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[U®DPOBAS 3AIIUCH U OHJAHNH-KOMMYHUKAIIUU KAK ®AKTOP
HOBBIINEHUSA DOPPEKTUBHOCTHU ABTOCEPBUCA

AHHOTAIIUA

B craTtbke paccMarpuBaercs npobiema nosbiiieHus 3p(HEKTUBHOCTH aBTOCEPBUCA B
YCIOBUSX pOcTa HUQPPOBBIX OXUAAHUN KiIueHTOB. [IpoBeneH aHanu3 poju OHJIAWH-
3aMKCH, AJIEKTPOHHBIX YBEAOMIICHUN, ITU(POBON UCTOpUU OOpaIeHU U 3alUIIEHHOTO
oOMeHa JaHHBIMU. Pe3ynbTaThl MCClIeIOBAaHUSI MTOKA3bIBAIOT, YTO MHTETpAllUsl OHJIAWH-
KOMMYHHUKAIIMH C ONEPAallMOHHBIMU ITPOLIECCAMM COKpPAIA€T OpraHU3allMOHHbIE TIOTEPH,
NOBBIIIAECT NPO3PAYHOCTh CEPBHUCA M YKPEIUIAET KIHWEHTCKYIO JIOSUIBHOCTh B
KOHKYPEHTHOM cpesie pplHKa TEXHUYECKOTO OOCTYKUBAHUSI.

KntoueBbie cioBa: aBTocepBHUC, IM(pPOBas 3alucCh, OHJIANH-KOMMYHHUKAIUH,
KJIMEHTCKUH OIBIT, onepaionHas 3¢ (HeKTUBHOCTD, IEPCOHATbHbBIE TaHHBIE.
Beenenue

CoBpeMeHHBI  aBTOCEpBUC  (QYHKIIMOHUPYET B  YCIOBUSAX  YCTOHYHMBOIO
YCIIOXKHEHUSI KIMEHTCKOrO IIOBEJICHUS, TEXHOJOTMYECKOIO COCTaBa aBTOMOOWIIEH U
KOHKYPEHTHOM CTPYKTYpbl pBIHKAa TEXHUYECKOro oOcmyxuBaHus. Jlisg kiaueHTa
oOpallieHle B CEPBUCHYIO OpPraHU3alUI0 MEPECTAET ObITh UCKIIOUUTEILHO TEXHUYECKON
MPOLEAYPOH, CBSI3aHHOW C YCTPAHEHUEM HEUCIPABHOCTH WJIM POBEICHUEM

PETIIAMCHTHBIX pa60T. OHO CTaHOBUTCS YaCThIO O6H_I€FO KIIMCHTCKOI'O OIIbITa, B KOTOPOM



3HAYUMBI CKOPOCTH 3aIKCH, TPO3PaYHOCTh KOMMYHHKAIIUN, IOHATHOCTh cTaTyca pabor,
COXPAaHHOCTh NEPCOHAIBHBIX JAaHHBIX W MPEIACKA3yEMOCTh MTOrOBOM CTOMMOCTH.
[ToatoMy 1mdpoBas 3amuch W OHJIAWH-KOMMYHHUKAIIMM PACCMATPUBAIOTCA HE Kak
BCIIOMOTaTEIbHbIE A3JEMEHTHl MPOJIBIXKEHUS, 4 KaK yIPaBICHYECKHUE HHCTPYMEHTHI,
BIUSIONIAE Ha 3arpy3Ky IIOCTOB, paclpeaeliecHne padodero BpPEMEHH MaCTEpPOB-
MPUEMILUKOB, TOBTOPHBIE OOPAIlICHUSI U YPOBEHb JOBEPUS K CEPBUCHON OpraHU3allUH.

AKTyaJlbHOCTh TEMbI OIpeaensercs TeM, 4To IHudpoBuzanus cdepsl yCiIyr
dbopmupyeT HOBbIE TPEOOBAHMSI K KaueCTBY B3aUMOJECHUCTBUSI MEXK]y OpraHu3aluen u
notpedburenemM. Poccuiickue CTaTUCTUUECKHE MaTepuaibl Mo HU(PPOBOM SKOHOMHKE
(GUKCUPYIOT paclIupeHre MPUMEHEHUST TU(PPOBBIX TEXHOJIOTUN OpPraHU3alUsIMU U POCT
3HAYMMOCTU HHQGPACTPYKTYpPhl, JAHHBIX W KaJIPOBBIX KOMIETEHUIMH IS pPa3BUTHUA
ouzneca [1]. MexayHapoaHble UCCAeAOBaHUA 1U(PPOBOM HIKOHOMHUKH  TaKkKe
MOJYEPKUBAIOT, UYTO TEXHOJOTMYECKHE M3MEHEHHUsS  OJHOBPEMEHHO  CO3/al0T
BO3MOXHOCTH JUIsl TOBBIMICHHUS A()PEKTUBHOCTH U PHUCKH, CBA3aHHBIE C JIOBEPHUEM,
0e30MacHOCThIO U yIpaBieHHeM AaHHbIMU [2]. [l aBTOCEpBHCA TaHHOE TPOTUBOPEUHE
MPOSBIISIETCS OCOOCHHO 3aMETHO: IM(POBBIE KaHAJIBI MO3BOJISAIOT ObICTpEEe MPUHUMATD
3as1BKH U TIOJIJIEPKUBATH CBS3h C KIIMEHTOM, OJIHAKO IPH CI1a00ii OpraHu3aiy IpoIeccoB
OHU MOTYT MTOPOJUTH HH(DOPMAITMOHHYIO HECOTJIACOBAHHOCTD, TyOIMPOBAaHUE 3aITUCEN U
POCT 4YHCIIa OPETEH3UM.

[IpoGnema wuccienoBaHus COCTOMT B HEIOCTATOYHOM WHTErpalnuud HU(PPOBBIX
KOMMYHUKALMM C ONEPAlMOHHOM MOJEIbI0 aBTOCEpBHCA. BO MHOrMX oOpraHu3auusx
OHJIaH-3aMICh BHENIPSAETCS KaK OTeNbHas (hoopMa Ha CaliTe WM B COIIMAIILHBIX CETIX, HE
CBSI3aHHAsl C pealbHOW 3arpy3KOd PEMOHTHOM 30HBI, CKJIAJCKHMH OCTaTKaMH,
KBa(PUKAIMEH CTICIUANMCTOB U UCTOPUEH 00CITy )KuBaHus aBToMoOus. B pesynbrare
nupoBOM KaHal CO3/Aa€T BUJIUMOCTH yA00CTBA, HO HE OOECNEYUBAET YMPABISIEMOIO
nporiecca. KnueHT mosyyaer MmoAaTBEpKJIECHUE 3alUCH, OJJHAKO 3aT€M CTAJIKUBAETCS C
MEPEHOCOM BPEMEHH, OKUJIAHUEM COTJIaCOBaHUS PabdOT, OTCYTCTBUEM YBEJOMJICHUHN O

X0JI€ PEMOHTA WX HEOOXOAUMOCTBIO IIOBTOPHO COOOIATh CBEIEHNUS, KOTOPBIE YXKE ObLIH



nepeanbl CepBUCY. Takoe TMOJIOKEHUE CHIDKAET JoBepHue K IU(GPOBBIM CEpPBUCAM H
MPETNSATCTBYET MPEBPAIEHUIO OHJIAH-KOMMYHHKAIUN B (pakTop 3 (HEeKTUBHOCTH.

