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M a r t i n  H i l l - W i l s o n  -  M a r r i e d  -  3  C h i l d r e n
Experienced business and thought leader in customer strategy, design and practice

Various executive positions in customer service /CX including consulting, BPO and systems integration 
Now operates as independent advisor, consultant, facilitator and conversation host, awards judge, chair    

https://www.linkedin.com/in/customermanagement/
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Technology only enables effective 
service experiences

Still requires intentional design 
and obsessive optimisation



© 2025 Bridge House Consulting Ltd

Poor Score Card
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Poor Score Card
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2024

Customers Have Been Consistently Clear!
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Customers/Brands Assess 1st Contact Resolutions Very Differently!

To what degree was the agent able to fully resolve your issue during 

your most recent customer service interaction? 

Base: 33,093 consumers across 29 countries
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Customers/Brands Assess CX Very Differently!
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The Impact Of Rushed Digital 1st Strategies
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Source: dataset of 10,374  Live Chat transcripts.

In one £4bn company, 60% of all FCA complaints were 
triggered by systemic advisor impotence: "there's 
nothing we can do."

Cul De Sacs - Failure Becomes An Expected Outcome
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Typical Omni-channel Deployment Results In More Cost/Effort
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Ef fe c t i v e n e s s  v  E f f i c i e n c y

w h i c h  i s  c h e a p e r ?
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Source: Gartner State of Customer Service: 5,000 responses (July 2024)

What are your major concerns related to AI customer service?

Barriers: Bots Become The New IVR
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Growing Recognition That New Thinking Is Needed
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From Omni-Shambles to Opti(mal) channel

A c t i o n  P l a n

1. Use interaction analytics/ agent insight 

ǘƻ ƳŀǘŎƘ ƧƻǳǊƴŜȅ ƻǳǘŎƻƳŜǎ ǿƛǘƘ ΨōŜǎǘΩ 

channels

2. Drink that champagne every day to 

ensure 99.999% uptime. Invest in 

resources to obsess the detail

3. Design in queue messaging and other 

nudges to recommend those options

4. Use interaction analytics/outcomes 

scores to track effectiveness of 

recommended options v others
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Poll
100% describes us

Partially moved on

No longer true

Never had these issues
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CX ROI needs a unified ecosystem 
and collaboration to support end 
to end experience management



© 2025 Bridge House Consulting Ltd

CX ROI Comes from Consistent Service Delivery
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What do you believe will be the biggest obstacles to 
ȅƻǳǊ /· ǇǊƻƎǊŀƳΩǎ ǎǳŎŎŜǎǎ ƛƴ ǘƘŜ ƴŜȄǘ му ƳƻƴǘƘǎΚ 
(tick all that apply)

Organizational Silos

Silos Remain the Top Challenge for Global Leaders
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Shared Insight Generates Collaboration

C o n t a c t  C e n t r e

a c t s  a s
I n s i g h t  H u b

i n t e r n a l

c o l l a b o r a t i o n

e x t e r n a l

c o l l a b o r a t i o n
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Insight Is Now Abundant

C o n t a c t  C e n t r e

a c t s  a s
I n s i g h t  H u b
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Customers Have Their Own Priorities

Between you and the customer, who is going to win?
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Motivate Me To Change Habits By Making 
The New Journey Clearly Better 

Can't Be Forced - Can Be Persuaded
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Use Outside-in Thinking

Understand Customer Priorities and Mindset


