Workforce
Engagement

Solution Overview

Presenter Name
Position

DATE | LOCATION

VERINT

k]

© 2021 Verint Sy stems Inc. All Rights R jids DENTIALAND PROPRIETARY INFORMATION OF
t confidential and proprietary to Verint Systems Inc. and
thers without express authorization of Verint Systems Inc.




Interaction Insights and the Verint Platform

Verint Cloud Platform

&

Forecasting Quality & Interaction Real-Time Self-service Knowledge Experience
& Scheduling Compliance Insights Work Management Management Management

Engagement
Data
Management

Al & Analytics

a's

Verint
Da Vinci™

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
CONFIDENTIAL AND PROPRIETARY INFORMATION OF VERINT SYSTEMS INC.



Forecasting
and
Scheduling. .

' f

4

- —.
2

V . © 2021 Verint Sy stems Inc. All Rights Reserved Worldwide. 3

CONFIDENTIAL AND PROPRIETARY INFORMATION OF VERINT SYSTEMS INC.



Verint Workforce Engagement Platform
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The Customer
Imperative

Companies need visibility
Into employee productivity
to drive forecast accuracy
and maximize efficiency
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Forecasting & Scheduling:
Critical to Address Change

Ongoing evolution of “work from anywhere” even
after the Pandemic response

Balancing mix of work between human and bots
Continuing shiftin channels... more digital
Cross use of workforce in different departments

Employee’s increasing expectation for flexibility
(gig economy)

Need for employee well-being and welfare
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Analyst Perspectives

D M G Future Contact Center Outlook 2025 — 2040 (published 2020)

CONSULTING LLC - WFM software continues to be viewed as the most important productivity
tool in a contact center

« Al-enabled, adaptive real-time forecasting and scheduling solutions will
replace traditional WFM solutionsin 8-10 years

«  WHFM solutions will transition to real-time solutions, altering the scheduling
and staff planning paradigm in 8 years

Gartneﬂ Market Guide for Workforce Management Applications, August 21, 2019.

« By 2023, at least 95% of new WFM application sales will leverage cloud-
based deployment models

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
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The Solution: Workforce Management with Scorecards

Gain Insight and Drive Efficiency

- @,_ N @

= Gaininsightinto performance with productivity metrics by channel type and comparison to goal

= Qut-of-the-box workflows for alerting of outlier performance and drill-throughs
= Automation workflows that utilize performance results to update rank for shift and vacation bidding
= Value of cloud platform with expanded use of external KPIs and workflows across the product suite

= Pre-builtintegrations into multiple source systems allows for easily deployment and time to value

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide. 8
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Workforce Management

* Multi-channel forecasting and schedule with
purpose-built algorithms designed and tuned
specifically for the contact center

* Skill and proficiency-based scheduling
improve service goal projections which
schedules that reflect each individual
employee’s proficiency level for a particular
skill and media type

* Skills-based Net Staffing Ribbon lend
automation of overtime, voluntary time off and
shift change requests based on net staffing

* Auto-breaking intelligently optimize employee
schedules so that regulatory break and lunch
rules continue to be met

* Smart automated rules driven by Al approve
employee requests based on business polices

* Mobile application provide employees with
scheduling and requests while on the go

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
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Mobile Work View

e Bid for shifts or
request swaps
anywhere

e Avoid missing
opportunities

e Get notifications
without having to
check a web
application or emalil
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28 29 30

Sun Mon Tue

Wednesday, 1 May 2019

Time Off /
Overtima

©

Schedule

Bid Details

Pending Approval

Sunday, 2 March 2025
5:45 AM-2:15 PM

Monday, 3 March 2025
5:45 AM-2:15 PM

Tuesday, 4 March 2025
5:45 AM -2:15 PM

Thursday, 6 March 2025
5:45 AM-2:15 PM

Friday, 7 March 2025
5:45 AM-2:15 PM

Saturday, 8 March 2025

5:45 AM -2:15 PM

Created

Withdraw

Message Details

! High priority

Smith, John

Overtime today
Monday, 31 December, 2018 at 8:58 AM

Hello,

Wa have an unexpected influx of calls. Would you
be willing to extend your shift today for a couple of
hours in the afterncon?

