Redefining Contact Strategy in a Digital World
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A Brief Introduction to the Home Appliances Market
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In the UK approximately 11million major uL
domestic appliances are sold each year
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Achieving Advocacy in Home Appliance After Markets

Loyalty Offers Locate customers

Reconnect

Engage

D Providing great service increases customer advocacy
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Monetising Home Appliance After Markets

Peace of Mind

New Appliance

Genvuine Parts Care and Protect

Expert Repair
D Building lifetime value and increasing long term loyalty
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Summary of Pre-Digital Contact Strategy

Acquire Limited Customer Data

Sell New
Appliance

Deliver
Appliance

Service
Query
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Warranty
Repair

Register New
Appliance

Add to
Database

After Market
Sales

Inbound
Calls

Run

Campaigns

Outbound

Calls

Customer
Response

Customers processed through an infective “one size fits all” approach

After sales and service section in catalogue
Advice through brochure line

ITB materials and sticker on appliance
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Point of Sale

No information as retailer wishes to own
the customer and offer own after market
solutions

Poorly targeted campaigns
Expensive to run/Low response rates
Reactive customer service
Difficult to build consumer trust

Advertising
Direct Mail
Outbound Calls
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Building Your Digital Presence

Exploit the
“always on
culture”

Story telling

Soft brand
messages
Interesting videos

Drive from CRM
Database

Build in SEO .
L. Interactive games
Optimise the .
Prize draws
Customer ..
Opinion surveys
Journey

Complaint
resolution

User reviews
Likes/Shares

Help & support,
Useful tips

Provide content
for 24/7/365 use

Upgrades
Add-ons
Newsletters,
Blogs,
Testimonials,
Awards

Analyse,
Segment,
Personalise,
Localise,

Store in core
systems for front
line staff and for
E-campaigns

CRM
Database
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Land and expand
via e-commerce
site

Join up with
telesales function

Social Media
E-Campaign
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How Digital Changed the Contact Strategy for Businesses
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Actively engaging with consumers in two-
way conversations

Using consumer reviews to reinforce brand
messages and build advocacy

Using VOC to become more responsive to
customer complaints and to rapidly improve
products and services

No longer dictating how and when consumers
can contact the business

Making information available 24/7 and
creating opportunities to listen to consumers
in their preferred medium at their chosen time

Collecting data to ensure relevancy and
increasing sales conversions in e-campaigns

Using A/B testing, social listening etc to
rapidly and cheaply test new products

Smart Solutions Delivered With Integrity




Online Works Together with Offline

The digital revolution has made it simpler and cheaper for brands servicing home appliance
after markets to interact with more customers, more frequently than before.

Sometimes, customer journeys start online and complete online. More often than not, they still
involve many of the touch points created in the pre-digital contact strategy.

Some examples:

The consumer broadcasts
a complaint on Facebook

The Customer Services
Team call the consumer to
resolve the issue

The consumer reposts on
Facebook to say that the
company has made
amends

CST posts to state that
they have been glad to
have helped

The consumer researches
different repair or product
replacement options

The consumer decides on
repair and investigates
price and availability

The consumer phones to
book a repair and is
advised to replace

The consumer redeems a
voucher code

The consumer looks for a
part for a DIY repair

The consumer cannot find
the part or is unsure from
the website whether it is
the right one

The consumer phones the
telephone number shown
on the site

The consumer purchases
the part over the phone

Some consumers are still not online or prefer not to use the internet

)
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Customer Journey Parts: Based on E-Spares

Customer aware
of E-Spares?

Paid search /
Organic search

Direct access to site

www.espa res.co.uk

Send email or call for
help. Telesales team

Complete transaction
off line

Analytics
Business KPI’s

e/
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Can | find the part?

CTA’s:
Video
Reviews
Price match

Checkout

Analytics
Business KPI’s

New Orders

Customer advocacy

Customer posts
positive review?

Email for Customer
Review
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Customer Journey Repair Booking: Based on Hotpoint Service

Customer aware of
Hotpoint Service?

No

Paid search
Yes or organic
search

Specific landing Click to call
Direct access to website page Generates unique
www.hotpointservice.co.uk Reviews call number via

CTAs tracking software

Repeat Electronic
Business/ Customer customer Complete

Customer satisfied? satisfaction repair visit
Advocacy survey

No

Is this a

No
complaint?

Outbound Yos Review:

call to Training needs?,

resolve issue product or process
Outbound changes required?

wﬁ) call to

; ; resolve issue
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Call recorded and
outcome tracked

Electronic
appointment
card

Repair booked?
(and add-on sales
made?)

Business
KPI's

Listen again to
call:

Training needs?,
product or
process changes
required?
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Summary of Contact Strategy in a Digital World

Company
Websites

Sell New
Appliance

Deliver
Appliance

Acquire customer data

Service
Query

Warranty
Repair

P
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Register
Customer

Register all
Appliances

Register New
Appliance

Two way communication channels
Consistent customer experience across
all channels whether on or offline

Increasingly well informed consumers

Companies working hard to lengthen
and strengthen customer relationships

Add to CRM
Database Programme

Inbound Outbound Websit Social
Calls Calls SSIIES Media

Long Term Listen &
Loyalty Learn
Life Time c !
Value ustomer Response

Use customer data relevantly and responsibly to build trust
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Further Information

About the Author

Chris Dunn is passionate about the power of digital transformation and customer
experience to create brand value, customer loyalty and competitive advantage.

His career stretches back 35 years during which time he has developed fast growing,
profitable businesses serving B2B and B2C markets in the UK and internationally.

His company Chris Dunn Consulting Services Limited provides business coaching and
management consultancy to companies to help them drive change management and
business development.

Chris is a long-standing mentor on the Cambridge Venture Project run by the
Cambridge Judge Business School.

He writes a regular blog to pass on business advice as well as posting handy hints and
tips through regular posts on Linkedin and Facebook.
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