Informs Dashboards
Fra maling til
forandring
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Forudsatning

The action gap

Selvom virksomheder har succes med at
indsamle feedback og kvantificere
kundens oplevelser, viser undersogelser, at
de ofte keemper med at implementere
effektive strategier til at handtere deres
indsatsomrader eller udnytte positiv
feedback. Denne udfordring er en af de
mest udbredte, virksomheder star over
for, og den af'stand, der eksisterer mellem
maling af oplevelser og at handle pa
baggrund af disse malinger, er afgarende
for virksomheders succes 1 dagens
konkurrencepraegede marked.

Det er ikke nok at have data; det er
negdvendigt at omsaette disse data til
meningsfulde handlinger, der kan forbedre
kundeoplevelsen og styrke forretningen pa
lang sigt.



Strategi-baseret

Vores dashboard er designet
til at stgtte din virksomheds
strategiske mal ved at
fokusere pa de nggleomrader,
der er afggrende for din
succes og langsigtede veekst.

Nemt at bruge

Vores dashboard er intuitivt
designet og nemt at navigere,
hvilket ggr det let for brugerne
at fa adgang til og forsta vigtige
data uden besveer.

Fra tal til handling

Ved at omdanne komplekse
data til klare handlings-
anvisninger hjeelper vores
dashboard dig med at treeffe
informerede beslutninger og
implementere effektive
handlinger.

Eget design

Vi tilpasser dashboardets
design efter dine specifikke
behov og brandidentitet,
hvilket sikrer en sgmlgs
integration med din
virksomheds eksisterende
visuelle identitet.

Operationelt

Med realtidsdata og KPl'er
giver vores dashboard
gjeblikkelig indsigt i driften,
hvilket muliggar hurtig
identifikation af operationelle
udfordringer og muligheder for
forbedring.

Ledelseorienteret

Med tydelige visualiseringer og
opdaterede data giver vores
dashboard ledelsen det
ngdvendige grundlag for at
treeffe velinformerede
beslutninger og lede
virksomheden mod succes.

/INFORMS.



/INFORMS.



ATEA

/INFORMS.

“Er stolt af at Atea fortsat
udvikler stigende kundeloyalitet

0g Steerke NPS scorer; 1
samarbejde med Informs”

Jacques Philip Christiansen, Senior Business Developer

Atea, en forende IT-infrastrukturleverander i Norden, havde ambitioner om at
lofte deres kundeloyalitet, fra en Net Promoter Score (NPS) pa 5. De indgik et
strategisk partnerskab med Informs, en konsulentvirksomhed inden for
kundeoplevelser. Sammen udviklede de en plan for at forbedre kundeoplevelsen
og gge NPS. Gennem analyse og tilpassede handlingsplaner formaede de at styrke
kundeengagementet og oge tilfredsheden. Pa tre ar steg deres NPS til 30, hvilket
afspejler en betydelig forbedring af kundeoplevelsen og Atea's forpligtelse til
fortsat at levere veerdi til deres kunder.



Om Informs.

Data er vores metode og
mindset.

Hvordan holder vi trit i en verden, der gennemgar
fundamentale @&ndringer med en hastighed, hvor vi kun
lige er begyndt at forsta konsekvenserne af?

Ved at bruge data som metode og mindset arbejder vi med
virksomheder og organisationer for at fokusere deres
innovationsindsatser ved at give dem mulighed for effektivt at -
udnytte dataindsigter til at udvide deres perspektiver og
fokusere pa behovene hos mennesker.. Vi giver virksomheder
og organisationer mulighed for at innovere med starre
indflydelse ved hjeelp af datadrevet viden,
problemlgsningskompetencer og praktiske veerktgijer.

