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NHOOPMAL KA O OUEHKN HOMUHAHTA

ID: Ne8542

HOMUHALMNA: NYYLLNIA KINEHTCKWIA ONbIT LM®POBOIO B3AUMOJENCTBMA
(c nogoep>xKown onepaTtopamu)

HA3BAHUE OPTAHU3ALUWUWN/BPEHOA Kb PeHeccaHc KpeaunTt
roeog PASMELULEHUA MJIOWAOKN HOMUHAHTA  [leH3a, Kypck
KOJ1-BO COTPYOHWUKOB (FTE) HA MJIOLLAOKE

HOMMHAHTA >0

BEB-CAUT OPFTAHU3ALLUN http://rencredit.ru

HA3BAHUE/MUMSA HOMUHAHTA OnbIT BHeApeHus 0bCnyXmnBaHma Yepes YaTbl

MMUIK HOMUHAHTA p PeHeccaHC
KPEAWUT

CCbUIKA Ha Youtube NH®OPMALNSA OTCYTCTBYET

3CCE HOMUHAHTA
1. KpaTtkoe onucaHue (He bonee 1800 3HakoB ¢ npobenamu)

Konnerwn, nobpbin oeHb! B cBoeM 3cce 5 Obl X0Tesla pacCcka3aTh 0 npoekTe baHka "PeHeccaHc KpeaunT",
CBSI3aHHOM C CO34aHMEM HOBOMO KaHasla KOMMYHUKaLMWIA C KIIMEHTAaMN - YaTaMuW. KaHan opraH130BaH B
aBTOPU30BaHHOW cpefe - B MobubHOM baHke (MB)

OCHOBHble NPeanoChIIKM OpraHn3aLny YaToB B Hallen OpraHu3aLmnu:
1. YnobCcTBO KANEHTOB:

1) BO3MOXXHOCTb MTHOBEHHOW CBSA3M C COTPYAHMKOM BaHKa (He Hy>KHO Ha)KMMaTb Ha KHOMKK, 06LaTbCs C
poboTom nam nsy4vaTtb cuctemy IVR);

2) 4aTbl AalOT BO3MOXXHOCTb AeNlaTbh KJIMEHTAM HECKOJIbKO AeNl OAHOBPEMEHHO MapasiieslbHO C pelleHneM
Bonpoca B baHke;

3) 0OXWUZaHWe 0TBETA He BbI3bIBAET HEraTMBHbLIX 3MOLMIA. [TOKa ornepaTop neyYaTaeT OTBET, KJANEHT MOXET
3aHATbCA CBOMMM [1e1aMU, NMO3TOMY O[lHA-[1BE MUHYThl 0XXWAAHUS 06bIYHO HE BbI3bIBAOT Y HEMO
pa3fpaxxeHus;

4) beceny MOXXHO COXPaHUTb. KNMEHT nerye BOCMNPUHUMAET TEKCTOBYI, HEXXENIN FOJI0COBYHO
MHhopMaLmio. bonee Toro, B YaTe MOXXHO OTNPABAATb CCbINKN/AUMANHKN;

2. MNoTeHumnan ons PUHaAHCOBOW OpraHn3aLnn:

1) 6aHK He HeceT 3aTpaT Ha Tpadduk, KOTopble BCerga eCcTb Npy opraHusaumm obcnyxmBaHmsa no
TenegoHy (Homep 8800..);
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2)COTPYAHVK MOXET MapasiefibHo 06pabaTbiBaTh HECKOIbKUX KJIMEHTOB, YTO HEBO3MOXXHO Mpw
KOHCY/IbTaLUW Ha TeNe(OHHOW MHIK, @ 3TO AAEeT yAelleBleHne NPoLecca;

3) obpalleHns B YaTax BHYTpM MB fatoT AOMNOSHUTENbHBIA MaTepuan AN aHaan3a KANEHTCKNX
npoLeccoB BHyTpu MB, a Takxxe 6ecLieHHY0 06paTHY0 CBSA3b MO BO3MOXHbLIM TEXHUYECKMM NpobreMam,
TaK KaK HanmcaTb U NPUNOXUTb CKPUH CUTYyauun ropasao yaobHee Ans KAMEHTa, YEM pellaTb BOMpocC rno
Kakomy-nnmbo apyromy kaHany. Kak cnefncTeume, 4aThl MO3BONIAIOT BbISBUTb 30HbI AMCKOMKOPTA KWEHTA
ropasfo bbicTpee, 4eM asibTEPHATMBHbIE KaHaslbl KOMMYHUKALIMM, YBENNYMNBAIOT KOHCTPYKTUBHYIO Ha3y
ONs aHaNM3a KJIMEHTCKUX MPOLIEeCCOB;