Thanks,
Schedule Team

Wednesday, 30 January, 2018 at 10:00 AM

KPI Details

Friday, 3 May 2019
Productivity -

149

KPI Breakdown

CC Email

CC Chat

Phone




Operations Manager

* Automated multi-channel transaction capture
& visibility of all resources. A single source of
truth of the work, people and processes.

e Capacity planning & line balancing. Match
workloads with available resources. Know
what is needed to get the work done.

* Real-time performance dashboards &
analytics. Drive employee productivity,
velocity of work completion.

* Automated skill-based work prioritization &
allocation. Right people, right skills at the
right time.

* End-to-end process and service
management. Achieve SLA and have
transparency of entire customer journey.

* Work Item Quality Sampling and Routing.
Reduce re-work and flowback work.

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
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° INDIVIDUAL PERFORMANCE TASK SERVICE STANDARD QUALITY
@ 68.41% 95.00% 93.00%

E" My Work
Q Case Enguil
& Aliocation
B8 Attendance
Iﬂl Quality
||l_| Reporting

0 System

MY TEAM TODAY A w

eaeoas@oe&

inston  Paula Anthony  Alex Cafterall Sally Silve Anthony Hutton  John Smith Antoine Jon: ence Ma:x Golden

INDIVIDUAL WORK ATTENDANCE

Avallable 07:30:00 05202021 = ADHERENCE

Allocation 83 56%
Brought Forward 02 +10:00 23 sla 3
Allocated today
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Operations Visualizer

* Virtual walk around management: real-time
operational visibility to coach employees or
redirect their attention.

Golden. Max

Jones. Antoine

* Historical trending to better balance production.
Full view of employee focus of time, not just a
shapshot.

Lawrence. Ana

Silvers, Sally

Smith, John

&:00 AM

12200 PM

Application Timeline
I Production B Lotus Motes I Windows Explorer [ Google [ IE-ECorpNet [ UNI

[ Internet Explorer I |IE-SUPPORTNET
Single View of Entire Team

* Leaders can see when perhaps they are making
decisions that take employees out of production
too much because now, they can quantify it.

M| Show Legend [] Show Labels [] Show Interactions
rnnter Friendlv Version

4:00 5:00 6:00 7:00 8:00
Am A Am Am AM

* I|dentify impediments to focusing attention on

Planned Attendance

Meen"gs . -

production, such as system outages Quantify the TR et g
impact to support strategic investments.

e I IIIIIIIII IIIII|
1

APPLICATION USAGE KEY

* Dashboard metrics enable employee self

awareness allows them to adjust, uplifting the Manager, Employee & Analytical Perspective
amount of time they focus attention on production
activity.

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide. 12

CONFIDENTIAL AND PROPRIETARY INFORMATION OF VERINT SYSTEMS INC.



Performance Management

* Allows organizations to effectively practice
performance management

* Facilitates exploration for root cause of issues
across employees and KPlIs

* Aggregates data from different systems into
informational KPIs with context

* Automatically surfaces KPIs that represent an
opportunity for improvement based on user-
definable criteria

* Alert rules to notify when KPI scores fall
outside of range and assign coaching or
learning to change employee behavior

* Qut-of-the-box workflows with drill-throughs to
quality interactions and scheduling with WFM

* Allows easy extensibility and maintenance by
business users

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
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Performanc:

2 Overview *

EXPLORE PERFORMANCE

Performance Querview = ormance Overview * Performance Ouerview * Performance Overview

Week of 05/24/2020 - 05/30/2020 4 P

IMPROVEMENT OPPORTUNITIES

®
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N x
-
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| 40%

% Wrap-up t\me

Average Wrap Time
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% Idle Time nfS‘taﬂed Time
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O Employee informed customs

() Employes followsd authentid
-

O PCI - Employes pravented of

Biometrics

Productivity
Employee AHT
O Average Held Time
v Average Wrap Time
% Hold Time
() % Wrap-up time
- S

() % idie Time of Staffed Time

% Time in Adherence (match

B coa 15%

m % Wrap-up time

225,
([ Goal D%
Calls per Staffed Hour

45

[ Goal 3D

Employee informed
W customer they are on a...

