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JAKЇŚĆ ŻВCIA SEІIЇRÓА А DЇMACH  
SPЇKЇJІEJ STARЇŚCI А PЇLSCE I А ІIEMCГECH: 

AІALIГA PЇRÓАІAАCZA 

Aleksander Ostenda, PhD 
    , ; 

Tetyana Nestorenko, PhD 
   ; 

Jerzy Ostenda, magistr 
C    , / КrТtКs,  

UЦТОУęЭЧШść sЭКrгОЧТК sТę Т ЛвМТa starym determinuje wiele 
гłШżШЧвМС Т агКУОЦЧТО ШННгТКłЮУąМвМС ЧК sТОЛТО МгвЧЧТФяа. 
CгłШаТОФ КФЭваЧв гКаШНШаШ Т sЩШłОМгЧТО, гККЧРКżШаКЧв а rШХО 
rШНгТЧЧО (ЧЩ. żШЧв, ЦężК, ЦКЭФТ, ШУМК) rгКНФШ ШННКУО sТę rШгЦвśХК-
ЧТШЦ ЧК ЭОЦКЭ аłКsЧОУ sЭКrШśМТ. JОżОХТ ЧКаОЭ УКаТ ЦЮ sТę ЭКФК 
rОПХОФsУК, sФłШЧЧв УОsЭ ШНsЮаКć Уą а ЧТОШФrОśХШЧą, ШНХОРłą ЩrгвsгłШść 
– sЭКrгОУą sТę ТЧЧТ, ЧТО УК. DШЩТОrШ ШsТąРЧТęМТО ЩrгОг УОНЧШsЭФę аТОФЮ 
sШМУКХЧОРШ (ЩrКаЧОРШ), а ФЭяrвЦ ЦШżО ШЧК ФШrгвsЭКć г ЩrКаК НШ 
śаТКНМгОń гКЛОгЩТОМгОЧТК sЩШłОМгЧОРШ, ОЦОrвЭЮrв, гКsТłФЮ ЩТОХęРЧК-
МвУЧОРШ, rОЧЭв rШНгТЧЧОУ (НХК аНяа Т аНШаМяа) ШrКг śаТКНМгОЧТК 
ЩrгОНОЦОrвЭКХЧОРШ НХК ЛОгrШЛШЭЧвМС а ЩОłЧТ ЮśаТКНКЦТК УОУ ПКФЭ 
ЩrгвЧКХОżЧШśМТ НШ sЩШłОМгЧОУ РrЮЩв ХЮНгТ sЭКrвМС. 

CОХОЦ КЮЭШrяа УОsЭ ЩrгОНsЭКаТОЧТО авЧТФяа ЛКНКń Щrzepro-
аКНгШЧвМС ЩШН ФąЭОЦ УКФШśМТ żвМТК ШsяЛ sЭКrsгвМС ЦТОsгФКУąМвМС а 
DШЦКМС SЩШФШУЧОУ SЭКrШśМТ (DSS) а PШХsМО а KКЭШаТМКМС Т 
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Niemczechа ЦТОУsМШаШśМТ FürЭС ШrКг гаrяМОЧТО ЮаКРТ sЩШłО-
МгОńsЭаК ЧК ЩrШЛХОЦв sОЧТШrяа Т ЩШЭrгОЛę гЦТКЧ г ЧТЦТ гаТąгКЧвМС.  

W okrОsТО sЭКrгОЧТК sТę МгłШаТОФ ЦЮsТ ЩrгвsЭШsШаваКć sТę ЧТО 
ЭвХФШ НШ ЩrШМОsяа гКМСШНгąМвМС а УОРШ МТОХО, КХО rяаЧТОż sЭКУО 
аШЛОМ МгęśМТШаОРШгКłКЦваКЧТК sТę ЭОРШ аsгвsЭФТОРШ, МШ ЮНКłШ ЦЮ 
sТę НШЭвМСМгКs гЛЮНШаКć. PrгОУśМТО ЧК rОЧЭę ХЮЛ ОЦОrвЭЮrę УОsЭ 
МгęsЭШ гаТązane ze stawianiem sobie pytania: Komu jeszcze jestem 
ЩШЭrгОЛЧв? CСШrШЛК гКЛТОrК ЭвМС, г ФЭяrвЦТ ЩrгОżваКłШ sТę ЦТłШść Т 
ЩrгвУКźń, г ФЭяrвЦТ sЩęНгКłШ sТę аШХЧв МгКs Т sгЮФКłШ rШгаТąгКń 
ЭrЮНЧШśМТ. PШsЭęЩЮУąМО ШРrКЧТМгОЧТО sЩrКаЧШśМТ ПТгвМгЧОУ ЧТО 
pozwala już ШНаТОНгКć ЭвМС ЦТОУsМ Т ШsяЛ, ФЭяrО Лвłв „ЦШТЦ 
śаТКЭОЦ”. АвsЭąЩТОЧТО МСrШЧТМгЧОУ МСШrШЛв ХЮЛ ЧТОЩОłЧШsЩrКаЧШśМТ 
УОsЭ rяаЧШгЧКМгЧО г ЮЭrКЭą sКЦШНгТОХЧШśМТ Т МгęsЭШ гЦЮsгК НШ гНКЧТК 
sТę ЧК ЩШЦШМ гЮЩОłЧТО ШЛМвМС ХЮНгТ. 

