BBELEHUNE

ITa KHUTA /IJId TPeITpUHUMAaTe el U pPyKOBOIUTENEH, KOTOPBIE PETIH,
YTO UM €CTh YTO YJIyUIIaTh B UX KOMMEPUECKOH JlesiTesibHOCTH. [lJ1st TeX, KTo
MOKa He NCI0JIb30BaJ TAKYI0 aKTyaJIbHYIO0 BO3MOKHOCTD, KaK ITOBBIIIIEHIE
addexTrBHOCTH paboTh KOMITaHuu 3a cueT BHeApeHrss CRM-cuctembl.
A Taxxe mid tex, y koro CRM yske nmpumensieTcsi, HO He B TIOJTHYIO CHTY.
[e pykoBoaMTE M UCTIBITHIBAIOT cI0kHOCTH B pabote ¢ CRM, cucrema
He UCIIOJIb3YeTCs B JI0JKHOM Mepe, COTPYTHUKH COTTPOTUBJISIIOTCS U 110JIb3a
OT Hee HeOUEeBUJIHA.

51 abCoTIOTHO YBEPEH, YTO TIPABUIIbHBIM JIsI PYKOBOAUTEIST OY/IET TIEpes
TeM, KaK HauaTh BHEIPEHUE, CHAYaa caMOMy pa3obpaThest ¢ TeM, Kak
3alyckaTb Takylo cuctemy. [forpysutbes B BoIpoc, HOHATD, UTO U KaK He-
06X0/IMMO J1eJ1aTh, YTOOBI He HATOMATh APOB. M TOJBKO MOTOM 3aycKaTh
npoext. /laxe ecyu yske ecThb Kakoil-To onbIT B ipuMeHennn CRM, ata
KHUTA BCE PABHO OY/IET TT0JIE3HOI: TTOMOKET PACCTABUTD BCE 1O MECTaM,
HOHATD, I/Ie, YTO U 3a4eM UCIIOJIb3YeTC .

B smoxy moBceMecTHO «11ipOBU3AIIMU> COBPEMEHHBIN ON3HEC HE MO-
KeT 00X0UTHCsT 63 COOTBETCTBYIONINX CPEACTB, M MUKPO- WU MaJIbIiA
6usHeC — coBceM He nckodenne. Ha ero crapre wim yske pu HEKOTO-
POM PasBUTHH KaKIbIil PYKOBOANUTEb IOHUMaET: €3 aBTOMAaTH3aI[U1
He 060UTHCh.

[Tpemmocslkn MOryT ObITH pasHbiMu. CaMblii IPOCTON crocob cenaTh
Tak, 4ToObI OM3Hec paboTal Kak CUCTeMa, — UCIO0JIb30BaTh CPEACTBA
aBToMarusanuu. I Kak gabiine Mbl YBUANUM, J1Jist JIIOOO0M KOMMEPUYECKOI
OPraHU3aINY KIIOUEBBIM 9JIEMEHTOM aBTOMATH3AIIUK /I0JKHA cTaTh CRM-
crcTeMa, KOTOPOH U MOCBSIIeHa JanHast KHUATA.



BeepeHune

MOJIb3A OT KHUT'U

KHura paszgesneHa Ha yacti. B Ka/101 13 HIX pa3OUparoTcst BOIIPOCHI, KOTO-
Phlie BasKHBI JJIst OITAIHOI popaboTku rporiecca Baeapenrst CRM. Kaskast
YacTb COCTOUT U3 T71aB. OHU COMPOBOKIAIOTCST BOITPOCAMU JIJISI CAMOTIPOBEPKHU
1 JIOMAIITHAM 3a/IlaHreM. Borpocs! 71t caMOTIPOBEPKY A0T BO3MOKHOCTh
OIPEJIeJIATh, HACKOJIbKO OBLIO YCBOEHO TO, YTO ONUCAHO B rJiaBe. JJoManinue
3a/IaHMs HYKHBI JIJISI CAMOCTOSITETHHOTO BBITIOJTHEHUS 3HAUNTEIbHOI YacTH
PaboThI 110 OArOTOBKe TpeboBanuii K BHeApernio CRM, sakperuieHns Kiio-
YEBBIX MOMEHTOB, KOTOPbIe HEOOXOANMO 3HATh ¥ NOHUMATh. EC/IN BbI 4€CTHO
BBITIOJTHATE BCE JIOMAITHUE 3a/IaH, TO, YBEPEH, 3TO CYIIECTBEHHO MTOBBICUT
BEPOSITHOCTH YCIIEXa BaIIero IPOEKTa, COKPATUT KOJUYECTBO OIMUOOK, 1aCT
KJIIOY K TOMY, KaK#e BOIIPOCHI HYKHO 3a/1aTh MHTErPATOPY MJIU KaK caMo-
crogaTesibHO 3armyctuTh CRM B cBOell KoMITaHUN.

