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You Have Lots of Choices

* Used to be only maill
and phone

* |nternet has changed that
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 Established in 1998

* Seek long-term
partnerships

* Web design \ ,

* Internet marketing D -

* Analyze, plan, consult

* Measure results

* Work with a wide array of
clients within many p

Industries
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You Have Lots of Choices
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Vour Customer

¥eaAHave Loots of Choices
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Start With Your Customers' Needs

* Don't blindly follow & -
trends. & 3

S 5
« Start with the problem: = =
Not the solution. C/’ 3
=

Z =

9)0/6)
Sy §3 P\t
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@ Step 1: Identify Opportunities

In this case we are talking about using your
customer's needs to pinpoint how to
Improve customer communication.

* What do your customers need under various situations?

* What information do they need?

* What actions do they need to be able to perform?

A
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@ Step 2: Brainstorm Solutions

Create a list of possible ways to solve the
users' needs.

* Choose which to tackle

* Research possible solutions
* Analyze

* Generate a list of ideas

* Select implementation(s)

A
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Step 3: Plan

<
Il 1l

* Qutline implementation
* Define how to measure success

* Gather resources (e.g. content)

Create a schedule

A
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W | Step 4: Implement

WWW.PLAUDIT.COM

* Design

* Develop

* Review

* Launch

CHARLES GOODMAN
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@ Step 5: Measure Results

Use metrics to determine the success of
the iteration

* Use analytics and context
* Determine if goals were met

* Adjust your theory
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Example:

A Power Outage

A
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Picks up phone, and either:
a) Call the power company, or
b) Goes to the website for answers.

Need to get the message out.




They want to know:

Has this outage been reported?

When will | have power?




Push vs Pull

Push Pull
* Going to your audience * Customer makes a
. request
* Sending a message
. * Reactive
* Proactive

audit
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Push vs Pull

Push Pull

* Social Media * Website

* Email blast * Qutage map
* SMS * Online chat

* Ticket system

* Phone call (customer
initiated)

* Social media

A
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Pull(1/6): Website

* Mobile friendly

* Carefully positioned
messages

 Self-service

WWW.PLAUDIT.COM = CHARLES GOODMAN



Website

Mobile friendly
You have options:
* Two websites

* Responsive web
design

* Phone app

laudit
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Website

Mobile friendly
You have options:
* Two websites

* Responsive web
design

* Phone app
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Pull(1/6): Website

Wright-Hennepin Cooper %

WWW.PLAUDIT.COM

&« - C [} wwwwheorg w D@ =
For My For My Community News & Power Contractore/ WHIRC 7
E t - m Home Business | Involvement | Events | Outage | Abouttis | Contactls | Buiders | Dealers
asy access to:
LTSN £ Blogs LiveChat @ | My Account
“ " e SEARCH WHE.ORG Search Q
[ tag e Wright-Hennepin
l j Cooperative Electric Association
ATouchsone Energy” Cooperative 5120 & \WH SERVICE CENTER
L ] f t L
=~
Intformation S .
e &S @
View/Pay ViewMy R Request
L MyBill  EnergyUse Outage Senice
* Reporting an
& NEWS AND INFORMATION
O u tag e 052313 Is your air conditioner not cooling the way it used to? E
05/08/13 Standard Air Conditioning verses Air Source Heat
Pumps
04/23/13 Air Conditioning SEER ralings explained
Where u ¥ FEATURED LINKS
+ OffPeak Alers * Sign up for outage alerts
s WH Solar Community s Sign up for Beatthe Peak
* Home page
P o LOAD MANAGEMENT AIR CONDITIONING SEASONAL PEAK SHAVE WATER GENERATORS
‘ ‘ O u n JUNE 18, 2013 Mone scheduled INTERRUPTIBLE HEATING MNone scheduled
None scheduled Nene scheduled
® 2012 Wiright in C Electric A For My Home For My Business Community
6800 Electric Drive, PO Box 330 Rockford, MN USA
(763) 477-3000 * Toll Free (300) 943-2667 * info@whe.org MR SR PR ANaCE L
Web Design by Plaudit Design Contact Us Contractors Sitemap -
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Outage Map

