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Anexkceu Konbinos

® 19 neT onbiTa B NPOEKTUPOBaHUN

NOJIb30BAaTENbCKUX MHTEPPENCOB

® OcHoBan komnaHuto UlDesign Group
(UIDG) B8 2003 roay, BbINOAHWA COTHIO

npoekTos 3a 10 net

® Pa6otan B Wargaming, Flexis, iDecide,
JlabopaTopua Kacnepckoro

® KOHCYNbTUPYIO HA TEMbI KAPTUPOBaAHUS

YCNRyTr, NPpOEeKTNpPpoOBaHNA U aHaJ1N3a

Twitter, Facebook, Linkedin:
nonb3oBaTenbCkux nHTepdemncon (UX, CX) @copylove

+7 999 8204540,
alexey@copylove.ru
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Ing yero
KapTUpoBaTb YCNyTun?






http://desonance.wordpress.com/

NcTtopusa c Pony Express
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NcTtopusa c Pony Express

HAom” Kopnyc  Crp. KB./O®. NHAeKC '

[locne oTnpaBKMu:

[Tonyumnn ko TpaH3akumn. He 66110 HU
noaTeepXxaatouwero email’a, H/4 3BOHKa

YaT nopaep)XKn NpocTo He paboTaeT —

BCE COO6LLEHUS YXOOUN B HOJb

A He 6blN YBEPEH, KOrAa U BO CKOJIbKO
npuenen Kypbep n npueaeT nn BoooLue



http://desonance.wordpress.com/

Koraa Kypbep npuexan:

OH NO3BOHWA 3a S MUHYT A0 Npuesna,
XOT4 4 3aKa3blBaN KaK ¢us. 11LO

[TpnwNnocb CPOYHO UCKaTb
afpec AOCTaBKU N COO6LLATb YCTHO

[Tpnwnocb NCKaTb UMA U TenedoH
NPUHUMAIOLLLEN CTOPOHDI

OH cnpocun, Hy>XXeH I MHE KOHBEPT?

v )
I {]

\


http://desonance.wordpress.com/

[loyemy TaKk npoucxoauT

Day 0 Day+1 Day+2 Day+5 Day+10  Day+20 B O Bp eM ﬂ
&g i) B3aMMOLOEenCTBua C

HEKOEeWU yCNyrou Mol
B3aMMOL4EeNCTBYeEM C
60/1bLLIMM KOJINYECTBOM
Pa3/INYHbIX NPOAYKTOB.

$ -0

Pathway Touchpoints!
Interactions

Mel Edwards, 2011
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Customer


http://desonance.wordpress.com/

Touchpoints!

Interactions

Mel Edwards, 2011

Camag cnabas Touka
KacaHua onpeaenseT
MAKCUMabHbIN YPOBEHb
KayecTBa yCnyru.

DTN TOYKN—TYMUKMWN,
NapTU3aHCKUE TOYKM,
yepecuyp C/I0XHble,
HenpusTHbIE,
HeAOCTYMHbIE U TaK
nanee.


http://desonance.wordpress.com/

2. Pa3pbiBbl cLeHapueB

Mbl Tepsiem
notpeéutenem npu
nepexone mexay
TOYKAMM KOHTaAKTa

Customer Goal Pathway Touchpoints!
Interactions

Mel Edwards, 2011
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MHorokaHanbHocCTb ycnyr B 2016 roay

® More than 3 different acquisition channels
W 2-3 acquisition channels

Only 1 acquisition channel

Twenaea Solutions

https://www.twenga-solutions.com/en/insights/e-commerce-europe-2016-facts-figures/

Anekcer Konblnos | copylove.ru




[ToueMy HY)XHO KapTupoBaHue?

[lepBas npuymnHa:
Pa3pbiBbl CLLEHAPUEB
MCMNOJIHEHUS YCNYTH,
Ha4O UX KaK-TO
PUKCUpPoBaThb

Anekcer Konblnos | copylove.ru
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UcTtopusa ¢ Lukoil
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Axo06 HunbceH 06 aTOM

TnnyHasa cntyaums anas noyuTm aro60on
KOMMaHUN 3TO pparMeHTUPOBaHHbIN B3MrNaL
Ha NpoA4aBaeMylo yCyry.

[...]

Co3paHune obuero BuaeHus aBnaeTcs
KPUTUYECKOMN LENbIo KAapT YCNYT, TaK KaK 6e3
Hero HEBO3MOXHO CO34aTb COrMacoOBaHHbIN
NJaH TOro, Kak pa3BuUBaTb YCNYTY.

Anekcen Konblnos | copylove.ru




[ToueMy HY)XHO KapTupoBaHue?

