MounmMaTb OTTOK 3a 60 cekyHp,

BunsHec onepaTopa - 3TO aKTUBHbIE MJlaTeXeCNoCobHble KneHTbl. ADOHEHTHI C padocTblo ByayT NnaTuTb, a
TO 1 pobaBnaTb 6onblue "yaeBble", ecnn eMy BCce HpaBuTcA. OTTOK, KOHEYHO, 6bis1, ecTb 1 ByaeT Bcerga,
BbI3BaHHbI KaK eCTeCTBEHHbLIMU NpPUYNHaMK (Nepee3gamm, CMepTbio aboHeHTa 1 NPoYMM), Tak ”
3aBUCSALMMN OT orepaTopa (KayecTBOM yCcnyr U 06Cny>XnMBaHNs, YPOBHEM CepPBMUCA U OOCTYMHOCTH,
KOHKYPEHTHbIMU MPEensIOXEHNAMN Ha pbiHKe). CTOUT y4Y4eCTb, YTO 3aTpaTbl HA NPUBIEYEHNE HOBbIX
aboHeHTOB 3a4acTyto 06X0AATCS KOMMNAHUN OOPOXKE NIOSIbHOCTU, YJIyULLEHNS B3aUMOOTHOLLEHWIA C
OENCTBYIOLWNMUN KNMEHTaMN. YTo BbirogHeEe, peLLNT KaXkabli caM, HO HanpaBUTb YCUINUS Ha COXpPaHeHne
cywiecTBytowen aboHeHTckom 6a3bl - 3TO NepBooYepenHoe. HeT CMbICa HOCUTL BOLY B peLleTe.

C yero HauaTb?

Mpexne Bcero, pa3bepuTeck - HPaABATCA I abOHEHTY BalUW YCAYrU, YAOBAETBOPEH JIN OH Ka4eCTBOM
CepBuCa, FOTOB JIN OH PEKOMEHA0BATh Ballly KOMMAHMIO APY3bsSM Y 3HAKOMbIM.

Balwuero AMYHOro MHEHNS U MHEeHNS BallMX COTPYAHMKOB HEAOCTATOYHO, AaXKe €C/IN OHa Balla »XeHa
(coTpynHUK). Mo camomy cebe pbIHOK He n3MepuTb. Hy>XKHO cnpocnTb abOHEHTOB/KNMEHTOB, @ MOTOM
MpoaHa M3MpoBaTb pPe3yibTaT U NPUHATb Mepbl, YTOObI yAY4LWNTb NONYYEHHLIA pe3ynbTaT. Kak 3To
coenaTb?

MpuMep NPOCTbIX UHCTPYMEHTOB:

MepBbIK cnocob - PacyeT cpeaHero nokasartena yA0BJIETBOPEHHOCTU KueHToB (aHrn. Customer
Satisfaction, CSat):

AHKETUpOBaHNE, KOPPEKTHOCTb pe3ysibTaTa KOTOPOro BO MHOIFOM OMpeaesisieTCs TOYHOCTbLIO BOMPOCOB U UX
hbopMyIMpoBKamMmn. B 3aBUCMMOCTN OT HUX aHKETa MOXKET CoAepKaTb BECb CMEKTP OLLIEHKUN - Ka4ecTBO
ycnyrun WHTepHeTa, TeneBnaeHus, oueHka paboTbl KOHTaKT-LUeHTpa, a MOXeT OblTb COCTaBJIeHa Ha KaXkKabll
6710k oTOENbHO. ccnegoBaHne MoXXeT ObiTb 06WMM UK AeTallbHbIM.

BHuMaHune! He yTtomnanTe ceonx aboHEHTOB OJIMHHBLIMK paccnpocamMu, He 6onee 5-7 BONpoCoB B 04HON
aHkeTe.

B yem cyTb MeTOaa?

