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Using mobile technology to enhance the
customer experience

Speaker: Florian Moldoveanu (Pilon)
Neal Ackcral (Optivo HA)
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Corporate Objective — Sector Leading Services

SENRNELNEYEA » Target >98% Satisfaction

Stock data

Property

Information

Reactive » Target >96% Satisfaction Net

Promoter
Our residents asked us: + Score

To improve communication 62
Provide quick and easy access
Allow them to help themselves

Be digital by choice

Provide great customer service

Provide choice

Work with us to agree options, materials
and communication channels

All other

services

+ MYACCOUNT




Generations: Customer Insight & Nudge Theory
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Silent Generation
Born before 1945

Baby Boomers
Born 1945 - 1960

Generation X
Born 1961 - 1980

Generation Y

Bom 1981 - 2000




Generations: Customer Insight & Nudge Theory

Formative
EXperiences

Cptivo residents?®
UK population

Attitude 1o
technology

Aspiration
‘Hook™

Signature product

Communication
media

Commumication
preference

Jecond World War
Rationing
Fixed gender roles
Muclear families
Rock n Roll

16%
12%

Largely disengaged

Home ownership

Security
Car

Formal letter

Face to Face

Who are our Customers?

Characteristics Silent Generation Baby Boomers
{born Pre 1945) [(born 1945 — 1960}

Cold War
Post war boom
Swinging sixties
Apollo Moon landings
Family crientated
Rise of the teenager

26%
21%

Early info adaptors

lob security

Usefulness and Security

Telephone

3t

Face to Face ideally
Telephone

Generation X
{born 1961- 1980)

Fall of Berlin Wall
Live Aid
Intro of first PC
Working parents
Latch key kids
Rising levels of divorce

40%
33%

Digital Immigrants

Work-life balance

Convenience and Flexibility
PC

@ =

Email and text message

- @

Text messaging or email

Generation Y [Millennials) Generation Z (iGen)
{bom 1981 — 1999) [(born after 2000)

9/11 terrorist attacks
Reality TV

Environmental awareness

Google Earth
Rise of Social Media

18%
3%

Digital Matives

Flexibility and Freedom

Ease & Reliability
Tablet/ Smartphone

M3

Text or socal media

gsms

Online or text messaging

Economic downturmn

Global Warming/ Energy Crisis

Mobile devices/ Cloud
Gay marriage/ First African-
American U3 President
Arab Spring
Wiki-leaks
0%

3%
Techoghalics

Security & stability

Ease & Reliability

Virtual reality, integrated
devices e g watch
SMS

I
Text or social media

&~

Facetime




Generations: Customer Insight & Nudge Theory

London Profile

Generation Y 18% 17%
Generation X 40% 44%
Baby Boomer 26% 27%

Silent Generation 16% 12%




Traditional contact methods, choice & information

Uessoner?
25 followS*
Day one
Theite™
includir g
Day
The f .
ing
weals
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?n«:; Your new level
E
e access shower

It should take us five days toinstall a
new level access shower in your home,
depending on what is required.

Unless otherwise agreed, the work will take
place as follows:

Day one
your old bath suite, floor covering and tiles will be
removed. Some drainage works may take place and

the shower tray should be fitted.
Day two
the new pipework will be fitted and electrical work
will take place.
We also offer certain
extra fittings. Further Day three
informationonthetype  the shower walls will be installed, along with any
ofitemsandcostsare  necessary pumps.
available on request. Day four
thy i ill b g with the

the shower. The

walls will be tiled.
Day five

the flooring is laid.
We will agree with you any alterations to these
timescales as soon as possible.




Benefits

 Move towards 100% usage of =~ MYACCOUNT
 Paperless approach

 Improved appointments

* More efficient

 |Increased customer satisfaction




Impact of Nudging

w— 2017, == 2017 Target

45
Month  Actual Status Trend Target
Apr  25.52% & 26.00%
May 2596% & v 27.00% 40 :
June 26.72% & = 26.00%
July  27.27% & v 29.00%
Aug 2857% & A 2000% 3
Sept 29.25% & v 31.00%
Oct 30.83% & a4  31.00%
Nov 33.16% ® 4  33.00% =
Dec 36.48% @ 4 34 00%
Jan 37.28% @ v 36.00%

25 Apr May  June Judky Aug  Sept Ot Moy Dec Jan Feb Mar y




Next Steps

Address
Component

User Info

Technical info

MYACCOUNT
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PiLLAR
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DASHBOARD

