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wgnwghuyqg�6A!-xoxyls��kr��{gwsg}liyo~lxqup�uywgxro�vwlkzxsgywoigly�xunkgtol�
vwukzqyg��quyuw�p�zkuirlyiuw�ly�qgq�ywlhuigto��q�xygtkgwyt�s�6A!-xoxylsgs��ygq�o�
xvl}o{o~lxqolywlhuigto���|gwgqylwt�l�kr���{gwsg}liyo~lxqupuywgxro%
T�xygtkgwyt�s�ywlhuigto�s�q�6A!-xoxylsgs�sumtu�uytlxyo�F�*1
�"�tgro~ol�lkotuju�|wgtoro�g�ot{uwsg}oo��i�quyuwus�lxy��kuxyzv�qu�ixls�xilklto�s�uhu�

ixl|�xrz~g�|�ingosuklpxyio��x�qroltyus�i�r�hup�suslty2
2) xot|wutong}o��zvwgirlto��stumlxyiltt�so�qgtgrgso�ingosuklpxyio�2
3) vuxyu�tt�p�gtgron�xuhwgttup�ot{uwsg}oo�u�qroltyg|�o�vwot�yol�xuuyilyxyiz��o|�

uwjgtong}outt�|�wl�ltop��(tgvwoslw���xuwyowuiqo��qroltyui�tg�uxtuil�o|�ntg~osuxyo��kr��
qusvgtoo).
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vwoiukoy�q�onsltlto��o�wgx�owlto��l��{ztq}outgr�tuxyo�vu�xwgitlto��xu�xygtkgwyt�so�
CRM-xoxylsgso%
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xuqwg�glyx�%�k�vuxrlktol�juk��6A!-xoxyls��xygro�tluh|ukos�so�kr���vwlkvwo�yop��
{ztq}outowz��o|�i�qutqzwltytup�xwlkl%

CRM-xoxyls���{{lqyoitu�itlkw�y��tg�sgr�|�o�xwlkto|�vwlkvwo�yo�|��jkl�uykg~g�uy�
tuiuiilklto��u�z�glyx��zml�~lwln�tlxqur�qu�tlklr�%�mr���{{lqyoituju�itlkwlto��
CRM-xoxyls�tg�qwzvtus�vwlkvwo�yoo�tluh|ukos otkoiokzgr�t�p�vuk|uk�x�z~lyus�
xvl}o{oqo�wghuy��qgmkuju�on�vukwgnklrltop�vwlkvwo�yo��o�ingosuklpxyio���yo|�
vukwgnklrltop�slmkz�xuhup%�d{{lqy�uy�itlkwlto��vu�ir�lyx��tl�xwgnz��g�x�uvwlklrlttup�
ngklwmqup�i�qgmkus�on�vukwgnklrltop%�xrumtuxy��itlkwlto��zilro~oigly�ilwu�ytuxy��
u�ohuq��~yu�sumly�vwoilxyo�q�zslt��lto��vwuoniukoylr�tuxyo�ywzkg%
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{gwsg}liyo~lxqup�uywgxro1�iunsumtuxy��oxvur�nuigto��6A!-xoxyls��x�suhor�t�|�
zxywupxyi��giyusgyo~lxqul�vuxywultol�lmlktlit�|��tlklr�t�|�o�slx�~t�|�uy~lyui��
giyusgyo~lxqul�vuxywultol�xvoxqg�hzkz�o|�ionoyui��giyusgyonowuigttul�zvwgirltol�
gxxuwyosltyus�o�sgwqlyotjui�so�qgsvgto�so��uvwlklrltol�bntg~osuxyoc�iwg~lp�o�qrotoq%
wgxxsuywos�xz�lxyiz��ol�6RM-xoxyls��i�{gwsg}liyo~lxqup�uywgxro1
1. Brimstone Pharma dilwyoqgr�tul�wl�ltol��uxtuigttul�tg�hgnl�!4K;9<91=�7_UI74K<�

