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ELKJØPS CUSTOMER 
EXPERIENCE 

FRA HANDLINGSLAMMELSE
TIL HANDLING 

VIA SAP MARKETING CLOUD
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400 STORES

37,2 BN
REVENUE

+3 BN
REVENUE 
GROWTH

1127 MN
PROFIT

10200
EMPLOYEES

4 X BIGGER
THAN THE SECOND LARGEST 

PLAYER IN THE NORDICS

>25%
MARKET 
SHARE

9 OUT OF 10
HAPPY 
CUSTOMERS

CURRENT 
POSITION



Write three words you think about or combine with Elkjøp/ Elgiganten / Gigantti
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I expect access to internet…
everywhere I go

Help me find the right solution… 
for me

I can search for anything, 
and find answers instantly

When I have decided, 
I want it fast

I want to be inspired and 
entertained

I trust
recommendations from my network

I hate standing in queues!

I want the best price

SOLVE MY PROBLEM!!!



WHAT 
TRIGGERS 

YOUR

EMOTIONS?



IT IS THE SUM OF ALL YOUR 
EXPRIENCES SUMMING UP 
YOUR EMOTIONS DURING..

1. ENGAGEMENT
2. + PRE-PURCHASE
3. + DURING PURCHASE
4. + DURING DELIVERY
5. + INSTALLATIONS
6. + FOLLOW-UP

=
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WHAT IS 
CUSTOMER 

EXPERIENCE FOR 
ELKJØP?
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BEING CUSTOMER CENTRIC



MOVE FROM – TO

PRODUCT CONSUMER

PRODUCT 

CENTRIC

CONSUMER 

CENTRIC

LEADING WITH 

RELEVANCE
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• What do customers want?



RESEARCH & ANALYSIS

• 21 Reports and surveys 

• 17 Prototypes 

• 68 Customer interviews 

• 67 Stakeholders 

• 42 Store staff interviews 

• 545 Customers survey 

• 165 Store staff survey
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FINDINGS



RELEVANT
ENGAGED

TRUSTED 
ADVISOR

COMMUNICATION



PERSONALIZED
& RELEVANT 
OFFERINGS
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BEING CUSTOMER CENTRIC



75%
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WHAT DO WE 
NEED TO DO?
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Customer
Insights

Brand 
platform

CX Strategy

Technology

Our People
The people we need

Systems
We need

Processes
(the way we work)

Data
And how it flows

DEFINING A NEW STRATEGY… - AND ACTING    - YOU NEED TO CONSIDER A LOT



BUILD SUSTAINABLE AND EFFICIENT TOOLS FOR 
OUR EMPLOYEES TO COMMUNICATE WITH RELEVANCY TO OUR CUSTOMERS



BUILD SUSTAINABLE SYSTEMS AND PROCESSES 
TO INCREASE THE CUSTOMER EXPERIENCE THROUGH EXCELLENT CUSTOMER 

COMMUNICATION



SELECTING THE RIGHT SOFTWARE AND PARTNER
SOME KEY ACCEPTANCE CRITERIAS FROM OUR ORGANIZATION

1. 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.

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

3. Where we can limit the number of out channels for Activities / 
Communication – and then extend when we evolve and learn

4. Where we can work with data and create ruleset

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

6. + many many more 
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SAP AND SAP 
MARKETING CLOUD MET 
OUR CRITERIAS
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THERESE WILL NOW TALK 
ABOUT SAP MARKETING 
CLOUD

- CHALLENGES

- IMPLEMENTATION

- RESULTS
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GET
PERSONAL



LOYALTY program 



Overall goal for loyalty concept

Increase data quality and identify more customers

Customer satisfaction, Increase revenue, profit and margin

Frequency basket size customer base loyalty



THE PROCESS
THE FOUNDATION FOR GREAT CUSTOMER EXPERIENCES 

Employees Software providerStrategic partner
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START SOMEWHERE
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RECRUITMENT
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1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21

GIGANTTI ELGIGSE ELKJOP ELGIGDK



CROSS CATEGORY – PURCHASE FOLLOW UP

1. 

Thank you for purchase/ 

Support Agreement

2. 

Installation
3. 

Rate me

4. 

Running

Welcome

For joining our
customer club

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.

5. 

Running

Thank you

Tips and tricks
Accessories

Support 
Agreement

Information
Guarantee
Expiration 

Installation

Information

Rate me

Review products

Accessories

Running

Tips and tricks

Accessories

New products
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BEING CUSTOMER CENTRIC



OUR MISSION 
TO BE THE ONLY ONE PEOPLE NEED WITHIN ELECTRONICS





THANK YOU


