MOEM OT CUSTOMER JOURNEY
nMnPUA YNYUMLLEHMU CEPBUCA

Haranua Cnporuc QZON



NMosHakomMmuumMmcs

PyKoBOXY KNMEHTCKNUM onbiTom B OZON
Ex-rnaBa UX naboparopumn Mera®oHa 1 Mail.Ru
3aHunmatrocb UX-nccnepgosaHunamm ¢ 2007 roaa




OZON — 3TO HEe TONMbKO UeHHbLIN-MeX KHUXXKMN

115 MJIH >70 000 1,6 MJTH

YHUKANbHbIX 3aKa3oB
noceTuTeneun [ocTaBngaeTtcsd S K U
KaXXabl OEeHb eXXegHeBHO

Ton-3 Kareropum:

2@] OnekTpoHuKa l{,;ﬁ ToBapbl Ans Aoma @\(PJ [OeTckne ToBapbl

*[laHHble OZON, oceHb 2018



Ny

Mpouecc

8 vg,s
BO3BpaTa -‘g ’




Customer Journey
He KaK KpacuBasa KaprTa,
a Kak npouecc



NMepBbIN NOAXOA

 Ontummnsauuns busHec-nokasarteneun
 CHWKeHne nsgepxek
MuHuMKM3aumna gpoga

* W Huyero npo knueHTta ®









Bo3Bpar —
6oneBomn npouecc




1

Ycnosus NMpouecc KommyHuMKauus

2

3



JlosanbHbIE YCNOBUSA

 bonblloW CpoK BO3BpaTa
o [ApaHTUSA/PEMOHT

* be3ycnoBHbI MaHNDEK




Keiic 2. BpakoBaHHbIA ToBap

A

EC/u eCTb B HaNN4MM 3aMeHa, 3T0 BapuaHT
NPEeANAraeTca KNMEHTY Npu 0popMaeHnn
BO3Bpara. 3asBKka Ha TO, 4TO6bl KIMEHTY NpUBE3NU

Ecnu 3a cBoi1 cHeT Bysem BO3UTS,
6yAeT 60Nkl MOTUBALMN NPOBEPATL

Ha 6pak 1 6o
| 3ameHy opopmnsieTca asToMaTUHECKM (6€3

Heo6X0AMMOCTI AeNaTb NOBTOPHbIV 3aKas).

P ) 1 xouy He 6paKoBaHHbIA
~
ToBap! 3ameHuTe!

Q@ - -

KnnenT nonyynn 3akas

Aoma kmeHTt
0BHAPYXWA, YTO OAUH
13 TOBapOB CIOMaH

KnvieHT y3Haer, kak KnueHT 3anonHaer

BEPHYTb. ¢popmy Ha BO3BpaT ‘i‘
Cm Ketic 1

|
|
'
. O30H KOS!\h\.AOI\)KHbI @ BepHyTb Tak npocTo!
3a CBOVA CHeT Bee Hagetocs, Bce
IR NPoRAeT rnagko

KnveHT xoueT 3ameHy
ToBapa

Beibupaet cnoco6 |
AoCTaBkn obMeHa

Mpocum HOTO NPUNOXUTE K
~ |389BNEHNIO 1 CPa3y BO3BpALLaEM
AeHbru! HE 3a6upaem Tosap

A

Mpocum GoTo NPUNOXUTE K
.| 38RBNEHNIO 1 CPa3y BO3BpaLLiaeM
AeHbrul HE 3a6upaem Toeap

Ynyudwaem npouecc: \gi<
CHavana HakKkmaanm |

Knnent xouer Bo3Bpar
AeHer

[lewesble

TOBapsl. 4o

i \ XXX py6neii
\ % e Jlydie NPocTo BepHuTe
AeHbrul X

KeUCbl AdHAJIMTUYUHECCKM

OcTa/\th\e\\
\ \

TOBapb! Y




Yro pan Ham aHanutnuueckumn CJM?

« BwupgeHne npouecca ¢ ToYKM 3peHns KnneHTa
« [locTpounu nepsble rMNoTe3bl U NOEN

 Havanu NCNpaBliidTb OHEBNAHbIE BELLU



MCTOUYHUKMN OaHHbIX






. :
= - “
i ) |
'
.
v

o
NMpocnywanum 3BOHKM [
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UTO KJNIMEeHTbl AYyMAaIoT NPO HAaWM BO3BpaThbi?

