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MoBunbHble TEXHOMOrMM BNUAIOT Ha KIMEHTCKNE
CryX06bl, 3aCTaBnNAA NX MEHATLCA BbICTpee
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MobunbHblE TEXHONMOIMN MEHSIIOT NPUBBIYKM
KITMEHTOB KITMEHTCKOW CIy>KObl
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|0 T: HOBble KaHallbl NPOaKTUBHOIO
obCcnyXnBaHMA KIMEHTOB

> > > KoHTakT

e JlaTtunkm aBTOMOOUNA
aBTOMaTU4ecKku nepenatot
MHGOPMALINIO O COCTOAHUN U
owmnbkax arperaTtoB B LEHTP
noaaepKKu

* Y oneparopa BCMSibIBaeT OKHO C
AaHHbIMKU O nNpobrieme v
KOHTaKTHOM MHGopMaunmn KnneHra

 OnepaTop cBA3bIBAETCA C
KNWEHTOM OHUM U3 OOCTYIMHbIX
cnocobom

* Bo Bpems obLieHNA C KNNEHTOM,
Nony4mB KOOpAMHATbI
MECTOHaxXoXaeHnn aBTomobuns,
orneparop 3anucbiBaeT Ha
BrvkanLyo CTaHLmIo
TexobcnyxmsaHms




OueHb yaoBneTBopeH

>Kenaewmble
Bocxuwarowume

OxupgaHue He OxunpgaHue
peann3oBaHo peanu3oBaHo
100%

Ba3oBble

OuyeHb He yOoBIeTBOPEH




N3MEHUNUCb ..... OXXKMaaHnUs KNMeHTOB

OueHb yaoBNETBOPEH

>Kenaemble
Bocxuwarowme

OxupgaHue He OxunpgaHue
peann3oBaHoO peanu3oBaHo
100%

Ba3oBble

OuyeHb He yooBMNETBOPEH




NosinbHOCTb cUrbHee BNUSET Ha bu3Hec

KBagpaHT foAnbHOCTU

Customer
BocxuweHune

Effort

First
Contact
Resolution

Ba3oBbin

Service
Level
oXXunagaHus KBagpaHT

6a3oBbIX NOTPebHOCTEN

Hwnskoe Bbicokoe

BrivaHne Ha GusHec-pe3ynbsrarhl



He nogkoBaHbl B TEXHONOMMAX

TepnenuBbl [losinbHbI

IVR  Emall

¥ ﬁ'a' Call Center
€ BbICOKME OXunaaHus G CDaKC I'quTa

Busnt B OTOeneHne

KaHanbl

OpuveHTUpoBaHbI Ha
nuyHoe obLeHne

3aKa34uukm

LIMOPOTU3ALIUS .

TexHONorn4eckn nogKoBaHbI CoLl.ceTun

OcBegomreHsbl -a- MobunbHble

Koyt ynydweHun -u- NPUINOXeHns

HeTtepnenuebl G Bugeo  Yar
Kvockn  loT

Beb-camoobcnyxmBaHne

LUudposble
KaHanbi

BbiGupatoT kaHan B3aumoaencTeums

LUudpoBble
3aKa34ukKu

KnunenTckuin cepsuc ctan LMOPOBOW

DoKyc Ha NpoAayKT

PasBuTue NpoayKkToB
Ha ocHoBe VHTyuumm

MocTeneHHbIN POCT Ha NPOBEPEHHBIX
BpPEMEHEM METOAMKAX

BusHec

CDOKyC Ha KInneHTa

Passutue Ha
OCHOBE aHanu3a
Big Data

OKCMOoHeHUManbHbIN PoCT 3a
CYET MHHOBAaLUN

LncdpoBomn
busHec




Tpw BONMHbLI pa3BUTUSA
MHOYCTPUN KOHTAKT-LIEHTPOB

/

MynbTUKaHanbHbIX CepPBUC, HO
cnabas MexkKaHanbHas
COrfacoBaHHOCTb = HU3KUUN YPOBEHb
MeXKaHarbHOM yHUcUuKaumm npu
oGCcnyXKnBaHUU KITMEHTOB

I'

KoHTakt Heckonbko
LleHTp  nnowagok

NHTepHeT

KoprnopatreHble 6Gapbepbl Ha NyTU YHUUKaLUA
SHTCKOIO OnbiTa MO BCEM KaHanaM B3aMoAeNnCcTBl

