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Customer Journey Map

HacTpoiika 3akasatb
PasbnoknpoBka o6opyaoBaHus . [lokymeHTbI
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Cpokun ycTtpaHeHus
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YpoBHU onTUMM3aLUN

1-v aTan

* MaccoBble obpaueHunsa
* WNaeHTndPUKauma aboHeHTa
 CermeHTauus aboHeHTOB 2-1 3Tan

BHegpeHue SLA
* [peanktueHbIN IVR
Odopmnenune Trouble Ticket 3-4 3Tan

* Cucrtema gucnertyepusauymm
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HacTpoika

Exxemecsa4yHana 6rokupoBKka aboHeHTOB 1-ro yncna ol o) O

pppppppp

mmmmmmmmm

OOOOO
uuuuuuuuuuu

18 o
/

I1 6 000

' 14 000

\ 10000

KonunyecTtBo
obpaweHunn B KL

12 000

\
&000

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30
ea»?016 Anpenb

......u||||\\u||||w||||||.l..|||“‘m|||im||||u““|m““mut*-- leobalbilgi“ 7

MACTEPTEAEKOM



v v v

N3meHeHune OUNNMUHroBou cxembl ® o @
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HacTpoika

UoeHTudmkauma aboHeHTOB ® & O

uuuuuuuu

ppppppp

mmmmmmmm

bazoBaga NgeHTudpukauma — 4 AP

¥ J[1aHHble 0 KnneHTte — 12 API
ABapuun n Trouble Tickets — 8 AP

drHaHcoBble naHHble — 5 API

YnpaeneHue ycnyramu — 4 API
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HacTpoka

CermeHTauusi aboHeHTOB ® 0 O
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YpoBHU onTUMM3aLUN

1-1 aTan

* MaccoBble obpaueHunsa
* WNaeHTndPUKauma aboHeHTa

 CermeHTauus aboHeHTOB 2-1 3Tan

BHegpeHue SLA
* [peanktueHbIN IVR
OdopmneHue Trouble Ticket

3-4 aTan

* Cucrtema gucnertyepusauymm
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BHEOPEHDbI SLA B
MPOLECCHI KITMEHTA

/\_

CPOKWU YCTPAHEHUN
ABAPUN

CPOKU PELLEHWUA
TROUBLE TICKET
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HacTpoika
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HacTpoika

SakasaTs
poska obopyaosaHs Ocpoprnesine JOKYMEHTEL
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lNepBnyHaa anarHocTuka n ochopmneHue Trouble Ticket . 3
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OdopmMmneHune
Trouble Ticket
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Customer Journey Map

3akasaTtb
J1broTHbIN HacTtponka [1OKYMEHTbI
OdopmrieHmne
[Mepuno obopynoBaHus _
. PY2 Trouble Ticket O
() ) ()
IVR / InyHBIN IVR /| SMS VR
KabuHeT
dunHaHCcOBbIE
BOMpPOCHI
CpoOku ycTpaHeHus N3meHeHye
aBapum TapudoB
O NG
IVR IVR
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PeanusoBaHHble IT peweHusa Ha IVR

Bbi3oB MOHTEpA
CnocoObl onnartbl HauucneHuns
Cymma Bcex cyetoB Aapeca u rpadumku pabotbi LINO

duHaHCcOBbIe AOKYMEHTbI CpOKM peLLIEHVI;I aBapVIVI

Hanundue dBaAPUU odopmuts 3aseky no nospexaeHmto
U3meHeHue Tapudcos OcbopmneHue Trouble Ticket
YcnoBus HauncneHusa aboHnnaTel B nepuoa aBapun

Hanuune ponra Choku peweHus Trouble Ticket
CocTostne CYETa MoqyynTL CMC C HACTPONKON 060PYAOBaHUSA

[lepBMYHaA QUArHOCTUKA TapudHbIit nnan
Cpoku onnatel CymMma aboHnnaTtbl
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YpoBHU onTUMM3aLUN

1-1 aTan

* MaccoBble obpaueHunsa
* WNaeHTndPUKauma aboHeHTa

 CermeHTauus aboHeHTOB 2-1 3Tan

* BHepgpeHue SLA
* [peanktueHbIN IVR

* Odopmnenune Trouble Ticket 3-4 3Tan

* Cucrtema gucnertyepmsaymm
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Pe3ynbraTt BHegpeHusi cepBuc AM3anHa

= IVR Self Service = ObcnyXeHHble oreparopamMmu

2016 2017 2018
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Pe3ynbraTt BHegpeHusi cepBuc AM3anHa

= VR Evaluation FCR ratio = Answer Rate

71%
56%

17%

2016 2017 2018
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PEAJIbHO!

m3BOHKM Ha IVR  ®m3BOHKM Ha ornepaTtopoB  ==biomKeT

2015 2016 2017 2018
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Turnover

2016 2017 2018
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% OT CpeAHEeMECSIHHOTO KOM-Ba areHTOB 3a rof (\D globalbilgi’ 24
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Cnacnbo 3a BHUMaHue

TatbsAHa ChoboaaHIoK
leHepanbHbiit anpeKkTop Global Bilgi

Tatyana.Slobodyanyuk@globalbilgi.com
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