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The standards for Customer Service
are rising.

Al is already improving parts of the
Customer Experience.
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“We increased NPS by 20 points.”
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| don’t think Al will replace all our
Customer Service people.

But | do think it raises the standards
for all our Customer Service people.
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Great Customer Experiences

lkea’s chatbot ‘Billy’ can now handle 47% of
Customer enquiries

e\Which meant the headcount could be reduced

lkea asked — what could Billy not handle?

e Customers wanted interior design help
e|KEA looked at the skills their Agents already had
eThey reskilled Agents to provide interior design help

Source: Ingka Group / Reuters / CX Today / MIT Technology Review, 2026
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We should have high standards
for Customer Service

But high standards alone
are not enough

© copyright 2026 OmniTouch International www.omhnitouchinternationhal.com



omnileuch

dm

Your Source for Creating
Great Customer Experiences

Standards tell us what good looks like...

But not how to help people
achieve them

© copyright 2026 OmniTouch International www.omhnitouchinternationhal.com



omnileuch

dm

Your Source for Creating
Great Customer Experiences

To do that we also need devotion.

Especially as Customer situations
become more complex and emotional.
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Sever Ltj Justice

Standards |---------oeeeeee e ..............................

Devotion

Source: Frei & Morriss,
Unleashed (HBR Press, 2023).
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If devotion is about preparing people for
SUCCess...

what should we prepare them for?
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More difficult
More emotional
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When you face a
difficult Customer
situation...

The first step is to
classify the kind of
situation you’re in.
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* Abusive Customers
Irritating Customers
Unhappy Customers
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What behaviors do Abusive Customers
bring into the world?

Use the Slido App
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Keep in mind that
abuse is a serious word.

It involves safety.

Would you call the
Security Guard?
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Abuse is a violation of safety

e There are options

Just because we don’t like something
doesn’t make it abuse

e Leaders must define where the line is
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Out of 100
interactions, how
many would fall into
this category?

Use the Slido App
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What behaviors do Irritating
Customers bring into the world?

Use the Slido App
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e What irritates us is often personal

e Have these Customers actually done
anything wrong?

e Learning to work with irritating people is
part of the job

Our role isn’t to judge people’s behavior.
It’s to serve them.
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Out of 100
interactions how
many would fall into
this category?

Use the Slido App
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“I wish | could tell you

it gets better.
But...it doesn’t.

You get better.”

Joan Rivers
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Our responsibility as leaders is to help
our people get better.

That’s devotion in the era of Al.
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daniel.ord@omnitouchinternational.com

www.omnitouchinternational.com
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