2. Llenu n 3apaumn (He bonee 1800 3HaKOB ¢ npobenamu)

busHec uenb, KOTOpOIZ BAOXHOBJ/1A1aCb Hallla KOMaHOa- CO3aHNe COBPEMEHHOI0 KaHalla
B3aUMOOENCTBNSA KINEHTOB C BaHKOM, COOTBETCTBYHOLLEro I'IOTpE6HOCT$IM KJIMEeHTOB A14 COOTBETCTBUA
PbIHOYHbLIM MPaKTUKaM.

Mbl NpeKpacHO MOHMMasN, YTO BHEAPEHME YaTOB He NpeanonaraeT 6bICTPoro UHaHCOBOro aPdeKTa. a
ABNAETCS CKOpee [OAr0CPOYHON MHBECTULMENR, KOTOPas AaXKe BPEMEHHO yBENMYNUT pacxoabl 6aHka. Ha
nepBoM rpadnke B NpusioxXeHun Ne3 HarnsggHo BUAHO, YTO BaHK CTan HECTU pacxonbl HE TOMbKO Ha
TenedoHHoe obcnyXnBaHMe, HO 1 Ha YaTbl (MO CyTW pacxodbl yABOUINCS).

[ns Yero »e Mbl 3anycTuam npoekT "HYaTol?"

OCHOBHble HallKn 3aJa4u:

-CoOTBETCTBME OXKULAHNAM KJINEHTOB;

-Peanunsauma ctpaterum GUCTAHUMOHHbBIX MPOAAX 1 06CyXUBaHNS;
-BbinonHeHne pekomeHaauun L;

-MoTeHuman onsg conpoBoXheHusa caesku s Mb;

-Peannzauma dyHkumoHana must-have Ha pbiHke (13 13 15 6aHKOB-KOHKYPEHTOB y>XKe UMEeNn YaT Ha
MOMEHT 3arnycka NpoeKkTa B "PeHeccaHc KpeguT");
PackpoeM 3Tu Te3nchl nogpobHee.

*Pe3ynbTaTbl ONPOCOB U OYHbIX BCTPEY C KIMEHTaMM SIBHO YKa3blBasu, YTO YaTbl ABASIOTCS OQHUM U3
MPYOPUTETHBIX KaHAJIOB, Yepe3 KOTOPbIE KNEHTbI XOTAT 06pallaTbcs B baHk;

*B Havane 2020 roaa, npoBeas aHanns 6onee 15 6aHKOB, Kak NMPsSMbIX KOHKYPEHTOB TaK W IMAEepOoB
PbIHKA, Mbl BbISCHWW, YTO BOJLLUNHCTBO HALIMX KOHKYPEHTOB UCMOJb3YIOT YaThl;

*YaTbl, Kak LOMOMHUTENbHbIA KaHaa B3anMoOenCcTBuMA, bblan 3aayent B paMKax peasm3aumm ctpaTermm
ANCTaHLUMOHHBLIX Npofax n obcnyxmnanHmsa 6aHka ot 2020 r;

*YaTbl 4alOT BO3MOXXHOCTb peLLUeHns BONpoca KanmeHTa B online pexxume n3 nobon To4kn mupa, 6e3
3BOHKOB W MUCEM;

*B yaTax ecTb 601bLION NOTEHLMAN AN CONPOBOXAEHNS KIMEHTA B MPoLEcCe ANCTaHLMOHHbIX MPOoAaX
yepes Mb.

O6LWWI NyTb OpraHM3aLMn NpoLiecca NpeAcTaBieH B npunoxxeHun Ne 1.
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3. 3aMHTepecoBaHHble YY4aCTHUKHM (cTeukxonpgepbl) (He bonee 1800 3HaKoB
c npobenamu)

B 3anycke 4aToB ObINO 04EHb 3aUHTEPECOBAHO PYKOBOACTBO HaHKa, Tak KakK YaTbl BHOCAT CyLLECTBEHHbIN
BKJIa4 B UMUK OpraHu3aumm n ynobcTeo KNneHTa, a CiefoBaTesibHO, BAUSAIOT B MOTEHUMaNe Ha
yOO0BNEeTBOPEHHOCTb (NPS).

