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Safe Harbor Statement

The following is intended to outline our general product direction. It is intended for
information purposes only, and may not be incorporated into any contract. It is not a
commitment to deliver any material, code, or functionality, and should not be relied upon
in making purchasing decisions. The development, release, and timing of any features or
functionality described for Oracle’s products remains at the sole discretion of Oracle.
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WHAT IS CX? “Customer Experience (CX) is the sum of
all interactions a customer has with a supplier.”
Across Marketing / Selling AND Service & Support

http://en.wikipedia.org/wiki/Customer_experience

ORACLE



The Reason For A CX Strategy Was Sustained Growth

*2012 Global Customer Experience Disruptive Study: U.S. Key Findings N.A

ORACLE
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ONE BRAND, ONE EXPERIENCE

Where are businesses investing in CX today?

& [ AWAN o, I IR
¥ L ——
MODERN MODERN MODERN MODERN
MARKETING COMMERCE SELLING SERVICE

SYSTEMS CONTENT DATA CULTURE
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Are You Investing Your CX S In A Better Promise?
Making It easier to promise more, and more often?

THE BRAND DELIVERY

MORE $$$ LESS
SPEND | AMOUNTOFCX | SPEND
v BUDGET SPEND v
INCREASING Qt‘) INCREASING
ACQUISITION — # OF CUSTOMER - CUSTOMER
COSTS Eﬁi"i ENGAGEMENTS CHURN
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“We Cut Your Customer Service Budget
To Fund Our New CX Marketing Loyalty Campaign”

‘ ‘ V- L A" / N

CUSTOMERS
4 —
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BRAND CAMP

by Tom Fishborne

WE NEED TO
I MPROVE
SERVICE

WE CAN'T
AFFORD
IT

WERE INVESTING
EVERYTHING INTO
PROMOTIONS

1

N — | s
CONSUMERS ONLY || WHY WON'T RECAUSE 0L
RoY FROM US IF || CONSOMERS SERVICE 1S
WE GIVE IT AWAY || PAY FULL RICE? S0 RAD
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Does Your Customer Service CX Look Like This?

+ More Products/Services To Support

+ More Trained Staff Leaving

+ More New Customers To Serve

+ More Customers Leaving

+ More Systems To Integrate

+ More Old Software Failing

And Budget Got Cut Again!

ORACLE’




Does Your CX Service Investments Look Like This?

Web Self Service Phone/IVR
2015 10% o 82%
Channel 8
Investment S Social
"2014 20%  |7% 65%
Consumer
Pref Web Self Service  Social Phone/IVR
*2018 30% 22%
Predicted
Consumer Web Self Service Social Phone/IVR
Pref

ORACLE
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5
%

Chat

Chat / Video Chat

*Source: Gartner, 2014



Is Your Customer Service Measured As A Cost Center?
Under Funded, And Under Valued As A Strategic Partner In CX

Copyright © 2014 Oracle and/or its affiliates. All rights reserved. | Oracle Confidential — Restricted



"WE CANNOT
SOLVEOUR &=
PROBLEMS & -

WITH THE SAME @8, .- |

THINKING WE #%  SNE

USED WHEN WE e
CREATED THEM”




X 8 LESS to grow
from existing customers

X 3 More customer engagements
happen In the Owning Cycle

# 1 Reason to recommend a company:
Outstanding Service*

ORACLE’




Rewind The Clock And You Will Find CX Hero’s

Tony Hsieh > founder and CEO of ZAPPOS

“Zappos is a customer service
company, that just happens to
sell shoes.”

ORACLE
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Invest In Better Delivery Of Your CX Promise

Your Customers Acquire New Customers For You

LESS
SPEND

LOWER $$
ACQUISITION
COSTS

f@

C)RACLE

T 9SS

AMOUNT OF CX
BUDGET SPEND

INVEST

)

o) -
— # OF CUSTOMER

ENGAGEMENTS
LEVERAGE
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Define A Strategy To Become Modern

From The Promise To The Delivery Its One Modern Experience

Modern Service

Traditional Service

Tactical Silos Strategic Omni Channel

Reactive Proactive
Anonymous Personalized
Cost Center Profit Center
Complex Simple

ORACLE
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Invest In The Right Technologies

AT THE RIGHT TIME!

WHO TO

_ ENGAGE
Align:

* Who To Engage And Empower
e How To Measure And Where
* When To Invest With What

Modern

Customer
Service

HOW TO
MEASURE

ORACLE ROADMAP TO MODERN™

ORACLE




Evolve To Measure Success By Profit
Reduced Acquisition Costs The #1 Measurement

O, )

EFFICIENCY RETENTION ACQUISITION

(LOWER EFFORT) (STRENGTHEN RELATIONSHIPS) (INCREASE REVENUE)

-SS BIG SAVE HERE =) THEN INVEST HERE +5SS THEN MEASURE HERE

Reduce Service & Support 10x Cheaper To Retain More Opportunities From
Volume And Cost Customers Then Acquire New Loyal Brand Advocates

ORACLE

ORACLE ROADMAP TO MODERN™
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Embrace Acquisition Metrics Today

