Or3biB 0 pabotre komnannn « AHKAID - mocTaBmuka pelienus
MO CO3AaAHHI0 HeHTpa obpaboTkn obpawmennii
B 'naBnoil pexypHoii ciryxbe mapun ropoga fpocinasns

I'nasHaa nexypHEad cayaba Mopur Spocmapna cosjgaHa B gHBape 1998 roma mo
PacHIOpEXEHHI0 MIpa ropofa. 3T0 CHEHANHIMPOBAHHEIA OTHEN, NpeqHasHAYCHHRIE 4
KOOpIAMHAIMH feHcTeHE NeXypHEIX NHCHeTYepcKHX cnyx6 ropopa, oneparHeHoro cbopa H
obpafoTkH WHQOpMANEM, OpPTAHW3AAH 3JKCTPEHHOTO PEArHpOBAHME Ha YTPO3El HIH
BO3HHKHOBEHHE YPE3BBMNANHEIX cHTYaHM, 3(p(eKTHBHOCTH B3AHMOLEHCTBHA NPHBIEKAEMEIX
CHJI H CPEJCTB MOCTOAHHOH MOTOBHOCTH, CIAKCHHOCTH HX COBMECTHRIX AeHcTBHE H MOBLIMEHHA
YPOBHA HHOPMHPOBAHHOCTH PYKOBOACTBa H cayX0 ropoaa.

Ha mpoTsHeHHH MMOCNEAHHX NET HHTEHCHBHOCTE BlaumofeiicTena [nasnofi mexypHoi
cayxOb1 MApHH Spocnapnd ¢ rpakaaHaMH rOpoa BO3pacTana yCKOpeHHBIMH TeMnamH. Tak, B
menoM 3a 2003 rox B oty cnywby obparunocs 36.978 wuenomex, Torma Kak B
2002 rogy — 20.242 genosexk, a B 2001 rogy — Beero 9.312 genopex. B 2005 rony xonugecteo
o0paTHBIIHXCA B OTAEN COCTaBHNO yxke 735.296 uenoeex. TpanuuuonHo Hambonbimee 4HHCNO
ofpamennii KacaeTcs BOMPOCOB TEINo- W BoAocHabmeHus, 0coOEHHO B OTONHTENBHEN CE30H.
Jpyrue «momynapeeie» TeMbl — 310 paGora JE3oe m PJY, Gnaroycrpoiicteo ropoma,
dyaknponHpopaHHe  ofINecTBEHHOro  TpaHcmopra,  obecrevueHHe  SMEKTPOHEprHei.
3HAYHTENLHYI0 YACTE KOHTAKTOB COCTABISET KOHCYNLTHDOBAHME TPAKIAH DO PAVIHIHLIM
BOIIpOCAM.

Ilpexne TpaOHUHOHHEIE CHCTeMH, o0ecneqmsaromme paboty ¢  o0pameHHAMH,
CTPOMMHCH, KAK TIPABHNO, HA JHYHBIX KOHTAKTAX, YTO JaneKo He Bcerga Osuio ymobHO s
rpaxcmaH H opradmlanuil. Jhomam Tpebopanca Takoit crmocod ofmeHHA ¢ pAITHUHEIMH
BIACTHEIMA CTPYKTYPAMH, KOTOpEI Ghin 651 mpocTeM mo dopme H HeoOpeMEHHTENEHEIM [0
3aTpaTaM BPEMEHH, HO MPH TOM HEMpeMeHHO >PERTHEHEIM — IO Pe3yIBTATY.

Becnepebotinas pabora B pexknMe 24x7; noTpeOHOCTE eXECYTOYHO NPHHHMATE COTHH
3BOHKOB (MW HE TOJIBKO NPHHHMATh, HO H PEArHpOBATH HA HHX); HEOOXOAHMOCTH XpaHEeHHA H
OpOCMOTPa B PasiMYHEIX (POPMAEX 3HAYHTENLHOTO OOBREMa [AHHEIX MO NOCTYNHBIIHM H
BRIIIO/THEHHLIM 3BOHKAM; PETYIAPHOE PEACTABNEHAE YIPaBIAOmEH HHQOPMaHE PYKOBOICTBY
H ONEpaTHBHEIE COyXOHl ropofa — BOT Te 3aJlauM, KOTOphle CerofiHa croaT mepen [ nammoi
nexypHoit cryxGolft Mapun ropoma fApocnaena. O4eBHIHO, 9TO HX HEBO3MOXHO pPEmHTE Ge3
HCIIONE30BAHHA HHOOPMAIHOHHBIX TEXHOMOTHIA.

