


veas CUSTOMER CONTACT VIRTUAL

A Frost & Sullivan Execut ive Mind Xchange

Transformation over Technology
Experience over Efficiency
Simplicity to drive velocity

#CCVirtual



vewas CUSTOMER CONTACT VIRTUAL

A Frost & Sullivan Executive Mind Xchange

Where were we when we started the journey?

Digital as “Bolt- b

Q Live Service Dominant \Q‘O\ on” @ Self Service Dominant

Provide a low-effort, live experience
with some self-service options if
preferred.

Work with the customer where they

rofer to work. Guided problem solving

Value

We are Here

+—

0

2| + Continue to enhance live channels * Provide a wide variety of service * Rationalize channels

< * Large base of reps channels and options * Balance cost while preserving experience
< * Perform transactional surveying & * Flex reps across channels * Focus skilled reps on complex work

= experience metrics * Monitor various experiences across * Measure self-service containment &

o channel adoption deflections

o

o

#CCVirtual



IRTUAL

il Cchange

[

Decrease Average
Handle Time

&

Augment Support
Efficiency

2 Self-Service
.cess

Set our community (Compass) as
the foundation

Defined a Knowledge
Management (KCS) Strategy

&

Federated Search & bot strategy N —
(Cognitive Search Platform) s i

Maximize Your
Customer Service ROI

Drive Knowledge-
Centered Support
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Where are we today?

Q Live Service Dominant \QQ Dlgl(';z;\]lnas Bl @@ Self Service Dominant

Today: Digital as “Bolt-On”
Aspirational: Self Service Dominant
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