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IMPLEMENTATION OF CRM SYSTEMS IN THE EDUCATIONAL PROCESS

A customer selationship management system (CRAD is an spplication software dasigned to
‘automate customer inteaction processe. It s implemented o increase thelevelof sals or optimize
the work of marketing a well st build or improve current business processes ith urther analysis
of the results. CRM can be custwmizadfox business, tahs. of any.iodusts. and it s also. easil.
integated. ino.the. esting infasistine of the sompany. Today, there i an active davelopment of
the market of aducational services. Tt should be noted that sducstionsl services provided on 3
commercial basis ars i demand among potential "consumers of novladge”. Thus,mstitions inthe
ild of education face the tsk of aracting he maximum mumber of pople, beczuse it s  potential
source of income for the aducationa insituton. t i slso necassary to emphasize the tendency to
increase the requirements for he quality of education. Thus, practcaly 2l prerequisites for the use
of customer reltionship management system i the market of sducational services areshieradl], 2,
34

Main of the tasks s o get aequainted with the capabiliies of the CRM system in the isld of
ducation, namely: bulding 2 wnifid information. environment witkin the famework of the
ducationsl procass; aecounting and massgemet of pessonsl ffirs ofstudents,employess,extrants,
raduate students; management of extra payments fo students studying on 2 commercial basis,
perstional suslysis and forcasting offsancial incoms; segmestation of information sbost studests;
automation o document low, ncluding contracts,questionnaires,satements, orders 2nd ceriiates,
P!

Tody, using 3 CRM for sducstion will allow yos to mansge rlationships with studens and
Sully organize the work of an online university. It will process incoming applications, save all
important information, create variousreports,work withstudents and perform 3 large mumber of other
Sunctions. What is 2 CRM system and why doss 2a online university need it. CRM in 2n cnline
aniversit is necessary foroptinal commanietion between studeats d clients. This system eollects
al the mecessary information about the history of entries fom them, which allows 1o improve the
effciency of work and ierease sales. CRM allows you fo receive reports on the state of afais,
Saciltatesthe organization of aining and admnisraton processes.

Atthe sams time, th complatenessof coverage ofactivitiesincrezses ud the amount o outine
work decreases. In partcular, such systems can be used o control: draving up 2 schedile of
ducational classes and atendance records; accousting of independent work nd received grades;
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wrorks selated tothe implemsentation of sditonsl service; thestte of exscution of spacific tasks and.
the disrbution of responsibility for them; creatin 3 card index of clients’ and stadents’ cards;
templates of typieal documents used in the sctviis of online universiies; organization of the
employas offics personal offices of students; reports on services provided, student progeess;
ensuing the reliabilty of saving important data; organizaton of work with dspartments if nscessary;
seting up different access rights for employees or students if they are made from the university
wbsita or social networks, it i necessary to provide for their infegration ito CRM; t work with
lints, par of the activity i caried out with the help of e-mails 2nd newslettrs, work with them
should be organizad in the system under considersion; the status of payment of bills by customers
should b displayed so thatiti lear who has paid in full and wheo bas arreas. s desirabl that s
system includes some functons reated to accounting It s comvenient, for example, when CRM is
sedto calclatethesalary of teaching saff.tis also mportat to ensure the relisbiliy o information
storage. It should be accsssble culy to those with spproprate scsess rights. When choosing the
appropriste option, conside the following poiats. The costofth system should be within acceptable
it

The ability to maintain work with the customer base (fo each of them, allthe information
‘mecessaryforwork should be recordad). Ability o create diferent groups ofstudents ud emsure work
withthem. Supportfor scheduling and working with t. It i necessary that the system resclve issues
related to marketing. For axample, i will be useful to use customer cards, customer segmentation
Should be organized wwork with customer requests. Ifthey are made from 2 wniversiy website or
socialnetworks, it i necessany to provide forther integration nto CRML.

To work with liens, partof the actvity i caried out using e-mails 2nd mailng liss. In the
systom under consideraion, work withthem should be organized. The staus of payment of favoicas
by customers should be reflcted in ordar f b clear who paid offin full and who remained in debt.
It desiable thatthis system ncludes some functons relted to accounting. It is comvenient, for
xamsple, when teschers salriessre calealstad in CRAL s also importast to nsure therelisblity
of nformation sorage. It should only be accessibleto those with the ppropriate acees rights. With
(CRM tools, it s posibl tolsa on e phons with the help of bots It s possible to davelop courses,
smarsthons, train students snd smployees automatially, snd chack homework. Today, the market
ffers 2 Largs mumber of CRA systems. It s important to choose the ons tha sults her best.
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