Reimaging Customer Experience

Kundeservice & Kundeoplevelser 2024

wingmen

part of (:) springboardnetwork Powering your secure digital future




Wingmen - frihed ad libitum
Global Support - local SPOC

o En del af Springboardnetwork
o +300 employees
o Global support med et lokalt twist
o Fokus-omrader:
a. Optimerer Customer Experience
b. Benyt Al hvor det giver mening

c. Skab bedre mgdeoplevelser




Kundeservice og unge talenter i en
hybrid arbejdskultur

A Det fleksible arbejdsliv anno 24/30

A Det fleksible arbejdsliv hos
nemlig.com

d Hvordan kan teknologien stgtte
kundeservice i et fleksibelt
arbejdsmiljo
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Al & The Agent
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The future for agents

Interactions High volume, less complex High value, more complex

Al Bots + Human Collaborative Intelligence
Management Focus Workforce Optimization Workforce Engagement

Agents Expendable employees Brand Ambassadors
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Agents are now brand ambassadors

Nat (he/him)
Newbie

| recently joined the Contact
Center, and | am really excited
to work in customer service and
have a stable job. | am looking
forward to learn as much as |
can.

Level of experience

Medium

Interaction with customers

@

Inbound Outbound

© 2023 Cisco and/or its affiliates. All rights reserved. Cisco Confidential

Dylan (he/him)
Service-Driven

| work as an inbound agent.

My top priority is to provide
exceptional customer service.
| am always in back-to-back
calls, sometimes | make
outbound calls to follow up on a
case yet to be closed. Making
customers happy is what gives
me satisfaction in my job.

Medium

-

Inbound Outbound

| A
Sam (she/her)

Sales Savvy

| work as outbound agent. My
primary objective is to generate
revenue for the business by
converting potential leads into
sales. My goal is to be seen as
one of the top performers in
sales within the team and be
recognized by my team
leader.

Level of experience

Medium

Interaction with customers

o

Inbound Outbound

(]
Max (they/them)
Multitasker

| am the supervisor’s right
hand. | can be handling
customer inquiries, whilst also
providing help to other agents.
| also analyze agent/customer
data and create reports for
senior leaders. On top of that,
sometimes | conduct training,
coaching and quality
assurance tasks.

Medium

Inbound Outbound

Eli (she/her)
Expert

I work as a Subject Matter
Expert. My job is to solve
complex and specific cases
that other agents/IVR transfer
to me. I'm always focused on
delivering quality service to
each customer.

Level of experience

Medium

Interaction with customers

Inbound QOutbound




Agents are now brand ambassadors

Nat (he/him)
Newbie

| recently joined the Contact
Center, and | am really excited
to work in customer service and
have a stable job. | am looking
forward to learn as much as |
can.

Level of experience

Medium

Interaction with customers

Inbound Outbound
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(8=) Work Situation: My Needs
Sometimes | go to the office because it is easier
to reach out to someone for help and have a
respond quicker. “Hey Tom, help me”

Searching for the information | need quicker

Having the answers shown to me for
repetitive queries

Having access to better technology
Having the right training
Having better equipment at home

° My Fears

Working
Arrangement +® @ Failing in my role
Remote Hybrid On-site Encountering rude people

Not getting the help/support | need

Perception

of Artificial A o ® My Motivations

Intelligence

Threat Neutral Partner

Learning and growing in my career
Making customers happy
Making money

st Feeling part of a community

e system is overwhelming, a lot of buttons,
a tabs, inforn My Frustrations

Newbie A . L." A 1AKO : o rch . Not having enough knowledge of how

things work

: Having issues with my connection at home
| want to learn as much as . Struggling to know who are the right
I can quickly people | need to connect




Common Pain Points Across All Personas

System clashes/glitches

Lack of integration of the different systems
Complex processes

Handling angry/rude customers

The right information is hard to find
Pressure to reach KPIs and targets
Language/accent barriers

Short time for breaks

Long hours

Relentless pace of work




What agents say they need to create great customer experiences

.

©

Empowering tools

\.

©

Supervisors who support them

.

