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AHHOTAITHSA

B snoxy mu¢poBH3anuy COBpEeMEHHBIE CEPBHCHBIE LIEHTPHI BCE Yalle CTAIKABAIOTCSA C
HEOOXOJMMOCTBIO MOJIEpHU3AIUN TPOLIECCOB B3aUMOJAEHCTBUS C KIMEHTaMHU. YCTapeBIIMe
METO/bI, TAKWE KaK TPaauIMOHHAs Tele(hOHHAS CBS3b WM OyMa’>KHBIE 3asiBKH, CTAHOBSTCS BCE
MeHee d(PPeKTUBHBIMU Ui OOECIeUeHUs] BBHICOKOTO YPOBHS YIOBJIETBOPEHHOCTH KIMEHTOB.
Lens craThy — MpOaHATU3UPOBATH BIMSIHUE U (PPOBON TpaHCHOPMALIMH CHCTEMBI KIIMEHTCKOM
MOAJIEP>KKU Ha yAydllleHUuEe JOSTIbHOCTH KIMEHTOB U KayecTBa 00CTY)KMBaHUsI B aBTOPHU30BAHHBIX
CEpBHUCHBIX IIEHTpaXx. B uccienoBaHuM NMPUMEHSUIMCh METOJbl aHalM3a TEKyLMX MoJenei
KIMEHTCKOM MOJJEPKKA aBTOPU30BAHHBIX CEPBUCHBIX LEHTPOB, a TAKKE HHHOBAIMOHHBIX
U (POBBIX pEIICHUH, TAaKMX KaK OHJIAH-YaThl, MOOMJIbHBIC TPHIIOKEHUS, MCKYCCTBEHHBIN
MHTEJUIEKT U CUCTEMBI caMoobcmyxuBanus. CoOpaHbl JaHHBIE 00 YPOBHE JIOSUIBHOCTH KIIMEHTOB
70 W TIOCie BHEApPEHHUs HU(POBBIX pemieHUi. J[OMOTHUTENBFHO WCIOJIB30BAaHBI aHKETHI IS
W3y4E€HUs] BOCHPUATUS HOBOTO MOAXOJA CO CTOPOHBI KIMEHTOB M COTPYAHUKOB CEPBUCHBIX
EeHTpOB. BHenpenne nudpoBoil TpaHCPOpMalUKU MO3BOJIUIO HE TOJBKO IOBBICHUTH OOIIYIO
CKOPOCTh OOCITY>KMBaHUS KIMEHTOB, HO M 3HAUYUTENBHO YIYUIIMTh WX MOJIb30BATEIbCKUN OIIBIT.
HccnenoBanue mokasasio, YTO UCIOIB30BAHNE I (PPOBBIX HHCTPYMEHTOB, TAKUX KaK 4aT-O00THI U
MOOUJIbHBIE MPUJIOKEHHUS, MOMOIJIO YMEHBUIUTh CpeJHEee BpeMs OXHUIAHUS U TOBBICHUTH
B3aMMO/JICHICTBHUE KIIMEHTOB C CUCTEMOI. YPOBEHb JIOSUIBHOCTH KIMEHTOB yBenuumics Ha 15%, a
YIOBJIETBOPEHHOCTH cepBucamMu — Ha 20% mocie Toro, Kak ObUIH MPOBEIEHBI IPEOOpa30BaHUsI B
cucreMe mozuepxku. LludpoBusanus CEepBUCHBIX IEHTPOB IO3BOJSET ONTHUMU3HPOBATH
MpOIECChl, CHWJKaTh 3aTpaTbl Ha OOCIYKMBaHME, a Takke obecreunBarh OoJiee
[IEPCOHAIN3UPOBAHHOE B3aUMOJIEHCTBUE C KIIMEeHTaMHU. BbIBOABI HCClIe0BaHUS TOJUYEPKUBAIOT
HEOOXOAUMOCTh JallbHEHIIEro NpUMEHEHUs LHUGPOBBIX TEXHOJIOTUM JUIsl MOAJEp>KaHUs
KOHKYPEHTOCIIOCOOHOCTH M TOBBIIICHUS 3(PPEKTUBHOCTH CepBHCAa B YCIOBUSAX PACTYLIMX
oxugaHuii wineHtoB. LludpoBas Tpanchopmanus CUCTEMBbl KIMEHTCKOW IMOJIEPIKKU
ABTOPU30BAHHBIX CEPBHUCHBIX ILIEHTPOB SIBJISIETCS KIIOYEBHIM (JAKTOPOM B TOBBIIIEHUH HX
KOHKYPEHTOCIIOCOOHOCTH, YIY4IIEHHH KayecTBa OOCITYKHBAHMS U YBEIMUYEHHH JIOSUIbHOCTH
KIMEHTOB.
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BBenenue

B nocnennue roapl aBTOPU30BAHHBIE CEPBUCHBIC IIEHTPHI CTOJIKHYIUCH C CEPhE3HBIMU BBI30BAMH,
KOTOpbIE OKa3aIH BIMSHUE HA NX d(PPEKTUBHOCTH U B3auMoieicTBHE ¢ KiineHTaMu. C OIHON CTOPOHBHI,
KIMEHTBl NMPEIbABIIAIOT Bce 00jee BhICOKME TPeOOBaHUSI K CKOPOCTH M KadeCTBY OOCITY)KHMBaHUS, C
JIpyrol — camMu Tpolecchl paboThl B CEPBUCHBIX I[EHTPaX YacTO OCTATCS HEI0CTaTOYHO
ONTUMHU3UPOBAHHBIMU. TpagUIMOHHBIE MOJIENU B3aHUMOJCHCTBUS C KIMEHTaMH, TaKue Kak
TeneoHHBIC 3BOHKU, BU3HUTHl B CEPBHCHBIM IIEHTP W JUIUTEIHHOE OXKUJAHUE OTBETa, OOJIBIE HE
YIOBJIETBOPSIIOT KIMEHTOB B MONHON Mepe [bynnukosa, Ilpuiimak, /laBnerumna, 2022]. B cBsi3u ¢
STUM MHOTHE KOMITAaHWW HAYWHAIOT OCO3HABAaTh HEOOXOAMMOCTH HHU(POBON TpaHChOpPMAIIUU Kak
WHCTPYMEHTA JUIS YAYYIIEHUs] KITHEHTCKON MOAACPKKA U ONTUMHU3AINU BHYTPEHHHUX ITPOI[ECCOB.

