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liderant amb el client al centre.
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Liderar con el cliente en el centro

PEOPLE CENTRIC ORGANIZATIONS
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COOKIEBOX

INSPIRACION /
SENTIMIENTOS

= METODO / PROCESOS



LIDERAR CON EL CLIENTE EN EL CENTRO

INSPIRACION

COOKIEBOX

b

WHY = The Purpose

What is your cause? What do you believe?

HOW = The Process

Specific actions taken to realize the Why.

WHAT = The Result

What do you do? The result of Why. Proof.

METODO
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LIDERAR CON EL CLIENTE EN EL CENTRO

INSPIRACION

COOKIEBOX

WHY = The Purpose

What is your cause? What do you believe?

HOW = The Process

Specific actions taken to realize the Why.

WHAT = The Result

What do you do? The result of Why. Proof.

Think, Act and
Communicate
‘Inside Out”

START WITH
“WHY”!

METODO




COOKIEBOX

LIDERAR CON EL CLIENTE EN EL CENTRO

INSPIRACION METODO
-
WHY = The Purpose
What is your caFL?se? What do you believe? #PRECIO #PRO,MOQONES %
HOW =The P #BONUS #OCEANOROJO
= e rrocess » » ] y
Specific actions taken to realize the Why. #COMISIONES ##?LIJDSETLAlzNél'lc\l/%l;
#INDIFERENCIA
WHAT = The R@SUlt 4PREMIOS #/|SION TACICA

What do you do? The result of Why. Proof.

Think, Act and #VERBOS #DIFERENCIACION
: #EXPERIENCIAS #UX
C?mmu mca)’}ce #RECOMPENSASEMOCIONALES ~ #EMPATIA
Inside Out #SOSTENIBLIDAD #CULTURA
#PREFERENCIA #VISIONESTRATEGICA
START WITH #OCEANOAZUL #LONGTAIL
“WHY”!

CARTOGRAFIA DE LOS MOMENTOS DE LA VERDAD

Excelencia en o basico
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his looks interesting..
this,

@
1, 1" not sure how lang
0 Tk,

| igmed i at the wiong

COOKIEBOX

CARTOGRAFIA DE MOMENTOS DE LA VERDAD (MOT’S & DRIVERS)

AT
Customer Clat | e the
peisonal greeting,

Cintapmer Chat! | fike that
someone |3 there in case | have
A fquesiion.

Data Entry. 43% of customers
responded if was easy to enter
thedr personal infarmitian
g

PaLTRAL

Capst Siared in at wrong place.

(0 PPN
ot il L
there?

s diiyone

Cuvtomer Char | den't
wnderstand that response.

Ciytomer Chat That respanse
didn’t really amswer my
suestion,

Cuntome: Clar Only 38% of
custamers responded that the
answers they recelved lrom the
chat pro were easy 1o
understand and Follow

[ara Entee 14m not sure where
I'mat,

ICEATINT,
Faxing my documients wasn't an
iviue.

NV
I'd like miore appointments
available for the phone meetings.

Mot surewhat o fax and who is
recelving my doouiments,

wanader if oy returm is acourate
and if 1 entered my information
canectly.

F'm anxious 1o find ot how
much | owe o i PH get a refund

ORRH O
1 wander if thiey got my fa

Do | need 1o be near my
computer for the phone
meeting?

I"m not sure whiat to sxpect for
the phane meeting,

| wonder if the pro will phone a1
the exact appointment time.

Dol have everything | need for
the phone meeting?

]
.

I received the exact calculasions
Ahat the pre used 1o detenmine
the ameunt owed or refunded

745 of customers rated the
phone meeting a5 & posithe
experience,

59% of customers rated the
expertve kinwledge of the tax
pro im the Excellent range

67% of custamers rated all of
thedr questions wete answered
during the phone meeting in the
Excellent ringe.

AL AT
Oaps! | need 1o Tax more docs.

Sometimes it was a little
challenging commanicating
with the pro aver the phone
regarding my tax docs,

Twould have Hked to receive
Vips and Tuture planning advice,

Only 35% of customers.
responded that they received
tax advice planming tips duting
the phone meeting.

When will | hear fram the pra
again®

What's the timefeame for
completiont

A TSR
Yeah, it's downe!

