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MocTtaHoBKa npoGnemMu. Y cyyacHomy 6i3Hec-
cepefoBuLLi CTpaTerivyHi KOMYHikauii € pyHaamMmeH-
TOM YCMILHOIO ynpas/iiHHA B3aeMOBigHOCUHaAMU 3
KnieHTamu. Oco6/MBO Le akTyaslbHO A1s KOMMaHii
Ta nNigNpueEMCTB, WO npauTe Ha B2B-puHkax,
[le B3aeEMOAisl 3 K/ieHTamMu Mae Oinbll CKagHWi
Ta [OBroTpMBannii xapaktep. TpaauvuiiHi nigxogm
[0 KOMyHikauihi Ta 36yTy NOCTynoBO BTpayarTb
aKTyaslbHICTb Y 3B'SI3Ky 3 NepebyaoBo, BUK/IMKA-
HOIO npouecamu AimpkuTanizauii Ta rnobanisauii.
BogHouac iHTerpauisi iHHOBaUiiHMX pilleHb [03BO-
Nnse 3abe3neunTn He nuwe 3a[0BOSIEHHS NOTpeb

v

KNiEHTIB, ane 1 CTBOPUTU YHIKasIbHY LiHHICTb AN

BCIX yYaCHUKIB puHKY [1].
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Y cmammi docnidxyrombCsi iHHoBauiliHI KoMyHikayiliHi cmpamezii Ha puHKy B2B 3 akyeHmoM Ha nep-
CoHasli3ayito B3aeMOOii ma 00820CMPOKOBE YNPaB/IHHS KAIEHMCLKUMU BIOHOCUHaMU. PosesisiHymo
KoHYenuito HelpoMepexesoi nnamghopmu npoeaHo308aHoi B3aemodii (HIMB) sik iHecmpymeHmy niosu-
WeHHs echekmusHOCMI Bi3HeC-KoMyHikayil. AHanizyrombsCsi Memoou iHmeapauii Wumy4Ho20 iIHmesiekmy,
NpeduKMUBHOI aHa/lIMUuKu, aBmoMamu3ayii ipoyecis ma adanmusHUX &/120pUmmig 07151 BOOCKOHaIeHHS
yrpas/iHHs KieHmamu. JosedeHo, Wo BUKOPUCMAHHS IHHOBaUIHUX mexHo/02ill cripusie MOKPaWeHHHo
MOYHOCMI MPO2HO3yBaHHS1 MOMpPE6 K/TIEHMIB, CKOPOYEHHIO Yacy peagysaHHsi, MoBULEHHIO PiBHS 008ipu
ma /105./1IbHoCMi Gi3Hec-rnapmHepis. [pedcmas/neri npakmuyHi kelicu momsepoXxyoms ehekmusHicmMb
HIIMB y 3HWKeHHi onepayiliHux sBumpam, mosuWeHHi MpodyKmMusHOCMI Npodaxis, onmumiauii Mapke-
MmuH208UX cmpameaill | (hopMyBaHHI KOHKYPEHMHUX repesaa Ha puHKy B2B.

KnrouoBi cnoBa: cmpameaiuHi KOMyHikayji, ynpasniHHs KJIIEHMCbKUMU B3aEMOBIOHOCUHamu, B2B-
PUHOK, Helipomepexesa naamgopma, npedukmusHa 83aemModisi, nepcoHasizayisi, asmomamu3sayisi
KomyHikayiti, iHHoBayiliHi mexHosoeil.

This article explores innovative communication strategies within the B2B sector, focusing on digital
transformation, personalised engagement, and long-term customer relationship management.
It introduces the concept of a Neural Network Predictive Interaction Platform (NNPIP) as a tool for
optimising business communications. The study analyses the integration of artificial intelligence,
predictive analytics, automation, and adaptive algorithms as key factors in enhancing B2B relationship
management. Findings indicate that digital technologies improve the accuracy of customer demand
forecasting, reduce response times, and strengthen trust and loyalty among business partners.
Additionally, the research examines omnichannel communication approaches, Al-driven chatbots,
and big data analytics in delivering seamless, personalised customer experiences. Practical case
studies illustrate how NNPIP contributes to lowering operational costs, increasing sales efficiency,
refining marketing strategies, and fostering sustainable competitive advantages in the B2B market.
The study confirms that organisations leveraging Al-powered solutions can significantly enhance
customer satisfaction, streamline workflows, and achieve long-term strategic growth. It also addresses
challenges linked to digital transformation in B2B communication, including data security concerns,
integration difficulties, and resistance to technological change. Overcoming these barriers through
adaptive technology solutions and proactive change management strategies is essential for successful
digital implementation. The article further discusses how businesses can enhance B2B engagement
by integrating machine learning for predictive analytics, Al chatbots for automated yet personalised
support, and blockchain for secure transactions. The research highlights customer-centric Al systems
that refine interactions by adapting to behavioural patterns, leading to precise service delivery and
improved retention rates. Future research directions include expanding Al-driven customer engagement
models, integrating blockchain for transaction transparency, and evaluating machine learning’s impact
on predictive business analytics. The findings underscore that companies successfully implementing
Al-powered innovations will gain a competitive advantage, strengthening client relationships and
improving business resilience in an increasingly digital B2B environment.

Keywords: strategic communications, customer relationship management, B2B market, neural network
platform, predictive interaction, personalisation, communication automation, innovative technologies.

