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NMETEPBYPICKAS IIporpamma MeponpHATHIA 10 NOBBLINICHUI0 KAYECTBA
CBbITOBASA ob0cayxkuBanus kaneHToB AO «IlerepOyprckasi cObITOBast
KOMITAHUS KOMIIaHHs» Ha 2024 ron

1. OBIIME NMOJOXEHUA.

1.1. IIporpaMMa MEpONPUATHI IO TMOBBIIICHUIO KadecTBAa OOCIY)XHBAaHUS KIMEHTOB
AO «lerepbyprckas copiToBasi Kommanus» (najiee — [Iporpamma) pazpadaTeiBaeTCs U UCIIOTHSIETCS
©KEroHO B COOTBETCTBMU C TPEOOBaHMAMHU K TapaHTHPYIOUIMM MOCTaBIIUKaM «OCHOBHBIX
MOJIOKEHUH (DYHKIIMOHUPOBAHMSI PO3HUYHBIX PHIHKOB 3JIEKTPUUECKON 3HEPIHM», YTBEPKIECHHBIX
nocranoBieHueM IIpaBurensctBa Poccuiickoit @enepaunu ot 14.05.2012 Ne 442.

1.2. [Iporpamma mpenHazHayeHa Ui CHCTEMAaTHU3allUd M KOMIUJIEKCHOTO BHEAPEHUs
IPEeIOKEHHUH " WHUIMATUBHBIX pereHui B 4acTu MIOBBIIIICHUS YPOBHS
KIIMEHTOOPUEHTUPOBAHHOCTH, MOCTPOCHHUA IIaHa 1o ux mnpoasumxeHuio B AO «llerepOyprckas
cObITOBas KoMIaHus» (naee — O0IIecTBO), oNpeieeHus nokaszaresnei 3h(HeKTHBHOCTH peann3anun
[TporpaMMbl, KOHTPOJIS peanu3aliy NPeaJI0KEHUH 1O MOBBIIIECHUIO KIMEHTOOPUEHTUPOBAHHOCTU U
OLIEHKH TIOKa3arenen 3(pPeKTUBHOCTH ocymiecTBIeHus [IporpamMmel.

1.3. Lemstmu [IporpamMmel SIBASIOTCS :

— TOBBIIICHUE JIOSTILHOCTU KJIMEHTOB 3a CUET MOBBILICHHS KauecTBa 00CTyKUBaAHUS:

— obecreueHue BHICOKOTO YPOBHS yOBJIETBOPEHHOCTH KIIMEHTOB [0 BCEM MOKA3aTENsIM OI[CHKU
YPOBHSI YIOBJIIETBOPEHHOCTH KIIMEHTOB Ka4e€CTBOM 0OCITyKuBaHus (Hanee — OueHka);

— obOecnieuenue 3G GEeKTUBHOW OOpaTHOW CBS3M C KJIMEHTAaMHU JUIsl YCOBEPIICHCTBOBAHHS U
ONTUMM3AINH ACHCTBYIOIINX MEXaHU3MOB B3aUMOICHCTBUS 1 (POPMUPOBAHUS HOBBIX PELICHUI.

1.4. Jlnsa peanu3anvu MOCTaBICHHBIX IEJIEH PEIIatOTCs CIEYIONIUE 3a/[auu:

— (opMupoBaHHe W peanu3alis MEPONPUSATHI HAa OCHOBAaHHMU JAaHHBIX, MOJYYEHHBIX B XOJE
OMEepaTUBHOM W KOMIUIEKCHON OLIEHKH YpPOBHSI YJIOBIETBOPEHHOCTH KJIMEHTOB KayeCTBOM
00CITy)KMUBaHUS;

— (opMupoBaHre W peanu3anvs MEPONPHUATHH MO MOBHIIIEHUIO KA4eCTBA OYHOTO M 3a0YHOTO
(MHTEpPaKTUBHOTO, TUCTAHIIMOHHOTO) OOCTYKHBAHUS;

— KOHTpONIb UcHoNHeHus TpeboBanuii CraHgapra KadecTBa OOCIHY)XMBAHHSI KJIHEHTOB
AO «lerepbyprckas cOpiToBast Kommnanus» (nainee — Ctangapr);

— 3¢ ¢eKTUBHOE HCIOIb30BAHNE KAHAJIOB KOMMYHUKALMU U OOeCreyeHHe KIWEHTOB YJ00HOMH
KOMMYHUKaIuen ¢ O6mecTBoM Onarogapst CO31aHUIO U Pa3BUTHIO IIU(GPOBBIX CEPBUCOB.

