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C KoHTtakT-4eHtpom MANGO OFFICE

1 [locTuraerte naaHoBbIX 3HaYeHUn SL

[MONTHOCTbIO KOHTPOJIMPYETE KAUYeCcTBO BCEX MEPErOBOPOB

MoBbiwaeTe NPS n CSI

CokpallaeTe onepaumoHHble pacxoabl U ®OT
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YBenmumBaeTe npoaaxwu
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AocTun)xeHue naaHoBbIX 3HaAYeHuu SL
(Service Level)

s
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Workforce Management

WHCTPYMEHT Ans asToMaTM3aunn naaHnpoBaHus rpaduxkos paboTsl onepaTopos.
Mo3BoNsSeT ONTUMabHO pacnpeaenuTh NepcoHasn No CMEHaM B COOTBETCTBUM C OXUAAEMOA
HarpysKkoi, 4To CYLLECTBEHHO MOBbILLIAET YPOBEHb CepBUCca.

EavHoe okHO onepaTtopa

Bce AaHHble No 06palleHUsaM U3 pasfivyHbIX KaHanoB akKyMynupyloTcs B @AMHOM OKHe oneparopa.
Ero ucnonb3osaHue obecrneunsaeT 6bICTPYIO peakuuio Ha CoobLEHMUS U NepCoHaIM3UPOBaHHbIN
NOAXO0A, COKPALLAeT cpeaHee BpeMs 06C/yMBaHUS KIIMEHTOB.

NHTennekTyanbHas MapuipyTusaums

ANropuTMbl UHTENNEKTYANbHOM MapPLUPYTU3aUMK ONPeaensioT TeMaTUKy obpalleHus u oTnpasnaioT
3anpoc KJIMEHTa Ha COOTBETCTBYIOWYIO FPyrrny onepaTopos. [pK 3TOM yUMTLIBAETCH TEKYLLEE COCTOSHUE
oyepeaein. TakuMm 06pasoM KJIMEHT NOJyYaeT pelleHne CBoero sornpoca 6e3 AnuMTenbHOro oXuaaHus.
ANropuUTMbl MHTENNEKTYaNbHON MaplipyTU3aumMmn pacnpoCcTPaHaTCa Kak Ha TEKCTOBbIE, TaK U

Ha ro/I0CcoBbiE KaHanbl.

Pob0Tbl BO BCex KaHanax

PoboT oTBE4YaeT Ha 3anpoc MFTHOBEHHO W CBOAUT K HYO BpeEMS 0XUAaHWSA oTBeTa, 6bICTPO
npeaocTaBAseT OTBETLlI HA YacTble BONPOChI, NpU HEOBXOANMMOCTU NMEpeBOAUT KIIMEHTa Ha COTPYAHMKA
C HY>XHbIMW KOMMEeTeHUMaMKU. B utore Bonpoc pelaeTcs Ka4yecTBeEHHO U 6e3 oXugaHusa B ovepesn.
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NMONHbIN KOHTPOJ1b KauyecTBa
BCeX Nneperosopos

Real time-MOHUTOPUHT

Jﬁ.ﬁﬁ. Pexxum nepenayun gaHHeix — real time. NMNonHaa kapTuHa obpaboTku obpalleHuil B peanbHOM BPEMEHU:
eavHasn odepenb obpalleHnii, pacnpeaeneHue 3asaBoK U UX CTaTyc.
MpKn CNOXHOM 3BOHKE MOXHO repexBaTnTb ero Uan NoakIYnTbCS U NOMOYb onepaTtopy
KOMMeHTapusiMm B pexxnme cydnimpoBaHus. Bce CKpMnTbl NPONMCHIBAOTCA W 3arpyKatTcs
B MPUNOXEHWE, onepaTopbl MOTYT MATKU MO HUM BO BPEMS 3BOHKA.

HacTtpausaemblin Dashboard

Bknaaka Dashboard npeaHasHayeHa Ans 6bICTPOro NpoOCMOTPa OTYETOB MO BbIBPaHHbLIM NOKa3aTensm.
= BuaHbl METPUKM paboTbl KaXXA0ro COTPYAHUKA: KONMYECTBO MPUHATLIX 06paLleHnii, KOMMYecTBo
NPONyLWEeHHbIX, BPEMSA OXUAAHWUA KIIMEHTA Ha IMHUKM, BPEMSA OTBETA Ha obpalleHue.

