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Develop a premium version Introduce a new, Execute ‘"‘st!’“’m fﬁ‘:&cmﬁ;ﬁ" e*':t'“E
of a current popular high-margin hardware digital marketing et bl
campaign. services or products.

product,

Accelerate the rall-out of
next-gen technologies (Al,
10T, 5G, etc.) in existing
product afferings.

Explore opportunities in
virtual reality or
augmented reality,

Introduce persanalized
Al-based recommendations
in software products.

product line,

Launch a new
software-as-a-service
(Saa$) product.

Create mobile versions of
successful desktop
software.

Operational

Partner with influencers
for product promotions,

Launch a loyalty pragram
for recurring customers.

Implement a referral
program to acquire new
customers.

Partnerships and Alliances

Automate repetitive tasks Implement lean Collaborate with Develop a reseller

to reduce operational methodologies to increase non-competing tech firms program to extend market.

costs. productivity. for bundled offerings, reach,

Optimize supply chain Restructure the

management forcost organization to align with Enterinto strategic Forge partnerships with

efficiency. growth plans. alliances for technology academic institutions for
and market access, research and development.

Invest in staff training to Consolidate redundant

improve performance. roles ar departments, License technology to Co-develop solutions with
third parties. client partners.

Upgrade customer service . e ’ S

SR Move towards cloud-based
tools forimproved : to aset . ,
;:;;;g,;::-mp solutions to reduce Collaborate with startups Seek joint ventures to
g infrastructure costs. forinnovation enter new markets.

acceleration.

Incorporate data analytics

forinformed

decision-making.
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Mind Mapping Software Blog | According to a user survey,
the top benefits of mind mapping include:
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Problem Statement: Declining customer satisfaction due to slow customer service response times.

Customer Service Representatives: Those interacting directly with customers.
IT Department: In case there are any technical issues causing the delay.
Customer Experience Team To provide insights on customer feedback.

HR Department: To provide insights on staff availability and training.

Customer Service Manager. Experienced with
problem-solving and good understanding of the team.

Virtual Session: Considering remote working arrangements.
Series of Meetings: To allow time for analysis and idea generation.

Time Management: Set time limits for sessions to keep discussions
focused and prevent fatigue. Incorporate breaks to refresh and refocus.

Mindstoflﬂ’ﬂg | Video Conf ing: For virtual c ication

Visual Aids: Use visualizations
MindManager: For visualization and collabaration. like mind maps, flow charts, and
= other diagrams to stimulate
creative thinking and simplify
complex concepts.

Plan

Preparation: Ensure team members
come to the session well-prepared.
Provide them with the necessary

background information for more Prepare to start the session with a creative
thoughtful and informed discussions. warm-up activity to foster a relaxed,

non-judgmental environment. This can encourage
more free-flowing ideas and engagement.

Respectful Communication: All ideas are valuable and should be treated with respect.

( Active Participation: Everyone is expected to contribute.

! Constructive Criticism: Any feedback should be delivered in a constructive manner.

Encourage Diverse Thinking Utilize techniques like '6 Thinking Hats' or
_ 'SCAMPER' to promote various perspectives and innovative thinking.
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Soft Skills Development Ensure a it
- fépresentatives understand the importance

[ ofempathy patience and active listening
Add new features based on

- [_] -~ Stakeholders
customer feedback f
S| Features
L= e

| — Define issue
imprave usabillty f

- Define Objective
{mprove praduct testing — Product Knowledge Regularly update [

| Training |- — training to include rew product — ‘5 Problem Definition - L Time
address common defects ———| Reliability |— FrocutE Qasiiy (== features and common issues f

| [ Define Constraints - — Cost
enhance product durability -2

- pef mption:
_\'*i Comparts ) Define Assurmptions.
implement selutions — | Complaint Handling Train staff on how to
" effectively manage customer camplaints and
‘tumn dissatisfied customers into loyal ones

Regularly update FAQ section —.
imprave clarity —-i—i FAQs
make it accessible via product

. Regular customet feedbsck surveys — M Foatback |— 3
e — )

\
Implement changes |

basedonfeedback | | oUeE [ Review competitor pricing
communicate survey results — Definition
Benefits
Regular posts and updates

Values
engage with customess —
i

ek Feaponta -—1 SocislMadia | m—f Pricing Strategies |— - Em«mwm
‘ |

omments and messages Pros
o survey social media followers? — Cons

" implement dynamic pricing

" Usage based pricing?
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How will we handle after-sales

How will we manage pmM—' : \
‘updates and improvements? [ /_Q\

Whyis there o demand o this roduct? g

Al-powered Home

N -

/
f
|

When is the estimated launch date? J

9-“___

When should marketing
campaigns start?

