
ȴȰȞȸ ȺȾ CUSTOMER JOURNEY 
Ȼȼȴ ȿȷȿɃɄȱȹȴȴ ȽȱȼȮȴȽȬ

ȹɌɞɌɗɔɫ Ƚɛɜɚɏɔɝ



ȻɚɓəɌɖɚɘɔɘɝɫ
ʈʫʢʦʚʦʞʫ ʢʣʠʝʥʪʩʢʠʤ ʦʧʳʪʦʤ ʚ OZON

Ex-ʛʣʘʚʘ UX ʣʘʙʦʨʘʪʦʨʠʡʄʝʛʘʌʦʥʘ ʠ Mail.Ru

ɿʘʥʠʤʘʶʩʴ UX-ʠʩʩʣʝʜʦʚʘʥʠʷʤʠ ʩ 2007 ʛʦʜʘ



ñ ɩɞɚ əɑ ɞɚɗɨɖɚ ɢɑəəɧɕ ɘɑɡɖəɔɒɖɔ

1,5 ʤʣʥ

ʫʥʠʢʘʣʴʥʳʭ 
ʧʦʩʝʪʠʪʝʣʝʡ 
ʢʘʞʜʳʡ ʜʝʥʴ

ʕʣʝʢʪʨʦʥʠʢʘʊʦʚʘʨʳ ʜʣʷ ʜʦʤʘɼʝʪʩʢʠʝ ʪʦʚʘʨʳ

*ɼʘʥʥʳʝ OZON, ʦʩʝʥʴ 2018

Ⱦɚɛ-3 ɖɌɞɑɏɚɜɔɔ:

>70 000 1,6 ʤʣʥ
ʟʘʢʘʟʦʚ 

ʜʦʩʪʘʚʣʷʝʪʩʷ 
ʝʞʝʜʥʝʚʥʦ

SKU



Ȼɜɚɢɑɝɝ 
ɎɚɓɎɜɌɞɌ



Customer Journey 
əɑ ɖɌɖ ɖɜɌɝɔɎɌɫ ɖɌɜɞɌ, 
Ɍ ɖɌɖ ɛɜɚɢɑɝɝ



ȻɑɜɎɧɕ ɛɚɐɡɚɐ

Å ʆʧʪʠʤʠʟʘʮʠʷ ʙʠʟʥʝʩ-ʧʦʢʘʟʘʪʝʣʝʡ

Å ʉʥʠʞʝʥʠʝ ʠʟʜʝʨʞʝʢ

Å ʄʠʥʠʤʠʟʘʮʠʷ ʬʨʦʜʘ

Å é..

Å ʀ ʥʠʯʝʛʦ ʧʨʦ ʢʣʠʝʥʪʘ L







ȮɚɓɎɜɌɞ ñ
ɍɚɗɑɎɚɕ ɛɜɚɢɑɝɝ



1
ȿɝɗɚɎɔɫ

2
Ȼɜɚɢɑɝɝ

3
ȶɚɘɘɟəɔɖɌɢɔɫ



Åɹʦʣʴʰʦʡ ʩʨʦʢ ʚʦʟʚʨʘʪʘ

Åɻʘʨʘʥʪʠʷ/ʨʝʤʦʥʪ

Åɹʝʟʫʩʣʦʚʥʳʡ ʤʘʥʠʙʝʢ

ȷɚɫɗɨəɧɑ ɟɝɗɚɎɔɫ



ȿɗɟɣɤɌɑɘ ɛɜɚɢɑɝɝ:
ɝəɌɣɌɗɌ əɌɖɔɐɌɗɔ 
ɖɑɕɝɧ ɌəɌɗɔɞɔɣɑɝɖɔ



Ƀɞɚ ɐɌɗ əɌɘ ɌəɌɗɔɞɔɣɑɝɖɔɕ CJM?

Å ɺʠʜʝʥʠʝ ʧʨʦʮʝʩʩʘ ʩ ʪʦʯʢʠ ʟʨʝʥʠʷ ʢʣʠʝʥʪʘ

Å ʇʦʩʪʨʦʠʣʠ ʧʝʨʚʳʝ ʛʠʧʦʪʝʟʳ ʠ ʠʜʝʠ

Å ʅʘʯʘʣʠ ʠʩʧʨʘʚʣʷʪʴ ʦʯʝʚʠʜʥʳʝ ʚʝʱʠ



ȴɝɞɚɣəɔɖɔ ɐɌəəɧɡ



ȻɚɛɜɚɍɚɎɌɗɔ əɌ ɝɑɍɑ



ȻɜɚɝɗɟɤɌɗɔ ɓɎɚəɖɔ


