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[lepcoHaIM3npoOBaHHOE B3aUMOIEMCTBHUE

Ha9MHAETCA C U3YHEHHNA BallIErO KJ/JIMEHTA
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HpeHHTCTBI/IH AJIA IIEPCOHATN3 AU,

TpeHp, KTo BoBneuyeH PesynbTart
. KineHrT, )
46% ysenvueHHble yeunus, eCnv KNMeHTa K/IMe HTCKIi ~— Huskuit FCR
npocaT I'IOBTOpI/ITbCSﬂ = BblLLe CTOMMOCTb OO6Cy)KUBAHUS
cepBuUC
54% Il ~— Huakuin 060poT
© ynyLieHHas npubbinib poaaxu, p
N3-3a HEBO3MOXXHOCTU KOHBEPTMPOBATb NNA2 MapkeTuHr = Bbilue 3aTpaTbl Ha KaXAbIM A
o MapkeTHuHr, 5
45% nepcoHanusaums HeBO3MOXHa Mpoxaw ~— PasHblil ypoBeHb CX
6e3 c6opa MHPopMaLMM BO BCex KaHanax3 P ~— HeapdeKT/BHbIE KaMnaHM
CepBuc
- — Cnabas KJIMeHTcKasa cTpaTerms
50% kpynHbIx KoMnaHKit He cMoryT MenemxmenT KlI, @A CTP
= Xy>ke B3anMOJENCTBUNE MEXY
yHUdULMpoBaTb KaHasnbl K 20223 UT NonpaseneHUsIMM
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1 Customer Service Essentials: Measuring Customer Effort, Gartner Webinar 2020 o

2 The state of lead conversion in marketing and sales, Ascend2 and Verse August 2020
3 Here’s Where Marketers Are Struggling Most with the Customer Experience and Personalization December 9, 2020
4 Gartner Market Guide for Digital Customer Service and Support Technologies, March 2020



https://www.gartner.com/en/webinars/52161/customer-service-essentials-measuring-customer-effort
https://www.marketingcharts.com/customer-centric/customer-experience-115587
https://www.gartner.com/en/documents/3982236/market-guide-for-digital-customer-service-and-support-te

HpEACTaBbTe, 49TO Bbl MOZKETE...

[NlepepaBaTb AaHHble NPODUIA U B3aUMOAENCTBUA MeXAy KaHaaMu.
YT0ObI KIMEHTY HE MPULLIOCH NOBTOPATHLCS.

[pepckasaTb, C KEM HY)XHO CBSi3aTbCs MPSIMO cenyac.
YT06bI YNYYLUIMTb KOHBEPCUIO NInAa B NMPOAAXM.

NHTerpnpoBaTb BCHO AOCTYMHYO MHHOOPMaLMIO BO BCE NMOACUCTEMDI.
YT06bI 06N1E€rYynThb NEpcoHaNn3aUmnio.

O6'be,El,I/IHI/ITb KOHTEKCT roJ1IoCOBbIX U TEKCTOBbLIX 3alpoCOB.

Y106bI cAaenaTb KJIIMEHTCKUIN ONbIT €AMHbIM BO BCEX KaHanax
U nogpasaesieHnax. 3 GENESYS



YTOoOBI peasin30BaTh 3Ty Me4YTy, BAM HE0OXOAUMbI:

KT1o BbI?
MHoro B kaHanax,
KaHasibHas ycTpoucTBax,
CTaTUCTUKa cerMeHTax

YTo BbI ycnenu K
HacToALLeMY
MOMEHTY?
I'ae Bbl yxxe 6b1an?
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YTOoOBI peasin30BaTh 3Ty Me4YTy, BAM HE0OXOAUMbI:

Kto BbI?
MHoro B kaHanax,
KaHasibHas yCTPOMCTBAX,
CTaTUCTUKa cerMeHTax

YTo BbI ycnenu K
HacToALLeMY
MOMEHTY?
I'ae Bbl yxxe 6b1an?

