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Welcome to the ERIC on-line Demonstration

empathy rating
index company

Harding & Yorke launched the ERIC benchmarking programme in July 2004. In June 2005 we

were able to offer subscribers on-line access to findings together with a number of new services

allowing specialist analysis of the Data.

What is ERIC (in brief)?

ERIC stands for EMPATHY RATING INDEX COMPANY
and is a methodology designed and adopted by
Harding & Yorke for measuring ‘How it feels to be a
Customer’ and ‘How it feels to be processed’ when
interacting with an organisation. The standard
Benchmark is based on a study of over 200
companies in 12 different industries serving the UK.
By necessity the standard benchmark is based on
sales calls into Contact Centres although the
measure has been adapted by Harding & Yorke to
successfully work across all functions and channels
of communication including:

e Telephony

e Retail

e Face-to-Face (meetings)

e Correspondence

e Internet and Email

e Internal

Whatever your need the ERIC team at Harding &
Yorke are able to provide you with comparable data
that is validated, reliable and sensitive.

The information, and the way we provide it, is
hugely compelling and acts as a catalyst to change.

The Empathy Academy* Team, led by Nickie
Hawton, is dedicated to learning from the ERIC data
and secondary analysis in order to develop solutions
to inspire and motivate teams and individuals to
display empathy with their customers.

Why is ERIC so important?

After three years and the collection of over 2.5
million data points we shared the data with
Professor Merlin Stone and Dr. Yuksel Ekinci of
Oxford Brookes University. Their remit was to
investigate any correlation with Profitability. After
carrying out both validation and correlation analysis
they reported a very high correlation of 85 against
Return on Capital Employed. ERIC is the world’s
only service-related measure to correlate directly
with profit.

This benchmark programme allows companies to
assess how they are making their customers feel
against over 200 other companies serving the UK
and to design interventions to make the customer
experience both better and profitable.

What can | do with ERIC?

The on-line demo will help you to understand the
functionality of the database including cross
industry and time-related comparisons. You can
also print out specific reports and methodology.
We are constantly looking to improve the way you
can access and share the data you subscribe to.

Behind the database our dedicated ERIC Team is
here to support you with soundbiting, presentations
and further analyses. You can even ask us to send
the data as a Microsoft Excel spreadsheet
compatible .csv file for your own internal purposes.

Please follow these instructions to gain access to
the on-line demonstration of the reporting
functions.

*The Empathy Academy is the consultancy and solutions division of Harding & Yorke



Instructions to Access the On-line Demonstration

The following pages will take you through a number of exercises so that you can become familiar with the reporting
functions of the ERIC database.

On-line demo access is limited to two historic reports for the Telephone Banking, Mobile Phones, Health Insurance
and Mortgage industries.

Step 1 - Logging on

ERIC login — please go to www.empathy.co.uk On the home page there are two links to ERIC (one on top ‘ERIC
Login’ and one (ERIC Logo) in the left margin) — click on either one and you will prompted for your email and
password — please enter the word demo in each to access the ERIC homepage and Subscriber in the type box.

Home | Sitemap | Contact | ERIC Login Keyword Search

@ g Harding & Yorke - Linking Empathy and Profit

Harding & Yorke is the trading name of Empathy Services Ltd

Services Publications Video-Library
—_—
ERIC Login
ERIC Login
Emai: [demo k—/
Password: |'"' To enter our demonstration
site, please type: Demo
Type: in the Emal and Password
field, and select: Subscriber
in the Type field.
Mare Info...

Appleford-on-Thames
Oxfordshire OX14 4PA

Step 2 — Accessing Industries and Campaigns

The ERIC Homepage shows the planned publication dates for each of the industry reports.

For a .pdf of the methodology behind the research you can click on the word ‘Methodology (3,428KB)’ in the text.
To access the Industry campaigns click on ‘Campaigns’ in the left hand shaded margin.

