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Customer Expectations and Outcomes

-9 =

59% of customers prefer to resolve their issues without contacting a customer service rep.
But only 13% of customers are successfully contained within self-service, because their
problem resolution journey breaks down.

3 Source N.ICE



https://www.gartner.com/en/customer-service-support/trends/css-leaders-top-priorities-leadership-vision?utm_source=eBook&utm_medium=collateral&utm_content=0002163&utm_campaign=ttps://www.gartner.com/en/customer-service-support/trends/css-leaders-top-priorities-leadership-vision

Resolve customer issues
before they happen

Customers do not want to repeat
themselves

J

Give “everyone” access to “everything’ Immediately address friction

Easier using a single platform

Seamless
Self-
Service

Understand WHAT to automate based
on customer behaviors

Use Knowledge Management for
smarter Interactions, boost
containment

Use Al and Data-Driven Self-Service
Ensure consistency between virtual Design

and live agents




Retain Context Throughout the Journey
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Address Friction, Be Proactive

* Reach out when
your customers need help

Provide contextual support
throughout the journey

Reach out before friction occurs




Use Integrated KM for better answe)e

- KM enables richer, more satisfying
Interactions and Increases \
containment .

Proactively provide the logical next step,
add context

Guide consumers to the next step for
achieving resolution

Support your agents with everything the
customer knows plus additional content
If available



Build smarter self-service easier akd faster = |/

A more modern approach

INTENT ANALYSIS

- Start with data, not a ' owe..
E 9,331 v
workshop - w O Qs . -
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Take the guesswork out of self- oL O
) X . Service Call Aécounl Maintenance
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resolutlon faster o o Hm..s tH 1;4 ty Payment Arrangement
Prioritize the most impactful \ g 11,438 of 37,926 interactions
g ome can be automated
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opportunity
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success Valuable insights, ($) poteniairol 581,360
effective results

Average Duration  00:04:51
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Thank You
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V E R I N T The Customer Engagement Company™

| Branches

o=
¢

Retail
Locations

zZ

Enterprise
Ecosystem:
CRM, HCM

Digital Channels

Marketing & |, "’
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The Engagement Capacity Gap

Interactions &
Channel Growth

Customer
Expectations

Workforce
Dynamics

v © 2023 Verint Systems Inc. All Rights Reserved Worldwide.

Top Customer Engagement Challenges
Impacting Organizations in 2023

Staff shortages and
@ 54% labor challenges

Budget cuts and pressure to

U U 5 1 % reduce costs associated with
@ customer engagement

12



Customer Engagement Historically Relied On A Big Workforce
However, brands cannot “hire their way to better CX”

OOO
Ay

Industry Labor Spend:
$2 Trillion

[

Brands
Spending

Industry Technology Spend:
$65 Billion

E Labor m Software

Note: We estimated our total addressable market for customer engagement software, the market growth rate, the number of knowledge workers and labor costs using data from the US Bureau of Labor Statistics, McGee Smith Analytics, Pelorus
Associates and Gartner as well as company estimates of $150 to $200 per month for software that is spent on each knowledge worker in the contact center and half that amount for knowledge workers in other customer engagement touch points.

© 2023 Verint Systems Inc. All Rights Reserved Worldwide. 13



CX executives are continually forced to choose between
Improving customer experience while reducing costs

Lack of balance between the two can lead to further CX challenges

* Reduce

Improve A \

Customer / \ Engagement
Experience ,I \\ Costs

! .'
PRIORITIES: ! PRIORITIES:
Satisfaction ‘| s, Cost Reduction
+ Retention \ 4 + Efficiency




The CX-Cost Equationm

Balancing the delivery of exceptional customer
experiences while lowering the cost to engage.

© 2023 Verint Systems Inc. All Rights Reserved Worldwide.



The CX-Cost Equation

How can organizations solve it?

© 2023 Ver

Embrace data-driven solutions

Find the right balance between
automation and human interaction
to improve CX while lowering
operational costs

Share analytics and insights
to break down silos across
the company

int Systems Inc. All Rights Reserved Worldwide.

UU@

The CX-Cost Equation”

The need to deliver exceptional
customer experiences while
also lowering the cost to serve.



Highly Confident vs. Less Confident CX Leaders

- Two-thirds of respondents are Ability to Provide High Quality CX
"highly confident" they can deliver
exceptional CX

* Increased spending on key
solutions and strategies contributed
to higher confidence ratings

m Highly Confident* Less Confident

© 2023 Verint Systems Inc. All Rights Reserved Worldwide.



