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v Tema goknaaa
aifo

YnpaBrneHue KnueHTckum onbitom (CEM)

MoaHasa KoHuUuenuus [Tone3HbIN UHCTPYMEHT
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v 3HaKoOMCTBO
aifo

Komy MoXeT ObITb none3Ha 3ta nHdopmauuna?

 Onepatopam CBA3U
* UIHTerpaTopam

- CMU

* KOHKypeHTam?
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v Mporpamma BbICTYNNEHUA
aifo

' Bbi30B 21 BekKa

' HemMHoOro teopumu

' Aito n npumepsbl

12/4/2012



L
X
@
m

-

o
m
o
Q
A

o

12/4/2012



Bbi3oB 21 Beka
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v Bbi3oB 21 Beka
aifo

OenyTaTbl OTMEHUNN «KMOOUNBbHOE PabCcTBOY!

c 1 nekabpsa 2013 ropa
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«... COpeBHOBATbCS 3a NoTpedbutenemn
onepaTtopbl AOMKHbI 3a CYET KayecTBa
N CNeKTpa npenocTraBnsieMbIX YyCryr»

- 3aKN4Mn ogmnH N3 aBTOPOB
3aKoHOMpoeKTa BuLe-cnmkep 'ocaymbl
Cepreun BnaanmupoBuy XXenesHskK.
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YTo coepxxuBaeT oT nepexoaa K agpyromy?

lpeBOCXOHOE Ka4EeCTBO CBSA3U U MHTEpHETA™?
NHgmBmayanbHbiM nogxoa?

YHUKanbHbIN HAbop ycnyr?

bpeHa?

NTnyHbIn/KopnopaTnBHbLIL HOMEP?
BbirogHoCTb Tapuda — ueHa?
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HemMHoOro teopumu
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Customer Lifetime Value (CLV)
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Customer Lifetime Value

{ AOOHEHT }

AYMAET NOKYNAET YUUTCA NCIMNONBb3YET NMEPEOYMbBIBAET
i :

NMPUBNEKAET NOAOKIMOYAET BOBJIEKAET BbIPALLUUBAET YOEPXUBAET

[OnepaTogJ
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OnepaTtop AOMKeH ny4ile NoHUMaThb:
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KT0?
Yto? Tne”? Koroa?
Kak?

CKONbKO?

Kakmne npunoxeHuma?
YTto panbwe?
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YnpaBsneHue KnmeHTckum OnbITOM
(CEM¥*)

* TepmunH (Customer Experience Management) nsobpen bepHg LMt
2002 Managing the Customer Experience: Turning customers into advocates,
Financial Times Press
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3anavya CEM Ha Bcex 3Tanax:

Bbioenatb aboOHEeHTOB € NoTeHuuarnom
MakcumanbHoro CLV

Ha perynapHoun ocHoBe:
NcnpaenaTth, ynydlwaTtb Ka4yecTBO

[TpoBognTb Up-sell, TapretnpoBaHmne
OueHunBaTb U3MEHEHUS
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' Ait0o n npumepbl



Kapta mupa Aito
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Customer Lifetime Value

L J
aifo
{ AOOHEHT }
OYMAET NMOKYNAET YYUTCA NUCNOJNBb3YET
A
$ Ha 30% Ha 20%
ycrneuwmHee 8blpocrna
KamrnaHuu rno 00X00HOCMb
rpusrieqyeHuro
HOBbIX -I -l)
ELE
aboHeHmMos T O e B e
— Ha 10% enipoc
[T >4
= Ucell Ha 25% meHbwe YPOBEHb
access problems ydoenemesopeH-
+ ona VIP Hocmu B2B
: aboHeHMo8 K/IueHmoe
NMPUBINEKAET NMOOKIMKYAET BOBJIEKAET BbIPALLUUBAET

NMEPEOYMbBIBAET

Ha 10% enipoc
KoappunumeHT
peLweHunst npobnem
npu 1-om
obpalleHun

{Onepamg}

YOEPXUBAET
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NMpumep Ucell
MpuBnekaet
‘? Ucell Tapudbb! yenym ViHTepHer YcTpoitcTea Poymepam
' (® S [ '
£ Vv k3 & =
&N .
li TellaSonera
4 muogotuz | 170M subs in 15
countries

USSD aanpoc: «+797# ™
olam.uz

------------------

“Bcé B opHOM!”

