Active listening

How we design great customer support
experiences.
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Coming up What is active listening?

The levels of customer support
and what listening feels like at
each.

How to listen better and
what to listen to.



Have you had more than one
oarber or hairstylist do your
nair in the last 6 months?










We nurture our customer
relationships by keeping our promise
of making money work for everyone
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Scaling customer support

We're here

?10m

100k ——— 100m

customers customers




Active listening is our
superpower, it keeps us
customer centered
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The levels of customer support
and what listening feels like at
each.




Reactive support
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It’s hard to listen when the
noise of a broken
experience is so loud.
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When support is reactive;

* Support is expensive

* Customer churn is high

* Support operatives are
unmotivated

Listening is poor



Active support



When support is active;

* Growth is steady
* Support operatives are
motivated

* Discovery might be hard



When support is active;

* Growth is steady
* Support operatives are
motivated

* Discovery might be hard
Listening is okay
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Proactive support



At every touch point, it
feels like the app is listening.
Customers feel heard



When support is proactive;

* Growth is immense

* Support operatives are highly
motivated

« Customers are campaigners



When support is proactive;

* Growth is immense

* Support operatives are highly
motivated

» Customers are campaigners

Listening Is great
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C a I I St a t u S < Back Privacy & security
MONZO CALL STATUS

We're not talking to you

If someone is telling you they're from

We make it clear to customers
when we are not talking to them iy
to protect them from fraud

Personalised marketing
Hear about features and updates based C

on how you use Monzo

Payments with friends

Face ID for authentication 0

Require Face ID for unlock
Product designer

t_,",;.; Your face will always be used for payments and

5 ’ Ad belrahman El. Blalg other sensitive actions. Learn more about Face ID
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| had a scam caller call
700 me about this

transaction saying they
were from monzo but

Fraud cases reported per when | saw the status

of “we are not calling
month on call status Jou”. | hung up.

- monzo customer




Protect your account

Secure account
I n t h e a p p Experiment

go to fully protect your account.

COMPLETE ALL 5 STEPS

@ Freeze your card

Stop your card and transfers from working

Enabling customers to secure their
g Verif r identit
aCCOU nt In the app When they Accessgg%)(jruaccountagiin by saying a

few words to the camera as a security

suspect a fraudulent transaction

Log out of all devices
So nobody else can get into your account

Update your email password
Ensure no one has access to your email

Samuel Fabayo
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W r kfI W S ™ BizOps Admin (Ssiie v Routing v Service

Workflow

Preferred & Legal name update

Breaking down

Support processes 3 Trigger stheuser g

B We've started your uploaded a valid

I n t O S m a I I e r ta S kS What triggers this task? :::l:‘:s:“teool:‘P:::f " proof of name

v change

account document?

Product designer
Samuel Fabayo/Alex Manthei



Timely customer updates

o ] ~ Routing ~ Service

9:41 all T -
stomer updates)

~ |-
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B We've posted your
bank statement
\. B We're processing — Order the bank o——— o @ We've posted your o

your statement statement statement
raquest Hey, great news! A statgment has )
been ordered for you via Royal Mail. 1t
should arrive within the next 3-5
O .
+ Add task + Add automation working days.

\

mation B Wecan'tposta
statementto a
different address



Coming up

How to listen better and
what to listen to.



Listen to research



Which of these is more important to
customers when they need help?

a. b.

Live chat with Solve problems
customer support myself in the app
of d.

Solving my Phone calls with

problems quickly customer support



Which of these is more important to
customers when they need help?

14%
Live chat with
customer support

27%
Solving my
problems quickly

*A survey of 20,000 monzo customers

17% Others

Solve problems

myself in the app
8% S
Regular updates T
on my case T —



Speed +
Selfserve



Listen to the data



T a The summer
PRy ‘23 incident




Big problems
Versus
Small problems






Listening through
shadowing



Beaflycy

the wall
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Reactive support Proactive support







Thank you
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