XaHc-Xopcet KoHKOJIEBCKHU

MexayHapOoIHbIN HHTEPAKTUBHBIN CEMUHAP-COBEIIAHUE

o KT u kadecTBy 00CIyKMBaHUS B COIMAIbHOM O00€CIICUCHUH

MexayHapoaHas accolyalus colanbHoro ooecneuenuss — Ilencunonnsiii hona Poccutickoit
denepanun

[Ipu nopaep;xke MuHuCTEPCTBA TPYIa U COLMAIIBHOM 3amuThl Poccurickon denepannu
Mockaa, 12-13 despans 2019 roga



JIlnHaMHUYHOE COIMATILHOE 00ECTICYEHUE, BLICOKOE KAaYE€CTBO
yIIpaBJI€HUs B 00JIACTH COLMAJILHOTO 00ECIICUeHUS 1 I100aJIbHbIC
BbI30BbI

BbI130BbI 4151 COLMAILHOTO 00ecneueHUs: uppoBasi SJKOHOMUKA,
TEXHOJIOTMYECKUM NEPEXOJ U OKUIAHUSA HACEIICHUS

Penraroniee 3Ha4€HNE BBICOKOTO KAa4€CTBA NOCYJAAPCTBEHHBIX YCIYT
JUISL YCIIEXA YUPEKICHUM COLMAIBHOTO 00ECIICUCHHUS

Crparernueckas ponb UKT B ycrientHon peanvs3anuu nporpaMmm
COIMAJILHOTO 00ECIICUEHUS

BBI30BBI - «CJIOH B KOMHAaTe» (IpobiiemMa, pa3perieHrue KOTOpoi BCe
M30€raroT)



JlnHaMHU4YHOE colMaIbHOE 00€CIeueHrEe, BLICOKOE Kau€CTBO
yIIpaBJaeHUs B 00JIACTH COLMAJIbHOIO 00ECIICUCHHUS U IN100aIbHbIC
BBI30BbI

OT TpaauIIMOHHOM, PEArupPYIOIIeH Ha BHEIIHNE (DAKTOPHhI, K COBPEMEHHOM,
IPOAKTHUBHOM KOHIICIIIIMH COIMAIBHOTO 0OecIeueHus (JOCTyITHOTO,
YCTOMYUBOIO M IIPEBEHTUBHOTO. .. )

[loTpeOHOCTh B YKPEIJIEHUHU TOOPOCOBECTHOIO YIIPABJICHHUS, BEICOKOU
(D PEKTUBHOCTH U KaYECTBE OOCITY)KUBAHUS B YUPECKICHUSAX COLIUATIBHOTO
o0OecrieueHus

OnpenenuTh BbI30BBI U pa3pad0TaTh PELICHUS B OTBET Ha OBICTPO
MEHSIFOITANCS KOHTEKCT ISl COLIMAIbHOTO 00eCTeYeHUs



[ maBHBIE€ BBIZOBBI ISl YUPEKICHUM COLMATBHOTO 00ECIICUCHUS

MACO 2018

NuBecTtnummn n
aKTyapHbl€ OLIeHKU

[MoBbILLEeHne
KadecTBa yrnpaBrieHus

YnpaerneHue
NHHOBAaLMAMMU,
TEXHOSTOrMYECKUM
pasBUTUEM U
aBToOMaTMn3aumen

CokpalleHne 4yucna
OLLNOOK 1
MOLLEHHNYECKNX
JENCTBUN U
NoBbILLEHNE
ANCUMNINHDI

YnpasneHune
NHHOBAaLMAMM,
TEXHOSOrMYECKUM
pasBUTUEM U
aBTOMaTU3aumen

YnpaBneHue
WHHOBALMSAMM,
TEXHOSOrNMYECKUM
pasBUTUEM U
aBTOMaTM3aumnen

Passutune
yenoBeyecKkunx
pecypcos




Pemaroiiee 3Ha4eHNE BHICOKOTO Ka4€CTBA IOCYIAPCTBEHHBIX YCIYT
JUIS yCIieXa YUPEeKJICHUH COIMaIbHOTO 00€CIeUSHUS

KauecTBeHHBIE aCIIEKTHI B IIPEI0CTABICHUNA OCOOUN U YCIYT KIIMEHTAM
(3auHTEpECOBaHHBIM JIMIAM) OpPTaHU3AIMEN COIMAIBHOTO OOECTIICUCHUS U €€
OTKJIUK Ha UX MOTPEOHOCTH K OOCITY>KUBAHUIO

>

D¢ dexTuBHas KyJbTypa 00CIyKUBAHUS U IPUBEPKEHHOCTD UJICH
MOBBIIICHUS CTAaHJAPTOB KauyeCcTBA OOCTYKMBAaHUS B yIPaBJICHUM (B OpraHU3AIIIN)

>

3anHTEPECOBAaHHOCTH B KAYECTBE OOCTYKMBAHMSI CITIOCOOCTBYET YKPEIUICHUIO
JIOBEPHS 1 BEPHI

D PekTUBHO (YHKIMOHUPYIOIIAS U yBaKaeMas CUCTEMa COLIMAIbHOTO
o0ecreUYeHUs SIBJISICTCS. BAXKHBIM (PAKTOPOM yCIexa, TaK e U IIPU OLICHKE
3(D(HEKTUBHOCTH JCSITEIBHOCTH MPaBUTEIbCTBA



BbICOKOE KaueCTBO MPEAOCTABICHHS TOCYIapPCTBEHHBIX YCIYT —
KpaliHe BaXKHO IJIs TOCTHXKEHHS yCIIeXa BEJOMCTBAMHU COIMAJIBHOIO
oOecIeueHus

