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Contact Center Key Strategies

Empower Customers

Empower Contact Center Staff
Listen to Your Customers

Measure and Improve Continuously
Q&A
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Contact Center Key Strategies

e Customer Satisfaction

e Self-Service and Automation

e Multi-Channel Customer Experience

e People Management and Empowerment

e Measures and Metrics

» SOURCE: 07 Global Contact Centre Benchmark Report — Dimension Data
403 Contact Centers, 42 Countries
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Empower Customers

Customers want
Immediate and easy
access to knowledge

e Allow customers to choose
their preferred channel

e Promote the most
appropriate channel

e Clear escalation path to
live agent channels
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Empower Customers

Web Self-Service

e Answers

— “One click” access to knowledge
— Everything in one place

— Maximize use of dynamic content

— Agents as content drivers

= Askia Question il | N
— Web form to capture relevant B | e e ——— |
'I:-nl-h--ﬁ-d-lﬂ- - Tem s by Meymerd =
data i P e —
— SmartAssistant e T
— Automated Responses with e
- N T Seppet Cendw En .:.--',--'T::;'_-'-_"'l
Service Level Agreements (SLAS) L B
e My Stuff
— Customer Profile
— Customer History
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Empower Customers

e \/oice Self-Service _ irssan T imiirgemBipomn o

onl arsort

— Voice-enable your
knowledgebase

iRobot Customer Support - Find Answaears My Support

Mo dain e help you today 7

Voot o e hioy Al Producis™

— Contact and incident e
management e

How o address short charge and ronthine on Boombxa. 5
four Roomba may be sxpenancing an issue shers the balary (¢ deeply discharged

and msy e o el
— Automated status
- o geut have fdly charged your Baitery (the Koo romer light s sold grean) and
C h e C kl n A5 charging tree mas short (less than 20 minutes) and s run bene was shart [less
than 20 minutes) you

Contact iRobot

midn't find your answerk

- Consider other opportunities e L L RS R [
to drive self-service

Stock Up and Save!
FREE Shipping

on Accossory orders
of $59 or more®

Ahiip B e

— Provide media rich
content

— Web-enable key
processes
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Empower Contact Center Staff

Customers want immediate
assistance and
resolution

e Create an intelligent
workspace

— Agent knowledgebase

— Service, Sales, Marketing,
and Feedback

— Multi-channel interaction
history

— Integration to business
critical applications
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Listen to Customers

Customers want their voices [“ 7 S
o Dl D s x| et i P s T |
heard and action taken N e Y
P D
e Closed Incident Survey Py
e On Demand Survey EE{
Wl e = | 5l ot e v i e [
e Event-triggered surveys across == T T .
channels e —— |
e Business Rules prompt follow-up T ____
action g s

e Automated reporting and A————
dashboards with data exception Gt

tracking e -
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Customers want a company
that adapts to them

e Identify and focus on point of e e T
most significant impact W:L. _ mmmmmmmm —

e Content quality monitoring

Wi cactuw Fur ancs B P catrmer by proactey sy eectars
e Y e L T

e Answer Feedback

W vinhitys Colegs

- Keyword Searches e -A L ok
e Continuous improvement - “‘::‘,, -
recommendations w. o »
— Optimization i - R T S
— Tune-ups 5 :
— Automation o
e Answer ID 1488 :
e W
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Summary

Contact Center Key Strategies
Empower Customers

Empower Contact Center Staff
Listen to Your Customers

Measure and Improve Continuously
Take Action
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Questions?

.
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