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Tell us something that you wank us 1o know

e-satisfaction.com is a Voice of Customer
solution that gathers vital information
regarding what customers think and feel
about their experiences with a business, across
complex networks and during critical
moments, to drive business impact.
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FOOTPRINT

> 5,5M monthly surveys
> 600K monthly detected unhappy custom:'ers‘
~ 4 touchpoints evaluated per business: =

> 900 active users
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New era of CX
o State of CX 2023 & The Role of Al
o Organizational Challenges
o Trends 2024
Automated Topic Detection &
Revenue at Risk by e-satisfaction
How to Navigate the Future




STATE OF CX 2023 set

Customer Loyalty °
Programs

Business Continuity

Digital CX Strategies

Customer Churn

Data & Analytics Reduction

10 TRENDS THAT
CHANGED THE

ROLE OF CXIN
2023

Conversational Al Employee Experience

Dipping Patience levels

Automation from customers

Other Al-Powered
Technologies

Source: CX Network's Global State of CX survey, January-March 2023



Al/ML UTILIZATION IN RETAIL FOR CX - EXAMPLES

Chatbots and Virtual Assistants
Voice Assistants

Personalized Product
Recommendations

Generative Al for Product Content

Augmented Reality (AR) for Try-Ons

Dynamic/Smart Pricing

Cashierless Technology in-store

Predictive Analytics for behavior and
preferences

Sentiment Analysis

Automated Customer Insights

bal State



Which three customer behaviors influenced your 2023 planning the most?

Awareness of ethical working conditions

Demand for sustainable /ethical products and brands

Customers spending more

Expectation for instant service/delivery

Customers spending less

Demand for convenience

Demand for home delivery

Increased used of buy now pay later (BNP
Use of social media for product/service research

Increased usage of digital channels

25% | 40% 44% 39%

5% 25% | 43% | 4% 4% 27%

Source: CX Network’s Global State of CX survey, January-March 2023

CUSTOMER BEHAVI
THAT LEADS TO
TRENDS ADOPTION

00000060

0000000060060
000000000

OR



ORGANIZATIONAL CHALLENGES in CX

The 10 most common challenges in CX

CX Challenges in European Organizations

Refocused IT/digital initiatives for improving operational efficiency

=== 35

Legacy infrastructure prevents us from being agile

I 28%

Inconsistent CX metrics/KPlIs across different business functions

I, 27/

Challenged to prove business value/ROI from CX transformation initiatives

26%

Organization struggles to be customer centric

26%
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-ms to RO 18%
-nior management buy-in 14%
-ting digital solutions 13%
-eating Al effectively 12%
-hanges in technology 12%

Sources: CX Network’s Global State of CX survey, January-March 2023;
IDC's Future of CX Survey, June 2023 ; IDC EMEA, Future Enterprise Resilience 2023, Internal, Wave 1

Organization structure is too siloed
I 247

Proliferation of tools used for CX

23%

Missing customer data points and customer data silos
21%

Lack of skills and people to improve CX

I 20%




CX TRENDS THAT WILL SHAPE 2024 388

New way of personalization - the traditional personas no longer Include CX data into segmentation &
accurately reflect the thinking that drives purchasing behaviour communication initiatives

Exploit Al for consumer behavior patterns

Use Al and LLMs for efficiency & analytics or predictive analytics

BUT

Experiment with Al for Digital Service
Channels
but don’t forget the quality of the resulting
experience for the customer

Approach Al for engagement with caution - there is still a
mismatch between an organization’s desire to introduce Al
chatbots, and a customer's acceptance to engage with Al

Generative Al and LLMs Wll! F?ntlnue to drive new CX Aim for harmony between human and Al
capabilities

Sources: CX Network | 6 CX trends that will shape 2024, e-satisfaction.com Proprietary Data 2023
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AUTOMATED TOPIC DETECTION FOR RETAIL - sasseseetes
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PREDEFINED TOPICS TO UNDERSTAND CUSTOMER EXPECTATIONS i HH

P Topics in

Comments
4&?“ w3 ®
& collection e-satisfactoncom {1y Parent Group Topics
General view Customer service

(5 total)

