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Hatanuna [JesHoBa
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KomnaHua Schneider Electric — MmnpoBon akcnepT B yrpaBneHnu
9Hepruem n aBTomaTmnlaumm

26.6 MMnnnapaoB eBpo ~35 % 160 000

Cb6anaHcupoBaHHas reorpadus npucyTcTeumsA
OusepcndnumpoBaHHbie PbIHKU
[paxgaHckoe u LleHTpbl 06paboTkn  MpoMbILLNEHHOCTD OHepreTuka 0, 0,
XKnUnuuiHoe CTpouTenbCTBO AaHHbIX n MthpaCprK'rypa 25 /0 28 /0
CeBepHas 3anagHasa EBpona
Amepuka
28 %
Asunarcko-
19 % TUXOOKEaHCKINI
OcTanbHble perigu
CTpaHbl
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86%

CerogHs, 86%
KITMEHTOB
NMPEONOYTYT
SAMJIATUTDb
BOJIbLUE 3A
nyywun onbIT

60%

KOMI‘IaHI/IVI, KOTOpPblE CTaBAT B
npuoputetr KMMEHTCKUW
OonbIT

MONYYAIOT HA 60%

BOJIEE BbICOKYHKO NMPUBbLIJIb
YEeM UX KOHKYPEHTBI.

Schpeider



OxngaHua KnueHtoB — NopTpeThl [lepcoH

Kananbi/lMapTHepbl

CEMEH
SIMONE %
System Integrator

PETERg

Panel Builder

el ]

Petrochemical End User WWWEnd User
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End User Energy
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_ngEvg

Food&Beverage End User

&

KnneHTbl 0XXnparoT, 4YTo
KOMMaHWUM XOPOLLO 3HAKT CBOE
neno n NEPCOHAJIM3UPYIOT
NX OMbIT BO BCEX TOoYKax
KOHTaKTa UX KITMEHTCKOro NyTu

CEMEH‘ CUCTEMHbIN MHTEFPATOP B

SIMON*

NMPOMBIWNEHHOCTW
System Integrator

)GETOUO‘IF.)T OPERATE,

m CWWLT

247 sccess o Technical Coart Fato & rakable E Update proactively
ity Secsa CarTenaec pokcy rishoton
9 Fast & procse Q! N Onine doivery (88 e
tools
g Tools for
downlooding softwars tests

Avaitability
& Expertice

INSTALL MAINTAIN

Bl B >0 General Contractors (2014-2015) ) [| I 35 Regional Contraciors (March 2017) | Hot Point verson: 8* Jane 2017
—
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CX MNMOJINHDbI (ton-menemxep komnanum no nponseoactay MpoayKToB nUTaHus)

P -Q‘d g The Food & Beverage C-Level . Delighting Points . Hot Points
\nonvi >z Experience end-to-end

Listen, explore >Se|ect, inquire, consult > Get quote, contract > Get delivered, install > Operate, maintain >Stayconnected,optimize

@ Learn on Trends @ Specify need @ Get Quotation o@ Execute Project e@ Use offer @ Share Feed-Backs
O,
Understand SE o, Select Offer Place & Follow order Get Factory Acceptance Get Technical Support Keep informed
business value (7)
@ Learn from use cases @ Inquire & Consult @ Get Delivered @ Get Failure Support @ Optimize

@ Install & Commission @ Maintain, predict

Official CX Touch Points - DO NOT CHANGE the list

@I would liketo @ “The return of @@ “The problem is the O*“One of the issues is ® ¢l am satisfied @ “I recommend Schneider Electric
see Schneider emails with online shop. Itis difficult  in the project because Schneider has especially for the quality of the
Electric send us proposals takes  to log in and then it is administration a high quality product,  products. Your products are

their brochures or  a little but in not possible to order. monitoring energy, they perfectly meets our available with profusion on the
email us about other respects Then | had to call and lack in the follow up needs, has a good market which allows us more

their new products. Schneider is only one person was and administration and  customer service both productivity in our work. Technical

I would like quiet.” responsible. By phone, it also in the visibility personal and telephone.”  support through the internet and
updates about is not so easy to order given by the project the technical intervention team are
new product and the delivery times manager to the users.* very responsive and ready to help
information.” are relatively long.“ at any time.”

Source: Overall CNPS Surveys —H2 2018. Feedback from OES Surveys represents the F&B Segment. In order to understand Felicia’s
Experience, interviews will be conducted in the CIM project. Life Is On Schnlelder
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[lepCoHbl — HE NPOCTO NOPTPET

Cobupatb OC un Pacckasatb 06
aHanusmpoBaTb PEUET (X YIyYLIEHUSX

Customer
Voice§D

Custorer Soumey

C6op OC yepes
pa3Hble UCTOYHUKM

MopTpeT nepcoHsbl
IlnpepcTeo 1 BnageHve
nopTpeTom

. Roll-ups
#CustomerClub anBebHIZ HaMyg:::e CX bywner
Booklet X
KoMnaHun HoBocTtu Ha
C 6 year cycle se.ru
BOIO paboTy Mo CNPS oT4eT no HosocTu Ha
ynyyLLEHMNIO CX CXOpenLine ( kaxpoi MepcoHe PRM
Mbl HAYMHAEM C M— 96 -90 | HO;O;STE Ha
MOHNUMaHNA " NPS&NSS reviews
S oy AnpecHble
[MepcoHsbI OTKpbITblE NKHMK Mo CX pacchbIfku

LifelsOn | Schneider
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[lepcoHbI: BOBieKas nepcoHan

CUSTOMER

FIRST

OTBETCTBEHHOCTb KOMMaHUKM Ha OTBETCTBEHHOCTb KOMMaHUKU Ha
ypoBHe TOlN-MeHeKMeHTa YPOBHE Ka)X4oro cotTpygHuka

year cycle
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IT Business.

End User IT

Russia

CEMEH;

System Integrator

Point of Sales

Panel Builder

40% CNPs (%)

Kynbtypa
KIMTMEeHTOOPUEeHTUPOBAHHOCTU

MbI co3gaem KNMeHTOOPUEHTMPOBaHHYO
cpefy coBMecTHO ¢ HR, BHYTpeHHUMHK
KOMMYHUKaLMAMK, TON-MEHEMKMEHTOM.
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OT13bIBbI KITUEHTOB

Mbl cobrpaem obpaTHyto CBA3b,
crneauMm 3a TPeHAoM,
aHanuampyem U ynyywaem onbIt
HaLUWX KIMEeHTOB, OCHOBbLIBAsICh
Ha obpaTHoW CBA3M

80%

KnueHTcknm onbIT

Kaxabin coTpyaHUK MMeeT AOCTHYM K
OC. Y Hac ecTb noHsiTHas KapTta
KnueHTtckoro nytu.
Mbi pelnaem Octpbie Bonpochl.
OxunpgaHus KnueHTa
BornbLuoe konuyectso
MHdOPMaLMM O HaLLIMX KITMeHTax
npeo6pa3syeTcsA B onepaTuBHbIE

OaHHbIe.



Think Customer. Act Customer. Be Customer.
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