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AND THANK YOU TO OUR SPEAKERS:
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THE AIMS OF TODAY'S EVENT

We want you to leave feeling:
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CONNECTED INFORMED

o

Routel101






“THE FUTURE OF CX IS
TECHNOLOGY-LED BUT PEOPLE-
FOCUSED”

Whenevertechnologyis deployed,it should be with the aim of improving
the experience forthe customer or forourcolleagues.

Thatcould mean a smoother,faster, more efficient experience,or a
richerand deeperone — orboth.

CCMA Contact Centre Technology Report 2024



THE AI-POWERED CONTACT CENTRE




Spoiler alert..
Don’t forget the Brilliant Basics

“AlJFDI”
. ? “Forgetting that Knowledge 1s Power”
7P
—y Connecting the ...

“Iosng the human touch..’
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Al JFDI
“DELIVERED AT ALL COSTS?”

ACCORDING TO A STUDY BY PWC, 32% OF CUSTOMERS WOULD
STOP DOING BUSINESS WITH A BRAND THEY LOVED AFTER JUST
ONE BAD EXPERIENCE

ANALYSE CURRENT OPERATIONS AND PAIN POINTS

APPROXIMATELY 73% OF

CONSUMERS PREFER TO
FOCUS ON HIGH IMPACT, LOWER RISK AREAS FOR

PHASE ..

H TO A COMPETITOR

ALIGN AIINITIATIVES WITH YO UR BUSINESS
OBJECTIVES

https://www.zendesk.co.uk/blog/cx-trends-2024/
https://www.pwc.com/us/en/services/consulting/library/consumer-intelligence-series/future-of-customer-experience.html



https://www.pwc.com/us/en/services/consulting/library/consumer-intelligence-series/future-of-customer-experience.html

KNOWLEDGE IS POWER

“In the age of Aland automation,a wel-maintained knowledge base is what

separates good customerservice from great customerservice.”

Colin Shaw,Pioneer of Customer Experience and Founder of Beyond Philosophy

The mostcommon
reason forself-service
failure is that 43% of
customers can’t find
contentrelevant to
their issue.

QGartner)

According to a

Forrester study,

customers prefer
knowledge bases over
allotherself-service

channels.

33%support cost
reduction has been
reported after
knowledge base

implementation


https://www.forrester.com/report/2018-Customer-Service-Trends-How-Operations-Become-Faster-Cheaper-And-Yet-More-Human/RES142291
https://www.forrester.com/report/2018-Customer-Service-Trends-How-Operations-Become-Faster-Cheaper-And-Yet-More-Human/RES142291
https://www.gartner.com/en/newsroom/press-releases/2024-08-19-gartner-survey-finds-only-14-percent-of-customer-service-issues-are-fully-resolved-in-self-service#:%7E:text=Customers%20Struggle%20to%20Resolve%20Even,resolve%20fully%20in%20self%2Dservice.

DEVELOP & MAINTAIN AN
OMNICHANNEL STRATEGY
Connecting the .. .. ..

INVEST IN INTEGRATIONS

How will you manage transitions from bot to human without losing
information/context for the interaction?

43%oforganisationalleaders saythatcreating omnichannelexperiences
is one ofthe mostchallenging tasks in improving customerexperience.

(Forreste r)



https://www.csgi.com/wp-content/uploads/Great-CX-Cuts-Cost-And-Drives-Business-Results.pdf

RETAINING THE HUMAN TOUCH

e 78% 0fCSexperts say Al automation helps them spend more time on the most

importantparts oftheirrole and makes them more efficient, while 62%agree

. 78%)
o’

that these tools help them understand their customers better (HubSpot).

* Employee productivity was the numberone method (44%) when asked

respondents to a G2 survey were asked how their organisation measures the ROI

from its nvestments in Alsoftware or A-powered software.

0 * 61%ofsurveyed consumers believe humans understand theirneeds better than Al
616 (SurveyMonkey Report 2024)
1 ¢

) g

* Within 3 years,the EUmight mandate the ‘right to talkto a human”(Gartner).



https://blog.hubspot.com/service/state-of-ai-in-service
https://learn.g2.com/hubfs/2024-buyer-behavior-report.pdf
https://www.surveymonkey.com/curiosity/25-stats-about-ai-in-customer-experience-that-show-how-consumers-really-feel/
https://www.cxtoday.com/contact-centre/by-2028-the-eu-will-mandate-the-right-to-talk-to-a-human-in-customer-service-predicts-gartner/#:%7E:text=CX%20Leaders%20Awards-,By%202028%2C%20the%20EU%20Will%20Mandate%20%E2%80%9Cthe%20Right%20to%20Talk,service%20force%20the%20EU's%20hand%3F&text=Gartner's%20latest%20report%20has%20made,within%20the%20customer%20service%20sector.

REDEFINING CX

TECHNOLOGY-LED,
PEOPLE-FOCUSED

KNOWLEDGE IS POWER

INVEST IN SEAMLESS
SYSTEM INTEGRATION

AUGMENT NOT REPLACE
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