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QoE. U3yyeHune noBepeHns aboHeHTOB

0630p pa3nena QoE AHanuTuka Ha Rutube

3ayeM onepaTopy u3y4yaTb aDOHEHTOB:

1. MMHMUMKM3MpPOBaTL PUCK OTTOKA
2. D(P(PeKTMBHO NpoaaBaTb AOMOJIHUTESIbHbIE YCIYTr
3. Co3paBaTb NUHTEPECHbIE MapTHEPCTBa CO CTOPOHHMMN CepBUCaMK

MpoBepuM Ha TecTax:
TecT 1. BoiiB/ieHMe abOHEHTOB, CKJIOHHbIX K OTTOKY

TecT 2. CermeHTaumnsa aboHeHTOB Aas “Tennbix” NpoAaXk yCcnyr onepaTopa Wan NapTHEPOB

YcnoBusl TeCToB:

2. MK ¢ nHTepHeToM, noakayYeHHOM 4yepe3 DPl (HECKONbKO YCTPOWCTB) UK
peanbHbIN Tpahuk onepaTopa (MpeanoyYTUTENbHO).

( J) 1. YctaHoeka CKAT “B pa3pbIiB” unu “Ha 3epkasno”
N

MpucTynaem K TeCTUPOBaHMIO. [eCTBUSA BbIMONHATCA B rpadundeckom nHtepdence CKAT.

TecT 1. BoisBNeHUue abOHEHTOB, CKJIOHHbIX K OTTOKY

& * ABOHEHTBI C BbICOKUM RTT
e ABOHEHTbI C peTpaHCMUTaMu

e Mounck aboHEeHTOM NpensioXKeHN KOHKYPEHTOB

CKAT npegnnaraet psif, METPUK, MO3BOSIOLLNX ONEPaTUBHO BbISIBASATL aBOHEHTOB, MEIOLLMX
npo6aembl C 4OCTYNOM WA pacCMaTPUBAIOLWMNX NPEAIOKEHUS ONEPAaTOPOB-KOHKYPEHTOB.

1. N3mepeHue Kpyrosou 3apep>xku (RTT)

DPI no3BonseT nameputb RTT 1 noaennTb ero no HanpasaeHnsM (K aboHeHTY 1 oT aboHeHTa), Npu
HeobXxoAUMOCTN YTOYHUTL NO CETEBLIM MPOTOKOAAM U YCTPONCTBAM.

bosblias 3aaepxKa B TEYEHME NMPOAO/IKUTENLHOIO BPEMEHN “OT abOHEHTA” rOBOPUT O TOM, 4YTO Y
HEero ecTb CJIOXKHOCTU C JOCTYINOM K OHJ1aViHOBbIM CEPBUCAM - UrPaM, BULEO, KOMMYyHUKaumn. Kak


https://rutube.ru/video/b64bb4e61f04ed28abba6cad651a7a21/
https://rutube.ru/video/b64bb4e61f04ed28abba6cad651a7a21/
https://rutube.ru/video/b64bb4e61f04ed28abba6cad651a7a21/
https://rutube.ru/video/b64bb4e61f04ed28abba6cad651a7a21/

npaswnJio, 3aflepXKa BOZHUKAET n3-3a Wifi-ceTn aboHEHTa, HO MOXXET roBOPUTL U O Neperpy3Ke y3/108
ceTn. 3ajepxkKa “k aboHEHTY"” rOBOPUT 0 HEYCTONYMBOW paboTe caMoro pecypca min rjaoxou CBS3u
C HUM, npobaemax Ha arnimHKe. HopmaabHow cumtaetca RTT <10 mc, npuemaembim — go 100.

Deucreus:

1. Co3paTb BbIBOPKY abOHEHTOB 3a 3aaHHbIN Nepuog
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3. B Excel MoXHo oboraTuTb 6a3y ApyruMu MeTpukamu, oTUIbTPOBATb HYXXHbIE 3HAYEHUS,
C/lyYalHble CTaTUCTUCTMYECKME BLIBPOCH], 0TAAThL B NMPOPaboTKy TEXHWYECKOW NoaaepxKe

2. N3mepeHue petpaHcmutos (RTO)

B nononHeHue K RTT MOXHO MCMOb30BaTb METPUKY %pPEeTPaHCMUTOB NPU NOMCKEe NPOoBEMHbIX
aboHeHTOB.

