Customer eXperience-centric Contact Centers: An

PrOd a pt‘ai)&??e”?mm Evolution in Digital Age

Leveraging digital-first model and Artificial Intelligence technology to deliver
a superior customer experience
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Operational inefficiencies in contact center play a major role in the low Net Promoter ‘
Score (NPS) for Digital Service Providers (DSPs)

With a Net Promoter Score® average of 24, telecom DSPs have been struggling with high call volumes and costs for a long time,
holds the lowest industry average according to and the pandemic has further caused an unprecedented spike in call volume.
the NPS® Benchmarks Report

Common Challenges in DSPs’ Contact Center

Industry Average Net Promoter Score

Heslthcsns 62 Slow & complex Unproductive monitoring
Frofiesions] Servioes 58 digital initiatives Reactive handling mechanism for agents
Fatail 54
Hospitally, Travel, Festavrants 53 Slow adoption Agents start Ineffective monitoring

troubleshooting only

of digital strategies of agent’s performance

'*r

Manufacturing 51 after the customer is . -
and channels ) . impacts efficiency
Automatie & Transportation @ 49 already impacted and calls in
— 46
onstruction & Engneering 45 Multiple siloed systems No end-to-end dashboard
consner s (R O 42 . P
Agent navigates through Lack of unified
o (G 42 multiple systems dashboard that
rasoware (TS M to gather information gives an end-to-end
— & a7 and identify solutions view of the contact center
Media 34
T Serees — 33 says only 9% of customers report solving their issues completely via self-service. More channels
[ Telecommunications 24 ] create complex customer resolution journeys, as customers switch channels frequently.

These challenges in DSPs’ contact center leads to high call volume, which results in poor customer experience and high OpEx
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https://customergauge.com/benchmarks-report/
https://www.gartner.com/en/newsroom/press-releases/2019-09-25-gartner-says-only-9--of-customers-report-solving-thei

Transforming contact center with digital technologies is essential for creating great ‘
customer experiences

Traditional Contact Center Transformed Digital Contact Center
% % % Customers % Customers % %

Wait time t ‘
. = Efficient
@ @ @ Contact Center ComEG: Monitor & Digital
Center AT Channels
Wait time t t t

Al-driven Recommendation & End-to-
Multiple CRM/ERP Systems STEAMP eI Higﬁh

Multiple CRM/ERP Systems Dashboard

& a& a% Back-end Ops Team a% Back-end Ops Team RPA Bots

Increased digital channel adoption & proactive fault prediction — Helps in call reduction

Al-driven smart tools help agents to get faster information & resolutions — Reduces AHT significantly
Agent monitoring using bots — Improves agent efficiency & productivity

Building unified dashboard — Gives visibility on all the metrics for the contact center to all stakeholders

*  Less/minimal adoption of digital channels leads to high call volume —
x 4 to 6 calls per customer annually v
* Multiple siloed systems — Increases average handle time (AHT) and
leads to low first call resolution rate (< 50%)
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Digitizing DSPs’ contact center - improve NPS by 20-30%, reduce call volume
by 30-40% and Op-Ex by 30%

Key Enablers to Digitize Contact Center

b

Digital-first
Model

Increase the digital channel
adoption leveraging self-
service & call deflection

Helps deflect 20% - 25% calls,
reduce abandonment rate
from >20% to <5% & improve
chat containment rate by 50%
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&

Smart Agent
Console

Customer 360° View — Connects
to siloed systems & provides the
required information to the
agents

Al Engine — Performs
diagnostics and provides
recommendation for the next
best action

Helps reduce the AHT by
40% - 60%

2

Contact Center
Transformation
Dashboard

Unified view of the contact
center — Track KPIs related
to agents, digital agents,
and bots

Agent Monitoring Bot —

Trigger notification to
supervisor in case an agent
exceeds the threshold limits

for key-tasks

N
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Digital first model

Leveraging self-service & call deflection helps DSPs improve the digital channel adoption (1) K

% Customer

Calls to Agent

Self-Service

Communication
Channel

Contact Channel

Center C t ~ :
@ P onnector @] ° & o @

API

Escalation
Al-based

Conversational
Smart Console R ‘@, \n Engine

Chat Agents
t Integrator ‘ Integrator

Customer Al
360° Engine

D

Back-end Systems =
Historical RPA
Data Bots

Al-based Decisioning
Systems
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Recommendations

Start with one communication channel based on the customer
segment and focus on increasing adoption rate with enhanced
customer experience

