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Call / Contact center: o6ecneueHumne adhbdekKTUBHOM PaboThbl
M MOBbILUEHME KayecTBa OOCNY)XMBaHUA

dopmMaT obyyeHUsa: OyHo | OHNamH

CpoK obyueHuns: 2 OHsA

Bpema npoBegeHuns: exxegHeBHo ¢ 10:00 go 17:30
[NaTta Hayana: 20.04.2026

BbloaBaeMble JOKYMEHTbI: YOOCTOBEpPeHre O NOBbILUEHUN KBanndukaumm
nnn Ceptudumkat Moscow Business School

[MporpamMma obyyeHunsa
JeHb 1

OpraHunsaumsa paboTsl Call / Contact center

CTpyKTypa U MexaHun3Msbl paboTbl Call / Contact center

3apaumn Call / Contact center

Buagbl cTpykTyp Call / Contact center

CxeMa pacnpepneneHna dyHkumm BHyTpu Call / Contact center
OpraHusaumsa paboTbl Call / Contact center

Onopa Ha cTpaTerno BmMsHeca N MMetLmMeca cTpaTermyeckme Lenm

MpaKTUKYM: «AHaNM3 opraHmn3aLnMoHHOM CTPYKTYPbI U pacrnpeneseHms
dyHKUMM cBoero Call / Contact center»

ABTOMaTM3aLUSA: NOMb3a U cNOCcobbl MPUMEHEHUS MPOTrPAMMHbIX PeLLeHUN

3HAKOMCTBO C MHCTPYMEHTaMn 1 onpepeneHmne Heo6xoanMMoCTHn
nX NCrnoJib3oBaHWMA

e TenedoHHaa CTaHUMA C CUCTEMOM aBTOMATUUYECKOTO
pacnpeneneHunsa BbizoBoB (Automatic Call Distribution)
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NHTepakTnBHOE peyeBoe B3ammogencteme IVR (Interactive Voice
Response)

OT4yeTHOCTb 1 ynpaBneHne CMS (Call Management System)
KoMmnbloTepHo-TenedoHHaa nHterpauma (Computer Telephony
Integration)

ABTOMaTUYECKNIN NCXOOALLMNN OO3BOH

Ba3bl 3HaHMM onepaTopoB (Knowledge Management)

KoHTpoib KayecTBa paboTbl onepatopoB (Quality Management)
YnpaBsneHune B3anmopgenctemem ¢ knmeHtamm CRM (Customer
Relationship Management)

OpraHunsauma padouyero BpemeHu onepatopoB (Workforce
Management)

[MPaKTUKyM: «AHaNM3 HEOBXOOANMOCTU NPUMEHEHNA aBTOMAaTM3aLMK
B CBOEWN OpraHm3aumnm»

OpraHunsaumsa pabounx npoueccos Call / Contact center

e OnpepeneHve cTtaHOapToB KayecTBa cepsuca: KPI gng Call /

Contact center

e OpraHmsaums npoLeccoB KOPPEKTHOTro n addektTnHoro VR,

callback, TenemapkeTnHra, Welcomecalls, npogaxun Ha BXOASALLLEM
3BOHKE OOMNOJIHUTENbHbIX ycnyr, TexHonorua Cross sale onsa
OENCTBYIOLWUNX KIIMEHTOB, CErMeHTaLUMAa KIIMEeHTCKOW 6a3bl

e Crniocobbl ynyylieHmsa nokasatenenm KPI

MpakTukyM: «OnpeneneHne HanpasneHnm passmntna ceoero Call / Contact
center, ncxonoa m3 ctpaternm GmnsHeca, n Bblbop ueneBbix KPI»

HeHb 2

Ob6ecrneyeHne KayecTBeHHOro obcnyxumnsaHua B Call / Contact center

YnpaeneHue yaoBneTBOPEHHOCTbIO KJIMEHTOB

e CocTaBfaloLLME KAYEeCTBEHHOIO OOCYyXXMBAHUSA
e OueHKa yooBNeTBOPEHHOCTU KIIMEHTOB
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e Cnocobbl NoNlyyeHns obpaTHOW CBA3U OT K/IIMEHTOB
e [lopoep>XaHme NoASIbHOCTU KIIMEHTOB

NpakTukyM: «OnpepeneHue 6amxanmnx Waros AJg rnosbllLUeHUd
YOOBETBOPEHHOCTU KJIIMEHTOB»

Pa6oTa ¢ nepcoHanom Call / Contact center

e MoTuBauma, obyyeHne 1 KOHTPOJIb KaK OCHOBaA obecneyeHund
KaYeCTBEHHOIrO OOCNYXXVBAHUSA KJIMEHTOB

* MaTepuanbHaga MoTuBaLua coTpyaHmnkos Call / Contact center

* HeMaTepwuanbHas MoTmBauma coTpyaHukos Call / Contact center

[MpakKTUKyM: «BblpaboTKa KOMMNIeKca Mep Oa4a NnoBblLLUEHNA MOTUBALUN
coTpyaHukoBs Call / Contact center cBoer KoOMNaHUU»

Mop6op 1 obyyeHue cotTpyaHukos Call / Contact center

e OcobeHHOCTU Noabopa nepcoHana Call / Contact center

e ObyuyeHne COTPYOHMKOB Mpu Hanme

e DopPMbI N HanpasneHnsa odbyyeHua coTpyaHmnkos Call / Contact
center

KOHTPOIb KayecTBa OOCNYXKMBAHUSA

e KOHTPOSb C Onopon Ha uenesble KPI

e Crnocobbl KOHTPONSA KayecTBa paboTbl coTpyaHmkos Call / Contact
center

e BHYTPEHHSAS 1N BHELLHASA OLLeHKa KayecTBa OOCNY>XXMBAHUS

e O6paTHasa CBA3b MO UTOraM KOHTPONA KaK MHCTPYMEHT CTUMYNALMN

K N3AMeEHEHUNAM

[MpakKTUKyM: «Bbl6Op METOOOB KOHTPOIA KayecTBa paboTbl COTPYOAHUNKOB
Call / Contact center»
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