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CONTACT-LLEHTP NOBbICUT
YPOBEHDb JIOAJIbHOCTH
BAWUX KJINEHTOB

LlenTp 06paboTku BbI30BOB (Contact-ueHTp, Call-ueHTp) — 310 IQPEKTUBHDIIA UHCTPYMEHT,
ONTUMU3MPYIOLLNIA NpoLecc 06paboTKyM 3aNPOCoB KNMEHTOB. KOHTAaKT-LeHTp npeacTaBnAeT
060 COBOKYMHOCTb anmapaTHbX, a Takke MPOrpaMMHbIX CPeAcTB M anropuTmoB,
npeaHa3HauYeHHbIX 417 PErncTpaLmin 3aABoK Nosb30BaTeNeld, X MapLUPyTU3aLIAN, KOHTPONA
PeLLeHNA 3aj1ay 11 Bbaun pe3ynbTupyloLeil MHopMaLMn NoNb30BaTenio

Hanbonee adpdekTsHO Contact-LUeHTPbI MOTyT
MPUMEHSATBCA B TakWX OTPACTAX, Kak 6aHKOBCKMIA Cek-
TOP, CTPaxoBble, TPAaHCMOPTHbIE, TYPUCTUUECKINE KOM-
NaHnK, T.e. KOMMaHWUK, KOTOpble PaboTaloT C 6OMbLLVM
KONMYECTBOM BXOAALLMX 1N UCXOAALLMX TenedOoHHbIX
1 He TONbKO TeneGOHHbIX BbI30OBOB. [1og TepMUHOM
«Contact-LeHTp» 0BbI4YHO MOHMMAETCA C1CTemMa Obpa-
60TKM 0bpalleHNIt B KOMMaHMIO MO NtoObIM TeNeKoM-
MYHUKALMOHHbIM KaHanam cessw, TepmuH «Call-LieHTp»
00bIUHO MCMNOMBb3YETCA NPUMEHUTENBHO K 06paboTke
TOMbKO CTaHAAPTHbBIX TeNedOHHbIX BbI30OBOB.

3auem 370 Hafo? Bbl BefeTe ycnewHblii busHec.
Balua komMnaHWA npeaaraeT ToBapbl 1 YTy BbICOKO-
ro kavectsa. [poayKLUWA Ballel KOMMaHuW oTBeyaeT
TpeboBaHWAM ¥ OXKUAAHMAM KeHToB. O3HauatoT n
31 GaKTbl, UTO NOANBHOCTL KNMEHTA U ycrex bu3He-
Ca B LIeNOM rapaHTUpPOBaHbl? B yCNoOBKAX BICOKOW
KOHKYPeHLMM 0OCNyK1MBaHWe CTaHOBUTCA Hanbosee
Ba>KHbIM GAKTOPOM, MO3BOIAOLLMM COXPAHUTL KeH-
TOB 1 [OBUTBCA UX NoAnbHOCTW. Contact-LieHTp — 370
BaXKHEWLWUIM NHCTPYMEHT 1A NOCTPOEHNA B Ballel
KOMMaHMN KaueCTBEHHOWM CUCTeMbl OBCAYKMBaHWA
KIMeHTOB. VIHTYWUTBHO MOHATHO, UTO Heslb3A BCe pe-
CypCbl Balero br1sHeca HanpaBwWTb Ha PeLleHe 3TON
3aaun. ITO 3HAUWT, YTO Nepep Bamu BCTaeT 3ajaya
ONTUMM3ALINM: KaK PeLIWTb 3aAady, BbieNNB Ha 3TO
NPOrHo3Mpyemblii 06bem pecypcos v NPy STOM eLlje
MMETb MHCTPYMEHTbI OMEPaTUMBHOIO KOHTPONA Napa-
METPOB 3TOM CaMOW «KaueCTBEHHOM CUCTEMBI OBCY-
MKNBAHMA KNNEHTOB»?

VIMEHHO 3TV TPW 3afjaun peLaoT TEXHONOT NN,
npumeHsaemble B Contact-LeHTpax v Call-LueHTpax —
370 (1) NOBbILLEHNE KaueCTBa OOCNYKMBaHNA KIMEH-
TOB Yepes (2) NoBbILLEHNE MPO3PaYHOCTY, yHUDVIKa-
UMK 1 CTaHAAPTM3aUMK BaLMX OM3HEC-NPOLIECCOB U
(3) ocyulecTBneHVe ONepaTMBHOIO KOHTPONA 3a yrno-
MAHYTBIMU BblLLE ABYMA MPOLECCAMUI.

