Kak pe3aynbmambi 6eHYMapKuHaa u onpoca MARS
rnosib3ogeamesiel eJs1Usirom Ha 4)OPMUPOBaHue . information services

ornepayuoHHol cmpamezauu Cepesuc decKa

YyduHa CeemnaHa
Pykosodumenb cryxbbl mexHuyeckol noddepxku, MARS Information Services

CepBuicHoe MHoro6opbe. ITSM — oT ¢puTHeCa - K CNopPTY BbICOKUX JOCTVKEHUI
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MARS

COOGP)K&HUG information services

. Mars Service Desk B Ha4ane 2012

] Hosoe BnageHne Mars Service Desk

= Bupenune Mars Service Desk: obnactu ans nameHeHum

. BeHuYMapKuHr Kak MUHCTPYMEHT ANs NoATBEPXKAEHNSA naen
. Pesynbratbl 6eHYMapKuHra

. Pesynbratbl 6eHYMapKuHra vs. onepaunoHHbIN nnaH

= HoBbI hopmat onpoca nosnb3oBartenemn

= HoBasi onepaumoHHas ctparterus

e CEPBUCHOE MHOIOBOPbE
ltSMF ‘ ITSM: oT dhmTHeca — K CNopTy BbICOKUX JOCTUXKEHWI
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MarS SerV|Ce DESk 8 Haqaﬂe 2012 information services
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= AR<4% = YacTb cepBUC KaTanora = ART —30n0T0M = KwuTtali, Poccus, = COTpYAHUKU U

* FCR>80% * 3esleHblit NoKasaTenb cepTndukat bpasuaus KOHTPaKTOP®I

= SLA>90% = PSC - cepebpAaHHbIN = PSC, ART, CFT = B cpeaHem 5 BakaHcui
cepTudukar » 3BOHKM, NUCbMa, self

= Onpoc nonb3oBatenel A\ :
service

= 8 A3blKOB
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MARS

Hoeoe eudeHue Mars Service Desk information services

0obaesnasa agpchekmusHocms Mars Inc.,
/N ebicmynas 8 Kayecmee eOUHOU MOYKU KOHMAKMQ @44
\ ' Mars Global Services
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BudeHue Mars Service Desk: obs1acmu Onst usMeHeHuUl

MARS

information services

EpuMHanA TouKa KOHTaKTa gnsa .
Mars Global Services
|}

»  EaMHoobpasune noaaeprKKu
NPUNOKEHNN
= MFS/MAS -

= [lpyrue cepBucsl

MepecmoTp
HenoaAepKMBaeMblX CalToB

YBenmyeHune Koam4yecTtsa
A3bIKOB

Royal Canin

Co3faHue CTPYKTYpbl Npuema
Ha NoaAepPKKY HOBbIX
CEerMmeHTOB

OpraHMYeckuii poct

ABTOMATU3aLMA, UHCTPYMEHTbI
ONA KNMEHTOB

YnyylweHue ynpasneHus
npobaemamm

FnobanbHaa adPeKTUBHOCTb
YnpasneHue 3HaHUAMMU
MopTan noKasaTesnen
Hy»Hble HaBbIKu/0by4YeHue
YnpassieHne cobblTuammu

MNepepava 3agay: T3 ->T2 ->
T1->TO

beHumapKuHr

AyTCOpPCUHT

MpUHOCUTL NO3UTUBHbDIE
BMeYaTNeHUA KAMeHTam
n
DobaBnaa apdeKkTnBHocTb

JNerko cBAsaTbca/MHOro
KaHasnos

MpoaKkTUBHOCTb

BnageHne MHUMAEHTOM OT
3aBefeHuA 40 3aKpbITUA

MeTpuKuK, HanpaBAEHHbIE Ha
KAMeHTa

BUM-noppepxka

YnydlieHue ynpasieHua
KPUTUYECKMMU MHLMAEHTaMMU

YnpaBaeHue 3anpocamm

be3onacHocTb

itSMF ‘ CEPBUCHOE MHOINOBOPbLE

ITSM: oT dhmTHeca — K CNopTy BbICOKUX JOCTUXKEHWI
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BeHYMapKuHa Kak UHCMPpyMeHmM OJis1 noomeep)xo0eHuUs1 uoeu o v eraloee

