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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.
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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.
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The Engagement Capacity Gap

Top Customer Engagement Challenges
Impacting Organizations

Interactions &
Channel Growth

Customer
Expectations

@) O 0 Staff shortages and
Workforce @ 54% labor challenges
Dynamics

Budget cuts and pressure to

U U 5 1 % reduce costs associated with

customer engagement
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2021: The “Great Resignation”

47.8M ~4.4M 44%

million people people quit their of employees
quit their jobs jobs in Feb 2022 were
in 2021 “job seekers™

*job openings were
«avg 4 million/month near record highs

- layoff rate was
near a historic low

*WTW 2022 Global Benefits Attitudes Survey




AX:. The Agent Experience



2024: The Agent Experience Is a Top Priority

* Businesses want to retain their top staff and reduce workforce churn

« Agents are increasingly seen as the face of the business, and best
positioned to drive customer satisfaction and loyalty

« Agents face enormous cognitive load as they try to understand the
context around numerous customer scenarios during a shift

« The new workforce expects modern tools and technology to support
their daily tasks



Question:

Does your company recognize,
and act on, the correlation
between agent experience and
customer experience?
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The CX-Cost Equationm

Balancing the delivery of exceptional customer
experiences while lowering the cost to engage.
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Contact Center Agents have 2 Challenges Each
Time They Are Presented with a Contact

What do |
need to do to

Who is the
customer and

what do they
want?

support
them?

© 2024 Verint Systems Inc. All marks referenced herein are trademarks, registered or otherwise,
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AX: Interaction context gathering

Current
Journey

Previous

Products Journeys
Outstanding
Issues i
Profile
Digital activity Interactions

with other staff
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AX: Engagement support

Current
Journey

Previous
Journeys

Products

Outstanding

Issues .
Profile

Digital activity Interactions

with other staff
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Al driven
Suggested
Actions

Contextual
Knowledge

Interactive y——
Scriptin
PEng Templates
Case Workflow into 3rd
Management Party Systems
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Agent Needs

Key Requirements for a Successful Agent Experience:

OMNI-CHANNEL ENGAGEMENT REAL-TIME ASSISTANCE EMPLOYEE ENGAGEMENT
@ Self-Service Handover ‘:@ Agent Assist 4~ Coaching and Training
3 onrichanne nbos @ Knounctoe. 3 G

\ \éﬂi;:g&(énl?(ie%ittal 2 Response templates BEf  Work Schedules

_51 Egg;ilgg,o(r?ueueing & Q Customer Profile M Peer Gamification

=

Customer Context Reporting
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Happy Employees
Make Happy Customers

Companies can provide...

easy-to-use tools

real-time assistance, readily
available access to accurate and
timely information

transparent performance goals

tools for easily managing shift-
based work
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Question:

How are you able to find the
proof points for making agent
experience improvements?

17



5 Key Strategies
for Improving
The Agent Experience



Key #1.:

What Al &
Analytics Can
Do to Help
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Leverage Customer and Agent Interaction Data To
ldentify Opportunities for Automation

Commerce Refunds

Identify opportunities
to remove points of Retention Care
friction within the
customer journey

i eserved Worldwide



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

© 2024 Verint Systems Inc. All Rights Reserved Worldwide.

Workforce Performance

Operational Analytics Analytics

Trend Analysis

“%ﬁ’ 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
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VERINT

Enterprise Feedback Mana...

