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1. 0 Puppisu

About Us

PUPPIS poslovno savjetovanje je tvrtka koja
iskustvom i kompetencijama vec Sest godina
svojim klijentima pruza potporu u ostvarenju
postavljenih poslovnih ciljeva. Specijaliz-
irani za savjetovanje u domeni upravljanja,
vodenja, te marketinga i prodaje PUPPIS
poslovno savjetovanje za svakog klijenta
predstavlja produzenu ruku vlastitog tima.
Cjelovit i individualan pristup, dinamic¢an uvid
u specificnosti pojedinih bransi, dugogodisnje
iskustvo savjetnika, inovativan pristup u
rjeSavanju poslovnih prepreka kao i mlad i
dinamican tim cine temelj poslovanja PUPPIS
savjetovanja.

PUPPIS poslovno savjetovanje preuzimajuci
savjetodavnu ulogu u Vasem poduzecu post-
aje dio Vaseg tima u potpunosti usmjeren ka
ostvarivanju strateskih i operativnih ciljeva.

Shvacajuci delikatnost samog odnosa, u koje-
mu je neophodno povjerenje izmedu klijenta
i savjetnika, PUPPIS poslovno savjetovanje je
¢lan Udruge poslovnih savjetnika, te potpis-
nik ,Kodeksa etike u poslovanju” pri Hrvatskoj
gospodarskoj komori, kao i ¢lan Grupacije
konzultanata za gospodarstvo pri Zupanijskoj
komori Rijeka. Na ovaj na¢in smo prihva-
tili obvezu djelovanja u skladu s nacelima
odgovornosti, istinitosti, ucinkovitosti, trans-
parentnosti, kvalitete, postupanja u dobroj
vjeri i posStovanja dobrih poslovnih obicaja
prema poslovnim partnerima, poslovhom i
drustvenom okruzenju te vlastitim zaposlen-
icima.

Vladimir Kani¢, vlasnik i poslovni savjetnik, je
takoder ¢lan HUPUP - Hrvatske udruge profe-
sionalaca u prodaji, kao i Grupacije konzulta-

nata za gospodarstvo pri Zupanijskoj komori

Rijeka.

PUPPIS Business Consulting is a company,
which has been helping its clients for the past
six years in achieving set business goals with
experience and competence. As a company
specialized in consulting within the fields of
management, leadership, sales and market-
ing, PUPPIS represents to each of its clients an
extended arm of their own team. Complete
individual approach, dynamic insight into
specific aspects of different industries, consul-
tants’ long-time professional experience and
innovative approach to problem solving as
well as a young and dynamic team, make the
fundamentals of PUPPIS Business Consulting.

By taking on the consulting role in your com-
pany, PUPPIS Business Consulting becomes
a part of your team fully oriented towards
achieving strategic and operative goals. We
understand the delicate nature of the rela-
tionship, in which trust between the consul-
tant and the client is essential.

PUPPIS Business Consulting is a member of
the Association of Management Consultants
(AMC) as well as the signatory of the Code of
Business Ethics at the Croatian Chamber of
Economy (CCE). This means that we have ac-
cepted the commitment to act according to
the principles of responsibility, authenticity,
efficacy, transparency, quality, to act in good
faith and with respect to good business prac-
tices towards our business partners, business
and social environment, and our employees.

Mr. Vladimir Kani¢, owner and business con-
sultant, is a member of the Croatian Associa-
tion of Sales Professionals as well as a member
of the Group of Economic Consultants at the
Rijeka County Chamber.
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1.0 nama/ About Us

MISIJA

Nasa misija je biti Va$ partner u ost-
varivanju poslovnih ciljeva i ideja, kroz
otvorenu suradnju i cjelovit pristup
specifi¢can Vasem poduzecu.

MISSION

Our mission is to be your partner in
the realization of business goals and
ideas, through open cooperation and
complete approach specific to your
company.

VIZIJA

Biti vodeca hrvatska tvrtka koja ispunja-
va Vade potrebe kombinacijom iskustava
iz prakse i modernim metodama edu-
kacije.

VISION

To be the leading Croatian company
that fulfills your needs by applying the
combination of practical experience and
modern methods of training.

PUPPIS se u obavljanju zadataka poslovnog savjetovanja vodi
najvisim standardima poslovanja i etickim nacelima imajudi uvijek

na umu klijentovu najvecu korist.

In the process of business consulting, PUPPIS follows the highest
business standards and ethical principles always keeping in mind

the client’s best interest.

memiber of

Hreatska udruga predesionalaca u peodaji L

UNHUSEA POSLIVEAIH SAY B THICA
ATEFINTINE BF AR AELENT SEENLTANTR

GRUPACIJA KOMNZULTANATA

Potpisnik Kodeksa etike u
poslovanju pri HGK

PUPPIS is the signatory of the Code
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of Business Ethics at the Croatian

Chamber of Economy (CCE)
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2. Usluge
Services

Management
savjetovanje

Uslugeposlovnogsavjetovanjespremnasuko-
ristiti samo ona poduzeca koja u svom razvoju
zele krenuti na stepenicu vise. Iskoristavanjem
specifi¢cnog znanja i alata poslovnih savjetnika
poduzecu ostaje vise vremena da se koncen-
trira na svoj temeljni posao i da bez pokusaja
i pogreski uvodi nova poslovna rjesenja.
Savjetnici PUPPIS poslovnog savjetovanja
posjeduju Siroka znanja te dugogodisnje
iskustvo u postizanju visokih ciljeva. Ponekad
je upravo ,neutralnom” promatracu sa strane
lakSe sagledati problem i pronadi odgovore
na pitanja daljnjeg razvoja.

