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Driving the Value-Add
from Xoserve’s Services
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Capability Themes & Principles

Enhanced CDSP customer experience for industry

Goal Where the benefit and value-add is felt
Support Customer Digital Communications
Theme Intelligence Experiences Strategy
Understanding: A single, multi-purpose Consistently:
Prmuples 1. Right People IR IFEIRE L Wl 1. Tailored for audience

2. Right Information LTI 2. Informative

2. Comprehensive

3. Right Time 3. Valued

3. Trusted




The Engine - powering communications

Inbound
customer

contact

Customer

phones, emails
> or meets our
representatives

Customer logs in
to / views any

digital service,
subscribes or
raises a ticket

>

The customer’s experience feeds confidence
for their next inbound interaction

Human Interactions

‘ Data ‘

Architecture
Processes
Metadata
Self-serve

Digital Interactions

Outbound
Right people customer
Right information contact
Right time

Focused
engagement
opportunities

Targeted
communications

Customer trends
and behaviours

Rich customer
data to drive
efficiency



The Customer’s Experience — Set-Up

Customer Intelligence

Meet Joe!

: .
Joe > Startlng 4 NEW rOIe Between jobs, Xoserve launched
at Verdon Energy, after their newly rebuilt Xoserve

10 years’ experience at a Services Portal (XSP)!

Competltor organlsatlon. Joe has an account set-up already,

and the retiring Contract Manager

He's very familiar with the \S/eErI:cE))rOGI\TTESE;(I\SA\?nager has allocated Joe as the new

CDSP services, having used Contract Manager (CM), and LSO.

daily in his previous jOb Joe has found he has a Welcome

email in his Inbox, and is now
logging in for the first time...

Joe




The Customer’s Experience — Set-Up

Digital Profile

Joe clicks through to
www.xoserve.com
and finds a new
“Log In”
button on the
website.

He enters his email
and temporary
password provided
on his Welcome
email.

Joe is prompted to
reset his password &
populate his user
profile, confirming
his contact details.

Telephone
Mobile
Job Title

Preferences

Core relationships

As a CM and LSO, Joe
is prompted to play
short videos / docs to
 review and agree to
those role
responsibilities

Topics of interest

Joe can now select
general industry
topics he wants to
» follow or SKIP this
section.

He chooses
“Shipper Impact”
& “Decarb”

~%e
(5)
© @0,

Subscribe

Finally, Joe is aware of
a change in flight, and
searches for

> it on the
search bar.

He's taken to the
webpage &
subscribes to
“XRN1234”"




The Customer’s Experience — Ongoing Value

Joe
Senior Gas Ops
Manager

CDSP
Engagement

Xoserve ensures Joe is
informed and looped
into CoMC relevant
materials and
updates, in line
with J/O.

Joe receives notifications of all
Change updates for XRN1234,
so he always feels informed.

Project

As LSO, Joe can easily
create basic profiles
for his new staff to
access XSP, and grant
access to CDSP
systems.

Delivery

The incident is already added to
Joe's XSP dashboard (with his
ticket), so he can track and
access all comms and updates
directly in one place.

CMS goes
down,
preventing
users
progressing
Industry
processes

Incident

Joe raises a Ticket,
directly from the CMS
login page

Joe receives high level
updates asa CM/
stakeholder.

He also receives
User-level support
and guidance.

Joe can easily subscribe to Customer
Intelligence

these items, adding them to
his XSP dashboard.
All his required info,
all in one place!

Digital
Experience

Communications

Keeping

informed Transparency

Joe can review and access all
comms, tickets, changes and
topics on his dashboard,
unsubscribing through
self-serve.

With Joe maintaining his own
data, Xoserve's customer
intelligence remains accurate,
and automatically feeds into
data-driven, value-add
experiences.



Metadata and targeted communications

Joe
Senior Gas Ops Manager

Verdon Energy team @hrractMar
CoMC

XRN1234
Decarb
Shipperimpact
LSO
GES
CMS
DDP

Katie
Operations Manager

Shipperimpact
SPA
AQ
Invoicing
LSO
DDP
Decarb

Dan -
Operational Team Leader SpeC_Iﬁed
criteria for

SPA different comms /
AQ -
ey campaigns
XRN2345
GES
CMS
DDP

Stored

Metadata

Priti
Regulatory

ChangeMgr
ChMC
XRN2345
XRN3456
XRN4567
Shipperimpact

Marcus
Gas Trader

Trading
Gemini
GeminiSustain+
XRN1122
MOD1001



Every stakeholder has their own
tailored experience.

Every stakeholder feels the
value-add from Xoserve.
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Digital UX Benefits

Praducts and Sarvices Motifications

UK Link System ENQ-0000123

X Conmaction lpus

We have responded to your tichet
My Support Requests
ENG-DB00123 Connacicn e W have revpanded o your ticket.
ENQ-0000120 UK ¥ Your ticket has baen resobved.
ENQ-DD001Z3 (X Connaction b We have respended to your tickat

Contact Management Service (CMS)

ENQ-0000120 ¥ Link reparting Your ticket has bas

o MANAGing contacts

My followed Change Proposals

Data Discovery Platform (DDP)

ENQ-0000120

UKLirk raporting isswe

XRN - 54463

Your ticket has been resalved.,

5465

5446

My Support Requests




xoserve

Any questions?

Contact James at:
james.verdonl@xoserve.com

or 07976 563 899




