bar hone

o

l

p"‘i

"kf}a gt * A%

P =
. S b e . == £ - i;_'
< g = - =2 2 3
TE - - 7 ==—1 ° : e L e DS
- A \ Wi - L] i 2 W h LT NEs ’ \ 1 :
ths E ‘E'cr ! a2 el N nh T
- 3 et EESErT e : -3 ! o] s | )
: -1l e i A f:_'T e . - ' ¥ g
' X £ i e ! = ! » : ‘ §»
" : ; - = BB 01 - s T g} »| - .
B ! == 8 S S = > Nab -
’ 2 SNE B A =33 TF i
=~ ~ ~ . < h L R B o-id n 4/ :

‘n-a -__‘

g-%

Team & Customer Engagement

Digital Transformation Solutions s
UC% Athens 2017 E d g e

Diamond

N
W\




DIGITAL Hybrld Customer

APPLICATIONS 4 mIDMARKET & EXperiences
INTEGRATION 5 Digitization TRANSFORM

USE CASES { 3 13 Secure

SPEED.TO MARKET c L o u g PURE

FLEXIBILITY VERTICAL BUSINESS o
URGENT COMMUNICATION ¢
OPEN PLATFORMS €ollaboration +c PRIVATE







Value Creation and Diffeteﬁtiati‘?“ '. L
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Platforms




.. Out of the box Communications for-any interface

Minimum
Footprint

Office Team
Collaboration

AVAYA
breeze

Mobile Users -
BYOD

Communication
Platforms

Social Media
Feed & BOTS




{ =3 Open APIs & Standards — IqT Ready

Breeze loT
Developer Kit

AVAYA
breeze

Easy Application
Designer

Communication
Platforms

Big Data
Repository
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Traditional Voice Channef

. Web Cllclgto Call &Mldeo

Web Chat . »
Autontated ChatBot y, o
CoBrowsmg > .

Email & SMS handlmg

Custom Branding with SDK |

Communication
Platforms



BREAKING NEWS BREAKING NEWS BREAKING NEWS BREAKING NEWS BREAKING NEWS BREAKING NEWS BREAKING NEWS BREAKING NEWS BREAKING NEWS BRE/
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« Everything cloud ready "’?T-ﬁj.
« Communications enaBImg*w
" e Multl channef conve’rsatmn

Out oftie box integratidns |
with major vendors such.as :
*  Microsoft , &
C SAP ‘ . e

AVAYA
breeze

Oracle = . pr s A
Any CRM/ERP with APIs and/or e

¢ R Communication
DB schema

Platforms



Context Store * .

Data Rep05|tory e

_Interactions Historical Database»

" Workflow ASS|gnments

Team Attributes - - =
Business Rules .
Routing Decisiens:
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Big Data Marketing . CRM" a . ERP - o IVR ngSite/Eshop



TRADITIONAL INTERACTIONS

-~ User calls by phone-the IVR trying to reach an agent

EMAIL

User sends an emall and awalts for response



 TRADITIONAL INTERACTIONS

‘User browses corporate webS|te/eshop
' »
g | == B B S i _) \@ SURVEY/FORM

]
X ~ ESHOP CART

SOCIAL MEDIA +

User posts on the corporate socral medla page



SMART DECISIONS ROUTING

~ User calls by phone-for a new or unresolved request -

, "’ '.. -.--.---

: Context
asgﬁggi%tih;ﬁgt Routing engine - . Store
T e notices that customer
post call survey called recently
. _ AL -;}‘*,. .

Call is routed to the * = y ) Customer context
queue with increased j == y - delivered with the
priority ke A P = . contact to the agent

Customer resolves request faster and more efficient



FROM PHONE CALL TO DIGITAL SESSION

- User calls again by phone trying to reach an agent

Customer clicks the Imk and they are now in a Web
Collaboratlon Sessmn WebChat CoBrowsmg




DIGITAL TO LIVE SESSION

User Logs in and Loads Shopping Cart but Doesn’t Buy

Convert to click-to-call and/or
Click-to-video through browser *
Via WebRTC — \C pluglns | |




'PUBLIC TO PRIVATE CONVERSATION TRANSITION

Customer writes tomplaint on corporate Facebook page

Agent provides general response & tes
— and send the link by .an sms/emalla '

Agent and customer are jomed into prlvate Web' chat session

- possible upgrade to WebRTC voice & V|deo . : ’ Cgtntext
. . ore




AUTOMATED CHATBOT & MESSAGING

Sms is sent to the mobile phone wrth a link for a web chat |
Customer Is connected to a Bot before connecting to live agent

“f,q*"ﬁ\‘
‘ =

Automated answer templates and ‘ "“text recognltron by

retrrevrng data through Contexg Sto,e and/or B party DB/A|ops |

'® »00

_ Context Store anx

| Bot Chat session can be on the corporate websrte/moblle app
or on the'social media ehat (Messenger, .Vrber, Whatsapp )



CLIENT SDK ' - On Premises & Cloud Applibatiohs '
* < Vertical Industry Specific

JANV/ANV/AN . » Ready Apps in SnappStore
OfECZEl - | S

P Hospltallty : Real Estate

Healthcare  Financial Services
Care Team Coordination ~  Mobile\Digital Branch ‘..33, s . Guest Experience *  Video Tours
Patient Experience ~ Customer-Experience o ﬁ Back Office . . Localization Capabilities

Secure Care Secure Banking , = - . Secure Networklng ' Dynamic Team Negotiation

-
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