
Each lockdown phase 

transfers more

customer engagement

online



E-commerce - global

January
2020

June
2020

16.07 billion 
global visits

22 billion 
global visits



COVID Accelerates Digital Adoption



Customers Change Mindset



Brands Re-imagine Customer Service



Poll



Customer Engagement 

Habits Are Changing



Frequency of Engagement Since Pandemic



Frequency of Engagement Since Pandemic

Average global support requests were up 19% at the 

beginning of June, compared with 2019



Customers Are Experimenting



Choice Is Expected



More Open to Self Service 



Contactless Engagement



Fuel payments at more than 11,500 Exxon and Mobil gas 
stations in the U.S

Amazon India supports bill payment for electricity, 

gas, water, post-paid mobile and broadband

Contactless Engagement



S o u r c e :  N e t c a l l w i t h  A r l i n g t o n  R e s e a r c h

Voice Remains Strong

36% of 18 -24 year 
olds agreed that it 
has been vital to 
telephone a business 
during the pandemic



Asynchronous Messaging Is A Win-Win



Customer Experience 

Matters Even More



Multi v Single Channel Outcomes



Voice Remains Strong



Priorities & Consequences



Marketers will re-emphasise the value 

of their loyalty programs 

Already, media money is shifting into 

retention methods such as customer 

service. We predict that spend on 

loyalty will increase by 30% in 2021

Loyalty Investment



Loyalty Has A High Bar
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Loyalty Has A High Bar

The average company saw the percentage of calls scored as 
“difficult” double from 10% to more than 20%. 
Issues directly attributed to the pandemic were rife  …from 
travel cancellations to appeals for bill payment extensions….
increasing customer emotion and anxiety on the calls, 
leading to more instances of escalation, which furthered the 
complexity and efficiency of resolving queries
Source HBR AI analysis of more than 1 million customer service calls March 11th-26th 2020



Empathy & Emotion Matter



Quiz



Automation Keeps 

Growing



More Value - Less Grunge 



Reduce manual, error-prone and 
repetitive tasks of data entry, 
navigation and process fulfilment

Tactical Automation



T R A N S F O R M

A U T O M A T E

Strategic Automation



Predictive & Real Time 

Become Key



Intent Driven Routing



Predictive Assistance



Insights Driven Improvement



Re-organising to adapt 

faster  



Mark Evans
Managing Director, 
Marketing & Digital 

“It’s a head-office-wide roll-out of a fully cross-
functional agile operating model. The core investment 
is fundamentally in new mindsets and behaviours to 
support a full agile model.”

Keeping Up 



Well-Being & Mental 

Health



We need to remove as much 
friction out of daily work life



Too Busy for Me?



Personal Resilience

“OK to not be OK”



Training our minds to 

focus on the 

positives in the world 

during these 

challenging times can 

help our wellbeing 

and mental health

What am I  grateful  for? 

What made me smile 

today? 

What was something 

unexpectedly good today? 

What was the highl ight of  

my day? 

What made me laugh 

today?

Positive Habits



Leaders setting the 

right example



S h o w i n g  v u l n e r a b i l i t y



Poll


