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Caveat

. . . j u s t  a s  t h e r e  i s  n o t  s u c h  t h i n g  a s  a n  a v e r a g e  c u s t o m e r

t h e r e  i s  n o  s u c h  t h i n g  a s  a n  a v e r a g e  c o n t a c t  c e n t r e …
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Better CX
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P R E - C O V I D  P O S T - C O V I D  

Greater Digital Engagement



T e c h n o l o g y  R o a d m a p  T o  T h e  F u t u r e
© 2020 Bridge House Consulting Ltd

d r i v e r s



T e c h n o l o g y  R o a d m a p  T o  T h e  F u t u r e
© 2020 Bridge House Consulting Ltd

SERVICE BUDGET SQUEEZE

CX AT MUCH LOWER COST

Reduced Budget
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Home Working
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23%

38%

23%

Office Working
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VoC
Automation
Call Back
Intent Detection
Customer Data
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VoC

Melanie Fischer

10% Csat increase in last 2 years 
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As-is process assessment summary
Business area: Finance Shared Service
Process: Journal posting

Process description: Narrative, plus who owns the process

Process steps:

1. Detailed summary of process steps
2. What are the trigger points
3. What data is consumed
4. What systems are involved
5. Prescriptive steps
6. Management of exceptions
7. What are the outputs from the process
8. Audit steps / notifications

Applications / data 
stores:

Details of the systems / data stores utilised

Volumetrics
FTE involved; transaction volumes, frequency, 
fluctuations, time taken per transaction

As-is Process summary:

As-is

Business benefitsLow High

Ea
se

 o
f 

Im
p

le
m

e
n

ta
ti

o
n

H
ig

h
Lo

w

1

2

3

4

5 6

7

89

1

2

3

4

5

6

7

8

9

Process 1

Process 2

Process 3

Process 4

Process 5

Process 6

Process 7

Process 8

Process 9

Wave 1
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Automation prioritisation & deployment approach

How

No automation
zone

To-be process assessment summary
Business area: Finance Shared Service
Process: Journal posting

Process description: Narrative

Process steps & design considerations:

1. What people / process changes are required
2. Proposed process steps
3. Service levels, scheduling, triggering, load balancing, scaleability
4. Exception management
5. Audit trail
6. Actions to be taken if infrastructure fails

Potential benefits

Cost

To-be Process summary:

Risk reduction

Hours 
released 

Data quality

Process 
alignment

Customer

Automation scope

To-be

Automation
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Avoid The Queue
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Intent Based Routing
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Twilio is paying $3.2 billion to acquire 

Segment, a customer data platform

“Data silos destroy great customer experiences,” said Jeff 

Lawson, co-founder and CEO of Twilio. “Segment lets 

developers and companies break down those silos and build a 

complete picture of their customer. Combined with Twilio's 

Customer Engagement Platform, we can create more 

personalized, timely and impactful engagement across 

customer service, marketing, analytics, product and sales. We 

are thrilled to welcome Segment to the Twilio team.”

Customer Data
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Biometrics
Omni-channel
Mobile 1st
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Telefonica is using voice prints to classify 

elderly customers and prioritise them for 

scarce live voice service so they do not 

have to visit stores and risk COVID 

infection

Biometrics
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“Developers using Twilio to 
access the WhatsApp Business 
API more than doubled 
between Q2 2020 v Q2 2019 ,” 
Twilio

Higher Digital Engagement
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Non Voice Growth
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Mobile Delivery
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In Field Service - Contactless Engagement

https://youtu.be/g5pxwsYTwZ0
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Messaging



T e c h n o l o g y  R o a d m a p  T o  T h e  F u t u r e
© 2020 Bridge House Consulting Ltd

Video Chat

EY consumer research of 2,500 UK households, 27 May-1st 
June 2020
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Co-Browsing
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Fuel payments at more than 11,500 Exxon and Mobil gas 
stations in the U.S

Amazon India supports bill payment for electricity, 

gas, water, post-paid mobile and broadband

Digital Voice
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Omnichannel Needs One Inbox & Desktop
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Self Service
Proactive
Analytics
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Mobile 1st Self Service
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Proactive

In the UK, fraud rates rose 
by 33% across all financial 
products in April 2020. 
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Demand

Intent

Sentiment

Next Best Action

Analytics
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Cloud
Security
Agent Assist
Quality
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Cloud Adoption
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WFH Security
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Agent Assist
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Automated Quality Management
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Internal Collaboration
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t i p s
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Micro Service

Architecture

Scale ‘n

Reach

Digital

Glue

AI

Technologies
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Technology Only Enables…
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