6A!%�uxuhlttuxyo1�zvwgirltol�vwukiomltols�hwltkg��vrgtowuigtol�o�uwjgtong}o��
vwusu-qgsvgtop��wghuyg�x�uy~lygso�o�xuxygirltol�gtgroyo~lxqo|�uhnuwui�vu�qgsvgto�s��
uy~ly��u�ionoyg|��quyuw�l�vuniur��y�{oqxowuigy��ix��tluh|ukosz��ot{uwsg}o���
otxywzslty�ionzgrong}oo�xi�nlp�slmkz�vgwytlwgso�o�qutygqygso��sukzr���#;�kr��xunkgto��
o�uyxrlmoigto��qr�~li�|�vuqgngylrlp��{{lqyoituxyo%

2. Oracle Enhances Siebel CRM for Life Sciences Industry. Oracle Siebel dxgsg��wgnioyg��tg�
xljukt��top�klt��6A!-xoxylsg��utg�oslly�xgs�p�hur��up�tghuw�{ztq}op%�tu��yup�xoxylsl�
vwoxz�o�o�tlquyuw�l�tlkuxygyqo1�xyuosuxy��itlkwlto��ntg~oylr�tu�vwli��gly�xwlkt����
xoxylsg�tl�kwzmlxyilttg�kr��vru|u�vukjuyuirltt�|�vur�nuigylrlp��q�quyuw�s��uh�~tu��
uytuxoyx��hur��otxyiu�vur�nuigylrlp�6A!-xoxyls�%�uxuhlttuxyo�ilwyoqgr�tuju�wl�lto��
%4M-MS� 41M�%K4MUKM<1�zxuilw�ltxyiuigttul�zvwgirltol�qutygqygso��zvwu�lttul�uvwlklrltol�
ylwwoyuwop��wgx�owltt�l�iunsumtuxyo�kr��wgnwghuyqo�o�qutywur��qroto~lxqo|�
oxxrlkuigtop��zxuilw�ltxyiuigtt�p�sukzr��qutywur��vwuht�|�yuigwui%

3. C-World uy Pharmakon Software [4]. uxuhlttuxyo1�xvuxuhtuxy��xoxyls��johqu�
vukxywgoigy�x��vuk�tzmk��vur�nuigylrlp��uwoltyowuigttuxy��tg�ilh; vwuxyuyg�o�uyxzyxyiol�
tluh|ukosuxyo�xrumt�|�tgxywulq; iunsumtuxy��oxvur�nuigto��suhor�t�|�zxywupxyi�kr��
wghuy��x�xoxylsup;iunsumtuxy��vwujtunowuigto��o�vuoxqg�ngqutuslwtuxylp�i�tgquvrltt�|�
kgtt�|%
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wlnzr�ygyui�vwukgm�dwlqrgstg��qgsvgto�%�uxuhlttuxy��{gwsg}liyo~lxqup�uywgxro�d
tliunsumtuxy��vw�suju�iunklpxyio��tg�vuqzvgylr�%�dyu�uhlxvl~oiglyx��ngvwlyus�vzhro~tup�
wlqrgs��slkoqgsltyui��g�ygqml�yls��~yu�vwot�yol�wl�lto��u�i�huwl�yuigwg�uxz�lxyir�ly�tl�
vuqzvgylr���g�iwg~��i�vox�ig��op�wl}lvy%
ygqos�uhwgnus��~lruilq��vwotosg��op�wl�ltol�u�i�huwl�yuigwg��o�~lruilq��

uvrg~oig��op�vuqzvqz�yuigwg���ir��yx��wgnt�so�ro}gso��xs%�wox%��"%�dyuy�{gqy�
ntg~oylr�tu�zxrumt�ly�oxvur�nuigtol�qrgxxo~lxqo|�6A!-xoxyls��uxtuigtt�|�tg�
vwot}ovg|��vurumltt�|�i�uxtuiz�qrgxxo~lxquju�}oqrg�vwukgm%
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Mln�iunsumtuxyo�vzhro~tup�wlqrgs��vwukzq}oo�tgohurll�klpxyiltt�s�xwlkxyius�
wlqrgs���ir�lyx��vwuilkltol�ro~t�|�ixywl~�x�iwg~gso��ro}gso��vwotosg��oso�wl�ltol�u�
i�huwl�vwukzq}oo"%
k�qrgxxo~lxqo|�6A!-xoxylsg|�u}ltqg�vwuoniukoylr�tuxyo�ywzkg�yuwjuiuju�

