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KAK B YTKOHOC OHJ/IAUH YBEPAA
NMNKOBDbIE HAIMPY3KU C BXOOALWLUNX
NTMHUWN C MOMOLLbIO YAT-BEOTA

PesynbTaTtbl BHegpeHua Twin B YTKoHOce
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B uenom, Hawa Muccusa 3akn4vYaeTcs B aBToMaTnsaumm, 6usHec
npoueccoB, KOTOpble oCcTalTcs 3a KagpoM. Hanpumep, 3a kynucamm
no60oro MHTEPHET-MAra3mHaA CTOAT NOAU, KOTOPbl€ CONMPOBOXAAIOT
caenky o MOMEeHTd, Korad KJIMeHT nosiy4daeT TOBAP UMK yCnyry.
MonocoBble NpoadBLbl MOryT CIPABAATLCA C 3TOW pab6oTon 6bicTpee

n adpdpekTuBHee. Mbl cumtTaem, 4To Yepes 5-7 neT ronocoBbie HaT-60TbI
6yayT BHeApEHbI B KAXXA0W KpynHOM KoMmnaHuu. Hawa uenb —
HAY4YMUTb 60TA NOMOraTb HAMO/THATb KOP3UHY, BECTU ANANor ¢ KJAneH-
TOM OTAENbHO OT CAMTA: HONPUMEP, NPEAOCTABUTb BO3SMOXHOCTb
cAenaTb 3aKA3 B MecceHpXXepe.

Uropb KannHuH
FeHepanbHbIN gupekTop twin

3agada

YT1koHoc OHTAVNH-0auH 13 KPYMHENLLMX UTPOKOB POCCUMNCKOrO PbIHKA
e-grocery. Ha ¢oHe naHaeMmm cnpoc HA OHMIAWH AOCTABKY, OCOBEeHHO
NPOAYKTOB NMNTAHUSA, AEMOHCTPUpPOBAN PpeHOMEHAIbHble TEMMbl POCTA,
HArpy3Ka Ha cny>x6y nogaep>Xku U onepaTopoOB KOHTAKTHOIO LLEeHTPA
yBeNN4YMnIacb MHOroKpaTHO YTobbl nogaep>XMBaTb YpOBEHb cCepBUCA
HO BbICOKOM YpPOBHE U 06pabaTbiBATb KOK MOXHO 6onblie n 6bicTpee
nocTynawLuue 3anpochbl, 6110 HEO6XO0A4NMO ABTOMATU3NPOBATbL YACTb
onepayunu, Toraa 1 66110 MPUHATO peLleHMe B KOMMAHUM O CKOpenLeM
BHegpeHun 4aT-60Ta, KOTopbIi cnocobeH obpabaTbiBATL AMANOrmn
Cpa3y HECKOMIbKUX MONb30BATENEN 30 NAPY CEKYHA, BblAABATb HEOHXO-
AUMYIO MHPOPMALMIO O TOBAPAX, MPOBOAUTb KOHCYbTALMIO O AOCTABKE
N MHOroe gpyroe
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Heobxoanmo 6b1510 HONTU TAKON MHCTPYMEHT ASIA KOMMYHUKALUN
C KJINEHTOM, KOTOPbIXN NO3BOAMNA Bbl MOKCUMAIBHO MHTEPAKTUBHO,
BbicTpO M yaobHo obecneuynTb NonyyeHmne nHgopmaumm o cTaTyce
30KO3Aa U peLleHnn CTAHAAPTHbIX BOMNPOCOB

PeweHue . \ ©
\ /
YaT-60T, OTBEevawwmm Ha 6onee M) — .
—
50 pa3HbIX TEMATUYECKNX BOMPOCOB. N\
. >

Kak 3To ycTpoeHo?

Co3paBaTb TAKOU CMOXHbIN NPOAYKT COBCTBEHHBIMU CUNAMMU BbiNo
HepaunoHanbHo. NoaTomMy peweHne 6b1/10 3anyLweHo Ha 6a3e roToBomn
nnatdopmbl twin. Twin - 6GusHec nnaTtdopma gna aBTOMATUIALUUKA-
HOMOB KOMMYHUKALUN KOMMAHUIN C KITMEHTOM MNPU MOMOLLU FOSTOCOBbIX
M 4aT-60TOB. BbINM NPOAHANN3NPOBAHBI ThICAYU PeAsbHbIX 3AMNPOCOB
KNMeHToB No TenedoHy N COCTAB/IEHbI KNITACCUYECKUE CKPUNTbI AN
ananorosoro 6ota. Kaxgbi 3 gnanoroB 6bi1 NPOTECTUPOBAH B one-
paTuBHblie cpokn. OCHOBHOW AKLUEHT CAeNIaH HO CO3AaHMM TaKoro 6oTa,
KOTOpPbIN 6bln Bbl AENCTBUTENBHO MNONE3€EH NOMb30BATENAM U MOI CHATb
HArpy3KYy C KOHTAKT-LEHTpPA.

3apga4amMm KOMNAHUKM Y TKOHOC OTNIMYHO nogowen 4at-6oT1 ana obpa-
6OTKM BXOAALWMX OOPALLEHNN N YBENNYEHUSA YPOBHSA NOSNIBHOCTU B
06CNYy>XMBAHUU KTUEHTOB.
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Hanpumep, nepBbie 3anpochl, KOTOpble HaYan oTpabaTbiBATL 60T

6blnu:

1) CTaTtyc sakasa
2) Y10 c Moewn xano6omn

3) He mory aBTopusoBaTbcA
/3aperncTtpupoBaTbcs

£

3ppascTBYyNTE!
A 60T-NOMOLLHUK, 1 OTBEYY
HQ BALLW BOMPOCHI.

CnpawwusanTe:)

3ppaBcTBYUTE, eLe pas!

Bbl He Mo>XeTe HaNTK Ha
canTe Hy>HbI ToBaAp, AaA?

OasainTe pasbepemcs.
3apanTe, NoXanymcTa,
BOMpPOC.

Ons npogon>eHusa guanora
MHE HY>XHO Yy3HOTb BAC
nonydiue.

MHe noTtpebyeTcs:
- HoMep BaLllero TeneboHa

\_

rpeyka ectb

Korga 6yaeT [ocTaBkad

Moero Ttoeapa

\

npueeT

Mory

J

4) He mory odpopmMuTb 30KA3

5) He mory pegakTnpoBaTb 30KA3
6) BepHuTe geHbru

7) Xouy cknaky

4 )

- HOMep 3aKa3a

Mopgenntecb
nHpopmaumnen?

OM...HYy>XHbI U pbl HOMepa
TenedpoHa

Hanunwute noxanyricta
CBOU MO6UNbHbIN TenedoH

+79153628994

Tenepb yKaxxmnte Homep
3akasa 13 12 undpp. Homep
OOS>XXeH 6bl NPUNATU BAM

paHee B SMS
123443754870

CekyHay...

OaHHble (TenedoH nnu
30Ka3) BBEAEHbI HEBEPHO,
NpPOrpaMmMa oTBevaeT
«3aKa3 He HaONAOEH».

OasanTte nonpobyem
BBECTU 30HOBO

K(I‘Ionpo6osom: cuoao) (OnepaTop)j

MomMmrmo cBob6ogHbIX GOPMYNNPOBOK BOT MMeEeT JOMNONMHUTENDBbHbIN

BAPUAHT Noanep>XKN OManora ¢ 4YenoBekom (KHoMku, MeHio).
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YnpaBsneHue yat-6otom

Twin pa6oTaeT no mogenu SaaS (Software-as-a-Service) n He Tpeby-
eT CNOXXHOU uHTerpauuu c gpyrumm NT-cuctemamm KnmeHTd, U rotToB K
paboTe cpaly nocne noayvYeHus gocTtyna K nnatpopme. YTKOHOC
OHNMAWH pelwiunn 3anycTuTb 60T HA CATE B IMYHOM KABUHETE U MO-
6bunbHOM nNpunoxeHuun, a Takxe whatsapp, telegram kaHanax. Beina
npon3BeneHa MHTErpaumns ¢ BHYyTPEHHUMU CUCTEMAMMU 3AKAIYUKA A1
peanusauuu npmema n nepenaydm aHHbIX, Knaccnpukaumm n aasege-
HMA obpaweHnn. Bcero 6bino nponssepgeHo 15 Touek MHTErpaumm cu-
cTeMbl. Tak>e 6b1/10 NpoBeaeHo obyyeHe OTBETCTBEHHOIO MeHeaXepdad
A1 COMOCTOSITENIbHOW KOPPEKTUPOBKU K/TIOYEBbIX 3AMPOCOB, AKLIMOH-
HbIX NPeAsIOXEHUN N APYroro MApPKETUHIOBOIO KOHTEHTA.

=
«Mpwv BbIBOpe NogpaAYMNKA Mbl AHATM3VUPOBAIN MHOXECTBO
npepnoXeHumn. [na Hac 66110 BAXXHO HE MPOCTO pa3paboTaTtb
60TOB, HO U YMETb YNPABAATb UMW CAMOCTOSITENIbHO, AHANN3U-
POBATb PE3YNbTATbl, BHOCUTb ONepATUBHbIe U3MeHeHUs. Kom-
naHna Twin OTIMYHO CNPABUIACH C MOCTABMIEHHbIMU LENAMMU,
6binn gocturHyThl KPI, Kok Ha aTane TecTupoBaHua 4yaT-60Tq,
TAK M HO BHEAPEHUU, CEMYAC OOHHbIE MOKA3ATENN TONMbKO Yyy-
watTcda. bnarogaps BHegpeHUto TAKOro MHCTPYMEHTA, COTpya-
HUKW BblN NepektoYeHbl HaO bonee MHTEPECHbIE U CITOXHbIE
30404u1, NPU 9TOM KAYECTBO NOAAEPXKKMN KIIMEHTOB HE NocTpa-
pano. KnueHTbl oTMeYaloT, 4TO cTANM b6bicTpee peLaTb CBOU

Bonpochbl. Mbl nnaHMpyemM pa3BUTHE KAHAMOB KOMMYHUKALWU, /

noaoKAK4YEeHNA ro1ocoBoro 60TAa HA NNHUIO noanepP>XKm».

dPepoToBa EkaTepuHa
AUNpPEKTOp No cepBuUCY

\/
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Pe3ynbTaTthbl

Ha ¢oHe naHaeMum cnpoc Ha AOCTABKY BblpocC B 3-4 pa3qa, 3aKA3bl
cTtanu Taxenee 6onee yem Ha 40% , Ha 06paboOTKY 3aKA30B AKTUBHO
nogkn4Ymnnm 6ota Twin.

3a 6 mecsaueB ¢ MOMeHTa 3anycka 6oTta B npogakweH, 80% Bonpocos
pe3ynbTaTUBHO obpabaTbiBatoTca YaT-60TOM 1 Tonbko 20% nepeBo-
OATCHA HO onepaTopda.

o Kaxpgbln TpeTU BONPOC KINEHTA obpabaTbiBaeTca 4aT-60TOM.

o Mnatdopma Twin No3BONNNIA BHOCUTb MBMEHEHUSA B KOHTEHT, KOPpPEeK-
TUPOBATb CKPUNTbI «OEHb B AEHbY.

o BoT paboTaeT B pexxmme HOH-CTOM, 3TO 3HAYUT, YTO 3040B O4MH
BOMPOC, MOXHO 3040BATb CeaAyloLmnmn, He Nepe3arpy>xas ceccuio.

o BoTt ymeeT oTpabaTtbiBaTbh 60onee 50 TeMATUK BONPOCOB KINEHTA.

o B koMnaHuu BMAAT noTeHumMan pa3BuTtusa BHegpeHus 6otos. B nnaHax
pobaBneHne o6paboTKM HOBbIX TEMATUK, PA3BUTUA KOHATOB KOMMY-
HUKALUU C KIIMEHTOM, d TAK>Xe BHeApeHue ronocosoro 6ora.

Q ' | . / -
D oo =

CHuxeHune nponyLweHHbIX
3BOHKOB K 3anpocosB (o)

e Ob6paleHun B mecslL,
obpabaTbiBaeT YaT-60T

N

KSIneHToB HA 67%

/\\

N
e

o Ha 10% cHusunnacbk Teky4ka
KOAPOB B KOHTAKT-LLEHTPE
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KAK AKTYATIMSNPOBATb AAHHDIE
COTEH TbICA4Y K/TUEHTOB

YTo penatb, €Cnv NOCTOAHHO OTKPbIBAIOTCH U 30KPbIBAIOTCH HOBblE
oddnaiH 6usHechl, a BNagenbLlbl He TOPONATCH AKTYANM3UPOBATb AAdHHbIE?
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2N C — mexayHapoaHasa TeXHonornyeckass KomnaHumsa. E€ rnaBHbin

npoaykT — reocepsuc 2[ MC, obbegmHsaoWnM KapTy, HABUFATOP

M CMPABOYHUK opraHmnaauumn. CepBuc nMmeeT getanbHble KapTbl bonee

yem gna 730 ropopnoB 12 cTpaH, paboTtaeT odNarH B MOBUNbHbBIX NMpU-

noxeHunax Ha Android n iOS n onnanH Ha 2gis.ru. B Poccun Ha kapTax

cepBUCA pa3MeLLeHO 28 M/TH 300HUN U CNPABOYHAA MHPopMaLms

o 3,5 MnIH opraHmnsauynm.

Bbi30Bbl B c60pe u aKTyanuaauum

6onbLUINX AAHHDbIX

HTo oKa3bIBAET B/IMSSHUE HA AAHHbIE B npoLlecce aKkTyaam3auumn:

KomMmnaHuu 3akpbiBaoTCcs

Mo cTaTncTUke 60nblUe NONOBU-
Hbl KOMMAHUM 3aKPbIBAETCH

B NepBbIN rog, paboTbl 1 eLle
nonoBMHA B cnepytowme 5 ner.
BaxxHo npoBepsaTb, KTO npekpa-
TN cBoto paboTy.

KomnaHum oTKpbiBAOT

HOBbIE TOYKM

CerogHsa y Bac 1 nekapHsa, a 3a
rog ycnewHomn paboTbl Bbl OT-
KpbiBOETE eLle 2 HOBble TOYKMN.
Ba>xxHo onepaTnBHO oTOBpPAXATDH
HOBble TOYKWN HO KApTe.

o0 KomnaHuun nepee3XxdaT

3a4acTyto 6usHec nweT 6onee
AelweBble MeCTA A1 apeHabl

C HaMbonbLIEeN NPOXOAUMOCTbIO.
KomMmnaHus moxeT nepeexaTb

HO OPYron KOHeL, ropoad, HO He
OBbHOBUTb MHPOPMALMIO B UHTEP-
HeTe o cebe.

MeHsAI10TCA PEKBU3UTDbI
TenedoHbl, email, ccbinkm

Ha coumanbHble ceTn, PO
AnpeKTopa, pngmnyeckmne nmuua
N gpyrue pekKBU3nTbl KOMMAHUN
HenocTosHHbI. Ecnn oTtobpaxa-
eTCcsa HeaKTyasbHbIN TenedoH

N CAUT, NONb30BATENb HE CMOXET
AO0CTYy4YAaTbCA A0 KOMMNAQHUN U MNO-
NY4YUTb HY>XKHbIW TOBAP UMK

ycnyry.
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3npaecteyiTe! 1o cepenc 2IMC.
Mbl cBepaemM MHbOPMaLMID 060
Bcex GpupmMax ropoga. 3to TWIN,
IT-komMnaHus? 17:48

armc &

CNeayolan MHGOpMaLKWa o Ballei
KOMMaHK:

Appec: Mockea r., yn. bonblwoi
Byneeap (MHHOBALMOHHBIA LeHTR
Ckonkogo Tep.), 42 ctl; 3rax 4
Tenedgo

; WhatsApp

Ca
Cou,. ceTu:

Email: | twin24.a

Py6puKK: ABTOMaTHZaLMS
BU3HEC-NPOLECCOB

Bpemsa paborbi: MNH-Be
KPYFNOCYTOMHO

C”QCC‘GI:I onnaTbl: OI'IH.E Ta an.
Kouwenokom; Onnata yepes BaHk
Bce BepHO?

[a sepxo

) 2TMC @
¥TO4HWTE, NoKanyncrd, BOIMoxHa
N1 onnata KapTon Yepes
TepMuHan? 1837

Het

Xopoliuo, noHana eac!

WNHTepecyioT N Bac peknamHbie
BO3MOXHOCTH 2T IC? MoXem
OCTaBWUTL 3a8BKY Ha
KOHCYNbTauMio MeHegdxepa.

Het

Ecnu y Bac NoABATCA Kakue-To
WEMEHEHWHA, Bbl BCEIOa CMOXETE
OBHOBMTE MHGOPMAaLMIO B NWHHOM
kabuHere.

Cnacubo 3a nHdopmaumio,
Xopolwero eam gHa!

Y10 uckan 2r'nC?

Mpu BbibOpe peLueHnsa gna akTyanusaumm aaHHbix B 2TNC

PYKOBOACTBOBAJ/INCbH 4 OXXKNOAHUAMM:

®

CTonmMocCTb aKTyanusauum

®

Bo3amo>xxHoCTb akTyanusauum

[,O0/KHA BbITb CYLLLECTBEHHO
HUXE YC/yr KOHTAKT LeHTpPA
n Gn3nYecKkom NpoBepPKU
(Horamm Mo>KHO NPUNTK K
Touke).

