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MATPUYHUUN METOL BUBOPY
KNIEHTOOPIEHTOBAHOI CTPATEIYHOI
no3uuil NignPUEMCTBA

H. C. KPACHOKYTCbKA, 0OKTOp eKOHOMIYHUMX HayK, npodecop
(HauioHanbHW TEXHIYHUIA YHIBEPCUTET
«XapKiBCbKUIN NOMNITEXHIYHUIA IHCTUTYTY);
P. C. TUXOHYEHKO
(XapkiBCbKkuin gepXXaBHUN YHIBEPCUTET XapyyBaHHSA Ta TOPriBIi)

AHomauisi. 3a008051eHHST IHMEPECI8 KIIEHMIB Yy KOHKYPEHMHOMY cepedosulli cmae 20/108HOI0
YMOB0K (hyHKUIOHY8aHHSI ma p0o38UMKY CyYacHUX nidnpuemMcmsi, momy nompiéHo posgusamu Memo-
doroeito NpulHaAMMS yrnpasniHCbKuX piweHsb y yit cepepi. Mema cmammi — euokpemumu ocobsiu-
80cmi ma po38UMOK Mampu4yHo20 Memody obrpyHmyeaHHs1 murly KieHmoopieHmosaHuUx cmpameaid
y nidnpuemcmeax. BusHa4eHo 3micm i ocobnueocmi Mampu4yHo20 MemoQy MpulHAMMs cmpame-
2iYHUX piweHb Ha nidnpuemcmeax. [ns obrpyHmyeaHHs mury KiieHmoopieHmogaHux cmpameaili
p0o3pobrieHo O80OKpuUMepianbHi Mampuui, OCHOBHUMU KPUMEPISIMU SIKUX 8U3HAYeHO Cripusimiusicme
308HIUWHB020 cepedosuuya, BHYMPIWHK 20MogHicmb nidnpuemcmaa 00 8rpPo8adKeHHS MPUHUUNY
KrieHmoopieHmosaHocmi ma ei0rnosioHicmb HarpsMig KiieHmMoopieHmoasaHoI cmpameeaiyHoi no3uuji
3aearnbHil cmpameaii po3sumky nidnpuemcmea. BukopucmaHHs cmpameaidyHux Mmampuub 3abe3sre-
qyye MeHedxmeHm OiegumMu IHCmMpyMeHmamu rnpuliHamms piwieHb w000 po38UMKY 83aEMO8IOHOCUH
i3 KrieHmMamu.

Knrodoei crnoea: mampuyHi memodu, cmpameeisi, KiieHmoopieHmosaHicmb, CRM-cmpameaisi,

nidérnpuemMcmeo, Kpumepi.

IligBumeHi BUMOTH OO SKOCTI 3aI0BOJICHHS
IHTEpECiB KIIEHTIB 32 YMOB J>KOPCTKOI KOHKY-
peHlii Ha pI3HUX PUHKAX CTalOTh HE MPOCTO
OJTHIEIO 3 I CydacHUX IMiIPUEMCTB, a KHUT-
TEBOIO HEOOXIAHICTIO MIATPUMKH 1X (QYyHKIIIOHY-
BaHHS Ta PO3BUTKY. Taki BUMOTM BHM3HAYAIOTh
o0csiTr Ta SIKICTh I[IHHICHOI MPOMO3uIlii, cer-
MEHTAIIIfO KIII€HTIB, XapaKTep CIiBIpaIli 3 HUMH,
JIOBTOCTPOKOBICTh ~MapTHEPCHKUX  B3aEMOBIJ-
HOCHWH, BIJTMIOBIMHICTh OOpaHWUX KaHAIIB IPO-
JaXy YSBICHHSM KJIIEHTIB MPO 3PYYHICTH IO-
Kynok Tomo. He3Baxaroun Ha Te, mo poOora
3 TNEepepaxOBaHUMH XapPaKTEPUCTHKAMU YaCTO
MEPETBOPIOETLCS Ha IIOJEHHI PYTHHHI TpOIie-
JypH, iX 3arajbHa CIPSMOBAHICTh Ma€ CTpaTe-
TiYHY OpIEHTAIlI0 1 BU3HAYAETHCS TiJ 9ac po3-
poOku kiientoopientoBanoi (CRM) crparerii
mignpuemctBa. J[ns  (opmyBaHHS OCTaHHBOI
MOTPIOHO BpaxoByBaTH pPIi3HOMAHITHI yIpaB-

