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Expecting The FEarth Heaven

“"It’s not just the convenience

that is driving consumer’s

migration to mobile, it brings a

JamesRope; whole new mind-set in which

9]
]mrg everything is always immediately
the voice of e-retail available”
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Now!

WHAT YOU WANT.

WHEN YOU WANT IT.

Shop at your favourite online stores and Shutl will deliver in minutes
or at a convenient time of your choice.

SO WHAT ARE YOU WAITING FOR?

FASTEST DELIVERY

1 L: MINS 5 8 SeCS
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WiFi, location tracking and real-time couponing
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717 OF YOUTH WOULD RATHER SPEND THEIR LAST $10
ON' TOPPING UP THER PHONE THAN ON FOD




Screen Hopping
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Screen Hopping

research product browse options purchase item
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Screen Hopping
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Mobile + Social Synergy

UK 80% access Twitter via mobile
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Gloal 6% access Fécook via mobleltablet
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Mobile Support

il Caurior 3G 4:20 PM

Back Mobile Chat

April 2013

NatWest and RBS become the
first iIn Europe to offer in-app,
real-time customer service
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Adoption Trend

THE VOLUME OF QUESTIONS ASKED BY BRANDS' FANS DURINE\ -G
(1 HAS INCREASED BY 30%"

. MNumber of Questions
i MNumber of Answers

166k 895K
' ' |NEREASE
360k IN FAN QUESTIONS
oo\‘] i
90‘ 012 032012 042012 01 2[]13

* An increase from Q4 2012
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CUSTOMER SERVICE
IS NOW

A
SPECTATOR SPORT!

75 759 29 89 0

3 Share Tweet Q+ Share [in| 0




Towards Consumer Activism

Tweets
- A~ W Follow
VN AHVSVN 4h
Checkout @British_ Airways state-of-the-art - | got what | wanted. | win
baggage handling system Expand
pic.twitter.com/6kft4NTcBo S
4~ Reply TV Retweet W Favorite  Buffer ®®® fiare IHVSVN 10h
. Final Spend pic twitter.com/jaTHLGZIKK
Hide photo 4 Reply t3IRetweet X Favorite
76.8K 14.6K $1,000 $0.07
IMPRESSIONS INGAGENENTS CAMPAGN SPEND ECPE
powered by | Photobucket Flag this media
Fos | s | 8 .1
RETWEETS FAVORITES
1146 PM -3 Sep 13 - Details
Tweets: Businessman Syed revealed his final figures
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Upsides & Downsides

Consamers Who Consamers Who
SwMTopip Haven't Used Have Used

Sociadl Customer Service  Social Customer Service

Additional amount consumers 0 0
are willing to spend for ”A MOY ZiA MOY

excellent service

Have not completed an intended

purchase because of a poor 4—qz 83%

customer service experience
in past 12 months

Number of people consumers

will tell about good ‘1 P%Pl@ 4’2 P%Fl@

customer service experiences

Number of people consumers

will tell about bad i? P%Pl@ 53 P%Pl@

customer service experiences

Source: Amex’s Global Customer Service Barometer 2012
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Voice Enters #social custserv

EC356 Martin Hill-Wilson & martinhw 20 Jul I
Twelephone Is A Telephone That Connects To Your Twitter Feed

And Your Customers. Seamless for Social custserv DII.Iy;"‘IZUVQXY
View photo

EC365 Chris Matthieu - chrismatthieu 20 Jul ,
Hacking on @ Twelephone. Next feature will be a WebRTC-to-SIP call
forwarding feature for enterprise contact centers!

L) Retweeted by Martin Hiill-Wilson
Expand I

1 (»- Home Calls Experts Settings Developers Help Blog u EEE
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‘ O» jymerrill ;i hello 4 months ago
. ¥ loopingrage a cool 3 months ago
. O migraves &

H 30 days ago
B o o 1 test ys ag
Audio call from b1722420-888a~4838-adb0-ad3cbbalfae38i-8f17canl phono.com
P nickniemeir - Audio Session requested by
e j testing L 517a2420-888a-4838-adb0-ad3cb6a19ae3@4-811 7can0.phono.com - ays ago
To chrismatthveu@iipaip. info
B P popstardiva a
f s
. O rchbx 1 test ays ago
Using Buidt-in Mucrophene and Output
Reject = Busy Here | Voicemail | Accept

u boreillynsa m hello \ ‘ ‘ ays ago
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Setting Expectations

Personalisation in digital channels

sets expectations for all channels

...this includes contact centres

94% of companies agree that

personalisation ‘is eritical to f
current and future success.’
» 1
.

sYes, definitely = Yes, somewhat No



Commercial Impact

| would be more likely to purchase from a

retailer again if the retailer provided me with
offers targeted to my interests, wants and
needs
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Mining Individual Needs

brainfood

For returning visitors in California, whose income is in the 80th percentile, who have previously
viewed Patagonia products, and where the forecasted wind speed exceeds 15mph.

who

elect a Type of Target

Abandoned cart
Amount in abandoned cart
Amount in cart
5 Average order size
: : Beand in cart
Brang last purchased
Brand purchased

) P? B;eibayiqr...........' Braid viewed

Brand viewed 'ast visit
Brand viewad this visit

Category purchased

Catagory viewed

Calegory viewed last visit

Category viewed this visit

Days since last purchase

Days since last vist

Exciude users who have set "do not track”
Last order size

Number of page views

Product in abandoned cart

Proguct purchased

Product viewed

Product viewed \ast visit

Product viewed this visit
Products purchased in past days
Purchase frequency
Purchased any product
Purchases in past days

Quantity In can

Timp on st
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Real Time Personalisation

Personallzatlon

lake every customer experience a relevant one.

