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Encuesta realizada por Bain & Company entrevistando a 362 empresas y sus clientes? Y la investigacion fue realizad.a por,

Frederick F. Reichheld, inventor del concepto NPS! ' -
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80% ,
de los CEOs
creen que 8(y
entregan 0
experiencias de los clientes
inigualables B estan de acuerdo

Bain & Company via Craig McVoy, CCXP: https://medium.com/@CMcVoy/80-of-ceos-believe-they-deliver-superior-customer-experience-661efabd16b0



https://medium.com/@CMcVoy/80-of-ceos-believe-they-deliver-superior-customer-experience-661efabd16b0
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..Usando el poder de X & O #& e/

Operational

éPor qué estan pasando las cosas? ¢Que esta pasando?
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Informacion sobre sus
TR operaciones diarias, como
' ventas, finanzas, ganancias,

perdidas, etc.

El factor humano:
retroalimentacion, 3
emociones y

sentimientos.

X-data ayuda a descubrir qué es lo mas O-data te ayuda a
importante para los clientes dirigir su negocio




Call center

’ Store pickup
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Social Media
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O Propension

X Motivacion

Moblle App

O Resoluciones

X Impacto
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CX toXNl

PROPELLING HUMANITY & INTELLIGENCE

qualtrics®
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EXPERIENCE MANAGEMENT

Your customer knows best. The best run SAP.

P> ESCUCHAR > ENTENDER

Recopile datos de experiencia de Encuentra tendencias ocultas y Cerrar las brechas en la experiencia. Lleve
clientes en cada punto de automaticamente obtenga los datos X y O a los sistemas operativos y
contacto significativo. recomendaciones sobre qué hacer al procesos de negocio para crear

respecto. experiencias atractivas.
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i X4 Business Operations

. .
ooooooooooo

Marketing Datos del Cliente Comercio Omnicanal Soporte y atencién en campo

Identifique de forma proactiva Conecte la

Aumente el incremente la adquisicion ey 2c3 el costo de servicio al
reconocimiento dela a los clientes descontentos en retroalimentacién con un de nuevos clientes al saberidentificar y resolver temas
marca descubriendo lo riesgo e identifique las perfil ligado al qué variables explican comunes que sus clientes estan
que més importa para oportunidades de vent?s que consentimiento dg su cliente mejor su satisfaccion y planteando. Obtenga respuesta
sus clientes agreguen valor a sus clientes. para generar confianzay comportamiento

inmediata por cada interaccién

transparencia

Customer Order

Repurchasing
Opportunity Invoicing

Fulfillment

Unidentified to Identified Contact Contract / Order Management
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Beneficios ASUG México 2019

°
D]%]] INCREASE NPS

°
REDUCE WEBSITE/ CART ABANDONMENT

°
% INCREASE CUSTOMER ENGAGEMENT AND
SATISFACTION SCORE

. BUSINESS REDUCE UNSUBSCRIBE RATE [ =

?; INCREASE CLICK-THROUGH AND OUTCOMES ”
CONVERSION RATES
°
. REDUCE BOUNCE RATE 0011
CONVERSION RATE —
AN

L} [ ] (‘

INCREASE ORDER VALUE REDUCE CHURN (U
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Personalized
Offer

0_

’ _ PROPENSITY REVENUE RESOLUTION ACTION

X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

Customer is
browsing website

C I T. I o PRODUCTS FINANCE DISCOVER SHOP BUSINESS SOLUTIONS

BRANDS  CAMERAS & CAMCORDERS ~ DOMESTIC APPLIANCES  SMART WEARABLES  TVS A MONITORS  AVDIO A HOME THEATRE  BICYCLES  BUNDLES