Awareness Visit Ozon Aquisition Cancel Order/item Delivery “ “ Loyalty
W searches %
s & sese &5 <

5 W > & A2 > 2 &P >e > -~ & o 1 e (o [P

hears about Ozon opens Ozon web .".. 4\ s N saves for addsto proceeds o uses proma submits.an

from ads/friends or app directly & Y sees product " compares later cart checkot, word

P s description Seniaesed ™ Godichposes (aptional)
g+

receives news
(optional)
searches for

o 5 W gD
order .

wails for receives
) delivery call center
) client cancels g
%, order
% (optional)
preducts and sees
Ozon

relurns goocs

; W

contacts Q{ g

the order A :mk,mmds"""rnpmm
‘e

...........)

downloads app opens apo

about Ozon

orders
client cancels
arder ar
\Iuem L
Ozon cancels optional)
order or items
(optional)

/7
Caoenanu OUEeHKY KnneHtammn  _ .~
OCYLLIECTBIIEHHbIX BO3BPATOB ~



A YTO KNMEeHTbl AYyMaIOT NPO HALWIM BO3BpaThbI?

* bbICTpo 3anycTmunu onpoc no emalill

 [lomumo oueHok, bonee 100
OTKpPbITbIX OTBETOB 3a 10 gHewn

* [lpobnemHble Kenchbl, OXXMaaHus,
noXxenaHus

 He TonbKO NMoxoe, HO K Xopollee



A ogpopmuna 8038pam Kypsepy Ha Mo xce 8peMs, Ymo
U 00CMasKa HOB020 3aKa3d. Hoeblli 3aKa3 rno Yyacmam
npusessnu 2 Kypbepa 8 pasHoe 8pems, HUKMO U3 HUX He
3Han o so38pame.

Hem onoseweHusa yepe3 cMc uau opyaum criocobom o
mom, Ymo OeHbau 8epHYUCL Ha c4em, 3mo Heyo0obHo.

KpaliHe He y0obHO 8038pawames mosapsl Yepes
MyHKM CaMo8b1803a, KamcobIl pa3 npuxooumcs
8bICAYWIUBAMb BOPYAHUE KOHCYAbMaHmMa. buino
y00b6HO, Ko20a Kypbep npuso3us u Kypsep 3abuparn.

Kynunu ¢pum-6pacnem, He ycmpousna 3aCmexcKa.
lo3soHuna, ece NnoOpPobHO paccKkasanu, NPUHAAU b6e3
npobsem u 0eHbau 8epHYAUCb paHbwe obewaHHo20
cpoka. O30H — camas nyywaa naowaoka!!l!

Bo3spam npowén neeko u bbicmpo, compyoOHUKU
gexcsiusble U obxooumersibHeble.

OueHb 8AXHO, YMO MOXCHO cOesname 8038pam
b6bicmpo u 6e3 npobaem. [leHbeu 8038pAULAOMCA 8
obewaHHbIlU cpoK. Cnacubo O30Hy! OueHb npusmHo
compyoHuU4ame.



Kak pesynbrar:
noaTrsepaAvnMChb rmnorTes3bl,
HawJIMCb HOBbI€ MHCAaUTDbI






PeaynbTar:
NnOoATBEpPXAEeHUEe BaXXHOCTHU
3apaud, y>Ke powieauimx B beknor



U3 mHCaAnToB:
pecdepeHCchl Xopowiero EXpress

npouecca komneHcaumm (SOS
M BO3BpaToOB




DBWMA CLLEHaPKWIA BOSBPETA
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KnueHTy npuBe3nu He

OencTBuA
KJIMeHTa

dpoHTEHA:
To, UTO KIINEHT
BUANT

30Ha BUAUMOCTU
KNUeHTa
BekeHp:
TO, UTO KINEHT
He BUAnT

Ob6Hapyxueaer,
Knnent OTkpbiBaeT Py KNneHT 3BOHUT
YTO YTO-TO He

nony4aeT 3akas KOpPOBKY npvBesnN 8 KL Ozon

BCeE



JIVeHTY NpUBe3ryiM He Bceée

KnveHTt OTKpbIBaeT QoHapyxuBaer; KnneHT 380HNT
nonyuaer 3akas KopoBKky TQHFSIANS 8 KL Ozon
npusesnn
AeﬁCTBMﬂ S) ) @ ) @ ) 2y
KJINEeHTa @?ﬂ %
— o e e S e e e e ) e e ) b et o o
PpoHTEHA; :
To, UTO KNNEHT CoTpyammk KL
nomoraet ~
BNANT c034aTh 3a8BKy -
Ha Bo3BpaT .
30Ha BUAUMOCTHU i e R R i e et A ) G e e G _§_ —_—
KNAeHTa = :
BeKer,:
TO, UTO KNNEHT e 4
He BnanT

