A folyamatbanyaszat szerepe a
hatékonysagnovelésben és a digitalis UX javitasaban
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A digitalis csatornak szerepe no

Custorners' Estimated Split of Online and Offline Interactions with Companies  Use and Expected Use of the Following Technologies/Services

Online Offline Hawve used Expected Change in Use in 3 Years®

Contactless payments  8§39% 65% 32% 3%
Mobile ordering B29% 65% 32% 3%
Subscriptions 599 49% 45%0 6%

Order tracking 929

-
k:

Contactless delivery 67% 63%% 33% 4%
Expedited dalivery  £3% 57% 389 5%
65% 65% 639,
57% 53096 58% ic g .
Curbside pickup 0% 51% 39% 11%
38%

Shopping via social media 579 651%: 32% T%
I Virtual experiences 5500 550 339 By
(e.g., streamed events and classes) o 2 "

prefer to engage prefer to purchase
1hr::tl.1|51rr.'ri|i*:;|1dl onling wersus in store Augmentedvirtual reality 30% ———y ==y —

aby Boomers en Xers illennials en Zers 58 more se same amount se less
M saby B B Genx Bl milennial Gen Z u u Use |
2
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Az ugyfelelvarasok nonek, de...

Customers Who Agree with the Following

The experience a company
provides is as impartant as
its product or services

I expect companias to
understand my unigue needs
and expectations

I expect companies to
anticipate my neads

I feal an amational
connectian to the brands I
buy from the most

I expect offers to
always be personalized

Maost companies treat
IMe as a numoer

W zo022
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of customers expect to
solve complex problems
speaking to one person

but

say most support interactions
are fragmented

Amount of Customer Effort to Get Cases Resolved

Alot

Moderate

13%

Consulting



Digitalis UX a valésagban

Check-in

Thu, Mar 9
4:00 PM

D Message your host

Canaan Xibanya 1

]E Your place

=" Ganaan Boutique Apartments Madrid 3C

Reservation details

Who's coming
3 guests

gm:ﬁm:a{ion code
(PN 32

Your booking is protected by aircover

Learn more

Cancellation policy
This reservation is non-refundable.

Read mare

Get a PDF for visa purposes

& Print details

Chockout z Airbnb-tél kapott nyugtad

Fri, Mar 17
11:00 AM
MNyugta azonositaja: RCZCWNSAME - 2023, marcius 3.

Madrid Arreszletezese

8 Madrid varosaban FL65 682,00 x B éjszaka
s 50% heti kedvezmeny

2023 marc. 9., Cs 2023. marc. 17.,P I!

Teljes otthon/lakas - 3 agy - 3 vendeég .

Takaritasi dij

Szolgaltatasi dij

Osszesen (HUF)

Lemondasi feltételek

Fizetés
Kérdésed van? VISA - 0787
A fizatéseidre és a visszatéritéseidre vonatkozd o dEEE e e
raszleteket afizetésaid kdzdtt tekintheted meg, vagy Kifizetett dsszeg (HUF)

B Getreceipt

elldtogathatsz a sigokdzpontba.

Rules and instructions

House rules

3 guests maximum
No pets
Mo parties or events

Show more

Az Airbnb szolgaltatis] &3

Consulting

/Q\ airbnb

Ft262 728,00
Ft18 766,00

Ft50 470,00

FE331 964,00

Ft331 964,00

Ft331964,00

v




& airbnb Print

Airbnb Ireland UC, The Watermarque Building
South Lotts Road, Ringsend, Dublin 4
Airbnb Ireland VAT ID: 9827384L

Guest Invoice #10000000737322610
www.airbnb.com/help/contact

MName Address

Csaba Lengyel 1064, Hungary 27272

Date of Service Rendered Confirmation Code Accommaodation

Fri, March 03, 2023 BNC 38 Canaan Boutique Apartmeants Madrid 3C
VAT Country VAT Rate Business Address

Magyarorszag 27%

222

Consulting

Airbnb Service Fee for Use of Online Platform

Base Service Fee VAT Total Service Fee

Ft39740.00 FH10730.00 Ft50470.00 277

* Airbnb charges a service fee from the reservation amount for use of the Airbnb online platform. VAT is charged at the time of payment and is based on the total
guest service fee for a reservation. The reservation amount is paid by the Guest through Airbnb to the Host.



Check-in

Thu, Mar 9
4:00 PM

D Message your host
Canaan Xibanya 1

m Your place

@ airbnb

Checkout

Fri, Mar 17
1:00 AM

=~ Canaan Boutique Apartments Madrid 3C

Reservation details

Who's coming
3 guests

Confirmation code

Your booking is protected by aircover

Learn more

Cancellation policy
This reservation is non-refundable.

