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˹ˢ˨˩ˬ˨ˢ ˿ˢˤˮ˹ˢ
ˣ͙͔ͤͫ͘-ͦͤͫͯ͟͡Έͭ͊ͤͭΣ ͔͎ͫͭͪ͊ͭΣ Ή͔ͫͨͪͭ͟ ͍ ͔͙͎͔ͣ͊ͪͭͤ͟ ͙ ͨͪͦ͒͊͗͊ͻ

ÅCͦ ͍͔ͦͫͤͦ͊ͭ͡Έ͙͎͍͎ͦͤͫ͊ͭͤͦͦͦ͟͡ ͎͔͍͊ͤͭͫͭ͊ Brain Me Consulting

Åˢ͍ͭͦͪ Ή͔ͫͨͪͭͤ͟·ͻ ͔͚ͫͭ͊ͭ ͙ ͦ͋ͯ;͊Ό΅͙ͻ ͎ͨͪͦͪ͊ͣͣ ͒͡Ύ ͔ͫͨͼ͙͙͍͊ͫͭͦ͡Σ 
ͭͦͨ-͔͔͔͍ͣͤ͒͗ͪͦ ͙ ͍͔͙͍ͫͦ͋ͫͭͤͤͦ͟ ͙͔͋ͤͫ͊͘ ͍ ͫͺ͔͔ͪ ͙͔͚ͪͭ͊͡

ÅCͨ ͙͔͔ͪͣ͗͒ͯͤ͊ͪͦ͒ͤ͟·ͻ ͦͤ͟ͺ͔͔ͪͤͼ͙͚ 

Åнл ͔ͭ͡ ͍͔ͯͨͪ͊ͤ͡;͔͎ͫͦͦ͟ ͦͨ·ͭ͊ ͍ ͙ͦͣͨ͊ͤ͟ΎͻΥ h.LΣ Castorama, METRO 
Cash&Carry

ÅExecutive MBAKingston UniversityΣ ζ˿͔͎͙ͭͪ͊ͭ;͔͔ͫͦ͟ ͍͔͙͔ͯͨͪ͊ͤ͡η



# 1ŒŘŉŝŠŌɿţɿšŠśťšŉŤœŝœŞ



ˤˢˬ˹˻ ˭˹ˢ́̎ ˽˻˾́˾˩́̍ ˿ˤ˻˩˯ ̇ˢ ˮ 
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˽˻˴̂˽ˢ́˩˶ˮ

Å ˮ˹́˩˾ˤ̎̑
Å ̅˻˴̂˿-˥˾̂˽˽̍
Å ˻˽˾˻˿̍ ˤ ́˻̉˴ˢ̆ ˽˾˻˨ˢˬ
Å ˻˽˾˻˿̍ ˻˹˶ˢ˯˹
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˨ˮˢ˶˻˥ ˿ ˽˻˴̂˽ˢ́˩˶˩˸
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˨ˮˢ˶˻˥ ˿ ˽˻˴̂˽ˢ́˩˶˩˸

̒˹˨˩˴˿ ˤ˭˥˶̒˨ ˮ˶ˮ ˢ˹ˢ˶˻˥ ˨˶̒ ˻˽˾˩˨˩˶˩˹ˮ̒ ˽˻́˾˩ˣ˹˻˿́˩˯
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ˤ͙͔ͫͨͦͣͤͭ ͍ͫͦΌ ͙͙ͫͭͦͪΌΥ

ˤ· ;ͭͦ-ͭͦ ͙ͨͦͯͨ͊͟͡κͨͦ͡Έ͍͙ͦ͊ͫ͘͡Έ ͚͊ͦ͟͟-ͭͦ ͎͚ͯͫͯͦ͡ ς
;ͭͦ ͍͊ͣ ͍͙ͨͦͤͪ͊ͦͫ͡Έ ͙͙͡ ˹˩ͨ ͍͙ͦͤͪ͊ͦͫ͡Έ
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ʉJM ïCustomer Journey Map ïʢʘʨʪʘ 

