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COVID
is a

ROGUE WAVE
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Spark

400,000,000
Chinese move to cities.

1995 - 2019

10x International Tourism
2012 - 2019

Source: Oxford Economics/Haver

16 Highspeed Rails 
connect population.

Spread



45%
of the time.

Managers bailed out of
ROGUE WAVES

Source: HP Study



is in a

ROGUE WAVE

CUSTOMER SUPPORT



Accelerating innovation
Emerging Tech

Convergence & Remixing 

TECHNOLOGICAL

Data Economy
Labor and Automation

Rise of Asia
Cheap Money

ECONOMIC

Changing Demographics
Digital Trust

New Social Contracts

SOCIAL

THE WAVES KEEP ON COMING



BRAND
WORLD



WORLD



STAND
ALONE



ECOSYSTEMS



VCR
NATIVES



AI
NATIVES



EcosystemsDisposable Products



Circular Economies



Labor Cost



Labor Retention



What will make TOMORROW 
be different from YESTERDAY?



WE DON’T NEED 
CALL CENTERS.



WE NEED 
SOLUTION CENTERS.



isn’t a

SUPPORT FUNCTION

CUSTOMER SUPPORT



is

YOUR BRAND

YOUR CALL CENTER



is

YOUR PROFIT CENTER

YOUR CALL CENTER



drives

CUSTOMER ENGAGEMENT

DIGITAL EXPERIENCE



should be

AUTOMATED?

WHAT



WHAT IS YOUR VALUE PROP?



WHAT HAPPENS WHEN OMNICHANNEL FAILS?



think should be

AUTOMATED?

WHAT DO BOTS



SOURCE: SYNESTHESIA.AI



THE SCI-FI FUTURE

PARTNER: Territory Studio



is

HERE



100%
Automate

d

100%
Automated

Human
Intervention

PRESCRIPTIVE ANALYTICS

FORECLOSURE RELIEF 
80% of cases automated.

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

PARTNER: SAFEROCK



Using AI to Continue Conversations
CUSTOMIZATION

NAME
Chris

DEALER
Empire CJDR 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.





1. Recruiting vs. Attrition

2. Mental Health vs. Performance

3. Training vs. Quality

How can 
AUTOMATION

improve
HYBRID WORK



as well as
ARTIFICIAL INTELLIGENCE

INTELLIGENCE
We need to increase



Known

Unknown

KnownUnknown

FOUR TOOLS to SOLVE PROBLEMS



F O U R  T O O L S
t o

S O LV E  P R O B L E M S



Known

Unknown

KnownUnknown

Economist
(BAYESIAN)

Lawyer
(INDUCTIVE)

Artist
(ABDUCTIVE)

Scientist
(INDUCTIVE)

FOUR TOOLS to SOLVE PROBLEMS



We live in a world of                          rogue waves.



for the rare?

Are your people

PREPARED
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