ABOHEHTY npeanaraeTcs NpyM OTBETE Ha BOMPOC BbICTaBUTb OLEHKY Mo 10-6bannbHom wkane: ot 1 - 10.
danee paccyuTtbiBaeM no opmyne:

CSat = Cymma Bcex 6anno / Konm4ecTBo 0TBETOB pecrnoHaeHToB * 10.

Ha ocHOBaHUM NOyYeHHbIX AaHHbIX MOXXHO YBUAETh TeKyLLMe NpobnemMbl, MCNpaBsieHNE KOTOPbIX MNOBJeYeT
N3MEHEHUS YPOBHS Y10BJIETBOPEHHOCTN abOHEHTOB, MOMOXXET BHEAPUTb U3MEHEHUS, KOTOpbIe XOTeNN Obl
BUAETb BALUW KJIMEHTbI, 3TO KOJINYECTBEHHAA OLEHKa. [aHHbIN cnocob NpsMOVHEEH, N MHOrMe
abOHEeHTLI/PecnoHAeHTbl €ro UFHOPUPYIOT UKW MPOJINCTLIBAIOT Kak Monasio, UM He Beceso, He MHTEPECHO.
NHdopMauusa, noslydeHHas TakmM crnocobom, cobnpaeTcsi B OCHOBHOM OT CaMbIX aKTUBHBbIX.

BTopou cnocob - PeunTtuHr Kupkoposa nnam "3Be3aHbii PeUTUHT"

la-na-ga, 3To MMEHHO TO, 0 YeM Bbl NogyMann. Onpoc npoesoanT Ouaunn KNpKopos (4TO MoBbILLAET
KOPPEKTHOCTb OTBETOB U KOJIMYECTBO OTBEYAIOLIMX), €C/IM HEe CMOXKEeTEe I0roBOPUTLCS, TO MOXXHO MPOCTO,
KakK 1 BCE UHTEPHEeT-MarasunHbl, PECTOPaHbl, KOHbSKM UK OTENN - MYTEM 3/IeKTPOHHOW PacCbIIKU U B
JInyHom kabuHeTe Nosb3oBaTesNel:

MpennoXXnTb/pekomMeHaoBaTb aboOHEHTY NpocTaBuUTb OT 1 A0 5 "3Be34" onpenesieHHON yCayre Uian CeEpBUCy.

BHuMaHue! He yToMmnanTe cBonx aboHEHTOB ANMHHLIMK BONPOCaMM 1 BONbLIMM KOMYECTBOM 3TUX
BOMPOCOB. HayHyT cTaBMTb Hayrag, 6yayT HEOO0BOJIbHbLI MOTPAYEHHLIM BpEMeHeM. pocTo, Harns4Ho,
0606LeHHO, 1-2 oueHKN B uccnenoBaHum, 3ToT cnocob ropasno nerye BocrnpuHmmMmaeTcsa aboHeHTam/
PECMOHAEHTOM, 4TO BefeT K 60/ibLLeMY KOIMYECTBY OTBETOB U NX KOPPEKTHOCTW.

Mpocbba oLEeHUTL NONYHEHHYIO KOHCYJIbTaLMlo "CManaaMmn" B KoHLE gunasnora ¢ OHAaNH-KOHCYIbTaHTOM,
HanpuMep, rPYCTHbIN-HENTPAJIbHbIN-BECENbIN, U3 3TON e obnacTn - NpocTo, HarnsagHo, 06obuweHHo, He
TpebyeT rnybokoro norpyxeHuns. B faHHOM cnyyae Mbl 3aMepsieM YPOBEHb YO0BJIETBOPEHHOCTU KJIMEHTa
cofep>XaHueM v nogayen npenocTaBieHHON KOHCYbTauMm cneLmnanucTtoMm KoOMnaHum, nonyy4yaemM
KaYyeCTBEHHYIO OLLEHKY.