Personalized
Offer

0_

’ _ PROPENSITY REVENUE RESOLUTION ACTION

X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

C I T. I O PRODUCTS FINANCE DISCOVER SHOP BUSINESS SOLUTIONS

BRANOS CAMERAS & CAMCORDERS DOMESTIC APPLIANCES SMART WEARABLES TVS & MONITORS AUDIO & HOME THEATRE BICYCLES BUNCLES

HOME / OINCATALOGWE / BICYOLES / MOUNTAN BEES / MOUNTAN MEE Moo
Mountain Bike M500 10 MZ-FG-M500
—

Show Reviews  Wr e

€499.43

Searching for the bike,
customer has been
interested in for some time

Bicycle specifications

Great bike for the price)
Well coratructed and durable
exampie, | had 10 reverse the ¢

nBbing on the front fork




’ _ PROPENSITY REVENUE RESOLUTION ACTION

Personalized X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

Offer

& MONITORS AUDIO & HOME THEATRE BICYCLES BUNDLES

B , N

CX+0 intercept

(- @ What could we do to improve
| )
S this page?

.-... 541 In Stock

Add more detals

Powered by Qualtrics,
user enters his _- Make it easéer to understand

Make it easler to find what |

browsing experience oar —
right in the moment

Something else

4
8 reviews

3 * & A KTy

4.20utof § stars

Great bike for the price

Well constructed and durable bicycle. The fit and firish is not perfect, foe

avamale | had ta severca tha Mar an tha frant whaal in Ardes 1a sravent it frren




Personalized X INTEREST MOTIVATION
Offer

/S & MONITORS AUDIO & HOME THEATRE BICYCLES BUNDLES

REVENUE RESOLUTION ACTION

VALUE SENTIMENT INSIGHTS

0=
CX+0 intercept

What could we do to improve

Powered by Qualtrics, user enters his

541 In Stock

| browsing experience right in the moment Add more detats

Make it easier to understand

Make it easler to find what |
need

Improve the images and
visyals

Something else

L8 8 & S+

4/5

4.20utof § stars

Great bike for the price

Wedl constructed and durable bicycle. The fit and firssh is not perfect, foe

avamale | had ta severca tha Mer an tha frant whaal in Ardes ta sravent it freen



Personalized
Offer

0_

’ _ PROPENSITY REVENUE RESOLUTION ACTION

X

INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

~

CX+0 intercept
Powered by Customer Data Cloud and
Qualtrics, company is recognizing he has
been visiting the site for 37 time and pushes
an Offer after completing a survey Y,

C I T. I o PRODUCTS FINANCE DISCOVER SHOP BUSINE

g CANERAS & CAMCOROERS COMESTIC APPLIANCES SMART WEARARLES TVS & NONTORS ALSAO & HONVE

OPIN CATAOGUE | MCYCLES | MOUNTAN BRES | MOUNTAN B Ws00

ntain Bike M500 10 MZ-FG-M500
" R T —

€499.43

| ":\ﬁmn’s

' & & & &% Great bike for the price

LU 45 Well constructed and durable bicycie. The fit and Seish is sot perfect, &
90419 exampie. | had 10 reverse e S5¢ 0n The S0t whee! In oot




’ _ PROPENSITY REVENUE RESOLUTION ACTION
INSIGHTS

INTEREST MOTIVATION VALUE

Personalized
SENTIMENT

X
Offer
PRODUCTS FINANCE DISCOVER SHOP  BUSINESS SOLUTIONS .user |S asked to prOVIde more
PRSI YT e information about himself...
-
B o/ ER Eeaae g Please provide some personal details to register to our
ikexMiliO. 're Mz F(» v.:aco newsletter.

First name

Last name

Checher Tirey
BR O Basic

BRO1 Basic

Great bike for the price

Abpminum
Wel conatructed and durable bicycle. The 8t and finish i »
ot wheel in 0o

BR NEO1
exarrgie, | had 10 reverse the dsc on e i»
rubbing on the front fork

Abpminum

BRI




’ _ PROPENSITY REVENUE RESOLUTION ACTION

X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

Personalized
Offer

-—
ke MS00 1D MZFG-MS00
(B Show R ewy N2 ) Arvew

r

b 8 8 & &% Groat bike for the price

4/5 Wl cormtracted and Sotable bicycle. The Bt and finish is set perfect, for
exirrgle, | had 13 teverse T dac on the front wheel i order
rebbing on the bont fork

30019




’ _ PROPENSITY REVENUE RESOLUTION ACTION

X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

Personalized
Offer

CIT.IO PRODUCTS  FINANCE DISCOVER SHOP  BUSINESS SOLUTIONS n . . ﬁgq
B— s et eSS and to provide consent via CDC for
e personalized promotions

Mountain Bike M500 10 M2#G-MS00
e _.‘I,m_‘vh_,_ Would you like to sign up for personalized promotions?