ʜʚʠʞʝʥʠʷ (ʧʫʪʝʰʝʩʪʚʠʷ) ʢʣʠʝʥʪʘ

ʕʪʦ ʤʝʪʦʜʦʣʦʛʠʷ ʘʥʘʣʠʟʘ 

ʧʦʩʣʝʜʦʚʘʪʝʣʴʥʦʩʪʠ ʧʦʚʝʜʝʥʠʷ ʢʣʠʝʥʪʦʚ ʚ 

ʦʧʨʝʜʝʣʝʥʥʳʡ ʧʝʨʠʦʜ, ʵʤʦʮʠʦʥʘʣʴʥʦʛʦ 

ʩʦʩʪʦʷʥʠʷ ʠ ʦʧʨʝʜʝʣʝʥʠʷ ʪʦʯʝʢ ʢʦʥʪʘʢʪʘ ʜʣʷ 

ʫʣʫʯʰʝʥʠʷ ʧʨʦʜʫʢʪʘ/ʫʩʣʫʛ.

ɺʭʦʜ ʚ ʤʘʛʘʟʠʥ

ʇʦʠʩʢ ʪʦʚʘʨʘ

ɺʳʙʦʨ ʠ ʩʨʘʚʥʝʥʠʝ

ʇʦʢʫʧʢʘ

ʇʦʚʪʦʨʥʘʷ 

ʧʦʢʫʧʢʘ

ʈʝʢʦʤʝʥʜʘʮʠʠ



CJM ςͨ ͯͭΈ ͙͔ͤͭ͊͟͡ C
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ʇɽʈɽʉʄʆʊʈ ʇʋʊʀ ʂʃʀɽʅʊɸ ʄʀʅʀʄʋʄ 1 ʈɸɿ ɺ ɻʆɼ

KPI

Åʂʦʣ-ʚʦ ʢʣʠʝʥʪʦʚ (ʪʨʘʬʬʠʢ, ʢʦʥʚʝʨʩʠʷ)

Åʉʨʝʜʥʠʡ ʯʝʢ

Åʂʦʣ-ʚʦ ʘʨʪʠʢʫʣʦʚ ʚ ʢʦʨʟʠʥʝ

ÅNPS

Åɼʦʣʷ ʫʜʦʚʣʝʪʚʦʨʝʥʥʦʩʪʠ ʢʣʠʝʥʪʦʚ ʦʥʣʘʡʥ ʠ ʦʬʣʘʡʥ

Åʋʚʝʣʠʯʝʥʠʝ ʊʆ ʧʦ ʪʦʚʘʨʥʳʤ ʢʘʪʝʛʦʨʠʷʤ

Åʂʦʣ-ʚʦ ʚʳʧʦʣʥʝʥʥʳʭ ʧʨʦʝʢʪʦʚ ʜʣʷ ʢʣʠʝʥʪʦʚ ʤʘʛʘʟʠʥʘ

Åʊʦʚʘʨʦʦʙʦʨʦʪ

Åʇʨʠʙʳʣʴ
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ɻʣʘʚʥʦʝ ʚ ʉJM ïʢʣʠʝʥʪʳ ʠ ʠʭ ʦʧʳʪ!

ɼʠʟʘʡʥ
ʂʣʠʝʥʪʩʢʠʡ ʦʧʳʪ
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ɺ ʣʶʙʦʡ ʥʠʰʝ, ʧʦʢʫʧʘʪʝʣʠ ʧʨʦʭʦʜʷʪ ʦʜʠʥ ʠ ʪʦʪ ʞʝ ʧʫʪʴ. ɿʘʜʘʯʘ ʙʠʟʥʝʩʘ ïʧʝʨʝʚʝʩʪʠ ʧʦʢʫʧʘʪʝʣʷ ʦʪ 

ʦʪʩʫʪʩʪʚʠʷ ʧʦʪʨʝʙʥʦʩʪʠ ʢ ʩʪʘʜʠʠ çʟʘʱʠʪʳ ʙʨʝʥʜʘè, ʥʘ ʢʦʪʦʨʦʡ ʦʥ ʨʝʢʦʤʝʥʜʫʝʪ ʧʨʠʡʪʠ ʚ ʤʘʛʘʟʠʥ/ʚ 

