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CUSTOMER EXPERIENCE IS 

DIFFERENT TO CUSTOMER 

SERVICE



WHAT IS 

CUSTOMER 

EXPERIENCE?



THE CUSTOMER IS AT THE 

CENTRE OF EVERYTHING WE DO



WHY IS CUSTOMER EXPERIENCE IMPORTANT? 

Internal & Customer 

Request ManagementQuoting

Reporting

Service 

Provisioning

Billing
Customer Service 

Management 

Customer 

Onboarding  









Australia’s leading independent 

Data-Centre-as-a-Service provider

"Cloud Plus has partnered with NEXTDC as it 

offers state-of-the-art facilities, uniform rates 

and a single operations team across all sites 

and a self-service platform (ONEDC®) that 

gives us the visibility and control we need 

across all sites. 

And the scale of NEXTDC’s facilities means 

that carriers, channel partners and content 

providers are only a cross-connect away.”

Jules Rumsey
Chief Executive Officer









Australia’s leading independent 

Data-Centre-as-a-Service provider

“NEXTDC’s data centre footprint and the 

AXONVX switching fabric are making it 

easier than ever for customers to access 

secure, private connections from their on-

premise networks to Microsoft Azure or Office 

365 via ExpressRoute and extend their 

enterprise cloud strategies.”

Toby Bowers
Director, Cloud & Enterprise 







Australia’s leading independent 

Data-Centre-as-a-Service provider

“Our team at HBF are very impressed with P1, 

our new state-of-the-art home for HBF’s 

mission-critical service continuity centre. The 

relocation was seamless and NEXTDC’s 

support was invaluable, they ticked all the 

boxes for speed, security, efficiency and 

professionalism.”

David Gollan
Group Chief Information Officer





Australia’s leading independent 

Data-Centre-as-a-Service provider

“Our customers are using the AWS Cloud to 

drive agility and innovation in Australia and 

beyond. NEXTDC is playing a key role in 

supporting customer success by expanding 

AWS Direct Connect availability in Australia.”

Stefan Jansen
Head of Channels and Alliances, Australia 

and New Zealand 





HOW IMPORTANT IS CUSTOMER EXPERIENCE?

Of consumers

switched brands due 

to poor customer 

experience

Of companies will 

compete based on 

customer experience 

(up from 36% in 2012)

Gartner: 2016 Customer Experience Survey

66% 89%
Of senior executives 

believe that customer 

experience impacts the 

willingness of a 

customer to be a loyal 

advocate

74%

Oracle: 2016 Customer Experience & Loyalty Survey Gartner: 2016 Customer Experience Survey



CUSTOMER EXPERIENCE IS THE NEW BATTLEFIELD

In 2012

36%

Gartner: 2016 Customer Experience Survey

Companies expecting to compete mostly 

on the basis of customer experience

89%
In 2016



MID SIZED INDUSTRIES HAVE THE OPPORTUNITY TO 

COMPETE ON CUSTOMER EXPERIENCE

Source: Salesforce 2016 Connected Manufacturing Service Report

Customers today demand deeper engagement

74%
Customer engagement is overtaking products

of industry execs say data-driven 

services will be their primary 

revenue source within 10 years



NEXTDC COMMS – WHAT CUSTOMERS ARE SAYING

"It’s clear who’s 

responsible for 

each service".

"ONEDC 

makes it 

simple and 

easy to do the 

things I need 

to do".

“Having a central place for 

all the information we 

receive helps with staff 

handovers".

“By making the bill 

easy to read, I can 

get it paid on time".

"I can book my 

cross connects 

in advance".

"I can search 

my emails for 

everything I 

need".

"The CPI increase was 

clear – so my 

Purchase Orders were 

easy to create".

“I can see all the fees 

on my bill, this makes 

my life simple".​



TECHNOLOGY INVESTMENTS – CUSTOMER BILLING



NEXTDC COMMUNICATION – CUSTOMER NOTIFICATIONS



NEXTDC’S DIGITAL 

TRANSFORMATION



CORE IT

FY18 TECHNOLOGY PRIORITIES

OPERATIONS

PRODUCT DEVELOPMENT
DATA CENTRE INFORMATION 

SYSTEMS



SECURITY



NEXTDC 

OFFERS 

MORE THAN 

COLOCATION
Real-time 

alerts and 

on-demand 

reporting

High-speed, 

secure 

connectivity



nextdc.com

“ IT departments need better 

visibility into their data center

infrastructure and more 

automation.

Jennifer Koppy, IDC Research Director



Keep tabs on your racks 

with real-time intelligence

MANAGE AND 

MONITOR



DCIM ADOPTION

The global DCIM market 

accounted for US$546M in 

2015 and is expected to 

reach $US1.65B by 2021

Zion Market Research: DCIM Market, Global Industry Perspective, 

Comprehensive Analysis and Forecast, 2015 - 2021 (Dec 2016)

20.3% 56%
CAGR 2016-2021 GLOBALLY

of organisations with a 

data centre operation 

have purchased or are 

considering commercial 

DCIM
Uptime Institute Data Centre Industry Survey 2015



ONEDC
®

DCIM-AS-A-SERVICE

REAL-TIME

Monitor status and be 

alerted before issues arise

CONTROL

Automation means efficient 

management of your space

VISIBILITY

A remote view of all your 

critical IT infrastructure

Intelligence on every aspect of your data centre service in one central cloud platform



ONEDC PACKAGES AT A GLANCE

Telemetry 

Package

Advanced 

Management Package

Access Management

Power Monitoring

Environment Monitoring

Service Management

Infrastructure Visualisation and Management

Connectivity Tracking

Predictable Planning

Alerts and Notifications 

Reporting

Included in standard rack 

package

We’re continuing to  

develop features to 

support customers 

evolving needs.



SMARTER 

CONNECTIVITY

Create secure, high-speed 

connections between your data 

centres, networks and clouds.



CUSTOMER’S 

CONNECTIVITY 

NEEDS

Carriers

Racks

Inter-state 

DCs

Clouds

Metro 
Data 

Centres



NEXTDC CONNECTIVITY OFFERINGS

AXON Ethernet

Elastic Cross Connect
NEXTDC and other 

Data Centres

Cross Connect to Local 

NEXTDC Data Centre
Between same city NEXTDC 

Data Centres

Data Centre

Cross Connect
Inside same NEXTDC 

Data Centre

LOCAL METRO
INTERSTATE / 

INTERCAP



You’ve got to start 

with the CUSTOMER 

EXPERIENCE and 

work back toward the 

technology.

– Steve Jobs