Cilj poslovnog savjetovanja je informirati
i educirati prodavace, voditelje, direktore,
managere kao i sve poslovne ljude o novim
trendovima i izazovima u poslovanju, te dati
konkretne i savjetodavne odgovore na pitanja
s podru¢ja poslovanja s kojima se svakodnev-
no susrecu.

Management
Consulting

Only those companies that are willing to take
a higher level in their development are open
to business consulting services. By using the
specific skills and know-how of the consul-
tants, the company has more time to concen-
trate on their core business and to implement
new business solutions without attempts and
mistakes. PUPPIS business consultants have
thorough knowledge and a longtime experi-
ence in achieving high goals. Sometimes it is

easier for a ,neutral” observer to look at the
problem and find answers to questions of fur-

ther development.

The goal of business consulting is to inform
and educate salesmen, managers, directors
and other business people about new trends
and challenges in everyday business, and to
give complete consulting answers to ques-
tions that are encountered in a day-to-day
business.

Podrucja podrske:

Pomoc¢ pri definiranju strateskih smjernica poslovanja — pomo¢ pri donosenju temeljnih
dugoroc¢nih ciljeva, prilagodavanju poslovnih aktivnosti, odredivanju koncepcija i izboru
resursa potrebnih za postizanje zacrtanih ciljeva.

Postavljanje i pracenje kratkorocnih i dugoro¢nih ciljeva - prilagodba strateskih odred-
nica na to¢no definirane ciljeve, plan aktivnosti za ostvarenje ciljeva, komunikacija i prila-
godba ciljeva na sve razine organizacijske strukture.

Organizacijska struktura - Istrazivanje elemenata organizacije, radnih zadataka i odnosa
unutar tvrtke, izrada organizacijske strukture — novog organigrama tvrtke ili reorganizacija
postojeceg, definiranje i opis radnih mjesta, izrada sustava kontrolinga, izrada sustava placa
i stimulacija, te operativha pomo¢ u formiranju novih odjela.

Organizacija prodaje i procesa prodaje — Strategija prodaje, planiranje prodaje i budzeta,
organizacija prodaje, nacini prodaje, tijek prodaje, obrada upita, realizacija, rukovodenje u
prodaji, upravljanje vremenom i prostorom u prodaji, prodajni projekti, mjerenje ucinka te
kontrola i ocjenjivanje u prodaji.

Izrada poslovnih planova - Pomo¢ u donosenjui kreiranju poslovnog plana, plana prodaje
po prodajnim mjestima, prognoza poslovnih rezultata.

Areas of Support:

Help in Defining Strategic Business Guidelines - help in defining basic long-term goals,
adjustment of business activities, defining concepts and source of resources needed to
achieve set goals.

Setup and Monitoring of Short-term and Long-term Business Goals — adjustment of stra-
tegic guidelines to exact goal, activity plan for achievement of set goals, communication and
adjustment of set goals to all levels of the organizational structure.

Organizational Structure — examination of the elements of the organizational structure,
work tasks and relationships within the company, creation of a new organizational structure
or reorganization of the existing one, definition of work places and job descriptions, control-
ling measures, payroll systems and employee stimulation systems, operative help in estab-
lishing new departments.

Organization of Sales and Sales Processes — sales strategy, sales planning and budgeting,
sales flow and organization, enquiry processing, leadership in sales, time and space manage-
ment in sales, sales projects, efficiency measurement, controlling and evaluation in sales.
Business Plan - help in defining and creating the business plan, sales plans according to
points of sale, sales result forecast.
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2. Usluge / Services

Marketing
savjetovanje

Marketing je proces koji je sastavljen od niza
istovjetnovaznih elemenata. Zanemarivanjem
jednog i njih ili njihova neuskladenost moze
ugroziti ostvarivanje zacrtanih ciljeva ili um-
anjiti uc¢inak poduzetih napora. Upravo iz tih
razloga PUPPIS poslovno savjetovanje svojim
klijentima nudi potpunu podrsku u podrucju
marketinga upotpunjavajuci osnovnu djelat-
nost marketing savjetovanja s uslugama
provjerenih partnera kako bi konacni rezultat
bio prepoznatljiv, snazan i uspjeSan brand.

Marketing
Consulting

Marketing is a process that consists of a num-
ber of equally important elements. Neglecting
one of them or their discrepancy can endan-
ger the realization of set goals or diminish the
effect of undertaken efforts. Exactly for those
reasons, PUPPIS Business Consulting offers
full support to its clients, in the field of mar-
keting, by completing their core business of
marketing consulting with services of trusted
partners so that the end result would be a rec-
ognizable, strong and successful brand.

Podrucja podrske:

Istrazivanje trziSta / valorizacija rezultata
i prijedlog aktivnosti - istrazivanje stavova
potrosaca prema odredenom proizvodu
ili usluzi, istrazivanje trendova, istrazivanje
konkurencije.

