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Welcome to Stratford upon Avon 

25th and 26th April 2016  Shakespeare 400
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Customer Experience 2020

3

ƴ Presentation by Tony Smith

ƴ Time for your questions 

ƴ Contact the presenter or the Forum 

team if you would like support in 

this area. Take time to speak to the 

presenters at the break. - Matthew Dewsnap -

Service Manager, Argos
Home Retail Group

Session Chair



Customer experience 2020

Tony Smith

CCaaS, Dimension Data

Looking ahead.
Planning a route.



The Global Contact Centre 

Benchmarking Report

Launched in 
1997 by Merchants, 
Dimension Dataɠs 
subsidiary contact 
centre specialist.

Annual global research 
study 

of multichannel 
interactions and 
the contact centre

Supported by over 40
of the worldɠs leading industry 
groups and associations

19 years
of trends, performance 
analysis and best 
practice techniques

6
core review areas
spanning innovative strategies on 
operations 
and technology to self- and assisted-
service solutions



Role of Contact Centres are changing

Contact
2000s

Channel migration 
for cost reduction

Broadening
channel access

1990s

Call
Replacing
face to face

Provide improved 
customer access

2010s

Multichannel
Part of a
multichannel experience 

Supporting other channels 
- not always first choice

Omnichannel
2016 ɝ2020

Focused on resolving user 
issues ɟin-channelɠ

Providing assisted support for 
integrated digital channels

Telephone-based CX

2016-2020s

Personalisation& 
proactive CX
Digital analytics

Technology enablement

Digital-based CX



o w n s  n o  t a x i s
where the largest taxi firm in the world 

w e  l i v e  i n  a  w o r l d



largest
hotel service

owns no 

rooms

where the planetɠs



Customer experience is 
now the No.1 performance 
measure for todayɠs 
executives 

and boards.

1.    Customer experience
2. First contact resolution
3. Sales revenue and profits
4. Employee engagement
5. NPS
6. Productivity and cost to serve



Omni-channel is the most significant industry trend affecting customer 

experience capability.

1.Omni-channel (connected) customer journeys
2.Migrating traffic to digital
3.Changing user behaviours (channel adoption)



Analytics tops the list of innovations set to reshape customer 

experience.

1.Customer analytics
2.Channel integration
3.Digital delivery capability 
4.Personalisation


