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UStLUNUNRME3BUL CLAKULAR ALNRGUGHIE

Uwnbuwfununipyjwt  pbdwh  wpnhwwungeyniup: Wuopdw  pwpn nt
dpgwlgwiht wwypdwtubpnd  hwéwfunpnuybunpnt nuwgdwdwpnieniuttph
dowynuwitu nt hpwuwtwgndt wnwolwhbpe fuunhp £ wnbinpwiht pwulbph hwdwn:
dwldwuwlwyhg  dpgwlygwht  wwpdwutbpnud  hwéwfunpnubph  wyjwiubpp
dwupwdwul nwnwiuwuhpbine wuhpwdbounnie)niuu wnwyt) Yuplnpnigintt £ unwgt
ny dhwyu Ywpbwdwdybn, wy twlk Gplupwdwdybn wwuwynpdwu hwdwp: Lnp
wbluuninghwutph b pywjht hwppwlyubph Yhpwnnwp eny; b wwhu pwuybpphu
(wjtwdwyw) nyjwiutn hwjwpwgnb) hpbug hwéwlunpnubph dwuhu. wju dhunnwdp
pwuytipht  umhwynw L npnbgpl]  hwéwfunpnuGph  hbn  hwpwpbpnegynitubph
Ywnwywpdwu (Customer Relationship Management, CRM) nwqdwdwpnigniy’
hhdugwd nyjwiubph dbppndnejwi b hwéwhunpnubiph ubpgpwydwiu hwdwwwpthwy
hwdwywpgbiph Jpw: <wbwlunpnubph htn  hwpwpbpnygynitubph Junwywpnudp
nuwqgdwjwpwlwu gnpdpupwg k, npp peny| £ nwihu punpbp wio hwéwiunpnubphu,
npnug pulbpnieniup Ywpnn £ wnwybwgnytuu pwhwybn Yepwn uywuwnyb, b
Guwynpblip puybpnpwu W wn  hwdwlunpnubph  dholt  thntuwgnbgnieniuutipp:
dbpouwlywu twwwnwlu £ owwhdwjwgul] hwéwiunpnubph tbplw L wwwgw
wpdbipu pulbpnypywt hwdwp':

CRM-p, npwbu dbd hwdwlwpg, pungpynd £ Gpbp hhduwlwu wwpwinbuwlubp,
npnup, Jwjuqwd pulbpnigyniuutiph gnpénubnyejuu wbuwlhg Yud tywwnwlubphg,
Ywpnn Gu mublw] wpwlwhbppnuygniitbp’ nwqdwwpwlwu, gnpdwnuwlwu L
yGpnidwljwu: Nwgiwywpwlwu CRM-p hwéwfunpnwlbuwnpnu phqubu
nwgdwdwnpnieiniu £, npp bywwwly nih 2whnypwpbp hwéwlunpnubphu ubipgpuwyb
L wwhwwub);  Snpdwnuwywu  CRM-h  npwnpnyeuu  YEunpnund  Gu
gnpdpupwgubipp, npwug  wywndwwnwgnwiubpp bW wp wdbup  Ywpgwynpnn
hwdwlwpgbiph  ubpnpnudp: dbpnwdwluu CRM-h - tywwnwlyp  hwbwlunpnutiph
wjjwijubpp  hwjwpwagpbp, nwnduwuppbp,  dowlbp U hwdwwywunwufuwu
unnpuwpwdwunwiubph hwdwp gnpduwywunw Yhpwnbh nupsubiu B

Upfuwwnwupnul  ppwlwuwgpwd  hbGwmwgnunnuyggniuubpp  depwpbpnd Gu <<
wnbwpwiht pwuYbiphu: Pwulwiht hwdwlwpgp << nunbunygywt Yupunpugnyu
pwnluwgnighs dwubiphg dGYu &, nwwh, jnipupwugnp wnwfuwnwgnd nwh hp

! Kumar V., Reintartz W. Customer Relationship Management Concept, Strategy, and Tools Third
Edition. 2018, Berlin, p. 5
2 Buttle F., Maklan S. Customer relationship management: Concepts and technologies, fourth
edition, 2019, New York, p. 6
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Fwlwu tpwiwlynyniup wdpnng tynhwdwlwpgh hwdwp: <wnuwbowluu E wiu
thwuwnp, np CRM-p npwbu Yuwnwdwpdwtu b dwppbphugh Gnin, hwulwu
gpwywunipiwtu  dbe  gpbpk nwnuuwuppdws sk, dphlunyu dwdwuwy,
wpunwuwhdwljwl  gpwlwiunpywt  dby  hpwlwuwgpwd  hGnwgnunnyniuubpp
Unyuwbiu gwn sbu: Pwulwihtu hwdwlwpgh hwdwp CRM—p wnwowpynud £ pwugnid
huwpwynpnigyniuubp, npnughg  jnipwpwtgniph - ubpppnudp . wwhu £ pwybpphu
dpgwlgwiht  wnwybpnyegniutbp,  npnup hwnuwbu  wpnh ondquyuljwu
wwjdwuubpnd fuhun Ywplunp Gu: hpulwiuwgpws hbnwgnnnieniuubipp gnyg G
wmwihu, np hwjwywu pwuytpnud CRM hwdwlwnpgbph U nwqdwdwpniygniuubph
ubpnpdwu  Jwlwpnwlyp  nbnbu uwhdwuwdwy  E, L hwdwfunpnubph
hwjwwwpdnygywu U gnhniuwynyeuu  pwpdpwgnwip  wwhwuonwd £ CRM
qnpdpupwgutiph funppwiht qupguignud:

Lhunmwgnuinipyut tywunwlp b juunhpubpp: <Gmwgnunigjwu  hhduwlwu
Uwyuinwlyp Lwjwuwnwuh Cwupwwbwunniypiwu wnlinpwjhu pwulytipnul
hwéwlunpnutiph  htwn  hwpwpbpnyeyniutbph - Junwywpdwt - wpryniiwybnngjwu
pwnpdpwgdwl ninhubph pwgwhwynnuu k:

LoJws twwwwlhht hwutbine hwdwp  wnbbwfununygniund - wnwewnpyty U
(ndyt) B hbnlywy fuunhputpp.

e nuwnuwuwuppl] hwéwlunpnubph  htin  hwpwpbpnyenutph  Yuwnwywndwu
wunbuwdbpnqupwuwlwu U hwbgulwpgqwiht  hhdpbpp  pwulwjhu
hwdwwpgnud,

¢ hbunwgnunbt| hwbwlunpnubph  hGun  hwpwpbpnigyniuubph - Yunwywpdwt
wpryntbwybwnnipjwu quwhwwndwu gnigwlhoubiph Enyeyniut nt
wnwuduwhwunlniejniuubipp,

e Jbpndt hwbwpunpnubph ubgutunwynpdwtu dubpp b hwdwhudpbing wnlw
dnnbignudubipp’ ubplujwgub) ubigdbuunwynpdw Yunngwdpwihu bnwuwl,

e nuwnwuwuppb U hwdbdwwnyeuu Gnwuwyny Yepindt) gnpduwlwund wnyw
CRM hwdwlwngbpp W npwug Unpwpwpnipniutbipp,

¢ quwhwunb] << pwulwiht hwdwlwpgnud CRM  gnpdpupwgubiph  Yuwuwh
ubpinniEniut Nt midquniggniup hwéwfunpnubph  hwdwwnwpdnpwu U
gnhniuwyniejwu ypuw,

e nuwnuwuwupplp << pwulbpnd ubpnpwd CRM  nwqdwdwpnigyniutbph b
hwdwlwpgbph wpryniuwybwniggniup W ninnnyggniiubnp,

¢ pugwhuwjint) CRM nwqdwywpnipiniuubnh ninnnigniuttiph W gnpdpupwgubnh
wpryniuptbph  puwinwitbph pwgbpp  hwéwlunpnutiph L pwulybph
w2tuwnwyhgubph wnbuwuyyniuhg,



o dowlt << pwulbpnd CRM gnpdpupwgutiph ubpnpdwtu  hwdwwwpthwly

nwqdwdwpnipnitt b pwgwhwjinb| juwwnpbugnpddwu ninhubpp,

o Uowlyb) << pwulwjhu hwdwlwpgh CRM wpryniuwybunnygjw quwhwwndwu

hwoyupydwl pwuwale:

Lhunmwgnuinieyut opjkljnp b wnwplwi: <Gnmwgnuiniywu nntwuhpnipjwut
opjiiuint t << wnbwnpwihu pwulybph hwéwfunpnubph hbn  hwpwpbpnigniiubph
Junwywpdwu hwdwlwpgp: Nwnudtwuppnipiwt wnwplwu B << wnlunpwihu
pwuytipnud hwéwfunpnubph htiwn hwpwpbipnieniuubph Ywnwywpdwu
ninnipniuttipp U nwgdwywnnieniuutipp:

