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* YnpaB/ieHue 3HaHUAMMU

* [loMoLlb areHTy B peasZibHOM
BpeMeHuU

= ABTOMaTU3UPOBAHHbIN KOHTPOJ1b
KayecTtBa o06cnyxmBaHusa

» PewweHuns ans 6ek-oduca
» PewweHuns ans dpoHT-oduca
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N COTPYAHUKOB

* IHTennekTyaabHbl BUPTYasbHbIN
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CucremMma ynpaB/ieHUAA 3HAHUAMMU
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ookmarks Latest Updates Alerts
03 Account Management @ When to send a replacement card ‘ Interest base rate change - 16th September 2019
@ How do | see my balance at the ATM ‘ No UK customer online account management on 29th September 2019
- CueHapuu pa3rosopa SR
Account Management B How To Pay Your Credit Card Bill (USA)
Credit Card
Randioaty [&) How To Pay Your Credit Card Bill (UK)
Lending
e a I HaSI CBﬂ3b Mortgages .
—————— Most commonly viewed Orderby: Popularity
Pension
Savings How To: Making Changes to Customer Address

Introduction to Balance Transfer - Easy Monthly Installments (BT-EMI)

ORI ZHONON RON k-3

Quick Links
How do | change my address?

Orbital Bank Home &
Unexpected Charges on Your Statement
Rate Check Tool &

- [1n9 BCex nosib3oBaTenemn: =
KOHTaKT-UeHTp, 6ek-odunc, opoHT-
odpunc, web-cauTt, ycTtpoucTea, np.

Can | cancel a direct debit?

What is a comparison interest rate?

Change your mortgage term

How to: Record a lost or stolen Debit / Credit card.
Change your mortgage repayment type

How do | know when my Credit Card bill is due?

e

6 Next Page1of6

©2021 Avaya Inc. All rights reserved. EXPERIENCE AVAYA

Moscow




A HOME

¥ Activities
Agent Chat
Co-Browse
Create Case
Handle Call
Identify Customer
Make Call
New Customer
Reports
Script Discovery
Search Cases
Search Contact History

Homepage

v/ WORKLIST

Engagement Management

2 empLOYEES [@ INTERACTIONS

Single Pane of Glass

My Schedule

Date: Tuesday, September 21, 2021

Activity Name

Start Time

Phone Tuesday, September 21, 2021, 7:15:00 AM
Break Tuesday, September 21, 2021, 9:15:00 AM
Blended Tuesday, September 21, 2021, 9:30:00 AM
Phone Tuesday, September 21, 2021, 9:45:00 AM
Lunch Tuesday, September 21, 2021, 11:30:00 AM
Phone Tuesday, September 21, 2021, 12:00:00 PM
Blended Tuesday, September 21, 2021, 2:15:00 PM
Break Tuesday, September 21, 2021, 2:30:00 PM
Phone Tuesday, September 21, 2021, 2:45:00 AM
My Scorecard

| Call Handling Behaviors %]

Used Appropriate

(7) Used Empathetic
Greeting (AQM) ‘

Language (AQM)

Employee Knowled
‘ (&p;oye owledge

End Time Time Off Request

Tuesday, September 21, I

Shift Bid Request
Tuesday, September 21,

Tuesday, September 21, 2 My Requests
Tuesday, September 21, 2021, 11:30:00 AM
Tuesday, September 21, 2021, 12:00:00 PM
Tuesday, September 21, 2021, 2:15:00 PM
Tuesday, September 21, 2021, 2:30:00 PM
Tuesday, September 21, 2021, 2:45:00 PM

Tuesday, September 21, 2021, 3:30:00 PM

Customer Effort (CX)

7% _m|84% —a|87% —=(91% __a

I 05 |mmem ., 93

Customer Retention ﬁ Escalations (Speech /
(Speech) Text)

I

o, Sy | w904

EE oy 95%

(Speech / Text)

181 |89y ald2e

. o 85%

I o 88%

(C

Customer Emotion Net Promoter Score ‘

~——

., 509

Orbital Atmosphere

DANA JOHNSTON

Service Representative Il

New York Office SR3 East Team

319 Followers 510 Following

Empathy in the Call Center

Duration: 0511 Mins

Topic: Soft Skills

- 7 Hi Dana
Available X [:{:]AHTﬂmSOS

Q Submit to the Innovation Challenge

"Anything Goes" - Orbital Open Forum Q & @ -
Navigating the Orbital Knowtedge Base %

@ s 1

Discussion about how to improve customer experience:

@ Threads-895

Discussion about training and el.eaming materials

@ Threads-201

Discussion about professional development and path to promotion.

