[MMe Ha komnaHusi |- OT ekcnieptH 3a ekcnepru: Kak cb3pagoxme
neppexTHara miargopma 3a Bamus OusHec

Hayque MOBE€YE 3a HAIMTE PCIICHUSA - BUJKTE KaK MOKEM /1a YIICCHUM Balllusl Ou3Hec U aa
MY IIOMOTHEM Ja pacTre

KakBo e Haii-BakHOTO 3a ycriexa Ha enuH OumsHec? Cemruiorara M e(EKTHBHOCTTa B
ynpasienuero. Karo coOGcTBeHMIM Ha OM3HECH, ChC CUTYPHOCT YECTO CT€ H3IPABEHU IIPEX
MHOXECTBO 3aJa4H, KOUTO M3WCKBAT BallleTO BHUMaHWE HEMpPEeKbCHATO. ToBa MOXke na Obje
HU3TOMUTCIHO W JOpHU Ja TIIONpEedYHd Ha (bOKyca BbpXy OCHOBHAaTa BH 1€, a HWMCHHO
YIOBIETBOPEHHETO HA KIIMEHTHUTE.

[Mme Ha koMniaHusi| € MoJepHa Ou3Hec miardopma, Ch3ajieHa ¢ icHaTa uaes Aa MpeMaxHe Te3U
Oapuepu W Ja TPENOCTaBH PEIICHUs, KOUTO HE CaMO YJIECHSBAT, HO W ONTUMU3UpPAT OU3HEC
nporecute. Pa3paboreHa oT ekcnepTu 3a eKCrepTH, Iargopmara KOMOMHHUPA TEXHOJOTUIHHU
HWHOBAallVM C MPAKTHYCCKU MHTCTPUPAH MOAXO/, 3a 1a OTTOBOPHU Ha PCATTHUTEC HYXXIHU HA MAJIKUA U
cpeneH Ou3HecC.

B Tasu crarus me pasmiename kak [Mime Ha koMmaHus| mpeanara YHUKadHH pelIeHUs 3a
yIpaBJeHHe Ha pe3epBallii, MIallaHus, padOTHHU MIPOLIECH U OCUTYPsIBa KJIMEHTCKa JlostHOCT. [1]e
pa3bepeTe Kak MOXETe JIECHO Ja WU3TPaJuTe IBITOCPOUYHM OTHOUICHHS C KIMEHTUTE CH 4pe3
VWHTEJIUTC€HTHU UHCTPYMEHTH 3a JUTHTAIA3ALUA U aBTOMAaTU3ALIHSL.

3amo cp3nagoxme [Mve Ha komnanus|?

Benuko 3amouna ¢ enHa 1en — aa o0JeKYuM ycHIIusATa Ha OM3HECHUTE Ja yIpaBiABaT CBOUTE
pecypcu U Ja MpUBIUYAT KIMEHTU c Jiekota. Hue ot [MiMe Ha xommaHus| cMe ekcrepTu B
UHIYCTpUSTA U 3HAEM KaKBO O3HAuyaBa Ja YMNpapisiBaTe CIOXKHU MPOIECH, JOKATO CE€ CTPEMHUTE
KbM MepPeKTHO 00CTyKBaHEe Ha KIIMEHTUTE CH.

[Mme Ha KoMITaHUA| € ch3/aJieHa, 3a J1a MPeAJIOKH WHOBAIlUK 3a Ou3Heca — riatdopma, KosATo
pa3bupa BalIUTe HYXIH, 3alI0TO CAMHTE HUE CM€ OWIM Ha Bametro Macto. OT eXeIHEBHOTO
yIpaBlIeHUE Ha pe3epBallMU [0 ONTHMM3AIMATA HA IUIANIAHUA, IeNiTa HU € Ja OCUTYpUM
MHCTPYMEHT, KOMTO ylecHsiBa paboTara BU U BU J1aBa CB000/1a 3a OE3KpacH pacTex.