INTERACTION ANALYTICS

Dashboards ~ Speech Sentiment Text Sentiment Unified Sentiment

(3 01/20/2023 to 01/27/2023 & 2,962 Interactions (3 01/20/2023 to 01/26/2023 2= 3,349 Interactions 3 01/20/2023 to 01/27/2023 & 6,311 Interactions
1A - Sentiment

M Interaction Sentiment

\ ) \

Neutral

W Interaction Sentiment ¥ Interaction Sentiment

|A - Impacts

I1A4 - Categories/Employees

1A - Hourly Trends

Interaction Analytics Negative Neutral

Interaction Analytics

. . 2 .6 2 2 2 2 2 2
Interaction Analytics
Last Period: -0.5 Last Period: 0.2 Last Period: -0.4

Alert & Act

Cases

Sentiment Distribution by Channel

W
Data Sources £ 01/20/2023 to 01/27/2023 & 6,311 Interactions

Unified VoC v

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

Library %

Administration
Speech

Configuration

Unified

Interaction Analytics Impact
(3 01/20/2023 to 01/27/2023 = 6,311 Responses

Drilling into negative
drivers of sentiment can
unearth high-friction
areas that affect CX

o v © 2024 Verint Systems Inc. All Rights Reserved Worldwide.
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VERINT

Enterprise Feedback Mana...

Dashboards ~

1A - Sentiment

IA - Impacts

Unified

14 - Categories/Employees
14 - Hourly Trends

Interaction Analytics

Interaction Analytics Impact

Interaction Analytics
[ 01/20/2023 to 01/27/2023 & 6,311 Responses

Interaction Analytics ® Low Impact Neg. Sentiment & Low Impact Pos. Sentiment ~ # High Impact Neg. Sentiment ~ ® High Impact Pos. Sentiment

Report & Analyze v 2000 Interaction Count

High Impact Neqg. Sentiment High Impact Pos. Sentiment

.
Travel Voucher

W Alert & Act v

Cases

.
Data Sources b 1000 \n*:\igm

(]
Oyalty Miles

Unified VaC

.
Lost Luggage

Library

Administration Low Impact Neg. Sentiment Comglaint ‘ESCGEUOHS K“DW"EUQE-‘ Low Impact Pos. Sentiment

-1.25 -1 -0.75 -0.5 -0.25 0.75 1 125 1.75

Intera:

Brands can prioritize , :
. Categories Volume & Sentiment Word Cloud
based 0 n d rlve rS of £ 01/20/2023 to 01/26/2023 2 6,311 Interactions
. . M Very Negative I Negative [ Neutral M Positive [l Very Positive
negative sentiment as R
gent rFrustration

well as volume of Overage Booking Services Loya|ty Miles v Te t Uncategorized

Nice A t
ice Agen Channel Hoppir

interactions. Cancel AccountHolds

Escalations Channel Hoping Tra Ve I VO u C h e r V-Deliveries complaint

Knowledge Emotions ) 1 13~ Al A _ L A\
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Key #2:

Use

CX Automation
To Reduce
Strain
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Intelligent Virtual Assistant

H iri H H Flight Delay:

* Handles common.lnqumes, reducing inbound Vi1 e o
volume and focusing human agent effort on more has been delayed by 32 minutes
complex scenarios that require empathy —

| received an alert about my
: = i daughters flight being delayed. Are

¢ Dellve_rs human emulated, conversa!tlongl Al Fe

powering personalized, secure and intelligent

. . You received an alert because you

|nteraCt|0nS across any Channel are subscribed to flight updates.

o L . The best way to check for flight
* Supports omnichannel with voice, digital, and | dace s i e ey
1 - a oplie ApPp or Visit N >://
messaging via a single language model |

* |ntegrates seamlessly with your existing systems,
applications, and data

| I'm
@ (W REY RV B R U RIS LON B

A1 K5 (DY RN G BRI BN NIKH N

nZXCVBNM®

123 space
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VERINT = Available v | (00:04:26) v

Channel Automation

Common Activities n Automations Notes (3)
@ Via Default (Default Queued Messaging Type) £ A RS Mr Richard Smith
Create Case .
Suggested Actions
® Identify Customer Lorem Ipsum color SIt amet, consectetur v Platform display name Messaging platform There are no suggested actions.
Knowledge Centre adipiscing elit, sed do eiusmod tempor Dick Smith O WhatsApp
Script Discovery incididunt ut labore et dolore magna aliqua.
dolor in reprehenderit in voluptate velit esse Messaging platform handle Username
Search Cases cillum dolore eu fugiat nulla pariatur. 441234 567890 01234 567890

