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Before we begin

VIJAI SHANKAR

[24]7 Inc.

LESLIE JOSEPH

[24]7 Inc.

@lesliejoseph

The presentation will be made 

available after the webinar

A recording will be available on 

the [24]7 website

There will be a short Q&A period 

after the presentation

leslie.joseph@247-inc.comvijai.shankar@247-inc.com

@vshankar05
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We will cover

The digital transformation imperative

3

Building blocks of a digital transformation strategy

Questions
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Remember These?
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Physical Store

5

PHYSICAL
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Digital Distribution
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PHYSICAL
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Digital Product
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PHYSICAL



© 2017  24/7 CUSTOMER, INC. 

Incumbent Losers
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PHYSICAL
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New Winners
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PHYSICAL
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Lessons Learned?
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Web
Reach client.
e-Business.

1990s

Mobile & Cloud
Experience-first.
Multi-channel.

Late 2000s

Conversational AI 
Chatbots/VA.

Across devices & 
channels.

2016 - present

Paradigm Shift:

From Automation to Experience to Conversations
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Millennials Matter…

12

74%
Smartphone penetration globally 

Nielsen, 2015

Believe everything will be done 

on mobile devices in next 5 

years
Mary Meeker Internet Trends, 2015

60%

$200B

of global workforce by 2020
pWC study, 2015>50%

Mobile banking most important

74% ICBA, 2015

Would use telehealth options 
Transamerica Center for Health, 201660% Spending power in 2017

Advertising Age, 2016



© 2016  24/7 CUSTOMER, INC. NDA Required Presentation

Digital has transformed and disrupted every major industry

13

Retail 

84%
disrupted

Insurance 

88% 
disrupted

Telco 

78% 
disrupted

Financial 
services

63% 
disrupted

“Fail (to reshape your business as fundamentally digital) and 

your business will become digital prey.”

Healthcare

90% 
disrupted

Sources: 

Forrester/Odgers Berndtson Q3 2015 Global Digital Business Online Survey

Forrester, Unleash Your Digital Predator, 12/9/15
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However… 

14

Consumers are quick to 
abandon digital

68%
of consumers

still pick up the phone

Source: Callcentrehelp.com 2014 report

Enterprises are failing
the digital consumer

65%
of consumers

are dissatisfied

Source:  Livework Intelligence
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Companies that understand, 

anticipate, and act on 

consumer intent will thrive, 

and those that don’t will be 

disrupted
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They recognized 

consumer intent as the 

cornerstone of digital 

transformation
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Customer Profile Understand 

Customer Behavior

React to 

Customer 

Action

Anticipate 

Customer Needs

? ? ?

Most Customer

Experience

Today:

- Generic

- Reactive

- Painful

How can I help 

you? 

See our FAQ

Transferring 

to a 

supervisor
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Customer Profile Understand 

Customer Behavior

React to 

Customer 

Action

Anticipate 

Customer Needs

Hi Will, I’m sorry 

to hear about…

I already went 

ahead and made 

changes...

This is a 

better 

experience 

for that...

Customer 

Experience in

The Age of Intent:

- Personalized

- Predictive

- Effortless



© 2017  24/7 CUSTOMER, INC. 

Intent-Driven 

Engagement

Anticipating consumers’ needs

Holistic experience across channels

Delivering memorable moments

to
… companies are shifting from 

Channel-Centric 

Engagement

Reacting to consumer behavior

Disconnected, fragmented channels

Too many failed experiences

19

In the Age of Intent … 
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DIGITAL 

TRANSFORMATION
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Digital Transformation

• 12% shrinkage in phone volumes

• Every other digital channel grew: digital volumes account 

for over 42% of all interactions

• 93% of buyers go to web

• 70% consumers begin customer service journeys online 

or on mobile app

Source: Dimension Data Global Contact Centre 

Benchmarking Report 2016
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What consumers want

Anticipate my needs 

Provide great self-service options

Let me contact the company any way I want

22

86%

Source: [24]7 user research
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Digital transformation, redux

Establish digital roots

Understand customer journeys

Optimize the channel of first 

contact

Improve self service 

Connect touchpoints

Intent-driven engagement

Channel agnostic

Real-time data and insights

Hyper-automation



© 2017  24/7 CUSTOMER, INC. 

The five building blocks

24

Establish 

digital 

roots

Customer 

journeys 

+ intent

Smart 

contact 

automation

Connect 

touch 

points

Channel 

orchestration
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Establishing digital roots

64% of total US respondents begin their customer 

service journeys on the company website. 

By the time respondents are crossing to a third 

channel 77% are seeking agent assistance, mostly 

through a phone call (41%). 

95% of respondents use at least three channels 

(and/ or devices) to engage with customer service. 

82% use up to five channels (and or devices). 

