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Improving CX Makes the Difference!
Alison Cartlidge ItSMF UK
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Sopra Steria 'TSMQ

SM Consultant 20+ years

ITIL Master

itSMF Editor/Co-Author

ISO/IEC 20000 (Service Management) UK Committee
ISO/IEC 30105 (ITES-BPO) International & UK Committee

SOPRA STERIA: an end-to-end service offering to address our clients’ digital
transformation challenges

* One of the most comprehensive solutions portfolios in the market
* Alarge scale capacity to transform legacy systems

* Leading position in Business Process Services and Outsourcing

* Specialist vertical service offerings
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Aims ITSM@

Share a case study on how improving CX made a huge
difference...

«  Short timescales

 Limited cost

«  Big impact

...and mechanisms to sustain for the future

...for IT, Customers & the Business

|dentifying key CX techniques used
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What is CX? ITSM@

Beyond Philosophy:

. A customer experience is an interaction between an organisation and a customer as
perceived through a customer’s conscious and subconscious mind. It is a blend of an
organisation’s rational performance, the senses stimulated and the emotions evoked and
intuitively measured against customer expectations across all moments of contact.

Forrester Research:

. How customers perceive their interactions with your organisation
. CX Index: Thinking of your interactions over the last 90 days?
. How enjoyable were they to do business with?
. How easy were they to do business with? SN
. How effective were they at meeting your needs? £ Q
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erceptions ITSMQ

The Bad!

° Poor customer satisfaction

iew of IT
Poor Sservice ‘J‘ * Poorvie

i ting
Good customer o o een as impac
. relationships Not proactive |‘| ITs

| business outcomes
\. -
Handling higher Managmg |
. Volumes . ©scalations | ‘
SLA Updating ;
. Performance Customers J

Bad CX!

e itSMF UK



The Approach ITSM@

Understand rnl Identify key

the facts from Ll cau.se by
the mapping

customer
journeys

! Short intense :
customer pain Sustain

. execution of :
points & . improvements
. improvements
improvements

perceptions
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ﬁ Approval

Customer Journey Mapping
\ / //

- Notified
- .R?tg‘?,;"e & to collect/ Build
KT o deliver 5 Bl
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Request Fulfilment ITSM@
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Incident Management |TSM@

Resolve within
business need

ItSMF UK %




Escalations ITSM

| Findings
« Automatic notifications
» Too passive if hiaher

Improved Customer Focus

| Findings

* 50% escalated within
SLA

Actions Actions
* Business education & « Proactive escalation
communications management
 Proactive user  Defined thresholds for
engagement executive
engagement LI
o, @
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Problem Management ITSM@

Problem
Manager

e Customer Collaboration

Expert support MO;?};?‘;‘.Jg’ed
. ysi
Actions Improved reports & N/A Business aligned
reviews Collaborative
Surgeries
- : N / \J
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Reactive Proactive

itSMF UK

Gy iy - R i b o R



Outcomes 'TSMQ

b\e v Improved customer

satisfaction

S‘a\ 0 Reduced
O Effective

So‘ backlogs, v" Improved SLA performance
proactive calls/incidents,
" . | H .
Eiieciive Co"&b orative Sqeatations v Improved perceptions of IT
escalation problem
management management

OBusiness IT supporting business needs

knowledge
& regular
customer

OEffective updates

request
fulfilment Good CX! T
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Achievements
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Call Volumes
700 100.00%
600
80.00%
500
% 200 60.00%
2
& 300 40.00%
200
20.00%
100
o 0.00%
> CJ o o
5 5 3 5 5
e & & & & & Phona catis
N > W S < e N < SLA
Date e TARGET
Open Incidents
800
700
600
£
£ aco
g 300
200
100

01/11/2014  01/12/2014

01/01/2015  01/02/2015 01/03/2015  01/04/2015 01/05/2015  01/06/2015

Incidents Updated > 60
days

14
12
10
8
6
4
2
0 " .
Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun
500
450 ——Total Open Incidents
400 Incidents Updated <= 1
day
350 Incidents Updated > 1
300 day <= 5 days
Incidents Updated > 5
250 days <= 10 days
Incidents Updated > 10
200 days <= 15 days
150 Incidents Updated > 15
days <= 30 days
100 y Incidents Updated > 30
50 days <= 60 days




Lessons
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Remember! ITSM@
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Managing CX really does make a difference!

Customer perception is your reality — own it, address
it, improve it

Good customer service costs less than bad
customer service

Put yourselves in their shoes - be honest —is the CX
good enough, would you be happy?
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ITSMF UK

Premier Gate, Easthampstead Road, Bracknell,
RG12 1JS, United Kingdom
Tel: +44 (0) 118 918 6500 | Web: www.itsmf.co.uk




