MAKING CUSTOMER
JOURNEY MAPPING EASIER

OULD WE NOT
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TOO MANY CUSTOMER JOURNEY MAPS ASSUME ALL
CUSTOMERS UNDERGO SIMILAR JOURNEYS & HAVE
SIMILAR PQFERENCQ& NEEDS..
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4 out of 5 brands claim to have a
holistic understanding of key customer
segments, yet just 22% of customers |

Jfeel understood by brands.
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WHAT IS CUSTOMER JOURNEY-
MAPPING AND WHY DOES IT MATTER?

Expert opinion says...

This prevents potential difficulties ahead of time, leads to

Improved customer retention and improved business
decisions.

And can you explain why

they choose you over the competition?




"WHAT IS CUSTOMER JOURNEY-

MAPPING AND WHY DOES IT MATTER?
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Sample Persona

e Customer Journey

Job Role

AWARENESS CONSIDERATION CONVERT LOYALTY ADVOCACY

Researching options Cetting educated on services/benefits

Confirming the partnership Continuing to use services & request support Recommending service to

colleagues

oauests
win/sutiing
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CHANNELS

Impressions (organic & paid) » Signed agreements
KEY METRICS Cllcks . S 5P Logins (R—
L] L ]
What KPY's has the Seasions S Oppattnty Stuges

» First hase/enroliment * Annual Revenue from account
customer hit? Follows, likes, etc. & Website engagement inghi

WHAT'S WRONG WITH THIS APPROACH

Marketing brochures, sales call, noeds

-THERE ARE MULTIPLE SCENARIOS WITHIN & BETWEEN THESE
5 STAGES THAT MAKE THIS SIMPLISTIC VIEW SIMPLY

Linkedin Ads for Webinar Invites

CIMPRACTICAL IN THE REAL WORLD.-" ——

.. campaigh

Lapsed customer re-activation campaign Milestone Email (annual activity summary)




WHAT'S WRONG WITH THIS APPROACH ?

ople choose rail travel because it is Rail booking is only one part of people’s larger People build their travel! plans over time. Peopie le!—‘ service that is respectiul,
nvenient, easy, and flexible, travel process effective and personable

~1 - WITHIN EACH STAGE THERE ARE ALMOST
UNQUANTIFIABLE ALTERNATIVE PATHS WHICH IT'S
IMPOSSIBLE TO CAPTURE IN A JOURNEY MAP...

" WHAT'S WRONG WITH THIS APPROACH ?
“ 2 -IN THIS JOURNEY MAP THERE IS NO CONSIDERATION
-<GIVEN FOR CUSTOMER SITUATION, CONTEXT, PREFERENCE,
."“"EMOTlONAl. STATE ETC...
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NEW CHANGE - LOST . 4 CUSTOMER
BOOKING EXISTING N BAGGAGE P ) COMPLAINT
F- BOOKING &




The Wilsons

BA MOTHER AT AN AIRPORT WITH CHILDREN WITH A °
AJMISSING SUITCASE CONTAINING A WEDDING DRESS &
;:BRIDESMAIDS OUTFITS v A SINGLE TRAVELLER'S HOLIDAY

Suitcase reference #147635676




DISRUPTION

\ g

SA DELAYED FLIGHT FOR A SENIOR EXECUTIVE WITH A VITAL
BUSINESS PRESENTATION v A CONFERENCE DELEGATE g




LEADING GLOBAL AIRLINE GROUP

Facts & Figures

v 9.5m calls received annually

v € 430m revenue from 13% of calls

v 60% in house, remainder outsourced

v In house locations are in HKG, NCL, MAN, JNB, BRE, BTS, DEL
v'Using 18 languages(ES, EN, DE, FR, IT, PT, CN, SE, GR, NL...)

Insights

v 32% of UK callers did not get their call answered *

v High levels of abandoned calls (customers give up waiting).

v High levels of low value customer service query & failure calls.

v Missed opportunities to sell or retain for many sales enquiries.

v Poor availability of digital and self-service channels.

v Poor levels of personalisation of customer contact journeys relevant to
status and / or situation.

v Inconsistent responses to ongoing customer complaints.




