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Qantas research: 
i l di Shsocial media -Shona

50% 37% 
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Customers are becoming more vocal about experiences
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18% increase in followers in 2 days!18% increase in followers in 2 days!
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It’s more important than ever before to 
listen to our customerslisten to our customers

N Z l d d 19 h k liNew Zealanders spend over 19 hours a week online

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



Everybody is doing itEverybody is doing it

Social Network Use by Age Group: 2005-2011

Pew Internet 
Survey: 2011

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

Customer issues by channel

Source: TSIA Benchmark and TSIASource: TSIA Benchmark and TSIA 
Social Media Survey data, Technology 

Services Industry Association 2010
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New channels don’t always replace old onesNew channels don t always replace old ones
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.. are we just compensating for failures in 
other channels?other channels?
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Back to basics: Customer EffortBack to basics: Customer Effort

The use of physical
Effort
The use of physical 
or mental energy to 
do somethingdo something

… and emotional.. and emotional!
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Of customers have taken 
action as a result of a bad 
service experience

95%
service experience
Harris Interactive
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L k t th b i f th t id iLook at the business from the outside in
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Have a channel strategy

Video removedVideo removed



Start with customer accessStart with customer access

13 LEGACY

1300 NOT USED 1800 CALL US

1300 CALL US 1300 TRY THIS ONE13 CALL ME

1800 USE ME 13 LEGACY

1 for support 2 for sales 3 for service
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Customer Effort: accessCustomer Effort: access

25% of contacts are routed to the wrong person in25% of contacts are routed to the wrong person in 
a typical medium to large organisation

12%Customers who speak to more than one agent
Less satisfied

p g

120 Average time wasted in a misdirected call120
Seconds

Average time wasted in a misdirected call
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Customer-centric model
“ d b d” “ kill b d” ti“needs-based” vs “skills-based” routing

Identify caller intent

Single access point

Identify caller Insights

R i iN i

Identify caller

H l i h i i

Customer 

focused 

Insights 

drive 

improvement
Reviewing 

needs
New service 

needs
Help with existing 

account
metrics

p

Best available based on

Organisational model

Best available based on 
profile, skills and 
customer need
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Perspective is important
“outside in” view of government enquiriesoutside in view of government enquiries

yeah I’m moving house I need to change my address

a change of address and a change of incomea change of address and a change of income

a letter about income has changed which is not true

a correction of a name that you have incorrectly typed please

an employer monthly schedule that I have filed and i've got a letter to 
say that I haven't filed it

can you help me understand my letter that i've received from yous

t f th t i filli t i d h la current form that i am filling out i need help on
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A multichannel experience designed with the customer in mindA multichannel experience designed with the customer in mind

Digital Kiosk Video