OueHUTb NPaKTUKK, MPOLLECChI, ONepPaLMOHHbIE N CEPBUCHbIE MOKA3aTen n
pe3ynbratbl Mars Service Desk 1 NOHATb KOHKYPEHTHOE MOJIOXKEHME
OpraHM3auum NO OTHOLLEHMUIO K NYYLLIMM MPaKTUKAM PbIHKA

HyneBow ypoBeHb (Self-service), nepsbint yposeHb (PSC and CFT), BTopoi
ypoBeHb (ART):

= Cpeaa M CTOMMOCTb CEPBUC AECKa

= YnpaB/ieHue NtoabmMu1, NPOLECCAMU N TEXHONOTUAMM

= O6bem paboTbl U METPUKN

= 3penocTb NPOLECCOB

¢ 2. 2 v CnoHcop npoekTa — Mars Service Desk cepuc meHezaxep
',::?1 /E“;:' MPOEeKTHAA MeHepxep NpoeKTa — pyKOBOAUTENb CYKBbl TEXHUYECKOI MOAAEPHKKM B
S s KomaHpa Espone

[MpoeKkTHaA KoMmaHaa — NpeAcTaBUTeNIN PErMOHOB

> n] CEPBUCHOE MHOI'OBOPbE
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Pesynsmambsi 6eHYMapKUH2a

MARS

information services

0O6wwan BbicoKaa 3¢pPeKTUBHOCTb B TO BpeMs, KaK
cpefa Nnoaaep KK A0BOIbHO CNOXKHAA

Mars beHumapk
Sl +5% $19.61
uHUMACHTA
AR 3.85% 5.00%
ECR 79 44% 66 98%
A3bIKKN 8 2
MobunbHbie 60% 24,4%
nonb3oBarenu

~ CEB

) Mars provides end
users with above-
median service guality
and does 50 at median
level costs to the
organization. This
results in the top
quartile overall Help
Deask performance.

MARS INC. BEENCHMARK RESULTS

Mars Inc. Performance Overview

Low Cost 4
\
\ecian Cos? T
High Cost >
Low Quality NG Gty High Quality

OcHoBHble pekomeHgaumnmu CEB cocpeoToueHbl BOKPYT yayylleHUA CTOMMOCTHOM COCTaBAAIOLLEIA:

1. YMeHbLUMTb TEKYUKY COTPYAHMKOB: 60€€ OMbITHbIE COTPYAHMKN MOTYT YYy4LWNTb BpemMsa 06paboTKM MHUMAEHTA

2. OpraHu30BaTh CNeLMann3aumio COTPYAHNKOB: B HACTOALLMIA MOMEHT OpraHM3aLms co3gaHa BOKpYr reorpadum 1 A3bIKoB, BO3MOXHA
opraHunsauma ¢ GoKyCcom Ha TEXHONOTUAX UM BU3HEC-CErMeHTax

