


2165 rescue servants

72 fire stations

More than 2000 volunteers

4 regional bomb squads

10 bomb-sniffing dogs




Safety Safety Emergency Rescue work Explosive
prevention supervision  preparedeness ordnance
disposal




Our mission

We prevent accidents and
save lives, property and the
environment

Our vision

Together we have reduced accidents
and losses to the level seen in the
Nordic countries.




Impact to society - less accidents,
less damage, feeling of safety, trust

Supporting processes - fast
response, efficient operations, aware
Citizen, good partners

Supporting organization -
committed, steady and well-trained
employees

Supporting finances - sustainable
investments, financing volunteers,
competitive salary
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WE SAVE 250-500 LIVES A YEAR
WE PREVENT PROPERTY DAMAGE
WORTH 400-600 MILLION EUROS




EMOTIONAL

SERVICE ...
SATISFACTION

CUSTOMER
EXPERIENCE

FEELING LOYALTY ENGAGEMENT
INTERACTION POSITIVE

FEEDBACK T™RUST

ATTACHMENT
IMPROVEMENT

QUALITY

CEM is a strategy that integrates internal processes and functions of Estonian Rescue
Board, and external networks, to create and deliver value to society.

« (Customers needs and feelings

« Service design

« Service quality improvement
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Service-based management model

Service = providing value to target groups

1. Whois our customer?
2. What are our customers expectations?

3. Does our service meet the customer's expectations?




95% of the population trust in Rescue Board

Who is not trusting us?
Why people trust and dont trust us?

Do the people who have used our services trust us the same way?




Safety supervision:
* building inspections
* revisions of construction plans —

Fire prevention:
* trainings

Too slow!




Net Promoter Score® or NPS® measures customer |oyalty.

The original NPS question by Fred Reicheld and Bain & Company:

On a scale of zero to 10, with 10 being highest, what’s the likelihood that you
would recommend us (our company) to a friend or colleague?

Not at all likely Neutral Extremely likely

0 il p. 3 4 5 6 9 10

Detractol Promoter

% PROMOTERS - % DETRACTORS = NPS (NET PROMOTER SCORE)
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The Rescue Board aims at providing society with the best possible service. We would

appreciate it if you could give some feedback on the service provided to you recently by
the Rescue Board.

« Towhat extent do you trust the Rescue Board? (0=do not trust at all, 5=neutral, 10=trust very
much).

Please comment on your opinion.

« To what extent were you satisfied with the service provided by the Rescue Board?
(O=was not satisfied at all, 5=neutral, 10=was very satisfied).

Please comment on your opinion.



Tell us
what you

think

 Systematically started gathering feedback in 2016
* In 2016 we sent out over 3 900 questionnaires (response 59%)
* In 2017 we sent out over 12 600 guestionnaires (response 41%)




Net Promoter Score

- Shows trends

Promoter Index

- Measure clients loyalty (trust and satisfaction)

Net Promoter Score

« Doesn't give you an answer ,why?

The score tells us if something needs to be done
Feedback tells us what needs to be done




DETRACTORS FRUNMUTEMNS
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Fire safety supervision - e-service of self-inspection, safety inspections, revisions of
documentations, partnership activities.

Rescue work - building fires, traffic accidents, water accidents.
Safety prevention — home visits, safety days, safety trainings.
Emergency preparedness - facilitation of crisis committees.

Internal services - legal support, analyses, recruiting process, communication channels etc




Customer experience (rescue work)

PAASTETOOVALDKONNA TAGASISIDE KOKKUVOTE OKTOOBRIS

alusel oli

okioobrikuus soovitusindeksi metoodika alusel 66,67, rahuloln paistemecskonna

tegutsemisega oli 74,08,

Padstetss valdkonna kusitlus koosneb kahest pihikusiamsest, millest esimesega palutalse

hinnata Paasteameti usaldusvaarsust ning feisega antakse inimesele vimalus anda tagasisidet
a i ikul 01.10.2017-31.10.2017

edastati kisimustik 74 kontakfisikule, millest Recommy keskkonda laekus 27 tagasiside
vastust. Vastanute protsent oli 36.49.

Rahulols  paastemeeskondade  feguisemisega  keskuste  loikes jagunes jargmiselt
):

e

Vastused jaotusid keskuste ja maskondade 18ikes jargnevalt
KESKUSTE LOIKES VASTAJAD Vastanute arv maakondade IBikes

met palub tagasisidet
” R netile on oluline pakkuda Ghiskonnale parimat vdima
ecommyo Com 3ga palume Teie tagasisidet osutatud teenuse kohta.

nuivord te usaldate Padsteametit?

. 0 1 2 3 4 5 6 7 8 9 10
\ V 0=eiusaldaOldse 5 =neutraalne 10 = usaldan vga
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PAVIS

Kontaktisikute andmed @
Ees- ja perekonnanimi Telefoni number E-post aadress.
Jun Minketson 53054338

OBSTACLES

We have more important things to do,
we are working

Nobody was there

| didnt know that | should have asked
e-mail

Police already asked e-mai
| dont have to do that,

sk them




Negative feedback
manage customer expectations
development of public services
development on processes and operations
hire and train our employees
development of technique and equipment

Positive feedback
praising
motivating




ACCIDENT STARTS CALL 112 FIRE CREW ON SITE PROBLEM SOLVED FIRE INVESTIGATION FEEDBACK CONTACT
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1. Activities

2. Expectations
3. Emotions

4. Experience
5.

Opportunities




11’11’;"

( ’ ' 4 Teli" earw% Ghice!

— 1\’1’ "

- Mindset (customers feedback helps us to improve)
- Technology (more automated work, less work for employees)
- Additional workload for analysing feedback

- Data using (trainings, principles)

- Data (e-mail) gathering

- Data protection




- Value-based segmentations

- Smart data usage (customer database, CRM)

- Text analysis software (Texta)

- Mystery shoppings




Media (inc social media)
Accidents

Trainings

Home visits

Friends

Safety days

Red fire trucks
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CUSTOMER

EXPERIENCE




Thank voul