Implement contextual communication - Using customer-specific
information, perform pre-validation & smart diagnostics to
resolve the customer request in a single conversation

Intelligent conversational engine should enable carry
over context - Continue the customer conversation from

where they left last time in any of the digital channels

Improve the chat containment rate by resolving queries with
d conversational engine, which integrates with backend
systems, RPA bots and Al models

0 0 Abandonment rate Chat containment
20%-25% reduced from rate improved by
Calls deflected >20% to <5% 50%
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Sample use case: A leading DSP in North America leveraged this model to deflect calls,

increase the adoption of digital channels and enhance customer experience @

tomized options for

the customers

End < o &

Customer

Hey, I'm having trouble with my
services

Telebots

The following products are
associated with your phone number
2017839642. Please choose the
relevant one

Hello Jed, your
wait time is 12 mins!

Call to Agent
Would you like to

‘ resolve your query
through chat?

1) Broadband/DSL
2) Voice Line
3) Cable TV

Internet is always a pain

Press 1 Telebots
What problem are you facing in

your broadband subscription
1) Slow speed
2) No Internet

| have subscribed to a 100 mbps
connection but speed is very slow
and unstable

+ G ® ¢

[ IVR Deflection 1

Contact
Self
Center )
Service
Agent

Text optimization —
Intent detection
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Bot switching to other

Run diagnostics, ; o
verticals and assisting

restart, etc. to resolve
basic queries

A

< -

customers with further
details from the billing
domain

.

| have subscribed to a 100 mbps
connection but speed is very slow

and unstable < .
Telebots Telehoty
Thank you for contacting Prodapt
Just a moment please. We are
looking into it Telebots. Is there anything else |
can help you today?
Telebots
Checking your connection I'm looking for some information on
bill
Telebots =
Starting network diagnostics Telebots
Ok! We're switching to the billing
Telebots assistant
Completed diagnostics and the —
connection looks fine Telebots
I'd be happy to assist you with
Telebots billing related query. Please select
We are initiating a port reset an option from following billing
services.
Telebots 1) Pay outstanding bill

2) View bill details
3) View plan details
4) Recommended plans

Reset Successful. Please check
your connection and let us know if
the issue has been resolved

Doing a quick speed test. Yes, -+ G @
speed has improved a lot now.
Thank you

+ e ® 9

Billing assistant/bot
joins in and provides
billing-related
information to the
customer

Customer problem of
low speed is resolved

(5 N
| have a problem in paying this
outstanding amount

Telebots
Sure. We will transfer the chat to
our support agent.

Telebots
Let me connect you to an agent...

Telebots
Was there something in particular
that you were looking for?

I'm concerned about not paying bill
due to covid

Agent joins the chat
seamlessly when the
bot is stuck
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Smart agent console acts as a one-stop window for agents to quickly access details ‘
and effectively resolve using the next best recommendations ® 0o

% — @Agent Acts upon R et
S o mended ecommendations

resolutions
Provides > || <

customer
information

IX
‘ Recommem.js next Capture 360° view of a customer by building a tool that connects to
best resolution multiple systems, pulls customer information, and rapidly provides

Human-bot
Customer 360° R4~ Al Engine ':|O" Cloud u
> 35

insight to the agents

Agnostic | Collaboration
We recommend leveraging an Al-powered decision

b management engine to listen in on conversations and
Costomer Network ‘ Device. Network recommend the next best action to agents
Details Details Diagnostics ~ Diagnostics aws Assisted
Bots
Prevent system & customer biased recommendations, by
) ) Soft implementing a system agnostic Al Engine that connects and pulls

Active R_epalr ) . data from all the systems
Plans History Diagnostics IA Azure

Low-Code/

No-Code
Chat Usage 1 Platform Implement the recommen.ded resolutions through assi.sted
History Details . £Y Google Cloud d bots that are integrated with the agent console, helpsin

Recommendations improving the productivity

$ retimesn § $ isoric datafortaining Al mocel Building smart console helps to reduce

the AHT by 40%-60%
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Sample use case: A leading DSP in Europe implemented the smart agent console
to reduce the AHT by 40%-60% ()

Andrew has some \
(A problem with his D
modem, so he calls S—) ) IVR —)
Andrew -
Calls to Agent

