Injecting the V Factor

Embedding the Virgin Value to create a differentiated customer experience
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Memorable Moments

lain Brookes o
@iainbruX

@VirginMoney after working hard on my
credit score, and applying for the card | was
absolutely delighted when | got approved
and nearly cried - and | was even more
heartfelt when | received this! Thank you @

' Saman

a Kay Ramsbottom

A big thank you to laura redhead spoke to her
this week regarding a payment holiday on our
mortgage she was amazing and i told her so, as i
had spoke to a number of people from virgin
money over the last 8 weeks as she was the
professional kind and helped and even after our
conversation went above and beyond sending
my daughters the below goodies. Well done
virgin money for employing laura redhead shes
an amazing member of staff and this shouldnt
g0 unrecognised.

© Q

21 likes

samanthalphipps When you tell your new credit card company you are expecting and this turns up the

next day... @virginmoney #lovethis #customerservice #phipplet #50daystogo @phippo

. money

"I would just like to sch
thank you for sending a
little gift for my
daughter (Mina Rose).
Tricia was very friendly ¥ .,
and dealt with my call W/_M,’t alovely surprise )
quickly and the gift is a Waiting for me when |
lovely welcome to being | 9 home on Friday,
a new Virgin Money Thank yoy so very

customer. Mmuch for those
- beautify flowers the
C_o/ours are glorious gg
/i the scent- including
Stocks” whijch were

Nasih’s favourite.
Thank You with loye
and k/nd /'egardsl/




Random Acts of Kindness () money

rgin Money UK.

@ manchester United with Vi
il : ing young fan @ Manchester
truly desenving y ' -
i ecently gave oné i
e Nlone'{ e he'll never forget, helped by some very pect
s : manutd comﬁheum\edway,

someone you know, bt

To nominate

Make their day.
The United way.

posion to me
was In & mitar post

u-.um!ﬂf""";,"
We need your help to find those fans who deserve a
treat. The dedicated, die-hard supporter. The fan

;ib - O Comment @ share with a big life event this season. Or the lifelong
Most Relevant = follower in the family. Whoever they are, we'd love
©0W 55 to hear about them.

703 Shares R R

We’ll pick the best ones and when they least expect

i b for it, do something amazing for them
ou to Man Utd and Virgin m‘;‘:d y ) e g .
a mqtie;mzr’;'d“gmﬁ:;?“egm_nmsm memorable de
making OD:,&

@ for us al!
- NOMINATE

Spreading the kindness with Lynne in

London

. - c d tak
Oome and take a

[ e | G- in Lokedin closer look at our

Last month, we asked our Credit Card customers to

s re mortgage deals

cts of Kindness Day. We love givi
and enjoyed reading through over 4,000 nominations to help us spread that love.

thermal blanket, gloves. socks, a scarf and a mug with sachets of tea, coffee and hot chocolate and
is delivered free to people who are nominated for one”.

in the first year Lynne delivered 60 Warm in Winter bags, in the second that Become
“ increased to 800 and this year she is on target to deliver more than 2500 to a lounge > M@ e
deserving people in Hertfordshire. member

foved, we thought she should

surprised her with a Yicgi
th s Head Hotel. Situated in the


https://www.youtube.com/watch?v=4hdbAFYAxBc
https://www.youtube.com/watch?v=KTjrMhk2m8M&feature=youtu.be

The United Way - Samuel's day of surprises at Old Trafford




Customer Feedback

‘I was delighted with the
received from Emmaq,
S apleasure to receive sych
warmth ang Professionalism
: h - \,! ; from her.

“It was g pleasure i the end! ! feel Emmqg is a great asset to
er. This is the re your team. | would highly
Virgin Bang. 4l . < : recommend. Many thanks~

he/pfu/, itis how banking used to

be, no sqles bush, just genuine . ; |
products Which i

| “Brilliant customer service
Itis a pleasure ¢ 9o there”

' Lo
ay. 3

representative, he was so .
helpful and friendly, | was very

pleased with the level of )

service and just wish t_hat a
financial services prowdeq th.e
same level of serwfe as Virgin
Money

help |
It wa,
O .
. even w Y
dealing with

Uames - Jwrtaaf &n‘/‘e

%f"/g f &
Fhes
[an ﬁ}/ e ~ Contact Centre

~ Cartley S






Customer Experience Awards () money

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

* Overall 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
e 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



