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Ⱥɧɧɨɬɚɰɢɹ  
ɉɪɚɤɬɢɱɟɫɤɢɣ ɨɩɵɬ ɩɨɤɚɡɵɜɚɟɬ, ɱɬɨ ɧɚ ɫɟɝɨɞɧɹ ɤɚɤ ɜ Ɋɨɫɫɢɢ, ɬɚɤ ɢ ɡɚ ɪɭɛɟɠɨɦ ɧɟɬ 
ɫɨɜɟɪɲɟɧɧɨɝɨ ɫɩɨɫɨɛɚ, ɩɨɦɨɝɚɸɳɟɝɨ ɜɵɛɪɚɬɶ ɨɩɬɢɦɚɥɶɧɭɸ ɝɨɬɨɜɭɸ ɫɢɫɬɟɦɭ ɭɩɪɚɜɥɟɧɢɹ 
ɢɧɮɨɪɦɚɰɢɟɣ ɨ ɤɥɢɟɧɬɚɯ. Ʉɨɦɩɚɧɢɢ-ɩɪɨɢɡɜɨɞɢɬɟɥɢ CRM ɫɨɡɞɚɸɬ ɫɨɛɫɬɜɟɧɧɵɟ ɫɩɨɫɨɛɵ ɢ 
ɦɟɬɨɞɢɤɢ, ɜ ɤɨɧɟɱɧɨɦ ɢɬɨɝɟ ɧɚɰɟɥɟɧɧɵɟ ɧɚ ɢɫɩɨɥɶɡɨɜɚɧɢɟ CRM, ɤɨɬɨɪɵɟ ɢɦɢ ɢ 
ɪɚɡɪɚɛɚɬɵɜɚɸɬɫɹ. ȼ ɪɟɡɭɥɶɬɚɬɟ – ɫɢɫɬɟɦ ɢ ɦɟɬɨɞɢɤ ɦɧɨɝɨ, ɚ ɜɵɛɪɚɬɶ ɨɩɬɢɦɚɥɶɧɵɣ ɜɚɪɢɚɧɬ 
ɞɥɹ ɨɪɝɚɧɢɡɚɰɢɢ ɜɫɟ ɫɥɨɠɧɟɟ ɢ ɫɥɨɠɧɟɟ. 
ɇɚ ɫɟɝɨɞɧɹɲɧɢɣ ɞɟɧɶ ɜ Ɋɨɫɫɢɢ ɢ ɡɚ ɪɭɛɟɠɨɦ ɧɟɬ ɫɨɜɟɪɲɟɧɧɨɝɨ ɫɩɨɫɨɛɚ, ɩɨɦɨɝɚɸɳɟɝɨ 
ɜɵɛɪɚɬɶ ɨɩɬɢɦɚɥɶɧɭɸ ɝɨɬɨɜɭɸ ɫɢɫɬɟɦɭ ɭɩɪɚɜɥɟɧɢɹ ɢɧɮɨɪɦɚɰɢɟɣ ɨ ɤɥɢɟɧɬɚɯ. 
Ɉɛɹɡɚɬɟɥɶɧɨɟ ɢ ɧɟɨɛɯɨɞɢɦɨɟ ɭɫɥɨɜɢɟ ɞɥɹ ɜɵɛɨɪɚ ɨɩɬɢɦɚɥɶɧɨɣ CRM-ɫɢɫɬɟɦɵ – ɷɬɨ 
ɹɫɧɨɫɬɶ ɢ ɩɨɧɢɦɚɧɢɟ ɡɚɞɚɱ, ɤɨɬɨɪɵɟ ɤɨɦɩɚɧɢɹ ɯɨɱɟɬ ɪɟɲɢɬɶ. ȼ ɫɬɚɬɶɟ ɪɚɫɫɦɚɬɪɢɜɚɟɬɫɹ 

ɚɥɝɨɪɢɬɦ ɜɵɛɨɪɚ CRM-ɫɢɫɬɟɦɵ ɫ ɢɫɩɨɥɶɡɨɜɚɧɢɟɦ ɦɟɬɨɞɨɜ ɤɚɱɟɫɬɜɟɧɧɨɝɨ ɢ 
ɤɨɥɢɱɟɫɬɜɟɧɧɨɝɨ ɚɧɚɥɢɡɚ ɞɥɹ ɩɨɥɭɱɟɧɢɹ ɤɨɧɤɪɟɬɧɨɝɨ ɨɛɨɫɧɨɜɚɧɢɹ ɞɥɹ ɩɪɢɧɹɬɢɹ ɪɟɲɟɧɢɹ. 
Ʉɚɱɟɫɬɜɟɧɧɵɣ ɚɧɚɥɢɡ ɩɨɡɜɨɥɢɬ ɜɵɹɜɢɬɶ ɜɨɡɦɨɠɧɵɟ ɤɪɢɬɟɪɢɢ ɜɵɛɨɪɚ CRM-ɫɢɫɬɟɦɵ. 
Ʉɨɥɢɱɟɫɬɜɟɧɧɵɣ ɚɧɚɥɢɡ ɩɨɡɜɨɥɹɟɬ ɨɩɪɟɞɟɥɢɬɶ ɤɨɥɢɱɟɫɬɜɟɧɧɨɟ ɫɨɨɬɧɨɲɟɧɢɟ ɤɨɦɩɨɧɟɧɬɨɜ 
ɜ ɚɧɚɥɢɡɢɪɭɟɦɨɦ ɨɛɴɟɤɬɟ. ɇɚ ɡɚɜɟɪɲɚɸɳɟɦ ɷɬɚɩɟ ɜɵɛɨɪɚ CRM-ɫɢɫɬɟɦɵ, ɧɚ ɨɫɧɨɜɚɧɢɢ 
ɜɵɛɪɚɧɧɵɯ ɤɪɢɬɟɪɢɟɜ, ɞɥɹ ɫɪɚɜɧɟɧɢɹ ɨɬɨɛɪɚɧɧɵɯ ɪɚɧɟɟ ɫɢɫɬɟɦ ɦɨɠɧɨ ɢɫɩɨɥɶɡɨɜɚɬɶ ɦɟɬɨɞ 
ɚɧɚɥɢɡɚ ɢɟɪɚɪɯɢɣ. 
Ʉɥɸɱɟɜɵɟ ɫɥɨɜɚ: CRM-ɫɢɫɬɟɦɚ; ɜɡɚɢɦɨɞɟɣɫɬɜɢɟ ɫ ɤɥɢɟɧɬɚɦɢ; ɛɢɡɧɟɫ-ɤɪɢɬɟɪɢɢ. 
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Abstract 
Practical experience shows that today, both in Russia and abroad, there is no perfect way to help 

choose the optimal system for managing customer information. Manufacturing companies CRM 

create their own methods and techniques, ultimately aimed at using CRM, which they are 

developed. As a result, there are a lot of systems and methods, and choosing the best option for 

the organization is more and more difficult. 

For today in Russia and abroad there is no perfect way, helping to choose the optimum ready 

system of information management about clients. An obligatory and necessary condition for 

choosing the optimal CRM-system is clarity and understanding of the tasks that the company 

wants to solve. The article examines the algorithm for choosing a CRM-system using qualitative 

and quantitative analysis methods to obtain a concrete justification for making a decision. 

Qualitative analysis will identify possible criteria for selecting a CRM-system. Quantitative 

analysis allows you to determine the quantitative ratio of components in the analyzed object. At 
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the final stage of choosing a CRM system, based on the selected criteria, you can use the 

hierarchy analysis method to compare previously selected systems. 

Keywords: CRM system; interaction with customers; the business criteria. 

 

ɉɪɚɤɬɢɱɟɫɤɢɣ ɨɩɵɬ ɩɨɤɚɡɵɜɚɟɬ, ɱɬɨ ɧɚ ɫɟɝɨɞɧɹ ɤɚɤ ɜ Ɋɨɫɫɢɢ, ɬɚɤ ɢ ɡɚ ɪɭɛɟɠɨɦ ɧɟɬ 
ɫɨɜɟɪɲɟɧɧɨɝɨ ɫɩɨɫɨɛɚ, ɩɨɦɨɝɚɸɳɟɝɨ ɜɵɛɪɚɬɶ ɨɩɬɢɦɚɥɶɧɭɸ ɝɨɬɨɜɭɸ ɫɢɫɬɟɦɭ ɭɩɪɚɜɥɟɧɢɹ 
ɢɧɮɨɪɦɚɰɢɟɣ ɨ ɤɥɢɟɧɬɚɯ. Ʉɨɦɩɚɧɢɢ-ɩɪɨɢɡɜɨɞɢɬɟɥɢ CRM ɫɨɡɞɚɸɬ ɫɨɛɫɬɜɟɧɧɵɟ ɫɩɨɫɨɛɵ ɢ 
ɦɟɬɨɞɢɤɢ, ɜ ɤɨɧɟɱɧɨɦ ɢɬɨɝɟ ɧɚɰɟɥɟɧɧɵɟ ɧɚ ɢɫɩɨɥɶɡɨɜɚɧɢɟ CRM, ɤɨɬɨɪɵɟ ɢɦɢ ɢ ɪɚɡɪɚɛɚɬɵɜɚɸɬɫɹ. 
ȼ ɪɟɡɭɥɶɬɚɬɟ – ɫɢɫɬɟɦ ɢ ɦɟɬɨɞɢɤ ɦɧɨɝɨ, ɚ ɜɵɛɪɚɬɶ ɨɩɬɢɦɚɥɶɧɵɣ ɜɚɪɢɚɧɬ ɞɥɹ ɨɪɝɚɧɢɡɚɰɢɢ ɜɫɟ 
ɫɥɨɠɧɟɟ ɢ ɫɥɨɠɧɟɟ. 

