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I NICE at a Glance

NASDAQ: >25,000 >150

NICE [

~1600 >35

R&D Professionals Local Offices




Global Customer Support at NICE

>100K
Cases
Annually

<5% R&D

* 2016 Resolved Cases
** Transactional Survey (top-bottom)



NICE Customer Support Maturation Framework

Proactive & Preventative Services | Network Operations Center | Proacticare Sentinel Consulting

Communications Deep Skilling Process Technology

= Communication templates from = Narrow skill Segmentation = Standardized processes across o Ei 3
higher tiers i = Engineer skills baseline regions & products guzrzvbeay(;k Dl
" Expected Next Update (ENU) . Engineer technical development plans = Crisis Management including Hot * QM & IA for Quallty Reviews
definition & adherence * Engineer Career Model Lol « IVR/ ACD
» Long Tail review (30-60-90 da * Technical training S 2onie SU . -
casgs) ( : = Product/ technology alignment of = Shortcut Opportunities g Ssl:/;;mket Wanademens
higher tiers = Formalized Service>Support y

= RCA for every neutral/ negative transaction survey
Voice of the Customer *» Recovery call within 24hrs for each neutral/ negative survey

= Action plans developed for both the specific customer issue as well as the underlying generic issue
. » Accountability by product, customer group & metric
Weekly Continuous = Cross function & cross tier feedback

Improvement Process = Recognition & rewards of top performers
» Ensure sharing of best practices

Homogenous Metric & » Standardized weekly metrics focused on key measures (CSAT, Responsiveness, Communications,
Performance Productivity, etc.)

= Alignment of metrics from annual performance review through customer expectations & SLAs
Management Platform * Use of real-time screens




NICE Global Support Processes: From Old to New

Americas EMEA APAC

Recording & CSS Public Safety WFM
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Global First Line Support/ Self Service

Priority Support

Technical Support

08/04M

Technical Account Management

Amer Amer Amer EMEA APAC PS Recording Recording WFO Portfolios
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I NICE Global Support People: Career Model

CAREER DIMENSIONS

Business
Personal Impj:act Professional
Leadership Capabilities

SENIOR PRINCIPAL

STAGE

Possible
Entry Point

Possible
Entry Point

Possible
Entry Point

Possible
Entry Paint




CUSTOMER SERVICE
TRANSFORMATION
WITH SERVICENOW



Transformation Journey

New and Improved Collaborative Customer Automation &

Case Management Support Empowerment Efficiencies

* Intuitive Process *KCS » Service Portal » System Consolidation
* Enhanced UX « Social * Reports » Case Routing

» Case Deflection * Event Management
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10 Processes to Deliver Superior Customer Service

Case Management

Service Portfolio and Configuration

Service Level Management (SLM)

Knowledge Management

Customers and Contacts

Social

KPIs and Reporting

Event Management

Service Portal

Service Catalog and Request Fulfillment




Key Capabilities: Deep-Dive

" NICE



The New Instance

%,

%

The new " solution Identifier

INSTANCE

Customer | Solution Version Location

UP/SP Agent amount LOV
Time To Initial Response Service
On Site Support Offering Integration Site phase
Remote connection details

Additional Instance Attributes

12 NICE

Coverage

Time To Resolution




I Flexibly Manage Customer Relationships

H: B B

Customer Type: Direct Business Partner Business Partner

¥ Y
L
fe He He

Served By: NULL Some Co Some Co2
_ _ Service Caller
Relationship Type: Provider Company
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nstance in ServiceNow

- [NStance
< | = Airbus integrations, APCO P25 R1.0 (on NR), Namibia

Name Airbus integrations, APCO P25 RL.0 (on NR),

Division Public Safety Lo

Solution | Airbus integrations Lo

Version Qe
UP/sSP --None - v

Country Mamibia ®

Region EMEA =

Sub-Region Israel, Africa & Balkans Lo
LOB --None - v

Customer Name
Served by Partner
Relationship Type

Covered

Skip Entitlement

Justification

Target Date

End Date

Oracle ID
Hosted/Cloud

On Premise Monitoring
Status

Site phase

STANDARD INSURANCE COMPANY

BRITISH TELECOMMUNICATIONS PLC

Caller Company

Go Baby

2016-12-29 0T:08:21

2015-12-22 09:50:12

Active

Production

& oco  save AP J

(o} &
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Customer Information in ServiceNow

- Customer

{ = LOUIS DREYFUS COMMODITIES BRASIL [Case view]

Name

Oracle Customer Number
Customer Type
Dispatch Vendor
Primary Contact
Top Parent Account
Parent

