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https://callcenter-verband.de/

,SWir helfen unseren Kunden, ihren
Kundenservice zu einem effektiven
Wettbewerbsinstrument zu machen.”

Dr Don Brown
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Magic Quadrant for

Contact Center Infrastructure,
Worldwide

Gartner, Inc., June 2013

This graphic was published by Gartner, Inc. as part of a larger research document and should be evaluated in the context of the entire document. The Gartner document is available upon request from Interactive Intelligence in the latest

newsletter at http://www.inin.com/MQ

Gartner does not endorse any vendor, product or service depicted in its research publications, and does not advise technology users to select only those vendors with the highest ratings. Gartner research publications consist of the opinions
of Gartner's research organization and should not be construed as statements of fact. Gartner disclaims all warranties, expressed or implied, with respect to this research, including any warranties of merchantability or fitness for a particular

purpose.
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http://www.inin.com/resources/Documents/Newsletter-featuring-the-2013-Gartner-Magic-Quadrant-for-Contact-Center-Infrastructure.pdf
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Kundenservice und das Cloud C")koszstem
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Interactive Intelligence Kunden DACH
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The Nexus of Forces — das Spannungsfeld der Krafte

“Die leichte Verfugbarkeit von Cloud
Diensten, Social Communities und
Mobilgeraten — verbunden mit der
Moglichkeit, auf grosse Mengen
unterschiedlichster Informationen
schnell zugreifen zu kbnnen — gibt dem
durchschnittlichen Business User einen

unglaublichen Zuwachs an Macht.”
Gartner 2013
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Customer Experience

Customer Experience
IS the Next
Competitive Frontier

Gartner




The Nexus of Forces
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Gartner
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“Im Jahr 2014 wird die Weigerung
von Firmen, via Social Media zu
kommunizieren, ebenso schadlich
sein wie das Ignorieren von An-
rufen oder e-mails ....”

Gartner




Can vou support a cross-channel customer journey?

Browse
Social cor%nmunlty Browse
2Ll a company
website
Web
Browse
Facebook
In person page Visit an
in-store
sales agent
L Y
*
*
Contact center .
L
*
Email . .
. Navigate )
Mobil a service e : Recelm_’-_‘
opile agent smartphone information
via SMS
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Interaction Chaos
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Was

Contact Center-Kunden

wirklich erwarten .' /
"
BEDURFNISSE. §
ANSPRUCHE.
ERWARTUNGEN.



I\/Iethodologie

« Die Umfrage lief zwischen 28. Februar und 25. Marz 2013.

* Insgesamt wurden 1407 Konsumenten und 453 Fachleute in den folgenden
Landern befragt :

Australia 150 51
Brazil 150 6l
| Germany 152 52 |
North America 501 152
South Africa 152 51
Sweden 152 34
United Kingdom 150 52
Total Sample Size | 1407 | 453 |

www.inin.com
e
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“Welche Erwartungen haben
Konsumenten an eine gute
Kundendiensterfahrung?”




Was ist am wichtigsten bei einer Kundendiensterfahrung?

(Auf einer Skala von 1-5 entsprechen die niegrigen Ziffern dem héchsten Ranking)
Rote Zahlen = deutsche Resultate
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Was ist fur Sie bei wiederkehrendem Kontakt mit einem Kundenservice wichtig?

70%

60%

50%

40%

30%

20%

10%

0%

67%

65%

&~ INTERACTIVE INTELLIGENCE

| Staff has access to my history and
current activities with that company

H Having the same agent help you each
time

M Being greeted by name

www.inin.com



Was ist das frustrierendste bei einer Kundendiensterfahrung?

80%

70%

60%

50%

40%

30%

20%

10%

0%

H When speaking on the phone you can't

understand the agent
H Agent is condescending / demeaning

H Lack of effort from the agent

H Initial long wait time

H Being transferred multiple times before

finding the right person to help
Bl Agent doesn't have the knowledge to answer

my guestion

H Need to repeat information at different

points of interaction
& Being put on hold during your interaction

www.inin.com
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Welche Branche liefert die beste Kundendiensterfahrung?

70%

60%

50%

40%

30%

20%

10%

0%

70%

61%

H Hotels

55%

51%  43%

H Online Retail Stores

H Banks

45%

35%

& INTERACTIVE INTELLIGENCE'

35%

35%

M| Healthcare Providers

H Insurance Companies

H| Airlines

28%

1/%

0%

H Technology Providers (Cellular Phone,
Cable TV, Satellite TV)

| Utility Providers (Gas, Power, Water)

M Credit Card Providers

H Government Agencies

H *Other

www.inin.com
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Welche Art der Kommunikation bevorzugen Sie beim Kontakt mit einem
KundenserVice Odel‘ Support? 7 (Prozente fir den bevorzugten Kommunikationskanal)

70%

60%

50%

40%

30%

20%

10%

0%

59%

59%

M Live agent via phone

Email

H Live agent via web chat

H Websites

Self Service from a Smartphone or

tablet

H Social Media Outlet

www.inin.com
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Was ist eine angemessene Wartezeit bei einer Kundendienstanfrage bei den
jeweiligen Kommunikationskanalen?

45%

40%

35%

30%

25%

20%

15%

10%

5%

0%

41%

26%
30%

X
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Telephone Web Chat

25%

o 20%

SMS/Text

Email

24%

35%

Website

25% aller befragten deutschen Konsumenten erwarten bei einem Webchat eine SOFORTIGE Antwort......

H Expect immediate
answer

H Less than 1 minute

i1 tolessthan 3
minutes

HE3tolessthan5
minutes

H 5 to less than 10
minutes

B 10 minutes or over

H 24 hours
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Waren Sie bereit, fir besseren Kundendienst zu zahlen?