Moackasku B 6aze

2 Co3gaet 3asBKky Ha
3HaHui KUY no A Y

npoBsepky

sessssene

HeA0BNOXKEHWNIO 0.-00) ngm ..--.ooo) l% --000-) E Ly

COTpyAHUK cknaga Mpoeepset Oteeuvaer B
nony4aet 3asnBKy Kamepbl 3asKy

Knnent nony4vaet
AeHbru

YBeaomneHue
KAWEHTY O TOM, 4TO
ByaeT ocyuiecTeneH
Bo3Bpart (email, SMS)

O

WHuumupyetca
BO3BpaT geHer



JIVeHTY NpUBe3ryiM He Bceée

KnveHTt OTKpbIBaeT QoHapyxuBaer; KnneHT 380HNT
nonyuaer 3akas KopoBKky TQHFSIANS 8 KL Ozon
npusesnn
DeiicTBus o 5 §§ N @ > o
KJINEeHTa @E %
e e e e e e e
PpoHTEHA; :
To, UTO KNNEHT CotpyaHmk KL
nomoraet ~
BNANT c034aTh 3a8BKy -
Ha Bo3BpaT .
30Ha BUAUMOCTHU i e R R i e et A ) G e e G _;_ —_—
KNAeHTa - :
EeKEHA:
TO, UTO KNNEHT e 4
He BnanT

Moackasku B 6aze
3HaHui KUY no

Cozpaaet 3aaBKy Ha
nposepky

HEAOBNIOXEHIO .....) ngn\ ........) l% ......) E o

SLA 48 uacos

Knnent nony4vaert
AeHbru

YBeaomneHue
KAWEHTY O TOM, 4TO
ByaeT ocyuiecTeneH
Bo3Bpart (email, SMS)

O

A\
I

CoTpyaHUK cknaaa Mpoeepset Oteeuvaer B
nony4aet 3asnBKy Kamepbl 3asKy

WHunummpyeTtca
BO3BpaT geHer



JIMeHTY npuee3Jrsin He

O6HapyxuBaeT,
KnueHTt OTkpbiBaeT . KnweHT 3B0OHUT KnuneHT nonyuaer / KnneHnt nonyuaer
nonyvaer 3akas KOPOBGKY npUBe3AM B KLL Ozon AeHbIM 2 — } A€HbMN
~ i
Aeiictaus Gy > B > @ ed @ S | - ey
K/IeHTa L) = A 7 : L
: A o :
___________5____2_______‘q_-____________.;. .
: :  NMpPOBEPKM :
dpoHTEHA; : :
v :
TO, yTo KJINeHT CotpyaHuk KL E k YBegomneHune
nomoraeT ~— : KAWEHTY O TOM, UTO
B |/|A|/|T C03/aThb 3aABKY ~ . / byaeT ocylecTsaeH
Ha BO3BpaT . o \ / Bo3Bpart (email, SMS)
E : ~ ~ - -
. E e o - -
30Ha BUANMOCTM __________________E__—_.s.____———————————————— mM—_——————
KAVeHTa s .
. A4 :
eKeHAa:
£ _— Tl P
TO, UTO KANEHT : :
He BngnT 2 EM unnpyercs —
4 Moackasku B 6ase Unnumnpyet CoagaeT 339Ky Ha e : ebepar gerer P ~ N
3HaHwi KL no BO3BpaT geHer s & % /7 N
ambilis  pegas PR Lol B ey ﬁ]) <] =i, S5Y \
= fteeiaeset” \
I

