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KnueHTtckuum onbiT.cdomn_MAI_H/C

Y10 no3sondet caenaTtb RFM-aHanns?

Kakon 13 cneayouwmx KaHasnoB He oTHocuTcs K CRM-KOMMyHuKauumumn?
KakoBa OCHOBHas 3aja4va KJIMEHTCKOW NOOLEPIKKN?

YT1o Takoe NPS?

Y10 o3Ha4vaeT ROPO?

Kakoi 13 cnegyrolimnx BONPOCOB NOMOraeT aHaIM3nMpoBaTbh AMHAMUKY
ROPO?

Y10 Ba>XHO A1 poOpMUPOBAHNA € ANHOIr0 KJIMEeHTCKOro onbiTa npu
OMHWKaHaJ/IbLHOM B3aMMoO4encTBmmn?

Kakoin ns3 cnenywouwmx nyHKTOB He SBASETCS 3a4adven
CRM-mapkeTuHra?
YT1o BKOYaeT B ceba "csoboay n KOHTposb" B t03abunntin?

Kakoin n3 cnepynowmx nyHKTOB He OTHOCUTCA K 3a4a4aM, KOTopble
pewaeT CRM-MapKeTUHr?

Kakon 13 criegylowmx acnekToB BaXKeH A4 co3fgaHuns ycnewHoun e-mail
paccblKn?
Kakoin 13 crnefyoLwmx Bonpocos MoxeT bbiTb 3agaH B NPS-onpoce?

Kakonm 13 cnenyowmx acrneKkToB BaXkKeH 11 co3aaHmsa yaobHoro
MHTepdenca canta?

Kakon 13 cneayouwmx acCnekToB BaXKeH A8 MOHUMaHUA nyTun
nosab3oBaTensa?

BboibepeTe KOppeKTHYO dOpMyy, N0 KOTOPOW paccymTbiBaeTcs NPS:

OMHUMKaHaNbHada Moaesib NMO3BOJISET:

Mpouecc oHNanH-bpoHNpPOBaHMA ToBapa N NOCAenyloLWero Nnoay4yeHuns
ero B opsiavH-mMara3smHe - 3T0:

ORCIOIONCAGIOAORCIOROROROI0I0I0J0)0.

YTOo He BKJIlOHaeT yBeJn4eHne KoMmmep4eCknx MeTpuk:

CaMblih BbICTPbIN crocob cBA3M — MecceHaXep (KJIMKHM MO MKOHKE, N AnaNior OTKPOeTCs)
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B yem 3aknto4yaeTcs ocHoBHas 3agadya ROPO?

Ha kakoMm 3kpaHe e-mail nucbMa Heobxoammo NybaMKoBaTb CaMylto
HY>XHY0 MHopMauunio?

Bbl ynpaBfsieTe UHTEpPHET-Mara3nHoOM, KOTOpPbI NpogaeT oaexay. B
nocnenHee BpeMs Bbl 3aMETUJIN, YTO YPOBEHb YA 0BNETBOPEHHOCTU
KJIMEHTOB CHMXXAeTCs, a KOJINYeCTBO BO3BPATOB yBe/NYNBaETCA. Bbl
pewnan NpPoBecTU aHaNM3 U YNy4LlWnUTb KINEHTCKUIA onblT. Bonpoc:
Kakoe n3 cnepyoowmx gencteui bynet Hanbonee ahpeKTUBHLIM AN
YyNyYLWeHNs KJIMEHTCKOro onbiTa?

Kakol 3Tan BOPOHKKN OTBeYaeT 3a (hopMUpPOBaHME Y3HABAEMOCTM
6peHpna?

KakoBa ocHOBHas 3agada 3Tana Consideration?

Kakyto mogenb 3akynku obosHavaeTt CPC?

Kakoin n3 cineayowmx TUNoB aTpnbyumm y4nTbiBaeT TOJSIbKO MOC/eaHNN
KJINK?

Kakoi n3 a3TanoB COCTaBJIEHNS aBaTapa KJIMeHTa naeT nepsbiM?

Kakoin ns3 cnegywowmx nyHKTOB ABASETCHA OLUMOKON Npu COCTaBEHNM
aBaTapa KJineHTa?

YTo aBnseTca ocHoBHOW 3anadven CJM?

Kako MHCTPYMEHT BU3Yann3npyeT KJINEHTCKUIA OMbIT NpK
B3aUMOAeNCTBUM C NPOAYKTOM?

Kakoi n3 aTanoB BOPOHKN He BK/OYaeT B cebsa npsmoe
B3aMMOOeNCTBME C KJINEHTOM?

Kakon ns cnepyoowmx akTopoB He BJINSAET Ha NPUHATME peLlleHns o
rnokynke?
Y10 Takoe "MHpob60on" B KOHTEKCTE aBaTapa KIneHTa?

Ha KakoM 3Tane BOPOHKM MPOUCXOAUT HEenocpeacTBEeHHasa NoKynka
npoaykTa?

