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[OnpekTop No KIMeHTCKoMy cepBucy. OpraHmsauymda
cepBMCa Ha NpeanpuaTum

Cpok obyuyeHusa: 3 gH4a
Bpema nposegeHus: exxegHeBHO ¢ 10:00 go 17:30

BbloaBaeMble JOKYMEHTbI: YOOCTOBEpeHe O NOBbILLEeHUN KBanndukaumm
nnn Ceptmndumnkat Moscow Business School

[MporpamMma obyyeHunsa
HeHb 1

CoBpEeMEHHbIN KJIMEHTCKUW CEPBUC: NyYLLME NPAKTUKUA

KNMEHTCKUM OMbIT Kak KtoyeBast LEHHOCTb CEPBUCHOMN 3KOHOMUKU

e 3 cnocoba MOHeTM3auuMm BneyaTieHnm KNMeHToB

e 5 TOUeK Onopbl NyULLEro KIIMEeHTCKOro cepBuca

e 7 rNaBHbIX NPUHLUMMNOB aKTyaJIbHOro cepBuca

e OCOBEHHOCTM OpraHMn3aunm KNMeHTCKoro cepeuca B B2B n B2C

MaTpuLa CepBUCHbIX CLLeHapueB

e [1yTb KNIMEHTa B KOMMaHWU: 0O, BO BPEMS 3aKJIIOUYEHUSA COESTKU
n nocne

e CepBUCHbIE CUEHapWKW. DTanbl B3aNMOOENCTBUSA KIIMEHTA
C KOMMaHunemn

e 100 Touek KacaHua n opraHmlauma padboTbl C HUMU

e Kak onpenenntb NpobneMHble 30Hbl B CepBUCE N YyyULLNTb On3Hec-
npoLuecchl

MpakTnkyM «Pa3paboTka MaTpuLbl CEPBUCHbIX CLUEHapWeB OIS BaLLewn
KOMMaHMM»

OpraHunsaumsa cepsuca Ha npeanpuaTum

e Kak BHEOPUTb KIIMEHTOOPUEHTUPOBAHHbLIM NOAXO4 B KOMMaHUN:
C yero Hadatb N KaK MnpogoJIXXnTb
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e DYHKUMOHAN ONPEKTOPA MO KJIMEHTCKOMY CEPBUCY B KOMMAHUU
e CncTteMa nokasaTesnenm KadyecTBa KJIMEHTCKOro cepBuca
e KNMeHT BCerga npas?

[MpakKTUKyM «KntoueBble METPUKN KITMEHTCKOIO CepBuMca: NpenmmyLLecTBa
M HEeOOCTaTKN»

ynpaBﬂeHme npeTeH3ndaMmm m »KanobaMm KJIMEHTOB

e XKanoba Kak NoaapoK 1 Kak M3BJeYb BbIrogy M3 »anobd v npeTteH3nm
KIIMEHTOB

* 10 OCHOBHbIX MPUYNH BO3HUKHOBEHUSA NPETEH3NN

e AJTTOPUTM OTPABOTKN BO3PAXKEHUN KNIMEHTa B OOLWEHNN. 5 LLaros
ONna nepeBofa 3MouUMM B KOHCTPYKTUBHOE PYC/o

e OCoBEeHHOCTM PaboTbl C MMCbMEHHOM NpeTeH3nen

[NMpaKTUKYyM:

e YnpaBfieHne npeTeH3nen KJImeHTa
e PaboTa C npeTeH3nen no 71IeKTPOHHOM nouTe

HeHb 2

KNMeHTOOPUEHTUPOBAHHbLIN NMepCOoHan: NoBbILUEHWNE KayeCcTBa
OOCNY>XXUBAHUS KITMEHTOB

YnpaBneHne KauyeCTBOM CEPBUCHOIO NoBeOeHNA COTPYAHNKOB

e OnpepeneHne »xenaemMom Mogesin CepBMCHOro noBeaeHnd
COTPYOHUNKOB

e [locTpoeHune Mmogenn KoMneTeHUmMm cCoTpyagHmKa,
npenoCcTaBNAOLLEro cepBuc

e //Icnonb30BaHME MOAENN KOMMEeTEeHUMW ONa YNPaBneHNa CepPBUCHbIM
noBeaeHneMm

MpakTUKyM «Pa3paboTka Moaes v KOMMeTeHUUN COTPYAHUKA,
OCYLLLeCTBASAOLLIEro CepBUCY

