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ɍȾК 681.518:658 

ɋɂɋɌȿɆȺ ȱɇɎɈɊɆȺɐȱɃɇɈȲ ȼɁȺЄɆɈȾȱȲ  
Ɂ ɄɅȱЄɇɌȺɆɂ (CRM) ɇȺ ɉȱȾɉɊɂЄɆɋɌȼȱ 

Ɍ. Ƚ. ɋіɦɚɤ, ɦаɝɿɫɬɪ ɫɩɟɰɿаɥьɧɨɫɬɿ 029 Іɧфɨɪɦаɰɿɣɧа, ɛɿɛɥɿɨ-
ɬɟɱɧа ɬа аɪɯɿɜɧа ɫɩɪаɜа ɨɫɜɿɬɧɹ ɩɪɨɝɪаɦа «Ⱦɨɤɭɦɟɧɬɨ-
ɡɧаɜɫɬɜɨ ɬа ɿɧфɨɪɦаɰɿɣɧа ɞɿɹɥьɧɿɫɬь»  
Ɍ. ȼ. Оɧіɩɤɨ, ɞ. ɿ. ɧ., ɩɪɨфɟɫɨɪ – ɧаɭɤɨɜиɣ ɤɟɪɿɜɧиɤ 

Ⱥɧɨɬɚɰɿɹ. ɇɢɧɿ ɞɥɹ ɩɿɞɩɪɢєɦɫɬɜɚ є ɞɭɠɟ ɜɚɠɥɢɜɢɦ ɫɩɿɥɤɭ-
ɜɚɧɧɹ ɡ ɤɥɿєɧɬɨɦ. Ȼɟɡ ɡɜɨɪɨɬɧɨɝɨ ɡɜ’ɹɡɤɭ ɜɿɞ ɫɩɨɠɢɜɚɱɚ ɩɿɞɩɪɢ-
єɦɫɬɜɨ ɧɟ ɡɧɚє ɧɚɞ ɱɢɦ ɬɪɟɛɚ ɩɪɚɰɸɜɚɬɢ ɬɚ ɧɟ ɨɬɪɢɦɭє ɨɰɿɧɤɢ 
ɫɜɨʀɯ ɫɬɚɪɚɧɶ. Ɍɨɦɭ ɤɨɠɧɟ ɩɿɞɩɪɢєɦɫɬɜɨ ɧɚɦɚɝɚєɬɶɫɹ ɦɚɤɫɢ-
ɦɚɥɶɧɨ ɩɿɞɬɪɢɦɭɜɚɬɢ ɬɚ ɩɿɞɜɢɳɭɜɚɬɢ ɹɤɿɫɬɶ ɨɛɫɥɭɝɨɜɭɜɚɧɧɹ ɬɚ 
ɫɩɿɥɤɭɜɚɧɧɹ ɡ ɚɛɨɧɟɧɬɚɦɢ ɡɚɞɥɹ ɤɨɧɤɭɪɟɧɬɨɫɩɪɨɦɨɠɧɨɫɬɿ ɬɚ 
ɜɢɳɨʀ ɩɨɡɢɰɿʀ ɧɚ ɪɢɧɤɭ ɩɨɫɥɭɝ. 

Ʉɥɸɱɨɜɿ ɫɥɨɜɚ: ɫɩɿɥɤɭɜɚɧɧɹ, ɤɥɿєɧɬ, ɿɧɮɨɪɦɚɰɿɹ, ɜɡɚєɦɨ-
ɜɿɞɧɨɫɢɧɢ. 

Abstract. Nowadays, communication with the client is very 
important for the company. Without feedback from the consumer, 
the company does not know what to work on and does not receive an 
assessment of its efforts. Therefore, each company maximally 
supports and improves the quality of service and communication 
with subscribers for competitiveness and a higher position in the 
consumer market. 

Keywords: ɫШЦЦЮЧТМКЭТШЧ, МХТОЧЭ, ТЧПШrЦКЭТШЧ, rОХКЭТШЧЬСТЩЬ. 
ɉɨɫɬɚɧɨɜɤɚ ɩɪɨɛɥɟɦɢ. ɋɭɱɚɫɧɿ ɜɢɫɨɤɿ ɜɢɦɨɝɢ ɞɨ ɹɤɨɫɬɿ 

ɨɛɫɥɭɝɨɜɭɜɚɧɧɹ ɬɚ ɩɿɞɥɚɲɬɭɜɚɧɧɹ ɩɿɞ ɤɨɠɧɨɝɨ ɫɩɨɠɢɜɚɱɚ 
ɨɛɭɦɨɜɥɸɸɬɶ ɧɟɨɛɯɿɞɧɿɫɬɶ ɜɿɞ ɩɿɞɩɪɢєɦɫɬɜɚ ɭ ɡɚɫɬɨɫɭɜɚɧɧɿ 
ɛɟɡɥɿɱɿ ɪɟɫɭɪɫɿɜ, ɬɟɯɧɨɥɨɝɿɣ ɬɚ ɫɩɟɰɿɚɥɿɫɬɿɜ. 

Ⱥɧɚɥɿɡ ɨɫɧɨɜɧɢɯ ɞɨɫɥɿɞɠɟɧɶ ɿ ɩɭɛɥɿɤɚɰɿɣ. ɋɩɨɫɨɛɢ ɜɡɚєɦɨ-
ɞɿʀ ɡ ɤɥɿєɧɬɚɦɢ ɧɚ ɩɿɞɩɪɢєɦɫɬɜɿ ɞɨɫɥɿɞɠɭɜɚɥɢ ɬɚɤɿ ɧɚɭɤɨɜɰɿ ɹɤ 
Ⱥ. Ⱦɟɦɢɞɨɜ, ɇ. Іɜɚɧɟɱɤɨ, ɋ. Кɨɜɚɥɶɱɭɤ, Ʌ. Ʌɿɳɢɧɫɶɤɚ, Ɉ. Ɇɚɪ-
ɞɚɧɨɜ, Ɇ. Ɇɚɬɜɿʀɜ, Є. Ɇɢɪɨɲɧɢɤɨɜɚ, Ⱥ. ɉɚɥɟɜɢɱ, Є. ɉɨɩɨɜ, 
Ɉ. ɉɬɚɲɟɧɤɨ, Є. ɋɚɜɟɥɶєɜ, ɋ. Ɍɭɪɤɿɧ, ɋ. ɑɟɛɨɬɚɪ, Ɉ. Шɚɪɚɩɚ ɬɚ 
ɿɧɲɿ. 

Ɏɨɪɦɭɜɚɧɧɹ ɦɟɬɢ. Ɇɟɬɨɸ ɞɚɧɨʀ ɫɬɚɬɬɿ є ɜɢɡɧɚɱɟɧɧɹ ɪɨɥɿ 
ɿɧɮɨɪɦɚɰɿɣɧɢɯ ɜɡɚєɦɨɜɿɞɧɨɫɢɧ ɡ ɤɥɿєɧɬɚɦɢ ɧɚ ɩɿɞɩɪɢєɦɫɬɜɿ. 

