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Crises tend to accelerate macro trends,
especially for contact centers. The
implementation of remote working,
digital self-service, messenger bots,
machine learning, and Al have all been
accelerated due to COVID-19.

Meanwhile, customers are still expecting an emotionally

and psychologically satisfying experience, ready answers to
their complex queries, agents exhibiting empathy for their
circumstances, and first-time resolutions for their problems.
These expectations exist whether the customer contacts the
organization over text message, social media, apps, video calls,

or webchat.

For contact centers, it's no longer + Companies using a proactive customer
about effectively managing contacts experience approach increased

at the lowest cost. It's about delivering customer retention rates by 3-5%
experiences that inspire advocacy and + Organisations with best-in-class

loyalty. The mindset around the role of the customer experience report a 2.7x
contact center is changing as it becomes higher operating margin than those with
the epicenter of customer experience. average customer experience

89% of businesses are expected

to compete mainly on customer
experience

Consumers are willing to pay up to a
16% price premium for better customer
experience

However, creating market-leading, low-
cost customer experiences is a significant
challenge.

Source: McKinsey, EXL — HBR Research, PwC, The Walker Group, Dimension Data, Salesforce, Gartner, Forrester




EXL's approach
— CONNECYx, connected
customer experience

EXL knows what makes not just a good
customer experience, but a cost-effective
one. EXL's distinctive approach to
digital-first contact centers creates value
through connections:

Disconnected present

Disconnected outcomes

Broken customer
journeys

Running efforts

Data silos Connected benefits
Insufficient customer .
feedback loop ) Connected operations

Misaligned EX & CX Connected strategy

Connections between strategy and
execution; connections between front and
back office; connections between agents
and customers; connections between
human and Al; connections between long-
term growth and immediate efficiency.
We call this approach CONNECx —
transforming a disconnected present to a
connected future.

...Connected future

Connected data

Connected EX & CX

in silos
-(% 4-6% 50-60% <b% +30% 10-15% 40-50% 35-40%
NPS Cross-sell Higher cost to serve Digital workforce NPS Cross-sell Higher cost to serve Digital workforce
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Data Strategy

MDM ——

Data Quality - IRIS ———@

Data Enrichment ——

Actionable Insights |

Omni-channel platform (Genesys)
Conversational Al (IPSoft)
Automated IVR / IVR optimisation

Digital containment
(self-service, chat , etc.)

Proactive customer contact

CONNECX helps fix issues that impact

traditional contact centers, such as

data silos, a lack of data insights,

broken customer journeys, a break-fix

approach, manual touchpoints, and siloed

communications. This helps us to deliver
customer experience improvements
including:

+ Drives out cost by reducing hand-
offs, reducing calls, or using low-cost
channels instead of voice interaction

* Carries cost, but are sufficiently
valuable, such as Al-infused customer
experience using conversational Al

Target Operating Model design (Consolidation,
Simplification, Righ- shoring, Queue design, etc.)

CX Benchmarking & Best Practices

Connected
strategy

(Enabled by
EXL Blueprint)

Connected Connected
data & insights CX & EX
(Enabled by (Enabled by
EXL Analytics) EXL DIVA)
EXL
CONNECX
Connected Connected
® interactions operations
(Enabled by (Enabled by
Exelia.Al) EXL MIA)

CX Journey Design - Moments of Truth

Best Next Action
Speech Analytics

NLP based interactive feedback
capture

Al-Coach for behavioural nudges

WFM Command Center
Contact avoidance - Proactive management
Front and Backoffice integration

Real time view of customer journey



Compelling results from EXELIA.AI™ integrations include

10-12% improvement In overall customer service,

30-40% contact deflection from human agents, and up to

25% reduction in cost to serve

Customer's choice

Gartner peer insights
customers'’ choice for
data and analytics service
providers 2020

Visionary

Gartner’'s 2021 magic
quadrant for data and
analytics service providers

6 © 2021 ExIService Holdings, Inc. All rights reserved.