What’s Driving High Confidence?

Lowering cost-to-serve through CX automation

* Highly confident business leaders are How effective* have your efforts been to utilize
3X more Iikely to say or believe they chatbots and messaging channels over the
) past two years?
have used chatbots and messaging

9, Or

« Automation enables volume to grow Less Confident Group - i
significantly without requiring a huge (o)
budget increase or lowering
engagement quality

© 2023 Verint Systems Inc. All Rights Reserved Worldwide.



Balance automation and human interaction to
Improve CX while lowering operational costs

)

)
[ & -
1:1 - Exemplary CX CX Automation

Customer Experience

Ll

1:Many - Cost Efficiency

Cost Reduction

v © 2023 Verint Systems Inc. All Rights Reserved Worldwide.



A Conversational CX Strategy with One Workforce

of Bots and Agents Will Close the Gap

Increasing Interactions +
Elevating Expectations

I\

et &
urces

The balance of work
between human +

virtual assistants allows
j One Workforce to increase:

» Capacity
» Flexibility

20



\" TRAVE L Book  Check-In My Trips  Travel Community  Careers Help & Support SIGN IN &

4 VirA - Virtual Agent

o' Where from? %, Where to?

B Dates & Travelers | am looking to book a flight for my daughter from
San Francisco to New York. Do you have a service

[J Flexible Dates [J Refundable Fare for that?

SR s Are you looking to add your child to an existing

reservation or purchase a ticket where your
child will be traveling alone as an
unaccompanied minor?

ADD TO AN EXISTING RESERVATION

UNACCOMPANIED MINOR

Use Travel Credits




\v‘ TRAVE L Book  Check-In MyTrips Travel Community  Careers Help & Support Q SIGN IN &

Unaccomy

4 VirA - Virtual Agent

MINOr service. See aetals at (ne 101owing 1INK:
Our airline understands that traveling with children can be challenging, which is why we
An unaccompanied minor is a child who is traveling alone or with a companion who is ni

UNACCOMPANIED MINORS POLICY
The following policy applies to all unaccompanied minors traveling on our flights:

® Children under the age of 5 are not permitted to travel as unaccompanied minot

Can you help me book the flight?
® Children between the ages of 5 and 11 may travel as unaccompanied minors, bu

e Children between the ages of 12 and 17 may travel as unaccompanied minors ot

from a parent or legal guardian. Please enter Just the 3 letter airline code for

® Aparent or legal guardian must accompany the child to the airport and remain t your dparture location. Example: "LHR" for

contact information for themselves and for the person who will meet the child at tt Heathrow airport.

® The unaccompanied minor must be met at their destination by a responsible adi
guardian. This person must present a photo ID and sign for the child at the airport,
® We recommend that unaccompanied minors wear a wristband or other identific
staff in identifying the child and ensuring that they are safely delivered to the desig
o Afee may apply for unaccompanied minor service, please check with the airline

e The airline reserves the right to deny transportation to any unaccompanied mint And what's your destination? Type your
policy. desired airport code.

If you have any questions or concerns about our unaccompanied minor policy, please c¢
information.




VA TRAVEL

Contact Phone Number

408-555-9876

Traveler Details

First and Last Name

Janie Minor

Age Contact Phone Number
14 408-555-1234

Price Details

Price you pay

Opt-in to WhatsApp travel notifications

Payment

O Credit card
O Debit card
O payral

Book

Subscribe:

Check-In

news using

My Trips Travel Community Careers

Contact Email

thomasparent@verintdemo.com

Edit Details

nm

Subscribe to our

app Travel

4085559876

Checkout

Help & Support SIGNIN &

09: 20 AM 5H 40M 03:00 PM

- —

° Reschedule Available




< . V Travel

Today

© This business works with other
companies to manage this chat. Tap to
learn more.

1 UNREAD MESSAGE

Thank you for choosing V Travel.
Your flight booking for San
Francisco to New York, Departure
Monday, February 6, 2023 is

confirmed. ¥

We will send you notifications of
any flight alerts here on WhatsApp.

Note:

® You can ask me questions
about your flight here on
WhatsApp.

@ You can visit our Help and
Support here: htips://
travel.verintdemo.com/help-
center/.




