CTaHAapTbl yNpaBAeHUA KIMEHTCKUM ONbITOM

|. lopgaepkka KINMEeHTOLEHTPUYHON KYNbTYpbI
1. Muccus n nuaepcTeo

ICANTAR  qualtrics

BANGD

1a. Muccun4, ueHHocTn, NMPUOPUTETHLI N NOKa3aTesin KOMMNaH1M HaripaslieHbl Ha
ynyylweHne Xmn3Hm KrnmeHToB

1b. nO3I/ILl,VIOHVIpOBaHVIe 6peHna COOTBETCTBYET MNCCUN N LLEHHOCTAM KOMMNaHUN,
KOTOpPbIE 3aKJ1io4akoTCA B YJTydHLLEHNN XU3HU KITMEHTOB U COTPYAHUKOB, N CBA3aHO C
LEHHOCTHbIM MNpeasioxXeHnem ana KrimeHToB

1c. Cuctema nokasarenen KomnaHum n3mMep4deT nporpecc B JOCTUXKEHNN uenen,
LleHHOCTEN N Nno3nunoHNpoOBaHNA 6peH,D,a, OPUNEeHTNPOBaHHbLIX Ha KIMEHTAa

1d. PykoBogutenu npoxogdat obydeHne no KIMeHTOOPUEHTUPOBAHHOW MUCCUMK
KOMMaHUM N TOMY, Kak 3TO COOTHOCUTCS C UX POSbl0 U OTBETCTBEHHOCTbLIO

Te. PyKOBOD,I/ITeJ'II/I FJ'Iy6OKO NOHUMAKT CBA3b MexXxay OOCTUXEHNEM CBOEN Lenun un
co3gaHnemM UeHHOCTU And KOMNaHnn n akumMoHepOB

1f. Ll,eHTpaanaﬂ (byHKLl,I/IFl KIMMEeHTCKOro onbiTa yCTaHaBlinBaeT CTaHOapTbl U
yoepxXneaet d)OKyC Ha OTBETCTBEHHOCTM BU3Heca 3a BbINOfIHEHME OBeLLaHNI
KINMeHTam

1g. Y BCcex pykoBoauTenen ectb CHOPMUPOBaHHBIN 1 OTCIEXMBaEMbIN
nepcoHarbHbIN MaH Mo Yry4LIeHNIO XXU3HW KITMEHTOB, KOTOPbIV BKMOYaEeT B cebs
perynsipHoe o6LLEeHNe C KNMeHTaMM U COTPYOAHUKAMU, YTOObI MOHSATb MX TOYKY 3pEHMS

1h. BHyTpeHHVIe KOMMYHUKaUuMn n otMme4daemMble yCrnexm COOTBETCTBYIOT LIESTAM
KOMMaHunn, OpueHTUnpoBaHHbIM Ha KIMMEHTa

1i. Kaxxgoe 3acenaHune npaBJ'IeHI/IFl Ha4YMHaEeTCA C o6cy>|<,u,eH|/|;| BOMPOCOB, CBA3aHHbIX
C KIMTMEHTOM

la. Company purpose, values, priorities, and vision metrics focus on
enriching customer lives

1b. Brand(s) positioning aligns to company purpose and values of
enriching customer and employee lives, and links to the customer
value proposition

1c. The company scorecard measures progress towards the
company’s customer-centric purpose, values and brand positioning

1d. Leaders are trained on the company’s customer purpose and how
it relates to their role and accountability

le. Leaders deeply understand the linkage between succeeding at
their purpose and value creation for the firm and shareholders

1f. A central CX function sets standards and holds the business
accountable for delivering on the customer promise

1g. All executives have a tracked personal plan in place for enriching
customer lives, which includes regularly spending time with customers
and employees to understand their point of view

1h. Internal communication and celebrations align with the company’s
customer-focused purpose

1i. Every Executive Committee meeting starts with a focus on the
customer
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CTaHAapTbl yNpaBAeHUA KIMEHTCKUM ONbITOM

|. lopgaepkka KINMEeHTOLEHTPUYHON KYNbTYpbI
2. OnNbIT COTPYQHMKOB

ICANTAR  qualtrics

BANGD

2a. Mbl perynspHo cobupaem obpaTHyto CBsi3b COTPYAHUKOB 13
pasHbIX NICTOYHMKOB, BKIOYasi BONPOCHI, CBA3aHHbIE C OMbITOM
paboTbl COTPYAHMKOB U KIMEHTOB

