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Customer Culture
将客户文化带入整个公司。
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Parking Ticket Accessibility ToiletteChoice Food & 
Beverage

Cinema 
Room

Experience
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Contact

Parking Ticket Accessibility ToiletteChoice Food & 
Beverage

Cinema 
Room

Customer
CORRIDOR

Customer
CONTACT

Customer
EXPERIENCE

通过联系选项和替代方案构建客户体验。
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HUMAN or TECHNOLOGICAL CONTACT

Corridor

d e p a r t m e n t ’ s 
CONTRIBUTION

d e p a r t m e n t ’ s 
CONTRIBUTION d e p a r t m e n t ’ s 

CONTRIBUTION
d e p a r t m e n t ’ s 
CONTRIBUTION

d e p a r t m e n t ’ s 
CONTRIBUTION

d e p a r t m e n t ’ s 
CONTRIBUTION

d e p a r t m e n t ’ s 
CONTRIBUTION

C U S T O M E R     S A T I S F A C T I O N

Parking Ticket Accessibility ToiletteChoice Food &

Beverage

Cinema

Room

Experience

Customer
CORRIDOR

Customer
CONTACT

Customer
EXPERIENCE

创建一个走廊，明确每个部门的贡献。
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Parking  Ticket Accessibility ToiletteChoice

Food & 
Beverage

Cinema 
Room

REPLAY
E M P T Y

Corridor - Experience - Contact

?

满足客户并不总是那么容易：复杂性和内部动态会让这变

得困难。
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CUSTOMER
languagelanguage

Ты не 
понимаешь!ABCDE

Bạn không 
hiểu!ABCDE

使用客户的语言作为公司内部和外部的通用方式。
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STORE

LARGE 
DISTRIBUTION

INTERMEDIATE 
USER

…

Intermediaries
other


Company

other

Company

Your 
Company

A Dept.

B Dept.

C Dept.

D Dept.

E Dept.

.. Dept.

F Dept.

Customer
 C O R P O R A T E      

End

Customer
LEVEL

TARGET

明确谁是我们工作的真正最终客户。根据角色的不同，它

可能与最终的角色不一致，而是内部或外部的中间人物。
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MARKET ANALISYSYOUR TARGETSR E F E R E N C E     M A R K E T 

TARGET
Customer 有一个主要目标的组织：公司外部和内部管理的统一方

法。
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“… a few 
gigabytes …”

“… gigabytes 
monthly limits …”

“I would watch the video, 
but I have a few 
gigabytes …”

PERSPECTIVE

BEHAVIORS

Customer 想象一下客户的观点：他们对我们为他们提供的产品的看

法。
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E A S I L Y
M   A   D   E
D E C I S I O N

E A S I L Y
UNDERSTAND
H     O     W

Customer Communication

CUSTOMER
LONGEVITY
RELATIONSHIPBEHAVIORS

PROCESSES

HABITS
PROCEDURES

CUSTOMER
B E N E F I T
P E R C E P T I O N

通过沟通，您可以轻松选择我们的产品和服务，并了解如

何最好地利用它们来建立令人满意和持久的关系。
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Customer
End

Customer
Direct

Role 
RESULT

I promise, 
if …

RESPONSIBILITY
SHARED

PARTICIPATION
DEGREE OF

ENGAGEMENT
SATISFACTION

共同责任决定了对客户参与度和满意度产生积极影响的参

与程度。
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internal 
company 
processes

EFFICIENCY

C L O U D

CUSTOMER   WORK   ENVIRONMENT

SATISFACTION

BEHAVIORS
PROCESSES

HABITS
PROCEDURES

BEHAVIORS
PROCESSES

HABITS
PROCEDURES

内部组织与客户的需求保持一致，而不是对其进行限制。
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DEVELOPMENT 
(unvisibile)

COMPETITIVE ADVANTAGET I M E
OF COMPETITIVE ADVANTAGE

(visible)

Company
Competitor 1

Competitor 2

Customer
CONTEXT

将客户体验想象为一种竞争优势：尝试新的解决方案，准

备它们并使其可见，将时间视为一种竞争优势。

D

Rif. CC_00_RES_NEU_D_CN#
All that is reported in this project, videos, documentation, contents, texts, images, artistic work and graphics, are the property of the author, are protected by copyright, as well as by intellectual property rights.

It is therefore absolutely forbidden to copy, appropriate, redistribute, reproduce any part, content or image present, because they are the result of the work and the intellect of the author himself. 

It is forbidden to copy and reproduce the contents in any form.      The redistribution and publication of content is prohibited, not expressly authorized by the author. 

W

L

13

Workplace Safety 
Training

PreAction

ReAction

Customer
CONTEXT

预先行动有助于远见，反应则限制远见。
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PreAction

ReAction

Customer
CONTEXT

面对意外事件，通过对未来的解释来寻求平衡。

D

Rif. CC_00_RES_NEU_D_CN#
All that is reported in this project, videos, documentation, contents, texts, images, artistic work and graphics, are the property of the author, are protected by copyright, as well as by intellectual property rights.

It is therefore absolutely forbidden to copy, appropriate, redistribute, reproduce any part, content or image present, because they are the result of the work and the intellect of the author himself. 

It is forbidden to copy and reproduce the contents in any form.      The redistribution and publication of content is prohibited, not expressly authorized by the author. 

W

L

15

ReActionPreAction and

Your Company

PreAction ReAction

PreAction ReAction
PreAction

PreAction
PreActionReAction

ReAction

PreActionPreAction ReActionReActionPreAction

New New. . . . . .. . .

做出改变意味着清楚我们何时采取行动以及何时做出反

应。这是一项日常活动，其中的反应有助于新的预反应，

使我们的工作更轻松，随着时间的推移提高客户满意度。
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PHONE NUMBER 
XXX-XXX-XXXX

Customer
ACCESSIBILITYPHONE NUMBER 

XXX-XXX-XXXX

Customer
EXPERIENCE

Customer
ACCESSIBILITY

COMMUNICATION

易于接近：确保客户找到我们，尤其是在遇到困难时。
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FEEDBACK

Customer
COMPLAINTS

ACTION

QUESTION

PROCESS
INTERNALess

Customer
SATISFACTION

Customer
FEEDBACK

Customer
COMPLAINTS

必须考虑客户的重复且重大的投诉，并帮助我们在可能的

情况下以正确的方式干预我们的内部流程。
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Running
after

Monitoring
Following

Running after

Customer 
Satisfaction

Competitors 尽可能最好地解释市场动态。
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Grégoire Chové

Previously General Manager

Previously Manager in 
various company functions

Business dynamics expert

High vision focused

on the customer

Long-term viewer

Previously Managing Director Europe

Currently investor and board 
member in new market realities

(only Manager and Intermediate)
一位欧洲经理的证词解释了如何每天以客户为中心。保留

给经理和中级人员。
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CENTRIC COMPANY

Understanding 
the customer

Planning 
customer


experience

Power 

front-line

Measure 
what matters

Feedback 
continuous


improvement

Leadership 
Customer

focused

Customer

对于真正以客户为中心的公司，您需要：

- 高度关注客户的管理层

- 对客户需求的高度理解

- 计划和设计的客户体验

- 联络人员和高性能工具

- 通过测量来决定最好的做法

- 来自客户的反馈以进行持续改进
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