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Buaerune Avito LIKC: "Jlyulinm KNNEHTCKNN CEPBUC — 3 TO KOrda B HEM HET HeobxoanmocTu'". Hawa

Lenb - CTaTb 3TaJIOHOM KITMEHTOOPUEHTUPOBAHHOCTM CPean CXOXUX KOMMaHUN B cdpepe canToB
00bABMNEHNI M SNEKTPOHHOM TOProBIN, a TakKe CTaTb NPefoCTaBNATb HALLMM KITMEHTaM Takou

CEepBUC, KOTOPbIN M HPABUTCS 3a NPOCTOTY M CKOPOCTb peLleHns BOMPOCOB.
Muccus Avito LIKC:

v/ Pewartb Bce npobnemMsbl KNMMEHTOB U UCNOML30BAaTb 3TY MHAOPMAaLMIO ANS TOro, YTobb!

BbICTYNaTh B ponu [lonoca knneHToB (VoC) B Avito 1 cnocobcTBOBaTh POCTY BnaHeca,

obecneynBag XOPOLUNN KINNEHTCKUM onbIT (CX).

v/ Korga uTo-To nger He Tak, Mbl ncnpasndem CutTyaumio n pagyem Hallnx KfineHToB,

3aTpaynBas MUHMUMYM BPEMEHW U YCUIUN C X CTOPOHbI.

v/ BaxHo cnegutb 3a TeMm, 4TO genaoT KOHKYPEHTbI, HO HaLln KNMNEeHTbI 1 CX - 3TO TO, YEMY Mbl

oyaem yoensatb MakCUMyM BHUMAHUA.

v B cBoell paboTe Mbl 6y1eM OCHOBLIBATLCS HA TEXHOMOIMMSIX U AaHHbIX, AenaTb CMenble

CTaBKM HaA OOJITOCPOYHYIO NEPCNEKTUBY U COKPALLIATb YCUITNA KITMEHTOB, HalpaslfieHHbIE Ha

Nnalliadize nNnOaARnan



Hawwn nyteBogHble 3Be3bl (KOTOPblEe HYXXHO A0OCTUYb K 2025 r. Unu

paHee)

1. CSAT : > 80%

2. FCR :>90%

3. CR Reduction : 6-8% YoY (=remove defects why customers need CS)

3. ABTOMaTu3auus
a) CSAT : > 80%
b) Reopens :< 5%
4. TeKy4yka areHToB : < 2.5%

5. BoBneyeHHoOCTL : >90%



Kak mbl gocturaem pesynbsrart

O
O

KaHnanbl : TONI0C, YaT N MUCbMO (BKIOYas BHyTPMKaHanbHYH aBToMaTmnsawmio BO BCEX TPEX)
Bpems paboTbl : 24x7

Ctpaterusa pab6otbl Ha nnowaakax LUIKC: CaHkTt-lNeTepOypr, KaszaHb, Camapa (KoHeL siHBaps 2023) +
eLle ogHa nnowagka B puHaHcoBoM rogy 2024. [ipyrve nnowankv ganee Ha Boctoke He
npenycMoTpeHbl, Mbl Byaem obecneunBaTtb NPUCYTCTBUE B AHEBHOE BpEMS KIMEHTOB, paboTas cMeHamu
B pexunme 24x7

Mepexop B pernoHbl: LUtaTHble coTpyaHukn B CIB gosmkHbl coctaBnaTb 20% oT obuiero headcount B
2023 onHaHCOBOM roay, AanbHenwmn pocT headcount 4OMKEH MPOUCXOAUTL TOMBKO B pernoHax. Ans
areHToB Mbl NfIaHUpyemM, YTo K 31 mapTa 2023 cpnHaHcoBoro roga areHtol B ClNb 6yayT coctaBnaTth 10%
oT obwero headcount 2023 ¢prHaHCOBOrO roaa, 1 Mbl 0yaeM HaHMMaTb COTPYAHUKOB MO Mepe
HeobxoaAnMOCTH, YTOBLI COXPaHUTb 3TO KONMYecTBO. CTOMMOCTb HEABWXNUMOCTU B perMoHax Ha 50% u
bonee HMxe, Yem B Cl1B, 4To nomoraeT HaMm apPeKTUBHO ynpasnsaTb Cost per Ticket (CpT).
AyTtcopuHr: Cenvac y Hac eCcTb ayTcopcuHr B DE. Mbl 6yaem nsyyatb BO3MOXHOCTY Bornee

