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ESTIMATED LIFETIME VALUE - REVENUE

FACT: A great customer is worth 102x an unhappy one

peer1
hosting

Figure C-1 ESTIMATED LIFETIME VALUE, EXPRESSED IN MARGINS REALIZED
ON SALES, FOR TWO AcCME HOME PRODUCTS CUSTOMERS®

Apostle/Owner,
with Referrals
(In Units of “x")

Apostle/Owner.
Mercenary without referrals
(In Units of “x™) (In Units of “x7)

(.25x)
25x
 a
25

25x)
B0x
4.41
28

10.
14.5
16
18
19.8
21
Zz3.
19.53
15.32
10.69
5.60_
35.69x 189 47x

25
25

(
1.
2
2
2
3.
3.
4
4.
5
5.6

Present value
of Total® 74> 22.32x 102.62x

—

iBased on assumpton regarding buying behawvior described in the text to this ap-

pendix.

bRepresenting customer acquisition < osts

cResidual value of customers attrac ted by the apostle/owner in years 2 though 5.
1 -

A A cosswwnivnes e QOL wwnwrn




E
STIMATED LIFETIME VALUE - MARGIN sl

N MARGINS REALIZED

§SSED
AcME HOME

L\F(T\MEVALUE,EXPR
ONE HUNDRED

A"Pomouo” OFf

ure C-2 ESTIMATED
ON GALES, FOR
PROOUUSCUSTOM&RS"

+ Fig

Total Lifetime Value,
Category of (In Units « i for Category
Customer of “x"’ ] (In Units of “x")"
Apost\e JOwner 102.62x 307 .86x
Viral Loyalist 49.14 245.70
Loyalist 2207 264 .84
Mercenary 74 ] 53.28
1182 47.28
(180.72)

m——

Hostage
Amagomst (45. 18)
653.40

Tom\




PING ¢4 PEOPLE peer1
hosting

Myths that get in the way

= What problem?

= Someone else's problem or not the only one with
a problem

= Cant fix it

= Recovery is expensive

= But the customers are happy
= Cant afford to fix or too busy
= CEO doesn't get it
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The CEO gap

= CEOs who believe their firm is above average
on service — 75%

= Customer feedback — somewhat or extremely
dissatisfied with most recent experience — 59%

= Accenture 2007
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|Sssues

= Keep handling the same issues
= Self service doesn't exist or is rubbish
= Service IS reactive

= Hard to contact the right person
= Sorry | cant transfer you

= Customer service dept.....
= Company CANT listen

= \WWrong metrics

= Wrong staff
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Solutions

= Eliminate dumb contacts

= Closed loop active listening
= Cut the crap meetings
= Owners of solutions

= Make yourselves easy to do business with
= Self service tools that work

= Change your metrics

= Be proactive

= Preventative support

= First Call Support
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Stop doing dumb stuff

= Why do customers contact you?
= Phones calls
= Emails
= Support tickets
= How to track this?

= What happens to complaints?
= How many invoice problems?
= Credit notes for what?

= Low rated support tickets?



Heatmap Interpretation:

1. Promote success? For
example, create
prominent banner for
‘Go Shop’ or focus on
less popular items?

2. What are users’
missing? Can
navigation be
restructured?
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e 4Xx customers zero
headcount

 +ve and —ve reviews
* Was this review helpful?

« Status in expertise B.melg&gﬁnsjffn‘
SERVICEIS

Cus 1'C|||-—'r Reviews: 8

NO SERVICE

TO BER TE YOUR CUSTOMERS
CUS OMER SERVICE,
E[P EP APPY & CONTROL COSTS

=
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The Register

= 85k comments per month

= Informed comment

peer1

hosting

Maobile Do

Number ofer
«[1,000] »

Google apps

= 40k peer to peer research

China hits back at Google's uncensored

COL S[C Hong Kong servers

Searches disabled or links blocked

Computer
running slow?

= Real community not fake
friends

= Reader blogs

Government 24 Mar 14:09
Foreign Office changes
tourist advice after
Israeli inquiry

Updated Careful with your
passparts

Zurich Insurance
promises changes after
data loss

Prom 0 pull socl
won't do it again

Opera Mi

: s
Apple verdict

Pre-election budget
targets politics, not
policy

Budget But bad news for
trampagne drinkers
Darling?

Bootnotes 24 Hia

Facebook gives you the
clap: Official

‘Perpetual’ software
licence doesn't last
forever, rules court

P s 24 Mar 12:38

US Navy plans
self-building floating
fortresses

Swimming, stacking
containers: Just add SEALsS

e 26 ar 12:02
Reg readers feel the
squeeze in 2010 IT
budgets

Calling all belt-tighteners -
how is it for you?

