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MWXANUN CAPPAH:

*  JKc-BMUE NpPe3naeHT no
MAPKETUHTY U KNUEHTCKOMY
cepsucy: PocHo (Allianz),
MpomcBAa3bbaHk, AeTtckmnit Mup

* MpeanpuHumatens (Orange
Concierge, Safex, Questomania)

*  MoTMBALMOHHBIN CNIKKEp,
MEHTOP, SKCMNEPT MO MAPKETUHTY
N KNUEHTCKOMY CepBucy

* Jlektop «CKONKOBO»
(mMauMeHTOOPMEHTUPOBAHHOCTL)



KomnaHuA

BHeLWHUN MUp

BudeHbe / Cmpameeaus

mpeHObI

AOAUMHURG @ busHec-npoueccsi
KaueHmel =
KOHKypeHUuA = Cepsuc
[1podyKkmeoi

mexHosiocuu

CompyOHUKU
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BHewWwHUn mup
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[MoTpebunTenbCKU CKAYOoK
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' * OXMUAaHUA U LEHHOCTU

* Kputepuu u Bblbop

* [loKynKa u nosib3oBaHue
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OXnaaHna 1 LEHHOCTU

LLeHHOCTW CeMbM, a He pa6oTel

8 3 3

ObulecTBeHHas
MyTewecTena _
- i paboTta
Konnerwn

W cnopTt

LleHHOCTB "6/1M3KOro OKpPY>XeHUA" NpoTUB
"LINPOKOTrO HETBOPKMHra" B sonswe yero

- MeHblLe LeHto

Mbl 60/1blLE LEHMM CEMbIO U 0bLLEHUE C ApY3bAMMK, cebAa n cobcTBEHHOE 340P0BbLE,
dUHAHCOBYIO CTabUNBbHOCTb
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OXnaaHnAa U UeHHOCTU

TpeBOXXHOCTb:

MouyTtn 50% cumTatoT, YTO CUTYaLUMA C KOPOHABUPYCOM YXYALLMNTCS
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August 2021: Lasting Impact
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OXnaaHnAa N LEHHOCTU

* Mbl OXmnagaem smnaTmIo NO OTHOLLEHUIO K cebe u
CBOUM BNU3KUM

* Mbl UEHUM MOHMMAHUE N TMOKOCTb CO CTOPOHDI
bpeHpoB

* Mbl ya3BMMmee, NoAopBaTb Halle A0Bepue cemnmyac
Nnerye, yem paHblue
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@ OXnaaHua v LeHHOCTH

> @ Koutepuum v BbIbop
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Kputepumn n sbibop

McKinsey
* MNoutn 40% ntogen nepecmaTpmBatoT CNUCOK bpeHaoB, & Company
KOTOPbIMW OHM NO/b3YHOTCH US consumer sentiment

and behaviors during the

* [lpupocT OHNANH TOProBaU NKCU A Ha +35% K :
PUPOCT OHNA oprosau 3adpukcmposanca Ha +35% O TEVTVE IS

NOKOBUAHOMY nepuoay
August 19, 2021 | Article

* Bonee 80% 0*KMAAQOT OT KOMMNaHUN Bonee amnaTUYHOro
nnu 6onee oT3biBYMBOrO (responsive) cepsuca™

* [1na 66,4% KNAMEHTCKNN CEPBUC ABNAETCA OYEHb Ba*KHbIM
Kputepuem npu Bbibope KomnaHum *

*- Customer Support Through The Eyes of Consumers, 2021, Hiver
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Kputepumn n Bblbop

From customer From call center
insight to .'@ to empathetic
empathetic \“=—F, customer care
action hub

Banking on empathy

April, 2021
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OT «NOHMMAHUA KJIMEHTOB» K OT KKONN LLleHTPOB» K «Xxabam
«KOMNATUYHDbIM MPOAKTUBHDbIM COAEVICTBMH KAVMEeHTaM»

DeucTBuaAM»
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Ofsos

>
accenture

From online . From transaction
> @ transactions to 0 i 0 hub to empathetic
digital empathy experience center

OT «LeHTPOB B3aMMOAENCTBUA C
KAnEeHTammu» K «xabam WOW
KJAMEHTCKOro onbiTa»

OT «OHNAMH TPAH3aKLU» K
«uudpoBomy amnanory»
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Kputepumn n sbibop

* Ha KoMnaHMIO MOXXHO NOJIOXKUTLCA (COBCTBEHHbIN OMbIT, OT3bIBbI,
oLyLLEeHUA)

e Tennbin, npodpeccnoHaibHbiK U BbICTPO PaboTaloWMIN KANEHTCKUN CEPBUC

 |lwnpokaa nnHenKa online cepsucos, digital - Kak yactb «dpumanyeckmx»
KOHTAaKTOB C KOMMNAaHMEN

e 3aboTta o0 3p0poBbe (PU3NYEeCKOM U SMOLIMOHA/IBHOM) CBOUX K/IMEHTOB

 LeHHoCcTM KOMNaHWMKM (OKpy*KatoLaa cpeaa, COTPYAHMKK, NogaeprKKa
Pa3HbIX C/I0EB HAaCeNeHUA U T.A4,.)