1.5. B ocHoBe mexaHu3ma peanuszaiuu [IporpamMmsl 3am0)keHbl MPUHLUIBI CUCTEMHOCTH,
YHA(DUKAINY B THPAKUPOBAHUS MEPONIPUSATHH IO MOBBIIIEHUIO Ka4eCTBa 00CITY)KHUBaHUS KIIMEHTOB.



NMETEPBYPICKAS IIporpamma MeponpHUATHIi 10 NOBLIIEHAI0 Ka4eCTBA
CBbITOBASA od0cayxxuBanus kjaneHToB AO «IlerepOyprckasi cObITOBast
KOMIMAHUA KoMnaHus» Ha 2024 roa

2. TIJIAH MEPOIIPUSAATHUM 11O MOBBIIIEHUIO KAYECTBA OBCJIYKUBAHUAI.

®opmuposanue [Iporpammer O61IECTBa OCYIIECTBISAETCS CIEIYIOIIUM 00pa3oM.

2.1. IlpoBouTCS aHAIM3 TEKYIIETO COCTOSIHUSI.

Jnsi cocraienust [IporpamMmbl MPOBOIUTCS aHAIM3 TEKYHICH CHTyallMid C Y4€TOM JaHHbBIX, IOJyYCHHBIX MOCPEICTBOM OILICHKH YPOBHS
ynosierBoperHocTH Kimenros ObmiecTBa 00CIy)kKMBaHHEM BO BCEX KaHajlaX KOMMYHHUKanuu. Ha ocHOBaHUM OLEHKH (OPMYIHPYIOTCS OCHOBHBIC
BBIBOJIBI O TIpO0JIeMax ¥ MPEAJIOKCHUSIX X PEIICHUH B pa3pe3e CErMEHTOB KIIMEHTOB,

2.2. ®opmupyercs [Inan MeponpusTHIA IO MTOBBIIICHUIO Ka4eCTBAa 00CTYKUBaHHUSL.

WMHuIMaTUBHBIE MPEJIOKEHUS M0 MOBBIIICHUIO KayecTBa OOCITY)KUBaHUs, cHOPMHUPOBAHHBIC HA JTale aHajIM3a TEKYILEro COCTOSHHS,
JETAM3UPYIOTCS B IEPEYHE MEPONIPUATHI, KOTOPBIC HANIPABJICHBI HA PEaJIN3aIHIO IPEATIOKECHUS.

2.3. PazpabatpiBatoTcs nmokasatenu 3ppekTuBHOCTH peanu3annu [I[porpaMmer.

[To kaxmoMy NPEUIOKEHUIO WM TPYNIE MPEJIOKCHUH Ha OCHOBAaHMM PE3YNIbTaTOB aHAIM3a TEKYIIETrO0 COCTOSHUS pa3paldaThIBArOTCS
MIOKa3aTelu, U3MEPSIOIIUE PE3YNIbTAaT 3aINIAHUPOBAHHOTO MEPOIIPUSTHSL.

2.4. Omnpenensiercs 00bEM (prHaHCHpOBaHUs [IporpaMmer.

WHumaTHBHBIC TIPEJIOKCHHS 110 TIOBBIIICHUIO KavyecTBa OOCTYKWUBaHUS, CHOPMHUPOBAHHBIC HA JTAale aHalW3a TEKYIIEro COCTOSIHWS,
npenacraBieHbl B Tabmuie Nol.