Vi har veeret i branchen i over 10 ar - en periode med store
samfundsmaessige overgange. Gennem arene har vi set,
hvordan samarbejde er afggrende for at eliminere siloer, der
hindrer innovation. Derfor designer vi staerke partnerskaber,
hvor virksomheder og organisationer arbejder sammen pa
tveers af brancher for at drive datadrevne, digitale og sociale
transformationer med langvarige resultater. Vi bruger
datadrevne missioner til at opna disse komplekse og
langsigtede overgange.

Hvorfor missioner?

Nar de bliver sat i spil med data, kan missioner hjeelpe med
at fastlaegge en klar retning i usikre tider. De er malrettede,
malbare og tidsbegraensede. Missioner tilbyder en platform til
mobilisering af ressourcer - de forener og inspirerer
mennesker pa tveers af organisationer til at arbejde mod et
feelles mal.
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I billeder

workspace Home Analyze  Identify Listen  Respond Present Manage

YOUR WORKSPACE

° Niels Andersen

nll Analyze

In this phase. you're zooming out to grasp the
bigger picture. [dentify the broad areas where
your performance shines or falls short. Look at
the overall trends and patterns in the survey data
to understand the general landscape of customer
satisfaction or employee engagement.

47 Respond

Once you've identified the areas that need
attention, take proactive steps to address them.
Reach out to individual customers or employees
who provided feedback that requires follow-up.
This personal touch demonstrates your
commitment to addressing concerns and
improving their experience.

06 Identify

Now it's time to zoom in and get granular. Dive
deep into the data to pinpoint specific areas of
strength and weakness. Segment your audience
and analyze feedback from different customer
demographics or employee groups. This step
helps you understand the nuances and specific
pain points that might not be evident at a higher
level.

~| Present

Share your findings and improvement plans with
the relevant stakeholders, whether internally
within your sales teams or externally with
strategic customers. Internally, use the data to
inform strategy and drive alignment across
departments. Externally, communicate your
commitment to continuous improvement and
solicit feedback from key clients to ensure their
needs are being met.

Actions

12

D Listen

Before taking ac
and qualitative
identified segm
voices behind t
valuable contex
both positive a

Take charge of
managing the g
Translate your i
tactics and ope
responsibilities,
progress to ens
are being effec
operations.




I billeder

orkspace / Analyze / Your workspace

OVERALL EFFECT QUESTION 1-4 QUESTION 5-8

Sales Manager

Home

QUESTION 9-12

Analyze  Identify

- Account type v

Contact

Revenue

Scale questions

Please answer on a scale from 1 to 6, where 1 means 'Strongly disagree’ and 6 means 'Strongly agree'

NPS

I 2021andpast [ 2022 O 2023 M 2024

|

eShop Sales West
south eSHOP Sales

Siauliai

Recommendation

I 2021andpast [ 2022 1O 2023 M 2024

Siauliai eShop Sales West

south eSHOP Sales

This year Last year

39 33

Vilnius
Vilniaus r. s..

This year

8.15

Last year

8.09

Vilnius
Vilniaus r. sav.

Listen  Respond

QUESTION 13-14

Present

CATEGORY 1-2

Company size  ~

CATEGORY 3-5

Manage

FREQUENCIES

NPStendency ~

NPS Groups JobTitle

Satisfaction

[ 2021and past M 2022

Current NPS Last year: NPS

35 33 4.9

Satisfaction

Chart view: Reg

This year

4.01

Siauliai

NKI

[ 2021and past M 2022

eShop Sales West ‘ Vilnius
south eSHOP Sales p Vilnia

This year

N 2023 M 2024

83I

Siauliai

eShop Sales West Vilnius
south eSHOP Sales VAST Viln
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Home Analyze  Identify Listen Respond Present Manage

ADVISORY SERVICE IMAGE IN GENERAL DATA VIEWER

RELATIONS QUALITY

Salesteam Year: 2023. 202.. (3) ~

I Region Location Account type Company size

Current NPS

35

Customer Contact Revenue NPS Groups JobTitle

‘ Type

Last year N

33

ts: Personal Relations

bverview over all of your comments.

