Nuaexc KOMMYyHUKALMOHHBIX
TexXHonorun anga 6usHeca

AHanMTuuyeckmm oTyeT 06 UCNONMIb30BUHUM NONIOCOBDIX
U UHTeNNeKTYuanbHbIX CepBUCOB B Poccum
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OddekTUBHbIE KOMMYHUKALMKN C KJIMEHTAMU U MeXAY COTPYAHUKAMU —
aT0 6030, 6e3 KOTOPOI CNOXHO NPEACTABUTb PA3BUTUE BU3HecA.

B npouecce undposoii TpaHchopmMmaLMU KOMMYHUKALMK SBONIOLMOHUPYIOT:
OHW CTOHOBSATCSH TEXHONOIMYHBIMU — UHTENNIEKTYASIbHBbIMWU, POOOTU3UPOBAHHBIMM,
OMHUKAHAJIbHbBIMMU.

CoBpemMeHHble KOMMYHWKALMOHHbIE CEPBUCHI™ BOCTPeboBAHbI M HEOOXOQUMBI
KOMMAHUaM noboro pasmepa u noboii coepol aearenbHocTn. OHM peludaioT
MHOXeCTBO bMaHec-3a4ay — YynyywaioT KIIMEHTCKUIA CEPBUC, MOBLILLAIOT NPOACXKU
n 3pPekTMBHOCTb BU3HECA, ABTOMATUINPYIOT PYTUHHBbIE ONEPALUU U,

KOK crnegcteme, obecrneuynBaioT KOMMNAHUAM KOHKYPEHTHOE NPENMYLLECTBO.

Bmecte ¢ ananutnueckum areHtcteom ORO (ex-Kantar B Poccun)
Mbl n3yumnm onbiT 500 koMNAHKW U3 pa3HbIX oTpacnei u cep
OEeATeNbHOCTU, UCMONb3YIOLWMX KOMMYHUKALMUOHHbIE CEPBUCHI,

B OCHOBE KOTOPbIX JIEXXAT COBPEMEHHbIE TEXHOJIOTUM.

I'Ipe,unaraeM BAwWeMy BHUMAHUIO pe3ynbTAT AHHOIro nccnegoBsaHum4d.

0 Bce BblBObl B OT4HETE NOCTPOEHbI HAO OAHHDbIX KOMMOHWUM, KOTOpPbIE UCMOJIb3YIOT
KOMMUHUKALMOHHbIE CEPBUCHI.
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[log KOMMYHUKALWMOHHBIMU CEPBUCAMM
Mbl MOHMMAEM TEXHOJIOTUYHbIE peLleHus,
KOTOpPbl€ MO3BONSAIOT ABTOMATU3NPOBATD
B3AMMOMOENCTBME C KIIMEHTAMMU U MeXaY
coTpyaHukamu. Cpeaun HUX Bbigensem:

» 6a3oBble ronocosble — BUpTYanbHbie ATC (BATC),
Homepa 8-800, cpenctBa BUAeo-KOHPEPEHL-CBA3HU
(onnaitH-BKC);

° PA3BMUBAIOLWMECH MHTENNEKTYASbHbIE — rOJIOCOBbLIE
pPobOTbl, MHCTPYMEHTbI OMHUKOHAJbHbIX
KOMMYHUKALUK, 4aT-00Tbl.



OcHOBHbIE BbIBOAb]

KoMmmMyHukaLumMoHHble cepBUCHI
Haubonee BocTpeb6oBaHbI cpeau
UrpoKOB KPYMNHOro, a TaK»xe
Manoro U cpeaHero 6usHeca

93% cuuTaloT, UTO YEM KpYMNHEe KOMMAHUS,
TEM OKTUBHEe el HeobxoanuMo UCNONb30BATH
KOMMYHUKOLUOHHbIE CEPBUCHI.

OHu noka mano sBoctpeboBaHbl cpenm
MUKpobusHeca — Bcero 3%. OQHAKO KOHKYPEHTHAS
cuTyaumsa, BO3pacTaloLWwmnii ypoBeHb cepBuca,
PA3BUTME OMHMKAHANBHOCTU — BCe 3TO bypeT
CTUMYJIMPOBATbL MAJbI OBM3HEC BbICTPAMBATH
9$PEKTUBHbIE KOMMYHMKALNU B COOTBETCTBUU

C OXMOOHUAMMU KJIMEHTOB.
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KommMmyHMkaumMoHHble cepBUCHI
NnPefocCTABNAIOT KOMMNUOHUAM
LUMPOKME BO3MOIXKHOCTHU ANnga
poctTa 6usHeca

87% cunTaoT, YTO KOMMYHUKALUOHHbIE CEPBUCHI
NO3BONAIOT HOWTU HOBbIE TOYKM POCTA BusHeca.

88% rosopaT 0 TOM, YTO KOMMYHUKALMUOHHbIE
cepBMCbl NO3BONAIOT OU3HECY ONTUMMU3UPOBATD
pacxogbl.

[louTn NONOBMHA KOMMAHWI C UCMONb3OBOHUEM
KOMMYHUWKOALUOHHbBIX CEPBUCOB YBENNUUIU OObEMDBI
npogax B 1,4 pasa.

Bnarogapsa KOMMYHUKALMOHHBIM CEPBUCAM
KOMMOHUSM YAanoChb NOBbICUTb KAYECTBO
obcnyxueanma B 1,5 paza.

KOMMQ HUKAOLMOHHbIE CepPBUCDHI

CHuxxeHue n3nep>xKek He ABJ1AeTCH rMABHOM Lenblo
NCnos1ib30BAHNA KOMMYUHUKALMNOHHbIX CEePBNCOB.

