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MUOSSISOLORDO MUSTORI OLAQOLORI MENECMENTININ TOSKILININ
MOVCUD VOZiYYOTININ TOHLILI

Xiilaso

Miistori miinasibatlorinin idaro edilmosi effektiv vo kollektiv sokilda tortib edilorso vo osas
kommunikasiya kanali kimi istifado olunarsa, bu, bizo ¢ox ciddi galirlor vera bilar. Miiassisalorin
asas mogsadi daha ¢ox satis etmokdir. Bazon bizneslor giindalik talas igindo an vacib aktivlari olan
miistarilorine mahal qoymurlar. Miistari alagalari bir sirkatin an vacib fealiyyatlorindan biridir. Bu
giin holo miistorisi olmayan sirkot marketing foaliyystino baslayir. Potensial miistorini aktiv
miistoriya ¢evirmays ¢alisir. Ugurlu marketing faaliyyatlorindon sonra satis proseslori meydana
cixir. Mistori ilo slagslor satisdan sonra da davam edir. Bozi sirkotlor momnun miistarilorlo ¢ox
yaxst qarsiliql olagodo olmaya bilor. Miistori isa aldigrt mohsul vo ya Xidmotlo bagli problem
yarandiqda sirkotlo olage saxlamaq istayir. Mohsul vo ya Xidmatini satan sirkot miistari ilo diizgiin
iinsiyyat Vo qarsiligh alagoni tamin etmoalidir.
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Abstract

If customer relationship management is designed effectively and collectively and used as a key
communication channel, it can give us very serious returns. The main goal of businesses is to make
more sales. Sometimes businesses lose sight of their most important asset, their customers, in the
hustle and bustle of everyday life. Customer relations are one of the most important activities of a
company. Today, a company that does not yet have a customer begins its marketing activities. It
tries to convert a potential customer into an active customer. After successful marketing activities,
sales processes emerge. The relationship with the customer continues even after the sale. Some
companies may not interact very well with satisfied customers. And the customer wants to contact
the company when there is a problem with the product or service he bought. A company selling its
product or service must ensure proper communication and interaction with the customer.
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Giris

Miistarilorlo miinasibatlorin idars edilmasi miistarilorin istok vo ehtiyaclarin1 nazars alan, hotta
onlarin istok Vo ehtiyaclarin1 ovvalcadon goron, onlarla uzunmiiddatli olagolori tomin edon
marketing yanasmasidir (Belyayev, 2013: 671). CRM 1 miiassisalorin qarsilasdigi problemlars hall
yollar1 toqdim etmok baximindan ohomiyyatli bir marketing tocriibasidir (Demirel, 2007: 296).
CRM, miiossisalorin  miistorilorlo miinasibatlorinde  miistori  momnuniyystini  tomin  edan,
miistorilorlo strateji olagalor qurmag: vo idaro etmoayi hadafloyan vo bunu edarkan texnologiyadan
intensiv sokildo istifado edan idarsetma strategiyasidir (Cigek, 2005: 60-72).
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Bu todgiqatda miiassisalordo miistori alagalori menecmentinin togkilinin mévcud vaziyyatinin
tohlili vo giymatlondirilmasini aparmaq tigiin sorgu analizi aparilmisdir (Foss, Stone, Ekinji, 2008:
68-78). Analiz Google Formda hazirlanmig vo tosadiifi kiitlonin rayi lgiin sosial mediada
paylasilmisdir. Sorgu linkine kegid:

https://docs.google.com/forms/d/luw_4rdyu3A13-jl4-aJyRHb33vk1xdsOhTJIrDIVtKe4/edit

on ¢ox hansi sahada miistari xidmatlarindan yararlanirsiniz?
23 cavab

@® Bank

® Aligveris

® Sehiyys

@ Turizm va otelgilik

Sakil 1. Analiz naticalari

Noticoys goro 34.8% soxs bank sektorunda, 60.9% aligveris, yerdo galan isa turizm va otelgilik
xidmatindo miistari xidmotlorindon yararlanirlar.

Mustari alagalarindan razisinizmi?
23 cavab

@ Tam raziyam
® Razi deyilam
@ Bazan ha, bazan yox

Sakil 2. Sorgu naticalari

Bu insanlarin 69.6%-i mistori xidmatlorindon bozon razi, bazonss razi deyillor, 21.7%-i tam
razidirlar, 8.7%-1 iSo raz1 deyillar.

Mistari alagalarinda sizca, Azarbaycan miassisalari tam takmillagibmi?
23 cavab

@ Bali
@ Xeyir
® Takmillasmaya ehtiyac var

Sakil 3. Sorgu naticalari
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Bu sahado Azarbaycan miiassisalarinin tokmillagdiyini diistinanlor 17.4%, tokmillosmadiyini
diistinonlar 26.1%, tokmillogmaya hala da ehtiyac oldugunu diisiinanlorss 56.5% dir.

Mustari alagalarinda xidmat siiratindan razisinizmi?

23 cavab

@ Bali
@ Xeyir

Sakil 4. Sorgu naticalori

Alman 23 cavaba oasason respondentlarin 43,5%-1 miistori Xidmotinin siiratindon razi, 56,5%-i
IS0 narazidir.

Miistari alagalarinda xidmatla bagh biitiin suallariniza cavab tapisrinizmi?
23 cavab

@® Bali
@ Xeyir
Bazan

( 34,8%

Sakil 5. Sorgu naticalari

Qisacasi, miistori miinasibatlori ilo bagli biitiin suallariniza cavab tapmaq bazon ¢otin olur, lakin
bozi miistorilor buna baxmayaraq problemi tosdigloyir. Ona goéro do miistorilora gostarilon
xidmatlorin keyfiyyoti daha da yiiksaldilmalidir (Buttle, 2016: 295-317).

Natica

Sorgunun naticalorine gora, miistari Xxidmatlorindon an ¢ox alis-veris sektorunda istifads edilir.
Istirak¢ilar oksariyyati miistori miinasibotlorindon razi deyil vo Azorbaycan miisssisalorinin tam
inkisaf etmadiyini diisiiniir. Istirak¢ilarin coxu goézlomoe miiddotinin uzun olmasidan sikayatlonsa
do, emal siiratindon vo yanasmadan da narazidirlar (Barinov, 2013: 189).

Istirakgilar miistori Xidmati ilo bagl biitiin suallarma cavab tapmadiglarini bildirir vo miinasibat,
tobassiim vo maksimum diggstin an vacib amillor oldugunu geyd edirlar (7).

Respondentlordon miistari xidmotinda noyin doyisdirilmasini gérmok istadiklorini sorusduqda,
oksoriyyati daha operativ is vo islorin daha siiratli hollini istoyirdi (Chalmeta, 2006: 1015-1024).

Bozi istirak¢ilar daha korporativ vo siiratli i hoyata kecirmok vo biitiin Azaorbaycanda siiratli
olags yaratmagq istoyirlor.
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Istirakgilarin  oksoriyyati problemi basa diismok vo holl etmok iizorindo comlonir, bozi

istirakgilar iso daha pesokarliq vo gézlomo miiddstlorinin azaldilmasi tigtin tokliflor verirlor (9).
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