ȼɢɤɥɚɞ ɨɫɧɨɜɧɨɝɨ ɦɚɬɟɪɿɚɥɭ ɞɨɫɥɿɞɠɟɧɧɹ. Кɥɿєɧɬ – ɰɟ 
ɝɨɥɨɜɧɢɣ ɚɫɩɟɤɬ ɪɨɛɨɬɢ ɩɿɞɩɪɢєɦɫɬɜ. Ɂɚɪɚɞɢ ɫɩɨɠɢɜɚɱɚ ɤɨɠɧɟ 
ɩɿɞɩɪɢєɦɫɬɜɨ ɧɚɦɚɝɚєɬɶɫɹ ɩɪɚɰɸɜɚɬɢ ɧɚ ɤɪɚɳɢɯ ɭɦɨɜɚɯ ɬɚ 
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ɡɚɞɨɜɨɥɶɧɢɬɢ ɩɨɬɪɟɛɢ ɹɤɧɚɣɤɪɚɳɟ. Кɨɠɧɟ ɩɿɞɩɪɢєɦɫɬɜɨ ɯɨɱɟ 
ɦɚɬɢ ɜɢɫɨɤɢɣ ɪɟɣɬɢɧɝ ɜ ɫɜɨʀɣ ɫɮɟɪɿ, ɚɥɟ ɧɟ ɤɨɠɟɧ ɡɧɚє ɹɤ ɣɨɝɨ 
ɨɬɪɢɦɚɬɢ. В ɫɭɱɚɫɧɨɦɭ ɫɜɿɬɿ ɤɨɠɟɧ ɩɨɬɪɟɛɭє ɦɚɤɫɢɦɚɥɶɧɨɝɨ 
ɤɨɦɮɨɪɬɭ. ɋɚɦɟ ɫɩɨɠɢɜɚɱ ɨɰɿɧɸє ɩɿɞɩɪɢєɦɫɬɜɨ ɱɢ ɣɨɝɨ 
ɩɨɫɥɭɝɭ, ɫɚɦɟ ɜɿɧ ɜɢɡɧɚɱɚє ɪɟɣɬɢɧɝ. 

ɉɿɞɩɪɢєɦɫɬɜɨ – ɰɟ ɫɚɦɨɫɬɿɣɧɢɣ ɫɭɛ’єɤɬ ɝɨɫɩɨɞɚɪɸɜɚɧɧɹ, 
ɡɚɪɟєɫɬɪɨɜɚɧɢɣ ɤɨɦɩɟɬɟɧɬɧɢɦ ɨɪɝɚɧɨɦ ɞɟɪɠɚɜɧɨʀ ɜɥɚɞɢ ɚɛɨ 
ɨɪɝɚɧɨɦ ɦɿɫɰɟɜɨɝɨ ɫɚɦɨɜɪɹɞɭɜɚɧɧɹ ɞɥɹ ɡɚɞɨɜɨɥɟɧɧɹ ɫɭɫɩɿɥɶɧɢɯ 
ɬɚ ɨɫɨɛɢɫɬɢɯ ɩɨɬɪɟɛ ɲɥɹɯɨɦ ɫɢɫɬɟɦɚɬɢɱɧɨɝɨ ɡɞɿɣɫɧɟɧɧɹ ɜɢɪɨɛ-
ɧɢɱɨʀ, ɧɚɭɤɨɜɨ-ɞɨɫɥɿɞɧɨʀ, ɬɨɪɝɨɜɟɥɶɧɨʀ, ɿɧɲɨʀ ɝɨɫɩɨɞɚɪɫɶɤɨʀ 
ɞɿɹɥɶɧɨɫɬɿ ɜ ɩɨɪɹɞɤɭ, ɩɟɪɟɞɛɚɱɟɧɨɦɭ Ƚɨɫɩɨɞɚɪɫɶɤɢɦ ɤɨɞɟɤɫɨɦ 
ɍɤɪɚʀɧɢ ɬɚ ɿɧɲɢɦɢ ɡɚɤɨɧɚɦɢ. Ƚɨɥɨɜɧɟ ɡɚɜɞɚɧɧɹ ɩɿɞɩɪɢєɦɫɬɜɚ 
ɩɨɥɹɝɚє ɜ ɡɚɞɨɜɨɥɟɧɧɿ ɩɨɬɪɟɛ ɪɢɧɤɭ ɜ ɣɨɝɨ ɩɪɨɞɭɤɰɿʀ ɚɛɨ 
ɩɨɫɥɭɝɚɯ ɡ ɦɟɬɨɸ ɨɞɟɪɠɚɧɧɹ ɩɪɢɛɭɬɤɭ. Вɿɞɬɚɤ ɤɨɠɧɟ ɩɿɞɩɪɢ-
єɦɫɬɜɨ ɩɪɚɰɸє ɧɚ ɤɥɿєɧɬɚ. 

Ⱦɥɹ ɨɬɪɢɦɚɧɧɹ ɜɢɫɨɤɨɝɨ ɪɟɣɬɢɧɝɭ ɜ ɫɭɫɩɿɥɶɫɬɜɿ ɬɚ ɧɚ ɪɢɧɤɭ 
ɩɿɞɩɪɢєɦɫɬɜɨ ɩɨɜɢɧɧɟ ɡɚɞɨɜɨɥɶɧɹɬɢ ɩɨɬɪɟɛɢ ɤɨɠɧɨɝɨ. Ɂɚɞɨɜɨ-
ɥɟɧɧɹ ɩɨɬɪɟɛ ɤɥɿєɧɬɚ ɩɨɥɹɝɚє ɹɤ ɭ ɜɢɤɨɪɢɫɬɚɧɧɿ ɩɪɨɞɭɤɰɿʀ, ɬɚɤ ɿ 
ɭ ɜɿɞɧɨɲɟɧɧɿ ɩɪɚɰɿɜɧɢɤɿɜ ɞɨ ɫɩɨɠɢɜɚɱɚ. 

