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ONSUMER RESEARGH REPORT AND NOT FINAL

THIS IS A DRAFT G




Customer Experience
and the details of their
journey

Customer life eyele - Vodafone
Sub version is a traditional

truncated |abelling that works
across the broadband service as a
baseline of customer's experience

Channel touch-points
Customer data and
commercial goals

This part of the service design |s
using from the verbatim collated
via Vodafone staff, where touch

points are within the customer life
cycle as per the main header of
customer transitions through
phases,

Front stage
Customer Qual - from
consumer research

This diagram shows the |low to hig

the qual In general from the
consumers, therewas only 2 people In
the sample completely happy, hence

the chart showing In color how

“generally” the sample felt about their
experiences. Flease view Qual boards
and metric 7 point likert scale for mare

depth.
i)

What the customer
needs are at each
episode. Factar
psychological and
functional needs

If something is

BROADBAND SQUAD VERSION OF SD

Journey

Customer Mindset

Episodes

AWARENESS

Custoner

Customer Phase

FRONT STAGE

Customar

labelled as uncertain

thisis a gap in
knowledge that has

nat been filled bythe o Tl NS o S TR L T

stakeholder

Customer journey &

engagement phase of ®

the service design
delivery.

If something is
labelled as uncertain
this is a gap In
knowledge that has
not been filled by the
stakeholder
engagement phase of
the service design
delivery.

L

Explanation (E)

Activities (A)

Pain points (P)

Goals (G)

MNeeds (N}

Frant of Stage Interacions

Service

Evidence

Frant of Stage Interactions

oint: Above [J

Touchp
the line

Front of Stage mnteractions

Touchpoint: Digital

Front of S1age Interactians

Teuchpoint:
Contact Centre

Front of Stage interactions

Touchpoint: Retail

Customear

Customers
Emotional State

©
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PAID MARKETING

PUSH FOR
SWITCHING
FIBRE TO FW.

et CHANNEL TOUCH POINTS

2]

CONSUMER QUAL

Quotes

Experience

TELESALES -
OUTBOUND AND
INBOUND
STRATEGIES.

GOOGLE
RANKING

OUTBOUND
CALLS - SALES

GO INTO RETAIL

LOW

GOOGLE SEARCH

FIND QUT ABOUT THE
DHFFERENT COMPETITORS
AND THE OFFERS

EDUCATION AMD LEARNING
IN REGARD TO THE
DIFFERENT TECH TYPES, PLAN
OFTIONS, SPEEDS AMD COST

UMNDERSTANDING WHAT
15 THE RIGHT CHOICE WITHIN
THE OFTIONS AVAILABLE IN

NEZ.
®
GET CONNECTED TO THE
BEST OFTION AVAILABLE
THAT WILL CATER TO THE
COMNECTION NEEDS,

DEVICES, FAMILY MEMBERS,
SPEED AND COST. b

WORK FROM HOME,
STREAMING, DEVICES MEEDS,
CATERING TO ALL MEMBERS

USING THE SERVICE.

GOOGLE LEAD
GENERATION SALES -
OFFERING BMTHS
FREE BB AS THE LEAD
PROMO.

RADIO

GOOGE
ADS/DIGITAL ADS

INBOUND CALLS
FROM
ADVERTISING

SEE SIGNAGE ON
RETAIL SHOPS

COMPARISOMN SITES

COMPARE BETWEEN
COMPANIES AND DEALS

READ REVIEW SITES & STAR
RATINGS ON DIFFERENT
PROVIDERS: CONMECTING,
ONGOIMG SERVICE, ADDONS,
REWARDS OR CROSS SELL

DEALS. ]

LOOKING TO SEEWHICH
PROVIDERS EXCEL IN
CUSTOMER SERVICE

COMPARED WITH OTHERS.

FINDING & PROVIDER THAT IS
COMPETITIVE, AND GREAT
SERVICE PROVIDER WHERE

THE CUSTOMER
RELATIOMSHIP WILL LAST A
LONGTIME.

TO GET THE "RIGHT' HELP IN
TIMES OF CONMECTION
ISSUES, OUTAGES, SPEED
LAG, AND DEVICE
CONMECTIVITY.

LANDING PAGES AND
PAY PER CLICK
CAMPAIGNS TO
DRIVE SALES CALLS.

OUTDOOR ADS

SOCIAL MEDIA
CHANNELS

INBOUND CALLS
TO ENQUIRE.

DRIVEN TO
RETAIL FROM TVC

what people do when researching for services, products and recommendations

SHOF/COMPARE BETWEEN

RETAIL SHOPS

LOGKING 70 SEE WHICH PROVIDER:
CAN GIVE THE BEST DEAL AND AL50
SUFFLY THE BEST SERWICE.

WALK INTO EACH SHOF AND ENGAGE
THE STAFF 0 SEE WHO TICKS ALL THE
AUNES. THE RETAIL SHOPS ARE AL
PAETTY CLOZE 70 EACH OTHER, 115
EASY T D0 A COMPARISON,

UMDERSTANDING WHAT ARE THE
CRTIONS AT THE RESIDENTIAL
ADDRESS, AND WHICH PROWIDER 15
GOING 10 BE THE BEST OPTICN, WITH
THE BEST COST EFFECTIVE DEAL.

CONNECT TO-A COMPARNY THAT WILL
CATER T0 THE CUSTOMER, 50 THAT
THE CUSTOMER IS HAPFY WiTH THE

BROADBAND SFEEDS, THE COST AND

THE OVERALL EXPERIENCE.
CUETOMERS DO NOT WANT T HAVE
TO THINE ABDUT INTERRET ONCE TS

CONNECTED.

GO0 TPEED WHEN HOWING VIDED
CALLS, MEETINGS AND RUNNMG
DEVICES, ALSO THE ABILITY TO ST REAM
1N OTHER ROOMS AT THE SAME TIME.

what people do when researching for services, products and recommendations

5 MONTHS FREE
BROADBAND IF YOU
SIGN UP - SALES
DRIVER.

DISPLAY

RETARGETING
AND OTHER
MARTECH

INBOUND CALLS
TO ASK ABOUT
DEALS/OFFERS.

DRIVEN TO
RETAIL FROM
DIGITAL ADS

agents

TALK WITH FRIENDS &

FAMILY

FIND: OUT WHAT THE NESGHEOLRS,
FRIENOE, WORY COLLEAGUES AND
FAMILY ARE RECOMMENDING, WD 1S
EWERYONE LISIMG AND WY}

TALKING 763 FECHLE | KNOW TVER THE
FHOINE R WHER | A0 DUT
SOEIALISING, SEE WHE HAS SOME
ADVICE AND WHAT THES EXPERIENCES
ARE LIKE ALSD LODKING ON S0CIM
MEDA AN SEENG WHAT OTHERS
THINK MAYEE LODKING AT THE
SOCIAL CHAMNELS OF THE PROVIDERS.
ATHISIS VIRAL MARKETING)

TRYING T0 WORK DUT WHO 15 GOING
TO BE THE BEST FIT FOR MY
CIRCUSASTANCES, SFEED NEEDS,
MULTIFLE DEVICES AND. FAMILY
MEMBERS. UNDERSTAMDNG ALL THE
LAREON, ARD BROADBAMD

ENOWLEDGE. .