CoTpyaHuK cknaaa
nonyvaer 3asBKy

Mpoeepsier

Kamepei 3asKy

OtBevaeT B

\ Ecw BuHa kaveHTa, 1
\ nomernTseroe /
N 6aze /7
~ 'l

— -

3auwmTta oT
dpopa



YnyuuweHMe npouecca Bo3Bpara

N v ~
-

@ ©

3anosiHnTe 3asBneHne [epeaalite TOBap MonyunTe AeHbLI

Bbl MOXeTe cienatk 370 Tam, rae Bam OTpanTe TOBap Kypbepy, OTHecuTe Nocne Bo3BpaTa TOBapa Mbl Cpasy
yA06HO: AOMa, Npu Nepejade ToBapa €ro CamoCToATeNbHO B BAMKaLLNIA OTNPaBUM Bam AeHbr1. Kak ToNbko
KYPbLEPY UK NPAMO B NYHKTE NYHKT BblAauL 3aKa30B UK nepeso/ 6yaeT 0406peH

Bblayy 3aKa3oB.. OTNpaBbTe Ham Mo NouTe., NNaTexHbIMKU CUCTEMAMA 1 BAHKOM,

No/fHas CyMMa BEPHEeTCS Ha KapTy,
MCNONb30BaHHYH BaMmK B 3aKase.






HoBbin npouecc, uenesoe peuweHume




TecTUupoBaHMe LLeneBoro pelieHuvs

Co3sganu npoToTun
LleneBoro cepsuca
odpopmrneHnsa Bo3BpaTa
OHJ1auH

[1lpoTecTupoBanu ero c
KIMeHTamMu




Bce paBHO 6yayT 3BOHMTDL

BosBpart — cnoxHaqa ans
KIMWEeHTa cuTyauns

[TpoLle n bbicTpee NonNyynTb
NOMOLLIb B HaALLeW noaaepKke

byoem MArko nepeyymeartb Ha
OHNaunH-CepPBUCHI




NMoutra Poccum

NOYTR | N2
POCCHH "%é

A




YTO0-TO He TaK ¢ 3aKka3aHHOMU eaou

«EQy e Henb3s so3spawams!»

He BoCnpuHMMALOT, YTO MOXHO
obpaTunTbCA C Takom npobnemom
yepes NHTepd@enc Bo3BpaToB

[logxon — odpopmMmneHne
cnopa/npeteHnsnn, a He Bo3BpaTa

EXEress



. KommyHKau,uﬂ



[Tomollb

Hoctaeka Onnara BDBBPBT TOoBapa —

Ochopmnermne 1 n3MeHeHue 3aKasa 3To npocto!

Crartyc 3aka3a Boa3BpaT, 06MeH 1 PEMOHT i e AR S, e LIRS B A TS
e e P et

In4yHble naHHble CKUAOKK, AKLUK S —

B e, AN e i N, s SR e

Opuanyeckum nuuam [paBuia NPoAaXK R CICURICETL S AT
Pekeuautbl 000 "UHTepHeT PelueHua"

Bosspat ToBapa

HeHaanexauero ka4ecrsa Cpoku Bo3BpaTa

1. KpuTepumn ToBapa HeHaanexXawlero 1 AeHb 3 AHA 60 gHen
KauecTBa. [ s e

Mbl NnpuHMMaeM BO3BpaT TOBapOB
HeHagnexaluero KayecTtsa, ecnu Bel

NMOHATHDBIE YCHOBUA ot

13 CTPOA, UM TOBap NepeaaH He B NoSHOM
KOMMeKTaLnn.

-
2. Cpok Bo3Bpata ToBapa HeHaaneXallero
Ha cCauTe U B Cax sepryrs osap
[INA TEXHUYECKMN CNOXKHBIX TOBAPOB - B TEUEHWE e
n " * H " " 15 gHei ¢ patbl NOKyNnkK. Mo ncteveHn
YKA3aHHOro CpoKa BO3BPAT 1 O6MEH BO3MOXEH B

OOHOM M3 cneayrwux cny4yaes:

o6HapyeHue CyLecTBEHHOro HegocTaTka " 2 — ! o ®
TOBapa,;
HapyleHWe CPOKOB YCTPaHeHWA HeaoCTaTKOB o @ %
TOBapa,; —
HEBO3MOXHOCTb MCMOSb30BaHWA TOBapa B o o o

EpEaaFie 108 Sy E QEHE W

TeyeHne Ka)xaoro roaa rapaHTUIHOro cpoka B T R —
coBoKynHocTh 6onee vyem 30 gHel BcneacTene v
HeoaHOKpPaTHOro yCcTpaHeHWA ero pasnnyHbIX

HepoCTaTKOB.

