plantronics.

Towards Smarter Contact Centers

Philip Vanhoutte
Sr VP and MD, Plantronics EMEA




Commercial Engineer, Marketing, Leuven
r 1 Married to Rose-Mie; sons: Piet 31, Jan 28

Homes: London, Belgium
' JAccenture, Wang, Nokia, Dell, WorldCom, Sony-Ericsson, Plantronics




Grew up in a Contact Center

Expert Class Section title.

Contact Center

Management



@“‘Q‘ld
Lll :

Expert Class Section title.

Contact Center

Management


http://www.boss.be/home.do

My Mom was Inside Sales

The Dream Team = Field + Inside Sales

My dad
Customer Acquisition, Development & Retention

My mom
Every workday morning, 9 -11.30am
30-60 calls
20 to 40 orders
2 to 5 small trucks of sales

From home, big telephone bill, no computer, no headset
Great Customer Satisfaction
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Del Direct UK and Ireland-- -
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Fix Attrition

Make it Much More Profitable
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Contact Centers
Reaching Across the Enterprise

Simply Smarter Communications™



Increasing Complexity of Contact Centre Interactions

35.0% -+
* Customers expect more 30.0% - 11%

25.0% -~

. 20.0% -~

* complex products/services o

10.0% -+
* Social media drive FCR 0% 1

0.0% -+ :

1-5% 5-10% 10-20% 20%+

What percentage of inbound
contacts need to leave the
contact centre to be fully
resolved?
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Impact of complex interactions

* Less and Longer Calls

* Higher competency/Skills

* Can technology can help?

Dlantronics\
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Increased handling time

Increase in referred calls to back office
Requirement for more training
Requirement for improved technology
Decrease in customer satisfaction
Requirement for different procedures

Reaching Across The Enterprise, CCA, Feb 2012
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Is escalation a lottery?

* Who do | turn to?
—50% rely on ‘tribal knowledge’
—searching for the present experts
—How do | reach them?
—50% use manual tracking
— Risk of further escalations

B Company phone bhook

B Enow from experience

B Formal escalation route

H Online
presencefavailability
indicator

B Other (please specify)

* Early adopters utilising 60.0%
presence indication across the 50.0%

enterprise 40.0% -

20.0%

0.0%

30.0% -

10.0% -

Existing Ernail Internal Other (please
CRM/ticketing spreadsheet (or specify)
system similar)
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Focus on the customer

70.0%

* Customers turning to social mf’ |
media to comment on iZZ:
interactions with brands oo |
2000%
10.0% - I I
* Moving away from time 0o | _ _ | |

based measurements such as Responsetime  Handlingtime  Firstcall - Customer
average handle time

What measures are used if a call is
sent to another department?
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Conclusions

Increasing complexity of calls IS changing the resource requirement
Inside and outside the contact centre

Consistent customer experience
How can a brand impress across multiple departments and channels?

Keeping pace with technology
Social collaboration tools enable real-time information sharing

Unified communications & presence can improve escalation success
Finding an available resource

People are critical to an organisations success
Empathetic and problem solving
Give them the tools to be knowledge experts

plantronics.
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Simply Smarter Communications™

Realizing my Dream
Contact Centre 2.0

plantronics.
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Plantronics evolution

2003
Outsourced end-user calls, inside partner management

2005
In-sourced end-user calls, set up proper contact centre, VOIP-based
Integrated end-user and partner management, multitasking, multilingual

2010

Global Contact Center Innovation Award

plantronics.
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Certification: (UK) CCA Global Standard© Version 4

i
CCA

CUSTOMER
CONTACT
ASSOCIATION
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Global Customer Contact Association Standard

Special Award

Innovation in

Operational Excellence

plantronics.
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SMARTER WORKING — A MANAGEMENT PHILOSOPHY

Allowing Information Workers to

work Where & When

they are
Most productive
Cost-effective

And environmentally respectful

=
® PLANTRONICS.

SOUND INNCVATION

SMARTER WORKING




Smart(er) Contact Centre - Definition

Customer Contact Associates

so they can deliver

in a cost-effective
and environmentally respectful way

plantronics.
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Foundations of a Simply Smarter Work Implementation

o 0 V24 c
Bricks “Behaviour”

Work Topology Unified Manager &
For Smarter Communication Associate Virtual
WorkSpaces & Collaboration Interaction Skills

Allowing associates to work where & when they are most
productive, cost-effective and environmentally respectful.