Tabauma Nel. Ilnan MmeponpusTHii 10 NOBBIIIEHUIO KA4eCTBA 00C/Ty:KMBAHUSL.
Ne IIpennoxkenus Meponpusitust Cpok Pe3yabTart
1 2 3 4 6
1. OuHoe 00CTyKUBaHNE
11 Oduc obcyxnBanus KimMeHToB B2B
L1 Ouosnts CUJIEHHsl JUIS KJIHMEHTOB B CEKTOpE BHemHuii BuA CUAEHHMHA U KIMEHTOB B 30HE
OXKUIAAHUS o0cmy)KuBaHUs B ce3u ¢ | Obecnieunts [IOK HOBBIMU CHIASHUSIMH IS 1 oxuganust [IOK cooTBeTcTByeT TpeOOBaHHIM
HEHa UIOKAIIMM BHEUIHHM BHIOM HMEIOLIMXCS | KIMEHTOB B CEKTOpE OXKHIaHUs oOciykuBanus. | kBapran | Meroguku  MT-237-2  k  oducam  ouHoro
CEKILIMH. o0CITy)KNBaHHA
112 Omnpocsl 0 KadecTBe OOCIY)KUBAHUS MPOBOASTCS
YCTaHOBHUTH  JOMOJIHUTENbHOE obOopynoBaHne | OpraHn3oBaTh  3aKyNKy JOIOJHHUTEIHEHOTO
. N 4 HEMOCPEJCTBEHHO B MOMEHT IOCEIIEHHsT KITHEHTOM
(TynBTBI  OIICHKM KadecTBa) M TPOTPaMMHBIN | obopymoBaHms K yctaHoBieHHoH B IL[OK
N o kBaptan | LJOK, momHOTa M Ka4yecTBO PE3yNbTaTOB OMPOCOB
MOJyJIb OIICHKH KadecTBa K CHCTEME IEKTPOHHOH | cHcTeMe 3IEKTPOHHON ouepenn TS HOBLICHIIACH
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NMETEPBYPICKAS .
a CEBITOBAS IIporpamma MeponpHATHIL 10 NOBBINICHUIO KayecTBa 00cay:kuBaHus KiIneHTOB AQ «IlerepOyprekas
KOMMAHUS cObITOBast KOMNaHus» Ha 2024 rox
ouepenu IIOK s mpoBemeHHs OMPOCOB | MPOBEACHHS  OIEGHKM  yJIOBJIETBOPEHHOCTH
moceruteneit [IOK KayecTBOM OYHOTO OOCITYy)KHBaHUSI.
1.1.3. YBenuuuiocs KOJIMYECTBO TIOJO>KUTETBHBIX
IIpoBecTu JIOTIOJTHUTEIbHOE o0yuenue | OpraHuzoBarh 0Oy4eHHE CHIEUATHCTOB OYHOTO
4 OT3BIBOB O KadyecTBe oOciayxuBanusi B L[OK,
cnenuanuctoB [[OK HaBblkaM 3¢dekTHBHOrO | 00CIy)KMBaHUS o HarpaBJICHUIO
. " . " KBapTajl | YMEHBIIMIOCh KOJIMYECTBO MIM OTCYTCTBYIOT
B3aMMOJICIICTBUS C KIIMCHTAMU. B3aumoneiicTBue ¢ kiueHTamMu'".
HEraTHBHbBIE OT3bIBBI
1.14. VY noceruteneit LIOK oTcyTcTBYIOT po6IeMsl pu
[MpoBectn HeoOxonumble TexHUUeckne padotel | Obecneunth Pabouee mecro kimmenra B 1JOK ucnonb3oBanun Padouero mecra kinuenta (11K mis
JUIsL obecrieueHus 6ecriepeGOHOrO | HOBBIM IIK, IIPOBECTH HEoOX0IUMBbIe KIIMEHTOB), cBs3aHHble ¢ padoroi IIK. 3amaua mo
1
¢yHKIMOHMpOBaHUs Pabodero mMecto KiMeHTa B | TEXHHUUYECKHE PabOTHI 1iisi cKopocTH pabots [10 cpapray | TPOABIKEHHIO oumaiiH  cepsucoB u JIKK
IHOK u moiHOIEHHOH AEMOHCTpALMM KJIHUEHTaM | IPH NPOBEACHHH KOHCYJIBTHPOBAHUS KIHMEHTOB P BeIMoNHsAeTCs, cnenuanuctel  LIOK  ycnemno
