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BUKOPUCTAHHA CRM-CUCTEM AnNA YNPABJIHHA
TOPIroBEJIbHAMU NIANPUEMCTBAMMU

USING CRM SYSTEMS
FOR TRADE ENTERPRISES MANAGEMENT

Y cmammi posansHymo eukopucmaHHs CRM-cucmem 0ns yripaeniHHA mopaoeesisHUMU io-
npuemMcmeamu YKkpaiHu. HazonoweHo, wo piseHb iHpopmauyitiHOI MiOMpUMKU yYKpaiHCbKUX mopao-
8eribHUX NidnpuemMcme 3anuwaemscsi 00CUMb HU3bKUM. 3arpornoHo8aHO MemoOuKy pelimuH2080-
20 ouiHeaHHs CRM-cucmem. [ns rniepesipku y3200xxeHocmi QyMOK ekcriepmig wodo pelimuHay
CRM-cucmem sukopucmosgyeascsi ekcriepmHuli Memod, de po3paxosyeascsi KoeiuieHm KOHKOpP-
Oauii KeHdanna. lNposedeHo nopisHsnbHUL aHaniz wecmu CRM-cucmem: MeeannaH, bpom online
sales, Bitrix 24, AmoCRM, 1C, Mango 3a 12-ma o3Hakamu. BusHa4eHo CRM-cucmemu, w,o maroms
Hatsuwut petdmuHa. NepesipeHo cmyriHb y3200KeHocmi QyMOK eKkcriepmig w000 pelimuHay 4o-
mupbox CRM-cucmem: bpm online sales, Bitrix24, AmoCRM, MezarnnaH. 3HalideHo Halbinbw 6i0-
rosiOHe pileHHs Ons yrpassnniHHA mopaoeerbHUMU nidrnpuemcmeamu YKpaiHu.

KnrouoBi cnoBa: CRM-cucmemu, nopieHANbHUU aHanis, yrpaeniHHsa mopaoeesibHUM nidnpuem-
cmeom, pelimuHa208e OUiH8aHHS, ekcriepmHul Memod, y3200XXKeHicmb OYMOK ekcriepmis.

B cmambe paccmompeHo ucrionb3oeaHue CRM-cucmem Ons yripaeneHusi mop2o8bimu npedrnpu-
amusamu YkpauHbl. OmmMeYeHo, 4mo yposeHb UHOPMayUOHHOU noOOepXXKU YKPaUHCKUX MmOopao8bixX
npednpusmul ocmaemcsi 0ocmamo4YyHO HU3KuM. [IpednoxeHa Memoduka pelimuHa080U OUEHKU
CRM-cucmem. [nsi nposepKu cOariaco8aHHOCMU MHEHUU SKCIEPMO8 OMHOCUMEsIbHO pelimuHea
RM-cucmem ucrionb308aricsi SkcriepmHbit Memod, e0e paccHumsbigasicss KoaghghuyueHm KoHKopdayuu
Kewndanna. lNposedeH cpasHUmMersbHbIl aHanus wecmu CRM-cucmem: MezannaH, bpm online sales,
Bitrix 24, AmoCRM, 1C, Mango o 12-mu nipus+Hakam. OnpedeneHbl CRM-cucmembi, Komopbie UMerom
Hausbicwul petimuHa. lposepeHa cmerneHb coarnaco8aHHOCMU MHEHUU 3KCrepmog OmHOCUMEsIbHO
peltimuHea yembipex CRM-cucmem: bpm online sales, Bitrix24, AmoCRM, MezannaH. HatideHo Haubo-
lee coomeemcmeyrowiee peweHue 015 yrpasieHUs: mop208biMU rpednpusimusiMu YKpauHsbI.