ɇɚɩɪɢɤɥɚɞ, ɦɚɥɟɧɶɤɚ ɩɟɤɚɪɧɹ, ɹɤɚ ɜɿɞɤɪɢɬɚ ɧɟɳɨɞɚɜɧɨ, ɳɟ ɧɟ 
ɤɨɪɢɫɬɭєɬɶɫɹ ɜɟɥɢɤɢɦ ɩɨɩɢɬɨɦ. Ɂɜɢɱɚɣɧɨ, ʀɣ ɬɪɟɛɚ ɡɚɰɿɤɚɜɢɬɢ 
ɩɨɤɭɩɰɹ ɬɚ ɩɟɪɟɤɨɧɚɬɢ ɣɨɝɨ ɜ ɬɨɦɭ, ɳɨ ɫɚɦɟ ɯɥɿɛ ɞɚɧɨɝɨ 
ɩɿɞɩɪɢєɦɫɬɜɚ є ɧɚɣɫɦɚɱɧɿɲɢɦ. Ɍɨɞɿ ɜ ɦɚɝɚɡɢɧɿ ɩɪɚɰɸє ɨɞɢɧ 
ɩɟɤɚɪ ɬɚ ɩɪɨɞɚɜɟɰɶ. Ɂɚɯɨɞɢɬɶ ɤɥɿєɧɬ (ɨɞɢɧ ɿɡ ɩɟɪɲɢɯ) ɬɚ ɩɪɢєɦ-
ɧɨ ɞɢɜɭєɬɶɫɹ ɝɚɪɧɨɸ ɚɬɦɨɫɮɟɪɨɸ ɩɪɢɦɿɳɟɧɧɹ ɬɚ ɚɪɨɦɚɬɨɦ 
ɫɜɿɠɨɝɨ ɯɥɿɛɚ. Ɍɚɤɨɠ ɣɨɝɨ ɩɪɢɜɚɛɥɸє ɝɚɪɦɨɧɿɣɧɟ ɨɮɨɪɦɥɟɧɧɹ 
ɫɬɟɥɚɠɿɜ ɬɚ ɚɩɟɬɢɬɧɢɣ ɜɢɝɥɹɞ. Кɥɿєɧɬ ɡɚɞɨɜɨɥɟɧɢɣ ɩɪɨɞɭɤɰɿєɸ, 
ɜɿɧ ɪɨɡɭɦɿє, ɳɨ ɛɭɞɟ ɤɭɩɭɜɚɬɢ ɯɥɿɛ ɫɚɦɟ ɬɭɬ, ɬɚ ɝɨɬɨɜɢɣ ɧɚɞɚɬɢ 
ɧɚɣɜɢɳɭ ɨɰɿɧɤɭ. Ⱥɥɟ ɩɪɨɞɚɜɟɰɶ ɡɚɦɿɫɬɶ ɜɜɿɱɥɢɜɨɫɬɿ ɩɨɱɢɧɚє 
ɛɚɣɞɭɠɟ ɜɿɞɩɨɜɿɞɚɬɢ ɧɚ ɡɚɩɢɬɚɧɧɹ ɤɥɿєɧɬɚ, ɩɪɢ ɰɶɨɦɭ ɧɚɜɿɬɶ ɧɟ 
ɜɿɞɪɢɜɚɸɱɢɫɶ ɜɿɞ ɬɟɥɟɮɨɧɭ. ɍ ɪɟɡɭɥɶɬɚɬɿ ɩɪɢ ɩɪɨɯɚɧɧɿ ɨɰɿɧɢɬɢ 
ɩɟɤɚɪɧɸ ɤɥɿєɧɬ ɫɬɚɜɢɬɶ ɧɟɜɢɫɨɤɭ ɨɰɿɧɤɭ. 

ɋɟɧɫ ɪɨɡɩɨɜɿɞɿ ɩɨɥɹɝɚє ɜ ɬɨɦɭ, ɳɨ ɧɚ ɨɰɿɧɤɭ ɜɩɥɢɜɚɸɬɶ 
ɞɟɤɿɥɶɤɚ ɮɚɤɬɨɪɿɜ. І ɥɢɲɟ ɩɪɢ ɝɚɪɦɨɧɿɣɧɿɣ ɫɩɿɜɩɪɚɰɿ ɹɤ ɤɥɿєɧɬ, 
ɬɚɤ ɿ ɩɿɞɩɪɢєɦɟɰɶ ɛɭɞɭɬɶ ɡɚɞɨɜɨɥɟɧɿ. ɍ ɰɶɨɦɭ ɪɚɡɿ ɤɥɿєɧɬɚ ɜɪɚ-
ɡɢɥɚ ɚɬɦɨɫɮɟɪɚ ɿ ɩɪɨɞɭɤɬ, ɚɥɟ ɫɬɚɜɥɟɧɧɹ ɩɪɨɞɚɜɰɹ ɧɟ ɜɿɞɩɨ-
ɜɿɞɚɥɨ ɨɱɿɤɭɜɚɧɧɹɦ, ɬɨɠ ɨɰɿɧɤɭ ɡɧɢɠɟɧɨ ɱɟɪɟɡ ɧɟɱɟɦɧɿɫɬɶ. 

Ɍɟɩɟɪ ɪɨɡɝɥɹɧɟɦɨ ɞɚɧɭ ɫɢɬɭɚɰɿɸ ɡ ɩɨɝɥɹɞɭ ɤɟɪɿɜɧɢɤɚ. 
ɉɿɞɩɪɢєɦɟɰɶ ɧɚɦɚɝɚєɬɶɫɹ ɜɫɟ ɹɤɧɚɣɤɪɚɳɟ ɨɮɨɪɦɢɬɢ, ɿɧɨɞɿ 
ɩɪɚɰɸє ɛɟɡɩɨɫɟɪɟɞɧɶɨ ɡ ɤɥɿєɧɬɚɦɢ ɬɚ ɡ ɩɪɚɰɿɜɧɢɤɚɦɢ, ɚɥɟ ɧɟ 

https://uk.wikipedia.org/wiki/%D0%94%D0%B5%D1%80%D0%B6%D0%B0%D0%B2%D0%BD%D0%B0_%D0%B2%D0%BB%D0%B0%D0%B4%D0%B0
https://uk.wikipedia.org/wiki/%D0%9C%D1%96%D1%81%D1%86%D0%B5%D0%B2%D0%B5_%D1%81%D0%B0%D0%BC%D0%BE%D0%B2%D1%80%D1%8F%D0%B4%D1%83%D0%B2%D0%B0%D0%BD%D0%BD%D1%8F
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ɪɨɡɭɦɿє, ɱɨɦɭ ɣɨɝɨ ɩɟɤɚɪɧɸ ɨɰɿɧɸɸɬɶ ɭ 5–6 ɛɚɥɿɜ ɿɡ 10 ɦɨɠɥɢ-
ɜɢɯ. Ɉɫɤɿɥɶɤɢ ɩɪɚɰɿɜɧɢɤɢ ɧɟ ɡɚɜɠɞɢ ɝɨɜɨɪɹɬɶ ɩɪɚɜɞɭ ɞɥɹ 
ɡɛɟɪɟɠɟɧɧɹ ɪɨɛɨɬɢ, ɤɟɪɿɜɧɢɤ ɧɟ ɡɧɚє ɩɪɨ ɧɟɜɜɿɱɥɢɜɿɫɬɶ ɚɛɨ ɿɧɲɿ 
ɩɪɨɛɥɟɦɢ. ɋɚɦɟ ɞɥɹ ɩɟɪɟɜɿɪɤɢ ɬɚ ɨɬɪɢɦɚɧɧɹ ɞɨɫɬɨɜɿɪɧɨʀ ɿɧɮɨɪ-
ɦɚɰɿʀ ɛɟɡɩɨɫɟɪɟɞɧɶɨ ɜɿɞ ɫɩɨɠɢɜɚɱɚ ɜɢɤɨɪɢɫɬɨɜɭɸɬɶ ɫɢɫɬɟɦɭ 
ɨɩɢɬɭɜɚɧɧɹ ɬɚ ɫɢɫɬɟɦɭ ɜɡɚєɦɨɞɿʀ ɡ ɤɥɿєɧɬɚɦɢ. 