[MMe Ha koMnaHusl| — Cb31a/IeHA OT NPO(eCHOHAINCTH, KOUTO Pa30UpaT HYKAUTE HA
Ou3Heca

Kak [Mme Ha komnaHusi] pa3oupa HyKauTe Ha BCeKH On3Hec?
Hamata nnargopma e pe3yarar ot TOAMHH TPYJl, ONUT B OU3HEC CpeAUTe U 3aAbJI00UYEeH aHAIIN3

Ha OCHOBHUTC NPCAN3BUKATCIICTBA, IMPEI KOUTO Ca U3NPABCHU MAJIKUTC U CPCIAHU MPECAIPUATHA.
Hue 3HacM, 4€ BCCKHU Ou3HeC e YHUKAJICH U UMa CHCLII/I(I)I/ILIHI/I HYXXIH, HO CbIIO TaKa CMC HAsCHO,



Yye acCleKTHTE Ha YIPABICHHETO Ca OT KPUTHYHO 3HaueHHE 3a BCUYKU. ETo 3aimo B mporeca Ha
pa3paboTBaHe ce QoKycHpaxme BBPXY TPH KIIOYOBH OOJNACTH, KOMTO Ca B OCHOBAaTa HAa BCEKHU
ycIemeH OusHec:

YupapieHue Ha pe3epBauuu: 3HaeM, ye €(EKTUBHOTO YIpaBlIeHHME Ha Bamus rpaduk € oT
CBIIECTBCHO 3HAYCHHE 3a IOBMIIABAaHE HA IPOM3BOJUTEIHOCTTA HA Bamus OusHec. 3aroBa
Ch3/1/I0XME HHTYUTHBHA U JIECHA 32 YIIOTpeba crucTemMa, KOsITO aBTOMaTu3upa BCUYKH MPOIECH Ha
paboTta, eIMMUHHUpA YOBEIIKWTE TPEIIKH M BU crectsiBa Bpeme. [lnardopmara mo3BosisiBa Ha
KJIMEHTHUTE BU JIECHO Ja PE3epBUPAT YCIYr'W OHJIANH, 0€3 HyXJ1a OT JOIBJIHUTEIHN 00aKIaHus,
UMENWNIN WiIn n34yakBaHe. ToBa Chb3aBa IMOJIOKUTCIIHO BIICHATIICHHUEC Y KIIMCHTUTC BU U YICCHABA
BaIara paboTa M Ta3u Ha MepCOHANA BU.

OnTuMmu3zanus Ha BCHYKHM IUiamanus: EaHo oT Hali-rolemuTe Npeau3BUKATENICTBA 3a
OM3HECHTE € J]a TTOJIydaBar cpeAcTBaTa cu Obp30, CUTYPHO U 6€3 ycnokHeHus. [MIme Ha kommaHus |
MPEeIOCTaBs MHTErpalus ¢ MOJEPHU pasIjialllaTeIHd CHCTEMH, KOMTO TapaHTHpaT He3abaBeH
AOCTBII 10 BCUYKUTC BU CPEACTBA, oe3 CKPHUTH TAaKCH WJIW M3JIWIIHU MPOUCAYpH. OcBen TOBa,
miargopMara MOJABpKAa pa3HOOOpa3HW HAYMHM Ha IUIAl[aHE, KOETO YIECHSBAa KIUEHTUTE U
MOBUIIIaBa yA00CTBOTO 3a TAX.

JIOBOJTHM ¥ JIOSUTHU KJIMEHTH: YCIICITHUAT OU3HEC € TO3H, KOWTO 3aIbPKa CBOUTE KIIMEHTH B TH
MpeBpPbHLIA B IBITOCPOYHH MAPTHHOPH. 3aTOBA HHTErpUpaxMe (PyHKIIMOHATHOCTH, KOUTO HE CaMO
yAeCHSIBaT KOMyHHKAIIUATA ¢ KJIMEHTUTE, HO U BU IOMArar Jia Cre4yelnTe TAXHOTO J0BepHe U Ja
UM TIPEeIOCTAaBUTE €IHO MPEKPAcHO U3kKUBsBaHE. [IporpaMuTe 3a NOSITHOCT, MEPCOHATU3UPAHUTE
odepTH U HAMOMHSHUATA 32 Pe3epBallMM Ca CaMO 4YacT OT MHCTPYMEHTHUTE, KOUTO IMpaBsT TOBa
BB3MOXKHO. [10 TO31 HaYMH BUE HE MPOCTO yIpaBisiBaTe CBOsi OU3HEC — BUE IO pa3BUBATE.

