er Experience
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O YCM

+ 4710 Takoe CX

+ B 4yeM akTyanbHocTb CX ong E-Commerce
+ Kakue npobnemsbl pellaeT

+ NMoaxoabl pasHbIX KOMMNaHU

+ MHCTPYMEHTHI
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B3anMMOOencTBUA KJIMEeHTA

C onpeaneneHHbIM NPoaOYyKTOM, B paMKax
OOHOIro KaHana npwv BbIMOJTHEHUN
onpeaeneHHou 3agavn

aic.
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B KAKUX OTHOLLEHUSAX Bawl 6U3HeC
HaxoguTCH C noTpedutenem Ha BCEM
CpoOKe B3anMoaencTtesmsa ans
OOCTUXKEHUS ero ueneu
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UUCM

1. YyBENNYNTDb BbIPYYKY

2.COKPaTUTb U3OEPXKKU
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NACSHTUNYHOCTD
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MOCMOTPETDL NY4YLLNX N CKONMNPOBAaTb
He caMbiv Ny4Ywunn nnaH

aic.
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DBEK
ANaTKy
3apTane,

3aLll cynepmMapkeT
Ha NepBOM 3Ta)ke ero oo
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X TaK MPOUNCXOAUT NMOTOMY YTO
VHUKaNbHOE TOproBoe npenioXxXeHune
He COOTBETCTBYET Lle/IeBOU ayanTopun
N ee npobnemamM y NoTPEOHOCTAM
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sa0aui org (X
MAKCUMANBIHO 1POCTIbL

X MOHATb NPUYUNHDI

X CNpoeKTUpoBaTb HOBbIV OMNbIT/
npoayKT/6mnsHec/cepBunc/punyy
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Kouuecneo Oanmslx!

HO Mo4yeMy 3To Npobnema?
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3000 npopaBuos, 20
kateropun n no 100000
SKU B Ka)xaowu Kateropuu,
Ha 9TO HaNoOXXnTte 48
NOPTPETOB Ballen uenesou
ayountTopun, 18 uneppoBbIX

n odpdpnanH KaHanNoB.,
60000 TpaH3akunmn

B oeHb, 4000 HeratmBHbIX
oT3biBOB B AeHb 1 10 000
pekoMeHpgauun ...




JIPOONCMbL

1. HAJO KaK-TO cobpaTb N3 3TONO NOTOKA
HY>XHble ONnd peweHns 6msHec-3agayn
NaHHblEe

2. Hago Kak-To X NPOUNHTEPNPETUPOBATD,
4TOObI NPUHATb BEPHOE peLleHne

aic.
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CIM noszeorgem eruqgme
I GOPOHK)

* Korpa mbl 3abmBaemM Ha Npo6sieMbl U MOTPEOHOCTU NOAEN
Ha Ka)XaOM U3 Waros, Mbl Mo1Iy4aem OoTBaIMBatOLLUNXCH
Ha Ka)XaoM Lare KJIMeHTOB.

X KaykabIv War KJIMEeHTCKOro NyTU Ba)XeH, TaK Kak OH
BNUSAET Ha peLlleHne KJIMeHTa O MOKYMKe.

aic.


https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/
https://aic.ru/

[lo nokynku MNokynka OxupaaHue 3aKasa Ynorpe6nenue 3akasa MoBTOpHaA NOTpebHOCTbL
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Kaywewne Odopmn

rpMnOMEuNa/CaRTa Baibop nosa saxasa 06paboTra 3aKas Rocranxa xypbepos
Onpeaencume Npameenme

BamAnme BrusHmwe HTepec BoasMKHoBeHNe rnaB=oro Opopmaenme AR/ CXMAKM NonyyeHue IaKaza KommexTaums Hanota

6penpa OKpYWeHmR X Kathe W cepencam noTpebHocT KpuTepRR Bri60p Kyxsm Buibop cnocoba Nocewenme TO Haysenme MeHo 3aKa3a W NPOMOKOAA loToexa 6moa Ha Kacce 3axaza Kavecteo 6aon (onumoHanbo) Ovser Ha wanoby Boibop cnocoba PeakTmsaums

f;

