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Omni -Channel
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More Organisations Will Catch Up With Digital Lifestyles

UK 16+ Adults 

Minutes Spent In An Average Week

Source OFCOM communications report 2016 
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R e a l  T i m e

More Organisations Will Improve Conversational Continuity 

Intelligence Assistant - Human

Twitter - Phone

Messaging - Video Chat
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L a p s e d  T i m e

More Organisations Will Improve Conversational Continuity 

Letter - Phone

Automated SMS - Chat

Email - SMS
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More Organisations Will Improve Consistency Of Answers
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Mobi le
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More Organisations Will Redesign For Mobile Customer Service 

M i n u t e s  P e r  A v e r a g e  W e e k
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More Organisations Will Redesign For Mobile Customer Service 

The Dots In The Mobile First, Digital Ecosystem Are 
Joining Up Fast
In Europe, 54% of us regularly use a mobile device 
to make payments compared to just 18% in 2015
Source: Visa’s 2016 Digital Payments Study

4 G  T a k e - u p  - U K  A d u l t s

2015 30%
2016 48%

4 g  M o b i l e  S e r v i c e  A v a i l a b i l i t y

98% of UK premises

http://www.visaeurope.com/
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Avai labi l i ty



1 0  P r e d i c t i o n s  F o r  2 0 1 7

Availability (however/whenever) Becomes More Crucial
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Proact ive
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Reacting to a service need is often too late from 
the customer’s point of view

More Organisations Anticipate Recurrent Patterns of Customer Need



1 0  P r e d i c t i o n s  F o r  2 0 1 7

Which inbound enquiries can be anticipated and catered for earlier in the 
customer journey - or better still, removed entirely?



#5
Human Assist
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More Organisations Adopt AI To Help ‘Humanise Work’
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Social
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“SOCIAL IS

THE SOUL 

OF DIGITAL”

More Organisations Understand The Value Of Their Digital Footprint
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Voice & Text
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More Organisations Will Experiment With Voice Interfaces
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Source: “Facebook Messaging Survey” by Nielsen (Facebook-commissioned 
study of 12,500 people ages 18+ who used a mobile messaging app in the past 
30 days 2016

More Organisations Will Adopt Messaging 
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Live Assistance  for 

emotional support, advice 

and complaints

Self Service for

24x7 education, information 

& task completion 

Voice  - Text  - Video

A S S I S T E D  S E R V I C E  - S E L F  S E R V I C E  – P R O A C T I V E  S E R V I C E

©Brainfood Consulting 2016

More Organisations Will Mature Beyond ‘Digital First’
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Emotion
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More Organisations Will Track Emotional Impact
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More Organisations Will Link Emotion & Commercial Outcomes  



#9
Going Digita l
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Outcome
The reorganisation of how 
customers get things done with 
an organisation based on what 
matters to both

Focus
Redesigning  Customer Journeys

Challenges
Balancing stakeholder priorities
Making journeys fit for self 
service

Enablers
A range of template maps focussed 
on specific transformation stages 
Workflow digitisation

More Organisations Will Have Improved Engagement Quality
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Culture
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More Organisations Will Learn How To More Fully Engage People


