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KOHUENMUUA: UHTETPATUBHASA
ANPOEPEHUUAJIBHAA SMOLUOHAJIbHAA
AHAJIUTUKA (IDEA)

Integrative Differential Emotional Analytics

IDEA

OenbTa kaHanos

Kanan 2:
3anpolweHHbINA

UHpukatop
NoAsNIbHOCTU

Kanan 1:
CnoHTaHHbLIN

(ugHHTE Kauects
I ymwam

‘,

Bbicokuii NPS # JlosinbHOCTb. Mexxay TeM, 4TO K/IMEHThI FOBOPAT, U TEM, YTO OHU
aAenaroT — nponacTb. Mbl Hay4Ynnnce €€ naMepsThb.

1. AHHOTaUuA

1.1. OrpaHnyeHus TpaguLNOHHbIX MEeTPUK

TpaguumMoHHble METPUKN KNneHTckoro onbita (NPS, CSAT, CSl v gpyrue)
OUKCUPYIOT TO, YTO KIIMEHTbI FOBOPSAT, U CTANKUBAKOTCA C TPEMSA CUCTEMHbBIMU
OorpaHnYeHNAMN:

1. 3dPeKT «BeXXNMBON JKU»: KNMEHTbl CK/IOHHbI AaBaTb CoOUManbHO
OXWnaaemble OTBETbI, MAaCKUpySA peasibHOe OTHOWeEHWE Nog, HOPMY UK
nsberas KOHPNMKTA.

2. Cnenas 30Ha 6e3pas3nuuuna: HepeakKo KNMeHTbl GYHKLUNOHaNbHO
YAOBNETBOPEHbI, HO AMOLMOHaNbHO NycTbl. OHM CTaBAT BbICOKME OLLEHKU B
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onpocax (NPS 9-10), He anytoTcsi, HO UX HNYEro He yaepuBaerT.
TpaAnuNOHHbIE METPUKN He BUAAT PasHULLbl MeXAy NOANIbHOCTbIO U
6e3pasiMunemM — BbICOKNE OLLEHKM CO3aar0T UANMK3U 6narononyyns, B To
BPEeMS KaK KJIMEeHTbl He3aMeTHO NepeTeKaroT K KOHKYpPeHTaM.

3. KOrHuTuBHbIE OrpaHM4YeHns Mmo3sra: KIMeHTbl CUCTEMATUYECKUM NCKAXKAKOT
NHPOpPMaLMIO O CBOEM OMMbITE U3-3a KOTHUTUBHbBIX OrpaHUYeHnin Mosra. 95%
peLleHnn NPMHUMaTCA NOACO3HaTEeNbHO (3anbTMaH), a onpochl
obpallaroTCa NULWb K CO3HaTeNbHbIM 5%. «[ToMHALWee A» nckaxaeTt
peasnbHbI ONbIT Yepes apdeKT «nrKa 1 KoHua» (KaHemaH), a niogu He
MMEeRT AOCTYyNa K UCTUHHBIM NpUYMHaM cBoero noseaeHuns (YUncoH v
HuncbeTT). TakoBa npupoaa 4esnioBe4eCcKom NCUXmMKN.

IDEA He 3aMeHsAieT TpaAULMOHHbIEe METPUKUN — OHa ux ycunueaeT. IDEA
ncnonb3yeT pesysbTaTbl uaMmepeHnin (NPS, CSAT, CSI n gpyrux) ansa pacyéta
AOMONMHUTENBHBIX METPUK, NpeBpaLLasn «nnocKne» nokasaTesin B UHCTPYMEHTbI
rnyboKon AnarHoCTuKMN.

1.2. [ByXKaHanbHada apxutektypa IDEA

KoHuenuwns IDEA gononHAeT Knaccuyeckmne onpochl, UsMepsas He TOMbKO CNOBa,
HO N peasibHbl NOBeAEeHUYECKUN OTKIIUK. MeTOo[0/0rMA CTPOUTCSA Ha cpaBHEHUN
OBYX HE3ABUCUMbIX MOTOKOB AaHHbIX, COBUpaeMbIX arperaTHo:

1. Kanan 1 (CnoHTaHHbIN): PukcupyeT yepes TepMuHan KHonku J1081b6HOCTH
3MOLIMOHANbHbIN NOBeAeHYeCKUN OTKNK KnneHTta (Cnuctema 1 no M.
KaHemaHy). OnepaumnoHHble MeTpukn: MCO (MHOEeKC CMOHTaHHOro
opob6penuns), UCH (MHaeKC CNOHTaHHOro HeraTmea).

2. KaHan 2 (3anpolweHHbIn): B 0OTBET Ha 3anpoc nepcoHana ¢ukcupyet
yepes TepMuHan KHornku J1IoanbHOCTU WK gpyrum cnocobom
pPaUNOHaNM3NPOBAHHYIO OLEHKY, OTOUNBTPOBAHHYIO Yepes colynanbHble
HopMbl (Cnctema 2 no [1. KaHemaHny). OnepaunoHHble
MeTpukun: U30 (MHaekc 3anpoweHHoro ogobpenmns), U3H (MHpekc
3anpoLUEHHOro HeraTuea).

PacxoxpgeHne mexay aTuMu notokamu (aenbta) bopmMupyeT aga
AnarHocTnyecknx nHaekca: Mupekc dMmouunoHanbHoro flepuymnra

(U34) n Unpekc NopaeneHHoro Heratuea (UIMNMH). OHKM KONNMYECTBEHHO
N3MEPAOT PaspbiB MEXAY AEeKNapUpyeMbIM OTHOLIEHNEM N PeasbHbIM
noBefeHYeCcKMM OTKIMKOM, NO3BONAA OTAENNTb NCKPEHHIOK NOANBHOCTb OT
BEXIMBOW AeKnapaunm, a TakXe BbIABUTb Halnume CKPbITOro HanpsaXeHus.
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O6nacTb npuMeHeHus: KoHuenuwns IDEA npegHasHayeHa gnsa odnanH-6usHeca ¢
NPSAMbIM KOHTAKTOM «KJIMeHT-NepCcoHan». MakcumManbHas gnarHocTnyeckas
LEHHOCTb AOCTUraeTCs B CErMEHTE YTUNUTAPHbIX YCNyr: MeaAnuLMHCKne
opraHusayuu, 6ankun, putenn, XXKX, rocycnyru, A3C, normctnyeckume nyHKTbl
Bblgaun — TaM, rae PyHKUMOHaIbHOE KayeCcTBO ABNAETCHA HOPMOWM, a
9MOLUMOHaNbHasA NPMBA3AHHOCTb CTAHOBUTCA KNHOYEBbIM AnddepeHUnaTopoM.

1.3 MHorogakTopHaa gnarHoctuka B KaHane 2

B oTnnume oT CNOHTaAHHOr 0O KaHana, 3anpolleHHas obpaTHas cBs3b NO3BONSET
noflyyaTb HEe TOSIbKO UHTErpanbHyr OLLEHKY BOCMPMHMMAEMOro KayecTBa, HO U
OLLEHKM MO OTAeNbHbIM pakTopaM MoAen BOCMPUHUMAEMOro KayecTBa. ITO JaéT
BO3MOXHOCTb BbIiIBNIATb KOHKPETHbIE ApaiiBepbl U 6apbepbl cepBuca, a He
NPOCTO PUKCMPOBATL OOLLLYH YAOBNETBOPEHHOCTb KIIMEHTOB.

[na peannsaynm MHoropakToOpHOW AMarHOCTUKKM B paMkax IDEA onTuManbHoO
NCnonb3oBaTh creynanmsnpoBaHHble pewwenuns: Teou TOC, ObbeanHEHHbIN [1ocT
KauecTtBa.

1.4 KnioueBoe MeTofosiornyeckoe npemmMmyLLecTBeo

MNHaoekcol IDEA obnagaroT CBOMCTBOM BCTPOEHHOM cCaMOANarHoCTUKU. B oTnnume
OT TpaauumoHHbIXx MeTpuK (CSAT, NPS, CSI n apyrux), sHadyeHnsa KOTopbIX Ans
NHTepnpeTauun TpebyroT cpaBHEHNA C BEHUMapKaMn NN MHopMaLnm o
AHaMuKe, 3HayeHus MIHaekcos IDEA nHpopmaTmBHbI caMmm No cebe. daxe nx
pas3oBbI 3aMep (HanpuMep, B paMKax aKCrpecc-ayanTta) nossonseT
AVarHOCTUPOBaTb CUCTEMHYKO NpobnemMy: BbiICOKUN N3] Bcerga o3HadaeT paspbiB
MeXAY BEXMBOCTbIO U NOANBHOCTLIO, a BbICOKMA NITH — Hanuume cKpbITOro
HaMpPsaXeHWd. 3TO NO3BOAAET NosyvaTb BannaHble yripaBneH4Yeckmne MHCanThbI
«30ecb 1 cenydacy, 6e3 HeobXoANMOCTU HaKOMEHNA NCTOPUN aHHbIX.

MpumeyaHne o npeemcTBeHHoCcTU: MeTogonorma IDEA passuBaeT ngen NHgekca
AmoumnoHaneHon Mogaepxku (ESI/NMK), nobasnss BTopon kaHan cbopa AaHHbIX. Ecnn
Knaccuyeckuin ESI nsmepseT abCoMoTHBIN YPOBEHb IMOLMOHANbHOIO OTK/IMKA Yepes
CMOHTaHHbIE oL eHKU, TO IDEA GoKyCcHpyeTCa Ha pacXoXOEHUN MeXAY CNOHTAaHHBbIMU U
3aMpoOLUEHHbIMI OLleHKaMW. ATO NO3BOMIAET BbIABAATb «BEX/INBYHO STOXbY» U CKPbITbIE
NnaTTEepHbI N0ASILHOCTN 6€3 NCMNOMb30BaHNA CYOBbEKTUBHbLIX MOMNPaBOYHbIX KOSPPULNEHTOB.

1.5 OnepauunoHHblie moaynu IDEA: KPlI, RCAu ACT

[na npakTnyeckon peannsaunm metogonornun IDEA paspaboTaHbl Tpu
crneumanmsnpoBaHHbIX onepauMoHHbIX MOAYNA. KaX bl U3 HUX 3aKpbiBaeT CBOM
KOHTYpP yrnpaBneHnss KayeCcTBOM:
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1. IDEA KPI — mopaynb oueHkn paboTbl IMHEHOro nepcoHana. Mismepser,
HaCKOJ/IbKO COTPYAHUK CBOUM MOBeAeHNeM BNUSAET Ha CNOHTaHHble aMoLun
KnneHTa. JaéT 06bekTueHbIN KPI, KOTOPbLIN MOXHO BCTPOUTb B CUCTEMY
MOTKUBaLMN.

2. IDEA RCA — mopfynb 6bIcTporo noncka npuymH cboe. 3anyckaeTcs, Korga
KIMEHT CMOHTaHHO GUKCUMpYeT HeraTuB. PacknagbiBaeT KaXxgyro xanoby no
YyeTbIpéM kaTeropmsamMm — lNpouecc, Jtogn, Cpeaa, OXugaHma — un
NnokKasblBaeT, YTO UMEHHO B CUCTEME HYXKHO NUCMpPaBUTb.

3. IDEA ACT — moaynb NpAMOro ynpaBneHuUs KNNEHTCKUM OMNbITOM B MOMEHT
KOHTaKTa. PelwlaeT ABe 3agauu:

1 Tllpwu HeraTuee — MIrHOBEHHO 3arycKaeT NPOTOKON BoccTaHOBNEHNSA
cepsuca (LAST-E), noKa KNMEHT He yLén.

1 Mpw HenTpanbHOM HaACcTPOE — MOBbLILWAET NIOANIbHOCTb Yepes NPoCcToe
LEVNCTBME KNEHTA (Ha)aTue KHOMKK), KOTopoe 3akpennseT No3uTUBHOE
OTHOLLEHWeE.