View - Messaging Bot - 12 Mar 2023, 12:16 Entry point Something else
Interaction EO WhatsApp Connection More space for info here
! Other Activities v ) .
RS Lorem ipsum dolor sit amet, consectetur
adipiscing elit, sed do eiusgfhgf hgfhfmod
| . tempor.
Upon escalation to an agent Templates andweb linke
p g ] Richard Smith - 12 Mar 2023, 12:16
Templates Web Links

= T —
the Self-SerVICe TranSfer i No problem - I'll hand you over to an agent ° i
Bot hel ts quickl o oty o o ot o0 5 & (A 2 ®m
O e pS ag e n S q u IC y Bot - 12 Mar 2023, 12:16 Most used v Search in category Q Search knowledge Q)@
)
. . . _ 13 : i ‘ . . ]
u n d e rSta n d th e Cu Sto m e r S Handing over conversation to live agent - 13:15 Lorem ipsum dolor sit amet, cons Lorem ipsum dolor sit amet, cons
- o 0 ectetur adipiscing elit, sed do ectetur adipiscing elit, sed do

p rl O r CO nve rS atl O n Wlth th e ea Da Vinci Summary eiusgfhgfhgfhfmod tempor... eiusgfhgfhgfhfmod tempor...

Cus er receiv ive notification i ir )
Customer received a proactive notification stating that the Category > Template Title

Open Knowledge Centre

flight was delayed by more than 30 minutes. The customer Category > Template Title

Vi rtu al aSS i Stant . stated they are concerned they are going to miss their

connecting flight and requested further assistance. Lorem ipsum dolor sit amet, cons Lorem ipsum dolor sit amet, cons
ectetur adipiscing elit, sed do ectetur adipiscing elit, sed do
eiusgfhgfhgfhfmod tempor... eiusgfhgfhgfhfmod tempor...

Category > Template Title Category > Template Title

Lorem ipsum dolor sit amet, cons Lorem ipsum dolor sit amet, cons
ectetur adipiscing elit, sed do ectetur adipiscing elit, sed do
eiusgfhgfhgfhfmod tempor... eiusgfhgfhgfhfmod tempor...

Category > Template Title Category > Template Title

. v © 2024 Verint Systems Inc. All Rights Reserved Worldwide.
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VERINT 4 Available v | (00:04:26)

Channel Automation

Common Activities ~ Automations Notes (3)
@ Via Default (Default Queued Messaging Type) £ A RS Mr Richard Smith
Create Case .
Suggested Actions
® Identify Customer Lorem Ipsum color SIt amet, consectetur v Platform display name Messaging platform There are no suggested actions.
Knowledge Centre adipiscing elit, sed do eiusmod tempor Dick Smith (© WhatsApp
Script Discovery incididunt ut labore et dolore magna aliqua.
dolor in reprehenderit in voluptate velit esse Messaging platform handle Username
Search Cases cillum dolore eu fugiat nulla pariatur. 441234 567890 01234 567890

View - Messaging Bot - 12 Mar 2023, 12:16 Entry point Something else

Interaction EO WhatsApp Connection More space for info here

Other Activities v R . .
S Lorem ipsum dolor sit amet, consectetur
adipiscing elit, sed do eiusgfhgf hgfhfmod
tempor.
Templates and web links
Richard Smith - 12 Mar 2023, 12:16
Templates Web Links

No problem - Il hand you over to an agent, °

e ol G DT Categories > All Categories @i Q n o wm G

- B Most used v Search in categor Q,
Bot - 12 Mar 2023, 12:16 gory Search knowledge Q @ -