2b. Mbl perynsipHO NpOBOAUM KOYYMHI CECCUWN ONSt COTPYAHMUKOB,
4TOObI MOMOYb MM MOHSITb, KaK OHM BMMSIIOT HA KNMEHTOB, U
chopMmMpoBaThb KITMEHTOLIEHTPUYHOE NoBeaeHMe

2cC. COpr)J,HI/IKI/I nony4yaroT BO3HaArpa>xgaeHuda n npn3HaHmne B
3aBNCNUMOCTHU OT TOI0, HACKOJ1bKO UX pe3yribTaTbl COOTBETCTBYHOT
uenam n UeHHOCTAM KOMMaHUn, OpueHTUpoOBaHHbIM Ha KIMEHTa

2d. PykoBoauTenu Bcex ypoBHEN n3y4atoT OT3bIBbl COTPYOHUKOB U
paspabaTbiBalOT Ha X OCHOBE MNilaHbl 4ENCTBUI

2e.Y COTPYOHUKOB €CTb I'IpOCTOIZ cnocob nogHMmaTb I'IpO6J'IeMbI 7
HaxoAnTb BOSMOXHOCTHU ONA ynyyweHnd ¢ NOMOLWb BHYTPEHHUX
Cucrtem, npoueccos, noJInTukK, MHCTPyMEeHTOB U T.4.

2f. BHeapeH 3aMKHYTbIN LK1 obpaTHOW CBA3K AN
NHOPMUPOBAHNSA COTPYLAHMKOB O TOM, Kak peLuarTcs nx
npobnemebl

29 |_|pI/IeM Ha pa60Ty, afgantauuna n yrnpasrieHune pesyrnbrataMu -
BCe 3TO OTpaxaet uerim n ueHHOCT KOMNaHnn, opneHTUpoBaHHbIE
Ha KInneHTa

2a. We regularly capture the Voice of Employee through multiple
sources that include questions related to employee and customer
experience

2b. We regularly conduct employee coaching sessions to support
employees in understanding their impact on customers and building
capabilities to demonstrate customer-centric behaviours

2c. Employees receive rewards and recognition based on their
performance against the company’s customer-centric purpose and
values

2d. Leaders at all levels review Voice of Employee feedback and
develop action plans based on it

2e. Employees have an easy way to raise and elevate issues and
opportunities for improvement with internal systems, processes,
policies, tools, etc.

2f. A closed-loop process is in place to keep employees informed
about how their issues are resolved

2g. Hiring, onboarding, and performance management all reflect the
company’s customer-centric purpose and values
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ICANTAR  qualtrics

BAIN®
CTaHAapTbl yNpaBAeHUA KIMEHTCKUM ONbITOM

[I. AHann3 BO3MOXHOCTEN
3. YnpaeneHne obpaTtHOn CBA3bIO

3a. Mbl oTcnexxmBaem 0bpaTHYH CBA3b KIIMEHTOB Ha YeThIPEX YPOBHSIX:
KOHKYPEHTHbI 6eHYMapK, OTHOLLEHWE, KITMEHTCKNE NYTU U TOYKM B3aUMOAENCTBMUS

3b. Mbl gennmcsa BbiIBO4aMn CO BCEMM KOMaHO4aMM, ucxoasa u3 notpebHocTen nx
paboThbl, U AaHHBIMW, KOTOPbIE MOMOTYT YINYYLNTb KITMEHTCKUN ONbIT

3c. Bce komaHabl KOMNaHUM perynsipHO BCTpeYaroTes aAnsd obcyxaeHns obpaTHOM
CBSA3W KNMEHTOB, NSIAHNPOBAHWS OENCTBUI U aHanM3a COOTBETCTBYHOLMNX AaHHbIX

3d. Mbl npuaepxMBaeMcst BbICOKMX CTaH4APTOB B OTHOLLEHMM MeTogonorum cbopa
1 aHanu3a obpaTHON CBA3N KNNMEHTOB, (POPMYIMPOBOK BONPOCOB, NOCTPOEHNS
BbIOOPKN N KOHTPONS AaHHbIX

3e. Mol NCMNoJib3dyeM Ka4eCTBEHHYHO TEKCTOBYHO aHalIMTUKY OMNpoOCOB U OPYrnx
MCTOYHUNKOB O6paTHOI7I CBSA3U, YTOObLI NOHATL CMbICIT KOMMEHTapueB KIMEHTOB

3f. Y Hac ecTb onepartrBHble OTHETHI U ,EI,C-)LLIGOp,D,bI OJ14 aHaln3a O6paTHOI7I CBA3N
KIMMEHTOB