IDEA KPI: MeToguKa oLeHKN paboTbl POHT-NepcoHana Ha
OCHOBe KoHuenumun IDEA

IDEA RCA: OnepaunoHHasa AMarHoCTuUKa KOPHEBbLIX NPUYNH
Y3Haif Kak! NHUMOEHTOB

IDEA ACT: lNpsamMoe ynyylleHne KINEHTCKOro onbita B MOMEHT
KOHTaKTa

Kakoin moaynb Ba)KHee: 3aBUCUT OT TOUKU KOHTaKTa

Bbl60p NMPUOPUTETHOIoC MOAy/A 3aBUCUT OT TOro, UTO Aenaet COTPyaHUK B TOUYKE
KOHTaKTa:

1 CoTpyAHUK KOHCYNIbTUPYET U peKkoMeHayeT (Bpay, B2B-meHepxep,
aBToMexaHuk) — npuoputeT IDEA KPI. BaxkHO n3MepuTb, HACKOJbKO
COTPYAHWUK BINAET Ha peLleHne KIIMeHTa CBOEN IKCMNEPTMU3ON.

1 CoTpyaHUK o6cnyXXmnBaeT 6e3 KOHCYNbTaLun (Kaccup, agMUHUCTpaTop,
onepaTtop) — npuoputeT IDEA ACT. BaxxHO cPopMUPOBaTb NOASNIBHOCTb
yepes NpocToe AeNCTBNE — HaXKaThe KHOMKW.

Mpouue ropops: Ecnnv cOTpYAHUK NPOLAET SKCNEPTU30M — N3MEPSEM €ro
BAnsHWe (IDEA KPI). Ecnv coTpygHWK NpocTo o6CnyXuneaet — GopMupyem
NnosnbHOCTb Yepes aencteue (IDEA ACT).
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1.6 CoBMecTHOE NpuUMeHeHue: 3aMKHYTbIU LUK
akocuctembl IDEA

MeTtogonorus IDEA n eé onepaunOHHble MOAYNIN GOPMUPYIOT 3aMKHYTbIN LUK
HeNpPepbIBHOIO Y/yyLleHUs KayecTBa Ha YeTbIPEX YPOBHAX:

1. IDEA (CTpaTernyeckuin ypoBeHb): [lMarHocTnka cCUCTEMHbIX Npobnem
KNIMEHTCKOro noTtoka yepes nHagekcol N34 n UMH. OTeevaeT Ha BONPOC:
«EcTb nu ckpbiTas npobriema, v KakoBa €€ rnpupoaa (gepuunt amouni nm
rnofaBIeHHbIV HeraTma)?»

2. IDEA ACT (OnepaunoHHbI ypoBeHb B MOMeHTe): [1pAaMoe BO3AeNCTBME Ha
KineHTa 3gecb 1 cenyvac. OTBevaeT Ha BONPOC: «Kak npeaoTBpaTuTb OTTOK
N YCUNUTb JI0AJIbHOCTb HEMNOCPEACTBEHHO B TOYKE KOHTaKTa, He
AOXN[AsACh aHaIMTUKU?»

3. IDEA KPI (OnepaunoOHHbIi ypOBEHb OLL,eHKU): Banngauuna BNmaHmUA
nepcoHana Ha CNOHTaHHbIN 3MOLMOHasbHbIA ¢oH. OTBEYaeT Ha BOMPOC:
«KTO M3 COTPYAHUKOB CO34aET UCKPEHHUIN IMOUMNOHAsIbHbIN Crief, a KTo
reHepupyeT "BexXX/INBbIA LWYM"?»

4. IDEA RCA (TakTunyeckuit ypoBeHb rny6uHbl): AHan3 KOpPHEBbIX MPUYNH
KOHKpeTHbIX cboeB. OTBeYaeT Ha BONpOC: « YTo UMEHHO C/IOMaJsioch B
rpoLecce, N Kakoe CUCTEMHOE eCTBMNE UCTIPaBUT 3TO HaBcerga?»

Jlornka coemecTHOMN paboThbl:

1. MpepoTBpaweHue: IDEA ACT racut sapoxxgaroLnnca Heratme namn
3aKpennaeT No3NUTUB B MOMEHTE.

2. Aetekuusa n AHanus: Ecnn MHUMOEHT 3adUKCUPOBaH CMOHTaHHO (KaHan 1),
IDEA RCA BbIiBNA€T CUCTEMHYIO MPUUNHY.

3. OueHka u MotuBauus: IDEA KPl obecneumBaeT Npo3padyHOCTb paboThbl
nepeaHen MNHUN.

4. Banupauumsa: [NonHasa metogonorusa IDEA BannaupyeT pesynbTaTt
BHeApPEeHNA CUCTEMHbIX U3BMEHEHUNA.

Utor: IDEA KPI gaét onepauoHHyto ToYHOCTb, IDEA RCA — TakTU4YecKyro
rny6uny, IDEA ACT — ckopocTb peakuuu, a nonHasa IDEA — cTpaTermyeckytro
LWNPOTY.
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1.7 IDEA kak uHcTpyMmeHT Banupauuu NPS, CSI u apyrux
K/IMEHTCKUX MeTPUK

TpaonuMoHHbIE MHAEKCHI KNIMEHTCKOro onbiTa, Bkakovaa NPS, CSI, CSAT un
Apyrve, onnparoTca Ha npsmble BepbarsbHble OTBETbI, KOTOPble HEU3BEXHO
OUNBbTPYIOTCA Yepes NprUsMy counanbHOW XenaTeslbHOCTH, BEXITIMBOCTU U
KOrHUTMBHOM paumoHanusaumn. KoHuenuuna IDEA npeogoneBaeT aToT
MeTOo40N0rnMYeckuin paspblB, BCTpanBasa B apXUTEKTYPY U3MEPEHUS MeXaHN3M
CaMOCTOATENbHOW NPOBEPKM OCTOBEPHOCTMU MeTpPUK. CpaBHUBAsS YPOBEHb
CMOHTAHHOrO MOJIOXUTENBbHOIO OTK/IMKA C 3anpoLleHHON paLOHaIbHOW OLLEeHKOW,
MeTouKa npeBpallaeT pacXoXaeHne Mexay KaHanamm ns UCTOYHMKa
CTaTUCTMYECKOro WyMa B TOYHbIA OUarHOCTUYECKUn CUrHam o peasibHOM
KayecTBe KJIMeHTCKOro onbliTa.

CyTb Banuaauunn 3akro4aeTcsl B CONOCTaBNEHUN ABYX BENMUYNH: 6A30BOro YPOBHS
CroHTaHHoro ogobpeHus (KaHan 1) n gonn aeknapmpyemoro ogobpeHuns npu
NpAMOM obpalleHnn K KnneHTy (KaHan 2). Ecnmn 3anpolueHHas oLeHKa 3aMeTHO
BbllLE CMOHTAHHON — 3TO CUrHas, YTO B METPUKE BbICOKa [0/1A «BEX/TMBOW
NOANBHOCTU» N €€ NPOrHOCTUYECKAs LLEeHHOCTb CHUXKEHA.

Takum obpasoM, IDEA nomoraeT yBnaeTb, HACKONbKO TpaguLMOHHbIE MEeTPUKN
(NPS, CSI, CSAT v gpyrue) oTpax<atoT UCKpeHHee OTHOLLEHNE KNIMEHTOB, a He

NPOCTO KOMGOPTHYHO AeKapaumo, N NPUHUMaTbL yrpaBfieHYeckne peLlleHns ¢
NONpPaBKOM Ha 3TOT KOHTEKCT.

1.8. MeToponornyeckas ocHoBa

ApxutekTypa IDEA onmpaeTcsa Ha Teopuo ayanbHon 06paboTku nHpopmMaumn (.
KaHemaH). KaHan 1 nasmMepseT CMoHTaHHbIA NTUMBUYeCcKnin uMmnynesc, KaHan 2 —
paunoHanbHy0 OLEeHKY, OTOUNbTPOBAHHYKO NpedpoHTaNnbHOM Kopon. [enbTa
MeXy KaHanamMn KoIM4yecTBEHHO U3MepseT CUy colnanbHOW KoppeKkumu,
npespaLlas KOrHATUBHOE NCKaXXeHWe B TOUHbIA ONAarHOCTUYECKNN NHCTPYMEHT.

Ba)xHO oTMeTUTb, YTO IDEA — 3TO He TOJZIbKO MeTOA,0/10r1sl, HO U FoToBas K
BHEAPEHUIO TEXHONOIrUA. ApPXNTEKTYpa ABYX KaHanoB, anropuTMbl pacyéTa
WHOEKCOB M annapaTHO-NporpaMmMHas peanmsaumsa rnofHOCTbO OTPaboTaHbl U
MacLITabupyroTca Nog, 3agayun pasnumyHbiXx oTpacnen. Npnumep TEXHNYECKOro
peLleHnsa ansa MeauuMHCKOW KITMHUKK NpuBeaéH B MpunoxxeHnn 2.
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2. TeopeTyecku pyHagaMeHT

2.1. Tunonorua apxeTunoB nosefeHua B cucteme IDEA

KnneHTcku NOTOK B odpnanH-cepBuce HeogHopoaeH. PacnpeneneHne KNMeHTOB
No KaHanam obpaTHOM cBA3N GOPMUPYET NATb YCTOMUMBBIX NOBEAEHUYECKUMX
naTTepHOB — apXxeTurnos. OnnucaHne KaXaoro apxeTurna CoCTOUT U3 TPEX
6/10KOB:

1 MaTTepH B NOTOKE (4TO Mbl BUANUM B AAHHbIX).

1 MeTpuuyeckoe nposiBNeHne (Kak apxeTun cBAsaH ¢ nHaekcamm IDEA).

1 YnpaeBneHuyecKuii cMbich (4YTO JenaTh).

1. Mo3nTuBHasA BoBNIeYEHHOCTb (ApxeTun «AgBOKaT»)
KnioueBas MeTpuka: MCO (MHAEKC CMOHTAHHOro ogobpeHus).

1 MaTtTepH B noToKe: K/ANeHTbl 4ar0T CMOHTaHHbIE NOJSIOXUTESIbHbIE OLEHKN B
KaHane 1.

T MeTpuuyeckoe nposieneHune: Popmupyet sHayeHne NCO. Ha arperatHomM
YPOBHE YacTb OLLEHOK MOXeT bbITb 06ycioBneHa HOpMaTUBHbBIM
noBegeHNEM, HO 3TO He NCKaXKaeT obune TpeHabl.

1 YnpaBneHuyeckuit cMbIch: 3aKpennsaTb, MOOLPATb, MacliTabnpoBaTb
ycnelHble NPaKTUKK. ATO SAPO SMOLIMOHANBHON NOANBHOCTML.

2. DyHKLUMOHanbHaA yaoBneTBOpEHHOCTb (ApxeTun «lMaccaxup»)
KnioueBast MeTpuka: N3] (MHOeKC aMOUMOHaNbHOro gepuumnTa).

1 MaTTepH B noToKe: KNMeHTbl He JaloT CMOHTaHHbIX OL,eHOK B KaHane 1, Ho
Npw 3anpoce nepcoHana garT NoSIoXnTenbHble oTBeThl B KaHane 2.

1 MeTpuueckoe nposeneHne: PopMmpyeT NONOXUTENbHOE pacXoxXaeHne B
dopmyne N3 (N30 — NCO). ITO 30Ha pUCKa KTUXOr0 OTTOKa»: KINEHT
NOSANEH MO MHEPLIUN, HO SMOLMOHaNbHas NpuBsA3ka OTCYTCTBYET.

1 YnpaBneH4yeckuin cMbicn: CepBuc ¢pyHKLNOHANEH, HO He 3aNOMWHaeTCA.
[106aBNTb MUKPO-aMOLMIO Ha PUHULLE KOHTaKTa And nepesoda KneHTa B
«AfBoKaTar.

