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BHEJAPEHUE CRM-CUCTEMBI B IEATEJIBHOCTDb ABTOCEPBUCA
KAK ®AKTOP NOBBIIIEHUA KJITUEHTCKOM JIOSAJIBHOCTHU U
OMNEPAIIMOHHOM D®®EKTUBHOCTHU

AHHOTAUA

B cratbe paccmarpuBaerca mnpoOsema BHeapeHuss CRM-cucteMbl B
JEATENIbHOCTh aBTOCEpPBUCHOro mnpennpustus. lIposenen ananu3z pomn CRM B
YIPaBJIECHUH KJIMEHTCKUMH JAHHBIMHU, 3alHChI0, KOMMYHUKAIUSAMU, TPETEH3UAMHA U
NOBTOPHBIMU oOparneHusiMu. [1o pe3ynpraTtam uccienoBanus 000CHOBaHa MO3TAITHAS
MOJENb BHEAPEHUS, HANpPaBJICHHAs HA TOBBIIICHUE KIMEHTCKON JIOSIIbHOCTH,
MPO3PAYHOCTH CEPBUCA, YMPABIAEMOCTH OU3ZHEC-TIPOIIECCOB U  OMEPAIMOHHOMN
7¢h(HEKTUBHOCTH aBTOCEpBHCA B YCIOBUSAX IU(GPOBHU3ALIMUA MaJOr0 M CPEIHEro
ousHeca.
KimroueBbie cimoBa: CRM, aBrocepBHC, KIMEHTCKHH OIBIT, OW3HEC-TPOIICCCHI,

1dpoBHU3anys, JIOSJIBbHOCTh, KAYSCTBO CEPBHCA.

Beenenue

PbIHOK yCIyr TEXHHYECKOro OOCTy)KMBaHHS W PEMOHTa aBTOMOOMIIEH
XapaKTEPU3yeTCsl BBICOKOM KOHKYpPEHLIMEW, pPOCTOM TpeOOBaHUW KIHWEHTOB K
MPO3PAYHOCTH CEPBUCA U YCUIICHHEM POJIH IU(PPOBBIX KAaHAIOB KOMMYHUKAIMK. J{iis
aBTOCEpBHCA KIMEHTCKHME OTHOLIEHUS HMEIOT ITOBTOPHBIM XapakTep: BIIAJeNell
aBTOMOOMJIST oOpaiiaercss 3a JHUAarHOCTUKOM, perjJaMEHTHBIM OOCTYKHMBaHUEM,

PEMOHTOM, CE30HHBIMU pabOTaMH, MOJOOPOM 3aMACHBIX YAaCTed U KOHCYJIbTAUUSAMHU



no skcrutyarauuu. [loatomy morepst uHbopMaluu O MNPEABIIYIIUX OOpaleHUsX,
PEKOMEHJALUAX MacTepa WIA NPETEH3USAX KIMEHTAa CHIKAET BEPOSATHOCTD
NOBTOPHOT'O BU3UTA U YXYIIAET KAYECTBO YIIPABICHUYECKUX PELICHUM.

CRM-cucrema B HACTOAIIEM HCCIECJOBAaHUM pPACCMATPUBAETCS HE Kak
JIEKTPOHHAs 3alMCHas KHI)KKA, a KaKk OpPraHM3allMOHHO-TEXHOJOTMYECKHM
WHCTPYMEHT YINpAaBICHUA KIMEHTCKHMM LUKIOM aBTocepBuca. CoBpEeMEHHbIE
UCCJEIOBAHMS  TOKa3bIBalOT, 4TO pe3yinbraruBHOcTh CRM  omnpenensercs
corjacoBaHueM LHUPPOBOM IUIATPOPMBI € OU3HEC-IPOLECCAMU, KOMIETEHUUSIMHU
COTPYIHHUKOB M cUCTeMOM nokaszarened [l; 2]. Jlma aBrocepBHca 3TO O3HAYAET
HEOOXOAUMOCTh OOBEIMHEHHS 3aluCH, HCTOPUM aBTOMOOMWJIS, 3aKa3-HapsoB,
KOMMYHUKAILIUM, TPETEH3UM U aHAJTTUTUKHU B €IMHYIO HHPOPMALIMOHHYIO Cpeay.

