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Customers are Changing.

I keep careful track
of my finances

65%

A good experience with
a call centre agent or
branch employee
makes me more loyal

69%

I plan and research
most of my
purchases

78%
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78%

I constantly make sure
I’m getting the best deal

57%

I am more likely to switch my
provider because of bad
customer service rather than
to get a better deal or
different products

59% (UK); 45% (US);
59% (Spain); 56% (Ger)

I buy more from
companies that make it
easier for me to do
business with them

83%

Loyalty is a thing
of the past

46%



Self Service is Changing Contact.

The calls I make to organisations are more complex as
I’m doing simple things via their website.

Aus
HK Sing

IndChi

UK US

• 62% of online consumers agree that their calls are more complex as simple
transactions are automated.

• 89% say that they wouldn’t mind being transferred to an expert.

• 49% want to email the same agent they speak to.
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Australia China HK India Singapore UK USA

Phone call to a call centre 80% 64% 73% 74% 64% 82% 86%

E-mail to an organisation 75% 57% 68% 72% 64% 82% 77%

Face to face in store 65% 27% 53% 45% 38% 64% 64%

The Multichannel Customer (1)
Which channels would you consider using in the future to contact organisations?

Internet site of an organisation 62% 54% 42% 62% 54% 73% 72%

Text/SMS message 30% 35% 34% 57% 45% 41% 26%

FAQs on an organisations internet site 41% 42% 34% 35% 31% 52% 57%

Phone call to an automated or IVR phone
service

24% 34% 26% 34% 21% 35% 38%

Post/direct mail 33% 18% 21% 29% 14% 50% 32%
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Which of these would you consider
using in the future?

Australia China HK India Singapore UK USA

Phone call to a call centre in another country 20% 27% 17% 28% 15% 27% 24%

Web chat conversation with an organisation 20% 39% 19% 32% 21% 23% 36%

Online forum for customers on an
organisations website

22% 33% 20% 37% 23% 27% 33%

Online forum run by customers of the same
organisation on the internet

19% 18% 13% 26% 20% 24% 26%

The Multichannel Customer (2)

65% of customers agree they continually change contact channels
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organisation on the internet
19% 18% 13% 26% 20% 24% 26%

Facebook or other social networking site
(RenRen, Kaixin 001)

14% 23% 25% 34% 24% 12% 20%

Mobile Apps 12% 12% 19% 20% 24% 11% 13%

Twitter/Weibo 4% 26% 7% 25% 10% 7% 9%

Video conferencing 7% 16% 10% 30% 14% 9% 14%
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The Super Phone...Supercharging Customers.

6 Copyright- BT Global Services, 2012



The Creation of a “Monster Customer”.

% agreeing use 2/3 times
a week or more

Have
Smartphone

No
Smart
phone

Facebook 67% 59%

Twitter 29% 13% Good brands try to offer the best
service
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Web-chat 52% 24%

Video conferencing at
work

31% 7%

SMS 86% 72%

Have phoned a call centre
in the last month

63% 49%

Have an iPad 30% 14%

service
(Smartphone users 77% v Mobile 67%)
The calls I make to organisations are

more complex
(Smartphone users 73% v Mobile 56%)
I continually change how I contact

organisations
(Smartphone users 68% v Mobile 59%)



Voice

E-mail

Caution: You are Entering a Multichannel World!

Instant
messaging

Social Media

VoIP
Video

SMS

Copyright - BT Global Services/Avaya, 2012



The Networked Expert: The ‘Martini’ Version.

Home Workers

Branch Offices

Remote Workers

Across Locations.

Across Devices:
Business & Personal.

Mobile Workers

Contact Centres

HQ

Voice

Online chat /
Instant
Messaging

VoIP

SMS / MMS

E-mail

‘Call me’
button /
Co-browsing

Video

Customer
History

Across Channels.
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Customers Bypassing Organisations.

Only 25% agree
Most of the online recommendations I read on
the internet are not very useful

31% agree
I trust the content on customer forums, it's
unbiased and reliable

83% agree
I use reviews of
products and services
on the internet to

37% agree

I contribute to online
forums, online reviews

51% agree
I trust the content on a customer forum more
than an organisations' website

Only 24% agree
I trust the content on an organisation's website or
forum, it's unbiased and reliable

on the internet to
check quality

forums, online reviews
e.g. Trip Advisor etc
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There are Very Big Differences Between Sectors.
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Why Customers Use Social Media.

84% were about

failures in
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failures in
traditional contact
channels



Social & Travel.
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Being Transparent:
Gerrard Street Fire.

Over 15,000

Great response from
customers:

65% increase in
Twitter followers

Over 15,000
views RichieJones Now that is

transparency!! RT: @BTCare: Service
restoration now underway but may
take some time. See pic:
http://bit.ly/gw07ZE
CallMeKallam @MangaUK The
exchange is in Gerrard Street, but I
believe that caters for the West End.
Follow @BTCare for info, they're
good chaps.

customers:
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Online Communities Can Be Powerful.



How BT is Networking Customers.

BT.com/help & forums

• 4,655 messages posted
• 376 ratings from other users
• 76.5 full days spent online reading
over 155k messages and helping our
customers

BT Let’s Talk Business Blogs

You Tube

UK Consumer and Technical Forums

BT Let’s Talk Business Blogs
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Networking experts: @BTCare & @BTBusiness.

A cheaper, easier and quicker channel for
talking to customers than voice - “it’s

more convenient than calling and waiting
in a queue… it’s fast … and it’s a more

personal service”,
@BTBusiness Customer.

Thanks to Dr Simon Thompson & Bian Salins.
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Thank You
Dr Nicola J. Millard
Customer Experience FuturologistCustomer Experience Futurologist
BT Global Services
nicola.millard@bt.com
Twitter: @DocNicola
BT Let’s Talk Blog:
http://letstalk.globalservices.bt.com/en/author/nicolamillard/
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