vwlkxygioylr���~lruilqg��quyuw�p�vwuiukoy�ixywl~o�x�ro}gso��vwotosg��oso�wl�lto��u�
vuqzvql�yuigwg"�uxz�lxyir�lyx��kuxygyu~tu�vwuxyu1�vu�uh�lsz�i�wz~qo�uy�yuwjui�|�
xujrg�ltop��ngqr�~ltt�|�hrgjukgw��vwuilkltt�s��yos�yuwjui�s�vwlkxygioylrls�ixywl~gs%�
k�{gwsg}liyo~lxqup�uywgxro�ygqup�vuk|uk�tl�iunsumlt�on-ng�xrumtuxyo�vukx~lyg�uh�lsg�
vwukgm��vu�yusz�tzmtu�oxvur�nuigy��xrumt�l�sl|gtons��u}ltqo�vwuoniukoylr�tuxyo�ywzkg
[5].
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uh�~tu�iunsumtuxyo�yuwjui�|�vwlkxygioylrlp�qusvgtoo�ujwgto~lt��o�tliunsumtu�
vwuilxyo�ixywl~o�xu�ixlso�vuylt}ogr�t�so�vuywlhoylr�so�vwukzq}oo�qusvgtoo%�kuntoqgly�
ngkg~g�i�huwg�vuylt}ogr�t�|�vuywlhoylrlp��x�quyuw�so�xrlkzly�vwuilxyo�ixywl~o%�mr��
wl�lto���yup�ngkg~o�ixl|�vuylt}ogr�t�|�vuywlhoylrlp�vwukzq}oo�qusvgtoo�sumtu�
wgnklroy��tg�tlxqur�qu�qgyljuwop�i�ngioxosuxyo�uy�o|�igmtuxyo�kr��qusvgtoo%�
Trgxxo~lxqos��ir�lyx��klrltol�tg�ywo�qgyljuwoo1�i��k��x%�T�qgyljuwoo�4�vwotgkrlmgy�

igmtlp�ol�vuylt}ogr�t�l�vuywlhoylro��quyuw�l�vwotux�y�oro�sujzy�vwotlxyo�hur��z��
vwoh�r�2�uh�~tu��yo�vuywlhoylro�xuxygir��y�uxtuiz�hgn��vwukgm�qusvgtoo��vu�yusz�os�
tzmtu�zklr�y��hur��l�itosgto�%�T�qgyljuwoo�k�uytux�yx��vuywlhoylro�xu�xwlktlp�
vuqzvgylr�tup�xvuxuhtuxy����quyuw�l�igmt��kr��qusvgtoo�o�vwotux�y�ntg~oylr�tz��
vwoh�r���tu�igmtuxy��vuywlhoylrlp�qgyljuwoo�k�tg�vuw�kuq�toml�vu�xwgitlto��x�
qgyljuwolp�i%�T�qgyljuwoo�x�uytux�yx��vuywlhoylro�x�tonqup�vuqzvgylr�tup�xvuxuhtuxy����
vwotux��ol�tlntg~oylr�tz� vwoh�r��qusvgtoo%�k�xwlktls�vuywlhoylro�qgyljuwoo�i�
xuxygir��y��
��ixl|�qroltyui�qusvgtoo�o�vwotux�y�/
��uh�lp�vwoh�ro�F�*%�
Twusl�qrgxxo~lxquju�wgnklrlto��tg�ywo�qgyljuwoo�iunsumt��hurll�xrumt�l�igwogty��
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stujol�{gwsg}liyo~lxqol�qusvgtoo�~gxyu�vwuhz�y�wgnt�l�xoxyls��6A!��tu�
xygrqoig�yx��x�yls��~yu�vwuhrls��xu|wgt��yx��o�i�tuiup�xoxylsl%�ygqul�~gxyu�vwuox|ukoy�
on-ng�yuju��~yu�{ztkgslty��suklr��kgtt�|"��tg�quyuwus�uxtuigtg�xoxylsg��tl�vuk|ukoy�kr��
{gwsg}liyo~lxqup�otkzxywoo�qgq�ygquiup%�wgxxsuywos�yovo~t�l�vukiukt�l�qgsto%

