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where did 1t all begin?
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raring to go?
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tweet: @kerryhjames
#cihcustomer TheBridgeGroup




the brdge growup




John Lewis






the brdge growup
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[your organisation logo goes here]




local value

. . customer-focused
listening

dedicated

leading efficient

caring

iInnovative trusted






“Joe Bloggs Housing Association is reviewing how it can best
respond to your views about the place and area you live.
We'd like to know how we might provide services to meet those views.
“We’'ve waited for a new bathroom for nearly three years”

“Sorry to hear that, please contact our customer services team on [phone]”

“Help us with our customer profiling and win high street shopping vouchers



the brdge growup

What do you want to How do you want to
achieve in the next see yourselves?
five years?




the brdge growup




risks

Guardianship vs control
You’'ve never been so visible
Segmentation can seem ‘fake’
Not joining the party



“Imagine no inspection,

it iIsn’t hard to do

nothing to fill in or benchmark
no regulators too...”






brand: to do

Precious
Real
Promote
Defend



brand: not to do

Forget
Ignore

Logo
Essence



three simple tasks

How is our brand viewed?
What customer experience do we want to create?
How can | shape what people think of our brand?






you

www.tbghub.co.uk/downloads/cattle



