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LISTEN TO YOUR CUSTOMERS:
FEEDBACK 101

Susie Boyer, Product Manager




Agenda

» Overview (10 mins)

» 6 Demos of Using RightNow to Gather Feedback
(30 mins)
Closed Incident Survey
Chat Survey
Broadcast Survey
Survey by Proxy
Voice Survey
Cloud Monitor

» Virgin Mobile Customer Showcase (15 mins)

» Questions (5 mins) RIGHT - e



8 Steps to Great Customer Experiences

Establish a Knowledge Foundation
Empower Customers

Empower Frontline Employees

. Offer Multi-Channel Choice

Design Seamless Experiences
Engage Proactively
Measure and Improve Continuously
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Why Listen?

» Improve customer petention
» Improve cu ‘ﬁ satisfaction

» Improve cus vadvocacy
» Reinforce bran reputatlan ™
» Emotionally é’fgége customers =
» Improve emnloyge satisfaction
p Increaselsus‘tam}sales
» Increases r'?venue

“Know how to listen,
and you will profit
even from those who

talk badly.” - Plutarch |
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Capture

Improving Listening Skills eedback at

the “Moment
of Truth”

@M-ichael H. Marks N

CUSTOMER SURVEYS|

"Just answer our questions and you won't get hurt!
So, what do you think of our customer service?
N How do you like our new store hours? .......... ’
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Improving Listening Skills Accentuate

the Negative
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Improving Listening Skills

v Automatically route negative feedback
v Implement workflow rules
v'Analyze feedback

v'Periodically report

Act on What
You Learn
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Inform

Improving Listening Skills that vouve

Acted on
Their Input

Critical last step!

Only 5% Tell

Customers

10% DeployandiUse

35% Use Insight

45% Alert Staff

959% Collect Feedback
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Improving Listening Skills

Inform
Customers
that You've

Acted on
Their Input

Act on What
You Learn

Accentuate

the Negative
Capture

Feedback at
the “Moment
of Truth”
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Multi-Channel Feedback Management
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Demo 1: Closed Incidents Surveys

» Automatically send an invitation to participate
IN a customer service survey while the
Incident experience Is still fresh and relevant

'. I overstock.com’

Dear Customer,

Regarding your recent contact with Overstock com, would you please take a minute to answer
a few questions? Your feedback will help us in our commitment to excellence.

Click here to take this survey

To respond to our survey, please click on the web address above.
Thank you for your valuable help!
Sincerely,

Qverstock.com Customer Care

If you no longer wish to receive these invitations. please click here and we will promptly remove you from our mailing lists
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Demo 2: Chat Surveys

» Offer survey at end of chat or a time-delayed
survey to be sent to the contact later

& | https:{fbcvipnjol rightnowtech, com/Chat/live_tc.jsp?p_db_name=cendant_cta_ upgradedp_intf_id=5

Status: Disconnected

Chat Dialog

CheapTickets
Chat

Vivian Tedford: Hi, my name is Vivian Tedford How may | help you?
Vivian Tedford: | need to cancel my car resernvation
Vivian Tedford: Let me look that up for you
Vivian Tedford: that will be 3 charge
Vivian Tedford: ok, | have to talk to someone about this - Il get back to you
Vivian Tedford: Thanks

< vou have disconnected

Type your message here, then click Send or press =Enter=

X Close

Dione @’ @ Internet

HA00%

JeheapTickets

Post Chat Survey

Please help us improve our service to you by answering the questions below.

How would you rate your overall service experience today?

How would you rate your chat agent?

Do you feel you received resolution to your request?

W

Your feedback 15 important to us! Please feel free to tell us how we can improve this service.
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Demo 3: Broadcast Survey

» Define an audience to email an invitation
message to participate Iin a survey.

