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& HODNOTY

TRADICNE

EMPLOYEE EXPERTENCE

- Prieskum spokojnosti

- Zapojenie ludi do riadenia
firmy

- Posadit na stolicky tych
spravnych

- Vizia, misia, hodnoty, kultura
- Ludskost & starostlivost

- Priestory

- Vyhne




NAS PRVY DRAFT KULTURY & HODNOTY

Business Lease Culture

l'udskost’

slusnost, (ctivost’

podpora

vykon = tu sa maka

zodpovednost’

otvorenost’ v komunikacii = Gprimnost’
priama komunikacia

dodrziavanie pravidiel

spatna vazba

tolerancia, respekt

aktivne pocuvanie jeden druhého
dovera

poriadok, Cistota

sudrznost’ = 1 tim = drzime spolu
profesionalita

hl'adame rieSenia = ako sa da
rovnocenne vztahy = partnerske vztahy
usmeyv, dobra nalada, prijemna atmosféra

nie kultura materskej skoly, za rucicku (tvoja chyba, ked’ sa neozves)

ziadne klamstvo

Ownership = zodpovednost

Dodrziavat slovo, deadline, dohody

Je to svaté slovo

Preberat zodpovednost za svoje ¢iny

Mat zodpovednost plnit si svoju pracu tak ako mam (job description)
Dokonéovat tlohu od A-Z

Ked' nie¢o poviem, tak to plati, stojim si za svojim slovom

V nasom kontexte Back to the source

Odpoved do 24h — interne/externe

Netolerujem nedodrZiavanie dohdd/terminov

Ako vyzerd, ked neZijem hodnotu Zodpovednost
Dohody a pravidla neplatia

Kultira materskej Skoly

Nevieme sa jeden na druhého spolahnut
Frustracia
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NASA PRVA
JOURNEY

7 CUSTONER EERTENCE

- Marketing
- Voice of the customer
- Design thinking
metoda

- Customer journey

- Zakaznicke sluby

- SWATs

- Customer feedback
coffee sessions

10.



Nasa prva Customer journey — April 2019

{ v iroate omedinra temny dodere s0vens
e o Ervont prenapel o vodio 1e
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OGSMTMODEL 2021 -2022 - 2023

& \{SLEDKY

WHAT

HOW

GOALS STRATEGIE S

MEASURES TACTICS SUPPORT NEEDED

words

numbers words

numbers whatAvho/when

what do we like to schieve?

tachometres =how do we measure our| articulate how we will achieve
progress towards objectives? our gosls

how we will know when co budeme ktomu
we have schieved our potrebovst. aby ss
gosis vysledok dostavif?

Alibaba.com’

Global rade alarts ners.

Jack Ma

Founder of Alibaba com

PBT 5mil. EUR

ROE

FLEET 7500
20% growth
(AL 1000)

eNPS 80
Fluctuation rate less
than 5%

TOP EMPLOYER IN SK
WON

CX (Customer
Centricity)
NPS 60
TOP BAND IN SK -
WON

SPOKOTNOST’
[AMESTNANCOV
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SPOKOJNOST

CIELE & VTSLEDKY

OGSMTMODEL 2021 -2022 - 2023

HOW
WHAT

OBJECTIVES GOALS STRATEGIE S MEASURES TACTICS SUPPORT NEEDED

s ST SPOKOTNOST”
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I

[ chiev ed treb
progress towards objectives? our goals e potrebovat. aby sa
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20% growth
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WON
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Centricity)
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TOP BAND IN SK -
WON
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SPOKOINOST MATLTEL'OV

Warren Buffet

Profit before tax & Fleet size

2016 2017 2018 2019 2020 2021

—&— PBT in kEur —®— Fleet size
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SPOKOINOST ZAMESTNANCOV

Richard Branson Negative fluctuation & eNPS

2018 2019 2020 2021 2022

—®— Negative fluctuation rate = —&— eNPS
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SPOKOINOST” IAKAINTKOV

Jack Ma

2012 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022

EEN CSS —&— NPS
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A COM ROBEME DNES?
i CX IMROVEMENT PROJECT
JOURNEY 20 2 2

KATALGG TLEPSENT ' Ciele:
) » Zlepsit CX a posilnit
konkurencnu vyhodu
- Zapojit celu organizaciu
~ + Dostat CX do denneho zivota
\ kazdého zamestnanca

0 KROK DALE]
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ML ,* BUSINESS LEASE

PASSION FOR MOBILITY

Prvy Ponuka Odovzdanie Nepredvidateiné Fakturacia/ Expiration Vratenie

akvizicia @ kontakt rieienia nového auta fJj manaZment servis @ udalosti Pohladavky mana‘ment auta @

Relationship Pravidelny

Marketingova

TOUCHPOINTY

Zikaznici pred Zikaznici s aktudlnou Zisharse Zadiatsk Momunikicia a K ovy moment Tiver cykbu
pocitenim potreby potrebou spoluprsce zdietanie informaci interahe e so dotermi poatng udsiests pohladavoh ¥ beasingu

S p— - ke g Tt

e - "
e 1 b e et g a— P————— »

a® @® @R @ @

& ® @

QUICK FIXY STREDNODOBE DLHODOBE
o—— —— Y
» M ux Audit (@ Lead generation stratégia <3 Budovanie povedomia
CUSTOMER \ Py £ Scoping proces ] cRm @ Praca s novymi propoziciami
EXPERIENCE | ) £ Nématkové kontrola kvality = Upratat portfélio slufieb a systém predaja <D X certifikécia partnerskyjch servisov
\ 5 Monitoring servisovanych vozidiel [T] Integrécia rezervaéného portalu & Produkt pre extrémnych uZivatelov
—— T3 Upsell dopinkovych slufieb @ cX projekt zamerany na dodéavatelov <@ Vrétenie vozidla ako konkurenZnd vyhoda
Reporting relevantnych KPI (@ cX projekt zamerany na predobhliadky ¢ Individudlny pristup k malym zékaznikom
[ Odovzdévanie pneu [l Zohfadnenie KPI v novom CRM & Flagship servisy v regiénoch
@ Webinare a osveta % CX anketa ¥¢ Business Lease Hviezdy
&, Concierge A, starostlivost o FM &2 Viastné CC
T Marbeingone < Caovoné Kooy by e Meky szt £ Tvére Business Lease @ BL ako riefitel problémov & BL Car Club
R cady s Objednivek L e “  j Reakéné telefonaty © Zber spatnej vazby
£ Scoping proces k novym stakeholderom & Technicka zruénost na CC
= Mapa stakeholderov <3 Podpora adopcie existujucich rieeni
[l Dodéavatelsky event &) ZaZitkové jazdy

£ Koemunikécia na Soférov
@ Ludskej3i script pre CC
j Preferencie pred odovzdanim

B Tankovanie
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i TAKEAWAYS BN\,

« MATJASNO PRECO CHCEM CX

« TACAT 0D INTERNEHO PROSTREDIA
- (0

« DRIAT TEMPO A KONZISTENTNOST
. {STVPREDII:0)

DAKUJEMI
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