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*What new customer channels can be exploited to
strengthen customer engagement?
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*What new customer channels can be exploited to
strengthen customer engagement?

*|s it possible to increase agent service capacity without
diminishing customer satisfaction-or while even improving
upon it?

Loren Moss

@CloudCompute8og
www.|lorenmoss.com
https://co.linkedin.com/in/lorenmoss



$ FINANCE
COLOMBIA

*What new customer channels can be exploited to
strengthen customer engagement?

*|s it possible to increase agent service capacity without
diminishing customer satisfaction-or while even improving
upon it?

*How can we evolve with the changing demographics and
psychographics of our customer base?
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From Omnichannel to Emerging Channel
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Ten Years Ago, Omnichannel was:
*Branch Office

*ATM / Cajero Automatico

*Call Center

*Website (MAYBE with mobile version)
*SMS

*E-Mail

*[VR
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TenYears Ago, Omnichannel was: Today: All That, Plus...

*Branch Office *Twitter
*ATM / Cajero Automatico *Facebook
*Call Center *Device or OS App — “Esmarfon”
*Website (MAYBE with mobile version) *Web Chat
*SMS *Skype, Whatsapp, etc.
*E-Mail *What's next?
*|VR
Loren Moss

@CloudCompute8og
www.lorenmoss.com
https://co.linkedin.com/in/lorenmoss



$ FINANCE
COLOMBIA

Loren Moss

@CloudCompute8og
www.lorenmoss.com
https://co.linkedin.com/in/lorenmoss



FINANCE
COLOMBIA

Don Lorenzo (NMopeH) Mosscatski - Jun 25
BofA_Help Can you give me a call? | just got an email from you about my FL
Checking acct, but I'm out of the USA +57 321 674-0458

Bank ofﬁmenca E:-';_ elp - Jun 25
Mosscats

Don Lorenzo (flopeH) Ju
| Hey ([@BofA_Help | just had an extremely nenanue experience with your web
chat customer service. Can someone give me a call please?

Bank of America (/BofA_Help
I tski Thank you for the n‘ﬁmmannn we will call you today to discuss
your concerns. “gc

Don Lorenzo (Nopew) Ju
BofA_Help Ok, use the number you rear‘hed me at last time. Thank you.

Bank of America [ EofA_Hel
Mosscatski Thank you, we '.'.|II C aII you at the number previously provided.
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Cindy: | would have to refer you to the Bill pay department for more
assistance COLOMBIA

loren moss: So now you are going to tell me to go to some other
department in Bank of America and start this process over?

Cindy: The phone number for Bill pay department is 1.800.933.6262 7
a.m. to 10 p.m. Mon —Fri

loren moss: | am in Colombia South America for the next month. |
cannot call any toll free numbers

loren moss: hello?

Cindy: | apologize for the inconvenience. They can provide you with
assistance with bill pay issues. Telephone is the only was they can be
reached.

loren moss: well | cannot call toll free numbers from outside the US!You
are my bank, i am your banking customer and | need help. So you are
saying "just too bad"?

Cindy: | am sorry to hear about the situation you are experiencing.
However | have access to limited information.

Cindy: If this has been a mistake on behalf of Bank of America. You can
contact us when the issue has been solve and Bank of America can
revise any fee that may be apply because of this error.

loren moss: So how can | resolve this? | cannot call an 8oo number, and
at any rate, | feel like you are just abandoning me and having me call
someone to get rid of me.
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Harvard Business School Case Study:

*Adding an additional digital channel actually increased cost
per transaction, and usage across all channels (except IVR!)
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Harvard Business School Case Study:

*Adding an additional digital channel actually increased cost
per transaction, and usage across all channels (except IVR!)

*BUT: Customer retention increased significantly over a 3
year period, raising LCV
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Advanced Functionality:

What digital capabilities can be offered to customers beyond
3 party platforms (such as social media?)
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Advanced Functionality:

What digital capabilities can be offered to customers beyond
3 party platforms (such as social media?)

*P2P Transfers, Giros
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Advanced Functionality:

What digital capabilities can be offered to customers beyond
3 party platforms (such as social media?)

*P2P Transfers & Money Transfers
*Biometrics (or plain old camera!)
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Advanced Functionality:

What digital capabilities can be offered to customers beyond
3 party platforms (such as social media?)

*P2P Transfers & Money Transfers
*Biometrics (or plain old camera!)
*Remote deposit capture
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What digital capabilities can be offered to customers beyond
3 party platforms (such as social media?)

*P2P Transfers & Money Transfers
*Biometrics (or plain old camera!)
*Remote deposit capture
*Analytics, Integrated Tracking
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t digital capabilities can be offered to customers be' COLOMBIA
3 party platforms (such as social media?)

*P2P Transfers & Money Transfers
*Biometrics (or plain old camera!)
*Remote deposit capture
*Analytics, Integrated Tracking
*Accounting

Loren Moss
@CloudCompute8og
www.lorenmoss.com

https://co.linkedin.com/in/lorenmoss 19



Loren Moss

@CloudCompute8og
www.lorenmoss.com
https://co.linkedin.com/in/lorenmoss

Key Takeaways:

FINANCE
COLOMBIA

20



$ FINANCE
COLOMBIA

Key Takeaways:

*|t is safe to leverage emerging channels. It is more
dangerous to ignore or neglect them.
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Key Takeaways:

*|t is safe to leverage emerging channels. It is more
dangerous to ignore or neglect them.

*Think beyond traditional account servicing. Many services
can be provided outside of a compliance firewall.
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Key Takeaways:

*|t is safe to leverage emerging channels. It is more
dangerous to ignore or neglect them.

*Think beyond traditional account servicing. Many services
can be provided outside of a compliance firewall.

*Evolve to remain relevant to the changing demographics —
and psychographics of your customer base.
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Key Takeaways:

*|t is safe to leverage emerging channels. It is more
dangerous to ignore or neglect them.

*Think beyond traditional account servicing. Many services
can be provided outside of a compliance firewall.

*Evolve to remain relevant to the changing demographics —
and psychographics of your customer base.

*Even worse than not doing it, is doing it wrong! Don’t be
lame in your emerging channels strategy.
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Comments?

www.lorenmoss.com

chubschribe.com
CustomerExperienceReport.com


http://www.lorenmoss.com/