JHCBKI, €KOHOMIUHi, MapKETHHTOBi, MCHUXOJIO-
TiYHI aCTMeKTH 1 3aCTOCOBYBAaTH pi3HI METONH,
10 3yMOBHWJIO 3HAuHYy 3alliKaBJICHICTh HAyKOB-
IiB 1 MPaKTHKIB y BUPIMIEHH] WX MMUTAHb 1 CBij-
YUTh NPO aKTyaJbHICTb OOpaHOi TEMHU JOCIHi-
JOKEHHS.

Po3Butok Teopii 1 MeTomonorii po3poOKu
cTpareriii oxoruntoe moHaa S50 pokiB mepion i
HEPO3PUBHO TIOB’s3aHUN 13 JIOCIIJKESHHSIMHA
HaykoBIIIB  ['apBapmcbkoi  mikomu — Oi3HECy
(P. Kpicrencena, K. Ennproca, [Ixx. boyepa) [1],
I. Aacodda [2], A. Yanmrepa [3], I. Xamena
[4], T. MinuoGepra [5], siki chopMyBaiu OCHO-
BH CTPATETiYHOTO TUIAHYBAaHHS Ta YIPaBIIIHHS,
BIIEpIIIE 3aNPOIIOHYBaIM BHUKOPUCTATH MaTpU4-
HI MeToH y 1 cdepi. Haitbimpmoro po3BuTKy
MaTpU4yHi METOAU HaOyau B YIPaBIIHCHKOMY
KOHCYNbTyBaHHI. Tak, ¢axiBii kommanii boc-
TOHCBKOI KOHCAJITUHIOBOi TIpynu, J[lxeHepan
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Enexrpuxi Makkinci, lemr, Apryp . Jlittn
Ta 1HII 3aIpPONOHYBAJM MATPHUL «3POCTAHHS
— YacTKa PHHKY», «KOHKYPEHTOCIIPOMOXHICTb
MiIPUEMCTBA — NPUBAOIMUBICT Taxy3i», «KOH-
KypeHTHA TIO3MIISl — CTajisl KUTTEBOTO ITHKITY
raiysi» Tomro. He3Baxaroun Ha MOMYNSPHICTH 1
JIOCTaTHIO PO3pOOJICHICTh MAaTPUYHOTO METOLY,
y Tpolieci BUKOPUCTAaHHA Mif 4ac (GopMyBaHHS
KIIIEHTOOPIEHTOBAHUX CTpareriii MmoTpioHO B
MOJIAJIBIIOMY JOCIIKYBAaTH 1 PO3BUBATH 3 ypa-
XyBaHHSM iX crienudiky.

MeTor0 CTaTTi € BHOKpEMJICHHSI 0COOIUBOC-
Tel 1 PO3BUTOK MATPUYHOTO METOAY OOTpYyH-
TyYBaHHS KJIIEHTOOPIEHTOBAHUX CTpaTerii y
mignpueMcTBax. J{s JOCSITHEHHS METH peai3o-
BAaHO TaKi 3aBJaHHSA: BU3HAYEHO 3MICT MaTpuy-
HOTO METOAY Ta HOTrO pONib Yy CTpaTeriyHOMY
LIJIEBCTAHOBIIEHHI; pPO3p0O0JIeHO MOAU(IKOBaHY
Matpumro SWOT mns oOrpyHTYBaHHS JTOI1Th-
HocTi BipoBapkeHHss CRM-ctparerii 1 Mmarpuiio
«BIATOBIHICTh 3arajbHIN cTpaTerii pO3BUTKY
— TOTOBHICTH MiJMPUEMCTBA JI0 BIPOBAHKECHHS
CRM-crparerii».

