
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 
oldsagreed 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-emphasisethe 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


