Case Study: Motability Operations Ltd
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Stepping back a few years...
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Too many options!
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Lovers & Fakers
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Where we wanted to be
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Ripples of change
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The Approach

Comms ‘Inbox’
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Authorise /
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Communication Methods
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AskMo & Maps

Ask MO customer Contact Centre [NIX Al W
Ask a question

Askl
Enable Autocomplete

hire car

Hire Car

- May not provide same spec vehicle
- Not like for like

Hire car request form

Hire car process map
Timescales

WAV/adapted hire car request
Hire Car mileage allowance
Congestion charge in hire car
Puncture in a hire car

Out of hours hire car process

DR )

Who to call?

Chat History Toolkit

Other Related Questions

In Life Queries > Courtesy Car

Hire Car - Extension or Return
Replacement car from RAC
Congestion charge in hire car

Replacement car during RSAM insurance repairs
Hire car with tow bar v

Hire car after accident

Change Mo's Answer
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Reason for change?
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Navigation: Physical & Cognitive
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Internal Communications — User adoption

® Ask Mo - 57,000 conversations a month (60% of calls)
® Process maps — over 10,000 hits a month

® Between 200 - 500 pieces of feedback from advisors a month (50 - 120 a week)

® On average 120 communications sent a month
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Where are we now?
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Knowledge Management implementation
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In it for the long haul...
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Remember....

Confidence doesn’t come when you have all of
the answers.

But it comes when you’re ready to face all the
questions.
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