VY crpaterivuHoMy yIpaBlliHHI MaTpuus — Ie
«JIBOMipHHIA a00 GararoMipHu# Tpadik, Mo UTo-
CTpYy€E CTpaTeriuHi Mo3uiii opraHizaiii 3a BU3Ha-
YEeHWMH TOKa3HuKamu» [6]. Bmepme Ttakmii
AQHAMITUYHUN 1HCTPYMEHT TOYaB BHKOPHCTOBY-
BaTHUCS 13 PO3BHTKOM KOHIIEMIIIi CTpaTerigHOTO
mianyBanHa y 60-1i pp. XX cr. i 0a3yBaBcs Ha
JIBOMIPHOMY 3iCTaBJICHHI OIlIHOK 30BHINTHBOTO
Ta BHYTPIIIHBOTO CEpeAOBUIIA MIANMPUEMCTBRA.

BiamoBimHo 10 pe3ynbTaTiB  ONMUATYBaHHS
noHax 2000 BHUIYCKHMKIB Bexydux Oi3HecC-
IIKiJ, TpoBeneHoro pociigaukamu Advanced
Institute of Management Reseach y 2009 p.,
HaWOUTBII TIOMYJASIPHUMH MaTPUYHUMHU 1HCTPY-
MEHTaMH TiJ] yac po3poOKH CTpaTerii € MaTpu-
it SWOT (BukopuctoBytoTs Onmuspko 80 %
PECIOH/ICHTIB) 1 Marpuli noprdenpHOro aHa-
mizy BCG (Boston Consulting Group) i
GE/McKinsey (BuxkopuctoBytoTh 01u3bko 40 %
pecrnioHieHTiB) [7].

3MICT MaTpUYHOTO TO3MI[IOHYBAaHHS B CHC-
teMi koopauHat SWOT monsirae y BH3Ha4CHHI
BEKTOpa CTpAaTerii 3a CIiBBITHOMICHHIMHU «MOX-
JIUBOCTI — 3arpo3m» 1 «CHIIbHI — CI1a0Ki CTOPOHH
nignpueMctBay [8—10]. Taki cmiBBigHOIIEHHS
MOTPiIOHO JOCIITUTH, 30KpeMa BHYTPIIIHIN TT0-

TEHITiaJl MAMPUEMCTBA Ta WOTO 30BHIIIHE Cepe-
noBuine. [l MO3MLIOHYBaHHS K MiANPHEM-
ctBa y cucreMi koopauHar SWOT mig gac Bu-
0opy BEKTOpa KIIEHTOOPIEHTOBAHOI CTparerii
JOUINBHO 3iMCHUTH JoJaTKOBi iTepamii. Ix
HEOOX1/THO MOB’SI3aTH 13 THM, 1110 BHYTPIIlIHI CH-
71/cabKOCTI MAMPUEMCTB MalTh OyTH CHps-
MOBaHi Ha OIIHKY BHYTPIIIHbOI TOTOBHOCTI Mij-
MPUEMCTB JIO BIPOBADKCHHS TPHUHIIUIIIB KITIEH-
TOOPIEHTOBAHOCTI. SIKIIO Ui TO3UI[IOHYBaHHS
B SWOT-marpuili OmiHKK 30BHIITHBOTO Cepe-
OBHINIa MOXYTh OyTH mepeBeleHI B Oanu 3a
pesynbraramu PEST-anaiizy, TO OIIHKH TOTOB-
HOCTi 70 BrnpoBamkeHHs CRM-ctparerii cmo-
94aTKy TOTPIOHO y3arajlbHUTHU 13 HACTYITHOKO iX
rpajalli€lo 3a MeBHOO HIKAJIOKO.

Ha mamr mormsana, HaiOIabII JOTTYHONO IIKa-
JIOI0 PO3MOALTY OLIIHOK BHYTPIIIHBOI T'OTOBHO-
cti o BupoBamkeHHss CRM-crparerii € BimHe-
CEHHSI X JI0 HU3BKOT0, CEPEIHBOTr0 200 BUCOKOTO
piBHIB, IO HAIACTh MOMJIHMBICTH TOOYIyBaTH
MonupikoBany 6-kBanapanty marpuuo SWOT,
3arajJbHUN BUTJISA SIKOi 1 pEeKOMEHMAIli o0
CTpATEriyHUX HAMpsIMIB AJIs MiANPUEMCTB HaBe-
JieHo Ha puc. 1.

dopmaitizoBaHOIO TpaJalli€o CIPUSTIUBOCTI/
HECIIPUATINBOCTI 30BHINIHBOTO CEPEIOBHINA €
OallbHa OIlIHKA PO3PUBY MIXK MOKIJIMBOCTIMU
(O) 1 3arpozamu (T), IO BHKOPHCTOBYETHCS Y
SWOT-anamnisi:

FE=0+T, (1)

ne FE — GanbHa OIliHKAa CIPHUSTINBOCTI/HECTIPH-
SITIMBOCTI 30BHIIIHBOTO CEPEIOBUIIA.