OmHuM U3 KIIOYEBBIX (PAKTOPOB, KOTOPBINA 3aCTaBIIIET CEPBUCHBIC LEHTPHI alaliTUPOBATHCA K
HOBBIM YCJIOBUSIM, SIBJISICTCSI BO3POCIIAST POJIh TEXHOJOTHH B JKH3HU Jitojed. KIIMEHTh MPUBBIKIN K
OBICTPBIM U yHOOHBIM CEpBHCAaM B IOBCEIHEBHOM >XM3HU, OyIb TO TMOKYNKA OHJAMH WM
WCIIOJIb30BAaHUE MOOWMJIBHBIX TPHUJIOKEHUN IJIs1 3aKa3a TaKCH. TeXHOJOTHMHU CTalld HEOThEMIIEMOMN
YacThIO KKJOTO aclekTa Halllel )KH3HU, U CEPBUCHBIC LICHTPHI HE MOTYT UTHOPHPOBATH ATOT TPEHI.
BozHnukaer He0OX0IUMOCTh MHTETPAIIMH ITU (PPOBBIX TEXHOJIOTHH B OM3HEC-TIPOIIECCHI IS TOTO, YTOOBI
00JIETYNTh KIMEHTaM B3aUMOJICHCTBHE C ILEHTPOM M TMOBBICUTH OOILIyI0 A(PPEeKTUBHOCTH PaOOTHI
KOMITaHUH.

OcHOoBHAA YaCTh

Kpowme Toro, B ycrnoBusx pocTa KOHKYPEHIIUH KOMIAHUHU, IPEJOCTABIISIONIE YCIYTH MOIEPIKKH,
BBIHY)KJICHBI HCKaTh CIIOCOOBI U (pepeHIInpOBaTECS HA PhIHKE. YK€ HEAOCTaTOYHO MPOCTO peliaTh
npoOsemMbl KIMEHTOB — BaXXHO CO3JaBaThb KOMMOPTHBIE YCIOBMS s HMX Ha BCeX JTamax
B3aUMOJIeicTBUs ¢ OpeHnoMm. Ponb umdpoBoil TpaHcGopManuu B 3TOM MPOILECCE CIOKHO
nepeoneHuTb. OHa 1M03BOISIET BHEAPATH Y((EeKTUBHBIE HHCTPYMEHTHI /1711 60Jiee ObICTPOro pereHus
BOIIPOCOB KIMEHTOB, ONTHMU3UPOBAaTh pabOTy OINEPaTOpPOB CEPBUCHOIO IIEHTpAa U MOAJIEPKUBATH
BBICOKUI YPOBEHb YHOBJIETBOPEHHOCTH KIMEHTCKOW Oa3bl [bynnukoBa, [lpuiimak, /laBiernmna,
2022].

[udpoas TpaHcopmaIs —3TO CIOKHBIN U MHOTOCTIOWHBIN TPOIIECC, KOTOPHIN BKIIIOYALT B ce0s
BHEJPEHUE PA3ITUYHBIX TEXHOJIOTHM: OT 4yaT-00TOB U UCKyCCTBEHHOro MHTesekra 10 CRM-cuctem n
aBToMaru3anuu oOpameHuil. OpHaKo 3TOT mpouecc TpeOyeT HE MPOCTO BHEAPEHUS HOBBIX
TEXHUYECKMX DEIICHUH, a MTyOOKOro InepecMoTpa MoJXoAa K padoTe ¢ KiMeHTamH. VIMeHHO uepes
MPU3MY COBPEMEHHBIX OKMJAHUN KINEHTOB HEOOXOJUMO CTPOUTH HOBBIE MOJENH OOCITYKHUBaHUS.
Hanpumep, ogHa U3 KIIOYEBBIX 337a4 COBPEMEHHOM KIMEHTCKOW IMOIJEPKKA — 3TO BO3MOKHOCTh
OIlEpaTUBHO PELIATh 3alpOoChl B JHOO0E BpeMs CyTOK ¢ MUHUMAJIBHBIMU 33/iepKKaMu. BHenpenue
MHCTPYMEHTOB UCKYCCTBEHHOIO MHTEJJIEKTA 3HAUUTEIbHO 00JIer4aeT 3Ty 3ajauy, [103BOJIss KIMEHTaM
noJiyyaTh peieHue 0e3 HeoOX0IMMOCTH XAaTh OTBETA OT omeparopa (Tadiu. 1).

Onnako 1udposast TpaHchopMalus — 3TO HE TOJIBKO BHEAPEHUE HOBBIX TEXHOJIOTUNA. DTO Takke
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peopranu3zanus Ou3Hec-IPOLECCOB BHYTPU CaMOTO CEPBUCHOIO LIeHTpa. MHOTOYMCIIEHHbIE TPUMEPBI
CBHUJIETEJICTBYIOT O TOM, UTO JIUIIb KOMIIAHUHU, KOTOPbIE TOTOBBI K MU3MEHEHHUSIM Ha BCEX YPOBHSX — OT
CTPaTErnyecKoro J10 OMEepallMOHHOIO — MOTYT YCIIEHIHO MPOWUTH uepe3 HU(POBYIO TpaHCHOpMAIUIO.
BakHO HE TONBKO BHEAPATH HOBBIC TEXHOJIOTHH, HO M aIAITUPOBATh UX O] CHeU prieckue 3a1aun
KOMITAaHWH, BBISBIIATH CaMble OOJIbHBbIE TOYKH BO B3aUMOJICHCTBUU C KIMEHTOM M YCTPaHSTh UX C
nomoItpio nudpoBeix pemeHuii [Cemenoa, Bonkos, Xypasnesa, 2022]. B koHeuHOM uTOTE, yCIIEX
nu@poBoi TpaHchopMalMK 3aKIIOYaETCs] B CIIOCOOHOCTH KOMIAHWU aJalTHUPOBATHCS K HOBBIM
YCJIIOBUSIM U UCIIOJIB30BaTh TEXHOJIOTUYECKUE MHCTPYMEHTHI JJISl PEIieHUs peajbHbIX OU3HEeC-3a1a4.

