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Modeling customer dynamics

1 Model 1: Lost-for-good (Dwyer 1989)
— Two-state model: customer / no customer
— Customer who has left never returns

- Modeling issue: lifetime analysis ‘SLQDS‘O a J ') jl
[0 Model 2: Always-a-share (5) fs)—fsr—Fs)y=s)
Jdwio g (,Ugb

— multi-state model
oo dtiS (g)l00gS

~ More complete dynamics (includes Lost-
for-good dynamics)
-~ Modeling issues: describe state changes

— Classical model: Markov Chains
2Pfeiﬂer/Carrawa (2000), Piersma/Jonker
2000), Tirenni (2005))

— Basic assumption: the probability of a state
change (.hazard rate”) does not depend on
the east, in particular not on the sojourn
time!

n Swiss Institute

Zh Frontiers in Service Conference. Karistad, June 10-13, 2010

aw



L glulwl jl (olediges a

l CLICK TO ADD TITLE
"Death by Pow :

"Death by Powa'Pomf’ is a criticism of slide-based £
presentations referring to a state of boredom and fatigue
induced by information overload during presentations such
as those created by the Microsoft application Po ,'f_fj‘. oi

The phrase was first coined by Angela R. Garber. (1]
criticisms of the cognitive effects of PowerPoint
expounded by others, for example, Edward Tuf
md Kolyu"ga et al. (1991) {15 Wright (2009 s
PowerPoint is a convenient prop for poor s |
reduce complicated messages to simple bulle
elevates style over substance: and that ﬂ\c
contribute to its popularity. U4 Tt can also be
"PowerPoint Poisoning”—a term originated b
of Dilbert fame,

The Anti PowerPoint Par? founded in May 2011)
gomca party icafed to decrease professio
owerPoint and other presentation software
gorfz claims “causes national-economic ¢
1 billion CHF" and lowers the quality ¢
"95% of the cases". The p advocat
alternative to presentation so :
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. dizojus jl Lo gl lasys
Too much text on your slide?
Unreadable graphs? e iS5 oo latiwl US"J

Lost control of the formatting? 9 -.\,g.é.w LEVJTgTIe gwl O 482

Slide out of order? .
.l“ II S oo : o *?

No worries! That sort of mistake is great for StO{)ping
your audience falling into an even deeper slumber.

Just say “I know you can't read what's on the slide” so
the audience realise you're not the idiot you think they
are. Maybe they'll just think you're lazy, ill-prepared, or
don’t care about their experience
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AstraZeneca Plc: Business Overview

Global research and innovation driven Integrated Strong Brand Portfolio
biopharmaceutical Company focusing on the discovery, 8 brands with Sales of more than $1billion in 2012
development & commercialization of prescription P Zo[adex
medicines in 3 core therapeutic areas namely Cardio- 0 -" c;tESTOR

Nexn.lm' rosuvastatin calcum

metabolism, Oncology and Respiratory & Inflammation,

and also present in the therapeutic areas of ’Seroquel e A
Neuroscience and Infection & Vaccines, on an

" o *?
opportunity-driven basis ’ Senoquel )2? 'SYNAGIS 9 U" Jg'b (Sl'mU'w aJé

PALIVIZUMASB

Awetiagive

Formed in April 1999 through the merger of Astra AB of

. & ‘) é TS . I
Sweden and Zeneca Group Plc of UK Global Sales (Geoaraphical Split) U-O.UJ IS0 LSLQULQI

Ranks among the top 10 pharmaceutical companies

2012 Sales . i hudh . ‘
globally with CY2012 revenues of $ 27.97 bn and i ; .wl ﬂ—LLb.O LSJ.)
CY2012 core operating profits of $ 10.43 bn, with a g, e, ;g 5bn © AsiePac |
market capitalization of $ 64.91 bn (as on May 03, 2013) g"f‘";’ 1bn QUOFTER ... §g§£bn

