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88% of the EXPERIENCE, ———
is shaped during customer  —

INTERACTIONS
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Mastering the

INTERACTION
CENTRIC CLOUD

PLATFORM

« Seamless omnichannel interactions
» Unified data and app framework

» Maintains Intent & Journey Context
« Open ecosystem of CX capabilities



Mastering the

CONVERGENCE
OF RICH

CX CAPABILITIES

- All the media, channels, data, applications & knowledge
* Richness to master the complexity of the interaction

» Channel-agnostic

» Aware of Consumer Intent & Journey Context
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Mastering with

A I for CX that

FUSES PEOPLE
WITH PROCESSES

* Purpose Built for CX:
Brand Aligned, Precise, Operationalized, Secure

- Augmented Intelligence and Atrtificial Intelligence

* Invisible transitions




Mastering the E> yntinuum

Mastering the Mastering the Mastering with
INTERACTION CONVERGENCE Al For CX THAT
CENTRIC OF RICH FUSES PEOPLE
PLATFORM CX CAPABILITIES WITH PROCESSES
" MEDIAAND N B2 Sl \
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The look, feel and impact of Al solutions

@ Agent — ‘why will | benefit; will it replace me’?

@ Business Leader — ‘show me meaningful insig

|
@ Customer - Y just want to speak to a human’ ,



The Agent — Centralised Al Assistance

Your knowledge content pushed automatically to assist with the

Expert Answers . . . Y
P Interaction; decreases ‘agent handle time’ and cognitive load
AutoSummary Con5|§tent an_d informative summaries generat.ed automatically for
every interaction; reduces wrap-up time and improves CSAT
_ _ Proactively notifies agent of real-time sentiment and provides
Real Time Coaching behavioral guidance during an interaction;



The Business Leader — Insights & Analytics on demand!

Understand the unknown, reduce unnecessary contact by identifying who
Auto-Discover within your business is responsible; Reduces future investment in Al,
reduces operating costs

_ Real-time interaction insights across the team, removing repetitive,
Empowered SUpervisors: (ime-consuming tasks; Increases availability, coaching time and
ESAT

Automated actionable insights and recommendations to improve
operational performance; reduces operating costs, Increases
efficiency

Actionable Recommendations



The Customer — Data Driven Conversational Experiences

Automatically identify and build the right personalised self-service
Personalised bots journeys with automation: Reduced build time, increases
containment, reduces customer effort, drives CSAT

Ability to execute and meet needs of customer with bots and humans
Handoff to humans working together to create a seamless CX; Removes friction,
Increases CSAT, provides context switching

Protect your conversations with guardrails and move from menu
Gen Al fuelled by FAQs driven conversations to experiences that flow; increases CSAT,
reduces customer effort, drives high self containment



THANK YOU
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