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Customer Service Journey Map: Capital Equipment-Context

Context
The After — Sales market has become crucial in the past decades
Identifying and mapping key for manufacturers as it provides them

customer interaction points in the

FIER SElles SR JEUEy CONSISTENT STRONGER CUSTOMER BETTER
REVENUE RELATIONSHIPS PROFITABILITY

The last 6 months of Covid O O O

have impaired the

serviceability quotient for the What the various What the Covid What are the
manufacturers. They have interaction points impact and evolving trends
gone beyond their comfort in a customer actions taken to to look out for
zone and used various service journey manage customer

options to deliver optimal are service have

service to their client. This been

report highlights

THE KEY INTERACTION POINTS COVERED IN THE REPORT ARE

Pre Installation, Service Mgmt: Service Mgmt: AMC Upgradation
Installation Commissioning Scheduled Breakdown & Disposal
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Customer Service
Journey

I re Pre Installation, Service Mgmt: Service Mgmt: Upgradation &
I t I | t- Installation Commissioning Scheduled Breakdown Disposal

Commercial Documentation
Project Planning Process
Site Preparation

Delivery Process
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Customer Service Journey: Pre Installation: Experience in Touch Points

INTERACTION POINTS

COMMERCIAL PROIECT PG SITE PREPERATION DELIVERY PROCESS

DOCUMENTATION PROCESS

TOUCH POINTS & EXPERIENCE

Acceptance of Building the project Civil work/ any : :
@ Purchase Order @ plan (Collaborative @ other applicable 11 Packing checklist
activity) work initiated . .
@ @ Packaging and Loading
Raising the Invoice Proiect plan . o
cormunication (Email @ Electrical, Lighting etc. @ Including GST receipts & Bill
meetings)

Communication of material

@ Banking / Payment c cation of sit "

Documentation . o ommunication of site f
Site Specifications @ readiness (Email/ Call dispatch / movement
Communication (Civil/ etc.
Electrical Drawing) Status updates on

tracking list if applicable

Setting up of the review
process and Status
updates

Preparation of delivery at site
Unloading & Validation

Releasing the delivery challan

OVERALL EXPERIENCE

Pleased @ @ @ @ 07 10 @ @ @
Mixed Bag @ @ @ @ @

11

®
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Customer Service Journey: Pre Installation: Covid Impact and Trends

The customer collaborates and becomes responsible in ensuring pre installation readiness

INTERACTION POINTS

COMMERCIAL PROJECT PLANNING
DOCUMENTATION PROCESS

SITE PREPERATION DELIVERY PROCESS

IMPRESSIONS

@ Paperless mode @ Collaborative. ® Ssite preparation ® No process change.
adopted. handled by the
@ Connected with the customer. @ Regular status updates
® includes digitally signed customer on call and and communication with
POs, Invoices shared email for pre set up @ Virtual support over customer via
electronically and planning communication calls and email call/electronic media
accepted and status.
+ Movement to Product + Bundled services offerings. * Remote support. » Technology made robust
to ensure better planning
» High end industries look for longer association with » Site readiness by customer and transparency with the
customers introducing machine uptime based payment such that the engineer customer
models. spends least time on site

© Feedback Insights 5



Customer Service Journey

Installation,
Commissioning
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Pre Installation

Installation, Service Mgmt:
Commissioning Scheduled Breakdown
Installation

Commissioning

Handover

Service Mgmt:

AMC

Upgrades &
Disposal



Customer Service Journey: Installation and Commissioning: Experience in Touch Points

INTERACTION POINTS

HANDOVER

Communication to
initiate Installation

Referring to Manual /
guide during preparation
and installation

Having tools/ special
aids for installation

Project management activity
Subcontractor management
Installation & Validation

Readied for inspection

o o
OO0 OR020

OVERALL EXPERIENCE

eased (01)—(02)—(03)

Mixed Bag
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TOUCH POINTS & EXPERIENCE

Preparation for
commissioning and testing

Trial runs and scaling

Summary reports

(©7)
(0 (©)

15
16

17

Successful Commissioning

Documentation (Including
Warranty / Visits)

Handover of Manual (Product &
Operation Details)

Handover of Manual - Service
Escalation Matrix including Toll free
number/engineer number etc.