/

e

EOVHbLIN KNMEeHTCKUKX onbIT NO
BCeM KaHarnam B3aumMoaencTBus,
YHU(hULUNPOBaAHHLIN = KaHarno-
He3aBMCUMbIN hopmaTt
o6Cny>uBaHUA KIIMEHTOB

NIChannel

Contact
Center

U0
=]

Brick and -
Mortar .

eHanpasneHHbIn 360° cepBuc ons
HTOB 6€3 BHYTPEHHUX 6apbepoB




OMNIChannel — kntoyeBble aTpUbyThI

B nepByto o4yepenb 9To GU3Hec-cTpaTerus

“ObecnevnTb HENPEPLIBHLIN K
nocrnegoBaTenbHO BbICOKUI YPOBEHb
orblima KfiueHma He3aBUCUMO OT TOro

7 OH peLuns

obpaTUTbCHA B OpraHmM3aumio no
~ Ntobomy Bonpocy” f 3

] |, y

Social
Media

EovHbIN
Mano llepcos KOFIlI-ITeKCT
S HanbHbIe
ycunuu ey BCeX
KNnUeHTa o obpatLie-
s HUU

Contact
Center




B3anmopgeuncteue doopmate OMNIChannel

SMS
VIDEO MOBILE APPS
SOCIAL -

2. B0
WEB, CHAT

®1OAM

11AM
9AM

Voice
(In / Out)

E rlyTeLLIeCTBI/Ie 3akas4yuka no kaHanam KOHTaKT-UeHTpa, OANH KOHTEKCT TPaH3aKUWnn

s He BakHO rae 3akas4vmk n Cneumannct HaxoasaTcss B MOMEHT B3aUMOAENCTBUS



[Tpenmyiectea OMNIchannel ctpaTternm
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y CokpalyeHue c
BeJfindyeHue onepaLnoHHbIX OKpalieHue
goxoanoB pacxoAoB BpeMeHU
BbICOKMIA % 3aKpbITbIX obcnyxuBaHuA
caenOK EanHble noaxoasl Ans
BCex hopm CooTBeTCTBYlOLLEE TEMIY

YBenuyeHue up-sell n

B3aMMOOENCTBUSA 3aKas4yuka
cross-sell A




Omnichannel: Bo3BpaT MHBECTUL NN

The Total Economic Impact™ of the FORRESTER
Genesys Omnichannel Engagement
Center Solution

» Summary of Benefits

Through customer interviews and data Total Benefits = $37.3M
aggregation, Forrester concluded that Three Year Analysis

the Genesys Omnichannel Engagement
Center Solution has the following financial
impact:

NccnepnoBaHue
onyobnmnkoBaHo
B 05 aHBapa 2016 40%

Improved agent handle time

38% Reduced infrastruciure costs

17°/o Reduced headcount

30, Increased revenue through
improved conversion rates

Reduced cost to integrate
2% new contact centers




OcCHOBHbI€ BbIBOAbI MMobasribHOro
benchmarketing otyeta 2015 roga

-

Key findings
2015 Benchmark Report

IN SUCCEssIon

23% drop in direct
ownership models
34% of contact centres

are planning fora 7
&

hosted solution

- o
Figure ii: Highlights of the 2015 Report

17

NcTouHuk: 2015 Global contact center Summary Benchmarketing Report



AeicTBUA ANA NOBbILLEHUA YPOBHA OMHUKaHaNnbHOCTU B 2015-M U nnaHbl Ha 2016-iA.

Kakune ycunua npeanpmHuMannce B 2015 roay ana noBblLLeHUA YPOBHA

MakcmansHbIi NpuopuTeT; 5% OMHWUKaHaNbHOCTU U Kakoid ycrex 6bin AOCTUTHYT?

3HaYMTENBHLIE EW‘IMH; 16%

HeaHauntensHole younua; 48%

Ycunuia He 6sino; 32%
I ——

B 3HaynTeNnbHbIA
ycnex; 50,00%

B HesHauwWTenbHbIA
ycnex; 57,14%

B HesHauuTenbHbIA
ycnex; 68,42%

B 3haunTenbHbIA
He3HauuTenbHble ycnex; 5,26%

ycunus

MaKcMMankHbIiA

npvopuTeT
B He3HayMTeNbHLIA
ycnex; 50,00%

310 ﬁerT HaLLKM I"IEIAOEVITETOM,‘ 15%

ByayT NpeAnpyHATLI 3HaUMTeNEHbIE YeWnKa; 37%

3HayuTenbHbIE
ycunma

¥ He 6b1n0
N3MeHeHWit; 42,86%

He 6b1N10 U3MEHEHMIA;
26,32%

Kakue ycunua no aToMmy nosoay ﬁyp.yT npeanpuHUMmaTbesa B 2016 I'OAY?.