MAKE THE RIGHT CHOICE 503 DONT
HAVE [SSUES LATER DN,

GREAT SERYICE, SUPPORT, HELF WHEN
MEEDED, GETTING THINGS RESOLVED
1F THERE 15 A FROBLEM.

NEW ORDER -
CHANGE
PROVIDER

MAGAZINES

NEW ORDER
THROUGH THE
E-SHOP

CALL CONTACT
CENTRE AND
ORDER BB OVER
THE PHONE,

ASK THE AGENT IN
RETAIL ABOUTBB -
AGENT MAY ASK THE
CUSTOMER TO CALL
VF

nts In tech suppart da

NEW DRDER

DECIDING 10 CHANGE PROVIDER:

RESEARCHIMG VODAFDNE
BROADBAND FAQDLCT ANC
COMPARNG WITH OTHER PROVIDERS
AR DEALS

@

11T T0 BT DDE T SRR TGS
IFCHMATION SEL THE FETAA -GS THE FSHCP.

T GET SETTER SPEED THAN MY LAST
FROVIDER AND BETTER SERVCE ALL
ROUND.

i

AN IMPROVED SERVICE FROVIDER,
EXPERIENCE. CATERING T0 THE
INDIFIDUAL NEEDS. A DIMGNOSTIC
WITHIN THE SALE PROCESS IN REGARD:
T0 CORRECT ADDRESE, SIRE OF HOME,
NUMBER OF MEMBERS, NUMBER OF
DEVICES. GIVING THE SOLUTION BASED

DM THE CUSTOMER EALTS. 8

what people do when buying, upgrading, changing services and products

NEW ORDER - EXISTING
CUSTOMER

BECIDING TO CHANGE PROVIDER AND
ADD BROADEAND TO AN EXISTING
MOBILE ACCOURT WITH VODAFONE,
ASALONG TERM CUSTOMER WITH
LOYALTY TO THE BRAND

CONTALTING VODAFOME T0 ASK
ABOUT EONMECTING BROADEAND TO
AN EXISTING MOBILE ACCOUNT,
WANTING ONE BILL ONE ACCOUNT,
AL THE FOGHT SEAVICE IMFORMATICON

UPFRONT, ®

TO CONSOLIDATE MY SERVICES T THE

OME PACVIDER, AND ONE BILL WANT A

HELIABLE SERWICE, GOOD COMNECTION
AN EXCELLENT CUSTOMER SERVICE.

MEEL TO BE ABLE TO SPEAK TG
SOMECNE WHEN THERE ARE IS5UES
WITH ECMMECTION, SiLLilG ANG

SPEED LA, i

LWANT ALL MY SERVICES I THE DNE.
PLACE AMD CINE BILL. ASILITY TO
CHAMGE CREDIT CARD DETAILS,
ADGRESS ETC. WITHOUT E5UES,
ABILITY T8 MOVE HOME EASILY WHEN
THERE 15 4 CHANGE OF AORESS, AND
RELOCATE THE BE SERVICE

EXISTING CUSTOMER -
UPGRADE PLAN

DECIDING 70 EITHER CHANGE FLAN
FOR MORE SPEED DR TO LOWER COSTS

COMTACTING WODAFONE TO ASK
ABDUT UPGRADNNG BROAEAND AND

TERMINATING OLD CONTRACT FORt
BETTER DEAL GH SPEED. WITHOUT
TERMINATICN COSTS. BEING GVEN
THE RIGHT SECRRMATION THAT
CATERS TO THE INDHIDLAL
CIRELIMS TANCE .

EXISTING CUSTOMER- MOVE
'HOME [RELOCATION)

HEEDING 70 MOVE HIUSE AND:
RELOCATE THE BROADEAND SERVICES
EFACIENTLY. WITHIN A TIME FRAME
THAT 15 REALSTIC.

®

CONTACTING VODRFONE 10 ASK
ABOUT UPGRADENG HROADBAND AND-
TEAMINATING OLD CONTRACT FOR
BETTER DEAL ON SPEED:

@

DB FELOLATIN D08 WE THED UG AFORWL ET
s

LA T CLSTOVRN 5 TG T QST BT
VERETAIAICE: A) A5E b R TR S0
TS

AHILITY T UPGRADE PLANS OF
CHAMGE BETWEEN TECH TYPES. |LE.
ABRE TC FIXED WIRELESS, WHEE STRL
EXPEREENCING DECENT SPEEDS.

@

ViraNT 70 UPGRADE TO A NEW-FLAN,
TO IMAROVE THE SPEED. | WANT A
GG DEAL

SERVICE CONMECTED BEFDRE MOVE IR
DATE SOMETHING ON THE WEBSITE
THAT GIVE & STEF B STER OF MOVING
SERWICE: AM BTERIM FIX THAT 15 4 HUB
THAT CATERS TE) ALL MEMBERS UNTIL
THE COMMECTION 15 FINALISED &
THERE ARE 1S5UE5

MOVING HOME WITH EASE AND NOT
HIME TO WORRY ABEUT WHETHER THE
INTERMET 15 CONNEC TED. BERIG KEFT

INEORMED, EASY ACCESS TO
FORMATION ON THE WEBSITE OR
EMAILED T0 MAMAGE EXPECTATIONS.

what people do when buying, upgrading, changing services and products

CHING - FIBRE TO FW
OR FW TO FIBRE

HREDEME NN ERAIL TO SIWITCH FROM
FIERE 10 P, FOR THE SAME SSEED
ANE BETTER PRICE POINT,

LEING THE PHOME NUMEER FROM THE
EMAIL TOHCALL ABOUIT THE
REDEMFTICH DFFER TO SWITCH FROM
FIHRE TO FIXED WHRELESS.

MATCHING THE EXPERIENCE THAT IS
FROMISEL SN THE PROMK, MARING
SURE THAT IF & CUSTOMER 15 ELICIBLE
FOR A PROMG THERE 15 A CLEAR
CUSTOMER EXPERIENCE S0 THAT
EXPECTATICNS ARE MANAZED,

&

SWITEH 10 A DEAL THAT WiLL
DERNITELY SUFPORT NEEDS, N
PROBLEMS N INTERNET SERWICE.

Py THE FRST BILL AFTER ACTIVATION.
MEED 1) INDERSTAND BILLS, NEED TO
SELF-SERVE WITH THE ABILITY TO
CHANGE CARD DETAILS AND SETUF
DHEECT PAYMENTS.

