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Tp¥ OCHOBHbIX TPAHCPOPMALIMOHHbIX BbI30BA

Top Three Digital Transformation Challenges

Multi-cloud - IT departments no longer
have their workloads only running in their
existing data centers, but across multiple
public and private cloud environments.

Multi-device - Companies must manage Multi-channel - Your customers and
more than just IT devices and assets. This employees want services provided
goes well beyond BYOD. loT is becoming through the channel they find most
increasingly relevant and everything will relevant, whether it’s e-mail, phone,
become connected within the device mesh. chat, or social media.

https://www.superoffice.com/blog/customer-experience-statistics/



Tre n d 1 . How does your company anticipate interacting with customers in two years compared to your current

Digital transformation

distribution?
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HackonbKko Bbl roToBbl
0b6CNYUTb  KAMEHTA B Tex
KaHanax, KOTopble WHTEPEeCHbI
emy?

CALABRIO



Trend 2:
Big Data mmmp Clouds

OCHOBHble ApanBepbl
MCMNOJZ1Ib30BaHMA
061a4YHbIX TEXHOIOTUMN:

* YnobctBO
UHTerpauua/rmbKkocTb
CtonmocTb

[lpon3BOAUTENBHOCTb

Organizations Using Cloud for Big Data Processing

58%

using cloud

73%

using cloud

2017 2018



Business Processes Receiving Value from Big Data

Sales 33%
B Kakmnx busHec-

I‘IpOLI,eccaX Finance 33%
MOXXeT 6b|Tb Resource Planning 32%

I/lCI_l(.)fI b30BdH4d IT Issue Response 31%

Big Data”?
Marketing 31%
HR and Workplace 27%
Supply Chain 25%




Kakme n3 atmx
PEeCYypPCOoB MNo
cobopy Big Data

MCNONb3yeT
Ballla KOMMaHWA
ceroaHsa?

ERP

CRM or CX
Finance

HR

Supply Chain
Suppliers
Partners
Social Media

Distributors

Sources of Big Data

57%

38%

38%

35%

27%

21%

21%

17%

15%



Trend 3:
Better analytics

* MaKkcumanbHoe
UCMO/Ib30BaHMe
CTaTUCTUYECKUX OAHHbIX
NO BCEM KaHaNam

* CpawmBaHne ¢ KU c
OTAEeN0M MAPKeTUHTra




Trend 4:
Self Service

Gartner oueHuBaeT, 4TO K
2020 rogy 6oTbl  byayT
obpabartbiBaTb 85% 3anpocos
Ha obcnyXKMBaHUE K/IMEHTOB.

Plans to Support Self-Service Big Data Analytics

30%

No
self-service Exists 70%
plans Self-service
exists or is
planned

Planned



Trend 5:
Al n yaTboTbI

83% notpedbutenen (n 90%
MUANEHWUYMOB) 3aABUAWN, YTO
OHM byayT 6onee noAnbHbI K
bpeHaam, npeaaaratowmm
4aTboT — C HMM npolle WU
bbicTpee

More technology,
more frustration

35%

35% of UK consumers would
like to see more chatbotsin
their business interactions.

80%

Chatbot adoption s
expected to skyrocket, with
80% of businesses planning
to deploy them by 2020.

Sources: Ovum, Customer Experience Update, 3C, Gartner



Trend 6:
Personal Assistant

[Ona pa3BUTUA NEPCOHANbHOIO
noaxoga camble yCrnelHble
6peHabl byayT BHeAPATb
MPOrHOCTUYECKYIO U
ynpeXKaatoLWwy aHa/INTUKY.

Cnepnytowan CTyneHb - aHaNm3
HACTPOEHUUN U
NHTEeNNEeKTya/IbHas
aHa/INTUKA.

Bce 6onbluee KONMYECTBO NOAer npeanoymtaeT

roorocosoe nnepcoHaabHOE OGLLI,EHMG C J/IMHHbIM
NMOMOLWHUNKOM.

Speech Analytics Bce 6onblie BXOAUT B HaLy *U3Hb

Mo oueHkam Google, K 2020 rogay C¢ NOMOLIbIO
ronoca byaet otnpasnATbea 6onee 50% 3anpocos.
UcTtouHumK: Verto Analtyics, eMarketer, Invoca




OIHAKO!

96%

6 pPUTAHCKUNX
KNMEHTOB roBOPAT,
YTO OTAE/NbHbIE
nepcoHaIn3npoBaH
Hble noaxoabl
N3NnLWHe
HaBA34YUNBbI
(Hanpumep,
OrpomHoe
KOIMYECTBO
coobLeHun nnm
npeanonoXKeHUA Ha
OCHOBE OTAE/bHbIX
MOKYMNOK).

