From Russian to English

To the President of GMCS
E.N. Voropaeva

From Head of the CRM
competence center
V. V. Polyakha
Reference Number: 734/1
Dated on 04.03.2021

Dear Ekaterina,

“T2 Mobile” (brand Tele2) expresses its gratitude to OO0 GMCS Verex (hereinafter GMCS) for
the successfully completed work on the development of a customer relationship management system
(CRM) in B2C and B2B segments based on Microsoft Dynamics CRM, and also on the development of a
custom solution based on microservice architecture (.Net Core 3.1, MS SQL, React/Redux) for the CRM
system of B2C and B2B segments.

The CRM system has been in production run since 2017. It provides support for B2B sales in terms of
managing potential clients, communications, tasks, interactions and events, purchases, requests. In
addition, since 2018 the system provides full service for Tele2’s clients and subscribers in terms of
request processing from all available remote channels. The reporting and analytics are configured in the
system. The integration with Tele2’s various external systems is also completed.

System creation and development are organized according to an agile methodology in terms of
requirement management and iterative development, which allows you to react as quickly as possible to
the business needs.

In 2019 and 2020, within the CRM system development a joint project team completed the following
tasks:

¢ Implementation of the functionality to work with charges on personnel account;

e Improved reporting system: sales funnel, tasks, telesales, electronic registration form,
interactions, etc.

e Change of the logic of B2B customer segmentation;

e Implementation of the holdings structure and tools for working with them;

e Implementation of printable forms with autocomplete for service operations;

e Implementation of the functionality to determine and manage massive technical problems;

e Implementation of the functionality of mobile service management;

e Implementation of the functionality to detect automatically problems of the B2C clients;

e Implementation of the functionality to calculate compensation packages;
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e Development of the system for processing requests from corporate clients (post of the State
Defense Order) based on architectural pattern of event-driven-development;
e Implementation of CIM elements (Customer Interaction Collection) in terms of requests and
notes creation for B2C service channels;
e Implementation of the process of working with client requests within functionality migration
from the BPM-5 system into the CRM system:
Creation of applications with a personal account or without a client
History of applications within the personal account
Return for revision and processing of applications
Attachment of files and comments to applications
e Optimization of the procurement process;
e Development of the algorithm for determining the client’s age in the personal account on the
current client;
¢ Implementation of the new sales functionality:
o fixed line (Rostelecom)
o ERFfor underage clients
e Implementation of several processes in purchases, sales, as well as structured data on the
clients and personal accounts;
e Implementation of the functionality to work with orders received in the online store (e-shop).

O O O O

Currently, cooperation with GMCS continues. The planned CRM system development includes the
following tasks:

e Segmentation of clients by age 1-3 and 4+ in all B2B processes in the CRM system;

e Adding and updating financial indicators in reporting and the current client’s accounts;

e Automation of development and sales processes using integration with the external database;

e Automation of the process of filling out applications for fixed-line sales;

e Creation of a single process for the current clients (client development based on the information
about the occurrence of debts or the threat of customer churn);

e Creation of contact information on holdings;

e Renewal from BB to B2B;

e Sale of urban and beautiful numbers;

e Filling out forms for service operations;

e Task management for large business clients;

e Creation of a system for retaining clients and subscribers MNP OUT.

000 “T2 Mobile” recommends GMCS as a reliable digital partner for the CRM system implementation
in telecommunications companies using modern technological solutions, as well as flexible methodology.

Yours faithfully,

Head of the CRM competence center

000 “T2 Mobile” / signature / Polyakh V. V.
04.03.2021

/ Official seal: / “T2 Mobile” / LIMITED LIABILITY COMPANY * PRIMARY STATE REGISTRATION NUMBER
1137746610088 * MOSCOW / registered in the register of stamps Ne 1137746610088 /
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TELE2

IIpesunenty
000 «Ixu-OM-Cu-Oc¢ Bepake»
Boponaesoii E.H.

OT pyKOBOAUTENA LIEHTpa
komneTeHnuit CRM
ITonaxa B.B.

Hcx. Ne y.f Z 4/
Jata: €% L5  2047T.

