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KoMnanus «[lpoeKTbl u PeweHuna»

YnpaBneHue B3anMmogencremem ¢ kaimeHtamm (CRM)

KTO M3 Hac He »enaeT UMeTb A0SITOCPOYHbIE U HAAEXHbIE OTHOLLEHUS C MapTHepaMmu no 6usHecy, KIMeHTaMu?
ObecneyeHne HaaeXHbIX OTHOLLUEHWIA C KMEHTaMM 3aKnafblBaeTCsl A0 NOSIBEHWUS [OrOBOPHbLIX OTHOLIEHWI — Mpw
nepBbiX KOHTakTax. OT TOro, HaCKONMbKO MyHKTyanbHO 6yayT BbINOMHATLCS B3sTble 06s3aTensCcTBa B
npeasoroBopHoN ctaamu, 6yaeT GopMMpoBaThCs OTHOLUEHME KaueHTa. Kaxzaoe BbIMONHEHHOe 06s3aTeNbCTBO —
crnaraemoe AefioBoM penyTaumm.

VicnonHeHne o6sa3aTenbCTB nepea KIMEHTOM HaknaabiBaeT TpeboBaHWst M K WCMONHEHUIO 0b6sa3aTenbCTB
BHYTPM KOMMaHuW. [lpu BCeX MNONOXUTENbHBLIX AENOBbIX KayecTBax KOMMEepcaHTa, B COBPEMEHHbIX YCIOBUSAX
NpUXOAUTCS AEWCTBOBaTb YXKe He B OAMHOYKY, @ C y4acTMeM Kosner. SpKkuil npuMep TOMy — yyacTve B TeHaepax.
MoaroToBka HEOHXOAMMOMN AOKYMEHTALUMM K TeHAEPY TpebyeT ChnaXXeHHOW opraHusaumm paboT B OkaTble Cpoku. U B
3TOM CJlydae CyLLeCTBEHHYIO MOMOLLb MOXET OKa3aTb MH(OPMaLMOHHas cuctema, obecneudvBarowlas 3dekTuBHoe
B3aMMOAENCTBME COTPYAHMKOB A/151 AOCTVXKEHUS MONOXMTENBHOMO pe3ysibTaTa B KOHTAKTaX C K/IMEHTOM.

YT0 Xe genatb, ecnn 0653aTeNbCTBa BbIMOMHEHbI B CPOK, HO HET NPOrpecca B OTHOLIEHUSAX C KIIMEHTOM?

Bbl, BEPOATHO, 3a4aeTeck BONpocoM: «Bce nn caenaHo, uto TpeboBanocb?».

Ho He BO3HMKAET /M BOMpocC «A BCe N CAeNaHo, YTo BO3MOXHO? ».

B aToM cnyyae, oTBeTMTE Bbl, HAA0O NpOAHaNMU3MPOBaTb UCTOPUIO B3aMMOOTHOLLEHWI C KITMEHTOM, BbISICHUTb: C
KEM, KOraa 1 No KakoW TeMaTuKe LIEN avanor, gowna nv uHdopmMaums 4o nuua, NpYHUMALOLLErO pelleHne?

[ns peweHuns 3Tux 3agady B cucteMme DIRECTUM co3gaH moayns "CRM" (Customer Relationship
Management).

Moaynbe CRM npegHasHayeH ans peleHns 3ajad:

BeneHus knuneHTckol 6a3bl (OpraHu3aLmii, KOHTAKTHBIX JnLL)

YyeTa KOHTaKTOB C K/IMEHTaMM, KOHTPOSI UCMOMHEHMUST 0693aTENbCTB MO KOHTaKTaM
OpraHusauuy rpynmnoBor paboTbl Npy UCMOMHEHNM 06S3aTENbCTB MO KOHTaKTaM
YnpaBneHusi KOMMIEKCOM MapKETMHIOBbLIX BO34ENCTBUIA (MAapKETUHIOBLIM NMPOEKTOM)
YnpaBneHusi MapKeTUHIOBbIMW MEPOMPUATUSMU (BbICTaBKaMm, CEMUHapaMu 1 ap.)

