Cincom Systems, a global leader
in the software industry, has been
at the forefront of Customer
Experience Management (CEM)
for over a decade, earning the
respect of industry experts with
its innovations, performance and
results. Cincom’s CEM solution,
Synchrony, helps organizations
deliver winning conversations in
the contact center.

“When you look
at technology in
the context of
CEM (Customer
Experience
Management), it
needs to embrace CEM
methodologies, enable the
delivery of the brand
promise and measure the
experience. We all know
that it's the employees—
the contact center agents,
advocates or customer
loyalty representatives—
who deliver the customer
experience. So the
technology must equip
them with the right
content, resources and
guidance to consistently
deliver the designed
experience, yet be flexible
enough to let them move
off center when necessary.”
— Shaun Smith
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Cincom Synchrony helps drive higher levels of customer loyalty,
accelerate organic growth and improve operational metrics and
savings. It guides employees through complex processes, back-end
systems and workflow, and leverages the insight you have about
each customer in the context of every interaction. Using a powerful
combination of a customer-focused Unified Agent Desktop and
intelligent guidance, your employees are equipped to deliver
winning conversations that are consistent, intentional, differentiated
and valuable—all hallmarks of a successful customer experience.

Organizations around the world use Synchrony to drive their
Customer Experience Management strategy, reduce operational
costs and drive revenue in the contact center and beyond, including
Absa Bank, Fubon Bank, Royal Australian Mint and Health Advocate.



Guide Your Employees to Deliver Winning
Conversations

As contact centers have become more complex while
customers more demanding, your customer-facing
employees—regardless of experience or knowledge—are
expected to deliver personalized, positive experiences in
every customer interaction. Yet complex processes, silos of
knowledge, multiple communication channels and a host
of disparate, disconnected applications often result in
sluggish and ineffective service. Synchrony brings your
CEM strategy to life in a realistic, operational model that
grows your business while improving operational results.

Drive Organic Growth AND Improve
Business Results

Synchrony drives the customer-experience strategy:
e Enables the “designed” experience to be consistently
executed across individuals, groups and departments

e Fast, accurate and consistent responses across multiple
channels

e Guides winning conversations and outcomes even in
complex settings

e Equips agents with just the right knowledge and
resources for fast, accurate and personalized responses

¢ Automates follow-up and proactive outreach

e Offers CEM insights to enhance interactions and
outcomes

e Generates and delivers highly personalized
correspondence and documents

Synchrony optimizes operational results:
¢ Improves first-call resolution rates and reduces average
handle times

e Dramatically reduces training time and costs by up to 50
percent
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e Reduces turnover by minimizing agent and customer
frustrations

¢ Enables faster rollouts of new products and processes

e Simplifies and streamlines the desktop, processes and
workflow, guiding agents to work faster and smarter

e Enhances management insights with comprehensive
reporting and analytics

Synchrony expands revenue opportunities:
e Customer satisfaction drives increased spending from
your customers

e Agent guidance and knowledge modeling improves up-
sell and cross-sell outcomes

e Increases customer acquisition/new-business revenues
through advocacy and referrals

Cincom Synchrony has earned the respect of
industry experts with its innovations,
performance and results.

"Today's contact 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.
Cincom Synchrony's unified agent desktop
brings order to the chaos by dynamically
presenting exactly what the agents need
from all of the relevant sources. We found
the Synchrony agent desktop to be an
extremely practical and useful tool for any
contact center.”

— Michael DeSalles, Strategic Analyst, Frost & Sullivan
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