Ɉɬɫɭɬɫɬɜɢɟ ɝɪɚɦɨɬɧɨɣ ɦɟɬɨɞɢɤɢ ɜɵɛɨɪɚ ɨɱɟɧɶ ɱɚɫɬɨ ɩɪɢɜɨɞɢɬ ɤ ɬɨɦɭ, ɱɬɨ ɧɟɛɨɥɶɲɢɟ 
ɤɨɦɩɚɧɢɢ, ɜɵɛɢɪɚɸɳɢɟ ɞɥɹ ɫɟɛɹ CRM, ɜɤɥɸɱɚɸɬ ɜ ɩɨɬɟɧɰɢɚɥɶɧɵɣ ɫɩɢɫɨɤ ɫɨɜɟɪɲɟɧɧɨ ɩɨɥɹɪɧɵɟ 
ɫɢɫɬɟɦɵ, ɤɚɤ ɩɨ ɮɭɧɤɰɢɨɧɚɥɭ, ɬɚɤ ɢ ɩɨ ɫɬɨɢɦɨɫɬɢ. ɉɨɥɭɱɚɟɬɫɹ ɩɚɪɚɞɨɤɫ: ɤɨɦɩɚɧɢɹ ɪɚɫɫɦɚɬɪɢɜɚɟɬ 
ɤ ɢɫɩɨɥɶɡɨɜɚɧɢɸ ɨɞɧɨɜɪɟɦɟɧɧɨ ɢ ɞɨɪɨɝɨɫɬɨɹɳɭɸ ɤɨɦɩɥɟɤɫɧɭɸ CRM, ɨɪɢɟɧɬɢɪɨɜɚɧɧɭɸ ɧɚ 
ɯɨɥɞɢɧɝɢ ɢ ɤɨɪɩɨɪɚɰɢɢ ɫ ɦɧɨɝɨɱɢɫɥɟɧɧɵɦɢ ɮɢɥɢɚɥɚɦɢ, ɢ ɫɤɪɨɦɧɭɸ ɫɢɫɬɟɦɭ ɫ ɛɚɡɨɜɵɦ 
ɮɭɧɤɰɢɨɧɚɥɨɦ, ɪɚɫɫɱɢɬɚɧɧɭɸ ɧɚ ɦɚɥɨɟ ɩɪɟɞɩɪɢɹɬɢɟ ɫ ɨɛɳɟɣ ɱɢɫɥɟɧɧɨɫɬɶɸ ɩɟɪɫɨɧɚɥɚ ɜ 10-15 

ɱɟɥɨɜɟɤ.  
ɉɪɨɛɥɟɦɚ ɜɵɛɨɪɚ ɞɨɩɨɥɧɢɬɟɥɶɧɨ ɭɫɥɨɠɧɹɟɬɫɹ ɢɡ-ɡɚ ɨɝɪɚɧɢɱɟɧɧɨɫɬɢ ɛɸɞɠɟɬɚ, ɤɨɬɨɪɵɣ 

ɯɚɪɚɤɬɟɪɟɧ ɞɥɹ ɦɚɥɵɯ ɢ ɫɪɟɞɧɢɯ ɤɨɦɩɚɧɢɣ. 
ɋ ɩɪɚɤɬɢɱɟɫɤɨɣ ɬɨɱɤɢ ɡɪɟɧɢɹ ɩɪɨɰɟɫɫ ɜɵɛɨɪɚ ɝɨɬɨɜɨɣ CRM ɦɨɠɧɨ ɪɚɡɞɟɥɢɬɶ ɧɚ ɫɥɟɞɭɸɳɢɟ 

ɲɚɝɢ: 
1) Ɉɩɪɟɞɟɥɟɧɢɟ ɰɟɥɟɣ ɢɫɩɨɥɶɡɨɜɚɧɢɹ CRM ɢ ɰɟɧɵ, ɤɨɬɨɪɭɸ ɤɨɦɩɚɧɢɹ ɝɨɬɨɜɚ ɡɚ ɷɬɨ 

ɡɚɩɥɚɬɢɬɶ. 
2) Ȼɢɡɧɟɫ-ɤɪɢɬɟɪɢɢ ɜɵɛɨɪɚ CRM. 
Ⱦɥɹ ɜɵɛɨɪɚ CRM-ɫɢɫɬɟɦɵ ɰɟɥɟɫɨɨɛɪɚɡɧɨ ɢɫɩɨɥɶɡɨɜɚɬɶ ɦɟɬɨɞ ɤɚɱɟɫɬɜɟɧɧɨɝɨ ɢ 

ɤɨɥɢɱɟɫɬɜɟɧɧɨɝɨ ɚɧɚɥɢɡɚ. 
Ʉɚɱɟɫɬɜɟɧɧɵɣ ɚɧɚɥɢɡ ɩɨɡɜɨɥɢɬ ɜɵɹɜɢɬɶ ɜɨɡɦɨɠɧɵɟ ɤɪɢɬɟɪɢɢ ɜɵɛɨɪɚ CRM-ɫɢɫɬɟɦɵ.  
Ʉɪɢɬɟɪɢɣ – ɩɪɢɡɧɚɤ, ɧɚ ɨɫɧɨɜɚɧɢɢ ɤɨɬɨɪɨɝɨ ɩɪɨɢɡɜɨɞɢɬɫɹ ɨɰɟɧɤɚ, ɨɩɪɟɞɟɥɟɧɢɟ ɢɥɢ 

ɤɥɚɫɫɢɮɢɤɚɰɢɹ ɱɟɝɨ-ɥɢɛɨ [4]. 
ɉɟɪɜɵɦ ɲɚɝɨɦ ɜ ɩɪɨɜɟɞɟɧɢɢ ɤɚɱɟɫɬɜɟɧɧɨɝɨ ɚɧɚɥɢɡɚ ɹɜɥɹɟɬɫɹ ɱɟɬɤɨɟ ɨɩɪɟɞɟɥɟɧɢɟ ɜɫɟɯ 

ɜɨɡɦɨɠɧɵɯ ɤɪɢɬɟɪɢɟɜ ɜɵɛɨɪɚ CRM-ɫɢɫɬɟɦ, ɫɭɳɟɫɬɜɭɸɳɢɯ ɧɚ ɪɵɧɤɟ.  
Ɉɛɹɡɚɬɟɥɶɧɨɟ ɢ ɧɟɨɛɯɨɞɢɦɨɟ ɭɫɥɨɜɢɟ ɞɥɹ ɜɵɛɨɪɚ ɨɩɬɢɦɚɥɶɧɨɣ CRM – ɷɬɨ ɹɫɧɨɫɬɶ ɢ 

ɩɨɧɢɦɚɧɢɟ ɡɚɞɚɱ, ɤɨɬɨɪɵɟ ɤɨɦɩɚɧɢɹ ɯɨɱɟɬ ɪɟɲɢɬɶ. Ⱦɥɹ ɬɨɝɨ ɱɬɨɛɵ ɷɬɨ ɩɨɧɢɦɚɧɢɟ ɩɨɹɜɢɥɨɫɶ, 
ɰɟɥɟɫɨɨɛɪɚɡɧɨ ɩɪɨɚɧɚɥɢɡɢɪɨɜɚɬɶ ɮɚɤɬɨɪɵ, ɜɥɢɹɸɳɢɟ ɧɚ ɜɵɛɨɪ CRM-ɫɢɫɬɟɦɵ (ɬɚɛɥɢɰɚ 1). 

Ɍɚɛɥɢɰɚ 1 

Ɏɚɤɬɨɪɵ, ɜɥɢɹɸɳɢɟ ɧɚ ɜɵɛɨɪ CRM-ɫɢɫɬɟɦɵ 

Table 1 

Factors influencing the choice of CRM system 

Ɏɚɤɬɨɪɵ Ɉɩɢɫɚɧɢɟ 

ɐɟɥɢ, ɤɨɬɨɪɵɟ ɧɟɨɛɯɨɞɢɦɨ 
ɞɨɫɬɢɝɧɭɬɶ ɩɪɢ ɜɧɟɞɪɟɧɢɢ 

 ɩɨɜɵɲɟɧɢɟ ɤɚɱɟɫɬɜɚ ɨɛɫɥɭɠɢɜɚɧɢɹ ɤɥɢɟɧɬɨɜ; 
 ɫɜɟɞɟɧɢɟ ɞɚɧɧɵɯ ɩɨ ɪɚɛɨɬɟ ɫ ɤɥɢɟɧɬɚɦɢ ɜ ɟɞɢɧɭɸ ɛɚɡɭ; 
 ɞɨɫɬɭɩ ɤ ɨɬɱɟɬɚɦ ɜ ɪɟɠɢɦɟ ɨɧɥɚɣɧ; 
 ɫɨɡɞɚɧɢɟ ɫɩɢɫɤɚ ɧɟɨɛɯɨɞɢɦɵɯ ɦɟɪɨɩɪɢɹɬɢɣ ɢ ɢɯ 
ɪɟɡɭɥɶɬɚɬɨɜ; 
 ɤɨɧɬɪɨɥɶ ɡɚ ɪɚɛɨɬɨɣ ɦɟɧɟɞɠɟɪɨɜ. 