AaHHbIX, 8o 100 000 agpecos
B KOPOTKUIN Nepuoa BpEMEHMU
(neHb/Hegens).

CamocTosTenbHo paboTaTb [MocTpoeHne KOMMYHUKALUN
Hapg poboTamMu, yoobHbIN C KNIMEHTOM, OTPAbBOTKA 3ANpPO-
MHTepdenc gna NoCcTpoeHus COB.

cueHapueB, MOHATHASA

norumka paboTbl.
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NMouemy Twin ngeanbHoO nogoLwuesn
noa 3apayuum 2FNC?

Mnatdopma Twin paeT BOSMOXHOCTb 30 KOPOTKNE CPOKU CO3AABATD,
BHEAPSATb U YNPABAATb FO1I0OCOBbIMU U 4aT-60TAMU. HTO 6b1/10 BAXKHO:

&

Al (nckycCTBEHHbIN UHTEN- NapannenbHoe BegeHue
NeKT) - ronocosble 60Tl A0 MUMMTIMOHA HOT-KOMMYHMU-
YMET YYNUTbCA NOHUMATb Kauum

HOMEpPEHUSA KIUEHTA U pea-
r’MPOBATb MO CUTYALUMU

= (X

_~—

e

ABTOMATMYECKOE BHECEHUE BbicTpoe pasBepTbiBAHME
HOBbIX OOHHbIX B CUCTEMY nnHTerpaumna

2MNC

\’
— =
=< AN

@ _
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Kak cenyac BbirnaguT npouecc
AKTYONU3auum AAaHHbIX?

O Cpenanu yaTt-60Ta U HTEerpmuposanm c cucrtemomn 2 NC:

Bbin 3anyweH npouecc akTyanmsaumm AaHHbIX MOocpencTBoM 4aT-60Ta
B Meccea>Xepax, KOTOPbIM MOKA3da XopoLuyio KoHBepcuto. Crneumanu-
ctamu Twin 6bina npoBegeHa paboTa No oby4yeHUo COTPYAHNKOB
2'MC, koTOopble XOTENMN CAMOCTOATENbHO HAMUCATb CKPUMTbI U 3AMNYy-
CcTuUTb paboTy Ha nnaTdopme. Ha NpoTAXXEHUU MUNOTA CNELUANTNCTDI
Twin kypupoBanu paboTy 1 nomoranu. 3a Hegesnto COBMECTHO NMPOAHa-
NMU3NPOBANN peasibHbie KOMMYHUKALWW XUBOIO YefToBEKA, KOTOPbIN
aKTYannU3npoBan gaHHble KOMMNAHUW U cgenanu 4yat-6oTta. Ewe 3a
Heaesnto NPOTECTUPOBAIN OCHOBHbIE HOMEPEHUS K/TMEHTOB M NOMPABU-
NN CKPUNTbI.

N = I

. > - &3

o g/&\

O UHTerpauusa c 2 NC

CerogHsa coTpyaHukn 2[TMIC MmoryT caMoCTOATENIbHO MEHSATb OCHOBHbIE
HAacTpowkn 6oTa Ha NnnaTdopmMe, yNnpaBnATb, KOHTPONPOBATbL U pabo-
TaTb. [MnaTdopma Twin nerko MHTerpupyeTcs co BCEMU OTKPbITbIMMU

M 3aKpbITbIMKU cucTeMmamMmun. MeHee 4yemM 3a Mecay 4aT-60T ymen camo-
CTOATENbHO OOHOBMATL NONYYEHHYIO B pa3roBope nHdopmaumio B 6aze
aaHHbIX 2T NC.
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Ncnonb3oBaHue HenpoceTu

B Twin Mmbl ucnonbdyem cobctBeHHyto Al TeXHONOrMO aHANM3a HaMe-
PEeHNN, KOTOPAsI MO3BONSAET BbISIB/ISTb OCHOBHbIE HOMEPEHUSA U3 NMpea-
NOXEHUA N C BbICOKON BEPOATHOCTbIO (Bbile 80%) NOHUMATbL CyTb TOTO,
YTO FOBOPUT KMEHT. He Hy>XHO genaTb 6onbluOe KONMYeCcTBO BApMaA-
unm ppas, obbirpbiBaTb GpPA3bl, HTOObI CUCTEMA OTHECA UX K OQHOMY
HOMEepPEeHUIo, LOCTATOYHO ogHoM $paA3bl, CUCTEMA BCE BO3MOXHbIE BA-
PUAHTbI y4eT camocToaTenbHo. Hy Hanpumep, ecnu B3aTb ¢pasbi: “Bbl
3HOeTe, Mbl nepeexann”, “sHaeTe nn, mbl nepeexanun’”, “mbl nepeexanu,
3HaeTe Nn" - 3T GPA3bl HYXXHO 3ASTOXKUTb KOYEBbIMUN C/TOBAMU, HEN-
POHHOSA Xe ceTb NO3BO/SAET CAENATb OAUH NpuMep 3Ton Gpa3bl 1 BCE
OCTasIbHblE MOXOXME HA 3Ty PPA3y CUCTEMA CAMA OTHECET K HY>XHOMY
HOMEpPEHUIo, TEM CAMbIM BpeMsa obyyeHus nnaTPopmMbl COKpaALLAETCS,
MO>HO BbicTpee co30aBATb CKPUNTbI 6€3 NoTepu TOYHOCTU, MPU 3TOM
CKOPOCTb pa3paboTkm CKpUNTOB bbicTpee B 7 pa3, YEM NonyyeHue
QHOMOTMYHOIrO PEe3y/bTATA C NPUMEHEHMEM KJTIOYEBbIX COB. Takne
nokasaTenu ABNAtTCA pe3dynbTaToM 6onee 10 neT onbiTA N TPEHUPOBKU
HO peasibHbIX KeENcax.

Pesyn bTATbl BHeAPEeHUA

Cenvac 87% gmnanoroB 4aT-60Ta NPUBOAAT K CBEPKE KAPTOYEK U3 TEX,
4TO OTBETUIU MPU pacchblifike. Tak>Xe HaNa>XeHd KOMMYHUKALUS C Kn-
eHTOM gns obmMmeHa nHbopmaumen B MecceHgkepax, nodTm 30% nepe-
BOAUTCA HO onepaTopda. Twin no3sonunn nsbaeutb onepatopos 2 NC
OT PYTUHbI U NEPEKITIOYNTb UX HO Bonee Ba>KHbl€ M MAPXUHASIbHbIE
npo6nembi.

. A o) /\OO./' > N
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Kakue undppbl nokasbiBaeT 4at-60T1?

- : ,,————‘:-\\\\\ I/i’

———

~ N

okono 60 000 kapTouvek
cBepsAeM eXeMeCcs4HO Bonee 100 000

paccbifiok B Mmecsl,
(o) \ ‘// °

6onee

° 87%

6onee 87% punanoros
yaT-60Ta NpuBOANAT
K o6HoBNeHuto nHpopmMmaumm

YT10 6ypeT pganbLie?

MnaHupyeTcs pacwmMpunTb KAHAMbI KOMMYHUKALMK YaT-60Ta:
nogknounTb telegram, viber. pna paboTbl ¢ nonb3oBaTENAMM,
peknamogaTensaMum n obHosneHnsa nHeopmaumm. C poctom 6m3-
Heca n yBenm4yeHmem 6a3bl KIMEHTOB, BHeAgpeHne poboToB AB-
naeTcsa ogHUM N3 GAKTOPOB, MO3BOMALLNX MACLWITABNPOBATL
6U3HEeC U ero KANMTAAN3ALUIO.
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KAK OOBUTbCH, HTOBbI BOJIEE
90% BXOoAALWNX 3BOHKOB
OBPABATDbIBAJ1 POBOT?

PesynbTaTtbl BHeapeHusa Twin B TPAHCNOPTHOM KOMNAdHuUn «GTD»,
KOTOPAS OCYLLECTB/AET rpy30nepeBo3KM.
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FonocoBoun po6oT B call-ueHTpe

B KkoMNaHWUKM 0TMeYatoT NOBbILLEHNE HAFPY3KM BXOAAWNUM TPAPUKOM
30 cYeT pocTa KNMeHTCcKon 6a3bl U NpeBbilleHUs obopoTa B 4 Mnpa.
py6bnewn 3a 2020 rog.

MpepcTtaButenn GTD pacckazanu o npoekTe BHegpeHus Twin
C uenblo AanbHENLLEro MacWTabupoBaHNA BU3HeCa 1 NOBbILLIEHUS
KayecTBA 06CNYy>XUBAHUA KITMEHTOB.

Pe3ynbTaTbl rosniocosoro 6ora

\ ' //
N o —

90%

N
. CpepHun nokasaTtenb
OXXUAAHUSA KTUEHTA
90% nnun 280k A
HO IMHUN cOCTABNSAET
3BOHKOB NMPUHMMAET
o 1 cekyHAay

u obpabaTbiBaeT 60T

Ypaanocb nepeksiioyYnTb
onepaTopoB Ha 6onee 3aTpaTtbl Ha onoBeLLeHne
MApP>XUHANbHbIE 30404M KJINEHTOB CHMXeHbl Ha 70%
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Twin Hayan paboTy c N3yvyeHUss bBU3HeC-NPOLLECCOB AN UX AASTbHEN-
e OLEeHKUN U YNYyYLLEHUA KAOYECTBEHHbIX NOKA3aTeNen.

Ha HavyanbHOM aTane KoOMaHAA NPUHANA pelleHmne o 3aameHe SMS

HO 3BOHKWM OT 60TA, YTO NO3BOINIO CHU3NTb U3OEPXKKU — 3TO TPYAOEM-
KM Nnpouecc pas3paboTku MHTENNEKTYa/IbHOro 60Ta, TECTUPOBAHUS
BCeX ero nokasaTesien HAa dokyc-rpynnax, obpaboTkn AAHHbIX, BHE-
OPEHNA B KOMMYHUKALMIO M KOHTpoNa 60Ta B ganbHenwemn paboTe.
NuTerpaumna c SAP knmeHTa No3BONMIA BHEAPUTb PA3/NYHbIE BUAbI
yBeOooOMNeHN Yepes pasHblie kaHanbl: push-yBegomnernus, Viber, VK,
Telegram.

Bbicokasa oTKA30yCTOMYMBOCTb NO3BONAET 06pabATHIBATDL FOTOCOBbLIM
6oTOM CyLeCcTBEHHbIM 06bEM BXOOALLENO MO/IOCOBOro Tpaduka.
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OcHoBHoOE€ pelueHUue

Kenc nomor cHu3nTb 3atpaTbl call-ueHTpa TPAHCMNOPTHOM KOMMNAHUU
GTD Ha 70% v yBeNMYnNTb KOHBEPCUIO «MN3 3BOHKA B 3ASIBKY HA A0~
cTaBky» Ha 5%. Tak>xe 6bina peweHa npobnemMa gnnTenbHOro oXxXmnaa-
HUA HO BXOASALWEW NMHUN — Tenepb oHO cocTaBnaeT 1 cekyHay.

\L CHUXXEHDbI ﬁ \ yBenun4yeHa 1e oXungaHue
3aTpaThbl KOHBepcusa HA JIMHUKN
I
—— Ha70% \ @ N3 3BOHKA 1 cek.
B 309BKY
Ha 5%

Bbicokune peadynbTaTbl 66111 AOCTUNHYTbI 6arogaps npodpeccmoHanb-
HOM KOoMaHAe pa3paboTymkoB Twin. PeannsoBbiBAH CNOXHbIW KENC,
KOTOpPbIV MO3BO/INA 3AKPbITb K/OYEBYIO Npobnemy.

Mbl noka3anu yHuUKanbHblie pe3ynbTaTbl: 0 NponyLweHHbIX 3BOHKOB,
CHUM>XKEHME 3aTPAT Ha onoBelleHne knneHToB Ha 70%, a Tak>ke y4a-
cTme 6oTta B 90% 309BOK.

0 nponyLWweHHbIX : ydyacTue 6oTa
3BOHKOB B 90% 3049BOK

[MaBHOE OTNMYME KENCA U peLlleHns Twin — MoCTOAAHHOE
YyCOBEPLUEHCTBOBAHME KAHAMA KOMMYHUKaumn, GTD cmoxeT
HOCNAUBATb peLleHne 4ONOSIHNTENIbHblIE BOSMOXHOCTU, CTOBHO
KOHCTpYyKTOp. Hanpumep, cenyac nponcxognT BHegpeHne
ron10coBoro 60Ta ANd NCXoasLWMX KOMMYHUKALUNUN — MHPOPMU-
POBOHUA KIMEHTOB O CTATYCE JOCTABKU rpy3a.
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CyTb Kenca - B CHu>xeHuun 3atpat call-ueHTpa TpaHcnopTHOM KOMNa-
HunM GTD 3a cyeT ABTOMATMIALUN KOMMYHUKALUN C KITMEHTAMMU C MO-
MOLLbIO pewueHuns Twin.

TpaHcnopTHas komnaHna GTD o6paTunack K Twin no pagy NpuYuH:

1) Harpyzka Ha onepaTopos call-ueHTpa gocturana 60%
B MMNKOBbIE MOMEHTHI.

2) WNs-3a OTCYTCTBUSA CBOOOAHbIX ONEPATOPOB KIMEHTAM
NPUXO4NNOCH A0NT0 OXNAATb OTBETA HA NIMHUU, 3TO BPEMSA
Morno gocturatb 40 MUHYT.

3) Mo oueHKAaM KOMMAHMM HAO 06paboTKy 3aABOK TpeboBanoch
400 HOBbIX COTPYOHUKOB, 0by4YeHMe KOTOPbIX 3AHUMAET
ONTUTENbHbIN CPOK.

BbiBOoAa

PbIHOK KOHTAKT LEHTPOB pPACTET, a pOob6OThbl y>XXe cenYac UrpatoT
B HEM 6onbluyto ponb. CTpaTernyecky Ba>XXHO BHEAPSATb U paA3-
BMBATb KOMMNETEHLUMN B pob60OTU3ALNN HE TONbKO BXOAALLMX 3a-
NPOCOB, HO U BbICTPOE pa3BePTbIBAHWE N BHeApeHME poboToB
Ha paboTy c ncxoasLWMMU 3BOHKAMU. TexHonormm Twin cnocob-
Hbl peWaTb MACLWTABHbIE 30404 HO pPeasibHbIX KENCAX yXe ce-
roaHS.
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KAK BbICTPEE BblAABATDb 3AKAS3
N CHUXKATDb BATPATbI HA CKJTAL

Kak Twin cH1u3nn BpemMms HAXOXXAEHNA 30KA3A B MNYHKTE AO0CTABKN HA 25%
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Komnanus «M3K» cospgaHa B 2001 rogy n cenyac aBngeTCs HALMO-
HOMIbHbIM 3KCMepPTOM B 06/1ACTN TPAHCMOPTHO-3KCNEANLMOHHbIX YCYT.
NMoMUMO MeXTEPMUHANBHOMN NEPEBO3KN COOPHbIX FPY30B, KOMMAHUSA
obecneynBaeT TPAHCMNOPTUPOBKY ABTO-, ABUA-, XXENTE3HOAOPOXHbIM U
MOPCKMM TPAHCMNOPTOM, OKA3bIBAET YC/TYrM OTBETCTBEHHOIO XPAHEHUS
M cknagckom obpaboTkm, OpraHmn3yeT NOrmMcTUYECKUM CepBUC AN UH-
TepHeT-MarasmnHoB. ExxerogHo 6onee 3 500 000 knneHTOB NONb3YIOTCS
nornctmyecknmm ycnyramu «N3K»: yacTHble nnua, KpynHble NPoOn3-
BOOCTBEHHbIE U TOProBble NpegnpuaTus.

