CX TRENDS

Separating hype
from reality

Eric Jorgensen
VP EMEA at Zendesk

A

zendesk

eeeeeee



VWhich trends
should | watch?

Which will have the
greatest impact”
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5 emerging CX trends

as a brand companion

e Digital twins replicating people and operations

e Digital transparency and traceability

e Live streaming using real-time guidance

6 Inclusive technology with adaptive support
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€& What’s a healthy lunch for my kids?

as a brand companion

Healthy lunches for kids
Healthy lunches balance the meal with protein
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Brands are using Al
conversational capabillities 1o
design chatbots that act as
brands’ online alter egos,
working with customers as
smart guides
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e Digital twins

Create digital copies or
twins of employees and
even physical locations
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e Digital transparency and traceabillity

Enabling customers to
frace the supply chain to
understand authenticity,
orovenance and the
opportunities to resale
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Live streaming using real-time guidance

Buy iPhone 14

Pre-order in yellow starting at 5:00 a.m.PST on 3.10.
Available starting 3.14.

From $799 or $33.29/mo. for 24 mo. before trade-in*

Model. Vv

s From $799

iPhone 14 or $33.29/mo.

6.1-inch display for 24 mo. before
trade-in*

iPhone 14 Plus

- 0"
f or $37.45/mo.
d ’ ’ . * 4 ) 6.7+inch display for 24 mo. before
£t J trade-in®
| J
) 1) ) 4 Need help choosing a model? ®
e Explore the differences in screen size and

iNnformed associates nas R—| -
become a powerful tool for

CONSUMers —

Compare iPhone models

See allmodels > Shop iPhone >

Get help choosing. Chat with a Specialist >

Watch a guided tour of iPhone 14 and iPhone 14 Pro ®

iPhone 14 Pro Max iPhone 14 Plus iPhone 14
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e Inclusive technology with adaptive support

Brands and retailers are
taking steps to make sure all
shoppers can easily navigate
and participate within their
greater brand community
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Trends will continue
tO evolve

Sampling of CX Trends

Stay tuned for 2024
CX Trends Report
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KFC

partners with Zendesk + Ascensos to
boost customer satistaction by resolving
ISsues faster than ever, and with better
results

/8% Iincrease in CSAT

56% first contact resolution

5% reduction in cost per case



LIBERTY.

UK’s most iconic retaller partners with

Zendesk to keep up with growing sales,

and have started using Zendesk Al to
manage through spikes and volatility

-/3% decrease in first reply time

$19,616 annual savings

+9% annual increase in CSAT
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drives +50% higher productivity, an 82%
one-touch resolution rate, and 92%
CSAT after migrating to Zendesk

19K tickets per month

$208K cost efficiency savings

15 languages



(@) thyssenkrupp

transforms global support operations with
/Zendesk automation and chatbot,
resulting In faster reply times and better
<nowledge sharing
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8 hrs reply time

42 hours time per ticket

4K monthly tickets
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