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YnpasneHue Call / Contact center B coBpeMeHHbIX
YCJTOBUSAX

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

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

[MporpamMma obyyeHunsa
HeHb 1

OpraHunsauuns pabotsl Call / Contact center

CTpyKTypa U MexaHun3Mbl paboTbl Call / Contact center

3apaum Call / Contact center

Buabl cTpykTyp Call / Contact center

CxeMa pacnpepeneHmna dyHkuum BHyTpu Call / Contact center
OpraHunsauusa paboTtbl Call / Contact center

e Onopa Ha cTpaTeruto 6n3Heca 1 MMetoLLMecs CTpaTernyeckme uenm

MpakTUKYM «AHaNN3 OPraHnU3aLMOHHON CTPYKTYPbI U pacnpeneneHms
dyHKUMM ceoero Call / Contact center»

ABTOMaTM3auUMS: NONb3a U CNOCOObLI NPUMEHEHNA NPOrPAMMHbIX PeLlEeHUN

3HAKOMCTBO C MHCTPYMEHTaMM 1 onpegesieHne HeobxoanMoCcTH
NX NCMOJSIb3OBaAHUSA

e TenedoOHHas CTaHLUMA C CUCTEMOM aBTOMATUYECKOIro
pacnpepeneHunsa sbizoBoB (Automatic Call Distribution)

e IHTepakTMBHOE pedyeBoe B3ammogencteme IVR (Interactive Voice
Response)

e OTyeTHOCTb M ynpasneHne CMS (Call Management System)

e KoMnbloTepHo-TenedoHHaa nuterpauma (Computer Telephony
Integration)

e ABTOMATUYECKUWN NCXOOALMN OO3BOH

e Ba3bl 3HaHMKM onepaTopoB (Knowledge Management)
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e KOHTpPOJIb KauecTBa paboTbl onepaTtopoB (Quality Management)

e YnpaBsieHMne B3anmogenctameM c kameHtamm CRM (Customer
Relationship Management)

e OpraHunsaumnsa paboyero BpemeHun onepatopoB (Workforce
Management)

[MpakTUKyM «AHanmM3 HeobxoaMMOCTV NPUMEHEHNA aBTOMaTM3auUMmM B CBOEN
opraHmn3aumnm»

OpraHunsaumsa paboumx npoueccos Call / Contact center

e OnpepneneHve cTaHOapToB KayecTBa cepsuca: KPI ong Call /
Contact center

e OpraHm3saumsa npoLeccoB KOPPEKTHOTro n addektTnHoro VR,
callback, TenemapkeTnHra, Welcomecalls, npoga»xn Ha BxogaLL.em
3BOHKE OONONIHUTENbHbIX ycnyr, TexHonorua Cross sale onsa
OENCTBYHOLMX KITMEHTOB, CerMeHTauUnsa KJIMeHTCKOM 6a3bl

e Cnocobbl ynyudlleHnsa nokasatenenm KPI

MpakTukyM «OnpepeneHmne HanpasneHun pa3sntua ceoero Call / Contact
center, ncxonsa n3 ctpartermm 6mnsHeca, 1 Belbop uenesbix KPI»

HeHb 2

Ob6ecneyeHne KayecTBeHHoOro obcny»xumnsaHuma B Call / Contact center

YnpaBneHue yooBNeTBOPEHHOCTbIO KIIMEHTOB

CocTaBngaroLme KaueCTBEHHOro o6Ccny»>XMBaHus
OueHKa yaooBNeTBOPEHHOCTU KJIMEHTOB

CnocoObl nonyyeHna obpaTtHOM CBA3U OT KJIMEHTOB
MopoepxaHne NoanbHOCTU KJIMEHTOB

NpakTukyMm «OnpegeneHme 6amxanimx Laros o9 NoBbILLEHUSA
YOOBNETBOPEHHOCTU KJIMEHTOB»

Pa6oTa ¢ nepcoHanom Call / Contact center

e MoTuBauus, obydyeHre 1 KOHTPOJIb KaK OCHOBa obecrnedyeHund
KayeCTBEHHOIro 06CNy»XXMBaHNA KJIMEHTOB
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* MaTepuanbHaga MoTuBaLua coTpyaHmnkos Call / Contact center
* HeMaTepwuanbHas MoTmBauma coTpyaHukos Call / Contact center

MpakTUKyM «BbipaboTKa KOMMMeKca Mep Ana noBblLLEHUSA MOTMBALMIA
coTpyaHukoBs Call / Contact center cBoer KoOMNaHUU»

