Global Contact Center
Industry Trends and Focus Insights

Improve Contact Center Operations
Empower Contact Center Employees
Enhance Customer Loyalty
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3. Customers Keep Changing

4. Build Call Center Value on All 3 Levels
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. Right People, Right Metrics, Right Everything!

Who'’s getting it right? What are they doing?
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Who is ICMI? cmi
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The International Customer Management
Institute (ICMI) is the leading global provider of
comprehensive resources for customer

management professionals — from frontline
agents to executives — who wish to improve
customer experiences and increase efficiencies at

@ every level of the contact center.
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1.Past Present & Future




The Past f@'m
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Use the Past as a predictor of the Future

Tell Compelling Stories
History & Evolution
Product Line & Services Offerings

Competitive Environment

N
O
O
O
O

“Reason for Being”
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The Present

B \What about this economy?

B The importance of Customer contact services in good or bad

economic environments
B Remember we’re part of a HUGE & growing industry world

wide
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The scale of Contact Center Industry e e

m 500
1.38
3.6%

* 18 million agents, worldwide

* 1.5 million managers

1800

700

MI estimates, world
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The scale of Contact Center Industry R e

B Four out of every 100 employed Canadians word in contact centers (Estimated at
500,000 employees)
100 4 ( 500,000
B In 2008,Canada was second only to India in attracting new centers
2008
B The industry accounts for 4% of Canada’s GDP

GDP 4

Contact Centers are key to the competitiveness of Canadian business ’sales and service strategieisi
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Around the world A

B One of the major challenges facing India & the Philippines is retaining staff for

overnight shifts

B Latin America has the fastest compound annual grow rate in Agent positions in the

world at 16.8%

16.8%
B In Mexico alone, agents working for outsourcers will grow from 33,500 in 2006 to

80,000 by 2010

2006 33,500 2010 80,000
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The Future

B Where is the profession headed?
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The Future

4+

informed & expectations

=

1. Customers:

2. Employees: "5 o\ els ofskul&enaac]ement.

3. Products & Services: More & emerging faster

4. Call Centers: Structures Strategy
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Technology Trends cmi
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The world is speeding up, and everything in society is moving toward the virtual, Functionality

the personal and the connected. Here’s a look at some trends whose time has Availability
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Expectatlons
Keep Changing
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Benchmarking Research Tells Us R

B “48% of consumers say customer service has the greatest impact on their loyalty to a company.” -
Genesys Global Consumer Survey

“48% "

B “The inability to reach the right person with the right information drives more than half of custome
service dissatisfaction. -- Yankee Group, Call Center Manager’s Forum

B “Long waiting times still have the greatest impact on customer satisfaction.” --Merchant’s Contact

Center Benchmarking Report
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Typical Customer Expectations R

B Demand increased access
B Less willing to wait
B More immediate response — NOW!

_ |
B Demand more information

B \Want speedy, effective recovery

B Make more complaints and quicker
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Trends observed by ICMI i‘"ﬂm
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Contact centers are beginning to focus more on maintaining and enhancing customer
loyalty by managing the customer experience. Why?

» Customer loyalty has become more important than ever — lose one customer to a bad
service experience and a company stands to lose many more potential customers once
the word gets out. =

» Recent studies show that about 57 percent of customers leave a merchant after just
one bad service experience. 57

» It costs 7 times more to secure a new customer than to retain an existing one.
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Trends observed by ICMI f%'m
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»  Based upon the 2008 ICMI Contact Center Operations Report, only 36.1% of financial sector
contact centers in the U.S. incorporate direct customer feedback into the monitoring
scores. ICMI2008 36.1%

Incorporate VOC into
monitoring scores/feedback

S %

Do not incorﬁorate VOC into
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Industry Trends f%'m

Maragamsal faififufe

Customer Experience Focus:

» Adopt processes and technologies that >
enable Customer Experience Management.

v' Virtualization IP
IP-based communications
Remote workforce CRM
CRM Integration

Multi-channel coordination

AN NN A

SN XX X

Self service and hosted alternatives

“Commit to listening to your Customers!”

..-.n

icmi.com | BOD.6ET2.6177



Industry Trends - Continued cmi
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Customer Experience Focus:
» Capture and act on the “Voice of the Customer”
v" Administer a concise and timely

o ”

transactional survey capturing the voice
of the customer — tie the results to
individual agents

v' Use internal quality monitoring methods
to measure compliance only

v'  Effectively incorporate customer ratings
and verbatim comments into agent
monitoring scores and feedback

v" Involve agents in the management of the
process
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On All 3 Levels
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Value building f%w
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Business Unit Value

(Strategic Value)

T

Efficiency
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Value building

Business Unit Value

o/ _ 0
10%-15% (Strategic Value)

50% >

T

Majority > Efficiency
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ICMI fml

ICMI CMO & Certification iy Lo

Customer Experience Planning & Execution
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People, Metrics & More

&
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..the art of having the right number of

skilled people and supporting

resources in place at the right times to

handle an accurately forecasted

workload, at service level and with

quality.
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Input: Average-tatk timein-seconds =180
Calls per half hour = 250 Base Staff
Service level objective in seconds = 20 Calculations
and Queue
Output: Agents ASA SL Occ TKLD Dynamlcs
30 208.7 23.5% 97% 540
j , Source: ICMI
31 747 45.2% 4% <L S i
32 are 61.3% 91% 302 b 7 L
33 213 73.0% 88% 280
34 12.7 81.5% 86% 26.8
3ah 8 87 5% 23% 261
36 49 91.7% 81% 257
37 31 54 6% 79% 254
38 19 96.5% 7% 293
39 1.2 97 .8% 5% 252
40 0.7 98 6% 3% 251
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Key Performance Objectives

B Strategic value (contribution to
businéss units, channels) )
Customer satisfaction/loyalty
Employee satisfaction

Contact quality

First call resolution

Service level/response time

Adherence to schedule

Actual to forecasted work load
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Enabling Technologies

CRM VOIP
Outsourcing eChannel
Integration
“All in One”
Multimedia
Hosted Queuing
Solutions
Web Architecture

Post Call CS Surveys
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Right People, Metrics, Everything! g e
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THANK YOU!

To find out more about ICMI,
please contact: (Harry Fan)

Mobile Phone: 13701108771
harry.fan@ubm.com
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