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The Challenge

CLP aims to bring a smarter and more sustainable future to its
customers in Hong Kong through enhancing the digital channels.

Our key digital transformation initiative was revamp the Online Move-In
with the following main foci:

¢ Increase Online Move-In adoption rate and service awareness

. "("-‘fr".
¢ To increase property agency engagement as they represent a large e,
number of request cases and could increase the higher adoption rate -/c;‘,,{
for Online Move-In , - "

¢ Reduce the number of call-ins in the long run y SR,
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Design Research

“Some people think design means how it looks. But of course,
if you dig deeper, it’s really how it works.” — Steve Jobs

Understanding the problems

The scrum team and | began to study how users move through Online Move-In
funnel, user interviews results, benchmarking results, usability tests, and surveys
with individual residential tariff, property agencies and project stakeholders.

The followings are our primary findings:
1. 30% (8000 sessions) drop out before selecting an address

* 50% of users were frustrated at the “no record found” after entering the flat
and floor into the address search field

e User input address in Chinese but this field supports English address only

e Google Map search option has higher drop out rate than address search
option

¢ Slow response time caused by Google Map search
2. 17% (3000 sessions) drop out before selecting flat / floor

3. 26% (4100 sessions)) drop out upon document submission and/or previous
owner checking
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Online Move-In Application flow

Only 25% of customers have CLP online account

Most CLP customers were not aware of the online channel for application for electricity or

name transfer. Only 6% use of Online Move-In are made among 250K cases every year in

various channels
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6. Users don’t understand the term “Ez5{HEE”

Users unable to find “Move-In” webpage

8. Each Online Move-In case took 5-10 mins to complete while CIC

only took less than 5 mins

9. User’s address is not supported by CLP

10. Only a few of the office computers have internet connections

11. Information availability biased towards CIC

12. Agents prefer CIC which is faster
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Journey Mapping

The journey map gave us an in-depth understanding of users’ pain points, perceptions and
experiences. We explained to project stakeholders that the elderly might not be our potential
customers for Online Move-In due to their lack of internet skills. We also learnt that some of the
key interactions caused the drop outs during online application.
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Conversational Interface

Should Chatbots replace e-Form?

Explore the possibility to replace online form with chatbots
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High Fidelity Design
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Design System
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Road map and proposed timeline

The sprint planning is designed to be finished around 6 months and each sprint in every 2 weeks.

2019
Strategy

Capability building

Move-In Revamp
(1st build)

Move-In Revamp
(2nd build)

Others

Task description Status

1. SC and Program Team formation In proaress
2. Alic on orc structure, i itation approach, hig In progress
3. Finalise scope of work for 2nd assianment from Pebbleroad & proc In proaress
4. Diaital Strateqy for C&l Not started
5. End to End Playbook for digital transformation Not started
6. Web / App Content and Ul Desian Not started
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E

nhanced Application Flow

Improve Online Move-In service awareness by IVR Promotion, SEO, Top/Square banner, and
Enhanced Mega menu

Introduce new flow for property agency (increase Online Move-In adoption rate)*

Simplify application process by cutting down steps

Allow customers to submit required documents later & reminder will be sent via email/SMS
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A/B Testing

Quick fixes

Due to time constraint, we’ve used different methods to motivate users.

A/B testing is a quick tool to understand users’ motivation.

Observation:

* New Move-In landing page generated higher conversion rate and

lower exit rate

e Traffic from top banner and square banner generated lower
conversion rate

Page A - Existing page

Page B - New Design

Traffic from top banner

Traffic from square banner

Traffic from key services &
mega menu

30.6%
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21.9%

37.3%

53.4%
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9.8% 40.4% 26.4%
7.8% 50.6% 13.1%
10.2% 32.1% 20.9%
4.9% 42.3% 14.5%
7.6% 61.0% 9.4%
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The Solutions
CLP Homepage

1. Include promotion banner to promote awareness of
Online Move-in

Revise the page content
Refining menu arrangement
SEO /SEM

Move-In Landing Page

Revamp interfaces and instructions

6. Explore address selection refinement (e.g., recognising
short-form)

7. Implement a more refined analytics measurement
8. Explore sequence change (e.g., contact info come first?)

9. Revamp document upload flow to allow deferred upload
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The Result

¢ Increase in Online Move-In completion rate by 6.7%
¢ Overall improvement throughout the application journey
e 73% of call-in users aware of Online Move-In (compare to 40% on 18 Dec)
e Reduced number of call-in customers
— Online application (LHS) — All Cases (RHS)

# of move-in case

1 - - Baseline (Jun - Nov 18) 200 LY
- - 4th SC (week of 25 Feb)
- 5th SC (week of 11 Mar)
- Latest (week of 18 Mar)
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