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Agenda



ROUTE 101 TEMPLATE 7 NOVEMBER 2023

Where does AI sit as part of your CX 
strategy? (Select the one that applies the 
MOST)

ⓘ Start presenting to display the poll results on this slide.
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Common CX Challenges Today:

~81% of customers 
seek to self-serve.

As few as 9% report 
completing that 
journey fully, without 
human assistance.

(HBR, Gartner)

Demand for self-
service is increasing.  

42% of 1,000 
customers would 

“rather clean a toilet 
than call customer 

service”
 (Aspect/Forbes)

Increased regulation 
and expectations 

surrounding 
customer 

engagement 

e.g., Consumer Duty, 
July 2023

Agent efficiency –
higher volumes, 

longer conversations, 
aka, how do I read 

and type faster?
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Customer Contact Trends

CONTACT BABEL 2023/24

Channel UsageChannel Preference
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Customer Contact Trends

CONTACT BABEL 2023/24

Call Duration x 2Speed to Answer x 6



A Balancing Act:

Automation Experience



So: 

How can AI help with that 

- and how do we find the 

balance?
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Vulnerable Customers

of UK adults surveyed in Oct 2020 
exhibited vulnerability 

characteristics.

[FCA]

53%

• Consumer Duty has been in force since 
end of July for FCA regulated companies.  

• Outside of the FCA, vulnerable customer 
identification and agent guidance is still  
valid and essential in providing 
personalised and meaningful interactions 

• AI can facilitate this identification and 
provide agent guidance in real-time.
Scoring based on: Health, Life Events, 
Resilience, Capability.



General



General

• Vulnerable Caller

• Citizens Advice

• NS&I

Being Human

https://eng12e.seismic.com/ls/2fdd65b4-ca18-473b-b748-34086e8cd7ad/AjuMBGp8d1uVEGGE#/content/43d80e22-31ab-4a46-9570-d6ac806eb568
https://eng12e.seismic.com/ls/2fdd65b4-ca18-473b-b748-34086e8cd7ad/AjuMBGp8d1uVEGGE#/content/916e0f8a-35a1-4f30-a59a-1215405e9ae2
https://eng12e.seismic.com/ls/2fdd65b4-ca18-473b-b748-34086e8cd7ad/AjuMBGp8d1uVEGGE#/content/4b781943-f5d9-4d05-ae95-4b6220684714
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Agent 
Efficiency

• More complex 
queries

• On avg. 32% of 
high emotion 
interactions via 
email

• = Lots of reading 
and typing!
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Key Considerations:

What personality do you want your AI to exhibit? Does it need 
more than one?  

Beware the “uncanny valley effect”.

Don’t expect your customers to adopt robotic behaviour for the 
solution to work

Will customers be prepared to pay more or wait longer for a 
human experience? 

(e.g. Chase Bank)

Data is key (but not the only thing):
Access, Context, Hygiene
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Voucher Time! 

• What percentage of customers reported full self-service 
resolution?

• By the end of which month did Consumer Duty come into 
force?

• By approx. how many seconds has the avg. time to answer 
increased since 2004?
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Conclusions & Next Steps

Self-Service Demand | Being Human | Agent Efficiency

Find The Right Balance

Speak to us here today or visit Route101.com to find out more



General

QUESTIONS?
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A last word from ChatGPT:

“In summary, generative AI can be a valuable tool for 
customer service, but it should be used in conjunction 
with human oversight and guidance. 

Combining the strengths of AI with human expertise 
can enhance customer interactions and provide 
effective support.”
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Thank You

HEAD OF SOLUTION ENGINEERING, 

ROUTE 101

Richard Simpson
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COFFEE BREAK

Regroup 3.30pm

COFFEE BREAK

Regroup 3.30pm
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