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We are pleased to present to you an analytical report on the research of
client experience in digital development. This study, the first of its kind in
Ukraine, was initiated by the Digital Development Committee to assess
the experience of cooperation with digital developers, understand the
needs and challenges faced by companies when working with them.

Digital development is one of the important and strong points of the
Ukrainian economy. Our projects and products are highly competitive in
the global market. Every vyear, technologies and innovations are
improving, projects are becoming more complex, which in turn requires
the development of project management skills, management and process
understanding not only for developers but also for clients.

Research and systematisation of customer experience is extremely
important for the development of the digital development market in
Ukraine. Only by understanding current trends, expectations, and
challenges we can create conditions for improving the quality of services
provided and strengthening trust between clients and developers.

Our research has shown that success in this market is only possible if all
participants are involved in the process - both clients and contractors -
actively cooperate. By working together, we can create an environment
where every project is successful and our clients are satisfied. Our
committee is launching a series of measures aimed at improving this
interaction, and I believe it will soon yield tangible results.

I would like to thank everyone who contributed to this study. I hope that
the results will be a useful tool for all of us, and we will continue to work
on improving our services.

Commi

Mushtina Irina
Head of the Digital Developers Committee H DIGITAL DEVELOPERS

Commentary from the initiators and analytical partner of the study

Numerous studies by Factum Group show that digital is
becoming dominant in all areas and is the main driver of
business growth. Crisis periods not only transform the
digital user experience, but also give impetus to its
increasing penetration into all areas of life.

Given this trend, customer experience research in digital
development is particularly important. It allows you to
gain an understanding of customer needs and
expectations, identify key moments of interaction, and
improve the quality of the final product.

This research provides us with valuable insights that help
us improve customer satisfaction and create competitive
digital solutions that meet today's market demands.

Petrova Olena
Factum Director
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METHODOLOGY

Target audience of the study:
Representatives of companies that have
experience of having contractors in website or
mobile app development projects. A detailed
profile of the audience is shown on the right
side of the slide

Method and sample:
Online survey,

Sample=90 respondents,
Survey duration: ~ 10 min

Survey period:
March - April 2024

Approach to analysis:

To understand the current trends in the
digital development market, the study
focuses on analyzing the client's most recent
experience with developing a website or
mobile application. The profile of the latest
project is shown on the right side of the slide

Audience profile

W Big corporate business m Small and medium-sized businesses

m Other companies ————» - 11% 7% Governmental and NGOs
Did not specify a company Agencies

Big corporate business: marketing directors, other representatives of marketing departments and executives of companies
that are regular participants or jury members of the Effie Awards Ukraine, as well as advertisers who participate in the annual
industry research of the VRK, namely Best Marketing Teams and Advertiser's Choice

%
28% Owners/partners/CEOs

Brand and marketing managers m Digital

Marketing directors/executives

22%

m Other positions Did not specify a position

28%

Profile of the latest project

81% 2° 25% 38% 15% 21% .
. . 3
Website development project Development is still in progress ',]
m

Mobile application development project

Development completed within the last 12 months L
Th | | han 1
m One project where there was development of both e development was completed more than 1 year ago

a website and an application The development was completed more than 2 years ago
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Step 1
Searching and selecting a
partner

~Which developers to work with?

~Where to look for information about
developers?

- By what criteria to choose a partner?

~What about timing and pricing?

Back to content



How a developer is selected

In one third of cases, when a digital development task arose, procuring entities turned to a regular partner with whom they had already cooperated in this area. In
other situations, when they do not have a permanent partner, customers negotiate with several companies, with the share of formal tenders being relatively small,
especially for smaller companies. Large corporate businesses most often cooperate with digital agencies, and somewhat less often with IT companies. It is worth

noting that freelancers are also used quite often (up to a quarter of cases).