53%

pykoBogutenemn
OTAEN0B MapKETUHTa
MPU3HAOT, YTO OHU
Neperpy*KeHol
nosy4yaembiMu
AAHHbIMM N COMNACHbI
C TEM, YTO « AN
NMOMCKa NOHMMAHMUS
TpebyeTca cAnwKom
MHOIO BPEMEHMU U
aHanu3a».

Bonee 2/3

6 PUTAHCKUX
notpebutenen He
noBepAT bpeHay
CBOM NEepPCOHaNbHble
AaHHble, a 66%
6ecnokoATca 0 TOM,
YTO UX INYHOM
6e3onacHOCTU moryT
YrpoKaTb
BO3MOKHOCTU
HOBEWLLMX CMapT-
YCTPOMCTB U rafXeToB
loT.

Source: Forrester, Gigya, Sitecore



Trend 7:
Data protection

GDPR (General data
protection regulation)

— 3TO TO/ZIbKO Ha4yano!

29

*

By 2019, cybercrime will cost 63% of all network intrusions
businesses over £1.5 trillion, and data breaches are due to
a four-fold increase from 2015. compromised user credentials.

£-I -I -I M The average cost of a data breach
will exceed £111 million by 2020.

Source: Juniper Research, Microsoft



Trend 8:

Onshore but remote
workers New call center jobs created

U.S.
- Everywhere else

e Bo3BpaT ayTCOPCUHra, OTKas

OT ayTCOPCUHra

100,759
* Kak MOXKHO bonblie i

YAa/1eHHbIX COTPYOAHWNKOB

e Ina paboTbl yAaNEHHbIX
COTPYAHMKOB HYXHO
MCNonb3oBaTb  06/1aYHble

peweHnA
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NHTennektyanbHbin KL,

bonbwoe
pa3Hoobpa3ue

KaHanos
KOMMYHUKaLMA

JOCTYyNnHOCTb C
ntoboro
YCTPOMCTBA

PeueBble
TexXHoNnormm

YcuneHHsble B3anmoaencresme c
NOUCKOBbIE CRM un cuctemamm
CUCTEMDbI aHANTUTUKN




CKONbKO cncTeM / OKOH ZI0/I*KEH OTKPbITb OnepaTop, YTobbl
Screens to NONYYUTb NONIHOE NPEACTaB/IEHME O TOM, KTO 3BOHUT, MOYEMY OH

profile 3BOHAT, NOYEMY OH 3BOHWA PaHEE U YTO OH, BEPOATHO, XO4eT
cenvyac?

CKONIbKO OKOH AO/TKEH OTKPbITb ONEpPaTop, 4YTOObI ,£I,O6paTbCFI 40
Screens to OTBETA Ha BOMPOC KIMEHTA?

knowledge MOHO MCNONb30BaTb B KAYECTBE OLLEHKMN KaK CUCTEMbI, TaK U
3HaHWM onepaTopa

NWHHOBALMOHHbIE Agent

meTpuku KL Preference  TRSaidLGLEYLEE / Touek AocTyna AOCTUINO AO0CTYNA K KMEHTY A0

. TOro, Kak OH agowen Ao XMBOro areHTa
Rating

KaKkol npoueHT obpalleHuit moxkeT / gonxkeH obpabaTtbiBaTbCA B

Agent cucreme CaMOO6CI'Iy)-KMBaHMF|?

Redundancy

Rating ANnbTepHaTMBA: KaKoM NPOLLEHT 0bpalleHnIM HaYanca B cucteme

CaMOODOCNYKNUBAHUA?

ST BT OTHOLIEHWE KONMYECTBA KMEHTOB, KOTOpble MOJIHOCTbIO
(e]14]°][F1i[s]y M 06paboTanu cBoe obpallleHme B CUCTEME CAMOOBCNYKMBaAHUA, K
rate YMUCANY, TeX, KTO TO/IbKO Haya/l TamM ero peLuaTb.




pyKkoBoauTenen 6oatca genatb Undposble Nnpeobpa3oBaHUA B
CBOMX KOMMaHUAX, CYMUTASA, YTO OHWN NOABEPratoT UX PUCKY

PYKOBOAUTENIEN CYMTALOT, YTO OHWU OTCTAKOT B CBOEN LNPPOBOMN
TpaHcPopmaunm

Bonee 60%

YTobObl OCTaBaTbCsA B
busHece 8 2018 roay
N aanee, KOMNnaHnu
NO/KHbI . .
TPAHCHOPMMPOBATHC TonbKo pyKoBoAUTENEeN aMePUKAHCKUX KOMMNAHNN UMEKOT
A B UMPPOBbLIE 47% npeacTtaBieHne 0 TOM, YTO Takoe undposasa TpaHchopmaums
OopraHmnsaunmn Nau
OHW byayT
BblOpOLLEHbI C
PbIHKA.

