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What is customer experience”

Why Is customer experience
important?

How do you manage digital
customer experience”




Customers’ thoughts, emotions, and

W h at I S CU Sto mer Sv?tfzpég)rr:];:rl?;ut their interactions
experience? Fortester



Why Is customer experience
Important?

A:. What's good for the customer is good for the business.



IT Professionals Are More Loyal to Tech Vendors
That Are Easier to Work With

“Thinking of your most recent interactions with each of these tech companies,
how easy was it to inferact with the company”

239 26%
10%
0% 1% 2%

1 2 3

{(Very Difficult) (Neutral} (Verv Easy)
Plan to purchase more 55%
from tech vendor in 2013 A7%
than in 2012 35%

16% 19%
4%

T0%
Likely to try a new product 5494

or service right away from 37%
tech vendor 18%
79% 13% 13%

Net Promoter® Score

-72 -64 51 -40 6 46 79

Net Promoter Score, Net Promoter. and NPS are registered frademarks

of Bain & Company, Satmelrix Systems, and Fred Relchihald
Base: 802 IT decision makers from North American companies with TEMK‘N
$500M or more in annual revenues
Source: Temkin Group Q1 2013 IT Decision Maker Survey ROoUDP

Copyright @ 2013 Temkin Group. All rights reserved. I’H enpeTien e matler

Easy to do business with
= Customer Loyalty

Customer Loyalty

= Customers are more likely
to buy more and stay longer

= Good for Business

Temkin Group 2013
IT Decision Maker Survey



ASCI: Satisfaction, Expectancy, Performance

Customer Experience Leaders Outperform the Market
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@kerrybodine Source: American Customer Satisfaction Index



How do you manage the customer
experience”



Customer Satisfaction

Triangulate to the truth surveys (mthly/qtrly)

» Feedback links (unsolicited)
» Customer interviews
» Social Media

Statistical Rigor

Voice of the
Customer

‘est
Answer

Behavioral
Research

Inquiry & Intent

Applied Data
Science

: Site Statistics
Task Studies
(semi-annual) (mthly/qrtly)

' ' » Metrics/Analytics reports
. Usability testing Experimental Methods - Path analysis

» Ethnographic research » Trending
» Participatory studies » Multivariate testing




Top Task Testing: Terminology

« Top Tasks
The reason people come to the site The Digital Business Funnel
- Task Performance Indicator (TPI) Reach
Methods to attract users and the digital channels through
A score fOI‘ taSk effort which users discover and connect with Cisco
- Task study / TPI test
Based on principles of usability testing
Tasks play here <
Conversion
Drive loyalty, avoid
cost and generate
\ revenue




Why test tasks?

1.

Tasks are about utility. They serve a purpose and draw users to a
site.

. Tasks serve the customer. They define customer “expectations.”

. Task testing reveals impediments. It’s the key to “ease of use.”

The TPI score provides a quantitative measure of the site’s

experience. This can be used as a benchmark and allows
managers to set goals.




How easy is it for customers to
complete top tasks on Cisco.com?

Cisco.com Overall task performanc
M B E e 909097 = EENTTTs



TPI Overview: How we test the top tasks

- ldentify the Top Tasks for the Site
Conduct a Top Tasks Survey with representative users

Analyze survey results to identify Top Tasks
Create Test Tasks

Do this once

- Determine the performance of the top tasks
Recruit subjects for test
Conduct TPI test
Analyze results and tally the TPI score

Do this routinely

- Drive action and improvements
Deep dives with teams responsible for parts of tasks

Make changes/improvements Do this continuously
ITERATE (test again to validate results)

Set goals!



ldentify the Top Tasks for the Site



Survey to determine Top Tasks

- Internal teams create list of top tasks
- Determine the audience to be surveyed

- Respondents rank tasks

6 Maintain/operat
7 INetwork desiq

« Results summarized and Top Tasks emerge

Top Tasks are the most popular, most
common and most important tasks,
according to the users of the site.

Cisco Confidenti




Tasks Voting Trends

0 N o o

10

11
12

491 983 1474 1966 Top 25%
Tasks Voters Voters |Voters [Voters
Download software, firmware, drivers, patches, updates 8% 8% 9% 9% 26-50%
Configure / set up a product (tech guides, notes, how-
to's) 9% 8% 8% 8%
Troubleshooting (bug fixes, diagnostics, guides) 7% 8% 8% 7%