PaspaboTka H BHEIpEHHE CHCTEMB] YIPABICHHA KOHTaKTaMH ObLIH NOPY9eHE KOMIAHHH
«HHKAII», koTopas mBHnIach nobemuTenes mposeneHHoro B Hasane 2001 roma oTkpeITOTO
KOHKYpca. PemmeHHeM NOCTABRNEHHOH 34090 CTATO CO3JAHHE KOMIUICKCHOH HHOOpPMANHOHHO
CHCTEMEl YTIPAB/IEHHA KOHTAKTaMH, HHTeTPHpPOBAaHHOH ¢ meHTpoM ofpaborkn obpamennii (call
center).

ArroMaTnianus  pabotel [masmoft  nexyprolt cmywbrmr  obecneumpaerea nyTem
HCIONB3OBAHHA  CHCTEMBl  YIPARICHHA  KOHTAaKTAMH, KOTOpad  (YHKIHOHHPYET B
KPYTTIOCYTOYHOM PEXHME H NO3BONACT pellaTh NENEH CIeKkTp 3anaq:

npHeM, peracTpanus 1 o6paboTka mocTynarmmx coobmeHHit;
ynpasneHue paboToii noapamue opranmsanuil, JIE3os, PIY;
NEPCOHANEHOE YIpPEXJaKnee HHQOPMHPOBAHHE IPaXIaH O COCTOAHHH Jen mo
HX obpamenHaM;
Be/leHHEe apXHBA XYPHANOB NpHeMa B 00paboTkl coobmennii;

s anamuTHYeckas ofpaborka pesynmeTatoB paboTHl  cmy®0BE, NONTOTOBEA
pazr00OpPAIHEX AHATHTHYECKHX OTYETOB;

« HHTErpanMd ¢ BHEIDHHMH HHQOPMAITHOHHEIMH pecypcaMH MapHH (afpecHhiH
CIPABOYHHAK).



CHcrema ynpasiacHHs KoHTakTamu paspaborana Ha 0Oase NporpaMMHOro NpoayKTa
womnanun «MHKAID» - oneparopckoro uenrtpa «Kanemwna», npeacrasisiomere coboit
KOMILIEKCHOE pPelleHne - nieHTp obpaborkn obpamenwnii (call-center) w CRM-cucremy.

BreapenHe monHOMYHKIHOHAILHOH CHCTEMB! YIIPARIEHHA KOHTAKTAMH B MAPHH Topojia
Hpocnaena cocrosnocs 1 wions 2003 roga m nospoiser pemaTh cleIyIONHE AKTYAILHbLIE
3a]1a%H;

*  OMepaTHBHO, TOYHO H nonHe obpabaTteBate Oonbimoil notok obpamennii B
[Mmasay0 qHCHeTYepCKYIO Iy ROy,

®  pPerHCTPHpOBRATE Kawjoe oDpaleHue, nepenasatk ero B obpaboTry ojHOH w3
OTEETCTEEHHEBIX CITY30, KOHTPOIHPORATE X0 paboT ¥ GHKCHPORATE Pe3yIBLTAT,

* Ha OCHOBAaHHH HakKOMIEHHONH HHpOpPMAIHH HAXOJMTE BEpHOE pelneHHe B MoboH
KOHPIHKTHOH CHTYAIIHH;

o B mo00H MOMEHT BpeMeHH NOJIYYaTh ONEPATHBHYID KAapTHHY NMPOHCIIECTBHH B
ropojie, roTOBHTEL AHAMTHTHYECKHE CBOAKH M OTHETHl JUIA PYKOBOJACTEA 3a moboii
nepHoL.

