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Research Objectives & HHY
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The Hong Kong Association for Customer Service Excellence (HKACE) conducted an
annual survey to understand the challenges and opportunities of the customer service
industry in Hong Kong
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The objectives of this research:
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[ Understand customers’ interest in using customer service via digital |
channels
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[ Understand customer service staff opinions towards provision of A
customer service via digital channels
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g Study the Threats and Opportunities for companies offering digital
customer services

R EA® Sfr it S ey NG N = g 3 y




Research Design E
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2017 to February 2018

)) A total sample of n=858 people participated in this online survey from December
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Hong Kong Customers

AR
(n=500)

Aged 18-54 who have experienced
customer service in Hong Kong in the past
12 months:
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Q Customer Service Staff
4R RS B
(n=358)

Customer service staff who are working in
the customer service industry in Hong
Kong
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Executive Summary FEFEEE

Hong Kong customers are enthusiastic to use more digital services,
and they want to get their issues solved promptly and easily
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There are misalignments between what customers need and
what staff think customers need in digital services
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Customers prefer a seamless customer experience
through integrated multiple channels

B 2 EUA BT S HY 25 R AR AR A B







Key Findings S & 45 H k-3

Hong Kong customers are enthusiastic to use more digital services,
and they want to get their issues solved promptly and easily
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There are misalignments between what customers need and
what staff think customers need in digital services
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Customers prefer a seamless customer experience
through integrated multiple channels
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Key finding 1: Hong Kong customers welcome and love to try using digital channels for customer services
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Past 12 months usage Expected to use in next 3 years
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i Digital channels S . mless fi#/> - Same #F% mMore FiE% |
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i Online instant e-chat ; = 41% :
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i Contact specific staff through . !

i F11E B 5% & A WhatsApp = | |

: WeChat & I BEH##& | |
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1 Leave message on social media I 18% | 48% I
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Human-touch channels € A BB EE : mless fE/>  Same =12 mMore F{E %

Hotline (manned) 65% -
B A (E A ) 9% |
Store/ branch/ service center
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Dedicated staff
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Key finding 1: Hong Kong customers are sophisticated and discerning — they expect their enquiries to be solved the

first time they contact the customer service. ﬂ
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90% of Hong Kong customers expect their

enquiries to be solved the first time they
contact the customer service
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Key finding 1: However, customers are less satisfied with digital channels because they are not able to solve their

enquiries the first time they contact the customer service.  ace
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Very satisfied/ Satisfied Able to solve your enquiry the first time
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: Company websites/ mobile app 42% !
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Key Findings #4553 S

Hong Kong customers are enthusiastic to use more digital services,
and they want to get their issues solved promptly and easily

BBV R (& 2 Bl RS
TS SE e BIRS SRR R DAt IR Tl

There are misalignments between what customers need and
what staff think customers need in digital services
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Customers prefer a seamless customer experience
through integrated multiple channels
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Key finding 2: There are misalignments between what customers need and what staff think
customers need in digital channels.
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What customers need in digital What staff think customers need in digital
channels: channels:
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Able to solve Efficient service

customers’ issues A41% 15t e 24%
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Able to understand Able to communicate in
customers’ needs/ 9% simple and 119%
ISsues clear terms °
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Key Findings #4553 S

Hong Kong customers are enthusiastic to use more digital services,
and they want to get their issues solved promptly and easily
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There are misalignments between what customers need and
what staff think customers need in digital services
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Customers prefer a seamless customer experience
through integrated multiple channels
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Key finding 3: Different customers’ needs are best served by different service channels. 4&
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Tend to go to Store/
Branch/ Service center

Tend to go to Company

websites/ mobile app Tend to call hotline
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* Enquiry for basic e Purchase/ apply for * Look for solutions to a
information (65%) products or services (50%) problem or an issue (51%)
BEHAEEREEN (65%) RE B B E e AR R o e AR S Y

(50%) ’H (51%)

* Enquiry of product/ services
(59%) e Contract renewal (49%)
B HE ARG &R (59%) AR FsETEIELT (49%)

