


Profile

e Currently, Senior Manager, Customer Process Improvement for
AOL Broadband.

e Former Project Director, Sun Life Financial of Canada Ltd

e Corporate Analyst & Head of Production Engineering, Waterford
Crystal Ltd.

e Fellow of the Irish & US Institute of Industrial Engineers
e Graduate of Waterford Institute of Technology

e H Dip Management — Henley Management College (UK)
e MBA — Brunel University of West London
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Who Are We? AOL

e America Online

e Established 1985, Dulles, Virginia, USA

e Merged with Time Warner 2001

e The worlds largest Digital Online Service Provider

e Acquired by Carphone Warehouse January 2007

e AOL is the UK’s nol subscription online digital service provider

e AOL members in the UK spent more than one billion hours on line in
2007.

e Turnover: £400m
e Customers: 1.5m broadband: 500,000 narrowband; 120,000 voice
e Current products include: AOL Narrowband, Broadband and Talk.

e Currently taking over local infrastructures with AOL LLU project &
CPW Networks
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Carphone Warehouse Group

e The Carphone Warehouse was set up in 1989 by Charles Dunstone.
Today it is Europe’s leading mobile communications retailer, generating
annual turnover of £4bn (year ending March 07), offering customers
impartial and expert advice, the widest choice of the latest products and
unbeatable service.

e The company operates across 10 markets and employs over 17,000
people.

e The vision and core values first introduced by Charles remains
unchanged and the company continues to be driven by a total dedication
to customer satisfaction:

e The Carphone Warehouse's Product Truth: A product bought from The
Carphone Warehouse will not only be the most appropriate for the
customer’s needs, it will also benefit from a comprehensive range of
products, services and after-sales care that cannot be found elsewhere.



Group Structure
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' Retail & Distribution

Retail Distribution Online TalkTalk AOL BB

Charles Dunstone,

founder and CEO of Alternative Sales Opal CPW Networks

Carphone Warehouse Customer Mgt

TalkTalk Direct

Support Functions

The Carphone Warehouse Group




Mission Statement

"To acquire and retain quality
Members by way of a differentiated,
consistent and cost effective service
offering’
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The Carphone Warehouse: Customer Aims and Company C  ulture

Our Five Fundamental Rules

1. If we don't look after the customer someone else will
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3. Always deliver what we promise. If in doubt under promise and over
deliver

4. Always treat customers as we ourselves would like to be treated

5. The reputation of the whole company is in the hands of each
individual
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Member Services Key Objectives

Provide differentiated service at an efficient cost

Provide end-to-end customer lifecycle management for AOL
Members:

Inbound acquisition

Upselling / x-selling

Member Retention

Multi-tier Technical Support

Customer Service & Billing

Proactive outbound campaigns

Channels of contact:
— Assisted: voice, chat, emall
— Non-assisted: IVR, web self-service

Focus on continual business improvement with dedicated
experts & methodologies / virtual teams

Achieved through highly people focused organisation



AOL UK Member Services Support
Network

Tech Support, Sales
Tech Support, LLU,
Home Networking,
Retention, Chat,
eMalil
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Sales, Customer Service &
Billing, Tech Support, LLU,
Home Networking,
Retention, Chat, White mail,
Special Services

Central Service, Pronet,
COS Customer Service & Billing,
Tech Support, LLU, Home
Networking




Traditional Call Centre Model — The Efficiency Trap

Perceptions of contact centres Supporting Metrics
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«Cost to serve focus
Efficiency driven/transactional model
sLacking Customer centric approach




New Realities & Challenges

e Competition is more intense

e A more balanced approach is required on service delivery &
value creation with the strategic direction of the business

e Call centre performance is more important for delivering CRM

The growth in off-shoring of contact centres is having positive &
negative impacts

e Regqulation is constraining and demanding a new response
e Cost improvements are required to ‘plug’ falling prices & margins

e Customer are more disloyal & demanding of consistency &
service

e Staff retention is critical to a consistency of delivery
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Driving Continuous Improvement
The Pursuit of Excellence at AOL Broadband

e Dedicated Customer process team

— Focusing on Customer touch points
Lean thinking & methodologies
— Value Stream & process mapping

— ldentification of process improvements from Customers
perspective

— Integrated knowledge management strategy
— Customer call listening

— Proactively supporting Waterford as a centre of excellence
and sharing best practice.

» Broadband

B
4
I

AOL

i




Lean Thinking a New Approach

e Lean methodologies are focused on delivering maximum value
and eliminating waste

— Using the DMAIC approach

— Understand the drivers of contacts

Creating value

— Analysing root cause

— Measuring end to end response & process capability
— Transforming culture & engaging staff

— Building change capability & agility
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Repeat Contacts — Eliminating Non-Value Add

AOL

A Lean Approach Case study
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Background

e 23rd June 2008 Concept received

e The current level of repeat calls are costing the business €2.38
million over budget.

This addition cost & call volume also affects service levels & the
overall quality of service.