BeanumMmuTHbIE couuanbHbie ceTu!
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4GLte Nationwide
Harnessing the essence of speed

Zain Group

41M subs in 7 countries

\\\—_
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AHanuns
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AHanuns Nokanusauus




AHanuns Nokanusauus

NunarHocTuka
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AHanuns Nokanusauus

Ha3HauyeHue

NunarHocTuka
NnPUOpPUTETOB
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Tak ObIs10 paHbLue

Axlata Group

187M subs in 7
countries

* HeT nudpopmaumm o cetesbix
COObITUAX

« BbiBOObl HE BCerga TOYHbIE
« [onraa obpaboTtka xanob




v CerogHs
aifo

bnarogapsa nHTerpauumn c
ceTeBOW MHGopMaLmen
ObICTPO HaxoauTcs pelueHne!



NMpoakTuBHbIN CepBUC ANA KNOYEBbIX 3aKa34MKOB

MNMpepnoxeHue BOCNONbL30BaTbLCA
3G nakeTom ycryr co CKuakom ans
yBennyeHmnsa nonb3oBaHus
MOBUNbHLIM MHTEPHETOM
Customers by profile Bni@m? o Customers by service oX@Emeno Customers by device B X1 53 M0
’."fJ Segment ‘ “"‘ 3 I v : TI_'J Gensreion
Mpodunb nonb3oBartens: CepBuUcCHI: -
pog P UHdopmaumsa o6 yctponcrse:

VIP * voice & SmS AOMUHMpPYET + 2G AOMUHMpYET



Pe3ynbrat: YpoBeHb yAOBNeTBOPEeHHOCTM ADOHEHTa BbIpoC

BHegpeHue Aito CEA
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3auem BHeapATbL CEM ot al'l'O?

BbirogHo!



Cpa3y nocne BHeapeHusa Ha 80% ‘

Bpemsi Ha cbop, 0OpaboTKy 1 BU3yanusauuo MHpopmauum
Obbem pyyHoU paboThl

3 Mecsaua nocne BHeagpeHus >20% npo@%«

BoamoxHocTb ad hoc unu akcnpoMT aHanum3a



_

6 MmecsaueB nocne BHeapeHus >40% np%@m

npOaKTVIBHOe ynpasJjieHne KIMeHTCKNM OlnblTOM

12 mecsaueB — 10X BO3BpaT UHBECTULINN®
3aTtpartbl: 1.8 M USD
ExxerogHag Bbiroga: 18.8 M USD

*ROI noacuyMTaH Ha OCHOBE CpeAHeB3BeLUEHHbIX NoKa3aTesien TeKylWux BHeApeHU, aboHeHTCKas 6a3a 8 MnH.
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Aito CEA

YOOOHBLIN MHCTPYMEHT

Aito Technologies ;i?-—»——m--'"lil
Use case ==
bank EE——

November 2012

HakonneHHbIU onbIT
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v Tema goknaaa
aifo

YnpaBrneHue KnueHTckum onbitom (CEM)

MoaHasa KoHuUuenuus [Tone3HbIN UHCTPYMEHT

12/4/2012



v Tema goknaaa
aifo

YnpaBneHue KnueHTCcKkum onbiTom (CEM)

MoaHasa KoHuUuenuus M [Tone3HbIN UHCTPYMEHT
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AnekcaHgp BacuneBuvd

OupekTop no npogaxam B Poccun n CHI
+7 925 0838 714
Alexander.vasilevich@aitotechnologies.com
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