Cisco
APJC Contact Center
Symposium 2019

Three Pillars of
Customer Experience

Arvi Krishnaswamy
Director, Product & Strategy - Experience Management




PLAY T0 BE
REMEMBERE

ANDRES INIESTA S 313

n 2019 238.6
dillion dollars will
De spent on
advertising.

Source:



http://www.emarketer.com/content/us-digital-ad-spending-2019

Customers Expect what utcome
we market to them
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Feel certain outcomes that Revenue
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Business OQutcomes

Increase NPS Improve Prevent churn Increase
Revenue Per More Referrals Repurchase
Customer Rate
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Pillar 3: Predictive Analysis

Expectations Outcome

Staff efficiency NPS

Service Quality

o Service Quality
Staff Efficiency ARPU
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Then Now and Tomorrow

CEED CHED THD

Channel 1 Multi Channel Omni Channel Journey
Report Correlation Causation Predictive
Analytics 1 Per Quarter Close to Real-Time Ahead of time

Outcome Insight Action Preemption
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Current Situation: Customer Service -
Company View

Connects with
agent - asks for
information

Agent does not
Frustrated know Mike’s
history

On Hold for 10

minutes Agent cannot

confirm parts fit

N Ot Awa re NO RESOLUTION

Lands in IVR No Resolution .
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Current Situation: Customer Service -
Company View

Opportunity

Opportunity




Evolution of customer care — Customer Journey

Webex Contact Center CloudCherry

Reactive* Suggestive

Customer Future
Sentiment channels \ \
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Contextual Predictive

© 2019 Cisco and/or its affiliates. All rights reserved. Cisco Confidential *This is what contact centers mainly do today
CloudCherry and Cisco Confidential pursuant to joint NDA



Cx system of record

Bring together operational data from different
silos across the organization to form on single
system of record of customer experience

One view of the customer
0 actional approach to one view
NeX atﬁﬁﬂn%mer journey, identifying high

What makes this possible”?

and low points for internal teams to improve
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CUSTOMER JOURNEY MAP
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differences in experience across multiple journeys.
EV e@vitoh from macro to micro journeys to investigate
perience

annels.aAPI

t ﬁ ctionable insights at each stage of the
with recommendations and predictive
analysis of what drives financial performance
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. Pr eom-daalmpact

Drill down into specific areas by touchpoint,
stage, cohort or campaign to view root cause
analysis, and apply various statistical tools

Designed vs actual journeys

Overlay desired journey against the current
journey to track performance and drive
improvements to close the loop with customers




CloudCherry & Webex Contact Center

Agents Dashboard

Move from a
transactional approach
real-time customer
journey view across
physical, digital and loT
interactions with rich
layered operational and
transactional context
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CloudCherry & Webex Contact Center Analysis

°
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Supervisor Dashboard
CX Trends - Powered By CloudCherry

Drill down into role

based dashboards by
Agent pool, Customer - . A P
stage or campaign to

view root cause
analysis, apply 7 : =
advanced statistical e

tools or just track key

AHT/FCR/CC metrics.

SSSSSS

e Sandra Jefferson

%



CloudCherry & Webex Contact Center Analysis

Intelligent Routing

Predictively match high
value customers to the
agent with the highest
CX scores, maximising
efficiency and
iImproving top-line
returns from increased
engagement
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7 108 responses

CX Trends - Powered By CloudCherry
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