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B cTaTtbe 4e€MOHCTPUPYIOTCS NOAXO0AbI

K uccnegoBaHuvio a¢ppekTuBHocTu
COBPEeMEeHHOM CUCTEeMbl B3aUMOOTHOLUEHUIA
C KJIneHTamMu Ha OCHOBE MHMOPMAaLMOHHbIX
TexHosioruii. B Tom yncne paccmatpuBalotcs
npsiMbie U KOCBEHHbIe 3KOHOMU4Yeckue
appekTbl n 3P PeKTbl CHMKEHUs

PUCKOB MpPu BbINMOJIHEHUN TPAHCMOPTHO-
noructndeckux ycayr. CosgaHve Takom
cucremsbl B xonauvHre «PXX» npecneayer
LeJsin NoBbICUTb KOHKYPEHTOCIOCOBHOCTh
JKes1e3HO4O0POXKHOIro TpaHCcnopTa, npuBeJeyYb
HOBbIX KJINEHTOB, YBEJINYUTb [OXOAbI

U COKpPaTuUTb HENPoOu3BoOANTEJIbHbIE

norepu, KOTopbie BO3HUKAIOT BCIe4CTBUE
HeyAOoB/1IeTBOPUTEJIbHOIO BbIMOJIHEHUS
B3ATbIX HAa ceb6s1 0693aTesNIbCTB M0 nNepeBo3Kke
rpy3os.

KniouyeBbie c/ioBa: xeneaHasi 4opora, XON4uHr,
Kka4ecTBO 0OCyXnBaHWs, PbIHOK MePeBO30K,
KJIMEHTOOPUEHTUPOBAHHOCTb, JIOFMCTUKA,

3P PEKTUBHOCTb, CUCTEMA B3aVMOOTHOLLEHWI

C KniMeHTamu, MHPOPMAaLMOHHbIE TEXHOIOTUU.
|
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IKOHOMUKA

O0ocHoBaHue adpdeKTUBHOCTH
CUCTEeMbl B3aMMOOTHOLLUEHUMN
C KIMeHTaMu

Egumosa Oavea Baadumuposna — dokmop
SKOHOMUHeCKUX HayK, npogeccop Mockosckoeo
20Cy0apcmeeHH020 yHugepcumema nymeti coooujeHus
(MHHUT), Mockea, Poccus.

Mpypee JImumpuii Hoewosuu — couckamenro MUHUT,
3amecmument 2eHepaNbHO20 OUPEKmMopa no paseumuro
Llenmpa ghupmernroco mpancnopmmno2o o6cayicuéanus
(LDTO) — gpunuana OAO «PKJl», Mockea, Poccus.

3MEHEHUE CTPYKTYpbI XoaauHra «P2K]I»

C BbIZIEJIEHNEM TPAHCTIOPTHO-JIOTUCTHYE-

CKOro 0J10Ka CBUIETEILCTBYET O HEOOXO-
JMMOCTH (DOPMUPOBAHUST KITMEHTOOPUEHTHPO-
BaHHBIX OTHOILIEHUN C TTOTPEOUTETSIMU YCITYT
B chepe Tpy30BbIX MepeBo30K. CTUMYIMpOBaHTE
VIOBJIETBOPEHHOCTU KJIMEHTOB, TIPOAAXH TPAaHC-
TTOPTHO-JIOTUCTUIECKUX YCIIYT, KOMMEPUECKOU
JIeSITENTbHOCTY OM3HEC-0J10Ka TpeOyeT a(pheKTHB-
HOI KOPIOPaTUBHOM MH(MOPMAIIMOHHOI CHUCTe-
MBI DpOEeKTUBHOCTS MHPOPMAITIHI ITIPU 3TOM
OTIPENETISIETCS €€ HATTOJTHEHNEM 1 KA9eCTBOM pe-
anu3aluu — «IPaBUIbHOCTBIO» PETPAHCIISI -
LIMOHHBIX CTPYKTYP U TTPOLIECCOB.

1.

[1pu BHEIpeHUY CHCTEMBI B3AUMOOTHOIIIE-
Huii ¢ kaueHramu (CRM [Customer
Relationship Management — ympaBieHUE OT-
HOIICHUSIMU C KITUCHTaMH — Pefl.|) MOTYT OBITh
peanM30BaHbl 1Be KOHIIETIIUY OpraHU3allnu
OM3HEC-MOMEIN: a) UCIIOJIb30BaHME BO3MOX-
HocTeil MH(POPMaIIMOHHON MOMIePKKU B3au-
MOJIEMCTBMS B paMKax CIOKHUBIINXCS OM3HeC-
OTHOIIIEHUI; 0) TOCTPOSHNE CUCTEMBI B3alMO-
OTHOIIICHUI HAa OCHOBE MH(POPMAIIMOHHBIX
TEXHOJIOTUI (TpaHCchopMaIus AeHCTBYIOIICH
MOJIEJIM B3aUMOOTHOIICHUIA).
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B niepBoM citydae mpu coxpaHEeHUW MOJEIN
B3aMMOOTHOIIICHMI ¢ KITMeHTaM1 3(D(HEKTUBHOCTb
CRM onpenensiercst Kak 3¢HEKTUBHOCTh aBTO-
MaTU3alUK UMEIOIINXCST TIPOLIECCOB TIPU MMET0-
1emMcs nepconaste. Eciu cyniectytoliee KayecT-
BO OM3HEC-MOJIEIM YCTPauBaeT PYKOBOTUTENCH
XOJIIMHTA, TO TAKOH ITOJIXOJ BITOJTHE TIPABOMOYEH.
Torna MOXHO rOBOPUTH O TAKUX A(h(PeKTax OT BHE-
JpeHUsI, KaK POCT MPOU3BOAUTETLHOCTH Tpy/la
TIepCOHaIa, MOBBIIIEHNE CKOPOCTU O0CITyXKMBA-
HUSI, UCKITIOYEHHE TIOTeph W TyOIMpOBaHMST MH-
opmarmu. 3ech orleHMBaeTCs OTa4a OT 3aTpar
Ha MOKYTIKY MPUKJIaIHON U pa3paboTKy coOCT-
BeHHOI CRM-cuctembl 1 ee BHEAPEHUE B COOT-
BETCTBUM C MAYIIMMH TIporieccamMi. To ecThb rpu
BHenpeHur CRM Kak mporpaMMHOTO MPOJIYKTa,
ABTOMATHM3AIIMK TIPOIIECCOB Ha €ro OCHOBE XOJI-
JMHTOBbIE KOMITAHWY MOJTY4YatoT MpsiMble 3 dbek-
TBI CHDKEHUST 3aTPaT M HEKOTOPble KOCBEHHbIE
acddeKTsI, TToMyyaeMble Oaromapsi MoIIepKKe
CYILIECTBYIOIIEH OM3HEC-MOIETH.