WWW.X.COm [support

SUCCESS = conversion SUCCESS = deflection

5006
8 9854

INDEXED AND PROVIDED AS RESULTS E

C)RACLG

V

NEED 9’

Consumer

[?
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Mature Your Service Strategies
Omni-Channel Is An “Evolution”, Not A “Revolution”

MODERN CUSTOMER SERVICE

{Cost Center}

0. SILO CHANNEL STRATEGY

Introducing single or silo channels to connect with customers

ORACLE ROADMAP TO MODERN™
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Get Going On Your Journey To Modern
WITH A MULTI-CHANNEL STRATEGY

ORACLE

Empower Customers With
Self-Service

Provide Multiple Choices Of
Channels

Enable Customers To Help
Each Other

Copyright © 2014 Oracle and/or its affiliates. All rights reserved.

Primary Focus:

EFFICIENCY

(LOWER EFFORT)

INCREASED PRODUCTIVITY

REDUCED VOLUME

LOWER COSTS

Moving from limited silo
channels, to multiple channels
of choice for customers to
connect on any device.



PHASE 1: GET GOING CRBITZ

Empower Customers With Self-Service

GRBITZ Wm0

Mis Viajes

Examinar / Cambiar Mi Intinerario
Buscar | buscar por palabra clave o una frase Administrar métodos de pago
Cambiar direccién de email ee Verizon LTE  12:33 PM 9 % 85% )

Temas de Ayuda Cambiar contrasefia & faq.orbitz.com (]
» Vuelos Se me ha olvidado |a contrasefia

> Hotel Respuestas mas frecuentes ) e | SFRBITE [ searcn O

» Paquete .
» Auto * ;CAmo contacto con el Semvicio de Atencidn al Cliente de Orbitz? Proteccién de Viaje
» Seguro de Viaje * iDdnde puedo encontrar nimeros de teléfono para llamar gratis ala L

aeralinea? Obtener cobertura para gastos medicos
» Pagos de emergencia, gastos de cancelacién y
» Micuenta ® ;Cdmo cambio o cancelo mi boleto de avion? equipaje perdido, y mucho mas durante

) ) ) : - suviaje.
* ;Es posible seleccionar los asientos para mivuelo?
. C eguro de viaje
I * Mo podemos completar tu reserva con la aerolinea. Por faver elige ofra Comprar segure de viaj
opcidn

& Qe significa “impuestos incluidos™

FAQs in 12
languages

* ;Puedo hacer el check-in & imprimir mi tarjeta de embargue online?

Mo se puede verificar la direccion de facturacion de la tarjeta de crédito que
proporcionaste

BEB Rating

£0Ué quie
aerolinea

decir "por favor, para comprar el boleto contacte con la

re
?

* ;Puedo realizar una reserva por teléfono?

® ;Puedo conseguir puntos de fidelidad cuando hago una reserva de hotel?

9 O 0/ Mi direccion de facturacion estd Fuera de EEUU. ;Puedo reservar en Orbitz?
Reduction in
Agent Errors

Estado del vuelo | Orbitz Alertas de Viaje | Moticias para Viajeros | Contactencs | English

Sobre Orbitz | Contactenos | Inversores | Carreras | Medios de Comunicacién | Publicidad | Afiiados | Orbitz para Agentes | Términos y Condiciones | Sug derechos de privacidad

witter ’

5 Orbitz protege tu privacidad y seguridad. Estamos cerfiicados por parte de TRUSTe ¥ Verisign.
m[' z © 2001 - 20132, Orbitz, LLC. Todos dereches reservados. -\ TRUSTe

CST 2062530-50; Hawail TAR-3627; lowa 644; Nevada 2003-0387; Washington $02-102-724

Promesa de Precio Bajo | Garantia de Tarifas Bajas | Price Assurance | Facebook n




Primary Focus:
Get Better On Your Journey To Modern RETENTION

WITH A CROSS CHANNEL STRATEGY (STRENGTHEN RELATIONSHIPS)

INCREASED SATISFACTION
223>

IMPROVED LOYALTY

Standardize Service

HIGHER ADVOCACY
Across All Channels

Innovate New
Ways To Engage

Connect All Silos
Of Knowledge

®

Copyright © 2014 Oracle and/or its affiliates. All rights reserved. |

Moving from silo systems for agents
to engage, to unified systems for
consistent and relevant service
quality on every channel.




HOSTING.

TAKING YOU FURTHER

PHASE 2: GET BETTER
Standardize Service Across All Channels
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Pri F :
Get Ahead On Your Journey To Modern Arc";f}.ys.}’.‘(‘;f\.

WITH A OMNI CHANNEL STRATEGY (INCREASE REVENUE)

INCREASED OPPORTUNITIES

IMPROVED CONVERSIONS
Unify All Customer

And Business Data DRIVING MORE SALES

Personalize Customer

Engagements
[
ERgER
L 1 1]
H
Connect All Brand
Experiences
Moving from anonymous

service, to personalized
segmented engagements, that
can connect to a CX Strategy.