100.0x
-

Goal 50.0%

118 m

EMPLOYEE = PERFORMANCE ENEC
ﬂ Murdock, Matt =§ Performance Overview
% Organization: Customer Servi...
[} Enebreshioto @ % Idle Time of Staffed % Time in Adherence
Cosening | elesming | o, Time (matches Adherence...
AQM Complian ce

61

EEEEm  a85%

|

2 2% w—
B ca10%

@ Average Hold Time m Average Wrap Time

32 m

[ coa 20 [ I coa 15

Q aenteaone 1

12.5% A
-

Goal 50.0%

() PC1 - Employee prevented
W credit card...

100.0=
I

Goal 50.0%
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Verint Workforce Management — Unigue WFE Workflows

Adherence and Desktop Activity
+ Align screensin focus along adherence view

» Measure productive, non-productive or idle time and view as KPIs

* Reportsthat will help you understand handle time impacts such as applications being used longer than
expected.

Quality Performance-driven eLearning and Coaching
* Quality KPIscores can trigger alerts when they fall outside of set thresholds
» Assignmentand scheduling (through WFM) of coaching and eLearning courses
« Trend employee performance change after Coaching and eLearning
* As employees cross-train to other skills, use measurements understand where they are best cross-utilized

* Peer KPIscore can be used to auto populate employee rank

Performance-based scheduling — Shift Bidding
 Shift bid preferencesfor higher performing / ranking employees

Feedback, Speech and Desktop and Process Analytics

Pre-defined KPIs for Verint Workforce Management, Quality Monitoring, Customer
» At-a-glance view into efficiency and effectiveness

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide. 14
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Customer Success

PRIVATE EDUCATION COMPANY

DIVERSIFIED FINANCIAL SERVICES COMPANY

Reduced headcount by 15 percent and overtime

by 37 percent in the back office

In various back-office departments

Reduced abandonment rates by

Increased productivity by 5% to 15% 8 ‘ 50% within collections team though more

accurate staff forecasting

\'

TRANSPORTATION COMPANY

Scaled from 300 agents

to 1500 and now offer
instant PTO approval

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
CONFIDENTIAL AND PROPRIETARY INFORMATION OF VERINT SYSTEMS INC.

INSURANCE COMPANY

Significant
gains in capacity
and reduction in
overtime

DIGITAL FINANCIAL SERVICES

Improved schedule
ALY adherence by

) 60%
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Quality and Compliance and the Verint Platform

Verint Cloud Platform

Engagement
Data
Management

Forecasting Quality & Interaction Real-Time Self-service Knowledge Experience
& Scheduling Compliance Insights Work Management Management Management

Al & Analytics

a's

Verint
Da Vinci™
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\'

Why Do Companies Have Quality Programs?

%)
J1

Improve Performance
of Employees and Bots

Strategic

Insight

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
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Improve Behavioral
Compliance of
Employees and Bots

Real-Time

Action

Performance
an_d
Compliance




The Challenge with Traditional Quality Programs...

Traditional Quality programs only cover 1-3% of calls

S
,  Usage of digital channels and bots has exploded, and many companies don't
«@w monitor these interactions at all

-0o Withthe move to Work From Anywhere, supervisors have lost the visibility and
Ay insight that came from being able to ‘walk the floor’

The ever-changing regulatory environments make it increasingly harder to check
Y compliance of humans and bots across voice and digital channels

O>¢  There are typically no common quality workflows for Humans and Bots acros
0O channels and modalities

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
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Analyst Perspectives

55% of contact centers will transition from traditional QM

solutions to AQM within 10-15 years Future Contact Center

Outlook 2025 — 2040
(published 2020)

It's time for the entire QM process to be re-imagined. Companies

appreciate the importance of performing QM, but do not have
adequate resources to assign to this highly manual task. And now D M G
there is a need to perform QM on a growing number of new CONSULTING LLC
channels, which is spreading their resources even thinner.

Streamlining the
Contact Center for the
New Normal, 2020

The traditional approach of sample-based quality monitoring
IS ineffective and exposes you to compliance risk, particularly

with a mix of remote and on-premises workers. Invest in quality

® monitoring platforms that can automate the QA process at
FORRESTER scale and process a larger volume of interactions.