[lens uccnenoBanus COCTOUT B 000CHOBaHUM HamnpasiieHuil BHeapenus CRM B
aBTOCEpBHCE KaK (haKTOpa MOBBIIICHUS KIMEHTCKOW JIOSJIBHOCTH M OINEpPalMOHHOU
3ppekTuBHOCTH. OOBEKTOM HCCIEI0BaHMUs BBICTYNAET MPOLECC YIPABICHUS
KJIIMEHTCKMMH  OTHOLICHMSIMU B  aBTOCEPBUCHOM mpeanpuatuu. IIpeamerom
UCCIIEJOBaHMS SIBJISIFOTCSL OpraHU3al[MOHHBIE U LIM(PpOoBBIE ycinoBus BHeapeHuss CRM.
MeTo/10JIOTHYECKYI0  OCHOBY — COCTaBJSIIOT — @QHAlIM3  HAy4yHbBIX  IyOiIuKanuii,
CUCTEMATH3alMsl NPAKTUK aBTOMAaTH3alMU CEPBUCHBIX IPOLIECCOB M JIOTHYECKOE

MOACIMPOBAHHC 3TAIIOB BHCAPCHUS.

OcHoOBHas1 YaCTh

Crnenuduka aBTOCEPBHCHOTO TMPEANPUATHS 3aKIIOYACTCS B COCIMHCHHUU
CEPBUCHOM, TOPrOBOM M IMPOU3BOJACTBEHHOM JOTMKHU. KIIMEHT OIIEHMBAET CKOPOCTh
OTBETAa, MOHITHOCTH JUATHOCTUKH, TIPO3PAYHOCTH COTIIACOBaHUS paboT U COOII0IeHNE
CPOKOB, TOTJIa KAK YKOHOMUYECKUH PE3yIbTaT 3aBUCUT OT 3arpy3KH MOCTOB, HAJTUYUS
3amacHbIX YacTel, KBalu(UKaluu rnepcoHana U TOUHOCTH pacuera ctoumoctd. CRM
MO3BOJIAET CBSA3ATh ATU AJIEMEHTHI Yepe3 €ANHYI0 KapTOUKY KIMEHTa U aBTOMOOWIIS,
rae PUKCUPYIOTCS KOHTAKTHBIE JaHHbIE, TPOOET, UCTOPHUS 0OpallleHH, BHIOTHEHHbBIC
paboThI, pEKOMEHAAIMHU, IPETEH3UHU U MPEANOYTUTEIbHBIN KaHal cBsi3u. Takas Oa3a
MEePEBOJUT B3aWMOJICHCTBUE C KIMEHTOM M3 PYYHOTO pEeXKUMa B YyIpaBiIsieMbId

nporiecc.



Buenpenne CRM nenecoo0pa3HO Ha4YMHATH C aHaimW3a (HaKTUIECKOTO
KIIMEHTCKoro myTu. Ha srame 3ammcu cucrema M0bKHA (UKCHPOBATH HCTOYHUK
oOpallleHHs], TPUUNHY BU3UTA, KEIAEMOE BPEMS U OTBETCTBEHHOIO cOTpyAHUKA. [Ipu
npueMke aBToMoOmiIsi CRM oOecrneunBaeT AOCTYN K HUCTOPUM PEMOHTA M paHee
BBIJJAHHBIM PEKOMEHJIalsIM. B mepuon BBINONHEHUS pabdOT CUCTEMA HCIOIb3YyeTCs
JJISl COTJIaCOBAHUSI JOTOJNHUTENBHBIX ONMEpaluid U yBEIOMJICHUS KIMEHTa O CTaTyce
pemonTa. [locne Beigaun apromoOmiis CRM noaiepkuBaeT 3arnpoc 00paTHOM CBsI3H,
00paboTKy MpeTeH3ul U MOBTOPHOE MPUTJIAIlICHHE HA 00CTyKuBaHue. Takoi moaxo
cOoOTBEeTCTBYET pa3BuTui0 CRM B CTOpOHY yINpaBlIeHUS KJIUEHTCKUM OIBITOM, TJIE
Ba)KHA COIIAaCOBAaHHOCTH BCEX TOUYEK KOHTAaKTa [6].

