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WRITE THREEWORDS YOU THINK ABOUT OR COMBINE WITH ELKJOP/ ELGIGANTEN / GIGANTTI
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WHAT
TRIGGERS
YOUR

EMOTIONS?




ITIS THE SUM OF ALL YOUR
EXPRIENCES SUMMING UP
YOUR EMOTIONS DURING..

ENGAGEMENT

+ PRE-PURCHASE

+ DURING PURCHASE
+ DURING DELIVERY
+ INSTALLATIONS

+ FOLLOW-UP
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WHAT IS
CUSTOMER

N

EXPERIENCE FOR

ELKJOP?
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BEING CUSTOMER CENTRIC

SCEMNARI

o

GOALS AND EXPECTATIONS

it

-a;

[, p—
]

I

) @

Q\/

L

en
.

0. =
O

/@\

@'

)

Vo

(8)

©)

]

o

OPPORTUNITIES

OPPORTUNITIES

OPPORTUNITIES

OPPORTUNITIES

ONTERN#;L OWNERSHIP

INTERNAL OWNERSHIP

INTERNAL OWNERSHIP

INTERNAL OWNERSHIP

. ZONE A
The Lens

. ZONE B
The Experience

ZONE C
The Insights

NNgroup.com
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MOVE FROM —




This is Elkjop’s
Customer experience
strategy



RESEARCH & ANALYSIS

21 Reports and surveys
17 Prototypes

68 Customer interviews
67 Stakeholders

42 Store staff interviews
545 Customers survey

165 Store staff survey




FINDINGS
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A\ Jac Rayner

¥ @GirlFromBlupo
Dear Amazon, | bought a toilet seat because |
needed one. Necessity, not desire. | do not
collect them. | am not a toilet seat addict. No
matter how temptingly you email me, I'm not
going to think, oh go on then, just one more
toilet seat, I'll treat myself.

9:22 AM - 6 Apr 2018
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BEING CUSTOMER CENTRIC

SCENARIO

GOALS AND EXPECTATIONS

. ZONE A
The Lens

. ZONE B
The Experience

OPPORTUNITIES

OPPORTUNITIES

OPPORTUNITIES

OPPORTUNITIES

ONTERN#;L OWNERSHIP

INTERNAL OWNERSHIP

INTERNAL OWNERSHIP

INTERNAL OWNERSHIP
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Elkjop engagement circle

1: Increase engagement
We want customers to engage more with Elkjop
beyond transactions.

2: More data
More engagement means more data.

3: Greater relevance
We can use data to be more relevant.

4: Bigger part in consumer’s life
More relevance makes us a bigger part
of customers life.

5: More sales
Being a bigger part of customers life make them
buy more of their products at Elkjop.

1. Increase engagement

5. More sales 2. More data
Elkjop

engagement

@

4. Bigger part in
consumer’s life

circle

©®

3. Greater relevance
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WHAT DO WE

NEED TO DO?




1. Increase engagement

Elkjop engagement circle

1: Increase engagement
We want customers to engage more with Elkjop

beyond transactions.
2: More data
More engagement means more data. 5 More sales oW lore data
3: Greater relevance Elkjﬂp
We can use data to be more relevant.
engagement

4: Bigger part in consumer’s life H
More relevance makes us a bigger part Cer|e
of customers life.
5: More sales
Being a bigger part of customers life make them
buy more of their products at Elkjop.
4. Bigger part in 3. Greater relevance

consumer’s life
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DEFINING A NEW STRATEGY - AND ACTING - YOU NEED TO CONSIDER A LOT

Customer

Insights Our People

The people we need

CX Strategy
Processes

(the way we work)

Brand

olatform Technology

Systems Data

We need And how it flows
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SELECTING THE RIGHT SOFTWARE AND PARTNER

SOME KEY ACCEPTANCE CRITERIAS FROM OUR ORGANIZATION

l.

28

Where we are able to start off by limiting our scope to a number
of usecases that builds the foundation for what we want to
achieve in the first phase.

Where we can limit and control the number of data source
integrations, and continue to build - easily

&
Where we can limit the number of out channels for Activities / Learn Cf&W'
Communication - and then extend when we evolve and learn

Where we can work with data and create ruleset AdJUSt ’ Walk

A product that has a clearly defined strategy and roadmap - that
match our expectations

Evolve  * Run

+ many many more

N7



SAP AND SAP
MARKETING CLOUD MET
OUR CRITERIAS

~7



THERESE WILL NOW TALK
ABOUT SAP MARKETING
CLOUD

- CHALLENGES
- IMPLEMENTATION
- RESULTS

2b
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1. Increase engagement

5. More sales 2. More data
Elkjop

engagement
circle
4. Bigger part in 3. Greater relevance

consumer’s life
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OVERALL GOAL FOR LOYALTY CONCEPT

INCREASE DATA QUALITY AND IDENTIFY MORE CUSTOMERS

FREQUENCY BASKET SIZE CUSTOMER BASE LOYALTY

'

CUSTOMER SATISFACTION, INCREASE REVENUE, PROFIT AND MARGIN




THE PROCESS

THE FOUNDATION FOR GREAT CUSTOMER EXPERIENCES

Employees

3l

Strategic partner

®

Software provider

\ Y 4
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START SOMEWHERE




RECRUITMENT

—————
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CROSS CATEGORY - PURCHASE FOLLOW UP

Communication program designed to provide the customer with relevant product information and be “more than things”.
It is also a goal to measure and increase customer satisfaction and generate cross sale and reviews.

Support

Welcome Thank you Installation Rate me Running
Agreement

For joining our Tips and tricks Information Information Review products Tips and tricks

customer club Accessories Guarantee Accessories Accessories
Expiration New products

I | | | ]
1. 2. 3. 4 5.
Thank you for purchase/ Installation Rate me Running Running
Support Agreement ‘
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