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— Modular Approach to CX Innovation

Technology Process

DRIVE BUSINESS OUTCOME
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— Modular Approach to CX Innovation

MODERNIZE ENHANCE TRANSFORM

Platform Layer for Digitally Transform
for Growth Capability the Customer Journey
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— Avaya IX Digital Contact Center

Enhance Business Outcomes

DRIVE REVENUE
THROUGH

CONTACT CENTRE

e Outbound « Workspaces
* Oceana - « Back Office
Customer Journey IM & Presence

« Knowledge
Management

« Automated QM
« Gamification

EXPERIENCE AVAYA
Paris

ENHANCE EFFICIENCY
AND PRODUCTIVITY

IMPROVE CUSTOMER

EXPERIENCE

Digital Basic

ID &V /
Speech Applications

Automated
Notifications

Visual IVR

Oceana -
Customer Journey

Call Back

ENHANCE

PROVIDE CX
ACTIONABLE INSIGHT

AND INTELLIGENCE

« Speech /
Text Analytics

e Voice of the
Customer

« Contact
Recording & Quality
Management

* Oceana -
Customer Journey
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— Modernize the CC Desktop

Insight, not data, drives action

« Solution:
Workspace for Elite and AACC with
Context Store, custom widgets

—Foundation for layering
business outcomes innovations

Integrated to most CRMs
(e.g. salesforce.com)
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Paris

i

W/

ENHANCE

Email

11

T4 Interaction Details

User ToUser Info: ~ HdIbBEOSTRyOKOEeqRGRZAVO,N
@ Channel Type Voice
& Topic Name:  Oceana Service
(©) Participants:  CUSTOMER -
AGENT - Harry Watson

> CUSTOMER -

Knowledge
MMENDATION: Adjustable Rate Mortgage (ARM)

@ ready to Begin Application?
I say This
—~
Thank you for answering all my questions. | have a recommendation for you
¢~ Do This
N
Open the RECOMMENDATION
‘17| Say This
—~
So, understanding our recommendation, what do you say we get started on that
application? Remember, there's absolutely no obligation, and | won't check your credi
until after you h winsid

ve submitted the whole application. So. there's no dewnside to allowin;
me to simply gather some informatien from you. Ready?

-
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— GUiding Every Agent to be Top Performer

AI empowers, not replaces

« Solution:
Oceana Workspace-KM integration
for curating and sharing knowledge
to ensure right information, YY
to right person, at right time i Customer eta

Thomas Jones RECOMMENDATION: Adjustable Rate Mortgage (ARM)

>Created by AI connect partner B = = " -
Integrated to Verint, eGain : T e i
and possibly home-grown o SR —
KM system

>Widget technology that can - [ -
be migrated to full Oceana e =
omni-channel AVAVA Jom=n | Em

EXPERIEI;IGEEAVAYA © 2019 Avaya Inc. All rights reserved.




e NOtes & Transfer

Insight, not data, drives action

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 than 8-hrs

EXPERIENCE AVAYA
Paris

SCREENPOP TRANSFER DIRECTOR

& Customer Name
Contact Name
Phone Number
Preferred Language
Interaction Type
Contact Method ID
Service Tag
Transfer Count

Mm%

nes

= RADII

COPY TO CLIPBOARD

0/2350

i

ENHANCE

= RADII

SCREENPQP TRANSFER DIRECTOR

e SEARCH

BUID

Is Active

Item Num

Service Level
Product Line

Local Channel
Days Since Shipped

CONFIRM DESTINATION
= CONFIRM DESTINATION
Wrong ServiceTag ™

DESTINATION: DCEC DEMO SKILL 3

Transfer Type
Blind Transfer ~ [RLGUEIEIS
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— Avaya API for WhatsApp 1T

(® TOMORROW - GA
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— CONnverged Platform

Enterprises Serve Customers, Not "Just” Contact Centers

- Solution:
Workspaces widget for seamless
front & back office collaboration
to facilitate FCR and strong NPS

—>Dynamic expert finder

Front & back office
collaboration

—>Real time notification
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Paris

. '

ENHANCE

av =

= T ukoewebagentdl] ukocwebagent0d1
i, | Inakirg ta changs the

o = custames Inaking ta thang

paymant date

skozvebagertdn ko o
g s

Mg there's 3 fee to change the payment dete
08 uknowebagentON ukacwehagent0d1
Pl s

‘four recant calls will appear here

#5 Join Fquinox Meeting

,& Spaces Sign in / Sign up

Fth OF:

e ke Fat 2 F76 fe 1hi:
Chitbarks
& |nter messege

slgnagedimgmall.com there is h
1 27 37 4 5 6 77 8 9 0' pel
q w e r t ¥y u i o p @

a ] f g h i k | <«
Sl zfxfcfvibnfm e
ol we B Englisi (L} 4 [»
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— AVaya IX Digital Contact Center
Transform to Digital