MepeyeHb TEXHUYECKUN CNOXKHbIX TOBAPOB

ycTtaHoBneH MocTtaHOBNEHUem

MpaButensctea PP ot 10 HoAGpA 2011 r. Ne

924 r. MockBa "O6 yTBEpXXAEHUUN NepeyHA YacTto 3aflaBaemMbie BOMPOCHI
TEXHUYECKWU CNOXHLIX TOBapoB"

[inA ToBapoB., Ha KOTOpPbIe YCTaHOB/EH Xy BEPINTL TORSE, 3R MON TS Sherm
rapaHTUAHbLINA CPOK - B TE@4EeHWe rapaHTUIAHOro
cpoka, CpoKa rogHoCTW NMbo, ecnun Takoi CpoK
He YCTaHOBINEH, B pa3yMHbIil CPOK, He
npeebIWaroWwmnin 2 roga.

NnAa ToBanoB. HA KOTODbIE He VeTaHOBNeH

B Jamade, NpuoeIcnieos Kypeeposd, Guun NOGPEsGENMLIA TODIR, YTO Me SENATLY

HTO ARASTL, SO B MOSM DErMONe OTCFTCTOYET OaMn 1l nocolon BolnpaTa?



Bo3BpaT Kak Tpacrt-cpaKkrop

Q ‘D_E E I %’j * v REHI SR %

MonyuaeT 3aKas (Kypbep, NB3 OTKpbIBaeT Nocbin
MweT Hy>XHbIA ToBap MsyuyaeT KapToU4Ky ToBapa MepexoanT B KOP3UHY Odopmnser 3akas y (kypLep, ' P vy

nouyTomar, noura) Aoma
A

OcHoBHag To4Ka
KOMMYHMKaL NN



CKpMnTI;I B KL]
| By



LIFE EVENTS

What is happening to me? Am
1 the only one that feels this
way? How can 1 feel better?
Am I bad enough to ask for

help?

Z N\
L-~@*°

ACTIONS

Life can be difficult, life
events and transitions
can be hard.

REALISATION SEEKING HELP

Am 1 wasting their time? What if

Do | need help? Who can help it costs money? Which
ft¢ 0ney ch

me? How can they help me?

Am1al Wi S organisation is best for me? Will
Am 1 aloner Why is it 50 hard

this feeling just go away? What

to cope?
SRy will happen if I reach out/

I will start by doing some
research online. Perhaps |
could also talk to friends
and family or even go to

I can barely make it
through the day. I just try
and act normal and do
my best to deal with my

feelings. my GP.
Ican'tcall
AWAag
1've heard of oVE £y, Samaritans. [ hate
Q¥ sy

Samaritans, You only
call them when you
are feeling suicklal

speaking 1o people on
the phone

f‘?

MAKING CONTACT

What will happen when |
make contact? What if [ am
not allowed to call? Will this
actually help? Will they tell
people what 1 say?

1 hate dealing with all
these different
systems. | wish It was

just the phone

Tak rge >xe Kpacueana Kapra?

RECEIVING HELP

Can | talk to the same person
apaind 1s the service really
anonymous? Are they

keeping a record? What do
they think of me?

POST HELP

What next? Who else can |
turn to? Why was that so
frustrating? Why did it take
s0 long for somebody to get

back to me?

It was a frustrating
experience at times but |
got there in the end. |
am not sure if
Samaritans is right for
my generation.

Yeah 1 used
Samaritans YEars ago.
But I haven't had any
Contat since




B uem e nonb3a Customer Journey?

e XOpOoLUnN MHCTPYMEHT dooKyca

* [lomoraet yBA3aTb KITMEHTCKMNUE OXNOJaHUA N BHYTPEHHUE
npoueccbl KOMMNaHU

« 3anycTus KIMEHTOOPMEHTUPOBAHHBLIN NoAxXoa K paboTe



NepBble pe3ynbTarthl

- [lonyyaem B cpeaHeM 39 OLIEHOK B [uHamunka oLeHKM Bo3BpaTa
OEHb 5
4 W
* Buanm nonoxuTtesnbHbIN TPEHO OT 3
BHEAPEHNA NEPBbIX NU3BMEHEHWUN i
cepBuca 0



NMomorna
nopaep>xka CEO




Rl nx\\._\.v..s.\\..-...\\\\..!.

CunbHaa komaHpa



Cnacmbo

Bonpochbi?

FB: natalia.sprogis
n.sprogis@gmail.com

OZON



