Have A Plan

use outside-in design
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The Building Blocks

Assisted Service Self Service Proactive Service
when it’s emotional, 24x7 education,  when customer needs
complex or matters to information & task can be anticipated
the relationship completion right time-right outcome

ASSISTED SERVICE - SELF SERVICE - PROACTIVE SERVICE

Desktop Laptop Tablet Phone Smartphone Wearable Speaker IloT

POINTS OF ACCESS
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The Journey

Proactive

Service

Self
Service

Support as a % of Revenue Support Volume Trends
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o @ =o=Microsoft W Assisted Support > ‘:.
=e=Support as a r..m kit
O e @ e % of Revenue
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Mindset, People, Tech
and Transformation
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Servie SUaegy
Custoemer Service 8 Sopport
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Between doing what you (the customer) want and what a brand wants
you to do, who is going to win?
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Make It Better

attract new users

A
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Personalise & Reduce Effort

Web, In-App, SMS, Apple Business
Chat, FB Messenger, etc

Asynchronous
IVR to messaging = E— messaging

Sphens eacom App

@ SPHERE TRLECON ¥ & w = X

Speech & text- “ Real-time

to_speech Thie May & 72:48 PM engagement

Hi and welcame % Sphore
Tewcom. I'm happy 1o bop you

leday . Whal is wrong with your
Invoica?

Outbound T Virtual assistant
engagement

Thi, May & B:13 PM

O Lot me pull up your profle  Can
you vanify e last 2 numbers of

Vour op code?

Human assistance

Thu, May 4, 813 PM

Security/ Voice
Biometrics NLU routing

Targeting

Five Great Ways To Channel Shift Customers From

Phone To Digital ‘Q/gbrcinfOOd



Improve The Onboarding Experience

Say each digit out loud

6-5-4

Front of driver's license

Position the front of your license in the frame
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Need Consistency

E Virtual Assistant - Human Q

Q Human - Virtual Assistant u
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‘Hole In One’

leverage search outcomes
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Understand Where Service Journeys Begin TR

The New Rules of

Customer
Engagement

REGIONAL SNAPSHOT

When you have a need for customer service, do you search online for
a solution or directly try to contact support?

UNITED STATES UNITED KINGDOM

| try to search for a solution online 72% | try to search for a solution online
]

| directly contact support 28% | directly contact support

s | [

INDIA AUSTRALIA

| try to search for a solution online 77% | try to search for a solution online %

EE—————— =S

| directly contact support 23% | directly contact support 29%

AN =

GERMANY FRANCE

| try to search for a solution online 92% | try to search for a solution online 77%

e, fe—|

| directly contact support 8% | directly contact support 23%

) | —

Five Great Ways To Channel Shift Customers From Phone To Digital S}gbrginfOOd



Map How Customers Make Decisions

Travel Planning

i3 =g
5 videos 34 searches
digital moments

419
researching over 2 months E

380 web
pages visits

Mobile of these

Total Digital Moments digital moments
happened on

pesker mobile

Source: Luth Research ZQ Intelligence™ - Cross Platform Digital Behavior Measurement, Nov-Dec 2014.

i opusresearch
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Tackle The Root Causes

- “57% of all inbound calls came
ﬁ from customers unable to find
what they needed on an

- organisation’s website”

Corporate Executive Board research
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GO gle O, how do i improve my iphone battery life _!, Search

All News Videos Shopping Images More Settings Tools

About 21,800,000 results (0.73 seconds)

Here are the steps which will help extend the daily life of your iPhone battery
with immediate effect.

1. Reduce screen brightness or enable Auto-Brightness. ...
2. Turn off location services or minimize their use. ...
3. Turn off push notifications and fetch new data less frequently or manually. ...

4. Disable Bluetooth. ...
5. Disable 3G and LTE.

More items...

Search Engine Optimization
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Visual IVR

pivot from phone to digital
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“Please press 1 1 this s

2 for personal account

“Please press

under warraniy

o

rp

rate

> DIess &

account

nDilacement

Lomputers

MonRors

Primters

Manufstturers

-

! o

warranty n

Troubleshooting an issue

Poweres By Jacada Viswal IVR




et ATRE 55 oATET 12015 PA
Touch to retum to call D008

Call Now

" ChoieeView Agent Connecled

Wait Time
Now Insurance ~ Claims Menu Talk with an agent

How can we assist you today? File Now Claim - Car S —— . CALL NOW

Get Product Information

Purchase a Product Flle New Claim - Boat or RV Request a call Set a Caliback Time
Get Tech Support

File New Claim - Home Send an emall > Cail me at [2A04/2013 11:1
Check Repair Status A
Partner Support Check Existing Cialm . : i .