BTtopasa npuyuHa:
Pa3pbiBbl yripaBieHUs
BHYTPU KOMMNaHNN —
CTPYKTYpa ynpaBneHus
OCHOBaHa Ha
BHYTPEeHHEWN NIornKe
MCNOJIHEHUS, a He Ha

NNIOIr'nMKe KJIMEHTAa

Anekcer Konblnos | copylove.ru
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NUcTopusa c npoanaxem HeABMKXMMOCTU

5

3,75

2,9

1,25

-1,25

-2,5

-3,75

-5
[10 nokynku [Tokyrnka [Tocne NoKymnkm
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TpeTbs NpUYnHa:
IlaBneHwne pblHKa,
TpeboBaHUS
NpenoCTaBASaATb MNOJIHYIO
YyC/yry, a He ee
dparmeHT



KapTbl ycnyr
NO3BONSET NOCTABUTL
noa KOHTPOJIb
npouecc
NPOEKTUPOBaAHUS
YCNyr, KOTopble
peann3oBaHbl C
NOMOLLbIO Pa3J/INYHbIX

MHTEPAKTUBHbIX
NPOAYKTOB.

et Goal Pathway Touchpoints!
Interactions

Mel Edwards, 2011
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Twvnbl KapT




NcTopus

Exhibit V  Blueprint for Discount Brokerage

[lepBasg cTaTtbs Npo Service

= Loy [ EE ] coy [T T Blueprint
& o w = ": T «Designing Services That
R L Deliver» HanucaHa G. Lynn
;; ji=ay = ;,,.,. o7 Shostack B 1984 roay
.

| =] https://hbr.org/1984/01/
= || desighing-services-that-
] @ .
| [ deliver
° 2410
B e =
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[TlpocToun BapunaHT CJM

Post A Job

® Shopify

® External

Search: “Create an
online store”
Expert's profile & “What kind of work
Add job details 5 4 message, original have they done?”
and contact info :
request limit job reC:'eSt
MERCHANT In Shopify Thank you
j Add message
‘I need “l need help
some help” with.."
i i Ongoing
Hire a Shopify Respond to job \ i et
SHOPIFY EXPERT Thank you
) 7 ; Match!
“ “ ] L]
Merchant info Do wa:.t Not interested G‘:‘:at- l;‘:\t 5'“
& job details tc? t:)ke i.,'s work together!
job on? T

Get feedback
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BapuaHT cno)xHee

ratorium’

Exploratorium Visitor Experience Map
Where do you support the paths of different visitors?

expl

dapti th
map by adaptive pa_w_

TOUCH POINTS

VISITOR KEY MOMENTS

GET THE IDEA

Local Adult

¥

Tourist

a2

¥
Hispanic
Family

A

bi
Member
Family

PLAN THE DAY

= Rentsa Zipcar

Discovers Exploratorium on = Plans day around visiting

travel site

multiple tourist destinations

Discusses with hotel concierge

Heard about Exploratorium = Talks with family about going
on Univision = Learns about Spanish options
Unsure if it's the right place = Considers cost deeply

for them

Is triggered by fond = Looks up member

memories benefits

Receives Exploratorium

communications

Arrival & Entry

GET INSIDE

= Needs to meet friends there

= Asks about Spanish support

= Seeks special member check-in or
benefits

= Wants to skip line
= Feels extra frustration with crowds

Places to meet and rest

DO THE MUSEUM

= Seeks alcohol
* Buzzed and wants munchies

= Feels pleased at the depth of

the content

* Needs to keep family together, old

and young

= Pleasantly surprised that translation

is free

= Feels pride and belonging
= Looks for favorite exhibit
= Feels frustration if it isn't there

Retail

WHAT'S NEXT

Wants to continue social activities
for the night

Seeks spot to rest and recharge

Gathers the troops

Feels proud of San Francisco

I Pre-visit 1T At Exploratorium 1T Post-visit ]
Places to Go, Things to See
Mobile Device
Digital Media Grounds r\
A
Marketing @ @ Digital Media
P’
7 B .
Ori . . Mobile Device
.®. .-@. rientation ,
._4"-\k_l’.‘\\_ll—‘\l_r", ~‘~._‘— __________
L
I
(= ;
1]
L ¥
) People
People Transit x

RETURN TO LIFE

Plans another date

Reviews on Trip Advisor
Crashes in hotel

Shares photos with family

Wants to get more involved



KapTa npoeKkTa buro.cx

KapTa knneHTtckoro onbiTa MABT-BUHOTEKM

Pa3spa6oTaHo «Blopo cepBUCHOro Aun3aiiHa»
1 pekabpsa 2018

FeHrE  Peracipaim "m’“ *':‘“
b TP AV -

nareys

buro.cx, 2018
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HennHenHas KapTa

Ewe npumep KpyroBou CTPYKTYpbl
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BECOME AN ACTIVE USER
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Experience Map

Pregnancy Experience Map

Week 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27|28 |29 30/31/32 33 |34 35 36|37 38|39 40

Tests

- Normal
¥ Infertility
M High Risk

Sharing Close Friends/Family  Other Friends/Work  Obvious in Public

I” =

Planning

Physical SISO RIATEIR IO S
Experience -
B Energy e = mc— :

Discomfort

U Weight .