Py A BILL VIA THE APF [SOME B8
CUSTOMERS ARE OLD STACK STILL) -
THESE ARE BEING MIGRATED 70 C3-

ALL WILL BEMBLE TO PAY BILLS.

THERE 45 MO ACCESS TO THE BILLING
STORE - THE CUSTOMER WEEDS 7O
CALL VOGAFONE FOR ALL BELING

ENGUIRIES,
®

OHE BILL AND ROT MULTIPLES,
AN EAZN WAY TO PAY THE BILL,
UNDERSTAND THE BILL TERM=.

L]
MEED AN EASH WAY T UNDERSTAND

MY BILLS, LISAGE AND PAY THEBILL.IF

THE AF# HAD TERME N THE BILL

WHEN THEY CHANGE THAT EXPLAINS.

TERMS THAT DON'T MAKE SENSE THEN
THE CUSTOMER DOES ROTNEED TO
CALL THE CALL CEMTRE OVER SMALL
CHANGES IN AL DESIGN OR BILING

TERMIS.

what people do when needing help on account, billing ,tech support

IMERSENT SEPOATING AN
UNBERSTANGING THE RRUILTING
EMFEREENCE 15 A MAJCR 155UE FOR
WOLFONE AND BE € USTOMERS

CUSTOMERS CALL WHER THERE 15 AN
IREIBENT AND THIS CAM BE THE FIRST
TIME WODAFCNE HEARS OF &
FROBLEM, F NO FLANMED OUTAGES
OH MAINTERANCE HAS BEEN

TRAGGERED BY THE LFC, ®

INCIDENT MANAGEMENT CAN BE
DIFFICULY DEPENDIN G ON WHERE THE
SEUE LIES, 15 1T VODAFOME OF 15 1T
THE WHOLESALE SUPPLIER [LFCIF IS (T
THE HOME EXPERSENCE OF THE
CUSTOMER CALISING AN ISSUED THERE
154 NEED FOR COHESVE DIAGNDSTICS
OF KNOWN ISSLES. THE ADDRESS |5
SMARALIALLY DFERNTED IMTERNALLY AT
VF WHEN 1T COMES TO OUTAGES AT
THE ADDRESS « THIS 15 NOT AN

AUTOMATED SYSTEn, O

[T WANT 1O KNOW WHATS GOme
EIN AT THE ADDRESS, WHERE THE
INTEANET 15 NOT WORKING OR

LAGGING. 3

[HERLT A ST FISR TV CUSTAMER SERACT AGE41 L
G THATHIT A VIRIY LG CHECRLIET OF

RN BEFCES THY G5 CALKTE THE

.-

THE INTERMET WON'T COMNECT AND.
WHEN THE USER CHECKS. ONUME TO
SEE IF THERE IS AN CUTAGE IN THEIR
#AEA, THERE ARE TIMES WHERE THE
AREA LODRS STABLE. THE REACTIVE
ALERT COMES EROM THE CUSTOMER
TO WODAFONE. .

SLATTAIERS G710 T AT Ak SHR BB HELP Sy T

HARDWARE ISSUES SUCH AS THE SaM
EARD USED FOR HWEE - CAN BE
FALILTY AND THE RETAIL SHOFS DO
DT CARRY THEM. ONLY A MANAGER
CAN DRDER S5 AND MODEMS I
SFORE - AND THEY DO T WK

SATISLIN WFHEN MOST DUSTOMER,
WL WAKE AN (N STORE ENUmui

IWIULD LIKE HEL® AN HAVE THE
ESUE RESCAVED, | WOULD LIKE TO BE
UPDATED BY MODAFOME OM
PROGRESEEON OF THE ISSUE | BOnT
WANT TO CALL BACK T FiND OUT.

[ ]

what people do when needing help on account, billing ,tech support

|
i
i
i
;

ACCOUNT RESOLUTION

TECH TYPE, BLAN AND CONTRACT
ISSUES WITH ACCOLINT NEED
RESOLVENG. DR HAVE CANCELLED aND
STILL GETTING BILLED.

B

CUSTOMERS GO INTO CVCLES OF CALLS
AND WHEN THAT DOESNT WORS THEY
ERD UP BN THE SOCIAL CHANNELS.
WHICH THE PREMILIM SUP PORT TEAM
MANAGES

L]

HAE COMTRACT ISSUES, WHONG FLAN
TYPE O SERVICE TYPE FOR ADDRESS
DUE TO WIDAFONE DATA ENTRY
ERAOR WHEN DRIGINALLY CROERED.

WANT TO TALK WITH SOMEOMNE THAT
AN RESOLVE THE ACCOUNT ISSUE
GIUICKLY.

i

NEED THE ACCOUNT IN ORDER AN
RESOLVED, INSTEAD OF CREDITS T
THE ACCOUMT AS A SAVE THE
CLSTOMER MEASURE. NEED
EFACIENCY FROM THE CUSTOMER CALL
AGENT.

what people do when escalating issues or leaving a provider

COMPLAINT HANDLING

TR 7O CALL, G T TS SACE - SDCILS
T RS0

5 A AT RESOHT
FORCLNTOLERS. THE
cai

Lo t
CARCEILIVG. 0TGRS RaLL CAMCEL &5 TS CALL CRATRE
RN § 102 AL

WAITING DN THE FROGRESS OF THE
EESUE MNE HAVE CALLED MANY TIMES,
DRLY T0 HAVE TO HEFEAT WHAT THE
IS5UE 15 EACH TIME. NO EFFICIENCY OF
CALL CEMTRE EXFERIENCE FOR
CUSTOMERS.
&

CANT SEEM T GET THE SERVICE THEY
HEED AMD SOMETIMES CANT
UNDERSTAND THE PECPLE 0N THE
OTHER END OF THE PHONE HAVE TO
START CHATTING ON THE FACEBODS
ACCAUNT. THE TURN ARGUMD TIME
O SOCIALS CAN BE A FEV HOURS TO

A FEW DAY, TS NOT CONSISTANT

TO) RESOLYE THE 1550UES 15 THE MM
GOAL T HAYE THE IS5UE TRACKED,
AAE MANAGED. TC HAVE THE TIME
AR EXPECTATIONS OF CUSTOMERS
MANAGED EFFECTIVELY.

MEED EOMPLAMT TAKEN SERICUSLY
AN SOME HELP WITH MY 1S5UIE.

CANCELLATION + RETAINING
A CUSTOMER

CANCEL THE ADCOUNT ANG MOVE TO
ANCTHER PROVIDER.