3g. Begetca MOHUTOPUHI pe3ynbTaTMBHOCTM UCMONb30BaHNSA A3WG0pA0B U
BHEAPEHUS YNyYLLEHWI

3h. OTcnexunBaeTca cTaTyc peLleHnss BONPOCOB M OTBETA KIIMEHTAM Ha UX
obpaweHuns

3i. EcTb npocTon mexaHn3m ackanaunm npobnemMbl Ha HY>XHbI YPOBEHb NMPUHATUS
peLeHnn

3j. Y Hac eCTb COOTBETCTBYIOLLIME TEXHONOIMMM U CPeLCTBa aBToOMaTmM3auuu,
AatoLLme BO3MOXHOCTb BCEM COTPYAHUKAM opraHn3aumm crnblwaTb, MOHMMAaTb U
AEeNCTBOBaTb B COOTBETCTBUMN C 0OPaTHOWN CBA3bIO KITMEHTOB

3a. We track customer feedback at four levels: competitive benchmark,
relationship, journeys, and interactions

3b. We share customer insights with all teams, based on the needs of their
role, with relevant data to help improve the customer experience

3c. All teams across the company meet regularly to discuss customer
feedback, plan actions, and review relevant data

3d. We have high standards for the methodology, wording, sampling, and
controls used to collect and analyze customer feedback

3e. We use robust thematic analytics on surveys and other sources of
feedback to understand the meaning behind customer comments

3f. We have live, visible reporting and dashboards to track customer
feedback

3g. Monitoring is in place to review the effectiveness on the usage of
dashboards, closed loop process and elevations

3h. Customers are followed up with after they take time to provide actionable
feedback

3i. We have a simple mechanism in place for elevating customer issues to
the appropriate level

3j. We have appropriate technology and automation in place to support
listening, learning, and acting on customer feedback across the organization
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CTaHAapTbl yNpaBAeHUA KIMEHTCKUM ONbITOM

[I. AHann3 BO3MOXHOCTEN
4. YnpasneHue gaHHbIMU

BAING  ICANTAR  qualtrics™

4a. Mbl co3gaem coBMeCTHble 6a3bl AaHHbIX, KOTOPbIE BKIHOYaloT
onepaumnoHHble, PMHAHCOBLIE, KIMEHTCKNE U KOHTEKCTHbIE NoKasaTenu
ANsi CerMeHTaLUN KNMEHTOB MO BCEN COBOKYMHOCTU AOCTYMHbIX
NPU3HaKOB

4b. Mbl COOTHOCUM BbIBOAbI, NOSTYYEHHbIE HA KITMEHTCKUX OAHHbIX, C
KOHKPETHbIMUN BU3HEC-LIENSMUN U MHULMATUBAMMU

4c. PaspaboTaHa JopoXKHas KapTa Mo YyCTpaHeHWo HedocTaTka AaHHbIX O
KMWEeHTax U KNMEHTCKOM OMbITe

4d. imeeTcsa egmHblin Npodusib KaX4oro KnneHTa anst NOHMMaHus ero
NoTpebHOCTEN, LEHHOCTU, XXM3HEHHOTO LIMKIA U KIMMEHTCKUX CLUEHapUEB

4e. Mol ncnosmnb3dyemM MeTobl aHalin3a OaHHbIX OJ1A BbIABINEHUA
BO3MOXXHOCTEN No yNnyyleHWo KITMEHTCKOTIO OMnbiTa

4f. Mbl NpoBOANM U3MEPUMbIE U KOHTPONMPYEMbIE 3KCNEPUMEHTbI AN
NMPOBEPKM N OLEHKN HOBbIX MOEW MO pasBUTUIO KITMEHTCKOrO OnbiTa

4g. Y Hac ecTb Heobxoanmas TexHorornyeckasn 6asa, nossonsowas
MCNonNb30BaTh LUMPOKME BO3MOXHOCTU yNpaBrneHust AaHHbIMM

4a. We map customer data fields (operational, financial, customer, and
contextual) to enable customer segmentation based on shared
characteristics

4b. We link insights from customer data to specific business goals and
initiatives (e.g., acquisition, growth, retention)

4c. A data roadmap is in place to close any gaps in customer and customer
experience data

4d. A single view of each customer is available to understand customer
needs, value, lifecycle, and journeys

4e. We use data science techniques to identify opportunities to design
improvements in customer experiences

4f. We perform measured, controlled experiments to pilot new customer
experience ideas and track their results