Lunar
Month
and
Maternal
Bod
Changes

Trimester
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O606LWweHHaa KapTa ycayrum

bo3oH ApTemua MankoBa

[TonHbIN NYTb NONb30OBaTENEN B NpoLecce NOoTpebaeHUs ycnyrm

3a cYyeT BUPYCHOro PacnpocTpaHeHus
N pekomeHaaLumnm

3a cYeT NOBTOPHbIX
npoaak, aboHEeHTCKOro

3a cyeT pekNambl U NOCTOAHHOMO 06 CAYKUBAHMSA

npusjie4yeHnAa HOBbIX KTIMEHTOB

Anekcer Konblnos | copylove.ru




KPl 0606WeHHON KapTbl YCAYr

bo3oH ApTemua MankoBa

Ba)xHble KP| noBeaeHna kKMeHTOB

Viral coefficient

Revenue

Registrations

LTV -
Lifetime
Value

Activation

CAC - Customer
Acquisition Cost

Retention

Anekcer Konblnos | copylove.ru
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Co3pnaHue KapThbl
YCNyTU




1. Onpepensem uenu

Cpasy HY>XHO UMEeTb
4yeTKue uenu u
OorpaHuN4YeHwus

& ACHIEVE

YOUR
GOALS




Ha3HauyeHue, POKYC U CTPYKTYpa KapT

1. BbinncaTtb uenu Kaptbl ycnyru (HMxe npumepbl)
e [lpopaTb pyKOBOOUTENIO NOAPA3AENEHUS NAEKO HOBOIMO NPOAYKTA

e [loka3aTb Muam, npuHuUMaoLwmm peweHums (J1MNP), yto ns-3a
npo6aem B MHTepPence NpoayKTa, Mbl TEPSIEM KJIMEHTOB, NPU
3TOM, 6M3HEC NoKa3saTenu noapasaeneHmimn KoMnaHum, Kotopble

OTBEYalOT 3a KIIMEHTOB, HAaXOoAATC4d B npnemMmiaeMomMm Anarna3oHe

e BbiaBUTb Hanbonee KPUTNYECKNE TOHKN KIIMEHTCKOIO OrlblTa U

BJIOXXUTb PeCypcChbl B UX yny4llueHune
e CnpoeKTnpoBaTb CaMbiU NyyLlLUEen KIIMEHTCKUWN OMbIT Ha PbIHKE

e Co3paTtb obLuee BuaeHMe COBEPLUEHCTBOBAHUS HALLEN YCIYIN Y
Bcex JIMNP

Anekcel Konblnos | copylove.ru




Ha3HauyeHune, POKYC U CTPYKTYpa KapT

2. Bbi6paTb ONbIT KJIMEHTA, KOTOPbIN Mbl 6yAeM ONUCbIBaTb
e [loKkynaTenbCKoe nosegeHune
e [loTpebneHmne HOBOCTEN
e JleHb N3 XXU3HU
e [lepexon Ha HOBbIK Tapuog ycnyrum

e KapTa KNneHTa KOHKYPUPYIOLLLEN YCYTU

Anekcel Konblnos | copylove.ru



Ha3HauyeHue, POKYC U CTPYKTYpa KapT

3. Ona Koro penaem Kapty (HasHavyeHue)
e KTO 6yaeT ncnonb3oBaTb KapTy?

e Kak 6yaeT Mcnonb3oBaTbCH KapTa?

Anekcel Konblnos | copylove.ru



Ha3HauyeHue, POKYC U CTPYKTYpa KapT

4. Kakue paHHble cobMpaemM n pacCMaTpMUBaAEM C TOYKU 3PEHUS KJIMEHTA
e Dusnueckue: aptedakTbl, UHCTPYMEHTbI, yCTPOMCTBA
e [loBepeH4yecKkune: nencTeus, BUAbI OeaTe/IbHOCTU, 3a4a4u
e KOrHUTUBHbDbIE: MbIC/IN, MHEHUS, TOYKN 3PEHUS
e OMOUMOHAaJbHbIE: YYBCTBA, YXXeJlaHUS
e Hyxnabl: uenu, NOTpPe6bHOCTH
e BbI30Bbl: Npo6s1EMbBI, OrpaHNYeHus, 6apbepbl
e KOHTEKCT: PU3NYECKUN KOHTEKCT, OKPYXEeHne
e KynbTypa: yé6exaeHus, LEHHOCTU, punocodpus

e Cob6bITUA: TPUIrepbl, MOMEHTbI UCTUHbBI, TOYKU NMPOBaNa

Anekcel Konblnos | copylove.ru




Ha3HauyeHue, POKYC U CTPYKTYpa KapT

5. Kakue paHHble cob6upaemM n paccMaTpmBaeM C TOUYKU 3peHUs OpraHusauuu
e TOUYKM KOHTaKTa: PMn3nNYECKOe OKPYXKEeHUe, YyCTPOMNCTBaA, MUHPOPpMaLUs
e VYTl npoaykThbl, ycnyru
e [lpouecchl: BUAbl 0eaTeNbHOCTU, MOTOK YNpaB/ieHUS
e BbI30oBbl: Npo6aEMbI, UHUNAEHTDI
e Onepauuu: ponu, nogpasaeneHus, CTpPyKTypa ynpaBneHus
e MeTpuku: Tpadumk, PUHAHCbI, CTaTUCTUKA
e JKCMepTu3a: CUJbHbIE CTOPOHDLI, CNlabble CTOPOHbLI, CUCTEMA OBYYEHUS
e BO3MOXHOCTW: naKkyHbl, 6apbepbl, N36bITOYHbIE AENCTBUS
e Llenun: npnbbinb, sSKOHOMMUS, penyTauus

