Introducing new staff into the Customer
Service Centre

Nasreen Wentzel (’Z) IAG

AAAAAAAAAAAAAAAAAAA ff Cl Project |



Our Customer Service Centre

What was the
iIssue?

What

Improvements
did we make?

Outcome
&
Challenges
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Before...
What was our customer telling us?

WHEIAYER
important to Call duration

“When | talk
to new staff

no longer
our than 10 min

customer?

Getting the
correct
information
first time

the calls are just

too long!”

OUR GOAL

Our Analysis was telling us...

“l am placed on hold too
many times.

1 50% of calls
over 10 min

“Your new staff lack
Confidence”
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Training
Getting it right from Day 1!!!

Understanding the root cause and
doing something about it!!!

Training

New
Staff
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Review
Induction

Training

Supportive learning
environment

Pilot:
New Staff Pod

o

50% of calls

| under 10 min

67% of calls
under 10 min

N

6 12
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Reference Material
Do new staff have the right tools to do their job?

/~ "\

(DefiningThelssue:] / .

e Information is not easy to
find

¢ The reference material is
not user-friendly.

Reference

Material
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¢ Information is relevant &
current

e Customise to experience
level

¢ Online & regularly updated

(

\

e Reformat the lay-out of
information to find
answers quicker

e Language is easy and
simple

Simplify the format

of our reference
MEE]
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After...

Project Improvements - productivity

That’s an
Before: After: improvement of

Productivity of all
47 calls per day 81 calls per day 72%

staff improved

Before: After
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After...

Project Improvements - duration

Before

=

Average Call Duration - Comparison
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The average call
duration came down and

there was less variation.

CQIAG



Outcomes...

What did this mean for the Business, People, the Customer?

New staff Pod
introduced as
questions part of the
and very Induction
process for new
support staff

Review of UW
tools meant
there were

always current

and user-
friendly

Our induction
training
aligned well
with business
needs

| just received

a compliment
froma

customer!!!

Business Changes
committed introduced
to the by the
changes project is

now BAU
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| feel confident
and supported to the way for

Empowered
staff who were
on the project

team to lead

change

Bankers happy
that calls
taken by new
staff were not
unnecessarily
long!

Bankers
confident in
the info and

service

provided

Shorter calls
increased
productivity
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Challenges...

Turning Challenges into success stories

ﬁLﬂ o i

Support &
Engagement

Agile to change

Sponsor

Engagement In the Business

Good time management A d agilit
Key to success is... wareness and agility

COMMUNICATION !11 Delegating tasks

Selecting the
right project
team

In the project

Project Team

Accept that we don’t have to

be 100% better in one thing,

strive to be 1% better in 100
things

Provide support, meet
regularly, get leadership

Empower team to lead support

change

CIAG
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In conclusion...

New staff are

providing a
better service to
our Banking
partners.

Changes
introduced by
the project for
new staff have
benefitted all

staff. We are rolling

these changes out
to other customer

service centres in
IAG !

Th ank YOU Q%AG
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