Chnmwgnunipyu  dEenpulwl, wbuwlwt b wbnbuwnuljwu  hhdpbkpp:
Lhwnmwgnunipjwt hwdwp  wbuwlwu  hhdp U hwinhuwgl]  wnwowwnwp
dwulwghwnwlywu wpunwuwhdwijwu hbwwgnuniejniuubipp, ghunwlwu
hnnuwdubpp, wbnbywgpbpp, huy  nbnByunduywu hhdp' << opbUunpwlywu
wywbpp, 4P Ywpquynpnwiubpu ni hwoyGuynygnitutipp, pwulybph  wwpbljwu
bhuwtuwlhwu b punhwunyp  hwoybindnignivutipp: <wdwfunpnubph  hbw
hwpwpbpnyeniwubph Junwlwpdwt  JGpwpbpjup - wmbuwlwu b gnpduwlwu
nwnuwuhpnipiniutbp hwjjuwyuu gpulwunyeuu dby gpbipl pugwwinud U, wn
huy wwwnwnny hhdp ytngyh E dbdwdwuwdp dhowggqujhu
nwunwiuwuhpngnluubpn:

Lnmwgnnngniund - Yppwndlp Bu ghnwlwu  dwuwsnnnipwu  dh pwpp
dapnnubn, win pynd’ hwdbdwwnwlwu Jbpindnyeiwu, Jepwguplydw, hunnyghwih
L ntnnwyghwih, gpudhywywt dEjuwpwudwt, pwuwlulwu b npulwlwy wyjwiutnp
hwlwgpbnt hwdwp hwpgwgpnygubph b hwpgnuubiph, nbgpbuhnt, Ynnkigughnt,
SERVQUAL, pwgbph yGppnidniypjut (gap analysis), ybpnidswlwt  hhGpwpfuhwih
{Analytic Hierarchy Process — AHP) dtipnnubipp:

Uwnbuwfununipjwu ghnwlwu unpnypp: UnbUwlununigjwiu opowtwlutipnud
hpwywuwgyws  wbuwywu U tdwhphly  nwnwuwuhpnyeniuubph - wpryniwpnd
duwybpwyyty Gu  dh owpp ghwwlwu  Unpnypubp, npnup  hwdwppnd  Gu
hwéwtunpnubph htivn hwpwpbpnienwutph unwdwpdwu (CRM) Jbpwpbinw wnyw
nbuwlwu b gnpduwlwu ghinbhpubpp' wbnuwjuwgdws << wnlunpwiht pwuljwht
hwdwlwpgh  hwdwwnbpunnui:  Unwgywd  wpryniupbiphg  ghnwlwu - unpnyp
hwunhuwgnn hhduwywu npnypubipu &'

e Yhpwntind UYnnbywghnu L pwqdwuwwwnhl nbgpbuphnt  Jbpnwnyeyut

dnnbiubp'  Bdwphphy Yepwynd  hwunwndbp b hw@wlunpnubph  hbn
hwpwpbpnuyejniuutph - wnwjwpdwtu  gnpdpupwgutiph U hwdwfunpnubnh



hwjwwnwpdnygjwu ne gnhnitwnigywt dholt wnljw Yuwwh htunbuuhynipnip
U thnfuwgnbignigjwu nidquniginiup:

e SERVQUAL dbpnnwpwuniygjwu b pwgbph (Gap Analysis) Jbpnidnieywt
Yphpwndwdp  pwgwhwpnybp  Gu  bwlwu  hwdwlwpgwiht  obinnwiubp
hwéwpunpnutiph b pwulwjht  wojuwwmwlyhgubph  Ynndhg  CRM
nwqdwdwpnipjuiu  wpryniiwybunnigywt puupdwu dhol, Ylyuwytiing CRM
pwnwnphsubph uuwdwdp uywunwubph ne hwunwgh thnpéh dholt wnfu
hwdwlonwdnywt  fuwfuwnuwip, npp wwhwuond £ bywwnwlwiht
nuwgdwjwpwlwu JGpwuwind  hwdwfunpnwlybuwnpnunipjuu  pupdpwgdwu
hwdwnp:

o Uowlyty E hwbwiunpnubph hbwn  hwpwpbpnygniuubph Yunwduwpdwu
gnpdpupwgubph  ubpnpdwt hwdwwwpthwl  nwqdwdwpnigntu,  npp
ubpwnnd £ hunwl  Yuengdwdpwynpdwd  hhug  hwonpnwlwi  thny'
hwdwwywunwufuwubgwd <L wnbwnpuwiht pwulbph  huunhnnghnuwg L
wbfuuninghwlwt wnwuduwhwwnynigniuubphu:

o Unwowplyt) £ CRM nwguwywpnipjuu wpryniuwybnnyut  quwhwwndwu
pwqdwswth  pwuwadl, nph pwnwnphsubph - Yohnubipp  npngdbp  BU
wunhdwuwlwpguwihu  Jbpndnyguit deennh (AHP)  Yhpwndwdp'
ogwnwgnndtiiny Ujth Pwulyh wdjuiutpp: Unnbip huwpwynpnieniu £ wwihu
pwqdwynniwupnpbt swihb| nwqiwywpnipjuwt wpnniwybunnggniup huswbu
hwéwlunpnutiph  gnhniiwynyeyw,  wjiuwybu k| pwlluwiht  ubpphu
gnpdwnuwywu gnigwuhubph wnnuwiny:

Uwnbuwfununipyuis gnpSuwluw  vywtwlnipyniup: Uwnbuwlununizjwt
wprynwupubiph gnpSuwwu upwuwynieniup Yuwjwunw b upwunwd, np hpwwuwgywd
nwunwiuwuhpnigniuuph  wprynipubpp, ubpluwjwgyws ghwnwlwu W gnpduwlwu
wnwewpynuejniuutipp Yupnn Bu ogunwgnpdyltp << pwuybpnwd, huswbu  uwl
hwpwyhg ninpunubpnd CRM nwgdwywpnipjut dowydwu Yud thnthnfudwt hwdwp:
Ywplnpwgnyt Upwbwlynyentt niuh bwb wju hwuqudwlpp, np wju ninnnENLUp
hwuwlwu  gpuwlwunipywt  dbe  gpbiph  nwnWuwuhpywsé sk, hbnlwpwn,
wwnblwlununigyniup - hhdp £ hwunhuwtnd  pwgnd  nipnnipniubbpnid
w2tuwnwupubtin  hpwlwtwgubnt hwdwp: Wu Ywpnn £ oguwgnpdyb) pwulybiph
Ynnuhg hwéwfunpnubph  ubiqdbunwynpdwu, CRM  wpryniwwybunnipjwu
guwhwwndwtu, CRM hwdwlwpgbin puwnpbint, hwbwfunpnutiph hwjwwnwpdnyewu b
gnhniwwynyejwu jwdwnldwu ninnniggniuubpnud:

UWinbuwlununygjut wpryntupubipp npwbu  nwinignnuyuwu b wbuwdbpnnuywu
ujnip wpnn GBu  Uwlb  ogquwgnpdyb]  pwpdpwgnyl  nwniWuwlwu
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hwuwmwinnipnitbpnd hwwlunpnubph htin hwpwpbpnyeiniiutph unwywpdwu
ytpwpbnw nwuwfununigniutbph hwdwp, dhwdwdwuwly Yupnn Gu wpdbpwynp
(hub pHdwny hEwnwppppynn dwutwgbnubph b w)) wudwug hwdwn:

Uwnbuwfununipyjwu  wpynmiupubph  thnpéwpynudp b hpwwywpwlnuiubkpp:
UWinbuwlununygjuu hhdbwlwu wpryniupubpp puuwpyybp 5u <NMS< Ywnwywpdwu
dwlyniuntitnp Ywnwwpdwu  wdphnunwd: Uwnbuwununiygjwu hhduwywu
wprynwupubipp b npnyputipp ubpyujwgyt) Gu 7 ghnwlwu hnnwdubpnud:

Uwnbuwfununipyjwa  Junmgjwépp:  Unblwfununiginiup punyugwd |
ubpwonyeniuhg, bpbp  gnijuubphg,  Bgpulwgniyeniuubphg,  oguugnpdywd
gpwlwunipwl gwulhg b hwybwdubphg: WinGuwfununiyeiniup owpunpdus k152
Loh Jpw' wnwug hwybwdubph:

ustLuluNUNhrE3UL <UUUMNS PNYULAUUNRG3NRLLE

Uinbuwlununipjut  «LEpwénygynit»  pwdund  hpduwynpylp £ phidwip
wpnhwywunygyniup, ubplujwgybp Gu  hGwnwgnnnigwt  hhduwlwu  wwwnwyp,
nwnwuwuppnigjwu  opjiywp b wnwplwt, wpfuwnwuph wbuwdbennuywu L
wbntywwywlwu  hhdpbpp,  ghwnwlwu  unpnyep L unwgywd  hhduwlwu
wpryntupubpp,  wwnbbwfununipjwt wpnyniiputph - ghnwlwu W gnpduwljwu
Yhpwnwlwu tpwuwlnigntup, htswbu twl wotuwwnmwuph Yunnigwdpu nt dwlwin:

UwnbUwfununipguu  wnwoht' «Lwlwlunppubiph hbwn  hwpwpbpnipymiuubph
Juwnwjwpiwt dEpnpuwpwuwlwu b hwbguwlwupquihtu  hhdpbpp»  gjfunwd
ubipywjwgyltp bBu  hwbwfunpnutiph  htn  hwpwpbpnyginiuubph Yunwywpdwu
Enupyniup, wnwuduwhwwnyniegniubipp, tpwuwynieniup pwulwihtu hwdwlwpgnud,
hwéwlunpnubph  ubgibunwynpdwu  hphduwywu  ninnnuyeggniiuipp CRM-h
2nowtwlubipnud, CRM-h wpryniwwybininiyniup guwhwwnnn gnigwuhpubpp, onujwjnid
wnw dh pwpp hwdwlwpgbp nu gnpdhpbp U npwug  hwdbdwnwlwu
ytipinwdnipyniup:

