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eNada - Beavering away at CX
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Why are we having this
L. _conversation?
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Customer Experience going backwards for many
Which? survey, ICS annual report, Forrester all neutral or suggesting CX in decline
Companies keep scoring “own goals” (United, BA, Ryanair)

Attrition levels are still high

25% in UK contact Centres compared to 15% in other industries.
37% occurs in first six months
Lack of career pathways & more interesting and broad responsibilities

Engagement rates are flat & landscape is shifting

Definition of an “employee” is being redefined, especially with Al more prominent
Decline in organizational trust & employee recognition
Lack of opportunities for agents to input feedback and affect change

Technology not keeping pace
43% say not fit for current needs, 79% believe it won’t serve future needs

More than 30% cite disconnected and complex agent desktops as a key obstacle.

Agents waste more than 25% of their time searching for relevant data across
systems.



Which Survey 2017
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What do customers want?

Immediate and personalizec

Recognition of who they ¢
how quickly and smoothly i

Consistency of Contact
Easily accessible se
Helpful, knowledsg

Which Survey 2017
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5 Keys to Success
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Fail Fast, Often and with Class - Since 1802
Let’s Help Make Things Better

Adyvisors should track
& document issues that
make life unnecessarily
difficult for customers
that embarrasses them
and they can’t explain

They must be actively
involved in developing
the solution and
updating the customer

Track the results
and reward the
best “worst
failure”

Measure all input
to evaluate the
impact on CX &
other key customer
metrics

Joyfully share the
news around the
company

This weeks biggest failure!




Natural responses such as “please” & “thank you” are vastly
more effective in building empathy, consistency and
understanding into the interactions

Engaged & trusted employees naturally want to help & find it
easy to draw on their reserves of empathy & understanding

Employees achieve greater success and satisfaction in work
and life, and are typically less likely to leave and more
inclined to establish a career for the longer term

Advisors will act more authentically, be more confident &
establish a strong emotional connection with customers
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\nd Don't Forget to Listen to
Your People !
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WHoO re you going to call?

Chief Customer Rescue Officer

~ CERTIFIED
CUSTOMER
EXPERIENCE
PROFESSIONAL
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mailto:Gerry-brown@customerlifeguard.com
http://www.customerlifeguard.com/

