBHOCTHU NNPEJANIPUATHSA B PE3YJIBTATE BHEJIPEHUSA
CRM-CHUCTEMBI

I'onuaposa O.H., Joarymmun 1. YK 338.514 : 65.011.56
OLEHKA ITPUPOCTA KOHKYPEHTOCIIOCOBHOCTH NNPEAIIPUATUS
B PE3YJIBTATE BHEJIPEHUS CRM-CUCTEMBbI

Annomayua. Cmames noceiwjeHa auamuzy npobrem  3¢pexmusHocmu  6HeOpeHUsT  UHMESPUPOBAHHBIX
A8MOMAMUBUPOBAHHBIX CcUCmeM ynpaeneHus e3aumooeticmeuem ¢ kuenmamu (CRM-cucmem). Ilpednooicena
Memoouxka — oyenku — opexmueHocmu  eHeopenuss  CRM-cucmemvi, nymem — COnOCMAGNIEHUs.  NPUPOCMma
KOHKYpeHmocnocooHocmu  npeonpusimust.  IIpoéeden pacuem KOHKYDEHMHO20 —NPEUMYWECBd, NOIYUYEHHO2O
npeonpusimue.

Knrouesvie cnosa: asmomamuzuposantvle CUCIEMbl, Ynpasienue npeonpusmuem, IKOHoOMUecKull spgexm, oyenka,
Mooenb.

Anomauin. Cmamms  npucesiuena  npobiemi — aumanizy — e@QekmusHOCMi — 6NPOBAOICEHHS.  [HMESPOBAHUX
ABMOMAMU30BAHUX CUCTIEM YNPABTIHHSA B3AEMOOICIO 3 KIIEHMAMU. 3anponoHOBAHO MEMOOUKY OYIHKU eekmusHocmi
enpoeaoicennsi CRM-cucmemu winaxom cniecmaenenis npupocmy KOHKYPEHMOCHPOMOICHOCI NIONpUEMCIEA.
TIpogederno po3paxyHok KOHKYpeHMHOT nepesazi, OMpUMAaHoi NiONPUEMCTBOM.

Knrouogi cnosa: asmomamuzosani cucmemu, Kepy8anHs NIONPUEMCIBOM, eKOHOMIYHULL egheKm, OYIHKA, MOOeb.

Summary.The article analyzes the problem of the effectiveness of implementation of integrated automated
customer relationship management systems (CRM-systems).

CRM-system allows to record all the processes that take place between the customers of the company and its
employees, to manage these processes and collect information to enhance their effectiveness. The CRM-system
facilitates coordination among various departments, providing them with a common platform to interact with
customers, and gives each of them access to complete information about customers, which contributes to better
meet their needs.

The aim of our study was to develop methods for the analysis of the effectiveness of CRM-system
implementation. As the key characteristics of the "effectiveness of the implementation” we have adopted a
measured competitiveness.

During the study were successfully solved following problems: the study of the nature and structure of integrated
information management systems. It is described that CRM is a tool for understanding customers behavior used
to improve retention and customer satisfaction, while reducing operating costs and increasing the efficiency of
interaction with the client.

The results are the proposed model of evaluating the economic efficiency of the CRM-system implementation and
use.

The evaluation of the proposed method will allow the company's management at the design stage of the system
buiding to predict its future performance, as well as calculate the potential economic benefits derived from the
implementation of the system.

Future works are related to the development of methods for evaluating the effectiveness of the generalized
introduction of the automated management of the enterprise systems of ERP-II and CRM classes.

Keywords: information systems, business management, economic impact, evaluation, model.

