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POPMYBAHHSA

O4YIKYBAHDb




BESINEPEPBHE
KOJ10O NPOLIECIB

*»

OTPUMAHHS PopMyBAHHS
3BOPOTHOIO NACAHIB TO
3B'A13KY OYiKYBQAHb

BUKOHOQHHS
pPo60TH




NMOJIOBHE
LLLIO BAPTO
SAINAMATATNM

OuJikyBAHHS A0 PO60TU MAIOTb 6YTH
cPOpPMYyNbOBAHI, YITKO 3APIKCOBAHI |
y3rog)XeHi 3 NpauiBHMKOM HO KOXXHOMY eTarni

Mepwi Taki eTanu:

Cniséecipq, Buxig Ha po6oTy,

BUNPOG6YBANbHUA TEPMIH = =
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KapTta nocagu
MaTpuuga KoMNeTeHL I
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KAPTA NMNOCAIOIM

Lle CTPYKTYPOBOHUN AOKYMEHT, IKUM
3¢ neTtanbHO onucye BCi

BoHa cnyrye opieHTUPOM AnS
CniBpO6ITHMKA, KepiBHMKA Ta HR-daxisuiB,
AOMOMAraroUm 3po3yMiTm GyHKLIOHAN,
BIANOBIOANBHICTb | OUIKYBOHI Pe3ynbTaTU
PO6OTH.

Lle iIHCTpYyMeHT ang opraHisauii po6oTy,
OUIHKN ePeKTUBHOCTI, apanTaLLil HOBUX
NPALUIBHUKIB | PO3BUTKY KAOP'EPHOIO NMJIAHY.



EJIEMEHTMN KAPTWM
noCAImnN

Has3sa nocagu: Yitka Ha3Bq, Ska Bignosigae nocagi B
WTaTHOMy posknagi (Hanpuknag, "MeHepxep 3 npogaxy")

MeTa nocagu: OcHOBHAO NpUYUHA iCHYBAHHS nocaau (Hanpuknap,
"3a6e3neyeHHs [OCArHEeHHS MNAHOBUX NOKA3HMKIB npoaaxy")
OcHoBHi ¢yHKLiT (30BAAHHS):

* YiTko BU3HAYEHI 060B'A3KM MPALIBHUKA.

+ Posnopgin 3a HanpsaMamm OisnbHOCTI.

OuikyBsaHi pesynstaTu: LLlo noBMHeH pocarty npauisHuk (Hanpuknap,
O6CAr NPOAAXiIB, KiNbKICTb 3AKPUTUX Yrof, TEPMiIHU BUKOHAHHS
30BACHD).

KoMmneTteHuii: Heo6xigHi 3HOHHS, HOBUYKU TA AKOCTI 419 BUKOHOHHS
3aBAAHbD.
MignopsaaKkyBAHHS:

« KoMy nignopsakoBYETLCS CMiBPOGITHUK.
» XTO MioNoOPSAOKOBYETLCS MOMY (IKLLIO €).

YMoeu npaui: lpadik po6oTtu, ymoBu po6éotu (odic, BigppaneHa poéota
TOLLO)
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lHaukaTopwm ouiHku edekTusHocTi (KPI): KoHKpeTHi nokasHuky, 3a
AKMMM OLLIHIOETBCS YCMILWHICTb NPALIBHUKA

Pecypcu: LLlo HapaeTbca NPALUiBHUKY AN BUKOHAHHS po60TH (TexHika,
NPOrpamMu, 6104KeT TOLLO0)

MoxxnueocTi po3suTky: Kap'epHi nepcnekTusn, HOBYASbHI NPOrpamu,
niaBULLEHHS KBaAnipikaw,ii



