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Analytics

GENERATE INSIGHT

A Discovery of new issues
A Trend and correlation

A Sentiment and Context

A Engagement across alll
channels

A Points of high effort

A Root-cause
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A structured approach to

PREDICT INTENT

A Predict churn
A Predict satisfaction
A Predict channel deflection

A Predict customer need

A Predict Complaints

OPERATIONALISE

A Optimise the experience
within each touchpoint

A Eliminate repeat
Interactions

A Address customer needs
INn real time

A Increase up-sell and
cross-sell conversions
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RAW CUSTOMER
SERVICE DATA
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Discovery

Root cause analysis
Predictive modeling
Performance metrics
Event triggers

A Measure skill vs. will
A True process cycle time
A First touch resolution

Multi-channel picture of your
individual and overall
customersgourneys

Optimize IVR experience by
identifying choke points or
bottlenecks to increase overall
containment

Role-specific charts, reports,
alerts and dashboards deliver
business-critical insights

Pairs customers with agents
best equipped to handle their
personality style
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The Phases of
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What Is the Business Case/
ROI? And How long does it
take to implement?

1 - How does it work?

2 - What is the Business Case/ ROI? And How long

does it take to implement?
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Customer Interaction Analytics for Business Transformation

A Agents coached to book nearby hotel
A MAS Team predicted $19m increased revenues
A Realised Revenues increase of $ 80m

A Predictive modelling of customer churn
A 30% improvement in ability to spot churners
A Redesign of inbound and outbound retention programme
A $10M+ Savings
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A 15% improvement in FCR
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FINANCIAL SERVICES T $540K SAVINGS

A Analysis of ftustomer effortdand relation to C-Sat

A Long Hold Times due to agents missing information

A Training meant hold times went down and CSAT went up

COnVertlng unStrUCturEd data A $ 540K in Annual Savings
Into actionable insights o

TRAVEL & HOSPITALITY i $80M REVENUE BOOST
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Are there any Interesting
examples of Analytics?

1 - How does it work?

2 - What is the Business Case/ ROI? And How long
does it take to implement?

3 - Are there any interesting examples of Analytics?
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Common Initial Use Cases:

Use Case

Primary

Value

Cost reduction

Transfer Reduction
Long Call Reduction Cost reduction
Non-Talk-Time Reduction Cost reduction

Cost reduction,
compliance

Authentication Efficiency

QA Automation Cost reduction

Inbound Call Reduction Cost reduction

Revenue
enhancement

Customer Retention

Unnecessary Field Service Cost reduction

Dispatch
Improve Sales Revenue
Effectiveness enhancement
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Analytic Focus

Determining transfer drivers (misroutes, process directives,
behaviors) and how to obviate them.

Understanding reasons for long calls and determining which can

be shortened

Determining patterns in silent time (certain call types, agents,
etc.) across calls and addressing root causes.

Understanding agent adherence to standards in authentication
(under- or over-verifying)

Determining QA elements that were simple to validate using
speech analytics

Determining opportunities to automate actions to prevent calls

Determining customer markers for cancellation and intervening
before cancellation occurs

Determining adherence to best practices to diagnose problems
before ordering field service

Determining best practices differentiating most effective and
least effective agents related to selling

12

Operational focus

Agent Behavior; Process &
Technology

Agent behaviour

Agent Behavior; Training &
Technology

Agent Behaviour

Process

Technology & Customer
Communication

Outbound customer contact

Agent Behaviour

Agent Behaviour, & Process
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How do you bring in other data
sets, such as the customer
billing system, lifetime value

1 - How does it work?

2 - What is the Business Case/ ROI? And How long
does it take to implement?

3 - Are there any interesting examples of Analytics?

4 - How do you bring in other data sets, such as the
customer billing system, lifetime value
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Call Recorders Call

Nexidia Data Exchange Framework

Full featured, purpose-built, distributed workflow engine e OUED AL
Metadata Metadata Metadata

designed from the ground up by Nexidia
Bundled with Nexidia Interaction Analytics

Moves and transforms audio files, text interactions and related

metadata throughout the Customer/Nexidia ecosystem

Securely extracts information from diverse, geographically

distributed data sources into the Nexidia system

Pushes structured data and analytics results from Nexidia data

warehouse to downstream systems/databases for new Big g T

Data dimensior

May be used as a standalone factory

Customer Downstream Systems (data warehouse)

I~ I —
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E.g. rapidly calculating propensity to churn data from audio




1 - How does it work?

2 - What is the Business Case/ ROI? And How long
does it take to implement?

3 - Are there any interesting examples of Analytics?

5 - How do you bring in other data sets, such as the
customer billing system, lifetime value

5 - Can you use it for Compliance purposes?
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Can you use It for Compliance

purposes?
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Compliance Executive Dashboard

Full Script Compliance Trend by Weelk
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Review Management Process Flow
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& Discovery

Q Search

NEURAL PHONETIC SPEECH ANALYTICSE
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DATA EXCHANGE FRAMEWORK

External
Databases
and Systems

O,

=5
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Creating a Workflow Lab

O

Create a Workflow
ADo not save or activate the workflow
AUnderstand the options for each component and the connectivity rules

Sample:
Close Close
U AU D
Media Set Queue Escalate Queue Escalate Add to Case Queue Close
" jsomEm -~ Suie geSEEGGl ~  SGEATEL ~  GNEEELG dEmEG dummma | 4
Expire Escalate Add to Case Queue Close

~ @ -y
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How can you measure customer
Satisfaction or Dissatisfaction?

1 - How does it work?

2 - What is the Business Case/ ROI? And How long
does it take to implement?

3 - Are there any interesting examples of Analytics?

4 - How do you bring in other data sets, such as the
customer billing system, lifetime value

5 - Can you use it for Compliance purposes?

6 - How can you measure customer Satisfaction or
Dissatisfaction?
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Customer Satisfaction and Sentiment
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CX INDEX Benchmarking

Industry

Retalil

FS - Insurance

Communications

Regulator

Communications

Business Area

Customer Care

Sales

SMB Service

CX Index

21%

30%

38%

Regulated Firms 32%

Early Life CS
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27%

ATT of CX | ATT of All | Impact of
Calls (secs)|Calls (Secs)| CX (Secs)
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