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Hemingway: “How did you go bankrupt?!”
Two ways. Gradually then suddenly.
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Simplification & automation leave more

complex contacts for people




We will sample the Amazon approach about what customers want.We

will identify the top 5 customer intents to reduce customer effort and U
create headroom for improvement work
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“It's Raining Projec’rs" utilises contact demand to prioritise, frack and makes visible the

Establish a consistent, business-wide accountability process that %
actions and delivery of what the operations and customers need.

Embed this improvement process and make it scalable across the whole business, with
communications and MI on the flow
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People working from home U
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= Google Nest Help
Agents and knowledgebases

Help Centre =~ Community are -the Same thlng

A
How can we help you?

Q  Describe your issue

Browse help topics

Speakers and Displays

Get started

Explore features
Change your settings
Troubleshoot an issue

Warranty, manual and returns

~
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Agent: author; editor as well as user bUdd
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Strengths - machine v people bUdd
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“Stairway to heaven” buad

PerfetliBirne l Tries, invests data, uses, buys and commits without friction
l Y Customer loves it, recommends it and uses it more & more

4 Technology platform + analytics + psychology aimed at more usage/deeper usage ;
Analytics I L : ‘ ) : )
‘ Monetisation through behavioural ‘test and learn’ analytics i
g
Need help Everything's obvious so there’s no need for help -
Prediction and machine2machine resolution P
f_"
.» Gets resolution, there in context
Scope: Identify
Seeks help Stays in the channel they're on customer intent &
Asks the user community needs.Value/
irritant strategies
to remove root
Self serves Easy to find help and resolve cause or simplify
Learns more for next time before automation Q
or assistance >
&
Gets help & confidence a}

Assisted service Learns more for next time

Complains
or gives up
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people strategy bUdd

Purpose and brand




The character of your people and your machines budd

“A Brand is not a product
or a promise or a feeling.
It's the sum of all the experiences
you have with a company.”

V /

insight180.com

m
al W

LimeBridge 14

©Budd UK Ltd.



To handle yourself, use your head bUdd

To handle others, use your heart

Eleanor Roosevelt
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Appendix - About Budd

There is more information at www.budd.uk.com
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We've helped many businesses in the UK & Ireland
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There is more information about Budd www.budd.uk.com

LAST BATCH of
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