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NHOOPMAL KA O OUEHKN HOMUHAHTA

ID: N29389

HOMUWHALLUA: NYYLLNN HEBONbLUOW KOHTAKTHBIA LLEHTP (no 100 mecT).
TYPUCTUYECKWI CEKTOP

HA3BAHWUE OPTAHU3ALWW/BPEHOA NHTepHeT Tpasen, OO0
roeropn PASMELLEHNA MNJNOWAALKA HOMUHAHTA  Tsepb
KOJ1-BO COTPYOHWKOB (FTE) HA NJIOWWAOKE

HOMUHAHTA 86
BEB-CAUT OPFTAHU3ALLUN https://www.ozon.ru/travel
HA3BAHUE/MMA HOMWUHAHTA KoHTakTHbIN LeHTp Ozon travel

NMMNa>XX HOMNHAHTA

CCbUIKA Ha Youtube NHO®OPMALINA OTCYTCTBYET

9CCE HOMUHAHTA
1. OnucaHne KOHTaKT-ueHTpa (He bonee 3600 3HakoB ¢ npobenamu)

KOHTaKT-LEHTpP, KOTOPLIN Mbl XOTUM NpeacTaBuTb, obecrnevymBaeT paboTy OHNaMH-cepBuca ANs
opraHm3aummn noesgok Ozon Travel. C ero nomoLubio yaoobHO NaaHMpoBaTb Kak 0Tnycka v Hebonbline
nyTewecTBMA, Tak 1 KOMaHAMPOBKMN N AeN0Bble NOEe3AKN — MOKYNaTb XXEeNe3HOLOPOXXHbIE N aBUabuneTsbl,
B6poHNpOBaTbL HOMepa B 0TeNsAX. A Mbl CO CBOEN CTOPOHLI He ToJIbKo 0becneynBaem becnepeboiHyto
paboTy cepBuMCa, HO U CONPOBOXAAEM K/IMEHTa Ha BCeX 3Tanax.

Y nonb3oBaTenen ectb 60/bLLON BbIOOP, KaKNUM MMEHHO crocobom nokynaTbk 6GuneTsl 1 GPOHNPOBATH
rOCTMHULbI (AaXke nocse yxoaa M3 Poccum nHOCTpaHHbIX NaTgopM). Mo3TOMYy Mbl U3HAYaNbLHO cAenanu
CTaBKY Ha KJIMEHTCKUA CEPBUC — 3TO HE TOIbKO Halle rJIaBHOE KOHKYPEHTHOE MPEMMYLLECTBO, HO 1
KntoYeBas yHKUMA. B ocHoBe Halen Brn3Hec-Mmoaenun nexxaT NoCTNPoAaXKHbIe onepaumm,



https://www.ozon.ru/travel
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COMPOBOXAEHME U YAEpPXKaHNE KINEHTOB. [pyrnMm caioBaMm, KINMEHTbI HAaC BbIOBUPAOT MMEHHO NOTOMY,
4TO UM C Hamu ypobHee.

KOHTaKT-LEeHTP — MO CyTW, LEeHTPabHbI 31eMeHT BCeit Halle cuctembl. OH He TOJIbKO KOHCYNbTUpPYyeT
1 NoAAEepXMBAET KJIMEHTOB KPYr0CYTOYHO, €XKeAHEBHO 1 BO BCEX KaHaslax CBA3M — B YaTax, No
TenegoHy, B couceTsax. OH eLle 1 1 B3aMOLEeCTBYET HENoCPeACTBEHHO C aBUAaKOMMNaHUAMMY,
XKEeNe3HOA0POXKHbIMY NMEPEBO34YMKAMM 1 OTENSAMU, @ TaKXKe 3aHMMAETCS COrlaCcoBaHNEM CIIOXKHbIX
onepauuin, KoTopble MPOBOAAT Y3KONPO(USIbHbIE CNeLNannCThI.

Bcem 3TmMm B Ozon Travel 3aHuMatoTcs 0kono 90 Yyenosek, 60NbLUNMHCTBO U3 KOTOPLIX PU3MNYEeCKN
6a3npytoTca B TBepu. CTPYKTYpa HalLero KOHTaKT-LUEeHTpa BKoYaeT B cebs ABe NMMHUN NOOOEPXKKN,
FPYnNmny KOHTPOS KayecTBa, rpynny oby4eHus nepcoHana, rpynny KoHTeHTa. [1Be oTAe/bHble rpynmnbl
3aHUMAlOTCA NOALEPXKKON NpoAaBLOB-NapTHePOB 1 B2B-knneHTOB.

