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What is “Contact Center Multimedia”?

CONTACT CENTER = multi-channel capable Customer Interaction Center
CALL CENTER = phone-only customer service

MULTIMEDIA = Multiple communication channels
+ Phone

Web Chat & Collaboration

Web call back

Email

Fax

MULTI-CHANNEL
¢+ Call Management
¢ Call Queuing
¢+ Reporting
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MULTIMEDIA:

A COMPETITIVE EDGE FOR THE CONTACT CENTER

+ Accelerate & support adoption of self-service

+ |mprove client satisfaction & response times

¢ Cost containment

¢+ Personalize interactions with clients / meet
them “where they’re most comfortable
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MULTIMEDIA:
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Customer Satisfaction:

+ New generation, new communication needs

¢+ Customer perception has changed regarding self-
service — desired & required

¢ Speed of service
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MULTIMEDIA:
ENHANCING CUSTOMER LOYALTY

Understand the entire customer relationship & purchase
history

Meet customers where they’re most comfortable

Personalize/customize interactions based on customer
preference.




Get people to your website for self-service

Make offers — Give & Get information
Proactive chat session offers on web-site

Increase revenue
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Overallinbound = 9,427,124
volume handled

Emails received D 107,581
annually
Emails handled H102,151
annually
Faxes received 25 839
annually
Faxes handled 25 642
annually
0 2,000,000 4,000,000 6,000,000 8,000,000 10,000,000
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IVR | Web Chat | Web Collaboration
Web Call Back | Email | Fax

Benefits

¢ [Lower Costs

¢ |ncrease customer satisfaction
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Percentage Self-Service Contacts by Channel

O Al Industries Average B Averaged Survey Results

69%
IVR

Web site

Fax-bhack
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BPlan to Add within 12 Months  BCurrently Have

Automated Email
Response

Email-Management
System

Interactive Web-

Chat Ta%

Multii-Channel
Gueuing of Email &
Web Chat
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MOST POPULAR

simple

80% - 78% 78%
T6%
T0%
60% -
56% 57%
50% 4 T T
VolP Speech Post-Call Interactive Multi-
Recognition Survey Web Chat Channel
Enabled IVR  System Queuing of
Email & Web
Chat
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TECHNOLOGY CONSIDERATION

Multi-channel Queuing / call distribution
Multiple levels of skills-based routing
Multi-channel integration

Multi-channel workforce management

Multi-channel quality monitoring & reporting




Automated Email

Response

Call Recording 7
Monitoring Tools

Computer Telephone
Integration (CTI)

Email-Managememnt

System

Interactive Voice
Respanse (IVR)

Post-Call Survey

System

Workforce

Management System

simple

How effectively does each
product in your contact
center integrate with, and
leverage the capabilities of
your other contact center
products?

Bl All-in-0ne Solutions
B Multi-Point Solutions
B Mainly All-in-One with Legacy  Add-ons
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* All In One Whitepaper - Get the full

whitepaper by Dr. Jon & Purdue University Center
for Call Center Excellence

¢+ Convergence for Contact Centers
— Subscribe to our monthly e-newsletter

¢ SOS Website: www.team-sos.com
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Q&A

Gia McNutt
916.577.1706
gmcnutt@team-so0s.com

www.team-so0s.com
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