FUTURE-PROOF
YOUR BUSINESS

SURVIVE & PROF

RADICAL CHANGE
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Wuhan

4 Million People
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Transactions (billion yuan)

400,000,000 16 Highspeed Rails 10x International Tourism
Chinese move to cities. connect population. 2012 - 2019
1995 - 2019

Source: Oxford Economics/Haver Source: iResearch, Sept 2019






,i
:
j

| CUSTOMER SUPPORT.

tSIna ‘,

ﬁ.aa_—r-u- =

/ “/
(- -‘-‘ﬁ‘
|




THE WAVES KEEP ON COMING

TECHNOLOGICAL ECONOMIC SOCIAL
Accelerating innovation Data Economy Changing Demographics
Emerging Tech Labor and Automation Digital Trust
Convergence & Remixing Rise of Asia New Social Contracts

Cheap Money




1 '

-
s

SHINJUKU % | |

7‘«\

.o\ 2 \
N 4'9» \‘y 7 . ’ :

e o
3
- i
- <
— i\
s S
T 2P|
B >













t
4

- -

O

JOOOOK

¢
A

"
=N

%
~

A
PNV

",

na




* ' ' t s B
. ' 1 ' ' t 1
s s ' ' s ' 1

- W. LA - - - - - .

* 1 + a ' '
$ » -
. » %

4 -~
. ' . ' = '

; " .
L2 L3
“t i -0 W -
r By - »
a .
g -
—
——
. T et
L e b a h ’ ' - o
| ST R § & m; e
.O..\ -
v AL ~. g A |

. A | R T SHESE

- . " }
e 2 |
.-, ) ! »
$7N. _2“7 »
BN TR TN et
RN /1% * N
”..o {1\ ﬂ/ 4 I\ ,.._ \ 4
.”,.....”.,. ] v ﬁ., 1T . /A )
‘ ‘..-co :.. ,..,/ , 'ﬁo,d. - ...o
LR . ,, 1 \ -
-o-.o'o ' ..,,_,,., &.&,.. ' ,0 » ..' ‘
TTHRE /,., \ _._/a ’ -
B N 1R ! Y .
N Dbl L\ S .
oo. . .,ﬁl ' \ 4 "
» N &) ' 1 '
b *a. ,,,r .,Aﬁ ' “, ; " ‘
. : ‘_..4*.' e -~ _“ : ®
L ..: 3 [\ s \ 054 »
S.mr K A,_ ’ " pu .
-.. ..0 \ / ’ . ‘ | .‘ ‘
M ..., M e o_
z.J,/L..nf A
v T.' /li_l,_ > o; )
1 S
LR &4, TP —



















WE DON’T NEED
CALL CENTERS.



WE NEED
SOLUTION CENTERS
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CUSTOMER SUPPORT

isn’t a

SUPPORT FUNCTION
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DIGITAL EXPERIENCE

drives

CUSTOMER ENGAGEMENT



WHAT
should be

AUTOMATED?



WHAT IS YOUR VALUE PROP?




WHAT HAPPENS WHEN OMNICHANNEL FAILS?
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BANK.OF AMERICA




" WHAT DO BOTS
think should be

AUTOMATED?



SOURCE: SYNESTHESIA.AI



THE SCI-FI FUTURE

PARTNER: Territory Studio
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- PRESCRIPTIVE ANALYTICS

- FORECLOSURE RELIEF
- 80% of cases automated.

100% Human 100%
Automate Intervention Automated
d

3x increase in productivity. Removed 70% of backlog.

PARTNER: SAFEROCK
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Using Al to Continue Conversations

2021 Jeep Cherokee
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CUSTOMIZATION

NAME
Chris

DEALER
Empire CIDR West Islip

CAR MODEL
Jeep Cherokee

SCREENSHARE
Car Make & Model

RESULTS
Replaced 6 operators
82% ™ Open rate
62% " Reply rate
18% ™ Appointments

TECHNOLOGY PARTNER
Bhuman.ai



PEOPLE DIFFERENTIATE SERVICE, MACHINES
CAN BE COPIED.






How can
AUTOMATION
improve
HYBRID WORK 3. Training vs. Quality

1 Recruiting vs. Attrition

2. Mental Health vs. Performance



We need to increase

INTELLIGENCE

as well as

ARTIFICIAL INTELLIGENCE
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Economist Lawyer
(BAYESIAN) §(INDUCTIVE)
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