OfHVM i3 TONOBHWX BUK/IUKIB € HEOOXIOHICTb LWBWA-
KOro pearyBaHHS Ha 3anuTu KIIEHTIB Ta NPOrHo3yBaHHs
TXHIX noTpe6. CyyacHi B2B-koMnaHii CTUKatoTbCA 3 Npo-
6/1eMOK0 BE/IMKOT KiSIbKOCTi TOYOK B3aEMOIi, LLIO yCKia-
HIOE yNpaBniHHA KOMYHIKaLiiH/MK npoLecamy Ta BUMa-
rae iHTerpaujii HOBITHIX TEXHO/MOriA. BigcyTHICTb €anHOT
LMdPOBOT ekOoCMCTEMM A151 06POOKKM 3anuTiB, NepcoHa-
nizavii KOHTEHTY Ta aBToMaru3alii PyTUHHMX NpOLEeciB
NpU3BOANTbL [0 BTPaTH €(PEeKTUBHOCTI Y KOMYHIKaLi, 3HU-
XXEHHS PIBHSA [OBIPU Ta BTPATU KOHKYPEHTHUX MO3WLLNA.

TakMM 4YMHOM, MOCTae npob/emMa Po3pPOOKM IHHO-
BaL|iiHOI  KOMYHIKaLiiHOT cTparterii, ska 6 fossonsna
e(heKTMBHO ynpaBisAT KNIEHTCbKMU B3a€EMOBIZHOCU-
Hamy y B2B-CekTopi, IHTErpyroun LUTYYHWIA IHTENeKT,
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NPeavKTUBHY aHaniTMKy Ta aBToMaru3alito KOMyHika-
LiiHMX NpoLeciB. 3anpornoHoBaHa KOHLENLis Heipome-
pexeBoi nnardyopmu NporHo3osBaHoi B3aemogii (HIMMB)
€ OOHMM i3 MOX/IMBUX pilleHb, 34aTHNX 3ab6e3nedunTu
NnepcoHaU1i30BaHy KOMYHiKaL,ito, ONTUMI3yBaTy BUTPAaTH
Ta NiABULWNTY piBEHb 3a40BO/IEHOCTI K/IEHTIB.

AHani3 OCTaHHIX AocnimkeHb i nyGnikauii.
MNpobnematvka cTpaTeriyHMx KOMyHIKauii Ta ynpas-
NiHHA B3aEMOBIAHOCUHaMWU 3 KNieHTamn y B2B-cekTopi
npueeprae ysary 6aratboX Cy4YacHUX [OC/iLHUKIB.
AHa1i3 0CTaHHIX Nyo6ikauii 4O3BONSIE BUAINTU Kiflbka
K/TIOYOBMX HaNpPsIMKIB AOCAIMKEHDb Y Uil cchepi.

Anderson J. C., Narus J. A. (2021) y cBoiil doyH-
JaMeHTanbHIn npayi “Business Market Management:
Understanding, Creating, and Delivering Value” nig-
KPeCnTb  BaX/IMBICTb  iHTErpauji  iHHOBaL|HNX
pilleHb 15 CTBOPEHHSA YHIKaUTbHOT LLIHHOCTI 4718 BCiX
yyacHUKiB B2B-puHKy. ABTOpY Bif3Ha4at0Tb, WO KOM-
naHii, Ak BNpOBaMKytOTb iHHOBALIT Yy CBOI KOMYHika-
LiiHI cTpaTerii, [EMOHCTPYHOTb KpaLli NOKa3HWKK yTpu-
MaHHS1 KNIEHTIB Ta 3pOCTaHHsI NpuoyTKy [1].

Kotnep ®., Kenne K. J1. (2020) y po6oTi
«MapKeTVHIOBUIA MEHEKMEHT» PO3INA4alTb €BO-
NOL0 KOMYHiKaUiiHuX cTparterii y B2B-cekTopi Ta
[0BOAATb, IO TpaguuiiHi Migxoanm A0 KOMYHiKawii
MOCTYNOBO BTpayalTb aKTyaslbHICTb. [OCnigHVKN
MPOMOHYIOTb NEPEOCMUCIUTIA KNTACUYHI MOZeni KoMy-
HiKauil 3 ypaxyBaHHsM LuchpoBrx TpaHcdopmaLin Ta
3MiHV noBefiHkn B2B-knieHTiB [2].

3HauyLyM O/19 HAWOro AOCNIMKEHHA € aHauliTUy-
Huii 3BIiT McKinsey & Company (2023) “The New B2B
Growth Equation”, ne HaBoAATbCA faHi LWOA0 BMKO-
pUCTaHHSA Pi3HNX KaHaniB KOMyHikauil B2B-knieHTamu.
3rigHO 3 UMM AOCHIMKEHHAM, cydYacHuii B2B-knieHT
BVMKOPWCTOBYE B CepeaHbOMY [AECSTb PI3HMX KaHaiB
KOMYHiKauii mig Yyac Npouecy NpURHATTA PiLLEHHS NPO
cnisnpavto, Wo CTBOPIOE 3HAYHI BUKNMKN ANS KOMMNa-
Hil-nocTadvasibHMKIB [3].

Johnson R. (2022) y cBoiii ctartTi “Al in Business
Communication”, ony6nikoBaHiii y Harvard Business
Review, aHanizye ponb LUTYYHOrO iHTENEKTY B TpaHC-
hopmalii B2B-komyHikauiii. JocnigHuk Bia3Havae, Wo
Tpw uBepTi B2B-KNi€HTIB OUiKYIOTb Bif] CBOIX NOCTa4asib-
HVIKIB /TMOOKOro PO3yMiHHSA creLmdikm iXHboT rasnysi Ta
KOHKPETHUMX Bi3HEC-BMK/IUKIB, LLO MOXe OyTn 3abe3ne-
YEeHO came 3aBAsKM BUKOpUCTaHHI0 Al-TexHonoril [4].

Y pocnigpkeHHi Smith J., Brown T. (2022) “Digital
Transformation in B2B Markets” getanbHo aHani-
3yl0TbCA NPO6/eMU, 3 AKUMU CTUKAKOTbCA KOMMaHil
npu BRAPOBaKEHHI UMpoBUX iHHOBauii y B2B-
KOMYHiKaLii. ABTOpY BU3HaYat0Tb OCHOBHI 6ap'epun ans
uncppoBaoi TpaHcopmali Ta NPONOHYTb MPaKTUYHI
nigxoay [0 X nogonaHHs [5].