CRMp punpqwd hwéwfunpnubpphu ubpgpwybnt, wwhwwubine b JGpohtubphu
htwn  hwdwgnpdwygbint hwidwwwphwy nwgdwldwpnginiu nu gnpdpupwg £ W
Yuwgdwlbpynpywy, W hwdwpunpnh hwdwp  jwywgnyt  wpryniupp  unwbwint
hwdwp® Nwnwuwuppnigyniuubpp gnyg Bu wdb), np pwulybpu wnwehuubiphg Gu
tnt), np hpbug gnpdnmiubnwu  hhdpnwd ubpnpl; Gu CRM  nwqdwywpnigiwu

3 Parvatiyar A., Sheth J. N. Customer Relationship Management: Emerging Practice, Process, and
Discipline. Journal of Economic and Social Research, 3(2), 2001, p. 5.
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. (cross-selling, upselling),
. 360°- ,

CRM
(customer lifetime value),
(customer  equity), (Return on
customer), (Customer referral value),
(Net promoter  score):

CRM

4 AN M. A, Faroogi R., Akhtar M. A., Alam W., Haque S., Khan M. A. Impact And Significance of
CRM in Rural Banking - A Comprehensive Study. Agricultural Mechanization in Asia, 54(2), 2023, p.
12037
b Harutyunyan G. Methods of effective customer segmentation in the banking system. PervioH n mup,
5 (54), 2024, p. 178, DOI: 10.58587/18292437-2024.5-174
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CRM ,
1. CRM 6
CRM
Microsoft
16 3 Zoho CRM 6 6 ™24 SAP CRM
Dynamics 365
Cloud-Based
on-Premise
( )
/
|
(GDPR, HIPAAU ] )
Microsoft
Ecosystem
v
«
»
1
1
CRM- CRM

° Harutyunyan G., Technological innovations and systems in the field of customer relationship
management (CRM). “Region and the World” scientific-analytical journal, volume XVI, No 2 (57),
2025, p. 233, DOI: 10.58587/18292437-2025.2-225
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hwéwfunpnutiph L punpywsd tpbip pwtlytiph wouwwmwyhgubph htin hpwywuwgpwsd
unghninghwljwu hwpgnuiutiphg unwgywsd nyjuubiph hhdwu Ypw:

Uhtus  dhowqggquwiht  hbGmwgnunyggnitubpnud wjunpbt punniognud Bu
wpryntwybinn CRM-ph U hwdwlunpnubph gnhniwwnyguiu nt hwywwnwpdnigjwu
dpolt wdnip Juwp, wiu Yuwp sh hwunmwnyb) hwjjulyuwt wnunpwihu pwtlybph
hwdwwinbipunnud: <wodh wnubiny <wjwunwuh pwuluwiht onljwih wnwudtwhwnny
punipwagnbipp, Ubpwnw] hwéwlunpnubph Juwppwqdh, dowlnypwihu gnpdntubph,
wbfuuninghwlwu hwuntunipwu L CRM ubpnpdwu duwlywpnwyh
wmwppbipnieniuubpn, wyu' hwdwytuwnphw)hu Swuwgnud niubignn
thnfuhwpwpbpniggniuubpp sk Yupnn wywnndwn Yepwny dodwphn hwdwnybj:

CRM-h U hwbwfunpnutiph  pwjwpwpywdéniygjwu nt hwjwwmwpdnypjwu  dholt
Juuwp, puswbu twb << pwulbph  ppwlwiwgpwd CRM  nwgdwdwpnipiw
pwnwnphsubph - wpryniwybnnenip pwgwhwnbine hwdwp  ppwlhwtwgdbp
wngwug hwpgnud pwulybph B2C hwéwfunpnubiph hbwun: <wpgdwt dwutwyhgubph
rhyp 397-u k, huly pwulbph hwéwfunpnubiph huwpwynp pyh nbwpnid 385 hwpgnup
pwywpwp & 95% Junwhnigjwu duwlwpnwlh b 5% uwhdwuwiht utuwh hwdwp:

Cwywpuwgnywsd wndjwiutiph hhdwu ypw pwgwhwjngby bu, b np pwuytiphg Gu
wdbiuhg pwwp ogunynwd U hpwdwpynwd <<-nwl, b wprynipubpp ubpyuwjwgdwd tu
gdwwwwnlbn 2-nw: Mwpq £ nunund, np hwpgynnubpp wdbiuthg owwn ogunynwd Gu
uutrhURULYNS, bubynPwulyhg, UHh Pwubhg UL U4PU  Pwulhg, npnug
Swnwjnipniutbphg hpwdwpywé hwéwlunpnubtiph phyp hwdbdwwwpwp gwsp k: h
wwppbpniginiu npw, YSP-dwjwunwt Pwulu nup hpwdwpynnubph wdbuwdbs
rhdp:

Cwywpyws wnjwiutinh  hnwwihneniut wwwhnydbine hwdwp  wuglugyb)
Uwpnuwnuh Odbqw hnwuwihnygwt phuwn: (Fhunt hpwywuwgyt) b wnwusht'
hwéwlunpnubph  hGwn  hwpwpbpngynuutph Yunwywpdwup,  hwbwfunpnubph
gnhniwwynyejwup b hwéwfunpnubiph  hwjwwnwpdnygjwup YGpwpbpnn wyjwutph
Yypw: Lwpdwplubpt hpwhwuwgyt) tu R hwdwlwpgh psych thwpbeh dhongny:
<hduwlwu wywwndwnp, np punpdbp B wyu dnnbp, wit £, np wju ywpwgunud sh
Gupwnpynwi, np pninp pwnugnighsubipt niubu  hwjwuwpwswith  wgnbgnigjwu
huwpwynpniggnit”: Inpdwlygh wndbipp pninp bpbipnd k) pwpénp £ 0.7-hg, husp gnyg k
wwihu nyjuubph hnwwihniyeniun:

7 Hayes A. F. Coutts J. |. Use Omega Rather than Cronbach’s Alpha for Estimating Reliability. But....
Communication Methods and Measures, 2020, 14(1), p. 5, DOI:
https://doi.org/10.1080/19312458.2020.1718629

10


https://doi.org/10.1080/19312458.2020.1718629

VI-

2):

11

121VL-

V1-

12VI-



Nppw’t wpryniwybn Gu CRM  gnpdpupwgubpp U CRM  hwdwlwpgbpp
hunbtigpnws:  Gepk  CRM  hwdwlwpgbpp  nt gnpdpUpwgubtpp  (hnyhu
hunbgpywé  Ywd  hwpdwpbgws  s6u hwbwfunpnubiph  Ywphpubpp
pwywpwpbint hwdwp, npwip Yupnn Gu wuhpudtion wanbgnyeniup sniubuw)
hwljwunwpdnyyuu ud gnhntiwlnpjut ypw:

CRM pwpbjwynuiubpp Jupnn U dwdwuwl wwhwek] hwéwlunpnubiph
hwjwuwpdnyjut b gnhniuwynigjwt ypw wgnbiine hwdwp b wyu:

Unyniuwly 2. CRM-h, hwéwhunpnubph gnhnitwynipjwy b hwéwfunpnubph
hwjwwwpdnpyut Jhel Ynnbyughn uw?®

Lwiiwfunpnubph CRM Lwiiwfunpnubiph
hwjunpuwpdnipynit pujupwpyjwénipnily
LwiSwpinpntbph 1
hunjunpuwpdnipynity
CRM 0.591883 1
Lwibwpunpnb,
pwqwnwl;lq:,:?nllla’jl:ub 0.536049 0.648201 1

Muwpq § nunund, np W CRM—p, U hwéwfunpnubph gnhniuwlnieniut niubu
Upwlwlwih wanbignyeiniu hwawfunpnubph hwjwwnwpdnyuu ypw << pwuybpnid.
CRM-h L gnhnmuwynigjwt 1 dhwynp wép Yupnn £ wwywhnyb] hwdwunwpdnypiwu
hwdwwwunwufuwuwpwp 40% b 24% wé:

® Qdwuywnlnp Yuqdyly £ htmhwlh Ynndhg' hupgwpbpphliutinhg unwgdws undjwibtinh
hhdwu Jpw
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3. CRM-

R 0.62592035

0.391776284

0.388688854

0.419158827

397
df Ms F
2 44.58905285  22.2945264 126.8939799
394 69.22348417  0.17569412
396 113.812537
P
1.358069763 0.142913041 9.50277 2.03565E-19
CRM 0.403770273 0.050159693 8.04969592 9.9062E-15
0.247046854 0.047707302 5.17838657 3.57743E-07

