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RUSSIAN BEHAVIORAL UNIT

TpaHcdhopMmauma apaneBepos
Customer Value
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x 1. [loBepue Kk bpeHaam CHuxaeTca =

pa3oYyapoBaHue

1. MornBea n pekomeHgauum

KOHTEKCTYaJibHOCTb

Scrumtrek

x 3. JloanbHOCTL He yaepxuBaeT
=

by Dr B J Fogg

x 2. HoBble hUTuM Nerko KonupyroTcs g 2. JlerkocTb Bxoaa,
-

3.Xebutanusauma
Hooked model by Nir Yeal



http://bankir.ru/publikacii/20161026/askhat-urazbaev-scrumtreck-pri-ispolzovanii-agile-padaet-effektivnost-10008201/
https://medium.com/startup-grind/nir-eyal-why-you-are-addicted-to-facebook-slack-pinterest-468a86eb562
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http://arsendallan.com/blog/obuchajushie_statji/33

CywHocTtb CX

2.PbIHOYHAA posb

95 % meHepKepos

RUSSIAN BEHAVIORAL UNIT

COBOKYMHOCTb BCEX TOYEeK
MUKPOB3anMMOAENCTBUS
C K/INEHTOM



CywHocTtb CX

RUSSIAN BEHAVIORAL UNIT

COBOKYMHOCTb BCEX TOYEeK
2.PblHOYHaA poJsib MUKpPOB3anuMoAeNncTBus
C KIIMEHTOM

95 % meHepKepos

MHorve ynyckarT 13 Buaa, 4to:

TaunonHTbl Nexart 3a TaunonHTbI NexaT 3a K

npeaenamm npeaenamu ngvéiz-;ggs;mzaﬁ; He
3KOHOMUYECKUX U pauMoHanbHOro XyLIEMy Taq’n0Hl7|Ty
CEPBUCHbIX

OTHOLUEHWUI

KnueHT onpenenset
3HAYMMOCTb Ta4ynouTa,
HE CBEPAACb C MHEHNEM
KOMMNaHuu



CywHocTtb CX

2.PbIHOYHAA posb

1.KopnopatueBHaA
pONb

4% meHenXepos

BECX

RUSSIAN BEHAVIORAL UNIT

COBOKYMHOCTb BCEX TOYEK
MMKpOBBaMMOﬂeVICTBMﬂ C KIIMEHTOM

- NoBeaeH4yeckoe npodunmpoBaHue
- CIM
- KapTa npuHATUAa pelueHun

- CX-KpeaTuB



RUSSIAN BEHAVIORAL UNIT

CywHocTtb CX

CoOBOKYMHOCTb BCeX To4ek
MWUKPOB3aMMOAENCTBUSA C KIIMEHTOM

2.PbIHOYHAA posb

- NoBepeHuyeckoe npoduanpoBaHume,

1.KopnopaTuBHas BECX - CIM )
- KapTta npuHaTtna peweHui
PO/1b - CX-KkpeaTus

- [JJomkHocTb: CX-owner, CX Director

- KPI: LTV cueHapwus

- JKkcnepTtmnsa: BSU

- Kynbtypa: CX- thinking cOTpyAHUKOB
- UHdo obecneueHune: UCPSA

1% MeHeaKepoBs -IT platform ans CEM

CX VS
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CywHocTb CX

COBOKYMNHOCTb BCEX TOYEK

MMKpOBBaMMOAeﬁCTBMﬂ C KJINEHTOM
2.PbIHOYHAA posb

[Mpouecc NPUHATUA PeLLIEHNN

- MoBeaeHuyeckoe npoduIMpoBaHme,

BECX - -CM 3
- KapTa npuHaTMa pelueHunit

- CX-KpeaTus

1.KopnopatusBHa“n
pO/ib

- JomkHocTb: CX-owner, CX Director
Oun3BOACTBA - KPI: LTV cueHapus

CXVS _| - Okcneptmza: BSU
- KynbTtypa: CX- thinking coTpyaHuKOB
- MHdo obecneveHne: UCPSA
_-IT platform ana CEM

1.Cpepcts

1% meHenxepos
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MupoBbie nuaepsl NPpUMEHSAIOT

GuxeBMOpanbHYIO 3KCNEepTU3y

BUG

Benbit gom, USA
https://sbst.gov

K. CacteitH. P Talinep
naypeat Hobenesckoi
npemun 2017

Ogilvy Center for
Behavioral Science

Behavioral Science Lead,
Boston Consulting Group

Walmart

Walmart
Global Head of Behavioral
Science

Tinder
MapnameHT BenukobputaHus,

JloHaoH
http://www.behaviouralinsights.
co.uk

Pinterest
Head of Partner Insights,
Behavioral Scientist,

PepsiCo
VP Insights, Global Snacks Group

Maritz

Wrigley
Director of Insights

Ipsos
Neuro and Behavioral Science Center

Netflix
Uber

Booking.com
Product Owner Persuasion

Google
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https://sbst.gov/
https://sbst.gov/
http://www.behaviouralinsights.co.uk/
http://www.behaviouralinsights.co.uk/
http://www.behaviouralinsights.co.uk/
http://www.ogilvy.com/media-center2017/press-releases/january-26-2017-ogilvy-launches-center-for-behavioral-science/

