% Collaboration Network
Complaints Training Series EQ

In Partnership with Equiniti

Module 1:
Root Cause Analysis

& Preventing Repeat Complaints

Delivered by:

Financial Ombudsman Service | Revolut | James Clements | Equiniti

20" March 2024 | 10.00-11.30
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Complaints Training

Video on and sound off Add your organisation Chatham House rules - Monitoring for Zoom
please (unless talking!) name to the ... no attribution drop out and re-entry



% Collaboration Network Complaints Training Series

Save the Date EQ

Session 2:

Communication & Ease of Complaining

9th May 2024 | 90 minutes
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Training Series Objective

To support organisations in bridging the gap
between current service levels and best practice

 Evolving not revolting
* Input from ombudsman and regulators
« 7/ concise modules

Together we can go further
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Agenda

* Insights from the FOS:
Lauren Long, Senior Ombudsman, Financial Ombudsman

Service

 Case Study on RCA:
Ratal Nalepka, Complaints CXM, Revolut
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Agenda cont'd

» Workshop Training:
James Clements, Senior Global Consultant, Wise
Former Head of Operational Contact,

Financial Ombudsman Service

* Insights from Equiniti:
Anthea Coulter, Marketing Manager/ EQ Customer
Resolutions, Equiniti
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Insights from FOS:

Lauren Long, Senior Ombudsman Leader,

Financial Ombudsman Service
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Case Study:
Ratal Nalepka, Complaints CXM, Revolut

Revolut




Revolut

USE OF RCAIN
COMPLAINTS
FUNCTION
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Customers worldwide
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Revolut

Processed



Revolut

Giving
customers
more
control over
their
finances




Revolut

WHY ROOT CAUSE
ANALYSIS?

Benefits of Implementing RCA

Improved Customer Satisfaction
Preventing Recurrences

Process Improvements

Risk Mitigation

Continuous Improvement



Complaints RCAin
Revolut



Revolut

Complaints RCA in Revolut -
key elements

- Designated, customer centric RCA team responsible for analyzing
complaints, collecting data and identifying root causes

- Standardised RCA framework to ensure consistency and accuracy in the
analysis

- Evaluating and prioritising root causes for complaints

- Using real-life case studies with the stakeholders on complaints and user
feedback to reinforce the analysis



Revolut

Complaints RCA in
Revolut

Case study - service downtime complaints



Revolut

SERVICE DOWNTIME
COMPLAINTS

©

Downtime event
or incident
identified

o

Managing

downtime
communication
across the
functions

o

Monitor

resolution for

customers

o

Quantify the

impact using RCA O
framework and
methodologies

o

Complaints

resolution for
affected
customers




Success factors



Revolut

Success factors

Leadership support and Data-Driven Continuous
Commitment (Ireland Decision Making Improvement Culture
and Holland)




The future



Revolut

o

“Generative Alis nota
replacement for human
creativity, but rather a tool that
can augment and enhance it”

Sam Altman - OpenAl
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Workshop Training:

James Clements, Senior Global Consultant, Wise
Former Head of Operational Contact,
Financial Ombudsman Service




ROOT CAUSE ANALYSIS
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Introduction

Intelligent Root Causes
Root Cause Profiling
Stakeholder Influencing
Developing Culture
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Intelligent Root
Causes

What are the features of effective Root
Causes?
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Errors and
ISSUES VS
causes and
drlvers’?

oo B~ W N

Root causes should be direct
contributors to what is driving
the pain

They should be specific enough
to direct you to accountable
owners

They should be the interior of ‘the
onion’ and not surface level:

They should be actionable,
driving prevention alongside cure

They should be tailored to
overarching strategic goals and



Root Cause
Profiling

What things do you think about when
prioritising root causes?
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There are no
right
answers!

oo B~ W N B

Extent of customer detriment -
value, vulnerability, demographic
and volume

Regulatory risk and concern

Impact on your own colleague
engagement

Reputational risk

Commercial impact



Stakeholder
influence

How would you use Root Cause Analysis to
drive action and accountability?
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Establish a strong stakeholder
network and web of influence

Stakeholders
vary
significantly

Know your stakeholder drivers,
objectives and really importantly,
their personality types

Use data and insight to crystallize
the size and shape of the problem

Bring to life the cost of the pain if
changes and improvements are
not made

Create a partnership model which
IS cemented on collective action

oo B~ W N B



Developing
Culture

How do we turn regulatory requirement into
a highly engaging framework?
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A culture of
problem
finders and

oo B~ W N B

Why? Why? Why? Why? Why?

