All the small Big things



The EXPERIENCE you offer,

used to make you stand out
from the crowd.

Now It’s the norm.

What/Where are the next set
of experiences?




Dealer experience

We set out to answer Core Dealer
Experience Questions

e \\Vhat are the expectations you are creating
at retail/dealer level?

¢ \\Vhat experiences are your customers
looking for"

e \\lhere can we improve the retail/dealer
experience

e How can we Implement a new dealer retall
experience INto our business”




What are the expectations
you are creating at
retail/dealer level?

How do we answer this question” |

We use our customer Experience assessment _ |
on a representative sample of your NN R PR
dealer network | BRI

VWe use our customer Experience framework
and model with the touch point team.




What are the expectations
you are creating at
retail/dealer level?

VWho's In the
Touch Point Team?



What experiences are your
customers looking for?

How do we answer this guestion”

VWe use our customer experience framework
with customers:

Die-hards

New-comers

Near misses

& ...find out!




Where can we improve the
retail/dealer experience?

How do we answer this guestion”

¢ \/\le take the findings from the customers
and CxP customer experience assessment

e [Nis Insight Is used as a key feed to
highlight where the experience fails to
meet expectation

e \\Vhat action is required to fix it

¢ [he touch point team and CxP team
use these feeds to create / identify
experience value ennancement




How can we implement a
new dealer retail experience
iInto our business?

How do we answer this guestion”

We produce a CxP customer experience
road map; this breaks out the experience
enhancement into:- Quick wins, Big Prizes
and Strategic initiatives

The road map provides a clear project
olan with key milestones that define each
development phase; from pilot through to roll-
out, making it measureaple, management
and implementable.




How can we implement a
new dealer retail experience

into our business?

Through our Expert Team

Sringing the best from; Retall, Customer
Vianagement, Customer Experience, Project
Vianagement and Automotive

| -




How can we implement a
new dealer retail experience
iInto our business?

Expert Team




How can we implement a
new dealer retail experience

into our business?
Expert Team




How can we implement a
new dealer retail experience
iInto our business?

Expert Team




Turning the small big
things into a REALITY
at customer facing level

Summary

e |[dentify pain and gain dealers for pilot
e —amiliarisation

e Customer experience assessment

® SCOpPINg

e Stakeholder assessment/engagement

* |nsight
¢ |[nvention

¢ Integration




