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KPI’s makes the telco world go round and round!




10 of the most commen and important Customer Service KPI’s

Customer Satisfaction Score (CSAT)
Net Promoter Score (NPS)
Employee Engagement (employee churn)
Service level (eg. 80%/60 seconds)
Customers Waiting (back log/queue)
Answered Calls/Tickets

Average Handling Time (AHT)

First Call Resolution (FCR)

Idle Time

10. Calls/tickets handled/closed
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KPI’s can be a great tool but watch out for watermellon reporting

GREEN

AHT on target

Answered Calls/Tickets
High employee engagement

RED

FCR shoot to shit
Reopened tickets high
Leadership gaming




The NPS messurement

Detractors

Come join the
party!

Promoters
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Medium




Reason map — process tool to improve NPS
We are asking the customers for reasons for detraction and eventually promotion score

Detraction triggers
reason map Reason map is mapping drivers for detraction Input to pain programs for all OpCo brands

Question in SMS survey Reason for detraction Level 1 Level 2

"Based on this experience, how
likely is it, that you would
recommend <Brand> to others?”
n “T would not Price
recommend”

Problems with
ViaBill

Concact Options

Employee
Why not?

Equipment

High
Too complicated

Slow Time to Complete Fast

3]
]
5 Medium
g Mistaken billing

Light First bill is too high

Wrong fees

Low

Delivery

Impact

Network/Coverage

Subscription

8 T would highly
recommend” Ect.

Promoters

Example of tNPS reason
mapping



The nuuday NPS model TOR™

®NPS (Employee Net Promoter Score) measures the
employees’ loyalty and willingness to recommend friends
and family to seek employment in their organization.

INPS (Touch Point Net Promoter Score) measures the
customers’ willingness to recommend the company based
on the service that they just received.

bNPS (Brand Net Promoter Score) measures the brand
NPS in the whole database of customers. It is not based on
the respondent having any direct contact with retail,
customer service etc.

The bNPS question:
“On a scale from 0-10 how likely is it that you would recommend YouSee to a
friend or colleague?”

The tNPS question:
“Based on YouSee handling of your call to customer service how likely is it that you
would recommend YouSee to a friend or colleague?”

The eNPS question:
”0n a scale from 0-10 how likely is that you would recommed YouSee as a good
place to work?”

TOR™ - Triangle Of Recommendation

PNPS

'INPS *NPS



Kerne - KPI - Modellen

tNPS & Heavy
Detraction

AHT

Salg/hitrate

BLP — balance, leering & performance

Veelg dit kerne KPI

Husk fgrst at have styr pa kerne KPl'et:

* tNPS & Heavy Detraction

Sa fokuserer du pa:

* AHT og husker ogsa FCR og Salg

Derefter fokuserer du pa:

* Salg og husker AHT og tNPS

TDC



Fullrate Perception GAP™ tool to train employee empathy (Emotions)

The program trains employees to be aware of the customer’s perception and in order to reduce heavy detraction

Perception Gap training tool Large P-GAP = low recommendation
effect of Perception Gap ClE e AE
L. . . Recommend score
Monthly cycle of training for employees = Gap Identification P-Gap measurement N
; : Gap Reasons Coach feedback 0 gap
ion o
WIEh too much heavy detract Gap Closure Coaching on phone 0-1 points differents
(2% hours pr. employee) Gap Evaluation P-Gap measurement
Small gap
2 points differents
. Large Gap
How to measure Perception Gap 3+ points differents

Employee Survey Q
Employee is forced to think of and feel how the customer is left nnnn Process for P-GAP program

emotionally and to what degree they will recommend the company

r! v Proof of concept in Fullrate

Customer Survey - (done)
a After end conversation with employee the customer will be n H n n ) ) .
asked in what degree he/she will recommend the company TDC Business Pilot testing

find (done Q1 2019).

your
P-GAP

. * Full implementation with IT
Perception Gap P-GAP system
The Gap beween the two scores is called perception Gap. I tells nnnn (done medio feb. 2019)

us to what degree the employee understand the customer




Perception Gap as the heavy detraction killer

We have trained the employees with most heavy detraction in Fullrate...

...And today they are better than average still

Department development in same periods: 8,1 - 8,3 (+0,2)

Q-Score P-GAP Group 1xx
P79 +0,6
9,0 A 8,78,
8,5 7 8,18,1
8,0 T 7,7 To®
7,5
7,5 7
7,0 -
9.3.18 -5.4.18 9.4.18 -6.5.18 Period

Department development in same periods: 8,1 - 8,3 (+0,2)

Q-Score P-GAP GI‘OUp 2***
9157 +0,9
9,0 89,8 7
8,5 T 8,14
8,0 T
7,5 1 I
7,0 -

22.4.18 - 30.4.18 22.5.18-30.5.182 Pperiod

- Recommendation |:| Trust |:| Relief - Excitement - Average

P-GAP™ agents

"

12%

Heavy

Medium

CS & Support

NPS

Promoters

69% 70%
18%17%
6%56% 5090 5%5% |_|_|
Heavy Medium

|:| Period 1 |:| Period 2

Promoters

ﬂGroup
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Heavy detraction is the most important factor in frontline service

Fullrate bNPS and tNPS show the urgent need to focus on (Heavy)
Detraction

Brand NPS — Churn within 1 month

(april 18 - may 18)

2% 1,81 %
Detractor vs. Promoter:
0,72% 0,63 % ~ 3
0% Neutral vs. Promoter:
Detractor Neutral Promoter
0-6 7-8 9-10 ~ 1:1
NPS/scale

*Data is from april and may 2018. Total number of surveys is 12620

Touch point NPS — Churn within 3

month

Jan 17 —Jun 18
( ) Heavy vs. Promoter:

20% 17%
15% 12% ~ 3:1
10% 8% 9
0 7% 6%
5% Neutral vs. Promoter:
0%
’ . . ~ 1:1
Heavy Mid Light Neutral Promoter
0-2 3-4 5-6 7-8 9-10

NPS/scale

*Data is from Jan 17 to Jun 18. 50 employees with most Survey scores
from Customer Service and Support. Total number of surveys is 58184

Reason map shows main heavy detraction area to fix

Detraction Reasons
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Deep dive analysis in levels shows main drivers for heavy detraction

Employee Detraction*

0,8
0,6
0,4

0,2

Detraction index

Employees

M heavy detraction B mid detraction light detraction
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Det fgrste ar med nyt fokus pa Kundeoplevelser

Heavy Detraction udvikling i Fullrate privat

15,0%
13,7%

12,0% 12,4%

(Mar 2018 - 28. jan 2019)

\/

Share of Heavy Detraction

9,0%
6,6%
6,0% \
3,0%
mar apr

Mennesket som performance indikator

/\

maj jun jul aug sep okt nov dec jan
—Customer Service —Support Retention

Perception Gap™ - Traening af den menneskelige empati

Emotions™ - Mennesket i fokus
* Onboarding program

* Master Leadership Enneagram
* Hoved, Krop, Hjerte
* Kernekvadranten

* Heavy Detraction/NPS board mgder

How to Measure Perception Gap

Medarbjeder Survey Q

Employee is forced to think of and feel how the customer is left

emotionally and to what degree they will recommend the company n nnmnn
1

T\

50 Kunde Survey . :
X - 2fter :n: .con;e;sztion w;th/ezvplo./y/ee the custz;mt:r will m 1
e asked in what degree he/she will recommend the
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I Wind -
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Perception Gap l !

Ful-l' The Gap beween the two scores is called perception Gap. | tells v +
RATE - TZETTERE PA KUNDEN us to what degree the employee understand the customer n Enn
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