S

AYA

M

Dubl

EXPERIENCE AV,

A =
W i
| ;

ii__:_
- _ .
) .

=

]

A

.E#w__ [

5%

_ |
i
L)
-
"

-

s
p——
—————




EXPERIENCE AVAYA

Dublin

Delivering
Intelligent Experiences

Andrew Maher

Customer Experience Evangelist

# ldears2Inspire



IENCE Avaya

V

Eddie Lenihan, Sean

YA

EXPERIENCE AVA
Dublin

o
o)
>
| -
)
0
o)
| -
0

pa

h
o

T

<

O
c

=
©
>
©
>

<

o

i

o

~




EXPERIENCE AVAVYA

Dublin

AN

o

R

© 2019 Avaya Inc. All rights reserved.



Experience Transtormation
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The Marketplace

Digital et
' and Physical 1 BRAY N Not Data

Forces Shaping || * o~
the Digital World

~~_ 1. Man & Machine p | Enterprises
o l\work Together ‘A g Serve Customers
: Sl ‘ =9 Not “Just” Contact Centers

The Workspace
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How is Avaya Building

Intelligent
EXperiences
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One Platform for End-to-End
Communications Artificial Intelligence

Snap-Ins £
o°°o Omnichannel

D Mobility

& Collaboration

Ry service cloud
/ Microsoft

4 “ Dynamics

Communications

a 2.0
e

THE NEW AVAYA

o,, oW OPEN
% ”fcr,v,w : N AGILE

- . BUSINESS
CESs AuTOMAT'O USE CASE DRIVEN
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Avaya Porttolio

Modular Innovation CX Maturity
ess

A p- U
%’ mes
DI1AITS > 0 s O s
People 0 s
A
@
> efe 0 NAD
)
= £
3 - i
(0}
2R Modernize |
(>j Platform for growth e Wi
\ L :
\ . A L“7‘
1
>
Time
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Avaya Portfolio
Modernise is a Pre-requisite to Innovation
Self-service Assisted

Service

Experience Aura Contact

Centre
Portal 7.2 2 0

Proactive Interaction
Outreach Oceana 3.5 Centre
Manager 3.1 7.X

d
It

Mc;déf;:izze

——

Performance
Management

Call
Management
System 19.0

Avaya WFO
15.2
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Avaya Portfolio

Enhance Business Qutcomes

DRIVE REVENUE THROUGH
CONTACT CENTRE

Outbound
Customer Journey

ENHANCE EFFICIENCY AND
PRODUCTIVITY

Workspaces

Back Office
IM & Presence

Knowledge
Management

Automated QM

Gamification

IMPROVE CUSTOMER
EXPERIENCE

Digital Basic

ID &V /
Speech Applications

Automated
Notifications

Visual IVR

Customer Journey

Call Back Assist

PROVIDE CX ACTIONABLE
INSIGHT AND INTELLIGENCE

© 2019 Avaya Inc. All rights reserved.



— Avaya Portfolio

Transform to Digital

DRIVE REVENUE THROUGH ENHANCE EFFICIENCY AND IMPROVE CUSTOMER PROVIDE CX ACTIONABLE
CONTACT CENTRE PRODUCTIVITY EXPERIENCE INSIGHT AND INTELLIGENCE

Robotic Process Oceana - Full

Outbound Sentiment Analysis

Automation Omnichannel

Case Management Virtual Assistant

Avaya Analytics

Behavioural Pairing

Knowledge

Management Chat Bot

CX Dashboard

EXPERIENCE AVAYA
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Example of

Modular Approach
to Innovation
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‘ Vs =
’ &

\ AN
Modefntze

Modernise the CC Desktop i

Insight, not data, drives action

Q () Web Chat (=) Suggested Content

Julia Lim started 2= UN-2076 at 10:30 am Phrases

Hi, how can | help you today?

May | hawve your account numbiear pleasa?

Solution: Workspace for Elite with

‘Our First Insurance Family Plan has been mduced to $90 par month.

As a new customer, you will receive 8 weeks free home insurance.

The Starter Plan costs $430 per adult and $83 per child.

Me 10415 AM o

sory about the wait, how can | help you?

Context Store, custom widgets

S Available Experts
it is telling me that my account is suspendad.

