
ӎᴈװתᴄᴌᴙ 
ᴄᴆᴀװᴈᴍᴉᴓװᴈᴍᴋᴀᴒᴈᴉᴌᴍᴀ
Ӎפᴒװᴇ ᴀ ᴄפᴄ ᴉᴓᴀᴐᴋᴉצᴙפצᴍᴗ ᴄᴆᴀװᴈᴍᴌᴄᴀᴁ ᴉᴊᴙᴍ

ӈᴇᴀᴍᴋᴀᴁ Ӛפᴍᴀᴈ
UsabilityLab













Ӗפᴊᴀᴔᴀᴍװ ᴇᴈװ 
ᴌפᴁᴒװӛӅ ᴌ צ

Ӓᴉתᴉצᴉװ ᴌᴆᴉצᴉṝ >Ĥ-Forum



ӄᴙᴋ״פᴀᴍᴗ ᴄᴆᴀװᴈᴍᴌᴄᴀᴁ ᴉᴊᴙᴍ ᴓᴀᴐᴋᴉᴁṤ

ƎƧƾƬƳ ǄƹƵ ƳƵƭƬƹ ƨǂƹǃ ƴƬƵƨƼƵƫƯƳƵ

ǒ ƖƲƧƴƯƷƵƩƧƴƯƬ ƶƷƵƫƺƱƹƧ/ƺƸƲƺƪƯ
ǒ ƉƴƺƹƷƬƴƴƯư ƧƺƫƯƹ ƶƷƵƫƺƱƹƵƩ 
ƱƵƳƶƧƴƯƯ

ǒ ƑƵƴƱƺƷƬƴƹƴǂư ƧƴƧƲƯƮ
ǒ ƖƷƵƬƱƹ ƴƧ ƺƷƵƩƴƬ ƱƵƷƶƵƷƧƽƯƯ 
ƯƲƯ ƸƹƷƧƴǂ

ǒ CX/UX-ƫƧƿƨƵƷƫ

ƉƵƮƳƵƭƴǂƬ ƵƨǁƬƱƹǂ ƵƽƬƴƱƯ

ǒ ƘƽƬƴƧƷƯư
ǒ ƖƷƵƫƺƱƹ/ƚƸƲƺƪƧ
ǒ ƑƵƳƶƧƴƯǆ
ǒ ƕƹƷƧƸƲǃ
ǒ ƘƹƷƧƴƧ/ƊƵƸƺƫƧƷƸƹƩƵ

ƺ ƎƧƱƵƴ/ƔƖƇ?!



¸æñṣ Ӭᴍᴉ ᴀᴈװתᴄᴌ ᴄᴆᴀװᴈᴍᴉᴓװᴈᴍᴋᴀᴒᴈᴉᴌᴍᴀṤ



Әᴉᴒװᴇᴎ ¸æñṞ >ñu ᴀ >ñ!ÿ ᴈװ ᴀ״ᴇװᴋᴤᴣᴍ Ӓӗ

NPS

ǒ ƔƬ ƶƷƬƫƵƸƹƧƩƲǆƬƹ ƫƬƹƧƲǃƴƵư 
ƯƴƻƵƷƳƧƽƯƯ Ƶ ƶƷƯƾƯƴƧƼ 
ƵƶƷƬƫƬƲƬƴƴƵƪƵ ƵƹƩƬƹƧ ƱƲƯƬƴƹƧ

ǒ ƓƵƭƬƹ ƴƧƼƵƫƯƹƸǆ ƶƵƫ ƩƲƯǆƴƯƬƳ 
ƩƴƬƿƴƯƼ ƻƧƱƹƵƷƵƩ

ǒ ƔƬ ƺƾƯƹǂƩƧƬƹ ƷƧƮƴǂƬ ƧƸƶƬƱƹǂ 
ƱƲƯƬƴƹƸƱƵƪƵ ƵƶǂƹƧ

CSI Ư CSAT

ǒ ƕƽƬƴƱƧ ƺƫƵƩƲƬƹƩƵƷƬƴƴƵƸƹƯ 
ƱƲƯƬƴƹƵƩ ƳƵƭƬƹ ƨǂƹǃ 
ƸƺƨǁƬƱƹƯƩƴƵư

ǒ ƟƱƧƲƧ ƵƽƬƴƱƯ ƵƨǂƾƴƵ 
ƵƪƷƧƴƯƾƬƴƧ

ǒ ƏƮƳƬƷǆƬƹ ƺƫƵƩƲƬƹƩƵƷƬƴƴƵƸƹǃ 
ƱƲƯƬƴƹƵƩ ƹƵƲǃƱƵ Ʃ ƱƵƴƹƬƱƸƹƬ 
ƱƵƴƱƷƬƹƴƵƪƵ ƩƮƧƯƳƵƫƬưƸƹƩƯǆ

ƔƬ ƶƵƳƵƪƧǅƹ ƸƶƲƧƴƯƷƵƩƧƹǃ ƴƵƩǂư ƶƷƵƫƺƱƹ/ƺƸƲƺƪƺ.
ƑƲƯƬƴƹƸƱƯư Ƶƶǂƹ -ǄƹƵ ƴƬ ƹƵƲǃƱƵ ƺƫƵƩƲƬƹƩƵƷƬƴƴƵƸƹǃ Ư ƲƵǆƲǃƴƵƸƹǃ!



ƑƧƱ ƯƮƳƬƷǆǅƹ ƶƵƲǃƮƵƩƧƹƬƲǃƸƱƯư Ƶƶǂƹ?





Ӝᴌᴊװᴔᴈᴉᴌᴍᴗ ᴄᴆᴀװᴈᴍᴌᴄᴀᴑ ᴌᴓװᴈפᴋᴀצװ ṵᴊᴋᴀᴇװᴋ 
ᴉᴓװᴈᴄᴀ ᴍᴉᴊ-ᶰᶳ פץᴈᴄᴉצṶ




