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Top trends customer experience practitioners say

are impacting the industry:*

Data & analytics

4

Digital customer experience

Customer loyalty & retention

=

Digital transformation
.
cemployee engagement
—
Artificial Intelligence/chat bots
*
Omni-channel (channel integration)
-
Self-service
—
Rising customer expectations

Human-centred design

—
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Top 3 trends solution providers predict say are

impacting the industry:*

Artificial Intelligence/chatbots

&
v

Data & analytics

&
|

Emotional engagement

Customer loyalty & retention
e,
Digital customer experience
s |
Omni-channel (channel integration)
. ]
Employee engagement
&
Digital transformation
—
Predictive Analytics
&
Self service
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op 3 trends industry commenters say are impactin®

the industry:*

Data & analytics

Artificial Intelligence/chat bots

1
*

Emotional engagement

L ]

Rising customer expectations

&
=

Digital customer experience

.

Omni-channel (channel integration)
.

Customer loyalty & retention
—_—

Digital transformation

S

Personalisation
.

Human-centred design
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CUSTOMER SERVICE V CUSTOMER EXPERIENCE

*INn a nutshell, here's how
would define each:

- Customer service focuses on communication
and problem-solving so customers get the best
out of your service.

- Customer experience |ooks at the overall
impression that you leave customers in every
stfage of the customer journey.
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WHY DO CUSTOMERS LEAVE?
(CUSTOMER VIEW)

Customer service

Quality

Functionality

Convenience

Needs changed




CUSTOMER SERVICE EXPERIENCE (CSX)

« Customer Service Experience focuses on
creating the very best customer contact options
across ALL channels, tfor ALL customer requests,
at ALL times.

« AND

» Customer Service Experience focusses on
'esolving ALL customer service requests and
issues in the best way, whilst also driving change
throughout the whole business.
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CSX STRATEGY & VISION

What should we offer our Customers ?

Easy to Find Help _ Personalised Help ' Intuitive Self-Help
Pages

Multiple Customer Seamless Multi- _ Contextual Customer

Contact Channels _ channel experiences
Track current tasks, — Provide feedback _ Request follow up

Reopen old ones when you like when you like



Personalised Help
Pages

Easy to Find Help
options

Intelligent Self-Help
solutions

Customer support information specific for each
individual Customer based on their products,
services & profile. Help journeys relevant to the
customers prior interactions (i.e. dispute a
fransaction).

in-page App Help icon which can provide relevant
guidance & advice on the page being viewed.
Plus an easy link to the relevant CSX support area

Seamless Multi-
channel experiences

Multiple Customer

Contact Channels

Dynamic In-App Knowledge Articles which improve
based on customer usefulness rating and an
Intelligent Digital Assistant which improves with Al &
NLP learning

Customer Centric
Processes

Consistent choice of contact channels for customers

to use when reaching out for CSX Agent help.
Specifically - Agent Chat, Message, Call or Callback for in-
App contact, and Digital Assistant across social media
channels.

Customer interaction journeys which work
consistently and seamlessly for customers across
multiple channels, without the need for repeating
avoidable ID&V and information.

Track current Cases, _ Pr
Reopen old ones

when you like

We will provide constant access for customers to view
any issues, requests, questions or complaints we are
working on, and will allow them to reocpen responses
they do noft feel acceptably resolved theirissue or
answered their question.

‘Always on’ App feedback solution, for customers to
provide insight on our Support, App, Product &
Service experiences, and make recommendations for
Features and enhancements.

ovide feedback - Request follow up

Processes that mean customers do not have to
wait whilst we are doing work on their behalf. We
will own issues (not contacts) & will proactively
resolve issues, regularly providing updates to
customers.

when you like

Easy tick-box functionality for customers to
request us to respond to their feedback at a time
convenient to them.



Easy to Find Help Personalised Help Intelligent Self-Help
options Pages solutions

in-page Ann Heln icon which can nrovide relevant Customer support information specific for each Dynamic In-App Knowledge Articles which improve

=0 DETAIL YOUR C SX VISION oo A
AGAINST YOUR CSX PRINCIPLES

M e Customer Seamless Multi- —. Cust Centric
1 1

C t Channels channel experiences sses
Consistent ( ontact channels for customers Customer interaction journeys which work Propessgs that r fomers d_O not have to
to use wher ) out for CSX Agent help. consistently and seamlessly for customers across waif whilst we al ork on their behalf. We
Specifically 1at, Message, Call or Callback for in- multiple channels, without the need for repeating will own issues (r cts) & will proactively
App contact al Assistant across social media avoidable ID&V and information. resolve issues, re ‘oviding updates fo
channels. cusfomers.