BO3MOXHOCTEH OHJIalH CEPBUCOB. OK mno onnaiin cepsucam u JIKK. JIEMOHCTPUPYIOT KJIMEHTaM BO3MOXHOCTH
CEpPBHUCOB.
1.2. Brie3gnoe oocnyxuBanue B2B
PeanuzoBath BO3MOXHOCTb nony4yenus | Pasmectuts Ha caiite u B JIKK OJI perymsapao CokpaTHINCh IPETeH3UN KIMEeHTOB kaTteropuu B2B
191 | KweHTaMHI HHPOPMALIMK O  TOJIHOMOYHSIX | OOHOBIISIEMBIi peectp WH)XCHEPOB, 2 MO0 BOMPOCY OTCYTCTBHUS CIIOCOOOB MOJydYCHHS
o CHELUATKCTOB  BBIE3THOTO OOCIY)XHBaHMS B | OCYLIECTBIISIOIIUX BBIE3HOE OOCITY)KMBAHUE OT | KBapTail | MHPOpMALMU B PeXKHME OH-JAWH O COTPYIHHKAX,
MOMEHT MOCEIIeHUsI 00BEKTA. umenu [ICK. OCYIIECTBIISIIONINX BBIE3THOE 00CITyKUBaHUE.
1.3. Brie3nHoe o0ciyxuBanue B2C
PeanuzoBath BO3MOXHOCTb nonydenus | Pazmectuts Ha caiite u B JIKK ®JI perynsipHo CokpaTWiIUCh NPETEH3UH KIMEHTOB kaTeropuu B2C
131 | KmenTavn nHpOpMAIMM O  TIOJHOMOYHMSX | OOHOBISIEMBIH peectp WHKEHEPOB, 2 [0 BOIIPOCY OTCYTCTBHS CIIOCOOOB ITOJy4EHUS
o CHENMATNCTOB  BBIE3THOTO OOCTYKMBaHMA B | OCYIIECTBISIOIIMX BBIE3AHOE OOCTY)KMBaHHE OT | KBapTadl | MHPOPMALUU B peXHME OH-TalH O COTPYIHMKAX,
MOMEHT MOCEeIIeHUsl 00BEKTA. umenu [ICK. OCYIIECTBJIIONINX BBIE3JIHOE 00CITYKUBaHUE.
HNHTepakTHBHOE 00CIYyKUBAHHE
2.1. O0cnyxuBaHue Ha opuIaILHOM caiite B2B
Y
IMpoBoanTs peryispHbIE ONPOCH  KIHMEHTOB,
Peann3oBaTh BKIIOUEHHE CCBIJIKM HA OMPOC IO HanpaBneHnue cchlIKM Ha ONPOC BMECTE C OTBETOM
oOpatuBlIMXcss B Komnanuio yepe3 cepBUC Ha
. " " yIIOBJIETBOPEHHOCTH  Ka4eCTBOM  OTPabOTKH 4 Ha obparterne YBEJIUYIHIIO KOJINYECTBO
2.1.1 | caiite Hanpasuts obpamienue", myTeM
oOpamieHns BO BCE OTBETHI, HAIpaBIIeMbIe | KBapTajl | ONpAIIMBAEMbIX KIWEHTOB M, KakK CJIEICTBHE,
HaTIpaBJICHUS CCBUIKM Ha OIPOC B OTBETE Ha
obpamenye kimeHTam yepe3 CRM-cuctemy Ka4eCTBO pE3yJIbTATOB OIPOCOB.
2.2. O6cnyxuBanue Ha oduiragbHOM caiite B2C
Peann3oBaTh BKIIIOUEHHE CCHIJIKH Ha OIPOC IO HamnpaBieHue cChUIKM Ha OMPOC BMECTE C OTBETOM
IMpoBoanTh  peryispHblE ONPOCHl  KIMEHTOB,
YJIOBJIETBOPEHHOCTH  Ka4eCTBOM  OTPabOTKH 4 Ha oOpaienne YBEIMYHIIO KOJINYECTBO
2.2.1 | obparuBmmxcsi B Kommanuio depe3 cepBHC Ha
. " " oOpalleHns BO BCE OTBETHI, HAlpaBisIeMble | KBapTal | ONpallMBAaeMbIX KIMEHTOB M, KakK CIIEACTBHE,
caiire Hampasuts  oOpamenune”,  myTem