9 )
Me 10:15 AM 0 2
!
ok, | canhelp you with that. can you provide your i
i
wallable Do not disturb

‘Foundation for layering business

account number pleasa?
Josh Hayes MNaomi Pearsan  George MacDonald
Ava Al

outcomes innovations

‘Integrated to most CRMs

(e.g. salesforce.com)

[o]

KKKKKK
aaaaa
555555555555
jlim@compug}

Workspaces for Oceana
Workspaces for Elite
Workspaces for AACC / ACCS *

EXPERIENCE AVAYA
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Simple Screen Pop

Simple screen pop
with customer detai

information in
workspaces

No customisation;
a configuration setting

@ Avaya Oceana™ Workspac

(A 4 W
Modef‘n’gze

[ Antonio - DEV [

' [ oceana-workspaces.avaya.com/#/home

Paxter Redwyne =

Taw @ =

an Forbes
8 Cﬁ Sean Forbes oD:=23
x oo — 28
-~
File Edit
B+ [ & J =] J = |plln Sawved Queries: * All Contacts [=] o -
Zonktack:
A_.}'_‘ Home | Accounts 2. Contacks Administration - Product # Opportunities ] Quotes Fleet Managemenk Administration - Fleet Managemenkt % Sales Orders Bl Service ;|
R -
Cedric DSouza 4 sofe+ » Rt
Menu - e Delete QuEry
Last Mame: * DSouza weork #: (204) 101-5427 Account: Cedric [ Site:
Firsk Mame: « Cedric Main Fax #: (204) 101-8427 Address: Row House 8-3 Rosewood Park Wagholi Rouke
Job Title: Technical lead Mobile Phone #: (873) 302-5553 Ziky: Roww House 8-3 Rose Skake: CT
MriMs: M. EI Ernail: cedriccusti@ccms. ap: ZFip Code: 2344546 Counkry: Andorra
Conkack Hiskorsy Samples Request Addresses More Info Master Case Incorme Conktack Surnrmary (RTDO Addresses Lisk Account AFfiliakions Account Affiliations Accounks Ackivibies Ackivity Plans Affiliations Tasks

Menu - PMews Delete Query
Firsk Mame: * Cedric Zonkack Skatus: EI Home Phone #: Disable Cleansing: [
Middle Initial: Households: JEE| work Phone #: (204) 101-58427 Swnc Lisk: HE
Last Rlame: * DSouza Household Skatus: EI work Phone Extension: Swnc: [
Gender: EI Account Mame: Cedric | Alternate Phone #: e Lock Assignment: [w
Do Mok Zall: [ Account Status: Active EI Albernakte Email: e Emploves Flag: [
Do Bok Emails [ Contack Team: SADMIMN | Assiskank Mame: Group Suspeck: [
Do Mok Mail: [ Global Owner: < Assiskant Phone #: Global wWatchlist: [
Contact Method: Phone EI Crganization: Default Organizat [E Manager Lask Mame: = | Mail Stop:
Send Email Updates: [ Registration Source: Manager First Marne: Time Zone: EI
Commenks: %‘ Price Lisk: i |
=l =
A L4
< I, » 0 af O
=1 €5 Local intranet | Protected MMode: Off o - LoA00%E -

Agent ID: 3354 -
t“' E - Station ID: 3154 =y

© 2019 Avaya Inc. All rights reserved.



Guiding Every Agent to be Top Performer

EXPERIENCE AVAYA

Dublin

AI Empowers, Not Replaces

Solution: Oceana
Workspace-KM
iIntegration

Knowledge sharing to
ensure the right
information, to the right
person, at the right time

Harry Watson ~ . E N 2

8= Customer Details

Thomas Jones
Email: tjones@gmail.com
Phonre: 1-920-522-2163

T4 Interaction Details

User To User Info: HdIbBEOSTRyOKOEegRGnZANO,N
Channel Type: Voice
Topic Name: Oceana Service

Participants: CUSTOMER -
AGENT - Harry Watson
CUSTOMER -

AVAYA

Knowledge

RECOMMENDATION: Adjustable Rate Mortgage (ARM)

e Ready to Begin Application?

|{:_I_| Say This

Thank you for answering all my guestions. | have a recommendation for you.

4> Do This
NS
Open the RECOMMENDATION

|{:_I_| Say This

Se, understanding our recommendation, what do you say we get started on that
application? Remember, there's absolutely no obligation. and | won't check your credit

until after you have submitted the whele application. 5o, there’s no downside to allowing

me to simply gather some information from you. Ready?

