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CCGuru™m+- Awards

NHOOPMAL KA O OUEHKN HOMUHAHTA

ID: Ne8532
HOMWUHAUUA: IYHWWNE NHHOBAUUWN B KITMEHTCKOM OBCJTYXXUBAHWN

HA3BAHUWE OPTAHU3AUWW/BPEHOA Ckapten, OO0 / Yota

CaHkT-leTepbypr, Camapa, Tonbattn, Yda,

roeoj PASMELWEHUA NJOWAAKA HOMUHAHTA Ka3aHb, KpacHoaap, Bonrorpas, AcTpaxaH

KOJ1-BO COTPYAHUKOB (FTE) HA NJIOWALOKE

HOMWHAHTA 450
BEB-CAUT OPFAHU3ALUN https://www.yota.ru/
HA3BAHUE/MUMSA HOMUHAHTA [lenapTaMeHT KINEHTCKNX CEPBUCOB

NMMNa>X HOMNUHAHTA

CCbIJIKA Ha Youtube NHOOPMALMNSA OTCYTCTBYET

3CCE HOMUHAHTA
1. KpaTtkoe onucaHue (He 6onee 1800 3HaKoB ¢ npobenamu)

CyTb uHHoBaLMK: laTb BO3MOXHOCTb 0BOMY KAMEHTY, Npu obpalleHun B 4aT, BbIbpaTh Ans
KOHCY/IbTaLMM He MPVBbLIYHOrO ornepaTopa - COTPYAHMKA NOAAEPXKKM, a Fypy - peasbHOro onbITHOro
nonb3oBaTens ycnyr Yota. l'ypy MoXeT NPOKOHCYNbTUMPOBaTbL Mo 06LMM BONpocaM, He TpebyioLmm
LOCTYMOB B CUCTEMbI orniepaTopa. ['ypy 06s3aTeNbHO LO/KEH BblTh LEeACTBYIOLLAM KINEHTOM.

Jlloboi KnneHT Yota cMOXeT cTaTb ['ypy M KOHCY/IbTUPOBATb APYrMX KJMEHTOB 3a BO3HarpakaeHve - 10
pybnewn 3a KaXkKAablA ycnewHbln guanor. [1ns Toro 4tobbl cTaTh M'ypy Heobxoammo
3aperucTprupoBaThCs Ha crelmansHoM cepsuce (https://yota.guru/), NPONTW MHTEPaKTUBHOE
ANCTaHLUMOHHOe 0by4eHne 1 caaTb UTOroBbIN TecT. HarnaaHaa cxema nosuuum Nypy B 06CnyxXvnBaHum
n3obpaxeHa Ha 1 n 2 cnange npunoxenusa PDF. Ha 3 cnanpe nsobpaxeHa cxema ctaHoBneHus Mypy. Ha
4 cnanpe oTMEeTUN BaXKHble 0C0beHHOCTY paboThl 'ypy, MH(OPMaLMA BaXKHa AN19 MOHUMaHWA
JaNbHenwnx pesyabTaTos.

2. Llenu n 3apaumn (He bonee 1800 3HaKOB ¢ npobenamu)

Y nNpoeKTa HeCKOJIbKO uenen, paCCKa>XeM O IrJiaBHbIX.

1. Mbl XOTUM yNIyYLIMTb BOCMPUATME CepBUCA Yota 3@ CHET YHMKANbHOCTY U HOBU3HbI HE MMEIOLLLETO
aHanoros (B Poccuu), hopmaTa 0bCnyxnBaHus. Bocnpustue 1 yaoBIeTBOPEHHOCTb CEPBNCOM U3MEPSIEM B



https://www.yota.ru/
https://yota.guru/
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FOTOBHOCTW PEKOMEHOOBATb KOMMNaHWIO nocne 06pa|.ueva B NOOOEPXKKY.

