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How often do you connect with your customer?

(@ Start presenting to display the poll results on this slide.
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Question 1: What are the keys to creating successful CX

Question 2: What are the common pitfalls | have seen when my
clients approach CX?

Question 3: How do we measure the efficacy of CX?
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Case Study — Manulife Customer Service Center Hong Kong
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Decisions made
easier.
Lives made

In the workplace, we think of data as a tool to help us better utilize resources or track Manulife, a multinational insurance company and financial services provider, engaged EPAM
performance. Rarelyis it used to inform and inspire design. But that’s precisely the approach Continuum to support the merger of two customer service centers in Hong Kong, where the
EPAM Continuum employed to support Manulife in redesigning its customer experience in Hong company has had a significant presence for 125 years. The goal for the single, larger customer

service center (CSC) was to leverage the increased demand and customer flow as an opportunity

Kong.
to rethink customer service.
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Important Notice

Please note that effective 1 January 2021, cash payments are no longer
accepted at our branches
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No. of Downloads
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86 community Registrations /Interactions
9.6m registration’

23 service partnerships3#

programmes with

37 7Tk users?

337k bite-sized’ premium

222K fee-based

packaged products?®

1 .6m freemium cover®

1.8m heaith
services usage?

1 74k regular-

sized policies?®

APE $2 77m3 agency referrals
APE $3m3 direct to customers



- one medical

A company with a focus
on CX on the get go.

* One Medical was a membership-based

health-tech start up that had a very simple
premise; creating a simple digital experience
that returned access of medical care
providers to the consumer. Together with
their well designed and approachable clinics,
members no longer had to wait weeks or
months to get medical advice or diagnosis.
Using the app provided immediate response
to provide advice and peace of mind.

Amazon said it will acquire the primary care organization One Medical for 3.9
billion. Amazon plans to buy the primary care organization One Medicalin a
nearly 54 billion deal, adding to the growing list of the tech giant's acquisitions
and attempts to expand its reach in the health care industry.

NPR 24t July 2022

Technology-
powered and
human-centered

Members visit web /
app monthly
During the nine months

ended Sep 30, 2019

Message Access Access Renew
providers your records to care prescripfions
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Q&A
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