ethoslQ’s Contact Center Optimization Roadmap
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Functionally isolated —
accounting, sales
and/or inventory
management

High attrition rate &
low associate value
Management focused —
staffing and handling
calls

Low customer
satisfaction

Limited processes
Analytically absent

Controlling
Costs
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Improve
Service &
Support

Technology Focus

. Paper intensive

. Excel is operation’s
best friend

. Voice telephony
centric, limited or no
cross channel

. Voice and data systems
are rarely connected

. Management
communication &

report sharing is

nonexistent

’ — \ Ei Organizational Integration

Continued functional
isolation

Contact center begins
to automate internally
Create support &
information systems
for recognized voice
Net Promoter Score is
discussed

Associate Value is
being addressed
Localized analytics

!

' 4

Maintain
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Increase
Efficiencies

Degree of
Organizational Integration

Contact center
information systems
are integrated to
corporate resources
Management
established shared
performance
Collaboration across
functions and levels, a
process that delivers
gains throughout the
company
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Customer care process

Emphasis

Capturing and sharing
knowledge about
customers

Ultimately leveraging this
knowledge for greater
profit

Collaboration across
functions and levels, a
process that deliver gains
throughout the company

Increase
Revenue
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Customer Care Philosophy Technology Focus
* The center is viewed as a Business .

Technology Focus

Customer Care Philosophy Systems are not integrated .
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* The center is viewed as a Cost Center Voice, data and video access fo

- Investment . User friendly interfaces are customers
: m: 35'5 b ; y Emphasis added to existing systems . Leveraged for strategic planning,
educe labor and network expenses » Customer problem resolution . Intelligent call routing competitive market, & management

¢ Enhanced customer satisfaction
¢ Reduced churn
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