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LIVE — Omni Channel Customer Experience Management platforma

Mogucnosti Prednosti
= Kontakt centar s CRM-om = Centralizirana komunikacija s
klijentima

= Podrska za preko 10
komunikacijskih kanala = Unaprijedena interna

= Podrika za automatizaciju komunikacija izmedu odjela

poslovnih procesa = Povecanje efikasnosti
agenata

Live http://live.asseco.com



live.asseco.com
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Mlade generacije kao Vasi bududi klijenti promicu
DIGITALNU komunikaciju

Millennials (18-35) Generation X (36-50)

13% ERaI
14% Evechat D 11% Evechae D

147 WebSelf-Service 107 WebSelf-Service
17% (MobileApp ) 12% (MobileApp

Izvor: Verint (http://www.verint.com/digital-tipping-point/)

Baby Boomers (51-70)
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Silent generation (70+)
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79% 1t 74% j X

Zeli da direktan kontakt ne Zeli raditi s osjecaju da su dobili

ostane dio korisniCke kompanijama koje bolju uslugu u razgovoru

podrske nemaju telefonski broj s djelatnikom putem
objavljen na web telefona ili u poslovnici
stranicama

Digitalni kanali takoder zahtijevaju pomo¢ covjeka
Jednostavni upiti Srednje slozeni upiti Slozeni upiti
22% 12% 13% 19% 36% 24% 33% 34%

Izvor: Verint (http://www.verint.com/digital-tipping-point/) ;
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Korisnicko putovanje

TECH HUMAN
ASSISTED ASSISTED

SERVICE SERVICE

SELF SERVICE

Self service Tech assisted service Human assisted service
IVR, WWW stranice, virtualni asistent, omni-channel
mobilna aplikacija, ,,bots” kontakt centar,

info kiosk ... poslovnice
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Address details

matija.pavelic@asseco-see.hr
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Legal disclaimer

The content presented in this presentation is subject to copyright protection and has the ownership title. Texts,
graphics, photographs, sound, animations and videos as well as their distribution in the presentation are protected
under the Copyright and related rights Law. Unauthorized use of any material contained in the presentation herein
may constitute an infringement of copyright, trademark or other laws. The materials in this presentation may not be
modified, copied, publicly presented, executed, distributed or used for any other public or commercial purposes,
unless the Board of Asseco South Eastern Europe S.A. gives consent in writing. Copying for any purpose, including
commercial use, distribution, modification or acquisition of the contents of this presentation by third parties is
prohibited. Moreover, this presentation may contain reference to third-party offers and services. Terms of use for
such offers and services are defined by these entities.

Asseco South Eastern Europe S.A. assumes no responsibility for the conditions, contents and effects of the use of
offers and services of these entities. The data and information contained in this presentation are for information
purposes only. Presentation was prepared with the use of Inscale company products.

The name and logo of Asseco South Eastern Europe S.A. are registered trademarks. Use of these marks requires prior
express agreement of Asseco South Eastern Europe S.A.

2016 © Asseco South Eastern Europe S.A.