Sixth fastest growing MNC pharmaceutical company o0

across emerging markets (Emerging Markets revenue
was up 9% in Q1CY13 vis-a-vis Q1CY12 (CER))
Operations in more than 100 nations globally and

employs around 51,700 employees worldwide Source: AstraZeneca Plc, Annual Reports and Investor

Presentations
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STRONG RESULTS ACROSS PORTFOLIO D RIVI N G B E N E F IT S

US REVEMUE (IN MILLIONS)* CAMADA REVEMUE (IN MILLIONS) LATAM REVENUE (IN MILLIONS)

576
$7,560

7 FYio FYi1  FY1z
FY10 FY11

(1 ISETTHERULES, ) (2 IFocus ON THESE... ]

OPERATIONAL PRIMARY SECONDARY
ENVIRONMENT BENEFITS BENEFITS

2
&
&

FY10 ' FY11 o FY12

. . . The challenges are framed as “How Creative: Empowered to use Business: More Innovative and
What's u p Wltl.'l the g Ia p h nothein g might we.. 7" questions skills and creativity 100% Useful Ideas, more aften. l
flush with the other2?
“Build a prototype first, then test it

quickly. Do not waste time talking Efficlency: Reduction in time

: ) spenton bad ideas . .
about ideas! Efficiency:. Faster delivery of new
More Accurate Graph £ ideas into REAL LIFE use.
- Human: Feel supported to take

The staff are free to start and ﬂnp '
Canada Latin America 10000 prototypes as they see fit risks and be BOLD.

Representation of Revenues
us

Copy/ —
a StEF;j; the $B:ED5M $971M $143M II'--—Th is is what l Work in Iterations [time boxes] Efficiency: Reduce lag time ) Business: Matural PR from staff
P 8000 1 the real between disciplines. into social media etc
column - = P comparison | Multidiscipline Staff Mix
sizesabove I | | 6000 - P : Human: Reduction in stress from Business: Staff Retention
| | should be Work is switching and conflicts ) Improvements
I I I I_ - | 4000 - FULL TIME INHOVATION
I I | | | | e — Business: Recruitment becomes
: | [ | [ | 2000 - Staffl rotate in for 3+ months Human: It's a great place to work. easier-and better quality.
' [
e — - L--! |- — 0 - . . .

us Canada Latin Am

QU 50 dogl Yol 0 duouw pglali g yylagas jl solakiwl
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Suggestions for Teaching Math

B

General mathematical terminology words need to be clearly understood before they
can be used in calculations, e.g. add, plus, sum of, increase and total, all describe a
single mathematical process.

Other related difficulties could be with visual/perceptual skills, directional confusion,
sequencing, word skills and memory. Dyslexic students may require repeated
instruction and exposures to these concepts.

Model and encourage the use of estimation.

The child should be taught to form the habit of checking his answers against the
guestion when he has finished the calculation(i.e. is the answer reasonable?).

When using mental arithmetic allow the dyslexic child to jot down the key number and
the appropriate mathematical sign from the question.

Encourage pupils to verbalize and to talk their way through each step of the problem.

Teach the pupil how to use the times table and encourage him to say his answers out
as he uses it.

Encourage a dyslexic child to use a calculator.

Put key words on a card index system or on the inside cover of the pupils math book so
it can be used for reference and revision. Rehearse mathematical vocabulary
constantly, using multi sensory/kinesthetic methods.

lllustrate math terms or concepts as often as possible. Include these drawings with the
reference card in the math book.

