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Hagyomanyos vs. digitalis B2C csatornak
2022-re

Customer Service Channel ~ channel Usage, Channel Usage,

Channel Usage, ChannelUsage, 2017 2022

Customer Service Channel 2017

Phone conversations (with 40%
support agents)

Interactive voice response 28%
Web/mobile search 15%
Email 5%

External support communities 2%
Total 90%

2017 2022

Agent interaction
15%

Customer
salf-service
H8%
Agent
Assisted
 Agent self-service
interaction 219

D2%

2022
12%

10%
15%
2%
2%

Customer
self-service
G4%

Al atop IVR/conversational IVR

Co-browsing/collaborativeinter
face

Visual IVR
Kiosk
AR/VR/immersive
Video chat
Internet of Things, sensors
Chatbots
Outbound alerts
Virtual customerassistants

Social media care (managed by
CSRs)

SMS/messaging
Chat
Total

0.1%
0.1%

0.1%
0.1%
0.0%
0.3%
0.3%
1.0%
1.0%
1.0%

2.0%

2.0%
3.0%
11.0%

10%
2%

50
3%
2%
2%
8%




Customer Service Channel

Phone conversations (with
support agents)

Interactive voice response
Web/mobile search
Email

External support communities
Total

Channel Usage,
2017

40%

28%
15%
5%
2%

ChannelUsage,
2022

12%

10%
15%
2%
2%




Channel Usage, Channel Usage,
2017 2022

Al atop IVR/conversational IVR 0.1% 10%

Co-browsing/collaborativeinter
10% face

15% Visual IVR 0.1% 5%
2% Kiosk 0.1% 3%
2% AR/VR/immersive 0.0% 2%
Video chat 0.3% 2%
Internet of Things; sensors 0.3% 8%

Chatbots 1.0%

Outbound alerts 1.0%

ool Virtual customerassistants 1.0%

64%
Social media care (managed by
CSRs)

SMS/messaging 2.0%
Chat 3.0%
Total 11.0%

ChannelUsage, Customer Service Channel
2022

12%
0.1% 2%

2.0%




Agent
interaction
52%

2022

Agent interaction
15%

Customer Customer
self-service self-service
48% 64%

Agent
Assisted
self-service
21%

© 2017 Gartner. Inc
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Miért nem tortént mégsem chatbot attorés?

PCEBOOR'S VIRTUAL,
ASSISTAT M 18 DEAD. §0 ARE
CHATBOTS

A

6/5/18 11:50 AM

CHATBOTS WERE THE NEXT BIG THING:
WHAT HAPPENED?
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Miért nem tortént mégsem chatbot attorés?

PCEBOOR'S VIRTUAL,
ASSISTAT M 18 DEAD. §0 ARE
CHATBOTS

Al

T b NEXT BIG THING:

Chatbots Are Dead, Long Live Chatbots

The universe was in complete balance this week as one
technology reached peak hype, while another plunged into
disillusionment,
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« IVR
- Call Distribution
- Faster 1:1 communication

- Al + human cooperation
- 1:10 communication

. Switchboard " . Live Chat
« Slow 1:1 - « 1:4 communication
communication
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A PROBLEMA
A PROBLEMA
A PROBLEMA

Miért nem képes
helyettesiteni az
emberi ligyintézot?
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A PROBLEMA

Internetrol
szerzett tudas
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A PROBLEMA

Baron Memington  Baron von Derp 3
@TayandYou Do you support genocide?

L P .e
|nternetr6| : TayTweets ( TayandYou - 29s
- E @Baron_von_Derp i do indeed
szerzett tudas

4 +3 B se
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A PROBLEMA

NLP = Natural
Language Processing

“Hey Brooke, | need help with my utilities account”

“Thi bypieal sbilities are
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A PROBLEMA

NLP = Natural
Language Processing

helyett

“Hey Brooke, | need help with my utilities account”
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A PROBLEMA

NLP = Natural
Language Processing

helyett

Fastruktura szeru
tudasbazis

“Hey Brooke, | need help with my utilities account”
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A PROBLEMA

A chatbot nem képes a
a sorok kozott olvasni.
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se000 Extended = 7:41 AM U

A PROBLEMA E € smer oo

Oh shit... Ok. Now tell me

you're bored, and ask what's
up.

a sorok kozott olvasni. ﬂ I'm bored, what's up?

A chatbot nem képes a

Now tell me your stupid
shitty website.

Tinder keeps logging me out,

boo :P. Hit me up at http://

oxhookup.com/

summer.trujillo if you want to
ﬂ chat and set up a meet.