Tem He MeHee NoYTM NONOBMHE KOMMAHWI YAANOCh
COKPATUTb OPraHU3ALMOHHbIE PACXOAbI.

Ka>kgaa naras KOMNAaHUS CHU3MNA pacxonbl

HQ nepcoHan B cpegHem Ha 37%.

Hanbonbwnii BkNag B cokpdalleHmne
OPraHM3ALMOHHbIX PACXOA0B BHOCSAT CEPBUCDI
oHnarH-BKC. OHM — y>ke He NpocTo BOZMOXHOCTb
NpoBeCcTU YAaSeHHYIO BCTpeuy, d MHCTPYMEHT

onsa rubpugHon paboTbl, B3AMMoOaencTBmSA
pacnpeneneHHbIX KOMAHA.

MNO3BONAIOT COKPUALLUATD pPpacxonbl



OcHOBHbIE BbIBOAb]

PassuBaouiyecs cepBuUChHI
OGbICTPO AOroHAIOT 6a30BbIEe

Nno BAXXHOCTU U 3AHUMAIOT CBOE
MecCTO B CUCTeMe NPoaaK

M 06CNY>XUBAHUSA KJIUCHTOB

[lpnBReyeHne HOBbIX KIIMEHTOB MPW MOMOLLM
MHTENNEKTYAJIbHbIX FOJIOCOBbIX POOOTOB CTASIO OAHUM
n3 Hanbornee BbIrogHbIX CNOCOOOB NMOoreHepaALUm.

55% nonb3oBaTteneit ronocoBbix PoboToB
HA UCXoOALWMX QOCTUMNU YBENMYEHUS MPOOAXK
C MX NoMoLLblo B cpegHeM Ha 34%.

B cpeaHem Ha 22% yBennuunocb KOMMYECTBO
NPUBNEYEHHbIX KIIMEHTOB MOCNE NOAKJ/IOYEHUS
roslocoBoro pobora.
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bonbWMHCTBO KOMMNAHUM eLwe
He PAaCKpbINIM BeCb noTeHuuan
roynocoBbix po6oros

U NJIGHUPYIOT YBENTUUUBATD
MHBECTHULIMM B 9TO HANpPABNEeHue

bonblue NonoBMUHbI KOMMNAHUMA NUCMoJib3yloT
roJ10COBbIX pO6OTOB TOJIbKO HA BXOOALLUNX Bbl3OBAX.

KomnaHum yawe ctaeart nepen coboii uenm
ONTUMW3UPOBATbL 3ArPY3KY onepaTopos/coTPYaHNKOB
M NOBLICUTb KAYECTBO OOCNYXMBAHUSA C MOMOLLbIO
ronocoBbix poboTtoB 1 B /0% cnyuyaes ycnewHo
OOCTUraloT 3TUX Leneu.

IlBe TpeTn KOMNAHUI BUOAT 30 FOSIOCOBbLIMMU
pobotamu bygyuiee n NNAHUPYIOT YBENUUUTD
3ATPATbl HO UX UCNOSIb30BAHUE B cpeaHem Ha 20%.

CoBpemMeHHble KOMMYHUKALUM
CTUHOBSATCSH HE TOJNbKO
POGOTU3IUPOBUOHHbIMM,

HO U OMHUMKAOHANIbHBIMIM

C pocTOM UnCNa KAHANOB KOMMYHUKALWIA
BO3HMKAET NOTPebHOCTb B ONTUMMU3ALUN CUCTEMBI,
noBbiWeHUn ee 3GpPeKTUBHOCTU.

MouTtun TpeTb (28%) KOMNAHUI Y>Ke BbICTPOUU
CUCTEMY B3AMMOLOENCTBUA C KIIMEHTAMU B €QUHOM
OKHe C NMOMOLLbIO NNATPOPM OMHUKAHANbHbIX
KOMMYHUKALUWUI U YCMELLHO PeLLaioT CBOU 304A4MU.

15% nnaHunpyloT BHEOQPUTb UX B TEUeHMe roaa.



OcHOBHbIE BbIBOAb]

Yar-60Tbl He TONbKO
ABTOMATU3UPYIOT OTPABOTKY
o6pauwieHuin, HO U npoaailoT

/8% komMnaHuii obbegUHUNU YOT-60TOB
M ONepaTOpPOB B eAnHYIO cUCTEMY OTPAbOTKM
obpaLlyeHunii.

Yat-60T camocToarenbHo 3akpbiBaeT 25%
obpalleHui.

TpeTb koMNaHmt ucnonb3ytoT YaT-60ToB
KAK OOMNOSTHUTENbHbIM KAOHA NMpoaaX.
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HecmoTtpa Ha cTpemMmuTenbHoe
pa3BUTUE U BHeApPEeHUe HOBbIX
KOMMUYHMUKALMOHHbIX CEpBUCOB,
8-800 He TepgaeT cBOEM
AKTYAJNIbHOCTH

Hanbonbwyto BaxHocTb ana busHeca nmeer
Homep 8-800. OH paboTaeT He ToNbKO HA BOCNPUATHE
n goBepue bpeHay, HO 1 HA MPOJAXKM.

[lonoBMHA KOMMNAHMI CTABAT LeNb YBENUUUTD
npogaxwu ¢ nomoubto 8-800.

4 n3 5 KOMNAHUKM AOCTUIK BTOM LEenu NPM NOMOLLM
8-800.

Komnanuam, ncnonssyowmm 8-800, ynanoch
MNOBbICUTb KOHBEPCHUIO C CANTA B cpegHeM Ha 27%.