Ƚɨɥɨɜɧɢɦ ɦɨɬɢɜɨɦ ɜɩɪɨɜɚɞɠɟɧɧɹ CRM-ɬɟɯɧɨɥɨɝɿɣ ɡɚɥɢɲɚ-
єɬɶɫɹ ɩɨɬɪɟɛɚ ɜ ɪɨɡɲɢɪɟɧɧɿ ɛɚɡɢ ɤɥɿєɧɬɿɜ, ɩɪɨɜɟɞɟɧɧɿ ɦɚɪɤɟɬɢɧ-
ɝɨɜɢɯ ɞɨɫɥɿɞɠɟɧɶ ɬɚ ɤɨɧɬɪɨɥɿ ɡɚ ɩɪɨɮɟɫɿɣɧɢɦɢ ɹɤɨɫɬɹɦɢ 
ɜɥɚɫɧɢɯ ɫɩɿɜɪɨɛɿɬɧɢɤɿɜ. 

Ⱦɥɹ ɬɨɝɨ, ɳɨɛ ɪɟɚɥɿɡɚɰɿɹ CRM-ɩɪɨєɤɬɭ ɜɿɞɛɭɥɚɫɹ ɭɫɩɿɲɧɨ, 
ɩɟɪɟɞɭɫɿɦ ɧɟɨɛɯɿɞɧɨ, ɳɨɛ ɜɫɿ ɫɩɿɜɪɨɛɿɬɧɢɤɢ ɤɨɦɩɚɧɿʀ ɡɪɨɡɭɦɿɥɢ 
ɧɨɜɢɣ ɩɿɞɯɿɞ ɞɨ ɨɪɝɚɧɿɡɚɰɿʀ ɜɡɚєɦɢɧ ɡ ɤɥɿєɧɬɚɦɢ ɬɚ ɭɫɜɿɞɨɦɢɥɢ 
ɨɫɨɛɢɫɬɭ ɪɨɥɶ ɜ ɡɚɝɚɥɶɧɨɦɭ ɩɪɚɝɧɟɧɧɿ ɞɨ ɩɨɲɭɤɭ ɩɨɬɟɧɰɿɣɧɢɯ 
ɤɥɿєɧɬɿɜ, ɩɿɞɬɪɢɦɰɿ ɜɡɚєɦɨɜɢɝɿɞɧɢɯ ɜɿɞɧɨɫɢɧ ɡ ɧɢɦɢ. 

ɍɩɪɚɜɥɿɧɧɹ ɜɿɞɧɨɫɢɧɚɦɢ ɡ ɤɥɿєɧɬɚɦɢ (ɚɧɝɥ. Customer 
relationship management (CRM) – ɩɨɧɹɬɬɹ, ɳɨ ɨɯɨɩɥɸє ɤɨɧɰɟɩ-
ɰɿʀ, ɤɨɬɪɿ ɜɢɤɨɪɢɫɬɨɜɭɸɬɶɫɹ ɤɨɦɩɚɧɿɹɦɢ ɞɥɹ ɭɩɪɚɜɥɿɧɧɹ ɜɡɚєɦɨ-
ɜɿɞɧɨɫɢɧɚɦɢ ɡɿ ɫɩɨɠɢɜɚɱɚɦɢ, ɜɤɥɸɱɚɸɱɢ ɡɛɿɪ, ɡɛɟɪɿɝɚɧɧɹ ɣ 
ɚɧɚɥɿɡ ɿɧɮɨɪɦɚɰɿʀ ɩɪɨ ɫɩɨɠɢɜɚɱɿɜ, ɩɨɫɬɚɱɚɥɶɧɢɤɿɜ, ɩɚɪɬɧɟɪɿɜ ɬɚ 
ɿɧɮɨɪɦɚɰɿʀ ɩɪɨ ɜɡɚєɦɨɜɿɞɧɨɫɢɧɢ ɡ ɧɢɦɢ Д1Ж. ɐɹ ɫɢɫɬɟɦɚ ɞɚє 
ɦɨɠɥɢɜɿɫɬɶ ɤɟɪɿɜɧɢɤɭ ɪɨɡɭɦɿɬɢ ɩɪɨɛɥɟɦɢ ɣɨɝɨ ɩɿɞɩɪɢєɦɫɬɜɚ ɬɚ 
ɜɢɩɪɚɜɥɹɬɢ ʀɯ ɡɚɞɥɹ ɞɨɫɹɝɧɟɧɧɹ ɰɿɥɟɣ, ɩɨɜ’ɹɡɚɧɢɯ ɡ ɪɟɣɬɢɧɝɨɦ. 

Іɫɧɭє ɬɪɢ CRM-ɩɿɞɯɨɞɢ, ɤɨɠɟɧ ɡ ɹɤɢɯ ɦɨɠɟ ɛɭɬɢ ɪɟɚɥɿɡɨ-
ɜɚɧɢɦ ɨɤɪɟɦɨ ɜɿɞ ɿɧɲɢɯ: 

 ɨɩɟɪɚɬɢɜɧɢɣ – ɚɜɬɨɦɚɬɢɡɚɰɿɹ ɫɩɨɠɢɜɱɢɯ ɛɿɡɧɟɫ-ɩɪɨɰɟɫɿɜ, 
ɳɨ ɞɨɩɨɦɚɝɚє ɩɟɪɫɨɧɚɥɭ ɡ ɪɨɛɨɬɢ ɡ ɤɥɿєɧɬɚɦɢ ɜɢɤɨɧɭɜɚɬɢ ɫɜɨʀ 
ɮɭɧɤɰɿʀ; 

 ɫɩɿɜɪɨɛɿɬɧɢɰьɤɢɣ – ɩɪɨɝɪɚɦɚ ɜɡɚєɦɨɞɿє ɡɿ ɫɩɨɠɢɜɚɱɚɦɢ 
ɛɟɡ ɭɱɚɫɬɿ ɩɟɪɫɨɧɚɥɭ ɡ ɪɨɛɨɬɢ ɡ ɤɥɿєɧɬɚɦɢ; 

 ɚɧɚɥɿɬɢɱɧɢɣ – ɚɧɚɥɿɡ ɿɧɮɨɪɦɚɰɿʀ ɩɪɨ ɫɩɨɠɢɜɚɱɿɜ ɿɡ ɪɿɡɧɨ-
ɦɚɧɿɬɧɢɦɢ ɰɿɥɹɦɢ Д2Ж. 