ɋɢɫɬɟɦɚ ɫɤɥɚɞɫɤɨɝɨ ɭɱɟɬɚ ɢ 
ɛɭɯɝɚɥɬɟɪɢɢ 

1ɋ: ɉɪɟɞɩɪɢɹɬɢɟ 7.7 

Ⱥɫɫɨɪɬɢɦɟɧɬ ɬɨɜɚɪɨɜ 
ɤɨɦɩɚɧɢɢ 

Ɉɛɨɪɭɞɨɜɚɧɢɟ ɢ ɩɪɨɝɪɚɦɦɧɨɟ ɨɛɟɫɩɟɱɟɧɢɟ ɞɥɹ ɚɜɬɨɦɚɬɢɡɚɰɢɢ 
ɬɨɪɝɨɜɥɢ 
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Ɏɚɤɬɨɪɵ Ɉɩɢɫɚɧɢɟ 

ɉɪɢɧɰɢɩ ɰɟɧɨɨɛɪɚɡɨɜɚɧɢɹ ɐɟɧɚ ɡɚɤɪɟɩɥɟɧɧɚɹ, ɡɚɮɢɤɫɢɪɨɜɚɧɧɚɹ ɜ 1ɋ ɢ ɦɟɧɟɞɠɟɪ ɧɟ ɢɦɟɟɬ 
ɩɪɚɜɚ ɞɚɜɚɬɶ ɫɤɢɞɤɢ 

ɋɬɟɩɟɧɶ ɚɜɬɨɦɚɬɢɡɚɰɢɢ 
ɩɪɨɰɟɫɫɚ ɩɪɨɞɚɠɢ 

Ȼɢɡɧɟɫ-ɩɪɨɰɟɫɫ ɩɪɨɞɚɠ ɮɨɪɦɚɥɢɡɨɜɚɧ ɢ 80-90% ɩɪɨɞɚɠ ɢɞɟɬ ɩɨ 
ɱɟɬɤɨɦɭ ɚɥɝɨɪɢɬɦɭ 

Ʉɥɢɟɧɬɵ ɤɨɦɩɚɧɢɢ Ɏɢɡɢɱɟɫɤɢɟ ɢ ɸɪɢɞɢɱɟɫɤɢɟ ɥɢɰɚ 

Ʉɨɥɢɱɟɫɬɜɨ ɩɨɬɟɧɰɢɚɥɶɧɵɯ 
ɤɥɢɟɧɬɨɜ ɧɚ ɪɵɧɤɟ 

Ȼɨɥɶɲɨɟ, ɬɪɟɛɭɟɬɫɹ ɦɧɨɝɨ ɜɪɟɦɟɧɢ ɧɚ ɡɚɧɟɫɟɧɢɟ ɞɚɧɧɵɯ ɜ 
ɛɭɦɚɠɧɵɟ ɧɨɫɢɬɟɥɢ 

Ɋɟɝɭɥɹɪɧɨɫɬɶ ɡɚɤɭɩɨɤ 
ɤɥɢɟɧɬɨɜ 

80% ɪɟɝɭɥɹɪɧɵɯ ɡɚɤɭɩɨɤ, 20% ɪɚɡɨɜɵɯ 

ɉɪɢɧɰɢɩ ɪɚɫɱɟɬɚ ɛɨɧɭɫɨɜ 
ɦɟɧɟɞɠɟɪɨɜ 

Ȼɨɧɭɫɵ ɦɟɧɟɞɠɟɪɨɜ ɫɱɢɬɚɸɬɫɹ ɤɚɤ ɩɪɨɰɟɧɬ ɨɬ ɜɵɩɨɥɧɟɧɢɹ 
ɩɥɚɧɚ 

ɋɩɟɰɢɚɥɢɫɬɵ, ɤɨɬɨɪɵɟ ɛɭɞɭɬ 
ɪɚɛɨɬɚɬɶ ɫ ɫɢɫɬɟɦɨɣ 

Ɋɭɤɨɜɨɞɫɬɜɨ, ɫɨɬɪɭɞɧɢɤɢ ɨɬɞɟɥɨɜ 

Ȼɸɞɠɟɬ, ɜɵɞɟɥɟɧɧɵɣ ɧɚ 
ɚɜɬɨɦɚɬɢɡɚɰɢɸ 

ɂɦɟɟɬ ɡɧɚɱɟɧɢɟ ɛɸɞɠɟɬɧɨɫɬɶ 

 

ȼɬɨɪɵɦ ɲɚɝɨɦ ɜɵɛɨɪɚ CRM-ɫɢɫɬɟɦɵ ɹɜɥɹɟɬɫɹ ɤɨɥɢɱɟɫɬɜɟɧɧɵɣ ɚɧɚɥɢɡ, ɤɨɬɨɪɵɣ ɩɨɡɜɨɥɢɬ 
ɨɩɪɟɞɟɥɢɬɶ ɤɨɥɢɱɟɫɬɜɟɧɧɨɟ ɫɨɨɬɧɨɲɟɧɢɟ ɤɨɦɩɨɧɟɧɬɨɜ ɜ ɚɧɚɥɢɡɢɪɭɟɦɨɦ ɨɛɴɟɤɬɟ. 

ɇɚ ɫɟɝɨɞɧɹɲɧɢɣ ɞɟɧɶ ɧɚ ɪɵɧɤɟ ɩɪɟɞɫɬɚɜɥɟɧɵ ɫɨɬɧɢ CRM ɪɟɲɟɧɢɣ, ɢ ɬɨɥɶɤɨ ɧɟɛɨɥɶɲɨɟ 
ɤɨɥɢɱɟɫɬɜɨ ɢɡ ɧɢɯ ɦɨɝɭɬ ɩɨɞɨɣɬɢ ɨɩɬɢɦɚɥɶɧɨ ɤɨɧɤɪɟɬɧɨɦɭ ɛɢɡɧɟɫɭ. ɑɬɨɛɵ ɩɨɥɭɱɢɬɶ ɤɨɪɨɬɤɢɣ 
ɫɩɢɫɨɤ, ɧɭɠɧɨ ɢɡ ɞɥɢɧɧɨɝɨ ɫɩɢɫɤɚ ɩɨɫɥɟɞɨɜɚɬɟɥɶɧɨ ɢɫɤɥɸɱɢɬɶ ɜɫɟ ɤɨɦɩɚɧɢɢ, ɱɶɢ ɪɟɲɟɧɢɹ ɧɟ 
ɩɨɞɯɨɞɹɬ ɩɨ ɮɭɧɤɰɢɨɧɚɥɭ, ɦɚɫɲɬɚɛɭ ɢ ɞɪɭɝɢɦ ɤɪɢɬɟɪɢɹɦ. 

Ⱦɥɹ ɨɬɛɨɪɚ ɛɵɥɢ ɜɵɛɪɚɧɵ ɤɨɦɩɥɟɤɫɧɵɟ CRM-ɫɢɫɬɟɦɵ, ɡɚɧɢɦɚɸɳɢɟ ɩɟɪɜɵɟ 7 ɩɨɡɢɰɢɣ ɜ 
ɪɟɣɬɢɧɝɟ, ɫɨɫɬɚɜɥɟɧɧɨɦ ɫɩɟɰɢɚɥɢɫɬɚɦɢ ɢɧɮɨɪɦɚɰɢɨɧɧɨɝɨ ɩɨɪɬɚɥɚ «ɉɪɚɤɬɢɤɚ CRM» (ɬɚɛɥɢɰɚ 2) 
[9]. 

Ɍɚɛɥɢɰɚ 2 

Ɋɟɣɬɢɧɝ ɤɨɦɩɥɟɤɫɧɵɯ CRM-ɫɢɫɬɟɦ 

Table 2 

The rating of complex CRM-systems 

 ɋɢɫɬɟɦɚ ȼɟɧɞɨɪ 

1 Microsoft Dynamics CRM Microsoft 

2 Oracle Siebel CRM ORACLE 

3 1ɋ:CRM ɉɊɈɎ 2.0 1C-Ɋɚɪɭɫ 

4 SugarCRM SugarCRM 

5 ELMA CRM ELMA 

6 SAP CRM SAP AG 

7 Ɇɟɝɚɩɥɚɧ Ɇɟɝɚɩɥɚɧ 

 

Ʉɪɚɬɤɚɹ ɯɚɪɚɤɬɟɪɢɫɬɢɤɚ ɜɵɛɪɚɧɧɵɯ ɫɢɫɬɟɦ: 
1) Microsoft Dynamics CRM. 

