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Why traditional self-service is out of touch

What data drives digital that works

How smart bots gain intelligence - Enlighten XO Demo
The ROI of smart self-service

How to get started with digital

NICE



As organizations
continue focusing on
traditional service
flows...




Consumers have shifted their focus, creating service gaps and silos

Web & Mobile

My time is wasted trying
to find the right content

| cannot find service on my
channel of choice

They don’t feel like one
company. Every topic and every @

channel is a siloed experience. It's very frustrating to repeat

myself and start over when

switching channels or agents

NICE




Where Businesses are Missing Out on Exceptional CX

92% 78%

Of businesses already use Of firms are struggling to use
customer self-service data to achieve their CX goals

Self-service alone is not a

differentiator, how it’s built

differentiates leaders from
followers

HE ,
Source: Aberdeen 2022 — Secrets of the Data Rich &
Savvy: Enrich Self-Service with the Power of Al NICE



Digital Self-Service Today

Escalating Improvement
Priority by CX Leaders




When Digital Works, Brands & Customers Win

Soaring Demand by Escalating Improvement
Consumers Priority by CX Leaders

Faster time to
ongoing value

Higher CX and Reduce cost

Increased CLV for 24/7 service




Chat Question #1

Respond in the webinar chat

What are the biggest challenges with leveraging

moowy

your customer data?

An integrated view of customer data
Multiple interfaces and systems per agent
Talent and knowledge to leverage data
Organizational silos

All of the above

NICE



Top Challenges With Delivering Personalized Engagement

What are the biggest challenges with leveraging your customer data?

0
e 5206 39%

integrated Have multiple Lack talent

36%
Have
organizational
silos

view of Interfaces and
customer and systems knowledge to
data per agent execute

4

Source: Omdia’s The State of Digital CX: 2023




Increase In Al Deployments for Automation

Companies are increasing deployments for Al and automation to
streamline processes and services

N

2023

Source: Omdia’s The State of Digital CX: 2023
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Businesses Are Increasing Digital Self-Service Year-Over-Year

How has your organization’s usage of digital self-service (FAQs, chat bots,
knowledgebase) changed over the past 12 months?
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Source: Omdia’s The State of Digital CX: 2023
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Chatbot Deployments To Accelerate

Will
deploy
Currently 32% Rl

to 18
months

deployed

Source: Omdia’s The State of Digital CX: 2023
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Chat Question #2

How would you characterize the current value of
your web-based chatbots to your organization?

Respond in the webinar chat A. Significant
B. Moderate

C. Limited

NICE



Web-Based Chatbots are Delivering Mostly Moderate Value

Significant value: Al is being
integrated across the enterprise, being
measured, and creating value over
and above goals.

41%
Significant value

Moderate value: Al is integrated and
localized to departments; ROl is
moderate or not fully realized

48%
Moderate value

Limited value: Experimenting in siloed
instances; not integrated; not
measuring or showing low value

10%
Limited value

Source: Omdia’s The State of Digital CX: 2023




Why Bots Fall
The Way It Is Today

Your Best Guess

Workshops

N

Need to Be Built by Hand

N

Limited Chat Bot

\

| am a customer with
a problem.

|

Design Thinking

Not Data Based

N\

Cobbled Together

Journey Mapping

Developer Platforms

| am not trained to help you
with that.

Please call (800) 999-5555.
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Accelerate Digital Transformation ¢

with A Data-Driven Approach

Traditional Methods NICE Enlighten XO

‘ “Narrative” approach
Guessing-game for how and where

Too much Reactive (SIOW) Greater

voice digital
Low containment / struggling CX
Low ROI with mounting pressure .
Voice ®IVR =mLive Chat = Digital Voice = IVR w=Live Chat = Digital

“Data-driven” approach

Al discovers, prioritizes, and extracts insights
Agile (fast)

