
CRM: 
ǲǫǳȅǯǷȅ 

ǊǲǮǸǶǮǯ ǒǦǶǸȁǳǴǨǆǱȂǺǦǸǮǲ



ǰǱǮǫǳǸȁ ǴǧǶǦǿǦȄǸǷȅ 

Ǩ ǶǦǭǳȁǻ ǰǦǳǦǱǦǻ, ǳǴ 

Ǯǲ ǳǫ ǴǸǨǫǽǦȄǸ

éǦ ǫǷǱǮ ǴǸǨǫǽǦȄǸ, ǸǴ ǹǬǫ 

ǵǴǭǪǳǴ

ǝǸǴ ǴǸǵǹǩǮǨǦǫǸǨǦǾǮǻ 

ǰǱǮǫǳǸǴǨ

ǭǦȅǨǰǮ Ǯ ǰǴǳǸǦǰǸȁ 

ǸǫǶȅȄǸǷȅ

éǵǴǸǴǲǹ ǽǸǴ ǻǶǦǳȅǸǷȅ ǵǴ 

ǧǱǴǰǳǴǸǦǲ Ǯ ǣǰǷǫǱȅǲ

ǲǫǳǫǪǬǫǶȁ ǭǦǧȁǨǦȄǸ 

ǵǫǶǫǭǨǴǳǮǸȂ

ǴǳǮ ǵǫǶǫǩǶǹǬǫǳȁ, Ǧ ǳǹǬǳǴ 

ǶǦǧǴǸǦǸȂ ǨǷǫ ǧȁǷǸǶǫǫ Ǯ 

ǧȁǷǸǶǫǫ

ǰǱǮǫǳǸǹ ǵǶǮǻǴǪǮǸǷȅ 

ǵǴǷǸǴȅǳǳǴ ǵǴǨǸǴǶȅǸȂ 

ǴǪǳǴ Ǯ ǸǴ Ǭǫ ǶǦǭǳȁǲ 

ǲǫǳǫǪǬǫǶǦǲ



ǝǫǲ ȃǸǴ ǩǶǴǭǮǸ

ǐǱǮǫǳǸȁ ǹǻǴǪȅǸǰ ǰǴǳǰǹǶǫǳǸǦǲ

ǈȁ ǸǫǶȅǫǸǫǪǫǷȅǸǰǮ ǷǪǫǱǴǰ

ǈǦǾǮ ǷǴǸǶǹǪǳǮǰǮ ǷǴǭǪǦȄǸ 

ǨǮǪǮǲǴǷǸȂ ǧǹǶǳǴǯ ǪǫȅǸǫǱȂǳǴǷǸǮ, Ǧ 

ǪǴ ǵǶǴǪǦǬǮ ǸǦǰ Ǯ ǳǫ ǪǴǻǴǪǮǸ

ǔ ǨǦǾǫǯ ǶǦǧǴǸǫ ǴǷǸǦǨǱȅȄǸ ǵǱǴǻǮǫ

ǴǸǭȁǨȁ



ǒǫǳȅǯǸǫ

Ƿǻǫǲǹ ǴǧǿǫǳǮȅ

Ƿ ǰǱǮǫǳǸǦǲǮ!



ǵǴǱǹǽǫǳǮǫ ǭǦȅǨǰǮ

ǹǸǴǽǳǫǳǮǫ ǪǫǸǦǱǫǯ

ǵǴǪǩǴǸǴǨǰǦ ǪǴǰǹǲǫǳǸǴǨ

ǵǴǱǹǽǫǳǮǫ ǴǵǱǦǸȁ

ǗǹǿǫǷǸǨǹǫǸ ǲǳǴǩǴ ȃǸǦǵǴǨ ǶǦǧǴǸȁ Ƿ ǰǱǮǫǳǸǦǲǮ:

ǎ, ǰǴǳǫǽǳǴ, ǴǧǷǱǹǬǮǨǦǳǮǫ 

ǵǴǷǱǫ ǵǴǰǹǵǰǮ, ǽǸǴǧȁ 

ǷǴǻǶǦǳǮǸȂǱǴȅǱȂǳǴǷǸȂǰǱǮǫǳǸǦ



ǓǴ ǨǫǪȂ ǰǱǮǫǳǸǦ ǳǹǬǳǴ ǫǿǫ ǵǴǯǲǦǸȂ 

ǨǴ ǨǷǫǻ ǫǩǴ ǷǴǼǷǫǸȅǻ, ǲǫǷǷǫǳǪǬǫǶǦǻ, ǵǴǽǸǦǻ, Ƿ 

ǶǦǭǳǴǴǧǶǦǭǳȁǲǮ ǵǶǫǪǵǴǽǸǫǳǮȅǲǮ, ǳǫǪǴǨǫǶǮǫǲ ǰ 

ǶǫǰǱǦǲǫ Ǯ ǵǫǶǫǲǫǳǽǮǨȁǲ ǳǦǷǸǶǴǫǳǮǫǲ.



ǙǷǰǴǶǮǸȂ ǶǦǧǴǸǹ

ǗȃǰǴǳǴǲǮǸȂ ǨǶǫǲȅ ǷǴǸǶǹǪǳǮǰǴǨ

ǎǷǰǱȄǽǮǸȂ ǴǾǮǧǰǮ ǽǫǱǴǨǫǽǫǷǰǴǩǴ ǺǦǰǸǴǶǦ



ǖǦǷǵǶǴǷǸǶǦǳǫǳǳȁǫ ǵǶǴǧǱǫǲȁ ǧǮǭǳǫǷǦ

ǳǦǷ ǴǸǨǱǫǰǦǫǸ ǲǳǴǬǫǷǸǨǴ 

ǷǮȄǲǮǳǹǸǳȁǻ ǪǫǱ

ǲȁ ǳǫ ǨǷǫǩǪǦ ǵǴǳǮǲǦǫǲ, 

ǳǦ ǽǫǲ ǺǴǰǹǷǮǶǴǨǦǸȂǷȅ

1

2



ǗǦǲǴǫ ǨǦǬǳǴǫ ð

ǳǫ ǵǴǸǫǶȅǸȂ ǰǱǮǫǳǸǦ

ǝǸǴ ǧȁǨǦǫǸ ǪǴǨǴǱȂǳǴ 

ǷǱǴǬǳǴ, ǴǷǴǧǫǳǳǴ ǫǷǱǮ 

ǶǦǧǴǸǦ ǲǫǳǫǪǬǫǶǴǨ ǷǱǦǧǴ 

ǴǶǩǦǳǮǭǴǨǦǳǦ.



CRM
ǗǮǷǸǫǲǦ ǹǵǶǦǨǱǫǳǮȅ ǨǭǦǮǲǴǴǸǳǴǾǫǳǮǯ Ƿ ǰǱǮǫǳǸǴǲ 

ǗǴ ǨǷǫǲǮ ǵǶǴǧǱǫǲǦǲǮ ǹǽǫǸǦ 

ǴǧǶǦǿǫǳǮǯ Ǯ ǴǶǩǦǳǮǭǦǼǮǮ 

ǴǧǿǫǳǮȅ Ƿ ǰǱǮǫǳǸǦǲǮ 

ǵǴǲǴǩǦȄǸ ǷǵǶǦǨǮǸȂǷȅ CRM-

ǷǮǷǸǫǲȁ.



ǑȄǧǴǫ ǴǧǶǦǿǫǳǮǫ Ǩ 

ǰǴǲǵǦǳǮȄ ǪǴǱǬǳǴ 

ǦǨǸǴǲǦǸǮǽǫǷǰǮ 

ǷǴǻǶǦǳȅǸȂǷȅ Ǩ CRM.