©

Na

J O =

Agent ID: 6006816
Station 1D: 6000076

READY

ghts re



Notes & Transfer

Insight, not data, drives action

EXPERIENCE AVAYA

Dublin

Solution: Oceana Custom
Widgets which transfers
customer’s call without losing
context

*Screen pop integrated with Context
Store

‘Transfer Directory integrated with
customer system of record

Developed in less that 8 hours

= RADII

SCREENPOP TRANSFER DIRECTOR

& Customer Name

&3 Contact Name

L. Phone Number

0 Preferred Language
= Interaction Type

¢/>  Contact Method ID
% Service Tag

= Transfer Count

COPY TO CLIPBOARD

0/250

= RADII
SCREENPOFR TRANSFER DIRECTOR
SEARCH
BUID
Is Active
[tem Mum
Service Level

Product Line
Local Channel
Days Since Shipped

CONFIRM DESTINATION

CONFIRM DESTINATION

Wrong ServiceTag ™

DESTINATION: DCEC DEMO SKILL 3

Transfer Type
Blind Transfer ~ [RLGEUSESN

© 2019 Avaya Inc. All rights reserved.



Converged Platform

Enterprises Serve Customers, Not "Just” Contact Centers

W= O A

# jamessmith@avayatodaycom B6:83

Solution: Workspaces widget |~

‘es Translated English - es

for seamless front & back ) - -

__@ T ukocwebagent001 ukocwebagent001 C
- Hi, | have a customer looking to change the payment date.
§§§ Q_ find someone
Next Meetings
N tings! Now yo jet k d
{D Messages More..
o 08 James Smith 15:18
ukocwebagent001 ukocwebagent001: Hi, | have a customer looking to change the payment date

O Avaya Equinox 15:13

ff. I | b t. t f . | . t t ” . 08 Jam GAt T .491% 1514
Me: t
o1TIce Collapboration to raciiitate 4 SMS Managment - 5 o
X o) ukoc
- 8 Me: tdl
a n S ro n g * Followup on Car Insurance
- Your car insurance is due toexpire in 10 days. A renewal quote
_ has been generated and for your review. Please, login to your
- beyond bank 2pp and review the guotation under Insurance
0 0 renewal option.
=
 Dynamic expert finder e
& Target Mobile
- 971561086848 4% Join Equinox
- A B spaces Sign +
* Front & back office
- Trigger Outbound Agentless Campaign %) ukocwebagent001 ukoc.., 1518
CO a O ra I O n Hi, I have a customer looking to change the payment date.
Me, 15:19
Let them know that there is a £25 fee to do this.
o ukocwebagent001 ukoc..., 15:19
= = = = Ok thanks
* Real time notification
& Fmtor message
b signage3@gmail.com there is hi
o ; , : : : ‘.
1 2°8 378 4 5°Q 6 7% 8 9 0 Del
L]
5 I q W e r t Yy u | (0] P &l
by a s d f g h | k | <=
£ z x ¢ Vv b n m 7?70 ¢
cl #@ b English (UK) q D

EXPERIENCE AVAYA
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_______ [Infused Al in Contact Center

AI Empowers, Not Replaces

Solution: Real-time Enterprise
Behavioral Pairing (EBP)
technology using Al and
machine learning to better
match agents to customers

« Data-driven, from internal
and external sources

 Value and outcome-
oriented

EXPERIENCE AVAYA

Dublin

© 2019 Avaya Inc. All rights reserved.



Know the Promotions

L\
Workspaces for
Loyalty2gether CC Elite Now Automate CC Now Oceana Now
IS I
» Inbound &
* Provides DX  Available for outbound  Available in 3
Foundation 20 - 500 automation bundles (20-
. Applies to Agents « 50 or 100 Ports 200 agents)
ANY customer | « Includes (More Flexible . Includes
on older support and options coming) support and
releases services . Includes services
support and
services

EXPERIENCE AVAYA

Dublin © 2019 Avaya Inc. All rights reserved.




Avaya’s Open Innovation is
a Cultural Shift

« Singular Experience for Singular
Strategy across CX & EX

 Innovate New Experiences
« Constant flow of Inspiring Ideas

 Co-Creation of Innovation

EXPERIENCE AVAYA
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_ A Winning Ecosystem

AVAYA

& fnends

*

KVERINT OrYveriDGE aﬁniti eGain\
i prognosis  k,0pid  ZSESTEK

YL EMPIRIX ValidSoftww

\ "  SECURING TRANSACTIONS ' /
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Bringing this all together
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— Today’s Experiences
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More information

Andrew Maher
Customer Experience Evangelist You

@serviceplease20

amaher@avaya.com ,

http://de.linkedin.co m
m/in/andrewfmaher/

EXPERIENCE AVAYA
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http://de.linkedin.com/in/andrewfmaher/
http://bit.ly/engage_40
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