BATC — OCHOBHO UHCTPYMEHT
MMHUMMU3CALMM NOTEPDb
BXOAALMX

BATC umeeT ogMHAKOBbIM NOTEHUMAN UCMONMb30OBAHUS
cpenu KpYnHbIX U CPeAHMUX KOMMAAHUA HO YpPOBHE
okosio 70%.

O6biuHo BATC nogknioyaioT Ha ctapTte 6bUsHeca Unm
HOBOro HanpasneHusa. BmecTte ¢ poctom 6u3Heca
HapawmeaeTcsa GYHKLUMOHAN U pacLUMpPSAeTCS
MHTerpaumsa ¢ apyrumum brUsHec-cucTteMmamu.

KomMmnaHuam ygaetca CHU3UTb NOTepu BXOOALLMX
B cpeaHem Ha 33% c nomouybio BATC.

[1pun aTom nonb3oeaTtenu BATC Takxe cuntaioT,
4YTO TAKOW CEPBUC NO3BONAET SKOHOMUTb
HO OPraHU3ALMOHHBIX 3ATPATAX.



OcHOBHbIE BbIBOb]

BHenpeHue
KOMMYHMKALUOHHBIX
CEepPBUCOB UUCTO

NPOUCXOOAMUT NpPU YUaCTUM
BHELWHUX NAPTHEPOB

HecmoTtpsa Ha 1O, uTO 71% KOMMNAHMK nmeeT B
LITATE COTPYAHMKOB, OTBETCTBEHHbIX 30 BHEQPEHUE
KOMMYHUWKALUOHHbBIX TEXHONOrM, bonee NonoBUHbLI
KOMMOHMIM 0bpaLLaioTCsa 30 MOMOLLbIO K BHELLUHUM
NApPTHEPAM.

MHoroneTHuit onbIT U IKCNepTmn3a rno3BondroT
NMnoCTaBWLMKAM CcepBHUCA MPOAHAJIM3NPOBATL 3AdA4A4Y
CO BCEX CTOPOH U NpeaioxXXunTb Jiydllee peueHume.

Takxke cpeau npeumyuects paboTbl ¢ NOAPSAYMKAMMU
KOMMOHWU BbIOENSIOT:

®* MUHUMN3AUUNIO 3ATPAT HA NMOUCK CneunanncToB
(51%);

¢ onepdTnBHyIo peadkumio Ha BHeWTATHble CMTYyaduuu
(49%);

* COKpdalleHue BpeMeHU Ha BHeapeHue (49%).
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busHec ucnonbn3syer

BCe npeMmMyujecTBa
KOMMUYHMUKALMUOHHbIX CEpBUCOB
U HAOPAUWMBAET UHBECTULIUM

11

[louTn gBE TpPEeTU KOMNAHWM NNAHUPYIOT HOPALWMBATD
MHBECTULIMM B KOMMYHUKALMOHHbIE CEPBUCHI
B cpeaHem Ha 19%.




KommyHukauMoHHbIe cepBUCbl HOMOONee BocTpeboBaHBbI CpeaAu UrPOKOB KPYMNHOro,
a TAK>Ke MAasioro M cpeaHero 6M3Heca: KOMNAHUMM NOAUYEPKUBAIOT BO3pACTAIOWYIO
HeoO6xoAMMOCTDb MCNONb30BOHUSA TAKMX CEepBUCOB NpU pocTe u3Heca

3%

3% 93«

Komnanwuii
cermenta LA CuuntaloT, UTO UeM KpynHee KOMMNAHUS,
KOM“CIH"M, Komnanuii TeM OKTUBHee el HeobXxoaAnMMO NCMOb30BATD
KOMMYHWKALIMOHHbIE CEPBUCHI
KOTOpbIe UCNONb3YyIoT cermenTa Soko YHukay P

KOMMYHMKOLMNOHHDbIE

5 u% CepBHUChHI

Komnanui
cermeHTa SME

SoHo Mukpo6usHec
2 1-15 coTpynHMKOB

SME  Manbiii u cpenHmii 6usHec
& 16—250 coTpyaHMKoB

LA KpynHbiit 6usHec
2 250+ coTpyaHMKOB
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KommyHukaumuoHHblIe cepBUCDHI NOKA MAJSIO BOCTPEO6OBUHDI
cpean MMKpo6usHeca

KoMnaHWM 4acTo Mcnonb3yioT CTOPOHHUE (BHELLHWE) OHMAMH-pecypchl And NPOAdK U NPOABUNKEHUA —
MapKeTniencol, coycetTn, mecceHaepbl. OQHAKO KOHKYPEHTHASA CUTYALUS, BO3PACTAIOLWUIA YPOBEHD
cepBuUca, PA3BUTUE OMHUKAHAIBHOCTU — BCe 9T0 byaeT CTUMYNMpPOBATb MUKPOBU3HEC BbICTPAUBATD
aPpPeKTMBHbIE KOMMYHUKALUKN C UCMOJIb30OBAHMEM TEXHOIOTUYUHbIX PeLleHU M.

71%

CuutatoT, yTO Manomy

n cpegHemy busHecy
OocTyneH no pasymMHoOu
LeHe onTUMArbHbIM Habop
KOMMYHMKALMOHHbIX
CEepBUCOB

MukpobusHec coctaBnsaeT
%
TONDbKO 3 o

nosb3oBaTeneu
KOMMYHUKALMOHHbIX CEPBUCOB
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ﬂonynﬂpHoch KOMMUYHUMKAOLMUOHHDbBIX CEpBUCOB NMpoLh4oiKdaeT PUCTU

PaseuBatowmecsa cepBucbl QUHAMUYHO pacTyT. B cpegHem 19% koMnaHWit NNAHUPYIOT BHEAPUTb UX B TeYEHUE rofd, yalle
970 KpynHble komnaHun. Cepeucebl BKC — y>ke He npocTo BO3MOXHOCTb MPOBECTU YAASIEHHYIO BCTPEUY, O UHCTPYMEHT
ong rubpuaHoi paboTbl, B3aMMoQencTBUA pacnpeneneHHblx komaHa. BuptyanbHbie ATC n Homepa 8-800 BocTpeboBaHbI
BCEMMW KOMMNAHMAMMU OOAUHOKOBO M MO CYTU aBNAAIOTCA BA30BbIMUY FOSIOCOBLIMU CEPBUCAMMU Ansa busHeca.