, CRM1-

14.3%

13

[
3

2.88722E-43

95%-
95%-
1.077102266 1.63903726
0.305156157 0.50238439
0.153254145 0.34083956

CRM-



hwpgnuubp' wwpgbne Japshuubiphu guwhwwnwlywup CRM-h L ybpghthu hwpwlhg
ninnyniubbph - wprgnitwdbnngywu - Jbpwpebpjwp Gpbp  pwulbphg  Gplynwp
uwiunpnhy  pwgwhwnws  wibuwowwn  oguynn  pwuybphg U, hul  Gjnwp'
wdbkuwowwn hpwdwpywd hwéwfunpnubp niubkignnubphg dbyp: Wn btpbp pwulybph
Ynndhg ubiplujugywd qununuhnipyut wwhwuoh hwdwdwju, woluwwmwupnd upwup
wujwuyb 5o Pwoy U, Pwuly P U Pwuly &

Lwywpwgnywd wnjwubpp thwuwnnwd Gu, np punpwsé bGpbp pwulybpu | niuku
ubpnpws CRM  nwqiwdwpnigniutbp, npnug  hhduwywu  uwywwwlubpu o
ninnnniuutpp hpwphg funpwwbu swwn sbu wmwppbipdnud, vwlhwiu Yw pwywlwu
wmwppbipneyntuubp nwgdwywpnipjuwu hunwniejuu, wpryniuptubiph dholi:

Unniuwly 4. CRM nwqiwyjwpnipyjut tyywwnwlubpp b uplnpnygymup (1-5
uwinnquy) U, £ b & pwalytph hwdwp"

Purulybp
CRM nuwquwupnippyuitt buyunpuljulip Pwuly U Pwuly P Pwuly ¢
Uwntindti hwéwfunpnutiph njwiubph hwdwwwnthwy puqw 3 4 4
Pwpépwgub hwwlunpnubph gnhniwynipjwi b wywhwywudwu
5 4 4
gnpdwlhgubinp (satisfaction, retention)
Ywéwnph phihu wpwdwnpb) §hon ubiqdbunubp’ wybih . . 43
wpryntuwybiin quéwnph U fuwswal Juwdwnph hwdwn
dbipindt hwlwfunpnubph ndjwiubpp’ Jwbwnph W dwnpbphugh . 3 .
rphudbpht ninnnpnbint hwdwp
Unwownlyt| wuhwwnwlwuwgdwsd
4 2 4.3
wpnnnyuinubip/dwnw)niniutip hwéwfunpnubphu
Lbipnubip b wywnndwwnwgub) hwywwnwpdniejwu dpwgnbp 3 3 4.3
Uywinndwwnwgut) hwwfunpnubph uywuwpydwu
4 3 3.7
gnpdpupigltinn
Unyuwlwuwgubi| pwpdn wndbp niubgnn hwéwfunpnubinhu (VIP) 4 3 4

Urgnuwly  4-p dwwtwtond £ pwilbph  CRM  nwqdwdwpniginiuubiph
uwywwwlubiph  Ywpunpnyeniup, U huswbu  Gpund  E, U pwulh  CRM

T Unynwwlyp Ywqudt b htnhtuwlh Ynndhg' hwpgwpbinphljubinhg unwgyws wndjwiubiph hhdwu
Unw
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nwqiwlwpnipjui wnwotwiht twywwwlu £ hwlwfunpnubph gnhnitwynigywu L
wwhywidwt  Jwlwpnwlubph  pwpdpwgnwp, P pwulh hwdwp'  Jwdwnpp,
wnjjwiutph hwdwwwpthwl pwgqw nbuwpp, gnhnibwyneuu U ywhywudwu
dwlwpnwlubpp  pwpdpwgubp,  phuy ¢ pwllyh  hwdwp'  Jwbwnpp,
wuhwwnwlwuwgyws wnwowplubpp, hwwwnwpdnygjwu dpwagpbpp:

2niqwhbnwpwp  hwpgynnubpp quwhwwbp G ppbug  pwulyph CRM
nwqiwdwpnyzjuup  Jbpwpbpnn dh owpp  ninnniggniubn, npnup dbp Ynndhg
fudpwynpyti| Gu hhtug fudpbph by (nb'u wnnwwly 5):

Unynwuwly 5. U, P b & pwuljiph CRM nwqiwyjwpnipniuutph hhduwlwut
pwnunphsubiph quwhwwnwlwuubipp®

Puwulbp
CRM hpdtwlputs pununphstbp Pwuy U | Pwuy P | Puwy S
CRM nwqdwdwnnipjwt hunwlnigntu 4 3 3.3
Lwtwfunprubph wwhwwuny/hwdwwnwpdnigniu 4 3 3.35
Lwnnpnwlgnipiwl wpryniuwybnnigniu 3.7 3 3.4
SYjwiubph wuywwugnipniu 5 5 4
Lwéwfunpnubiph uywuwnpydwu wpryniuwyGunnggniu 4 4 3

Pwuy U-ph ubthwlwuy CRM nwqdwdwpniygjuu  ninnyeniuubpht - wpgwd
quwhwwnwluubpp gbpwquugnd Bu dinw Gpyne pwuybph quwhwwnwlwuubpp, npp
dwwntwignud £ pwlh  htwpwynpnigniuubph bW wpryniiwybunggjut pwpép
dwlwpnwyp, npp Jupnn £ ywpdwuwuynpwsé |hubp CRM nwgqdwdwpnigjut b
wywnndwwnwgdwt hwdwlwpgh pwywlwt un hunbgpdwdp:

Uwnbtwfununygjwu  Gppnpn’ «Lwwfunprubph  hbn  hwpwpbpniupyniaubph
Juwnwywpdiw nuqiwywpnipywl Juwmwpbjugnpddwu hpduww
nipnnipynibupp £& wnlunpughtt pwulbpnud»  gund ubpluyugylp Bu <<
wnbwpwiht pwuytipnud CRM nwgdwywpnipniuutpnd b ninnnipniautpnid wnlw
fuunhpubpp U pwgbpp  hwbwfunpnutiph L pwultiph woluwnwyhgubph
wbuwuyniuphg, dowlyyt £ CRM nwquwjwpwlwu dnnb, npp pwnlugws &

2 Unynuwyp Ywuagdygb b hinhuwyh Ynndhg' hwpgwebipehlubphg unwgyws ndjuiubiph hhdwu
Unw
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gnponnnipiniuubph  hweonpnuijwu hhug thnybphg b CRM  wpryniuwybinnipjwt
quwhwwndwt hwdwwwphwy pwowdl' punlugwsd 8 gnigwuhotbiphg:

Pwgwhwynbint  hwdwp  CRM  pwnuwgnighsubiph  wpryniiwybnnygjwu
quuwhwwndwt wnlw pwgbpp’ woluwwnwupnd ppwlwugyb) b pwgbph Jbpnwnigni
(gap analysis) hhdugbiny SERVQUAL Jbtpindnipywt  dnnbh  Jpw:  Upryniupnid
Ggpwlwgyb| k, np twjunpnpdwd 5 ninnnigniiubphg dGd dwund gnpnipynit niubu
hwéwfunpnutiph b wojuwwmwlhgubph quwhwwwlwuubph dhole puljwdwu pwgbn:
Lwnlwuowywu k, np U Pwuyp' hubind hwjwpwgnywsd ndywiubph hhdwy ypw <<~
nud wdbuwowwn  ogqunynnubip niukignn pwulbiphg dbyp, qUwhwwnwywuubph JdGs
dwunul ghipwquwhwunnuw N ubithwlwu huwpwynpnipyniuutipu nL
wpryniuwybunggniup W gniquhbnwpwnp ghonud £ gpbpb pninp wipryniuputpny W
Pwul P-hu, U Pwuly F-hu: <bnnwgnuinipjwu wpryniupnud wwpg b nupsbp, np Pwuy
U-nud pnyp £ ubpnpywd hwbwhunpnubph hbin hGnwnwpd Yuwh W Jepohutbphg
Ywpdhputiph  hwjwpwgnpdwu  dbjuwuhqdubpp, npp dGdwwbu Jupnn £ wanb)
ubthwlwu  qUwhwwnwiubph  Gogpunuwu Jpw'  shwdwwywunwufuwubing
hwlwfunpnutiph pulwnuutiph htwn:

UWuwwnwupnud  pwgdhgu  nwnwitwuppdp £ CRM U hwbwlunpnubph
hwywwnwpdnugjwu dhol. wnlw Yuuwp L ninnnuygnitiutinp, nwinph wofuwnwuph wju
hwwnjwdnwd wnyw ndwiubph hhdwu Jpw hwodwplyby b updws Gpbp pwulybph
hwéwfunpnutiph  hwjwwnwpdnipjwt  gnpdwlihgp  (Net promoter score - NPS)
(punniund £ -100-hg dhuslk 100 wpdbtiputpp), bW wpryniupnd U Pwuyh gnigwuhsp
Unyphu ghonw t dinw bpynwh gniguthoubpht, stwjwd bGpbiptu £ niubu npulwu
hwjwuwpdnyuu gnpdwlhg: NPS wpryniupubpp hwunwwnnd Gu, np phpwljwu
hwéwlunpnubph  hwywwwnpdnigyniup  dhwjiu  gnhnilwynyeyuwt  dwupht sk, wy
gnpdnnnipjwt, wjuhtpt' funphnin nwne ywnpuunwlwdngejuu Jwuht:

e PwuyU-18.8

e PuwulyP-27.02

o PuwulyI-21.42

Uptuwunnipjut opowuwlynid dowyyby k hwéwfunpnubiph htin
hwpwpbpnyniutbph unwlwpdwu (CRM) nwqdwdwpwlwt dnnbl, npp punugwd
E gnpdnnnigyniutubph hwonpnwlwi hhug thnybphg'

e Uowlb CRM nwqdwydwpnipniu,

¢  Juwnnigb] CRM uwfuwqgdh hhdptn,

e puwpb] hwdwluwpg b wbuuninghwywu gnpdpuytn,

¢  hpwlwuwgub) uwfuwghdn,

¢  quwhwuwb] wpryniuwybnnyeniup:
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Lbpywjwgdwsd  dnnbp wnwuduwund L << wnlunpwihtu pwulybpnud
Yhpwnbhnpjwt, dYyniunypjut b nbjuuninghwlwt hwpdwpynnuywunyejuu pwpép
wuwnhbwuny: Ut Yunngdws b wnwowwnwp dhowgquihtu thnpdh  hwdwnpdwdp'
nbinwjuwgdwsd hwulwi snijuih wnwuduwhwnynyniutbpht hwdwhnius:

