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CoBpeMeHHbIn Konn-ueHTp / Call center: o6ecneueHune
a3 dekTUBHOM PaboTbl U NOBbILLEHNE KAaYeCTBa
06 CNY>XMBAHUA

dopmaT obyyeHUa: OyHo | OHNamH

CpoK obyuyeHuns: 2 oHsA

Bpema npoBegeHuns: exxegHeBHo ¢ 10:00 go 17:30

JaTta Hayana: 20.04.2026

MecTo npoBegeHuns: JIEBHMHCKM NpocneKkT, A. 38A, ropoa MockBa

BbloaBaeMble OOKYMEHTbI: YOOCTOBEPEHME O NOBbILUEHUN KBaNnndukaumm
nnn Ceptudumnkat Moscow Business School

[MporpamMma obyyeHunsa
HeHb 1

OpraHunsaumsa pabotsl Call / Contact center

CTpyKTypa U MexaHun3Mbl paboTbl Call / Contact center

e 3apauun Call / Contact center

e Buabl ctpykTyp Call / Contact center

o CxeMa pacnpepeneHmna dyHkumm sHyTpmn Call / Contact center

e OpraHunsaumnga paboTbl Call / Contact center

e Onopa Ha cTpaTeruto BmMsHeca N NMelLLMeca CTpaTermyeckme Lenm

MpakTUKYM: «AHaNM3 opraHmn3aLnoHHOM CTPYKTYPbI U pacrpeneseHms
dyHKUMn cBoero Call / Contact center»

ABTOMaTM3aUMA: NOSIb3a U CNOCOObLI NMPUMEHEHUS MPOrPaMMHbIX pPeLleHnn

3HAKOMCTBO C MHCTPYMEHTaMM 1 onpegesieHne HeobxoanMoCcTH
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X MCnoJib30BaHWMA

e TenedoHHaAa CTaHUUSA C CUCTEMOWM aBTOMATUUYECKOIO
pacnpeneneHunda sbizoBoB (Automatic Call Distribution)

e IHTepakTMBHOE peyeBoe B3ammogencteme IVR (Interactive Voice
Response)

e OTyeTHOCTb M ynpasneHne CMS (Call Management System)

o KoMnbloTepHoO-TenedoHHasa nHuterpauna (Computer Telephony
Integration)

e ABTOMATUYECKUN UCXOOALLMNN OO3BOH

e Ba3bl 3HaHUM onepaTtopoB (Knowledge Management)

e KOHTpPOJIb KauecTBa paboTbl onepaTtopoB (Quality Management)

e YnpaBsieHMne B3anmogenctesmeM c knameHtamm CRM (Customer
Relationship Management)

e OpraHmsaumnga padoyero BpemMeHun onepatopoB (Workforce
Management)

[MpakKTUKYM: «AHaNN3 HeOBXOOMMOCTU MPUMEHEHNSA aBTOMaTU3aUNN
B CBOEW opraHm3saumm»

OpraHunsaumsa paboumx npoueccos Call / Contact center

e OnpepeneHve CTaHOapToB KayecTBa cepsuca: KPI ong Call /
Contact center

e OpraHm3saumsa npoLeccoB KOPPEKTHOro n addektTnHoro VR,
callback, TenemapkeTnHra, Welcomecalls, npoga»xun Ha BxogaLL.em
3BOHKE OONONIHUTENbHbIX ycnyr, TexHonoruna Cross sale ona
OENCTBYHOLMX KITMEHTOB, CerMeHTaUnsa KJIMeHTCKOM 6a3bl

e Cnocobbl ynyudlleHnsa nokasatenenm KPI

MpakTukyM: «OnpeneneHne HanpasneHum passmntna ceoero Call / Contact

center, ncxonsa n3 ctpartermm 6mnsHeca, 1 Belbop uenesbix KPI»

HeHb 2

Ob6ecneyeHne KayecTBeHHoro obcny»xmnsaHua B Call / Contact center
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YnpaBneHne ygoBIeTBOPEHHOCTbLIO KJIMEHTOB

e CoCTaBAlOLWME KQYECTBEHHOIO OOCNY>XXMBAHUS

e OueHKa yOoOBIEeTBOPEHHOCTU KIIMEHTOB

e Cnocobbl NonyyeHns obpaTHOM CBA3U OT K/IIMEHTOB
e [Togaep>XaHne NoANIbHOCTU KIIMEHTOB

MpakTnkyM: «OnpeneneHme 6amxanmnx waros oas nosbliLLUeHUA
yOOBNETBOPEHHOCTU KIIMEHTOB»

PaboTa ¢ nepcoHanom Call / Contact center

e MoTumBauus, obyueHre N KOHTPOJIb KakK OCHOBa obecneyvyeHus
KaueCTBEHHOIo OOCNYXXNBaHUA KITMEHTOB

* MaTepuanbHaga MoTuBaLua coTpyaHmnkos Call / Contact center

e HeMaTepwuanbHaa MoTuBauma coTpyaHukos Call / Contact center

[MpakTukyM: «BblpaboTKa KOMMIeKca Mep Aas NOoBbILLUEHUS MOTUBALMMN
coTpyaHukos Call / Contact center cBoer KoMNaHUU»

Mop6op un obydeHue cotTpynHukos Call / Contact center

e OcobeHHOCTU nogbopa nepcoHana Call / Contact center

e ObyyeHne cCoTpyagHNKOB NP Hamme

o DoOpPMbl N HanpaBseHus odbyyeHua coTpyaHmnkos Call / Contact
center

KOHTpO/Ib KayecTBa O0O6CTy»>XMBaAHUSA

e KOHTPOJSIb C ONMopoun Ha uenesble KPI

e Crocobbl KOHTPONA KayecTBa paboTbl coTpyaHnkos Call / Contact
center

e BHYTPEHHSAA U BHELLHAA OLEeHKa KayecTBa OOCy»XMBAHUA

e O6paTHas CBA3b NO UTOraM KOHTPONA KakK MHCTPYMEHT CTUMYNALUNN

K N3AMeEHEHUNAM

MpakTUKyM: «BblBOp MeTOO0B KOHTPOIA KayecTBa paboTbl COTPYAHVUKOB
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