CUSTOMER
COMMUNICATION

It’s What You Say & How You Say It




We needed to update our Tone of Voice!
T2UK helped us ...

Create Emotional Intelligence

4 Reduce Customer Effort

Bring the brand tone of voice
up to date

Become easier to deal with

British Gas
Looking after your world




How did we do it?

T2UK developed two training programmes, which addressed our tone of
voice in our spoken conversations and in our written correspondence

Look Who's

Talking

Two full days training for all of our people
= a massive investment!

Look Who's Writing

But it was worth it!




And the Results!
In our Engagement...

We’ve seen our Employee Engagement skyrocket...
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The investment in our team has seen a huge increase in our
engagement year on year...


http://intranet/C12/C12/Brand and communications toolk/Image Library/Forms/DispForm.aspx?ID=379

And the Results!
In our Complaints and Customer Advocacy...

Net Promoter Score
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Now that we’re treating our customer’s as they want to be treated...
e Our complaints have dropped from 51 to less than 6 per 1,000 customers!

 And our Net Promoter Score (customer advocacy) has increased by 62 pts!



British Gas Personality and Voice

Unfrien
Indifferent
Insincere Sincere

Untrustworthy Trustworthy

Tradifional

British Gas d

Looking after your world




British Gas Personality and Voice

Unfriendly
Indifferent
Insincere Sincere
Untrustworthy stworthy
Impersonal
Uncaring

Traditional

British Gas d

Looking after your world




What’s changed? Our Conversations...

Here’s what our people have to say...

t’s made It easier, to speak
ve found they re e dii
da

I
I
that |’ ve a pted

Look Who’s Tal king
my style, giving our customers a more
personal, friendly and tailored service

Now | really think before | say something to
my customers, choosing my words carefully
to make the customer more at ease

The Magic Words are great and our customers
really |l ove them too. I
having those difficult conversations, using

positive words and offering solutions

Premier g




 In 2010, Complaints performance is
53% better than expected

e  Ombudsman referrals are also 58%
better than expected

This is the best news | have had all year
— | think British Gas are now my
favourite company.. |
you personally for your diligence,
professionalism and reactivity in this

situation..

J

| must say a big thank you to you for the\
excellent way you have dealt with this
complaint. | was very impressed by your
clear analysis of the situation, and the
sympathetic way you went through each
aspect .thank you f or

the | arge ‘plil
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Our people are more engaged in our tone
of voice approach

We’ve also launched our letter of the
week to recognise great communication

Compensation we pay to our customers

has dropped by over 25%
need to commend

The amount | have taken from this course is
more than | ever took from my whole school
career

Fresh! Modern, it will make our customer
rest or i $egyicedmpre peegsonalh i n




With T2UK’s help we’ve also won 23

external awards in two years, including...

¥ No 1 ranked Contact Centre in the EMEA at the World Awards 2011

#*We ' r e Tom3 Comtact Centres in the World (World Contact
Centre Awards 2011)

+ European Call Centre of the Year 2009 & 2010

Y European Call Centre Award - Best Improvement Strategy 2009

+ European Call Centre Award - Best Centre to Work For 2009 & 2010

Y European Large Contact Centre of the Year 2010

+ National Customer Service Awards - Best Support Team 2009 & 2010

Y CCA Great Place to Work Award 2010

7 2 HR Excellence Awards 2010 (Wellbeing and Recruitment onboarding)
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