advanta design lab

leap!: band-aids

The first attempt to communicate differently was
acknowledging mistakes. This program was designed to

give back to our most valued customers. By creating a
dialogue with customers, we established a more transparent

relationship and opened the door to a brand new experience.

Issue Addressed Project Goals

Some of the most important P Redefine the relationship between customers and their credit card company

luded , CLI S .
issues included reprice, C » Open the channels of communication to establish a more open and

declines, authorization blocks, transparent interaction

rewards redemption issues,
o » Treat our customers better
overlimit/late fees and a general

‘oops’ for miscellaneous issues.

Your recent call came to my attention. I'd like to extend our

sincere apologies for your inconvenience and offer the enclosed
gift as a small way of saying we're sorry. s :
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what if advanta said “I'm sorry?"

I'd like to extend a sincere apology for any inconvenience. Please accept
the enclosed gift card as our way of sayia 1y for the hassle.

you will be receiving a letter
confirming an increase in your credit line in the next few days.

Youare
one of our most valued customers, and we will continue working
to make your experience with us a positive one.




