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What is Workforce Optimization? VERINT

POWERING ACTIONABLE INTELLIGENCE = POWERING ACTIOMABLE INTELLIGEMCE = POWERING ACTIOMABLE INTELLIGEMNCE

A strategy that helps companies better manage
the people, process and technologies
associated with the customer experience

Process Delivered by Enabled by
People Technology
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Reduces Costs Improves Customer Experience Increases Revenue
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Unified, Analytics-Driven, Enterprise Enabled WFO
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Achieving FCR 2009 VERINT
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First Call Resolution (FCR) Level-set VERINT
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* An 80% FCR rate sounds good. Yet with an 80 % FCR, 20 % of
callers require multiple contacts with your company to achieve
resolution.

 An 80 % FCR means your customers average 1.2 calls to
resolve a question or issue. The 20 % repeat calls represent
increased call volume, inflated operating expenses, and most
importantly, dissatisfied customers.

» Dissatisfied customers are more likely to defect and more likely
to tell others about their experiences.

« First Call Resolution is perhaps the most powerful call center
metric. A focus and improvement in FCR brings the best of both
worlds—an improvement in efficiency and effectiveness.
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Industry Survey: FCR VERINT
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Measure First Contact Resolution
«— YesorNo?

Will Meazure Soan
15%

First Call Resolution Measurement
Framework

Single or multiple
measures?

 —
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Ascent Group Sample Size VERINT
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Countries Represented

u Afghanistan

* The Ascent Group received 107 e
valid survey responses from a oo
diverse group of companies

= Canada

B Germany
" Hong Kong
¥|ndia

H taly

" Malta

" Poland

" Romania

* Responses were from 14
industries and 19 countries.

W South Africa

" Spain

» Alist of participants is included
at the end of the full report. Sy

" The Netherlands
HUK

« The majority of participants ol
were U.S. companies (64%) Yemen
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FCR Measurement VERINT
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* Recent Contact Survey
DOES THE CUSTOMER SRR After-Call Survey
THINK IT'S RESOLVED? [Eissarewag)” Customer Satisfaction

Survey
* Milestone Survey % CONTACTS

RESOLVED ON
FIRST
CONTACT
DO YOU THINK IT'S Agent Log / Coding
RESOLVED? isilll. Repeat Call Calculation

» Call Quality Monitoring
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How is FCR Measured? VERINT
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First Contact Resolution
Four primary ways of measuring First Call Measurement Approach
Resolution:

Agent LogTick Sheet
3%

e Call statistic calculations—from CRM,
CIS, or Switch (internal measure)

» Agent-driven call logging or tick sheet or
agents ask callers at the end of the call
(internal measure)

 Call quality monitoring (internal
determination)

» Customer satisfaction surveys, either
annual, recent contact, or post-call
(external measure)
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FCR Improvement Benefits

¢ More than half of
participants reporting
benefits stated that they
had realized an
improvement in Customer
Satisfaction (54%).

*  43% reported a reduction
In operating costs.
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Increased Customer Saisfaction

Reduced Operational Costs

Reduced Call Center Staffing

Improved IVR Self-Service

Improved Resource Allocation

Benefits Realized
Improved First Contact Resolution

54%

16%

0% 10%

20% 30% 40% 0% 60%




FCR Performance by Industry VERINT
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First Call Resolution Performance
(By Industry)
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* First Call Resolution performance varied from industry to industry

* Range of FCR results: from 66% for Outsourcing to 98% for Consumer
Products.
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Top Five Ways to Achieve FCR VERINT
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Top 5 Ways to Achieve First Call Resolution

Process Improvement & Streamlining

Root Cause Analysis & Detailed FCR
Measurement

Improving Awareness/Communication

Focused FCR Training

Incarporating into Monitoring/Coaching

0% 10% 20% 30% 40% 50% 60% 70%
% Participants
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How to Drive/Promote FCR VERINT
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Top Ways To Promote First Contact Resolution

Training

Key Quality Monitoring Component
Component in Scorecard

Top Down Sponsorship

Post FCR Performance

FCR Improvement Team

Reward FCR Performance

Bonus/Incentive Component

0% 10% 20% 30% 40% 50% 60% 70%

% Participants
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FCR Improvement Results VERINT
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.. ) Percent Improvement in First Contact
*  60% of participants measuring Resolutlon Performance

FCR for more than one year
reported FCR improvement
(results ranged from 1 to 30 % with
an average gain of 2%.)