Traq rent Cases, _ Provide feedback
R4 N old ones

Reqg
—

We \{vill pro y for customers to
any issues, ieir feedback at a time
working on, and will allow them to reopen responses Service experiences, and make recommendations for convenient to them.

they do not feel acceptably resolved their issue or Features and enhancements.

when you like

answered their question.
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OUR VISION — WHAT WOULD GREAT LOOK \‘

LIKE FOR OUR CUSTOMERS?

e CHOICE OF CONTACT CHANNEL.

* PERSONALISED CONTACT JOURNEYS.
e CHOICE OF IMMEDIATE (ASAP) OR SCHEDULED RESPONSE.

e |IF THERE’S A DELAY, A SOLUTION OTHER THAN WAITING.

e JOINED UP INFORMATION ACROSS ALL CHANNELS.

* PERSONALISED PORTAL SHOWING ALL QUOTATIONS & BOOKINGS.

® EASILY ASK QUESTIONS, AND TRACK PROGRESS WITHIN THIS PORTAL.
* EASILY SHARE QUOTATIONS & BOOKINGS WITH FELLOW TRAVELLERS.
* CHAT SOCIALLY WITH FELLOW TRAVELLERS.

®* PROVIDE FEEDBACK WITHIN PORTAL.



OUR VISION — WHAT WOULD GREAT LOOK \‘

LIKE FOR OUR CUSTOMERS?

e CHoOIC 57.4 CHANNEL.

. NEYS.

e CHOICE oqm (ASA& ULED RESPONSE.

* IF THERE’S A DELAY, A HE) Xnyfs/ ITING.

e JOINED UP INFORMATION ACRO I@S NEL ON

* PERSONALISED PORTAL SHOWING ALL QU XA%& BOOKINGS.

® EASILY ASK QUESTIONS, AND TRACK PROGRESS WITHI GHfﬁRTAL.
® EASILY SHARE QUOTATIONS & BOOKINGS WITH FELLOW TRAV Es.
® CHAT SOCIALLY WITH FELLOW TRAVELLERS.

®* PROVIDE FEEDBACK WITHIN PORTAL.
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Golfbreaks com Welcome Andrew . Oz ouT
Saving golfers time and money Membership No. 123456789

QUERIES (5) | CHATTER®

QUOTES® BOOKINGS® ACCOUNT HELP & SUPPORT OFFERS
Andrew,

welcome to

My Golfbreaks.com P o

| Handicap — 10.2

NEXT TRIP o S Iovt S se et By Ol LIVE QUOTE

8 nights, Self Catering, 6 rounds of golf at -
Hotel La Manga Principe Felipe 5* — 215t Oct 16 Winston’s 30th

.6 Packages to choose from

] i

Trip countdown

05 :02: 34 @ <Quote expires in 3 days. View quote

& Chatter VIEW ALL CHATS >

Mark’s Stag Do®

You (Leader) - 7«
L orem ipsum do ctetur ac ;f-l'_:.:fll':j el

GO TO GROUP




o Don‘t forget! This online enquiry is live for 2 more days. DELETE QUOTE

'm enquiring about
2

Booking - Craig's Stag Golf Trip

Mark’s stag do

€— PREVIOUS PACKAGES «age J Regarding

Golf —>» Facilities

Bl Packages Package 1 - X

'd like to
DVE

Easy choice of |
o channel for I
CUStomers With Send a message | can check on later

no loss of
context.

CHOOSE
(, Request a callback

e T | : ' Alternatively, call us free or

- 0808 2/8 6714

€« BACK

Easy, [V 10) 211 1o B 'kfast, 5 rounds of 8 nignts, Setr Lartering, b rounas or gor
contextual support a Golf & Spa Resort at Hotel La Manga Principe Felipe 5*

options.

