Revolutionizing Customer Experience:
The Untapped Value of Generative Al in CX
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Crexendo - UCaaS & Omnichannel CCaaS

Crexendo is the #1 ranked High Performer for VolP Providers on G2.com*
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Real Users
Rate Crexendo®

4.9 out of 5 stars

on G2.com*
5 star - 96%
4 star I I 1%
3 star I ’ 1%
2 star | ’ 0%
1star I ’ 1%

G2.com Crexendo
User Ratings:

9.8

9.8

9.7

Ease of Use
VolIP Average: 8.8

Quality of Support

VolIP Average: 8.6

Ease of Setup

VolP Average: 8.3
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Crexendo’s CX Platform s N
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One Cloud-delivered, UCaaS Integrated, Al-powered, Contact
i : ou Center e
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Generational Preferences In Customer Interaction

Digital - The Preferred o oo e = o
Channels of Younger
Consumers

6% 7%

6% Don't know
. 6%
1%

M No preference

W Social media

Currently Voice @ 59%

W Website self-service / mobile app

Web chat

But Consumers
Have Their Own
Channel Of Choice =~

W Visit the store / office / branch, etc.
W Email

m Call customer service

CUSTOMER
( ‘ w CONTACT WEEK
DIGITAL

18-34 35-44 45-54 55-64 65+ Average
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NEW: ChatGPT-Powered Contact

Qenter

—

Automated
Quality Audits

Automates monitoring of every call
and chat. Improves call quality
scores

Helps supervisors identify agent
training needs through aggregate
performance scores

Identifies and prevents escalations
in real-time through proactive alerts

Conversationa
| Intelligence

Agent Assist: Quickly personalizes
conversations with information on
current sentiment & prior interactions

Smart Replies: Al-based suggestions
for quick and intelligent responses

Intent Escalation & Routing: Identifies
caller intent in real-time & escalates calls
to agents with the right skill

Grammarly for Agents: Helps every
agent fix grammar, correct spellings, and
communicate clearly

Voice Bots &
Chatbots

Drives hyper-personalized responses
based on the context of a conversation

Provides customizable self-service
options. Automate mundane tasks &
queries to serve customers at scale

Seamlessly integrates with exiting
contact centers and CRM stack

o
4
Intelligent
Neural Search

Reliable self-service channels that
understands queries better and provide
results that match intent

Improved First Contact Resolution rates
with easier and faster access to relevant
and constantly updated information

Enhanced knowledge management with
comprehensive repository that
continuously learns and updates itself
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What Can Chatbots Do For You?

e Enhance customer self-service with  Save agents' bandwidth for complex
quick, human-like responses and unique conversations

« Automate repetitive tasks and « Easily integrate with existing contact
common queries at scale. center workflows with automated

« Handle Customer Interactions in real- routing based on skills, priority, and
time, at Scale account manager.

Enable self-service

> &Q Manage L1 support
@ Provide 24/7 support o090

rgl Escalate to L2
Answer FAQs g E<© whenever needed
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NEW: Chatbots Powered by ChatGPT

Make your customer conversations more engaging and
meaningful

Deliver relevant and hyper-personalized responses based on the
context of a conversation

Delight customers with intelligent self-service options and free
agents to build deeper customer relationships.

Automate mundane tasks & queries to serve customers at scale.

Generate accurate responses by analyzing and learning from
huge swathes of data.
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Simple, Intuitive Interface

A chatBot X

o If chat escalates to agent, they can view
context, and seamlessly carry on conversations.

« Blended agents can seamlessly switch between | ook Acoon elcoman
chat and call window. . Hotel Activites i
Photo Gallery
FAQ
Type a message @J >
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Easy to Build and Implement
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« Deploy once. Use anywhere

« Natural Conversation Intelligence

« Smart Assist - Real-time assistance
and learning
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Demonstration

Focused on Two Key Areas:

Get started (0%) New v

Q. search Q ‘aﬁ -E O

(o ] Altickets > 2180

e Chatbots Powered by ChatGPT e o o e —
y New N ! e
Open i CONTACT DETAILS | Edit 2 1
° ° % Call ticket for agent Agent9 on :‘:";5'::""";2':”;9‘05 ~ Ram @

e Supervisor and Agent Coaching T
Created by Ozonetel Integrations Emik @

Ram reported via phone

@® RESOLUTION DUE  Edit
by Sat, 19 Jun 2021, 09:05

rampradeep.kumar@ozonetel.com

[ ] [ ]
Leveraging Generative Al : o) .
SgiEsesC +919686255526
& From: 4919686255526 jotile phona
Agent: Agent9 il 9985718693
Monitor UCID: 9399162381452931 ) .
o Tags 2 View more info
Call Type: Manual Dialing
Start Time: 2021-06-16 09:05:30
Agents (17) ‘ Search @) ‘ AZ Name v‘ ‘Q Group by v Timeline
End Time; 2021-06-16 09:09:48 Type (% Call ticket for agent Agent9
Duration: 00:04:18 on
READY BUSY ' CALLING Aux READY READY Float Break Status: Answered +919686255526(93981623
2m59s 11s Os 25m25s 5m11s 14m43s 5m29s Recording: https://s3-us-west- 814529...
Status +
|-die 0 tel-d 1 S tel-. te S , tel- tel-d tel-de I
ToatBarianial ToolBarManual TooBarianual selomersenes, Ozenete ot tanaal Toatbarianl ( Teaani 1b 9 contjcrmiuser/DIARI26btSactas02cac 5 #2180
0b8c8803525717.mp3 pen v
= - = = 16 Jun 2021, 09:05 AM
Smith Brown Miller Johnson Jones Davis Williams o p )
Status:
Calls: 25/10 Calls: 42/19 Calls: 32/22 Calls: 13/0 Calls: 26/2 Calls: 43/26 Calls: 42/32 Priority s TRl

READY
5m15s

Ozonetel-dec
ToolBarManual

Wilson
Calls: 37/28

READY
8mb1s

Ozonetel-dec
ToolBarManual

Clark
Calls: 5/1

Ozonetel-cs
ToolBarManual

Taylor
Calls: 1/0

BUSY

24s

0
ToolBarManual

Mary
Calls: 41/23

23m29s

Ozonetel-dee
ToolBarManual

Sarah

Calls: 0/1

l READY

21h15m55s
Ozonetel-dec
ToolBarManual

Elizabeth
Calls: 0/0

READY
2m59s

Ozonetel-dec
ToolBarManual

Martha
Calls: 25/10

O € Reply  EAddnote  Forward

% Call ticket for agent AgentS
on
+919686255526(93991623

912960
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Vianage All Voice & Digital CCaaS Interactions
from One Interface O = = 2

Ql)l = ® 5] (o) Dashboard
DD Inbound Manual Progressive Preview Digital Blended
o Total agents Busy agents Waiting agents Paused agents Calls in queue
Dashboard +919702221636 e@e\‘ 3 D = X
© , S 3960 2 2330 O 13 ® 0339 © 2362
Campaign: Inbound Lead
= - ~E——
4918302221636 -
Answer i
@ Campaign: Morocco Queue Counter v
Skills Total calls Calls waiting Longest wait time Abandoned calls Agents available
Robin lee

g Campaign: Re-engagement

" Email: Abc@gmail.com
I W t S IVI S Canada Scales 32 18 05:00 4 0
nbound ha SApp ‘

%7 Support 28 03:15 3 2

Call History English Scales 13 0 00:11 0 22
[Z) New message
Premium Plus 27 0 00:10 0 32
@ Support 1 38 18 01:52 1 2
P ¥
+919802221463 remium % 8 03:41 0 !
Campaign: Morocco vIP 6 0 00:08 0 20
Skill: General
Agent list lee Y
= =
Email Webchat Twitter = o
Decline Answer
Aayush Mann General, Support, VIP +2 Idle 05:12 Manual
Abhishek General, VIP Busy 01:25 Preview
Chetan Roy General, English scales 00:41 Predictive
Faisal Khan Support, VIP Calling. 09:37 Progressive
Gaurav Bansal General, Support, VIP +2 Busy 05:12 Inbound
Abhishek.R vIP Busy 01:25 Blended

vikkey jacob Support 00:41 Preview

Facebook Outbound Workflows E
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End User Businesses - for more Information
www.crexendo.com/vip/contact-center/

Service Providers - for More Information
www.netsapiens.com/contact-center/
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Jon Brinton Trent Dewey
Chief Revenue Officer CX Subject Matter Expert
jbrinton@crexendo.com trent.dewey@allegianthow.com