ByayT npeanpuHATLI He3HauMTeNbHbIe yCUnmsa; 37%

He nnaHupyem H14ero genats; 12%

NcTouHunk: 2016, HAKL, nccnegosanne « OMHUKaHanNbHOCTb NePCNeKTUBLI pa3BUTUA»



Haxogkn nccnegoBaHum areHTcTB (2015)

Forrester — 95% KnMeHTOB UCMNOMb3YKT HECKOSbKO KaHanoB KOMMYHUKaLNWN C
KOMMNaHUSAMU

Accenture - 65% KnNMeHTOB HEL0BOMbHbI Pa3HbIM CEPBUCOM B pa3sHbIX KaHanax
obcnyxmBaHus

Harvard Business Review — 57% 3aka34MKkOB NepBbIM LLAroMm UayT Ha cant
KOMMaHuUM Onsa TOro 4tobbl NoNy4YnTb caMooDCyXnsaHe 1, eCcnu He
Nosly4aeTcsl, TO 3BOHAT B KOHTaKT-LEHTP. BO3MOXHOCTb caMO0BCyXnMBaHUS
byoet kntoyeBbiM dpakTtopomM B Omni-channel ctparterum.

Gartner — oo 55% yBenuuunock npeanovYTeHne KNMeHToB K
camoobcnyxmBaHuio 3a nocneaHme 5 net u Kk 2020 ysenmnuntbcs go 85%



SELF-SERVICE SUPPORT

FOR FAST-GROWING COMPANIES

Seff-service support is growing by the minute. Customers want it and support teams need it.
If you're a fast-growing company, can you afford to not take seff-service support solutions serously?

THE RISE OF SELF-SERVICE SUPPORT

Businesses are seeing a surge in customer preference for
finding answers and resolving issues on their own

2%

of people think self-service support is a fast and easy
way to handle support issues

\

- "

PROVIDING SELF-SERVICE SUPPORT

Simply providing self-service support doesn't guarantee custemers will find it useful
Self-service support is only effective if you make the customer experience barrier-free.

0% 45% 91%

of customers contact a call of customers are likely to abandon their  of customers would use an ondinge
center after they have locked onling purchases if they can't find support center if it were available
for support via self-service quick answers to their questions and tailored to their needs

When self-service support is done right, it can lower costs improve productivity, and lead to a mare
personalized and profitable customer experience

Salesforce.com: 91% knneHTOB
npegnovntatoT online SS

THE SOCIAL MEDIA SHI

Social media is growing in significance as a customer service channel,

of consumers prefor
online customer service to

of consumers have

already used social

media for customer
sarvice,

15% 4
INCREASE

Failure to respond via social

media causes a 15% increass

to the chum rate for existing
customers.

Despite the growing significance of social media in customer service, many businesses still ignore it.
Of the top 50 brands in a 2011 A.T. Keamey Survey:

55%

SOCIAL MEDIA

CESTOMER
COMPLAINT FORM

Consumers expect a response
1o online complaints the same
day it is posted.

1%

of consumer complaints
were completely ignored
on Twitter.

BY 2020, OVER 80% OF COMPANIES
WILL INTEGRATE SOCIAL MEDIA INTO
CUSTOMER CARE.

Five9: Cou. Cetn — 3T0 CUHOHUM

SS



FORRESTER'
Te H.D'eH L'll/l |/| Ha 20 1 6 ronu| NcTouHuk ot 05 aHBapa 2016

ﬁ

[ocTynHee, yoo6Hee, Tpebys He 3acTaBnsiTb KNMEHTOB TPaTUTbL BPeMS
MeHbLLe yC;/In|/||7| ,EI,J'IFI’ BMYCTYI0 — YNPOCTUTL caMoobecnyxumBaHme