OFFSHORE TEAM CANMDT-CONDUCT
ANTACCOUNT RESOLLTION AS PART
OF CUSTOMER EXPERIENCE, M0
TRAEKING DF BSUES CHEATES AN
MRS EXPERIENCE FOR THE
CUSTOMER EVEN DURING

CANCELLATSON ®

10 HE ABLE T CANCEL THE ACEOLINT,
AV THE FINAL BILL ANE CHARGE T0 A
MEW FROVIDER YTHOUT ONGOING
ISSLES AMD CHASING THE EXPERIENCE
THROUGH MANY PHOME CALLS

@

MEED TOCARCEL THE ACCOUNT
EFFECTIVELY AND PAY THE FINAL BILL.
THE CUSTOMER COULD BE RETAMNED &
THE AGENT KNCWS HOW TO RESOLVE

CUETOMER'S ISSUES IF CUSTOMERS
TECH AND BILLIMG ISSUES ARE
HARDLED WELL. THE CLISTOMERS ARE

LESE LIKELY ¥O CHURN. .

what people do when escalating issues or leaving a provider

ADD BROADBAND TO
AND EXISTING MOBILE
ACCOUNT
[CONVERGEMCE)

NEWSPAPERS

NEW ORD 7%
THROUGH THE
E-SHOP

FIND EXISTING
ACCOUNT WITH AGEMT
FROM CONTACT CENTRE
AMND ADD BROADBAND.

AGENT HAS NO ACCESS TO
EXISTING ACCOUNTS TO
ADD BB. WILL ASKYOU CALL
VE

My calls get disconnacted suddenly
without without any reason and it's not
“that I'm using my broadband for T¢ or
something else because | was working

from home. I'm in 3 meeting and
nobady's else is here ather than me in
the home.

| want to talk to one service
pravider throughout the [ssues,
not have ta call the Fibre
whaldealer | parod YR,

UPGRADE AN EXISTING
BROADBAND FLAN TO A
DIFFERENT PLAN

PRINT INSERTS

OPTION TO RENEW
PLAM THROUGH E-
SHOP FORM - IF AT
END OF CONTRACT
PERIOD.

CALL AND SEE WHAT
OFTIONS THERE ARE
FOR UPGRADE AND
EARLY TERMINATION OF
CONTRACT.

AGENTS IN RETAIL ARE NOT
HIGHLY TRAINED IN ALL
ASPECTS OF BB, MAY REFER
¥OU TO CALL VF INSTEAD.

| felt like the person that | was calling
initially was sart of just part of &
tacketing system and you got the
persan at the very bottom to handile
the simple stuff and skovly just
elevates.

..maybe four or five
different phone calls
within about two

> OUTAGES PAGE
MOVING HOME ;‘;V‘LTEC:OF:S::) BBAiﬁﬁfﬂ‘:}iER INCIDENTS . ON THE
(RELOCATION) OFTEN REACTIVE. VODAFONE
WIRELESS PROCESS N

DIRECT MAIL AD
INSERTS + LETTER
DROP

E-SHOFP - MOVING
HOME FORM OR
OFTION TO CALL

COMTALCT CEMTRE

CALL CONTACT CENTRE -

LOOK UP ACCOUNT AND

START THE RELOCATION
PROCESS.

AGENTS B STORE DO MOT HAVE
ACCESS TO EXISTING ACCOUNT
DETAILS T0 HELF WITH THIS
ENGQUIRY AND WILL TELL YOUL TO
CALL WF INSTEAD O (0 TC THE
\WEBSITE AND AILL IN THE FORM.

Touchpoint: Above
the line = GAP

TARGET
CAMPAIGN -
REDEMPTION
PROMOTION

CALL THE CONTACT CENTRE
AND ASK ABCUT MOVING
TO PV AFTER SEEING
ADVERTISING ON
SWITCHING FROM FIBRE.

THE AGENTS IN THE STORE

WILL TELL YOU TOD CALLWF

FOR MORE INFORMATION

ABOUT SWITCHING FROM
FIBRE TO FW.

MNEUTRAL

.

@)

Touchpaint Above

Touchpoint: Abave

Touchpoint: Above

Touchpoint: Above

COMPLAINTS ARE USLIALLY
ESCALATED AND:
CUSTOMERS CAN BE
THANSFERRED A MUMBER
OF TIMES ON CALLS.

RESOLVE THE CUSTOMER
ISSUE FIRST BEFORE 1T
BECOMES A RETEMTION

STAGE.

Touchpoint; Abave

the |ine = GAP the line = GAP the line = GAP the line = GAP the line = GAP
THE BEST AVENUES FOR COMPLAINTS DN SOCIAL
MY \.FODA APP— LOOKING UP SMS FROM ACCOUNT RESCLUTION IS CHAMNELS - ON CASE
OUTAGES ON VODAFONE WHEN CALL CENTRE AND WHEN MANAGEMENT
ABILITY TO PAY AHEHEA S HEHREHEN HANDLING ISN'T
THE VODAFONE THERE ARE PLANNED SUFPORT TEAM THAT
BILLS. WEBSITE OUTAGES: HANDLES 21 SOCIAL MEASURED THROUGH
CHANRHLE. ANY SCORES.
USUALLY CALLS TO
THIS TOUCH POINT IS CALLING VODAFONE TO CALLING VODAFONE TO AR e A MERHT T TR B AL

PREFERRED AS BB

CUSTOMERS CAN ONLY AN OUTAGE OR AN QUTAGE OR
PAY BILLS THROUGH PROBLEMS WITH THEIR FROBLEMS WITH THEIR
THE MY VODA APP COMNMECTION. CONMECTION.

RETAIL CANNOT HELF
BROADBAMD
CUSTOMERS WITH
BILLING OR OTHER BB
ISSUES.

RETAIL WILL INFROM
CUSTOMERS TO CALL
VODAFONE FOR BE
HELP,

Tha first call is when | ordered it. The

FIND OUT WHY THERE IS

FIND OUT WHY THERE IS

HANDLE ACCOUMT RESOLUITITHY

MITIGATE MOST [S5UES

HOWEVER A LOT OF CALLS GET

RETAIL WILL IN: -)
CUSTOMERS TG Jaie
VODAFOMNE FOR BB
HELF.

TRAMSFERRED TO RETENTION
TEAM WHO CANNOT 00 ANy
ACCOUNT RESCLUTROM.

RETAIL CANNDOT HELF WITH
ACCOUMT RESOLUTION QR
CANCELATICN, THEY WILL REFER
THE CUSTOMER TO CALLVF

BEFORE FEQFLE DECIDE
THAT SCCIAL MEDIA
CHAMNNELS 15 THE MEXT
RESORT.

RETAIL WilL REFER THE
CUISTOMER T THE CONTACT
CEMTRE FOR ISSLIES. SOMETIMES
RETAR CAN HELP DEFENDING ON
WHAT THE FROSLEM 15, MOSTLY.
THE MAMAGERS CAN HELP MOT
DN MANAGEMENT STAFF.

