Each lockdown phase
transfers wmore
customer engagement
ovnline




E-commerce - @lobal

January June
2020 2020

16.07 billion 22 billion
global visits global visits
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COVID Accelerates Digital Adoption

Average share of customer interactions that are digital, % W Precrisis Il COVID-19 crisis
100
Global Asia-Pacific Europe North America
Adoption Adoption Adoption Adoption
acceleration’ acceleration acceleration acceleration
3 years 4 years 3 years 3 years
53
32
QO I I ! 19 I I
O I l
June May Dec. July
2017 2018 2019 2020 McKinsey
. | & Company
Years ahead of the average rate of adoption from 2017 to 2019.
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Customers Change Mindset

How has your perspective about digital/
online customer support changed as a
result of COVID-19?

W 32.05% 17.83%
More comfortable Less comfortable using
using chat/messaging/ chat/messaging/email/
email/chatbots for chatbots
all issues

M 50.12% -
More comfortable e
using chat/messaging/ Experience

: Trends,
emanl/;hatbots for Challenges &
some issues Innovations
CCW itfen
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Brands Re-imagine Customer Service

Before

42m assisted
conversations
every month

* Complex, manual back office processes

* Voice-centric interactions

In scope: €1.2bn customer operations opex’

Vision for tomorrow
= 4 D (o
«20 millbon assisted — \ / "//

conversations ~—t
-y 2 €
=]

TOBi

* Instant, prediction driven interactions
» Automated back-office and service

Ambition: 40% reduction in contact frequency by March 21
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Customer Engagement
Habits Are Changing
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Fredueney of Engagement Since Pandemic

.~ More | Same | Less

100%
75%
50%

2b% 27 %

0 0. 0
20% 21% 24% 24%

0%

Banking, Education Healthcare Retail/ Media/ Home deliveries
finance & e-commerce entertainment, (transportation
insurance gaming & online & logistics)

dating

Tk GLOBAL CRmTOMER EAGANEMENT beront

\ / VONAGE COVID-19 Reshapes the Global
Customer Engagement Landscape
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Fredueney of Engagement Since Pandemic

Average global support requests were up 19% at the

o~ beginning of June, compared with 2019
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Source: Zendesk Benchmark Snapshot
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Customers Are Experivmenting
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In which of the following ways would you prefer to do the following activities?

C/M Oi 06 ]ES EXP60+6d (Select all that apply)

» Takto someone on the phone » Meet with someone in person

m Chat with a person on your computer Self-service on your computer
® Self-service on your mobile phone

2>

o

.. ®)

Update your address on an account after
you move

3
—
£
?
:
o
$

=N

f \ Investigate a mistake in your monthly cell _
| ' | phone bill 47% 13% 17% [BEIIN13%
O \ '\ ; S
K | f
R l~ ;,( Check thedelivery status of a purchae;zg: e 139 43% 20%
" | % Check thebalance on a savings or checking
- 4 é RS 13% 10% 9% 43% 33%
» Apply foranewcreditcard ¥ BELASICH 37% 18%
Resolve a technical problem with your
computer 36% 7% 21% 23% pCL
Schedule a service appointment for your car 41% 13% 12% B0 17%
A ' ‘ Schedule a medical appointment 46% 129% 11% BErLL 00 17%
Base: 10,000 U.S. Consumers www. xminstitute com
Source: Qualtrics XM Institute Q2 2020 Consumer Benchmark Study Copyright © 2020 Quaitrics®
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Are you comfortable solving customer

W\OY'6 O P@VI +0 SCI'F S@VV‘O@ service issues on your own (without

help from a representative), such as via
~§ B
e ) e

chatbots, FAQ pages, instructional videos,
or automated voice menus?

~

’
—
\ ’ < »
AR
AN .
(s

)

= 53.14% W 13.77%
Yes - already No - support should
comfortable using always come from an
these self-service tools employee

MW 33.09%

Could be comfortable
in the future, but

you haven't yet had
much success with
bots or voice menus
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e jlandpartners 4
COVH—QO‘Hess EW@&@@W‘@M“— w(j@*jlamﬂpartners.Q

Whether welcoming a new addition or navigating your baby’s
latest milestones, our nursery advisors are on hand to help =

You can now book a free 1 hour video call with one of our
specialist Partners & receive advice from your own home.