KoHuenuusa IDEA; OOO NPOJIAH © 2026. Bce npaBa 3allULLLEHbI



KPACHASA
KHOMKA

Bepcus 2.1 | MioHb 2026
3axru nepcoxan. Bknoyu KNMenToB

3. OTcyTcTBMe OTKNUKA (ApxeTnn «MonuyH»)

KnioueBas MeTpuka: YpoBeHb OTKINKa KaHana 2.

1 TMaTTepH B noToKe: KNMeHTbl He AatoT CMOHTaHHbIX OLLeHOK B KaHane 11 He
O0TBeuYaloT Ha 3anpoc nepcoHana B KaHane 2 .

1 MeTpudyeckoe nposasneHue: GopMnpyeT «MoNYyanmebiv GOH» U CHUXKaeT
06N ypoBEHb OTKNKA. Ba)kHo: 0OTCYTCTBME OTK/MKA He paBHO
nHanodpepeHTHOCTU. MNMprnumHamu MoryT 6bITh: peanbHoe 6espasnuune,
CTpax BblpaXeHWUs HeraTuea, HeXenaHne KOMMYHUUMPOBaTb, SIMYHOCTHbIE
0COBeHHOCTU (MHTPOBEPCUA), KYNbTYPHbIE HOPMbI M36eraHnA
KOHPPOHTaUNK nnn gaxe 6aHanbHoe «He 3aMeTUsT KHOMKY».

1 YnpaBneH4Yeckuit cCMbICA: YrpoLaTb NpoLecc 06paTHON CBA3U, CHUXATb
6apbepbl KOMMYHUKaLMW. B cepBucax ¢ naTeHTHbIM HEFraTUBOM —
paboTaTb Had NCUXONOrnYeckoi 6e3onacHOCTbIO KaHanoB 06paTHOM CBA3W.

OLl,eHKa Aonm «MOH‘-IyHOB» B MNOTOKeE:!

Basoas oueHka: gons monyyHoB = 100% — YpoBeHb oTknMka KaHana 2 (Bce, K
KOMY 06paTUNNCb, HO KTO He CTal y4acTBOBaTb).

KoHcepBaTmnBHas oueHKa: gonsa mondyHoB = (100% — YpoBeHb oTknMKa KaHana 2)
— NCH. BbluntaHne NCH HeobxoanMo, MOTOMY UYTO KIMEHTbI, OCTaBmUBLLME
CMOHTaHHbIM HeraTme B KaHasne 1, o MeToao/0rmMm NcknoyarTca ns KaHana 2 u
He ABMATCA MOJTYYHAMU — OHU YK€ Bblipasniv CBOKO MO3ULUIO.

BaxxHo: Bbicokasi 4ons MonyyHoB (>40%) — caMoCTOATEIbHbIA ANAarHOCTUYECKNI
CUrHas: CePBUC He BbI3bIBAET Y K/INEHTOB HU XXEe/1aHUS XBaJinTb, HN FOTOBHOCTH
XanoBaTbCs. ITO 30Ha HAMBObLLErO PUCKA «TUXOrO OTTOKa».

4. NMopasneHHbin HeraTue (ApxeTun « CKpbITbIN KPUTUK?)

KnoueBas meTpuka: NIMH (MHaeKc nogaBfieHHOro HeraTuea).

1 TMaTTepH B noToKe: KNMeHTbl He Aat0T CMOHTAHHbIX HEFaTUBHbIX OLLEHOK B
KaHane 1, HO npu 3anpoce nepcoHana garT oTpuyaTenbHble OTBETHI B
KaHane 2.

1 MeTpuyeckoe nposeneHune: GopmupyeT NONOXUTENIbHOE pacXoXgeHne B
dopmyne UIMH (M3H — NCH). KNMeHT roToB 03BY4YNTb HEAOBOJIbCTBO MPW
NPSMOM 3arpoce, HO He roTOB GUKCUPOBATb ero CMNOHTaHHO — N3-3a
coumanbHoro 6apbepa, cTpaxa ackanauum Uin HeBepus B pesynbTar.
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1 YnpaBneH4YecKwMit cMbichn: KNMEHT HeOBONEH, HO HE FTOTOB K OTKPbITOM
KOHbpOHTauun. TpebyrtoTcs aHOHUMHbIe KaHanbl Xanob n ayanTt
aTMochepbl B TOUKE KOHTaKTa.

NMoBepeHYeckas Moaenb: PeakTUBHOE Bblpa>keHne HeaoBOJIbCTBA. 9TO He
«MOJTYaNNBbIA OTTOK», @ KOTNIOXKEHHbIN FOI0C» — K/IMEHT rOTOB AaThb o6paTHy+o
CBA3b, eCJ/In Co3aTb 6esonacHbIi Tpurrep.

PacnpocTtpaHéHHoCcTb: XapakTepeH ana 60-90% HeQoBObHbIX KIIMEHTOB
YTUANTAPHbIX CEPBUCOB (pUTENN, MeaunuUmHa, rocycnyrin) U B KynbTypax C
BbICOKUM M3beraHnem npsamMon KoHGpOoHTaumu.

5. OTkpbITbIK HeraTuse (ApxeTun «Kputuk»)
KnioueBas metpuka: NCH (MIHAeKC CNOHTaHHOro HeraTunea).

1 MaTTepH B noToke: KNMeHTbl JatoT CNOHTaHHbIe OTpuLaTesibHble OLEHKN B
KaHane 1.

1 MeTpuueckoe nposaeneHue: PopmupyeT 3HavyeHne NCH. Bboicokas gons
CMOHTaHHbIX OTpULaTeNbHbIX OLEHOK — NPSAMOWN CUrHanm 0 CUCTeMHOM cboe
NN OCTPOM NHUMAEHTE.

1 YnpaBneH4yeckumn cmbici: OnepaumoHHbIn curHan Tpesorn. Tpebyer
HeMe[/IeHHOW peakumn no npouegype Service Recovery go ackanauum
»Kanobbl BO BHELLHWE KaHasbl.

FnaBHOe

[1ATb apXxeTnrnoB NOKPbIBaKOT BECh K/TMEHTCKUM MNOTOK. COBOKYMHOCTb UX J0OJ1ei
Bcerga faét 100% noToka, 4To NMO3BOJIAET MNPOBOANTbL KPOCC-aHa N3 1 BbiSIB/IATb
CKpbITbie pyUckun. «MondyH» — Hanbosiee MeTo40/10rM4eCcKu CII0OXKHbIM apxeTun: 3a
(PaKTOM OTCYTCTBUSA OTK/IMKA MOXET CTOSATb Kak beapasnnyve, Tak v
rnogasJIEHHbIN HeraTue. ViIMeHHo noaTtomMy IDEA TpebyeT napasnnesnbHoi paboThbi
obounx kaHanoB — TOJIbKO corocTaBsieHne KaHana 1 un KaHana 2 nossosisieT
OTAE/Tb peasibHoro «MosuyHa» oT « CKpbITOro KpuUTmka» u «flaccaxmnpanr.
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2.2. MeToaonornyecku NnpuHUMN: ArperaTtHblii aHanus
NOTOKa C onepaluoHHbIM pa3fenieHneM KaHanos

MapameTp OnucaHue

COBOKYMHOCTb KNIMEHTOB (MOTOK) 3a BblIBPaHHbIN NEPUOL, a He
OTAEe/NbHbIN KITNEHT. MIHAEKCbl PacCUYNTbIBAIOTCA Ha
arpermpoBaHHbIX AaHHbIX, YTO obecneymBaeT CTaTUCTUYECKYHO
YCTONYMBOCTb W 3al4MLLaEeT NEPCOHaNbHbIE AaHHbIE.

EavHuya aHanusa

KaHan 1 n KaHan 2 paboTatoT KaK He3aBUCUMbIE NCTOYHUKMN
LaHHbIX. 9TO pasgefneHne HeobXo4NUMO 418 YNCTOThl UBMEPEHUS:
CMOHTaHHbIA OTKAKK (KaHan 1) He JoNKeH CMeLlInBaTbCA C
3anpoweHHbIM (KaHan 2), nHaye grnarHocTMyecKas LeHHOCTb
pPacxoXgeHna Mexay KaHanamm TepseTcs.

MpvHUMN pasgeneHus
KaHanoB

Mbl He onpegenseM COCTOAHNE KaXXaoro oTAEe/IbHOIO KINEHTA,

a BbifiBNIfEM NpeobnagaloLme naTTepHbl B KIIMEHTCKOM NOTOKE.

MHgekcol M3 n VIMNH paccuymTbiBatoTCA NYyTEM CPaBHEHNA OBYX
Jloruka aHanusa arpermpoBaHHbIX MOKasaTenen: fonm

NONOXKNTENbHBLIX/OTPULATENbHBIX OL,EHOK NPW CNOHTaHHOM

c6ope (KaHan 1) u npu 3anpolleHHoM cbope (KaHan 2). Oba

nokasaTtensa 6epyTcH 3a OgMH OTYETHBIA Nepurog.

KnueHT, sapmkcmnposasLlUnin Heratme B KaHane 1, 13 NoToka
KaHana 2 ncknoyaeTca. 1o 3anyckaeT npoLuecc ynpasneHus
HegoBONbLCTBOM (Service Recovery) n npegoTepawaeT
NCKaXxeHne faHHbIx KaHana 2.

¢MﬂpraLl,Mﬂ HeraTuea

MpumeyaHue o TeppUTOpUaNbHOM pa3HeceHun: TepmunHanel KaHana 1 1 KaHana 2 gosxHbl
6bITb PAcnoNOXeHbl Tak, YTOObI HE HAXOOAUTLCA B MPAMOM BUAUMOCTW APYr Apyra
(pekomeHgyemoe pacctosiHme =7-10 MeTPOB 1NN BM3yasibHaA neperopogka). 3To NckyaeT
KOFHUTUBHBIA KOHOUKT Y KIIMEHTa U NO3BOMAET cobupaTb gaHHble 060UX KaHaoB arperaTtHo
3a o4VH nepuog. Ecnu TepputopuanbHoe pasHeceHne HeBO3SMOXHO — MPUMEHSEeTCH poTauns
(mepeknroyeHne He Yalle 1 pasa B CyTKN).

2.3. Heponcuxonornyeckoe v nosegeH4yeckoe
060CHOBaHUue

1. [lyanbHas o6paboTka uHdopmaymm

MeTtogonorus IDEA 6asmpyeTca Ha Mogenu gyanbHon 06paboTky MHGopMaLmm
(Cuctema 1, Cuctema 2, 1. KaHemMaH), aganTnpoBaHHOW ANA ANarHOCTUKN
KJIMEHTCKOro onbiTa. Peakunsa KnveHTa pacnpegensaeTcsa Mexay OByMs
He3aBUCUMbIMU HEMPOHHbIMU KOHTYpaMU:

KoHuenuusa IDEA; OOO NMPOJIAH © 2026. Bce npaBa 3alluLLEHbI



11

KPACHASA
KHOMKA

Bepcus 2.1 | MioHb 2026

2.

3axru nepcoHan. Bkniouu KnuenTos

KoHTyp cnoHTaHHoro otknunka (Kaxan 1): Jiumbunueckas

cuctema. CroHTaHHOe HaXKaTue KHOMKW aKkTUBUpPYeTCA 6e3 CO3HaTENIbHOIo
KOHTPONA, MUHYSA NPePPOHTaNbHYIO GUNbTPaLnio. ATO peakuns
MWHOANEBUAHOIro Tena v 6asasnbHbIX FraHrNMeB Ha AMOLMOHANIbHO 3HAUYUMDbIN
cTumysn. Takoe gencteune TpebyeT npeogosieHnsa NoBeeHYeCcKoro nopora:
TONbKO OMbIT C BbICOKOM apPeKTUBHOWN BaNEeHTHOCTLIO (BbipaXKeHHoe
OA06pEHNE NN OCTPbLIN HEFAaTUB) FeHEPUPYET JOCTAaTOUYHbIN
HEeMPOXMMNYECKNN UMMYNbC O19 MOTOPHOM peakuun. 3aecb HeT MecTa
colMnanbHOM KOPPEKUNM — GUKCUPYETCA «CbIpo» 3MOLMOHANbHbIN crej, He
OTOUNBbTPOBAHHbIN paLMoHanmMsaumen.

