€ F
®

TexHonormm

OBHOBJIEHUE CUCTEMbI KOHTPOJ1IA KAHECTBA
N PEMEBOV AHAJIUTUKU SMART LOGGER I
B KOHTAKTHOM LIEHTPE KASPI BANK

0 3AKA3YNKE

Kaspi Bank — koMMepueckumin 6aHK KaszaxctaHa. baHk
3aHMMaeT TPeTbe MEeCTO MO pa3MepaM BKMaAoB GU3MUecKX
L,

MNPEANOCBHITKA

PyroBopacteo Kaspi Bank Bcerna genaeT akUEHT Ha Kade-
CTBE YCYI M NOCTOAHHO MHBECTMPYET B MHOOPMAaLIMOHHbIE
TexHonorun. B KoHue 2012 rofda 661110 NpUHATO pelleHme
BHeapuTb cnucteMy Smart Logger Il Komnanum LleHTp peye-
BbIx TexHosnorui (LIPT), B cocTaB KOTOpO BXOAUT MOAY/b
3anmncy TenedoHHLIX MeperoBopoOB, a TaKKe MOy b OLIEHKM
KadecTBa paboTbl ONepaTopoB. Vcronb3oBaHwe Modysis
oLeHo4YHbIX KapT Advanced Score Cards B cucteme

Smart Logger Il obecrneunno becnprcTpacTHyto 1 06beKTVB-
Hyt0 oLIeHKy KadecTBa paboTbl 560 onepaTopos, TpeboBaHMsA
1A KOTOPOW Bkl CHOPMUPOBaHLI CrieumanicTamMm

Kaspi Bank. B 2013 roay KonmM4yecTBo KaHasnoB bbio yBen-
YeHOo 1 BHe[peHa 3anmncb 3KPaHOB OMNepaTopoB.

CnycTA ABa rofa ycreLHowm 3KCnyaTaumm KoMnnexca
3aKa34vKoM bbi paspaboTaH paa NpeasioseHni Mo NoBbl-
LeHo 3QHEKTUBHOCTN CUCTEMbLI MOHUTOPUHIA AENCTBUN
oMepaTopoB, KONMMYECTBO KOTOPbLIX CTano npesbiwaTs 1 000.
MHore n3MeHeHWA B paboTe CiyKbbl TEXHUYECKO Moa-
LEpHKM BbINM CBA3aHbI C BBOAOM [AOMONHATELHOIO Ync/a

KaHanoB 3anncu: AnarHoCThKa npoLecca 3arvcn Ha pa6ou|l/|x
MecTax Tpe6osana 60MbLINX BpeMeHHbIX 3aTpaT M YenoBe4e-

CKMX pecypcos.

3aKasuuk:

AO «Kaspi Bank»
Otpacnb:

OuHaHChI
HeKoTopble ¢paKTbI:

« 1 AHBapA 1991 r. - co3naHve MexayHapoaHoro 6aHKa
«Anb Bapaka KasaxctaH», MpaBonpeeMHMKOM KOTOpPOro
Briocneactsum ctan OAO «baHk «Kacrmnckminy

» Bonee yeM 3 MUNIMOHA KIMEHTOB
» Bonee 8 TbiC. MarnbIx 1 cpeaHMX KOMMaHuiA

« KoHTaKTHbINM LieHTp 6aHKa pacronoeH Ha nioLlaaKe B ropoae
Anmartbl

3apgava:

« [loBbiweHne 3 eKTVBHOCTI PaboTbl ONEpPaTOPOB KOHTAKTHOMO
LeHTpa

PelueHue:

C1cTeMa KOHTPOSA Ka4ecTBa M pe4eBO aHaNIMTUKM
Smart Logger Il ¢ paclumpeHHon GyHKLMEN TEXHOMOMMHECKOro
MOHUWTOPMHIa KOHTaKTHOr O LIeHTpa

MNepvoa BHeapeHUA:

Il kBapTan 2015 roga

Pesynbtathl:

« 3anuce nopaaka 200 000 TenedpoHHbIX BbI30BOB B A€Hb

« KonnuecTBo 3ammcelt skpaHoB onepatopos — 220 000 — 250 000
B [ieHb

« MoHUTOPUHI 1 aHanm3 paboTsl 1200 onepaTopoB

* Y1Cro yHMKarnbHbIX 0TYETOB, paspaboTaHHbIX Mo ornpeaeneHHbIM
6/10KaM 1 MapaMeTpaM oLieHKM GoHorpamM 1 Braeodarinam — 4




PELLEHVE

B anperne 2015 roga Havanca NpoeKT o 4opaboTke

cucTembl Smart Logger |l Ana pean13aLiymn BO3MOMHOCTY
TEXHOJIOMMYECKOr0 MOHUTOPUHIA PaboThbl KOHTAKTHOIO LIeHTPa
C/y*KOOM TEXHUYECKOM NOAOEPHKM BaHKa.