BHMMaHue! CMainmkamMm 1 4pyrumMmm n3obpa>keHnsamMm Hy>KHO MoJib30BaThCsA akKKypaTHO, MHOIne
PEeCnOHAEHTHI WeNKalT Ha MOHPABUBLLMNCS CMali/PUCYHOK 3a4acTylo HE OTBeYaloWwmin X MHEHMIo 06
ycnyre/Toape. CMalisl KOHEYHO Becesiee, HO 418 NOJyYEHUS KOPPEKTHbLIX OTBETOB JlyyLUEe M0JIb30BaThCA



04Ho0bpa3HoOM Mepon oLEHKN (3BE3A0YKM N T.4.)

Jlandxak onsa HeYeCTHbIX:

Cmainbl (pasmepsbl, LBETHOCTb, MPUBAEKATENIbHOCTL, JI0ObIe OT/INYUSA CMAIOB) - XOPOLLMIA ClNocob
3aBbICUTb WM 3aHU3UTb OLLEHKY.

Tpetuh cnocob - PacueT nokasaTens NoAsIbHOCTU KnAneHToB (aHrn. Net Promoter Score, NPS)

EonHCcTBEHHBIN BoMnpoc: "OueHnTe, noXkasayncTa, no wkane ot 0 go 10, HAaCKONbLKO Bbl FOTOBbI
peKkoMeH4oBaTb CBOUM APY3bSAM / 3HAKOMbIM KOMMaHUIO <...>, rae 10 o3Ha4vaeT, 4TO Bbl TOYHO
nopekomMmeHayeTte, a 0 - TOYHO He nMopekoMeHayeTe".

OueHnBaem nony4eHHble OTBETHI aboHeHTOB:

3HavyeHus ot 0 0o 6 o3HayvatoT, 4HTO abOHEHT OTHOCUTCA K KpUTUKaM, 7 1 8 - K HenTpanam, 9 n 10 - kK
npomoyTepam.

PaccunTteiBaem NPS no copmyne:
NPS, % = lNpomoyTepsbl, % - Kputuku, %

YeM BbllLe 00J1s MPOMOYTEPOB, TeM Bbille NPS KoMnaHuu, TeM 6oblue No3UTUBHOM MHGOPMaLIUmM o
KOMMaHMM NoNy4aeT pbIHOK NoTpebutenen, Tem H6osblue NoTEeHUNANbHbIX KIMEHTOB BbIOUPAOT MMEHHO Bac
(NpyBNe4YeHne HOBbIX abOHEHTOB NAET Nerye N geLlesne).

FoBOPAT, 4TO MOJIE3HO KaK 3apsAKa No yTpaM 3afaTb OONOJHUTENbHbIN BOonpoc s 6bonee rnybokon
aHannTuKK: "MoYvemy Bbl MOCTaBMAM TaKylo oueHKy? OTBeTbTe, MOXKanyncTa, MakCMMaabHO nNogpobHo".
MpoMoyTepbl yKa3blBalOT CUJIbHbIE CTOPOHLI, KPUTUKKN - Cnabble mecTa, Tpebytowme ocoboro BHUMaHMA.

3aMepﬂTb NPS MO>XHO C pa3H0|7| YacToTOMN. prI'IHbIe KOMMNaHNN BKJIOYAKOT AaHHbLIA NOKa3aTesb B ro40Bble
oT4eThl, NPV 3TOM 3aKa3blBad JaHHOE ncciengoBaHmne aytTCopCUHroBblM KOMNaHUAM, ONA YACTOTbI
NoNy4eHHbIX AaHHbIX.

Ho Mbl He BUAMM nperpag npovM3BOANTb AAHHbIN 3aMep CBOMMW CUJIaMK, HarnpuMep, eXXKeKBapTasbHo,
NMocMoTpeTb Ha 3hdeKT (NoBbILLEHNE N0SNIbHOCTN abOHEHTOB) NPOBeAEeHHbIX MEPOMNPUATUIA MO YJyHLLIEHUIO
cepBuca.

