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9CCE HOMUHAHTA
1. KpaTtkoe onucaHue (He bonee 1800 3HaKoB Cc npobenamu)
bosiblle HUKaKUX (PU3NYeCKNX N IpULMYecKux ny,. TosbKo «(U3IPUKN». TONIbKO XapLAKop.

Onsa Anbtha - baHka B benapycu, TEpMUH «(OU3IOPUKA» Y)Ke OaNeKO He CJIEHT, a CJIOBO, KOTOpPOe OTpakaeT
COBEPLUEHHO HOBYIO ayAUTOPUIO KJIMEHTOB, AJ19 KOTOPOW Mbl He pa3fensem bu3HecC n NepcoHy.

HepaBHee npousioe: B baHke paboTatoT 2 KONA-LEeHTpa: A1 MaccoBOro 6u3sHeca n ansi PO3HUYHbIX
KJMEHTOB, B HUX Pa3Hble KOMaH/bl ONepaToOPOB, KaXAbliA CO CBOMMU CKUJINAMMU.

A Tenepb BU3yanusmpyem: kaneHT UM 3BOHWUT B KOJII-LEHTP MO nogaepXxKe puandecknx nuu, ero
NOEHTUMULNPYIOT, NPOBOAAT aBTOPMU3ALIMIO U MOMOTatoT 3aM0/HUTL MJ1aTeX Ha NepeBo JIMYHOro 4oX04a
Ha KapTy n3nyeckoro aumua.

lNoka BCe npeKpacHo.

A panee 3ToMy Xe KJIMEHTY, YXKe KaK (IM3NYECKOMY JINLY, HY>XHO CMEHUTb HAaCTPOVKM AAHHON KapTsbl,
y3HaTb Tapucbl Ha CHATKE W... ONepPaTop NEPEKIIIOYAET 3BOHOK B MPODUbHLIA KOMN-LEHTP No paboTe ¢
dur3nyeckumMy nnuamin. N cHoBa: MAEHTUPUKALMS, aBTOPM3aLNS, 03BYHMBaHIE BONPOCaA.

B utore nmeem: 2 pasHbiX 3B0OHKA, 2 pa3HblX BOMPOCa, 2 pa3HbIX orepaTopa, 2 pa3HblX Npouenypsbl, a Ha
apyrom KoHue Tpybku OOUH N TOT XXE YEJTOBEK.

A elle eCTb OpraHu3aummn, NpeacTaBUTENN KOTOPbIX 3BOHST B BaHK Mo Bornpocam obcnyxusaHus busHeca
(byxrantepa, AMpeKTopa, COBCTBEHHMKM), HO 1 OHW TaK XXe ABASIOTCSA KIMEHTAaMU PO3HULLbI.

MpobnemaTnka COCTOUT B TOM, 4TO Aaxke B CRM Mbl pnkcmpyem obpalleHne opraHmsaumm. Ho B 6aHk
3BOHUT He 000 "Tpu Tonona", a NnepcoHa - byxrantep MNadupa MuxannosHa. U Madupe MuxannosHe
ellle 04eHb HY>KHO COBEPLUMTL BaJIOTHbIN NepeBof, HO MO3BOHUT B baHK OHa C 3TWUM MO3XXe, B KOHLLe
paboyero aHA. I TOYHO [03BOHMTCS M pelwnT Bonpoc. MpaBaa, ecnun He nepenyTaeT HOMepa KO-
LeHTpPOB.

OnncaHHasa cuTyaums npueena K TOMy, 4TO KaneHTaM Heobxo4MMo 3arnoMUHaTb 2 pa3HblX HOMepa, Ha
CBOEM YPOBHE MOHUMAaTb, Ky[la UMEHHO afpecoBaTb BOMPOC, CTaJIKNBATbLCA C NMepekIloYeHnamMun. A ux B
MecsL cTano 4,5 Teicay.

2. Lenu n 3apaum (He bonee 1800 3HaKoB ¢ npobenamu)

Hawweit rnobanbHoN Lenbio Bbino BbICTPOUTL CEPBUC, KOTOPbIN "MoA Kto4Y" B OAHOM 3BOHKE 3aKpblBaeT
BCE BOMPOCHI K/IMEHTA, HE OTAENAs YenoBeKa oT ero 6usHeca. CepBuUC, KOTOPLIV BPALLAETCS BOKPYT
NePCOHbI, MAaKCMMasIbHO TOYHO UAEHTUMULMPYET NOPTPET KIIMEHTA U CBA3N MEXAY (U3NYECKUMM U
OPUANYECKMI NLAMN.

