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Trials of thought 
transference are 
progressing nicely
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The future of the agent

• Nothing will be very different in 2031 but….
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Glacial change 
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Hemingway: “How did you go bankrupt?”
Two ways. Gradually then suddenly.
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Simplification & automation leave more 
complex contacts for people
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We will sample the Amazon approach about what customers want. We 
will identify the top 5 customer intents to reduce customer effort and 
create headroom for improvement work
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People working from home
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Agents and knowledgebases 
are the same thing 
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Agent: author, editor as well as user
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Strengths - machine v people
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“Stairway to heaven”
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Looks

Seeks help

Self serves

Assisted service

Need help Everything’s obvious so there’s no need for help
Prediction and machine2machine resolution 

Gets resolution, there in context

Stays in the channel they’re on
Asks the user community

Easy to find help and resolve
Learns more for next time

Gets help & confidence
Learns more for next time

Stuck Complains
or gives up

Technology platform + analytics + psychology aimed at more usage/deeper usage
Monetisation through behavioural ‘test and learn’ analytics

Entrepreneurs focus on avoiding the need for service so they can scale fast

Perfect journey

Leaders focused on staying upstream

Use contact intelligence to move improvement upstream 

Analytics

Tries, invests data, uses, buys and commits without friction
Customer loves it, recommends it and uses it more & more

Customer gets resolution, tries harder or gives up…..

Contact

Scope: Identify 
customer intent & 
needs. Value/
irritant strategies 
to remove root 
cause or simplify 
before automation 
or assistance

D
igital  First
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Purpose and brand —— people strategy 
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The character of your people and your machines
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To handle yourself, use your head
To handle others, use your heart
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Eleanor Roosevelt
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Appendix - About Budd

There is more information at www.budd.uk.com

http://www.budd.uk.com


©Budd UK Ltd. 17

We’ve helped many businesses in the UK & Ireland
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There is more information about Budd www.budd.uk.com

http://www.budd.uk.com