Send
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AKKOR MOST

A CHATBOT
HALOTT?
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CHATBOT HYPE CYCLE (Gartner 2018)

VISIBILITY

Peak of Inflated
Expectations

Plateau of
Productivity

Slope of
Enlightenment

Trough of

Technology Disillusionment

Trigger

MATURITY
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09:ER ¥ o -

KAYAK
< o e plles in a tew hours Q

o back to Budapast?

Ok, Locking for flights from
Budapest, Hungary to
Tuscany, italy fram 29/9 10
4110 ...

I found a total of 734 flights
for your dates. Here is a
selection of cutbouwnd flights:

Depark: Sat, 2% 5ep

E60D+

3 available refurn cpbions

Search Flights & Hotels

ore




MEGOLDAS: FOKUSZ

09:68 ¥

<
o

o

Send a message..

KAYAK

Typically replies in a few hours

back to Budapast?

Ok, Locking for flights from
Budapest, Hungary to
Tuscany, italy fram 29/9 10
4110 ...

I found & total of 734 flights
for your dates. Here is a
selection of outbouwnd flights:

Depark: Sat, 2% 5ep

- 14:20

Economy + Zh 55m = 1 stop in VIE

EBODS
3 available refurn opbons

Salact

Search Flights & Hotels

ore

Frida Bot

Typically replles instantly

Hola, I'm Frida Bot.

I believe everyone should
start their day with something

beautiful ¢*

Ewery morning | send you art
from my favorite artists! B

‘Want to see some that I've

Share Frida Bat @

Menu
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MEGOLDAS:

ol -

n a few haurs Q

o back to Budapast?

Ok, Locking for flights from
Budapest, Hungary to
Tuscany, italy fram 29/9 10
4110 ...

I found & total of 734 flights
for your dates. Here is a
()  setection of outbound fights:

Depark: Sat, 2% 5ep

09:68 ¥

< KAYAK

Typically replies

BLD FLR
115 - 1420 Wiz

Economy + Zh 55m = 1 skop in VIE

EBODS
3 available refurn opbons

0 Select

Send a message..
Search Flights & Hotels

ore

FOKUSZ

09:68 ¥ w -

( . F.ri-dtl?“ les Instantly G
Hola, I'm Frida Bat,

I believe everyone should
start their day with something

beautiful ¢*

Ewery morning | send you art
. from my favorite artists!

‘Want to see some that I've

@ oickea

Share Frida Bat @

Menu

113+

< o The Weather Channel

Typicaly replies instantly

Ok, I've saved the location
Budapest, HUMGARY, | will
alse send you daily rainfsnow
alerts which you can
customize in your settings,
Here's the current weather:

124G | Fair
Budapest, Hungary

Shang
> -

:r".

5 Day) (. Hourly ) (1 Latest Storm) (I

Send a mass = o L
Current Conditions
Hourly Forecast

hdore
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JO PELDA: INTERAKTIV FORM + Live Chat

a szemeélyes biztositasi
asszisztensed,
Milyen biztositast szeretnel?
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JO PELDA: INTERAKTIV FORM + Live Chat

Szial Emma vagyok
a szemeélyes biztositasi
asszisztensed.
Milyen biztositast szeretnel?

Erlékbiztositas Ujrakezdés

-2 i* B, Tamais - X

4
u 4. "D
"\l -

Kdszbnjik, hogy chatel vellink.
Ugyintézénk hamarasan kapcsolatba lép

Jatssz tobbet. e
Fi zess keVESEb bet‘ Tamis fog ma Onnek !ﬂgl“tfl‘l‘i. kil

forduljon hozza bizalommal.

Vegyel részt jatekainkban, nyerj csereszn oaiesieban _

T i Udwizlom. Tamas vagyok.
csokkentsd biztositasi dijad! Sajat magad = Mibenserithetek?
helyett masokat seqgitengl? Ndlunk alap,
hogy cseresznyeid jotékony célokra is

+ |K|€r_||'1|-:. hogy ide ind or iireneted
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Mi az a hibrid chat?

A live chat és a chatbot elényeit
otvozo innovativ chat technolégia.

Mitél olyan innovativ?

Ha a chatbot bizonytalan, az ugyintéz6tél
kérdez és kozben tanul is tole.

Ertem. Es taldlkozunk az
Internet Hungaryn?

Természetesen ott leszuink!
Ok, jo volt veled beszélgetni! :)

Orilék, hogy segithettem. :)

&
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Administrator = Operator *  Supervisor = Reporting = Knowledge engineer =

207180524 J0°35:22
15 Aronymous
@ sz0:08

D000DDOD A

2018-09-28 184785
e LT T T
@ ™8

00000000 A

301 8-09-25 18:56:19

angoonon =0

System time: 2018-09-25 185619 wser time: 200 8-09-25 185619 device: desktop url: httpscifinnovatiqua. !

