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Safe harbor statement

The following is intended to outline our general product direction. It is intended for information purposes only, and 
may not be incorporated into any contract. It is not a commitment to deliver any material, code, or functionality, and 
should not be relied upon in making purchasing decisions. The development, release, timing, and pricing of any 
features or functionality described for Oracle’s products may change and remains at the sole discretion of Oracle 
Corporation.
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Service in the 
Experience Economy

Experience
defines value

Journeys are
non-linear and 
unpredictable

Customer is
innovator
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What happens when…

The experience is measured by 
authenticity?

Missing customer signals can
cause damage to a business?

Customers gravitate towards
innovative service experiences?



5 Copyright © 2020, Oracle and/or its affiliates. All rights reserved

Customer signals reveal revenue implications

Browse Buy Issue Advocate

Comms Store Use

Reactive service 
model due to lack of 
customer knowledge

Missed upsell 
opportunities at 

service 
interactions

Poorly timed marketing 
messages infuriate unhappy 

customers

Providing poor 
service to loyal 

customers

SERVICE 
PROBLEM

Miscoordination between 
digital communication

and in-store teams

Lack of support 
resulting in misuse of 

product 

SERVICE 
OPPORTUNITY

SERVICE 
OPPORTUNITY
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What is innovative service?

Service lens Agent lens Business lens

Balancing 
humanity and 

automation 

Agent experience Brand
thought 

leadership



7 Copyright © 2020, Oracle and/or its affiliates. All rights reserved

86% of consumers are 
willing to pay a higher 
price for better CX. Customers

value authenticity
- PwC



Power an 
Intelligent 
Service strategy 
for a 
competitively 
differentiated
service ecosystem
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Offer service anytime, anywhere 
through any channel

Automate and energize teams to 
deliver outstanding service

Simplify the human side of 
service, balancing automation 
with high-value customer 
engagement

Customer choice

Innovation and automation

Authenticity
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Stanislas Riondet
Groupe Onet

Responsable de Domaines

Etre acteur de votre performance au quotidien avec Onet

in/stanislas-riondet-a065364b/
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Afin de vous apporter du contenu au plus proche de vos attentes 
lors de nos prochains webinars

Merci de répondre à notre questionnaire de satisfaction

WEBINAR

WEBINAR