А ЭКФТ ШЭШ sЩШsяЛ МгłШаТОФ sЭКrв НШśаТadcza totalnej redukcji 
ЭОРШ аsгвsЭФТОРШ МШ ЭаШrгвłШ НШЭвМСМгКsШаą УОРШ МШНгТОЧЧШść. 
АТęФsгШść гКМСШНгąМвМС а ЭвЦ ШФrОsТО гУКаТsФ ЦК ЧТОsЭОЭв 
nieodwracКХЧв МСКrКФЭОr. MШżХТаШśМТ sКЦШdzielnego przeciwsta-
аТКЧТК sТę ЭОЦЮ ЩrШМОsШаТ są ЧТОаТОХФТО. 

RШгаТąгКЧТОЦ ЦШżО Лвć Dom Spokojnej SЩШłОМгЧОУ – miejsce, w 
ФЭяrвЦ starsze osoby nie ЦШРąМО ЩШrКНгТć sobie z prowadzeniem 
аłКsЧОРШ gospodarstwa domowego jak i przewlekle chore, otrzy-
ЦЮУą ЩОłЧą ШЩТОФę ЩТОХęРЧКМвУЧą oraz ЦОНвМгЧą. Z powodu rШsЧąМОУ 
grupy sЭКrгОУąМвМС sТę i starych ludzi w sЩШłОМгОńsЭаТО europejskim 
prognozowany jest w ЩrгвsгłШśМТ znaczny wzrost ЩШЭrгОЛЮУąМвМС 
opieki ЩТОХęРЧКМвУЧОУ. Z tym, w oczywisty sЩШsяЛ, аТążО sТę wzrost 
zapotrzebowania na miejsca w Domach Spokojnej SЭКrШśМТ. Poru-
sгКУąМ ten temat pojawia sТę pytanie o УКФШść żвМТК i zadowolenia w 
wieku starczym гКrяаЧШ pod pewnymi warunkami jak i 
wymaganiami odbieranego i ШФrОśХКЧОРШ jako гКНШаКХКУąМОРШ żвМТК.  

АśrяН ШРяłЮ sЩШłОМгОńsЭаК Domy Spokojnej SЭКrШśМТЧТО są 
kojarzone nie z miejscem НКУąМвЦ НШЛrą УКФШśМТ żвМТК i dobre 
samopoczucie tylko z miejscem tzw. „ЭrгОМТОУ ФКЭОРШrТТ“ , „авУśМТОЦ 
КаКrвУЧвЦ“ czy ЭОż ЩrгвsłШаТШаą „ШsЭКЭЧТą НОsФą rКЭЮЧФЮ“. Cгęść 
naukowych publikacji podaje nawet, Тż DSS ЩrгвЦТОrгКУą sТę 
obecnie do zmiany kierunku rozwoju ktяrв stawia na „УКФШść żвМТК“ 



 

– © ПУЕТ – 79 

a przestaje ФШЧМОЧЭrШаКć sТę na dotychczas centralnym punkcie 
jakim ЛвłШ zdrowie i opieka ЩТОХęРЧКМвУЧК. Z tego powodu pytanie o 
УКФШść żвМТК i odczuwania zadowolenia z niego w trakcie mieszkania 
w DSS nabiera sгМгОРяХЧОРШ znaczenia a jego zdefiniowanie jest 
bardzo istotne. Problematyka ШsяЛ starszych, ЦТОsгФКУąМвМС w DSS, 
jest аТęФsгШśМТ z nas obca. Istnieje co prawda ЩШśrОНЧТО zaintere-
sowanie sЩШłОМгЧО Эą НгТОНгТЧą, prywatnie oddalamy jednak 
ЩrгОЦвśХОЧТК z tym гаТąгКЧО na dalszy plan. 

AЧКХТгЮУąМ wyniki przeprowadzonych w ww. DSS ЛКНКń 
ankietowych ЦШżЧК гКЮаКżвć,żОЩОЧsУШЧКrТЮsгО DSS w Polsce ЦКУą 
аТęФsгв kontakt z otoczeniem гОаЧęЭrгЧвЦ, znacznie аТęФsгą 
ЦШżХТаШść decydowania o аłКsЧвЦ losie a ich potrzeby są w 
аТęФsгОУ mierze zaspokajane ЧТż ich ФШХОРяа niemieckich. Wyniki 
ЛКНКń МСШć nie авФКгЮУą drastycznych rяżЧТМ ЦТęНгв DSS w Polsce 
i w Niemczech, to jednak są one ЩШНsЭКаą do tego aby ЮгЧКć УКФШść 
żвМТК ЦТОsгФКńМяа DSS-u w Polsce za ХОЩsгą. 

Prognozy demograficzne wskazują na гаТęФsгКЧТО sТę liczby 
ludzi starych i НКХsгą tendencje гавżФШаą. Przyjmuje sТę, żО w roku 
2020 ЛęНгТО w Polsce ШФШłШ 9,5 miliona (ok. 24%) a w Niemczech 
18,4 miliona (ok. 22,4%) ШsяЛ w wieku 60 lat i аТęМОУ. Potrzeba 
modyfikacji polityki sЩШłОМгЧОУ i daleko ТНąМвМС zmian w zakresie 
opieki sprawowanej nad ХЮНźЦТ starym jest nieodzowna a nowe 
rodzaje ЮsłЮР ШЩТОФЮńМгвМС, kierowane do ШsяЛ w ЩШНОsгłвЦ wieku, 
niezdolnych do samodzielnej egzystencji, ФЭяrО nie ЦШРą ХТМгвć na 
wsparcie krewnych, konieczne.  
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СЕКЦІЯ 2. УПРАВЛІННЯ РЕГІОНАЛЬНИМ 
РОЗВИТКОМ В УМОВАХ НОВОЇ ЕКОНОМІКИ 

STATE REGULATION OF FOREIGN TRADE OPERATIONS 

BY INFORMATION TECHNOLOGY IN AZERBAIJAN 

S. H. Abasova, PhD, AP, MRS,  
Economy Institute of Azerbaijan National Academy of Sciences 

All over the world, large manufacturers are organizing their own 
sales network, using the capabilities of information technology. 
Naturally, the introduction of new technologies in the sale of goods 
and services (e-trade, e-financing, e-banking) attracts not only 
commercial organizations, but the infrastructure of services and the 
state. With the help of information technologies, it is also possible to 
activate marketing and advertising activities, as well as state support 
for foreign trade operations. This involves the development of new 
markets and new consumer groups. 