C TOuKM 3peHns onepaunoHHOM 3 EKTUBHOCTN HEOOXOAMMO BbINO YNTY OT NEPEKIIIOYEHNI 1
NpeaoCcTaBUTb KANEHTAM YHUKaNbHbIN NOJIb30BaTENbCKMIA OMbIT.

3agayn u NHULNATUBSI:

1. MepBoON 1 camon OANTENbHON 3adayen bblna aHannTuka. Mbl pa3obpannce, CKObKO KANEHTOB
(HenocpeACTBEHHO MEPCOH) HaX0AATCS Ha nepecevyeHnmn AByX BU3HECOB - MacCOBOrO M PO3HUYHOTO.
Janee npoaHann3unposanm o6bem 3BOHKOB U CR Mo TakMM KANEHTaM.

2. Mpuaymanu, NpopucoBan, OTTECTUPOBASIN N BHEAPUSIN B XKU3Hb HTENNEKTYyanbHbln WEB-cepBuc,
KOTOPbIV MO HOMepY TesledoHa 3BOHSLLEr0 KANEeHTa OnpeaenseT ero npousb 1 MapLpyTU3MpyeT Ha
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HY>KHOr 0 orepaTopa.

3. MpocyuTtany HeobxoaMMOe KONNYECTBO YHUBEPCAIbHbLIX ONepaTopoB A5 NOAAEPKKN HOBOIO
HanpasneHus - "Ouslopunkn".

BHenpeHune cepsuca nponcxoaunso B 2 3Tana: gekabpb 2021 - 3anyck ToJIbKO ANS KAIMEeHTOB npoduns UM
= OJI, a c 1 nrona 2022 mbl 3anycTuncb Ha 100% - ewe v ons ®J1 - npeacraBuTenen opraHnsaLni.

3. 3auHTepecoBaHHble YH4acTHUKMU (cTeukxonpepsbl) (He bonee 1800 3HaKoB
c npobenamum)

OCHOBHbIMM CTelnkxonaepamu, 6e3ycnoBHo, BbICTynanm busHec-610kmn: 6nok MaccoBoro v bnok
PO3HMYHOro 613Heca. VIMEHHO K UX KJIMEHTAM Mbl COBUPANNCh MPUMEHUTL KAYECTBEHHO HOBLIN MOAXOL.
Mbl MOAYHYUSIN NOSTHYIO NOALEPXKKY W KapT-6naHLW oT Koaner.

Tak e CTekxosiAepamu BbICTYMaan 3KCNepThl, 0TBEYAtOLLME 33 HEMOCPEACTBEHHYIO TEXHNYECKYHO
pa3paboTky n BHeapeHne WEB-cepBuca. MIM Hy>XHO 6bl10 y4ECTb U peasin3oBaTh BCE NOXENAHNS
3aKa34MKOB C MHO)KECTBOM HI0QHCOB.

A eule - obyyeHne. OToen obyyveHns HaxoAMUTCA BHYTpY [lenapTaMeHTa KJANEHTCKOro cepemca, No3TomMy
NHMUMaTUBY Mbl "OBUrann" sMecTe. lepen TpeHepaMn CToA1a HenpocTas 3afada - Co3faTb MaTPULLb
KOMMEeTEHL M 0NepaTopoB KOJI-LEeHTPa A5 IPULANYECKNX UL, U KONN-LLEeHTPa AN PU3NYeCKnx nuL,.
[llanee coCcTaBUTb MaHbl 00YYEHNS C Y4ETOM TOro, YeMy A006y4aTb ONEPATOPOB - BEIXOALIEB U3 KaXKA0ro
oTaensHoro KLU. Owwnbka Ha 3Tane obyvyeHus = npoben B 3HaHMAX. A Mbl He Morsin cebe ero No3BoaNTb,
T.K. TOTOBWJIMCb 3a5IBUTh B PbIHOK O CBOEM KOHKYPEHTHOM MpenmyLLecTBe. BnageHne oborMmu ckunnamm
LOKHO 6b1s10 ObITh 100%.