Hayuynass HoBHM3Ha wuccienoBaHus 3akitouaeTcs B TpakToBke CRM s
aBTOCEpBHUCA KaK WHTETPUPOBAHHON YIIPABJICHUYECKONW MOJIENH, BKIIOYAIOIIEH
KJIMEHTCKHUE JJaHHbIC, CEPBUCHBIC OMEepaIlui, KOMMYHUKAIIUU ¥ aHAJTUTUKY KadyecTBa.
B mpaktuke manoro 6uzneca CRM wyacto orpanuumBaercss (PyHKIMSIMU TPOJAK,
OTHAKO B AaBTOCEPBHCE TMOBTOPHBIM CIPOC 3aBUCHUT OT JOBEPUS K MACTEPY,
MPO3PAYHOCTH AUATHOCTUKHU M CBOEBPEMEHHOCTH MPOPUIAKTUUECKHUX MPEAJIOKEHUH.
I'OCT P HMCO 10002-2020 mogyepkuBaeT 3HAYECHUE CHUCTEMHOTO YIIPABJICHUS
MPETEH3UsIMH, BKIII0YAs MOJyYeHUE, OTCIEKUBAHUE, OLIEHKY M YJIy4YlIEHUE Ipoliecca
pabothl ¢ xxanmobamu [5]. B CRM a3tu TpeboBaHus MOTYT OBITh PeaIM30BaHbI Yepes
pErucTpaluio peKJiamMaluii, Ha3HAYCHHE OTBETCTBEHHBIX JIMI], KOHTPOJb CPOKOB
OTBETa M aHAJIU3 MPUYUH TTOBTOPSIOMIUXCS TIPOOIIEM.

Opranu3anoHHbIHI KOHTYD BHEJIPEHUS BKJIFOYAET HECKOJIBKO
nocieaoBaTeabHbIX AelicTBUi. CHayala TMPOBOAMTCS ayIuT KIMEHTCKOM Oas3bl,
KaHAJIOB CBSI3W, MPABUJI 3aMMCH M MPUYUH MOTEPU KIMEHTOB. 3aTeM (HopMHpyeTCs
eAuHas CTPYKTypa KapTOYKM KJIMEHTa W aBTOMOOWIS, YCTaHaBIMBAIOTCS
oOsi3aTeNlbHbIC MO W OTBETCTBEHHOCTh 3a KadecTBO JaHHbIX. [locie »sToro
OMUCHIBAIOTCS CIIECHAPUU MTEPBUYHOTO OOpaIlleHUs], TOBTOPHOTO BU3UTA, TAPAHTUUHOTO
cilyyasi, 0TKa3a OT PEMOHTA, PEKJIaMallii U CEPBUCHOTO HalOMUHaHUs. TOJIbKO mociie
OMHUCAHUS JTUX CIIEHAPUEB BBIOMpAETCS MNporpaMMmHoe permieHue. HccnemoBanus

BeiOOpa CRM-cucrteM mNOKa3bIBaOT, YTO JJISI CEPBUCHBIX NPEANPUATHNA BaXKHBI



yA00CTBO MCTOJB30BaHMS, THOKOCTh HACTPOUKH, CTOUMOCTh U MIPOCTOTA aIaNTaINH
[4].