Uptuwwnwupnud hppwljwuwgpwd hbnwgnunipniubiph b nunwduwuhpniggniiubph
hpdwt Jpw' Gppnpn thnyh wprgniuwdbunnggut pupdpugdwt hwdwp wnwewplyby
Gu  gnpdnnnuyegnitiph hbwnlyw|  ninpnmipgmillbpp’ wthwnwwuwgnd L
hwbwfunpnubpp ubiqibunwynpnd, hwnnpnwygnipwu pwnbjwynud,
hwywwwnpdnuygjwu Spwagpbph b wwhwwudwu swupbph wdpwwunnw, hGwnwnwpa
uwwh UL hwlwlunpnubph  uywuwpydwu  hnwwh  hwdwlwpgbph - ubpnpnd,
nyjwiubiph wuywnwugnipiwt wwwhnynid:

Nwqiwdwpnypjwt  ubpnpdwu Yuplinpugnyu  thnybphg £ hhugbipnpn ginyp’
wpryntwybwnnpywt  quwhwnnud:  UWuwwnwiupnd  dowlydbp b wnwowplynd £
Yhpwnb] nip gnigwhoubphg pwnwgwsd unp pwuwdl, npp quwhwwnnd | CRM
punhwtnip owupbph wpryniuwybinnygniup wju pwtynd: Pwuwdlp pungpynad £
swthwuhoubp, npnup  wpuwgninud G hwéwfunpnh  uwuph nne  ghyp UL
hwpwpbpnuyeiniuubph npwyp: Uowywsd pwuwdund pungpyyws gnigwupsubpu GU'
hwowfunpnutiph  dbnppbpdwu  Jwlwpnwyp (acquisition rate), hwéwfunpnubph
wwhwwudwu dwlwpnuyp (Yud hwdwfunpnubph Ynpnwwn) (customer retention rate,
customer churn rate), hwéwlunpnutiph gnhnitwynyzjwu dwlwpnwyp (satisfaction
rate}, hwéwfunpnubph  hwjwwnwpdnypui  Jwwpnwyp (Net Promoter Score),
fuwswal ywéwnpubiph L yGpwdwéwnph dwlwpnwlyp (cross-sell and upsell rate) ,
dhuwtvwlwu wpryniupubp/hwéwfunpnubph wdpnng dwldwtwwhwinywdh wndtipp
(CLV), pwjhu ubpgpuywdnipjuu dwlwpnwyp (digital adoption) W hwéwfunpnubph
wpdwgwup  Jdwlwpnwl  (customer response rate -  wuhwwnwuwlwugywd
wnweownlyubphg, hwnnpnwygnieiniuhg): CRM-h wpnyniuwybinniyeniup quwhwwnnn
wnwownpyynn pwiwdlp wwpniwwynw k yGpp ubiplujwgyws pninp gnpdwyhgutipp b
niuh hbnlyw| wnbupp'

8
CRM wpmyni bunlunnipyul gnpéurliphg = Zwi * 5 (1)
i=1
npunbn’
o i-U Jnipupwiygnip hbppwlywt gnpdwlygh hwdwpt &,
*  S-p  gnpdulgh wpdtipp,
s wU gnpdwlght tpdwsd Yohnp:
Uptuwwnwupnwd, hhdudbin  Jbppndswljwu  wunpdwuwupgnigjwt  dGennh
{Analytic Hierarchy Process - AHP) Jpw, pwuwdlh Yohnubipp hwogwplyby Gu Wh

17



Pwul-h hwdwp' hwunbiny, np pwulh hwdwp wnwouwiht Yuplinpnyeyniu niubiu

hwlwlunpnubph  hwjwwnwpdnpgwt, wpdbph W gnhniuwlnewt  pwpépwgnuip'

wunwnpnypqut sdwwntbiny dnw hwunlwupywd ninnniggniutbipp: Snigwuhubiph
Yohnubipp niubU hbwnlyw) nbupp’
hwéwfunpnutiph dbnppbpdwt dwlwpnwy - 0.107 - 10,7%,
hwiwfunpnutiph wwhwwudwu dwwpnwy - 0.117 - 11.7%,
hwéwlunpnutiph gnhniiwynyyuu dJwlwpnwly - 0.131 - 13.1%,
fuwswal Juwéwnpubiph b yGpwdwéwnph dwlwpnwly - 0.089 - 8.9%
hwéwlunpnubph wdpnne dwdwuwlwhwwnywsdh wndtp - 0.133 - 13.3%,
pYwiht ubipgpwywdnieiwu dwlwpnwlp (digital adoption) - 0.111 - 11.1%,
hwéwhunpnubph wpdwquupdwt duwwprnwlyp - 0.124 - 12.4%,
hwéwfunpnutiph hwjwwnwpdnyewi Jwlywpnwl - 0.185 - 18.5%:

CRM nwqdwjwpnigjwt dowldwt Jbpp ubplujugqwd 5 thnybipp wnbinujuwgyb
BU Ypyhu W Pwulhh ophtiwlyny.

Unyniuwy 5. Uy Puuynd CRM nuqiwywpnipywy thnthnfunipyw pwyjtph

hwonpnuuiunypyniu®

bpwgnpsdwu thny

Uhpwndwu Ynulpbwn pwy Uyth Pwulnid

Mwqdwywpwlwu
uwfuwgdnid

CRM nbujwluwuh uwhdwund' «UGY hwdwfunpn - dbY wywwnnthwus
dningdwdp: <wdwfunpnubnh ubgdbunwynpnid’ puin Jupluwght
wwwndnipjwu W owhwgnpddwu hwppwyubph (Unpwj/dwutwénin/web):

huuwnhwnnighnuwy

Uwwuwnydwu, qupyughu b CRM pwdhuubph hwiwwnbin
woluwwnwupwiht fudph duwynpnid b ubinphu gnpdpupwgutiph

Guwynpnid
pwpwnbqugpnd” hwwunpnh lifecycle-h wdpnng opowiwlyny:
Creatio hwdwluwpgh funpp huinbpgpnid pwubh pninp huwpwynp
Stiutininghwjh
unnpwpwdwunwiubph wotluwwnwtpnid, hwnluwwbu' uywuwpydwu
puwnpniintu

pwdhuutiph W Ynunmwluwihu Ysunpnuh:

hpwlwuwgnid

Lwlwfunprubiph uwwuwpydwu whinnwht hinpd’ wwwhnybiny
hwiwwwwnwufuwl woluwwnwlhgubiph nwnignidp:

Upryniuwybinnipjwu
quwhwunnd

CRM wpmyniuwybinnipjwu guwhwnnd ubipyuwjwgyws U gnpénn
gnigwihutinh dhengny:

' Unynwwiyp Ywagdyty b htinhtwlyh Ynndhg
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Unbuwlununipniup bgpwithwlyynd | «Ggpuljugnipyniautip» pwduny, npuntin
wwnbtwhinuwwu  wouwnwipnd  ppwlwtwgdwd  nwnwuwuhpngynilutiph
wprynwptbph - hpdwu  Jpw  Slwybpwdt,  Gu hbnlyw)  punhwupwlwu
Ggpuljwgnipniutbpp b wnwowpynypniuubinp.

