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The moments that matter

David Atherton, Customer 
Experience Director





Getting the basics right
To have the happiest customers by relentlessly striving for a better way.

By 2021, AO will be widely trusted, famous for our difference and loved by 

our customers.

Purpose

Mission



Our values



Customer experience strategy



Be brilliant at the basics
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The best service is “no service”
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Stage of Journey IVR
Stage of Journey IVR

Stage of Journey

• IVR 1 - Pre Order/New customer 

• IVR 2 - Post Order/Pre Day of Delivery 

• IVR 3 - Day of Delivery (Pre  Delivery)

• IVR 4 - Day of Delivery (Post Delivery)

• IVR 5 - Post Delivery (Up to 3 days)

• IVR 6 - Post Delivery (3- 30 days)

• IVR 7 - Post Delivery (After 30 days)
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We care more
Happiest customer index

NPS score

over 80