PesynbratuBHOCTE CRM CyIIECTBEHHO 3aBHCUT OT MHTErpaluu C JPyTHUMHU
nH()OPMAIIMOHHBIMUA KOHTYypamu aBTocepBuca. CBsa3b C TenedoHUEH TMO3BOJISAET
KOHTPOJIMPOBATh MPOITYIIEHHbIE 3BOHKH U CKOPOCTh peakuuu. HTerpanus ¢ oHnanH-
3aMUChI0 CHUXKAET HArpy3Ky Ha aJIMUHUCTPATOPA U YMEHBIIAET OIIMOKU PACTIUCAHUS.
CBs13b CO CKJIQJICKMM YYETOM ITIOMOTAET 3apaHEE MPOBEPSITh HATTUYUE IETATIEH U TOUHEE
MJIaHUpoBaTh peMoHT. MWHTerpamuss ¢ (UHAHCOBBIMM JAaHHBIMU  IO3BOJIAET
AHAJIM3UPOBATH CPEITHUIN YEK, MAPKUHAIIBHOCTD YCIIYT, JIOJII0 HOBTOPHBIX KIIMEHTOB U
s dexTuBHOCTh peknamMHbIX kaHaioB. B uccnenoBanusix CRM u ERP ormeuaercs,
YTO COBMECTHOE NPUMEHEHHWE CHUCTEM YCHUJIMBAET aBTOMATHU3AIMIO IPOLECCOB U
NOAAEPKKY YIPABICHUECKUX PELIEHUN [7].

DOxoHOMUYECKHUH A(DPEKT BHEIPEHUSI TIPOSBIISLETCS HE TOJBKO B POCTE MPOJAXK,
HO M B CHWKEHHMM CKpBITHIX oTepb. CRM momMoraer Bo3BpalaTh KJIUEHTOB 3a CYET
HAalIOMUHAHUN O pErjJaMeHTHOM OOCIYy’>KMBAaHHM, CE30HHBIX paboTax M paHee
pEeKOMEHA0BaHHbIX onepanusax. Crucrema yMEHbBIIAET IMOTEPU BXOJSIIETO CHpoca
yepe3 KOHTPOJIb 3asiBOK C cailTa, MecceHKepoB U TenedoHHbIX oOpamieHuit. Kpome
toro, CRM moBbIIIaeT MNpPO3pavHOCTh COTJIACOBAHHS JIOMOJHHUTEIBHBIX pPaloT,
MOCKOJIBKY NMPUYNHA, CTOUMOCTh M CPOK (PUKCHUPYIOTCS B UCTOPUU B3aMMOJICHCTBHUSI.
HccnenoBanust B cdepe aBTOCEPBUCOB yKas3biBatoT, uTo IudpoBas CRM moxer
MOBBIIIAThH YAEPKaHUE KIMEHTOB U JJOXO]l Ha KIIMEHTA, OHAKO PE3YJIbTaT 3aBUCUT OT
3pEJIOCTH MPOIIECCOB B (PAKTUYECKOTO UCIIOIb30BAHUS CUCTEMBI TIepcoHaIoM [1].

OTtaenpHOE 3HAYCHUE UMEET KaueCcTBO NaHHbIX. OmmbOka B HOMepe aBTOMOOWIIS,
VIN, mnpobere, tenedoHe WIM HCTOPHUM PEMOHTAa CHOCOOHA TIPHUBECTH K
HEMPAaBWIbHOMY TMPEIJIOXKEHUIO YCIAYTM U KOHQIUKTY C KiueHToM. [losTomy
BHeApeHne CRM [0IDKHO CONPOBOXKIATHCS MPABUIAMH IPOBEPKU KOHTAKTHOU
uHpopManvy, E€IUHBIMA CIPABOYHUKAMHU YCIYT, 3alpeToM Ha JIyOJupOoBaHUE
KapTOYEK U PEryJsipHOM ouucTKOM Oa3wl. B ycnoBusix mudpoBusaiuu KIUEHTCKHUE

JTAHHBIEC CTAHOBSTCS PECYPCOM HE TOJILKO MAPKETHUHTA, HO U CEPBUCHOM 0€30MTaCHOCTH,



MOCKOJIBKY ~HCTOPHSI aBTOMOOWIIS TO3BOJISIET KOHTPOJIMPOBATh TapaHTHITHBIC
00s3aTENBCTBA U MPEYIPEKIATH BIaACIblla O KPUTHYHBIX padoTax.

