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The rise of diversity: BTQ
5 generations at work by 2020
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Source: London Business School, 2013
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The rise of diversity:

I am frustrated with the technology

available at work Use IM at work:

GenY-31%
Gen X—28%
Baby boomers — 19%

i

GenY Gen X Baby boomers

My day would be significantly
more productive if there was

| don’t mind working out of work better info sharing

hours if | can do my own thing
during work hours
59%
GenY GenX Babyboomers Baby 529%
boomers

“Baby boomers will remain committed to email and deeply suspicious of social media at work,
whilst Generation Y and Z rely on a number of social and mobile platforms to communicate”
London Business School FoW Consortium, Generational Cohesion Report, 2013.

Note: (Gen Y, 18-34), (Gen X, 35-50) and (Baby boomers 50+)
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Rethinking the Office.

Hub based/ “Coffice” workg#rf.-»

Activity based working Virtualised working
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Digital footprints: Social physics

Return on investments
social v5. non-social investors

Physical spaces: friends meet at a few
meaningful places, strangers pass randomly

Thanks to Sandy Pentland, MIT

Copyright BT Global Services, 2015

A :
ZE/O N ﬂ@%‘tl NQ s performing anywhere



— e
The Rise of the Droid: Self service is only the start. davieshickman BT@

Web-chat and social media fastest growing, as the traditional channels fall away in
terms of customers contacting organisations

Which of these methods of contacting organisations do you use currently? (UK)
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Channels scoring less than 5% are not included — other social media, video-chat.

Source: Davies/Hickman (2015), The Autonomous Customer, BT/Avaya, UK data
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The Rise of the Droid...

il Pattern matching &
' unstructured problem solving,
e.g. Watson.

0\)‘/\0 1S Stoker?
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Language & complex comms,
e.g. Siri, Narrative Science,
Lionsbridge.

Changes in Wages for Full-Time, Full-Year Male
U.S. Workers, 1963-2008 : /  Graduste
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How work is changing.

o
Conceptual Age
(Creators, Experts
Information Age and Empathisers)
(Knowledge

Ty Workers)

Industrial Age
(Factory
Workers)

o
Agriculture Age
(Farmers)

By 2020, McKinsey predicts that there will be a global
deficit
of 40 million high-skilled workers in advanced
economies, whereas
there will be a surplus of 90 million low-skilled workers.
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SuperAgent 2020: The Future of the Contact Centre.

Primary Function of Contact Centres Agent Skills
Other
L4 other JJ 2
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0‘%/6%Source: SuperAgent 2020: The Future of the Contact Centre (2014), Millard & Alcock, BT White Paper.
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Key technologies 2020.

other [ 1 -
big data analytics IR | g ‘u‘ =
cloud _ 14
agent webchat _ 13
intelligent based routing _ 32
mobile technologies — 23

e %/ -Source:; SuperAgent 2020: The Future of the Contact Centre (2014), Millard & Alcock, BT White Paper.
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