
1.

Describe the digital journey of your organization's customer service function, highlighting key
milestones and initiatives that have leveraged technology. 

(Provide an overview of their organization's digital transformation journey, showcasing the
adoption of technology and its impact on customer service.)

2.

How has technology been utilized to improve the overall customer experience? Please provide
specific examples of digital tools, platforms, or innovations implemented. 

(Examples of specific technologies or digital solutions that have been deployed to enhance the
customer experience. Applicants can highlight the benefits and outcomes achieved through their
technology initiatives.)

3
.

Share details of any (personalized or AI-driven) customer service experiences enabled by
technology within your organization. 

(This question focuses on customer service experiences that have been made possible through
technology. Applicants can describe how technology has been utilized to deliver tailored and
automated experiences to customers.)

4
.

How has technology enabled seamless customer service? Describe the integration of various
channels (e.g., website, mobile app, social media) and how it has improved customer
interactions. 

(This question assesses the organization's ability to provide consistent and seamless customer
service across multiple channels. Applicants can highlight how technology integration has
improved customer interactions and their experience across various touchpoints.)

5
.

Explain how your organization measures the success, and measures the impact of technology-
driven customer service initiatives. Outline the key analytics, metrics and tools used to evaluate
performance and customer satisfaction. 

(This question aims to understand the measurement and evaluation practices in place to assess
the effectiveness of technology-driven customer service initiatives. Applicants can describe the
metrics, tools, and methodologies used to track performance and customer satisfaction.)

This category will be judged upon each applicant’s entry statement. Please note that your entry should
be no more than 2000 words in total.
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