ǘǦǰ ǨǷǫ ǪǦǱȂǳǫǯǾǫǫ 

ǪǨǮǬǫǳǮǫ ǭǦȅǨǰǮ ǧǹǪǫǸ ǹ 

ǨǦǷ ǵǴǪ ǰǴǳǸǶǴǱǫǲ ð

ǷǲǫǳǦ ǷǸǦǪǮǯ, 

ǨȁǷǸǦǨǱǫǳǮǫ ǷǽǫǸǦ, 

ǴǸǵǶǦǨǰǦ ǫǩǴ ǰǱǮǫǳǸǹ

ǆǨǸǴǲǦǸǮǭǮǶǴǨǦǸȂǹǽǫǸ ǴǧǶǦǿǫǳǮǯ



ǈǷȆ ǦǨǸǴǲǦǸǮǽǫǷǰǮ 

ǷǴǻǶǦǳȅǫǸǷȅ Ǩ CRM: 

ǸǫǱǫǺǴǳǳȁǫ ǭǨǴǳǰǮ

ȃǱǫǰǸǶǴǳǳǦȅ ǵǴǽǸǦ

ǵǫǶǫǵǮǷǰǦ Ǩ ǲǫǷǷǫǳǪǬǫǶǦǻ

ǽǦǸȁ ǳǦ ǷǦǯǸǫ

ǭǦȅǨǰǮ Ƿ ǷǦǯǸǦ

ǴǧǶǦǸǳȁǯ ǭǨǴǳǴǰ Ƿ ǷǦǯǸǦ

ǰǴǳǸǦǰǸȁ

ǷǴǼǷǫǸǮ

ǔǧȀǫǪǮǳǮǸȂ ǨǷǫ ǰǦǳǦǱȁ 

ǰǴǲǲǹǳǮǰǦǼǮǯ



ǈȁ ǨǮǪǮǸǫ, ǷǰǴǱȂǰǴ 

ǭǦǵǶǴǷǴǨ Ǩ ǴǧǶǦǧǴǸǰǫ, 

ǵǴǸǫǳǼǮǦǱȂǳǹȄ Ƿǹǲǲǹ, 

ǳǦ ǰǦǰǴǯ ǷǸǦǪǮǮ ǷǪǫǱǰǮ  

Ǯ ǰǸǴ Ǯǭ ǲǫǳǫǪǬǫǶǴǨ 

ǮǲǮ ǭǦǳǮǲǦǫǸǷȅ.

ǕǶǴǷǸǦȅCRM
ǹǪǴǧǳǴǫ Ǯ ǵǴǳȅǸǳǴǫ ǹǵǶǦǨǱǫǳǮǫ 



ǐǦǶǸǴǽǰǦǰǱǮǫǳǸǦ

ǨǷȅ ǮǷǸǴǶǮȅ ǨǭǦǮǲǴǴǸǳǴǾǫǳǮǯ

ǖǦǧǴǸǳǮǰǦǲ ǳǫ ǳǦǪǴ ǳǮǽǫǩǴ 
ǭǦǳǴǷǮǸȂ ǨǶǹǽǳǹȄ ñǨǷǫ 
ǴǧǶǦǿǫǳǮȅ ǺǮǰǷǮǶǹȄǸǷȅ 
ǦǨǸǴǲǦǸǮǽǫǷǰǮ. ǘǦǰ ǽǸǴ 
ǲǴǬǳǴ ǳǫ ǧǫǷǵǴǰǴǮǸȂǷȅ, ǽǸǴ 
ǰǦǰǦȅ-ǸǴ ǨǦǬǳǦȅ ǮǳǺǴǶǲǦǼǮȅ 
ǧǹǪǫǸ ǹǸǫǶȅǳǦ.



ǆǨǸǴǲǦǸǮǭǦǼǮȅ

ǧǮǭǳǫǷ-ǵǶǴǼǫǷǷǴǨ



ǐǱǮǫǳǸȁ ǽǦǷǸǴ ǸǫǶȅȄǸǷȅ 

Ǯǭ-ǭǦ ǳǫǨǳǮǲǦǸǫǱȂǳǴǷǸǮ 

ǲǫǳǫǪǬǫǶǴǨ.