SIkmio 3nauennss FE > 0, To ominka 30BHIMII-
HBOTO CEpPEJOBHINA BIJIMOBITAE HOTO JIHTBIC-
TUYHIN 03Hali «cnpusmmsey; skmo FE = 0, To
30BHIIHI 3arpo3W KOMIIEHCYIOTBCS MOYKJIHBOC-
TSMU 1 CEpEJOBHINE 3arajJioM € HEHTPaTbHUM;
skio FE < 0, To oIliHka 30BHIIIHBOTO CEPEJIO-
BHUIIIA BIAIIOBiZA€ HOro JIHTBICTUYHINA O3HAIl
CHECTIPUSATINBE.

dopmarizamis KpUTEPi0 «OLIHKA BHYTpIll-
HbOT TOTOBHOCTI 110 BrHpoBakeHHs CRM-
cTparerii» Mae OyTH JOTIYHO y3TO/KEeHA 13 OLliH-
KaMH 11 CKJIaIOBUX 32 MMPOCKITIIMUA CTPATETIYHOTO
aHami3y (KIIEHTCHKOIO, IIHHICHOIO 1 KaHalaMu
MIPOIAXKIB).

ISSN 2409-6873. HaykoBwui BicHMK [NonTaBcbKOro yHiBepcuTeTy ekoHOMikM i Toprieni. 2015. Ne 2 (71).



94 EkoHoMika, opaaHi3auis i yrpaeniHHs rnionpuemcmeom

N ) Haxonmuenns Bacae

fn W 5 ;
= = E BHYTPIIIHIX : p AkTuBHA po3poOKa
= E 5 m : IHBECTYBAHHS y .
= == MO>KJTMBOCTEH Ta peasi3awis
8 s F PO3BUTOK KOHLIETILI]
= 88 2 IUIS1 TIepexony 10 CRM koHrenmii CRM
(] S
= o 8 CRM-iHiiatus
Q
2

(]
2 B o . :
= 5w g Po3BuTOK BHYTPILIHIX Bubipxose
=| = = TaBecTmni N .
= 5 ga CRM ¢ MO>KJTMBOCTEH IHBECTYBAHHS y
a & = " HeI}[,OL[iJ'II:HI/IMI/I IUIs1 IOCTYTIOBOTO PO3BHUTOK KOHLIETLIIi

o
; 33 & nepexony 10 CRM CRM
> s 2
&
=
< Husbkuit Cepenniii Bucoxkwuit
piBEeHb pIBEeHb pIBEeHb

OtiiHKa BHYTPILIHBOI TOTOBHOCTI 10 BripoBamkenHs CRM-crparerii

Puc. 1. MogudikoBana matpuist SWOT nist oOrpyHTYBaHHS
JouibHOCTI BripoBakeHHss CRM-cTparerii

3 Ii€l0 METOI0 MU IPOMNOHYEMO BHKOpPHUC-
TOBYBaTH aJUTUBHY MOJENb 3arajbHOI OLIHKH
BHYTpPIIIHBOI TOTOBHOCTI JI0 BIIPOBAPKEHHS
CRM-cTparerii, 1Mo BpaxoByBaTUME KiJIbKICHHUMA
1 IKICHMHM 11 HanpsM, 13 MOJANBIINM MEPEBEICH-
HSM B OAMHHUYHY IIKaTy BUMIPY:

Kall,, +Knll )+ (LI, + 1M, )+ (KIp,, +KIIp, )
B

max

R )
ne IR — 3aranmpHa OIliHKAa BHYTPINIHBOI TOTOB-
HoCTi 710 BripoBapkeHHs CRM-cTparerii;

Knll , KnIl — GanoBa omiHka KIi€HTCHKO
MPOEKIIT BIAMOBIAHO 3a SIKICHUM 1 KUTBKICHUM
HamnpsiMamu;

LT, LI — 6anosa owiHKa HIHHICHOT POEK-
1ii BiMOBIAHO 32 SKICHUM 1 KUTbKICHM Hampsi-
MaMu;

KIlp, , KIIp_ - GanoBa omiHka MpoeKmii «Ka-
HaJIM MPOJaXKiB» BiIMOBIAHO 32 AKICHUM 1 KiJIb-
KICHUM HarpsiMaMu;

b . — MakcuMaibHO MOXKIMBO OanoBa OLIHKa

ma:

3a CyMOIO YCiX MPOEKIIIH CTPaTerivHOTO aHai3Yy.