* Outage map with mobile support
* Display areas affected

* Quick way to report

WH Service Center
Report an Outage
\, (763) 477-3100

If you are experiencing a power outage
you can report it online here or call (763)
477-3100. Please be sure you have
checked your breakers

Account Number

or

Contact Us

Shoreview

Phone Number on Account
&P ‘ 1

Visit Main Website i 1. Minneapolis

’ Enoteloe ‘ Next ‘

Hopking e Lt

Edina =
Bloomington

Eagan

WWW.PLAUDIT.COM = CHARLES GOODMAN



Pull(3/6): Online Chat

* A good alternative
to phone

* Needs staffing

* Make personal

* Prepared responses

\_ /
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Pull(4/6): Ticket System

* Simple to advanced

* Prebuilt to custom

€& - C [ wwwzendesk.com/wp-content/themes/zendesk-twentyeleven/ima/p-tour/screen-agent-streamline.png
. R t | h I £ New ticket £ Switching images to Creative ... + add
e p O r a n C e C ™, Fish Eye Jessie Prestige LLORUS N Question #43 n Apps
Ay - -
M Hey Jessie,
u = Assignee take it

Copyright grants to creators a bundle of exclusive rights over their creative works,
4 Premier/Jason Borden : % i 7
0\ which generally include the right to reproduce, distribute, display, make
adaptations, perform, sell and so on. The phrase “All Rights Reserved” is often
used by owners to indicate that they reserve all of the rights granted to them

L] L]
. E ff I C I e n C under the law. When copyright expires, the work enters the public domain, and
the rightsholder can no longer stop others from engaging in those activities under
copyright, with the exception of moral rights reserved to creators in some

Jjurisdictions. Creative Commons licenses offer creators a spectrum of choices
berween retaining all rights and relinguishing all rights (public domain), an

° O r i t i Question - Normal b4 approach we call "Some Rights Reserved.”
g a I I Z a O I I Tags Hopefully that answers your question!
copyright

Q L] - Jessie Prestige SATURDAY 20:09
. ut0| I Iatlon = Hi there!

Copy to fi
sl cf el : 1 accidentally added “all rights reserved” to all the images | uploaded recently.
n Merge into another ticket Would you be able to do a bulk rights change for me to creative commons?
il Delete

* Lots of unique features |= wo—
like pulling your
different forms of
various sSources. \/

LYY O

CCs cc me

Type Priority

Thanl woii thank wol

ddeiinads B

plaudit

WWWwW.PLAUDIT.COM =~ CHARLES GOODMAN ESIGN



Pull(5/6): Phone Call

* First, they they need your
phone number

* Easy access to your phone
number

we'll take
=J care of your

* Format phone numbers so i P [ S
they can be clicked to dial i

* Make sure your number is
correct in Google, Bing,
etc.
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Pull(6/6): Social Media

* Monitor social networks
* Respond to each

* Some messages will be
complaints

* Good customer service
* And good marketing

* Use tools (e.g. HootSuite)
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Push(1/2): Social Media

Use social media to push
out communication as well.

Brief but polite
WHE's Facebook

Comcast's Twitter

(@ComcastCares)

WWW.PLAUDIT.COM = CHARLES GOODMAN

!_‘! Wright-Hennepin Cooperative Electric Association

=== April 18 @

Due to the "spring" weather we are having, there are four
scattered outages in WH's service territory, impacting 187
members. Crews have been dispatched and are working hard to
restore power.

Like - Comment - Share 115 4

“_— Wright-Hennepin Cooperative Electric Association
=== April 17 @&

Approximately 375 members are without power on the west side
of Buffalo. Crews have been dispatched. We estimate all power
will be restored by 7 p.m.

Like - Comment * Share i @s F1
5 S people like this.

