World class customer service

As an historian of this industry | challenge the whole idea of world class
customer service:

- are you passionate enough !

- can you sustain that passion for generations ?

- can you afford it ?

What is world class ?
As a petrol head and for many others, we might jump to Rolls-Royce

Motor Cars
1904-1908-191 | - world beating engineering, the salesman and the
hyphen

- whatever is rightly done - detall - tiniest detail -gap between VC and
dead

- by means of visits to our clients premises

Who tried to be world class and what happened.. ..

- Fedex 1993

- BA 1998

- US trip, alignment, stratmodel

It the answer Is word class, what's a better question - Alignment

What is world class today
[A - To the winner the spolls, all the spoils and nothing but the spolls
etivao” Amazon - simplicity - out and out passion, sustained for 25 years -
osudd Uk id - gfforded on the share price |



World class customer service

I THINR THET'RE
PART OF THE

PREMIumM SERVICE
TEAM

Peter Massey

Managing Director, Budd

[A] www.budd.uk.com
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http://www.budd.uk.com

Bringing together the machine driven, the online and the contact centre worlds for the customer
Amazon's growth model
The Best Service Is No Service

BILL PRICE & DAVID JAFFE

THE BEST
SERVICEIS P e
NO SERVICE o —

HOW TO LIBERATE YOUR CUSTOMERS -4 £) 54k
FROM CUSTOMER SERVICE, «
KEEP THEM HAPPY & CONTROL COSTS
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We've helped many businesses in the UK
& many more around the world
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Our sustaining passion at work:

How do we
stop doing

1O our
customers ang
our people?

[A]
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Personal passions
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Personal passmns
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World class

VWhat 1s world class

4 h
[t's not easy

N Y

4 h
Today

N Y

[A)
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VWhat does
history tell

us about
world

champions
?
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https://en.wikipedia.org/wiki/The_Turk
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The best in the world




In an ola

car you can
drive up to
anyone's

front door
and theyl
be pleased
to see you
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How long does It take to become
world class!

[A]
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The salesman, the engineer and the hyphen

The human *fence” instantly formed round the wreckage, at Bournemouth, of the machine of the late Hoa. C. S. Rolls,
[ a ] to keep back the public from interfering with the doctors and others who were dealing with the accident,

Activeo U
©Budd UK Ltd. |3 |



The salesman, the engineer and the hyphen

86 Cuarrer VIIL—ELECTRIC LIGHTING, S"""'ll.\'«,'
; AND IGNITION SYSTEMS,

sert .m page g
PERG o= (l’ ]aptﬂg

| instrumen’

/ { DISTRIBUTION BOX AND OUTPUT REGULATOR WITH COVERS REMovep. master sW

J When the dynamo slows down, and its voltage falls below that The

: ‘ of the battery, the current reverses through the series coil, anq th follows —
Z

effect of the

shunt winding becomes neutralised, which resylte g:
2 the contacts falling apart. Il S :
§ The automatic cut-out is carefully adjusted by Rolls-Royce 114 [l H,
Pones in the first instance, and should only be touched inexceptional ! P
Fuses circumstances.
e ¥ of The fuses in the distribution box, with the exception of the battery No?m:
e emergency fuse, V, and dynamo field fuse, T, which is of the ing to
A cartridge type, are all of a single strand of No. 30 S.W.G. copper switch
wire. Spare wire of this gauge is provided on a reel, U, in the Nc
activeo e inside of the box cover.
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Whatever is rightly done, however humble, is noble

Quidvis recte factum
quamvis humile praeclarum

A
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TO ROLLS-ROYCE LIMITED
/%;Y 14-15 CONDUIT STREET - LONDON - W1

* ORDER

PLEASE SUPPLY ME ON THE TERMS SET OUT ON BACK OF
THIS ORDER SO FAR AS APPLICABLE WITH THE FOLLOWING

ONE #3/30 byp. i Cylinder ROLLS-ROYCE Chassis:

Tyres \yu'{ ﬁla‘é— ,%J W

Special Details
Price

CARRIAGE BODY:

Coachbuilder 7. /é A
e s S

Seating Accommodation 7{” .7 M

Colour of Body

Upbolstery ﬁ
Wheels P
Special Details

; v
Price :

ACCESSORIES AND EXTRAS:

tutn sy f Ltir £ o g iRl

Twd__ £ /709

el

M « L Ponds,  umtashillings, o
Probable Date of Delivery M l‘q M ”3 /
In accordance with the terms overleaf, a deposit of 107, (ten per cent.) of the above sum, being £

berewith, and the balance on receipt of motice as therein provided:
e sgoad . Moy T
G, Lamayor
Date /7"‘ W . ,ry}7 % r

HANDBOOK
OF THE
25-30 H.p.

