Communications

Your Business Owes You Money
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We empower you to focus and increase the Capabillity in your business
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o | load and delight customers.

VP Innovation — Treadmill Communications
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*\What is the strategy
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Reduce my
call load

*Put the phone off the hook
°*They can call back another
time.

*Customer Satisfaction will fall.
*This Is not a once off quick fix
*Adding band-aids here and
there

*This won't work




Customers

* Automatic call back solutionjP =

eCall handle 24/7

*First Call resolution (FCR)

*No transfer - FCR
*No Call Backs
*Solution Found

* Autodialing.
*Knowledge base FAQ
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°Do you know are they satisfied

*Can you predict the calls

*Are you analysing the calls for repetitic

*There Is software In the cloud to help
Eg service next, predictor
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*Reducing the call load

°|s this your number one objective
*Adding software to do this huge
COSts

*Add More CRM?7??

*No

*Or better Process
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°[_ook for the delays

°[ook for the bottleneck

*|dentify the root cause

*Analyse , Analyse — get the stats
°[ook at what Is your consumer
doing

*Use other media to help
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*Dropped-calls
*Passed around

*Tracking your calls

*How many time repeat the same
thing

*\What Is the aim of the customer
*Where am |

.. *How real time are you




Looking at the process

*Analysis on how long through the call
*Analysis the experience

°[everage the customers current
Information

°|/ts not the CSR it's the Process.
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SILOED TECHNOLOGIES

Muitiple channel technolbigies

REGULATORS

New Reguiatory
Requiremerrs”?
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INTERACTIONS AND DATA o
FROM ANYWHERE,
WORK TO ANYWHERE.
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Of Shore

TASK LEVEL DISTRIBUTION

The Convergence Engine enables
our platform to distribute work of
any type 10 the right person (skilis
and economic-based routing) to any
location for fulfillment. This includes
yOur resources, your partners
resources and “J° onshore and
offshore resources

: " SUPPLIERS
SUPPLIERS

PROCESS ORCHESTRATION

The Convergence Engine leverages web
services {0 orchestrate integration with
enterprise and external lechnologies for
coliection of all relevant data 1o handle the
request and meetl raguatory requirements

UNTAPPED OFFSHORE OPPORTUNITIES
inability to incorporate flexible and inexpensive
labor (offshore, at-home, alc. ) into business
process because of technology constraints
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*Analyse what do your staff say.
*Analyse the calls - weekly dally e
*Are you firefighting or drownin 9 |

*Trained are your staff P T
°Do they know what to do.
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*Analyse & define the current
Process

*Are you using all the channels
*\What Is your 360 of the customer
*24/7- only If you need to be

*Set the Goal.
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® How do you work - Telephone
® Web - live chat
® Technology ?

1
. stomer Real-time employee status
and skill information
onnect Customer A’
0 Employee *8* C

LocavToll-ree  Call Back Call
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* Not just customer service

* Moving to marketing, financial Call
Analytical Enterprise centers

* Customer Retention programmes
* Call Recording to enhance quality

* With Rise of Social Media, Call Centers at
the hub of new technology

Communications




* Customers Expections
* Service different customer needs

* Managing so many channels and
Infrastructure

* Customer satisfaction is now on the Agenda

* With technology the world Is smaller and
faster
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* Handle peak loads

* Shared knowledge repository

* Adopt a Standard process

* Tools baselines

* 360 customers

* Anticipate calls predict the peak times

*Empower your agents

Communications




* KNnow your process

* Indentify Employee strength
* What tools do you have

* |dentify the bottlenecks

* Common Call.
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