o onijwjwywpdwt wpnh wywydwtubpnd jnpupwbginip jugqdwybpwnigjw,
win  pYnd'  pwulbph,  hwonnipiwt  gpwdwlwlubphg  dbyp
hwéwfunpnutinh htiwn hwpwpbpnieiniuubiph Yunwywpdwu
nwqgdwjwpnyzjwu nt gnpdpupwgubph tbpnpnwiu b WU wnwewnpynd k
puybpnygyniuubphu pwgnud huwpwynpniejniutbp’ uuwd hwdwhunpnubph
hwywwwpdnygywu  wéhg  dhush  hwbwjunpnubph  uwwuwpldwu
ytuwmpnuubiph wywnndwwnwgndn:

o Lwbhwfunpnubiph htiwn hwpwpbpnyeniutbpp Junwywpdwu
nwqiwdwpnipjui  wpnniuwybnnput quwhwndwt  hwdwp  fuhun
Ywpunp £ pwulbpnd  ubpnub]  hwdwwwwwufuwt  gnigwuhubph
hwoqupydwt  wpwlwhlwu, npnup  hpdp  Gu hwinhuwbwnt
gnpdpupwgubipnd U npnpnudubpnud thnthnfunygynuubp Yunwinbine
hwdwp: Ldwu gnigwuhpubipp pwqdwehy Gu, uwlwiu gnynuenu niwku Jh
pwuhup, npnug Yhpwnnwip wulniuwpwpwiht

e  Lwbdwfunpnubiph htwn hwpwpbpnienwutph wnwjwpdwy wpryniuwybn
ninnyniubbp niubtwne hwdwp towtwluh £ woluwnb ns b
hwéwfunpnutiph wdpnne pwquyh, wj wnwusht ubiqibunubph hbwn: Uu
ubiqubunutipp Yupbih £ fudpwydnpb pun dh wpp swihnpnohgutinh, nph
wpryntupnud Jwéwnpubph nipnnygjudp ubpnpqwd owupbpp Yupnn Gu
nw| wnwybjwgnyu wpryntup, beb ubigdbunubpp Ghon Gu dlwdnpduwd:
Pwuybpnwd  hwéwfunpnubtph hGwn  hwpwpbpngnuutpp Yuwnwywpbnt
hwdwp wluwwnwupnud wnwownyynid £ ubigiunwynpdwu
hwdwwwnthwy Enwuwly, npp wnyw dh 2wpp Enwuwyubph hwdwiunwp §
L wdbuwlwplnpp'  pungpynd  npwug  dholk  wnlw  owpdbph
ninnnipniuttipp: << pwulbpnwd CRM  nwaqdwyjwpnygniuubipp wbnp k
Yunpnuwbwt  hwlwfunpnubph  wuhwunwlwuwgwsd  Gnpsh  Jpu!
ogqinugnnpdtiiny  wwppbp  dnnbjubphg  unwgywd hwdwfunpnubiph
ubiquunubph dwupwdwut wydywiubipp:

¢  Lwbwfunpnubph hbiwn hwpwpbpnipjniuubnh Yunwywpdwu
nwgdwjwpnypjwu  wnwybjwgnyu  wpryniwybunggniup - Ywpbh o |
unwuw| hwdwwywunwuuwyu  nbuunnghwywt  hwdwywpgbph L
gnpdhpubiph ubpnpdwdp: Uhowqguwiht oniwinud gnjnigniu niubu pugnid
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CRM hwdwlwpgbp b Juunwhwpwp skup Yupnn dwatiwtol]’ npwghg
npu b wdbtwjwyp Yuwd hwlwnwyp: Lwiupwu npuk hwdwlwpg puunpbp b
hunbgpbp, pwulbpp wbwp £ uwhdwubu phpbug Ywphpubpu  nt
Uwwunwlubpp:  Uhuwwnwupnd  ubpluyugdwd CRM  hwdwlwngbph
hwdbdwwnwywu  Jbppnwdngniop nyuwbu  hwunnd £, np - gnjniginiu
sniubu wjwgnyu  hwdwlwnpgbp, wy Jwu  ywwwlubpht  wybp
hwdwwwwnwufuwl, wwppbpwyubn: CRM gnpdpupwgubinh
hpwlwuwgnip wnwug wbfuuninghwywu npbl hwdwlwnpgh ubpnpdwu W
pwulbph, U gwulwgwd w) wbuwlhh gnpdniubingeni hpwlwuwgunn
Yuwqgdwlybpwnipwt  hwdwp  wuhtwpht, Yuwd owwn pwpn E, nph
wwpwgwjn k| wpryniwybnngniup sh gpwugnud d6§ hwennnieniuubip:
Unwowplyynud £ bt hunbgpb| depGuwjwlwt nungdwt bW wphbunwlwt
pwlwwuntgjwu gnpdhpubip' hwéwfunpnubiph wyjwiubiph
ybpnidnipyniutin, wlhwwnmwwuwgdwu huwpwynpnieniuubpp
pwpbjwybint hwdwp:

Pwulwiht hwdwlwpgnuwi CRM gnpdptpwgubiph hbwn fuhuwn wnusnyentu
nubu  pwulbph  dnpwy Ywd Jbp  hwydbGwdubph  Yhpwnnyeniup,
unpwpwpnyeniuutipp: Mwpg £ nwnunw, np pwulybph hwdwfunpnubipp
dGdwdwuwdp  oguynwd  Hu  wjn  hwdwlwpgbphg hpbug  wnopjw
gnpdwnungyniutbpp Yuwwpbne  hwdwp' pwulbph  dwubtwéninbp
wigbibing  fjunwuwithbnt hwdwp:  Wu  hwdwlwpgbph  wdbuopjw
Yuwnwpbijwgnpdniudp unyuwbu Ylupwup hwéwfunpnubiph
hwjwwnwpdnygniut nu gnhniwlnyeiniup, npnup ninnuilh Yuww niobu
hwéwlunpnubph  hbwn  hwpwpbpngnututph Ywnwdwpdwu  hGn L
ytpohtuhu dwu Bu Yugdnud:

<< pwulwiht hwdwywnpgnwd hwéwfunpnubiph hGwn hwpwpbpnieniutph
Yuwnwywpdwtu gnpdpupwgutiph Yypw << opttunpwlwu wlwbpp b 4P
Yuwpguwynpnudubipp niubu nipnuyh wgnbgngind’ hwnwwbu ndjwubph
wwhwwudwu b hwéwlunpnubph uywuwpydwu ninnnyeniuubpny:

<L pwiybpnud  hwéwfunpnubph  hwjwunwpdnyeniup - gpbipl pninp
pwuytiph wwpwguwnd dhohthg pwpép b qguwhwnynd hwéwpunpnubphp
Ynnuhg (3-hg pwnpdn, npunbin 5-p wnwybjwgnytu quwhwnwywut £): Uw
fununwd £ wju dwuht, np hwéwhunpnubpp wwwnpwuwn 6 guwulugws
wwhh ennub) hptug pwyp U ogqwyty dpgwlhg pwtybnh wnwownlws
Swnwynipnuutiphg, uwlwju pwulbph tywwdwdp hwjwnwpdnyeniup
hwéwlunpnutiph hwdwp  nbnbu  Wwpdwiuwynpdwd U wjuwhup
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hwuquwdwuptbipn  puswhupp  Gu wojuwwwdwph UL pwulyp
hwdwgnpdwlgnieiniup, pwulh'  wpuntyw)  wnhnuwnpnypnd  Jupybp
wpwdwnnbip: Unwewpyynwd £ Yphpwnbp hwdwfunpnubph wndjwiubph W
Uwjuwuppnieyniutbph Jpw  hpdudws  hwdwwwpthwy  hwbwlunpnutiph
hwwuwpdnigjwyu b wwpghwwopdwu  dpwgpbp'  Gplwpwdwdybn
hwpwpbpnyeniutbp jupwubint hwdwp, npp Ypungpyh hwbwwnpnubph
pungpldwu  thnyhg  dphsk  wwhwwidwu,  JGpwwlnpjugdu,
hwywwnwndnipjwu thnytipp:

Cwdwoluwphwiht wpwlhwhlhwnd b gpwlwunpwu  dby  pugdwphy
nwnwuwuppngniuubp gnyg Gu wdbk, np CRM-p niuh ubipnn Yuiy
hwbwfunpnubipph hwywwnwnpdniewu L  gnhniwyniyejwu htwn:
Uptuwwnwupnud  ubpluwjwgywd  hbnmwgnuinieniiubpp gnyg  Gu wwihu
dhoht ubtipin Ynnbywghnt Jwuw, npp thwunnd £ wju hwugudwupp, np <<
pwuytipnuw ubipnpdwd £ CRM nwqdwywpnipjwt wwppbp, uwlwit nhwug
wpryntbwybwneniup nbin sh qunuynd pwduwpwp dwlwpnwyh Jpu b
niup pwpbwydwy pwwn ninnnyeniuubp: CRM-h L gnhniiwynygjwu dhky
dhwynp wép Ywpnn £ wwwhnyb hwywwnwnpdnipywi
hwdwwwunwutuwuwpwn 40% U 24% wé:

Lwbwfunpnutiph hwjwwnwpdnyejwu b hwéwlunpnubph gnhniwyniejwu
Ypw niuh wagnbgnyeintu CRM-p, uwlwju hp pwnwnphsutiphg wdbwnidtin
Yuwwp dbpohtuutiphu  hGin  npuunpnd - G hwdwwwwwufuwbwpwp
hwnnpnwygnigjwt  hunwynyegniup,  wdjuijubph  wWwownwwunyeniup,
Swnwjnypyniubph hwpdwpbgnuip  hwéwlunpnubph  Yupppubphu L
hwnnpnwlgnipjwu wnryntuwybwnnieynin, hutwynipniup,
dwppbphuquiht - whghwubphg nt wnppwyubiphg  (hnyht intnblwgywsd
(hubp:  <wéwhunpnubph hwjwwwpdngiwu Jpw  wdblUw)pwn
wanbgnipniu niuh  hwnnpnuwygnigjwu  hunwynyeniup  (pwulh Ynndhg
hwnnpnwygnigjwt hunmwynpjuu JdbYy dhwynp wép Yupnn E hwugbgub|
hwéwfunpnutiph hwywwnwpdnyewu 14.3%-ny wbh)

