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The mobile revolution

channel J




Mobile Today | Transactional Applications

Companies are leveraging mobile for transactional applications

Insurance Banking Travel
e Pictures for claims e Payments e Trip Management
e Location services e Remote Deposit e Notifications, social
Capture media links
O
Eulsliune:as. ‘i CEO

Key reasons companies enter the mobile space
Brand presence
Marketing, promotion of goods and service

Reduce cost with Self-Service
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Impact on Customer Experience

Today'’s transactional Customer service &
applications contact center

Mobile customers get disconnected experience today
«  A"blind” service request is made
«  Lack of customer context
Long call times
«  Customer frustration
*  Missed opportunities for x-sell, retention, customer metrics

This leads to

. poor brand presence & loyalty
. ineffective marketing & promotions
. bad customer experiences

Mobile applications will need to become Conversational

..................................................................................................... ficatel-Lucent @
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Why are we here?

* The major revolution in mobile exposes a BIG gap for
enterprises

0 The gap is an integrated mobile strategy that incorporates customer
service

0 There are many “me too” mobile apps, that establish presence and offer
basic functions but leave out customer service

0 By leaving customer service out of mobile initiatives, companies further
dilute their brand, frustrate customers and miss critical business
opportunities

* Genesys can lead companies through a strategy that links
mobility to customer service

..................................................................................................... M{Bt@l‘LUCE I'"Et @
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Creating the Mobile Conversation

Today

Contact Us

Blind Call to the
Contact Center

Call now option only

Wait on hold

[ N N N RN RN R N S RN NN R NSRRI RN R F NN

£ Cenesys + Commimnicstions « Netwark

{ )
L] s h"t 'l: A
y " . l"‘."
. e

Contact Me

“Click to Contact” with
integrated channel
management

Transfer based on context

Call now or schedule a
callback, no hold times

Tomorrow

Connect Me

Routing to best qualified
person

Extend to back office,
branch, floor workers

Cross channel - Voice,
Social, Chat, e-Mail, SMS

COPYRIGHT © 2011 ALCATEL-LUCENT ENTERPRISE. ALL RIGHTS RESERVED.

Know Me

Personalized Experience

Customer service requests
tracking and management

Proactive “push” of
relevant offers and
information

Aicatel-Lucent @

Frtermrisa



Contact Me | based on my preferences

Make it easier for your customers to escalate to
customer service

vaus fait une fleur

ke " Eﬂumule: vos assurances

One-touch function for customer service
Secure and private

Engage from Mobile to any Service Channel
Voice
Text
Chat

Social

E-Mail

Extend Customer Context between channels

-;E‘E;- Groupama

..................................................................................................... ficatel-Lucent @

Leverage Business Rules and Targeting Marketing
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Connect Me | to the right resource

Extend the conversation to the knowledge experts,
overflow to other stores, or branches

lite Softphone

Leverage the mobile worker

Sta Call Invite: Jane Jones

AMNI: 8885551212
TargetAG: Trade Request

 Mobile Professionals

Message:

 Accept J Deciine

* Mobile Retail experts

* Mobile Travel, Healthcare and Field Service

Leverage employee skill assignments

Monitor and ensure quality

Leverage Analytics and Real-time Performance
Management

b ] .
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Know Me | Know my preferences, personalize my experience

Know my service preferences

Channel
Schedule
Location
Remember existing service work items

Alerts for steps or tasks that are completed

Automated requests and notifications

Engage directly with the service owner

Monitor operational efficiencies with real-time
access to data and resources

..................................................................................................... ficatel-Lucent @
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HANGE
EAD

Summary

- Mobile is changing the conversation

- Mobile impact on business:

K=

 a major shift in consumer communication & engagement

* a new battleground for the customer experience

* a new opportunity to differentiate & grow
* Move from transactional applications to mobile conversations

» Genesys enables companies to integrate the Mobile Conversation
* integrate mobility into customer service strategy

* Improve business performance by extending the mobile conversation across
the enterprise

- deliver next-generation customer experience

..while leveraging existing assets

..................................................................................................... m{ate| LUCEﬁt @
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Step 1: The Integrated Mobile Experience

- Sometimes you need the human touch —
what are the best practices?