PROVIDE CX
ACTIONABLE INSIGHT

DRIVE REVENUE ENHANCE EFFICIENCY IMPROVE CUSTOMER

THROUGH AND PRODUCTIVITY EXPERIENCE

CONTACT CENTRE

AND INTELLIGENCE

* Outbound » Robotic Process * Oceana - « Sentiment Analysis
- Behavioural pairing Automation Full Omnichannel - Avaya Analytics
« Case Management  Virtual Assistant . \oice of the
« Knowledge « Chat Bot Customer
Management
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— DCNtiment Analysis

TRANSFORM

Empower, Enrich, Increase FCR, Reduce AHT, Increase CSAT

No active interactions

Aeoceana Websup001 v

# Supervisor Sentiment Analysis

show old

show old

show old

show old

AIANTA

Web, Agent 2

Web, Agent 2

Wab, Agent 2
aeoceana webagent002
Gitex-Agent

asocaana webagent00 1
aeoceana webagent002
asoceana webagent002
asoceana webagant002
aeoceana webagent002
Gitex-Agent

asoceana webagant002
aeoceana webagent001
Ahmed Agent
aesoceana webagentd02
aeoceana webagent0(02
asoceana webagent002
asoceana webagant001

aeoceana webagent001

Gitex-Customer
Gitex-Customer
Gitex-Customer
Peter Pan 123456739
Gitex-Customer

Sara Smith 123456769
Peter Pan 123456739
Peter Pan 123456789
Pater Pan 1234567389
Peter Pan 123456739
Gitex-Customer

Pater Pan 123456789
amr abbas

Ahmed Customer
Pater Pan 123456789
Peter Pan 123456739
Peter Pan 123456785
Customer Two

Sara Smith 123456769

Customer
Customer
Customer
CUSTOMER
Agent
CUSTOMER
CUSTOMER
CUSTOMER
CUSTOMER
CUSTOMER
Agent
CUSTOMER
AGENT
Ahmed Sender
CUSTOMER
CUSTOMER
CUSTOMER
AGENT

CUSTOMER

rate. not. good, angry

rate, not, good, angry

rate, not. good, angry

| am very angry

ow words

1 am not satisfied with the service
| am not safisfied

not good

s bad

I'm still waiting

ow words

1 am not satisfied with the service
bad

This is manually bad message

1 am not happy with the rate
Very Bad service

| am very angry

bad

bad service

VOICE

VOICE

VOICE

WEBCHAT
VOICE

WEBCHAT
WEBCHAT
WEBCHAT
WEBCHAT
WEBCHAT
VOICE

WEBCHAT
WEBCHAT
WEBCHAT
WEBCHAT
WEBCHAT
WEBCHAT
WEBCHAT

WEBCHAT

10 Oct 2018 12:42:36
10 Oct 2018 12:41:37
10 Oc1 2018 12:37.03
10 Oct 2018 12:19:39
10 Oct 2018 11:53:13
08 Oct 2018 17:21:27
08 Oct 2018 16:15:44
08 Oct 2018 10:01:56
08 Oct1 2018 01:13:35
08 Oct 2018 01:13:17
07 Oct 2018 19.06.09
07 Oct 2018 10:46:32
06 Oct 2018 20:33:00
06 Oct 2018 20:31:15
06 Oct 2018 17:00:05
06 Oct 2018 16:09:33
06 Oct 2018 13:34.38
18 Sep 2018 11:40:07

23 0ct 2018 13:29:13

SUPERVISOR

Agent|D: 19711119

Station - 25711007 [RAEEEAACE
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Paris
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eem CX Dashboard

Insight, not data, drives action

EXPERIENCE AVAYA
Paris

Solution:

Open, modular, dashboard
delivering real-time business
insights, for CX management,
through single, unified interface

« Integrated to CMS, Avaya
Analytics and business data

QUAL
MONITC

y
) QUA
& MoNm
. REALTIME
9y
Qut
MONIT i
‘JEJYJ
/ QUALITY
& MONITORING
QUTBt
AM

CAMF 1\
S—

OUTBOUND
CAMPAIGN

10:00
29 July 18

INBOUND QUERIES

875

INBOUND QUERIES

875 12

INBOUND QUERIES

12

INBOUND QUERIES

875 12

TWITTER FEED

OUTBOUND

GO LIVE IN 2 DAYS

TARGET 1
CONVERSION RATE ($ VALUE) 1

NUMBER OF CONTACTS 1

1l CHAMPION AGENT

Agent Name

CUSTOMER FEEDBACK

Sally Smith : | got quick support for re y issue..Jhanks!
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— Modular Approach to CX Innovation

MODERNIZE ENHANCE TRANSFORM

Platform Layer for Digitally Transform
for Growth Capability the Customer Journey
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