B cBsi3M Cc mepexomoM OT MaccoBOrO IPOM3BOJCTBA K HWHIMBHIYJIM3MPOBAHHOMY OOCIY)KHBaHHUIO
MOCTHHAYCTPUAIBHOTO Tepuofa 0coO0yl0 aKTyaJllbHOCTh IPHOOpEeTaeT 3ajada MAaKCHMAalbHO IIOJHOTO
Y/IOBIIETBOPEHUS 3aIPOCOB KIIMEHTA M, TAKMM 00pa3oM €ro «yJAepKaHus» B MapKeTHHIOBOM CMbIcie. biaronaps
pa3BUTHIO MH(MOPMAIIMOHHBIX TEXHOJOTHH Ha CErofHs C(OPMUPOBAICS WHCTPYMEHTAPHHA TAKOTO «HAKOIUICHUS
nH(pOopMannK 0 KIMEHTE — CHCTEMbl aBTOMaTH3aLMK B3auMo/IeicTBU ¢ KimeHToM uin CRM-cucreMsl.

CRM-cucreMsl Mo3BOJSIOT (PHKCUPOBATH BCE IPOLIECCH, KOTOPHIE MPOUCXOAAT MEXIYy KIMCHTAMH KOMIIaHHU
U ee COTPYAHHMKAMHM, YIPABIATH STHMH IPOLECCAMH W HAKalUIMBaTh HMH(MOPMALMIO JUIS TOBBILCHUS HX
sdpdexruBnoctu. Cuctema CRM obiierdaer KOOpIUHAIHMIO ASHCTBUIN pa3IMuHbIX OT/EJIOB, oOecreunBas ux o0riei
aTGopMol AJIsl B3aMMOJCHCTBHS C KIMEHTAMM, M JIaeT KaXJIOMy M3 HUX JIOCTYIl K IIOJHOH HMH(pOpManuu o
KJIMEHTAaX, YTO CHOCOOCTBYET HAWIIy4IIeMy YAOBIETBOPEHHUIO HOTPEOHOCTEH.

Konnenmuss CRM  peanusyercss ¢ IOMOIIBIO CIEIMAIBHOTO Habopa IPOTrpaMMHOTO O0ECHedYeHUs u
TEXHOJIOTHi{, MO3BOJISIOINX aBTOMATH3MPOBAaTh, & 3HAYUT, COBEPIICHCTBOBATh OM3HEC-TIPOIIECCH B Chepe Mpoaax,
MapKeTHHTa U 00CIY)XMBaHUSI KIMEHTOB. JTO JaeT BO3MOXKHOCTh KOMITAaHWU O0palaThesi K 3aKa3uukam YCIyT C
MHTEPECHBIMH NPEUIOKEHUSIMH B HanboJee yA0OHBII MOMEHT BPEMEHH M TI0 HanboJiee yI0OHBIM KaHAJIaM CBSI3H.

Bo mHormx opraHm3anusax OTACIbI MPOJAX, MapKCTUHIA U O6Cﬂy)KI/lBaHl/Iﬂ KIIMCHTOB IIOKa €1IC [leﬁCTByIOT
HE3aBHCUMO JpYyT OT Jpyra, ¥ MO 3TOH NPUYMHE MX IMPEACTAaBICHUS O 3aKa3YMKE 3a4acTylO NPOTHBOPEUYMUBHI, a
neiictBus - HecornacoBaHHBl. Cucrema CRM  oOnerdaer KOOpAWHALMIO JACHCTBHH PAa3IUYHBIX OTAEJOB,
obecrieunBast ux oOmel marGopmMoil JuIs B3aUMOAEHCTBHUS C KIMEHTaMH, W JaeT KaKAOMY M3 HHX JOCTYHI K
MOJHOW MH(OPMAIIMH O HHUX, YTO CIIOCOOCTBYET HAMIIYUIIEMY YAOBIETBOPEHUIO TIOTPEOHOCTE KIIMEHTOB.