Mo>xHO MepuTb NPS TwaTenbHee. Y4NTbIBas, YTO OLeHKa BHYTpeHHero NPS npon3BognTCsa NO HECKOJSIbKUM
KaHaJlaM: CMCTeMe KJINEHTCKUX OLLEHOK, YCTAaHOBJIEHHbIX B odhncax no npmemy aboHeHTOB, Ha canTe
KoMnaHun/mnm B JINYHOM KabmnHeTe NoJsib30BaTeNS, aHKeTe TeslePOHHOro onpoca, Toraa nokasartenb NPS
paccyMTbIBaeTCA No creayolen opmyne:

NPS = ((2Pr/(ZPr+xPa+2D))*100) - ((ZD/(2Pr+2Pa+2D))*100),
roe Pr = promoters=npomoyTepbl TOBapa/bpeHaa;
Pa = passive = HelTpanbl;

D = detractors = KpUTuKK;

2Pr = PrOduc (yen.)+PrCanT (4en.)+PrAHKeTa (4en.) - cyMMapHoe KOJIMYeCTBO NMPOMOYTEPOB, NpULLIEALLNX
B 0pUC C caTa 1 TenedOoHHOro aHKeTUpPoBaHUS;

2Pa = (PallCC (yen.)+PaCanTt (4en.)+PaAHKeTa (4en.) - CcyMMapHOe KOJIMYECTBO HENTpasoB, NpulLeawmnx B
odmc C canTa n TeneoHHOro aHKETUPOBAHUS;

2D = (DICC (4en.)+DCanT (4en.)+DAHKeTa (4en.) - cyMmMapHoOe KOINYeCTBO AEeTPaKToOpPOB, NpuweaLlnx B
odmc C canTa n TeneOHHOro aHKeTUPOBaAHUS.

YT106bl HEe 06MaHbIBaTb cebsa n 3amepsaTb NPS KOPPEKTHO, HE C Lenblo KpacuBom OTHETHOCTHU, a ANd
yBENYEHUS NPUBLISIN KOMNaHUN, CNefyeT 04eHb CEPbE3HO OTHECTUCh K KaTeropmmn onpallnBaeMbIX
aboHeHTOoB.

ﬂav@xaK Ond HedYeCTHbIX!

Ecnm pewnTe NpoBoANTb MMCbMEHHOE aHKeTMPOBaHMe HOBbIX aboHeHTOB (Kak MpunoxxeHne K TUMNOBOMY
JIOrOBOPY, KOTOPbIA MOTOM MOHTa)XHUK cAaeT B 0h1C), TO YACO NMPOMOYTEPOB PE3KO BO3PacTeT: Belb OHU
TONIbKO MOAK/0YAIOTCS K Ballel KOMMaHWW, OHW caenanun BbI6op B NoJib3y Bac, €C/iv Balll MOHTAaXKHUKM
pa3ynuck (ogenn 6axunbl/Tanovykun), oT HUX MPUSATHO MNaxJio poMallkaMu, a He NeperapoM 1 rnoaBaJsioMm,



Obinn OMNMpPATHbI N BEXJINBLI, HE MPOCUNJIN 3aryrjiinTb KakK HaCTpPOUTb poyTep, NOAKIKYNIIN B CPOK, a HE
MOCTOAHHO NepeHOoCnIN CPOKKN NOOKJTIOHEHNA, TO KOJIMHECTBO XeJlalLWnX peKoMeHA0BaTh nogkjoyeHne K
BaM 6y,u,eT MaKCUMasibHbIM (XOTS 00 OLLlEHKE KayecTBa ycnyr pedn BoOOLLE ObITb HE MOXET).

YMeHbLleHne nokasaTtensa NPS rpo3nTt koMmnaHum (pHaHCOBbIMU MOTEPSMUN, PeNyTALNOHHLIMU PUCKaAMU 1,
KaK cnencTBue - yTpaTon gosepus kK bpeHay. OgHOBpeMeHHO yBesnvyeHne nokasatens NPS ckaxkeTcs Ha
TOM, 4TO JI0S/IbHble aboHeHThl ByAyT He TOJIbKO PEKOMEHAO0BATh KOMMAHMNIO CBOMM 3HAKOMbIM, HO Takxe
Yalle NnoJib30BaTbCA APYrMMUN yCayraMmu KOMNaHUm - npoule caenaTb JONMPOLAaXKy, TeéM CaMbIM YBeJIN4YNB
CpenHUNN Yek.