2. MpOoeKT Npu3BaH NOBLICUTL OMEPaLIMOHHYI0 3DMEKTUBHOCTb 0BCYXXIBAHNSA, NyTEM COKpPaLLEeHNs
3aTpaT Ha cepBuc. ObcnyxmBaHme 1 YaTa cunamm Mypy NnpuMepHo B 2 pa3a AeLleBsie B CPaBHEHUU C
cobcTBEHHbIM onepaTopoM. COOTBETCTBEHHO, Mbl CYUTAEM, HYTO YBEMYEHME [0V BXOAALLErO TpaduKa,
pacnpepeneHHoro Ha Mypy, AaeT NpsiMyto SKOHOMULO.

3. Yepes yyacTue COTPYAHNKOB PO3HNLbI N (hPaHLLIN3bI B MPOEKTE BO3MOXKHO MOBLICUTL KAaY4eCTBO 3HAHUN
11 BOBJIEYEHHOCTY B MPOAYKTbI KOMMAHUW, YNPaBAATb 3TUM Ha NPUHLMUMUANBHO HOBOM YPOBHE MOTWBALIMK
(4epe3 fon. 10X04) COTPYAHUKOB, KOTOPbIE B 60O/IbLUMHCTBE CyHaeB TaKXe ABNATCA KIVEHTaMU.
JONoSIHUTEIbHO MOTBMPOBAaTL MOXHO /10600 COTPYAHMKA, @ POCT yTuan3auum byaet ocobeHHo
nosie3eH A5 COTPYAHUKOB TOYEK NPOAaXK U PPaHLLU3bLI, FAEe eCTb MPOCTOU MeXAy TPadUKoM NPoaaXx.

4. laTb KIMEHTY BO3MOXHOCTb MOJY4YUTb YECTHOE MHEHMe 06 yc/lyrax onepaTopa Co CTOPOHbI TOYHO
TaKOro >Xe peasibHoOro nosb30BaTens ycayr.

5. Co3gaHne HaTUBHOWM BHYTPEHHEN Naowanky ons npueiaedveHns n Habopa, npnu4em He TOSIbKO MaCCOBbIX
nogpasaenieHuni.

Llenn Tak)xe oTpaxxeHbl B PDF Ha crnange 5.

3. 3aMHTepecoBaHHble YY4aCTHUKHM (cTeukxonpgepbl) (He bonee 1800 3HaKoB
c npobenamu)

OCHOBHbIMMN CTENKXONAEPaMU MPOEKTa BbICTYMNAIOT:

Bce oTaensbl KINMEHTCKUX CePBUCOB, KINEHTCKUIA onbIT, IT genapTameHT, HR, NpoeKTHLIN oguc,
KOMMepYecknii 610K 1 po3HMLA, AenapTaMeHThbl paboTbl C MapTHeEpPaMn 1 (hpaHLLIN30M.

4. NHHOBaU MM ¥ KpeaTUBHOCTb (He Oonee 3600 3HaKoB ¢ npobenamm)

MpoeKT CyLlweCcTBEHHO MeHAeT npeacTasnieHne o Digital obcnyxnBaHmm B KNMeHTCKOM cepsuce. OH
BBOAMT HOBbIN NPUHLMM B3aUMOLENCTBUN MeXAY KJIMEHTaMN N KOMMNaHWen, MPUHLMN Hen3BEeaHHbIN
HUKEM 1 HaM Npuwnock bbiTe Nepsonpoxoauamu ?7?? Moxxanyin, OCHOBHaA CNI0XKHOCTb peannsaunm naeun
3aKJll04eHa B OrPOMHOM KOJINYeCTBE HI0AHCOB U PUCKOB, KaXAbll U3 KOTOPbIX OKa3blBAET CyLLEeCTBEHHOE
BANSHME. OTCyTCTBME NpMMepPOB PaboThbl C ITUMU HIDAHCAMK, OTCYTCTBUE NTYHLLMX MPAKTUK U
HEeBO3MOXXHOCTb NpoBecTn beHYMapk, genatoT Nobble AeCTBUSA B paMKax NpoekTa MHHOBALMOHHbIMU Y
KpeaTUBHbIMWU.