B xomrmuiekcHOM mipoekTe (TpaHchopmalus
JIEVICTBYIOILIE MOJEIN B3aMMOOTHOLLIEHWIT) TIPU
pean3aly KIMeHTOOPMEeHTUPOBAaHHOM CTpare-
TUW U CO3MaHUM CUCTEMBI TIPOJIAK MOXHO TIOJTY-
YUTh 3HAYUTETBHO OOJIbIlIee YNCI0 IPDHEKTOB:
poTais Bce HOBBIX, O0JIee JIOSUTbHBIX KITMEHTOB,
KPOCC-TTPOIXU TTPOIYKTOB 1 YCIIYT, POCT Y/ b~
HOTO Beca HanboJiee MPUOBLUTHHBIX 3aKa34YNKOB,
YCKOPEHME BbIXO/Ia Ha PHIHOK HOBO# ITPOIYKITUM,
cuHepruyeckue 3G HeKThl B X0Ie MOMIePXKU
KOHTAaKTOB C KIIMEHTAMMU.

B Teopun npeyiaraeTcst BBIIETSTH TP TPYITITBI
3(heKTOB THHOBAITMOHHBIX TIPOTYKTOB U TEXHO-
JIOTUA, BIOJTHE MPUMEHMMBIE 151 OLEHKU (P heK-
tuBHOCTM CRM: mpsiMble 3KOHOMUYECKHUE -
(bexThI, KOCBEHHBIE SKOHOMUYECKUE IPDEKTHI
1 3(PGhEKThI CHIXKEHUS PUCKOB.

K npsamoim sxonomumeckum MOXHO OTHECT BCE
a3(deKkThI, 0becrneunBaroIIve MpsiMoe BIUSIHUAE
Ha J0X0bI U pacxobl XoiaauHra «P2K/T».

Ceifuac B XOJITMHTE U €TI0 TPAHCIIOPTHO-JIO-
TUCTUYECKOM OM3HEC-0J10Ke erHast 6a3a KIIMeH-
TOB OTCYTCTBYET, TIO9TOMY OTPaHNYeHa BO3ZMOX-
HOCTb CETMEHTAIIMM IO Pa3HbIM TOKa3aTeNsIM,
B TOM 4Mclie TuHaMuiyeckuM. [TpoaBuxeHue
MPOIYKTOB BeneTcs 6e3 aHam3a 3 heKTUBHOCTU
B3aUMOJICHICTBUS B 1IETIOUKE CO3aHMsI IEHHOCTH
OT 06a30BOI1 YCIIYTH MEPEBO3KM K KOMITJIEKCHOMY
TpaHCTIOPTHOMY OOcayXuBaHuo. [lepcoHan
1IeHTpa (PUPMEHHOTO TPAHCIIOPTHOTO OOCITY KM -
BaHUsI MMEET MHCTPYMEHTAJIbHbBIE CPenCcTBa
B3aMMOJIECTBUS C KIIMEHTaMU TI0 (hopMUpPOBa-
HUIO ITEPEBO30YHBIX IOKYMEHTOB 1 OpraHU3aIin
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pacyeToB 3a TIepeBO3KMU. B TpaHCTIOPTHO-JIOTH-
CTUYECKOM OM3HEC-0JI0KE TOJBKO (hOpMUPYETCS
eHast cpeia IPOTHO3UPOBAHUS TTPOJAXK, KOH-
COTMIAIY KITMEHTOOPUEHTUPOBAHHBIX YIIPaB-
JICHYECKHUX PEIICHUI C yY4EeTOM IoKasaresei
3(pheKTUBHOCTHU.

B ob1iem Bue psiMoii a¢hdexT npu co3naHum
MH(OPMALIMOHHOTO IPOCTPAHCTBA B3aUMOIEHCT-
BUSI C KJIMEHTAMU OTTPEIESISIeTCs IByMsI COCTaBIISI-
IOLUMMU — POCTOM J10X0A0B (Al) U CHYDKEHUEM
3arpart (AP):

D= A+AP. (1)

TTpsmorii apdeKT OT co3naHus CUCTEMBI B3au-
MOOTHOIIEHMIA C KJIMEHTaMU 00eCTieunBaeTCs
POCTOM TIPOIAX 1 JIOXOJIOB 3a CYET:

® BO3MOXHOCTHU CETMEHTHPOBAHMS TIO OTIpe-
JENISTIOLIAM MOKa3aTesIsiM U Mpe/IokeHus Oosee
BBICOKOIA ITOTPEOUTENTLCKOI 1IEHHOCTH, TIPUBIIC-
YeHUsI HOBBIX, TIPMOBUTHHBIX U 00JIee JIOSUTbHBIX

ceem ,

kieHToB — AL,

® KpPOCC-TIPOAAXKY TPAHCTIOPTHBIX POIYKTOB
wyenyr — AL

o (hopmupoBaHUs F(PHEKTUBHBIX KaHAJIOB
MPOIaK TPAHCTIOPTHBIX YCIIYT, CHYDKEHUS Y/ Ib-
HBIX 3aTpaT HA €IMHULLY CTOUMOCTU (DYHKIIMOHU-

KaH |

poanust KaHama — A 1™ ;

e TIOBBIIIIEHNST Ka4eCcTBa TPAHCIIOPTHOTO 00-
CITY>KMBAHUSI Y PA3BUTHS KITMEHTOOPUEHTHPOBAH-
HO#i OpraHM3aLMOHHOM CTPYKTYphl — A JL 7™,

PaccMotpenHble iepeMeHHbIe 3(hhEKTUBHO-
CTH BIIUSIIOT Ha TIOBBILIIEHUE TOXOJOB B M€papXi-
YecKol MojieNi 1-TO YpOBHST; TIPUPOCT JOXOI0B
10 COBOKYITHOCTH MTPOIAYKTOB i = 1—n:

AL =3 (A AT +
i=1
FATLP AT+ ATIE),

B cBoto 0uepeb Kaxiast U3 epeMeHHBIX 3~
(eKTUBHOCTU B MojieNu (2) orpeaesieTcst Habo-
POM napameTpoB, (POPMUPYIOLLUX ANTUTUBHYIO
MOJIeJTb 2-TO YPOBHSI:

Aﬂ;eem — AH?)mcyc + Aﬂlnpem + Aﬂiboeae , (3)

dokyc
rae AILY™ — nonoHUTENbHBIE JOXOIbI XOJIH-

)

ra 3a cyeTr oTbopa Oosee MPUOLLTLHBIX KIMEHTOB
C YU4eTOM MH(DPACTPYKTYPHBIX OIPAHUYEHMUIA;

AL — IONONMHUTENBHBIE JOXOIBI 3a CUET

MPEITOXKEHHUST TIPEMUATTBHBIX YPOBHEH 00CTY K-
BaHMSI C yUETOM 3HAUMMOCTH KITMEHTA U yBETNUe-
HUST KU3HEHHOTO LIMKJIA €r0 B3aUMOICHCTBHUS
C XOJIIUHIOM;

Edumora O. B., Mypee 1. U. O60cHoBaHMe 3 hEKTUBHOCTN CUCTEMbI B3aMMOOTHOLLEHNN C KIIMEHTaMU




o
A7 — [NOMONHUTETBHBIE JOXOMIBI 32 CYET

MPEJUTIOKEHUST TIATEXECTIOCOOHBIM KITHEHTaM
JIOTIOTHUTEITHHBIX IOTOBOPHBIX YCIIYT:
[ToBbilIeHHE TOXOIOB TIPU OPraHU3aIMU
KpoCc-TIpofiax (Tiepeada KIMeHTa MEXILy CyOob-
eKTaMK TPAHCTIOPTHO-JIOTUCTUIECKOTO OU3HEC-
omoka) — A" — obGecrieunBaercs 3a cdyeT

HapalMBaHWs LIEHHOCTU 0a30BOM yCIIyr, Mpej-
JIOXXEHUSI KOMIUIEKCHOM TPaHCIOPTHO-JIOTUCTH-
YeCKOii yCIIyTH, a B psifie CTy4aeB U MOJTHON CUH-
XPOHU3AIMHU C OTIEPAIIMIOHHON JesATeTbHOCTHIO
TIPOU3BOIUTESIEHA.

[NoBbiieHre 1OX0MOB 3a cueT I(PGHEKTUBHBIX

Kan

KaHay1oB riponaxk ALY oneHuBaeTcs aByxmapa-

METPUYECKOI MOJIEITBIO 2-TO YPOBHST:
Kaun __ cm—-K M—K
ATTE™ = AT + AT @
cm-K
roe ALY — MPUPOCT JOXOHOB 3a CUET BbI-
60pa OIITUMAJIBHOTO KaHaJia 11O CTOMMOCTHO-
MY KPUTEPUIO yIEJIbHOW LEHHOCTU KaHaja

Ha eIMHULLY 3aTpar Ha MPOIBIIKEHUE TPAHC-
[TOPTHOT'O IIPOAYKTA;
AL
i
MOBBIIIEHNST MOTHBALIMK YJACTHUKOB KaHaja
113 KOPIIOPATUBHBIX HCTOYHUKOB;
AL ™ — IpUpOCT JOXOIOB XOJIIMHIA IPU

— IMPUPOCT IOXOI0B XOJIAWHTA 3a CYET

TOBBIILIEHNY KAYeCTBA TPAHCTIOPTHOTO O0CTYKH-
BaHUSI.

OcHOBBIBasiCh Ha MCCJIEJOBAHHSIX OTEYECTBEH-
HBIX y4eHbIX | 1—3], a Takoke HaIMX COOCTBEHHBIX,
MBI CUMTaeM 11eJIecCO00pa3HbIM OLIEHUBATh Kaue-
CTBO TPAHCIIOPTHOTO OOCTYKMBaHUSI OTHOCUTE b~
HBbIMY 3HAYEHUSIMU CJIEYIOLLMX MTOKa3aTeIeil:

— CKOPOCTb MJTM CPOK JIOCTABKH TPY30B;

— COXPaHHOCTb MEPEBO3UMBbIX IPY30B;

— MOJIHOTA YIOBJIETBOPEHUSI CIIpOca Ha 1epe-
BO3KW;

— PEryJIsipPHOCTb WM PUTMUYHOCTD JOCTABKU
TPY30B;

— KOMIUIEKCHOCTb TPAHCIIOPTHOTO O0CTYKH-
BaHWS;

— TPaHCMOPTHasi 00eCTeYeHHOCTb TePPUTO-
pun;

— TPaHCMOPTHAS IOCTYITHOCTb IOJIb30BaTeIeil;

— 0€30MacHOCTb MEPEBO30K;

— 9KOJIOTUYHOCTD TPAHCTIOPTA.

2.
B pa6orax 0. U. Cokonosau U. M. JlaBpo-
Ba [3, 4] aHanM3 AaHHBIX, TIOTYYEHHBIX B XOJIE
peanu3anuu mpoekTa «MHIeKC KayecTBar, Mo-
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Ka3bIBaeT, YTO Ha XEJIE3HBIX OPOrax YpOBEHb
KayecTBa TPAHCIIOPTHOTO OOCTYKUBAHUS, XOTSI
U MeeT TEHICHIINIO K POCTY, HO BCE-TaKH TIOKa
HEeIOCTaTOYHO BBICOK. Ha m3aMeHeHue crpoca
BJIMSIET OOIIMI KOMITJIEKCHBIN TToKa3aTesb Ka-
YecTBa TPAHCIIOPTHOTO OOCTYKMBaHUSI IPY30B-
JIAJIENIBLIEB, TTOJYYEHHBIH C TOMOLLIBIO 3HAYEHU T
YACTHBIX [TOKa3aTeJeN.

