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Customer
Experience

92% of companies view

customer experience as
one of their top
strategies

60% use customer
experience as a
competitive
differentiator

According to Forrester fewer than 50% of companies actually deliver on an
outstanding experience
According to Fortune Magazine; “Less than 10% of strategies effectively
formulated are effectively executed.”
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PAIN FREE EASY USEFUL

Outcomes occur based on what happens BACKSTAGE




Vision

~“Hallucination?
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- Mahage Your VISIBILITY

e About Yoy
Vision Mvﬁkl Spread the Word “'.‘ -

b

ACTION el

Value ADDED

VISION Reinforced

’-‘

- Point Out Your Strengths
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Strategy )

Leaders must be able to
specifically identify key elements
of the customer experience ...

Identify 3 specific elements of the
customer experience



Identity —
Who are you?

Clarity —
Link to activities

Omni Channel -
Consistency across all
access channels and
databases

Behaviors —
Branded experience

THE RiTZ-CARLTON®

Zappos:

POWEREDbBySERVICE™




Business

Objectives

= Growth
— —Markets/Penetration,
*** —New Products/Services
contact '+ ® Efficiency
Center x

Contributes . —Operational improvements
.‘ +  —Proper asset utilization
= Value Proposition
{ —Quality, Price, Speed???
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Stra-Tactical

Map

Vision

Strategy

Customer
Experience

Process &
Technology

"Provide a great experience for our customers and our people”

Ry
Sales support - increase
customer face time by
offloading account
management routines
Streamline "On Boarding"
Minimize problems
Private Brands penetration

One
Call

Availability

Training, Customer Loyalty, (Customer Experience)
Acquisition - Retention - Segmentation

operatons

Management Solutions

Customer

i Eunctionality i
mlﬁ : il Single human Know customer's Altematives
Seemless being business Cross sell
Multi-channel Consistent Know product Profitability and
environment treatment performance treatment

Reduce operating
costs

Reduce duplication of
efforts and redundant

Growth in long term shareholder value

Improve asset

Management required
Staff required
Additional sales max

capacity of DC

On boarding
Tralning development and
delivery across multiple

Standard operating model |>

Information distribution
management
Customer handling

Rapid response capability
Business continuity
Customer history (status)
Case managment

Customer segmentaion
Screen unprofitable customers
Data mining

Multi-channel contact

Skills based contact distribution
Blended channels

Electronic Email distribution
Effective load balancing

E Commerce alignment

Click to chat

New Revenue Sources
Sales support - increase
customer face time by offloading
account management routines
Open new mid market customers
Increase speciality business sales
- Furnitiure - Facilities -
Private Brands

status availability

and needs

infrastructure

Customer history and
Understand preferences

Provide Real Time info
World class Distribution

Sales Growth

Control of spending
Preemptive sale
Savings opportunities
Custom reporting
Lead in Private label

Increase customer value
Expand relationship
Cross selll - Up sell
Product expansion

Share of spend penetration
Share of segment
Product Support

Bran
Solutions and options.
From commodity
1o business partner
World class E
Global presence
Consistency across
channels

 support.

Customer segmentation

Case management

Customer history

Intelligent offerings

Know the customers business
Business requirement profiles
Match agent skills to customer

Voice of the customer

Problem tracking and reporting
Root cause analysis

Service level agreements across
depariments

Integration of quality, workforce
management, training and

Real time marketing promotion
tracking and reporting
Mechanisms to promote Private
Brands