MoTuBauma COTPYAHUKOB K CEPBUCHOMY MOBEOEHMUIO
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e [MpMHUMMNbI MaTepUasbHON MOTUBALMUN COTPYOHUNKOB,
OCYLLLeCTBASAOLWNX CepBUC

MpuMepbl MaTepranbHOM MOTUBALIMKM CEPBUCHOIO NoBeaeHUs
HeMaTepunanbHas MOTUBALUSA CEPBUCHOIO noBeaeHus

MpuMepbl HeMaTepuaibHON MOTUBALMMN CEPBUCHOIO NoBeaeHUs

MpakTukKyM «Bblibop crnocoboB HeMaTepuaibHOM MOTUBALIMK CEPBUCHOTO
noBeaeHUNsa 019 CBOel KOMMaHnm»

ObyuyeHune cepBNCHOMY NOBEOEHUIO

e [TpUHUUNBI N TEXHONOMMN OBYYEHNA CEPBUCHOMY MOBEOEHUIO

e CucteMa Noaaep XK nocsie obyyeHusa: BHegpeHmne noayyeHHbIx
3HAHUN N MHCTPYMEHTOB B PaboTy

e XBaJIM N KPUTUKYEM: KOPPEKTUPYEM NoBeaeHNe COTPYOAHNKOB
C NOMOLLBbIO TEXHUK OBPATHOWM CBA3U

e [IpMepbl NporpamMm obyyeHunsa gna COTPYAHNKOB,
OCYLUECTBAAKLMNX CepBUC

MpakTUKyM «Cnocobbl MNOBbILLEHUSA 3DDEKTUBHOCTU OOYUYEHNSA O CBOEW
KOMMaHM»

KOHTPOJIb KayecTBa CEPBUCHOIro NoBeaeHUsa COTPYOHNKOB B OPraHm3aumm

e Cnocobbl KOHTPOJIA CEPBUCHOINO NoBeaeHna COTPYAHUKOB
e BHYTPEHHSASA 1N BHELLHAS OLeHKa KayecTBa CepPBUCHOro noBeageHus
e «TaMHbIM MOKYMNATESIb» KAaK MHCTPYMEHT OLLeHKWM KauecTBa CepBMCa

MpakTUKyM «BblBOP MHCTPYMEHTOB KOHTPOIA KayecTBa CePBUCHOIO
noBeaeHnsa»

HeHb 3

[MoTpebuTtenbCkasa TOSANbHOCTb. 3aBOEBaAHME N yOep XKaHMe KJITIMEHTOB

JlosanbHOCTb NoTpebutenenm B XX| Beke

e [TOHATME MOTPEOBUTENBCKOW JTIOABHOCTU
e YeM NCTUHHAA NOASIbHOCTb OT/IMYaeTCs OT hanbLLUMBOW JIOASIbHOCTM
e KntoueBble TPEHOb! PA3BUTUA PbIHKOB M NOASIbBHOCTb NoTpebuTenen.
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YTO M3MEHMNOCH C NTOASNIbHOCTbIO NOoTPpebuTenem 3a nocinegHme

