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DIGITAL TRANSFORMATION IS A JOURNEY
Original Expectations Not Being Met...and That's Okay!

Organisations view to date:

ONLY

19%

Disrupting the
Market

69%

LESS THAN

Extremely
Successful

AVAYA Avaya - Confidential & Proprietary. Use pursuant o your signed agreement or Avaya Policy Source: IDC research commissioned by Avaya, March 2018



PRIMARY DRIVER: EMPLOYEE PRODUCTIVITY / EFFICIENCY

Highest growth companies focus on CX

COMPANIES WITH HIGHEST REVENUE
GROWTH HAVE A HIGHER FOCUS ON
CX TRANSFORMATION

Increase employee productivity/efficiency YA

Deliver better customer experience

Support new-products and revenue

Reduce IT costs

Reduce LOB costs
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Respond to competitors disruption with DX
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CONSUMERS JUDGE CX ON MULTIPLE CRITERIA

When Deciding Who to Factors that Create
DO BUSINESS WITH ) GREAT EXPERIENCES

EASE of finding

products/services
e o®) PRICE

High Quality
SERVICE

(1
ey

3

‘ e ) CUSTOMER
[k |

SERVICE

TIMELY delivery

@ & ©

.

Source: IDC research commissioned by Avaya, March 2018
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MANY ORGANIZATIONS ARE STILL
GETTING THE BASICS WRONG

() of Issues or transactions are
g not resolved on first contact

Regarding their last issue or concern consumers say the followrng:‘-\j

22%

not resolved
~ quickly

21%

not satisfied

with interaction
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Getting the Customer
Experience Right




DIGITAL IS ABOUT FINDING
THE RIGHT BALANCE

Human Touch Still Required

40% want-human assistance
to return a product

want human assistance
to file a complaint

access to a specialist
rather than a general
customer services rep

@ of consumers require

of organisations find it difficult to
blend human and digital interactions

Source: IDC research commissioned by Avaya, March 2018
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TRANSFORMATION CONTINUES TO
BE A SILOED EFFORT

But the Experience is Often Only as Good as the Back Office

CONSUMERS ORGANIZATIONS

3'd most important .-
factor in buying decisions - ..

is timely delivery

following purchase
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TECHNOLOGY CAN IMPROVE CUSTOMER EXPERIENCES

And Companies Need to Channel Agnostic Communications Capabillity!

CONSUMERS ARE OPEN TO USING ADVANCED TECHNOLOGY

36%

Virtual /
Augmented

RCEUNY

30%

Virtual
Support
Assistants

32%

Internet
Enabled
Smart
Devices

33%

Voice

Recognition

10

86%

of organlzatlons
Want a free flowmg
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THE JOURNEY STARTS WITH A SINGLE INTERACTION

=]
chats (=J)  Video chat (O =
online with agent Receives

with text of

',
iy
-
//
4
el
\ v
) .
AR 4
- y |\
3 -

| chatbot Signs up delivery \l}"l
O for shipping ' Checks mobile
alerts app '
Learns = — for support -plan
of new @ Orders E = .
product O .
P pr(idglctt Signs up for
: : on table — confirmations via
Asks social media for :] email and SMS

recommendations

And increased ' A
Customer. Lifetime Valuel - =

Which drives higher
Customer Engagement

Contributes to the overall
Customer Experience

Each Customer
Interaction
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RIGHT CONNECTION

Choice and control in connected customer journey

=
@;‘] Orders @

product on tablet Calls about
Learns of support plan
new product
Chats _ —
online with [ Email order (=727 Receives text =()
sales agent confirmation of delivery
' Ask a |
friend her O .
opinion = ,
Checks . | @ .' -
the website , 'Signsupfor. .. ... ... L L
7 shipping alerts: -« .
Ir I AC R TS TR ERar e B T 3% L i N bt ‘

s & 0 °
............

Customer Journey
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RIGHT CONTEXT

EXPERIENCE AVAYA

POLAND

)

Learns of
new product

Chats
online with
sales agent
Ask a O®
friend her ca
opinion
Checks the
website

zz

=3
= ERP
Marketing .
=3
CRM
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Store

Intelligent, Personalized, Seamless Experience

= Q

Orders
product on Calls about
tablet support plan
Email order % Receives ELIE]
confirmation text of
delivery
Signs up for

shipping alerts

&

Context
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RIGHT CONTEXT
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Customer Journey Visualisation

