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NoTpebuTtenu - HoBass CynepCuna

O)xxupaHus
« JloCTyn K OrpOMHbIM MaccMBaMm | - A
MH(OpMaLMK :_ » CKOpOCTb (AOCTYN M BO3MOXHOCTH)

 [1pO3payYHOCTb MPOLIECCOB
» be3ynpeyHbie TpaH3aKunu
 [lepcoHannsaunsa NpoayKToB

« CouuanbHoe BRUsHUe
* Jlerko nepekno4aloTCcs Ha HOBbIE BELLM







Y10 Takoe KameHTckun OnbiT?
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MoBTOpPHbIE NOKYNKMU
(koHBepcusa/oTToK)

[TpoMOYyTEPLI OCTAIOTCH C
KOMMAHMEN AOAbLLIE,
noTpebAsd ee NPOAYKTbl MAU
YCAYTU MOBTOPHO

OKYNAETCHA ANOAABHOCTbL?

CpegHun uek

[MoomoyTepsbl TPATIT BOAbLLE
HQ NPOAYKTbI U YCAYTH
KOMMNAOHWK, OHM Boaee
CKAOHHbI NpU-00peTaTb
AKCeCCyapbl U OTKAMKAKOTCH
HQ CneunaAbHblEe
NPEAAOXEHMS

CroumocTb 06cny»KuBaHun

[TooMOYyTEPLI MEHbLLIE
HY>KAQIOTCA B MOMOLLIM U
MNOAAEPXKKE MPU
MCMOAb3OBAHMM
MNPOAYKTA, A TAKXE
CKAOHHbI OKQ3bIBATb
MOMOLLLL COMU APYTHUM
KAMEHTAM

PekomeHgauumu

[MpomoyTtepsl
PEKOMEHAYIOT MPOAYKTbI U
YCAYTU KOMMAHUMN,
MPOUMBAEKAS HOBbIX KAMEHTOB




HACKOABKO NMPOMOJYTEP LEHHEE AETPAKTOPA - NO UHAYCTPUAM...

LLEHHOCTb 3a CPOK XM3HU KAMeHTa (Lifetimevalue) — kak oTHoLLeHue LTV AOIABHOTO KAMEHTA K LTV HEAOBOABHOTO
KAMEHTA

1.9

0.2
1,0

YHusepmark Cynepmap-  OHACHH AOMALLHUMI  AOMALLIHUI MOBKABHBIM MOBUABHAA DAEKTPUY-BO Aenosntbl Mnoteka  KpeamtHble CTPAXOBAHWM ABTOCTPOX-  ABMAAMHMM
KeTbl PUTENA I TeAedPOH  UHTEPHET U MHTEpPHEeT CBS3b KapTbl e HWe
B 3A0POBbA

——————J

[ DFPEKT PEKOMMEHAALLMM [ D EKT MOBTOPHbIX MOKYMOK Il He AOBOAbHbIE KAMEHTDI

*Bain Research in USA and Australia, 2012




MOYEMY NPS CTAA KAKOYEBOU METPUKOM
UW3MEPEHUSA KAUEHTCKOUW NOSABHOCTHU

YpoBeHb KOppeAsiLUM METPUKU C MOCAEAYIOLLLUM NOBEAEHUEM

lfoTos 3acayxuBaeTt NpoAOAXY 3aaaeT Nerko MpeaAaraeT YAOBAETBOPEH
PEKOMEHAOBATL AOSIALHOCTH NOAb3OBATBCA  CTAHAQPTbI AeAdTb MHHOBALLUOHHbIE
Ka4yecTBa 6usHec peLueHus
BMecCTe

McTodHmk: “The Power Behind the Single Number” Satmetrix, 2010




PEUTUHI M3BECTHbIX BPEHAOB MO MOKA3ATEAIO NPS...
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>
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*Customer.guru NPS benchmark tracker 2019

AOCOAIOTHOE 3HO4YeHMe nokasateAd NPS
O4€eHb CUABHO 3ABUCUT OT MHAYCTPUM U
OT CTPOHbI PbIHKA

[10 ADOCOAIOTHOMY 3HAYEHMIO NPS BAXKHO
OblTb AMAEPOM B CBOEU MHAYCTPMM HO
CBOEM PbIHKE. TOTAQ Tbl PACTELLIb
ObICTpEE KOHKYPEHTOB.

B paborte ¢ nokasareaem NPS BaXKHO
JOOKYCHMPOBATLCH HO EI0 AMHOMMKE, O
HE HO ABCOAITHOM 3HAYEHMMU




MO3UTUBHbLIU KITMEHTCKUM ONbIT A0 U NOCMe Npoaaxu

noouwipsdeT NOBTOPHbLIE TPaH3aKLUUN,
yBeJrindumBaeT NNOAJNIbHOCTDb I'IOTpe6VITeHFI n

CTUMYIIMpPYeT POCT bu3Heca

FFWD»


https://www.superoffice.com/blog/customer-experience-strategy/
https://www.superoffice.com/blog/growth-trends/

HO

cornacHo aaHHbIM CMO Council, Tonbko 14%

MapKeToJioroe yBepeHbl, HTO OPUEeHTaLUNA Ha
I'IOTp96VITe.I1$I NexxnutT B OCHOBEe CTpaTermm nx

