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Alterna in brief

'/

-
End-to-end ALTERNA CX: SOFTWARE
customer PROFESSIONAL SERVICES
experience H - to maximize the impact of Alterna
solution : :
. to manage and improve customer CX implementations
portfolio _
experience
BANKING & FINANCIAL SERVICES E-COMMERCE RETAIL
* 4 of the top 10 Turkish banks * Top e-commerce company * Largest home
* 4t |argest Japan based insurer * Large digital loyalty improvement retailer in
* Leading brokerage house in India program Turkey

Alterna CX
implementations
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Our contributions to customer experience and digitalization

A
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Meet @AlternaTeam: bringing customer &b INSURANCE
A [l

experience to the next level = AGENDA
digitalinsuranceagenda.com/1 ﬂ Jamie Macgregor o
..., @DIAamsterdam, the must] =7 ©Fmeeeee
event Tracking satisfaction along the customer

journey is smart. @AlternaTeam presenting

their solution at #diaamsterdam #insurance DIA BARCELONA DIA AMSTERDAM

20-21 _ﬂ_pr” 2016 or the Insatiably Curious
'/
A
ALTERNA TEAM
12:59 AM - 12 Sep 2017
#DIAAmsterdam @AlternaTeam
6:17 AM - 10 May 2017
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Our impact to date ’A‘
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Transactional NPS Program Transactlonal NPS and Market Research

4

Retail, SME and Digital Experience

Measurement .
- ¥ _Top 10 bank, part of BNP Paribas

v Top 4 Insurer based out of Japan Group

v" Top 3 Bank with 20+ mio customers

| v Omni-channel data collection through
CATI, SMS, IVR and E-mail

v" Transactional NPS surveys triggered

v Claims and 3 party services focus: 20
from 1.5 mio transactions every day

+ touchpoints

v Al powered text mining for survey
) text comments and Social Media

v" Design, test and distribution of ad-hoc

v Enterprise performance management market and customer research

v' 10000+ employees use Alterna CX
everyday to track performance

v Use of feedback to optimize

v 9 points increase in NPS in 1 year i
campaigns

v’ Scores linked to performance system v 20% higher policy renewal rate for

promoters
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Our solution: Alterna CX

Real time voice of customer
listening
from multitude of sources...

Improvement actions and
results measurement
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CUSTOMER
SURVEYS
about their

specific
interactions

A




How it is different? Customer experience challenges addressed by Alterna CX ’A‘

-
Most banks today... What Alterna brings...
e Offline research and surveys * Ongoing & real time listening
LISTEN to
what customers * Small samples  Leverage of full data
really think about * Anonymous customers * Known customer and transaction based
the company?
* Dependent on single source (i.e: surveys) * Multiple sources (text, event, survey)

: . . * View of total customer journey
 Single channel view of customer experience

: : . * Role based dashboards for every
* Insights in a few silos
employee

* Reporting satisfaction via surveys . : : : :
P & Y * Predicting satisfaction with analytics

. : . * Action focus — integrated to CRM and
PROACTIVELY A few improvement actions other systems

TAKE ACTION S * Limited engagement

* Customized progress and alerts
before they leave

Accountability at HQ or unit level .
* Tied to performance management

Source: ! Bain & Company and Satmetrix Study found that 80% of companies say they deliver superior experience, only 8% of their customers agree
Copyright © 2018 Alterna. All rights reserved.



Our value proposition with Alterna CX:

A

Alterna CX listens to customer experience real time across different customer journeys and touchpoints...