Ewle HeCKOIbKO peKoMeHZauunm 0 TOM, 0 YeM roBopuUTb ¢ aboHeHTOM, Kakas obpaTHas cBa3b byneT
Hamnbosee LEeHHON MHGOoPMaLmen 4na Bac, N KaKMM CNocoboM MOXKHO ee fo0b6bIThb. icmonb3ynTe npwu
COCTaBJIEHMWN @aHKET M OMpPOCOoB, 4YTObObI CTaTb ONeEPaTOPOM MEYTbl U NOBLICUTL NPS!

1) BkatounTe Bonpoc o6 oLeHKe NpeaocTaB/IeHHON KOHCYIbTALUUN B KOJIJI-LIEHTPE MO 3aBepLUEeHNIO
pa3roBopa c onepaTopoM (MHHMOPMALIMOHHLIN POSIMK A0SXKEH NPOUrpPbIBaTbLCA 3apaHee, nNepes HavyanaoMm
pa3roBopa, HanpuMep, Ha BPEMEHUN 0XXKNAAHUS):

"OueHnTe NpenoCTaBNEHHYO KOHCYIbTauuo no naTnbanabHOM WKane" (ecnim XxoTuTe - MOXKHO 1 no 10-
6a/IbHON, HO CTaBUTb oUeHKKU OT 1-5 npowe ana 0bblYHOro NOJIb30BaTESISA, 3TO 3HAKOMO CO LUKOJIbI).

Cobupaem oueHKK, NPOCSYLUIMBAEM 3anuncu, BbiIBSIEM ONepaToOpPoB C CaMbiMU HU3KUMUK Bannamu. Moyvemy
Ba>XHO MPOCAyLLaTh Ka)Aylo 3aMncCb C OLLEHKOM OT 3 1 Huxke? OTBeYaTb byaeT AnekcaHap Opy3b:

e [lpoBepnTb OO BEKTMBHOCTL OLLEHKN: abOHEeHT HefoBoOJIEH rPyBOCTbIO/HEeYBaXXKNTENbHbIM 0bLLEHNEM,
TEM, YTO HE CMOI/IM PELUNTb ero BONPOC, XOTA MOIJIN, UJIN )Xe CYLWEeCTBYOLWNMN periaMeHTamMm n
yCTaHOBJIEHHbIMY MPaBuiaMn B KOMMaHWM (HanpuMmep, eMy He NOHPaBUIOCh, YTO 3adBKa N0 AAHHOMN
npobsieme Ha BbI30OB MacTepa byaeT naaTHONM);

¢ BbIABUTb MOBTOpPSAOLLMECS TUMblI 06paLLEHNI C HN3KOW OLLEHKON: He Mopa /M NepecMoTPEeTb
OENCTBYIOLLNE perjlaMeHTbl U U3MEHUTb B3Hec-npouecchl Ans coxpaHeHns aboHeHTcKom 6a3bl?

* BbiiBUTb AEeNCTBUTE/IbHO OMNepaTopoB, KOTOPbIE HE MPUAEPKNBAOTCA KYbTYpbl 06LWeHns ¢
aboHeHTaMu, He BnafeT HpopMaumen, MPOCTO HE KOMMETEHTHbI

2) O63BaHMBaNTe aboHEHTOB, KOTOPble HeAABHO 0bpallannCb K BaM B KOMMaHWIO 3@ KOHCY/ibTalnen.