3anuncb AWManoros no BCceM KaHanam

3anuncbiBatoTCs pasroBopbl Mo TenedoHy 1 Nepennucku B TEKCTOBbIX KaHanax.
= B nobo MOMEHT BpeMeHN MOXXHO NPOCMOTPETh WKW NPOCAYLWAaTh HYXHbIWA AWanor, 4To no3BonseT
OLleHWBaTb AENCTBUS W KavyecTBo paboTbl onepaTopa.

PeyeBas aHanUTUKa

CepBuc TpaHckpubauum 3anucei pasroBopoB B TEKCT, HA OCHOBaHUM KOTOPOro
Bbl CTPOUTE Ntobble 0TYETLI. Pe3ynbTaThl NOKasbiBaloT, COBI0AAI0T NV COTPYAHUKNU CKPUMThI,
Kak oTpabaTbiBalOT BO3pPaXeHus, AeNnatT N1 AoNpoaaXu U MHOroe Apyroe.
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MoebiwueHne NPS u CSI
(Net Promoter Score n Customer Satisfaction Index)
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OMHMKaHaNbHOCTb

KnueHT cam BblbupaeT Haubonee yaobHbl B AaHHbLIA MOMEHT KaHas: 4YaT Ha caTe, MecceHaxep,
TenedoHHbI 3BOHOK MW ApYyroi. He3aBucKMMO OT KaHana onepaTtop MrHOBEHHO naeHTU(GUUMpYyeT
KNWeHTa, BUAMT eanHYyo NCTopuio obpalleHnid, obpabaTbiBaeT 3anpoc No obWmuM aAnsa BCex KaHasnoB
npasunam.

YMHasa noructuka obpalieHuni

MapLlpyTu3auua obpalleHnin co3aaeTcs Ha 0CHOBE MOTPEe6HOCTe KMEeHTa: 3anpoc nonaaaer
Ha onepaTtopa, KOMMNEeTEeHLUN KOTOPOro No3BOA0T PeLnTb 3a4ady nyydlle BCero.

Mpu 3TOM y4YUTLIBAETCSA TEKYLUEE COCTOAHME oYepeaeil. Tak KJMEHT nonydaeT bbicTpoe

M KauyecTBEHHOE pelleHne CBOero Bonpoca.

Moaynb «KOHTpONb KayecTea»

Ycnyra no3BoniseT aBToOMaTMYecKt cobmpaTb 0T KJIMEHTOB MOCT3BOHKOBYH 0O6paTHYH CBA3b
0 Ka4yecTBe obcnyxusaHus, Hanpumep, Bbl npocute: «OLEeHnTe Ka4yecTBO 06CNyKMBaHUs
oT 1 A0 5», — 1 K/IMEHT HaXKMMaeT Ha COOTBETCTBYIOLLYHO KHOMKY.

PeyeBas aHanuTuka

CepBuc obecne4ymBaeT BbICOKOE KauyecTBO 06CNy)XNBaHUS KIUEHTOB 3a CYET KOHTPOAS AManoros
onepaTopoB KOHTAaKTHOro LeHTpa. PeyeBasi aHannTUKa BblSBNASET KOHMIUKTHbIE CUTYaUUU U MPUYUHDI
X BO3HUKHOBEHMS, MOBbIWAET AUCUNMIMHUPOBAHHOCTb ONEPATOPOB, onpeaenser HeadhdheKTUBHbIE
CKPUNTbI NN He3(PPEKTUBHBLIX COTPYAHUKOB.
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CokpalweHume onepaymMoHHbIX
pacxogos n ®OT

Workforce Management

CepBUC aBTOMATMUYECKU NaHNpyeT paboyme CMeHbl COTPYAHUKOB B COOTBETCTBUMU C TOYHbIM
NPOrHO30M Harpy3ku. HeT onepaTtopos B NPOCTOe M nepepaboTKe, pecypchbl UCMOMb3YHOTCS
onTUManbHo, cokpalwaerca ®OT. MNpu NNaHMpoBaHUM paboynx CMEH YUUTLIBAIOTCA MOXKENaHUs
COTPYAHWUKOB, YTO MOJIOXKUTESIbHO CKa3bIBAETCA HA MOTUBALMU U NTOSAIbHOCTU BHYTPEHHErO
nepcoHana.

