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I'MJ1IAH BEBUHAPA

YTO U3YHUM?
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CerMeHTUpoOBaHME M NMOPTPET
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3AYEM OOBPO.LUEHTPAM ROGPO-LEHTP
HY)XEH PR? -

co3gaHune 0oBEepPUTENIbHbIX OTHOLLIEHUW Mexay
co3paHne No3nTnBHOIro MMMOXKa opraHmsaLmen n obLLLECTBEHHOCTbIO

pacLumpeHmne cpepbl BINAHNS YCTaHOBJIEHME MOCTOAHHbIX OTHOLLUEHMW co CMU

npuBnevyeHmMe CNOHCOPOB M NapPTHEPOB obecrieyeHne 6naronpuATHOM
BHYTPUKOPMOPaTUBHOM aTMOCHepPb

dopMynmMpoBaHME N pacnpoCTpaHeHmne
moem m MMCCum OTCNeXnBaHne MHeHUsa ob opraHmsaLmMm

M MHOroe opyroe

dopMMpOBaHIME KaHaNoB ODLLIeHNS
C LeneBoun aygutopmen opraHmsaumnm




LleneBas ayguTtopus

[TnaH cocTaBneHna NnopTpeTa Le/1eBon

ayanTopun:

AOOPO-LUEeHTP

YTO HY)XHO NOHATD?

UTO OBWKET NpencraBUTeENAMIM BaLLIEN
ayonTopmmn?

KueMy OHU CcTpeMaTca?
KakoBbl X MHTEpPECHI?
Yero oHuM »ayT oT byayLero?

Uero nsberaet n b6omTcs BaLLa
LlenieBasd ayoutopua?

UTO MeLlaeT noTeHuUMalbHbIM
bnarononyyateniiM BOCMO/b30BaTbCA
BaLLIMM CEpPBNCOM?




LleneBas ayguTopus

Kak onpepnennTb LiesieByio
ayautTopuio?

AOOPO-LUEeHTP

XapaKTepuUCTUKa LLesIeBOM ayanTopun:

rMNOTE3bl N UX MPOBEPKA
OMpPOChHl
aHasIN3 KOHKYPEHTOB

dHaJ1N3 TEKYLUUMX KITMEHTOB

M oemMorpadmnyeckme xapakTepucTmkm (Mo, Bo3pact,
ceMenHoe NosToXeHme, HaLMOHaTIbHOCTb,

MMYLLLECTBO)

[_‘_Vf CcoLManbHble XapakTepucTmnkm (obpasoBaHme,
crieunanbHOCTb, UICTOYHMKMN OOXOOa, YPOBEHb

00Xxo0a, PeMrmosHble yoexxaeHus)

["_Vf reorpadurueckme xapakTepmncTnkm (CTpaHa,
HaceneHHbIN NYHKT, YNCSIEHHOCTb HaceneHus,

KIMMaT)

[—\_Vf NMCUXONTOrMYeCcKmMe XapaKTePUCTUKU ()KN3HEHHAad
No3nLMa, LEHHOCTU, MHTEPECHI, 06Pa3 XXU3HW,
pedepeHTHasa rpynna, KyMmpbi)
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KapTta nytu 6narononyJarens

(KMNB)

AOOPO-LUEeHTP

3TO KapTa NyTM Nonb3oBaTens/KnneHTa, Nonb3oBaTENbCKUN MYTb.
[yTb BKAOYaOLL MM B ceba Bce Luaru, atanbl OeUCTBUNA YeriloBeKa OT BOSHUKHOBEHUS

I'IOTpe6HOCTM A0 ee ynooBJiertBOpeHnd C rNMoOoMOLLUbHO CepBUNCa
Customer journey. [Tpumep Typmnsm

NorpebuocTe LA

Norpebuocrs/3anava
bpewna

CoobuweHne

HHCTPYMEHTbI

€A MOMET NOEXaTh KYQA-TO
Ha HOBLIR ron/maikceue,
HYMHO UTO-TO
JannaHposaTh =

HanomMmHHUTh O BOIMOMHOM
NPEACTORLLEM NYTEWECTEMM

uCambié WHTEPECH BB
BO3MOMHOCTH ANA
NYTEWeCTBWA OT

HaTUBHARA peKNamMma,
Co UHaNbHBIE, PEKNdMHBIE
CETH

OxBaT, KONMMECTEOD
NepexoA0s, NOANMCOK

BHumaHue

HaWT MCTOYHMEK
MHGOpMaALMM ANA
NAIHKPOBAHKA NYTE LLSCTRMA

MpegocrasUTs NOAEIHLIA M
MHTEPECHbIA KOHTEHT, 4TO O
BOIAAKAD HEeNaHAde
noaAnuCaThCA, Tem
BpEMEHEM, AOHECTH
MHPODMALMIO O KOMNABKCE
yonyr