Tadauna 1 — Ilpeumymecrsa uug poBoii TpancdopManun B cUCTeMe KJIHEeHTCKO

MO/ e PKKH
Hanpasienue Onucanne u3MeHeHHH Pesyabrar
ABTOMaTH3ALWA Breapenue uat-0otoB, CRM-cucTem s aB-| Y cKopeHHue BpeMeHH OTBETA, MOBBILIE-
TOMaTH3aIMK OOIEHNS U 00paboTKHU 3ampo- | Hhe 3(heKTUBHOCTH pabOTHI OnepaTo-
COB poB
OwmHukaHanbHast ToA-| MHTETpams BceX BO3MOXKHBIX —KaHAJIOB | YBENMUEHHE yq00CTBa ISl KIMEHTOB,
JEPKKa cBsi3H (TenedoH, Jar, COICETH, MPIIOKEHNS ) | IOBBIIICHHE JTOCTYITHOCTH
UckyccTBennblii  uH- | Buenpenne MU nnst mpornozupoBanust mpo- | [IpoakTuBHOE — pemienwe  mpoOsiem,
TEJUIEKT 0JieM ¥ TIepCOHAM3AIIMN B3aUMOJICVCTBUI | yITydIlIeHHe KadecTBa 00CITyKUBaHUS
AnanruBHbele 00y4aio-| OOydeHre COTpYJHUMKOB HOBBIM IW(ppOBHIM | [loBBIIIeHHE KBaMUKALMM, YIydIe-
II1e IPOrpaMMBI TEXHOJIOTHSIM HUE KOMMYHHKAIIMH C KIMEHTaMH

HeobxomuMo Takke YYUTHIBaTh, YTO, HECMOTPS Ha OYEBHUIHBIC MPEUMYLIECTBA LH(PPOBOIL
TpanchopmaIuu, CylecTBYIOT OIpEIeICHHbIE PUCKH U Oaphephbl Ha MyTH ee peanu3anuu. OaHOM U3
KIIOYEBBIX MPOOJIEM SBIISIETCSI COMPOTHBIICHHE M3MEHEHMSIM CO CTOPOHBI COTpPYIHHKOB. PaboTa c
HOBBIMU TEXHOJIOTHSIMM YacTO TpeOyeT JOMOJHUTEIbHBIX HaBBIKOB, YTO MOXKET BBI3BAaTh OOS3HB
NOTepsITh MPUBBIYHBIE paboune Mecta. B Takux ciydasx BaxHO (POoKycHpoBaThcsi Ha OOy4eHUU U
MOJJIEP’KKE COTPYIHUKOB, MpeJyiaras UM HOBble BOBMOXKHOCTH JJIsl pa3BUTHS U pocTa. Tolbko uepe3
3(ppeKTUBHOE YIIpaBJICHUE U3MEHEHUSMH MOXHO JOOUTHCS TapMOHMYHOM MHTErpanuu Mu(ppOBHIX
TEXHOJIOTUH U n30exkaTh MaJeHus MOPAJILHOTO JyXa B KOJUIEKTHBE.

ITomumo 3TOTO, B IIpOIiecce MU(pPOBOi TpaHCPOPMALIUHE HEOOXOIUMO YUUTHIBATh U MTOTPEOHOCTH
KIMEHTOB. Ba)XHO MOMHHUTH, YTO TEXHOJOTMH HE JOJDKHBI BBITECHATh YEIOBEUYECKUU (akTop,
MTOCKOJIBKY /ISl MHOTUX KIMEHTOB MEPCOHAIN3UPOBAHHOE U MPOQPECCHOHATIBHOE OOIMIEHUE OCTACTCS
BaXHBIM mpuoputreroM [AdanaceeBa, YepnsimeBa, 2024]. IloaTomy mnpaBuiIbHOE BHEAPEHUE
TEXHOJIOTUH 3aKII0YaeTCsl B TOM, YTOOBI aBTOMAaTH3UPOBATH PYTUHHBIE ITPOIIECCHI, 1aBast COTPYAHHKAM
OoJibllle BpeMeHH s 00jiee CIOMKHBIX M BaKHBIX 33/1a4, TPEOYIOIMX BHUMAHUS U SMIIATHH.

BHenpenue TexHOIOTHI TakoKe BIIEYET 3a COO0M HEOOXOIUMOCTH aJanTalllu MPOIEecCOB cOopa U
aHanmu3a AaHHbIX. COBpeMEeHHbIE IU(POBbIE CUCTEMBI MO3BOJIAIOT MOJIYy4aTh OITPOMHOE KOJIMYECTBO
JAHHBIX O TOBEICHUU KIWEHTOB, MX MPEANOUTEHHSX M mpobiiemMax. OTa HHOOpPMALHS MOXKET
3HAUUTEIBHO YIYYIMTh paboTy cepBUCa, €CIM MCIONb30BaTh €€ IPaBHJIbHO. AHalIM3 JaHHBIX
MOMOTaeT Jydlle MOHUMAaTh MOTPEOHOCTH KIMEHTOB, MPEIyraJblBaTb BO3MOXKHBIE MPOOIEMBI U
npeiaraTh pelieHus eme 10 TOro, Kak KIMEHT caM 3aJyMaeTcsi 0 HuX. B pesynprare Takoi moaxon
3HAYUTENIBHO TMOBBINIAET YJOBJIETBOPEHHOCTh KIMEHTOB M IIOMOTaeT YKPEMHUTbh HX JIOSIBHOCTh K
Openny (tadim. 2).

CTouT OTMETUTH €llle OJMH BaXXHBIM acCleKT — OMHHMKaHAIbHOCTb. COBpPEMEHHbBIE KIIMEHTHI
OKHJIAIOT, YTO CMOTYT B3aMMOJCHCTBOBATH C CEPBUCHBIM IICHTPOM Yepe3 Pa3IMYHbIC KaHAIbI: Oy/Ib TO
Tesnie(pOHHBIE JIMHUU, SJIEKTPOHHAs I04YTa, COLMAJbHBIE CETH, MECCEH/KEephl WJIM MOOHIIbHBIC
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npuioxeHus. OMHUKaHaIbHbIE PELIEHUS TO3BOJIAIOT OOBEIUHUTD BCE 3TH TOUKU B3aUMOJCHCTBUS B
eIMHYIO0 CUCTeMy, Onarojapsi 4eMy KIMEHT MOXeT MPOJODKUTH CBOM 3ampoc B YJOOHOM sl HETO
dopmaTe, a KOMIIaHUs, B CBOIO O4Yepe/ib, HE TepsAeT MHPOPMAIUIO O B3aUMOACUCTBUU. DTO CHUKAET
YpOBEHb (ppycTpaliil KIMEHTOB M YIydlllaeT OONMH KIMEHTCKUM onbIT [MapTbiHOBa, PhiHAMHA,

2022].