Query handling

Training to end users/ core
team if applicable

Taking feedback/ Survey

Reconciliation of payments /
invoices

19 (12139 (19

15)—16,—17



Customer Service Journey: Installation and Commissioning: Covid Impact and Trends

Installation becomes remote and skills transfer to the customer gains importance

INTERACTION POINTS

INSTALLATION COMMISSIONING HANDOVER

IMPRESSIONS

@ Customer take joint to complete responsibility of completion of installation. @ Remote handover and inspection.

® The OEM Engineer’s time on site reduces by 30 to 50%. @ cCustomer validates complete process.

@ Basic installation support is completed by the customer’s engineers. ® Training done remotely through webinars etc.

@ This is enabled through virtual support and knowledge tools provided by the manufacturer’s service o Digital compendium of knowledge becomes
team. critical for access

TRENDS OF THE FUTURE

» Hand over is virtual through remote
inspection and sign offs.

» Trainings use digital tools and
knowledge compendium.

* Integrated machines help handholding
as necessary.
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» High Technology impacted change

» Remote installation is the future.

* Introduction of integrated, connected machines; usage of Team viewer and virtual calls to
ensure successful remote installation.

» Supported by digital knowledge (know how and tips) tools



Customer Service Journey

Service
Management
Scheduled

Installation, Service Mgmt: Service Mgmt: A Upgrades &
Disposal

Pre Installation Commissioning Scheduled Breakdown

A

Cal |S First Service Call

Return and replacement of equipment (If happens)
Scheduled Service Call (Warranty)
Training Process
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Customer Service Journey: Service Management — Scheduled Calls: Experience in Touch Points

INTERACTION POINTS

RETURN AND SCHEDULED SERVICE

FIRST SERVICE CALL TRAINING PROCESS

REPLACEMENT CALL (Warranty)

TOUCH POINTS & EXPERIENCE

Communication of dates or set . . Warranty Call Plan Sharing the

up of the first service 06 | Technical analysis Communication (Telephonic Training Calendar
(Telephonic Call/ Email/ [ Call/ Email/ Intranet portal)

Intranet) o7 Delivery (new Communication on

Arrival of the service

equipment) engineer

training objectives,
content, usage and

Personnel arrival (Or tech |
assessment

driven first call service)
08 | Reverse logistics Inspection & Problem

Inspection & Problem identification/ diagnose

h Pl ; Having appropriate Training

identification/ diagnose manual, Trainer and facilities
. ; Servicin s

First service 9 Usage of Audio/ video /

Training aids

Closure/ feedback Closure / Feedback

Having appropriate
Learning / study material

Closure / Feedback

OVERALL EXPERIENCE

eased (000209 ——(09) (09 © W2
Mixed Bag (10 (1425191728 {19

06

07

08
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Customer Service Journey: Service Management — Scheduled Calls: Covid Impact and Trends

Real time machine data and focus on ‘Preventive Maintenance’ gaining ground

INTERACTION POINTS

SCHEDULED SERVICE CALL
(Warranty)

FIRST SERVICE CALL TRAINING PROCESS

IMPRESSIONS

@ Remote diagnosis happens through Optimal scheduling based technology for the right skills @ Customer collaboration and ownership makes
connected data of the machine. and time. training more critical than ever.
Scheduling tech expertise through robust Inspections are remote. Virtual training tools including webinars, Digital

compendium of knowledge and Access to
Expertise is become the fulcrum of aftersales

back end systems. First level diagnosis virtual either through integrated or

connected machine data or virtual customer collaboration.

Transparency and collaboration through
® digital tools market.
Physical visits reduced in time on site and to critical
ISsues.
» Preventive maintenance through » Remote diagnosis through connected * Technology enters in virtual
virtual monitoring to reduce data. trainings and creation of accessible
unplanned downtime for machines » Scheduling tech expertise through digital compendium of knowledge.
and for customers is the way robust back end systems.
aftermarket will grow » Transparency and collaboration

through digital tools.
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Customer Service Journey

Service

M an ag e e nt . Installation, Service Mgmt: Service Mgmt: Upgrades &
IS S u eS an d Pre Installation Commissioning Scheduled AMC Disposal

Breakdown e

Issue Logging Process
Breakdown Service Process

Part Replacement Process
(outside AMC)
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Customer Service Journey: Service Management — Issues and Breakdown: Experience in Touch Points

INTERACTION POINTS

:DSRS(;JEELSOSGGING BREAKDOWN SERVICE PROCESS PART REPLACEMENT PROCESS

(outside AMC)

TOUCH POINTS & EXPERIENCE

Accessing log in platform (Toll
free number, Intranet, Social
media etc.)

