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Kennis delen en inspiratie opdoen

Netwerk verrijken

Praktisch toepasbare tips krijgen voor je eigen succes en dat van je organisatie
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Ontwikkelingen sinds de zomer
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Mededelingen

* Introducees

* Evaluatie

* Verslag, foto’s en presentaties
* Social media

* Ennu...
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Opzet van de avond

B/S/H/

18:00 Welkom

- Sessie 1: Gertjan Sturm

- Sessie 2: Izaac van Kralingen
- Sessie 3: Gert-Jan Hollestelle
19:10 Pauze

=  Sessie 4: Sec-Ching Yong

=  Sessie 5: Emilie van der Perre
=  Sessie 6: Andy McDonald
20:40 Q&A en afsluiting

21:00 Borrel

BSH en inspiratiehuis 20|20
Het internationale NPS Programma

Beleving bij klanten thuis

Strategisch Ambassadeurs creéren
Cultuurverschillen in en met Belgié

Koken en beleving

BSH HOME APPLIANCES GROUP

BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 8
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Why do we invest in showrooms? B/S/H/

Consumers are not aware of the innovations and developments in home appliances.

Just some examples:

Flexible possibilities for Advantages of induction Flexible planning of hoods
cooking

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 10



Why do we invest in showrooms? B/S/H/

There’s a connection between showroom visit and the kitchen price

Market Netherlands: 220.000 kitchens a year
12% of the buyers visit a showroom (=25,500)
They visit 1,4 showroom on average

35.000 visits (70.000 visitors)

Average budget: € 9.320

Showroom visitors spend 21% more than initially
planned

Bron: Experian en ISIZ

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 11



We’d like to change the way the consumer makes B/S/H/
explorations

Top 5
Exploration and information (important):

Websites to compare prices

Visit to manufacturer’s showroom
Consumer Guide (Consumentengids)
Recommendations from friends/family
Advice of a kitchen retailer

akownbhPE

Visiting inspiratiehuis 20|20 has to be
the most important source for the kitchen buyer

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 12



How do we get visitors to inspiratiehuis 20|207? B/S/H/

B Marketing campaign in magazines
B Online marketing

B Directmarketing campaign to target
groups (kitchen buyers)

B Through our retailpartners

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 13



Marketing (Examples)

ne Merken Adviesgesprek Demonstratie Workshop  Recepten

BENT U OP ZOEK NAAR EEN NIEUWE KEUKEN OF
WILT U UW BESTAANDE KEUKEN VERBETEREN?

Alle ruimte
om uw keuken
te ontdekken

Kom langs in inspiratiehuis 20|20

Advertisip,,

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 14



The showroom is 100% integrated in our CRM marketing strategy B/S/H/
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| customers

Stimulate product and guarantee
registration

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 15



All visit details are digitally saved for CRM purposes B/S/H/

Name-address Product BRAND Product Pfoduct Proquct
data ~ Category group Line(s) - advise

rz

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 16



Consequent analysis of showroom visits provides B/S/H/
us with valuable consumer insights

N

How’s the orientation process?

Which are the consumer’s most important triggers?
Why does he feel attracted to our brands?

Which products have his attention?

Which features are important?

How does the consumer value our POS-materials
(brochures, product films, websites etc etc)?

Where is the consumer finally going to buy?

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 17



The showroom concept makes BSH more effective B/S/H/

BSH gets better insights in consumer’s motives

B Marketing and sales strategy will be adapted
consequently

B Marketing and sales strategy will get more effective,
this increases our market share

B Employees develop a perfect sense for consumer’s
needs and wishes

B \We take influence directly on the consumer’s
selection process

B Preference for BSH brands will increase

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 18
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|lzaac van Kralingen

B NPS Officer

B 56 jaar

B 32 jaar ervaring

B Sind 2007 met NPS behept

BSH HOME APPLIANCES GROUP

BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 21



B/S/H/

Onderwerpen

|/

it

B Strategie en gebruik

B Oef..

B Beweging

BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 22
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Customer Loyalty B/S/H/
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B Customers without
service failure

Service Failure - Service Recovery

Time
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Strategie en gebruik

B/S/H/

Next Level

Maximaal 4 vragen..

Focus op enthousiaste consumenten en
medewerkers..

Focus op Feedback — Open vragen..

Leren van elkaars ervaringen en niet
vergelijken..

NPS is geen cijfer maar een indicator van groei..

Loyaliteit versus Klantentevredenheid..

