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0
Have A Plan

use outside-in design



F i v e  G r e a t  W a y s  T o  C h a n n e l  S h i f t  C u s t o m e r s  F r o m  P h o n e  T o  D i g i t a l

The Building Blocks 

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

P O I N T S  O F  A C C E S S

Desktop       Laptop       Tablet       Phone       Smartphone       Wearable      Speaker      IoT

Voice  - Text  - Video

Self Service

24x7 education, 

information & task 

completion 

Assisted Service

when it’s emotional, 

complex or matters to 

the relationship

Proactive Service 

when customer needs 

can be anticipated

right time-right outcome
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The Journey
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Between doing what you (the customer) want and what a brand wants 
you to do, who is going to win?

Typical Digital Aspirations
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0
Make It Better

attract new users
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Personalise & Reduce Effort
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Improve The Onboarding Experience
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Need Consistency
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Virtual Assistant - Human

Human - Virtual Assistant
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1
‘Hole In One’

leverage search outcomes
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Understand Where Service Journeys Begin
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Map How Customers Make Decisions
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“57% of all inbound calls came 
from customers unable to find 
what they needed on an 
organisation’s website”

Corporate Executive Board research 

Tackle The Root Causes
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2
Visual IVR

pivot from phone to digital
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Choose Your Service Choose Your Channel Choose Your Time

Customer experiences greater choice in the workflow
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3
Mobile Apps
when the need is frequent



F i v e  G r e a t  W a y s  T o  C h a n n e l  S h i f t  C u s t o m e r s  F r o m  P h o n e  T o  D i g i t a l

How Many Customers Engage Via Smartphone?
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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

Source: Based on 1.3 Billion devices 
the Helpshift SDK is installed on 

over 6 month tracking 
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4
Channel Choice

match customer preferences
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Generational choice
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Telephone calls are an interruption made at 
the convenience of the caller

Asynchronous communication makes it easier to 
schedule a response at a time convenient to the 
responder

Why Some Dislike Voice

M Y  T I M E  I S  P R E C I O U S
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Five Generations Of Habit
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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

Five Generations Of Habit
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5
Self Service

match engagement preferences
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Retail Fashion
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The Return Of Voice
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“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.”

Insurance
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