These factors have also lead to a increase in Customer churn.

e Project Charter created setting opportunity statement, goal
statement, defect definition & scope.

e Root Cause Analysis Conducted with stake holders.
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Define - Fishbone

Repeat Callers Brainstorming Session
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Define — Conce

GENERAL INFORMATION

| Tite | Repeat Callr Improv s nfatve

Sponsaring Business Depariment

Department Custorver Process

pt — Project Charter

TEAM/PROJECT CHARTER

|
| Sponsor | Aain eic | Business Ovner | Heather Roche

Member Services Process Office Use

Project Name:

Repeat Caller Improvernents

Date (Last Revision):

TBM7 06 (40.2)

Prepared By:

Jarmes O'Brien & Jim O'NMeill

Approved By:

Alain Meric

Business Case:

Opportunity Statement (High Level Problem Statement]:

[ SubmitiedBy | im Ol [ DateSubmited | s
| Assigned To | James OBien | Datedssigned | 23068
Revision History
Date Revision Description Author(s)
Background

The: IBvel oF repeat caliers has Incieased signifcartly fost migestion to the new CRA
PECWONK. A KEY cirver Of the Icrease: In technical Fepeat callers has been attriblited to the
BB Modem issue. A separate team have focused on fixing this issue. There is a need fo
develop a betfer process for our customers to ensure that the need for multiple repeat
sontacts is opfimised.

Reped callers have a high propensity fo churn, particuiarly the fechnical repedt caliers.
The objective of this initiative is to Improve the member experience and reduce non value
At Cost elements. A pliot team will be required to valickte ary of the Key assumptions
and rencrting Wil e requiFed to track any Impact on the Key metrics to determing the
success of the intiative.

Description of Request

Use the aix sigma methodoiagy - DMA G {0 identify cost improvemen apporiuniles and
member enhancing experience. Phase 1 will cover Technical Repeal Callers and P hase 2
will inchide CS&B. A process will be required in both depariment (o create & positive
discrimination for repeat callers in call handiing and JVR

Additional Information

The berchmark dala for racking improvement has been provided by Karsten in Business
Pianning stored n the Process Team folder urder ‘Repeal Caliers’

Delivery Timescales

Discovery & Analysis of repieat call ol er to be compiated by 30 August 0

Pliot On Repest call handing In (ech sUpport Watertore  be completed by 17
September 08

Recommendations. Business case for full site implementation (0 be completed by 20
Sepfember ‘08 Phase 2 GS& B repeat caller program io commence 1% Ostober and
Tolfow the same methodology used for technical repeat callers

DETAILED CONCEPT INFORMATION

Value Proposition H.

During 2008 business costs will increased by €238 million as
a result of increased repeat caller activity. The objective of this
initiative is to reduce the level of repeat callers and improve
mermber experience.

In the year 2008 repeat call ratios have increased
signifacantly. Impacting Business Performance Costs by
2.38 million through additional call handling and
increased member dissatisfaction levels.

Defect Definition: Where a repeat call has been generated
frorm a source other than member.

Goal Statement:

Project Scope:

Reduce Repeat Caller Ratio's From 2.2 10 1.7 And Reduce
Case time from 1600 seconds to 1200 Seconds

Frocess Start Point: Initial Member Call

Process End Point: Mermber Resolution

Expected Savings/Benefits: £400,000

In Scope: Broadband Tech Suppont

Out of Scope: All Mon Technical Departments.

Project Plan:

Team:

TaskiPhase Start Date | End Date | Actual End

Marme: Role: Commitment (%)

Improve the member expenience and reduce chum ievels.
Reduce GPM
Increase Res rafe and Csal ievels

Deliver reduced costs of handiing mulliple repeaf contacis

Key Features

[ Note: 7 .Cusiomer centric 2 Case base rather then AHT focused

SigmaXL Copyright & 2006 - 2007




Define — Data Collection

e 29th June 2008 initial data collected.

e This accounted for 1.8 million call logs spanning the 2
months of April & May 2008.

e Analysis was needed to easier review this data.

3\ pivot table was formed breaking the data by primary call
river.

1st July 2008 Call Listen began to define Repeat Caller
types, be it Agent, System or Member driven.

° \d/Vith a sample of 200 calls, we found the following break
own.
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Define — Data Collection

Data | Repeat

Call Driver w|Unigue Accounts Logs Ratio

Abnarmal Disconnect 4705 11620 247
Application Launch/Sign-off 5247 10550 202
CPYY Portal 12 20 1.6/
E-mail 1657 2701 1.59
Fault and Repair 1935 5179 3.19
GPF A02 /b2 1.590
Installation/=etup 6377 7753k 213
Internet/Browser 4255 5350 1.596
WMember Education 49464 101872 205
Maon-Technical 119875 274399 2.2
Online Errars 4k5. ga07 1.50
Problems using AOL 4 10 2.8l
Registrations ) 146 212
Third Party lssues 25954 4973 1.6a
Unable to Connect 126477 273542 218
UNIDEMTIFIED 5 = 1.60
(Grand Total 357155 781605 219

Unique Accounts are
individual Members
who have called.