xz�lxyizly�stuju�uh�lqyui��kr��quyuw�|�suklr��kgtt�|�i�{gwsg}liyo~lxqup�
otkzxywoo�ntg~oylr�tu�uyro~glyx��uy�oxvur�nzls�|�ywgko}outt�so�xoxylsgso�6A!%�
uxuhlttu��yu�uytuxoyx��q�ygqos�uh�lqygs��qgq1
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pt̂ uwsì puttbn�yn_turulpp�p�Tusvceynwtif�yn_tpTi

tgzqui��vwg}��ktyz���
11, ��2 4

duwjgtong}oo2
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dolwgw|o��yuigwg2
dklpxyio�2
dxljsltyg}o�%
suklr��kgtt�|�qutygqytuju�ro}g��ir�lyx��xgsup�xrumtup�suklr���kgtt�|�kr��

vutosgto��o�uh��xtlto��ll�vwlosz�lxyi%�k�uyro~ol�uy�ywgko}outtup�xoxyls��6A!��i�
{gwsg}liyo~lxqup�uywgxro�vuk�vut�yols�bro}uc�~gxyu�vutosglyx��bqutygqytul�ro}uc��i�
ngioxosuxyo�uy�qutylqxyg��i�quyuwus��yu�xruiu�oxvur�nzlyx�"%�uxuhlttu�igmtg��yg�
ko{{lwlt}og}o��i�xoxylsl�slko}otxqo|�tgzq��vuxqur�qz�i��yup�x{lwl�ngklpxyiuigtu�stuju�
r�klp��quyuw�l�osl�y�tlxqur�qu�slxy�ywzkuzxywupxyig��o�~ls�hur��l�z�to|�wghuy�dyls�
xrumtll�o|�uyuhwgmltol�i�6A!%
k�{gwsg}liyo~lxqup�otkzxywoo�vwoslw�sumly�i�jr�kly��xrlkz��os�uhwgnus1
d~gxytul�ro}u�ds-w�itklwx�_gtxut%
di�qrotoql�dvwgqyoqz��op�iwg~�itklwx�_gtxut��iwg~�k�vu�gtyoklvwlxxgtygs"%
di�hur�to}l�dqutxzr�ygty�i�hur�to}l�j%�Totjxyusgitklwx�_gtxut��iwg~�i�vu�

vwlvgwgygs�kr��qwui�tuju�kgirlto�"%
d{gwsg}liyo~lxqg��gxxu}og}o�1�onilxyt�p�vuroyoq�itklwx�_gtxut��giyuwoyly�vu�ixls�

slko}otxqos�vwlvgwgygs"%
Tgq�ywgko}outtg��xoxylsg�6A!�wl�gly��yz�vwuhrlsz3
�%�xunkgly�kzhroqgy�1�ot{uwsg}o��u�ro}g|�|wgtoyx��uyklr�tu��tu�xunkglyx��stuju�

kzhroqgyui�i�hgnl�kgtt�|%
�%�rohu�xunkglyx��uktu�qutygqytul�ro}u��vwo��yus�wljoxywowz�yx��ixl�wghu~ol�uytu�lto��

kgttuju�ro}g���ygq�ml��qgq�wljoxywowzlyx���rlqywutt�p�vu~yui�p�quk"%
tg�xljukt��top�klt��hur��otxyiu��wgnwghuy~oqui�6A!�uxuntgro��~yu�vlwi�p�xvuxuh�d

tl�{{lqyoit�p��o�vlwl�ro�qu�iyuwusz%�k�qut}l�qut}ui��uvyosgr�t�s�vzyls�wl�lto��
�ir�lyx��ywly���gr�ylwtgyoig��qujkg�xunkglyx��uyklr�t�p�uh�lqy�kr��qgmkup�vuno}oo%�

nxro�wl�ltol�hur��otxyig�ngkg~�x�oxvur�nuigtols�ywgko}outtuju�sukzr��kgtt�|�
sumly�uqgngy�x��vwuxyu�tl�u~lt��zkuht�s�kr��vur�nuigylr���yu�xz�lxyiz�y�o�ygqol�ngkg~o��
wl�ltol�quyuw�|�x�oxvur�nuigtols�qrgxxo~lxquju�sukzr��sumly�vwoilxyo�q�tgxyu��os�
vwuhrlsgs%�vu�yusz�tluh|ukosu�vuxyu�ttu�zklr�y��uxuhul�itosgtol�wl�lto��znrui�|�
vwuhrls%�ygqos�uhwgnus�klruig��rujoqg�hgn��kgtt�|�xygtuioyx��xu�iwlsltls�ixl�hurll�o�
hurll�ngvzygttup��o��i�qut}l�qut}ui��vur�nuigylr��vwo|ukoy�q�yusz��x�~lju�tg~otgr�d
tluh|ukosuxyo�xu|wgtlto��qgmkup�kurmtuxyo�qgq�uyklr�tuju�uh�lqyg%
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Advanced segmentation