Lenpro Hamero WCCIENOBaHUS SBIBLIIACH pa3padOTKa METOAOB aHanmu3a ddexTuBHOCTH BHeapeHns CRM-
cucteMbl. B KauecTBe KIIIOUEBOW XapaKTEpPUCTHKU «3(P(EKTHBHOCTH BHEIPEHHs» HaMM IPHHAT I10Ka3aTellb
KOHKYPEHTOCIIOCOOHOCTH mpeanpusaTisi. OO0CHOBAHO 3TO TEM, YTO B MEPHOJ] IKOHOMHYECKOTO KPU3HCa, KOTOPBIi
ceiiuac MCIBITBIBACT Hallla CTpaHa, Ha NEPBOC MCCTO BBIXOJAT 3ala4dd MNPHUBJICYHCHUA WU YIACPIKAHUA KIIMCHTOB,
TIOBBIIICHUS KaYeCTBa UX 00CITy KUBaHUSI.

B xoze uccnenoBanusi HaMu ObUIM TIOCTABJIEHBI M YCIIEIIHO PELISHBI CIESAYIOINE 3a/laui: U3yUeHNE CYIIHOCTH
U CTPYKTYpBl WHTEIPHPOBAHHBIX MH(OPMAIMOHHBIX CHUCTEM YIpaBJieHHs HpexnpustneM. VX B3HOC B 00mIyro
3¢ deKTHBHOCTh PaOOTHl NPEANPUATHS; BBIACICHHE (YHKIMOHAJIBHBIX MOJeNel aBTOMAaTH3UPOBAaHHBIX CHCTEM
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YIpaBiIeHUS PEIIPUSITHEM U BbISICHEHHE poiu 1 Mecta CRM-cucTeMsl B 001IEH CTPYKType CUCTEMBI YIPaBICHUS
NPEANIPUATHEM BCEX YPOBHEH CI0XKHOCTH.

Berisicaeno, uro CRM mpezacrasisier co00i HHCTPYMEHT IIOHUMAaHUS TTOBEJCHUS KIIMEHTOB, NCIIOJIB3yEMBIH IS
TMOBBLIIICHUA YPOBHA YACPKAHUA U YIAOBJICTBOPCHHOCTU CBOMX KIIMEHTOB, IMpPU OAHOBPEMEHHOM CHHUXXCHUU
OTIEPAIIIOHHBIX U37ICPKEK M YBEINYeHUN 3()h(HEKTUBHOCTH B3aUMO/ICHCTBUS C KIIMEHTOM.

CRM cucteMa cOCTOUT, KaKk MPaBUJIO, U3 CIEIYIOIINX MOTyJIEH:

aBTOMATH3aLHs NIPOJAK;

aBTOMAaTU3alrg MapKCTUHTA,

aBTOMAaTH3aNuUs 00CITy>KUBAHUS KIEHTOB.

Cneunduueckum st cucrem CRM siBnsiercst To, 4To JaHHble (YHKIUM HE MPOCTO aBTOMATHU3UPYIOTCS, a
CTaHOBATCSI YaCThIO €IMHOM CHCTEMBI, OPUEHTHPOBAHHOW Ha KiMeHTa. Kakmoe B3amMoneicTBHE MPOUCXOIWT B
KOHTEKCTE BCEeH HUCTOpUHN B3aMMOOTHOIIICHUH KIHUEHTA C KOMHaHHeﬁ, YTO MOXKET 6I)ITI) UCIIOJIB30BAaHO JIsI OKa3aHUA
JIOTIOJTHUTENBHBIX YCIIYT.

OmnpeneneHo, uTo B pa3pe3e uHpopManroHHbIX TexHonornd CRM-cucrema mpezcraBisier coboii Habop
OTIPENENICHHOTO  MIPOTPaMMHOTO  O0ECHEYeHHs] W TEXHOJOTWH, TO3BOJSIIONIMX  aBTOMAaTHU3UPOBAaTh U
COBEpLICHCTBOBATh OM3HEC TIPOLECCHl B IIEPBYIO OYepeab B TaKMX OOJIACTAX, Kak: IPOJAaXH, MapKEeTHHT,
00CITyKMBaHHE U MOJIEPKKA KINEHTOB.

