Cucrtema oTbOpa KaHOMAaTOB



Mop,enb OnucaHne BakaHCUn
KOMNeTeHUnun

Cnuncok koMmneTeHumn,
pPaH>XWpPOoOBaHHbIN NO
3HA4YNMMOCTU




1 HcnomHuTenbHOCTh Yetko cnenyer ykazanusiMm  Ha uHTEpBBIO
CrpemuTcs B 000 3aJ1aTh BOIIPOC:
CUTYalH BBIIIOJHUTH
3amagy Ha 100%

Mopgenb KoMneTeHUN




dPopmaTbl

oTbopa

Buoeo-nHTepBbIo
CobecenoBaHue: oMHOE/B ckaune
TecTupoBaHue

Kenc-metoabl

TecToBOE 3ajaHne
ACCeCCMEHT-LEHTP

[TpoOHbIN OeHb



Komnerenuuu |HHCTPYMEHT IpOBEpPKHU Komnerenuuu |HHCTpYMEHT IPOBEPKU
SRIEEROnE | ?Z;?g;gf::;;ga;g;ggo SARITRRIOTCLEHAR0MY, KoHpmukTHOCTE |® YTO MOXKET paszipa’kaTh B KJIMEHTaX /KoJulerax,/pykKo-
. BOJZICTBE?
e [loyeMy OfHUM HpPaBUTCSA pabOTATh 110 YETKOM cCXeMe
U BBITIOJTHATD TPAJUIIMOHHbIE 33/]a4H, a [PYTUe IIpe/- * M3-3a 9ero ciy4aroTcst KOHQIMKTHI?
MIOYUTAIOT HOBU3HY? e Kakve KOHQIMKTH MOXXHO Ha3BaTh ITIO3UTHBHBIMH,
e [IpeacraBpTe, yTO BaM npunuiocs genaTh Npe3eH- a KaKve — HeraTUBHbIMU?
TalMIO He /A OXKHM/JaeMOoro KJIMeHTa/mapTHepa, e PoneBas urpa c IOBTOPAMMIUMCA BO3PaKEHUEM
a JiJIs1 ero KoJUlery U3 Apyroro AenaprameHTra (oba U/ Wi KOHGIUKTHEIM KIHEHTOM
BapHaHTa MOXXHO 0003HAYUTb KOHKPETHO). B yem Oy-
AIET CXOACTBO M B €M pas/rive Bammes IIpe:3€HTaD;f1H KoomnepaTus- e TloueMy OZiHU JTFOAY CKJIOHHBI IIOMOT'aTh CBOMM KOJLIe-
IO CPAaBHEHUIO C IEPBOHAYAIBHO IOATOTOBIEHHON? HOCTBH — T'OTOB- ram, a pyrue Het?
Roumerciyan |HECTpyMCRT IpoRcPRH HOCTb [IOMOYb | o HazoBHTe TPH ILTIOCA ¥ TPU MUHYCA HEOOXOAMMOCTU
T'oTOBHOCTH e [ToueMy OHU JIIOZIU TIPEATIOYUTAIOT YaCThle UBMEHE-  KojuIeram L —
K HOBOMY HUs B paboTe, a APYrUM BakHa CTaGMIBHOCTD U IIO-
CTOSTHCTBO? Wcnon- e PykoBoguTess fan Bam ykazaHue, KakK U 4TO /leJ1aTh,
e HazoBuTe TpH IUIIOCA U TPU MUHYCA pabOoTHI B yCIO- HHUTENIbCKAs HO BBl He IOHMMaeTe, 3a4eM 3TO Hajo. Bamwu geii-
BHSIX YACTBIX U3MEHeHUH (B TOM Ciy4yae, €CIi OHU /JUCHUIUIMHA cTBUA?
IOJIOKUTEJIbHbIE) e [louemMy OAHU CKJIOHHBI cobrozaTh TNpUHATHIE IIPO-
['oTOBHOCTB e [ToyeMy OZHUM BakeH HOPMHUPOBAHHBIN rpaduK pa- LIeZlyphl ¥ TIPaBUJIa, a APYTHE YacTO CTPEMSTCSA BHe-

K repepaboTKam

6O0TBHI, a IPYTUM — BO3MOXXHOCTB 60J1bIIIe 3apaboTaTh?
e YTO Takoe ZOMyCTUMOE KOJIUYEeCTBO IepepaboTok
(kax yacTo, KaK HazoJro)?

CTH U3MEHEeHUd?

[ToyeMy OZIHM YaCTO OMa3JbIBAIOT, a APYTHE PEAKO?
YTo Takoe J0IMyCTUMOe OMOo3ZaHue?




Elm [EmF|IJI_.|EE ]uurneg map]_

B3au Mop,eMCTva
KaHaAuaaTa/coTpyaHuka c
KOMMNaHuewu




Customer journey map
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Find a service channel <
Goals ot Wil sive five Start using IB or MB
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> account
Feelin Attractive and
& Lnest a:usehs app convenient design
: Stores
: Bank office
Touchpoints Recommendations Wet;\ggges

Demonic technique
No receipts
No trust in online services

Vulnerable IT system
Inability to register
SMS-verification

Problems

Solutions Informing clients Improvement of security

Use

Make fast transactions

easily

money [
™ —

Convenience and
speed

App
Web page

No cash without ATM
Charge for bank transfers
Not full range of services

Technical support

Feedback

Report about
experience
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& proposals

Opinion is taken into

account

Special sites
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No reaction to
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Analysis of feedbacks



Stages Interest Adaptation Using of mobile services Participation evaluation

Touchpoints&Ch | TV, SMS, calls, website, Website, call-center, Mobile application, call-center Social networks, mobile
annels search engines, social offices, search engines, application, website, word-

networks, offices social networks of-mouth, calls, surveys
User’s goals Initial information about Information about To get high-quality services To share experience
services in Internet conditions and online online
Banking services