[lens wmcciemoBaHUs 3aKIIOYAETCS B OMPEACICHUU POJM IU(POBOM 3amucu U
OHJIAMH-KOMMYHHKAIMA B TOBBIMICHUM  OPraHU3allMOHHOW W KIHMEHTCKOM
sbdexTuBHOCTH aBTOocepBrca. OOBEKTOM HCCIEAOBAHUS BBICTYMAIOT IPOIECCHI
B3aMMOJICUCTBUS ~ aBTOCEPBHCHOW  OpraHM3alMil ¢ KIHCHTAMH Ha  CTagusIX
peABapUTEILHOIO O0OpallleHus, mpremMa aBTOMOOWIISI, COTJIacoBaHusl paboOT, KOHTPOJIS
WCIIOJTHEHUSI U TOCTCEPBUCHOTO COMPOBOXKACHUA. [IpeameTomM ucciaenoBaHus SBIISIIOTCS
YIPABJICHUYECKHUE YCIOBHS, TPU KOTOPHIX ITU(PPOBBIE KOMMYHHKAITUW CTAHOBSITCS YaCThIO
€JMHOTO CEPBUCHOTO mponiecca. HayuHnas HOBHM3HA CTaThU BbIpa)kaeTcs B 00OCHOBAHUU
MPOIIECCHOTO TMojaxoAa K IudpoBoM 3amucu B  aBTOCEPBUCE: OHJIAMH-KaHaJ
paccMaTpuBaeTCs HE KaK CaMOCTOSTENbHBIM HMHCTPYMEHT TPOJaX, a KaK JJIEMEHT
CUCTEMBI TUIAHMPOBAHUS PECYPCOB, YIPABICHUS OXUIAHUSIMHU KIMEHTA U KOHTPOJI
KauecTBa 00CITyKUBaHUS.

MeTo100THYECKYI0O OCHOBY HCCIIEIOBAaHUS COCTAaBJISIOT aHalW3 HAy4yHO-
MPAKTUYECKUX MyONUKAIMii M OTPACieBBIX OTYETOB, CpPaBHUTEIHLHOE O0000IIEHUE
MOJIXO/J0B K NU(POBU3AIMKI KIMEHTCKOTO MyTH, a TAKXKe MPOIIECCHAs] MHTEPIpeTaIis
NeSATEeIbHOCTH aBTOocepBHca. Vcmonp30BaHHWE JaHHBIX O MHUGPOBOKM SKOHOMUKE,
KJIIMEHTCKOM ONBITE€ B AaBTOMOOMJIBHOM OTpaciu, 3allUTe JaHHbIX U YIPABICHUH
MPETEH3USAMH TO3BOJIIET PACCMOTPETh MPOOJIEMy HE TOJBKO C MapKETHHTOBOW, HO U C
OpraHU3aIlMOHHO-YIPABICHYCCKON MO3UIMKA. Takod MOoJaX0d HEOOXOIUM, IMOCKOIbKY
3 PEeKTHBHOCTH U(PPOBOM 3aMUCH ONPEASIASTCS HE YUCIOM AJICKTPOHHBIX 3asSBOK CaMO
mo cebe, a CIOCOOHOCTBHIO CEpBUCA NPEOOPA3OBBIBATH ATH 3aSBKU B CTAOWIIBHBIH,
KOHTPOJUPYEMBIN U IKOHOMHYECKH Pe3yJIbTaTUBHBIN MOTOK padoT.

OcHoBHas1 4acTh

[MudpoBas 3anmuch B aBTOCEPBUC NPEACTABISAECT COOON OpPraHW30BaHHYIO
nporeAypy AUCTAHIIMOHHOTO BhIOOpa BpEMEHH, BUJIa padOT U KaHajia 0OpaTHOU CBS3H,

IIPU KOTOPOU CBEJIEHUS O KJIMEHTE, aBTOMOOMIIE U MPEAO0JIaraeMoil yciyre nocTynaroT B



WH(OPMAITMOHHYIO CUCTEMY 10 (U3NUIECKOTro BU3UTa. B oTiinume ot TenepoHHOM 3amucH,
OHJIaliH-KaHall (PUKCUpPYET JaHHBIE B (JOPMATM30BAHHOM BHUJIE U MOXKET OBITh CBS3aH C
KaJIeHJapeM 3aHSITOCTH, 02301 KIIMEHTOB, NCTOPUEH PEMOHTOB M CKIIAJICKUM KOHTYPOM.
[Tpy TakOoM TOIXO0/€ 3aMUCh CTAHOBUTCS MCTOYHUKOM YIIPaBICHYECKON WH(OpMaIuu.
OHa MOKa3bIBAaET CE30HHOCTH CIPOCA, MOIMYJISIPHOCTH OIMPEACIICHHBIX YCIYT, YacTOTYy
OTMEH M TEePEHOCOB, OJIIO TICPBUYHBIX OOpAIICHHH, a TaK)Ke Harpy3Ky Ha MacTE€pOB H
peMoHTHBIe TIOCTBI. CrefoBaTenbHO, IMGpPOBas 3alHCh BBIMOTHIET HE TOJBKO
KOMMYHUKAIIMOHHYO0, HO M aHAIMTUYECKYIO (DYHKITHIO.

[TonoxurenbHoe BiausiHUE HUGPOBOM 3amucu Ha 3()PEKTUBHOCTH ABTOCEPBHUCA
MIPOSIBIISICTCS TIPEKJIE BCETO B CHMIKEHUW OPraHU3alMOHHBIX MOTEPh. B TpaaummoHHOMN
MOJIENIA 3HAYWTEJIbHAs YacTh BpPEMEHHM MacTepa-TpUeMIINKa pacXoayercs Ha
MOBTOPSIIOIINECS ONEPAlUU: YTOYHEHHE MapKd aBTOMOOWIIS, COTJIaCOBaHUE YIO0OHOTO
BpEMEHH, OOBSCHEHHE MOpPsAKa MpUeMa, HAIOMUHAHUE O BU3HUTE M MEPBUYHBIN cOOp
*Kanob kinueHta. OunaiH-popMa, 4aT-00T WM MOOWJIBHBIA MHTEpQEHC MOTyT 3apaHee
coOpaTh STU JaHHBIE, a COTPYAHHUK TIOJYy4YaeT BO3MOXKHOCTh COCPEIOTOUMTHCA Ha
JIMArHOCTHKE TMOTPEOHOCTH M KOHCynbTammu. OpHaKo aBTOMAaTHU3aIus HE JOJDKHA
NOJMEHATh mNpodeccuoHanbHoe ob0mieHne. g CIOXHBIX CIy4aeB, CBS3aHHBIX C
HESCHBIMH ~ CHUMIITOMaMHU  HEUCIPABHOCTH, AaBApPUMHBIMU TOBPEKIACHUSIMHU  WIH
rapaHTUMHBIMA BONIpOCcaMu, IM(GPOBOM KaHAN JOJDKEH oOecreunBaTh Iepenady
oOparieHuss KBanuUIMPOBAaHHOMY crienuanucty. [loaTomy Hambonee yCTOWYMBOMA
SBIIAETCS] THOpUIHAS MOJENb, B KOTOPOW MPOCTHIC OINEpaIlluu CTaHIAPTH3UPYIOTCS, a
HKCIIEPTHOE B3aUMOJICHCTBUE COXPAHSIETCS.

