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3anyckK crnyxobl noaaepxKu
3a 14 gHen

Konpgoo KelamatblH 14 KyHOS ULLKE KNPTrnu3yy

Launch customer support in 14 days

Oann-Tpn KaHana. YeTkast OTBETCTBEHHOCTb. PeanbHble obpatluenus. NpoBepsembin
pes3ynbTar.



B2B customer support platform

3anyckK cnyxobl noanepxku 3a 14 aHewn

Pabouunii Yek-NnUCT gnsi orpaHNYeHHOro NUIToTa: OOUH-TPU KaHamna, NoOHATHas OTBETCTBEHHOCTb, pearbHble
Ananoru 1 npoBepsieMoe pelleHre 0 MacluTabupoBaHuu.

OHu 1-2. KapTa o6paweHun
3anucartb Bce KopnopaTuBHbI€ U NTNYHbIE TOYKMN BXOAa KIMMEHTOB.
BbiGpaTb 0AMH-TPU NPUOPUTETHBLIX KaHana 4nsa nunora.
MocuntaTb oXunaawuwe otBeTa COOGLLleHVIﬂ B Ha4arne n KoHue AaHA.

3admkcmpoBaTb paboune Yachl U 3anpeLleHHble A4S KONMMPOBaHUS AaHHbIE.

OHun 3-4. [locTynbl U ponu
HasHnauntb BnagenbLa Kaxaoro 6muaHec-akkayHTa v MHTerpaumm.
Bblgatb onepaTopam nepcoHarnbHble akkayHTbl BMECTO obLyero napons.
OrpaHnymTb 4OCTYN TOMBKO HYXHbIMU iNbOX 1 YHKLUMAMN.

[MpoBeputb yoaneHue goctyna 6e3 ocTaHOBKM KaHana.

OHun 5-7. Oyepenb N OTBETCTBEHHOCTb
CornacosaTtb CTaTycCbl: HOBbII7I, B pa60Te, OoXunaaHue, peLleH.
OnpepnenuTb, KTO 3abupaeT HoBoe obpalleHNe 1 B Kakol CPOK.
3anucatb npasuna nepegadyn mexay komaHgamm n CMeHaMu.

HasHaunTb BnagenbLia HeobpaboTaHHO oYepeau.
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B2B customer support platform

3anyckK cnyxobl noanepxku 3a 14 aHewn

OHn 8-10. OTBeTbI M aBTOMaTU3auuns
MoarotoBute 10-20 NpoBEPEHHLIX OTBETOB C BNadenbLEeM 1 4aToN.
OTaenuTb NoaTBepXaeHve nonyyeHns ot obellaHns pesynbraTa.
Co3pgatb TONbKO T€ METKU, NO KOTOPbIM ByAeT NPUHATO peLleHue.

npOBepI/ITb, YTO BHYTPEHHMNE 3aMEeTKN HE BUOHbI KIUEHTY.

OHn 11-12. XKuBon nunot
[MpoBepuTb TEKCT, M306paKeHWs, [OKYMEHTbI U YBEOOMITEHUS.
I'IpoaepMTb NOBTOPHOE cooneHme nnepegavy mexny cMmeHamu.
HamepeHHO BOCNPOU3BECTU BPEMEHHYIO OLLUMOKY 1 BOCCTaHOBIEHNE.

3anuceiBaTb JJ,ereKTbI KaK oxungaemoe n CbaKTI/I‘-ieCKoe noseneHune.

OHn 13-14. PelwweHue
CpaBHUTb NepBbIN OTBET, pelleHune, backlog n HasHayeHue ¢ 6asoi.
CobpaTb 3ameqaHusi onepaTopoB U PyKOBOAUTENS.
3admkcmpoBatb 6n1oKepbl, BlagenbLeB U CPOKU UCNpaBneHus.

MpYHATL peLlueHne: paclumpnTs, AopaboTaTb UM OCTAHOBUTL MUMOT.

He macwtabupyiTte, ecrnv coobLieHVs TepAoTCS, COTPYAHUKN AeNAT O4HY YYETHYH 3anuchb, y
backlog HeT BnagesnbLa Unu MeToamka METPUK HEMOHATHA.

STOP

Bnageney nunora [aTa pelweHus Cnepnyrowmmn atan
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B2B customer support platform

Konpgoo KbidamaTtbiH 14 KyHO© ULIKe KUprusyy

YekTenreH NUnoT YYYH UL YeK-NIMCTU: BMpP-y4 KaHan, TYLUYHYKTYY XKOOMNKEPYMIMK, YblHbIrbl Ananornop
KaHa KeHenTyy OooHYa TEeKLLIEePUITTeH Ye4nM.

