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E-MAIL MARKETING E CUSTOMER SATISFACTION INDEX
LE SOLUZIONI PER UN MARKETING CHE SA "ASCOLTARE"

Per crescere, migliorare, fidelizzare.




Di cosa parliamo... y MagNeWS
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Convertire un Customer in “Loyal Customer” .-:' MagNeWS
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Obiettivo cliente fedele... y MagNeWS
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Misure tradizionali non rivelano la realta? ::' MagNBWS
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= 1997, il tasso di soddisfazione era ottimo = IBM — 7 Miliardi S

AT -

IBM Application System /400" Family
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Il mercato cambia, - MagNeWS

anche la percezione del valore... E-mall Marketng Soltons » cjenne

1AB FORUM 2009 4 Novembre 2009




La lezione é servita y MagNeWS
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» Quanto sei soddisfatto?

F Quanto ci consiglieresti ad un amico?
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Il Giudizio di un conoscente vale di piu .-:' MagNeWS
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Fonte: Forrester research da Economy
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CSI - Net Promoter Score - La sintesi y MagNeWS
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* 1 "Promoters", afferma Reichheld, sono I'asset piu importante dell'impresa, sono il
fondamento per la crescita..
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CSI - Key Performance Indicators .-:' MagNeWS
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CSI - Le priorita Ey MagNeWS
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CSI - Mirare I’analisi y MagNBWS
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Data selection criteria
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CSI - Drill down Ey MagNeWS
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CSI - 1l Dialogo € necessario .-:' MagNeWS
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Dialogare Ey MagNeWS
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= Il cliente risponde se percepisce di essere ascoltato...
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Un modello sinergico... y MagNeWS
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Company Customers

Contact Plan & CSI Analysis
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Contact Plan & CSI Analysis y MagNeWS
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Un esempio di Contact Plan .-:' MagNeWS
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Un progetto di ricerca y MagNeWS
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> CROI Customer Return of Investment
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Un progetto di ricerca y MagNeWS
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# Un modello tecnico per un orientamento customercentrico
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Chi sono? Maurizio Fionda CEO y MagNBWS
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Flavia Léonard . Enrico Fabio
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Piercarlo Andrea i Fabien Genni Alessandro Andrea

Francesca Maurizio

Mauro Sara Florida Loredana . Franco
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Alcuni clienti
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