KOMMNaHUU

https://www.superoffice.com/blog/how-to-create-a-customer-centric-strategy/ rr‘ND ’
L4 L _J


https://cmocouncil.org/thought-leadership/reports/mastering-adaptive-customer-engagements

KnneHTbl 06nagaroT cunom BbIoOpa U XOTAT KA4YeCTBEHHOIrO KNMMEHTCKOro onbIiTa oT
OpeHOo0B, KOTOPbLIM OHU AO0BEPAIOT

KAYECTBEHHbIW MPOAYKT

MocTosiHHOE yny4lleHne

npoaykTa Ha ocHoBe obpaTHOM

Mpoaykr

CBA3UN KITMEHTOB

BbICOKOE KAYECTBO MOJNIHbIN CNEKTP YCNYT
Ob6ecneveHne kayecTBa MNpennaraemele ycnyru
perneBaHTHbl U COOTBETCTBYIOT
paboTbl COTPYOAHWNKOB B
OXMOAHUAM KITMEHTOB
KaXaoM MoMeHTe paboTbl C

KIMMEHTOM

https://www.forbes.com/sites/blakemorgan/2019/09/24/50-stats-that-prove-the-value-of-customer-experience/#44b997914ef2 — why customers leave rr‘ND )
L4 L _J


https://www.forbes.com/sites/blakemorgan/2019/09/24/50-stats-that-prove-the-value-of-customer-experience/

ONbIT KJIMEHTA

OlNbIT KITMEHTA (CX) — pe3ynbTar

B3aMMOAENCTBUSA K/IMEHTA M OpraHu3aumm
Ha NPOTSHKEHUM BCEro nepuoaa
«0bLeHna»

FFWD»



v NV~ F
Aunexc Nagkg

Ptripadvisor e 75

OPrAHU3ALMMUN, OPUEHNPOBAHHDLIE HA NOTPEBUTENA —>
BOJIEE NMPNBbIJIbHbIE

./

AliExpress

amazon I

FFWDY»




MSMEHEHUE MOAEJIAN

OPWEHTUPOBAHHASA HA BU3HEC ->
OPUEHTUPOBAHHASA HA KJIMEHTA

— (9

OpueHTMpoBaHHas Ha OpueHTMpoBaHHaA Ha
BUSHEC KJIINEHTA
OT uenen 6musHeca, a UMEHHO, ... K MOHMMaHUIO noTpebHocTeN
YTO Mbl, KakKk BU3HEeC, XOTUM YTobbl KJIMEHTOB
Npou30LWno...

FFWD»



MSMEHEHUE MOAEJIAN
OPUEHTUPOBAHHAA HA BU3HEC/ BPEHbI ->
OPUEHTUPOBAHHASA HA KJIMEHTA

R

BPEH/- ) KJINEHT- )
OPNEHTUPOBAHHbIU OPUEHTUPOBAHHbI
Nnoaxoa Nnoaxoa

FFWD»



B LEHTPE

LIEHHOCTb LIEHHOCTb
OS] g OS]
KIMEHTA BU3HECA

FFWDY»



OPUEHTALINA HA KJIUEHTA U
BEPEXXJIUBbINA CTAPTAI

HaM HY>XHO NOHUMaATb, YTO
AEUCTBUTENIbHO HY)KHO
norpeéburento — He TO, 4TO
OHW FOBOPAT UM HY>XXHO U He TO,
YTO Mbl YMaeM UM HYXXHO.

SpuK Puc
The Lean Startup




CKOPOCTDb 3AINMYCKA NMPOAYKTOB

BbipaboTKa
KoHUenTa

3HauuTEeNbHOE BpeMS Mexay
Pa3paboTKoON 1 AOCTYMHOCTbIO
npeanoXeHus anga notpeburtens

NMOTPEBMUTEJIb e
Komy Boobue HyxeH
! Bal npoayKT/ cepeuc?

MWHHOBALIUMA!

MMUIHECNOCOBHOCTDb
A Mbl B

Texwonormu /| __ A

BcnoMmorarenbHblie
¢hakTopbi / Pucku?

Pa3spaboTka n npeanoxeHue
noTpebuTtento NnponcxoaaT
OQHOBPEMEHHO

FFWD»



FASTFORWARD - ONMPEAEJIEHME

FFWD 3TO KJIMEHTOOPUEHTUPOBAHHbIN
noaxon, KOTOpbIM 3aK/to4aeTcs B HbICTpou
BbipaboTke runores 1 nposeaeHnm
3KCNEePUMEHTOB, YTOObl HAUTK yCneLWHbIE
pelleHnst NnpobnemM KIMEHTOB U pelnTb brusHec

3aga4y

FFWD 3TO npuHUUMNbLI U UHCTPYMEHTbI, KOTOpPbIE
NO3BONSIOT NPU MOUCKE PELLEHNUN «TOBOPUTbL Ha
OAHOM $A3blKe» BHYTPU KOMMaHUU

(e eaMHULa YY4E€Ta — NpOBEpPeHHble rmMnoTe3bl

FFWD3

FFWD3
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TPAOVULUMOHHbIU KOPMOPATUBHbIN NOAXOA VS.