© 2023 Verint Systems Inc. All Ri

Flight Delay:
Flight VA12345 to New York (JFK)
has been delayed by 32 minutes
9:40 PM

| received an alert about my
daughters flight being delayed. Are
there any updates? 9:41 PM

You received an alert because you
are subscribed to flight updates.
The best way to check for flight
updates is to use the VerintFly
Mobile App or Visit https://
travel.verintdemo.com/flightstatus
9:41 PM

+ @ © 9
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You received an alert because you
are subscribed to flight updates.
The best way to check for flight
updates is to use the VerintFly
Mobile App or Visit https://
travel.verintdemo.com/flightstatus
9:41 PM

It looks like it just got delayed
further. What are her options
9:42 PM W/

If your flight is delayed you are able
to reschedule within 24 hours for
$0. You can do that from the
booking site. 9:42 PM

-+ Ineed to talk to someone now!! () ‘
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< . V Travel

further. What are her options
9:42 PM

If your flight is delayed you are able
to reschedule within 24 hours for
$0. You can do that from the
booking site. 9:42 PM
| need to talk to someone now!!
There does not seem to be options
that get her home tonight. How
does that work? Can you fly her
from another airport? 9:43 PM &/

We're handing you to an agent
9:43 PM

-+ @ ©® 9
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VERINT = L 4 A &, B available v | (00:04:26) v

Channel Automation

WhatsApp via Default (Default Queued Messaging Type) Suggested Actions

v Activities Peter Morton User Data There are no suggested actions
—_—_—

Create Case
< -] Name Value

Identify Customer Patisi Display Name Peter
Knowledge Centre Messaging Platform Handle 13125138223
| received an alert about my daughters flight being delayed. Are
Make Call there any updates? 13:35:51 Messaging Platform Name WhatsApp
View - Messaging 80T Entry Point Verint Messaging Demo Q
Interaction Username 13125138223 —
You received an alert because you are subscribed to flight updates.
The best way to check for flight updates is to use the VerintF
¥ Mr Peter Morton e e y WK O K b Changes Q

Mobile App or Visit https:/travel.verintdemo.com/flight-status N\
= Templates & Web Links

Edit Customer Peter

Customer Profile

It looks like it just got delayed further. What are her options? Templates Web Links

Show In Knowledge Centre

Email BOT
Expand the Templates tree, to select a template from a category. Use the filters to select a
language for the templates. Fill in the text field and hit the 'Search' button to search for

Same Day Flight Changes 7

Call If your flight is delayed you are able to reschedule within 24 hours

Contact History for $0. You can do that from the booking site. N templates
ht 2

Customer Callbacks et English (Great Brit v Live Chat Search . How to S your flight

I need to talk to someone now!! There does not seem to be

options that get her home tonight. How does that work? Can you Results (Max: 50)

fly her from another airport? 13:37:28 @ Can | change my departure or

arrival airport? 7
BOT Category Name Text '
Auto Responses A File Was Sent Templ... A file was sent.

We're handing you to an agent \ E Can | change flights within 24

Auto Responses  Agent Drop Chat Syste... The conversation has been ended. hours of booking? 7

Auto Responses  Agent Drop Chat Temp... | hope that | was able to help you toda..
Auto Responses  Agent Idle Template | am currently working on your reques.. . 24-hour flexible booking policy 7
Auto Responses  Agent Join Chat Templ The agent has joined the conversation

Auto Responses  Agent Session Ends U. Agent session ended unexpectedly.

Auto Responses  Attachment Sent Tem. [[::-InChatDataED.fileName-:]] sent How do | process an
unaccompanied minor rebooking?

Aitn Dacnancac  Awniting Fictamar Dn Thanb unis far uniie natianca wa ara i

Preview Insert

Upon escalation, agents
can initially see the prior
transcript with the bot.

- © 2023 Verint Systems Inc. All Rights Reserved Worldwide.
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Al Powers Applications to Deliver
CX Automation Throughout the Enterprise

Examples off Al-Rewered Workflows

Interaction Knowledge
Analytics Management

LYY

Forecasting

Quality Call R'Sk Conversational
Management Scoring Al

Agent Channel
Coaching Automation

RESTRICTED INTERNAL USE ONLY. No external distribution of these materials permitted. Confidential and proprietary 29
information of Verint Systems Inc. © 2023 Verint Systems Inc. All Rights Reserved Worldwide.