KoHTyp aeknapaTtusHoro oteeTa (KaHan 2): Npe¢dpoHTaNIbHbIA KOHTPOJNb U
YUYET coumanbHbIX HOpM. [TpAMOI BONPOC NepcoHana akTuemnpyeT
aopconaTepasnbHY U BEHTpOMeAWabHY NpedpoHTanbHYy KOPY. 9TU 30HbI
OTBEYalT 3@ KOFHUTUBHBIA KOHTPOJb, OLEHKY CcoLMasnbHbIX HOPM Y
nofaBfieHne MMMYbCUBHbBIX peakLni (MEXaHU3M MHIMOUTOPHOIro KOHTPONA). B
OTBET Ha 3anpoc MO3r aBTOMaTMUYeCKN 3anyckaeT npouecc NoACTPONKN NoA
OXungaemblin cueHapui (3ddpeKT counanbHOM XenaTenbHOCTN) U CHUXEHNSA
KOFHUTUBHOIO ANCCOHaHca. KMnMeHT He ncKaXaeT OLeHKY 0CO3HaHHO — ero
HEeMPOHHaA apxXUTEKTYpa GUNbTPYET NEPBUYHYO IMOLMIO Yepes Npusmy
«ApUNUYnNA», nsberaHmsa KOHOANKTa U NPUBBLIYHOMO CLeHapus
B3anMOOenCcTBUA.

IOuarHocTuyeckas LEHHOCTb PacXoXXaeHus (aenbTa KaHaoB)

PasHuua Mexpy arperaTHbiMKW nokasaTtenamm KaHana 1 n KaHana 2 OoTpa>xaetT
cuny rlpecprHTaanoro TOPMO>XXeHNA NMMBUYECKOro UMMyJibCa:

a. Bbicokuit UB[] curHanuampyeT 0 4OMUHUPOBAHUN COLMANbHOM HOPMbI Hag,

NCKPEHHUM addeKToM: cepBUC GYHKLIMOHASIEH, HO He Bbl3blBaeT
HEMPOXNUMMUYECKOro NoaKpPenneHns (0TCYyTCTBYET «3MOLMOHASbHbI AKOPbY,
GOPMUPYHOLLNIA NPUBBLIYKY BO3BPALLLATLCA).

Bbicokuit UMNH ykasbiBaeT Ha KOHQNUKT MeXAY BHYTPEHHUM OUCKOMOOPTOM U
BHELIHVM NoBeAeHYEeCKNUM KOHTPOEM: KJIMEHT NnogaBffeT HeraTuBHbIN
UMMNYNbC B MOMEHTE, HO NpKU NPAMOM 3arnpoce npedpoHTasbHas Kopa
«paspellaeT» Bepbanmsaymo npobdriemsbi.

MeTtogonorundyeckum Bbisog, (Hoy-Xay IDEA):

PacxoxpeHne mexay KkaHaaaMym — He CTaTUCTUYECKUN LLUYM, @ OO beKTUBHbIN
MapKep Hanan4yusa HerpoHHoro ¢unbTpa. IDEA ncrnonesyet aTy gesibTy Kak
BCTPOEHHbIN JeTEKTOP UCKPEHHOCTU: YeM MeHbLLe paspbiB MeXAy CMNOHTaHHbIM U
3arpoLUeHHbIM roBefeHNeM, TeM criabee rnpegpoHTarbHas KOpPEeKUNSa U TEM

KoHuenuusa IDEA; OOO NMPOJIAH © 2026. Bce npaBa 3alluLLEHbI
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Bbillle BePOATHOCTb, YTO JeK/lapypyemMoe OTHOLeHne coBriagaeT C peal/lbHbIM
rnoeegeH4YecKnm raTtrepHoOM.

970 N03BONAET [UArHOCTUPOBATb UCTUHHYIO SMOLUOHA/IbHYIO NPUBA3aHHOCTb
WIIN CKPbITOE HanpsXXeHne «30eChb u ceiidac», 6e3 onopbl Ha Cy6beKTUBHbIE
nonpaBoYHble KOPOULMEHTbI, O OCPOYHbIE BEHUYMAPKU NN PETPOCMIEKTUBHbIE
onpochl.

3. ®akTop UCKaXKeHus: HopMmaTusHoe noseaeHne B KaHane 1

B meToponornu IDEA «<HopMaTMBHOE NoBegeHne» (CNOHTaHHOE HaXkaTune
«3esIeHOM» KHOMKW MO NPUBbIYKE UK coumnanbHOM nHepuuun, 6e3 peanbHOro
9MOLMOHaNbHOrO MMMNYybca) BbICTyNaeT Kak GakTop UCKaXeHUs. 3To
aBTOMaTUYeCKOe AencTBue, ynpasnsaemoe 6asanbHbIMU FaHrNUAMN, a He
TMMBUNYECKON CUCTEMON: NMUMBUYECKNI KOHTYP OCTAETCA HENTpPasibHbIM,
adPeKTMBHOIO NOAKPENIEHNA HE NPONCXOANT.

a. MexaHunsm BnnsiHUA: [1OCKONbKY Takmne 4encTBusa MaTeMaTUUYECKN
yBenuunsaroT MIHgeKc crnoHTaHHoro ogobperus (MCO), oHun
NCKYCCTBEHHO CHUXXaIOT 3HavYeHune UHaekca AMouuoHanbHoro flepuuyurta

(nan).

b. MNMoyeMy 3To onacHo: Hnsknn N3 nutepnpeTmpyeTca Kak «Bbicokuni
9MOLUMOHaNbHbBIA OTKNMK» (ycrex). HopMaTuBHOe noBefeHne co3gaeT NTOXHbIN
CUrHan énaronosnyyunsi, Macknpys peasbHoe 6espasnmume KIneHToB. CepBuc
nosyyaeT «3efieHbl CBET» MO MeTPUKaM, B TO BPEMSA KaK NOANIbHOCTb
OCTaeTCs NyCTOMN N YASBUMOM (PUCK «TUXOro oTToKa» Npu NosiBIeHUN
KOHKYypeHTa). IDEA TpebyeT yyeTa aToro pakTopa, Ytobbl HE NPUHATL
coumManbHbI aBTOMaTU3M 3@ UCKPEHHIO NPUBA3aHHOCTb.

2.4. O6nacTb NpUMMeHeHUa U oTpacnesas cneuudpuka

KoHuenuwusa IDEA geMoOHCTpUpyeT MakCUMarbHYK ANarHOCTUYECKYH LLEeHHOCTbL B
CerMeHTe YTUNUTaPHbIX YCAYT (KNUHUKK, 6aHKK, puTenn, XXKX, rocycnyru, A3C).
B aTOM KaTeropum KNMEHTCKNM OMNbIT CTPOUTCA BOKPYT PELLEHUSA 3aauM, a He

NOJIYYEHUS SMOLMIA, YTO co3gaeT crneundnyeckyro aHarIMTUYECKYHO C/ENyo 30HY:

1. JoMUHUpPYeT PYHKLUNOHANbHASA YA0BNETBOPEHHOCTb 6€3 9MOLIMOHAaTbHOM
NPUBA3KN.

2. BbICOKWUI PUCK «TUXOrO OTTOKa»: KNIMEHTbl HE OCTaBNAKT XKanob, HO
NOCTENEHHO MUFPUPYHOT K KOHKYPEHTaM.

KoHuenuusa IDEA; OOO NMPOJIAH © 2026. Bce npaBa 3alluLLEHbI
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3. TpaguuunoHHble onpocbkl (NPS, CSAT) yacTo GUKCUPYIOT «KBEXJSTUBYHO HOPMYY»,
MacCKMUPYIOLLYIO peasnbHOe MosioXeHne gen.

[ns repOHUCTUYECKUX YCAYT (pecTOpaHbl, cna-ueHTpbl, MHAYCTPUS
pasBneyvYeHnn, TYpusM) MeTOLONOrNA UrpaeT BCNOMOraTesibHyo posb. B aTux
oTpacnAx 9MOLNOHaNbHbIA OTKUK ABAAETCA 6a30BbIM OXUOAHNEM KITUEHTA, a He
andoepeHumaTtopoM. IDEA 3gechb nonesHa NnpenMyLL,ecTBEHHO A9 paHHero
BbIiB/IEHNA nofasfieHHoro Heratuea (UIMH) npmn cb6osx B cepBuce, HO MeHee
KPpUTUYHa ONA gUarHOCTUKN aeduumTa BOBNEYEHHOCTW.

OTpacneeoe npaBuo:

YeM BbiLie 6a30Bbi YPOBEHb QYHKLMOHAIbHOW YAOBIETBOPEHHOCTU U HUXE
9MOLMOHa/lbHas BOBJ/IEYEHHOCTb B Ballei oTpac/u, TeM Bbille anarHocTnyeckas
yeHHocThk IDEA. B cekTope yTunnTapHbIX yCciyr MeToAo/10r1s rnpespalyaeTt
«Cepbiv LLYM» KITMEHTCKOIro 6e3pasinyvs — paHee HeEBUANMBINA 415
TPaANLNOHHBIX METPUK — B ANarHOCTUPYEMbIN YripaB/ieHYeCKUI CUrHarl.

Ocob6bih cnyvyaili — MegUUUHCKUE opraHusauum (peructpaTtypbl, NOJIMKIINHUKMY,
YacTHble KIMHUKU). 30eCb CXOOATCA TPU KpUTUYECKUX dakTopa, aenarowme IDEA
He NPOCTO MNOSIE3HOM, a CTpaTern4eckn HeoH6xoaUMON:

1. Bbicokasi «kMacKa BeXXMBOCTU»: [TalleHTbl B YSI3BMMOM MOJIOXEHUN YacTo
CKPbIBalOT HeraTuB B ONpocax, onacascb MCNOPTUTb OTHOLLEHUS C
nepcoHanoM. ITo CO3AAET «MNNO3MK0 6narononyuns» B TPaaNLMOHHBIX
MeTpUKax.

2. AmnaTtusa Kak gudpdepeHumnaTop: B yTunmtapHom npouecce (3anuce,
AOKYMEHTbI) UMEHHO YesloBeYeCKoe OTHOLIEeHMe CTaHOBUTCA KITHOYEBbIM
dbakTOPOM NoANbHOCTU. N3] HanpaMyo naMepaeT gednunT amMnaTum: «3agady
peLunnun, Ho YesloBEeK He NoYyBCTBOBAs 3ab0ThbI».

3. Puck ackanauuu: Heratne B permctpartype MOXeT BbICTpO nepepacTu B
odumumanbHyto Xanoby nnm notepro naunmeHTa. CnoHTaHHbIN KaHan (KaHan 1)
paboTaeT Kak CUCTeMa paHHero npeaynpexXxgeHna NHUNAEHTOB B peasibHOM
BPeMEHMW.

MeaguLNHCKUA UHCaNT:

B KnuHuKe TpaauUynoHHbIEe OnpoChkl UIMEPSIOT, peLumnin v npobriemy. IDEA
n3MepseT, No4YyBCTBOBAJ /i YE/10BEK 3ab0Ty. BO BTOPOM criy4yae 4acTo KPpOEeTCH
OCHOBa [0JIrOCPOYHON JTOA/IbHOCTY NayneHTa.

