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Ponb nopTaznioB camoobcnyKnBaHuUA

* 86% yxopawmnx aboHeHToB B 2012 roay MeHAIOT CEpPBUC NpoBaiaepa No NpUYUHE NA0Xoun
noaaepXKu 1Mbo HeKauecTtBeHHbIX cepBuUcOoB (No cpaBHeHUIo ¢ 59% - B 2008 roay)
UcmoyHuK: Harris Interactive, Customer Experience Impact Report

* Ponb nopTtanos camoobcny>KnsaHua B0 B3aMmMoaencTsmm ¢ aboHeHTamu NoBbICUNACb HA
80% c 2005 roaa, npu aTtom 6onee 40% pecnoHAEHTOB BbIHYXXAEHbI
3BOHUTb B KO//1 LLEHTP, He Haiaa nHpopmaumm KOToOpyo UCKau.
NcmoyHuk: NetCracker Customer Survey
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[panBepbl 4nA Pa3BUTMA NOPTAaN0B CaMOObCyKNBAHUS

* KayecTtBo cepsncos U, Kak cneagcrsme, 104A71bHOCTb
K/IMEHTOB
e 42% onpoLlueHHbIX A40O6MBalOTCA YAEPKAHUA KNINEHTOB

* 33% NOBbILLIAIOT YPOBEHb YA0BNAETBOPEHHOCTU K/INEHTOB

* [ToBbIlLEHWE cpeaHeN BbIPYYKM HA OAHOro aboHeHTa
33 cYeT NPoAaXK AONONAHUTE/IbHbIX CEPBUCOB U YCAYT

* 32% - pobusatoTca pocta up-sell / cross-sell

* [loHnKeHune 3aTpart Ha call-center

* 30% KOMNaHum
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TpyaHOCTU Npun NOHUXKeHMM 3aTtpaT Ha call center

* KOHCepBaTUBHAA ayauToOpmA

* Hegosepune nHbopmaumm B web
e «[103BOHM onepaTopy — NOAYUYULLb NYYLLYIO LEHY»
* HenonynsapHocTtu / oTcyTcTBME MHPOPMALIMK O nopTane

* Heynob6cTBO, CNOXKHOCTL 'NNMYHOTO KabuHeTa'" B
nopTtane camoobcnyKnMBaHUA

* 3aNyTaHHOCTb M HEMPO3PaAYHOCTb NPeAcTaBAEHUS
KaTtanora ycayr n npoayKToB
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MonynspHOCTb NOpTana camoobcnyKMBaHMA cpean aboHEHTOB

* Bonpoc: “KaKoli cnocob obweHus ¢ nposatioepom Bl npednoyumaeme?”

Video

Fax

Social media or online forum
SMS

Letter sent via regular mail

Online phone call

Automated phone system

Web Chat
Web Self-Service

Email

Telephone
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Percentage of Respondents That Prefer Given Interaction Channel

McTouyHuK: Avaya Consumer Preference Report
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[ToHuKeHune 3aTpaT Ha Call Center!

* LleHTpaaM30BaHHbIN KaTa/10r NPOAYKTOB U CEPBUCOB

* Pa3rpy3ka otaenbHbiX dyHKUKMM call center B nonb3y
nopTana

* NNoaaeprKKa KPocc- U MyNbTUKAHA/IbHbIX CLLleHapueB

* KaK cneacrtesume, nporpammHas MHTerpauma noprana c
cywecreyowmm pyHKkunoHanom CRM/CSR desktop

* Bce cpeactBa «NPOABUKEHUA» N KPACKPYTKM» NOpPTana
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NHPopMmaLMOHHAA COCTaBAAIOLLLAA MOPTasa CaMoobcnyKmMBaHUs

Tonbko 15-30% 3BoHKOB B call center cBsi3aHbl ¢ 3aKa3amu, OCTa/ibHblE:

- Nounck nHpopmaumm cBA3AHHOW C NPOAYKTaMMU, CEPBUCAMU U LEHAMMU

- 3anpoc MHoM nHpopmaumm (NpoBepKa COCTOAHMA cHeTa, cTaTyca YCayru m np.)

- CoobueHue o npobnemax, nnbo 3anpoc nHGopmaumm 06 n3BecTHbIX Npobaemax

Hello!
e Can | help you?

Yes, please

' Online support An anline representative
will be with vou shortly. You

are number 1 in the queue.
Your wait time will be
approximately 0 minute(s)
and & secands. Thank vou

$ 1 O for waiting.
$ 1 How your order is processed Alex 19:28:33
You order online We callto Help me please!lll

Resolve an inquiry Resolve an Resolve an inquiry
over the phone inquiry via email via self-service View details»
Online support
Costs for resolving an inquiry.

MHPOpMaATUBHOCTb NOPTana — K4 K 3KOHOMUM 3aTpaTt Ha call center
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Cnacubo 3a BHumaHue!

Netcracker@

© 2012 NetCracker Technology Corp. Confiden