The expansion of the possibilities of information and commu-
nication technologies is associated with the interest of the general 
population, which includes not only adolescents – students and 
students, but also the older generation. Now it’s no secret that high 
level of involvement of the population by Internet services – 
purchases through on-line high-tech goods (mobile phones, personal 
computers, laptops, tablets, etc.), software, Internet services is 
growing every day. 

According to statistics of Azerbaijan [1] the incomes and 
expenses of enterprises directly depend on the advertising activity on 
period 2014–2015 years. The structure of advertising activities also 
underwent changes. The share of advertising activity in incomes 
increased from 50.2% in 2005 to 88.9% in 2015, respectively in costs 
– from 60.0% to 87.8%. And the share of advertising revenue 
increased from 26.8% to 99.6% in 2015, which indicates the growing 
importance of advertising activities in recent years. 

As an example of specialized international advertising, we can 
cite an information site www.az.all.biz [2], which advertises 
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industrial and agro-industrial products both on the websites of 
statistics of the CIS countries and on the websites of European 
countries. The list of more than 200 innovative products covers both 
industrial branches (metal rolling, instrument making, building 
materials, chemical industry, etc.), and agriculture (crop production, 
livestock, etc.).  

According to the International Standard Classification of Trade 
for 2007-2015 the indicator of competitiveness in the products of the 
fuel and energy complex of Azerbaijan has a positive significance. 
Consequently, these exported goods have a comparative advantage. 
Products of the agro-industrial complex – fats and oils of plant and 
animal origin – also have a comparative advantage due to their 
environmental performance, since they were produced without the 
use of genetic engineering technologies. As for agricultural products, 
despite the environmental friendliness of their production, they are 
not in demand in foreign markets due to their inadequate advertising. 
Advertising of biologically pure goods is a task not only for 
producers of intermediaries and advertising agencies, but also for the 
state. 

All foreign and domestic firms in Azerbaijan successfully use 
computer equipment and special computer technologies for office 
work, accounting and technological operations with customers and 
partners. The introduction of new services in the field of information 
technology is not only desirable, but also necessary as a condition of 
survival in the competitive struggle between domestic and foreign 
enterprises. Statistical data of Azerbaijan states that the volume of 
services, as well as investments in fixed assets in the ICT sector of 
Azerbaijan, increased significantly in 2015 – by 38.7% and 65.9% 
compared to 2010. In recent years, the ICT sector has been steadily 
growing In the process of strengthening the national economy, 
involving it in the world community through the purchase and sale of 
ICT services [1]. 

It should be noted that the state bodies that control the export of 
domestic products must directly engage in the promotion of goods to 
the foreign market. In the process of managing foreign economic 
activity, the state pays special attention to supporting the export of 
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innovative products, manufactured goods in the country in order to 
ensure foreign exchange earnings, maintain a positive, deficit-free 
trade balance, expand market marketing opportunities for innovative 
products of its producers. State support and export promotion 
measures include not only export insurance with the help of the 
domestic banking infrastructure and foreign financial institutions, but 
also tax incentives, including the return of certain collected taxes to 
producers exporting manufactured products.  

References 

1. Statistical indicators of Azerbaijan.Baku,State Committee,2016,822 p. 
2. www.az.all.biz. 
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THE ROLE OF INFORMATION  

TECHNOLOGY IN BUSINESS SUCCESS 

O. Katerna, Ph. D, Associate Professor 
National Aviation University 

Innovation is the great way to success in this digital age. The path 
of innovation in business means doing something different, smarter 
or better that will make a positive difference in terms of value, 
quality or productivity by using emerging or proved technologies of 
the world. The technology which has already proved itself in last two 
decades is of course the information technology (IT). It has drama-
tically changed the lives of the individuals and organisations. 
Currently online shopping, digital marketing, social networking, 
digital communication and cloud computing etc are the best 
examples of change which came through the wave of information 
technology. Now accurate business planning, effective marketing, 
global sales, systematic management, real time monitoring, instant 
customer support and long term business growth cannot be achieved 
at the optimum level without IT. 

The success of every business depends on certain factors. Some 
of which are accurate analysis, choosing the right technology and the 
future vision. Research from the last two decade has proved that 
those organizations that do invest in technology and choose the path 
of innovation increase their market share, financial figures and 
overall competitiveness. Information technology is the only techno-
logy which provides you the opportunity to analyze specific data and 
plan your business journey accordingly. It also provides you many 
tools which can solve complex problems and plan the scalability 
(future growth) of your business. In the modern age, it is proved that 
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digital marketing is a great tool which let you promote your products 
or services to the global market while sitting in the comfort of your 
remote office or home. 

Innovative business processes represent a sequence of actions 
aimed at implementing an innovative idea for the purpose of 
obtaining process or product innovation. 

The purpose of business process development at enterprises is to 
form and develop innovative activities based on the introduction of 
innovations into the production process and the achievement of the 
result in obtaining a final innovative product. The development of 
the enterprise is possible only through the introduction of 
innovations in business processes. Basic concepts and tasks of 
innovative management given bellow (pic. 1). 