Mcnonb3oBaHue moayns CRM obecneumsaert:
yno6cTBa npv onepaTvMBHOW paboTe C KIMeHTaMu,
NJaHMPOBaHNE KOHTAKTOB, HAaNOMUHAHWS MO 3aM1aHUPOBAHHbLIM KOHTaKTaM
perucTpaumio AOroBOPEHHOCTEN, [OKYMEHTOB, MepeaaHHblX WKW MOMYYEHHbIX B pe3ynbTaTe
KOHTaKTa
OTCMeXnBaHWe CTagum rOTOBHOCTU KSIMEHTA K NMOKYMKe
[lenermpoBaHue 3aay no noAroToBKe K CneaytoleMy KOHTakTy (MoAroToBKa MaTepuanos v ap.)
KOHTPO/Ib UCMONHEHNS 0643aTeNbCTB Nepes 3aKa3umkoM
KOHTPOJIb UCMOJTHEHNS 0653aTENbCTB MO KaXXAOMY KOHTaKTy BHYTpU OpraHu3auum

3¢ PeKTUBHOCTb ynpaB/ieHUs B3aUMOAEACTBUEM C KJIMEHTAMM 3HAUNTENbHO YBE/IMYMBAETCS 3a CYET
MCIo/b30BaHUS BO3MOXKHOCTEN Apyrx Moaynei cuctembl DIRECTUM:

"YnpaBneHne 3MeKTPOHHbIMU JOKYMeHTaMmn": ObICTpbIA MOMCK HEeobXoAUMbIX [OKYMEHTOB, CBSI3aHHbIX C
opraHv3aumen (4oroBopbl, KOMMepYecKue NpeasioXXeHus, NMcbMa), OpraHn3aums UX HaLeXHOro XpaHeHus:;

"YnpaBneHne AenoBbIMU MpoueccamMu”: KCMofb30BaHWe MexaHu3Ma 3adad, Mo3BOJISAHLEro MrHOBEHHO
nepefaBaTb MHGOPMaLMIO MeXAy COTPYAHMKAMM, YTO OTPaXKaeTCs Ha KayeCTBE UM CKOPOCTM 06CNy»XMBaHUS
KJIMEHTOB;

EnvHan 6a3a opraHM3aumm U KOHTaKTHbIX NUL,
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HeOGXO,EWIMbIM ycnoBmeM ang ynpasneHusa B3aVIMOﬂel7ICTBVIeM C KJIMEeHTaMU 4BNAETCA NCNOJ/1b30BaHKNe e,CI,I/IHOl‘/JI
6a3bl OpraHM3aLmMin U KOHTaKTHbIX SIULL, 06ecrneYnBatoLLEN BOSMOXHOCTb:
IpynnoBoi paboTsl ¢ 6a30i
CMHXpOHM3aLUmm 6a3bl C KMEHTOM 31EKTPOHHONM NOYTHI
BO3MOXXHOCTbIO akTyanmsaumm 6asbl (BHECEHMSI YTOUHEHWUI U «3aKPbITUS» 3anncei C ycTapeBLUen

v
nHdopmaumen)
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*H. 4 MesxayHap i a3ponopT KasaHe

“H0puna. HanmeHosaHNE: QAD "MexgyHapoaHeii asponopt "Kasane"

Pernon: PecnyGnuka TatapcTan E] Hacenen. mynkm: Kasanb

Kateropus: MoTeHumantHeId KneHT E] Orpacne: 62 - [leATentHOCTE BO34YLUHOTO TPHCMOpTa

lonoBHan opraHusaums: |

B (BEE

WHH: 1660000344 Knm: 162401001
PacuertHeiii cuen: 407.028.100.620.2000.2298 Bank:  OCB bank Tataperan NEB610, r. Kasane

Kop. cuer 301.018.106.000.000.00.603 BWE: 048205603

HOpuauuecknii appec: 420017,PT, r. Kazans, asponopt -
Moutoekit agpec: 420017PT, r. Kazame, asponopT -
PykoBoguTens: CrapocTuh Anexcei Anekcanaposny

©E

OTEETCTEEHHEIN:

JeficTeyer o 11.12.2008 B Tenedonsr  (843) 267-86-98, (843) 265-91-62
JeiicTayer no: E] Caiim www.airport.kazan.ru
Mpumenanue:
*Koa: MS01081 *CocToaHne: Jdeiicteyrowan -