Ona obecneveHns appekTUBHOM PABOTHI ThicAY 0OPUCOB B PABHbIX

CTpaHax u permoHax Pd, N3IK ontuMmnanpyeT nokasaTenm KnoyeBbliX
napamMmeTpoB, HaNpUMep:

(:) KonnyecTtBo CTonmMocCTb 1 KAQHANbI

BO3BpPATOB yBE€OOMITIEHUN KIINEHTOB

X Bpema oxupgaHuna ﬁ KonuyecTtBo nponyLeHHbIX
Bblga4YM rpysa BXOASALWMNX 3BOHKOB

NPS Ul MapLupyTbl kypbepos

Bonee 2000 oducos 6binmn npoaHanuanpoBaHbl N3IK u BbiIscHU-
NOCb, HTO KOMMOHWUSA TEPSAET AEHbIN HA TOM, YTO MOJSIKU NYHKTOB
BblAAYMN 3AMNONIHEHbI 4OCTABNEHHbIMW NOoCbiNkaMun. OnepaTopsbl
MN9K n ycunua ¢paH4amsm He cnpaBisIUCb C KOJIMYECTBOM HA-
KOM/IEHHbIX TOBAPOB K Bblaaye. Heobxoanmo 6b1510 NpopbiBHOE
pelweHne, No3BonsAoLEEe KOMNOHUN Pa3BUBATbCS 6€3 yBennye-
HUA NNoLWaaen U PacXo40B HA HOBble CKNAAbI M HE pa3ayBas
LWITAT KOHTAKT LEHTPJd.
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Nocne aHAnNM3a BbIACHUIOCh, HTO 6eCcnAAaTHO HA CKNAAAX XPAHUTCS
6onee 100 000 roToBbIX K Bblga4e TOBAPOB, KOTOPblE Cbeaa I MAap>Xxu-
HAbHOCTb, CO3A0BANN BecnopsanoK HA CKAAAAX, 3Arpy>Kanm
call-ueHTp. HacTo, nonyyaTtenu nocbinok 3ab6biBaANM BOBpeMSA nNpue-
XATb HA NYHKT BbI4AYM MU MPOMNYCKANN YBEAOMI/IEHUS O BbINMO/IHEHHOM

OOCTABKE.
(@) - \ ° (@) o
\ = .
° o —’/
o °

JocTaBka Kypbepom

Takxe NMNOK 6b1n He yOOBNEeTBOPEH NPOAAXKAMU KYPbEPCKMUX YCNYT,
BeAb pAcxXoAbl HO XPAHEHUA 60NbLLOIo KONMMYECTBA NOCbITOK, MOXHO
6b1n0 6bl pewnTb B MONb3Yy A0X0AA KOMMAHUU, eciin 6bl YaCTb 3ane-
>XOBLUMXCHA 30KA30B NOSTY4UNOCh OCTABUTb KypbepoM. [Jonpogaxa
KYPbEPCKUX YCNYr CTAAAa BAXXHOW COCTABNAOLWEN B pa3paboTke pelle-
HUA.

PeweHune gna ysegomMmneHus
K/IMEHTOB U CHU)KEHUSA BPpeMEeHM
Bblaa4yum 3aKka3a ot Twin

Ona opraHMsaumm cuctemMbl yBeAOMNEHUN ThICAY KIMEHTOB MO BCEW
Poccuun tpeboBanochk Al pewieHne, KoTopoe, C 04HOW CTOPOHbI, cCoaep-
>0 6bl 6onbLoON 06bEM 3ArOTOBNEHHbIX ANANONOB M HOMEPEHUN,

a c gpyron, becnepebomnHo paboTano Bo BCEX HACOBbIX NOSICAX, A B
npeane, 6b1510 661 [OCTYNHO A8 6bICTPON HACTPOUKN BHYTPEHHUMM
paboTamwmmm cuctemamm N3K.
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[Ona ronocoBoro po6oTa Hy>HO 6bIN1O0 CO340Tb OPUTMHAMBHbBINM CKPUMT,
cooTBeTCcTBYIOWMN dunocodum n ueHHoctam NI3K, Beab B MOMEHT
3BOHKQA, pOo6OT ABNSETCSH NOMHOLLEHHbIM COTPYAHWUKOM U NpeacTaBuTe-
nem KomMmnaHuu. [lns aton 304041 Mbl BbI6panm 3anncu 3BOHKOB
NYYLWNX COTPYAHUKOB KOHTOKT LEHTPA U caenann umdpoBble Konuu,
KOTOpble 30 40NN CEKYHAbI MOT'YT COPUEHTUPOBATbLCA B Bbibope Hy>X-
HOro OTBETA M MOMOYb NPAKTUYECKN CO BCEMM BONpocamu, byab To

nony4yeHue rpysa unm/m opraHU3aumns KypbepCcKom OCTABKU HE XYXKe,
YyeM 4YenoBeKk.

\ = ¥ -
TR A et

i

Ons camux cotpypaHmnkos N3OK npouecc BHeapeHUsa U ynpaBieHus
HOBbIM PO60TOM BbIrNAAeN 0o4eHb NPocTo. OTBETCTBEHHbIN CO CTOPOHDI
M3K oTkpbIiBAN wWeb-npunoxeHne co ckpuntamMmm poboTta, Bbi6GMpan

NMYHKT aKumnm n BHOCKJ1 HOBbIEC ngen oT oTae/1d MAPKETUHIad 3a CHNTAH-
Hbl€ MNHYTbI.

Fpadmrn HoTudMuKaL MK

rm
feexaansl  # | AeE CTATYGH * 2023-17-16 13:45 -2021-12-16 1345
e d

TEHCTOBLIE CODBUEHWA N0 CTATYCY TeKCTO! no

CTaTyCH) =

e DOOGLIBHME YCTIBIHO ZOCTAINEHD MOMYUETENID. 96 610 Ktlar st v
- ORI i, L ¥ 6050 = DELIVERED %6 610

FEMBHY i HO OTUET & ROCTADNE BUIE e ToNYYSH 4761 = UNBELIVERED L]
- 3 =57 = FENDING 4761
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Y106bI pO6OTOB NNerye 6b110 KOHTPONNPOBATL U AHANIUSNPOBATbL, Mbl
peanmM3oBasivi CUCTEMY CKBO3HOW AHANTUTUKMU, KOTOPYIO Bbl MOXETE
BMOETb B Buae AawbopaoB NMYHOM KABUHeTe U MHTErPUPOBATDL

C BAWWMMU BHYTPEHHUMU cucTteMamu. B aHanutuke moxeT cogep-
XAaTbCA MHPOrpadunka, apxXmMBHbIE 3AMNCU 3BOHKOB, NepeBeAeHHbIe

B TEKCT, ENCTBUSA C UBMEHEHUAMMU OAHHbBIX B CUCTEME, KOHBEPCUU

Mo OOCTUXXEHUAM KtoYeBbIX pe3ynbTtaToB. Ecnn Ha nnatdopme y me-
Hea>Xepa BO3HMKAET BOMNPOC, TO OHMIAWMH NogAep>XKa NOMOrana HanTm
pelleHne ero NpssMo B web-npunoxeHnmn, He NCNonb3ys CTOPOHHUE
CepBUCHI NN CANTDI.

. paduKiA HaThi

r"
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Pe3ynbTaThbl

CornacHo ctaTucTuke, NOy4eHHOW B NepBble MecsiLbl paboThbl
ronocoBoro 60Ta, BpeMsa HOXOXAEHUA rpy3a HA CKNaae cCokpa-
Tunocb HA 25%. NMpopa>kn ycnyru [OCTABKM rpy3a B HEKOTOPbIX
ropopgax Poccuun n KazaxctaHa Bbipocnu B 6 pas. LLITaT cneuun-
anNUCTOB, paboTalLWUX HO NpoadXe YCNYrm «KypbepcKomn Ao-
CTABKMW N0 ropoay» 6bi/1 NOMHOCTbIO PACPOPMUPOBAH U Nepe-
dopMaATUPOBAH Nog 6o1ee MAP>XMHAbHbIE 30404 MN.
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KAK CO30ATb 3 bPEKTUBHbLIN
ABTOMATU3NPOBAHHbDbIU
MAIrAsmH HA AMBAHE

PesynbTaTtbl BHegpeHusa Twin B Shop & Show
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O npoekTe

LLlon 9HA Loy (Shop & Show) — aTo TeneMarasmH HOBOro NoOKoseHUs,
KOTOpPbIV NpULen HaO CMEHY TAK HO3bIBAEMbIM MAra3nMHAM HA AUBAHE,
OABHO YTPATUBLLUMM CBOe goBepue Tenesputensa. MarasmH pabotaeTt
B HOBOM dopmMaTe TENEBU3NOHHOMN TOProB/IN, OCHOBA KOTOPOro —
YyecTHas Npe3eHTAuusa B apunpe n NoCToAHHO OBHOBNSAEMbIN ACCOPTU-
MEHT TOBAPOB.

Ha cerogHsWHMM geHb 9TO 0AHA U3 HamMbonee N3BECTHbIX TOProBbIX
MOPOK TENEBU3NOHHbIX MPOAAX HA pbiHKE CTPAH BocTouHon u LleH-
TpanbHou EBponbl. Heckonbko neT HO3a4 KaHA COBEPLUU NPOPbIB
HO POCCUMNCKOM pPblIHKE - 3anNyCTUA NPOAAXM B NPSAMOM 3adunpe BMeCTO
PONMKOB CO6CTBEHHOIO NPON3BOACTBA (A8 Yyero 6bi/1a0 CO3AAHA
cTyans).

[na o6Ccny>XKMBAHNA KNTMEHTOB KOMMAHUSA UCNONb3yeT COOCTBEHHbIN
call-ueHTp, B KOTOPBLIN exkemeca4HO obpawaeTca 6onee 5 MAH. KNMEH-
TOB C PA3/IMYHBIMM TUNAMMU 3AMNPOCOB, d TAK KAK KAXAbIM 3BOHOK
06530H COOTBETCTBOBATb KOPMOPATMUBHbLIM CTAHAAPTAM U NONIUTUKE,
TO AMANOTrYy C KIMEHTOM KOMMNAHUSA yaensieT ocoboe BHUMAHMKE.
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B 2018 rogy pykoBoacTBOM KOMMAHUM 6bin onpegeneH NAaH pa3BuTus
TeXHONornm Ha 6a3e NCKYCCTBEHHOIO MHTENEKTA, KOTOPbIN B Nep-
cnekTuBeE 2X NeT NO3BO/AN PELWNTb NPobneMbl CTUXUMNHOIO 06Cny>Kn-
BAHUS 3BOHKOB B NPANM-TANM, d TakxXe nepeBectn 100% cepBUCHbIX
HAMPAB/IEHNW HA FOSIOCOBbLIX U YOT-60TOB.

MNepBble NONbITKK peannu3aumu HAOYAINUCb NPAKTUYECKM CPA3Yy Nocne
yTBep>XaeHus naaHa, 651aro K ToMmy BpeMeHU Ha pbiHKe yCcnyr 6b110o
AOCTATOYHO NMpPenoXeHNn, d MNOCTABLLMKW YCNYyr Mo pa3paboTke 6o0ToB
AEMOHCTPUPOBAIN KPACUBbIE NPE3eHTALUN U AeNUIncb MHoroobewia-
lowmmMmm nnaHamu. Ha gene Shop & Show cTonkHynuUchb ¢ paaoM nNpo-
bnem:

X API He MHTerpMpoBanachk ¢ BHyTPEHHMMW CUCTEMAMM

X

HE nonydyaeTcd 0oCTUraTb LI,eJ'IeBOVI KOHBEPCUUN

X HeponoHMMAaHUA paspaboTymkos U npeactaeuTenen Shop & Show
(roBOpAT HA PA3HbBIX A3bIKAX)

Hanbonee oTBeTCTBEHHO K MCAOMHEHUIO 30404M NogoLlen
YYACTHUK U gencTeyowmin peangeHT CKONKOBO - KOMMNAHUS
OO0 «YpanmHHoBaLMA», KOTOPASA B CXXATblE CPOKU NpoBena
rnybokyo MHTerpauymo co6CcTBEHHOM OMUKAHANbHOM NaaTdop-
Mbl twin ¢ 6a301 gAHHbIX U TenePOoHNEN KOMMAHUMN.

N T
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NMocTaHOBKAO 3a404YMU

CTapToBbIiV Kenc 6bi/1 BbIBPAH TOT Xe, YTO U ANd npeabligyumx ncnorsn-
HUTENEeN - KOHCYNbTALMSA B PAMKAX TEKYLLENO 30KA3a K/IMEHTA.

[Jons 3BOHKOB, Mo TekyLwMM 3akasam, B call-ueHTpe Shop & Show
O4HA U3 CaMbIX BbICOKUX. [laHHOe HanpaBneHWe CUIbHO KOHKYPUPOBA-
/10 CO 3BOHKOMMW HOBbIX K/IMEHTOB, KOTOPble 30KA3bIBAIOT TOBAPDI

B NPAMOM 3apunpe U He UMEIOT BOZMOXHOCTU XAATb, MOTOMY YTO BPEMS
AEMOHCTPALUU NOTA orpaHmnyeHo. [1o BHegpeHnsa 60Ta MeHeOXXMEHTY
call-ueHTpa npuxogmnnock B 6yKBASIBHOM CMbIC/1€ XXOHIMTMPOBATb
onepaTopamMu, 4To 6biN1I0 HEYyaObBHO BCEM N OTPAXKAIOCH HO KAYeCcTBe
06CcNy>XUBAHUSA, KOTOPOE eCTECTBEHHbIM OBPA30M CHUXANOCH.

/,

AN

TexHonormm

Ona pacno3HaBaHUsa pedun Twin gononHAeT COBCTBEHHYIO CUCTEMY
pacno3HaBaHusA peydn paspaboTtkamm Google, Amazon, Tinkoff

n «AHpgekca». IMeHHO 3Tn ycunusa npnBogaT K 3dPeKTUBHOMY pacnos3-
HOBAHMUIO HO MPOTAXEHUN BCEro ANanora — BCE CEPBUCHI MCMOMb3YIOT-
Csl O4HOBPEMEHHO 1 NO3BONSAIOT 6bICTPO NOoJo6paAThb pefieBAHTHbIN
BApPUAHT. B pe3synbTate Takom paboTbl Mbl nonydaem 95% pacnosHa-
BAHUS pe4un, YTO NINLLb HEMHOIMMM YCTYyNnaAeT NoKa3aTensaM 4YenoBekd.
Onsa npumepa ewe B 2016 roay, TOYHOCTb CUCTEM PACNO3HABAHUS peymn
aep>anacb Ha ypoBHe He 6onee 70-80%.
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CerogHsa Ka>xgbl1 3BOHOK CEPBUCHOIO HAMPABIEHNA, CBA3AUHHbIN

C KOHCY/1bTUPOBAHMEM MO TEKYLLEMY 3aKA3Y, 06pabaTbiBaeT poboOT.
Mo HomMmepy 3BOHALLErO PO6OT NPOMI3BOAUT NOEHTUPUKALUIO KITMEHTA

B 6a3e KOMMNAHUU 1 Nony4yaeT MeHee 4yem 3a 0,001 cekyHAabl AOHHbIE
Heobxogumble A8 NPOJONKEHUS OUANOrd B PAMKAX AAHHOro obpatue-
HUA.

Mcnonb3oBaHME KOHKATEHALMN rONOCA AUKTOPA M CUHTE3NPOBAHHOIO
ronoca 60Ta NO3BOMSAET CO3AATb MOSTHYIO UIO3UI0 OBLLEHUS C XKUBbIM
4yesloBEKOM, d HEe POBOTOM, 4TO OCOBEHHO BAXHO NPU 0BCNY>XXUBAHUMU
no>Xunbix knmeHtTos (80% Bcex KNMEHTOB MArasuHa). Mo Hawmnm
OOHHbIM TOMIBKO 3TOT 3/1EMEHT aan Heobxoaumble 17% B OCTUXEHUE
npoxogHoro 3HavyeHusa - 80% gmanoros 60Ta JoOMXKHbI O6bITb 3aBEpLUE-
Hbl YCMEeXOoM.

B pesynbtaTte paboTtbl 60Ta 92,6-95,5% gnanoros 3aBepLuaroTCcs
yCreLluHo.

Ham yganocb nepeBecTtn Ha poboTa obbem BpeMu, KoTopoe TpaTaT 25
onepaTopoB call-ueHTpa B MecsL, 4TO B AEHEXHOM 9KBUBANEHTE
MOXEeT AaTb akoHoMmuio B Buge 21 000 000 py6nen B rog,

. (0,001 . T [925-
cek. . 95,5%

nony4YyeHume AAaHHbIX 92,5-95,5% guanoros
MeHee, 4YeM 3a 6blnn 3aBepLUEHDbI
0,001 cekyHAabI ycnexom

o

() 21 mnH. pybnen B ropg, O .
6bl/10 C3KOHOMJIEHO
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OTuyeT no paboTe «CTartyc sakasa»

KopPpPeKTHOCTE BbinonHenue KPI
PesynbtaT (no kon-sy) 26.06.2020 27.06.2020 28.06.2020 O6wwui utor u::oru (80% koppeKTHbIX
& Avanoros)
MoaTeepiXaeHue: 477 453 204 1134 90,9% 113,6%
HEeBO3MOXHO o6paboTaTb
MopTBEpXKAEHME: 318 387 149 854 91,1% 113,8%
OAVH 3aKa3
MopTBEpXAeHue: 233 124 78 435 100.0% 125%
ABA 3aKA3a
MopTBep>xpaeHue: 141 214 84 439 90,0% 12%
6onee AByX 3aKA30B
O6wuit utor 1169 1178 515 2862 93,0% 116,3%
———
KoppeKTHOCTS Bbinonnenue KPI
PesynbtaT (no gone) 26.06.2020 27.06.2020 28.06.2020 O6wmn utor u::oru (80% KoppeKTHbIX
= Avanoros)
MopTeepXaeHune: 40,8% 38,5% 39,6% 39,6% 90,9% 113,6%
HEBO3MOXHO o6paboTaTb
MoaTeepiXpaeHue: 27,2% 32,9% 28,9% 29,8% 91,1% 113,8%
OAVH 3aKa3
MopTBEp>XKAEHME: 19,9% 10,5% 10,5% 15,2% 100.0% 125%
ABa 3aKasa
MopTBEpXAeHue: 12,1% 18,2% 18,2% 15,3% 90,0% 12%
6onee ABYX 30KA30B
O6wunit utor 100% 100% 100% 100% 93,0% 116,3%
)
Pacnp Al OB MO pe3yNbTaTam 26.06.2020 27.06.2020 28.06.2020 O6wui utor
MoaTBep>XxAeHMe: HEBO3MOXHO o6paboTaTb 40,8% 38,46% 39,61% 39,62%

Apyrov Bonpoc 22,58% 23,72% 26,6% 23,79%

3aka3sbl He HageH bl 13,17% 9,76% 7,38% 10,73%

3akas ewe He opopmeH (B npoyecce) 0,17% 0% 0% 0,07%

Xo4yeT oTMeHUTb 3aKA3 3,08% 3,40% 3,88% 3,35%

Monyat 1,80% 1,53% 1,75% 1,68%
MoaTBepiXaeHWe: 0 ANH 3aKaA3 27,2% 32,85% 28,93% 29,84%
MopTBEpXAeHMeE: ABA 30KA3A 19,93% 10,53% 15,15% 15,20%
MopTBep>xaeHue: 6onee AByx 3aKA30B 12,06% 18,17% 16,31% 15,34%

O6wuni utor 100% 100% 100% 100%
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payoffer

KAKMNMPOOABATb HEABVMW>)XUMOCTDb
HA CYINEP KOHKYPEHTHOM PbIHKE

NTnporeHepauusa Ha pbiHke HeagBmkmnmocTu CLLA c po6oTtom Twin
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3agada

Payoffer kpynHas aMmepukaHCKas KOMMNAHUSA HA PbIHKE HEQBUXKMMO-
cTn. PerynapHo HeobxognmMo coBepLLATb X0NoaHbIM 063BOH No 6ase
K/IMEHTOB M NONYYATb HA BbIXOA4E 3AN/IOHUPOBAHHbIE BCTPEYUN C KSINEH-
Tamu (NoNy4YnTb KaYECTBEHHbIN NNA) U UHGOPMALMIO O COCTOSAHUMN
obbekTa HeaBmxXMmMocTu. O63BOH HeOHBXOAMMO NPOU3BOAUTb MO BCEM
wTaTam CLUA.

