Vi mater och mater... men vad gor vi med resultaten?
- En rapport fran tva forskningsprojekt

Jacob Hallencreutz, CEO EPSI Rating Group, PhD
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>  Vimater:
*  Kundnojdhet (privat och offentligt)
*  Medarbetarndjdhet
* Ledningseffektivitet
* Image, service, kvalitet, prisvarde

>  Vara storsta branscher/sektorer:
* Bank och finans
*  Forsakring
* Energi
* Telekom
*  Offentlig verksamhet (skola, kommunal
service, myndigheter)




Nationella matningar av kundupplevelser
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“Kunden i centrum”... i decennier...

Arbeta med Arbeta med
processer forbattringar
Bengt Klefsjo Bo Blergman Satt Kunden
i centrum
Basera beslut Skapa
pa fakta delaktighet

Engagerat ledarskap

Joseph Juran W Edwards Deming (Bergman & Klefsjo, 1990)




“Basera beslut pa fakta”... i decennier...

“Without data
you re just
another person

with an opinion.”

W. Edwards Deming,
Data Scientist




Sa vi mater och mater...
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Skellefted Kraft
Luled Energi
Karlstads Energi

Falu Energi & Vatten
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Oresundskraft
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Muindal Energi
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EON
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... men betyder det att vi ar kundorienterade?!




... eller gor battre affarer?!

Jag hatar det
har stallet...

Jag hatar det
har stallet...




Vi tankte “lat oss ldara oss mer om detta”...

 Mycket ar “anecdotal evidence” — Kan vi minska osakerheten?!
e Kan vitar reda pa hur kundmatningar anvands i praktiken?
* Kan vi finna kopplingar mellan kundn6jdhet och finansiella nyckeltal?
e L3t oss anvanda var egen kunddata (EPSI Rating Group)
» 20-driga tidsserier
* 4 miljoner kundintervjuer
* 10000 organisationer

e 23 /dnder

e Lat oss forska ”pa riktigt”




Studie 1: “Factors influencing the use of
customer satisfaction measurements”

Andrea Birch-Jensen, Chalmers University of Technology, PhD Candidate
Jacob Hallencreutz, CEO EPSI Rating Group, PhD
Ida Gremyr, Chalmers University of Technology, Professor



Metod

Fallstudie
30 semistrukturerade intervjuer
Organisationer fran ett flertal branscher, klustrade utifran kundnoéjdhet (SKI)
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Teoretisk utgangspunkt

“A process of customer satisfaction information usage”

L3 (X3 A I &
Strategi ‘ Matsystem - | naws =
mplementering

(Baserad pa Lervik Olsen et al, 2014 och Morgan et al, 2005)
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Teoretisk utgangspunkt

d Faktorer som paverkar anvandandet av kunddata i organisationer

o

(Baserad pa Franco-Santos et al, 2012)
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Ett analytiskt ramverk

Beteenden

Strukturer

Strategi

Category

Peoplebehavior

Organizational
capabilities

Matsystem

Understanding how one’s actions influence the
outcome of the PM

Degree of perceiving that she/he is able to
influence the outcome of the PM

CSIU is reported to increase job satisfactionand
increase role understanding

Employees display interest for working with CS
measurements

Top-leadership is reported to show visible
commitment for the CSIU

Possessing a customer focused corporate
mindset

Organizational knowledge equally well (or better)
developed than for working with FPMs

E ished linkages bet 1 CS and other
NFPM/FPM

CS seen as an equally important PM as FPMs
Regular meetings devoted to discussing CSIU
Identified “constructive” reasons for why they
employ CS measurements
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Vad har vi funnit?

“A process of customer satisfaction information usage”

L3 (X3 A I &
Strategi ‘ Matsystem - | naws =
mplementering

(Baserad pa Lervik Olsen et al, 2014 och Morgan et al, 2005)
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Vad har vi funnit?

“A process of customer satisfaction information usage”

Analys &

Strategi '» Mitsystem | ks implementering

(Birch Jensen et al, 2016)
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Vad har vi funnit?

“Varfor gor ni kundundersokningar?”

Marknads-
foring Jamforelser
("nojdast kunder”)

Underlag for
forbattringar

17




Vad har vi funnit hos organisationer <60?

“Varfor gor ni kundundersdkningar?”

Inget tydligt
syfte

Jamforelser
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Vad har vi funnit hos organisationer >75?

“Varfor gor ni kundundersokningar?”

Folja upp
kundbehov

Motivera
medarbetare

Fa konkreta
forslag pa
forbattringar

Folja upp
effekter av
projekt
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Identifiera
svagheter




Mera fynd...

( Organisationer >70 har i hogre utstrackning en kundorienterad kultur
jamfort med organisationer <60.

o

(Baserad pa Franco-Santos et al, 2012)
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Vara fynd tyder pa att...

Organisationer med hog
kundndéjdhet har:

... en strategi for sitt
kundarbete

O ... processer for att
mata, folja upp och
forbattra

4 ... en kundorienterad
kultur
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Organisationer med lag
kundnojdhet har:

... ingen tydlig strategi
for sitt kundarbete

O ... processer for att
mata, men inte mer

O ... en svagare
kundorientering




Men vi fann ocksa...

(J Bade organisationer >70 och organisationer <60 tycks ha svaga
kopplingar mellan finansiella och icke-finansiella nyckeltal (som t ex
kundndjdhet).

Icke-finansiella ‘» Finansiella

nyckeltal nyckeltal
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Ok... hur ar det med pengarna? CEPS|

Studie 2: “Customer perception

measures driving financial Join us for our 2016 conference in Edinburgh
p er, .f ormance 7 : i Performance Measurement and Management: New Theories for New Practices

26-29 June 2016; Edinburgh, Scotland

Jan Ekl6f, Handelshégskolan, Stockholm

Katerina Hellstrém, Handelshégskolan, Stockholm
Aleksandra Malova, St Petersburg State University
Johan Parmler, EPSI Rating Group
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Ok... hur ar det med pengarna?

1. Yes, our quantitative research together with SSE
indicates that there is a relation between customer
satisfaction and financial results.

- Astudy on 10 industries in 20 countries indicates that 1
unit increase in CSI corresponds to 5% increase in
return on net assets®.

- Astudy on the Nordic banking industry indicates that 1
unit increase in CSI corresponds to 2-4% increase in
market capitalization.**

- Astudy on 500 Nordic bank branches indicates that 1
unit change in CSI corresponds to 5-6% change in C/I-
ratio.

(EKI5F et al, 2016)
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Net Income
Fixed Assets + Net Working Capital

* Return on net assets =

** Market capitalization = the total market value of all of a
company's outstanding shares.
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En avslutande (pragmatisk) reflektion — tank om det trots allt ar sa har enkelt?!

Battre

Hogre . .
f Il
Kundfokus ‘ kundnjdhet ‘ inansiella

resultat
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... Sa vad gora?!

O Ta fragorna pa allvar — det dr instabilt, rérigt och irrationellt dérute
d Se 6ver era matsystem — far vi insikt eller bara siffror?
O F6lj upp och forbattra — det som mdits blir inte gjort...
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Tack sa mycket!

Vill ni ha forskningsrapporterna? Kontakta mig:
Jacob.hallencreutz@epsi-rating.com