Improves retention rates via appropriate
interventions or removing detrimental
drivers of churn

Improves acquisition rates via active
customer referrals

Improves cross-sell and up-sell
opportunities, such as by adding 10%
to conversions for key segments and
interactions

CONNECKX is a holistic approach built upon
several pillars, visualized as spokes around
the CONNECx hub:

Connected strategy:

Beginning with a connected strategy, we
use our BluePrint™ framework to leverage
50+ data points to help our clients design
the right target operating model for their
contact center. A few of the key things we
help our clients with are:

Consolidation, simplification and
location strategy

Benchmarking and best practices
Customer journey mapping and
identifying moments of truth
Digital containment and deflection
strategy

Intelligent staffing model that ensures
the right call lands with the most
appropriate agent

Shift to a variable cost structure

Connected data and insights:

EXL is a leader in enterprise data
management, with dedicated practices for
Cloud, data architecture, data governance,
data integration, data quality, master data
management (MDM), and reporting and
analytics.

This comprehensive expertise sets EXL
apart from our competition and helps us
identify the optimal data strategy and
governance to produce actionable insights
for Connected CX initiatives.

Connected interactions:

Customer engagement needs to not just
be present on channels where customers
want service, but provide a seamless flow
and context between these channels.

This includes the interplay between digital
associate conversational bots and human
representatives. EXL bring in best-in-class
digital solutions to unify every moment of
the customer journey across all channels
and departments, turning touchpoints into
a story. Our conversational Al, Exelia.Al, the
brainchild of our partnership with IPsoft’s
Amelia, takes customer experience to the
next level by using human-like interactions
powered by natural language processing
and contextual understanding. It makes
these consumers self-sufficient, and is able
to instantly solve their concerns any time.

Connected operations:

EXL's Al-powered Management
information Assistant (MIA) provides a
real-time view of the customer journey,
with the goal of connecting the front office
to the back office to impact the customer
experience and proactively handle potential
roadblocks on the customer journey. MIA's
intelligence module also provides insights
into whether an interaction should go to a
bot or a human.

Connected
Employee experience (EX)
and Customer experience (CX):

EXL understands the importance of
aligning CX and EX by empowering
employees to deliver excellent customer
experiences. Combining the right people
with the right digital tools and best
practices is a winning formula, driving
better daily interactions and delivering
consistent customer experience.

Our Digital Virtual Assist (DIVA), an Al-
based agent augmentation tool which
gives human representatives guidance and
recommendations for how to best handle
conversations, reduces agent as well as
customer effort. We also use our Al-Coach
solution that uses Al/ML based cognitive
nudges to drive behaviour change for our
agents. It helps personalise the coaching
regime to drive winning behaviours and
deliver outcomes.

Cost to serve

As-is EXL CONNECX —run and transform

100%

Baseline
FTES

Baseline NPS
Increase

27

+25 to 27

increase from
baseline Touchpoint
NPS

58%
53%

35 to 45% reduction
in FTEs

I

Delivering 'the best possible Al-infused customer experience
at the lowest possible cost’

What it means for

our clients

Put simply, we use our CONNECx
approach to safely consolidate, simplify,
and transform fragmented operations
across to a new Al-infused target operating
model. Typical outcomes for our clients
post CONNECx implementation include:

Additional outcomes

Digital
workforce

Contact
avoidance

Time in
motion

Improved
sales

Customer
lifetime value

35-40%

(o}
contacts managed through
digital workforce

— o)
15-20%
contact avoidance through proactive
fixes and self-service improvements

— 0
25=35%
reduction in time in motion across
channels reducing customer effort

10-15%
Increase in
conversion rate

15-20%
Increase in
CLV benefits each year

Using DIVA, EXL delivered +204 bps improvement in
CSAT and 20% reduction in cost of operations for a
leading global travel management company



EXL has successfully implemented the CONNECx platform for leading Fortune 100 and FTSE 100 clients across our chosen industry

verticals. Here are few case studies:

Migration to digital channels
of communication

foc
Leading UK provider of television

and broadband internet services

Estimated annualized NPV
impact of £40MM

Front-office transformation
through Intelligent Virtual
Assistant (IVA)