Handing over conversation to live agent - 13:15 Lorem ipsum dolor sit amet, cons Lorem ipsum dolor sit amet, cons Open Knowledge Centre

ectetur adipiscing elit, sed do ectetur adipiscing elit, sed do
ea Da Vinci Summary eiusgfhgfhgfhfmod tempor... eiusgfhgfhgfhfmod tempor... same Day Figh: BRIEE o5

Customer received a proactive notification stating that their Categary > Template Title Category > Template Title @
flight was delayed by more than 30 minutes. The customer
stated they are concerned they are going to miss their How to change your fiight
connecting flight and requested further assistance. Lorem ipsum dolor sit amet, cons Lorem ipsum dolor sit amet, cons

ectetur adipiscing elit, sed do ectetur adipiscing elit, sed do

eiusgfhgfhgfhfmod tempor... eiusgfhgfhgfhfmod tempor...

E Can | change my departure or
Category > Template Title Category > Template Title arrival airport?

Reply...

While the Agent is engaged with the
customer, Guidance & Knowledge
suggestions are provided based on
real-time analysis of the active
customer conversation.

o v © 2024 Verint Systems Inc. All Rights Reserved Worldwide.
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Key #3.

Provide a
“Single Pain of
Glass™ Agent
Workspace

© 2024 Verint Systems Inc. All Rights Reserved Worldwide.
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Seamless Omnichannel Work Experiences

Omnichannel Workspace to Reduce Handling Time and Increase Consistency

VERINT ; [ L B Avaiable v (00:04:26) | v
Channel Automation E

Common Activities

* Agents can be blended across voice V | T
and digital channels, enhancing SR

There are no suggested actions

i i Edit customer
= Edit Customer RS ' MrRichard Smith
roductivity, and engagement
) Email Ref number Email address Address Callback scheduled?

ccé firstname.surname@organisation.com 12 Street No

Contact History Dulisville

Send Whitemail Date of birth Telephone Somewhere Region Can be deleted?

* Full interaction history across

Wrong Customer Twitter ID
’ W @RiccardoTheSmith F——

.
Customer on flight booking page asked about how
3 unaccompanied minor tickets were purchased and what the

Latest Contact - View All cost was. Shared knowledge article related to traveling with
lap infants, unaccompanied minors, etc.

self-service, and assisted channels M= =~ e -

B8 2 days ago (13/06/2023 13:30) («] B8 2 days ago (13/06/2023 13:30) () B8 2 weeks ago (13/06/202313:30) @

.?. Agentfirstname Surname .f, Agentfirstname Surname :. Firstname Surname

* Complete customer context i = 2o

Recent Cases - View Al

* Drive channel containment with a i samaiein | (R sorscupeeion.

© Case type for all complaints @ Case type for all complaints

hybrid workforce: bot to human and ST B &y e
human to bot handoffs

29
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Key #4.

Flexibility
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Flexibility
IS a MUST

* Scheduling flexibility
* Work/life balance

* Flexibility in TYPE of work,
through cross-training and
knowledge management




Reimagine Agent Schedule Flexibility

Elevate the agent experience (AX) with Al-powered scheduling

Contact Center: Contact Center:
 Supervisors manually Increasing « Bot empowers agents to make
approve shift changes CX Automation schedule changes without

« Agents stuck with inflexible Impacting service levels

choices call in “sick” « Bot elevates EX, reduces attrition,
Increases workforce productivity



Flexible scheduling

* Access schedules
from anywhere

* Bid for shifts or request swaps
anywhere—qgreat for home-based
and part-time

* Create and monitor requests
* Receive push status notifications

* View KPI scores
to understand performance versus
goals

© 2024 Verint Systems Inc. All Rights Reserved Worldwide.
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Ask Verint [Z] History

Hi Sean,
Happy Tuesday!

How can | help you?
Swipe for more commonly asked questions

When am | working today? Where am | working?
Can | schedule time off? Can | change shifts?
How do | swap shifts?

Type your question here...

