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MeTtonosorusi ucciaeaopanus. [Ipy nmoMomu AMaIeKTUYECKOTO METONA U
METO/la Hay4yHOr'o abCTparupoOBaHUsI UCCICIOBAHBl KOHIEHTYaIbHbBIE OCHOBBI
BHyTpeHHero MapkeTiHra i CRM-cuctemsl. Mcnons3oBaHre CHCTEMHOTO TIOJI-
X0J1a IO3BOJIMIIO CCIEN0BaTh BO3MOXKHOCTH NpuMeHeHuss CRM-TexHoaoruii B
KOHIICTIIINY BHYTPEHHETO MapKETHHTA MPEIIPUITHI CPEPBI YCIYT.

Pesyabrarpi: OmnpeneneHa CYyIIHOCTb M OCBEIIEHbI OCHOBHBIE aclEKThI
(opmupoBanmsi CRM-cucTeMBbl, BRIICHEHEI IPEUMYIIECTBA €€ HCIIOIh30BAHMS
OPEATIPUATHSIME Cephl yeryT. [IpemiokeHsl NepCIeKTUBHBIC HAIPaBIICHHS
BHepeHus: CRM-TexHomornii B KOHIEMIIMIO BHYTPEHHET0 MapKeTHHTa TPe/-
IPUSATUN U OIIPENEIIEHbI IPUOPUTETHl UX JalbHEHUIIET0o pa3BUTHS.

HoBu3Ha. OcyiiecTBieH KpUTHISCKUN aHAIIN3 TEOPETHIECCKUX HApabOTOK
1o po6seme KomIiekcHoro BHeApeHnss CRM-TeXHOIOTHi 1 HHCTPYMEHTAPHSI
BHYTPEHHET0 MapKeTHHIAa B ONEPALMOHHYIO AEATEJBHOCTh OTEYECTBEHHBIX
npeanpustuil cepsl yeiayr. O60CHOBaHBI IPEUMYIIECTBA UX IPUMEHEHUS Ha
pasHbIX 3TaNax Mpoliecca MAPKETUHIOBOTO IJIAHUPOBAHUS B CUCTEME BHYTPEH-
HEro MapKeTHHTa U YIPaBJICHUS PA3BUTUEM MPEATIPUSITHS.

IIpakTuyeckasi 3HauMMocTb. Ha OCHOBE MPOBEJAEHHOIO HCCIEAO0BAaHUS
JI0Ka3aHo, 4To Hcrnonb3oBanue CRM-TexHONMOrnil gaer BO3MOXKHOCTb Ipen-
MPUSATHIO UHTETPUPOBATH U MaKCUMAIBEHO 3()()EKTHBHO MCIONB30BaTh BCE UC-
TOYHUKHA WH()OPMALUU O CYIIECTBYIOUINX W TOTEHIMATIBHBIX KINEHTAX, BBI-
CTpOUTH 3P PEKTHBHOE B3aUMOICHCTBHE MEX Ty IPEAIPUITHEM U IEPCOHATIOM,
nepcoHasioM u kiaueHtamu. McnonszoBanne CRM B koHIENIIMN BHYTPEHHETO
MapKeTHHIa HA IPAKTHKE MO3BOIAET YCOBEPIICHCTBOBATH ON3HEC-TIPOIIECCHI U
OCYIIECTBUTH KayeCTBEHHBINA M KOJTUYECTBEHHBIN aHAJIN3 UX PE3YIIbTATOB.