MEHEDIDKEP 3

EnemMeHT

Ha3sa nocapgu

MeTa nocagmu

OCHOBHI YHKLIT

OuJikyBQHI pe3ynsTaTu

KomneTeHuii

[lignopsaKyBAHHS

YMoBu npaui

KPI

Pecypcu

MOXNMBOCTI PO3BUTKY

NMPOLOAOKY

Onuc
MeHepxep 3 npoadaxy
36inbLUEHHS NPOJAXIB | YTPUMAHHS KIIEHTIB

3anyyYeHHs HOBUX KNIEHTIB
[lpoBegeHHs neperoBopis
3aKpuUTTa yrog,

BukoHaHHa nnaHy npopgaxie Ha 100%
95% NO3NTUBHUX BIiAryKiB Bif KMIEHTIB

3HOHHS: TEXHIKU NPOoJaXiIB
Hasunuku: BegeHHs neperosopis, poé6ota 3 CRM

[lignopsaaKoBYETLCA KEPIBHMKY Bigginy npopaxis

[padik: nH-nT, 9:00-18:00, riépngHnin opmat po6oTH

» KinbkicTb HOoBUX KiieHTiB: 10/Micsaub
* BukoHaHHsa nnaHy: 90-100%

JNlanTton, goctyn po CRM, 6iopXxeT Ha peknamy

[ligBULLEHHS 0O CTAPLLOro MeHepXXepd, HABYASIbHI TPEHIHIn




AK CPLPOPMYBATM
KAPTY MNOCAOM?

m 36ip iHpopmMaLuii Npo nocany

@ PopMynoBAHHS METH NOCAAMU

@ Po3po6ka pyHKLIOHANIbHUX O60B'A3KIB
m BusHayeHHa KOMMNeTeHL N

@ BctaHoBneHHs KPI

m Y3ropg)keHHs 3 KepiBHULTBOM

3aTBepaKeHHs | npeseHTauia



MaTpuvLs
KOMMeTeHLu

Lle OKYyMeHT aKuin gornomMarae opraHi3aLii 4iTko
3PO3YyMITHU,

| O3BONAE OLLIHUTMU,
HACKINbKU MPALIBHMKU BIgNOBIAAIOTb LM BUMOIAM.

A HOINo noTPIBHA:

3¢ Bisyanizye Ha6ip Heo6XigHUX HaBUYOK Ansi PO60oYOoI
KOMYHiKaLLii

¥ Mokpaluye npouec HanMa i apganTawii
¥ Nae opieHTUP ANsi CTBOPEHHS HABYASbHUX MPOrPam
3 Moka3sye nepcneKTuBM NSl NOAANBbLLOIO PO3BUTKY

¥ Yito BM3HAYAE nopir kBanidbikaLiAHMX BUMOT

V N



KOJiN
BMMKOPMNMCTOBYEMO?

1EED

2 HA PERFORMANCE REVIEW
3 P PEFYAISIPHUX 1-1




ETAIAN
CTBOPEHHS:

Cl) 3po3ymiTi Linb Ta oéesr

() BusHaumTu koMneTeHL;ii

() Posginutn KoMneTeHLii 3a piBHSIMK
TA KATEropissmMu

(Z) CTBOpPUTU BOKYMEHT
(8 OuiHnTu npauisHMkiB
() OHoBNIOBATU TA BHOCUTU 3MiHK



BNSHAYACMO
LLiJib TA INePLL
PE3SVYJIbDTATAN

VLU,O e AAacTb 6i3Hecy?

V LLllo M1 xoueMo ouiHUTU?

V Aka iHpopMaLis HaOM NOTPI6HA?



BMN3HAYAEMO
KOMMETEHLLI




PO3MNMOOaANIHemMoO
SA PiIBHAMM

PIBEHDb BOJMMOOIHHSA
KOMIMETEHLLICIO:

MouaTkoBun, cepenHin, eKcnepTHUn

NMouuHaoumin, cneuianicr,
NpPoBigHUIA cneuianicT

PIBEHDb CIELLIAJIICTA:

BASIC

You have a common
knowledge level of
understanding in this area
and a basic understanding

of the skills and techniques
required to practically
apply this skill. You have
identified this as a key
area of interest and are
interested in developing it
further.

INTERMEDIATE

You are able to
successfully complete
tasks in this skill area

as requested.
Help from an expert
may be required from
time to time, but you
can usually perform
the skill
independently.

PROFESSIONAL

You can perform the
actions associated
with this skill without
assistance. You are
recognized within
your immediate
company as "a
person to ask” when
difficult questions
arise regarding this
skill.