ǝǫǱǴǨǫǽǫǷǰǮǯ ǺǦǰǸǴǶ



ǕǶǮ ǳǫǪǴǷǸǦǸǴǽǳǴǯ ǴǶǩǦǳǮǭǦǼǮǮ 

ǷǴǸǶǹǪǳǮǰ ǲǴǬǫǸ ǱǫǩǰǴ ǭǦǧȁǸȂ Ǵ 

ǨǦǬǳǴǲ ǪǫǱǫ, ǵǴǸǫǶȅǸȂ ǪǦǳǳȁǫ, 

ǳǫǨǫǶǳǴ ǵǴǳȅǸȂ, ǭǦǵǮǷǦǸȂ 

ǳǫǶǦǭǧǴǶǽǮǨǴ ǳǦ ǽǫǲ ǵǴǵǦǱǴé

ǘǦǰ Ǩȁ ǷǱǴǳǦ ǳǫ ǵǶǴǪǦǪǮǸǫ. 



ǒǫǳȅǯǸǫ

ǵǴǪǻǴǪ ǰ ǶǦǧǴǸǫ ð

ǷǱǹǾǦǯǸǫ ǵǴǪǷǰǦǭǰǮ CRM



ǗǪǫǱǰǮ ǭǦǨǫǶǾǦȄǸǷȅ 

ǧȁǷǸǶǫǫ.

ǗǮǷǸǫǲǦ ǲǴǬǫǸ ǷǸǦǨǮǸȂ 

ǭǦǪǦǽǮ ǳǦ ǰǦǬǪǴǲ ȃǸǦǵǫ 

ǵǶǴǪǦǬ ñǲǫǳǫǪǬǫǶ ǳǫ 

ǭǦǵǹǸǦǫǸǷȅ Ǯ ǨǷȆ ǧǹǪǫǸ 

ǪǫǱǦǸȂ ǨǴǨǶǫǲȅ: 

ǴǸǵǶǦǨǱȅǸȂ ǰǴǲǲǫǶǽǫǷǰǮǫ 

ǵǶǫǪǱǴǬǫǳǮȅ, 

ǵǫǶǫǭǨǦǳǮǨǦǸȂ, 

ǨȁǷǸǦǨǱȅǸȂ ǷǽǫǸǦ.