Jns nudepenmiamii piBHS BHYTPINTHBOI TO-
TOBHOCTI 10 BrpoBajkeHHss CRM-crparerii
3a JIHTBICTUYHMMH O3HAKAMH «BHCOKHIY», «Ce-
penHii», «HU3BKUID» MPONOHYEMO 3aCTOCYBaTH

MPONOPIIHY HIKay PO3MOJALTY 3HAYEHb ITOKa3-
Huka [R, BUOKpeMITIoI0un TpH PiBHI IHTEPBAIH:

* 0<IR <0,33 — nu3pkuii piess (HP) BHy-
TPIITHBOT TOTOBHOCTI /0 BrpoBapkeHHs: CRM-
CTparTerii;

* 0,33 <IR < 0,67 — cepenniii piers (CP)
BHYTPIIIHBOT TOTOBHOCTI /10 BIPOBAJKECHHS
CRM-crparerii;

* 0,67 < IR < 1,0 — Bucokwuii pisens (BP)
BHYTPIIIHBOT TOTOBHOCTI /IO BIPOBAKCHHS
CRM-cTparerii.

Jns Oimbm TowHOi gudepeHmiarii MoXKIu-
BOCTEH MIANPUEMCTB MU IPOMOHYEMO Bpaxo-
BYBaTH KPUTEPI TEMIIIB 3POCTaHHS OOCATIB
nponaxiB (Kii€eHTcbka mpoekiis). Taka aude-
peHIIiamis J03BOJIUTh ypaxyBaTu TOH (hakT, 110
pexomenpamii i3 ynpoBampkeHnHs CRM-inimia-
TUB I MIAIPUEMCTB, AKi 3a0€3MEeYyIOTh PO3-
HIMPEHHsT 00CATIB MPOJaXiB, 1 THX, NPOIaXi
SKHX CKOPOYYIOTBCSI, 32 PIBHUX 30BHIIIHIX YMOB
MaloTh OyTH MPUHIMUIIOBO PI3HUMH.

3 MeTOI JOCIIHKEHHS BIAMOBIIHOCTI BH-
3HAYE€HUX 3a JIOTIOMOToK MOJM(IKOBaHOI Mart-
puri HampsimiB  CRM-crtpareriii mast mianpu-
€MCTB iX 3arajpHiii cTparerii pO3BUTKY, Ha
Hall TOMIAN, TaKoX [JOLUIBHO 3acTOCYBaTu
MaTpUYHUN METON. AJle 3MICT MaTpUIlb TYT Mae
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BH3HAUYATHCS BXKE HE TIONIYKOM KOMIIPOMICIB
MK CUJIBHUMU/CIIA0KMMHU CTOPOHAMHM Ta MOX-
JUBOCTSIMU/3arpO3aMH, a TIONIYKOM CIOCO0IB
peaizanii KJIIEHTOOPIEHTOBAHUX IIIEH Yy MexKax
YK€ BUSHAYCHHUX CTPATETIYHUX TPIOPUTETIB.

Ha wHam mornisin, /Uis BUKOHAHHS 3aBIaHHS
HaWOUTBII PEICBAHTHOIO 32 3MICTOM € MaTpHIlS
BIAMOBIIHOCTI MicCll Ta KIIOYOBUX KOMIIETECHIIIN
mignpuemctBa (Marpurit MCC), 3amporoHo-
BaHa 1995 p. JIx. Hikoncom [11]. ¥V Buxinnomy
BapiaHTi 11 MaTPUIlI € TBOKPUTEPIaIbHOIO, e
MO BICl X BU3HAYAETHCA IMOJIOKEHHS MEBHUX Ha-
MpsAMIB TisSTTBHOCTI miAnpuemMcTBa (Oi3HEC-TIpo-
L[eCiB, MPOEKTIB, MPOIYKTIB) 32 KPUTEPIEM «Y3TO-
JOKEHICTD 13 KIIFOYOBAMHU KOMIIETEHINISIMU», a I10
BiCi y — 3a KpUTEPIEM «BIiJMOBIIHICTh MiCii TijI-
npueMcTBay. [1o3uIioHyBaHHS 3MIHCHIOETHCS 32
yoTupma kBajapanTamu (4Ds):