30" for betier

purchases!
Subgroup Level 1 Topics Shipping cost/

extra charges

(22 total)

How Vikely are you to recommend our store to
your friends|family?
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Tell us something that you want us to know

Availability

Functionality

Service Time Payment process

Customer update

Courier service

Packaging

Order modification

E-SATISFACTION.COM | PROPRIETARY INFORMATION | 2023



TEXT
ANALYTICS

FOR TOPIC
DETECTION

TOPIC DETECTION IN COMMENTS

Shipping and service time (consistency)

C servi

Prices & offers

Order update

General view/Reliability/Organization

Shipping cost

Topic

Variety

Website usability

Errors in orders/Order fulfillment
Payment methods

Courier service

Quality

0.00%

48.91%

11.67%
| 922%
| 7.85%
5.99%
4.24%
213%
2.94%
235%
207%
1.58%
1.44%
10.00% 20.00% 30.00%

40.00% 50.00%

Topic frequency (%)

Our proprietary NLP model, analyzes open
text feedback pieces and discover the main
topics addressed by your customer with
>80% accuracy levels.

E-SATISFACTION.COM | PROPRIETARY INFORMATION | 2023

Impact Score

IMPACT SCORE PER TOPIC
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Automated Topic Detection & Revenue at Risk by e-satisfaction
To which topic and NPS segment is most of the revenue allocated? (2,854 comments)

Total Comments Detractors (%) Passives (%) Promoters (%) Revenue from Promoters

Revenue at Risk from detractors Potential Revenue from Passives

Shipping and service time 1,392 2.16%)| 90.45% NN

Customer service 331 - TOSE%I_ B _3.5%1_ 86.1% I S, 855 € 19,335 €
Prices & offers 263 2.28%| 5.7%]| 92.02% I 209€ 824 € 18,438 €
Order update 224 12.05%M 6.7%l 81.25% I 1.628€ 798 € 14,014 €
General view 170 10%1 ™ 06wl : 82.94% NN 1810€ 1648 € 10575 €
Shipping cost 121 4.96%]| - _5.7_9%T 89.26% I 344 € 253 € 4,302 €
Variety 118 4.24%] 9.32%M 86.44% N 246 € 312€ 5824 €
Website usability 83 4.82%]| 9.64% 1 85.54% I 473 € 1.012€ 8,110 €
Errors in orders 66 87.88% N 3.03%| 9.09%H 2,343€ 12€ 496 €
Payment methods 59 11.86%0 5.08%] 83.05% M 851¢€ 48 € 14,327 €
Courier service 45 55.56% N 6.67%| 37.78% 1,684 € 79€ 1,294 €
Quality 41 34.15% 2.44%| 63.41% I 616 € 1€ 890 €
Packaging 19 31.58% M 21.05% I 47.37% I 417€ 560 € 352 €
Availability 13 76.92% N 23.08% Il 0%| 1,156 € 52€

Order cancelation 1 100% I—_—— 0%| 0%| 975 €

Product condition 10 90% I—— 0%]| 10%H 270 € 37¢€
Product description 8 87.5% I 0%| 12.5% 149 € 20€
Splitted order 8 0%| 25% Il 75% I 236 € 487 €
Product return 6 83.33% I 0%| 16.67% M 409 € 32¢€
Shipping options 4 50% 50% 0%| 49€ 231€

Refund 4 100% I 0% 0% 720 €

Payment procedure 4 75% . 0%]| 25% 120 € 387¢€
Partners 3 66.67% M 3333%M 0%l L367E e

Total Transaction Revenue per Segment 1 28,426€ (13.05%) 12,103€ (555% | 177,353€ (81.40%)

-
* Transaction Revenue: Order + Shipping + COD 33

E-SATISFACTION.COM | PROPRIETARY INFORMATION | 2023 e-satisfaction




HOW TO NAVIGATE THE FUTURE

Use Tech Solutions & Providers to leverage their
Expertise, by joining forces with in-house teams

Combine Human Intelligence with Al

Implement Feedback Programs with Recovery Actions
to start capturing RaR & ROI

Train Operational Teams to improve CX - provide tools
to make their lives easier
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