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide. 20
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Enterprise Recording

* Multi-media Record, Index, Retrieve, Store,
Archive:

* Inbound and outbound interactions, for .
contact center, back office and branch S — = e
~ 112021 10 I« & Bot3.CC =Y
« Calls = = 04/112021 s ke 2 ca ®
ection 12021 e & Murdock M =
* Video 1 &2 — e -
2 o e S — -
 Text interactions (chat & email) b I >
_ ¥ R -
. Face to Face conversations . Q= e e— T %
L D4/912021 121402 PV I« - ()
« Useror Agent Screens p e - -
) 202 > L Cage Luxe ()
1 1 1 SESRASSRe = FVZEES N1 S CR— . S—
* Permissionbased record and retrieval rules raction Type
o INTERACTION  paterTime: 04/1172021 125825PM | & Murdock Matt  [3)

e Support for all major PBXs & ACDs

* Browser based replay B e TR BT ot

* Secure by design

* Industry Standard servers (no proprietary
hardware)

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide. 21
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Quality Management

* Evaluate all interactions including voice
conversations and associated screen data, text-
based interactions (such as chat and email), and
video, right from a single screen

* Single player across multiple applications —
Recording, QM, Speech Analytics, 1D
Authentication

* Unified workspace minimizes clicks with all
information needed during evaluation available in
a single place

* Shared Inbox provides workflow to efficiently
manage quotas across teams and evaluate an
optimum number of interactions

* Smart Inbox surface random sampling of
interactions based on business rules

* Employee Quickview provides one-click access
to performance, learning and coaching history

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
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VERINT

Back to: Search Interaclions and Forms

> Search Resulls

INTERACTION REVIEW

w2

INTERACTION ~ | DatelTime: 05/28/2020123235PM | A Murdock Matt | (3] PHEE B O
F § CUSTOMER SERVICE LINE DDRESS ) NEW ADDRESS EW ADDRESS u
B oo #Mﬂ*—h "H'm » FH B oy T v v
1 MOVING RELOCATE
w @ 99 W Pee Ve % % % @ @ @ LA
= ICITETIM Google Chrome | Orbital EMDesktop BBl
000 -

TAGS | SCREEN | TRANSCRIPTION 0] EVALUATION / ASSESSMENT @
Q™ Form: |Cm\tal Phone Partially Automated | (] M a2 ~ HE
© Details

Employee: Murdock, Matt Organization/Group. Customer Service Team 3
Evaluator. Cannon, Trudy
Rp— amE @ _‘MM @ 1.0 OPENING  (Filled: 2 0f 3)
‘o Ramin =
da - )
‘ ———r @ 1.1 Greeting  (Filled: 2 of 3)
. - . I (1.1.1) Used standard gresting Yes O N
- Py - . (1.1.2) Properly verified customer if ne
S - = | wvoiceprint available O Yes O No ® NA
- L L



Automated Quality

* Automatically review 100% of calls for
insight into performance and compliance

* Automated scoring for voice
conversations and text-based
interactions (such as chat and email)

* Automatically alert when agent
performance fall below acceptable range

* Qut-of-the-box workflows for notifications,
assigning coaching and training

* Compare agent performance acrossall
employees and see how agents stack up
against each other

* Agent KPIs provide trend of performance
over time with coaching and learning
event markers and drill-throughs to best
and worst interactions

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
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VERINT

ADMINISTRATION | REALTIME | FOLDERS | ANALYSIS REPORTS | | EVALUATE

v

Backio: Search Interactions and Forms > Search Result
INTERACTION REVIEW

INTERACTION ~ | DatelTime: 052912020 12:32:35°M | X Murcock. Matt | [F] ® [ [£ @ [

F S
B o - B o - et OREERNRTORPIWE VRSP (B I T B S Povognu T
1
o v e w vee LA % % % v v v
5 LT N - [CTTTET=T Googls Chrome Orbital EM Deskiop ‘Notepad
00:0 oo@ X1i0 ¥
TAGS | SCREEN | TRANSCRIPTION @ EVALUATION / ASSESSMENT
= [CRH Form:  AQM Cemplizncs Form o OaEw u @
@ Dpetails
Emy

B £ b b " . LR " N
[ den [Bm
I A =
h’. I - & =
© =

Bzl ?