Make it visible, relevant and
engaging

Where possible, include behavioral
growth and recognition

Reinforce its value, show the difference
it makes to your customers & colleagues

Track and measure your progress
regularly - and keep evolving the
framework to align to your values
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Using data to improve:

Anthea Coulter, Marketing Manager/ EQ Customer Resolutions, Equiniti
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The Gather — Analyse — Act Feedback Loop

What do you need to think about now?

WHY AM | COLLECTING THIS WHAT WILL THIS DATA BE USED HOW WILL IT BE ANALYSED?
DATA? FOR?




BL @l B
. Common scenarios @

Typical feedback scenarios

Scenario Possible Causes

Unhappy with fees and charges * Because they weren’t told that they would be applied?
* Because they are too high?
* Because the product literature didn’t make them clear?

When did the issue arise? * Was there a business event, e.g. power outage?
* Was there system downtime? 4
* Was there marketing activity or product launches? ‘

Incorrect information given * Which process caused the information error?
* How was the information provided, e.g. via what channel?
* Which product was affected?
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Why, why, why?

Identifying the underlying issues

Problem

* You have a lot of complaints from customers who are unhappy with fees and
charges.

Why?

* Because they weren’t told about the charges being applied

Why?

* Because the product literature wasn’t sent to the customer

Why?

® Because a print batch failed and the problem was not identified

39
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Are you making a difference?

How do you know that your actions are making a difference?

mmmmee  Reduce complaint numbers

e Are you looking for the biggest reduction in complaints?

Reduce redress payments

e Are you focused on reducing redress payments?

e  Customer satisfaction

e Do you want to improve customer satisfactions metrics?

— Prevent issues

e Do you want to prevent issues before they turn into complaints?




EQ

Thank you

Any questions or feedback?

Please click here to download our
white paper. Alternatively, please
contact one of our team for more

information.

Anthea Coulter

Account Director
anthea.coulter@egquiniti.com
07833 793 286

Hollie Corrick
Account Director
hollie.corrick@equiniti.com

07808 195 399

Hayley Fellows
Client Services & Sales Director
hayley.fellows@equiniti.com

07976 613 393

41


https://equiniti.com/uk/news-and-views/eq-views/customer-resolution-whitepaper-using-data-to-improve-complaints-handling/
mailto:anthea.coulter@equiniti.com
mailto:Hollie.Corrick@equiniti.com
mailto:hayley.fellows@equiniti.com
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What's Ahead...?
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Save the Date EQ

Session 2:

Communication & Ease of Complaining

9th May 2024 | 90 minutes
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Sponsored by
[London Conference 2024

®
Congress Hall, London | 24th April 2024 bSl

Featuring speakers from:

Novuna @ Step1ange

Lloyds Bank Novuna E.ON Next TelUO StepChange Lowell Lending Standards Pension
Board Insurance
@ Henley ofaem 2 NORTHERN Thanes
Business School g = ‘ POWERGRID WCltel’
N,
=
Henley Business Ofwat Ofgem Southern Northern COEO UK YES Energy BSI Markerstudy Thames Water
School Water Powergrid
Our Partners
Day Programme  Drinks Reception A 4
y FT0g A\ aptean EQ square

08.45-17.30 17.30 - 19.00



\Vulnerabﬂity v
SUIHIHit 3rd July 2024 | LIVE In-Person bSl

A full day in-person event dedicated to supporting vulnerable customers & colleagues

Industry Case Studies
A Panel Discussion

A Workshop

Input from Regulators

Third-Sector Exhibition of Support Services

3 July 2024 | BSI, Davy Avenue Knowlhill, Milton Keynes MK5 8PP
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Awards Programme 2024

X
X

7

¢ Complaints Handling Award Special Project Award

X
X

7

¢ The Vulnerability Award Best Use of Insight Award

X
X

7

¢ The Collaboration Award Best initiative in Colleague Wellbeing

X

¢ The Culture & Inclusion Award & Development Award

X
X

7

¢ The Re-Invention Award The Beyond Compliance Award

X

7

¢ Customer Service Improvement Award X  The Communication & Engagement Award

Collaboration Network Conference & Awards Ceremony 2024
2"d October 2024

Leonardo Royal Hotel London Tower Bridge
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www.collaborationnetwork.co.uk

Together, we can go further

Join us or follow us on LinkedIn for updates


http://www.collaborationnetwork.co.uk/
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