INETEAD.

Well, I'd say it totally went
beyond my expectations
...due to my previous
experience | had low
expectations.

Ithink | was bieing bided incorrectiy, |
needed o get i touch with Vedafane ta
make it was sorted. | was changing my
plan or 5o | needed to get it changed and
it dicdn't get ehanged, | got & canfirmation,

I fieel Vodafone are a bit clunky with
their customer experience and |
honestly don't undersand why given
ts Vodafone. o, when you've tried t
do anline payments and it daesn't
wark.

T website - Dnce you get in a5 a
customer, the functianabty comgared o
‘other peegle 5 nok great and it's just
‘always sart af surprised me and 1's
always besn that way.

second I've just folkowed up because |
didn't actually get any confirmation
about it. The third time was to see like

1find the app is the mam way | keep an

top of everything for bath my mabile
and broadband, and that's just been

how long it will take we
were moving that day - but seill no
madems or anything.

Fwould prefer to chat | don't
want to hold my phone to my.
ear. With chat, [ can do my
work. | can easily get a

Ity easy o check. Wrhen | have had
ta check things, | haven't had any

1 ehrik s’ jusst easy, e had issues with
chat bots. With WF it's been really easy to
apen w the chat bet. Like while fm.at
work and | carit step away. The fow imes
R e T LT B s

The call centre has been very
helpful and | can’t recall
anything they were not able
to answer.

1was assured that even under
BB contract | would be able to
switch to fibre without worrying
about the contract.

| actually think I'm still
paying the same amount that
1was five years ago, which is
pretty cool.

| gat Fibre installed at the time.
Itwas a two year deal and it

was reduced ... actually stl en

my bl like the reduction saves

BUSINESS GOAL- retain
customer through
credits and rewards to
account.

Touchpaint: Abave
the line = GAP

MO FOSSIELE WAY TO
CANCEL ACCOUNTS
USING SELF-SERVICE.

TELL CLATOMERS.. 1 YU WANT A SETTER

o
TEAM PLAPDLE OUT OF THE BUSMESS
PERSFECTIVE OF WHAT VP 11565 THIS TEAM
8

RETAILWILL FILL B & FORM AND
THE RETENTION TEAM OFFSHORE
WILL CALL THER BACK. IF THEY
G0 TO THE WEBSITE (ND DIGITAL
|CURMEY] FOR CANCELLATHIN
LIVE CHAT ISPFT EASY EITHER. 50
THERE I3 NOT EASY WAY TO GET
TO CANCEL THE ACCOUST

HIGH

This is a mix of the
known/obvious
(desk
research/document
ation supplied) and
stakeholder
knowledge.

This is a mix of
the
known/obvious
and stakeholder
knowledge.

This panel
is the only
consumer
led area.
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This diagram shows the low to high gt
the qual in al from the
SUme wasonl
the sample completely hap

the chart

Customes

Customers Lo, REUTRAL EN : ) HHGH
Emotional State @ @ : . | x . ©
© e 06

o CONSUMER QL

wing in color how
“generally” the sample felt about their

experiences, Pl view Qual boards
and metric 7 point likert scale for more
depth.

This panel

Quotes

Experience

Thinking

disconnscted suddenly it like the person that 1 was call
il T i b S e initially was sort of just p-'hil'“
g 2 and you got the
i ey 8 person at the very bottom to handbe
, S piasmesogag . the simple stuff and sbowty just
nabo else is here other than me in s
Sk e
I want to talk to one service "I'maybe four Pr five
provider throughaut the issues, different phone calls
ot have to cal the Fibre within about two
whalesaler, | pay Vodafone: i
Using the neighbours BE Worst park is when you have ta veriy

service at her house so | can do
this research, also so 1 can work

every singhe detail about yourself befare
you actually get to tell them the issue, and
L thirtk { 2oid them the same issue abaws

Well, I'd say it totally went
beyond my expectations
-.due to my pravious
experience | had low
expectations.

| think | was being bibed mearrecty. |
needed to get in touch with Vodafone to
makie it was sorted. {was changing my
plani ar =a | needed to get 1t changed and
it didn’t ges changed | got a corfirmatian,
but the plan had nat changed.

| abwiays lock for thase {chat bat} - (twasnit
Felping me with the ssue. If §have an
szt with amything | ke to see iF | can do

| feel Vodafone are a bt clunky with
their customer experience and |
honestly don't understand why gven
its Viodafome. Sa, when you've tried ta
do andine payments and it doesn't
work.

The website - Onoe you get inas a
custamer, the functisnalty compared to
other pecgle is not great and s just
ahways sart of surprised me and s
alwiays been that way.

s always been imthe back af my mind
thart maytee §will switch ane day. and i
rvees have because 've never had tome. |
clar’t think they're investing enough nta
thiir Custsmer sxperience, bt 2% the

The first calll is when | crdered it. The
sucond e just fallowed up because |
didn't actually get any confirmation
abaut it. The third time ik

EL)

ifind the app is the main way | kesp an
top of everything for biath my makile
and th

oy long it will take - because we we
were moving that day - but still no.
modems or anything.

| would prefer to chat. | don't
want ta hold my phone to my
ear. With chat, | can do my
work, | can easily get a
notification thing.

| didrit kmewe yol have disaunbed moste

it
realty casy to check. When | have had
ta check things, | haven't had any
issues.

| think les' just easy. Ive had issues with
chat bots, With VE it's been reslly easy to
apen up the chat bot Like while Fm at
work and | car't step away. The few trmes
tmat | have reached aut to Vo dafone:
customer service, its been really sasy. 5o |
think st ta keep that up (chat botl;

tickets, my frend eoid me. Th at
the bostarm of the app and | missed it

‘iculld e goad \f there are tabs ot the fop

and o says “rewards’ and | tan see what

ty sirargh and eazy ta
understand and | was abés o find & just

through the Vadafone wekbsits and in the

past with cther coempanies e had to find

The call centre has been very
helpful and | can't recall

anything they were not able
to answer.

1 was assured that even under
BB contract | would be able to
switch ta fibre without worrying
about the contract.