YBaxkaemas Exatepuna HuxosaeBna,

000 «T2 Mobaiin» (6penn Tele2) Beipaxaer 6marogapHocts OO0 «JIxu-Im-Cu-Ic Bepakey» (anee
GMCS) 3a BBINONHEHHE HAa BBICOKOM YPOBHE KadecTBa paboT MO PasBHTHIO aBTOMATH3MPOBAHHOM
CHUCTEMBI yIIPaBJICHHUS B3aMMOOTHOIIEHUAMH C KIHeHTaMu B cerMeHTax B2C u B2B na 6asze Microsoft
Dynamics CRM, a Taxke KacCTOMHOTO pellieHns Ha 6a3e MUKpocepBecHoi apxuTekTypsl (.Net Core 3.1,
MS SQL, React/Redux) mo Co3JaHHIO U YCICUIHOMY Pa3BUTHIO aBTOMATH3UPOBAHHON CHCTEMBI
yIpaBjeHHS B3aUMOOTHOIICHUSIMH C KiineHTaMu B cerMenTax B2C u B2B.

CRM-crcTeMa HaXOMUTCS B IPOMBIIIIEHHON dKcIyaranuu ¢ 2017 rojia 1 o6ecrednBaeT HOIIEPKKY
npoueccoB B2B mpomax B 4YacTH yNpaBleHHS IOTCHIMAIBHBIMH KIHEHTAMH, HpOAAKAMH,
JCHCTBYIOIIUMH KJIMCHTaMH, KOMMYHHKAIMSAMH, 3afadyaMH, B3aUMOJEUCTBUAMHU M COOBITHAMH,
3aKynKaMH, 3ampocamu, moMuMo dtoro ¢ 2018 roma cuctema oOecleuMBaeT MOMHBIA MK
obcyxusanus B2C knrenToB 1 aboHeHTOB KoMnanuu Tele2 B yacTu oOpallieHuit BO BCE HMEIOIIHECS
JUCTAaHIMOHHBIE KaHalbl. B cucreme HacTpoeHa OTYETHOCTE M AHAMUTUKA, a TAKXKE BBIIOJIHEHA
UHTETpanus ¢ pa3IiYHbIME BHEMIHUMH CHCTeMaMH, KOTOpbIe HCTonb3yeT Tele2.

PaboThI 110 CO3aHMIO U PA3BUTHIO CHCTEM OPTaHH30BAHBI [0 THOKOM METOIONIOTHE B YaCTH YIIPABICHHS
TpeGOBaHUAMH W HTEPATHBHOM pa3paGOTKH, YTO IMO3BOJISIET MAKCHMATBHO OBICTPO pearHpoBaTh Ha
noTpebHOCTH Hamiero 6u3Heca.

B 2019-2020 rr. B pamkax pa3BuTus CRM-cHCTeMBI COBMECTHOW MIPOEKTHOM KOMAHOM BBITONHEHEI
ClIeTyroIIne 3aJauHn:

e peanu3oBaH QyHKIHOHAT pabOTHI ¢ HAUMCICHUSIMH Ha JIMIEBOM CUETE;

e 10paboTaHa CHCTEMa OTYETHOCTH: BOPOHKA IPOJAX, 3a1aun, Tenenponaxu (telesales), DP®,
B3aMMOJCICTBUS U T.II.

U3MEHEHA JIOTuKa cerMeHTanun B2B kineHToB;

peanu3oBaHa CTPYKTypa XOJIAUHIOB H HHCTPYMEHTHI pabOTEI C HUMM;

peau30BaHbI [eYaTHbIE (GOPMEI C aBTO3AMIOHEHHEM TS Ollepaliuii 00CTyKUBaHUS;
peanu3oBaH (YHKIHOHAT ONpEHeNieHHS W  YIPABJIEHHS MACCOBBIMH TeXHUYECKHMH
npobnemMamus;

peanu30BaH (QYHKIIHOHAJ YIIPABICHHASI MOOMIBHBIME YCIIyTaMH;

® pearu30BaH (YHKIHOHAJ aBTOMAaTHYECKON JUArHOCTHKH npobiem mia B2C KIHeHToB;

e peanu3oBaH QyHKIHOHAJ HAYUCICHHS KOMIIEHCAIMOHHEIX [IAKETOB;




* paspaboTaHa cucTeMa 110 06paboTKe OOpaIIeHUI KOPIOPATUBHEIX KiMeHToB (routa I'O3) Ha
0ase apXUTEKTypHOro maTrepHa event-driven-development;

e peanusoBansl 3neMeHTHl CIM (Customer Interaction Collection) B yacTu co3manus o6paieHuit
U TIPOCTABJICHH 3aMETOK I KaHaJoB o0ciyxxuanus B2C kiueHToB;