2. MonoXxxutenbHoe BAUAHME HA AEATEJNIbHOCTb opraHusauum (He 6onee
1800 3HakoB ¢ npobenamm)

3a nocnieiHMe MecsiLbl Mbl MPOLLIN Yepes Cepbe3Hble NCMbITaHNS, BbIHYXXAEHHO NepecMoTpenu u
NepeHacTPOUIN MHOTE MEXaHN3Mbl KaK BHYTPY CEPBUCA, TaK U HEMOCPEACTBEHHO B paboTe KOHTAKT-
LleHTpa. Ho Bnarofaps onbiTy KOMaHAbl, Mbl CO BCEMW TPYAHOCTAMW U 3ala4aMu CNpPaBUINCh.

B 3ToM rogy Mbl Habao4aNN NATUKPATHBIA POCT YMcaa obpallieHnin. NMpuynHamm cTanm espanbCckue
BHELUHENONMNTUYECKME COOLITNSA, 3aKPbITHE I0XKHBLIX a3pONOPTOB POCCMM, OTMEHA BHYTPEHHNUX U
MeXAYHapOAHbIX PENCOB, YXO4 C PbiHKa 3apybeXXHbiX aBUakoMMNaHWUi 1 BBEAEHWNE OCTaBLUNMUCSA 0COBbIX
npoLenyp Bo3BpaToB 1 0OMEHOB.

Hy>XHO 6bIJ10 M3MEHUTb MOAXOA K KINEHTaM 1 06ecneynTb 4OCTYNHOCTb CEPBUCA MPW MOBbILLEHHOW
Harpyske, CoOXpaHuTb NPoAaxu 1 yAoBJAeTBOPeHHOCTb Ozon Travel. Mbl nepecMoTpenin BCe NpoLecchl U
aBTOMaTM3MpoBaan BONbLIYIO YaCTb M3 HUX, MPEXOe BCEro — OTMeHbl OpOHNPOBAHWIA 1 BO3BPATHI
6uneToB 1 geHer.

Mbl He XOTeNN TeEPSATb NOANbHOCTb KJIMEHTOB, KOTOPbIE NPUBLIKAN K BbICTPOMY 06CY>XUBAHWIO, HO B TO
)K€ BpeMs NMoHUManu, 4To B TEKYLLEN CUTyaL MM CKOPOCTb OTBETA 3aBUCENA HE OT Hac, a OT peakLum
aBMaKoMnaHwuiA. Mo3ToMy Mbl CTapanncb 6bITb MOCTOAHHO Ha CBS3M, C MOMOLLLI PACChLIIOK M NYyLIEN
NHMOPMUPOBAIN KINEHTOB O TEKYLLIEM CTAaTyCe UX 3anpoCoB, YTO NMOMOrJ0 NPeAoTBPATUTL NOBTOPHbIE
obpalleHuns.

Mbl OTCNEXnBaan N3MEeHEHNS B OeACTBYIOLLUX NPaBOBbIX HOPMaXxX ¥ NpaBusiax nepeso3vynkoBs. C BaXKHOW
NHOPMaLMen CMOrn OOTAHYTbCSA 00 KaXX 400 KJMeHTa, UCNOoJb3ya BCE HalLW KaHasbl CBA3N. U
04HOBPEMEHHO 06HOBASAN UHGOPMaLMIO B pa3fene «oMoLb» Ha cCanTe.

Momumo 0b683aTenbCTB Nepen KAMeHTaMm, Mbl OJKHbI OblSIN BbIMOAHATbL JOFOBOPEHHOCTH C
aBManepeBo34YMKaMmn 1 ycneBaTh BOBPEMS NPOBOANTL BO3BPaThl aBMabnneToB Ha OTMEHEHHbIE peichl. B
NPOTMBHOM CJly4ae HaM yrpoxkanu wrpadbl 0T aBUakoMnaHuin. Mbl CMOrM aBTOMaTM3MPOBaTb
npoLenypbl Bo3BpaTa 1 0bMeHa aBua- 1 X/0 bunetos Yyepes 60Ta, KoTopbin 0bpabaTeiBan oT 50% no 80%
BCEX BXOAALLMX obpalleHnI.

