





More Organisations Will Catch Up With Digital Lifestyles

UK 16+ Adults
Minutes Spent In An Average Week

Social networking

Instant Messaging
Emailing

Texting

Photo or video messaging
Phone calls

Video calls

Source OFCOM communications report 2016
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More Organisations Will Improve Conversational Continuity

Real Time

o Twitter - Phone @
E Intelligence Assistant - Human

Messaging - Video Chat o
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More Organisations Will Improve Conversational Continuity

Lapsed Time

| '@' I Email - SMS

iél i Letter - Phone

I @ Automated SMS - Chat
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More Organisations Will Improve Consistency Of Answers

OWOLO®

s

0% consistent on 8% consistent on 23% consistent on —- ept,ca
four channels three channels two channels EpmAMULmHANNEL

CUSTOMER EXPERIENCE STUDY
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More Organisations Will Redesign For Mobile Customer Service

THE COMMUNICATIONS
MARKET REPORT

Mobile Trends That Will Reshape Minutes Per Average Week
the UK in 2017 Smartphone | %/

More than 80% of UK internet users will have a Standard mobile | 78

smartphone next year Landline . 181
Tablet 466

Desktop [ 1 156
g
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More Organisations Will Redesign For Mobile Customer Service

THE COMMUNICATIONS
MARKET REPORT

4G Take-up - UK Adults
2015 30%

2016 48%

4g Mobile Service Availability
98% of UK premises

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
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http://www.visaeurope.com/
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Availability (however/whenever) Becomes More Crucial

Mobile phones not only have
changed the way we live and
communicate — they have
changed the way we think.
Customers have experienced

a mind shift: They expect

any desired information or
service to be available...on any
appropriate device...in context...

at their precise moment of
need —Forrester Research
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@mm 2016 mobile messaging report \

A business should respond
to me 24 hours a day, 7 3.6%
days a week

® Strongly agree

4.8% 3.6%
8.4%
W Agree

m 15 - 24 years old

m 25 - 30 years old

® 31 - 40 years old m Undecided
® 41 - 50 years old

m 51 - 60 years old

® 61 + years old ® Disagree

B Strongly disagree
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2016 Chat Adoption and Availability

. Chat offered . Chat available

2016 eptice

EPTICA MULTICHANNEL
CUSTOMER EXPERIENCE STUDY
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More Organisations Anticipate Recurrent Patterns of Customer Need

Reacting to a service need is often too late from
the customer’s point of view
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Which inbound enquiries can be anticipated and catered for earlier in the
customer journey - or better still, removed entirely?
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More Organisations Adopt Al To Help ‘Humanise Work’

$39 ASK COCA-COLA
Our Virtual Agent

Coca-Cola: Hi, ' your virual agent. What
can | da for you?
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Intelligent Prompts and Automation

For each incoming message, our deep neural networks predict the appropriate answer along with a specific
confidence rating. Answers above the confidence threshold are automated, while the rest are served as intelligent

prompts to agents. The agent approves or personalizes them, further training the model.

Automation Threshold:

Can | bring my puppy on

Is thie seat next to me still

the flight?

empty?

Answer confidence: 98% Answer confidence: 75%
Yes, you can bring pets on The seat next to you is
board in economy and available.

[ Personaie | g
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business class.
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By 2020, Gartner
predicts that customers
will manage 85% of
their relationship with
the enterprise without
interacting with a
human.
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More Organisations Understand The Value Of Their Digital Footprint

“SOCIAL IS
THE SOUL
OF DIGITAL”
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More Organisations Will Experiment With Voice Interfaces

Estimated worldwide unit sales Skills available in the Alexa Skills store

5.2m 6,000 m

4,000
2.4m m
2,000
0
2015 2016 Q216 Q316 Q416
Marriage proposales made to Alexa: Echo owners increased their spending
> 250,000 on Amazon by roughly 10 percent

after purchasing the device

Sources: Consumer Intelligence Research Partners, Statista DMO, Amazon.com, NPD Group
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More Organisations Will Adopt Messaging

OVER THE NEXT TWO YEARS, PEOPLE
EXPECT TO USE MESSAGING APPS MORE
FOR COMMUNICATING’

1B % % %
m e S S age S O?e-(t)o-o ne W?wgaups Wité)Znesses

People exchange over

with businesses every Source: “Facebook Messaging Survey” by Nielsen (Facebook-commissioned
. study of 12,500 people ages 18+ who used a mobile messaging app in the past
month on Messenger 30 days 2016

The way people communicate has changed.
We’ve moved from expensive and short SMS

to free, rich media, instant messages.
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More Organisations Will Mature Beyond ‘Digital First’

Voice Video

Live Assistance for Self Service for

emotional support, advice  24x7 education, information

and complaints & task completion

ASSISTED SERVICE - SELF SERVICE - PROACTIVE SERVICE
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More Organisations Will Track Emotional Impact

CALL EXPERIENCE, TIME, AND TRANSFERS BASED ON EMOTIONS

Compared to Industry Averages
B NPS Call Time B Calls Transferred

187

Company :
Average (1.0) i R

Joy Anger Sadness Fear

EMOTIONS DETECTED DURING CALL

Base: 11B% comoct center calls across 1 large comparies
Source: Mattersight Personality Labs
Analysis: Tomkin Group and Mattersight Persanality Labs
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More Organisations Will Link Emotion & Commercial Outcomes

SUCCESS | EFFORT :EMOTION

Consumers
who are
likely to

Emotion is the most significant driver of purchase

|qu|ty more

#Averoge across 20 industries based on
eedback from 10,000 U.S. consumers)

CISTONER EXPERYACE MATERS Net

Promoter®
Score

et bttt e e ™™ =
e e ) -

B Consumers who give experience high ratings
B Consumers who give experience low ratings
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More Organisations Will Have Improved Engagement Quality

5 foy tus Fomter

Order ntore
First impression

Evadluate
Order

- - .
Contirmaodtion AsK for Aelp

Aetion Peviee Entotion Obstocle Solution Locotion

Focus Outcome Challenges Enablers

Redesigning Customer Journeys The reorganlsatlo.n Of hOW . BalanCing stakeholder priorities A I’ange.O.f template mapS focussed
customers get things done with Making journeys fit for self on specific transformation stages
an organisation based on what service Workflow digitisation

matters to both

10 Predictions For 2017 ()bralnfOOd






More Organisations Will Learn How To More Fully Engage People

PURPOSE CuTs ACROSS ALL FOUR CX CORE COMPETENCIES

ORGANIZATIONAL
LEADERS ALIGN THE
P PURPOSE IS
_— ORGANIZATION
C ) TRANSLATED INTO
. AROUND A SHARED INDIVIDUAL
PURPOSE BEHAVIORS

PURPOSE

o by EMPLOYEES FIND
SHARE THEIR
PURPOSE WITH MEANING IN THEIR
CUSTOMERS INDIVIDUAL ROLES

Copyright @2016 Temkin Group, All rights reserved
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