B xoze ipoBeieHHOTO MCCe0BaHuS B pac-
YyeTax UCIIOIb30BaHbl 3HAYSHMUS TSITH OCHOBHBIX
roKasarteseil KauecTBa (CpOYHOCTh JIOCTaBKU
IPy30B, COXPAHHOCTh TIEPEBO3UMBIX TPY30B,
TTOJTHOTA YIOBJIETBOPEHUS CIIPOCA Ha TIEPEeBO3-
KU, pPUTMUYHOCTD ITEPEBO30K U KOMIUIEKCHOCTb
MepeBO30K), HanboJiee TIOJIHO OTPaXKaroIINX
WHTEPECHI TPY30BJIACITbIIEB.

I[TporHo3 u3MeHeHUs ypoOBHS CIIpoca,
no MHeHuto 0. 1. Cokonosau U. M. JIaBpona,
3aBHUCUT OT OOIIIETO KOMIUIEKCHOTO TToKa3aTeist
KayecTBa TPAHCIIOPTHOTO OOCITYXXWBaHUS TPy-
30BJaaeNbleB (P) 1 MoXxeT ObITh onpeaeaeH
no ¢popmyiie
Q=a*P+b, 5)
rae a = 0,52605199142 + 0,602585189964;
b=97,2271435139 £ 26,9050621971.

J1Jis BBITIOJTHEHUST pacyeToB 1O TTPOTHO3Y
3aBUCUMOCTH YPOBHSI POCTA IOXOIOB OT ITOBBI-
IIEHMS Ka4eCTBA TPAHCIIOPTHOTO O0CTY>KUBAHUS
32 OCHOBY IPUHSITHI MCXOTHbIE TIOKA3aTe N Ka-
yecTBa 1o 2014 romy Ha OCHOBE aHKETUPOBAHUS
IPy300TIIpaBUTEIE, TPOBOIUMOTO Ta3eToi
«Iymox» u xxypHanom «PXK/I-nmaptHep». Ha riep-
CTIEKTUBY TIPY BHEAPEHUM CUCTEMbI B3aUMOOT-
HOIIIEHU C KIIMEHTaMU TIPUHSITO TTPEATIOI0XKe-
HMeE, YTO OJIMH M3 TI0Ka3aTesiell — «CPOYHOCTb
JOCTaBKHM TPY30B» — B PE3yJIbTaTe BHEIPEHMUS
cucTeMbl OyneT pacTu Ha 2% eXeromaHo
10 2020 roga, a ¢ 2021-ro — Ha 1%; nokasarejib
«coxpaHHocTh» ¢ 2017 mo 2020 roga Oyaet pactu
Ha 1%, a B nocienyioiue roasl Ha 0,5%; ocTajb-
HblE TI0KA3aTeJIM B TOT K€ TMEePUOJ BBIPACTYT
Ha2,5%,ac2021-ro —Ha 1,5%. Dro obecrieunt
Kk 2025 rofy pocT UHAEKCa YIOBIETBOPEHHOCTH
10 74,4%. Pe3ynpTaThl pacueToB MPUBEIEHBI
B Tabauue 1.

Db deKThl KaTeropry COKpallgHs pacxoa0B
B Mozenu (1) obecrieunBatoTcsl 3a CUET:

® ABTOMATHM3AIMM OU3HEC-TIPOLIECCOB ITPOIAK
TPaHCIIOPTHBIX yeyr — AP! ™" ;

e aBTOMAaTU3alMU 00pabOTKM KOHTAKTOB,
3aPOCOB 1 3as1BOK KIMEHTOB — APY” ;

® CO3/IaHMsI MOPTATbHOM CCTEMbI CAMOOOCTY-

KUBaHUA KIMEHTOB — AP ;

Edumora O. B., Mypee 1. U. O6ocHoBaHne 3¢ HEKTUBHOCTU CUCTEMbI B3AaUMOOTHOLLEHUI C KIIMEHTAMU



Ta0imuna 1
IIpupocT 10X00B XOIIMHIA 32 CYET POCTA YAOBJIETBOPEHHOCTH KJIMEHTOB

TNoka3aTenu KadecTBa 3Haun- | UH- 2016 2017 |2018 |[2019 |2020 2021 [2022 |[2023 |[2024 |2025
MOCThb | IeKC

VIOB-

JIETBO-

peH-

HOCTH
Pocr nokasareseit 1,025 [ 1,025 |1,025 [1,025 | 1,015 [1,015 |1,015 [1,015 |1,015
(KpoMe TToKasaTesneii
«COXPaHHOCTb» U «CPOY-
HOCTb IOCTaBKH»)
Poct nokasatenst «co- 1,01 1,01 1,01 1,01 1,005 | 1,005 |1,005 |1,005 | 1,005
XPaHHOCTb»
Poct nokaszarens «cpou- 1,02 1,02 1,02 1,02 1,01 1,01 1,01 1,01 1,01
HOCTb JIOCTaBK1»
CpOYHOCTh TOCTABKU 0,2 0,46 0,49 [0,500 |0,510 |0,520 |0,530 |0,536 |[0,541 |0,546 |[0,552 |0,557
CoxpaHHOCTb 0,17 0,84 0,88 (0,889 |0,898 |0,907 |0,916 |0,920 [0,925 |0,930 [0,934 |0,939
[MTonHoTa yHoBIeTBOpPE- 0,23 0,73 0,75 0,769 [0,788 |0,808 [0,828 |0,840 |0,853 |0,866 |0,879 |[0,892
HUS cIipoca
DakTnueckast pUTMUY- 0,29 0,53 0,55 0,564 [0,578 |0,592 [0,607 |0,616 |0,625 |0,635 |0,644 |0,654
HOCTb
KomruiekcHOCTD 0,11 0,58 0,6 0,615 [0,630 |0,646 [0,662 |0,672 |0,682 |0,693 |0,703 [0,713
OO61mii mokasaTeib 0,6202 | 0,645 |0,659 |0,673 |0,687 |0,701 |0,709 |0,718 [0,727 |0,735 |0,744
JloxomHbIe MOCTYIUICHUS 1093 [ 1135 | 1177 [1218 |726 746 767 787 808
3a CYeT POCTa yIOBJIETBO-
PEHHOCTH

® aBTOMAaTHU3aIMK TIpoliecca KOHTPOJISI UC-

TTOJTHEHUS 3asIBOK Ha TIEPEBO3KM U TPAHCIIOPT-
KOHM,

HO-JIoTUCTHYeCKue yeayru — AP,

e YCTpaHEHUs U3IEPXKeK MyOJIMpOBaHUS

Adyon

nHbopManun o KiareHrax — AP,

ANIATUBHAS MOJIE/Ib COKPAIIIEHUsI PACXOJ0B
KaK COCTaBJIsTIoIIEeH psiMoro addekTa co3naHust
CHCTEMbl B3aUMOOTHOIIEHUHN C KJIMEHTaAaMU
10 COBOKYITHOCTHM MPOAYKTOB i = 1—n:

n
AP =Y (AP +AP?” +
par (6)
+AP + APY"™ + AP?™).
3.

