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Customer Experience Management (CXM)

A sustainable framework

ceoseccecc)) ANAL V7E

Labelling, Cataloguing,
Grouping, Sorting,
Sentiment-Topic Drivers,

CAPTURE Insights

INTEGRATE

Surveys, Touchpoints, Interpret Results, Case

Inferred, Feedback,
Social, Historical data

management, Real Time
Alerts & Information

VISUALIZE IMPROVE

Organizational KPlIs, Close the Loop, Increase

Customer KPIs, Financial Value for Customers,
KPls, Review/Correct CXM Improve Operation,
Financial Benefits

The CX framework that must be in place to
successfully deliver added customer value
INncludes:

= Capture the voice of the customer

= Analyze data to find meaning and useful
INformation

" Integrate information; communicate fo the right
person at the right time

= |mprove the organization by intelligently
applying what is learned

= Visualize the effectiveness of CX; make
adjustments/improvements visually
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VOC HUB Module(s)

Define in which touchpoints you want survey the interaction

VOC Feedback

Add Touchpoint

Take advantages of the
journey overview to
manage all your
customer interaction
points at a glance.

» Public Internet @ 0 @ @ ® ¢ &
‘—E—i » Private Internet @ 0 @ @ ® ¢ & u
c » In store experience (POS) @ 1 @ @ ® 7 & ¥
» Activation @ 0 @ @ © ¢ & ¥
U’r|I|se“ VOC Feedba.ck" 0000 N
and “add touchpoint OO R
function tfo design the
CUSTOmer journey Wi-l-h » Technical Service @ 0 @@ @ P & W
your brand.
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VOC HUB Module(s

Create and assign a survey o a touchpoint

VOC Feedback

S+ Feedback :: Survey Questions X

<« c @ @ @ httpsy//training sandsiv.com/feedback/survey/307 /questions

Questions | Survey Settings Common Settings  Language Settings Statistics Quarantines  Customers

12026

% Customer Training-WEBg Vs @ Active SMS (ID:412) VR DIGI (ID:411)
;K Questions & Reorder I#2 Graph
= Survey invitation text EINISH SURVEY

SURVEY INVITATION TEXT You are receiving this survey invitation because you recentl...

Volkan-Training-WEB-Introduction DELIMITER
‘ INTRODUCTION Dear customer thanks again for taking your time to answer to the follo...
WEB-Traning-CSAT
CUSTOMER SATISFACTION How would you rate your overall experience with Sa... CONFIGURABLE
WEB-Training-CES
CUSTOMER EFFORT SCORE The organization made it easy for me to handle my issue... CONFIGURABLE

WEB-Training-NPS

NET PROMOTER SCORE On a scale of 0-10 how likely would it be for you to recomme... ~ ~CH-ABLE
WEB-Training-NPS-Bad OPEN
OPEN QUESTION BY BAD EXPERIENCE We are really sorry for your bad experience ...
WEB-Training-NPS-Good OPEN

OPEN QUESTION BY GOOD EXPERIENCE We are delighted to hear that. But since we...

Utilise VOC Feedback to
create the survey by defining
the more appropriate channel
(WEB, SMS, IVR, DIGI), questions
type (scalable, open, etc.),
quarantine rules and desired
flow conditions.

v EN

L]

(L

L

=

L

L]

&

4 Send invite

4+ Add question
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Assign the created surveys to the
opportune touchpoint you want
measure with it.

S+ Feedback

< c @

1206 e w YN @D @® =

https://training.sandsiv.com

Customer Journey Volkan Journey (Telecom)

Group ID

» Public Internet

» Private Internet

~ In store experience (POS)

298 ®, WEB Experience

» Activation

» Billing

» Call-Center

» Technical Service

Title

=+ Add Touchpoint + Add Survey

Channels / Status
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0 0 0 @ 7 % W
0 0 0 ®©@ 7 © W

Define your case alert condition
based on answer rating, sentiment
and/or topic analysis.




VOC HUB Module(s)
The right channel for the right touchpoint

VOC Feedback

>«

Internet page E-mail
(PC, Smartphone, Tablet)

DIGI channel

WEB page quality
measurement in different
page places

WEB channel

NPS/CES Survey after an
interaction

Customer loyalty program
(rNPS, pNPS)

Up- and cross-selling

(Main, Login, Product, End of a
process, etc.)

Assistance/Contact need

activities (special offers)

Up- and cross-selling Dormant client contact
activities

Abandonment/Funnel Employees survey (eNPS)

analyses

C\

Call-Center

(Speech-to-text Google API)

Point of Sales

IVR channel

Complaints root cause
analysis

DIGI channel

= |n-store experience (Kiosk
surveys)

Phone call quality and
sentiment analysis

= Push information or survey
during Wi-Fi login

Possibilities to use real voice
feedback for training and
internal guide

Mobile

(Ping-Pong methodology)

SMS channel

NPS/CES Survey after an
intferaction (store, call-
center, complaint, etc.)