Izrada marketing strategija s akcijskim pla-
nom - definiranje strateskih marketing ciljeva,
plana realizacije i nacina ostvarenja, potpora
pri realizaciji zadane marketing strategije kroz
dugorocne i kratkorocne ciljeve.

lzrada marketing planova i plana
oglasavanja - situacijska analiza poslovanja,
analiza konkurencije, SWOT analiza, definiran-
je marketing ciljeva, odabir kombinacija op-
timalnih medija prema poruci i budzetu te
kreiranje media plana i marketing budzeta.
Definiranje konkretnog akcijskog plana u
kojemu su navedene sve marketing aktivnosti
u tekucoj godini kao i termini izvrienja.
Osmisljavanje i organizacija promocija
i prezentacija - osmisljavanje koncepta
dogadanja, rezerviranje prostora, cateringa,
predaval, pozivnica, pracenje realizacije i
odaziva.

Interna komunikacija - komunikacija sa za-
poslenicima, interne novine, uvodenje alata
za poboljsanje interne komunikacije.

Koordinacija marketing aktivnosti — koor-
dinacija i komunikacija s dizajnerom, usmjer-
avanje i korekcija vizualnih rjesenja, komu-
nikacija prilagodbe na razli¢ite medije.
Odnosi s kljuénim javnostima - stvaranje i
odrzavanje odnosa s potrosacima, lokalnom
zajednicom, strukturama vlasti, dobavljacima.
Definiranje ciljeva odnosa s javnoscu, krei-
ranje dogadanja i aktivnosti koje ¢e pomoci
ostvarenju tih ciljeva.

Osmisljavanje marketing i promocijskih
aktivnosti - kreiranje koncepta za promo-
cijske aktivnosti, nagradne igre, aktivnosti
unapredenja prodaje kao i PR aktivnosti.

lzrada koncepata i kreiranje teksto-
va za razli¢ite marketing materijale -
osmisljavanje koncepata i kreiranje tekstual-
nih poruka za web stranice, brosure, oglase i
ostala sredstva komunikacije u poduzecu.

Areas of support:

Market Research / Result Valorization and
Activity Proposal - research of consumer
attitudes towards certain product or service,
research of trends, research of competition.

Creation of Marketing Strategies with Ac-
tion Plans - definition of strategic marketing
goals, realization of plans, support in the pro-
cess of realization of the marketing strategy
through short-term and long-term goals.

Creation of Marketing and Media Plans -
situation analysis of the business, competition
analysis, SWOT analysis, definition of market-
ing goals, media plan and marketing budget
as well as the definition of action plans. Creat-
ing action plans that include all marketing ac-
tivities planned in the current year including
deadlines.

Promotion and Presentation Organization
- conceptual creation of the event, reserva-
tion of the facilities, catering, lecturers, real-
ization and monitoring.

Internal Communication - communication
with employees, internal newspaper, imple-
mentation of tools for improvement of inter-
nal communication.

Coordination of Marketing Activities — co-
ordination and communication with the de-
signer, correction of visual solutions, commu-
nication of adjustment to different media.

Relations with Key Publics - creation and
maintenance of relationships with consum-
ers, local community, government structures,
suppliers. Defining public relations goals and
creating events and activities to help achieve
these goals.

Marketing and Promotional Activities —
creation of concepts for promotional activi-
ties, prize contests, sales improvement activi-
ties and PR activities.

Creation of Concepts and Text for Various
Marketing Materials - creation of concepts
and text messages for web pages, brochures,
advertisements and for other means of com-
munication within a company.
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2. Usluge / Services

“Ono Sto Cujem, zaboravim.
Ono sto vidim, zapamtim.
Ono sto sam napravim, razumijem.” | hear and | forget.

Konfucije | see and | remember.
| do and | understand/
Confucius

Poslovne edukacije

Istinski vjerujemo u ovu izreku stoga nase poslovno savjetovanje uvijek upotpunjujemo poseb-
no skrojenim edukacijama za Vase djelatnike. Poslovno savjetovanje nema koristi niti donosi re-
zultate ukoliko nije pravilno provedeno u praksi. Ovisno o temi, edukacija se moze odrzavati u
dvorani ali nerijetko se ona izvodi upravo na radnom mjestu djelatnika kako bi uistinu nauceno
znali primijeniti.

Interaktivnu, prakti¢no orijentiranu edukaciju provodimo samo za nase klijente jer na taj nacin
mozemo sto specifi¢nije rijesiti probleme u poslovanju i poboljsati poslovne rezultate.

Specifi¢ne teme edukacija se definiraju kao izravan odgovor na probleme koje se Zeli rijesiti no
podru¢ja edukacije se mogu svesti na:

Prodaja, Vodenje , Upravljanje projektima, Marketing

Odrzali smo preko 220 poslovnih edukacija Sirom Hrvatske te u BiH i Srbiji.

Business Education & Trainings

We truly believe in this saying therefore our business consulting is always completed by spe-
cially designed trainings and education for your employees. Business consulting is not useful
and doesn't bring any results unless it is correctly implemented in day-to-day work. Depending
on the topic, the education can take place in a conference hall, but it often takes place right in
employees’ workplace, so that they can correctly implement all acquired knowledge.
Interactive, practically oriented education is always followed through with the aim to solve busi-
ness obstacles and improve business results. That's why we carefully put together seminar groups
of similar problems / industries.