Verint Compliance Triggers

Compliance Triggers captures specific
desktop events to trigger alerts or actions

* Pause and resume recordings for PCI W$ """ _m
_—uppo v SNy _orma

]

|

|

1

Compliance based on action taken on er Ref: [Support Tog 657 product: o -
deS ktop [Mr. John Shipman

[62573 indianapolis Ave

Category: [Office V|

J Submit for speed search

* Generate a desktop prompt to provide Beloigh Ne Sl ath L
process guidance in real time. pecoun umber :?5454:2 t | 3mum_smms; @
ustomer Ref: |Lega| Dispute 009 | Froduct: @
* Send an alert to manager based on ame. s oo (mme
aCtl O n take n itw'Stat.e: [Atlanta, GA | [ lpfe_:;p::er: cl
|

(2415745 ) New Customer]

* Tag interactions for easy retrieval and
analysis.

HE Loans over $100,000 need additional approval.

Forward to Secondary Underwriting Review.

Refered by:

* Path studio for simplified trigger design
and management.

ompleted Date:

ompleted by:
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Scorecards

* Allows organizations to effectively practice
performance management

* Facilitates exploration for root cause of issues
across employees and KPlIs

* Aggregates data from different systems into
informational KPIs with context

* Automatically surfaces KPIs that represent an
opportunity for improvement based on user-
definable criteria

* Alert rules to notify when KPI scores fall
outside of range and assign coaching or
learning to change employee behavior

* Qut-of-the-box workflows with drill-throughs to
quality interactions and scheduling with WFM

* Allows easy extensibility and maintenance by
business users

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
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2 Overview *

EXPLORE PERFORMANCE

Performance Querview = ormance Overview * Performance Ouerview * Performance Overview

Week of 05/24/2020 - 05/30/2020 4 P

IMPROVEMENT OPPORTUNITIES
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% Time \HAUHETEHCE
6% | 5%

N x
-
Holds | Speech
| 40%

% Wrap-up t\me

Average Wrap Time
| 15

Customer Emotlon

% Idle Time nfS‘taﬂed Time
|10%

O Employee informed customs

() Employes followsd authentid
-

O PCI - Employes pravented of

Biometrics

Productivity
Employee AHT
O Average Held Time
v Average Wrap Time
% Hold Time
() % Wrap-up time
- S

() % idie Time of Staffed Time

% Time in Adherence (match

B coa 15%

m % Wrap-up time

225,
([ Goal D%

cmsperstannuuwr

45

[ Goal 3D

Employee informed
W customer they are on a...

100.0x
-

Goal 50.0%

118 m

EMPLOYEE = PERFORMANCE ENEC
ﬂ Murdock, Matt =§ Performance Overview
% Organization: Customer Servi...
[} Enebreshioto @ % Idle Time of Staffed % Time in Adherence
Cosening | elesming | o, Time (matches Adherence...
AQM Complian ce

61

EEEEm  a85%

|

2 2% w—
B ca10%

@ Average Hold Time m Average Wrap Time

32 m

[ coa 20 [ I coa 15

Q aenteaone 1

12.5% A
-

Goal 50.0%

() PC1 - Employee prevented
W credit card...

100.0= —
[ | Goal 50.0%

25



Verint Marketplace

POWERED BY VERINT COMMUNITY | INTERNAL DISCUSSIONS

° C Om pI i m entary access VERINT CONNECT RESOURCE CENTER Vv PARTNERS = MARKETPLACE ~ DEVELOPERPORTAL = (B SUPPORT v &4 HIDAVID (45) v

for Verlnt customers Verint Marketplace _» A | d~“!\::b:‘?

Get the most from your Verint solutions with these downloadable assets offering B 4 J Bp— «v’ﬁ
the latest innovations—some free, and some available for purchase from our partners. - i W

* Pre-built and tested rules
for AQM

Product

* Reduces time to value
Version
- Simple way to begin
automating several
guality questions
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Verint Quality and Compliance — Unique WFE Workflows

Unified Player with Desktop Activity and Analytics
* View applications usage with interaction playback
* View analytics keywords, categories and transcript all while playing back the interaction
* Quick view of scorecard KPIs, coaching and elearning activity in unified player

Quality Performance-driven eLearning and Coaching
* Quality KPIscores can trigger alerts when they fall outside of set thresholds
* Assignmentand scheduling (through WFM) of coaching and eLearning courses
« Trend employee performance change after Coaching and eLearning

