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Implementing new technology and transforming journeys and
processes to deliver better outcomes

Take the risks and stress out of implementing new technology with our support. Our experienced
team can advise you on all aspects of the implementation programme, including redesigning and
transforming customer journeys and processes. We provide you with the focused support you need
to start seeing value from day one.

Successful technology implementation involves so much more than simply setting up the solution.
There are preparations to be made across the business, particularly in terms of training staff. But in
many instances, the key to securing the best outcomes is to make the technology itself part of a
wider programme to transform customer journeys and streamline processes.

That’s where our expertise comes in. We ensure that technology implementation is considered within
the context of your overall operating model and “North Star” vision of the customer experience. With
that focus, we help you redesign processes and journeys using the technology to reduce effort, for
your staff as well as your customers, and create new opportunities.

Support throughout the programme lifecycle

In addition to helping design the implementation programme, you can draw on the experience of our
implementation team throughout the programme lifecycle, to

* Advise on programme oversight and governance, defining structures and KPIs and providing
an independent voice on project boards

* Qversee the transition from legacy suppliers and ensuring adequate arrangements are in place
for data and knowledge transfer

* Prepare the in-house team for change, by providing training or advising on internal
communications to gain buy-in

» Build new digital solutions as part of an overall technology programme

« |dentify the root cause of delays and resolving disputes with or between suppliers

We can lead the programme, or take responsibility for specific workstreams, such as running a pilot
solution while your team continues to focus on core activities. The result: faster time to value and
minimal disruption.

Our experience not only helps you avoid common mistakes; it also means that
when issues do occur, you have a framework for managing them so they don’t
derail the whole project.

4



Davies Consulting | Technology: Implementation USE CASE
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Our Approach

We combine the knowledge that comes from our extensive experience procuring and working with
CX tools and technologies with a robust commercial focus. Crucially, we’re wholly independent of
all vendors, so you can be confident our input and advice is based around your business needs

and priorities.

In practice

Supporting the implementation of a new service desk solution

We've been an integral part of delivering large-scale technology and process change to an NHS
shared service team that provides ICT support to three neighbouring trusts.

We were initially appointed to carry out a process automation assessment. Within just two weeks, we
identified opportunities to automate a number of processes, with the benefit of freeing up 15% of the
team’s time.

The client was keen to progress, so asked us to oversee the implementation of the automation
solution we had recommended. We undertook full process mapping before deploying the technology
and testing its effectiveness. The automated processes are now live and the client is reaping the
rewards, both in terms of its own efficiency, and through releasing staff to deploy new technology,
deal with complex fixes or focus on system upgrades.

Implementing self-service to improve global CX

A global retailer knew its contact centres were struggling to keep up with demand. We were asked
to recommend solutions. We proposed a range of steps to assist - which included the deployment of
more self-service tools, so that customers could find answers to common queries without needing to
speak to advisors.

The retailer then asked us to support the introduction of self-service for some key tasks, including
returns, customer changes to delivery dates and stock checks, as well as for product information. We
identified the internal changes needed, recommended relevant automation tools and then oversaw
the implementation.

The retailer now has an effective self-service function and has seen calls to the contact centre for
these tasks drop by as much as 50% in some territories.
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Getin.touch

To discuss a forthcoming project - or a current one that urgently
needs some redirection - contact us today:

Sean Keane Michael Anderson

Director of Consulting Services Vice President (US/Canada)

Davies Consulting Davies Consulting

+44 (0)7435 762 325 +1647 929 9002
sean.keane@davies-group.com michael.anderson@davies-group.com
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DISCLAIMER: This document is intended for general informational purposes only, does not take into account the reader’s specific circumstances and is not a substitute
for professional advice. Readers are responsible for obtaining such advice from licensed professionals. The information included in this document has been obtained
from sources we believe to be reliable and accurate at the time of issue. The issuer disclaims, to the fullest extent permitted by applicable law, any and all liability for the
accuracy and completeness of the information in this document and any acts or omissions made based on such information.

No part of this document may be reproduced, stored in a retrieval system or transmitted in any form or by any means electronic, mechanical photocopying, microfilming,
recording, scanning or otherwise for commercial purposes without the written permission of the copyright holder.
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