NMoTeHUuMANn MCNONb3OBOHUSA KOMMYHUMKALMNOHHDbIX CepBUcCoB, %

ba3soBble cepBUCHI

Cl-IMTCHOT, 4YTO 34 BpemMd naHnemMmumn
3Ha4yeHne KOMMyHMKAUMNOHHbBbIX
cepBucoB anga bmusHeca PassuBaowmecs cepBmucChI

cywecCTtBeHHO BblIPOCIIO

Yat-60T 73
[lonocoBoit poboT 62
OMHUKAHANbHbIE KOMMYHUKALIWM L3

@ Vicronbayiot cepsuc ceituac

Gb ‘ I-I po EM 3Hec @ MnanmpyioT BHEOpUTHL B TeueHue ropa

LY 2 YT -
(o

llllllllllll

Cpenv koMmnaHumi
CEerMeHTOB:

82% SME
89% LA

69% SME
75% LA

65% SME
68% LA

66% SME
81% LA

55% SME
70% LA

36% SME
53% LA



Cucrema ynpasneHUss KOMMYHUKALUSMMU YCrOXKHAEeTCo
Nno Mepe pocTd U pa3BUuTUA 6Uu3Heca

Ha ctapTte 6usHeca unu Hoeoro HanpaeneHusa suptyanbHas ATC n Homep 8-800 obecneuunBaioT 6A30BYO BO3MOXHOCTb
KOMMYHMKALMKU C KIIMEHTAMU U OPraHm3aumnm npogax. Ha cnegytowmx sTanax nogknoyatoTCsa CEPBUCHI, KOTOPbIE
CNPABASAOTCA C PYTUHHBIMU NPOLIECCAMM, NOBbLILWAIT YPOBEHb ABTOMATU3ALMKN U OBCNYXXUBAHUSA KITMEHTOB.

Korpa noaxkniounnu cepBucobl, %

OpraHusauyusa npogax,
B3AUMOAENCTBUS C KJIMEHTAMMU

PasBurue

Ontumuzaumua 6usHec-npoLeccos,
noBbiweHne 3¢PeKTUBHOCTHU
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Homep 8-800

BATC

Onnann-BKC

[[onocosoit pobot

OMHUKAOHAONbHbIE
KOMMYHUKALNK

YaT-60TbI

Ha cTapTe 6usHeca Unu HoBoro HanpasneHnd 4 } I'Ioanee



KoMMyHMKALMOHHbDbIE CepBMCbI PeLUdioT MHOXXEeCTBO OM3Hec-3aaau —
YNYyuyluaioT KJIMEHTCKUN CepBUC, NOBLILLAIOT Nnpoaaxu u 3¢dpexKTUBHOCTD
6u3Heca, AaBTOMATU3IUPYIOT PYTUHHbDbIE Oonepaumm

C nomowbio KOMMYHUKALMOHHbBIX CepBUCOB KOMMNAOHUM AOCTUINM ClnefQyoluiux pe3ynbraros:

O

o 47 46° 22,

50% % % %

[loBbiCcMnN KAYECTBO CakoHomunu YBennuunu obbvembl CHM3UNK 3aTpaTol
obcny>xxmBaHmua HQ OPrAHM3ALMOHHbIX npoaax HQ NepcoHan

3aTpaTax
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192

YBennumnum oobem
cobupaembix 06 aygutopum
OOHHbIX



KomMmmyHUKALMOHHBIE CepBUCHhI MOryT MHTErpupoBaThca ApYr ¢ Apyrom, obecneuusas
CUHepreTuueckum adodexkT, unu padorarn orgenbHo. Kaxkabiii umeer ceoe npeMmmMmyLiecTBo
M BHOCUT BKNAA B YCUJIEHUEe CUMCTEeMbl B3AMMOAENCTBUSA C KJIMEHTOM U BHYTPU KOMIMNAHUM.
OAnga 6onbumHcTBa kKOoMnaHuuii BATC aBngaerca aapom aBTOMATU3ALMMU, C KOTOPbIM JIerko
MHTErpupylorca Apyrue cepBuchl

v (8 = (® =

Bxknaa cepBMCOB B ..., % [NoBbieHMe kauecTBa SKkoHOMMS YBenuueHve obbemos CHwmxeHure satpat YBenuuerue obbvema
o06Ccny>xuBaHUA HO OpraaTpaTax NpPoQaX HQ nepcoHan AOAHHbIX 06 ayauTopum

[onocoBsoii pobot 18 - 18 35

BATC 15 29 17 25 -

Onnann-BKC - - - —

OMHUKAHAbHbIE KOMMYHUKALWK 13 - 12 -

YaT-60TbI 20 34

@ Cepsuc, BHecwnit HaMBONbLIKMIA BKIAA B AOCTUKEHWE Lienn

BATC BbigeneH kak cepBuc, BHOCALMM CTABUIbHBIM BKNAL B OCTUXEHWE Lienen

— CepBuc He NpegnonaraeT QOCTUXEHUE TAKOW Lienu

Y3HanTe 060 BCex BO3IMOXXHOCTSAX
. Y3Harb 6onbLue
BupTyanbHoit ATC pgna 6usHeca

€® | NpoBuskec



https://vats.megafon.ru/

KoMMyHMKALMOHHDbIE CepBHUCHI AAIOT BO3MOXHOCTb OCTUBUTbLCSH HO CBA3MU,
KOrgda 3To Heo6xoAMMoO. DTO OCHOBA KJIMEHTCKOro cepeBucad

BonblWMHCTBO KOMMNAHMI OTMEUAIOT BECOMBbINM BKNAQ B YMPABEHUE NOANIbHOCTBIO U CHUXEHME OTTOKA.
Benob npuBneuyeHune HoBbIX KNMEHTOB obxoamntca busHecy B 5 pas gopoxke, YeM UX Yaep>KaHue.

