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Connected from birth



Alone together…





“…shuts down Robot after it 
spontaneously developed its own 

nonsense language”

   2018…



I think I am, actually 
humble. I think I'm much 
more humble than you 
would understand.“ ”









EXPERIENCE MANAGEMENT
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Brand 

Employee 

EXPERIENCE MANAGEMENT





BETTER 
SERVICE

BETTER 
EXPERIENCE

LESS  
CHURN

LESS  
COST!



Means 
going from 
this



   New IVR…



   New App…



Chat & Messaging…



Agent schedulingContact Centre…



Speech Analytics…



€300m+ in Network…



CRM and Omnichannel…



XM!…



Customers don’t think in 
verticals…



Our customers experience 
the horizontal not the vertical



I WANT A PHONE

I NEED HELP

IT NEEDS TO WORK

THREE VALUES ME

I NEED TO PAY 
THREE



Customer 

Product

• Payment  
• Customer Care 
• Self Care 
• Collections 
• Repairs 
• Complaints

• Network (Voice/Data) 
• Upgrade 
• 3 Plus 
• InsuranceBrand 

• First time connection 
• Relationship
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Source: Sarah Mars / Qualtrics X4 Summit 
2018



My employer 
responds 
EXTREMELY 
WELL or VERY 
WELL to my 
feedback

70% LOOKED FORWARD to going to 
work ALMOST ALWAYS or MOST OF THE 
TIME 

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

81% are VERY or EXTREMELY LIKELY 
to stay working at your company for the next 
two years

“
”

Source: Sarah Mars / Qualtrics X4 Summit 2018







Customer 

ProductBrand 

Employee 

TECHNOLOGY

RETAIN

ACQUIRE

Customer 

ProductBrand 

Employee 







Customer 
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Employee 

Technology 





Customer 

ProductBrand 

Employee 

Technology 



Campaigns…



Customer 

ProductBrand 

Employee 

Technology 



Employee Enablement

User Experience

Failure Point Analysis

Availability

Customer Touchpoints



Consumer Buy Journey (postpay)
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Customer 
enters store

Greets the 
customer and 

asks open 
questions

Customer decides 
on handset and plan

Directs the customer to 
use the Welcome page 

and/ or gives the 
customer the Welcome 

Pack

Sale is put through 
Sales system

Customer has 
an issue with 
setting up the 

phone

Accesses the 
Welcome 
Campaign 
(digital or 
hard copy)

Customer has 
an issue with 
their bill (1st 

or 2nd)

Accesses the 
Welcome 
Campaign 
(digital or 
hard copy)

Customer has 
an issue with 

accessing 
products

Accesses the 
Welcome 
Campaign 
(digital or 
hard copy)

Welcome Campaign call 
will be targeted at 

segments who may have 
issues with setting up 

their phone

Customers will be 
assisted to set up 

phone

Experience Mapping!…







Conductor…



Connected XM!…



A well managed experience 
or a fluke?



Top





Technology is…

 an experience…











Can you 
experience 
objectively?



Can you 
experience 
experience 
objectively?



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

1:50-2:10PM

BREAKOUT
BREAK 20 MINUTES