Otherwise the order process
wat easy, there was some wait
times oh the phone, but the
staff were really helpful.

e called ¥ abiout paussing the

Lactually think I'm still
paying the same amount that
1 was five years ago, which is

1 gat Fibre installed at the time.
It was a two year deal and it

was reduced .. actually still ory
my bill like the reduction saves
me 15 or 20 bucks a month.
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- A i chat bots. | can have PR £
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 upgrade to whatever she's .w";'::';‘!mm eyt “F::“mmn‘m el el like calling call centers and OK that's where it is and if like that. That's pretty much prefer that.
using. Pt Fat S e B e S the only way to get in touch they update it regularly. the main thing
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satisfaction score on a scale of 1-10 b, ] I | | : " - 3 -
(e i ‘ 27% 6% ‘ 24% 7% | st ran e 15% 5% 13% ‘ 4% e o 23% 7% 24% 6%
*8% of respondents who selected 9 or 10 on a 1-10 scale i e R T R T S A R : e e :
2022 Vedafone New Zealand faurney Puise Interneal Survey (N=2081) et At sl ; p oy R
catisfaction (s, 19% 4% 18% ‘ 4% [ 23% 50 25% 4%

SuperWifi:n =377 : > = . : :
Determined by the relationship between overall Plaed Wj‘e:_” =_35? ' s e 15% l 4% 14% ] 8% | e 39% 4% 38% 5%
satisfaction and satisfaction with aspects of the el | i |

i Fibre: n =45
customer experience to understand how closely one oS
predicts the other. SUM's to 100% ’

“Derived importance methodology used the Johnson
Relative Weight {JRW) using overall satisfaction {1-10) as
the dependent variable and agreement with journey
satisfaction (1-10) as the independent variables
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what people do when researching for services, products and recommendations

PAID MARKETING

PUSH FOR
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FIBRE TO FW.

>
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TELESALES -
OUTBOUND AND
INBOUND
STRATEGIES.

GOOGLE
RANKING

OUTBOUND
CALLS - SALES

GO INTO RETAIL

GOOGLE SEARCH

COMPARISON SITES

SHOP/COMPARE BETWEEN
RETAIL SHOPS

TALK'WITH FRIENDS &
FAMILY

NEW ORDER

NEW DRDER
CUSTOr

EXISTING CLSTOR
UPGRADE PLAN

USE L

EXISTING TUSTOMER- MOVE
HOME {RELOCATION)

TEHING - FIBRE TG FWV
OR PW TO FIBRE

what people do when needing help on

JILLING

GENERAL CUSTOMER + SELF-

SERWVICE

account, billing ,tech support

TECH SLPPORT
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what people do when escalating issues or leaving a provider

ACCOUNT RESOLUTION

COMPLAINT HANDLING

[

TION + RETAIMING
A CUSTOMER

FIND QUT ABOUT THE
DIFFERENT COMPETITORS
AMND THE OFFERS

COMPARE BETWEEN
COMPANIES AND DEALS

LOGKING 10 SEE WHICH PROVIDER
AN SIE THE BEST DEAL AND ALSD
SUFPLY THE BEST SERVICE.

FAMD QUT WHAT THE NEIGHBOURS,
FRIENDS, WDKK COLLEAGUES AND
FAMILY ARE RECOMMENDING. WHO 15
EVERVEINE LISING AND WHY!

EDUCATIOM AND LEARNING
IN REGARD TO THE
DIFFERENT TECH TYFES, PLAN
OPTIONS, SPEEDS AND COST

READ REVIEW SITES & STAR
RATINGS OM DIFFERENT
PROVIDERS: CONNECTING,
OMNGOING SERVICE, ADDONS,
REWARDS DR CROSS SELL

DEALS. &

WALK BNTE EACH SHOR AN ENGAGE
THE STAFE TO SEE WHO TICKS ALLTHE
WOKES. THE HETAIL SHOFS ARE ML
PRETTY CLOSE TO EACH UTHER, ITS
EASY 70 DO & COMPARTSN,

UNDERSTANDING WHAT
15 THE RIGHT CHOICE WITHIN
THE OPTIONS AVAILABLE IN

LOOKING TO SEE WHICH
PROVIDERS EXCEL IN
CUSTOMER SERVICE

UNDERSTANDING WHAT ARE THE
CETIENS AT THE RES|

TALKING T3 PEDPLE | KNCW OVER THE
PHONE OF WHEN | A OUT
SOCIALISING, SEE WHD HAS SDME
ADNICE AND WHAT THEIR EXPERIENCES
ARE LIKE. ALSD LEICKING DN S0CIAL
MEDIA AND SEEING WHAT OTHERS
THIMK. KAYEE LOOKIMG AT THE
SOCIAL CHANNELS OF THE PAOVIDERS.
(THIS 15 VIRAL MARKETING)

DECIDIMG T CHANGE PROVIDER

DECIDHNEG T CHANGE PROVIDER AND:
ADD SROADEAND TO AN EXISTING
MOBILE ACCOUMT WITH VOOAFOME.
WS A LONG TERR CUSTOMER WITH
LOYALTY T THE BRAND.

DECIDMG T EITHER CHANGE FLAN
FOA MOHE SFEED DR O LEWER COSTS

NEEDING TO MOVE HOAISE AND
RELOCATE THE BROADEAND SEHVICES
EFFICIENTLY. WeITHIN & TIME FRAME
THAT 15 REALISTIC.

@

RECEMPTION EMORL TO SWITCH FROM
FIBRE TO FW, FOR THE SAME SPEED
AN BETTER FRICE POINT

Py THE HR5T BILL AFTER SETIVATION.
MEED TO UIRDERS TAND BILLS. NEED TO!
SELFSERVE WITH THE ABLITY TO
CHANGE CARD DETAILS AND SETUR
DIRECT PAYMENTE

INCIDENT REFORTING AND
UMDERSTANEME THE FAULTING
EXPERSENCE 15 A MAJOH IS5LE FOR
WODAFONE AND BE CUSTOMERS

THE INTERMNET WON'T COMNECT AND
WHEN THE USER CHECKS DINLINE T
SEE IF THERE 15 AN DUTAGE IN THEIR
MREM, THERE ARE TIMES WHERE THE
AREA LOOKS STABLE THE REACTIVE
ALERT COMES FROM THE CUSTOMER

10 VODAFONE .

TECH TYFE PLAN AN CONTROCT
ISEUES WITH ACCOUNT MEED
RESOLVING: OR HAVE CANCELLED AND
STILL GETTING BILLED,

@

RESEARCHING VODAFONE
HROADBAND FRODUCT AND:
COMPARING WITH OTHER PROVIDERS
AND DEALS

®

CONTACTING WODAFONE TO ASK
ABOUT CONMECTRG SROALBAND T
AN EXISTING MOBILE ACEDUNT.
WANTING ONE L, ONE ACCOUNT,
A THE RIGHT SERVICE INFORMATION

URFRONT, [ ]

CONTACTING WODAWFOME T ASK
ABOUT UPGRADENG BROCADEAND AND-
TERMINATING OLD CONTRALT FOR
BETTER DEAL ON SPEED. WITHOUT
TERMIMATION COSTE BEING GIVEN.
THE REGHT INFORMATHON THAT
CATERS TO THE INONVIDUAL

CIRCUMSTANCE. .

CONTACTING VODAFDNE TO A%K
ABOUT UFGRADNG BROADBAND AMD
TEAMINATING DLD CONTRACT FOR
BETTER DEAL ON SPEED.