KntoyeBbiMK (hakToOpamMu ycrnexa npoekTa CTanu:

1. OuctaHumoHHoe Oby4veHune Mypy obCnyKmnBaHMIO:
a) MaKCMManbHO BbICTpoE. DTO KNOYEBON (PAKTOP YyCMNexa - HUKTO U3 KJINEHTOB HE XO4ET YYUTbCS
neHb unu bonee
6) MakCcMMasnbHO UMMEPCUBHOE, UHTEPECHOE N BOBEKAIOLLEE, T.K. Mbl OFpaHNyYeHbl B UHCTPYMEHTaxX
MoTuMBaumuu, Nypy - He COTPYLHUKN.
ObyyeHune BMeCTE C UTOrOBbIM TECTOM Ha 30 BONMPOCOB 3aHMMAET 0KO00 3,5 YacoB. 3a 3TO BPEMS B
NHTEPaKTMBHOM Kypce 06bACHAETCS nornka paboTbl 6a3bl 3HaHWA, MPUHLKUMLI 06LLEeHNS C
KJIMEHTOM, Kakne TeMaTuKN 0bpaLLeHns 1 Kakne no HAM aiiropuTMbl AEeNCTBUIA, PacCKa3blBaOTCS
NpUHUKUNLI paboTel MOBWILHON CBA3MN.
KayecTBeHHY0 3(pPeKTUBHOCTb 0OYYEHUS OLIEHNBAEM:
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a) cpegHuM bannom TecTa
6) oueHKon 0by4eHNs y4EeHNKOM (aHKeTa B KOHLe KypCoB)
B) KOHTPOMbLHbLIM INCTOM KayeCTBa Mocjie NepBoro ayanTa 4aTos.
r) YpoBHEM rOTOBHOCTW PEKOMEHL0BAaTb KOMMaHMto nocse obuieHns ¢ BoibpaHHbIM ypy
[) CKOPOCTbIO MPOXOXLAEHNSA 3aHATUN
e) Konnyectsom 1 TeMaTmkaMmm npobaemMHbiX BONPOCOB B TECTUPOBAHUN.
) BopoHkon npoluealmnx obyyeHne n coasLunx TecT.
e) % nepeBoAOB YaTa Ha onepaTopa
10 KOMMep4YeCcKoro 3anycka oby4yeHume TeCTUPOBaAAN Ha pa3HbiX POKYC rpynnax, MakCUManbHO
6M3KNX K LLeneBon ayamTopun. Ha oCHOBE aHann3a HEeCKOJIbKO pa3 MeHsNach Kak KoHLenuus, Tak
1 HanosHeHne. CKPMHLWWOTLI 13 KypcoB 0b6y4YeHnn NnpeacTaBNeHbl Ha Clangax 6.
2. Co3paHme 6a3bl 3HaHUN ons ypy - 4N9 anropuTMOB AENCTBMIA U MHGOPMaLMM 06 M3MEHEHNSX B
npoueccax obcnyxumsaHns. basa 3HaHWUN [O/MKHA ObITh:
- O4eHb NpOCTOM C BLICTPLIM MNOUCKOM MHDOPMALIUM U MOHATHLIMU UHCTPYKUUAMU, Takon, 4TobbI
4eNoBEeK CNyCTS HECKOJIbKO YacoB paboThl y)ke Havan B Hel cBoBOAHO pa3bupaTtbcs.
- MNHTepecHoW 1 BOBNEKaloLWER, MO TEM XXe NPUYMHaAM, 4TO 1 obyyeHue.
[Na 3TOro Ncnosb30Banun pasHble BUAbI NOAAYN NHGPOPMaLMKN: OT NPMBbIYHLIX 610K CXeM [0 BUAEO
NHCTPYKLMM N NOAKACTOB, a4 XeCTOB U T.M.
KntoyeBbIMU MeTpMKaMmn 3hheKTUBHOCTY AN5 HAC Bblnn:
a) YpoBeHb YA0BAETBOPEHHOCTU 6a30i 3HaHWI MO oLueHKam ypy
6) 3amMep CKOPOCTb Moncka NHMopPMaLK
B) Bpems obcnyxusaHusa yaTtos Nypy
r) CKopoCTb peakuuu MN'ypy Ha BONPOCHI KJIMEHTa
1) % lMepeBoOoB 4aToOB Ha onepaTopa
CKpMHWOTHI 6a3bl 3HaHWI €CTb Ha cnange 7
3. BHepopeHune rnbkmx MeTogo0N0rnii B KOMaHAy ynpasieHUs NpoeKToM. 3TO NO3BOJNI0 COXPaHUTb
TalMMalH NPOeKTa N He MNOTepPATb K/oYeBbIE MPOLLECChI, HECMOTPSA Ha PerynsapHyto CMEHSEMOCTb
3a4ay4, KOHLernuun n NpuopuTeTOoB.

