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Dear reader, this is our space for contributors of articles in English focusing on vari-
ous key issues that are vital for the overall development of the Bank. The editorial team
is willing to accept more contributions from you for our future editions. Don t hesitate

to write and forward us.

Evaluating Customer Experience-
to Induce Customer Centricity

By Wondimagegn Getachew

Customer experience management is neither
a one-time process and nor a responsibility of
few organs or units. It rather needs a continu-
ous effort and team-based collaboration among
all functioning units. It also requires active in-
volvement of all staff from top management
to lower levels on the ladder of an institution.
Customers are everything in banking business,
and they are the Bank’s present profit and fu-
ture growth. They would be the main focus,
and that’s why their day to day experience is an
essential concern of banks.

Dashen Bank’s Customer Experience Division
has utilized different tools to monitor and eval-
uate the ongoing Customer Experience opera-
tions. These tools have recurrently been used
to make periodic evaluation of the customer
experience practices in different channels and
customer touch points.

The Division conducts customer service evalua-
tion, to determine whether consistent service is
delivered to our customers in line with expected
service standard and expectations of customers.

The following are the major tools that are em-
ployed for this purpose:

» Customer Satisfaction Survey
= Mystery Shopping

=  Channel Audits, and

= Customer Feedback Management
Customer Satisfaction Survey (CSAT Survey):

It's the customers’ experiences associated with
the purchase and usage of the Bank’s products/
services, and can be linked to personal expec-
tation and services delivered. The customer Ex-
perience Team conducts Customer satisfaction
survey once/ twice a year based on acceptable
survey standards (Servqual or Servperf) to mea-
sure the satisfaction level of DB’s customers and
proposes workable solutions.

CSAT Survey is conducted using questionnaires
designed to help the Bank understand what
customers think about its products or services,
brand, and customer support. Conducting this
survey begins with preparation of action plan
and proposal that entails the whole process.
The process starts with designing and distribu-
tion of survey questionnaires to customers and
collecting their responses; followed by coding,
data analysis and finally ends up with recom-
mendations and conclusion. The whole process
is executed to evaluate the current status of
customer satisfaction level of the Bank based
on the data collected from customers, and pro-
vide plausible recommendation for improving
positive experiences.

Mystery Shopping Activity:

The Customer Experience Division also uses
mystery shopping method to measure quali-
ty of customer experience, regulatory compli-
ance, or to gather specific information about a
market or competitors, including products and



services. It is a fascinating method of gauging
customer experience where individuals are re-
cruited to present themselves as actual custom-
ers. The mystery shoppers may use different
ways to do their activity. The most common
shopping experience is where a person enters
a bank or other selected channel, uses product/
services and leaves. This is a good way to eval-
uate service rendering practices at our branch-
es, customer contact areas and other selected
channels.

The process of mystery shopping would usually
begin with goals that outline what is expected
from the shopper’s experience. The Customer
Experience team sketches a plan that ensures
conducting the right process to the benefit of
the business, before actually engaging the mys-
tery shoppers. The shoppers shall be advised
and get clear orientation about the steps they
should follow to execute the mystery shopping
in order to avoid any confusion.

The mystery shoppers conduct planned visit and
do their investigation in line with the standard
checklists and clear directions they are provid-
ed from the CX team, and gather the necessary
information.They shall observe all the activities
and the way things are being processed.

Just like the CSAT survey, Mystery shopping pro-
cess also starts with preparing action plan and
proposal, designs checklists/questionnaires,
and then conducts the mystery shopping activ-
ity. The CX team, up on completion of the pro-
cess and receiving the necessary data, would
produce the report and communicate it to man-

agement.

Channel Audits: Channel audit is the means of
assessment and observation to check the status

and service process of different channels based

on standards/formal checklists. These control
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mechanisms also help the bank to identify the
gaps that occur at all service delivery channels
and to mitigate on timely basis and deliver un-
paralleled customer experiences.

Different channels of the Bank, such as Branch-
es, ATMs, POS, Amole and other relevant chan-
nels shall be audited at certain time intervals
and the end report shall be presented to all con-
cerned users. Channel audit also begins with
action plan, designs, questionnaires, and con-
ducts the process. Finally, a report is prepared
and presented to management and all other
concerned users.