Ha ocHOoBaHMM 3TOro ompemeneHbl METOABI, HCIOJIb3yeMble Ui OLEHKH 3(Q(PEKTHBHOCTH BHEIPECHUSL.
[IpennokeHO HCMONB30BaTH METOJ OLIEHKH KOHKYPEHTOCIOCOOHOCTM M METOJA OLEHKH HSKOHOMHYECKOMN
s exTHBHOCTH.

Hamu Obia mocTpoeHa M NpHMEHEHa MOJENb IPOBEAEHHS UYUCIOBOW OIEHKH KOHKYPEHTOCIIOCOOHOCTH
MPEANPUATHS B PE3ylbTaTe BHEAPCHUS WHTEIPHPOBAHHOM aBTOMATH3UPOBAHHOM CHCTEMBI B3aMMOJEWUCTBHS C
KJIMEHTaMH.
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Ocymectsieno BHeapenue CRM-cucteMs! u mpoBezeHa otieHka 3¢ dexruBHocTH BHenpennuss CRM-cucremsl B
paboTy TOProBOro MPEAIPHSTHSL.
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rae y — obmast 3 HEeKTUBHOCTB,

X| — YIOBJICTBOPEHHOCTh KJIMEHTOB 00CITY)KUBaHHEM

X, — TIPOU3BOJJUTENILHOCTh MEHE/KEPOB 110 padoTe ¢ KIIMEHTaMH,

X3 — CKOPOCTb OCYIIIECTBIICHHUS NEHCTBHIA 110 00CITYKMBAaHUIO KIIMEHTOB,

X4 — 3G HEKTHBHOCTH 000py10BaHUS HH()OPMAIIIOHHON CHCTEMEI, a

bi - UCKOMBIC KOA((UITUCHTHI MPH X, XaPAKTEPU3YIOIIHE YPOBEHD BIMSHUS COOTBETCTBYIOMIETO (haKTOPHOTO

MPU3HAKa Ha PE3yJIbTUPYIOIIUH.
IMapameTpbl ypaBHeHus D, HaxXopaTcs M3 CHCTEMBI HOPMANIBHBIX YPABHEHHI:
T T
(X " X)B=X"Y

[Tomy4eHHbIe pe3ynbTaThl MOKAa3bIBAIOT, YTO KAXKIBIM M3 (HaKTOPOB, HCIIONB3YyEMBIX B OLEHKE, WCIBITall
MOJIOKUTEIbHbIE H3MeHeHus (#; >0), mpuyeM 3HaYeHUs! PEBBIIAIOT TAOJMYHbIC 3HAUCHHUS t-KPUTEPHSL.

KpOMG TOT'0, PE3YJIbTATHI OLUCHKU MOKA3bIBAIOT, KAK CUJIBHO COOTBGTCTByIOIHI/Iﬁ KO3(1)(1)I/IIII/IeHT bi BJIMACT Ha

pe3ynbTupytomui Gpakrop — oo1ryro 3pPeKTHBHOCTH CUCTEMBI.

I'MaBHBIM TOJTYyYeHHBIM PE3YJIbTATOM SBISICTCS MPEIJIOKEHHAsT MOJIETb OLICHKH YKOHOMHYECKOH (P(EeKTHBHOCTH
BHeIpeHus 1 ucnoss3oBaHnsi CRM-cucrem. Pacyer noctpoeHHOM MoJienu [1s Ji00OOT0 OTIEIBHO B3STOTO NPEINPHATHS
TI03BOJIAET MOJYYUTh YHCIIOBBIC OLEHKHU ONpaBIaHHOCTH BHeApeHUss CRM-cucteMsl TMb0 SKOHOMHYECKHE Pe3yIIbTaThl
MX TpPUMEHEHHs, €CIM OJTall BHEAPEHHS CHCTEMBbl YK€ BBINONHEH. B pesynmbrare pacuera 3KOHOMHUYECKON
3¢ PEKTHBHOCTH OMpeNeNicHa SKOHOMIYECKas LeNecoo0pa3sHocTh pa3pabotku W BHenpeHmss CRM-cucrembl Ha
NPENPUSITHH.

