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the potertial

of your people to create
II competitive advantage

ITIindsight is @ wonderful thing — but what if you were able to recognise
and manage opportunities for development within your business,
efore they became a challenge!

)oking ahead to the future of your organisation, what do you see?
well are your plans executed?
ell do your people understand what’s required of them?
' ll do they embrace it?
rganisation, is ‘change’ interpreted as ‘danger’ or ‘opportuni

1S have a strategy. TMl is one of the world’s larges
ever, that nearly
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Our Key _
Focus Areas

Our primary focus is on identifying, influencing and shaping your
organisation’s key success factors associated with the areas of:

¢ Branded Culture

e Service Essentials

e Performance Essentials
¢ Leadership Essentials

that are uniquely complex, but infinitely rewarding.

ENGAGED PEOPLE

leadership
essentials

At TMI we can help you master challenges and
leverage opportunities with unique expertise in
r distinct 4 Key Focus Areas.
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Branded Culture

Leveraging the power of your brand to
mobilise the potential in people, create
competitive advantage and transform
the customer experience.

Branded Customer Service — build brand equity through on-brand service
experiences, so that brand reinforcement occurs at every customer interaction.

Branded Organisational Culture — shape your organisational culture and instil
new alignment and vitality around the powerful concept of values and the brand.

Employeeship — instil new vitality and purpose for enhanced organisational
alignment and performance through empowering ‘bottom-up leadership’.
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A brand is not just a logo or advertising
slogan. Essentially, your brand is the
external expression of your business
strategy. Branded Culture links the
dynamics of organisational culture with the
psychology of brand — linking two powerful
concepts in a unique and profound way.

Branded Culture is all about bringing a
brand to life from the ‘inside out’. That is,
creating a framework in which we engage
and align everyone to the strategic
positioning of the business, and help them
to deliver ‘on-brand’ behaviours in their
dealings with one-another, as well as your
customers. Over the years we've worked
with major international brand names,
helping to shape their cultures.

What can we do for your brand?

SUCCESS STORY

GLOBAL TELECOMMUNICATIONS
COMPANY, UNITED KINGDOM @

Entering a new market space globally

Our client is a global telecommunications service
provider helping multi-site corporate customers master
the complexity of business communications. The
company launched a new solution-based, service-oriented
ICT company, providing global outreach and a seamless
international service.

Through the creation of this new business model, brand
promise and product range, our client aimed to re-create
itself and enter a new market space. The challenge for TMI
was to help our client identify and embed a set of new
service values and ‘on-brand’ behaviours across the world,
to create a consistent branded customer experience, assist
to unify the new organisation, and drive down costs.

What has been achieved:

e |ncreased customer satisfaction percentiles of more
than 20% above the industry standard.

¢ Increase in overall revenue, which has resulted in
this new venture contributing well over 60% of the
Group’s revenue becoming the largest operational
unit in the Group.

e The achievement of multiple customer service
Telemark gold awards for their new IP services.

We've helped our clients achieve similar successes in a broad
range of industries all over the globe. To find out more and explore
what we can do for you, please contact your local TMI office.
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service praC’[iceS and IO00o00n
behaviours to retain and
extend your customer base.

Customer Service Excellence - build a world-class customer service
mindset — from the inside out.

Compelling Service Recovery - create a complaint-friendly culture to learn
from customers, and recover customer loyalty when things go wrong.
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