Ehnhic and hnldave Manzna Muv Bankmn F n wve Cinh Mamnzanu Trauveal ._II '. a .Fx... a ..

Flights and holidays Manage My Booking Information Executive Club company Travel

Flights and holidays Manage My Booking Information Executive Club Campany Travel

DEFINE

FI RST Web contact assistance

THE CX

V I S I O N Mr Alex Mead Membership number: 98508916

Booking Ref#  Departs Arrives Flight Number: BA482

W General questions
YL7DK8 03 Feb 2015 03 Feb 2015 Executive Club Number 3
18:15 21:20 98508916 and advice

Heathrow (London) Barcelona

| need help with...

Online check in doesn't work

4 |

Details:

Check in for this flight is not open until 24 My service
hours before departure. Please try again at issues and cases
14.35 today.




wine Travsl MHaln and Gumnrt O

NOW CONSIDER EACH OF THESE SITUATIONS AGAINST A
DEFI PERSONA AND THE SITUATIONAL CONTEXT.
II What to do if your baggage is delayed or missing

FIRST A MOTHER AT AN AIRPORT WITH CHILDREN WITH A
Ll M@\ |SSING SUITCASE CONTAINING A WEDDING DRESS &
\VANY[®@ BRIDESMAIDS OUTFITS v A SINGLE TRAVELLER’S HOLIDAY

Latest Flight Details

OUTF'iI S L e p—

A DELAYED FLIGHT FOR AN EXECUTIVE WITH A VITAL
BUSINESS PRESENTATION v A CONFERENCE DELEGATE
GOING TO A 4 DAY EVENT

Check status : Update Lost property Feedback
of your bag Make a claim address FAQs




‘. “l am planning a trip to America and looking for a good deal”
- Phone call Monday 12 Jan 16.03pm, 2 minutes (0844 493 0787)

Charlotte returned to the homepage and located the ‘help and contacts’

After dialling the number Charlotte reached a recorded message stating

calls may be recorded for training purposes before IVR options:
— Change booking = 1
— Availability/ Prices/ Make booking = 2 relephone numbers and addresses
— Anything else = 3 :
Further IVR options after selecting option 2
— Caribbean =1
— Mauritius = 2

— Other =4




“I am planning a trip to America and looking for a good deal”
— Online request form Monday 12 January 16.10pm

Charlotte returned to the website to complete an online form to Contact Customer Relations
request a call back to discuss her enquiry Please choose your preferred language

Your location Your language options
China / Hong Kong

FAQs appear before submission before reaching a final option All other locations

to submit if the enquiry has not been answered by the FAQs

» If you are contacting us about an upcoming or current trip, please contact our Customer Support team.

» Click here if yvou have anv bagoace issues.

= To claim expenses as = result of 3 disrupted flight, please use pur disruption expenses claim form.

Email Address *
Title/First Name * - [+
Last Name *

Mambership number
Your Question - please provide as much information as possible * st kiR
Hi - | tried to contact your booking line today but am getting an engaged tone and unabie o
speak to anyone - please could you arrange a call back? Many thanks T
State/Province
Postcode/zip code *
Country *

Telephone number *
Reply from us? *

Your contact choice *

Case reference

Your issue *




“l am planning a trip to
America and looking for a

AINST YOUR CX VISION

0844 493 0787

THE BASICS WERE SO FAR OFF, THERE WAS NO POINT IN

antinn 2 far ‘athar’

YCUSTOMER JOURNEY MAPPING ANY FURTHER...