O BPEHOAX U MOCTABLUMKAX

HeB0o3MOXHO HANUCATh KHUTY, T/le He YIIOMUHAINCH Obl KOHKPETHBIE
KOMITaHWH, TOPTOBbIE MapKK 1 GpeH/Ibl. MOKHO TOIBITATHCS ITO CIEJIATD,
HO TOT/Ia MHOTHE Beln OyyT HEKOHKPETHBIMU. S1 1 Tak crapasicst IHcarh,
abCTparupysich OT eTasieil, Tak Kak OHU OBICTPO YCTapPEBAIOT U CTAHOBSITCSI
HeakTyaabHbIMU. C IpYTOif CTOPOHBI, MHE XOTEJIOCh OIUCHIBATH TPUHIIATIBI
U CJIOKHOCTHU, O KOTOPBIX HY’KHO 3HATh IIpeAlpruHUMaTessaM. Jaxke ecan
JIeTasIv U3MEHSITCSI, 3TU 3HAHU S TI03BOJISIT IIPUHUMATD ITPABUJIbHBIE PEIIeHMSI.

Ob ABTOPE

Bonpocamu aBromaTtusanuu st 3anumaioch 6ostee 20 Jiet, paboTas B KpyIi-
HbIX KoMIanuax. Haunnain B komnannu «JIAHWT», 3aTem Oblia Ericsson,
IIOTOM IIIECTh C MOJOBUHOM JieT pabotan B IBM, uerbipe roga B SAP.
[Tocaeanne HECKOJIBKO JIeT Mbl ¢ KOMaH/I0M 3aHUMaeMCs BHeJApeHueM
amoCRM u «butpukc24». { aBisgioch cepTuUmpoBaHHBIM CTIETTHATH-
ctoM «buTtpukc24», a Takxke cepTUOUITMPOBAHHBIM TPeHEPOM. BricTymaio
Ha Pa3HbIX MEPOIPUATHAIX, BEJI CEMUHAPBI Ha TAKUX IIOIIAKAX, Kak ['BY
«Maublit 6usHec MockBbI», B Ou3Hec-11koJe « busnec Mucaiits, « TexHo-
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06 aBTOpe

rpasie» Ha B/IHX. 3amucekBan onmaitn-kypebl Ha miatgopme Tetractys
u it kopriopannu « M CII». Huzke Bbl HalijieTe CChITKY HA MO aKKAyHTBI
B colMasbHbIX ceTax. Haima kommanusa gasisgercs cepTuduIinpoBaHHbIM
napTHepoM «butpukc24», 3010TbIM TAPTHEPOM, MBI /IeJITaeM MHOTO TTPO-
€KTOB C MCI0JIb30BaHueM cucteMbl «butpukc24». Bee, 4yTo pacckazano
B KHUTE, OCHOBAHO Ha JIMYHOM OIIbITE, MTpoeKkTax BHeApeHnss amoCRM
u «butpukc24» B poccHiicKUX KOMITAHWUSX, TPAKTUKE Be/leHNS TPDEHUHTOB
«Tkosma amoCRM» u «Illkoma “Butpurc24”s.

JKemaro BaM ycIiexoB B OCBOEHUW JaHHOW TEMBI. YBepeH, KHUTA TOMOKET
BHepuTh CRM B Balieit KoMImaHuM ¢ HAUMEHBITUMH YCUTUAMA U MaK-
CUMAaJIBHBIM TIOJIO;KUTETBHBIM a9 dekToM!

Aunexceu Yypun,
«CMDb Koncantunry,
https://www.smbconsulting.ru/

https://www.smbconsulting.ru/book/

https://vk.com/alekseychurin

https://ok.ru/profile/594965627392

https://www.youtube.com/@smbconsultingru




YACTb 1
BbIEOP CRM W MJIAH 3AMYCKA

B cBoell nmpakTuke s HepeKO BCTpevyaloch ¢ CUTyallnel, Korjaa npeamnpu-
HUMAaTEJIM CYUTAIOT, uTO UM He Tpebyercss CRM-crctema. MueHMst 00bIYHO
Takue: «MbI 6e3 Hee 0OXOININCH U JaJble obolimeMcsay, «B nammem 6mus-
Hece 9To He paboTaer», «Ham goctaTouno yueTHoii cucrembl. Mpi B “1C”
BCe BeieM», «¥Y Hac MaJio KIUeHToB, moatomy CRM Ham HU K yemy».
3HaKOMbIe OTTOBOPKHN ? KaK /bl 3 TeX, KTO TaK TOBOPHUT, TO-CBOEMY TIPaB.
Ho TosibKO ec/iu OH He CTaBUT CBOEI 11eJIbI0 POCT TIPOIaK U MOBBINIEHNE
KavyecTBa 0OCIYKUBAHWS KITUEHTOB.