ɉɥɚɬɮɨɪɦɚ ɛɢɡɧɟɫ-ɩɪɢɥɨɠɟɧɢɣ Microsoft Dynamics CRM ɩɨɡɜɨɥɹɟɬ ɪɨɫɫɢɣɫɤɢɦ ɤɨɦɩɚɧɢɹɦ 
ɩɨɜɵɲɚɬɶ ɤɨɧɤɭɪɟɧɬɨɫɩɨɫɨɛɧɨɫɬɢ ɡɚ ɫɱɟɬ ɪɨɫɬɚ ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɪɚɛɨɬɵ ɫ ɤɥɢɟɧɬɚɦɢ ɪɨɡɧɢɱɧɨɝɨ ɢ 
ɤɨɪɩɨɪɚɬɢɜɧɨɝɨ ɫɟɝɦɟɧɬɨɜ, ɫɨɤɪɚɳɚɬɶ ɡɚɬɪɚɬɵ ɧɚ ɡɚɩɭɫɤ ɢ ɩɪɨɞɚɠɢ ɧɨɜɵɯ ɩɪɨɞɭɤɬɨɜ ɢ ɩɨɜɵɲɚɬɶ 
ɭɞɨɜɥɟɬɜɨɪɟɧɧɨɫɬɶ ɡɚɤɚɡɱɢɤɨɜ ɛɥɚɝɨɞɚɪɹ ɢɫɩɨɥɶɡɨɜɚɧɢɸ ɩɟɪɟɞɨɜɵɯ ɬɟɯɧɨɥɨɝɢɣ. 

Microsoft Dynamics CRM — ɦɨɳɧɵɣ ɢɧɫɬɪɭɦɟɧɬ ɞɥɹ ɭɩɪɚɜɥɟɧɢɹ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ 
ɤɥɢɟɧɬɚɦɢ. Ɉɧ ɩɨɜɵɲɚɟɬ ɩɪɨɞɭɤɬɢɜɧɨɫɬɶ ɫɨɬɪɭɞɧɢɤɨɜ ɜɧɭɬɪɢ ɢ ɜɧɟ ɨɪɝɚɧɢɡɚɰɢɢ ɢ ɨɛɥɟɝɱɚɟɬ 
ɜɡɚɢɦɨɞɟɣɫɬɜɢɟ ɨɬɞɟɥɨɜ ɩɪɨɞɚɠ, ɦɚɪɤɟɬɢɧɝɚ ɢ ɨɛɫɥɭɠɢɜɚɧɢɹ ɤɥɢɟɧɬɨɜ ɫ ɩɨɦɨɳɶɸ ɫɨɜɪɟɦɟɧɧɵɯ 
ɬɟɯɧɨɥɨɝɢɣ, ɢɧɬɟɝɪɢɪɨɜɚɧɧɵɯ ɜ ɟɞɢɧɭɸ ɪɚɛɨɱɭɸ ɫɪɟɞɭ. 
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Ʉɥɸɱɟɜɵɟ ɪɟɡɭɥɶɬɚɬɵ ɢɫɩɨɥɶɡɨɜɚɧɢɹ Microsoft Dynamics CRM: 
 ɫɧɢɠɟɧɢɟ ɫɬɨɢɦɨɫɬɢ ɩɪɢɜɥɟɱɟɧɢɹ ɧɨɜɵɯ ɤɥɢɟɧɬɨɜ, ɜɵɫɨɤɨɟ ɤɚɱɟɫɬɜɨ ɦɚɪɤɟɬɢɧɝɨɜɵɯ 

ɞɚɧɧɵɯ ɢ ɜɨɡɦɨɠɧɨɫɬɶ ɚɧɚɥɢɡɚ ɜɨɡɜɪɚɬɚ ɧɚ ɦɚɪɤɟɬɢɧɝɨɜɵɟ ɢɧɜɟɫɬɢɰɢɢ; 
 ɫɨɤɪɚɳɟɧɢɟ ɰɢɤɥɚ ɢ ɫɬɨɢɦɨɫɬɢ ɩɪɨɞɚɠɢ, ɭɩɪɚɜɥɟɧɢɟ ɜɨɪɨɧɤɨɣ ɩɪɨɞɚɠ, ɭɜɟɥɢɱɟɧɢɟ 

ɤɨɥɢɱɟɫɬɜɚ ɡɚɤɪɵɬɵɯ ɫɞɟɥɨɤ; 
 ɭɜɟɥɢɱɟɧɢɟ ɩɪɨɞɚɠ ɫɭɳɟɫɬɜɭɸɳɢɦ ɤɥɢɟɧɬɚɦ, ɫɧɢɠɟɧɢɟ ɫɬɨɢɦɨɫɬɢ ɨɛɫɥɭɠɢɜɚɧɢɹ 

ɤɥɢɟɧɬɨɜ, ɩɨɜɵɲɟɧɢɟ ɢɯ ɭɞɨɜɥɟɬɜɨɪɟɧɧɨɫɬɢ ɢ ɥɨɹɥɶɧɨɫɬɢ [8]. 
2) Oracle Siebel CRM. 

Oracle Siebel CRM – ɫɢɫɬɟɦɚ ɭɩɪɚɜɥɟɧɢɹ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ, ɩɨɡɜɨɥɹɸɳɚɹ 
ɩɨɫɬɪɨɢɬɶ ɤɨɦɩɥɟɤɫɧɭɸ ɤɨɪɩɨɪɚɬɢɜɧɭɸ ɢɧɮɨɪɦɚɰɢɨɧɧɭɸ ɫɢɫɬɟɦɭ, ɚɜɬɨɦɚɬɢɡɢɪɭɸɳɭɸ ɤɚɤ 
ɨɩɟɪɚɰɢɢ ɮɪɨɧɬ-ɨɮɢɫɚ: ɭɩɪɚɜɥɟɧɢɟ ɩɪɨɞɚɠɚɦɢ, ɫɟɪɜɢɫɨɦ, ɦɚɪɤɟɬɢɧɝɨɦ ɢ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹ ɫ 
ɩɚɪɬɧɟɪɚɦɢ, – ɬɚɤ ɢ ɛɷɤ-ɨɮɢɫɧɵɟ ɡɚɞɚɱɢ: ɚɧɚɥɢɬɢɤɚ, ɭɩɪɚɜɥɟɧɢɟ ɡɚɤɚɡɚɦɢ ɢ ɩɟɪɫɨɧɚɥɨɦ, ɪɚɫɱɟɬ 
ɤɨɦɩɟɧɫɚɰɢɣ ɫɨɬɪɭɞɧɢɤɚɦ ɢ ɬ.ɩ. ɋɢɫɬɟɦɚ ɬɚɤɠɟ ɩɨɡɜɨɥɹɟɬ ɩɪɨɜɟɫɬɢ ɢɧɬɟɝɪɚɰɢɸ ɫ ɥɸɛɵɦɢ ɂɌ-

ɫɢɫɬɟɦɚɦɢ ɤɥɢɟɧɬɚ. 
ɉɪɟɢɦɭɳɟɫɬɜɚ Oracle Siebel CRM: 
 Ɇɨɞɭɥɶɧɚɹ ɫɬɪɭɤɬɭɪɚ – ɩɨɡɜɨɥɹɟɬ ɤɨɦɩɚɧɢɹɦ ɜɵɛɢɪɚɬɶ ɢ ɢɫɩɨɥɶɡɨɜɚɬɶ ɬɨɥɶɤɨ 

ɧɟɨɛɯɨɞɢɦɵɟ ɦɨɞɭɥɢ. ɗɬɨ ɞɚɟɬ ɜɨɡɦɨɠɧɨɫɬɶ ɜɧɟɞɪɹɬɶ ɫɢɫɬɟɦɭ ɩɨɷɬɚɩɧɨ. 
 Ƚɢɛɤɨɫɬɶ ɢ ɪɚɫɲɢɪɹɟɦɨɫɬɶ – ɚɪɯɢɬɟɤɬɭɪɚ ɢ ɫɪɟɞɫɬɜɚ ɧɚɫɬɪɨɣɤɢ Siebel ɩɨɡɜɨɥɹɸɬ 

ɤɨɧɮɢɝɭɪɢɪɨɜɚɬɶ ɩɪɨɞɭɤɬ ɜ ɫɨɨɬɜɟɬɫɬɜɢɢ ɫ ɬɪɟɛɨɜɚɧɢɹɦɢ ɛɢɡɧɟɫɚ. 
 ɇɚɥɢɱɢɟ ɛɨɥɟɟ 20-ɬɢ ɩɨɥɧɨɮɭɧɤɰɢɨɧɚɥɶɧɵɯ ɨɬɪɚɫɥɟɜɵɯ CRM-ɪɟɲɟɧɢɣ, ɚɞɚɩɬɢɪɨɜɚɧɧɵɯ 

ɩɨɞ ɨɫɨɛɟɧɧɨɫɬɢ ɤɨɧɤɪɟɬɧɵɯ ɨɬɪɚɫɥɟɣ, ɩɨɡɜɨɥɹɸɬ ɫɧɢɡɢɬɶ ɫɬɨɢɦɨɫɬɶ ɱɚɫɬɢ ɭɫɥɭɝ ɜ CRM-ɩɪɨɟɤɬɟ. 
Ʉɪɨɦɟ ɬɨɝɨ, ɨɬɪɚɫɥɟɜɵɟ CRM-ɪɟɲɟɧɢɹ ɫɨɞɟɪɠɚɬ ɜ ɫɟɛɟ ɨɩɵɬ ɢ ɬɟɯɧɨɥɨɝɢɢ ɪɚɛɨɬɵ ɪɚɡɥɢɱɧɵɯ 
ɩɪɟɞɩɪɢɹɬɢɣ ɨɬɪɚɫɥɢ, ɱɬɨ ɟɳɟ ɛɨɥɶɲɟ ɭɜɟɥɢɱɢɜɚɟɬ ɢɯ ɰɟɧɧɨɫɬɶ [9]. 