Tgmkg��qusvgto��oslly�xiu��xvl}o{oqz�o�~gxyu�mlxyqul�wgxvwlklrltol�qroltyui�tg�
ywo�qgyljuwoo��ir�lyx��tlzkuht�s%�vu�yusz�iuntoqrg�ngkg~g�wgnwghuyqo�hurll�johquju�
wl�lto�%�ygqos�wl�ltols�xygr�zxuilw�ltxyiuigtt�p�sukzr��xljsltyg}oo��quyuw�p�
vuniur�ly�qusvgtoo�xgsup�uvwlklr�y��quro~lxyiu�qgyljuwop��o|�tgnigto��o�qwoylwoo�
vwotgkrlmtuxyo�q�qgyljuwo�s%�mr��giyusgyo~lxquju�vwuilklto��xljsltyg}oo�i�klr��y�kig�
qwoylwo�1�wgnslw�vuylt}ogr�t�|�ngqgnui��quyuw�l�sumly�xklrgy��qrolty��o�ru�r�tuxy��
qroltyg�q�qusvgtoo%�tg�uxtuil�quro~lxyilttup�u}ltqo��yo|�qwoylwoli�uvwlklr�lyx��
vwotgkrlmtuxy��qroltyg�q�uktup�on�qgyljuwop%

Planning center

uqtu�#SIU4UO�KMU=M;�vuniur�ly�vur�nuigylr�s�vwuxsgywoigy��tgohurll�igmtz��kr��tlju�
ot{uwsg}o���tl�vlwl|uk��xu�xywgto}��tg�xywgto}z%�x�vusu�����yup�xywgto}��
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vur�nuigylr��vurz~gly�rljqop�kuxyzv�q�vlwl~t��xiuo|�ixywl~��uyuhwgmltt�|�i�qgrltkgwl�o�
tg�qgwyl%�ygqml�lxy��iunsumtuxy��vwuxsuywg�xvoxqg�qroltyui��x�quyuw�so�xyuoy�
ixywlyoy�x�%�dyuy�xvoxuq�jltlwowzlyx��tg�uxtuil�xvl}ogr�tu�wgnwghuygttuju�grjuwoysg�o�
sumly�h�y��johqu�tgxywult%�ygqml�xz�lxyizly�kuxyzv�q�tgohurll�~gxyu�oxvur�nzls�s�
qutygqygs��wox%��"%

wox. 2. xywgto}gPlanning center

Precall activities

mr��vui��lto���{{lqyoituxyo�vwuilklto��ixywl~o�o�uhrlj~lto��z~lyg�vwuilkltt�|�
ixywl~�oxvur�nzlyx��vukjuyuiqg�q�ixywl~l%�mr���yuju�q�xygtkgwytup�{uwsl�ot{uwsg}oo�u�
ixywl~l�vworgjglyx��xvl}ogr�t�p��ghrut��xuklwmg�op�ot{uwsg}o��u�ylsg|��quyuw�l�
kurmt��h�y��uh�ngylr�tu�wgxxsuywlt��i�|ukl�ixywl~o��g�ygqml�vwlkzxsuywlt��vur��kr��
ngvoxo�wlgq}oo�qroltyg�tg��yo�yls�%