ʢʘʬʝ/ʧʝʢʘʨʥʶ ʩʚʦʠʤ ʜʨʫʟʴʷʤ ʠ ʟʥʘʢʦʤʳʤ. 
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ŢƤƥƻƿƤɿƾɿCJMƼƻƹƻƧƤƮƿɿƾƭƮƸƤƿǉɿƶƻƹƹǀƺƳƶƤǅƳǕɿƾɿƼƻƸǉƲƻƦƤƿƮƸƮƹɿƥƻƸƮƮɿǐǂǂƮƶƿƳƦƺƻƴʄɿ
ţƻƾƿƤƦƳƦɿƶƤƽƿǀʅɿƹƻƱƺƻɿǀƲƺƤƿǉʆ

Å ŋɿƶƤƶƳǃɿƿƻǄƶƤǃɿƤǀƭƳƿƻƽƳǖɿƾƻƼƽƳƶƤƾƤƮƿƾǖɿƾɿƼƽƻƭǀƶƿƻƹʜƾƤƴƿʅɿƽƮƶƸƤƹƤɿƺƤɿƾƿƻƽƻƺƺƳǃɿ
ƽƮƾǀƽƾƤǃʅɿƾƻǅʄɿƾƮƿƳʅɿƻǂǂƸƤƴƺɿƹƤƧƤƲƳƺɿƳɿƿʄƭʄʝ

Å śƤƶɿƦƲƤƳƹƻƭƮƴƾƿƦǀǕƿɿƾɿƦƤǆƮƴɿƶƻƹƼƤƺƳƮƴʑƿƻƦƤƽƺƻƴɿƶƤƿƮƧƻƽƳƮƴɿƽƤƲƺǊƮɿƾƮƧƹƮƺƿǊɿ
ƤǀƭƳƿƻƽƳƳ

Å śƤƶƳƮɿǐƿƤƼǊɿƼƽƻǃƻƭƳƿɿƼƻƸǉƲƻƦƤƿƮƸǉɿƼƮƽƮƭɿƼƻƶǀƼƶƻƴɿƳɿƶƤƶƳƮɿǅƮƸƳɿƻƺɿƼƽƮƾƸƮƭǀƮƿ

Å şƤƾƶƻƸǉƶƻɿǀƭƻƥƺƻƼƮƽƮǃƻƭƳƿǉɿƾɿǐƿƤƼƤɿƺƤɿǐƿƤƼɿƼƽƳɿƦƲƤƳƹƻƭƮƴƾƿƦƳƳɿƾɿƼƽƻƭǀƶƿƻƹ

Å śƤƶƳƮɿǐƹƻǅƳƳƳƾƼǊƿǊƦƤƮƿɿƶƸƳƮƺƿɿƺƤɿƼǀƿƳɿƶɿƾƦƻƳƹɿǅƮƸǖƹ

Å ţɿƶƤƶƳƹƳɿƥƤƽǉƮƽƤƹƳƾƿƤƸƶƳƦƤǕƿƾǖɿƼƻƶǀƼƤƿƮƸƳ
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ˢ͎͙ͦͪͭͣ͡ ͔͙ͨͦͫͭͪͦͤΎ ͙ͨͯͭ ͙͔ͤͭ͊͟͡C
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1. ʉʦʙʝʨʠʪʝ ʠʥʬʦʨʤʘʮʠʶ ʦ ʢʣʠʝʥʪʝ 

2. ʆʧʨʝʜʝʣʠʪʝ ʰʘʛʠ (ʧʫʪʴ) ʢʣʠʝʥʪʘ 

3. ʇʝʨʝʯʠʩʣʠʪʝ ʢʘʥʘʣʳ ʠ ʪʦʯʢʠ ʚʟʘʠʤʦʜʝʡʩʪʚʠʷ

4. ɿʘʬʠʢʩʠʨʫʡʪʝ ïʢʘʢʠʝ ʵʤʦʮʠʠʢʣʠʝʥʪ ʠʩʧʳʪʳʚʘʝʪ ʥʘ ʢʘʞʜʦʤ ʵʪʘʧʝ 

ʚʟʘʠʤʦʜʝʡʩʪʚʠʷ

5. ʆʧʨʝʜʝʣʠʪʝ ʙʘʨʴʝʨʳ(ʧʨʦʙʣʝʤʳ, ʩ ʢʦʪʦʨʳʤʠ ʩʪʘʣʢʠʚʘʝʪʩʷ)