B cBA3M C BLICOKOWM Harpy3KoM KOHTAKTHOMO LIEHTPA, KaK

B [HEBHOE, TaK 1 B HOUYHOE BPeMsi CYTOK, 0BHOBJIEHME CUCTEMBI
OCYLLECTBANOCH B }KECTKNE BPEMeHHbIe pamKu. PaboTbl
BKJII0Ya/IM HACTPOMKY 3anMcK 1 NMporpaMMel, obecreymBaloLLiel
nHTerpauuio ¢ nnatdopmoii Cisco, Ha 6ase KoTopoi
GYHKUMOHMPYET KOHTaKTHbIN LIeHTP 6aHKa. Dopmat 6asbl
doHorpamMm bbin NpeobpaszoBaH B Havboriee onNTUMarbHbI s
pacLUMpeHVA Y1Ca KaHamnoBs 3anmncu.

O6HoBeHMEe Moaysis, OTBEYAIOLLIEro 3a LieHTPaiM30BaHHoe
XpaHeHne, 06paboTHy 1 yrpaBieHme 3arn1cbio 3KpaHoB
0repaTopoB, MO3BOMMIO CreLManCcTaMm ClyHbbl TEXHUYECKOM
NOAAEPHKN NoyYaTb HOBble AaHHbIE, COMOCTaBAAIOLLME MMEHA

PE3YJIbTAT

0MepaTopoB C WX SIorMHaMM Ha pabodeM MecTe, U B farbHeiLleM
MCMOsb30BaTh 3Ty MHbOPMALMIO A1A CUCTEMbI KOHTPOSISA.

3a cyeT peann3oBaHHOMO JOMONHATENBLHOrO GYyHKLMOHANa,
YMPOLLIAIOLLIErO TEXHOSOMMYECKMIA MOHUTOPWHI, CreumanmcT
TEXHWYECKOW MOMAEPHKN MOMET BUOETh COCTORAHME Kam0ro
onepaTopa B perunMe peasibHoro BpeMeHu, orepaTieHoO
OMarHoCTUPOBaTb CUCTEMY 3aMNCK U MPUHUMATbL PeLLIeHIS .

BxodALmin B cucteMy MOy lb OLIEHOYHBIX KapT TaKMkKe

MpoLLIe/ MpoLecc 0bHOBEHWA: /N paHbLLEe MCMOoMb30BanCy
CTaHOapTHble GOPMbI OTYETHOCTK, TO Ha AAHHBIA MOMEHT,
MPUMEHSIINTCA MNepPCOHaNN3MPOBaHHbIe, paspaboTaHHble corfiacHo
creLyduKe OeATeNbHOCTM KOHTAKTHOO LieHTpa 1 brsHec-
npoLeccaM. Mo gaHHLIM 0TYeTaM, COOTBETCTBYA PerfiameHTy
6aHKa, OLIeHVMBaeTCA KayecTBo TenehoHHOro pasroBopa

1 Moc/e1oBaTeNbHOCTL AeliCTBUIA onepaTopa Ha 3KpaHe
MOHUTOpA.

poeKT 06HOBNEHMA CUCTEMBI 3aMMCK U PeYEBO aHANMTUKM B CITYHKOE TEXHUYECKOM NOAAEPHKKM BaHKa Bbin yCrellHo 3aBepLLUeH.
B HacTosLLee Bpems cvcTeMa 3anmcbiBaeT nopsaka 200 000 TenedoHHbLIX pa3roBOPOB M 3anicei 3KpaHoB B fAeHb, 06ecreurBan
MOHUTOPWHI 1 aHanu3 paboTsl 1200 onepaTtopos, Mpy 3TOM 3HAUMTENBHO MOBbILLIAA YA06CTBO U OMepaTMBHOCTL MPOLEcca KOHTPOSA

Ka4vecTBa.

CoTpyaHunyecTBo Kaspi Bank 1 LIPT Ha npoTaAKeHnn HeCKOSbKIMX 1eT A0Ka3aso, YTo BLICOKMIA YPOBEHb CepBM1Ca M ero NoAAepHKa
MOTYT BbITb AOCTUMHYTHI 3@ CHET BHEAPEHWA COBPEMEHHbIX PeYEBLIX TEXHOSOMIA, a TaKKe COBMECTHOM 3ddeKRTMBHOM paboThl

MPOEKTHbLIX KOMaH M CneumnasmcToB CO CTOPOHbI 3aKa34vnKa.

Smart Logger |l Bel MoreTe 30eck:

MockBa

109147, yn. MapKeucTeKan, 3, cTp. 2
Ten.: +7 495 669 7440

@aKc: +7 495 669 7444
stc-msk@speechpro.com

CaHKT-TleTepbypr

196084, yn. KpacyuKoro, 4
Ten.: +7 812 325 8848

@akc: +7 812 327 9297
stc-spb@speechpro.com

Y3HaTb 60/1blLie 0 BO3MOMHOCTAX CUCTEMBI KOHTPO/A KayecCTBa A pEHEBOVI AHaNMUTUKM 1A KOHTAKTHBIX LIEHTPOB

http://www.speechpro.ru/product/audio-video/voice-recording/smartlogger?2

TexHonorun

©)



