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Kak B B2B BbipacTUTb oTAen
Customer success

M BbICTPOMUTDb MNMPOLLECChbI TaK,
YTOO6bl OH NPUHOCUJ NPUGDLINbL 6U3HECY

AHacTacunga borgaHoBa, eLama




eLama — nnaTt¢dpopma

ANK ynpas/ieHus
MHTEePHET-PeK1aMou

15 net

Ha pbIHKe

20+

WUHCTPYMEHTOB AN
paboTbl C peknamMoi

15+

pPeKNaMHbIX CUCTEM
N CEPBUCOB

35 000+

peknaMopaTenemn n3s Bcex
oTpacneu busHeca

Mbl cepTudmLmpoBaHHbIe
NMapTHEPbI PEK/TaMHbIX
cucTem

Y Mpemuym G
S.I naprTHeép
Aunekc Peknamo

Google Partner

PREMIER 2022

CEPTHPUUMPOBANHOE i
peknamHoe ceptTudunympoBaHo

SRS VK Peknama




O Cnyx6e 3a60Tbl

e B2B

o Cdepa MHTEPHET MAapKETUHra
e KnmeHTCKUU cepBUC

e 80+ coTpyaoHUKOB

e 6 nopgpasgeneHnm




Koraa Hy)XeH aKKaQyHTUHTr
B KOMMNaHUM

N KAKUM KJIMeHTaM?




Korpa nosaBnsaeTcs
NOTPEO6HOCTDb
B aKKaQyHTUHre?




AHanu3 6a3bl

53%




AHanu3 6a3bl

[TpocTO KPYrMNHble KITUEeHTDI

8%

53%




AHanums 6a3bl

[MPOCTO KPYMHbIE KITMEHTDI KpUtepmsamMm MoryT 6bITb:

8% e 8% KnuneHTOB gatoT 50% obopoTa

53%




AHanums 6a3bl

[1pOCTO KpYMNHbI€ KITMEHTDI Kputepmnamm MoryT 6bITb:
8% o 8% KnmeHToB AatoT 50% o60poTa
e 39% KIMMEeHTOB NCMOMb3YIOT
“npeMnym”

Tapud/nponyKt/moanmcky
53%




AHanums 6a3bl

[1pOCTO KpYMNHbI€ KITMEHTDI Kputepmnamm MoryT 6bITb:
8% o 8% KnmeHToB AatoT 50% o60poTa
e 39% KIMMEeHTOB NCMOMb3YIOT
“npeMnym”

Tapud/nponyKt/moanmcky
e 53% KIIMeHTOB MNOKYMakT Ha CyMMYy
oT N

53%




AHanums 6a3bl

[1pOCTO KpYMNHbI€ KITMEHTDI Kputepmnamm MoryT 6bITb:
8% o 8% KnmeHToB AatoT 50% o60poTa
e 39% KIMMEeHTOB NCMOMb3YIOT
“npeMnym”

Tapud/nponyKt/moanmcky

e 53% KIIMeHTOB MNOKYMakT Ha CyMMYy
oT N

e Hayano paboTbl C KOMMNAHUEN

53%




4YTO KOHKpPEeTHO HaM genaTb?

YTO OT HAC XOTAT KJIMEHTbI?
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4YTO KOHKpPEeTHO HaM genaTb?

YTO OT HAC XOTAT KJIMEHTbI?

AHanus NMoTpe6HOCTHU
o6palleHnn



4YTO KOHKpPEeTHO HaM genaTb?

YTO OT HAC XOTAT KJIMEHTbI?