BCG, — McKinsey - (4) Deloitte
&Company  pwe Digital

BAIN & COMPANY
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OpUEHTUPYNCA HA TO, KaK t0au
XMBYT, @ HE HA TO, YTO OHWM MOKYNatoT

The CEO Imperative: Accelerate to get ahead E I

. Building a better
of the changing consumer, 2021 working world
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Scotiabank. oy s T MoBbiweHUe AOCTYNHOCTYU:

COVID-19 Update: Call wait times are longer than usual. Save time by checking our FAQs and banking online.

CneumnanbHbIM pa3gen — UHCTPYKUUA ANnA
Seniors Centre I'IO)KM\{'IbIX nrgen no NCnosib3oBaHMIO
Banking with confidence OHflaMH KaHaﬂa

PeweHue:

Bonee noapobHoe M HarnsagHoOe onucaHue
npoLecca, BblAe/IeHHbI NepcoHarn
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U3meHeHMe B NnoBegEeHUUN KINEHTOB:

KnneHTbl onacatotca 3apasmtbca COVID-19
B duamnane baHKa

PeweHue:

[MoNHOCTbIO BECKOHTAKTHbIE OTAEeNeHuA
Drive In
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DECATHLON

N3meHeHUe B NnoBegeHUU K/INEHTOB:

KaneHTtbl onacatotca 3apasntbca COVID-19
BO BpeMA OXUAAHUM B oHepean N KOHTaKTa
C Kaccnupom

PeweHue:

CamocToAaTenbHaA onaaTta yepes
npunaoxeHue

© Michael Safran



Liber
Mutua ty

U3meHeHMe B NnoBegEeHUUN KINEHTOB:

CHUXeHWe AoX0Aa, onaceHune ocTaTbea 6e3 Liberty Mutual to refund $250 million
paboTbi to auto insurance customers

PeweHue:

YacTUYHbI BO3BPAT CTPaxoBoOM npemum (3a
nepuoa NOKAayHa, KOraa KAUeHTbl He

N0/1b30Ba/IMCb aBTOMOOUASIMMK)
© Michael Safran




U3meHeHMe B NnoBegeHUU K/INEHTOB:

.“'l" T Bonbluas NoTpebHOCTb B A0BEPUM,
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% YyBCTBUTE/NIbHOCTb B pacxoaax
@

PeweHue:

3aM0po3Ka HEAKTUBHbIX aKKAayHTOB
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TESCO

Browse all Tesco -~

U3meHeHUe B NnoBeAEeHUUN K/INEHTOB:

Priority slots for vulnerable customers

MoKunbie Ntoamn, HaxoaALWMECHA B 30HE FAQs
PUCKa, NnoaBepratoT cebs onacHoOCTy, ing this i
KOHTaKTUPYA C APYrMMU NI0AbMMU

PeweHue:

CneumanbHble CNOoTbl 4OCTAaBKU ANA Nt0Ae
N3 «30H PUCKa»

© Michael Safran
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LLIBbI (pa3pbiBbl) KNIMEHTCKOrO CEPBUCA

7 MNepcoHanbHbINA _
K MeHezkep )

e (Cnaboe 3BeHO

 TynuKoBas BeTKa
 OO6pbIB LENOYKKM cepBUca

¢ LLmknn4yHocCTb cepBunCa
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CTtpaTterna «3eneHblX KOpMaopPoB»

* [loncK cnabbix 3BeHbeB, Pa3pbiBOB, TYNUKOB U

g - LMKANYHOCTU (BTOPUYHbIE CIM)
*  BHMMaHMeE K HecTaHAAPTHbIM 0bpaLLeHnAM
= KNIMEHTOB + BblAeNeHHasaA «IMHUA» K PYKOBOACTBY
? ) | e  [manor ¢ GPOHT COTPYAHMKaMM
2  |LnpoKne nonHOMOYMS NO HECTAHAAPTHbIM

2R obpalleHnam
* KoppeKuyna busHec NpoLeccoB 1 NepeBos,
HeCTaHAaPTHbIX CUTYaUWUN B CTaHAAPTHbIE
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Contact Center: From cost
center to experience hub
June, 2021

Deloitte

* WU ansa 6bonee nnyHoro u bonee Dgtal

e Agile noaxoabl

3MNATUYHOro cCepBuCca
e PacnpepeneHHas paborta
* OT «“MHOroKaHaNbHOCTU» K «NPaBU/IbHO-

> KaHa/IbHOCTU»

( y
* WN3meHeHune ponn KK BHYTpU KOMNaHUU -
Tapping the potential of customer service to help drive business growth.

June 2021
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Bawwu Bonpocsbl?
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Cnacmbo 30 BHMUMMAHMe!

Munxama CappaH

msafran@guestomania.co.ll
+7 985 999 10 67

www.MichaelSafran.ru
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OXnaaHnAa N LEHHOCTU
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' ' More health-conscious
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More eco-friendly
—

More price-sensitive

More local
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PwC'’s June 2021
Global Consumer Insights Pulse Survey

The global consumer:
Changed for good

Consumer trends accelerated by the
COVID-19 pandemic are sticking.
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