Strategy 4: delivering an
effortless customer experience
Strategy 5: managing multi-
channel/cross-channel
engagement
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Delivering an effortless
customer experience

through
managing multi-channel/cross-

channel engagement
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Customer Experience
94%

Of customers with low effort
will repurchase

Source: CEB
Customers who last year

switched companies due to poor
service in at least one industry

Source: 2013 Global Consumer Pulse Research, Accenture
“Digital Customer: It's Time to Play to Win and Stop Playing to Lose”

88%

Of customers with low effort
increase spend

Source: CEB

Feel their service provider could
have done something to prevent
them from switching

Source: 2013 Global Consumer Pulse Research, Accenture
“Digital Customer: It's Time to Play to Win and Stop Playing to Lose”

< 50%

Of customer are satisfied with
transitions from web to phone

Source: 2013 Global Consumer Pulse Research, Accenture:

“Digital Customer: It's Time to Play to Win and Stop Playing to Lose” =
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EMOTIONS
MEMORIES
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— CUSTOMER
EXPERIENCE
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Customer
Lifecycle
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Customer’s
Emotional
Journey

= Genesys



Sally says, “l need to be
able to access my bank
and their services,

anytime, anywhere

| happen to be
in the world”

Sally Worth is married
and has 2 children

She is in her early 40s
and works as EVP of
Marketing at a High

Tech Firm

She takes care of
the family financials
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SALLY’S JOURNEY

\\
-
ghank
B

Sally and her family have
decided that it’s
time to buy a new apartment

Sally banks with gbank
and so she naturally goes
there to look for a home loan

= Genesys
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SALLY’S PAST EXPERIENCE

() AccepT

& SELECT

Hard to get
assisted service
in some channels

Customer’s
Transaction
Journey

Customer’s
Emmotional
Journey

No proactive
updates to keep
her informed
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Inconsistent

customer

experiences
across channels
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Not feeling recognized
as a customer

L ]
~~

S Genesys



Getting in-channel
assistance
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WEB

Nathalie Merand | == -

HOME . BANKING . CREDIT CARDS . LOANCALCULATOR . LEARNING . CONTACT US

Home Loan Calculator Results

Price of the new home $1,450,000
Loan amount required $476,000
Term in Years 20
Estimated Monthly Payments $21012

Would you lik

IFyou have any questions, please contact us.

Monique: Hello Sally, | see you are
interested in a home loan. Would you like to
CORPORATE INFORMATION INVESTMENT SERVICES schedule an appOihtment at your closest

GBANK LOCATIONS ASK A BROKER b ranc h ',)

ABOUTUS FREE PORTFOLIO EVALUATION

PRIVACY AND SECURITY OPEN A BROKERAKE ACCOUNT

RESET CONVERSATIONS QUOTES AND RESEARCH

CcoNTACTUS

S Genesys
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MOBILE

Contact Us

W

Call a Custom

Receive a Call

Chat With an Age

Email Customer Se \
| View My Contact Histe:

N
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MOBILE

Contact Us @

You are now being connected
directly to an agent, bypassing
the IVR system.

The information you submitted
will automatically be passed
along so that we can provide

you with great customer
service!

S Genesys
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Being proactively
kept up-to-date
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E-MAIL

localbranch@gbank.com
sally@sallyworth.com

Meeting confirmation
Dear Ms. Sally Worth, Sally receives an email
We are confirming your appointment with Mr. Robert Stevenson to y ) .
discuss your home loan next Thursday 15th at 10 am. W|th the Cco nﬁ rmation Of
Please, don’t forget to bring your ID with you. her a P pOl ntment and

If you want to save this appointment in your calendar, click here. (0] ptl ons to save it to h @l
To save it on your passbook, click here. ca | en d ar

Scan this QR Code at your arrival at the branch.

Thank you and best regards,

Kirsten Jones
Assistant - GBank
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TEXT

3 ghank

Appointment

ADVISOR ID:

CXC 5060

1 E
< ¥ Y The day before appointment at the branc
Sally'is sent a text message to remind her
of the appointment date, time, location

and who she will meetrlt also contains the
QR code and it allows her to download the

ails as a passbook page to her iPhone

L S

http://gde am/gbank "
i)




Having consistent
cross-channels
experiences
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© Sue S. Riggs - Robert Stevenson - Work

Account: 5511984826735

Customer Segment: Gold

Name: Robert Stevenson

" Mote to Customer.

