Key digital trends for
2020

Kate Doodson
Joint CEO Cosmic
@cosmickated
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Who are we?

Cosmic are award -winning Digital Skills Specialists providing digital skills
training and consultancy to organisations & businesses across the South
West. We also develop websites & offer Digital Consultancy.

We are a Social Enterprise, closing the gap of digital inequality.
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SPEND USING THE INTERNET EACH DAY ON ANY DEVIC
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ol SOURCES OF NEW BRAND DISCOVERY

PERCENTAGE OF INTERNET USERS AGED 16 TO 64 WHO SAY THEY DISCOVER NEW BRANDS AND PRODUCTS THROUGH EACH MEDIUM OR ACTIVITY

Y i
2

WORD-OF-MOUTH RECOMMENDATIONS 29%
ADS IN SOCIAL MEDIA

BRAND OR PRODUCT WEBSITES

ADS ON WEBSITES

TV SHOWS OR FILMS

RETAIL WEBSITES

RECOMMENDATIONS OR COMMENTS ON SO CIAL MEDIA

ADS IN MOBILE ORTABLET APPS

@ SOURCE: GLOBAIWEBINDEX (Q3 2019). FIGURES REPRESENT THE FINDINGS OF A BROAD SURVEY OF INTERNET USERS AGED 16 TO 64, SEE GLOBALWEBINDEX.COM FOR MORE DETAILS




Shift to voice
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Leaders in the Digital Age
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4 WHO USE VOICE INTERFACES EACH MONTH (ANY DEVICE)
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Voice

1 “Alexa, start
Germany
Travel T:ps

Amazon Google Apple Other
60% 25% 5% 10%

© 2019 Cosmic



Al ex aeé

Where should I go for my next
holiday?

What 6s the Lowest pri
Eurostar trip?

Order an Uber

Order a Dominods pi z
Met Office 0 weather forecast

NHS d medical questions

How are the roads for my journey
home?

How long will it take me to drive
to..?




What should we be doing in 20207

Develop featured blocks of content - The average voice search result is about 29
words long, featured snippet 0 also called position zero, answer box, or quick
answers

Optimise website for voice search & write new content in spoken language
Think about what customers ask but donod6t search

Improve local search visibility

C) crumnukn: | SKILL-BLUERRISTS ME  ENILE YOUWE MADE  HELS CENTE i, E Dot

=T
Trial an Alexa in your property? P Monsis
& L e 0] B

Curtom DEBA Thars Thart

Download useful Skills

Rogst Hopmagpest Adventure

Coandremise v Tehedim it Rrew snir ibnas ardd AR CTOTR R Trvote A sdamriom
AL S ekl dacria oo poan Tanlp st e s Lo paar siaryadav el
BEC ST ol LT B I TS Tawrwe 30 P51
oheravheod

Test out Alexa Blueprints —_—

)

Custom QKA MHousequint Habypatlar 'et Siltur Whuss Turn Chars Chart
LA iros Simis Wy sl [ 2% BRIy (T Hop Uns et Al e LT RERT TR TR P Sdedab srd s
T e iR o e THze ereerhee fov amew Eam e TRt o e g avelly haectrewr

Test your services through Voice e | ST | AR || e .
/ 0 cosmic




Alexa Skills nteg
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Blueprint
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All Change for Comms
Channels
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Social commerce

More than a third of all consumers we surveyed also indicated that while they may go online a lot today, they expect to do it more
often over the coming five to 10 years. One point worth noting, while just over a fifth of EMEA consumers use three or more financial
apps on a regular basis, they trail consumers in the rest of the world (31 percent to 23 percent),

Social media has become the place consumers congregate for a wide range of activities. For many consumers, being digital means
being social, and that means connecting with both their friends and their favorite brands.

How do consumers use social media to engage with brands?

CONDUCTING A SEARCHING FOR SEEKING HELP FROM
TRANSACTION BRAND INFORMATON CUSTOMER SUPPORT
22% of consumers in EMEA make  77% of consumers in EMEA visit a social media  34% of consumers in EMEA visit a
a product or services purchase or site at least monthly to find information on a social media site at least weekly
a donation via social media on a brand'’s products or services. 39% rate this a in an attempt to access customer
daily basis. very important part of their lives, 5% say they support.

can't live without it.
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&7 J USER POST

"”g,_4800000 694444 8683 277777 /

IIFS —OFVIDCO STORIES

1,000,006""’?--\ \ ¢

VIDEOS —— N [
USERS SEND

[T X O g S1100

POSTS

188,000,000

EMAILS ARE SENT

APPS ARE DOWNLOADED
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cosmic

SOURCES: STATISTA, (MVERKET LIVE STATR EXPANTIED RAMBLINGH MATIONAL AZSOLAION OF WO
CATY TRARSPORTATION ONACIALS, WIRED §




o TikTok

k uf

) Oberlo TikTok Is the Most Downloaded
App on the Apple App Store

TikTok |GG 't 'onked as the top most
downloaded app in Apple's
YouTube | i0S App Store for Q1 2019,
instagram SE I
o -3
Facebook I 33 million U — Y PR
Snapchat | downloads. 1