N:
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Fonocoson poboTt

@ TexHonorusa, KotTopaa noMoraeT ocBoboXaaTbh COTPYAHUKOB OT pYTUHHOM paboTbl Ha 90%,
TEM CaMblM YBENMYMBas pecypc AENCTBYOLWNX COTPYAHWKOB A/18 BbiNOSIHEHWSA rnobanbHbiX 3a4ay
rno passuTtuto 6usHeca. OauH poboT oceobOXAaeT BpeEMS MNATU OrnepaTopoB.

YaTt-60T1

|:OO;. Mporpamma-cobecegHUK MO3BOJISET COKPaTUTb ONepauyoHHbIE pacxodbl 3a CHET MCNOJIb30BaHWS
bonee gelleBblX TEKCTOBbIX KaHanoB KOMMYHMKEL{V‘IFI.

IVR

FonocoBoe MEHK Ha BXOAE BbIABNSET NOTPEBbHOCTb KNIMEHTA W PELUAeT MHOXECTBO PYTMHHbIX
3apad, He Tpebylowmnx ydacTna Yyenoseka. Hanpumep, nony4yntb MHGOPMaLMIO NO YCIOBUAM
obcnyknBaHus, 3abIOKMpPoOBaTh YTEPSAHHYIO BAHKOBCKYIO KapTy, MOMEHATb Tapud KNUEHT MOXeT
CaMoCTOATENBHO, MONb3YSACh MHCTPYKUMSAMKU FOIOCOBOr0 MeHt. [1na 3Toro He TpaTuTCa pecypc
ornepaTtopoB U, Kak cnencreue, cokpawaetca @OT,
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PocCT npoaa

ABTOMaTtuyecKkum ncxoasawmini o63soH

@ Ncxoasawme 06380HbI pO6OTOM UK C YYACTUEM YesIOBEKA MNO3BOMSIOT C BbICOKON CKOPOCTLIO
OMOBELLAaTb KJINEHTOB 06 akuMax, NoBbIWAKT 3PPEKTUBHOCTb XONOAHbLIX NPOAAX, YBENUYUMBAOT
AOMpPoAaXuU U KPOCC-NPOAAXMU TEKYLUMM KIIMEHTaM.

CkpunTbl

3apaHee pa3paboTaHHbIli cueHapuil 3 deKTUBHOINO pasrosopa NoAckKasbiBaeT onepaTtopy
rnocneaoBaTeNbHOCTL AENCTBUIA, YTO AaeT BO3MOXHOCTb KOHTpO/IMpoBaTL beceny M NoaBecTr
K/IMEHTa K Nokynke. B pesynbTate — pOCT NPOAaX W CpefHero Yyeka.

PeueBas aHanutuka

CepBuUC NO3BONSET OTCNEANTb COBNIOAEHNE MEHEAXKEPAMM CKPUMNTA: NpeanaratoT /i OHU
CONyTCTBYIOLWME TOBApb!, ornoBewatoT 1 06 akumax. C NnoMoLbio PeyeBoit aHanMTUKN MOXKHO
BbISBUTb M TUMOBbIE OWKWGKN ANSA UX YCTPaHEHMUs, U caMble 3DdEKTUBHbIE CUEHApMM Npoaax,
KOTOpble 3aTeM NpUHUMaloTCa B Buae best practices n Tupaxupytotcs.