3) 1ɋ:CRM ɉɊɈɎ 2.0. 
Ɋɟɲɟɧɢɟ «1ɋ:CRM ɉɊɈɎ. Ɋɟɞɚɤɰɢɹ 2.0» ɩɪɟɞɧɚɡɧɚɱɟɧɨ ɞɥɹ ɤɨɦɩɚɧɢɣ ɫɪɟɞɧɟɝɨ ɛɢɡɧɟɫɚ, ɚ 

ɬɚɤɠɟ ɞɥɹ ɤɨɦɩɚɧɢɣ ɦɚɥɨɝɨ ɛɢɡɧɟɫɚ ɫ ɩɨɬɪɟɛɧɨɫɬɶɸ ɫɨɜɦɟɫɬɧɨɣ ɪɚɛɨɬɵ ɛɨɥɟɟ 5 ɩɨɥɶɡɨɜɚɬɟɥɟɣ ɜ 
ɟɞɢɧɨɣ ɢɧɮɨɪɦɚɰɢɨɧɧɨɣ ɛɚɡɟ. Ⱥɧɚɥɢɬɢɱɟɫɤɚɹ CRM-ɫɢɫɬɟɦɚ ɩɨɡɜɨɥɹɟɬ ɚɜɬɨɦɚɬɢɡɢɪɨɜɚɬɶ ɜɫɟ 
ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɵ ɤɨɦɩɚɧɢɢ ɜ ɫɨɨɬɜɟɬɫɬɜɢɢ ɫ ɤɨɧɰɟɩɰɢɟɣ CRM, ɜɤɥɸɱɚɹ ɨɬɞɟɥɵ ɡɚɤɭɩɨɤ, ɩɪɨɞɚɠ, 
ɦɚɪɤɟɬɢɧɝɚ, ɫɟɪɜɢɫɧɨɝɨ ɨɛɫɥɭɠɢɜɚɧɢɹ ɢ ɫɥɭɠɛɵ ɤɚɱɟɫɬɜɚ, ɚ ɬɚɤɠɟ ɭɩɪɚɜɥɹɬɶ ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɚɦɢ 
ɧɚ ɜɫɟɯ ɷɬɚɩɚɯ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ ɤɥɢɟɧɬɚɦɢ ɢ ɜɧɭɬɪɢ ɨɪɝɚɧɢɡɚɰɢɢ. 

«1ɋ:CRM ɉɊɈɎ 2.0» ɩɨɡɜɨɥɹɟɬ:  
 ɩɨɫɬɪɨɢɬɶ ɫɢɫɬɟɦɭ ɭɩɪɚɜɥɟɧɢɹ ɩɪɨɞɚɠɚɦɢ; 
 ɩɨɜɵɫɢɬɶ ɥɨɹɥɶɧɨɫɬɶ ɤɥɢɟɧɬɨɜ; 
 ɭɜɟɥɢɱɢɬɶ ɨɛɴɟɦ ɩɪɨɞɚɠ [9]. 

4) SugarCRM. 

SugarCRM – ɪɟɣɬɢɧɝɨɜɚɹ opensource CRM-ɫɢɫɬɟɦɚ, ɤɨɬɨɪɭɸ ɢɫɩɨɥɶɡɭɸɬ ɞɟɫɹɬɤɢ ɬɵɫɹɱ 
ɤɨɦɩɚɧɢɣ ɩɨ ɜɫɟɦɭ ɦɢɪɭ. Ɉɝɪɨɦɧɨɟ ɤɨɥɢɱɟɫɬɜɨ ɦɨɞɭɥɟɣ ɪɚɫɲɢɪɟɧɢɹ ɢ ɨɬɫɭɬɫɬɜɢɟ ɥɢɰɟɧɡɢɣ ɧɚ 
ɩɨɞɤɥɸɱɟɧɢɟ ɩɨɥɶɡɨɜɚɬɟɥɟɣ ɨɛɟɫɩɟɱɢɜɚɟɬ SugarCRM ɜɚɠɧɨɟ ɩɪɟɢɦɭɳɟɫɬɜɨ – ɧɢɡɤɭɸ ɫɬɨɢɦɨɫɬɶ 
ɜɥɚɞɟɧɢɹ. 

CRM-ɫɢɫɬɟɦɚ ɧɚ ɨɫɧɨɜɟ SugarCRM ɩɨɦɨɝɚɟɬ ɪɟɲɚɬɶ ɡɚɞɚɱɢ: 
 ɰɟɧɬɪɚɥɢɡɚɰɢɹ ɤɥɢɟɧɬɫɤɨɣ ɛɚɡɵ; 
 ɚɜɬɨɦɚɬɢɡɚɰɢɹ ɩɪɹɦɵɯ ɩɪɨɞɚɠ; 
 ɭɞɟɪɠɚɧɢɟ ɤɥɢɟɧɬɨɜ; 
 ɨɩɟɪɚɬɢɜɧɵɣ ɚɧɚɥɢɡ ɩɪɨɰɟɫɫɨɜ ɩɪɨɞɚɠ ɢ ɦɚɪɤɟɬɢɧɝɚ; 
 ɩɨɜɵɲɟɧɢɟ ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɪɚɛɨɬɵ ɤɨɧɬɚɤɬ-ɰɟɧɬɪɚ; 
 ɩɨɜɵɲɟɧɢɟ ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɪɚɛɨɬɵ ɦɟɧɟɞɠɟɪɨɜ ɩɨ ɩɪɨɞɚɠɚɦ ɢ ɦɚɪɤɟɬɢɧɝɭ; 
 ɩɨɜɵɲɟɧɢɟ ɷɮɮɟɤɬɢɜɧɨɫɬɢ ɫɟɪɜɢɫɧɨɝɨ ɨɛɫɥɭɠɢɜɚɧɢɹ [9]. 

5) ELMA CRM. 
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ɉɪɢɥɨɠɟɧɢɟ "ELMA: CRM" ɜɯɨɞɢɬ ɜ ɫɨɫɬɚɜ ɫɢɫɬɟɦɵ ELMA, ɩɪɟɞɧɚɡɧɚɱɟɧɧɨɣ ɞɥɹ 
ɭɩɪɚɜɥɟɧɢɹ ɤɨɦɩɚɧɢɟɣ. ɉɪɢɥɨɠɟɧɢɹ ELMA ɦɨɝɭɬ ɛɵɬɶ ɩɪɢɨɛɪɟɬɟɧɵ ɢ ɮɭɧɤɰɢɨɧɢɪɨɜɚɬɶ ɤɚɤ 
ɨɬɞɟɥɶɧɵɟ ɩɪɢɥɨɠɟɧɢɹ, ɬɚɤ ɢ ɜɦɟɫɬɟ ɜ ɟɞɢɧɨɦ ɢɧɮɨɪɦɚɰɢɨɧɧɨɦ ɩɪɨɫɬɪɚɧɫɬɜɟ. "ELMA: CRM" 
ɨɬɧɨɫɢɬɫɹ ɤ ɤɥɚɫɫɭ ɨɩɟɪɚɰɢɨɧɧɨɝɨ CRM, ɨɫɧɨɜɧɵɦɢ ɮɭɧɤɰɢɹɦɢ ɤɨɬɨɪɨɝɨ ɹɜɥɹɸɬɫɹ ɭɩɪɚɜɥɟɧɢɟ 
ɩɪɨɰɟɫɫɨɦ ɩɪɨɞɚɠ ɢ ɜɟɞɟɧɢɟ ɢɫɬɨɪɢɢ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɣ ɫ ɤɥɢɟɧɬɚɦɢ [9]. 

6) SAP CRM. 

ɋɢɫɬɟɦɚ "ɍɩɪɚɜɥɟɧɢɟ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ" (SAP CRM) ɹɜɥɹɟɬɫɹ ɟɞɢɧɫɬɜɟɧɧɵɦ 
ɪɟɲɟɧɢɟɦ ɤɥɚɫɫɚ CRM, ɤɨɬɨɪɨɟ ɩɨɡɜɨɥɹɟɬ ɨɛɴɟɞɢɧɹɬɶ ɫɨɬɪɭɞɧɢɤɨɜ, ɩɚɪɬɧɟɪɨɜ, ɩɪɨɰɟɫɫɵ ɢ 
ɬɟɯɧɨɥɨɝɢɢ ɜ ɪɚɦɤɚɯ ɩɨɥɧɨɝɨ ɡɚɦɤɧɭɬɨɝɨ ɰɢɤɥɚ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ ɤɥɢɟɧɬɚɦɢ. Ɉɧɨ ɩɪɟɞɨɫɬɚɜɥɹɟɬ 
ɫɪɟɞɫɬɜɚ ɞɥɹ ɜɵɩɨɥɧɟɧɢɹ ɩɪɨɜɟɪɤɢ ɞɨɫɬɭɩɧɨɫɬɢ ɪɟɫɭɪɫɨɜ ɜ ɪɟɠɢɦɟ ɪɟɚɥɶɧɨɝɨ ɜɪɟɦɟɧɢ, 
ɭɩɪɚɜɥɟɧɢɹ ɞɨɝɨɜɨɪɚɦɢ, ɭɩɪɚɜɥɟɧɢɹ ɮɚɤɬɭɪɢɪɨɜɚɧɢɟɦ. ɋ ɟɝɨ ɩɨɦɨɳɶɸ ɞɨɫɬɢɝɚɟɬɫɹ ɜɵɫɨɤɚɹ 
ɫɬɟɩɟɧɶ ɩɪɨɡɪɚɱɧɨɫɬɢ ɜɵɩɨɥɧɟɧɢɹ ɡɚɤɚɡɨɜ ɢ ɨɬɫɥɟɠɢɜɚɧɢɹ ɢɯ ɫɬɚɬɭɫɚ. 

