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OMHM-KaHaNbHbIX MAPKETUHT —
ABUXXEeHue B CTOPOHY LUPpPOBbIX
KOMMYHUKaL UM

Kupunn Kpytumn
OMNI Channel marketing specialist, IBM RCIS
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KomnaHumn obbl4HO TpaTaT $92 Ha
NPUBMNEYeHne KNMeHToB Ha nx web-site.

N Tonbko $1 Ha NX KOHBEPCUIO

eConsultancy: Conversion Rate
Optimization Report - 2012
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& IDC

Fanancial i

institutions in 2014 will be those that ca
deliver an enhanced omnichannel
experience to their customers and
prospects.

... The most successful financial

——

Source: IDC, Worldwide Financial Services 2014 Top 10 Predictions: Embarking on the Decade
Value Creation, Dec 2013

Focus on customer experience
management, concentrated on digital channels
but in an omni-channel context including
product innovation, and investment in
customer-facing business processes to
improve both efficiency and client satisfaction..
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Source: Ovurn, 2014 Trends to Watch: Retail Banking, Oct 2013

2014-2015 — Bpemsn
TpaHchopmauum front-office

Use technology to re-engineer,
and so dramatically simplify and streamline,
banks’ current styles of customer interaction

—

Source: Gartner, Top Industries Predicts 2014, Oct 2013

and processing.

Figure 3: Top investment projects for retail banks in 2014
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KnneHTb! AOMXKHbI ObITb B LIEHTpe
npeodbpasoBaHMNA bM3Heca

MoTepsa BbIPpYYKMU:

88%

online nokynaTtenen 6pocatoT
npouecc 6e3 3aBepLUEHUs
TpaH3aKunn

BbicoKkue 3aTpaThbl:

5%

nonb3oBaTenemn nepeknyaTcd
Ha bornee goporne KaHanbl npu
HeyaayHow online onepaumn

OTTOK KNMMEeHTOB:

63%

BrnnaHve H HAO:
n e a 6pe lq BCEX B3POCI1bIX n0KynaTene|?1 He
CKJTOHHbI I'IpOﬂ,OJ'I)KaTb

B3aMMOOENCTBME C KOMMNAHNEN

O MOBMITBHBIX MPUNOXKEHNSX B X0e onepauuii ¢ MObUmnbHbIX
BbIpaXalT He4OBOMNLCTBO
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HepnoctaToK uHdopmaumnm

o 68% 4%
OTKyna noay y3HatoT o BalleM cante?

56% 6%
OTKyga nogm Npuxogar Ha Baw Beb-canT?
48% 4%

Kakon KOHTEHT MOTUBMPYET NtoAen Ha «MOKYMKn»? e o

LIEHHOCTb KIMMEHTOB C pa3HbIX MICTOYHMKOB Tpaduka 43% 3%
42% 8%
[Moyemy NnponcxoanT KOHBEPCUS/MOCETUTENN NOKYNarT?
41% 8%
Kakne npobrnemsbl usability BinaoT Ha kKOHBepCUO?
33% 10%

YTO OHM npearnoynTaroT gesfatb B cBOM I'IGpBbIVI BU3UT? 9%

Kak noBeaeHne MeHsieTCs B 3aBUCUMOCTU OT YCTPOMCTBA? -

19%

I'quemy noceTuTenun NokMaarT cant 6e3 KOHBepCMVI?

0 5 10
KaKIX | NHdopmauusa orpaHndeHa HeT nHpopmaumm 0%
n * Jtealeaf
oBedeHne pasfimyHblX rpynn KrimeHToB L ea ea
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Y3HauTe BalWuUX KAUEHTOB

KaK BUAATCA Baln UndpoBblie KaHabl
rla3aMu BallUX KIMEHTOB

Jtealeaf



Y10 TaKoe cobbiTue nnm npobnema?