LLUMPOKOro npuMeHeHNA ayTCoOpCuUHra, TosibKo ecJsqin Mbl nonyvynm NaeHTn4Hoe Uinn ny4yilluee

yrauaoarTon i1 AAAAA LA/ ATAIAMAATL (MIALIAR/AA LA 150/)



KntouyeBble MOMEHTbI OOLLen cTpaTerum

v/ [lporpamma «lorpyxeHune B KIIMEHTCKUK cepBUCH» (CSI) 4na pykosoauTenen, He paboTatowmx B LIKC,
3anyuieHa 1 ceHTAbpS, U Ha JaHHbIN MOMEHT 06y4YeHbl 44 pykoBoauTens (27 odnarH, 17 oHnanH). "Kaxabin
AOIMKEH NEerko NoHMMaTb NpodnemMbl KNMEHTOB".

: Mbl Bygem eHbIM OKHOM BCETO, YTO KacaeTCs MPEBOCXOAHONO KIMEHTCKOro

cepsuca, n bygem npMHMMaThb ydacTue B MPUHATUN PELLEHUI MO CAUSHUSM U NOTTOLWEHNAM: BO3bMEM SN Mbl
Ha cebs CS unm coxpaHnm komaHay CS "kak ecms". Ecnv Tak, To Mbl 6yaem HacTpamBaTb UX Ha AOCTUXKEHNE
HaLlero ypoBHS CX, MCNONb3ys NokasaTenn kayecTsa, SL u ctoMmocTn. «Mebl siBrisiemcst BnagenbLuamMmm YpoBHA CX
B pelleHnm npobnem KNMEHTOB, ANsl BCEro Avito".

v/ Crtparterusa SMM: Mbl gopaboTtaem cTpaTternto SMM npu y4actum PR U ycTaHOBUM Boriee XXeCTKne METPUKM
AN nsmepeHuns apeKTMBHOCTU. «B coBpeMeHHOM MUpe COLL. CETU BAUSIOT Ha BOCNpuaTne bpeHaal»

v/ CermeHtauus knveHToB: [ToMUMO Private & Pro, Mbl N3y4MM BO3MOXXHOCTb CO34aHUsi FOPU3OHTarIbHOM
KOMaHAbl Pro+ Ha OCHOBaHUKN peHTabenbHOCTM MHBECTULMI. Bonee ageTanbHasa cermeHTaums xenarternbHa, HO
He SIBMSIeTCH 9KOHOMUYECKN 3EKTUBHON, N yXyaLaeT CX, eCriv Mbl NbITaeMcs caenartb 3TO C TEMU Xe

3aTpartaMu. MbI He 6y.qu npOCVITb/O)KVI,EI,aTb, YTO areHT 6y.qu OTHOCUTLCA K KITMeHTaM No-pa3HoMy,

OCHOBbIBasiCb Ha ceMM%M&L&WWBM%Me&E@Jb KomMnaHuen ¢ ny4dwum

KNMeHTCKMM cepBucom B Poccum k 2025? &



TouyHoCTb Capacity Planning (CP): HaM Hy>Ha TOYHOCTb NPOrHO3MpPOBaHUs 90% (10% rMBKOCTM - 3TO TO, YTO AOSKHbI/MOTYT oTpaboTaTh OnepauuoHHsblii otaen LIKC/WFM-RTM
C CyLLEeCTBYOLMMM headcount). TOYHOCTb AOMKHA BbITb Ha YPOBHE 15-MUHYTHBIX MHTEPBAoB AMNs rofloca U YaTa U Ha ypoBHe 1 Yaca A5 MMcbMa — PacCMOTPEHME BO3MOXXHOCTM

o06beauHNTL NPOrpamMmmbl C HU3KNMM BXOLSLLMM MOTOKOM U BO3MOXHOCTb RTM nepemMeluaTh areHToB. Capacity Planning COCTOUT 13 2 YacTen :-

a) [Jonrocpo4Hbie NpPorHo3bl, unu LTF (FC1, FC2 1 Ha 8 Hedenb Bniepea): YNCrNeHHOCTbL areHToB GyAeT OCHOBLIBATLCS HA 3TOM => Base Capacity (Ba3oBas MouHocTk). Ecnn