Put the decimal pointin red ink. It helps visual perception with the dyslexic child.

o B R e e A v m aa e el e s e e I B g e ek Lo T o i A e s ZLISARKNLA A~
Read more: http://www.dyslexia.com/library/classroom. htmffixzzl ZHO4RNdo

st‘él)gbl:? aJé
LSJ.) R0 (HUgb
leuw] b
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— STEP1 IDENTIFY THE HAZARD
Iraq: I&W of Civil Conflict i
;:(._’ MsKaten Kinkle 505846 1386 Missiolnfﬁa* =— List — List
g karen kinkle@kirtland.af mil analysis Hazards Causes
;: Key Reads: LtCol Denny Feeples 5058460714
U | @ Political / religious leaders increase public hostile rhetoric St prtple g ot | STEP2 ASSESS THE RISK
[ | & Political / religious leaders lose moderating influence over constituents HAZARD SEVERITY CATEG ORIES Action 1 Action 2: Action 3: Action 4
5 1 H I Catastrophic- Complete mission failure, death, or system loss. Assess hazard 5
s .f D Provocatwe QCtanan attaCKs ’ assass‘naﬂons II Critical - Majormission im pact, severe injury, or major system damage. exposute =Eiee hgzard e Bl m.1§hap =3 Gompets
severity probability assessment
oderate - Minor mission it pact, injury, or system damage.
3 ® Unorganized spontaneous mass civil conflict B UMMt s rert ity m e
--' Addmona' lﬂdicatOfs. ’ndex ofC'v"l cmﬂm (Assessew 'TEP3 ANA 7F RISK CONTROL ASTTRES
I;' A Militias expand security role v HAZARD PROBABILITY CATEGORIES —— —
l'; £ A Gover nance I‘ — AFrequent- Item: occursoften. Fleet: continuous. Action 1 Action 2: PéCF:ioznzzsk
- Individual: occurs often. All: continuous. [dentify control === Detetmine control |- L
B A Police ineffectual j’ * ' ® BLikely - Item:occursseveral times. Fleet: frequently. options effects conitol m easures
D Ar"‘y lmﬂectual < o “& 3 Individual: occurs several times. Al frequently.
.. M q v~ C Occasional - Item: will occur. Fleet: severaltimes.
‘,:' D Nelghbors enabb Vl0bnce Qs.s'e 3@ 4 Individual: will occur. All: sporadic. _
’ A Sectaﬁan wnsions fViObl’lce 0? &\(? D Seldom - Iter.n:. cou?cl occut. Fleet: w1]1 0CCUt.
) -~ Individual: could occur. All: seldom. AT iR
dlSplace pOpUlace — — E Unlikely - Item:will not occur. Fleet: could accur. S | CHARAC
‘/ D ' S t rl n' B be I i 'SF f Tl Gotorcir Alli sery ezl Select Risk Controls IMakeRisk Decisions
2= ectanan conflic tween / within orces 4 Al :
VigEaR 25 refuse to take orders from central government, mass desertion EventProbability STEPS IMPLEMENT RISK CONTROLS
B [J  Kurdish accelerate moves toward secession / annexing Kirkuk al o et b s e T
‘A 2 - . ] e ccasional| Seldom 8 . .
“~ | @ Low level violence motivated by sectarian differences . . Action 1 Action Action3:
" [ A B C D E Make.xmpllem BN | e ESl&btl-lat — Pfo‘ﬂd;
e CHANGE SINCE - y > tation clear accountability suppo
: ROUTINE [ TIRREGULAR A\ SIGNIFICANT CRITICAL ; 1 W % = N
LAST WEEK . ’ % Catastrophid I ///%////::ﬁ g ‘\ \\
Urban areas experiencing “ethnic cloanils?” campaigns to consolidate Y |cuient |0 P . WUk | STEPS SUPERVISE AND REVIEW |
control ... violence at angi'ne high, spreading geographically R | Moderate | NN 4] 111 |
T ‘ 1 Action 1 — Action 2: — Action 3:
y | Negigble [IV \ 1T HH 19 20 Supervise Review Feedback
Urnted vy Loty Cormwrand

QU 50 Ao g’ Wl 0dusw polal g yylogas jl soslatiwl
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dependent),-insulin secretion is inadequate

The disease generally develops in adults and becomes
more common with age.

Plasma glucose levels reach higher levels after eating in
older than in younger adults, especially after high

In type 2 DM (previously called adult-onset or non-insulin—

carbohydrate loads, and take longer to return to normal, in

part because of increased accumulation of visceral and
peapdominal fat and decreased muscle mass.