Innovative 

management

Management of 

innovation activity

The direction of 

strategic management

Planning of 

innovation

Observation of 

innovative 

processes

Personnel 

support

Provision of material 

and financial resources

Formation of 

target groups

 

Pic. 1 – Basic concepts and tasks of innovative management 

The structure of management of innovative business processes is 
an advantage in increasing the efficiency of the investment process 
(shortening the duration, costs and improving the quality) by 
concentrating in practically all organizational and managerial 
functions; direct economic interest of the enterprise in the positive 
financial results of the project; provision of professional control over 
temporary and costly indicators; additional risk reduction 
opportunities for the customer. 

The construction of a management system for innovative business 
processes should first of all take into account the types of business 
processes that participate in the structure of the common mechanism 
as separate subsystems. 
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It should be noted that the effectiveness of business processes is 
the comparability of costs necessary for their implementation, with 
integral performance indicators. 

The system of business processes innovative management is 
aimed at achieving the business goals of the enterprise, as well as to 
increase its efficiency, improving the quality of products based on 
the use of a systematic approach to management, taking into account 
the initiative participation of staff. 

The system of management of business processes allows at the 
strategic level to ensure a connection between the daily activities of 
the enterprise and its strategic objectives. Reduce the timing of 
production and sales of goods and services, simplify the procedure 
for concluding contracts and reach a new economic level, which will 
reduce both time and costs. And also create a healthy atmosphere in 
the team that will significantly increase the efficiency of employees 
and the ability to actively react to changes in a competitive 
environment. 
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KNOWLEDGE MANAGEMENT 

E. Lanchava, Doctor of Economics, Assistant Professor  
Sokhumi State University, Georgia 

Knowledge management is a process that involves evaluation of 
the organizational processes, people and technologies.  This is the 
system using the interrelations between these components for the 
purpose of providing of required information at required time to the 

http://www.babla.ru/%D0%B0%D0%BD%D0%B3%D0%BB%D0%B8%D0%B9%D1%81%D0%BA%D0%B8%D0%B9-%D1%80%D1%83%D1%81%D1%81%D0%BA%D0%B8%D0%B9/georgia
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required people, thus improving their productivity. Knowledge 
management is the combination of certain aspect of personnel 
management, as well as innovative and communicative management, 
use of the new information technologies in organization mana-
gement. 

Work on knowledge management commenced in 1995. With 
time, people have realized that knowledge was very significant for 
their survival. They started to work to figure out now the knowledge 
gained by an individual could be stored so that it was available to the 
other people as well. Knowledge storage requires special environ-
ment as the knowledge cannot store itself. This will allow costs 
reduction as additional costs will not be required for acquiring the 
same knowledge. To share the available knowledge and simplify 
searching of the gained knowledge it should be properly ordered and 
accurately managed. Technologies’ development and knowledge 
management will allow the organizations to reduce costs – hire fewer 
workers. It is significant to create good information storage facilities 
from the outset, the ones that could be used by the generations. 
Information is very important for individuals and organizations. In 
the opinion of scientists working on these issues for performing 
knowledge management it is required to correctly select and 
distribute the information, accurately record the resources. 
Knowledge management levers are required to allow knowledge 
dissemination and management. The managers need to elaborate not 
only traditional management competences but the innovative ones as 
well so that they could fully realize their potential and maximize 
benefits to the company. Regular training of the managers is the most 
important component of the organization’s success that impacts its 
strategies, as well as personnel development. 

In the contemporary world all kinds of knowledge gradually 
become obsolete and therefore, require updating and therefore, 
permanent development (training) of the personnel is one of the most 
important conditions for the organization’s progress. Hence, 
acquiring of knowledge implies the process of permanent personal 
development. Knowledge management should ensure control of the 
following processes within the organization: 
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 Acquisition of the new knowledge; 

 Relying on the available knowledge in decision-making; 

 Introduction of knowledge into the products and services; 

 Ensuring opportunity of gaining of the necessary knowledge; 

 Preservation of the acquired knowledge. 
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CORPORATE ENGLISH LANGUAGE TRAINING: 

METHODS AND MEANS OF MOTIVATION 

L. V. Potapenko, Candidate of Science in Philology; 
Y. W. Mendosa; A. S. Malinina, students 
Cherkasy Educational and Scientific Institute of the State Higher 
Educational Institution ‘University of Banking’ 

Our world today is a multicultural and globalized place. The 
inventions and improvements of new technologies, combined with 
their applications and the Internet make it possible to communicate 
and interact with people all over the world. Taken together, these 
advances opened up new possibilities on the job market and for the 
economy, but as a result, they also made things more complex. Due 
to globalization, flexibility is oftentimes highly desired, and speaking 
another language is not just an additional qualification anymore, but 
rapidly has become a prerequisite for a successful career [1].  

In today’s business environment, companies aim at expanding 
more and more on various markets. Integration into the European 
space obligates employers to hire workers who know foreign 
languages. The best solution of this problem is to implement English 
corporate study, which allows employees to increase employees’ 
qualifications and degree of their personal development. 
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The aim of our paper is to identify the main means and methods 
of motivating employees of different organizational structures (firms, 
companies, enterprises, etc.) to corporate study of English. 

In our country it is not easy to find a highly skilled specialist who 
knows foreign language. That is why most companies have already 
moved to a policy of staff development. Educational services like 
“EЧРХТsС ПШr МШrЩШrКЭО МХТОЧЭs” КrО ЛОМШЦТЧР ТЧМrОКsТЧРХв ЩШЩЮХКr 
[1]. This service is especially useful for specialists who work with 
foreign partners and clients, as well as with international funds. 

Language learning is conducted on a corporate basis for all 
employees at the expense of a company or at the expense of 
employees who wish to improve their level of knowledge.  