NOTOK 06pau.|,eHvu71 yBeInn4eH 6onbLue, YeM Ha 10% B TedeHue 2 mecsaueB unu bonee, Mbl nonpocum GM fgaTb BO3MOXHOCTb HAHATb areHToB. ECnun Mbl He BUAMM BbICOKUX
06beMOB NOTOKA O6anJ,eHVIl7I nocne Hanma, Mbl CKOppPEeKTUpyemM YNCNeHHOCTb npu Hanme COTPYOHUKOB, KOTOPbIX Mbl GepeM, YTOObI BOCMONHNUTL TEKY4Ky; ~4% pm -->y Hac

MOXET ObITb 1-2 MecsiLla HU3KOW occupancy.

b) KpaTkocpoUHblil NporHos, unu STF (Ha 2 & 1 Hegento Bnepep[)_: YTo6bl noMoyb WFM-RTM NnaHnpoBaTe MU3MEHEHUS B CMEHAX, pacnpefensiTb areHToB MeXay

nporpaMMamu, Aon.4yacbl 1 paboTy ¢ ApyrMMu pblyaramm => Real time capacity. KpaTkOCpOYHbIM NPOrHO3 He AOMMKEH OTAMYAaTLCA OT AONTOCPOYHOro 6onblue, Yem Ha 10%

Hawa cnoco6HocThL BMAEThL NPoAyKTOBbIe 3anyckuy crieaylollero ksaprana: OTnaguTe cyliecTaytolme SOPs, 4Tobbl yeeanTses, 4to y LIKC ecTb noHeaensHas
MHPOPMaLMM O NPOAYKTOBLIX M3MEHEHUAX Ha nNpeacTosAwmi keapTan. O6LeHne ¢ komaHaow CP 0 MobbiX M3MEHEHUSX B NPOrHO3e, 06LLEHNEe C KoMaHaom Content 06

ynpasneHuy NponyckHOW CNOCOBHOCTbIO.

CnocobHocTb caenathb rnybokoe norpyxeHue B MeTpuku: Kaxabin MoXeT caenatb rmybuHHbIA aHanu3 uameHeHnn B meTpukax (WowW & MoM), 4tobbl
MOHSATbL TPEHAbI U CNaHMPOBaTb KOPPEKTUPYIOLLNE AENCTBUSA (a He NPOCTO CTaBUTb TarK "R&R", "Autoteka", "gonrum oteT" 1 1.4.). OTYETHI JOMKHBI OTBEYaTb
MUHUMYM Ha 2 Bonpoca "lloyemMy" nocne gaHHOro ypoBHS TaroB. OnpegennTte, Kakne U3MeHeHnst TeroB Heo6XoanMBbl, 1 Kak MOXHO f00aBUTb AaHHbIE OT

areHToB.

Data Engineering: [paHynspHOCTb Ha ypOBHe BepTMKanu, KaHana, cynepsan3epa, areHTa (OnbITHbIN-HEONbITHLIN, TOKaUWs, KpOCC-KaHanbHoe BpeMs paboThbl) 1



MapLIprTVI3aLWIFI KITMEHTCKUX KOHTaKTOB: Onpep,enﬂeM C NOMOLLbIO TEXHUYECKUX CPEeaCcTB N YMHbIX IVR, UTO HY>KHO KIUEHTY, U HarnpasnsaeM KnmeHTa Kyga

HY>KHO B NEpPBbLIN pas 1 kaxkabli pas. Miamepsiem aedekTbl, YToObl MOCTOSIHHO COBEPLUEHCTBOBATL MapLIpyTU3aLuIo.