° CTpaTerml: NMNOJNTUKA, HalpaBl1E€HUE pa3BnNTUA, NpUHUUMNDI

Anekcel Konblnos | copylove.ru




2. BbigaBnssem Tunbl NONb3OBaTeNeNn

C09ee

The Chatterbox Mr. Nice Tace The Stlent Killer
mnyouledlhemot You swarys get daly He's the guy that greets you This person simply likes nmmam
this lonely world, tum fo this  moming updates from this goodmmmm mmwueum this person really has
pal and he'll Shower you  person, even if you wish you Hours certainly aren't a something playing on his
with rainbows of laughler. dian’L. Talking %o him feecis thing for nim. headphones. But he'll
ke forever somelrnesme mb
(4 ~°¢  a— ,,‘“\
/4 . AN .3:-1:(‘
’lyr‘ ) *\:
R a At
’ld‘) I )
el '
\'\.:. 7
The Skacker Mthn‘lgrd
This person comes 1o he He'll come 1o the office miraculously, Hemnsoaogetste
Toen Hddieston, Ryan ofce and you get instant yaaring about tasks while ne's oemgmmne slar.crossed iovers. Ther
Gosiing or Zac Efron grocenes — a watertall of recailing about late-night TV power of overtime skils. relationship is thwaried by
Non-existen! in other food comes out rom his shows. You either love him He's basically a mutant. the gark forces in the office.
ofices.  sadly. locker ool oc hale him, Bul, oh, he won't slop

Can't stop.

Anekcel Konblnos | copylove.ru

KapTa co3gaeTcs, Kak
npaBuno, ong oaHoOro

TUMNa NoJb30OBaTenemn.

[lepen co3paHnem
KapTbl, HEO6XOAUMO
onpeaennTbCcs CoO BCEMU

TUMa>XaMMW.



MeToanka nepcoHaXxen

[TepcoHaXu — 3To nonynapHas MeTOAMKA ONUCAHNSA TUMNOB
nonb3oBaTenen. OHa NO3BONSAET ONPEenENNTb TUMDbI
NoJib30OBaTeNIeN, ONUCBLIBATb UX U NCMOJIb30OBaTb MPWU

NPOEKTUPOBAHUN, pa3paboTKe N NOALEPIKKE.

Anekcel Konblnos | copylove.ru




® lMepcoHaXku: yeta NeHCUOHEPOB

JInyHble uenu

*HalTU TUXUIA U CNOKOWHbBIU OTAbIX;
*[loBnaatb Mmup;

*[ToceTUTb UCTOPUYECKUE OOBEKTDI;

EsreHum MNetposuy u Jltogmuna AnekceeBHa BMECTE YXKe
MHOro net. OHU BbIPaCTUIM NPEKPACHbIX AETEWN U
A0XOANUCb BHYKa U BHY4YKY. EBreHun u Jlrogmuna nobar
NyTewecTBOBaTb, XOTA 3TO YAAETCA HE C/IULLKOM 4acTo.
O6bI4HO OHM NHOBAT NOCELLaTb UHTEPECHbBIE U
POMaHTUYECKUE ropoaa nmetoLlyto boratyro nctopumtio. B
3TOT pa3 AeTU NoOMOoram KynuTtb nytesKky B Kutan. B Kutae
OoHU bonblue Bcero 60ATCA, YTO B peCTOpaHe UM noaaayT
611000 13 cobaku NN KoWKu

*OTBeaaTh 611043 3K30TUYECKOU KYXHU;
*[locTapaTbCA NOTPATUTb B OTNYCKE MUHUMYM [EHET;
*BbITb MOHATLIM MECTHBIMU XXUTENAMMU;

*He umeTtb npobaem c coBpeMeHHOU TEXHUKOM.

Anekcel Konblnos | copylove.ru




3. Onpepensiem 3Tanbl KAPTbl U TOYKMU

KOHTAaKTa

@

*—_

Anekcel Konblnos | copylove.ru

e
e

TOYKa KOHTaKTa 3TO MOMEHT
B3aMMOLENCTBUSA, BO BPpeMs KOTOPOro
NPONCXOOUT yOoOBNEeTBOPEHUE
onpeneneHHOMN 4YenoBe4YeCKOU
NOTPEOBHOCTU, Npoucxoasiiee B

onpeaejieHHomMm Mmecte U BpeMeHMN.

Kak npaBuio, B3anmoaencTemne
ConpoBOXaaeTcd 06MeHOM
LEHHOCTAMU MeXay KIIMEHTOM U
OpraHusauuen npenocTaBasoLen

YCNYru.



BapuaHT cno)xHee

ratorium’

Exploratorium Visitor Experience Map
Where do you support the paths of different visitors?

expl

dapti th
map by adaptive pa_w_

TOUCH POINTS

VISITOR KEY MOMENTS

GET THE IDEA

Local Adult

¥

Tourist

a2

¥
Hispanic
Family

A

bi
Member
Family

PLAN THE DAY

= Rentsa Zipcar

Discovers Exploratorium on = Plans day around visiting

travel site

multiple tourist destinations

Discusses with hotel concierge

Heard about Exploratorium = Talks with family about going
on Univision = Learns about Spanish options
Unsure if it's the right place = Considers cost deeply

for them

Is triggered by fond = Looks up member

memories benefits

Receives Exploratorium

communications

Arrival & Entry

GET INSIDE

= Needs to meet friends there

= Asks about Spanish support

= Seeks special member check-in or
benefits

= Wants to skip line
= Feels extra frustration with crowds

Places to meet and rest

DO THE MUSEUM

= Seeks alcohol
* Buzzed and wants munchies

= Feels pleased at the depth of

the content

* Needs to keep family together, old

and young

= Pleasantly surprised that translation

is free

= Feels pride and belonging
= Looks for favorite exhibit
= Feels frustration if it isn't there