®

LR THE PHOME NUMEER FROM THE
EMAMIL 70 CALL ABOUT THE
REDEMPTION GFFER TO SWITCH FROM
FIBRE T0 FINED WRELESS .

Py & BILL VA THE APF [SCME B8
CUSTOMERS ARE OLD STACK STILLY -
THESE ARE BEING MIGRATED 70 €3

ALLWILL BE ABLE TOPAY BALS,

CLISTOMERS CALL WHEN THERE 15 AN
IRCIDENT ANE THIS CAM BE THE FIRST
TIME VODWFONE HEARE OF A,
FROBLEM, IF NO PLANMED DUTAGES
TR MAINTENANCE HAS BEEN
TRMGGERED BY THE LFC,

TR SATAR SO SO WL LY

TS OO Tox
6 T8 1) AL VI T b TR CLIRTO VR D08

CUSTOMERS GO M TO CYCLES OF CALLS
AND WHEN THAT DOESK'T WDRK THEY
END UF 2 THE SOCIAL CHANNELS
WHECH THE FREMILIM SUFPORT TEAM
MANAGES.

L

ADDRESS, AND WHICH PROVIDER 15
GOSNG TO BE THE BEST OPTION, WiTH
THE 8EST COST EFFECTIVE DEAL

TRYING T0 WORK GUT WHO 15 GOING
TO BE THE BEST FIT FO# MY
CIRCUMSTANCES, SPEED NEEDS,
MULTIPLE DEVICES AND FAMILY
MEMBERS. 3 ALL THE

CONMECTION NEEDS,
DEVICES, FAMILY MEMBERS,
SPEED AND COST. 8

MZ. COMPARED WITH OTHERS.
] ®

GET CONNECTED TO THE FNDING & PROVIDER THAT IS
BEST OFTION AVAILABLE COMPETITIVE, AND GREAT
THAT WILL CATER TO THE SERYVICE PROVIDER WHERE

THE CUSTOMER
RELATIONSHIF WILL LAST A
LOMG TIME. ®

WORK FROM HOME,
STREAMING, DEVICES NEEDS,

TO GET THE "RIGHT" HELF IN
TIMES OF CONNECTION
ISEUES, OUTAGES, SPEED

CONNEET T A COMPARY THAT WiLL
CATER TO THE CUSTOMER, S0 THAT
THE CUSTOMER 15 HAPFY WITH THE

HROADHAND SPEEDS, THE COST AND

THE OVERML EXPERENCE.
CUSTOMERS DO MO T WANT TO HAVE
TO THINK ABOUT INTERNET ORCE 175

COMMECTEL:. *

JARGON, AND BROADBAND
KNOWLEDGE [ ]

LIS RN TERVAMTIH 5. FRREM WA THE
oo

CATHON TS THESIGH AEDAR WOT

ATEHmE

D LSS RO FHER, HIT
wZperg kol

A
s T T4 CLSTONER 5 DT GLIGRLE FORTHE
[ M

VAL T L A A L 5 LT | SRS TR
T AGEHT,

SHAR AR THE (ol

THERE 15 MOy ACCESS T THE BILLING I
STORE - THE CUSTOMER NEEDS TO
CALL VODMFONE FOR ALL BRLING

ENQUIRIES,

GO0 SPEED WHEM HAVING VIDED
CALLS, MEETIMES AND RUNMNG

MAKE THE RIGHT CHOICE S01 DON'T
HAVE I5UES LATER OIN,

L)

TO GET BETTER SPEED THAN MY LAST
FROVIDER ANC: BETTER SERVICE ALL
ROUME.

el

FO COMSOLIDATE MY SERVICES To THE
OIME FROVIDER, AND CNE AL WANT A
RELIABLE SERVICE, BODD COMNECTION
AND EXCELLENT CUSTOMER SERVICE
MEED TO BEABLE TO SPEAK 10
SOMECNE WHEN THERE ARE ISSUES
WITH CONNECTION, BILLING AN
SPEED LAG. &

GREAT SERWILE, SLPFORT, HELF WHEN

a E FADVIDER.
EXPERIEMCE. CATERING T0: THE
INDIVIDUAL NEED'S, A BAAGNOSTIC

WITHIN THE SALE PROCESS IN REGARD

1 WANT ALL WY SERVICES IN THE CME
PLACE AND ONE BILL. ABILITY T0
CHANGE CRECHT CARD DETAILS,
ADDCRESS ETC.. WITHOUT B50UES,

ABILITY T0 UPGRALE PLANS 04
CHANGE BETWEEN TECH TYFES. LE,
FIBRE TO FIED YWIRELESE, WHILE STILL
EXPERIEMCING DECENT SHEEDS,

=l

SERVICE CONNECTED BEFORE MOVE IN
DATE. SOMETHING ON THE WEBSITE
THAT GIVE & STEP BY STEP OF MOVING
[SERVICE. AN BNTERIM FIX THAT & A HUE|
THAT CATERS TO AL MEMBERS LINTIL
THE CONMECTION 15 FINALISED B

THERE ARE 155U£5. P

MATCHING THE EXPERSENCE THAT 15
FROMISED DN THE FROMO. MAKING
SURE THAT B A CUSTOMER 15 ELIGIELE
FOR A FROMO THERE 15 A CLEAR
CUSTOMER EXPERIENCE 50 THAT
EXFECTATIONS ARE MANAGED.

&

OME BILL AND NOT MULTIPLES.
AN EASY WAY TD) PRY THE BILL.
UNDERETARD THE BILL TERMS.

9

INCIGENT MANAGEMENT CAN BE
DIFRCULT DEPENDING N WHERE THE
ISSUE LIES, 15 0T VODAFIME O 15 1T
THE WHOLESALE SUFPLER (LFCT? 15 1T
THE HOME EXPEREMCE OF THE
CUSTOMER CAUSING AN IS5UE? THERE
15 NEEL: $01R COHESIVE CHAGNDSTICS
OF KNDWH 15515, THE ADDAESS 15
MANUALLY OPERATED INTERRALLY AT
VEWWHEN IT COMES T0 OUTAGES AT
THE ADDRESS - THIS 5 NOT AN

ATOMATED SYsTE.

HARDWARE IS5UES SUCH AS THE SIM
CAAD USED FOR HWEE - Chs BE
FALILTY AND THE BETAIL SHOPS DD
NV CARRY THEM. CINLY & MARAGER
AN ORDER S5 AND MODEMS IN
STORE - AMD THEY DONT WORS

SATISUN WHEN MOST-CUSTOMER,
WILL MAKE AN STORE LNUUIR‘

HAVE CONTRACT IZ5UES, WRDNG PLAN
TYFE CR SERVICE TYFE FOR ADDRESS
DUE TO WIDAFONE CaTA ENTRY
ERROH WHEN CRIGINALLY ORDERED.