3(*)4)9KTVIBHOCTI: KOHTeHTa: KnneHTam n areHTam QOSmKeH HPaBUTbCA HALUl KOHTEHT. OH gormkeH ObITb Nerkim Ans nomcka n Hasurauum, yBleKaTernbHbIM,
KOPOTKMM (<150 CNoB) U NOHATHbLIM. MoHnmaem, 4uto HYXHO KIMUEHTY (C NOMOLLIbIO TEXHOMOIMIA), U NOKa3biBaem €My TOJ1bKO Heo6xop,wmyro MH(*)OpMaLI,I/I}O.
Mocne nocelyeHus HelpCenter y KnneHTa He JOIKHO ObITb HEOOXOANMOCTHU o6pau.|,aTbc;| K areHTty, eCrin TOJ1bKO Mbl 3TOI0 He XOTUM. Ons NOATBEPXKAEHHbIX (C
TOYHOCTbHIO +95%) crnyyaes T&S, Hanpasnsaem ux Ha 6oTa, ncnonb3yA onTMMarnbHbIN I/ID,eHTI/Id)MKaTop M MapLpyTusadmio. Kak Tonbko areHT y3Haet npo6nemy
KINMMeHTa, OH OOJKEeH Nony4nTb Hy)KHbII7I KOHTEHT B 1 KINUK U MOXET 4obaBnTb 3TO K pasroBopy B 1 KMNuK. AKTMBHO Haxoaum MepTBbII7I KOHTEHT 1 CBOEBPEMEHHO

XOpPOHUM ero! YcTpaHsaeM HeoBX0AMMOCTb NCMOMb30BaHUSA areHTaMu CBoero CO6CTBEHHOMO KOHTEHTa!

AreHTCKMe UHCTPYMEeHTbI: ATeHT YKe [OJKeH 3HaTb, B YeM 3akItovaeTcs npobnemMa KrnveHTa (Yepes TeXHUYeckne cpeacTea). Peluaem kaxayto npobnemy

MaKCUMYyM 33 5 KNUKOB. AreHT JOIKEH MMETb BO3MOXHOCTb CAeNaTh BCe Heobxoanmoe B 04HOM MOSb30BATENbLCKOM MHTepderice/NpuUnoXeHnm, Haxkas Ha

OAHY N3 HEeCKOJ1bKMNX NMpaBUIbHbIX onuun, npegnaraemMblX CUCTEMOW.

CCX (KNUEeHTCKUM OnbIT KOHTaKTa): 100% KOHTaKTOB A0MKHbI BbiTh NPOBEPEHbI HA KAYECTBO NPWY NOMOLLN TEXHUYECKMX cpeacTB. PyyHas oueHka

OCYLLIECTBISAETCH TOMNLKO B TOM Clyyae, ecriv Tex.cpeacTaa He MoryT AaTbh HaMm Heobxoanmble AeTany unu aAng noBTOPHOro noaTeepXxaeHus "owmbok" .
OwnbKm areHTOB OOSMKHbI Nerko 4oBoAnTbCs A0 ceeaeHnss CB ana aansHenwero pasbopa. Ecnv HeobxogmMmo noBTopHOE 0byveHue, nponcxoant
aBTOMaTn4ecKkoe HazHavyeHue moayrnen camoobyveHus. Heobxoammo oueHnBaTh 3hPEKTUBHOCTL NOCNe 00yYeHUst Ha aHanornyHbIX KoHTakTax. Korga
MOAYMb HasHayeH, MHpopmaums fomkHa nepepasatecst CB 1 RTM ans nnaHnMpoBaHUs BpeMeHn camoobyyeHns B bnmxaniume 2 aHs. Cosgaem 10-15-

MWHYTHbIX MMKpOMOLI,yJ'IeVI, 3aKaH4unBawLwmeca tectamm, n NOCTOAHHO yny4yllaem Ux.

06yqe|-|v|e: YyeHukam gormkeH HPaBUTbCA KOHTEHT. Cpenaewm ero NPOCTbIM, NEerkum Aand 3anoMmMHaHuA n C(bOKyCVIpyEMCﬂ Ha NOHWMaHWUWU peLlieHnA

npobnembl. Mocne 3Toro NONCK KOHTEHTA AOIMKEH NOMOraTb areHTy HaXOAUTb HYXKHYH0 MHGOPMaLWIo, B MPOTUBOBEC HEOGXOAMMOCTU Harpy»kaTb yM BCE

GonbLIMM 1 6oNnbLLNMM 0GLEMOM UHGOPMaLMK. TPEHNPYEM BCE CLIEHAPUWN KOHTAKTOB Ha aTarne 0by4eHus], YToObl areHTbl YyBCTBOBaNu cebst KOMGOPTHO B



