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Tracking the rise of the global digital customer

Research over nine years tracks customer journeys with large global organisations
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Easy does it (still)

3

2015 2017 2019

o
Agreeing

organisations
make every effort @
to make it easy to

switch between
different channels

Convenience is
more important to
me than price

Find dealing with
customer service
issues exhausting

Source: Davies/Hickman (2019), The Digital Customer, BT/Cisco

Self-service is
good because it

/39% I putsmein
control (2017,
73%)

83% (76%)

Organisations should
measure their
performance across the

whole customer journey,
not just one interaction

| always shop
around before
making a
839 | purchase to get
the best price
(2017, 78%)

3 in 4 (4 in 5)

Consumers buy more
from companies that
make it easier to do
business with them




Omni-channel intensifies

Which of these methods of contacting organisations do you use currently? (UK)
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10 Source: Davies/Hickman (2019), The Digital Customer, BT/Cisco



Innovation: Micro-apps

Proposition

* Wraps are the modern micro-app experience for the mobile
Web.
They provide superior mobile engagement and offer rich,
interactive experience without the need for full native apps
They are Inherently omni-channel (SMS, email, social feeds,
messaging, Web embed, ads)
Great engagement drives conversion
Connects with back-end systems to enable advanced user
interaction and transactions
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NORTON SECURITY TIPS FORGETTING
PREMIUM BETTERWI-FI

Thanks to Phil Newton
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HI JOHANNA
It was great speaking to you
today!

Here's a quick recap of what
we discussed.




Customers make decisions based on their
motivation, context and attitude.

Utilitarian

Cus’romer in crisis

R~

Intent:
positive but cautious.

Very omni-channel.
Willing to spend time and effort.

May need adyvice / reassurance.

1

Intent:
nevuiral.

Want quick and easy.
No ‘WOW' required.

Good self service works.

Intent:
solution-focused.

Want simple and straightforward
service.

Need quick access to an

empowered

human problem solver.



The phone still dominates, but has service actually improved?

68%

597

53%

61%

Agents put me on
hold as they don't
know what to say
(70% 2017, 72%,
20195)

Agents haven't
had the most up
to date
information (64%
2017,61%, 2015)

Agents haven't
known what's on
their own website
(59% 2017, 52%,
2015)

| have known more
about the product
or service than the
agentin the call
centre (62%
2017,58%, 2015)

It takes too
long for
organisations
to identify me
when | phone
the call centre

| am often
asked to
repeat my
account
details on the
same call
which is
iritating

The calls | make
to orgs. are
more complex
as I'm doing the
simple things via
their website or
App

2015

2017

2019

Would like it...

When cut off during a mobile
call with an org. they called
back automatically.

95% (91% 2017)

Organisations would call me back when
they say they will

94% (94% 2017)

If organisations offer to call you back
when you are in a long queue

9% (86% 2017)

If | could call the same agent that |
have been texting

85% (90% 2017)

If there was always the opftion to leave
feedback at the end of the call

81% (74% 2017)

If | could share my screen so the
agent can help




Video is still slow to grow but has niche applications

| watch Youtubers 2015 2017 2019
who make

recommendation
s about products
& services

Top uses of video:

4,
5. To share experiences with other customers

1. To talk to your doctor or health professional
2.
3. To discuss a financial services product with an

To see a product or service demonstrated

advisor
To discuss queries with a product or service

Source: Davies/Hickman (2019), The Digital Customer, BT/Cisco

Have used video 2017 2019
chat to contact an

organisation in the
last 6 months @

Of those who would definitely use video-chat to
discuss queries about a product or service:

56% of these use Google Hangouts once a
day or more

47% of these use Facetime once a day or
more

27% of these use Facebook once a day or
more



Innovation: Personalised Video as a Service.

BT Personalised Video as a Service is like
mail merge for video

Video + Customer — Personalised )
template data - video H

Personalised, relevant and effective
communication

Improving customer service, sales, retention and
loyalty

X2

Open rate T

day

British Telecommunications plc 2019



Innovation: video enhanced interactions. £ )““
Proposition SightCaII

« Sightcall offers a simpler Customer Experience
to deliver as “see what | see” experience to the
customer.

Very quickly allow the customer to share the
smartphone camera to understand a home
network/setup problem.

Agent can take screen shots, annotate a video
image, co-browse.

— -
SeeeeEEE Rl lall BT ‘f
. .