28% 41%

Corporate Other
business companies
|

Corporate business, N=46
Other companies, N=37

m We already had a regular partner for this
work

We negotiated with several companies and
chose the ones we liked

® An official tender for the project was held

® There was no partner, but we directly
contacted the company we wanted to work
with/recommended

Hard to answer

Who carried out the development

59% m Corporate business

Other companies

49%
38%
35%
Y 0
220/024 /0 24 /0

8%
Digital agency IT company Freelancer Internal

department of
the company

Question: How did you choose a development partner for this project? Who did you work with
in this project, i.e. who was directly involved in the development?




Where information is sought

Recommendations from market colleagues are key sources in the search for development partners. About
a third of corporate customers say they generally follow the development market and focus on relevant
cases. The peculiarity of corporate business is that they use more sources of information on average and
less often contact developers through personal acquaintances.

Recommendations from colleagues in the market _ 72%

Recommendations from friends and

Google search

I follow the market and focus on real-life cases
VRK rating

Personal acquaintance

Social media information

IT rating

IAB rating

CLUTCH rating

Awwwards rating

KopnopatueHuii 6isHec, N=46
IHWi komnaHii, N=37

Corporate business

- 30%
I s
I 0%

Other companies

I 62%
I 51%
T 22%

Y 16%

| 3%

B 35%

N 8%

| 3%

0%

N 5%

| 3%

ol

MuTaHHa: SKi pxepena BY BUKOPUCTOBYBanu A8 NOLWYKY NapTHepa-po3pobHMKa B LbOMY
MPOEKTI?



What are the criteria for choosing a developer

In addition to references, the top 5 criteria for choosing a developer include: high technical level, further project support, timing, and cost of services. On average,
corporate businesses consider more criteria when choosing a development partner: the availability of projects from well-known brands, relevant experience, non-
standard creative design, and an integrated approach from strategy to further promotion.

Corporate Other
business companies

1 High technical level of development 4,2 [129%  44% 41% 4,3 4,2
2 Further website warranty and technical support 4,2 | 10%  38% 46% 4,5 4,0
3 Project implementation timeline 4,2 10% 48% 38% 4,1 4,3
4 Service cost 3,9 | 20% 57% 19% 4,1 3,8
5 Availability of recommendations 3,9 |12%10% 53% 23% 4,0 3,8
6 onmgiggsted approach - from strategy to further 3,6 I 199% 12%  33% 30% 3,9 3,4
7 Unconventional creative design 3,6 |14% 21% 40% 21% 3,8 3,5
8 Development experience in your business category 3,4 I 21% 22%  30% @ 21% 3,7 3,2
9 Projects for well-known brands 3,3 . 21% 19% 45% 8% 3,6 3,0
10 Availability of awards 2,4 23% 41% 10% 2,6 2,2

m 1 - Not important at all 2 - Not important 3 - Indifferent 4 - Important 5 - Very important
-]

Sample, N=90, Question: What criteria were important to you when choosing a development partner? Please
Corporate business, N=46, Other companies, N=37 rate the following criteria on a scale from 1 to 5.



Approach to calculations and deadlines

In most cases, the budget is not provided in a generalized way, but
with details for each stage, or even with additional details within each
stage. As for the timeline, it is quite common to just provide a general
timeline for the project.

= Detailed timing with an understanding of the duration of each stage
General timing of the project, without detailing each stage
Timing was not discussed/hard to answer

= Detailed budget with a clear pricing structure for each stage
The budget is provided in stages/blocks, without significant detail within
Total project cost provided

Hard to answer

\\\. \
A\ \ l\ \
™ Y
Question: Which statement best describes the project timeline prepared by the development company

in this project? Which statement best describes the project budget prepared by the development
company in this project?

|
The whole sample, N=48



Pricing features

In terms of pricing, the fixed cost per project is somewhat prevalent.
Hourly rates are also common, but not for the project, mainly for
individual tasks. In general, the pricing system is clear to customers
and does not raise any questions.