SMS to WEB or DIGI
possibility

WhatsApp gateway
connection possible

Remark: by mobile survey the SMS

gateway costs and the infegration
phone eco-system has to be
considered!
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VOC HUB Module(s

Test and check the created survey

VOC Feedback

& https://training-survey.sandsiv.com/543b7 134867e640a 16 16b93a1 6ddb2 9367 w Yiinme =

sandsiv+ m—
Your Feedback X

NET PROMOTER SCORE
On a scale of 0-10 how likely would it be for you to recommend SandSIV to a friend or ~

colleague? NET PROMOTER SCORE On a scale of 0-10 how likely

(0: very unlikely - 10: very likely)

would it be for you to recommend SandSiv to a friend or
colleague? (0=NOT at all / 6=Maybe / 10=Very likely) *

0 1 2 3 4 5 6 7 8 9 10
o [e] o o (o] (e] (o] (e] o (e]

= = Check the result your N

newly created DIGI *
Channel survey by

g Oi N g on . I_q N g ud g e OPEN QUESTION Can you please describe your score

* W

rwanth srmir Ansim LA A

Settings” and pushing :
rowered by SANASIV+ Next
on Demo -

00 v T

Static Digi Link

AWM. B3N . 100% 0 08:51
< a - Training Survey ::..

https://training-survey.sandsiv.com...

[in [N~ BB N <.l 100% W 08:46

sandsiv+

https://training-survey.sandsiv.com/4EB4... Popup title

UTilise VOC [ Your Feedback ]
...: Training Surve... F e e d b a C k kb Se n d Text for Survey activate button ]

[ You want give a feedback?

invitation” function

'

sandsiv+ -

et g e i

NET PROMOTER SCORE On a scale of 0-10

how likely would it be for you to recommend
SandSIV to a friend or colleague? [ Next ]
(0 vy unfely 10 ver o) to test the created
Thank you message
0
W E B O r S MS S U rV ey [ See you soon again._...._your SandSiv Team! ]
1 f | _I_ d Text for submit button if Survey is StepByStep
or Iayour an B
Submit button
2
C O n -I-e n -I- C O rre C -I- n e S S CSS to customize language specific Pop-up fragments ( Please note: to increase the cascading style it is necessary to add class .modal__SandSIV_Template )
.
3 .modal__SandSIV_Template SandSIV_Feedback_Modal SandSIV_Feedback_Modal-PoweredBy{ :
display.none;
pointer-events:none;
“ Allow Mobile
Embed snippet
5 <script src="https:/ltraining-survey.sandsiv.com/digi_runner.js ?surveyld=411&language=en"></script> }
L]
template if
6 a (=]
.I. @ Demo R\
= re q U eS e ° You want give a feedback?
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VOC HUB Module(s
Import data to VOC Store

VOC Store

““““““““““““““““““““““““““““““““““““““““ Utilise VOC Store

- ' “external data”

: or “survey”

' - upload function Use Virtual Sources to

to make data

) aggregate different external
available for text

data sources (i.e. historical-,

mining. operational data) within a new
consolidated data seft (i.e.
survey)
a8
E— ¥ External Upload UPLOAD JB% [TEXT] text column
VOC Store manages all your ©
external uploads at - — — _— . © v ocGiNPs suvey EENETED x - Open question - | - u
el opgen Rvekk 420 3104, 4500 W0 [vrH | 3 & v 1 -
glg Nnce. :”’“"'“:L ‘1‘1 - i::‘ E v 1 ; Only integer value is acceptable
(I.e. Historical-, Customer-, [ ——— P — ~ S
CRM-,Call-Center-, Web e @ l- s Use aggregated data sets to create and train appropriately your
analytics-, Operational-, S — ;. o predictive model algorithm.
Socials-, Financial data, etc.  wremee o e = -
P — h L
| AT FI0E, 2. ™in LHER 1 h
. WATFEE_IIVE TR LA L 1 ik
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VOC HUB Module

Data mining over an easy-to-use inferface

VOC Mine

S+ Execute query — Mine '+

&« c @ © & hitpsy/demohub.sandsiv.com/mine/qu

cute

°) o Lemmata Textcases () Exportto Classify ~ ExporttoExcel ~ Query:  Training - 541 (all ...

-_ d
—=] ® Table E Chart

m @ Lemmata to include: no filters Attributes: no filters
E l‘? Lemmata to exclude: no filters Answer values: no filters
~ (C] Texts to include: no filters Classification results: no filters
daw » Texts to exclude: no filters Percentage of total cases: 100.0%
w Synonym dictionaries: no filters Stop word lists: no filters

Dates: no filters

¢
®

Lemmata in cloud: 10

oo

work
storesove st
problemservice
call jime

Use SandSIV deep
machine learning fext
mining function included
In VOC Mine o lemmatize,
process and analyse
unstructured data and
Information to discover
key customer sentiment
drivers.

