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The changing trends during & since the pandemic

m 2019 m 2020 Retail Ecommerce Sales

Growth Worldwide.
% change by region z eMarketer 2020
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The growth trends have
been uneven, but growth
does look set to continue
in some regions and for
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For example, we are
seeing strong growth in
Europe & North America

compared to 20109.
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1 - Source: United Nations Conference for Trade and Development
2 - When Are People Most Likely to Buy Online? - MAY 11, 2021, BY GRAHAM CHARLTON LAST REVISION BY Brad Ward ON May 11, 2021
Photo by Firmbee.com on Unsplash
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Day , time and channel

Online sales & traffic by device

Mobile Sales

5% 51,361,433
4.5% Mobile Traffic

4% 716%

3%

2% Desktop Sales

1%

012345678910 11 12 13 14 1516 14 18 19 20 21 22 p3 Desktop traffic

Source: When Are People Most Likely to Buy Online? - MAY 11, 2011, BY GRAHAM CHARLTON LAST REVISION BY Brad Ward ON May 11, 2@1
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Are our strategies still relevant?

A Encouraging and pushing customers to make contact or pay
outstanding amounts via self -service portals.

LOUTILI 1dX, FOUSITIE DEIEIL BUSITIESS Tdles O LdlUIuIu SEIvVILES, -
We have guides on setting up and account and how to then add in the services you want to manage.
Claim
How to set up an account council tax
support
Instructions for setting up an online account +
Problems paying? | 2
How to add services to your account Related links v

Please make sure you have set up an account first i .
Paying your council tax

Which service would you like to add?

Contact the council tax
Council Tax + team

Housing Benefit +

We use cookies on this site to enhance your user experience
OK, | agree BNGE{ETES

By clicking any link on this page you are giving your consent for us to set cookies. More info
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Are our business beliefs & strategies still relevant?

A Do you understand why some customers abandon processes?

A Are the strategies for following up missed calls, emails and messages

Call Outcome Per Hour

customers still effective? et s e
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Hour Answered % Unanswered % Engaged % Other % Duration
14 Mar 2019 16:00 147 99.32 1 068 0 0.00 0 21:18:25
14 Mar 2019 17:00 94 94.00 6 6.00 o 0.00 0 0.00 14:58:05
14 Mar 2019 18:00 81 97.59 2 24 [ 0.00 o 0.00 06:54:01
14 Mar 2018 19:00 54 98.18 1 1.82 0 0 0.00 03:16:39
14 Mar 2018 20:00 15 93.75 1 625 0 0.00 1:05:
14 Mar 2019 21:00 9 100.00 0 0,00 0 0.00 0 0.00 00:27:16
14 Mar 2019 22:00 7 100.00 [ 0.00 0 0.00 0 0.00 00:47:25
14 Mar 2019 23:00 7 100.00 o 0.00 o 0.00 0 0.00 00:35:59
15 Mar 2019 00:00 0 0 0 0
15 Mar 2019 01:00 0 o0 [ o

8,002 139 37 3 2:29:50
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Fixes for post pandemic habit changes

prominent & convenient QR codes pulling down a SMS Webform.
Tracking and reporting to show which customers have engaged from the letter.

Once the customer has scanned the QR code, the tracking of the
customers activities will begin, giving a valuable insight and trail.

S
Pleasant Valley Council
customer's have self-service and chat
Fetom mévwe Pz b options that can be promoted to discuss
. & the case.
RaOnline Payment
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Fixes for post pandemic habit changes?

Text:

SUPPORTto
07537 417083

U

0330 002 0700

1m ago

“Welcome to Pleasant
Valley Council. Please
hold to speak to our staff
or send a text the word
support to 07797801704"

Customer calls the
contact line. 24/7, 365

days regardless of
actual opening times

W PWOC 1m g0 A # Enforcemeant &

Selec! Landguage

Welcome to Pleasant Yalley. Please use the
URL t open your options to manage your

¢ Translate

enquiry http:ffdyn0d/cymk02 \ i
=/
=
Pleasant Valley Council
Wellcome to Enforcement Services, plea
use one of the options below o select the

Senvice you require or click here o
complete & form so we can understand
your circumstance FORM

You can also chat to us using the Chat tab,

IVR suggests messaging. SMS Webform is The conversation and
30-50% of consumers delivered to the customer engagement
take the option and customers handset continues here

hang up!
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New habits E Open Banking Payments

Open banking for payments is a fast, safe option for customers that reduces
payment charges.

ﬁl’ ransactions h
completed within
the customers App
are highly secure
raisingcust omer As
confidence in the
process.

%

K3 Telsolutions LACEF Zsiiasry,

telsolutions.co.uk | Telsolutions © 2021 Content is not for distribution to any third party without the express permission of the author Daniel Pearce, Director of Bu siness Development