Package description 7 nights, Bed &
golf at Hotel La

Golfer
£ Price Golfer




"

REQUEST AN EXTENSION >

Agent knows who the
customer is, what Tt s
ooking - Craigs
M Packages package they are
looking at, and what
their question is about

€— PREVIOUS PACKAGES

o

Package description 7 nights, Bed & Breakfast, 5 rounds of
golf at Hotel La Finca Golf & Spa Resort

Golfer Golfer

El. 375.00 PP Earn 130 Breakpoints pp El, 375.00 PP Earn 130 Breakpoints pp

Receive 3000 bonus Breakpoints worth £300 as part of the Group Giveaway for groups of 16 to 19




IVING:CONTROTTO THE CUSTOMER

@ Dont forget! This o 2UEST AN EXTENSION >
I'm enquiring about.

Booking - Craigs Stag Golf Trip
Mark's stag do
o e |
Regarding:
€— PREVIOUS PACKAGES Travel — Hotels
i 1ig’s Stag Golf Trip
- Packages VE CHO# 'd like to request a callback
! (* denotes required field)
m is
~ ITS ABOUT * :
-

ssage | can check on later

CALL ME ON * S

ternatively, call us free on

Customer choice of CALL ME * : s ..

BETWEEN * :
immediate or

scheduled callback <« BACK

icipe Felipe 5*

response. SEND REQUEST

£ Price

€<— BACK arn 130 Breakpoints pp

Receive 3000 bonus Breakpoints worth £300 as part of the Group Giveaway for groups of 16 to 19

W Extras FREE PLACE, 1 in 8 go free FREE PLACE, 1 in 8 go free




IVING:€ONTROTTO THE CUSTOMER \

EST AN EXTENSION >

o Don‘t forget! This

— All Routing

. Decisions and

Prioritisation based
on Customer

Customer choice of PrOfiIe' Inlllerqclllion M7ri i7]4 |
History & Context &S

immediate or
G
p E—arn i Breakp(ﬂnts i

scheduled callback
eeeeee 3000 bonus Breakpoints worth £300 as part of the Group Giveaway for groups of 16 to 19

DELETE

BACHK

response.

FREE PLACE, 1 in 8 go free FREE PLACE, 1 in 8 go free



G THE CUSTOMER IN CONTROL ~

see the status of Open questions & requests
their questions

and requests

Open questions & request

Requests you've n Feedback for: Booking #123456789 complaint ~ CLosE
Request you've made

Case Type How happy were you with our service? Last action
Case Type Status Method of contact Case no. Last action

Feedback follow up 2 mins ago
Group name here
Feedback follow up Message #123456789 2 mins ago _
v How happy were you with the outcome?
Group name here
Room upgrade request 4 hours ago
Group name here
Room upgrade request In progress #123456789 4 hours ago
Group name here
Booking Question 12/12/16

Booking Question .
Feedback will be
responded to if

Maecenas faucibus mollis interdum. Donec ullamcorper you ask us.
nulla non metus auctor fringilla. Donec sed odio dui. SUBMIT FEEDBACK

Tick here to receive a follow up 1212/16 RE-OPEN

12/12/16 -13:21 We've requested a reply from you:

Questions you've asked

Case Type Method of contact Case no. Last action



MACALLAN CONSUMER SERVICE
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sill vodafone UK 4G

11:22 am

@ themacallan.com
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wil vodafone UK 4G 11:22 am

& themacallan.com

: Useful Reso
FQUENTLY ASKED

Can I get my distillc-.r}-'l

Can 1 get my distillery purchs: delivered?

aall vodafone UK 4G 11:22 am

@ themacallan.com

= DISTILLERY SHIPPING OPTIONS

The distillery shop offers a delivery option for
customers that wish to have their purchase
delivered. Just let the shop attendant know,

and they will be able to organise this for you.

ASK A QUESTION

RELATED QUESTIONS

What are the distillery opening times? >

How do I get to the distillery? -]




- ®
“'.A-I’ J]— JAN : INSIDE THE MACALLAN WHISKY DISTILLERY NEWSLETTER

PRODUCT ENQUIRY

MACALLAN AGENT
Hello Micheal, I'm sorry you are having issues with your Macallan

30 year old Sherry Oak bottle. What seems to be the problem?
DISTILLERY PRODUCT INFORMATION PRODUCT AVAILABILITY PRODUCT ENQUIRY FINE & RARE

The cork is thi[:‘u';]'.i[i]l; and is leav ing sediment in the w hj\li_‘.'