KomMmmyHukdaLumoHHble cepBUCHI NO3BONAIOT 6U3Hecy:

N o
902 89

OcTaBATbLCH HO CBA3U [MoBbICUTb YOOBNETBOPEHHOCTb
Cc knneHTom 24/7 KITUEeHTOB

81+

CHU3UTb OTTOK KITMEHTOB
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Bnaroaapa KOMMYyHUKAOLIMOHHBIM CEPBUCOM KOMMNAOHUAM
yAaanoch NOBbICUTb KAYECTBO o6cnyxxusaHua B 1,5 paza

Pearnpys Ha meHsowuvecsa nopegeHue 1 3anpocbl notTpebutenen, busHec He TONbKO COXPAHSeT,

HO N cyweCTBeHHO yBeJiItiynBaeT J1IOAJIbHOCTb CBOUX KJTMEHTOB.

Kak oueHuBaerca kauecTBo 06CNY>KMBaHUA B KOMNAHUMU, %

Mo o6paTHOI CBA3U OT KJIMEHTA

KoMmMeHTapuu KNnMeHToB B UHTEPHETE 50
Onpocbl KNMEeHTOoB L1
Mo TexHUYecKum MmeTpukam

Hona peleHHbIx obpalleHnii L7
KonunuectBo xanob ot knnueHToB L4145
Bpemsa pelieHunsa sonpoca knmeHTa L1
KonnuectBo KOHGNUKTHBIX CUTYALUI 38
Bpemsa peakuunn Ha obpalyeHue 35
Hona 3anpocos, 3aKpbITbIX B XO04e NepBoro obpatleHuns 32
Hukak He oueHuBaem 1
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Yganocb

MNOBbICUTb KOYECTBO
obcny>knBaHUs
B CpeaHeM Ha

50

Haunbonbwuii Bknag

B MOBbILLEHMWEe KOYecTBd
0b6Ccny>kMBAHMSA BHOCAT
yaT-60ThbI



C sapqauamMmm noBbILWEeHUS KAYeCcTBA 06CNY>XMBAOHUSA U CKOPOCTH
o6paboTkmn oOpauleHun nyuwle Bcero cnpasngercya uar-6or.
OaHAaKo nouTu TpeTb KOMNAHUA UCNONBb3YIOT UAT-00T U ANg NnpoaaXX

Cambie pacnpocTpaHeHHble yenu BHeapeHus uar-6ora, % YpoBeHb OCTUXEHUS Lieneit

/ 259% ©bpalleHuii nonHocTbio
CokpalyeHue BpemeHu obpaboTkmn obpalleHunii KNMeHToB 67% 3aKpbIBAET 4aT-60T

[loBbiLleHWE kauecTBa 06CNYXKUBAHUSA KITMEHTOB 74%

78%

KOMMNAOHWIM 06beguHUNu
4yaT-60T M onepaTopoB

B obLwyto cuctemy,
B KOTOPOM OHU NOMOraioT

ApPYr Apyry

OnTumMMsaLmMa 3arpyskmn onepaTtopos/coTpygHMUKOB 63%

Ynyuwenue npoaax; adpPekTUBHbIM gon. kKaHan npogax  62%

@ Docturnytsle uenm MocTaBneHHble Lenu

300/ CTABAT Uenb co3aaHna 6a3bl 3HAOHUMN
o N CUCTEMbI OHTAWMH-NOACKA30K

159 nocturaiot ee

N Y3HalTe bonblue 0 BO3SMOXHOCTSAX
npOEM3HeC | yat-60T1a Ang 6usHeca Y3Harb Gonbiue



https://moscow.megafon.ru/corporate/services/chat_bot

CHM)KeHMe u3epiKeKk He ABJSIeTCH NMABHOM LeNnblo UCMNOoJNb30BaHUS
KOMMYHMKCULMOHHbIX CepBUCOB. TeM He MeHee OHU NO3BongaioT

COKPUTUTDb pacxoabl B cpeaHem Ha 35%

Yoanocob
C3KOHOMMUTb

HQ OpPr3aTPATAX
B CpefHeM Ha

35%

7

CakoHOMUNHU
HO OPraHU3ALMOHHbIX
3aTpaATaX

Haunbonblwwnii Bknag

B 9KOHOMMIO HA
Opra3aTpaTax BHOCAT
cepBucbl oHnaiiH-BKC

&

fa \ [lpobusHec

22%

CHM3uNK 3aTpaTol
HO NepPCOoHAN

Ypnanocb
CHU3UTb 3ATPATHI
HA NepCcoHan

B CpeAHEM Ha

37%

Haubonbwuii Bknag
B CHUXXEHMe 3aTpaT

HQ MNepPCOHAN BHOCUT
roylocoBoi pobor



FMaBHbIE LEeHHOCTU BUPTYOJIbHbIX

ATC ana 6u3Heca — ynpouieHme

BHELWHUX KOMMYHUKALUNA, YNyulleHue

KJIMeHTCKOro cepBuca ¥ MMHUMMU3ALIUSA

norepb BXoASLWHNX Bbi3OBOB BATC kpaiine saxcHa, %

Cpeﬂl/l TEeX, KTO HE CMOI' CHU3UTDb NoTepu

KomnaHuu, KoTopbiM YAAnoCb CHU3UTb NOTEPU BXOOALLMX B 5xonswmx ¢ nomowsio BATC

3BOHKOB ¢ nomouybio BATC, oTmeuaioT kputuyeckyio
BAXHOCTb cepBuca ansa ux busHeca.

