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Kristyn has been in the customer care and contact center industry for the
past 18 years, serving in a variety of operational, consulting, and senior
leadership roles, with a specialty in workforce performance. Kristyn has
been a mainstay in the workforce optimization (WFO) technology side of the
contact center arena since 1999, serving as a public face and visionary for
companies like Verint and Mercom. She has spent the past year and a half
running product marketing for inContact's suite of cloud-based contact
center solutions, and is now leading the strategy around the inContact WFO
toolset. Active in a number of industry groups, Kristyn has been published in
multiple trade journals and is a frequent speaker on customer experience
management topics.
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cur-ren-cy
[kur-uhn-see}

noun, plural cur-ren-cies.

something that is used as a medium of
exchange; money.
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“Business Currency”

A medium of exchange in business

 Something of value that drives business
and builds business equity for the holder
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The Age of the Customer

Age of The Customer

Age of Distribution

Age of Manufacturing Age of Information

-Gartner
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Information is Currency
IN FORMATIQN

CRM Systems
and Strategies

Return on Investment
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What Insightso You Hold?

. Contact
Center

| Marketing

Back Office [

rom Customer
) Interactions §

~ Compliance

Risk
Management

Collections
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| Consciously PLAN to gather insight.
. Direct and Indirect.

 Tell your story, use your currency, spread
the wealth

* Share actionable customer insights\succe
and get them hungry for more

e Create joint processes with
other departments




Do You Have a Customer Insights
Toolbox?
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The Concept

The Workforce-Intelligent Contact Center (WICC)

Contact Center Platfor

* Workforce Optimization

~* Automatic Actions
| Together in the cloud
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New Scheduled Analytics-ldentified
Task Sales Opportunity

Good Survey! Bad Survey

Workforce-Intelligent
Contact Center Agent Up-Skilled

=

imetearning

QM Score
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Analytics- | Change Service Recovery
Identifie .
ee ActiomNeeded
Failure
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EASY

The cloud makes it easy to plus
up the Customer Experience



Easy to experiment
with and add new
connection channels
with customers...






Easily add points

of service
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Easily add points

of service










Regardless of global location -
harmonize rules, processes, reporting
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Questions

Kristyn.Emenecker@incontact.com
Twitter @LivinEden
LinkedIn
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