Svelki!



Nice to meet you!

Johan Nordgvist, CEO Briox

o Background in international B2B
« Leading Briox AB since May 2020

o Passionate believer in customer-centric leadership
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My objective today:

To provide you with at least one new insight
that can help you win more customers
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Agenda

1. What does it mean to be customer-centric?
2. Creating a customer-centric culture

3. Inspirational examples
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The road to profitable customer relationships

A good experience
A profitable Satisfaction with
business the relationship

Some type of
loyalty




The road to profitable customer relationships

Via the customer Via internal processes

Internal
processes

The
customer

The
customer

Internal
processes

Profitability: Rrofitability



Things that drive customer satisfaction and loyalty

For the customer

Simplicity

Convenience

Value (rational and emotional)
Availability

Reassurance

What companies typically sell

Performance
Durability
Guarantees
Bonus

Price



Customer focus versus internal focus

What they needed
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Culture and the role of internal communication

Non-customer centric expressions

What should we tell the customer?
What should we sell to the customer?

How do we make things easier for
ourselves?

How do we make sure the customer
doesn’t leave us?

We handle returns/refunds quickly?

Customer centric expressions

What does the customer want to hear
from us?

How do we create value for the customer?

How do we make it easier for the
customer?

What can we do to make the customer
want to stay with us?

We ensure that returns/refunds don’t

happen?
<3 oriox



The role of management

e ‘Talk customer’!

o Prioritize customer insight work

o Demand that basis for decisions always include the customer aspect
o« Communicate how every employee plays a role in customer focus

o View customer feedback as an asset

o Use customer centric KPIs



The role of the employee

e Understands of who the customer is

o Has a clear mandate to drive customer focus

o Includes customer insights in all decisions related to the customer
o Takes action on customer feedback

o The most customer facing employees are listened to the most



Common pitfalls

o Customer focus is delegated to a certain department

o Customer focus becomes somebody’s added responsibility, not his/her main priority
o Customer focus becomes a project (instead of a way of working)

o Customer focus is not measured

o Variable compensation/Bonus systems contradict customer focus

« Management ‘talk customer’, but live something else
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Asket (www.asket.com)

HI THERE!

We're always looking to improve both our garments and our
service. Two months ago we changed our shipping options
from only having DHL Express to offering UPS Standard,
UPS Express and regular postal services (for the time being
only in Sweden).

Since you're among the first customers who've tried our new
shipping methods we'd love to hear what you thought about
the experience and - while we're at it - learn about your
shipping preferences to improve our offering in the near
future.

TAKE THE SURVEY



Moment (www.shopmoment.com)

The Outfitter For
Photographers And
Filmmake

Need help (or a new best friend)?

Ask us anything. Really, anything. Talk to our Gear Guides today.

CONNECT WITH US

hello@shopmoment.com



Briox (www.briox.lv)

Dear Monica,
1 very much apprecate your time and efort
summarize my thoughts.
However, an important discaimer:

My views on accounting many find exd

5 everyone eise thinks differently
1 evaluated the system for Latwes's pel

This appears to be  good model Howey]

‘We need one system, one process for 38

o standardization.

Le's take Sales invoice moduie. We hav
EUR per modue use is baskcally ghing
many suing anly ane service invoice pef

Business modet

Clents. Cften, we get clients n “groups”
companies, for examgle, the manager i3

You make the “heart” of the accounting system|
For submodules {expense reports, inventory,
avatable and offer ntegration. As an extra bory

This idea & very tractive for me. You cannot
the workd and one can select the best sub-mog
flexible system.

Also, Saes, Purchases, Bank and NL modules 3
‘modules (salaries, expense reports et} you
locakzatons. in summary, thes 3pproach mates)
However, this approach alsa brings sgniicant

(2] The approach rises expectaticas fof
disadvantage to have one Integrated|
workd.

Prone

For young people desktop is dead. The

apphcation.

'No one wauld expect you ta make phone |
Sales invoices (possibly, btie cut down

standard.

Sales moduie

Sales modue looks good, except for one|

@

[3) Wi you be able to withstand hoj

Issuing sales mvoices. Some clents have §

o the wodd.

Technical solution.
1t not easy to make refable onine system.
Your system fees super faxt, stable, and techni

pricing
i yous priing model bettes than others ]

Your model i to give accounting company accel

format.

Automati invoiing is a defaut. 8ut thed
format.

completely unrestricte

Purchase modules

Most of Purchase module looks good. |

and expense periodization.

You cannct, however, enter purchase i

limation.