Customer surveys

On boarding (60-90 days)

action when necessal

Quality management system and Actionable reporting (Web Service level management needs (segment or market eic.) business analysls
practices based) Effective resource uliization Guided reference tools
— ———— — — — —— — — — — — —— —— em— e —— — —— —— —— —— —— amm— —— a— — a——
Intangible Assets ;“;;‘:‘ams‘::‘sq“amy Call center protocols Streamiined, consistent Dedicated business High sales, agants, Efisctva consistant Irsining
knowledge, skills.values, Effective availability and ions, and analysts sales support and service supported by systems and Product line knowledge
Human capital passion, and ‘mim-sm g utilization of staff Targeted training and Workforce management Product line specialists training for pricing/contract Sales skills
P Agents empowered Ongoing quality monitoring development expertise Career path and personal real time info CRM
,,gi,‘,d Jexpected Amake and coaching Leaming, management 0Ongoing development of growth Facilitate sl(\gle c_a!l contact Command of intrinsic
Support sales and customer system (skills matrix) rofessional business skills d
i Early detection and reporting of Consoliidate/integrated re ing i ¥ intelli
issue identification o egr reporting Intemal and external benchmarking Rapid response based on Performance data, intelligently
Information capital cost of impact and swit problems and opportunities to other | | Data mining: customer behavior “Spin*ich 5 ¢ h oy,
p! P Separtniens i R loraaiist pin"/change management consistent utilization of data organized and consistently utilized

Organizational capital

Flexibility to respond to changing
demands, maintaining stability
and consistency

Leadership at every level of the
company, solid leadership to
mobilize all towards strategy

Branded environment, that
represents company - branded
messaging throughout center,

Culture: develop awareness of
strategy, vision, brand, values to
execute strategy

Alignment: ensure alignment of
goals and incentives with
strategy and brand

Collaboration: Ensure the sharing
of knowledge wiithin the Contact
Center and the enterprise

buisiness support,

\ Adapted from. Norton & Kaplan'’s book: Strategy Maps
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| Technology |
Process )

requirements to support the Vision

= Identify Technology & Process § ;{ f’
Strategy and Business Objectives ’

= Master the art of making a

business case in terms executives
understand

[.
= Contextualize technology SOCIAL
recommendations, acquisition,
implementation, to business objectives

= Define and align cross-functionally
= Understand customers changing

1

/| channel choices
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I.I" .
' Operations )

“"Without excellent

operations,
companies will find it
difficult to execute
strategies”

. David Norton,; Strategy Maps
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“Operational inno Benefits

may appear & 4 Lower direct costs
unglamor us.4 u Better use of assets

Faster cycle times
Increased accuracy
Greater customization
\ More added value
) Simplified processes

M. Hammer, HBR
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People

' Information |
Organization

“All the world’s a stage, and all the
men and women merely players.”

As You Like It; Shakespeare — 400+ years ago!!!

Forrester: "An improved agent experience leads
to better customer satisfaction outcomes”
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People
Information
Organization

= People
— Define competencies, hire the right
people,

— Consistent training & learning, e-
learning, quality and performance,
culture

= Information capital

Align /ntan?/b/? atSSE’fS o — Analytics, collaboration,
corporate strategy performance management,
workforce management

= QOrganization capital

— Cross functional alignment, budget,
teamwork, manage, mentor, coach,
ratios, scheduling practices
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Contact Cente;&‘ig‘TAR RATING

= Imagine the strategic impact when:
— Reduce time needed to do X
— Improve accuracy (reduce errors)

— Cut the cycle time of an order (improve
process)

— Improve response time (planning, people,
process, learning)

— Improve both quality and utilization of resourc s
(assets)

— Improve the systematic collection of data to

Consider changing
the way things
are done — as

customize and segment customers by value opposed to
targeted campaigns ' improving an
or9e Pald existing

— Broaden the utilization of data collected, operational
collaboration process!

—/\ Etc. etc. etc.

fo
i 1
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v

The Show Must G%*Ogh .....

Profitability
Customer

Experience p‘ '

Competitive Distinction m

Employee Technology 4
Savvy and Application and ‘

Satisfaction Utilization

Senior Management Support
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The End

Thank you for
coming

Book Available NOW

BS FOR CONTACT CENTER LE www.Amazon.com

KATHLEEN PETERSON
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