11; 231964 Yraepxgena Mpocmorp [l ]
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ans KaxxaoMm opraHunsaumm BO3MOXXHO BECTU MHOXECTBO PEKBU3NTOB, KaK CTaHAAPTHbIX (HaanMep: oTpacib,

agpec, TenedoH, dakc, agpec), Tak 1 noboro Yncna AoMnoNHUTENbHbIX, CO3AaBaeMbIX MOb30BaTeNsSIMU (HanpuMep:
UYMCNEHHOCTb, (OMHAHCOBOE MOJSIOXEHME, U T.4.).
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Co3ganue Kaptouka Opranuzayus Cepenc CRM
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KoMnanua «lpoeKTbl u PelueHna»

Ons KaXkaom opraHmsaunm MOXXHO BBECTU ntoboe YMCNO KOHTAKTHbBIX 1L, C YKa3aHMEM AO0JDKHOCTU, KaTEropuu,
KOHTAKTHbIX Teﬂeq)OHOB M e-mail, a Takke CKIOHeHUS Cl)aMVI}'IVIVI WUMEHN N OTHECTBa B POAUTE/IBHOM U AATENbHOM
nagexax anga aBToMaTn4yeckoro 3arno/siHeEHUS JOKYMEHTOB (I'IMCGM, 10roBopoB n T.,Cl,.).

KoHTaKTbI

Kakabl1 KOHTaKT C MOTEHUMasbHBIM KIMEHTOM B Mpouecce npodaxku (TenedoHHbIi pasroBop, e-mail,
BCTpeYa) 3aHOCWUTCS B CUCTEMY OTBETCTBEHHbLIM COTPYAHWMKOM. TakuM 06pasoM, MAET HaKOMMEHWE MOSHON UCTOPUM
B3aMMOZENCTBUSA C KIMEHTAMU.

KOHTaKTbl C MOTEHUMANbHLIMU U AEUCTBYIOWMMU KIIMEHTAMM (UKCUMPYIOTCS B CrpaBoYHMKe «KOHTaKTbl». B
MOMEHT 06palleHnsi MeHemKep KOMMEpYECKOW Cryxbbl MMEET BO3MOXHOCTb 3aperncTpupoBaTb MHGOPMauUMio O
K/MEHTE, CyTb AOCTMIHYTbIX AOrOBOPEHHOCTEN, 0653aTeNbCTBO MEPed KIMEHTOM W 3anfiaHWMpoBaTh ClEAYHOLLWIA
KOHTaKT.
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Mpv BBOAE AAHHBIX O KOHTAKTE BO3MOXHO:
«MpUKPENUTL>» JOKYMEHT, NepeeieHHbIN UK NOMYYEHHbIN B PE3y/ibTaTe KOHTAKTa
BHecTu obsi3aTenscTBa Anst cebst UM Apyrux COTPYAHWKOB CBOEM OpraHu3auuu Mo noAaroToBKe K
CreayoueMy KOHTaKTy
YCTaHOBUTL AaTy U BPeMsi CIEAYIOLLEro KOHTaKTa.
OTnpaBuTb COTPYAHMKAM 3aAaHWsl Ha UCTIONIHEHWE 06513aTeNbCTB Nepes NPEACTOSALMM KOHTaKTOM.

Bcs MHdbopMaums o npeablaylmMx KOHTAKTaxX C KIMEHTOM OCTaeTCsl B CUCTEME, MO3TOMY B C/lydae OTCYTCTBUS
OTBETCTBEHHOMO COTPYAHWKA MO KAKOM-IM60 npuumHe (KOMaHAMPOBKA, OTMYCK W T.A.) paboTa C KAMEHTOM MOXET
6bITb NIErKO NepeaaHa ApyroMy CreLmanucy.