Also, | was not sure what to think abou

and then,

var,

Nominaliedger

Nominal ledger for EUR transd
currencies s 3 complets show-{

1am not sure, how anyane can
During the year thee & 2 hea

‘The fack of this function a5

‘paymen, we would have a separate §
10 which specific empioyee satary war

|understand, you are currently developing autq
need this manual moving-withvmouse method

How | would do it?
My suggested bans matzhing sgerthm wousd
Eor sales 3nd purchase imvoices

a) System tres to identify the Campany|

£} # the match s successhul, the system

Finaly,
checks maeeh, auto hooking i perford
Sank statements in U3
For non-imvaice transactions the =
Sank statements in £ slgarithm
Mew ut-bark e
patential prablems you wil han T T T
Advances and VAT s -
In Latvia we have complicated | PO —
Example.
We tssue 100 + 21% VAT = 121 o | ===
T

EUR payment s received in Jund
EUR (which of does not need to

InVAT dectaration:

Inthe example abave, we 1ol the sysiem:

IF you sex that the amount b Dutgoing AN

in May 70.00 £UR sie
10 sune 30.00 EUR said

1n July nothing shoud|

amount in account $400 and put in transaction)

The system mates bookings sutamatcaty See
texts ke bank account numizer rght from g

The descrited recogrstion algorithm ensures i
™

In addition to comect VAT repd
‘earlier advance invoice. Otherw]

We currently do not have this
because we cannct take certa]

imvoxce payments are made. We chase t@ lve|
pasitives 1o 0%

D P

1F1can seect anly two columns, amforcedito give o
put their bank comvmission codes in 3 separate cot
bank reconiliation more déficult.

You want t0 allow selection of unlimited Descrtin

0 dacemae s sy
Description fed will look sometting ike this:
544 B | aonocoees | aass|

This way you wil capture maximur information and|

Imoce recognition sgorthm
| understand, Invoices are recognized using two mety
(3] 8ased on specl reference number (Finkand

“Thes would require us t make customers o write
payment details. This would be impossbe idea to sel

[B) 8ased on company name and +/- deviation|

This 500 unsafe - even i deviation lmi s se¢ 19 0%
{Ske rent).  customer in the payment has indicate]
Invoce. We cannot pust do ameunt matching and cre

Hon e matcng:
Matching s template basec. Gne needs to move ban
“This approach has followsng problems:

1 have 1,000 line bank, half of the traq
transactions can be grouped to 3 inge ter]
Tempiate It cannot be too ong (< wel b3
reers ong). In rea i, we have clents,

Expense reports

Expense processing s ane of most time-cof
CastPocket i currently heavy advertised
with great.

The product tumed out to be useless. 1's 1
they promise to extract (supller name, 1
detailsfor expense reports.

Wil you be in the Latvia marke]

Nt very confident about it

Task tracking,
world. This s because, with

every
1 also completely misses the polnt: ‘And even they last year were af —
- Accounting company does not o o
I before you can hope to make 3
checks; spending acditon minutd gives any long-term guaranted
wating area is not 2 big burden Swedbank aczountny
- oRwil et sk ¥ ‘and 3¢l & a5 stand alone
:-w,umuuunﬂ . R ks
Russsian taxi company. serious company with compled
: il
#you move to some PRO versicn| The system would albow:

# doing 1 by hand takes 1 minute|
- There are no features which ar
expense, representation reports,

I tried akso Elmvoice. 1t was better, but st

Im Extonia, apparently, the application i

The Decision
1 approached this s 3 steps.

Step 1. Are there amy superpo)

market there are no real expense reporting

Task Tracking add on
This is absohutely the best idea. This & your
1t looks wel dane. But | have not evaluated
Probably few things can be optimized. For|
youmade a template for small, medhum, ar|

idea by defaut - better allow setting up o
1t mauch more effcient.

Wil you stay in the market?
| woukd need very high confidence that +
minimum 10-15 years.

Moving data to new system would take us 3
managing 3 types of varous risks would
‘years, does not make busness sense for ud

Overalide {buy core]

‘Task tracking module,
‘#rcing model
Step 2. 1 there any show-stap|

- (possibiy) bank payment generation
- Data export for ater import in accounting system

some parts of the process, focus on blg companies and in general are bady done. There & no specatzed
wsable product for small and medium companies.

Make Expence reporting system and beat Expensify.com

Ve oo
Yes, there are severat:
2 ISA masniy). the workd, because expense
3 pem——" reports actually do need local medications. Those modifcations, bowever, fend 1o be smal and
* Shyittor bk Inexpensive. Yeu can be beat Expenasy at offeing country specalized scitons. and patentady capture
3 ez .
© Mot full confidence
years
Step 3. 3 show stoppers ary Other

tocu

‘when 3l show-stoppers are re)

What would | do If | were.

Sell your Task Tracking system|

Vour intial game - constanty imprave the core, do not g0 into submoddes uniess you can sellthem 25
separate product and fight off il requests for focal country modiications. One cannct be the best
everything.




Thank you!



