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Customers are less loyal, competition
to win new customers is tougher.

This means that the quality systems
really must become customer focused

management systems.

Tore Rasmussen, Qualisoft
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Key point in this webinar!

"It Is not about how customers
participate in our (business)
processes,
but about how we participate in
the customers processes.”

- Chris Potts (2010)
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«We have to automatise, vi have to use
digitalization, vi have to become more efficient,
but I believe that we can build a new and different
business.

If we are capable of changing faster and enter new
value chains, then we can also create new jobs»

Rune Bjerke, CEO at DNB 1 February 2018



How well do you understand the quqhso{-t@
business eco-system you are e pestive et
part of?

A simple test:
What if Amazon, Facebook or Google bought your biggest

competitor?

Would this change the whole competition?



Example quallsoft®
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* You produce heaters to have in houses
« Google buys your competitor

« Now it is not all about heaters alone, it is about
the future digital home
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Produce energy at customers quallso{-t@
h o u Se 7 Enabling positive change
Who is the customer? OTOVO

NY/
X
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How many things can Haugaland Kraft quahso&@
cover themselves or via partners?

Enabling positive change
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What does Alphabet own? quqhso{-t@

Enabling positive change

Many security companies

« Many video surveillance analysis tool

« 2013 - Facial recognition

« 2014 —-Home automation companies

« 2014 - MyEnergy - Energy Usage monitoring
« 2014 - Mobile device management

« 2014 - Home monitoring

« 2014 - Music streaming

Also know that they work on machine learning. Ex. The shower
should know what temperature you want on the water based on

weather, calendar, time of day and much more...
12
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4 Steps to not drop out

(step 3 0g 4 in upcoming webinars)

B 150 9001

ISO 9001:2015 is
largely about
making
customers

What journey are the customer Now that we know our customers

on? and the eco-system? What must happy, and happy
What are they trying to achieve? we do well? How good do we customers are

How do we fit in, and how can we have to be? . .
influence? worth their weight

in gold.

Do we have processes, systems
and products that support the

Journey? It is likely that
they buy more,
Eco-system and recommend
Find out what parts of the your company to
business eco-system your 4 other potential

company operates in. Recognize

partners, competitors. customers

Acknowledge there are markets Processes
and moment you currently are Happy customers
not pursuing. The customer must be central in

the process. How can we assure cost less to keep.

that the processes are made for
the customer and designed to be
efficient for all involved?
Re-design the process and run
cross-domain projects

13



What is a customer quahso{-t@
j O u r n ey ? Enabling positive change

A customer journey, or user journey, is a visual and
structured way of explaining how a customer experience a
service.

It can be based on an existing setting, or a wanted scenario
/ customer

The customer journey includes how the customer feel and
experiences the journey, with focus on touch points and
actors. Touch points can be physical and digital, and
represents an interaction.

http://iallenkelhet.no/2013/12/20/bli-med-pa-kundereisen/ ia
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Let’'s look at an example

15



quahsoft
QualiPizza
- owned byQualiCorp
- has pizza restaurants and offers
home delivery
- also operates in other markets

« Let's look at
The eco-system
Customer journeys
Analyse the customer journeys

16



Eco-system quallsof't®
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PASN

auaIiPizza - Eco System

Diagram Description Context View RASCI
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Pizza when working overtime - 37 year old male Tore Costa

Diagram Goals & SWOT

Description Touch poinis

Tore Costa
Frsrenesz ﬂ
Goals
Find Ensure Crder with Enjoy a @
consensus happy and as little effort social event C
involved as possible with no
colleagues hassle
*f, @ work Decide to e
wiork overtime [@] satisfaction
o,
Satisfaction Importance
Importance NPS C_onsume
Effort pizza
NPS Satisfal
- Importz|
@ Colleagues Discuss Age
options and a7
: . =3 ) Gender
Satisfaction 9 Satisfaction Male
; Importance Importance
Discuss with Effort Effort Occupation
collegues NPS NPS Consultant
- Character
___ Google Budget-minded. humble, passionate, confident, gosl-oriented
Satisfaction Environmental Attitude
Pro-environmentsl
Importance
Search fo u Effort
providers NPS
: Pizza website
Satisfaction
Importance
Effort
NPS
SWOT
§ Piza «» Competitors = Well known | = People m Easy mmm No app ' Everything m People
agreement offering " reputation start to " ordering " youneedis " speak good
food want other system included about us
options online
m Well known e Pizza not mmm Poor 4 Bonus mmm Unfriendly | e Staff mmm No easy e Competitor
brand seen as placement = scheme delivery retention evaluation increasing
healthy on google staff low feedback satisfactory

food
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Pizza fast food for kids - 30 year old female