EXPERT

You can perform the
actions associated
with this skill without
assistance. You are
recognized within
your immediate
company as "a
person to ask” when
difficult questions
arise regarding this
skill.




Title

POPMYEMO
MATPMMLLIO

Description

Junior Customer
Susses Manager

Middle Customer
Susses Manager

Senior Customer
Success Manager

Customer
Success Lead

Customer
Susses Director

Level Guidelines

Level 1

Level 2

Level 3

Level 4

Level 5

Job specific competencies

Product Knowledge

You should have in-depth knowledge of the
features, functionality, and benefits of your
company's offerings. This enables you to
effectively guide customers, troubleshoot
issues, and provide recommendations.

INTERMEDIATE

INTERMEDIATE

PROFESSIONAL

EXPERT

Industry Knowledge

Competency in industry knowledge refers to
a customer success manager's
understanding of the industry in which their
customers operate. It involves being
well-versed in the trends, challenges, and
competitive landscape of the industry to
effectively support and guide customers
towards success.

INTERMEDIATE

PROFESSIONAL

EXPERT

EXPERT

Customer Service

Strong customer service skills are essential.
You should be able to handle customer
inquiries, provide assistance, and ensure
customer satisfaction. This includes being
responsive, empathetic, and proactive in
addressing customer needs.

INTERMEDIATE

INTERMEDIATE

EXPERT

EXPERT

EXPERT




TECTYEMO

“ NposoauMo TECT HA
rpyni NPALBHUKIB

m 36MPAEMO 3BOPOTHIi 3B'930K

BHOCUMO KOPEKTUBY
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KOMYHIKYEMO!
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OHOoOBMoOEMO Ta
nigaTrpvuiMmyemMo

Hankpauie npautoe 3aKpinuTn NeBHoro
eKcrnepTa 3d KOXHOIO 3 NO3ULLIN




POJIb HR
MEHELLDOKEPA

\/ KoHTponioBaTu npouec
\/ OpraHi3oByBATU €KCNepTiB
\/ OdopMnIoBATU AOKYMEHTALIIO

\/ JonoMmaratu B KOMYHIKAL,l

A He 6paTu BCe Ha cebe!




HAKI MOXKYTb BYTWM

ANIBTEPHATUEM? —

I 3anyuaTu 30BHILLHIX ekcnepTis

e
e

* 3po6MUTHU MATPULLIO ANA FrPYynu
nopen

3pO6UTU KOPOTKUK ONUC
OuYiKyBOHb PO60TH

YHIPIKyBATU OUIKYBAOHHS
A0 NpPAuiBHUKIB




NMEPCOHANMBbHVIN
MnMiAH PO3BNTKY

JokyMeHT ge $ikcyroTbCa ycCi Lini,
NMACAHU | BOCATHEHHS NPALUIBHUKO

OCHOBHI ATPNBYTMWM:

Llini

Cnucok sagay

HasuanbHi MaTepiann

3BOPOTHIN 3B'A30K HO BUKOHOHHS 30404



HAK BlIH MODKE
POPMYBATNCHA?

[lo cemMu Linei HO NeBHUMU Nepiof Yacy

Bkniouae 6i3Hec Wini, po3BUTOK
HOBUYOK, M'IKUX HOBUYOK, OCOBUCTI LLini

[lo SMART
Llini + oii

OTpuMyBATH NIATBEPAXEHHS
AOCArHEeHHS uini, poébutn aHani3



NnPMKJ1AL

@ PoO3BUTOK NnifepCbKUX SKOCTen

A4 Npoiity TpeHiHr "KputnuHe MucneHHs"

A/ MoéyTu B poni MeHTOpa ANg Koneru-HOoBAYKA

\4 3AanycTuTn Kypc gnsa MeHep)xepiB KOMNAHIi

\'4 MigroTtyBaTtu Ta NPEe3eHTYBATU POJIb
HR pnga knieHTa HA NPOEKTI

+ 3BOPOTHIN 3B'930K TA APTEPAKTU MO KOXXHOMY MYHKTY



2. 7

NMPMNIMAIO BALLI
SAIMMINTTAHHSA
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