| Relations

Email address

astrida fridmane@astrazen
ecacom

lars-
Jjohan.annerfors@arbetsfor
medlingen.se

arild.sundberg@vgregion.s
e

Inl@andel.dk
Fredrik. Ronnqvist@trosa.se
Annonymous

Jjeart@dsb.dk

mariawester@svevia.se

par-
emiljohansson@kronober
g.se

sune.renstrom@boliden.co
m

Recommendation

10

Positive ~

Ipasa pateiciba lvaram Kupcim par atbalstu, ko vins sniedz AZ darbiniekiem
ikdiena. Profesionals, zinoss, vienmeér sasniedzams, atbalstoss un risinajumu
mekléjoss. Loti novertéjam. }

Dzintra Jevsejenko, Beate Viksnina. lveta Can,- pateiciba visam par precizitati,
atsaucibu un pozitivo komunikaciju!

Oppen och érlig relation. Bra dialog.

Andringar i kundteamet ar gjord efter diskussion

stor tak til Sanni Kronborg for at vaere pro-aktiv omkring fornyelsen af RedHat
mycket trevlig och alltid sbb hjalp!
kompetenta

imedekommende i forhold til requests og forespergsler

Var kundansvarige Annika Zetterlund ar mycket lyhord, alltid hjalpsam samt
kommer med bra och kloka inspel.

Var kundansvarige Anders Swahn ar den som helt avgdr var relation med ATEA.
150% top Notch professionellt hur man ska agera med att leverera varde till
kunden och lyss pa kundens behov.

Var kundansvarig ar trevlig men vi hor inte av honom sa ofta

Axel ar sbb och proffsig i sin aterkoppling. Dessutom trevlig

Negative

Det fick ga alldeles for lang tid inn andringar gjordes pa Atea

for meget salgsrettet uden forudgaende medebooking - det skal h
governce
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OVERVIEW NPS ACTIONS NEEDS ATTENTION PASSIVE SETTLED SUCCESS STORIES

Account type v

Sales Manager ~ Company size  ~

Informs Respond Module

Follow-up with you customers in order to improve your NPS, and let them know, that you are aware of their situation.

On the way to improve NPS Risk of NPS decline Settled customers

559 530 985

NPS Tendencies This year: NPS

95

—@- NPS - Predicted NPS: If you do a bitextra -~ Predicted NPS: If you carry on

Manage

NPStendency  ~

Contact Revenue JobTitle

Current NPS Last year: NPS Satisfaction

35 33

Angry customers Success S

165

Next year: If you carry on Next year: Pote

29 61
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Priority Home Analyze  Identify Listen  Respond Present Manage

OVERVIEW SCALE/PRIORITY RESPONSES COMMENTS

Location Salesteam Account type Company size - ‘ Year: 2023, 202.. 3} ~

Customer Revenue NPS Groups JobTitle

Overview

mmary of the most important data on the customer. Remember to pick a customer in the filter menu.

Aggregated scores over time

Year ~ 2024

Recommendation

Personal relations

Trusted advisor

Quality

Atea Image

Customer Service

ts this year

Recom Satisf p. 0 1 Trusted

menda actio : :
tion - relations  advisor ty

Quali Atea
Image

Customer

NPS Groups i

NPS Tendency Comments: Best performance

Passives Settled 7 5 6 5 4.5 5 4.5

Current NPS Last yecr: N

35 933

Please leave a commen
participation.Please ela
own words what you th
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ACTION PLANS ACTION LIST SUCCESS STORIES

v ’ ( Location Salesteam Account type Company size - Year: 2023. 202.. (3 ~

Current NPS

39

. ’ { Customer Revenue NPS Groups JobTitle

ashboard

all the actions you have added to your dashboard.

Last yeor

33

>r time Action types

— Follow-up  — Action plan

1 1
® @

29. jan. 2024 27.jan. 2024

Email Company Description

hakan.axelsson@varberg.se Varbergs kommun asdjaslaadjaseaeldjsadae