KoHuenuusa IDEA; OOO NMPOJIAH © 2026. Bce npaBa 3alluLLEHbI
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3. MeTogonorua coopa gaHHbIX

3.1. KaHan 1: CnoHTaHHbIN

1. WUHcTpyMeHT: TepMuHan noboro npogykra onsa oueHkKn obcnyXXnsaHums
cemenctea KHomka J1oa/1bHOCTU ¢ BOnNpocoM Tuna: «OueHnTe KayecTBo
obcnyxuaHuna» nnn «Kak BaM y Hac cerogHa?».

2. llUkana: 5 BapnaHTOB oTBeTa (1-5).

3. YcnoBue: OueHKa AaéTcs KJIMEHTOM CMOHTaHHO. [lepcoHan He BANAET Ha
BbIOOP, HO MOXET pearnpoBaTb Ha pe3ynbTaT Nocne pUKcaLnm OLEHKN.

4. basapacuéTta: ObLiee KOMMYECTBO YHUKaNbHbIX KITMEHTOB (BU3MUTOB) 3a
nepnog, (N).

5. MeTpuku:
a. WMHpekc cnoHTaHHoro ogobpeHus (MCO) = Yncno oueHok «5» / N;
b. MHpekc cnoHTaHHoro Heratmea (MCH) = Yncno oueHok «1-4» [/ N.
6. lMoporoeble 3HayeHusa pna KaHana 1:
a. OpgobpeHune: TOMbKO OLUEHKa «5»;

b. HeraTtuBe: oueHKN OT «1» 0o «4».

Mpumeuanue 1: Popmynmposka Bonpoca B KaHane 1 HanpsMyro BANAET Ha YPOBEHb OTKJ/IMKA
KIMEHTOB. B cepBuCax ¢ NaTeHTHbIM HeraTueoM (XKKX, HanoroBble MHCMEKL UMW) KPUTUYECKN
Ba>XXHO MCMNOMb30BaTb NCUXONOrMyeckn 6esonacHele GOpMyNMPOBKN — Hanpumep, «Y Bac
CerofHA yaauHbli fAeHb?». Takmue BONPOChl NOBbILAT YPOBEHb OTKIINKA CPeaU HEraTUBHO
HaCTPOEHHbIX KIIMEHTOB, KOTOPbIE CKNOHHbI n3beraTb NPAMbIX KOHOIMKTOB U HE XOTAT
«OBBUHATbL OpraHMsaLunio». B cepBmcax ¢ HeMTpanbHbIM SMOLMOHaNbHbIM GOHOM (BaHKu,
puTenn) opMynanpoBKa MeHee KpUTUYHA U BbIBMPAETCA NOL, KOHKPETHYIO YpaBieHUYeCKYH
3afauvy: oLeHKa KadecTBa paboTbl nepcoHana («OueHnTe KauyecTBO 0OCYXXMBAHUAY) UK
BOCMPUATME MPOLECCOB B LLeNoM («Kak BaM Yy HaC CErogHA?»).

Mpumevanue 2: JnsaiH KHonku J1oanbHOCTY (TepMnHana KaHana 1) gomxeH
COOTBETCTBOBaTb r€4OHUCTUYECKOMY NMPUHLKUNY — GyHAAMEHTAIbHOMY 3aKOHY
HEeMNpPOMNCUXONOrNK, COrNacHO KOTOPOMY YEI0BEK CTPEMUTCS B3aMMOLENCTBOBATb TOJbKO C
TEM, YTO BbI3bIBaeT MO3UTUBHbIE 3MOLWN. Ecnn KHonKa J1IoANbHOCTM He Bbl3biBAE€T HUKAKOIO
9MOLMOHANBbHOIO OTK/IMKA, KIIMEHT NPONAET MMMO, HE3ABNUCUMO OT GOPMYJSIMPOBKM BOMPOCa.

KoHuenuus IDEA; OOO INMPOJIAH © 2026. Bce npaBa 3alliuLLeHbI
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3.2. KaHan 2: 3anpoLueHHbIH

1. WUHcTpyMeHT: TepMuHan aoboro npogykTta Assa oueHKM obCcny>XnBaHms
cemMencTea KHonka J1osnbHOCTU. [lepCoHarn, 3aKkOHYMB 06CnyXnBaHue,
obpalLaeTcs K KIIMEHTY € NpoCcbOon OCTaBUTb 06paTHYH CBA3b, NOKa3biBas Ha
TepMUHan.

2. Ycnosue: TepMmuHan KaHana 2 gosnkeH 6bITb TEPPUTOPUANBLHO PasHECEH C
TepMuHanoMm KaHana 1 (27-10 M) nnu paboTtaTb B pexume poTaumn. KnmeHTsi,
3adpukcuposasLime Heratus B KaHane 1, B onpoc KaHana 2 He npurnawatoTcs.

3. ba3sapacuéTta: KonnmyecTBO KIMEHTOB, KOTOPbIX NepCoHan Nonpocusn
OCTaBUTb 06paTHyr CBA3b UNK NponTh onpoc (Nq). PekomeHayeTca oxeaT 230%
OT NoToKa.

4. MeTpuku:

a. VMHpekc 3anpolleHHoro ogobpernsa (M30) = Yncno NonoXnTenbHbIX
oueHoK / Ngq;

b. MIHoekc 3anpoweHHoro HeraTtmea (M3H) = Yncno HeraTuBHbIX oueHOK [/ Ng;

c. lNpu ncnonbsoBaHUn G¢akKTOPHON MOAENN: OLLEHKN PaKTOPOB
BOCMPUHMMAEMOrro kadecTBa cepBuca.

5. ApxuTtekTypa onpoca KaHana 2

MeTogonorusa IDEA He npunBA3aHa K KOHKpPeTHON ¢OpMYIMPOBKE BOMpoca.
KnioueBoe TpeboBaHMe: onpoc A0/HKEH U3MepsaTb 0406peHne Nnm HeoBOMbCTBO
KITMEeHTa, a ANA KaX40oro BapmaHTa AO/KHbI ObITb 3agaHbl noporu ogobpeHus (X1)
n HeraTmea (X2). Huxxe npmeeaeHbl TUNOBbIE apXUTEKTYpPbl Onpoca.

BapuaHT A. lMpocToit Bonpoc ¢ 5-6annbHOM LWKanomn

1 dopmynuposka: «OLeHNTE KaYyecTBO 06CNyXXMBaHUA» NN «KakK BaM y HacC
cerogHsa?»

1 LWkana: 1-5

1 Mopor opo6peHus (X1): oueHka «5»

1 Mopor HeraTtuea (X2): oueHKU «1-3»

1 BbydepHas 30Ha: oL eHKa «4» UCKMYaeTCAa U3 pacyeéTa NHOEKCOB
1 Jloruka pacuéTa:

o W30 = (YNCcno KNNEHTOB, AaBLUMX OUEHKY «5») [ Nq

KoHuenuusa IDEA; OOO NMPOJIAH © 2026. Bce npaBa 3alluLLEHbI
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o W3H = (4nMcno KNneHToB, gaBLlUNX oUeHKY «1», «2» nnun «3») [ Nq

BapuaHT B. Knioueso# Bonpoc NPS

1 dopMynupoBKa: «OLEeHNTE BEPOATHOCTb PeKOMeHaaLMn Hac APY3baM Un
Konneram no wkane ot 0 o 10»

1 LWkana: 0-10
1 Mopor opo6peHuns (X1): oueHka «10»
1 Mopor HeraTtuea (X2): oueHkn «0-8»
1 bBydepHas 30Ha: oLeHKa «9» UCKNOYAETCA U3 pacyéTa NHOEKCOB
1 Jloruka pacuéTa:
o W30 = (uncno kNneHToB, AaBwmnx oueHky «10») / Nq

o W3H = (uncno knueHToB, AaBLUNX OLEHKY OT «O» go «8»
BKNKOUMNTENBHO) / Ng

1 MpumeyaHune: nopor Heratuea (0-8) oTnnyaeTcs oT Knaccudeckoro NPS
(0-6) — 3TO caenaHo HaMepeHHOo Ana obecnedyeHna cConoCTaBUMOCTU C
XECTKUM rnoporom KaHana 1.

YHuBepcanbHbI NPUHLLUN

IDEA moxeT paboTaTb C ntobon knueHTckon meTtpukon (CSAT, CSI, NPS, CES n
Ap.), eCNN OHa nsMepseT ogobpeHne nnn HegoBONbLCTBO. [lofib3oBaTesb
camocToATeNnbHOo 3agaeT noporun X1 (ogobpeHne) n X2 (Heratme) NOL4 KOHKPETHYHO
LIKany.

1 Jloruka pacuéTa:
o W30 = (uncno KNNeHTOoB, ANA KOTOPbIX 3HadeHne MeTpukn = X1) / NQ
o W3H = (4ncno KNMeHToB, ANA KOTOPbIX 3HauyeHne MeTpukn < X2) / NQ

1 KnioueBoe MeToponornyeckoe TpebosaHue: o6a kaHana (KaHan 1 n Kanan
2) DOMKHbI N3MEePATb OAHY U TY Xe KOHCTPYKTY — 0a0b6peHne nnm
He4OBOJIbCTBO. TONIbKO B 3TOM Cllyyae pacxoXAeHne MeXay KaHanamu
(nenbTa) coxpaHseT ANarHOCTUYECKYHO LIEHHOCTb.

KoHuenuusa IDEA; OOO NPOJIAH © 2026. Bce npaBa 3allULLLEHbI
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4. Knroyesble MeTpuku (KPI)

4.1. ba3oBble nNnokKa3aTtenu KaHanos

[lNa KOpPeKTHOro pacqéTa MHOEKCOB BBOOATCA YeTbIpe OornepaunoHHble METPUKMN.
O6paT|/|Te BHMMaHWNEe Ha pa3sHble 6asbl pacqéTa, 4YTO MeToaoNn0orn4eCKn KpUTN4YHO
Ona arperaTtHoro nogxopga:

1. KaHan 1 (CnoHTaHHbIN): Ba3a = N (06LWwmin NOTOK BU3NTOB)
1 WHAaekc cnoHTaHHoro ogobpeHunsa (MCO)
1 WHpekc crnoHTaHHoro Heratmea (MCH)

2. KaHan 2 (3anpouweHHbIn): basa = Nq (KIMeHTbl, K KOTOPbIM 06paTUInNCG ¢
npocbbo 0TBETUTbL Ha BOMNPOC)

1 WHaekc 3anpoweHHoro ogobpeHunsa (M30)

1 WHAekc 3anpolueHHoro HeraTtuea (M3H)

4.2. UHpekc AMouunoHanbHoro fledpuyuta (U31)

MokasbiBaeT pa3pbiB Mexay AeKnapupyeMbiM 6narononyumem (Npu sanpoce) u
peanbHbIM 3MOLMOHabHbIM UMMYIbCOM (6e3 3anpoca). 30Ha pucKa «TUXOro
OTTOKa».

nag=m30-u"ucCo

3HauyeHune UHTepnpeTauusa

BbICOKNIA 9MOLMOHANbHbIA OTKNK. 3HAYMTENIbHAA YaCTb LOBOJIbHbIX KIIMEHTOB

<25%
NPOSBAAET CNOHTAHHYI aKTUBHOCTb.

Hopma gns yTunnTapHbIX yenyr. KnmeHTbl LOBOJIbHbI, HO CEPBUC He
3anoMuHaeTCcs.

30-50%

KoHuenuusa IDEA; OOO NMPOJIAH © 2026. Bce npaBa 3alluLLEHbI
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3HauyeHue

>70%

3axru nepcoHan. Bkniouu KnuenTos

UHTepnpeTauusa

CepBuc cTan «koHBenepom». KNMEHTbI BEXJIINBbLI, HO 6e3pa3/inyHbl. BbICOKKNIA
PUCK YX04a K KOHKYPEHTY.