Ɋɟɲɟɧɢɟ ɬɚɤɠɟ ɩɪɟɞɥɚɝɚɟɬ ɮɭɧɤɰɢɢ ɢ ɜɨɡɦɨɠɧɨɫɬɢ ɞɥɹ ɩɥɚɧɢɪɨɜɚɧɢɹ ɦɚɪɤɟɬɢɧɝɨɜɨɣ 
ɞɟɹɬɟɥɶɧɨɫɬɢ, ɭɩɪɚɜɥɟɧɢɹ ɦɚɪɤɟɬɢɧɝɨɜɵɦɢ ɤɚɦɩɚɧɢɹɦɢ, ɨɫɭɳɟɫɬɜɥɟɧɢɹ ɬɟɥɟɦɚɪɤɟɬɢɧɝɚ, 
ɝɟɧɟɪɚɰɢɢ ɧɨɜɵɯ ɜɨɡɦɨɠɧɨɫɬɟɣ ɩɪɨɞɚɠ ɢ ɫɟɝɦɟɧɬɚɰɢɢ ɤɥɢɟɧɬɫɤɨɣ ɛɚɡɵ. Ʉɪɨɦɟ ɬɨɝɨ, ɪɟɲɟɧɢɟ 
SAP CRM "ɍɩɪɚɜɥɟɧɢɟ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ" ɩɨɡɜɨɥɹɟɬ ɩɪɟɞɩɪɢɹɬɢɹɦ ɩɪɟɞɥɚɝɚɬɶ 
ɤɥɢɟɧɬɚɦ ɩɨɞɞɟɪɠɤɭ ɩɨ ɫɚɦɵɦ ɪɚɡɥɢɱɧɵɦ ɤɚɧɚɥɚɦ: ɱɟɪɟɡ ɰɟɧɬɪ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ ɤɥɢɟɧɬɚɦɢ, ɫ 
ɩɨɦɨɳɶɸ ɂɧɬɟɪɧɟɬ-ɩɪɢɥɨɠɟɧɢɣ ɞɥɹ ɫɚɦɨɨɛɫɥɭɠɢɜɚɧɢɹ ɤɥɢɟɧɬɨɜ, ɩɪɢɥɨɠɟɧɢɣ ɞɥɹ ɭɩɪɚɜɥɟɧɢɟ 
ɫɟɪɜɢɫɨɦ ɢ ɪɟɤɥɚɦɚɰɢɹɦɢ, ɩɭɬɟɦ ɨɛɫɥɭɠɢɜɚɧɢɹ ɢ ɜɵɩɨɥɧɟɧɢɹ ɪɚɛɨɬ ɭ ɤɥɢɟɧɬɨɜ, ɚ ɬɚɤɠɟ 
ɭɩɪɚɜɥɟɧɢɹ ɛɚɡɨɣ ɭɫɬɚɧɨɜɥɟɧɧɨɝɨ ɭ ɤɥɢɟɧɬɨɜ ɨɛɨɪɭɞɨɜɚɧɢɹ. 

7) Ɇɟɝɚɩɥɚɧ. 
CRM-ɫɢɫɬɟɦɚ Ɇɟɝɚɩɥɚɧ ɨɫɧɨɜɚɧɚ ɧɚ ɩɨɫɬɚɧɨɜɤɟ ɡɚɞɚɱ ɫ ɩɨɫɥɟɞɭɸɳɢɦ ɜɟɞɟɧɢɟɦ ɩɪɨɟɤɬɨɜ. 

Ʉɪɨɦɟ ɬɨɝɨ, ɨɧɚ ɞɨɩɨɥɧɟɧɚ ɦɧɨɠɟɫɬɜɨɦ ɩɨɥɟɡɧɵɯ ɮɭɧɤɰɢɣ. ɇɚɩɪɢɦɟɪ, ɜ ɧɟɣ ɜɨɡɦɨɠɧɨ ɜɟɞɟɧɢɟ 
ɤɥɢɟɧɬɫɤɨɣ ɛɚɡɵ ɢ ɛɚɡɵ ɫɨɬɪɭɞɧɢɤɨɜ, ɭɩɪɚɜɥɟɧɱɟɫɤɢɣ ɢ ɮɢɧɚɧɫɨɜɵɣ ɭɱɟɬ.  

ȼ ɫɢɫɬɟɦɟ Ɇɟɝɚɩɥɚɧ ɱɟɬɤɨ ɩɪɨɩɢɫɚɧɚ ɩɨɥɧɚɹ ɫɬɪɭɤɬɭɪɚ ɨɪɝɚɧɢɡɚɰɢɢ, ɜɫɟ ɟɟ ɨɬɞɟɥɵ ɫ 
ɭɤɚɡɚɧɢɟɦ ɧɚɱɚɥɶɧɢɤɨɜ ɢ ɩɨɞɱɢɧɟɧɧɵɯ, ɟɫɬɶ ɜɨɡɦɨɠɧɨɫɬɶ ɨɝɪɚɧɢɱɢɬɶ ɩɪɚɜɚ ɩɨɥɶɡɨɜɚɬɟɥɹ.  

ȼɨ ɜɪɟɦɹ ɩɨɫɬɚɧɨɜɤɢ ɡɚɞɚɱ ɜ Ɇɟɝɚɩɥɚɧɟ ɭɤɚɡɵɜɚɸɬɫɹ ɫɪɨɤɢ, ɨɬɜɟɬɫɬɜɟɧɧɵɟ ɥɢɰɚ, ɡɚɤɚɡɱɢɤ ɢ 
ɫɜɹɡɶ ɫ ɩɪɨɱɢɦɢ ɡɚɞɚɱɚɦɢ.  

Ɇɟɝɚɩɥɚɧ ɭɧɢɜɟɪɫɚɥɟɧ, ɢ ɷɬɨ ɟɝɨ ɝɥɚɜɧɨɟ ɞɨɫɬɨɢɧɫɬɜɨ. Ɉɧ ɩɨɞɨɣɞɟɬ ɞɥɹ ɪɚɛɨɬɵ ɧɚ 
ɩɪɟɞɩɪɢɹɬɢɢ ɥɸɛɨɣ ɧɚɩɪɚɜɥɟɧɧɨɫɬɢ: ɛɭɞɶ ɬɨ ɧɟɛɨɥɶɲɨɟ ɤɚɮɟ, ɜ ɤɨɬɨɪɨɦ ɪɚɛɨɬɚɸɬ 10 ɱɟɥɨɜɟɤ, ɢɥɢ 
ɠɟ ɤɪɭɩɧɨɟ ɩɪɟɞɩɪɢɹɬɢɟ ɫ ɛɨɥɶɲɢɦ ɤɨɥɢɱɟɫɬɜɨɦ ɫɨɬɪɭɞɧɢɤɨɜ [9]. 

Ⱦɥɹ ɬɨɝɨ, ɱɬɨɛɵ ɨɫɭɳɟɫɬɜɢɬɶ ɜɵɛɨɪ ɧɚɢɛɨɥɟɟ ɩɨɞɯɨɞɹɳɢɯ CRM-ɫɢɫɬɟɦ ɞɥɹ ɩɪɟɞɩɪɢɹɬɢɹ 
ɩɪɨɪɚɧɠɢɪɭɟɦ ɤɪɢɬɟɪɢɢ. ɇɚɢɛɨɥɟɟ ɡɧɚɱɢɦɵɦɢ ɹɜɥɹɸɬɫɹ ɫɥɟɞɭɸɳɢɟ ɤɪɢɬɟɪɢɢ: 

1) ɋɨɨɬɜɟɬɫɬɜɢɟ ɬɪɟɛɨɜɚɧɢɹɦ ɛɢɡɧɟɫɚ. 
2) ɂɧɬɟɝɪɚɰɢɹ ɫ ɭɱɟɬɧɨɣ ɫɢɫɬɟɦɨɣ. 
3) ɋɨɜɨɤɭɩɧɚɹ ɫɬɨɢɦɨɫɬɶ ɜɧɟɞɪɟɧɢɹ. 
4) ȼɨɡɦɨɠɧɨɫɬɶ ɧɚɫɬɪɨɣɤɢ CRM-ɫɢɫɬɟɦɵ ɩɨɞ ɩɨɥɶɡɨɜɚɬɟɥɟɣ. 
5) ɇɚɥɢɱɢɟ ɚɧɚɥɢɬɢɱɟɫɤɢɯ ɢɧɫɬɪɭɦɟɧɬɨɜ. 
6) Ɋɚɛɨɬɚ ɱɟɪɟɡ ɂɧɬɟɪɧɟɬ. 
ɋɨɨɬɜɟɬɫɬɜɢɟ ɬɪɟɛɨɜɚɧɢɹɦ ɛɢɡɧɟɫɚ – ɫɨɨɬɧɨɲɟɧɢɟ ɰɟɥɟɣ ɢ ɡɚɞɚɱ ɩɪɟɞɩɪɢɹɬɢɹ 

ɮɭɧɤɰɢɨɧɚɥɶɧɨɫɬɢ CRM-ɫɢɫɬɟɦɵ [10]. ɋɢɫɬɟɦɭ ɧɟɨɛɯɨɞɢɦɨ ɜɵɛɢɪɚɬɶ ɩɨɞ ɬɪɟɛɨɜɚɧɢɹ ɛɢɡɧɟɫɚ, ɚ 
ɧɟ ɧɚɨɛɨɪɨɬ. ȼ ɞɚɧɧɨɦ ɫɥɭɱɚɟ ɝɨɜɨɪɢɬɫɹ ɨɛ ɨɬɪɚɫɥɟɜɨɣ ɩɪɢɦɟɧɢɦɨɫɬɢ ɫɢɫɬɟɦɵ. 