= Fixed price per project Combined system Hourly rate
54% 35% 6%

Everything is clear and understandable in terms of pricing
Rather clear pricing
m Rather, it is not clear - there are questions about pricing

Hard to answer

The whole sample, N=48 Question: How was the development paid for in this project? Which statement best describes the
question added in the middle of the survey project budget prepared by the development company in this project?



Step 2
Interaction with
contractors

= Are you satisfied with the result?

~How is communication with the developer
rated?

~Did they meet the timeline and budget?
~What problems were faced during interaction?

~How is data security and protection ensured?

Back to content




Meeting deadlines and budgets

750/ (0] In most cases, project implementation lasts longer than the previously agreed upon timeframe.

did not meet either the planned Budget overruns are less common. Significant budget overruns are more common for smaller
timeline or the budget

companies than for corporate businesses.

Bl 34%
Fully met the budget Fully met the deadline
60% 55%
y Exceeded the budget by ~15% Delayed the deadlines by ~15%
m Exceeded the budget by ~30% u Delayed the deadlines by ~30
40% 28%
B Exceeded the budget by ~50% m Delayed the deadline by ~50%
0D . . .
o g:g :g; m::; EEZ g:ggﬁ;eor ere elirsline 21% B Exceeded the budget almost twice B The deadline was delayed almost

twice
® Did not meet the budget 339 Hard to answer / Other Hard to answer / Other
® Fully met the budget and timeline |

- 14%
Corporate Other Corporate Other
business  companies business  companies
Sample: those who evaluate a completed project Question: Did you meet your budget? Did you meet your timeline?

Corporate business, N=40, Other companies, N=29



889%

are satisfied with communication
with the developer

m 5 - Excellent communication -
clear, timely, understandable,
proactive

m4

1 - Very poor communication -
untimely, many
misunderstandings

The whole sample, N=90

Satisfaction with the result

In most cases, the development result met the customer's expectations, sometimes even
exceeding them. In a quarter of cases, customers were not satisfied with the result.
The next slide shows the technical and design challenges faced by the clients

= The result exceeded expectations
The result met my expectations

® The result is slightly worse than I expected

m The result was much worse than my expectations
64%

Hard to answer

Question: In terms of development quality, how well did the end result meet your
expectations?



219%
have experienced

® There were no design/technical issues
B Technical issues

m Design issues

B Management issues

Bcsa Bubipka, N=76

Technical problems

Bugs, speed and other errors
in the site's operation

Customers who encountered technical
problems mentioned such difficulties as bugs,
problems with filters on the website, difficulties
with indexing in search engines, slow speed,
lack of tests, problems with adaptation on
different gadgets, etc. In general, technical
problems were quite specific in each case.

“Improving the work of various forms, layout, content
system, search engine optimisation”

4

4‘:\?@‘

Integration problems

Among the technical challenges, the issue of system

compatibility and integration, which has been
repeatedly raised by various companies, is worth
highlighting.

“Compatibility of integrated systems”

“Integration with third-party systems, but everything
is solvable”

“Connection with the company's internal systems”

“Linking new and old architecture”

Question: What technical or design challenges did you face during the development process?

(open-ended question)



13%

have encountered

® There were no design/technical issues
B Technical issues

® Design issues

B Management issues

The whole sample, N=76

Design problems

Didn't like the creative Difficult to implement the design
solution due to technical limitations
Part of the audience faced a situation when Separately, design problems included situations when
they did not like the website design at the a certain creative solution could not be implemented
output, for example, too minimalistic, due to technical limitations or when the chosen
template, without a wow effect or did not design affected the website's performance (e.g.,
match the style of the brand/company speed, user friendliness)
“They promised cool animations, an unconventional “A certain design solution that was proposed for the
approach, but the results were pretty standard” news illustrations proved to be difficult to implement.

