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WE ARE PRACTICAL THOUGHT
LEADERS

We take a scientific approach; we don’t just look at the
rational experience but also what drives human behavior
- emotions, subconscious, behavioral economics and
psychology, and then mix this with a practical
implementation. Thought leadership with real world
results. Hence our name ‘Beyond Philosophy’

WE ACT AS YOUR GUIDE AND
PARTNER

We'll help you develop the strategy, guide the initiatives,
and even train your CX team on our tools &
methodologies. We do not wish to embed ourselves or be
‘camped out’ in your organization.

WE REDUCE RISK AND INCREASE
PERFORMANCE

We have a variety of proven tools and techniques to apply
to your unique situation. We build a program around
what will get you the best results. Through our vast
experience we know what works and what doesn’t.
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w we work...

OUR EXPERIENCE IN CUSTOMER
EXPERIENCE IS VAST

We are the first operational CX consultancy and training
company in the world. Since 2002, we have had the
pleasure to serve many of the top organizations across the

globe.

WE FOCUS ON WHAT WILL DRIVE
VALUE ($) FOR YOU

We do not believe in ‘exceeding Customer expectations’ at
every point of contact. We do believe in identifying and
focusing on those aspects of your experience that will
drive the most value for you. To help achieve this we have
the world’s largest database of what drives Customer
emotions.

SEASONED CUSTOMER EXPERIENCE
TOOLS & METHODS

With our vast experience we know what works and what
doesn’t. We have evolved our tool set in practical
implementation and these are proven to work. We can use
these on our engagement or we can train your people on
how to do this or a mix of both.
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The DNA of ~

Customer
Experience

How Emotions

Drive Value

COLIN SHAW
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Destroying cluster

Irritated Unsatisfied
Hurried Stressed

Neglected Disappointment
Unhappy Frustrated

Hierarchy of Emotional Value
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Mobile Phone Company

EE——— Desired by Customer ~EffectonValue—

I as acompany that keeps its promises
" delivers the best value for money
1 feel like | have a relationship with
products meet or exceed my telecom needs
as a company that is setting trends
Appropriate information messages are sent to me
Positive presence of in my local community
is a brand that | can relate to
Speed of problem resolution
Helpfulness of Customer Care Agent
launches innovative products in the UAE market
Consistency when dealing with customer care
keeps me informed of offers relevant to me
Services are activated on time
Knowledge of Customer Care Agent
Service engineer can answer my questions
Reliability of network / services
Quality of network / services
Speed of network problem resolution
Fully informed of any delays with service activation
Quality of information on IVR (interactive voice menu)
Simplicity of customer care IVR (interactive voice menu)
Full information provided about | products and services
Acceptable waiting time
web Self Care enables me to manage my account
makes me feel special
Speed of billing / payment problem resolution
Speed of activation for products and services
Confirmation of services set up correctly
Accuracy of bill
Convenient bill payment/recharge options
Ease of sign up process
Clarity of advertising
Spoken to on a language of choice
Convenience of store location
Friendly greeting in store
Simplicity of bill layout
Timeliness of bill delivery
Choice of bill delivery method
Waiting time to be served
Fully informed of waiting time
Appearance of retails store staff
Look and feel of store
Appropriate literature in store
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Q&A time - Send us your questions
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