Specific education subjects are defined as a direct answer to problems that are trying to be
solved, but can be narrowed down to the following fields:

Sales, Leadership, Project Management, and Marketing

We held over 220 business educations and trainings throughout Croatia, in Bosnia and Herze-
govina and Serbia.

Najtrazeniji seminari u protekloj godini:

Novi procesi u prodaji

Prodavac pocetnik

Osnove salonske prodaje li Il dio

Efikasno rjesavanje reklamacija
Savjetodavna prodaja | i Il dio

Efikasno prodajno pregovaranje
Superprodavac | ill dio

Poslovna prezentacija tvrtke

Marketing u sluzbi prodaje I i Il dio
Superstar il dio

Efikasna terenska prodaja | i ll dio
Pracenje gradevinskih projekata | i Il dio
Efikasno vodenje klju¢nih kupaca
Poslovno planiranje | i Il dio

Sastanak - prilika za unapredenje poslovanja
lilldio

Efikasno vodenje prodajnog tima l i Il dio
Pravila poslovne prezentacije

Neverbalna komunikacija u sluzbi prodaje
Motivacija prodavaca l i Il dio

4 i

Most Requested Seminars in the Previous Year:

New Processes in Sales

Beginner Salesman

Basics of Salon Sales Part 1 and Il

Effective Complaint Solving

Advising Sales Part | and |l

Efficient Sales Negotiations

Super Salesman Part | and Il

Company Business Presentation

Marketing in the Service of Sales Part | and Il
Superstar Part | and Il

Effective Field Sales Part I and Il

Construction Project Monitoring Part | and I
Efficient Key Account Management

Business Planning Part | and Il

The Meeting - a Chance to Improve Business Part
land Il

Effective Sales Team Leadership Part | and Il

Rules of Business Presentation

Non-verbal Communication in the Service of Sales
Salesman Motivation Part | and Il

SONINIVHL® NOILYDONdT / VIDWYINAI T ¢



2. Usluge / Services

Metodologija rada na edukacijama
KONCEPT EDUKACIJA

Svi programi edukacija su iskljucivo kreirani prema prakti¢nim primjerima i prodajnim iskust-
vima stru¢nih predavaca. Prije svake edukacije detaljno se ispitaju potrebe i ocekivanja polazni-
ka edukacija, te se definiraju pojedinacni ciljevi za svakog polaznika u koordinaciji sa njegovim
nadredenim ili s njim osobno

PRAKSA NA EDUKACUI

Svaka edukacija odrzava se interaktivno, polaznici su aktivni i na taj nacin je moguce kvalitet-
no odrzavati paznju tijekom duzeg vremenskog perioda. Motivacija polaznika postize se
uklju¢ivanjem njihovih vlastitih relevantnih iskustava iz svakodnevnog Zivota i rada i ispitivan-
jem potreba i oc¢ekivanja na pocetku i tijekom edukacije. Minimalno 70% programa edukacije
strukturirano je kao iskustveno ucenje koje nastaje kroz grupne rasprave, dijeljenjem iskustava
i spoznaje, te povezivanjem svega upravo dozivljenog i naucenog sa svakodnevnim poslovnim
situacijama.

Pritom su aktivnosti tako kombinirane da sadrzajem pokrivaju sva tri podru¢ja u€enja (znanje,
vjestine i stavovi). Nasi treneri koriste se raznovrsnom i suvremenom metodologijom, interak-
tivno koriste vizualna pomagala, sluze se studijama slucaja, demonstracijama, simulacijama,
snimanjem polaznika i analizom snimljenog materijala, igrama, video zapisima, igranjem uloga,
metodama kriti¢nih incidenata, metodom visestrukog izbora, raspravama kao i raznim drugim
metodologijama u svrhu postizanja sto vece razine aktivnosti polaznika i potpunog ostvarenja
obrazovnih ciljeva.

M e

Our teaching methodology

EDUCATION CONCEPT

All our education programs are created after practical examples and our lecturers’ sales experi-
ences. Prior to each education we tend to examine our attendees’ needs and expectations and

to define individual goals for each attendee in cooperation with his/her superior or him/herself

personally.

PRACTICAL EXPERIENCE IN PROFESSIONAL EDUCATION

All of our educations are interactive. Attendees are active during the educations and this inter-
active approach makes it possible for attendees to maintain focus and attention over longer
periods of time. Attendees’ motivation is achieved by including their personal experiences from
everyday life and work and by examining their needs and expectations at the beginning and
throughout the education. About 70% of the education’s program is structured as experiential
learning that happens through group discussions, sharing experiences and knowledge as well as
through applying all of the experienced and learned in everyday business situations.

Our educations combine activities in the way that their content covers all three fields of study
(knowledge, skills and attitudes). Our trainers use various and contemporary methods; they in-
teractively use audiovisuals, case studies, demonstrations, simulations, taping attendees and
analyzing recorded materials, games, video recordings, role-playing, critical incident techniques,
multiple choice methods, discussions as well as other methods, aiming to achieve the highest
level of attendees’ activity and to realize all of the education’s preset goals.

