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Foretag som ar ledande pa
kundupplevelser kan na
inkomstokningar pa 5-10%

och reducera kostnader med 15-25%
inom tva till tre ar.

- McKinsey

81% av tillfragade foretag anger att
de kommer konkurrera delvis eller
helt med kundupplevelse innan

ar 2020.

- Gartner
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Which of the following best describes your profession?

15"
38"

47"

BVREING « ‘cmmos:sslocw.

. CUSTOMER EXPERIENCE
PROFESSIONAL

What is the total number of customers in your organisation?

14" 23"

8"
5"

In which industry is your organisation?

AUTOMOTIVE - 4%
ol R
EDUCATION - 4%
o [
HEALTH/MEDICAL - 4%

TELECOM/ ELECTRONICS I 1%

TRAVEL, TOURISM AND 3%
MEETING INDUSTRY -

SOCIAL SERVICES, NON- 1%
PROFIT ACTIVITIES 0

OTHER, PLEASE SPECIFY - 6%

WIRAYA



for companies to
ensure a customer
focused way of
working.

18"

PLAN TO GET THE
MANAGEMENT ONBOARD

19"

PLAN TO DELIVER BETTER
CUSTOMER EXPERIENCE

4

PLAN TO INCREASE FOCUS
ON EXISTING CUSTOMERS

22"

PLAN TO MAKE MORE
DATA-DRIVEN DECISIONS
ON CUSTOMER INSIGHTS

22"

PLAN TO CREATE CROSS-
FUNCTIONAL TEAMS



Visa ledningsgruppen vagen genom att
visa dem data.

* Ha en tydlig strategi - visa vad du vill gora
* Ett business case - varfor du vill gbra det

» Tydliga KPler — som visar hur det gar

De som tar datadrivna beslut:

Kartlagt Investerar i
kundresor ny teknik

2N

Har lednings- Okar budgeten

gruppens stod



Hur langt har foretagen kommit
| mognadstrappan?

“OUR WORK IS BUSINESS CRITICALAND IT
IS PRIORITIZED. WE CONTINUOUSLY WORK
ON ANALYZING, DEVELOPING AND REFINING
OUR PROCESSES AND ACTIVITIES. WE HAVE A
TEAM/ PERSON WITH DEDICATED RESPONSIBILITY.”

“OUR WORK CONTRIBUTES TO THE COMPANY'’S
REVENUE. WE HAVE PROCESSES, MEASURE KPI'S,

ANALYZE AND CONTINUQUSLY MONITOR OUR WORK
WITH EXISTING CUSTOMERS. WE HAVE ATEAM / PERSON
WITH DEDICATED RESPONSIBILITY.”

“WE HAVE PLANS & PROCESSES FOR
OUR WORK. WE HAVE A TEAM/PERSON
WITH DEDICATED RESPONSIBILITY.”

“WE CONTINUOUSLY WORK WITH OUR

EXISTING CUSTOMERS BUT WITHOUT
CLEAR PLANS & PROCESSES, WE HAVE A

DESIGNATED MANAGER FOR THE AREA.”

“OUR WORK IS SPONTANEOUS AND TAKES

PLACE MAINLY AD HOC, WE HAVE NO DIRECT
ORGANIZATION/OWNER FOR WORKING WITH
OUR EXISTING CUSTOMERS”

17"

WIRAYA



S S Vdrt arbete sker

spontant och vi har
O el (LR Ad Hoc - Steg 1

"’?’-
ol 1P %\
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« B2B foretag och sma
konsumentforetag

* Ansvaret hos ledningen

* Fa med planer och ingen som
operativt aktivt arbetar med CRM,

« Arbetar inte datadrivet
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« Ska kartlagga kundresan
« Ska ta reda pa kunddata

* Ta en strategisk riktning
» Borjai ett begransat projekt

« Skaffa teknik som stod

WIRAYA
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’ " . . tﬁw‘\’konhnuqigt med

Traditional - Steg 2 AN = liga, "~ *
SR\ o kundermen utans’.
. L T s ame planer och
Bade B2B och B2C, ofta medelstora Sl Uy S EY r !
(e : .-“i.\\ ocesser. En
En ansvarig s R e Qansvang utsedd.

Jobbar kontinuerligt for att forbattra men utan
planer och processer

47% tycker att de har de verktyg de behover -- ~';‘ a0} . % el “
De tycker att de tar datadrivna beslut N ' ) ‘ R,
De implementerar och integrerar system

De saknar kundinsikter
De planerar dka sina budgetar

De vill jobba mer tvarfunktionellt

Gor en plan, med business case och
KPler
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_ Vl har planﬁ B,
‘\ processer: o ey,

ded:kerat’afisv'ari”." e _
. el Ambitious - Steg 3

Mix av olika verksamheter

» Tycker sig bara delvis ta datadrivna
beslut.

.....

* Involverar ledningen och andra |
besluten

« Tycker att kundens rost saknas |
ledningen

« Halften tanker oka sin budget

* Kunddatat/kundinsikt prio - GDPR

* Involvera hela organisation for okat
kundfokus

« Testa, testa, testa och kom ihag

kontrollgrupper. WIRAYA



Leader - Steg 4

« Storre B2C-verksamheter
* Tydligt lonsamt med CRM-arbete.

* Hela organisationen involverad for kundfokus.

