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b Empowering Customers
' \ A look at Volume, Frequency & Value

Open Source Conference 2011, 9 december
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Founded in 1988

Open Source

60 FTE

Rotterdam, Amsterdam, Eindhoven
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* Director Business Development
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Door to door landscape

« 11.500.000.000 folders & leaflets (2010)
- Effective reach: 72 milion people weekly (2010)
* Response activation: 26%
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Netwerk VSP

* >6.400.000.000 folders & Leaflets
* >22.000 people in delivery

* >3.000 customers
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IT Landscape Netwerk VSP

» Combined open source / proprietary

» Some of the open source components:
* Java
* Linux
¢ JBOSS
« VAADIN (GWT Gebaseerd)
e Struts
* Liferay
* Jaspersoft
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The Challenge

e 20% customers -> 85% revenu

How can we provide high quality
service to more of our customers?

Customer empowerment.
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Target audience

Smaller customers -> self service

Larger Customers -> account management

HOWEVER:

Large companies (retail chains) marketing savvy

Need for differentiation - LOOKIBRY

RAC
Use for more complex features Sy,

Therefore Target Audience:
Major accounts + franchise + retail chains
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Solution

Create distribution plans
Socio-demographic filter
Regional filter
Management of franchisees

Create orders | | -
Reporting tooling | ... ' ‘/a
o

328984
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How we developed

* Scrum process
+ 2 week iterations
* 4 developer team

* Intens feedbackloops
* Dynamic backlog
* Demo’s
* Retrospective
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The project

- Liferay portal
* Vaadin

* Google maps
« GWT
Connecting to:
* ERP

* Oracle
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Netwerk VSP » Zakelijk » Mijn VSP ; Self Service

Klant Self Service
U bentingelogd voor: Finalist Andere keten selecteren
KSS T .
e Eerstvolgende campagne Campagnes huidig kalenderjaar
Status van de campagne: In opdracht status
Filialen . : Bt
Campagnenaam: Finalist VINCENT TEST 01
Campagnes Referentie: TESTO1 Concept 0 0
-l \ét:::‘r:g'rc\oment g:?lg (;/ﬁ Week = Ma t/m Wo In opdracht 10 7.721.001
Actis Eindweek: 51-2011 Gefactureerd 12 13.518.465
Campagne inplannen Enasinel o b
0 Contactinformatie Verwerken 0 0
Filiaal toevoegen Opdracht: 00196733
Ingevoerd door: Vincentvan Wichen Fout 0 0
Telefoonnummer: 030-2643641 (Orderbegeleider) Totaal 22
Orderbegeleider: Maaike Priester m’, prrr o
Verkoper binnendienst. Karima Notten-Azzouzi )
Verkoper buitendienst: Jaap Eweg
Oplage
Bruto: 27.584
Te drukken: 22011
Filialen
Finalist's Gravendeel 's Gravendeel
FinalistNrrll("') Almere 25318 (*)
Finalist Alpfpen a/d Rijn Alphen a/d Rijn 7.473
Finalist Al ald Rijn-34 Alphen a/d Rijn 8.325
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Finalist Apeldoorn Apeldoorn 3.601
Finalist Appelscha — . Isch - 2503
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Standaardgebied *
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Debiteurnummer 328793
Filiaalnummer 0185
Filiaalnaam*  Finalist’s Gravendeel
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S @Eigenverspreider [¥] Finalist [7] GG [7] Liferay
Speelgoed  [] Standalone
Ni kenmerk n

Aanhef*

© Deheer © Mevrouw
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Welkom Masaike Priester Nederlands | English

Over Netwerk VSP Zakelijk Bezorgers Consumenten

Mijn VSP

Netwerk VSP » Zakelijk » Mijn VSP » Self Service

Gebied
RIS Helnenoord \ "s 4 ‘
"e Ty 8 S5
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3292
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Netwer {VSP Over Netwerk VSP Zakelijk Jezorger Consumenten

Mijn VSP

Netwerk VSP » Zakelijk » Mijn VSP » Self Service

Gebied
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Wrap-up

Development of self service application

Agile (Scrum) with 2 week iterations

Help customers to help themselves

Twelve week project

Follow up project being
planned
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Learnings

- Feedback involving too many customers may lead to
feature creep

* What works in powerpoint doesn’t necessarily work in
real life

» Test everything all the time

* An effective Scrum process
takes commitment
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