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Customer Expenence Mattens In o Crisis - Mon 4th May 2020

Customer Fxpenence Matfers in a Crisis - Mon Z7th Apeil 20

A glimpse of postlockdown dining shows the way

Deita Alrlines choose to diversify in a crisis

Custoener Fxperience Mammeds in a Crisis - Toe Sth May 2000

Putting a smiie on as PPE becomes the new uniform
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Covid19 forces us to re-evaluate Customer Experience Practices I"-t ;
clientship
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Source: Klaus. P 2020 - The EEE mindset during and post Corona
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Employment - recalibrating a new work life balance b
clientsnip
O,
83/’ of employees feel they do 68% employees report higher
not need an office to be productive than normal levels of anxiety

(o) :
60% working from home 58/0 working from home

policies will remain after Covid19

March April

Necessity Much embraced

Google offers home working option until 2021 honoe 1 fromthome

66% of employers report e

increased remote worker productivity

Source: Chris Lilly Apr 2020 (Finder), Wills Towers Watson June 2020



Expectations - The rise of true customer-centric purpose B, -

Purpose
before
profit

People
before
profit

Engagement

Employee experience Employment

Transactions

Customer experience .
Service

Purchaser
before
profit

2 in 5 recognise it means a significant change to their Customer Strategies. Further 50% making changes*

Source: Clientship Jun 2020



Expectations — importance of contribution and compassion
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Zapposé Free parking for
NHS staff

POWEREDUvSERVICET

Customer Service

v

for Anything
Helping people find answers.

Q

ASK FOR HELP ON ANYTHING AT:
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What happens when we forget HSE is an experience
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Photo by kat wilcox from Pexels



https://www.pexels.com/@kat-wilcox-329096?utm_content=attributionCopyText&utm_medium=referral&utm_source=pexels
https://www.pexels.com/photo/crime-scene-do-not-cross-signage-923681/?utm_content=attributionCopyText&utm_medium=referral&utm_source=pexels
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€) weare looking forward to welcoming more passengers on board again. But
how can safety and hygiene be quaranteed everywhere? Our expert Annette

Mann informs about our measures. Watch the full video at: Lilh.com/DhA|

#Meel Thet xperl #EWeCare
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Replies

AG @ago_guer - Jun 16
Replying to @lufthansa

Three months an | have not received reimbursement from LUFTHANSA. How
much more | have to wait? Shame on you.

O 1 (@} O o g

We're restarting some flights from 15 June 2020. We
have put a number of biosecurity measures in place to
protect you, our aircrew and our ground crew. Watch
the video to find out more.

Crew Operations Manager

Mfety has always been important
oS, so we want to update you on
> SOme '/.l,"."‘n”':",(:n“’jq measure

149K view 0:08/ 155

Replying to (@e -
I would really like my money back from my cancelied flights in March first!!!
Why would i book any more flights with you if you won't give me back my

clientship



@ Breaking Aviation News & Videos @ breakngavnevws  un ; s ﬁ

Turkish Alrines (7 receives water salite at Hamborg Aiport ta relebeate its ] . b

tvisit B Coronaviryg ), | : | - clientship
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44 256K viaws

We will have to keep two metres

AOAPP-AR e re-gninT 10 have to
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The Right Response - balanced and evolving approach

Empathy Integrity Compassion

Preference Responsiveness Contribution

Reduce anxiety

of over 65s
increased online
shopping?

Well being

Trialled new brand
because of innovative

or compassionate way
it handled Covid192

Lose trust in
company putting
profit over people'

Source: 1.&2. Klaus. P 2020 - The EEE mindset during and post Corona. 3 Mintel



The Right CX Response - Revaluating Customer Experience
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The Right CX Response Plan
1. EEE mindset overview
THE RIGHT CX , ,
RESPONSE 2.5 dimension assessment
3.Journey Impact & enablers
4. Recommendation & Activation plan

=y
christopher.brooks@clientship.com .
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prime customer strategy