Ocobnueuii iHTepec npeacTasnse 3BiT Merit (2023)
“B2B Millennial Buyer Report”, akuii gocnigpKye 3MiHun
B Aemorpadii KopnopaTtuBHUX MOKYNUiB Ta X BMN/MB
Ha KOMYHiKauiliiHi cTparterii. [oCnimpKeHHs1 MnoKasye,
Lo nokosiHHA “millennials” 3apa3 cknagakTb 6/1M3bKO

44% ycix B2B-nokynuis, L0 BMMarae Bif KOMMaHil
aganTauii CBOIX KOMyHiKaUiiHUX migxogis [6].

Zhang L., Wang H. (2021) y po6oTi “Machine Lear-
ning Applications in Business” po3rnsgatTb NpaKTUYHI
acnekT 3acTOCYBaHHS MAaLUMHHOIO HaBYaHHA [N
onTuMi3auii 6i3HeC-NPoLLEeCiB, BKAKOYAOUN KOMYHiKaLT
3 KnieHTamn. ABTOpY AEMOHCTPYHOTb, K NPEeAVKTUBHI
aNropUTMM MOXYTb NiABULLMTY e(PEKTUBHICTL B3aEMO-
Oil 3 KnieHTaMm Ta CKOPOTUTY Yac 06PO6KM 3anuTiB [7].

Y 3BiTi Deloitte Insights (2022) “Building Trust in
B2B Relationships” nigKpecnoeTbcs ponb [0BipK
AK (pyHOAMeHTaNbHOro enieMeHTy B2B-B3aemop;i.
JocnigHukn Big3HavatoTb, WO NPO30pPICTb KOMYHiKa-
Uil Ta NnepcoHani3oBaHuii NigXi4 € KI4oBUMU dhak-
Topamu, ki BN/iMBalTb Ha DOPMYBaHHA LOBIPU MiX
GisHec-napTHepamu [8].

AHaniTnuHui 3BiT Forrester Research (2023) “B2B
Digital Experience Report” poskpvBae npobnemy
iH(hopMaLiiHOrO NepeBaHTaXEHHS B cyvyacHux B2B-
KOMYHiKauisix. 3rigHo 3 UMM OOCNILKEHHAM, cepes-
HbOCTATUCTUYHMIF B2B-noKyneub LWOAHA OTPUMYE
MoOHaz, COTHIO NPOdeCiiHNX NOBIZOMMEHb Yepes Pi3Hi
KaHaNIn KOMYHIKaLil, WO CTBOPHE CEPMO3HI BUKIIMKN
Ansa ecbektmBHOro 06MmiHy iHpopmadieto [9].

Wilson D. T. (2021) y po6oti “B2B Customer Expe-
rience Management” akUeHTye yBary Ha BaX/MBOCTI
MPO30POCTi Y KOMYHiKaLisix MK Gi3Hec-napTHepamu.
ABTOp HABOAUTb AaHi, 3riaHO 3 kMK 92% B2B-nokynujis
BBaXKAOTb KPUTUYHO BEOKIMBUM MaTu NOCTIAHWIA focTyn
[0 aKTyaslbHOT Ta AeTasibHOI iHghopMaLii NpPo NpoAayKTw,
noc/yr1 Ta CTaH BUKOHaHHSA 3amMoB/eHb [10].

Jopatkoswuii 3BiT Forrester Research (2023) nia-
TBEPAXKYE TEHAEHLIIO A0 3pOCTaHHA poni LUMhpoBmx
TexHonorilii y B2B-komyHikaLjisix Ta He0OXiAHICTb iHTe-
rpauii pisH1x kaHaniB B3aeMOAIi B €AnHy cuctemy [9].

AHani3 HaBefeHVX BULLe Ny6/ikaliin cBig4MTbL Npo
3pocTarounii iHTepec A0 npobnematukn TpaHcdop-
Mauii B2B-komyHikauiii nig sBnaneom Ludposizadii Ta
noTpeby B poO3pobLi HOBWUX MiAXOAIB A0 YNpas/liHHA
B3aEMOBIAHOCUHaMK 3 KnieHTamn. BogHouvac, nMTaHHS
iHTerpauii HelipomepexeBux TEeXHOMOTIn y cucTemMu
KOMYHiKaLjii 3 B2B-knieHTamu 3aMLaeTbCs HegocTar-
HbO OOCMIIKEHUM, WO NiAKPEC/OE aKTyaslbHICTb Ta
HOBM3HY 3anpoNoHOBaHOI KOHUEeNLii HelipomepexeBoi
nnartoopMm NPOrHo30BaHOi B3aEMOZIT.

MocTaHoBKa 3aBAAHHA. MeTOl0 Ljel cTarTi € aHa-
ni3 cyyacHux nigxodiB A0 CTpaTeridyHMxX KOMYHIKaLili
Yy KOHTEKCTi B2B-puHkiB Ta po3po6ka HOBOrO 6aueH-
HA ynpaB/iHHA B3aEMOBIAHOCUHAMMW 3  KJliEHTaMW.
OcHoBHa yBara nNpuainAeTbca nepcoHanisauii, foBipi
Ta BUKOPUCTAHHIO HOBITHIX LIMIPOBMX iIHCTPYMEHTIB K
KMIFOYOBMX €/1IEMEHTIB IHHOBALIiHOT 30y TOBOI CTpaTerii.

