Bonus tip - All channels are important!
- e ———————
Q: When you seek advice, how do you get assistance?
What did you use two years ago?

Phone call

Email

Automated touchtone

Web self-service

H Today
Automated speech recognition

B Two years ago
Web chat
In a physical store

SMS

Social media

0% 10% 20% 30% 40% 50% 60% 70% 80%
Percentage of respondents N = 4086
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Tip 1. Companies Need to Be Proactive
— e ————————————————————————————

Our large-scale research shows that customer service
success and high satisfaction leads to a significant
increase in repurchase rates.

It's time for companies to recognize that connection
with revenues and become more proactive in their
customer service efforts, leveraging the multiple
channels that consumers use for engagement.

Bruce Temkin, Managing Partner,
Temkin Group
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And you should get proactive through the Lifecycle
— e ———————————————————————————

Proactive Marketing
Message Opt-in » Cross-Sell/Up-Sell
Preference Management *

Loyalty/Rewards
& Risk Management Proactive Welcome Call - How to?
: - Customer information- Account
Pre-Collections Reminder : e
: Experience Activation

Cure Complaint Handling-
Fraud Monitoring * Risk y Appointment/Delivery
Management reminders « Customer

Satisfaction Surveys

Proactive Payments
Payment Reminders * Self-Service
Payments
- Expedited Payments * Prepay

_____Replenishment —
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TIP 2. Use Multi-Channel Strategies — but not in silos
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Give customers a choice — blend channels on a customer interaction

“Your account balance is
£795.62. To speak with a )
representative, press 1...”

“Press 1 to hear your
balance due now...”

ooooooooooo

Free msg: Balance
due: £795.62 To pay,
send reply code “PAY”
or call

0800-123-1234

Your e-payment of
£795.62 has been
credited to your
account. Thanks!

“Press 2 to receive a
text message...”

[ TOR ] QYITO@Qmd com
WCC--- (
Subject:  Telecom Wireless e-bill Center

“Press 3 to receive
an e-bill balance-
due alert...”

Online Billing Alert ]
Account Number: Enter Online ID to

KHAAAA KK DS view and pay bill:
Amount due: £795.62
View and pay bill

-----------------------
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Tip 3 Map the customer journey to provide appropriate Human touch

—

Right Channel
Right Person

Right Time
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In-house Web chat — the missed opportunity
Research cost

We shopped at 500
major online
retailers websites...
we went on a
shopping spree




We abandoned the
cart on the last step
of the purchase as a
registered user



What we
Discovered...

99.6% (498 of 500

stores) did NOT offer a
proactive chat after an item
over $200 was removed from
the cart of a registered user



What we
Discovered...

only 7 .19%0 (36 of 500 stores)

followed up with an emaill recognizing
that an item over $200 was not
purchased after it was removed from
the cart of a registered user



Tip 4 Close the Loop on Customer Surveys
= e ————————————————————————————
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Closed Loop Surveys Enable Follow Up

— _-—_#

Segment consumers for personalized outreach
to promoters and detractors

Promoters Detractors

» Further engage your
most satisfied and loyal
customers

» Capture opt-ins for
special programs and

» Agent call back using the
integrated Genesys dialer

* Immediate follow up to
answer questions and
resolve issues

promotions * Benefits:
« Example Programs: o Convert detractors

o Upgrades to more into promoters
expensive o Improve overall NPS
products/services scores

o Trial of new offerings o Positively impact

o Tell-a-Friend loyalty
campaigns o Reduce churn

o “Premier Club” o Reduce negative
invitations inbound inquiries
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Cross-Channel Customer Care Survey
- Engag e ——————
T =
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receives Net

‘ Survey Question 1 Promoter
Survey (NPS)

“gp
via SMS/Text
Survey Question 2 4 Note:.Triggerflor\w
_ Agent intervention
“1” can be from a single
response or
1 indicating calculated based on
The Detractors are dissatisfaction a series of
sent to the Hosted W [ESPONSES 4

Dialer for an
Customer Care Rep

tgcall the custorger. .
b Customer receives phone
- ;ﬁ' 5 ))) call from Customer Care
Representative to discuss

Sg=nt potential issue.
Portal Note: Free Form Text from

Customer could be sent to

Agent Text Portal for Agent
Text Chat
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