Dawn Higgins Yay it's back! Thanks!
April 17 at 6:47pm - Like "&b 1

April 17 at 6:49pm via mobile * Like - ¢35 1

Carole Norton i was at Walmart when the power went out, what
happened
April 17 at 10:47pm via mobile - Like

Wright-Hennepin Cooperative Electric Association Carole -
there was a piece of equipment that needed fixing, and everything
was repaired.,

April 18 at 7:04pm - Like

* Rolland Helgeson 10 min to 6 and power is back. Thanks WHE
b

Carole Norton ok thank for the info
April 18 at 7:54pm via mobile - Like

F Write a comment...

H Wright-Hennepin Cooperative Electric Association

=== April 15

April is Water Conservation Month. Save water and money with
WH’'s energy-saving water kits. Check out our page for more
information: http://goo.glfiroYE

outage.whe.org
Like - Comment - Share 15 ¢

Wright-Hennepin Cooperative Electric Association
=== April 17 &

The outage has been restored. Nice work, line crews!

Like - Comment - Share w120 0J:
Y 20 people like this,

Rolland Helgeson Great job one and all
April 17 at 5:52pm via mobile - Like - ¢22

Elaine Allen Miller Appreciate the great service we get!
Seriously, we rarely have a power outage of more than a few
minutes, or at all actually.

April 18 at 9:52am - Like " &b 1

u Wright-Hennepin Cooperative Electric Association Thanks
=== for the kind words Rolland Helgeson and Elaine Allen Miller!
April 18 at 7:00pm - Like

Write a comment...

i

a Wright-Hennepin Cooperative Electric Association
= April 17 &

!

Volunteer to help us clean up Lake Maria State Park in Monticello
on May 4! For more information or to register call Lake Maria
State Park at (763) 878-2325.




Push(1/2): Social Media

Use social media to push
out communication as well.

o Bill Gerth (comcastcares) %

* Brief but polite
* WHE's Facebook =

Following
| Followers . | : [
] . Twitter R
* Comcast's Twitter o I o Gerth ©
Lists @comcastcares
I cOM My name is Bill Gerth also known as @comcastbill. We are here to
O I I I C aS a re S Tweet to Bill Gerth Make it Right for our customers. William_Gerth@comca
Engage Philadelphia, PA - comcast com

Facebook.cor (@comcastcares

Youtube.c

@Xfinity

@XfinityDea!s

@xfinity 52’;;2 41.967 o Follow

@xfinitySpor

Tweets 4/ o replies

Bill Gerth @comcastcares 29 May

All services are restored in the Charleston area. | apologize for any
plus.google.cc . inconvenience this may have caused.

Expand

View all photos and videos | = Bill Gerth @comcastcares 29 May
Services in Charleston is slowly coming back online. Although we are
still working on the fiber cut.

Expand

Minnesota Twins & @Twins
Followed by Fedtech, Inc. and oth... = Bill Gerth @comcastcares 29 May

Comcast crews are continuing to work on the Fiber cut that is
FSI‘ Fast Company @ @FastCompany affecting the Charleston area. We apologize for any inconvenience.

Followed by RBA and others Expand
GMPANY  Folow

) Jared M. Spool (jmspool “/#— Bill Gerth @comcasicares 29 May
% Fol d by A List Apart and others ; ALERT Charleston Customers; We are aware of a fiber cut that is

Follow " affecting your services at this time. We have techs working on this

Who to follow - Refresh - view all

issue

Popular accounts - Find friends
Expand

WWWwW.PLAUDIT.COM =~ CHARLES GOODMAN >4 Trends - Change j Bl Gerth @comcasicares




Push(2/2): Email Blast and SMS

* Get the message out
* My Account - Communication preferences
* Automation
* Geo targeted
* Systems:
— Manual (e.g. MailChimp)
— Automated (e.g. build on top of your ticket system)
* Multiple messages as the issue progresses

