Be the WOW




Make every
Interaction
better than
expected

)

with your business
easy and frictionless for your customers

Understand how each engagement
Impacts your customers in real-time

Show empathy and demonstrate
that you truly care for your customers

NICE



QUICK
QUESTION

When your customers
need support, how many
do you think actually make
It to the contact center?

Enter your answer Iin the chat
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The Customer
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The Journey Is different today.

O use a search engine
6 6 /O like Google to find

solutions to issues!?

[ Search

O prefer to visit a
7 3 /O company’s website before

contacting an agent?

\

O prefer self-service

6 8 /O channels - like
knowledge bases —

for simple interactions?®

1, 2: Accenture: Next Generation Customer Service (2019)

5 3: Salesforce: State of the Connected Customer — Third Edition (2019) N'I'C'E



https://www.accenture.com/_acnmedia/pdf-106/accenture-next-generation-customer-service.pdf
https://www.salesforce.com/form/conf/state-of-the-connected-customer-3rd-edition/?leadcreated=true&redirect=true&DriverCampaignId=cta-body-promo-52&FormCampaignId=7013y000002lO7sAAE

Traditional service approach misses full journey and set of needs
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Todays consumer Is digital!

Meet the customer at the true
start of their journey — a search

Guide the customer to fastest
resolution path (like voice to
messaging)

Engage them in proactive
Al-driven conversations before
they need to contact you

Conversational Al that
understands and responds
to context

Empower customers to take
immediate action using rich
media, like secure forms,
payments and scheduling

In person experiences should
recognize their value too

NICE



Make Every
Engagement Smarter,
Drive higher success




Engagement across the customer journey

Customer

engagement begins Context of

before speaking customer journey
with an agent

helps agents personalize

Customers want
self-service
options

A digital front door

for a digitally transformed business

-mE



Consumers value empathy & human connection

64% of US

%
consumers 82 82% of US
and 59% of all consumers and
consumers feel 74% of non-US
64% companies have consumers want
lost touch more human
with human Interaction

element of CX

Can we be more digital AND more human?

10 Source: PwC, Experience is everything: Here’s how to get it right, 2018 NICE



Self-service Is economical — and customers prefer It.

Figure 4: Cost per inbound interaction?

Customers more willing to do &, Phone $7.46
business with companies that

offer self-service options? e EMal L
Web chat $6.95
S’ Social media $5.89
. O IR c. 40-60cC
Saved per 100k self-service
interactions? > | Web self service c. 5-15¢c

1: NICE CXone: (2020) NICE
11 2: ContactBabel: (2021)


https://www.niceincontact.com/call-center-resource-finder/2020-customer-experience-transformation-benchmark/
https://www.niceincontact.com/call-center-resource-finder/inner-circle-guide-to-ai-chatbots-and-more

But...



Basic
self-service
creates
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/"I
r g
g
g
/
I/

LY
RESS 74

IN 1IN\ /s/

SALES
SUPPORT

PRESS 1

TECHNICAL
SUPPORT

. 3
PRESS 3

SPECIAL
AQQISTANIC




Today’s Self-Service Gap

\

53%

consumers
who are very satisfied
with self-service

who are very satisfied with
self-service they offer today

14 Source: NICE 2022 Digital-First Customer Experience Report



INn Self
Service

Don’t put them in jail

Don’t make them start over

& Understand the language they speak

Don’t offer SS — if you cant offer SS!
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Accurate, timely & reliable responses ks to get answers

As little friction as possible in the process




Becoming the WOW

Remove journey friction

7 Analyze and act on insights derived from
every interaction

J Direct customers effortlessly across
digital channels

/I Maintain context
Empower customers to resolve their own issues
(5 Treat customers like people

17




Thank You

NICE -+,
Make
experiences