B mpouecce pacyera conocTapieHbl JAaHHBIC 110 3aTpaTaM Ha CO3JaHHUE CHCTEMBI M JIaHHBIC, OTPAKAIOLIUE POCT
3¢ dexTHBHOCTH HHDOPMAIIMOHHOM CUCTEMBI U KOHKYPEHTOCIIOCOOHOCTH TPEIIPHSTHS.

OCHOBHBIMH TTOKa3aTeN P (PEKTHBHOCTH aBTOMATH3UPOBAHHOM 00pabOTKH HH(POPMAIINH BEICTYIIMIIN CIICTYFOIIHE:
e  CHmxeHue 3aTpaT Ha 00paboTKy MH(OPMALIKH, TOI0BOM PUPOCT MPUOBLIH (TOJI0BAst SKOHOMUS);

e  ['omosas skoHOMHKYECKast 3(PPEKTUBHOCTS;
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e  (Cpok OKyIaemocTy;
e  PacuerHblii K0O3Q(HULHESHT SKOHOMUYIECKOH P PEKTUBHOCTH.

B 3akimroueHme MOXHO CKa3aTb, YTO IPEJIOKEHHAs MOJENb aHaJM3a IMPHUPOCTa KOHKYPEHTOCIIOCOOHOCTH
NPEANpUsATHS B pPE3ylbTaTe BHEAPEHHsA TakoW cucrembl aBTomarm3aimu kak CRM-cucrema, sddextuBHa.
IIpoBeneHue OLEHKM MO MPEATOKEHHOW METOAUKE MO3BOJIUT PYKOBOJCTBY MPENNpPUATHS €IIe Ha 3Tamne
IPOEKTHPOBAHUS CHCTEMBI NPOTHO3HPOBATh ee Oyaymrylo 3((GEeKTUBHOCTb, a TAKKE PAcCUUTATh BO3MOXKHBIC
HKOHOMHYECKHE BBITOJIBI, ITOJy4aeMbIe B PE3yJIbTaTe BHEAPEHHS CHCTEMBI.

IlepcrieKTUBBI JANBHEHINNX HCCACIOBAHUN CBS3aHBI C Pa3pabOTKOW METOMOB OOOOIICHHONH OIEHKH
3¢ PEeKTUBHOCTH BHEAPEHUSI aBTOMATU3NPOBAHHBIX CHCTEM yrpaBiieHus npeanpusitueM kinacca ERP-II u CRM.
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METOJOJIOTUSA ABTOMATU3UPOBAHHOI'O MOJAEJIMPOBAHUSA
BU3HEC-ITPOLHECCOB

Annomayun. B cmamve paccmompenvi RPUHYUNbL UCHOIb308AHUS KOMNLIOMEPHBIX CUCEMbL MOOETUPOBAHUS
busHec-npoyeccos. AHAMUSUPYIOMCA  MPU  UHGOPMAYUOHHBIX — pA3pe3d  MOOEIUPOBAHUA  OesmeqbHOCHU
npeonpuamus. Onpedenenvl KoauyecmeeHHvie Kpumepuu OyeHKu Kadecmeda Mmooenell ¢ MOUYKU 3peHust
a¢hpexmusHocmu bGuzHec-npoyeccos.

Knrouesvie cnosa: 6usnec-npoyeccul, Mooeb, OYeHKa dPPeKmusHOCmU, KOMNbIOMePHble CUCIIEMBI.

Anomauia. B cmammi po3zensinymo RpUHYuUnu SUKOPUCMANHA KOMN 10MepHOI cucmemu MoO0enoeanHs OizHec-
npoyecie. Ananizyiomvca mpu iHgopmayitini po3pisu mMooenro8anHs OianbHocmi nionpuemcmed. Busnaueno
KiNbKICHI Kpumepii oyinku AKocmi Mooesetl 3 mouKu 30py eghekmugHocmi 6isHec-npoyecis.
Knrwuoei cnosa: disnec-npoyecu, mooenv, oyinKa eqoekmusHoCmi, KOMN F1OMePHi cucmemu.