BSH HOME APPLIANCES GROUP

BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 24



Score B/S/H/

30/40

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 25



Oef!

Commitment

Communicatie

Strategisch grid..................
CLF

ODS

Vertraging

Juridisch

Bewijzen

Fundament

Sterke punten van
criticasters

AN

hd

BSH HOME APPLIANCES GROUP

BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 26



Hoe leg je dit uit.. B/S/H/

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 27



Beweging in NPS

+/-

HiGH COMPLETED
SURVEY RATE

LOW NPS SCORE

30
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Beweging in NPS B/S/H/

B/S/H/

4 N\
/NET PROMOTER SCORE © A

ORGANIC GROWTH
FIELDSERVICE ENGINEERS
THE LANDS

NOVEMBER 2016

SOURCE: FOCUS FEEDBACK
BY ISAAC VAN KRALINGEN

NP5 OFFICER
\&*

Y
FIRED UP AND READ

-

WNPS

Next Level

T0 @o!

BSH Home Appliances Group
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NPS in Boweging

2011 The Netherlands
2014 Germany
A Great Britain

Sweden
Denmark
Norway
Finland
France
Spain
Ireland
Belgium
Singapore
Portugal
Austria

October

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 30




NPS Iin Scvu
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Realtime customer scores and feedback

+ Friendly, Knowledgeable and efficient engineer.

(Field Service - GB)

+ Super pinktlich,sauber, freundlich und
informativ. Die Starke liegt im Vertrauen, das der
Service ausstrahlt.

- Kann nicht besser sein! (Field Service - DE)

+ De kennis van de monteur en de snelheid van
werken.
- Ik kan niets bedenken . (Fieldservice - NL)

+ LA RAPIDEZ Y EL TRATO PERSONAL
(Field Service - ES)

+ Freundlichkeit, zuverlassig,
(Field Service - DE)

+ Conserver un service a la hauteur de vos
produits.
(FS Agencies - FR)

B/S/H/

That’s what | call a great European Customer
Service Standard. The next beer is on me.

Really nice to see and have a nice weekend!
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NPS in

B/S/H/

GET MORE COMMITMENT
BY SHARING POSITIVE FEEDBACK TO TEAMS

Next steps?

INPS 0 be port of engineers bonus

payments (to be cor

od)
Automation of Service Agents report
Further intemal promotion 30d updates

Internal alerts for performance related
isswes

How d0 we use NPS more than justa
number?

Outlook next months

+ et poswbity 10 contact Custonmers agin after NS survey

* NPS survey for spacoparts sarvices

+ Reguiar reportng / newaletier S fekd service

€9 for cab-back. videos etc
(50 far not possibie because of legal sues)

(st 10 reporting for central workahep)

BSH HOME APPLIANCES GROUP

BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 32



NPS in B/S/H/

Cutiook nest monts

¢ iy L — g o P o
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NPS en loyaliteit

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 34
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Gert-Jan Hollestelle

B Field Service Area Codrdinator
H 44 jaar
B 25 jaar in dienst bij de BSH dit met veel plezier.

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 37



Van bedanktkaartje naar NPS B/S/H/
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Repareren samen met NPS B/S/H/

Service

Aanvraag

Afhandeling/
afscheid

Eerste
indruk

NPS

x Next Level

Persoonlijke

Repareren ~andacht

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 39



Service aanvraag

gen ma
pereiken voor

BSH HOME APPLIANCES GROUP

BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 40



Eerste indruk

B Parkeren van de bus

B Representatief voorkomen

B Voorstellen

B Respecteren van de huisregels

BSH HOME APPLIANCES GROUP

BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 41



Persoonlijke aandacht

5 seconden regel
Opmerkingen huis en haard
Luisteren ........

Begrip tonen i.p.v. vragen

BSH HOME APPLIANCES GROUP

BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 42



Repareren

Goed geinformeerd aan de slag

B Respect voor interieur en
eigendommen

B Defect toelichten en kosten
bespreken

B Advies reinigingsmiddelen
en onderhoud

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 43



Afhandeling en afscheid.. B/S/H/

B Uitleg van factuur en betaling
B |s er aan uw verwachting voldaan?