Co3paHue 60Ta

Bbin npoBeneH geTanbHbIM aHANM3 6a3bl
K/IMEHTOB M Mo, PA3Hble KATErOPUKU paspa-
6oTaHbl 1 CPOPMUPOBAHbBI TPUFTEPDLI NOBE-

- oy

AeHus ronocoBoro pobota. Mbl geTanbHO

I
N3Y4YUIN ONbIT COTPYOHUKOB AreHTCTBA
HEABMXMMOCTU, PA3paboTann rofocCoBOro ‘ ‘ ‘ ‘

60Ta, rofoc KOTOPOro agdnNTUPOBAH K AMe-

PUKOHCKOMN pe4vn (MHToHauus, akueHT).

B TecTtoBbIV Nnepuog paboTbl 60TA Mbl CPABHUNN C HENTOBEKOM HQA He-
6onbwon Boibopke B 5000 yenosek. [Nocne 063BoOHA Mbl NONy4YKnnmn

1% KOHBepCUIN, KOTOPbIN Bbl/1 paBEH KOHBEPCUU YeNoBeKd NPV AHHOMN
paboTte. OgHako 60Ty NoTpPeboBANOCH HO 3TO HECKOJIbKO YOCOB, A Ye-
noBeKy, KOHEYHO Xe HECKO/IbKO AHEN, d MOXeT bbiTb U Heaeb.

- T 2

Yo
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BoT 063BAHMBAN KNIMEHTOB, YTOYHSAN LEHOBOE NpeanoyYTeHne, Tem
CAMbIM BbISIBASAN HAW KAVEHT unu HeT (go 200 Teic $), npegnaran
yCnyrm n Ha3Ha4vyan BpemMs BCTpeyn. A Takxe cobupan nHpopmaumio
06 06bekTe HEABUXUMOCTHU (cocTosAHME 06BEKTA, BPEMS B/IOAEHME,
roe HOXOAUTCS, Fo4 MOCTPOMNKU U T.4.).

NMpeunmywecTBo Twin, no4eMy UMEHHO
Mbl:

Y 6oT1oB Twin HENMHENHbIN AMAnor. 9To 03HAYAET, YTO Mbl
||H||| MO>XEM CO3AATb AMNANON, KOTOPbIN MO3BONAET MPOUTrpPbIBATH

' HEeCKO/IbKO CLeHapueB, U camMoe rnaBHoe, 60T caenaHHbIN
HO OCHOBE peanbHbIX AManoros, NnogobeH yenoseky. Peub
MOET HE O NpeaBAPUTENbHbIX 3AMUCAX, A O <OXKMBOM AMaAnore»
6oTa n yenoBekda, y 60ToB Twin CUMHTE3 peyn cocTaBnAeT
93-95% — pasHuua B 5-7% 30BUCUT OT KOYECTBA CBA3MN.
Bbina cMHTE3NPOBAHA peyib C AMEPUKAHCKUM MPOUI3HOLLEHWN-
eM, KoTopas 6b11a Noxoxxa Ha 99,9%.

/\/\ Mbl [oeM He TONbKO NUAbl, HO U AHANUTUKY. B xopoe pasroso-
I|||I|| pa 60T NoAy4Yan He NMPOCTO roTOBbIN NUA, (HA3HAYEeHMe BCTpe-
YU KJINEHTY M MEHeOXXepY), HO N Takxe cobupan nHopma-
uno 06 obbvekTe HegBUXMMOCTU. Ha Bbixoge nonyyaem
OoT4YeTbl, yaobHble ons Nonb30BAHUSA U gANbHeENLWEN paboThI.

— Tak>ke B KOMMNAHUK 6blna BHegpeHa nnatdopma twin, koTo-
C‘J pasi 3HAYUTENBHO NOBbICUNA 3P PEKTUBHOCTb PAabOThI, NO-
CKONbKy 60T He TONbKO Aenan XonogHbin 063BOH, HO 1 0bpa-
6aTbIBAN TEKCTOBbIE 3AMPOChl. KNMeHTbl MOrM HaNUcaTb 13
no60oro KAHANA KOMMYyHUKaumnm (MecceHaXxepbl, COLMNANbHbIE

ceTun, CanT n T.4.), a poboT o6pabaTbiBAn 3AMNPOC.
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KAK ABTOMATUYECKU NPUHUMATDb
BCE BXOOALLUE OBPALLEHUA
MPADKOAH B OBJIACTHOU
KJIMHNYECKOW BOJIbHULLE

MHTerpauna po6otoB Twin B MEANLMHCKUX YHPEXAEHNAX
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B o6nactHOM kNnuHnke PAasaHum 6bina nocTaBieHa 3agayda - no tenedo-
HY npuHMMaTb 100% BXxoAAaLWMX 3ASBOK OT MPAXA0H MO BbISOBY BpAYa
Ha AOM, O TAK>XXe 3anuncb Ha BakunHauuto. No obenm 3asBkam Heobxo-
oMo chbOpPMUPOBATb OETANbHbLIN OTHYET U YBEOOMIEHME permcTpatTopa
KNUHMKKN. B 3asBke go/mkHO 6bI10 OTPAXKATbLCA:

e PUVO naymeHTO

e Appec

* N2 yyacTtka

» >Kanobbl Ha 3g0poBbe

* Hannyme 6onbHUYHOro NUcTaA

e Bblnu nn KoHTakTbI ¢ 60nbHBbIM KoBUpA,

o« OpraHM3oBAHHOCTb pebEHKa

.‘-
!
- (T
j[h 0111
T .I|I.|| "

MapTHEpamum Twin 6bin NpoBeaEéH AeTANbHbIVM AHAMIN3 3ANUCEN pA3ro-
BOPOB ONEPATOPOB, MPUHUMABLLUNX 3ASIBKW, U3YYEH OMbIT COTPYAHUKOB
NONMUKANHUKN, pa3paboTaH ronocoson 60T. Tak>ke HaO HAYASIbHOM
aTane 6bin BHegpeH BATC ot Moban Tenekom gna MapLipyTmnsaumum
BXOAALWMNX 06paLLEHUNIN COrMTACHO, PACMUCAHUSA PAabOoTbl KITMHUKMN.



35 — twin & PazaHckaa OKB twin casebook 2021

BHepgpeHue ronocoBoro po6ora

CerogHsa 60T NpUHMMAOET BXOoAsILLME 3BOHKM
NALMEHTOB O BbI3OBE BPAYd HA AOM U Xe-
navLWwmx NponTn BakumHauuio ot Kosuna-19,
M nepenaeT UX HA 31IEKTPOHHYIO NOYTY pe-

rMcTpaTopoB KCI)K,EI,OVI KITNMHUKW OTOENbHO.

Pob6oT BCcTpoeH B egnHbin degepanbHbl perMoHanbHbi HoMep 122
A8 OKA3AHUA MEQULMHCKUX YCIYT AN HOCeNneHus.

Ha nepBom aTane 60T NnpUHUMAN NULb Te 3BOHKMW, HO KOTOpPble

He ycneBann OTBeYATb onepaTopsbl. [Nocne aganTaymmn, KOppPEKTUPO-
BOK 1 0by4yeHus, 60T NpMHMMAET BCe 0bpaLLeHnsa rpa>kgaH No AAHHbIM
Bonpocam. B pesynbTaTe, NONOXUTENBHbIN ONbIT OGHOW KIMHUKMW 6bis
MacwTabunpoBaH Ha Bce 37 KNMHUK PasaHckon obnacTwu.

\'/

O

Takum 06pa3om, pyKOBOACTBY K/IMHUK YAAOCh PELUUNTb
BOMPOC C HEQOBO/IbCTBOM FPAXXAAH, KOTOPbIE XANOBAUCH
HO HEBO3MOXHOCTb AO3BOHUTbLCS B KIMHUKY MO BONPOCY
BbI30BA Bpaya Ha goM. Kpome aToro, ocsobogmnocb BpeMs
COTPYAHUKOB, KOTOPbI€ MPUHUMAIN 3BOHKU OT HOCENEHUS.
Tenepb MegnumMHcKne paboTHUKM MOTyT HANPABUTb CBOU
YCUMNA HA peLleHne gpyrmx Ba>XXHbIX BOMPOCOB U gern.



o
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Mnadbl HaO 2022 r.

Nocne aHann3a NnepBbiX Pe3ynbTATOB, 6biN1 Ppa3paboTaH NAAH Mo Aanb-
HenweMy Pa3BUTUIO B MTPUMEHEHUN BOTOB:

NHTerpmnpoBaTtb nnatdopmy Twin ¢ nporpamMmmHbiM npoaykTom lNapyc,
B KOTOPOM HA AOHHbIN MOMEHT paboTatloT Bpayu. MIHTerpaums nosso-
nuT no Homepy nonmca OMC nageHTUGULMPOBATL NALMEHTA NMpU obpa-
LLEHNN N NPENOCTABUTb EMY MAOKCUMAIbHbIN KOMPOPT M AOCTYN K yC-
Nnyram KAaMHUKM BO BpeMsA 3BOHKA.

CpenaTb JOCTYNHbIM O6pALLEHNSA NALNEHTOB Yepe3 MecceHaXep
Telegram, counanbHyto ceTb BKoHTaKTE 1 BUO>XETbl CAUTOB KIIMHUK
C COXpAHeHnEeM PYyHKLMOHAIA roiocoBoro poboTa.

Co3paTb poboTa o1 MOHUTOPUHIA COCTOSIHUA 30,0POBbA NALUEHTOB,
nepeboneBwmnx Kosna-19, c uenbio cCBOEBPEMEHHOIO OKA3AHMUSA Mef,.
MOMOLLW.

NMpeumyuwectTBo Twin, no4yemy
MMEHHO Mbl:

Y 6oToB Twin HEMMHENHbIN ANANON, Mbl MOXEM CO34ATb AMANOT, KOTO-
PbIM MO3BOASET NPOUTPbIBATbL HECKOJ/IbKO CLLEHAPUEB NMPKM 06LLLEHNN,
KOTOpOE BbIMMAANT KAK MOJTHOLLEHHbIN pA3roBOp ABYX NtoaeMN.

Twin Bcerga npegnaraeT KOMMNIEKCHOE peLlleHne oT COBCTBEHHOIO
BATC po nHterpauum B niobyto CRM cuctemy knveHTa.

Mbl npegocTaBnseM He TOMbKO YCyry Mo dBTOMATU3ALMU NPOLECCOB
KOMMYHMKALMIN, HO U MOJTHYO AQHAIUTUKY 3TUX npoueccoB. Ha Bbixoae
nony4yaem oT4yeTbl, ygobHble ons NoNb30BAHUA U paboThl.
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KAK B X5 GROUP B PA3DbI
COKPATUIIN SATPATbI HA NPS
OrnPOCDI

PesynbTaT BHepgpeHua ronocoBoro po6orta Twin B X5 Group
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KopoTKO 0 pe3ynbTatax

Kakon adpdekT yaanocb nonyynTb OT BHELPEHUA NOOCOBOro poboTa:

6onee

o 50%

6onee 50% ®)
pecnoHaeHTOB
npoLunm onpoc

B 2 pa3d COKpATUIUCH
pacxoabl KOMNAOHUMU
HO NpoBefeHne onNpocoB

O npoekTe

X5 Group oauH 13 KpyNHeENLWnNX poccnmckmnx bnusHecos. KomnaHus
3aHMMaeT 1 MecTo No Bbipy4Ke cpean Po3HUYHbIX KoMnaHun. Komna-
HUA 0BCny>XMBAET MUMNIMOHbI KIMEHTOB, HacYuTbiBas 6onee 16 000
MAra3nHoOB.

B X5 Group nocTtosiHHO paboTaloT HAf, yNy4YLleHNEM ONbITA KIMEHTOB
(customer experience) u ynosneTsopeHHocTblo knmMeHTos (NPS)

M NPOBOAAT OMPOChI C MOMOLLbIO COBCTBEHHONO MHOTOMYHKLMOHAb-
Horo call-ueHTpa. B komnaHnu pazpaboTaHbl 5 BONpocoB, HO KOTopble
OTBEYAIOT MOCTOSAHHbIE KTMEHTbI U POPMUPYIOTCA AAHHbIE B AMHAMUKE,
ncnonb3ylowmecs ons oueHkKM paboTbl oTAEeNbHbIX NOAPA34EeNEHUNI
KOMMAHUMN.

NMpwn aHaNM3e BbIACHMUAOCH, YTO B paboTe 3a4eNCTBYIOTCH BbICOKO-
K/IaCCHble crneunanmncTbl KomnaHuuu. Npu nposegeHnn onpoca, coTpya-
HUKN KOHTAKT-LEHTPA OTBNEKATCSH OT 6onee Ba>KHbIX U MAPXUHANb-
HblX 30404, norpyxatTcsa B pyTuHy NPS 3BoHkoB. Bce aTo npusogut

K MageHuto YpoBHSA YA0OBNETBOPEHHOCTU COTPYAHUKOB, YBENNYNBAETCH
TEKYYKd KagpoB, CHUXaeTcs 9PpPeKTUBHOCTb 3BOHKOB.
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O

MNpepbiayLme peweHns, KoTopble ncnonbsdosanucbk B X5 Group,
OTBEYA/IM HE BCEM HEOBXOaMMbIM NapamMeTpaM. Hy>kHo 6bino
HOMTU HOBOE peLleHne, KoTopoe bbl NO3BONNIO KOMMNAHUW cae-
NaTb KA4YyecTBEHHbIN cka4vok B npouecce NPS onpocos.

3apaya npoekTa

3anpoc X5 Group 6611 NPOCTbIM U CIOXHbIM OQHOBPEMEHHO —
HOWTW HOBbIM MHCTPYMEHT NONly4yeHUss o6paTHOM CBA3U OT KJIMEHTOB,
KOTOpPbIN:

« [MNoka3biBOET KOHBEPCUIO B 3AMNOMHEHMNE AHKETbI HE HUXE
Tekywen moagenu (He Huxe 50%).

. BypeT He popoxe yeM TekyLLaa MogEeNb. .

PeweHue: ronocosomn pob6ot Twin

Onsa Twin co3paHne cepBUCHbBIX pOHBOTOB - OAHA M3 CAMbIX HYOCTO
BCTpeyvawwmxca dagad. Kaxpagyto Hegento Mbl BHegpsiem go 50 ronoco-
BbIX MOMOLLHWUKOB, KOTOpPbIe pAboTAOT NCKNOYNTENBHO C CEPBUCOM:
CTATYC 30KA3d, BXOAsLIME 3BOHKN HO FOPSAYYIO IMHUIO, ONPOCHI U T.4,.

Mbl nocTaBunmn 3aga4y coenaTb Konuio nydwero meHegxxepa X5
Group. Hawwn cneunanumncTbl npocnywann 6onee 200 3annucen n ocHoB-
Hble CLEHAPUM AMANOoroB. 3aTeM B TEYEHUUN HEQENUN Mbl TECTUPOBANN

N BHOCUIN KOPPEKTUPOBKU B CLLEHAPUN N MHTETPUPOBANN poboTa C
CRM 3akasyuka.
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B TeyeHuun mecsaua co gHa paboTbl Mbl 3anycTunm 6oTa, obyumnnm
OTBETCTBEHHOIO CO CTOPOHbI 3AKA34YMKA BECTU OATbHENLLYIO HACTPOMN-
Ky 1 ynpasneHne o63soHoM. Cenyac Mbl AHANN3UPYEM AENCTBYOLWMNE
CKpunTbl 1 obHoBNAeM cueHapuu guanoroi. 100% NPS 3BoHKOB KOM-
naHus X5 Group ocyLwiecTBnseT ¢ nomMoLbio poboTta Twin.

