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2018 Survey — Sample Size

Customer Sample Size= 600

Gender

= below 20
= 20-30
= 31-40
= 41-50
m51-60
" 61-65
® above 65

Female

71.0% = Male




2018 Survey — Sample Size

= below 20

= 20-30
Female 0
[} Z
63.2% " Male % 41-50
= 51-60

= above 65



Customer Participants : Did You Appreciate the Service of a

Particular Frontline Employee of an Organization in the Past Year?

Customer Sample Size=600

.:.é,:.
Customers with Customers without
Appreciation Experience Appreciation Experience

40« 60



Top Three Industries Receiving the Most Customer

Appreciation

11.90%

= Café/Restaurant (including fast food) 22.50%
Banking/Insurance 171 .90%
= Airline 9.70%

= Clinic/Medical
= Hotel
Retail/Wholesale
Travel industry
Government or Public Services
Grocery/Supermarket
Beauty Salon
= Public Transportation

® Telecommunication

= Real estate < 5%

IT




i Customer Customer
s With CA Without
exp (%) CA exp (%)
| will say positive things about this company to other 54% > 48%
people.
If | had a problem about its services, | would express
and discuss it with the employee. 52% > 34%
| would try out a new product/ service being
recommended by that employee. o1% > 30%
| feel appreciative to the services of this company. 61% > 43%
| will continue my purchase with this company. 66% > 55%

Note: CA= Customer Appreciation




Top-Line Result 1

How to Motivate Customer
Appreciation?



How to Motivate Customer Appreciation?

4 Key Drivers'§
to Motivate
Customer
Appreciation

Personal
Psychological
Factors

Availability and
convenience of

the Appreciation

Channels



How to Motivate Customer Appreciation?

Percentage with Importance of Drivers (%)

%

Service Quality YA 34% 9.50%

Product Quality 30.50% 30.67% 22.17% 16.67%

Availability and Convenience of the

0 0, 0, 0
Appreciation Channels 9.52% 15.36% 40.90% 34.22%

Personal Psychological Factors 8% 19.83% 27.50% 44.67%
(e.g. to make the employee feel happy)

m Most Important Important Less Important  mLeast Important

Overall Sample (n = 600)

From consumer survey : “ Overall, please rank the importance of the following factors that drive your appreciation behaviors.”



How to Motivate Customer Appreciation?

A Small Step Makes Big Difference!”

« A few recalled *““customer service appreciation” examples:
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Top-Line Result 2

If Service Quality is the Most Important Driver of Customer
Appreciation...

Can Customer Appreciation Improve Employees’
Service Performance ?



Can Customer Appreciation Improve Employees’ Service

Performance ~

How likely that customer’s appreciation wil
motivate you to work better?

Total Employee Sample

Split by with/without
customer appreciation
experience

SN A
@ ]
= il

Employees Employees
With CA exp Without CA exp

70% > 56% participants report

that customer
appreciation can
iImprove their service
performance




Customer Appreciation Influence: Split by Industry

Split by Industry

\\\\\\

\ -
Public A,”me T Retail/  Café/ Real Telecomm Banking/ __
Transportation o Wholesale Restaurant Hotel estate IT unication InsuranceAutomOtIVe %;fyiggg

From employee survey: “How likely that customer‘s appreciation will motivate you to work better?”



Customer Appreciation Influence: Split by Employees’ Age

split by Employees’ Age

g . 5

20-30 years old 31-40 years old 41-50 years old

32.4% of total employee sample 38% of total employee sample 16.4% of total employee sample

04% /3%

%

From employee survey: “How likely that customer‘s appreciation will motivate you to work better?”
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| am proud to be an employee of the organization. 80% > 63%

| feel good when people describe me as an employee of the

organization. 78% > 63%

Overall, | am satisfied with working in this organization. 80% > 63%




Top-Line Result 3

What are Customers’ Most Preferred
Appreciation Channels?



The Top Three Popular Appreciation Channels Used By

Customers

.:.é.:.
E@ Customers With
Appreciation Experience

Verbal compliment Thank you card Compliment letter

a

Customers with appreciation experience prefer a
more direct and personal way (which involves more
effort) of expressing their appreciation.

@ Customers Without
Appreciation Experience

45.4%
30.0%

Verbal compliment Electronic Message through
communication media companywebsite
e.g. Facebook, WhatsApp

/N

A

Customers without appreciation experience prefer a
more simple and easy way (which involves less
effort) of expressing their appreciation.




Which Appreciation Channels Used By Customers Can Better

Improve Employees’ Performance

Offline —

Online —
( e.g. social media )

—

Private _

Public {

A

Intangible| Verbal compliment

Thank you card
Tangible-

A compliment letter

0%

100%

Message through company website.

Message through WhatsApp, WeChat
etc.

E-thank you card




Summery: Upward Spiral Effect |
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