S+ Execute query — Mine x e

<« c @ O & ntips;

emohub.sandsiv.com/mine/q cute

°

o

- D
= ® e = ot

< @ Lemmata to include: (all of this) store
= 'xq Lemmata to exclude: no filters

c] Texts to include: no filters

®» Texts to exclude: no filters

] Synonym dictionaries: no filters

o Dates: no filters

Different export
functions permit the
data transfer for
model training,
verification and/or
into Excel format.

— y

.. Available filter and opftion

permit to refine your search

Lemmata = Textcases Export to Classify ~

Lemmata in cloud: 10

wait Problem

S+ Execute query — Mine

(o https://demohub.sandsiv.com/mine/query/907 fexecute

-

Training - 541 (all .. v

no filters

no filters
Classification results: no filters
Percentage of total cases: 13.5%

no filters

100

queue

and drill the data deeper.

Lemmata Textcases @)  Exportto Classify ~

Lemmata to include: (all of this) BRI

Lemmata to exclude: no filters
Texts to include: no filiers
Texts to exclude: no filters
Synonym dictionaries: no filters

Dates: no filters

Export to Excel ~

Query: Training - 541 (all ... v v

Attributes: no filters

Answer values: no filters
Classification results: no filters
Percentage of total cases: 13.5%

Stop word lists: no filters

In the they give me one answer, over the phone another. What should | believe?

| visited your E¥els) during my lunch break. But my lunch break was gone queueing and | never had a change to talk to the service person

Horrible queue in the STt in the afterncon.

Very competent service in the Ffalgs, only the waiting time is too long.

The same thing than for all other operators. In the Felgs they give you empty promises, which are then forgotten when you are a customer.

The staff in the Flelgs has done its job with professionalism and courtesy, even if, through no fault of their own, the problem has not been resolved.

Everything is done on the phone, nothing in the Ftegs. who can be contacted for assistance on a fixed line?

The worker's assistance to the Jls turned out to be more useful than that of the telephone service

there was a lack of informations in the Jtga!




VOC HUB Module(s)

Create your deep machine predictive model

VOC Feedback VOC Store VOC Mine VOC Classify VOC Visual

Edit classifier

. — Clazsilicr namnic
# Infa

@  Catagary name + Tovedht click on the boy

s Mo calegony

In VOC Classify you create and train your
predictive model in a very simple way by
defining categories discovered in a first
level analysis through the data mining.

The model can be
trained on through in
VOC Mine created
labelled data queries
or external labelled
training data set.

The quality of the created model can
easily be tested by writing “test text” .

ication

Classifier

Sentiment

Text

Training

g

Yesterday | called your Support center the person were not able to help me

Classification results

100% —
90% -
80% -
70% -
60% -
50% -
40% -
30% -
20% -
10%

0%

v Apply

Sentiment_LHG

Alrpom
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Send dashboard to email schedule

VOC HUB Module(s) " fmt m
Customize, analyse and show your data in a simple way -
VOC Visual =
x ooso | (R
o B Schedule who and when

you want to inform

_ : Ad d Allowed to view g 7
asic o vance o : , , '} OUTOmOTICO”y
SR 5]

Allowed To edit

Select data Chart type
Y h I II . Allowed to delete
Select column ‘III ‘ U H H H H Allowed any
e e Inform your organization
Select Math function g . & /7 i
. - Manage the access rights directly and If:: Srcolf/gﬁquerrlfle V4
. e from your CRM system or directly -
R ] form VoC HUB.
o'l ‘ Aim of this function is to create
sndcroupby e (Y different dashboard for different

target groups. (CEO, CX initiative
- manager, Operation team, etc.)

X Close ‘ ‘

Use SandSIV VOC Visual predefined ”
gadget to create your self-service ' — .
customizable dashboard. - III :




VOC HUB Demo

Your notes




VOC HUB Module(s
VOC HUB Modules functions summary

VOC Feedback

@
Y & 2 VOC Store
\\

Good morning Custom Demo!

VOC Mine

VOC Classify

/iew situations in unexpected ways

VOC Visuadl
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Customer Experience Management (CXM)
The Sandsiv framework

SandSIlV CXM Framework

4 )
CAPTURE

DIRECT

~J

INDIRECT

3y

INFERRED

VOC

HUB™

9

4 )
ANALYZE

NLP TOPIC
DETECTION

v—
o -
v—
o -

SENTIMENT
ANALYSIS

\ 4

PREDICTIVE
ANALYTICS

O

MARKETING
AUTOMATION

5%

4 )
INTEGRATE

RIGHT
OPPORTUNITY

RIGHT PEOPLE

o
2

RIGHT TIME

&

DATA LAKE

4 )
IMPROVE

1-TO-1
CLOSE THE LOOP

O

ENTERPRISE
IMPROVEMENT

(v)

4 )
VISUALIZE

INSIDE OUT

H

OUTSIDE IN

%

Insert the following modules in

the right place

VOC Classify (model creation)
VOC Visual

VOC Mine (text mining)
RestFul API

VOC ACT

VOC Feedback

VOC Store (data upload)