3. OnepauuoHHasa 3¢ dekTuBHOCTL (He bonee 3600 3HaKOB C npobenamu)

C Hayana rofa Mbl CMOI/IM YAYYLINTb ONepPaLMOHHYI0 3h(PEKTUBHOCTb KOHTAKT-LIEHTPa U yaepXX1BaeM
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cnegyoumne BbiICOKUE NMoKasaTeNn:

e ypoBeHb 06cnyxnBaHus (SL) moctur otmeTkn B 85%;

e cpelHee BpeMs oxxungaHus (AWT) B 4yaTax B MPUOPUTETHLIX CEFMEHTax COCTaBaseT MeHee 1
MUHYThI;

® y[0BNIETBOPEHHOCTb KMeHToB (CSAT) yBennymnacb Ha 5 n.n. 4o 85%, B NpUOPUTETHbLIX CErMEeHTax
— 10 90%;

® 3aTpaThbl Ha KIMEHTCKUI CepBUC COKPATMANCL Ha 30% Npwn yBESIMYEHUN HArpys3ku B NaTb pas.

3T0 CTas0 BO3MOXHbLIM Biarofaps 3anyCcKy HOBbIX NpoueccoB oby4eHuns, BBeLeHUIO WabnoHoB,
0bHOBNEHNIO CKPUMNTOB, UCMOJIb30BAHNIO reMudukaumnmn n nepeesay Ha Hosyto CRM-cuctemy.

4. NHHOBaU MM ¥ KpeaTUBHOCTb (He Oonee 3600 3HaKoB ¢ npobenamm)

Mbl yipaB/isieM Harpy3Kon Ha KOHTAKT-LeHTP U YPOBHEM JOCTYMHOCTW CEPBUCA C NMOMOLLbI0 CErMeHTaLum
KJIMEHTOB. Mbl, eCTEeCTBEHHO, NpuMeHsieM RFM-aHann3 1 B 3aBUCUMOCTU OT YaCTOThl U AABHOCTMW MOKYMOK
onpenensiem 6onee LEeHHbIX Ans 63Heca KANeHToB. Ho MOMMUMO 3TOr0 Mbl I€IM KJIMEHTOB Ha FPyMbl Mo
HaIMYMIO 3aKa3a 1 NakeTa Noaaep KKK, CPOYHOCTM BbIIETa UIN 3acCeNeHns, KPUTUYHOCTY 0OpaLLeHns —
TO €CTb M0 KPUTEPUAM, KOTOPbIE UMEIOT MNEePBOCTENEHHOE 3HAYEHNE 151 OTMNPABASETCS B MOE3/KY C
nomoLbio Ozon Travel.

B aTOM roay Mbl nepeexanu Ha HoByto CRM-cuctemy, KoTopas ABASETCA eAnHbIM OKHOM onepaTopa. Ans
HaC 3TO BaXXHbI LIAr U C TOYKN 3pEHNSA UMMNOPTO3aMELLEHNS, N KaK BO3MOXXHOCTb CHU3WUTb pacxolbl Ha
CTOPOHHMI copT. Nepexon Ha HOBYK CMCTEMY NO3BOJINA COKPATUTL CpefHee BpeMs 06CnyXunBaHmns
04HOr0 KnneHTa (AHT), cchopMmpoBaTb eQuHYIO o4epedb 1 UCTOPUIO 0BpaLLEHNA, @ TaKXe BbICTPOUTb
aHaNNTUKY N0 KIMeHTY. OHa oTpaXxaeT TeMaTUKM obpalleHnii, NX KOJIM4eCTBO, UCTOPUIO.

B KOHTYpe KOHTAKT-LEeHTpa Mbl 3anyCTUIN B 3TOM rofly MexaHu3m renmMmmdukauum paboTsl COTPYLHMKOB.
Mo cyTu B UrpoBoi hopMe BbICTPANBAETCSH UX PENTUHT, HaLleSIeHHbI Ha yy4ylieHne AHT, cokpalleHve
ybbITKOB, NoBbILIeHe CSAT, BbiSIBNEHUE KOHYEBOr0 BOMPOCa KJNEHTA U PeLLleHns BONPOCOB Npw NepBoM
obpallleHnn B KOHTaKT-LIeHTP.

