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Agenda ®°

v" Introduction to TTEC Digital + Genesys
v' How to think about Al in your organization
v" How Al and Genesys + TTEC Digital solutions are
revolutionizing the modern contact center
v' Member Experience Gains
v Agent Experience Gains
v' Management Experience Gains

v' How to get started with Al in your credit union contact
center
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PureConnect

Expertise second to none (including Genesys)

No Cost Sandbox

TTEC Cloud Invitation:
Deep Dive into Key Existing and
New CX & Al Use Cases
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v’ Core Integration: Jack Henry Symitar, Corelation Keystone, Fiserv DNA,
Fiserv XP2, Fiserv Spectrum

v" Authenticate: Automated member identification / authentication

v’ Proactive Info: Play balance while waiting in queue

v’ Screen Pop: Core, CRM, Collections etc.

v' OTP: One Time Passcode/ 2FA

v" Fraud Prevention: Real-time fraud alerts & authentication data

v' Voice Biometrics: Embedded AppFoundry integrations with Daon, llluma
Labs, Nuance Gatekeeper

v" Al & Smart Bots: Knowledge Base, Bank by Bot / Teller, Voice and Web

Messaging
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Impact of ChatGPT
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Al is Finally Smart Enough To Contribute o

The language capabilities of Al systems now exceed human performance

State-of-the-art Al performance on benchmarks, relative to human performance
@ Handwriting recognition @ Speech recognition Image recognition @ Reading comprehension

) Language understanding Common sense completion Grade school math ¢ Code generation

Human perfomance = 100% r/

1998 2000 2002 2004 2006 2008 2010 2012 2014 2016 20018 2020 2022



Al Capability Model

Strategy

CX Capabilities

EX Capabilities

Optimization

Automation Engagement Insights
i
CX Vision & Structure & Omni Channel Personas / Customer Aaent Assist Work Force Mami Customer Satistaction
Strategy Projects Self Serve Interaction Journeys & Process 9 g Meusuiemen’r
| : ' ' ' ' '
) Conversational Training & A .
Channel Strategy Responsible Al Next Best Action CRM Intelligence I Coaching Q I Cost Reduction
1 ! [ | I I
Measurement & Change Process Outbound Predictive Translation & Learning & Cusi'c;‘mg‘f;f;nhon
Analysis Management Automation Engagement Analytics Accent Handling Performance -
Journey Employee
Surveys Engagement

OTTEC Digital 2023
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Al Governance: This is what we’re NOT doing

Replacing agents Automatically responding to Impacting agents’ ratings/comp
members with no human option without human review

Al will not solve everything. We are leaning into uses that make
sense with the proper human-in-the-loop approach.

OTTEC Digital 2023 10
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Example Use Cases:
The Member Experience
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Examples of Member-facing Al

. Conversational Al:

. Knowledge Bot
. Transactional Bot
. Voice Bot

. Digital Bot
. Predictive Engagement

. Predictive Routing

OTTEC Digital 2023
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Bots Providing Service
— Smart Bot

recent transactions, and much more.

What can | help you with today? o

accounts. Which one would you like to
| am happy to help! First, | need some -

details to identify you.

v Human-like Conversational interface —
Voice & Digital

v" Prebuilt intents for accounts information

Here is a summary for your Home Equity

and transaction self-service
Please enter your Member Number. Loan 10:

This is an open-end loan with a current L
balance of $12,375.21.

Your credit line is $30,000.00.

