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8 Steps to Great Customer Experiences

Establish a Knowledge Foundation
Empower Customers

. Offer Multi-Channel Choice

Listen to Your Customers

Design Seamless Experiences
Engage Proactively

Measure and Improve Continuously
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Agenda

» The Contextual Agent Desktop

» The Contextual Agent Desktop Toolsets
Contextual Workspaces
Guided Assistance
Agent Scripting
» Workflow Demo
Workflow in Action
The Workflow Designer
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Contextual Agent Desktop

» Providing the agent with what they need when they

need It

» Making the desktop as relevant as possible based on

Who the customer is

Who the agent is

What is happening during the interaction
» Contextual toolsets

Contextual Workspaces (February ’08)

Guided Assistance (August ’08)

Agent Scripting (November ’08)

Desktop Workflow (August *09) RIGHT
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Contextual Workspaces

Description

» Ability for information provided on the
agent desktop to dynamically change
based on knowledge about the customer
or by the actions taken by an agent.

Key Benefits

» Personalized customer experience and
agent productivity

» Modify a workspace based on actions
taken by an agent or information that is
known about a customer

» Rules for modifying controls within
ribbon, fields, tabs displayed in
workspace based on the context of the
interaction

» Control field properties such as visibility,
read-only, required, or default value
based on other fields or system values
such as user profile
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Contextual Workspaces

Why It Matters

oMo - - Home S k9
» Ability to pr_owde a personalized H3shXlesys S o
agent experience

Opportunity
mmands
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Incidents ¥  « ||z3All Incidents iﬂOSB‘JIEfOODODI - Workspaces Explorer | s bill test service opp || 4 admin only Incident Workspa... 1r %

» Increase agent efficiency by

225 My Inbox {defaul) ect™ | Problem with cell phone

providing only the information and | =™ ——— :
fields that are relevant to the = R -

\tomation Product | Mobile Phones {P3)
- Connext: Phone 7730 {

2 Last Name andy 3

specific function an agent is e e

Ustomer Complaint (D2 4.1.1)
e roduct Defect (D3.1) onnex phenes IC4.1.1.1)

pe rform i ng g} 050915-000001 } Messages | Details” RMA | Time Billed(0) | Organization | Contacts | RN Locator | Sales Literature | Tasks (0) | Session(} 4 *

Returned Material Authorization
Quick Search

» Ability to tailor the agent desktop : = —
or workspace to meet complex et
enterprise business needs prchse O < T

Contact Name: Wells, Jane Institution:
Will product be returned? Yes O No O

» Adaptable to your future needs st Vi s

Product Name:

» Ability to integrate with and B == .
leverage existing enterprise
infrastructure
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Guided Assistance
i~ Node New Decision Tree - Decision Tree Editor Test Driver S—

Description: s [t —
Eo EX \:—-I_J‘ o ¥ 9

Preview Export Import Validate Create  Notes Language
Answer =2

® Built for quick trouble-shooting through

0" New Decision Tree 4 I

a series of questions/answers to direct S Gt e

agents to appropriate answers. Guided T &1 How oy b doyou st dir?
assistance can be used in combination T é“.”ffnswernm:\.whatarzt:ef"a?m;hfaﬂmuponerecew
With broader agent Scripting Capabilities' j :---;sphonepmbabhneedsmpair.StartRMApmcess

=+ @ No

s Answer #32: How to extend the antenna on some cellpohne models
= @ 35
2} (% When did you activate your service?
=} @ Never

Key C a p a b i I i t i e S - ‘ =] Tell customer to activate. See answers for details

i 1y Answer #22: How do | activate my cellphone service?
iy Answer #48: Hiow long after activation can | use my celphone?
=} @ Lessthan two days ago

1 Answer #48: Hiow long after activation can | use my cellphone?
(=t @ More than two days ago

L[ Cellphone activation toubleshooter

® Quick creation and editing of guides 5ok

b Answer #18: How to tum on your cellphone

®» Ability to add image and HTML to R = e e
questions

Add New List Question

Add New Radio Button Question
Add New Button Question

Add New Answer

O|@ L L

® Reusability of the guides and branches |~

-

Word: General Administrator ion Mark ] )
| =

®» Customer responses are stored on the = lf"*d“a:w
incident record for review

Delete

.

Rename
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Guided Assistance
Why It Matters:

®» Consistency

®» Model the best practices of your
best agents

® Improve First Contact Resolution

by guiding the agent to the right

answer - the first time
®» Improves the customer experience
by enabling faster resolution,

fewer transfers
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Agent Scripting
Description:

® Ability to provide agents with
flexible call scripts, enabling them
to consistently walk through
customer interactions regardless of
agent skill or experience.

Key Capabilities:

Streamline and automate agent
process

Graphical designer enables full
control (WYSIWYG)

Complex branching logic

Ability to capture and validate data
right within scripts

Ability to import and export scripts
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@ = | Contact Qualification 2 First, | will need your address:
o
4 =1 DDS Risk Eval &
Ly
=1, Goto Recommended Lipssl
23 => "
= =
L.] 4_‘) Goto Basic Praduct
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- — First Neme*
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@
M = Basic Product
!
E=
5 || |E] schedule Truok Rol -
e >

Logged in as: Neil Srinivasan
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Agent Call Scripting Designer

Add pages and
branches with a

single click

control

\

Add tables for
precise layout

Define contextual
rules to control the
display & behavior of
the script

/

Add objects: images,
HTML, questions,
browser controls,
reports.....