So sorry you are having problems with the cork. Could we send
£.5 2 N BOTTLE REPLACEMENT CONFIRMATION
a replacement bottle out to you?

That would be perfect thank you.

SHERRY OAK 30 YEARS OLD
Please could you confirm your delivery address:

63 Ovington Gardens, Knightsbridge, London, SW3 1LU M _M_;f_f_l AN Delivery information

That's correct.

Excellent. We will get that sent out to you. The expected delivery
date will be the 17th of July. Is there anything else I can help you
with?

No that's everything, thank you.

Youer Collection

VIEW YOUR BOTTLE
COLLECTION




— Welcome Back Micheal ——
FREQUENTLY ASKED QUE'STIONS

~¥- 4% ARTIFICIAL
INTELLIGENCE

EPIC CSX

MACALLAN

sl MACALLAN M(_J\LLAN _\!,_\r_:;i:'?.|l..§u|









CSX VISION - Our Customer Promise

We handle your parcel safely, securely and on time - every
time

You’re in control - we give you the technology to view your

We will let you know when you can expect our driver to arrive,
and if that doesn’t work for you, you can tell us

We make it easy for you to contact us, and find a way to
deliver if anything goes wrong

All our people are committed to delivering a great customer
experience - every time




Home Our Services

Sending a Parcel

You are here: Home > Help & Support > Solutions

Receiving a parcel

Become a customer

If wvou have questions or issues about receving or sending a parcel or another aspect of the City Link services, vou
can find answers and solutions in our knowledge base. Click the relevant option below to find vour answer.

Query Type

Receiving a delivery
Sending a parcel

General enguiries

LOGIN TO HELP & SUPPORT ©

Query

My parcel hasn't been delivered

Your tracking information is
wrong

Your driver did not deliver as
requested

My parcel has been lost ar
damaged

Dur People

Can | change my delivery
arrangements?

| would like to speak to someone

When will my parcel be
delivered?

Can | collect my parcel?

Freguently Asked Questions

You say yvou have left a card,
but | haven't received one

¥ou sav my parcel has been
delivered, but | haven't received
it

The tracking information is out
of date

| have received a blank
cardf/cannot read the writing

My parcel has been signed for,
but | don’t recognise the
signature

If vou have not found vour
answer, click here to Contact
Us

Our locations

Existing customers Login

Answer

We apologise the information shown
online appears to be incorrect.
Please contact us or call our
Customer Care Team on 08444 930 932
if vou need more assistance. You will
need yvour consignment number or
customer reference number which
should be provided by the sender of
vour goods. In order for us to find
out what went wrong, and take steps
to ensure it does not happen again,
we would be grateful if vou could
complete a Web Contact Form by
clicking an the ‘Contact Us' link
below. This will allow us to establish
which indwvidual was invobved, and
take the appropriate correctve
actions with them directly

If vou need to talk to us, yvou can call
us on 08444 930 932

Help & Support
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- HOW CUSTOMER -SERVI€ KED THE CUSTOMER EXPERIENCE