@ Threads-701

Discussion about the recent launch of chat for our customers.

© s 3

Discussion about working at home and how to maintain productivity.

ByBenFsher MarB20ig @

S A

Customer Service and My Barista ol

Upcoming Birthdays Orbital Employee Poll e @ @ @
@aaReE

Would you recommend Orbital to a Q Yes.
friend or family member seeking
employment? QO No.

Orbital's Values in Action

Agent Interview Series: Chris

02:48 Mins Duration: 06:02 Mins

Orbital Banking

Duration:

Topic: Topic: Top Performers



VERINT | Engagement Management

M HOME
=

v Activities
Agent Chat
Cobrowse
Create Case
Handle Call
Identify Customer
Make Call
New Customer
Reports
Script Discovery
Search Cases

Search Contact History

Homepage

v David Campbell

Edit Customer I
Customer Profile

Email

Call

Associations

Contact History
Customer Callbacks

Send Whitemail

Credit Check

[2 workust = A& emprovees Il INTERACTIONS

David Campbell

PERSONAL INFORMATION
Address:

800 North Point Parkway
Alpharetta, GA 30005
Phone:

Mobile Phone: 770-754-1900
Biometric Authentication:
Enrolled ¥

Language:

English

Payment Coming Due

INTERACTION HISTORY

Virtual Assistant
Link to Survey &

Customer Feedback Survey - Web
Link to Survey &

Telephone Contact

Telephone Contact
Link to Survey &

Live Chat
Link to Survey &

Secure Messaging
Link to Survey &

& DAVID CAMPBELL

CUSTOMER RECORD

Record Number:
461-561545

Customer Since:
July 10, 2008

Communication Preference:
Mobile Phone

SMS Text Communications:
Optin v

Il Customer
Authenticated

Month Year

C Service Repr ive: Joe Kenney
Date: Tuesday March 14, 2019

Ci Service Repr ive: not
Date: Tuesday March 14, 2019

C Service Repr ive: Lisa Barone
Date: Monday March 13, 2019

G Service Repr Jonathan Hakes
Date: Sunday March 12, 2019
C Service Repr Richard Mackey
Date: Sunday March 12, 2019
Ci Service Repr Jackie Angarano

Date: Sunday March 12, 2019

UNDER REVIEW

Vacation Home Plus
3.97% 15-Year Fixed

MORTGAGE
APPLICATION

NEAREST LOCAL BRANCHES
Westgate Plaza Branch %
East Newbury Branch L

Fremont Avenue Branch %

CUSTOMER LOYALTY INDEX

Lifetime Customer Loyalty Index
David M Green

42.84

Average Orbital CLI Difference
29.10% 13.74%

GREEN CIRCLE
DEBIT CARD CARD

/
/

PAYMENT DUE

- $2,530.16 $14,752.42

CURRENT BALANCE

e &4
- )

Alpharetta 9

//

//

Satisfaction (CSAT) by Interaction Channel

Branch Network

Website Mobile App

Wealth Management

Conversation / Topical Analysis

iy, \_|
interest local
rate branch

reorder
card

negative
emotion

CURRENT BALANCE
BLACK AMEX™

= % Hi Dana
Available Y [EAHMMOS

ASK VERONICA

Hello Dana. H

. Black Amex™ -
Dispute Charge

e

@Identifving Fraud

[7) What's my liability if
Lam a victim of
fraud?




Real Time Agent Assist i

. LIVE | Cassandra Taylor 00:25
= RTAA TOYHO onpeaenseT: YTo, Kak U KeMm 6bIs1o I -
CKas3aHo, UTO CAeNan areHT, v npeanaraeTt emy S
MOMOLLb B peasibHOM BPEMEHU

b

- JINHrBUCTUYECKUNE TpUrrepbl:

Use Positive Language

onpenenatoT cnoBa, dpa3bl N TEMBI, LA —.
MO3UTUBHbINA/HEraTUBHbLIN CEHTUMEHT, Xanobbl U ol
3CKaﬂaL|,V|V| Complaint
Customer may be compiaining, piease
« AKycCTH4Yeckue Tpurrepbl: TULWINHA, XONA4bl, e e R
nepebuBaHus © oo

- Tpurrepbl NPpUI0XKEHUN: onpeaenseTr 4encTBus
areHTa, Tpebylowme noackaskun, u npeanaraer

MOMOLLb é’
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