Kundmotet — sa blir kunden nojd i
motet med medarbetarna

Magnus Soderlund



Manniskor ar kansliga fér manniskor
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Harry Potter Don Draper

Meursault . _
Mademoiselle Julie

Sherlock Holmes

Dirty Harry

Ove Sundberg Anna Karenina

Lisbeth Salander



"Tank pa ditt senaste butiksbesok”

Samtal med nagon i personalen

Ja Nej

Andel som kopte nagot 87%  71%
Inkdpsbelopp (kr) 693 359

Kundndjdhet 7,79 6,02



Medarbetarens agerande i kundmotet
och kundens nojdhet






Sag du medarbetaren direkt
nar du kom in i butiken?

Kundnojdhet
Nej Ja

5,46 7,4



Customer satisfaction

Employee invisible Employee merely visible Employee merely visible
+ greeting

655 833 8.50



Customer satisfaction
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Attention within 30 seconds

Satisfaction
No Yes




Eye contact

Customer satisfaction
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Customer satisfaction

Low signalling of High signalling of
effort from employee effort from employee




Customer satisfaction

7.91 6.26 6.37