Shows the origin of customer relations cases this month Customer Relations Queue a8
Cases due to Escalate —
Sara Accorsini ]
Operational Failure complaints by region Open Cases due to escalate to Head of Customer Experience: 3 Benedicta Nwabuoku 5
Open Cases due to escalate to Customer Relations Manager: 1 Daniel Faulkner g
BD
Open Cases due to escalate to Customer Relations Team Leader 1 Gary Baker 4
. Daniel):
( ) Kelly Badham 4
&0 - Open Cases due to escalate to Customer Relations Team Leader 0 .
. Yivian lgebu 4
(Kelly):
£ 4 Martin McPherson 3
[+]
© - - - Matasha Teji 3
g‘m 1 Operational Failure complaints by depot (Top 10) J
|§ Tom Mansbridge 2
25 4 David Winnington 9
201 20 Olamide Akintola 1
i E
=
a 15 4
0- T Other Metrics
gm -
Average age of closed cases owned by Customer Relations this 12
5 ] . . . . ] I . month (Hours):
i
Reglon o : _ : Open cases olderthan 24 Hours: 29
=y A, .
& & & ﬁ"\‘g & @ S
i i i i i & 6‘ &
Operational Failure complaints by driver id @5} {\e,@ Vo @- Reopened Cases
o
Dri I & Depot R d C t
rIver = ecord Loun Depot Name Reopened cases since 12th December: 3
113 - Beckton 3 Reason for Contact
102 - Beckton 3 B | have received a blank card / cannot read the writing
| was here all day, your driver didn't arrive Feedback Surveys this month
106 - Leicester 2 M | was left a card but | was home
B My deli instructi i d
106 - Mewcastle 2 M:pggcclra';rsisbgml?jrlsmwggr:dlgnum Average Average Average C5A Avergge
113 - Oxford 2 B My parcel has been left unsecure Caze Owner Score Helpfulness Resolution
My parcel has not been deliverad on time Natasha Teji g g g
115 - Carlisle 2 B Your card doesn't say where my parcel is
- M You say my parcel has been delivered, but | haven't received it Yivian lgebu a 9 7
121 - Wimbledon 2 You say you have left a card, but | haven't received one B B . e
ara
138 - Rotherham 2 P
143 - Cardiff 2 Gina 1 1 1

ACe Mrndnrk ek K~ nimmis e

el
|

L1







Customer Relations — customer journey

J{.uu—'mi

Flights and holidays Manage My Bookng Information Company Travel Help and Support

AR

1holicays  Manage My Booking  Information FalconFlyer Company Travel Help and Support

Your unsolved tickets
2 tickets

My past bookings N ggage trace or claim Subject
| need help with...

-~ B (% @ g

Recent flight Past 12 Baggage
details months trace or claim

H S ¢ E

Vouchers Compensation Osnbﬂ.“d Feedback Service issues
ervice & Cases

»ur bags haven't arrived on time and we have been _

ble to notify you, it's really important that you tell Request Callback
\bout it while you're still at the airport.

Cancellation

Live Chat
Latest Flight Details

e e e T N
YLTDKS 03 2019 03 Feb 2019 GF 508 Bags checked =2
a fl

bor

Can't find what your locking for? search below.
22:50

Bahrain Dubai

o

Need immediate assistance? Callus

s _ Web contact
If you need advice with your flight right now, we have
operatives ready to help. Chat live or call our customer Request Callback
assistance centre.

Live Chat

12 = (B 24
Update

Check status
of your bag Make  claiin address

Intuitively designed

Customer Relations : : :
Contact options easily Customer sends details of The Customers issue is

available their enquiry, g:loim or Sy immediately routed to the
complaint _ . | relevant CX teams within CRM

L ) L .. _ »




Customer Relations — customer journey

AR
iholidays ~ Manage My Booking  Informalion FalconFlyer Company Travel EEEERENL T

lggage trace or claim

éuumi

Flights and holidays  Manage My Booking  Information FalconFiyer Company Travel Help and Support

My past bookings N

I need help with...
Q i

@ \—) );‘-.‘- »ur bags haven't arrived on time and we have been _ ¥ §
Recent flight Past 12 Flight Baggage Cancallition ble to notify you, it's really important that you tell Request Callback _ S
ks Rt BN trececrclaim [ out it while you'e stll at the airport. yur bags haven't arrived on time and we have been i

Live Chat
=] ® 5 - ' ble tq notlfy you, it's re;ally impqnant thatyoutell Request Callback
& ot O,Z” ; ‘ SWEN“ —_— bout it while you're still at the airport

s e e = Live Chat

03 Feb 2019 G -Bags checke
22:50
03 Feb 2019 03 Feb 2019 GF 508 Bags checked =2

] 930 2250 Falconflyer Member

Bahrain Dubai Number: 60225049

AR

iholidays  Manage My Booking  Information FalconFlyer Company Travel

ggage trace or claim

1at to do if your baggage is del_a_ygd or mlssmg - 1at to do if your baggage IS delayed or mISS|ng

misplace or lose your baggage, we will mak

Vouchers Compensation

Can't find what your locking for? search below.

e © LatestFlight Details

TDKR

Need immediate assistance? Callus
Web contact

If you need advice with your flight right now, we have
operatives ready to help. Chat live or call our customer Rﬂqllﬂtcﬂ'bll:k
assistance centre.