HEB e

Save Save & New Info P

¥ Login Chat

Surveys «

Survey ltems x A

B

|| Status of Current Surveys

i Survey Summary Dashboard

"7 Broadcast Survey Sumrmary

) Transactional Survey Summar
L Survey Sesrch

2 Surveus Fxnlnrer

{0} Home
:) Analytics
\:)j Incidents
M Contacts
4 Answers

‘D% Opportunities

Communication Center
\\-L)_ Mailings

=

] Tasks

""" Organizations

8. J Leads

LR e I

XL 150 Product ack - global__chris1 - RightNow 8 - m

Do v

review Survey | Spelling

Close Survey URL
Save Actions Proofing

Engagement ~

#) Surveys Explorer | @) XL 150 Product Feedback

Summary [ Questionnairs [ Aud\engg/ Invitation Message [ Proofing [ Delivery I Besults

Fiom  Global Wireless Offers <offers@globalwirless. com>
FeplsTo  GlobalWireless Difers <global-273@maidy.dv.lans
Subjeet  [What do you think of the > 1507

ML

HTML & Start Over &

Dear First Name Last Name, Content 2

We want to hear what you think about the XL 150 Portable! In
£ 2005 when the XL 150 first became available, it was the only
multi-function handheld to combine voice, messaging, photos, v I
>

Links A M| <

@ Desion |Z) Soucs | @ Praview

Toolbax n ) A [Tasks [

URL Parameters

Logged in as: General Administratar

[ online - o]
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Demo 4: Survey by Proxy

» The ability for an agent to take a survey on
behalf of a contact within their On Demand
Desktop workspace
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Demo 5: Voice Survey @

» Direct callers to a voice

survey to measure customer leas ateour servis
satisfaction with products, \ )
services or customer service

RightNow
Voice
Survey

agents.

» Results are stored In
Incidents for each caller
surveyed

» Insightful, actionable
feedback analytics

RightNow
Analytics

(9} j RIGHT | <
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Demo 6: Cloud Monitor

» Monitors Twitter and YouTube for
conversations that are occurring related to
your product, service, or organization

-
“

— (i Tube)
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Virgin Mobile USA

Syed Rehman, CRM Manager




VMU Overview

sLaunched nationally in July of 2002, Virgin Mobile USA is the nation’s first
wireless network created for and defined by youth

«J.D. Power and Associates ranked VMU highest in America in customer
satisfaction among wireless prepaid services for two years in a row and PC
Magazine Readers named Virgin Mobile tops in service for 3 years
consecutively [06-07-08]

 VMU'’s more than 5.3 million customers have access to a service portfolio
that includes multiple voice pricing options, a full range of handsets and a
broad array of messaging, music and mobile content offerings

Two core divisions

Confidential and Proprietary Information of Virgin Mobile USA, L.P.



VMU’s CRM Solution

o Launched RNT in 2007 across the post-paid (contracts)
division business as the main CRM application

* Integrated with Post-Paid (no contracts) in 4Q 2008 for
CSAT surveys and reporting

 Two survey types:

- Transactional Incident closed survey (post-paid)

- Data feed into RNT from pre-paid CRM application consisting of live
advisor and IVR surveys

 We send approx 400k surveys monthly with a 4.5%
response rate

 We utilize 4 call center vendors with footprints in the
Americas and south Asia




Surveys

« We primarily utilize transactional surveys

« Postpaid division uses incident status as trigger to send
surveys

* Prepaid division has a daily data feed which generates list of
customers to be surveyed

e Survey pages are conditional based on customer responses
serving applicable pages




Survey Example

Hi ,

We noticed you recently contacted our Customer Care Team and spoke with one of our Live Advisors. How was your experience? We want to make sure your
voice is heard, so please take a moment to fill out this short survey. Also, please take advantage of the free form fields to provide us with details regarding the
Advisor you last spoke to and your overall Virgin Mobile USA experience. We want to hear it all!

Click here to take this survey.

Sincerely,

Your Virgin Mobile USA Customer Care Team

Manage Survey Email Options

Confidential and Proprietary Information of Virgin Mobile USA, L.P.



http://helio.custhelp.com/cgi-bin/helio.cfg/php/enduser/doc_serve.php?1=AvcG~wqJDv8SUBb~Gv8e~yD~Jvsg~5N_&5=59�
http://helio..custhelp.com/cgi-bin/helio.cfg/php/ma/unsub.php?1=AvcG~wqJDv8SUBb~Gv8e~yD~Jvsg~5N_&2=100054&3=1�

Survey Example (cont)

|@ http://virginmobileusa.custhelp.com/cgi-bin/virginmobileusa.cfg/php/enduser/doc_serve.php?&1=Av - Microsoft Internet Explorer [._][i]ﬂ
File Edit WView Favorites Tools Help ’,’
eBack < \_) Iﬂ @ h /._‘ Search \j‘\'( Favorites {‘3 < ~ :\,'_ ﬂ @ _J . @JI '_"]1.
Address |ﬁj http: /fvirginmobileusa. custhelp. comfcgi-binfvirginmobileusa. cfg jphpfenduser fdoc_serve.php?&1=AvcG rwr ~DvBS mxbrGyBeryj~IvBgrzz ~&5=59 [V] Go Links **
-~
-~ 2
mobile
Which of the following best describes your primary reason for calling Virgin Mobile USA Customer Care?
M
Overall, how satisfied were you with how the Advisor handled your most recent call? If you talked to more than one Advisor, please
score only the last one you spoke with
[
Do you have any additional feedback, regarding your experiences with the Advisor who you rated above? If the advisor exceeded your
expectations, we'd love to hear about it. If the advisor falled to meet your expectations, we also want to hear about it and what could
have been done differently.
For each statement, please rate your level of satisfaction with the Virgin Mobile USA Live Advisor who handled your most recent call. If you
talked to more than one Advisor, please score only the last one you spoke with.
Advisor displayed a friendly and upbeat attitude | [¥]
Advisor was knowledgable | [~
Advisor displayed a genuine concern for resolving my issue | [V]
| | v/
@Done £ Internet

Confidential and Proprietary Information of Virgin Mobile USA, L.P.




Survey Example (cont)

|@ http://virginmobileusa.custhelp.com/cgi-bin/virginmobileusa.cfg/php/enduser/doc_serve.php?&1=Av - Microsoft Internet Explorer

u@’@,

File Edit WView Favorites Tools Help

Oni- © BB G| Pt froee @ 3% 31 - M D3

Address @htq::ffvirg\nmubilausa‘custhelp.cumfcgi-binfvirginmubileusa.cfgfphpfanduserfduc_serve.php?& =AvCG rwr ~DvBS vxb~GyBeryj mIvBgrzz~&5=59
CXPECtAUons, We a 10ve 0 rmedr aood . S auvioU Sie CEC youl CApeCLaauons, we
have been done differently.

Links **

Go
ouTa

For each statement, please rate your level of satisfaction with the Virgin Mobile USA Live Advisor who handled your most recent call. If you
talked to more than one Advisor, please score only the last one you spoke with.

Advisor displayed a friendly and upbeat attitude |

(]

Advisor was knowledgable |

Advisor displayed a genuine concern for resolving my issue |

Advisor offered a clear explanation of options and/or solutions |

Advisor was easy to understand (could speak and be understood easily) ||

Durini the course of your contact were you placed on hold while the Advisor researched information?
b

Mext

E]

@ Dane

O Internet

Confidential and Proprietary Information of Virgin Mobile USA, L.P.




Survey Example (cont)

|@ http://virginmobileusa.custhelp.com/cgi-bin/virginmobileusa.cfg/php/enduser/doc_submit.php - Microsoft Internet Explorer

File Edit WView Favorites Tools Help

u@’m

eBack - _) Iﬂ Ig ;ﬁ /.._\‘ Search \j‘\'( Favorites {‘3 <] ~ L__,'_ L)“I = I 9-‘[ _"]\
Address ﬁj http: /fvirginmobileusa. custhelp. com fegi-binfvirginmobileusa. cfg jphp fenduser fdoc_submit.php

[v] Go Links **

“mobile

Which of the following best describes your call with Virgin Mobile USA Customer Care?
O1t was the first time I called about this issue
O1It was not the first time I called about this issue

Was the reason for your call resolved after your contact with Customer Care ?

How satisfied are you with Virgin Mobile USA Overall?

]

How likely are you to recommend Virgin Mobile USA to a friend?
—

done differently.

Do you have any additional feedback, positive or negative, on your experiences with Virgin Mobile USA? If we exceeded your
expectations, we'd love to hear about it. If we failed to meet your expectations, we also want to hear about it and what we could have

@1 Dane

O Internet

Confidential and Proprietary Information of Virgin Mobile USA, L.P.




Reporting

o Customer Satisfaction (CSAT) results from surveys is
primary metric in evaluating call center vendor performance

 Vendors use CSAT scores for coaching, mentoring and
advisor evaluation

« Emphasis is placed on:
- Overall Satisfaction
- First call resolution (FCR)

Confidential and Proprietary Information of Virgin Mobile USA, L.P.