NepBoe TecTUpoBaHUue
OGY‘-IeH mne - NMpoBepka KOPPEKTHOCTH

paboTbl cueHapueB

- 3arpyska guanoros
- UHTEerpaumsa c cuctemamm

MHTepBblo ¢ ML -
cneumanuctamm Twin
ONA AOHACTPONKU

2 Hepenu 1 Hepensa
3anyck NMpouecc
- BHeppeHue npoekTa - [lo6baBneHmne HOBbIX CLLEeHApUMEB

« AmnopT Homep ANnsa 063BOHA
. PacwunpeHune pyHkumoHana
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() twin
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TAHYKMA

KAK B TAHYKU C MOMOLbIO
ros1I0COBOIro POBOTA TWIN CHAMN
HAMPY3KY C BXOAALLEN TUHUA

PesynbTaTtbl BHegpeHusa Twin B TaHykun
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NoaTBepXXaeHUne 3aKa3d HOBOro
K/IMEHTA KOMMNAHUU

Mpwv NepBUYHOM 30KA3€ OT HOBOIO K/IMEHTA, CETb PECTOPAHOB TAHYKU
NMPO3BAHMBAMA HOBbIX KJTMEHTOB 1 BPYYHYIO U MOATBEPXA0/10 3AKAS.
O63BOH OCYLLECTB/IANCA C MOMOLLbIO COTPYAHUKOB Cy>XX0Obl ,OCTABKM,
4YTO BbI3bIBAO pPAf npobnem:

X Cnyx6a 00CTABKM 4ACTO NeperpyXeHa 3aKasamMmu 1 Nponyckana
NN He BOBPEMS pearmpoBasia Ha HOBble 3AABKMU.

X He 6b1n10 egnHOro cTaHAAPTA BEAEHMA ONANOrA C KIUEHTOM.

X [Oonyckanucb 4YacTble owmnbKM B 3aKaA3e.

Bbino MPUHATO pelweHne CUCTEMATUINPOBATD NoATBEPXKAOEHNE NMEPBO-
ro 3aKa3ad HOBOro KJiineHTa ¢ NMOMOLLbIO Nro/1I0COBOIO pO6OTO.

3a 3 Hegenu cunamm cneumanmucTamMmm Twin 6bin ¢ Hyna pa3dpaboTaH

M MPOTECTUPOBAH HOBbIN CKPUNT ronocoBoro pobota. 3a 2 nocneayto-
wue Hepgenu 60T 6bl1 MHTEFPUPOBAH C BHYTPEHHUMU CUCTEMAMM
TaHyku, NnpoBegeHo obyyeHre OTBETCTBEHHOIO MEHEAXXEPA CO CTOPO-
Hbl 3aka34yuka.

3a BpeMs paboTbl cneunanmucTbl Twin HECKONBbKO pA3 KOPPEKTUPOBAIMU
CKpunTbl, 4O06aBUAN 7 HOBbIX BETOK U HAY4YUIM po6OTA MOHUMATL 0~
MOMTHNTENBbHO OECATKU HOBbIX HOMEpPEHUN KnneHTa. CerogHs BCce HOBble
KMVEHTbl KOMMAHUM CHA4Ya/1a obLWatoTCAa € Fro10CoBbiM 6OTOM, KOTOPbIN
yCrneLwHo cnpaBnseTca ¢ 3a404el M NepeHanpaBisieT 3BOHKW HA one-
paTtopa meHee 1 paza Ha 100 3BoHKOB.

=z © ) Z ’
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MacwtTabuposaHmne cuctembl

Nocne ycnewHoro BHegpeHus poboTa HA NMHUIO PabOTbl C HOBbIMU
KNMeHTAaMun, TAHYKU COKPATUNN PACXOAbl HO NOATBEPXAEHME 3AKA30B
B 3 pa3a un BbiIcBO6OANNIN MEHEeOXXePOB OT PYTUHbI, NEPEHANpPaABMB HA
pelwweHne bonee BAXHbIX 30404.

PykoBoaCcTBO pecTOpaHA pPeLInIv UCNOMb30BATb MNOMTOXMUTENbHbIN OMNbIT
BHEOPEHMUS FrOIOCOBOIro 60TA M CHATb HArPYy3KY HAO KOHTAKT LEHTP, pa-
foTaWMIN HO OeNCTBYOWMX 3a0KA3aX. [1o BHegpeHnsa poboTa, KNUEHTHI
neperpy>anm BXoasauyto nmHuio (0ocobeHHO B MMKOBbIE MOMEHTbI B
oben 1 B BevepHee Bpema). OTaen 4OCTABKU HE CNPABAANCS C neperpy-
3oMm, nponyckan o 30% BxogAawmnx 3BoOHKOB. Bpema oxngaHmna knneH-
TOB HA NMHUU Morno gocTuraTb 10-12 MUHYT, 4TO BbI3bIBASIO HEFATUB-
HYIO PEAKLUIO Y KITMEHTOB U CHUXAO NOSANBHOCTb.

SN N ¥
: \ S
S (O ) -
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CerogHa Ha Bxogawen NnnHnm TaHykm Tpygntca poboTt Twin. C nomo-
LLblO MICKYCCTBEHHOIO MHTENNEKTA M OFTPOMHOMN 6A3bl HAKOMMEHHOIro
onbITa, po6bOT B CYUTAHHbIE JOMN CEKYHAbI MOHUMAET HOMEpPEHUNA Yesno-
Beka n pewaeT ao 20% ctaHgapTHbix cutyaumin. 100% Bxogamx
3BOHKOB MpuUHMMAatoTcs BoBpeMs. Harpyska Ha oTaen 0OCTABKW CBe-
NAcCb NPAKTUYECKMU K HYMIO, MOTOMY YTO COTPYAHWUKU HY>XXHbI TONbKO A4
peLleHns 3KCTPEHHbIX C/Ty4YaeB.
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() twin
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t PocTtenekom

KAKYBE/IMYNTDb NMPOAOAXKWU ONA
OENCTBYIOLLNX B2B KJIMEHTOB
N COXPAHATDb B2C KITUEHTOB

C MOMOLLDBIO roJioCoBoOro sOTA

Ncnonb3oBaHue TtexHonormm Twin B akocucrteme Poctenekom
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PocTtenekom — 3TO KpynHeNLWAA POCCUNCKANA TEIEKOM KOMMAHUS,
KOTOpPAs OPUEHTUPOBAHA HA HOBble TEXHONIOMMM N obHoBNeHUsA. B kom-
MAHWM OOBHO LUV PA3roBOpbI Npo byayliee ronocoBbiX U HAT-60TOB U
pa3BUTUE KOMMNETEHUUN B 3TOM HanpaeneHnn. OgHAKO pa3BUBATb

C HYNsl TEXHOOM MU ro/I0COBbIX U 4AT BOTOB - C/IOXHOE U 3aTPATHOE
aeno. Ha popmMmumnpoBaHme KoMmaHgbl U pa3paboTKy NnepBbiX paboyvmx
MPOTOTMMNOB HY>XHbI rogabl U bonbwne 6og>keTbl. [ToaTOMY 6bINO NPUHA-
TO pelleHne N3YUYUTb PbIHOK OTEYECTBEHHbIX TEXHOOIMUMN.

o \!/
\I/ 1 1 1 1 1 /\ o)
/\
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Bbi6op Twin

N3 Bcex oTevecTBEeHHbIX peweHunin, Poctenekom Bbibpan Twin
no psay NPUYnH:

\/ CobcTBeHHaA pa3paboTka nnaTtdopMbl M ABUXKKA
MCKYCCTBEHHOIo UHTeNeKTa

\/ Bo3aMoXHoCTb UHTErpauum c cuctemamm PocTenekom
MapTHepckue ycnosus no white label

Bonblwaa 6ubnmoTteka roToBbiX CKPUNTOB

<SS

KomaHpa ynpaBneHus n paspaboTtumkoB Twin
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PocTtenekom npepnoxunnu pabotatb N0 NAPTHEPCKON CUCTEME, YTOODI
ncnonb3oBaTb poboToB Twin nog cBonM 6peHaOM U NepenpoaaBaATh
pelleHne gencTBYOLWMM KOPNOPATUBHBIM KITMEHTAM, d TAKXXE CAMO-
CTOATENBbHO UHTEFPUPOBATb CUCTEMY A/19 BHYTPEHHENO UCMNONIb30BA-

HUA.

TecTOoBOE 3a040HME

Nepen nonHomMmacwTabHbIM BHegpeHMeM 6bisio peLueHo NoKa3dTb
poboTa B 60eBbIX YCNOBUAX U PELLNTb MOCTABNEHYIO 3aga4y PocTtene-
Koma. Bbibop ocTaHOBUNCA HO ABTOMATU3ALUN 3BOHKOB MO NPOAJIEHUIO
yCnyrm no NCnosib30BAHUIO 4OMALHUX TenedoHOB.

CerogHsi KNMEHTbl MAOCCOBO OTK/IOYAIOT AOoMdALIHME TenedoHbl Kak
ycTapeBLWnn cnocob kKoMmMyHukaumm, gns Poctenekom aTo 4OCTATOYHO
6onbLION CTABUNBHbBIN €XeMEeCAYHbIM NOTOK, KOTOPbIN HY>XHO 6blN0
MOKCUMQA/IbHO COXPAHUTb.

Ona npogykTa gpomawHum tenedoH ¢ cpegHum Yekom 150-250 pybnewn
B MECSIL, CTOMMOCTb 3BOHKO ONepATOPOM 6bifia o4eHb JOpPOromn, NoaTo-
MY 6bI/10 HE BbIFrOAHO YOEPXXUBATbL OT OTK/OYEHUNA TenepoHa ¢ NoMo-
LLbIO OTAENA NPOOAX N KOHTAKT-UeHTpPa (8Tu cunbl 6biimn ncnonb3osa-
Hbl HO 60M1ee MAP>XUHAbHbBIX NPOLYKTAX).
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BHepgpeHue ronocoBoro po6ora

Mbl B3A1M ogHOro Us ny4dwunx onepaTtopoB PocTtenekom un nonpocunwm
coenaTtb 100 3BOHKOB MO NpeaoXXeHMo OCTAUBTb YCYry HO MCMNOMb30-
BAHMSA goMalluHero tenedoHa. Mo pesynbTatam MeHegxXep nokasan
kKoHBepcuio 11% B npogneHmne ycnyru, 4To cTasao LeneBbiM nokasaTe-
nam gna paboTbl kKomaHabl Twin.

3a 2 Hepenu cneymanucTbl Twin co3ganm KON onepaTopd, oNnTUMMU-
3NPOBANN CKPUNTbI, 06y4Ynnm noHnmMmaTb cebiwe 30 HOMepeHUN NpoTe-
CTUPOBAIN HA PEAsIbHbIX KENCAX.

Ewe 1 Hepens noTpeboBanack nocne Tecta gsas oNnTUMU3aALnUU
CKPMNTOB U 0060BNEHUS HOBbIX BETOK. TAK>XKE 30 3Ty HEQENo oby4nnu
HEeCKOJ/IbKO MeHea>XKepoB CO CTOPOHbI PocTenekomM n MHTerpupoBanu no
APl 6ota B CRM 3akasyuka.

NMocne mecaua paboTbl poboT nokasan KoHBepcuio cBbiwe 15%
B MPOA/E€HUN MNOAMUNCKU, YNTYULLMNB MOKA3ATENN ONEPATOPA KOH-
TaKT ueHTpa. CtommMocTb paboTbl 60TA B pA3bl MEHbLLUE CTON-
MOCTU paboTbl HeNOBEKA, YTO MO3BOMINIO CAENATb TAKNE
3BOHKW MeHee 3aTPATHbIMU U COXPAHUTb 6onbLion obbem noa-
NMMUCOK HO OOMALHUN TenedoH. TecT Bbln ycnewHOo NMPonaeH v
HO4YaNACb NOTHOMACLUITABHASR MHTerpaymns NpPoaykKToB Twin.
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PaszButue B2B-nnHenkn npoaykKkToB

Y PocTtenekom Habntoganack npobnema B npopgaxxax B2B knmneHTam:
NnpPoAdTb HOBbIE MPOAYKTbl CTAPbIM KIMEHTAM CTAHOBU/IOCbH CMIOXHEe, A
HOBblE€ K/TMEHTbI B YC/TOBUSX KOHKYPEHLMW Yalle aenann Boibop B
nosb3y APYroro onepaTopd.

B PocTtenekom 6b110 NpUHATO NpoaaBATb CTAHAAPTHbIE MPOAYKTbI:
KOpnopaTMBHble HOMepa un cBA3b, MHTepHeT, ATC u Ta. Mbl npeanoxm-
NV UHTErPUPOBATb M NPOAABATbL MOSIOCOBbLIX U YOT-6OTOB B COCTABE
ATC PocTtenekom nnm Kak HOBbIV OTAENbHbIN MPOAYKT.

3a nepBble MecsLbl COBMECTHOMN PabOTbl ObiNM 3aKOYEHbI 3 KOHTPAK-
Ta n 6onee 10 HaMepeHUM Ha NogknYeHne ycnyr Twin. CymmapHas
BbIpy4Ka rno npoektam npesbicunia 10 mnH pybnen, a cpegHnn 4ek
BblpocC B 2-3 pasa.

KnneHTbl NOMOXUTENBbHO OT3bIBAIOTCHA O HOBbIX BO3MOXHOCTSHX U ACCO-
unnpytoT PocTtenekom c nepenoBbiIMM TEXHONOTUSMMU.
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KAK3PPEKTUBHO COBUPATD
OOJIIMN 3A XKKX

Pe3ynbTaTbl BHegpeHusa Twin B ynpaBnsiowme KOMMNAHUN
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YpanaHeprocbbiT - KPynHENLLNN NOCTABLUUK 3/1EKTPO3Heprum B Hensa-
6buHckon obnacTtu. [1na KOMNAHMM CBOUCTBEHHA BblCOKAA Aebutopckas
3040/1>KEHHOCTb, MOTOMY YTO K/IMEHTAMMW ABASIOTCA COTHU ThICAY Yesio-
BeK, cbop 3040/1KEHHOCTN O4YEeHb TPYAO03ATPATHbBIN NPOLLECC, KOTOPbIN
BbICTPOUTb 9PdEKTUBHO HE BCEraa nosy4yaeTcs.

B koMnaHnun ncnonbsoBanu pa3Hblie MeTOObl MO 60pb6e C OO/I>KHUNKAMMW:
3BOHKN onepaTopAMN KOHTAKT-LEHTpPd, CMC-yBEOOM/IEHUA, e-mail
nmMcbmMma, obbaABNeHna no MECTY XNTENDbCTBA U T.4.

Hanbonbwyto adPpeKTUBHOCTb MOKA3bIBAUN COTPYAHUKN KOHTAKT-LEH-
TPA, 0QHAKO CTOMMOCTb COAEP>XAHNSA BONMbLIOIro KOM4YecTBA ONepaTo-
POB CHMXANA MAPXWUHABHOCTb KOMMNAHUN. B kKoMnaHun pewunnu no-
Npo6oBATb ABTOMATU3NPOBATb 3BOHKWN A0/IKHUKAM C MOMOLLLbIO FO/10-
coBoro poboTa.

CopeBHOBOHUSA po60TOB

YT106bl NpOBEPUTDL BCE peLLEHUs AOCTYMNHbIe HO pbiHKe, YpanaHeproc-
6b1n1 BbIbpan cpady 7 KOMMNAHUIN, O TAK>Xe COBCTBEHHbIV aBTOUH$OPMA-
TOP U MONPOCKUS COCTABUTb CKPUMT, MPOBECTM NUMOTHbIN 063B0H 300
AON>KHNKOB.

&_)
e
L
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B Twin 6oraTbin onblT paboTbl ¢ 6AHKOBCKUMU OTAENAMU B3bICKAHUS.
Mbl NCNoNb30BANY HAPABOTKU U HOMEPEHUSA N3 NPeablayLINX KENCOB U
HO X ocHoBe 3ad 1 Hegent COCTABUMN CKPUNT, KOTOPbIN B BEX/IMBOMN, HO
HacTon4meon dopmMe AOHOCUN A0 KIMEHTOB MHGOPMALUIO MO ONTY.

Mo ntoram nunota Twin NOKA3as AHANOIMMUYHbIN PE3YNbTAT Ye/loBeKY
no apdpekTnBHocTU: N3 300 3BOHKOB YenioBeK U poboT cMmornn cobpaTb
Ka>kablv no N15 MnH. pybnen.