K koceennvim sxonomuueckum spdexram
BHEIPEHUSI CUCTEMbI B3AMMOOTHOILICHII C KJIM-
€HTaMU IIpeUIaraeTcsl OTHECTH OOIIEKOPIIOpa-
TUBHBIE 3(PDEKTHI XOIANHTa, KOTOPbIE HE TIO/I-
JAIOTCS TIPSIMOMY pacyeTy, HO SIBISIIOTCS BaXK-
HBIMU JIJIS1 KOPIIOPAIH U €€ IJIAaBHOTO aKITNO-
Hepa — TocyIapcTBa, a Takke padboTHKoB OAO
«PXK]l».

K TakoBbIM B mepumeTpe NpUBEICHHOIO
oTIpenesIeHNsT OTHOCSTCS 3 (HeKThl KOHKYPEHT-
HBIX IIPEUMYIIECTB HA TPAHCIIOPTHOM PhIHKE,
BKJTIOUAsT COKpAIICHIE BpEMEHH BBIBOIIA HA PBI-
HOK 3((PEeKTUBHBIX KOMIUICKCHBIX TPAHCIIOPT-
HO-JIOTHUCTUYECKUX YCITYT, B HAMOOJIBIIICH CTeTIe-
HM J00ABIISTIONINX KaK IIEHHOCTD IS KJIMEHTA,
TaK 1 JOXOIbI IJISI XOJIAMHIOBBIX CTPYKTYD.

Cepbe3HbIM IIPEUMYIIIECTBOM CUCTEMbI B3a-
MMOOTHOIIIEHUH C KJIMCHTaMU SIBJISIETCST BO3-
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MOXHOCTb COXpaHEHMSI TPO3PAYHOCTH KOMMY-
HUKAIMi ¢ KJIMEeHTaMU, a TaKKe TTOBBIIIIEHNE
JIOSUTbHOCTH, MOTUBUPOBAHHOCTH U TIPOU3BO-
JIUTEIBHOCTH TPyJa paOOTHUKOB.

Bce atu mapametpsl KocBeHHOTO 3(hdekTa
OTpakaloTcst Ha TIOTeHIIMAJIe MHBECTUIIMOHHBIX
3aMMCTBOBAHMIA Ha (DMHAHCOBBIX PBIHKAX U, B
KOHEYHOM CYeTe, Ha CTOMMOCTH KOMIIaHUU —
MHTErpaJIbHOTO MoKa3aTeisl KOCBEHHBIX 3¢ dek-
TOB CUCTEMBI B3AMMOOTHOIIEHUI C KITMEHTaMMU.

BaxHoii 9acThio OILIEHKU JIeCTBEHHOCTH
CUCTEMbI B3aMMOOTHOIIEHUI C KITMEHTaAMM $SIB-
JISIIOTCSL 9hgheKmbl CHUMICEHUS. PUCKOE — TIPENIO-
TBpAIEHWs BIUSHUS HETaTUBHBIX (DaKTOPOB
Ha pa3BuTHe XoJnHra. Tak, Harpumep, K dax-
TOpaM PUCKa, HYXIAIOIMUMCS BO BHUMaHUU
U TIPOTUBOJIEICTBUM, OTHOCSITCSI:

* MOTEpPU HamboJiee JOXOAHBIX (MPUObLIb-
HBIX) KJIUEHTOB;

* YXy[IILIEHWEe OTHONICHUI C TIapTHEpaMmu
TPaHCMOPTHO-JIOTUCTUYECKOTO OU3HEC-0JI0Ka;

* PUCKMU, CBSI3aHHBIE C IEPCOHATIOM;

* CHIDKEHUE YIIOBJIETBOPEHHOCTH KITMEHTOB.

CooTBeTCTBEHHO d(PheKTaMu MPOTUBOICH-
CTBUSI TIOJIOOHBIM PUCKAM CTAHOBSTCS PE3yJlb-
TaThl (MMOKa3aTeJn), IPSIMO IIPOTUBOIIOJIOXKHBIE
T10 cofiepkaHuio (haKTopaM pucKa, JTI0ObIM He-
TaTUBHBIM BIMSHUSAM U TEHICHITVSM Pa3BUTHS
XOJITMHTA.

PaccMoTpuM B KavecTBe MpuMepa cUTya-
LU0 C U3MEHEHWEM 00beMa TIepPEeBO30K Yep-
HBIX METAJJIOB — OJTHOTO 13 BBICOKOIOXOTHBIX
T'PY30B KeJIE3HOJOPOKHOTO TPAHCIIOPTa, KO-
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Ta6smna 2
Pacuet noreps 00eMOB MOrpy3Ku YepPHLIX METAJLIIOB
HA KeJIE3HOJO0PO2KHOM TPAHCNOPTE, MJIH TOHH

Ton

2010 2011 2012 2013 2014
daxTryeckas morpyska yepHbix Meta/uioB (otueT OAO «PXK/») 72,70 73,50 |73,40 |70,10 71,80
Bblmyck OCHOBHBIX BUIIOB TIPOIYKIMHU YepHOU MeTayutypriu B PD (otyer MuH- 172,40 |176,10 | 182,70 |176,70 | 182,90
9KOHOMPAa3BUTHS)
KoadduimeHT pocta BbIITycKa OCHOBHBIX BUIOB IPOAYKLIMN YEPHOI METaLTyp- 1,02 1,04 0,97 1,04
Mu
Bo3moxkHast morpyska YepHbIX METaJIIOB C YIeTOM KoahduIMeHTa pocrta BbIIy- 74,26 77,04 | 74,51 77,13
CKa OCHOBHBIX BUJIOB ITPOAYKLIMH YEPHON METALTyPIUK
TTotepu 06BEMOB MOTPY3KU YEPHBIX METAILIIOB 0,76 3,64 4,41 5,33