If I had foreseen this point at the beginning, I would

“Understanding the depth of design that the business have insisted on a different design solution”
required. Business is not standard”

“The proposed design of the main page was actually

“Lack of understanding of the visualisation style» difficult to implement due to technical limitations”

, « very minimalist design”

Question: What technical or design challenges did you face during the development process?
(open-ended question)



Problem solving

Most customers had not encountered any technical or
design problems. In general, every third participant
mentioned the presence of technical or design
problems. As for the ways to solve problems, three
scenarios are distinguished:

|l The most common scenario: problems were

solved in a working mode, without complications

Less common:

2. Due to the problematic situations, a conflict
situation arose, but the problems were resolved

3. The problems were never resolved, which in
some cases led to the termination of the
cooperation and the change of developer

“They responded quickly enough and
offered solutions to the problem”

“It was quite open to new needs and
changes. As for the problems, it's hard to
say, because there were no major ones”

“It adapted to the style of our company.
But we paid for all the alterations, ideas,
and long approvals”

“They tried to help, but generally did not
admit their guilt and were not very active
in helping to resolve the issue”

“They said: ‘You misunderstood’ +
terminated cooperation with the manager
who promised something different from
what was delivered”

In addition to design and technical problems, some respondents mentioned problems with
management, communication, understanding of the specifics of the business and the terms of
reference. Read more about the problems faced by customers in the section «Bad experiences»

Question: How did the development company respond to the problems that arose? (open-

ended question)




Security and data protection

One of the key differences between development for corporate businesses and smaller companies
is the number of steps taken to guarantee the security and protection of data in the project

Corporate business Other companies

Setting up a backup

Setting up limited access to the administrative
area

Set up firewall and other security services

Installing antiviruses on the server I 8%
Connecting monitoring services I 5%
Connecting the cloudflare I 8%
|
Corporate business, N=46 Question: What steps have been taken to ensure data security and protection in your project?

Other companies, N=37



Step 3
Post-project support

~What documents, statistics and analytics were
provided after the development was completed?

~What support was offered and were there any
difficulties in updating or modifying the digital
product after its launch?

=Was a User Satisfaction Survey conducted?

Back to content



Post-launch processes

Another significant difference between development for corporate businesses and smaller companies is the post-launch processes. This is
especially true when it comes to providing analytics: performance metrics and productivity reports. It is worth paying special attention to the
assessment of user satisfaction - only 1 in 5 projects was accompanied by such analytics (including corporate business)

Corporate business Other companies

Guidelines for project administrators _ 60% _ 62%
Documents - .
: _ Guidelines for technicians _ 45% - 38%
and instructions ’ ’
Project output materials _ 43% - 21%

Additional service on request _ 58% - 31%
Support support packages || 50% T g1
warranty [l 25% I 349

Performance metrics based on user behaviour _ 55% - 14%
Analytics Statistics and performance reports - 40% - 21%
Assessment of user satisfaction (User Satisfaction Survey) - 20% - 17%

Sample: those who evaluate a completed project
Corporate business, N=40, Other companies, N=29

Question: What documents and instructions were provided to you upon completion? What kind of post-completion support did the development company
offer? Did the development company provide statistics and performance reports after the project went live? Did the development company provide
analytics and metrics on project performance in terms of user behaviour? Was there a post-launch user satisfaction assessment?



Post-launch updates and modifications

Among the companies that had to update or modify a digital product after its launch, either they say that it was easy and quick, or that
certain changes took a long time. Situations where changes were accompanied by a large amount of additional work or money are rare

30%

31%
[ 307 |

20%
10%

15% 14%

Corporate Other companies
business

Sample: those who evaluate a completed project
Corporate business, N=40, Other companies, N=29

® No, everything was easy and quick

Yes, sometimes it takes a long time to add new
functionality or change the design

m Thus, every change or update was accompanied by a
large amount of additional work and money

There was no such experience in this project

Hard to say / Other

“There were difficulties from time to time, but the
agency was in touch almost 24/7"

“Follow-up support was more difficult than we
expected, and there were no instructions to ensure
that we could safely transfer information to the new
contractor”

Question: Have you encountered any difficulties in updating or modifying a digital product

after its launch?