ɂɫɩɨɥɶɡɭɹ ɫɪɚɜɧɢɬɟɥɶɧɭɸ ɯɚɪɚɤɬɟɪɢɫɬɢɤɭ ɫɢɫɬɟɦ, ɪɚɫɫɦɨɬɪɢɦ ɮɭɧɤɰɢɨɧɚɥɶɧɨɫɬɶ CRM-

ɫɢɫɬɟɦ «Microsoft Dynamics CRM», «Oracle Siebel CRM», «1ɋ:CRM ɉɊɈɎ 2.0», «SugarCRM», 
«ELMA CRM», «SAP CRM», «Ɇɟɝɚɩɥɚɧ» ɩɨ ɤɪɢɬɟɪɢɸ «ɋɨɨɬɜɟɬɫɬɜɢɟ ɬɪɟɛɨɜɚɧɢɹɦ ɛɢɡɧɟɫɚ» 
(ɬɚɛɥɢɰɚ 3). 
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Ɍɚɛɥɢɰɚ 3 

ɋɪɚɜɧɟɧɢɟ CRM-ɫɢɫɬɟɦ ɩɨ ɤɪɢɬɟɪɢɸ «ɋɨɨɬɜɟɬɫɬɜɢɟ ɬɪɟɛɨɜɚɧɢɹɦ ɛɢɡɧɟɫɚ» 

Table 3 

Comparison of CRM systems for the criterion "Compliance with the requirements of the business 

 

 

Microsoft 

Dynamics 

CRM 

Oracle 

Siebel 

CRM 

1ɋ:CRM 
ɉɊɈɎ 

2.0 

Sugar 

CRM 

ELMA 

CRM 

SAP 

CRM 
Ɇɟɝɚɩɥɚɧ 

Ɍɨɪɝɨɜɥɹ ɨɩɬɨɜɚɹ + - + + + + + 

Ɍɨɪɝɨɜɥɹ 
ɪɨɡɧɢɱɧɚɹ 

+ - + - + + + 

 

ɋɥɟɞɭɸɳɢɣ ɤɪɢɬɟɪɢɣ – ɢɧɬɟɝɪɚɰɢɹ ɫ ɭɱɟɬɧɨɣ ɫɢɫɬɟɦɨɣ. Ɂɞɟɫɶ ɩɨɞɪɚɡɭɦɟɜɚɟɬɫɹ ɜɨɡɦɨɠɧɨɫɬɶ 
ɢɧɬɟɝɪɚɰɢɢ CRM-ɫɢɫɬɟɦ ɫ «1ɋ» (ɬɚɛɥɢɰɚ 4). 

Ɍɚɛɥɢɰɚ 4 

ɋɪɚɜɧɟɧɢɟ CRM-ɫɢɫɬɟɦ ɩɨ ɤɪɢɬɟɪɢɸ «ɂɧɬɟɝɪɚɰɢɹ ɫ ɭɱɟɬɧɨɣ ɫɢɫɬɟɦɨɣ» 

Table 4 

Comparison of CRM systems according to the criterion of "Integration with the accounting 

system" 

 Microsoft 

Dynamics 

CRM 

Oracle 

Siebel 

CRM 

1ɋ:CRM 
ɉɊɈɎ 2.0 

Sugar 

CRM 

ELMA 

CRM 

SAP 

CRM 
Ɇɟɝɚɩɥɚɧ 

«1ɋ: 
ɉɪɟɞɩɪɢɹɬɢɟ» 

+ - + + + - - 

 

ɋɨɜɨɤɭɩɧɚɹ ɫɬɨɢɦɨɫɬɶ ɜɥɚɞɟɧɢɹ ɢɧɮɨɪɦɚɰɢɨɧɧɨɣ ɫɢɫɬɟɦɵ ɜɤɥɸɱɚɟɬ ɫɭɦɦɭ ɩɪɹɦɵɯ ɢ 
ɤɨɫɜɟɧɧɵɯ ɡɚɬɪɚɬ ɧɚ ɩɪɢɨɛɪɟɬɟɧɢɟ ɢ ɜɧɟɞɪɟɧɢɟ ɫɢɫɬɟɦɵ ɧɚ ɩɪɟɞɩɪɢɹɬɢɢ. ȼ ɫɬɨɢɦɨɫɬɶ ɜɯɨɞɹɬ 
ɫɭɦɦɚ ɡɚɬɪɚɬ ɧɚ ɩɪɢɨɛɪɟɬɟɧɢɟ ɥɢɰɟɧɡɢɣ ɞɥɹ ɪɚɛɨɱɢɯ ɦɟɫɬ, ɫɬɨɢɦɨɫɬɶ ɩɨɞɝɨɬɨɜɤɢ ɬɟɯɧɢɱɟɫɤɨɝɨ 
ɡɚɞɚɧɢɹ ɢ ɬɟɯɧɢɱɟɫɤɨɣ ɞɨɤɭɦɟɧɬɚɰɢɢ, ɡɚɬɪɚɬɵ ɧɚ ɢɧɮɨɪɦɚɰɢɨɧɧɨ – ɬɟɯɧɨɥɨɝɢɱɟɫɤɨɟ 
ɫɨɩɪɨɜɨɠɞɟɧɢɟ ɪɚɡɪɚɛɨɬɱɢɤɚ ɢ ɧɚ ɩɨɥɭɱɟɧɢɟ ɤɨɧɫɭɥɶɬɚɰɢɣ ɭ ɫɩɟɰɢɚɥɢɫɬɨɜ. 

ɋɢɫɬɟɦɵ ɫɪɚɜɧɢɜɚɸɬɫɹ ɩɨ ɡɚɬɪɚɬɚɦ ɧɚ ɥɢɰɟɧɡɢɸ ɫɟɪɜɟɪɚ, ɡɚɬɪɚɬɚɦ ɧɚ ɥɢɰɟɧɡɢɸ ɨɞɧɨɝɨ 
ɪɚɛɨɱɟɝɨ ɦɟɫɬɚ ɢ ɡɚɬɪɚɬɚɦ ɧɚ ɩɨɞɞɟɪɠɤɭ (% ɜ ɝɨɞ ɨɬ ɩɟɪɜɢɱɧɨɣ ɫɬɨɢɦɨɫɬɢ).  

ɋɥɟɞɭɸɳɢɣ ɤɪɢɬɟɪɢɣ – ɜɨɡɦɨɠɧɨɫɬɶ ɧɚɫɬɪɨɣɤɢ CRM-ɫɢɫɬɟɦɵ ɩɨɞ ɩɨɥɶɡɨɜɚɬɟɥɟɣ. Ʉɚɤ ɫɚɦɚ 
ɨɪɝɚɧɢɡɚɰɢɹ, ɬɚɤ ɢ ɫɪɟɞɚ, ɨɤɪɭɠɚɸɳɚɹ ɟɟ, ɢɡɦɟɧɹɸɬɫɹ ɫɨ ɜɪɟɦɟɧɟɦ. ɗɬɨ ɩɪɢɜɨɞɢɬ ɤ 
ɧɟɨɛɯɨɞɢɦɨɫɬɢ ɢɡɦɟɧɹɬɶ ɭɫɥɨɜɢɹ ɪɚɛɨɬɵ ɩɨɥɶɡɨɜɚɬɟɥɟɣ CRM ɫɢɫɬɟɦɵ. Ⱦɥɹ ɷɮɮɟɤɬɢɜɧɨɣ ɪɚɛɨɬɵ, 
ɧɟɨɛɯɨɞɢɦɨ, ɱɬɨɛɵ ɜ ɫɢɫɬɟɦɟ ɛɵɥɚ ɩɪɟɞɭɫɦɨɬɪɟɧɚ ɜɨɡɦɨɠɧɨɫɬɶ ɩɪɨɫɬɨɝɨ ɢ ɛɵɫɬɪɨɝɨ ɢɡɦɟɧɟɧɢɹ 
ɩɨɥɶɡɨɜɚɬɟɥɶɫɤɢɯ ɮɭɧɤɰɢɣ ɜ ɫɨɨɬɜɟɬɫɬɜɢɢ ɫ ɦɟɧɹɸɳɢɦɢɫɹ ɛɢɡɧɟɫ-ɡɚɞɚɱɚɦɢ.  