Tpurrepo

o
MapwuHa Kupeesa, 36 ner

NparmaTuk

~3260TMTHCA 0 cebe M mHorAa 6anosaTs cebR

Cnocobbl NOKyNKu enu-

[

Do voam o obure

Jmounu

Wcnonsayembie NpUNOKEHUA Mbicnu

Morpe6HocTn

NereHpa Bapuepsi

Online
Offiine
HegocTynHo

PoaxTnsainn
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C\X + Consulting

BO-MEePBbIX, OH CY)XKaeT 061acCTb
SKCNEPUMEHTA

BO-BTOPbIX, CX 3HAYNTENbHO y.uemeBn;leT
CTOUMOCTDb OLLII/I6KI/I Ta KO ro o
eKcnepmmeHTa
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desion thinnking by udeo

CONVERGE ' | '

DIVERGE

RESEARCH IDEATE TEST DELIVER

DESIGN CHALLENGE SYNTHESIS PROTOTYPE REFINE

INSPIRATION IDEATION IMPLEMENTATION



C

Baseline and Plan

Frame
Plan
Research

Synthesize

Build and Refine

Ideate and Envision Minimum Viable
Product (MVP)
Design Define MVP
Prototype Build MVP
Define impact Pilot and refine

Prioritize and decide

Enable and Build Sustainable Digital Capabilities

ldentify long-term
solution and
organizational impact

Release

Implement change

AsSsess

Define target Set up

Operate and scale

Source: BCG.
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Example: Linkages measuring consumer experience throughout call to a utility company

Top-line
customer-
experience
metric

Overall
customer
satisfaction

Each metric
can be
correlated

to overall
satisfaction
and thus any
business
outcome

to provide
clear link to
financial value

Customer-
experience
driver

Each driver
of customer
satisfaction

can be used to

isolate impact
of potential
service-level
improvements

Journey
experience

Pay bill

Each
journey’s
importance
can be
compared
with top-line
metric, and
satisfaction
can be
compared
across
companies

Touchpoint

experience

Contact
regarding bill
or estimates

Touchpoint
satisfaction
within
journey

and its
importance
can enable
targeted
intervention

Experience
driver

Waiting time

Experiential

elements such
as ease and
courtesy can
provide details
about drivers
of satisfaction
for each
interaction

Service
level

<2 minutes

Service-level

KPIs' for
things like
waiting time
can provide
details about
drivers of
satisfaction
for each
interaction



Q002le desion sprint

Phase 1 Phase 2 Phase 3 Phase 4 Phase 5 Phase 6

UNDERSTAND DEFINE PROTOTYPE VALIDATE
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OTPEBHOCTIU
BaEM,

bopMynnpyem
LLenn 6msHeca,
MPOEKT3,

NccsieqoBaHNA

pa3k
N yryul
NPOOYK




HKOAQHCOB MHOIO
HO CYTb eaAunHa
MHOIrme KoMmnaHumn
noHUmMatoT, YTo CX
aHUMaET KpanHe
Ba)XHYIO POJ1b OIS
NpaBUIbHOIO 3anyckKa
N pa3BUTUA BU3HECa

aic.
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UHCTDYMCHINBI —

BCerga 3aBUCHAT OT 3a4a4U
N noadumparoTcsd noa Hee

KOJIMHEeCTBEHHDbDbIE Ka4deCTBEeHHbIE pe3yJ/ibTaTbl
e KOJIMYECTBEHHbIN OMNMPOC e aHaAIN3 KOHKYPEHTOB U 6EHYMAPKUHT e NEPCOHDI

e KAPTO4YHasa COPTUPOBKA e INYOMHHOE NHTEPBbLIO e CUM

e treetesting e TECTUPOBaHME 03aONNNTU O4YHOE/ e service blueprint
e CPpaBHUTENIbHOE TECTUPOBAHUE ONCTaHUMOHHOE e jObs to be done

e TECTUPOBAaHME BU3Yya/IbHON KOHLUEMLNN e METO4 AHEBHUKA e workshop

e HAGNOOEHUSA

e GOKyC-rpynmna

aic.
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HAL CAUTI Anmon Bunozpados
arc.ri omnogradov@aic.ru
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