* Resolution message \ /
o -

A
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Measure
Results
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Measurement

lan and set goals

oogle Analytics

an measure almost everythin

Source

Weaum  Other ~

Prenary Dmension: Source/Medium

PlotRows  Secondary dimension v | SortType: | Defoult +

SourceMedium

[ 1. google/ organic

2 Top Events - Google Anal, X

ocial

e
A ® iinciiestechpuise.com DETAULT]

s/web/?hl= li=1#report/content-event-events/a28829048w54702878p55656785/%3F _u.date00"

Customization

Reporting
op Events
ALL » EVENT CATEGORY: Session v/ » EVENT ACTION: Added |+

LA Advanced Segments | Customize Email Export~ AddtoDashboard  Shortcut
B8 Dashboards
~ % ofunique events: 10.41%
Shortcuts Explorer
P inteligence Events Event Ste Usage Ecommerce
TotslEvents v | VS. Selecta metrc Day Week | Month | 24| o%
STANDARD REPORTS
) RealTime ® Total Events
120
i Audience
% Traffic Sources o
T Content
Overview Mar 15 War22 War29 Aprs Apr 12 Apr 19, I
* Site Content
Primary Dimension: Event Label  Ofner =
> Site Speed
» Site Search Secondary dmension v | Sori Type: | Defauk ~ \—i sovanced || @
~ Events Event Label Total Events + Unique Events Event Value Avg. Value.
Ovenview
1,365 1,276 0
Top Events  of Total: 15.99% @, % of Total: 44.65% (2.554) % of Totat 0.00% ()
Pages
B 1. welcome-to-the-paradigm-of-tablet-computing 109 99 0 0.00
Events Flow
B 2. future-of-small-business-technology n 67 0 0.00
» AdSense
Experiments £ 3 goalstoreach 6 67 0 0.00
In-Page Analytics B 4 makeadiference 6 57 0 0.00
X Conversions O 5. optimizing-your-workflow-with-outlook-1 66 82 0 0.00 —
B 6 welcome-tothe-paradigm2 65 57 0 0.00
B 7. spontaneous-combustion-communication-skills 6 55 0 0.00
]| 8 tuth-about-information-security 60 55 0 0.00
2 muttitasking 58 6 0 000 7

%3020130311%26_u.date01%3D201304:5%

WWW.PLAUDIT.COM = CHARLES GOODMAN

visits v

1

‘Advanced Filter ON X | edt

Pagesivisit

Benvice | Privacy Policy | Contag

Avg Visit Duration
280 00:01:39
251 00:01:42
306 000143
265 00:01:11
138 00.00:40
149 00:00:40
206 00:00:43
359 00,0220

H|e
% ew Visits
83.90%
67.15%
77.48%
92.23%
38.69%
100.00%
93.75%
76.47%
100.00%
00%

1-mortiz | ¢ >

/12 5t 924 Al - Refresh Report

— i@
/W Al Trfic - Google Analyt
€ € A https//www.google.com/analytics/web/?pli=1#report/trafficsources-all-traffic/a103989w1 9/%3Fexplorer-table-tableMo c» ¥ CR N\
Visits v vs. Selects metric Day Week Month o4 o%
@ Visits
120
%o
ar22 Wer 29 s I
Visits Pages/Visit Aug. Visit Duration %% New Visits Bounce Rate
1,684 00:01:36 76.54% 49.64%
ot el o7.81% (1.727) 73 5 16.78% (031 She Avg: 4339% 0.5

=& m
Bounce Rate

4346%
55.33%
4669%
4272%
77.78%
64.86%
65.62%
4118%

6.25%

40.00%

[}
=



S0, to
wrap this up...
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Benefits to Your Organization

All of this has benefits

* Customers get answers faster, and the way
they want

* Very happy customers

* Saves you time and money

A
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Summary and Tips

e Start with your customers and
their needs

* Use both push and pull methods
* Provide multiple options
* Mobile support

* |ncrease customer satisfaction and
decrease costs

* Personalize communication
* Plan for multiple use cases

* Measure and optimize

WWW.PLAUDIT.COM = CHARLES GOODMAN
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Thanks!

Plaudit.com/NRECA-Communicating

charles@plaudit.com