&«

Avaya Oceana™ Workspaces

Julia Lim

Wireless > Support

c

“it is telling me that my account is. *

X

e 28

)
J

Bob Hope

Customer-Address

Customer-Phone
Customer-Email
Last-Sentiment
My_interaction

(,\> Journey Information

Julia Lim

Canada

+16135559651

I compuglobal conm
Fai

2 Email, 1 Voice

@ Customer Journey
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Apr 21 Apr 22 Apr23 Apr24 Apr 25 Apr 26 Apr 27 Apr 28,2016
O ool Ready
AVAYA J O = Station ID: 1107 Ready

AVAYA



RIGHT TIME
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Intelligent, Predictive, In the Moment

kgl | Analytics Driven

X Sales
B Context' Aware Logistics Fulfilment

h | Workflow Driven

2 Proactive

/P | Personalised

15

Contact Centre

Customer
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RIGHT RESOURCE
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Real-Time, Contextual, Attributes-based

Enterprise wide
automated or assisted




RIGHT EXPERIENCE
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Wi Carrier = 1:20 PM @ 7 @ $ 100% )

< Messages Mobile Chat Details

Text Message
Today 3:03 PM

0@) Hi, how can i help you

today?

Helle, how long will a

payment take to reach
my credit card?

RA The funds should reach
IZ N your account on the

same day.
Thanks, that's great.

Send

SEAMLESS EXPERIENCE
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Customer Driven, Personalized, Omni-channel

Avaya Oceana™ Workspaces

“it is telling me that my accountis *

sormy about the wait, how can | help you?

itis telling me that my sccount is suspended.

i

ok, i can help you with that. can you provide your account
lease?

Agent Assistance) IO

[ o e B~ 6] Comeuns

© File Edit View Favorites Tools Help

Home > Products > >
e £ .
5 .P. SCS < * lessaging
o e
3
Ll Me 1015 AM sase and speed to your UC strategy. From a si
ot le whole

sktop mode, Contact Avaya or an Avaya Auth

sam

SCS 2000 Video Conferencing is an on-premise
solution that provides an outstanding video
conferencing and collaboration experience.
Would you like to speak about this?

Me 1015 AM

Yes

saging
Solutions with User Experience Choices and D

sam
OK. We can do that very easily.

Sem s rephing ictivity with a Familiar User Interface.
or Microsoft Exchange Message Store
Based Auto Attendant




Provide
connected
multimedia

and business
touchpoints
(CRM)

Eliminate

silos with
omnichannel
services
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Blend

digital and voice
channels (Avaya
and non-Avaya

DELIVER channels)
THE RIGHT
CUSTOMER
EXPERIENCE
Connect
internal and
external ...
i "'p'r'ciéesses
‘Match- .. = (10T). -
EUSIOMerS. "~ Phetassatop osi
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Avaya Cx Solutions
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ELIMINATE DISJOINTED AGENT AND SUPERVISOR
EXPERIENCES

o
Q
il

Interactions

Agent Perf

L
. e Engagement 10 Segment Type AgentName  Chanmel Routing Service (D
. I 6o, Emity
20 McClure, Draven Tansfered Bird, Emily ® Chat Channel ChatiLang.
" I vy Derrick -
[ Viooc! Adam
10
s Barge
Offered Answered  Not Answered  Abandoned al23dg  Called Channel ChatiLang.
- Gedbaini s Eaing T T T
Answered Adandoned sults ansferred

73 11 13 5 Tt = ro— =

B, Emily Unavaiabl o0

Supervisor Assists =

[Ready
[ Ready
[ Feady

Campbell Jay

Clarke. Jamar

Agents | | - |
and Experts | s gy el R it
Supervisors
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CUSTOMER JOURNEY INSIGHTS DELIVER PERSONALIZED
SERVICE AND COMPLETE INTERACTION CONTEXTS

See all touch points across all channels

. Expose all layers
of the customer journey
' and CRM records

Personalize customer interactions ~
» - equipping agents with complete
Interaction details "~ :

o Anticipate service requests and .
drive upsell-and: Cross- -sell revenue

21
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DIFFERENTIATE YOUR CX WITH A POWERFUL
MOBILE AND WEB EXPERIENCE

it Carrier = 1:20 PM ® 7 © % 100% == il Carrier = 1:20 PM @& 7 9 3 100% =)

< Messages Mobile Chat Details

Text Message
Today 3:03 PM
Hi, how cani help you

today?
Need help?

Talk to a support agent

Hello, how long will a

payment take to reach
my credit card?

The funds should reach @ Call us

your account on the

oo same day. O
| | We'll connect the call for free Y
Thanks, that's great using your internet connection
. :

Active Elapsed Time: (1:30)
Current Wait Time is:

YN 2 ®

3 Minutes

Send

AVAYA © 2018 Avaya Inc. All rights reserved.