FASTFORWARD

TpaaAnLUMOHHO:
Execution nepsbim genom

Mpes oT Bbiclwero pykoBoacTea / COHCOPCTBO
BblOpaHHbIX MAEN PyKOBOACTBOM

®

[NpoekTHas
KOMaHAa

MpOEKTHbIN Broaxer,
niaH YeKJTUCTbI

=

3anyck

FFWD:
KnueHT nepBbiM aenoMm
EMPATHIZE EXPLORE EXECUTE

A npaBW/IbHO Nu
Mbl UX genaem?

A Mbl genaem
npaBuJibHble Bewu?

FFWD»



EMPATHIZE EXPLORE EXECUTE

A Mbl fenaem A npaBuNbHO NK
npaswibHble Belun? Mbl UX AenaeMm?

OPUEHTALMA HA NMOTPEBUTENA

€LLLLLLLELLELELKKKL

FFWD»
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Bbl HE 3HAeTe TOro, Yero He 3HaEeTe..
3aiTE CBOM CaMble rybokue yoexae
NMOCTOSSHHOW OCHOBE







Experiments &
Research

U0

Data
=

NCCNIEQOBAHMSA & SKCINEPUMEHTDI

Pasnoxute 6onblUMe PUCKU Ha ManeHbKue pucku!
OTBeYast Ha BOMpOChbl, UCMONb3YUTE AaHHble UCCNeaoBaHUN U
3KCMEPUMEHTOB




CNPUHT

KOHLUEMUMUA U
CTPATEIns

v

BU3HEC-3AAAYM
KAKWE PE3Y/IbTATbI HAM
HY>KHbI? KAK /X OLIEHWUTb? BE3

PELLIEH/A!

oao

OMPEAEJIEHUE
KJ/IVEHTOB U
NOTPEBHOCTEM
NPOBEJEHUNE
WHTEPBbLIO

N rMNoTE3bI

. OLIEHUBATDb
EV(I?'IBOEIII'Q;:II\TI: NOATBEPXAEHME
OLIEHKA
'II-'IEP(?'ITIDOITV”-”DI LIEHHOCTW

OKCMNEPUMEHTDI
CMPUHTDI

U3YYATD
MNPUBNEKATEJIbHOCTb MNPOAOJIXATL?
XWM3HECMNOCOBHOCTb MEHATDB?
BbINMOJTHUMOCTb OCTAHABJIMBATb?

FFWDY¥»



SMIATUNA



OQMNATUA

CAMAS BAXKHASA ®A3A

da3a uccneposaHus norpeburenen. Mol
CNyLwaeM, CblWnUM N YETKO Y3HAEM BaXkHble A1
notpebutenen BelUM, CBA3aHHbIE C HALLUM
NpOAYKTOM U cepBucoM. Mbl pa3bupaem
3MOLNKN NOTpebUTENEN N NX peakumm Ha Te nnu
MHblE 3neMeHTbl. Ha 6a3e cobpaHHbIX MHCAUTOB
—> reHepuM ngem no pewenuto (pasa explore/
nccnenoBaHue)

EMPATHIZE

EXPLORE

EXECUTE

FFWD»
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Codpwus

Bo3pacT
67

NENCTBUE

oau

NMPEOAMETDI

3MOUMM

MOTPEEHOCT  MPOUTH
MPT
«JIVEILLE bbl A HEPBHUYAIO CTPALLHO!
B LUKONY» :
EAETB  PEMCTPMP LD T
BOJIbHULY YETCA MPT MPT
MAMA MELOCECTPA OMEPATOP MAMA
CTOMKA A
MALLUUHA PEFVI:;PALI, KoPuagor AMMNAPAT

YYBCTBO

BE3OMNAC
HOCTU
BYAET rOE
BOJ/IbHO! MAMA?!!
BUAUT
[IOKTOPA
MEACECTPA OOKTOP
MPT
AMMNAPAT CANNPETKHU

HET! HET!

MNONYYAET
YKON

J[IOKTOP

YCNOKOUTE
JIbHOE

npoxoaut
MPT

OIMEPATOP

MPT
AMNNAPAT

FFWD3



FFWD»












B LEHTPE

MEHbLLUE

UIrPA KAK B MHE = MEHBLLE
NATEPE HPABUTCSH U BPEMEHMU MEPCOHA/A

N2

LEHHOCTDb AJisA
NMOTPEBUTEJIA
CUSTOMER VALUE

FFWDY»



OMMNATUNA - UHCTPYMEHTDI
MEPCOHA MOZIE/Tb ®OPMY/IMPOBKA MPOB/IEMb

Problem Statement - Who box @ © ¢ FFWD¥»

OUR [CUSTOMER] n
HAS THE PROBLEM THAT [ISSUE, TASK, NEED]

WHAT?
WHEN / WHILE [CONTEXT, SITUATION] H
AN IDEAL SOLUTION WOULD [BENEFITS OF THE SOLUTION FOR THEM]

WHY? #1
WHILE [BENEFITS OF THE SOLUTION FOR US]

WHY? #2

MYTb NOTPEBUTEJIA NHTEPBbIO HABJTIOAEHWA
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DEMOGRAPHICS £3

BEHAVIORS i

JOBS |.
& GOALS

DEMOGRA" " =5 4
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BUASHEC-ITPOBJIEMA
®OPMYJINPOBAHME



ONMPEAENEHUE NPOBJIEMbI

Ecnu 661 y meHsa bbin Yac Ha peweHue
npobaemeol, 1 661 nompamun 55 muHym
pasmoelwinas o npobseme u 5 MmuHym —o

peweHuu

— Albert Einstein —




OnpepeneHune npob6nemnol

Kt0?
YT10?

lpe?