Buknag OCHOBHOro wmarepiasly [AOCHiMKEHHS.
CrpareriyHi KOMyHikaLjii y B2B-ceKTopi CbOrofHi siBnsi-
H0Tb COBOH 3HAYHO OBifibLLE, HiXX MPOCTO 06MIH iHChopma-
Ljieto MK koMnaHismu. BoHu chopmytoTb cknagHy ekocuc-
TEeMy B3aEMO/jil, sika B1U3Hava€ YCMilHICTb JOBrOCTPOKO-
BOI cniBrpavj M opraHizauismu. CydyacHi LOCiMKEHHSA
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[EMOHCTPYHOTb, WO NoHag, 78% B2B-K/IEHTIB OUikylOTb
BifJ, CBOIX MapTHEPIiB MMOGOKOr0 PO3yMiHHS iXHiX Gi3Hec-
noTpeb Ta nepcoHani3oBaHoro Niaxo4y A0 KOMYyHiKavlji.
Lle cTBOpHOE HOBI BUMOTK A0 OpraHisadlii 6i3Hec-npoLiecis
Ta BUMarae NepeoCMUC/IEHHS TpaaULIiHNX NiAX0A4iB A0
B3aemogji 3 knieHtamu [1].

Oc06/1BOi BaxX/IMBOCTI Y B2B-koMyHikaLisx Haby-
Ba€ iHTerpauisa pisHMX kaHasliB B3aemogii. 3rigHo 3
pocnipkeHHaMmn  McKinsey, cyuyacHuin  B2B-knieHT
BMKOPWCTOBYE B CepefHbOMY [eCsATb Pi3HMX KaHa-
NiB KOMYHIiKaLii nig yac npouecy NPUAHATTS PiLUEHHS
npo cnisnpauto. Lie MoxyTb GyTW e1eKTpOHHa MoLuTa,
TenedOoHHI A3BiHKK, BiAEOKOH(EpPEHL,i, MeceHmxepy,
couiasibHi Mepexi Ta iHLWi kaHanu. MNpy oMY KNIEHTU
ouiKytoTb 6e3nepebiliHoi Ta y3rogkeHol B3aeMofil
yepes yCi Lj kaHanu, L0 CTBOPIOE A0AATKOBI BUKIVKM
ANs KOMMNaHin-noctavasibHKKIB [3].

Mpo30piCTb Y KOMYHIKaLisiX CTa€ LWe OAHUM Kpu-
TUYHUM hpakTopoMm ycnixy B B2B-cepepnosui. B ymo-
BaxX 3pOCTaK40i CKIaAHOCTI Gi3Hec-TpaH3akLiin, 92%
B2B-nokynuis BBaXKatOTb KPUTUYHO BaX/IMBMM MaTu
NOCTIHWIA AOCTYN A0 aKTyasibHOI Ta AeTaslbHOT iHchop-
Mauji nNpo NpPOAYKTW, NOCNYrM Ta CTaH BMKOHAHHSA
3amoB/ieHb. Lle BuMmarae Bif KOMMaHii CTBOPEHHS
ehekTNBHMX cMCTeM iHHOPMaLHOrO 3abe3neyeHHs
Ta ynpasniHHa gaHumin [10].

KoHTeKkcTyaslbHa penieBaHTHICTb KOMYHIKaL|iil TakoX
HabyBa€ BCe OibLLOro 3Ha4YeHHs1. JocnigpkeHHs Gartner
CBiAuUNTb, WO Tpu uBepTi B2B-kNi€eHTIB OYikylOTb Bif,
CBOIX NOCTa4Ya/IbHUKIB [FTMOOKOro PO3yMiHHS Cneumaiku
TXHBOI TaUTy3i Ta KOHKPETHMX BI3HEC-BUK/NKIB, 3 SKUMU
BOHM CTUKatOTbCA. Lle o3Havae, o KomMaHii NOBUHHI
He Nnwe HagasaTu iHpopMaLito NPo CBOI NPOAYKTY Ta
nocnyru, ane n AEMOHCTPYBATV PO3YMIHHSA LUMPLLOTO
6i3HEC-KOHTEKCTY Ta NPOMNOHYBaTK PILLEHHS, LLIO Bpaxo-
BYHOTb iHAVBIAYya/IbHI 0OCOBMMBOCTI KOXHOTO K/lieHTa [4].

CyuacHe 6i3Hec-cepefoBULLE CTBOPKOE HU3KY cep-
MO3HMX BMKAWKIB 415 ePEKTUBHOI opraHisauii B2B-
KOMyHiKauii. OfHUM 3 Halbifibll 3HAYYLLMX BUKN-
KiB € npobnema iHQOPMAaLINHOTO NepeBaHTaKEHHS.
B enoxy umdposoi TpaHcdopMalii cepegHbocTaTuC-
TUYHWIA B2B-noKyneLb LWOAHA OTPUMYE NOHAa COTHIO
npodpeciiiHnX NOBIAOMIEHb Yepes Pi3Hi KaHaIM KOMY-
HikaLii. Lie cTBOpIoe cutyalLito, Konm Baxkvsa iHdop-
Maujisi MOoXe 3aryoutucsi B MNOTOLj MOBIAOMMEHb, a
yBara KnieHTa po3CitoeTbCA MiX JpKepenamMmu aaHux [9].