SONINIVHL® NOILYDONdT / VIDWYINAI T ¢



2. Usluge / Services

Organizacija
poslovnih skupova

Prema Vasim zeljama i potrebama, nas mladi
i stucni tim pruza cjelovitu i visokokvalitetnu
podrsku u pogledu profesionalnog planiranja,
organizacije i realizacije stru¢nih i poslovnih
skupova:

. kongresa

«  konferencija

. simpozija

. seminara

. radionica

. poslovnih sastanaka

- Pruzamo visokoprofesionalnu uslugu
prilikom organizacije i logistike cjelok-
upnog struc¢nog ili poslovnog skupa, od
pocetne ideje do same realizacije

. Pruzamo marketinsku podrsku za pro-
micanje Vaseg stru¢nog skupa potenci-
jalnim sudionicima i za ostvarenje bolje
komunikacije.

. Pruzamo kreativhu podrsku pri raz-
voju i unapredenju agende i programa
stru¢nog ili poslovnog skupa, te tehnic¢ku
podrsku pri izradi profesionalne prezen-
tacije, kao i osmisljavanje radionica za
Vase polaznike

« Konstantno brinemo za Vas budget

«  Stavlamo Vam na raspolaganje sve
nase raspolozive resurse i cijeli nas tim
stru¢njaka, koji brinu i o najmanjem de-
talju kako bi Va$ skup protekao bespri-
jekorno na opce zadovoljstvo Vas i Vasih
sudionika

Stoga organizaciju Vasih struc¢nih i poslovnih
skupova s povjerenjem prepustite u nase
stru¢ne ruke, a mi ¢emo u potpunosti opravda-
ti Vase povjerenje, nadmasiti Vasa ocekivanja
i nastojati da Vas strucni ili poslovni skup os-
tane dugotrajna lijepa uspomena Vasim sudi-
onicima i poslovnim partnerima!

Meeting
Management

According to your wishes and demands, our
young and professional team offers a com-
plete and high-quality assistance in profes-
sional planning, organization and realization
of your meetings:

. Conferences

. Conventions

. Symposia

. Seminars

. Workshops

. Corporate Meetings

«  We provide highly professional service to
our clients during all stages of meeting
organization and logistics, from the ini-
tial concept to the actual realization

. We provide marketing assistance in or-
der to promote your meeting to poten-
tial attendees and for achieving better
communication, including a specially
designed promotional campaign

. We provide creative assistance in de-
veloping and improving your meeting
agenda and program, technical assis-
tance in creating a professional presen-
tation as well as assistance in suggesting
workshops for your attendees

. We take care of your budget and provide
you with all of our available resources
and our team of professionals

«  With regard to our business references
and due to the fact that our company
is the signatory of the Code of Business
Ethics at the Croatian Chamber of Econ-
omy (CEE)

We aim to exceed your expectations and
satisfy your needs and desires, making your
meeting a long-lasting memorable experi-
ence to your attendees, guests and business
partners!
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uge / Services

Organizacija
dogadanja

Na$ strucni tim uvaZzava sve Vase zahtjeve
i suraduje sa Vama kako bismo osmislili
savrieniioriginalni koncept te realizirali event
za pamcenje, bilo da se radi o:

+  promociji novog proizvoda

. otvorenju prodajnog mjesta

«  prodajnoj ili tehnickoj prezentaciji
«  godisnjici tvrtke

«  godisnjem okupljanju kupaca

«  road show-u

«  press konferenciji

. izlozbi

Zasto povjeriti organizaciju
eventa nasem timu?

Nas je cilj kreirati event koji bi zadovoljio Vase
zelje i potrebe te nadmasio ocekivanja Vas
kao organizatora i svih uzvanika, uz poseban
naglasak na poruku Vaseg eventa. Uz stru¢nu
asistenciju naseg iskusnog tima posti¢i cete
sljedece:

«  maksimalnu efikasnost u prenosenju
klju¢ne poruke Vasoj publici uz dobro
osmisljenu  prezentacijsku  strategiju
putem prezentacijskih tehnika

«  pronalazak idealnog mjesta i stvaranje
savrSsene atmosfere koja ce pridonijeti
da Vasa poruka ostavi snazan dojam na
Vase uzvanike i kupce

«  besprijekornu produkciju eventa uz
savréeni plan, najnoviju tehnologiju,
specijalne efekte i tehnicare

o komunikaciju poruke eventa u medi-
jima (PR asistencija, graficka priprema i
print dizajn, website, newsletter)

o usteduVaseg novca, vremena i ljudskih
resursa

+  da pozitivno iznenadite svoje uzvanike i
nadmasite njihova ocekivanja

- da se Vase ulaganje u event visestruko
isplati

Event Management

Our professional team takes into consideration
all of your demands and cooperates with you
in order to develop an original and perfect con-
cept and to create a memorable event, which
can be a:

. Product Launch

. Store Opening

. Sales or Technical Presentation

«  Company Anniversary

«  Annual Gathering of Buyers or Distributors
. Road Show

. Press Conference

. Exhibition

Why Choose Our Team
for Your Event Organization?

Itis our goal to create an event that would sat-
isfy your demands and wishes, exceed both
your and your attendees’ expectations, while
continually highlighting your message. With
the professional assistance of our experienced
team you will achieve the following:

. Maximum efficiency in delivering your
key message to your audience by means
of a well developed presentation strat-
egy

. Find the right environment and create
the perfect atmosphere that will con-
tribute in delivering your message with
the greatest impact

+ A flawless event production with an
excellent plan, latest technology, special
effects and technicians

« Communicate your event message and
interact with the media (PR assistance,
prepress and print design, website,
newsletter)

« Save your money, time and human
resources

e Surprise your attendees and exceed
their expectations

+ Generate a positive return on
investment of your event
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2. Usluge / Services

Incentivi &
Team Building

Zasto organizirati incentive?

