Customer Journey Map - Contact Centre
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Steps Identify the customer need

When a customer has a question, they iniiate
contact with our contact centre. Upon reaching
out, and introduced to

listens to the customer, and
our representatives gather information by asking

Contact Centre performs a needs

Once the need is identifed,
its resources to flesh out potential solutions. During this
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experience
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Description

email, website, and referrals, ensuring that
customers can choose the medium that best
Suits their preferences and nee:

resolution or next steps contain relevant information.

representative will gather information and either place
them on hold or have a conversation while they gather. needs analysis.

Sometimes resuits in a follow up email or follow up call
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Outline accurate and reasonable timeframes for any follow up.
interactions.
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outata later stage if needed.

“The ultimate objective s to empower customers so that, upon
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their I the next steps. D The customer via emailor
ke this stage,
additional review the next steps.
Offer and recap of the discussion, including relevant timeframes, Is
including the next steps or additional information based off of the ucted. a
availabily for whether complaint, with the

aim of enhancing the overall service provided by the.

contact centre and NHVR

Ak
=

You make my industry better

NHVR

Contact Centre Triages and Refers on

Ifthe contact centre identifes the need to reach out to a
specialist, they inform the customer of the next steps and place
them on a brief hold to seek an available subject matter expert to

o advice.

customer doesn't have to repeat themselves. Once complete the
customer is then introduced to the specialst and then handed
over to them for further action,
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You do what you say you're going to do

o
You dowhat you say you'e going 0 4o p ,
) ¥ Vou do what you say you'e going to do You do what you sayyou'e going o do
Principles You You genuinely understand my needs. You genuinely understand my needs. You genuinely understand my needs You do what you say you'e going to do You genuinely understand my need
You enable me to make nformed decisons
The contact centre did thei best to ssist They gave me an oo
They were able to provide relevant advice, understanding of how and why.
Target They were friendly and consultativeinthe interest of my N They made sure [ had the best service avaiable.
o ash b They made the Whether it be.
d ey answered quickly. the situation. sure | understood what to do next. ‘e contact centre staff stepped me through what the process.
Memoi The d quickl the Tund d what to de . eriticism or complimentary. The ff ed me through what the
They were genuinely caring ) They setvry cear expctations ey reiforced that they e sy svalble o helpwhether be looks ke so thre were no surprises
talking to a human being that cared, tow or later.
confidence that they would fnd the anwer,
Lapprecited the lack f tckand fck.
PP was going to happen.
Target
Reassured, Confident, Glad, Understood, Empathised, acknowledged, confders, Trusting, Reived,
Emotion Trusting Heard, Understood, Respected, Reassured. Confident, Happy, Relief, Validated osssured, Sakfed, Humanived. Respectec Heped Informed, Confident, Empowered, Relieved. Valued, Regret, Respected, Validated, Grateful, Thankful, Satisfied, Trusting
o know where o ind the information i need. 1 now know
hat i need to do
That k1 g The staff helpful, friendly, and valued my time. Th
P ati quickly dvidual The contact know. 9 them with future problems. The survey was pretty quick and easy.
‘That was easy and straightforward. 1 phoned with a query but they found what the real ‘They were able to find someone to speak to about it 1
thease. e team acded value by afso giving e some addltional help. s able to give therm the feedback right then and
Target issue was. 156 NHVR n  positve light now. The NHYR s acredible source e o give them the feedback righ was able (0 10 talk (0 someone without having to retell my tory:
E 3 Im really glad i came through to the right They of truth, ay:
Xperience lace. ey identified what i actually needed instead of what i anc
P E ey et scusly ested ettt e atory s . Ty pestrmewih ol e e e st g e
The representatvelove thei ob and t shows They explained tn  cearand co  quidelines maling it easer for d mak
they were so fiendly and made me feelat | The contactcentre was crecibe and  ked thatthey 4 |y understanding, They were abe to comprer dedision.
ease. took the time and didnt rush me P pProp P
They knew I had limited acces to technology and adapted
rdingly
Reference NHVR Customer Definition CX Vision CX Principles
Our customers include any person or
organisation who uses our services or 1 2 3 0
with whom we work in order 1o ensure a Youdo You encble me You genuinely You make my
productive and safe heavy vehicle industry. whatyousay | 10 make informed understond industry better
you ore going decisions my needs
todo