19)

& o

TikTok Monthly

Bl oberlo >
-~ Active Users
cos3835e"58  oelelsss8ses  THIokhas
SP000O0OOS © © OSO0OOPOPOIOODOIOOODOERYS
e st 500
cow 000000000000 . e
By, 333330080 million
>4 5 S s &6 O active users
: ° ° eoe " worldwide.
P fial, 2018 Slomile_shop_aliexpress
JJ otiginal :-u?:ld o«i::ml




Visual Product discovery

Pinterest Lens ‘
EasyJet Discovery o Look and Book o Y ] = s
Snapchat & see snap, sale e ' ) T
Amazon product scan Ang Y = -~

g L U =

Barrods
e

oa |l ot of the futur e R kA N P oy el
to be about pictures instead of P , ' - vl
keywords. o s -

n < c
A SearC

Save up to §5% o0 The Evd Wrhin 2
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Chatbots for customer service

Pleose recommend a bday

gift for 2 year old girl

fashionista §

and also a 4 year old boy

Search and filter functi oneé.

My quest begins! How much

Narrow down choices do you want to spend? When

. . i >
Create matching service - ot gabici g ol

- / -
Personal shopplng ( * \ Wl 02-UK & 13:10 ¥ 67%
Concierge service l - | KHome SRR
Th|S or That ' m.ooMlCMb.'l" wn v uf-- 2
{ Hazan H&M

Fi nd t hi s é i Great! Time to learn

your taste with a few
#4  “either or” questions.

°
{ Which do you prefer, 1
vﬂfo or 2?
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LU —
e Style Match Let's
TN
& f: 10n Send me a photo of something you like I'll let

— and I'll try and find it | learn




Babylon believes it is possible to put an accessible and

affordable health service in the hands of every person on
earth.

Chat bot as triage

hurmans to creste 8 comprehansive, immediate ard personalized health service and making it

wing computing powsr o machines with the best medical exoertize o

uriversally available

A Al assessment, advice and refer to W coyion i g G

a doctor for diagnosis ,

Babylon’s
| interactive symptom

A In London now & can switchto GP g siEeaediei g checker asks you

at Hand (Babylon App) 30,000 ' , ' questions to

gEO{Tﬂe have mi rated to the App I've got a really bad headache q(‘l.}l‘;’ff your

3 Imes the ou put A and | don't know what to do... 3 :

gY
Tala i ”
conaition

] g No p.rollxlem. Ierl ma-&sk
A Instant advice and Doctor remote Rt UEEC Y .
meeting within 3 minutes

A Achieved 81% of Royal College of o
%/Iz%glcme Exams, ave. passrate Is
0

A Human Doctors diagnosis as safe
outcome 93% of the time, Babylon
Is tested at 97%

"As easy as ordering a cab on your smartphone”

W R A D] theguardian

© 2019 Cosmic



Chatbots as customer inspiration S
° =5 J—
amp °© -
. :’n.:‘wuom-u.wmm—umm

Livt youse ot Bacs Senaed Cho0ee T nart of the werks
@ om0 mpor

with users by providing recipes, products, and cooking inspiration &2

Whol e Foodsd Facebook Messenger

Rat her than rely on direct Vvisitoirs,” wnol e rooaso cnatbot ¢

site from a platform where people spend A onaverage A 50 minutes a

day .

Emoji responses? if sent a pizza emoji, the bot returns a pizza

recipe. s s

Wi l?)l E 3 Likiove Ptk
FOODS ;



https://www.nytimes.com/2016/05/06/business/facebook-bends-the-rules-of-audience-engagement-to-its-advantage.html?_r=0

Chatfuel 1 s t he

chatfuel

46% of all Messenger bots run on Chatfuel

Pricing

Free

Gatyour busness Lp
ard runring

0.

Get Startac MNrae

® David Guetta

® Levi's

® LEGO

@ Golden State Warriors
@ Coke Studio

worl dos | eadi
Pro Premium
el ua with foatues Add more pawver ta your
that halp you grave moketing with adwancad

tzosansg expart quidarce.

the numher of subscrbers

Lag in ond Upgmde

© ABC News
© Greenpeace
© TechCrunch
© Adidas

© Human Rights Campaign

nFacelbobkaviedsemdger. p|l at f or m f or

© HellofFresh
© Just Eat
© Sesame Street

© T-Mobile

© Grow by Facebook
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WhatsApp API Integrations
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