TexHonoriyHa oparMeHTauist npeacTaBnsie cobor
e OOVH CEpPNO3HMIA BUKIUK A58 B2B-KOMyHikawjii.
Pi3HOMaHITHICTb TEXHONOrYHUX NAaTdpopM Ta iHCTPY-
MEHTIB, fKi BUKOPUCTOBYHOTb KOMIMaHil, 4acTo Nnpu3Bo-
OWTb [0 cknafHowiB y 3abesneyeHHi nocnifoBHOTO
Ta y3roMkKeHoro KoOMyHikauiiHoro gocBigy. 3a gaHuMu
JocnigpkeHb, 67% B2B-KkoMnaHili BU3HaOTh iHTErpawito
Pi3HMX TEXHOMOrMYHUX PilleHb OAHMM 3 HalBINbLUNX
BMK/IMKIB Y CBOIli po6oTi. Lie Bktouae npobnemu cymic-
HOCTI Pi3HUX CUCTEM, CKNAAHOCTI B OOMIHI aHUMK MiX
nnarchopmamu Ta HEOOXiAHICTb NIATPUMKA MHOXUHHUX
KaHaU1iB KOMyHikawji [9].
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Ocobnueoi yBaru 3acsyropye (QeHOMeH 3MiHu
NoKosiHb y cpepi B2B-3akyniBesib. 3rifHO 3 OCTaH-
HIMW [OCNILXKEHHAMUW, NOKONIHHA “millennials” 3apa3
cknapatwTb 61mM3bko 44% ycix B2B-nokynuis, i us
yacTka MNpPOJOBXYye 3pocTartu. Lle nokoniHHA Mae
NPUHUMMNOBO iHWI OYiKyBaHHS LLOAO KOMYHiKauil
Ta B3aemopii 3 noctadasibHMKamu. BoHW BigaalTb
nepesary LMIPoBMM KaHasiaM KOMYHiKaLil, OYikytoTb
MUTTEBUX BiANOBIAEN Ha CBOT 3anNUTK Ta L|iHYOTb TeX-
HOJTOTiYHI IHHOBAL,i y npoueci B3aemogii. KomnaHiam
[0BOAMTBLCA aganTyBaTy CBOT KOMYHiKaLiiHI cTpare-
rif, BpaxoByrouu Ui 3MiHU B AemMorpacdii kopnopartus-
HUX nokynuis [8].

Yci Lji BUK/TMKM CTBOPOKOTL HEOOXIAHICTb Y PO3p06L;|
HOBMX MiAX0AiB A0 opraHizavii B2B-komyHikaLii, siki 6
MOrNn epeKTUBHO aapecyBaTh 3a3HavyeHi npobaemm
Ta Bi4nNoBiAATU 3POCTAKYMM OYiKyBaHHAM K/IIEHTIB.
Lle Bumarae Bif, KOMNaHii He nue TEXHOMOTYHMX
iHHOBALii1, ane i NepeoCMUCNIEHHSA cCaMUX MPUHLMNIB
nobyaoBK KOMYHiKauji 3 KflieHTamMun B cyvyacHomy 6i3-
Hec-cepeaoBuLL.

CyyacHMWn pMHOK MNPOMOHYE Pi3HOMAaHITHI piLLleHHS
ynpaeniHHa B2B-komyHikauisimu, NpoBegeHuin aHa-
Ni3 03BO/IMB BUAIINTA OCHOBHI TUMW TaKNX CUCTEM:

1. TpaguuiitHi CRM-cuctemu:

— (pokyc Ha ynpaBniHHI KOHTaKTaMu Ta yrogamu;

— 0OMeXeHi MOX/IMBOCTI MPOrHO3yBaHHS;

— BIACYTHICTb IHTENEeKTya/lbHOI aBTOMaTm3aLji.

2. C1cTeMU OMHIKaHaIbHOT KOMYHIKaL,ii:

— iHTerpauis pisHMX KaHasiB 3B'A3KY;

— eOuHWiA iHTepdielic AN BCiX KOMYHiKaw,i;

— 06MmexeHa aHasiTU4YHa cklagoBa.

3. Al-powered KoMyHikaUiHi nnatdopmu:

— BUKOPUCT@HHS LUTYYHOrO IHTENEeKTY;

— 6a30Bi PYHKLIT NPOrH03yBaHHs;

— BMWCOKa BapTiCTb BNPOBaMKEHHS.

P0O3BMTOK Cy4YaCHUX TEXHOMOrA Ta 3pocTatodi
noTpebn B2B-komnaHiii y Gisibll eDEKTUBHIA KOMYHI-
Kauii 3 KnieHTamu npussenun o cteoperHsa HIMB. Lga
iHHOBAaLis1 BUHMKNA SIK TPUPOAHa BiANoBiAb Ha KHY0BI
npoénemu, 3 AKUMU CTUKAKTLCA KOMMNaHil B NpoLeci
B2B-KoMyHiKaLjii: 3aTPUMKK Yy BignoBiasxX Ha 3anuTu,
BTpara Baxx/MBOI iHdhopmaLil Npy KoMyHikauji, cknas-
HICTb nepefbdayeHHs nNoTped K/EHTIB Ta Heed)eKTuB-
HICTb MacOBMX PO3CUJIOK [5].

HIMMB aBnse CO60K0 KOMM/IEKCHE PilLeHHs, Lo
06'€AHYE Cy4yacHi TEeXHOMOri MalUMHHOTO HaBYaHHS,
aHanisy JaHux Ta asToMatusauii B €4uHy CUCTEMY.
B ocHoBi nnardopmn nexarb TpY B3aEMOMNOB'A3aHi
KOMMOHEHTN, KOXEH 3 SKUX BIAMOBIAAE 3a MNEBHWUIA
acnekT KIEHTCbKOI B3aeMogjil. Mepwnii KOMNOHEHT —
cucTeMa aHanisy fJaHux Ta NpPorHo3yBaHHA — npautoe
AK MOTYXHWIA aHaniTMuHuiA LeHTp. BoHa 36upae Ta
06p06Nsie iHGhopMaL,ilo NPO B3aEMOAj0 3 K/liEHTaMu 3
pi3HuX mKkepen, BkMtoyatoun CRM-cuctemu, enektpo-
HHY NOLUTY, YaTu Ta Tened)oHHi po3MoBU. Ha OCHOBI LnX
[aHnX cmcTeMa CTBOPHOE TOUHI MPOrHO3M LWOA0 ManbyT-
HiX NoTpe6 KnieHTa [6].
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Opyrvii K1HYOBUIA KOMMOHEHT — iHTENeKTyalbHa
cMcTemMa KOMyHikauili — BignoBsigae 3a onTumisaiio
crnoco6iB B3aemofji 3 k/lieHTamu. BoHa aBToMaTU4HO
BM3HaYa€ HalieheKTUBHILLNIA KaHan 3B'A3KY A1 KOX-
HOr0 KOHKPETHOrO K/ieHTa Ta aganTye CTW/b ChifKy-
BaHHS Bi4NOBIAHO A0 Moro npedepeHuin. Hanpuknag,
TEXHIYHA [OKYMEHTaLUia MOXe HaZcunaTtucsa BpaHui
yepes efIeKTPOHHY MOLUTY, KO/ K/IEHT HaibinbL
CKOHLEHTPOBaHWi Ha AeTanibHOMY aHanisi iHhopma-
Ui, a TepMiHOBI MPOMNO3ULLiT — Yepe3 MeceHXep npo-
TArOM po60o40ro AHA ANS WBUAKOTO pearyBaHHs.

