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v OnbITHbIE NONb30BaTenn.
v HeonbITHbIE Nosib30BaTEeNn.
v Kakune-To eLle nonb3oBaTesnn.



v OWwnbkun nonb3oBaTenen.
v Xopolune peLleHns n ngen n3 NHTEPBLIO.






Co3paHve n npoeKkTuposaHue

CIM guidelines - overview

Phase 5

Recommendation
& hand-over

Phase 4
Analysis &
visualization

Phase 3
Methods &
data collection
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Identification
& visualization

Phase 1

Overview, scope
& delimitation
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THEORY TO PRACTICE

Goal: Transforming Goal: Mapping the -0al: Collecting all Goal: Mapping all Goal: Ensure a
complexity into theory - what is the details of “what the touchpoints consistent and
manageable pieces the intended goes on out there” and the efficient hand-over
outcome? experiences of results
Critical premise:
Horsmmia sten Cpe teseih Critical premise: Critical premise: Observing the Critical premise: Critical premise:
TSRy i R Se— Finding the right Access to detailed customer journeys Integrating all the Finding suitable
SOSTRCETECS m2 e path across information that without influencing information and follow-up
departments, determines the the customer’s keeping the procedures to
HELLO I R, product, services, generic customer behavior overview ensure impact
my name is g d ) and value chains journey
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Pa3nenavi n uccneayn



» Kak 4yacTo YntaeTe KHUrm?

> Kak 4yacTo nokyrnaeTe KHUrm?

>~ ECTb NIn y Bac CnNnMcokK KHUI, KOTOPbIV Bbl XOTUTE NPOYnNTaTb?

> CKONbKO KHUTI Bbl YNTAET OOHOBPEMEHHO?

> B KaKon MOMEHT 4YTeHNA Bbl 3a4yMbIBaeTECH O NMONCKE HOBOW
KHUMM NN HA4YMHaAETEe YnTaTb Opyryto?



> [lonck KHUrM 4Yepes NOUCK Mo aBTopY.

> [lonck KHUrnm 4yepes NonckK No HasBaHUIo.

> [Tonck KHUrM Yyepes Nonck no XaHpy/accoumnarmn.
> [lonck KHUrM 4yepes KaTtanor.

> [lonck KHUrM aBTOPAa Yepes KaTanor.

> [lonck KHUrM 4yepes Noaodopky.

>



YUntaeT KaxKaobin OeHb

[lokynaeT He yaLle 1 B mecAl,

KHurn o6bI4YHO N3 CnmckKa

o OByX KHUr cpa3sy

Me>xOy KHUramm HeT nepepbiBa

+ cou. oem. ?



>~ Kak yacTo Bbl NyTellecTBOBasiN 3a nocneaHne asa roga’”?

> B Kakne cTpaHbl Bbl NyTeLIecTBOBaNM 3a nocneaHu asa roga?
» Kaknmun pecypcammn gnst 6poHmnpoBaHns Bbl NMoJSib30BaINCL?

> 3a CKOJIbKO BPEMEHM A0 NOe3aKN Bbl OpOHMpPOBaNn OTENL?

> Kakyto HeABMXXNMOCTb Bbl OpoHMpoBann?

> Y10 B oTene gna sac 66110 Ba>KHO npwv 6poHmnpoBaHnin®?



Bo3BpalwaemMcs K KAa4eCTBEeHHbIM



> [lenrm no rpynnam Ha OCHOBE NoBeOeHus.
> [laem 3apa4n ans BblbpaHHou rpynnbl Ha ocHoBe CJM.
> 3anncbiBaeM 3a0a4un 1 NCNpaBfiIgEM.



> [lenm no rpynnam Ha OCHOBE NoBeaAeHUS.
> HaumHaeT CJM no npmBbIMHOMY OJ1 HUX MYTW.






[ pynna A

OucTtaHunoHHoe Onpoc NMpocmoTp OuyHoe
I3adounnnuTin no yaoBJneT- aeucTBn H3adounnnuTn
TecTUpoBaHMe BOPEHHOCTU nonb3oBaTtens TecTUpoBaHMe




> YnaneHHble TECTUPOBaHUA.

> [1THEBHUKOBbIE nccrieqoBaHuA.

> Bbirpy3ka gencrteum nonb3oBatenen (Metpuka, cBoe€).
>~ Onpockl O151 OLEeHKW Ka4vecTBa.



>~ Net Promoter Score.

> Customer Satisfaction Index.
> Customer Experience Index.
>~ CBOU cTaHOapTbl KAa4YecTBa.



[locTaTo4yHO Nn BbINO OTeNen B pe3ynbTaTtax Nnoncka,
Korga Bbl UCKasIn BYepa OTeNb?

O [a.

O XBaTnno, HO xoTenocb bbbl bonbLue.

O He xBaTtuno, ywen Ha apyromn pecypc (gpyrov pervmoH).




v Paspensem rpynnbl HA OCHOBE NOBEOEHUSA U YYYLLIAEM
NPOAYKT NO odepean ANns Kaxxaomnm rpynnbi.

v Y3HaeM npobnemy HOBbIX/TEKYLLMX NONb30BaTENb Ha
pa3Hbix atanax CJM. BbicTpo npaBrMm 1 NPOBEPSIEM.

v Ynydwaem NnpoaykKT B caMbiX BaXXKHbIX MeCTax, CTPOUM
cTparernyeckune ynyyllueHus.
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