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Phases of Interaction Analytics for LIVECHAT

ORGANISE

Automatically identify business topics

Uncover relationships between topics
and across channels

Analyse sentiment, social media,
and emerging trends

Categorise interactions based on unified
and coherent multichannel business logic

Enhance analysis with operational data

Create reporting and views that drive
business analysis across all
interaction types

© 2017 Nexidia, Inc. All rights Reserved. CONFIDENTIAL

A

ANALYSE

Drive analysis to the root-cause(s) of
business issues

Use predictive models to anticipate
customer behavior and outcomes

Map each customer’s journey across all
interaction channels

Model customer satisfaction and
customer effort versus business and
agent efficiency

Measure everything with relevant metrics
and KPIs spanning every interaction type

Uud

OPERATIONALISE

Execute transformation programs
Monitor performance in real-time
Manage sales and marketing campaigns

Manage agent and business
performance
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The Process of Transformational Change

Best Practices monmse |\ 12
e
1. Start with a business objective and question SSEES o,
&
)
2. Formulate hypotheses (problem statement) < 4
3. Connect issues with data 5 '
.z\/
4. Analyse and quantify g&
| MAKE GAIN 25
5. Make recommendations - DECISIONS g
| THAT CUSTOMER Vv
6. Make changes (regardless of size) — every win MATTER | |NSIGHT

counts!

/. Spend time and energy to measure results
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LIVECHAT Insight using Nexidia

- Creation of a new data point using the
LIVECHAT conversation

* Analyse 100% of LIVECHAT

« Abllity to analyse ‘interactions journeys
across different channels

 LIVECHAT categorisation can highlight
Immediate opportunities
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LIVECHAT Example in Nexidia

* Free text SEARCH [ A 4 } D
to find examples LIVECHAT Structure

Interaction Queries

(think of searching — y — y

on Google)
 Structured Queries

Details: Hidden Normal Large Full

OO

lama on W broadband package. Can you tell me when the fibre optic broadband

to categorise will be available to me. Thanks.
L IV E C HAT Hi, 253558 Good Evening. | hope you are doing well. | understand that you'd like to know If your area has O Transfee
_ Fibre, Il be happy to heip you and put you on the right track. just to set your expectations, you will need to e
° Can be S|mp|e or pass the security questions first and then | will transfer you to 335555 Team to know if you have Fibre in o U e o
your area. BC_OPAA
as complex to meet N
. Ok. No problem, BC_OPAPa
your intent 8C_Upgrade Service
OK. may | have JOUE HOME PHone RUMBER and full name so | can access your account? '
[
Takes into account S

Spe I I | ng €rrors Thank you. | just need to take some details 5o | can open your account. Please can you reply with your
m m including the post code and email address?

- Repeatable — reuse
existing Queries

ot
N,

built to view trend R
over a pe riod. Great! BV (ST, Not to worry, they will be able to see our conversation. Would there be .
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General tips for implementing LIVECHAT

 Define a ‘service’ vision for LIVECHAT

 Establish Senior Stakeholder ‘buy in” and sponsorship

* Build a cross functional team to support delivery

* Governance Model with clearly defined operating model, roles & responsibilities
 Establish regular ‘delivery forums’ with appropriate attendees

* If LIVECHAT Is for call deflection; realise the benefit first before redeploying Agents

* Email deflection to LIVECHAT requires greater Agent resources at the start

* LIVECHAT Agent productivity should be high on the agenda from the onset

* Don’t be surprised if overall contact volumes increase following introduction of LIVECHAT

 Benefits tracking is paramount — measure of success and highlights areas to improve
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Where iIs LIVECHAT heading?