Hy 1, Kak H1 CTpaHHO, CaMM Halun COTPYAHMKHM - ByayLine yHuBepcanbHble "6onubl". [1eno B TOM, 4TO B
Anb(a - baHke coTpyaHukn KL, Ha 100% BnageT BCEMU 3HAHUAMK, [OCTYNaMU 1N NOJHOMOYMAMMK,. Mbl He
nepeksitoyaeM KJNEHTOB Ha 3KCMePTHbIe BTOPbIE NMHUN. Y HAac 1 MMHUA NS KINEHTa - nepBas 1
eAVHCTBEHHas, obnafatollas sKCnepTn3on tobon CoXKHOCTN.

Ho n 06bem 3HaHWi B pPaMKax H6aHKOBCKUX NPOAYKTOB M NPOLIeCCOB O4E€Hb BEJINK.

CoTpyLHMKK BCTpeYann npennoXeHue "monTu Bbly4nTbCa Ha "®Oustopuka" HaCTOPOXKEHHO, T.K. BCe
MNOHMManM MaclwTabbl MHGOPMaLIUN K N3yYeHuto. Mbl "npogasann" CBOMM onepaTopaM 3Ty N03MLUNIO
yepes LLeHHOCTb AJ1S KJIMEeHTa, BO3SMOXXHOCTb KapbePHOro poCTa U YHUKAJIbHYIO 3KCNEePTU3y ANS HUX
camux. MopfepxmBanu 1 BOOXHOBAAAN pebaT Ha KaXXaoM 3Tane.

4. Nopxopbl U MHUUKMATUBLI (He bonee 3600 3HaKoB ¢ npobenamu)
A Tenepb AeTasibHO - MO KOHKPETHLIM LUaraMm. MTakK, Ha4YnMHaNW Mbl C aHAINTUKMN.

Mbl MOrpy3nancCh B KNIMEHTCKYIO 6a3y Ha HECKOJIbKO ypoBHeN rnyb>xe npmebl4HOro. HaunHanm ¢ Toukm 0. C
MOMOLLbIO aHAIMTUKK Y3HaAIW, 4TO 97% HalIMX UHAMBUAYAJIbHBIX NPeANpPUHNMATENEN ABASIOTCS ELLe U
HaLIMMWN KIMEHTaMN - (U3MYEeCKUMM nLamMun. M Takume Ntoam - 0CHOBa akTUBHOWN KIMEHTKOW 6a3bl
MaccoBoro (Manoro) 6usHeca u coctaBnsaT 65%. A ewe ectb JINP opraHusaunin (npmeeT Iadupe
MuxannoBHE), KOTOPbIE B TO XK€ BPEMS HaLLUW PO3HMUYHbIE KNNEHTbI. Takux opraHusauui - 20% ot
aKTUBHOW KJIMEHTCKOW 6a3bl. 34eCb POANINCE U MPOYHO 3aKPENUINCE B 0OMX0€E HOBbIE TEPMUHBI:

«OU3NNNKM» - KNeHTol TN, KoTopble 0bcnyxmnBatoTcs B baHke ewe n kak OJ1, «Pu3opukn» - KINEHTI
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HOJ1, KoTopble UMEIT NpefcTaBuTeNien, obcyxmBatoLWmnxcs B baHke kak OJI.

Hanee, NnpoBoAs aHaM3 nx obpaLleHnin: Mbl BbISCHUAN, Y4TO "n3nnukn" n "dustopukn" reHepumpytoT 30%
OT BCEX 3BOHKOB B KOJIN-LLEHTP MaccoBoro busHeca n 4% OT BCEX 3BOHKOB B PO3HUYHbIN KOI-LEHTP.

CornacHo niaHam no pocTy aKTUBHOWN KIMEHTCKoN 6a3bl n CR faHHbIX KAVEHTOB, NP MOMOLLN
KanbKyNaToOpa dpJaHra Mbl paccymtanm Heobxoammoe KOM4ecTBO onepaTopos - 16 FTE.

[lanee BCTana 3afiavyka MapLUPyTU3aLLIMM 3BOHKOB KJIMEHTOB Ha COTPYAHNKOB C COOTBETCTBYIOLLMMU
CKWUANaMU, NPOUCXOAUTL 3TO A0/HKHO Ob110 HECLLOBHO, YTOObI KAMEHTbI HE OLLYLLAAN 3aMUHOK B NpoLiecce
N03BOHA.

