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MpWBHECUTE KITMEHTCKYIO KYNbTYPY BO BCIO KOMMAHMIO.
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He Bcerpa nerko ynoBneTBOpuTb KIIMEHTA: CIIOXHOCTA 1
BHYTPEHHSISt AVHaMMKa MOTYT YCIOXHUTL 3adady.
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|/|CFIOJ'Ib3yI71Te A3bIK KAMEHTa Kak O6Ll.l,eﬂpI/IHﬂTyIO
MOOaNIbHOCTb BHYTPU 1 3a npefenamMmm KoMnaHun.
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YeTko onpepennte, KTo SIBNSIETCSH peanbHbIM KOHEYHbIM
notpebutenem Hawen paboTbl. B 3aBucMocTu oT ponun
OoHa MOXET He coBnagaTb C KOHe4YHoW, a ObiTb
BHYTPEHHEN UM BHELLHEN NMPOMEXYTOUYHOWN DUrypoii.
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Hanuuue opraHusaumm no OCHOBHbIM LENsSM: eauHble
MeToAbl BHELUHEro W BHYTPEHHEro ynpaBreHus Haluen
KOMMaHUeNn.

Customer
PERSPECTIVE

“I would watch the video,
but | have a few
gigabytes ...”

“..afew
gigabytes ...”

“.. gigabytes
monthly limits ...”

npe,D,CTaBbTe cebe TOYKY 3PEHUNA KNneHTa: ero MbiCnm o
TOM, YTO Mbl M Npegnaraem.
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O6LeHne, KoTopoe MO3BONSiET Nerko BblOMpaTb Hawu
npoayKTbl U yCcrnyrm n noHMMaTb, Kak ny4ywle BCero ux
Ucrnonb3oBaTh NSl YCTAHOBMNEHWS YAOBMNETBOPUTENBHbIX
1 [ONMTOCPOYHBIX OTHOLLEHWIA.
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SATISFACTION

O6Las OTBETCTBEHHOCTb onpenendeT cteneHb y4acTtus,
KOTOpasa MNONOXUTENbHO BINAET Ha BOBJ/IEHEHHOCTb WU
YyAoOBNeTBOPEHHOCTb K/IMEHTOB.



EFFICIENCY SATISFACTION

BHyTpeHHﬂﬂ opraHmzauung cooTBeTCTBYeT
noTpebHOCTAM KIIMEHTA, a He OrpaHNYmBaeT UX.
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Customer MpencraBbTe KayecTBO OGCAYXVBAHWS KIMEHTOB Kak
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KOHKYPEHTHOE MPEeVMYLLECTBO: 3KCMEePUMEHTUPYITE C
HOBbIMW pELUEHUsAMU, FOTOBbTE WX U [enainte ux
BUAUMBIMY, paccMaTprBasi BPeMsi Kak KOHKYPeHTHOe
NpenMyLLecTBo.
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MpenBapyiTensHoe AeNCTBIE NOMOraeT NpPeaBuaeTh, a
pearmpoBaHue orpaH14BaeT ero.
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Nwmte 6anaHc nepepn, NMLOM HEOXUOAHHBLIX COObLITUN,
WHTEpNpeTupys nx ans éyayliero.

PreAction and ReAction
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MN3MeHUTb cUTyaumio o3HavaeT YeTko MOHKUMaTb, Koraa
Mbl [OeiCTByeM 3apaHee, a korga pearvpyem. 3To
exeaHeBHas [OeATENbHOCTb, KOrga peakums
cnoco6CTBYeT HOBOMY [LENCTBUIO, KOTOpoe obneryaer
Hawy pa6oTy M CO BpeMeHeM MoBbiwaeT
YOOBETBOPEHHOCTL K/IMEHTOB.
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BynobTe nerko [OCTYnHbl: y6eanTechb, YTO KJIMEHT Hac
Haluen, 0COGEHHO EC/IN OH B 3aTPYAHEHNN.
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nOBTOpﬂIOLLWIeCﬂ N CcyuleCTBeHHble >Xanobbl KneHTa
OO0J1>KHbl paccMaTpmeaTbCa 1M noMoratb HamMm nNpaBUibHO
BMeWnBaTbCA B HallX BHYTPEeHHWEe npouecchbl, rae aTo
BO3MO>XHO.

Competitors

Running after Ru Illling
Follewfng aﬂer

Monitorin:
,, Customer
Satisfaction

Interpretare al meglio le dinamiche di mercato.

Grégoire Chové

Currently investor and board
member in new market realities
Previously Managing Director Europe

Previously General Manager

—
Previously Manager in L T
various company functions . =
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Business dynamics expert

Long-term viewer L 1
High vision focused R J
on the customer = | ! 4
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CBnaeTenbCTBO EBPONENCKOro MeHepykepa OO bACHSET,
Kak exefHeBHO NnoaaepXXnsars
K/TMEHTOOPNEHTMPOBAHHOCTb. 3ape3epBUpoBaHoO A/1s
MEHE[LKEPOB 1 NOCPELHUKOB.

Understanding
the customer

. Planning
Leadership customer
Customer experience
focused

Customer
CENTRIC COMPANY

Feedback
continuous
improvement

Power
front-line

Measure
what matters.
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Ona no-HacTosiWeMy KIWEHTOOPUEHTUPOBAHHOM
KOMMaHn Bam HeO6X0AMMbl:

- PYKOBOZCTBO, OPUEHTUPOBAHHOE Ha K/IMEHTa

- BbICOKOE MOHMMaHne NoTpeGHOCTel KNNEHTOB

- CMA@HMPOBAHHbIN U NPOAYMAaHHbINA KNUEHTCKUIA OMbIT

- KOHTaKTHbI/i NMepcoHasn 1 BbICOKOMPOU3BOAUTESbHbIN
WHCTPYMEHT

- U3MepeHVsi, YTOBbl UMETb BO3MOXHOCTb PELIUTb, YTO
NydLle Bcero caenarb

- obpartHas CBA3b OT KIWEHTOB [A/sl MOCTOSIHHOMO
ynyylleHus
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All that is reported in this project, videos, documentation, contents, texts,
images, artistic work and graphics, are the property of the author, are protected
by copyright, as well as by intellectual property rights. It is therefore absolutely
forbidden to copy, appropriate, redistribute, reproduce any part, content or
image present, because they are the result of the work and the intellect of the
author himself. It is forbidden to copy and reproduce the contents in any form.
The redistribution and publication of content is prohibited, not expressly
authorized by the author.