EXPERIENCE AVAYA

POLAND

IMPROVE RESPONSIVENESS AND ELIMINATE CUSTOMER

FRUSTRATION

Automated and live agent web chat

Decrease response times and reduce
costs using chatbot automation

Increase agent productivity
with multi-session handling

Drive informed experiences
with full context of automated
and live chat dialogs

Ensure consistency and efficiency

Empower supervisors and provide real
time quality assurance and assistance

e ) l http://www.avaya.com/usa/products/communication

-and-messaging/ D-~-0 H Commun it

. File Edit View Favorites Tools Help

.’ s c s Solutions Products Services Case Studies

> Products > Unified Communication

LIVE CHAT

“5Cs 2000 Video Confer
It thtp vides

co ing a d IIb t

Wo ldy like to speak aboi tth

Lo
Lo’

> Communication and Messaging

"~ essaging

2ase and speed to your UC strategy. From a si
le whole integrated collaboration environment
sktop mode. Contact Avaya or an Avaya Auth

Solutions with User Experience Choices and D

[ctivity with a Familiar User Interface
or Microsoft Exchange Message Store
Based Auto Attendant

_..ator
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PERSONALIZE OMNICHANNEL INTERACTIONS WITH
EASE AND EFFICIENCY

SMS, emall and social customer interactions

C Accelerate response times with
j automatic CRM screen pops

L2 [ et .
SR i ° Personalize the customer
: <2 experience steering interactions to

resource via advanced attribute routing

oao Individuali omer mtqactlons
"= by modifyin d# resp‘§es

Increase agent re *onsw

0? you lost my bag?
Q0% | somyyouare having

problems with your luggage.

Claro Pert shared Huawei Mobile P¢
8 May 19 at 9:26pm

Thank vou for the infarmation

Ni un #CelularManchado mas, jsigamos diful
ONETOUCH HTC Pert OLO




REDEFINE & PERSONALIZE
YOUR WEBSITE CX

Co-browse and collaborate

= Help customers find information

= Reduce customer effort by jointly
browsing web pages, completing
web forms

= Ensure PCI compliance by
masking sensitive data

= |ncrease customer satisfaction
with ability to initiate co-browsing
during voice and chat sessions

» oy, “Q Py
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ENHANCE THE CX WITH VIDEO

Personalize and enrich customer interactions

_ Enrich the CX offering mobile app,
{b website, and kiosk visitors the ability to
click to video enabling to all show and tell

B Video Call » @ G

= 353821671024

Streamline, identify
and improve engagements

e and increase satisfaction

decw@makmg, ing
i

Improve eff &ncy b
receive di it inters

WS, w10 S0

Grow r
facilitati
resolutl
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IMPROVE CUSTOMER INTERACTION QUALITY
AND PRODUCTIVITY WITH WORKFORCE OPTIMIZATION

—O INTERACTION REVIEW Foomot
CALL  Interaction > | Ti

Interaction 2/3 w | Time: 101020120945 AM | @ Employee: ShelaFerver | Customer: Bl gates | @) ® -0
7 Leverage intelligent insights to improve gt
@ y N X - e ol oot {4 -
performance, operations and customer service e e e e e .

oQom
Strengthen data privacy and

SCREEN|JAGS, ~ EVALUATION

v]  regulatory compliance including GDPR e o= o

Q Evaluate and score agent performance

RRRRRRRRRRRRRR

ldentify top and lower performing
agents; address performance problems
with targeted coaching

R Ke)

Ke)
Ke)

Reduce operational costs and increase
customer satisfaction by making sure your
contact center is properly staffed with the skills
necessary to meet service levels

{tH

. ’
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Omni-channel e
User Experience *

Mobile & Web with Rich
Text Chat, Collaboration,
Voice and Video

.....

Avaya
Workspaces

Increase agent
productivity via fully
customizable browser
based, Omni-channel
workspace

Contextual
Routing

Personalizing
CX with attribute
matched resources
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A New Era of

Automation

Intelligent Chatbot for
Routine Interactions

Customer
Journey ..
Visualization' ...

@
® \
° e Omni-channel Journey -
automatically tracked ..
~-and mapped ..

Engagement‘ > At
De5|gner_;‘_‘.\ 6

-
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’ ' .
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Video WebRTC

. Email
Customer Interaction

Voice o Chat Leverage
Preferences across SMS Chatbot Automation and

all Channels

Social Media

: Agent Resources
Co-browse

| AVAYA _ "
| oceana OrKkspaces
< Common SDK
. across Employees
and Agents
- Workforce

Avaya Analytics™

Open

- Optimization
- Call Recording

- Outbound _
Quality Management * -

Analytics Platform
Real Time and Historical
Omni-channel

............

Inter'n'et Sf ¥
N\.Things loT /
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