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Understand what, when and how Proactive Customer Service is applied

HOW

WHAT WHEN |
matters most it matters you fulfi
this
¥

I I |
Customer Priorities Customer Transformation Customer Activation
CX Typology Maturity Audit Customer Journey Mapping Change Programme
Customer Personas Customer Experience Standards Continuous Improvement Model
Customer Driver Insight MILO Assessment CX Superheroes
VoC & VoE feedback Signature Experiences Customer Value Model
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Who is driving the discussion?

Is a proactive customer service right
for your CX target operating model?

Do you have a ‘on the front foot’
culture?
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Sorry about the
problem you
previously
encountered

Reactive

-

There is a delay,
here’s how we
are handling it

We’ve changed
for your future
benefit

We need to
switch your
water off

Active

Proactive Pre-emptive
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“Heroic Recovery”

SIMPLY
FOOD
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A study by Harvard Business Review found that customers who have a complaint
handled in less than 5 minutes go on to spend more on future purchases

: Source: hbr.org How Customer Service Can Turn Angry Customers into Loyal Ones
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Before

Customer will leave if they no longer recognise the value they receive
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Cultural shift

Spot the leaky loo

Have you seen one of these?

Trickling Rippling Flowing

200 litres/day 600 litres/day 8,000 litres/day
£161.33/year £483.99/year £6,453.20/year

654,000 delayed manual reads per annum

To 5,729,040,000 real time data feeds
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DIY Proactive Customer Service

\
N
(@ Sound & Light Alarm
|
)) 80dB

@ Water Detected - §

Only iOS
[ X N N N X |
Smart Reminder

- N =

|

\/ ‘\
o —_—
4

WO:A

Thursday, 21 March

® Alert Sent to Phone

(Push message & Vibration & 9 Voice for choice)

Android can't push notifications and ringing, and
wifi alarms will be work only in its app interface.

Note: if you want to hear smartphone
alarm voice, please don't set phone
mute.

@ Dry the Sensor Probe and
the Alarm Stops.
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Unless your CX model is ready, proactive customer service will
be misunderstood by customers

Societal &

Focus:.Bfanded continupus improvement

Relationship

Make it be¢tter
(transformerss
Focus: CX enterprise standardisation

Service

Make it work
(preservers)

Transactional

Focus of Investment in customer

Rocus: Operational Efficiency

Recovery

[
L

Risk Contract Target Asset Purpose

Importance of customer to organisation
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Proactive service @S been around for some time
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12 likes

momentum_cx | loved London-where for a lot of
people it's a complicate to adjust your brain to walk
through the streets or handle-that if you are
pedestrian and look towards the ground when you
are going to cross the street you are indicated for
where you must look-look right / look left-and
avoid an accident. An easy and simple solution to
give a better experience to the citizen. Bravo! e e ¢
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Data, systems, culture all need to be ready, which can take time

Intelligence
as an asset

Dataasa
commodity

1. Where we are now

2. What'’s needed to progress
Automate

data

EFFICIENCY

Virtualise
data (cloud
enterprise)

aq 03 wib am aIaym ‘v

Consolidate
data

Standardise

data
3. What is holding us back

Reactive Active Proactive
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What is the
benefit of
proactive
customer

service to the
customer?

Photo by Lisa Fotios from Pexels

Informed

More control over choice
Respectful relationship

Change plans accordingly

Create a new opportunity
Manage cascading impact
Consider emotional response
Increase confidence in contact
Increase confidence in experience
Increase confidence in brand
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What is the * Reduce to cost to serve

» Demonstrate empathy

benEflt Of * Mitigating consequential compliance risk
proa ct“le * Mitigating consequential reputation risk

* |Increase satisfaction

CUStOmer e Collect more data
Se rvice to the * Increase CX touch point engagement

* Deliver personalised message

com pa ny? e Optimise technology as channel of choice

Photo by Startup Stock Photos from Pexels
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Proactive level
3
“Optimise me”

/N EMERGENCY ALERTS

Emergency Alert

BALLISTIC MISSILE THREAT INBOUND TO Proactive level

HAWAII. SEEK IMMEDIATE SHELTER. THIS

IS NOT A DRILL. 2
“Adapt me”

Settings

Proactive level
1
“Inform me”
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https://www.youtube.com/watch?v=ow TVA4LIGcs
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https://www.youtube.com/watch?v=ow_TV4LIGcs

Proactive level
3
“Optimise me”

CAR SHARE

Proactive level
2
“Adjust me”

Your flight departs 10 MINUTES
— LATER.

| ¢ ’vr' ] firy

" Proactive level
f “Inform me”

https://www.youtube.com/watch?v=ow TVA4LIGcs
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https://www.youtube.com/watch?v=ow_TV4LIGcs

Proactive level
3
“Optimise me”

UPDATE - Proactive level
A 5
“Adapt me”

Proactive level
1
“Inform me”

https://www.youtube.com/watch?v=ow TVA4LIGcs
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Where to win with proactive customer service
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Proactive Pre-emptive

(o s

ANV

Emergency Alert
BALLISTIC MISSILE THREAT INBOUND TO
HAWAII. SEEK IMMEDIATE SHELTER. THIS
IS NOT A DRILL
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