Reporting (cont)

y Pre-Paid & Lar MTD Scores Monthly CSAT Score Card

Enterprise W20/2009 SR7R2009 MTD Monthly Goal

Enterprise Aug sept

: Returned
rations
e I i o
LMP Bottorn Box Feturned
LMNP Top Box
ChE g G 5 Returned

Feturned

= o =

Mobile BroadBand2Go Bottom Box E'Hj[urr_“:_!d
Mobile BroadBand2Go Top Box - al suppor
ile BroadBand2Go Avg CSAT g Feturned

= vz Returned
FMA Bottorn Box
RkA Top Box
RMA Avg CSAT
surveys Returned

Confidential and Proprietary Information of Virgin Mobile USA, L.P. 26




Reporting Example

helio - RightNaw 8 - o x |
MNew \iew Go Preferences  Admin  Community  Help
# CSAT Dashboard - Sitel NIC -RNT 2 =14
ﬁ Home | Report Display Data Q
2| Q @
p Search Refresh Reset
Data Set
- - - .
o1 Virgin Prepaid MSAT Dashboard - By Agent
)
~" | Sub Title
=]
Oj & of Overall Cleared G
Surveys & Surveys  Satisfied - Easy to Advisor  Explanation Friendly C
@ Advisor Reason Started Completed Advisor Understand? Knowledgeable Offered 7 Attitude  Dis
= MNICAARRIET ANEWBALL Account Infor matio 1 1 4.00 1.00 3.00 3.00 4.00
E MNICADEMNIS Account Infor matio 1 1 5.00 5.00 5.00 5.00 5.00
Bj MNICADIAZULLOA Account Informatio 1 1 4.00 5.00 4,00 4.00 5.00
MICALECMTIIERING Account Informatio 1 1 5.00 5.00 5.00 5.00 5.00
ﬁ MICALOPEZZ Account Infor matio 2 2 4.00 4,50 3.50 4,50 4.50
I_.] MICAMAL TOMEHERER T arcount Infaor matio 1 1 1.00 4.00 1.00 1.00 200
MICASAMUEL Account Infor matio 3 3 3.33 2.67 3.67 3.33 4.00
(@I MICAYARGASBEMDAMA Account Infor matio 1 1 .00 3.00 3.00 3.00 3.00
m MNICBEDUARDOAMERICO Account Infor matio 1 1 5.00 5.00 5.00 5.00 5.00
MNICBFRAMNCISCORAMON Account Infor matio 1 1 5.00 5.00 5.00 5.00 5.00
MNICBMALTEZGOMZALEZ Account Informatio 1 1 5.00 5.00 5.00 3.00 5.00
MICBMORALESRODRIGU Account Informatio 1 1 4,00 5.00 5.00 5.00 5.00
MICCBARRAMTESORTIZ Account Infor matio 2 2 3.50 3.00 3.00 3.50 4.50
MICCOAYIDAEJANDR D arcount Infaor matio 1 1 5.00 500 500 5.00 5.00
MICCDIAZZ Account Infor matio 1 1 5.00 5.00 5.00 5.00 5.00
MNICCFUEMTESMARTINE Account Infor matio 2 2 4,50 5.00 4,50 5.00 5.00
MICCMANZANAREZBARR Account Infor matio 2 2 2.00 2,50 2,50 2.00 3.00
WICCPORTER Arcnunt Tnfor matin 1 1 5. 50 50 5.0 5.0 [ ]["
< I >
Reports Explorer l CSAT Dashboard - Sitel NIC ...
Logged in as: SRehman 485 Records Online

Confidential and Proprietary Information of Virgin Mobile USA, L.P. 27




How VMU listens to our Customers

e Survey CSAT reports

e Customer Advocacy Group (CAG)

e Social Site’s Monitoring

e Customer Panels

o Quarterly Market Research using outside firms
 Focus Groups

 Annual WOZ testing for our IVR applications

o Sample testing of Verbatim reports

o Call Center Site visits
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QUESTIONS?




Additional Resources

» Breakout #8: 2:30-3:30 p.m. today - Feedback -
Listening & Acting on the Voice of the Customer

» Ask-the-Experts

» RightNow Community - www.rightnow.com
Support
Discussion Forums

ldea Lab
Library

» Your Account Manager
» Email sboyer@rightnow.com
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NOW { sumMmIT 09


http://www.rightnow.com/�
mailto:sboyer@rightnow.com�
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