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* In this Seminar you will learn how you can fast and easily set up a Multi-Experience
Customer Management Solution that helps provide an excellent customer service to your
clients. The content of the session will cover Cloud Contact Center as a Service (CCaaS),

Conversational Al & Automation, Customer Service Analytics, and Quality & Sentiment

Analysis.
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Agenda
* What is Multi-Experience Customer Management ?
 How to design a Multi-Experience for your customers
* Cloud Contact Center as a Service CCaaS
« Customer Journey Management — Unified Desktop
* Conversational Al & Automation

« Customer Service Analytics
* Quality & Sentiment Analysis
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Defining Multi-Experience Customer Management = CCT

 Customer Centricity
* Atthe core of any effective customer exPerience IS customer centricity. This means putting the customer at the center of all
interactions and des_lgnlng experiences that meet their needs and preferences. It requires a deep understanding of the customer
journey and the ability to deliver personalized experiences across all touchpoints.
« Seamless Integration
« An effective customer experience requires seamless integration across all touchpoints. This means that customers should be able to
seamlessly transition from one channel to another without any disruption in their experience. It requires a seamless integration of
technology, processes, and people across all touchpoints.
« Data-Driven Insights
« To deliver personalized and relevant experiences across all touchpoints, businesses need to have a deep understanding of their
customers preferences and behaviors. This requires data-driven |n5|%_hts that provide a 360-degree view of the customer. It can be
achieved through the use of analytics, artificial intelligence, and machine learning.
[

Consistency

* An effective omni-channel customer experience requires consistency across all touch_looints. This means delivering a consistent
brand experience, messaging, and tone of voice across all channels. Consistency builds trust and reinforces brand loyalty.

. Flexibility

«  Customers have different preferences when it comes to how they interact with businesses. An effective customer experience requires
erX|g|I|ty to meet the needs of all customers. This means offering a range of channels and touchpoints to meet different customer
needs.
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 Define your customer personas

- Before you start designing your customer experience, it is important to have a clear understanding of who your
target customers are. You can create customer personas to help you understand their needs, preferences,
behaviors, and pain points.

 Map out the customer journey

« Once you have a clear understanding of your customer personas, the next step is to map out their journey across
all touchpoints. This will help you identify pain points, opportunities for improvement, and areas where you can
provide a better customer experience.

* [dentify your channels and touchpoints

+ Based on your customer journey map, identify the channels and touchpoints that your customers use to interact
with your brand. This can include your website, social media channels, email, phone, in-store experience, and
more.

* Integrate your systems and processes

- To deliver a seamless omni-channel experience, you need to integrate your systems and processes across all
touchpoints. This means that your website, social media channels, CRM, customer service tools, and other
systems need to be able to communicate with each other and share data.
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* Provide a consistent brand experience

« It's important to provide a consistent brand experience across all touchpoints. This includes using
consistent messaging, tone of voice, visual branding, and more. Consistency helps build trust and
reinforces brand loyalty.

« Use data and analytics to personalize the experience

» To deliver a personalized experience across all touchpoints, you need to use data and analytics to
understand your customers' preferences and behaviors. This can include using customer data to
personalize product recommendations, email marketing, and more.

 Test, measure, and Iiterate

» Once you have implemented your customer experience, it is very important to test, measure, and
iterate. Use data and customer feedback to identify areas for improvement and continue to refine
your omni-channel customer experience over time.
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Multi-Experience in digital Healthcare
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Cloud Contact Center as a Service CCaaS = faber
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Unified Desktop - Customer Journey Management
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Unified Desktop — Agent Assistance with Al
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Conversational Al & Automation

Conversational Al is a type of artificial intelligence (Al) that
can simulate human conversation.

It Is made possible by natural language processing (NLP),
a field of Al that allows computers to understand and
process human language. NLP is used to analyze the
meaning of text and speech, and to generate responses

that are appropriate and relevant to the conversation.



| _ =CCT
Conversational Al & Automation

Operates with Human Interaction

Attended Suitable For: Processes requiring input/authorization “out of
reach” of software (i.e. Voice, paper documents and “original ink”,
etc.)Processes requiring licensures/certifications

Operates with No Human

Unattended Interaction
Suitable For: Data Entry/Transfer, Routine Tasks
Process Operations Across Human and

Oversight Automation Software

Real-time Insights into process executions, iterations,
bottlenecks
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Conversational Al & Automation .
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Customer Service Analytics -

CCT MX Cloud Analytics
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Customer Service Analytics
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Structure and Analyze Data Utilize & Operationalize Data

9
ROOT CAUSE
8
é_hDD
PREDICTIVE
MODELING
mnderfh:L
not
METRICS
SENTIMENT/BEHAVIOR PRESCRIPTIVE OFFER AND CAMPAIGN
MANAGEMENT ENGINES
ceo [




Quality & Sentiment Analysis
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Summary

Customer Centricity - why do customers love your business
Seamless Integration - clever engineering — better wait for V2
Data-Driven Insights - you don’t know what you don’t know

Consistency - avoid little errors — take your customers chair

Flexibility — most important when building these solutions
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