 Bill payment (50%) * Enquiry of service
AREE K 7 5] (50%) appointment, delivery

(42%)
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Key finding 3: Customers prefer a seamless customer experience through integrated multiple (
channels, i.e. Omni- channels
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* As Hong Kong customers are sophisticated and discerning, majority wants services delivered through
Omni-channel to meet their different needs.
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Single-channel Multiple-channel Omni-channel
customer service customers service customers service
— Companies provide one — Companies provide multiple — Companies provide multiple
channel for customers channels to customers; channels to customers and the
however the channels are not channels are integrated
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Executive Summary FEFEEE

Hong Kong customers are enthusiastic to use more digital services,
and they want to get their issues solved promptly and easily
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There are misalignments between what customers need and
what staff think customers need in digital services
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Customers prefer a seamless customer experience
through integrated multiple channels
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 Hong Kong customers' expectation on digital TABRKXHEBRENIHEZENE S
services outpace what companies are N EIRAERMEHIARE K

offering today

e There are still gaps between digital service — * EHARFA B A BEiEHY IS < 24

and human service. FAEZRE -

e When customers cannot solve their issues via * & BAZ NREZEEHIGIRE (FIU4E
digital channels (e.g. websites or social Bt AT S ) B R RS RERE -
media), they tend to seek human channels ferisiEe NPk s okEm - i
with higher expectation. HEFESHIHE -

e While companies continue to improve and  * HAENEFEAETN AR EAEAR S
innovate their digital services, it is also HYEIRE » B 35 R T A 4R R 2 i
important to enhance their customer services B EMNFEE > DIAR R ER % 1R
staff with skills to solve customer issues H R -

\_ effectively and efficiently. )
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Recommendation ZE55 e
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Recommendation from HKACE:

* We are delighted to see customers welcome
digital services. However, we must make sure
our digital channels or services create value and
convenience to our customers.

e With our theme "i-Service, | Serve", the
Association will work with our fellow industry
players to provide Hong Kong customers with
satisfied customer journey through experience
sharing, company visits and research findings
sharing.

e While we will advocate the use of digital
technologies in customer service, we will
continue to emphasize the importance of
integrated channels by embedding human
touch elements into digital technology, so as to
provide a better customer experience to our

\_ Ccustomers.

(B R B B (HKACE) TS

o FMIRE ELE RIRA R B EHEAR S - B3

WBRECRE PR BB IR 18 K il A R P MR
F RIS EEAE AL ER] -

Bl e A eny £ i-Service, | Serve | > &K
T E IR EESE > BEKE TS
NEEE DR EGER TS BEANEELE
LR i AR A R e g

BRI B & 1F > BELRE RS
{58 FHEEERY - [FIRp AR S R E 2
MirRE A AR TR R ARG > 3
YRR fe (it S AV RA T AG B -

17






*
Wiy,
g\;\rg‘

HKACE

FEEERERTHE




	Slide Number 1
	Research Objectives  調查目的
	Research Design  調查設計
	Executive Summary  調查摘要
	Slide Number 5
	Key Findings 調查結果
	Key finding 1:  Hong Kong customers welcome and love to try using digital channels for customer service.�調查結果 1:  香港顧客歡迎且喜愛透過不同數碼渠道使用顧客服務。
	Key finding 1:   Hong Kong customers are sophisticated and discerning – they expect their enquiries to be solved the first time they contact the customer service.�調查結果 1:  香港顧客非常精明及高要求- 他們期望他們的查詢可以在第一次接觸顧客服務時就能得到解決。
	Key finding 1: However, customers are less satisfied with digital channels because they are not able to solve their enquiries the first time they contact the customer service.�調查結果 1:  然而，香港顧客對數碼渠道的滿意度較低，因為數碼渠道無法第一時間解決他們的問題。
	Key Findings 調查結果
	Key finding 2:   There are misalignments between what customers need and what staff think customers need in digital channels.�調查結果 2:  顧客在數碼渠道上的需要以及顧客服務人員認為顧客的需要並不一致。
	Key Findings 調查結果
	Key finding 3:  Different customers’ needs are best served by different service channels.�調查結果 3:  不同的服務渠道能切合不同的顧客需求	。
	Key finding 3:  Customers prefer a seamless customer experience through integrated multiple channels, i.e. Omni-channels.�調查結果 3:  顧客喜歡透過整合的跨渠道體現無縫的顧客體驗。
	Executive Summary  調查摘要
	Conclusion 總結
	Recommendation 建議
	Slide Number 18
	Slide Number 19

