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CUSTOMER TOUCH BACK-END
JOURNEY POINTS

@ Salesforce

[ AUTOMATION ]
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DEVELOPING A JOURNEY IS A MUST

Focus on

v

Measuring touch points
4 Capturing customer attitudes and atributes

4 Seeing customer experience from customer
eyes

> Showing your experience across touch points

» Customer time

Engage now

. Workshops

. Bring internal teams and experts
. Create eco system maps

0 Customers!
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END PRODUCT Heathrow express train to Airport expedited security & passport checks for frequent flyers @

Lego Example check-in at Paddington train station @ @ waiting to board plane in comfortable lounge
receive tickets @

@ book tickets @@ @ Use the Experience Icons:

Contact travel dept.: BEFORE @ How can this be a positive

experience?

@ Make or break moment -

@ board plane what can we do to make
sure consumers come back
5 of the ex, i time and time again
@hOtel reconfirm ﬂlghtS back@ 5 &L ’/G/)o @ safety pfOCGdureS @ Where do we need data to
= F'l ght to NYC ®. help deliver the experience?
get to LEGO fresh @ - Who? @ take off
@ ‘ Description:
driver checks into hotel for me @ BicTardt ki Sal aanter @ seating - wide comfy seats @
executive travelling
met by driver @ 83 partofwork o @sleep in fold-out beds
\,bo
business lounge for shower @ o™ @read/work in quiet with internet connection
customs fast track @ @ watch a movie
luggage collectio @ choice of mealtimes
@passport & immigration fast track@ @ @ @sle p in fold-out beds
short walk in airport disembark - reserve seat
for return flight @
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CUSTOMER CENTRICITY
FROM: CURRENT WAY

CUSTOMER CENTRICITY
TO: NEW WAY

CUSTOMER DETAIL CUSTOMER
SEGMENTATION PROFILES
(single dimension profile- e.g ARPU) (multidimensional profile) P

EASE OF CONSUMING

COMPANY PRODUCTS
(example cloud)

SELLING COMPANY
PRODUCTS/ OFFERS

AGILE/ SCRUM
WATERFALL PLANNING (quick and integration oriented

(long deployment) deployment)
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AVAYA AGILE APPROACH

Scope of Work
Change Requests
Deployment
Acceptance
Production

« Program Managem.

* Project Managment
~» Subject Matter Exp
Solution Arhitect

ELEMENTS Av A

« Scope of Work /

| e+ Longerand
bigger in size
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WATERFALL
Feasibility
Plan

Design
Implement

Project Plan
Work plan
Resource Plan
Deployment plan
Test plan

UAT

go-alive plan

ITEMS
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Company CRM integration "I‘A
Organizations y
Marketing
Finance
Sales

LA . Cloud type
?ﬂ:‘ Back-office services Q

9
chat o branch

m Analytics

Robots/Al C%ﬁ)
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WORLD IS MOVING

 Understand individual
customers journey

 Enable “smart individual”
touch points through
agile engagements

 Create and manage
solution/ vendor agile
ecosystems to provide
extraordinary service

( )
...TOWARDS INDIVIDUAL AND AGILE CUSTOMER ENGAGEMENT.
\. J
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