AHanus NMoTpebHOCTHN KnuneHTcKkue
o6paLleHUn 601



Aonroe
COrnacoBaHne CRoXH0 YBUAETH «y3Kine MecTas
. Kpynmsat Gussec HeNnpoapase10CTL B PaCcXoaax
Aonroe
HeyR00Has/HeNOHATHAR
COTRACONING OTYETHOCTL
BioaxeTon
MHOXECTRO OTURTOR M3
PERGI RCTO'NEN08 Cobcroesmmx C 4ero HauBTR?
CAGING CrONBXD HYKHO Bpemenmu?
Manei/cpenrni Ous-ec
KOHTPOAMPOBATH XBarvr v gever?
MOAUMHEHHRX
Kaxoi Oyzer pesynsTar?
He x xomy o6paTHTLeR

AOKymenTe
NOAMOTCA
BONLLLAA 33 PYXeHHOC T HegoBpeun
Choxmo
Aonros
epsind COMNAcoBaHNE
nokaarenn
cveroe
He XBATAOT BPEMEHM Ha aHaWD /
OrcyTCane HeoBxoaMMex

AOKYMEHTOB “HaCTHUHO



"BOAN" KNeHTa unu
BbIfBNEHWe NoTpebHoCTel

-

ONHaHCoBsIe

HeT epemenu

Her oneita

Hekoraa co3a3BaTe
W H3CTPaUBaTh

WHCTpyMeHTs!

Yenyru

BoIsCHUTE
NEHUHUHY

bafotac
—P  o3pINEHNEM

AkUMA EL3Ma A0 u GA
®B,BK,MT
Yeayru 40
— KaHeyarTaua
]
VHCTRyRgMA
BebuHapb!




Kakou gna Hac npodut?

Yero Mbl XOTUM OT KJ/IUEHTA?



Kakou gna Hac npodut?
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Kakou gna Hac npodut?

Yero Mbl XOTUM OT KJ/IUEHTA?

AHanus Pa6oTa c
npoLeccoB OTTOKOM



Kakou gna Hac npodut?

Yero Mbl XOTUM OT KJ/IUEHTA?

AHanus Pa6oTa c HoBble
npoLeccoB OTTOKOM AeHbIrm



Customer success

METOLOJIOI MH, KOTOPAHA HAllPaBJ1EeHa Ha.

e yriyJdlleHWe onbiTa NoKyrnatenem
® MoBblIlLUEHUNE UX YO,0BNETBOPEHHOCTU

® yBe/iMdyeHune ypoBH4A yOepXXaHn4A

® MNOCTpoeHMe AONTTOCPOYHDbIX
B3aMMOBbITOAHbIX OTHOLLEHUNW




3aaaun

® [loBbilLIEHME YPOBHSA yaep>XaHUS
KITMEHTOB

® YBenunyeHwue npoaax

® [loBbllLeHME Ka4yeCcTBa KOMMYHWKaUuHNn C
KJIMEHTAMW




[MoaoBoaHbIe KAMHWU




Yero Mmbl He 3HaMu

Mbl MOXXeM HenpaBm/ibHO
NMOHNUMaATDb I'IOTpe6HOCTVI
KITUEeHTa
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Mano NoCTaBUTb LLEND, HY>XHO
MOHATb MHCTPYMEHTDI



Yero Mmbl He 3HaMu

Mbl MOXX€M HeMpaBUbHO Mo)keM HenpaBUIbHO
NOHMMaTb NOTPEBHOCTU OOHEeCTU LLeEHHOCTb

KITMEHTa MYHOIo MeHepyKepa
[MpoakTMBHaga pabotac ... N 3HAHUM

KITMEeHTOM TpebyeT

NOArOTOBKM

Mano MocTaBUTb Lefb, HY)XHO Hy>XHbl nogxogdaLwime CKUbl

MOHATb MHCTPYMEHTDI



Kak 060CHOBAaTb
Heo6xoaAMMOCTb UBSME@HEeHUN?