JIyist oTleHKH pe3yJIbTaTOB BHEAPEHHS I€JECO00Pa3HO UCIOJIb30BaTh CHCTEMY
MoKa3aTeNel, OTPaXaIIINX KIMEHTCKYIO, OINEPAlMOHHYI0 U 3KOHOMHYECKYIO
CTOPOHBI JeATeIbHOCTH. K TakuM MoKazaTensiM OTHOCSTCA JOJs TMOBTOPHBIX
KIIMEHTOB, CpPEIHEE BpEeMs OTBETa, KOHBEPCHUS 3amuch B (HAKTHYCCKUN BU3HT,
KOJIMYECTBO MPOMYIIEHHBIX 3asBOK, CPEAHUNA YEK, [0S  COIVIaCOBAHHBIX
pEKOMEHAaIMi, KOJIMYECTBO peKIaMalluii, CPOK 3aKpBITUS MPETEH3UM, HHICKC
YIOBJIETBOPEHHOCTH U 3arpy3ka CEpBHUCHBIX MOCTOB. JlaHHBIE MOKa3aTeau JOJIKHBI
CpPaBHUBATLCS JI0 W TIOCJI€ BHEAPEHUsS, MOCKOJbKY 0€3 HMCXOJHOW 0a3bl OlleHKa
saddexra cranoBuTcsi cyobekTuBHOU. [loaxoasl k uccienoBanuto CRM B Manom u
cpeaHeM Ou3Hece MOATBEPXKIAIOT CBsI3b Mexay opranuzaiueii CRM, kadectBoM
cepBuca U Ou3Hec-pe3yabTaramu [2].

[IpakTueckn oOmpaBOAaHHOW SBIIIETCS MO3TamHas MoOJAENb BHeApeHus. Ha
IIEPBOM JTall€ AaBTOMATHU3UPYIOTCSA 3alHCh, KAPTOYKU KIHWEHTOB U HCTOPHUS
aBTomMoOusel. Ha BTOpom sTame MmoJKIoyYaloTcs KOMMYHHMKAIIMW, HAIOMUHAHUS U
KOHTPOJIb 00paTHO# cBsi3zu. Ha TpeTbeM sTame BHEAPSIETCS aHAJUTUKA MMOBTOPHBIX
BU3HUTOB, peKjamMaiuii 1 3pPeKTUBHOCTA PEKIaMHBIX KaHajioB. Ha yerBepToM 3rtame
CRM wuHTErpupyeTrcss CcO CKIAICKUM y4deToM, (HHAHCOBOM CHCTEMOM U
VIIPABJICHYECKOM OTYETHOCThIO. TakoW mMOAXOJ CHHUXKAET PHUCKH, I[O3BOJISET
COTPYAHHUKAM aIalTUPOBATHCA U J1a€T PYKOBOJICTBY BO3MOKHOCTh OIICHUBATH P eKT
Ha Ka)XJIOM 3Tarle.

[1aBHBIM  OrpaHWYEHUEM  BHEJAPEHUS  SIBISIETCS  OpPraHU3alMOHHOE
conporuBieHue. CoTpyaHuku MoOryt BocnpuHuMarh CRM kak JOMONMHUTEIBHBIN
KOHTPOJIb, €CJIM HE BUJST MOJB3bI sl CBOoe paboThl. [loaTOMYy MpOEKT MOJKEeH
COMPOBOXKIATHCS O0ydeHUEM, OOBSCHEHHEM PErJaMEHTOB M JIEMOHCTpaluein
MPEUMYIIECTB JIJIsl KK a0u ponn. [[s agMuHUCTpaTopa IpeuMyIieCTBOM CTAHOBUTCS
aBTOMaTu4eckas (pukcaius oopalleHuii, 1Ji1 MacTepa-npueMIIKa - ObICTPbIN TOCTYM
K UCTOPUU aBTOMOOWJISI, JJIsl PyKOBOJUTENS - TTpo3pavyHasl aHaJIUTHKa, sl KIUEeHTa -