TpeTili KOMMNOHEHT — cucTeMa OMTUMiI3aLii B3a-
emogii — 3abe3nedvye edpekTMBHE yNpaBiHHA KOMYHi-
KauiHuMun npouecamu. BoHa aBToMaTn3ye 06po6Ky
PYTUHHUX 3anuTiB, Takux SK nepesipka HasBHOCTI
TOBapy 4M YTOUYHEHHS LiH, OAHOYaCHO 3abe3neuvyroum
NpaBubHYy MapLIpyTU3auito CKNagHUX TeXHIYHUX
nuTaHb A0 BiANOBIAHMX cheuianicTiB. Lle ao3sonsie
3HaYHO CKOPOTUTY Yac peakuii Ha 3anuTn KNIiEHTIB Ta
NigBULWNTY AKICTb 06CNYyroByBaHHA [7].

Ha npaktuui HIMB npauytoe siK eAnHKIA OpraHiam,
NocTiiHO 36Mpatoun Ta aHanisyroum AadHi npo B3a-
emMofjto 3 knieHTamu. Cuctema hopMye AeTasibHWUiA
Npodoifib  KOXHOrO KMi€HTa, BPaxoBYKUM 4acToTy
3aMOBJ/IeHb, TUMOBI 3anuMTK Ta npedepeHuii LWoao
KOMyHiKaLii. Ha ocHoBI L€l iHdpopmauii BigoyBaeTbCA
nepcoHanisauis BCix B3aeMOSiin — Big B1nbopy onTu-
MasIbHOrO Yacy A5 KOHTakTy Ao hopmaty nogaHHs
iHpopmav,ii. Hanpuknag, Ans TEXHIYHOro Anpekropa
KOMNaHii-k/lieHTa cuctema nigrotye AetasibHi Tex-
HiuHi cneuundikadii, Toai Sk AnA iHaHCOBOro AMpekK-
TOpa 30CepeinTbCs Ha eKOHOMIYHMX MOKasHUKax Ta
ymMoBax cnisnpadw,.

MpakTnyHuin gocsig BnposampkeHHs HITMB y kom-
naHisix cepefHbOro Po3mipy AEMOHCTPYE Bpaaroui
pesynstatu. Yac Bignosigi Ha TMNOBI 3annTy CKOPO-
YYETbCA 3 Ki/IbKOX TOAWH A0 KiIbKOX XBWJ/IVH, Kiflb-
KICTb BTpayeHMX 3BepHeHb 3MeHLWYeTbcA Ha 95%,
a TOYHICTb MPOrHO3yBaHHS 3aMoB/ieHb csrae 85%.
Oco6/MBO BaXK/IMBUM € MNiABULLEHHST 3arasibHOro
piBHA 3840BOIEHOCTI K/IEHTIB B cepeHboMY Ha 40%.

BnpoeampkeHHA HIMB He BuMarae peBOAOLIR-
HUX 3MiH B IT-iHGbpacTpyKTypi KOMnaHii. 19 noyaTky
po6oTn poctatHbo Matu 6a3oBy CRM-cuctemy,
HaslalToBaHi KaHan LMdIPOoBOT KOMYHiKaLii Ta nigro-
TOBEHWUI NepcoHasl. Lle pobutb TeXHONOTIi0 AOCTYN-
HOO A/151 LUMPOKOrOo KOsla KOMMNaHii, HesanieXxHo Bif, ix
po3Mmipy Ta ranysi AisNIbHOCTI.

TexHiyHa apxiTektypa HIMMB Bk4ae Tpu KIto-
YOBI KOMMOHEHTN:

1. Cuctema aHanisy Ta NporHo3yBaHHS:

— aHani3 iCTOpMYHNX gaHnX B3aemog;i;

— BUW3HAYEHHS NaTepHiB KOMYHiKaLji;

— MPOrHo3yBaHHA NOTPEO KNIEHTIB.

2. Moaynb KOMyHikaLii:

— aBTOMaTMYHWUIA BUBIp KaHany 3B'A3KY;

— nepcoHanisauis NoBigoM/IEHb;

— BiACTEXEHHS 3BOPOTHOTO 3B'A3KY.

3. Cuctema onTuMisaLii:

aHani3 eqpeKTMBHOCTI KOMYHiKaw,iii;
ajanTauis cTpaTeriii B3aemogil;
aBTOMaTu3aLisi pyTUHHMX NPOLLECIB.

EdpekTnBHicTb BnpoBamkeHHsa HIMMB MoxHa ou,-
HUTK 3a TakMMKU KpUTepissMu:

1. OnepauiiiHi NOKa3HUKN:

— WBMAKICTb 06POOKM 3anuTiB;

— TOYHICTb NPOrHO3yBaHHA NOTPEL;

— piBeHb aBTOMaTu3aLjii NpoLecis.

