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Customer Experience As a Journey
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To Comcast or Not to Comcast? A Customer Experience Decision.
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8 Forces Driving Customer Service to the Rbstlern Contact Center

~ Multi-channel awareness
S S e Social Media awareness
customer experience

Big Data

Reailtime Busines<entric

Empower Independent (aehoc) analysis
Managers . .. :
Mobile decisioAamaking

- Visualization
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. The Enterprise & the role of the
Customer Experience

. Customer Experience Officer
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Assessing Each Trend
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Customer Panel

SelfAssessment

Survey Benchmarking

What is the trend? How important is it? What questions
should | ask about

Why is it relevant? How timely is it? my operations?

Attached within
the presentation
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The Performance Management Customer Panel and Survey

The Survey Dimensions: Importance & Time-Frame
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Maintain a holistic understanding of the customer experience, 1) acros
multiple channels and 2) is inclusive of Social Media activity.
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Maintain a holistic understanding of the customer experience, 1) acros
multiple channels and 2) is inclusive of Social Media activity.

Performance Management Customer Panel
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3. Leverage Contact Center data for a larger Big Data strategy to
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3. Leverage Contact Center data for a larger Big Data strategy to
understand the customer experience at the Enterprise level.
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Performance Management Customer Panel
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Enable Managers as independent decision-makers: 4) analyze
performance data ad-hoc, 5) In real-time and business-centric

Destination Queune S v Report 12/9/2008
Queue Name Offered Answeved ABA% DCP PCP AHT Afg Wait ASA S
Basic Banker Control 25 219 27% 2524 335 2559 2778 93
Basic Banker Pilot 1,599 1,581 522 287
Business Lucent 4275 4,198 43 171
Cantonese 33 33 2415 37
Consumer Lucent 15,159 14,367 405 425
Consumer Nortel 84,931 77,975 569 335
Consumer Nortel Plus 1,150 1,053 587 171
Exec. Office 293 253 2731 441
Investments 329 318 326 120
Mandarin 125 120 2351 168
OCS First Level 802 m \ 632 38
Ops Specialists 6,813 6,407 1635 218
Personal Svc Transfer 80 43 455 190
Prem Ops Spec 512 448 1454 238
Premier Backup 663 663 0.0% 2953 89 3042 329 135
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