CBOEBpeMeHHasi HH(popMauus o peMoHTe. [lepconanuzanusi cepBHuca JOJIKHA



CTPOUTHCS HE HA MACCOBBIX CKUJIKAX, & HAa IAHHBIX O COCTOSIHUU aBTOMOOMJIS, TIpodere,
uctopun paboOT M MPEeANouTeHUsAX KiueHTa. [{udpoBbie TOUKM KOHTAKTa MEHSIOT
OKUJIAaHUA TIOTPEOUTENIe, T0ITOMY AaBTOCEPBUCY HEOOXOIMMO  YIPaBISATh

KOMMYHHKAIIMSIMU COTJIACOBAHHO U IpejcKa3zyemo [3].

3akioueHue

Bueapenune CRM B aBTOCEpBUCE SBIACTCS HHCTPYMEHTOM U3MEHEHUSI MOACIN
yIpaBiIeHUs KIMEHTCKUMHU OTHOIICHUSIMU, a HE TOJIBKO TEXHUYECKON aBTOMaTH3aIuen
KOHTaKkTOB. MccnenoBanue nokasano, 4To HauOoabui 3(pPeKT JocTuraercs Toria,
korga CRM oObenuHsieT UCTOPUI0 aBTOMOOWJIS, KOMMYHMKAILIMM, 3aKa3-Hapsibl,
00OpaTHYIO CBA3b, IPETEH3UU U YIPABICHUYECKYIO aHAIUTUKY. B 3TOM ciydae cuctema
CIIOCOOCTBYET POCTY MOBTOPHBIX OOpaIeHU, TOBBIIIIEHUIO TTPO3PAYHOCTHU CEPBUCA U
CHUIKEHUIO TTOTEPh BXOJISIIETO CIIpoca.

VYcnoBueM  yCHENMIHOTO BHEIPEHMs SIBISETCA  corjiacoBaHue I1UGPOBOM
TEXHOJIOTUM C perjlaMeHTaMHu padoThl NepcoHanga. ABTOCEPBUCHOMY MPEINPHUSATUIO
clielyeT HayMHATh MPOEKT C aHajiu3a IMpPOIECCOB, OIPEACICHHUS KIUEHTCKUX
CIIEHapHeB, MMPAaBUJI BEACHUS JAHHBIX U MOoKazaTeneit apdexruBroctu. [Iporpammublii
MPOJYKT JOJKEH TOJJIEPKUBATh IIEJIEBYIO MOJIEIb OOCITY>KUBAHUS, & HE 3aMEHSThH
OpraHU3alMOHHYIO MOJITOTOBKY.

[Tpaktuueckuii pesynsTaT BHenpeHuss CRM BwipaxaeTcs B (GopMUPOBAHHUH
BOCIIPOM3BOJIMMOTO CTaHmapTa oOchyxkuBaHus. [l KIMEHTa STO O3HAYaeT
MPEICKa3yeMOCTh, MHGOPMUPOBAHHOCTh M TEPCOHAIM3UPOBAHHBIE MPEIIIOKCHHUS.
Jns pykoBOAMWTENSl aBTOCEpPBHCA 3TO O3HAYAET BO3MOXKHOCTb M3MEPSATh KadyeCTBO
paboThl, onleHnBaTh A(H(HEKTUBHOCTH KAaHAJIOB MPUBJICUYCHUS, YMPABIATH 3arpy3KOu
MOCTOB M MPUHUMATh PEIICHUSI HA OCHOBE JIaHHBIX. [lepCIeKTUBHBIM HalpaBiIECHUEM
JaTbHEUIINX UCCIEOBAHUM SABIISIETCSA pa3pad0OTKa OTPaciIeBO CUCTEMbI TTOKa3aTenei