* Don’t go from automated app to automated call
* Don'’t forget what they’ve already done

» Use the right resource with the right information
+ Set consistent customer expectations

- How do you deliver a new experience?

« Customer and contact center knowledge bridges into the Contact Center
* Tracking of transaction history

* Open standards allow communications between channels

* Reporting and analytics to constantly improve processes

..................................................................................................... M{Bt@l‘LUCE I'"Et @
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Cost Savings: Increased Blended Worker

Productivity
due to Visibility via Real-time Monitoring & Reporting

The Genesys solution provides total visibility of all agent activities — on phone and off
phone — to ensure worker accountability, timely feedback and agile decision-making.
The result is improved agent productivity.

Without Real-time Visibility With Real-time Visibility

non-productive

non-productive :
time_

time on phone on phone
tasks tasks
off phone off phone
tasks tasks
¥ 4 L 3
3 W
Benefit e dt ° @.
Current # of Increase in Fully Loaded Cost
Agents Productivity per Agent
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55

Ea Canesys » Commimicstions » Metwark COPYRIGHT © 2011 ALCATEL-LUCENT ENTERPRISE. ALL RIGHTS RESERVED. Enbermrisa



Revenue & Cost Savings: Improved Service
Levels

via Cradle-to-Grave Visibility of Customer Support

TLQ@%Bcﬁﬁion provides cradle-to-grave visibility of customer support activities, from initial

contact through back office support and resolution. Improved service levels can mean reduced
penalties based on SLAs and/or reduced customer churn.

Without Cradle-to-Grave Visibility With Cradle-to-Grave Visibility
M%%% |
2.2
Customer Churn SLA Penalties Customer SLA Penalties
Churn
’._/' __,/ A‘i _¥

et @@ @ Oh g(

Customers Average
retained = Customer - Reduced
---------------------------------------- Acquisiti-on-...-aa-sé;u;---aa.;.s--.a.a-;-ua-a;c----.-.;-f---mgat@%ﬂ%ﬂe@
Eo Canssys + Commemicstions + Metwark
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Cost Savings: Reduced Resource Costs
due to Overflow Distribution of Tasks

Without overflow distribution With overflow distribution

»
iiJ-u. nJ.x}

Overtime workers Workers
Overloaded / Contact
workers outsourcers center agents

ol ok o

Total overflow Task Worker overtime Additional
tasks handle time or outsourcer cost worker cost
..................................................................................................... M{atehihu{:e I’"Et

S

Benefit e

. — . . 57 .
£ Censsyt + Commemicstions « Hetwark COPYRIGHT © 2011 ALCATEL-LUCENT ENTERPRISE. ALL RIGHTS RESERVED. Erbermrisa



Increased Revenue: Reduced Customer Churn
due to Business Value Prioritization

Historically, the distribution of work has been silo'ed by type (faxes, web forms and other work items).
This approach limits the ability to manage tasks by business value. The Genesys solution allows for
intelligent task distribution, which delivers a task to the best resource, based on rules such as
customer value, task priority, worker skill, availability, cost and more. This ultimately reduces

customer churn. o ] . . . )
Without Business Value Prioritization With Business Value Prioritization

b 6 — bR
2—2. B . .2—3

Customer Churn

Customer Churn

et @ @ ©| O © oD

Customers retained due to Average Customer Lost revenue Gross Margin
Improved Customer Satisfaction L Acquisition Cost per Customer

[ |
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Trends That Are Forcing Change

5296 of consumers
use 3 or 4 channels

a.f::_. :E n..'“;
Real-Time Decisions Business Elevation
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Conversation Manager Has
Matured

Context Services and Rules System were GAin 2011
Pricing is available, simple, and effective

Conversation Manager has been sold, installed, and is in production

Popular (a NALA bank) has already been used for references




Can Contact Centers Use Something This
Beautiful?

Aaron Koblin: Artfully visualizing our humanity

TED2011, Filmed Kar 2011; Posted May 2011

..................... .. ]

http://www.ted.com/talks/aaron_koblin.html
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