Nouemy? (npobnemy
Heob6xoaMMO pelwsaTb)

FFWD¥»



PAHHME NOC/NEAOBATEJIN

3TO HEOONbLLOE KONMNYECTBO

fll'O,EIIEI\/JI, KOTOpPble 3anHTEpPECOBAHDbI Early Adopte

B BalLlem NpoayKTe Ha camom
paHHEeM 3Tarne, KOoraa oH eLle He
ABNIAETCA UAea/IbHbIM

NNovators

The Chasm



NYTb KJIMERTA
CUSTOMER JOURNEY




FFWD»




PACKAJPOBKA
STORYBOARDING

nNo P(‘o(:ler'\

PackagpoBKa NMOMOraer:

O
AN
v’ NpeAcCTaBuTb TEKYLLYHO CUTYaLMIO B JIOTMYHOU ‘W

nocnenoBaTesibHOCTU rNMpoxoxXaeHmd rnyTu

nNo PFO(J‘C"\

NO/b30BaTENEM WMJIM NPOMNUCaTb CXEMY
6yayuien cMTyaunn, Nepedyncnas Bce KtoveBble
MOMEHTbI EUCTBUSA MU IMOLIMM HA Ka)KAOM 3Tane

v' OnpenenvTb 30HbI AN YIyYLWEeHus —> 115
co3gaHuns npototuna-MVP. ObbIYHO B TeX 3Tanax,
rae aMouMn He NO3UTUBHbIE

v OnpeaennTb KNoYeBble METPUKKU MO BCEMY MYTU
noTpebuTensa 1 no oTAebHbIM 3TanaMm

i
e

)
|

r
{3~

FFWD»



NMEPEYUNCJ/INTE CAMbBIE BAXXHbIE MOMEHTDI

POST

FFWD»



PA3JIOOXUTE MOMEHTbI NO NOCJIEAOBATEJIbHOCTMH

G Uy

cLick
©) rn i@ ™{Q)

t

OnpegenuTte, Kakme 3MOLIUN B
NUCMNbITbIBAET K/IUEHT

FFWD»



ONPEAEJINTE MOMEHTDbI, BECINMOJIESHbIE AJiAA
KJIMEHTA

1

Value Stream Mapping v

FFWD»



ONPEAEJINTE MOMEHTDI, BECNOJIE3SHbIE OJ15
KJIMEHTA

it

E E LIKE ©

BO3MOXXHble
30HbI 4N -
yyJLlEeHUs

; poorR. SHOT é“

FFWD»
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PHASE

STATE . DISCOVER & CONSIDER > EVALUATE >

FIND
BEHAVIOUR

OUTCO M E I am curious and intrigued to find out more about 1GOS | want to try : | know how and still want to try

thous SIZING NOT AWARE

people LAS AWARE  NO JOURNEY :
Moscow 4156 998 333 431,95/10,4% ‘ 543.47/13.0% 72101.7% ’ ‘ 1,069.36/25,7%

7.420 668 476.58/6,42% ‘ 68319/9,21% J | 3269/044% | 768.97/10,36% ]
Expansion [CEPIS 699 264.28/4,54% : ‘ 37919/6.51% ‘ 40.22/0,69% ’ : ‘ 327.48/5,62% y

NPS

Moscow
Core
Expansion

i nALvSIS i %
EPISODE SIVELY KEEP B ACTIVELY KEEP SOCIALIZE & PRODUCT '}g’?%:gf&? q SE EARCH FOR BUY E
UP-TO-DATE |  UP-TO-DATE PEER OPINIONS §  RESEARCH B o generits E OPTIO OPTIONS s

AS
U

BE HAV I OU R (o thet IQOS is a new | understand basic benefit understand basic benefits | build my own attitude

: f : | decide to try/to buy and | understand how and ; | understand how and i
Acotine alternative and  © that IQOS offers and look that 1GOS offers and look :  towards IQOS usage and ! vant to search for details : Wheretotry and geingto : where to buy and going to :
OUTCO M E - look for more info : for more details : for more details H look for more details v = il do this t do this -




BUSINESS KEY
KPIs

Functional

Assumptions

Emotional

Social

PAIN POINTS

aternative”

| observe people
around me usng new
tobacco akemative”

Ah‘lttl‘sl
29740

TOP 3 benefits
awareness

(aws0 )

Relovance

1 want $o feel good.
| continue
smoking CC

1 need a solution that
wili bo

“1 join LAUS and ask
themn about 1G0S"

“1 actively look for
the mformation about
new tobacco alternative”