Call an Employee

File Glass Only Claim

— -

Choose Your Service Choose Your Channel Choose Your Time
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Mobile Apps

when the need is frequent

A
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How Many Customers Engage Via Smartphone?
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TTatimg

’

3 1or an agent

10 mins

the
it Fixed Rate

d you ke help from
) Virtual Agent?

Yes. T'm not sure how or wheee +
fnd it Can you show me?

v the

© nucieus on the

“ane 10 revesd

IOrmathon

*) Read more in our wu-hﬁpm

Ah § gdn't know you could do tha
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1 in 5 mobile users
seek in-app help. This
number doesn’t even
account for the users
who encounter a
problem and simply
leave the app

h hift
Source: Based on 1.3 Billion devices

the Helpshift SDK is installed on
over 6 month tracking
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Channel Choice

match customer preferences

A
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Why Some Dislike Voice

MY TIME IS PRECIOUS

Telephone calls are an interruption made at Asynchronous communication makes it easier to
the convenience of the caller schedule a response at a time convenient to the
responder
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Five Generations Of Habit

Figure 9: Activity smartphone users say they would miss using their OfFcom
phone for, by age ,\'(';‘:k:%(:::\m|(amn&wmkj

Checking email

m Checking social media/
All aduits who messaging people

use a smartphone

g

Source: Ofcom Adult Media Literacy Tracker 2017
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Five Generations Of Habit

Usage of Live Chat, by Age

Many times
A few times

Once

)l

A screen shot from Software Advice’s “Demographics
on Live Chat Customer Service” survey, showing the
frequency of live chat customer service engagement
among age groups

Used unsuccessfully

Never

0% 10% 20% 30% 40% 50% 60%

18-3¢ @ 35-54 55+

Massaging

12.4%

Soclal Media Video Chat

12.8% 37.8%

9.5%

Age breakdown of video chatters in 2018

88% Age: 18-34

Strongest appetite for live video is amongst
millennials — 175% increase in regular live video
usage in the last 3 years. Today % of millenials
video chat every day.
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Self Service

match engagement preferences

A
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Alexa

O o
| < o Google

Hi Mark, let's got started. 'Y !
Send you tOp SIONes avery
day. It you get lost, just type

help. Pick an option below 1o
get gong

s Cortana  Siri Bixby

Ok, got 1. 1t's been a big
’Q’

rews day Here are your top
©
'_."\J

“ Have Questions? Ask Susan.

“
\ How do | eginter fur waviee? .:!.

t‘ ‘4« Top 10 Questions

=50

“Hi, I'd like to reserve a table
for Wednesday, the 7th.”
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Live Chat

September 2015 October 2015 November 2015 December 2015 January 2016 February 2016 March 2016
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Track your parcel

Enter your CollectPlus tracking code in the box above
The code will be between 7 and 16 characters long and 5
made up of tetters and numbers - an example 15

Qr

You can hind your tracking code in several places

e The receipt given by the ColiectPlus store

o The order confirmation email, if you have purchased a
Can | track my return? label from our website

¢ By signing into your CollectPlus account

Ok Jack, it can take up to 3-5 days to B2 eotect®

process the refund once we've NENICIV G | orpetmtuserirrmtiatiiives

recieved your item s ——
L;".-'tn':;‘l"'u’t"": ——

If you'd like to track your parcel using

your reference number, please select
who you sent this with:

Parcel return to Very

Select a carrier: Last updated: Apnl 30, 2018 at 21:11

Sent via Yodel

Sent via Post Office

Senit via Collect+ A i
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The Return Of Voice U.S. Consumer Interest in Smart
Speaker Use for Customer Service

30.4%
Unsure
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Insurance

DEUTSCHE €®

Familienversicherung

Versicherungen Kundenservice Ratgeber Uber uns

“The customer can now not only
receive advice from Alexa, but can also
simultaneously conclude an insurance
within only a few seconds. We are

starting with our foreign travel health
insurance, continue with our liability
insurance and will be gradually adding
Health insurances and Property
insurances.”

Q

Stefan M. Knoll

Kontakt Schaden melden Presse IR Makler Kundenportal

069 95 86 969

Mo - Fr 08:30 - 19:00 Uhr

4
Alexa,

| sag der Deutschen Familienversicherung
Ich mochie eine Auslandskrankenversicherung
abschiiefen!

/

4 Alies klar, Du bist nun versichert mit dem
DFV-AuslandsreiseSchutz der DFV
Die Zahlung erfolgt Uber Amazon Pay
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