OnbIT COTPYAHUKOB

lNosBonbTe HaMm caenaTtb Halwly KOMaHay c4acTnmBeon, MOTI/IBVIpOBaHHOVI n COCpeﬂ,OTO‘-IeHHOIZ Ha uenu; ynpasneHue n pa3sntune
HaWwnx COTpyaHUKOB

CosnaBaiiTe, nogaepxuBanTe 1 passmBanTe KynbTypy Avito. JTiogn genatot opraHmsaumio! CHacTnmBble COTPYAHWUKN KITMEHTCKOTO
cepBuca AenaroT CHaCTNIMBbLIMU CBOMX KITMEHTOB!

AKTUBHO BbISABNSANTE BOMEBbIE TOYKU, KOTOPbIE Y HAC €CTb N0 KaXX40MY 13 BblLLENEPEYNCIEHHbIX MYHKTOB, U KACTOMU3NPYUTE
peLleHnd ¢ y4eToM noTpebHocTen COTPYAHNKOB. Hal NOCTOSAHHBLINM NpuHUMN :«OTTankmBaemcs ot noTpebHoCcTen noaen», a He
«OTTankmBaemMcs ot MeTpuk". Kaxxabii COTPYAHWUK B KOMAHAE - 3TO YeNOBEK C AMOLMSIMU, @ HE TOYKa AaHHbIX. .

[laBanTe BO3MOXHOCTb NyyLUMM TanaHtTam pactu n passmatbcd B LIKC u Avito a4ns yooBneTBOPEHUst X KapbepPHbIX YCTPEMITEHUN K

npenocTaBreHns HeoOX0ANMOWN NOAAEPKKN KAKIAOMY.

OnepaumoHHas pa6orta B LIKC

370 TO, YTO AENCTBUTENBHO MMEET 3Ha4YeHMe 1 nomoraeT Hawmm knueHtam! Bee mbl B LIKC cylilectByem ansg 1oro, Ytobbl nogaepxarb HaLlnx
ONepaLMOHHbIX COTPYAHMKOB B UX CTPEMIIEHUWN YAVYLLINTb KIMEHTCKUM ONbIT!

(DOKyC Hawlero BHUMaHunA OOJKEH ObITb HanpasJieH Ha TO, YTOObI AaTb BO3MOXXHOCTb Bl un CB BbLINONHATL CBOO pa60Ty, a 9TO 3HAYUT:-

v [ogoepixkka, obyyeHune n pa3BuTUE areHToB AN yny4lleHus CX 1 BbiserieHne 60neBbiX TOUEK (METPUKM - 3TO MNLLb MHCTPYMEHTDI, a HE
uenb!).

v/ PasBuTune areHToB 1 cBoe cO6CTBEHHOE pa3BUTME A1 MaKCMMaribHOro PacKpbITUSA NoTeHUMana, dopM1MpoBaHue KaHana nMaepcTea B
LIKC n Avito.

Hawa opraHusauund, TeXHONOrnn, MHCTPYMEHTbI U NTMOepCTBO AO/XHbI AaBaTb HAM BO3SMOXHOCTb pearnim3oBaTtb 3TO.

v Mbl npoaHanuampyem opraHM3aLMOHHYH CTPYKTYPY OnepaumMoHHOro oTaena, YTobbl yoeauTbes, YTo Kaxablii pykoBoaUTenb UMeeT
ONTUMarnbHOE KONMMYECTBO COTPYAHMKOB HA YPOBHE HIKE, YTOObI 06eCneqnTb Hannyylumin CX Ans Kaxxaoro KnveHTa

4 MRt AAAFI A FIARA RAAIIII Il 112 RAANZ AL IIAARA FNAMIAR AT TIAIA RAANFFAN I NN 124 FAF 11t attitanntia FoestamnTemiactratia s T AAFT /17T R A 12 CON I ARAE FIAFIIATE AT A St TR Ala



“SAvito

JaBanTte cozgagum camyto KIIMEHTOOPUEHTUPOBAHHYIO U
CYacCTNMUBYIO opraHmM3auuio KrnueHTcKoro cepsuca B Poccuu!

N 31O TONBLKO Ha4yano!