9

Care for their own well-being

Issue detection
Biometrics
Conversation summary
Sentiment routing
Generated wrap-up
Sentiment analysis
Agent Answers
Collaborative bots
Action tracker
Auto CSAT
Coaching highlights
Value detection
Virtual agents
Skills routing




Al & The Agent

@ Empowering tools @ Supervisors who support them @ Care for their own well-being

@ +112)2883782

; U CSAT Highlights ©

Highlights for the last 4 hours Contact highli

Tue, Oct 10, 9:32 A

56% 32
n » <

5/5

\a') Austen Jones

@) clarissa Smin
>

Chapters

Intelligent session summary with Every agent is your best agent with Agent well-being with Agent
Transcripts and Wrap Up Coaching Highlights Burnout Detection
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' Al Assistant .
Empowering tools

Transcripts and

+1(412) 288 3782

wrap-up

- About this contact @© Customer Journey (TBD) €} Agent Answers IVR Transcript

Wrap up reasons 0:31

Contact summary and wrap-up

Reduce complexity for agents and
A H T W h i l e a l l OW i n g th e m to fo C u S The agent and the customer discussed the insurance claim issue in detail, ing the 'S and clarifying any confusion.

The agent provided a clear explanation of the resolution process, assuring the customer that their claim would be handled promptly.
+ The customer expressed their appreciation for the agent's i and felt d by the agent's pi i ism and empathy

h t P t t throughout the conversation.
O n W a S I I I l p O r a n + The agent confirmed the next steps for the customer, including the submission of any necessary documents and the expected timeline for the

resolution, leaving the customer with a sense of confidence and understanding.

Highly accurate transcripts and intelligent
session summary

® Request medical records from the providers. Claim donial  Policy update  Adld
@® Email required documents to customer

Allows agents to focus on the customer,

not on note taking

|dentify potential issues and remedies el

+ Last time he contacted was 7 days ago, and the issue was  claim denial. More Details
+ Proposed resolution: Contact primary care provider and ask for the most recent medical records.

Automatical |y popu late business Syste ms T e T R A B e e P s R R

Task Priority rask Completion

High Not start yet
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) Al Assistant

Empowering tools

Suggested responses R

Michael Littlefoot ) Agent Answers X Customer Experience More \/

PY Michael Littlefoot Q Transfer &R Conference

IVR_Queue_1 - 00:01 ® 01:20
Agent Answers

® Contact Summary © Neutral How to file a dispute? High Match H P

ACCOUNT PROTECTION
- This contact has been escalated to you from a virtual agent. View More Details

PO " - Mr. Littlefoot is experiencing suspicious transactions on his account. Initiate the dispute: Guide the customer to log into their Online Banking
. ° > account on your website and navigate to the ‘Dispute a Transaction’
| | C re a S e a e ' | e | C l e | | C W l - He’s been in queue for about 2 minutes. section and provide necessary information. Or Access the internal
dispute system to initiate the dispute on behalf of the customer by

filling out the dispute for
You picked this conversation 11:28 AM

generative Al responses for

Steps to take on suspicious activity in account
Hi & @

ACCOUNT FAQS
You 11:28 AM

S . " . Contact the Merchant: If the suspicious activity involves a specific
. Hi Michael, | am Eli and I'l be assisting you today. transaction o purchase, advise the customer to directly contact the.

merchant associated with that transaction.
You 11:28 AM

| can see you had some suspicious activity on your account. | am sorry to hear
that. Have you contacted the merchant directly to try and resolve the issue?

b5 P
ACCOUNT PROTECTION
EEEIHEEE PR Gather information: Encourage the customer to provide any relevant
Yes | have, they asked me to contact you. documentation or evidence they have, such as transaction records,

Context driver suggestions
Allows agents to focus on the customer

Modify only when required

Suggested Response:

Hi Michael, | apologize for the inconvenience. To dispute the transaction listed for
$51.52 at Renergize Restaurant ple: log in to your online bank account and
navigate to 'Dispute a Transaction'. | can help you enroll and guide you through the
process.