¢ "OueHnTe npodeccnoHaNnbHble Ka4eCTBa COTPYAHWKA, KOTOPbIN Bac KOHCynbTUpoBaJ, no
necatTnbannbHom wkane'".
"MpennoXxunm BaM peLleHne Ballero sornpoca no tenedoHy?"
"Ha paHHbIN MOMEHT BONPOC akTyaneH/ npobnema coxpaHaeTca?"
"Kak, No BalleMy MHEHWIO0, Mbl MOXKEM YJyYLINTb Ka4yecTBO cepBuca?" / nnm "4t1o 6bl Bbl U3MEHUIN B
HalweM npoaykTe/ycnyre B nepsyto oyepenb?"”

CoenanTe OaHHbIN BONPOC OTKPbITbIM, faiTe BO3MOXXHOCTb BbiCKa3aTbCA CBOMM abOHEHTaM, BO3MOXHO,
YyCJIbILLA@HHBbIE CBEXMWE naeun nNpocTo JieXXan Ha NOBEPXHOCTM N peasn3oBaTb UX NMPOCTO 1 He TpebyeTcs
6onblwmnx 3aTpaT. OencTynTe!

3) MpoBepnTe oNpoc NOCPEACTBOM HEr0JIOCOBbLIX KAaHAJIOB - CMC, MECCEH)KEpPbI, aHKeTa Ha canTe Uaun B
JInyHoM KabuHeTe.

FnaBHoOe: coenanTe BOMPOCHI 3aKPbITbIMA O)1A NPOCTOThI nocsieayouiero aHasmsa.

[ns onpocoB MOXHO MCNoJsib30BaTb cepBuUC IPTVPORTAL, onepaTop € NOMOLbIO hyHKL MK "OTnpasKa

CoobLEeHNN" MOXKET OTNPaBUTb ONMPOCHMK Ha Ntoboro aboHeHTa v TepMmnHana, nnn rpynny aboHeHTOB

(npamo Ha TeneBusop/MK/cMapTdoH).
4) CoCcTaBbTe NUCbMEHHYIO (MHTEpPeCHYl0/BeCeNyto) KOPOTKYI aHKeTY B odmce npneMa aboHEHTOB.

NHorpa aboHeHTaM NpMXoAnTCA XA4aTb XOTb Mapy MUHYT, MOKa MeHeaXep ocBoboanTCs, NyCcTb 3anN0JHNUT
HeboNbLWYO aHKeTy!

5) No3BOHUTE HOBbIM aboHEeHTaM:

e Bpems noaknoyeHuns 6bino yaobHo onsa aboHeHTa?
e MOHTa>XHUK NpuLes B Ha3Ha4YeHHOe BpPeEMSA?
e JloBOJIbHbI SN OHU paboTon MmacTepa?

MOHTa)>XHWUK - 3TO JINLO KOMMaHUN, TOT, C KEM B3aVIMO)J,eIzCTByeT aboHeHT Ha 3Tane Havana


http://iptvportal.ru/

COTPYAHMNYECTBA C KOMMAaHWEN, N KOHTPOJIMPOBATh 3TOT MPOLIECC 04EHb BaXKHO 1 Heobxognmo. Cobepute

obpaTHyto cBA3b NO paboTe CBOMX MAacTEPOB, @ 3a0A4HO MONHTEPECYNTECh - BCE JIN MOHSATHO B yNpaBieHnn
yCayramu; eule pas nporoBopuUTe yC0BMSA aKLMK, Ha KOTOPYIO MOAKAOYMACA aboHeHT; nobnarogapuTe 3a
BbIOOP MMEHHO BalLeN KOMMaHUMN.

YMeHue cnbilaTb, a B Hawlem Ccnlydae ewe n 4HnTaTb, CHNTATb (xoTsa 6bl Ha NanbLax) - BaXXHbIN N HAAEXHbIN
HaBblK 014 noayvyeHums I'IpVI6bIJ'IVI. MoHATL U caenaTb - MeXXAy 3TUMu OEeNCcTBUAMM, OorpomMHas nponacTb, HO
nobegnT TOT, KTO AenaeT npaBubHO.
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