S5t010%
14%

* Most participants improved FCR
performance by up to 5% over the
past 2 to 4 years (73% of all who
took survey).

Confidential and proprigtary information of Verint Systems Inc




Example FCR Successes VERINT
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Selected Participant Successes

Increase from 74% to 79% year over year.
About 2 % on average in 2008 versus 2007. Will be much less in 2008.

75% reduction in the # of referrals. With that said, front line supervisors have more time to
dedicate to administrative duties.

We increased by 5% points from 2006 to 2007.
3 yrs ago we were at 67%, currently at 84%

FCR % increased by 4.5%; Average # Calls to Resolve an Issue reduced by 3%; and Overall
Customer Satisfaction of Customer Service Centre increased by 2%. For example, the 4.5%

improvement in FCR translates into a reduction of 70K calls, which represents annual savings of
over $500K (calculated at $8/call).

3% improvement in customer satisfaction. 5% reduction in budget.

There is an industry report that Customer Sat goes up for every point increase in FCR. In
several of the past quarters we have proven this hypothesis true.

FCR has increased over 2% that reduced our call volumes and associated operating expenses.

Reduced operational costing of call centre & enhanced customer satisfaction by 20%
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Creative Practices VERINT
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Definition of “Best Practice ”

* a business function or process that is considered to

be superior to all other known methods W]p[ A
The Free Encyclopedia

Definition of “Creative Practice

* a process involving the generation of new idea or concept

* new associations of the creative mind between existing ideas or
concepts.
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Example WFO Creative Practices VERINT
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. Comcast- WEFO collaboration via WIKI
. Hartford- driving culture, 1360 library

. Vision Service Plan (VSP)- ADWEFO results

. Bass Pros Shops- keeping it simple

. Verizon- improve thyself

. NY Life- ADWFO results

. John Hancock- broad impact of analytics

. Grainger- back office / enterprise optimization

. Navitor- voice of the customer excellence

. Bell- analytics drives ROI & process improvements
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A Energizing Excellence Everyday
Best Call Library
Home | Feedback
= | it
Sales Departrment ntroduction
Customer Care Depariment : -
Specialty Depariment It's impossible to exaggerate the importance of delivenng The Hartford
Campaigns Expenence. It's what sets us apart from our competition. We dont want
mere "sa_lisﬂed' customers - we want cuslomers who are delighted! In fact,
Parsonal Insurance our goal is to exceed Every Customer's expectations Every Day, Every
Calls Time, Without Fail, . . . No Exceptions.
Customer Cane Department
Billing Deparimant The Best Call Library (BCL) showcases extraordinary customer interactions.
Campasgns What makes a call extraordinary? it's a combination of attitude, knowledge,
commitmant and execution . . and it's all up to youl
Use the menu on the left to navigate the Best Call Library.
Calls
Policy Services
Campaigns New Hartford Customer Care Campaign
Business Insurance hits a HOME RUN with its first campaign!
I_;-all Scrubbing
cumw“ Fom Mevwr P—!aniord's first cat_mplaign was created for personal
coaching. The campaign's goal was to encourage
representatives to focus on their own personal service and
increase the number of 10 scores for G2 on the Yes
SUrveY.
These representatives demonstrated taking personal
ownership for exceeding the customer's expectations
Pictured from left to nght: regardless of prior emors.
Brandi Schaaf, Paula Chase, Anne Campbell,
and Corinne Stock Click here to listen!
Featured Calls
A

15
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Realizing ROI of WFO VERINT
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* 3% Improvement to First Call Resolution

| Ball | * 10 Point Increase to Quality Scores

* 6% Decrease in Average Handle Time

* 62% Increase to Coaching Productivity

* 102% Increase in Revenue per Call

« ~$1 Million savings in Executive Complaints

« 23% Improvement in Back Office Productivity
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* Decreased call volume by 22 percent
KNOLOGY * Doubled contact center recurring revenue
over previous year

 First contact resolution increased 33 percent
to 85% from low of 63%

* An additional 10,000 minutes of productivity
per week (equivalent of 4 FTES)

* Approximately $1 million in headcount cost
savings through more optimized scheduling

» Adherence of 94% across departments and
lowering attrition by 55%

* Reduced headcount by 30 percent
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