Customer Feedback Management: is an essen-
tial process to get customers’ insight about the
Bank’s products and services. Getting feedback
from our customers can help us to craft strate-
gies for serving them in a better way.

Currently, the Customer Experience Division also
uses suggestion boxes to regularly collect feed-
backs of customers on monthly basis. It has a
plan to use other sources such as social media,
E-mails, Website, SMS, etc and others to gather
periodic customer feedbacks and utilize them
for making improvements. Periodic reports are
prepared by the CX team and presented to the
bank’s management.



Basics to Successful Branding

By Aschalew Tamiru

randing is a way to differentiate Company

and its product or service from the rest of

market and create a perceived value in the

mind of customers. Branding is important
for all sizes of businesses that want to stand out
from the crowed in the market. A brand is more
than a marketing tool; it's the way the world per-
ceives the company. More than just using it to sell
products or services, the most successful brands
create a powerful and defined identity for compa-
nies. The goal of a brand is not just to be recogniz-
able, but to be so closely identified with the com-
pany’s defining characteristic that become known
for it. More importantly, the objective in crafting an
identity is to define what sets the company apart
from competitors. The keys to successful branding
includes knowing the target customers of the com-
pany and making all the decisions with a focus on
what’s important to the customers.

Identify and define the customers: the first basics
to successful branding is to identify and define the
types of customers the company wants to attract.
Women with children/women without children?
Men who like football or those who are passionate
in nature? Health-conscious individuals? Make a list
of all areas of customers the company wants to at-
tract. For example, a bank would built its brand on
attracting people concerned with quality customer
service and the bank works seriously on customer
service.

Exam the target customers: find out what is import-
ant to the customers the company wants to attract.
If the company already have some customers, it can
survey them. Otherwise, look at demographic infor-
mation (such as in terms of age, sex etc.) and oth-
er studies done that provide information about the
target customers. It's important to develop a brand
the company is proud of and is invested in, but if it
doesn’t connect with the customers of the compa-
ny, it may all be for nothing. Brands must always re-
flect their target market. Once the company knows
what's important to the target customers, choose
basic outcomes that are the most important to the
ideal customer. Forming important insights about
the customers will greatly inform how the brand
ends up appearing.

Be consistent with brand positioning: using the ba-
sic outcomes identified and defined by the compa-
ny, a company can create a brand positioning that
describes what the business does and for whom, the
unique value the business offers and how this value
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is different from the competition, and the benefits
the customer gets from the company’s product or
service. Also, it gives the opportunity to let the com-
pany decides on the one most important thing that
the business always promises to deliver to custom-
ers. Consistently the company makes all the deci-
sions based on this brand promise and brand posi-
tioning.

It can be tough to be a truly consistent brand, espe-
cially when everything is changing around the envi-
ronment where the company is operating in. It can
be a lot easier to go with the flow, abandon the con-
sistency, and hope things work out for the best. But
a brand that remains consistent to its core values
will succeed throughout the constantly changing
environment. Customers who know they can rely on
a brand to be there for them will reward that brand
with their loyalty and positive word of mouth.

Create the elements of the brand: the company
shall create a brand personality that is the attributes
the company wants the business known for and, if
the company has an established business, a brand
story that shows how the business’ history adds
value and credibility to the brand. Also, create the
physical elements that make up the brand, includ-

ing:

e Logo-standardized logo shape, proportions, us-
age and variations of the corporate logo, agent’s
logo and products logo if any.

e Corporate colors-colors that comprises of prima-
ry colors, secondary colors, supporting colors as
needed.

e Typefaces-font family such as primary font type,
in the working language/s of the company- for
titles, for text writing, etc.

e Tagline or motto-a tagline, also called a slogan or
motto, is a phrase that accompanies the brand
name of the company to quickly translate the po-
sitioning and brand statements into a few mem-
orable words that provide an indication of the
brand offerings, promise, and market position.
Examples of local and international companies’
tagline-the choice for all, always one step ahead,
think different, just do it.