6. ʉʛʝʥʝʨʠʨʫʡʪʝ ʠʜʝʠʧʦ ʨʘʙʦʪʝ ʩ ʢʣʶʯʝʚʳʤʠ ʙʘʨʴʝʨʘʤʠ

7. ɺʳʙʝʨʝʪʝ ʩʘʤʳʝ ʢʨʠʪʠʯʥʳʝ  ʠ ʟʘʬʠʢʩʠʨʫʡʪʝ ʢʦʤʧʣʝʢʩ ʤʝʨ 

(ʠʟʤʝʥʝʥʠʝ ʙʠʟʥʝʩ ʧʨʦʮʝʩʩʦʚ) ʧʦ ʠʭ ʫʩʪʨʘʥʝʥʠʶ

8. ɿʘʧʣʘʥʠʨʫʡʪʝ ʠʥʚʝʩʪʠʮʠʠ ʠ ʨʝʩʫʨʩʳ, ʪʨʝʙʫʝʤʳʝ ʥʘ ʚʥʝʜʨʝʥʠʝ 

ʠʟʤʝʥʝʥʠʡ
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ūƤƧ

ŤƻǄƶƳɿ
ƶƻƺƿƤƶƿƤ

ŵƹƻǅƳƳ

ŊƤƽǉƮƽǊ

ūƤƧƳ ūƤƧ ūƤƧ

ŘƭƮƳ
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ʈʝʟʫʣʴʪʘʪʳ ʢʝʡʩʘ ɼʠʢʩʠ (ʥʘ ʦʩʥʦʚʝ ʠʥʬʦʨʤʘʮʠʠ, ʧʨʝʜʦʩʪʘʚʣʝʥʥʦʡ ʘʛʝʥʪʩʪʚʦʤ NECTARIN)

Å ɼʣʠʪʝʣʴʥʦʩʪʴ1 ʤʝʩʷʮ ïʩ ʢʦʥʮʘ ʤʘʨʪʘ ʜʦ ʥʘʯʘʣʘ ʤʘʷ

Å ʋʚʝʣʠʯʝʥʠʝ ʩʨʝʜʥʝʛʦ ʯʝʢʘ ʧʦʪʨʝʙʠʪʝʣʷ ʜʦ ʧʦʨʦʛʘ ʚʭʦʜʘ ʚ ʘʢʮʠʶ (ʤʠʥʠʤʫʤ 600 ʨʫʙ)

Å ʇʦʚʳʰʝʥʠʝ ʪʨʘʬʠʢʘ ʥʘ ʩʘʡʪ (+10 915 ʟʘʧʨʦʩʦʚ ʚ ʧʦʠʩʢʝ ʗʥʜʝʢʩ)

Å ʇʨʠʚʣʝʯʝʥʠʝ ʥʦʚʳʭ ʧʦʢʫʧʘʪʝʣʝʡ

Å ʇʦʚʳʰʝʥʠʝ ʣʦʷʣʴʥʦʩʪʠ ʢ ʙʨʝʥʜʫ ʫ ʤʦʣʦʜʦʡ ʘʫʜʠʪʦʨʠʠ
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ŝŠŌŘśŉɿŢŉţšŠŝŠŖœşŘŻʅɿŢŉţšŢœŒœŝœşŘœɿŤŠŢŌŠŋŠŌŠɿ
šŢŠţŤŢŉşţŤŋŉ
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šƽƻƽƤƥƻƿƶƤɿʬǃƻƸƻƭƺǊǃɿƲƻƺʭɿʗǂƻƶǀƾƺǊƮɿƿƻǄƶƳ
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Å˥˾̂˽˽ˮ˾˻ˤ˴ˢ

Å7 +/-2
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˹ˢ˶ˮ̉ˮ˩ ˹ˢ ˽˻˶˴˩
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# 8 ŘşŧŠŢŞŉŪŘŻɿŠɿŤŠŋŉŢœ
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˹ˢˤˮ˥ˢ̇ˮ̒ ˽˻ ́˻ˤˢ˾˹̍˸

˴ˢ́˩˥˻˾ˮ̒˸
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ʀʅʌʆʈʄɸʎʀʗʆʊʆɺɸʈɽ C
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̉́˻ ˭˨˩˿̎ ˹˩ ́ˢ˴Κ


