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So AGENDA: MULTIMEDIA IN CONTACT
g CENTERS

IP Communications

1. Context:
« What was multimedia and the call center?
 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
'''''''''''' <= have not changed

¢  Cost cutting / cost containment
¢+ |Improve client satisfaction & response times
¢+  Accelerate & support adoption of self-service

. Personalize interactions with clients / “serve them
where they’re most comfortable”




sos Other factors continue to evolve

simple smart seccure

+ New generation, new communication habits & needs

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

¢ Speed of service

. Personalize/customize interactions based on customer
preference.




SOS Context

simple smart sccure
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...the traditional model of call deflection that relies on IVR as
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.

...a unified field of information to customers. [

- Frost & Sullivan “Mastering MultiChannel Self-Service”




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 — New
PR Commnistione M u |ti m ed i a

SMS in the contact center — 13%

Video channel = 5%




Multimedia Trends

Contact Channel Integration

Have you iﬂti."E,I.].tL"d 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 - “Traditional”

Walgreens:

“"Walgreens has saved more than $70,000 per
year alone by eliminating the need to manually
assign trouble tickets.” (Remedy)

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




S(OS Examples - “Traditional”
Harrah's Entertainment:

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

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

Business impact: Customer get email answers
immediately (Within seconds). Emails that are -~
not auto-responded are routed to two full ime:,‘
agents. Huge ROI and customer satisfactiE)n |

Increase. T =
: Vo J

N —




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
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SOS What Expectatlons Are Becommg The Norm?
e s Ve L'Map Sat
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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?




S'OS A Good Theme for Today?

simple smart secure
IP Communications

“The times they are a changin, and
some traditional PC folks feel like
their world is slipping away. Itis.”

-Steve Jobs in a recent email exchange with a
blogger







SOS

e s Questions Worth Pondering...

Where does the Contact Center need to be located
today?

What does the Contact Center need to accomplish?

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




Multimedia Trends
- Twitter -
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Sos Multimedia Trends

simpl smart sccure -
\\\\\\\\\\\\ ations -— w’tter -

Laser surgeon that allows and supports tweets
...during eye surgery
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Multimedia Trends
- Facebook -
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505 Multimedia Trends

- Facebook and Beyond -

IP Communication

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 agency Oneupweb=—— ¢ — . _J
— :7,‘,;;7—*—:’;;',"f—;_/fgi 1— S —y S



http://oneupweb.com/

Integrating Social Media into Your Contact Center

4 Email ) Favorite More...

. American Teleservices Association

009Convention
®e..- {CEXDO

October 4-7+New Orleans

Presentation by:

Keith Fiveson
10-05-09

ATA

American Teleservices Association




SOS Where Can We Go With This Technology?

\’\ n ’




| e smart sccure

SOS The New Strategy?

...how to effectively interact with our
customers thru the customer’s preferred
choice of interaction.

Huy Phan (1-)

Solutions Architect and Developer
Fortland, Oregon Area | Information Technology and Semvices

Current * Director of Contact Center Services at Special Order
Systems [
Past - Implementation Consultant at Interactive Intelligence Cf

- Manager, Technical Engineering at Alliance Systems Cf
= Systems Engineer at Stevens Communications
zee all...




sos A Summary from Huy Phan

| believe the transition period we are in now is moving
from land lines to cell phones and mobile apps. IPOD
and Droid mixed with Facebook and Twitter.

Social mediais driving technology and how
customers interact with us as end users, making it
Imperative that we develop key applications or
Integration points that resolve immediate challenges and
needs.

...turning the platform Into a —

\
true social media contact center. rl(__) |
e e s e )




505 More “"Phan Mail”

IP Communications

“| foresee monitoring of sites like Facebook and
You Tube, using keyword analytics and data
mining to trigger outbound actions — in the
media types best suited for the customer profile.

Along with the ability for an agent to accept
any kind of communication.”




SOS If phones can do this (in 2008)...

IP Communications

New iPhone App Identifies Songs from
Radio

Filed in archive Mobile Content , Mobile Technologies by leo on January 8, 2008

R R 1) 2 [am = ___ssen =
: - SONG RESULTS
Hold 1Phone to Music | [3” i e

Artist: Cvndi Lauper
Album: Twelve Deadly Cvns

..sampling...