Tadauna 2 — Poss nudg posoii Tpancp opmManuu B NOBBIIICHUH JOAJBLHOCTH

K/IIMEHTOB

MeToabl uugposBoii
TpancdopmManuun

Biansinue Ha JJOSLIbHOCTD KJIHEHTOB

IIpuMe p BO3MOKHBIX IIOKa3aTesei
JOSUIBHOCTH

ABTOMaTm3aIus 1 Ipo-
AKTHUBHas NMOAACPIKKa

yJ'Iy‘IH_ICHI/IC ONCPAaTUBHOCTU U CKOPOCTHU
OTBETA

VYBenuueHne ypoBHS YIOBJICTBOPEHHO-
ctu (6onee 90%), cCHIKEHHE BpEMEHH
OXKHTAHUS

Ilepcoranmsamys Ha oc-
HOBC JaHHBIX

[TepcoHanbHBIE TIPEeTIOKEHNS, UCXOS 13
WCTOPUH B3aUM OOTHOILICHHIA

VYBelmueHne KOJMMYECTBA TIOBTOPHBIX
oOpaleHui, pocT KoHBepeuid B 15-20%

OTKpBITOCTH U IIPO3pay-
HOCTB IPOLIECCOB

WudopMupoBaHue 0 CTaausixX peLICHH
3ampoca Ha BCEX dTamax

IToBbIIIEHHE TOBEPHSI KJIMEHTOB, CHIDKE-
HUe YpoBH: ka0 moutu Ha 30%

Voay4menHass oOpaTHas
CBSI3b

AHKETUpPOBaHME W MOHHUTOPUHI YJIOBJIE-
TBOPEHHOCTH TIOCIIE KaKIOTO OOpaIeHH

Bosspar kimmenroB + ynyumennas HIIC
Ha 15-20 myHKTOB

Henp3st 3a0bIBaTh U 0 TOM, YTO BHEAPEHHE U (PPOBBIX TEXHOJIOTUHN TaKKe UTPAET KIIOYEBYIO POJIb
B CHIDKEHMH 3aTpaT. ABTOMATU3AIMs pyTUHHBIX MpoIleccoB, nHTerpanusa MU -pemenuii u nepexon x
CaMOOOCITY)KHUBAHUIO MTO3BOJISIOT 3HAYUTEIBHO COKPATUTh 3aTPAThl HA COJIEPKaHKE OONBIIOTO IITaTa
corpyaHukoB. [Ipu 3ToM ocBoOOAMBINEHCS pecypc MOXeT ObITh HallpaBJIeH Ha pelleHue Ooiee
CIIOKHBIX M BaXHBIX 33/1a4. B pesynbraTte OW3HEC MOIy4yaeT BO3MOXKHOCTb HE TOJIBKO YIYUIIMTh
KauecTBO OOCITY)KMBAHMUsI, HO U IOBBICUTH CBOIO PEHTA0ETIBHOCTb.

Eme oauH BaXXHBIE MOMEHT — 3TO CKOPOCTb U OINEPaTUBHOCTb, KOTOPYIO IPEIOCTaBIISIOT
1 dpoBwie TEXHOIOTHH. B Mupe, r1e BpeMsi — OMH U3 CaMbIX LIEHHBIX PECYPCOB, KIMEHTHI OXKHIAI0T
MTHOBEHHOTO PEeIeHUs CBOMX BOMPOCOB. CHCTEMbI aBTOMATU3AIIN Y, TAKUE KAK YaT-00Tbl, TO3BOJISIIOT
MOMEHTAJIbHO 00pabaThiBaTh MPOCTBIE 3alPOChl, OCBOOOXKIasi ONepaTopoB sl paboThl ¢ Oojee
CJIO)KHBIMH CTy4asiMA. DTO HE TOJBKO YIyYIIAeT BpeMs OTKIMKA, HO ¥ NMPUBOAUT K 3HAUUTEIbHOMY
COKpAILICHUI0 BPEMEHU pelieHus Mnpolsem, 4To, B CBOIO OYepe/lb, YBEIIMUUBAET YIOBIECTBOPEHHOCTh
KIMEHTOB.

Takum oOpaszoM, nu@poBas TpaHchopMalys aBTOPU30BAHHBIX CEPBUCHBIX LICHTPOB CTAHOBUTCS
HE IPOCTO OMNIKEH, a HeoOXOIUMOCThIO. B COBpEeMEHHBIX YCIOBHUSX OHa SBIISETCS KIOYEBBIM
HMHCTPYMEHTOM ISl TOAJICPKAHUSI KOHKYPEHTHBIX IPEUMYIIECTB, YIyYIIeHUS! KIMEHTCKOIO OIbITa U
yMeHbleHus 3aTpat. OqHaKo 4TOObI JOOUTHCS ycIexa, BaXXHO HE TOJIBKO BHEPATh TEXHOJIOTHUH, HO U
MPaBUJIBHO 1aII TUPOBATH X M0 KOHKPETHBIE TOTPEOHOCTH KOMITAHUH, YCTAaHABIUBAs OAJIaHC MEXTY
nudpoBU3aIMel U yenoBeueckum oodmenneM [['opoxoBuiikas, booko, bookos, banamoga, 2022].

udposas Tpancopmanusi — 3T0 MPOIECC HHTErPALMH U (PPOBHIX TEXHOJIOTHI BO BCE ACTIEKTHI
Ou3Heca C 1eNbl0 U3MEHEHUsS M YIydIlleHHsI CIIOCOOOB B3aMMOJICHCTBUS C KIMEHTAMU, BHYTPEHHUX
OM3HEC-TIPOLIECCOB M UTOTOBBIX MTPOYKTOB MJIN YCIYT. DTO HE MPOCTO BHEIPEHHUE HOBBIX TEXHOJIOTUH,
a KOMIUIGKCHBIH IepecMoTp Ou3Hec-Mojened, 4YTO TO3BOJSET KOMIIAHUSAM  OCTaBaThCs
KOHKYPEHTOCIIOCOOHBIMU B CTPEMUTEIHLHO MEHSAIOLIEMCST MUpe. B ycinoBusx ceronusmeit nudpoBoi
HSKOHOMHUKHU 1K (poBast TpaHchopMaIis CTAHOBUTCS KPUTUUYECKU BaXKHOH JUIs BCEX OTpaciei OusHeca.