4.3. UHpekc NopgasneHHoro Heratusa (UMNH)

MokasbiBaeT CKPbITOE HanpsiXXeHne UK BVsSIHME BHELHNX GaKTopOoB.
dopMupyeTcs 3a CYET PasHULbI MeX Y FOTOBHOCTbIO 03BYUNTb Npo6ieMy npu
3anpoce u HexenaHneM GUKCUPOoBaTb €€ CMOHTaHHO.

3HayeHue
18

=0%

30-50%

>70%

UMNH = U3H-UCH

UHTepnpeTauus

«[lMpo3pauHbIi HeraTue»: HeT BapbepPOB ANA BbipaXeHUA HELOBOJIbLCTBA.
KnveHTbl Nnbo [OBOJbHbI, MO0 YECTHO CUTHANUSUPYIOT O Npobnemax. Cepeuc
cTabuneH NN poBepue K 06paTHON CBA3U BbICOKOE.

«YMepeHHas CAepPXXaHHOCTb»: HOPMa AR YTUNMTapPHbIX yCnyr. KNneHTbl He
CUMTAKOT MefKue Heya06CTBa AOCTOMHBIMU CMOHTAHHOM Xanobbl, HO YeCTHO
OTBEYalT Ha NPSMOIN BONPOC. MOHUTOPUTb TPEHA: POCT — CUTHaN K AeNCTBUIO.

«lMopaBneHHbIN HEraTUB»: KpacHbIn ¢nar. KnneHTbl 60ATCA UK He BEPAT B
9QPEKTUBHOCTb CMOHTAHHOM Xanobbl. PUCK ackanauum (couceTtn,
odmumnanbHble Xanobbl) MM «TUXOro OTTOKa». TpebytoTCs aHOHMMHbIE KaHaslbl
n aygut atMocoepsbl.

KoHuenuusa IDEA; OOO NMPOJIAH © 2026. Bce npaBa 3alluLLEHbI
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4.4. KOHTeKCTyaﬂbHaFI ANarHoCTuka: npuopnuTeT METpUK B
3aBUCUMOCTHU OT SIMOLMOHANIbHOIo ¢poHa

N3 n UINH — He paBHO3Ha4uHble METPUKU. X AnarHocTUYeckas LEeHHOCTb
3aBUCUT OT aMOLMOHanbHoro ¢oHa cepsnca — Toro 6a3oBoro COCToOAHUSA, C
KOTOPbIM KJTMEHT NPUXOANT B opraHMsauymto. [ToHMMaHMe aToro KoHTeKcTa
nossonseT GOoKycnpoBaTb yrnpaBreHYeckne ycunma Ha Hanbonee KpUTUYHOM 30He
pucka.

1. HeATpanbHbIN/NO3UTUBHbI 3MOLMOHAJIbHbIN POH (MpemMuanbHbIi
puTein, 6aHKn, OTeNU, TeNIEKOM)

KnioueBasa meTpuka: U3[] (MHpaekc AMoumnoHanbHoro lepuuuTa)

B cepsucax, rge KimeHT NpuxoauT ¢ HENTPanbHbIM UN NO3UTUBHBIM OXUOAHUEM,
OH MO YMONYaHuK rotoB K ogobpeHno (M30 Bbicokuin). Ecnu npm atom NCO
HWU3KWIA, 3TO O3HAYaeT, YTO CEPBMC HE CO3[AET peaslbHOro AMOLMOHANIbHOI O
uMnynbca, XoTa popManbHO BCE "HOpMarnbHO". KNMEHT yXo4uT C owyueHnem
"Hy, HOpManbHO", a He "Bay".

30Ha pucka: « TUXnin oTToK». KNIMEHT He XanyeTcs, HO U He BO3BpallaeTcs,
NOTOMY 4YTO He MNMosyyus 9MOUNOHaNbHOM LLeHHOCTU. N3] nokasbiBaeT MacLlTabd
9TOro gepuumnTa: YemM OH BbllLe, TEM bonble paspbiB Mexay ¢opmManbHbIM
Ka4vyeCcTBOM N pealjibHbIM SMOUWNOHaJ/IbHbIM CNeaoM.

Mpumep: baHk. KnueHT npuwén opopmMnTb BKNag. Bcé npowno 6bIcTpo, BEXUBO,
npodpeccmoHaneHo. N30 = 75% (npwu 3anpoce xBanaT — BCE xopowo). MCO =12%
(cnoHTaHHO oao6psatoT ToNbKo 12%). U3, = 63%. CepBuC paboTaeT XOpoLO, HO
He co30aéT BAY-adpdekTa — KIMEHT He NoNy4YaeT SMOLMOHANBbHOMN LEHHOCTMN,
pagn KOTOPOM CTOUT peKoMeHaoBaTb 6aHK ApY3bAM UK BbIOMpaTb MMEHHO €ro B
crnepyrowmin pas.

2. NaTteHTHbIN Heratue (DKKX, LeHTpbl 06paboTKN NpeTeH3nn)

KmoueBasa meTpuka: UIMNH (MHaekc NopaeneHHoro Heratuea)

B cepBucax ¢ XpoHNU4YeCcknm GOHOBbLIM pasgpaKeHNEM KIMEHT He XO4YeT O6BUHATb
OpraHmM3auMIo CMOHTaHHO (NcUxosnornyeckas 6€30nNacHOCTb, CTPax acKanauum).
Mpn NPSIMOM 3anpoce OH roTOB 03BY4UNTb Npobnemy (M3H BbicOKOE), HO
CNOHTaHHO Heratue He dukcupyeT (MCH HM3Koe). ITO O3HAYaEeT, YTO HanpsXeHne
"3anepTo” BHYTpPMW.

30Ha pucka: B3pblBHOEe HeJ0BOIbCTBO. KNMEHT HakansneaeT HeraTue, 1 Korga
AOCTUraeT KPUTUYECKON TOYKM — "B3pbiBaeTCs" Xanobon B BbilLeCTOALME

KoHuenuusa IDEA; OOO NPOJIAH © 2026. Bce npaBa 3allULLLEHbI
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WHCTaHUMN, HeraTUBHbIMW OT3biBaMu B ceTu 1 T.N. UMH nokasbiBaeT MacwTab
9TOro "sanepToro” HeraTuea: YeM OH Bbille, TeM BIMXKe MOMEHT "B3pbiBa".

Mpumep: XXKX. KNMeHT He pewwmnn npobnemy, HO CNOHTaHHO HE HaXMaeT
KpacHbI (ncuxonormnyeckas 6esonacHocTb). M3H = 40% (npwn 3anpoce XanyrTcsa
40%), NCH = 10% (cnoHTaHHO ocTaBnaT Heratue Tonbko 10%). UMH = 30%. 310
O3HavaeT, 4To 30% HeraTuea He BbIXOAUT Hapy>XXy — 3To bomba 3amMeIeHHOro
AencTeuA.

npaKTI/I‘-IeCKOE npasuno

1 Ecnu Baw cepBUC — NpeMunasbHbIii I HEUTPaNbHbIA (KTNEHT NpuxoauT
3a NO3SNTUBHbBIM ONbITOM), pokycupymTecb Ha UQA1. Bawwa sagaya — He
NpocTo "He pasgpaxaTb”, a coszgaBaTb SMOLMOHaNbHbIA cref, KOTOPbIn
3aCTaBUT KJIMeHTa BO3BpaLlaThbCA.

1 Ecnu Baw cepBUC — YTUINTAPHbIN C TaTEHTHbIM HEraTUBOM (K/TNEHT
NPUXOANT NO HEOOXOAMMOCTU C GOHOBBIM pasgpakeHnem), PoKycupymnTech
Ha UIMH. Bawa 3agaya — gaTtb KNMeHTy 6e30nacHbIn BbiX0og, A9 HeraTtunea,
4yTO6bl OH HE HakKannuBascsa 40 B3pbiBa.

1 Ecnu Bbl He yBepeHbl B 3MOLMOHaNIbHOM ¢pOoHe, n3MepAanTe ob6a nHaeKca.
TOT, KOTOPbI OKaXeTcA Bbllle, YKaXKeT Ha Ballly rNaBHY 30HY pucka.

4.5. HYuctbit NPS: ckoppekTupoBaHHasa Bepcusi MUHAeKca
NOANbHOCTU

YucTtbiit NPS — 370 TpagMuMOHHbIN MHOEKC, CKOPPEKTUPOBAHHbIA Ha BNUSAHWE
coumnanbHOM XenaTesibHOCTH.

[MockonbKy adPeKT «BEXANBOW IHXKU» NPENMYLLLECTBEHHO 3aBblllaeT 400
NPOMOYTEpPOB, a 40N AeTPaKTOPOB OCTAETCA CTAbUNBbHON (KNNEHTbI peako
CKpbIBalOT HEFraTMB N3 BEXJIMBOCTU), KOPPEKTUPOBKA MPUMEHSETCA TONbKO K
NONIOXNTENbHON KOMMNOHEHTE nHaeKca:

YucTtbie npomoyTepbl = TpaanumMoHHble npomoyTepbl X (1- U3,/ 100)

YucTtbeiii NPS = YucTtble npomoyTepbl — [eTpakTopbl

MeTpurKa NokasbIBaeT, Kakasd YacTb AeKnapaTUBHOM NOANBHOCTU NogKpenseHa
peanbHbIM NnoBegeH4YeCKNM OTKITNKOM.

«YucTtbin NPS» npegnouytuTenbHee Kak LesieBoi nokasaTesb, Korga:

KoHuenuusa IDEA; OOO NPOJIAH © 2026. Bce npaBa 3allULLLEHbI
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1 MpuHMMaeTe pelleHNs 06 MHBECTULMAX B yaepKaHne KNMEHTOB (hoKyC Ha
TeX, Ybsi NOSNbHOCTb NOATBEPIKAEHA AENCTBMEM);

1 ®dopmupyete KPI ana motusaumm ¢poHT-NnepcoHana (4tobbl NOOWPATb
CO3[aHNe UCKPEHHEro OMbITa, @ He «BEXJ/TNBYIO» OLLEHKY);

 CpaBHuBaeTe 3pPEKTUBHOCTb TOUEK/PEMMOHOB C PasHbIMUN KYNbTYPHbLIMK
HOPMaMW «BEX/TUBOCTUY;

7 TporHosnpyeTe noBeaeH4Yeckne meTpukmn (LTV, yacTtoTa BU3UTOB,
capadaHHOe paamno);

1 W3L > +30 n.n. — 3HauMTenbHasa A4onsa aeknapmpyemMon nosanbHOCTH
obycnosrneHa coumanbHON HOPMOW.

TpaguuunoHHbln NPS ocTaétca npeanoyTUTEeNbHbIM, Koraa:
1 TlpoBoanTe BEHUMAPKMHI OTHOCUTENbHO OTpPAacs/IeBblX CTaH4apTOB;

1 PaboTaeTe B reJOHUCTUYECKNX OoTpacndx, rge sMoUumMoHasibHadA
BOBJ/IEYEHHOCTb — 6A30BOE OXMNOAHUE KIMEHTA.

B Ol'lepaTI/IBHOIZ aHaJlIMTUKe peKoMeHayeTCA OTO6pa)KaTb oba nokasaTens c
KPaTKMM NOACHEHNEM PACXOXKOEHNA — 3TO NOBbIWaeT NPo3payYHOCTb U
ynpasieH4eCKyro ULeHHOCTb METPUK.

5. I'Ipanma npuMeHeHunda n orpaHn4eHuA

1. Banupauyua yepes noeepeHue: NHaoekcobl M3 v UTMH gomkHbI
KoppennposaTb C NoBedeHYecKMMKM aaHHbIMK (Retention, LTV, yacToTa BU3SUTOB).
PocT N3] npwn nageHnn yoepxxaHus NnogTBEPXAAET r’MNOTE3Y «TUXOro OTTOKa».