OHTaitH-KOMMYHHKAITUU B @aBTOCEPBUCE BKITIOYAIOT HE TOJIHKO MIEPBUYHYIO 3aITHChH,
HO ¥ TIOATBEPXKJICHHWE BH3WTA, HANMOMHHAHWE, YBEIOMJICHHE O Hadaie pabor,
COTJIaCOBaHHWE JOTOJHUTENBHBIX Omeparyii, WHHOPMHPOBAHWE O TOTOBHOCTH
aBTOMOOMJISI U cOOp 0OpaTHOM CcBsA3uU. VX 3HaueHre BO3pACTaET B CBSI3U C TEM, YTO KIIUCHT
gacTo He HAOMI0JaeT caM IMPOIeCC PEMOHTA M OLIEHWBAET KayeCTBO OOCITYKUBAaHHUSA IO

KOCBEHHBIM TIPU3HAKaM: CBOEBPEMEHHOCTH COOOIIEHUN, SICHOCTU OOBSICHEHHUIA,
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MPO3PAYHOCTH CMEThl W BO3MOXXHOCTH OBICTPO TMOJY4YUTh OTBET. MccnemoBaHus
KIIMEHTCKOTO OTbITa B ABTOMOOMIILHOM OTPACIIH MOKA3bIBAIOT, YTO aBTOIIPOU3BOAUTEIH U
TUJIEPCKUE CETH YCTYMAIOT Py MOTPEOUTETHCKUX OTpaciield Mo Ka4eCTBY KIMEHTCKOTO
OIbITa, YTO YCHJIMBAET MOTPEOHOCTH B 00Jiee COrJIACOBAHHOM YIPABICHUHU LU(DPOBBIMU
U Qu3nyecKuMH TOYKaMu KOHTakTa [3]. [[ns He3aBUCHMOTO aBTOCEpPBHICA ATOT BBIBOJ
MMEET MPAKTUYECKOE 3HAYEHUE, MOCKOIbKY MMEHHO Kau€CTBO KOMMYHHUKAIIUA MOXKET
KOMITEHCHPOBATh OIPaHUYEHHOCTh PEKJIAMHOTI0 OFOJI’KETA U YKPETIUTh TOBTOPHBIM CIIPOC.

[MudpoBoil KIMEHTCKHI MyTh B aBTOMOOWIBHOW cdepe pa3BUBaeTcCsi B
HaIpaBJICHUU COBMEUIEHUS OHJIAalH- U oQuiaiiH-3TanoB. VccienoBanue OHIalH-IPOJAK
aBTOMOOWUJIEN TOKAa3bIBAET, YTO MPOU3BOJUTENIN OLIEHUBAIOT HU(POBBIE MIAT(HOPMBI O
CIIOCOOHOCTH COMPOBOXKAATh KIIMEHTA B PAa3HBIX TOYKAX IMYTHU U 00€CTIeYnBATh MOHATHBIN
nepexoa  Mexay HMHGOOPMAIlMOHHBIM  TOWUCKOM, BBIOOpPOM, KOHCYJIbTallued W
MOCJIEYIOIUM 00CTy)XKuBaHueM [4]. ABTOCEPBUC MOXET HCIOJIb30BaTh aHATOTHYHYIO
JIOTUKY, aJanTupys ee K 3ajJayaM PEMOHTa M TEXHHYECKOro oOciykuBanus. KiaueHT
JOJDKEH HMMETh BO3MOXHOCTh 3allHUCAaThCs B yAOOHOE BpEeMs, MPUIOKUTH OMUCAHUE
POOJIEMBI, TOTYYUTh MIPEABAPUTEIHLHOE MTOATBEPK/ICHNUE, BUACTH CTATYC 3asIBKU U MOCJIE
BU3HTA TMOJTy4YaTh PEKOMEHIAIMH 0 JajbHeel skcruryatanuu. [Ipu stom nudpoBoit
KaHall JIOJDKeH OBITh HE HM30JIMPOBAHHOW BUTPUHOM, a MPOJOKEHHUEM BHYTpPEHHEH
JIOTUKU CEpBHUCA.

Ha ypoBHe omepannoHHOTO yrpaBieHUs IudpoBasi 3aluch IMO3BOJSET TOUYHEE
pacmpesienarh IMOTOK KIMEHTOB 10 BHAaM pabor. PermameHTHOE TEXHHUYECKOE
oOCIyKMBaHUE, MMMHOMOHTAX, TMATHOCTUKA JIEKTPOHHBIX CUCTEM, KY30BHOH PEMOHT H
CPOYHOE yCTpAaHEHHUE HEUCHPABHOCTEH TNPEABSABISAIOT pasHble TpeOOBaHUS K
JUIUTETIHHOCTU TI0CTa, 00OPYIOBAHHIO, 3aIIACHBIM YaCTSAM M KBATH(PHUKAIIUU TEPCOHANA.
Ecnu OHNaWH-3anIMCh HE YUYWTBIBAET JTH Pa3jWyus, OPraHU3allls PUCKYET CO31aTh
neperpy3Ky B OJJHU UHTEpBaJIbl ¥ TpocToi B apyrue. [loatomy nudposas popma gomkHa
collepKaTb HE TOJbKO TMOJ€ BBHIOOpPAa BpPEMEHHU, HO U KIACCU(UKALUIO YCIYTH,

MUHHUMaJIbHBI HA0Op MaHHBIX 00 aBTOMOOWIIE, BO3MOXXHOCTb IPEABAPUTEIHLHOTO



KOMMEHTapHsl U TEXHUYECKOE OTpaHUYCHHE 3allUCH HAa PabOThl, KOTOPhIE HEBO3MOKHO
BBITIOJIHUTh 0€3 JMAarHOCTUKUA. B 3TOM ciydae cucrtemMa CTaHOBUTCS WHCTPYMEHTOM
MpeABapUTEILHON MapUIPYTU3ALMU KJIMEHTA.