e Corporate communication and/or stationery: de

e sign and standardization of general template
for corporate letter heads, envelops, inter-office
memos, business cards, stamp, E-mail signature,




identity cards, fax, etc.

e Promotional items-design and standardization of
branded giveaways that the company uses to pro-
mote itself and its products as well; this includes
pen, pencil, T-shirts, cap, umbrella, key holders,
mug, sunshade, vas, wall watch, car decal (bolo
sticker), flash disc, mouse pad, car mobile charger,
watch, and the likes.

e Administrative papers-layout design and stan-
dardization of templates for all administrative
forms used by the company’s staff and custom-
ers. This includes designing of different formats,
if commercial banks are taken as an example; de-
posit and withdrawal slips, account opening for-
mats, and saving accounts passbooks, cheque,
transfer request forms; loan application formats
are among other.

e Communication signage-design and standard-
ization of internal and exterior signage and wall
branding that the company would use for out-
door advertising.

e Website-designing of a website, portal so as to
make the company refreshed, friendly and infor-
mative, in order to promote visual identities on-
line.

¢ Presentation template-designing of a general tem-
plate for PowerPoint presentation to be used in
the company including PowerPoint intro, master
grid, slides for inspiration/layout and design pre-
sentation.

e Photography-the photography that the company
uses for different communication (ranging from
advertising to website). This includes people pho-
tography, products photography, choice of colors
in photos, cropping choice of themes, and the
likes.

e Media release template-designing templates to
be used for circulating media releases to various
media houses in a professional way.

e Events-this is designs for material that are used
by the company for various events such as ex-
hibition materials, podium front, and the likes.
Besides, items listed above the company may
include and create other elements of the brand
which are believed relevant by the company.

The company shall create the physical elements for
the above mentioned components that make up the
brand and could consider other elements depend
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ing on the peculiar nature of the company. These
physical brand associations should reflect the brand
promise and all the brand’s personalities, and also
support the brand positioning.

Brand explains the company’s activities and goals
to customers. More than just logos, advertising,
and even tagline of the company will tell custom-
ers about the company’s and what it represents.
Oneof the surest ways to lose customers is to break
promises or appear dishonest. The most success-
ful brands pick their message and make promises
carefully, aware that they are always able to keep
them. If we are guaranteeing something and risking
our brand’s reputation on it, breaking the public’s
trust will do more damage than any physical loss
could. Customers can be switching and rebuilding
a company’s image is both expensive and difficult.
Always stay on message and always deliver on the
promises.

Market the brand: as most scholars recommend
the key to branding is reminding the customer of
what the company wants them to remember about
the brand, and every contact (including marketing
efforts) the company has with current or potential
customers must reinforce the brand.

Creating a powerful brand is only the beginning of
the journey to develop a strong corporate image
for a company. It's also important for companies to
consider that branding is as an ongoing process in-
stead of a one-and-done situation. It's not uncom-
mon for brands to evolve as they grow and form a
better perception of what the public likes and dis-
likes about it.

The most successful brands are not those that find
what works and stick to their guns no matter what.
Instead, the best companies can fine-tune and con-
tinue to improve their brands to find the right bal-
ance and integrate the insights they are visualizing.
Great brands don’t have to work overtime to get
a customer’s interest (or at least, it doesn’t look
like hard work). A truly interesting brand will de-
mand attention. We know this just by looking at the
brands we like and even follow on media.



AP

AMOLE

Powered by DASHEN BANK

No7sF@-9° LHE N3
17HN AGARS AGD$NA

thAh APC NG4S &7
Th2 A HY

tenh th, &g
AODEO9P

ANGG TS
AANAT R&E ADDL BT

N5 0-P N+P%
¢AM4. 1NLT A%ThED?

d™ @ AU

417 NTh UALH A1 € ACPE $209)

SMS “REG" TO

P> Eoociepiey | | @ Ropiiore | | Dial*oo6# | WSERS

2018 Moneta Technologies, SC. All rights reserved. Amole and the Amole logo are the AE

registered trademark of Moneta Technologies, SC licensed to Dashen Bank SC. AA7 w0



Anniversary
1995-2020

U-LHLI® A28 hCIVE P41.!
SIARAL Always One Step Ahead!