Ywu pwuybp, npnup wpnbu Gplwp dwdwuwy k, hus ubipnpb; G CRM
nwqdwdwpnipntt nt hwdwluwpgbp U dhwdwdwuwl Yuwu wjuyhupuubpp,
npnup sniubu updwdubipp: Qwywd hwjuwywu pwuybpp gquuynd Gu
hwéwiunpnubph  htwn  hwpwpbpniyenubph Ywnwywpdwu  (CRM)
hwuninejwu wwppbip tnytpnd, Upwup pninpp hwéwlunpnubph hbn
hwpwpbpniejniuutnh Yunwywpnup hwdwpnuw Gu hptiug
Gpluwpwdwdlbn hwonnnigjwu Yuplnp gpuyjwlwutbphg: << pwulbph
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hwdwp CRM-h Yhpwndwi hhduwywy uwwwnwlubpu B hwéwlunpriubph
wwhwwunwp, hwjwunwpdngeniup,  wnyuubph  wuynwugnyeniup,
hwéwhunpnubph uwwuwpynwip b wyu:

<< pwllwiht  hwdwlwpgnd - ubpnpjwd  CRM  nwgqdwdwpnigjwu
wotuwwnwuph  wpryniiwybnnpjwt  quwhwwnwlwiubpnd - wnljw G
pwqdwphy wmwppbpnygniubp hwéwfunpnubiph L pwulybiph
wotuwwnwyhgubph  wbuwuymuhg:  Wn  pwgbpp  npulinpynid  Gu
hwbwfunpnubpp hwjwuwwndnipwu, wwhwwudw, wyywiutiph
wuywnwugnipjwt, hwbwhunpnubph uwywuwpldwu b hwnnprnwygniewi
wpryniuwybnnyjwu nunnieniutbpnud: Nwnuiuwuphpyws bpbp
pwulbpnw k| wyu pninp ninnnuggniutpnud uywnynd 5u pwgbp pwulybph
Ynndhg hpbug wpryniupubiph W gbpwquwhwndwdp, W
ppwgquwhwwndwdp:

Uptuwwnwupnud dowlwd CRM ubipnpdwl nwgdwdwpnipinitup punlyugwsd
L hhug hhduwlwt thnybphg U JGpohthu  wpryniuwybinnieniup
wwjdwuwynpywd £ wn pwnunphgubiphg  nippupwtiwgniph
hwdwwwnihwl wwuwynpdwdp b ppugnpddwdp’ CRM nwgdwdwpniejwu
dwlynwd, CRM twpuwgdh hhdptph uwhdwunwd, CRM hwdwlwpgh L
wbluuninghwlwu gnpdpulybtipng puwnpnienit, twhuwgsh hpwlwuwgnd,
wpryntbwybwnnipjwu quwhwuwnnud: CRM-h wpryniuwybinnijwu
swpniuwulwu quwhwwnnuwip hpwywuwgynui ' pwqdwphy
gnigwuhoubph Jdhongny U wpluwwmwupnd ubpyujugyws £ Jbipshtu
quwhwwnn  hwdwwywphwl pwiwdl’ puniugwd 8 gnigwuhsubiphg:
Nuwgiwdwpnipjwt  UGpnpdwu thnybpp U pwbwdbh  Ghpwndwu
gnpdpupwgp ubtipyuwywgqws £ Ujh Pwulh ophuwyny:
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APYTIOHSH I'OP CAPUBEKOBNY
OCHOBHDIE HATIPABJIEHUA COBEPIIEHCTBOBAHUSA YIIPABJIEHUA
KIMEHTCKUMMU B3AUMOOTHOINEHUAMHA B KOMMEPYECKHNX BAHKAX PA

Jlucceprarms nipeficTapleHa Ha COUCKaHYIe YUSHOM CTelleHN KaHaUAaTa SKOHOMIUUECKIX HayK T10
crermanbaocTd 08.00.02 - “OxoHOMUKA U YIIPaBICHUE HAPOTHBIM XO3SMCTBOM U €T0
OTpaCIsIMU .

3anmra juccepraiiy cocroutes 25-ro uromst 2025 roga B 14:00 Ha 3aceaHnu
Crieranu3upoBaHHOTO coBeTa 110 3koHoMuKe 014 Komutera 110 BRICIIEMy 00pa30BaHUIO U
Hayke PeciryOiiku ApMeHUs, JISUCTBYIONIETO B APMSHCKOM IOCY IApCTBEHHOM
3KOHOMHYECKOM YHUBEpCHUTETE, 110 ajxpecy: 0025, yin. HanGannsgna 128, r. EpeBan, PA.

AHHOTAIIA

B coBpeMeHHBIX CHOKHBIX M KOHKYPEHTHBIX VYCIOBISIX pa3paCoTka W peau3alys
KIMEHTOOPHUEHTUPOBAHHBIX CTPATETHH SIBISIETCSl IIPHOPUTETHOM 3ajauell Uil KOMMEPUECKHX
OaHKoB. B Tekymell KOHKYPEHTHOH cpejile HEOOXOJAUMOCTh JETAIBHOTO WM3YYEHMS JaHHBIX
KIMEHTOB Iprodpera ocoboe 3HaYeHHUe He TOIBKO ISl KPAaTKOCPOUYHOIO, HO U JIONITOCPOYHOTO
IUTaHKUpoBaHus. 1IprMeHeHre HOBBIX TEXHOJOTHH U IU(PPOBBIX IIIATHOPM II03BOJISIET OGaHKaM
cobuparh OOIIMpHBIE JIAHHBIE O CBOMX KIIHEHTaX, YTo MoOyXpaeT GaHKU BHEJPSTH CTpaTerhy
yIpaBIeHnusT B3auMOoOTHOMIeHrsIMA ¢ kmueHTamu (Customer Relationship Management, CRM),
OCHOBaHHBIE Ha aHalM3e JIAHHBIX M KOMIUIGKCHBIX CHCTEMaxX BOBICYEHMS KIHEHTOB.
VYpaBieHye B3aUMOOTHOIISHMSIME ¢ KIIMEHTaMU TIpe/ICTaBIsIeT coO00H cTpaTernYecKuil IpoIiece
BHIOOpa Te€X KIMEHTOB, KOTOPHIX KOMITAHHS MOKeT 00CIIy KUBaTh HauOoIIee BHINOIHO, GopMUpYs
s¢ddexTBHOE B3auMO/IeHCTBHE MEXTy KOMIIaHUEH M KiMeHTaMd. KOHEUHOH Ienplo sBIsercs
OIITUMU3AIMS TeKyIIeit ¥ Oy IyIielt IEHHOCTH KIMEHTOB JUI KOMITaHUH.

IIpuveuarenen ToT ¢akT, uro CRM kak HallpaBJIeHHE YIIpaBIE€HUS U MapKeTHHTa
MIPAaKTUYECKHU HE WU3YUeH B apMSHCKOI ImTepaType, IIPU 3TOM HCCIETOBAHUI, IIPOBE/IEHHBIX B
3apyOeXHOU JMTepaType, TakKe CPaBHUTEIbHO HeMmHoro. Jlmst OaHkoBckoil cucrempl CRM
IIpejyIaraeT MHOKECTBO BO3MOXKHOCTEH, BHEIPEHNE KaX/J0H U3 KOTOPBIX obeclieunBaeT GaHKaM
KOHKYPEHTHBIE IIPEUMYIIECTBA, 0CO00 3HAUMMBIE B COBPEMEHHBIX PHIHOUHBIX VCIIOBHSX.
IIpoBeiEHHBIE HCCIeOBAHUS TI0KA3BIBAIOT, YTO YPOBEHDb BHepeHus: CRM-cucTeM u cTpaTteruit
B apMSHCKUX OaHKaxX BCE €IIE OIpaHMYEH, a IOBBIIIEHHUE YIOBIETBOPEHHOCTU U JOSIBHOCTH
KIIMEHTOB TpebyeT rirybokoro pa3sutust CRM-1iporieccos.

Hens n 3agaun ucciaeqopanusi: OCHOBHOM NENBIO HCCIIEOBAHUS SIBJIETCS BBISIBICHUE
ImyTelt MOBBIIEeHNs 3QOEKTUBHOCTH YIIPABICHHS B3aUMOOTHOIIEHMSIME ¢ KineHTamu (CRM) B
KOoMMepueckux OaHkax PecrryOrmmkxu ApmeHus. [ JOCTIKEHHS 3aSBIICHHOM II€MH B
JccepTaniy OBUTH TIOCTABIICHBI U PEITICHB! CIIE/YIONIE OCHOBHBIE 3a/1a4N:

® U3YyUMTh DSKOHOMUKO-METOJIOJIOIMYECKHE M KOHIEITYaIbHBIE OCHOBBI YIIPaBICHUS

B3aMMOOTHOINIEHUSMH € KIIEHTaMH B OaHKOBCKOI crucTeMe,
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W3YUUTh W IIPOAHAIM3UPOBaTh CYIIHOCTh M OCOOCHHOCTH IIOKasaTeleill OLEHKHU
3¢ PeKTUBHOCTH YIIPABIICHHS B3aUMOOTHOIIIEHUSIMU ¢ KIIMEHTaMH,

W3YUUTh ¥ IIPOAHAIM3UPOBATh METOJBl CETMEHTHPOBAHUS KIIMEHTOB, OOCOOIIUTH
CYIIECTBYIOIIUE I10/IX0/TbI U IIPEACTaBUTh CTPYKTYPUPOBAHHBIH 110/TX0/] K CErMEHTAallHH,
H3YYUTH U C IIOMOIIBIO CPABHUTENBHOIO aHAIN3a OLIEHUTH CYIIECTBYIOIHE Ha IIPAKTHUKE
CRM-cucTeMbl ¥ IX MTHHOBAlTMOHHBIE PEIIEHNS,