4g. We have a scalable technology foundation in place to enable data
management capabilities
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CTaHAapTbl yNpaBAeHUA KIMEHTCKUM ONbITOM

[1l. Pa3Butmne KNMeHTCKOro onbitTa
5. YnpaBneHne UeHHOCTbIO

ICANTAR

BANGD

qualtrics™

5a. Mbl 4eTKO onpeaenuny Hawwmnx LeneBblX KITMEHTOB M 3HAEM UX NOTPEBHOCTM
W gpavBepbl NoBeaeHUs

5b. LleHHOCTHOE npeanoXeHne oCHOBaHO Ha NOTPeOHOCTAX, ApanBepax U1
OXMOAHMAX LeneBbIX KITMEHTOB

5c. Mbl BbISIBNSIEM KItoYeBble haKTopbl, KOTOPbIE ONPeaensoT
NoTPebUTENbCKYO LIEHHOCTb, U 1crnonb3ayem nx ans andpdepeHumaumm 6peHaa

5d. PykoBoauTenu perynsipHO aHanuampytoT pakTopbl NOTpebutensckom
LEeHHOCTN OIS KaXXOoro NPUopuUTETHOIO CerMeHTa KIMeHToB

5e. Mbl oTCcnexmnsaem METPUKN «300POBbA U Pa3BUTUA» KITMUEHTOB B
COOTBETCTBUU C OornpenerieHHbIM HaGOpOM uernemn

5f. Mbl oLeHnBaeM LLEHHOCTb npueyie4eHNA KInmMeHToB Mo pekoMeHdaunam (B
CpaBHEHNN CO CTOMMOCTbIO NpuBre4YeHns 4epes peKnamy) 7 ,D,eVICTByeM B
COOTBETCTBUN C 3TUM

5g Mbl npnopuTnInpyem NnHBeCtnunm B MHUMUMATUBDLI MO KIMMEHTCKOMY ONbITY
ncxogd n3 nx BImMAHMA Ha BbIPYYKY, I'IpVI6bIJ'Ib N NOAJIbHOCTb KITMEHTOB

5a. We have clearly defined our target customers and know their
needs and drivers of behavior

5b. The customer value proposition is deeply rooted in target
customers’ needs, drivers and expectations

5c.We identify the key factors that drive customer value and use
these to differentiate the brand

5d. Executives regularly review the drivers of customer value for
each priority customer segment

5e. We track customer health and growth rates against a defined
set of goals

5f We measure the value of earning (vs. buying) customers and act
upon this

5g. We prioritize investments in customer experience initiatives
based on their impact on revenue, profit and customer loyalty
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CTaHAapTbl yNpaBAeHUA KIMEHTCKUM ONbITOM

[1l. PasButme KNMEeHTCKOro onbita
6. YnpaBneHne KINMeHTCKUMN CLEHapUSMN

ICANTAR

BANGD

6a. Y Hac ecTb yHMGMLUMPOBAHHBIM cnocob onucaHnsa NOTpebHOCTEN KITMEHTOB, UX
nyTen n ToMeK KacaHus

6b. Bce komaHabl NpuaepxmnBaroTca onpeaeneHHoro Habopa odLWmx NPUHLMNOB
npoekTupoBaHusa CX, KOTOpble COOTBETCTBYIOT LIEHHOCTHOMY MPEANOXEHUIO

6¢. YUneHbl kOMaHgbl NpoxoasaT obyvyeHne metogam npoektupoBaHms CX n
nony4arT BO3MOXHOCTb BHOCUTb YITyYLLIEHWS

6d. Kaxxabii cueHapui KnneHTa NpoekTUpyeTcst Nog, KOHKPETHYH NOTPEOHOCTb, HO
yunTbiBaeT ob6LimMe NpMHLUMNbI Au3anHa 1 JOPOXHYIO KapTy NnpoaykTa

6e. Mbl pa3pabaTtbiBaeM LENeBON ONbIT U CLiEEHapUX, OPUEHTUPYSCh Ha
nonb3oBaTens Kak Ha rmaBHOro apbutpa kadectea

6f.Y KaXxgoro KIMeHTCKOro cueHapua eCtb oaunH OTBETCTBEHHbIN, KTO OTCNEXnBaeT
ero d.)VIHaHCOBOe BNUSAAHNE Ha BM3HecC (I'IOJ'IO)KVITeJ'IbHOG nnn OTpI/ILl,aTeJ'IbHOG)

6g. Bnagenbubl cLueHapreB MMEKT COOTBETCTBYHOLLME UHCTPYMEHTbI U pecypchbl,
yToObI OEencTBOBATb