5. KnneHtoopmeHTMpoBaHHOCTL (He bonee 3600 3HakoB ¢ npobenamu)

Kak Mbl y)Ke roBOpuMN, KIIMEHTCKUIN CEPBUC — Halll FIaBHbIA KO3blpb. KaXX bl M0JIb30BaTeNb BbibMpaeT
Hanbonee ynobHbin gns ceba cnocob B3auMoOencTBUS C KPYra0CyTOYHOM CNYyX00/ NoaAepXKN — OT
aBTOMaTM4eckoro 4aT-60Ta [0 0bLeHNa C ONepaToOpOM B HaTe, Mo TenedoHy Uan 3NEKTPOHHOW NoYyTe.

Co cBOel CTOPOHbI Mbl MOCTOSAHHO UCCNedyeM U yay4waeM nyTb KaneHTa (CJM), aHanmsumpyem CSAT u
nHaekc notpebutensckon nosnbHOCTU (NPS), 4T0bbI BbIABUTL NpobaeMHble MecTa U TOYKK pocTa. Bo
MHOIMOM UMEHHO K/IMEHTCKWI CEPBUC BbICTYMaeT 3aKa34yMKOM U reHepaTopoM naen Ans yayyweHns Bcero
npoaykta Ozon Travel.

OnepaTop KOHTAKT-LEHTpa 3auHTepecoBaH B YAOBETBOPEHHOCTY KJIMEHTA U CKOPOCTW peLLeHus

BOMPOCA, TaK Kak 3TO BAMSET Ha BO3HarpaXKeHne coTpyaHuka. Ho 1 B ciyyasix, korgaa obpalieHve
npuHuMaeTcs 6e3 y4acTusi onepaTopa, MHTEPECH! KIMEHTa CTOSAT Ha MePBOM MecCTe: HanpuMmep, Npw
PACX0XAEHUN CTOMMOCTU BUNETOB UM BPOHM BOMPOC PeLlaeTCs aBTOMATUYECKN B NMOJb3Y KJMEHTA.

MOMKMO 3TOro Mbl BHEAPWUIN B paboTy rpynnbl KOHTPOJIA Ka4eCTBa MHCTPYMEHTbI, KOTOPbIE MO3BONSAIOT
bonee 3(pheKTUBHO BANATL Ha yaepxaHue KneHToB (retention rate).
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HakoHeL, Mbl akTyanusmpyem 6710k 0TBETOB B pa3gene «[oMoLLb», MpeaBOCXKLLas BO3MOXHbIE BOMPOCHI
K/MEHTOB, M TeM CaMbIM NMOMOraem nojay4nTb Heobxoammyio nHopMauuio 6e3 nomoLuy HeobxoaMMocTu
obLwaTbcs € onepaTopamu.

6. BoBneyeHHOCTb (He bonee 3600 3HakoB ¢ npobenamu)

CTaBs KJINEHTCKWI CepBUC BO rNaBy Yria, Mbl MOHUMAeEM, YTO A5 NOBbILLEHNS 3PHEKTUBHOCTA U
KayecTBa 06CNyXMBaHUSA N B3aUMOLENCTBNA C KIMEHTAaMUN HYy>)KHa BbICOKas BOBJIEYEHHOCTb COTPYAHUKOB.
Ons HUX co3pgaHa KompopTHasa paboyas obCcTaHOBKa, B opuce opraHM3oBaHbl KOde-novHTbI,
COTPYAHMKaM foCTynHbl 6ecnnaTHble 0b6enbl, Koge 1 Yan. KomnaHuns npegoctasnseTt AMC, nporpaMmbl
CaMopa3BUTUSA N TPEHUHI 1, becnnaTHble KOHCYIbTaluy NcmMxonora.

CpeaHsis NPOA0/IKNTENbHOCTb PaboThbl ONepaTopa KOHTAKT-LEHTPa C HAMW COCTABASET LLECTb NIET, 4TO
3HAYUTENbHO MpPEeBbILLIAET CPeAHNI NoKa3aTeNb ANs 3Tol cepbl. B npouecce paboTbl COTPYLHUKN MOTYT
NONYYNTb CEPTUEHNKATLI MEXAYHAPOAHbIX N POCCUCKMX CUCTEM BPOHMPOBAHUS, YTO AenaeT ux
BOCTPeOOBaHHLIMUN Ha PbIHKE TP3IBEN-UHAYCTPUN.