OcHoga nioboro Contact-LeHTpa — akaaeMUUeCKU
CTporas TeopMA MacCoBOro 0BCYKMBaHMA, NepBOHa-
YarnbHo BHeapeHHas B TenedoHHbix Call-LeHTpax ¢ 06-

PabOTKOW TOMBbKO BXOAALLErO MOTOKa Bbi30BOB. [l0BONBHO
ObICTPO 3Ta TEOPUA MONYYMIa CBOE Pa3BUTME U peanm3o-
Banach B Call-LieHTpax ¢ 06paboTKOM UCXOAALLMX BbI3OBOB.
[anee 3Ta TexHONOrWA PacNPOCTPaHWIaCh Ha BCE BUADI
BXOAALLMX 1 UCXOAALLIX BbI3OBOB M COEANHEHNIN — haKcbl,
e-mail n npoume. Tak nossunmncb Contact-LieHTpbl.

Hayanom noboro npoekTa Ao/MKEH ABUTLCS ayanT
TENEKOMMYHIKALIMOHHOW Cpefibl KOMMaHWKW 1 OLieHKa ee
COOTBETCTBMA TEKYLLUMM M NePCreKTUBHbIM O13HEC-NPo-
teccam. o pesynbTaTam ayanTa HeoOXxoaMMO pa3pabo-
TaTb KOHLENUMIo TpaHchopmaumm cyulectsytoulero Call-
LieHTPa KOMMaHWn B HOBbIM Contact-LueHTp.

BblpaboTaHHas KOHLeNLs JOMKHa MakcMManbHO Co-
OTBETCTBOBATH BaLUVM TEKYLLMM BU3HEC-TPOLECCaM 1 Mo-
BbILLIATb UX PGEKTUBHOCTL Yepe3 NpUMeHEHNe MHHOBA-
LIMOHHbIX TeXHOMOrMin camoro Contact-LieHTpa — CUCTEMBI
MNHTEPAKTUBHOrO rofloCoBOro MeHto VR, cuctemsl paboTsl
C UCXOTALMMM KamnaHusamMim Bbi3oBoB (Call-LieHTp «Haobo-
POT»), CUCTEMbI «OOPATHOTO BbI30Ba» U T4,

CornacHo BblpaboTaHHOM KOHLIEMLWM BCE 3TO AOMKHO
BbINOMHATLCA C UCMOMNb30BaHKEM BCEX TUMOB TENEKOMMY-
HUKaLMOHHbBIX KaHanoB — CNy»KObl KOPOTKMX COODLLIEHNI
SMS, nHTerpaumm B KOPNOpaTUBHbIV MHTEPHET-NoPTaN C
nomotbto cyx6bl WEB-chat, nopnepka pexnma Braeo-
3BOHKa OT CMeLManmn3npoBaHHOro TepMmnHana 1 7.4. He
[OMKeH NPOMNACTb HY OANH BbI30OB — TaK PeLLAeTCA 33fa4a
MOBBILLEHMA KaUeCTBa OOCIYKMBAHWA KIIMEHTOB.

BaxHbIM acnexkTom npoekTrpyemoro Contact-UueHTpa
JIOMKHa ABNATLCA CTPATEra NePCOHMPUKALINM U YHWKab-
HOCTM KaXK[0ro KOHTAKTa C KIMEHTOM.

Contact-LieHTp NO3BONAET CO3AaBaThb ANrOPUTMbl 00-
PabOTKM BbI3OBOB MPaKTUUeCKM NtoboV COXKHOCTY Yepes
GYHKUMIO yNpaBneHvs oyepeasmMi BbI3OBOB. [epBOHa-
YarnbHasa obpaboTKa 1 pacnpeaeneHme Bbi3oos B Contact-
LieHTpe OCyLEeCTBNAETCA C NMOMOLLbIO MHTEPAKTUBHOIO
ronocoBoro meHio IVR, KoTopoe (ecnv BbI30B HE MOXET
6bITb 06paboTaH HeMeaIeHHO) NO3BONAET HaMNPaBATb
BbI3OB B HY)KHYIO OUYepe/ib. 3aTem BbI30BbI MOCIe0Ba-
TeNbHO pacnpeensaTca 13 ouepear No Mepe nossne-
HVS CBOOOAHbIX ONEPATOPOB WA CEPBUCOB rONOCOBOIO
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NHTepdeircbl onepaTopa n agMUHUCTpaTopa