FAQs

Online form
Ko
N
Email

@,
N,
O"

Monday 21st Jan

*Flights and holiday package search
tool used

*Presented with a number of options

»Multi location tool used but unable to
amend details once input

*Returned to homepage and located
contact details

Recommendation:

*Review resourcing and peak handling
to reduce abandonment rates

Improved digital self serve
Recommendation:

*Review online self service tools to
simplify completion of the customer
journey and remove the need to call
*Consider webchat to enhance digital
journey and reduce phone contacts

*Review contact us pages with a view to

simplifying

Monday 21st Jan

*Online form completed on the website
requesting call back

»Personal details entered

*FAQs presented before submission

» Submitted and received online
confirmation of receipt

*No response received (by 15 January
2015)

Assess existing channel
effectiveness

Recommendation :

*Review use of this channel to optimise
response times or remove email option

experience of locations

Reduce customer effort and
capture feedback
Recommendation:

*Review resourcing to reduce call
queues

«Offer a feedback tool — adviser was
very helpful and would have been good
to feedback

Tuesday 22nd Jan

*Response received from adviser with
package information for the August trip
«Information for New York flight and

@ @ — - Detailed email response

*Phone number and extension number
provided

holiday packages in December not sent

Closing the sale
Recommendation:
( «Consider follow up to close the sale




S EADING&OLF TRAVEL GROUP

.3

@ oon't forget! This online enquiry is live for 2 mare days REQUEST AN EXTENSION )

Mark's stagdo ADD A COMMENT m

€& PREVIOUS PACKAGES

Booking

B Packages [ ¢ Package 1 > ] ¢
7’ x
CHOOSE EDIT @ REMOVE CHOY
e o)

& rout
= ey

Easy, relevant
and contextual
support options.

Package description / nights, Bed & Breakfast, 5 rounds of 8n - :
‘ Helpful articles about La Finca Golf

golf at Hotel La Finca Golf & Spa Resort att N
Course Facilities

CONTACT AN AGENT

£ Price



S LEABING&OLF TRAVEL GROUP

“ Don't forget! This online enquiry Is live for 2 mare days REQUEST AN EXTENSION >

o Don't forget! This online enquiry Is live for 2 more days REQUEST AN EXTENSION )

Mark's stagdo ADD A COMMENT m

€ PREVIOUS PACKAGES
“al' 'F!'](v‘}

Bl Packages Package 1

Golf —>» Facilities
7’ *

CHOOSE EDIT ": REMOVE

€ BACK

Package description 7 nights, Bed & Breakfast, 5 rounds of 8 nignts, eir catenng, & rounas or gotr



RIZ~ 2~ E TE Wead-YaYll:)
EASY & INTEGRATED FEEDBACK..

LOCATIONS INSPIRATION

‘ﬁliiﬁ‘m;&k ~ 5

Package description / nights, Bed & Breakfast, 5 rounds of 8 nignts,; Yer catenng, © rounas or goir
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Open questions & requests

Feedback follow up

Group name here

Room upgrade request

Group name here

Feedback will
be responded
to if you ask

us. SUBMIT FEEDBACK

Questions you've asked

Case Type Status

Tick here to receive a follow up

Requests you've n  Feedback for: Booking #123456789 complaint

Case Type How happy were you with our service?

How happy were you w th the outcome?

Method of contact

DAMNIID

CLOSE
Last action
2 mins ago CLOSE 0
4 hours ogo CLOSE @
12/12/16 CLOSE @
12/12/16 RE-OPEN
Case no Last action
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MAKING CUSTOMER JOURNEY
MAPPING EASIER

UNDERSTAND YOUR CUSTOMER TYPES (PERSONAS)

UNDERSTAND ALL SITUATIONS WHERE CUSTOMERS COULD NEED HELP
CONSIDER ALL THE DIFFERENT CONTEXTS OF THESE SITUATIONS BY PERSONA
CAPTURE WHAT PERFECT / GOOD / GREAT CX LOOKS LIKE AGAINST EACH
JOURNEY MAP THE PROCESS GAPS (IF YOU LIKE...)

PUT PROCESSES IN PLACE TO MEASURE ALL STAGES

PUT REAL-TIME FEEDBACK SOLUTIONS IN PLACE & WATCH OUT FOR THE
CONTEXT

THEN COME UP WITH A PLAN TO CLOSE THE GAPS



