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ARMO R. LEHTINEN

A MAN WITH
A MISSION

Aamicie: Mowsta Wana1sT Prote: [yrk Komuusses

In recent years Finland bos become renowned as o hotbed of

iy only o few people seem

1o reglise that Finlaad has sometiing (o effer within the
business consulting sector as weill.

© Jarme R,

Townder and the C|
she Board at Aspec
O Is 0. man with & missiea. Hs
miwion in to make Finnish
burimess mazagranent exportien
known mnot only throoghout
amtinental Earope, but abse
far afield as Southeast Asin,
Lehtinen has sot caly been active
an Profusar of Markoting, but
also busy potting theeey into
penctice a5 0 ccaselant and
srctive

It s saly n fow yoars back
that whaen you said you were from
Finland nodody kesew wherv it
war. Suddenly eversbody - or ot
lowst  thoso  deoling  with
informatica lochnelogy or mobile
communicatians - knaws exactly
whaere Finlaed is. Foc this suddos
culebiri
company partioslarly, Nekia, the
Finnish teles
st — plus cne ln-profids merd,

we enn blama one

unications

Limus Torvadds, the gudCsther of

the Linex syston.

Three

Export Phases

Lohtinea tains that theen

ore bascally three phases In
Fignish expect desings In the

“Now we come b the thind
phase” oot Leblines
Yepectum, squipped with its grand
custonney v ationsdip panagom et
ceacrpl, is amovg the poners
when it aomes tocxparting Fineseh
business mangemont expertise

Accertding tor Lehtinen, such
wn operation is meade nroch casice
by Nokon's weeldwido reputation.
“Pecple talke vatsee of us becouse
they truly believe we Bave
scneching to olfisr, Ths in Inngely
made poasible by Nokia and s
hout. Peuple sasorn L think thut i
can compuny froes our country
Proves to o toavative, thea the
athee eempanics will be worth
taking sotios of "

Go East

Young Men

Up vt now, almoet all
management buasisess theorses
haww oseme vat of the West, freen
the Usited States. Lehtinen gives
eredit to the Ameticans e
making sanaprrent cmealting
what it & tedoy - a mighty
Trsinss wilk 4 great reputation.
Howevre, the Americans alw have
 repototion foe steamrolling over

hine aol

nfuetunatoly, time and
in thiry munsye to be
effoctive that people find them
i also impartant Lo nete,
t overycan i kien tn
Ameriean “Blg Five' comsulting
comganiea”

“There are three challesges
to be met whon it comar to
otiemalislng  business
wanagoment servieca Find of
all, you have to packngn your
peoduct g0 thot it can be sobd just
ererswhere. Second, yeu have o
sts o burieess logic plan
which can be applied just

Lot

Think Arthur Andecsen and Me
Kitaey, Sor example. Third, you
have to find the right people 1o
cooperate with in the local
murket. This ix crwsal *

Finding

custoy

macoge 0ad, " so7s Jarme £ L

ditferent. On the vther hand, the
beetam line in businese is that
basially peopbe work in the same
wny in every culture thirw i
Busines is usiness mverywhem
Bversbody wants to make peelid.”
Ancther besiness parndos,
ootntisg te Lebitinen, is hat it is
reurier to e Enghish o a burinces.
longwage in Thoilond thon In
France. *You soe when we Lalk
brasinass in Thailsed, Engled isa
Toreigm language for both of us”
CAlL = all, the business
culture in France and m othee
iddic Eurepean countries differ
withely froen Nonlie cnntries. The
Frvssch bessiness cultwre (s witerly
hicrarehical and quite
suthoritarian, Guing inta thet
macket with the beief ol managing
custommer relticeships is a very
resd chixBhngn. O tha sthar hard,
eppactunities backon to us, 100 We
hure that Yo French eustomer

Franee, and even in Bolgium
there sre tan million, which st
make these markets extremely
ndiratizgg, I€ is jed @ mutter of
Mentifying  the  patential
customers and in s dedng meking
yoareedf Sk cinvineing. Osos
yoa  locate O patentinl
opetomsors and inform thees they
can lcrease the profitabliny,
efficiency and cuntuntswent of
theér curtemens, than thay ovally
wtart lsteniag to you*

“At the meement, Aspostum &
mypanding its speraticas into
Beoelux and France, the Baltie
emntrisc and Southeast Asia. As
far s the United States b
concerned, af course we canmet
afford to averioak it, we atesd W
armngs representation in the
States as soca as possible. We s
cr-operating with Symmsbric
Marketing Corperation. It s
sosueh Gr teday Ne
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Aspectumin historia ASPECTUM

« Aspectumin historialliset juuret ovat Eric Rhenmanin
luomassa SIAR organisaatiossa

« Richard Nomann kehitti Service Management
ajattelua

« Christian Gronroos, Evert Gummeson ja monet muut
synnyttivat Nordic School of Service Marketing
koulukunnan

« Aspectum jatkoi omalta osaltaan kehittamalla teoriaa
ja tyOkaluja asiakkuuden hallintaan

« Asiakkuuden lisaksi on tarve ymmartaa myos muita
sidosresurssi suhteita.

9. syyskuuta 2011 Tekijan Nimi tassa 6
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Asiakkuuden elinkaaren A
johtaminen ASPECTUM

Asiakkuuden innostamista on tapahduttava

Vaatii eniten koko asiakkuuden elinkaaren ajan.
iInvestointeja

1 1 viimeinen
vaikutelma

Hankinta Syntyminen Jalostaminen Paattyminen
ensi- I
vakutelma I
Tunne asiakkuudesta luodaan Poistuma pyrittava
asiakkuuden syntyvaiheessa, minimoimaan.

Paluukynnys alas.
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N\ : ‘CLONE OF+*THE -ATTACK ° '

\],\RRIN\-HGEORGE W. BUSH - CONDOLEEZZA RICE - DONALD RUMSFELD
N REPRISING THEIR ROLES FROM EPISODE 1
DICK CHENEY - SADDAM HUSSEIN - COLIN POWELL
AND INTRODUCING OSAMA BIN LADEN aAs tHE PHANTOM MENACE

BASED ON AN IDEA BY GEORGE BUSH. SR
FRODUCTION DESIGNED TO DISTRACT YOU FROM THE FAILING ECONOMY
PRODUCED BY THE MILITARY INDUSTRIAL COMPLEX IN ASSOCIATION WITH EXXON. TEXACO, MOBIL ET AL

DIRECTED BY A DESIRE TO WIN THE NOVEMBER ELECTIONS
THE SUCCESS OF THIS MILITARY ACTION HAS NOT YET BEEN RATED

A MAD MAGAZINE POSTER




Suuntauksia Asiakkuudessaasrecrum

« Asiakaskannat sirpaloituvat yha pienemmiksi
asiakasyhteisoiksi

« Asiakasuskollisuus heikkenee, kynnys vaihtaa toimittajaa
laskee lahestyttaessa "hyperkilpailua”,

« Tunteen merkitys kasvaa vaihtokynnyksen madaltuessa

« Asiakasyhteis6jen johtaminen tulee yha tarkeammaksi
Sosiaalisen median merkitys kasvaa

« Asiakkaiden elamysten hallinnan merkitys kasvaa
« Asiakkaista tulee moniuskollisia

« Asiakkuus on "tasearvo”

« Asiakasyhteis6jen merkitys kasvaa

« Suhteiden johtaminen on yrityksen johtamista
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Suhteiden johtaminen ASPECTUM

| customer
_ _ relationship
omistajat management
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