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Sturen op klantervaring
Meten, Analyseren, Doen!

Michel Knops
28 mei 2009



Sturen op klantervaring

Waarom?

Hoe?




T S - -
Het heiligedoel: conversie




Niet alleenhet aanbodis van belang
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Ook deCustomer Experiencspeelt een cruciale rol
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Sales Funnel ? m ﬂ.

1,786
Prospective customer

1,314
Viewed produc information

510 Stayed at least 5 minutes

165 Made a purchase
5 Life time value over $500
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Prospective customer

1,314
‘Viewed product information

510 Stayed atleast 5 minutes

165 Made a purchase
S Life time value over $500

Of die van de klant?

AWaaromhaken gebruikers af?

A Performance?
A Functionele fouten?
A Technische fouten?

AWat is debusiness impact?
A Ingeraakte klanter?
A In gemisteverkoperf?
A lne?
Al GdzNBY 2LJ 161 f .
A APDEK
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Focus

A
Customer
centric

Doel van sturen ogklantervaring

Improve
functional
availability

Optimize

Customer
Experience

Low _
hanging Increaseuptime
fruit )
Business as Maximized ROI
usual

Revenue



Hoe?
Channel Analytics!




Web Analytics

Channel Analytics
Integratie van de Internet waardeketel

[ Company.
Transaction Performance
Analytics Analytics

Business

Channel Analytics

I'T



Basisregel:

ABegin:meet, analyseer!

AStemBusiness en 1ap elkaar af:
VDST FYSytAc|1S YtlLQa

V StelCustomer Experienametrieken centraal

AlITis verantwoordelijk vooperformance

V Maar business verdient er geld mee en moet erop sturen!!

AZorg voordirecte terugkoppelingver
verbeteringen in de metingen en analyse

AStuur altijd vanuitCustomer Experience!



Bouw de
Business Casel

A

Verbeter
continue

Het doel:continue verbetering

)

Verzamel data

v

3. Analyseer

Rapporteer




Focus




Bouw de business cas

AKwaliteit =omzet

APerformance =mmzet

ATechnische fouten @amzet

AFunctionele fouten =mmzet






NG Customer Experience Dashboa

Key Performance indicator
Website satisfaction

Explanation
Website satisfaction is an KPI which measures the average time a visitors needs
to wait for a page to load. The value presented here is a weighted percentage of

Excellent ) )
satisfaction.
- 0% = 20 seconds
- 50% = 10 seconds
- 100% = 0 seconds
Anailability Availability is the average uptime of all services.
Excellent Range of this indicator is from 90% to 100%. This is based on 24x7 statistics from
the ActiveXF tool of Gomez.
SLA Satisfaction This is the percentage of services that made the SLA requirements.
Performance Weighted percentage of processorload of each serverduster. A exponentional formula is
Excellent used. The nearer to 100% a load gets the heavier it pushes an the perfermance

indicator. Some indications of load impact on the capacity indicator:
If all servers have 50% load the capacity is 92%

If all servers have 70% load the capacity is 41%

If all servers have B0% load the capacity is 0%




Analyseren



