Enhancing Customer
Experience in a Global
Community

Stephen Lewis, Exec GM Consulting
Salmat




] LT 13,000+ nours
READS ON US|

. NEW  Seribd o MUBIS
g i 11 ON
CRPREN opar _—~
T XL XX, i =
TIL L
b ﬂﬁ‘ 1. "‘1“ | f‘rﬂ%m‘f
NEW
20000+ © twitter
ACCOUNTS
POSTS ON
tumblr.

13,000+

iPhone

gppucmnug
OWNLOADE

QUESTIONS ~ Answerscom X

o :
asss 600+ SECONDS. /A
fibe  VIDEOS g Ty
25+ DOWNLOADS
TOTAl RECISTERED o
DURATION % 695,000+ @
A& M_ 168 MILLON 694 445 1,700+ sﬁﬂhﬂﬂk.r A0S 125+

'g' 3 MAILS SEARCH IS0 Rl PLUGI

SN N 1 SU[H- f AHE SENT  QUERIES Lol DOWNLOAL

Go g_le




_

DIDYOU #
KNOW 2.

? ?

it Ol ot
**:****** ,
R 1 000 000 B 115 0 _

* AMERICANS ON FACEBOOK AHEﬁIBAHS HM\‘E PASSPORT

*x X 50% 37% I

v:




Customers are becoming more vocal about experiences

Love Hate
n British Airways = n Qantas = —
a Virginatlantic | EN— n Lufthansa .51 E—
MILLION n Cathay o n Ait France 5 E—
n Singapore Airlines T n Kim i R
B Cathaypacific = B Air Berlin || E—
W Qantas
Singapore Airlines
Il Virginatlantic
Il Cathaypacific
2 I Malaysian Airlines
. < :
£
8
—
o
MILLION g
=
[ -
e — —O— i
o —( —O O
May 11 Jun 11 Jul 11 Aug 11 Sep 11 Oct 11 =
. - &~
@ Amplicate A TR
B 1 ey
€9 soonsored By salmat VOIGE LEADERSHIP FORUM



Coembimed 18%0 INCrease in followers in 2 days!

Spirit of Australia

A

Qantas Airways (@QantasAirways) K Like

Bio: The official Qantas Twitter page to share information & get feedback. For customer
service issues follow @QFcustomercare.We're online from 9am-5pm AEST Moné m
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It’s more important than ever before to
listen to our customers

New Zealanders spend over 19 hours a week online

Social networking ranks as the leading online activity in
New Zealand, accounting for 1 of every 5 minutes spent
online




Everybody is doing it

Social Network Use by Age Group: 2005-2011
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A multi-channel approach to service is key

Customer issues by channel
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New channels don’t always replace old ones

Number of individual interactions with a bank (billions/year)
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.. are we just compensating for failures in

other channels?

have been waiting in your corporate queue for 25 minutes...
Will you answer the call before my 3pm meeting.

1 hour is enough of my time. Please have someone call me
when "all calls have progressed in the queue”

| want to get global roaming enabled on my corporate
mobile. | can dm you number. Cheers

Thanks Holly - Done cheers.

can i please get a status update on yesterday's request
regarding international roaming. Need it sorted by the w/e pls.
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Back to basics: Customer Effort

Effort (éf art)

The use of physical
or mental energy to
do something

.. and emotional!
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service experience

Harris Interactive




...Look at the business from the outside In

aLesal

QA




Have a channel strategy

Video removed




Start with customer access
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1300 NOT USED CLICK TO CALL ~d Chat 1800 CALL US
1800 USE ME 13 LEGACY

13 CALL ME 1300 CALL US 1300 TRY THIS ONE
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Customer Effort: access

2 O/ of contacts are routed to the wrong person in
5 O a typical medium to large organisation

0
Customers who speak to more than one agent 12 /0
Less satisfied

120 Average time wasted in a misdirected call
Seconds
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Customer-centric model
“needs-based” vs “skills-based” routing

Identify caller intent

Customer dri
rive
focused “ “ :
; . . S Improvement
- Help with existing New service Reviewing
metrics
account needs needs
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Perspective is important

“outside In” view of government enquiries

A1 ?/eah I’'m moving house | need to change my address

aL:hange of address and a change of income
a letter about income has changed which is not true

11 correction of a name that you have incorrectly typed please

monthly schedule that | have filed and i've got a letter to
that | haven't filed it

can you help me understand my letter that i've received from yous
a current form that i am filling out i need help on
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A multichannel experience designed with the customer in mind

Digital Kiosk Video