ǕǴǪǷǰǦǭǰǮ Ǯ ǷǽǫǸǽǮǰǮ



ǒǫǳȂǾǫǶǹǸǮǳȁ,

ǧǴǱȂǾǫǵǶǴǪǹǰǸǮǨǳǴǷǸǮ



ǘǶǮǩǩǫǶȁ Ǩ CRM

ǈǻǴǪȅǿǫǫ, ǴǸǵǶǦǨǱǫǳǳǴǫ ǮǱǮ 

ǵǶǴǽǮǸǦǳǳǴǫ ǵǮǷȂǲǴ

ǕǫǶǫǻǴǪ ǵǴ ǷǷȁǱǰǫ Ǯǭ ǵǮǷȂǲǦ

ǈǻǴǪȅǿǮǯ Ǯ ǴǧǶǦǸǳȁǯ ǭǨǴǳǴǰ

ǈǴǭǨǶǦǸ ǵǴǷǫǸǮǸǫǱȅ ǳǦ ǷǦǯǸ

ǗǴǴǧǿǫǳǮǫ ǴǸ ǰǱǮǫǳǸǦ Ǩ ǽǦǸ

ǍǦǧǶǴǳǮǶǴǨǦǳ ǶǫǷǹǶǷ



ǖǴǧǴǸȁ ǪǱȅ ǷǴǸǶǹǪǳǮǰǦ

ǊǴǧǦǨǮǸȂ ǰǴǲǲǫǳǸǦǶǮǯ 

ǍǦǧǶǴǳǮǶǴǨǦǸȂ ǶǫǷǹǶǷ 

ǍǦǪǦǽǦ 

ǍǦǵǱǦǳǮǶǴǨǦǸȂ ǨǷǸǶǫǽǹ/ǭǨǴǳǴǰ 

ǔǸǵǶǦǨǮǸȂ SMS 

ǗǲǫǳǮǸȂ ǷǸǦǸǹǷ 

ǗǴǭǪǦǳǮǫ ǊǴǰǹǲǫǳǸǦ CRM 

ǗǴǭǪǦǸȂ ǐǴǳǸǦǰǸ ǰ ǑǮǪǹ 

ǗǴǭǪǦǸȂ ǳǦ ǴǷǳǴǨǦǳǮǮ 

ǗǴǭǪǦǸȂ ǵǴǨǸǴǶǳȁǯ ǑǮǪ 

ǙǨǫǪǴǲǱǫǳǮǫ 



ǖǴǧǴǸȁ ǪǱȅ ǶǫǰǱǦǲȁ

ǖǫǰǱǦǲǦ Facebook

ǖǫǰǱǦǲǦ Google AdWords

ǖǫǰǱǦǲǦ ǈǰǴǳǸǦǰǸǫ

ǖǫǰǱǦǲǦ ǥǳǪǫǰǷ



ǖǴǧǴǸȁ ǪǱȅ ǷǨȅǭǮ Ƿ ǰǱǮǫǳǸǴǲ

ǎǳǺǴǶǲǦǼǮǴǳǳȁǯ 

ǭǨǴǳǴǰ 

ǔǸǵǶǦǨǮǸȂ SMS 

ǔǸǵǶǦǨǮǸȂ ǵǮǷȂǲǴ

ǗǴǴǧǿǫǳǮǫ Ǩ 

ǴǸǰǶȁǸǹȄ ǱǮǳǮȄ 





ǔǧǭǨǴǳǰǱǮǫǳǸǴǨ

ǎǳǺǴǶǲǮǶǴǨǦǳǮǫǴ
ǷǴǧȁǸǮȅǻǮǦǰǼǮȅǻ

ǕǴǪǸǨǫǶǬǪǫǳǮǫǭǦǰǦǭǦǮǱǮ
ǨǮǭǮǸǦ

ǗǧǴǶǴǼǫǳǰǮǷǫǶǨǮǷǦ

ǕǴǪǸǨǫǶǬǪǫǳǮǫǪǦǸȁǮ
ǷǵǴǷǴǧǦǪǴǷǸǦǨǰǮ

Ǯ ǪǶǹǩǮǫ ǷǼǫǳǦǶǮǮ

ǉǴǱǴǷǴǨǴǯ ǧǴǸ
ǗǵǫǼǮǦǱȂǳǴǫ ǶǫǾǫǳǮǫ, ǮǳǸǫǩǶǮǶǴǨǦǳǳǴǫ Ƿ ǇǮǸǶǮǰǷ24



ǐǹǪǦǪǴǷǸǦǨǮǸȂ?

ǈǴ ǷǰǴǱȂǰǴ ǹǪǴǧǳǫǫ 

ǵǴǱǹǽǮǸȂ?

ǐǴǩǪǦ ǹ ǨǦǷ ǪǫǳȂ 

ǶǴǬǪǫǳǮȅ?

NPSǮ ǪǶǹǩǮǫ ǷǼǫǳǦǶǮǮ

ǆǨǸǴǲǦǸǮǽǫǷǰǮ ǴǧǴǩǦǿǦȄǸ CRM ǪǦǳǳȁǲǮ

ǝǦǸ-ǧǴǸȁ



ǆǨǸǴǲǦǸǮǽǫǷǰǴǫ ǷǴǭǪǦǳǮǫ Ǯ ǭǦǵǴǱǳǫǳǮǫ

ǱȄǧȁǻ ǪǴǰǹǲǫǳǸǴǨ

ǗǴǭǪǦǳǮǫ ǪǴǰǹǲǫǳǸǴǨǨ CRM

ǗǴǭǪǦǳǮǫ ǱȄǧȁǻ ǪǴǰǹǲǫǳǸǴǨ 

ǵǴ ǾǦǧǱǴǳǹ: ǷǽǫǸǴǨ, ǦǰǸǴǨ, 

ǸǴǨǦǶǳȁǻ ǳǦǰǱǦǪǳȁǻ, ǷǽǫǸǴǨ-

ǺǦǰǸǹǶ, ǪǴǨǫǶǫǳǳǴǷǸǫǯ

ǖǫǪǦǰǸǮǶǴǨǦǳǮǫ ǾǦǧǱǴǳǦ Ǩ 

ǱȄǧǴǲ ǸǫǰǷǸǴǨǴǲ ǶǫǪǦǰǸǴǶǫ 

(Word, Google Docs Ǯ ǪǶ.)