Insights
o @

My Average Quality Score

Total By Location

(X

Calls Chats Emails
(1400) (300) (620

My Adherence by Work Location
Total Day of Week

Office Home
(14 Hours) (30 Hours)

Non Approved Out of Adherence

0.64%

17 mins. out of 44 paid hours

33



Key #5:

Iterate Over

Time

v © 2024 Verint Systems Inc. All Rights Reserved Worldwide.
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Question:

How do you measure
improvements in the agent’s
overall success?

l.e. productivity, efficiency,
wellness, or KPIs like AHT, FCR?

35



Contact Center Scenario

2,000 seat contact center planning for a 20% increase in interaction growth

Deploys a team of bots to increase workforce capacity

100% of 50% of 50% of 10% of

interactions interactions interactions interactions
| |

Deploying a Team of Bots Can Drive a
20% Increase in Agent Capacity

Team of Bots to Increase
Workforce Capacity

Verint Gets Paid Based on
Bots' Volumes of Interaction

36



Brand Economics: Significant Savings
Adding bots instead of agents results in $14.7 million annual savings

Agent Option: Add 400 Agents Bot Option: Deploy a Team of Bots
Total Workforce: 2,400 Agents Total Workforce: 2,000 Agents + Bots

Interaction Performance Knowledge Advanced
Wrap-up Coaching Suggestion  Containment
Incremental Labor Cost Incremental Bot Cost

$16 Million $1.3 Million



Elevated
consumer
expectations

Workforce
requires
automation

Budget & Resources Time

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



Integrated bots enable
in-channel automation
for common inquiries

Increasing Interactions +
Elevating Expectations

/

Budget &
P Resources

Time

© 2023 Verint Systems Inc. All Rights Reserved Worldwide. 39
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Integrated bots enable
in-channel automation
for common inquiries

Increasing Interactions +
Elevating Expectations

I\

Seamless handover to
et & > ------------ live agents to handle
urces more complex inquiries

Time

© 2023 Verint Systems Inc. All Rights Reserved Worldwide. 40
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Increasing Interactions +

Elevating Expectations The balance of work

between human +

virtual assistants allows
One Workforce to increase:
y » Capacity
* Flexibilit
\ - - y
« Agility
et & > ------------
mIrces
%
Time
v © 2023 Verint Systems Inc. All Rights Reserved Worldwide. 41
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volaris -:::-

Bot Containment Rate,
without need to escalate
to a human agent

Increasing Interactions +
Channel Growth

Conversations handled by
contact center agents,
with 10% resolved via
rules and filters

Time

© 2023 Verint Systems Inc. All Rights Reserved Worldwide. 42
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volaris _:::_ Scaling CX Automation Yields
Talent Management Advantages

Increasing Interactions +
Channel Growth

YoY Growth Of Customer
Engagement Channel
Volume

Increase in Number of
Agents, Despite Increase
of Inbound Volume

Time

© 2023 Verint Systems Inc. All Rights Reserved Worldwide. 43
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Solving the CX-Cost Equation

Leverage CX Automation Across the Verint Open CCaaS Platform

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

* Share tasks between humans and bots in a hybrid o of e A

Employee Digital Channels

workforce to effectively manage an increasing
number of interactions

Da Vinci™ Al

° Support digital-first engagement to orchestrate ., Engﬁ;“ )
customer journeys with a connected experience % e

IVA for Voice

across the channel or channels of choice , 'end Dighai

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

© 2024 Verint Systems Inc. All Rights Reserved Worldwide.



VERINT

Unleashing the Power of CX Automation for
Enhanced Customer and Agent Experiences

Wednesday April 24, 1pm EST

Keith Dawson

Director of Research, Customer Experience,
VENTANA RESEARCH, now part of ISG

Jason Valdina

Senior Director, Engagement Channels
Go-to-Market Strategy
VERINT

T © 2024 Verint Systems Inc. All Rights Reserved Worldwide.
N CONFIDENTIAL AND PROPRIETARY INFORMATION OF VERINT SYSTEMS INC.



Thank You

VERINT
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