Read more

@ GetaPDF for visa purposes

& Print details

R Getreceipt

Rules and instructions

House rules

3 guests maximum
Mo pets
Mo parties or events

Show more

Payment info

Total cost
Ft331,964.00 HUF

B Add details for expensing your trip

B Getreceipt

Get support anytime

If you need help, we're available 24/7 from 3

& Contact Airbnb Support

@ Visit the Help Center

Edit notes

hywhere in the world.

Add your business address and any other trip details.

Consulting



& airbnb

Airbnk Ireland UC, The Watermargue Building

South Lotts Read, Ringsend, Dublin 4
Ajrbnb Ireland VAT ID: 98273841

Guest Inveice #10000000737322610
www.airbnb.com/help/contact

Name

Csaba Lengyel

Date of Service Rendered

Fri, March 03, 2023

VAT Country

Magyarorszag

Address

1064, Hungary

Confirmation Code

HMRSC39M3H

VAT Rate

27%

Airbnb Service Fee for Use of Online Platform

Base Service Fee

Ft39740.00

VAT

FL10730.00

Print

Accommodation

Canaan Boutique Apartments Madrid 3C

Business Address

Total Service Fee

Ft50470.00

* Airbnb charges a service fee from the reservation amount for use of the Airbnb online platform. VAT is charged at the time of payment and is based on the total
quest service fes for a reservation. The reservation amount is paid by the Guest through Airbnb to the Host.

Payment info

Total cost
Ft331,964.00 HUF

B Adddetails for expensing your trip

R Getreceipt

Get support anytime

If you need help, we're available 24/7 from anywhere in the world.

& Contact Airbnb Support

@ Visit the Help Center

Consulting



Apr 28,2023

Airbnb Support 314 P11
Hi Csaba, let’s get you some help. We're going to ask you some questions and
then connect you with a member of our support team.

How can we help with your Madrid trip? Select “Describe my issue” if you need
help with something else.

Describe my issue ¢

Csaba 315PM
Describe my issue

Airbnb Support 315 F1
Can you describe your issue in a few sentences? This will help our team
understand what’s going on.

Please don't include sensitive info like credit card numbers.

Csaba 395PM
The booking was done representing my company. | would like to receive a
receipt for my company. How can | do it?

Csaba 316PM

The bocking was done representing my company. | would like to receive a
receipt for my company. How can | do it?

Airbnb Support 31671

Thanks. Before we connect you, does this info solve your issue?

Need a receipt?

You can get your receipt for this
reservation with a detailed price

breakdown and add your billing details.

If you'd like, you can also get a VAT
invoice for the service fees.

Keep in mind that you can only

download, print, or email your receipt

from a desktop or browser (not
michile).

Get your receipt

[ Learn more

)

Mo, connect me with a person

Csaba 31771
Mo, connect me with a person

'

wee

Consulting



Airbnb Support 3777
How would you like to connect with us?

e Csaba 317 P

Send us a message

° Airbnb Support 31711

Okay, I've sent your message. The person who responds will be able to see
everything you've already shared. Feel free to add more details to help our
team understand and resolve your issue faster.

If you leave this message thread, you can get back to it from your Airbnb inbox.

&), Thanks for your message—uwe'll reply as soon as a member of our team becomes available.

O Airbnb Support 334 Pk
Hi Csaba.

Thank you for reaching out to us. This is Mohamed F from Airbnb's community
support team. I'm happy to assist.

To make sure | have fully understood you, you want the recept from your trip on
airbnb, is that right?

Wiould you kindly provide me with the reservation number you are talking
about ?

Best regards,
Csaba 3:43PM

li, '

0O 00 O

Q

Csaba 4:01PM
| don't see the company name address vat number on the receipt. | need a
receipt with that data

Consulting

Csaba 4:30FM
How can | obtain it?

Airbnb Support 434 °H
can you provide me with these Information so | can add to your reciept ?

Csaba 4:35F1

Vialto Consulting kft.

Address: 1064 Hungary, Budapest, lzabella utca 62-64
VAT MNo.:

12849675-2-42

Airbnb Support 505 P11

]
n1a

Tradar, e

Acsegied
sy

Paymant

Pasd st ma - U3 rano

e
paysatng L T T S vy et
et e

I have added your business information. 9
Do you need any further assisstance



Csaba s:26PM < To ltinerary
How can | download the invoice you attached? | still don't see company

information under "Get Receipt’
Travel for work? Add your work email to unlock extra perks for business trips.

