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Nate Brown
@CXAccelerator

All the #ContactCenter leaders who started their
omnichannel implementation in 2014 be like....

H#HCX #CCTR #CustomerService #Custserv

JUST ONE MORE MONTH
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Contact Center’
Strategic Impac
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Improving customer experience is the fastest-growing priority area for
surveyed customer care leaders.

Priorities for customer care 19
leaders, 2022, percentage

point increase vs 2019' @
_._
—o— —0—
Customer Contact Al Service call
experience volume assistance revenue generation
improvement reduction deployment increase

'For 2022 (Q4 2021), n = 167; for 2019, n = 102.
Source: McKinsey 2019 State of Customer Care Survey; McKinsey 2022 State of Customer Care Survey, Q4 2021

McKinsey
& Company
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Thank you!
Learn more at ujet.cx



NICE ’

CrmXchange
Roundtable

Three Market Trends to Expect in
2023
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Learning Fuels of the Future

@ WEM administrator's role is shifting from a tactical focus

AN to a more strategic role

— Machine learning based forecast are being applied more
to the long-term planning process

Al is managing forecasting/scheduling of digital channels

N/ More predictive analytics by using Al technology in the
i coming years to better align with WFM recommendations*




Focus on the
Agent Experience
with Flexible
Self-Scheduling

J

High rates of agent attrition exacerbated by
the Great Resignation has forced contact
centers to depend on WFM solutions scheduling

One in five workers plan to quit their jobs
In 2022 according to PwC’s Global Workforce
Hope and Fears 2022 Survey

Agent empowerment with self-scheduling
and gamification

Enhanced mobile capabilities due to hybrid
and WAH staffing models

NICE



Rapid growth is occurring in contact
centers, mostly due to increases in

Growth In the
Both offshore and onshore business process BPO PartnerShipS

outsourcing (BPO)s are expected to continue
as contact centers struggle
to retain and/or hire agents*

The worldwide BPO market was estimated . .
at and is predicted

to increase at a 9.1% compound annual
growth rate (CAGR) from 2022 to 2030**

13



14

Andrea Matsuda

Senior Product Marketing Manager

NICE, Ltd.
+1 (402) 210-6147
>4 Andrea.Matsuda@nice.com
@  www.nice.com
im  Linkedln @Andrea Matsuda
< Twitter @AnnieMazda
! Facebook @Andrea Matsuda




Thank You

NICE -+,
Make
experiences




Customer Service and

CX Megatrends for
2023

Aditi Mehta

Director Go-to-Market, Experience
Management

August 11, 2022

VERINT



Holistic Customer Engagement

DIGITAL

Text Analytics

Digital Feedback

Social Media

CX/VoC Solutions

Digital Behavior Analytics

© 2022 Verint Systems Inc. All Rights Reserved Worldwide.

CONNECTING THE DATA
A HOLISTIC, FULLY INTEGRATED PROGRAM

CONTACT CENTER
Enterprise Recording
Automated Quality
Performance Management
Workforce Management
Speech Analytics

Desktop & Process Analytics
Voice Surveys

Survey Management
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Trends We Are Watching

Think omnichannel no matter where
you are In the organization

Create a CX Center of Excellence
and Breakdown Organization Silos

Employee Feedback i1s Essential For
a Holistic View of the Customer



Think Omnichannel

Companies are pushing the boundaries of customer engagement because
they have no other choice

Phone experience still matters

PREFERRED METHOD OF ENGAGING WITH INSURER

Silent -

Baby boomer 47%

|

o
o
=2

Generation X 30%

Generation Z 26%

® Phone Visit insurer's website Used mobile app @ Chat or email In person @ Other Depends on the purpose

Individual percentages may not sum to 100% due to rounding.

v © 2022 Verint Systems Inc. All Rights Reserved Worldwide.



However, the complexity is daunting

Hypothetical Enrollment Journey

STARTS IN DIGITAL SELF-SERVICE ENDS IN DIGITAL SUPPORT

EMPLOYER 18% 229% EMPLOYER

INSURER PHONE 17% 219% INSURER PHONE

INSURER DIGITAL SUPPORT 10% 11% INSURER DIGITAL SUPPORT

INSURER DIGITAL SELF-SERVICE <0 2675 INSURER DIGITAL SELF-SERVICE

10% OTHER

OTHER 9%

v © 2022 Verint Systems Inc. All Rights Reserved Worldwide.




| PLACED AN ORDER ON
YOUR WEBSITE AND IT
STILL HASN'T SHIPPED.

IT COULD BE
A PROBLEM
WITH OUR
WEB TEAM.

OR OUR
TECHNICAL
TEAM.

o
ek

OR OUR
FULFILLMENT
TEAM.

!

OR OUR OR OUR
INVENTORY || PAYMENT
TEAM. TEAM.

BUT | CAN'T
ACCESS THEIR
SYSTEMS, SO
THERE'S NO
WAY TO TELL.

AREN'T YOU
ALL PART OF
THE SAME

NO, I'M
ONLY IN
CHARGE OF
EXCELLENT
CUSTOMER
SEQVICE.

v © 2022 Verint Systems Inc. All Rights Reserved Worldwide.

® marketoonist.com




CX Center of Excellence

Breakdown the silos, don’t be a cost center, be an opportunity center

100%

of interactions are
Recorded

1%

are reviewed or
analyzed

© 2022 Verint Systems Inc. All Rights Reserved Worldwide.




Tackle the complexity and lead the way

Feedback doesn’t matter unless you can process it, turn it into insights,
and communicate it across stakeholders

_o
& =% 4
Af|-0
BEGIN GROW LEARN GROW
Scalability without Action through quick Influential factors for Strategy and practice

losing flexibility wins and execution lessons learned centralization

v © 2022 Verint Systems Inc. All Rights Reserved Worldwide.



Employee Experience & Feedback

Digging a little deeper for customer insights

© 2022 Verint Systems Inc. All Rights Reserved Worldwide.




An Outside-In Approach to Drive Value

Where employee What it means for your
feedback drives value: business:
« Customer insights « Happier employees
* Process improvements « Greater retention
* Productivity innovations * More satisfied
- Product selection or customers
merchandising trends « Continuous feedback

loop

© 2022 Verint Systems Inc. All Rights Reserved Worldwide.




Trends We Are Watching

Think omnichannel no matter where
you are In the organization

Create a CX Center of Excellence
and Breakdown Organization Silos

Employee Feedback i1s Essential For
a Holistic View of the Customer
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Thank You
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