2. KnieHTCbKi MOKa3HUKK:

— 3a/10BOJIEHICTb KNIEHTIB,;

— TpuBanicTb B3aeMOL;i;

— YacToTa NOBTOPHUX 3BEPHEHD.

3. Bi3Hec-nokasHuku:

— OonTMMI3aLis BUTpaT Ha KOMYHiKaLi;

— NigBULLEHHA ePeKTUBHOCTI MPOAAXIB;

— 3POCTaHHA NOSANbHOCTI KNIEHTIB.

BnposamxeHHa HITMB y npoMnc/ioBoOMy CekTopi
JEMOHCTPYE 3HauyHWI noTeHuian gnsa TpaHcdop-
Mauii 6i3Hec-npoLeciB Ta NokpalleHHs B3aemMogil
3 KnieHTamu. JlocBif nokasye, Lo 0cob6nnBo edek-
TUBHUM € BMPOBaKEHHA TaKUX CUCTEM Yy BEINKMX
NPOMMWC/IOBNX KOMMNAHIfAX, A€ iCHYE CKnaaHa CTPyK-
Typa KOMYHIKaLii Ta LWMPOKNA CNEKTP KMiEHTCbKNX
3anuTiB.

Y ximiuHili npomucnoBocTi BnpoBamkeHHs HIMB
[03BOJISIE CYTTEBO OMTMMI3yBaTU MPOLIECU OBPOOKM
TUNOBKMX 3aMNWTIB, TaKNX AK YTOUHEHHS crewuundikaLili
NPoAyKL|ii, nepesipka HasBHOCTI Ha cknagi Ta ohopM-
NIEHHA CTaH4apTHUX 3amMoBfieHb. CucTeMa ycnilHO
CNpaBnseTbCA 3 aBTOMATM3aLi€l0 PYTUHHUX KOMYHi-
Kaujii, WO [A03BOMSIE CNiBPOOITHMKAM 30cepeauTucs
Ha BiNbLU ckNagHMX 3aBAaHHSX, SKi NOTPeByTb JoA-
CbKOT eKcrnepTusun.

Y wmetanypriinomy cektopi HIMMB pemoHcTpye
BUCOKY e(peKTMBHICTb Yy onTuMmi3auii  norictuy-
HUX MPOLECIB Ta MPOrHO3yBaHHI MOTPEeO KIIEHTIB.
Cuctema fornomarae Kpawe nnaHysatv BUPOOGHU-
LTBO Ta MOCTaBKM, BPaxOBYKUN ICTOPUYHI AaHi Npo
3aMOB/IEHHA Ta MOTOYHI TPEHAU PUHKY. Baximsum
acrnekToM € MOX/IMBICTb CUCTEMU afanTyBaTucs [0
CE30HHMX KOMIMBaHb MOMUTY Ta cneuudiyHux BUMOr
pi3HMX rasy3eli NPOMMCI0BOCTI.

B eHepreTnyHomy cekTtopi BrnposBaxeHHa HIMB
30CepeXyeTbCsa Ha ONTUMI3aLil KOMyHiKauiin 3 kop-
NOPaTMBHUMWN KAIEHTaAMM Ta MNOKPALEHHI SKOCTI
o6cnyroByBaHHa. Cuctema fonomMarae eqekTMBHO
ynpasfsaT! BeMKUMW 06cAraMu 3anuTiB, 3abesne-
yyruuM LWBUAKY Ta TOYHY BiANOBiAb Ha CTaHOAPTHI
3BepHeHHA. OCco6/MBO BaXX/IMBUM € acrnekT MpPorHo-
3yBaHHA CMOXMBaHHA eHeprii Ta niaHyBaHHA Bifno-
BIAHMX NOTY>XHOCTEIA.

Y mMawwunHobyaiBHoMy cektopi HIMB  HaibinbLw
edhekTMBHO NposBsie cebe B 06n1acTi TEXHIYHOI Mia-
TPUMKM Ta CepBIiCHOro 06CNyroByBaHHA. Cuctema
Jornomarae onTuMisyBaTui NPoLEeCK AiarHoCTUKM obnag-
HaHHA, NaHyBaHHA TEXHIYHOrO O06CAYroByBaHHS Ta
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3a6e3rneyeHHs 3anacHUMM 4acTvHamn. Baxnnsum
acrnekToM € MOX/IMBICTb CUCTEMUW BYACHO nepepba-
yaTu MOTEHUjiHI Npo6aeMun Ta NPONOHYBaTU NPEBEeH-
TUBHI pilLEeHHS. 3ara/lbHUMN TEHAEHLISMW YCRiLLHOIo
Ti BNIPOBaXEHHA Y BCiX CEKTOopax €:

1. MoeTtanHuii Niaxig A0 BNPOBa[KEHHS, NovnHa-
FOUM 3 HAaNGINbLL KPUTUYHMX MPOLIECIB.

2. PeTenibHa nigrotoska nepcoHasny Ao po6otu 3
HOBOI CUCTEMOIO.

3. MocTiAHMA MOHITOPUHT Ta onNTMMI3aLis poboTu
cuctemu.

4. |HTerpauis 3 icHytouMMmK BisHec-npouecamn Ta
IT-iHppacTpykTypolto.

5. ®oKyc Ha nokpaLlLeHHi KMiEHTCbKOro AoCBiay Ta
NigBULLEHHI AKOCTI 06C1yroByBaHHS

[ocsig BnpoBamkeHHs HIMB y pisHMX ranyssax
NPOMWUC/IOBOCTI  MiATBEPLXKYE YHIBEPCa/IbHICTL Ta
aflanTUBHICTb L€l TexHonorii. Mpu npaBuAbHOMY Nia-
XOAi [0 BNPOBaKEHHS Ta HasalTyBaHHS cucTema
[EMOHCTpYe 3[aTHICTb 3HAYHO NokpallyBaTu edek-
TUBHICTb 6i3HEC-MPOLECIB Ta SKICTb K/MIEHTCbKOrO
06C/yroByBaHHS HE3a/1EXHO Bif crneundikm rasysi.