WITH INSTRU
i UCTIONS FoR
\ & 1\8 INNIN G
AN MAIN ‘«ENANC‘?‘\LNN\N(,

NUMBER xvyy

esi
Y 3

dences....

1y




ceées....

THE
ROLLS-ROYCE SYSTEM OFf
PERIODIC INSPECTION,

Our interest in the Rolls-Royce Cars doeg
not end at the moment when the owner
pays for, and takes delivery of, the car.
Our interest in the car never wanes. Our
ambition is that every purchaser of a Rolls-
Royce Car shall continue to be more than
satisfied.

TO ROLLS-ROYCE
/%""/ 14-15 CONDUIT STREET |

o . N
PLEASE SUPPLY ME ON THE TERMS SET OUT ON BACK
THIS ORDER SO FAR AS APPLICABLE WITH THE FOLLOW

ONE 250 bp. A= Cylinier ROLLS

Tyres #a-( ﬁmé’ ,& Attouure

Special Details
Price

CARRIAGE BODY:

: Coachbuilder . /éd
R~

Seating Accommodation /Lr L - M

With this end in view, there are on the
staff of Rolls-Royce Ltd. experts whose
sole duty it is to call, by appointment, on
the owners or drivers of Rolls-Royce Cars,
with a view to ascertaining whether they
are satisfied with their cars.

These calls can be made at the owner's

residence, not only in Great Britain, but also
in certain countries abroad.

Colour of Body

Upbolstery ﬁ
Wheels
- Special Details s

Price 2

ACCESSORIES AND EXTRAS:

tie iy f L £ R

%@%«%mw

A consultation between the owner or
driver, or both, and one of these inspectors
is invariably of benefit to users of Rolls-
Royce Cars, and these visits have been

highly appreciated in the past by both
owners and drivers,

Total

el

mjbqu ,z;! ‘:z M “;'3 /7

In accordance with the terms overleaf, a deposit of 107, (ten per cent.) of the above sum, being
. berewith, and the balance on receipt of notice as therein provided:

AUl

-’ .S:;guvr,e 4?14/ a,
Adlvm‘ //f P A

| Date IY"‘ Q/n/ ,'937 1




World class experiences

THE VICTORIA CROSS AND GEORGE CROSS ASSOCIATION

0
4™ August 2001

I\ : N/ /
Youl N Gt Vi /
J_j " / l
A note to thank you so very much for the wonderful way in which you coped wath all the
happenings connected with this Association on 197 July You helped, significantly, to make it
a perfect day for us all and I know the occupants of your beautiful car enjoyed their time with you

immensely and felt perfectly safe Sir Ronnie Flanagan said it was the best day of his hife



A world class experience requires.. ..
...... a world class team

Are you passionate enough !

Can you sustain that passion ¢

Can you afford It ¢

A
!"] o bucc



World class

4 h
What I1s world class

N Y
[t's not easy

4 h
Today

N Y

[A)

Activeo
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World class
s hard to do

[A)

Activeo
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Best 1n the worl

TR
LET'S GO TO NEW YORK

\
a

2N

= =

DG S
The management team at Wythenshawe Customer
Assistance Centre (from left to right): Jane MacDonald,
manager, customer assistance, facilities manager
Stephen Shallcroft, operations development manager

- Allan Trayes, personnel manager Lynne Eccleston and
AC tlveo information systems specialist Gail Newboult

©Budd UK Ltd. 23



We found a mixed reality in the US




Why were we so disappointed !

Count the black dots! :0)

25
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Alignment
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Alignment of the contact centre and the
business

Competitive space

Business model

Economic model

Operating model

A
E,,] 29 bucc



Alignment of the contact centre and the
business

Competitive space

Competitive space

Business model

Economic model
Organisational design

Operating model

Measures

A
['] o bucc
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Alignment
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If the answer Is "“‘world class’
then

what is a better question !