CONFIDENTIAL * Swindon 2.0 HR (People & Behaviours) * 29/06/2012 22




Contact Centre 2.0 ? - Beyond the Contact Center TRADITIONAL SPACE

plantronics.

29/06/2012 23



From Contact Center to Customer Centricity

Distributed Contact Center
EMEA — Amsterdam Ops Team

Business Partner Team
Technical Assistance Center

Regional - Marketing/Sales branches

Royal Wootton-Bassett UK Every Associate
Koln, Germany Standby for
Paris, France Customer/Partner
Milano, Italy

Madrid, Espagna
Moscow, Russia

Field: @Home, in hotel and on the Road
Our field representatives

plantronics.
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Unified Coms : Customer Centricity beyond the Contact Center

Sign In | v

Available

* Access to expert and ALL thru UC |
—Published availability
—Immediate voice contact

Busy
Do Mot Disturb
! Be Right Back

) Away

*move to widely published presence
—Skills based

—Language based
SHag =y

R

* Maintain real-time voice interaction

plantrunics\
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The art of Virtual Interaction: The Power of the Human Voice

plantrunics\
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SMARTER WORKING - KEY SUCCESS FACTORS

WORK TOPOLOGY

UNIFIED COMMUNICATIONS

ACOUSTIC INTELLIGENCE
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Contact Center work from Home :

:

WORK TOPOLOGY -

-
|
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The Benefits of Home Working are clear

Cost savings from
Attraction and retention of
Employee wellbeing and

Improved health, decreased stress and
better

Upgraded management

Increased of employees
Improved
More business

Safeguarded business

plantronics.
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Driven by a number of country specific factors

* Prevailing Business Culture

Traditional
Hybrid
New Ways of Working

* Telecommunications infrastructure * Geography
— Extent — Work distribution
~Type — Transportation

— Sophistication

plantrunics\
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Technical Assistance Contact Center - Pilot
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Leesman Leesmanm

75.0

The first unified, independent, employee
workplace satisfaction benchmark.

plantrunics\
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Work Space Zones for Productive Information Work

- Focused - Group . Take time out . Mixture of face—
individual work discussions to-face and
- Presentations virtual

- Audio / video collaboration /
conferencing communication

- Brainstorming
sessions

space

: - Re-energizin
. Private g 9

desk space

Collaborate
Contemplate

(),
)
(4]
| -
s
-
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O
-
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Communicate
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Corcentrate

Co~templaze

44

Communicate
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Leesman Leesmanm

65.2 84

The first unified, independent, employee
workplace satisfaction benchmark.
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Award winning reality shows — NL, Contact Centre 2.0 o

Corcertrate

ﬁ
i
&

“»

Communicate

. 4
CCA

CULTUNER
CORTACT
ASSOTATION

o .
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SMARTER WORKING - KEY SUCCESS FACTORS

WORK TOPOLOGY

UNIFIED COMMUNICATIONS

ACOUSTIC INTELLIGENCE
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The new Communications

Presence

l Microsofts Lync]

Five Speeds

Get attention via Instant Message
Click to talk with PC

Invite more to audio-conference
add video for extra dimension
overdrive into TelePresence

plantronics. : A
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Simply Smarter Communications™

Ready for Unified Coms in your CC ?

)

plantronics.




Customer Centricity with Interactive Intelligence and Lync

Invoking Real-Time Collaboration & Workflow
Across the organisation

INTERACTIVE INTELLIGENCE

http://www.youtube.com/watch?v=PmrdKBGcT-U

plantrunics\
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http://www.youtube.com/watch?v=PmrdKBGcT-U
http://www.youtube.com/watch?v=PmrdKBGcT-U

Real Time Collaboration

Customear service
represantative
kixing tradiiona
voice with PG based
WIHCE enalies 3-wWay
comeer=ation bebwaen
CLISIDIMEr Sennce

reprasamanve, exNpan
2nd CLSTmer.