1-2-kyHpep. Kanpbinyy kaptachbl
Kap,uapnap XaadraH KoMnaHUAnNbIK )XaHa XXeKe YeKNTTepan TUSMEKTeo.
MMUNoT y4yH BUpP-y4 HErM3rK KaHangbl TaHZoo.
KyHayH 6alwbiHaa xaHa adrbiHga Koo KyTKeH ounanpyynepay acentes.

M yBakTbICbIH aHa Keyypyyre 6onbown TypraH MaansiMaTTel 6enrunee.

3-4-kyHpep. XXeTKUNUKTYYNYK XXaHa pongop
Ap 6up Br3Hec-akkayHT KaHa UHTerpaumnsiHbH 93CUH AalbIHA0O.
Xannbl cbipce3nyH opayHa Xeke akkayHT 6epyy.
YKyKTY KEPEKTYY inbOX XaHa PyHKLUMA MEHEH YEKTOS.

KaHanapbl TOKTOTMOW XEKe KETKUIMKTYYIYKTY e4ypyYHY TeKLLepyy.

5-7-kyHpep. Ke3sek xxaHa XXOONKe pYUIUK
XKaHpbl, nwte, KyTyy XaHa Yeunngn cratyctapblH MakyngaLiyy.
)KaH,bI KaVIprﬂyyHy KM >XaHa Ka4daH anapblH aHbIKTOO.
KomaHpa >kaHa cMeHa opTOoCyHa 6TKepyY SPEXKECHH Xaayy.

MwTeTtnnbereH Ke3ekTUH 33CUH AanbliHO00.
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B2B customer support platform

Konpgoo KbidamaTtbiH 14 KyHO© ULIKe KUprusyy

8-10-kyHaep. XXoon xaHa aBTOMaTTalWTLIPYY
Oacu xaHa gartackl 6ap 10-20 TekwepunreH xoon 4asphoo.
Kabbin anyy bipacToocyH HaTbliika ybagacbiHaH Genyy.
Yeumm kabbin anbiHYy MeTKanapgbl raHa Tyayy.

Wykn ackepTme Kapaapra KepyHGereHyH TekLepyy.

11-12-kyHpep. YblHbIrbl NUNOT
TekcT, cypeT, AOKYMEHT aHa bungupmMeHn Tekwepyy.
KanTtanan xaayy XaHa CMeHa 6TKepYyYHY TeKLIepyy.
Y6akTblnyy KaTaHbl xaHa kanblbbliHa KenyyHy ataiibiH CbIHOO.

KeMunnuktuH KYTYJIréH XaHa YblHbIlbl HaTbIMKAChIH Xasyy.

13-14-kyHpep. Yeuum
Xoon, yeuyy, backlog >xaHa ganblHOOOHY HaluTankel aban MeHeH canbIWThIpyy.
Onepatop >xaHa XEeTEKYNHUH NMUKUPUH YOTYITYY.
TockoonayKTy, 33CUH XaHa OHZ00 MeeHeTyH benrunee.

[MUNoTTy KEHENTYY, OHAO0O e TOKTOTYY Ye4YMMUH Kabbin anyy.

Bunampyy »oronco, KbiamaTtkeprnep 6up akkayHTTy GenyLice, backlog aacu ok 605co e MeTpuka
TYLUYHYKCY3 60J1CO MUIOTTY KEHEWTNEHUS.

STOP

MunoTTyH 33cu Yeuum patachbl KuinHku atan
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B2B customer support platform

Launch customer support in 14 days

A working checklist for a limited pilot: one to three channels, clear ownership, real conversations, and an

evidence-based decision to scale.

Days 1-2. Conversation map
List every company-owned and personal customer entry point.
Select one to three priority channels for the pilot.
Count messages waiting at the start and end of the day.

Record operating hours and data that must not be copied.

Days 3-4. Access and roles
Name an owner for each business account and integration.
Give agents personal accounts instead of one shared password.
Limit access to required inboxes and functions.

Test personal access removal without stopping the channel.

Days 5-7. Queue ownership
Agree on new, in progress, waiting, and resolved states.
Define who takes new work and within what time.
Document team and shift handoff rules.

Name an owner for unattended backlog.
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B2B customer support platform

Launch customer support in 14 days

Days 8-10. Answers and automation
Prepare 10-20 verified answers with an owner and review date.
Separate receipt acknowledgement from an outcome promise.
Create only labels that lead to a decision.

Verify that private notes are never visible to the customer.

Days 11-12. Live pilot
Test text, images, files, and notifications.
Test repeat messages and shift handoff.
Deliberately simulate temporary failure and recovery.

Record defects as expected and actual behavior.

Days 13-14. Decision
Compare response, resolution, backlog, and assignment with baseline.
Collect agent and manager feedback.
Record blockers, owners, and correction dates.

Decide to expand, adjust, or stop the pilot.

Do not scale while messages are lost, staff share one account, backlog has no owner, or the
measurement method cannot be explained.

STOP

Pilot owner Decision date Next stage
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