kinuenTaM uepe3 CRM-cucremy

Ka4€CTBO pPE3yJIbTATOB OIIPOCOB.
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HalpaBJICHUsT CCBUIKA Ha OIPOC B OTBETe Ha
oOparmeHue.

2.2.2

KonconmaupoBats oOpamieHusi, HarpaBIeHHbIC
yepes ceppuc "Hampaeuts oOpaiienue'", B paMmkax
OJIHOI TIaT(OPMBI € 1IENBI0 YIPOIICHUS aHaIKM3a
U TIOBBILIEHUS Ka4eCTBa OTPAOOTKHU oOpaleHuH

Hactpouts unTerpammo cepsuca "HampaBuTh
obopamenne” ¢ CRM-cucremoii B 4acTu
oOpaiueHunit KMeHToB Kareropuu B2C

2
KBapTal

Otpaxenne B CPM oOpamennii depe3 cait
KiaueHToB Kateropun B2C ympoctuno aHanms
0TpabOTKH OOpaleHuil U MO3BOJIMIIO PEATU30BaATh
HarpaBJIeHUE CCHUIKU Ha ONPOC BMECTE C OTBETOM.

2.3.

O6cyxuBanue B JINTHOM KaOWHETE, B TOM YHCIIE
B MOOMIIEHOM TipriioskeHun B2B

23.1

PeamuzoBath BO3MOXXHOCTH JJIA KIIMCHTOB
OTCJICI)KMBATDh CTATyC U UCTOPHUIO O6paH.[eHHI>i.

B JIKK IOJI peanusoBaTh (yHKIMOHANT IS
OTpa)KeHUs UCTOPHH B3aUMoJelcTBUs Kirenrta
¢ Kommanueii mo BceM kKaHaliaM KOMMYHHKAIHU
(Bcex oOpareHnii 1 OTBETOB Ha HUX) CO CPOKOM
XpaHEeHUS UCTOPUH obpanieHui u
O3HAKOMJICHHS ¢ YBEIOMJICHUSMH He MeHee 12
MECSIIEB.

3
KBapTaJ

KiueHTBl  OTCIICKHBAIOT HUCTOPpUIO W CTATyC

oOpaleHuii, 49TO COOTBETCTBYET TpPEOOBAHUAM
Meromnku MT-237-2.




NMETEPBYPICKAS
CBbITOBASA
KOMIMAHUA

IIporpamma MeponpHUATHIi N0 NOBLINICHAI0 KA4eCTBA
ob0cayxkuBanus kaneHToB AO «IlerepOyprckasi cObITOBast
KoMnaHus» Ha 2024 rox

3. PASMEUIEHUE IIPOTPAMMBI U OTYETA HA CAHWTE OBIIECTBA,

OIEHKA 20®EKTHUBHOCTHU ITPOI'PAMMBI.

3.1. O0mecTBO €XErogHo MyONMKYyeT Ha oduiuaabHOM caite [lman meponpusTuii 1o
MOBBIIIICHUIO Ka4eCTBa OOCITYXKHBaHMsI, BKIIOUYEHHBIX B [Iporpammy, Ha TEKyIIUWA TOA U OTYET O

BbINoHeHUH [IporpamMmbl 3a mpoIIe i MepHo/I.

3.2. O0ImIECTBO €XEeroHO MPOBOAMT OLEHKY 3¢ ¢dexkTuBHOCTH peanu3anuu [Iporpammel. B
UTOTOBOM OTYETE OTPAKAIOTCS: OCHOBHBIC PE3YJIbTATHI, PUYMNHBI HEBBIOJIHEHHS/OTKIOHEHHS OT
IUTAHOBBIX TOKa3zarenei, monydeHHble 3¢dektol. Muopmarus wusnaraercs B paspe3e BHja
OOCITy’)KMBaHUSI W CETMEHTAIlMW, JICNATCS OOIIMe BBIBOJABI MO APPEKTUBHOCTH pPeaTH3aluu

IIporpammsl.




