How to manage the customer experience in a complex ecosystem

Jenny Gejke, Head of Digital Channel Development, SJ AB



93% of CEQOs believe that a good customer experience will be
critical for them to achive their business goals in 2019....

95% of companys consider themselves to be customer
focused....

80% of companys believe that they deliver an
optimal customer experience....

....out only 89%0 of their customers agree....
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Source: Bain & Company V
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95% collects
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Insights

How to Transform the Customer Experience - Jim Davies, Gartner



What makes it so hard to focus on the customer?

Our organisations change slowly and
we don’t work with the right
processes

We live in an increasingly complex
world that changes rapidly

The managment team are to far away
from the customers




140,000 passengers per day
4,600 employees

1,200 departures from 284 stations

About SEK 7,900 M. in sales (2018)
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sj.se and SJ app + 146 ticket machines

665 retailers

SJ centres & lounges in Stockholm, Gothenburg and Malmo

SJ Service Centre 8:00 a.m. to 5:00 p.m.*

Customer service on Facebook and Twitter

. " p
T
| | v
- ”






The number of journeys by rail that you can
make...

...with the same carbon dioxide emissions as a single journey by
air or car between Stockholm and Gothenburg

40,000 rail
journeys
20,000 rail
000000000 journeys
00000000

sf 1 flight .5 1 car journey

@ 1,000 rail journeys
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SJ aims to be one of Sweden’s most digital

Offer our customers popular digital channels
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97 percent of our own sales are digital
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Develop digital tools for our employees
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Use new technology to create smart trains
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Continuously develop new technology at SJ Labs
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Use simulators and VR for training

3D-printing of spare parts for trains
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iStomers are digital and mpb




Travel needs and
choice of transportation
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Collaborating
with stakeholders
creates value




Working customer-driven is a whole "system"

where all components must work together

Strategy & Channels &

Analysis & Insigth ; i
Input nalysis & Insigt Execution Touch Points
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—~ Segmentatlon
’Loyalty/CR&_
Concepts
Media
Etc.

Technology & Systems

WoW & Processes

Output

Communication
(promise)

Experience
(delivery)

— feedback
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Many challenges to overcome

Ownership and
organisation Customer

focused goals
and ways of
working

\ Management
Actionable insights buy-in
from all
interactions/touch
points




— Agile Leadership —

Digital product
development
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Alignment

Low Autonomy


https://media.dandypeople.com/2017/05/Agile-PO-poster-2017-ver10-dandy.pdf
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