1) «aBurynm» (drive) — 6i3HEC-TIpoIecH/mpo-
eKTU/TIPOAYKTH, $IKI TOBHICTIO BiJANOBIJAIOThH
SIK Micii, TaKk 1 KJIFOYOBHUM KOMIIETEHI[ISIM ITij-
npueMmcTBa. CrpaTeriyHi 3axoAM MawTh OyTH
CIpsIMOBaHI Ha TPIOPUTETHY iX peaizalliio,
OCKIJTBKM CaM€ BOHHM JI03BOJIATH ITiIPHEMCT-
By HaWOIIBIN TMOBHO peali3yBaTH HasSBHUU TIO-
TeHIaT;

2) «pozunHHHKN» (dilutions) — Gi3HEc-mpo-
[IeCH/TIPOCKTH/TIPOIYKTH, IO TMOBHICTIO BiJIIO-
BIJIatOTh MicCii MiANPUEMCTBA, aJie JUIs iX peati-
3alii He BUCTauya€ KOMIIETEHLINW. Y LbOMY BH-
NaJIKy pecypcH MiIPUEMCTBA «PO3TUITIOIOTHCSD)
y Hee(EeKTUBHUX BHUAAX AISUIBHOCTI. Y cTpaTte-
TIYHOMY acCHeKTi YNPaBIIHCHKI pIMIEHHS IS
00’€KTiB, Kl OTpanmuid y Ieil KBaapaHT, Ma-
F0Th OyTH TIOB’si3aHi 200 3 TIONTYKOM KOMTIETEHT-
HUX (axiBIliB, a00 3 ayTCOPCUHTOM MPOIIECIB;

3) «Ti, 10 BiBOMIKAIOTh yBary» (distractions)
— Oi3Hec-npoIeCH/IpOeKTH/ MPOAYKTH, SIKI TIOB-
HICTIO Y3TOKYIOTHCS 13 KOMIIETEHITISIMH, alie
c1abKo BiMOBiMAOTH Micii mianmpuemctBa. [lix
gac iX peaiizamii miAMpUEMCTBO MOXE OTpHMa-
T TO3WTUBHI pe3yinbTatu (y MHepiry 4Yepry y
BHUIJISAZII KOPOTKOCTPOKOBOTO TIPUOYTKY), alie
MOCTynoBO Oyje BiIAamsITUCS BiJi JOCATHEHHS
BH3HAYEHOI CTpaTerivyHOi MUIi y TOBTOCTPOKO-
Bif MEpCHeKTHBl Ta pyxaTUch y XMOHOMY Ha-
npsmi. Crpareriddi 3axomam s 00 €KTiB, sIKi
3HAXOAATHCS y IOMY KBaJpaHTi, MalOTh OyTH
CIPSIMOBaHI Ha TIEPEOPIEHTAIIIO LIJIEH y PyCiIo

chopmoBaHoi Micii 200 3 iX BUIUICHHSM y CamMoO-
cTilinuii Oi3HecC;

4) «Ti, MO BHCHAXYIOTH» (drain) — Oi3Hec-
MPOLIECH/TIPOEKTH/ TPOAYKTH, SKI HE Y3TOIXKY-
IOTBCSl 13 KOMIIETEHLISMU 1 C1a0Ko BiANOBiga-
0Th Micii mignpuemcTBa. 3 MOMISATY KOPOTKO-
CTPOKOBOTO TIEpioAy Taki OO0’€KTH MOXYTh
OyTH HaBITh NMPUBAOIMBHMH, aj€ y CTparTerid-
HOMY acIleKTi Bij iX peaiizamii JOIIIBHO Bif-
MOBJISITUCS, OCKIJIbKM BOHU BUCHAXKYIOTh TO-
TEHIIaJ MiJIPUEMCTBA, KOAHUM YHHOM HE Ha-
OJIMIKYIOUH MOTO JI0 OaKaHUX PE3yJIbTaTiB.

