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.. .. CSg
CSG executes the mission critical moments

every business depends on.
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Where CX Often Breaks Down
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Order & Service
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Billing Account Security

Appointment & Service Statement & Billing Explanation Authentication & Verification

Management

Digital Payment Collection & Fraud Resolution

Order Management
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Customer Care

Service Updates & Resolution

Contact Center Optimizations

Reminders

Promotions & Offers

Contextual Promotional Offers

Proactive & Reactive Retention
Offers
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" CSQ
The Same Customer,
Told Four Different Stories

Phone call Email Online portal In-person office

i

Its own system Its own inbox Its own records Its own notes

= One customer calls, = Each channel usually has = The customer feels one
emails, uses the app, and its own system, and no relationship; the business
walks into an office — memory of the others. runs four disconnected
often for the same thing. ones.

Today’s problem, and there's a better way — that's what this session is about.
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" CSQ

Resolving an Issue Takes As Much
or More Effort Than a Year Ago

of customers say resolving

o an issue takes the same
o amount or more effort
than it did a year ago.

26% %ateilfes less effort

It tak ffort It tak bout th
32% (ne(—i]t)es e 42% sar?]eea?rﬁoalrit )

CSG Confidential Source: CSG State of CX 2027 survey (N=1,800).



5 CSE

713%

of customer journeys
involve more than one
channel.

Customers get frustrated when every
channel repeats the same message — or
none of them agree with each other.




HCSE
What Customer Journey Orchestration Actually Means

A plain-language definition

In plain terms: technology that watches
what's actually happening across every

channel in real time, and helps decide the a
single best next step for that person.

It's not a system of record
It sits on top of the systems your agency already

runs — it directs them, it doesn't replace them. SERVICE °
CONSIDERATION °
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It's not a map or a single channel

A journey map is a picture of the journey. A
contact center tool handles one channel.
Orchestration connects them all.




= CSg
Interactive RCS Demonstration

Experience single session
engagement that is Branded,
Private and Effective




RCS RENEWAL AGENT ¢ CURRENT STATE

A missed notice turns a routine renewal into an
avoidable service interaction.

14:07
On hold — Renewals

Renewal notice €@ Therenewal deadline © The customer @ The customer
arrives by mail and passes without contacts support and completes the
gets set aside. action. waits for help. renewal through an

assisted channel.
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Hidden cost
to serve

Print and postage
@ spent on notices
that go unread

Avoidable contacts
fill the call center

queue

Employee time
@ goes toroutine
renewals that

never needed a
visit



RCS RENEWAL AGENT ¢« FUTURE STATE

A verified message with context turns a
routine renewal into a simple-self service

moment.

0 Verified reminder
arrives before the
deadline
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9:41

Bank
v Verified

IMAGE

Your license expires in
60 days

Renew online in about two minutes.
No office visit needed.

Renew now

Ask a question

Taps Renew now and
confirms her details
in the thread.

Pays and gets the
confirmation in the
same conversation.

° The renewal is
complete. No call or
assisted service
needed.

CSE

The payoff

Customers renew
o self-service, on
time

Fewer calls and

assisted
interactions

reduce cost to
serve

Delivery and
response data
enables smarter

follow up



Unify signals, decisions, and channels to meet
Customer need in real time.

gt ng Xponent

DETECT DECIDE DELIVER DRIVE
Where broken The next best action Mission-critical CX value with live
experiences drive churn based using individual proactive messages metrics that tie to

customer profiles to customers revenue, loyalty, and

or cost
cost savings




% CSg

Find Breaks in CX to Take Action

Know where citizens
fail to take action

Quantify and
prioritize issues




What if you could see the path to better CX?

. , Simulate Resolution
Elad hates Broken to See Positive Impact

Journey Discovery Journey Simulation
Analytics

4 CSg

Orchestrate a Better

Experience in Real-time

Journey Orchestration

CSG Confidential




= CSg
Interactive RCS Demonstration

Experience single session
engagement that is Branded,
Private and Effective
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Journey Simulation Demo

p

n

1 CSg




: : : . . . HCSg
Simulate using reality-based digital customers before you ship

Al-agent powered journey simulation, using a digital version of your real-world customers.

o1 Ingest & Extract ,, Explore & Ground s Research & Simulate ., Analyze & Promote
. . : ) ) ) o Automated insights, uplift analysis on key
Create a persona agent replica of each Explore how customers fit into prescribed client segments Risk free and cost-efficient way to glean insights from the ) .
tomer, fully anonymized, based on 1t (how the client sees the customers) and how they naturall customer base and simulate the impact of customer metrics at differentlevels, and when ready to
arty CSC e and chent ot (31 party) fit based on their goals and behavior (cust i - iy ic deploy, Xponent clients can promote
party ata and client data (3™ party). fit based on their goals and behavior (customer data tells experience or value proposition (product or pricing) changes changes from O in the Sandbox to
its story). on business and customer metrics.

production.




CHASE

A Unified
Communications Experience

CHALLENGE

= The bank’s manual process of sending the emails,
tracking the opens, and initiating the mail pieces
to tens of thousands of customers each month
was labor intensive and costly

SOLUTION

= To simplify its cross-channel paid-in-full
notifications, the bank deployed CSG’s
communication and experience management tools.

= CSG automation enforces state-specific rules—like
mailing requirements—and syncs with the ESP to
trigger a mailpiece if an email bounces or remains
unopened after three days.

10%

Increase in
Digital Channel
Delivery

15+

Years Of
Partnership

IMPACT

HCSg

Chase 3
mins ago

Madison, Your mortgage has
been paid off in full. To learn
more about what this means,
check here:
V\/\/VVV.ChdSC.[OFTV/‘C«JWHUU?’L
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What Good Looks Like — Practical Next Steps

Start with one high-
friction journey
where confusion
drives repeat contact
— benefits status,
permit renewal, or
appeals.

CSG Confidential

Use the data and
tools you already
have before
investing in new
integrations.

Prove it on one
journey before
expanding to others.

Treat this as a cross-
team capability, not
one department's
tool.
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Brandon Sailors Kristin Lean

Brandon.sailors@csgi.com Kristin.lean@csgi.com

Destination CRM list of Leader, Spark
100 most innovative Matrix CCM/CXM
CX tech providers
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