Add work email
Airbnb Support 2:07F1

You caour invoice through this link:
Confirmed: 8 nights in Madrid, Spain

https://airbnb.com/vat invoices/737322610 Booked by Csaba Lengyel
Friday, Mar 3,2023

If you want also to check the vat you can check it from this link:

Check In Check Out charges
https://www.airbnb.com/reservation/receipt?code=HMRSC39M3H&force d Mar 9, 2023 g Mar 17,2023

ynamic=true

Ft32841.00 x 8 nights

b Cleaning fees @
Entire home/apt

i -42 PIv i ice fee (incl
Airbnb Su pport 442PH Canaan Boutique Apartments Madrid 3C Altbob serice feelindludesVATI @

Cuesta de Santo Domingo, 11 3 Centro

Hello Csaba please let us if you need further assistance, otherwise | will close Sl Conmri i e ol

this case now. Spain Total
Best rega I' Hosted by Canaan Xibanya 1 Canaan
Phone: +34 638 476 599
May 2, 2023
3 Travelers on this trip
Payment
' Csaba Lengyel
Paid with VISA - 0787
-+ 2more guests .
Total Paid

Cost per traveler
This trip was Ft13831.83 per person, per night, including taxes
and other fees. s: 1064 Hi y, Budapest, Izabella utca 62-64

Accepted

ENC 3o

Ft262728.00
Ft18766.00

Ft50470.00

Ft331964.00

Ft331964.00

Ft331964.00

Edit billing details




Csak egy céges szamlat szeretnék...

Consulting

Az Airbnb-t5l kapott nyugtad Q) airbb ) airbnb print & £t e
payrem—
R Madhid IR m—

Name.

Ceaba Lengyel
. ?277? v
- - . fafar rccommction
—— i March 03,2028 Nt & CansanBoutiqe Apartments adid 30

Hagya

szég 27%

- ztottsszog (H0F)

Rules and nstructions

et 57 Use of Online Platform
Shne Tovesenvicaee var
& cirbrib e

Thotters i Payment info :
() Mesmgesournos Total cost

Ft331,964.00 HUF Payment info
o o
B s Ttazost Yo

B Add detals for expensing your tr > P et me it e
Reservation details

Kb Support
B Getrecept > o i e Y ] e

Conirmation cade Get support anytime
RSN need help, we're avalable 2¢/7 from aywhere inthe world.

Get suppart anytime.

ookt s & Contact Airbrb Support s & >
@ Ve pepcem B as w0
© Visit the Help Center > L) i " [roma—. ot ot MRS et 4
P — > = ’ ’
& Pt cerais > Edit notes el w ) twsmpot
B cerecant > . . i - — -

business adiress and ay orher i ceral

Rules and instructions. |

Hous




Az ugyfelelvarasok nonek, de...

Customers Who Agree with the Following

The experience a company
provides is as impartant as
its product or services

I expect companias to
understand my unigue needs
and expectations

I expect companies to
anticipate my neads

I feal an amational
connectian to the brands I
buy from the most

I expect offers to
always be personalized

IMme as a numober
W zo022

SALESFORCE RESEARCH: STATE OF THE CONNECTED CUSTOMER, 5T H EDITION

Consulting

of customers expect to
solve complex problems
speaking to one person

but

say most support interactions
are fragmented

Amount of Customer Effort to Get Cases Resolved

Alot

Moderate

13%



A digitalis csatornak egyik f6 kihivasa Viagrg,

Ugyfélélmény = User Experience

4

A folyamat az ugyintézo



Hogy tervezték a folyamatot

@ Process Start
_/ 404,562
404,562

\ 4

. Receive Order
404,562

404,562

) 4

‘ Confirm Order

404,562

404,562

‘ Generate Delivery Document
404,562

404,562

. ShigsGoods
404,562

404,562
Send Invoice
404,562

562

S L

Clear Invoice
404,562

a
_? (11}

562

OX 1

Process End
404,562

A probléma, amellyel minden vallalat szembesiil

Mit gondolnak a valés lefutasrol

156786
/‘A&;fsgve Credit Check

156,786

4728

i«
Retum Goods
43728

@ Process Start
695,032
685,032

. Receive Order
695,032

538246

‘ Confirm Order

605,032

89,956

605,076 Remove Delivery Block
89,956

/

89,956

. Generate Delivery Document
695,032

695,032

@ g

681,304

‘ Send Invoice
651,304

|
43728
.
Cancel Order
27258

681,304

. Clear Invoice
651,304
-

3728 651.304
-
Q
4 y
k./\ Process End
695,032

Amival

s o s

oja

ban térténik

Consulting



Hogy mikédik egy folyamatbdanydsz szoftver
Felismeréstél az akcidig egyetlen Iépésben

- ”
360° Adat Folyamat Felderités
Valds ideil adatokat szoladltat kalénbdzd Atvildaitia és folvamatosan monitorozza a
rendszerekbdl, szdmitdaéoekrél. dokumentumokbol > folyamatokat hatékonvtalansdaot és
— az E2E folyamatot megragadva javitési lehetéségeket keresve
Elére elkészitett folyamat konnektorok El6re elkészitett dashboardok,
appok
Order to Cash
. (start)
@ ') Marketo®
s, ! Create sales
o Order Item v
“ w * o é?géﬁgheck