® BHEJPEH MPOIECC pabOTHI ¢ KIHEHTCKUMHU 3asIBKaAMHU IIyTEM IepeBoa G YHKIMOHAIA U3 CHCTEMBI
BPM-5 8 CRM:
O CO3[aHHe 3adBOK K JIMIEBOMY CUETY TaK U 06e3 IPUBSI3KH K KIHEHTY
O HUCTOpHUS 3asIBOK B paMKaX JIMIIEBOTO cUeTa
O BO3BpAT Ha AOPabOTKY U OTPabOTKY 3asBOK
O mpHKpeIuleHus (GaitioB 1 KOMMEHTapHEB K 3asABKaM

® ONTHMHU3UPOBAH IPOLECC 3aKYIIOK;

e pa3paboTaH alropuTM OIpEeAeTCHHs BO3pacTa KIMEHTa Ha KapTOuyKe JHIEBOTO CyeTa Ha
JEUCTBYIOIIEM KIIUEHTE;

e peal30BaH HOBBIH QYHKI[HOHAI B IPOJAXKAX:
o ¢ukcupoBanHas cBa3b (Pocrenexkom)
o OPO® nns HeCOBEPIICHHONIETHHX

® ONTHUMHU3UPOBAH P MPOLECCOB B 3aKyNKaX, IPOIaXaXx, a TAKKE CTPYKTYPHPOBaHEI JAHHEIE HA
KJIMEHTAaX U JIIEBBIX CUETaX;

® peatn30BaH QYHKLHOHAN paOOTEI ¢ 3aKa3aMHM HOCTYIHBIIHE B HHTEPHET MarasuH (e-shop).

B nacrosiutee Bpems cotpyanuuectBo ¢ GMCS nponomkaercs. B Gmkaiimux mianax passutas CRM-
CHUCTEMBI CTOMT pEIICHHE CIEAYIOMIUX 3aaay:

® pasjielieHHe KJIMEHTOB I10 Bo3pacTy 1-3 u 4+ Bo Bcex OmusHec-mporeccax B2B B CRM,;

e Jo06aBleHMEe W aKTyanusanus (QUHAHCOBBIX IIOKa3aTeleil B OTUYETHOCTH M Ha KapTOUKe
JIEVCTBYIOIIETO KIIUEHTA;

® aBTOMAaTH3aLHA MPOLECCOB PA3BUTHUA M IPOJAXK C UCIIOIb30BAHHEM HHTETPAIHH ¢ BHEIIHEH BJT;

e aBTOMATH3allMs IPOLECCa 3all0JHEHUS 3asBOK Ha IPoiaxu GUKCUPOBAHHOMN CBA3M;

CO3/IaHUe €IMHOrO OM3HEc-Tpolecca MO ACHCTBYIOIIUM KIHEHTaM (HOMOJIHEHHE 3ajad Ha

pasBuTHE HHPOpPMalKEH 0 BOSHUKHOBEHHH 33I0JDKEHHOCTEH MIIM YIPO3EI OTTOKA KIIMEHTA);

CO3/1aHHE KOHTAaKTHBIX JJAHHBIX Ha XOJIAUHIAX;

nepeodpopmienue ¢ BB Ha B2B;

[poJja’ka FOPOACKHUX U KPACHBBIX HOMEPOB;

3aI0JIHEHHE OJIAHKOB I10 CEPBUCHBIM OTICpAIlHsIM;

yIpaBJIeHHE 3aa4aMH Ha KJIMEHTaX KPYIMHOTo Ou3Heca,;

CO3J[aHHe CUCTEMBI I yIAep KaHus KIHeHToB u abonentoB MNP OUT;

000 «T2 Mobaiin» pekomenayer GMCS kak HagexHoro 1udposoro maptaépa mo saeapenno CRM-
CHCTEM B TEJIEKOMMYHHMKALMOHHBIX KOMIIAHHS C UCIONB30BAHHEM COBPEMEHHBIX TEXHOJIOTHYECKHX
pelIeHnH, a TakKe r’HOKOH METOIOIOTHH.

C yBakenuem,
PykoBoaurteas IIK CRM
000 «T2 Mobaiimn»

// IMomsax B.B.
04.03.2021
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