Ⱦɚɧɚ ɫɢɫɬɟɦɚ ɞɚє ɛɚɝɚɬɨ ɦɨɠɥɢɜɨɫɬɟɣ ɞɥɹ ɨɬɪɢɦɚɧɧɹ ɬɚ 
ɧɚɞɚɧɧɹ ɿɧɮɨɪɦɚɰɿʀ. Ɇɨɠɥɢɜɨɫɬɿ CRM-ɫɢɫɬɟɦɢ: 

 ɲɜɢɞɤɢɣ ɞɨɫɬɭɩ ɞɨ ɚɤɬɭɚɥɶɧɨʀ ɿɧɮɨɪɦɚɰɿʀ ɩɪɨ ɤɥɿєɧɬɿɜ; 
 ɨɩɟɪɚɬɢɜɧɿɫɬɶ ɨɛɫɥɭɝɨɜɭɜɚɧɧɹ ɤɥɿєɧɬɿɜ ɬɚ ɩɪɨɜɟɞɟɧɧɹ 

ɨɩɟɪɚɰɿɣ; 
 ɮɨɪɦɚɥɿɡɚɰɿɹ ɫɯɟɦ ɜɡɚєɦɨɞɿʀ ɡ ɤɥɿєɧɬɚɦɢ, ɚɜɬɨɦɚɬɢɡɚɰɿɹ 

ɞɨɤɭɦɟɧɬɨɨɛɿɝɭ; 

https://uk.wikipedia.org/wiki/%D0%90%D0%BD%D0%B3%D0%BB%D1%96%D0%B9%D1%81%D1%8C%D0%BA%D0%B0_%D0%BC%D0%BE%D0%B2%D0%B0
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 ɲɜɢɞɤɟ ɨɬɪɢɦɚɧɧɹ ɜɫɿɯ ɧɟɨɛɯɿɞɧɢɯ ɡɜɿɬɧɢɯ ɞɚɧɢɯ ɬɚ 
ɚɧɚɥɿɬɢɱɧɨʀ ɿɧɮɨɪɦɚɰɿʀ; 

 ɡɧɢɠɟɧɧɹ ɨɩɟɪɚɰɿɣɧɢɯ ɜɢɬɪɚɬ ɦɟɧɟɞɠɟɪɿɜ; 
 ɤɨɧɬɪɨɥɶ ɡɚ ɪɨɛɨɬɨɸ ɦɟɧɟɞɠɟɪɿɜ; 
 ɭɡɝɨɞɠɟɧɚ ɜɡɚєɦɨɞɿɹ ɦɿɠ ɫɩɿɜɪɨɛɿɬɧɢɤɚɦɢ ɿ ɩɿɞɪɨɡɞɿɥɚɦɢ; 
 ɭɩɪɚɜɥɿɧɧɹ ɛɿɡɧɟɫ-ɩɪɨɰɟɫɚɦɢ (ɞɨɡɜɨɥɹє ɚɜɬɨɦɚɬɢɡɭɜɚɬɢ 

ɩɨɫɥɿɞɨɜɧɿ ɨɩɟɪɚɰɿʀ, ɹɤɿ ɜɢɤɨɧɭɸɬɶɫɹ ɫɩɿɜɪɨɛɿɬɧɢɤɚɦɢ ɨɪɝɚ-
ɧɿɡɚɰɿʀ); 

 ɭɩɪɚɜɥɿɧɧɹ ɤɨɧɬɚɤɬɚɦɢ, ɿɫɬɨɪɿɹ ɜɡɚєɦɨɞɿʀ ɡ ɤɥɿєɧɬɚɦɢ – ɰɟ 
єɞɢɧɚ ɛɚɡɚ ɞɚɧɢɯ ɜɫɿɯ ɤɨɧɬɪɚɝɟɧɬɿɜ ɤɨɦɩɚɧɿʀ (ɤɥɿєɧɬɿɜ, ɩɨɫɬɚ-
ɱɚɥɶɧɢɤɿɜ, ɤɨɧɤɭɪɟɧɬɿɜ) ɡ ɜɧɟɫɟɧɧɨɸ ɪɚɧɿɲɟ ɞɨɤɥɚɞɧɨɸ ɿɧɮɨɪ-
ɦɚɰɿєɸ ɩɪɨ ɧɢɯ, ɩɪɨ ʀɯ ɫɩɿɜɪɨɛɿɬɧɢɤɿɜ ɬɨɳɨ. ɋɢɫɬɟɦɚ ɞɨɡɜɨɥɹє 
ɡɞɿɣɫɧɸɜɚɬɢ ɲɜɢɞɤɢɣ ɩɨɲɭɤ ɜɚɠɥɢɜɨʀ ɿɧɮɨɪɦɚɰɿʀ ɩɪɨ ɤɨɧɬɪ-
ɚɝɟɧɬɿɜ, ɨɬɪɢɦɭɜɚɬɢ ɜɫɸ ɿɫɬɨɪɿɸ ɡɭɫɬɪɿɱɟɣ, ɩɟɪɟɝɨɜɨɪɿɜ, ɥɢɫɬɭ-
ɜɚɧɧɹ, ɭɝɨɞ ɬɚ ɿɧɲɟ. ɐɟ ɞɭɠɟ ɡɪɭɱɧɢɣ ɿɧɫɬɪɭɦɟɧɬ ɞɥɹ ɲɜɢɞɤɨʀ ɿ 
ɹɤɿɫɧɨʀ ɪɨɛɨɬɢ ɡ ɜɟɥɢɱɟɡɧɢɦɢɦɚɫɢɜɚɦɢ ɿɧɮɨɪɦɚɰɿʀ ɩɪɨ ɤɥɿєɧɬɿɜ. 
ɋɢɫɬɟɦɚ ɚɜɬɨɦɚɬɢɱɧɨ ɧɚɝɚɞɭє ɩɪɨ ɧɟɨɛɯɿɞɧɿɫɬɶ ɡɪɨɛɢɬɢ ɞɡɜɿɧɨɤ, 
ɩɪɨ ɡɚɩɥɚɧɨɜɚɧɿ ɡɭɫɬɪɿɱɿ ɬɚ ɿɧɲɿ ɡɚɯɨɞɢ; 

 ɩɥɚɧɭɜɚɧɧɹ ɬɚ ɭɩɪɚɜɥɿɧɧɹ ɩɪɨɞɚɠɚɦɢ – ɋɊɆ ɞɨɡɜɨɥɹє 
ɫɤɥɚɞɚɬɢ ɩɥɚɧɢ ɡɚ ɪɿɡɧɢɦɢ ɩɨɤɚɡɧɢɤɚɦɢ (ɞɨɯɿɞ ɡ ɩɪɨɞɚɠɭ ɩɨ 
ɦɟɧɟɞɠɟɪɚɦ, ɜɿɞɞɿɥɚɦ, ɩɪɨɞɭɤɬɚɦ ɬɨɳɨ). ɉɨ ɿɫɬɨɪɿʀ ɩɪɨєɤɬɿɜ 
ɦɨɠɧɚ ɜɿɞɛɭɞɭɜɚɬɢ ɜɨɪɨɧɤɭ ɩɪɨɞɚɠɿɜ, ɳɨ ɞɨɡɜɨɥɹє ɜɢɡɧɚɱɚɬɢ 
ɩɪɨɛɥɟɦɧɿ ɡɨɧɢ ɜ ɰɢɤɥɚɯ ɩɪɨɞɚɠɿɜ. ɉɥɚɧɭɜɚɧɧɹ ɿ ɤɨɧɬɪɨɥɶ 
ɜɢɤɨɧɚɧɧɹ ɩɥɚɧɭ ɩɨ ɮɚɤɬɭ. Є ɦɨɠɥɢɜɿɫɬɶ ɜɟɞɟɧɧɹ ɪɿɡɧɢɯ ɩɪɚɣɫ-
ɥɢɫɬɿɜ (ɨɩɬɨɜɢɯ, ɞɪɿɛɧɨɨɩɬɨɜɢɯ, ɪɨɡɞɪɿɛɧɢɯ), ɜɪɚɯɨɜɭɜɚɬɢ ɚɤɰɿɣ-
ɧɿ ɩɪɨɩɨɡɢɰɿʀ, ɡɧɢɠɤɢ ɜɿɞ ɨɛɫɹɝɭ ɩɨɤɭɩɤɢ. Вɫɹ ɪɨɛɨɬɚ ɡ ɤɥɿєɧɬɨɦ 
ɜɿɞɛɭɜɚєɬɶɫɹ ɜ ɨɞɧɿɣ ɫɢɫɬɟɦɿ: ɩɥɚɧɭɜɚɧɧɹ ɡɚɯɨɞɿɜ, ɡɞɿɣɫɧɟɧɧɹ 
ɭɝɨɞ, ɩɿɞɝɨɬɨɜɤɚ ɿ ɜɢɩɢɫɤɚ ɧɟɨɛɯɿɞɧɢɯ ɡɜɿɬɧɢɯ ɞɨɤɭɦɟɧɬɿɜ; 