®

MHTEFDBLI,HQ ¢ AvHaMmuyecknm KOJ1I-TPEKWUHIOM

MpeaocTasnAser NoaHylo MHMOPMALMIO O «KapTe MyTU» KIMEHTa: C KakoW peksiamb! npuwien,
Kakue ToBapbl CMOTpen Ha caiTte. Takxe AaeT BO3MOXHOCTb NMOHATL, YEM OH UHTEPECcOoBancs
NOMMMO OCHOBHOM MOKYNKW, 4TO6bI B MTOre NpoaaTth 6onblue.
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Bce Hy)>xHOe B O4AHOM MecTe

OMHUKaHaNbHOCTb

obcny)MBaHUE KMEHTA B TOIOCOBOM W LM(POBbIX
KaHanax no eauMHbiM NpaBwunam, eguHas ucTopus
obpalleHunii, MrHOBEHHasa MAeHTUPUKauma

EanHoe okHO onepaTtopa
co Bcei Heobxoaumoi B pabote nHdopMaunen

NHTennekTyanbHas MapwpyTtusauus

anropuTMbl MapLipyTUsaunmn obpalleHuia
Ha ocHoBe NoTpebHOCTEN KNNEHTA M C YYETOM
COCTOSHWS o4epeaein Ha NNHUK

CkpunTbl
cueHapum B(b(bEKTMBHbIX Ananoroe C K1IMeHTamMmm

IVR (ronocoBoe MeHK)

cucTeMa npeasapuTenbHO 3anucaHHbIX roN0CoBbIX
coobLeHnid, BbINONHAKLWAA DYHKLWUIO
MapLIpyTU3aunmn 380HKOB

~ MANGO OFFICE

3anuck Ananoros

TenedoHHbIX PA3roBOPOB WU NEeperckun B
TEKCTOBbIX KaHanax, C BO3MOXHOCTbIO
rnpocmoTpa B 060l MOMEHT BPEMEHM

PeyeBasi aHanutuka

TpaHckpubauns 3BOHKa B TEKCT, OLEHKa
Awnanora no 3agaHHbiM napaMmeTpam

lonocosow poboT

WCKYCCTBEHHbI MHTENNEKT ANS peLeHns
BCEX CTAaHAAPTHbIX BOMPOCOB K/TUEHTOB
NS CHWKEHUA HArpysKku Ha onepaTopos

Yart-6oT

dBTOMATHM3aUnAa NpocCTeix AManoroe
B TEKCTOBbLIX KaHanax KOMMYHMKaL{Mﬁ

Ncxoaswmin 063B0OH

aBTOMaTU3aUMA UCXOLALUMX KaMnaHWiA
C pPas/iMyHbIMU PEXUMaMN U HACTPOMKaMM

WFM

aBToOMaTM3aunsa NNaHMpoBaHusa rpaukos
paboTkl onepaTopos

Moaynb «KoHTpoib KadecTea»
cbop obpaTHOW CBA3W OT K/IMEHTOB

Real time-MOHUTOPUHTI

nonHas kapTuHa obpaboTkn obpalieHuni
B peanbHOM BpeMeHM

Hactpausaemblin Dashboard

6bICTpbI NPOCMOTP OTHETOB MO BbiBpaHHbIM
nokasaTensam



YnpasneHue KOHTaKT-LeHTPpOM

MANGO OFFICE

&%
150+

roTOBbIX MHTErpauni
M oTKpbiToE API

®
24/7

Texnoaaep)xka nosb3oBaTenem
KoHTakT-ueHTpa
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ornepaTopoB MoxeT paboTtaTtb
Ha 6ase NpunoXeHus
KoHTakT-ueHTp

Baw nepcoHanbHbIN
MeHeaxep

O[lHa TOYKa KOHTaKTa
C KoMnaHuemn




Bbl 6yaeTe B XopoLwen KOMNaHuu
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NMouemy BbI6UparoT KoHTakT-LeHTp MANGO OFFICE

Poccnmnckmm npoaykT

‘ Py KoHnTakt-LeHTp MANGO OFFICE Bk/to4YeH
B peecTp poccuirckoro MO, 4To NoNHOCTLIO
CHWMMAaET CaHKLIMOHHbIE PUCKHN

KacTtoMHble pa3paboTku

PazpaboTka nHausuayansHoro IT-npoekTa
nofa niobble 3agaqun

—— MMBKOCTb pelueHus

ﬂtn_;ﬂ M3MeHeHMe MOLHOCTU KOHTaKT-UeHTpa
B 3aBMCMMOCTM OT TeKyLMX noTpebHocTel
6usHeca. OnnaTa ToNbKo hakTU4ecKu
notpebnaembix ycayr
OavH 13 nyywnx codToB
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— KPYNHENLUX MOCTaBLMKOB

SaaS-pelweHuin*
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