Part four

The Autonomous
Customer 2013

9in 10 consumers
want support while online

When you have problems with
internet self-service which help

prefe_r using e-mail/ would you prefer?
website H

organisations over the

internet
(43% in 2010)

(up from 37%

in 2010) Phone

Email

Call me button

Web chat

would like web chat offered
while I'm on the internet Video chat

want my questions answered Website FAQs
by a real person on

phone/web chat while _ ,
Online virtual agent

Agents in contact centres need help to deal with
today’s consumer

\
Have: better call if 7 1 %

agent has same
interests as me

Have got better help
from other consumers
than agents

If | don’t get the answer,
| call another agent

| x 86%

Happy to be transferred to
Put,me on hold as they someone trained to answer
don’t know what to say complicated questions

g Want to e-mail same agent

as spoken to

Agents have struggled
to answer my queries

Often | know more
about the problem
than the agent

Agents haven’t known
what’s on their website
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Working together




