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Anything goes, any channel







WHAT SHOULD
[ DO NEXT?




2021 British Gas FB Advert 7,300 comments

“y Il is 5 smsnome
ritis as con
O u r Ca I S - January 6 at 6:43 PM - @&
Throughout the Covid-19 outbreak, we've taken extra

i m p O rt a n t steps to keep everyone safe. As re¢

safety's never been more importa
temporarily changingthewaywe  >2, 100 customers report they had no

to us ) S o heating via FB comment spamming
please
hold”

Reasons for contact = purpose of comment
n=6,177 at time of analysis
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https://www.linkedin.com/pulse/death-live-chat-andrew-moorhouse/

Tesco (i ]

Agent please @

Sorry, I'm having problems
understanding your message. Please
choose from the menu options below:

Please may | speak with an agent?

Sorry, I'm having problems
understanding your message. Please
choose from the menu options below:

Talk to a human CSM please

I'm an automated chatbot, but |
promise | can solve many common
queries just like a human. How would
you like to proceed?

Please can | speak with a human.

Thank you

Sorry, I'm having problems
understanding your message. Please
choose from the menu options below:

Sorry, I'm having problems

understanding your message. Please
choose from the menu options below:
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Getting it right - technology




DELIVERING THE FUTURE OF WORK
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