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be served, be solo, be social

"Does your contact centre
experience leave you on hold
for something better?
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Lots of NOIS@ about N@W communication
channels

SwordCiboodle




Yet consumers still report lack luster
experiences with the contact centre..

"l selected option #2, to get help with my billing
question, but | was switched to option #3, to get
a hard time with my billing question."”

3: Source: Forrester Research
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Call centre agents represent the majority of costs and can

define the Customer Experience

Operational Costs

Agent Costs



There may be several factors dragging the
contact centre down...

/
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Most CRM systems were designed “inside-
out” to support management information

and

Command and control
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Most Contact Centre agents are

controlled by the second...
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.and are t00 bUsy navigating screens to

focus energy where it matters most

Renewal Targets
Tritus SPF PRIMARY OPTION MENU -
OPTION —
USERID - TRITUS
TSPF PARMS Specify terminal and user options TERMINAL — IBMPC
BROWSE Display source data or listings DATE - 92-01-07
EDIT - Create or change source data ME 12:19%
UTILITIES Perform utility functions PF KEYS 44
FOREGROUND Invoke foreground user applications
SYSTEM INFO ay system and product information
COMND = cute operating system command
DIALOG TEST - Perform dialog testing
Display summary of changes for this release
information about Tritus SPF
data using Edit screen format
Terminate Tritus SPF

Task List

Select option, then

[ Mom
Enter END command to terminate TSPF. Offer of the week Ca

| Send MTA form to
Obama
 Tritus SPF VAR autos zartaléen to process A 8
(c) Copyright Tritus, Inc. 199 Same address ve C|:im lance Sheet for XYZ Corp
»1 driver — numbers in thousands
20% discount on Yr 1 S PeriodEnding  31-Dec05 3
4
O Assets
O Current Assets
/ Cash and Cash Equivalents € 33,275
o Short Term Investments
Y Net Receivables € 27,484
rtory €9.321
r Current Assets € 3,262
Workarounds urrent Assets €73,342
rm Investments € 20,592
Telephone Nos \ | Ctrl + 5 =Print f Plant and Equipment € 107,010 €
\ Close Acct I'e i
o . s
D n
5 U.nderwrltmg X7789 Set pending lated Amortization
Risk x8976 \ ++24 hours Close . o/ €7,391
Sales x9456 B emem 1 Long Term Asset Char
Comms  X7656
e ———
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Disconnected and Siloed

customer engagement...
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One size fits all approach
to Agents and Customers

SWOFdCibOOd'G © Sword Group - 10 -

be served, be solo, be socal




The Contact Centre could be your

point of experience
differentiation




Arm agents with the right tools
‘\‘\
\‘\

v’ Unified

v'Intuitive

v'Context-rich




by

" RE'\IAUnhHﬁ E\ /
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Consider Speed of Response
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Become a

Service Enterprise
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Our approach? A better way of designing the

Agent experience..

b e

Unified

oot e Y | SOTCICibOOGS Intuitive

T | Customer Profila

@ Sommary Persunal Details Contast Histury [ Mrodurts Aelatinrahgs

o > \

Dwatn Tk

[ R 2,

Matage Mbiy

Lawexch LOD Syt Full fyme Pytar Tomes Thume Prafily Congletenese:

Case Saserh Polyhoider Since a0t
Conste Cane Mrafle Cotrgletion Tips
d O - Nousehols Fromary Contant
Rucond Camglaint 88 7y pmate 1y Family/Fricady
Owets Oemn P - . Rtz TR ¢
Rt & - Cczupatinm tarkelihg Manager © “asng Cantact Irfzrmatisn R R RRRRRRRRRRRRBSNSRRRRERRRRRRRRRRRR
S Cnendge lase . Agency: word Coodle © confiem G 2oafarccss rofile et
Far Dywarrec Scrgta Migsiog L
. tesieg Lis Slages
e Nimary Centact L ATha o Persenal Detads COnEacE ety Caemy Prosucts  Relationships

Sl Finsacal Consulant i =
Hatws st Tlmens -

& Pwrer Jarven Thoerve

W O 0 hurse Sding of Caravanning of Campay
Pvalie

Leisare Activities

Zaileg Vintage Cers
0 Of-Rasd Tring 0

Joanma Smith

Michael Shanks
(Agent)

' Necrumt Bpovtn ‘ Boung
0 mrmng Moantain Bibng
" 0 rosshall

=
\ l Inchannan Agency
= 4

s Frionds \ / \
e Richards
/ Peter James Tharne ’ {rnancial Comsuiant |

01 Inchirman Rusd
Inchiinnan
Gisegom

Stephun Johnatune A 9L

Casetnat Freformes oe
Faut Fed Dataide
Fumiy & Friesde

: S

Context Rich

Multi Channel
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..And embracing engagement holistically

- what we call the Customer Engagement Continuum...

Each touchpoint
with your customers
be solo IS an opportunity to
shape customer
engagement and
experience
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Recognising some Customers prefer to...

Be Served Be Solo Be Social

© Original Artist
Reproduction rights obtainable from
wyww. CartoonStock.com

s ] "PARUNG, 1'm Tus collEciNG mY PeNsioN.
“And you deliver anywhere, right?" IS THERE ANYTHING WE NEED FRom THE SHops 7 *
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Over time We’Ve worked with some

major WOrldwide brands...

@ Standard Bank B
Life. Well spent.
‘ i i vodafone
SCOTTISHPOWER - @

BALLY

TOTAL FITNESS™

"'D*)()\i Yy
VistaPrint ~ ADMIRAL @ €skom

BEST PRINTING. BEST PRICE.

BT@ conns e R SONY
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...delivering tangible results that balance

cost and experience

@ Standard Bank Sears

Life. Well spent.

*Increased first call resolution by 30% * 10% increase in sales

* Reduced transfers by 20% * Saving £600k a year due to
* Winner Gartner CRM Excellence increase in customer enquiry
Award resolution

Marie Curie 3 SCOTTISHPOWER

Cancer Care

* Increased no. of completed

* Increased sales by 13% application by 22% in 15t week
* Increased patient visits by a third * 30% reduction in complaints to
* Improved service levels by 20% regulator

*Decreased training time by 50%
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Near term OPpOrtunity for big time
differentiation...

e prepared to delive
on a consistently branded
Ir contact centre:

u could be one of
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Want to know more about

Sword Ciboodle>

v" Visit us online at www.sword-ciboodle.com

v’ Listen to what we have to say at www.sword-
ciboodle.com/blog

v" Follow us on twitter at www.twitter.com/Sword Ciboodle

SwordCiboodle
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