OTAeNbHbIA 3aKa3 Ha MCMOJIb30BaHMe YaToB Obll CO CTOPOHbI AenapTaMeHTa pa3BuTus HaHKOBCKIMX
NpoAyKTOB. [la, YaTbl B NMepPBYI0 04epeab SABASANCL MHCTPYMEHTOM CEPBUCHOr0 06Cy)XKMBaHUS, HO B
NepcneKTBe Yepes 3TOT KaHa/l MOXXHO Obl10 MHGOPMUPOBATL KMEHTOB O HA/IMYKMN IbFOTHOMO
npeanoXeHus ans ohopMaeHns npoaykTa baHka (KapTbl/KpeanTa), YTO Mbl U CTanu Aenathb.

B npouecce npopa60TK|/| NPOEKTa Mbl obLanncb Co MHOrMMu noapsag4nkamMmn, HoO OCTaHOBWUJINCb Ha
KoMmnaHun Edna, KOTOpas 1 CTaJia NOCTaBLWMKOM pelleHns. Hac ycTpousa TexHonornyeckas rmbkocTb
peweHns, BOSMOXHOCTb MHTErpaunm C CRM-6aHKa, 1, KOHEYHO e, UTOroBas LieHa BCero MpPoeKTa.

Bonee noapobHo o B3anmoaencTemm 6aHka 1 Edna MOXXHO NOCMOTPETL B NPE3eHTaLUN B NMPUI0XKEHNUN
Ne2, Tak e TaM noapobHo 0603HaYeHbl BCE NPEeNMYyLLECTBA MHTErpaLnm.

OrpoMHyio posib B NpopaboTke NpoekTa cbirpano IT-6aHka, Tak Kak bblj0 OrpoMHOE KOMYECTBO
A0paboToK, MHTErpaLMOHHbIX PeLLeHniA B npoLecce peann3aumun. C konneramu u3s IT Mbl eXXeHeeNbHO
NPOBOAWSIN CTATYC MO MPOEKTY, FAe 0TCAEeXMNBaNAN ANHAMUKY. NOA0OHbIA (hOPMAT KOMMYHUKALLUN
MO3BOJISII HAM 04YeHb BbICTPO NMPUHMMATL pPeLleHNs 1 BUAEeTb NPobieMHble 30Hbl 1 BApUaHTbl PeLleHni.

OTAenNbHbIR hoKYC BHUMaHMS Bbl1 Ha onepaunoHHOM CONPOBOXKAEHMMN MPOEKTa - MOATOTOBKa NpoLeayp v
VHCTPYKLUUIA, (hOPMUPOBAHME CEPBUCHBIX MPOLECCOB, COrJlacoBaHME TEKCTOB OTBETOB OMepaTopoB. Bo
BCEM 3TOM HaM aKTMBHO nomoran tOpuandeckunin fenaptameHT, Cnyxxba BHyTpeHHero KoHTpons, OTaen
ANCTAHLWOHHOMO CEPBMCHOMO 0BCYXXBAHNS.

B pe3ynbTaTe Mbl CMOMJIM B CKaTble CPOKM HavyaTb 06CNyXMBaTh KINEHTOB Yepes YaT B MOOUIbHOM
baHke.

4. NHHOBaUMuM U KpeaTUBHOCTb (He bonee 3600 3HaKoB ¢ npobenamu)

OCTaHOB/OCb Ha OCHOBHbIX KPEaTUBHOCTAX, KOTOPbIE 04eHb MOMOrJiI HaM B NMPOeKTe 1, Haf4eCb, MOTyT
ObITb NMOJIE3HbI B NPakKTUKe YntaTend:

¢ licnonb3oBaHue anba n beTa-TeCTMPOBaHN Ha COTPYAHMKax BaHKa.