Subject: Chat Request

Chat Request

AW » 3 xi r3 w3

S Genesys
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S Genesys « Sue S. Riggs - Workspace Sue S. Riggs ~

Note to Customer:

Filter - Qe
W O

Status Subject Start Date End Date Processed by

Account: 5511984826735
Customer Segment: Gold

Name: Robert Stevenson
Subject Chat Request In Progress  Chat Request 22/12/2014 16:40:14

Origin: Inbound chat .
Done Re: Teste 15/12/2014 15:23:26 15/12/201415:52:32 Sue S Riggs

AINYNOr WHOWYONS @

Robert S. © Connected | AL Done Re: Teste 15/12/2014 14:47:28 15/12/2014 14:47:34  Unknown

[10:02:35 AM] “R. Stevenson” has joined the session In Progress  Teste 15/12/2014 14:47-18 Sue S. Riggs

[10:02:36 AM] “Sue S. Riggs” has joined the session Done 11/12/2014 18:18:35 11/12/2014 18:20:48  Sue S. Riggs
[10:02:41 AM] R. Stevenson: Hello. | am with Mrs.
Worth, account number 111222, and we have a
question regarding the guarantees of the home loan
[10:03:20 AM] Sue S. Riggs: Sure, let me check her
profile.

Daone Chat Request 11/12/201418:13:28  11/12/201418:13:31  Unknown

Page 1 of 1+ » 1-100f10+ |10 = | perpage

Note Case Data

Dispositions

LIAILOY §3M SISNOJS3H ISMOHE-00
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$ Genesys + Robert Stevenson - Workspace Robert S.
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VOICE

IVR: Thank you for calling Gbank
Please speak or enter your account

ID, You can also say Main Menu
Sa”y: 3k 3k 3k 3k 3k 3k %k %k k k

IVR: Hello Sally, are you calling about
your home loan application? Say Yes
or No

Sally: Yes

, IVR: Great, we will put you straight
C/® —/d cance through to an advisor

A €/  INT

S Genesys
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Kirsten: Hello Sally, how are you? VO I c I

Sally: I'm fine thank you. -

Kirsten: Good. | see are calling about the
home loan, have you decided anything?

O

amsm— e

sally: Yes, | would like to cOnfirm the loan.

I — o

() —( V(DD — )
(A A O A

Kirsten: Oh, this is great news. Congratulations! So, | will send

you the Offer for approval. once it’s approved the
money will be available in a few days.

Sally: That’s easy. Thank you. ' /
Kirsten: Thank you. Is there anything
else | can help you with today? A
A
fia’ent/&d Proprietary .
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SOCIAL
MEDIA
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s Inc. All rights reserved. Confidential and Proprietary 31



SOCIAL MEDIA

eets Tweets & replies

a Gbank
@Sally_Worth Great to hear that! Congrats ! #Gbank #GreatCX

o] Gbank

Thank you bud!

o Royal Dutch Airlines

KLM
Follow

ﬁ Arturo Diaz
Follow

Oscar Filho

Follow

The tweet is captured, classified
and distributed to a social media
advisor who tweets, congratulating
Sally on getting her new car.




Not feeling recognized
as a customer

S Genesys'
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Now feeling recognized
as a customer
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SALLY’S OMNICHANNEL JOURNEY o

Immediate
ass|stance /\ /
Proactive Consistent .
updates . Recognized and
experiences valued customer

& SELECT > Q‘ APPLY > @ ACCEPT

VIDEO

o3
=

WEB CHAT

FACE TO
SOCIAL
MEDIA

CALL BACK

-
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CALL BACK

WEB CHAT EMAIL

Lo . Designed to give
o wi
OMNICHANNEL s S a Low Effort
CUSTOMER Omnichannel

FACE TO
FACE

&
S

CALL BACK

VOICE FACE TO FACE
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Strategy 4: delivering an
effortless customer experience
Strategy 5: managing multi-
channel/cross-channel
engagement
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Delivering an effortless
customer experience

through
multi-channel/cross-channel

engagemen
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Thank you

S Genesys'
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