Mop6op 1 obyyeHune cotTpyaHukos Call / Contact center

e OcobeHHOCTU Noabopa nepcoHana Call / Contact center

e ObyuyeHne COTPYOHMKOB Mpu HamMe

o DopPMbl N HanpasneHusa odbyyeHua coTpyaHmnkos Call / Contact
center

KOHTPOJIb KayecTBa 0OCYyXNBaHUS

e KOHTpONb € onopon Ha uenesble KPI

e Crocobbl KOHTPONS KayecTBa paboTbl coTpyaHmkos Call / Contact
center

e BHYTPEHHSS 1 BHELLHSAS OLLeHKa KadyecTBa 00CNY>XMBAHUS

e ObBpaTHaa CBA3b MO UTOFAM KOHTPONA KaK MHCTPYMEHT CTUMYIALIMNMK
K U3MEHEeHUaM

[MpakKTUKyM «Bbl6Op METOOOB KOHTPOIA KayecTBa paboTbl COTPYOHUKOB
Call / Contact center»

eHb 3

CTaHpapThl paboTbl onepaTtopa Call / Contact center: co3naHue,
KOPPEKTUPOBKA, BHEOPEHNE N3MEHEHUN

CtaHpapTbl genoBoro tesiedoHHOro obLeHus

e Bbibop hpopMyNnmnpoBOK A9 TUMOBbLIX CUTYauui (NMpuUBeTCTBUE,
coeunHeHune c OpyrmumM CoTpyaHMKOM, OTCYTCTBME 3anpaLlmnBaeMoro
COTPYAHWKa Ha MecTe, NnpoLlaHve n 1. 4.)

e 3anpeTHble dpa3bl: UTO cnenyeT UCKIUNTL

* YnpaBfieHne roJloCoM Npu oBLLLEHUN C KIIMEHTOM Mo TenedoHy

MPakKTUKYM «AHaNN3 CYLLECTBYIOLWMX CTAaHOAPTOB PaboThl, BbiABIEHNE
HEeoBXOoOMMOCTU U3MEHEHNINY


http://www.tcpdf.org

Moscow
/\'\'\ Business School
MBS Leadership Energy

MpuHUMNbl PaboTbl onepaTopa B CUTYaLUUN HeOOBOJSIbCTBA K/IMEHTa

e ANITOPUTMbI PAaBbOTbI B C/iy4yae NpeTeH3nm
e ANropuTtM pPaboThbl B CQlyyae HeOoOBOJSIbCTBA KIMEHTA
e [TpMHUMNBI PabOTbl C arpeCCUBHbLIMU KITMEHTAMM

MpakTukyM «OnmcaHune anropmutma os4a TUMNOBbIX CUTYaLMN CBOen
opraHmsaummn. KoppekTrUpoBKa MMEIOLLMXCA afirfOPUTMOBY»

Crnocobbl paboTbl C HEKOPPEKTHLIM NMOBEeOeHNEM KJTMEHTA

e ANITOPUTM PabOThl C HeLeneBbiIMM 3BOHKaMM (LUYTKW 1 Op.)

e [TpUHUUNBbI PaboTbl C OCKOPOBIEHNAMN N TPYOBOCTbIO KITMEHTOB

e TeXHUKN IKCMPECC-BOCCTAHOBJIEHUNA OJI9 ONepaTopoOB

e /IHCTPYMEHTbI OBYYEHUNSA OMepaTopoOB padboTe B CUTYaALUAX
3MOUMOHANBbHOIrO AMCKOMMOopPTa: TUNOBbLIE OLUMOKK, NOrMKa
obyueHunda, NpakTnyeckmne pekomMeHgaumm

MpakTukyM «OnmncaHue anropmutMa os4a TUMNOBbIX CUTYaLMN CBOen
opraHmsaummn. KoppekTrUpoBKa MMEIOLLIMXCA afirfOPUTMOBY»

CTaHOapThbl MOCTPOEHUA gManora

e ANropuvTMbIl, MO3BONAOLLME COKPATUTb OAJIMTESIbBHOCTb Pa3roBopa
MNPEW COXPaHEHUN YOOBNETBOPEHHOCTU KJIMEHTA

e [lpaBuna npenocrtaBneHnsa NHpopmMaLmnm

e [pMHUMNBbI 3aBepPLLUEHNSA gMasiora

MpPakTUKyM «AHanm3 gencTBYOLLEN CXEMbl Pa3roBopa, aHanms3
HeoOXoOANMOCTU U3MEHEHUIN»

BHeceHMe M3MeHeHUN B CTaHOapTbl paboTbl ONepaTopoOB

e BoBneueHne cCOTPYOHNKOB B M3MEHEeHUe CTaHOaPTOB: MN/OChI
N orpaHunYeHus

¢ [MPUHUMMNbI BHECEHUSA U3MEHEHUN B CTaHOapTbl PaboThbl

e [MopPAnOK 1 CPOKUN BHEOPEHUA U3MEeHEHN

e PaboTa c conpoTMBAEHNEM COTPYOHUKOB

e TUNOBbIE OLUNBKU U NPpaKTUUECKMe peKoMeHaaLmnm
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MpakTnkyM «CocTaBieHMe niaHa peannsaumnm HaMeyeHHbIX U3MEHEHUNIN
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