Retail

WHAT'S NEXT

Wants to continue social activities
for the night

Seeks spot to rest and recharge

Gathers the troops

Feels proud of San Francisco

I Pre-visit 1T At Exploratorium 1T Post-visit ]
Places to Go, Things to See
Mobile Device
Digital Media Grounds r\
A
Marketing @ @ Digital Media
P’
7 B .
Ori . . Mobile Device
.®. .-@. rientation ,
._4"-\k_l’.‘\\_ll—‘\l_r", ~‘~._‘— __________
L
I
(= ;
1]
L ¥
) People
People Transit x

RETURN TO LIFE

Plans another date

Reviews on Trip Advisor
Crashes in hotel

Shares photos with family

Wants to get more involved



4. OnncobiBaeM TOUYKU KOHTAKTa

Anekcel Konblnos | copylove.ru

CobupaemM MakKCUMabHO

NOJIHYIO UHPOPMaLUIO MO

Ka)XAOWMN TOUYKE KOHTAKTA.

HaHocum a1y

MHPOPMaLIMIO Ha KapPTYy.




nMmepbl onncaHmm - 1

Hwukonaw, 38 ner
YennbuHck

OUHAHCOBLIW 3KCNEPT B KPYNHOM
KOMNaHuu. Ycran or apyaei u
3HAKOMbIX, 3BOHSILLMX K HEMY C
nobLIM BONPOCOM, CBA3EHHLIM C
AeHexHbiMu Bonpocamu. OcobeHHo

KoHcynbraxT (6apbep) YaHan o cepeuce 3axoren NoBHUKaTL Pewwncs nonpobosats
Touku B3aMMOOEWCTBUSA Pexnama (offline) 3HaKOMbI
(offline) 3HaKoMbii TenedoHHbIN 3B0HOK
Buantku CorpyaHuku (offline)
CwmaprdoH CwmaprdoH
Touku B3aMMOaeNCTBUSA Pexknama online (nepexog ¢ Calttol NnapTHepos Cair
(online) KOHTEKCTa, NOC3L04Han Seo, Caitr Mo6unbHas sepcus canra

NEeHAWHr, 8 cou. cetsix, SMM)
Calttbl NnapTHepos

Mouckosas Bblaaya 8 NOMCKOBMKAX
Mowuckosbl® 3anpoc

Caur

MasHasn: Mero

masHas: Mogsan

MoBuneHas sepcus canra
MocanoyHble crpaHuLbl
(peknamHble)

Cou. cetn: Coobliexune B nuuxy
Cou. certu: MNocT Ha crpanuue

Can rarias Konamaauranuii v noers

€ro AoCTany BonNpocsl CTOMT Nn
ceryac nokynars BaniTy U kyaa
BKNaAbIBATb [eHbIv. 3BOHAT U B
pabouee spems, ¥ BEYEPOM, U B
BbixoaHble. OH He NpoTUBe
KOHCYNbTUPOBATHL, HO HE BCEX Xe

Uenb wara

noapsg v Gecnnarso!

Kpurepuit ycnexa

Bapbepesi, npobnems:

1. Haitv cepsuc.
2. MNoHsTL, CTOUT N CEPBUC
BHUMEHUS.

"
masHas cTpaHuua caira orsetuna

Ha ero Kn:oyesble B0NpoCsHl.

1. He NoHuMaK O 4eMm 1 NS Koro
3TOT pecype.

2. Kak aTOoT CEpBUC NOMOXET PELLNTL
Mot npobnemy?

3. He 3anomHun HassaHve cepsuca,
KOTOPLIM BHAEN NO Aopore.

4. 3abbin Ha3saxue cepsuca/
3HAKOMbIW Nepespan HassaHue.

MasHasn: Mero

masHas: Mogsan

MoBuneHas sepcus canra
MocanoyHble crpaHuLbl
(peknamHble)

Bonpocsl 1 oTseTbl

Cou. cetn: Cooblierune B nuuxy
Cou. cetu: MNocT Ha crpanuue
Cou. cetn: KommeHTapuit K nocry
CortpyaHuku (online)
TexHuueckan noaaepxKa
Mpeanoxure naer/KaTeropuio

1. Y3Hartb, KaK CEPBUC PELLUT ero
npotnemol.

2. BoISICHUTB, Kak cepsuc paboraer.
3. Y3Hatb npo rapaHTum u
OrPaHUMEHMUS.

4, Hantv 0T3bIBbI.
Hawen orsersl Ha BCe cBOM

BONPOCH! Ha CalTe U B COUManbHLIX
CeTsiX, NPOHMKCS [OBEPUEM K
cepsuCy.

1. Y10 o1 MeHs notpebyercs?

2. Homep tenedoHa 3HawT sce. He
XOMY NaNUTLCs Nepes Konneramu.
3. Yacrble KoMaHaupoBKY 1
POYMUHT.

4, CepBuC He NoALEpKMBAETCH
MOMM ONEPaTopPoOM.

5. Kak cMory naeHtuduumposars
3anpoC Ha KOHCYNbTAUMHKD.

Bonpocsl 1 orseTbl

Nuysblin kabuHer
ABTOOTBETUMK

TexHuueckan noanepxKa
ONEeKTPOHHOE NUCbMO
(HoTrdKKaUMs, PacChINKa, OTt
NOAAEDKKM)

Mpeanoxure naer/KaTreropuk

1. 3aperucTprposarees B cep
2. 3anonHuTb npoduns.