RUSSIAN BEHAVIORAL UNIT

Touka, B KOTOpPYIO NpUBOAUM

PacrterT:
KomnaHua Bocnpou3ssoauT
Bnro6nswowmin B cebn
Nnosib30BaTes/IbCKUI ONbIT! - 10 20% npubbINbHOCTb 6M3Heca

- no 70% LTV KnuneHTa

- 10 55% CTOMKOCTb K MOBbILLUEHUIO LIEH
- B 2 paza NOBTOPHblIE NOKYMKMU

- B 4 paza nonoXuTtenbHble pekoMeHaauunm

N3 oTueTOB:

accenture rorrester ORACLE ”!H!

https://www.mckinsey.com/industries/retail/our-insights/the-three-cs-of-customer-satisfaction-consistency-consistency-consistency
ORACLE, otyeT https://drive.google.com/drive/folders/1Q_zkuTwrVUMLU2r1olL7TWvJ-B1Xqu-gZ
https://www.pwc.com/us/en/advisory-services/publications/consumer-intelligence-series/pwc-consumer-intelligence-series-customer-experience. pdf
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Monb3a CX Value Stream

16%0

MoTpebutenn roToBsbl
noTpatuTb 40 16%
6onblUe C XOpOoLINM
CX

N3 oTyeTOoB:

5%

roTOBbl MNATUTb
6onble 3a rapaHTuto
xopowero CX

86%0

roToBbl N1ATUTb
bonblie 3a
MoBbILLIEHUE
kayecTtBa CX

accenture rorrestir ORACLE ”’.HH

https://www.mckinsey.com/industries/retail/our-insights/the-three-cs-of-customer-satisfaction-consistency-consistency-consistency

ORACLE, otyeT https://drive.google.com/drive/folders/1Q_zkuTwrVUMLuU2rlolL 7TWvJ-B1Xqu-gZ

https://www.pwc.com/us/en/advisory-services/publications/consumer-intelligence-series/pwc-consumer-intelligence-series-customer-experience.pdf
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HekoTopble pe3ynbTaThl

rPynna
4yTns3

NoBbIWEHNE KIIMEHTOLEHTPUYHOCTU
KOPNoOpaTMBHOM cpeabl

[ mrc

uenb:
POCT B CEFMEHTE «MOJIOAEXDB>»,
3KOCUCTEMa

caesiaHo

HoBblt CX AnS COTPYAHMKOB.
KopnopaTusHasa aHTpononorus,
K/IMEHTOLIEHTPUYHAsA HepBHas cuctema
HOBbIN KPI

MNMoBeaeHuyeckoe NpoduaMpoBaHme u
NoBblLLIEHNEe BOCMPUHMMAEMOro KayecTBa

RIF1U

RUSSIAN BEHAVIORAL UNIT

+7%

2017 2018
PocT 6v3Hec nokasatenei

+10%

2017 2018

Poct B cermeHTe
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HekoTopbie pe3ynbTaThl

KpeawnT Q) Esponabarik
uenb:

pa3BuTMe bmsHeca
KPEAUTHbLIX KapT

AnNbodA
CTPAXOBAHWE

uenb:

pa3BnUTUE KaHasloB Npoaax

MCK

CTpaxoBasi KomnaHus Ton -10
uenb:

noeblleHNne ﬂpl/l6b|ﬂ bHOCTK BU3Heca

caesiaHo

RIZ1U

RUSSIAN BEHAVIORAL UNIT

cTtano
4 mecTo (+34)
+20% +18%
. 5 mecTo (+2)
HoBbin CX: npeanoxeHve KapT B
MepyaHTax. MoMeHTanbHbIW Bbinyck B TL
2007 2008 2007 2008 7 mecTo 38 mecTo
Bobinyck kapt TpaH3aKumm Mo Kon-By KapT Mo npubbinn
+15%
1 mecro (+4)
HoBbin b2b CX: renmundurkauus
OTHOLWEHNIN C AncTpmnbyumen
2010 2011 4 mecto

PocTt npopax
bbicTpee pbIHKa

CX-TpaHcdopMauusa: nosegeHyeckoe 6Mm
npodunmposanue, CIM, CX-au3aiH,
M3MEeHeHne Kopn. cpeabl 1,3 mapap

Mo nepBoi pekomeHAALMMU
B AWUCTPUBYLMK

Mpubbinb + 4.7 mapa. p 3a 1.5 roga

2013 2015

Y6bITOK KOMNaHWUU
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OcTtaBauTtechb #1 HUMANIZE YOUR

HauyHuTe c Intro cemunHapa DIGITALIZATION!
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ApceH OannaksaH

arsendallan.com




