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The Human Touch

Fantastic customer service delivered by
engaged employees

Engaged employees will

* Drive positive experiences, value,
satisfaction and loyalty

* Thrive in a positive working environment

* Demand timely, clear feedback on performance
with structured development opportunities

* Deserve the tools to perform their work efficiently
and accurately — knowledge at
their fingertips
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Why focus on Employee Engagement?

Organisations with a top-quartile employee experience

GUH
25%

vs those in the bottom quartile”

X2 X2

Customer

_ _ Higher
Satisfaction

profits

Innovation

VERINT

M o N ET *Dery and Sebastian, “Building Business Value with Employee Experience,” MIT Sloan CISR Research Briefing, Volume XVII, Number 6, June 2017



https://www.avanade.com/~/media/asset/thinking/mit-research.pdf

Simplify the Noise

@I’m too
overwhelmed

during an
Interaction to
focus on my
customer.”
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Align Automate
with when
strengths possible
Engagement
Boosters

Provide help In
the moment






MONET |[SOFTWARE REDIRECT TO CLASSIC

Forecast Weeks of history to use

Save As Distinctive Day

» Generate Daily Forecast L. X
Historical Date Selection

» View Daily Forecast

From | 4/1/2019 v
b Long-Term Forecast
» Reports To |9/10/2019 b Day of Week  Tuesday v Apply
DATE DAY OF WEEK TASKS AHT
9/10/2019 Tuesday 9590 276
9/3/2019 Tuesday 9590 276
8/27/2019 Tuesday 9590 276
8/20/2019 Tuesday 9590 276
8/13/2019 Tuesday 9590 276
8/6/2019 Tuesday 9590 276
Add Date to Selected | Swap Selected | Exclude Date
Total Day Changes Non-call Activity Distinctive Days
Total Weighted Tasks: 9580 % Change 100 e Task Forecast
Total Weighted AHT: 277 % Change 100 B AHT Forecast
SKILL CODE SKILL NAME TOTAL WEIGHTED TASKS
Schedule
411 411 )
Staff
510 Qutbound 510 628
Manage B51 Bllling 510 2084
Employees cs1 Chat 510 893
Work HiStOl’y ES1 Emall 510 1044
. G51 General Info 510 1560
Metrics %
051 Orders 510 1822
Record

Quality Management
Setup

2019-09-13 07:32:08 Simulatlon Result for date :Sep/13/2019, Status :Completed

Populate | Remove Row

400

Tasks
[ N
g & 3

9590

277

% CHANGE

100

100

100

100

100

100

100

WORKGROUP Customer Care 510 v SITE Pasadena
Skill Code All
Historical Data for 9/10/2019
e — e —— s —— e
= = =4 =4 = = (=4 = = = = = S = =4 = =4 S = = S i=4 = = S = = e =
wn 4 b4 ~ ~ @© @ - - = = — - ™ ™~ ™M ™M - - n wn ° et ™~ ~ 0 « o o« S S
S &8 85 5 8 88 % 22 =2 3 SEII T AIARTETETHES SR
S Absent 5 Unscheduled Breaks 5 %o Non Scheduled Acti
A -
v |#| Show Individual Skill Detalls || Retaln % Changes Across Days
TASK FORECAST TOTAL WEIGHTED AHT % CHANGE
0 0 100
628 175 100
2084 322 100
893 274 100
1044 258 100
1560 216 100
1822 316 100

|| Incremental Date Selection



Poll

Which of the following challenges do you face relating to your contact
centre agents?

* Retention of my best agents?

* |Improving interactions between agents and customers?

* Improving my agent omnichannel productivity?

* Providing agents with the right tools?

* Getting our agent scheduling correct so we have accurate forecasts?

* Something else?
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Needs of
the
business

Needs of
the
employee
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MONET |SOFTWARE REDIRECT TO CLASSIC WORKGROUP Customer Care 510 v SITE

Pasadena

Forecast v Filters
Schedule Date Monday,September 16,2019 v Sort by : Employees v ¥l Assigned only
I Staff Skill Team: All v Emp Team: All v Site: All
b Generate Roster Date Monday,September 16,2019 Sort by : Employees Assigned only
» View Roster Skill Team: All Emp Team: All Site: All
b View Roster By Agent Date 6 Sep-16 Sep-16 Sep-16 Sep-16 Sep-16 Sep-16 Sep-16 Sep-16 Sep-16 Sep-16 Sep-16. Sep-16 Sep-16 Sep-16, Sep-i6 Sep-16 Sep-16 Sep-16 Sep-16 Sep-16 Sep-16 Sep-16 Sep-16| Sep-16 Sep-16 Sep-16 Sep-16: Sep-16 Sep-16 Sep-16 5

