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Introducing Ipsos Loyalty

Three WAYS TO FAIL customers

Out-Moded

EPIC

FAIL!

Out- Out-
Executed Thought
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Out-Moded: Too Old!
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OUT-THOUGHT: TOO DUMB!

World and reglons: Outbound Touwrlsm
International Tourism Expenditure
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Out-EXECUTED: TOO SLOW!
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Three Solutions to start adopting now

Enterprise
Feedback
Management

Modern
Mobile
Experience
Epic
Success!
Customer
Journey
Mapping
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Modern MOBILE EXPERIENCE — Are your apps as
easy as candy Crush?
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Does Your Experience include wearables?
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Customer journey mapping — Do you know your
moments of truth?

VS
= A survey measures = A journey maps highlights the
performance on key attributes moment of truth for
such as Cleanliness cleanliness in time and place:

First entry to the hotel
room
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HOW DO WE CREATE JOURNEY MAPS?

Interview
Ieaders
Conduct
ethnography
Deliver
Create Validate workshops

ET with front ‘

line
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CUSTOMER JOURNEY MAPS ARE THE TOOL

FRONTLINE
STAFF

BACKSTAGE
STAFF

SUPPORT
PROCESSES
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Simplified Experience Map: Hotel Stay

Arrive Give Bags Arrive at _ Go to
atHotel ' toBellhop ’ Front Desk Check-In ) o om

Sports _{ Bring Bags
Update! "\ toRoom

Receive
Bags

Call Room
Service

Take Food
& Beverage
Order

Receive
Food &
Beverage

Free
Ice Cream!

)

Eat & Drink )

Check-Out,
Get Car,
Get Taxi




Combining Journey Mapping with mobile
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What we don’t want!

Survey
Score...

...And...
customer
loss!

ooooooooooooo
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A New Way of Managing Feedback

The Old Way The New Way

Yails Mol {1 Ml Feeding a scorecard  Closing the loop

Ongoing Feedback WAV LIV Ie] BAVIAZEA Real time

Survey Structure Multiple choice Verbatim comments

Data Integration Single source Multiple sources

ML TRV T V-8 Reactive response Anticipating behavior
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EFM - All you need to know is in the name!

100’s or 1000’s of daily

E Enterprise users at all organizational

levels

All sorts, structured, unstructured,
F Feedback passive, active, internal, external

— much more than survey data

M Management Re-al time, closed loop action
oriented, results focused




ENTERPRISE FEEDBACK MANAGEMENT
Are you Reporting OUT TO EVERYONE?

Lead Partner
eader
Dashboards ek
outs
Middle
Management Front Line

Systems Reports
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ARE YOU COMBINING ALL CUSTOMER FEEDBACK?

Web and

Social Media
Geo-

location Face to Face

'fnuf
AL 4 » >

IVR Email

= Holistic @
FeedbaCk Databases
Platform Operational & Customer

Phone

i
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Are you taking action in real time?

Customer

interacts

Managers Customer

evaluate ACtion provides

process

fixes Management G
System

Case

Case team is opened

closes the

if negative

loop event
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Three Solutions to start adopting now

Modern
Mobile
Experience
Epic
Success!
Enterprise Customer
Feedback Journey

Management Mapping
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THANK YOU!

John Carroll

john.e.carroll@ipsos.com