=l HAMMH MOMHO YIHATL
MHOM HOBOMD O
MyTEWECTBHAN M
CNASHWPOBaTL BCe OT A A0 He

Bnor, CouManbHbie CETH, e-
mail paccbiKa

KonWyecTso nepexonos,
BIAMMOOENCTEMA

OnpeaenmTcA C KOMNAHWEW W
Hy nuTh BuneTs

MNpeaocrasnTs NOAEIHBIA
HOWTEHT, KOTOPbLIM NOMOMET
Ky nuTe Ganer

uBbl CMOMETE HAWTH ¥ HAC
NOAEIHYIO HHGOPMAUKWID NO
GpoHupoBaHMIo aBua/wa
Grnnetosn

Bhor, COUMANbBHBIE CETH, &-
mail paccuinka

KoAWuecTeo nepexoaos,
BIANMOAEHCTBA M

3abpoHMpOBaTH MOCTUHHLLY W
HaYdTh MAIHHPOEET L
nyrewecrama bonee
AETANBHO

NpenocrasuTts euibop
FOCTMHHL anapTamenTon M
CONYTCTEYIWAX CEPRUCDB

«Bbi CMOMETE HE NPOCTD
BuibpaTth MuUAbE, HO W
NOAHOCTHID CNAIHKPOBATL
CBOH OTALIX C HAMKY

PemapreTuur => Car

HoAWYecTBo TpaHIaHL WA

[Newncreue

MogenwTca onkITOM
NyTELWEeCTEMA

CofpaTe ¥ BO3HATPAAMTE OT3LIB
O NOe3AKE, OTCABAMTD
HETdTHEHBIE OTiblBbLI ¥
OTPEearMposaTe

«lMogenrnrecs CEBOMM ONBITOM K
NOMOrATE TAKHM HE TaK ¥e
HPYTO CeE3AWNTRD

Bnor, CoumansHble CeTH

Honw4ecTeo 0TibiBOB
(NOINTHBHBIX), NPOWENT
PELEHHBIX NpobnemH bix
BONPOCOSE

JIoANBHOCTb



KapTta nytu 6narononyvarens
(KNB)

MnaH pencreun:

@ [lpoBecTun nccrepgoBaHe LeneBon aygutopnmn

AOOPO-UEeHTp

@ PacrnmncaTtb Becb orbIT bnarononydatenien Ha KapTy

@ CoenaTb BbIBO/ b




KapTta nytu 6narononyvarens
(KNB)

OTKyaa B3ATb flaHHble U OMNbIT?
@ [TpoOnTN CaMOCTOATENBbHO

@ [MpoBeCcTn MHTEPBLIO UM NOHAabNoaaTh 3a bnarononydyatenamm

@ puBReYeHune Kosnner

AOOPO-UEeHTp




KapTta nytu 6narononyvarens
(KNB)

3auyeM ucnonblosaTtb K157

@ BakHaa 4yacTb HECKOJSIbKMX HamnpaBieHnn:

M 4yacTb PR-kaMnaHumwm

[_Bf NO3NLLMOHMPOBaHME N MPOdECCUOHASIbHbIN POCT
opraHuMsaumm

AOOPO-UEeHTp

M 3 PeKTUBHOCTb paboTbl c bnarononyyatenamm

@ BosneueHne B OBpOBOMBYECTBO




KaK NOCTPOUTb KapTy NyTU
6narononyuyarena (KIb)

Llenb
@ [lna kakoro cermeHTa ayauTtopmn?

AOOPO-UEeHTp

s yero aTo opraHmsaummn?




6narononyuyatens (KINb)

NccnepoBaHUue

Npo LMopbl

KaK MHOIO FO3ePOB B LI/IOM OenatoT To,
4yTO OenatoT

HEeT OTBETa Ha BOMPOC «rovyemy?»

BOMPOCHI KOHKPETHbIE N 3aKPbITbIE,
C oTBeTaMu popMaTa ga/HeT

Bbibopka oT 50 yenosek

< S S

KaK NOCTPOUTb KapTy NyTU

AOOPO-LUEeHTP

KavyecTBeHHble

N NN

NPO KayecTBa

MOHNMMaHWEe MOTUBaU WU, HYyBCTB

OTBET Ha BOMPOC «ro4vyemMy?»