3. Hacrpours yenyry.

3aperucTpupoBaHHbLINA,
HaNONHEHHbIN ¥ HACTPOEHHbI
npocunb. He HanyraxHble pPo,

Konnery.
1. HeobxoavmocTb A0Ka3bLIBa!

3KCNEPTHOCTb.
2. OTnyck u oTknovdeHue/
NPUOCTaHOBKA CepBuCa.

3. Yacrble KoMaHaupoBKY 1
POYMUHT.

4, Homep tenedoHa 3HaKT BC
XOMY NanUTbCs nNepeg Konner:
5. Bowocs 3a0bITh YKasaTs YTo

BawuAa N rafRa 1 faABL ARLIY

Customer Journey Map komnaHumn Cobaka [laBnosa
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Cobupaemasa nHoopmauusa - 1

Onsa KaXxaom TOYKU cobmpaem nHdopmauumio

e Mbicnn n yyBcTBa

e Jlioaun, Bewwmn, o6opynoBaHUE, OKpYXeHue
e [lencrtBus

e bapbephl

e LleHHOCTb ong nonb3oBaTens

e LleHHOCTb ong opraHmnsaummn

® DMOLIMOHaNbHasa KpuBas

e KpuBas BoBneyeHus

Anekcel Konblnos | copylove.ru




NCTOYHUKN MHOOpMaLnmn

VlCI'IOJ'Ib3yl7ITe T€ X€ CaMble NCTOYHUKHN, HTO U Mbl NCITOJ1b30OBaJIN

ONs ONMCaHUS NepCcoHaXeun.
Tak)Xe nonb3ynTtech:
e CamocTOsATENbHOE MOJIyYeHne yCNyru
e MeToaouka «TaHbIM NOKynNaTeib»
e MeToauka «KO3abunmtn-tectmpoBaHme»
e Be6 n Mo6bMIbHaga aHaNINUTUKA

e OdbPnamHoBble KOIMYECTBEHHbIE METOAbI C6OPA AAHHbIX O

MOJIb3OBaTEIAX

Anekcel Konblnos | copylove.ru




MeToauka «TanHbIX NOKynaTenb»

Ycnyra, ¢ TOMOWbBIO KOTOPOWN MOXHO TIONYYUTb OTHET C
npobénemamm CopepKXawMMmnCS B Balen yCnyre Win NpoaykKTe C

TIOMOLLBIO CTIEUMNANIBHO O6YYEHHbIX NOAEN.

HepocTaTku
e TaHblEe NOKYyNaTEeNnn CKopee BCero He BXxoaaT B LIA Bawen
YCNyTU

e TaHble MOKyNaTENN BPSAL NN BbISBAT NMPO6GNEMDL B
SKCTPEMAJIbHBIX TOYKAX KOHTaKTa (KOTOpblE BbIXOOAT 3a

CTaHAAPTHbLIN HA60D)

Anekcel Konblnos | copylove.ru




IO3a6unnTn-TecTupoBaHme

«KO3a6UNUTU-TECTUPOBAHMNEM ABNAETCHA NIOH6ON SKCNEPUMEHT, HanpPaBAEHHbIN Ha

N3MepeHue KavyecTBa MHTepPEeNCca Nanm e NOUCK KOHKPETHbIX MPO6J1EM B HEM.
[Monb3a 103abUNNTU-TECTUPOBAHNA MHOTOrpPaHHa. TeCTupoBaHUE NMO3BOJIFET:

e [1OHATb, HACKO/LKO MNJIOXO UM XOPOLLO paboTaeT MHTepdenC, YTO MOXET NIN6O
NO6yaAUTb YNYULLUTb €ro, IN60, eC/in OH yXXe [OCTAaTOYHO XOPOLU, YCNOKOUTLCS; B

no60oMmM CNniyHdae JOCTUIraeTCd NoJib3a.

e CpaBHUTb Ka4eCTBO CTApPOro U HOBOTroO MHTEPPENCOB U TEM CaMbIM AATb

060CHOBaHNE U3MEHEHUAM NN BHEOLPEHUIO.

e HanTn n onosHaTb NpobaemMmaTuiHble dparMeHTbl MHTepdeENCca, a Npn AOCTAaTOYHOM

ob6beMe BbIOOPKU TaKXKe U OLLEHUTb NX YHAaCTOTHOCTb.

B TO ke BpeMs 103abUNNTN-TECTUPOBAHMNE HE MOXKET CAENaTb U3 NJIOXOro NPOAYKTa

MNPOAYKT XOpOLLIVII?I,' OHO BCero Jinwb genaeT NnpoayKT Jyylle.»
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MeTpuKu yonoBneTBOpeHHOCTU KJINEeHTa

NPS

[ToTpebuTtenam npeannaraeTcs OTBETUTb Ha BONPOC «KakoBa BEPOSATHOCTb TOrO,
4TO Bbl NOpeKOMeHayeTe KOMNaHUIO/TOBap/6peHn CBOUM APY3bAM/3HAKOMbIM/
konneram?» no 10-6anbHou wkane, rae 0 — «Hu B KoeM cnyyae He 6yny

pekoMeHpoBaTb», a 10 — «O693aTeNbHO NOPEKOMEHAY IO,

Ha ocHoOBe NONyYEeHHbIX OLLEHOK BCE NOTPEOUTENU PA3[ENAOTCH Ha 3 rpynmnbl;
9-10 6annoB — CTOPOHHUKU (promoters) ToBapa/6peHaa, 7-8 6annoB —

HenTpanbHblie noTpebutenmn, 0-6 6annos — KpuTmnku (detractors).