Example

Example

Retail Customer Journey and Transactions (Sample Product: Account opening)

sample feedback

email
ST

o
: Finding
Internet . informationon :
branch i the websiteis |
: difficult

*

Channels

Call

app
center

<

y

Representative
understands

needs and
provides helpful
advice

o TP

Required
information is
long and
confusing i
................ X . £=L
: Initiates account Aslfs: for :
i opening on the atfldltlonal
H assistance on
app
the app

| explain the

same issue to
different agents

collection channels
[ Interest >> Account opening >> Usage >> Get support >> New need >> Close account/exit>

=5

New account
transaction
takes a long

time

Feedback is
: received and
i action is taken!

|
|



...gathered insights are analyzed and shared in role based dashboards

A

-

Organizational Levels

Top Management

»
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Customer Experience
& Digital Teams

Branch and Call
Center Managers

Branch and Call
Center

7LV ALTERNA CX

Executive Dashboard
Validated Sessions

Overall NPS o I

11
Neutral 0.53

Detractor 25.9% 063
Response 1971 7271

urumxamﬂm

Turkey NPS Map
Turkey

HQ
4

34.4

Alternative Channels

T3 General NPS Quarterly Trend

aaaaaaaa

A B atems Cx Platform

28/M/20016 - 27/11/2017 e

37.7

o
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...text based data including survey feedbacks and social media data is analyzed
real time for emotions and topic classification through machine learning models...

A

Emotion Analysis

Topic classification

LVALTERNA €X
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Giincel Miigteri Yamtlan

B O meacormom

Kanal
Dagihmi

“THY ile Marsilya'ya gidiyarum seyahat
esnazinds biri hastalandi. Ugak 1 zast
Qittikten sonra geri dondi ve ben
aktarmayla gittigim icin dider ucags
etigameyecegim konu il THY
personellerinden ve magteri

hizmetlerinden destek
alamamaictaym!”

00:00 - 09:00
09:00 - 12:00
12:00 - 15:00
15:00 - 18:00

18:00 - 21:00 .

21:00 - 00:00

skor: 4.8
17 yanit -
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Saat ve Hafta Giiniine Gore Duygu Analizi S Vet St T
Pazartesi sali Garsamba Persembe  Cuma  Cumartesi  Pazar =

Agik Uglu Yorumlar - Konu Analizi
Timi

KANAL HIZMET
227 3275

LOKASYON PERSONEL
4504 4010

®
1144

TOMU © ® ®

Qneri ve fiyat nedeniyle havayolunu secti. |stanbul S
{izerinden Gatwickten Kuala Lumpur'a gecti Istanbul daki

disa doru bacak (izerinde uzun siire gecikti aksi takdirde

uguslar da zamaninda gitti. Personel gok dzenli ve

miikemmel bir besindir. Dinils ugusy sirasinda Istanbula

seferler gonderirken gvenlikten gegmek zorunda

kalmamiz gereken korkung davraniyordu - bu da dizilmig

olmali! Bununla birlikte genel olarak hizmet seviyesi son

derece yilksek oldugu halde onlan tekrar kullanacaktr

Washington Dulles'dan stanbul ugusu TKOO8' kadar
Galigkan ve samimi milrettebatin biyik servisi. Acil gikig
koltuiu verildi - 6 ayak & ing uzun boylu olmak qok takdir
edilmigtir. Icki secimi ve gida kalitesi iyi - bir havayolu
sirketinde sahip oldugum en iyi sey. Ucak temiz ve banyo
yi muhafaza edildi. Ekonomide bile hizmet kaliteli idi ve
profesyonel ve giler yiizli mirettebat vardi. Yine Turkge
le ugacagim. Ekip iglerine gurur duyuyor ve baninmak igin
kendi yolumdan gitmektedir. Battaniye terliklerinin keyfini
Gikarin ve eglenceye baglayin. TK1955e Amsterdamia
kadar devam ettim ve ayni kaliteli hizmeti aldim.

"Tirk Hava Yollan Istanbul'dan Londra Heathrow'a ugtu.
Bu sefer ISTde hizli ve misafirperver check-in deneyimi
Bilyiik salon ve her zamanki gibi dogrudan hizl erigim.
LHRYe zamaninda kalkis ve tarifeli vans. Hem yerdeki
hem de yerlesik tecribesi diger Avrupa tastyicilan
tarafindan sunulan her seyden iistin. Diiz-se bile is kabin
neredeyse doluydu ancak birkag yemek secenekleri ile
rafine ikram tiim yemek secenekleri meveuttu. Son
sponsorluklanni referans alarak “Bat™ seklinde menii hos
bir dokunus oldu. Hem internet eriimi (J Pax icin
licretsizdir) hem de ugus sirasinda canli TV meveuttur.