[MpoakTnBHOE
BOBJIEYEHME

[+
Korga Haunyywmnii MOMEHT Ana KoHTaKTa? % GENESYS
Bbl 3acTpsnn? Hy)xHa nomMolLLb rnpsimMo ceiyac?



YTO0OBI peasin30BaTh 3Ty MeuTy, BAM HEOOXO0AUMBI:

Kak MHe Hy»XHO nocTynaTtb C
KIMEHTAaMM MOXOXKMMMK Ha Bac?
CBuaeTesIbCTBYET /N Ball CETMEHT U

J1ericTBUs 0 TOM, 4YTo Bbl VIP?

Kak a mory nomoub? Kto BbI?
Kakune pevictBus, MalunHHoe MHoro B kaHanax,
PECYPChI, KOHTEHT, obyyeHue un KaHas/bHas yCTpoKcTBaXx,
KaHan? nn cTaTucTuKa cermMeHTax
ABTOMaTU3UPOBAHO WU
HeT?

YTo BbI ycnenu K
HacToALLeMY
MOMEHTY?
I'ae Bbl yxxe 6b1an?

Yto Bam HyKHO?
Kakune y Bac
HamepeHus?

[MpoakTnBHOE
BOBJIEYEHME

[+
Korga Haunyywmnii MOMEHT Ana KoHTaKTa? % GENESYS
Bbl 3acTpsnn? Hy)xHa nomMolLLb rnpsimMo ceiyac?



YTO0OBI peasin30BaTh 3Ty MeuTy, BAM HEOOXO0AUMBI:

Kak MHe Hy»XHO nocTynaTtb C
KIMEHTAaMM MOXOXKMMMK Ha Bac?
CBuaeTesIbCTBYET /N Ball CETMEHT U
JenctBusi 0 ToM 4yTo Bbl VIP?

Kak a mory ontumuanposaTtb BusHec
pPe3ynbTaT U COo34aTb YHUKAJIbHbIA KAUEHTCKUM
onbIT?

Mory i s1 noMmo4Yb BaM 3aBepLUNTb MPOoAaxy B

APY)XeCTBEHHOW, He pa3jpakaroLLen MaHepe?

YnpaBneHue
KaHanamm

Kak a mory nomoub? Kto BbI?
Kakune pevictBus, MaluumHHoe MHoro B kaHanax,
PECYPChI, KOHTEHT, 06y4eHnm 1 KaHas/bHas yCTpoKcTBaXx,
KaHan? nn cTaTucTuKa cermMeHTax
ABTOMaTU3UPOBAHO WU
HeT?

Yto Bam HyKHO?
Kakune y Bac
HamepeHus?

YTo BbI ycnenu K
HacToALLeMY
MOMEHTY?
I'ae Bbl yxxe 6b1an?

[MpoakTnBHOE
BOBJIEYEHME

[+
Korga Haunyywmnii MOMEHT Ana KoHTaKTa? % GENESYS
Bbl 3acTpsnn? Hy)xHa nomMolLLb rnpsimMo ceiyac?



KoHTpo/iMmpyniTe Be6-CauT, YTOODI:

W, UCroJsib3ys onpejensT b,
C KeM HY>XHO obLyaT bcs

M 3anyckart b KOT opble
MOMOryT

GENESYS



Kak AoCcTHYb pe3y/IkTaTOB Yepe3 BeO-CauT:

CobupainTte AHanusupynte u . .
AaHHble nnaHupyiite HencTyiiTe Yuutecb
KOHTpOJ'Ib noseneHnA BbisBnenune HaMepeHu4H, ABTOMaTU4YECKNMN ,D,VIHaMW-IeCKoe
KJINEHTOB, YTO6bI pesynbTaTa v niyyLiero 3anycK AencTBuUN, oby4yeHune ansa
BblOpaTh C KEM MOMeHTa Ansa HanpaBJ/lIeHHbIX Ha onTuMmu3auum
CBA3aTbCH B3anMoAencTBua 6usHec pesynbTat AencTBns
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BoIroabl OT NPOAKTUBHOI'O B3aMMO/AEMCTBUS HA CalTe