ǴǸ ǰǴǳǸǦǰǸǦ Ǯ ǰǴǳǷǹǱȂǸǦǼǮǮ

éǽǫǶǫǭ ǵǴǪǩǴǸǴǨǰǹ ǪǴǰǹǲǫǳǸǴǨ

é.Ǯ ǴǵǱǦǸǹ ǸǴǨǦǶǦ

éǪǴǬǮǪǦȅǷȂ ǴǰǦǭǦǳǮȅ ǹǷǱǹǩǮ ǮǱǮ ǪǴǷǸǦǨǰǮ

ǕǴǰǦ ǰǱǮǫǳǸ ǵǹǸǫǾǫǷǸǨǹǫǸǵǴ ǨǴǶǴǳǰǫ

ǪǴ ǵǴǷǱǫǪǹȄǿǫǩǴ 

ǴǧǷǱǹǬǮǨǦǳǮȅ Ǯ ǨǴǭǨǶǦǸǦ



ǈǷǫ ǪǫǯǷǸǨǮȅ ǵǶȅǲǴ 

ǵǫǶǫǪ ǩǱǦǭǦǲǮ

ǊǴǧǦǨǱǫǳǮǫ ǳǴǨǴǯ 

ǨǴǶǴǳǰǮ Ǩ ǳǦǷǸǶǴǯǰǦǻ, 

ǷǴǶǸǮǶǴǨǰǦ, ǷǲǫǳǦ 

ǷǸǦǪǮǮ.

ǆǨǸǴǲǦǸǮǽǫǷǰǮǯ 

ǵǫǶǫǨǴǪ Ƿ ǨȁǮǩǶǦǳǳǴǯ 

ǷǸǦǪǮǮ Ǩ ǨǴǶǴǳǰǹ ǳǴǨǴǩǴ 

ǪǫǯǷǸǨǮȅ.

ǐǴǶǴǸǰǮǫ ǨǴǶǴǳǰǮ



Ǘ ǨȁǮǩǶǦǳǳǴǯ ǷǪǫǱǰǮ ǨǫǷȂ 

ǸǶǦǺǮǰ ǵǫǶǫǱǮǨǦǫǸǷȅ Ǩ 

ǵǶǴǪǦǬǮ. Ǘ ǵǶǴǮǩǶǦǳǳǴǯ ð

ǨǴǭǨǶǦǿǦǫǸǷȅ 

ǲǦǶǰǫǸǴǱǴǩǦǲ.

ǓǦǷǸǶǴǯǰǦ ǩǫǳǫǶǦǸǴǶǦ 

ǵǶǴǪǦǬ Ǯ ǶǴǧǴǸǴǨ ǳǦ ǴǪǳǴǯ 

ǷǸǶǦǳǮǼǫ.

ǘǹǳǳǫǱǮǵǶǴǪǦǬ
ǈǮǭǹǦǱǮǭǦǼǮȅ ǨǭǦǮǲǴǪǫǯǷǸǨǮȅ ǵǶǴǪǦǬǳǮǰǴǨǷ ǲǦǶǰǫǸǮǳǩǴǲ 



ǝǸǴ ǵǶǫǪǵǶǮǳȅǸȂ, ǽǸǴǧȁ 

ǵǶǴǪǦǨǦǸȂ ǧǴǱȂǾǫ



ǒǫǳǫǪǬǫǶȁ ǪǴǱǬǳȁ 

ǶǫǩǹǱȅǶǳǴ ǮǳǸǫǶǫǷǴǨǦǸȂǷȅ 

ǵǴǸǶǫǧǳǴǷǸȅǲǮ ǰǱǮǫǳǸǴǨ.

ǔǧǶǦǧǴǸǰǦ ǰǱǮǫǳǸǷǰǴǯ ǧǦǭȁ