82%
17%

149 %

9%
7%

H No, | expect good service as part of doing business
M Yes, if reasonable

I Yes, for certain service providers

www.inin.com
e
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Was wirde Sie veranlassen, ein Kundendiensterlebnis auf einer social media
networking site mitzuteilen?

60% 40%
54%

H Great experience

50%

H Horrendous experience

40% . :
H Terrible experience

| Still looking for answers

30%

H None of these

20%

B Unanswered question

10%
H *Other

0%

www.inin.com
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Haben Sie je ein Kundendiensterlebnis auf einer social media networking site
mitgeteilt?

73%  86%

14% 27%

4 Yes No

www.inin.com
e
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Haben Sie je ein Kundendiensterlebnis auf einer social media
networking site mitgeteilt?

100%

90%

80%

70%

60%

50%

40%

30%

20% E No

10%

0%
18-24 25-34 35-44 45-54 55-64 65+ Total
Consumer Age
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War die Antwort zufriedenstellend?

50%

54%

50%

M Yes M No

www.inin.com
e
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* 60% der Kunden sind bereit, einen Aufpreis fur ein Leistung zu
bezahlen, welches eine bessere Kundendiensterfahrung bietet.

* 50% probieren eine neue Marke oder ein neues Unternehmen in
der Hoffnung auf eine bessere Serviceerfahrung.

* 86% der Kunden wechseln aufgrund schlechter Erfahrungen im
Service den Anbieter.

Quelle:
Harris Interactive, American Expres
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ACME Electronics

We are the industry leader in highend

Photo Video Audio

@z

Copright ACME Electronics 2013 D E J_fJ D
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http://custserv.orgspandemo.com/custserv-demo?r=support&t=51f131fa27d187b936000001

New Customer Support Request

Please provide the requested information below so that we can help
connect you to the best customer service agent.

Product Type:
Video :

Describe Problem:
the new video recorder don't perform well..

Choose Your Agent

ID I
~

Next Available Agent

www.inin.com

& INTERACTIVE INTELLIGENCE' ©2014 Interact . Inc.



Choose Your Agent

Product Type: Sort by: | Estimated Wait Time = |
Video (change)

Modify the search criteria belos
find the agent that you would like to
work with.

Tyren F. | got my first camera when | was 8 years old and

5 rtl have been hooked ever since! | love all new Wait time:
uppo o _ Select
(B years with company) technology and digital photography. 5 minutes [; raungs)

Ronnie P. Ronnie is an acoustical aficionado who's first love
Support IIl is broadcast engineering. She has spent time both  Wait time: ey
(6 years with company) as a radio D) and as a radio engineer. Since then 10 minutes [3 raungs)

she has expanded her skills into video with a

"1 Show only previous agents

Quick Search

Chris P. Chris has loved electronics since childhood, when
Support he built his first tuner from a kit from Radio Shack. Wait time: o
(13 years with company) Since then, he has pursued a career in electronics 15 minutes [2 raungs)

starting out in retail, and has since become a

Language
™ English
"I Spanish

Rick M. | love movies, making movies, and the equipment
(] French

_ Support | used to make movies. Walt.tlme: (o
O German {4 years with company) 15 minutes [6 raungs)

Camera Type

I Pro Video
™ Camcorder

Camera Brand

() Canon

™ Sony
| Panasonic

Lens Type
[ Prime

) Zoom

[ Telephoto
"I Macro

Estimated Wait Time

' 15 minutes or less = | www.inin.com

©2014 Intercctive Intelligence, Inc.




Home Support Sign Off

-~ INTERA(

Ronnie Plachta
Support Il

> | (3 ratings)
Wait time:
10 minutes

skills

( Camcorder )( Amplifier )( Sony )( Turntables )( Pre-amps )( Streaming Video )
( Mixing Boards )( Symphonic Acustics )( Soundproofing )( A/V Receivers )

( Broadcast Studio Electronics )( English )

Certifications
(: RCA Certified Studio Engineer )

Associates Degree in Audio Engineering
Maricopa County Community College
2000 - 2002

Bio

Ronnie is an acoustical aficionado who's first love is broadcast engineering. She has spent time both
as a radio D) and as a radio engineer. Since then she has expanded her skills into video with a focus
on streaming video and A/V Receivers.

Interests
( Radios )( Old Microphones )

Hobbhies

www.inin.com
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Support 1l
(B years with company)
S P N
(3 ratings)
Wait time:
10 minutes

Home Support Sign Off

Ronnie P.

Please let us know how you would like to be contacted and review the
information below. When you are done, submit the service request.

Product Type:
Video (change)

Describe Problem:
the new video recorder don't perform well.. (change)

Preferred Contact Method
(® Phone
 Email

Your name:
John Doe

Your email address:
john.doe@test.com

Your phone number:
555-555-1234

Submit Service Request —
w_ww.lrpn.com

Intelli I




Home Support Sign Off

Service Request Submitted

-

Ronnie P.

Support Il

(6 years with company)

s

Y A

(3 ratings)
Wait time:
10 minutes

Thank You

Your customer service request has been submitted. We look forward to helping

you very soon.

z INTERACTIVE INTELLIGENCE'
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Power to the Peoele!!

"Finde die richtige Person,
mit den richtigen Skills,
zur richtigen Zeit,
tiber den richtigen Kanal."

& INTERACTIVE INTELLIGENCE'



Vielen Dank fur lhre Aufmerksamkeit
www.inin.com/de

Martina Knappe
Head of Field Marketing — EMEA
Martina.Knappe@inin.com
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