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OverviewOverview

Nationwide is embarking on a new customer segment and wishes to 

d li i t t “O Y Sid ” i t thi tdeliver a consistent “On Your Side” experience to this customer group.

This “On Your Side” experience is all encompassing and will include p p g

enhanced coverages; claims; billing; policy docs; self service; agent 

service; etc.

The “On Your Side” experience is a new concept in that every 

interaction is viewed from the customer’s perspective; not theinteraction is viewed from the customer s perspective; not the 

company.  It’s goal is to use the customer-filter for all interactions.
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On Your Side Customer ExperienceOn Your Side Customer Experience
Be the recognized leader creating differentiated customer 

experiences in the markets in which we compete

Building a Great Company
We think from the 

customer’s point of

Building a Great Company
We think from the 

customer’s point of
We think from the 

customer’s point ofcustomer s point of 
view first

Culture of 
Discipline

Values Driving
Behavior

customer s point of 
view first

Culture of 
Discipline

Values Driving
Behavior

customer s point of 
view first

Culture of 
Discipline

Values Driving
Behavior

We collaborate 
to differentiate

We consistently 
measure advocacy 

and customer 
t ti

We collaborate 
to differentiate

We consistently 
measure advocacy 

and customer 
t ti

We collaborate 
to differentiate

We consistently 
measure advocacy 

and customer 
t tiexpectations

Extending 
Our Boundaries

Drivers of 
Value Creation

expectations

Extending 
Our Boundaries

Drivers of 
Value Creation

expectations

Extending 
Our Boundaries

Drivers of 
Value Creation

Page 3

We plan with customer 
outcomes in mind

We plan with customer 
outcomes in mind

We plan with customer 
outcomes in mind



New TargetNew Target

Fast growing segment of the market

Appreciates enhanced coverage options

Interested in self service capabilities

Some “green” capability

Long term customer with multiple policiesLong term customer with multiple policies

Service must be accurate and swift
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Current EnvironmentCurrent Environment 

Nationwide’s Direct Agents have up to 42 applications to work with whenNationwide s Direct Agents have up to 42 applications to work with when 
talking with a potential customer or current customer…

Please hold while IPlease hold while I 
pull up your 
information…
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…making the interactions cumbersome and not very customer friendly.



Customer ExpectationsCustomer Expectations

What are the elements of a superior customer experience?

1.  Demonstrates consistency

2 Delivers the expected2.  Delivers the expected

3.  Delivers the unexpected

4 Creates an emotional connection4.  Creates an emotional connection
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Anatomy Of A Successful StrategyAnatomy Of A Successful Strategy

Offer superb products & services to 

t t d li ttargeted clients

Ensure ease of doing business for agents, g g ,

brokers, customers, and suppliers

Deliver outstanding customer service

Adapt to changing market demandsAdapt to changing market demands
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Key Business ObjectivesKey Business Objectives

Exquisite customer service is only a prerequisite, successful operations require 
overall effectiveness:

Increased Revenue 

Reduced Errors

Improved Productivityp y

Improved Responsiveness

Improved Management Tools
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Process Centric CRMProcess Centric CRM

Full process automationFull process automation

End-to-end monitoring and trackingEnd to end monitoring and tracking

Process control and adjustmentj
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Targeting Unique Needs of Customers

• Efficiency key to 
profitability

Targeting Unique Needs of Customers

Target Market

S
pectru

• Immediate decision and 
execution of transactions

Unique combination of 
client expectations 

with financial 
efficiency pressures

m
 of            

Spectrum of customer products and Services

     Transactio

• Single, simple policies

• Risk management

• Complex Advice & 
Planning

• Broad Range of Productson Efficiency 

• Specialized services not sensitive 
to efficiency

• Broad Range of Products
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  .

• Advisor has team of specialists 
that work on transactions



360 View- Accounts Tab360 View Accounts Tab 

IPB provides a 360 view of customer  services  products   IPB provides a 360 view of customer, services, products.  
Customers can be grouped / related into accounts.  IPB 

provides 360 degree view for the related customers. 
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360 View - Customer Tab360 View Customer Tab

Customer tab provides complete view of customer, product p p , p
portfolio, service usage, claims, and billing data.
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Technology supporting the Customer Needs
Custom Look & Feel

Configure user interface 
based on corporate 

Unified Interactions
Softphone, email, chat 

Technology supporting the Customer Needs

based on corporate 
standards for logo, colors …

p , ,
integrated into desktop

Fast Navigation
All activity screens 
just a click away

Integrated Desktop
Consolidated view of information 

presented in a unified and efficiency 
oriented UI 

just a click away

oriented UI 

Quick Access
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Rapid access to 
related documents in 
electronic file folders Leverage Existing Systems



Questions?Questions?
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