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 44
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Wat is er veranderd voor de servicetechnicus? B/S/H/

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 45



Wat is er veranderd voor de servicetechnicus? B/S/H/

Weer een
NPS van

O+

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 46
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B/S/H/

PAUZE

NPS

Next L evel

PPPPPPPPPPPPPPPPPPPPPP



I @ BOSCH SIEMENS IQLLLIN GAGGENAL

S B/S/H/

Technologie voor het leven

N PS KLANTGERICHT;

BSH beyond NPS Wik ie ONDERNEMEN

Sec-Ching Yong

BSH HOME APPLIANCES GROUP



B/S/H/

Sec-Ching Yong

BSH NL Management trainee sinds 2015

Digital Marketing, Logistics, Process Management

26 jaar

Msc Business Administration: Strategy and Organization

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 50



Van Promoter to Superpromoter B/S/H/

U ; . \‘J = =

-

-
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Huidige situatie: How we gather reviews

B/S/H/

KOESKEURIC I

/

& BOSCH

myBosch

Product registration

ex
S

i40%

—> bazaarvouce:.

s e

Product cards
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De stem van de promoter

B/S/H/

Superblij met het apparaat!!

Ben super blij met mijn nieuwe wasmachine
Goed product en kan alles snel en goed vinden
Verbeterpunten niets: snel en kwaliteit is goed

Naast kwalitatief goede producten is de wijze
waarop ik geholpen wordt en te woord wordt
gestaan uitstekend

B ...ervaring uit het verleden heeft gemaakt dat
ik bij mijn laatste vervangingen voor
een Bosch apparaat heb gekozen

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 53



Kookworkshops B/S/H/

CEED —— TR
— Vv -

Voordelen:

v
v
v

v
v

Stijging in aantal reviews
Stijging in bezoeken in het inspiratiehuis

Gesproken reviews kunnen ingezet worden voor meerdere doeleinden: website, social media,
NPS workshops/trainingen.

Een belevingsvideo voor de nieuwe website van het inspiratiehuis.
Interactie met onze Superpromoters! = promoters belonen voor hun loyaliteit

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 54



Identificeer de juiste promoters B/S/H/

v Promoters (NPS = 9/10)
v Cashback/product actie
v 2015 - Bosch

CRM database

v Opt-in: Ja
v E-nr + FD-nr

v Nooit geklikt op de link
‘schrijf een beoordeling’

~_ @~

BSH HOME APPLIANCES GROUP

BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 55



Consument benaderen

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 56



van start..
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van start..
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Gesproken productbeoordeling B/S/H/

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 59



Wat heeft het opgeleverd?

B [nteractie met promoters: van promoter naar superpromoter
(Mond tot mond) reclame, product doorverkoop
Enthousiaste BSH medewerkers

Target: 5 product reviews

Resultaat: 7 product reviews voor de merkenwebsite

Extra:1x belevingsvideo voor de nieuwe website van het inspiratiehuis
Extra: Veel NPS workshop materiaal (incl. voor andere BSH landen)

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 60



Reacties en teamwork! B/S/H/

“Wat een super leuk evenement!”
“Ik voel mij vereerd dat ik hier mag zijn.”
“De persoonlijke benadering is bijzonder.”

“Ik ben blij dat ik andere consumenten kan ‘
helpen kiezen”

“Dit voelt aan als een familie”

“Bosch kookworkshop: dit ga ik aan ¥
vrienden/collega’s aanraden!”

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 61



B/S/H/

iceren

Intern commun

ALl
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Budget gekregen voor uitbreiding
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B/S/H/

Emilie van der Perre

B [ssue Management Belgium
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Stereotypes of The Netherlands

STEREOTYPES

OF THE NETHERLANDS s
«

20 1 Ak 8 A
FCTOR PP

§
HEESEHEADS
o

A

| STREAMS
(AND FARMERS)

FRENDLY
NEGHBOURS
(AND FARMERS)

DUMB PEOPLE, GREAT BEER

(ALSD: PLEASE FIX YOUR HIGHWAYS,
WWE NEED THEM 10 GET TO FRANCE)

Friendly neighbors (and farmers): Twente.

Home to agriculture, the Grolsch beer brewery and the concept of “noaberskop”.

Bible belt: what it says on the tin. Conservative protestants all the way from
Zeeland to Drenthe. First place to aim your frustration at during measles outbreaks,
because of their dislike for state-run vaccination programs

Arrogant schmucks (and ignorant tourists): Amsterdam. Loud, obnoxious, and
claiming to be the center of the universe (also known as "almost every capital city
ever"). We generally like tourists, apart from those who don't see the differences
between sidewalk and bike path, and those who think the Netherlands consists of
Amsterdam and some windmills and tulip fields.

