MINISTERUL EDUCATIEI SI CERCETARII AL REPUBLICII
MOLDOVA
Universitatea Tehnica a Moldovei
Facultatea Calculatoare Informatica si Microelectronica
Departamentul Ingineria Software si Automatica

Admis la sustinere
Sef departament:
Fiodorov lon, conf. univ., dr.

o ” 2024

Analiza procesor de afaceri in sisteme de gestiune a

relatiei cu clientii

Teza de master

Student: Leah Arcadie, gr. TIA-221M
Conducator: Cernei Irina, asist. univ.
Consultant: Cojocaru Svetlana, lect. univ.

Chisinau, 2024



ADNOTARE

Proiectul de diplomd "Analiza procesor de afaceri in sisteme de gestiune a relatiei cu clientii" pe
exemplul "Allmed" este dedicat cercetarii metodelor de optimizare a managementului la intreprinderea
"Allmed". Scopul principal al proiectului consta in studiul detaliat al abordarilor teoretice si metodologice
privind organizarea proceselor de afaceri si elaborarea unor recomanddri concrete pentru optimizarea
proceselor cheie, contribuind astfel la imbunatatirea sistemului de management la Intreprinderea selectata.

Proiectul acopera o gama larga de aspecte ale managementului proceselor de afaceri, incepand de la
bazele teoretice si terminand cu exemple practice ale aplicrii acestora. In prima parte a documentului sunt
prezentate aspectele teoretice si metodologice de bazd privind organizarea proceselor de afaceri, inclusiv
analiza esentei si continutului managementului eficient, precum si studiul principiilor si abordarilor moderne,
bazate pe reinginerie si inginerie a proceselor.

A doua parte contine o parte analiticd a proiectului, in care are loc o examinare atenta si descrierea
obiectului de studiu - "Allmed". In aceasti sectiune se efectueazi diagnosticarea sistemului actual de
management al Intreprinderii, analiza principalelor procese de afaceri si se identificd problemele cheie in
modelele existente ale acestor procese.

A treia parte are ca scop propunerea directiilor principale pentru cresterea eficientei proceselor de
afaceri, precum si dezvoltarea unor modele de management imbunatatite, bazate pe implementarea unei solutii
ERP ASU "Management". Aceasta include crearea de modele de procese de afaceri ,to be”, destinate
optimizarii si cresterii performantei intreprinderii.

Documentul include nu numai continut text, ci si materiale auxiliare, cum ar fi tabele si ilustratii, care
completeazd si imbogatesc cercetarea. Lista surselor utilizate cuprinde 30 de titluri, ceea ce demonstreaza o

abordare profunda si comprehensiva a subiectului studiat.



ABSTRACT

The diploma project "Business processor analysis in customer relationship management systems™ using
the example of "Allmed" is dedicated to researching methods for optimizing management at "Allmed"
enterprise. The main goal of the project is to thoroughly study theoretical and methodological approaches to
organizing business processes and develop specific recommendations for optimizing key processes, thus
contributing to the improvement of the management system at the selected enterprise.

The project covers a wide range of aspects of business process management, starting from theoretical
basics and ending with practical examples of their application. The first section of the document presents the
main theoretical and methodological aspects of organizing business processes, including an analysis of the
essence and content of effective management, as well as the study of modern principles and approaches based
on process reengineering and engineering.

The second section contains an analytical part of the project, where a thorough examination and
description of the object of study - "Allmed" - takes place. In this section, the current management system of
the enterprise is diagnosed, the main business processes are analyzed, and the key problems in the existing
models of these processes are identified.

The third section aims to propose the main directions for improving the efficiency of business processes,
as well as developing enhanced management models based on implementing an ERP ASU "Management”
solution. This includes creating "to be™ business process models aimed at optimizing and increasing the
performance of the enterprise.

The document includes not only textual content but also auxiliary materials such as tables and
illustrations, which complement and enrich the research. The list of used sources comprises 30 titles,
demonstrating a deep and comprehensive approach to the studied subject.



AHHOTALUA

JIMIUIOMHBIN TPOEKT «AHAIU3 OM3HEC-TIPOLIECCOPOB B CUCTEMAX YIPABIEHUS B3aMMOOTHOIIEHUSIMH C
kiueHtamu» Ha npumepe "Allmed"" mocBsAmEH HCCIEAOBAaHMIO METOAOB ONTHUMH3AlUU YIIPaBICHUS Ha
npeanpustiua "Allmed". OcHoBHas 11e1b pabOTHl 3aKIIOYACTCS B JACTAIBHOM HM3YYE€HHUH TEOPETUYECKHX U
METOAMYECKUX MOIX00B K OpTaHU3aI[K OM3HEC-TIPOLIECCOB U pa3padOTKe KOHKPETHBIX PEKOMEHAANN IS
ONITUMH3AIMU KITIOUEBBIX MPOIECCOB, YTO CIOCOOCTBYET YIIYUIICHUIO CHCTEMBbI YIIPABICHHUS Ha BEIOPAHHOM
MPEINPUITHH.