ConyTcTBytowasn «0bBs3Ka» BCEro, YTo CBA3aHO C HenocpeaCcTBEHHbIM 06CnyXBaHMeM. CaMoe BaXKHOe:
a)FAQ B nnyHOM KabuHeTe no Bonpocam ypy

6)OHNaH GUAbTP KOHTEHTa BNOKMPYIOLWMIA MaT U NEPCOHasbHbIE AaHHbIE (MPX CO34aHMK DUNbTpa
YyYaCTHMKaM KOMaHAbl NPULLAOCH HE OAMUH YaC MOTPaTUTb Ha U3YYeHMe Pa3NNYHbIX pyraTenscTs ?777?)

B) Opuamnyeckoe coNnpoBOXXAeHWe 3aKII4YEeHUS LOrOBOPa W BbIMJaThl BO3HArpaXx 4eHNiA

r) ABTOMaTU4YeCKME NpoLEeCcChl NepeBoaa KaneHTa oT Mypy K onepaTopy B C/ly4ae HapyLeHWU npasunn
obLeHuns

n) Co3paHne 1 ynpaBieHne KoMbloHUTK-coobliecTBoM Nypy B telegram ons paboThbl C HEMaTepuaabHON
MoTuBaumen I'ypy, nHpopMmpoBaHus, obMeHa onbITOM ¥ 3HaHUAMK, B3auMmonomowm MNypy, a Takxe cbopa
obpaTHOM CBA3N MO NPOEKTY.

€) JInyHbin KabuHeT I'ypy, ANd BbINOAHEHNS 6a30BbIX onepaLunii o 06CayKMBaHNIO 1 BbIBOAY CPeACTB.

5. PesynbtaThbl (He bonee 3600 3HaKOB ¢ npobenamm)

Pe3ynbTaTbl MPOEKTa Mbl OLIEHMBAN YEPE3 NMPU3MY AOCTUXEHUS N3HAYaJIbHO MOCTAB/IEHHbIX LIENEN, a
TakXXe JOoMOSHUTENbHbIX BbIrof, MOSBUBLLMXCS B X04e peannsaummn npoekTa. Mpuctynum. Bce BaXKHbIe
pe3ynbTaThbl N306paXkeHbl Ha cnange 8.