IIpucbenunere ce KbM JuaepuTe B MHAYcTpUsATa ¢ [IMe Ha koMnaHus|!

YHukaganuTe npeauMcrea Ha [Mme Ha koMnaHnusi] 3a ynpaBJjieHHe HA pe3epBauvu U
IUIAIAHUA

1. ABTomaru3anus Ha BCHUKUTEe BU npouecu: C M3IsII0 AUTUTAIM3UPAHUTE yCcayru Ha [Hme
Ha KOMIIaHWs| BCSAKAa pe3epBalMsa M IUIalaHe ce oOpadoTBa aBTOMATHYHO, KaTo CIMMHHHUpPA
HYXJaTa OT pbYHO BBBEXKJaHE Ha MH(OpMalMg ¥ MUHUMHU3HMpA PUCKA OT TIpeliku. Beue He e
HYXXHO J1a TYOuTe BpeMe B U3I'BJIHEHUETO Ha APEOHU aJMUHUCTPATUBHU 3a/1a4H:

e ViecHeHue Ha Ou3Heca: Hamara nmnardopma rapantupa, 4e BU€ MOXKeTe Ja ce Qokycupare
U3ISUIO0 BHPXY MPEI0CTAaBIHETO HA KAYECTBEHH YCIYTU U Pa3BUTHUETO Ha KIIMEHTCKaTa cH 0asa,
JIOKaTO HUE C€ TPUKUM 3a TEXHUYECKUTE aCIIEKTH Ha YIIPABICHUETO.

e [lpo3paunm ycinoBusi: be3 CKpuTH Takcu, CIOXKHHU YCIOBUS WJIM U3HEHAIBAllld KOMUCUOHHU
— [Mme Ha xoMmIaHWsI| BM IPENOCTaBs siCHA W CUTYpHA CUCTEMA, KOSITO BM NO3BOJISIBA Ja
MPEABUANTE Pa3XOUTE U IPUXOIUTE CH.

e CurypHocT ¥ Haie:KIHOCT: /[aHHWTE BU ca 3alUTEHHU Ype3 YChBHPIICHCTBAHU TEXHOJIOTHUH,
KOETO BU JIaBa CIIOKOMCTBHUE M YBEPEHOCT B paborara ¢ mardopmara.



2. UaTerpanus ¢ Hali-HOBUTe W MojepHH cucTteMu: [VMe Ha KOMIIaHUs| € MPOEKTUpaHa Ja ce
UHTErpupa Oe3MpoOIeMHO ¢ Hail-mOOpUTE MHCTPYMEHTH 3a YIPABICHHE HAa pa3IUIAlaHUs H
pes3epBanuy, Mpeyiarailki MHOBaTUBHU M €(DEKTUBHY PEILICHHs 3a BallIus OU3HEC.

e VnpapieHue Ha pe3epBanum: HTyuTuBeH U JeceH 3a ynorpeba uHTepdeiic, KoNTO
[I03BOJISIBA HA KJIIMEHTUTE BU Obp30 U yAOOHO Jia 3ara3BaT 4acoBE WIIM Jla IPOMEHST AaraTa u
yaca Ha CBOMTE pe3epBauuy. ToBa NOBMILIABA YOBJIETBOPEHUETO HA KIMEHTUTE U HaMaJlsiBa
aJIMMHHUCTpATUBHATA BU HATOBAPEHOCT.

e Pasmuamare/iHu pemeHusi: MUrHOBEHHU IUIAIAHUSA U pa3HOOOpas3ue OT ONUUU — OaHKOBU
KapTy, HAJIOKEH IJIaTeX, TUTUTATHU MOpTEeinn — NpaBaT Ballusg OW3HEC MO-JMKBHJIEH,
I'bBKaB U FOTOB J1a IOCPEIIHE BCUUKH HYXAU Ha KIUEHTUTE BU.