lpoBeneHne NCCNen0BaHNA KayeCTBa KOHCYbTaLMIA B YaTe MO CPAaBHEHNIO C KOHKYPEHTaMMU.
e lcnonb3oBaHmne anunanHkos B Mb

e 3anyck npogax B 4aTe

PaboTa Hag COBCTBEHHbLIM CTUJIEM KOHCYbTaLUN

Mpexxae 4em BbiNyCKaTb (PYHKLMOHAN YaTOB Ha KJIMEHTOB, COTPYAHUKIN KOHTAKTHOrO LIeHTpa
obpabaTbiBanu obpalleHns B YaTe OT HallnX BHYTPEHHUX KJNEHTOB - COTPYAHUKOB HaHKa 13 pa3HbIX
nogpasaeneHvin. B TecTrpoBaHum y4acTBOBaAM COTPYAHUKN MOYTM BCEX NOApa3aeneHnin (pucku, HR,
Collection, Customer Service). Mbl fienanu HECKOJIbKO UTepaunin Taknx KOHCYNbTalUA 1 Ha3BasIk KX
anbda- n 6eTa-TecTpoBaHMEM.

Mo pe3ynbTaTy anbda- n 6eTa-TeCTUPOBAHUS:

o COTpPYOHUKM Havyasm oTBeYaTb B 6osiee "pa3roBopHOM" hopMaTe (a He CKpuNTaMu), Havyanu
NoJIb30BaTbCA CMaIMKaMm
e B obpaboTke y onepaTopa 3aMKCMPOBaHO 3 0AHOBPEMEHHbIX YaTOB (40 TECTMPOBaHUSA B paboTe
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npeanonaranock 2 4aTa)

e [pu NOCTYNEHUI BONPOCA Ha COTPYAHMKA, OnepaTop cpa3y roTOBUT OTBET KJIMEHTY (paHee
CHayvana onepaTop Npeaynpexaan o NoAroTOBKE 0TBETa , a MOTOM BO3BPALLACs Yepes
0603HaYeHHOe BpeMs, YTO BbI3blBaJI0 Pa3aparkeHue)

e OpraHM30BaHO peryaspHoe NCCiefoBaHNE MHEHNS KIMEHTOB B YaTe

e Mbl 3af1eiCTBOBaNMN 18 «TaiHbIX NOKynaTenen», NpoaHann3npoBann 3 6aHKa-KOHKYpeHTa

Tak>Xe Mbl UCCNefoBan Ka4eCcTBO KOHCYJIbTalWi HalWUX KOHKYPEHTOB. Mbl MpOBEepWSIM KOHCYbTauum no
OCHOBHbIM NMpoaykTam: GP (kpeanTt HannyHbiMK), Debit Card (nebetoBas kapTa), Credit Card (KkpeauTHas
KapTa), Deposit (aeno3unT).

"TalHble MoKynaTenn" oueHNBaNN KOHCYAbTaLMo Mo 5-6annbHOM WKae No 3apaHee paspaboTaHHOMY
4eK-INCTY, KOTOPbIV Y4MTbIBAJI KAYECTBO KOHCYbTaUWUW, MOAHOTY, MOHATHOCTb, KPAaTKOCTb U310XKEHMNS
MbIC/K, BOBPOXKEeNaTeNbHOCTb U KOMMETEHTHOCTL onepaTopa.

CBogHble pe3ynbTaThl NPeancTaBJiIEHbI B Tabnuue

MpoaykT  PeHeccaHc KpeanT KoHKypeHThI (CpenHee)

Debit Card 4,1 4,1
Credit Card 3,9 3,8
Deposit 4,7 4,4
GP 4,2 4,2
ObLee 4,22 4,12

3TO ynpaKHeHMe NoMOro HaM BbIIBUTb CBOW CNnabble 30Hbl M NpenMyLLecTBa, No pesyabTaTaM bbin
MOAroTOB/EH MNJ1aH paboT, KOTOPbIA NOMOr NOBLICUTbL HaM YA0BIETBOPEHHOCTb KJINEHTOB
obcnyxuaHmem B 4aTax (CSAT) 1 Ka4eCTBO KOHCYbTaL M.

