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Vision

A
Create better experiences

Rokket helps organisations continually
improve through the power of their
people.

People are organisations most valued
and knowledgeable asset- Rokket gives
them a voice to help organisations realise
their strategic goals and ultimate vision.
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POOR EXPERIENCES

EXPERIENCES

. Exceed
expectations

Minimum
Expectations

Unsustainable
» Large experience gap
* High volume of complaints
» Disengaged employees
»  Organisation will change or fail
» Constant fire fighting

Performance

Carrying unnecessary cost
* Medium experience gap
* ‘Luck of the draw’ experiences

« Employees feel overworks/
overburdened

» Regular firefighting
« Some improvement activity visible

Progressive
« Small/ no experience gap
» Delivering brand promise

* Employees think and act
“customer”

* Focus on continual improvement
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Continuous Improvement Loop

Capture, develop & manage
Improvements to enhance
experiences.

Engage, understand &
leverage knowledge
from customers &
employees.

PEOPLE

Capture in the moment
feedback identifying pain

points, opportunities &
experience scores (NPS, CES, CSAT).

Create the best, most EXPERIENCE FEEDBACK

value added experiences
that deliver on brand promise.




Capturing customer and employee feedback




Create better experiences

Rokket is an experience improvement platform fed by insights from employees and customers.

100% Salesforce Native, it can be purchased from Salesforce AppExchange adding additional
functionality to an organisations existing CRM within minutes.

CAPTURE

 Efficiently captures feedback from
employees and staff

« Qualitative issues, ideas & successes

» Quantitative experiences scores
(NPS, CES, CSAT) at a journey or
journey stages level

UNDERSTAND

Create real time customer &
employee journey maps

See how feedback related to
organisation goals to direct
improvement activities

View intensity of feedback items

IMPROVE

Capture all improvement activity in
one place

Create rapid cost benefit analysis

Management of improvement
approvals

Use out the box dashboards to
understand improvements



Capture Feedback
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ealtime Customer Journey Maps
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Mew Journey Delete Journey

Mew Insurance Insurance Claim Employes

Feedback ~ 0 (Sum 0) 3 (Sum 3) 1 (Sum 1) 2 (Sum 2)

Short Reporting Time limit Slow claims processing Long payout period
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Online Claims Submission Automated Claims Processing

Awaiting Approval In Progress
Successes

Great Service from Hannah




Feedback Log
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Improvements Log

Improvements
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Experience Scores

=
LA

Purchase

o —T T~ I = — - Customer Net Promotor Score “ Employee NPS “

Details K = h
\ - \
» 20 20 ’ R » 18.8 "8 ,
-~ - ~ F
-60 60 -50.4 624
- -100 100 -= - -100 103 -
View Report (NPS Scores) View Report (Employee NPS)

A
"3

NPS Score (over time)

=]
(=]

ot at all
10 = Extremely Likely
-100
October 2021
August 2021 Uctoper 2U£ 1

Experience Score: Created Date




Dashboards & Ml

Improvements Analysis Template

Total ROI of Improvements (not Done)

View Report (Improvement by Value)

Total Investment

View Report (Improvement by Value)

£ Improvements Funnel
Status of Improvement by Count

Record Count: 3

Improvement by ROl

£1.6M

£12m

£800k

£400K

Sum of Return on Investrent (ROT)

New Insurance

Increase Revenue

Goal Impacted > Journey

View Report (Improvement by Value)

Feedback Captured Leaderboard
il Capluredin the last 120 days

Reduce Costs
Feedback: Created By |

. Vimal Parekh

Total

View Report (Leaderboard report)

Journey
New Insurance [

Insurance Claim @

d 1(3333%)
£

£ Improvement Funnel 5

Status of Improvements by ROI

Sum of Return on Investment (ROI): £1.6M

£295k (18.5%)

Feedback by Status & Count

Status
Sum of Likes: 9

Outstanding
Improvement in Progress

View Reporl (Feedback by Status)

Feedback by Joumney

Sum of Likes

View Report (Feedback by Journey)

Insurance Claim

New Insurance

Feedback by Group

Group @ - @ People @ Process @ Technology
View Report (Feedback by Group)

Record Count

1
(16.67%)




Impacts to stakeholders
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CUSTOMER
Valued’

Can provide feedback on in
an impactful way.

Better experiences

o

EMPLOYEES
‘Engaged

Are encouraged to share

issues effecting them and
customers.

Can share their
improvement ideas.

Can get involved in the
problem solving process.

CX/ IMPROVEMENT
‘Empowered’

» Clearly understand the

issues effecting customer
and employees.

« (Can easily manage

improvement delivery.

MANAGEMENT

‘In control

Can control organisation
performance by focusing
improvements on a shared
goals.

Simplified approval
process

Transparency of
improvements activity, ROI.



Benefits

1. Improve Customer Experience
2. Improve Employee Experience & Engagement

3. Steer the ship

4% 81%
60%
more profitable competing

keep interacting

basis of CX.

Forrester Gartner

reduce your cost

33%.
Deloitte




salesforce

Rokket.

create better experiences