[1To OCHOBHbIM LLEeNSIM:

1. Mo ntoram 4 mMecsaLeB KOMMEPYECKOro 3amnyCcka Mbl CMOMJIN 106MTbCSA POCTa YAOBIETBOPEHHOCTM -
touch NPS (roTOBHOCTb pekoMeHAoBaTb Nocse obpalleHns B NOAAEPXKKY) MO CXOXKUM TeMaTUKaM
obcnyxmneaHus y F'ypy Bbllle, 4emM Yy COOCTBEHHbIX ONEPaTOPOB KINEHTCKUX CEPBMCOB. Bhilie Ha 10 n.n.
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OCHOBHbIMK ApariBepaMn BUANM:

a) bonee nosnbHOE, LOBEPUTENIBHOE U TEPMMMOE OTHOLLEHME KINEHTOB K ypy, B CPaBHEHUN C
onepaTopaMu. KnneHTbl Yalle npowatoT F'ypy 3a4ep>XKn B 0TBETaX, OWNOKN NpaBonncaHuns,
He3Ha4YuTeNbHble OLWNOKM B KOHCYbTauUMUsaX. Yalle MHTepecyTCa NYHbIM MHeHneM. OOHa)Kabl Mbl AaXke
nobbinv TUHLEPOM ;)

6) KnueHT 1 MNypy bbicTpee HaxoaaT obwunii a3biK, Yalle bbiIcTpee NOACTPanBaOTCA MO YpOBEHb 06LLIEHUS
Apyr Apyra. 3To, 0THaCTW CNeacTBMe NpeablayLWwero nyHKTa.

B) MeproanyHbIn popmaT paboTbl - Fypy MoXeT oTpaboTaTb Napy YacoB M YTy B opdnaliH, Toraa Kak
onepaTtop byaeT paboTaTb BCIO CMEHY, MOCTEMNEHHO yCTaBas K ee KOHLUY 1 Tepsis 3h(PeKTUBHOCTb.

2. 3a 4 Mecsua 3KcnayaTaunm KaHana yaanocb HaCTPOUThL MapLupyTusauunio 5% scero obbema Tpaduka
yepe3s Nypy. CebecTonmocTb 06CyXMBaHUSA ['ypy HUXKE, YeM ornepaTopa, MO3TOMY NoJly4aeM 3KOHOMUIO
3aTpaT. [oka HaxoauMmcs B nNaaHe rno oKynaeMocTu Kerca. MNnaH yeenamyinTb 3Ty 4ot 4o 20%

3. B npouecce npoekTa caenanu NUAOTHLINA 3anyCK y4acTuUa COTPYLHUKOB-KJIMEHTOB PO3HUYHbLIX TOYEK.
Kak utor - nony4nnu ctabunbHbelx Fypy, KOTOpble MOCTOSHHO MPUHUMAKN y4acTe B 06CnyXnBaHmUm
KIMEHTOB, yTUAN3Mpya cBoboaHOE BpeMs «MPOCTOS» Ha TOYKe npofaxk 6e3 «npofaxHoro» Tpaduka.
Mpw 3TOM 0CHOBHbIe KPl coOTpyAHUKa He nocTpagann. OQuH M3 COTPYLHUKOB MapTHEPCKOW TOYKM NpoLda
Ha NPOTSXKEHUN HECKONBbKNX MeCALEB NOyyYas MakCUManbHOe BO3HarpaxxaeHue 3a obcnyxunsarue MNypy
1 OblJ1 CaMbIM BbICOKOIO OLLleHUBAEMbIM KIMEeHTaMn 2277

4. Typy nokasanu BbICOKMIN 6ann kavyecTBa - 97% KayecTBO OTBETOB MO YEK JINCTY KOHTPOJIA KayecTBa.

5. 3a 4 mecsiua TpyanoycTpounn 5% oT cocTaBa ['ypy B NOCTOsIHHYIO oboimy onepaTopoB. Cenyac 3710
O0QHW 13 NyYLWKX onepaTopoB. CHMTaeM pesynbTaT HEMTOXMM.

