Avoiding the
CX Mistakes of the Past

Yaniv Reznik Head of Customer Engagement Products, LogMeln
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The Translation

ST Y = = EL1
You did not do what What do you take me for, that you treat
you promised me. somebody like me with such contempt?
T TR TFTY 2T =y BT = =3 You alone treat my messenger with contempt!
t is now up to you to restore my money to me in full. =Slas=fi=N| ”‘:I:Lﬁ
[¥ T SEF= =TT TR TY

| shall exercise against you my right of rejection because you have treated me with contempt.
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Today
complaints can be

amplifiec
at a scale unfathomable
4,000 years ago
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...and so what?
Well, there’s a cost.
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BUSINESS IMPLICATIONS OF CX

65%

of buyers find a positive

experience with a brand
to be more influential
than great advertising.

PwC: Future of Customer Experience Survey (2018)




BUSINESS IMPLICATIONS OF CX

One in three consumers say they will

O
65 /O walk away from a brand they |
sgfjjjhaadsome, butafter what 1C ° Q
"

of buyers find a positive
experience with a brand
to be more influential
than great advertising.

happened today I'm never going back.
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(Great technology
can still create

bad experiences.

a Gold

Live Spot Prices:

Silver Pl;

Gold Ask $1,2

CopperKingdom Service

How do | return my order? | just received

a low quality copper shipment. That's not
what | ordered!

I'm not sure | understand that question:

e G B ey T e Pt s ity i

products CI|Ck here toHchogses

Copper Bronze Sllver Gold |

VELS Sell to Us Charts

Ylatinum Ask $861.60 +$-14.50
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Gold Silver Platinum Other On Sale New Arrivals New Arrivals Sell t

Bringing
DOtS and humans
together.

1 0z $1 Banknote Copper 1 0z $10 Banknote Copper 1 0z $100 Banknote Copper 1 0z $100 Banknote Copper
Bar (New) Bar (New) Bar (New) Bar (New)
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[?] H fﬁ Talking with a Live Agent

S
Bringin e
R Elie LRl R IHtfoRSHio Mar

b OtS a n d h U m E We have a no-questions asked return
togethe '

My construction is now delayed and |

need to put the money toward another
copper vendor.
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Harmony
in motion

=

Enable
self-service

RETURNS .

Hi there, I'm Copper the BOT,
I'm copper-smart, and bright as gold!
Do you need help with a return?

Seamless
transitions

That seems beyond my pay-grade, let
me connect you with our client
relations manager:

Chris — Client Relationship Mgr

M. Nannl on behalf of Coppeergdom

Empowering
agents

Chris — Client Relatlonshlp Mgr

| can upgrade your order and
overnight you our best-selling
PremiumPlus copper, at no
additional cost.




Enable
H a rm O n y Se|f-SerV|Ce - 'm happy to help, what is your order Seamless

number EmpOWG1
i n Oti o n transitions agent:
Hi there, I'm Copper the BOT,
I'm copper-smart, and bright as goldy
-L. Do you need help with a return? —
= Your order has been shipped and
will arrive by Monday, June 10
#CXNEXT
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Harmor
in motic

Seamless
transitions

Chris — Client Relationship Mg

Mr. Nanni - Agent Console

copper shipment! That's not what | ordered!

We have a no-questions asked return policy.
For returns, please use our FEDEX account
CE3349243.

| need a full refund ASAP. My construction is
now delayed and | need to put the money
toward another copper vendor.

That seems beyond my pay-grade, let me
connect you with our Client relations manager.

Mr. Nanni, on behalf of CopperKingdom | apologise
for shipping you the wrong Product. | can issue you
a full refund today or, if you'd like, | can upgrade
your order and overnight you our best-selling
PremiumPlus copper, at no additional cost.

My Wrap-up Transfer

Discuss End Chat

Q Smart Advisor

| need a full refund ASAP

Refund
If a customer asks for copper refund, offer an

immediate refund or an overnight delivery of the
correct Product for free.
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Harmony
in motion

Enable
self-service

Seamless
transitions

Feyond my pay-grade, let me
Ou with our Client relations manager.

Empowering TUE—

Mr. Nanni, on behalf of CopperKingdom |

d gents apologize for shipping you the wrong

2

product. | can issue you a full refund today Rafund
or, if you'd like, | can upgrade your order and
overnight you our best-selling PremiumPlus
copper, at no additional cost.

* Chris — Client Relat

Mr-Nanni-on-behalf-ofC
Fapologize for shipping-you-the-w

product. can-issue you-afull-reful
today-or if youw'dlike, - can upgrad Thanks. I'll take the free upgrade. It's a

vour orderand-overnight you our | frustrating situation, but | appreciate you
selling PremiumPlus copper, at no \CUEEICRCRUIEEERe 4T
additional cost.
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Voice

Salesforce

Email

Field & tech
service teams

Digital
agents

Care Billing
agents specialists
Brick & . Retention

J— . Bold360 Advise —e

ZenDesk

Web browser

Chat
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Phones Plans Deals Support

G G Available

anywhere - -
4 . .
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c o | Consistency of
~— experiences
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empowerment
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PRODUCT DISCOVERY CONVERSION IMPROVEMENTS

Find the P ODUCT EDUCATION ACCGleI‘a te g I’OWth Improve the

product that by removing friction in the purchase
1 iNA ArAeacc CAMPAIGN OPTIMIZATION ]

fits your need experience

Bold360 Acquire

PERSONALIZED EXPERIENCES
DECREASED CART ABANDONMENT




Product discovery

Help customers find
what best suits their need

#CXNEXT




Campaign manager
Put the right message in front of
the right audience

Campaigns / Edit Campaign

. Campaign title
supe
DASHBOARD
(56 Set the schedule
KNOWLEDGE Set when the campaign starts and ends.
P  VOICES Start

End

Started at Mon, 20 May 2019 14:42:07 GMT ® End manually
TOUCHPOINTS

ENGAGEMENT

Campaigns

o/Qo Choose your customer segment
N

Set criteria that define the target audience of the campaign.
Channeling

e Fee Current URL contains ignore superd

ANALYTICS

contains

ADMIN CENTER

contains ignore case mouse

pUPPORT CENTER

- Choose what to show ’

~
Set the widget you want customer in segment to see.

Launch Al chatw



Conversion optimizat

Reporting and insights to drive
smarter business decisions

Automation (defaul... A

é@) ENGLISH »
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0
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DASHBOARD

KNOWLEDGE

VOICES

TOUCH

ENGAG

Beta Re

Traffic

ANALYTICS

Reports

POINTS

EMENT

ports

age Base

Analytics > Reports

Engagements dashboard

0
o 9o . : B A9 0 \9 9 1O : AC A9
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# Engagements % Self Served

(2] Engagement summary

Days in kb Number of Channelled Channeled to Bold Positive feedback /
date Engagaments

5/9/19 Circuits
Copper Assignment ...

Copper Assignment

Customer Facing #

Dev

Development

Digital Engagement
Distribution_and_Co...
Dutch_New

English

English_New
ESContacts

Fiber Assignments

FlashTools
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ngOﬂ Scle Products For business Support Your Dyson Search Q9
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ng demand, this product is in short supply and may take longer to reach you.
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One more thing...



Bold360
Service

Expanding the Accelerate

Operational
efficiency conversation adoption of Al

Knowledge base Analytics & insights Conversational Al

Reporting

Natural language processing Smart routing
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Meet the new

Lold360




Ancient Mesopotamia

4,000 years ago



Bad CX = Bad business

Broken Unmet Lack of Business |
promise expectations response declined | = \&\
o o @ o COMPANY







Every experience matters.
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