Awareness

TOP 3 benefits
swareness

TOP 3 benefits
amareness

| want 1o know more

cco
alternatives to CC

1 want to be sure that | want to be sure that

the information | have the information | have

siready found Is relevant | already found is relevant
and reliable and redable

Inead a soktion that
| need & solution that will be acceptable to
wil

for

CHANNELS

EXPERIENCED
GAPS

PROJECTS
ADDRESSED

Dest choice

| want 1o feel that my

other people when |
smoke

pooplo ovon
if | change/do not

other peopie when |
smoke change my smoking
ntual

m not sure It ARP

| cannot find relable

social contacts approve
my decision to use 1005

using 1GOS products products

1 cannot figure out if the

o channals bacause
no PP

I'm not interested in
IQ0S communication, as
it does not stand cut
from other micotine
alternatives to catch my
attention, so | don't
follow it

Briayment quide
Imglementation
(PYKOBOACTINO N0
DAL
HHBOPMALUMIH X
MaTepAILan @ indirect)

Led penels (300 rouew ¢
PANBARMM K HOBLE
DAKAMHER IMARO)

Better chalce campaign
3+d parties e-comm

1GOS on Wikl

1005 Modka Campaigns

| feel confused, and
don't see why | should
prefer IGOS over other
nicotine alternatives
IGOS communication is
not distinct enough to
prove that to me, or it is
inconsistent. | stop
considering 1G0S

CEO optimization (oY
ARTIOXOR)

Lead generation landings

1GOS Madia campalans

| faal lost and confused

as my LAU friend cannot

answer my questions, |
don't see sny

advantages or benefits

of IQ0S and don't want
m them

CRP Update

| feel lost and confused
by the Inconsistent

information available

about the category and
1GOS products, and |

don't want to spend my
time on looking for

clanfication

Customer services in new
comeunication channels
(inel, Live chat)

1G0S Media campaigns

| feel lost and confused
by the Inconsistent
information available
about the category and
1GO5 products, | do not
understand 1Q0S
banafits and superiority
over its piternatives, and
1 don't see value for
maney

Saver

Product Infarmatian
Managamant (PIM)
deployment

Customer services in new

communication channels
dincl, Live chat)

1005 Madka camosign

sources of information
about 1005 products

1GOS device and sticks

products Kt my lifestyle meet my smoking needs




N3YYHEHUE KJTMEHTA



1o be shown to consumers




MHTEPBbIO C MOTPEBUTEJIEM

Mone3Ho

BOSIbLLUMHCTBO 6U3HEC-uaen okasbliBakoTCH
HECOCTOSATE/IbHLIMU MOCNE MEPBOro
KOHTaKTa C noTpebutenem

[pocTo

5-15 MHTEpPBbIO AOCTAaTOYHO 414
nonyyeHms Heobxoammon nHdopmaumm™*

FFWD»



MHTEPBbIO C MOTPEBUTEJIEM

[loMoraet onpenenutb nNpobsembl / NOTPeObHOCTY
notpebutens, KoTopble 6U3HEC NOTEHLUMNANIbHO MOXET
PELLNTb

PeanbHble ntoan = peanbHble [MTPOBJIEMbI U TTIOTPEBHOCTW

\> HE NWOEW / PELLEHNA !

FFWD»



MHTEPBbIO C KJIMEHTOM

[MOMOI'AET B OLEHKE PUCKOB:

- NMPOAYKT: Yto Bbl pelwaeTe, Kakyto npobnemy?
KakK KNueHT onpeaensieT n CTaBuUT NpUOpUTETHI B
Tpex ero rnaBHbIX npobnemax?

* PbiIHOK: KTO Halln KOHKYpeHTbI? (CyLlecTBYoLLne
anbTepHaTuBbl) Kak oHW pelwatoT 3Tu npobnemsi
cenyac?

- KnueHrT: Y koro 3ta npobnema (60nb)? (kakon
CErMeHT notpebutenemn) 3To BaXKHbl CETMEHT?

FFWD»



MHTEPBbIO C MOTPEBUTEJIEM

@ PeanibHOCTb 3anvucu u 3aBeplLueHue

« CnpawmnBaunTe 0 NpoLLSIOM - OTMevaunTe aMoumn cobeceaHmKa

- HabntoganTte HacToswee - 3agaBaunTe BOMpoc B KoHLUe «O

- He daHTasmpyiite 0 YEM ellle MHe HY>XXHO 6b1/10 6bl
6yayLuemM © BAC CMpPOCUTBL?>»

- bnarogapute

FFWDY»



YTO UCKATDb?

[Mpobnemsbl, He pelleHunsa
Bonu, He »anobbl

Llenn, He 3a4a4u

FFWD3



NCCNIEAOBAHME




WCCJIEJOBAHMUE

3Ta aza reHepaunn naen 1 NpoayMbiBaHUs
PUCKOB, METPUK, PECYPCOB u yetkoro MNJIAHA
3KCNEepUMEHTA

Ha 3Ton ase Mbl NpOBOAMM HaLUW 3KCMEPUMEHTHI U
aenaem BbiBoAbl No nx ycnewHoctn COMNTTIACHO
3apaHee cornacoBaHHbiIM METPUKAM

BAXKHO: pe3ynbTaTtbl 3TOM ha3bl KPUTUYHBI ANS
NPUHATUS peLleHnst No cyabbe naen: BaXHO NMETb
AOAHHDBIE ansa peweHus n He peluaTtb Ha 6a3se
MHEHUS.

