


TOTAL GROUP

MAJOR ENERGY PLAYER

Total is a major energy player, that produces and markets
fuels, natural gas and low-carbon
electricity.

Our 10 0,0 0 0 employees are committed to better
energy that is safer, more affordable, cleaner and accessible
to as many people as possible.

Active in more than 13 0 countries, our ambition is to

become the responsible energy major.
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Total Gas & Power
Nederland is a B2B
Energy Supplier
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OUR MAIN KPI'S — TOTAL GAS & POWER NEDERLAND

Sustainable Growth

Aquisitie Midmarket
Retentie ZZP

Customer Intimacy

Efficiency & Quality
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Look at it from a customer
perspective

CHANGE PERSPECTIVE

Instead of this looking at
departments
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® \We need overall insight in the
Customer Lifecycle
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® From Transactions per department
to Customer Centric Analysis

® \What we need:
- Understand the customer journey

- Determine what a succesful and

unsuccesful customer journey looks Bling 9
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- Analyse the effect of the actions we

take to increase satisfaction of our
customers and the phase that we o
ales

should take those actions in ‘

Marketing
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OUR CUSTOMER LIFECYCLE IN THEORY
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Cool off Onboarding A Onboarding B Engagement Retention Stayers Win Back
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HOW DID WE ORGANIZE THIS PROJECT?

Business Intelligence Business Intelligence
Analyst Analyst
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Market Intelligence
Analyst
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