Annual goals

Base line Apr'23 May'23 Jun'23 Jul'23  Aug'23 Sep'23 Annual Goal Act/ Target

Automation 17% 22,7% 22,7% 25,8% 27,9% 23,3% 23,9% 30% -6%
AHT 630 640 768 805 802 843 826 535 +291
SL Voice - 74% 81% 80% 76% 68% 54% 80% -26%
SL Chats - 59% 56% 54% 49% 41% 34% 80% -46%
SL Email - 51% 58% 58% 57% 54% 45% 80% -35%
FCR 55% 60% 58% 61% 62% 58% 59% 70% -11%
Ontime 68% 74% 76% 78% 76% 75% 71% 78% -7%
CSAT 59% 56% 58% 57% 59% 61% 60% 68% -8%

Attrition - 2,9% 5,4% 4,5% 4,0% 6,8% 6,0% 4,0% +2,0%



Annual goals - CR

SX/BX (if

Vertical applicable) Baseline  Apr May Jun Jul Aug Sep
AU sX 9,80% 10,58% 10,85% 10,46% 10,55% 10,75% 13,78%

BX 0,11%  0,13% 011% 011% 012% 010%  0,11%
GE - 205%  1,92% 1,82% 2,08% 2,22%  2,02%  2,03%
OE - 7.00%  7,00% 670% 690% 6,90% 7,00% 6,00%
Jo - 0,04%  0,04% 0,04% 005% 0,05% 0,06% 0,07%
RE sX 9,60% 10,07% 10,64% 11,34% 11,89% 12,33% 11,27%

BX 0,07%  0,09% 008% 008% 008% 0,06% 0,06%
SE sX 0,10% 011% 011% 011% 011% 0,12%  0,11%

BX 0,12%  0,09% 0,09% 0,09% 0,90% 0,08% 0,08%

Goal

7,84%
0,09%

1,60%

5,84%
0,03%
7,70%
0,06%
0,08%

0,10%

Act | Target
76%
27%
27%

3%
152%
46%

5%
35%

-19%

Above
baseline

+

+

at risk

at risk

at risk

at risk

at risk

at risk



Road Map

FCR 55% — 59% — 70%
- Reopens in chats -50% (34% — 17%); Sep’22 20% ahead track
- Reopens in emails -40% (13% — 8%); Sep’22 11% on track
- Interchannel escalations in Chat -30% (22% — 16%); Sep’22 21% behind track
- Interchannel escalations in Voice -25% (37% — 28%); Sep’22 37% behind track
- Additional information requests in email by 25% (26% — 21%); Sep’22 31% behind track (but
until the end of Nov’'22 A/B test in HC will be conducted which will return us on track)

Ontime 68% — 71% — 78%
- Inside channel escalations in chats -20% (58% — 49%) Sep’22 57% behind track
- Inside channel escalations in Email -15% (46% — 37%) Sep’22 41% on track
- Interchannel transfers in Voice -20% (27% — 22%) Sep’22 37% behind track

- Set SLA's for external contractors: RP done, Boxberry done, Others Q4 FY23 g

CX+ 0D
+ SS

Baseline — Sep’22 — Q4 FY23



Road Map

CSAT 59% — 60% — 68%

Ongoing process (QA+Ops+CS BP+PMO): define the list of DSAT drivers monthly and carry out
the work on it; Done

Create a process of quality assurance in Automation to control CSAT decrease; done;

Create an ongoing process of operating the VOC; CSAT in incident cases increased at least by
54% (DR -10%); Sep’22 41% behind track

PMO +
CX +SS
+ OD



Road Map

Service level

- Interval forecast accuracy 90%; Sep’22 68% behind track;

- Agree on the additional resources to achieve targets and hire them; hiring - in progress;

- 98% of Agents entering the line are ready to work; goal will be revised;

- Increase Schedule adherence to 95%; Sep’22 from 84% to 92% by verticals;

- Deprecated HC/HV lines in support; on track

- Optimizing occupancy: mixing programs in small verticals / programs; Done;

- Optimizing occupancy by optimizing the tools; Auto assignment is done; Automatic switch of
agents between channels in case of low issues inflow - experiment is finished, waiting for SS
development (details are in the Support Systems slides below);