Profesionalno organizirano poticajno puto-
vanje (incentive) za Vase najvrijednije zapos-
lenike odli¢no je ako ne i najbolje sredstvo
motivacije usmjereno poboljsanju prodaje i
ispunjenju plana. Za Vase najvjernije klijente
i distributere, poticajno putovanje (incentive)
znaditi ¢e posebno priznanje.

Zasto organizirati team building?

Uspjesan tim zajedni¢kim radom postize
puno bolje rezultate nego $to je moguce
postici individualno. Kroz razne team building
aktivnosti Vasi ¢e zaposlenici razviti osjecaj
pripadnosti timu, poboljsati ¢e komunikaciju,
razviti ¢e bolje meduljudske odnose te ce biti
vise motivirani za rad, $to ¢e se naposlijetku
pozitivno odraziti na Vase poslovanje.

Zasto povjeriti organizaciju incentiva i
team buildinga nasem timu?

Nas ce tim, na temelju Vasih Zelja i potreba te
nasega iskustva i poznavanja destinacije, raz-
viti detaljnu ponudu koja ukljucuje sljedece
usluge:

« idejni  koncept sukladno  Vasim

specificnim potrebama

« detaljan plan puta i prijedlog aktivnosti
«  prijedlogirezervacijahotelskog smjestaja
u provjerenim objektima s mogucnosti

zajednickog posjeta hotelskom objektu
u fazi planiranja

» organizaciju transfera u destinaciji te or-
ganizaciju izleta s mogucnosti posjeta
kulturnim manifestacijama

«  graficku pripremu, tisak i podjelu tiskanih
materijala

. PR asistenciju

«  prijedlog i pripremu poklona za sudi-
onike

Incentives &
Team Building

Why organize an Incentive?

A professionally organized Incentive can be
one of the best motivators for your most dili-
gent and deserving employees in order to im-
prove sales, achieve higher performance and
reach targets. An Incentive will represent a
special acknowledgement for your most valu-
able clients and distributors.

Why organize a Team Building?

A successful team working together achieves
much better results than could be achieved
individually. Through various Team Building
activities your employees will develop a sense
of belonging to the team. They will improve
communication, strengthen relationships and
will be better motivated, all of which will re-
sult in a positive impact on your business.

Why choose our team for your Incentive
and Team Building organization?

Based on your needs and wishes as well as on
our experience and destination knowledge,
our team will develop a detailed proposal
which will include the following services:

« a concept proposal according to your
specific needs

. a detailed travel plan

. hotel proposal and booking, with the
possibility of evaluating the facility to-
gether with the client during the plan-
ning phase

. detailed proposal of all activities

«  transfer and trip organization at destina-
tion

. prepress, print and distribution of print-
ed materials

. PR assistance

. proposal and preparation of gifts for your
attendees

Cvrsto vjerujudi da savrienstvo leZi u najsit-
nijim detaljima, pobrinuti ¢emo se za svaki
Vas korak kako prije putovanja, kroz detaljno
planiranje puta i aktivnosti, tako i za vrijeme
putovanja, kako biste Vi, Vasi zaposlenici, kli-
jenti i distributeri prozivjeli vesele i nezabo-
ravne trenutke na originalnom incentivu ili
team buildingu.

Strongly believing that perfection lies in the
tiniest details, we will take care of every single
step on your Incentive or Team Building, both
before your journey, through a detailed travel
and activity plan, and during your journey, in
order to deliver joyful and memorable mo-
ments to you and to your employees, clients
and distributors.
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2. Usluge / Services

Tajno kupovanje

Mystery Shopping ili tajno kupovanje je poslovni
alat kojim se tvrtke sluze kako bi mjerile i kontro-
lirale kvalitetu usluge ili jednostavno prikupile
konkretne informacije vezane uz proizvode ili
usluge.

Mystery Shopping provodi Mystery Shopper
odnosno obuceni tajni kupac, koji se pretvara da
je“obican” kupac te prema unaprijed definiranim
parametrima objektivno mjeri kvalitetu usluge i
odnos prodajnog osoblja prema kupcima. Nakon
provedenog Mystery Shoppinga, tajni kupac
podnosi izvjesce i daje povratne informacije o
svom iskustvu.

Kroz Mystery Shopping tvrtke imaju priliku
doznati kako kupci dozivljavaju iskustvo kupnje
njihovog proizvoda ili koristenja njihovih usluga,
odnosno upoznati se sa stvarnim stanjem na
terenu. Tvrtke se takoder mogu posluziti alatom
Mystery Shoppinga kako bi provjerile konkuren-
ciju na trzistu.

Mystery Shopping

Mystery Shopping is a business tool used by com-
panies in order to measure and control the quality
of service or just to collect specific information
related to products or services.

Mystery Shopping is conducted by a mystery
shopper, who pretends to be an,ordinary”
customer. According to preset parameters, the
mystery shopper measures objectively the quality
of service and the attitude of sales personnel
towards customers. The mystery shopper then
files a report and gives feedback about his/her
experience.

Mystery Shopping is an excellent opportunity for
companies to find out the customer’s experience
when buying their products or using their ser-
vices. Companies also use the Mystery Shopping
tool to check out their competition on the market.