TOPBII CHUXKAETCs MPU pocTe 0ObeMa MPou3-
BozacTBa. Eciu 661 00beM nepeBo3ok B 2010—
2014 roasl poc MPONOPUMOHAIBHO TEMIIaM
HapauiMBaHUS MPOU3BOACTBA, TO 00BEMBI
MOTrPY3KU YEPHBIX METAJIOB C Y4ETOM KO3(-
(unrenTa pocta Toxe 661 BeIpocau. [Totepsi-
MU CUUTAEM Pa3HUIY MEXAY BO3MOXHBIM
00bEMOM MEPEBO30K € YUeTOM KO uULIreH-
Ta pocTa MPOU3BOACTBA U (pakTUYecKUM. Pe-
3yJbTaThl pacyeTa JJIsi OTYETHOIrO Mepuoaa
MpuBeIeHbI B TabaULIE 2.

Ecnu B pesynbraTe BHEAPEHUSI CUCTEMbI
B3aMMOOTHOILIEHU C KIIMEHTAMU CHU3UTb PUCK
notepu 00BEMOB BBICOKOJOXOIHBIX TPY30B,
TO MOXHO «BepHYThb» B TeueHue 2017—2025 ro-
JI0B 5,33 MJIH TOHH YEPHBIX METaJJIOB, «yIIe/-
LIMX» C PbIHKA MIEPEBO30K XKEJIE3HOAOPOXKHOTO
TPaHCIOPTa, YTO COCTABJSIET CYLIECTBEHHYIO
JTOJTIO TMTOTEHLIMATbHBIX JOXOIOB XOJIIUHIA.

J1s1 Ka4eCTBEHHOM M TOHKOI OLIEHKH TIpsI-
Moro 3ddekTa Mo KajabKaM hepapXuieckKoit
MOJIeJIA IPUPOCTA T0XOA0B HEOOXOIUMO COMO-
CTaBUTb UX C 3aTpaTaMu Ha CO3[aHUE U COoaep-
JKaHUE CUCTeMbl B3aUMOOTHOILIEHUI ¢ KJTUEH-
tamu. Ho 5T0 moka HepeabHO.

BbIBOAbI

BHenpsemas cucteMa yrpasiieHUs B3aUMO-
OTHOILIEHUSIMU C KJIMEHTAMU TOJDKHA B OJTvKaii-
1mem OyaynieM o0ecreyrTh MOBbIlIeHUE (P heK-
TUBHOCTHU BCETO YIPABICHUS TPAHCITOPTHO-JIO-
ructudeckuM omsHec-0mokoM OAO «PXK]I»
3a CYET CBOEBPEMEHHOTO U OMEPaTUBHOTO
CHaOXeHUS KOPIOPAaTUBHOIO LIEHTpa 00s13a-
TEJIbHOM /IS HOBBIX YCJIOBUI MH(bOpPMaLIME,
a TaKXe KaueCTBEHHOTO OOCITYXKUBAHUS TPY30-
OTIpaBUTEJIEH 32 CYET MOMAEPXKKU MOJHOTO
LIMKJIa B3aUMOJEUCTBUSI C HUMU, TPAMOTHOTO
U KOMIETEHTHOTO YIPaBAEHUS MaPKETUHIOM

M TIpoJaXaMK TPAHCIOPTHO-JTOTUCTUIECKUX
YCIIyL.

®opmurpoBaHUE MOJTHOIIEHHOTO MHMOpMa-
LIMOHHOTO ITPOCTPAHCTBA IS CUCTEMbI B3aUMO-
OTHOILIEHWIA C KIIMEHTaMU ITO3BOJINT, KaK CJIey-
€T OXUJaTh, TPAHCITOPTHO-JIOTUCTUYECKOMY
OM3HEC-0JIOKY XOJIIUHIa HATaAUTh 3D HeKTUB-
HOE ¥ KOHTPOJIMUPYeMOe KOMMEPYECKOE B3aMO-
JIEVICTBUE C MOTEHIIMATBLHBIMU 1 CYILECTBY IO -
MU KimeHTamu. OTHaKO TIPY 3TOM JIOJIKHA ellie
M JIeViCTBOBAaTh PaBHO3HAYHAsT KIIMEHTOOPHUEH -
TUPOBAHHOI CTpaTerMu MOJE/Ib OLIEHKH 3(hdeK-
TUBHOCTU CTOJIb MHOTO(haKTOPHOI AeSITeIbHOC-
1. [TONBITKY TAKOTO MOJIETMPOBAHUST, K KOTO-
PBIM TIPUHAIJIEXUT W Hallle MCCIeloBaHue,
HYXIIAIOTCSI B ITPOJOJDKEHNH, TTOCKOJIBKY BO-
cTpebOBaHHAas IO/ HOBBIE 331891 METOIOJIOT ST
TOJIbKO (POPMUPYETCS.
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JUSTIFICATION OF EFFECTIVENESS OF THE CRM SYSTEM

Efimova, Olga V., Moscow State University of Railway Engineering (MIIT), Moscow, Russia.
Murev, Dmitry I., JSC Russian Railways, Moscow, Russia.

ABSTRACT

The article describes an approach of the method
to study effectiveness of modern system of
relationships with customers based on information
technologies. In addition direct economic effects,
indirect effects and effects of reducing risks in the
performance of transport and logistics services are

considered. Creating such a system in the holding
Russian Railways is intended to increase the
competitiveness of rail transport, to attract new
customers, to increase revenue and reduce
unproductive losses, which arise due to unsatisfactory
performance referring to fulfillment of contractual
obligations in the field of carriage of goods.

Keywords: railway, CRM, holding company, service quality, transportation market, customer focus, logistics,
efficiency, system of customer relationship, information technologies.

Background. Restructuring of Russian Railways
holding company followed by segregation of transport
and logistics activities into a special business unit
demonstrates the need for formation of customer-
focused relationship with consumers of services in
the field of freight traffic. Promotion of customer
satisfaction, sales of transport and logistics services,
commercial activities of the business unit require an
effective corporate information system. The
effectiveness of information in this case is determined
by its content and quality of implementation or
«correctness» of retransmitting structures and
processes.