Thanks to Phil Newton



The fall of social media service

Have you ever used a social It have an urgent issue or
media site to? emergency the best way fo get
customer service is to use Twitter .
| would prefer to send a private
38% or FOCGbOOk message or direct message so that I, 437
the issue is not in the public A%
A 29% | would be happy to post a
27% 26% 34% comment on a large organisation’s TN 327
21% 22% 2015 2019 Facebook page 39%
| would be happy to Tweet to a
13% I large organisation I 237
. 25%
2015 2019 2015 2019 71% of those who social media to get customer
service from a company have phoned a call w2019 2017 0% 10% 20% 30% 40% 50%
Make a complaint  Get customer service centre in the last 6 months (average 75%)
about a company from a company
64% 52% 85%
were extremely or very happy | wouldn't use Facebook or would like it if | started a text based
with the way their social media Twitter for customer service interaction with an agent on a social
complaint to a company was with an organisation as it is media platform but could then have a
handled (2017, 55%) not secure phone call with the same agent
Have used a social media site to... 16-30 | 35-54
Get customer service from a company 37% 30% 14% 29%

Source: Davies/Hickman (2019), The Digital Customer, BT/Cisco



Chat is still intriguing: but growth seems to have stalled

Being able to look Like web chat
at the screen makes because you
web chat more have arecord of

useful (49%, 2015) mgyc%v]igsoﬂon

| get a quicker /
more instant | prefer to use web-chat than the phone

response with chat .. ,
fhan when | @ to c;on’rocT an organisation when I'm on
e-mail or call the fheir website

contact centre

Source: Davies/Hickman (2019), The Digital Customer, BT/Cisco



Chatbots: hype vs. reality

A Chatbot is a computer program which
conducts a conversation via voice e.g. Siri
or text methods eg messenger using
artificial intelligence. Which do you think
would be most effective?

31%

2019

Chatbot -

voice based
Chatbot - text

based

Don't know

Source: Davies/Hickman (2019), The Digital Customer, BT/Cisco

81%

Human agents
should check the

more complicated
responses of
chatbots (2017,
74%)

Overall, a 4% decline in consumer

interest in chatbot applications —
biggest falls

Giving a meter reading to a utility

- 8%
Booking a restaurant - 6%

Health advice - 5%
Simple financial information — 5%

677

of 25-34 year olds
say chatbots wil
help companies
improve their
customer service
compared to 49% of
55+



Are chatbots ‘IVR for digital’?
Challenges...

« Works for simple queries — effectively steering the
customer through the “known knowns”, i.e. GIGO.

9
(\Nhat d(@

« More difficult for complaints / complexity -if we g = A hatbmg" When do WS \Z;

. : m?
get angry, we tend to tell long, rambling stories want the
which are hard to parse. w\rh
. ry

) ‘im ta”” roulr

« Sarcasm tends fo throw algorithms: e.g. “Thanks, o

@TrainCo for my free sauna this morning’; “It was
so good to see that your maintenance
department hadn’t spoiled things by making
unnecessary repairs”; “I would have cheerfully
sfrangled them”.

 Limited ability to parse emotional context - YET!

* Intelligent routing is key to the customer

experience. .
: ©



The networked experts of the future?

the ‘Swiss Army the crowdsourced
knife” advisor advisor

Trainers® IEIE Sustainers”

* H. James Wilson, Paul R. Daugherty, and Nicola Morini-Bianzino (2017), The Jobs That Artificial Intelligence Will Create, MIT Sloan Review, 23" March

:



The “me”conomy grows with proactive noftifications becoming more

acceptable to consumers

If orgs. become aware of issues or
problems (e.g. delays, faults) how should
they tell you?

80%
72%

70%
60%
50%
40%
30%
20%
10%

0%

59%

I |

16%

1% 10%
||
E-mail SMS, Phone you Message - Message - Message None of
WhatsApp Facebook  Twitter other these

social
media

16 Source: Davies/Hickman (2019), The Digital Customer, BT/Cisco

747

| like it when organisations noftice |

have been having difficulty with a
website /completing an order and
contact me directly to try and
help (2017, 78%)

877

want to be informed when there is
a problem with their product or
service

677

The more information | give to
organisations the better the level
of customer service | expect to
receive

| would like a notification

when...

81%
847
85%
80%
847
82%

My account is going below
a minimum balance (79%)

Prices for on-going services
are changing (84%)

My contract or fie in period
is coming to an end (84%)

Update me when buying a
new product or service
(82%)

They have a better deal
available

They have a better deal

available (84%)



O ContactEngine

Innovation: proactive engagement

« ContactEngine provides @
customer engagement hub,
enabling companies including
BT to transform their contact
journeys through omni-channel
conversational capabilities.

« ContactEngine can reduce
OpEx and improve CX by
engaging customers in
automartic Al-driven
conversations that fulfil business
objectives.

DR @@ *@

Right Right Right Right Objective met &
Content Channel Time Responses customer happy
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