Specifics of working with different developers

Although the study is aimed at identifying general trends in the field of digital development and has a limited sample, it allows us to trace
certain patterns in terms of interaction with native contractors. The specifics of interaction in projects, considering who exactly was the
developer, are discussed in more detail below:

») Digital agencies are somewhat more likely to choose companies for which an important selection criteria is the availability of projects for
well-known brands. In addition, projects implemented with digital agencies have more active post-launch processes, such as statistics and
performance reports, analytics in terms of user behavior, and user satisfaction surveys.

») IT companies are somewhat more likely to choose those companies for which an important selection criteria is a subsequent website
warranty and technical support. In projects implemented with IT companies, a warranty and post-launch support package were more
often provided.

))) While working with freelancers is generally very similar to working with digital agencies and IT companies in terms of contractor selection criteria or
post-launch processes, there is a pattern that projects completed by freelancers had the lowest completion rates on time and on
budget. Also, a smaller proportion of clients rated the result as meeting their expectations. It is worth noting that although work with
freelancers is rated lower on average, the success of a project largely depends on the professionalism and competence of a particular partner.



Bad experience cases /= \
~What does the most unsuccessful experience of :

interaction with development companies look
like?

Back to content




Bad experiences faced by customers

Low-quality product at the output Negligent management

= incompetence of developers » misunderstandings, poor communication
= failure to fulfil agreements » failure to meet deadlines

= unfinished product = change in the team of key developers

= requires large-scale improvements = problems with document flow

"Communication. The account manager can not have

“The project for 3 months was delayed for 3 understood the specifics of the development and the
years, and at the end was simply buried” deadlines"
“The site turned out to be too complicated for “When a key developer drops out of a project”

”

W, W G2 £ & Ulber o M RoveiEi s "When the developer motivates the change by saying

“The developed product was difficult to that “they are award winners and know how to do it”

'mP'em.eDt O LR SR REED? RS e (9 “There was a case when a company took advantage of Iz

maintain . - . =2
our lack of experience in website development, u

“The worst thing is when a contractor promises communication was not transparent, deadlines were E

and then fails to deliver/excuses itself” stretched, and the price was ultimately too high for this
project"

Question: Speaking not about this particular project, but about website and mobile app development in general,
what was your worst experience or challenge that you faced? (open-ended question)



Bad experiences faced by customers

Problems of follow-up support

lack of instructions

difficulties in transferring the project to a

new contractor

difficulty and sometimes impossibility of

improvements or any changes

“Termination of relations after the product launch
and the absence of the development company as
a permanent partner for support and further
development. Problem with finding a new
contractor to support/develop a ready-made
product developed by other developers”

“The follow-up support was more difficult than
we expected, and there were no instructions to
hand over to the new contractor”

Technical problems

complexity of integration with other
systems

lack of cybersecurity

problems in the operation of individual
elements/modules

“The inability to upload heavy multimedia content
to the site without interfering with size and
weight optimization”

“It's hard to set up analytics without “killing” the
mobile app”

“Partial impossibility of combining third-party
systems with our development. This is reinforced
by the inability/unwillingness of the developers of
such systems to change anything in their
systems. This makes it impossible to get 100% of
the result”

Question: Speaking not about this particular project, but about website and mobile app development in general,

Problems on the customer's side

changes in goals, terms of reference

insufficient level of technical knowledge and

development process

long approvals with the internal team

“We are a very complex client. So, rather, the
companies' experience of working with us was
unsuccessful)))"

“All the problems were on our (the customer's)
side”

“Lack of in-house technical knowledge and
understanding of the development process”

“The biggest problem is when I'm responsible for
website development, my customer is an internal
client, and they can't decide what they want”

what was your worst experience or challenge that you faced? (open-ended question)




Perfect experience

~How do customers want the process of
cooperation with development companies to
work in the future?

