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Metrics & More: CRM

CRM Adviseurs ASSOCIATION !

Wil Wurtz, 2010



Klantgericht ondernemen

Waarde van de klant
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Niet alle klanten zijn gelijk...
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Waarde van de klant:
commerciéle wetmatigheid #2
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Niet alle klanten zijn gelijk...
De een waardeert u anders dan de ander

tevreden

teleurgesteld / K
§ / aagt

O
I H“‘

i)

M“

Wil Wurtz, 2010



Waarde voor de klant:
commerciéle wetmatigheid #1
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Waardesegmentatie
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Klantgerichte organisatie

Management

Finance

\R&L)
Qanten
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“The purpose of a business is to
create and keep a customer™

Peter Drucker, 19514
(The Practice of Management)
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Socilale netwerken




“The purpose of a business is to
create a customer. who create
customers’’°

Shiv Singh (Rasorfish). 2010
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Klanttevredenheid?




®

“Delivering Happiness to Customers’

Tony Hsieh. Zappos
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Socilal customer
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The Social Customer

BuzzMachine

by Jefff Jarvis

|JL. 1822, 2003 »

: HOME
June 21, 2005 : Email me
: About me
Dell [ies. Dell sucks Archives:
) . . . 06105 ... 05105 ... 04/05 ...
:1just got a new Dell laptop and paid a fortT r the four-year, in-home service. 03105 ... 02/05 ... 01/05 ...

12104 ... 11104 ... 10/04 ...
09/04 ... 05/04 ... 07104 ...
06/04 ... 05/04 ... 04/04 ...
03104 ... 0204 ... 01/04 ..,
12103 ... 11003 ... 10103

1903 - T4 -
@ 00040 1

The machine is a lemon and the service is a lie.

I'm having all kinds of trouble with the hardware: overheats, network
maxes ouf on CPU nsage. Its a lemon.

But what really irks me is that they say if they sent someone to my home - whichI
paid for - he wouldn't have the parts, so I might as well just send the machine in and
lose it for 7-10 days - plus the time going through this crap. Solhave this new
machine and paid for them to FUCKING FIX IT IN MY HOUSE and they don't and Ilose
it for two weeks.

DELL SUCKS. DELL LIES. Put that in your Google and smoke it, Dell.
LINE | Comments (253)
Rah Rah

 Well, the new dUC}L on the wi eb can't be totally without redeeming value. It's there
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Klantgestuurde organisatie:
prosumers
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Productontwikkeling

NikeStore

NIKEID Running

FILTER PRODUCTS BY:

Girls

Boys : SORT BY: FEATUREL NEWEST RATING PRICE HIGH-LOW  PRICE LOW-HIGH
New Releases .

Cimarance ; ik oe MNikeFree 5.0 iD v4 Running Shoe Blike Air M

NIKEID

GET HELP

CUSTOMISE WITH MNIKE CUsSTOMISE WITH NIKE

Creaba your look by choosing colours,

Mavina+ iD Running materials and technalogy

CUSTOMISE WITH MIKE
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CUSTOMISE WITH M|

CUSTOMISE WITH MIKE

myLOCKER ORDER STATUS CART

9 iD Rur os . x 3 iD Runn

CcuUSTOMISE WITH MIKE

iD Mash Trail

CUSTOMISE WITH M|



Marketing en sales
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Service

HP Support Forum

nt. HF

Products & Services Explore & Create Support & Drivers

Search HF's web site

Join the conversation!
Welcome! It's your place to
connect and collaborate.

Desktop Computers & Monitors | |[Category  ~]

1 ln - Help

Home = Desktop Computers & Monitors

Desktop Computers & Monitors

@ Operating systems and software @ Monitors and video

W Desktop PC Sound and Audio P TouchSmart PC

@ Hardware @ Lockups, Freezes, & Hangs
W D &DvD @ Other Desktop PC questions

sAccepted Saolutions

=HP Total Care Support Wideos
zLatest threads

=Getting started

zRanking system overview
=HF Custormer Care ;

£ Other HF Communities i | Go

Top Kudoed Aut =

old_geekster

—= il 66
CherylG wutill 204
erico il 174
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Social CRM

& LISTEN to the customer

& LEARN to have conversations

& LEVERAGE customer relations
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Social customer -> social colleague
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