Mbl perynsipHo NpoBOAUM @aHOHMMHbIE OMPOCHl COTPYAHUKOB O BOBJIEYEHHOCTU 1 YA0BAETBOPEHHOCTH,
4yTOObI BbISABAATL 60M1EBLIE TOYKM U PELAaTb BO3MOXKHbIE MPOBAEMBI.

[Onsi NOBbILEHUS MOTWBALUN COTPYAHUKOB W MOBbILUEHUS KIMEHTOOPUEHTMPOBAHHOCTU Mbl BHEAPWIN
MexXaHWu3M renMmngurkaumm, papabotas cneumanbHble KPl. 3a nx BbIMOJHEHME ONepaTop Noay4van
BUPTYasbHYIO BaJIlOTY, KOTOPYH MOXXHO ObII0 TPAaTUThL Ha HEMaTepUasibHble HOHYChI, HanNnpUMep
JIONOJIHNTENbHbIE NEPEPLIBbI NN BbIXOAHbLIE, AHWU C TPEHUHI-MeHeaKepoM U T.4. COTPYAHUKN aKTUBHO
Yy4YaCTBOBa/IM B UFPe, Ha MPOTSXKEHNU KOTOPOIN Mbl Habntofanm XopoLUy AUHAMUKY PocTa HabpaHHbIX
6annos..

7. Jlyqwime npakTUKKU B MHAYyCcTpumn (He bonee 1800 3HakoB ¢ npobenamu)

B nepuoa nanpemun COVID-19 yacTb COTPYAHMKOB bOblna nepesefieHa Ha yaaneHHyo paboTy 1 Ham
MPULLNOCE UCKaTb peLleHns, 4Tobbl nx 6bICTPo 06y4YnTb 1 MOTUBMPOBATL. Mbl CO34ann AN HUX
cneunanbHble OHJTaNH-KYPCbl — 3TO MO3BOJINIO0 HE TOJIbKO ANCTaHUNOHHO 00y4aTb yaaseHHbIX
COTPYAHVKOB, HO M pacLUIMPUTb WTAT, B3AB Ha paboTy Nofei 13 pa3HbIX PervoHOB 1N HYaCoBbIX NOACOB.
Ons nyywen nHTerpaunm HoBUYKOB B paboTy KOHTaKT-LEeHTpa Mbl BHeApuau opmMaT yaaneHHoro
HaCTaBHMYeCTBa W COMPOBOXAEHNS COTPYAHNKOB Ha KaXXKA0M 3Tare KapbepHOW JIECTHULbI.

8. Utoru (He 6onee 1800 3HakoB ¢ npobenamm)

Ozon Travel — He NPOCTO «ellle OANH BUNETHbIN CEPBUC», @ HAaLL KOHTAKT-LEHTP — He psagoBas ciyxba
nofaepku. Mbl ¢ caMoro Havana GoKyCUPOBaAN CBOM YCUIINS Ha TO, YTOObI HaLL KJWEHT MOJy4us
NYYLLNIA CEPBUC, OCTANCA UM LOBOJIEH 1 BO3BpPaALLA/ICA CHOBA. Mbl HE OTCTYMaeM OT 3TON Lienw.
Bo3HuKatoLme oHa 33 OLHON TPYAHOCTV — W MAHAEMUS, U KPU3UC NOCNELHUX MECSILLEB — TOJIbKO
MOMOrasim Ham yny4llaTbh COBCTBEHHbIE NPOLLECChI, BHEAPSTb HOBbIE MHCTPYMEHTbI, HaY4MaN
BblAEPXKMNBaTb (POPC-MaXKOpPbl, MUHUMU3NPYS OrNepaLMOHHbIE 3aTPaTbI.

M Tenepb Mbl yBEPEHDI, YTO OaXke B C/y4ae eue 6onbLuero yBeJIn4eHNA Harpy3kuy, Mbl CripaBnmcsd,
CMOXeM MaCLIJTa6VIpOBaTbCFI n 6bICTpO 0TBe4YaTb BCEM HalLUM KJIMEHTAM.
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NEPCOHAJIbHbIE JAHHbIE HOMUHAHTA 014 NPAMON KOMMYHUKALLUW
C XIOPM:

OAMUIINA JXapHuKoBa

nMA OTHECTBO TaTbsAHa BnagmMMmnpoBHa

OOJDKHOCTb PykoBoauTenb oTaena no paborte ¢ KNMeHTamMu