BoT Twin o6olwen 6 opyrnx KoHKypeHToB (npegnaraowmx 60ToB), aB-

TouHPopmMaTop 1 6bi1 NpUrAALleH MPUHATbL Yy4acTue B TeHaepe. [Nocne
nobeabl B TeHAepe crneymanucTbl Twin npogenanu 6onblyto paboTy no
pa3paboTKM ronocoBoro poboTa ¢ pA3INYHbIMU CLUEHAPUAMUN BEOEHUSA

ANanoros.
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CerogHa 100% uncxopsuwmx 3BOHKOB genaeTcs poboTom, HeT
oyepenmn Ha 063BoH (BCe AOMXKHUKN BOBPEMS 1 MO rpaduky
NPoHPOPMUPOBAHDLI). ONepaTopbl KOHTAKT-LEHTPA TENepb
paboTalOT TONMbKO HA BXOAALMX 3BOHKAX U MOAK/IIOYAIOTCSA

K COMbIM CNO>XHbIM KENCAM.
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KAKMNMPOBOANTb OECATKU TbICHY
NPS ONnPOCOB N KAHECTBEHHO
COBUPATb OAHHDIE

PesynbTaTtbl BHeapeHusa ronocoBoro 6ora Twin
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KomnaHusa TTK BXxoguT B 4YMCNO KPYNMHENLLNX MATUCTPASIbHbIX onepa-
TOPOB CBA3U U B NATEPKY KOMMNAHUN, NPegoCTABMALWNX YCAYIrU LWLNPO-
KOMOMOCHOro JOCTYNA B UHTEPHET HA Tepputopumn PP, AboHeHTCKaS
6a3a TTK cocTtaBnsieT 1,8 MnH aboHeHTOB.

Mpu obwmMpHoM 6a3e KIIMEHTOB BAXHO NOAAEP>XKNBATb BbICOKUMN YPO-
BEHb KAYECTBA A5 KAXAO0ro oTAeIbHO B3ATOr0 NO/Ib30OBATENS U HE
NPONYCKATb HY OOWH BAXHbIN KENC.

B TTK ncnonbzosanu Tpya COTPYAHUKOB KOHTAKT LLEHTPA gnd npo3Bo-
HO OENCTBYIOLWNX KIIMEHTOB M NpoBeaeHunsa onpoca na 13 Ba>kHbIX
BOMPOCOB, OTBETbI HO KOTOPbIE AO0XKHbI 6bI/IN MOBANATL HA NPUHATUE
peweHnn o ganbHENLLEM PA3SBUTUM KOMMNOHUMN.

TpyA yenoBekd

CerogHsa Tpypa 4enoeeka

N BpeMs, NOTpAayYyeHHoe Ha
paboTy, OLLEHNBAETCH OYEHDb
Bblcoko. Npouecc nowucka,
oTbopa, oby4yeHus n BbiIBOAA
COTPYAHUKA HO HEOBXOANMBbIN
pe3ynbTaT 3AHMMAET MecsiLbl U CTOUT HECKOJIbKO MECSHYHbIX OKNO40B.

B TTK cTonkKHYNUCb € TeéM, 4YTO BbICOKOK/IOCCHbIE U OpOorocToswme
onepaTopbl BHYTPEHHEr0 KOHTAKT-LEHTPA ONYCTUNINCHL A0 YPOBHS PY-
TUHHOW PABOTbl. DTO HEMATUBHO CKA3AI0Cb HO MOTUBALUN COTPYAHU-
KOB, TEKYYKY KAOPOB U KA4YEeCTBA CMEeXHOW paboTbl MeHea>KepoB KOH-
TAKT-LEHTpA.
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Konupyem ny4ywiumx

Hawa 3apaya 6bina BoiBECTU pa-
bouyto Bepcuto 60Ta U NnpoBecTU
onpoc 30 000 knneHTOB KOMMNAHUU
B Te4eHunn 5 Hepgenb.

3a nepBylo Hegento Mbl CAENANN CKPUNTbI N0 Mogo6buto nyyiwlero
mMeHep>xepa TTK n nposenn BHyTpeHHee TECTUPOBAHMUE.

3a BTOpYo Heaento Mbl CKOpPPEKTUPOBANM BOTA N MHTErpUpoOBAU
no API nnatdopmy Twin c CRM TTK.

3a TpeTbio Hegento Mbl Npo3BoHUNM 5 000 aboHeHTOB, f06aBUAN

3 HOBbIX HOMEpPEHUS N HOBYIO BETKY B CpunT poboTa, obyynnmn pyko-
BOOAUTENA KOHTAKT-LEHTPA paboTaTb C pO6OTOM M CAOMOCTOSATENBHO
BHOCUTb HeobxognmMble KOPPEKTUPOBKU. Ha peanbHbix kencax 60T
nokasan koHBepcuto 6onee 40%, HO Noka He AOTATMBAJICH 00 YPOBHSA
Ny4YWKUX ONepaTopoB KOHTAKT-LEHTPA 3aKa34yumka.

3a yeTBepTYO U NATYIO Hegento Mbl nposenn octaswmecs 25 000 3BoH-
KOB, HE3HAYUTENBHO CKOPPETUPOBAIN CKPUMT U Jobunuceh pesynbTaTa
Bbile nyywunx onepatopos T TK.

Pe3ynbTaThbl ' O
. o

. S —

Joébunucb KOHBepcUn
56% B oTBeT

(@)

B 2,5 paza cHusunnu
CTOMMOCTb NpoBeAeHus
NPS onpoca

(562% ny4wwas koHBEpPCUS

KOHTAKT-LEHTPA 3C1KCI3‘-II/IKG)
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() twin
&

¢>° Domino’s

KAK MEPEATU OT OOPOIOro
KOHTAKT-LLEHTPA HA AYTCOPCE
K POBOTAM

LUndposusaumusa n aBToMmaTmaaums NpoLeccoB ¢ NoMoLbio po6oToB Twin
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Domino’s - mnpoBasa ceTb nuuuepun. Poccnmckmim pbiHOK - oguH U3
CAMbIX NePCNEeKTUBHbIX ans kKoMmnaHun. KayecTtBo 06Cny>XmBaAHUS KNn-
eHTOoB U Bbicokn NPS - Ba>kHble MoKa3aTeNIN OLEHKUN OEATENBHOCTU
KOMMNOHNW, MO3TOMY KOMMAHUA TpATUAA 6onblune cpeacTBaA HA Kave-
CTBEHHbIV AYTCOPCUHIOBbIM KOHTAKT-LEHTP A9 COBCTBEHHOM BXOOA-
Len NUHUN.

<< Bbino

CanT n MmobunbHoe NpunoxeHmne, CO6CTBEHHASA rOPAYASA TMHUS
N YCNYrn QyTCOPCUHIOBOIro KOHTAKT-LEHTPA.

® Bonb

Bbicokue 3aTpaTbl HO NOAOEPXKKY CEPBUCHbIX HOMNPABIEHUN
N BO3MOXHOCTb MPOACX Yepe3 BCe BO3MOXHble CNOCOobbl
odopMIEHNS 3AKASOB.

PeweHune

3
71\

Twin npegno>Xmnn oMHUKAHANbHYO naeto undpoBom TpaHcdop-
MALMU - BHEOQPEHWE rOIOCOBOro 60TA HO BXOAALLME NTUHUN U
yaT-60Ta B MecceHa>Xepbl.

@ 3apgauum

MoBbiweHMe NPONYyCKHOM CNOCOBHOCTU KAHATOB KOMMYHMUKA-
LUW C KIUEHTAMMU U MOBbILLIEHWE 00NN ABTOMATUYECKOro obcny-
XNUBAHUA kKNneHTa. Nepegatb Ha Ha aTane MVP 30% KkoMMyHU-
KAuum Ha 6oTa.
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NMpouecc paboThbl

Domino’s nonHocTblo goBepUM 30404y KOMAHAe Twin n co3pganu yc-
noBmAa anst KOMPOPTHOM paboTbl, OTPABOTKE r<MNOTE3 M NPOEKTUPOBA-
HUto 60Ta. KomaHaa Twin BbICTYyNUAa KAK KOYyY4-KOHCANTUHIOBASA KO-
MOHAO B OBTOMATM3ALMN NPOLECCOB.

13Tan -- 239Tan -
OTpaboTka rmnoTes, HaONMca- TecTnpoBaHue Ha atane MPV.
HWe CKPUNTOB. Peanusaumna opopmneHus 3akasos

Ha gocTaBKy nNuuubl no Mockse.

3 3Tan - 4 3Ttan -

Mopknio4yeHne BO3MOXHOCTMU Hob6asneHne pyHKLNN KOHCYNBTUN-
30KA3d Mo AKUUAM, KOTOPbIX POBOHMSA MO TEKYLLEMY CTATYCY
6onee 50 B KOMMNAHUMN. 3aKa3da.

PeakTnBHoOe conpoTuUB/ieHUe

Twin npuwnocb genaTtb 3 Bepcun 60Ta N3-3a NpobremMbl peaKTUBHOIO
conpoTtuBneHus: 30% knneHToB TpeboBaNM NepeBeCTU HO oNepaTopda,
poxons Ao obopMIeHUS 3aKA3d, HE CMOTPS HO KOPPEKTHYIO paboTy
poboTa.

Twin peanusoBan nogxopn, KOTOPbIN NCMOb3yeTCH B pecTopaHax bbi-
CTPOro NUTAHUSA, KOr4a Thbl OKA3bIBAELWbCA Nepen KAccupom: poboT
BbICTPO N YeTkOo, 63 BONPOCOB U He Nepecnpawwmneag, 6pan nogreepxx-
AeHne, KoTopoe 6bl/Io 3a/10XKEHO 3AKA3YNKOM MO CKPUNTY.

dPukcauunio 3aKa3a nepemMecTUIn B CaMbIM KOHeL,, COKPATUAN gnanor
oT 2,5 MuH o 1,5 MnH. 3T0 NO3BOMNMIO BOCMPUHMMATL guanor 6onee
NPUBbLIYHO N N36ABUTLCA OT PEAKTUBHOIO COMPOTUB/IEHUS.
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OCHOBHbIE pe3ynbTAaTbl

' o 40%

o
20% puanoros 40% pwanoros
Ha saTane MVP . nocne TecTtoB
(@) CokpauieHue o .

pacxopnoB Ha 50%

NMnanbl Ha 2022 rop

OdopmneHune 3akasoB 60ToM U 06paboTka HaT-60TOM B MecceHaXe-
pax, K KoHuy 2022 roga 3aTpaTtbl gonkHbl cokpaTutbca ao 70%. Pas-
BUTME YOT-60TA B MECCEHOXKEPAX KAK HOBOIO KOHAMA NPOAAXK.

o W« \\w )))))) __%O
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¢ intwin

&
UTKONOS :

AND.. AND.. ONLINE

HOW UTCONOS ONLINE ELIMINATED PEAK
LOADS ON INCOMING LINES WITH THE
HELP OF A CHAT BOT

Results of Intwin Implementation at UtKonos
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Our overall mission is to automate the behind-the-scenes business
processes. For instance, behind every online store, there are
individuals who manage transactions until the moment the
customer receives the product or service. Voice bots can handle
this work faster and more efficiently. We believe that within 5-7
years, voice chat bots will be implemented in every major
company. Our goal is to teach the bot to assist in filling the
shopping cart and engage in dialogue with
customers independently of the website, such as enabling

them to place orders through messaging apps.

Nicolas Bobroff
CEO of Intwin

Objective

Utkonos Online is one of the largest players in the CIS countries

e-grocery market. Amidst the pandemic, the demand for online
delivery, particularly for food products, has experienced phenomenal growth.
Consequently, the workload on the support and contact center
operators has multiplied. To maintain a high level of service and efficiently
handle the increasing number of incoming requests, it became necessary
to automate certain operations. Thus, the decision was made to
swiftly implement a chat bot capable of handling simultaneous
conversations with multiple users within a matter of seconds. The bot
would provide essential information about products, offer delivery

consultations, and much more.
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The objective was to find a communication tool that would allow for
maximum interactivity, speed, and convenience in providing
information about order status and addressing common inquiries.

Solution o

A chat bot designed to respond to over T /
50 different thematic questions. —_ M ~

. =

How does it work?

Developing such a complex product from scratch would have been
impractical. Therefore, the decision was made to implement a
solution based on the ready-made Intwin platform. Intwin is a business
platform for automating communication between companies and
customers through voice and chat bots. Thousands of real customer
inquiries received via phone were analyzed, and classic dialogue scripts
for the chat bot were created. Each dialogue was rapidly tested and
refined. The main focus was on creating a bot that would genuinely benefit
users and alleviate the workload on the contact center.

The chat bot proved to be a perfect fit for UtKonos, enabling the
processing of incoming inquiries and elevating the level of customer service
and loyalty.
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For example, the initial inquiries that the bot started handling were:

4) Unable to place an order;
1) Order status;

2) What happened to my 5) Unable to edit an order

complaint;
6) Refund request
3)Unable to log in/register;
7) Requesting a discount

’ Greetings! \ f - order number \

I'am an assistant bot here
to answer your queStlonS Can you provide that

information?
Feel free to ask me anything. :)

Hello Um... | need the digits of your
< phone number.

Please write down your
mobile phone number.

Hello again!

buckweat
+79153628994

Do you have trouble finding

a specific product on our :
drebsites fcan help with Now, please provide the

that. " 12-digjt order number. You

should have received it in an
SMS previously.

Let's figure it out. Please

ask your question. 123443754870

One moment...

When will my order be
delivered? The data (phone or order) is
- entered incorrec;cjly, and the

stem is responding with
§z{)rder not fopund." 3

To continue the conversation, |
need to get to know you better.

Let's try entering it
again.

| will need:

- Your phone number

\ / \( Try again ) (Operator )j

In addition to free-form conversations, the bot also offers additional dialogue support
options with buttons and menus to interact with a human.
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Managing the Chatbot

Intwin operates on a Software-as-a-Service (SaaS) model, eliminating the
need for complex integration with the client's existing IT systems. It is ready
to work immediately upon gaining access to the platform. Utkonos ONLINE
decided to deploy the bot on their website, personal account
interface, mobile application, as well as WhatsApp and Telegram channels.
Integration with the client's internal systems was carried out to facilitate
data reception and transmission, classification, and case management. A
total of 15 integration points were established within the system.
Additionally, @ the responsible manager received training to
independently adjust key queries, promotional offers, and other marketing
content.

"When selecting a contractor, we analyzed numerous
proposals. It was important for us not only to develop the
bots but also to have the ability to manage them
autonomously, analyze the results, and make timely
adjustments. Intwin excelled in achieving our objectives,
meeting KPIs both during the chatbot testing phase and
implementation. Currently, these indicators are continually
improving. By implementing such a tool, our employees were
able to focus on more interesting and challenging tasks,
without compromising the quality of customer support.
Clients have noticed faster resolution of their inquiries. We
have plans to expand our communication channels and
integrate a voice bot into our support line."

Ekaterina Fedotova,
Director of Service
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Results

Amid the pandemic, the demand for delivery services increased by 3-4
times, with orders becoming more complex by over 40%. To efficiently
handle order processing, Twin bot was actively engaged.

Within 6 months of launching the bot into production, 80% of inquiries are
effectively handled by the chatbot, with only 20% being transferred to an
operator.

© Every third customer query is processed by the chatbot.

© The Intwin platform allows for real-time content updates and script adjustments.

© The bot operates non-stop, meaning that after asking one question,
customers can proceed to the next without restarting the session.

© The bot is capable of addressing over 50 customer query topics.

o The company recognizes the potential for further bot implementation. Future
plans include expanding the coverage of new topics, developing communication
channels with customers, and introducing a voice bot.

N |
~ (o)

There has been a 67%
reduction in missed calls
and customer queries. o)

£

S ————

The chatbot handles a
significant number of
monthly inquiries.

SN

e
o

O Employee turnover in the
contact center has decreased
by 10%.
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% intwin

&

0 2GIS

HOW TO UPDATE DATA FOR
HUNDREDS OF THOUSANDS OF
CUSTOMERS

What to do when new offline businesses are constantly opening and closing, and
owners are not in a rush to update their data?
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2GIS is an international technology company whose flagship product is the
2GIS geoservice, combining maps, navigation, and a directory of
organizations. The service provides detailed maps for over 730 cities in 12
countries, available offline on Android and iOS mobile applications and
online at 2gis.ru. In CIS countries alone, the service displays 28 million
buildings and provides information about 3.5 million organizations.

Challenges in gathering and updating large
datasets

Factors influencing data during the updating process include:

Business closures: o Relocations:

According to statistics, over half of
the companies close within the first
year of operation, and another half
within the following five years. It is
crucial to verify which businesses
have ceased their operations

Businesses often seek cheaper
locations with higher foot traffic. A
company might move to the other
side of the city but fail to update its
information online.

New business locations: o Changes in contact information:
Imagine having one bakery today, Phone numbers, email addresses,
but after a successful year, you social media links, director's name,
open two more branches. It is legal entities, and other company
essential to promptly reflect these details are subject to change. If
new locations on the map. outdated contact information and

website are displayed, customers
will struggle to reach the company

and access the desired products or
services.
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What was 2GIS looking for?

When choosing a solution for updating data in 2GIS
guided by 4 expectations:

®

The cost of data updating
should be significantly lower
than contact center services
and physical verification (it
should be possible to visit the
location on foot).

