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CONSUMER ENGAGEMENT 20/20

KEY HEADLINES

Looking ahead, companies must embrace a new model for Consumer Engagement to
eve sustailnable growth I n an
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Consumer self service Is the most compelling long-term solution for
meeting customer expectations

Excellence In Customer Service enhances traditional Marketing
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e Collaborative/Sharing economy challenges conventional consumer
gagement models and traditional views on consumer |oyalty

emer gi ng
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And with billions of customers
/ Interacting with brands right now
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The opportunity to surprise and delight

/ IS ever present

}



THE SCARY PART | Se

Brands continue to struggle to engage with their
customers or recognize t hemée

eand t hat S




We think 1t0s t1.1
customers create happier outcomes




Customer Is Important
Ngl ving them ol

We think itoés tior

buStombrb &eAtd happleolitcomes

GOAL I Customer Is Important

Nwl nning thelr attent



A 80 Million Millennials, ages 19 to 37 are poised to
outspend Baby Boomers in 2017
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The Aspect Consumer
Experience Index:

Millennial Research on
Customer Service
Expectations

Millennials, mobile technology and social media are colliding to
radically change customer service as we know It



What they told uss .

@ ’\)S> 55% told us that my

‘ ‘% have Increased over the past three years
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61% say If | ever have to my story to more than
one customer service agent | am going to




What they told uss .

©
Over 70% of Americans want the abllity to solve product and —
service issues \/)
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65% of customers told us that they feel really good when
they solve a problem



would use
self- service if
it were available

of customers prefer

text over picking
up the phone







