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A crowd-powered manifesto

Eight illustrated possibilities inspired by audience sketches
during Henry Coutinho-Mason’s VisuAlse Futures keynote,
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' 'Tlle annmval queue refires. TI|

WORK/LIFE
BALANCE

: ; ; | The Customer Champion runs their
No wait, no triage, no referral, ‘ own coaching, skills and work/life

no transfer, no approval. m balance without waiting on a team leader.

The person on the call has the power
to make change, and the trackers
and ticket logs are gone.



' The whole story amives
 hefore the customer esf-

Hospital, GP and patient records come together,
leaving the agent to “just care and talk”.

Ticket logging and information
gathering happen in the background.

You spend the conversation
moving forward, instead of
reconstructing what happened.




" The castomer gets an adviser fu ife.

= - e ' o
Edith keeps the same agent Vs 7 el -
through buying, setting up, |(a a ) '
fixing and upgrading: “l am

{ always here to help.”

.| Every conversation builds | _,
on the last. "

A banking adviser supports you
through life’s changing circumstances.

You don't have to start the
relationship again whenever
something changes.



uman contact earns its place.

Maximising contact not eradicating it.

One sketch changes the CEQ's demand
from saving money to creating revenue.

The ambition is to make a conversation
worth having: reselving something difficult,
building trust and giving a customer

a reason to stay.
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What if no new starter
_ evertook a hard call alone?

A coach listens live and steps in while an When Al takes the
inexperienced agent works through P~ straightforward calls,
a customer’s problem. ' RSN learning the job

Bl | gets harder.
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| A debt collector arrives
| at a house. f

| the signs of vulnerability they
missed and nudges them
while there’s still time to help.

The prompt changes

the purpose of the visit:
understanding what support
the household needs.
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An envelope lands on the doormat
of someone who isn't online.
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Open it and a hologram says hi,

with live help to change their
energy tariff.

Mission Impossible style, | SSMSRENG e You don't have to get online | S
but without the explosion. [EEESREEE - : before you can get help. el
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