Oco0oe 3HavYeHHE WMEET CBS3b IMU(POBOW 3aMHUCH C UCTOPHEH OOCITy>KUBaHUS
aBToMoOuysl. Hammume cBefeHWH O TPOMIIBIX OOpaIIeHHUSX, 3aMEHEHHBIX JIETalfX,
npo0ere, pPEKOMEHIANMIX MEXaHWKa ¥ TPEABIAYIMIAX TPETCH3USAX IO3BOJSET
aBTocepBUCY (popMUpOBaTH OOJIEe TOYHBIE MPEJIOKEHUS U CHUXKATh pUcK omuOokK. [Ipu
MOBTOPHOM BHU3UTE KIMEHTY HE TpeOyeTcss 3aHOBO OOBSACHITH BECh KOHTEKCT
DKCIUTyaTallMi, a MacTep-MPUEMIIUK ToJydyaeT HWH()POPMAIMOHHYI0 OCHOBY A
poeCCUOHANIBHOTO Juajiora. B yClIoBUSX pa3BUTHUS MOJKIIOYEHHBIX aBTOMOOUJIEH U
IM(PPOBBIX JAHHBIX O TPAHCHOPTHBIX CPEACTBAX BOMPOC JOCTyNMa K HUHMOpMaLUU
CTAHOBUTCS BaXHBIM (PAKTOPOM KOHKYPEHIIMM Ha PBIHKE IOCJIEIPOIaKHOTO
oOcnyxxuBaHus [5]. HezaBucumble aBTOCEPBUCHI, HE 00JIaIat0IINE TPSIMBIM JOCTYIIOM K
JAHHBIM MPOU3BOAUTENS, MOTYT YAaCTUYHO KOMIIEHCHPOBAaTh A3TOT PAa3pblB 3a CYET
aKKypaTHOTO BEJEHUSI COOCTBEHHOM IM(PPOBOM UCTOpUU  OOCTYKMBaHUS U
CUCTEMATHUYECKOT0 cOOpa TaHHBIX C COIJIACHS KIIMEHTA.

BHenpenue OHIIaiH-KOMMYHUKAIIMI TOBBIIIAET TPeOOBaHUS K YNPABICHUIO
npeteH3usaMu. Yem Oosbiie IUGPOBBIX TOYEK KOHTAKTAa HUCIOJIb3YET aBTOCEPBUC, TEM
BBIIIIE BEPOSTHOCTh BO3HUKHOBEHHUS HECOOTBETCTBUH MEXAY OOCIIaHHEM W
(baKTHYEeCKUM pe3yJIbTaTOM: CHCTEMa MOXKET MOKa3aTh CBOOOHOE BpeMsi, KOTOPOE YiKe
3aHSTO; YBEIOMJICHHUE MOXKET YHTH 0€3 yueTa u3MEHEHHU cTaryca paboT; KIMEHT MOXKET
HEBEPHO NOHATH MpeaBaputTenbHylo oueHky croumoctu. [OCT P MCO 10002-2020
paccMaTpuBaeT pabOTy ¢ MPETEH3USIMU KaK 4acTh MEHE/PKMEHTa KaueCTBa U yKa3bIBaeT
Ha 3HAYCHUE OPTraHU30BAHHOTO Tpollecca O0OpabOTKM OOpameHWid sl TTOBBIICHUS
YAOBJIETBOPEHHOCTHU noTpeduTeneit [6]. [IpumeHUTeNnbHO K aBTOCEPBUCY 3TO O3HAUYAET
HEOOXOIUMOCTh (DUKCHUPOBATh MPETEH3UM B E€IMHOM CHUCTEME, CBS3BIBATH HX C
KOHKPETHBIM 3aKa3-HapsJ10M, aHAJTU3UPOBATh MPUUUHBI U UCTIOJIH30BATh PE3YJIbTAThI 1JIS

KOPPEKTUPOBKH IIU(POBBIX CLIEHAPHEB.



Bompoc 6e30macHOCTH TaHHBIX SBISIETCS 00513aTEIBHBIM yCIOBUEM IIU(PPOBU3AITUU
aBTocepBuca. OHJaliH-3amMCh OOBIYHO TpeimnoaraeT o0paboTKy WMeHH, TenedoHa,
cBeZieHU 00 aBTOMOOMIIE, HICTOPUU OOparieHuid, poTorpaduii TOBPEKAECHUN U HHOTAA
maaTtexxHoi uHpopMmanuu. Poccuiickoe 3aKOHOJATENbCTBO O IMEPCOHATBHBIX JaHHBIX
3aKpeIIieT HEoOXOMUMOCTh 00paboTku MHGpOpMAUU Ha 3aKOHHOW W CIPaBEIIUBOMN
OCHOBE, a TaK)K€ OTrpaHUYMBACT 00pa0OTKY KOHKPETHBIMH U 3apaHee OMpeaeICHHBIMU
uenamu [7]. CnemoBaTenbHO, aBTOCEPBUC JIOJKEH MOJY4YaTh COTJIACHE KIIMEHTA, HE
coOupaTh M30BITOYHBIC CBEICHUS, OTPAHUYMBATEL JOCTYI COTPYAHUKOB K JTAaHHBIM H
oOecrieuynBaTh yAaJICHUE WM apXUBHPOBaHWE WHQPOPMAIIMA B COOTBETCTBUHU C
BHYTPCHHUMH PETIIAMEHTaMH. DTH MEPBI HE SBJISIOTCS (POPMATBHOCTHIO: YTeUKa JAaHHBIX
criocoOHa HaHEeCTH yuiepd JeI0BOM penmyTalud W CHU3UTh TOTOBHOCTH KJIHMEHTOB
MI0JIB30BATHCS IMTU(DPPOBBIMHU KaHATIAMHU.

KubepycroitunBocTs HUPPOBOI 3aMKcH CBA3aHA HE TOJBKO C 3alIMTON cailta miu
MECCEH/IKEpa, HO U C OpraHu3alueil Bcero KoHtypa oOpaborku mHpopmanmu. NIST
Cybersecurity Framework 2.0 mnpemyiaraer yHHMBEPCAJIbHYIO MOJEIb YIPABICHUS
KHOeppHUCKaMu, MPUMEHUMYIO OpPTraHU3aIUusIMU Pa3HbIX MacTaboB u orpaciei [§]. s
aBTOCEpBHCA MPAKTUYECKOE 3HAYCHHE HUMEIOT 0a30BbI€ YMPABICHYECKUE PEIICHUS:
pasrpaHUYeHHe TpaB JOCTYIA, PE3epPBHOE KOMUPOBAHHWE KIMEHTCKOW Oasbl, 3alluTa
YYETHBIX 3aluceil, OOHOBJIEHHE MPOTPAMMHOTO 00ECIIEUEeHUs, KOHTPOJIb MOAPSIUYUKOB,
KoTopeie oOcmyxuBaroT caiir, CRM wmu cucremy onmaiH-3amucu. Jlaxke Maioe
npeanpusaTtue, He wumeroniee cobcrBeHHoro WT-ormena, MOMKHO — 3aKpenuTh
OTBETCTBEHHOCTH 32 IIU(PPOBYIO O€30MACHOCTh, ITOCKOILKY IMEPEPHIB B pabOTE 3aMUCH WITH
MOTEPS TAHHBIX HETIOCPEICTBEHHO BIUSACT HA BRIPYUKY M KAYECTBO OOCITYKUBAHMSI.

