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Digital crisis or redemption

The uncomfortablehtruth

20th year anniversary edition

The world has formed a digital skin. Business, ser ,,
and commercial models have changed forever. Organisations are
strategically challenged to keep pace with customer behaviour.

L

T1% forecast increases

9 channel choices are the ; ; :
in assisted-service

Virtual assistants
(chat bots) is the top
growth focus in 2017 ; 10T
is setito double.

norm, will rise to 11 by

2018; CXis the No1.
driver for digital.

volumes; T8% a rise
in fully automated
contacts.

Customer awareness Actualsplit e not
of solution and of interactions tracking cost per
functionality fdlling.short of transaction on

is a top factor hindering digital solutions.
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digital transformation. Lk

Conscious journeys

Omnichannel is a priority but
the customer journey

Connecting
can now track

top : :
customer journeys in

factor to transforming

CX in the next 5 years; some form, of those

have automated processes
available.
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already have some
channels connected.

channels are being

managed in silos;
of channel data is not

have all channels
connected; just another

have

%

fail to collect data
to review and optimise

actively shared between most connected.

journey patterns;
can't identify blockages in
process that will

impact

Data supremacy

The importance of understanding and harnessing (mass) data is now
critical to performance, the number one trend to reshape the industry.
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Transaction complexity Agent average length of

is contributing to
absenteeism levels - it
has doubled from our first
reportin 1997.

service is 28 months.

First call resolution on
digital paths lagging
phone, 56% say phone
volumes will drop further
through end 2018.

Digital crisis or redemption

Pioneers of the digital age have reimagined business models and processes that
have changed customer behaviour forever. The choices you make in your CX and
digital strategies will define the future success of your organisation.
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