Learning English is a complex and long process. To get results a 
worker needs some motivation, because without a stimulus, such 
learning process can become a routine. 

There are following types of staff motivation for English learning: 

 material 

 social 

 personal development, etc. 
Learners need quality instruction, input, interaction, and opportu-

nities for meaningful output, not only to make progress, but also to 
maintain motivation for language learning. 

Material type of motivation is the possibility to climb the career 
ladder. Such perspective will allow an employee to improve his or 
her educational, and then qualification level, which is the basis for 
getting a higher position and, accordingly, better reward [2].  

Knowledge of a foreign language also opens the door abroad: to 
travelling, study, internships. This type of social motivation also 
provides the career prospects for an employee. 

Successful learning of English can satisfy the desire for self-
НОЯОХШЩЦОЧЭ ШП ЭСО ТЧНТЯТНЮКХ, ЛОМКЮsО ТП К ЩОrsШЧ ФЧШаs “ЭСО 
ХКЧРЮКРО ШП ТЧЭОrЧКЭТШЧКХ МШЦЦЮЧТМКЭТШЧ”, СО Шr sСО МКЧ ОКsТХв ЭКФО 
part in international conferences, lectures, seminars, trainings, etc. 

Consequently, corporate learning of English is an investment in 
the future of the firm, it is an efficient and convenient method for 
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improving the skills of the staff, but only if the language learning is 
going to be at the appropriate level. The desire to get a common 
result will allow workers to unite and form a strong team. 
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NECESSITY OF IMPLEMENTATION OF CRM-SYSTEM  

IN THE ORGANIZATION’S ACTIVITIES 

T. Ilienko, student  
O. Katerna, Ph.D, associate professor 
National Aviation University 

Modern domestic and world practice testify to the growing role of 
services in the competitiveness of enterprises. The consumer actually 
acquires not only the goods as a physical object, but also the services 
that accompany his sale. In these conditions, for the majority of 
consumers, the proposal itself, but rather the subjective method of its 
perception, became important. In order to achieve maximum effi-
ciency of the enterprise, it is necessary to apply in the activities of 
the CRM-system. 

CRM-system can be considered any control and accounting 
option, which will help improve customer interaction. Even if there 
is a history of calls and contacts on paper or in Excel – this can be 
considered a CRM-system in the event that the developed scheme of 
accounting and control works and allows you to control all options 
for interaction with customers. Of course, such accounting methods 
go away in the past, because in today’s world, without effective 
automation, it’s hard to imagine the work of any business. Therefore, 
when talking about a CRM system, it usually means special software 
[3]. 



 

– © ПУЕТ – 291 

CRM systems allow you to store all the necessary information 
about clients: personal data; preferences; a list of interests; the history of 
calls and purchases; list of operations performed (pic. 1). At the expense 
of these data companies have the opportunity to build effective work 
aimed at maximizing profits, based on the collection and analysis of the 
results. 

 

Pic. 1 – Elements of CRM 

CRM is required to [2]: 

 To avoid losing a potential customer, do not miss any 
incoming call and request. Companies are doing their best to attract 
customers to pay attention to them. Compared to other expenses for 
attracting customers, a significant budget is allocated. And it is very 
important that all these means and efforts are not lost in vain. 

 Supervision of work of employees and standardization of work 
with clients. Without a common standardized CRM system, each 
employee works the way he is used. Information about all incoming 
and outgoing contacts will be in one repository, from where you can 
get it at any time. 

 The statistical base is being accumulated, which is also very 
important for the successful development of any business. Thanks to 
the use of CRM-system, all working information is collected in one 
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common database in standardized form. As a result, the manager can 
analyze the statistics of work, compile various reports, that is, to 
analyze work and plan further work more comprehensively. 

 Ready-made solutions, from which you can build on your own 
system of work. Each CRM system is the vision of the developers of 
how to work with the client. It contains a lot of ready-made tools that 
allow you to translate work into a qualitatively new level. 

Implementation of the CRM system allows you to get not only a 
tool, but also help, a view of developers on how the sales department 
should work. In turn, when developing a CRM system, it is usually 
based on best practices, on experts in dealing with clients. Therefore, 
if the company actively uses the tools provided by CRM-system, 
then your sales department will also be optimized. Different system 
tools themselves suggest what steps should be taken in the process of 
optimizing customer service [1]. The dismissal of the position of the 
leader, the interest in the interests, the support and the effective co-
operation with him, is one of the part of the leading proponents of the 
success. 
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DIGITAL MARKETING COMMUNICATIONS 

. A. Oklander, Doctor of Economics, Professor, Head of the 
Marketing Department  
Odessa National Polytechnic University 

To make an impact on the target oriented online communities is 
possible due to digital marketing communications, that is a set of 
measures to promote products via Internet networking. The starting 
premise is promotion of the site in search engine that allows to 
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achieve effective interaction with the target audience. For digital 
communications target audience is a totality of users who make 
similar queries in the search engine. Website promotion is realized in 
the following forms: 

1) increasing of reference base, it is registration of the site in 

search engine and specialized directories, link exchange, placement 
of paid links to popular Web-servers to enhance the credibility of the 

resource, an indication of email and Web-site address in all 
advertisements; 

2) optimization of the site for search engine, that is optimization 
of site structure, keyword selection, entering keywords in the text 

and title of the site; 
3) Internet advertising, that is a set of actions aimed at the active 

involvement of the target audience to the site and to creation of a 
positive enterprise image and product (banner advertising, contextual 

advertising, direct marketing, network marketing); 
4) organization of customer feedback, that are surveys, support of 

communication with clients; 
5) support of the site, efficiency monitoring of its functioning,  it 

is solving of technical problems, content updating. 