2. Potauus BonpocoBs: YepenyinTe 6asoByto GopMynmpoBKy («Kak BaM y Hac
CErofiHA?») ¢ ApYruMm HENTpanbHbIMK BOMpocaMu ANsA coxpaHeHns addekTa
HOBUW3HbI U CHUXXEHUA MPUBbIKAHUA K CTUMY Y.

3. «J[laTuuk gbiMa» vs « TepMmomMeTp»: KaHan 1 (CMIOHTaHHbIN) pearnpyeT TONbKO
Ha CUNbHble aMoumn. KaHan 2 (3anpoLUeHHbIn) NokasbiBaeT obLYyo TeMnepaTypy
doHa. AHann3 pacxoXaeHna guarHocTupyeT ypoBEeHb 3MOLIMOHASIbHOMO
NMMYHUTETa NoToKa.

KoHuenuusa IDEA; OOO NPOJIAH © 2026. Bce npaBa 3allULLLEHbI
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4. Banupauusa nonapHocTU: VIHAeKCbl paboTaloT TOMbKO NPU pasgefiEHHOM
YyUETe NONOXMNTENbHbIX M HEraTUBHbIX OLLEeHOK. Arperaunsi KHOMoK B «06LLyHo
aKTUBHOCTb» 3anpellieHa, TakK Kak YHUUTOXaeT AMarHoCTUYECKYH LeHHOCTb
PacXoXAeHus.

5. Tpe6oBaHusA K Bbl6opKe: MUHMMaNbHbLIN 06BEM noToka (N) — 100 BM3NTOB 3a
nepunof. PekomeHgyemblin oxBaTt onpocoM (KaHan 2) — 230% oT1 N. Nepwunog
arperaymn — He MeHee Hefenu ona crinaXXmeaHus AHEBHbIX KonebaHun.

6. YnpaBneH4yeckue aencTBuUA:

a. lpu pocTte N3 > 30%: BHEOPATb MUKPO-3MOLMN Ha GUHMLLE KOHTAKTa,
obyyaTb nepcoHan nepcoHanmsaumnm.

b. lMpu pocte UMNH > 25%: 3anyckaTb ayguT aTMocdepbl B TOUKE KOHTaKTa,
BHeZPATb aHOHWUMHbIE KaHanbl ANA getanmsaunm npobnem.

7. IDEA B cucteme MeTpuK: lcnonbsynte IDEA He BMeCTO, a Kak
anarHoctunyeckuin cnon nosepx NPS, CSAT n CSI. Korga TpaguunNOHHbIE METPUKU
nepecTaroT 06 bACHATL NOBeJEeHNE KITMEHTOB N TEPATb KOPPENALMUIO C peanbHbIMU
AencTenaAMK (yaep>kaHnem, 4YacToTom BU3MTOB, capadaHHbIM paguno), IDEA
nomMoraeT onpefenmTb UCTUHHbIE MPUYNHBI pacXoXaeHusa. OHa YETKO
nokKasbIBaeT: CKpbIBAETCA /N 3a CTabUSIbHbIMU OLLEHKaMN «BEXJTUBAA NIOXb» UIN
npobsieMa KpoeTCs B peasibHOM onepauroHHOM cboe, KOTopbIN AeknapaTuBHbIE
Onpocbl He GUKCUPYIOT.

8. YuéT HopmaTusHoro wyma (KoapdpuumeHT Knin): 119 noBbieHNA
penesaHTHoCcTM NCO n N3[, BBOAUTCSA NoNpaBoOYHbIN KOIOPUUMEHT Kiin,
KOMMEHCUPYHOLLMIA O0S0 KNIMEHTOB, CKTOHHbLIX K COHTaHHOMY OA006pEeHUIO
He3aBMCUMO OT KayecTBa cepBuca.

a. CtapToBoe 3HayeHue: 3-5% oT obuero notoka (N) — KoHcepBaTUBHas
OUEHKa ANA YTUNNTAaPHbIX CEPBUCOB.

b. Koppekuns: UCOcorr = max (MCO — Knin; O)
c. Pacuét 3. u34 = U30 — UCOcorr

d. MNepecMoTp: KO3GPULMEHT yToUuHAETCA pa3 B 12-18 MecALeB Ha OCHOBE
Koppensauun ¢ nosegeHdyecknmmn metpukamm (Retention, LTV).

9. Pexum pa6oTbl KaHana 2 n Tpe6oBaHusa K penpe3eHTaTUBHOCTU

PekomMeHAyeMbln pexknm paboTbl KaHan 2: CUHXPOHHbLIN «3anpoc B MOMeHTe» (in-
the-moment feedback). 310 obecneumBaeT:
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Bbicokuin ypoBeHb oTkNMKa (40-70%)

=

=

Penpe3eHTaTUBHOCTb BbIGOPKU

1 Helponcuxonormyeckyro YNCToTy NpedpPoHTaNnbHOro KOHTYpa

=

[MonHyo gnarHoctuyeckyro LLeHHocTb nHgekcos N3/ n UMH

AnbTepHaTUBHbIN peXXuM (AoNyCTUM € OroBopKamMu): Ecnin KkoMnaHusa yxxe
NCNosib3yeT aCUHXPOHHbIe KaHanbl (SMS, email, MecceHaXepbl) /15 UsMepeHuns
NPS, CSI n gpyrux meTpuk, IDEA MoXeT 6bITb MHTErpnpoOBaHa B 3Ty
NHOpacTpykTypy. OgHaKo BaXKHO MOHMMaTb MeTo4osIornyeckme orpaHnyeHns:

1 CenekTuUBHOE CMeLleHUue: YPOBEHb OTK/IMKA Yepesd aCUHXPOHHbIe KaHanbl
06bl4yHO cocTaBnsaeT 5-15%. B BbIOOpPKY nonagaroT TOSIbKO SMOLMOHANBHO
BOBJ/IEYEHHbIE K/IMEHTbI (BOCTOPr UKW pasfpa)eHune), Toraa Kak
«PYHKLMOHANBbHO YyO0OBNETBOPEHHOE BONLLUMHCTBO» UCKIKOYAETCA M3
aHannsa. 3710 nckaxaet M30/V3H n penaeT AenbTy KaHanos
CTAaTUCTUYECKN HE BaNIMOHOMN.

1 HapylwieHue HeiipoNcuXonormMyeckomn YUCTOThbl: KNMeHT oTBeyvaeT yepes
yacbl MK AHK Nocne BU3nTa. BkatoyaeTcs peTpocnekTUBHas
pauMoHanu3auns — namMaTb UCKaXkaeT BnevaTneHne, NnpedpoHTanbHbIN
KOHTYp paboTaeT He B eCTeCTBEHHbIX ycnoBuax. KaHan 2 nepecTaér
N3MEpPATb «3anpPOLUEHHYIO OLEHKY B MOMEHTE» U HaUYMHaAEeT U3MepsaThb
«PETPOCMNEKTMBHYI PEKOHCTPYKLMIO OMbITax.

1 ToTeps KOHTeKcTa: KNMeHT NOMHUT TOJSIbKO obLiee BnevyaTneHne, getanm
(MHTOHaUWA, MUMKMKa NepcoHana, atMmocdepa) yTpadeHbl. PakTopHas
ANarHoCTUKa TepseT TOYHOCTb.

1 3¢PPeKT «ocTbIBAHUA»: IMOLIMA «OCTbI1a» — K/INEHT pearnpyeT Ha
BOCMOMWHaHNe 06 onbiTe, a He Ha peanbHblin onbIT. U3 n UIMH TepstoT
ANArHOCTUYECKYHO LLeHHOCTb.

Moporoeble 3HauYeHUs YPOBHA OTKIMKa KaHana 2:

1. <30%: He BanngHo. JaHHble KaHana 2 He penpeseHTaTuBHbI. PacuéTt N3/
n UMNMH He npounssoauTcA.

2. 30-50%: YcnoBHo BanuagHo. NHOEKCbl pacCUYMTbIBAtOTCS, HO
NHTepnpeTaynsa NPpoOBOAMNTCA C NMOMPaBKOW Ha HU3KYKO YBEPEHHOCTb.

3. >50% (pekomeHayembiit nopor =60%): BanugHo. Beibopka
cTaTUCTUYECKM ycTonumBa. MNonHaa nHTepnpeTaumns no onepaymMoHHbIM
MaTpuuam IDEA. JaHHble npurogHbl ans ynpaBneHYeCKnx peweHnn,

KoHuenuusa IDEA; OOO NPOJIAH © 2026. Bce npaBa 3allULLLEHbI
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pacqéTa nonpaBoYHbIX KO3PPULNEHTOB N UHTErpaumm B CUCTEMBI
MOTWMBaLUUN.

MpakTuyeckue pekoMmeHaauum:

1 Ecnu Bbl ncnonb3yeTe aCUHXPOHHble KaHanbl ana KaHana 2,
NHTepnpeTnpyinTe pesynbtaTthl N3 n NMH kak opueHTUPOBOYHbIE, a He
AnarHocTunyeckue.

1 [Ona noBblWeHNA penpe3eHTaTUBHOCTU KOMOUHUPYNTE aCUHXPOHHbIE
KaHalbl C CUHXPOHHbIMK (HanpuMep, SMS + TepMUHan B TOYKe
obcnyXuBaHus).

1 Ecnu Bbl XOTUTE NONYYNUTb NONHYKO OMArHOCTUYECKYHO LeHHOCTb IDEA —
NCNOJb3YATE CUHXPOHHbINA PEXNM B TOUKE 06CNYXXNBAHNUA.

10. Pexxum pa60Tb| KaHanoe U pasaesjieHne NnoToKOoB AaHHbIX

KaHan 1 gomxeH ¢pyHKUMOHMPOBaTb B HEMPEPLIBHOM pexnMe (Kak onepaTuBHbIN
AEeTEeKTop MHUMAaeHTOoB 1 6asa gna IDEA KPI). KaHan 2 moxeT paboTaTb B
AVNCKPETHOM (nepuognyeckom) pexume. OnutensHocTb paboTel Kanana 2
OOMKHa obecneymBaTb CTAaTUCTUYECKYHO penpe3eHTaTUBHOCTb BbIBOPKU
(ypoBeHb oTknnka =50%, N = 100 BuanToB 3a nepuon). Npun cTabunbHbIX
YCNOBUAX CeEpBUCA N HENZMEHHOW LLleNneBon ayanTopum sanyck KaHana 2
peKoOMeHAyeTcAa NpPoBoANTb He Yalle 1 pasa B 3 mecsaua.

B nepuogbl, korga cbop 3anpalimBaemMon obpaTHON CBA3N HE BEAETCH, TEPMUHAN
KaHana 2 MoXeT 6bITb NepektyeH B peXxunm cbopa CNoOHTaHHOM 06paTHOW CBA3KU
(Kanan 1) pna paclumpeHuns oxBaTa KJIMEHTCKOro notoka. Bo nsbexaHue
CMeLleHNsa MeTpUK, nporpamMmmHble pewweHns «Teon TOC» n «O6bednMHEHHbIN MocT
KayecTBa» npegycMaTpumBaroT ABa OTAENbHbIX peXxiMa paboTbl: «CNOHTaHHasA
(cTuxuintHan) o6paTHan cBA3b» N «PenpeseHTaTUBHbIE ONpocbI». Arperauns
AAHHbIX B 3TUX peXXnmMax npousBoANTCA pasfefibHO, YTO CoXpaHsaeT
MeTOLONTIOrMYECKYIO YNCTOTY pacyéTa nHgekcos N34 n UMH.

KoHuenuusa IDEA; OOO NMPOJIAH © 2026. Bce npaBa 3alluLLEHbI
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6. 3akJirouyeHue

KoHuenuus IDEA MeHseT napagurMy UsMepeHns KIMEeHTCKOro onbita: oT
naccMBHOW PpUKCaLMKN OeKNapUPyeMbIX MHEHUI K aKTUBHOWM OMarHoCTUKeE
noBegeH4YeCcKnx NaTTepHOB.