2 S turns down
(/=) esignature pefition

The solution can
beassimpleasa
memory upgrade.

TIP #330

TECH TIPS

iAol 23 MOST READ MOST COMMENTED

Your health, tax, and search data siphoned
Wozilla swats Firefox zero-day bug a week
carly

ina hits back at Google's uncensored Hong
Kong servers

Opera Mini hits iTunes, awaits Apple verdict

Perpetual’ software licence doesn't last
forever, rules court
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Self service example

Before

1000 “tickets” per day

12 staff

Monthly purge to stay “on-top”
After

300 tickets per day

4 staff

Costs

setup plus

£600 down to £200 per month
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£ Customer Login & Forums ? Support

Products & Solutions Free Trial Sernvices

Purchasing Company Support Community

Custom fields

Recent news

Big-screen ticket queue monitori.

Customer Experience Strategies

WHAT DOES WINNING ——
SERVICE LOOK LIKE? e

Becomes More Social

Project management with Kayako h...
TicketAlert for Mac OSX released

Live chat client for Windows Mobile

ve Your Problem
Is your support desk a work of a..

5 Lr CBS Interactive, the web's eighth
most popular destination, gets
n award-winning slam-dunk in their handling
of the NCAA baske thall tournament, among.

"
1
1

Customer Experience Strategies

provide yo
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Recovery

= TNT found increased loyalty after recovery
= Done right it builds trust
= Don't just write you need to call



Twitter In service

& - C o http peerlhosting.co.uk/

Managed Hosting and Dedicated Hos...

Forums | Blog | Client Login Umted Kingdom| » |

Call 0800 840 7490

Let’s chat.

1 Hosting

Click Here to chat

Close " X, 4 s e has bee n Quick links

Web hosting solutions from PEER1

Scalable Hosting Certified s Rock Solid
Solutions 21365 ST Infrastructure

FirstCall Support™
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Measure your service

= Not annual survey!

= NPS monthly

= Customer touch points

= By employee

= By touch point

= Every time in real time

= Feedback, feedback, feedback
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Maximising The Value of
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Customer Feedback

5. COMMUNICATING TO
OUR CUSTOMERS

 Customers receive
feedback on the changes
we have implemented as
a result of their
suggestions

4. ACTION DEPLOYMENT

* Customers that aren’t
delighted are followed up with
a health check

 Appropriate customer
suggestions are implemented

1. MEASUREMENT
* NPS issued monthly to 1/3™ customer base

* Insight Survey issued within 30 days of
becoming a customer

2. COMMUNICATING TO OUR EMPLOYEES
* All can access survey results online (in real time)

* E-mail alerts instantly sent to Operations Director
if customer rates itlab less than 7/10

3. ACTION PLANNING

* Survey results (NPS, suggestions for improvement
etc.) are reviewed at team meetings

Directors ring all text answers
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The Ultimate Question

Net Promoter Score S

ST strted the

INJRY{[I[]} Met Promoter

Movement

FRED REICHHELD [RR

= Net Promoter score
= Key metric to measure customer service
= Would you recommend us to a friend or colleague?
= Your dedicated team is rewarded only on your satisfaction

= Bad profits and Good profits

= Bad profits are profits earned at the customer’s expense, in
other words, profits earned from customers which then become
detractors

= Good profits are earned from creating customer value, which in
turn creates customers who are promoters



i PEeT !
Net Promoter Score

How likely are you to recommend to a colleague or friend?

Detractors

0O 1 2 3

Not at all
likely

n o % of PROMOTERS % of DETRACTORS
= (9s and 10s) (0 through 6)
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Net Promoter Scoring

= Answers between O to 10
= 0 - 6 = Detractors
= 7 —8 = Passive
= 9—-10 = Promoters

= Score Calculation:
= Promoters — Detractors/Total Responses = % Score

= Management target - How do we turn passives and
detractors into Promoters??



e 8 ceonie peer 1
Where does growth come from?

Source : CSN Survey 700 customerinterviews in 7 European
countries
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Specific Actions

= Abandonment rate
= |nteraction rate

= Back to the floor

= Say thank you

= Say sorry

= Bombard the departments who should own the
ISsues

= Mystery shop yourself
= Blog about it
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Measure

= Contact rates — down

= Repeat revenues — up

= Referrals - up

= Staff turnover — down

= Escalations and complaint costs — down
= Consistency - up
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