>

- [loHnmMaHne NOTPEOHOCTEN KITMEHTOB

- Pa3paboTka yciayr B CerMeHTE KJIMEHTCKUX CEPBUCOB

- KitmeHTOOpMeHTHPOBAHHBIN TTOAXO/T

- COOTBETCTBYIOIIAN MEXAHU3M U KaHAJI B3aUMOJACHUCTBUS

- COTpYIHUYECTBO C APYTUMHU OPTraHU3AUSIMUA U 3aMHTEPECOBAHHBIMHU CTOPOHAMM
- YiipaBjeHue puckamu

- [IpoakTuBHBIE OAXOIbI

- YCTaHOBJICHUE U YIIPABICHUEM OXKUIAHUSIMU

- Opranuzaius npoieccoB 0OpaTHOM CBA3U



i

2

Crparernueckas poiab UKT npu peanuzanuu mporpamm
COL[MAJIBHOTO 00ECIICYEHUS

CrpaTrernuyeckuii MHCTPYMEHT peajin3alliid MHHOBALIMOHHBIX PEIICHUM IIPU OCYIIECTBICHUM
npeoOpa3oBaHri 1 BOBHUKHOBEHUH MTPOOJIEM

Tpu T1aBHBIX CTOJIIAa MHHOBALIMK: MOOWUJIBHBIE TEXHOJIOTHH, OOJIBIINE JAHHBIC U JICKTPOHHOE
MIPAaBUTEIBCTBO

CnocoOCTBYIOT BHEAPEHUIO 00JI€€ KOMIIJIEKCHBIX CUCTEM COLMATIBHOTO 00€CIIEYEHUS TTOCPEICTBOM
MOAACPKKH KIMEHTOOPUEHTUPOBAHHBIX CEPBUCOB M MHCTUTYIIMOHAILHOW MHTETPAIlUU

JlaHHBIE 3aHUMAIOT LIEHTPAJIBHOE MECTO B JICSITEIHOCTH YUPEKICHUN COUAITBHOTO 00€CTICUEHUS]
BxitrouaroT B ce0s1 aHaTUTUYECKUE TAaHHBIE, UCKYCCTBEHHBIN MHTEIUICKT U KOTHUTUBHBIE
BBIUMCIICHUS

OO0ecnieueHre KaueCcTBa JAHHBIX SIBISETCA Bce Oosiee U 00sIee BaKHBIM

MHCTpYyMEHT peanu3alii NPOAKTUBHOIO M TPEBEHTUBHOIO COLIMATILHOTO 0OecIieueHus1, Onaroaaps
MPEABUICHUIO KU3HEHHBIX CUTYaIIUA?



PBIHOYHBIN CNIPOC M TEHACHIIMM MEHAKOTCH. ..

6 n3 10 TPaK/IaH BOCTIONb-

30BAICh ObI HeKoTOpbIMU ¢op-
mamu MU, ecsim Obl 310 rapas-
THPOBAJIO OoJiee OBICTPBI IPO-
1ecC HaJIOrOBOIO BO3Bpara WA
TIOTYYEHHS COIMATTEHOTO MOCoOust!

7 13 10 TpaX/IaH OKHIAIOT TO

’Ke Ka4eCTBO DJICKTPOHHOIO B3au-
MOJEUCTBHS CO CBOMMH arcHTCTBA-
MH, KOTOPO€ OHHM MOJYy4YarOT OT
OHJIAMH-0aHKa, COLMAIBHBIX CETEH
VTN TIPUJIOKEHUN [T COBMECTHBIX
noe3710kK (ride-sharing)!

I'PaKaH yBEPEHDI,
YTO areHTCTBA MO COLUATTEHOMY
0OCITyKUBAaHHUIO Y2Ke MPOU3BeIH
HUu(poBYI0 MOAEPHU3ALMIO U
COBEPIIEHCTBOBAHUE YCIYT!

! Tno6anpHBIH OMPOC TPaKIaH O Ka4eCTBE TOCYAAPCTBEHHBIX YCIyT

Accenture, 2017 r.

2 UccnenoBanuii Accenture, 2017 r.

5%

7%

rpaxIaH MO0 BCEMY MHUPY TOBOPST, YTO
NPABUTENILCTBAM HEO0X0IUMO PelaTh
CJIOKHBIE TPOOJIEMBbI COBMECTHHIMU
YCWINSIMH C TIPUBIICYCHUEM TPAKIaH,

KOMIIAHUM ©  HEMPaBUTEIILCTBEHHBIX
opranmarmii (HITO)*
rpaiaaH  JKIyT, 4YTO  HAYHYT

3apadarpiBaTh 3a c4eT HUPPOBOH
IKOHOMHUKH B TEUEHHUE CIIECAYIOLIUX
MSATH JIET?

TPKIAH COIIACHBI, YTO TOCYIAPCTBEHHbIE
areHTcTBa  3((PEKTUBHO UCTIONB3YHOT
JlaHHbIE, KOTOpble y HHUX €CTb, U
NPABWIHLHOE TOHUMAHKE TPKIAH C LIEITBI0
aIanTUPOBaTh YCJIYTH B COOTBETCTBUM ¢
UX NOTpedHOCTIMI'

Paitnep bunaep, Ynpasnsromui JUpeKTop,
pykoBoauteiab OTneneHus rmo0ambHbIX
COLIMANIBHBIX yCIyT, Accenture



BbI30BbI — «CJIOH B KOMHaTe» (MpobiiemMa, pa3perieHue
KOTOPOM BCE M30EraroT)

1. OOMeH maHHBIMU /
MEKUHCTUTYIIHOHAIbHbBIC
OTHOIIIECHUS

2. Kubepbe30macHOCTh
3. 3ammra JaHHBIX

4. Hwuxoro He oCTaBISITH I1o3aau




