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[loTOoMy 4TO BCe mOBTOPSAETCS

o Omni Channel

o Cloud Based Contact Centers
o Virtual Agents

o Social media

o Self-service

BHe3anHo: oTka3 ot 8-800
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expectations

Microservices O BPM for Customer Service and Support
Emotion Detection/Recognition Customer Engagement Center Interaction Analytics

Video C'hat for Customer Service O Web Real-Time Communications

O Recorded Video Customer Service Customer Engagement Center

Workforce Management

SIP Communications
Fraud Detection

Identity-Proofing Services

Q Virtual Customer Assistants

SIP-Enabled Contact Centers.
Customer Engagement Hub Speech Analytics Customer Engagement Center Quality Management

SIPREC Social for CRM: Social Media Engagement Applications

Social Feedback Universal Queue Management

Mobile Devices in Contact Centers
Manaanouiedge Ry Menaaement Work-at-Home Agent Technology
Customer Service O On-Premises Customer Engagement Center
Proactive Hosted Contact Center
Communications Contact Center as a Service
Applications and Services Customer Self-Service Suites
Presence-Based Contact Routing
c”*‘”’”ﬁ'i‘};’fg:é‘;?;ﬁ;‘;‘:n’ Customer Engagement Center Performance Management
Private Cloud Communications As of July 2016
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Years to mainstream adoption: obsolete
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Gartner (July 2016)
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CBUOAHUAY:
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Cucrtemam
pacno3HaBaHus peyn
"Contact center all-in-
one suites"




MubopMmaliusa a1 nsydeHus

benefit years to mainstream adoption

less than 2 years 21to 5 years S5to 10 years more than 10 years

transformational Social Media Web Real-Time
Engagement Communications
Applications

Customer Engagement
Center Quality
Management

Customer Engagement
Center Workforce
Managenment

Fraud Detection

Identity-Proofing
Services

SIP Communications

moderate EPM for Customear Servics
Cenftars i and Support

SIPREC

Gartner (July 2016)

As of July 2016




Ha uto 6yayT TpaTtuTh feHbIru
azuvarckue K117

INVESTMENT PRIORITIES OVER THE NEXT 6-12 MONTHS
44%
Big data & analytics
39%
34%
31%

26%

Robotics process automation
Finance automation
Document management solutions

Workflow solutions

19%
17%
14%
14%
12%

Mobile solutions

Cloud

P2P solutions/O2C tech & accounting software
Learning and development tools

CRM tools (customer relationship management), CEM(customer experience management)

«SHARED SERVICES & OUTSOURCING LEADERS IN




busHec-npoueccol

2016 — roa KnueHnTta (Forbes)




busHec-ipoueccol

KnneHTtbl cTaHOBATCS yMHee n TpeboBaTenbHee

Omni Channel Bce 6nuxe n 6bicTpee

MobunbHble TenedOoHbl «PynsaT»

Big Data ctaHoBuTCSs BCe 6ornbLue

Micro Data ctaHOBUTCA MeHbLUE U NepcoHarbHee

KorHntueHasa aHanuTmka — KOMMbOTEPLI AyMalOT YMHEE N NpaBuribHee nogen

PasButne otcnexmsarowmnx cuctem (Social Media — 6onbLie aHanuampyem, 4em
NCNosSib3yem)

LleneBas peknama gomkHa NosiBRsiTbCA BOBPEMS
Thank you for sharing

Self-help customer service ctaHOBUTCS BCe MOLLHEE - NOKONEHMe Y CTaHOBUTCS
aKTMBHbIM NoKynaTtenem

YouTube — «ropstumimt MIMPOXKOK»

CX cTtaHeT caMbIM 605IbLLIMM KOHKYPEHTHbLIM NMPENMYLLLECTBOM B bnmxanwime 3-5
net!

KrnneHTtbl oxkngatoT IMYHOW OLEHKN
Yaensante sHumaHue noroge! IBM bought The Weather Company!
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Let’s— "

OCT 5
2016

DAY

In Particular, Approved-To-Attend Participants
Will Learn About & Benefit From :-
Key CX Principles & Concepts
» New Learning & Development Initiatives To Help You Build
CXC nmjwlram y At Your Organisation
« Submission Guidance On The Middle East
CX 2016 Awards Competition
= CX Technology Updates From Leading
Vendors & Solution Providers




HeMHOro o crangaprax

BecHon 2017 oxxmnoaetca HoBasi BEpPCUS
EN 15838 -

ISO 18295

B co3gaHum y4acTBYIOT:

South Africa, Malaysia, Germany, the Netherlands,
Sweden, UK, Spain, France,
Austria, ANEC (observer), China and Korea




I lepcoHan
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MUPOBbIE TEHAEHLIUHN B HR B 2016

BoBABUEHHOCTL NEPCOHANa

[OATOTOBKE MOADA KX NPOBECCHOHAADS

VI BceykpaunHckaa npaktnyeckas koHdgepeHuua HR-SPACE
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23.52%

| 2317%
32 097% 22.89%

21.34%

20.86%
2062% 20.559%

20.28%
20.05% 20.09%

2010 2011 2012 2013 2014 2015 2016

Source: Benchmark Portal, L




I lonBomHBIE KaMHU

o Kpax cyuiecTByroLlen Mogenu TpyaoycTponcTea
o NNameHeHne mogenu npeanpuHUMaTensCcTBa

0 OYHKLUMOHArIbHAA HErPaMOTHOCTb

o ObLlaa HerpaMmoTHOCTb




[Tyt pemenus mpo6iem

0 1. lameHeHne BHYTpPEeHHEN KynbTypbl KOMNaHUK
0 2. BHyTpeHHee oby4yeHmne
o 3. BnoxeHua B nepcoHan




| I]pusATHBIE HOBOCTH 2017T

KomnaHusa «MacTtepTtenekom» BnepBble
npoBeAeT uccriegoBaHue pbiHKA
KOHTaKTHbIX LeHTpoB benapycu!




Crracu60! Borrpochr?

VpnHa Benunyko,
KLl KOHCynbTaHT,
+38 050 550 11 69;
+ 38 067 440 69 91
ive@ivelychko.com.ua
http://ivelychko.com.ua/




