95 percent of these businesses upon proper optimization was observed to have no complaints
on the service provided.

Due to lack of proper training by some service providers to their sales teams in Nigeria
mostly due to cost and profit maximization, service providers most times make the mistake of
pursuing customer acquisition and profit which sometimes lead them to losing some of the
customers rather than understanding the reasons why customers complain of the services
rendered. These factors can be attributed to cost-saving and profit maximization mechanisms
by both the service providers and customers. Some customers on their end cannot afford to
hire a well-trained IT specialist which is required in modern IT adoption for businesses.

Therefore, it is important for IT service providers in Nigeria and sub-Saharan Africa to
understand the need to retain customers through the use of a frequent feedback system as this
is mostly disregarded. Most services rendered are not top notch as can be obtained in more
developed parts of the world and can only develop, grow and maintain good customer
relationship through the use of frequent feedback system.
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[lepioy €KOHOMIUHOTO PO3BUTKY KpaiH CYINPOBOKYEThCSI KPHU30I0 HEIJIATEXKIB,
B3a€MHOIO 3a00ProBaHICTIO TOCIOAAPIOIOYHNX CYO’€KTIB, MPOOJIEMOIO YIpaBIliHHA (iIHAHCOBO
HECTaOUIbHUMM  MIJANPUEMCTBAMM, HAKONHWYEHHSAM OOpriB Ta 3pOCTaHHIM KUIBKOCTI
HiANprUeMCTB-0aHKPYTiB. Bucoka HMOBIpHICTh BUHMKHEHHS Ta PO3BUTKY KPH3M B MpoILEci
JISUTBHOCTI Oy/1b-SIKOTO MiIPUEMCTBA 3yMOBIIIOE HEOOXIHICTb 3/1IICHEHHS CIIeliali30BaHOTO
AQHTUKPU30BOTO yIpaBIiHHA [2].

[lin TepMiHOM ‘“‘aHTUKpPU30BE YIpPaBIIHHSA PO3YMIIOTH MOCTIHHO OpraHi3oBaHe
CremiajJbHe YNpPaBIiHHS, B OCHOBY SKOTO MOKJIAJeHa CHCTEMa METOJIB Ta IPHHIMUIIB
po3pobsieHHss U peamizamii crneuu@IYHUX YOPaBIIHCBKUX pIlIeHb, [0 MPUIMarOTbhCS
BITJOKPEMJIEHUM CYO0’€KTOM B YMOBaX CYTTEBUX PECYPCHHX Ta 4YacOBUX OOMEXEHb,
HiJBUIEHOTO pU3UKY, (IHAHCOBUX Ta IHTENEKTYAIbHUX BUTpAT [UId BiJHOBJIECHHS
KHUTTE3ATHOCTI MIANPHUEMCTBA W HEAOMYIIEHHS HOro JMIKBifalii $K TOCHOJapIOI0YOro
cy6’exra [1]. Zlo OCHOBHUX 3aBJlaHb AHTUKPHU30BOT'O YIPABIIIHHS BIAHOCSTD:

—  PpO3pOOJIEHHS ~ aHTUKPU30BOI  MONITHUKM W  BIAMOBIZHOTO  METOIUYHOTO
IHCTpyMEHTapilo, MO0 JacTh 3MOTY CBO€YACHO BHSIBIISATH TEPII O3HAKHA TOSBH KPH30BOI
CUTYallli Ta OllepaTUBHO Ha HEl pearyBaTH;
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— aKTHBHE BUKOPUCTAHHS HOBUX MOKJIMBOCTEH yIpaBIIiHHS;

— 3aCTOCYBaHHS PI3HOMAHITHUX METOMIB Ta MEXaHi3MiB, sKi O Jajau 3MOry IMOJ0IAaTH
¢diHaHCOBI TPYAHOII 3 HATMEHIIMMHU BTpaTamH [3].

[lpuHnunu, Ha SKUX IPYHTYEThCS CHCTEMa AHTUKPU30BOTO YIIPABIIHHS: paHHS
JIarHOCTHKA KPHU30BUX SBUI] y (IHAHCOBIM MisUTBHOCTI IANMPUEMCTBA, TEPMIHOBICTH
pearyBaHHs Ha Pi3HI KpPHU30BI sSBHIA, a€KBATHICTb pearyBaHHS MIINPUEMCTBA Ha CTYITiHb
peanbHOi 3arpo3u oro ¢GiHaHcOBOMY T0OpOOYTY, a TaKOXK IMOBHA peajizailisi BHYTPIIIHbOTO
HOTEHIIiay JJIs1 BUXOAY 3 KPU3H.

Jlnst BUPIIICHHS KPU30BUX MUTAHb KOXKHE MiJIPUEMCTBO MOBHHHO PO3POOIIATH Psif
CTpaTeriii BUXONy i3 KpU3H, Cepell SIKUX BUOKPEMITIOIOTh TaKi:

— TIOTIePE/KEHHS, 10 TOJIsTae y mepe0aueHHl Ta MonepeKEeHHI KPU3H, MiAr0TOBIII
10 ii MOSIBY Ta HEJIOMYIICHHI Ha TiANPUEMCTBI;

— craluri3amii — CUpaeThesl y CBOIX AisIX HA Pe3epBH Ta JOAATKOBI pecypcH, 1mo0
cTabii3yBaTH CUTYAIIilO;

— BUYIKYBaHHS — BU3HAYAIOThCS IUISXHM YCIIIIHOTO BUPIMIEHHS Ta IMOJOJAHHA
npoGiem [4].

Po3BUTOK KPHU30BUX SBUII Yy JiSUTBHOCTI OKPEMOTO IMiJIPHEMCTBA OOYMOBIIIOE
HEOOXIJHICTh TMPOBEICHHS AHTHKPU30BOTO YIPABIIHHS, OI[IHIOBAaHHA Ta IPOTHO3YBAHHS
BIUTMBY 30BHIITHHOTO CEPEJOBHUINA HA BUHUKHEHHS, TOTJTMOJICHHS 1 MOYIIMBICTh TIOJOJTaHHS
Kpu3u. TexHOJorisi aHTHKPU30BOTO YIPABIIHHS IOBHHHA PO3POOJIATHUCS 3 ypaxyBaHHSAM
KOHKpPETHHX 00cTaBUH. BOHa € MpOAYKTOM ympaBiiHHS Ta BUpIMIAIbHUM (AKTOpPOM HOTro
yCmixy.
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