OcHoBHOe oTiiMuue HUQpPoBOi TpaHchopManuu OT OOBIYHON IM(pPOBU3ALMU B TOM, YTO OHA
3aTparuBaeT HE TOJIBKO TEXHUYECKYI0 COCTaBJISIOLIYIO (HalpuUMep, YCTaHOBKY MPOTPaMMHBIX CUCTEM
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WM aBTOMATH3AIMI0), HO W CaM IOJXOJ K BEJCHHUIO OM3Heca, B3aWMOJCHCTBHUIO C KIMCHTAMU U
BHYTPEHHHE TpOIlecChl KOMMaHuH. Peub HMIET O KOPEHHBIX HM3MEHEHHSX B Crocobax paboTsl U
MPEIOCTABJICHHS YCIIyr. BakHO MOHWMATh, YTO BHEAPEHUE IU(POBBIX TEXHOJIOTHH JIMIIH CPEJICTBO
JIOCTMIKECHUS 1€JIel, KOHEYHOM 3aJaueld K€ SBJSCTCA YIYYIIEHUE I0Jb30BATEIbCKOTO OIBITA,
YMEHBIIICHUE 3aTpaT ¥ MOBbIMeHHE dMYEKTUBHOCTH Bcero Om3Heca (Taodu. 3).

Tadauna 3 - Yay4dimeHnue kadecTBa 00c/ayKMBaHus Yepe3 LU poBble TeXHOJIOTHU

In¢dposoii Kak cnoco0cTByeT yiryuliie HHIO IIpuMe pbI METOIOB yJIy4Ille HHsl
HHCTPYMe HT KayeCcTBA 00 CTy:KMBAHHU S
CRM-cucrembl | XpaneHwe MONHON HMHpOpMammM O KiMeH- | ONTUMU3aIms BPEeMEHH PeIIeHHs POOJIeMBI,
Tax, ObIcTpast mepeayda 3arpocoB NIEPCOHAIM3UPOBAHHBIE COBETHI
UckyccTBennblii | ABTOMaTHUecKas 00paboTKa MPOCTHIX BO- | ABTOMAaTHYECKas HASHTUPUKAIS POOIEMbI
WHTEJUICKT NPOCOB M PaHHAsl IMATHOCTHUKA NMPOOJIEM | YCTPOICTBA KJIHMEHTA C MIOMOIIBIO JTAHHBIX
MoOwnbable  pe- | [Ipmniokenust Ui oTciexuBaHus craryca | KIMeHT MOXeT caMOCTOATENbHO Y3HABaTh
LICHUS 00CIy’)KMBaHHSI YCTPOHCTBA CTaTyC Y BpEMsI 3aBEPILICHUS PEMOHTa
Yar-60THI Pemennie Haubonee yacTo BeTpeyaronmxcs, | CHIDKEHUe Harpy3Kd Ha OIepaTOpOB U COKpa-
MPOCTHIX 3aIPOCOB IIEHUE BPEMEHU OXKHMIaHUS

B ocHoBe mudpoBoii TpancopMaliniu aexxatT MOACIN, OPHEHTHPOBAHHBIE HA KiTHeHTa. KoMmanum,
KOTOpBIE WTHOPUPYIOT BaKHOCTh IH(pPOBON TpaHchOpMAIlMU, MOTYT OKa3aThCsi B HEBHITOJHOM
MI0JIO’KEHU U, KOTJJa KITMEHThl HAYHYT MPeIIoYUTaTh 60s1ee TMOKUX U TEXHOJOTHYHBIX KOHKYPEHTOB. B
HalM JHU KIMEHThI 0KUIAI0T MOMEHTAIbHOIO PELICHUS UX 3alIPOCOB Yepe3 YI0OHbIE 111 HUX KaHAJIbI
CBsA3U, Oy[b TO yaT, COLMAIBbHBIEC CETH, MOOMJIbHBIE NMPUIOKEHUS WK JIpyrue LUQpPOBBIE CPeaCTBa
KOMMYHHUKalu#. Takum oOpaszom, nudposas TpaHchopMaIlis CTaBUT B IIEHT P BHUMAHUS IIOTPEOHOCTH
KIMEHTOB M CTPOUT OM3HEC BOKPYr ux npeamnourenuii [Comomaruna, [[pyxunun, 2024].

OaHuUM M3 OCHOBHBIX NpeuMYIeCTB HU(pPoBOM TpaHchopMaluu AJii KOMIAHUM SIBISETCS
noBellieHUe ob0meil s¢dexkTuBHOCTH. BHeapeHne aBTOMAaTH3MpPOBAHHBIX cucTeM, Takux kak CRM
(cucreMmbl ympaBJeHHUs B3aHMOOTHOLICHUSMHU C KIMEHTaMH), MO3BOJIAET ObicTpee U I(eKTHBHEE
00pabaThIBaTh 3alpOChl KIMEHTOB, ONTUMH3UPOBATh MAPKETUHTOBBIE U ONEpalliOHHBIE TPOLIECCHI, a
TaKKe YIYYIMTh KOHTPOJb KAaueCTBA MPEAOCTABIIAEMBIX YCIyr. Takue CHCTEMBbl CIIOCOOCTBYIOT HE
TOJIBKO YITYUIIEHUIO KauecTBa OOCIY)KHBAHMS, HO U MO3BOJISIOT KOMITAHUSIM JIy4Ille TTOHUMAaTh CBOMX
KINEHTOB, aHAIM3UPYd UX MOBEJCHME U NpeAnodreHus. B pesynprare 3TO HE TOJBKO I1OMOIaeT
IIOBBICUTB JIOSUIBHOCTD KJIMEHTOB, HO U YBEIMUNBAET JOXOAHOCTh KOMIIAHUU.