CRM-3penocTu aBTOCEPBUCOB.
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Abstract

The article examines the problem of CRM system implementation in a car
service enterprise. The study analyzes the role of CRM in managing customer data,
booking, communications, complaints and repeat requests. The results substantiate a
step-by-step implementation model aimed at increasing customer loyalty, service
transparency, business process controllability and operational efficiency of a car
service enterprise.
Key words: CRM, car service, customer experience, business processes, digitalization,

loyalty, service quality.

Introduction

The market for vehicle maintenance and repair services is characterized by high
competition, increasing customer requirements for service transparency and the
growing role of digital communication channels. For a car service enterprise, customer
relationships are repetitive: a vehicle owner applies for diagnostics, scheduled
maintenance, repair, seasonal work, spare parts selection and operating advice.
Therefore, the loss of information about previous requests, service advisor
recommendations or customer complaints reduces the probability of a repeat visit and
worsens the quality of managerial decisions.

In this study, a CRM system is considered not as an electronic address book but
as an organizational and technological tool for managing the customer lifecycle of a
car service enterprise. Modern research shows that CRM effectiveness is determined

by the alignment of the digital platform with business processes, employee
7



competencies and the system of indicators [1; 2]. For a car service enterprise, this
means the need to combine booking, vehicle history, work orders, communications,
complaints and analytics in a unified information environment.

The purpose of the study is to substantiate the directions of CRM implementation
in a car service enterprise as a factor of customer loyalty and operational efficiency.
The object of the study is the customer relationship management process in a car
service enterprise. The subject of the study is the organizational and digital conditions
for CRM implementation. The methodological basis includes the analysis of scientific
publications, the systematization of service process automation practices and logical

modeling of implementation stages.

Main part

The specificity of a car service enterprise lies in combining service, trade and
production logic. The customer evaluates response speed, diagnostic clarity,
transparency of repair approval and compliance with deadlines, while the economic
result depends on workshop bay utilization, spare parts availability, staff qualification
and accurate cost calculation. CRM connects these elements through a unified
customer and vehicle card that records contact data, mileage, request history,
completed works, recommendations, complaints and the preferred communication
channel. Such a database transfers customer interaction from manual mode to a
manageable process.

CRM implementation should begin with an analysis of the actual customer
journey. At the booking stage, the system should record the request source, visit reason,
desired time and responsible employee. During vehicle reception, CRM provides
access to repair history and earlier recommendations. During work execution, the
system is used to approve additional operations and notify the customer about repair
status. After vehicle handover, CRM supports feedback collection, complaint handling
and repeat service invitations. This approach corresponds to the development of CRM
toward customer experience management, where consistency of all contact points is

important [6].



The scientific novelty of the study lies in interpreting CRM for a car service
enterprise as an integrated management model that includes customer data, service
operations, communications and quality analytics. In small business practice, CRM is
often limited to sales functions; however, in car service, repeat demand depends on
trust in the service advisor, diagnostic transparency and timely preventive offers.
GOST R ISO 10002-2020 emphasizes the importance of systematic complaints
management, including receipt, tracking, assessment and improvement of the
complaint handling process [5]. In CRM, these requirements can be implemented
through complaint registration, assignment of responsible persons, response deadline
control and analysis of recurring problem causes.

The organizational implementation circuit includes several consecutive actions.
First, the customer base, communication channels, booking rules and reasons for
customer loss are audited. Then a unified structure of the customer and vehicle card is
created, mandatory fields and responsibility for data quality are established. After that,
scenarios of the first request, repeat visit, warranty case, repair refusal, complaint and
service reminder are described. Only after these scenarios have been described is a
software solution selected. Studies on CRM system selection show that usability,
configuration flexibility, cost and ease of adaptation are important for service
enterprises [4].

