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Objective

W0

To develop customer experience and
customer service in all branches

N &
-— -

& S To evaluate and track the performance
of service level in all branches

To get the voice of customer in all touch
points

To handle customer issues immediately
and appropriately

To design the new solutions and services
for customer referring customer voice
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Customer experience

Is the heart of relationship
between a business and its
customer




©® customerJourney

Online Offline
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Opportunity
for Improvement

y

Real time

WWW.Impgroup.net
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Opportunity forimprovement

Get VOC
Digital = @Branches
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®

Our proposal

How our system can help Deliver Success

On going consulting

System Set Up on each e . . i
Sugegstition in improving
workflow
system e.g. ad hoc or change

of compliance attributes
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Getting your feedback from any Touch Point
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Getting your feedback from any Touch Point

Oil Business
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1.1 Service by OR
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After services, customers will be
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Analytics module e
IVMS
(In-Vehicle
Monitoring System)
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1.1 Service by OR

Getting your feedback from any Touch Point
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Getting your feedback from any Touch Point
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Operation Change
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Improve Operation

Improve Station Service
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Getting your feedback from any Touch Point

1.2 Service by

Partner
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Journey2:

Non-Oil Business

Getting your feedback from any Touch Point

2.1 Café Amazon

Dine-in ]
Takeaway

Delivery ]
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QR Code on Surface
(Receipt, Cashier,
Table, Wall)
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2.1 Coffee Shop /

Restaurant

Getting your feedback from any Touch Point
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2.1 Café Amazon

Getting your feedback from any Touch Point
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Operation Change

Improve Operation

Improve Central Operation

i =

sl

Allows brands 1o reach their = FRoalEM Sl 0N SNy
crslemer lﬂ“ml:t-m

Enable prrsonalized message e Forcg rand bo take acion
N and alfars immedainy

Suppo mulbrredia &  [Haonee (3 hngton (D ensure

ity

- Up Selling & Cross Selling

Ao At | (offer free bakery, offer

e Combne analysis powes wilth

e Fupon aato CRA Marketing Change

Choose what to talk with each discount on specific drink etc.)

»  LOAM Inskyng via cusbamanrs

writlen feedbask using NLP
Tz himaliogy

Measure Promotion

Customer Insight

Impression | www.impgroup.net



Getting your feedback from any Touch Point
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Methodology

Design
Platform
Month 1-2 Month 3 Month 4-12

Implement Follow up
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Design Platform

Study existing operation process

Desigh questions on platform
and Al system

www.impgroup.net

Testrun
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Implement

Implement on pilot branches

Adjust & Improve the issue

www.impgroup.net

Expand nation-wide

Y 4
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Follow up

Review VOC for Implement

’ Consulting - 12 days

www.impgroup.net
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064-652-5810

secretary@impressionconsult.com
www.impgroup.net

The IMPRESSION Consultant Co., Ltd.
101/169 Rattanathibeth Road, Saima, Muang,
Nonthaburi 11000 Thailand
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