Finish /E-File

COM LD
I've printed everything out, but
do | need to mall anything be
the govemment?
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EXPERIENCIA > EXPECTATIVA

EXPERIENCIA < EXPECTATIVA

COOKIEBOX



PRODUCTO / PRECIO

EXPERIENCIA

COOKIEBOX

LIDERAR CON EL CLIENTE EN EL CENTRO

INSPIRACION METODO

WHY = The Purpose

What is your caliase? What do you believe? #PRECIO #PRO,MOGONES

HOW The P #BONUS #OCEANOROJO

= e rrocess " NG

Specific actions taken to realize the Why. #COMISIONES ##Elti)slz_l_lilz\ﬁ_lc\l/gg

#NDIFERENCIA
WHAT = The R@SUlt 4PREMIOS #VISION TACICA

What do you do? The result of Why. Proof.

CARTOGRAFIA DE LOS MOMENTOS DE LA VERDAD

Think, Act and #VERBOS #DIFERENCIACION
. 4EXPERIENCIAS #UX
C?mm””'ca}e #RECOMPENSASEMOCIONALES ~ #EMPATIA
Inside Out 4SOSTENIBLIDAD 4CULTURA
#PREFERENCIA #VISIONESTRATEGICA
START WITH #0CEANOAZUL # ONGTAIL
“WHY”!

+ Excelencia en 1o basico

9 COMPORTAMIENTOS CLAVE QUE GENERAN PREFERENCIA
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G’ COOKIE BOX

9 COMPORTAMIENTOS CLAVE QUE GENERAN RELACIONES DIFERENCIALES

1. Le conozco hasta el minimo detalle

2. Mantengo un contacto estrecho

3. S0y rapido atendiendo a sus solicitudes
4. 50y transparente y 100% fiable

5. Le escucho activamente

6. Le muestro respeto

4. Me pongo siempre de su parte

8. Le hago la vida mas facil

9. Le demuestro gue me importa



INSPIRACION /
SENTIMIENTOS

“‘Lector de
manuales”

Beneficiario de Ia
"Hierarchiology”
(Principio de
Peter)

Lider Completo

Tecnocrata

METODO / PROCESQOS

+

COOKIEBOX



2,.5%
Innovators

Early Adopters
13,5%

Early Majority
34%

Late Majority
34%

Laggards
34%

COOKIEBOX




BENEFICIO POR CLIENTE

COSTES DE

ADQUISICION DEL
CLIENTE

PONER AL CLIENTE EN EL CENTRO ES NEGOCIO COOKIEBOX

CLIENTES CLIENTES
DE VIDA CORTA FIDELIZADOS

*
®
‘_P RECOMENDACION
BENEFICIO ACUMULADO
POR FIDELIZACION DEL ’
CLIENTE MENOR SENSIBILIDAD AL PRECIO
" U™ MENOR COSTE DE SERVICIO

s
ﬂt COMPRAS ADICIONALES
(VOLUMEN Y VENTA CRUZADA)

BENEFICIO BASE

BENEFICIO ACUMULADO CON
CLIENTES DESMOTIVADOS




G’ DIRIGIR CON COLABORADOR EN EL CENTRO (LIDERAR), ES NEGOCIO COOKIEEOX

Extrapolando los beneficios de las Customer Centric
Organizations, las People Centric Organizations son
- organizaciones que, ademas de obtener los beneficios
COLABORADORES COLABCRALIORES derivados del trabajo de los empleados, obtienen:

DE VIDA CORTA FIDELIZADOS
‘ * Recomendacion (branding through peopie). Hay
algo mds potente para la imagen de una empresa

r ‘ I
qgue un empleado hablando bien de sus lideres?

BENEFICIO ACUMULADO
POR FIDELIZACION DEL
COLABORADOR

Menor sensibilidad a factores de
motivacion extrinsecos
BENEFICIO
ﬂ P,
. 3 Menores costes (en tiempo y emocionakes)
en la resoluciin de problemas y confiictos

ﬂt Rendimiento adicional

Beneficio procedente del trabajo
Beneficio acumulado con
colaboradores desmotivados

COSTES DE
CAPTACION




COOKIE BOX
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