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B[ ow Rating " Neutral Rating ¥ High Rating

Low/No Effort Outcomes -

84%

58%

Purchase
More*

83%

Recommend
Company**

64%

Forgive
Company*

j & LS 78%

HBase 10.000U S, Consumers. 20 industries Qualtrics TrUSt 18%

Source: Qualtrics XM Instituta Q2 2020 Consumer Benchmark Study N 1 N *
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Just Adding Digital Does Not Work

End-to-end customer journey

W Agile ™ Not agile

“Wow, a product tailored

to my needs and available | [ “I am still waiting for
Happy - with On[y one click!" written confirmation
\of my contract.”
: “I jJust keep getting
Customer passed around.

Unhappy

* Optimized product offerings
* Digitized sales/sign-up
through app development

Delivery
organization

* | ots of manual and redundant work

Organization | Operations * Delayed processes not meeting customer expectations’
* Clarifying questions to the customer

* Multiple handoffs in resolving customer request
* No service mind-set to impress the customer
* Errors and follow-ups during request resolution

Customer
service

Ow Digital Contact Strategy ((/n)br(]infOOd



But Outcomes Rewmain Haml

X ?:'; 3 Currently, our claims agents are only
% < available over the phone. They'll be
- § 2 § 55 happy to help you with this so please call
o . them on 0333 321 9800. They're open
= ; 5 Monday to Friday, 9am - 6pm.
" R Unfortunately we don't currently have
- R facility to do this over chat, as the claims
team are a separate department,
therefore we don't have access to their
systems. I'm really sorry for the
inconvenience caused, | wish | could be
T e o dorl s I Lol

® 2016 *2017 * 2018 *2019 * 2020 —

Why did the process take you across multiple channels?
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Customers Always Find Easiest Path

X In which channel did your multichannel engagement begin/end?
™
. When we looked at these multichannel journeys in more
A P— depth, the data indicates that consumers are trying to
R 2 a use self-service channels initially, but more often than
& § S ® End not: t_hey need to turn to human support to fully resolve
their issue.
R
L)
i
5% X R
© ® b 2 2
v Ef ¥ s
Iae |ae | 28 %
i <«
« LIl ol
Phone Email Online Mobile Self Help/ Chatbot Social In-person  Mobile Video SMS Other
Chat App FAQ Media Chat Chat
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Simplify - Reduce Effort

® Helping foreign businesses set

@E up in Finland

\ EnwisHpateNTa ‘:] Each virtual agent can identify
REGISTRATION OFFICE @ D that a tOpiC Is outside of its scope

and offer to transfer the user to
Q the correct department.

¥ . Z The new virtual agent takes over

-

- ) “i gy .
FINNISH TAX |M:,::\:;|\:,s\:l|o,\| within the same chat window for
ADMINISTRATION . .
Ne”® VS AL, > a seamless, unbroken interaction
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Simplify — Digital 157 Success

THE
VERY
GROUP

&8 brainfood