Beach holiday territory: Waddeneilanden/West Frisian Islands. Texel, Vlieland,
Terschelling, Ameland and Schiermonnikoog. Less Germans, so more room on the
beach for us. Great place for cycling and camping, as long as the wind blows in the
right direction and you know how to properly set up a tent.

Look, we've got mountains: South Limburg. Proud owner of the Vaalserberg, at
322m (1059 ft) the highest point of the Netherlands. Too bad we have to share it
with both Belgium and Germany.

Greenhouses everywhere: Westland. Seriously, not kidding.

Flat and dull: Flevoland. Reclaimed from the sea in the early fifties. The project
itself was spectacular, the end result less so. Flat, empty and windy. So we
crammed some windmills into the area, and now everybody is happy.
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Customer Service Management Belgié B/S/H/
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Verschil verwachtingspatroon aan de hand van
Service resultaten B/S/H/

Vlaanderen:

Brussel: P 2 Eaify | i

! EN DAAR Z4YN DIE

£ NEDERLANDERS
Z o\ \ TEVREDEN MEE..?

Franse Gemeenschap n{m;élﬁg
v ' Gemeenschap

Wallonié:

31

Un seul gouvernement? Et ces pauwres Hollandais sont contents avec celo>
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Feedback

Focus Feedback

C
@mpany / Brand

Gaggenay Response dage

08-08-2016 11,5
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15-05-2016 3270042285

Response date

01-07-2016 12:22

gelgiens nicht in deutscher

Zuerst bemangele ich, dass die Siemens-Kunden im deutschsprachigen Gebiet
Sprache kontaktiert werden.
Warum greifen sie nicht auf lokale Firmen zuriick um einen Re
Anfahrt, weniger Kosten ..J?
Fur mich hatte ihr Techniker nicht die erfi
Wenn ich den gesamten Zeit- und Materialaufwand bewerte, ware &

ausgefallen.

paraturservice var Ort zu gawahren {Weniger

orderliche Kenntnis um die Reparatur fachgerecht durchzufihren.
in neues Gerat bedeutend glinstiger

[
OMpany / Brand

=

14-05-2016 16.5;

“ 2233030206

| ps-10-2016 18:29
-

We are using Siemens for years and always wera happy with quality of eqmpmentand service.
This time we are very very disappointed and unhappy-
For the same problem with our washing machine within coup!

Each time problems szems to be fixed and Machine works properly, But same problem starts second day
aftar repairs. We paid already almost 300 euro and problem is =till not solved !

ool or if they can not fix the
4 fix the problem at Your

of Your specialists .

le of months we had 2 visits

& them better better

ot diagnose/fix the problem, giv
problem take machine an

1f Your specialists can n
for third complain for the same

same problem 2 times,
Facilities for free.

Ilnprovemenls
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Ons hoger doel B/S/H/

buitengewoon leven

- BOSCH ,
& @

Voor een

0

BSH HOME APPLIANCES GROUP BSH beyond NPS | BSH Home Appliances Group | 7 november 2016 | Slide: 71



Technologie voor het leven

I @ BOSCH SIEMENS IQLLLIN GAGGENAL

S B/S/H/

®
N PS KLANTGERICHT;

BSH beyond NPS Wik ie ONDERNEMEN

Dank
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I @ BOSCH SIEMENS IQLLLIN GAGGENAL

S B/S/H/

Technologie voor het leven

N PS KLANTGERICHT;

BSH beyond NPS Wik ie ONDERNEMEN

Andy McDonald
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B/S/H/

Q&A

KLANTGERICHT:
ONDERNEMEN::

NPS

Next Level

Q
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De sprekers

B/S/H/

- Sessie 1: Gertjan Sturm

- Sessie 2: Izaac van Kralingen
- Sessie 3: Gert-Jan Hollestelle
- Sessie 4: Sec-Ching Yong

- Sessie 5: Emilie van der Perre
- Sessie 6: Andy McDonald

BSH en het inspiratiehuis 20|20
Het internationale NPS Programma
Beleving bij klanten thuis
Strategisch Ambassadeurs creéren
Cultuurverschillen in en met Belgié

Koken en beleving
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B/S/H/

En...

B 19 december 2016

KLANTGERICHT:
NDERNEMEN ::

M Voor jou én je partner

B Veel plezier!
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PLATFORM:::
KLANTGERICHT:
ONDERNEMEN::

Dank jullie wel!

Wel thuis, en tot 13 december

W www.pvko.nl '@PVKO | #PvKO ffacebook.com/pvko.nl



