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• Time split between London, Swindon and Paris. 

• Father of a 4-year-old.

• 12 years of experience within senior Customer Experience 
management positions

• In my spare time I am a musician (signed twice) and play 
badminton. 



About DAP Consultancy
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DAP Consultancy Limited was launched in July 2021

We are experts in customer experience

Working across multiple practices

• Customer Service 
• Sales
• CX Strategy 
• CRM 
• Operations 
• Marketing 
• Social Media 
• Research and Analytics 
• Business Development
• Training and development



About DAP Consultancy
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In a range of industries
 
• Hospitality 
• Telecommunications 
• Car hire 
• Consumers goods 
• Retail, e-commerce 
• Automotive
• Insurance & Banking
• Software Systems 
• Fintech
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Clients and organisations we have worked with



What does an excellent customer 
service strategy look like?



The basics
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Happier customers make for better business
Make every customer feel special
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What does Customer Experience cover?    Everything
Becoming a successful business means you must understand your customers and put them first. Becoming customer-centric starts by getting 
to grips with your customers wants, needs, fears and expectations.

What do these two images signify, any ideas? 



Areas of focus



Four core reasons why customers walk away

What are the mistakes and how to mitigate?

Mistake 1: Assuming long-time customers are happy

Mistake 2: Forgetting customer's best interest

Mistake 3: Employees engaging incorrectly

Mistake 4: Inconsistent communication and processes
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90% of consumers 
read online reviews 

before visiting 
a business. 

88% of consumers 
trust online reviews as 

much as personal 
recommendations.

Customers are likely to 
spend 31% more on 

a business with 
“excellent” review 

status.

72% say that positive 
reviews make them 

trust a 
local business more

92% of users will use a 
local business if it has 
at least a 4-star rating

74% of consumers will 
take action only after 

reading a positive 
review

86% of people will 
hesitate to purchase 
from a business that 
has negative online 

reviews.

On average, a one-star 
increase on TripAdvisor 

leads to a 5% to 9% 
increase in 

a business’s revenue. 

The impact of a poor experience in a review site world
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Why goodwill is a great tool to make your customers feel special

Encourages brand loyalty
Encourages forgiveness
Sets you apart from the competition
Improves the value of your business
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The power of trust and loyalty created by good tone of voice

It was Albert Mehrabian who came up with the rule determining that successful communication is made up of 
three parts: the words you use, your tone of voice and your body language.

1. It tells consumers who you are
2. It’s what makes you different

3. It helps to build trust
4. It can be used to influence and persuade
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Offering trusted brand insurance for when things go wrong
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Why good isn’t good enough

Service isn’t fast enough
Service isn’t personalised enough
Service isn’t connected
Service is reactive
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KPI and target blended metric

NPS
CSAT
Complaint ratio
Review sites
Mystery customer
Churn



Top tips to take away
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1. Remember – Happier customers make for better business.

2. Ensure your whole business is customer centric.

3. Understand your customers wants, needs, fears and expectations.

4. Use review sites to your advantage.

5. Don’t be afraid to show and offer goodwill.

6. Have a consistent brand tone of voice.

7. Shout about the service insurance you provide.

8. Always aim to be exceptional rather than just good.

9. Have clear KPI’s and targets

10. Treat each customer individually. Make every customer feel 
special.



Visit our FREE knowledgebase for our latest tools, insights, whitepapers, articles, models and industry 
thoughts.
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https://www.dapconsultancy.co.
uk/knowledge_base/
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https://www.dapconsultancy.co.uk/knowledge_base/
https://www.dapconsultancy.co.uk/knowledge_base/


Connect with me on LinkedIn

Dan Pratt
DAP Consultancy Founder & Director
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Thank you

Any questions?
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How we can help you



We are specialists in Customer Experience, focused on maximising your business 
growth, customer loyalty and profits.
Just a few of our deliverables:

We provide customer service and sales 
support agents from £20 per hour.

Pain point identification and resolution tracking 

Monthly or weekly reports analyzing all areas of your CX, along 
with group meetings or one to ones to discuss the results 

Design, creation and implementation 
of your social media strategy 

Journey and process mappingCX recruitment, training, development and 
workshops Increased review, NPS, and CSAT score solutions
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We help you build a customer experience that is consistent, differentiated, builds loyalty 
and turns your customers into advocates. All completely bespoke to your needs.
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Some more of our solutions:

• Competitor research.
• Customer service support agents from £20 per hour.
• Creating happier customers thus their increased spending.
• Improved ROI (return on investment).
• Improved NPS (net promoter score).
• Improved customer satisfaction scores.
• Improved review site ratings.
• Streamlining complaints handling.
• Pain point identification and solutions.
• Complaint resolution solutions.
• Customer opportunity identification.
• Benchmark and competitor reports.
• CX analytics / Quantitative measurements.
• CX Strategy consulting.

• Market research.
• Sales support agents from £20 per hour.
• Reduction in churn and improved customer retention.
• Reducing customer turnaround and wait times.
• CX team building, training, development and recruitment.
• Building self help and knowledge base systems.
• Creating customer online communities.
• Customer journey mapping.
• Customer journey testing.
• CX metrics system implementation.
• Online surveys and insight.
• Process improvements.
• Project management.
• Just building customer experience strategies that work.

dapconsultancy.co.uk



Press and Media
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Hosted by BBC’s Libby Potter, 
Dan was a guest on the London 
Business Hub Podcast along 
with Wesley Baker, CEO of Blue 
Strawberry and Richard Burge, 
CEO of the London Chamber of 
Commerce. Listen here.

Hosted by Chris Biddle, Dan 
was guest and CX expert on the 
Agri-Turf podcast. A two-part 
series discussing all things 
Customer experience. 
Listen to part 1 and part 2. 

Dan is a regular writer for Call 
Centre Helper Magazine, see 
Dan’s articles he wrote for them 
here. 

DAP Consultancy and Dan have 
also been featured in Impact 
Magazine, read our feature 
here.
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https://podcasts.apple.com/gb/podcast/get-ready-the-cost-of-doing-business/id1674514366?i=1000606382965
https://inside-agriturf.captivate.fm/episode/the-customer-is-always-right-with-dan-pratt
https://inside-agriturf.captivate.fm/episode/complaints-into-compliments-with-dan-pratt
https://www.callcentrehelper.com/tag/dan-pratt
https://publuu.com/flip-book/229837/721797/page/58


Discover how to deliver exceptional customer experiences that help attract and retain customers.

Client testimonials:
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Contact us 
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Phone / WhatsApp: (+44) 07824826721
Email:   DAP.Consultancy@outlook.com
Website:  https://www.dapconsultancy.co.uk
LinkedIn: https://www.linkedin.com/in/dan-pratt-dap/

Our social media pages
LinkedIn:  https://www.linkedin.com/company/dapconsultancy 
Facebook:  https://www.facebook.com/DAPConsultancy 
Instagram:  https://www.instagram.com/dap_consultancy 
Twitter / X:  https://twitter.com/DAP_Consultancy 

Visit our free knowledge base: https://www.dapconsultancy.co.uk/knowledge_base/ 
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