Drill to Recorded Interactions — Best and Worst

* Immediate answers to “Where to focus time?” from Analytics Category KPI score and “How to correct
problem or behavior?” from watching / listening to relevant interactions

O 6

Pre-defined KPIs for Verint Workforce Management, Quality Monitoring, Customer
Feedback, Speech and Desktop and Process Analytics
» At-a-glance view into efficiency and effectiveness

K.
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Interaction Insights and the Verint Platform

Verint Cloud Platform

Engagement
Data
Management

Forecasting Quality & Interaction Real-Time Self-service Knowledge Experience
& Scheduling Compliance Insights Work Management Management Management

Al & Analytics

a's

Verint
Da Vinci™

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide. 29
CONFIDENTIAL AND PROPRIETARY INFORMATION OF VERINT SYSTEMS INC.



The Challenges of Managing Customer Interactions

Managing customer interactions is increasingly challenging with employees working remotely,
increases in volume and channels, and rapid changes in customers’behaviors and expectations

CX and Engagement _ u ’ Customer Insights
Are we meeting customer expectations? Why are customers calling? How are
Can we increase loyalty and reduce churn? their behaviors and needs changing?

CXO and
Policy and Compliance Head of Revenue and Growth
Are we compliant and effectively Customer How can we maximize our
managing complaints and escalations? Service revenue and growth?

Efficiency and Cost Remote employees
How can we reduce costs? ° " " How can we improve employees’
What can we transition to self service? knowledge, skills and performance?

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide. 30
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Verint Interaction Insights & Analytics Solutions

Verint Cloud Platform offers a holistic Interaction Analytics solution
with multiple applications and flexible QuickStart deployment options

Speech Analytics

Insights from every customer call.
Top-rated and most-used Speech
Analytics solution in the world

Text Analytics

Unigue Al-based conversational
analysis. Unified Interaction
Analytics dashboard

Desktop and Process

Analytics

Critical meta-data for
richer analysis and insights
across the enterprise

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
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Verint DaVinci
Al Engine

Automated QM

Quality Automation across attended
and self-service channels on up to
100% of interactions

Real-time Agent Assist
Support in-the-moment activities with
guidance and automation to enhance

customer engagement while reducing
costs

XM

Comprehensive management of
all direct, indirect, and inferred
feedback and experiences

31



New
Breakthrough
Verint Da Vinci
Al Speech

Verint DaVinci

Eng|ne Al Engine

Industry-leading
Transcription Accuracy
Driving over 90%
Comprehension
Accuracy

Fully Integrated with Verint Platform

* Cloud based service supporting on prem customers
and cloud customers

Language Model Training & Continuous
Accuracy Tuning

* Continuously customize to specific customer and
business environment

Benefits

e Support for Stereo Transcription

* Speaker Separationin Mono and Stereo
* Rich Transcription Export

* Enrichment and Editing APIs

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
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Unified Visual Insights on

v" Call transcript

v' Emotions

v" Call topics

v' Call events

v' Agent desktop

v' Tags & annotations

v" QA evaluation

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
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VERINT

Backlo: Analy

Ze Interactions

INTERACTION REVIEW

INTERACTION | patefTime: 04/30/201906:37:31 PM | & Murdock Matt | [F]

Every Interaction

Hit o)

jmill Orbital EM Desktop

TRANSCRIPTION | EVALUATION | ASSESSMENT

e 9 9 @

Orbital EM Desktop

0090 -

‘Google Chrome

®  SCREEN | TAGS

Legend: — Searched Term __ Category

@
3

® Tagged Term Searche... 0/0

thank you for calling over (o bank my name is matt how may i assist you today
hi my name is lauren again that i need to see if you can help me i actually had = medication from my credit card
company that there been some question will charges and they were sending me a new card however i'm traveling for

work and i really need that sent to my work address but i believe that would be sending it to my home address

completely understand and of course i just need to verify a few questions for me just because obviously this is a sense that
security situation starting

sure no problem

fantastic alright now of course you want to ship that credit card to your work address you said is that

yes that is commect

alright give me one more to pull up the account information alright just so you know we are sending you a two factor

authentication code 1hat you basically need to verify on your card if you could just repeat back the text messages told

you as far as the four digit code

five four six eight

3

Annotations

@Events | @

00:15

00:21

0O COCCOCOCCOCCTD PO

Customer Verified
Info

Info

Customer Match

Customer Verified
00:32 Contact Pause Record
Engine Completed Extended Call History: Outbound,PauseContact