EMPATHIZE

EXPLORE

EXECUTE

FFWD»



NCCNIEAOBAHMA - UHCTPYMEHTDI

FEHEPALUMS UOEN

HIGH VALUE
FOR CUSTOMER
HIGH CAPTURED
Low VALUE FOR
BUSINESS
Low

NHTEPBbIO MO PELLEHWIO

TECT HA MOHUMAHUE

K

KAPTA PELLEHUA

KAPTA LLEHHOCTW

T FRWD3 i
—~ HELP(S)——_ WHO 2N e
WisTea 'y,
MATPULA OLUEHKHA
PNCKOB
oo

EELELEl

EXPLORE

CO-STAR

CO-STAR& Pilch

MMMMMM

||||||||

FFWD»



BbIPABOTKA U OBPABOTKA UEW

TPAANLIMOHHDbIN MNYTb

CnoHCOpCTBO MAaewn
PYKOBOACTBOM

HoBble

/
npen "’l/'!'

PUnbLTP
NPOXOXAEHNS NAEN l
v Il

KoMaHaoBaHue U

'> l \! KOHTPOJ1b

MNpoaykT

FFWD [1YTb

HoBble l
naoen [ |
BbicTpbie - He Bce naewn
TEeCTUPOBAHMNS «——— BbDKMBaT. HO
naen \ BCE BbIBOAbI
7 4 puKkcmpyroTcs
lNosBonset o MpUHATME pelleHns Ha
Jierkumn BOA 1 OCHOBaHUM peasbHbIX
BbIBOA WAEK npo6 C KINeHTaMu
M3 NpoeKkTa

FFWD»



7 He Tepries Heygay.
A npocTo Halles
10,000 cnoco6o0B,

KOTOpbIE HE
paboTaroT

Tomac 30ucoH




MVP



MuHuManbHbIN LleHHOCTHbIN MpoayKT

“MpoaykT, obnagaowmm AOCTAaTOUYHbIM
KONMYyecTBoM yHKUMM ans cbopa
NAHHbIX N N3YyYEHUSI BapUAHTOB
[NanbHENLLIEro pa3BUTUS NpPoaykKTa.”

Eric Ries

FFWDY»



BAJIAHC MEXXAY PE3YJIbTATOM U PECYPCOM

KAYECTBO
3ATPATbI BPEMA JIAHHBIX AOCTOBEPHOCTb
" QUALITY

--WbD»



MWUHUMAJIbHbIU YXU3HECMOCOBHbIUN MPOAVKT

MpuenekamenbHbiii :
019 KnueHma Delightful

Y006Hvlii 8
ucrnosab3068aHUU
Hecem peanbHyto Valuable ' Valuable
nono3y / yeHHocmo
peanusyemsii

FFWDY»



NMPUMEPDI

»
L @

FFWDY»



NMPUMEPDI

- o
WILDBERRIES

"BrycHble MOL0UHBLE NPOOYKMbL
osa 300pobBozo numaHus”

FFWD»



NMPUMEPDI

{Q) airbnb av

Xunbe  BneuaTnesms  Ownans-Bnevatnenvs (EENEY

MECIOHORORERAE [EEIP fn

Kyas eaete? Korna? Korga?

KUIMIECTE0 DTN

el

Cromu

Msi CHOBA Pajbl B3C BUAETH!

BnocnesHHil pa3 Bl EUNIHANN EXC0 Hepes

Facebook.

X

0 MpopomumTe ¢ Facebook

?

Q Mckams

GROUPON

Categories ~ Q Ssearch G

20% OFF | 10% OFF | 10% OFF
LOCAL GOODS

Hi there, here's what's trending today

~* TRENDING Ellehomme Holistic Med Spa
Sam's Club 832 West Adams Street, Chicago « 1.3 ml
44 88250 Ratings 41 374 Ratings

$75 $35 samoFF $125 S55 56%OFF

New 12-Month Sam's Club Membership with $30 in eGift Cards 60-Minute Deep-Tissue Massage

GETAWAYS

ompISINL  Sen nep  sgnup

Q Chicago j=} 3 Signln «

ENDS TONIGHT
Use Code: SALE3
Yt Lo e, Gy P & o e

M3 476 o curtoma. W 950 ot sw a1 VR
[ P pt——

4

~* TRENDING

45 21799 Ratings

$29.97 SO
Pandora Subscriptions

FFWDY¥»



Kak npoBepATb
rmnotesbl + MVP?

mnoTtesa

*  PyuHon MVP (BonwebHrik O3)

*  KoHcbepx MVP

o JleHANHr-Nenax

*  bByMaxHbI NpOTOTUM

« [loagnwck JITP (cneumduyuHo ans b2b)
« [lemMO-BMAEO0 1 COOP OT3bIBOB

« [Ipea3akasbl 1 kKpayadaHaNHT

« (Tpanuua B Facebook

« [IpOTOTUM MPOAYKTa 1 GOKYC-rpynmbl
«  PyuHaa obpaboTtka GyHKLMN

* /Icnonb3oBaTh KOHKYPEHTOB

« Caunt n A/B TectpoBaHve

« Customer Development

o [IN3anH-MbllLIEHVE

HADI-U WK




METPUKMA




OAHHbIE, MOYEMY OAHHDbIE?