Self Service
IVR

Deflection

into the contact

aETiEr Customer

Contact Center Agent

EHIND THE SCREENS

Al Engine performs diagnostics in

BEHIND THE SCREENS the backend and then assists the

ﬁ ﬁ agent by recommending the next
DSLAM Result Channels Log. VT -48 xTalk Emulator Manual Setup ° |
Customer 360 . best actions & responses based on
validation . 183.75 Sep 20th Aug 2 . .
® - and Al engine the results of the diagnostics
IEERTS 207ez28a2 Current Outstangng Due Date. Last Bil Paid O
Nomser gets triggered
O ey
when the
Sheif Slot Port . . i i\
customer is Customer Type : Business Platform Class 18 Service Address @
2670 COUNTRY ROAD 4120, NY-13045
Customer Information inIVR Customer ; Andrew Patrick Last Bill : $50 Contact TN: 2017839642
i S— Tetepn FES— ) )
e ArpRER PR cepnene — Advocate : Revenue : $150 Email Address : andrew@gmail.com
Addrass 2670 COUNTRY RO St ™
ay . coR-TH [— Partner : Tenure 2vrs Management Type
ey D) Automode (] BELT mode Account Details  Billng Details | Recommendation v
O Fast . . Facility DSLAM Broadband
O mertenves [ 2epty values to Al channel | [ Defaut volues odem Issue - 1% Level o S rc I A
Modem Reset Steps: ' p’ ma onso e -
Fadity formtion e the RS bt i s 1 o 5 cocands You should fee ot 1<k Facilty Information ) :
- one-stop window for

flickering orange/red.

o o e o e b i s amber ey i e 0 s agents to access all

" Customer 360° connects to {he e activation prboees as f sciting It Up for the fos Hime, Yo may be atked CoE il n 49 . . .

. ( for aacount login Information 1o configure your modem. e . required information
i mUIt|p|e Systems to fetch the - When ternet light turns en, you should be able to access the is

ly connected de,

ay not be able to connect until yo

and recommendations

) in the wireless settings on each &

“ required customer information.

» XCON MDF L kl | h
. ) ! to quickly resolve the
= Reduces swivel-chair efforts L = ociT1, 009 0CLAC, 0292 ey |
, customer issues
and call duration —— FAC Remarks

AGN=092512/SWEAVER/SSIS=092812/LIF/PRO INSTALL/PN 342 BL 11/
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Contact center transformation dashboard ‘
(5

Leads to increased utilization & productivity, saving recurring annualized cost for DSPs

Apart from the standard metrics that are inbuilt in any contact center tool, we recommend DSPs to track the below key metrics

Calls Vs, Chat Vs. Self-Service

Contact Center Dashboard 15000
Single dashboard to track metrics from . e
calls, self-service, all the other such LN 10000
VOLUM
channels across contact center 708 sl 7
31870 62718 10747 195.97 85.98 281.94
5000 2550
Calls Chat Self-Service Chat Self-Service Total 3 413 2594 2388 2880 umI
o
Nov-01 to Nov-07 Nov-08 ta Nov-14 Nov-15 to Nov-21 Nov-22 to Nov-28 Nov-29 to Dec-05
Compare the metrics to evaluate the Reports: @ Daily Weekly Monthly Quarterly Yearly Chat @ call Self-Service

performance & identify improvement areas
(e.g., Compare call deflection metrics to

Call Deflection %

Top Call Drivers

. . 0 450 28 3600 %
identify top call drivers)
3N 343
300 . 24 2400 24
2111e) 27 192 188
150 % 20 1200 12
& Track average call time for various -
"ﬂz categories to identify target areas o 16 Ll — . . . callections | 7 0
o forim provement Nov-01 to Nov-07 ~ Nov-08to Nov-14  Nov-15to Nov-21  Nov-22 to Nov-28  Nov-29 to Dec-05 aults :uu;:s pug?f;z Up‘j::s ollections ermination

@ call D ion Count D ion %

Calls -&- CallPer

nmebot.q
File Yiew Actions Links Help RN

Real-time agent monitoring and

notifying supervisor when they surpass O plzcheckonm... Bots notifying supervisor - Alerts are sent by the
plzcheckonmebot.q{10:10:33 PM): Piz Check On Me Bot
Alert :John David M [mm 3454) is out of adherence for over five

bots to the supervisors, helping the business unit
with 12%-14% of effort savings & improving audits

pre-set threshold limit - Improves

prod uctivity minutes(8 03 minutes). Please chack to see if your
assistance is required . gto;talkmm3454
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Business benefits achieved by a leading Digital Service Provider (DSP) in North
America implementing these enablers to digitize contact center

( \
20%-30%

Improvement in NPS score

!