KnroueBble cnoBa: CRM-cucmembl, cpagHUMernbHbIU aHanu3, yrpaereHue mopaoabiM rnpeornpu-
amuem, pelmuH2080€e ouyeHuU8aHUe, IKCrepmHbIli Memod, co2riaco8aHHOCMb MHEHUU 9KCrepMmos.
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The using of CRM systems for trade enterprises in Ukraine is considered. The trade is the leading
branch of Ukrainian economy because it ranks first in the number of business entities and the sales
volume of goods. But the level of information support for Ukrainian trade enterprises remains very
low because they practically do not use CRM systems. Therefore, the analysis and reasonable se-
lecting of CRM systems for trade enterprises is relevant and has practical importance. It is shown that
there are two ways for solving this problem. The first one is to develop the own information systems.
The second one is to use existing CRM systems. In the author’s opinion, the first way is very ex-
pensive and long, therefore, it is proposed to use a rating evaluation of the existing CRM systems
in the Ukrainian market and to select the best among them. The ratings of CRM systems compiled
by different authors may vary significantly. Therefore, it is suggested to use an expert method and
various sources of information to determine the degree of consistency of expert opinions on this is-
sue. Kendall coefficient of concordance has been calculated. The purpose of the article is a compar-
ative analysis of CRM systems for trade enterprises and their selection based on rating evaluation.
Based on the method of analogy, a methodology for rating evaluation of CRM systems has been pro-
posed by the author. Also, the stages of the expert method for CRM systems have been represented.
A comparative analysis of six CRM systems such as Megaplan, bpm'online sales, Bitrix24, Amo CRM,
1C and Mango was carried out. Based on the survey, they were selected by twelve signs. CRM systems
with the highest rating were identified. The consistency degree of expert opinions on the rating of four
CRM systems such as bpm'online sales, Bitrix24, AmoCRM and Megaplan is determined by the expert
method. The value of Kendall concordance coefficient indicates a strong consistency of expert opinions.
Obtained results are consistent with the previous calculations. Thus, according to the results of the rat-
ing, the most appropriate solution for trade enterprises management in Ukraine has been found.

Keywords: CRM systems, comparative analysis, trade enterprise management, expert method,

rating evaluation.

NocTtaHOBKa npobrnemu y 3aranbHOMYy BW-
rnagi Ta il 38’930K i3 BaXXNUBMMW HAYKOBMMU 4K
NPaKTUMHUMK 3aBAaHHAMK. TopriBns € nposia-
HOKO rany33t0 HapOAHOro rocnogapcTea YKpaiHu,
3aMmaroumn y CTPYKTYpi eKOHOMIKM neplue Micue
3a KinbkicTio cy6’ekTiB rocnogaptoBaHHs (46,4%)
Ta obcsarom peani3oBaHOi Npoaykuii (ToBapis, no-
cnyr) (39,6%); opyre micue nicna NPOMUCIIOBOCTI
3a KinbkKicTio 3anHATUX (27%) | HanmaHux (22%)
npauisHukis [1, c. 106]. NpoTe piBeHb iHopmaLLin-
HOT NIATPMMKM YKPaATHCbKUX TOProBenbHUX Mignpu-
EMCTB 3anuLaeTbCa JOCUTb HU3LKMM: 38 SaHUMMN
[2], cepen HWX TinbkuM 6% aKTMBHO BMKOPUCTOBY-
Banv cuctemMun Ans ynpaeniHHSA B3aeMnHaMu 3 Kni-
eHTamun (CRM). Bnnsbko 4% KomnaHin Mmae Hamip
iX ynpoBaguTuM B Heganekomy MamnbyTHbOMy, a
86% y3arani He 36upatoTbcs 3actocoByBaTv CRM.
68% onuTaHMx NigNPUEMLIB HE 3HAOTb i HIKONKN He
yynu npo CRM, Tomy aHani3 i 06rpyHToOBaHWUin BU-
6ip CRM-cuctem gnsa ynpasrniHHS TOProBerbHU-
MU NIANPUEMCTBaAMW € aKTyanbHUM i Mae Benuke
NpakTU4HEe 3HAYEHHS.

AHani3 octaHHiX gocnimkeHb i nyonikauin,
B SIKMX 3amno4aTkoBaHO PO3B’si3aHHSA AaHoi npobne-
MU i Ha SKi cnMpaeTbes aBTop. [JoCnigKeHHIo 3acTo-
CyBaHHS iHbOpPMaLiiHUX CUCTEM B YNpaBriHHI TOp-
roBENbHUMW NISNPUEMCTBaAMM NPUCBAYEHO pobOTH
[3-6]. AHani3 nokasas, WO € ABa nigxoon A0 BU-
pileHHs uiei npobnemu. Mepwni nigxig — ue pos-
pobneHHs BnacHux iHPopMaLliiH1UX cCUCTeM ynpas-