3. JIOBOJIHM U aHTAKMPAHU KJIMEHTH: JIOSITHOCTTA Ha KIIMEHTUTE € B OCHOBATa Ha yCTOWYMBUS
6H3H€C, u [I/IMG Ha KOMH&HI/I?I] BU MoMara aa usrpagute U 3aTBbPAUTE TC3U B3AMMOOTHOLICHUA
Yype3 NepCcoHATU3NPaHU U €(DEeKTHUBHU HHCTPYMEHTH.

o Ilepconanusupanu odepru: Ilnarpopmara Bu mMO3BOJSABA @ Ch3AaBaTe CICIUATHU
npoMonu U odepTd, chboOpa3eH! ¢ pPa3IMYHU NpPOrpaMu, MpasHUIM U HHAWBUIYaTHH
MMpEANTIOYNTAaHNA Ha KIIMCHTUTC. ToBa rapaHTHpa NOBTOPHUTE MOCCIICHUA 1 3aCUJIBA BPpb3Kara
MCXKY BaC U KIIMCHTUTC BHU.

e HanoMHsiHNA U epeKTMBHA KOMYHUKALMA: ABTOMaTU3UPaHU HAIIOMHSHUS 32 MPEACTOSIIN
pe3epBalii Wi CHEeHalHA ChOUTHS HaMalsiBaT MPOIyCHATUTE YacOBE U BH MO3BOJISABAT J1a
MOJUIbpKaTe MOCTOSTHEH KOHTAKT C KIIMEHTUTE BU.

Kak [Mme Ha komniaHusi| TpaHcopMupa M3UA/I0 yIPaBJIeHHETO HA MAJIKU U CPEIHU
ouznecu?

[IpencraBere cu muargopma, KOSTO HE IMPOCTO YIECHSBAa €XeJHeBHaTa BH pabora, a s
npeoOpazsiea u3 ocHoBu. C [MiMe Ha kommaHus| mojydyaBaTe WHOBALMS Ype3 HU3LAJIO
TUTUTATU3UPaHU YCIYTH, KaTo IpemMaxBaTe AOCAaTHUTE PbYHM NPOLECH M TPEIIKH, U Ce
(doxycupare BbpXy UCTUHCKU BaXHUTE HEllla, 3 UMEHHO Pa3BUTHUETO U yclieXa Ha Ballius Ou3HecC.

CpbueraBaiiku MOJEPHHU TEXHOJOTUM C MHTYMTUBHA UHTErpamus, [MIMe Ha koMIaHusi| He camo
OpraHu3upa BaIllMTE OTepaIu, HO U Ty Haarpaxja. [Inardopmara nmpemiara MHCTPYMEHTH, KOUTO
yBEIUYaBar MPOIyKTUBHOCTTA, ONTUMHU3UPAT BPEMETO BH M IIPEBPBILAT KIIMEHTCKOTO U3KUBABAHE
B UCTUHCKO yJ0BOJICTBHE. [IMe Ha KOMITaHus | TPOMEHs CTAaHAAPTUTE U BU MOCTABsI €IHA CTHIIKA
peJl KOHKYPEHIUsATA.

IIpumepu ot peannocrra: Kak [Mme Ha KoMnaHusi] MPOMEHH U3LAJI0 padoTaTa HA HALIMTE
KJIUeHTH?

Ko3mernuno crygumo: CoOCTBEHHUIIM Ha KO3METHUYHO CTYIHO YCMsXa Ja HaMmalsiT BPEMETO 3a
opranusupane Ha rpaduka cu ¢ uenu 50%, 6narogapeHue Ha aBToMaTH3UpaHaTa cucrema Ha [Mme
Ha KoMmmaHusi|. BMecTo pbYHOTO KOOpAMHHMpAaHE Ha YacOBE M CBBP3BAHETO C KIHUEHTU 3a
MOTBBPIKJIEHUE, MIaTGopMara aBTOMATUYHO 00paboTBa pe3epBallMUTe U U3IIpallla HAIOMHSHUS B



peanHo BpeMe.
Pesyararu: Ilo-miagko ympaBieHwe Ha rpaduka, T[O-JOBOJIHH KJIMEHTH, IO-MAaJIKO
HEOCBIIECTBEHU YaCOBE U IMOBEUE BpeMe 3a (POKyC BbPXY Ka4eCTBOTO Ha YCIYTHTE.