Ecnn npogomxutenbHoe BpeMs (>30 MUHyT) HaboaaeTcsl CyLECTBEHHOE MPEBLILLIEHNE (POHOBOIrO
3HayeHus rno petTpaHcMmuTam (06bI4HO 4-5%), 3TO Npu3HaK gerpagaunn ycayrm y aboHeHTa.

Nencreusa:



] vas Experts -

MonyyeHHyto BLIGOPKY BbIrpy3uTh B Excel ons npopaboTkn B TEXHUYECKON NoAAEPXKKE.

B CKAT npefyCMOTpEeHbl UHCTPYMEHTHI 415 perynsapHon Beirpy3kn metpuk RTT n RTO B CRM
onepaTopa.

3. leTeKTUpOBaHUE MHTepeca K KOHKYpeHTaM

Korpa aboHeHTa He yCcTpanBaeT CBA3b, OH HAYMHAET MHTEPECOBATHLCA NPEAJSIOKEHNAMN KOHKYPEHTOB
N MOXeT YNTK faxke 6e3 0bweHnsa ¢ TeEXHNYeCKon NoAAEepKKOoWM CBOEro onepatopa. B knuctpume
CKAT DPI MOXHO BbISIBUTb peryaspHble 3axXobl HA CalTbl KOHKYPEHTOB N N3MEPEHMSA KaYecTBa
NHTEpHeTa.

Ana npumepa co3panum uNbTP NOMCKa 3aX0L0B Ha cepBuUC speedtest.com 1 NOay4YnUM CNUCOK
aboHeHTOB.

DeucrTeusa:



B HaweM npumepe Ha CKPUHLLOTE Hxe 5 aboHeHTOB 3axoannm Ha speedtest.com 6onee 20 pa3 3a 2
Yaca.

B Ton obonentos [KamkcTpnm)

ABOHEHT NerwH Boars e CRGEHN RoeTe

Q pmmrp Q dmmap
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1 109720062 45288 25 25 1
i 10979523 45328 25 25 4
i 5253790067 43763 23 23 1
i meTwaz 35487 15 &
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1 1097144 51 45343 14 14 1
i 109722035 52062 14 14 &
i 109722242 41251 " 14 1
i 1097028 51364 =] 3 1

AHanornyHole GuUabTPbl MOXXHO MOCTaBUTL Ha NHON XOCT. PeKOMeHAyeM COCTaBUTb CMMCOK
KOHKYPEHTOB 1 HAaCTPOUTb NOCTOAHHbLIA MOHUTOPUHI. CKAT DPI no3BoNSIET HAaCTPOUTbL ANd oTAeNa
3a60Tbl 06 aboHeHTax NOANMCKY Ha Nepuoanyeckne oT4yeTbl 06 aboHEHTaX, CKIIOHHbIX K OTTOKY.
CrnpocnTe Hac Kak HaCTPOUTb CJI0XKHbIE (pUIbTPbLI U OTCbIJIKY OTHYETOB M0 Sales@vasexperts.com



TecT 2. CermeHTaumnsa aboHeHTOB ang “Tennbix” npoaax
ycnyr onepaTtopa Uiau napTHepoB

e CoCTaBJ/iIeHNe CEerMeHTa Mo XoCTy, CUrHaType, YCTPOMNCTBY NoJib30BaTeNs
e [OTOBbIE CErMEHTbI MO KaTErOPUSIM CalnToB

O6bI4HO Yy ONEepaTopOB eCThb 3a4ada anceina: CKOPOCTHbIE Tapudbl, NHTEPaKTUBHOe TB,
BnaeoHabnoaeHune, ycnyrun 6esonacHoctn u T7.4. CKAT DPI no3BonsieT BbISBUTb abOHEHTOB, KOTOPbIE
y>xe noTpebnsoT NoXoXne yCayru Wan HY>XAalTCsA B peNeBaHTHbIX NPeanoxXeHnsax. BoT HeCKONbko
npUMepoB NOAroOTOBKN CErMeHTOB:

1. Anrpenp Tapuda
Coburpaem aboHeHTOB, KOTOpbIe NPUBANXKAIOTCA K MpeaeNiaM CKOPOCTH Ha CBOMX Tapudax uimu
NMEIT AOMa MHOI0 YCTPOMCTB.
Deucreus:
1. Co3paem (pmnbTp 1 NoayYaeM CNMCOK abOHEHTOB, KOTOPbIE UCMOJIb3YIOT CETb C BbICOKOW

NHTEHCMBHOCTbI0. BkntoyaeM ¢punbTp >=800000 kbut/cek ( 4To = 80 mbuT/Cek)
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[1071y4EHHBIV CIMCOK HYXHO 3KCMOPTUPOBaTb U CONOCTaBUTb C AaHHbIMU BUINHIE M0
Tapugam, BbISSBUTb TEX, KTO BJIN30K K HOMUHaY Tapuga n MOXET UCIbITbIBaTb HEAOCTATOK
CKOPOCTM!.

2. Ewe oanH KpuTepuit "rmnepakTBHbIX" aBOHEHTOB — KONMYECTBO NOAKOYEHHbIX 4OMALLHMX
ycTponcTts. Co3faeM COOTBETCTBYOWMNI punbTp, Bbibpaem aboHeHTOB K KoTopbix 6onee 10
YCTPOWNCTB.



LaHHbIV CINCOK MOXXHO 3KCMOPTMPOBATbL M CONOCTaBUTb CO CITUCKOM BbICOKMUX CKOPOCTEWN U
HOMUHa/I0B TapUPOB, @ TaKXKe UCMOJIb30BaTh KakK CErMEHT A5 MPEANOKEHNS MOLLHbIX
Z[OMaLLHUX POYTEPOB.

2. Mpopaxa TenecgoHumn

YacTo onepaTop CBA3U UMEeT CBOIO yCyra TesedoHumn, KoTopyto HeobxoamMmo npoasuraTb cpean
aboHeHTOB. Cobupaem cermeHT abOHEHTOB, KOTOPbLIE NCNOJIb3YOT OTT CepBUCHI FOJIOCOBON CBA3M
yepes UHTepHeT. Hanpumep, Skype. ns 3ppekTUBHOro nomcka CTaBnum (uibTp No UCNoJb30BaHUIO
npoTokona Skype.

DencTBua:

JaHHbIV CIINCOK MOXXHO 3KCMOPTUPOBATL, MNPOaHan3npoBaTh YacTOTY UC0/1b30BaHUS Te/Ie(OHUMY,
3aTeM ucnosb308aTh B UpSale kneHTOB.

CKAT nopgep>XunBaeT NOMCK BCex NOMynspHbIX roN0CcoBbiX MecceHaxepos (WhatsApp, Telegram u



I'Ip.). Mo 3alipocy MOXXeM caenaTb MOUCK MPUAOXKEHNA, NOMYNAPHOIo B Baluen CTpaHe.
3. Mpopaxa IPTV unu noannucokK Ha NapTHepCKue BUAE0CEePBUCHI

MpopaBaTb abOHEHTaM TeNEBU3NOHHbIE CEPBUCHI SIerye, eCav BUAUM ero UHTEpPeC K BULEOKOHTEHTY
N TEXHNYECKYI0 BO3MOXKHOCTb €ro notpebnaTb (Hanmyne Smart TV).

MNpuBenem HeCKONbKO MPUMEPOB CErMeHTaLuN:
[elleBbl aHanor

Y3HaeM, 4T0 abOHEHT y)Ke NoJib3yeTCs KaKMM-TO aHalorM4yHbIM CEPBMCOM, YTODbI caenaTb eMy
Xopollee agpecHoe npensoxeHune. PacCMOTpMM Ha npuMepe cermMeHTa nonb3osaTesnen Netflix
(dbnnbTp No HeTdNOY).