JLIST AT T KNCTW WHATS GOING
O AT THE ADDRESE, WHERE THE
INTEANET 15 NOT WCAKING OR

LAGGING. w

| WOLILES LICE HELP AND HAVE THE
ISEUE RESOLWED, | WOULD LIE TO BE
UPDATED BY VODAFOME ON
PROGRESSION OF THE ISSUE. | DON'T
WANT TE CALL BAEK T4 FIND DT,

WANT TIO TALK WiTH SOMEONE THAT
CAN RESCAVE THE ACCOUMT IS5UE
TRUICKLY.

8

WANT TO LIPGRADE TO A NEW FLAN,
10 IMPROVE THE SPEED, |'WANT A

MDVING HOME WITH EASE AND NDT
HAVE TO WORRY ASOUT WHETHER THE
INTERNET 15 COMNECTED. BEING KEFT

SWITEH T A DEAL FHAT WLL
CERMITELY SUBPORT NEEDS. NO

MEED AN EASY WAY TO UNDERSTAND
WY HILLS, USAGE AND PAY THE BILL IF
THE AFF HAL TERMS ON THE BILL
WHEN THEY CHANGE THAT EXPLAINS
TERME THAT DON'T MAKE SENSE. THEN

TIERE & MEET 00 THE CLITOME SSRACE AGNT T

MEED THE ACCOUNT IN ORDER AND
RESCLVED, INSTEAD CF CREDITS TO
THE ACCOUNT AS & SAVE THE

WAITIMG DN THE PROGRESS OF THE
ISSUE AND HAWE CALLED MAMY TIMES,
QLY TO HAYE TO HEPEAT WHAT THE
ISSUE 15 EACH TIME. NO EFFICIENCY OF
ALl CENTRE EXPERENCE FOR
CUSTOMERS.

CAN'T SEEM TO GET THE SERWICE THEY
MEED AND SOMETIMES CANT
UNDERSTAND THE PEDPLE ON THE
OTHER END- OF THE PHONE. HAVE TO
START CHATTING Oh THE FACERODK
ACCOUNT. THE TURM ARCUIND TIME
ON SOCIALS CAM BE A FEW HOLRS TO
A FEW DAY, ITS NOT COMSISTANT,

Rimicreichiparomnuns |

101 RESOLVE THE 1S5LIES 15 THE MAIN
GOAL 1D HAVE THE 155U THACKED,
AMD MANAGED. TO HAVE THE TIME
AND EXPECTATIONS OF CUSTOMERS
MANAGED EFFECTIVELY.

IEEE—— 1

MEED COMPLAMT TAKER SERIDUSLY
AMD SOME HELF V0 TH W'Y ESEUE.

CAMCEL THE ACEOLINT AMD MEVE TO
ANOTHER PROVDER

\CUBTCARFES ChLL T CHME D D RS TRMMSFARE &
Fiy T, THEY AN G0 P 10 THL Aot G QULE. Thi

CAMHEER EECENIMG LS SR E

OFESHORE TEAM CANMOT CONDUCT
ANY ACEOUNT RESOLUTRIN AS PART
OF CLSTOMER EXPERIENCE. NO
TRACKING DF BEUES CREATES AN
NAOUDAS EXPERIENCE £OR THE
CUSTOMER EVEN DURING

CANCELLATION @

T BE ABLE TO CAMCEL THE ACCOUNT,
Y THE FINAL BILL AMD CHANGE T0 A
NEW PROVIDER WITHOUT ONGOING
ISSLIES AND CHASING THE EXPERIENCE
THROUGH MANY PHONE CALLS.

]

NEED TO CANCEL THE ACCOLMT
EFFECTIVELY AR PAY THE HINAL BILL
THE CUSTOMER COLLD BE RETARMED &
THE ABENT KNOWS HOW 70 RESDLVE

LES, ALSO THE ABILITY To 518 MEEDED, GETTING THINGS RESOLVED | | 10 CORRECT ADDRESS, SIZE OF HOME, Pt = TAEEIIMAEL: EASEALCESS 1Y o {TERNET SERVICE: et CUSTOMER MEASURE. MEED CLSTOMER'S 1SSUES. IF CLSTOMERS
CATERING TO ALL MEMBERS LA TR ERVCEALOTHEA T o STHE e Rl UIBER F MENBERS NUMBER OF | | ASLTY 0 MOVE HaE B s OO0 BEAL ECAMATION DM THE WEBSITE O RERE=ME BINGESHET HRVIG e EFICIENCY FROM THE CUISTOMER CaLL] - TECH AND BALLING [55UE5 ARE
USING THE SERVICE. CONMECTIVITY. DEVICES, GIVANG THE SCLUTION BASED THE: L:E:;; meeguhsﬁ::' AKD EMAILED 10 MANAGE EXPECTATIONS. EHANGES R BiLl DESIGNOR BILLING AGENT. HANDLED WELL THE CUSTOMERS ASIE
) N THE CLISTOMER FACTS F = iz TERMS, e LESE LIKELY T4 CHURN.
GOOGLE LEAD
OUTAGES PAGE .
GENERATION SALES - m”ﬂ:‘ E;‘fﬁi :ND & MONTHS FREE aNa el SWITCH EROM BB IS PAID AFTER NCIDENTS ARE el RESOLVE THE CLSTOMER S BUSINESS GOAL- retain
UPGRADE AN EXISTING ISSUE FIRST BEFORE IT customer through
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DIRECT MAIL AD
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DROP
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MEW ORDER THROUGH THE SHOP FORM - IE AT HOME FORM OR REDEMPTION ABILITY TO PAY THAT FAILS THE PREMILM CANCEL ACCOUNTS
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PERIOD. CHANNELS. ANY SCORES.
CRAOY A AT L T T B
CALL THE CONTACT CENTRE L BIL T DL Ry et B A Al e CALLING VODAFONE TO AL AGENTS ARE MEANT TO CONTACT CENTRE WILL D T TR 30 THERE B
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Method used to define call outs and findings in Qual research

Affinity Clustering is a graphic technigue for sorting items according to similarity.

Patterns are revealed when items are sorted based on
perceived similarity, defining commonalities that are inherent

but not necessarily obvious. In this way you are able to draw

insights and new ideas out of otherwise disparate pieces of
information. Discerning patterns among data (or any multitude
of items) is also a useful way of taming complexity. As professor
Herb Simon said, “Most of the complex structures found in the
world are enormously redundant, and we can use this
redundancy to simplify their description."

Benefits:

+ Helps you identify issues and insights
+ Reveals thematic patterns
- Facilitates productive discussion
+ Builds a shared understanding

Reference

Share and engage with the Design Sprint Community. (n.d.). Designsprintkitwithgoogle.com.
https://designsprintkitwithgoogle com/methodalogy/phasel-understand/affinity-clustering
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