Braropmaps  permcrpammu  BCeX  NOCTYNAKOUDMX — A0OKYMEHTOB,  (DHILTPaLHH
HeCOoJlepHAaTEILHbIX 3BOHKOB M NOBBIUCHHA KauccTsa pafoThl ONEpaTopoB 3a Bech NEPHOM
IKCIUTYATAIIAH CHCTEMEI He OBUIO BRIABIEHO HH OJHOH TpOCpPOYeHHOH WM 3a0RITONH 3a9BKH,
TOIJIA KaK paHee NMOTepH J0KYMEHTOB MocTHrand npuMepHo 20%. CpokH BhINONHEHUS 3aiBOK
cOKpaTHIHCE B 2-3 pa3a, a KonHuecTRo o0pabaThIBAEMEIX JBOHKOB YBENHYHIOCE B 2 pasa. Tak,
3a HIONb—aexkabps 2003 rona (cpasy e mocie BHEAPEHHA CHCTEMEI) OBIIO 3aperHCTPHPOBAHO
18.589 obpawennii (ans cpasnenns: 3a seck 2002 rog B InasHyio aMcrneTdepekyio ciyxby
nocrynuno 20.135 obpawennii). B nekoropsie 1uu konuvectso obpatennii gocturaer 250-300
3BOHKOB. M HakoHel, peannzaums cHCTeM, o0ECTeMHBAIOIINY NOCTAHOBKY H aBTOMATHYECKOE
HAZHAYECHHE 3a/ad NOJAPAIMHEAM, 4 TaKWe IOATOTOBKY EWMEHEIelBHEX H eMeMECAUHRIX
OTHETOB, NO3BOINAA NOOHTHCA TOTO, YTO HH OJIHO ODpalleHHe He ocTanock HeoDpaboTaHHLIM,
bonemoe 3nadvenue 31eCkE UMEND PACIIUPEHNE NOIHOMOUHEA N0 KOHTPOIIO HAJl HCIIOIHHTETAMH
(MOAPATHBEIMH OPrAHH3ALIHAM ).

C pHeApeHHeM CHCTEMBI YIpaB/ienus KoHTakrtamu Obuia sanoskena mnardopma s
nocrpoeHnd Oyaymeld macmrabupyemoil nadopMmannonnoil cucremel B Hpocnaene. Tak. yxe B
centabpe 2003 roga pYKOBOACTBO MIPHHM TOpOJa NPHHANO pellcHHEe O HeoOX0IMMOCTH
paciHpeHns HHGOPMALHOHHONR CHCTEMBL. JT0  JO/DKHO CnocoOCTBOBATL  TMOBBLIMIEHHID
asfppexrusrocTH  paboTBl  HEXKYPHRIX — crenHamHcToB  ['naBroll  neskypHoil  coymkOel W
ONEepPaTHBHOCTH ACATENBHOCTH MOJAPAAHLIX OpraHusaumi, a Tae obseaunennio JIE3os u POY
B eHAYI0 HHQopMaupoHHY cuctemy. B 2005 rogy Omnm ciaenaHel KOHKpETHHE INArH 10
conanmMio ABYX palfioHHX HenTpor ofpaGorkn ofpamenuii. TToMHMO 2TOro nnaHHpyercs
HHTErpallis CHCTEMBI YIIPABICHHS KOHTAKTAMM € JPYTHMH HHOOPMAIHOHHBIMH CHCTEMAMH, B
4ACTHOCTH Da30ii TaHHBX KHIMIMHOMO GOHAa, IEKTPOHHOR KapToit 1 ap.

Komnanugs «MHEAIT», pazpaboragmas W BHEJPHBINAS  [IPOTPAMMHO-ANIAPATHEIH
komivieke «Kamenna», Ha npoTAXeHHe JIHTENLHONO NMEPHOMAA OKA3BIBAET HAM TMOIEPEKY B
IKCIUTYATAIHHA M PA3BHTHH CHCTEMEI. Takwe MBI XOTHM OTMETHTE, 9TO CTIEIHATHCTE KOMIOAHHH
«MHKAIl» HeomHOKpPaTHO JOKA3LIBANH KAK CBOW BBRICOKYI0 KeaanpHkaumio B obnactd
HH(POPMALHOHHEBIX TEXHOIOIHIL, TAK H cNocOBHOCTE KAYECTBEHHO BRINOIHATE PaboTh B CHKATHIE
CPOKH H B pPaMKax YTBEPHKIEHHBIX DIO/IKETOBR.
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