Presentableness and meaningfulness of the website is of great 
importance for the effective emotionally and psychological impact 

on Internet users who are potential customers. Thus, the perception 
of information that is offered on the website is directly proportional 

to positive impression on it. The person makes a decision about 
website quality almost instantaneously, at the same time when 

information enters the brain. Usually the first impression becomes 
crucial. 

Now communicative campaign can’t be considered successful if 
it does not use a series of new communication technologies: RTB, 

that is trades in real time; retargeting, that is a reorientation; SMM; 
SMO, that is optimization for social networking; SEO, that is website 

optimization on search engines; SEM, that is marketing in search 
systems. 
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THE ROLE OF MENTAL MODELS IN  

THE DECISION-MAKING PROCESS 

Yuriy V. Naplyokov, Master of Strategic Sciences, Master of Military 
Art and Science, .    -

  
     І  

 

Decision-making is a two-sided process that has to solve the 
problem by restoring equilibrium between the organization (system) 
and the environment. Understanding of mental models, as possible 
roots of the problem, may facilitate making a right decision through 
identifying of effective approaches to achieve the wise end-state. 
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Mental models take a key place in the decision-making process 
(DMP) and present inherited mindset and rules of behavior of the 
society that have been developed in a certain geopolitical 
environment. They regulate human activities and relationships 
among members of community to provide balance for the system. 

Beliefs, values, moral, trust, religion, national, corporate, and 
organizational cultures create social mental models that form 
decisions. Clear understanding of mental models of own and 
opposing sides can improve the DMP. For example, Americans, after 
many years of operations in Iraq and Afghanistan, agreed that 
misunderstanding of mental models of local population has become 
one of the main reasons of failure to establish peace and democracy 
in these countries.  

Richard Barrett highlights the importance of beliefs and values 
for the DMP. They generate mental models and present a basis to 
develop state documents such as the National Security Strategy. 
However, beliefs and values may be revised also in conditions of 
new environment. An example of this is replacement of Soviet 
beliefs and values by Ukrainians. 

Social dissatisfaction, as a lack of equilibrium between the system 
and the environment, can cause conflict when a new system will 
replace the old one. It corresponds to a bifurcation point (revolution) 
or achievement of the critical minimum level of equilibrium between 
the system and the environment. In this moment the system is about 
to lose effectiveness without possibility to be restored.  

The author suggests that to avoid the social conflict may require 
gradual adaptation of the system with changing of its mental model. 
It is psychologically tough because models resist any change on the 
conscious and unconscious levels. On one hand, mental models 
should be secured. On the other hand, the mental model should be 
changed to adapt the system to new environment. Transformation of 
beliefs and values makes a society vulnerable. Different exterior 
players can use it to promote their interests by dividing the country 
into parts. Therefore, saving of mental models is vital to survive. 

Nevertheless, in spite of long-life of beliefs and values, the 
environmental change forces to revise them. Rapid technological 
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development and globalization change and erase international 
boundaries between mental models of different nations, increase 
communication and create new styles of behavior. Global corporate 
organizations create multinational social groups by satisfying of 
human needs and compete with national models that based on 
national identity and geopolitical location of the country.  

Thus, mental models should be secured and changed in one time. 
This paradox raises a question how to manage mental models in 
order to maintain equilibrium between the system and the 
environment and save the system. Change of mental models may 
require personal courage, creativity, independence, and imagination. 
Any model resists changing in order to save the system from possible 
damage or destruction. An ability to change mindset and adapt it to 
the environment is a key to be the effective leader. This change may 
require spending energy in areas such as security, stress, income, loss 
of comfort and other. This change may have a spiral way of 
development with a transition to a qualitatively new level and a 
period of stabilization and energy accumulation before going to the 
next level in order to satisfy human needs. 

When the existing mental models do not satisfy human needs they 
become obsolete and the society looks for new models. The period of 
transforming of mental models requires leader’s control, providing of 
ЯТsТШЧ ПШr ЭСО sШМТОЭв КЧН КМЭТЯО ЩКrЭТМТЩКЭТШЧ ШП “ЩЮЛХТМ РШЯОrЧКЧМО” 
in order to create/reframe mental models according to the environ-
ment as soon as possible. The quick change of human norms may 
influence mental models negatively and decrease their credibility. 
Therefore, the speed and portion of change of human norms become 
critical in order to adapt the system to new environment.  

In conditions of the complex and dynamic environment to use a 
ХОКНОrsСТЩ ЦШНОХ sЮМС Кs “ЩЮЛХТМ РШЯОrЧКЧМО” ЦКв ЩrШЯТНО “sШПЭ” 
sвsЭОЦ КНКЩЭКЭТШЧ. TСТs ЦШНОХ ХШШФs sТЦТХКr ЭШ “К ХОКrЧТЧР ШrРКЧТ-
гКЭТШЧ” ЭСКЭ СКs ЛООЧ ТЧЭrШНЮМОН Лв PОЭОr SОЧРО Кs КЧ КНКЩЭТЯО КЧН 
effective system. This approach may eliminate conflicts in social 
development because the people present the state authority. They can 
revise mental models through open collective discussion based on 
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immediate feedback about system effectiveness and quick imple-
mentation of changes. 