BOMPOCHLI OTKPbITblE, Pa3HOObpPa3Hble

BbIOOpPKa OT 5 uernoBekx

13



KapTta nytu 6narononyvarens
(KNB)

N3 Kakux atanoB 6a3oBo coctouT KINB?

AOOPO-UEeHTp

14



KaK NOCTPOUTb KapTy NyTU
6narononyuyarensa (KIb)

lfocTpoeHue KapTbl

locTpoeHve NyTuy, Luaru no CUueHapuio B 3aBMCUMOCTM OT CEPBUCA, LLeSIEBOU aygmnuTopmnm

AOOPO-LUEeHTP

Llenn/3apnaumn, MoTmBaLMa/noTpedbHocTn bnaronony4aTtens

OxxmpaHunsa bnarononydyatens

[TpobrieMHble MOMEHTDI

ToukyM KOHTaKTa - rae NPoOMCXoaAnT B3aMMOOENCTBME Ha KaXXOOM Luare,
MHCTPYMEHTbI B3aMMOOENCTBMSA C biaronosiydatenamm

OOOOO
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KaK NOCTPOUTb KapTy NyTU
6narononyuyarens (KINb)

AHanus u BbiBOAbl

Kak Mbl Mornu 6bl peLunTs Unu crinagnte npobnemsbl, bapbepsbl

AOOPO-UEeHTp

KTO 1 3a UTO OTBEYaET BHYTPU OpraHmM3aumm

NameHeHnsa B paboTe opraHmMsaumnm, KOHKPETHbIE Lenn




[lpyMep KapTbl NyTU AOGPO-LEeHTP
6narononyuyarensa (KIb)

Digital Experience Journey

® Digital Signage
Sammy comes across a new Chocolate
store which has opened at his local
shopping centre. He is impressed with the
Digital Media displays in the store
showing how the chocolate is made.

Social Media/WEB Sitee----% _

He jumps onto the company’s § . -—~®Digital Signage .-®Marketing Automation

Facebook and website pages to : AT i The Digital Signage in : Customers are being segmented and

learn more where he sees great I . the store starts to : targeted with automated emails which

recommendations from other {  reflect comments made | identifies Sammy as a Dark Hot Chocolate

people including 2 of his friends. : ' i by loyal customers. E lover thereby automatically joining him to

He is very pleased to learn about : ; this group. 5 :

their sustainability program. - 2 _ 5 ; . ®Mobile Technologies/WEB

' ' i SitesfeCommerce

The next time Sammy visits the shopping
centre the app offers him the opportunity
to re-order what he purchased last time
before getting to the store so that his
favourite hot chocolate is waiting for him.

. ~®Experience Engine
? The store now has a single view
of Sammy by bringing together
data from each of the touch points
with Sammy. They greet him by
his first name and have
established a highly loyal
customers who brings his friends
in to the store so that they can
® : : get the same experience.
Presence _ : o
Sammy visits the store. The d Gamification
store staff know that Sammy - E Gamification is used to drive
has been past the store < increased sales through leader
previously via the wireless ¢ boards and badging which shows

tracking of his smartphone 3 5 the most popular chocolate items
but do not know anything : ' and the nickname of customers
B Bl sammy et Loyalty Programs ; H who have visited the most number
They offer Sammy th}a ' . ' of stores.
chance to sign up to their Mobile Technolog,es/

loyalty program where he is . .
rewarded with a free hot : Mar ket,’ ng AUtomat’ on
chocolate after his 9th visit. d =amytES bl = QR Core
reader via the store app to scan
Mobile Technologies the product he has purchased )
Sammy loads a Smartphone app and then rate it which is posted 48
which enables him to track his directly to Facebook.
loyalty progress and personalise 4
his requirements. The app enables
the store to start building a profile / ¥ W A P - p
of Sammy thereby enabling highly ( : el | 2 B e A eSocial Media/Marketing
targeted and relevant offerings / } ) Automation
A :‘ : ' Sammy is so impressed with the experience
that he gets in store and the exciting offers
targeted to him through the App and
automated emails that he starts posting on
Facebook and encouraging his friends to also
visit the store and purchase products.