 ɩɥɚɧɭɜɚɧɧɹ ɬɚ ɭɩɪɚɜɥɿɧɧɹ ɡɚɤɭɩɿɜɥɹɦɢ ɿ ɞɨɫɬɚɜɤɚɦɢ – ɜ 
ɫɢɫɬɟɦɿ ɦɟɧɟɞɠɟɪɢ ɡɚɜɠɞɢ ɦɨɠɭɬɶ ɛɚɱɢɬɢ ɧɚɹɜɧɿɫɬɶ ɿ ɤɿɥɶɤɿɫɬɶ 
ɬɨɜɚɪɿɜ ɧɚ ɫɤɥɚɞɿ. Вɿɞɩɨɜɿɞɚɥɶɧɿ ɫɩɿɜɪɨɛɿɬɧɢɤɢ ɦɨɠɭɬɶ ɫɬɟɠɢɬɢ 
ɡɚ ɜɢɤɨɧɚɧɧɹɦ ɩɥɚɧɭ ɡɚɤɭɩɿɜɟɥɶ; 

 ɭɩɪɚɜɥɿɧɧɹ ɦɚɪɤɟɬɢɧɝɨɦ – ɞɨɡɜɨɥɹє ɭɩɪɚɜɥɹɬɢ ɦɚɪɤɟɬɢɧ-
ɝɨɜɢɦɢ ɡɚɯɨɞɚɦɢ ɿ ɜɢɡɧɚɱɚɬɢ ʀɯ ɪɟɡɭɥɶɬɚɬɢɜɧɿɫɬɶ.  

 ɦɨɠɥɢɜɿɫɬɶ ɫɟɝɦɟɧɬɚɰɿʀ ɧɚɹɜɧɢɯ ɜ ɛɚɡɿ ɤɥɿєɧɬɿɜ (ɞɿɸɱɢɯ ɿ 
ɩɨɬɟɧɰɿɣɧɢɯ) ɡɚ ɩɟɜɧɢɦɢ ɩɚɪɚɦɟɬɪɚɦɢ ɞɥɹ ɩɪɨɜɟɞɟɧɧɹ ɦɚɪɤɟ-
ɬɢɧɝɨɜɢɯ ɡɚɯɨɞɿɜ; 

 ɚɜɬɨɦɚɬɢɡɚɰɿɹ ɞɨɤɭɦɟɧɬɨɨɛɿɝɭ – ɜ ɫɢɫɬɟɦɭ ɦɨɠɧɚ ɜɜɟɫɬɢ 
ɲɚɛɥɨɧɢ ɛɭɞɶ-ɹɤɢɯ ɞɨɤɭɦɟɧɬɿɜ, ɹɤɿ ɜɢɤɨɪɢɫɬɨɜɭɸɬɶɫɹ ɜ ɨɪɝɚ-
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ɧɿɡɚɰɿʀ, ɩɪɢ ɰɶɨɦɭ ɡɧɢɤɚє ɧɟɨɛɯɿɞɧɿɫɬɶ ɪɭɱɧɨɝɨ ɫɤɥɚɞɚɧɧɹ 
ɧɨɜɨɝɨ ɞɨɤɭɦɟɧɬɚ ɩɪɢ ɜɢɧɢɤɧɟɧɧɿ ɩɨɞɿʀ. Шɜɢɞɤɟ ɚɜɬɨɦɚɬɢɱɧɟ 
ɡɚɩɨɜɧɟɧɧɹ ɲɚɛɥɨɧɿɜ ɞɨɝɨɜɨɪɿɜ, ɹɤɿ ɡɛɟɪɿɝɚɸɬɶɫɹ ɜ ɫɢɫɬɟɦɿ. 
Ⱥɜɬɨɦɚɬɢɱɧɟ ɜɢɫɬɚɜɥɟɧɧɹ ɪɚɯɭɧɤɿɜ ɿ ɤɨɧɬɪɨɥɶ ɨɩɥɚɬɢ ɩɨ ɧɢɯ 
ɱɟɪɟɡ ɫɭɦɿɫɧɿɫɬɶ ɡ Кɥɿєɧɬ-ɛɚɧɤɨɦ; 

 ɦɨɠɥɢɜɿɫɬɶ ɪɨɛɨɬɢ ɱɟɪɟɡ ɦɟɪɟɠɭ; 
 ɿɦɩɨɪɬ ɤɨɧɬɪɚɝɟɧɬɿɜ ɡ ɿɧɲɢɯ ɛɚɡ. 
Ɇɚɪɤɟɬɨɥɨɝɢ ɧɢɧɿ ɚɤɬɢɜɧɨ ɜɩɪɨɜɚɞɠɭɸɬɶ ɤɨɧɰɟɩɰɿɸ ɫɨɰɿɚɥɶ-