Hy:xuo emoTpeTs Ha BHegpenrie CRM ¢ Touku 3peHuns Toro, Kak 3T0 MOKET
yJIydImuTh paboty Bamieit komnanuu. [Iporpecc Tpebdyercst Beerna. 3aiaBast
BOITPOC «UTO MOJKHO YJIYUIITUTH B MOEM OU3HECe?», TPEATTPUHNMATED BO-
JIeH ToiiTu MHOTUMU Ty TsiMi. OH MOJKET HOIPoOOBATh YIIydIleHUs B pa3-
HBIX 00J1aCTsIX. ITO MOKET OBITH MAPKETUHT, €CJIM HE XBATAET BXO/SIINX
obpartieHnii. ITo MOKeT ObITh yITpaBJIEHEe TIEPCOHATIOM, ECITU COTPYIHUKN
YaCcTO YXO/IAT, HAHUMAIOTCS JTIO/IU He TOM KBaTM(DUKAIMK U CTUJISE PaOOTBL.
I10 MOTyT OBITH (DUHAHCHI, IOTUCTUKA U TIPOYNE 0OJIACTH.

Ecau tpebyercs yayummrh npogasku u ver CRM, ato muMeHHO TO, Ha
4TO CTOUT 0OpaTUTHh BHUMaHWe. JIT000! OTBITHBIN MTPOAABEI] CaM CKa-
JKET: JIJIst TOTO 4TOObI OH MOT YCITEIHO BBITTOJHATH CBOIO paboTy, eMy
Heob6xoauma CRM-cucrema. MHOTHE yKe MPOCTO HE MOHUMAIOT, KakK
MOKHO paboTaTh 6e3 Hee. UTOOBI PYKOBOAUTEH OT/ENA MPOIAK MOT
aHAIN3NPOBATh 9 (PEKTUBHOCTD U PE3yITATUBHOCTH PAOOTHI CBOEH
KOMAaH/[bl, €My HY’KHA CHCTEMa OTYETHOCTH. A JJaHHBIE JTOJKHbBI ObITH
nosyderbl u3 CRM. TToaTomy ecmv ipeanpuHIMarTeieM BbiOpaHa TaKast
06J1acTb ISt yIIydIeHus, Kak mpojasxku, Bueapenne CRM — ato nepsoe,
41O TpeOyeTCs ClieaTh.
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[maBa 1. 3auem HyxHa CRM-cucrtema

Takum obpasoM, TeM, KTO He BHeAPsT B cBoeil kommanun CRM, crout
pasobpaThbes cHavyajia B 6a3oBbIX Bonpocax. M B 9Toil mepBoil yactu
KHUTH MBI 00CYK/1aéM UMEHHO TO, 9YTO HEOOXOMMO 3HATh U TIOHUMATh
MpeIPUHUMATEIIO U PYKOBOUTEIIO Tiepes 3aimyckom rmpoekta CRM.
B riaBe 1 «3auem nyskna CRM-cucrema» pazbepem, 4To coO0i mpes-
crasiser CRM-cucrema, KakoBo ee MecTO B JaHmadTe CUCTEM aBTO-
MaTHU3AINH, B UeM TeJTU BHEPEHUS U KTO 1 KaKYIO TTOJIy4aeT BBITOLY OT
TOTO, 4TO KOMITaHus uctosibzyer CRM.

Bo rimase 2 «Kak Beiopats CRM» mioroBopuM o Tom, Kak Beiopath CRM,
Kakue TpebGoBaHUs K HUM HpeabsBisiorcs. OO6CyaruM UCTOYHUKY UH-
dhopMaIu 1 KpUTEPHH, KOTOPbIE IIOMOTYT OPUEHTHPOBATHCST B BBIOOPE
cucreMmbl. PacemorpuM nozpobHee aBe momy.siprbie cucteMmbl — amoCRM
n «butpukc24».