KOMMaHMM UCcnonb3yoT MHpopmauuto n3 KLU ana npuHaTmS
peLeHn

Tonbko KOMMaHWM BKAKOYUAN ncnosb3oBaHue Al B bBusHec-npoueccsl,
20% X0TA 85 % KOMMNAHUI CYNTALOT, YTO ITO BbIFTOAHO

Richard McElroy, BALANCING TECHNOLOGY AND THE HUMAN TOUCH



OnepaTtopsl
ABNAIOTCA N ByayT
OCTaBaTbCA

OCHOBOM
COBPEMEHHOrO0
KOHTaKT-LEeHTpPa

® KNIMeHToB bonee
NOANIbHbI K
KOMMaHUK, ec
OHW MOTYT

PPEKTUBHOE
obcny*KmBaHue.

CALABRIO



Onepatopam HeobxoamMmo bbiTb NPOAaBLAMMU, CNACUTENAMMU U
dunocodamu, KOTOPbIM NOMOTAOT CNOXKHbIE TEXHONOTUN

TexHonormm
NOJTIKHDbI
NOMOraTbh

onepartopam, a
He 3aMeHATb

nx!

KomnaHuu JonXKHbl BHEAPATb TEXHOAOTMUMN C KOHKPETHOM Lienblo,
MOHMMAA, KOrAa OHM MOTYT 3aMEHUTb II0AEN, @ KOraa 3TO
HEBO3MOKHO

[1nA KOHTAKTHbIX LLEeHTPOB BaXHO cbanaHcMpoBaTb
NPeMMyLLEecTBa, KOTopble AatoT TEXHONOMUU, C NepcoHann3aumnen,
KOTOPYO MOTYT NMPUHECTU TONbKO NIt0AN



KnuneHTtbl cT° 10BATCA BCe 6bonee TpeboBaTesibHbI

V"‘

Pacrtet
HKusbim . Hanpa)XeHne “HOTCA BCe 6onee cnoxHble obpawieHus

<« A AR

Konunuectso o6palleHuii pacteT, Kak U KOJIMYECTBO KaHa/10B

CNnOXHOCTU
B3aMMOOEeNCTBUA

TexHoN0rmm CTaHOBATCA B

PacTer
CTOMMOCTb

Bo3spacTtaeT Bpems Ha oF:




CTpecc —
NPUYMHA
npobaem

60% onepaTopoB COrNlacHbI C
TeM, YTO UX KOMMNAHUA He
Bcerga obecneymBaer
HeobxoanuMble TeXHOJI0TUM, C
MOMOLLbIO KOTOPbIX OHWU MOTYT
pewunTb Nnpobaembl KNMEHTA.

CALABRIO



KaK
0e3ybTaT

35% coTpyaHUKOB
KL,
paccmatpuBaloT
BO3MOXHOCTb
YBO/IbHEHUA B
6nuKavwme 12

mecaues
y
\

39% HeaO0BO/IbHbI
cBOei 3apnaarToiu

43% npocTto
HeA0BO/IbHbI
csoei paboroi

11% npusHatloTca,
yto npuwau B KL
ANA TOro, YTobbI

Ha4yaTb Kapbepy B
Apyrou oTpacau

CALABRIO
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3a/0r ycnexa

TONbKO CHACTAUBbLINA ONEPaATOP MOXKET
cAenaTb CHAaCTIMBbIM KAneHTa!

HO

KTO cAenaeT c4acT/IMBbIM onepaTopa’?




Hero A4encTBUTE/IbHO XOTAT onepaTtopbl KL, 7

 —

TexHonorumn, KotTopsble
NO3BONAIOT ObICTPO MOHATD,

g YTO HYXHO KMeHTY

|

; 40/ Bonee ynobHoe/rnbkoe
paboyee obopygoBaHue

O60CHOBAHHYO AaHHbIMU
obpaTHYto CBA3b OT
PYKOBO/ACTBA

1 Bosblue TPeHUHIroB

CALABRIO




[lpOCTble NpaBuaa

Bnoxutecb B yaepKaHue
COTPYAHUKOB — TO/IbKO
rPaMOTHbIN U ONbITHbIN
COTPYAHUK CMOXKeT
AOHECTU A0 KANEeHTa uenu
KOMNaHun

Daite emy Heobxogumble
MHCTPYMEHTDI

DavTe emy noaHOMOUMA

MUy Bac Bce
nonyyurtca!




IS

Cnacubo!
EcTb BONpoOCHI?

UpuHa Benunuko,
JKCNepT Mo KOHTAKTHbIM LUEeHTpam
+38 050 550 11 69
+38 067 440 69 91

ive@ivelychko.com.ua

http://ivelychko.com.ua