Cepsuc

YBenuyeHue
NPOAYKTUBHOCTU areHToB
N COKpalleHune 3aTpaT

* [1poaKTUBHO peLlanTe
npob6aemMbl C MOMOLLbHO
60TOB

* CHabauTe areHToB
KOHTEKCTHOW MHMOpMaLmeit
N Jl@aHHbIMW O TeKyLLEen
aKTMBHOCTM

| knmeHT ckne ycunus, 1 FCR n
a¢h(peKT MBHOCT b, |
CT OUMOCT b cepBMca

S

MNpoaarku

Hukorga He ynyckanTte
OHNanH cenns-nuabl

* Onpepennte AaHHble
HY>KHble /159 3aKPbITHS
cOenKku

* OnpepennTe, c Kem
CBSI3aTbCS U UTO
NpeanoXnTb

* 3anycTtute fencTBue,
KOTOPOE NMpuBeAET K
Avanory

1 npojaxxu, | 3aT parT bl

MapKeTuHr

lMepcoHanuanpymnTte
B3aMMoaencTeune

* YnpaBnante kKaMnaHusamm ¢
yyeToM akTusHoCTM KL

* ATpubyTupyiTe NnoBeaeHmne
NOCETUTENEN U UX
aKTMBHOCTb, YTO6bI 60/1ee
TOYHO M3MEPSTb
3P dEKTMBHOCTb KaMnaHu.

1 ROMI, cornacoBaHHoe u
a¢peKT uBHoe
OMHUKaHasbHoe
B3auMOZENCT BUe

o
5

MeHegxmeHT KL

YnpaBnanTte kaHanamu c
nomoulbro Al

* MHoOrokaHanbHas aHanuTnKa
N nepcoHanmaaumna

* [IpoakTnBHoE
B3aMMOLENCTBNE Yepes
pasfiyHble KaHanbl B
peasnibHOM BPeMeHH

Jlyqwmnii CX, 6osnbLue
BbIMOJ/IHEHHbIX 3ajay

S GENESYS



“The system flags
excessive webpage dwell
times so agents can
launch a timely webchat
offering support or a
tailored offer.”

Mateusz Jazdzewski. IT
Consumer Experience
Solutions Manager & Head of
CX Product, Electrolux

YTOo roBopAT KJIMEHTHI:

®

S

1%
&
XMeHT KL,

‘Predictive Engagement is
enabling us to capture
significantly more window
shoppers on our website.
Conversion rates rose by
49%. We've only really
scratched the surface of
what the tool can do.”

Getinet Tadesse, CIO, Ethiopian
Airlines

“Predictive Engagement
allows us to see live who
is active on the site, what
pages they are viewing,
what information they
have filled in online...
predicting needs and
providing insights.”

QFA Team Leader Mortgages

“What we love about it, is
how easy is it configure,
implement and takes just a
few days, while giving back
a huge ROI.”

Marketing Manager, CX
Technology company
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Vodafone Australia
15% workforce efficiency

| Abandoned calls
20%>3%

Electrolux
| 56-seconds in AHT
60% faster call response

Tech Supplier
115% CSAT

JlocTHXKeHUus KJIMeHTOB:

®

S

1%
&
XMeHT KL,

Ethiopian Airlines

114% website sales
conversions in the first 2
weeks.

149% website sales
conversions after 6
weeks

Financial Services firm

1 14X in online loan
application conversions

Device manufacturer

1 78.3% engagement rate
without adding marketing
or sales staff

Large EMEA Bank

~11% of chats led to
positive outcomes such
as branch appt’s &
scheduled call backs

| churn

Electrolux

1 FCR

1 NPS

1 employee satisfaction

Ethiopian Airlines
1 25% service levels

Vodafone Australia
S$3M OPEX savings
+10 NPS
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Kak pea/sin30BaHO NpOAaKTHUBHOE yIIpaBJIeHUE
B3aMMO/JEeMCTBHUEM Ha cCaUTe
(AeMoHCTpanusa cueHapus)
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3anycK AeMo0

GENESYS



Cnacub6o 3a BHUMaHue!
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