B riaBe 3 «Kak sammyctuts CRM» paszbepem Bce, 4TO He0OOXOANMO 3HATD,
4TOOBI TIPABUIILHO 3aIIYCTUTD TIPOEKT. J[JIs1 STOTO MEPEeUrCINM KII0UeBbIe
curyanuu, Korga CRM-IIpoekT MOKHO CUMTATh IPOBAIbHBIM, U BbISICHIM,
4TO SIBJIAETCSI TOMY NPUUYKHOIL. [ToroBoprM 0 TOM, Kak HYKHO 3aIlyCKaTh
CUCTEMY, Ha YTO 06paTI/ITI) BHUMaHHE€ U N3 YE€TI0 CKJIA/[bIBAIOTCA CPOKU
1 CTOUMOCTb IIPOEKTA.

nasa 1
3A4YEM HY)KHA CRM-CUACTEMA

Ll,e.ﬂb aBTOMaTuU3auuun

[Tepen Tem xak roBoputh 0 CRM, naBaiite mojgymaem: a B 4eM Ke 11eJTb
aBToMaTH3anuu 6msHeca? B Kaxp0il KOMIIAHUK AUPEKTOPY WK BJia-
JIENTBIY MOKHO 3a/1aTh BOMPOC: YTO HAJO CEIaTh, YTOOBI Ball OU3HEC
BBIPOC — B JIBa, NATh WU JlecaTh pa3d? OTBETUTHh BCeT/[a HETPOCTO.
Ho otBer Tak win uHavye OyaeT KPYTUTHCS BOKPYT TOTO, 4ero GusHecy
He xBaTaeT. Kak mpaBuio, peub UeT 0 KaKNX-TO pecypcax, permeHnn
Kakux-an6o mpobieM. B cuiry Toro, 4To Mbl 3aHUMaeMCsl BHEJPEHUEM
CRM, g umero BO3MOKHOCTb HabOJII01aTh 3a pasHbiMu OusHecamu. 1 us
OTTBITA MOTY CKa3aTh, UTO €CJTU COCPEIOTOUNTHCI HA CYyTH, TO MTepeYeHb
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Yactb 1. Boibop CRM 1 nnaH 3anycka

npobjieM y BcexX MPUMEPHO OAMH U TOT jKe. BOJIbIIMHCTBY KOMITAaHUI
MaJsioro OMsHeca He XBaTaeT JIMIOB, PeKJaMHble KaHaJIbl He OKYIAIOTCs
v HeT MH(MOPMAITUHY 10 UX OT/lave, MaJeHbKUI CPeIHNI YeK Y C/IeJIOK,
HeGOoTbIast KOHBEPCHs Ha KaKMX-TO 9TallaX BOPOHKHU MPOJAaXK, TJIaH
110 HUM HE BBITIOJHSIETCS, KIMEHThI 33JIEPKUBAIOT IJIATEKHU, HA CKJIajle
MHOTO «3aJjieskajioro» topapa. Ot OusHeca K OM3HeCY CIUCOK MPoOIeM
nosropsiercs. IIpakTuuecku 1o6ast CJI0KHOCTb, KOTOPYIO MOKET Ha3BaTh
PYKOBOJIMTEJIb, HAW/IETCSI B 3TOM IIepeYHe.

3auem BHeIPATH mporpammbi? JIrobast crucTeMa aBTOMaTH3aIK HATPaB-
JIeHa Ha TO, 9TOOBI penraTh CyIeCTBYIOIe TPoOIeMbl. XOTs, YTOOBI
He yIOTPeOJIsiTh CJI0BO «IIPoOIeMay, YacTO UCTIONB3YIOT APyTHe, HoJiee
«yMHBIE» CJIOBa — HATIPUMEP, «00JIacThb JJIs1 yaydiienusi». Ecau y mpej-
IPUHUMATEJIST €CTh TOHUMAHIe, B YeM COCTOUT UMEHHO ero «00J1acThby,
TO SICHO, Ha YeM HEOOXOIMMO COCPEIOTOUNTH cBOU cuiibl. Kak Hi GaHaIbHO
9TO 3BYYHUT, HO JIJIsl TOTO, YTOOBI TIOMYUUTDH HOJOKUTENbHDIH ahdeKT oT
BHEJIPEHUS TOW MJIN MHOW TPOTPAMMHOIN CUCTEMBI, Ha/I0 OCO3HATH, B YeM
coctout 11enb. [Ipennpuanmarenu, HaYnHAS UCIOTH30BATh U(MPOBHIE
MHCTPYMEHTBI, IaJIeKO He BCer/la 9TO IIOHUMAIOT U IJI0XO0 IIPEICTABIIAIOT,
KaKOii Pe3yJIbTaT M0JKeH OBITh Oy Y€eH.

Pacckay HeOOJIBIITYI0 HCTOPUIO O TOM, KaK MbI COBMECTHO C BJIA/IEJIBIIEM
3aBOJIa 10 TIPOU3BO/ICTBY MOJIOYHOM TIPOYKIIMH TIBITAJINCH «HATILYTIaTh»
1iesib BHepennsg CRM B ux koMmanuu.

Hcropus npo Mosioko3aBo (JieTau n3MeHeHbI JIJIs1 COXpaHeH st KOH(pH-
JIEHITUATBHOCTU KITUEHTA).
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