Your available credit is $17,624.79.

v’ Easily configure processes, conversation

flows and queues to support changing

Please enter a PIN associated with the Your payment of $375.67 was due on

member needs account. 3/16/2023 and is currently 29 days past

due. .

v Bots should run on the contact center
) 1234| Would you like to make a payment?
platform, leveraging the same Al and s
learning for both Members and Agents = Yed
s >

OTTEC Digital 2023 ‘
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Example Use Cases:
The Agent Experience
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Employee Engagement: Value Realization Example

Deliver tools and services that improve workflows, efficiency and employee satisfaction across the front, middle and back-office

Financial Services Needs | '. %

Coach, motivate &

UPSA at the right

(R Speepled IfgiapPhsiseaandige@®  © Employee. Tumover

a service, makes jobs éasier . ESat
Monitor — surveys / third party integrations B
Train - gamification, speech analytics, dx

time and on-deman

* First Call Resolution

e Dial Transfer Rates

* Efficiency Ratios

. - insights and tools
: * Best Place to Work
. - delivers knowledge
at point of impact during conversations * Brand Health
. - full context history displays

OTTEC Digital 2023 15 15



* AgentAssist

 Call Summarization (Generative Al)

. Voice Biometrics

OTTEC Digital 2023

Examples of Agent-facing Al

16



Featured Solution:
Agent Assist

Interactions

v Real-time knowledge
with specificanswers
to Member questions

As Members ask questions

on live calls or chats,

answers surface in Agent
interface.

Ann Taylor

Agent 001

v Feedback loop for
continuous
improvement

Agents provide feedback

on suggested answers.

OTTEC Digital 2023

© Transcript

[ 2]

[ 2]

Agent Sam

Hello, thank you for calling OLeary Insurances, my
name is Sam. | believe I'm speaking to Ann and that
you have a question about car insurance, is that right?

Ann Taylor

Hi, Yes | want to know if my auto
Insurance is tax deductible or not?

Agent Sam

It depends on your situation, but in most cases auto
insurance is not tax deductible. If you own a car you
use exclusively for business purposes, then all costs
associated with the vehicle - including gas
maintenance, and insurance premiums - are tax
deductible as business expenses.

Ann Taylor

Okay, | don't own a business so that might be a bit too
expensive for me. Can you suggest a cheaper policy?

Agent Sam

The most affordable policy is auto liability. Though it
is often recommended that you purchase more than
this coverage type.

Ann Taylor

What other policies do vou have?

2

}&

}&

Agent Assist

|

06

HQ“E.I’EB

G-Insurance available policies 98% !‘ !‘
We have Auto Liability , Auto Extra and Auto Premium.

Auto Liability is the most basic and affordable car insurance policy. Auto Extra covered up to one additional driver, and
includes discount rates for car rentals. Auto Premium covers up to two additional drivers, includes car rental insurance
abroad and, in addition to other services.

View full article

Available home insurance policies 1% !‘ !‘

Home insurance policies offered include: Home Basic, Home Extra and Home Premium.

View full article

17
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Extract key points of the Generate Wrap Up summary call
conversation notes

Conversation
Summarization

v Reduce effort, improve

consistency Acihity.  ExtemalCobtacts: I | G oo

Ensure datais captured

. Conversation & G =) Mary, Murphy (O]
consistently. Reduce stress & . 28 0| 0 wmmmy
time after call to summarize _ Murplhy, Mary % &
the conversation. @ Sorrer Tue, May 3,2022 9:17 AM Summary  Pléase review
—~ Summary is ready! @ just now st i
Hi! | had booked and cancelled a flight to Orlando...at that time...when | e
. Smith, Carl cancelled it...the customer service said | can use that money for a aus
v" Reduce ACW, increase o o)
p rOd u ctiVity _ @ Hey, could you please help with 2 mins Get credit for future booking

I ncrease p rod u Cthlty by I have given the Orbitz record locator Resolution
. No credit givpn
reducing ACW (after call Hi Mary!
k . . d Detailed notv‘
WO r )- B rl n g CO n SI Ste n Cy a n Customer was looking to use credit from a
q ua I |ty tO summa rl es Wh | | e Can you tell me what | would get credit for in amount $? cancelled trip for a new booking
reduci ng agent stress.

Agent confirmed details of the cancelled trip.
I am planning to book a trip to Houston on the 19th and 20th of January.
Agent informed the customer that the credit
has expired
Oh, | see! Let me go ahead and pull up the reservation to check
Agent advised the customer to call Delta

Airlines to check with them for the grace

Thank you period
Vi

For security verification, may | have the billing zip code or m

postal code on the account?