Achieved score

slyukoqg�uvwlklrlto��vwuoniukoylr�tuxyo�ywzkg�yuwjuiuju�vwlkxygioylr��i�
{gwsg}liyo~lxqup�uywgxro�uyro~glyx��uy�gtgrujo~t�|�slyukoq��oxvur�nzls�|�i�kwzjo|�
uywgxr�|%�uh�~tu��{{lqyoituxy��ywzkg�vwotosg�y�vw�su�vwuvuw}outgr�tup�xzssl�
i�wz~qo�uy�xklruq��ngqr�~ltt�|�x�z~gxyols�vwlkxygioylr�%�k�{gwsg}liyo~lxqup�uywgxro�
yuwjui�p�vwlkxygioylr��tl�oslly�tlvuxwlkxyilttuju�qutygqyg�x�ngqgn~oqgso��vu�yusz�tzmtu�
oxvur�nuigy��quxiltt�l�slyuk��uvwlklrlto��vwuoniukoylr�tuxyo�ywzkg%
uktos�on�ygqo|�slyukui��ir�lyx��tgquvrltol�hgrrui�ng�qgmkz��vwoh�r�tz��kr��

qusvgtoo�xklrqz%�tgvwoslw��ng�ionoy�q�qroltyz��uytux��lszx��q�qgyljuwoo��i���yuwjui�p�
vwlkxygioylr��vurz~gly����hgrrui��ng�ionoy�q�qroltyz�on�qgyljuwoo��k��d.�hgrrui��qgyljuwoo�
�x��d��hgrrg%�als�hur��l�hgrrui�tghwgr�yuwjui�p�vwlkxygioylr���yls�i��l�ut�u}ltoiglyx�%
ygqos�uhwgnus�yuwjui�|�vwlkxygioylrlp�vuhzmkg�y�zklr�y��hur��l�itosgto��qroltygs�

qgyljuwoo��i�%�i�ntg~oy��sumtu�u}ltoy��uh�ls�wghuy��vwuilkltt�p�i�uvwlklrlttus�
tgvwgirltoo%�ygqml�sumtu�u}ltoigy��vwuoniukoylr�tuxy��uyklr�t�|�xuywzktoqui%
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xgs�s�vwuxy�s�o��{{lqyoit�s�wl�ltols�ngkg~o�vwlkxygirlto��kgtt�|�u�
qutygqytus�ro}l��osl��ls�tlxqur�qu�slxy�ywzkuzxywupxyig���ir�lyx��wgnklrltol�xz�tuxyo�
vut�yo���Tutygqytul�ro}u��tg�kil�xz�tuxyo%�uktgqu��ywlhuigtol�xuislxyosuxyo�x�kwzjoso�
vwujwgssgso��quyuw�l�xot|wutonowz�y�xiuokgtt�l�x�kgtt�so�!4K;9<91=�7_UI74K<�6A!���
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vwlv�yxyizly�iilklto��kiz|�uyklr�t�|�xz�tuxylp�kr��|wgtlto��ot{uwsg}oo�u�qutygqyt�|�
ro}g|%�kx��ot{uwsg}o��u�qutygqyt�|�ro}g|�tluh|ukosu�|wgtoy��i�uktup�xz�tuxyo%

wgnuh�ls�stumlxyiu�ngvoxlp�u�qutygqyt�|�ro}g|�C tg�kig�vukstumlxyig�Co�(, 
quyuw�l�tl�vlwlxlqg�yx�%

O � P = C, (1)

O "������. (2)

vwo��yus�z�qutygqyt�|�ro}�on�vukstumlxyi�Co�(hzkzy�oxvur�nuigy�x��wgnro~t�l�
gywohzy��uktup�xz�tuxyo%

A(O) "����������, (3)

jkl�A�*�dstumlxyiu�gywohzyui��oxvur�nzls�|�r�hup�on�ngvoxlp�stumlxyig�*�gywohzy�A
uytuxoyx��q�A�*���lxro�i�vurt�lyx����""%�mr��xuhr�klto���yuju�xuuytu�lto��tluh|ukosu�
vuxyu�ttul�{ztq}outowuigtol�qutywur�wg��quyuw�p�tl�vuniuroy�sgtovzrowuigy��
ngvwl�ltt�so�gywohzygso%

�� nullaxXxxXAa ����� )(,, . (4)

ogvoxo�on�vukstumlxyig�(xuklwmgy�~gxytz��ot{uwsg}o��u�ro~tuxyo%�ogvoxo�on�Cd
ot{uwsg}o��u�slxyg|�wghuy���yuju�ro}g%�Tgmkg��ngvox��on�Ckurmtg�xuklwmgy��xx�rqz�tg�
uktz�ngvox��on�stumlxyig�(%�nxro�vwlkvurumoy���~yu�qgmkul�qutygqytul�ro}u�oslly�slxyu�
wghuy���yu�i�vurt�lyx��xuuytu�ltol