PMO +
WFM/RTM
+
Analytics
+ CX + SS
+ OD



Road Map

AHT 630 — 826 — 535

Reduce AHT by 6% by working within Operational Department; behind track

Reduce AHT by 9% by optimizing tools; details are in Support Systems slides below; behind
track

Reduce AHT (interaction) up to 10% by moving to a new knowledge base (Naumen); Dec’22
Delivery launch, Jan’23 Naumen launch, Mar’23 - 75% scaling;

OD +SS +
PMO + CX



Road Map

Contact Rate behind track in the most of the verticals

To decrease horizontal share of CR; behind track;

To decrease vertical share of CR; behind track;

To create ongoing process of UX evaluation for decreasing risks of growing CR after releasing;
On track;

Helpcenter improvements: deep-dive CR analyses, search optimization; behind track;

PMO +
CSBP +
CX



Status of OD goals FY’23

Metric Status Hits Miss
CSAT
baseline 59% — goal 63% 60%
yBenmuMnm sui6opki / no6asmnm B KPI 3anyck nporpamMmm 1 pocT ackanauui, 6eknoru n gonroe
Bpems oTBeTa
DSAT o
baseline 6% — goal 2% 4,1%
AHT Crosschannel -6% from 630 M3MEHWNM oLeHKY a(pdeKTMBHOCTM, co3ganu POCT AOM HATOB B NOTOKE, Qaasmme MpoAyKTa, sarnyck
; 826 nporpaMm v pocT 3ckanauui, OTCYTCTBUE KapbeEPHOTO
sec. baseline, goal 535 SupportX
pocTa
Utilization 82% average annual o PyHHo® ynpaBneHmeL VISMEH paGgTy cTaTycos, npu NNaHNPoOBaHUN pacnucaHnsa He y4nTbiBaeTcs
85% OLIEHWINN BO3MOXHbIN MakcumMym (82%) A
FY23 Utilization, agantauusi 8 Ofl, py4Hoe ynpaBneHue
Attrition 4% 4.8% NnaHUpoBaHue 1 yrnpasreHne Kak oT4ernbHbIM HeT METPUK OLEHKM aganTaLum HOBUYKOB 1
° 070 MPOEKTOM, COMMacoBaHHOCTb AeiicTauii Of u HR HacTaBHWYecTBa
NnaHupoBaHue 1 yrnpasreHne Kak oT4ernbHbIM OTCYTCTBME VIIDABNEHNS EDETOKOM .
Regional Support team 90/10 72% NMPOEKTOM, CorflacoBaHHOCTb AericTeuin O n HR y ynp P Operations

B Gekodbuce = Harpyska Ha O[] Department




Status of SS goals FY’23

1) Automation Rate 17% — 30%
2) AHT -9% from 630 sec. baseline
3) FCR +2%

4) Occupancy +10%

5) To launch new softphone for CS

Support
Systems



Automation rate

Goal: 17% — 30%
Current value: 23,9%
On track: at risk, 1% behind by the current calculations

Why at risk: 1) lost 7% automation instead of 5% from IP
blockings decreasing, 2) no voice bots in the report

What’s next: launch new bots and make new automation
report to reflect automation rate more correctly, by the new
report we're anticipatory on track.

Support
Systems



AHT

Goal: -9% from 630 sec. baseline
Current value: 829 sec. (0% reduction)

On track: no, the extent to be calculated by the end of
October after the new chat logic is rolled out to all agents.

Why not on track: 1) new process of closing chats, 2) newly
hired agents with lower AHT, 3) increased share of chat
channel with higher AHT.

What’s next in FY23: 1) “thanks” automation, 2) change the
issue’s program and vertical simultaneously, 3) voice agents
assign tickets to themselves, 4) internal notes in chat, 5)
integrate chat and helpdesk with Naumen knowledge base.




FCR

Goal: +2% via Help Center improvements
Current value: 0% increase
On track: yes

What’s next in FY23: 1) a/b test of shorter classifier for
unauthenticated Help Center visitors in October, 2) MVP of
Smart IVR in Q3




Occupancy

Goal: +10% via tools improvements
Current value: Chat 0%, Email +2,5%, Voice 0%
On track: at risk, to be evaluated after blending launched

Why at risk: 1) nothing planned for chat, 2) +2,5-5% last
estimate in Email, 3) +10-30% estimated for voice.

