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The idea for digital coaching came about from the Voice of Customer survey where we listen to customers and understand their experience when they interact with us in a service centre.
When you booked an appointment for Cheryl?

I was having trouble with my iPad.

So when I came down and had an appointment with the gentleman a couple of weeks ago, he said to do the digital coaching appointment.

So if you just want to select that menu tile at the top, it looks like a little hamburger.

So at a digital coaching appointment, a customer could choose to either use our self service terminal or they may choose to bring in their own device with them, their phone or their tablet.

This way the customers can learn how to use our digital options, but on a device that's familiar to them and it'll be easy to replicate when they get home.

Digital coaching, like a screen mirroring experience where the customer can navigate their accounts, work through all the different screens with a staff member sitting at the same table but next to them on their own monitor and they can provide guidance and support from there.

We want to select upload, document.

Yes, it was at my pace.

They worked with me and my abilities or lack of.

And yeah, she just worked with me the whole way through.

The feedback from customers has been really positive about digital coaching.

They've told us that they've really enjoyed the hands on learning approach, that it's easy and simple to follow.

They've also told us that it's helpful to have a dedicated time set aside so that they don't feel rushed and that they feel more empowered to undertake their business in the future on their own.

Yes, I feel a lot more confident today.

I feel I could go home and use it easily now.
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