OP � . (5)

ygqos�uhwgnus��x�vusu����xvl}ogr�t�|�slwuvwo�yop�sumtu�wgnwghuygy��
�{{lqyoit�p�sl|gtons�|wgtlto��kgtt�|�u�qutygqytus�ro}l�i�wgsqg|�uktup�xz�tuxyo%

�N6B8N

ĝwsg}liyo~lxqg��uywgxr��oslly�w�k�uxuhlttuxylp��klrg��o|�vwosltltol�
ywgko}outt�|�6A!-xoxyls�tl�{{lqyoit�s%�6A!-xoxylsg�67!�?:=474CM�#PI;7I�z~oy�igly�
ixl��yo�uxuhlttuxyo��~yu�klrgly�ll�otyzoyoitu�vut�ytup�o�zkuhtup�i�oxvur�nuigtoo�qgq�kr��
yuwjui�|�vwlkxygioylrlp��ygq�o�kr��sltlkmlwui%�wgnwghuygtt�l�wl�lto��itlkwlt��tg�
tlxqur�qo|�qwzvt�|�{gwsg}liyo~lxqo|�vwlkvwo�yo�|%

xvpxuT�rpynwiyzwb
�%� zvwgir�tt�� i�ktuxotgso� n� qr��tygso [nrlqywuttop� wlxzwx] 	� wlmos� kuxyzvz1�

http://uk.wikipedia.org/wiki/CRM.
2. CRM-w��ltt��i�zqwg�t�1�l{lqyoitop��txywzslty�sgwqlyotjz�ghu�bvuvzr�wtgc�ylsg�[nrlqywuttop�wlxzwx] / 

luwhltqu�u%�k%��Ml|�u%�e%�		�zvwgir�tt��vwulqygso�xoxylstop�gtgr�n���ruj�xyoqg. d2009. d���%�wlmos�kuxyzvz�
ku�mzwt%1�P==:1		]]]%U-[?%O9?%[I	:9;=IS	UI=[;IS	D:<IS	�

0+�	
0O9?7:=%:L1%

%�6A!�kr��slko}ot��o�{gwsg}liyo~lxqo|�qusvgtop�[nrlqywuttop�wlxzwx] 	�wlmos�kuxyzvz1�

http://www.itjob.dp.ua/product.php3?product=31.
4. Selecting a CRM vendor in the pharmaceutical industry [nrlqywuttop�wlxzwx] 	�wlmos�kuxyzvz1�

http://www.oracle.com/us/corporate/046960.pdf.
�%�slx�wg�k%�uxuhlttuxyo�wlgrong}oo�6A!�xoxyls��67!�9SMA4-SM�x�oxvur�nuigtols�%7ISS=ISR�	�k%�slx�wg��

y%�Mushlwj��k%�xlkrl}�qop��h%�iwxlt�q�		�ht{uwsg}�pt��yl|turuj���yg�qusv �ylwtg��tmltlw��%�k�tto}�1�
zt�ilwxzs%dy%����/"%�d2008 dx%�����d552. 
�%�wuxltqwgt}n%�wghuygp�zstll��tl�y�mlrll��	�n%�wuxltqwgt}�		�htylwtly-uxi�yg-tgzqg-�

/%�k�tto}�1�

zt�ilwxzs%dy%����."%�d2008. dx%��/��d285.

��)0(���$��!%!(����&'�!-dq%�y%t%��vwu{lxxuw�qg{lkw��qusv��ylwt�|�tgzq.

�' �-+#��&�(�"���$�(/��!-dsgjoxywgty�qg{lkw��qusv��ylwt�|�tgzq, ylrl{ut1��
/
0.
��/�00��
ako@cdm.dk.
kotto}qop�tg}outgr�t�p�yl|to~lxqop�ztoilwxoyly%

http://uk.wikipedia.org/wiki/CRM.
http://www.nbuv.gov.ua/portal/natural/Upsal/2009_6/09govmpt.pdf.
http://www.itjob.dp.ua/product.php3?product=31.
http://www.oracle.com/us/corporate/046960.pdf.
mailto:ako@cdm.dk.
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+380973418499, as@cdm.dk.

�'%�)��'%��(:dwljoutgr�top�kowlqyuw��tb@cdm.dk.
CDM Ukraine.
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