4 78 Cpenv tTex, komy yoanocb CHU3UTD
noTepu BXoOsaLmnX

YnaeTcsa CHU3UTb NoTepu
BXOOSALLMX 3BOHKOB B CpefHeM

" 33%

KnouesBblie yuenu sBHegpenuna BATC

B50% Opranusaumns paborsi
YOaneHHbIX COTPYAHUKOB

o L
L4 59% YnyulieHune KIIMEHTCKOro CepBUCa;

MOBbILLEHWE NOSANTbHOCTU KJIMEHTOB .
Y3HalTe 6onblue 0 BO3SMOXHOCTSX

BupTyanbHoit ATC gna 6usHeca

(yamars sonue )

o
L4 3% MwuHumunsaums notepb
BXOASILLMX 3BOHKOB

€» | NpoBuskec


https://vats.megafon.ru/
https://vats.megafon.ru/
https://vats.megafon.ru/

KOMMQHMKCII.IMOHHI:IQ CepPpBUCDHI NpefJocTaBndior KOMNaHUaAM LWNPOKUEe

BO3MOMHOCTHM ANnga poctda 6u3Hecda. NMNoutu nonoBMHA KOMNAOHUNA
ysenuuunu o6svembl npoaaxx B 1, pasa

87

KoMMyHMKALMOHHbIE cepBUCHI
NO3BONAIOT HOWTMU HOBbIE TOUYKM
pocTa 6musHeca

€» | NpoBuskec

YBenumumnu
NpPOOAXKM 3a cyeT
KOMMYHMUKOLMOHHbIX

CepBUCOB

6

87

KOMI'IGHI/II/I, nepBbiIMU BHegp4dowHne
KOMMYHUKALMNOHHbIE CEPBUCHI,
nony4yaroT npenmylecTtead
nepen KOHKYypeHTamMm

YBenuuunu
obbembl Npoaax
B CPeaHEeM Ha

0%



PassuBaoujuecs KOMMYyHMKALIMOHHbIE CepPBUCHI ObICTPO AOroHAIOT 6a30Bbie

Nno BAX>XHOCTU ANg 6M3Hecda U 3SGHUMAIOT CBOE MEeCTO B CMCTeMe Npoadix

u o6cnyxusaHua. OMHUKAHONbHbIN NoAaxon no3songaetrT GopMUPOBATbD KOAUYECTBEHHO
HOBbIX YPOBEHb CEepBMUCAa U No6eXAaTh B KOHKYPEeHTHOM 60pbb6e 3a KNIMeHToB

FoBOpAT, UTO CepBUC BAXKEH ANS paGoTbl KOMNAHUM, %

basoBble ronocoBblie cCepBUCHI PassuBaloLmecsa MHTENNEKTYANbHble CEPBUCHI
86
I | |
Homep 8-800 BATC OnnaitH-BKC OMHUKOHAbHbIE [[onocoBoii YaT-60TbI
KOMMYHUKALNK poboT

77
67

fb \ [lpobusHec



NpuBneueHMne HOBbIX KJIMEHTOB NPU NOMOLLM roJIoCOBbIX pO60TOB CTANO
oAHUM U3 HauOGonee BbIrOAHbIX CNOCO60OB NMAaoOreHepauum

Kak komnanuum oyeHuBaioT 9a¢PeKTMBHOCTb 063BOHOB, %

Mo 6u3Hec-NokasaTenam

LN seeeney DDy
Ha o
KonuuecTtBo 3aka3oB nocne o63BoHa 60 _ YBENUYUIIOCH KONMYECTBO

KonunuecTtBo obpalieHuit nocne o63BoHaA 60

NPUBNEUYEHHbIX KITMEHTOB Mocre
KonunuectBo npuBneyeHHbIx ¢ 0a4HOro o63BOHA KIIMEHTOB L1 NoaKNloYeHns ronocoBoro pobota

Mo TexHUuYecKUM noka3saTensam

nonb3oBATeNnen
95«
O ronocoBoro po6ora

Honga nogHaBwmnx Tpybky 31
Hona nonpocuBwKnx coegnHUTb C COTPYOHUKOM L3 HO UCXOOSALWMX BbI3OBAX JOCTUIIIN
YBeNIMYEHUS MPoJaX C ero
(o)
Hong pocnywaswmnx oo KoHUa L3 nomoLupto B cpefHeM Ha 34%
Hona cornacueImMxca HO NOBTOPHYIO KOMMYHUKALUIO 40
He oueHnBaem adpdekTBHOCTD 3

