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SO AGENDA: MULTIMEDIA IN CONTACT
oo e = CENTERS

IP Communications

1. Context:
A What was multimedia and the call center?
A What is multimedia today?

2. What is multimedia becoming? What are some key
trends?

3. How will trends and change impact the Contact Center?

4. Summary, suggestions and guidelines for the future.




SOS Multimedia - the basic motivations

Fensi= o have not changed
E Cost cutting / cost containment

E Improve client satisfaction & response times

E Accelerate & support adoption of self-service

E Personalize interactionswith clients/ i ser ve t hem
wheret hey 6 reeo mfosrtt abl eo




Sos Other factors continue to evolve
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E New generation, new communication habits & needs

E Customer perception has changed regarding self-service 1
desired & required

E Speed of service

E Personalize/customize interactions based on customer
preference.




SOS Context

IP Communications

éthe traditional model of <cal
the primary sorting tool was developed long before the web
became available.

Contact centers can no longer rely on customers
following a straight and predictable pathway towards the
voice call.

Much of today's "self-service" happens outside the zone
that companies can control.

The days of siloed IVR and agent pools are gone.

e a unified field of information to customers. [
-Frost & Sul | iMuleChanieNsalsS eerrviincge 0 L
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S S Multimedia Trends

Future Plans for Additional Inbound Customer Contact Channels

Web-based collaboration

IVREVoice Portal A pp|iﬂatitm

S5M 5ftext message

Video

Email

Mo new channel p|:3r|~=.

6o %

Sowrce: Frost o Sullivan



Sos Contact Center Adoption I New

............. Multimedia

SMS in the contact center i 13%

Video channel i 5%




Multimedia Trends

Contact Channel Integration

Have you inti:grati:rj your contact channels for a singh: view of the customer?

Contact Channel Integration

Yes

Mo, but plan to integrate in
next 2 years

Mo, and don't have plans to
integrate

Don't know

oM 20%% 40% Go% Bo%

Sowrce: Frost & Sullivan



sos Examples T nTradi ti onal

simple smart seccure
IP Communications

Walgreens:

nNnWal greens has saved more th
year alone by eliminating the need to manually
assign trouble tickets. o (Re

- Ross Talbot, Help Center Manager of System Support and
Development, Walgreens




SOS Examples T ATraditional o
Harrah's Entertainment:

Problem : Receiving 2,000 customer emails a
day with 25 people responding to them. Lucky
If 500 emalls a day were responded to

Solution : Installed a system that provides
Email Auto -Response and Email routing.

Business impact: Customer get email answers
iImmediately (Within seconds). Emails that are —
not auto -responded are routed to two full t'mef,\
agents. Huge ROI and customer satisfaction [J I
Increase. - L,_,




aving my questions answered by a live person while | am in the
process of my online shopping is one of the most important features

onaWebsite

W% POLYCOM

Services | Support | Partners | Company |

» Telepresence & Video

Desktop Solutions

Wireless Solutions
« DECT Communications
= Wi-Fi Communications

= Proprietary Wireless

Conferencing Solutions

-

-

-

Home » Products » Voice * Wireless Sclutions > Wi-Fi Communications

» Polycom® POLYCOM

effective, busines:
medium-sized busi
(WM} Quality of §
Wireless Telephon
SMB access point
Wirelesz Telephon
and guality veice v
hardware. In keep
packaged in compl
or dual charger, a

Need help choosing the right product?
Chat with a specialist now.

Select a product

Features and Benefits
= 802.11b radio
* Digium Asterizk Business Edition SIP-certified interoperability

WMM QoS standards-compatible

Small lightw eight form factor

NiMH battery packs support three hours of talk time and 50 hours of standby time

Rugged ABS plastics for greater durability

Cinnla and dual ~rharnina antinne

United States [change] | English

— -

Contact Polycom

1-800 Polycom

ﬂ Have Sales Contact Me
Product Questions?

Finally, a desk
phone that's mabile!

Gartner VolP Webcast
* Considerations for deploying
“oice over Wireless LANs




SOS What EXpectatlons Are Becommg The Norm?
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SOS What Expectations Are Becoming The Norm?

Cisco WebEx Connect EIM

On-demand Enterprise Instant Messaging

Bl Edt ew L

@ B
Powered by Jabber XMPP for Presence & @ T —
IM _—

l‘. -

Presence Control & Federation
Native Support for B2B & B2C Federations
Rich Media Escalation

Enhanced policy management and
organizational administration

Optional Cisco UC Integration

IBARRODND .|




SOS Part Two

What is Multimedia becoming?

What are some of the key trends?




SOS A Good Theme for Today?
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Nrhe times they are a changin, and
some traditional PC folks feel like
t heirr world 1 s sl

-Steve Jobs in a recent email exchange with a
blogger

P







simple smart seccure

e Questions Worth Ponder

Where does the Contact Center need to be located
today?

What does the Contact Center need to accomplish?

Do | need a Contact Center é
or Contact Center functionality in my business?




g o Multimedia Trends
- Twitter -

|
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Sos Multimedia Trends

simpl smart sccure -
IP Communic ations - I Wltter -

Laser surgeon that allows and supports tweets
éduring eye surgery




s Multimedia Trends
- Facebook -
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Sos Multimedia Trends

. - Facebook and Beyond -
Nielson Online reports the largest growth on
Facebook coming from the 35-49 age demographic.

According to the Cone Study, a staggering 93% of
social media users expect companies to have a
social media presence. This represents your current
and future consumers.

Plain and simple, social media is here to stay.

And your presence is required.

Lisa Wehr is CEO of digital marketing agepgypngupwet}i’ =G
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