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Achieving an exceptional Customer Experience —

each and every time —is tough!

of customers get

89% frustrated because they

need to repeat their issues
to multiple representatives

of consumers will

abandon an online transaction
If thelr questions or concerns
are not addressed quickly

45

“To Speak with a customer
service representative,
say representative.”
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Al & Self-Service
Transforming CX

What To Expect For Al
(Artificial Intelligence) In
2019
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The evolution of artificial

intelligence in customer #w*

experience

Artificial intelligence (Al) has been all the rage in the customer
service industry for some time now, but until recently it was hard to
distinguish hype from reality

4

Q
No Jitter | = 2(a,

Insight for the Connected Enterprise
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Al in the Contact Center: Improving the
Human Touch

No matter how smart machines are, business-to-customer interaction

Che New lork Times s

AL Still Needs HLL. (Human

Intelligence), for Now

Chatbots and other computers are learning, but we still have skills

Harvard
Business
Review

Latest Magazine Popular Topics Podcasts Video Stoi

~ Keeping the Human
Element in Customer
Service While Using Al and
Chatbots
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Disconnecton —=w——  Artificial Intelligence (Al)

Businesses have a misconception
that consumers want more Al

2 Businesses are not in touch with
consumer perceptions of Al

3 Businesses overestimate customer
use of Al for any purpose
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2019 Global Findings: Business vs.
Consumer Customer Experience
(CX) Transformation Benchmark
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Use of and satisfaction with automated assistants
for customer service very low.

A full

90"

of customers prefer to talk
to alive service agent
over a chatbot

of respondents said chatbots
and virtual assistants need
to get smarter before they
will use them regularly

o

00"

disagree that chatbot and
virtual assistants make it
easier to get issues resolved
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Al-Powered Self-Service is Not a Customer Pleaser...Yet

34"

are willing to use
bots and virtual assistants
once they get smarter

my,

6%

already say it makes
It easier to get
Issues resolved

Ny

7%

would like to use
home virtual assistant to
Interact with businesses
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!.Self-Service
1 Strategy Tips
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The right game plan blends strategy & technology.

Find the perfect blend of Self-Service and Agent-Assisted options.

Make It intuitive and proactive.

Nail the Transitions from Self-to-Agent-Assisted Service.
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| Invite you to learn more. Download Now!

2019 Global Findings: Faster Service, Happier Customers:
Business vs. Consumer Customer Using Self-Service to Accelerate
Experience (CX) Transformation Benchmark the Speed of Resolution
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What It Takes
to Compete for
Today’s Global

Explore Both

Sides of CX:

Contact Center .
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Consumers m

Customer Expenence (CX) Transformation Benchmark

Customers
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Real-world customer experience study” reveals

o [izdiocre custonrer satsfactior
B—| ¢ Critica rcle of customer service agerts

g ¢ Cautien for emenging Al chaancle

Customer experience study” reveals big gaps

Businesses:
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¢ Underestimate agent-assisted channel satisfaction

Faster Service,
Happier Customers:

Using Self-Service to Accelerate
the Speed of Resolution

Visit niceincontact.com/research19 for the full report that covers business percaptions Py s N TN o ¥
f GX vs. consumer feedback for 11 different channels in US, UK and Australia NICE inContact survey reveals mediocre
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https://www.niceincontact.com/call-center-resource-finder/2018-nice-incontact-cx-transformation-benchmark-infographic
http://get.niceincontact.com/Q219-CX-Transformation-Benchmark-Business-Wave.html
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ROUTING OPTIMIZATION & Al
Connect Journeys Turn Insights Into Unlock Your Team's Streamline Service
Across Any Channel Results Potential Delivery
C___” D OPEN CLOUD FOUNDATION
Power Rapid Innovation




1hank You

Tamsin Joy Dollin
Senior Product Marketing Manager

Tamsin.Dollin@NICEInContact.com

Let’s connect on LinkedIn
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