Book here: johnlewis.com/our-services/n...

10:47 AM - Apr 16, 2020 ®

KENDRA SCOTT Q 8 & Seejlandpartners's other Tweets
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Contactless Engagement

“Alexa, pay for gas.”

“plexa, when is

my bill due?”

Fuel payments at more than 11,500 Exxon and Mobil gas Amazon India supports bill payment for electricity,
stations in the U.S gas, water, post-paid mobile and broadband
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Voice Remains Strong

41% of UK consumers say phoning call centres has replaced face-to-face
and in-store interaction with brands

Source: Netcall with Arlington Research

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

Answer

A customer
service
question

Buying a
product

g::;ii:g::m 230/0

Paying a bill/
for product

Scheduling
a delivery/
store pickup

A question
about a
product or
service

Nearly 70% Of Cnsumers
Moved to Messaging During the

Pande mic Guide.to Customer
Experience 2021

The Definitive
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Customer Experience
Matters Even Wore




Multi v Single Channel Outcomes

4%

4%
5%
5%

3
aem
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Chosen to Expedite Chosen out of Forced to by the Forced to by the

Resolution Convenience Customer Service Process Complexity of the Issue

® 2016 *2017 * 2018 *2019 * 2020

Why did the process take you across multiple channels?

WhosOn Live Chat -

Currently, our claims agents are only
available over the phone. They'll be
happy to help you with this so please call
them on 0333 321 9800. They're open
Monday to Friday, 9am - 6pm.
Unfortunately we don't currently have
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
of more help.
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Voice Remains Strong

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
& § = ® 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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Priorities & Conseduences

Following COVID-19, do you care more or
less about the customer experience when
deciding which companies to support and
buy from?

58.51% Care more
B 38.37% No change
312% Care less

Source: August 2020 Market Study by Customer Contact Week “Customer Experience Trends, Challenges & Innovations”
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Loyalty Tuvestment

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

EUROPEAN EDITION

FORRESTER

m
c
[od
B
=
&
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Loyalty Has A High Bar

Purchase
More*

Recommend
Company**

Forgive
Company*

Trust
Company*

HBase 10,000 U5, Consumers, 20 industries Qualtrics

’ SUme
Source. Qualtrics XM Instituta Q2 2020 Consumer Benchmark Study XM |nStltUte o

Copynght © 2020 Qualtnes®. All nghts reserved
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/[ ow Rating ¥ Neutral Rating W High Rating

Loyalty Has A High Bar Success

83%

56%
Purchase

More*

81%

Recommend
Company**

Forgive
Company*

76%

a N\ 4 &

Trust
Company*

Base: 10,000 U S, Consumers, 20 industr iey Qualtrics

Source: Qualtrics XM Instituta Q2 2020 Consumer Benchmark Study XM InStltUte y

Copynght © 2020 Qualtnes®. All nghts reserved
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&

Base 10,000 U5, Consumers, 20 industries Qualtrics

Source: Qualtrics XM Instituta Q2 2020 Consumer Benchmark Study XM |nStltUte x

Copynght © 2020 Qualtnes®. All nghts reserved

éd &

M [ ow Rating

Success

83%

56%
Purchase

More*

81%

Recommend
Company**

62%

Forgive
Company*

76%

Trust
Company*

% Neutral Rating

Effort

58%

84%

83%

64%

78%

B High Rating
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W[ ow Rating % Neutral Rating ¥ High Rating

LO\(@H'\{ HﬂlS A Hi@h Bar Success Effort Emotion

e The average company saw the percentage of calls scored as
o (s % “difficult” double from 10% to more than 20%.