SOS ...and have evolved like this...

iPhone Screenshots

- 14 of 14

Shut Up & Let Me Go
The Ting Tings

Cancel

We Started Nothing

m Sony BMG Music

Entertainment UK Limited
12 Jun 2009 18:29

Locatior

SoMa,San Francisco,United
States

m Preview and buy on iTunes

You Tllﬁ' View YouTube video

Tweet this Tag



...and Twitter is doing this...

SOS

simple smart sccure
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Techtree News Staff Jun 15 20110 1427 hrs ST

‘r Twitter adds Places feature to Twitter Updates

About 63 countries will get Twitter Places feature in the next week

e 8

Twitter has announced its new feature called Places. With this new feature, Twitter updates will show the location from
where they have originated. Twitter Places would be available through Twitter Web and Twitter's Mobile Web interfaces.

To see the location of 3 particular tweet, just click on the Twitter Place link within the tweet Twitters intention is to make
updates more contextual.

...then what’s next? [ =




505 < THE MOVE TOWARD MOBILE &

< APPLE'S DESKTOPS AND LAPTOPS—ONCE THE CHIEF SOURCE OF hr
REVENUE—NOW PLACE A DISTANT SECOND TO ITS MOBILE DEVICES.
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IP Communications

D' MY SENSE IS THAT GOOGLE WILL
S SURGE PAST APPLE THE WAY
& MICROSOFT DID IN THE 1990S.

-Newsweek tech article author




SOS Feeling A Bit Overwhelmed?
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505 Part Three

How will trends and changes
Impact the Contact Center?

* New & emerging trends and
strategies

* How will it iImpact your company?
You personally?

-

—

[
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simple smart secure
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There can be costs from not getting out
of the way of new waves of change...




SOS Multimedia Trends — Self Service
v Without Any Company Involvement

An emerging trend (especially among leading
high tech companies) has been to offload a
significant amount of the front-end processing of
complex problems to the user base itself —to
customers who gather in forums or communities.

— Frost & Sullivan




SOS Multimedia Trends - Self Service
e Without Any Company Involvement

“What consumers are starting to do is bypass companies'
directed approaches and create their own ad hoc
methods of gathering "solutions" to their problems.

This often involves some of the Web 2.0 technologies,
especially social networking.

Customers look to other customers for insight and
opinion, and often, shortcuts to better service.”




simple smart sccure

SOS Multimedia Trends

IP Communication

“The attraction of these alternatives is that they are
alternatives;

Customers appear to value them because they are
distinctly separate from company-driven mechanisms.

As self-service, they are largely outside the ability of
companies to manage.

What companies can do, however, is piggyback on these
trends and adapt their own service channels to be —

more accommodating of — -
a) customers who come in armed with self-acquired knowleﬁge Fnd
b) groups of customers who function as ad hoc support groups- =




Management in the web era

A reaction to a posting in minutes:

STARBICKS... 1S THIS TRUF?? DO YOU NOT SUPPORT NUIR TROOPS?? _

ak

E lbgt»whurd ) —

“Fl: SIARNMNES. . IS VS TN 77200 YIREBRO! ST DS tntews




so ...with a quick and happy ending -
wimple Smert secirs this time

Dawn wrote on Octobes 22

PLEASE BE SURE TO CHECK YOUR FACTS BEFORE BEGINING A SMEAR CAMPAIGN,

Post #2 TruthOrFiction.com contacted Starbucks about the story.

Starbucks says that the originator of the email, Sgt. Howard Wright, and talked with him abe
complaint.
He has now sent a follow-up email to his email list, which appears below.

Starbucks assured him of their support of the military and that the only reason any coffee w
donated was because the official Starbucks donation policy authorizes such gifts to offically
public charities, induding libraries and schools, and that the U.S. military or military personne

’;drea wrote

L And truth be told, I do love Starbucks and have been a fan for quite
THE QUESTION I DID wanting a reply from Starbucks. So, &




SOS Question ?
s -
®

How many of you refer to product reviews before you
purchase? Amazon?

How many use Yelp or other similar sites for reviews?