> N CepBUC, co3AaBaTb HOBbIE KaHanbl /
B3anMoOenNCcTBuUA

NPUNOXeHund Onda AocTtyna
L

T

CTaHOapTM3MpoBaTh 1 ONTUMMU3NPOBATL

cnonb3ys BCe AOCTYMHbIE AAPTIIVP P
obcnyXuBaHue, aHanuanpoBaTh NoBefeHune

Gelefpisilslelal =l lopabepl= KNWeHTa 1 NPOoaKTUBHO npeanaraTb

TEXHOMNornm npu okasaHnm CS nepcoHanuanposaHHoe obcnyxusaHue (1oT)
|
l I
"PogHee”, yenoBevyHee, oTaaBas

rlpVIMeHﬂTb NpuUeMbl, Bbl3blBalOLWNE Y KITMEHTA
NoJ1IOXKNTESIbHbIE S3MOLINN, YCTAHaBSIMBATb KOHTAKT

NnPUNopunTeT KOHerTHOl7I C KITMEHTOM Ha paHHMX CTaausx Npeanpoaaxu,
Cutyauumn, a He yctaHaenvBaTb KPI onepaTtopoB ¢ akLeHTOM Ha

- METPUKN «KITMEHTCKOro cHacTbs U
«yCcpeaHeHHbIM» rnpouenypam ONIOKUTENbCTBAY



[ loABOaA UTOI, He
7. .
CPOKyCUpoBaTLES |
ceronHsi? .




KnoyeBble TeHOeHUnn nHayctpum KL Ha
bnuxanwiee BpeMs

OMN| = * 4TO HY)KHO U3MEHUTb B HaLLEM KIMEHTCKOM cepBuce?
- = B KaKkoW nocrnegoBaTensLHOCTN?
Channel B & " Kakue IT-MHCTpyMeHTbl noHagobaTca?

= Kakne gaHHble BbIIBAT OXXUOAHUSA KNUEHTa, ero wabnoH

/ noBegeHund, ero peLleHue o rNnokK I'IKe?
AHanuTuka ‘ P Y

= Kak rnosiydeHHble 3HaHUS CMOHETU3NPOBaTL B HaLly
' Mofenb cepsuca ?

= Kak npenmyuiectsa loT gact Hawemy
busHecy ?

» Kakne 61M3Hec npouecchl Hy>XHO co3aaBaTtb?




pasha.teplov@gmail.com

Cnacmnbo 3a BHMMaHue!



Bon POCbl Y4aCTHUKaM ONCKYCCUU

- Kakne kaHanbl KOMMYHUKaUWUN C
KNnneHTamMun OOCTYNHbI B BaLlewn
opraHusauum?

- Kakon npoLeHT ncnonb3oBaHug
Ka)Xgoro kaHana?



Bon POCbl Y4aCTHUKaM ONCKYCCUU

- Kak nameHunca npodunb KrnneHTa 3a
nocneaHue 2-3 roga?

- Kakne nosnoXxuTenbHble YPOKU Obinn
N3BrieYeHbI?

- Kakme Bewn MOXHO Obl10 caenaTthb
nyJyiie?



Bon POCbl Y4aCTHUKaM ONCKYCCUU

- KakoBa cTpaTternga B pasBuUtuu
CepBMCOB CaMoObCyXUBaHUSA

- Kakme oCHOBHbIe OOCTUXKEHUA?

- C Kakmmm npobnemamm
CTOJTKHYINUCbL?



Bon POCbl Y4aCTHUKaM ONCKYCCUU

- KakoBa OMNI-channel cTtpaTterna?
Cpokn?

- UTO ynaetcsa caenatb nydlle Bcero?
nun 4yto nepBooyepenHoe?



Bon POCbl Y4aCTHUKaM ONCKYCCUU

- Kak nameHunca npodounb OOMKHOCTHU
oneparopa?

- [pnmep Hanbonee ygadHon naen no
COKpalLEeHUIO OTTOKa"?

. /I cTMynNnpoBaHUIO NOBLILLEHUSA
KadyecrtBa?



Bon POCbl Y4aCTHUKaM ONCKYCCUU

- Kak Bbl cynTaeTe, Kakume
OCODEHHOCTU Npodunsa AOSMKHOCTU
onepartopa, cnewunanmncTos,
mMeHemxepoB KLlI/komnaHun gosrmKHbI
obiTb Npu peanusaunn OMNIChannel

cTparermm?



Bon POCbl Y4aCTHUKaM ONCKYCCUU

- Kakne HoBble ponu / AONMXKHOCTH /
cTaBku nossunmch B KLI 3a
nocneaHue 3 roga?

- Kakmne nnaHupytotca nobasunTb B
onwxanwne 1-2 roga?
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