What’s next in FY23: 1) blending tickets to under-occupied
voice agents in Q3, 2) maybe scale tickets auto-assignment to
all programs in Q4.




New Softphone

Goal: develop a new softphone and transfer all agents
Current status: launched, releasing additional features
On track: yes

What’s next in FY23: release additional features and fix bugs
by November 18th, transfer all agents by the end of Q3.

Support
Systems



Goals and results CX

Baseline — Sep’22 — Q4 FY23
CSAT 59% — 60% — 68% - on track

FCR 55% — 59% — 70% behind track

Regional scaling 2 % — 19% — 50% - on track

ES - 78%, Loyalty - 74%, Happy Ind - 69% — 82% behind track

Content:
Reducing conversion rate -7,8% — 8,9% — 6% behind track

Quality:
Ontime 68% — 71% — 78% - ON track

Trainings:

Conversion of trainings 94,90%— 93,65% — <95% behind track

Self-education programm 30% — 49% — 60% ON track
Time to perfomance - 37% — 43% — 98% behind track




CSAT - action points

- Ongoing process (QA+0Ops+CS BP+PMO): define the list of DSAT drivers monthly and
carry out the work on it - Done

- Ongoing process (Content) of updating scripts and templates in high DSAT - In process

- ToV update for chats, voices, mail. Creating Online ToV courses - Partially Done

FCR - action points

- New course on ToV in chats - Done. Effect evaluation - end of November

- New ToV guide in voice - Done. Effect evaluation - end of November

- Fix additional requests for information as a critical error - Done. Evaluation of the effect - the end of
October.



Hits

start of migration to a new
knowledge base
roles of CX managers defined

Misses

adaptation after training

here are no metrics to evaluate the result of departmental
actions

team - responsibilities within teams were not defined
(teams did not understand the role in CX)

the results of the work of the Quality Department

do not meet expectations

there are no clear areas of responsibility between PMO
and CX dept

programs treanings did not give the desired result

the knowledge base needed to be changed a long time
ago
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% of resignees
Line staff & Supervisors

Support (total 420 number of resignees)

ATTRITION
(01.04.22-24.10.22)

Saint-Petersburg
(total 154 number of resignees)

Region

(total 266 number of resignees)

@ Saint-Petersburg @ Region

% of resignees
Business Processes
(total 36 number of resignees)

@ Saint-Petersburg @ Region

¢%Avito

@ % resignees during entry training
@ % of resignees within 2-6 mnths

@ % of resignees over 6 mnth

Saint-Petersburg
(total 33 number of resignees)

B % resignees during entry training
@ % of resignees within 2-6 mnths

@ % of resignees over 6 mnth

@ % resignees during entry training
B % of resignees within 2-6 mnths

@ % of resignees over 6 mnth

Region
(total 3 number of resignees)

@ % resignees during entry training
@ % of resignees within 2-6 mnths

B % of resignees over 6 mnth




ATTRITION BY VERTICALS
(01.04.22-24.10.22)

Total % of resignees % resignees during entry training

ODelivery EGoods EAuto [[Real Estate MServices @Jobs B NON-VERTICAL ODelivery EGoods HEAuto [Real Estate MServices EJobs B NON-VERTICAL

% of resignees within 2-6 mnths % of resignees over 6 mnth

Ll
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T&D Metrics
(April-September)
Supervisors in Locomotive Line Staff in locomotive

X THE NUMBER OF STAFF INVOLVED IN THE
(Total 129 Supervisors) (Total 1348 Line Staff)

LOCOMOTIVE PROJECT

®Regions ®Saint-Petersburg ® Total

250 207 214

200 —] =

150 132 == —

B == =

100 FE — | — | | —

50 % = e % | — |

EParticipate [ Does not participate @ Participate @ Does not participate 0 e -S— - - -

£
]

Low participation rate in Locomotive program doesn’t help in succession planning.
At the same 100% of Loco talent pool has 100% of trained skills for the role.



Hits

Regional expansion
Leadership management
completeness

Team work&connection

Hits and misses

Misses

e Attrition
e Recruitment capacity-voice
e Succession planning

e Level of readiness -2 level