BpbcHapeku casion: Upes nnrterpanusta Ha [Mime Ha xommnanus|, OpbCHApCKU CAJIOH Ch3AAJC
ISUTOCTHA CHCTEMA 32 MIPEABAPUTEIHH PE3EPBALNH, KOSATO SIMMUHHUPA JBITUTE YaKaHHUS U Xaoca
B HaToBapeHUTe THU. KiMeHTHuTe 1ecHO pe3epBHpar ynoOeH 4yac, a HepCOHAIBT M0Iy4aBa TOUCH
rpaduK, C BHHAarM NpPaBWIHA JaHHW, 3a LeIus JeH W IpUlaTa  CeAMMIA.
Pesyararu: [lo-1o0po KIMEHTCKO W3KUBSIBaHE, yBeIMYaBaHE Ha KJIMEHTcKara 0a3a ¢ 25% u
3HAUYMTEITHO HaMaJIsiBaHE Ha MPOITyCHATUTE YaCOBE.

E3ukoB nentbp: C nomoinra Ha [MIMe Ha KoMIaHus], €3MKOB IIEHTHP 3a Jella aBTOMaTH3upa
3alMCBaHETO 3a KypCOBE U IJIAIlaHUATA, KaTo MPEJOCTaBH Ha KIMEHTUTE yaoOHa miardopma 3a
yhpaBieHHe Ha TexHUTe yporu. Cucremara ChIIO Taka M3Ipalia aBTOMATUYHU HAIIOMHSIHUA 3a
HayaJ0TO Ha HOBU CECUU, TPYIIOBH U MHAUBUYyaTHU YPOLU, U3MUTHU JaTU U CTIEHUATHHU O0QEPTH.
Pesyararu: Yeequuenue ¢ 30% Ha HOBUTE 3alIMCBaHMS 32 KypcOBE M M3MUTH U HaMallsiBaHE Ha
aJIMMHHCTpaTHBHaTa padoTa 3a rnepcoHaia.

[Mme HA KoMnaHMs] VS. TPAAUIMOHHUTE peleHus: 3amo na uzdepere Hac?

IIpo3paunoct: [lokato Apyru miaaTopMH UYECTO HalaraT CKPUTH JOMBIHUTEITHU TaKCH U
HEOUYaKBaHU KOMUCHOHHH, [MIMe Ha KomMmaHus| rapaHTHpa IbJIHA MPEABUANMOCT Ha Pa3XOJUTe.
[le 3HaeTe TOUHO KOJIKO IIAIIATE U 32 KaKBO, 0e3 HEMPUATHU U3HEHAIU.

NuoBauuu 3a OusHeca: [Mime Ha kommaHus| mpejyiara YHUKaTHA (YHKIIUH, CH3AAJICHU C
pa3zbupane KbM crienupUYHUTE HY)KIU Ha Bamius OusHec. HammTe perieHus ca HacOUY€HU KbM
MOCTUTAaHE HAa MaKCUMaJTHa €(DEKTUBHOCT U YI0OCTBO 32 COOCTBEHUIIH, TIEPCOHAT M KIUCHTH.
Excneprun B unaycrpusita: ExunbsT Ha [MIMe Ha kommnaHus| BKIOYBA MPO(ECHOHAINUCTUH C
IBITOTOMIICH ONUT B pa3paboTBaHETO Ha Ou3HeC penieHus. biarogapeHue Ha TO3M OIHUT,
mwiaropmara € mpoeKThpaHa Taka, 4ye Ja paboTu Ge3ylnpeyHo, OCUTYpsIBAilKM Ha Bac U Balllus
EKUIT Hy)KHaTa MOJIKperna 3a MOCTUraHe Ha bJITOCPOUYEH YCIIEX.

YebBbpuieHcTBaliTe padorara cu ¢ [MMe Ha koMnaHus| ome JHec
He dakaiiTe noBeue, 3a 1a yjaecHUTE yrnpaBieHuero Ha Bamus Ousznec. C [MIMe Ha kommaHus |
MoJlyyaBare BCHUYKO HEOOXOJMMO — OT aBTOMAaru3alMs Ha TMPOIECHTE J0 HU3rPaXKIaHe Ha

ﬂLHFOTpaﬁHa BpPBb3Ka C BAIIUTC KIIMCHTH.

IIpenecere OM3Heca cM Ha IPYro HUBO C MHOBATHBHU peuienus oT [Mme Ha komnanus|!