Logs represent total call
volumes.

Repeat Ratio is the
Logs divided by
Unigue Accounts.

Pivot Table above shows call volumes by primary call drivers foit &gviay 2008
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Define - SIPOC

SIPOC DIAGRAM
Process/Project Hame: Repeat Caller Reduction Initiative
Date: 01/07/2008
Prepared By: James 0'Brien & Jim O'Neill
Motes:
Suppliers Inputs Process Outputs Customers
Input Output
Requirements Requirements
Provider Input Description (optional) Customer Output Description {optional) Recipient of Output
Telecoms Awailable FPhone { VR Calls Happy Customer Wember
IC Trained Agents a Resolved issue hember
Dell Provided PC service Restored Iember
ESB Weet Heguirements Facilities Call handled in target time Business
HAwaya hWeet Standards Planning|1) Grasting
Planning Training Skills f Quality|2) Problem Determined
Technical support Wust Have Member|3) Apply Fix
HR Provided / Available Tools|4) Resolution
Skills Quality HR Administration [5) Call Closure
Good Cuality Froduct
Start Boundary: End Boundary:
Customer Calls _l Happy Custarner
Greeting > F'mhle_m Apply —» Resolution Call Clogure
Determined Fix

SigmaxL Copyright © 2006 -

2007
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Measure — Call Drivers

400
350
300
250
200
150

100

== Case Time
e RR
CSAT

e Top Call Driver Comparison Chart. Res Rate, CSat &

Case Time




Analyse — Data Collection

Pareto of Primary Call Drivers
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Using this view we identified the areas of greatest need for improvement & impact




Improve — Brainstorming

e 3 Brainstorming sessions held with Stake holders & Agents.
— 1'PINS’ Session
— 2 '6 Hats’ Sessions
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e A number of insights were gleaned from these sessions.
— Current AHT targets were restricting first time fix rates
— Need for more skills & training for bottom performers.
— OSP Contracts were driving wrong behaviours.

— Culture of Tech Support lead to lack of ownership, lack of
interest in resolution & AHT myopia.

AOL
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Customer Process
Status Update

Improve — Reporting
Repeat Caller Initiative

New Stake Holders Report

Reporting Period: 18/08/08 — 02/0/9/08

Green
Created Jim O'Melll & James O'Brien
.

Stakeholders Headlines
Directors

008

Sign off from Operations far Tech Trial Team
Initial Mon Technical solutions proposed with operations across all sites

ECH Reporting Scheduled for

Colm Tracey Potential savings model mow with Finance for review

R e p e at ‘ al | VO I u m eS & A H I §§ﬁ,“§§‘§§:;”;sw Scope of savings project over Smillion minutes could be saved per annum
.

Process Upcoming Milestones

Shea Jackman -
T T an Gouriay Milestone " status |
a D r I Ve r ra‘ : e r re ate to éames O:ien Meaeting with Finance to present potential savings Completed 19/08:
mir Freyne

Process review to determine scope for CS88 work stream Completed 20/08;

Operations

Ca tu re Cal | eaSO n Drass Thorias Initia| Actions Taken With Ops (Mon Technical) Complete 01/09,
R S Joris Heezs
- EmerDunne Forrmation of Toch Trial Team On Target 0a/05,

Deirdre P helan

q D di
e S Reparting In Place On Going i
New Control Dashboard Created. S 8 quny | £ o1 585 e onGons RELE

ShaneMeCatierty Full Launch for Tech Support On Going 31410,

0OSP Contacts On Target WiifC 0401
Charanitt Singh

Risks & Issues
sk due to capabilities of Kana

Dash Board
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rove — Pilot
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Tracker 1o capture via Kana Tracker o capture via Kana
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Improve — Pilot

A group of 24 Agents running 2 pilots schemes set up.

Go live was 01/10/08.

1 team using new operating procedures brought about by
initiative.

The second team being used as a control to benchmark against.
Data Capture tools in place.

Reporting set up on scheduled basis.

Comms & Training was delivered to both teams.



Improve — Cost Savings Scope

e Based on early results from Trial. The following Data shows
significant business benefits.

e By Improving the time taken with each customer on the initial
call we reduce repetition on subsequent calls.

e Through Improvements to our Knowledge Base & the new
operating procedures, we forecast a potential benefit of €2.1
Million per year and €600,000 to the end of the current financial

year.



Control - Phase



Conclusion

e Must be led by the Top Managers
e Aligning contact strategy & delivery with the business goals

e A Lean approach will contribute to an improved Customer
experience and retention rates

e Reduced resource costs

e Better Agent engagement & working environment
— Lean Green belt training is vital
— Cross functional team works well

e A more customer centric methodology based on adding value
and reducing waste

e Release resources to focus on growing the value proposition
e Makes the contact centre a key strategic tool
e Lean thinking is applicable to all industries