B cucTemMe MOryT 3afaBaTbCA OMpeAeneHHble CcTaauu npofax (MepBOHaYasbHbIi 063BOH, MNpoBeAeHME
BCTpEYM, 3aK/loYeHue [oroBopa M T.4.), B COOTBETCTBMM C KOTOPbIMM MpOBOAUTCS paboTa C KIMEeHTOM. B
3aBMCMMOCTW OT JOCTUrHYTOrO pesynbTaTa, paboTa C KIMEHTOM MOXXET aBTOMAaTUUYECKM UMM BPYYHYHO MEepeBoaUTLCS
Ha CreayoLLyto CTaamio. Takol nocieaoBaTesbHbIA NEPEXOA KIMEHTA MO CTaAMsAM MPOAaX Mo3BOMSIET OpraHu3aumm
paspabaTbiBaTb CBOIO TEXHOMOMMIO BEAEHMS MPOAaX, @ TakxKe NpaBUIbHO U BbICTPO 06yYaTh HOBbIX COTPYAHMKOB.

Mocne chukcaumm pesynbTaTa KOHTAKTa C KJIWEHTOM, CUCTEMON GyAeT MpeasioXKeHO 3arnjiaHupoBaTb BpeMsl
Creayiolero KoHTakTa. ECv KOHTaKT 6bl1 3annaHMpoBaH, TO OTBETCTBEHHOMY COTPYAHMKY B OMpPeAeneHHbI CpoK
NpUAET YBEOAOM/IEHME O TOM, YTO €My HEO6XOAMMO CBA3AThCS C KIIMEHTOM.

CoBepluasi TenledhOHHbI 3BOHOK K/MEHTY SIM60 rOTOBSCH K BCTPEYE, OTBETCTBEHHbINM CMELManUCT MOXET
MOMYYMTb CBOAKY, B KOTOPOI OTOBpaXkaeTcs BCS MHGOPMaLMs O KIIMEHTE U UCTOPUS B3anMOAENCTBUS C HUM. CBoAKa
No3BosiSiET GbICTPO HaWTM HYXHYl0 WHMOPMaLMIO, a Takoke TMpUHATb MPaBWUSIbHOE PELIEHWE W KauyecTBEHHO
MOAroTOBMTCS K BCTpeYe.
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Yn paBJfieHne MapKeTUMHroebiMn NpoeKTamMm

B Tom cnydyae, ecnim Bam TpebyeTcs pasgenvTb BO3AEWCTBMSI MO HAmnpaBfeHUsIM MapKeTuHra (Hanpumep —
MPEeAsIoXKEHNA PasHbIX FPynM TOBAPOB WK YCIYr), TO LIENecoobpasHo paccMaTpuBaTh MApKETUHIOBbIE MPOEKTHI.
MapKETUHIOBbIV MPOEKT — KOMM/IEKC MapKETUHIOBbIX BO3AEUCTBUIA NPU MPOABWXKEHUM OMPEAENEHHON rPynmb

TOBApOB W YCAYT.

MapKETMHIOBbIV MPOEKT CO3AAETCA B OTHOLIEHWM KaXKAoro MOTEHUMAnbHOrO MM AEMCTBYIOWIErO KMEHTa U
BK/IIOUAET B cebsl Cepuio KOHTAKTOB, CMOCOGCTBYIOLMX MPOABMXKEHWIO OMPEAESIEHHOWM rpynrbl TOBApOB WM YCIyr

(HanpaBneHWIo MapKeTUHra).
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B MapKeTWMHroBOM NpPOEKTe Mo KaXKAOMy KIMEHTY PerucTpupyroTcs:
KOHTaKTbl, COCTOSBLUMECS U MPeAcTosLme
3agaum
[OKyMeHTbI
KoHTaKTHble fiMua, UX posb 1 OTHOLLEHME K caenke

YHpaBneHMe MapKeTUHroBbimMmm meponpuaTuaMmmun

OpraHusaumu, BeayliMe aKTUBHYIO MApKETMHIOBYKD AEeATE/IbHOCTb, 3aMHTEpecoBaHbl B  COKpaLLeHWUU
TPYAOEMKOCTM U MOBbileHUN 3DGPEKTUBHOCTM MAPKETUHIOBbLIX MeponpusTuit. [ns atoro B Moayne «CRM»
peanu3oBaHbl (YHKLUMKM, Obneryatolime 3aaadum opraHv3aumun, NpoBeAeHUs U MOABEAEHUS UTOFOB MEpOonpuUsTUN
(cemunHapoB, KOHMEpeHUMi, y4yacTusi B BbICTaBKax M T.A.), @ TaKXKe MO3BONAIOLNE OpraHM30BaTb PaCChIIKy
HOBOCTEW, peKaMHbIX MaTepUasnos, No3apaBieHnii u T.4.