DOxoHoMudeckuid dPpdexT mudpoBoit 3amucu HE CIeAyeT OICHUBATH TOJIBKO TIO
YUCJy 3asBOK, TOJIyYEHHBIX 4epe3 calT. boiiee copaep:kaTelbHBIMH IOKA3aTEIsIMU
BBICTYMAIOT JIOJISI TIOATBEPXKICHHBIX BHU3WTOB, YPOBEHb HESBOK, CPEIHsSA 3arpy3ka
PEMOHTHBIX TIOCTOB, BpeMsi 00pabOTKM  oOpalieHus, JO0Jii COrJaCOBaHHBIX

JOITOJIHUTCIIbHBIX pa60T, IMOBTOPACMOCTb KIIMCHTOB MW KOJIMYCCTBO HpCTCH3Hﬁ,



CBSI3aHHBIX C KOMMyHUKamuei. Eciu mudpoBoil kaHaia MPUBOAUT MHOTO 3asBOK, HO
opraHu3aius He ycreBaeT ux o0padareiBaTh, (hakTudeckas 3pGEeKTUBHOCTh CHUKAETCSI.
HampotuB, ymMepeHHBIN MOTOK KAaYECTBEHHO KJIACCU(PUITMPOBAHHBIX OOPAIICHUI MOKET
JaTh OONBIINI pe3yJbTaT, €CIM OH IMO3BOJISIET PAaBHOMEPHO IUIAHUPOBATh PadoOTYy,
3apaHee TOTOBHUTh 3allaCHbIE YacTH M CHIDKATh OXUJaHue KineHTta. [lostomy
1 poBU3ANNS TOHKHA COMPOBOXKIATHCS M3MEHEHNEM YIIPABICHUECKUX MMOKa3aTeseH, a
HE OIPaHUYMBATHCSI BHEPEHUEM HOBOU (DOPMBI 3amuCH.

JIns ManelX W CpeHUX AaBTOCEPBHCOB HauOoyiee paAIMOHAIBHOM SIBISIETCS
no3TanHas MojJenb BHenpeHus. Ha mnepBom artame uenecooOpa3HO —omucaTh
CYIIECTBYIOIINI MYTh KIIMEHTA U BBISIBUTh TOYKH, T'J1€ BOZHUKAIOT 3aJ€PHKKHU, TOBTOPHBIN
BBOJI JIaHHBIX W HMH(GOPMAIMOHHBIE Pa3pbIBbl. 3aTeM OIpEeAeseTCs] MUHUMAJIbHBIM
M(ppoBON KOHTYp: OHJIAMH-3aMUCh, MOATBEP)KJACHUE BU3HTA, DJEKTPOHHOE XpaHCHHE
UCTOpUU OOpallleHU U yBEJOMIIEHHE O TOTOBHOCTU aBToMOOMIIs. [locne crabunuzanum
ATUX NPOLECCOB BO3MOKHO MOJKIFOYEHNE aHATUTUKHN, aBTOMAaTUYECKUX HAIIOMUHAHUI O
periiaMeHTHOM O0CITyKHMBaHUU, MEPCOHATU3NPOBAHHBIX MPEIJTIOKEHUM U UHTETPALUU C
Y4ETOM 3amacHeIX vacre. Takasg mMmociaenoBaTENbHOCTh CHWXKAET PHUCK TOrO, YTO
opraHu3aius NpuoOpPETET CIOKHYIO CUCTEMY, HO HE CMOXKET BCTPOUTH €€ B €XKETHEBHYIO
pabory.

Opranu3allMOHHbIE OrpPaHUYEHUS BHEAPEHUS CBS3aHbl TMPEXKIE BCETO C
COMPOTHUBJICHUEM TMEpCcOHaTa W HEAOCTAaTOUYHON QopManuzamnueit mpormeccoB. Ecnm
COTPYJHHUKHU MPHUBBIKIN BECTH 3aMKCH B JIMYHBIX OJIOKHOTAaX, MECCEHKEPAaX U YCTHBIX
JIOTOBOPEHHOCTSX, MEPEXO K €AMHOM CUCTEME BOCIIPUHUMAETCS KaK JOTOJIHUTEIbHBIN
KOHTpOJb. {7151 mpeomonenus 3Toro 6apbepa MUPPOBU3ALNS TOJKHA COMPOBOKIAATHCS
oOyyeHHEeM U OOBSICHEHHEM MPAKTUUECKON MOJIb3bl JJI1 COTPYIHHUKOB: YMEHbIIICHUEM
YHCJIa CIOPHBIX CUTYAlU, COKPAIEHUEM IMIOBTOPHBIX 3BOHKOB, IOCTYITHOCTBEO UCTOPHUH
KJIIMEHTa U 0oJiee TOYHBIM IUIAHUPOBaHUEM 3arpy3ku. BaxkkHo, 4TOOBI pPYKOBOJICTBO

aBTOCEpBHCAa HE paccMaTpuBajo MU(GPOBYIO 3alUCh KaK IMPOEKT TOJBKO MJId



aAMUHUCTpATOpa WM Mapkerojora. OHa 3aTparuBaeT MPHUEMKY, CKJIaJl, PEMOHTHYIO
30HY, OyXTanTepHIO U YIPaBICHUE Ka4E€CTBOM.

KnnenTtckas J0sUTbHOCTE B YCIOBUAX U(PPOBOH 3amucu GOpMHUPYETCS HE 3a CUET
camoro ¢akra Hamu4yus cadTa wim 4Yar-00Ta, a 3a CYeT MPeACKa3yeMOCTH
B3auMoieicTBUS. KITMEHT N0/ KeH MOHMMATh, UTO €ro oOpalieHrue IPUHSITO, aBTOMOOUITb
OKHJAI0T B KOHKPETHOE BpeMs, MpeaBapuTelbHas uWHMOpMaIus HE TMOTepsHa,
JOTIOJIHUTENbHBIE pa0OThI HE OY/IyT BHIMOJHEHBI 0€3 COTJIaCOBaHMs, a TOCJIE 3aBEPIICHUS
PEMOHTa OH MOJYYUT PEKOMEHJAIMKW B MOHSATHOM BHUJE. Takass KOMMYyHUKalMOHHas
JTUCHIMIUIMHA CHIKAET HEOIPEEICHHOCTh, KOTOpas 0OBIYHO COMPOBOXKIAET 00OpallleHUe
B cepBuc. B pesynbrarte 1mudponas 3anuch CTAaHOBUTCS MHCTPYMEHTOM joBepus. OHa
MOMOTaeT KJIUCHTY BOCIIPUHUMATh aBTOCEPBHUC Kak OpraHU30BaHHYIO
npoeCCUOHANIBHYIO CUCTEMY, a HE KaK CIy4ailHbIi HaOOp MacTepoB U TeiedOHHBIX
JIOTOBOPEHHOCTEM.