MeHI0. Takmx ouepeiell MOXET ObiTb HECKOSBKO C Pa3HbIMM
anropuTMamy OOCITYKMBAHWA 1 pacnpeaeneHna — ans
00pabOTKM 3aMpPOCOB GUNYECKIX U IOPUANUYECKIX ML,
VIP-KnveHTOB. TakM 006pa3oM peLlaeTcs 3a/jada aBToma-
TruecKor 0b6paboTKy BbI3OBA KNWEHTa B TeX CUTyaLusX, rae
3TO BO3MOXHO 1 BbICBOOOXIAETCA pecypcC OrnepaTopos
[NA HENOCPEACTBEHHOMO OBLLEHWA, FAe 3TO HEOOXOAMMO.
Bnaropapsa Tomy, UTO CyLecTByeT efjHasA 6a3a AaHHbIX O
KOHTaKTax, BCe ornepaTopbl 061afaloT paBHOM MHOpMa-
UMel O KnvieHTe 1 MoryT obecneumTb paBHOe KaueCTBO ero
00cnyx1BaHWA. Tak pellaeTca 3adava CTaHaapTM3aLUmMm 1
yHUMKaLMM Or3HeC-NPOLIeCCoB.

BbI6Op KOHKPETHOro ClieHapus pacnpeaeneHns Bbl-
30BOB 3aBWCUT, Kak NMPaBWO, OT CNEeLUNOUKIA KOMMAHNUN.
CyulecTsytoT, Hanpumep, cTpaterin obpaboTK BbI30OBOB,
NPV KOTOPbIX BbI30B HaMNpaBnAeTca Hanbonee Komne-
TEHTHOMY OfepaTopy Mo Teme BbI30BA WM OrnepaTopy, C
KOTOPbBIM KIMEHT YKe KOHTAKTVMPOBas Npu nNpeabiayllem
06paLLEHNM B KOHTAKT-LEHTP. [pVIMEHeHVe TakX CLieHa-
pVIeB MO3BOSIAET COKPATUTL Bpems 0OCIYK1BaHSA BbI30Ba
KNMeHTa He B ylLiepb ero KauecTsy, v, CejoBaTesbHO, Ta-
Kie cLeHapuv GOPMUPYIOT MONOKUTENbHBIA MUK KOM-
NaH1M B LIENIOM.

[ina onepatnBHOro 1 3GGEKTUBHOIO ynpasneHuna
MapLIpyTU3aLMelt BbI3OBOB B YacChl MUK U MPW APYrvix
KPUTUUHBIX CUTyaLmax B cocTaBe Contact-LieHTpa npw-
MEHAETCA MHCTPYMEHT CyrnepBr30opa-agMMHUCTPATOPA.
AOMUHUCTPATOP B PEXMME PeanbHOro BPeMeH vepes
UHTYWUTUBHO MOHATHbIN MHTepdEC No3BoNAET ynpaBnaTL
napameTtpamm Contact-UeHTpa, TaknmK, Kak nepeHasHa-
UeHWe onepatopa B Apyryto rpynny (Hanpumep, B Ty, rae
HEOXWMAAHHO BbIPOC MOTOK BbI30OBOB), MPUHYAUTENBHOE
BKIIIOUEHVIE WM BbIKIIOUEHE OrnepaTopa U T.4. B 3Tom xe
nHTepdeiice aAMUHUCTPATOP MMeeT AOCTYN K CTaTUCTW-
ueckol MHGopMaLMK (peanbHOro BpemMeHu 1 nctopunye-
CKOW) AnA OTBeTa Ha BOMPOCh!: «HacKoNbKo 3GGeKTVBHDI
ero onepartopbl? Hackonbko OHM 3arpyeHbl? He 136bI-

TOYHO I UX KONMYECTBO MAK HaobOPOT, He Mano Nn
1X Ans 06ecneyeHms HyHOro YPOBHA KauecTsa? Ka-
Kvie mapameTpbl MOXHO YAYULWNUTb ANA AOCTUXKEHVA
TpebyembIX KioueBbIx MokasaTtenein 3GdeKTVBHOCT?»
OTBeTbI Ha 3TV BOMPOCHI 3AMUHUCTPATOP MosyyaeT
HarnAaaHo B Umdpax v rpadukax ¢ MOMOLLbIO MacTepa
reHepaTopa OTYETOB.