QO
Leading US health

insurance provider

20% efficiency gains and reduced
90% workload for status check
calls through deflection

Improve customer satisfaction
through EXL DIVA solution

e
7
Leading business

travel company

5% improvement in customer
satisfaction and repeat
contact avoidance

Reduce cost while improving
customer experience

i

oo

Leading Energy &
Home Services Provider

32% reduction in cost of operations
without any detrimental impact on CX

Implementing intelligent
chatbot capability

g

Leading US insurance broker

Multilingual Chatbot capability
delivering 15% efficiency gains in
60+ geographies

Delivering multilingual
language translation solution

i

Leading P&C Insurer in US

Delivered 12% reduction in cost to serve
and 10% improvement in accuracy

Accelerating claims
processing during COVID-19

6
A

Leading life insurer company

30% call deflection through assisted
automation and 5% increase in accuracy

KYC automation solution
for a global bank

PN
0nmp

—_—

Banking and financial
services company

Delivered 50% - 75% reduction in
manual effort. Resulted in cost
savings for more than $15 MM.

deliver outstanding Al-infused customer
experiences, leading to higher customer
lifetime value and reduced costs.

powerful business outcomes, creating cost

Customer response o ) .
efficiencies and accelerating growth.

Customer journey orchestration
Digital or human Digital and human

Employees as answering machines Employees as experience managers

° {3 ° L )
Apart from the typical benefits provided From To
above, EXL also builds next-generation @ Connected @ Connected Data @ Connected Connested Connected
contact centers for our clients that Contact center W) Experience center e e e e o
evolve with customer expectations. We Cost m) Contribution to overall profitability
continue to leverage a fluid integration of , :
technology, data management, analytics, calls per hour average cal lenth = Erand experience dehery In conclusion, we differentiate ourselves Our methodolo d
. gy and technology stack
and organisational design to enhance Failure demand mp First time resolution as a digital-first partner, with deeper is not just about cost cutting, as a race to
cognitive interactions and transform the Receives change programme, head office outputs  mp Drives change programme, head office outputs domain expertise, advanced analytics, the bottom on price is not sustainable. It's
role of associate from basic customer _ and Al-led digital solutions providing about dramatically improving the customer
service representative to empowered felephone-based = Omnichannel an outcome-based value proposition, experience, in turn delivering efficiencies
customer advocate. Here is how Command and control m) Servant leadership rather than a scalefirst provider focused and growth on a larger customer base.
contact centers look like post CONNECx Seripts m) Authenticity and empowerment on commoditized, low-margin, non- This is being aptly supported by the
implementation: , . : differentiated contact centers. Our vision talent and partnership ecosystem with
Low skl mp High levels of competency and judgment is to become an indispensable partner firms like IPSoft that cut across our stack
Speed =) Quality for contact center operations where we augmenting customer experiences, driving

»

=

»

=

Organized by product specialism Organized around journeys and customer needs groups
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EXL

UNITED STATES (GLOBAL HEADQUARTERS)
320 Park Avenue, 29th Floor

New York, New York 10022
T+1212277.7100 F+1212.771.7111

To find out more, contact us

You

exlservice.com

EXL (NASDAQ: EXLS) is a global analytics and

digital solutions company that partners with clients

to improve business outcomes and unlock growth.
Bringing together deep domain expertise with robust
data, powerful analytics, cloud, and Al, we create agile,
scalable solutions and execute complex operations for
the world's leading corporations in industries including
insurance, healthcare, banking and financial services,
media, and retail, among others. Focused on driving
faster decision-making and transforming operating
models, EXL was founded on the core values of
innovation, collaboration, excellence, integrity and
respect. Headquartered in New York, our team is over
33,000 strong, with more than 50 offices spanning six
continents.

For more information, visit exlservice.com
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https://twitter.com/exl_service
https://www.linkedin.com/company/exl-service/
https://www.instagram.com/exl_service/
https://m.facebook.com/ExlService/
https://www.youtube.com/user/EXL
http://exlservice.com