NiHHA TOproBenbHUMKU nianpuemcTeamu [3, c. 128;
4, c. 108]. Tak, y pobori |.B. Aptuwiyka ta O.l. be-
nes [3, c. 128] 3anponoHoBaHO TPUPIBHEBY iHTErPo-
BaHy iHpopMaUiiHy cucTemMy ynpaserniHHA TOpro-
BESIbHUM MiANPUEMCTBOM, siKa NOEAHYE B COOi Tpu
PiBHI ynpaBriHHA: CUCTEMW YNpaBIiHHA pecypcamu
T (ERP), onepatusHe ynpasnitHa Tl (MES), AIC
BHYTPIlWHbOro meHepkmeHTy TIT (SCADA), cuc-
Tem ynpaeniHHg npouecamu (CI1Y). Takoi x gymku
O.1. Mypcekun, PC. OemyeHko Ta O.®. KysHeuoB
[4, c. 108], si po3pobunu TpupiBHEBY apXiTEKTypy
iHbopMaUinHOI cncTemMn ynpaeniHHS, LWo 3abe3ne-
4ye KOMMEKCHY aBTOMaTu3aLio npoLeciB ynpas-
NiHHA OIANbHICTIO TOProBerbHOro MignpuemcTea.
Opyrui nigxig — ue BUKOpPUCTaHHs icHytounx CRM-
cuctem [5, c. 145; 6, c. 136]. Sokpema, M.I. IpnLw-
KO AOCNigMB PUHOK HaMBinblU MOLMPEHUX NpPO-
rpaMHUX NPOAYyKTiB ANSA ynpaBniHHA TOProBENbHOK
MEPEXELD, BU3HAYMB OCHOBHI KpUTEpIi, Ha SKi crig
3BepTaTu yBary nig yac Bubopy nporpamMHux npo-
OYKTIB Ans aBToMaTm3auii TOproBernbHOi Mepe-
Xi [5, c. 145]. T.T. Mockantok, T.P. Llumbansk Ta
A.1O. Bepko [6, c. 136] po3rnsHynm cy4acHU pUHOK
CRM-cuctem kpaiH CH[, Bubpanu kinbka Hamno-
NYyNAPHILLUX CUCTEM | Aann XapakTepUCTUKY KOXHOI
3 HMX. Ha xanb, Ui aBTopn He po3paxyBanu pen-
TUHI KOXHOI CMCTEMM, Xo4a NigrotyBanu Tabnuuto
nopiBHsAHHSA wectn CRM-cuctem. Ha Hawy gymky,
nepLunn nigxig € ay>ke 4OPOrMm Ta TpuBanmm, Tomy
NPOMOHYETLCH NPOBECTU PENTUHIOBE OLHIOBAHHSA
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HasiBHMX Ha yKpaiHcbkomy puHKy CRM-cuctem i Bu-
OpaTn onTManbHy cepeg HuX.

BugineHHA HeBupiWeHUX paHile 4YacTuH
3arasibHOI NpPooGremMu, KOTPUM MPUCBAYYETHCA
o3HayeHa ctarta. PentmHrm CRM-cuctem, WO
CKnafeHi pisHMMKN aBTOpaMu, MOXYTb ICTOTHO Bia-
Pi3HATUCA OOMH Bi4 OOHOrO, TOMY MPOMNOHYETLCS,
BUKOPUCTOBYHOUN EKCNIEPTHUIN METOA Ta Pi3Hi AxXe-
pena iHpopmauii, BU3Ha4YNTK CTYNiHb Y3ro4KeHOC-
Ti AYMOK eKkcnepTiB LWOAO LbOro MUTaHHS.

dopmynoBaHHA Uinen cTaTtTi (nocTaHoOBKa
3aBAaHHA). MeToto cTaTTi € NOPIBHANBHMI aHani3
CRM-cuctem, IO 3aCTOCOBYKTLCA B YMpaBMiHHI
TOpProBenbHUMK NignpuemcTeamu, Ta ix Bubip Ha
OCHOBI PEWTUHIOBOIO OLLiHIOBAHHS.

Buknag ocHoBHoOro martepiany AocnigkeH-
HA 3 MOBHMM OOIPYHTYBaHHAM OTPMMaHWUX Ha-
YKOBUMX pesynbratiB. PENTUHN — e ouiHKa no3uuil
aHanizoBaHoro o6’ekTa 3a LIKaNoOK MOKa3HWUKIB
[7]. MeToavka perTMHIOBOI OLIHKM nonsrae y mno-
PIBHSIHHI CUCTEMW MOKa3HUKIB, SIKi XapakTepusy-
I0Tb pyHKUiOHanNbHI Moxnusocti CRM-cucremu,
3 YMOBHO eTanoHHoto CRM-cuctemoro, Wwo mae
HaWKpalli pesynbratv 3a BCiMa MOpPiBHOBaAHWMMU
NMokasHMkaMu. ABTOPOM MPOMOHYETLCSA Taka MeTo-
avka penTunHrosol ouiHkn CRM-cuctemu:

1. 36ip Ta 06bpobka aHaniTUYHOI iHopmaLii 3a
3BITHMI Nepios.

