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Foreword

You doubtfully have any trouble finding impressive customer contact technology. Disruptive technology,
on the other hand, can prove quite elusive. Only a select few solutions empower your organization to
quickly and meaningfully conquer your biggest challenges.

CCW Digital’s Disruptive Technology Review series uncovers these rare, powerful solutions. Each
quarter, we will detail a pressing customer contact issue. Citing exclusive research and expert analysis,
we will reveal why it is so urgent — and why disruption is so important.

We will then explore a hand-selected solution that can make a difference. By discussing the power of the
technology and the strategic changes required to make it fit your organization, we will put you on the
road to disruption.
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Disrupting The Chat Experience

For all its appeal as a concept, the omnichannel contact center continues to elude organizations in
practice. Whether by not optimizing engagement in digital channels, not creating unified experiences for
agents or not tailoring engagement to specific customer preferences, organizations inhibit their ability to
satisfy today’s customers.

You do not have to accept this circumstance. You can take strides to help agents deliver the
experiences your customers want — when and where they want them. An important step in this journey
involves adopting a more robust approach to chat.

By aligning your chat strategy with five key objectives — personalization, agent centricity, versatility,
conversation quality and security — you will transform chat from one engagement option into the
centerpiece of a customer-centric journey. You will provide customers and agents with the experiences
they so loudly demand yet so rarely find. To put it simply, you will begin to make the omnichannel vision
a reality.

This report will jumpstart your disruption. In addition to exploring why the five objectives are so relevant
to the chat experience, it details the specific strategies and technological capabilities that will yield
success. It closes by revealing how to ensure your chat program generates the maximum impact for
your contact center and business at large.
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Four Tenets of Modern Chat

Before exploring how a disruptive approach to chat can elevate the customer experience, it is important
to answer a simple question: what exactly is chat? The answer comes in the form of four key principles.

1. Chat encompasses three phases of engagement: It may have risen to
’ prominence as a live, agent-assisted conversation option, but chat has evolved
to also include asynchronous messaging and bot-driven interactions.

D 2) Chat is not limited to text: Do not view chat as an exclusively text-based
o platform. A modern chat program also empowers customers to connect via

rich media like audio and video.

3) Chat is not a low-touch channel: As fewer than 25% of organizations
accommodate most or all interactions in chat, many clearly perceive chat as a
low-touch channel. They are incorrect. Although chat can certainly process

B

transactional matters with aplomb, it is also suitable for complex
conversations. Whether through chatbots or live agents, modern chat
programs possess the capability to handle high-touch interactions.

4) Chat is driven by the will of the customer: A great chat platform integrates
seamlessly with other customer contact channels, such as email and social
media. A modern chat strategy does not, however, use that integration as an
excuse to route customers against their will. If a customer wants to resolve a

7.

particular issue in chat, a customer-centric organization makes every
conceivable effort to accommodate that demand.

“We believe that a sound digital customer experience strategy relies on smart
deployment of three options: synchronous live chat whenever your customers
want it, asynchronous messaging for less time-sensitive needs, and chatbots for
ensuring rapid, scalable response times in every scenario,” says Kevin Gao.
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Disrupting Chat: The Five Key Objectives

The most worthwhile customer contact initiatives empower organizations to streamline operations while
delivering markedly more value for customers and employees.

By opening the door to five important customer contact objectives, disrupting the chat experience
achieves this exact outcome. It truly represents the gateway to a more customer-centric, omnichannel
experience.

77 Personalization

7'¢ Agent Centricity

77 Customer Experience Versatility
77 Conversation Quality

77 Customer Security

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo
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Disruption Goal #1 - Personalization

Adages like “treat your customers as people, not numbers” and “view customers as one in a million, not
one of a million” underscore the importance of personalizing the customer experience. Many brands
support products; great ones connect with people.

The concept is not falling on deaf ears. Per recent CCW Digital research, customer contact leaders
identify personalization as the #1 sign of a customer-centric experience. Consumers share in this
philosophy, condemning “needing to repeat information” as a top source of frustration. They expect
organizations to recognize and value them as individual people.

Which describe most customer service
agents with whom you interact?

They are knowledgeable abot_
the product

They are really knowledgeabl
about company policies
Y
They are really knowledgeabl % of Respondents
about me & my issue

They really care about me-

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo
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Which are true of your customer contact function?

Difficult knowledgeb ase

1

Self-service tools rarely solve proble

Agents rarely "recognize" customers

they escalate B % of Respondents

Agents spend too much time on rot
tasks

Agents have to access multiple
systems when supporting customer_

The broad reverence for the concept is not, however, translating into universal action. Many
organizations are incapable of delivering a personalized experience, and the inadequacy is evident to

customers:

% More than 40% of organizations say agents rarely have the data to
u‘ recognize customers when they transfer from other channels; customers,
E in turn, have to repeat themselves.

a" Fewer than 10% of organizations use journey maps to home in specific
@ customer intent, sentiment or profiles.

Only 20% of customers feel as if agents know them during interactions.

priority for 2019.