> | Y3HaliTe 6onblue 0 BO3MOXHOCTAX
fb ‘ npOBM3HeC . ronocoBoro pobota gna 6usHeca (ysHaTb Gonbie )



https://iov.megafon.ru/

BONbLLWIMHCTBO KOMIMAOHUI UCNOJNb3YyeT rosiocoBbiX poboTos

TOJNIbKO ANg o6paboTku BXxoaauiMx 3BOHKOB

Llenu BHeapeHusa ronocoBoro po6éora, %

OnTumunsauma sarpysku onepatopos/
COTPYQHWKOB

[loBblWEeHMe KaYecTBA U YPOBHSA
obcny>xmBaHUs

CHMXKeHMe 3aTPAT HA NepcoHan

ABTOMaTHMUYECKMI aHANM3 TenePpoHHbIX
PA3roBopoB; cOOpP AAHHbIX O 3BOHKAX

O63BOHbI TEKYLLUMX KITUEHTOR
C LUenbio YBeNMUYEHUS NPOQXK

C6op [AHHbIX O NOMb30BATENAX
M Ux NnoTpebHoCTAX

PopmmpoBaHue ronoca bpeHaa
KAK YACTU UMUOXKA OPraHU3ALUK

«XonogHble» 063BOHDbI C Lenblo
YBeNMYEHUS NPOoJa> HOBbIM KITIMEHTAM

€ | NpoBuskec

@ Docturnytble uenm

50%

70%

72%

63%

61%

68%

61%

64%

[MocTaBneHHble Lenu

YpoBeHb [OCTUXEHUS Lienei

/

Ucnonb3oBaHue
ronocoBoro po6ora

57%

Tonbko And BXogdLunx

32%

U ona exogawmx,
U ONs UCXoOsaLLmnx

11

Tonbko gnga ncxogsuwimnx



IBe TpeTn KOMNAHUN BUAAT 3d poboTamu 6yayuiee U NNAHUPYIOT YBENTUUUTD 3ATPATDI
HO ros1IoCoBbIX po60TOB, Belb OHM HEe TOJNIbKO ABTOMATU3UPYIOT PYTUHHbDbIE NpoLecchl,
HO U NOMOrdaioT pellaTb aKkTyasbHble 3a4a4u 6M3Hecda: NpUBEeKATb HOBbIX KJIUEHTOB,
yBeNIMUUBATD NPOACIKU U COKPALLATH TeKYLiue pacxonbl

606

[TnaHunpytoT ysenmumtb
3aTPATbl HO FOJIOCOBOrO
poboTa B cpegHeM Ha

20

>

Mpumep coobweHun

rosiocoBoro po6ora
B HOBOrogHem crune

€» | NpoBuskec


https://disk.yandex.ru/d/xuRT-P_KtlkGjw

null

14.904


COBpeMeHHbIe KOMMUYHUMKAOLMUU CTOHOBATCSH HEe TOJNMIbKO pO6OTM3MpOBﬂHHbIMu,

[MouTk TPETb KOMMAOHUM y>Xe BbICTPOUNA CUCTEMY B3OAMMOOEUCTBUSA C KIIUEHTOM B €UHOM OKHE U ycnewHo pewaeT CBOU 3aga4n.

Llenu BHeagpeHUsI OMHUKAOHAONIbHbIX KOMMYHUKaUun, %

O6paboTtka B eguHom okHe 100%
0OpALLEHWUIt KNTMEHTOB U3 BCEX KOHANOB

ABTOMATU3ALMS PYTUHHDBIX ONepaLunii

EnmHaa nctopusa B3ammopeiicteus
C MONb30OBATENEM

PopmMMpoBAHME MO3UTUBHOIO KITMEHTCKOIO
OMbITA U MOBbILWEHUE JTOANTIbHOCTU KNTMEHTOB

OboraiieHre MHGOPMALMU O KITUEHTAX;
obbeMHeHMEe OAHHbIX O MOKYMNATensax
MeXay OHNIAMHOM 1 0dNANHOM

CHUXEHMe CTOMMOCTU KOHTAKTA
C KJIMEeHTOM

[lepcoHannaauyma KOMMYHUKALNA,
30LMTA OT MOBTOPHbIX KOMMYHUKALMI

€» | NpoBuskec

YpoBeHb ooCTUXEeHUs Lenei

71%

79%

65%

65%

146%

54%

@ DocTurnytble uenm

69%

[MocTaBneHHble uenu

28

[lonb3ytoTcs
nnatpopmamu
OMHUKAHAJIbHbIX
KOMMYHUKALKIA

[TnaHunpyioTt
HOYATb
NOJSIb30BATbLCS

15%

Y3HaiTe 6onblie 06 OMHUKAHAbHbIX
KOMMYHMKaLUMax gna busHeca

(yamars sonoue )



https://moscow.megafon.ru/corporate/productsandsolutions/products/omni.html
https://moscow.megafon.ru/corporate/productsandsolutions/products/omni.html
https://moscow.megafon.ru/corporate/productsandsolutions/products/omni.html

HecmoTpa HaO cTpeMmuTenbHoOe pa3BMTHe U BHeAAPpeHUe HOBbIX KOMMYHUKALMOHHBbIX
cepBMCOB, 6a30Bble pelueHUus, B UacTtHocTu 8-800, He TepaIOT CBOen AKTYUONTbHOCTHU

Llenu BHegpenua 8-800, %

MI/IHI/IMI/I3CIL|,I/IFI noTepb BXOOALLKUX 3BOHKOB

YnquueHme UMULOXKA; NnoBbilLEeHNE CTATYCA

Passutne 6mnsHeca;

yfyulieHne KOHBEPCUN B NMPOQANKH,
yBenMUeHUe YMcna 3aKa30B/KNNMeHTOB

[loBbiLLEeHWEe NOANbHOCTU KJIMEHTOB

YBennuyeHne KoHBepCUU camnTta:
C NnoceljeHnsa B 3BOHOK

[loBbILLEHWE KOHKYPEHTOCNOCOOHOCTH

fb \ [lpobusHec

YpoBeHb OOCTUXEHUS Lene

/

67%

65% 39%

cMmornn yBeJsindmTb
npoaa>un € NOMOLLbIO

@ [octurhytbie uenu

8-800
76%
64% B cpeaHem
peancw 27 %
YOosoChb NOBLICUTD
59% KOHBEPCUIO C CaKnTa

B cpenHem 29%

yaanocb MUHUMU3UPOBATb
noTepu BXoAsLWMX 3BOHKOB

58%

NocTaBneHHble uenu

Y3HaiTe 6onblie 06 ycnyre 8-800 (Yaucrrb Gonblue )



https://8800.megafon.ru/

Bl-lenpel-me KOMMUYHUKUOLMUOHHbDbIX CEepBUCOB HOCTO
NMPOUCXOAMT NP YYUOCTUU BHELLUHEero naprTrHepda