Agik Uglu Yorumiar - Konu Analizi
Tomid > MARKA

Aphk Yorum Duygu Trendi

o+ Dlumiu: 83.07%

-

- .
Olumsuz: 16,938

Az Clumiu: 0,00%

\Juum: 0.00% —k—*—/\“-\.___

ere Gore Durgu Anat
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Inde Heathrow'a inmeden
. Bu Avrupa igi b ugus
izl bir deneyime sahip.

kia ugus yaptik ve
il olarak hizl ve kolay
ileryizliyardimsever ve W




...alerts are triggered from text analytics or low satisfaction scores and automated tasks ’A
are assigned to run continuous improvement -

New account
transaction
takes a long

time

Moving around
and finding
information on
the web site is
difficult

\

Product / process / channel based actions Specific customer based actions

20% of the customers provide low scores for interest journey Customer provides an NPS score between 1-3 for e-support
within a month on the internet branch experience

Alterna CX triggers the pre-determined process alert & Alterna CX triggers the customer based action alert

«Determine the problem and improvement areas» task is

ii «Contact customer and find root cause of the issue in 24
assigned to Digital Channels Team

hours» task is assigned to Outbound Manager

If task is incomplete, «Apologize to customer and refund
] J% transaction fee» task is assigned to the Call Center Representative
with a 2-day deadline

If task is not completed, task is escalated to the Director

B D

Copyright © 2018 Alterna. All rights reserved. 10



How it may work? ’A‘

DESIGN LISTEN

eA customer experiences the
selected touchpoint — e.g.:
mortgage application from

QMeasurement mechanic and
channels are activated

L )

Critical transactions across \ [ . “Transaction specific survey is
customer journeys selected A triggered on Alterna CX and
from Alterna CX customer feedback received
on real time basis

Running «Continuous Improvement
Loops» with Alterna CX

Automated tasks are - ~ \z Collected 8 r
assigned and teams run — feedbacks are =
huddles to facilitate analyzed and
improvement ] ] ] h i
_ . ) o Alerts are triggered across @ Text analytics algorithms instantly
7 A .ee . reported on
to specific employees based classify open text feedback .
% epe . . “ ” multi-level
on specified rules into actionable “buckets
. dashboards
and marks sentiment




Alterna CX benefits

A

Systematic learnings from customer feedback and constant improvement...

HUDDLE

t

_connection with
~, customers

Team

problem-solving,
issue escalation,
mutual commitment

Continuously improving
customer experiences

Customer centric cultural
transformation mobilization

Seamless omni-channel experiences

25

structural

improvements'

INNER Individual Root cause analysis, OUTER
learning, behavior prioritization &
LOOP chanée, and implementation of LOOP

Customer insights for
innovation and investment

... impact on business results

Source: Bain & Company
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Why Alterna CX?

A

e/
o’.“

SINGLE PLATFORM

one platform to manage customer
experience everywhere

TOOL FLEXIBILITY
with both on-premise and SaaS
implementation

Copyright © 2018 Alterna. All rights reserved.

Al BASED LEARNING
customer experience focused text
analytics

RAPID IMPLEMENTATION

ready product and minimum IT
resource effort

]

ENTERPRISE GRADE SOLUTION
Trusted by banks, insurers and
retailers with millions of customers

it

END TO END SUCCESS MANAGEMENT
dedicated resources for pre and post
implementation success
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ALTERNA

For further information please contact us
info@alterna-team.com
http://www.alterna-team.com
+90 212 217 6390
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https://www.linkedin.com/company-beta/5114348/
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