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“A Marketer’s Dream?” '




"People will forget
what you said, people
will forget what you
did, but people will
never forget how you

made them feel."”
Maya Angelou







/7 percent of people
say they're more likely
to switch brands than

they were just three
years ago.

Accenture
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DISRUPTORS
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GOVERNMENT AND REGULATORS




7%

of consumers globally
have quit doing
business with a
company as a result
of bad customer
service or supp

Source: Accenture, Rethink Your Customer Service Experience, 2019
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cost of customers switching
due to poor customer
service IS more than

£200bn”
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Percentage of people who increased
their use of each communication
channel

Messaging
Social Media

Email

Messaging Is the
fastest growing
form of
communication

Write a letter

Video chat

Source: “Messages That Matter” by Greenberg, Inc. (Messenger-commissioned study of people
who use one or several messaging applications monthly or more frequently in AU, BR, CA, DE,
FR, KR, UK and US) Nov 2017. Data is on average across the 8 markets.




Source | Facebook Earnings, Q3 2018
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Source: Facebook Internal Data, Q4 2018



64%

of people would

choose messaging a
business over picking
up the phone or
sending an emalil

Source: “Facebook Messaging Survey” by Nielsen (Facebook-commissioned study of
people ages 18+ who use messaging apps across AE, AU, BR, FR, ID, IN, JP, KR,
MX, TH, TW, the UK, the US and VN), Mar 2016. Data is on average across the 14
markets.

Expectations
for businesses
have changed
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Fast quote on Messenger

ACQUIRE
CUSTOMERS

Allian7z

Allianz France
Compagnie d'assurance

110 K personnes aiment ¢a, dont Benjamin
Chabiron et 12 amis

(D Répond généralement immédiatement

, ) Bienvenue sur le chat Allianz France.
Effectuez un devis assurance habitation
en quelques clics ! Pour toute autre
demande, nous sommes la pour vous :)

1:30min 30sec 2

average time to complete all  to obtain a quote methods for

information necessary to subscription
(by phone or request a

receive a quote
Demarrer

Source: Facebook Case Study, June 2017




“Facebook is our number
one acquisition channel
that fuels all our other
growth channels. Working
with Facebook helped us
identify further scaling

opportunities.”

Kévin Debien 5 8 0 8 8 =
Paid Marketing Lead, Plum



NEARLY

7IN10

BUSINESSES SURVEYED
THINK THEY’RE
COMMUNICATING
EFFECTIVELY WITH
THEIR CUSTOMERS

| arch
i , nd the US), Sep 2017






PURCHASE FUNNEL
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Marks & C%Qencer

Plan and pur
Christmas Concierge

M&S
EST. wes4°

21% 13

higher average of messages sent reached a
order value through new audience for M&S
Messenger (vs Christmas

Food website)

Source: Facebook Case Study, February 2018

se a perfect holiday meal with

607%

of people who opened a
conversation received
personalized menu
recommendations

£ My Basket

) Checkout securely

We accept

B =0 5 B visa @ 3 & G s

The Collection British Whole
, Deboned Oakham™ Turkey
(Serves 6-10)

Catalogue no: 00519724

£65.00
1 W
Subtotal: £65.00
Total £65.00
Balance to pay in store £35.00

) Checkout securely

i

ENABLE
TRANSACTIONS




Switch by AXA ’ : B

¢ _ & switch.axa.fr ¢
Fast, personalized, one-to-one service

CUSTOMER

't h SUPPORT
SWITCD. ..

Tout AXA pour les

10 ans

switch

by A¥A

“We’ve been able to reduce our
average reply time and resolve 100%

of all queries”

Amelie Oudea-Castera, Chief Marketing And Digital Officer,
Axa Group

80% 95% 53%  100%

customer satisfactiomeduction in reduction in negative queries resolved

response time comments on (vs 86% for other
(3:40average firstreply  Facebook channels)
time)

Source: Facebook Case Study, September 2016



BUILDING LOYALTY

sy F =52

FAST LONVENIENT PERSONAL




Thank you

OOOOOOOO
00O PO



