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2020: 10 years of the autonomous customer

Research over nine years tracks customer journeys with large global organisations
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Overall theme: Easy experiences still matter

31N 4 (4n 5) 73% 83% - 47%

.. Organisations should
Self-service is good :
Consumers buy more : measure their
: because it puts me Started on an app
from companies that : performance across
: ) in control and changed to
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. : (2017, 73%) : : another channel
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customer experience organisations' websites or Apps
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Omni-channel intensifies

Which of these methods of contacting organisations do you use currently? (UK)
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#1. Phone priority: the phone is dead, long live the phone!
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website or App
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#2. Messaging mania: Global consumers want asynchronous
interaction but long term success is not guaranteed

| prefer 1o use web-

chat than the phone
48 37 to contact an
o organisation when

I'm on their welbsite

| get a quicker /
more instant 55 ;
response with chat Like web chat because

than when | you have a record of the
e-mail or call the conversation

confact centre (48%, 2015)
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How interested would you be in the following chatbot applications?

C h Q'l'bO‘I'S: hype m ee‘l's redg Ii‘l‘y Getting an update on the status of an order 80%

Quick, simple queries (eg train times & opening hours) (2017, 81%) /8%

/0%

. . Meter reading for utilities (2017, 72%)
A ‘Chatbot’ is a computer program which

conducts a conversation via voice (e.qg.
Siri) or text methods(e.g. messenger) using
artificial intelligence. Which do you think
would be most effectivee

Paying a small bill (2017, 67%) 64%

Health advice (2017, 70%) 63%

31%

2019

477

2019

767

would like it if they
could call an

Chatbot - 8 1 %

. Human agents
voice based
Chatbot - text should check

based

the more
complicated
responses of
chatbofts
(2017, 74%)

organisation using
their smart
speaker

Don't know
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Are chatbots ‘IVR for digital’?
Challenges...

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

« More difficult for complaints / complexity - if we e hatbmg“

get angry, we tend to tell long, rambling stories
which are hard to parse.

« Sarcasm tends to throw algorithms: e.g. “Thanks,
@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
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The networked experts of the future?

the ‘Swiss Army the crowdsourced
knife” advisor advisor

Trainers® Explainers” Sustainers”

* H. James Wilson, Paul R. Daugherty, and Nicola Morini-Bianzino (2017), The Jobs That Artificial Intelligence Will Create, MIT Sloan Review, 23" March
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#3. Not all channels are growing: consumers are using video
communication more and more, but should organisations adopt it?

| watch Youtubers
who make
recommendations
about products &
services

1

2015 2017 2019

Top uses of video:

1. To talk fo your doctor or health professional
2.
3

To see a product or service demonstrated

. To discuss a financial services product with an
advisor

. To discuss queries with a product or service

. To share experiences with other customers

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

maore
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Innovation: video enhanced interactions. G >
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 @
video image, co-browse.
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#3. Not all channels are growing: social media is great for marketing
but a slow growing channel for service

If | have an urgent issue or emergency
the best way to get customer service

were exiremely or very happy with the is to use Twitter or Facebook
64 ; way their social media complaint fo a

company was handled (2017, 55%)

34%
2019

26%
2015

Have you ever used a social
media site to? 38%

299 29%

21% 227
13%
2015 2019 2015 2019

would like it if | started a text based
interaction with an agent on a social
media platform but could then have a

phone call with the same agent Make a Get customer service
complaint
Have used a social mediasitefo... | 16-34 | 3554 | 55+ | Tofal |
Get customer service 37% 30% 14% 29%
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#4. Trusted Technology: Consumers want low effort personal data

security, ID&V and payments for business success

It takes too long to identify me
when | phone call centres

Would like voice biometrics for
|dentification & Verification (ID&V)

6 77 | am often asked to repeat
O my account details on the
same call which is irritating

(2015, 67%)
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| worry about security when giving

organisations my card details over the phone

>—  South Africa (2017, 88%) 88%
<> Brazil 87%

E=m  Spain (2017, 85%) 83%
== India (2017, 88%) 81%
Singapore (2017, 73%)

USA (2017, 76%)
ZR.: Australia
mm CGeSmany (2017, 74%) 75%
" China (2017, 78%)
= Netherlands (2017, 71%) 59%

| would have bought

50% more over the
phone if payments
were secure

Want technology to
secure card
payments over the
phone (2017, 74%)

| would prefer to
give my payment
card details by voice
recognition or the
keypad to reduce
fraud (2017, 50%)

Source: BT/Cisco/Davies Hickman Partners, 2020.



#5. Proactive Future: 8 in 10 global consumers expect organisations to

use Al for personalisation and proactive notifications
| would like a nofification

If orgs. become aware of 74% when...

issues or problems (e.g. | like it when organisations

delays, faults) how should notice | have been having My confract or tie in
they tell you? difficulty with a website ooy 3 |period is coming to

/completing an order and
contact me directly to tfry and
help (2017, 78%)

an end (2017, 84%)

E-mail /2%

SIS AL LTATSTS 597 They have a better

deal available

(2017, 84%)

Phone you 52%

Facebook 16%

message Update me when

buying a new
product or service
(2017, 82%)

Twitter
message 1%

677

The more information | give to

Other social 10%

media organisations the beftter the

level of customer service |

expect to receive
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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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