Winter Enthusiast
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Personalised Self Help

Try out the latest beauty looks online

UPLOAD PHOTO SELECT A MODEL

For best results, select a high resolution photo that is:
e straight on, facing the camera, bright and evenly lit
* At least 200 x 200 pixels in JPG, GIF, or PNG format

UPLOAD >

lon | concealsr | blush | bronzer

Shop iy Base Coverage: Sehasl

Asust Amoant



Personalised Service

The Maldives
| inSeptember

30°C average

b & newvocevEDiA

brainfood



Personalised Fun

Personalize Ygur M&IVI’S®

853 @ NEWVOICEMEDIA



Impact On Customer Service

Shifting from reactive to proactive customer service that
sells
Proactive Social Customer Service Is

Now Expected

February 19, 2013 By Jeannie Walters = 2 Comments
MILA D’ANTONIO | FEBRUARY 18, 2013

Proactive Deception Versus Proactive Customer Service

i\
ReaC
ot 5\-\“ “’:tome\’
p Tg)\'soacf\\‘e cou
tge N“c,e

Step 4 of a Proactive Service® Culture — A Clear Opportunity
Process

Fosted on July 9, 2013 by Jim — Mo Comments |

: i it ' /
% R (9 NEWVOICEMEDIA

brainfood



24x’7 Home Screen Assistance
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24x’7] Home Screen Assistance

An Amazon service representative responding to a Kindle Fire HDX user's Mayday request.
(Credit. CNET)

An Amazon Service Representative Responding
To A Kindle Fire HDX User’s Mayday Request
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24x’7] Home Screen Assistance

Amazon's tech experts can now take control of your dn jice’s screen and r‘ra w on itto guide customers through
troubleshooting situations.

(Credit: CNET )

Amazon’s Tech Experts Can Now Take Control Of Your Device’s Screen
And Draw On It To Guide Customers Through

Troubleshooting Situations
() @ NEWVOICE
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Customer Situation

The customer has bought something
recently. Online, retail, call centre

Automated Messaging
“We noticed you recently purchased
from our online catalogue, press 1 if
you want to check on delivery status
or press 2 if you want to change

the order”

Q) NEWVOICEMEDIA



Personalisation Catalyst
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Big Data Mashup

Demographic Transactional Interaction

Data + Data + Data

30% Uplift In Accuracy Of Customer Churn Modelling
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Know Me

R Tkr Lenore-M

"i Emphasis on Ilfetlme value

& loyalty will reduce churn.

' DON'T
3JE ORL INARy
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Multi-Channel/Device

brainfood

Journeys are increasingly the way customers
interact with companies

o of all customer interactions
o happen during a multi-
event, multi-channel journey

o of all customer journeys
4 nvolve more than one
SOURCE: Mct

Kinsey & Co

-

OMNI

\_

SHOP -

CUSTOMER JOURNEY

INFLUENCE

DELIVERY

SHOP™ “SHoP

ECOMMERCE ECOMMERCE_ ~ ( ECOMMERCE

MOBILE : ( MoBILE Q MOBILE DIGITAL
('SOCIAL MEDIA Q SOCIAL MEDIA SOCIAL MEDIA
TRADITIONALMEDIA  TRADITIONALMEDIA  TRADITIONAL MEDIA

\'IEN-NVHOJ
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Cross Silo Customer Journey

Y @ Touchpoint
Example card on-boarding journey e JoOUrney

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

FAQs (agent) "?augifeyn(t:)a" Account info

Autopay (IVR) (mobile)

Retrieve customer
ID/password (e-mail)

Retention call
Setupa ntew (agent Partner offers experience
Modnens. | icangagvation setup (Web) (social media)
(IVR)

Billing issue &

(chat) er

Reposition mobile
: bil
Payment (IVR) ~e- app (mobile)
Opt-in alerts Credit increase

{(mobile) request (agent)

8 ” | @ vewoceron




simple to fit together
scalable
adaptable







Part Of Customer Lifecycle

Customer Engagement

ey T F
selihelp  Goosl o facebook
forums

LinkedIn HCOMMArce  corpora
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Fila
i

ttttttttt

review sites .
o5
TripAdvisor

Service

i
Bbunsyien

g)) Q) NEWVOICEMEDIA



Upgraded Talent
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Strategic Value

&

brainfood

Distribution

R&D
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Manufacturing
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