Expert cCustomer cal

plantronics
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Calisto 800 Series “SmartSpeaker” for Home Worker

B

MOBILE COMPUTER

HOME PHONE*

* P830 & 835 models

plantronics.
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Voyager PRO UC “SmartSet” for Mobile Subject Matter Expert

Next Generation

headset

For

utilising

= <

MOBILE

COMPUTER

plantrunics\
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SMARTER WORKING - KEY SUCCESS FACTORS

WORK TOPOLOGY

UNIFIED COMMUNICATIONS

ACOUSTIC INTELLIGENCE
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Voice Signature is critical asset for brand experience

Presence
Speech Impact
SPCCCH
IMPACT

Voice Intelligibility

Cut the Cord
Wireless Headsets

progiuct product
design design
award award

==2009 W 2010 W
plantronics.
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Speech Impact — Masterclass in Business Diction

Beyond voice transmit / receive
Being understood (content)
Engagement and impact (results)

your voice
Lungs and cords ... keeping them fit
Power — Pitch — Pace - Pause

Storytelling

The art of powerful conversations
Person-to-person, conference calls

plantronics.
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Continuing the Smarter Working Journey.....

— Provide managers & associates have the skills for distributed working

A New Work Dynamic
Course Overview plantronicsm

Welcome!

Welcome to this course on working in activity-based work
settings!

Activity based working settings provide individual and group

workspaces that can be used for specific purposes.

his course is designed to provide you with knowledge of the
patures, protocols, best practices, services, and support you
Antac o " it co Ny ehes Sctvasiogy 18 . ill need to work efficiently and effectively in successfully
Tl e o ey ork in activity-based work settings.

e oo rerm e o b okt peval o e o, et us get started! Click the NEXT button to continue.

Persorw Mertes

2o bom = ot e, e a4 5| Introduction © 2011 e-Work.com
g b Pt (> DOy SAPuy 3 Confidential

[ FaBa o)
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G P S - Global Performance Success

SuccessFactors

Business Execution Software

Managing for Results — NOT Presence

plantrunics\

iours) * 29/06

/2012 48



But it all starts with mutual trust and confidence

N

/
—;‘ — EmployeeFirst
‘ » Customer Second

plantrnnics\




Customer Satisfaction

Net Promotor Score

o0
—

Employee Satisfaction

Discretionary Associate Engagement

29/06/2012 50
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In summary

Smarter Contact Centers : are YOU ready to let them go (home) ?
Unified Communications: essential for Customer Centricity !

New tools for Smarter Virtual Working

* Unified Telephony mixing soft, hard and mobile phone

 Smarter Presence headsets with sensors

New Adoption tools:

* Speech Impact Masterclass

plantrunics\
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Imagine the Harvest ... In your Contact Center

Diminish absenteism by 60%

Reduce real-estate costs by 30%

Increase productivity by 20%

Increase customer & employee satisfaction by 10%

plantronics.
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Berlin, 27.02.2012

THE ONLY CONSTANT IS CHANGE

C CHANGE
D INNER nhow Hotel

CALLCENTERAGENT

Der Komet “Social-Media & neue Dialogdimensionen” beendet eine ganze Berufsgattung




Berlin, 27.02.2012

THE ONLY CONSTANT IS CHANGE

C CHANGE
D INNER nhow Hotel

Die akute Bedrohung durch den Kometen “Cloudtechnologie” macht der konventionellen Denke einer
standortfixierten Callcenter-Organisation schwer zu schaffen.
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Sabienzia Secure Desktop — SSD : : ‘
The complete solution for data processing in telework places sabienzia.

TECHNOLOGIES

* No hardware or special equipment required, just download and install
i « The SSD is always automatically updated and as such always maintains already-
cisco. installed software to the most current standards. No costly hardware or software
updates are necessary.

CISCO
(&6—?;% * SSD is compatible with all current target systems (Citrix, website via VPN etc.)

Simultaneous usage of multiple target systems is possible

* Individual rights profile management for every individual telework station.
K CISCO ) * Lightning-fast switching between SSD and the “private” desktop

CERTIFIED
\eows)
* The SSD is a proprietary solution developed by our industry experts and
security specialists in order to meet the legal requirements of the data

AES protection law in accordance with the German Federal Data Protection Law
le 256 BIT 0I 89.
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Sabienzia Secure Desktop

The same PC with two different desktops

,private” Desktop:

Sabienaia@‘

TECHNOLOGIES

Sabienzia Secure Desktop:

Sabienzia
Secure Desktop

(omiy et

I=1N 5
Vewer 11102 »
:
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Optical Biometric Access Control
To prevent identity manipulation

Sabienaia@‘

TECHNOLOGIES
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Agent Video Authentication
Integrate Video-Streaming tool between Agent and eConcierge

00000
Hartmut Be: 0

sabienaia@4

TECHNOLOGIES

Agents Live-Streaming

N .
2 via Webcam

eConcierge Live-

> Streaming via Webcam
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