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You Said.......ccceevnirenirencrenerenenee.... We Did/Doing
Be better |

. . 4
Single point of contact New telephony system //

Not always easy to get hold of an engineer,
sometimes waiting days for a callback

24 hour call back service

Not always receiving an acknowledgement
that email has been received so have to Customer Care Team
chase

D-Mex leads to improve customer

Consistency with engineers ] )
journey and consistency

Being kept informed Proactive courtesy calls / text messaging
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You Said.......ccceervennrennerrennennene.... We Did/Doing o o

Let’s work
together to do

Reduced response for general enquiries the I’Ight thmg
from 10 days to 5 /

i

Improve Technology Introduction of Vyntelligence

PDE through to 104 owned by 1

Consistency with application .
engineer

Customer Care Manager, quality

Response to emails
assurance

Pro-active adoption (reduced

Adoptions Process ) .
maintenance period)
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What does the future look like? Communication @i

Easy to do
business
Site status with
updates
Text message
Teams n updates at key
Meeting DSI Visits .
points of
Requests
process
WhatsApp
Callback Application
requests updates
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What does the future look like? Innovation o

Let’s make
it happen

Tailored

U Detailed

Reporting Reports
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