CHAYAJIA AAHHbLIE, U TOJIbKO
3ATEM - BbiBO/bl!

Y6epute amounm

[epecTaHbTe 0O6MaHbIBATLCA U CTPOUTD
NpeanosIoXKEHNS]

bonble Hnkaknux 3EBP n TIMMO!

FFWD»



KOPPEKTHbIE METPUKHA

CPABHMUMBbIE
A6n10kn ¢ 96nokamu

@ NMOHATHDIE
il

[1poCTble U NOHATHbIE AN BCEX

COOTHOLUEHUE / PEUTUHT
YKa3biBalollme Ha Nporpecc unu
HanpaB/eHne

N3MEHEHME NOBEAEHUSA
[posiBNstoLeecs B AENCTBUAX

o0 Oo
vlyly

FFWD»



METPUKMU

METPUKU TLWEC/IABUA

OHWM MOryT NMOTELUNTb Balle
caMosntobue, HO He AatoT YETKOro
NOHMMaHWS YTO AeNnaTb Aasblue

[Mpnmep: UTOro noannucok

® 4 He 3Halo YTO MHEe AenaTb Aanblue
N NoYeMy, HO 3TU AaHHbIE HPABSATCS
MoeMy 6occy = TeaTp Ycnexa

NToro # Bn3nToB

ExxkemecsyHoe # BM3NTOB

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

METPUKU AENCTBUNA U 3HAHUA

EAMHCTBEHHBIN TUM METPUK, B
KOTOpbIN €CTb CMbICN BK/1aAblBaTb
CBOIO 3HEPruto, T.K. OHM NMO3BONSAOT
BaM NPUHUMAaTb PELLEHME.

MpumMep: KonmyecTBo HOBbIM MNOAMMCOK
Ha 3TOW Hepaene yepe3 kaHan Twitter

© $ TOYHO 3Hato, YTO CTyYMNOChb U YTO
AenaTtb aanblue,

FFWD»




METPUKMU

METPUKU TLWEC/IABUA

#
nonb3oBaTteneu

# BU3NTOB B
MarasuHbl

# nonb3oBaTteneun Ao
KOTOpPbIX AOHECEHO
KaloueBoe

# BCTpeu c
npeacrasutens
Mmu bpeHpa

# npocmoTtpos
CTpaHuLUbI

METPUKU OENCTBUU U 3HAHUMN

% BU3UTOB,
npuMBOAALLMX HA CaUT

% BCTpeu
nepacrasutTenamm

6peHAaa,
3aKOHYMBLUUNXCA
NMOKYNKOW YCTPOUCTBA 4

% nonb3oBaTeneu,
COrnacHbIX Ha
NOKYNKy nocne
npo6bl

% noceTurteneu,
KOoTopble cTanu
3aperucTpupoBaHHbIMM
No/sb30BaTeNAMMU

H# eXXeHegenbHbIX
*anob

® OyeHb 0606LLEHHbIE. 3BYUYMT BHYLLUUTENBLHO, © Mo3BoNAET NOCTPOUTb AOITOCPOYHbIE
HO HE JAET NMOHUMaHUe CyTu M1aHbl U NMPUHUMATb peLLEHUS

FFWD»



NMOATIOTOBKA
SKCINEPUMEHTA




SJIEMEHTbI DKCNEPUMEHTA

KntoyeBble yepTbl 1t06oro
3KCMEPUMEHTA:

* [Mnotesa
« MeTpuku
* [lnaH

FFWD»



KAPTOYKA SKCNEPUMEHTA

A S

O

[lpobnema KnneHTa
[vnoTe3a / NpeanonoxeHus
MeTpukun / [JaHHble
Kputepum ycnexa

YcnoBusa paHHero npekpalleHus
3KCMNepMMeHTa

[1naH
[1lpoekTHasa KoMaHAaa

CUSTOMER PROBLEM Define the Customer Problem you are trying to solve
HYPOTHESIS / . . .
ASSUMPTION Define your hypothesis that you will test.

METRIC / DATA

Define the metric that you will measure
in order to verify the hypothesis

Validation Criteria
Set a successful condition for your
hypothesis, i.e. under which condition/value
you will declare your hypothesis true

Early Stop Condition*
Write the condition(s) / situation(s) that
would make the experiment stop immediately.

PLAN

Action

Responsible person

Deadline

N =

1.

