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- Correla delivers the maijority of the DSC
obligations on behalf of Xoserve

- The Customer Advocate Managers (CAMs)
works on behalf of Xoserve as to “champion”
the customer’s strategic requirements and be
available for escalations

- PAC has previously asked CAMs to have
informal engagements with customers about
performance issues




- Customer Operations team is moving to a
“Centre of Excellence” approach bringing
together process teams and subject matter
expertise into new teams

- New teams are better equipped for proactive
customer engagement and support — AQ
Focus Team was the first to adopt this
approach

- Customer Operations process expert teams
will now take on the role of proactive
engagement on performance topics



Lead

Responsi
bility

Supporting Roles

Liaising with parties on PAFA Customer Ops team to provide DSC Contract Manager contact

existing Performance Plans, | (unchanged) | details to PAFA for Parties on an Improvement Plan.

chasing for updates Customer Ops team can escalate or try alternative contacts if
PAFA are not getting sufficient engagement from the
customer.

Attending regular (e.qg. PAFA & Relevant Customer Ops team will give CAMs an optional

fortnightly) meetings with Customer invite, for awareness that the meetings are taking place.

a customer on a Plan if Ops team

mandated by PAC

Regular Correla/PAFA PAFA & CAMs will provide any updates from their customer

meetings to share Customer engagement sessions to Customer Ops team to pass on to

intelligence about any Ops team PAFA, Customer Ops will share with CAMs details of any

customer issues customers who are on a PIP - or in danger of being on one.

Attendance at PAC PAFA & Representative of the CAMs to attend for Performance section

meetings Customer of meeting, whenever possible.

Ops team




» This approach is now live

« We will monitor closely to ensure
that customers and PAFA still get
the support they need

- We have regular lines of
communication with CAMs to
ensure good two-way information
sharing




Questions?

Y C  correla

ON BEHALF OF XOserve