Back to content



Understanding the client's business

Customers often emphasise that successful project
implementation requires developers (Lol s (=8 el =m0 o]\ /=l 1))
heir business, understand the client's business
ele =0, and sometimes even emphasise the integration of
the development team into the customer's company or the
involvement of a business analyst on the part of the developer.
After all, this will facilitate better coordination, mutual
understanding and achievement of the desired results.

“For the contractor to understand my business and look at the website
through the eyes of my client”

“Greater understanding of the business process on the client side"

"I would integrate the partner's team into our business for the duration
of the project”

“Expansion of the project team by the development contractor to include
a separate Business Analyst position”

“In my opinion, it is important to fully immerse the development team in
the context of the project, analyse the brief/tasks from the developers'
point of view, followed by expertise, recommendations, analysis”

===

Question: Based on your experience, how would you like to see the process of cooperation with
development companies work in the future? What would you like to improve? (open-ended
question)



Quality project management

In addition to the fact that customers want developers to
understand the specifics of their business, it is quite common to
Visili{sigmore effective project management by the
5= 00105 They relate to the organization of work, reporting, as
well as responsibility and compliance with plans. The main goal is
to ensure transparency, structure and responsibility in the process
of implementing projects, which makes it possible to clearly
outline at what stage the project is, what are the next steps and

whether everything corresponds to the initial agreements.

"Understanding the goal, each part, priority, one person is responsible
for the final product and its further life and development®

“Better plan-actual analysis of project progress”

"Transparency at all stages, expert assessment and assistance with the
indication of all threat factors and options for solving problems from the
developer company”

"A clear understanding of the terms of reference, questions asked
before starting work. Adherence to deadlines and budget”
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Question: Based on your experience, how would you like to see the process of cooperation with
development companies work in the future? What would you like to improve? (open-ended

question)



Meeting deadlines

Meeting deadlines is another aspect that was repeatedly
mentioned by the study participants in their wishes for improving
the digital development process.

also depend on the customer, as noted by some participants. After
all, changes to requirements, delays in providing the necessary
information or decision-making can affect the implementation
timeframe.

“High-level project management, proactive communication with global
support, adherence to project timelines”

“In general, everything is fine. But like everywhere else, sometimes it is
inconvenient/not on time/not as planned. But everything can be solved”

"Working under deadlines. More recommendations”

“Basically, the problems were more on our side, because there are
SOO000 many people making decisions and approving the project. It's
always a _team vote_. There is not the one person who can make a
strong-willed decision to coordinate work with the contractor. All this
significantly affects the timing and, consequently, the cost”

Question: Based on your experience, how would you like to see the process of cooperation with
development companies work in the future? What would you like to improve? (open-ended
question)



High quality development

In addition to the previously mentioned aspects, the wishes
regarding digital development relate directly to the quality of the
development itself, in most technical aspects (but also to the
creative component):

Competence of the contractor on the technical side
Sophisticated system for integrating and digitising indicators
Developing a post-project manual

Ensuring cybersecurity

Improved design and visual solutions

Individual approach

Some companies, especially those that have already had
negative experiences, stressed the importance of being more
careful in choosing a development partner in future projects

“Choose more professional agencies, and when conducting a
tender, be guided not only by price criteria”

Question: Based on your experience, how would you like to see the process of cooperation with
development companies work in the future? What would you like to improve? (open-ended
question)



High quality development. Quotes of respondents

“To improve the creative component,
namely design and visual solutions”

“It is important for me:

1. so that the contractor
understands my business and
looks at the site through the eyes
of my client,

2. to select CMS according to site
task

3. to understand what a funnel is

and how to create it through

content

Meeting deadlines

ensuring cybersecurity”

vk

“It is difficult to talk about
improvements when you do not
understand how the process should
ideally take place. For example, I
read about the post-project
instructions for the first time in the
previous questions and now I
understand that this is a very
important story”

“The project should have clear steps
in terms of budget and
implementation stages with key
metrics that are important to the user
and be based primarily on this”

“The system of integration and
digitisation of indicators was
immediately thought out”

