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OnbIT

CaHnKT-lNeTepbyprckni focyaapcTBEHHbIN YHUBEPCUTET
University of California at Berkeley

University of London, Imperial College Management School
Procter & Gamble

Gartner Group

Kimberly-Clark

Mayne Pharma

Anbda-baHk

MpomcBA3bOaHK

KUT ®nHaHC (MHBECTUUMOHHBLIN BaHK, CTpaxoBas KoMNaHus, bpokepcKas
KOMMNaHWUA, NEHCUOHHbIN POoHA, BraroTBOpUTENbHBIN GOHA)

®dunHaHcosas MNpynna BKC (bpokepcKkaa KomnaHusa, 6aHK, ynpaBasatoLLLas
KomnaHwus, private banking/wealth management)

a Takxke N/ Creative Media, CmapTt Tenekom, Tepuaku Npunb n np.



Harpaapbl

Best product launch 1999/Germany/Lebensmittel Praxis

OunpekTop no mapKetTnHry 2005 (PuHaHcoBble ycayru)

CynepbpaHg 2005-2007, Best Russian Brand 2006-2008

Camaa HapogHaa Peknama 2006, nyqywasa Urposasa Peknama 2006

CambI¥ LeHHbIN duHaHcoBbIn 6pena 2006 (Interbrand)

Best European Co-Brand Programme Launch 2006 (Mastercard)

Ton 5 MapkeTtuHrosbin Aunpektop 2006 (HaumoHanbHbIM BaHKoOBCKUI HypHan)
KpeaTtus roga 2007 (The Retail Finance)

Naypeart penTtnHra 1000 meHegkepoB Poccum 2008-2011 (KommepcaHTb)
Global Retail Leadership Award 2008 (Global Retail Congress, A3ns)

UHTepHeT-6aHK Nel 2010 (penTunHr canta banki.ru), Ne2 2010 (penTuHr
)KypHana «PurHaHC»)

KoHTakT-ueHTp Nel 2010 (penTtnHr HaumoHanbHoM Accounaumm KOHTaKTHbIX
LleHTpoB)
«CrapTt roga» 2012 (SPEAR’S Russia Wealth Management Award)



CeroaHA

KAaneHTCKuM onbIT
BanaHune aguaxKutanmsaumm
BaHKOBCKWUW OMNbIT U TPEHAbI

Bonpocbl Ana obecyaeHus



KnneHTckut onbit/
Customer Experience

Monb3oBaTenbCKUM onbIT (User experience)
— bbicTpo, nerko, yaobHo, NOHATHO
— “llonkHo pabotatb”/“hygiene factors”
— C pa3BUTMEM PbIHKOB MEHbLLE KOHKYPEHTHOMO M LLEHOBOIrO NPENMYLLECTBA
KnneHTcKkmit/notpebutensckuit onbiT (customer experience)
— [1OCTOSIHHbIW, NONOXUTENbHbIN, BOBNEKAIOLLUMA
— HaueneH Ha pe3ynbtaT 1 amounmn/”time well spent”
— [o3BonsAeT MOHETM3UPOBATb BPEMSA U NOBbLICUTb LLEHY
(BC>PC>) Customer Centric >> Relationship Centric
— WHTEHCMBHbIe Kpocc-npoaaxu >> oTHoweHua/CRM
— ®OKyC Ha UMKNaX, LMKAUYECKMX noTpebHocTax n nokynkax/CLV
— Kro Bnageet otHoweHUAMN? CKONbKO IET KAMEHT C Bamun?
— [lpoayKToBble NOKasaTen >> JKOHOMUKA KIMEHTA
— JloBepue, BOBNEYEHME B AONTOCPOYHbIE OTHOLIEHMS, CO34aHME IKOCUCTEMDI
— TexHo/n0rMu No3BONAKT NPEANOKNTb MHAMBUAYAIbHBIN NOAX0A4,



Bananune undpposmnsaumnm

MoTpebutenbCKUm onbIT N OXKUAAHNA MEHAOTCA >> ya0bcTBO U
HeoTnoXHocTb/immediacy >> cmeHa napagurm/disrupted experience

1996 — 1-a BonHa undpposon cmeHbl napaaurm (Cochrane/SAP CE/CMO)
— 1997 — 1-bIt emenn
— 1998 — paboTta oHNaMNH
— 1999 — 6usHec npuxoanT B UHTEpPHET

2006 — 2-a BosiHa (2 technology/1 consumer disruption)
— 2006 — Facebook
— 2007 —iPhone
— 2008 — dpMHaAHCOBbIM KPU3NC/PbIHKM AOMKHbI CO34aBaTb NOTpebHOCTM/NCNoNb30BaHMe
AaHHbIX N8 NpUoBpPEeTEHNA U KOHBEPCUN
2016 — 3-a BosHa (iot — internet of things, cbop aAaHHbIX)
— 2017 — MawwnHHoe obyyeHune (ML) n gononHeHHana peanbHocTb (AR)
— 2019 — consumer disruption/cbop aaHHbIx/Cambridge Analytics
C60p AdaHHbIX ANA 3HAYUMOTO Pa3roBsopa C KAMeHTamun, anAa rnpaBuJibHbIX LI,EI'IGVI,