Check status
of your bag

Live Chat Make a claim

= ; 24
bt FAQs

Intuitively designed
Customer Relations
Contact options easily
available

Customer sends details of
their enquiry, claim or Iml E i

complaint Check status . Update Lost property
P of your bag Wee e i address FAQs




Service issue — social media customer journey

#s When will I be refunded?

2 minutes ago [ Instagram Page ) (change) Via Gul

. gulfair @ « Follow
0 SSS_IINIYYY ¢B B D

W Reply

N Facebook

janifferjeni My favourite Ai
Bsoo comfortable,relaxed
welcoming @

N Twitter

. Internal note | reply publicly on Gulf Air

A

‘W Reply

flossiecramp Still waiting @
for the refund you promise

N Facebook

Conversations « Al @

iw  Reply

Status: Open Gulf Air

@flossiecramp Dear Floss, We apologize for an i@
Please share with us all the details on gulfair.cc
S Y n Facebook

LN flossiecramp Still waiting @gulfair for the refu

EI Farahonk

Customers post their Social post is immediately Agents respond to Customer
questions & issues directly on routed into the relevant CRM Service Cases filtered out as
Instagram, Facebook or Customer Queue for relevant by Social Media &
Twitter pages investigation & response CRM integration
- J - J ™ %
/




Service issue S

Customers post their
qguestions & issues directly on
Instagram, Facebook or
Twitter pages

media customer journey

MED

¥ Facebook

4
A

Social post is immediately
routed into the relevant CRM
Customer Queue for
investigation & response

#s When will I be refunded?

25 agC Instagram Page

. Internal note

N

£c
S
TQA'\;.

-
-

W

(change)

S Hen. .
R ; o
o] H_,,_PA 7' ED

ustomer
ODut as
cdia &

>N

~for an
T.CC

/

/

b

®e
Dguire ne refu <

/

- / ¥ '
f e AN
- // 7 NN
_ % / /A By




WhatsApp — High Tier Falcon Flyermembers

. Gulf Air D s o s
Gulf Air . .
. Hi there, here's your boarding pass.
Hey I am interested in a fligh yes sure, is there a preferre; = .
Figd e i st ' ' Have a great trip to Dubai.
v

4
yes sure, is there a preferred tlnle; ’ - Boarding Pass -E-;FO-E
‘Yes morning ideally, F ] Alex Mead
what are the flight options? I/ - s
e i ’ e \ﬁafﬁﬂﬂ? Ifﬁ:ﬂ‘rrfc'»pti-::-ns? Alex Mead
7153 & 9-20AM w BAH >
bl v ) . OCI0AM  0:50AM 1
Gulf Air
There is a flight at 7:154M & 9:50AM
' Great, will | be able to connect to
©ORY] ‘ the internet on this flight?
[
ack & Gold level 5 q The FF Priority CX team can
Black & Bolcl IEVel memBers can sen Black & Gold WhatsApp requests / then share and respond flight
d'ats Ipp sahes IserV|ce requests will arrive into priority queues information directly through
irectly to the relevant CX team within the CRM application WhatsApp
- J \_ Y, G /

£




WhatsApp — High Tier Falcon Flyermembers

.
Nrep -

CrraMer - Meed U s
U STOM EZSON S AEng N GER S iili.:

© 9 ‘ 4 Nr HA rthe in;:erneto.. lE \ \<

& N Priority CX team can :

Black & Gold level members can send Black & Gold WhatsApp reqge ED Are and respond flight V:
Yo 7

~

WhatsApp sales & service requests will arrive into priority queues ation directly through | /
directly to the relevant CX team within the CRM application WhatsApp S
\ J \ _ —

)/ 4/
/ oy /
:\ 2
g e - Ao
‘ / £ \\\ < \\ //
T “\.\ _;/ ,"/ \\.\ \‘\.\ ‘/
~ 7 )
\\_ £ // /‘/ o //f’




TO SIMPLIFY
CUSTOMER JOURNEYS

Create your own Company Vision for CSX

Validate it with your Frontline Staff AND Customers
Make them your company wide CSX Design Principles
Build the Foundations, then add on the ‘clever stuff’

Only Implement Technology qu’rforms -n- C
your CSX Vision

....
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