Customer Match

Customer Verified 04/30/2019 06:38:02 PM

Contact Pause Record
Contact Resume Record
Term: fantastic

Term: credit

Contact Data

Data Changed
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Unified Speech and Text Interaction Insights

Unified themes’ DISCOVER THEMES
trends and KPIs

from voice and e
text interactions

See->Billing @ Have->Ph

Change->Phones

Get->Phones ®Use->Phd

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
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Color:  Avg Duration

Have->Phones

DISCOVER HIGHLIGHTS  Text Project: Telcomind | Speech Project Telcomind

VOLUME

Speech - 26,275 interactions (77

SPEECH METRICS TEXT METRICS

Avg. Duration Avg. Silence-Time % Avg. Employes Talk-Time % Avg. Duration Avg. Sentiment
08:49 25.6% 36.3% 07:00 0

Avg. Customer Talk-Time % Avg. Talk-Over-Time % Avg. Number of Holds Avg. Customer Response Time Avg. Message Count
27.0% 11.5% 0.5 00:38 33.96

Avg_ Total Hold Time Avg. Number of Transfers Avg. Customer Messages

00:27 0.0 13.44

SPEECH CATEGORY TRENDS TEXT CATEGORY TRENDS

Ava. Employee Response Tir
00:07
Avg. Employee Messages

20.53

Category Volume % Category
Compliance - Fee Disclosure 69.3% Billng Issues
Biling Issues 434%

Holds 31.4%

Emotions 277%

Comaliancs - Fe Discinsura 26 Q% Intarnet Sarvicas

Volume %

il
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Speech Analytics

Improve customer loyalty and reduce
customer churn by identifying interactions
that lead to negative sentiment,
inefficiency or other negative outcomes

Reduce operational cost and increase
revenue by identifying opportunities to
optimize processes, deflect interactions to
self-service, and increase conversion

Leverage Verint Da Vinci Al Engine to
transcribe and analyze 100% of
interactions with highest accuracy and
faster insights

Act fastwith near realtime alerting
capabilities

Reduce time to insight with out-of-the-box
Categories and Reports in Verint
Marketplace

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
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VERINT

Backto: Analyze Inieractions
INTERACTION REVIEW

B & s LI }

¢ @ @ @ %
Gooyie Chrome

00D - -

TRANSCRIPTION | EVALUATION / ASSESSMENT

_
bocte . 2

DISCOVER THEMES

Get->Telephone
arvian Make,-TEIEPNONe  mgReceive.>Telophone M9 Pay->Billing  Deliver-»Billing
s

See-)Bi"ing ®yHave-=Phores |  Services

sssss

Change->Phones Canoel->Legal

mmmmmmmmmmm
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Text Analytics

* Improve customer loyalty and reduce
customer churn by identifying interactions

that lead to negative sentiment, el . =l
inefficiency or other negative outcomes Telephone Sew RSE0UNt Customer igaten
. . Rhones Sehces T
* Reduce operational cost and increase
revenue by identifying opportunities to H . B ..
optimize processes, deflect interactions to Customer Rowal Bl e SEM Doparment
self-service, and increase conversion PabARént -
* Leverage Da Vinci Al engine to Methods R B o searaomsos v rasm
automatically surface topics, relations and =] eSpy ST Proamn , 3 L
sentiment to drive root cause and identify =] ! e S

new unknowns

Conﬁrmation H Finance and N: We only text the bill amount after your bill is generated
Legal Terms Finfgggal Network and the tax! 5 sent by the system automalicall
* Reduce time to insight with out-of-the-box
Categories available in Verint

Marketplace

*We only send the text
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Verint Marketplace on Verint Connect

Out-of-the-box speech and text categories
and reports, with vetted comprehension
accuracy and monthly updates

Out-of-the-box reports:
- Sentiment, Trends, Metrics, Covid 19, FCR coming...

Out-of-the-box categories:

o Repeatcalls, Confusion, Praise, Profanity, Escalation,
Churn, Complaints, Language Barrier, Happiness,
Excitement, Anger...