IMudposas TpaHcopmalys TaKKe UIPAET BAXKHYIO POJIb B COKPAILEHUU ONEpallMOHHBIX 3aTpart.
ABTOMaTH3aIMs TIO3BOJISICT CHU3UTD 3aTpaThl Ha pabouyro CUIIy, a TakKe MHUHUMH3UPOBATH PUCKH
olmMOOK, CBSA3aHHBIX ¢ yeloBeueckuM (aktopoMm. Hampumep, aBTOMaTHyeckue 4aT-00ThI MOIYT
0o0pa0aThIBaTh 3HAYUTEIBHBIM O0BEM MPOCTHIX 3alPOCOB KIMEHTOB, TEM CaMbIM SKOHOMS BpEMs
OI1epaTopOB IS pellieHUs CIIOKHBIX 3a1a4. KpoMe Toro, cokpaiieHne 6yMaxxHOro JOKyMEHTO000poTa
U nepexo] K IU@pOBbIM IaTGopMaM TaKkKe CIIOCOOHBI 3aMETHO COKPATUTh 3KCILTyaTallMOHHBIE
pacxoas! [Minapruonosa, 3aiinesa, 2022].

Baxueiimyto ponb B mpomeccax Iu@poBoil TpaHcGopMmaluuM UIPaeT  MCHOJIb30BaHUE
MCKYCCTBEHHOIO MHTEJIEKTa M MAIMHHOTO OOydeHHUs. DTH TEXHOJIOTMH IO3BOJISIOT KOMIIAHHUSIM
aHAJIM3UPOBATH O'POMHOE KOJIMYECTBO JAHHBIX M MCIOJIb30BaTh ITH 3HAHMS A Oojee TOYHOIo
IPOTHO3UPOBAHUA TOTPEOHOCTEN KIIMEHTOB U yITydllleHus: Ou3Hec-1mpoueccoB. Hampumep, ¢ moMoImbo
NI MOXHO NPOrHO3UPOBaTh, KAKME TOBApbl WM YCIyrd OyayT IOJIb30BaThCs CIPOCOM B Oyayiiye
NEepUO/bI, 4TO 00JIeryaeT MiIaHuPOBAHUE PECYPCOB M IPEANPUHUMATEIIBCKYIO AATEIbHOCTD.

Tem He MeHee, uu@poBas TpaHchopMalUsi HE OrPAHUUYUBAETCS JMIIb TEXHOJIOTMYECKUMHU
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pemeHusIMH. boJbiloe 3HaYSHUE TPUIACTCS. U OpTaHU3allHOHHBIM H3MEHEeHUsIM. Kommmanuu, KoTopbie
YCHEIHO BHEAPSIOT HU(POBYIO TpaHC(hOPMAIMIO, IEPEOCMBICINBAIOT IMOAXOAbl K BHYTPEHHUM
KOMMYHUKAIIMSIM, OpPTaHU3aI[MOHHOW CTPYKTYpe W HaBBIKAM COTPYAHHKOB. CTOHT OTMETHUTBH, UTO
nudpoBast Tpancopmarusa TpeOyeT OT KOMHAHUKW THOKOCTM M TOTOBHOCTH K OBICTpOMY
alanTHPOBaHWI0. B COBpEMEHHOM IMHAMHYECKOM MHpE KOHKYpPEHIHS cTana Oojee MXeCTKOW, U
OpraHu3aIu, KOTOpPbIe HE CIIOCOOHBI OBICTPO MEpeCTpanBaThCs MO U3MEHSIOIMECS peaii, MOTYT
YTPaTUTh CBOIO aKTyalbHOCTh Ha PBIHKE. (Ta0. 4).

Taoiauua 4 - Baussinue nuudg posoii Tpanc opManuyu Ha OnepPaHOHHbIE NPOLeCChI
aBTOPH30BAHHBIX CEPBUCHBIX HEHTPOB

One pauy oHHbBII HN3menenus yepe3 uugposyro PesyabTar
npoie cc TpaHcopMannIo

VYpasneHue 3asiB-| ABTOMaTU3UPOBaHHOE paclpeneieHue 3a-| CHIDKEHHME 3aTpPauyeHHOIO BpPEMEHU Ha

KaMU KJIMEHTOB SIBOK IyTeM ucrnonb3oBanusi CRM pacnpeziesieHIe Mexay ClielaIucTaMu

BHyTpeHHsIsT KOM-| YIydylleHHE B3aUMOACHUCTBUA MEXAY OTHe-| BeICTpoe NpUHATHE PELICHUM, YCKOPEHHUE

MYHHKaIWS JlaMu 4epe3 eJMHbIE U(POBbIE TWAT(OPMBI | BHYTPH3aBOACKHUX MPOLIECCOB

AHamutuka ¥ MO-| COOp JaHHBIX O OONBIIMHCTBE MPOLIECCOB Ye-| BO3BMOXKHOCTE ~ OMEpaTHUBHOTO — aHAJIN3A

HUTOpUHD pe3 1M(ppOoBbIE UHCTPYMEHTBI JAaHHBIX W YKOPOUEHHE IMKJIa OOpaTHOM
CBS3U

VYmpasnenne — pe-| [Inmatdopmbl 118 mmaHupoBaHus 3amacHeIX | bonbiie wHQOpMammu o JOCTYNHBIX pe-

cypcamu gacTel n3amad cypcax => 6onee d3pHEeKTHBHOE HCTIONH30-
BaHHE

udposas Tpancopmanus BIUSET U HAa KOPHOPATHBHYIO KyIbTypy. B ycnmoBusix OBICTpOTO
BHEJPEHU U (PPOBBIX MHCTPYMEHTOB NEPCOHAI JOJKEH OBITh TOTOB 00Y4aThCsl HOBBIM TEXHOJIOTHSIM
U aJalITUPOBATHCS K HOBBIM YCIIOBUSAM. BaxkHO Takke OTMETUTH, YTO UMEHHO YEJIOBEYECKUI KannuTas
ocTaeTrcs KIIOYEBBIM 3BEHOM ycrexa Iu¢ppoBoit Tpancdopmanuu [IDmyraps, Craxuo, 2022].
bnaronpusitHas pabouas cpena, MmojjepkKka MHHOBAIUM U pa3BUTHE KOPIOPATUBHON KYIBTYpbI
CTaHOBATCS BaXHBIMU (HAKTOpaMH ISl YCHEIHOTO BHEIPEHUS TEXHOJOTHH. DTO Tpedyer OT
PYKOBOJACTBA YMEHHS BJIOXHOBIIATH COTPYIHHKOB, MOTUBUPOBATH UX K PA3BUTHIO HOBBIX HABBIKOB U
MO/JIEP>KaHU IO BHICOKOTO YPOBHSI BOBJIEYEHHOCTH.

