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O rpynne komnaHun EMC

YacTHasa knnHuka Ne 1 no okasaHuio BbICOKOTEXHOMNOMMYHOM MOMOLLU

8 Wiy re

Nopa MeAanunHCcKunx Bpauewn HanpaBneHun
Ha pblHKe LIeHTPOB B TOM 4ucne pasfiMyHoro
C MPUMEHEHNEM n3 CLUA, N3pauns, MeaNLMHCKOro
BbICOKMX TeXHOMormm EBponbl, AnoHum Xapaktepa
" EMC Qedna



O komnaHun edna

Cob6cTBeHHas pa3paboTka nporpaMmmMHOro
obecrneyeHusi, 3aperncTpmMpoBaHbl B peecTpe

oTeyecTBeHHoro MO
Pewaem 3aga4m MapkeTuHra, KnMeHTCKoro
cepBuca, npofax B 06nactu ungpoBbIX
KOMMYHMKaLui
EAnHoe OKHO: OMH napTHep, ogHa KoMaHaa,
efuHasn nnatcgopma
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MpsAAMble KOHTPaKTbl C
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NMopTtpeT kKnNnueHta EMC

Xopowo opueHTUpyeTcs
35+ net () ) B coBpeMeHHbLIX

TexHonornax

Monb3oBaTtenb

TpebGoBaTerneH K KayecTBy
BbICOKOTEXHOJIOTUYHbIX @

cepBuca, LeHUT

6aHKOBCKMX NPOAYKTOB cobcTBeHHOe BpeMms

OXunpaeTt OT KIMMHUKN

Bbicokumn poxoa, (== @ He TONbKO BbICOKOro YPOBHS
KBanudmkaumm megnepcoHana,

HO 1 UUcpPOBYIO IKOCUCTEMY

npemMuanbHbIW CerMeHT

“Jedna

digital communications



OTKpbITUE HOBOIO
KaHana obcnyxmBaHns —
MECCEHIXepbl

mobGanbHbIe uenwu:

® CtnmynunpoBaTth npouecc umgposon TpaHchopmaumm B KL

® BHeapuTb eanHyto nnatdopmy ob6paboTkn HEFONOCOBbIX
KaHanoB KOMMYHUKaLIMK C KNWeHTaMu (4aT Ha canTte, yat
B MOOWMbHOM MPUMOXEHUN, MECCEHIKEPDI)

® 3anycTuTb Npogaxu B MeECCeHaKepax

® OdbpekTnBHO ncnonb3oBaTtb pecypc KL

aaaaaaaaaaaaaaaaaaaaa



KaHansbl
KOMMYHUKaLUN

©0

~
7

Konn-ueHTtp 2020 r.
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dopma 3aaBKM Ha canTe
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EMC Doctor

WhatsApp Telegram

Yar-6otr Web-yat Yat

Ha cauTe B MOBUNbHOM

MnaH 3p0poBbsa
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OTKpbITE HOBOIO KaHana

0o0CcnyXnBaHUss — MeCCEHKepPbI

KOHKpETHbIE Lenu N oXkngaHus

LUenu:

® CokpaTuTb rofiocoBbl€ BbI30BbI, NEPEBECTU
okoso 20% knueHToB B digital kaHanbl

® ABTOMAaTM3MpOBaTb TEMATUKN C TUMOBbLIMU
obpawieHnamum,
He MeHee 25%

¢ 3amenntb CMC ucxogawmmm
coodLweHnamm
B MecceHmxepax

NMnaHbl, oXXnoaHus:

® Cokpatutb Lost Calls Rate
(NoTepsiHHbIE obpaLLeHns)

® MoBbicuTb NPS

(YypoBEHb YOOBMNETBOPEHHOCTN CEPBUCOM)

¢ 3anyctuTb Npoaaxmun B MecCceHaKepax,
KOHBepcusi He meHee 2-3%

Oednq *;*; EMC

digital communications



Pe3ynbraTbl OTKPbITUS
HOBOIO KaHana

MNMepBbIN oTBeT KNUeHTy 3a 30 cek
SL Ha nepBbIn oTBET KnneHTy oT 30 go 60 cek.

Ha 31% cocTaBusn nepeToK U3 ronoca B TEKCT
[MepeToK 13 rofioca B TEKCT rof K rogy

Open rate 54%
3HaeM Ka)xgoro «B nuuo»