@ The capability to @ Establishing communication with
independentYy work with customers and handling their
robots, a user-friendly requests.
interface for building
scenarios, and a clear logic of
operation.

The ability to update data for up
to 100,000 addresses within a
short period of time
(day/week).
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Why was Intwin a perfect fit for 2GIS's needs?

The Intwin platform provides the opportunity to quickly create, implement, and
manage voice and chatbots. The following factors were important:

&

Al (Artificial Intelligence): Voice Handling up to a million chat
bots have the ability to learn communications simultaneously.
and understand customer

intentions, responding
accordingly to different

situations.

= (o

Automatic integration of new Rapid deployment and
data into the 2GIS system. integration capabilities.

@ = ~_
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What does the data updating process
look like now?

We developed a chatbot and integrated it with the 2GIS system:

We initiated the data updating process through a chatbot on messaging
platforms, which showed promising conversion rates. The Intwin team
trained the 2GIS employees who wanted to independently write scripts and
launch the bot on the platform. Throughout the pilot phase, Intwin specialists
supervised the process and provided assistance. Within a week, we analyzed
real-life communications of a human operator who was updating company
data and transformed it into a chatbot. Additionally, we spent another week
testing the main customer intents and refining the scripts accordingly.

s ' B E@ °
| = -
e =AT

Today, 2GIS employees have the capability to independently modify the core
settings of the bot on the Intwin platform, manage its operation, and ensure
control. The Intwin platform seamlessly integrates with both open and closed
systems. In less than a month, the chatbot became capable of autonomously
updating the information obtained during conversations in the 2GIS
database.

o Integration with 2GIS:
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Utilizing neural networks:

At Intwin, we utilize our own Al technology for intent analysis, enabling us to
identify key intentions from a given statement with high accuracy (above
80%) and understand the essence of what the customer is saying. There is no
need to create numerous phrase variations or manipulate sentences to align
them with a single intent. Just one example of a phrase is sufficient, as the
neural network autonomously categorizes all other similar statements under
the relevant intent. This approach reduces the platform's training time, allows
for faster script creation without sacrificing precision, and accelerates script
development by seven times compared to using keyword-based methods.
These achievements are the result of over 10 years of experience and training
on real-life cases.

Implementation results:

Currently, 87% of chatbot dialogues lead to a comparison of the provided card
details. Additionally, communication with customers for information
exchange in messaging apps is established, with only about 30% requiring
operator intervention. Intwin has relieved the 2GIS operators of routine
tasks, enabling them to focus on more critical and high-margin issues.
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What numbers does the chatbot show?

/o\ //

——
b
We cross-reference
approximately 60,000 cards

every month. More than 100,000
notifications are sent
per month.

Over 87% of chatbot dialogues
lead to information updates.

What's next?

We plan to expand the communication channels of the chatbot by integrating
Telegram and Viber. This expansion aims to enhance interactions with users,
advertisers, and information updates. As our business grows and the customer
base expands, implementing robots becomes a pivotal factor for scaling the
business and increasing its capitalization.
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HOW TO ENSURE THAT OVER 90%
OF INCOMING CALLS ARE HANDLED

BY THE ROBOT?

Implementation results of Intwin in the transportation company "GTD,"
specializing in freight transportation.
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Voice bot in the call center:

The company has experienced an increased influx of incoming traffic due to

the growth of their customer base and exceeding a turnover of 4 billion rubles
in 2020.

Representatives of GTD shared details of the Intwin implementation
project, aiming to further scale their business and enhance customer service
quality.

Results of the voice bot:

\ ' //
L o —
— (90%

The average customer
. wait time on the line is 1
90% or 280,000 second.
calls are received
and handled by
the bot. O

Operators have been . N

SUCCGrS],Sfﬁ”y red.iretcteg to Costs for customer notifications
more nhigh-margin 1asks. have been reduced by 70%.
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Intwin started by studying business processes to assess and improve their
quality indicators.

At the initial stage, the team decided to replace SMS with bot calls, which
reduced costs. This involved the labor-intensive process of developing an
intelligent bot, testing its performance with focus groups, data processing,
integration into communication channels, and ongoing bot monitoring.
Integration with the client's SAP allowed for various types of notifications
through different channels, including push notifications, Viber, VK, and
Telegram.

The high level of fault tolerance enables the voice bot to handle a significant
volume of incoming voice traffic.
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o Key Solution:

The case helped reduce the call center costs of GTD, a transportation
company, by 70% and increased the conversion rate from calls to delivery
requests by 5%. The issue of prolonged waiting time on the incoming line
was also resolved, with waiting times now reduced to 1 second.

\L Costs V fConver?lion Waiting )
were rom calls to 1c¢.) time on the
[)ed%(%g}d —\ deliver /—) I1ine is n%w

—_— y requests secon

— ’ \ @ 'Q);reased by
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o These impressive results were achieved thanks to the professional team of
Intwin developers. They implemented a complex case that addressed a
critical problem.

We demonstrated unique results: zero missed calls, a 70% reduction in
customer notification costs, and the bot's involvement in 90% of
requests.

zero missed bot's
calls ' involvement
in 90% of

requests

The main difference between the case and Intwin's solution lies in the
continuous improvement of the communication channel. GTD will be
able to add additional functionalities to the solution like building
blocks. For example, they are currently implementing a voice bot for
outbound communication, informing customers about the status of
their deliveries.
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The essence of the case is reducing the call center costs of GTD through
automated customer communication using the Intwin solution. GTD
approached Intwin for several reasons:

The transportation company GTD reached out to Intwin for several reasons:

1) Call center operators were experiencing a peak workload of 60%.

2) Due to a lack of available operators, customers had to wait a long time
for a response, with waiting times reaching up to 40 minutes.

3) According to the company's estimates, processing the requests would

Bee%Oi(rje hiring 400 new employees, which involvés a lengthy training

In conclusion:

The contact center market is growing, and robots already play a
significant role in it. It is strategically important to implement and
develop competencies in both incoming and outgoing call automation.
Intwin's technologies are capable of addressing large-scale challenges in
real-life cases today.
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HOW TO SPEED UP ORDER PROCESSING
AND REDUCE WAREHOUSE COSTS

How Intwin Reduced Delivery Time at Pickup Points by 25%



20 — Intwin & PEC Intwin casebook 2021

The company "PEC" was established in 2001 and is now a national expert in
transportation and logistics services. In addition to interterminal
transportation of consolidated goods, the company provides transportation
services by road, air, rail, and sea, as well as offers responsible storage and
warehouse handling, and organizes logistics services for online stores. Over
3,500,000 customers annually benefit from the logistics services provided by
"PEC," including individuals, large manufacturing and trading enterprises.

To ensure the efficient operation of thousands of offices in different
countries and regions of the CIS, PEC optimizes key performance indicators
such as:

C’) Number of returns Cot$1:(' ar](_d channels of customer
notifications

X Waiting time for
order pickup

N

Number of missed incoming
calls

NPS

=

Courier routes

More than 2,000 offices of PEC were analyzed, revealing that the
company was losing money due to filled shelves at pickup points with
delivered parcels. PEC operators and franchisee efforts were unable
to cope with the accumulated stock for pickup. A breakthrough
solution was needed that would allow the company to grow without
increasing space and expenses for new warehouses, while also not
burdening the contact center staff.
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After analysis, it was found that over 100,000 ready-for-pickup items were
stored in warehouses at no charge, eroding profit margins, causing disorder
in warehouses, and overwhelming the call center. Often, recipients would
forget to timely visit the pickup point or miss notifications about completed
deliveries.

(0] I \ ° (@) o
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Courier delivery:

PEC was also dissatisfied with the sales of courier services since the storage
costs for a large number of parcels could have been turned into company
revenue if a portion of the backlog orders could be delivered by couriers.
Upselling courier services became an important component in developing
the solution.

Intwin's Solution for Customer Notifications and
Reducing Order Pickup Time:

To establish a notification system for thousands of customers across the CIS,
an Al solution was required, which, on the one hand, contained a large
volume of prepared dialogues and intents, and on the other hand, worked
seamlessly across all time zones and could be easily integrated with PEC's
internal systems.
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For the voice robot, an original script was created that aligned with PEC's
philosophy and values since, during the call, the robot acts as a full-fledged
employee and representative of the company. For this task, we selected call
recordings of the best contact center agents and created digital copies that
could instantly navigate and assist with almost any question, whether it was
about receiving a shipment or organizing courier delivery, matching human
capabilities.

A
e WGy >,
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For PEC employees, the process of implementing and managing the new
robot seemed very simple. The responsible person from PEC would open a
web application with robot scripts, select the promotion point, and input
new ideas from the marketing department in a matter of minutes.

Fpadmkyn HoTUMKaurm

ra
Boexsawis $  Boeeraryes & 202FII61345- 2021216 1545 m e
eRCTol crar

= CODGEIOHHE YCTEWMD AOCTEENEH) NONYNETEMO. 96 610

- DELIVERED

w UNDELIVERED 0050
PENDING N

. CODASIEIME YENHUME TTNPERNEND, HO Wit Bodf¥) AOCTARNEND NONYNITEND 60350
CODGGRMIE YCIBUMO CTNNABNSHS NIGMYATEMG, MO OTHET O IOCTAOKE G He MaNyuaw

- w3l oAt 357




23 — Intwin & PEC Intwin casebook 2021

To make it easier to control and analyze the robots, we implemented a
comprehensive analytics system that can be viewed through personal
dashboards or integrated with internal systems. The analytics may include
infographics, archived call recordings translated into text, actions related to
data changes in the system, and key result conversion tracking. If a manager
encounters any questions on the platform, online support assists in finding
a solution directly within the web application without relying on third-party
services or websites.

padwuku YaTbl

OBIPE KONWMECTBO AHANOrOA KonwsecTso Awanoros obpaara NpoueHT 0BpaBaTaHHEIR POBATO KONKYECTBO AHANOroB 06PabaTaHHoe onep NpoyexT 06

119 419 96621 22 798

80.9% 19.09%

MOCTE 33 NEPAOR PAIENEHHOE NO HAZEIHWIO

Results:

According to statistics obtained in the first few months of the voice
bot's operation, the time spent on storing goods at the warehouse
was reduced by 25%. The sales of the cargo delivery service in some
CIS cities increased sixfold. The team of specialists working in the
"city courier delivery" service was completely disbanded and
restructured to focus on more profitable tasks
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HOW TO CREATE AN EFFICIENT
AUTOMATED STORE FROM YOUR
COUCH

RESULTS OF INTWIN IMPLEMENTATION IN SHOP & SHOW
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About the Project:

Shop & Show represents a new generation of teleshopping, replacing the
outdated concept of shopping from the comfort of your couch. This
innovative store operates in a format that focuses on honest on-air product
presentations and a constantly updated assortment.

Today, it stands as one of the most prominent brands in the television
shopping market in Eastern and Central Europe. Several years ago, the
channel made a breakthrough in the Russian market by transitioning from
self-produced commercials to live sales broadcasts (which required the
establishment of a dedicated studio).

To cater to their customers, the company runs its own call center, receiving
over 5 million customer inquiries each month. Ensuring adherence to

corporate standards and policies, the company places great importance on
customer interactions.
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In 2018, the company's management devised a technology development plan
centered around artificial intelligence (Al). Their goal was to address the
challenges of managing call volumes during peak hours and to transition
100% of their service channels to voice and chat bots within a two-year
timeframe.

Initial attempts to implement this plan began soon after its approval, given
the abundance of service providers in the market who presented impressive
solutions and promising strategies. However, Shop & Show faced several
obstacles:

X Difficulty integrating APIs with internal systems.

X Challenges in achieving the desired conversion rates.

X' Miscommunication between developers and Shop & Show representatives
due to language barriers.

One particularly dedicated participant, "Uralinnovation" (LLC), a
resident company of Skolkovo, approached the task with utmost
commitment. Within a remarkably short period, they successfully
accomplished a profound integration of their own omnichannel
platform, Intwin, with the company's database and telephony
infrastructure.
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Obijective:

The chosen initial use case for this implementation aligned with that of

previous vendors: providing consultations within the scope of existing
customer orders.

The call volume associated with current orders at the Shop & Show call
center was among the highest. This aspect faced intense competition from
calls made by new customers, who placed orders during live broadcasts and
couldn't afford to wait due to the limited duration of each product
presentation. Prior to the bot's implementation, managing operators at the
call center was a juggling act, inconvenient for all parties involved and
negatively impacting the quality of service.

N

Technologies:

To ensure accurate speech recognition, Intwin seamlessly integrates its own
speech recognition system with advancements from industry leaders such as
Google, Amazon, Tinkoff, and Yandex. This collaborative effort enables highly
effective speech recognition throughout the entire dialogue, utilizing multiple
services simultaneously to swiftly determine the most relevant response. As a
result, we achieve an impressive 95% speech recognition rate, closely
approaching human performance. To put this in perspective, as recently as
2016, speech recognition systems typically achieved accuracy levels of no
more than 70-80%.
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Currently, every call related to customer consultations regarding their
existing orders is handled by the bot. Upon receiving a call, the bot rapidly
identifies the customer within the company's database, retrieving the
necessary information for a seamless conversation tailored to the specific
inquiry, all within a fraction of a second.

By combining the voice of the presenter with the synthesized voice of the
bot, we create an immersive illusion of interacting with a live person rather
than a machine. This aspect proves especially valuable when serving the
store's predominantly elderly customer base (comprising 80% of all
customers). Based on our data, this element alone contributed to the
required achievement of 80% successful bot dialogues, accounting for a
significant 17% improvement.

As a result of the bot's performance, 92.6-95.5% of dialogues are
successfully concluded, meeting customer needs.

We have successfully transferred the workload of 25 call center operators to
the bot, resulting in significant time and cost savings.

. (0,001 U T [ 925-
sec. . 95,5%

Data retrieval now 92.5-95.5% of dialogues
takes less than 0.001 have been successtully
seconds concluded

20 %

was saved.

This translates to an
o annual cost savings O
of 20%.
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Report on the work «Order status»

Correctness of KPI fulfillment
Results (by number) 26.06.2020 27.06.2020 28.06.2020 Grand total dialogue (80% correct
dialogues)
Confirmation: 477 453 204 1134 90,9% 113,6%
impossible to process
Confirmation: 318 387 149 854 91,1% 113,8%
One order
Confirmation: 233 124 78 435 100.0% 125%
two orders
Coniiymation; 141 214 84 439 90,0% 12%
More than two orders
Grand total 169 1178 515 2862 93,0% 16,3%
N
Result (by share) 26.06.2020 27.06.2020 28.06.2020 Grand total Correctness of PRI (R
dialogues correct dialogues
,Confir"]g:iotni 40,8% 38,5% 39,6% 39,6% 90,9% 13,6%
impossible to
process
Confirmation: 27,2% 32,9% 28,9% 29,8% 911% 113,8%
One order
Confirmation: Two 19,9% 10,5% 10,5% 15,2% 100.0% 125%
orders
Confirmation: More 12,1% 18,2% 18,2% 15,3% 90,0% 112%
tan two orders
Grand total 100% 100% 100% 100% 93,0% 116,3%
, N
Distribution of dialogs by results 26.06.2020 27.06.2020 28.06.2020 Grand total
o o o o
Confirmation: Unable to process RS SO SOl SO
Other question 22,58% 23,72% 26,6% 23,79%
oOrders not found 1317% 9,76% 7,38% 10,73%
The order has not yet been placed (in progress) 0i17% 0% 0% 0,07%
Want to cancel an order 3,08% 3,40% 3,88% 3,35%
Are silent 1,80% 1,53% 1,75% 1,68%
N 27,2% 32,85% 28,93% 29,84%
Confirmation: one order
Confirmation: two orders 19,93% 10,53% 15,15% 15,20%
Confirmation: more than two orders 12,06% 18,17% 16,31% 15,34%

Grand total 100% 100% 100% 100%
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payoffer

HOW TO SELL REAL ESTATE IN A HIGHLY
COMPETITIVE MARKET

Lead Generation in the US Real Estate Market with Intwin Bot
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Obijective:

Payoffer is a prominent American real estate company operating in a highly
competitive market. Our regular tasks involve cold-calling a vast customer
database to generate planned client meetings (qualifying quality leads) and
gather information about property conditions. The calls need to cover all
states across the United States.

Bot Development:

A meticulous analysis of the customer
database was conducted, categorizing them
into different segments. We then devised
behavioral triggers for the voice bot, taking
inspiration from the experiences of real estate
agency staff. The voice bot was designed with -1~ S
an adapted American speech pattern,

including intonation and accent. ‘ ‘ | l

During the bot's testing phase, we compared its performance with that
of a human on a small sample of 5,000 individuals. The results showed a
1% conversion rate for the bot, which was equivalent to the human's
conversion rate in the same task. However, the bot accomplished this in
a matter of hours, while a human would require several days, if not
weeks.

. ¢ ; Yo
- 0 - Z



32 — Intwin & Payoffer Intwin casebook 2021

The bot reached out to clients, clarified their price preferences to identify
potential customers (up to $200,000), offered services, scheduled
appointments, and collected information about the properties (condition,
ownership duration, location, year built, etc.).

Advantages of Intwin: Why Choose Us?