System says (2016-09-25 18:56:21):

Udviizlom az Innovatiqua oldaldn, miben segithetek?
User says (2018-09-25 18:56:23)

hello |

System says (2018-09-25 16:56:24).

Udviizlam, mit tehetek Onért?
User says (2018-09-25 18:56:28)

20180525 18:52:50
AN Anonymous
@ -

3 -
0oooooan e

2018-059-25 185344
322 Ananymous

@ -~
& 236
IN00NEEE =¥

2018-09-25 185452
223 Amanymous
Q -~

- 132
INDO0ERO0 2

2080525 1E561S
224 Aranymou

o -

-
AN000ooo0 &

- Miaz a hibrid chat?

J

System says (2018-00-25 18:56:29):

A hibrid chat a live chat és a chatbot elGnyeit tviizd Gjgenerdcids technoldgia.
Szeretne tdbbet megtudni a szolgdhatdsndl?

Quick search within the hints / direct answer

4) [STANDBY]
Hints Edit

D voneed o say anything.

n End of conversation.

20

Quick search

D [® F3 s 10esm0

A hibrid chat elinye, hogy a live chat Ggyfeléiményst
garantilja a chatbot hatékonysdgnivekedase mallatt,

Szeratne egyeztetni egy demo-iddpontet, amikor részletesen
D 1% 1D 6473
értelmében az Ugyfél mindig az dhala feltett kéndézre kapja

meg & megfeleld vilaszt. Egyébként milyen az On cégének
profilja?

uw: ID: 6447

Kisznjilk a megkeresésat, viszont itasral

uawx ID: 6436

MNagyszerdl Elkérhetern a nevét ds telelonszdmal, bogy
felkereshessik Ont egyeztetés céll4bal?

(> | 0% 106371

Annak érdekében, hogy Onnek a legjobb szolgltatdst wdjuk
nyijtani, és az On Cégének igényaire szabhassuk a

)
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== perfectchat

O |

2018-09-35 184755

L =
[oooooon A

207M8-09-25 18:52:50
A2V Anceymious
o =
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Administrator ~ Operator = Supervisor = Reporting = Knowledge engineer =

20180925 19:22:02
A5 Anormymous
O oM

2 -~

ooooooon A

System time: 2018-09-25 19:2207 user time: 201 8-09-25 19:22:02 device: desiciop url: Mitpe.Yinnovatiqua huy

Sysiem says (2018-09-25 19:22:07)
Udvazlém az Innovatiqua oldaldn, miben segithetek?

User says (20718-09-25 19:22:12):

 hello

System says [2018-09-25 19:22:13):

Udviiziém, mit tehetek Onért?
User says ('J:HH 09-25 1'i'9?".".-':|'

- minor [Gn a Mikulas?

20M8-06-25 18:53:44
327 Ancrymous
@ 28

& =
000000po -

201 8-00-28 10:54:82
323 Anorymous
@ 27

4
00000000 A

20180625 18:56:1%
324 Anprymous

@ 2345

- ==
[0000000 A

20M809-25 192202
325 Anoryymous
E 034

-
goooooon A

Tordk-Pél Kata BaYE (201 8-089-25 ".l".’?"u'}]
A Mikulés december hatodikan érkezik azokhoz, akik [k voltak. @)
User says (207 8-09-25 1% ;J'.I"b"]:l'

~ Mi a killénbség a chatbot és a hibrid chat kdzét?

System says (2018-09-25 19:23:00)
A hibrid chat 8tvézi a live chat és a chatbot eldnyeit, és az dllandd operdtori
jelenlét mellett nincs hibas valasz, mig a chatbot eldre programozott
vélaszokat ad az érdeklfdik kérdéseire, Vagyls az utébbl egy program.

Quick search within the hints / direct answer

Hints Edit

u Mo need to say anything.

u End of conversation.

Quick search

O @ P o oo

A hibrid chat a live chat és a chatbot elGnyeit Gtvazd

Ujgenerdcids technoligia. Szaretne tibbet megtudni a
szrolgahtandsndl?

O [ 3 13 10:638s x

Atlagosan 4-6 hét szokott benni az implementécids folyamat.

n 13%  ID:6378 *®

Annak érdekében, hogy Onnek a legiobb szolgditatist tudjuk
riyiijtani, és az On Cégének ipényeire szabhassuk
szolgditatdsunkat mindenképpen egyeztetézre van szikség a

[ > 13% 1D 6448 x
Teljeskdrd riporiokat, elemadseket készittnk heti, havi,
negyedéves bontdsban, igény szedint. Ezek tartalmazzdk a

chat beszélgetések szamit, litogattszamat, illetve egyéb
u 13%  ID: 6444 x

Riporiokal, elemzéseket késziiink Teljeskard riporiokat G
készitlink heti, havi, negyedéves igény szerint. Ezek
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