OTTEC Digital 2023




Voice
Biometrics

v Streamline

Authentication
Combine SmartApps
member identification with
voice biometric
authenticationto
streamline member ID
processes

v" Reduce authentication
layers
With voice biometrics
passively listeningand
authenticating members,
reduce the authentication
layers requiring manual
intervention

OTTEC Digital 2023

o
Conversations @ g+ % Cuddington, Alex [0 +1317-523-8369 0:31
ooo ﬂ o
Guddingion, Aex s BQe >8R 8 7 =0 O~ @ w « @
% SmartApps Demo
Voice Registration X
Member: Alex Cuddington
Registration Status:
Instructions:
Voice authentication is an easy way to securely
identify yourself the next time you call. To
register in the process, the system will need to
record your voice. Once | start the process, the
cuctam will lictan ta tha ract Af anr rall N | hava

Would you like to register?

gress... (D Erpaiv ) @ Q
Status Route

Checking Information - Recent Deposits

SmartApps Cloud

Name Account

an

Display History For:

w e

SmartApps Cloud Voice Authenticated! G/} El Pop All Vv

Name Account Status Route

Parker, Peter 3661123 B} Voice Authenticated Checking Information - Recent Deposits
an

Display History For:

Member ) From
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Example Use Cases:
The Management Experience
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Examples of Management & Analytics Al

* Conversation Analytics:
* Voice Transcription
* Sentiment Analysis
* Acoustic Analysis — Mood & Attitude
* Topic Mining
* Contextual Searching
* Conversation Trending

* Al powered Evaluation Assistance

* Agent Performance Insights / Trends
* Learning Recommendations

*  Occupancy-driven Session Scheduling

OTTEC Digital 2023 21



See your Team's See your team'’s
Learning Summary real-time schedule

Supervisor -8
Overview

v Single and centralized view
See an overview of all the
information needed to better
manage, grow and engage with
employees.

v Stay informed

Supervisors will receive summary
information on evaluations for
review, upcoming events and
outlying performers.

v"  Drive engagement

Focus on each employee’s
personalized needs to improve
engagement and performance.

OTTEC Digital 2023
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See evaluations that |

need my immediate
review (recently
assigned, disputed)

Z

See upcoming and
overdue coaching
appointments

See who on your team needs immediate attention (Highest
and Lowest Goal Performers) and take relevant follow up
actions (Send a Message, Schedule a Coaching Session)

Ewnluations for Review

adherence

Reial-Tine Adiersnoe

15 Lsaming Goaflics
W 13dverdue

& 20poming

Wiew Al LEwTisg

Peefarmarea v

Lowreck Goal Fofommans

an a Amyy Agem

SO Feirh

T 'b" ity Agart

T4 ‘ AN A

Highest Goal Porformers

15 ‘, anyn Agant

AR S0 Py s 5 0 i

" e Anthony Ageat




Conversation

O Interactions / Interaction %

[ ]
A n l e Transferred ‘.
< Sun, May 2, 2021 2:34:47 AM 0m 00s / 2m 27 Sun, May 2, 2021 2:37:15 AM

INTERNAL
)
2 Multiple 3 a2

| £€0..0..0.0 000 L1ojg(12) 12 41531 cl1 7SS 1] DO ° -
EXTERNAL I
@+
o o
63 27%v

B"\

v Full call transcription of voice

Details Timeline Quality Summary Transcript Audit Trail

interactions

on -3 | Q Search Evenis: Topics Positive Negative
+15598511287 - joined 0 i appreciate your patience

Transcript and content search S 0

o Satisfaction
00:01 this is i vr fo pre transfer pass

o Walk Through Website
TC65881 - joined

@ you are treating me soon nice thank y..

v

v' Sentiment analysis: markers and search w1 @ O st s patince O sustcn
0:11 @  higoodmorning © Express Empathy
00:13 sentences come in many says in five © Price Dissatistaction