The drop-down boxes allow you to select both the industry and the date of the ERIC research.



s Campaigns

b Industry |Mobile Phone ¥| Campaign |January 2005 v

My Profile Wheole campaigns pdf 1,405KB

Logout 3
Sort by Company Sort by ERIC Rating Sort by Process Score Compare pdf
Industry Average 6.25 8.24 add 99KB
Virgin Mobile 6.67 8.39 add 91KB
Vodafone 6.61 8.50 add 98KB
Carphone Warehouse 6.48 8.41 add 98KB
[T-Mabile 6.33 8.06 add 98KB
3 6.25 8.74 add 98KB
Orange 6.24 8.54 add 98KB
Sainsbury's 6.21 8.12 add 98KB
BT Mabile 6.07 8.39 add 98KB
o2 6.06 7.91 add 99KB
[Tesco Maobile 6.05 8.15 add 98KB
Dialaphone 577 7.76 add 99KB

Step 3 — Basic exploration

Choose Mobile Phone in the Industry drop-down box and January 2005 in the Campaign drop-down box. You now
have three Sort by options — by Company, by ERIC Rating and by Process Score.

By Company — gives you alphabetical listing of companies included in the research (3 is top and Vodafone is
bottom)

By ERIC Rating — ranks each company by the way they make Customers feel (where ‘1’ is where you can’t imagine
how it could feel any worse and ‘10’ is where you can’t imagine how it could feel any better) (Virgin Mobile is top
and Dialaphone is bottom). Score is to two decimal points — on average 1 to 5 is considered poor, 5 to 7 is neutral
and 7 to 10 is good.

By Process Score — ranks each company by their process score. (3 is top and Dialaphone is bottom)

On the right-hand of the page you will notice Compare and pdf columns. An individual report on each company
can be accessed by clicking on the number (symbolising the file size) on the same line as the company name. Click
on the pdf on the same line as 02. This opens up a 13 page report on 02.

The Individual Company report

The telephone number next to the company name is the number we used to gain access to the company. Scroll
down ...

A short history of the company has since been updated in later reports to include a brief insight into the
methodology of ERIC. Scroll down ...

The statistics in this report show the current and last report results and a predicted score. This has since been
updated in later reports to show Current and the last two report scores and rankings. Scroll down ....

Some information showing the period and timing of the research calls, what type of customer and where the
telephone number we called was advertised. Scroll down ...



Now we get into the meat of the analysis. Please
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We start with a simple question to assess how we
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The report ends with a series of comments made by our researchers that consider what we really like and what we
really don’t like about the interactions (not included in this report).

You can close the company report by clicking on the X button on the top right of your page. This will take you back
to the Campaigns homepage.

Individual Company reports are included in all participating companies and their access is not restricted to industry
subscribers.

A full report on all the companies together can be downloaded by pressing the Whole campaigns pdf 1,405KB
button below the Industry drop-down box.

Step 4 — Advanced Comparisons

Making Industry Comparisons

The on-line reporting format allows you to make side-by-side data comparisons with up to 5 companies either
within the peer group or (if your subscriber access permits) from across industries.

On the Campaigns homepage go to Mortgages in the Industry drop-down box and December 2005 in the Campaign
drop-down box.

Click on the Sort by ERIC Rating button.
Click on the add buttons on the same lines as Standard Life Bank, First Direct, Barclays, Direct Line and Britannia.

Now go to the left hand shaded margin and click on Compare Now at the bottom.
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The five comparisons are now shown. The green score is the highest score in this comparison group Standard Life
Bank in both Empathy and Process) and the red score is the lowest score in this comparison group (Britannia in
Empathy and First Direct in Process).

By scrolling down you can see each of the ERIC questions and the company’s representative scores.

Scroll down to ‘Do they claim any differentiating / unique Reasons to do Business?’ Interestingly Barclays scores
the highest score at 60% and First Direct the lowest at 48%. However when we ask ‘If yes, how do we feel about
it? “ on the line below it is clear that we believe Barclays reasons far less than we do First Direct’s reasons.

Go to the Grey shaded area on the left-hand margin and click ‘Clear All’. Press OK and then Campaigns to go back
to the Campaigns homepage.



Go to Telephone Banking and March 2005. Click on First Direct’s add button. Now select September 2004 in the
Campaign drop-down box. Click on First Direct’s add button. Go to Compare Now in the left margin and click.

This shows you the time-related scores for First Direct in a six month period. The scores themselves immediately
show you that they have been working on their Process Scores — but unfortunately at the expense of Empathy —
Interesting?

Compare Results
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Go to the Grey shaded area on the left-hand margin and click ‘Clear All’. Press OK and then Campaigns to go back
to the Campaigns homepage.

You can now explore the database by making comparisons across time and industries at will.

If you have any questions for the ERIC Team please contact Jamie Lywood on 0845 450 1750 or email him at
JL@empathy.co.uk.

Thank you.