2. BuGip Ta 06r'pyHTyBaHHSA CUCTEMU NMOKA3HWKIB,
LLIO BUKOPUCTOBYIOTLCH ANS PENTUHIOBOT OLLIHKN.

3. PospaxyHOK MigCyMKOBOro mnokasHuka peu-
TUHFOBOT OLLiHKW.

4. Knacudpikauia i paHxxyBaHHsa CRM-cuctem 3a
PENTMHIOM.

3BicHO, pelTuHrona ouiHka CRM-cuctem 3a ga-
HUMM OQHOTO AKepena iHdhopmaLiil € cyb’ eKTUBHOM
Ta HEeOOCTOBIPHOW, TOMY Ans 06poOkM OaHWX i3
BaraTbOX Qxepen BUKOPUCTOBYBAaBCS €KCNepTHUN
METOA, WO M'PYHTYETbCHA HA BUKOPUCTAHHI y3arasnb-
Llen meToq 3acTOCOBYETLCA AN BU3HAYEHHS MO-
Ka3HWKIB BaromMocCTi KOXHOro napameTpa SKOCTi,
O BUKOPUCTOBYKTbCA [ANsi MOAanbLUOl OUiHKK
NOro piBHA 11 eKOHOMIYHOrO edbekTy. CyTb ekcnepT-
Horo metogy nonsrae y Takomy [8, c. 100]:

1. Bci CRM-cnctemMun HyMmepyoTbCs 4OBIMbHO.

2. EKkcnepTun paHXupyTb CUCTEMU 3a LUKANOK
NOpsIAKY.

3. PanxupyBaHi psan CUCTEM, WO CKAadeHi
eKkcnepTamu, 3iCTaBnsoTbCS.

4. BuaHa4yaloTbCs CyMM pPaHriB KOXKHOT CUCTEMM.

5. Ha nigctasi oTpumaHux cym paHris 6yayoTb
y3aranbHeHUN paHXnpysaHui pag.
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6. PospaxoByloTbCHA y3ararnbHeEHi eKCrnepTHi
OLIHKM SIKOCTi Ja@HUX cucTem, TOOTO KoedilieHTn
X BaromoctTi.

7. BusHavaeTbca koediuieHT KoHkopaaLil Ken-
aanna.

8. PobnaTbca BUCHOBKM MPO Y3romKeHICTb Ay-
MOK eKcneprtiB. AKWO KoedilieHT KoHKopaauil
KeHgoanna [OPIBHIOE HYMO, TO CNOCTEpiraeTbes
abcontoTHa Hey3roaXeHicTb OYMOK eKCrnepTiB;
1 — NoBHa y3rogXeHicTb Aymok; meHwe 0,2+0,4 —
cnabka y3romxeHicTb ekcnepTis; 6inbwe 0,6+0,8 —
CUNbHAa Y3rofKeHICTb EKCMNEpPTIB.

BusHaunmo pentuHr wectn CRM-cuctem: Me-
rannaH, bpm online sales, Bitrix24, AmoCRM, 1C,
Mango 3a gaHumm pobotu [6, c. 136]. PyHKUii oui-
HIOBanNucs aBsTopamu 3a 4-6anbHoto LLKanow, Ae:
0 — doyHKUis BiACYTHA B cuctemi; 1 — doyHKUis npu-
CYTHs1, ane 4epes cknagHicTb abo, HaBnaku, nNpu-
MITUBHICTb HEIO HEMOXIMBO KOPUCTyBaTucCs; 2 —
(PYHKLIEID MOXHa KOpUCTYyBaTUCA, ane HeoOXiaHi
3ycunnsa 3 60Ky nporpamicTa i/abo KOHCYnbTaHTa;
3 — byHKUiED MOXHa ckopucTaTUcs 3 KOpoOKM B
pasi NeBHOI NiArOTOBKM (MPOYMUTABLUN IHCTPYKLiHO).
Pesynbratv nopiBHAHHA HaBegeHo B Tabn. 1.

Ak cnigye 3 Tabn. 1, HANBULLNIA PENTUHT MatoTb
Taki CRM-cuctemu: bpm online, 1C 1a Bitrix24.

lMepeBipMMO CTyMiHb Y3rog»KeHOCTi AYyMOK eKc-
neptis [9—13] wono pentuHry Yotmpbox CRM cuc-
Tem: bpm online sales, Bitrix24, AmoCRM, Mera-
nnaH. 3BMyariHO, TyT PO3rMsHYTI Aaneko He BCi
CRM-cuctemn, WO HasiBHI Ha PUHKY, a TifbKn Ti,
Lo Oyrnn BU3HAHI OCHOBHMMMU rpaBLsiM/ B YKpaiHi.
BuxigHi faHi Ta pesynbratu po3paxyHKiB 3a ekc-
nepTHUM METOOOM HaBeAEHO B Tabn. 2.