Project Leader:

Project Team:

HQ Stakeholders:

RRP/ CC Stream Representative — input
Name here

FFWDY»
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OKCIMNEPUMEHTDI

&
MCCEL@AL—J%
(\BOI'IPOCI:I )AHHI:IE

=@

FFWD3



CNPUHT

KOHLUEMUMUA U
CTPATEIns

v

BU3HEC-3AAAYM
KAKWE PE3Y/IbTATbI HAM
HY>KHbI? KAK /X OLIEHWUTb? BE3

PELLIEH/A!

oao

OMPEAEJIEHUE
KJ/IVEHTOB U
NOTPEBHOCTEM
NPOBEJEHUNE
WHTEPBbLIO

N rMNoTE3bI

. OLIEHUBATDb
EV(I?'IBOEIII'Q;:II\TI: NOATBEPXAEHME
OLIEHKA
'II-'IEP(?'ITIDOITV”-”DI LIEHHOCTW

OKCMNEPUMEHTDI
CMPUHTDI

U3YYATD
MNPUBNEKATEJIbHOCTb MNPOAOJIXATL?
XWM3HECMNOCOBHOCTb MEHATDB?
BbINMOJTHUMOCTb OCTAHABJIMBATb?

FFWDY¥»
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3AMYCK

JTa a3a nepenayun Bawero NpoOToTUMNa B NMOSTHOLEHHYIO
pa3paboTky. Ha 3Ton ¢a3e KI4eByto ponb UrpatoT EMPATHIZE  EXPLORE EXECUTE
9KCMNepThbl N0 BbIOPpAaHHOMY HanpaB/EHUIO UaEMW.

STa da3a 3anycka OTTECTUPOBAHHON UAEN HA BCHO CTPaHy.

5TO o4YeHb goporas @a3a n Hy»Ho 6biTb TOYHO
YBEPEHHbIM 4T0 Yy Hac ecTb oTBeThl Ha 3 Bonpoca GOB/;:

XenaHHocTb, PeasunnyeMoctb 1 XKnM3HecnocobHOCTb —
otBeTbl Ha JAHHDbIX, a He Ha MHeHuW.

FFWD»



KJIFOHMEBDBIE BbiIBO1bl



MSMEHEHMUE OT
BU3HEC OPUEHTUPOBAHHOIO NOAXOAA K KJIMEHT
OPUEHTUPOBAHHOMY NoaxoaAy

— (9

BU3HEC OPUEHTUPOBAHHbLIVA NOAXOA KJIMEHT OPUEHTUPOBAHHbBIM NOAX0A

OT BUSHEC 3A4AM, T.E.. ... KNOHUMAHMIO
YTO Mbl KAK BU3HEC XOTUM... NMOTEPBHOCTEW HALLEIO
KJINEHTA

FFWD»



EMPATHIZE EXPLORE EXECUTE

A OENAKO A AEJTAO OTU
NMPABWJ/IbHbIE BELLIA
BELLIN? NMPABWUJ/1bHO?

FFWD»



NMPUHLUMIbI FFWD

HE3HAHME: Bce BpemM4a cTaBbTe NOA COMHEHUE
cBou rnyboyanume npeacraBneHus.

NMPU3MA KJIMEHTA: PelwanTte peasnbHble
npobnembl, KOTOPbIE €CTb Y BaLLMX KIIMEHTOB.

NCCNEAOBAHUE U DKCNEPUMEHT:
YMeHbwunTe 60blune pUCKu.

FFWD»



MbILWJIEHUE

FFWD3

« KJIMEHT MPEBbIWE BCETO

« HE BJIOBNANTECH B NAEN

« bYAbTE JTKOBOTbITHbIMW

 MPUCNYLLUMBANTECH K HOBOMY

« 3AJABAVTE BOMPOChI MPABU/ILHO

* MOOLWPANTE OLLIMNBKWN

« ®OKYCUPYNTECh HA BU3HEC PE3Y/ILTATE

« OMNPEAENNTECH C JAHHBIMU

* NMMPUMWUTE PELLEHWNE: TTPOAOJIKNTL, YTOUYHNTb, 3AKPbITb
« BKJIKOYUNTE KOMAHAY (YCTPAHUTE NMOMEXW)

FFWD3



INnpepcreo, O6y4eHHble oTaensl
OpUEeHTMpPOBaHHOE Ha npoaax u cepeuca
KnneHTa

OTcnexunsaHue

3Ha4YUMbIX METPUK

[ToHMMaHne BaLuero
notpeburtens

Co3aaHue KnmMeHTCKoro Yny4lleHns Ha OcHoBe
onbiTa obpaTHon cBSA3U

FFWDY»



OpraHusauus,

OPpUeHTNpoBaHHas
Ha KITUeHTa

® @ ® ©

KapTa knneHTCKOro onsbiTa

CX ansavH
my6okoe noHnmMaHue npobnem n noTpebHocTen

notpeburtens

HoBble cnocoObl paboThl

MbI npuopuTe3npyem NpoeKkTbl Ha OCHOBE Ny T

notpeburtens

CX TectupoBaHue n npoBepka
NOTPeoUTENLCKOro onbiTa

Mbl NpoBepsieM NPOEKT nepen 3arnyckom Ans

obecneyeHus Jly4Llero onbita 1 Ka4yecTtBa

FFWD»



CONSUMER EXPERIENCE FRAMEWORK

‘j

CXTESTING -~

B S - ‘ EXPERIENCE CHE@
7 DEVELOPMENT LAUNCH

CX DESIGN




CNMACUBO!
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