" [TonbITKa 3aNONHUTb BEO-Ppopmy
nnn online 3aABKY HECKONbKO pa3
6e3 ycnewHoro 3aBepLueHus

= ToBap nomeLlleH B KOP3UHY, HO
NOKYMNKa He coBeplleHa

= [lonb30BaTe/IN TPATAT Ha
BbIMNOJ/IHEHUE
onepaunmn/TpaHsakumnm bonblue
BpeMeHU, YeM OXnaaeTcA
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Yto ecnu Obl Bbl 3HanNu Obl Kakne ceccum  =—--
TpeObyloT AeTanbHOro N3y4yeHus?

Strauss & Plesser

Overvie Corrversion Application Health ol I zability

KPI Breakout anl 1)
Focus Compare

07/28/2012-08/03/2012 | 07f21/2012-07/27f2012

Grade Rating Grade Rating
In Funnel Conversion 60.00%: B 57.85% A 60.41% + -Z.56%
Acquistion Struggle Scores 2.50% 3.58% B 3.63% + -0.05%
Login Struggle Scores 1.50% 3 1.63% 1.56% + -0.25%
Registration Struggle Scores 1.50%: 1.43%: 5.94% + _4.51%
Application Issues 5.00% 3 1.35% 1.57% + -0.22%

Business Issues
f \ 0803720132 0732012
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Number i Styles
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6 |Search Type Completed Sessions
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Zip
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ebutcher@hotmail.com

Customer
New
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[MOUNTAIN VIEW 23 8/3/2012 0-15.37 t?ik@yahoo_com New No
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YUTo ecnu 6bl Bbl BUAENWN KaKUe CCbINKU U
anemeHTbl Ul «paboTtatot»?
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YTo ecnu Obl Bbl BUOENN, YeMy KNUEHTDI
yoenaiT BHUMaHUe?
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KInuKarT?
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MOBUMbHLIX YCTPOMCTBAX
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w EAMHDbIN B3rNaa, Ha KAMEHTCKUU ONbIT —
war K OMNI-kaHanbHOMY 6U3Hecy

Website
(e-business Team)

KIMWEHTDI

KOHTaKkTHbIN LeHTp 0w
(CepBucHasi kKomaHAa) : esloaf
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ING Bank

ING /4 BANK

[ —

ING S BANK -'—'_——-.-_.___ e
s . e
Sed Krnedi Bagvung Earmn,

Mpobnema 3anyck HOBOro mobumnbHoro 6aHka B
OCYTCTBMW MOHMMAHUA PeaKLMN KIUEHTOB.
Heobxoammo rapaHTUpoBaTb NpocToTy online —
3a1BKM M BO3MOXXHOCTb ONEPaTUBHO = -
pearnmposaTtb Ha NPob/ieEMbl KIMEHTOB m—
EJpmr——
- .
PeweHune Cbop nHbopmauum B peasibHOM BPEMEHMU O
noBeAEeHUN Pa3nYHbIX KAneHToB (web u
mobile). UHAeTUPMUNPOBAHHBI N UCNPaBAEHDI
owmnbKu B online 3aaBKe. YayylueH npouecc =-—

OTKPbITMA HOBOrO cYeTa. (3a cyeT npocmoTpa
CeccuMi n obHapy»keHuna npobnem)

ApPeKT NcnpaBneHne mobmunbHoro 6aHKa B COOTB.
[peanoyteHNAMM KNNEHTOB. YBesinyeHune
NoKa3aTenA 3ano/siHeHusa online 3aABOK Ha

72%. CoKpaweHue BpeMeHUN OTKINKOB

cny»K06bl noaaepxkn Ha 60-70%
© 2015
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KaK yAay4ywmnTb onbIT KIMEHTOB Ha Be6-
CanTe, UHTEPHET U MOBUNbHOM-OaHKe

[lpaKTN4YecKkne npumepsbl

Kupunn Kpytumn

IBM ExperienceOne Sales Executive




