Injecting the V Factor

Embedding the Virgin Value to create a differentiated customer experience
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Memorable Moments
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Random Acts of Kindness

Uriited with Virgio Woney UK-

@ Manchester
” i o " i fan a nManchester
i VI recently gave one truby dezamving yo:ens o o
W_gm Momr'peme he'll neVer forget. helped oy SOME s
i mieone you know, Visit W rranutd conv

o nominate 50

T

Stme
15, virg iz 7q

Make their day.
The United way.

We need your help to find those fans who deserve a
treat. The dedicated, die-hard supporter. The fan
with a big life event this season. Or the lifelong
Mo Fiekeaes = follower in the family. Whoever they are, we'd love

to hear about them.
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We’ll pick the best ones and when they least expect
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Spreading the kindness with Lynne in
London
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The United Way - Samuel's day of surprises at Old Trafford




Customer Feedback
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Customer Experience Awards

2016

* Judges Choice award for Voice of the Customer @ the Confirmit ACE Awards

* Silver Award for our Voice of the Customer programme @ UK Customer Experience
Awards

* QOverall Best Financial Services Experience Award @ UK Financial Services Awards

» Best Innovation Award @ UK Financial Services Awards

* Employee Engagement ‘Improving CX’ Award @ UK Financial Services Awards

» Delivering Customer Experience Award @ UK Employee Experience Awards

* Customer Centric Organisation winner @ Ukbizawards

» Best Customer Experience Centre of the Year @ CCA Excellence Awards

*» Best Use of VOC Engagement in Financial Service @ 2016 Engage Awards 20 16
* Best Deployment of Customer Insight @ European Contact Centre & Customer Service
Awards

* Insight and Feedback Award @ UK Customer Experience Awards
» Customer Satisfaction Innovation of the Year @ The ICS Customer Satisfaction Awards

2017

* Retained our Judges Choice award for Voice of the Customer @ the Confirmit ACE
Awards

* Best Use of Customer Insight @ the Institute of Customer Service Awards

* Best Financial Sector @ UK Customer Experience Awards

2018

* Judges Choice award for Multi-Channel Success @ the Confirmit ACE Awards

* Winner in the Voice of the Customer & Business Impact categories @ the Confirmit
ACE Awards

» Best Use of Customer Insight @ the Institute of Customer Service Awards

* Most Improved Complaint Handling, alongside 5 other awards @ UK Complaint

Handling Awards 20 18