Accelerate set up and reduce time to insight

Verint Connect - global speech user
community sharing best practices and ROI

© 2021 Verint Sy stems Inc. All Rights Reserved Worldwide.
CONFIDENTIAL AND PROPRIETARY INFORMATION OF VERINT SYSTEMS INC.

’ \0

' QQ ONNECT RESOURCE CENTER Vv PARTNERS ~ MARKETPLACE ~ DEVELOPERPORTAL (B SUPPORT v S4 HIDAVID (45) v
W« R

&Q it Marketplace

oo the most from your Verint solutions with these downloadable assets offering
the latest innovations—some free, and some available for purchase from our partners.

Product

Version

) 155
] 151

BRshRE
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Type




Sentiment from Speech and Text

Sentiment Score on 100% of Interactions

15978478544610400 &/1/2020 02:54:22 08/01/2020 02:54:22

90%

15978476547170600 8/1/2020  03:32:13  08/01/2020 03:32:13 -0.29 Meutral
15978476550310900 8/1/2020 03:38:08 08/01/2020 03:35:08 0.28 Meutral

15978476544250400 8/1/2020 04:08:39  08/01/2020 04:08:39 0.28 Meutral A‘ ‘ l | R A< Y
15978476544330400 8/1/2020 04:45:11  08/01/2020 04:45:11 114 Paositive

16978476660110900 8/1/2020 056:13:24  08/01/2020 06:13:24 0.28 Meutral m d t
15978476542330200 §/1/2020 10:33:03  08/01/2020 10:33:03 0.28 Meutral C O p are O
15978478548450700 8/1/2020 10:46:28 08/01/2020 10:46:28 NS OEENNN I HEgEtvEN h u m an
15978476543770300 8/1/2020 10:56:12  08/01/2020 10:56:12 0.28 Meutral

15978476549110800 §/1/2020 12:28:26 08/01/2020 12:25:26 0.28 Meutral eV al u ato r S
15965444032040100 §/1/2020 12:45:04 08/01/2020 12:45:04 0.28 Meutral

15965444031940100 8/1/2020 13:03:52 08/01/2020 13:03:52 0.28 Meutral

15965444035830200 8/1/2020  13:17:25  08/01/2020 13:17-25 [N EERRNEaawe

Sentiment Distribution Sentiment Trend Sentiment Per Employee
1200 7 - N
000 100 15
H
800 g 80— 0§
g 50 B ot |—— - |

600 o [TTTTTTmmmmemmmememeeeeeeo-e- S BN b R BN T
400 & o = I I I I

200 I 7 a -

,» R [ ] T i ehm el s s s s e s s s L L L e e e e e e

Very Negative Negative Neutral Positive Very Positive TmeLne § E §~ E" E» §. §\ g 5- i- §\ g
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Verint’s Analytics Leadership

Verint Interaction Analytics is the
#1 Customer Rated and Most Used
Analytics Solution Globally*!

» Top customer rating:
- 2018, 2019, 2020

- Largest market share (32%) by
number of customers

- Deployed in over 80 languages

and dialects
* Source: 2020 Interaction D M ‘
Analytics Product and
Market Report (July 2020) CONSULTING LLC
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CONFIDENTIAL AND PROPRIETARY INFORMATION OF VERINT SYSTEMS INC.

Verint named Best Contact Center
Analytics in the 2020
CRM Industry Leader Awards

“A leader in the speech analytics
space for decades... Al-based
semantic intelligence layer is highly
effective at theme and topic extraction”

Speech
PEQPLE’S CHOICE
AWARDS 2020

IVR/VISUAL MR WI N N E R SPEECH ANALYTICS




Interaction Insights — Unique WFE Workflows

@ Drill to Recorded Interactions — Best and Worst

* Immediate answers to “Where to focus time?” from Analytics Category KPI score and “How to correct
problem or behavior?” from watching / listening to relevant interactions

Analytics-driven elLearning and Coaching
» Category KPI scores can trigger alerts when they fall outside of set thresholds
« Assignmentand scheduling (through WFM) of coaching and eLearning courses
« Trend employee performance change after Coaching and eLearning

Feedback, Speech and Desktop and Process Analytics

Pre-defined KPIs for Verint Workforce Management, Quality Monitoring, Customer
* At-a-glance view into efficiency and effectiveness
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