HesBaxkaroun Ha BiJHOCHY IPOCTOTY KpH-
tepiiB marpuni MCC, i1 npakTu4Ha peasnizailis
B YKpaiHCBKHX peasisix OB ’sf3aHa, Ha Hall MO-
IJISIT, 13 ICBHUMH TPYIHOIIAMHU:

* BITYMBHSHI MiINpreEMCTBA (0COOIMBO Ma-
JIi) Janeko He 3aBKIu (POPMYIIOIOTH BIACHY
Miciro, a opMyBaHHS cTpaTerii pO3BUTY 4YacTO
MIOMIHSAIOT, BU3HAUYEHHSAM JIMIIE KIJIbKICHUMU
XapaKTepUCTHUKaMHU 3pOCTaHHs abo cTpareris-
MU KOHKYPEHIIii;

* B aBTOpChKiil iHTepmperamii J[x. Hikoi-
ca BIJCYTHI TNPaKTUYHI PEKOMEHJAIl II0/0
OIIHKU BIJMOBIAHOCTI IMPOIIECIB/TIPOCKTIB/TIPO-
JyKTIB MicCii, 1110 3aJHIIa€e MPOCTIp IJis cyO’ €K-
THUBI3MY.

Kpim TOro, y mnpeamerHiii obnacti LbOTO
JOCITIDKCHHST HEOOXITHO BpaxoBYBaTW HE BCi
KJIFOYOB1 KOMITETEHLIT MiJIPUEMCTB, a TUTBKH Ti
3 HHX, 5K TIOB’s3aHi 13 YIPOBaKCHHIM KITI€H-
TOOPIEHTOBAHUX CTparerii. I3 1UX MpUYUH MU
MIPONOHYEMO, JOTPUMYIOUYHCH 3arajbHOi JIOTiKH
nobynosu marpuii MCC, moaudikyBatu ii KpH-
Tepii. 3a ITOMOMOTOK MOAM(IKOBAHOI MaTpHIli
(puc. 2) MOXIHMBO 3MIMCHUTH TO3HUI[IOHYBaHHS
crparerivanx CRM-11iie#l mianpueMcTB y CHC-
TEeMi KOOPJIMHAT «BiMOBIIHICTh 3araibHill cTpa-
Teril PO3BUTKY — TOTOBHICTH J0 BIPOBAKECHHS
CRM-crparerii».

Hactymaum eranom  ¢opmyBanas CRM-
cTparerii Mae OyTu BUOIp CTpaTeriyHUX alb-
TEepHATHB. AJie dYepe3 MPHHIMUIOBY PI3HUIO
MDK MacmrabaMu, Oprasi3aiie€lo i MeTomaMu
JUSIIBHOCT] MANPUEMCTB HEOOXiJHO HOro mpo-
BOJUTH 3 YypaxXyBaHHSIM KOHKPETHHX YMOB 1
3aBJJaHb OKPEMHX IIANPHEMCTB, IO BH3HAYAE
3MICT MOAANBUIMX JOCHIKEHb 3a OOpaHuM
HATPSMOM.
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Po3BuTOK BHYTPIIIHIX
PECYPCIB 1 KOMITETEHITII

m . . .
E = 3a KJIIEHTCHKOIO, LIIHHICHOIO
; lé:; MPOEKLIAMU Ta KaHAJIaMHU
3 OPONAXKIB I peam3anil
= cTparerii po3BUTKY
2
<
a, o s s
5 Peamzaris CRM-1iuteit
é o HE € IIePLIOYEPIOBOI0, ajle
&= Lc’h: notpebye MOCTyIOBOro
E & HAKOTIMYEHHS! TOTEHLIIATY
= Ta IHTerpaii 31 CTpaTerieto
5¢
= O3BHTK

IMouryk criocoGiB 1HTErpariii
ctpareriunux CRM-1inei
13 3arajibHOIO CTPATETi€I0

PO3BHUTKY 200 BHOKPEMJIEHHS
CRM-nipoekTy B CaMOCTIHHUH

Harpsm

CepenHiii piBeHb

Bucokwii piBeHb

O1riHKa BHYTPILIHBOI TOTOBHOCTI 110 BripoBamkeHHss CRM-cTparerii (3 ypaxyBaHHAM
COPHUSTIUBOCTI 30BHIIIHBOIO CEPEIOBHINA)