@ Yes

Geeat bike for the price

Wl cor nd durable bcycle The & and fniah & ot perfect, bor

rebbing on P font fork



’ _ PROPENSITY REVENUE RESOLUTION ACTION

X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

Personalized
Offer

Special offer for your feedback

B CIT.IO

Marketing Cloud triggers a S
personalized E-Mail offer based on the ———
feedback provided '




X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

Personalized
Offer

Personalized browsing
Experience based on the offer
received

C I T. I O PRODUCTS FINANCE DISCOVER SHOP  BUSINESS SOLUTIONS

SRANDS  CAMERAS £ CAMOORDERS  DOMESTIC APPUANCES  SMART WEARABLES  TVSAMONITORS  AUDIO & MOME THEATRE  BICYCLES b

WOME / AL SUNDLES | WOL SUADLE

0_

=
SUMMER RIDING Ko

SAVE 5% 7y
F 7 NIAN /’” i/ ////y
L b '.
X '\\

B ULk

SFFER

Ride Bundle 1 99999909

-----

With owr Ride Bundle you can smooth out the trad ahead,

Ride Bike
take on new challenges and tame the mountain t

"Well constructed and durable bicycle. You
can go wherever you want to feel your
favourite taste of dust.”

Ride Helmet Mount

90



RESOLUTION ACTION

O AFANITY  PROPENSTY  REVENUE

C h ecC k out X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

Before being able to proceed with

. . C I T lo PRODUCTS FINANCE DISCOVER SHOP BUSINESS SOLUTIONS
the checkout...

BRANDS CAVERAS & CAMCIORDLES DOMESTIC APPLIANCLS SMART WLARADLLS TVS L MONITORS ALDHO & MOMIE THEATRE ncvcus SUNDLLS

HOME ¢ CAst

CART | 10: 00004033

TTEM (STYLE NaVEER)
@ |

EXPORT CSV
Received Promotions

ORDER TOTAL

Express Checkout

Bacelt from a faster checkout by




RESOLUTION ACTION

O AFANITY  PROPENSTY  REVENUE

C h ecC k out X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

¢ ITAO  sroovers mmumnce oscomn sioe ausmess soumons " ...Customer has to register. h
e e S maan e WAt ma e CDC integration offering social
- registration and collecting consent
from Customer y

HYBRIS

dvice beam s there S you arcund the clock B

0000 F\Qe Contact

0.com - GOM Toolbox

Reset NewsheTar Satings

N S )



Check out A ANEET feTAToNT ANNAGENY s

4 CX+0 Intercept A

L T BT T — Powered by Qualtrics and the
CITIO =~ o AMbassador program, before leaving

- | the page Customer is being presented

Yes, jor!
P i an offer to join and avail benefits )
Export order confieration Yo POF
THANK YOU FOR YOUR ORDER!
Your Orcier Nurmber s 00004006
A copy of your onder Setads haa boen sent 1 jos brown@democioud hyben com

CROER NUNMSER OSDER STANUS OATE PLACED 1ot

P T0

Nty

MC&?‘;:‘

TEM (STVLE NABER) e ary N

Mouran tihe M0

-
6@ NIFGN0 (T 1 o2
' " Sk




RESOLUTION ACTION

O AFANITY  PROPENSTY  REVENUE

C h ecC k out X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

Welcome to our Ambassador Club

CIT.IO

Marketing Cloud triggers a
personalized E-Mail offer for
members of the Ambassador

SPECIAL OFFER!!

