Latest Trends in Multi-
Channel Contact Centres
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Who did we ask? = azzurri

124 Responses
 Whole of UK
* No single sector

® Small (0 - 50 agents)
Medium (51 - 200 agents)
® Upper medium (201 - 500 agents)

' Large (501 + agents)



Some remarkable progress... = azzurri

Have implemented a fully
Integrated, Multi-Channel
solution

2012 2013
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Do your agents ‘do’ multi-channel? = azzurri

Agents respond
to multiple
contact channels

Separate Systems Integrated system

™ azzurri



Interaction History ™ azzurri

Agents
answering emails
can see
Interaction
history across all
channels

Separate Systems Integrated system

™ ozzurri




Mapping the Customer Journey ® ozzurri

Able to map a
customer
journey, no
matter what
channel they use

Able to do this In
real time

0%

Separate Systems Integrated system

™ azzurri



Predicting Demand / WFM & azzurri

Separate Systems Integrated system
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It makes people happy... = azzurri

Benefitted from
Increased morale

Separate Systems Integrated system

™ ozzurri
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...but not that happy

Decrease In
attrition

2.8% 3%

Separate Systems Integrated system

™ ozzurri






Channel use in 2013...

=™ azzurri

Telephone

Email

Post

Face to face

Twitter

Facebook

SMS

Webchat

+8.7%

+3.9%

+0.6%

-09%)| 26.1%

+4.3%

39.8%

38.6%

52.3%

47.7%

| 69.3%

+0%

| 100%

92%



New Channels in 2013 ® ozzurri

Twitter

Post 2504

Email | 25%

SMS

22.5%

Webchat 10%

Implemented for
the first time this
year

Facebook 5%

Telephone 2 5%

™ ozzurri
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Social Media Interactions

It is “not very” or
“not at all” time
consuming to
report on Social
Media
communications

Separate Systems Integrated system

™ ozzurri
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Social Media Interactions

How long does it
take to respond
to a Tweet?

™ ozzurri
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Not adopting a single platform, ™ azzurri

D because...

We’ve already invested in solutions to handle
different channels — we can’t start over with | 40%
one system to handle them all

It sounds expensive +21.1% 37.1%

| can see the benefits, but senior management 31.4%
doesn’t see it as a priority 470

Our primary channel is the phone — i 0
there’s no point integrating others °.9% 17.1%
It will be too time consuming - 57%

| am unable to create a successful
business case for it - 5.7%

We’re not sure where to start . -11.1% 2.9%




“It’s too expensive

N

How long we -l

think it will take K *A

to recover the SRS O N v

initial | 4] 3|

A =)

| 4}

8 S |

A > 5

Investment: i\

R i i hnen i vhaca o vhnet phace hacd e {emmsmnsonge
- " " " . )
I IOW |O|| It all s :
f \7‘ \7’
0

% %0

A =)

actually took:

-l-‘.l.l.

| . | N e | | -
2 s

! » i 2 |

0 TTaN | T |

A =R

™ ozzurri

‘..‘.‘.‘.‘-‘.‘.i.‘.k.m
\ E | e | e | E | L | E | E | e | e | e | - N L
L L L L 0
v

) St |
+ = n

gk e
w "

258

L}
v "

g8

-l.lm
e 2| e e oo ow

‘ ‘ ‘ LK e
. N Wi

o w

= azzurri

“

w o ow
n

n »
- o

“
n

n o»
- n

»

w
n

- o»
- o

= e

CONFIDENTIAL © Azzurri Communications Lm

fed



K = azzurri

“Too complex and time consuming
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Conclusions...

= Over fWO thirds of UK contact centres have agents who handle
multiple contact channels

< 1/3 do so in a managed way
Twitter use is up 20%0, Facebook 1 0%

Twitter is the fastest growing Channel
An integrated solution has a dramatic effect on Twitter response times

To get to a fully integrated, Multi-Channel solution:

= The ROI'is 20% quicker than expected

= The deployment time is 1 /%0 quicker than expected