Assessing and deciding the

Arrival of the 12 ) spare requirements

service engineer

Having tools/ special 13 Checking on existing
02 Describing the complaint aids for service Inventory
(Ease of Use)

| @ Servicing the machine @ Initiating purchase/access of

Understanding of based on problem

; identified spares
03 | issue/complaint described
| .
04) Understanding of history of Identifying additional issues if @ g'agr'gg the order for
machine/ engagement/etc. there are any and servicing P
them as well
Billin
o5 | Next Steps f.‘”d ?I'I'arll i Usage of spares _ g
communication (Ticketing, (Availability/Cost/Quality) . .
! Timelines) 17 ) Delivery/Receipt of
11 ) Sign Off/ Feedback / close Spares
looping

OVERALL EXPERIENCE

Pleased @ @ @ @ @
Mixed Bag (©8) (©9) (149

04,105 11 12 13 17
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Customer Service Journey: Service Management — Issues and Breakdown: Covid Impact and Trends

Diagnosis becomes critical. Manufacturers evaluate high technology including Google Glass to
facilitate this

INTERACTION POINTS

ISSUE LOGGING BREAKDOWN SERVICE PART REPLACEMENT
PROCESS PROCESS PROCESS (outside AMC)

IMPRESSIONS

Quick transparent resolution is key. @ Transparency, quick availability of spares
critical.

@ Logging in issues moves to a platform
as rudimentary as WhatsApp groups,

. Customer takes on a bigger role.
intranet portal or a toll free. 99

OEMS use predictive modelling for stocking
spares, provide access to customer’s to
showcase availability and have a plat form for
ordering that provides transparency and quick
@ Completion validated by the customer. response.

TRENDS OF THE FUTURE

» Technology provides a spares management

Usage of connected data, collaborative resolution with
OEM expert guidance with the customer and the digital
knowledge compendium Tools are key.

@ First level diagnosis is remote
through connected data and available
information.

» Scheduling is skill based on * Predictive monitoring with the usage latform that provides fransparency anart
requirement. of tech(like Al), access to real time piatiol pro P yap
3 : ordering and delivery.
data from the machines to raise * AI/ML used for predictive modelling of safet
+ Transparency increases on alarms before an actual breakdown is stock for s aresp 9 y
timelines, safety requirements to be the value add the industry is trying to P ’
followed bring . Customers also cross sold some spares as a
part of the AMC.
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Customer Service Journey

M al nte n an Ce : Installation, Service Mgmt: Service Mgmt: Upgrades &
Pre Installation Commissioning Scheduled Breakdown » Disposal
)

Subscription of AMC (Commercial Interaction)
Scheduled Service Call (AMC)
Health Check Call (AMC)
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Customer Service Journey: Annual Maintenance Contract : Experience in Touch Points

INTERACTION POINTS

SUBSCRIPTION OF AMC SCHEDULED SERVICE CALL HEALTH CHECK CALL

(Commercial Interaction) (AMC) (AMC)

TOUCH POINTS & EXPERIENCE

@ Communication of AMC Scheduled AMC visit Health check visitation plan
renewals before its due date calendar communication
Receipt of Quotations @ Communication of visit @ Arrival of the engi
; > t gineer
@ %?&gfcheegﬁg%?%%? (Telephonic Call/ Email/
Intranet portal) Auditing of the machine -
L ] ) technical
@ Negotiations and @ Arrival of the Service
agreement Engineer - .
@ Providing the Life /
@ Payment made towards AMC - Inspection & Problem efficiency Report
cheque/ Cash/ online transfer @ identification/ diagnose
etc. @ Providing
. iai Recommendations
@ Renewal completion of AMC 10) Servicing
(Agreement/Sign Off)