& W | 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 Al analysis of more than 1 million customer service calls March 11t"-26t" 2020

74%

62% 64%

Forgive 40%

Company*

18%

76% 78% 8%

' \ Trust

Company*

Base 10,000 U5, Consumers, 20 industries Qualtrics

Source: Qualtrics XM !v!st-tJ.let:'E' 2020 Consumer Benchmark Study XM InStltUte >

Copynght © 2020 Qualtnes®. All nghts reserved
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M [ ow Rating ¥ Neutral Rating ¥ High Rating

EVV\Pa‘H/N & EVV\O‘HOVI WMI‘H’@I” Emotion

90%

66%
Figure 4. How well do you think your emotional state was acknowledged and understood? P:;Chase d
ore*
0 EMPATHY IN
35 CUSTOMER 90%
SERVICE Recommeantd 62%
= SGENESYS ~ Company™ 22%
25
20 74%
15 Forgive #4%
Company* 19%
10
9
85%
0
Notat all Not well Well Very well co-.:: :; p » 57% I
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Auntomation Keeps
Growivg




Wore Value - Less Grumae

Activities, not occupations: Rather than replacing entire jobs,
robots will automate particular tasks within those jobs.

% of time spent on tasks susceptible to being automated

Data
collection

Data
processing

Unpredictable
physical work

64

69

78

GET AUTOMATED

McKinsey&Company
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Tactical Antomation

73 /5

Robotic process automation technology usually costs
Reduce manual, error-prone and one-third the amount of an offshore employee and one-

repetitive tasks of data entry, fifth of an onshore employee.

navigation and process fulfilment Gartner
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Strategic Antomation

TRANSFORM

AUTOMATE
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Predictive & Real Time
Become Key




Iwtent Driven Routing

NO

ASSISTED SERVICE l

AUTOMATED
PROCESS

CUSTOMER
NEED

NOM-API

SELF CONTEXTUAL INTEGRATION

SERVICE? TRANSFER

YES

n
=
LU
-
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b
n
11
n
o
o
o
11
-
=
LU

YES

=
o
o
T8
-
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I
o
=
o
|—
<
=
O
-
-
<

SELF SERVICE

Y Google Cloud

Contact Center Al
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Predictive Assistavce

Amazon Connect: What we heard from customers

Agents need the right info We want to identify and react Help us optimize customer
at the right time to customer issues in real time service agents’ time
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Iwnsights Driven Improvement

Contact Lens
ror Amazon Connect

Contact center analytics for Amazon Connect

|| i
il il | ik - I

SILENCE

Activate Contact Lens with a single click in Connect
Automatically transcribe and analyze customer calls
Get full text transcription with speaker detection
Analyze sentiment, long periods of silence, and
times when an agent and customer are talking

over each other

Search all transcriptions for keywords, phrases,
and analysis criteria
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Re-organising o adapt
faster




Keeping Up

Mark Evans
Managing Director,
Marketing & Digital

N DirectlLine

g Group

“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.”
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W@ll—B@iw@ & Mental
Health




D“

of households believe people
in their household are
struggling to manage their
work/life balance while
working from home due to
the COVID-19 situation

[ corsumer resea-ct a’ 2,500 LK
housebo ds, 27 Wae-1st June 2020

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

R W

% { 1el] . 0 3

» « pacme & -
- LY
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Too Busy for Me?

-— e

.llf

s
]t.

o
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Personal Resilience

Refuelled with

Purpose/

N\z?ning

& g | Se'f. | 3
y' actualization "\

Esteem
Love/belonging
Safety

Physiological

“QK to not be OK”

Reinforced

with

Universi xford"

Said Business School
produced evidence of what
many people have long
suspected - happier people do
a better job.

Its six-month study of 1,800
contact centre workers at British
telecom firm BT found a clear
causal effect of happiness on

productivity. Happy employees
not only worked faster, making
more calls per hour, but also
achieved 13% higher sales than
their unhappy colleagues.

UNIVERSITY OF

OXFORD
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Positive Habits

e, Al

Traivivg our mivds to | A @\ﬁ | grateful for?
1600(/15 ov the ’ ¥ ' *d,g r{ne smile
positives in thaerworld, "R JS99a%eRs &
during thes sygomething
challenging times can _ A / edly good today?
help our wellbevg A I he highlight of
ond mental health = ‘l» _

“ ( ade me laugh
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Leaders setting the
right example
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onwards

S careex health

upwards.

business
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