ɧɨ-ɟɬɢɱɧɨɝɨ ɦɚɪɤɟɬɢɧɝɭ. ɋɭɬɶ ʀʀ ɩɨɥɹɝɚє ɜ ɬɨɦɭ, ɳɨ ɫɩɨɱɚɬɤɭ 
ɤɨɦɩɚɧɿɹ ɜɢɡɧɚɱɚє ɩɪɨɛɥɟɦɢ, ɜɢɦɨɝɢ ɬɚ ɿɧɬɟɪɟɫɢ ɰɿɥɶɨɜɢɯ 
ɪɢɧɤɿɜ,ɩɨɬɿɦ ɡɚɛɟɡɩɟɱɭє ɤɥɿєɧɬɚɦ ɧɚɣɜɢɳɭ ɫɩɨɠɢɜɱɭ ɰɿɧɧɿɫɬɶ 
ɲɥɹɯɚɦɢ, ɹɤɿ ɩɿɞɬɪɢɦɭɸɬɶ ɱɢ ɧɚɜɿɬɶ ɩɨɥɿɩɲɭɸɬɶ ɞɨɛɪɨɛɭɬ 
ɤɥɿєɧɬɚ ɿ ɫɭɫɩɿɥɶɫɬɜɚ. Ⱥɜɬɨɪɢ ɜɤɚɡɚɧɨʀ ɤɨɧɰɟɩɰɿʀ ɫɬɚɜɥɹɬɶ ɡɚɩɢ-
ɬɚɧɧɹ: «ɑɢ ɦɨɠɥɢɜɨ ɜɜɚɠɚɬɢ ɬɪɚɞɢɰɿɣɧɭ ɬɟɨɪɿɸ ɦɚɪɤɟɬɢɧɝɭ 
ɞɨɫɬɚɬɧɶɨɸ ɜ ɱɚɫɢ ɟɤɨɥɨɝɿɱɧɢɯ ɩɪɨɛɥɟɦ, ɜɢɫɧɚɠɟɧɧɹ ɩɪɢɪɨɞɧɢɯ 
ɪɟɫɭɪɫɿɜ, ɲɜɢɞɤɨɝɨ ɡɪɨɫɬɚɧɧɹ ɱɢɫɟɥɶɧɨɫɬɿ ɧɚɫɟɥɟɧɧɹ ɬɚ ɞɟɦɨɝɪɚ-
ɮɿɱɧɢɯ ɩɪɨɛɥɟɦ, ɝɥɨɛɚɥɶɧɢɯ ɟɤɨɧɨɦɿɱɧɢɯ ɩɪɨɛɥɟɦ ɿ ɧɢɡɶɤɨɝɨ 
ɪɿɜɧɹ ɪɨɡɜɢɬɤɭ ɫɨɰɿɚɥɶɧɢɯ ɫɥɭɠɛ?» Ɂɜɢɱɚɣɧɨ, ɜɿɞɩɨɜɿɞɶ ɛɭɞɟ 
ɨɞɧɨɡɧɚɱɧɨɸ: «ɇɿ» Д4Ж. 

Ʌɢɲɟ ɡɚɜɞɹɤɢ ɫɢɫɬɟɦɿ ɭɩɪɚɜɥɿɧɧɹ ɜɿɞɧɨɫɢɧ ɡ ɤɥɿєɧɬɚɦɢ 
ɩɿɞɩɪɢєɦɫɬɜɨ ɡɦɨɠɟ ɞɨɫɹɝɬɢ ɫɜɨєʀ ɰɿɥɿ ɜ ɪɟɣɬɢɧɝɭ, ɩɪɨɦɨɧɿɬɨ-
ɪɢɜɲɢ ɜɿɞɝɭɤɢ ɫɩɨɠɢɜɚɱɿɜ. 

ȼɢɫɧɨɜɤɢ. Ɉɬɠɟ, ɭɩɪɚɜɥɿɧɧɹ ɜɿɞɧɨɫɢɧɚɦɢ ɡ ɤɥɿєɧɬɚɦɢ є 
ɧɟɜɿɞ’єɦɧɨɸ ɱɚɫɬɢɧɨɸ ɪɨɛɨɬɢ ɩɿɞɩɪɢєɦɫɬɜɚ. Ɂɚɜɞɹɤɢ ɣɨɝɨ ɦɨɠ-
ɥɢɜɨɫɬɹɦ ɬɚ ɫɢɫɬɟɦɿ ɫɢɫɬɟɦɚ ɿɧɮɨɪɦɚɰɿɣɧɨʀ ɜɡɚєɦɨɞɿʀ ɡ ɤɥɿєɧ-
ɬɚɦɢ (CRM) ɩɿɞɩɪɢєɦɫɬɜɨ ɦɨɠɟ ɩɿɞɜɢɳɢɬɢ ɹɤɿɫɬɶ ɫɜɨєʀ ɪɨɛɨɬɢ, 
ɩɨɫɥɭɝɢ ɬɨɳɨ. CRM ɜɢɤɨɧɭє ɛɟɡɥɿɱ ɮɭɧɤɰɿɣ, ɹɤɿ ɡɚɛɟɡɩɟɱɭɸɬɶ 
ɩɨɜɧɨɰɿɧɧɢɣ ɜɡɚєɦɨɡɜ’ɹɡɨɤ ɡ ɤɥɿєɧɬɨɦ ɬɚ ɞɨɩɨɦɚɝɚє ɧɚɥɚɝɨɞɢɬɢ 
ɞɟɹɤɿ ɚɫɩɟɤɬɢ ɜ ɪɨɛɨɬɿ ɩɿɞɩɪɢєɦɫɬɜɚ. Ⱦɚɧɚ ɩɪɨɝɪɚɦɚ ɦɨɠɟ ɜɢɤɨ-
ɪɢɫɬɨɜɭɜɚɬɢɫɶ ɹɤ ɫɢɫɬɟɦɚ ɡɛɟɪɿɝɚɧɧɹ ɞɚɧɢɯ. Ɏɨɪɦɚɥɿɡɚɰɿɹ ɫɯɟɦ 
ɜɡɚєɦɨɞɿʀ ɡ ɤɥɿєɧɬɚɦɢ, ɚɜɬɨɦɚɬɢɡɚɰɿɹ ɞɨɤɭɦɟɧɬɨɨɛɿɝɭ, ɲɜɢɞɤɟ 
ɨɬɪɢɦɚɧɧɹ ɜɫɿɯ ɧɟɨɛɯɿɞɧɢɯ ɡɜɿɬɧɢɯ ɞɚɧɢɯ ɬɚ ɚɧɚɥɿɬɢɱɧɨʀ ɿɧɮɨɪ-
ɦɚɰɿʀ, ɡɧɢɠɟɧɧɹ ɨɩɟɪɚɰɿɣɧɢɯ ɜɢɬɪɚɬ ɦɟɧɟɞɠɟɪɿɜ, ɤɨɧɬɪɨɥɶ ɡɚ 
ɪɨɛɨɬɨɸ ɦɟɧɟɞɠɟɪɿɜ, ɭɡɝɨɞɠɟɧɚ ɜɡɚєɦɨɞɿɹ ɦɿɠ ɫɩɿɜɪɨɛɿɬɧɢɤɚɦɢ 
ɿ ɩɿɞɪɨɡɞɿɥɚɦɢ, ɭɩɪɚɜɥɿɧɧɹ ɛɿɡɧɟɫ-ɩɪɨɰɟɫɚɦɢ – ɜɫɟ ɞɨɡɜɨɥɹє 
ɚɜɬɨɦɚɬɢɡɭɜɚɬɢ ɩɨɫɥɿɞɨɜɧɿ ɨɩɟɪɚɰɿʀ, ɹɤɿ ɜɢɤɨɧɭɸɬɶɫɹ ɫɩɿɜɪɨɛɿɬ-
ɧɢɤɚɦɢ ɩɿɞɩɪɢєɦɫɬɜɚ ɬɨɳɨ. 