= _Type 2 DM is becoming increasingly’common in children
~as childhood obesity has become epidemic: 40 to 50% of
new-onset DM in children is now type 2

——

|
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Chilean Exports

Fresh fruit leads Chile's export mix - Chile emerges as major supplier of fresh fruit to
world market due to ample natural resources, consumer demand for fresh fruit during
winter season in U.S. and Europe, and incentives in agricultural policies of Chilean
govemnment, encou ing trend toward diversification of e and development of
nontraditional crops - U.S. Dept. of Agriculture, Economic Research Service Report
Chile is among the developing economies taking advantage of these trends, pursuli

a free market economy. This has allowed for diversification through the expansion o
fruit production for export, especially to the U.S. and Western Europe. Chile has

successfully diversified its agricultural sector to the extent that it is now a major fruit

exggrﬂ nation. Many countries view Chile's diversification of agriculture as a model
to be fol d

Meanwhile, the U.S. remains the largest single market for Chile's fruit exports.
However, increasing demand from the EC and Central and East European countries
combined may eventually surpass exports to the U.S., spurmring further growth in
Chile's exports.

If you've read this far, your eyes probably hurt and you've been reading this tedious
long-winded text instead of listening to me. I'm insu can't you see I'm doing a
presenht?_tion up here? Look at mel Congratulations, however, on having such good
eyesig

g 505 dogi Wl (55, swdioj s jl oolakiwl
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. : <l he revitalization project is an experiime
Who is Doing What Well?7 "3 usifig Media Wiki and Wiki technblogy to

Green Buildings Green Products p’ - foster colkaboréiiive best-of-breed forward
B A SR s = SEMI members— many “one- ¥ thinking backend technologies in order to

attribute” standards to use Y/l

proved their worth (TI, = 3 7l BNt . J . 2
Intel, Cymer, etc.) 228 07 0B ey /' jfoptimize cutting edge, revoluthniiry, Six

b BV % 0\ oy =
e Energy savings e S16-0307 (End of Life) }Sigma, W. I’l(/l class centers of gxcéllence &

e Better resource use e GRI G3 Guidelines

Wil e Y e e SR ##during a transition from legacy practices to

high-tech arena

= Metrics for credits? o el il e 'i'éf}i; “becoming a leading provider of engaging,
@ L) @ o ° ° o o
CARDONIStorads e [EEE - Ad hoc 2/09 =7 Jquality technical information in'a media-
e Energy generation Sustainability + Eakrth /L %l ]
e Selling wastestream wigrlanel aloaey jaturated/organic infrastructure through

e [eonardo Academy -

o s O St {z. Jmaximum leverage of our customer-oriented
e Buildings first =« Gives 25% of seat to L - ™ NG T A :

environmentalists “knowledge workers as we architect a™new
e Products next = Accreditation VAR~ N

. ANSI EPA Off to Races challenged R g@radigm in jlne Wiﬂ} 9"", Ieadgrs!lip agenda. A \ 41/
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Outline of my talk

US government-funded study should end fluoridation.
This study is the “tip of the iceberg” of 1Q studies.

Using the public water supply to deliver ANY medicine is a
reckless thing to do.

Fluoridation ignores nature’s "guideline” for babies.

Children are being over-exposed to fluoride in fluoridated
communities.

In addition to the brain, fluoride can harm other tissues at
low levels.

The evidence that swallowing fluoride lowers tooth decay is
extremely weak.

Most countries don't fluoridate their water but their children’s
teeth have not suffered.