PabGora oxBaThIBaeT WIMPOKHI CIEKTp AaCHEKTOB YIpaBJIeHUs OW3HEC-TpoleccaMH, Ha4duHas OT
TEOPETUYECKMX OCHOB M 3aKaHYMBasl NMPAKTUYECKUMHU NpUMEpaMHM UX IpUMEHEHUs. B mepBom paznene
JIOKYMEHTa IPEICTABICHbl OCHOBHBIE TEOPETUYECKHE W METOAMYECKHE AaCIEeKThl OpraHu3aluu Ou3Hec-
MIPOLIECCOB, BKItOUasi pa3bop CyIHOCTU M cojaepkaHus 3((EKTUBHOIO YIPaBICHUS, a TaKXKe H3yueHUE
COBPEMEHHBIX MPUHIUIIOB U MTOJAX0/I0B, OCHOBAHHBIX HAa PEMHKUHUPHUHIE U MHKUHUPUHTE MPOILIECCOB.

Bropoii pa3nen comepKUT aHATUTHUECKYIO 4acTb pabOThl, B KOTOPOW INPOMCXOJIUT TIIATEIbHOE
u3ydeHue u onucanue oobekTa uccienosanus — "Allmed". B atom pasnene ocyiiecTBIsS€TCs TUarHOCTHKA
JEHCTBYIOIIEH CHCTEMBI YIIPABJICHUS MPEANPUATHEM, aHAIU3 OCHOBHBIX OM3HEC-TIPOLIECCOB, U BBISBIISIIOTCS
KITFOUEBBIE MTPOOJIEMBI B CYIIECTBYIOIUX MOJEISAX STUX MPOLIECCOB.

Tperuit pasngen HampaBjleH Ha MPEAJIOKEHHE OCHOBHBIX HAlpaBiI€HUM [  IOBBILLIEHUS
3G PEKTUBHOCTH OHM3HEC-TIPOIIECCOB, a TaKkKe pPa3pabOTKy YCOBEpIICHCTBOBAHHBIX MOJEJCH YIpaBIICHHUS,
OCHOBAHHBIX Ha BHeApeHuU rorosoro pemenuss ERP ACY "Menemxment". DTo BKIIIOYaeT B ce0s co3/1aHue
MojieTielt Ou3HeC-TIPOIECCOB «to bey, MpeaHa3HAYeHHBIX /ISl ONTUMHU3ALIMU U TOBBIIIEHUS Pe3yIbTaTUBHOCTH
paboThI IPENTPUSITHSL.

JIOKyMEeHT BKIJIIOYaeT B ce0s HE TOJIbKO TEKCTOBOE COZEpIKaHKE, HO U BCIIOMOTaTeIbHbIE MaTepUabl,
Takhue Kak TaOmuIbl W WUTIOCTPAllMU, KOTOpbIE JMAOMONHAIT M obOoramarT wuccienoBanue. CHucok
UCIOJIb30BaHHBIX HCTOYHUKOB HacuuThiBaeT 30 HaMMEHOBaHUM, YTO CBUAETEIHCTBYET O TIyOOKOM U

BCCCTOPOHHEM MMOJAXOAC K I/ISY‘IaeMOfI TEMCE.
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COKPALIEHUA

BYC (butpukc ynpaBieHHs CAliToM) - ruiaTdhopMa JUTst CO31aHus pa3paboTKU HHTEPHET-CAHTOB HITH
MHTEPHET-Mara3uHoB.

CMS (Content management system) — 3To cucremMa ypaBjieHHUs KOHTEHTOM caiTa

CRM (customer relationship management) — 3to crioco0 yrpaBieHHsI B3aUMOOTHOIICHUSMH C
KJIMEHTaMH U ONTUMM3ALMKU OU3HEC-TIPOLIECCOB.

ERP (IlnanupoBanue pecypcoB MpeanpUsTUs) — 3TO IpOrpaMMHasi CUCTeMa, KOTOpasi IOMOTaeT
YIPaBIISATh BCeM OU3HECOM, MOJACPKUBAsT aBTOMATU3ALIUIO.

b24 (butpukc 24) — 3T0 00JIayHBIA CEPBUC, NOMOTAIOIINUNA OPraHU30BaTh U ONTHUMHM3UPOBATH
COBMECTHYIO pa0OTy CTPYKTYPHBIX OTIIEJIOB NpeAnpusTHs (Ou3Heca) 3a cueT OObeIMHEHHS Pa3IMYHBIX
WHCTPYMEHTOB MaHUIYJISALUU LEIIMH, TOPTANIOB, miomanok, CRM.

1C (1C: Ilpennpusitue) — 3T0 eAuHas miargopma, mpeIHa3HauYeHHas [JIsl aBTOMAaTH3aIUU PaOOTHI
coBpeMeHHOro mnpeanpusaTus. OHa JaeT BO3MOXKHOCTh WHTEIPUPOBATH Pa3IMUHbIE KOH(UTYpaIUH,
CIIOCOOHBIE OXBAaTUTh BCE HAIpPABJICHUS U C(ephbl NEATECIHHOCTH KOMIIAHUHU, OOSCIICUUTh JOCTHIKCHHE

H606X0)II/IMBIX PE3yJIbTaTOB B pa60Te.