Bmecte ¢ Tem 1udpoBble KOMMYHHUKAIIMM HE YCTPAHSIOT (PYHJIaMEHTaJIbHYIO
3aBUCHMOCTh KauyeCTBAa aBTOCEPBUCA OT TEXHUYECKOW KOMIIETEHTHOCTH IE€pCOHAaa.
Hamportus, onu nenator nedextsl mporecca 6onee 3ameTHbiMH. Eciam amarHoctuka
BBITIOJIHEHA HETOYHO, CPOKU PEryJsIpHO HapylIaloTCsi, a CcMeTa MeHsieTcs 0e3
OOBSICHEHH, aBTOMATUYECKUE YBEAOMIICHUS HE MOBBICAT yAOBIETBOPEHHOCTh KIUEHTA.
[TosTomMy BHeapeHHe HMGPPOBOM 3alMCH JIOHKHO COIMPOBOXKIATHCS CTaHIApTH3AIMCH
NpPUEMKH, KOHTPOJEM KadecTBa paboT, o0O0ydeHHeM MacTePOB-NIPUEMIIUKOB U
MIPO3PAYHON CUCTEMOM COTIJIACOBAHUS JOMOJHUTEIBHBIX ONepanuid. TOJbKO MPU TAKOM
ycioBur upoBas 0007109Ka MOIKPEIIISETCS PeaTbHBIM CEPBUCHBIM COJIEPKaAaHUEM.

Takum o00pa3zoMm, uudpoBas 3anucCh W OHJIANH-KOMMYHHUKAIIMM BBICTYIAIOT
dakTopoMm 3(h(HEKTUBHOCTH aBTOCEpBHCA B TOM CIIydae, €CIIM OHH BCTPOCHBI B
npoiieccHoe ympaBieHue. VX posib 3akiaiouaeTrcsi B MPEIBAPUTEIBHOM cOope
uHpopManuy, MapHIpyTU3alMKd KJIHNEHTA, CHUXKEHHHM TOTePb BPEMEHH, MOBBIIICHUU
MPO3paYHOCTU PEMOHTA, GOPMUPOBAHUHU 0a3bl TAHHBIX U 00ECTIEYEHUU 0OPATHOM CBS3H.

OpHako pe3yapTar 3aBUCUT OT KA4e€CTBA MHTETpPAlMd C BHYTPEHHHMH OIIEPALUSAMU,



coOmIo/IeHns TPeOOBAHMI K MEPCOHAIBHBIM JaHHBIM M TOTOBHOCTH MEpCOHaIa padoTaTh
B €JIMHOV MH(POPMAIIMOHHOU cpee.
3akirouenue

[IpoBeaeHHOE MCCeAOBaHNE TIO3BOJISIET CAENATh BHIBO, YTO LU(pPOBas 3aIHCh B
aBTOCEPBHUCE HE JOJDKHA pacCMAaTPUBATHCA KaK M30JIMPOBAHHBIA KaHaJl MPHUBIICYEHUS
KJIMeHTOB. Ee ynpaBieHuecKoe 3HaU€HHE PACKPBIBAETCS TOJIBKO MPH CBSI3U C KAJIEHIapeEM
3arpy3ku, HUCTOpUend oOCHyKuBaHMS, Kilaccudukanueil padoT, KOMMYHHKAIUSIMU C
KJIMEHTOM M CUCTEMOM KOHTPOJISl KauecTBa. B 3ToM cityyae g poBoii KaHaja CTAHOBUTCS
AJIIEMEHTOM ONEPALMOHHON HHPPACTPYKTYpPbl, KOTOPBIM IOMOTaeT COTrJacOBBIBAThH
OKUJIaHUS KIIMEHTA C PealIbHbIMUA BO3MOXHOCTSIMU CEPBUCHOM OpraHU3alUu.

OCHOBHBIM pe€3yJbTaTOM BHEIpPEHUS LU(POBOW 3amUCH SIBISETCS MOBBILICHUE
IPEICKa3yeMOCTH CEPBUCHOIO Mpoliecca. ABTOCEPBUC MOIYYaET BO3MOKHOCTh 3apaHee
OLICHMBATh XapaKkTep oOpalleH s, PacTpeeNATh HAarpy3Ky, TOTOBUTh PECYPChI U CHUXKATh
YKCJIO OpraHU3alMOHHBIX oOmuOOoK. KimeHT, B CBOI0 oudepenb, MoJydaer OoJiee
IPO3payHblii W yHOpPaBISAEMbIA OMNBIT B3aUMOJACHCTBHUA: TOJATBEP)KICHHE 3aIlUCH,
CBOCBPEMEHHBIC YBEJIOMJICHHSI, TMOHATHOE COIJIACOBAHHE JIOMOJIHUTEIBHBIX DPAOOT H
COXpaHEHUE UCTOpUU OOCTyKuBaHUS. Takoe co4YeTaHWE OPraHU3alUOHHOTO W
KIIMEeHTCKoro 3ddekra nemaer nUPPOBbIE KOMMYHHUKAIMM BAXKHBIM  (DaKTOpOM
KOHKYPEHTOCTIOCOOHOCTH.

[TpakTryeckast 3HAUUMOCTH UCCEAOBAHUS 3aKIIFOYAETCS B TOM, YTO MPEIOKEHHAS
JIOTUKA MOXET OBITh UCIOJIb30BaHA MaJjbIMU W CPEJHUMHU aBTOCEpBHUCaMU 0e€3
HEOOXOJMMOCTH HEMEIUICHHOTO BHEIPEHHs CIOXHBIX Iiargopm. IlpuopurerHpimu
[iaraMM BBICTYINAIOT ONMCAHWE KIMEHTCKOro MYTH, CO3JaHUE €QUHON O0a3bl 3ammcei,
dbopmanuzanus cTatycoB pabOT, periaMeHT OOpaOOTKM MPETeH3WH M OoOecredeHue
3alUTHl MEPCOHANBHBIX AaHHBIX. [lo Mepe HakomieHus WHGOPMALMK OpraHU3alus
MOXKET IMEPEXOJUTh K aHAJUTUKE CIIPOCA, NEPCOHATU3UPOBAHHBIM HANIOMHHAHUAM U

0oJiee TOUHOMY IJIAHUPOBAHUIO PEMOHTHOM 30HBI.
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JlanpHele MccleqoBaHus 11eJ1IeCO00pa3HO HANpPaBUTh Ha KOJIWYECTBEHHYIO
OLIEHKY BJIMSHHUS IU(PPOBOM 3amucu Ha SKOHOMHYECKHE IOKa3aTelld aBTOCEpBUCA:
3arpy3Ky IOCTOB, CPEIHHI Y€K, YPOBEHb MOBTOPHBIX OOpAIlEHUH, YUCIO HESIBOK U
pacxonabl Ha KOMMyHUKauu. OTAENIbHOTO BHUMaHUs TpeOyeT aHalu3 pa3iIunduil MexX1y
HE3aBUCHUMBIMH CEpBHCAMH, AWIEPCKUMHU IHeHTpamMu U ceTeBbiMU CTO, MOCKONBKY
macmtab Owu3Heca, NOCTYN K JaHHBIM aBTOMOOWIS u ypoBeHb WMT-komneTeHIwit

OIPEAENSIOT Pa3Hble MOJEIHN HUPPOBOM TpaHCPOPMALIUH.
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Abstract

The article examines the problem of improving automotive service efficiency under
the growing digital expectations of customers. The role of online booking, electronic
notifications, digital service history and secure data exchange is analyzed. The research
results show that integrating online communications with operational processes reduces
organizational losses, increases service transparency and strengthens customer loyalty in
a competitive maintenance market.