HenocpenctBeHHO pacyeT nHaekca NPS. NPS = pong CTOpOHHUKOB — A0S

KPUTUKOB

https://ru.wikipedia.org/wiki/Haekc_notpebutenbckon_noanbHocTtn_NPS

[ToopobHee: yuebHUK OT Survey Money Ha pycckoM a3bike: http://j.mp/sv-nps

Anekcel Konblnos | copylove.ru



https://ru.wikipedia.org/wiki/%D0%98%D0%BD%D0%B4%D0%B5%D0%BA%D1%81_%D0%BF%D0%BE%D1%82%D1%80%D0%B5%D0%B1%D0%B8%D1%82%D0%B5%D0%BB%D1%8C%D1%81%D0%BA%D0%BE%D0%B9_%D0%BB%D0%BE%D1%8F%D0%BB%D1%8C%D0%BD%D0%BE%D1%81%D1%82%D0%B8_NPS
http://j.mp/sv-nps

OcTanbHble MEeTPUKMU
YAOBJ/IETBOPEHHOCTHU

e CSI — Customer satisfaction index

» Voice of Customer Program (Oracle)
e SUMI (http://sumi.ucc.ie/en)

e SUS (https://www.usability.gov/

how-to-and-tools/resources/

templates/system-usability-scale-

sus.html)

Anekcel Konblnos | copylove.ru

Cnacun60o, 4TO COrnacunnchb NPUHATb
y4yacTue B onpoce

Mb! XOTUM, YTO6bI Bbl 6bINW AOBONLHBI NOKYNKAMKU
NOMOXET HaM MOHATb, Hafl YeM HYXXHO Nopa6oTaTh. Balwm oTBETbI GyAYT AaHOHUMHBIMMU.

* 06s3aTensHo

C KaKow BepOSiITHOCTbIO Bbl nopekomeHayete MABT-BuHoTeky
CBOWM ApY3bsiM U 6U3KUM? *

01 2 3 4 5 6 7 8 9 10

Hukorga He MopekomeHay
nopexomensy @ O O OO O OO OO O o
10 obsA3aTenbHo

Hackonbko BaM yA06HO Bbl6UpaTb HaNnUMTKKU Ha canTe MABT-
BuHoTEKMN? *

01 2 3 4 5 6 7 8 9 10

Coscem O0O0000O0O0O0O OO O ouenbygodHo

Heyao6HO

Hackonbko BaM yf06HO nony4yaTb CBO MHTEPHET-3aKas B
MarasumHax MABT-BuHoteku? *

01 2 3 4 5 6 7 8 9 10

ope OO0 0000000 O Osensyaodio

MoxBanuTb, nopyratb WK NPeANoXuTb naeto

buro.cx, 2018



https://www.usability.gov/how-to-and-tools/resources/templates/system-usability-scale-sus.html
https://www.usability.gov/how-to-and-tools/resources/templates/system-usability-scale-sus.html
https://www.usability.gov/how-to-and-tools/resources/templates/system-usability-scale-sus.html
https://www.usability.gov/how-to-and-tools/resources/templates/system-usability-scale-sus.html
https://www.usability.gov/how-to-and-tools/resources/templates/system-usability-scale-sus.html
http://buro.cx

5. BbigaBnssem, KTO oTBeYyaeT 3a TOUKMU

Ponu 3anHTepecoBaHHbIX loaeun
e MPOAYKTOBbIE MEHEOKEPbI
* MPOEKTUPOBLLNKN
e JM3aNHepb
e 6U3HEC-aHANIUTUKMU
e B/lagenblbl NPOEKTa

e pPa3paboOTUNKU

‘ O6paTuTechb K 3TUM NIOAAM, YTO6DI

e YTOYHUTb KapTY,

NHoraa cCOTpyaHUKM CaboTUPYIOT npouecc

— BaM HY)XHa NOAAEPKKA CBEPXY. * MOMOYb CO6PaTb METPUKMY,
Ho nydylie ,OHeCTU BCe BbIroapbl * MOMOYb HAUTWH peweHuns
KapTMpoOBaHUA npoénem.
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6. luem KpUTUYEeCKne TOUYKHU

He BCce B3anmoaencTeus

OANHAKOBO BaXHbl, HEKOTOPbIE

ABNAIOTCH 60nee KPUTNYHbIMU OANA
Maximum Minimum Inflection

6n3Heca nNo 0o6bLEeKTUBHbIM

A No o

Corner Discontinuity

Anekcel Konblnos | copylove.ru




MOMEHT UCTUHDI

MOMEHT UCTUHbI 3TO KPUTU4YECKad sMOLUMNOHAJIbHO 3apdXeHHad TOYKa KOHTAaKTa,

KOTOpPAas, KaK rnpaBunio, ciyydyaeTcd B TOT MOMEHT, KOI'la KTO-TO TPaTUT 6onbLloe