[IPOaHAITM3UPOBATh CTEIIEHb U MHTEHCHBHOCTD B3auMocBs3u CRM-TIpolieccoB ¢ ypoBHEM
JOSITFHOCTH U Y IOBJIETBOPEHHOCTH KIIMEHTOB B GaHKOBCKOH cucTeMe PA,
npoaHam3upoBath 3¢dexTuBHOCT, U HampapiteHus CRM-crparermit u cucTeM,
BHEJIPEHHBIX B OaHkax PA,

BBISIBUTPH CYIIECTBYIONHE PACXOK/ICHHUS B BOCIIPUSITHN HarpaBiennit CRM-crpareruit u
pesyibTaTtoB CRM-IIpOIIeccoB ¢ TOUKHU 3pEHUs] KIMEHTOB U COTPYIHUKOB OaHKOB,
paspaboTaTh KOMIDIEKCHYIO cTpareruro BHejpeHust CRM-mporieccoB B GaHKax
PecryCimku ApMeHUs U OIIpe/IeNINTh HallPaBIIEHUs COBEPITICHCTBOBAHI,

pazpaboTath dopMmyny pacuéra orieHkn 3pdekTuBHOocTH CRM B GaHKOBCKO# cHUcTeMe
PecnyOmixu Apmenust.

OO0beKTOM HCCIIETOBAHNUSL SBISICTCS CHCTEMa YIIPaBIEHUS B3aUMOOTHOIIEHUSIMU  C
KIIMEHTaMA B KoMMepueckuxX OaHkax PecryOmuku Apmenus. Ilpeamerom ucciiefoBaHust
BBICTYIIAIOT HAIIPABICHWUS U CTPATErMU YIIPaBICHWS B3aMOOTHOINCHUSMU € KIMEHTaMH B
KOMMepUecKUX OaHKax PecryOnuku ApMeHUsL.

Hayunasi HoBU3Ha guccepranun. Ha OCHOBE HCCIe/IOBaHUS, IIPOBEICHHOTO B PaMKax
JMCcCepTaliy, IIOIy4YeH DSAJ  Pe3yibTaroB, U3 KOTOPHIX OCHOBHBIMU  IIOJIOKCHHSIMH,

OTpaKaroyMU HayUHYIO HOBU3HY, SABJIAIOTCA:

C [OMOIIBIO KOPPE/IMOHHOTO W MHOECTBEHHOI'O PETPECCHOHHOTO — aHaIn3a
SMIIMPUYECKH IOATBEP)K/I€HAa HWHTEHCHMBHOCTP W CHJIA B3aUMOCBSI3H  IIPOIIECCOB
VIpaBIE€HUS B3aUMOOTHOINEHMSMH C KIMEHTAMH C YPOBHEM JIOSUIBHOCTH U
VJIOBIETBOPEHHOCTH KIIUEHTOB.

IIprmenenne meromomormu SERVQUAL u  amammsza paspemBoB (Gap  Analysis)
[I03BOJIMJIO  BBIIBUTH  CYITIECTBEHHBIE CHCTEMHBIE DPACXOXJIEHUS B  BOCIPUATHU
sddexruBHOCTH CRM-CTpaterun Mex/y KIMEHTaMH M OGaHKOBCKUMH COTPYTHUKAMH,
YTO yKa3blBaeT Ha HapyIleHHe cOATaHCUPOBAHHOCTH MEXy OKUIAHMAMU U PEaTbHbIM
ombIToM 10 KoMitoHeHTaM CRM u Tpelyer IieneHaIpaBiIeHHOTO CTPaTerHuecKoro
riepecMoTpa I MOBBITIEHUS KITHEHTOOPHEHTHPOBAHHOCTH.

PazpaGoraHa  KOMIUIEKCHasT  CTparTerws  BHEAPEHHS  IIPOIECCOB  YIIPABJICHUS
B3aMMOOTHOINEHUSAMH C KIMEHTaMM, BKJIIOYAIOIIasi YETKO CTPYKTYPHUPOBAHHBIE ILITH
[IOCTIE/IOBATENBHBIX ~ 3TAlloB,  aJallTHPOBAHHBIX  I10J]  HMHCTUTYIMOHAIBHBIE U
TEXHOJIOTHYECKUE 0COOEHHOCTH KOMMEPUECKUX OaHKOB PeciryCliku ApMeHUsL.
IIpemnoxeHa MHOTOKOMIIOHEHTHasT popMylia olieHKH > dextuBHocTH CRM-CcTpareruy,
Beca KOMIIOHEHTOB KOTOPOM oIpejielieHbl MeTojioM aHanmsa uepapxuii (AHP) ¢
HCTIONb30BaHUEM JaHHBIX Al/ln banka. [laHHag MoJeNb ITO3BOISIET BCECTOPOHHE
u3MepATh 3QPEKTUBHOCTh CTpAaTeTMM KaK C TOUKH 3PEHHS  YJOBIETBOPEHHOCTU
KJIMEHTOB, TaK ¥ BHY TPEHHUX OIIEPAIOHHBIX IT0Kazaresei 6aHKoB.
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HARUTYUNYAN GOR SARIBEK
MAIN DIRECTIONS FOR IMPROVING CUSTOMER RELATIONSHIP
MANAGEMENT IN COMMERCIAL BANKS OF THE RA

The abstract of the dissertation is submitted for pursuing the degree of Ph.D. in Economics in the
field 08.00.02 - “Economy, the economics of its spheres and control”.

The defense of the dissertation will take place at 14:00 on July 25, 2025 at the Meeting of the
Specialized Council 014 in Economics of the Higher Education and Science Committee of the
Republic of Armenia acting at the Armenia State University of Economics. Address: 128
Nalbandyan Street, Yerevan, 0025, RA.

ABSTRACT

In today's complex and competitive environment, developing and implementing customer-
centric strategies is a priority task for commercial banks. Under modern competitive conditions,
the necessity of thoroughly analyzing customer data has become increasingly significant, not
only for short-term but also for long-term planning. The adoption of new technologies and digital
platforms enables banks to collect extensive data about their customers, prompting banks to
adopt customer relationship management (CRM) strategies based on data analysis and
comprehensive customer engagement systems. CRM is a strategic process of selecting customers
whom the company can serve most profitably, shaping interactions between the company and
these customers. The ultimate goal is to optimize the current and future value of customers for
the company.

It is noteworthy that CRM as a branch of management and marketing has been scarcely
studied in Armenian literature, and research carried out in foreign literature is also relatively
limited. For the banking industry, CRM provides numerous opportunities, each of which grants
banks competitive advantages that are particularly critical in contemporary market conditions.
Conducted studies indicate that the level of CRM systems and strategies implementation in
Armenian banks is still limited, and enhancing customer loyalty and satisfaction requires deeper
development of CRM processes.

The Purpose and Objectives of the Research: The main purpose of this research is to
identify ways to enhance the effectiveness of customer relationship management (CRM) in the
commercial banks of the Republic of Armenia. In order to achieve the stated goal, the following
tasks were proposed and solved in the dissertation:

o Investigate the economic-methodological and conceptual foundations of customer

relationship management in the banking sector.

o Research the essence and characteristics of performance evaluation indicators for CRM.

¢ Analyze the forms of customer segmentation and, by consolidating existing approaches,

present a structured segmentation method.

e Study and comparatively analyze existing CRM systems and their innovations in

practice.
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Assess the strength and intensity of the relationship between CRM processes and
customer loyalty and satisfaction in Armenia’s banking system.

Study the effectiveness and directions of CRM strategies and systems implemented in
Armenian banks.

Identify perception gaps regarding CRM strategy directions and process outcomes from
the perspectives of customers and bank employees.

Develop a comprehensive strategy for implementing CRM processes in Armenian banks
and identify paths for improvement.

Create a formula for evaluating CRM effectiveness specifically tailored to the Armenian
banking system.

The research object is the customer relationship management (CRM) system in the
commercial banks of the Republic of Armenia. The subject of the research is the directions and
strategies of customer relationship management in Armenian commercial banks.

The scientific novelty of the dissertation. Based on the research conducted within the
framework of the dissertation, a number of results were obtained, among which the main
provisions reflecting scientific novelty are:

Through correlation and multiple regression analysis models, the intensity and strength
of the interaction between CRM processes and customer loyalty and satisfaction were
empirically confirmed.

Using SERVQUAL methodology and Gap analysis, significant systemic discrepancies
were identified between customers' and bank employees' perceptions of CRM strategy
effectiveness, highlighting imbalances between expectations and actual experiences of
CRM components. This necessitates targeted strategic revisions to enhance customer-
centricity.

A comprehensive strategy for implementing CRM processes has been developed,
consisting of clearly structured five sequential phases adapted to the institutional and
technological characteristics of commercial banks in the Republic of Armenia.

A multidimensional formula for evaluating the effectiveness of CRM strategies was
proposed, with component weights determined through the Analytic Hierarchy Process
(AHP), utilizing data from ID Bank. This model enables comprehensive measurement of
strategic effectiveness from both customer satisfaction and internal operational banking
metrics perspectives.
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