25

What is the order of channels and devices you typically use today 

for customer service interactions because your issue cannot get 

resolved in the first channel you use. 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

First

Second

Third

Fourth

Fifth

Website Mobile app Phone call Chat Social media Email Video Store

Source: [24]7 user research
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Understand consumer journeys in and across channels

26

Using structured and unstructured data 

to understand cross-channel leakage 

patterns and user presence
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Connect touchpoints

Customer

Authenticated IVR

Agent can push rich content to end user

Starts on web

Voice Agent

Existing IVRs can 

only fall back on voice 

agents as “safety net”

Authenticated

If agent assistance is needed, 

full context transfer 

accelerates resolution

Chat Agent

Voice Agent

Unified speech + visual 

experience reduces self-

service effort

Presence determines 

customer on website 

concurrently

Escalates to IVR
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Combining channels and channel shifting in a 

meaningful way 

• Virtual agent -> chat

• Facebook messenger -> virtual agent -> chat

• Website -> IVR (web-aware)

• Website + IVR -> chat

• Website + IVR -> virtual agent

• Agent + smartphone

• IVR -> mobile web

• IVR -> chat

28
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Informational Transactional

Single-response

Task Complexity

29

Smart automation through chatbots

Conversational

In
te

ra
c

ti
v
it

y

Informational

Ask a question, get an 

answer

Conversational & 

Personalized

Emulates a human 

conversation

Transactional

Guides the user through a 

series of steps to 

complete a task
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Informational Transactional

Single-response

Task Complexity

30

Flexible automation framework

Conversational

In
te

ra
c

ti
v
it

y

Complex Dialog
“My Internet is slow”      

Bot: diagnoses problem

General Answers (e.g. FAQ)
“How do I change my Wi-Fi password?”

Targeted Answers
“Where is the nearest retail store?”

Personal Transactions
“I need to change my mobile plan” 

“I want to pay my bill”

Personal Answers
“How many prepaid mobile minutes do I have left?”

Complex Questions
“I have an iPhone 6 and want to upgrade to the new 7”

“How much will it cost?”

Simple Dialog
“How do I contact you?”  

Bot: “Is it about billing, service or complaints?”

Guided Task Completion
“I want to unlock my iPhone”   

“I want to replace my SIM card”
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Informational bots deliver the “one right answer”

31

• Ask a question, get an answer

• Respond to 1,000’s of queries

• Answer 90% of questions with 95% accuracy

• Warm handoff to chat agents

• Easy to deploy and rapid time-to-value
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Advanced chatbots leverage deep data…

9

User Profiles

Profile data from customer 

acquisition & engagement

Personalization

Proactive service based on 

real-time intent prediction

Learn

Continuous learning from 

147M questions asked and 

over 36M chat conversations
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…and context across time and channels

33

WEB

Office

PHONE

MOBILE

MESSAGING

Car

Store

Home

Same bot handles context and modalities across devices

Self-Service Self-ServiceSelf-ServiceSelf-Service
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Orchestrate experiences: Focus on logical pairs

85% of consumers cross channels if unsuccessful on web

70% of consumers will seek live agent assistance

34

Web-aware IVR

Website + IVR

Maintain journey context 

during channel shift from 

web to IVR

Reduce AHT and increase 

NPS

Visual IVR

Mobile web + IVR

Multi-modal IVR interactions 

combining speech, touch, 

and visual display

Increase self-service 

containment

IVR to Chat

Deflect callers to a mobile 

chat interaction on their 

smartphones

Deflect calls from voice 

agents

Agent-Customer Share

Voice agent interactions 

supplemented by rich visual 

widget push

Reduce caller effort and 

increase agent efficiency
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Siloes….

35

Virtual AgentIVR

Understand intent

Provide self-service

Understand intent

Provide self-service

Voice Agent Chat Agent

Route to live agent Route to live agent

Dual effort, zero leverage
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Unified self-service 

36

Virtual Agent

Voice Agent Chat Agent

IVR

Understand intent

Route to live agent

Provide self-service

Build once, deploy all

One intent model

Shared app logic

Best channeling
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Creating fluid experiences and accelerating digital self-

service

37

Virtual Agent

Voice Agent Chat Agent

IVR

Understand intent

Provide self-service

Route to live agent

Omnichannel Prediction

Presence DetectionBest Channel Treatment

Unified NLU Model

Decision EngineMultimodal UI Conversational NL

Build once, deploy all

Anticipating intent

Fluid experience

Best channel treatment
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Build once and deploy to all channels

38

Devices

chat bot 

IVRweb chatsocial messaging

virtual agent mobile app

Channels

Natural Language Processing                 Decision Engine: Business Rules, Application

VXML NativeHTML, Java, CSS

PresenceEnterprise

backend
Prediction Notification Channel

Treatment

Authentication Personalization
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Unified Digital Experience

Self 

Services

Assisted 

Services

TRADITIONAL CHANNELS DIGITAL CHANNELS

C
h

a
n

n
e
ls

Messaging

Virtual AgentSpeech + Screen

ChatVoice Agent + Screen

Speech

IVR to Chat

VOICE 

AGENTS

P
ro

d
u

c
ts

Omnichannel Platform & APIs

Prediction Platform & InsightsP
la

tf
o

rm
s

Unified Digital

DIGITAL (CHAT) AGENTS

PHONE
PERSONAL 

ASSISTANTS
WEB SOCIALNATIVE MOBILE MESSAGING

Natural Language Processing
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1 2 3

Digital and millennials 

disrupting every major 

industry today

Companies need to 

transform with a clear 

end game vision

Key Takeaways

Transform the 

experience with a view 

of intent and customer 

journeys
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