SCAMPER j&:

SCAMPER (. XA (Substitute). #&& (Combine). [GFI(Adapt). {EIE(Modify). #xFH(Putto another use). Hili#(Eliminate). F#RAk
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INTERNAL

WEAKNESSES

 Established Brand and EmmuTrﬁl:-Pu;iﬁﬁ reputation and
trust in tech industry could be leveraged to gain initial market
accaptance |n the new secter,

Strang Technical Expertise Pmﬂtiw;arirl advanced tech
ddmlqpmenr_ such as Al Fn‘adﬁ]fm"laarniri:g__ﬂala’aﬂ_al_yt'im, ar
blackchain. which are relevant in the financial services market.

Financial Resources: Sufficlent capital and resources ta Invest |n
the mew market, inclueling research, development, and marketing.

Agile Development Processes: Ability ta quickly adapt and
Innovate, creating compaetitive financial praducts or services that
meet evolving consumer needs,

NEGATIVE

Growing Digital Finance Market Increaze in demand for digital
financial services could offer significant growth opportunities.

Fintech Innovations: Advances in fintech technalogies such as
roba-advisors, blackchain, and digital payments provide
apportunities for innovative services.

Unmet Consumer Needs: Existing gaps in the market for
financial zervices. such as the need for mare personalized,
accessible, or affardable services,

Partnerships: Potential for strategic alliances or partnerships with
existing financial institutions.

OPPORTUNITIES, THREATS
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Customer

Communication Process

- Implement a chatbot to handle basic
inquiries and provide instant response,
freeing up customer service personnel to
handle more complex issues.,

-Implement a ticketing system to
efficiently track and manage all incoming
inquiries.

v v v

weocprl Sales | Tech Support | | Complaints |4--: ideas
- Implement a customer feedback

Ideas : l f_"__system that enables customers to

- Provide additional training to customer easily provide feedback and rate
service personnel to cross-sell or up-sell
relevant products or services during sales
inquiries.

their satisfaction with the handling
of their complaint.

© Complete!

- Create a database of common sales
questions and answers that can be readily
accessed by customer service personnel to
provide quick and accurate responses.

FIE 6: BAHNRERBZED: LEBORE VBROEEY

DIENRT DROEEMZHIEL. RN TREZREROSNDLSRTEREERLUEY. ZETRIENHD LRUDHA. BHElCES
DNRWTFAFT7ZHEL. YRIZERBAHEENSVEVWSHERBRMETVEY ., INTOREOEMNEERD. HEFITMER k2 10
Z. BRI R RDFET . KDBHICTAT7Z2ET I EE2SME(CKRODIRBERRRTE. KOBEL, KDSHRQREH
RERNEFENET.

NA2 RRAS=Z20D%: 74T 7 SIT8EIN

[{TEINV T N TDRINDIRKRNIAFE T D |

-\Jo- Ry

RAVRIAN=Z200HF. ZNHIEHFETTAFTFOLEERIFTRL,. BNICHES ERNITEICHDET. EAVDEER. 715
TEITBICET ZENRINDEERRATY I THB I EZBVEESETINET. F—LANEELTIRDEBTET, Y1V RIAN-=
SODRDPTEFNET AT 7%, FHNQR, BLaP U TESDRTURIRRRICEIBNET,

UTFoFaTE. 77 7OREME YL, B BHEEhS. JIL—F(CLDRENEIDBHDRREFICANDRISIREITERMEET, 71
TVEATECER D IRICDVWTHALETY.



YA RAR=Z2JDHEN ST T FRVEDD ORYIDEMETY .. WART A7 72 EANRMTHCEXD T ENTORDFETY.
INEEE RAYRAM=Z2INSEFNEREOT AT VOEEL., BEIEIZDF. ETCBIZEARETT, BELY—ILE
SESFERTATTVICRENMBEZRM L. COBRICHIMEEZSZET .

ERFE YAV RAM=Z2UT [HRAY— - ERGERBDOEBLEZRR &Y BEZHEEDERT ] EVWDSBRENGOZELFET

Declining customer
satisfaction levels
due to delays in
customer service
response time
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Implement a chatbot for handling basic inquiries.
Introduce an interactive voice response (IVR) system.
Hire more customer service representatives.
Reward customer service representatives for good performance,
Introduce a tiered service level based on customer value.
Upgrade customer service infrastructure. -
Provide self-help resources for customers.
Send surveys to customers to understand their pain points.
Use Al to classify inquiries and direct them to the right team,
Start a customer loyalty program.
Declining customer
satisfaction levels
due to delays in
customer service
response time

Develop a FAQ section on the website.
Encourage customer feedback for continuous improvement.
Train employees on time management skills.
Enhance the product/service to reduce customer complaints.
Implement a customer relationship management (CRM) system.
Use social media for ¢ustomer support.
Outsource customer service to a third-party,
Improve internal communication and collaboration.
Incentivize employees to reduce response time,
Provide live chat option on the website.

Enhance the knowledge base for quick issue resolution.
Hire a customer service manager.
Start a callback option so customers don't need to wait on hold.
Extend customer service hours,

Implement customer service training programs.
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A chatbot is an Al software designed to interact with humans in their
natural language. These interactions can take place on company
websites, mobile apps, or through social media messaging platforms.