3. TepeBecTu pelleHne NHUMAEHTOB Ha bosiee HU3KKUe YPOBHM, BKAtoYan self service

- n] CEPBUCHOE MHOIOBOPbE
M ‘ ITSM: OT huTHeCa — K CMOPTY BbICOKMX AOCTUMXKEHNN



MARS

Pe3yﬂbmaMbl 6quMapKUHaa VS. OﬂepauUOHHbl& nriaH information services

=  [OpAocCTb 33 MNOMIOXKEHWE B BbICLUEM Cenuac — Quick Wins
KBapTesne E CEB
= [loBTOPWUTb NPOLLECCHI, OTIUYHO B e ree
=  B0O3MO)HOCTM AN1A YAYYLUEHUS B LeHe paboTatolime B 04HOM PErNOHE, B ) Tier zero resources
have the greatest
* [logaeprknBaTtb U yay4llaTb KAa4YeCcTBO APYTUX PETMoHax impactongperformance
" when managed by the
= COrNacoBaHMe C ONepPaLMOHHbIM YCTaHOBUTb METPUKY ANA TEKYUKMU, ged by
: NPMHWMas BO BHUMaHKe RO adinp
nnaHom Mars Service Desk performers offer users a
0C06eH HOCTH peI'MOHOB vaﬁety of self service
tools and capabilities.
Providing users with self
service solutions
reduces the number of
Tembl gna o6cy>aeHna Bo Bpemsa GopmMMpPOBaHMA ONEPaLUOHHOrO NAaHa: tickets submitted to the
Help Desk, reducing
1. [suratbca B CTOPOHY 60/1ee HU3KOro YPOBHSA NOAAEPKKM A5 PEEeHMA NHUNAEHTOB, MaKCUMU3MPYS workload and costs, and

. improves customer
self-servic .
© ¢ satisfaction levels.
2.  OpraHu30BaTb COTPYAHMKOB MO CNeuMannsaumam (MpunoxKeHus, TEXHONOrnn, busHec-cermeHTbl) gns

[ocTuKeHuAa 6onbluent 3GGEKTUBHOCTU, YTO YMEHBLUUT BPEMA PeLUeHNA UHUNAEHTOB, YBEANYUT

YAO0B/1€TBOPEHHOCTb KIMEHTOB U TOTOBHOCTb K 6onee cNoXKHbIM 3a4a4am

3. lMepecmoTpeTb OPraHU3aLMIO C TOYKM 3PEHUA CTOMMOCTU (reorpadus, CTPYKTYpa, BO3SMOKHOCTU A5
ayTCopCcuHra u 1.n.)

- n] CEPBUCHOE MHOIOBOPbE
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Hoebiu ¢hopmam onpoca nosib3osamesieu

MARS

information services

6 AeTanbHbIX
BOMPOCOB

2 Bonpoca

Eighty percent of service
organizations primarily rely
on customer satisfaction
scores, but CSAT is a poor
predictor of customer
loyalty.

® Effort is not only the best
financial predictor, but is
also more relevant in
predicting total loyalty.

From the CLUSTOMER CONTACT COUNGIL®
of tha SALES, MARKETING

AND COMMUNICATIONS PRACTICE

wuww coc aecutivaboard cam
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= Pescrves COCRSTZINSYN

MEASURING CUSTOMER EFFORT

Loyalty Impact
In the Service Channel
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Predictive Power for Repurchase'
o
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Relationship of Effort with Repurchase?®
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® g Low Effort High Effort

Relationship of Effort with Increased Spend?
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®

Relationship of Effort with Negative WOM?
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§ g 81%
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= '§ Low Effort High Effort
Predictive Power for Increased Spend ®
n=17963
Scurce: Custamer Cantact Council research
Customer Effort Score™
How much effort did you personally have to put forth to handle vour service request?
[0 Very Low O Low [ Moderate O High [0 Very High
Comments:

! Pradictive power evaluated b the cosfficients derived from regression analysis. Effort regression coefficients are 3,65 and 2.92 for repurchasa

and increased spend respectively.

# Customer effort is a composite index including parcaived affort, repaat contacts, past issues, rapeating infarmation, and transfars, *Low Effort™

is the bottom 26% of this compasite effort scale. while "High Effort” is the top 5%.
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MARS

HOeaﬂ OﬂepauUOHHaﬂ Cmpamea us information services

3 HanpaBNAeHUA U3SMEHEeHU

= YMeHbLIEHNE KONNYECTBA
nHuunaeHTos u Self Service:
- 60NblUE CNOXKHbIX MHLMAEHTOB
- ynpaBaeHMe 3HaHUAMM
- HOBble CNoCobbl KOHTaKTa

= KnmeHr:
- NOHMUMaHue npobnembl
- QHA/ITUKA

. " Cnocobbl paboTbl, HaBbIKK 1
3 Apaunsepa opraHusaums:
= Poct - TeKyLWME CNOXKHOCTU
= CNOXHOCTb

= Jlnuo Mars IS

A 4
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