Puc. 2. Matpuus «BiANOBIAHICTb 3arajibHil CTpaTerii pO3BUTKY —
TOTOBHICTh IMiAIPUEMCTBA 110 BipoBakeHHss CRM-ctparerii»
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H. C. KpacHokymckasi, 00Kmop 3KOHOMUYECKUX HayK, rnpogheccop (HauuoHanbHbIl mexHudeckul
yHuUsepcumem «XapbKoackul ronumexHudeckul uHcmumymsy); P. C. TuxoH4YeHKO (Xapbkosckul
eocydapcmeeHHbIl yHugsepcumem rnumaxusi U mopzaoesu). Mampu4Hbil Memod eblibopa KilueH-
moopueHmupogaHHoOU cmpameau4ecKol no3uyuu npednpusmus.

AHHOmMauus. YooernemeopeHue UHMEPeCco8 KIUEHMO8 8 KOHKYpPeHmHoU cpede cmaHo8umcs
enaeHbIM ycriosueM (byHKUUOHUPOBaHUS U pas3sumusi COBPeMeHHbIX npednpusmul u obycras-
niusaem Heobxodumocmpe pa3zeumusi MemodOos02uuU NPUHAMUS yrpasieHYeckux peweHud 8 amou
cpepe. Lenb cmambu — ebisienieHue ocobeHHocmel u pazgumue Mampu4yHo2o memoda obocHos8a-
HUS muna KrueHmoopueHmupo8aHHbIx cmpameauli Ha npednpusmusix. OnpedeneHbl codepxaHue u
0cobeHHOCMU Mampu4YyHO20 Memoda MPUHAMUS cmpameaudyeckKux peweHul Ha npednpusmusix. s
obocHosaHUs mura KueHmoopueHmMuposaHHbix cmpameaull paspabomaHbi d8yxkpumepuarsbHbie
Mampuubl, OCHOBHbIMU KpUMeEPUSIMU KOMOPbIX serstomcsi 61a20npusimHoOcmb 8HewHel cpedsbl,
B8HYMPEHHSIST 20MO8HOCMb MPednpusimusi K 6HEOPEHUI0 MPUHYUNa KIUeHmMoopueHmMuposaHHoCmu
u coomeemcmeue HarpaseHuUll KIUueHMooOpPUEHMUPOBaHHOU cmpameaudyeckol no3uyuu obuwel
cmpameeuu paszsumus npednpusimus. Vicnonb3oeaHue cmpameaudyeckux Mampuy obecrieyusaem
MeHeOXMeHmM Oelicm8eHHbIMU UHCMPYMeHmamu fPUHSMUS peuweHul rno pa3sumuro 83auMOOMHO-
weHul ¢ KnueHmamu.

Knrodeeblie cnioea: mampu4yHblie Memoodbl, cmpameeausi, KIueHmoopueHmuposaHHocms, CRM-
cmpameeusi, npednpusimue, Kpumepuu.
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N. Krasnokutska, Dc. Econ. Sci., Professor (National Technical University "Kharkiv Polytech-
nic Institute"); R. Tikhonchenko (Kharkiv State University of Food Technology and Trade). Matrix
method of strategic customer-based decision making process in enterprises.

Summary. Customer satisfaction is becoming a key condition for the functioning and development
of modern enterprises in a competitive business environment and makes it necessary to develop
the methodology for management decision-making in this area. Aims and objectives: identification of
characteristics and development ofmatrix method for strategic customer-based decision making pro-
cess in enterprises. The paper considers the content and features of matrix method for making stra-
tegic decisions in enterprises. Two-criteria matrices to select a priorities of customer-based strategies
have been developed taking into accountsuch criteria as the favourablenessof external environment,
the internal readiness for the implementation of CRM-principles and their compliance with overall
development strategy of the enterprise. The use of strategic management matrices provides essential
decision-making tool for the development of relations with customers.

Keywords: matrix method, strategy, customer focus, CRM-strategy, enterprise, criteria.
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