Bce NnnaHUpyeMble MapKeETUHIOBbIE MEPONPUATUA 3aHOCATCA OTBETCTBEHHLIM CNELNAZIMCTOM B CUCTEMY.

AHanus nHgpopmauyum

HeoTbeMneMolt YacTblo yrnpaBneHusi B3aUMOAENCTBUEM C K/TMEHTAMU SIBNISIOTCS HAKOMIEHUE U aHANN3 AaHHbIX
O MpOBEAEHHbIX KOHTAKTAX W MapKEeTUHroBbIX MeponpusTuax. [loCTpoeHMe pasfiMyHbIX OTYETOB MOMOraeT
aHanM3MpoBaTb NpeablayLuMe CAeNKK, @ TakxKe NporHo3mMpoBaThb byayLime.

XpaHeHne WUCTopuM B3aMMOAENCTBUSI C KJIMEHTOM W MOJTyYEHME CBOAKM O COBEPLUEHHbIX KOHTaKTax AaeT
BO3MOXXHOCTb KQYeCTBEHHO rOTOBUTLCSA K BCTPeYaM, MPOrHO3MpoBaTh M 3ak/todaTh 60siee BbIroAHbIE CAENKMN.

PykoBoAMTENM MOMYy4YalOT BO3MOXHOCTb @HA/IM3MPOBaTb pPaboTy COTPYAHWKOB (OLIEHMBATb 3arpysky,
CpaBHMBaTb KOJIMYECTBO Ha3HAYEHHbIX W MPOBEAEHHbIX BCTPEeY), MAAHMPOBATb WM KOHTPOMPOBATb MEpexon
OopraHv3aumMit no CcTagusiM MpoAax, BbiSBAATb "y3kMe MecTa" opraHu3aumu npouecca npoAax, aHaiMsMpoBaTb
NoTpebHOCTN KIIMEHTOB U T.A.
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Takum o6pazoM, moaynb "CRM" cuctembl DIRECTUM no3BONsieT CTPOWUTb MIOAOTBOPHbIE OTHOLUEHUSI C
KIMEHTaMM 1 JaeT OpraHu3aumnm peasbHblin addekT:

MOBbLIWAETCA KayeCTtBO U 3(bd)eKTVIBHOCTb paGOTbI cneunannctoB 3a CYET XpaHeHuda B €4UHOM
MHDOPMALIMOHHOM MPOCTPAHCTBE WCTOPUM B3aMMOOTHOLUEHUIA C KAMEHTOM (MHdopMaumuss o neperoBopax,
BCTPeYax, 3aKa3ax, AoKyMeHTauus);

YNpOLLAIOTCA PYTUHHbIE OMepaumMu — 3MEKTPOHHAs paccbifika, CO3AaHWe CTaHAAPTHLIX AOKYMEHTOB Ha
OCHOBE LIA6JIOHOB ([0roBOPbI, KOMMEPYECKME MPEAIOKEHUS) U UX COTNIACOBaHUE;

obecrneunBaeTcs 6e30MacHOCTb XPaHMMOMN MHGOPMaLIMK 33 CHET pasrpaHnYeHust NpaB AoCTyna;

MosIBNSIETC BO3MOXHOCTb aHanmsa 3(M@eKTUBHOCTM pPeKNaMHbIX U MapKETUHIOBbIX KOMMaHUM 3a cyeT
XpaHeHus Bcel MHbopMaLMm U NMOCTPOEHMSI Pa3fIYHbIX OTYETOB;

MOBBILLIAETCS YNPaBASEMOCTb U NMPEACKa3yeMoCTb NMPOLecca NPOoAaX 3a CYET BbIAENEHUS CTAAMN NMPoAaX U
npaBu/ Nepexoaa no HUM;

obecneynBaeTcs 6bICTpoe o6yquV|e N B3aMMO3aMEHAEMOCTb MEPCOHaNa 3a CYET HaKonieHud
KOPNOopaTUBHbIX 3HAHWUIA 1 VIHCbOpMaLI,VIVI 060 BCex KOHTaKTax C KIMeHTaMMU.
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