ORACLE
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Define Your Roadmap

To Modern Customer Service

2353

Empower Customers
With Self-Service

ol

Provide Multiple
I!E DA Choices Of Channels

.

° Enable Customers To
r

o
‘V‘“ Help Each Other

223>

m('lo)' = Standardize Service
@“' Across All Channels

Innovate New Ways
To Engage

Connect All Silos
Of Knowledge

Unify All Customer And
Business Data

Personalize Customer
Engagements

Copyright © 2014 Oracle and/or its affiliates. All rights reserved. | Oracle Confidential — Restricted




Build Your Roadmap Through Discovery

Understand Desired State »
] ) ) Competition, Growth, Investments, Plans...
Map Strategic Objectives

Channel Volumes, Divisions, Segmentations, Resourcing h
UnderSt_and Cu_rrent Model Performance Measures, Processes, Skills and Training...
Record Service Business Challenges )
<
. Channels, Applications, Reporting, Management Apps,
Understand Current Technologies PP portng & PP
' . Data Models, Knowledge, Databases, Projects...
Review Ecosystem Capabilities )
<
Agent Work Area, Application Counts, Clicks & Screen
Understand Current Processes 8 PP : ) :
) ) i Movement, Customer Behavior, Scripts, Routing...
Observe Customer Service in Action )
~
Define Euture State Strategy Technology Strategy, Va!l,'|e' Strategy, Engagement
Strategy, Phases, Capabilities, KPlIs...
Create Your Roadmap )

ORACLE ROADMAP TO MODERN™

ORACLE
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What Problems Are You Looking To Solve?
Primary, Secondary and Tertiary For Each

L

EFFICIENCY

(LOWER EFFORT)

EXAMPLE

1. CALL VOLUME

2. RESOLUTION RATE

3. FIRST CONTACT RESOLUTION

ORACLE

o)

RETENTION

(STRENGTHEN RELATIONSHIPS)

EXAMPLE
1. CUSTOMER SATISFACTION

2. NET PROMOTER SCORE

3. CUSTOMER EFFORT SCORE

Copyright © 2014 Oracle and/or its affiliates. All rights reserved.

ACQUISITION

(INCREASE REVENUE)

EXAMPLE

1. CART ABANDONMENT

2. CONVERSIONS RATE

3. AVERAGE ORDER VALUE

ORACLE ROADMAP TO MODERN™



What KPIs Will You Measure / Refine Along The Way?
KPI Metrics That Can Be Used With Financial Predictions

GETGOING  [Z]89 § GET BETTER :1@"" GET AHEAD

ol B )
OBJECTIVES OBJECTIVES OBJECTIVES

Increase Increase Increase

+15% Online interactions +10% CSAT across channels +10% AOV across all channels
+20% Online resolutions + 10Pt Increase In NPS +20% Online Conversions
+2-5% FCR across channels +20% Resolution quality +Industry Award for Service

Decrease Decrease Decrease
-15% Calls from WSS -30% Customer Effort Score -30% Reduction in Cart Abandon
-10% Email handle time -10% Average Handle Time -10% Acquisition Costs

ORACLE ROADMAP TO MODERN™

DI a" ‘CI_E Copyright © 2014 Oracle and/or its affiliates. All rights reserved. |



What Solution Approaches Align To Your Objectives?

Channel Strategies and Engagement Technologies

M- L
GETBETTER @«

EXAMPLE

GETGOING  [2]§S
EXAMPLE @ﬂ

GET AHEAD

EXAMPLE

Multi Channel Service Choice
1. Knowledge Base
Web / Mobile Self-Service
Online Chat
Email Resolutions
Surveys
Partner Community

Omni Channel Personal Service
1. Proactive Chat

Cross Channel Service Quality
1. Click-To-Call

Co-Browse Assisted Chat
Experience Routing
Virtual Assistant
Customer Engagement
Integrated Marketing

Scripted Guides
Integrated Desktop
Integrated Analytics
Integrated Commerce
Social Engagement

ORACLE
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* FREE Consulting .

 Seasoned Experts .

* Tailored To Your Needs .

* Aligned With Partners .
e 0

1 ﬁ* 2 ‘IIB

Oracle Modern Service Discovery

Current Gap Analysis
Business Impact Case
ROI Analysis Report
Multi Year Roadmap

o [d

Connect Learn

Share RTM Vision
Gather Preliminary Data

ORACLE

Interview Stakeholders
Observe Operations

Assess

* Assess Findings
Develop Recommendations

Maturity Modeling
Industry Benchmarking
Reviewed Quarterly
Revised Annually

nY
* Al
Share

Present Deliverables
Review Action Plans
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m ORACLE
Q SERVICE CLOUD

QMEGA

Management Group Corp.



BCFL

Building Custogers for Life-
= S

Requests for Information

Bill Bradley

VP, Marketing & Business Development
Omega Management Group Corp.
bbradley@omegascoreboard.com

Tel. 978-715-2587

QMEGA

Check for upcoming webcasts at Management Group Corp.
www.omegascoreboard.com/webcast.php

QMEGA
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