KPI Choose VTB as a salary Download of App and Amount of online transactions Position in banks ratings,

bank registration and time of execution feedback in social networks,
assessments in surveys
Experience @ @ @
Doing Watgh!qg advemsgment, ' Calls; se_arcfung Registration, online Shanng experience Yerbglly/
visiting a website/ information in the online, participation in
reading mails Internet; visiting offices, transactions, balance check, surveys
download Mobile Bank familiarity with Bank news
Thinking How does Internet Bank What services are available Is interface user-friendly? What other users think about
look? online? How fast can | make a application?
What advantages and How many offices the Bank transaction? How quickly the bank reacts to
disadvantages does it . h'as? . How fast can | get help? appeals?
have? Isit convenient to interact Can | easily access my account Is the bank working to improve
How can the bank help me with other users? everywhere? the service?
to save money and time? Have the Bank special offers,
discounts and loyalty
program?
Feeling Memorable advertisement, Standard services are

informative site, Mobile
App is easy to find
Some information in
Mobile App is available
without registration

available online, a lot of
banks, free transfers to other
users, stylish design of App,
no information about special
offers in Mobile bank

A ard services are
ificluded, but inconveniences
with errors of application and

time of online transactions,
onstantly buggy, too detailed
difficult interface

Some negaw\

experience, good security an
functionality, but difficult
interface and lack of info,

complaints of disregard of
technical suppo



NMpumep AHKOPa
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BraHK OLEeHKHU Aceccop

YuacTHuk acceccmenta: UBan I1.

KomneTeHuusn UHpaukaTopbl Ouenka (0-10) KommenTapwuii

JlunepcTBo

KomMmyHUKaTHBHBIE
CIIOCOOHOCTH

AHaMTHYECKHE
CIIOCOOHOCTH

YengunBocTh

CknonHocts K cepe HR
CraBuMm 1-5 3BE31 B 3aBUCUMOCTH OT TOTO, HACKOJIIBKO MOTHBHPOBAH YUYaCTHUK Ha paboTy B cpepe HR

HToroBuIi 0aJ11:




BraHK OLEeHKHU Aceccop

YuacTHuk acceccmenta: UBan I1.

KomneTteHuus UHaukaTopbl Ounenka (0-10) KommenTapmuii

JIunepcteo - OpraHu3yeT paboTy KOMaH/Ibl: CTAaBUT IIEITH H KOHTPOJIUPYET UX JOCTIKEHHUE, 5
pactpenenser 3a1auu, 1a€T KOMaH/bl IPyrUM y4aCTHUKaM
- CTAaHOBUTCS TUM-JIUAECPOM WIH HEO(PHUIIUATBHBIM KallUTaHOM KOMaH bl
- yMeeT OBICTPO MPUHUMATh PELICHUS 1aXKe B KPUZUCHBIX CHTYALHIX

KoMMyHHKaTHBHBIE - JIETKO BCTYIAET B KOHTAKT C PyTUMH yYaCTHHUKAMH, BCET/Ia yYacTBYET B 6
CITocoOHOCTH TPYIIIOBBIX O0CYKIECHUIX

- C DHTY3HMa3MOM IPE3CHTYET KOMaHy/ BEAET MEPETOBOPHI C KIMEHTOM/TIPOBOHT

MHTEPBBIO C KAHIUJAATOM U JIp.

- He OOUTCS BBICKA3hIBATh CBOKO TOUKY 3PEHUS M OTCTAUBaTh €€, MOXKET TAKTHYHO

BJIMSITh HA MHEHHE JPYTHX
AHanuTnyeckue - OBICTPO W BEPHO aHAIH3UPYET HHPOPMAIIUIO, TIPEIaraeT CrioCOObl ONTUMHU3AIUU 9
CHOCOOHOCTH e€ ananmmsa

- JIeNaeT JIOTHIECKUE BHIBOJIBI, PACCTABISECT IPUOPHUTETHI

YeunuuBocTth - BHUMaTeIIeH MpH paboTe ¢ TaHHBIMHU, CKJIOHEH MEPENpOBEPSTh NOTyICHHbIE 7
BBIBOZIBI
- HE OTBJEKAsCh CIyIIAET HKCIIEPTOB, BEAET KOHCIIEKT, 3aa€T BOIIPOCHI
- B XOJIe UTPHI IIpeJyIaraeT peeHns, OCHOBaHHbIE Ha 3HaHUX B cepe HR

CkionHocTs K cepe HR 10
CraBum 1-5 3BE31 B 3aBUCUMOCTH OT TOTO, HACKOJIIEKO MOTHBHPOBAH YYacTHUK Ha padoty B cpepe HR

HToroBruIii 6aa: 37




3agaHue
Pa3paboTka cucrtembl otbopa n nposegeHune
accecCMeHTa

S o

U3yunTte BakaHcuUIO

Co3paute moaenb KOMMNEeTeHUUHU [3-5 KOMNEeTeHUUN + UHOUKaTOpPbl]
Pa3paboTtante cucremy otbopa [3Tanbl U CPOKU]

[MpopaboTanTe EJM ucxoasi U3 npearnaraemMomn cuctemMol oTbopa

Pa3paboTainTe cueHapumn/TanMmHr npoBeaeHNst acCeccMeHTa [aTan,
Lenb, BpemMsa, ponu u T.4.]

[MpoBeanTe acceccMeHT Anst CBOUX OQHOrPYNMHMKOB



CekpeTtapb







[lpooaBeL-KOHCYNbLTAHT




Cnacubo 3a
BOBJIeYEHHOCTD!