ɋɩɢɫɨɤ ɜɢɤɨɪɢɫɬɚɧɢɯ ɞɠɟɪɟɥ 

1. Customer relationship management (CRM) Дȿɥɟɤɬɪɨɧɧɢɣ ɪɟɫɭɪɫЖ. 
URL: https://uk.wikipedia.org/wiki/%D0%A3%D0%BF%D1%80%D0 
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%B0%D0%B2%D0%BB%D1%96%D0%BD%D0%BD%D1%8F_%D
0%B2%D1%96%D0%B4%D0%BD%D0%BE%D1%81%D0%B8%D0
%BD%D0%B0%D0%BC%D0%B8_%D0%B7_%D0%BA%D0%BB%
D1%96%D1%94%D0%BD%D1%82%D0%B0%D0%BC%D0%B8. 

2. Шɚɪɚɩɚ Ɉ. Ɇ. ɍɩɪɚɜɥɿɧɧɹ ɜɿɞɧɨɫɢɧɚɦɢ ɡ ɤɥɿєɧɬɚɦɢ ɱɟɪɟɡ ɜɩɪɨ-
ɜɚɞɠɟɧɧɹ CRM-ɫɢɫɬɟɦ ɹɤ ɫɤɥɚɞɨɜɚ ɟɮɟɤɬɢɜɧɨɝɨ ɜɟɞɟɧɧɹ ɛɿɡɧɟɫɭ 
Дȿɥɟɤɬɪɨɧɧɢɣ ɪɟɫɭɪɫЖ. URL: http://base.dnsgb.com.ua/files/journal/ 
Aktualni-problemy-ekonomiky/Akt-prob-ekonomiky-2009-7/Akt-prob-
ekonomiky-2009-7_175-183. 

3. Вɩɪɨɜɚɞɠɟɧɧɹ CRM-ɫɢɫɬɟɦɢ: ɪɨɥɶ CRM-ɬɟɯɧɨɥɨɝɿɣ ɭ ɩɿɞɜɢɳɟɧɧɿ 
ɟɮɟɤɬɢɜɧɨɫɬɿ ɛɿɡɧɟɫɭ Дȿɥɟɤɬɪɨɧɧɢɣ ɪɟɫɭɪɫЖ. URL: https://tqm.com. 
ua/ua/likbez/crm-systemy/rol-vprovadzhennia-crm. 

4. Ʌɿɳɢɧɫɶɤɚ Ʌ. Ȼ. Ɉɫɧɨɜɧɿ ɚɫɩɟɤɬɢ ɚɜɬɨɦɚɬɢɡɚɰɿʀ ɪɨɛɨɬɢ ɡ ɤɥɿєɧɬɚɦɢ 
ɡɚɫɨɛɚɦɢ CRM-ɫɢɫɬɟɦ. URL: http://nbuv.gov.ua/UJRN/Vchnu_ekon_ 
2015_5%281%29__44. 
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ɉȿɊȿɄɅȺȾȺɐЬɄȱ ɈɋɈȻɅɂȼɈɋɌȱ ȼȱȾɌȼɈɊȿɇɇə 
ɍɄɊȺȲɇɋЬɄɈɘ ɆɈȼɈɘ ɋɍɑȺɋɇɂɏ ɌȿɄɋɌȱȼ 

ȺɆȿɊɂɄȺɇɋЬɄɈȲ ɊȿɄɅȺɆɂ 

ȿ. ȼ. Ⱦɚɪɨɜсьɤɢɣ, ɦаɝɿɫɬɪ ɫɩɟɰɿаɥьɧɨɫɬɿ 035 Ɏɿɥɨɥɨɝɿɹ 035.041 
Ƚɟɪɦаɧɫьɤɿ ɦɨɜи ɬа ɥɿɬɟɪаɬɭɪи (ɩɟɪɟɤɥаɞ ɜɤɥɸɱɧɨ), ɩɟɪɲа – 
аɧɝɥɿɣɫьɤа 
ȼ. ȼ. ɋɬеɰеɧɤɨ, ɤ. ɟ. ɧ., ɞɨɰɟɧɬ – ɧаɭɤɨɜиɣ ɤɟɪɿɜɧиɤ 

Ⱥɧɨɬɚɰɿɹ. ɍ ɫɬɚɬɬɿ ɜɢɫɜɿɬɥɟɧɨ ɪɟɡɭɥɶɬɚɬɢ ɞɨɫɥɿɞɠɟɧɧɹ ɫɩɨ-
ɫɨɛɿɜ ɩɟɪɟɤɥɚɞɭ ɫɭɱɚɫɧɢɯ ɪɟɤɥɚɦɧɢɯ ɬɟɤɫɬɿɜ ɡ ɚɧɝɥɿɣɫɶɤɨʀ ɦɨɜɢ 
ɧɚ ɭɤɪɚʀɧɫɶɤɭ. 

Ⱦɨɜɟɞɟɧɨ, ɳɨ ɪɟɤɥɚɦɚ ɜ ɭɫɶɨɦɭ ɫɜɿɬɿ ɧɚ ɫɭɱɚɫɧɨɦɭ ɟɬɚɩɿ 
ɫɬɚɥɚ ɨɫɨɛɥɢɜɢɦ ɫɤɥɚɞɧɢɤɨɦ ɫɜɿɬɨɝɥɹɞɭ ɫɭɫɩɿɥɶɫɬɜɚ. Ⱦɥɹ ɞɨɫɹɝ-
ɧɟɧɧɹ ɚɞɟɤɜɚɬɧɨɫɬɿ ɩɪɢ ɜɿɞɬɜɨɪɟɧɧɿ ɚɧɝɥɨɦɨɜɧɢɯ ɪɟɤɥɚɦɧɢɯ 
ɬɟɤɫɬɿɜ ɿɧɲɢɦɢ ɦɨɜɚɦɢ ɧɟɨɛɯɿɞɧɨ ɜɢɤɨɪɢɫɬɨɜɭɜɚɬɢ ɤɨɦɩɥɟɤɫɧɿ 
ɩɟɪɟɤɥɚɞɚɰɶɤɿ ɬɪɚɧɫɮɨɪɦɚɰɿʀ. Ƚɨɥɨɜɧɟ ɡɚɜɞɚɧɧɹ ɩɟɪɟɤɥɚɞɚɱɚ – 
ɜɿɞɲɭɤɚɬɢ ɩɪɚɜɢɥɶɧɿ ɤɨɦɛɿɧɚɰɿʀ ɬɪɚɧɫɮɨɪɦɚɰɿɣ ɞɥɹ ɩɪɚɜɢɥɶɧɨɝɨ 
ɜɿɞɨɛɪɚɠɟɧɧɹ ɧɚɜɤɨɥɢɲɧɶɨʀ ɞɿɣɫɧɨɫɬɿ. Ɉɫɨɛɥɢɜɨʀ ɭɜɚɝɢ ɡɚɫɥɭɝɨ-
ɜɭє ɦɚɧɿɩɭɥɹɬɢɜɧɢɣ ɜɩɥɢɜ ɪɟɤɥɚɦɧɨɝɨ ɩɨɜɿɞɨɦɥɟɧɧɹ, ɧɟɨɛɯɿɞ-
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