Summary. Automated business processes modeling allows us to solve problems related to the construction of
enterprise development models, providing semantic rigor needed to ensure the accuracy and consistency of the
results. This is achieved by using the following methodologies: IDEF0, DFD and IDEF 3.

The application of these methodologies in the business processes modeling in a hierarchy chart provides clarity
and completeness of the display. Allows us to analyze the performance of the enterprise information into three
sections.

The first diagram in the hierarchy diagrams is IDEF0. It always depicts the operation of the whole system - the
context diagram. In the context the purpose is to describe the field of modeling and simulation.

Once the context is described, we construct the following diagrams in the hierarchy. Each following chart is a
more detailed description, or as it is called - decomposition, of one of the works on the higher figure.

After the construction and verification of the model «AS-1S» it is necessary to conduct a qualitative study, the
optimization needed to build the model «TO-BEy. In order to determine the quality of the model created from the
point of view of efficiency of business processes, a system metric, which the quality should be assessed
quantitatively. The cost parameters of the work are the quantitative assessment criteria.

These principles of the use of automated business processes modeling environment allow us to analyze all
aspects of studied system, but their combination embodied in the model gives a complete view of the client's
domain.

The future researches are related to the formation of "the portfolio” of business process models and building of
common strategic development program for the planning period on its basis.

Keywords: business process, model, performance evaluation, computer systems.

ABTOMAaTU3NPOBAaHHOE MOJCTMPOBAHNWE OHM3HEC-TIPOIIECCOB IO3BOIAET pEUIaTh 3aJadd, CBSI3aHHBIE C
MOCTPOEHHEM MOJIeNICH pa3BUTHS NpeAnpusThsi, oOecreunBas CEeMaHTHYECKYI0 CTPOrOCTb, HEOOXOIMMYIO IS
TapaHTHUPOBAaHMS IPABWIBHOCTH W HENPOTHBOPEUUBOCTH PE3YJBTATOB. OJTO JOCTHraeTcs INPUMEHEHHEM
caenytouux metonosioruid: IDEFO, DFD u IDEF3.

[IpumMeHeHne NAaHHBIX METOMOJOTMH B XOAE IMOCTPOEHHS MOJENCH OM3HEC-NPOIIECCOB B BHIE HEPAPXHUU
JarpamMM, O0ecHeyrBaeT HAarJsIHOCTh W TOJHOTY MX OTOOpa)KEHWs, MO3BOJISICT aHAaJM3MPOBAaTh IEATENBHOCTh
HpEeNIpHUATHS B TPeX HH(POPMALIMOHHBIX pa3pe3ax:

[epBeii MHQOPMALMOHHBIA pa3pe3 — (QYHKIHMOHAIBHOCTh cUCTeMbl. B pamkax wmeromosornu IDEF0
(Integration Definition for Function Modeling) 6u3Hec-mipoliecc Mnpe/cTaBIisieTcsi B BUIE HabOpa dJIeMEHTOB-padoT,
KOTOpBIE B3aUMOJICHCTBYIOT MEXay co00i, oOMEeHUBasCh WHPOPMAIMOHHBIMH W MaTEpPHAIBHBIMHM TTOTOKaMH C
MOMOMIBIO JIFOACKHX U MPOM3BOACTBEHHBIX PECYPCOB, TOTPEOIAEMBIX KaKA0H paboToi.

C mnomompio  (YyHKIMOHAJHHOTO MOJCIHPOBAHUS MOXHO MPOBECTH CHCTEMHBIM aHanu3 OusHeca,
COCPEIOTOUMBINNCH HA PETYIAPHO pEIIaeMbIX 3ajadax WM (YHKIUSAX, Ha TOKa3aTelsiX HX IPaBHIBHOTO