Nina Sayers

Diagram Description Touch points Goals & SWOT

Persona detsils

* Nina Sayers [RFYENENE-_. Decision O Consumi luate

Goals
Find simple " . i
and e: Ordering Have Enjoya Get social
@ ge':d omiona_syw must be happy moment of © confirmation
e ques and simple quist kids pesce
a hassle
&¥ Children
Childrens Importance
cries they are Effort
hungry S Decide to eat
Talk about
needs
" Cellphone
Locate []
options. . u
|
ﬂ Age
30
Gender
Female
*} Pizza place Occupation
h Teacher
[§] satisfaction
h
e B e criacce: ghamm'etied ial, outspoken, lovil
u Effort pen minded, social, poken, loving
[©] wps Environmental Attitude
Deerlood Save the planet
& Friends
Satisfaction
Importance
Effort
NPS
" Social media
=
§ |&] Importance
Notfy  [O] Effort
network [§] nPs
SWOT m Kidslove | Short ' Clean = LONg quas b Free Wifi  wuum Few wm Everything '@ Social wem Poorsocial @ Social
Y pzza distance “ locations during 4 modern “ youneedis media media media
deliveries mid-day playing included coupon placement coupon
toys
e Walking - Many & Children e Hard o e Ordering i{ Pay by e Unfiiendly e Staff — NO = Customers
distance comgetitors play area locate cumbersomi phone deiivery retention gve-aways ~ donothave
restaurants staff low for kids to clean
when they
e No app e Poor social @ Join social leave
media media

placement
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Customer journey
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- change electricity supplier

i Temence Hill

Find good options well-known
for being environmental friendly

@ To identify options worth
evaluating seriously

. Kdentify the best option . To make a decision and commit

choice

To get confimation of a good

g Friends & familay

Tzlk to friends and family

Evaluate scores with wife Evaluate satsifcation

Get confimation from friends

B 5 Satisfaction
Satisfaction
Leam [P o= — Satisfaction
the possibility Efont Effort Importance
from friends NPS Effort
NPS NPS
\ I\
EnviroFriends.Com
Search the Satisfaction
EnviroFriends.com Importance
website Effort
NPS
\ ]

The internet

Gather technology insight from internet

Search the internet in general

@ | Satisfaction
Importance

Company website

B

Gather product insight from companies

Control information on websites

Search companies
for exact
information using
company website

[@] satisfaction
| @ | importance

|® | Effort

|@]|nPs

e Payment system

Satisfaction
Purchase product Importance
Effort
NPS
[ } Company wmm Low ranked [ A- Strong wmm Poor website wmm Pricing hard | «sse Competitors [ WF Easy to pay | Tr Easy to [ WF Loyal wmm Poor customer
reputation on Google product to find Jowering become customers satisfaction tool
information prices customer
Competitors éma Competitors wmm Poor website ii Loyality
not present on marketing discount
review sites
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The silo based management qua||sof't®
system

Enabling positive change

@ LEAN

Automatization

* Enterprise Design

GDPR/IT
IT maps processes for own purpose,

involves, implements initiatives

Map process, involve, implement

Map process, involve, implement via
technology

Map process, involve, implement
based on customer viewpoint

21



The integrated management CIUOIISO‘H@
SYSte m Enabling positive change

GDPR

INTEGRATED
MANAGEMENT
SYSTEM

RISK
CUSTOMER JOURNEY
BUSINESS ECO-SYSTEM

22



What does an integrated _ quallso{'t®
management system look like?

With the eco-system and customer journeys in focus,
you will get a natural cooperation between domains to improve for the customer

5
Step 4 » Domains
integrated
.................... A
4
o Domains —
integrated
3
Step 2 —» Domains S
integrated
2
Step 1 Domains
integrated

23



Burlton Hexagon qual'so{'t
- more relevant than ever

24
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You can not do this without the
O ITET N AV {<113]

The traditional quality system is the correct starting place.

- The quality system is the best place to handle the complex
and ever changing world. To get control and deliver what the
company should. It facilitates continious improvement based
on low risk and high gain by ensure the whole company
takes part in structured improvement. It ensure that you do
not have to re-invent the wheel, or do reverse engineering
for every change in the future.

25
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?2227?

Now that we know that the
customers is more central than
ever:

Can we really allow the quality
system to continue in the same
direction?

26
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Key point in this webinar!

"It Is not about how customers
participate in our (business)
processes,
but about how we participate in
the customers processes.”

- Chris Potts (2010)
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Webinars available at the
Coe.qualiware.com

QualiWare documents, articles, webinars, free
online courses and more!

https://coe.qualiware.com/resources/webinars/

29
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Webinarer

The webinars are also available in norwegian at
the same date. Starts at 9pm CET.
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Thank you for your attention

Feel free to contact us

E-mail: terje.haugland@qualisoft.no
Mobile phone: +47 90545714
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