“According to the survey, there were
not enough ‘post-launch’ processes.
Also, the next time you launch a large
project, you need to hire SEO for at
least a year as a package, so that the
contractor can work with what he has
written =)"

“Good calculation. Warning of all
risks. Constant communication and
transparent project progress. A non-
standard approach, not a template.
Analysis and understanding of the
client, his product, expectations from
the project”

“Now I have the experience of
working in two-week sprints with
clear meetings with results every
week - I'm happy with that”

Question: Based on your experience, how would you like to see the process of cooperation with
development companies work in the future? What would you like to improve? (open-ended question)



Clear communication

Speaking of project management, clients pay special attention to
communication aspects. They
, especially regarding technical
aspects of development, using clear language to explain
technical details. It is important to maintain quick feedback, be

proactive in discussing the project, and warn about all possible
risks in a timely manner.

“Explain technical options and capabilities to me as a customer. In simple
non-IT language”

“Fast communication is important to me, as well as adaptation to my
business area and the needs of our company”

“For people to read each other's minds and magic to happen”

“...Warning of all risks. Constant communication and transparent project
progress...”
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Question: Based on your experience, how would you like to see the process of cooperation with
development companies work in the future? What would you like to improve? (open-ended
question)

\




Thank you for your attention!

Keep working. Stay together ¢

Iryna Mushtina

Digital Developers Committee - _
EOIE"!EGL DEVELOPERS https://www.facebook.com/p/Didital- Head of Digital Developers Committee
Developers-Committee www.facebook.com/irina.mustina

+380 067 505 4753

Tatyana Shevchenko

Factum Group Ukraine
TFE3CT | -
GROUF https: //factum-ua.com/ Business Development Director

tatyana.shevchenko@factum-ua.com
+38 093 091 6249



https://factum-ua.com/
https://www.facebook.com/p/Digital-Developers-Committee-100068692481892/?paipv=0&eav=AfZUZ5lWWbJNlfHV0j0fqO325p2I5AdoiQMHL1dVBYHlncJC2GDbR2HLbbJBgBdMaKU&_
https://www.facebook.com/p/Digital-Developers-Committee-100068692481892/?paipv=0&eav=AfZUZ5lWWbJNlfHV0j0fqO325p2I5AdoiQMHL1dVBYHlncJC2GDbR2HLbbJBgBdMaKU&_
http://www.facebook.com/irina.mustina

	Study of CX in Digital Development
	Слайд 1
	Слайд 2
	Слайд 3, Commentary from the initiators and analytical partner of the study
	Слайд 4
	Слайд 5, CONTENT

	Searching and selecting a partner
	Слайд 6, Step 1 Searching and selecting a partner
	Слайд 7, How a developer is selected
	Слайд 8, Where information is sought
	Слайд 9, What are the criteria for choosing a developer
	Слайд 10, Approach to calculations and deadlines
	Слайд 11, Pricing features

	Interaction with contractors
	Слайд 12, Step 2 Interaction with contractors
	Слайд 13, Meeting deadlines and budgets
	Слайд 14, Satisfaction with the result
	Слайд 15, Technical problems
	Слайд 16, Design problems
	Слайд 17, Problem solving
	Слайд 18, Security and data protection

	Post-project support
	Слайд 19, Step 3 Post-project support
	Слайд 20, Post-launch processes
	Слайд 21, Post-launch updates and modifications
	Слайд 22, Specifics of working with different developers

	Bad experience cases
	Слайд 23, Bad experience cases
	Слайд 24, Bad experiences faced by customers
	Слайд 25, Bad experiences faced by customers

	Perfect experience
	Слайд 26, Perfect experience
	Слайд 27
	Слайд 28, Quality project management
	Слайд 29, Meeting deadlines 
	Слайд 30, High quality development
	Слайд 31, High quality development. Quotes of respondents
	Слайд 32, Clear communication
	Слайд 33, Thank you for your attention!  Keep working. Stay together