LCR cokpaTtuncsa ¢ 25% no 0,29%
[MoTepsAHHbIE 3BOHKM CHU3UINUCL 40 MUHUMYMa

NPS Bbipoc ¢ 64% no 74%
CpenHaa oueHka no onpocy

Oedn ";‘;EMC

digital communications

Buiopanu WhatsApp kak
NPUOPUTETHLIN KaHan

Paccbinkn B WA, onnarta 3a gocTaBrieHHble

Bxogsiime obpalleHns NnpuxoasaT B eauHoe
paboyee MecTo onepartopa

[BYXCTOPOHHWI KaHan obLueHus

IOwnanoroB B AeHb




WHATSAPP

SMS

VIBER

VK

FACEBOOK

WhatsApp vs gpyrue mecceHoxepsbl

TELEGRAM

ABC

% NPOHUKHOBEHWS

71%

99%

37%

60%

60%

25%

25%

[BYXCTOPOHHSAS
KOMMYHUMKaLUms
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Mcxoasume paccbinku
no Homepy TernedoHa
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% [OCTaBKM UCX. COOOLL,. 91% 97% 80% 80% HeakTyarnbHO HeakTyarnbHO HeakTyarnbHO
% OTBEYEHO MCX. CO0DLL,. 34% 5% 15% 15% HeaKTyanbHO HeaKTyanbHO HeaKTyanbHO
KHorku B coobLyeHnsx @ >< @ @ @ @ @

MakcumaneHeli pasvep 1000 78 1000 1000 HeaKTyanbHO HeaKTyanbHO HeaKTyanbHO

O[IHOTO UCX. COOOLLEHMS




[Tlpogaku B 4aTte C NOMOLLLI UCXOOALLNX
pacchblfiok B WhatsApp

WA ncnonb3yeTtcs Kak AOMNOMHUTESbHbIA KOHTaKT NPy HEA403BOHE [0 KINUEHTA,
YTO NO3BOSISIET NepeBECTN KOHTAKT B digital none n HapaluuBaTb €ro 4O

22:33 1 ol T )
< @ EMC Botcan

KnneHnty HanpasneHo
coobuweHne B WhatsApp

EBponeAckuil MeguuMHCKUA LIeHTR:
WpwHa BUKTOpOBHa, NpOLLSi Mo, ¢
MOMeHTa Bawere suanTa.
[oKTOp-AepMaToner pekoMeHayeT
3aNNCaTLCA HA MPUEM W NOAYYNT CKPUHUHI
POAVHOK Ha Tesle B NeaapoK

Oo 11%

KoHBepcus
npogax B 4arax

+20%

K NriaHy npoaax

OHnaliH-3anuce

KnneHT cornacuncsa
3anucaTtbca U Obin

nepeBepleH Ha npoﬂal-ou"'ee / MpuHa, korpa Bam yao6Ho ohopMUTh :

3anucb yepes 14 gHel

ﬂOﬂpa3,ﬂ,eﬂeH Me 3anuck Ha NPUeM K fepmMarcnory?

B aTy cy66aTy

Mpepnarato 3anuch Ha NPUEM K AOKTOPRY

KBaHoBy Ha 6nMxaiwyo cybboTy B 13:00

1 15:00. Mo agpecy: yn. WenknHa 35.

MoaxoauUT Kakoi-nvBo M3 NpennoxXeHHbIX

BapuaHToB?
3anucob npon3BegeHa

13:00, ok

3anucana, MipuHa. bygem Bac xaatb!




KoHBepcusa pacchbIfniok
B WhatsApp. Cneunanunsauum

1,30%
KoHBepcus B npogaxu
9,20%
= [MHekonorus
= [lepmatonorus
= Kapguornorus
= Mammonorus

= Yponorunga

= Tepanus

= Hesponorus

= OcpTranbmonorus

‘ y
8,90%
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bot B CML
ConHueBo

Tematukun, no KOTopbiM 60T
NOMHOCTbLIO CNPAaBMSAETCA CaM:

¢ CTtouMmoCTb NnpuemMa Bpada
® Bpema paboTbl 1 agpec KINHUKK
[ J

AHanunabl Ha Covid-2019
¢ BakuunHauua Covid-2019

KoHcynbTraums no ycnyram

Qedna -, MC

AokTopBOT FMC-Clinic e

oneparop

nony4uTb No 3ne CEroAHSA | noyre.
Heo6xoavma npeasapuTensHas
3anunch. NA 3aNnCK HaxmuTe,
NOXaNnywcTa, Ha KHOMKY COANHUTDL C
onepaTopom.

Kakas CTOMMOCTb KOHCyNbTauun

Kapavonora?

Y Hac B KIMHWKe eCTb KapAUONOTK
A.OpexoBa u A.bawmnposa (NpUHUMaOT
€ 18 ner). CTOMMOCTb KOHCYNbTauum -
0T 2100 py6neit. AononHuTeNbHbIE
aHanu3bl, UCCNeA0BaHUR
ONNaYuUBaIOTCH OTAENBHO.
HeobxoavMa npeasapuTeibHan
3anuce. ANS 3aNUCK HaxmuTe,
noXanywcra, Ha KHONKY COeANHUTD C
onepaTopom.

( Coeaurute Mens c oneparopom )

Bame coobueHve...

D,O 60%

OGpaweHunn
3aKpbiBaeT 00T

S, AokTopBOT FMC-Clinic
g oneparop X

CeroAHs

[Ao6pbiii peHb! Bac npuseTcTByeT
JokTopboT! Al roTOB OTBETUTL Ha BalM
BOMPOCHI 0 HaLWew KANHKKe. Yem a
Mory Bam nomoub? Ecam notpebyetca
roMoub onepaTopa - NpocTo

@ HanuwmTe B 4aT "oneparop”.

