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Today we’ll be exploring these topics:

* The Influence of CX BONUS TOPIC:

e Al for CX Use Cases * Agent Training

e Customer Loyalty
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The Influence of CX

How important is it for customer care and customer experience
organizations to have influence within a company?
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How much influence does your CX/customer care
organization currently have on broader business
decisions?

@ The Slido app must be installed on every computer you’re presenting from SlidO
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The Influence of CX

Q. Consumers believe CX should influence an
organization. How do you help drive this? Where is
influence the strongest, and where does it need to be

better cultivated?
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Al for CX Use Cases

Of the following tasks, which would you feel comfortable doing with the
aid of an Al-powered solution? (Select all that apply.)

Make a General Inquiry About an
Order or Purchase

Get Information About a
Product or Service

Attempt to Correct an Issue with a
Product or Service
Make a Purchase or @
Schedule Something
Make an Account @
Update or Correction
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Which tasks are your customer-
facing Al-powered solutions
tackling today?

@ The Slido app must be installed on every computer you’re presenting from SlidO



https://www.slido.com/powerpoint-polling?utm_source=powerpoint&utm_medium=placeholder-slide
https://www.slido.com/support/ppi/how-to-change-the-design

PANEL: CX LIVEWIRE: CONSUMER VOICES, REAL-TIME REACTIONS
Al for CX Use Cases

Q. What does your roadmap look like for expanding the
use cases of Al-powered solutions within your

organization?
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Customer Loyalty

How likely is it that a positive customer care experience will increase your loyalty as a customer?
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How effectively does your organization connect customer
care performance to loyalty, retention, or customer value?

@ The Slido app must be installed on every computer you’re presenting from SlidO
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Customer Loyalty

Q. Consumers clearly connect great care with loyalty.
How do you move from acknowledging
this connection to quantifying and proving

it out to the wider business?
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BONUS
TOPIC
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Agent Training
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In which area are companies in most need when it comes to

&

training customer care agents?
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Clarity of
Speech/Accent
Neutralization

Product & Service
Knowledge

Speed &
Efficiency

Listening

Empathy

Company Policies &
Process

o
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If you could improve just one frontline agent capability
over the next 12 months, where would you invest first?

@ The Slido app must be installed on every computer you’re presenting from SlidO
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Agent Training

Q. How closely do these consumer priorities aligh with
your own agenda for agent training?

How do you determine where to focus?
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S
EA DEGETS

XL
T Download
the full report:

R X
B

Execs “.; The Know




	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17

