The Customer \0
Complaints Experience

Qaalfa Dibeehi, Chief Operating and Consulting Officer
Zhecho Dobrev, Consultant
Experience Trackeri 2010

www.beyondphilosophy.com

S

N




Webinar Interface Review
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Audio Mode: ® Use Telephone
(' Use Mic & Speakers

Dial: (805) 879-4135
Access Code: 105-748-644
Audio PIN: 74

If you're already on the call, press #74# now.
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[Enter a question for staff]

Audio: Useyour microphone andspeakers (VolP)or call inusing your telephone.
Dial:

Give Online Punch
VWebinar ID: 576-794-852
Access Code:
Audio Pin:
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The Beyond Philosophy Perspective
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A Methodology

A Quarterly online survey via
online panel

A Sample Characteristics
A 1015 respondents
A 50% USA; 50% UK

A Perspective

A Action based on a single
complaint

A ff you have made more than
one complaint/ comment
please answer the survey
with just one in mindo
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When customers have an 1 ssu
Something is missing in the experience

Customer expectations are not met
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