[A)

Activeo
©Budd UK Ltd. 33



World class

-~

&

VWhat 1s world class

-~

&

[t's not easy

Today

[A)
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< [ @

@& research.google.com & O M ]

ﬂ B G ol O ﬁ D B BUDD - Just another... GDPR and accountabili... (1) Company Dashboard Workplace by Facebook Future of the Contact... Research at Google -
& Research at Google Search

Home Publications People Teams Outreach Blog Work at Google

Google Brain Team

Make machines intelligent. Improve peoples lives.

Research Freedom

Google Brain team members set their own research agenda, with the team
as a whole maintaining a portfolio of projects across different time

Generative

horizons and levels of risk. Models

Google Scale

e DeepMath - Deep Sequence Models for Premise Selection
As part of Google and Alphabet, the team has resources and access to

¢ Domain Separation Networks
projects impossible to find elsewhere. Our broad and fundamental

¢ Exponential expressivity in deep neural networks through transient
chaos

research goals allow us to actively collaborate with, and contribute

uniquely to, many other teams across Alphabet who deploy our cutting

edge technology into products. e Toward Deeper Understanding of Neural Networks: The Power of
Initialization and a Dual View on Expressivity

Open Culture * Unsupervised Learning for Physical Interaction via Video Prediction

e Can Active Memory Replace Attention?
We believe that openly disseminating research is critical to a healthy ryRep

—_ LR s~ . - . -~

o  budd

Activeo
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Google

Translate

[A]

Achveo
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Augmented reality

20157
——————————————————— lenses
Hercules
Rises: 6:03 am. Sets: 9:25 p.m

A large constellation representing | 622-624 North Carolina Ave. SE
the mythological hero 900 feet

¥ List price: $2,995,000
Bed: 7 Bath:8 >
VEAYASR Y 4 7. Z | g < On market: 420 days ‘

Vo BRACHEN TR : g Loase . . ; b of flickr: Eastern Market Fire

""Q’\""‘{"’?‘ﬁ' : A . i ) - . : E,
> Q‘M_ U.S. Capitol complex ‘ % \ - DAY AR A o1l feet

\ Sanphan restaurant 0.7 miles . s Taken: 2007-04-30

**AKY 41 reviews @) 3 RS { ...Construction of the ' ; 3 i > P - AREIeS=D ek

| ! -~ . Peregrine Espresso
Thai $S : % Capitol began in 1793. § f = , = -

195 feet

Bus sto,
When built, it was .. i

Free Wi-Fi iy . | 70 feet
Nearest for
32 84 88
A# ca0
CIRC

>

5 7 1 Robbery

SR 270 feet west

18 days ago

: =
ggg's:::ion N T SRR o e~ = ~ Bammee.____ Subwaystop __ \ \
Eastern Market ey

140 feet e
Unleaded 580 feet

$3 19 Turn right on 7th St Twitter users in the area Nearest for
. 8 Orange Line
Blue Line

>

perfect day to head to @
anyone want to meet up?
Posted ARpro 10 minutes ago
s
ty of his
zatons
alled out our p e d REAL DEALS Various apps ( STREET PALS The Tw

jas arc 5-1rans e ne

ouda
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Max's
realrty







Amazon, Facebook, Google, Apple
- who can compete !

s T P iy —mmggmms el L QP ._*’.h_-."..‘.’l _."_:4‘;._..';.“‘:-.:._4'_ w o
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World class transnationals - how can countries
compete !

“eMbridee
A“a’ytic%

Th
€ Power of Big Data ang Psychograph;
; ICS
IN the Electors Process

[A]
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Can social & ethical thinking keep up
with the 4th industrial revolution ?

- =
L

[A] http://www.kurzweilai.net/

Activeo U
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https://www.youtube.com/watch?time_continue=109&v=9CO6M2HsoIA

Glass half full or half empty ?

“These changes will have very different

effects on nations, businesses and
individuals.”

World Economic Forum 2016

[A]

Activeo
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What's my point! e

Today's world class companies win with people & customers

Massively protitable valuable
Passions sustained..... for decades

[A]

Achveo




A world class experience requires.. ..
...... a world class team

Are you passionate enough !

Can you sustain that passion ¢

Can you afford It ¢

A
['] " bucc



Amazon is aligned - The Best Service Is No Service

Competitive space

Competitive space

BILL PRICE & DAVID JAFFE

Business model THE BEST
SERVICEIS
NOSERVICE

FROM CUSTOMER SERVICE,

Economic model
Organisational design

Operating model

Measures

A
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