Key words: automotive service, digital appointment scheduling, online
communications, customer experience, operational efficiency, personal data.
Introduction

A modern automotive service center operates under the conditions of increasingly
complex customer behavior, vehicle technologies and competitive structures in the
maintenance and repair market. For a customer, contacting a service center is no longer
merely a technical procedure aimed at eliminating a malfunction or performing scheduled
maintenance. It is part of a broader customer experience in which booking speed,
communication transparency, visibility of work status, protection of personal data and
predictability of the final price become significant. Therefore, digital appointment
scheduling and online communications should be viewed not as auxiliary promotional
tools, but as managerial instruments that influence workshop utilization, the allocation of

service advisors' time, repeat visits and the level of trust in the organization.
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The relevance of the topic is determined by the fact that digitalization in the service
sector creates new requirements for the quality of interaction between an organization and
a consumer. Russian statistical materials on the digital economy indicate the growing use
of digital technologies by organizations and the increasing importance of infrastructure,
data and human competencies for business development [1]. International studies of the
digital economy also emphasize that technological change creates opportunities for
efficiency gains while generating risks related to trust, security and data governance [2].
For an automotive service center, this contradiction is especially visible: digital channels
make it possible to receive requests faster and maintain contact with customers, yet weak
process design may lead to information inconsistency, duplicated appointments and a
growing number of complaints.

The research problem lies in the insufficient integration of digital communications
with the operating model of the automotive service center. In many organizations, online
booking is implemented as a separate form on a website or in social media, without
connection to the actual workload of repair bays, spare parts availability, staff
qualifications or the vehicle's service history. As a result, the digital channel creates an
appearance of convenience but does not provide a manageable process. A customer
receives confirmation of an appointment but may later face rescheduling, delays in work
approval, a lack of status notifications or the need to provide again the information that
has already been submitted. This reduces confidence in digital services and prevents
online communications from becoming a factor of efficiency.

The purpose of the study is to determine the role of digital appointment scheduling
and online communications in improving the organizational and customer efficiency of
an automotive service center. The object of the study is the interaction between an
automotive service organization and customers at the stages of initial contact, vehicle
reception, work approval, execution control and post-service support. The subject of the
study is the set of managerial conditions under which digital communications become part

of an integrated service process. The scientific novelty of the article consists in
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substantiating a process-based approach to digital appointment scheduling: the online
channel is considered not as an independent sales instrument, but as an element of resource
planning, expectation management and service quality control.

The methodological basis of the study includes the analysis of scientific and
practical publications and industry reports, comparative generalization of approaches to
digitalizing the customer journey, and a process interpretation of automotive service
activities. The use of sources on the digital economy, customer experience in the
automotive sector, data protection and complaint handling makes it possible to consider
the issue from both marketing and organizational-managerial perspectives. Such an
approach is necessary because the efficiency of digital booking is determined not by the
number of electronic requests alone, but by the ability of the service center to transform
these requests into a stable, controlled and economically effective workflow.

Main part

Digital appointment scheduling in an automotive service center is an organized
procedure for the remote selection of time, work type and feedback channel, in which
information about the customer, vehicle and expected service is received by the
information system before the physical visit. Unlike telephone booking, the online channel
records data in a formalized form and can be linked to the workload calendar, customer
database, repair history and inventory management. Under such conditions, appointment
scheduling becomes a source of managerial information. It reflects demand seasonality,
the popularity of certain services, cancellation and rescheduling frequency, the share of
first-time customers, as well as the workload of advisors and repair bays. Consequently,
digital booking performs not only a communication function but also an analytical one.

The positive impact of digital appointment scheduling on service center efficiency
1s primarily expressed in the reduction of organizational losses. In the traditional model,
a significant part of a service advisor's time is spent on repetitive operations: clarifying
the vehicle model, agreeing on a convenient time, explaining the reception procedure,

reminding the customer of the visit and collecting the first description of the complaint.
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An online form, chatbot or mobile interface can collect these data in advance, while the
employee can focus on diagnosing the need and providing consultation. However,
automation should not replace professional communication. In complex cases involving
unclear fault symptoms, accident damage or warranty issues, the digital channel must
transfer the request to a qualified specialist. Therefore, the most sustainable model is a
hybrid one in which simple operations are standardized while expert interaction is
preserved.

Online communications in an automotive service center include not only the initial
appointment but also visit confirmation, reminders, notification of work commencement,
approval of additional operations, information about vehicle readiness and collection of
feedback. Their importance increases because the customer often does not observe the
repair process and evaluates service quality through indirect indicators: timeliness of
messages, clarity of explanations, transparency of the estimate and the ability to receive a
quick response. Studies of customer experience in the automotive industry show that
vehicle manufacturers and dealer networks lag behind a number of consumer industries
in customer experience quality, which increases the need for more coherent management
of digital and physical contact points [3]. For an independent automotive service center,
this conclusion has practical significance because communication quality can compensate
for a limited advertising budget and strengthen repeat demand.

The digital customer journey in the automotive sector is developing toward the
integration of online and offline stages. A study of online vehicle sales shows that
manufacturers evaluate digital platforms by their ability to accompany the customer
through different points of the journey and ensure a clear transition between information
search, choice, consultation and subsequent service [4]. An automotive service center can
use similar logic by adapting it to repair and maintenance tasks. The customer should be
able to book a convenient time, attach a description of the problem, receive preliminary

confirmation, see the request status and obtain recommendations for further vehicle
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operation after the visit. At the same time, the digital channel must not be an isolated
showcase; it should be a continuation of the internal logic of the service process.

At the level of operational management, digital booking makes it possible to
distribute customer flow more accurately by work type. Scheduled maintenance, tire
service, electronic diagnostics, body repair and urgent troubleshooting require different
repair bay duration, equipment, spare parts and staff qualifications. If online booking does
not take these differences into account, the organization risks overload in some time
intervals and idle capacity in others. Therefore, the digital form must contain not only a
time selection field but also service classification, a minimum set of vehicle data, an option
for a preliminary comment and technical limitations on booking works that cannot be
performed without diagnostics. In this case, the system becomes an instrument of
preliminary customer routing.