To summarize, the mental models play one of the key roles in the 
DMP and can require revising to adapt the system to the environment 
by ОsЭКЛХТsСТЧР ШП “ЩЮЛХТМ РШЯОrЧКЧМО.” 
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http://www.irbis-nbuv.gov.ua/cgi-bin/irbis_nbuv/cgiirbis_64.exe?Z21ID=&I21DBN=UJRN&P21DBN=UJRN&S21STN=1&S21REF=10&S21FMT=JUU_all&C21COM=S&S21CNR=20&S21P01=0&S21P02=0&S21P03=IJ=&S21COLORTERMS=1&S21STR=%D0%9615105
http://www.irbis-nbuv.gov.ua/cgi-bin/irbis_nbuv/cgiirbis_64.exe?Z21ID=&I21DBN=UJRN&P21DBN=UJRN&S21STN=1&S21REF=10&S21FMT=JUU_all&C21COM=S&S21CNR=20&S21P01=0&S21P02=0&S21P03=IJ=&S21COLORTERMS=1&S21STR=%D0%9615105
http://www.irbis-nbuv.gov.ua/cgi-bin/irbis_nbuv/cgiirbis_64.exe?Z21ID=&I21DBN=UJRN&P21DBN=UJRN&S21STN=1&S21REF=10&S21FMT=JUU_all&C21COM=S&S21CNR=20&S21P01=0&S21P02=0&S21P03=IJ=&S21COLORTERMS=1&S21STR=%D0%9615105
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СЕКЦІЯ 6. МЕНЕДЖМЕНТ КРЕАТИВНИХ ІНДУСТРІЙ 
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CREATIVE INDUSTRIES IN THE MODERN ECONOMIC 

DEVELOPMENT CONDITIONS 

I. S. Hrashchenko, Ph.D., Associate Professor 
National Aviation University 

Innovative economy is built by those who use creativity, 
imagination, creative energy and knowledge to create new ideas and 
values. Accordingly, the success of business organizations usually 
depends on the use of the synthesis of creativity, entrepreneurship 
and technological innovation. The focus of contemporary production 
is creativity and therefore the emphasis is shifting from the industrial 
sector to individual creativity and freedom. 

The concept of creative industries is relatively new for Ukraine, 
therefore, the scope of the problems is rather broad: the sector does 
not develop by the Ukrainian statistical office and the government, 
which accounts for 3–4 % of GDP in European countries, and low 
public confidence in public institutions. Young people today 
perceive business approaches in culture as a rule, this is the very 
environment that can cherish, embody creative ideas. But it must be 
noted that culture is a complex field, it is not something that exists 
itself, it is inseparable from society, and society from culture [1]. 

Active support of cultural industries by local authorities is 
particularly evident in the traditional industrial centers of the EU. 
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One important subject of the creative economy is the agencies of 
cultural industries, which are intermediaries between the community 
of creative entrepreneurs and the city authorities [1]. The agencies 
analyze the resources of the territory and identify its creative 
potential, and only then develop development strategies and build a 
system of support for creative entrepreneurship. The largest and most 
reputable cultural industry agencies exist in the UK, which are 
recognized leaders in their industry, which are attracted by the 
leaders of cities around the world for research, consultation, 
evaluation of the creative market, using creative growth and 
potential, research the prospects of redeveloping the city’s economy 
in favor of the creative sector. EU statistics point to the fact that the 
European cultural and creative sector has produced products in 
excess of 3 % of GDP, indicating a significant percentage of 
employment in this sector [1]. As crop production is based on 
information, then the extraordinary development of digital 
technologies and the globalization of information exchange networks 
have made the cultural sector one of the most dynamic in the world. 
Given the significant impact on the economy, creative 
entrepreneurship development programs are key to the socio-
economic policy of cities and countries in Europe and North America 
and are gaining growing importance in other parts of the world, for 
example, in South-East Asia and South America. 

The formation of the tandem of business and creativity, creative 
entrepreneurship and production work to meet the maximum 
consumer demand in goods, ideas and services based on the 
economic and spiritual potential of society; contribute to increased 
profits in business and significantly affect the development of the 
cultural sphere of life at the country level and globally. 

Cultural entrepreneurship involves transforming the creative and 
intellectual resource into a “creative product”. Therefore, it is 
important for cities to direct creative potential of entrepreneurs 
through the creation of creative centers and environments in cities, 
often named creative clusters. Creative clusters are a special place, 
several companies, firms, workshops, offices, which are united in a 
common space and are engaged in cultural entrepreneurship [1]. In 
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this cluster appears a common, specific, open and creative 
environment for communication and cooperation, are being created 
new forms of mutual relations as an alternative to social capital. The 
main feature of creative clusters is a common atmosphere of 
creativity and business that promotes the production of a new 
product. Often such clusters help to make urban regeneration. 

The main changes in the regulation of culture and its development 
in a society during the entrepreneurial activity are connected with the 
growth of a new system of sales of goods, services, ideas based on 
creativity. It affects the general consciousness and behavior in the 
cultural space of business: existing spiritual and material demands 
are being formed, oriented to the tastes of different social stratum 
[1]. Goods become a means of satisfying not only material needs, but 
also spiritual desires, which require the involvement to the sphere of 
inner harmonious life, and not reduced to the level of comfort or 
style. This is achieved using images, motifs or “high culture” stories. 
The widespread distribution of copies of works of art, souvenirs, 
tourism to the centers of world culture, stylization and aesthetic 
representation of new products, ideas, services, and advertising 
industry are becoming the norm in shaping the culture of 
entrepreneurial activity. 
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THE COMPONENTS AND ESSENCE OF  

THE CONCEPT “CREATIVE INDUSTRIES” 

S. O. Krasniuk, Senior Lecturer in English Foreign Languages 
Department 
Kyiv National University of Technologies and Design 

Modern business development is based on the combination of 
entrepreneurship and creativity, which intersperses profoundly 
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within any economic activity. The interplay between culture and 
business needs to be considered at different angles.  