ȼ ɞɚɧɧɨɦ ɫɥɭɱɚɟ ɫɢɫɬɟɦɵ ɫɪɚɜɧɢɜɚɸɬɫɹ ɩɨ ɜɨɡɦɨɠɧɨɫɬɢ ɧɚɫɬɪɨɣɤɢ ɫɢɫɬɟɦɵ ɩɨɞ ɡɚɞɚɱɢ 
ɤɨɦɩɚɧɢɢ (ɬɚɛɥɢɰɚ 5). 
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Ɍɚɛɥɢɰɚ 5 

ɋɪɚɜɧɟɧɢɟ CRM-ɫɢɫɬɟɦ ɩɨ ɤɪɢɬɟɪɢɸ «ȼɨɡɦɨɠɧɨɫɬɶ ɧɚɫɬɪɨɣɤɢ CRM-ɫɢɫɬɟɦɵ  
ɩɨɞ ɩɨɥɶɡɨɜɚɬɟɥɟɣ» 

Table 5 

Comparison of CRM systems in terms of "The ability to customize the CRM system for users" 
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ɇɚɥɢɱɢɟ ɚɧɚɥɢɬɢɱɟɫɤɢɯ ɢɧɫɬɪɭɦɟɧɬɨɜ – ɞɥɹ ɩɪɨɜɟɞɟɧɢɹ ɚɧɚɥɢɡɚ ɢ ɜɵɹɜɥɟɧɢɹ ɩɨɜɟɞɟɧɢɹ 
ɩɨɬɪɟɛɢɬɟɥɟɣ, ɢɯ ɬɪɟɛɨɜɚɧɢɣ ɢ ɨɠɢɞɚɧɢɣ, CRM ɫɢɫɬɟɦɚ ɞɨɥɠɧɚ ɞɚɜɚɬɶ ɜɨɡɦɨɠɧɨɫɬɶ ɩɪɨɜɨɞɢɬɶ 
ɚɧɚɥɢɡ, ɨɪɢɟɧɬɢɪɨɜɚɧɧɵɣ ɧɚ ɤɚɠɞɨɝɨ ɤɨɧɤɪɟɬɧɨɝɨ ɤɥɢɟɧɬɚ (ɬɚɛɥɢɰɚ 6). 

Ɍɚɛɥɢɰɚ 6 

ɋɪɚɜɧɟɧɢɟ CRM-ɫɢɫɬɟɦ ɩɨ ɤɪɢɬɟɪɢɸ «ɇɚɥɢɱɢɟ ɚɧɚɥɢɬɢɱɟɫɤɢɯ ɢɧɫɬɪɭɦɟɧɬɨɜ» 

Table 6 

Comparison of CRM systems in terms of "Ⱥnalytical tools" 

 Microsoft 

Dynamics 

CRM 

Oracle 

Siebel 

CRM 

1ɋ:CRM 
ɉɊɈɎ 2.0 

Sugar 

CRM 

ELMA 

CRM 

SAP 

CRM 
Ɇɟɝɚɩɥɚɧ 

ɇɚɥɢɱɢɟ ɚɧɚɥɢɬɢɱɟɫɤɢɯ 
ɢɧɫɬɪɭɦɟɧɬɨɜ  

 

+ 

 

+ 

 

+ 

 

+ 

 

+ 

 

+ 

 

+ 

 

ɋɥɟɞɭɸɳɢɣ ɤɪɢɬɟɪɢɣ – ɪɚɛɨɬɚ ɱɟɪɟɡ ɂɧɬɟɪɧɟɬ. ȼ ɧɚɫɬɨɹɳɟɟ ɜɪɟɦɹ ɨɱɟɧɶ ɜɚɠɧɨ, ɱɬɨɛɵ 
ɫɢɫɬɟɦɚ ɩɨɞɞɟɪɠɢɜɚɥɚ ɭɞɚɥɟɧɧɵɣ ɞɨɫɬɭɩ ɩɨɥɶɡɨɜɚɬɟɥɹ ɤ CRM-ɫɢɫɬɟɦɟ ɱɟɪɟɡ ɂɧɬɟɪɧɟɬ. Ɍɚɤɢɦɢ 
ɫɨɜɪɟɦɟɧɧɵɦɢ ɫɪɟɞɫɬɜɚɦɢ ɪɚɛɨɬɵ ɹɜɥɹɸɬɫɹ ɦɨɛɢɥɶɧɵɟ ɩɪɢɥɨɠɟɧɢɹ, ɨɛɥɚɱɧɵɟ ɬɟɯɧɨɥɨɝɢɢ. 
Ɋɟɡɭɥɶɬɚɬɵ ɫɪɚɜɧɟɧɢɹ ɩɪɟɞɫɬɚɜɥɟɧɵ ɜ ɬɚɛɥɢɰɟ 8. 

Ɍɚɛɥɢɰɚ 8 

ɋɪɚɜɧɟɧɢɟ CRM-ɫɢɫɬɟɦ ɩɨ ɤɪɢɬɟɪɢɸ «Ɋɚɛɨɬɚ ɱɟɪɟɡ ɂɧɬɟɪɧɟɬ» 

Table 8 

Comparison of CRM systems in terms of "the Work on the Internet " 
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Siebel 
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1ɋ:CRM 
ɉɊɈɎ 2.0 
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ELMA 
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SAP 
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Ɇɟɝɚɩɥɚɧ 

ɍɞɚɥɟɧɧɵɣ 
ɞɨɫɬɭɩ  
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Ɇɨɛɢɥɶɧɵɟ 
ɩɪɢɥɨɠɟɧɢɹ 
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Windows 
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CRM 
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Siebel 

CRM 

1ɋ:CRM 
ɉɊɈɎ 2.0 

Sugar 

CRM 
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CRM 

SAP 

CRM 
Ɇɟɝɚɩɥɚɧ 

ɉɨɞɞɟɪɠɤɚ 
ɨɛɥɚɱɧɵɯ 
ɬɟɯɧɨɥɨɝɢɣ 

+ + + + - + + 

 

ɇɚ ɡɚɜɟɪɲɚɸɳɟɦ ɷɬɚɩɟ ɜɵɛɨɪɚ CRM-ɫɢɫɬɟɦɵ, ɧɚ ɨɫɧɨɜɚɧɢɢ ɜɵɛɪɚɧɧɵɯ ɤɪɢɬɟɪɢɟɜ, ɞɥɹ 
ɫɪɚɜɧɟɧɢɹ ɨɬɨɛɪɚɧɧɵɯ ɪɚɧɟɟ ɫɢɫɬɟɦ ɦɨɠɧɨ ɢɫɩɨɥɶɡɨɜɚɬɶ ɦɟɬɨɞ ɚɧɚɥɢɡɚ ɢɟɪɚɪɯɢɣ. 

Ɇɟɬɨɞ Ⱥɧɚɥɢɡɚ ɂɟɪɚɪɯɢɣ (ɆȺɂ, ɢɧɨɝɞɚ ɆɟɬȺɧɂɟ) — ɦɚɬɟɦɚɬɢɱɟɫɤɢɣ ɢɧɫɬɪɭɦɟɧɬ 
ɫɢɫɬɟɦɧɨɝɨ ɩɨɞɯɨɞɚ ɤ ɫɥɨɠɧɵɦ ɩɪɨɛɥɟɦɚɦ ɩɪɢɧɹɬɢɹ ɪɟɲɟɧɢɣ. ɆȺɂ ɧɟ ɩɪɟɞɩɢɫɵɜɚɟɬ ɥɢɰɭ, 
ɩɪɢɧɢɦɚɸɳɟɦɭ ɪɟɲɟɧɢɟ (ɅɉɊ), ɤɚɤɨɝɨ-ɥɢɛɨ «ɩɪɚɜɢɥɶɧɨɝɨ» ɪɟɲɟɧɢɹ, ɚ ɩɨɡɜɨɥɹɟɬ ɟɦɭ ɜ 
ɢɧɬɟɪɚɤɬɢɜɧɨɦ ɪɟɠɢɦɟ ɧɚɣɬɢ ɬɚɤɨɣ ɜɚɪɢɚɧɬ (ɚɥɶɬɟɪɧɚɬɢɜɭ), ɤɨɬɨɪɵɣ ɧɚɢɥɭɱɲɢɦ ɨɛɪɚɡɨɦ 
ɫɨɝɥɚɫɭɟɬɫɹ ɫ ɟɝɨ ɩɨɧɢɦɚɧɢɟɦ ɫɭɬɢ ɩɪɨɛɥɟɦɵ ɢ ɬɪɟɛɨɜɚɧɢɹɦɢ ɤ ɟɟ ɪɟɲɟɧɢɸ. ɗɬɨɬ ɦɟɬɨɞ 
ɪɚɡɪɚɛɨɬɚɧ ɚɦɟɪɢɤɚɧɫɤɢɦ ɦɚɬɟɦɚɬɢɤɨɦ Ɍɨɦɚɫɨɦ ɋɚɚɬɢ. 

ȼ ɪɟɡɭɥɶɬɚɬɟ ɢɫɩɨɥɶɡɨɜɚɧɢɹ ɩɪɟɞɫɬɚɜɥɟɧɧɨɝɨ ɚɥɝɨɪɢɬɦɚ ɜɵɛɨɪɚ CRM-ɫɢɫɬɟɦɵ ɪɭɤɨɜɨɞɫɬɜɨ 
ɨɪɝɚɧɢɡɚɰɢɢ ɩɨɥɭɱɢɬ ɤɨɧɤɪɟɬɧɨɟ ɨɛɨɫɧɨɜɚɧɢɟ ɞɥɹ ɩɪɢɧɹɬɢɹ ɪɟɲɟɧɢɹ. 
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