6. Utorn (He 6onee 1800 3HakoB ¢ npobenamm)

Y10 no utory cfenano Hawu MHHOBALUK yCrelwHbIMU? lyMato, 4TO OTBET O4eBUIEH - B MEPBYIO 04epeb
3TO, KOHEYHO Xe, KoMaHAaa. igeto npoekTa BbiHALLMBAIN HECKONBLKO NeT, MOHaYyaly Ka3anocb BCe 04eHb
CTPALUHBIM U HEMOHATHBLIM, 3aMyCK MHOIMX HEO6X0AMMbIX MPOLECCOB - HEBO3MOXXHbIM. W 6e3 cnio4yeHHon
aBTOHOMHOW KOMaHAbl HU4Yero 6ol He Bb1710. Ha nepBbIX Mopax KAYeBYIO PoJib Urpan MEHEeOXMEHT, C
rOPSALLMMY rnasamm NpoAaBaBLUMIA 3TY MAEI BHYTPM 1 BOBHE. Mbl pacckasbiBaau npo ceeTnoe byayluee,
Npo TO, Kakne BO3MOXXHOCTM 3TO OTKPOET. [10/ly4nMnoCb NOCTENEHHO 3apa3nTb BCEX CTENKXO0NAEPOB U
Yy4aCTHUKOB. B npouecce peanm3auny BO3HMKaN0 MHOrO Npobaem 1 NoABOAHbLIX KaMHeN, N KOMaHAa C
noTpscatoLLen 3hheKTUBHOCTLIO MPUHMMaJIa BCe Bbl30BbI. [N1a3a 60ATCS - pyKn AenatoT, B NpaBAMBOCTM
3TKX cNoB ybeannncb Ha NMYHOM onbiTe. Mo KOHeL HaM CTano Ka3aTbCA, YTO HET HUYEro HEBO3MOXKHOMO
M Mbl CTaNN NPOBOAMNTL CMeJible SKCNePUMEHTbI, nepecTasin 60AaTbCa MEHATb Kakne-To NPOLLecChl BHYTpK
(Laxe paboTatowme). MNMocne NepsbIX yCNELWHbIX MUAOTHBLIX 3aMyCKOB (KOrAa BCe NMOHAMN, Y4TO
NPOEKTKMBOW BCE paboTaeT) NHTepecC K NPOeKTY BO3HMK Yy BCEN KOMMaHUKU. Mbl CTanun nosyyatb

Nogaep XKy U3BHE - MOpasbHYI0, nAeaMu, pecypcamu, oAbMIN B KOHLE KOHLLOB 7777

KntoyeBbiM hakTOPOM ycCrexa 0TMeYy CUCTEMHbLIN U CTPYKTYPHbIA NOAX0A KO BCEM AeTansiM - MPUYEM CO
BCEX CTOPOH - Bn3Heca, npoekTHoro oduca, IT, HR.

NTor, noyemy Mbl 3acny>xvnBaem nobenbi?
1. YHUKaNbHbIN, He NMEIOLLWIA aHaN0roB NPOEKT, HOBas (hopMa 06C/1y)KUBAHUS 1 Mbl B Hell NepBble!

2. 3a 4 mecsua yganocb HacTpouTb yxe 5% Tpadurka 4yepes Nypy
3. ObpaTHas CBA3b OT KJMEHTOB, UX OLIEHKMU

4. Y)xe NoJly4aeM CHUXEHNEe CTOMMOCTN 0B6CNY)XUBaAHUS
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5. AmeeM cTpaTernio pa3BmTra HOBOIrO KaHasa, MOHMMAEM, 4YTO HY)KHO caenaTb 4Tobbl 0obutbca 20%
Tpaduka Yepes ypy.

6. /I3y4nnn MHOro HoBbIX 0BOPOTOB 1 BbIpaXXEHUI NPU CO3A4aHUN MaT uabTpa 7777

7. Horna BbICTynaeM TMHOEPOM Ha MUHMManKax ?777?

NEPCOHANIbHBIE AAHHbIE HOMUHAHTA A1 NPAMON KOMMYHUKALLUN
C XIOPMI:

OAMUNIINA CumaHoB
nMAa OTYECTBO Cepren 'eHHagbeBUY
OOJDKHOCTb OVNPEKTOpP MO KJNEHTCKMM CepBuUCaM




