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Introduction — The Theme for Today’s Presentation

The Evolution of Contact Centre, driven today by Al and Automation, is offering unprecedented
opportunities to simultaneously improve customer & agent satisfaction and drive business
performance
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Al Is Enabling Smart Customer Experience
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Real Time Transcripts

Task Lists

Dynamic Guidance

Automated Summaries

Knowledge Distiller




Measured Improvements through Customer and Agent Experience

[ Intelligent Virtual Agent )) Agent Assist J

* Speed to Answer Increases e Average Handle Time Reduces
e Self-Service Containment Increase e First Contact Resolution
e Service Levels Improve Increases

e Agent Productivity Increases

e Customer Effort Reduces e Employee Wellbeing Improves
e Customer Satisfaction Improves e Agent Satisfaction Improves
e Customer Lifetime Value Increases * Agent Retention Improves



The Pathway to Business Performance & Smarter Metrics

»

Empower and
enable the
Customer

Give the opportunity to fluidly
self-serve via the channel and
time of their choice and
manage with empathy

Increase Customer
Equity

Equity is increased through
expanding Loyalty and
Customer Lifetime Value
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Enrich Agents

Remove the need for agents
to do the heavy transactional
unfulfilling work

Reduce customer
churn

Increase Average Customer
Lifespan through correlation
with higher CSAT / NPS

. . Free agents up
to focus on
complex
interactions

Enable agents to spend the
time they need with
customers, using empathy and

expertise with real time assist

Trigger
improvements in
Experiences

Use personalisation and
strategic engagement across
channels



Correlation Proof Points from Industry Experts

There is a clear correlation between customer experience and retention. Customers who have a high-quality
experience are 2.7 times more likely to keep doing business with a brand than customers who have a low-quality
experience.

— Forrester Research

FCR and CSAT have a 1:1 relationship; for every 1% increase in FCR, companies can anticipate a 1% increase in CSAT.
- SQM Group

Customer effort is the strongest driver of customer loyalty — or disloyalty. Customer effort is 40% more accurate at
predicting customer loyalty as opposed to customer satisfaction.
— Gartner Group

A 10+ increase in NPS correlates with a 3.2% increase in upsell revenue. A 7% increase in NPS equates with a 1%
increase in revenue overall.
— London School of Economics
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Further Industry insights...



In Conclusion

* Transforming static metrics
into smarter, more dynamic,
and more accurate KPls

e Previously unattainable
levels of data-driven,
organisational dynamism. This
is not hype; this is what Al now
makes possible and what we
heard from executives who are
already investing in smart KPIs
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Thank you for your time
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The Intelligent CX Platform
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