Objective. The objective of the authors is to
consider effectiveness of the CRM system.

Methods. The authors use general scientific
methods, comparative analysis, evaluation approach,
statistics, modeling.

Results. When implementing CRM (customer
relationship management) system two concepts of
business model organization can be used: a) use of
information support of interaction while maintaining
existing business relationship; b) building relationship
system based on information technologies
(transformation of the current relationship model).

In the first case, while maintaining the model of
relationship with customers CRM efficiency is defined
as effectiveness of automation of existing processes
with available personnel. If existing quality of the
business model suits holding managers, such an
approach is quite empowered. Then we can talk about
effects of its introduction such as growth of staff
productivity, increase in speed of service, exception
oflosses and duplication of information. Here one can
proceed with estimation of the return on the cost of
purchasing the applied or development of its own
CRM-system and its implementation in accordance
with ongoing processes. That is, introducing CRM as
a software product, proceeding with of processes on
its basis holding companies receive direct effects of
costs reduction and certain indirect effects obtained
with the support of the existing business model.

In a complex project (transformation of the
existing model of relations) of implementation of
customer-focused strategies and establishment of
sales system it is possible to get a significantly larger
number of effects: rotation of new, more loyal
customers, cross-sales of products and services,
increase in the share of the most profitable customers,
accelerated entry of new products into a market,
synergistic effects in the support of customer
contacts.

The theory proposes to allocate three groups of
effects of innovative products and technologies, quite

useful to evaluate the effectiveness of CRM: direct
economic effects, indirect economic effects and risk
reduction effects.

Direct economic effects can be attributed to all
effects which ensure a direct impact on income and
expenses of Russian Railways holding company.

Now in the holding and its transport and
logistics business unit there is no single database
of customers, so the ability of segmentation
according to various indicators, including dynamic,
is restricted. Promotion of products is carried out
without an analysis of the interaction efficiency in
the value chain from basic transportation service
to integrated transport services. Staff of the centre
for corporate transport service has tools of
interaction with customers in issuing shipping
documents and in transportation accountancy. In
the transport and logistics business unit a single
sales forecasting environment, consolidation of
customer-focused management decisions based
on performance indicators is are in the process of
being developed.

In general, the direct effect of creation of
information space of interaction with customers is
determined by two components —income growth (Al)
and cost reduction (AC):

E=AI+AC. (1)

The direct effect of creating a system of
relationship with customers is ensured with the growth
of sales and earnings due to:

+ segmentation by defining indicators and offers
of greater customer value, attracting new, more

profitable and loyal customers — AL™" :

« cross-sales of transport products and services —
AL

« development of effective channels of sales of
transport services, reduction of unit costs per unit cost
of operation of the channel — AI™ ;

+ improving the quality of transport services and
development of customer-oriented organizational

structure — AI™™
The above variables of efficiency affect increase
in income in the hierarchical model of the 1% level;

increase in revenues for the aggregated products
i=1-nis:

A=Y (A AL + AL 4 AL 4 AL),

i=1

(2)

In turn, each of efficiency variables in the model
(2) is defined by a set of parameters that form the
additive model of the 2" level:
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Table 1

Holding’s income growth due to increase in customer satisfaction

Quality indicators Significance | Satisfaction | 2016 [ 2017 | 2018 [2019 |2020 [2021 |2022 [2023 |2024 |[2025
index
Growth of indicators 1,025 | 1,025 | 1,025 | 1,025 | 1,015 | 1,015 | 1,015 | 1,015 | 1,015
(except for indicators
«safety» and «urgency of
delivery»)
Growth of «safety» 1,01 |1,01 |1,01 [1,01 |1,005 |1,005 1,005 |1,005 |1,005
Growth of «urgency of 1,02 1,02 |1,02 [1,02 |1,01 [1,001 |[1,01 [1,01 |1,01
delivery»
Urgency of delivery 0,2 0,46 0,49 {0,500 | 0,510 {0,520 | 0,530 | 0,536 | 0,541 | 0,546 | 0,552 | 0,557
Safety 0,17 0,84 0,88 10,889 |0,898 | 0,907 | 0,916 | 0,920 | 0,925 | 0,930 | 0,934 | 0,939
Completeness of 0,23 0,73 0,75 10,769 | 0,788 | 0,808 | 0,828 | 0,840 | 0,853 | 0,866 | 0,879 | 0,892
demand satisfaction
Actual thythm 0,29 0,53 0,55 10,564 | 0,578 {0,592 | 0,607 | 0,616 | 0,625 | 0,635 | 0,644 | 0,654
Complexity 0,11 0,58 0,6 0,615 {0,630 | 0,646 | 0,662 | 0,672 | 0,682 | 0,693 | 0,703 | 0,713
Overall indicator 0,6202 0,645 {0,659 | 0,673 {0,687 | 0,701 {0,709 | 0,718 | 0,727 | 0,735 | 0,744
Income receipts due to 1093 | 1135 [ 1177 | 1218 |726 |746 |767 |787 |808
satisfaction growth
ATSEM = AR | AP | ATCONT (3) Based on studies by Russian scientists [1-3], as
! ! ! r well as on our own study, we consider it appropriate
where: to assess the quality of transport service through

AL _additional income of the holding through

selection of more profitable customers taking into
account infrastructure limitations;

AI’™™ - additional income due to offering

premium levels of service based on customer value
and increase in the life cycle of his interaction with the
holding;

AL _additional income due to offering solvent

customers additional contractual services.
Rising income in the organization of cross-sales
(customer’s transfer between entities of the transport

and logistics business unit) — AL — js provided by

increasing the value of the basic service, by offers of
an integrated transport and logistics service, and in
some cases by full synchronization with operating
activities of manufacturers.

Rising income through effective sales channels

AI,?“"’" is estimated by two-parameter model of the 2™
level:

AL™™ = AT + AL (4)
where:
AL _income increase by selecting the optimal

channel by value criterion of specific channel value
per unit costs for promotion of the transport product;

AI™ — the income increase by increasing

motivation of the participants of the channel from
corporate sources;

AI™™ _ the income increase with an increase in
the quality of transport service.
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relative values of the following indicators:

— Speed or time of delivery of goods;

— Safety of goods transported;

— Completeness of satisfaction of demand for
transportation;

— Regqularity and rhythm of delivery of goods;
Complexity of transport service;

Transport availability in the area;
Transport accessibility for users;
Traffic safety;

— Environmentally friendly transport.

