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Introduction of the European Customer Service Excellence survey - 2022

With participation across Europe and from various industries, the Customer Service survey can provide you with new valuable insights
regarding the overall situation and future direction of customer service. By responding, you will gain access to the final report and together
we can work on how you can utilize the findings for your company!

What is in plan and why? What can you as a company gain from

participating?
« To distribute a European (14 countries) Customer By participating in the survey, you and your company will;
Support survey to gather data and analyze insights on; » Gain consolidated insights from Deloitte’s analysis of
1. the status and getting the overall picture on how relevant Customer Service data from:
cllen‘ts in va.rlous .|ndustr|es handle thelr Customer o your industry
Service business in SE (and the Nordics) o related/other interesting industries
2. specifications on trends and directions of o Nordic and European insights

Customer Service developments in the future (e.g.,

i « Be able to benchmark and find inspiration on how to
self-service)

develop and improve your Customer Service

+ To distribute this survey on a yearly basis to ensure business based on your company-specific needs with
traceability, also catering for additional questions your Deloitte contact and the Deloitte Next Generation
added based on industry needs and continuous Customer Support CoE (Center of Excellence).

development

Reach out to us and we will provide you with a presentation
of the findings based on your specific area of interest!



Survey overview

32 survey questions
10 minutes to respond
Anonymous - company is

optional, and industry belonging

is one of the questions

The survey is divided in 6 sections:

1. Information about the customer
service department

Customer service employees
Tools, technology and channels

Feedback from customers and
evaluation

Plans and organization

Information about the respondent
and general data

Example questions and
results from 2020

The impact of survey results on changes and improvements
and the satisfaction rating

10. What is the impact of information included in the surveys and their findings on the planned changes or develc
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26b. What actions can clients take within the self-service option?

Low impact High impact

Dewnloading documents, e.g. invoices, duplicates

Actions relsted to personzl dats

Searching for help arocles JRTS . 3 . . .
= Self-service - a non-contact form of service as an investment

pesons reisted 1o the o¥er, product, serice (purehee ANNA @ TESpoONSe to the need for independence of customers

Submitting apglicatons and enguiries

Providing the same interface elements and the same knowledge base to

Submi f licati d \ . . . N
W) Snquivian " o1 epplications an Companies want to invest in channels that improve the

current selfservice functionalisies ana e TCSOIULION Of Tepetitive and simple cases

@ | Activities related to the offer or - Channel investment prioritics and key customer service challenges
product

W | Knowledge base




How can we help you shape a better customer support future?

We are continuously building our expertise in helping clients to realise a seamless Customer Experience across channels and platforms by
identifying, driving through the journey and succeeding with meeting key objectives.
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We gather and analyze trends to generate insights on how to
optimize customer support businesses

We identify core capabilities and gaps within the organisation
and the technology.

We analyze facts and customer data to enable data-driven
decisions that align with strategic business goals.

We create actionable customer and employee journeys that
drive business growth.

We implement new ways of working as well as support the
implementation of technology.

We focus on change orchestration to enable the customer
experience transformation.



Deloitte is the leading service provider within Customer Transformations

As leaders across the most capabilities and industries of any professional services provider, we are redefining how our profession serves clients and the public interest

by making an impact that matters.

Deloitte is a global firm offering multidisciplinary
professional services in consulting, audit, accountancy,
financial advisory, tax and law.

Nordics is home to a
Center of Excellence (CoE)
in Customer Support

Strategy, Analytics
and M&A

Strategy & Business
Design

Analytics & Cognitive
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Our vision is to be a standard of Excellence by providing
differentiated service with high added-value that allow us
to stand out of the competition in the marketplace.
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Deloitte refers to one or more of Deloitte Touche Tohmatsu Limited (“DTTL"), its global network of member firms, and their related entities (collectively, the
“Deloitte organization”). DTTL (also referred to as “Deloitte Global”) and each of its member firms and related entities are legally separate and independent
entities, which cannot obligate or bind each other in respect of third parties. DTTL and each DTTL member firm and related entity is liable only for its own acts
and omissions, and not those of each other. DTTL does not provide services to clients. Please see www.deloitte.com/about to learn more.

Deloitte provides industry-leading audit and assurance, tax and legal, consulting, financial advisory, and risk advisory services to nearly 90% of the Fortune
Global 500® and thousands of private companies. Our professionals deliver measurable and lasting results that help reinforce public trust in capital markets,
enable clients to transform and thrive, and lead the way toward a stronger economy, a more equitable society and a sustainable world. Building on its 175-plus
year history, Deloitte spans more than 150 countries and territories. Learn how Deloitte’s more than 345,000 people worldwide make an impact that matters at
www.deloitte.com.

Our advice is prepared solely for the use of the client. You may not disclose it or its contents to any other person without our prior written consent. No other
person may rely on the advice and we accept no responsibility to any other person.
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