pUMep KapTbl NyTH
narononyJyarens

Kap'ra nytTelecrBMmMA K/IiMeHTa

Cragum
nyTewecTBus

AKTUBHOCTH

YyBcTBa

CyacTtnue

B uenom
aoBoneH

Hecyactnue

OxupaHuA

XoueT KynuTb

NoAapoK Apyry
Ha HOBLIA rof

WweT ToBapsb!
B MHTEepHeTe
No KNIOYEBbLIM
cnoeam

TN

MpuaTHO
caenats
noaapok

apyry

MNonyuate nerkui
[ocTyn K
nHpopMauum o
cKuaKax

Hpasutcs

Sonblwoi BbIGOp,

HO He 3HaeT
Kak Bblparb

PeneBaHTHble
pesynbratbl
NOUCKOBORA

Bbifauu

NMounck B MHTEpHeTe

Mepexogwuno
no nepeoMy
ob6bLaBneHnio B
pesynerarax
noucka

He HpaButcsa
MHOIo
GecnonesHon
WHpOpMaLU UK

BoaMoxHOCTL
CKpblBaTb
HEHYXHble

OBBLABNEHUA

Ewe pas
CpaBHMBaeT ¢

APYruMKn caiTamm

B NOMCKOBOW
Bblgauye

MHTEepHeT-MarasmHa

UNayuaer tekywme

CKMOKH H
npeonoxXeHUA

OtkpbiBaeT

CTpaHuuy ToBapa,

uToObl U3YYaTh
pertanm

g B

/

Oosonex o6unuem

MHpopMaUUm.
He yeBepeHa
KakK HalATH
NYUWYo UeHy

MoHATHLIA K
COBPEMEHHLIN
ansanH
caiTa

YoueneH
obunuem
CKMAOK

Bonbwe
npas3aHuYHbIX
CKMAOK

&)

PazouaposaH
OT3bIBaMK

ApyTrX
nokynarenen

Beicokoe
KavyecTBO
ToBapoOB

OtkpbiBaer
CTPpaHuUbl ApYrux
ToBapoB, UTobbl
CpaBHUBATb
mHchopmaymio

HpaBuTca au3aiH u

thyHKUNOHANBHOCTE.

Paccrpaunsaer, uto
MHOMMX TOBapoRe
HET B HaNWuu

Bonewon
ACOPTUMEHT
u GbicTpan
pocraBka

MepexoauTt K
onnare
BblOpaHHoro
TOBapa

el Sl ba——

&

PacctpoeH, uto
eCTb TONLKO
oauH cnocob

onnartsl

bonbwe
cnocoboe
onnated

CeA3biBaeTCA
co cnyx6oh
NOAAE PAKKH
OANA NOMOLUM

Pacctpoen, uto
eCTb TONLKO
OaMH cnocob

onnatel

Beicokasn
CKOPOCTL
pabortel cailta




[lonesHble CChbi/IKM U MaTepualsibl RAOGPO-UeHTP

i LLIa6noHbI KapTbl NyTU 6narononyt.|a1-en;| 0 Pa3pa60TKa KapTbl KJIMEHTCKOIo ornbiTa
— U NOpPTPETa LesIeBOMN ayauTopmum — (CJM) Ha npuMepe cepBUca AOCTaBKU

0 . 0 MHCTPYKLUSA MO COCTaB/IEHUIO KapTbl
Kak CJM noMoraeT nony4yaTb UHCaUThbl ? PYKL, P
—  — NyTW Nosb3oBaTens

MpumMepbl KIb

KINb 1 KIMb 2 Kb 3 KIb 4
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https://disk.yandex.ru/d/ZvM68mw-8BcizQ
https://disk.yandex.ru/d/ZvM68mw-8BcizQ
https://miro.com/app/board/o9J_ky1F_TM=/
https://miro.com/app/board/o9J_lebdKeA=/
https://miro.com/app/board/o9J_ktE_tjU=/
https://miro.com/app/board/o9J_kxBDJDQ=/
https://clck.ru/3Cu3Yj
https://clck.ru/3Cu3ZF
https://clck.ru/3Cu3ZF
https://clck.ru/3Cu3Zv

AOOPO-UEeHTp

IloMallHee 3afaHue

@ CerMeHTpoBaHmMe CBOEW LefieBon ayamTopum

@ CocTaBreHuve rnopTpeTa ueneBbix aygutopum

@ CocTaBneHmne KapTbl NyTK bnaronony4yaTtens:

BbIOOP OQHOM LiesieBOM ayanTopmumn
nccnenoBaHme (ONpoc, aHKETUPOBaAHUE, MHTEPBbLHO)

COCTaBJIEHME KapTbl

dHaJ1nN3

<=

3anonHeHre wabnoHoB

OTnpaBka 3anosiHeHHbIX WabnoHoB Ha nodTy dobrosmena@yandex.ru

®
O,




AOOPO-LEeHTP

BOIMPOCDbI - OTBETDI




AOOPO-LEeHTP

CNACUBO
3A BHUMAHUE
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