Bringing Humanity Back to the

Customer Experience

Paddy Srinivasan General Manager, Customer Engagement & Support, Log-MeIn
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My CX Story
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Southwest®




Culture of customer service

Southweste Fmploves smpowerment

No frills, on-time... easy
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Companies that are CX Leaders

Other companies



Companies that are CX Leaders X Faster

Other companies
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CXis no longer a

one time deal
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Continuous Relationship
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MY COACH
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Audio Guided Run
with Mo Farah
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AVERAGE HANDLE TIME
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CX Enabler
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PRODUCT USAGE






Poor Tech
Implementations



Back to the basics



What do customers really want?
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Make it easy for me Know who | am Value what | value Respect my time
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Know who Fam
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Value what/'| value

‘,‘M?es ect my time
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| like to do my shopping after the kids go to bed, but it's -’
usually after normal business hours. Being able to get |

answers to all my questions at 9PM is a dream -- and makes
the buying process super easy.

Make it @asy for me
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The mobile app is awesome. | can ask questions about
any of my accounts and | get offers for new products

based on things I've purchased before. It's great!

Know Who I am
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Value what'| value B Make it easy for me




| love knowina that part of my purchase goes toward programs that
_ M protect the environment S company gives back and that makes
Know who'l am = = =B | the premium | pay wortn It.

' Make/it easy for me

#CXNEXT



| had to make a return and it took less than a minute.
| won't hesitate to order from you again — thank you!

Respect my time

o " Make it easy for me

Value what/'l| value
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People
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Make it easy for me Know who | am Value What | value Respect my time
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Make it easy for me
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VANS

“OFF THE WALL® SHOP ' MENS . ~ WOMENS . ~ KIDS. ~ CUSTOMS. = SKATE =~ SURF / BMX = MORE .

Search Vans

FREE SHIPPING & RETURNS! [
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Tes
o / O X Vans Chat

Hey, I’'m Stevie your Vans Chat A.l. What
can | help you with?

What are your shipping policies
and time frames?

SHOP BY STYLE: MENS | WOMENS | KIDS What is Vans Family?

Where is my order?

What is your return policy?

Do you ship internationally?

F '_ > ' N How long do customs take?
‘;& S e ¥ / . . Can | add my own image on

~

\ : L shoes?
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SLIP-ON OLD SKOOL




KNoOwW Who | am



ﬂ ICICI Bank
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Type your question here

Pre-approved Personal Loan of Rs
20.00.000 from ICICI Bank for vour

=
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Personalized Offef




Value what | value
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Planned
Parenthood

Care. No matter what.
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Planned
Parenthood’

Care. No matter what.

#CXNEXT




rRespect my time
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vodafone

N
SNE B
XNEXT



O

vodafone

LoId360
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¥y

t's not a destination,

it’s a journey
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