Chatbots can handle multiple customer inquiries simultaneously, freeing up
human agents to deal with more complex queries. They provide instant
responses, which can significantly reduce customer wait time and enhance
satisfaction levels. They're also available 24/7, providing consistent
customer service outside of typical business hours.

Successful implementation of a chatbot assumes that most customer
queries are basic and repetitive in nature. It also assumes that the company
has or can acquire the necessary technology and expertise to implement
and manage a chatbot.

( Implement a chatbot for handling basic inquiries. >~

Improved efficiency

‘ lower operational costs

24/7 customer service

improved customer satisfaction

Potential lack of personal touch
may not handle complex queries effectively
implementation and maintenance costs

t potential customer frustration if the chatbot doesn't understand the query
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Affinity Diagram
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Introduce an inteeactive improvement.

Voice response (VH system,

Starta customr
Upgrade customer servico loyalty peogeam.
infrastructe.
Send surveys to
customess to wrsberstand
their pain points.
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HIGH IMPACT
QUICK WINS

Implement a chatbot far handling Implement a customer relationship

basic inquiries management (CRM) system
9 \
Provide self-help resources for customers Hire more custonier service represantatives
Develop a FAQ section on the website Train.'emplo.yeas on time managem eri kil

Start a callback option so customers

don't need to wait on hold Upgrade customer service infrastructure

LOWEFFORT HIGH EFFORT

Outsource customer service to a third-party

Introduce a tiered service level based
on customer value

- Extend customer service hours
B

Enhance the knowledge base for
quick issue resolution

Incentivize employees to reduce
response time

Use sacial media for

customer support
Start a customer loyalty program

MOMENTUM BUILDERS
' § = LOW IMPACT
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Implement a chatbot for handling basic inquiries. 16

Reach 2500 =S
Impact 4
Confidence 75

=| Effort 225

‘s Score 3333 an
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O Set your Objectives: Clearly define what you want the chatbot to achieve.

178~ 1/12 1 § workdayls)

2 Sponsor %

O Identify your Target Audience: Understand who will interact with the chatbot, |

25 1791101 2 workday(s)

£ Business Analyst X

— ) () Define the Problems to Solve: Identify the basic inquiries the chatbot will handle.
! 5] 110 - 1111 : 2 workdayis)

£ Business Analyst X

O Chathot's Personality. Decide on the tone and style of your chatbot based on your brand and audience.

51 115 118 4 workaays)

{2 Business Analyst X

(O choose a Chatbot Platform: Research and select a suitable chatbot development platform.
5] 178+ 11261 15 workdayis)
(e i )
Implementing a chatbot

- . 1 Draft a Script Flowchart: Outline potential
for handlmg basic O conversation paths.
inquiries / ‘

o Design C: i Script the cor ions based on
I O the flowchart, covering all potential inquiry scenarios.

‘ Decide on Chatbot Type: Choose between

O rule-based or Al-based. __—-_\

O Collect and Input Data: Gather necessary data and feed it into the chatbot. "D

O Test the Chatbot Internally. Test the chatbot within your team for initial feedback and debugging.
) Revise based on Feedback: Modify chatbot functionality based on internal testing.

Set up a Feedback Mechanism: Create a way for users to provide feedback
O about their chatbot experience.
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Achieved Goals:

Unmet Goals:
= Highlight those who contributed.

Effective Techniques:

Ineffective Techniques:

Innovative Ideas:

‘o ’_ MindStorming - Practical Ideas:
Retrospective

Future Ideas:

Decisions Made:

Decision Criteria:

Successful Outcomes:

Unsuccessful Outcomes:

Positive Lessons:

Areas of Improvement:
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Mind mapping offers a robust means of transmuting the aftermath of a brainstorming session, the decision, into a well-articulated project
plan. Start by inscribing the decision at the heart of the mind map, establishing it as the central idea. Following this, introduce branches
that signify the principal components of the project, such as key milestones or deliverables.



These primary branches can further be segmented into sub-branches, each representing individual tasks needed to accomplish a
particular component. To ensure a comprehensive project plan, refine these sub-branches into detailed sub-tasks. Remember, each sub-
task must be actionable and assigned to a clear owner for effective execution.

Mind mapping serves the additional purpose of identifying interdependencies between tasks. By drawing connecting lines between
tasks, it becomes evident which tasks rely on others and which can proceed independently.

For a clear status overview, incorporate color -coding and symbols. This could mean using green to indicate tasks on schedule, yellow for
tasks requiring attention, and red for tasks potentially causing delays.

The mind map becomes a communicative tool with the project plan fully delineated. Share the plan with stakeholders and team members
by exporting the mind map to a project management tool or distributing printed copies during a meeting.

Employing mind mapping to chart a project plan ensures the project is distilled into actionable tasks with defined owners and
dependencies. This approach not only increases the likelihood of success and reduces the risk of delays or missed deadlines, but it also
offers multiple benefits:
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