VERINT & = " x El’x @’x m’x & B Available v | (00:04:26)

Channel Automation

Common Activities

Contact History Details

Other Activities

Senad it Here you can view the contact history details, which includes the contaxct notes and actions performed.
Edit Customer

Customer Profile Messaging Interaction Wrapup Details

Email

Contact History DaVinci Summary Transcript

Send Whitemail

ild do to help today?
Cases . 0 g 0 . . . e | will not use it. l
hchg Cistorner Customer received a proactive notification stating that their unaccompanied

minor flight was delayed by more than 30 minutes. The customer stated they - ——
are concerned they are going to miss connecting flight and requested

further assistance. Option to rebook via WhatsApp was presented but the

customer requested help from an agent.

o > s said off the ticket.

SNPLONL g -~ [11:53:00] Richard Smith: Yeal

22/05/202312:52 Mark Zee (ccagent) [11:53:00] Mark Zee: Right. So that we get this through a little bit for a full refund and would you
[11:53:00] like me to proceed for we will have with the

Contact End From Richard Smith: Uh, yeah, well, it be back onto my credit card

A se | f- serv | ce trans f er 22/05/2023 13:34 Richard Smith [11:53:00] Mark Zee: Yes, there will be the option for that, yes.

[11:53:00] Mark Zee: Uh, OK, | do that for you. You should see the refund. On your credit card

bot provides a synopsis i S e S ke

Mark Zee: So thanks for calling Delta. Is there anything else | can do to help?
[11:53:00] Richard Smith: No, that's it. Thank you very much.

of the prior virtual [11:53:00] Mark Zee: Well thank you very much - have a nice day.
assistant interaction on
WhatsApp without o e
requiring the agent to
read the entire transcript.

© 2023 Verint Systems Inc. All Rights Reserved Worldwide.
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As the conversation
progresses and
sentiment begins to shift,
Workforce Orchestration
can use that as a trigger
to better guide the agent
on how to respond.

© 2023 Verint Systems Inc. All Rights

thanks ;.40 pm .

Okay we have booked her on a new
flight. She should have the new
details available on her V Travel
App. 1:41 PM
Is there anything else | can help

you with today? 1:42 PM

No, this delay has been very
frustrating. | am really upset with

this 5:19 PM
‘ 0

@ © \O/
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How Engagement Data Can Shape
your Conversational CX Strategy



Engagement Data Maximizes CX Automation Impact

|dentify
opportunities to
reduce cost and
improve efficiency

Understand historical
performance and
rapidly identify
anomalies

Enables you to train
GPT on real
customer data

© 2023 Verint Systems Inc. All Rights Reserved Worldwide.

Workforce Performance

Operational Analytics Analytics

Trend Analysis

‘5@* CX Analytics
S

Engagement
Data Hub

Q

[
&
Machine Learning Automation

Real-Time Insights

Enables you to assist
and coach your agents
In real time

Understand best
practices that lead to
high performance
employees

Understand the
drivers behind
Sentiment, CSAT
and NPS

Identify the next customer
transaction that you can
automate in self service

33



Interaction Analytics Impact
() 01/20/2023 to 01/27/2023 & 6,311 Responses
® Low Impact Neg. Sentiment @ Low Impact Pos. Sentiment

@ High Impact Neg. Sentiment @ High Impact Pos. Sentiment

2000 Interaction Count

High Impact Neg. Sentiment High Impact Pos. Sentiment

()
Travel Voucher

.
Loyalty Miles

The right data can point Low Impact Neg. Sentiment COMpiant gEscagions Knogedse Low impact fos. Semiment

towards topics that have i oo | | ‘ | L

the most negative impact CatepatesVohune & Saimant Word Coud
on sentiment and high vz a1geanes | 8 &t s

volume of interactions.

M Very Negative [l Negative [l Neutral [ Positive [l Very Positive

Agent Frustration

oerse BOOKING  Services Loyalty Miles G Uncategorized
ate

Nice Agent .
Channel Hoppir

Cancel AccountHolds

C V-Deliveries i
Escalations Channel Hoping ra Ve | VO u h e r Complaint

Knowledge Emotions
Telcomind Store Refund Trgr?z;er Cance”ed Fli ht Gate Chang
Poor Service |[nternational Usage Frustrated g Repeat Interactions Inappropriate Langu

Volume Trend by Channel Top 10 - Category Volume by Channel



Solving the CX-Cost Equation

Leverage Channel Automation + Workforce Orchestration to Close the Gap

* Reduce costs and inefficiencies through wider bot deployment
across the customer journey

* Share tasks between humans and bots in a hybrid workforce to
effectively manage an increasing number of interactions

* Support digital-first engagement to orchestrate customer
journeys with a connected experience across the channel or
channels of choice

* Create meaningful connections across all channels, breaking
down silos and using analytics to transform data into insights

© 2023 Verint Systems Inc. All Rights Reserved Worldwide.



