Accurate Electric Plumbing HVAC

Digital Customer Experience Redesign

Delivered an omnichannel communication
experience for customers. 1

| redesigned the end-to-end customer experience of
booking a job with a a home services company. |
mapped the the customer journey and identified
opportunities for automation & more accessible
communication. Then | designed and implemented
digital solutions across the sales process to reduce
customer friction points. My solutions included
making the website mobile responsive, adding an
online booking and web chat feature, creating
automatic SMS/Email campaigns, streamlining
lead/review conversion funnels and more.

After exploring customer actions, questions, and pain points
along the customer journey, I focused my solutions on two
user stories.

"As a customer, | want to communication
with the company to be convenient and
P synchronous, so | know what to expect at

technician will be arrivin g
tomorrow. We value your
time and don't want you to . . n
eac Step INn the JOD process
We will text and email you "
when our technician is 30
minutes away. Please call
us at (800) 947-1747 if
you have any questions.
Reply 'C' to confirm.

Madeline Fortner
Reminder from Accurate

Save on Services from our

"As a customer, | want to access all job
W:LCZALLNOW @scuEDULE +t OD2O ~ O related aCtlonS On my phone’ SO | Can
UleE] - SRS - manage my project mobily.”

Then, using the customer journey and user stories as a
guide, I created a strategy for launching digital solutions at
key customer touch points.

Awareness Interest Contact

e Cohesive style e Web responsiveness e  Online booking

across 9 platforms | e \Web Usability ] e Live Webchat
e msinstagram & SM e Free Resources/Blog e  Nurturing email
e Lead Optimization campaign

Evaluate Anticipation Book

e  Pricebook usability e  Automatic e Automatic Booking
redesign ] appointment reminder | Confirmation
SMS/Email SMS/Email

e Dispatch SMS

Purchase Loyalty Share

e  Electronic sign option e Membership program e Automated review
added to estimate experience redesign request funnel
email e  Membership email SMS/email
campaign e |dol customer nurturing

Then I designed and implemented each new solution.
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— O - with Josi, Journeyman Electrician
— Your email address When an outlet or light stops working, most people think they need an electrician,
~ like me, to fix the issue. While most electrical repairs and maintenance should be left to

ELECTRIC PLUMBING COOLING HEATING the professionals, there are a few things you can try first. No tools required!
Type your message here and click Submit

Accurate is Waiting for Your Call!
We deliver 24/6 electrical, heating, cooling WATCH VIDEOQ!
and plumbing services.

SERVICES |

You can now book Why is my heater February Special:

appointments online! blowing cold air? Free HVAC Estimate
Schedule your next If your furnace is blowing Installing a new HVAC
appointment anytime- cold air, it could be system is a big investment.
anywhere with our online multiple issues or one of To help you feel confident in
booking tool. You get to many. However, many of your decision, our home
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\
Stay warm!

1 - # From my family to yours,

g Jeff Seale
= President | Accurate Electric, Plumbing, Heating & Air

Accurate is Waiting for Your Call!

We deliver 24/6 electrical, heating, cooling

and plumbing serices ACCURATE IS HERE TO HELP

For all Accurate appointments, we strive to provide you with the best possible service.
And with our Accurate Promise, "If you are not 100% satisfied, we'll make it right or you

don't pay." Simple as that!

SCHEDULE APPOINTMENT NOW

We're really good, ask our customers!
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"Great Job fixing and installing new "Service was excellent! They were “Their professionalism was YOI]
landscape lights! The job was done very professional, friendly, exemplified by the fantastic job ’ Tube
quickly and efficiently." knowledgeable, and were able to they did."
- Patti B. fix the problem on the spot.” ~LemB.

-Carrie G.
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