Skab en scalerbar service-leverancekaede med tech tools
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Key take aways

[ Forsta dine primeere USER PAIN points for at kunne lgse dem }

[ Veelg ‘simple’ tech lgsninger og partnere der Ilgser PRACIS dit problem }

[ Prioriter hvad der er det VIGTIGSTE — cost eller tilfredshed }
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DSV — worlds 3rd largest freigth forwarder and DKs

2nd largest company
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From local haulier to global player
A global network created through organic growth and M&A

Breakdown of EBIT by division

[ Air & sea
I Road

Solutions

Breakdown of EBIT by geography

3%

[ EMEA
Americas
APAC
—
2008
@ 2006
o 2000
S 1997
1976
2,694 DKKm 19,478 DKKm 31,972 DKKm 37,435 DKKm
Revenue Revenue Revenue Revenue
98 DKKm 854 DKKm 1,504 DKKm 1,936 DKKm
EBIT EBIT EBIT EBIT
10 independent DSV acquired DSV acquired DFDS DSV acquired DSV acquired ABX
hauliers Samson Transport Dan Transport Group Frans Maas LOGISTICS
established DSV

2016

67,747 DKKm

Revenue

3,475 DKKm
EBIT

DSV acquired UTi
Worldwide

2020

115,932 DKKm

Revenue

9,520 DKKm
EBIT

In 2019 DSV acquired
Panalpina

2021

160,000 DKKm

Pro-forma revenue

In August 2021 acquired
Agility GIL
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Ansvar for Global IT Support Centre — 24/7 service

Problem

* 160 agenter
 60.000
tickets/maned

Management

Service
Desk

Incident and

Major
Management

(SPOC)

Bruger

« 1% ari DSV - fgr det Maersk Drilling, AimBrand og Codan

« Ansvar for hele IT service operations keeden 24/7

Event
« Kommer til IT med en kundeservice og process baggrund Management

Operation

Centre

[ Brugernes ambassadar | IT ]
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Global IT ‘Winning Aspirations’ oversaettes til en

taktiske/operationel retning for IT support

GROW business

"We enable DSV to target extensive growth balanced
between a solid above market organic growth and an
active acquisition approach."

)

m IMPROVE user productivity
"We ensure the highest level of productivity for

\_{é} our users so they can offer consistently high-
quality logistics service to DSV's customers around
the world."

—

—

-

\_

Scalabe service
delivery chain

~

/

-

\_

~

Focus on Employee
experience not IT

J
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Behovet for IT support gges massivt ved hvert opkgb og IT
kompleksiteten stiger

\ 2021
Flere
agenter
2020
e”er /
&r’tere
Iﬂsnlnger’7
1976
+15.000 +20.000 +15.000
brugere brugere brugere
DSV
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Udfordring at leverer god stabil support i en global hurtig
voksende virksomhed

Eksplosion i brugen af live-kanaler Peak inflow tre gange dagligt
- naesten fordobling hvert ¥z ar - nar regioner ‘vagner’
1.400
800 per per dag
400 per dag
dag

Marts 2020 September Marts 2021
2020
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Definer og forsta de kritiske USER PAIN POINTS der forhindre dig
| at levere en god oplevelse

( )

( : o ) _lm Brugerne oplever for ofte kger
Ventetiden pa CHAT er

" pa live kanaler
uacceptabel lang nar brugeren

har mest behov for os - /
\_ J

4 ) 4
Lasnings tiden er ofte for lang / Password reset er starste )
pa sager hvor Service Desken . . .
Kke tilfgrer vardi inflow driver specielt mandag

0g nar regioner ‘vagner’
\- J \_ Y
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Explore fasen er essentiel for at finde den rigtige lgsning

EBSBED,

[ Lasning

[ Muligheder?

[ Hvad og hvordan?

J

Hvorfor og hvem? ]

(

\_

iy

Lasnings tiden er ofte for lang
pa sager hvor Service Desken
Ikke tilfgrer veerdi

)

J

9
9
©
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Hvad er den stgrste user pain i din service leverance?

C A

Postulat:
Hvis du ikke forstar din user pain og hvilket
problem du gnsker at Igse formindskes
k chancen for at veelge den rigtige lgsning Y

a 0
Sa...
Hvad den stgrste user pain i din service
keede?
- /
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2 Al tech tools kunne hjeelpe med at |lgse vores User Pains

Ticket Analyser
4 )
Lasnings tiden er ofte for lang M
pa sager hvor Service Desken — ol /. /
ikke tilfgrer veerdi ) W
\ J = \ &
n ’
Chatbot — SUPWIZ
c::n
r . o \ TS \ \ \L
Ventetiden p& CHAT er D\ aP'-
uacceptabel lang nar brugeren — m{ o S0
L har mest behov for os y
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o Ticket Analyser: Automatisk routing af tickets

‘°\-/

End-User
Raise ticket

“\* .o baseret pa Al motor

Low
confidence .
Service Desk

Ticket 2.200 personer i
e . ‘( GIT teams Global IT og 600
Analyzer J High VL assignment groups

]

confidence

Enkel implementering

Al treenes pa egne data (kvalitet?) og nem integration til eksisterende systemer

Skab ejerskab

-

\V

Fra System Administrator til Product Owner

{ Start med kernen U

Etabler grund leverancen og byg videre herpa
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Ticket Analyser impact har vaeret stor fra Dag 1...

: Tickets assigned by the TA to the 5D teams and other teams
Assignment rate

@ Tickets assigned by the TA to the 50 teams @ Tickets assigned by the TA to the other teams {non-50)

41%

6K
af alle tickets til Service Desk
videresendes nu automatisk
bbbk
8K
Impact for brugeren:
Forventet hurtigere
sagslgsning pga mindre
‘waste’ tid i handteringen
2K

W29 2021 W30201  WAT2021  WaZala1  WaE3ala1  Wed2021  WER2021  WE62021  WATZ0Z1  WEE 20
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...0g kvaliteten er god

Accuracy rate

AesmntacuracyFor ket asgne By 1 A o Global I no S0 e ceckng ke, s asoned o a ven e cegarment by e TA s s e

o T ety b= Copmetesment ey = = =Dttt v s o

8 8 % [l . " m

I
—l...-_-._l_._ : i =
i —t ; —
af de videresende tickets
e ~——
rammer de rigtige teams

Impact for brugeren:

Hurtigere sagslgsning da vi
undgar ‘bouncing’ tickets

WA 01 W

Wit A il e

Wir e W1
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\g\j»: Chatbot |lgser 26% af alle henvendelser og har nedsat
e lgsningstiden for brugeren — fantastisk... MEN
o \é ~ R
/ c/\w » Hvorfor falder CSAT
- © for chat?

« Hvad er vigtigst — cost
@ l \ vs. tilfredshed? /
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Refleksioner og next tech roadmap

Prioriter Hvad er det primeaere at understgtte?
Veelg et ‘'simpelt’ tool du tror Mange produkter kan meget — men er der et behov?
du forstar ‘Simpel’ tool = ‘nem’ implementering = impact
Next tools to explore { Voicebot } { Quall_ty_ e } { Global Regions }
Training
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Key take aways

[ Forsta dine primeere USER PAIN points for at kunne lgse dem }

[ Veelg ‘simple’ tech lgsninger og partnere der Ilgser PRACIS dit problem }

[ Prioriter hvad der er det VIGTIGSTE — cost eller tilfredshed }
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