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Customer

experience * Customers as our compass

* Fully agile organization

Speed & ——_ * Customer Journey thinking
flexibility

e Society is transforming
*  Empowered customers
* New disruptive competitors




KUNDINSIKTER IGAR

‘Customer Insight [Cl) support request

Requastissusd by {name & department): |

Tapic: |

Scape |checkall that apply} Osweden OFiniand Ocensumer [0 3ME

What information would you fike Clto provide?

[0 Clarification an existing infarmation
[ additianal data

[ Target and cantrol group selection
[ Custamer survey questiannaire

O Repart with insizhts, ions and
| [ | O Cther|plzaszspacify):
o o . oW | [re— |
Tonsumes Narke! Sobvs CW | Cumtormes bimight
¢ I 0 - 8 | Commmosion How will you use the information provided by CI2
dan Riddalck Lona Wiklund Christing Kiistrom Jobarea Forsknd
__
| |
C:- Onlne T Divwct Sules t"' | SME Markits c.r' |lﬂﬁ1hl Will this information dirsctly impact & decisien that you are making? Fyes, how?
‘v Liljogvin Craman Elina ivicjn agen Almertean W las Stahmnlshe
b | vk Erandl o
What waukd be the dawnside F you id not receive this infarmation from CIF
Wain Flyap

What is the frequency with which you woukd like this information from CI?

O Cne time, on date: |

O szt number of times, an dms:l

O Recurring, avery |

Email this form TO £ €1 Suppan]
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KUNDINSIKTER IGAR

v’ Bra kontroll, férutsdgbart och strukturerat, men...

Analytikerna involveras for sent i projekt/kampanjer

Lag forstaelse for analysjobbet - ”Black box”

Oklara/ej agerbara fragestallningar

Oklar anvandning av slutsatser och rekommendationer

Ojamn arbetsbelastning

Svart att lansera egna idéer och initiativ
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t.ex. marknadssegmentering, CLV etc

KUNDINSIKTER IDAG
) Overgripande/strategiska modeller & analys,
N y

Kundinsikter i kundprogrammen . Underhalla och utveckla datamiljon

. Transaktionell NPS —folja och agera . Relationell NPS och sammanhallen NPS heatmap

Marknads research for kundresan

Scoringmodeller/analys fér kundresan

. Malgrupsurval & aktivitetsuppféljning

I'm Running My

I'm Switching Vatant

I'm Switching C

I'm Moving

oIpioN Aoups|3 uomisodoly .o EEJ
olpioN Buluomsoyd

2lpJoN suolnjog uonisodoig

alploN voddng soijfjeuy |elauan) 'O t

I'm Interested ir
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VART AGILA ARBETSSATT

« Tvarfunktionella, sjalvstandiga team

Yearly Business Review Meeting

* Produktagare for varje team ansvarig for
prioriterad backlog (att-gora-lista)

Supersprint

Execution . Planeringscykler

* Yearly update of
strategic themes

+ Sprintar a 3 veckor

Supersprint
. , « ”Supersprintar” a 4 sprintar (ca ett
kvartal)
" Asprinteycleis3 - Demo i slutet av varje sprint
weeKs
* ™4 sprints make a ' Supersprint . ° P .
supersprint _ i Fokus pa leveranser och "Minimum Viable

Supersprint Product”

Execution

< Mal och budget satts per supersprint

« Sjalvstyrande team
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1 mars 2016
Alla analytiker
100 % i kundprogram

1 januari 2017

General analytics
support team
startas /

1 mars 2017
Separerar affars- OCR

personalledarskap
/

1 april 2017

IT-resurser i
General Analytics\
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TACK FOR ATT NI
LYSSNADE!

FRAGOR?

Johanna Forslund
Director of Customer Insights

Vattenfall Forsaljning

johanna.forslund@vattenfall.com
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