Y10 nogpasymeBaeTcsa noa "TpeBoron n 60A3HbLIO NepemMeH" Npm CMeHe
npoaykrta?

Kakom 13 cnenyowmx nyHKTOB HE ABASETCS 3JIEMEHTOM
MapKeTuHrosom gopmysbl AIDA?

CaMblih BbICTPbIN crocob cBA3M — MecceHaXep (KJIMKHM MO MKOHKE, N AnaNior OTKPOeTCs)
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Kakon 13 crefyouwmx MeTogoB He OTHOCUTCSA K aTpubyunm?
YTo Takoe Mmogenb aTpnbyunn?

YTo Takoe aBaTap KJMeHTa?
Kak Ha3blBaeTCsa NyTb, KOTOPbIN MPOXOAUT KJIMEHT OT BO3HUKHOBEHUS
noTpebHOCTM A0 NMOKYNKn?

Kakoin ns3 cnepyowmx nyHKTOB OTHOCUTCSA K Mogenu 3akynku CPA?

Kakoin anieMeHT He ABNgeTCa YacTbio customer journey map?

Bbl paboTaeTe B KOMaHAe, KoTopasa pa3pabaTbiBaeT HOBbIN
WHTepHeT-MarasnH no npogaxke cnopTMBHOW ogexxbl. Bawa 3apaya —
co3paTtb Customer Journey Map, 4ToObl MOHATb, KaK KJIMEHTbI
B3aMMOAENCTBYIOT C Bawunm 6peHAOoM Ha pa3HbIX 3Tanax MoKynku.
Bornpoc: Kakoin 3nieMeHT He [oJ1XKeH BkYaTbcsa B Customer Journey
Map?

Kakol 3Tan BOPOHKN OTBEYaeT 3a (hOPMMPOBAHNE Y3HABAEMOCTMU
bpeHpa?

KakoBa ocHOBHas 3aaada 3Tana Consideration?

Kakyto mogenb 3akynku obosHavaeTt CPC?

Kakoin n3 cnegyowmx TUNoB aTpnbyumm y4nTbiBaeT TOJSIbKO MOC/eaHNN
KINK?

Kakown 13 3TanoB COCTaBJ/IeHNs aBaTapa KJIMeHTa naeT rnepsbiM?

Kakon 13 criefyowmx nyHKTOB ABASeTCA OWMOKON Npu cocTaBsieHUn
aBaTapa K1mneHTa?

Y10 aBNnaeTcs ocHoBHOW 3agaven CJM?

Kako MHCTPYMEHT BU3Yyann3npyeT KJINEHTCKUA onbIT Npu
B3aUMOAENCTBUM C NPOAYKTOM?

Kakoi n3 3TanoB BOPOHKN He BKJOYaeT B cebs npsamoe
B3auMOLenCTBUE C KIMEHTOM?

Kakon ns3 cnepymnowmx akTopoB He BJINSAET Ha NPUHATME peLlleHns o
nokynke?

CaMblih BbICTPbIN crocob cBA3M — MecceHaXep (KJIMKHM MO MKOHKE, N AnaNior OTKPOeTCs)
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YTo Takoe "MHpobonn" B KOHTEKCTE aBaTapa KJMeHTa?

Ha KakoM 3Tane BOPOHKM NPOUCXOAUT HEMocpeaCcTBEHHAs NMOKynKa
npoaykrta?

YTo nogpasymeBaeTcsa non "TpeBoron n 60A3HbIO NepeMmeH" npm cMeHe
npoaykTta?

Kakoin n3 cnenyowmx nyHKTOB HE ABNSETCS 2J1IEMEHTOM
MapKeTuHroson popmysbl AIDA?

Kakol n3 cnegyowmx MeTo0B HE OTHOCUTCS K aTpmbyunmn?

OMHMKaHanbHaa MoAesb NO3BONSAET:
Mpouecc oHNanH-b6poHMpPOBaHMA ToBapa N NocaenyoLero nojy4yeHuns
ero B ohslanH-marasuHe - 3To:

YTO He BKJIlDYAET yBesin4eHne KoMMep4eCKNX MeTpuk:

B yeM 3aknovyaeTca ocHoBHas 3agadva ROPO?

Ha KakoM 3kpaHe e-mail nncbMa Heobxoammo nybamMKoBaTb CaMyto
HY>XHYI0 MH(OpMaUKnio?

Y10 no3sonsgeT caenatb RFM-aHanns?

Kakoin ns cnegywowmx KaHanoB He oTHocuTcsa K CRM-KoMMyHUKaumnmn?
KakoBa OCHOBHas 3aja4va KJINEHTCKON NOAAEPXKKN?

Y10 Takoe NPS?

Y10 o3Ha4vaeT ROPO?

Kakon 13 cneayloLliMx BONPOCOB NOMOraeT aHaIM3MpoBaTbh AUHAMUKY
ROPO?

YT0 Ba)kHO 419 POPMUPOBAHMSA €ANHOI0 KJIMEHTCKOro onbiTa NMpw
OMHMKaHaJIbHOM B3aMOAENCTBNN?