Ql Coaching agents to make “connections” represents the #4 contact center
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Personalization Is Essential To The Chat Experience

In order to leverage chat as a full-service contact channel, organizations require robust, actionable
customer insights. This caliber of intelligence empowers organizations to tailor chat conversations to
specific customer needs, reducing effort while increasing the sense of personalization. Whether the
customer is looking to check a balance, renew a subscription or engage in a lengthy dispute, the
organization and its employees will be able to communicate more efficiently and resonantly.

Personal insights also empower organizations to create a more valuable overall chat journey. With a
sense of specific customer intentions and emotions, the organization can more accurately identify
opportunities for upsells as well as situations that necessitate supervisor assistance.

As customers become confident chat can accommodate their specific needs, they become more
comfortable using the channel for their customer experience issues. They also gain a better sense of
the brand’s overall commitment to their satisfaction.

Disruptive Chat Platforms Empower Personalization
Leading chat platforms do not simply accommodate personal communication; they empower it.

Capable of segmenting customers by factors like geography, language preference, interaction history,
shopping cart status, issue context and lifetime value, these platforms facilitate more accurate and
customer-centric routing. Organizations can even fast-track customers with VIP status or urgent
inquiries, ensuring they receive help befitting their circumstances.

Personalization does not cease once the customer lands at the proper destination. Through robust
CRM integration, the chat engagement tool provides seamless access to data about each customer.
With insight into purchase history, recent support inquiries, account temperature and account
preferences at their immediate disposal, agents and bots can deliver a faster and more valuable

experience.

~

“Your agents will need quick access to relevant customer history,” notes

Kevin Gao. “Quick implies on the fly — until you can accurately predict when a cus-
tomer will call, you’ll need to be more reactive than proactive. You must avoid the
need for the agent to go hunting, especially under pressure of providing a re-

sponse.” /
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“Good customer service means more than just answering questions; it's become
more about the relationship between your business and the customer,” explains
Tim Grooms. “Your customer satisfaction score is directly tied to how well you're
building those relationships. Live chat is an effective tool to bridge that gap.”

/

By determining when a bot is ideal or insufficient for a particular interaction, artificial intelligence is
adding a new degree of personalization to the chat experience.

~

“With the right training and the right integrations, bots can handle 50% or more of
all inbound queries,” adds Gao. “When equipped with appropriate escalation
protocols — for instance knowing when they can’t help or giving human agents the
ability to monitor and take over chats — chatbots can easily handle first

contact with confidence”.

/

The capability for real-time translation makes chat conversations, whether involving bots or live
agents, even more accommodating of individual customer needs.

Bidirectional when it comes to customer data, great chat platforms also collect insights that can
enhance interactions in the short-term and optimize omnichannel journeys in the long run. Bots, as an
example, can pass conversational and web form data to agents to facilitate a better handover
process. Organizations can also leverage chat data to populate their CRM solutions, revamp their
knowledge bases and better understand the voice of the customer to improve future interactions.

\

“[By analyzing interactions], we know how they're consuming our products, we
know what their lifetime value is, we know everything about them,” declares
Kelley Kurtzman, who says the next step is to “take that information, feed it in-
to some of the tools, and get those insights out to our channels.”

|CCWw /12 5LDL¢![ py 222ad/!{¢ha9w/ hbmn /



5L{w!t¢L+9 ¢9/Ibh[hD, w9+L92Y 5L{w!tc¢LbD ¢1 9 /1!¢

Disruption Goal #2 - Agent Centricity

The agent experience impacts the customer experience, which is bad news for many organizations. The
typical contact center subjects its agents to frustrating performance bottlenecks. Not simply demoralizing
for agents, the challenges trickle down to customers.

Which will be important when evaluating your contact center

Customer effort score
H 9% of Respondents

Proactive issue resolution

Agent productivity rate

o
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o
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Unable to devote the appropriate time or gather the necessary information, agents struggle to deliver the
fast, simple, attentive experiences customers are demanding. A silver lining does, however, exist in the
fact that many organizations are aware of their shortcomings. They have a clear sense of which factors
can improve their agent experiences, and in turn their customer connections:

80% of organizations say agents typically have to access multiple systems
when supporting customers.

Discontent with their existing knowledge capabilities, organizations identify
“improving the knowledge base” as the #2 priority for 2019.

57% of organizations value agent productivity rate as a cornerstone contact

center metric.

Most view bots as a way to augment or reallocate human labor, not as a
way to replace employees.

Which BEST describes how the increased use of Al & digital
channels will impact the human customer contact/CX
workforce?

® The need for human agents will
decline

8.45% = 2.1%

m Digital/Al will handle simple
transactions, allowing agents to
focus on complex issues

B Human agents will still handle
most issues, but technology will
help them perform better

No real change expected / don't
see digital or Al making a big
impact

Don't know yet
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The Agent Experience Is A Key Part Of Chat Strategy

To accommodate all forms of customer engagement in chat, it is imperative to create an empowering
agent experience. If agents struggle to understand customer needs, locate relevant information or
sufficiently focus on the conversation, the experience will suffer.