TpaguumoHHble MEeTPUKWN ONUpPatoTCA Ha yCpeaHEeHHbIe OLLEeHKN, KOTOpble YacTo
CO30at0T UANKO3UKO B1aronoNyyms 3a cYeT «BEXTMBOM NTIOATBHOCTU» U
counanbHo HopMbl. IDEA BCKpblBaeT peasnbHYH CTPYKTYPY KJIMEHTCKOro NoTOKa,
npespallas pasHuLy mexay «cnosamm» (KaHan 2) n «genom» (Kanan 1) B
rnaBHbIA GUarHOCTUYECKUA NHCTPYMEHT.

310 nepexog ot KOHCTaTauun ypoBHA yOooBJIETBOPEHHOCTU K BbIABIEHUIO
CKPbITbIX PUCKOB: TUXOIo OTTOKa I/IH,EI,I/Id)d)epeHTHbIX KNMNeHTOB 1 NogaBneHHOro
HeraTmea. B ycnosusax, korga ¢yHKUMOHaNbHOE KavyeCcTBO CTaHOBUTCA
r’MrneHnYecKnM ¢pakTopoM pblHKA, eAUHCTBEHHOE KOHKYPEHTHOE NpenMyLL,ecTBO
— CMOCOBHOCTb cepBWCa BbI3blBaTb I/ICerHHI/IIZ noeefgeH4YeCKUn OTKIINK.

NHOeKc OMOoLUMOHanNbLHOro HeonumTta no3BoNdeT yBmaeTh aTy CMOCOBHOCTL B
peanbHOM BpeMeHU, 0OTCeKaa MaCKy BeXJIMBOCTU N N3MePAA peaanb||7| YPOBEHDb
9MOLMOHaNbHOW NPUBA3KN.

KnioyeBoM MHCaNT:

[onoXxutenbHas oLyeHKa o 3anpocy nan geknaapaymns roToBHOCTHU
PEKOMEHA0BAaTb HaCcTO OTPaXaroT /INLLb BEXINBOCTb U/IM COLMANbHYO HOPMY.
NcTHHas nosanbHOCTb NOATBEPXKAAETCSA TONIbKO CMIOHTAaHHbIM 4ENCTBUEM
(Cuctema 1o [. KaHemaHy)— Korpga KJIMeHT cam, 6e3 BHeLIHero 3arnpoca, rotos
OTMETUTb Balll CEpPBUC.
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MpunoxxeHue 1

OnepauuoHHaa MaTpuLa UHTepnpeTauum
nokasarteneun cnoHtaHHoro KaHana 1

MeTogonorua IDEA npeanucbiBaeT paccMaTpuBaTb METPUKM CMIOHTAHHOTO
kaHana (MCO n UCH) Kak He3aBUCKUMble AMarHocTUdeckmne curHanbol. Mx
abCoNtOTHbIE 3HaueHMA obnagaroT orpaHUYeHHON MHPOPMATUBHOCTLIO U3-3a
CUCTEMHbIX UCKaXXeHWN: HopMaTUBHOIro nosefeHus (sasbiwaeT UCO) n
npedpoHTanbHOro TopMoXXeHna (3aHmxxaetT MCH). narHocTnyeckas rinybuHa
pacKpblBaeTCA TOMNbKO NPU KpOoCC-aHannse ¢ nHgekcamm pacxoxgernuna (M3 n
WIMH), KoTopble BbICTYMatOT KOHTEKCTHbIMU GUNbTPaMn, 06 bACHAOLWLNMMN
npupogy «wyman.

HacTosdllee npunoXxeHne coaepXUT roToBble MaTpuLbl 4719 onepaTUBHOW
NHTepnpeTaumn NonydYaemblxX AaHHbIX, AOMNOSIHEHHbIE KOHKPETHBIMNA
pekoMeHaaunaMmM no ynpasreH4YecknM AeNCTBUAM A1 KaXa0M
AVarHoCTUYECKON CUTYyaLnN.
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Ta6nuuya 1. AAmvarHoctuuyeckasa matpuua: UCO (cnoHTaHHOe
opob6bpeHue) x U3 (amoumoHanbHbIN gedpuumT)

YpoeeHb YpoeeHb

NCo uag OvarHocTuyeckui BbiBoa PekoMmeHpauusa
TpaH3aKkLWoHHaA cpeaa. OnTnMnsnposaTb
KnneHTbl He NposABASAOT CUCTEMHbIE YC10BUA

. . 9MOLMOHANbHOro OTKINKA, obcnyxumBaHua, 4YToObI
Huskni (< Huskuit (<

5%) 25%) HO U HE MaCKUpPYKOT C03[aTb ECTECTBEHHYIO
paBHoAyLwwmne. CepBuc cpegy 4ns 3MOLWOHabHOro
BOCNPUHUMAaETCS Kak OTKJIMKA.
yTunuTa.
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YpoBeHb
nco

Husknia (<
5%)

YMepeHHblii
(5-10%)

27 Bbicokuia (>
15%)

Bbicokuin (>
15%)

YpoBeHb
nag

Bbicokun (>
70%)

YMepeHHblii
(30-50%)

Huskuii (<
25%)

Bbicokuin (>
50%)

OdunarHocTuyeckuii BbiBoj

30Ha «TUXOro OTTOKa».
DYHKLMOHaNbHadA
YAOBNETBOPEHHOCTb Mpw
NOJIHOM 3MOLMOHaNbHOM
BaKyyme. Mnnro3uns
CTabuIbHOCTW.

basoBasa HopMma N
YTUANTapHbIX ycnyr. YacTb
00006peHNs UCKPEHHSAS,
yacTb 0BycroBneHa
coumasnbHON HOPMON.

NCKpeHHASA NOANBHOCTb.
KnneHTbl cCaMOCTOATENbHO
dUKCnpyoT ogobpeHne,
paspbIB C Aeknapaynen
MWHUMaJIEH.

«PasbaBneHHoEe
o4obpeHuner». Boicokas
CMOHTaHHasA aKTUBHOCTL, HO
3HayuTenbHaa gons —
HOpPMaTMBHOE NOBELEHNE.
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PekomeHpauumsa

CpOYHO BHELPUTb TPUrTepbI
3MOLMOHAasbHOW NPUBA3KN
(mepcoranmsauusa, 3aboTa
nocrse BM3NTa), He HapyLlas
NPUHLMN CNOHTAHHOCTH
KaHana 1.

MNoaonepXnBaTtb TEKYLLNNA
YPOBEHb cepBuca U
OTCNeXnBaTb TpPEHAbI,
MacLlTabupys npakTuUKu
TOJIbKO NpU YCTONYNBOM
poCTe nokasaTenen.

3adukcmpoBaTb yCreLwHble
YCNOBUA N HEMEANEHHO
MacLlTabupoBaTb UX Ha
APYrne CMeHbl N TOYKN —
9TO 3TaNlOH NCKPEHHEN
NOANBHOCTW.

MpPOBECTN CErMEeHTHbIN
aHanus gna oTaeneHuns
WCKPEHHEro ogobpeHnsa oT
HOPMaTWBHOWN BEXIMBOCTU U
TUPaxXnposaTb TOJIbKO
nogTeep>XAEHHbIe gpanBepbl
NOANBHOCTW.
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Ta6nuuya 2. [lnarHoctudyeckana matpuua: UCH (cnoHTaHHbIN
HeraTtuB) x UMNH (nopaBneHHbI HeraTuse)

R(EOESEE R(ESESEE AunarHocTtuyeckuii BbiBOA, PekoMmeHpaums
UCH UMNH
«lMpo3payHas cpega». Mogaep>XnBaTb CKOPOCTb
Bapbepbl 4N BblpaXKeHus peakunn Ha MHLUMOEHTbI 1
. . HeLOBO/ILCTBA OTCYTCTBYIOT. erynapHo NnpoBoguTb
Huskui (~ Huskuia (= A y y perynap POBOA
0%) 0%) KT0 HegoBoNeH — peTpOCneKTUBHbIN pasbop
CUTHanMsupyeT cpasy nm Kencos gns
YXOAUT. npegoTBpaLLeHns
NOBTOPEHNS.
«MogasneHHoe 3anycTuTb napanienbHble
Hanps>eHne». KNneHTbl AHOHWMHble KaHasbl
. . 60ATCA NN He BEPAT B obpaTHON CBA3M 1 NPOBECTH
Huskwuii (~ Bbicokuin (> _
o o pesyfbTaT CMNOHTaHHOWN ayonT atMmocoepbl, YTOObI
0%) 70%)

28

YMepEeHHbI

YMepeHHbIi

)Xanobbl, HO YECTHO
OTBEYaroT nepcoHany.
BbICOKWIA pUCK 3CcKanawuunu.

«HopmanbHas
CLoEepXaHHOCTb». Menkue
Heynob6CcTBa He
GUKCUPYIOTCA CMOHTAHHO, HO

CHATb Bapbepbl 4N
YECTHOW KOMMYHMKaLNW.

BHeapuTb NPEBEHTUBHbIE
CUCTEMHbIE NPOBEPKN Ha
aTanax ¢ BbICOKUM
TPeHMeM, YToBbl YCTPaHATb

(1-3%) (30-50%)

03BY4YMBAKOTCH MO 3anpocy. Mersikne Heyao6bcTBa 4o

CKpbITbI GOH HaNPAXEHUS. dopMupoBaHuA
Hef0BO/bCTBA.

«OTKPbITbIA KPUSUCH. HemenneHHo 3anyCcTuTb

MaccoBble CNOHTaHHble npouenypy aKCTPEHHOTO

Bbicokuii (> Mo6oi Xanobbl nepeseLlwnBaoT pearnpoBaHusa 419 Noucka u
3%) nobble nHgekcel. CuctemMa YCTpaHeHNA KOPHEBOM

paHHero npegynpexgeHuns
cpaboTana.

NPUYNHblI CUCTEMHOT O cbos.
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FnaBHoOe:

MaTtpuLbl — Ball MHCTPYMEHT A1 6bICTPOMN AUarHOCTUKU. He xxauTe, rnoka
HeaoBOJIbHbIE KIINEHTbI YAy T monda. Ecnin U3/ pacTéT — 3HauuT, 3a
BEXJ/IMBOCTbLIO CKpbIBaeTCA 6e3pasnume: Hy>KHo paboTaTb Haj SMOLUNOHa/IbHOM
cBA3bro. Ecnv UIMNH pacTET — 3Ha4nNT, KJIMeHTbl 60OATCA XasoBaTbCA caMu: HYXKHO
CHUXaTb bapbepbl N co3gaBaThb be3onacHble kaHaslbl. Balua Lenb — He «MNoAHATh
Uungpbi», a MOHATb, YTO CTOUT 3@ pPacxoXgeHneM Mexagy cioBamMu U JeNCTBUAMM,
n gencTBoBaTb CUCTEMHO, He HapyLuas npuHLuUN crnoHTaHHocTy KaHana 1.
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NMpunoxeHue 2

NMpumep TexHUYECKOro pelleHnsa gna MeguLUHCKOMU
KJIMHUKKU, nopgpepxusarouwero KoHuenuyuio IDEA
(IDEA Clinic)

HacTosiee NpunoXeHne onucbiBaeT TUNOBYH KOHOUTypaLuo annapaTHo-
NporpaMMHOro KomMnsnekca ansa sBHeapeHuns metogonoruv IDEA B ycnoBusx
MeAULUHCKOIN opraHnsauum (NoNNKINHNKA, YaCTHbIA MeauLMHCKUIA LEHTP,
cTomaTtonorus). KoHourypaumsa obecrnedymsaeTt cobnofeHne Bcex
MEeTOA0N0rMYeckmx TpeboBaHNin: TeppUTopranbHoe pasHeceHne KaHamnos,
dunbTpaLUmMo HeraTMBa, arperaTHbli C60p AaHHbIX.

AnnapaTtHas koHpurypauyus IDEA Clinic
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