The Resolution Revolution
Consumers and Businesses don’t always need to engage with a Human Agent

What Consumers Want
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81%

of Consumers
Attempt to Self Serve
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Only 19%

Want to Talk to a Human Agent

Current State of Resolution

Only 17%

Scripted Automation
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83%

Inbound Volume is
Managed by Human Agents
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‘ ‘ In the next 5 years,

85%

of consumer interactions
will take place without a
human...
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Agents Manage Multiple Layers of Every Interaction
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A Single Agent Can Manage Multiple Conversations




Real-time Agent Assist: Impacts to Key Metrics

43% 24% 27% 16%

Increase CSAT Reduction AHT Higher FCR Decrease Churn
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Results Across Verticals
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Omnichannel Conversational Al
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Hello, I would like help
with my account.

AUTOPILOT

Hello! I am VirA, the Virtual
Agent, and | can help you
resolve most of your issues.
How can | help you today

.




Conversational Al Improves Key Metrics

63% 27 % 37% 44pts

Increased Reduction Higher Greater
Containment Time to Resolution FCR NPS
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Customer Results
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The Data Challenge Facing Businesses Today

Access to Data is isolated & not easily accessible

What data do | have?

What systems do | need to access?
@ : How do | connect data across apps?
(KoM
Operations
Leadership What is the volume for each of the contact types?

Which of these types are currently trending?
Which types have volume that represent the best

opportunity to automate?

Siloed Data & Technology

E2 g v B

Transcription  Case Mngmt. Analytics Sentiment
Analysis
— ~
= (OB | B
Q
Data RN Call Details
Transport | Analyst Teams
N —
v o
il wawty O
CRMData ,— ~ Quality
@ Analysis
K A
Intent HRS

Analysis WFM

~
 —




Conversational Insights Provide Efficiency Gains

16% 42% 56% 24%

Improvement in Faster Time to Value Reduced Reporting Costs Increased Data Accuracy
Operating Efficiency
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Flexible Scheduling Is Critical for Agents

: Flexible scheduling
o
Flex breaks and lunchtimes _ 78.3% With 24/7 access
Split-shift options _ 77.9%
11%
Pre-approved extra hours _ 75%
Trade and swap shifts with coworkers - 74.2%
A to schedule ch 24[7 73.5%
ccess to schedule changes 24/ - o 47%
Pre-approved self-swap -71%
The most important aspects Factors that affect the

of flexible scheduling decision to keep a position



Thank You
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