* CRM-budgeten dkar, marknadsbudgeten minskar.
» Kundresorna kartlagda eller justeras

» Tvarfunktionellt arbete paborjas

 Vill satsa pa mer teknologi och integration

« Se till att satta upp matbara mal

* Arbeta med kontrollgrupper
« Mat NPS, NKI
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C CRMearbetetar
. 2 - dffdrskritiskt for oss

 och vi forbdttrar och . ~
~ optimerar konstant. Best in class Steg S

i Stora, datadrivna B2C foretag

Marknadschefen eller hogsta ledningen
strategiskt ansvarig.

Manga delaktiga i beslutet - hela
organisationen samarbetar.

Koll pa CLV, churn rates, och RO

Dashboards for visualisering och
uppfoljning

Halften tanker oka sin budget

Personaliserad kommunikation prio
GDPR - samla in samtycken

Ytterligare integration av system for

prediktiva analyser WIRAYA







Hur langt har NI kommit
| mognadstrappan?

“OUR WORK IS BUSINESS CRITICALAND IT
IS PRIORITIZED. WE CONTINUOUSLY WORK
ON ANALYZING, DEVELOPING AND REFINING
OUR PROCESSES AND ACTIVITIES. WE HAVE A
TEAM/ PERSON WITH DEDICATED RESPONSIBILITY.”

“OUR WORK CONTRIBUTES TO THE COMPANY’S
REVENUE. WE HAVE PROCESSES, MEASURE KPI'S,

ANALYZE AND CONTINUOQUSLY MONITOR OUR WORK
WITH EXISTING CUSTOMERS. WE HAVE ATEAM / PERSON
WITH DEDICATED RESPONSIBILITY.”

“WE HAVE PLANS & PROCESSES FOR
OUR WORK. WE HAVE A TEAM/PERSON
WITH DEDICATED RESPONSIBILITY.”

“WE CONTINUOUSLY WORK WITH OUR

EXISTING CUSTOMERS BUT WITHOUT
CLEAR PLANS & PROCESSES, WE HAVE A

DESIGNATED MANAGER FOR THE AREA.”

38,5%

“OUR WORK IS SPONTANEOUS AND TAKES
PLACE MAINLY AD HOC, WE HAVE NO DIRECT

ORGANIZATION/OWNER FOR WORKING WITH
OUR EXISTING CUSTOMERS”

77% 1"

WIRAYA



Have you mapped your customer journeys?

No, and we're planning Don't know
to this year /

No, but we are planning
on doing it 2018

Yes

Yes, partly, we have started

WIRAYA



In your company, how would you describe your processes for
working with existing customers?

Don't know

We have no processes

We have processes, and

follow most of them. We have processes but do not actively

follow them

We have processes, some we
actively follow and others not.

WIRAYA



What marketing technology tools do you use?

Yes, use and/or PREDICTIVE ANALYTICS

Yes, use and will increase
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How integrated are your CRM systems?

We have a CRM platform with multiple
integrated systems from the same supplier

We only have one
CRM system

We have several
CRM systems that
currently aren’t
integrated.

We are currently integrating our
CRM systems/databases

Our systems are fully integrated.

WIRAYA









“Jag forvdntar mig atb de ska forutse
och I6sa mina problemt Och jag som
lojal kund ska fa de bdsta
erbjudandena.”




l  87% kan ténka sig

» att [Amna om de
Inte far en bra
kundupplevelse









Vad ar Martech?
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En kombinerad
med for att kunna
arbeta




STRATEGI

SYSTEMSTOD ORGANISATION

ANALYS PROCESSER

DATA

WIRAYA ODYSSEY



STRATEGI

WIRAYA



STRATEGI

Strategi

De som kommit [angst har:

 En Overgripande agil strategi i hela bolaget tydligt
kommunicerad fran styrelse och ledning.

 Fokus pa kundresan

 Mal och nyckeltal som ar tydliga och styrande for
hela foretaget.

WIRAYA



ORGANISATION

PROCESSER

WIRAYA



PROCESSER

Organisation & Processer e N

* [ngen upplever att de har en optimal
organisation

« Man vill arbeta mer kundfokuserat
* Analytiker star hogst pa dnskelistan

WIRAYA ) D SEY



PROCESSER |

Organisation & Processer NS -

Rekommendationer

Skapa och arbeta efter en
kundresekarta

Var snabbrorlig
 Tahjalp

WIRAYA ) D SEY



ANALYS

DATA

WIRAYA



Data & Analys

» Starkt dkat fokus pa data och analys

 Fortfarande manuella insatser for att
kunna agera pa datat

* Analytiker star hogst pa dnskelistan

* [ntern konsensus viktigt — kan uppnas
genom virtuellt gemensamt data forum

ANALYS

DATA

WIRAYA



SYSTEMSTOD

WIRAYA



SYSTEMSTOD

Teknik & Systemstod

o Teknikstrategi saknas
o Koper utifran behov
* Tekniken skapar inte resultatet
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ODYSSEY
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Viktiga nyckeltal

Customer
Lifetime Value

Customer z Customer

Profitability Lh Loyalty Index
.E Customer Sat- Customer Net Promoter
= isfaction Index Retention Rate v Score (NPS)

WIRAYA ODYSSEY



e Rakna pa vardet av ditt kundarbete

e Ta kontroll 6ver ditt data

o Se teknik som en mojliggorare

S
o Lamna silotanket bakom er

WIRAYA