High containment / engaging CX

Strong ROI with ongoing success

NICE



Guess Less and Resolve More
with Purpose-Bullt Al for Self-Service

Conversational Data Enlighten XO AutoFlow Smart Assist
Billions of Convos Best Conversations Auto-Build IVA
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What Smart Self-Service Can Do

Harness conversational Apply purpose-built Optimize every digital
data across all channels Al to derive insights solution

@ Identify the Best Automation Opportunities

Optimize Agent Tasks

NICE




The ROI of Smart Self-Service

Typical Automation Opportunities

.37,926
BILLING 1,806

, 1808
Overall Automation e el and Refuncs
] oo e Payment Method 10535

Opportunity

” Bills and Statements

0 11,438
Payment Arrangement

: - B 23,177 of 36,120 interactions
‘ |dent|fy TOp Automation ; can be automated 1

R\, Automation Coverage on Opportunities
SpeC”:lC Intents ® Potential RO $581,350

2{ Average Duration 00:04:51

‘ Optimize Agent Tasks © Average Sentiment 2.32

€3 Automation Score 64.2%

Average ROI
with ~750 seats




Enlighten XO Demo




Enlighten XO — Al in Touch with Reality

” LR

’ PRIORITIZE

CHANNELS
for holistic
view

by ROI

|~ .. l..l

i\

UNLIMITED “ gl
gt =N CODE-LESS
Interaction LEVELS INTEGRATION

analysis

h\md

The Al & Analytics that go into Enlighten XO are the same across the entire NICE
portfolio lending consistency to unattended and attended interactions.

with chatbot
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The Right Insights at
the Right Time,

Every Time nprovement in
directing customers

towards self-service
 |dentify the best customer channels

Intents to automate and
Ideal steps for resolution

15%

Increase Iin

automatable
Interactions, 10x faster
than current processes

“Simply put, our self-

« Train self-service to 50% service needed to get
resolve intents from the more interactions better, and Enlighte
best performing agents handled with proactive XO got us on the p:

outreach to success.”
Senior Direc

NICE



Improve The Complete CXone

SmartAssist

Digital Experience

‘ ‘V\ CXone
ContactEngine ’ Digital Channels

Enlighten XO



Customer Effort

Enlighten XO

=/

Purchase

N

Research

2

Resolution

Delivery/
Service

Digital Channels
Scheduling

Smart Assist

Agent
Guide Intelligent
Virtual Agent
Mobile App
Messaging
Contact Engine
Website
Guidance
SEO Enhanced
Knowledge
Proactive
DIGITAL ANALOG
-

Time and cost

81% Of Consumers Attempt to Self Serve

Only 19% Want to Talk to a Human Agent




How to Put Your Bot In Touch With Reality

-/

Learn from the optimal Program bots with
conversations of top specialized data for
performing agents highly effective
automation

NICE



Benefits of Data-Driven Digital

Build smart self-service with continuous,
Al-driven insights @@ | Increase Resolutions on Digital Channels

Derive

—<\> Increase Speed of Digital Development

Digital
Intelligence

~—— Decrease Costs by Reducing Voice Volume
—

Digital Done
Right

/@@ Reduce Customer Effort

Accelerate
Self-Service

Ensure

Ongoing (@ Improve CX and FCR

Success Performance




Get Started Today With a Free Impact Assessment

Send sample Enlighten XO Receive data
voice & chat identifies the top exports &
data automation custom ROI

opportunities



Top Takeaways

Prioritize Data

Al is only as good as its
data; prioritize data
availability across the
organization and
customer-first data

Engage Your Team

Engage senior
stakeholders through bot
developers, encourage
Cross-organization
collaboration

%j//ﬁ//m

Align KPIs and

Outcomes

Prioritize key KPIs and
ensure your Al solutions’
metrics align with
business goals

NICE



NICE | Interactions

June 5-7, 2023 | New York City




Thank You

Learn more
www.nice.com/EnlightenXO

Connect

Michele Carlson
Michele.Carlson@nice.com
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