3a pesynstatamu Tabn. 2 3HaaeMo CyMy KBa-
AparTiB BiAXurneHb paHriB KoxHoro ob’ekTa Big ce-
peaHboi apudmeTmyHoi: S = 734 — (50%/4) = 109,
a notim — kKoediuieHT KoHkopaauii Kenganna:
W= (12-109)/5%- (4% — 4) = 0,872. 3Ha4YeHHS KO-
ediuieHTa KoHKopAauii CBIiAYMTb NPO CUSTbHY Y3ro-
DKeHicTb aymok ekcnepTiB. OTxe, 3a peNTUHIOM
CRM-cuctemu posTalloBaHi y Takomy MOPSAKY:
bpm online — 1-e micue, Bitrix24 — 2-e, AmMoCRM —
3-€, MerannaH — 4-e. Takum 4MHOM, MNigcymyBaB-
LW pesynetaTtu (Tabn. 1, 2), 6a4mmo, Wwo HanbinbLu
BiAMNOBIAHWMM AN1S YNpaBniHHA TOProBenbHUMM Nia-
npuemctBamMm YKpaiHuW € PpilleHHA Big KOMMaHii
Terrasoft Bpm online.

BuCcHOBKM 3 LbOro 4OCNIAXKEHHS | NEPCNEKTMBU
noganblUMX PO3BiAOK y AaHOMY HanpsaMmky. [pose-
OEHO nopiBHANbHUIA aHani3 wectu CRM-cuctem:
MerannaH, bpm online sales, Bitrix 24, AmoCRM,
1C, Mango 3a 12-ma o3Hakamu. BuaHayeHo, Lo
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Tabnuus 1
Pe3ynbratn nopiBHAHHA CRM-cuctem
CRM-cuctemm
®yHKuionan Merannan | PP OMINe | Bitixaq | AmoCRM 1c Mango
Po6orTa i3 npogaxamu 3 3 2 1 1 2
TenedoHis 2 1 1 1 2 3
bisHec-npouecu 0 3 3 0 1 2
3apgadvi 3 2 3 1 3 1
Email-po3cunka 1 2 1 1 1 0
Email-knient 1 1 1 1 3 1
HanawTtyBaHHs iHTepdency 1 3 1 1 1 0
lMpaBa goctyny 2 2 1 1 2 1
3BIiTHICTb 1 2 1 1 3 1
Beb6-dhopmu 0 1 2 3 0 0
API 2 1 2 3 3 0
MoxnuBicTb 0 3 1 1 3 0
Pesynerat ouiHkn 16 24 19 15 23 1"
PenTuHr 4 1 3 5 2 6
Tabnuus 2
BuxigHi naHi Ta pesynbraTty po3paxyHkKiB
EkcnepTtu (axepena PentuHr CRM-cuctem Cywma
iHcpopmauii) bpm online sales Bitrix24 AmoCRM MerannaH

[9] 1 2 3 4 —

[10] 2 1 3 4 —

[11] 1 2 3 4 —

[12] 1 2 4 3 —

[13] 1 2 3 4 -

Cyma 6 9 16 19 50

KoeiuieHT BaroMmocTi 0,12 0,18 0,32 0,38 1
PenTtuHr 1 2 3 4 -
Keagpat cymu 36 81 256 361 734

Hamuwmn pentnHr marotbe CRM-cmuctemun: bpm
online, 1C Ta Bitrix24. EkcnepTHMM METOAOM BU-
3Ha4YeHO CTyMiHb Y3roMKeHOCTI AYMOK eKCrnepTiB
Loao penTuHry 4otnpbox CRM-cnuctem: bpm online
sales, Bitrix24, AmoCRM, MerannaH. 3Ha4yeHHs Ko-
ediuieHTa koHkoppauii Kenganna 0,87 ceiguntb
Npo CUIbHY Y3rogXeHiCTb AyMOK ekcnepTiB. OTxe,
3a penTtuHrom CRM-cuctemmn po3aTtalloBaHi y Tako-
My nopsiaky: bpm online — 1-e micue, Bitrix24 — 2-e,
AmoCRM - 3-e¢, MerannaH — 4-e. Takum 4YMHOM,
niagcymyBaBLUM pe3ynbTaTh po3paxyHKiB, Gaynmo,
Lo HanbinbL BignNoBiAHMM ANst yNpaBniHHA TOPro-
BENbHUMU NigNPUEMCTBaAMU YKPaiHU € pilLleHHs Bia
komnanii Terrasoft Bpm online.
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