51-75%
Install / upgrade / migrate (tech guides, notes, examples) 6% 6% 6% 5%
Support (TAC) service requests (case creation, tracking) 6% 5% 5% 5%
Maintain / operate (tech guides, notes, examples) 4% 4% 4% 4%
Network design (tech guides, notes, examples) 5% 4% 5% 4%
Service, support options available for my product 3% 4% 3% 4%
Product and technical communities (troubleshooting,
developer, learning) 3% 3% 3% 3%
Support alerts (new drivers, patches, software, security) 2% 3% 3% 3%
Networking certification requirements (CCIE, CCNP,
CCNA) 2% 2% 2% 3%
Talk /chat online with a support person 3% 2% 2% 2%
Compatibility / interoperability (software, hardware,
I B 1 | il




Cisco.com Results — 2014

1.

ok w

Download software, firmware,
drivers, patches, updates
Configuration, set up, deployment
Pricing

Specifications / data sheets
Contact support / support requests
(open, check status, escalate)

The Top task has as many
votes as the bottom 26
tasks



The ‘long neck’: Users' priorities

3000

2500

2000

Top Tasks

1500

Vote

1000

500
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The ‘long neck’: Management focus

“Strategy renders choices about
How much relative what not to do as important as

choices about what to do...
resource to apply

2000 Some managers mistake ‘customer

_ focus’ to mean they must serve all
Which user customer needs or respond to every
tasks to focus request...”

Vote

Michael Porter

500




Create Concrete TaS kS Obtain the latest firmware for your WRVS4400N

Ific
Teams with SMEs collaborate to crEate specif
. or concrete tasks based on top tasks.

: in the words of a deployment package for Windows users) for
- Real world: Task details E.il’el nt distribution from your ASA device,
eems typica
customer and s d and we Find documentation describing how to adjust
d —we know it can be complete the amount of time g client can sleep and wake

- Teste nswer up withouyt having to reé-authenticate on a 2504

know the a | _ rather they are Wireless LAN Controller running version 7.5

These are *not* trick questions, software.

essential.

your network. Report the Problem online. Serial
Number: FOC1638v497

Examples of Concrete Tasks



Determine performance of the




Tasks and task studies

A TPI study asks 15-18
subjects to perform 10-12
tasks.

Sample task: Find Bug Information

’ ’ “Your 7600 router crashed after entering the
TPl testing Is perf_ormgd “show mpls forwarding with owner ...”
remotely, on the live site. command. Determine if there are any

workarounds for this known issue.”

TP tasks are designed to
represent the most
Important, typical tasks.



Sample Methodology

13 top tasks were given to 19 participants
Size of business: 11 Enterprise, 8 SMB
Frequency of being on website: 10 daily, 6 weekly, and 3 monthly
Relationship to Cisco: 9 Partners, 10 customers
Test sessions lasted 50-60 minutes
Testing conducted remotely via Webex (recorded)

Discussion was minimized during a task to get a reasonable estimate of the time to complete
each task

Scored SUCCESS, FAILURE, or DISASTER (when people thought they had completed the task
successfully but were seriously wrong)



What a TPI test looks like

Gisco Wirchess LAN Contreller Configuration Guide, Release .5

Managing Web Authentication
: 7

Duonwnloads: This chapter ﬂcPDF - 1.66ME) The comolete ho msﬂ{_m—

o "I could search an entire PDF a lot easier
for keywords. | don't know if there's an
easy way to search the web interface..."

E

Managing Web Authentication

Obtaining a Web Authentication Certificate

Information About Web Authentication Certificates

1
{
|
|
|
The operaling systern of e conlroller auloralically generales a fully funclional web authenticalion cerificale, so v do not need 10 do amihing in order o use cortiicale s wilth Laver 3weh sulhenlication. However, if desird, you can pmrré
authentication cerificate, aryou can downlozd an extzmally generated SEL cerfificate H

i

© 2010 Cisco and/or its affiliates. All rights reserved
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What a TPI test looks like

© 2010 Cisco and/or its affiliates. All rights reserved

-

2sa 5515-x91.3 upgr: % Wbk Release Notesforthe = Tokk
Pg ; i

C | & nhitps/www.google.com/?7gws_rd=ssl#q=asa+5515-x+9.1.3 +upgrade

[ Release Notes for the Cisco ASA Sene

3+ Apps BEL 2R P & (O work T WhaticBasic Auto., (] Bte (O] NETWORKING () Cisco (C] BEGOOO | IPSEC VPN Redunda.. ()

About 4 740 results (0 B9 seconds)

Release Noies for the &=
Wt CISCO COM/T/EN/USE

ppes> " it basically says this page is not found,
Cisco ASH or it tries to redirect me to a different
W' CISCO COl

ASA5515.X A page but it never does. It seems like the

Missing Logs at " : d .
link is broken somewhere...

Cisco ASA Compa

Wwwy.Clsco com/c/en/us/td/doe

Sep 16, 2014 - Cisco ASA software ar

lists the older PIX ... ASA 5512-X, 5515-X, 55 .