30%-40%

Reduction in call volume

e,

3

Improvementin
agent productivity

\
\
\
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@30%

Cost saving
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Road Ahead — DSPs should look towards building ML models that help in avoiding calls
to their contact center as they evolve in the maturity cycle

Recommendations
Data from Al/ML model Predicts events such as:

multiple reads the data . * Proactive modem/line outage
systems \ { *  Proactive line performance prediction
(ERP/CRM/ f . Customize the intelligent dashboard to show the output
Network) — — Event Prediction from the ML-model with detailed information
ML Algorithm
) Events dashboard prioritized based Classify the predicted issues into most critical, somewhat
Intelligent dashbeard on business criticality b critical & operational, which helps in prioritizing and acting

upon the issues

&8 Jane M Notifications -

Down Partially Operational Operational Qverall

6 8 18 Implement the recommended resolution by human or digital
agent based on the action required and the level of complexity

Legends : € Down @ Partial Opertional @ Opertional £ Unknown

DSLAM # Opertional Status Business Criticality Location Service Engineer Name
With time, the resolution process can be automated to

CNCRNCCNCRDOC44 (%) 1- Most critical Mocksville, NC 27028 Abel Tuter fUrther reduce the dependency on the hUman agent
LDWCGALDWCDAT00 o 1- Most critical Cheshire, CT 06410 Steve Roger
MRVINCMRVIDCLO7 0 3- Operaticnal Port Richey, FL 34668 lan Bell

) ) Developing a network event prediction Model using Al-ML technigues
MRVINCMRVIDCLO8 (%] 1- Most critical Reston, VA 20191 Jaspal Singh
CNCRNCCNCRDOC38 (: ] 2- Somewhat critical General Services Nishant
o B oxtho, w50 Predictive service model can help DSPs
SGLDTXTXXEDCLOO o 2- Somewhat critical New Baltimore, MI 48047 Chris Henry to a Vo i d 15%_30% ca I I S
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https://www.prodapt.com/en/insights/developing-event-prediction/

Getin touch

USA

Prodapt North America, Inc.
Oregon: 10260 SW Greenburg Road, Portland
Phone: +1 503 636 3737

Dallas: 1333, Corporate Dr., Suite 101, Irving
Phone: +1 972 201 9009

New York: 1 Bridge Street, Irvington
Phone: +1 646 403 8161

CANADA

Prodapt Canada, Inc.
Vancouver: 777, Hornby Street,
Suite 600, BC V6Z 154

Phone: +1 503 210 0107

PANAMA

Prodapt Panama, Inc.
Panama Pacifico: Suite No 206, Building 3815
Phone: +1 503 636 3737

UK

Prodapt (UK) Limited
Reading:Suite 277, 200 Brook Drive,
Green Park, RG2 6UB

Phone: +44 (0) 11 8900 1068

Insights@prodapt.com | www.prodapt.com

IRELAND

Prodapt Ireland Limited

Dublin: Suite 3, One earlsfort centre,
lower hatch street

Phone: +44 (0) 11 8900 1068

EUROPE

Prodapt Solutions Europe &
Prodapt Consulting B.V.
Rijswijk: De Bruyn Kopsstraat 14
Phone: +31 (0) 70 4140722

Prodapt Germany GmbH
Munich: Brienner Straf3e 12, 80333
Phone: +31 (0) 70 4140722

Prodapt Digital Solution LLC
Zagreb: Grand Centar,
Hektoroviceva ulica 2, 10 000

Prodapt Switzerland GmbH
Zurich: Muhlebachstrasse 54,
8008 Zurich

Prodapt Austria GmbH
Vienna: Karlsplatz 3/19 1010
Phone: +31 (0) 70 4140722

SOUTH AFRICA

Prodapt SA (Pty) Ltd.
Johannesburg: No. 3, 3" Avenue,
Rivonia

Phone: +27 (0) 11 259 4000

INDIA

Prodapt Solutions Pvt. Ltd.
Chennai: Prince Infocity Il, OMR
Phone: +91 44 4903 3000

“Chennai One” SEZ, Thoraipakkam
Phone: +91 44 4230 2300

IIT Madras Research Park Il,
3 floor, Kanagam Road, Taramani
Phone: +91 44 4903 3020

Bangalore: “CareerNet Campus”
2" floor, No. 53, Devarabisana Halli,
Phone: +91 80 4655 7008

THANK YOU!




