Improve Customer Engagement

As utilities adapt to the digital age, they
must step back and assess how effectively
they engage with their customers online.
After they identify potential gaps in digital
customer engagement, the next logical
step is to prioritize and plan improvements
to address those gaps. This process involves
analyzing which areas are the most
important to customers and developing
strategies to enhance digital engagement.

Here's how to proceed:

1. Identify improvement opportunities
2. Prioritize improvements

3. Develop a roadmap

4. Involve internal stakeholders

5. Create the Customer feedback loop
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Data Analytics

90% of global executives who use data analytics report that they improved
their ability to deliver a great customer experience.
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As organizations strive to improve their
operations, it is essential to prioritize their
identified improvement opportunities based

on impact and feasibility. Assessing impact and
feasibility involves considering urgency, potential
benefits, alignment with strategic goals, and
available resources. This analysis of improvement
opportunities allows organizations to allocate
resources efficiently and focus on the most critical
areas. Prioritization also enables organizations

to maximize the impact of their initiatives by
ensuring that they target the areas that will
bring the most significant returns. Therefore,
prioritizing improvement opportunities is critical
for organizations that want to optimize digital
customer engagement.

77% of consumers say inefficient
customer experiences detract
from their quality of life.
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Develop a Roadmap

Have you identified improvements that you need
to make to your digital customer engagement
strategy? If so, it's time to create a roadmap

to guide your team in implementing those
changes effectively and efficiently. With specific
milestones, deliverables, and timelines laid out,
everyone involved will clearly understand your
digital customer engagement improvement
plan. This roadmap will help allocate resources
effectively and ensure that each improvement
project is completed on time and to the best of
your team'’s abilities. So, don't wait any longer

— start creating your roadmap today and take
the first step towards improving your digital
customer engagement strategy.




5 step process to improve digital customer engagement

Create Customer Feedback Loop

Involve Stakeholders

Collaboration is vital to successful improvement
processes, and internal stakeholders can play a
crucial role in driving progress. Engaging with key
individuals from across the organization can help
ensure everyone is on board with the proposed
changes. For example, your Customer Care and
Public Relations teams are often the first point

of contact with your customers. Collaborating
with them on your customer engagement
improvement plans can offer critical insights into
what is most important to your customers and
ensure that any improvements align with their
needs and objectives.
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Identify Improvement Opportunities

Prioritize Improvements
Develop a Roadmap

Involve Internal Stakeholders

Customer Feedback Loop

Understanding the needs of external
stakeholders is critical to improving your
customer engagement; who better to ask for
their opinions than the customers themselves?
Collecting and analyzing customer feedback is

a powerful tool to identify pain points and make
customer-centric enhancements while enhancing
the customer experience. Methods such as
customer satisfaction surveys and social media
listening enable you to understand customer
sentiments and capture valuable suggestions for
improvement. By incorporating this feedback into
your improvement roadmap, you can prioritize
action items that address crucial customer
concerns and improve overall satisfaction. So,

use customer feedback as an essential resource
and make it a regular habit to listen to what your
customers say.

Companies are using more contact
channels other than the phone,
but the phone remains the most
significant channel for customers.

Benchmark Reports
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Above Average

Companies with engaged employees outperform the competition by 147%.

-Gallup

When satisfying your customers’ needs in
this ever-changing digital age, involving
key internal stakeholders and listening

to customer feedback is essential.

This approach creates a continuous
improvement feedback loop that is

responsible, meaningful, and measurable.

By aligning your digital customer
engagement with your customers’ needs,
you'll drive overall customer satisfaction
and experience improvements. In

other words, the more you listen to

your customers, the more you'll learn

to meet their needs and exceed their
expectations. By continuously making
meaningful improvements, you can stay
ahead of the game and ensure your
customers are always satisfied.

Learn how to enhance your digital customer
engagement and improve the customer
experience with our user-friendly tools. Let
our team of knowledgeable professionals
lead the way, simplifying the customer
engagement process to unprecedented
levels.

Learn more. Call us at (833) 570-2192.