Nencreusa:
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Tenepb Mbl 3HaeM Bcex nosb3oBaTtesien Netflix, MOXXHO NpuAyMbIBaTb 4J15 HUX MapKeTUHIOBble
akumn. Hanpumep:

e 3aknounTb ¢ Netflix areHTCKUI gorosop, caenatb 6aHAN C cepBMcamm onepaTopa u
npoAaBaTh ero CerMeHTy € Bbirogon Ans aboHeHTa.

e [poaBuraTb Cpeamn cerMeHTa aHalorMYyHbI CEPBUC C MEeHbLUEN CTOMMOCTbIO.

e CoenaTb cneumanbHbI Tapud ¢ npuoputmsauunen nnm 6esnumuTtHeiM Tpadukom ans Netflix.

CKAT nopgepxunsaeT nomck nonynapHeix cepsmcos (Netflix, Youtube, Facebook video n nip.). Mo
3anpocy MOXXeM caesiaTb NOUCK NPUI0XKEHNS, NONYNSPHOro B Ballen cTpaHe.

AKTUBHbIA 3pUTeNb



ABOHEHT 4aCTO CMOTPUT BUAEO Ha Pa3HbiX CEPBMUCaX, CKOPee BCEro emy nerko byaet npeanoxuTb
MCMNoJIb30BaHNe HOBOIrO MHTEepeCHOro cepsrca. CerMeHT CTPOUM Ha OCHOBE BCTPOEHHOI0
KaTeropusatopa KoHTeHTa CKAT DPI, Bbibupaem kaTeropuio “Bnaeo n oToOXoCTUHIK".

DencrBusa:

B LaHHOM CermeHTe MOXHO BbIAENATb aKTUBHbIX NOJIb30BaTEIEN U pa60TaTb C HUMI.

Bnapeneuy Smart TV

Yale BCero noJsib3oBaTesniM CMOTPAT BUAEOCEPBUCHI Yepes npunoxeHns Ha Smart TV. Boigenntb
[AaHHbIN cerMeHT nomoxeT puabTp no User agent.

DencTBua: [1na noncka Hanbonee nonynapHbIX Npon3BoauTenen TB pekoMeHayemM UCnosib30BaTb
tpazy ansa punbtpa (?1) (\W|”") (smart|LG|samsung) (\W|$)




TaK »Ke MOXXHO NCKaTb NoL0OHbIE CErMEHTbI ANs APYrUX YCTPOWCTB - BUuaeoHabnoaeHus, oT u np.

4. MapTHepPCTBO C NIOKaJIbHbIM OU3HECOM

OnepaTop TecHo paboTaeT co cBonMm aboHeHTamun. B 30He oxBaTa onepaTopa Bcerfa ectb
nonynspHble NoKaabHble BU3HECh — NMLLUA, MarasnHbl, aBTOCEPBUCHI. C MOMOLLbIO MPOCTbIX
unbTpoB B cTaTnCcTUKe CKAT DPI MOXKHO BbISIBUTb NEpeceyeHmne KameHTckomn 6asbl n co3gaTb
KOBPEHONHIOBble MAapPKETUHIOBbIE aKLUW UK MPOrpaMMbl N0SIbHOCTH.

PekoMeHyeM COCTaBUTb CNMCOK XOCTOB MOTEHLUWaJIbHbIX MAPTHEPOB M HACTPOUTL NMOCTOSAHHbIN
MOHWUTOPWHI, aHa/TOTMYHO CNNCKY KOHKYPEHTOB.

JloKanbHble BU3HeCHI nony4yatoT Tpaduk, a onepaTop - N0AbHbIX KJINEHTOB. [1/19 COBMeCTHOro
NnpoABUXEHUA MOXXHO NMPOBOANTL aKUWW, HaripuMmep:

e pu onnaTe 3-X MecsueB - BaM ckngka Ha nuuuy 50%

e Bbl C HamMK yXe 3 rofa - 4apyuM MOMKY MallUHBbI.

e [pun 3aKa3e ceTa nuuL “MHTepHeT” NoBbIlaeM CKOPOCTb Tapuda Ao 100 MbuT Ha cneaytowunn
MecsL.

Deucreus:
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A euje CKAT cMOXET roKa3saTb MpeaioXeHne onepatopa HyXHOMY abOHEHTY Yepes peanpeKkT Ha
crieunanbHbiv captive portal. HanuwmnTte Ha sales@vas.expert u Mbl pacCKaXKeM Kak 3TO HaCTPOUTD.
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