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Bad CX can influence custgmers
to switch companies /. “
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Will switch if they’'ve
- had a bad customer
service experience




Exceptional CX is rewarded 1 ¥

810

Are willing to buy
more from companies
with excellent service



Today’s demanding consumers want....

| expect companies to direct me to the
method of contacting them that resolves my
situation in the quickest way

Fast resolution

| am more willing to do business with a
0 company that offers me more ways to
communicate with them

More options

| expect companies to provide a seamless
experience for me when moving from one

communication method to another such as

from phone to text or chat to phone

True omnichannel

2018 CX Transformation Benchmark N'IC'E -inContact



Consumer Preferences

« 2 of 3 consumers still prefer agent- assisted D
customer service. =
. w
* Phone, email and chat are the top 3 most ©
utilized globally. S
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Consumer Satisfaction

« Consumers are more satisfied with

Al ) Only 38% are highly
agerTIt assc:stﬁdtchannels phone, 0 satisfied with their
email, and chat. A) experience

Most self-serve interactions end up

. . Phone has the highest satisfaction of all channels,

involving an agent. with 47% being highly satisfied, followed by
mobile apps at 43% and chat at 42%

9 in 10 consumers expect a
seamless experience when moving
from one communication method to
another.

Automated phone menu performed worst
among all channels

2018 CX Transformation Benchmark N'I'C'E -inContact



Call Centres Have a Conflicting Mandate
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Keep Costs Low Delight Customers
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O~ Transformation is not easy....
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Planning Tips

Be more proactive in outreach and guiding your
consumers toward the most effective channel for the
fastest possible resolution.

You need a well-designed strategy — with benefits to
your customer, business and organization — to bring all
the fruits of your technology investments to bear.

. Optimize data flows and get information right to drive more

personalized interaction with your customers and greater
efficiency of your advisors.

. Measure performance to see if activities are producing the
desired results.

. Regularly test your ability to scale based on changing
customer traffic.

Be strategic with the technology you choose for your
organization.
. Quantify the benefits before investing in CX technologies.

. Understand the benefits and establish activities to utilize
them to the fullest.




Mind the ‘cloud’ perception gap.

Deployment models are
many & varied.

= inContact



Reduced Cost of Improved Customer Experience & Scalability

The Total Economic Impact™ FORRESTER
Of NICE inContact CXone

Through interviews and feedback from four customers, Fomester concluded that
MICE inContact CXone has the following 3-year composite financial impact.

« £17 million reduced cost of improved
e customer experience

“We've reduced AHT by 10% while

saving £227,000 per year.

Without inContact, we would've L
needed to add a couple of

thousand more agents by now,

but instead we've grown agent £19.7M

count modestly while scaling the E%L%II_:ITS

business.”

~ VP of Customer Support Operations,

Rt « £868,822 incremental gross profit

REDUCED COST OF IMPROVED CUSTOMER EXPERIENCE FUTURE VALUE ENABLEMENT The Total Ecgn%ﬂ“ﬂ °
HIH Deploying a scalable and reliable ot C
£1 7 mi I I ion cloud contact centre enables the ‘_mpa\_md CXone
@ | Valueo reduced AHT, composite to: inCo
improved FCR, and improved - Explore chat bot technology !
productivity - Use data to inform better
INCREMENTAL GROSS PROFIT se(;f-%zrvic:oggiqnsmam
- Quickly on in s
£868,822 —_— . .
e et ety | y £1.8 million reduction in contact centre
$ leveraging the NICE inContact Our first aftemoon with inContact, the . I I n r u I I r

CXone outbound dialer centre was all quiet and we panicked and
thought calls weren’t coming in. It was
actually because calls were routed
comrectly instead of being passed
between 3 to 4 people like in the past. We

£18 m“"on must've cut AHT by 60 to 90 seconds on
Avoiding infrastructure refresh and that first day.”

ongoing maintenance costs SRR s e
Technology, US software company

REDUCTION IN CONTACT CENTRE COST

costs

This document is an abridged version of a case study commissioned by NICE inContact titied: The Total Economic impact OF NICE inContact
CXone, Movermber 2017. The full case study can be found here: hitp-/iget niceincontact comdQ318-Fomester-TEl-Report-EMEA himl

£
7

full study i@ 2017 Fomester Research, Inc. Al right reserved. Fomester is a registered trademark of Fomester Research, Inc:

Forrester's Total Economic Impact™ of NICE inContact CXone N-IC-E = inContact


https://www.niceincontact.com/call-center-resource-finder/total-economic-impact-of-nice-incontact-cxone
https://www.niceincontact.com/call-center-resource-finder/total-economic-impact-of-nice-incontact-cxone

| invite you to learn more.

2018 Customer Experience (CX)
Transformation Benchmark Study

MNICE - inContact

Choosing the Right Cloud
Delivery model

Analyst Research Report: Cloud
2 400 Global Consumers: What It Takes F. Contact Center: Customer-Centricity
*  United States Today’s Global (Aberdeen)

¥ pou'ra pimmning bo reres So Ta cioeod, B imporitsn bs plck tha righs massl

R a | . : HOTALL CLOUDS e
O Un'ted Klngdom Cus.tonjers Yk g ARE THE SAME P
. DEFLOYMENT E——
. CLOUD CONTACT CENTER: CUSTOMER- MODELS ARE e ]
* Australia —
CENTRICITY WITH GREATER AGILITY & PR e
Real-world customer experience study” reveals LESS COST
by cloasd natlys dulven erger becsfits for both (T end Busireas.
) * [odiocre customar satsfection P R
11 Different Channels g—| - g'rticr: ele of customar senice agarts
g— | * Gauton for amerging Al chansls . =
Rgor HupRdhts UW — ....._..|_:...|::._..;=I
I SRLCEE o Tames | T | e— | ——
izt niceincontact.comiresearch1 B for cormpete 2072 fesats and n u ﬂ m o L:=_ﬂ=
. ronsJaer teadback o 11 vifteent Channels - LIEL LK anc! AusTraia P - - pr—— il
Over 4,600 Total Interactions =i v v —r v Smmmin  remem 57% | 50% | 48 ‘ 46%
i b - . gt e e || T =
.- = 5 il g e g e iy b e

Wt he 1T 8 s g P P aTor, I proaing ot predic tad it
o ankarcirey s oparatorsl aplity cioisd REpa FIo gak e

Ry bo start scoerencing the benwits of coud NOWT

P

[ — R e Y

ABERDEEM

"7 NMCE-inContact



https://www.niceincontact.com/call-center-resource-finder/2018-nice-incontact-cx-transformation-benchmark-infographic

1 nank You

Tamsin Joy Dollin

Senior Product Marketing Manager

Tamsin.Dollin@NICEinContact.com
Let’s connect on LinkedIn
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JOIN US AT INTERACTIONS EMEA 2019

Cineworld Cinema — The O2 Greenwich, London
Interactions.edu — June 4
Main Conference - June 5
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Over 10 tracks and Solutions Showcase
50 breakout sessions Customer Awards Ceremony
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Keynote Speaker

\ 43
Stephen Fry

WWW.NICE.COM/INTERACTIONS2019LONDON/



http://www.nice.com/INTERACTIONS2019LONDON/
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