Kada se provodi
Mystery Shopping?

Mystery Shopping je alat za kojim je potreb-
no posegnuti kada se zeli:

« doznati na koji nac¢in kupci dozivljavaju
kupnju proizvoda ili koriStenje usluge,
odnosno kakvo je njihovo cjelokupno
iskustvo s tvrtkom

. ispitati situaciju na terenu

. unaprijediti kvalitetu usluge

. unaprijediti prodaju i povecati profit

. motivirati djelatnike i procijeniti njihovo
zadovoljstvo

- ocijeniti da li djelatnici poStuju standarde
tvrtke

. ocijeniti zadovoljstvo kupaca

. provijeriti kvalitetu usluge konkurencije

Tko se koristi Mystery
Shoppingom?

Kao poznat i ucinkovit poslovni alat, Mystery
Shopping se koristi u gotovo svim gospodarskim
granama:

maloprodaji (trgovacki lanci te prodava-
onice prehrambenih artikala, odjece, obuce,
sportske opreme, tehnike kao i bezinske
postaje, ljekarne, zlatarnice, i dr.)

ugostiteljstvu (fast food restorani, slow food
restorani, restorani u fransizi,...)

. hotelijerstvu (hoteli, kampovi, apartmani,...)

- financijskim institucijama (banke, Stedionice,
osiguravajuca drustva,...)

« automobilskoj industriji (auto saloni i servisi

automobila, rent-a-car,...)

. ostalim usluznim tvrtkama (kina, zra¢ne
luke, avio kompanije, kurirske sluzbe, well-
ness centri, call centri, telekomi, ...)

When to Use
Mystery Shopping?

Mystery Shopping is a tool which should be
used when a company wishes to:

Find out their customers’ experience
when buying products or using services

Check out the situation on the field
Improve the quality of service
Improve sales and increase profits

Motivate employees and measure their
satisfaction

Evaluate if employees respect the com-
pany’s standards

Measure customer satisfaction

Check out the competition

Who uses
Mystery Shopping?

Being a well-known and useful business tool,
Mystery Shopping is used in almost all indus-
tries:

Retail (supermarkets, grocery stores and
other stores: clothing, shoes, sport gear,
hardware as well as gas stations, drug-
stores, pharmacies, jewelry shops, ...)

Food & beverage (fast food and fine din-
ing, franchised restaurants, ...)
Accommodation (hotels, camps, apart-
ments, ...)

Financial institutions (banks, insurance
companies, ...)

Car industry (car salons, car repair and
maintenance shops, car rentals, ...)

Other service companies (movie theatres,

airports, airlines, courier services, wellness
centers, call centers, telecoms, ...)
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Jeste li znali?

kada lokacija, cijena i asortiman
proizvoda viSe nisu jedinstveni,
upravo je usluga klju¢ uspjeha ili
neuspjeha

10 x je skuplje pridobiti novog
kupca nego zadrzati postojeceg
jedan ¢e nezadovoljni kupac svoje
nezadovoljstvo podijeliti s jos naj-
manje 5 drugih ljudi

vecina nezadovoljnih kupaca nece
se zaliti, ve¢ se nece vise vratiti

Izvor: MSPA Europe — Mystery Shopping Providers
Association Europe

Did You Know?

«  When location, pricing and prod-
uct assortment are no longer
unique, service is often the key to
success or failure

It costs 10x more to attract a new
customer than to keep an existing
one

«  One unhappy customer will share
his/her negative experience with
at least 5 more people

+  Most of the unhappy customers
will not complain, they will just
never come back

Source: MSPA Europe - Mystery Shopping Provid-
ers Association Europe

Metode Mystery
Shoppinga

Metode provodenja Mystery Shoppinga

najvise ovise o zadanom cilju i uklju¢uju:

«  Mystery Shopping - radi se o osobnim
posjetama tajnih kupaca maloprodajnim
trgovinama, financijskim institucijama,
hotelskim objektima, ugostiteljskim ob-
jektima, fransizantima, i dr.

«  Telephone Mystery Shopping (tajno
kupovanje putem telefona) - radi se
o telefonskim pozivima tajnih kupaca
upucenim call centrima ili sluzbama za
korisnike.

+  Online Mystery Shopping (tajno kupo-
vanje putem Interneta) - tajni kupac
ocjenjuje svoje iskustvo pri kupnji proiz-
voda (web shop) ili rezervaciji karata
putem Interneta.

. Mystery E-mail (tajni e-mail) - ovom met-
odom se moze provijeriti koliko je poje-
dina tvrtka azurna kod odgovaranja na
e-mailove te da li je sadrzaj dostavljenog
odgovora u potpunosti zadovoljavajudi.

« Benchmarking Mystery Shopping -
podrazumijeva mjerenje kvalitete usluge
konkurenata, te ispitivanje njihove po-
nude i cijena.

. Purchase & Return Mystery Shopping
(kupljeno i vraceno) - tajni kupac vraca
kupljeni proizvod te pritom ocjenjuje br-
zinu i kvalitetu rjeSavanja reklamacije.