MHoroneTHuit onbIT U aKCnepTmn3a no3pondioT NOCTABLLMKAM CepBUCA NPOAHAJNTM3NPOBATDb
3ad4da4y CoO BCeX CTOPOH U NpeanoXXnTb nydillee pelueHue.

OTBeTcTBEeHHbIN 3a BHegpeéHUue KOMMYyHUKALUOHHbIX CepBUcCoB, %

LLItaTHblE COTPYAHUKM A _
BHewHM napTtHep, 19 _

AyTtCcopCHUHIroead KOMNAHMA

BHewTaTHbIE COTPYAHUKH 20

54%

€» | NpoBuskec



Yauwe Bcero nocTaBliMKAMMU TPAAULIMOHHBbIX FOJIOCOBbIX Ycnyr
BbICTYNAIOT Onepatropbl CBA3U, 3a OCTANIbHbIMMW CEPBUCOMM
NnpUBbIYHO oOpaualorca k UT-komnaHuam

NMocTaswmkm cepBucoB, % ['onocosoit BATC 8-800 Ounnaiin-BKC ~ OmHm- YaT-60TbI
pobort KAHAMbHblE

KOMMYHHMKALNHN . . ‘
OnepaTtopsbl cBA3M
dxcnept Mera®oHa

Passutne mobunbHoM cBSI3U

UT-komnaHum / UHTepHeT-koMNaHWUM N ee NPOHNKHOBEHWE BO BCe

cdepbl XM3HU OTKPbINO HOBbIE
m 45 30 17 4+8 50 ol rOpMU30OHTbI ANa 6usHeca.
YHuKkanbHas aKkcrnepTusa
M LUMPOKME BO3MOXHOCTH

MpouseoauTenu / MNoctaswmkm o6opynoBaAHUS Mera®oHa kak onepartopa

CBSI3M MO3BONAIOT NPEANAraThb
m 12 14 8 16 16 10 PbIHKY 3perible, KOMMIEKCHbIE
peLleHmns, KOTopble CMOCOOHDI
3AKPbITb MOKCUMYM

dpunaHcepsl notpebHocTek
KOMMAHWI MO OpraHU3auum
E 7 1 1 3 8 12 O13HEC-KOMMYHUKALWA.
I-I E AkcnepTbl Mera®oHa nomoryt nogobpatb Y3HaTh GonbLe
po U3HEC OonNTUMAJbHbIE peleHusa ansa Bawmnx brusHec-3agay



https://ordering.megafon.ru/voiceindex

PaGoTa c noapsaAuYMKAaMM NO3BOJMYET B NepByYio ouepeab VIMHUMU3UPOBATD
3aTpaThbl HAO NOUCK U NOAroTOBKY CNEeLMasiMcCToB, ObICTPO BHEeAPATb
HeoOxoauMbIe cepBMUChHI

NMpenmywecTea paborbl ¢ NnogpaIAUYUUKAMMN:

NG > & i"z % ®
51+ O, 3O L7 36% 33%

MuHnMu3auua 3aTpaT OnepaTtrBHAS peakums CokpalleHre BpemMeHu [NoBblweHMe kayecTBA BoamoxkHocTb bonee adpdexkTmBHDBIN
HQ MOUCK U MOAroTOBKY HQ BHELUTATHbIE HQ BHeApeHue n apPekTUBHOCTH OMNepPATUBHOIO N3MEHEHMUS KOHTPOJIb HOA PACXOAAMMU
CneumnanmcToB cuTyaumm pPaboTbl BHEAPSEMbIX obvema 3anau MO BHEOPEHMIO
CepBUCOB CEepBUCOB

fa \ [lpobusHec



busHec Mcnonb3yeT ece npenmmMmyiljecretl KOMMYyHUKALNOHHDbBIX CepBUCOB

u HapaujuusaeT MHBeCTULUnm

\
90

KoMMyHMKALMOHHbIE cCepBUCHI
OONOSNHAIOT ApYr Apyra, nosbiAs
NPOAYKTUBHOCTb COTPYOAHUKOB

€» | NpoBuskec

~~
88

KoMMyHUKauMOHHbIE cepBUCHI
no3BonaT busHecy
ONTUMU3UPOBATb CBOM PACXOAbI

W1 T

NNAHUpYLOT
YBENMUUYNTb 3ATPATDI
HO KOMMYHUKOLUWOHHbIE
CepBuCHl

na 19%

B cpeaHeM




11l @

TexHoNnorum
BKJIIOUAIOT OM3HeC

Y3Hai 6onbuie Ha canTte tech.megafon.ru:
M3yuam 6a3y 3HOHUN, KOHCYJNbTUPYMCH C IKCNEepPTaMMU,

MCNONb3yi HOBbIE BO3MOMXHOCTU U HOAEXHbIe UHCTPYMEHTbI
Mera®oHa anga pa3suTuga ceoero 6usHeca

,51': 0

€ MErA®oH | Npobustec


https://tech.megafon.ru/information/all/technology