* CHAT Messenger (similar to WhatsApp)

* Rise of Al (I.e. IBM Watson) through
CHATBOT deployment in LIVECHAT

- Have yet to see a blended LIVECHAT
operation with CALLS — will this ever happen?
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http://www.sentry.com/Default.aspx
http://rds.yahoo.com/_ylt=A0oGkjyDgdtK6foAKwxXNyoA;_ylu=X3oDMTB1MmpvOHNzBHNlYwNzYwRjb2xvA3NrMQR2dGlkA01BUDAwOF83OQ--/SIG=1nd47ep4u/EXP=1255985923/**http:/images.search.yahoo.com/images/view?back=http://search.yahoo.com/search?ei=UTF-8&p=US+army&w=353&h=450&imgurl=www.gordon.army.mil/tsc/webgraphics/Crests & Logos/images/US Army.jpg&size=168kB&name=US+Army+jpg&rcurl=http://www.gordon.army.mil/tsc/webgraphics/Crests & Logos/pages/US Army.htm&rurl=http://www.gordon.army.mil/tsc/webgraphics/Crests & Logos/pages/US Army.htm&p=us+army&type=jpeg&no=3&tt=713,086&oid=02526739686ef74c&tit=US+Army+jpg&sigr=12hetaad5&sigi=12bgov4so&sigb=11hgsjpcl
http://rds.yahoo.com/_ylt=A0S0201BgttKdkkB6gaJzbkF;_ylu=X3oDMTBqYzNldTkzBHNlYwN4cGwEcG9zAzQEdnRpZAM-/SIG=13h4qmojo/EXP=1255986113/**http:/images.search.yahoo.com/search/images?fr2=xpl&fr=slv8-tyc8&p=us+marines+logo
http://www.saic.com/
http://rds.yahoo.com/_ylt=A0S02077gdtKDFIAv4aJzbkF;_ylu=X3oDMTBpc2ozM2gzBHBvcwM0BHNlYwNzcgR2dGlkAw--/SIG=1ib3cuqqk/EXP=1255986043/**http:/images.search.yahoo.com/images/view?back=http://images.search.yahoo.com/search/images?p=us+dept+of+defense&ei=UTF-8&fr=slv8-tyc8&fr2=tab-web&w=120&h=120&imgurl=www.thebestlinks.com/images/7/70/US-DeptOfDefense-Seal.png&rurl=http://www.thebestlinks.com/US_Department_of_Defense.html&size=9k&name=US+DeptOfDefense...&p=us+dept+of+defense&oid=7d33a7d772a2bd10&fr2=tab-web&no=4&tt=4123&sigr=11p878nhj&sigi=11qnjqgo2&sigb=133pvejlv
http://en.wikipedia.org/wiki/File:US-CFTC-Seal.svg
http://www.northropgrumman.com/index.html
http://rds.yahoo.com/_ylt=A0S020ywgttK8TYBSMiJzbkF;_ylu=X3oDMTBpZTByOGFiBHBvcwMyBHNlYwNzcgR2dGlkAw--/SIG=1jvhlcnrm/EXP=1255986224/**http:/images.search.yahoo.com/images/view?back=http://images.search.yahoo.com/search/images?p=federal+trade+commission+logo&sado=1&ei=utf-8&fr=slv8-tyc8&fr2=sg-gac&w=150&h=150&imgurl=duesseldorf.usconsulate.gov/uploads/wO/Ou/wOOuBlzYeVKCJ1zRFQhcYg/ftc_logo_150.jpg&rurl=http://duesseldorf.usconsulate.gov/index.html&size=48k&name=Federal+Trade+Co...&p=federal+trade+commission+logo&oid=b17f6b9b85317422&fr2=sg-gac&no=2&tt=750&sigr=11dslrd49&sigi=12hrkvdkc&sigb=13k23e97a
http://www.google.com/imgres?imgurl=http://www.nemaa.org/Images/comcast_logo.jpg&imgrefurl=http://www.nemaa.org/sponsors.php&h=536&w=1826&sz=65&tbnid=dXGfgboIjmvfkM::&tbnh=44&tbnw=150&prev=/images?q=comcast+logo&usg=__s5cgrsLPznUjPIpXw7A0C9Y2LCY=&ei=RN7USdDZLIXItgeovK3gDw&sa=X&oi=image_result&resnum=1&ct=image
http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjj7NvV9I7PAhXJRiYKHSSQASgQjRwIBw&url=http://dekalbcountyonline.com/2015/11/2016-changes-to-blue-cross-blue-shield-of-illinois-blue-choice-ppo-plan/&psig=AFQjCNGGv7Q74NqHfXHpdRyUYaKMM51ccA&ust=1473944331128551
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