Cultural industries and creative entrepreneurship are relatively 
new concepts in the Ukrainian context, but not new phenomena (the 
definition of “cultural industries” was introduced by Adorno and 
Horkheimer in his “Dialectic of Enlightenment” of 1947). The 
British Department of Culture, Media and Sport (DCMS) has 
identified creative industries as “such industries that derive from 
individual creativity, abilities and talent, and which have the 
potential for wealth and job creation through the generation and use 
of intellectual property”. UNESCO has identified creative industries 
as an industry whose goal is “the creation, production and 
commercialization of creative (creative) content that is immaterial 
and cultural in their nature. Such content is usually protected by 
intellectual property rights and they can take the form of a product or 
service” [1]. 

Under the synonyms, the concept of “creative industries” usually 
use different names, in particular, “cultural entrepreneurship”, 
“creative economy”, “cultural industries”, “branches of the future”, 
that is, concepts that reflect the interaction of culture, economy, etc. 
Some English-language authors call this phenomenon “cultural 
industry” or “creative economy”. In the English scientific literature, 
the terms “creativity” and “creativeness” originate from one word – 
creative, which means “one that transmits or contains an original 
idea”. 

Creative Industries is a collection of views, ideas, tendencies and 
trends of modern economic development, characterized by an 
organic combination and the use of knowledge, information and 
creativity. [1] This is a unique sector of the economy that arose as a 
result of mass communication and globalization. One of the 
definitions of cultural industries argues that it is “activity based on an 
individual creative background, skill or talent, and that can create 
added value and jobs through the creation and exploitation of an 
intellectual property”. Creative industries are activities that are based 
on an individual creative principle, skill or talent, and which carries 
the potential of creating added value and jobs through the production 
and exploitation of intellectual property. 
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To the main characteristics and trends of creative industries can 
be attributed:  

 indicators of movement from informational to conceptual age, 
where ideas (concepts) will be the main value, that will lead to the 
fact that fewer people will work for employers and more on their 
own. 

 the most expressive and effective appear in the environment of 
a separate city. 

 erase the boundaries between science and art, creativity and 
innovation, between countries. 

 those cities that are now actively using the creative industries, 
used and use their uniqueness and put at least one generation effort. 

 resources that are essential for the development of creative 
industries include: culture and creativity, politeness and intelligence, 
and human warmth. 

 quick free internet access for sharing and access to huge 
information flows. 

 design and architecture are filled with creativity, comfort, 
innovation. 

 reliance on a small rather than a big business. 

 openness and warmth of public places. 

 organic cultural and ethnic diversity, which allows to create 
new unique ideas and vision of the world. 

In the sector of cultural industries there are number of groups: 
advertising, architecture, art and antique market, crafts, design, 
fashion, film and video production, programming, music, performing 
arts, publishing, television, radio and Internet broadcasting. On this 
basis, it can be argued that the cultural industries cover many types 
of activities: publishing; tourism; sport; historical and cultural 
heritage; performing and visual arts and audio-visual creativity.  

In his turn, John Brown distinguishes four key elements of the 
intellectual concept of creative industries: 

1. Based on creative, artistic capabilities of individuals. 
2. They work in partnership with managers and technologists. 
3. Create market products. 
4. Their economic value has a cultural or intellectual origin. 
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COMPLIANCE SERVICE AT GUEST  

SERVICES ENTERPRISES 

M. Sikorska, kanclerz Higher School of Labour Safety Management 
(WSZOP), Katowice, Poland 
G. Kocziszky, prof., University of Miskolc, Miskolc, Hungary 
P. Pererva, prof. Higher School of Labour Safety Management 
(WSZOP), Katowice, Poland 

In the process of improving the corporate governance system, the 
need for formation of the compliance unit is conditioned by the 
adoption of a corporate strategy. In particular, an effective complian-
ce monitoring service, including compliance risk assessment, is 
important to achieve the strategic goals and objectives of the 
corporation (for example, when acquiring or selling a business, 
primary and subsequent floatation of shares and bonds in foreign 
capital markets, obtaining foreign loans, attraction of strategic 
foreign investors). Hence the increased interest on the part of 
practitioners to analyze the impact of compliance control functions 
on the implementation of corporate governance principles, and also 
to identify those subject areas of corporate management that require 
constant compliance support. 

The content of the program of activities of the compliance service 
should be determined in accordance with the specific requirements of 
the industrial enterprise. But there are areas of compliance that are 
relevant for any enterprise: corporate, labor, administrative law, 
financial law with respect to compliance with tax laws, accounting 
(financial) accounting and reporting, and special compliance areas 
specific to individual corporations: customs, banking, insurance , 
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antimonopoly legislation; environmental standards; legislation on the 
securities market and derivative financial instruments, countering 
fraud, money laundering and currency control, etc. 

At present, industrial enterprises have different approaches to the 
organizational implementation of the compliance service in their 
management structures. In the general case, they are still far from 
perfect, but it should be noted that in this direction enterprises do 
only the first steps. 

The modern enterprise is obliged to carry out a legitimate and 
civilized business, therefore management, understanding the impor-
tance and necessity of compliance units, provides them with 
sufficient manpower and adequate rights to receive information and 
documents. In practice, the need for compliance control is 
determined by corporate strategy. Highly qualified compliance 
structure provides a high level of perception of the company’s 
activities and its top management. Understanding the leadership of 
an organization and assessing the importance of a fully functioning 
and effective compliance system will help reduce the likelihood of 
risk of loss of profits, the occurrence of intentional or unintentional 
losses and the risk of loss of goodwill. Compliance can be useful as a 
consultant on the application of internal policy, strategy and tactics 
of development of business processes of the company. The 
interaction of compliance control with business units ensures timely 
detection and minimization or elimination of compliance risks. 
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