Interval End S/ 0630 0645 07:00 07:15 0730 0745 0806 0815 0830 0845 0900 0915 0930 0945 10:00 1015 1030 1045 11:000 11:15 11:30 1145 12:00) 1215 12:300 1245 13:.00 13:15 13:300 1345

» Graphical View Avallable 9 80 109 109 110 109 127 125 125 123 130 131 114 117 110 111 99 100 86 85| 69 69 70 72 64 69 75 73 52 60 55

Adjusted Required 3 74 101 103 101 101 117 116 117 114 119 120 103 107 100 102 91 20 75 T4 60 59 59 61 L8 49 &7 46 30 33 33
» Reports @]usted +[- 6 6 8 6 9 8 10 9 8 9 11 11 11 10 ic 9 8 10 11 11 9 i0 1 13 16 20 28 27 22 27 22
Break/Lunch 8 27 2 i 10 1 6 0 0 2 6 12 23 21 24 25 8 5 ic 10 9 8 7 6 27 21 10 13 27 19 2
AArdvark, Jhonny .
| Aaron, Hank

| Abeltin, Ellzabeth

Acker, Petra

Addy, Mark

Adeys, Degster

Aenning, Erin

Aggers, Chioe

Agulrre, Ollivia
« | Ajoku, Maureen

Aidrin, Buzz

Anderson, Amy Lou

Anderson, Jamle

| Anderson, Tracey

Anderson2, Tracey2
Andrews, Agnes
Andrews, Julle
Angell, Pler
Annand, Kathryn
Anthony, Susan
Antonutt!, Omero
Armitage, Richard

|
Manage | Arritola, Morgan
Asimov, Isaac
| Atklnson, Rowan
Employees Aulin, Chariotte
2 | Ayala, Danlel
Work History Bahamut, Colonel
Baker, Ella
Metrics Bale, Christian
| Barbat, Michelle
i
Record Barnes, Benadict
Quality Management
Setup

2019-09-13 07:32:08 Simulatlon Result for date :Sep/13/2019, Status :Completed



. Al v Q. Search Salesforce
::: Monet Connect Cases v X |l 00001001 v X {4 Agent Portal v X
Case
Design issue with mechanical rotor
Priority Status Case Number
Low New 00001024
Related
Open Activities (0) New Task New Event
4 Monet
View All
=My Schedule A Home
New
Monday September 16th, 2019 Buzz Aldrin
Time in Status 0:01:24
Adherence Status In Adherence
Adherence Score 79.91% &, Upload Files
View Schedule for Date 09/16/2019 <4 = v b Or drop files
Your current shift is :
ACTIVITY START END
Waork 05:00 AM 01:30 PM
Answer Tasks 05:00 AM 06:00 AM
First Break 06.00 AM [36:15 AM USER ORIGINAL VALUE NEW VALUE
Answer Tasks 06:15 AM 09:00 AM Buzz Aldrin Partner Relations Buzz Aldrin
o) Siehia A Buzz Aldrin {"id"-"PartnerRelations""type":"que... "id"-"bkraft@demo2.monetsoftwar...
Answer Tasks 09:30 AM 12:00 PM :
Socand Break 12:00 PM 1215 PM Buzz Aldrin Buzz Aldrin Partner Relations
Answer Tasks 12:15PM 01:30PM Buzz Aldrin {"id"-"PartnerRelations""type":"que...

© 2019 Monet Software, Inc. All Rights Reserved -

4 Monet 4 WorkforceMonitor o Omni-Channel

Case Owner

Cass Number

00001024

Contact Name

Lauren Boyle

Account Name

United Oil & Gas Corp.

Type
Mechanical

Case Reason

Equipment Design

Web Email

Web Name

Date/Time Opened
5/17/2018 4:58 PM

Product
GC3040
Potential Liability
No

Created By

Subject
Design issue with mechanical rotor

(x[-] @

Edit Delete C

Status
New
Priority
Low

Contact Phone

(212) 842-5500

Contact Email

Iboyle@uog.com

Case Origin
Web

Web Company
Web Phaone

Date/Time Closed

Engineering Reg Numtk
868314

SLA Violation

No

Last Modified By



To take away

* Spreadsheets can’'t keep up

* Cloud enables quick, cost effective
solutions

* Smart planning with work-life
balance

* Involve your people
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