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We are living in challenging times

» HBR’s latest thinking on
the future of business
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Have we seen

this before?
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Balance competing priorities

Improve Automation
customer

experience

Let’s chat!
What customer service costs are you trying to optimize?
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The cost of customer service: then and
NnOow

Then Now

$12 — $15 per
agent, per hour

$16 — $20 per
agent, per hour

Source: UiPath survey data of 100 clients from January 2020 to June 2022
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Customer Agent
Omni-channel Voice of the Customer 360-degree view of the customer

Phone and
IVR

Live Chat and Digital
Chatbots Analytics Agent Engagement Agent Ana|ytics

Customer
Relationship
Management

Customer Knowledge

Surveys

Web and
Mobile

Social Media Al and ML

Management

Interaction
Analytics

Case
Management

Next Best

XNPS Action

External Sentiment

Systems

Line of

Mail and eFax Business Apps Analysis

Workforce Engagement

Let’s chat!
What customer service technology investments are you making this year, if any?




Leverage agents across skills and

queues
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Keep the people you have UilPath Gt

Recognition is key to retention

82% consider recognition an 81% report they are motivated to
important part of their happiness at work harder when their boss shows
work appreciation for their work

What you appreciate, appreciates

63% of people who are ‘always’ or ‘usually’ recognized at work
consider themselves ‘very unlikely’ to seek a new job in the next
3-6 months, whereas only 11% of those who are ‘never’ or
rarely’ recognized feel the same way




Keep the people you have

Real-time recognition is key to retention

Sentiment Analysis o

Positive Negative Neutral

Ui

Path

Reboot™
Work.




Be ‘proactive’ VilPath st

Average of 10-20%
of Interactions are

Because they were
told they would get

for routine status
updates

an update...but
they didn’t

Source: UiPath survey data from October 2021 to June 2022

Let’s chat!
What percentage of your calls are for routine status updates?
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Be ‘proactive’

Customer case study: proactive loan status updates

Core Systems

Loans

salesforce

CRM

S

Various
Data Sources

Check for Status
Update

Communication
Preferences

Update Systems
and Data Sources

Results:
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Loan status update

R

v Reduced calls for status updates by over 10%

v Applicant satisfaction scores have improved

v' Fewer negative comments about communications
v' Delivered into production in less than 2 weeks #
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Manpower Group

“ Those that are automating the fastest and digitizing the
most are creating the most jobs. When you pair human
Ingenuity and preblem solving with automation the
output is higher productivity and job satisfaction.”

Becky Frankiewicz
President Manpower Group



Learn more about UiPath UilPath G

Scan the QR Contact us directly

@ Brad Beumer
ofet ¢ brad.beumer@uipath.com
g "3e o350 https://www.linkedin.com/in/brbeumer/
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