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1. (especially in science fiction) a machine resembling a human being and able to replicate certain
human movements and functions automatically.

ns. automaton, android, machine, golem; More
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Connected from birth
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“...shuts down Robot after it
spontaneously developed its own
nonsense language”
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EveningStandard.

Facebook shuts down chatbot
experiment after Als spontaneously
develop their own language

FIONA SIMPSON Tuesday 1 August 2017 11:51 | [J 8 comments
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EXPERIENCE MANAGEMENT
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Customer

Employee

EXPERIENCE MANAGEMENT

Brand






BETTER BETTER
SERVICE EXPERIENCE
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Chat

&)

Trran ®

Contact Us

Want to speak to us?

Fawt wt o wrwrw poay poaery Dakow aow! we Tt pou Boow e Deet! wey b

& Messaging...

§
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Chat with us 4

Welcome to 3 Live Chat.

Your name:

CQ ‘ ‘ Enter text here ‘

Your address

Enter text here

Date of birth

Enter text here

Please enter your 10-digit mobile
number in this format 08xXXXXXXX
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Contact Centre...




Speech Analytics...
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CRM and Omnichannel...

mm IT - Industry - Technology -
Management Sectors Topics
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ComputerWeekiyeom |, C ulture hacks for ClOs
driving organisational change ekl

Three Ireland sets out to become an omnichannel
operator
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Functional structures (Old world)

InkK In

'tth

Customers don

verticals...




Our customers experience
the not the vertical
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| NEED TO PAY
THREE

IT NEEDS TO WORK

THREE VALUES ME

“L'/I:)Breaks




Customer

 Payment
 (Customer Care
« Self Care
 (Collections

* Repairs

« Complaints

* Network (Voice/Data)

 Upgrade
e 3 Plus
Insurance

Product

 First time connection
* Relationship

Brand




saltrics ™

|ustin.conry@three.ie

Forgot your password?

Don't have an account? [ GET STARTED ]
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22%

20 21% | 21%
0

18%

Source: Sarah Mars / Qualtrics X4 Summit



70% LooKED FORWARD to going to
My employer work ALMOST ALWAYS or MOST OF THE

responds TiME

EXTREMELY
WELL or VERY

0
78 /0 are VERY or EXTREMELY LIKELY
to recommend you as a place to work

WELL to my
feedback

81 0/() are VERY or EXTREMELY LIKELY

to stay working at your company for the next
two years

Source: Sarah Mars / Qualtrics X4 Summit 2018









Customer

Employee

Product
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Product

Customer Employee



Business customer orders postpay
product via Contact Centre

Handle mass subscriber
activation for Business
Customer via Account

Manager

Account Creation

and Credit Check % Configure Offer for , lganage Devic:, Create Business
for Business Business Customer il UL ' Customer

Customer Payments

Mass Order - Order Delivery

B B 4 - o [

SMB / Business Mobile Internet Call Centre Account Manager Postpaid Provide Change Replace Offer




Product

Employee




Campaigns...

o@ Data Over Utilization

SAVE & CLOSE CLOSE MORE ~

VIEN DETAILS v EXPERIENCE INBOUND I REPORTS

EXPERIENCE LIBRARIES

Toolbox

Customer Expernience

Customer Lifecycle

. - e

e Reached <personal

percentage> of Data...

Likelihood to Change
Price Plans

Not Likely )

Likely

&, Candidate for
'~ Bnidge Bundle

Candidate for

' Price Plan Upsell

& LAYERS ~

v
-

Number of Times =l
Bridge Bundle Offered

D

Personal Pnce-Plan
Upsell Offer

Lifecycie phase @ VISIBLE

(XS AUTO LAYOUT

(») READY

(1 SHOW PROFILE

Recurring
Bundle Offer

n %, Invited to
| _ Bndge Bund
Data Bridge Bundel
Offer
2 d.ays
Price-Plan Upsell

Opt-In +



Product

Customer Employee



Customer Touchpoints

Availability

Failure Point Analysis

User Experience

Employee Enablement




Experience Mapping!...

Consumer Buy Journey (postpay)

C Customer has A::I:,:elsses the Customer has AW:IS::;Lhe Customer has AW:?::rsntehe
g Customer Customer decides an issue with C SIeome an issue with Cambaian an issue with Cambaian
~ enters store 2N handset and plag setting up the ampaign their bill (1% mpaig accessing mpaig
c phone (digital or or 2" (digital or SRl (digital or
& hard copy) hard copy) hard copy)
é" Directs the customer to

S Greets the use the Welcome page

> customer and and/or gives the

= asks open customer the Welcome

a“ queStIOI‘lS Pack

ma

=. .

] Sale is put through

P Sales system

(4b)
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Welcome Campaign call
will be targeted at

SR T | e ——

assisted to set up
phone

segments who may have
issues with setting up
their phone
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A well managed experience
or a fluke?
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Technology Is...

experience...
















Can you
experience
objectively?




Can you
experience
experience

objectively?




BREAKOUT

BREAK

1:50-2:10PM

We’'ll be back in 20 MINUTES
In the meantime, why not
grab a tea or coffee outside?