B cepBMCHbIX KOHCYNbTaLMAX HaM Obln 04eHb NONE3HbI ANMNHKIN (KOPOTKME CChbINOYKM BHYTPWU MB B TO
MPOCTPAHCTBO, FAe KJIMEHT CMOXET pelnTb CBOM BONPOC). HanpuMep, KANeHT nHTepecyeTcCs
BO3MOXXHOCTbI COBEPLLNTL LOCPOYHOE norawleHme kpeauta (4M) n onepaTop HanpassiseT B CBOEM
OTBETe B TOM YMC/e CCbIJIOYKY Ha CTpaHuuy B Mb, roe KnveHT MoxeT cosepwntb [,

aT0T NHCTPYMEHT NOMOI HaM CONTUMN3NPOBATb OTBETHI, CAENIaTb X KOPO4Ye N NMOHATHEE /14 KJINEHTA, a
TakK>)Xe NnoBJInAn Ha yaoOBNeTBOPEHHOCTb.

Pe3ynbTaTbl MOXXHO YBMUAETb Ha AnHaMuke CSAT B npunoxeHun Ne3.

MOMMMO CEPBUCHOM KOHCYIbTaLMM Mbl Ha4ann OTAPABAATb KJIMEHTAM C JibFOTHbLIM NPeasoKeHNeM
NH(OPMaLMIO 0 BO3SMOXXHOCTU OPOPMUTL KPeAUTHbLIN NPOOYKT.

Pe3ysibTaTbl HAaC 04eHb YAUBWUAN, U HaT NOMUMO UHCTPYMEHTa CepBVICHOVI KOHCY/IbTaukhn CTaJl HOBbIM
KaHaJIOM rnpoaax aons 6aHKa.

ShheKTUBHOCTb NpoLecca Mbl N3MepPSAIN 0POPMIEHHBIMU KPeAUTHBIMU NPOAYKTaMK Nocsie Toro, Kak
KAVWEHTY Oblia 0TNpaBfieHa CChiKa. Pe3ynbTaThl NPeACcTaBAEHbl B MPUIOXKEHNN Ne3.

COBMECTHO C Nnoapa3sfeneHnem VapKeTUHra Mbl pa3paboTanyt NOANTUKY KOMMYHUKALMMW 1 3anyCTUIMn
MPOEKT Mo Koppekuun WwabsoHOB OTBETOB B YaTe.

MpuMep TOro, 4To HbII0 1 TOro, YTO CTaNO - NPUNoXKeHNe Ne3.

Ctano npotue, nerye n NOHATHee, NOABUANCHL CMalANKK, cBOBOAHLIN Ananor. KnmeHTbl 0CTanncb
[OBOJbHbI, Cyas no pesynbTtatam CSAT
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5. PesynbTaThl (He Oonee 3600 3HakoB ¢ npobenamm)
Pe3ynbTaTbl Hawel paboThl yka3biBalo B pa3bueke no 6sokam.

LinchpoByto MHGOPMaLIMIO MOXKHO NMOCMOTPETL B NPUA0XKEHUN Ne 3.

1.BaunsiHue Ha brsHec

-Co3ganv OONOJIHATENbHBIN KaHan KOMMYHMKaLmi, must have Ha pbiHKe;

- OpraHun3oBann AOMONHUTENbHBIA KaHan NPoAaXK KPeAUTOB N KPEAUTHbIX KapT;

-MoBLICUAN ANIXKNTANIM3NPOBAHHOCTbL NPOLIECCOB (CTaNM NPUHMMATL Yepes YaT CKaHbl/poTorpadum
LNOKYMEHTOB, 3@ CYET 3TOr0 MHOrMe BOMPOChHI CTann pewaTb bbicTpee);

Kak nTor, Mbl NOBAIMSASIN Ha POCT Nonb3oBaTenen MobuabHOro 6aHka, 4To CyLeCTBEHHO 0TPa3naoCh Ha
obwnx 3aTpaTax Ha cepBucHoe obCnyXnBaHne KoOMNaHUM (CokpaleHne Ha 12% no cpaBHEHUIO C
npowsibiM rogoMm (6e3 y4yeTa nepmroa MacCoBbIX OFpaHNYeHNI)

Hanbonblwinin 3chhekT AnaKUTaNM3aLMM NMPOLECCOB YEPEe3 YaT Mbl 3aMEeTUN Ha NpoLIeccax:
-N3MEHEHUNe HoMepa MOBUNLHOro TenedoHa/NepCoHabHbIX AaHHbIX;

-3aKpbITVE TEKYLLEro cyeTa;

-NpueM 3asBNIeHNA Ha BO3BPAT KOMUCCMOHHOI0 610Ka;