Verint Open CCaaS Platform
Built to Close the Engagement Capacity Gap with CX Automation

Open Ecosystem

X%% Open Engagement Data Hub

Open Verint Da Vinci Al

Open Best-of-Breed

Channels & Voice of

Routing

Open Enterprise
Open CCaa®

R\
: . _-X\O
Prise Communic?

g /7 t@r

36



Thank You

VERINT

© 2023 Verint Systems Inc. All Rights Reserved Worldwide.



Owen B.
Robinson

VP, CX Strategy

ABOUT

With over 20 years in the industry, my passion is
helping customer service and workforce

planning professionals use their contact center
technology to deliver the experience that their

customers and agents deserve.

W



Building Your Brand

Strong brands elicit an
emotional response from
consumers and add value to

the products and services they
represent.

- Encyclopedia Britannica

BRAND

NV Waterfield Tech



Workforce 3.0

Human

Digital

Virtual

Applied Artificial Intelligence

[ ®
High-value, complex
interactions

¢

Digital self-service for
transactional interactions

¢

Conversational Al that
emulates human interaction

Consistently Meaningful Experiences

NV Waterfield Tech



TRANSFORMATION GROWTH

CX Modernization Done Right

&

i
[
I
i
1
i
I
;
;
|
% ! Cloud
: Contact Center
Omnichannel ! &
Contact Center i ~
Basi : Cloud & Multicloud
o ats(':c " ’ : Voice & Digital
ontact Center g
Chat, SMS, Email, Callback : Security & Resilience

. Web, Mobile :
Voice Social Channels :

WEAK CONTACT CENTER
STRATEGY - LAGGARDS

Workforce3.0  ~~~~"-m-==---

Personalization
Conversation Al / Virtual Agents

\ 4

Ecosystem Data
Personalization
Intelligent Automation
Ongoing Optimization
Quality Management

STRONG CONTACT CENTER
STRATEGY - LEADERS




Agent & Bot Workforce Management

CONTACT STRATEGY EXPERIENCE DESIGN EXPERIENCE DELIVERY EXPERIENCE ANALYTICS

Al IMPLEMENTATION

BOT STRATEGY CONVERSATION DESIGN Auto ID & Personalization

BOT ANALYTICS

Use Cases Design Reason for Contact

AUTOMATE LOW-
VALUE
CONTACT

Performance Reporting

Forecasting Usability Channel Deflection

Interaction Analytics

Planning Persona Authentication

Self Service

AGENT STRATEGY AGENT ENABLEMENT AGENT INFRASTRUCTURE AGENT INFRASTRUCTURE

Skill Groups Learning Management Routing Speech Analytics

LEVERAGE
HIGH-VALUE
CONTACT

Forecasting Knowledge base Queue Experience Desktop Analytics

Scheduling Process Automation CTI Quality Management

Intra Day Management Agent Assistance Agent Desktop Performance Management

NV Waterfield Tech



One Brand




What We Do

For over 40 years, we've combined
service design, strategic consulting,
technology platforms and

operations excellence to deliver
tfransformative contact center
experiences that dramatically
improve the total cost to serve. We
help companies reduce customer
effort, enable contact center
employees, and continuously
optimize business outicomes
through digital CX transformations

CX Strategy

L L™
o

CX Technology CX Outsourcing

Every year, we design, deliver, and deploy thousands of complex CX
technology projects.

We integrate massive CRM systems, develop complex automation
algorithms, architect seamless self-service applications, and create next-gen
functionality with our proprietary IP.

We hold and manage hundreds of thousands of Saas licenses that route
billions of omnichannel interactions daily.

We operate a dynamic learning environment for our global team of full-
stack engineers to enable them to earn hundreds of certifications across the
most attractive CX technology platforms.

And as a result, we have continually been recognized as Partner of the Year
by some of the largest global enterprise CX tech players in the market.

NV Waterfield Tech
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Thanks!

Owen B. Robinson

VP, CX Strategy

262.707.8183
Owen.Robinson@Waterfield.com

NV Waterfield Tech
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Seamless Customer
Experience -
Combining Al,
Virtual Agents and
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