What other ways can social media deflect or minimize
the need for live agents?




sos Multimedia Trends - OUTBOUND

IP Communications

Outbound and Multichannel:
A majority of centers report that they are increasing the use
of outbound contacts over the next year.

Research shows that a strong component of that outbound
traffic will be via the channels that encourage customers
to engage in a continuing "dialogue" with an automated
system.




Sos Multimedia Trends - OUTBOUND

simple smart secure
IP Communications

...continued...

For example, 48% of those who are increasing their use of
outbound will do so via automated notification and
alerting applications.

These apps often use non-voice channels like SMS and
email to project special, personalized messages to
customers about their own accounts or status.




Sos Multimedia Trends - OUTBOUND

IP Communications

...continued...

Because these can be tied to specific actions or
thresholds, they can be used to draw a customer into an
Interaction that he wouldn't normally have been inclined
toward.

And when it happens through an automated channel, the
customer is likely to respond in kind: email to email, SMS to
SMS. )

- Frost & Sullivan l —F




SOS Question

IP Communications

What examples can you think of,
for how proactive outbound
communication, from voice,
email, SMS etc. — can preempt
an inbound activity?

How about, your car Is ready in service —7\
dept? What else? [ L—F




SOS Question

| e smart secure

What examples can you think of, for ho\
proactive outbound communication, from
voice, email, SMS etc. — can

Improve retention or customer
service?

A delivery company I'm working with has a
major subscription cancelation problem-

and found that retention improved e

dramatically when they get a communication r/"\
after their first delivery... I




SOS Finding The Right Balance




505

Online shoe retailer Zappos made
a name for itself with topnotch cus-
tomer service. It paid off: Amazon
bought it for $1.2 billion last fall. In
his new book, Delivering Happiness,
CEO Tony Hsieh talks about Zappos’s
unique business approach and giving
customers that “wow” feeling.
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9505 $$$$$$55$59

“The difference in the handling
costs between live customer
service agents and automated
applications is an order of
magnitude.

l.e. the cost per contact handled
by live agents is about ten times
greater than for IVR and voice
portal based applications.

-Frost & Sullivan




SOS There are costs for poor designs and
W —— what may be missing ...

| am very likely to abandon my online purchase if | cannot find

3 quick answer to my questions )%

“General user frustration with poorly-designed IVR has
led to a backlash that also applies to companies which
"force" customers to use automated applications and don't
allow or make it difficult to reach a live person.

The perception is that these companies are more

concerned about saving money than supporting_its—— ‘
customers.” [ l ‘ ,
-Frost & Sullivan ~/-\-~J =) =




simple smart secure
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Summary, suggestions and
guidelines for the future.




Sos Suggestions and Guidelines
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Don’t think in terms of having a call center.

« Think in terms of where can my company best
benefit from contact center functionality?

* | believe each company has at least one area to
operate more profitably and or generate more
revenues via multimedia CC functionality: find
yours.

—

 Don’t overlook the power of Outbound multirwm’a'\




SOS Suggestions and Guidelines

simple smart sccure
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 Write out your plan:
« What is you objective and goal?
 Who is your customer / profile?

« What are the best methods for fulfilling your
objective:
« Traditional? New Media, Social Media?

« What will be your KPIs?
 How will you get KPI data? e
 Reports? Real-time? —




sos Suggestions and Guidelines

simple smart secure

 Find the right mix for moving forward for your
company.
« Take the balanced portfolio approach.
« Determine and implement the right risk-reward
balance for your company.

 Get the best minds for your design, see it in action
If possible, test thoroughly.




SOS Suggestions and Guidelines

lllllllllllllll

* Do your homework (don’t believe anything)

 The devil is In the detalils:
 For example, can your WFM forecast multimedia?

« Reassess reqgularly
« Do a SWOT analysis every 6 months




SOS ...and finally...

Be guided by common sense basics. Find the right

balance and approach — for your company

« |t's a business, and you have to be profitable.
Including non-profits and public agency’s.

 Don’t be a bit player in somebody else’s myth.

believe nothing,

no matter where you read it
or who has said it,

not even if i have said it,

unless it agrees with
your own reason and

your own common sensee.

-buddha




SOS Thank You!

Steve Hofer

916.577.1717
shofer@team-sos.com

www.team-so0s.com
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