TL rma3zamu nokynarteneu.
HoBble MHCTPYMEHTbI U3y4eHUs ueneBon ayauTtopum

PozaHoBa Enena, 20 cepansa 2018 roga



CmMmeHa noKkynatenewu

10-30%

NcTouHuk: McKinsey
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| PacnpepneneHne mapkeTUHroBbIX 6104KeTOB

00%

NMPUBNEYEHUE HOBbIX NOTPEBUTENEW

12%

NcTouHuk: McKinsey



JlossnbHbIE noKynartesiun

B5 PA3 vawe cosepLualoT NOBTOPHbIE MOKYMKYA
B 5 pa3 BblLLE LLAHC, YTO NMPOCTAT OpeHay ero ownoky
B 7 pa3 BbllLE LLIAHC, YTO OHKU NOoNpobyoT HOBOE NpeanoXeHne

B 4 PA3a uaue pekomeraytoT no6UMbIN GpeHs

NcTouHuk: Temkin Group
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PoKyc ynpaBneHus

Cenvac OonxHo ObITb

(
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Mopaenb ynpaBneHus

ApeHpaa

Kcnnyarayms

MapKkeTuHr

ApeHaa OJkcnnyatauma MapKeTuHr
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Customer Journey Map (CJM)

CJM (Kapta nytv noTtpeburtensi) — ncropus
B3aMMOOEWNCTBUSA MOKyrnaTens ¢ BaluM OObEKTOM.
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-

Nnrocbl ncnonb3oBaHna CJM

CMeHa dhoKyca KOMMaHUN C «KN3HYTPU-HaPYXKy»

Ha «CHaPYXU-BHYTPb»

YcuneHune B3anMogencTena mexay nogpasaeneHnamm
YTOYHEHME 30H OTBETCTBEHHOCTM

HanpaBreHne ycunumn Ha «notpeoutens»

[TomMoLLb B NOHUMaHUN UUdp 1 pe3ynsLTaToB

nnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnn



Customer Journey Map — warv no paspaboTtke

@
A =)

MNepcoHbl WccnenoBaHus Pabouas Noen n
Bepcust nocreaytoLlas
KapTbl paboTta
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[lepCOHbI
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Customer Journey Map (npumep)
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Customer Journey Map
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maBHbLIN Bonpoc

Bbl roTOBbI NPOUTU NYThb
BaLLlero nokynarens?