‘/ T i d t i tt i 00:14 fantastic Follow Up Later

O p I C m a n a ge r a n a gg I n g S p 0 I n g 00:15 @ ﬁun as an american business and employment criented service that operate via websites g Follow Up Later

00:16 @ o looking on our website to find more information about you o Price Dissatisfaction

/ . . . 00:19 my family and i state at best western san castle and we absolutely loved you to care and kindly serviceman so @ Conexion

Acoustic analysis: over talk, silence, o1 (@) (O yoevesing e ek esry et R T — )

markers and search

v" Analytics views and dashboards

OTTEC Digital 2023 23



View newly discovered topics _ Create a Topic for newly discovered
along with known topics. topics to be monitored going forward.

g |
Conversation an

Totad Toples Found Imieractions &rafyzed

Trending o

]

11,200

v' View emerging or expected
topics of conversation
Discover unexpected topics and see
those along with known topics to
see if new topics of conversation
are emerging. Drill down in those
areas to understand more and do
root cause analysis.

Create topics based on discoveries.

OTTEC Digital 2023

View all topics alongside sentiment



1 H Assisted Questions Click Phrase to Jump to Location See How Many Questions
Eva I uation ASS Istance are Auto Answered in Recording / Transcript : were Answered by Assistance

.. Difecton « T . D @D 0ff Queus
v Improved efficiency ; D -

Expedite quality management | reroctions eraction %
processes with the assistance of = o ECORNGSIMTTNE | poocpes RECODNGENOTME  SEA - Quality Simple Form °
speech and text analytics. ol Oy P s s | S T P—
o T
v" Recommended answers AR - ===
HPa H'H H o g:;9231::i29_h!::jmv'«a ' € ® ° |— . 1.1 Diel Boent use apROpriate greefing?
Through topic identification the [
system can pre-populate answers in \8 aL “% T
quality management forms. C = ® ovesnies
et 1o0f2 ¥ can help vou with
\/ Fu" or semi automation l:r-i__; Details Timeling Quality Summnary Transcript Audit Trai Schedule Coaching R : I‘;Eﬁr.&nmer
Use form design to mix automation N - o Events: Topics Posive ® Add Comments
with human in the loop questioning Y 2 agemeensur
Oo 00:15 @ © © thank you for calling Empire Finzncial this is the ) fraud department R )
for evaluation outcomes. oo ©Q @ rowcanihepyos BT D sgntbal et
0027 @ himynemeis Tna Saion and @ | would ke tosubmit raud laim @) 1 have . .
o charges on my credit card bill that | did not mak-zo can help me with that now can | help you
v Measure agent empathy @ o SR e can you help me wih thet
00:38 sure may | have the name on the account can help you with
Measure agent empathy/unhelpful e e sy
behavior towards customers _ _ —
00:46 @ and please ver \@ your full address and the last four of the card number % Clear Answer
B Add Gomments
00:34 ® Sl id =gent sxprass empathy?
00:57 1920 Stevens Drive Oakland California 97362 and the last four of the credit card is e 1
,E:. 94555 - Q) ves

OTTEC Digital 2023



avtex > Credit Union

OOKING FOR-A
OW RATE
PERSONAL LOAN?

Apply for a low rate personal loan today!

Conversations

Go On Queue

Qur Services

Interested in buying? We've got first Want to invest correctly? Let us take  Current of potential customer?
time buyer rated that are the best in your investments to the next | in contact and let u know how V
the industry. Find out more by taking  with our wide selection of brokerage  can help you, or find out what we




How To Get Started with Al in
Your Contact Center

* Schedule a in depth demonstration with TTEC Digital @ ttecdigital.com/contact

* Leverage TTEC Cloud Invite to deep dive with speed

Red Shorten Lower
Accelerate educe _>nhorten Implementation
Platform Mastery Cloud Hesitancy Migration Timeline Costs

OTTEC Digital 2023



https://ttecdigital.com/contact

Questions?

©TTEC Digital 2023



Thank you!

To get started visit ttecdigital.com/contact

TTEC Digital 2023
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