KPls __ Progess  Flags  ProjectTeam  Map

Technology Driven

SITE MANAGER PORTAL

OPERATIVES PORTAL

"

PiLON CUSTOMER PORTAL
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Customer Portal

NEXT TRADESPERSON

UNSURE OF WHO IS CALLING? Contact Tammy Chughtai,your designated RLO on 07885 709289

Please click on images for further details

Lee Cutting P LON Alin Donici P LON

Passport Passport

Electrician Handyman

PiLON, Ashurst Manor, Church Lane, Ascot, SL5 7DD; T: 01344 206 800
www.pilon.co.uk

PILON, Ashurst Manor, Church Lane, Ascot, SLS 70D; T: 01344 206 800
www.pilon.co.uk

Nino: YES

Nino: YES

NO

NO

UTR:

UTR:

YES

YES

CSCs:

CSCS:

NO

PUBLIC LIABILITY PUBLIC LIABILITY LICENCE:

LICENCE:

YES

ASBA Asbestos Awarness L1

EL- Certificate of Electrical Occupational QALIFICATIONS

SSSTS Site Safety Training for Supervisors

AM2 Competence

LAST SCORING (0-UNNACCEPTABLE, 1-UNSATISFACTORY, 2-

EL Apprenticeship in Engineering
QALIFICATIONS SATISFACTORY, 3-GOOD, 4-EXCELENT)
EL L3 Certificate in Electrotechnical
Engineering ATTITUDE: 4
ASRA  Achactne Awarnace 11 HEALTH & SAFETY: 4

www.pilon.co.uk
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PLON

Customer Portal

PiLON Customer Portal

PROGRAMME OF WORKS
Bo%

PiLON Lol

CARPENTRY  TILING

Plumbing

After the initial rip out, the plumber will check the drawing to match the room size or any given details.

He will stop the water from main stopcock then proceed with the plumbing rip out. (remove the existing sanitary ware)

The plumber will start fitting new pipes to where is required according to drawings or existing layout of the room. In kitchen he may need to move the
stopcock position to suite the new layout.

In kitchen, the new sink will be fitted in the final position on a temporary timber frame but all services to be fully functional (valves for washing
machine or dish washer plus waste pipes accordingly)

In bathroom all the sanitary ware must be level and neatly fit. The bath tub, wash hand basin and toilet must have service valves fitted. The bath tub
and wash hand basin to have silicone at perimeter to avoid water infiltration.

Upon completion of works the plumber must make sure that there are no leaks to any of welding joints or compression fittings.

www.pilon.co.uk
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Customer Portal

P PiLoN

YOUR DESIGN CHOICES

www.pilon.co.uk




(2

PLON

Customer Portal

MAIN DASHBOARD

)

CALL OUT

Y

NEXT

TRADESPERSON |

PROGRAMME
OF WORKS J

YOUR DESIGN
CHOICES

MYACCOUNT

(D

CUSTOMER
SERVICES

4 irr

COMMUNITY
INFORMATION

SATISFACTION
SURVEY

p

DIY TIPS &
USEFUL INFO

www.pilon.co.uk




P PiLoN

Customer Portal

CUSTOMER SERVICES

- O

MAILBOX SUGGESTIONS COMPLAINTS

www.pilon.co.uk
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Customer Portal

P PiLoN

COMMUNITY INFORMATION

7

A iia o

COMMUNITY
INFORMATION

RESIDENT
INFORMATION PACK STAY SAFE ONLINE

J

www.pilon.co.uk
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Customer Portal

MyAccount - Your online service from Optivo

poa,
g;:é? MYACCOUNT

MyAccount
MyAccount is our safe and secure online portal for residents. It's a free, easy to use service that provides you with online access to your information
24/7. MyAccount is the fastest way to contact us and the best way to keep track of your rent and repairs.

With MyAccount you can:

= Report and track repairs

= Pay your rent and/or service charges and view statements

= View your rent breakdown and service charge information

= Update the details we hold about you and those in your household
= Contact us.

g
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www.pilon.co.uk
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7 PiLON .
Average Customer Experience Score

B ron

SATISFACTION SURVEY

1. Are you satisfied with the attitude and politeness of our operatives? (

4. Have you and your family felt safe throughout the delivery of the works? S U RV E Y
™

‘ & c ”
Comments
9%
99.2%

www.pilon.co.uk
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Q&A

Q';’Tl\a Neal Ackcral

P LON Florian Moldoveanu