488 /1000 B> send
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) Al Assistant )
Supervisors who support them

Coaching Highlights oL o com—

CSAT Highlights O

Highlights for the last 4 hours Contact highlights @ Negative

Tue, Oct 10, 9:32 AM - 9:50 AM Contact session ID: 8gdf6963-2574-996f-0337-4eb5c523rv3t

56% 32
Make every agent your best agent with il bl ol il

. 3 a e . . 1] ) 16:50/18:00 1.2x
issue identification and suggestions for 5/5 "

Chapters

Inbound Service

H 5) Austen Jones
I l | l p rOVeI | |e n A Agent greeting Customer issue Agent resolves issue Wrap up

@) clarissa smith 1 Credit Card Sales

Analyzes highest and lowest rated ® cwvomen 0 12 meg
C u Sto m e r i nte ra Ct i O n S « Sofia spoke with Ms. Kristin Stone who did not understand two line items in her recent billing statement.

- Sofia began to authenticate the customer, but Ms. Stone couldn't hear Sofia clearly.
1 / 5 - Sofia repeated herself several times and eventually mentioned that there could be some networking issue on her end. She put the

customer on hold to look into that issue.

1 i i i X ) » « Ms. Stone expressed frustrations with the audio quality problem.
S ummarizes i nte ra Ct on | earnin gs ‘% SofialGomez 2am  Biling . After completing the authentication, Sofia looked into the billing line items Ms. Stone mentioned and put the customer on hold

again to look up some information
"?’; Mathew Baker % 40 am  Inbound Service - Sofia consulted with Umar Patel before returning to Ms. Stone with answers. Ms. Stone understood the line items and expressed
frustration about changes in service prices.

Makes specific recommendations
coaching and training

Suggested coaching

- Sofia could offer to call Ms. Stone back when there were audio issues and avoid putting the customer on hold.
« Sofia didn’t know the details of new service charges and her search in the knowledge articles wasn't helpful. The knowledge

Makes agents and supervisors more
effective

Auto CSAT besides NPS
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) Al Assistant

Agent burnout
detection

Make agent well-being the core
of your customer experience
strategy

Detects early indicators of agent stress

Automatically trigger corrective action

@ Care for their own well-being
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Agent burnout

| CSAT NPS

% 50%

8 7 0) E 0

of agents report =" of turnover attributed to
burnout burnout

! Prod uctivity




Agent

Proprietary Al-powered agent burnout detection and mitigation

Listen

Real-time analysis of platform

data to spot patterns,
correlation and causation.

Detect

High
Contact confidence pB,mout

Center burnout indicators
Stressors | jikelihood

Act

Proactive, automated actions
to mitigate issues before
they arise.

O_
%‘_@ Proactive and Automated
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Mini Reset Breaks

Personal resets with your favourite music, family
picture, landscapes, quotes and other things that give

you joy.

Interrupt the stress cycle to reduce cumulative stress.

60 seconds is all it takes!

Take a minute

o
@ Enjoy your break!

Nat has had

4 difficult calls in @ Need to unwind?

a row. His AHT has

increased by 14% @ Take a breather

Average of 3 Resets per Day

‘E‘g‘.} Powered by Al
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Agent burnout business
Impact

‘e J /V

Increase in average handle
time (AHT)

L /\

more holds than usual

& /U

Drop in Customer Satisfaction

more time spent on
call wrap ups




AT LI\,

Results show that
mini reset breaks work

4.0 LU &~.J9

CSAT Score increase

LI /0

111COC AdliT 11Ut 11Uy (Lzaf}?veragehandletime

HINTPITUVUVCITICTIIWD,. 11ICY

diC 1Cdl, LallgivIC 19/0

Decrease in reported agent

NMNUIITITOD NTIITIILY. burnout levels

“We don't understand how the system has done it, but it seems to
know exactly what they need at the time when they need to reset.”

- WFM Manager, First Horizon Bank - o
‘;@ Powered by Al







éE«E) Powered by Al

Route to the best-fit agent

Identify Problems —— Understand Sentiment ———> Monitor Capacity —— Detect State — > Best-fit agent

Missing
item

Enhance Customer Experience | Improve Business Efficiency | Make Your People More Effective
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