The connection between digital booking and the vehicle's service history is of
particular importance. Information about previous visits, replaced parts, mileage,
mechanic recommendations and earlier complaints allows the service center to form more
accurate offers and reduce the risk of mistakes. During a repeat visit, the customer does
not need to explain the entire context of vehicle operation again, while the service advisor
receives an informational basis for a professional dialogue. With the development of
connected vehicles and digital vehicle data, access to information becomes an important
factor of competition in the aftermarket [5]. Independent service centers that do not have
direct access to manufacturer data can partly compensate for this gap by carefully
maintaining their own digital service history and systematically collecting data with
customer consent.

The implementation of online communications increases the requirements for
complaint management. The more digital contact points an automotive service center uses,
the higher the probability of inconsistencies between the promise and the actual result: the
system may show available time that is already occupied, a notification may be sent

without considering a change in work status, or the customer may misinterpret a
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preliminary cost estimate. GOST R ISO 10002-2020 treats complaint handling as part of
quality management and emphasizes the role of an organized complaint-handling process
in increasing customer satisfaction [6]. Applied to an automotive service center, this
means that complaints should be recorded in a single system, linked to a specific work
order, analyzed by cause and used to improve digital scenarios.

Data security is a mandatory condition for the digitalization of an automotive
service center. Online booking usually involves processing names, telephone numbers,
vehicle information, service history, photographs of damage and sometimes payment
information. Russian legislation on personal data establishes the requirement that data
processing must be lawful and fair and must be limited to specific, predetermined
purposes [7]. Therefore, an automotive service center must obtain customer consent, avoid
collecting excessive information, restrict employee access to data and ensure deletion or
archiving of information in accordance with internal regulations. These measures are not
a formality: a data leak can damage business reputation and reduce customers' willingness
to use digital channels.

Cyber resilience of digital appointment scheduling is related not only to the
protection of a website or messenger but also to the organization of the entire information
processing environment. The NIST Cybersecurity Framework 2.0 offers a universal
model for managing cybersecurity risks that can be applied by organizations of different
sizes and sectors [8]. For an automotive service center, basic managerial decisions have
practical importance: differentiation of access rights, backup of the customer database,
protection of user accounts, software updates and control over contractors who maintain
the website, CRM or booking system. Even a small enterprise without its own IT
department should assign responsibility for digital security, because interruption of
booking or loss of data directly affects revenue and service quality.

The economic effect of digital booking should not be assessed only by the number
of requests received through the website. More meaningful indicators include the share of

confirmed visits, no-show rate, average utilization of repair bays, request processing time,
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share of approved additional works, repeat customer rate and the number of complaints
related to communication. If the digital channel generates many requests but the
organization is unable to process them, actual efficiency decreases. Conversely, a
moderate flow of well-classified requests can produce a greater result if it allows the
service center to plan work evenly, prepare spare parts in advance and reduce customer
waiting time. Therefore, digitalization should be accompanied by a change in management
indicators and should not be limited to the introduction of a new booking form.

For small and medium-sized automotive service centers, a staged implementation
model is the most rational. At the first stage, it i1s advisable to describe the existing
customer journey and identify the points where delays, repeated data entry and
information gaps arise. Then a minimum digital environment should be defined: online
booking, visit confirmation, electronic storage of service history and notification of
vehicle readiness. After these processes become stable, analytics, automatic reminders
about scheduled maintenance, personalized offers and integration with spare parts
accounting can be introduced. This sequence reduces the risk that the organization will
purchase a complex system but fail to integrate it into daily work.

Organizational limitations of implementation are primarily associated with staff
resistance and insufficient process formalization. If employees are used to keeping records
in personal notebooks, messengers and verbal arrangements, the transition to a unified
system may be perceived as additional control. To overcome this barrier, digitalization
should be accompanied by training and explanation of practical benefits for employees:
fewer disputes, fewer repeated calls, availability of customer history and more accurate
workload planning. It is important that the management of the service center does not
view digital booking as a project only for the administrator or marketer. It affects
reception, inventory, repair bays, accounting and quality management.

Customer loyalty under digital appointment scheduling is formed not by the mere
existence of a website or chatbot, but by the predictability of interaction. The customer

should understand that the request has been accepted, the vehicle is expected at a specific
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time, the preliminary information has not been lost, additional work will not be performed
without approval and recommendations will be provided in a clear form after the repair is
completed. Such communication discipline reduces the uncertainty that usually
accompanies a service visit. As a result, digital booking becomes a tool of trust. It helps
the customer perceive the automotive service center as an organized professional system
rather than a random set of technicians and telephone arrangements.

At the same time, digital communications do not eliminate the fundamental
dependence of service quality on technical competence. On the contrary, they make
process defects more visible. If diagnostics are inaccurate, deadlines are regularly violated
and the estimate changes without explanation, automatic notifications will not improve
customer satisfaction. Therefore, the introduction of digital booking must be accompanied
by standardization of vehicle reception, quality control, training of service advisors and a
transparent system for approving additional operations. Only under these conditions does
the digital interface become supported by real service content.

Thus, digital appointment scheduling and online communications become a factor
of automotive service efficiency when they are embedded in process management. Their
role is to collect information in advance, route customers, reduce time losses, increase
repair transparency, form a data base and provide feedback. However, the result depends
on the quality of integration with internal operations, compliance with personal data
requirements and the readiness of staff to work in a unified information environment.
Conclusion

The study makes it possible to conclude that digital appointment scheduling in an
automotive service center should not be considered an isolated channel for attracting
customers. Its managerial significance is revealed only when it is connected with the
workload calendar, service history, classification of works, customer communications and
quality control system. In this case, the digital channel becomes an element of the
operational infrastructure that helps align customer expectations with the real capabilities

of the service organization.
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The main result of implementing digital booking is an increase in the predictability
of the service process. The automotive service center gains the ability to assess the nature
of the request in advance, distribute workload, prepare resources and reduce
organizational errors. The customer, in turn, receives a more transparent and manageable
interaction experience: appointment confirmation, timely notifications, clear approval of
additional works and preservation of service history. This combination of organizational
and customer effects makes digital communications an important factor of
competitiveness.

The practical significance of the study lies in the fact that the proposed logic can be
used by small and medium-sized automotive service centers without the need for
immediate implementation of complex platforms. Priority steps include describing the
customer journey, creating a unified appointment database, formalizing work statuses,
establishing a complaint-handling procedure and protecting personal data. As information
accumulates, the organization can move toward demand analytics, personalized reminders
and more accurate repair bay planning.

Further research should focus on the quantitative assessment of the impact of digital
booking on the economic indicators of automotive service centers: repair bay utilization,
average transaction value, repeat visit rate, no-show rate and communication costs.
Special attention should be paid to differences between independent service centers,
dealer centers and chain workshops, since business scale, access to vehicle data and IT

competencies determine different models of digital transformation.
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