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Breaking Through Executing a Unified
Agent Desktop in Record Speed

Complexityat the desktop is a growing contact centdrallenge. It
affectsproductivity, and it impacts the customer experience

Why? Because too many desktops are clumsy and confusing. According
to VentanaResearchd4 percent of contactenter agents need to

access three or more applications to resolve a customer interaction,
and70 percentsay they waste time switching between applications.

Yet access to bagnd applications is a contact center requirement.
Cincom and Attachmate simplify access to these critical supporting
applications through a neimvasive integration approach that doesn't
require coding.The benefits?

A Fastandinexpensivéntegrationof criticalbackendsystems

AMinimal I Tresourcesneededto implementandsupport

A DramaticallyacceleratedROl

Fast. Inexpensive. Crazy powerful. Read on.
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Confusion ReignsService Suffers

('] @Hay'scontact centers are challenged
by too much information in all of the
wrong places. Agents are expected to
know how to drill into a sea of
applications, databases, and resources for

every customer interaction."
-MichaelDeSallesStrategicAnalyst Frost &Sullivan

('] 2hyis the agent desktop so critical?
Because when confusion occurs there, it
ricochets through the customer experience,
slowing down interactions, raising costs,
degrading customer satisfaction, increasing
training time- essentially it causes a bottleneck

that's entirely avoidable."
-Keith Dawson, previous editor of Call Center Magazine

d ﬂ,‘e agent's desktop is a primary source
of frustration for both agents and
customers. Agents don't like these systems
because typically they are hard to use,
don't provide all the right information
needed to resolve the customers' issues,
and don't follow the flow of interactions.
While customers are not aware of these
shortfalls, they suffer because agents
cannot focus fully on them, ask them to
repeat information, and often don't resolve

their issues."

-VentanaResearch Customer Experience
Management Improving the Consistency and Quality
of Customer Interactions
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The contact center agent often relies on a wide variety of standalone ‘ -
applications to successfully interact with a customer. These may :

include packaged applications, homegrown applications, databases,

and legacy greescreen applications. Agents typically communicate

with mainframe and midrange systems through a clumsy-baded }
interface that lets them access product information, purchase !

orders, inventory, account status, customer history, and more. But |

Kthe applications are standalonel KS& QNB y 204 G ¢ 17\/yé (o)
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Agent Nonproductivity

To navigate among applications, contact center agents often per >
keyboardintensive manipulations, like atabbing back and forth. Ir ‘ ‘.’;

addition, agents must constantlydesy data or perform copgnd
paste routines to multiple application interfaces. These timense
and errorprone processes have a negative impact on call duratic

call resolution, customer satisfaction, and agent productivity.
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How to Deliver a Really
Crummy Customer
Experience In the
Contact Center

Create a chaotic work environment for your agents and you have

lock-in for long call times. Put callers on hold, transfer them to othe
groups, ask them to call another number, or repeat information ove
and over all because the first agent is unable to effectively respor
G2 GKS Odzaid2YSNRA |jdzSNE O l YR NXHza i
your agents will certainly seep through during customer

interactiong all adding up to a positively miserable customer

experience.
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Help me do my
Job better!
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Give Agents \ J—
Fingertip Access

As with any complex task, having the right tools
and access to the right information at the right
time, can significantly enhance performance.
The contact center is no exception. Beyond
performance and productivity gains, you also

reap the benefits of enhanced customer service.

A recentVentanaResearch benchmark study

reveals that three of the top four factors

influencing customer experience are directly tied
to agents:

The agent's attitude

The agent's ability to understand the

customer's issue

The agent's ability to resolve the issue during

the first call
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