11 | Close looping / feedback

OVERALL EXPERIENCE

Pleased (e e e (e O (B () 19—
Mixed Bag @ @ @ @ @

11
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Customer Service Journey: Annual Maintenance Contract: Covid Impact and Trends

The AMC strives to add value to the customer with added services including advisory

INTERACTION POINTS

SUBSCRIPTION OF AMC SCHEDULED SERVICE CALL HEALTH CHECK CALL
(Commercial Interaction) (AMC) (AMC)

IMPRESSIONS

@ AMC'’s change to add bundled @ Optimal scheduling based technology for the right skills and time.
services including advisory,

reconditioning of machines, or even
re installation. @ First level diagnosis virtual either through integrated/connected machine data or virtual customer collaboration.

@ Inspections are remote.

@ The paperwork, negotiations and @ Physical visits reduced in time on site and to critical issues.
contract are discussed on calls,
negotiated and digitally finalized

TRENDS OF THE FUTURE

* Movement from pure product to Product « Remote diagnosis through connected data.
+Bundled services offerings.

* High e_nq mdu_strles Iogk for Ignger » Scheduling tech expertise through robust back end systems.
association with machine uptime based

payment models. , - Transparency and collaboration through digital tools.
» Usage based services next on the horizon
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Customer Service Journey

Upgrades
and Disposal
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Pre Installation

Installation,
Commissioning

Service Mgmt: Service Mgmt:
Scheduled Breakdown

AMC Upgradation &
Disposal

Upgradation / Modernization
Disposal Process

18



Customer Service Journey: Upgrades and Disposal: Experience in Touch Points

INTERACTION POINTS

UPGRADATION AND RETROFITTING/ MODERNIZATION DISPOSAL PROCESS

TOUCH POINTS & EXPERIENCE

Evaluating/Deciding the technical feasibility of

p ) Identifying products/machines for
upgradation/retrofitting

disposal
Requesting for quotations Assessing value for
Disposal

Negotiate and decide on the
appropriate product/vendor Initiating Scrap
Retrofitting and Upgrading the product

Closure

Testing / reports

Billing

Commissioning

OVERALL EXPERIENCE
Pleased @ @ 03 @

Mixed Bag (04) (05) (07) (08) 09

@

®
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Customer Service Journey: Feedback Insights Touchpoints for the customer to focus on

TOP 12

CUSTOMER
TOUCHPOINTS
that make a difference

Validation of the Quick and easy design
packing elements approval process for
before dispatch customized machinery

© @

Understanding Comprehensive
issue/complaint logged Inspection/Testing report
by the customer that provided on commissioning
enables the right specifically for custom
diagnosis made machines

Availability and Effective reverse logistics
delivery of spares executed for
during servicing of returned/replaceable

breakdown of machines
machinery

®

Effective planning for
Installation and
Commissioning

06,

Feedback Insight’s
experience from over 50+
engagements with leading
Manufacturing
organizations has led to list
the ‘Top 12’ touchpoints
which enormously impact
Cx (customer experience)

users/core team while
handing over

Timely communication of
AMC renewal

© Feedback Insights

Effective training to end-

04

Clear, comprehensive and
timely communication of

Site Specifications

©

Effective project
management of the
installation process

Recommendations provided
for maintenance during
scheduled ‘Health Check’

visits



Customer Service Journey: Capital Equipment-Conclusion

For the After

Market Service,

Covid has

accelerated the

future.

Key Trends and observations

A strong need for
skilled talent and
service orientation of
the work force
emerges
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There is an
accelerated adoption
of technology driving
real time access of
machine data to
support remote
services
encompassing
‘Installation’ to ‘Break
Down’ resolution

Virtual support
increases customer
expectation from
manufacturers
especially in terms of
value additions that
go beyond repair
and maintenance.

Increasing focus on
preventive
maintenance
leveraging technology
that enables real time
access of machine
data to help alert
customers before an
event occurs

Emergence of AMC
+ with bundled
services that include
aspects of Advisory,
Machine re
conditioning and Re
installation services
for a longer and
deeper engagement
with the client

Business models are
changing with
introduction of
machine uptime
based fee model; a
baby step towards
servitisation

The customer steps
up and works
collaboratively with
the Manufacturer in
ensuring optimal
maintenance of
machinery
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