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Uvod
We are in the age of digital transformation

Ključno pitanje: Kako možemo raditi bolje?





Customer Experience Management

CustomerExperienceje poluga koja dijeli pobjednike i gubitnike u 
provedbi digitalne transformacije



Customer Experiance Management

Gartner definescustomer experience 
management(CEM)as “the practice of 
designing and reacting to customer 
interactions to meet or exceed customer 
expectations and, thus, increase customer 
satisfaction, loyalty and advocacy.” It is a 
strategy that requires process change and 
many technologies to accomplish

.



Metodologija CX Lifecycle Model



Primjer CJM





Metodologija - CJM

ÅCustomerJourneyMapping



Primjer - CJM





Metodologija - Mjerenje

ÅNPS –Net Promotor Score

ÅCSAT –CustomerSatisfactionIndex

ÅCCR –CustomerChurnRate

C2C prodaja –
VIRTULANE ZAJEDNICE



Tehnologija



ZahvaljujemoVam napažnji!