CRM effectiveness largely depends on integration with other information
circuits of the car service enterprise. Connection with telephony makes it possible to
control missed calls and response speed. Integration with online booking reduces the
administrator's workload and scheduling errors. Connection with warehouse
accounting helps to check spare parts availability in advance and plan repairs more
accurately. Integration with financial data allows management to analyze average order
value, service margins, the share of repeat customers and the effectiveness of
advertising channels. Research on CRM and ERP notes that the joint use of systems
strengthens process automation and management decision support [7].

The economic effect of implementation appears not only in sales growth but also

in the reduction of hidden losses. CRM helps return customers through reminders about



scheduled maintenance, seasonal work and previously recommended operations. The
system reduces incoming demand losses through the control of website applications,
messenger requests and phone calls. In addition, CRM increases the transparency of
additional work approval because the reason, cost and deadline are recorded in the
interaction history. Studies of car services indicate that digital CRM can increase
customer retention and revenue per customer; however, the result depends on process
maturity and actual system use by staff [1].

Data quality is of special importance. An error in the vehicle number, VIN,
mileage, phone number or repair history may lead to an incorrect service offer and a
conflict with the customer. Therefore, CRM implementation should be accompanied
by rules for checking contact information, unified service directories, prohibition of
duplicate cards and regular database cleaning. In the context of digitalization, customer
data becomes a resource not only for marketing but also for service safety, because
vehicle history makes it possible to control warranty obligations and warn the owner
about critical work.

To evaluate implementation results, it is advisable to use a system of indicators
reflecting customer, operational and economic aspects. These indicators include the
share of repeat customers, average response time, conversion from booking to actual
visit, number of missed requests, average order value, share of approved
recommendations, number of complaints, complaint closure time, satisfaction index
and workshop bay utilization. These indicators should be compared before and after
implementation, since without a baseline the assessment becomes subjective. CRM
studies in small and medium-sized businesses confirm the relationship between CRM
organization, service quality and business results [2].

A step-by-step implementation model is practically justified. At the first stage,
booking, customer cards and vehicle history are automated. At the second stage,
communications, reminders and feedback control are connected. At the third stage,
analytics of repeat visits, complaints and advertising channel effectiveness is
introduced. At the fourth stage, CRM is integrated with warehouse accounting, the

financial system and management reporting. This approach reduces risks, allows
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employees to adapt and gives management the opportunity to assess the effect at each
stage.

The main limitation of implementation is organizational resistance. Employees
may perceive CRM as additional control if they do not see its usefulness for their work.
Therefore, the project should be accompanied by training, explanation of regulations
and demonstration of benefits for each role. For the administrator, the advantage is
automatic request recording; for the service advisor, it is quick access to vehicle
history; for the manager, it is transparent analytics; for the customer, it is timely repair
information. Service personalization should be based not on mass discounts but on data
about vehicle condition, mileage, work history and customer preferences. Digital
touchpoints change consumer expectations, so a car service enterprise needs to manage

communications consistently and predictably [3].

Conclusion

CRM implementation in a car service enterprise is an instrument for changing
the customer relationship management model, not only technical contact automation.
The study showed that the greatest effect is achieved when CRM combines vehicle
history, communications, work orders, feedback, complaints and management
analytics. In this case, the system contributes to the growth of repeat requests, greater
service transparency and lower incoming demand losses.

A condition for successful implementation is the alignment of digital technology
with personnel work regulations. A car service enterprise should start the project with
process analysis, definition of customer scenarios, data management rules and
performance indicators. The software product should support the target service model
rather than replace organizational preparation.

The practical result of CRM implementation is the formation of a reproducible
service standard. For the customer, this means predictability, awareness and
personalized offers. For the car service manager, this means the ability to measure work
quality, assess acquisition channels, manage workshop bay utilization and make data-
based decisions. A promising direction for further research is the development of an

industry system of CRM maturity indicators for car service enterprises.
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