KMeHTbl MacCoBO UCMONb3YIOT UMEHHO 3TOT KaHan KOMMYHUKaLUMIA, 0TKa3aBLUUCh OT MoceLleHns oguca
N OTMNPABKK LOKYMEHTOB Mo no4yre PO,

2.0nepaunoHHas 3hheKTUBHOCTb
-YBennunam npoayKTMBHOCTL 06paboTKM 3a CHET ONTUMM3ALMMN KaK NPOLLECCOB, TakK U CKPUNTOB;

Ho noka 4aTbl OCTaloTCA KaHaloM, TPeOYIOLWNM UHBECTULIMIA CO CTOPOHbI KOMMAHUK, Tak Kak Mbl BUOUM
TONbKO YaCTMYHOE NnepeTekaHne obbemMa 3BOHKOB B YaThl (TeKylLee pacnpeneneHne BCex CEPBUCHbIX
obpaLleHnin knmeHToB- 50% 4aToB/50% 3BOHKOB (HOsIGPL 2021).

HononHnTeNnbHble MHCTPYMEHTbI AN YBeNnYeHUs NPoAYKTUBHOCTH:

-yCTaHOBWIN COTPYAHMKaM, paboTalowmm Ha PyHKUMOHaNe, No 2 MOHWUTOpPa. Ha 04AHOM MOHUTOpe
BEeLleTCH nepernncka C KJIMEHTOM, a Ha BTOPOM COTPYAHUK MOXXET UCKaTb MH(OPMALMIO MO CHETY KJIMEHTa
B CRM. TMoBbicnncsa KoMGopT onepaTopa 1 CKOPOCTb 06paboTky 3anpocos;

-006aBnn WabnoHbl TOTOBbLIX OTBETOB K TEMATUKE, KOTOpPYIO Bbl6|/|paeT COTPYAHUK B rnpouecce
KOHCYbTaulunw,

-MHTErpupoBasn OTAeNbHOE 0KHO YaToB B eAnHYyto cuctemy CRM 6aHka, 3a CYET 3TOro yBENNYMAN
KOJIN4YECTBO aKTUBHbIX OKOH B paboTe y onepaTopa, NOBbICUIN KOM(POPTHOCTb paboThl;

-nopaboTanm ¢ KnaccnrKaTopoM, Caesiann ero UHTYUTVUBHO MOHATHbLIM 015 ONEPaTOpPOB;
MonpobHee 0 fopaboTKax MOXHO MOCMOTPETL B MPUIOXKEHUN Ne2.
3.BavsiHMe Ha KINeHTCKUA onbIT

-BHEeAPWUIN BO3MOXHOCTb OLleHNBaTb pa60Ty onepaTopoB MOCSIe KOHCYbTaunmn (KINEHT Ha)XMMaeT Ha
3BE3004YKN, KOJIMHECTBO KOTOPbIX COOTBETCTBYET OLIEHKE KOHcyﬂbTaLlVIVI);

-MoBbICMAN YPOBEHb Y40BNETBOPEHHOCTU KnneHToB (CSAT) ¢ 4.39 no 4,66 (pocT Ha 6%), a,
C/lefoBaTesIbHO, MOBJMAAN Ha NO3UTUBHYIO AnHaMKKy NPS Bcen komnaHum B 2021 roay (obwwun NPS
KoMnaHun 3a 2021 rof BeIPOC Ha 7 nn.);
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4.BnvaHue Ha nepcoHan

-C034a1n OTAENbHbIN MHOPMALMOHHBIN NOPTan C MHCTPYKLUMAMI 1 NpoLeccamn cneymanbHo 4ns
COTpYAHMKOB, obpabaTbiBaloLWLMX YaTbl (B MOMEHT 3amnyCka npoLecca onepaTopbl UCM0b30BaN €ANHbI
NopTaa CO 3BOHKOBLIMU (DYHKLIMAMM, YTO OKa3aloCb 04eHb HEYA0OHbIM);