TeCcT rmnores3bl

® BbloenunTtb cerMeHT
® OnpepennTb Ha 4YTO

XOTUM MOBMUATDb
® [Mpobyem
® 3aMepdaeMm




TeCcT rmnores3bl

BbloenmnTb CEerMeHT

OnpepennTb Ha 4YTO
XOTUM MOBUNATDb

[Mpobyem
3amMepdaemM

Ecnv He nony4vyumnocsb:

Bbibunpaem gpyrom
CerMeHT
[MpobyeM elle pa3




TeCcT rmnores3bl

BbioenmnTb CErMeHT
OnpepennTb Ha 4YTO

XOTUM MOBMUATDb
[Mpobyem
3amMepdaemM

Ecnv He nony4vyumnocsb:

Bbibunpaem gpyrom
CerMeHT
[MpobyeM elle pa3

He nonyuunnochb?

Bo3BpallaeMca K
LienenonaraHuio




NMoka3biBaeM KpacuBble rpadpuKku

YaauHbin TecT HoMep 1 Onpoc KNMeHToB HOMep 2

53%




Pe3ynbTaTbl 3anNyCcKa HOBOro
CerMeHTa

PocT o60poToB 6a3bl 30% B paMKax TecTa




BanaHune Ha MeTPUKHu




MeTpUKU He nepBbIiK 3Tan




MeTpUKU He nepBbIiK 3Tan

e Ha KakKoM cTagmu Ballum KNMeHTbl? Kak OHU
paboTaloT ¢ cepBUCOM/MPOOYKTOM?




MeTpUKU He nepBbIiK 3Tan

Ha Kakom cTaaum Ballm KNMNEHTbI? Kak oHU
paboTaloT ¢ cepBUCOM/MPOOYKTOM?

Ha cKOMbKO aKTUBHO K/TMEHT UCMOMb3yeT
NPoaYKT/KakK YacTo nokynaeTt?




MeTpUKU He nepBbIiK 3Tan

e Ha KakoM cTaamu Ballu KITIMEeHTbI? KaK oHU
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e Ha CKONMbKO aKTUBHO KITMEHT UCMONb3yeT
NPoaYKT/KakK YacTo nokynaeTt?
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KJINeHTa??




MeTpUKU He nepBbIiK 3Tan
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MeTpUKU He nepBbIiK 3Tan

e Ha KakoM cTaamu Ballu KITIMEeHTbI? KaK oHU
paboTaloT ¢ cepBUCOM/MPOOYKTOM?
Ha cKOMbKO aKTUBHO K/TMEHT UCMOMb3yeT
NPoaYKT/KakK YacTo nokynaeTt?

3HaeM nu Mbl Bcex JINMPoB B KOMMNaHUu
KIMeHTa?

Kakon noTteHuman poctay
KNUeHTa/MoKynaTenbCKUM NoTeHuman?

Ha CKOMbKO 3P PEKTUBHO KITMEHT UCMONb3YET
Ball cepBUC/MpoayKT?




BaXXHble METPUKMU

AARRR

MeTpuku: epema TakTuku:
HaxXoXAeHWA Ha caiiTe, « SEO, SEM, PR, SMM,
KON-BO KNUKOB 1 KOHTEHT-MapKeTnHr
NPOCMOTPEHHBLIX CTPaHWL, & — e = MeTpukn: CTR, CPM,
TakTUKMN: ¢ ’ ) CPIl, CPA, CAC,

Mokasarens 0TKasos
NOANKCKA HA PACChINKY U
push-yeefoMNeHus, Ny
TECTOBbLIN AOCTYN, KOHTEHT A A L

MapKeTuHr, SMM

TakTUKW: peTapretTuHr,
e-mail pacceinKa, KOHTeHT

MapKeTuHr, SMM
TakTukm: pedepanbHeie REATAE

CCHINKW, NapTHepcKue
NporpamMmel,

kKHonka «MoaennTeLcax ’
aAoxopa MeTtpukun: ROI, LTV, koHsepcus, ARPD,

ARPU, ARPPU

KaHanbl
npuBneYeHns
nonb3oBareneun

MeTpUuKu pocTa

Mogenb
MOHEeTn3auum,
onTuMmnsauna

AOHeCeHUnqa
UEeHHOCTU

v

NSM, Revenue, Profit

MeTpuku npoaykTa

Retention, pona nnatawwmx, LTV

Pa6ota Hapn
3pPeKTUBHOCTbIO
pelweHnsa 3anayum

Jo6aBoyHasi LEHHOCTb
Pewaemasn 3aaua (qaCTOTa n
KOHTeKCTbI), anbTepHaTuBbl,
CTOMMOCTDb NepexKnt4YeHna