Y Bac aenatot aHanus Ha covid?

~

Bowm omeemum fokmopb0 C-Clir
Aa, y HaC MOXHO CAaTb aHan13 KpoBM

Ha Hannuue aHTuten IGG nam IGM.

JaHHbIV aHanu3 CA3ETCH HATOWaK.

IgM — 3710 aHTUTENa, KOTOpbIe
BbIpa6aTbIBAIOTCA B OTBET Ha J,
vHbekumIo. Hanuume Nx 03Ha4aer, 4To

( CoeamHuTe MeHs ¢ onepaTopom |

Balue coobuieHme...
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digital communications

20 YBenunyeHue npogax

UHTerpauusn
U AOpPabOTKM CUCTEM:

® Wuterpaumsa ¢ MUC 3nemeHT, nogHaTme
KapTOYKM KNMEHTa BO BpeMs ananora

® WHTerpauusi ¢ MOGUNbHBIM NPUINOXEHNEM

¢ BO3MOXHOCTb MPUHMMATbL roflI0COBbIE
coobuweHuns B WhatsApp

® TopgkntoyeHne kaHana Instagram

< EMC.

[MnaHbl pa3BUTUA NpoeKTa

% B HeronocoBbIX KaHanax

BHegpeHue
yat-6ota EMC:

® lNoptBepxaeHue / nepeHoc / oTMeHa
3anncu Ha NpPUeM B MECCEHKepax

¢ ABTOMAaTM3auus Hanbornee 4YacTbiX
TemaTtuk obpalleHnn



TemaTuka obpaweHumn B WhatsApp

30% knueHToB BbIOpanu kaHan WhatsApp kak npnopuUTETHbIX AN 0OLWEHUS C KITMHUKORN,

a ronocoBas nuHus ctana donee AOCTYNHa And nauneHToB C 3KCTPEHHbIMU CITy4HaaMin

= KoHcyrnbTaLuusi N0 HanpaBneHnam
= AHanu3bl / kopoHoBupyc / MLP

= 3anmcb / yTOYHUTB UHGO

= OH13I1 / BbI3OB Bpaya Ha AOM

= O6Lme Bonpockl / Apyroe

= JlyyeBas anarHoctuka / KT

ROUP OF COM

Qedna -, EMC

digital communications

L\LP

AN
V

TemaTtukn WA aHanormyHbl
rofIoCOBbIM KaHarnam, KImeHTbl
roTOBbl 3aNnCbIBaTbCA Ha NpUemM
no cpeacream digital kaHanos,
BbI3blBaTb Bpaya Ha JOM, BbI30B
MeAcecCTpbl 4S5 aHanM3oB

Ha QoM.

KnueHTbl BOCNpPUHMUMAKOT 3TOT
KaHan Kak NoriHoueHHbIN KaHan
no cpyHKUMOHany.



Timeline

®
1 MINUTE

Calls enterprise
customer sUppart
hatline on mubire phaone
Customer support
offers deflection from
phone to WhatsApp
with opt=in prompt
Make APLcall
to WhatsApp
Send customer
phone number
10 WhatsApp®.
Receive eligihility
.~ ‘results and
. sends to
enterprise CC
Make immediate
7 APlcall
re: messaging
qualification
Customeroptsinto " --.__
getting problem
sohved
via WhatsApp
If qualified, customer
gots support message on
WhatsApp

WhatsApp tests

.-~ eligibility

If not gualified, customer
gets customer support
message on SMS

Customer calls enterprise hoping to resolve a billing question by dialing a 1-800 phone number they found on the
support page of the brand’s website.

The call Is recetved during peak hours when the call canter Is at Its buslest and walt times are estimared @t 204+ minutas.

Enterprise calls "contacts APl vo determine If the customer phone number Is an active WhatsApp phone number.
WharsApp contaces AP| returns either a positive or negative response.

If the API returns a positive response and confirms phone number Is active on WhatsApp, the IVR can now offer
the customer a cholce: 1. Move conversation to WhatsApp 2. Move to SMS, 3. Remaln on held for 20 minures.

Customer chooses #1 for WharsApp.

Enterprise sends HSM remplate (WhatsApp notification)) to customer.

Customer opens thelr app via a WharsApp notification.

Enterprise sends first automated message asking customer for ope-in (in line with GDPR regulation).

Customer elects to opt-in and receive anterprise communications on thelr personal WhatsApp number.

Enterprise can alect to send additional automated messages to inform routing logic. For examiple: Are you 2
business or household customer? Are you calling abour Service or Sales, Billing or Technical Support?

Auromation routes customer to the comrect WhatsApp messaging agent.

Messaging agent picks up the conversation on the WhatsApp platform and eventually resolves the problem.




Balwiun
BOMNpPOCHI?

TopoTteHkoB Muxaun

PykoBoguTens no passutuio busHeca
Mo6. +7 930 070 13 99
mikhail.torotenkov@edna.ru

Qedna

digital communications