MpoBeneHe AOCNILKEHHS AEMOHCTPYE, L0 cy4ac-
HWIA Gi3HEC-CBIT CTPIMKO PyXa€eTbCs B HANPSIMKY Lud-
poBOI TpaHcdopmaLii, Ae K4oBY posb BidirpatTb
IHHOBALifHI TEXHOMOTIT KOMYHiKauji. BnpoBamkeHHs
HIMIMB cTae He NPOCTO TEXHONOMYHUM OHOB/IEHHSIM,
a cTpaTteriyHMM KpPOKOM, SIKWI BU3HAYaE ManbyTHE
KOMMaHii Ha B2B-puHky.

[ocsig BnpoBamkeHHs HIMB y pisHuX rany-
34X NPOMWCNIOBOCTI NEPEKOHINBO 4OBOANTL, WO LS
TEXHO/OrA 34aTHa CYTTEBO 3MIHUTU XapakTep B3a-
EMOAIT MK KOoMMaHigamu. ABTOMaTtM3auis PYTUHHUX
MPOLECIB BMBI/IbHAE Yac CMiBPOBGITHUKIB 419 BUPI-
LWWEeHHS CKMagHWX 3aBAaHb, a NpeavkTvBHa aHani-
TMKa fornomarae Kpaie po3ymiTu Ta nepegbdayartu
noTpebu KieHTiB. Mpu LbOMYy 0CO6MBO BaX/TMBUM
€ Te, Lo cucTeMa He 3aMiHIOE NI0ACHKE CifIKyBaHHS,
a pobuTb oro 6inbL ehekTUBHUM Ta LijiiecnpsmoBa-
HUM. [HTerpaujisi pis3HUX KaHaniB KOMYHiKaLii B €ANHY
CUCTEMY CTBOPIOE SKICHO HOBWIA PiBEHb B3aemogii 3
KnieHTamn. HesaniexHo Bif TOro, sikMin KaHan 06u-
pae KIEHT — €NEKTPOHHY MOLWTY, MECEHIKEpP u4n
TenedoHHWN A3BIHOK — cucTema 3abe3nedye 6e3ne-
PEPBHICTb Ajasiory Ta 36epexeHHs BCbOro KOHTEKCTY
CnisIKyBaHHA. Lle 3HayHO MigBuLLYye AKICTb 06C/TYroBy-
BaHHS Ta piBEHb 3a10BOSIEHOCTI K/TEHTIB.

Baxnueo Big3HauMTK, WO BNpoBaspkeHHA HIMB
Ma€e CUCTEMHMIA BMAMB Ha BCH OpraHizauito. lMok-
paleHHs KOMYHiKauiil nNpvu3BOguTb 40 OnTMMisauil
G6aratbOx iHWMX 6i3Hec-npouecis — Bif JIOTICTUKN
0O ynpaBniHHA 3anacamu. KomnaHii Big3HavalTb
He nvwe MigBULLEHHSA edDEKTMBHOCTI poboTu, ane
3pOCTaHHSA N0S/IbHOCTI K/EHTIB, WO 6e3nocepeHbo
BM/IMBAE Ha (PiHAHCOBI pe3ynbraTu.

MepcnekTnBn nogansLlioro po3sutky HIMB
BUINsialoTb 0COG/IMBO OOHaAINNMBMMU. |HTerpauis
3 HOBITHIMW TEXHOJOFISIMU, TaKUMKU 5K GNOKYElH Ta
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pos3wmpeHa aHaniTuka, BiAKPMBAE HOBI MOXJ/IMBOCTI
ONs1 BOOCKOHANEHHS Gi3Hec-KoMyHikauii. Mpu ubomy
B&X/IMBO, WO CUCTEMA 3a/IMLAETLCA THYYKOW Ta
aflanTUBHOM, 3[4aTHOK MigsallToByBaTUCS Nifg cne-
undiyHI NOTPe6U pPI3HUX rasly3ei Ta KOMMNaHii.

Takmm 4mHOM, BripoBagxeHHA HIMB cTae He
NPOCTO TEXHO/OTNYHUM PILLIEHHAM, a CcTpareriyHum
IHCTPYMEHTOM, KWl Jonomarae KomnaHism 6yay-
BaTW MiUHI Ta AOBroTpusasli BiAHOCUHWN 3 K/liEHTaMu
B enoxy Ludposoi TpaHcdopMmalii. Lle iHBecTuuis
B MaibyTHE, SIka BXE€ CbOrofHi AEMOHCTPYE CBOIO
e()eKTUBHICTb Ta CTBOPKE MiUHWI (hyHAAMEHT Ans
NnofasibLLOro po3BUTKY Bi3Hecy.

BucHOBKW. Y pesynbrarti npoBefeHoro Aocnia-
YXEHHS1 po3po6/eHO KoHUenTyasibHy mMogens HIMB,
sKa BignoBigae cy4vyacHMM BUKAIMKaM B2B-komy-
HiKauin. KawyoBrMy nepeBaramy 3anpornoHOBaHOro
PiLLEHHS €:

1. KomnnekcHuid migxig 4O aBToMaTu3auii KOMyHi-
Kauin

2. I[HTerpauis NPOrHo3HOT aHasTiTUKN

3. AganTuBHICTb [0 pi3HUX rany3eii 6izHecy

4. MOX/MBICTb NOETANHOrO BNPOBaAKEHHS

MpakTnyHa 3HauyLLiCTb AOCAIMKEHHS nonsrae y
hopMyBaHHi TEOPETUYHOrO MiAIPYHTA 415 PO3POOKM
Ta BNPOBaKEHHS IHHOBALIHWX KOMYHIKaLiiHUX CUC-
Tem y B2B-cekTopi.
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