300 net. Kakmne hakTopbl OyayT UrpaTtb KJIIOYEBYIO POJIb

B 6nvbkanwume 10 net

OT yero 3aBUCUT NNOANBHOCTb MOTPebuTenen: OCHOBHblE (PaKTOpPbI

N KaK Ha HUX BAUATb

MpuHUMNManbHbie OTINYUSA NOAXOA0B K TIOAIbHOCTM B Poccuu

N 3a pyoexxom

e OCHOBHbI€ NMOKa3aTeNnN M3MepPEeHUsa NOANIbHOCTU: NPeEnMyLLECTBa
N HegOCTaTKU

¢ B KakMx cayyaax KOMNaHMmM Heob6xoamMo 3anyckaTb NPorpamMmmy
NIOSANBbHOCTU

MpakTUKyM «Mundbl O NOANIBHOCTU NOTpebuTenemn»
CerMeHTauma KNMeHTOB U pa3paboTKa agpecHbIX NpealoXXeHnm

e Kak MOHATb, KAaKUX KIIMEeHTOB clliefyeT yaep KMBaTb

e 3 cnocoba cerMeHTauuu KIIMeHTOB

e [MpaKTnyeckme MHCTPYMeHTbl c6opa MHPOPMaALIMKM O KITMEHTaX
e 30 NPUUYMH, NO KOTOPbLIM BaLLW KJIMEHTbI MOKYNatoT

MpakTUKyM «CerMeHTaumna KJIMeHTOB Baller KOMMaHuM 1 pa3padboTka
PEeKOMEHOALUNN NO KaXKOOoOMY CEerMeHTy»

NHCTPYMEHTbI YOEP>XXaHUA KNTMEHTAa

e PaboTa C OTTOKOM KJIMEHTOB: KaK YOEPMXXNBATb KIIMEHTOB B MOMEHT
MOMNbITKM yX0aa

e YeM MHCTPYMEHTbl POPMUPOBAHNA NOAIBHOCTU OTINYAOTCA
OT MAPKETUHIOBbIX CNOCOOOB CTUMYTMPOBAHUA NPOAANK

e 50 cnocoboB «NpuBA3aTbh» KNIMEHTa K KOMMaHunn

e MaTepunanbHble HOPMbl MOOLLPEHUA JTOATbHOCTU: MPENMYLLLECTBA
N HEeOOCTaTKM

e HeMaTepmanbHble dOPMbl MOOLLPEHUA KITMEHTOB: OCOOEHHOCTU
MCMNOJZIb30BAHMA

e [I13MepeHMe nokasaTenem KavyecTBa YAepPXXaHUa KIIMEeHTOB

[MpakKTUKyM «Pa3paboTka MHCTPYMEHTOB MOOLLPEHUSA KITMEHTOBY

Pa3paboTKa NporpamMmsbl JIOAIbHOCTU MoTpebuTtenem
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e ANITOPUTM Pa3paboTKM NPOrpaMMbl NOASIBHOCTU

e 3 KMTA yCNeLHOM NPOorpamMmbl JIOAbHOCTU

e 30Ha NPUeMsIeMbIX peLleHn Npu pa3padoTke NPorpamMmbl

e 20 TUMOBbIX OLUMOOK MNPOrpamMM NosASIbHOCTU: KakK HE HACTYMNnUTb
Ha rpabnm

e Jlydline NpakTUKN: KeENCbl yCreLlHbIX NPOrpaMMm NOANIbHOCTU

e Yek-nncT «OueHKa yCcneLwwHOCTM NporpaMmbl NOANbHOCTHU
noTpebuTenem ¢ TOYKN 3PEHNA KITMEHTa»

e Yek-nncT «OueHKa yCcneLwHOCTM NporpaMmmbl NOANbHOCTHU
noTpedbuTenen C TOUKM 3PeHNA KOMMNAHUN»

[MpaKTUKYMbl:

e YnpaxHeHune «l[locTaHoOBKa Lenenm nporpamMmmbl JIOASIbHOCTU»
e Pa3paboTKa NporpamMmbl NOAIbHOCTU
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