Ba)XXHble METPUKMU




MeTpUuKHnN, KotTopbie npoLuin:

CpeOHUnnM YekK J1091bHOCTb LTV




MeTpUuKHnN, KotTopbie npoLuin:

CpeOHUnnM YekK J1091bHOCTb LTV

e ObopoT
® HoBble OeHblIr'm
® NPS




NMpenoTToK




NMpenoTToK

e [0 KOM-BY pPEK/TAMHbIX CUCTEM
e [10 KOM-BY pPeK/TAMHbIX KAaMMaHUNM




NMpenoTToK

[10 KOM-BY pPeK1aMHbIX CUCTEM

[10 KOM-BY pPeK1aMHbIX KaMMaHMM
Mo Ko-BY 0bpalleHni B 3ab0Ty
[10 NCMONBb30BAHMIO MHCTPYMEHTOB
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[10 KOM-BY pPeK1aMHbIX KaMMaHMM
Mo Ko-BY 0bpalleHni B 3ab0Ty
[10 NCMONBb30BAHMIO MHCTPYMEHTOB

[1O N3MEeHeHUIo Cp.ueKa
[10 cpegHeMy BpeMeHUM HaxoxxaeHna B J1K
[10 KoN-BY 3axo00B B J1K




NMpenoTToK

[10 KOM-BY peK/1aMHbIX CUCTEM

[10 KOM-BY PEKMAMHbIX KaMMaHUU

Mo Ko-BY 0bpalleHni B 3ab0Ty

[1O MCMONBb30BaAHUMIO MHCTPYMEHTOB

[1O N3MEeHeHUIo Cp.ueKa

[10 cpegHeMy BpeMeHUM HaxoxxaeHna B J1K
[10 KoN-BY 3axo00B B J1K

[10 B3aMMOOEMCTBYIO C OTOENOM MPOoaarK
[10 3aKa3y aKL MK




NMpenoTToK

® [lageHune o6o0poTa 6osiee YeM Ha
30% Hepena K Hegene

® Bbirpyska 2 pa3a B Hepgenio




Pa6oTa C OTTOKOM

PocT knueHToB 13 Lapse (aBrycr)

Boipocnu camu 35%

C nomouls meseaxepa 65%

200

150

100

50

Buinu 8 Lapse B aBrycte

[lo3soH

Octanucs B lapse

O



MeTpUuKun, KoTopbie He NpoLuu:

® JIMNKOCTb
® KayecCTBO peK/aMbl

® KonmmyectBO KaCaHUU C
NnoJib3oBaTesiemM




KaK Bnuuaem




KaK Bnuuaem

® [loMoraem




KaK Bnuuaem

® [loMoraem
® Y3HaeM uenu KIneHTa




KaK Bnuuaem

® [loMoraem
® Y3HaeM uenu KIneHTa

® 3aKpblBaeM NMoTpebHOCTU




KaK Bnuuaem

® [loMoraem
® Y3HaeM uenu KIneHTa

® 3aKpblBaeM NMoTpebHOCTU
® PaboTaeM Cc BO3paXXeHUAaAMMU




MeToaAUKMU




AHanuM3 Nyt noJjib3oBaTtens

SanycK peKnambl

Peructpauma SS

Parscrzaaen vezes emal

Parscezecen vezes s cete

1

. CospaHue aKKayHTOB __
PEKIaMHbIX CACTEM

- BKonTakTe

- Angekc.[iupekT

- Facebook

- TikTok

. myTarget

- BHEwW NI aKKayHT

- Mpoxoxgerue MoaepaLym
B

PeKNaMHble aKKayHTbl

B

Cospanue pexnambi:
KonuposaHue eLama

@ T e

- Pabora c pexnamoi & eLama

—— TepeBog Ha PEKNaMHbIIM aKKayHT

- . CospaHue pexnambi:
C Hyna 8 Google Ads
e W KONWpOBaHHe
: Google Ads Editor
==
. - MpoxoxpaeHne Mogepayumn
BHEWHNI aKKayHT
=)
S —
- Onnava xabusieta eLama
- Opuauyeckoe nuuo
BHYTpeHHMI aKKayHT Cosg; pexnam! & Facebook -

e (KOMMPOBAHME M YEPES HALL HHCTPYMEHT)

P —.

e e

v e

- Cospatue pexnamsl B TikTok
- TMpoxoXaeHne MOgepaumn -

Co3aHue 1 HaCTPOHKa
i peKnambl

_ [lononuuTenbHble AOCTYNbI B

. Mmnopt nugos us
couManbHbIx ceTen
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MeToaAUKMU

® OH60PAOVHI M MOMOLLb B MOHUMaHUU
LLEHHOCTU NPOAYKTa
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MeToaAUKMU

® OH60PAOVHI M MOMOLLb B MOHUMaHUU
LLEHHOCTU NPOAYKTa

® PaboTta ¢ KOHPNUKTHbIMU KENCaAMU
® Upsale




MeToaAUKMU

OHO6OPOUNHT Y MOMOLLLb B MOHUMaHUU
LLEHHOCTU NPOAYKTa

Pab6oTa ¢ KOHONMKTHbIMU KENCAMU
Upsale

AKTmBaumna PC




MeToaAUKMU

® OH60PAOVHI M MOMOLLb B MOHUMaHUU
LLEHHOCTU NPOAYKTa

Pab6oTa ¢ KOHONMKTHbIMU KENCAMU
Upsale

AKTmBaumna PC
PaboTa C OTTOKOM




MeToaAUKMU

® OH60PAOVHI M MOMOLLb B MOHUMaHUU
LLEHHOCTU NPOAYKTa

Pab6oTa ¢ KOHONMKTHbIMU KENCAMU
Upsale

AKTmBaumna PC
PaboTa C OTTOKOM
[My6nmKaumm ycneLlHbIX KENCOB




Axktusauumn PC

"3anycTun’

‘OTnoxun'

% ycnelwHbIx

bes AOTM

% NOo HalWKUM
peKOMeHAaUMAM




[ToueMy cTOMT
BHeaApuTtb CS
noaxon?




Mouemy cTout e e s
BHeapuTtb CS
noaxon?

HOBDbIX.




[ToyeMy cTOmT
BHeaApuTtb CS
noaxon?

Pa3BuBaTb TeKyLunx KJ;imueHToB
Agewiesrie, 4HeM npuB/eKaTb
HOBDbIX.

NMoMoraeT KJIMeHTaM nony4aTtb
LLeHHOCTb OT NPOAYKTa U
NOBbILLUAET UX NOAJNIbHOCTb




[ToyeMy cTOmT
BHeaApuTtb CS
noaxon?

Pa3BuBaTb TeKyLunx KJ;imueHToB
Agewiesrie, 4HeM npuB/eKaTb
HOBDbIX.

NMoMoraeT KJIMeHTaM nony4aTtb
LLeHHOCTb OT NPOAYKTa U
NOBbILLUAET UX NOAJNIbHOCTb

YBenuumBaeT goxon




ﬂ elama

Cnacu6o!

AHacTacua borgaHoBa : .'.““
PykoBoauTenb Cny»6bl 3a60Tbl Elama
bog-nastya@yandex-team.ru

@NASTESHIK