Ans posepusa — proper use of data («f 3Hato, KakMe AaHHble CObMPaOTCA U KaK
6yayT UCMOb30BaTLCA») — ANA MOMOLLUM KINEHTaM B JOCTUMNKEHUUN Lenei



BanaxHue Digital Ha 6usHec/MmapKeTUHr

* DMEXCO 2018-19

(Digital Marketing Exposition & Conference)

— Artificial Intelligence (Al)

— E-privacy/General Data Protocol Regulation (GDPR)
— Voice/Image/Video technology

— Augmented Reality (AR)

— Data Intelligence (DlI)

— Deep/Reinforced Learning (DL/RL)

— Omni-channel marketing



Deep/Reinforced Learning (DL/RL)

Traditional (Rule Based/Supervised Learning): static profiles (age, gender,
education, income level, zip code)

Deep Learning: dynamic attributes (search intent, content consumption trend,
buying behavior pattern, real-time location, user preferences)

Reinforced Learning: intelligent actions with Al (prediction, recommendation,
personalization, dynamic optimisation)

— Complex decision making procedure

— Self-training & reward-based optimisation

— Discovering new patterns

Mpumep (Cheng/Baidu): customized creatives corresponding to different
TAudience

— Cars/Jaguar — Premium Classy/Young Outdoor/Handsome Appearance/Dynamic
Performance/Luxurious Interior/Terse Design

— Audience pre-launch (7 TA groups, 6 Creatives) +58% launch date search

>> [ntentional Reach launch (coverage and retargeting with splash and feed ads)
+127% price search

>> Post-launch (7% TA retargeting) +83% test drive video search



McKinsey, Customer Journey u ap.

* McKinsey: Managing CE transformation in banking (10/2019, mckinsey.com)
— W3 50 kKpynHenwunx mexkayHapoaHbix 6aHkoB 3 13 4-x obewatoT CE TpaHchopmaumio

— CLV yooBneTBOpEHHOroO KANEHTA, rOTOBOro peKoMeHA0BaTh HaHK CBOMM Apy3baAMm, B 5-8 pa3
Bbllle, YeM Y KAMeHTa ¢ oTpuuyatenbHbim CE

— Be3ynpeyuHblit KNIMEHTCKUI ONbIT MOXKET HbITb PaBHOLLEHEH NPEBOCXOAALLEMY KOHKYPEHTOB
NPOAYKTY nnn brusHec-npoLeccy >> Bbille I0ANbHOCTb, HUXe cebecToMmMOoCTb, PaboTHUKM
cyactiMBee, A0X0Abl U NPUBLING Bbille

— TpaHchopmaums Kpocc-GyHKLMOHaNbHanA, GOKYC Ha LeHHocTu/value n macwTabmupyemoctu
— [pobnembl: oTcyTCcTBME «NEFKUX NobBeny, «be3 notpebutensa», «6e3 maclwtabuposaHma»

* Uwunknbl (CAC, CLS, CEC, CLC) >> Customer Journey >> CLV

* Amazon:
— 50% amepuKaHuUeB obLLatoTcs ¢ 6oTamm B YaTax KaxKayto Heaento

— Data Driven Value Chain, TepabaiTbl AaHHbIX, 06/1a4Hble TEXHO/IOTMN — He0HXoANMbI
NpPaBU/ibHblE peLleHun

— 10 mnH yctpoiicts Alexa npoaaHo >> npoaaxu yepes HUX Ha S2 mapa,
e (CbepbaHk:
— Brandperformance: co3gaHue skocuctembl
— Mobile first, npo3payHocTb M aBTOMaTM3aumA (real-time dashboards n W)
— Mowuck npobenos B notpebutenbckom nytu/onbite (gaps in CJ)

* TexHonornyeckme U KOMMYHMKaLMOHHbIE KamMMnaHUKU, TOProBble CeTn, PeCTopaHsbl,
[0CTaBKa



Bonpocbl agna obcyxKaeHus

Kak umdpoBu3auma BIUSAET Ha NOTpebutenbckoe
nosegeHue?

KaK nameHunca notpebumutenb pUHaAHCOBLIX YCAYr?

KaK nameHunnocb notpebutenbckoe nosBeaeHme Ha
dUHAHCOBbIX PbIHKAX?

KaKkoBO BAMAHUE ANAKUTANN3ALUNN HA KNIUEHTCKUMN
BbIOOP 6HQHKOBCKMX NPOAYKTOB M YCAYT?

Kakne HOBble TEXHO/IOTMK UCMONb3YIOTCA BaHKammn?

Kakune oTpuuatTenbHble N MONOKUTENbHbIE CTOPOHDbI
nmeeT BHegpeHne NCKycCTBEHHOIo MHTEN/IEKTA B
baHKax?



Cnacmbo 3a BHMMaHue!

Bonpochl:
kirill.turbanov@gmail.com