Dear Joe Brown,
This special ofer only for you!!

Dear Ambassador,

It is with great pleasure that we welcome you as an Ambassador.
The Ambassador club offers you a extravaganza sale!

A 50% DOWNHILL MOUNTAIN BIKE TRAINING

v o

Virtual Stret 121, 45678 Phantatic Oy, C



Positive

Feedback

B—

13

0 AFRNITY  PROPENSTY  REVENUE  RESOLUTION  ACTION

X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

How would you rate your overall satisfaction with the bike?

*hkhkhkk S



Positive 4

X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS
Feedback

13

How likely are you 1o recommend us to your family or friends?

Not at al Ncely Extremely Woaly

B—




0 AFRNITY  PROPENSTY  REVENUE  RESOLUTION  ACTION

Negative
X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS
Feedback
How would you rate your overall satisfaction with the bike?
-
B CX+0 Survey o ‘

Customer rates the satisfaction
in a negative way...




0 AFRNITY  PROPENSTY  REVENUE  RESOLUTION  ACTION

Negative
X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS
Feedback
Please share any additional comments or feedback with us.
-
B Wreng tike was defivered CX+O Su rvey

...and has the opportunity to share
You can upload a supporting image. with the Company what went
wrong

Drop fles or cick here 1 upload




O AFANITY  PROPENSTY  REVENUE  RESOWTON ACTION

X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

o Survey Metacues - Ind Datec Jan 3, 2017 0o Dec 11, 2847

C I T I o Executive Summary Dashboard
o

Bringing Insights
and Action

. . — — : st CX+O0 Insights to Action
2\ §1339.501 446 i I\l/ The Executive Summary
— - gives the Head of Marketing

the possibility to drill into
NPS per region...

J

Delivery - Ensure Size Is
Accordng 1o order



O AFANITY  PROPENSTY  REVENUE  RESOWTON ACTION

X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

CX+0 Insights to Action )
Powered by Qualtrics, Head of
Marketing gets insights in the

conversion rate from website visitors
as well as... Y,

Bringing Insights
and Action

OW.USA v

C l T.I o Marketing Summary Das

1,443,526 [;ﬁiiirr' 496,877 [;ﬁiib‘ 272,375 [;,Ii*' 63,532

Walratie Corvverson

] Quaney Matnte Corvvesson 4
. . . .




Bringing Insights
and Action

O AFANITY  PROPENSTY  REVENUE  RESOWTON ACTION

X

INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

CX+0 Insights to Action
...how Ambassadors are taking
the opportunity to share their
experiences on social channels

C I T I o Executive Summary Dashboa
=]

~N

Wew Acvbassaton Actwe o Socw Nede Jood Purchase Experence Prorveted on

63 532[ 31116[ 5668 E 1 357

Loya®

y brgact Guarterly Loyaity impact on Social



O AFANITY  PROPENSTY  REVENUE  RESOWTON ACTION

X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

Bringing Insights
and Action

Delivery - Ensure Size is
according to order

Deliver orders Range -Ensure wide variety

Price - Ch display
ice - Clearly e chronologically are avallable

- W Vs Sewre

4 ...and the option to leverage
prescriptive insights to take all
Insights collected during the
customer journey and turn them into

\_ Action \I_/




(o) AFFINITY PROPENSITY REVENUE RESOLUTION ACTION

X INTEREST MOTIVATION VALUE SENTIMENT INSIGHTS

Special offer for your feedback

CIT.1I0

SPECIAL OFFER!!

Personalized Offer oot
Powered by Qualtrics, Marketing
Cloud sends an offer to retain //
C U StO m e rS, ' A front bike light for your helmet, it

goes where you go and shines
where you look!

A front bike light for your helmet, it b//

goes where you go and shines
where you look!

_— 0\ — \ L I\_m



Angelica Lopez =

CX Presales Manager
SAP Customer Experience |
Mexico -

E: angelica.lopez@sap.com
M: +52 1 55 28556293
M: +52 155 32333381
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