JUis KIMEHTCKON MoAJep kKku udpoBas TpaHchopmanus uMmeeT ocodboe 3Hauenue. B mupe, rae
KOHKYPEHIIUsI 32 KaKJIOro KIMEHTa CTAaHOBUTCA Bce Ooyiee 0)KECTOUEHHOM, BaXKHO MPEJOCTAaBUTh
KIMEHTaM HE TOJBKO Ka4eCTBEHHBIC YCIYTH, HO M yAOOHBIE M OBICTPbIE CIIOCOOBI B3aUMOJCHCTBHSL
Kinentsl 6obllie HE XOTAT kAaTh Ha JIMHUU, YTOOBI 33a[aTh CBOM BOMPOC WJIM PEIIUTH MpoliIeMy —
OHU TMPENNOYUTAIOT OOIIEHUE dYepe3 yAoOHbIe IM(POBBIE KaHAIBI, TaKME KaK MECCEHKEpHI,
3JIEKTPOHHAsI TOYTa JIM MOOUIIBHBIE TPHIIOXKEHUS. boiee Toro, KMeHTh! 05KUJAat0T, YTO UX IPOOIIEMBI
OyoyT pelleHbl HE3aBHCHMO OT BpPEMEHU CYTOK, 4YTO JellaeT aBTOMAaTH3al[Mi0 M BHEApPEHHE
MCKYCCTBEHHOTO MHTEJUIEKTa KIIIOUEBBIMH aCTIeKTaMH U (PPOBOM TpaHCPOPMALIUH.

CoBpeMeHHbIE CHCTEMbl MOIACPKKM KIMEHTOB YK€ BKIIOYAIOT B ce0s MHOTOYHUCICHHBIE
MHCTPYMEHTBI JUIsl aBTOMaTU3allMU U ONTUMHU3AIUU ITpolieccoB. Peub nieT He TOJIbKO O yaT-0o0Tax,
KOTOpPBIE PEUalOT CTaHJApTHBIE MPOOJIEMbI, HO U O CIIOKHBIX aHATMUTHYECKUX CHCTEMax, KOTOpbIE
IIOMOTAIOT KOMIIAHUSM BBISBIISATH TEHACHIIUH U IPOTHO3UPOBATH BO3MOKHBIE 3aIIPOCHI KIIMEHTOB. DTO
JlaeT BO3MOXKHOCTb KOMITAHUSIM IIPEaYraiblBaTh MOTPEOHOCTH MOTPEeOUTENeH U TpeyiaraTh pelieHus
elLe /10 TOro, Kak 3ampoc nocrymnaer. Takum o6pazom, nudposas TpaHncopmals criocodcTByeT TOMY,
YTO KIMEHTCKas IMOJJICp’KKA CTaHOBUTCA OoJjiee MPOAKTUBHOW, a He peakTuBHON [Ky3Henos,
Kutnuukuit, 2022].

Digital transformation of the customer support system as a foundation
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OMHUKaHaNbHaAs TOAJEpKKa KIMEHTOB — €Ie OJHO BA)KHOE HAlpaBJIEHUE, KOTOPOE aKTUBHO
pasBuBaeTcs B pamkax Ludposoi Tpancopmarnuu. Ceifuac oueHb BaXXHO MPEIOCTAaBUTh KIMEHTaAM
BO3MOXXHOCTb BbIOOpPA, KAKUM 00pa3oM OHU XOTSIT B3aUMOJIEHCTBOBATH C KOMITAHHEH: uepe3 TenedoH,
COLIMAJIbHBIE CETH, JIMYHBIM KaOMHET Ha caiTe WM NMpuiokeHue. Hanuume Takux BO3MOXKHOCTEH
o0jerdaer KIMEHTY MPOIECC B3aUMOJEHCTBHS C CEPBUCOM M TOBBIIIAET €r0 yAOBIECTBOPEHHOCTb.
bonee TOro, oMHUKaHaIbHOCTh TAaKKE IMO3BOJIAET YIydlllaTh BHYTPEHHHUE MPOLIECCHl KOMIAHUH,
yrpomasi cOOp U XpaHEHHE JaHHBIX, YTO B CBOIO OU€pelb MO3BOJIAET ObICTpee pemiaTh MpoOIIeMbl
KIHEHTOB.

He menee BakHOI 3amaueil nugpoBoil TpaHcPopMaLuK SBISETCA oOecrieueHne 0e30IMacHOCTH
JaHHbIX KIueHToB. C nudgpoBuzanueil OM3HEC-MPOLECCOB KOMIIAHMU CTAJIKUBAIOTCA C HOBBIMU
BBI30BAMHU, CBSI3aHHBIMH C KuOep0e30macHOCThI0. JIOCTYMTHOCTh HOBEHIIIMX TEXHOJIOTUM TaKKEe HECET
c coboif pHuCKM — TOTepU MaHHBIX, KuOepaTaku U yTeuyka HWHQOpPMAIlMd MOTYT TPHUBECTH K
3HAYUTENbHBIM DPEMYTallUOHHBIM M (UHAHCOBBIM NOTEpsAM. B yclOBHUSIX COBpEMEHHOIO phIHKA
HEMHHYEMO BO3pacTaeT BaKHOCTh O€30M1aCHOCTH KIMEHTCKHX MAHHBIX, YTO TpeOyeT OT KOMITaHUii
Oonplllero BHHUMaHHUS K 3a0MTe HWHpopMaluud U BHeApeHUs S(PPeKTUBHBIX HHCTPYMEHTOB
Ku0epOe30MmacHOCTH.

