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Hoofdstuk	1
De	opmars	van	CEM



De	CX	opmars

• 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)
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CEM	gaat	
over	cultuur

CEM	is	an	issue	of	corporate	culture	

The	Ceo	of	an	online	retailer:

The	customer	experience	is	the	object	of	our	
enterprise.	We	get	our	customers	on	board.	The	
customer	is	our	partner.	We	are	neither	product	nor	
customer-oriented;	we	are	customer-experience	
oriented
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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.
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Elements of	value

Social	impact

Life	changing

Emotional

Functional



Patronen	in	CX	strategieën

De	diepte	in:
Experiental
Voorbeeld:	Nespresso

De	breedte	in:
Allianties,	access
Voorbeeld:	Amazon,	NS,	KPNBron:	Homburg	c.s.	2016
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Firm	
capabilities

Touchpoint	journey	design

Touchpoint	prioritization

Touchpoint	journey	monitoring

Touchpoint	adaptation
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Klanten bevinden zich 
in meerdere customer 
journeys tegelijkertijd
Elke journey is uniek, 
dynamisch en niet 
lineair



10

Source:	Verhoef	et	al	(2016)



Human	as	driving force
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Computers	predicts,	
humans surprise
Computers	deliver,	people
overdeliver
Computes confirm,	people
can smile

Steven	van	Belleghem	



Hoofdstuk	2
Artificiële	intelligentie	in	de	hype	fase

Inrichten	CMI



Bron:	Mark	de	Groot,	Oracle	(2017)
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Bron:	Hans	Zijlstra,	KLM,	Esomar (2017)
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Hoofdstuk	3
Organiseren









Update	lesmateriaal:	cases	&	literatuurlijst
https://www.pvko.nl/pvko-onderwijsdag-2017