-MpoBenn onNpocC ypoBHS YA0BJIETBOPEHHOCTY NepPCOHaNa (enps), BbIACHUAN, YTO Y COTPYAHNKOB,
06bpabaTbiBalOLLMX YaThbl - CaMblil BbICOKMIA YPOBEHb NOASIbHOCTM K KOMMaHUN B TOM YUCNe 3a CYeT
yoobHoro ¢yHKUMoHaNa (MpupocT Ha 67% no cpaBHeHMto ¢ onpocom B 2020 roay). OCHOBHble
MO3UTMBHbIE KOMMEHTAPUN CBSA3aHbl CO Cneundunkon yHKUMoHana, yaobcTBoM NporpamMmel 1
NHCTPYKLWIA, @ TaKXXe COTPYAHNKM OTMEYaloT KOMGOPTHOE B3aUMOOENCTBME C PYKOBOAUTENEM;

6. Utoru (He 6onee 1800 3HakoB ¢ npobenamu)

Mbl FOPAUMCS TEM, YTO 3@ KOPOTKOE BPEMS HaM yAasioCk CO34aTb MOJIHOLLEHHbIN KaHan 0bcnyXusaHms
KNMEeHTOB. KayeCcTBO M TeMMbl NPUPOCTa Nosb30BaTe e KaHana no3BoJnio HaM 3apUKCUPOBaTb KaHan
"YaTbl" KaK OCHOBHOM CNOCO6 KOMMYHMKauUn ¢ KnneHTamm B 2022-2024 rogax Ha ypoBHe CTpaTerunu
baHkKa.

HaM yaanocb COKpaTWUTb 3aTpaThl B YaTe Ha 20% Mo CpaBHEHWIO CO 3BOHKOM W MpK 3TOM 3adiMKCMPOBaTb
4yaTbl B KAYECTBE KaHana ¢ Hanbosiee BbICOKMM ypoBHeEM CSAT BHyTpu HaHKa.

Mbl He OCTaHaB/AMBAEMCS Ha AOCTUIHYTOM U BUAWM OYEHb MHOIO NEPCNEKTUB A5 PA3BUTUS:
Halum ocHOBHbIE Lienn Ha byayulee:

1. CoenaTb YaTbl ele 6onee MacluTabHbIM NPOAAOLLIMM KaHanoM (nonpoboBaTh pasHble CTpaTerum
NpoLaK, pacluMpUTbL NPOLYKTOBOE NpeasioXXeHre B YaTe, NonpoboBaTh UCXOAALLME YaTbl KaK OAUH U3
KaHal0B NpuBJeYeHNs KJIMEHTOB);

2. ConTMM3MpPOBaTb 3aTpaTbl Ha 06CNyXMBaHME YaTOB (B OCHOBHOM 3a CYeT BHeApeHus YaT-60Ta,
6neHaouHra npouecca);

3. C ncnonb30BaHMEM 4aTOB MOCTPOUTb y,EI,O6Hy}0 OMHMKaHaNbHOCTb A4 KIMeHTa (opraHnM3oBaTh
nepexog "3 3B0OHKa B HaT U 06paTHO TaMm, rge 3To yﬂ,06HO N NOrn4HO no npoueccy);

Hawwu 6nmxanwmne 3amayu:

[lobaBneHne NCTOpUN Nepennckn B 4aTe AOCTYyNHOW Ana ornepatopos B CRM ¢Blending 3B0HKOB 1 4aToB
(04nH onepaTop MoXeT 06CNYyXMBaTb U 3BOHKU 1 YaTbl NO0YepeHO)

*MnnoTupoBaHne obcnyxmnBaHUs KNNEHTOB Yepe3 whatsApp (ceiyac pellaem BONpocC C nepeaaden
NepcoHanbHbIX AaHHbIX)

Mbl BEpUM, 4TO KaHas "HYaTbl" CKOpo CTaHeT BeayLmm cnocobom obpalleHns B 6aHK HalWUX KINEHTOB. Y
HacC MHOro NiaHoB 1 aMbyunii, CBA3aHHbIX C Pa3BUTMEM YATOB U Mbl YBEPEHbI, YTO KOJIIEKTUBHASA
CYHEPruns noMoXXeT B UX peanm3sauunn.

NEPCOHAJIbHBIE AAHHBIE HOMUHAHTA 011 NPAMON KOMMYHUKALLUW
C XIOPMU:




MepcoHanvHaa CTpaHuua YneHa Xiopm

dAMUNINA boryH
nMMAa OTHECTBO fAAHa ApTypOBHa
OOJDKHOCTb HavanbHuUK yrnpaBneHus




