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RS Components

Y Case study presentation
Y Time for your questions

y Presentation of finalist certificates

-lvan Smith-

There are post-it notes and large pens on every Deig‘?f;:ﬂﬁ;‘;’f\:; o

table. Write down at least one thing that wows Motability Operations
you about what you hear. Then put it on the Session Chair

poster at the back on your way out.
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RS Components

Emma Botfield
Head of Customer Service Northern Hub

Paula Mckillen
Head of Customer Experience Development
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Transformation at Pace



Transformation at Pace

age, break the rules I f nece

ence & -WMhtaittdtsdet opAs k §rayonttbasurfacB e s
activity underneatho

Afce a supplier you can trust

On-time, on budget&inscope. oOLess conversation, more a

4. Journey Mapping

Become customers, |ive their experience. oI
5. Stakeholder Engagement

Il ntervi ew, roadshow, board | evel exposure. 0
6. Signs of Breakthrough

Language & behaviour change, everyone wants
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_“;‘ & using the insight to drive improvements

o Project Triumph

Workstreams delivering
Transformational Change
within UK Customer Services

Customer Service, Product, Web & Calibration Support

external numbers NPS for product advice via telephone from

to

reduced to 8
4,.000:::. ..
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Demand vs
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o Resource patterns reduce to
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Handpick Talent

Now | Feel

A Misfit

Suffocated
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Handpick Talent

Now | Feel

1

Out of Control

Sinking
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Handpick Talent

: I B Now | Feel

Misunderstood

Frustrated
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Handpick Talent

Now | Feel

Disengaged

Follower
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Handpick Talent

Now | Feel

Frustrated

Restricted

>

e ! Raising Standards in
Forum

Customer Operations




Supplier to Partner
& Confirmit.

Yy A
Great Customer Experiences Start Here

Voice of the Customer progra become an established path to deliven
engaging employees, and driving business change. Bitharnessing the Violcet
you can deliver real Return on mm (ROI). A
product offerings and price, the ms@omerqpe(_
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Take a moment to reflect

Write down in your conference handbook:
)f What you found most interesting and relevant for your organisation
Y Key takeaways from this session and ideas you could implement

)/ How you could share these ideas with others (in your organisation or network)

Feedback: share your learning, create a visual record of today’s session
)/ Have you put your wow factor on a post-it to share on your way out?

)f Forms available if something hasn’t met your expectation or you want to
give a personal thank you to the speaker(s) because this blew you away
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