6h. Mbl opraHMsyem KoMaHAbl BOKPYr NOTPeOHOCTEN KITUEHTOB U KIMEHTCKUX
cueHapues (bykBanbHO UNKU NOCPEACTBOM KITMEHTOLEHTPUYHO OpraHM30BaHHON
onepaunoHHO Moaenu)

6i. Y Hac ecTb YeTKMe nnaHbl No C*)I/IHaHCVIpOBaHVIlO cTparterm4ecknx nHMumnaTmBe, 1
TeKyLwnx yJ'Iy‘-IUJeHVIVI KITMEHTCKOrIo nytn ana yctpaHeHUA pa3pbiBOB U NOAAEPXKA
no3numin Ha PbIHKE

6] Kaxgbin cu,eHale|7| NyTWN KNneHTa COOTBETCTBYET MUHUMaAllbHbIM CTaHAapTaM
OOCTYMNMHOCTU, Ka4eCTBa OrnbiTa U NPOCTOTbl UCMNOJ1Ib30BaHNUA BO BCEX TOYKaAX U
KaHanax B3aumMoaeuncTemd

6a. We have a single, unified way of describing customer needs,
journeys, and touchpoints

6b. All teams follow a defined set of common CX design principles that
are aligned to our customer value proposition

6¢c.Team members receive training on CX design techniques and are
empowered to make improvements

6d. Each customer need/journey has its own “north star” design linked
to the design principles and product roadmap

6e. We design target experiences and journeys with the user as the
ultimate arbiter of quality

6f.Each journey has a single point of accountability, who is responsible
for tracking its financial impact (positive or negative)

6g. Journey owners have the appropriate tools and resources to act

6h. We organize teams around customer needs and journeys (virtually
or through a fully aligned operating model)

6i. We have clear plans for funding both strategic initiatives and
ongoing improvements in the customer journey to close gaps or
maintain market position

6j. Every journey meets a minimum standard of accessibility, quality of
experience, and ease of use across journey pathways and channels
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CTaHAapTbl yNpaBAeHUA KIMEHTCKUM ONbITOM

[1l. PasButme KNMEeHTCKOro onbita
7. YHpaBneHme XN3HEHHbIM UUKITOM KITMEHTOB

ICANTAR  qualtrics

BANGD

7a. Kaxabln KNMEHT UMeEeT METPUKY BrevaTrieHnsl, OTHECEH K OOHOMY U3
CErMeHTOB, OCHOBAHHbIX Ha NOTPEBHOCTAX, UMEET CBOK OLIEHKY
HakonneHHon ueHHocTu (CLV) n ctoumoctn npusnedenust (CAC), kotopble
nomoratT NPUHUMAaTb PELLUEHUS MO KIUEHTY

7b. MNMoTeHumManbHas LEHHOCTb KaXX4oro KrnmMeHTa NporHo3npyeTcs,
OCO3HaETCH U UCMONb3yeTcs Ans NPUHATUS PeLleHU

7¢. Mbl ouKkcpyem HacTynneHne KroyeBbiX 3TanoB XXM3HEHHOTO LMkna Ans
Ka)kgoro KnueHTa

7d. Y Hac ecTb BO3BMOXHOCTb nepcoHanm3npoBaTtb AEencTBusi, COOOLLEHNS 1
npennoxXeHna and Kaxgoro KrnmeHTa, 4YTOObI Jiydule npuereKkaTb HOBbIX
KIMMEHTOB, akKTUBMPOBATb NMPOMOYTEPOB, CHXAaTb OTTOK N YCUJTUBATb
KMMEHTCKUA MEHEQXKMEHT B LIENTOM

7e. Mbl ocHawaem COTPYOHMKOB TEXHOJIOTMAMU U CpeacTBaMin
aBTomMaTn3aunn, KoOtTopblie NoOMorakloT UM yIyyllnTb B3anMMoOeNCcTBmeE C
KInMeHTammn

7a. Every customer has a sentiment metric, is assigned to a needs-
based segment, and has their individual lifetime value (CLV) and
customer acquisition cost (CAC) tracked to help guide division
making

7b. The potential value of each customer is predicted, understood
and used to guide decision-making

7c. We define key milestones for each customer throughout their
lifecycle

7d. We have the ability to personalize actions, messages, and offers
for each customer in order to better attract new customers, activate
promoters, reduce churn, and enhance account management

7e. We equip employees with technology and automation to help
them improve interactions with customers
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