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Winning and keeping industrial customers
The Lock in effect en de switchkosten
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Nokia 1996

* Het nieuwste Nokia-mobieltje —in de zomer van 2006 op de
markt — kan video- en live tv-beelden ontvangen, en is daarmee
net op tijd voor het wereldkampioenschap voetbal. Maar zit de
consument wel echt te wachten op dit soort apparaatjes? Ja en
nee. Jongeren vinden het wel cool, ouderen hebben er minder
behoefte aan.




Project Business Case Example

Project Name

Sales Team IVR Telephone System

Project Sponsor

Head of Sales Project Manager Name of project manager

Date of Project Approval

3rd March Last Revision Date 3rd March

Contribution to Business
Strategy

Our strategy is to project best in industry customer service, and the current situation
does not reflect this. The new IVR system will ensure all calls are answered in a
timely manner. It will also ensure that calls are delt with efficiently. These two facts
align this project to the company strategy.

Options Considered

Options considered included:

1. Adding additional staff to sales team

2. Having a dedicated team for our best customers
3. An IVR system (selected)

Benefits

1. Increased sales - currently extimated we lose 4% of all sales calls due to current
issues.

2. Happier customers - we estimate new customer satisfaction will increase by 10%.
3. Improved LTV - lifetime value of customers will increase by 5% due to the two
points above

Timescales

Initial analysis shows that the system will take approximately 3-4 months to
implement.

IVR software = $35,000
Project Management = $30,000
Software team of 3 for 3 months = $90,000

Total estimated cost = $155,000

Expected Return on
Investment

Year 1 = $0
Year 2 = $120,000
Year 3 = $180,000 as LTV begins to be felt.

Right now the project looks pretty straightforward but there are still some unknows
surrounding implementation. There is also the risk that the project doesn't meet the
sales team or customers needs. For this reason it is recommended to involve the
sales team closely.
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Toekomst: echt outside in
De verdere opmars van CEM
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De CX opmars

e Customer Experience Management de meest
veelbelovende managementbenadering om met
de uitdagingen in de markt om te gaan (Homburg,
2016)

* 89% van de marketeers verwacht in 2016 dat hun
rol in de onderneming wordt ‘beconcurreerd’ door
CEM’ers; was 36% in 2010 (Gartner, 2014)

 CEM wordt het belangrijkste kenmerk van de 1.000
mondiaal meest innovatieve ondernemingen
(Jaruzelski et al, 2011)

* Customer experience is the new marketing (Steve
Cannon, CEO Mercedes Benz US, 2014)




CEO of food retailer

Customer advocacy is our highest goal. We do
not want customers who just buy our single
products. (...) We want them to engage with us
at many different points along their daily life (...)
to engage with our holistic idea and concept of
food selection, delivery and cooking.




Contextueel en
- persoonlijk begrip van
waarde
, The value is in the user,
not in the product

Fubnctionele waarde
Emotionele Waarde
Symbolische Waarde
Esthetische Waarde

Morele Waarde




Patronen in CX strategieen
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amazon cash
N BUTTON

De diepte in:
Experiental
Voorbeeld: Nespresso

Ambitie van NS A3 4

Reiziger ontzorgen in de reis van deur tot deur, dit doen we
samen met Partners. Zo dragen wij bij aan de duurzame
mobiliteit in Nederland.

Voor alle medewerkers, uitingen
Klant centraal . en middelen. Dus ook online!
E r r ! '

i

De breedte in:
Allianties, access

Bron: Homburg c.s. 2016 Voorbeeld: Amazon, NS, KPN



e Klanten bevinden zich in meerdere customer
journeys tegelijkertijd

* Elke journey is uniek, dynamisch en niet
lineair




Process Model for Customer Journey and Experience

Feedback

Previous Experience
(t—n)

be)S aseyaindaid
ebe)g aseyaind

abe)g aseyaindisod

Current Customer Experience (1)

Prepurchase
Touch Points

Brand owned
Partner owned

Customer
owned

Social
external

abe)s aseyaindaid

Behaviors
need recognition
consideration
search

Purchase
Touch Points

Brand owned

Partner owned

Customer
owned

Social
external

Behaviors
choice, ordenng
payment

abe)s aseyaind

Postpurchase
Touch Points

Brand owned
Partner owned

Customer
owned

Social
external

abe)g aseyaindjsod

Behaviors
consumption, usage
engagement, service

requests

Future Experience
(t+n)

abe)g eseyaing

Source: Verhoef et al (2016)

Customer Journey




Het populaire
verdienmodel: van
bezit naar toegang

en gebruik, van
productprijs naar

abonnement?

Van ‘time well
saved’ naar ‘time
wel spent” (Pine)
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Artificiéle intelligentie in de hype fase

Inrichten CMI
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DATA DATA LAKE ZONES CONSUMER SYSTEMS

TRANSIENT RAW TRUSTED REFINED
STREAMING ZONE ZONE ZONE ZONE
. Data Catalog
Ingest, Tag, :;;;:IitMsetad_atfa, Data quality E";"cth Da:a & Data Prep Tools
& Catalog Data J :tt _be:sl = & Validation wu ?('f'lla . Data Visualization
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Visual
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OBJECT

Sandals
Sunglasses




Process mining




Ultieme user
experience

lhe Seamless Journeu



Future Customer Intelligence Center

Bron: Hans Zijlstra, KLM, Esomar (2017)



PIL ATFO
KLANTGERICHT
ONDERNEMEN

Vloeibaar organiseren

® ®© 6 0 0 0 0 0 0 0 0 0

TN NOI

YV NYD

JOSS

- P

v
v ﬂ

-



/ygmunt Bauman
Liquid
Modernity



Agile organization
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Driverless Taxi Ecosystem
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Purpose...

(nooit verwacht dat ik met een slide van
Justin Bieber zou eindigen...)




