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In the hyper-connected and
Increasingly-mobile world
organisations need multi-channel
CRM to stay in touch with their
customers. What are the latest
trends”? How can your business
provide an excellent digital
customer experience?
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where are your customers”

The world is going mobile. In some regions, mobile data has already
overtaken fixed line and in many developing markets mobile has
always been ahead.

billions of mobiles!

PC shipments decline as mobiles dominate.
(source: Gartner)

2 124 2 275

2-016 billion billion

b| | | |O N (estimated)

2.96 miliion 2. 76 milion B _l_l_l_ e b
T Hi\iiihHlHHIHIHHIHHI IATRRRATKND

2013 2014

Digital customers prefer digital channels

(source: Fujitsu)
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The mix of Mobile, Machine to Machine, Big Data, Automation
and Artificial Intelligence changes everything!

by 2016

of online transactions will be performed exclusively by a
mobile digital assistant

Mitsubishi UFJ Financial Group has
introduced robots for

banking and multilingual communications

of company leaders say they have missed growth opportunities due to
their unwillingness to exploit data

uses speech analytics to extract and analyse data from
live-recorded interactions between customers and personnel

(source: Orange Business Services, Gartner, Venturebeat)

customer experience driving cloud

Cloud contact centers help break down silos between channels to

deliver an improved and consistent omnichannel customer experience.
Customer experience is the leading enterprise driver for cloud contact
centers, says Aberdeen Group.

improve customer

¢ experience

improve agent
productivity
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reduce costs and
improve profitability

boost business agility
with scalability

COSts and automation

Not all channels cost the same per contact
according to Forrester Research. Look to
optimize the lowest-cost methods while
maintaining customer satisfaction.
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