
How To Give Distinctive 

Customer Service

When Every Major Trend 

Goes Into The Blender





Over the course of the past two years online shopping 

via smart mobile devices has grown from less than 1% 

to 20% of all UK online sales

Expecting The Earth Heaven

“It’s not just the convenience 

that is driving consumer’s 

migration to mobile, it brings a 

whole new mind-set in which 

everything is always immediately 

available”

James Roper

CEO

Retailers typically report that the iPad is responsible for over 90% of such sales



Now!



WiFi, location tracking and real-time couponing

Anywhere
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UK 80% access Twitter via mobile 

Mobile + Social Synergy

Global 60% access Facebook via mobile/tablet 



Mobile Support





Adoption Trend



CUSTOMER SERVICE 

IS NOW 

A

SPECTATOR SPORT!

Stakes Are Now Raised



Towards Consumer Activism



Source: Amex’s Global Customer Service Barometer 2012

Upsides & Downsides



Voice Enters #social custserv





Personalisation  in digital channels

sets expectations for all channels

…this includes contact centres

Setting Expectations



Commercial Impact



Mining Individual Needs



Real Time Personalisation



Personalised Self Help



Personalised Service



Personalised Fun



Impact On Customer Service



24x7 Home Screen Assistance



24x7 Home Screen Assistance

An Amazon Service Representative Responding 
To A Kindle Fire HDX User’s Mayday Request



24x7 Home Screen Assistance

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



How To Do It



Personalisation Catalyst





30% Uplift In Accuracy Of Customer Churn Modelling

Demographic

Data

Transactional

Data

Interaction

Data

+ +

Big Data Mashup



Know Me
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Multi-Channel/Device



Cross Silo Customer Journey



The Need For Glue





Customer Engagement

Service
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Part Of Customer Lifecycle



Upgraded Talent

SELF

SERVICE



R&D

Finance
Manufacturing

Sales

Marketing

Distribution

Customer Service

Strategic Value


