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The world’s most valuable brands 2019

amazon

s

®
Google

& Microsoft
VISA

facebook
ﬁAl.il':PaERav Group
Tencent i
|| McDonald's

= AT&T

Retail
Technology
Technology
Technology
Payments
Technology
Retail
Technology
Fast Food

Telecom Providers

315,505

309,527

309,000

251,244

177918

158,968

131,246

130,862

130,368

108,375
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CUSTOMER EXPERIENCE

u IS BECOMING MORE IMPORTANT
TO COMPANIES

By 2020, companies will
overwhelmingly shift
priorities in their

Previously, customer
experience and products

. , tracked more closely.
business strategies.

50%

on customer
experience

34%

on products

16%

on price
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WHAT CUSTOMERS EXPECT

besides competitively priced products and services which work flawlessly

sl Jalad

A 39| g0

/3%

want easy access
to customer service

ZU}G_WJ\

46% 69%

want to speak with want access to
areal person on the faster customer
phone for difficult service
inquiries

38% 50%

are satisfied with - feel itis extremely
clear information SURPORTIVE important that customer
posted to company service agents know their
websites for simple the customers history
inquiries based on previous
interactions
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Customer Satisfaction

80
70

Customer Satisfaction

M Incentives - 37% [l Incentives with Apology - 74%

A study conducted by Seige Media
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Millions are in uproar in #Cairo. Rumor
is they heard our new spring collection is
now available online at http://bit.ly
/KCairo -KC
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Active listening <las)l

= Look interested - get interested
= Involve yourself by responding
= Stay on target

= Test your understanding

= Evaluate the message

o m =~ W -

= Neutralise your feelings
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One pilot study at a

consumer-services firm found
that improvements in customer-

service scores accrued from

behavioral-psychology initiatives

rather than from improvements

1 Operations

Source: McKinsey Analysis
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