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Agenda

= Thank you and our perspective
= The challenge—Why transformation is a necessity

= The structural and behavioral keys to a
transformative organization

= | eaders and transformational performance

= What to do next
m QA
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Voice of the contact center customer — data

Source of Contact Center
Customer Satisfaction

Benchmarks

Measure
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Voice of the contact center customer — insights

Source of Contact Center
Best Practices & Insights

e —
e ——

Identification of critical
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Why Transformation is Necessary

CUSTOMER SATISFACTION RESEARCH IVR IMPROVEMENT CONTACT CENTER ASSESSMENTS CONSULTING
OUTSOURCING BENCHMARKING SERVICES CALL CENTER CERTIFICATION PERFORMANCE IMPROVEMENT
COMPETITIVE INTELLIGENCE GOVERNMENT
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Three-Year Customer Service
Channel Shifts
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The Next Three Years Customer Service
Channel Shifts
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Overview:
The Transformational Structure
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The Transformational Organization

Customer Experience 0

Focus here- Reps and Customers

Processes e Technology

Operational

Processes ) Technology

Strategic

Leadership Communication Relationship Enable front-line execution

Brand/UVP/Competition Org CSAT/Quality Systems
Mission & Values “ Strategy “ Enablers/Barriers
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Start at the foundation
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s~ What most drives your %
7 > constituents’ satisfaction and advocacy,
™ >7and what actions do you prioritize to maximize
the experience at the least possible cost

Side 3
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Organizational strategy components

Brand/UVP (Unique Value Mission & Values
Proposition)/Competition
What position do you own in the

minds of those you serve and
what do you do uniquely well?

Why do you exist and what
most matters to you?

Organizational Strategy Organizational Strategy

CSAT/Quality Systems

What most drives your
constituents’ satisfaction and advocacy,
and what actions do you prioritize to maximize
the experience at the least possible cost
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Organizational strategy drives the plans and tasks for the
operation

Customer Experience

*How do | get the front-line on the same page?
*How do | get the front-line to take customer-

iz e, centric actions consistently and independently?
the front line/

customer directly
TACTICAL

The integrated execution How do | get the functions on the same page?
of priorities across the org that «How do | get functions to come to a customer-

drive the biggest impact at least centric conclusion to challenges consistently and
cost in support of the org’s strategy independently?

OPERATIONAL

The management of the customer-facing
organization’s culture in order to produce an *How do I get the org on the same page?
engaged team that chooses, and continuously *How do | get everyone to have a
works on, those priorities that best move the org customer-centric orientation consistently

towards the achievement of common goals and objectives \GUERIe LTIl (111} e
STRATEGIC

Brand/UVP/Competition Org CSAT/Quality Systems
Mission & Values “ Strategy “ Enablers/Barriers

------------------------------------------------------------
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What activities live at each level within the
transformational organization?

Customer Experience e

*Engage the front-line with a vision and the
schedule, challenges
coach, QA, Build the actions that affect the front-line with the
reward, involve, challenge in mind
engage, promote

TACTICAL

CSAT, ESAT, HR/staffing,
technology choices, KPI's,

*Engage functions with a vision and the

: : challenges
channels, procedures, incentives,

collaboration, frontline/sup inclusion

OPERATIONAL

Meld org strategy with customer and
employee-driven challenges to create a vision
and a plan that is consistently communicated and *Engage teams with a vision and the
can be collectively acted upon by an engaged, challenges that if solved drive CSAT

motivated team at all levels of the organization.
STRATEGIC

Brand/UVP/Competition Org CSAT/Quality Systems
Mission & Values “ Strategy “ Enablers/Barriers
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The three foundational elements of transformational
organizations

Customer Experience e

Focus *Actively seek opportunities to implement suggestions
on front *Recognize, recognize, recognize
line and *Empowerment at the MOT

supervisors
&trust — triumph ¢

RELATIONSHIP

Commit to a closed-loop «Give feedback to let them know you’re listening
communication process: Earn their trust

Ask, Listen, Feedback and Inform
&®engagement — trust®

COMMUNICATION

Effective customer facing organizations
have leaders who own the vision, but otherwise
embrace “otherness” (insight from sources other *Clear Vision
than oneself) to inform decisions and execute the plan *Make others engaged

®otherness — engagement$
LEADERSHIP

Brand/UVP/Competition Org CSAT/Quality Systems
Mission & Values “ Strategy “ Enablers/Barriers
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| eaders and
Transformational Performance
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Results of being transformational

— Strategy: Be the Service Leader

— Drive operational improvements for the specific
environment each function/LOB encounters

— Large disparity in network performance

— Wasted time, energy and money on projects that
won’t achieve strategic goals within budget

— What they were asking for: How do we make

-

% every customer experience consistent and great?

- — What we found: Its not only what you do, but

Ve G more importantly how you do it that determines

$» P effectiveness...and leaders determine how you
S K & do things
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What to do next
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What does this mean for contact center strategy
and management?

L eader Role

e Coach
o Communicato

Advocate
 Change Advocate
* Role Model

Employee Tasks
Customer Connection

« Needs Investigation Customer Experience g Relationships

« Solution Building Focus » Build Teams

e Problem Resolution Customer Satisfaction » Develop/Motivate others
« Follow through Employee Satisfaction * Drive Results

Leadership Manage Change
Communication
Build Relationships

Continuous Improvement

Employee Skills
sInteracting Professionally
*Building Relationships

Leader Tasks
* Meetings
. Pro_blem handling

ldentifying Customer needs o Proiect Managemen
«Problem Solving/Follow Employee Role

through * Relationship Builder = ™=SgRormance Management
*Expertise « Customer Advocate  « Performance Measurement

Team Player
Expert Investigator
* Win-win Solution Creator
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What to do next

Customer Experience Focus
Customer Satisfaction- E

Employee Satisfaction- |

Leadership
Communication
Relationships
Continuous Improvement

ROLES SKILLS TASKS
 Employee/Customer Advocate e Build Trust/Credibility « Team Development

«Set vision of organization eUnderstand your *Engage your teams against
towards customer and constituents, then the challenge
employee orientation frame up the challenge <Engage your teams in
*Review your CSAT/ESAT *Be transparent prioritization and root cause
tools, strategies and ops *Be vulnerable *Engage your teams against
*Ensure actionability of the sCommunicate time the solutions
information frame and deliverables eInculcate closed loop

of process communication

*Recognize excellence *Set goals based on data

and analysis and input

© 2012 J.D. Power and Associates, The McGraw-Hill Companies, Inc. All Rights Reserved. DPOWER
J.D. POWER AND ASSOCIATES PROPRIETARY AND CONFIDENTIAL—FOR INTERNAL USE ONLY B e NS e X



What type of leader are you?

Lol ey it
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Questions and Answers
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Join J.D. Power for a Live October Workshop!

Two simple steps to register or learn more:

* Text "JDPA" to

* Reply to automated
text with your email
address.
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