OyHKUMA CynepBr3opa-aaMmMHMUCTpaTopa no-
3BONIAET He TOMbKO 3hdekTnBHO ynpasnaTe Contact-
LIEHTPOM B ONEePaTBHOM PEXIMME, HO 11 B UCTOPHYe-
CKOM pa3pese Mo3BosiseT OLeHNTb 3GPEKTUBHOCTb
BHepeHvA Contact-LeHTpa B Lienom, T.e. No3BonaeT
OLeHUTb 3GdeKTUBHOCTb BalWX MHBECTMUMN. Tak
peLlaeTcA 3afaua OnepaTvBHOrO 1 CTpaTernyecko-
IO YNPaBeHa KauecTBOM OOCNYKMBaHWA KNMEHTOB
1 33fla4a KOHTPONA CTaHAapTM3aLmMn 1 yHUUKaLMm
613HEC-NPOLIECCOB B BaLLe KOMMaHNUM.

MNepeuncienHblin dyHKLMOHaN (1 He ToNbKo) Obin
peann3oBaH komnaHuen «MHTEPCUCT» B ogHOM 13
KPYMHbIX PernoHanbHbix 6aHKoB Mepmckoro kpas Ha
6a3e 0O0pyAOBaHMA 1 peLeHnii KommnaHun Genesys.
CnepnyeT OTMETUTD, UTO 3TO AOCTATOYHO MACLITabHbIN
MPOEKT, peanisaumna KoToporo no3sonwna baHky Ao-
CTWYb B NEPBbIE HEZENN OMBITHOW 3KCMNyaTaLmnm yse-
JINYEHWA NOKa3aTens ypoBHA 00CyK1BaHWA € 85% B
Call-ueHTpe no 92-93% B Contact-ueHTpe. MpoueHT
NOTEPAHHbBIX BbI30BOB Ynan ¢ 12% Ao 8% 1 noABUnCh
[OMONHNUTENbHbIE KaHasbl 0OCNYXMBAHWA KIMEHTOB
MO 3NeKTPOHHOM nouTte 1 SMS.

BbINONHEHHbIM NPOEKT rOTOB K AaNbHENLWemMy
pa3BUTUiO. Ha ouepean BHeApeHVe cnctembl Camoot-
CRYXKVBAHWA KNMEHTOB B VHTEPAKTVIBHOM FOIOCOBOM
MEHIO C MCMOMb30BaHNEM TEXHOMOTMN CUHTE3a peul,
pa3BuUTLE TeNnedOHHOrO MAPKETUHIA, MHTErpaumnsa co-
LvanbHbix ceTel. B ocHoBe — nnatdopma C LWnpo-
KAMW MepcrneKkTViBamm An1s KaueCTBEHHOIO 1 KomuYe-
CTBEHHOTO pOCTa.

YnpaBneHune v OTYETHOCTb

Q E-CHPABKA

000 <MHTEPCUCT-CepBuc» —
NONHOLEHHDbIil MHTerpaTop
TeNneKoMMYHUKaLMOHHbIX

u UT pewwenwmii.

Komnatua peanu3osana bonee 250
NPOEKTOB B periioHax Ypana 1 Cu-
Oupw, 1 3a rofibl paboTbl Hakonuna
3HAUMTENbHbIV OMbIT 1A 3HaHNA B
00macTv NPoeKTHPOBaHHA, NOCTaB-
Ki1, MOHTaXa, Nycka 1 obcnyxi-
BaHUA C1AOOTOYHBIX CUCTEM ANS
npeanpuATyii nioboro mactuTaa,
BCEX OTPACTIEN IKOHOMUKHM.

000 «/HTEPCACT-CepBuc» pac-
nonaraet BCemy cepTuduKaTamin

W IALEH3UAMY, HE0OXOAUMbIMY
N4 JeATeNbHOCTI Ha POCCUACKOM
DbIHKE 11 NpeANaraeT OnTUMaNbHOe
peLlieHIe NOCTaBeHHbIX 33y,
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INTERSVST

000 «MHTEPCUCT-CepBuc»:

yn. Tumupasesa, a. 24 A

Ten. 210-40-00, dpakc 210-40-01
info@intersyst.ru, www.intersyst.ru

a8