Kakoin ns3 cnepynowmx nyHKTOB He SBISETCS 3a4a4en
CRM-mapkeTuHra?

OROROGROIOI0I0ICIOXOIOIONOIOIOROROROIO)

YT1o BKOYaeT B ceba "csoboay n KOHTposb" B t03abunntin?
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Kakoin ns cnepyowmx nyHKTOB HEe OTHOCUTCA K 3a4avaM, KOoTopble
pewaeT CRM-MapKeTUHr?

Y10 o3HavaeT TepMuH UX?

Kakoe onpepesieHne COOTBETCTBYET t03abnnmtn?
Y1o Takoe CRM-MapKeTuHr?

Y1o aHanmsupyeTt RFM-aHanmns?

Y10 nsmepsaet NPS?

Kakoe onncaHue otHocuTtca K ROPO?

Y1o nogpasymesaeT Click and Collect?

Y10 o3HavaeT punoxxutan?

YT1o Takoe Buy Online, Pickup in Store (BOPiS)?

Kakoe 13 cnefywoLwmux yTBEpXAeHNn BEpPHO 414 t03abnnmtin?

Kakon n3 cnepymuwmx 3/ieMeHTOB He ABNSETCH YacTbio
CRM-mapkeTuHra?

Kakown n3 cneagyrwumnx MetToaoB NCMOoJib3yeTCcd oA NaMepeHus
NOANBHOCTU KJINEHTOB?

Kakon 13 cneayouwmx acnekToB He OTHOCUTCA K PUOXKNTANIbHbIM
KOMMYHUKaUNAM?

Kakon 13 cnegyowmx MeTonoB NOMOraeT YAYyYWNTb KJIINEHTCKUN
onbIT?

YTo Takoe ceMaHTM4eckKoe a4p0o 3arnpocoB Npu onncaHMmM aBaTtapa
KJINeHTa?
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MNyTb nonb3oBaTtenda B CJM - 3TO paclUMpeHHasa BepCcus...

Kakowm sTan cnefyeT nocse coBeplueHns NokKyrnku rno mogesnn AIDA?

Kaprl nMyTn NoJib30BaTesid, COCTaBJIeHHblE Ha OCHOBE CXOXXero orbiTa
HEeCKOJIbKMX MoJib30BaTeNen - 3To:
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Mopenb D2C - 3T0:
K OHNnamH-KaHanam B3aMMOOEeNCTBUSA HE OTHOCSHAT:

Y10 onucekiBaeT Userstory?
Kakon wabnoH ncnonb3yT B MmeTogonorum JTBD npu HanucaHum job
stories?

Y10 Takoe mid-roll?

YTO He BKJIIOYAET MeaunHasa peknama?

Mpn NOCTPOEHUN BOPOHKUN C HYNS UM ONTUMU3ALNN pPeKNaMbl
HeobxoO4nMMO Ha4YMHATb:

Ha 4To HanpaBsieHa MeaunHasa peknama?

YTo He oTHOCUTCSA K KaHany Direct marketing?

Bbl paboTaeTe B KoMaHAe, KoTopas pa3pabaTbiBaeT HOBbIN
MHTEepHeT-Mara3vH rno npofake KocMeTukun. Bawa 3agaya — co3naThb
Customer Journey Map, 4T0bbl MOHATb, KaK KJINEHTbI B3aUMOLENCTBYIOT
C Bawunm 6peHAOM Ha pa3HbIX 3Tanax NMoKynkn. Bonpoc: Ha kakom
3Tane KJMEHT MOXXeT CTOJIKHYTbCS C NnpobnemMamm, CBA3aHHbIMU C
BbIOOpOM pa3mepa nauv useTta?

OO OOEHOO®EE

Bbl 3anyckaeTe e-commerce nNpoekT no npogaxxe obysn 13
HaTypasibHOW KOXXW. Balla 3agava — co3faThb aBaTap KAMEHTa, 4TobbI
neTanbHee n3yunTb ayanToputo bpeHaa. Bonpoc: Kakon n3
cnefyruwmnx acnekToB He ciefqyeT Y4YuTbiBaTb NPU CO30aHNM aBaTapa
KJIMeHTa gNnda e-commerce npoekTa?

Bbl yripaBfisieTe UHTEPHET-Mara3mMHoOM, KOTOPbI MpoAaeT ToBapbl A
noma. B nocnegHee BpeMs Bbl 3aMeTU/IN, YTO YPOBEHb
YIOBNIETBOPEHHOCTU KJINEHTOB CHUXXAETCS, a KOJIMYECTBO BO3BPATOB
yBenMymBaeTCs. Bbl pelwnnm npoBecTn aHaan3 n ynyydnTb
KJIMEHTCKWUIA onbIT. Bonpoc: Kakoi 13 criefyrowmx noaxonos K
06CNY>XMBAHUIO KJIMEHTOB MOXKET YYYLLINTb UX NOASIbHOCTb?
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