CyTb paspaboTtaHHoro WEB-cepBurca B TOM, 4TO OH "NoBUT" HOMep TeslethoHa 3BOHALLEro KJMEeHTa, Kak
TOJIbKO 3BOHOK MOCTYyMaeT Ha CTaHuuto. Oanee "npoberaetcs" ¢ 3TMM HOMEPOM MO BCEMY MAaCCMBY
KJINEHTCKUX aHKETHbIX OaHHbIX, OThICKMBAs €ro B aHKeTaxX Pu3nyeCcKux auu, UHGMBUAOYaNbHbIX
npeanpuHUMaTenen, puandecknx vl (B 6soke npo npencraBuTenen).

JNlorunka paboTbl:

. HOMep 3BOHSLLEro KJIMeHTa eCcTb TOJIbKO B aHKeTe (hM31YeCcKOoro JinLa - 3BOHOK HarnpaB/sSeTCa Ha CKUJI
"o,

. HOMep ecTb TOJIbKO B @aHKeTe UHAMBUAYAJIbHOrO NnpeanpuHuMaTens/lopuanyeckoro inua - 3B0OHOK yxoauT
Ha ckunan "HOJ1",

. HOMep ecTb 1 B aHKeTe (pusnuua 1 B aHkeTe UMN/KOJ - MaplupyTum3sauma Ha ckunn "®usioprnkos”,

. HOMepa HeT HY B O[JHOWN aHKeTe - CepBUC pacLieHNBAET KJMEeHTa Kak noTeHumnansHoro NTB v HanpasnseT
Ha ocHoBHOW ckuna KL, B KOTOPbIA KNeHT Habpan.

Ons TOoro, 4T00bl KAMEHT Ha NOAX0AEe MOHWMAJ, YTO ero NPaBuabHO MAEHTUMULMPOBAAN U MOTYT PeLLnTb
BCEe BOMPOCHl B 04 HOM 3BOHKe, Moc/ie pacrnpefeneHns 3B0HKa Ha CKu "®u3opmnkos" 3BYyHUT 3amnunch 0
TOM, YTO OTBETUBLUMIA ONepaTop roToB 06CYXUTb KJIMEHTa MO BCEM BOMpocaM ero paboTbl B baHke 1 Kak
®J1 n kak HOJ1.

Ecnu KnneHT B pa3rosope C YHMBEPCasibHbLIM OMepaTopoM peLln ToNbKO 1 BOMNpoC, eMy roBOPAT (pasy
"Tnaumpa MunxainaoBHa, a Bbl XXe Y Hac 06CNyXMBaeTeCh eLle N KakK YaCTHbIA KAneHT. Bce nun xopowwo?
Mo>xeT Mory 4eM-To 6bITb MONE3HBLIM eLLe 1 N0 BONpocaM Gunydeckoro anua?". nm HaobopoT.

Haww ycnex 6e3yc/ioBHO B XOPOLUEN AeTalbHOW NOArOTOBKE: Mbl HE OWNGANCL HM B MPOrHO3€ 3BOHKOB, HYA
B KOJIMYECTBE OMNepaTopoB.

AHanormyHbix noaxonos B 6aHKoBCKoM oTpacsam Pb npocTo HeT. CeroaHs bnsHec KnmeHTaM npofaeTcs
obcnyxuneaHmne B baHke B T.4. C y4€TOM 3TOWN YHMUKabHOW "uLLKn".

5. PesynbTtaTbl (He Oonee 3600 3HakoB ¢ npobenamm)

Pe3ynbTaTbl 1 NPOMUT, KOTOPbLIE Mbl MOJTY4WIA MOCAE MNOJIHOLEHHOW "packaTKnN" NPOeKTa MOXXHO
pa3aennTb Ha 2 6noka - adhdekTol And baHka 1 gns KANeHTa.

Ins 6aHka - 3T0:

. CHM)KEHME KONMYeCTBa NepektoyeHnii B 3,6 pas - € 4,5 ThiCAY B MeCAL, Mbl Y>Xe CHU3UANCL A0 1,3 ThiCaY
MaKCUMYyM,

. CHMxeHme Contact Rate no cermeHTaM «PuU3LOPUK»/«PU3NMUK» HA ~ 10%. KNneHTbl, NoayyunsLLme
BO3MOXXHOCTb PELNTb B O4HOM 3BOHKE HECKOJIbKO BOMPOCOB, 3BOHAT MEHbLUE,

. pocT First Call Resolution Ha 10-16%. /N cHoBa 2 BONMpOCa B OAHOM 3BOHKE CYLLECTBEHHO BbIPACTUAN HaM
"ypoBeHb NepBbIX 3BOHKOB". CpefHuit FCR B KONN-LEHTPE po3HuULbI - 82%, B KOJI-LIEHTPE AJ1 MacCOBOro
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BbusHeca - 79%. Ha nuHun "®ustopnkos" B HEKOTOPbLIE MeCALbl focTuran 96%,

. OMHMKaHanbHOCTb - 1 3BOHOK, 1 onepaTop, 1 npoueaypa, 1 KANEHT - MUHUMYM 2 BOMNPOCa,
. YHUKaNbHbIN cepBUC AN poiHKa Pb.

