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Purpose and Scope

This deck provides the Ul, user experience and usability wherewithal to engage
customers and potential customers and provide optimal agent-facing solutions:
Presales, POC, Improvement, and Implementation.

It is based on a vast repository of customer engagements, design UX and usability
work, which is best encapsulated in our success with [CSP Namel.

In addition, a comprehensive map and links to training material is provided in the
“Training and Reference Material” section while for convenience, a summary of
UX/Usability activities and services is provided in the “UX Activities & Services” section

This deck is for purposes of awareness, reference and training
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Introduction and Background

Congratulations, [CSP Name]!

[Solution Name] has now been rolled out to 14,000 agents, with a total of 22,000
agents expected to be using it within a year. AHT (Average Handle Time) is
actually about 57 seconds better than they [Company Name] predicted it would
e in their business case.

[Solution Name] is definitely a nuke for [CSP Name]and provides a quantum leap
for our agents and customers
[CSP’s CTO Name]

Note: 2015
The solution was productized and rolled out to tens of CSPs worldwide and used by > 500K agents. It
1S the baseline for the new version release
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[Solution Name] — from [CSP’s Name] Perspective

Agents are staying in [Solution Name] and are not automatically switching to [Old
App Name] when they encounter new or difficult situations. This is a good thing!
Agents are showing excitement as they use [Solution Name] and delight in
discovering new functionality, actively sharing [Solution Name] stories and
discoveries with each other

Actual agent quotes:

Was this system designed by agents?

iCare improves my performance by 220%

The system is just wonderful

...you could have not done it better

Swaps are so easy

Anyone can change a plan now

| can’t mess this up

It does all the work for you

It told me what to do next

That WAS easy

This is awesome (completing a price plan change)
Do not make me go back into that dreaded [Old App Name]
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[Solution Name] Results

Improves the customer experience because agents can answer
customer calls faster, resolve service issues on the first call and
significantly reduce errors

Provides a single and intuitive interface for managing all customer
interactions

Provides contact center agents with the right information at the right
time

Makes customer-facing process much more efficient and faster
Improves efficiency of handset swap process by 68%, cutting screens
by 50% from eight to four and clicks from 13 to 6

Increases price plan change efficiency by 72%, cuts screen numbers by
50% from 10 to 5 and clicks from 27 to just 9
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Good Usability Is Good For Business

Today, we know what we assumed and suspected then...

Customer Experience Depends On User Experience”

Usability improvements for internal applications correlate to improved
business outcomes. We tested this correlation using a Forrester survey.
Results showed that improving the customer service agent experience
has a direct result on the service outcome:

V  46% of respondents said this correlation held true > 80% of the time

V  47% said that this correlation held true between 50% and 80% of the time

V 1% said that there was no correlation between a good agent experience
and service outcome

* Forrester: Improving The Agent Experience Helps Move The Needle On Customer
Satisfaction - 2011, Study commissioned by Amdocs
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Correlation between Agent Experience and Customer Experience

Choose which statement best describes your ability to correlate an improved agent experience to
better customer satisfaction? We can correlate a good agent experience to good customer
satisfaction ratings:

Less than 50% of the time . 6%

Thereis no correlation between a good agent
experience and customer satisfaction

This correlation is important and drives quantifiable business results that explain why comp:s
are focusing on improving the agent experience as one of their top goals for contact centers
move the needle on the overall customer experience
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