» B Fan d S Eye Risk. Purchase. Service.

Measuring the expectation
gap and winning the
customer satisfaction war
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Social media is a tool
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Cambridge Analytica was not
the problem!
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Not listening to the people
was (is) the problem
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Listen.
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Listen.
Understand.
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Challenges of
understanding social data
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o
%ﬁb Mark Abbott

Thanks Still unable to use my
new card. | visited a branch last week to sort. No luck.
App also down for last two days. With your rates, | may
need to consider my options =
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Popular social analytics tool
AI-POWERED

13714

. Volume

» BrOndSEye Risk. Purchase. Service.

BrandsEye
CROWD-POWERED

39179



Popular social analytics tool

AI-POWERED
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18.9 percentage
point difference
in net sentiment
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EU referendum polls: Final.ComRes poll‘

shows significant lead for ;-

The survey is one of the last before polling stations open

E Ipsos MORI

“...if you gave me £100 and offer 7
d red
me the chance to bet on it, [ think eI:’d
say_5.2:5 R COPTY — British
Politician, Natalie Beénnett

Brexit: Global Twitter Sentiment

LEAVE B Remain .. 156,661 mentions
REMAIN \ 42%

58 % B Leave .. 115057 mentions




What do€es Britis }social media
Say, shovld the U leave th%U?

43.1% |

Remain |}

~a
esentative s of
conversati for this week
As at 12:30p.m. GMT+2

Data powered by
BrandsEye Crowd



Net Sentiment drivers need to be isolated

Reputational Operational

100% 100%
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-100% -100%
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April May April May
Conversation driven by: Conversation about the customer experience

« Campaigns  CSI
* Press  Other
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Crowd process of tagging and classifying

iwgt Mark Abbott
i

Thanks

Determine
sentiment

What is the sentiment expressec  Which of these are applicable rel

towards the bank? to the bank?

Positive Accusations of unethical...
Neutral Information disclosure

Discrimination
\/ Downtime

Pricing / fees disclosure

® Negative

» BrOndSEye Risk. Purchase. Service.

new card. | visited a branch last week to saort. No luck. topics

Still unable to use my Discovel

What is the customer’s journey =~ What banking channels are bein  What are the topics being discussed
stage relative to the bank?

discussed?

\/ Branch

Pre-customer ATM

relative to the bank?

Not a customer Foreign exchange

v/ Credit card

New customer Debit orders

\/ Mobile app
Email \/ Pricing
Online banking Products

Current customer
Churning customer

Post-customer




We’ve learned that getting this right at
scale can make all the difference
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100%

50%

0%

Oct 1 - Oct 23 © Oct 24 - Oct 30 W Oct 31 - Nov6 ® Nov 7 " Weighted average
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Colorado
Florida

Iowa

Michigan
Nevada

New Hampshire
North Carolina
Ohio
Pennsylvania
Virginia

Wisconsin
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A very obvious moment showing how
the world has changed
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WhatsApp user growth

B Millions of monthly active users
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The way in which people communicate
and consume information has
fundamentally shifted
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Generation mute

BY 2022

70% of customer interactions will involve machine learning,
chatbots or mobile messaging

The proportion of phone based communication
will drop to just over 10%

A human agent will still be involved in
more than 40% of all interactions
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Understanding how people feel today
will help us understand what they
might do tomorrow
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What does this all mean?
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People matter
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Demand better
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Listen
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Listen
Understand

» BrOndS Eye Risk. Purchase. Cancel. Service. September 2019 32



Listen
Understand
Act

= BrandsEye | risk purchase. Service. . sentember2019 33



= Brandskye

LONDON

+44 56 0386 4907
Central Working Victoria
25 Eccleston Place
London

SW1W 9NF

United Kingdom

Risk. Purchase. Cancel. Service.

JOHANNESBURG

+27 11 017 4250

131, 12th Avenue, Rivonia
Johannesburg

2128

South Africa

CAPE TOWN

+27 21 467 5960

1st Floor, Mirum Building

97 Durham Avenue, Salt River
Cape Town

7925

South Africa