[na KnneHTa - Mbl HECEM TaKne LLIeHHOCTH, Kak:

WOW-cepBuC. B 3BOHKaX KANEHTbI FOBOPSAT O TOM, YTO HE 0XKMAaAN, YTO UX CMOTYyT 06CayXunTb B 1
3BOHKe, 4TO baHK BCe Mpo HMX 3HaeT 1 4To bosee HUrLe He BCTpeyasm nofgobHoro noaxona,

e[nHaa To4ka BXoZa no BCEM BOMpPOCaM,

0TCYyTCTBME HEOBXOAMMOCTM 3aMOMNHATb HECKOIbKO HOMEPOB 1 Ha CBOEM YPOBHE MOHUMATb, B KaKOn U3
KL, agpecoBaTb CBOW BOMPOC,

OTCYTCTBME NEPEKIIIOYEHNA MeXAY onepaTopaMu, a A5 KIMEHTOB 3TO, Kak U3BECTHO, OA4MH U3 CaMblX
CWJIbHBIX pa3apaxkuTenen.

C TOYKM 3peHnsa ypoBHS N KavyecTBa cepBuca Ha nnHum - SL - 80%/15 cekyHpg, CSAT - 4,91.

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

3anycTuB NPOeKT "®u3topukin", Mbl eLlle pas yoeauamnce, YTo BaXKHO HeE MPOCTO 0CO3HaTh Npobsemy nam
npoben B NpegoCcTaB/IIEMOM KIMEHTCKOM OMbITE, HE MPOCTO PELINTL €e. A TPaTUTb SHEPIUIO Ha PeLleHne
TakuM 06pa3oM, YTOObI BbIATK M3 3a4a4KN C MAKCMMalbHbIM KOHKYPEHTHbBIM MPenMyLLeCcTBOM.

W cenyvac mMbl MOHUMaEM, Y4TO 3anyCTVB NPOEKT Ha ypoBHe KLL, Mbl faem 60/bLLOV FOPU3OHT ANS Pa3BUTUSA
HanpaBneHuns "®usoprnkn" Ha ypoBHE BCE KOMMaHWN:

Haw baHK y>Xe NCnosb3yeT 3TOT CePBUC KaK NPoLatoLLyto "gpuiiky",

Tenepb y HaC eOuHbIE NOKa3aTeNn KavyecTBa A5 AaHHOM KaTeropun kameHToBs (SL, CR, FCR),

Mbl MOXKeM bosiee feTasNbHO CEerMeHTUPOBATb KANEHTCKYIO 6a3y, co3a4aB MaKCMMaibHO TOYHbIE NPOG AN
KJINEHTOB (hu3anyeckune nuua, puanydeckme nuua, GU3Nnukn, Grusopuxkn),

y>xe B paboTe npouecc BHeApeHNs aHaornyHoro noaxona B OtaeneHunsx baxka,

B OyayLleM Mbl MOXXeM co34aTb eaunHbii UI/UX nHTepdenc ana gustopukos n gusmnnmnkos B CABO,
pa3BMBaTb NPOLYKTOBYIO JIMHENKY C YHUBEPCAJIbHBbIMUK NPOAYKTaMMU.

MpoekT "®ustopukn" oss GUHaAHCOBOro cekTopa benapycu - 3To0 TO, NPO YTO BCe CJbIWaan Unn gaxe
FOBOPSAT, HO eLle HUKTO He caenan. Kpome Anbdbl. Mbl 6b11n nepBbiMy. U BCe elle ocTaemcs
e[VIHCTBEHHbIMU.

NMEPCOHAJIbHbIE JAHHBIE HOMUHAHTA ) NPAMON KOMMYHUKALLUU
C XIOPW:

PAMUNINA AbpamoBuy
NMMA OTHECTBO tOnuna CepreesHa
OOJDKHOCTb OupekTop OenapTameHTa




