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Who iIs cablecom? cablecom

m Cable TV operator located in Switzerland
m Since 1999 offers: TV, PHONE, and INTERNET

m Covers 55% of the Swiss Market

Beste Unterhaltung: Internet, Telefonie,
digitales Fernsehen -3 zum Pres von 2.

m Since 2005 part of the UPC Group (NASDAQ:
LYBTA)

m Approx 20 ML Customers in Europe

e 28 |
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SATISFIED CUSTOMERS GENERATE LESS THAN 7% oc
CHURN PER YEAR cablecom
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...UNFORTUNATELY MOST OF THEM HAVE A Of
DIFFERENT BEHAVIOUR ® cablecom
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Level of customer satisfaction (NPS) drives x
to different churn behaviors cablecom

NPS MEASURED IN Q4 2009 - Churned All Products
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Correlation between CSI and Churn cablecom

Churn / CSl correlation
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INSIDE OUT vs OUTSIDE IN: the Company view vs. the oc

customer perception cablecom
FINANCIAL PERFORMANCE INSIDE OUT
I —
|
I \WHAT CUSTOMERS BEHAVIOURAL OUTCOMES
| DO I (observed metrics) INSIDE OUT
N
B WHAT CUSTOMERS | PERCEPTUAL MEASURES
N THINK | (unobserved metrics) OUTSIDE IN
| WHAT FIRMS DO ‘ COMPANY ACTIONS

INSIDE OUT
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framework



Holistic Customer Experience view: be able to listen the )'c
voice of your customer cablecom

Open a dialogue Measure
( Right people J

with single the
Right time J

customer efficeny
and

Enterprise value
improvement creation
Fill gaps

within the
operations

customers
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How

we close ;

the loop =




We manage the whole experience in our oc
bl
CEM platform: custvox.com cablecom

EMAIL J SOCIAL J

NETWORKS

(, CHN EO

SPEECH2TEXT | : | EMOTIONS

SEGMENTATION |~ = = D - TEXTMINING

CLOSE THE LOOP INTEGRATE
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Text mining the voice of the customer: discovering
the dissatisfaction drivers

cablecom

[*] Cesconi.com Mail - Inbox - federico@ce [*] Gmail - Inbox - FedecsS@gmail.com 2 Cablecom - SmartSurvey E -
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Rising the RED or GREEN flag once a problem is
detected: CLOSE THE LOOP cablecom

B Fwd: Triggered event from SmartSurvey - Message (HTi

I Fle Edit Wew Insert Format  Tools  Actions  Help

i aReply | C@Reply to Al | g Forward | o o | LA | v [ (S 123 X | @ E

Fram: Alexander Kheylik [al@custvox.com]  Sent:  Sa 13.02.2010 18:33
on behalf of
Sergey Karamushkin [sergey. karamusl

Ta: Alexander Kheylik

:E;:ject: Fwd: Triggered event From SmartSurvey T h e re al VO I Ce

b 1 of the customer

Jer noeh cine is available to
P the retention

Gesprach jetzt agent In the red

beenden

rcen Sie flag email

bitte die 2.

http://cablecom-
Record recording. custvox.com're,
18472-12391811719904%

Alert:

somebody left |N/A
message %
Besten Dank
fiar Thre
Unterstiittzung.
Wir haben ihre
Aufnahme
registriert. Wir
wissen Thre
Meinung und
Ihre Treue zu
schatzen.
Vielen Danlk
und auf
Wiederhdren
Wenn Sie
heute zu einem
spateren
Zeitpunkt
angerufen
werden

mAchian
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Integrate and improve: customer experience
dashboard

FROM SENIOR MANAGERS...

cablecom

...TO CALLCENTER AGENTS
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Changing for You program and the Customer Experience )c
Management Department cablecom

——.

"To sit back hoping that someday, some way, someone will make things right is to go on feeding the
crocodile, hoping he will eat you last - but eat you he will" - Ronald Reagan




cui tutti parlanc, parole grosse e grandi promesse anging for you.
abbiamo raggiunto finora e cosa verra fatto in futuro? Il nostro Senior Leadership Te

LT

Chi sta dietro «Chanaina for vou

>t

cablecom

Eric Tveter
Managing Director




Results: using CFM as KPI to predict churn oc

cablecom

Max 4 wks NPS 11 months

( )

activated

/—»Life cycle

Still active?

»* Specific micro 1:1 activities based on feedbacks
» Specific macro activities based on feedbacks

categorization (text mining)




Positive Results from the CLOSE THE LOOP oc
process: increase satisfaction cablecom

M i? lifecycle Survey 1 CaIIl/aack Follo/‘w up survey
‘ ............................. Q ........................................ Q ......................... .

4 months

52% of detractors changed status after the call back process
23% from detractors to promoters
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Take away Of

cablecom

m Listen the voice of the customer: CAPTURE
m Educate your organization to listen the VoC: ANALYZE and INTEGRATE
m Go back to unhappy customers and surprise them: CLOSE THE LOOP

m Reportitin away that clearly demonstrates the value: MEASURE

m Evaluate successes and failures and then take another small step forward




End of the

Story :-)

http://www.cesconi.com

federico @ cesconi.com
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