\

Preview the script
during design

Page branching is
illustrated for

quick reference in T
the side-bar

H B
me | InsertField
[.‘ w4 Add Branch -
2 =R

=8

Preview Add |
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Preview Pages
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N LJ) Script Pages

AE -

TS

Page 1

Page Tools New Script - base7530__581100__dg/l - Righthow CRM  —
Insert Control Page Rules K
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Add merge flEldS / = |s this correct?
to personalize
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the script & I <
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& Y ad CLIS IOMETr SErvIce
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Navigation &

controls take the =t
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Validate script
flow to catch
errors

Page progress
tells the agent
where they are
in the script

Create questions
with yes/no, multi-
select, list and
radio button
answers
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Agent Call Scripting Capabilities

» Complete formatting control of text and objects

* Tables can be used for precise layout control
* Set read-only, required and display properties for questions and fields
Address ‘;‘ 1‘* Required - |MicrosoftSansSer - 8 - E
\;. Current Selection - o “B Hidden - B U I #
gy Read bl === — Table _
74 Delete Only ~ = TabOrder » |& = =||=" ~ Text Cell ~ 0 size T
Selected Object Behavior Label Layout
» Insert fields for data capture and validation
q— Er= Employees =% Global Opt-In EHl Acquired TE| Birthday :T:nEh'.R_h'.Er.l_. =& Contact Type
J‘ &) Address abl| Login =4 Age EEcMR_Date E&CMR_Opt =& CRM State
Contact ECCF':EIC': 10 :T:EF'rir'uar',- Email Invalid =4 Alternate Email 1 Invalid EE|CMR_Date_Time :T:ECT'R_Ra:ic =& Customer Swe Opt-In bl
Fields * | =¥ Disabled Flag [ab] Title =8 Alternate Email 2 Invalid 1&Ch'F-‘L_]rl:

abl| CMR_Text [H| date

Fields

41

» A wide range of objects, questions, and controls are available to
customize the script to the business needs

Controls

Questions

i AnswerDisplay ;'_‘,‘_,_JH'_«perlink =5 Menu =1 Progress Label | Spacer A |Text [ ]Button Question (&) Radio Question
.£_£L| Browser | ImMage gl‘\lavigatiun Panel (*) Radio Buttons [=Tab Set [abl Text Box  [Eh List Question abll Text Question
|__J]Button =. List Box Panel j Report T Table 553 Title Bar | =45 Menu Question

[ I¥es/Mo Question
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Agent Scripting
Why It Matters:

®» Consistent handling of customer
Interactions

® Drives revenue

® Information exchange
compliance

®» Quicker agent ramp-up

® Intuitive interface enables

business users to create scripts

Page10of5
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Scripting vs. Guided Assistance

»

Scripting is much more powerful and
flexible than Guided Assistance

Think of Guided Assistance as a
trouble-shooter

The goal is to direct and agent to an
answer by asking the customer
questions

Scripts are more versatile and can be
applied to many business cases

Guides are easier and faster to
create than scripts

The script designer has more control
over script layout and can add
elements such as workspace fields,
reports, surveys, etc.
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10 || |=] Recommended Upsel '
=L Goto Schedule Truck Rol
=g 0 to Schedule Truok R
Basic Product
Schedule Truck Roll e
>
| Srin [ online )

NOW.

SUMM

IT 09




RIGHT |~
N()\A[® SUMMIT 09

DESKTOP WORKFLOW




Desktop Workflow

Description:

Ability to step an agent through a business
process and automate tasks behind the scenes

Key Capabilities:

»

>
>
>

Walk agents through multiple workspaces
Chain multiple scripts or workflows together
Automate tasks in the background

Drag & drop designer for fast creation of
flows

Why It Matters:

>
>

Improve agent efficiency & effectiveness

Ensure consistent handling of business
processes

Provide the agent with the right tools at the
right time in the context of the interaction

Home | Insert View

Designer

(Standard)

(Standard)

Ed

Script |Standal
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When i1s 1t useful?

» Streamline an existing process
Improve agent efficiency
Automation of common tasks
» Guide an agent through an interaction
Maintain consistent customer experiences
» Simplify complex workspaces with lots of
controls/fields
Improve workspace performance
Easier to manage rules
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Additional Use Cases

» Sales process

Ensure sales reps follow the process for opportunities
moving through the pipeline

Require entry of specific information at certain stages
» Cross-sell/up-sell

Trigger cross-sell/up-sell scripts to be launched at the end
of an incident interaction

Automatically create opportunity records In the
background and assign the appropriate rep or territory

» Internal Business Processes
Ensure tasks are assigned after customer interactions
Capture necessary approvals

Send notifications to other employees as part of a process
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QUESTIONS?
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