The ideal chat agent experience encompasses numerous tenets. It involves a user-friendly platform
that makes it easy for agents to communicate with customers. It features tools that help agents make
the right decisions in key moments of truth. It boasts a robust training strategy that readies agents to
understand human emotion even in text-based conversations. It leverages bots and automation to sim-
plify tasks and augment performance.

It, most notably, provides agents with a 360-degree customer view. With real-time, seamless access to
knowledge bases and customer data, agents become capable of making connections and
demonstrating accountability.

“Our agents loved it when we added live chat to our service model. They found \
it so easy to build personal rapport, and so much more scalable than phone and
email,” celebrates Holly Langenfelder. “It helped that we put energy into training

— like any technology, you get out what you put in. We were able to make live

chat a core part of our culture because we worked on getting buy-in across the
board, from management and the CSR team.” j

Accountability is an important goal for a disruptive chat program. More than 70% of customers still
identify the phone channel as a preferred customer service option, and the belief that it is their easiest
pathway to a resolution is the #1 reason for that preference. If chat agents can demonstrate clear
recognition of customers, communicate wholly accurate information and quickly provide valuable
resolutions, they will provide assurance that customers can use the digital channels they prefer in their
everyday lives without decreasing the likelihood of resolution. Customers will no longer have to miss
out on chat-centric benefits like multi-tasking or private conversations.
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Which are top CX priorities for 20197

Improving agent desktop experienc_

Coaching agents on "connection_

Improving offerings in digital—
0 10 20 30 40 50

Leading chat platforms position agents for success. They provide a comprehensive view not merely of

a given customer’s journey but of overarching enterprise systems and processes. With a real-time
sense of operational and customer needs, agents can more productively impact the experience.

To further boost productivity, leading platforms leverage artificial intelligence for agent assistance.
Through next best action recommendations, risk assessments and CSAT predictions, this Al-driven
data enables agents to stop stressing over what to say and start focusing on how they communicate.

In addition to arming agents with actionable intelligence, disruptive organizations have a thorough
snapshot of the chat platform itself. Leading tools provide organizations with insight into wait times,
customer abandonment, individual agent performance and satisfaction ratings. Collectively, this
information uncovers training needs and broken processes.

Disruptive platforms also leverage seamless bot interplay. They allow for frictionless transfers and
collaborations between agents and bots, empowering agents to focus on the issues that truly require a
human touch.

“Thanks to a smart and seamless escalation path from bot to agent, you’ll make it
easy for customers to talk to a live person if they want or need to,” explains Gao.
“At that point your bot turns inward, helping agents suggest answers and provide
links to resources related to the topic being discussed. It doesn’t matter which
channel the customer is using; the bot can ‘whisper’ suggestions and help the

agent respond faster and more accurately.”
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Disruption Goal #3 - CX Versatility

The notion of honoring customer channel preference is central to the omnichannel revolution. A truly
customer-centric organization supports customers on their terms. Far more than a feel-good endeavor,
honoring channel preference ties into two key customer priorities: speed and effort.

Which of the followina are sians of a areat customer servecaerience?

Problem resolved the first time you call/contact _ 65.36%
Employees/representatives seem friendly and polite _ 64.86%
Employee solves your problem quickly - [N 62.90%
Little or no waiting on hoid | 61.43%
T o e Y ou ing e | 5%
conversation
Its"easy"to get help [N s6.76%
Allinformation provided is consistent & accurate _ 56.51%

24/7/365 support [N 5110

% of respondents
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Customers may appreciate personal connections, but they also value their time. They want to access
information, process transactions or receive resolutions as quickly and painlessly as possible. An
organization that asks customers to leave their preferred channel is automatically failing on that
ground. Many organizations will then exacerbate the situation by asking customers to start the
conversation from scratch when they get to the new channel.

Few organizations have the framework to support this customer demand, particularly if the customer

prefers to engage in a convenient digital environment.

— First contact resolution, quick resolutions, low hold times, easy experiences
and 24/7/365 support are some of the top signs of a great customer

— experience

81% of customers prefer fast, simple interactions to highly personal ones

Phone is the only channel in which the majority of organizations can handle
all issues; fewer than 25% offer full-service capabilities in chat

C] Only 23% of organizations say their bots deliver positive customer experi-
: ences.

(7
ﬁl Improving digital channel capability is the #1 executive priority for 2019

@ A lack of a 360-degree view, platform constraints and resource limitations
are leading concerns about digital engagement
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Flexibility Is Essential To The Chat Experience

Recognizing chat’s value for complex engagements does not mean organizations can dismiss the
importance of efficiency. Great chat programs emphasize speed and convenience.

To make good on that promise, organizations emphasize communication neutrality. With 52% of chat
interactions coming via mobile platforms, customer-centric organizations naturally accommodate all
devices. They allow customers to use familiar platforms like Facebook Messenger and SMS in addition

to native web or in-app chat.

Not simply available across devices and media, disruptive chat programs hinge on containment: the

\
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