Intwin bots engage in non-linear dialogue. This means we can create

dialogues that encompass multiple scenarios, and most importantly,

our bots emulate human-like interactions based on real dialogues.

We're not talking about pre-recorded conversations, but rather a

||||||| "live dialogue" experience between the bot and the person. Intwin

' bots achieve speech synthesis accuracy of 93-95%, with the

remaining 5-7% depending on the quality of the connection. The

speech synthesis was tailored to resemble American pronunciation,
achieving a striking 99.9% similarity.

/\/\ We provide not only leads but also analytics. During conversations,

the bot not only obtained qualified leads (appointment scheduling

|| |||| for clients and managers) but also gathered information about the

— properties. As a result, we generate user-friendly reports that
facilitate further analysis and future operations.

which significantly enhanced work efficiency. The bot not only
conducted cold calls but also processed text-based inquiries. Clients
could reach out through various communication channels
(messaging apps, social media, website, etc.), and the bot efficiently
handled their requests.

E Moreover, our company implemented the Intwin platform,
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AUTOMATIC HANDLING OF ALL INCOMING
CITIZEN INQUIRIES

IN THE REGIONAL CLINICAL HOSPITAL

Integration of Intwin Robots in Medical Institutions
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The Ryazan Regional Clinic faced the challenge of efficiently managing all
incoming requests from citizens regarding home doctor visits and
vaccination appointments. The goal was to process these requests via
telephone and generate detailed reports while notifying the clinic's registrar.
The requests needed to include the following information:

Patient's full name

Address

Ward number

Health complaints

Sick leave status

Contact history with COVID-19 patients
Organization of care for children

||||!|| s I Y i |I|‘I|||||!|| '
TR m \/\/ -

Partnering with Intwin, a thorough analysis of operator call records was
conducted, along with studying the experiences of clinic staff, leading to the
development of a voice bot. At the initial stage, the implementation of
Global Telecom's Virtual Automatic Telephone Station (VATS) facilitated the
routing of incoming inquiries according to the clinic's schedule.
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Implementation of the Voice Robot:

The bot now handles incoming calls from ¥* .
patients requesting home doctor visits and : ;
COVID-19 vaccinations, forwarding them to the

clinic's registrars via email. * n 3

The bot is integrated into the unified federal regional number 122, which
provides medical services to the population.

Initially, the bot only handled calls that operators were unable to answer.
However, after adaptation, fine-tuning, and training, the bot started
handling all citizen inquiries on the specified topics. As a result, the
successful experience of one clinic was scaled up to encompass all 37 clinics
in the Ryazan region.

\I/

O

Consequently, the clinic management resolved the dissatisfaction of
citizens who previously faced difficulties in reaching the clinic for
home doctor visits. Moreover, the freed-up time of the clinic staff can

now be directed towards addressing other important matters and
tasks.
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Plans for 2022:

Following an analysis of the initial results, a plan has been developed for
further application of bots, including:

Integrating the Intwin platform with the Parus software product, currently used
by doctors. This integration will allow patient identification based on their
compulsory health insurance policy number, ensuring maximum comfort and
access to clinic services during calls.

Enabling patient inquiries through the Telegram messenger, VKontakte social
network, and clinic website widgets while preserving the functionality of the
voice bot.

Creating a robot for monitoring the health status of patients who have
recovered from COVID-19 to provide timely medical assistance.

Advantages of Intwin, why choose us:

Intwin bots offer a non-linear dialogue, enabling multiple conversational
scenarios that resemble full-fledged interactions between two people

Intwin provides comprehensive solutions, from our own VATS to integration
with any client's CRM system.

We offer not only communication process automation services but also
comprehensive analytics of these processes. The output includes user-friendly
reports for further usage and analysis.



37 — Intwin & X5 group Intwin casebook 2021

% intwin

&

RSGroup

HOW X5 GROUP DRAMATICALLY
REDUCED NPS SURVEY COSTS:

The Impact of Introducing Intwin Voice Robot in X5 Group



38 — Intwin & X5 group Intwin casebook 2021

Summary of Results:

The implementation of the voice robot yielded the following outcomes:

o
o
o
Over 50% of (@)
respondents Company expenses for
completed the conducting surveys were
survey. reduced by 50%.

About the Project:

X5 Group is one of the largest businesses in the CIS region, occupying the
top position in terms of revenue among retail companies. With over
16,000 stores, the company serves millions of customers.

X5 Group consistently strives to enhance customer experience and
satisfaction (NPS) by conducting surveys through its multifunctional call
center. The company has developed five questions to be answered by loyal
customers, generating data used to evaluate the performance of specific
company departments.

During the analysis, it was discovered that highly skilled company specialists
were involved in the process. However, conducting surveys distracted
contact center employees from more important and margin-driven tasks,
leading to decreased employee satisfaction, increased turnover, and reduced
call efficiency.
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O

The previous solutions utilized by X5 Group did not meet all the
necessary parameters. Therefore, a new solution was sought that
would enable a significant improvement in the NPS survey process.

Project Objective:

X5 Group's request was both simple and challenging: to find a new
customer feedback tool that:

Achieves a conversion rate in form completion no lower than the
current model (at least 50%).

Is no more expensive than the current model. . \ e

=p

=
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Solution: Intwin Voice Robot

Creating service robots is one of the most frequent tasks for Intwin. Each
week, we deploy up to 50 voice assistants dedicated exclusively to
service-related tasks such as order status, hotline calls, surveys, and more.

Our goal was to create a replica of X5 Group's best manager. Our specialists
listened to over 200 recordings and identified the key dialogue scenarios.
Within a week, we conducted testing, made adjustments to the scripts, and
integrated the robot with the Client's CRM system.
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After one month of development, we launched the bot, trained the
designated person from the Client's side to handle further customization and
call management. Currently, we are analyzing the existing scripts and
updating dialogue scenarios. X5 Group conducts 100% of its NPS calls using
the Intwin robot.

Initial Testing
Trai N | N g : . Verification of script accuracy

, Dialog loading
* system integration

* Interviews with Intwin's
ML specialists for
fine-tuning.

2weeks 1 week

Launch Ongoing

« Project implementation - Addition of new scenarios

°* importation of phone numbers for . _ _
calling - expansion of functionality
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HOW TANUKI REDUCED THE LOAD ON
THEIR INCOMING LINE WITH TWIN VOICE

ROBOT

Results of Introducing Intwin in Tanuki
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Confirmation of New Customer Orders:

When receiving initial orders from new customers, the Tanuki restaurant
chain used to manually call and confirm each order. This process posed
several challenges:

X The delivegy service was often overwhelmed with orders, resulting in
missed or delayed responses to new requests.

¥ There was no standardized approach to customer dialogue.

X Frequent order errors occurred.

To address these issues, the decision was made to systematize the
confirmation of first-time customer orders using a voice robot.

Within three weeks, Intwin specialists developed and tested a new voice
robot script from scratch. Over the following two weeks, the bot was
integrated with Tanuki's internal systems, and the responsible manager from
the client's side received training.

During the course of its operation, Intwin specialists made script adjustments,
added seven new branches, and trained the robot to understand dozens of
new customer intents. Today, all new customers interact with the voice bot
first, which successfully handles the task and redirects calls to operators less
than once per 100 calls.
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System Scaling:

After the successful implementation of the robot for new customer
interactions, Tanuki reduced expenses for order confirmation by threefold
and freed up managers from routine tasks, allowing them to focus on
more critical responsibilities.

The restaurant management decided to leverage the positive experience of
implementing the voice bot and relieve the contact center's load, which
handled existing orders. Prior to the robot's implementation, customers
overwhelmed the incoming line, especially during peak hours at lunch and
dinner. The delivery department struggled to cope with the volume,
resulting in up to 30% missed incoming calls. Customer wait times on the
line could reach 10-12 minutes, leading to negative reactions and
decreased loyalty.
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Today, the Tanuki incoming line is manned by the Intwin robot. With the
help of artificial intelligence and a vast database of accumulated experience,
the robot understands human intents within fractions of a second and
resolves up to 90% of standard situations. All incoming calls are answered
promptly. The load on the delivery department has been virtually
eliminated, as employees are now only needed for handling urgent cases.
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HOW TO BOOST SALES FOR EXISTING

B2B CLIENTS AND RETAIN B2C
CUSTOMERS WITH THE HELP OF A

VOICE BOT

Utilizing Intwin Technology in the Rostelecom Ecosystem
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Rostelecom, is the largest telecommunications company focused on new
technologies and innovations, has long been discussing the future of voice
and chat bots and the development of competencies in this field. However,
building voice and chat bot technologies from scratch is a complex and costly
endeavor. It takes years and significant budgets to form a team and develop
initial working prototypes. Therefore, the decision was made to explore the
domestic technology market.
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Choosing Intwin

Out of all the domestic solutions, Rostelecom selected Intwin for
several reasons:

v Intwin's proprietary platform and artificial intelligence engine.

\/ Integration capabilities with Rostelecom's systems.
\/ White-label partnership conditions.
/ Extensive library of ready-made scripts.

\/ Competent management and development team at Intwin.
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Rostelecom proposed working under a partnership model, allowing them to
use Intwin's robots under their own brand and resell the solution to existing
corporate clients. Additionally, they could independently integrate the
system for internal use.

Test Assignment:

Before full-scale implementation, it was decided to demonstrate the robot in
real-world conditions and solve a specific task for Rostelecom. The focus was
on automating calls for the renewal of home phone service.

Today, many customers are disconnecting their home phones, considering
them an outdated means of communication. However, for Rostelecom, this
represents a significant and stable monthly revenue stream that needed to be
preserved.

For the home phone product, with an average monthly check based on our
current campaigns, operator-assisted calls were costly. Therefore, it was not
economically viable to retain phone subscriptions using the sales and contact
center departments (as these resources were better allocated to more
profitable products).
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Implementation of the Voice Robot:

We took one of Rostelecom's top operators and asked them to make 100
calls to persuade customers to continue using the home phone service. The
manager achieved a conversion rate of 11% in service renewals, which
became the target performance indicator for the Intwin team.

Within two weeks, Intwin specialists created a replica of the operator,
optimized scripts, and trained the system to understand over 30 customer
intents, testing them on real cases.

An additional week was required for script optimization and the addition of
new branches. During this week, several managers from Rostelecom received
training, and the bot was integrated into the client's CRM system via API.

After a month of operation, the robot achieved a conversion rate of
over 15% in subscription renewals, outperforming the contact center
operator. The cost of using the bot was significantly lower than
employing a human operator, making such calls more cost-effective
and preserving a substantial volume of home phone subscriptions.
The test was successful, and full-scale integration of Intwin products
began.
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Expansion of the B2B Product Line:

Rostelecom encountered difficulties in selling new products to their B2B
clients, as selling to existing customers became increasingly challenging, and
new customers in a competitive market often chose another operator.

Initially, Rostelecom focused on selling standard products such as corporate
numbers, communication services, internet, and PBX. We proposed
integrating and selling voice and chat bots as part of Rostelecom's PBX
system or as a standalone product.

Within the first few months of collaboration, three contracts were signed,
and over 10 intentions to connect to Intwin services were secured. The
average check size increased by 2-3 times. Customers responded positively to
the new capabilities, associating Rostelecom with advanced technologies.
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EFFECTIVE DEBT COLLECTION

FOR HOUSING AND UTILITY
PAYMENTS

Implementation Results of Intwin in Property Management Companies
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Ural Energy Supply is the largest electricity supplier in the Chelyabinsk
region. The company faces a significant amount of outstanding debt
due to its hundreds of thousands of customers. Efficiently managing debt
collection has been a challenging process.

Various methods were employed by the company to tackle delinquencies,
including operator calls from the contact center, SMS notifications, email
correspondence, and local announcements, among others.

While the contact center staff showed the highest effectiveness, maintaining
a large number of operators impacted the company's profit margins. In an
effort to address this, the company decided to explore automating debt
collection calls using a voice robot.

The Robot Competition:

To evaluate available solutions on the market, Uralenergosbyt selected seven
companies, including their own auto-attendant, and requested the creation of
a script for a pilot calling campaign involving 300 debtors.
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Intwin brought rich experience from working with banking collection
departments. Leveraging insights and learnings from previous cases, we
developed a script within one week. The script conveyed debt-related
information to customers in a polite yet assertive manner.

Following the pilot phase, Intwin demonstrated results comparable to those
achieved by human operators in terms of efficiency: both the human
operators and the Intwin robot were able to collect the average payment
amount from each of the 300 calls.

The Intwin bot outperformed the other six competing providers of similar
bots, as well as the auto-attendant. Subsequently, Intwin was invited to
participate in a tender process. After winning the tender, Intwin's specialists

devoted significant effort to developing a voice robot capable of handling
various dialogue scenarios.
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Today, 100% of outbound calls are handled by the robot,
eliminating any delays in the calling process and ensuring debtors
are informed in a timely and scheduled manner. Contact center
operators now focus solely on inbound calls and engage with the
most complex cases.



52 — Intwin & TransTeleCom Intwin casebook 2021

HOW TO CONDUCT TENS OF THOUSANDS

OF NPS SURVEYS AND COLLECT DATA
EFFICIENTLY

Implementation Results of the Intwin Voice Bot
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TTC is among the largest backbone communication operators and one of the
top five companies providing broadband internet access services in the CIS
region. TTC's subscriber base consists of 1.8 million users.

With an extensive customer base, maintaining a high level of quality for each
individual user and not overlooking any important case becomes crucial.

At TTC, the effort of contact center employees was utilized to make calls to
existing customers and conduct a survey consisting of 13 critical questions.
The answers to these questions were intended to influence decision-making
regarding the company's future development.

Human labor:

Today, the value placed on
human labor and the time
invested in work is exceptionally
high. The process of sourcing,
selecting, training, and achieving
desired outcomes with
employees takes months and
incurs several months' worth of
salaries.

TTC encountered the issue of highly skilled and costly internal contact
center operators being relegated to routine tasks. This had a negative
impact on employee motivation, staff turnover, and the quality of
collaboration among contact center managers.



54 — [ntwin & TransTeleCom Intwin casebook 2021

Emulating the best:

Our task was to develop a working
version of the bot and conduct a
survey among 30,000 company clients
within a period of 5 weeks.

In the first week, we created scripts based on the performance of TTC's
top-performing manager and conducted internal testing.

During the second week, we fine-tuned the bot and integrated the Twin
platform with TTC's CRM via API.

In the third week, we made calls to 5,000 subscribers, added 3 new intents,
and incorporated a new branch into the bot's script. We trained the
contact center manager to work with the bot and make necessary
adjustments independently. The bot demonstrated a conversion rate of
over 40% on real cases, but it had not yet reached the level of the client's
best contact center operators.

In the fourth and fifth weeks, we completed the remaining 25,000 calls, made
slight adjustments to the script, and achieved results surpassing TTC's
top-performing operators.

Results: : .

. P

We achieved a response

O conversion rate of 56% (the
We reduced the cost of client's contact center's best
conducting NPS surveys by conversion rate was 52%).

2.5 times
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HOW TO TRANSITION FROM AN
EXPENSIVE OUTSOURCED CONTACT
CENTER TO ROBOTS

Digitization and process automation with Intwin bots.



56 — Intwin & Domino’s Pizza Intwin casebook 2021

Domino's is a global pizza chain, and the CIS market is one of the most
promising for the company. Customer service quality and high NPS scores
are crucial performance indicators. Therefore, the company allocated
significant resources to a high-quality outsourced contact center for their
inbound operations.

Previous State
K

Website, mobile application, dedicated hotline, and outsourced contact
center services.

® Challenge

I/

High costs associated with supporting service channels and the potential
for sales through various order placement methods.

Solution

3
21N\

= Intwin proposed an omnichannel digital transformation idea - implementing a
voice bot for inbound calls and a chatbot for messaging apps.

@ Objectives

Increase communication channel capacity and the proportion of automated
customer service. Transfer 30% of communications to the bot during the MVP
stage.
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Workflow:

Domino's entrusted the task entirely to the Intwin team and created
favorable conditions for smooth operations, hypothesis testing, and bot
design. The Intwin team acted as coaching and consulting specialists in
process automation.

Stage 1: - Stage 2: -
Hypothesis testing and script MVP testing. Implementation of pizza
writing. delivery order placement.
Stage 3: i_ Stage 4:
I I
Integration of promotional offers, A feature. of order status consultation

exceeding 50 in the company,
into the ordering capability.

Reactive Resistance:

Intwin had to create three versions of the bot due to reactive resistance.
Even though the bot was functioning correctly, 30% of customers insisted on
being transferred to a human operator before completing the order.

Intwin implemented an approach used in fast-food restaurants, where you
encounter the cashier: the bot swiftly and clearly accepted the confirmation
provided by the customer based on the script, without questioning or asking
for clarification.

Order confirmation was moved to the very end, reducing the dialogue from
2.5 minutes to 1.5 minutes. This made the conversation more familiar and
eliminated reactive resistance.
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Key Results:

' o 40%

o
20% of dialogues 40% of dialogues
during the MVP after testing.
stage .

A 50% reduction in
o costs. O ¢

Plans for 2022:

Full order placement automation with the bot and chatbot handling in
messaging apps. By the end of 2022, costs should be reduced by 70%.
Development of the chatbot in messaging apps as a new sales channel.
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