[lpaBunbHass wuHTErpanus HMUQPOBBIX TEXHONOTHH B KIMEHTCKYIO TMOJAEPKKY IO3BOJISET
CYLIECTBEHHO YIYYIIMTh KIMEHTCKUAU OMNBIT. Y JOBJIECTBOPEHHBIN KIUEHT — ATO JIOSJIbHBIA KIIUEHT, U
KOMIIAaHUHU, KOTOPbIE YCHEINHO MpPOBEAYT LU(pPOBYIO TpaHC(OpPMAIIMIO, MOTYT pPAaCCUUTHIBATh Ha
MOBBIIICHNE YPOBHS Yylep>KaHus KIHNEHTOB. CoOBpeMEHHbIE KIMEHTbl MPEIbIBIIAIOT BBICOKHE
TpeOOBaHMUsI K YPOBHIO OOCITY)KUBAHUS, U €CIM KOMIIAHUS HE COOTBETCTBYET ATUM OKUJAHUSM, OHA
PHUCKYET MOTEPSTh UX B MOJIB3Y 00Jiee TEXHOJIOTHYECKH MPOJABUHYTHIX KOHKYPEHTOB.

[udposas Tpancopmanus 1a€T BO3ZMOKHOCTH MMOBBICHTB ITPO3PauyHOCTh OM3HEC-TIPOIIECCOB, UTO
OKa3bIBAeT IMOJIOKUTENIbHOE BIUSHUE Ha BHYTPEHHIO KyNbTypy KoMmmnaHuu. Mcmosib3oBaHue
COBPEMEHHBIX CHCTEM MO3BOJISIET COTPYAHMKAM HMETh MOJIHOLEHHOE MpEeACTaBieHHe 000 Bcex
mpoleccax KOMITaHWHU, Onarojapst 4eMy OHM MOTYT OIEpaTHBHO pPearnpoBaTh Ha BO3HUKAIOIIME
npoOieMbl U 3(PeKTUBHO pelaTh 3agauyd. JTO MPUBOJIUT K YBEIMUYEHUIO MPOU3BOAUTEIHLHOCTH U
YAYYLICHUIO B3aUMOJICHCTBUS MEKIY OTIIEIAMU.

Baxxano moHumars, uto mudpoBas TpaHcopmanus He SBISETCS OAHOPA30BBIM MPOILIECCOM. DTO
IIOCTOSIHHOE JIBU)KEHME BIepell, TpeOyrolee IMOCTOSHHOIO MOHUTOPUHIA, aHAlW3a M ajalnTallyu.
TexHOJIOrUK MPOAOJIKAIOT PA3BUBATHCS OYEHBb OBICTPO, M KOMIIAHUHM, KOTOpPBHIE XOTST OCTaBaThCs
KOHKYPEHTOCTIOCOOHBIMH, JODKHBI OBITh TOTOBBI K TOMY, YTOOBI IepepadaThiBaTh CBOM IOIXO/IBI,
OIlepaTUBHO BHEJPSTh HOBBIC PEIICHUS U HE OOSTHCS TECTUPOBATh HOBEUIIME TEXHOJIIOTHH. B 3TOM
KOHTeKcTe HudpoBas TpaHchopMalus CTAHOBUTCS HE KOHEUHOH Iebl0, a 00pa3oM MBIIUICHUS U
MIO/IX0/I0M K BEJEHHIO OM3Heca.

3aKJII04YeHne

Takum oOpazoMm, nu@poBas TpaHchopMauus SBISETCS HEOTHEMJIEMOW YacCThIO COBPEMEHHOTIO
Ou3Heca, B TOM 4YHCIe M B KIMEHTCKOM NOJJepkke. BHenpeHMe HOBBIX TEXHOJOTHII IOMOTaeT
YIy4IIMTh B3aUMOJICHCTBHE C K'IMEHTaMH, TOBBICUTH d(PPEKTUBHOCTh OM3HEC-TIPOIIECCOB U COKPATUTh
3arpatel. bonee Toro, Omaromaps nudpoBHU3aMU KOMIAHUHM MOTYT JIy4llle MMOHHUMAaTh HOTPEOHOCTH
CBOMX KITUEHTOB H IIpeJIaraTb UM pEIIieHHsI, KOTOPBIE CYIIECTBEHHO YIydIllAT UX OMBIT. B TO ke Bpems
ycrenmHas 1u¢poBas TpaHcgopmanus TpedyeT ruOKOCTH, TOTOBHOCTH 00y4aThesl M alalTHPOBATHCS K
HOBBIM YCJIOBHSIM KaK CO CTOPOHBI KOMITAHWUH, TaK U CO CTOPOHBI €€ COTPYIHUKOB. DTO MHOTOTPAHHBINA
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IIPOLIECC, B KOTOPOM BaYKHBI HE TOJIBKO TEXHUYECKHUE, HO M OPTaHU3allHOHHBIE ACIIEKTHI.
TonbkO T€ KOMIIAHWH, KOTOpPBIE TOTOBBI K M3MEHECHUSAM U AKTMUBHO IIPOXOAAT 4Yepe3 IpoLece
U @poBoi TpaHc(opMali, CMOTYT OCTaBaThCs Ha BEPILMHE B YCIOBHUSX KECTKONW KOHKYPEHIIUU.
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Abstract

In the era of digitalization, modern service centers are increasingly facing the need to modernize
customer interaction processes. Outdated methods, such as traditional phone communication or
paper requests, are becoming less effective in ensuring high levels of customer satisfaction. The
purpose of the article is to analyze the impact of digital transformation of the customer support
system on improving customer loyalty and service quality in authorized service centers. The study
used methods to analyze current customer support models in authorized service centers as well as
innovative digital solutions such asonline chats, mobile apps, artificial intelligence, and self-service
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systems. Data was collected on customer loyalty levels before and after the implementation of digital
solutions. Additionally, surveys were conducted to study the perception of the new approach from
both customers and service center staff. The implementation of digital transformation not only
increased the overall speed of customer service but also significantly improved the user experience.
The study showed that the use of digital tools, such as chatbots and mobile apps, helped reduce
average waiting times and enhance customer interaction with the system. Customer loyalty increased
by 15%, and satisfaction with services improved by 20% following the transformations in the
support system. The digitalization of service centers allows for the optimization of processes,
reduction of service costs, and more personalized interaction with clients. The study's findings
emphasize the need for the continued application of digital technologies to maintain competitive ness
and improve service efficiency in the face of growing customer expectations. The digital
transformation of the customer support system in authorized service centers is a key factor in
increasing their competitiveness, improving service quality, and boosting customer loyalty.
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