KOMTNYECTBO SHEPTUN PadN AOCTUXKEHUNA PE3YJibTaTa. B 3TOT MOMeEHT peWaeTCH

C/IOXaTCH /I OTHOLWEHUSA C KOMIMNaHUEN I'IpG.EI,OCT&BJ'IFII-OIJJ,GVI YCNyrm nnm xe

NnpepByTCA. q)yHKLI,I/IOHaJ'IbHaﬂZ 0aeT NoNe3HOCTb ANA KJIMEHTA

TUNNYHbI@ MOMEHTbI UCTUHDI

1.

o W N

OcCoO3HaHue, YTO eCcTb onpeneneHHoe peLleHme
YTeHne pekomMmeHaauMmM OT APYroro NoKynaTens
[ToKynkKa ycnyru

[TepBbI ONbLIT NOTPE6/IEHUS YCNYTK

XXenaHue nogenntbcs MHGOPMaLMen o6 ycnyre € opy3bsiMmum

Anekcel Konblnos | copylove.ru




/. OnTummnanpyem npouecc

Tenepb y HAaC eCTb BCH
MHPoOpMaLUua ong
TpaHcPopMaLUnM BHYTPEHHUX
npoueccoB KOMMNaHUU

Anekcel Konblnos | copylove.ru




CtpaTternyeckme nusmMmeHeHus

Yéupaem nuHune To4YKU B3aMMOAENCTBUS
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no nocjie
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CtpaTternyeckme nameHeHus

PeopraHusaumsa KOMNaHUM Noa KapTy yCnyr

Experience Become Find Compare Buy Receive Use Follow-up
Aware
\/T—\/\/T\/\ T -/
SgTIEATiON Discovering Purchasing Success

Content Design  Dev Content Design  Dev Content Design  Dev

Management

Branding

Platform & Systems

Anekcel Konblnos | copylove.ru




TakTnyecKkme nameHeHus

Cnoco6bl npeoaoneHus 6apbepos

. an/IBJ'Ie'-IeHVIe IKCNepToB AJ1id NMONCKa OTHOCUTEJIbHO MPOCTbIX peLIJeHVIﬁ

e Mo3rossble LWTYPMbI 414 BbiABNEHUA CNOXHbIX peUJeHMVI

e Mo3rosbie WTYypMbl N0 MeToauke Design Thinking ass HaxoXXAeHUS CaMbIX CITOXHbIX

peLueHnmn.

Cnoco6bl Bannaaumm peLueHui:

o KopuaopHoe TecTUupoBaHME: NONYyUYnTE O6PATHYIO CBA3b OT KOJIJIEN, KOTOPbIE HE

NMOrpy>XeHbl B Ball NMPOEKT.

e O3a6MNNTU TECTUPOBAHUE: UCMONb3YNTE CaMbl MOAXOAALLNN METOL H03a6UITNTKN-
TeCTUPOBaHMUA.

e OHNAaMH MHCTPYMEHTbI TECTUPOBAHUS: UMEETCS Macca cneunaansmpoBaHHbIX
OHJIAaH UHCTPYMEHTOB, Hanpumep, optimalworkshop.com

Anekcel Konblnos | copylove.ru




2. PaccTaBbTe npuopuTeTsl

B nepByto ouepeab ncnpaBasgemM 1o, YTO MMEET HanBObLLYIO
LLeHHOCTb AJ/19 K/IMEHTA U TO, YTO Nlerye BCero NCNpaBuTb

Jlerko
peanin3oBaTb
B mpemobro Henaiime
oyepeodb : cpasy
Hu3kas E Boicokas
ueHHocts T A LIEHHOCTb
B nocnedHroro
Bo emopyro
oyepedb unu
oyepeob
HUKoz20a
TpyaHo
peann3oBdTb
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LLlarn, 4To Mbl NpoLinn

1. Onpenennnu uenn KapTMpPOBaHUS

2. Bbigasunu Tmnbl nonb3oBaTenen

3. BbigsBunu KaHanbl U TOYKMN B3aMMOOENCTBUS
4. Onuncann Bce TOYKM B3anMOaeNCTBUS

S. Hawnm, KTo 1 3a YTO OTBEYaEeT BHYTPU

KOMMNaHUW
6. Bbi6bpanm KpUTUYECKMUEe TOYKMN KOHTAKTA

/. ONTUMN30BaNIN KPUTUYECKNE TOYUKMU

Anekcel Konblnos | copylove.ru




[naBHas CNOXXHOCTb BHeApEeHUS

S5

%,
busHec KPI

N
44.‘ ,'- — V
. \a

3agava KJIMeHTa

V
S

Ycnex MeHeOXXEePOB NOYTU HUKaAK HE CBA3aH C YCMNELWHOCTbIO KJIIMEHTOB
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S

Y10 nanvwe?




CaunTbl n coobLuecTBa

Facebook: Customer Journey Mapping
Facebook: Service Design in Russia
http://www.servicedesigntools.org
http://www.businessdesigntools.com

Anekcel Konblnos | copylove.ru


http://www.servicedesigntools.org
http://www.businessdesigntools.com/

Cnacnéo!

twitter @copylove
facebook: copylove
telegram: Ixbxpxsx

+/7 999 8204540
alexey@copylove.ru

& BRAIM
Anekcel Konblnos | copylove.ru li HASHIMG


mailto:alexey@copylove.ru