In the study of Yu. I. Sokolov and I. M. Lavrov [3,
4] analysis of data obtained during the implementation
of the project «Quality Index» shows that on rail
transport quality of transport services, although it has
a tendency to grow, is still not high enough. The
change in demand is affected by the overall
comprehensive indicator of the quality of transport
service of cargo owners produced by values of private
indices.

In the course of the research in the calculation
values of five major quality indicators (urgency of
goods delivery, safety of transported cargo,
completeness of satisfaction of demand for
transportation, rhythmic transportation and complexity
of transportation) were used that best reflect the
interests of cargo owners.

Forecast for changes in the level of demand,
according to Yu. I. Sokolovand I. M. Lavrov, depends
on the total integrated transport service quality index
of cargo owners (P) and can be determined by the
formula
Q=a-P+bh, (5)
where a = 0,52605199142 + 0,602585189964;
b=97,2271435139 + 26,9050621971.

To perform calculations on forecast of level of
income growth through increasing transport service
quality we used initial quality indicators for 2014 year
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Table 2

Calculation of the loss of volumes of ferrous metals loading on railway transport, min tonnes

Year

2010 2011 2012 2013 2014
Actual shipment of ferrous metals (report of 72,70 73,50 73,40 70,10 71,80
JSC Russian Railways)
Production of main kinds of ferrous 172,40 176,10 182,70 176,70 182,90
metallurgy products in the Russian
Federation (Report of Ministry of Economic
Development)
Ratio of output growth of main types of steel 1,02 1,04 0,97 1,04
products
Possible load of ferrous metals, taking into 74,26 77,04 74,51 77,13
account the coefficient of growth in output of
basic types of steel products
Losses of volumes of ferrous metals loading 0,76 3,64 4,41 5,33

based on the survey of shippers conducted by the
newspaper «Gudok» and the magazine «RZD-Partner».
For further extension in the introduction of the system
of relationship with customers the assumption is taken
that one of the indicators (urgency of goods delivery)
as a result of the introduction of the system will grow
by 2% annually until 2020, and from 2021 — by 1%;
index «safety» from 2017 to 2020 will grow by 1% and
by 0,5% in subsequent years; other indicators will grow
by 2,5% during the same period, and from 2021-by
1,5%. This will ensure that by 2025 growth of
satisfaction index will have achieved 74,4%. The
calculation results are shown in Table 1.

Effects of category of costs reduction in the model
(1) are provided by:

« automation of business processes of sales of
transport services — ACY™ ;

« automation of processing of contacts, queries
and requests of customers — AC™ ;

+ creation of a customer self-service portal
system — AC™ ;

« automation of process of control over
applications fulfillment related to transportation and
provision of transportation and logistics services —

ACf""‘ :
«+ elimination of costs of customer information
duplication — AC*

Additive model to reduce costs as a component
of direct effect of creating a system of relationships
with customers on aggregated productsi= 1-n:

AC = Z(AC}”P +ACP™ + ACP™ + AC™ + AC™).  (6)
i=l

Indirect economic effects of the introduction of
the system of relationship with customers should
include corporate-wide effects of the holding
company, which are notamenable to direct calculation,
but are important for the corporation and its main
shareholder, the state, as well as the employees of
JSC Russian Railways.

Those in the perimeter of this definition are the
effects of competitive advantages on the transport
market, including reduced time to entry into market

of effective integrated transport and logistics services,
that add a value to the customer, as well as income
for the holding structures.

A major advantage of the system of relationships
with customers is the ability to save transparency of
communication with customers and increase loyalty,
motivation and productivity of employees.

All these parameters of indirect effect are
reflected in the capacity of investment borrowing on
financial markets and, ultimately, on the value of the
company, the least being integral index of indirect
effects of the system of relationship with customers.

An important part of evaluating the effectiveness
of the system of customer relationship are risk
reduction effects, preventing the impact of negative
factors on the development of the holding company.
For example, the risk factors that need attention and
reaction, include:

« loss of the most profitable customers;

« deterioration of relations with partners of the
transport and logistics business unit;

- staff related risks;

« reduction of customer satisfaction.

Accordingly, counter effects of such risks are
results (indicators), directly opposite to the content
of risk factors, any negative influences and trends in
the development of the holding.

Let’s consider as an example the situation with
the change of ferrous metals transportation — one of
the high-yield cargo of railway transport, which
decreases with an increase in production volume. If
the volume of traffic in 2010-2014 grew in proportion
to the rate of increase in production, the volume of
loading of ferrous metals, taking into account the
growth rate would also have increased. Losses are
the difference between possible traffic volume taking
into account the coefficient of growth of production
and the actual one. The calculation results for the
reporting period are shown in Table 2.

If as a result of the introduction of the system of
relationship with customers the risk of loss of high-
profitable goods volume is reduced, it is possible
to «return» during 2017-2025 5,33 million tons of
ferrous metals, «departed» from the transport
market of railway transport, which accounts for a
significant share of potential revenues of the
holding company.
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For quality and fine assessment of direct effect
on blueprints of hierarchical model of income growth
they should be compared with costs of establishing
and maintaining a system of relations with clients. But
for the moment that is unrealistic.

Conclusion. The introduced system of customer
relationship management should in the near future
ensure increase in efficiency of the management of
transport and logistics business unit of JSC Russian
Railways through timely and efficient supply of the
corporate center with mandatory information, as well
as quality service of shippers through the support of a
full cycle of interaction with them, literate and
competent management of marketing and sales of
transport and logistics services.

Formation of a full-fledged information space
for a system of relationship with customers will allow
as expected, transport and logistics business unit
to establish effective and controlled commercial
interaction with potential and existing customers.
However, at the same time a model for evaluating
the effectiveness of such a multi-activity tantamount
to a customer-oriented strategy should also be
enabled. Attempts to develop simulation of that
kind, to which our research belongs, require
continuation, as new methodology has not been
developed yet.
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