NZ should use the safer and cheaper ways of fighting
tooth decay as practiced in Europe.

i Wl (S5 glodiej o jl 63wl
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i 5 Windows Live

* Internet-based personal services o U"‘-':.S o aSl Lo
to bring together your digital world
* Centered on the individual sl e Juil
* Communications, information, protection oS olb A Wllwl
= Separate “vm Windows

* MSN.com . ntinues as programmed )
content <. coe AGS €090 Gl o

Primar " pported
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Product Benefits
S

Climate change — a global challenge

In 2007 EU leaders decided to:

Save time Save Money

» Reduce greenhouse gas emissions
* Improve energy efficiency

» Raise the share of renewable energy

(wind, solar, hydro power, biomass)

... by 20% by 2020
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Connecticut: An ageing Population

* Over 65s will rise to 16% of the state’s population by 2020

* Number of under 65s will fall >> issues for state funding

1995
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Bar Graph Template

Letter Identification

mFive Year School Entry mSix Year Net

104 101
54 56
50
11

T T

Well Below Just Below Within Above

160

140 136

120 4

100 |

80 A

60

Number of Students

40 -

20

Levels
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) Components of Quality Management System

ety Quality Quality
Plannmg

Management lr“prwer“ent
= \
N
Quality
Control

Quality
Assurance

INFOGRAPHIC

OPTION

INFOGRAPHIC
OPTION

od template and

INFOGRAPHIC
OPTION
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Pholo: Blair Harkness

¥ -



g glUwl jl (pldiges

9) Sino A A S S0 Yl A

FauiS J> daigigo 9,5 a2 ji




o

L9 galwl jl (nledigas
. < o
Wi (§)9lige 9

4§ 2o ()5

SO LS 4 S

)by Cuwdy (LS e




e gledowl jl (Dledigas

GOOD BETTER BEST

This is a sample text that you
can edit. You can change
font(size, color, name), or

apply any desired formatting.

This is a sample text
that you can edit. You
can change font(size,
color, name), or apply
any desired formatting.

This is a sample text
that you can edit. You
can change font(size,
color, name), or apply
any desired formatting.
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=~ How to makea ‘=,
Good First Impression

w

®

L ® =
O Y 5
o>
CONSIDER NON-VERBAL

BE ON TIME . DRESS TO IMPRESS EE PREPARED . COMMUNICATION .

Too early is better Take care of your clothes and O your research Friendly and confident

than too late. your overall grooming. and practice! Mmanners can get you very far.
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PowerPoint slide example

Groups

Promoters Detractors

Passive

KX 0 € < £ I
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Good example of PowerPoint presentation

Your text
lhis slide is an editable I'his slide is an editable
slide with all your needs. slide with all your needs.

A -

Your text Your text Your text

Ihis slideis an editable 'his slideis an editable Ihis slideis an editable
slide with all your needs. slide with all your needs. slide with all your needs.
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NEXT STEPS:

Spl’l nt Pellentesque semper hendrerit ligula, a ornare augue rhoncus
Results quis. Aliquam erat volutpat. Integer non tempor enim

Oour Nullam convallis odio non dui commodo ullamcorper. Nam
B| o g malesuada hendrerit augue, vel porttitor sapien laculis sit amet

Social Ut sem velit. hendrerit ut ex id. finibus efficitur arcu. Nullam
M ed i a consequat lorem felis, eu ultricies dui consectetur vel
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v Sjilhouettes

Your Text Here

Your Text Here @ ; @
This slide is 100% editable. Adapt Your Text Here

i

WWW.COMPANY.COM
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Key Challenges PowerPoint Presentation Slide

Please place your challenges heading here

Challenge 01

Please place your sample
text here.Please place your
sample text here.

s ,
o A
Challenge 02
Please place your sample
text here. Please place your
sample text here.
. »

£ o
Challenge 03
Please place your sample
text here. Please place your
sample text here.
o /

Challenge 03

Please place your sample
text here. Please place your
sample text here.

.
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SUStainability PPT Enter your text

Lorem lpsum is simply dummy text of

prese ntations the printing and typesetting industry.

Enter your text Enter your text

Lorem lpsum is simply dummy text of
the printing and typesetting industry.

Lorem lpsum is simply dummy text of
the printing and typesetting industry.
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