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Agenda

* Mobile device usage
« Customer expectations
* Customer Journey

 Contact Centre “Must Have's”
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Poll:

How has the global pandemic
changed your perspective on digital
adoption in the last 6 months?

a) Continue with voice only

b) Continue with voice with existing channels

c) Start digital adoption

d) Continue adopting digital at the same pace (pre-lockdown)
e) Accelerate digital adoption




Mobile device usage

Internet Access by Device / Agel
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100% of Gen Z used
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https://www.ons.gov.uk/peoplepopulationandcommunity/householdcharacteristics/homeinternetandsocialmediausage/bulletins/internetaccesshouseholdsandindividuals/2019

Channel Preferences

Changes in channel volumes under lockdown
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https://uk.niceincontact.com/call-center-resource-finder/contact-babel-uk-cx-decision-makers-guide-2020-21

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

] 870/ | am more willing to do business with a
MOre OptIOnS 0 company that offers me more ways to
Agree communicate with them

] 910/ | expect companies to provide a seamless
True Omnichannel 0 experience ...when moving from one
Agree communication method to another

NICE inContact CX Transformation Benchmark



The Customer Journey
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Contact Centre “Must Have’s”

Unified

Solution

Omnichannel
Agent

Scalability &
Flexibility

Rich, customisable
reporting and analytics

Consolidated
workforce
engagement

Unified administration

Sophisticated
omnichannel routing

Consolidate access to
all agent tools

Handle all digital and
voice channels in one
agent Ul

Empower agents to
personalise every
Interaction

Optimise agent
productivity with true
omnichannel

Add channels easily
and quickly

Scale up or down as
business requires

Customise and
Integrate with ease

Count on industry-
leading security and
reliability

Depend on 99.99%
availability

NICE - inContact




NICE inContact CXone

Listen to your
customers

|
NICE - inContact CXére)

one experience ' one cloud

Route digital channels
and voice calls

Schedule agents and
keep them on message

N\
P e \
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Open Cloud
Foundation

Securely scale &
customise operations

one destination ' one step ahead



Industry leadership recognition

Y VENTANA
RESEARCH

Evaluates Customer Value

Gartner FORRESTER

Evaluates the Platform

Evaluates the Company
NICE inContact Named NICE inContact Named NICE inContact CXone
a Leader in the Magic a Leader in The Forrester Ranks 1stin Cloud

Contact Center Value

Wave: Contact-Center-As-A-
Index
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*Gartner, Magic Quadrant for Contact Center as a Service, North America, Drew Kraus, Steve Blood, Simon Harrison, 15 October 2019. Gartner does not endorse any vendor, product or service depicted in its
research publications, and does not advise technology users to select only those vendors with the highest ratings or other designation. Gartner research publications consist of the opinions of Gartner's
research organization and should not be construed as statements of fact. Gartner disclaims all warranties, expressed or implied, with respect to this research, including any warranties of merchantability or
fitness for a particular purpose. GARTNER is a registered trademark and service mark of Gartner, Inc. and/or its affiliates in the U.S. and internationally, and is used herein with permission. All rights reserved.



CXone named a leader FORRESTER

THE FORRESTER WAVE™
Contact-Center-As-A-Service (CCaaS) Providers

NICE inContact CXone has been recognized el
as aleader by Forrester Research in The s

Challengers Contenders Performers

Forrester Wave™: Contact-Center-As-A- —_—
Service (CCaaS) Providers, Q3 2020 g

« Top ranked in current offering and strategy
« Highest score possible in market presence
» Perfect scores in 29 of 33 criteria

o1 Litesize

Download the report at o)y o
www.niceincontact.com/forrester

Weaker
current
offering

Waaker strategy - Stronger strategy

Market presence

The Forrester Wave™ is copyrighted by Forrester Research, Inc. Forrester and Forrester Wave™ o
representation of Forrester’s call on a market and is plotted using a detailed spreadsheet with exposed scores, weightings, and comments. Forrester does not endorse any vendor, product,
or service depicted in the Forrester Wave™. Information is based on best available resources. Opinions reflect judgment at the time and are subject to change.



http://www.niceincontact.com/forrester

Knowledge leads to exceptional
one-on-one experiences

Visit our Resource Centre where you can access:

Analyst Customer Webinars...

Reports Testimonials and more

https://www.uk.niceincontact.com/call-center-resource-finder/


https://www.niceincontact.com/call-center-resource-finder/

Thank you!

Z\g solutions@niceincontact.com

—® https://www.uk.niceincontact.com/
L call-center-resource-finder
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