® Create Delivery

® Change Price
e Record Goods

Issue
/ . Dfmnmz
s ® Create Invoice
[ @ ORACLE
* @ Return Goods
/ o Order to Cash
. (End)

Vi

Consulting

Célzott Akcidk

Automatikusan iavitia a hatékonvsdaot,
> agyfélélménvt és vezérli a mealevd IT
tdmogatdé megoldasokat is

Elére elkészitett Integraciok

0

Data
|
Intelligence
I
Action
v
w als now
g o



A folyamatbanyaszat alapja

Event Data
“2020-10-01 10:25:507;
“Approve PO”; “PO9568";...

User Interaction Data
“2020-10-0115:15:525

“Open Excel”;
“USER001";

Core Mining Engine

ORACLE' e
, PR Strategy
A‘H“‘;’ﬁﬁ NAY oy
2 Management
i‘zzg‘szt Analytics
platform Automation
Action

Master Data
“Material545619”; “Glue
Blue”; “Sticky Corp.”;

Adatkinyerés minden
rendszerbdl

Folyamatvizualizacio és automatikus

16

14

Stratégia
végrehajtatasa

Consulting

Leader

Hatas
mérészamai

Hatékony
munkavégzés

Staff

Minden szint( kollégat képes
tamogatnia

Manager



Egy fejlett folyamatbanyasz megoldas funkciéi ]/

Consulting
U T T e 8 @ =+ + 8 - 8 ExecutionApps e - @& + = @ 9° & - + o+ 8 e -
Real Time Process & Planning & Visual & Daily Action
Data Ingestion Task Mining Simulation Management Flows

-7 Celonis Execution ..
: - Management Platform - _ :
servicenow. - . . - . - - S 1] Office
S snowflake -l T :' L TLTL Tl T ‘_‘_ - T G Suite

% homegrown XY ORACLE @



A folyamatbéanyéaszat minden iparag

minden fontos folyamatara alkalmazhaté

DIO

Inventory Turnover
Material [ Labor Availability
Out-of-Stock Rate

% Managed Spend
Spend/Revenue

Supplier Metrics

Lead Times

Warranty Costs

R&D Productivity

R&D Expenses
Time-to-Commercialize
Throughput

Machine Downtime
Oon-Time Production

ESG Rating

Sourcing Lead-to-Quote

Purchase-to-Pay Quote-to-Order

Product Allocation oc\ot\ Order-to-Cash
Supply Chain Mgmt “"\'0 C\Q@’ Opportunity Mgmt
Inventory Management 0%0 Account Management
Warehouse Operations - Customer Service Mgmt
Dropshipments Maintenance Mgmt
Other Other
Product Development Accounts Payable
Product Lifecycle Mgmt o ;:?c Accounts Receivable
Engineer-to-Order Aoo' \a."o Treasury Mgmt
Make-to-Stock / Stock Goﬁq’ bé\c Financial Reporting

Production Planning Record-to-Report

Maintenance and Repair IT Service Mgmt

Other Other

Consulting

OTIF Ratio

Order Cycle Time
Conversion Rate
Automation
Customer Satisfaction
Resolution Times

# Replies per Request

Resolution Rates

Working Capital
Operating Cash Flow
AP/AR Turnover

DPO & DSO

Employee Satisfaction
Resolution Time
Multi-Hop Incidents

Compliance 18



Képzelt Airbnb esettanulmany V

Hogyan segithetné az Airbnb lgyfélkiszolgalasi folyamatat a folyamatbanyaszat?

. Ugyféléletat soran felmeruld, Ggyfél KPI-okat (pl. Customert Effort Score) befolydsold
anomadlidk azonositds és gydkérokok feltarasa (pl. tgyfél nem taldlja a szadmia
elkészitése menupontot > gérgetni kell hozzd > weboldal atalakitdsa)

- Valbs ideju adatokon alapuld folyamat monitoring - valds idejd beavatkozds komplex
folyamati logikdk alapjan [ valés ideju elérejelzés az igyfél viselkedésére vonatkozéan

- Egy azonositott probléma felbukkandsakor automatizaltan beavatkozdé rutinok, pl. a
felnaszndld ismételten visszatér ugyanarra az oldalra - ugyintézével 6sszekapcsoldsa

- Machine learning segitségével az ugyfélfrusztracié (pl. alacsony tranzakcioés NPS)
elérejelzése > magas értékd ugyfél ugyintézdével vald prioritdsos 6sszekapcsoldsa

. Diszpécseri munka megkénnyitése (pl. kiosztatlan vagy hosszu ideje allé ugyek listazasa
a csoportvezeték szamara)



Consultin

Koszonom a figyelmet!

lengyel.csaba@vialto.hu



