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ENHANCE CALLER EXPERIENCE
WITH RIGHTNOW VOICE IVR
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Agenda

» Why Address the Voice Channel?
» RightNow Voice Applications

» Caller Authentication

» Personalizing Every Call

» Infuse Knowledge into Every Call
» Incorporate CTI Screen Pop
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Voice In the Contact Center

» Phone remains the primary customer interaction channel - nearly 79% of
all interactions

» Agent/management & hiring/labor costs represent over 70% of contact
center operating budget

» While adding new media channels, include voice self-service to allay

current costs

Web collaboration/
page pushing 1.7%

Text chat / 0
K Other 5.4% \ inst messaging 2.4% ‘ /S’Mso(ih‘r’e/:_ 1,29
Utilities and local taxes 3.8¢ Fax 2 4% Nt fie
Lettey 3.69

Email 9

IT 5.9%

Rent 6.5%

Telecoms Costs 7.5% Agent Salaries Telephone self-service
) (DT'V'FhlVR or Telephone
speech recognition) (live agent) 65%

13.8%
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Other salaries
(inc. management and IT) 15.8%

L

Source: Contact Babel The US Contact Center Operational Review 2008




RightNow Voice Applications

» Voice Self-Service

* Voice Knowledge Management
* Voice Status Management

* Voice Survey Management

* Voice Location Finder

» Speech IVR Applications

* Intelligent Call Routing

* Voice Contact Management
* Voice Screen Pop

* Voice Incident Management
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Caller Authentication = o i comes
p First Name*  |Jason
» RightNow Voice quickly ; Last Nome* [Hersh
authenticates callers against ¥ Emai (] [jason hersh@ighinon. com
Contact and Incident fields N | OtfosPhone g |0
iy = o 5 Address | 7759 0ak GmwiCil _
» Why it’s important? Identifying L Lake Woth FL 33467 US
and authenticating callers allows ? Language [Engish
for
: Persona“zed Ca”er experlence _/ Inc-i;:léntls-[Z?I] ] ‘;Jpportuniltes (0) 1 Notes ] Tasks (0) 1 Marketi
* Increased self-service New [Mopen (yCopy X Delete @ Print 53 Forward g Proposs
Op po rtu N iti es Status Reference # Subject
Unresolved ~ 091013-0000C ¥SS-Incident
* Seamless agent transfers with : (e o e
Ca“ d ata Vla CTI Unresolved 090922-000034 Y¥55Incident-Knowledgebase
» Unigue value proposition with
RightNow’s multi-channel SLA | Gold
offering R
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Personalizing Every Call

» Quickly authenticate each caller using ANI, Customer

ID, more

» Tailor IVR prompting based on recent purchases, open

Incidents

* Target likely call reason to reduce “opt outs™

» Offer most likely self-service option

ANI RightNow

Customer

Voice

-

Based on your phone number, | see you
have an open Incident...would you like to
speak with an agent about this Incident?

> RightNow
CX

N
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Personalized Voice Menu

Recent
Order Menu

Delinquent
Account Menu

Gold Upsell
Mgnu
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Demonstration

authenticating
callers
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Infusing Knowledge into Every Call

[ Caller: How do | setup my ]

Bluetooth headset?

» Extend the Knowledge :
Foundation to the Voice channel \

» Callers speak their selection
and retrieve answers from
Voice Knowledge Base

» Perform a call analysis, apply
Pareto Principle to determine
call candidates

RightNow Voice
Knowledge Base

» Deflect >75% of calls
RightNow
- Knowledge
&e/ Web
Agent Knowledge Self-Service
base RIGHT |
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Recorded Call

voice
m knowledge base
\2

Motortta¥olume Adjustment
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Empower Callers with Self-Service
» Don’t force callers to sit In queue; create
ncidents and self-serve 24/7

» Provide callers with self-service alternatives
for routine, repetitive call types

» Save your organization money

Cost per Call

RightNow Voice Calls

Cost 80% Less than
Live Agent Calls $0.90

RightNow Voice Live Agent
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Enhance RightNow Voice with Screen Pop

» Maximize RightNow CX with end to
end RightNow Voice and Screen Pop

» Pass call IVR data to the RightNow
Agent Desktop

» Agent’s greet callers with Agent
Scripting, Contextual Workspaces
driven by IVR data

» Reduce average handle time (AHT)
up to 30-seconds

» Increase caller satisfaction,
eliminating need to repeat
Information

Contact record
automatically “pops
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you are calling about order

Agent: Hello Mr. Miller, | see
status....




Demonstration

RightNow Voice
with CTI Screen Pop
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Voice Managed Services, Ongoing Tuning

» Included with RightNow Voice

» Continual Service Enhancements

bl
Home Display Page Setup

» Performance reports and analysis

» Service tuning, enhancements and -
maintenance P I/ A\

& \ “\
» | \
Y 3
\\. [ J
&1 |
oy
i
\.\
- [
> \ 1
&1 |

» No IT Assistance Required j_

» RightNow performs day-to-day : T —

Date Calls Service Cal  Service Calls  Identifie  Identified Served Served

y || 09-13-2000 5490 74 1% s8 78 % 20 34 %

system management e L
09-15-2009 14337 195 1% 175 90 % 46 26 %

09-16-2009 13050 1% 130 76 % 39 30 %

C f d 09-17-2009 11775 173 1% 131 76 % 27 21 %

» Customer tocuses on content an S 1% e m% M
09-19-2000 6715 79 1% 62 78 % 24 39 %
T5T63 1020 23

core business

» No Voice expertise required from
RIGHT :
customers i o N



RightNow Voice Client Leadership

» >30 CUSTOMERS » >100 APPLICATIONS DEPLOYED » MULTIPLE LANGUAGES

é N
AdliVEion, drugstore:f  @BERETTA %
/,-; USDA NINE WEST

WILLIAMS-SONOMA
Yl PCHSDECKER Yo

e BNY MELLON
S et @Husqvarna N '
ErE®

Dun & Bradstreet

Q7T Q u
BITSTREAM®
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http://www.ubi.com/US/Default.aspx�
http://www.motorola.com/�
http://www.nikon.com/index.htm�
http://www.bnymellon.com/util/tononsecure.cfm?Dest=/index.html�
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Motorola ***PENDING APPROVAL**

» APPLICATIONS IMPLEMENTED
Natural Language Call Routing
Voice Knowledge Management
Voice Status Management
Voice Survey Management

CTI Screen Pop

» RESULTS
>30% self-service rate
16% shift from agent-assisted calls to voice self-service
Channel cost arbitrage (in the range of 8-11x)
- IVR cost/call >$4 less than live agent call
Reduced AHT via CTI screen pops

CSAT Index = 92 RIGHT
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http://www.motorola.com/�
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