. B2B Mystery Shopping (Business to Busi-
ness tajno kupovanje) - iako je Mystery
Shopping poslovni alat tradicionalno
okrenut krajnjem kupcu, koristi se i u B2B
sektoru u svrhu objektivnog mjerenja ra-
zine usluge, jer je dobar poslovni odnos
Cesto vazniji od cijene. U ovom se slucaju
tajni kupci predstavljaju kao tvrtke koje
Zele kupiti proizvode ili koristiti usluge
tvrtke narucitelja Mystery Shoppinga.

Mystery Shopping
Methods

Mystery shopping methods depend mostly

on the final goal and include the following:

. Mystery Shopping — mystery shoppers’
personal visits to retail stores, financial
institutions, hotels, restaurants, fran-
chises, etc.

Telephone Mystery Shopping — mystery
shoppers’telephone calls to call centers
or customer service centers.

«  Online Mystery Shopping - the mystery
shopper evaluates his/her experience
when purchasing products through web
shops or booking tickets online.

Mystery E-mail - this method helps to
measure the time a company takes to re-
ply to e-mails as well as to evaluate if the
content of e-mails is acceptable.
Benchmarking Mystery Shopping -
evaluates the quality of service of the
competition as well as their offer and
prices.

Purchase & Return Mystery Shop-

ping - the mystery shopper returns a
purchased product and evaluates how
quickly and efficiently the complaint
was solved.

B2B Mystery Shopping (Business to
Business) — even though mystery shop-
ping is a tool primarily oriented towards
end customers, it is frequently used in
the B2B industry in order to objectively
measure the quality of service. In fact, a
good business relationship is often more
important than the price itself. In this
case, mystery shoppers act as compa-
nies willing to purchase products or use
services of the company that ordered
Mystery Shopping.
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Rezultati Mystery
Shoppinga

Finalni rezultati dobiveni primjenom Mystery
Shoppinga omogucuju tvrtkama:

. prepoznavanje segmenata u kojima je
zaposlenicima potrebna dodatna edu-
kacija

. dodatno motiviranje zaposlenika

. povecanje zadovoljstva svojih kupaca

«  unaprijedenje poslovanja i prodaje, $to u
konacnici vodi do rasta profita

Mystery Shopping pruza idealan alat za kon-
trolu uc¢inka edukacije, u¢inkovitosti pruzanja
usluge, kao i efekata promotivnih akcija.

PUPPIS poslovno savjetovanje pruza uslugu
Mystery Shoppinga koja se temelji na direkt-
nim posljedicama prijasnjih koraka: savjeto-
vanja i edukacije, ¢ime se to¢no valoriziraju

i ocjenjuju napori ucinjeni u proteklom
razdoblju, jer je svaka poduzeta aktivnost
ucinkovita samo onoliko koliko je dobar
krajnji rezultat!

Rezultati Mystery
Shoppinga

The Mystery Shopping final results help com-
panies to:

Recognize all the areas in which employ-
ees need further education and train-
ings

«  Motivate employees

. Increase customer satisfaction

Improve their business activity and over-
all sales, which directly lead to increase
in profits

Mystery Shopping represents an ideal tool
for the control of education and training
efficiency, effectiveness in providing services,
as well as effects of promotional activities.

PUPPIS Business Consulting provides a
thorough Mystery Shopping service, which
is based on a direct outcome of previously
undertaken steps: consulting and education.
In this way, all previous efforts are evaluated
and estimated, as each undertaken activity is
effective only as good as its final results are!

3. Reference

References

Referentna lista klijenata: / Clients reference list:

Ambienta-dizajn d.o.o.

Arkada-trgovine d.o.o.
Art deco d.o.o.

Art deco design d.o.o.

Bramac d.o.o.

Crovex d.o.o.

Damico d.o.o.

Denia d.o.o.
Elektrometal d.o.o.
Exco d.o.o.

Formator d.o.o.
Geberit prodaja d.o.o.
Gratis d.o.o.

HAIN Istra d.o.o.

Holcim Hrvatska d.o.o.

Istraplin
ITV-Murexin d.o.o.
Jadran-impex d.o.o.
Jadran motor d.o.o.
Jadran OIE

Jasmin maziva d.o.o.

Zagreb
Rijeka
BiH/Banja Luka
Srbija/

Novi Beograd
Zagreb
Kastav
Rijeka
Umag

Porec

Sisak
Kukuljanovo
Zagreb
Tinjan

Buje
Koromacno
Porec

Rasa

Kastav
Rijeka
Rijeka
Rijeka

Keramika Modus d.o.o.
Kodri¢-silex d.o.o.
Kopin d.o.o.
Libor d.o.o.
Locatel d.o.o.
LUK d.o.o.

Opeka d.o.o.

PIK d.d.
AGROLIBURNIA
RAl d.o.0

Razbor d.o.o.
Rigips Hrvatska
Riviera dekor d.o.o.
Rudan d.o.o.
RVRM d.o.o.
Schiedel d.o.o.
Schiedel d.o.o.
Schiedel d.o.o.
Spina d.o.o.
Spina XXL d.o.o.
Vea Histria d.o.o.

Web Studio d.o.o.

Vojni¢
Zagreb
Rijeka
Rijeka
Zagreb
BiH/Sarajevo
Osijek
Rijeka
Matulji
Rijeka
Zagreb
Zagreb
Matulji
Zminj
Matulji
Golubovec
BiH/Ilijas
Srbija/Beograd
Porec
Dugopolje
Rijeka
Rijeka
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PUPPIS

Poslovni seminari / Business Trainings