BBEJIEHHUE

B coBpemMeHHOM Mupe, TJe TIOCTOSHHBIE M3MEHCHHSI CTalki HOPMOMW, aJanTHBHOCTh U
MHHOBALMOHHOCTb MPEINPHUATHI ONPEACISIOT UX YCIEX M OJITOCPOYHOE BEDKMBAHUE Ha PhIHKE. B aTOM
KOHTEKCTE, COBEPILICHCTBOBAHHE MEHE/DKMEHTa OM3HEC-TIPOLIECCOB SBISETCS HE MPOCTO CTPATETHYECKOM
3ajaueif, a HEeOOXOIMMOCTHIO, OOYCIOBJICHHOW KaKk BHYTPEHHHMH, TaK M BHEUIIHUMH (DaKTOpaMHu.
D¢ deKTHBHOCT MPOLECCOB, 0€3 COMHEHHMS, UMEET TCHACHINIO K CHI)KEHHIO CO BPEMEHEM, €CIIM MX He
NOJICpXKUBAaTh W HE COBeplIeHCTBOBaTh. KoHKypeHTHas Oopnba, Bo3pacramomyie TpeOOBaHUS
norpeduteneii u OBICTPO MEHSIOIIAsiCd PBIHOYHAS CpPeAa BBIHYKAAIOT MPEINPHATHS HE TOJBKO
alalITUPOBATHCS K TEKYIUM YCJIOBHSIM, HO M aHTHIMIIMPOBATh OYAYyIHEe U3MEHEHHUsI, YTOOBI OCTaBaAThCSI
Ha IIar BIIEPEu.

MIMEHHO B 3TOM KOHTEKCTE HCCIICAOBAaHHWE IOCBSILEHO COBEPIICHCTBOBAHMUIO MEHEIKMEHTa
OusHec-mpoueccoB Ha mpumepe «Allmedy. Ilens paboThl 3akiroyaeTcs B ACTaJbHOM PAcCMOTPCHUH
TEOPETUYECKHX M METOJMYECKHX AacleKTOB OpPraHM3allid M ONTHMHU3alUH OW3HEC-IIPOLECCOB, YTO
IO3BOJIUT BBHIPA0OTAaTh PEKOMEHIAIMK JUIS YIYYLICHHS CHUCTEMbl YIPABICHHS Ha HCCIEIyeMOM
HPEATIPUSATHH.

Pabora HampaBieHa Ha aHaIM3 CYLNIHOCTU M coAep)KaHHs 3(P(PEKTHBHOTO YIpaBJIEHUs OW3HEC-
nporeccamMy, O000OIIEHHEe COBPEMEHHBIX MPHHIWIOB W IIOJXOJO0B, W3Y4YCHHE JESATENFHOCTH U
XapaKTEepPUCTHKH OCHOBHBIX TporeccoB «Allmed», a Taxke Ha omnpejeneHHe HaNpaBICHUN IS
MOBBIIICHUSI WX PE3YJbTaTUBHOCTH M OIEHKY JKOHOMHYECKOHW J(P(PEKTUBHOCTH IPEIIOKEHHBIX
YIIy4IIECHUH.

Teopernueckast 6a3a McCiIeIOBaHHS ONMMPAETCS Ha TPYABI BEIYIINX POCCHICKUX SKOHOMHCTOB H
CIICIIMATICTOB B 00JIACTH MEHE/DKMEHTA U ONTHMH3ALUH OM3HEC-TIPOLIECCOB, YTO MO3BOJISIET 00ECTICYHTh
rmyOOKMI ¥ BCECTOPOHHHWI aHamu3 mpeaMeTa wuccienoBaHus. JlanHas pa0oTa, COAEPKUT Kak
TEOPETHUYECKYIO, TaK W TNPAKTUYECKYI0 4YacTh, BKIIIOYAs AHAIUTHYECKOE HCCIEIOBAaHHE M MPOEKTHBIC
NPEJUTOKEHUS, IOAKPEIUICHHBIE TAOIMIIAMU M WILTIOCTPALMSIMY JUTSl HATJISITHOCTH M JIyYIIero TTOHUMaHUsI
Marepuaia.

Takum o00pa3oM, JaHHOE WCCIEIOBAaHUE MPEACTAaBIsIeT COOOH KOMIUIGKCHBIH TOAXOX K
COBEPIICHCTBOBAHUIO YIIPABJICHUS OW3HEC-TIPOIIECCAMU Ha MPEINPHUSATHU, YTO AKTYaJIbHO KakK JUIs
TEOPETHUECKOTO HW3yYeHHs, TaK M JUIS TPAKTHYECKOTO TPUMEHEHHS B YCIOBHSIX COBPEMEHHOMN

SKOHOMUYECKOH CPEJIbI.
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