The ASA 5505 does not have a flash memory upgrade available

FOFICLI Book 1: Cisco ASA Series General Operations CLI ...

W CISCO com/. /asa/asadi/ /asa_91_general_confl .~ Cisco Systems, Inc. ~
Mar 31, 2014 - ASAS515.X, ASA 55253, ASA 55455, ASA 5555.%, ASA 5580, ASA
New Features in ASA 9.1(3) 1-5 ... Upgrading Failover Pairs 4-32.

Cisco ASA New Features by Release - Cisco

www CiSCO comic/en/usd fasa/ . fasa_new_features ht.. = Cisco Systems, Inc ~
Cisco ASA 5500-X Series Next-Ganaration Firewalls. Cisco ASA New Faatures by
Release . . New Features in ASA 9.13)/AS0DM 7.1(4). New Features in ASA

Cisco CX and Cisco Prime Security Manager Compatibility ...
WWW.CISCO COMC/BNJUS/ /asack/. Jcx_prsm_comp ht. .  Cisco Systems, Inc ~
... the following: ASA, ASA CX Compatibility - System Software Upgrade Palhs .. ASA
9.1(3) 9.2(1) ASA D 1(5) 9 3(x) ASA S 1(5) ASAE585-X (40 and -A0) Cisco ASA

Cisco Confidential



Task Performance Indicator (TPI) by Task

2 Download S/W update Excellent
A N N A N O A N

TPI = 61 Fair

1 Download firmware

10 Check contract expirations

8 Contact support

5 Troubleshoot error code
12 Release note

6 Open TAC support case

3 Configure timer

4 Setup product
9 Community forum

11 Bug details ASR 9001

7 Set up notification

0O 10 20 30 40 50 60 70 80 90 100
TPI: Task Performance Indicator (max = 100)



Drive Action and Improvements



Turning Results to Action

ABLE TO EXCEL [95-100]
HEALTHY (85-94)

MONITORING|(75-84)
TPl was first performed at | mebicatep [65-74]

Cisco in 2010 with a “top | HosPITALIZED [55-64]
tasks” survey. ICU [45-54]

LIFE{SUPPORT[35:44]

TASK PERFORMANCE
INDEX

The TPI score Is
easy to
understan




Digital Experience Measures & Goals: TPl and EoDB

HEALTHY (85-94)
MONITORING (75-84)
MEDICATED [65-74]

Support TPI:
64 - 68

Partner TPI:
49 - 58

HOSPITALIZED [55-64]

c82533] Evaluate & Buy TPI:

49 - 53

TASK PERFORMANCE INDEX




TPl Scores Over Time — For 9 Consistent Tasks

100.0

90.0

80.0

0.0 — Performance Improvements have levelled ==

60.0

50.0

TPI Score

40.0

30.0

20.0

10.0

0.0

Aug Feb Jun Oct Feb May July Nov Apr Jul
2011 2012 2012 2012 2013 2013 2013 2013 2014 2014



Turning Results into Action

We monitor Top Task

basis

R R performance on an ongoing
et WM T T Ran a pilot test to
e simulate a possible

o Mo solution. It worked!

SSSSS

|

| Failure
8%
13/15

95%

E?%
81% 14, Ei i

Feb 2012 Jun 2012  Oct 2012 Feb 2013 May 2013 July 2013 Nov 2013  Apr 2014

2015 TPI Goal: 55

JuI 2014 Dec 2014




Turning Results into Action

JUNE 2012 Bug Task - 18 Subjects

Top Tasks
Management
diagnoses what Is
wrong and clearly
indicates haueto fix it. 4

5%

<

56 Bl

e
P

'Success|

20 6 Time out o &qe“*ﬂ
. e 0%
or partial Mﬁﬁ*" ’
67% answer llev?-._ﬁ_“!g.: ﬁ”’é
* o
Jun 2012

TPII=23
. N | ——




Method to Remediation

13/18 failed or disaster
5/18 successful

All 13 failures were due to the user’s attempt to search:
—> Cisco.com site search (8 failures)
- Google (5 failures)

If we fix SITE SEARCH, 13/18 (5 successful + 8 more)
should succeed



Method to Remediation

If we fix SITE SEARCH, 13/18 (5+8) should succeed
If 13 succeed we predict: Task Performance Score increases to 70

Assumptions:
Increase success rate to 13/18 participants

Limiting the additional incremental penalties (e.g. excessive success
time and disaster confidence) to be ~2-3



Task Performance Score Correlates with Action

Able to Excel (95-100)

Healthy (85-94)
Monitoring|(75-84) EV15
Top Tasks scoring is Medicated (65-74) Task Performance 7 ()

Target =

predictable and Hospitalized (55-64)
statistically reliable.

ICU (45-54)

- Original Score = 23
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