Priority

TAM

Active

CSAT

Customer List

Oracle Information

DUNS Number
Oracle Status
Duplicate of

Created

LOUIS DREYFUS COMMODITIES BRASIL

161091

Direct

LOUIS DREYFUS HOLDING BV

[H

2015-11-25 22:38:39

Address

City

Zip / Postal code
Country

Region

Sub-Region

Updated

Updated by

& oo

AVENIDA BRIGADEIRO FARIA LIMA, 1355 - 12

SAD PAULO
01452-919

Brazil =

2015-11-26 04:20:13

admin

Save

v




I Customer Support Organization and Process

g

(Certified BP Only for
projects)

L]

Installation Help Desk (IHD)

Technical

Account
Managers
(TAMS)

16



17

New Case Ownership Model

VISION: Minimize escalation and reassignment

|dentify all skills and skill levels required to solve a case during case
creation and assign the case appropriately

IMPLICATIONS: 1. Minimize basic task management
2. Skills and skill levels are managed in the system for each support engineer

3. Case ownership moves between engineers via reassignment if different
skills are needed

NICE
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Re-assignment using ServiceNow

- Case
{ == CS0001001 [Case view] & oo

Reassign Case

Recommended Skills
AMERICAN EXPRESSTRA

Skill Level levell v

Assignment Group

Global-PIM-Support

NDME &4
.....

(]

Follow

-

Save

Cancel Case

Clone Case

Reassign

\l, |




Key Capabilities: Deep-Dive




Customer Portal

-

CUSTOMER
PORTAL

20

Designed for

Self registration and user
management

Case creation and management
Service request creation

Reports access

and

Knowledge articles display
integrated with case creation



I Self-Service Registration

WISERE¥ Portal

Users of
approved

domains can ABC.com ll

self register

Approved

super-users
act as admin
for their

customers

21



Customer Portal Home

LindaTracy Logou

CREATE CASE REQUESTS R NICE SITES HOW TO USE SYSTEM

—

< i3 PonTs
" B = Mic ft stoppes H rt pe from 2017 eck h
R WLE - SERVICE CATA $O rth m t rt i
- N pl= ar IT.
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Key Capabilities: Deep-Dive




Leading to Misalignment of Roles

We are 7 hours
without
compliance
recordings

Its YOUR
problem until
you can show
me that its not

Why do you
just keep
asking for

Logs?

We need your
telephony
experts to work
with us on this
one

How can we
record when we
are not getting
audio in the first
place?

Did you change
anything
recently in your
telephony
system?

= Customer Support is set up to primarily:

= Help Customers with “How To” type scenarios

= |dentify and resolve configuration or software issues

= Yet these complex issues require Customer
Support to troubleshoot within NICE Software
to identify an issue outside of NICE Software

= All this is taking place WHILE the issue is
impacting a customer
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The Lightbulb Moment...

* NICE already had a NOC which we
used to monitor our hosted P |- '3'—

infrastructure J——

« Why don’t we direct the NOC to
identify issues in our customers’ on-
premise environments or interfacing
systems UPSTREAM BEFORE they —
manifest in a recording o

——y— — e~

Benefits

* |dentify issues before damage is done
« Immediately identify which party has the problem rather than waiting on NICE Support to troubleshoot

downstream in our systems
 |ssues that do require NICE Customer Support can be escalated with all the pre-requisite information from

the NOC without intervention of the customer

NICE



So We Created Application Performance Services
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APS Response Model

environment
gaadiogrifEodiedm
v Nbetaitedrrésslirtiolr nobe twil Hersemtte eunstomerrdnce the case

Number EVENT173614 Number 50322068
resolved: | s P } o ;
AlarmID 229 lanagement @

Customer [ Customer A

¥« When NICE-Support mvglvemfnﬁsrneeded the case will reaSS|gn

bEF Q, Severity Major Status Closed
automatically.to the relevant support group based on requwed .

@é C h n i C aj S Kj[llil‘(& Ieve I Alert Alert1085950 @

‘component

@": =Case & = Contact = Impact = Status = Owner = Updated = Instance = Description = Functionality
"Critical" alarm for a component as-bfldndblog01 has been created. Description: Rajasekhara NICE Interaction
. - N R . 2017-05-26 Alarms &
(i) serveris unavailable by ping AlarmiD: 3002 AlarmType: Local Functionality Sta  nice nice. Critical ) Closed  Reddy o Management, NICE _—
- 07:34:11 Monitoring
€50334063 Bavanasi Intera...
S b SO o R e Mo s
3 3 nice nice — o
erver is unavailable by ping Alarm larmType: Local Functionality Jimmichan N-02:41 = Monitorin
*Critical’ alarm for a c AS-BFLI |- AS-BFLI 1 (self)
has been created. Description: S da te for th sandeep wirpge  NicElntemcion Alarms &
6] as been created. Description: Some servers require a mandatory updatefor the High © Closed Management NICE
Senti — Sagala 20:43:44 Mahagement. NICE Monitoring
Intera...
s 5
*Critical’ alarm for a AS-BFLI |- AS-BFLI 1 (self) N N
. N Rajasekhara NICE Interaction
: 2017-03-09
@ IS\astbeEn created. Description: Some servers require a mandatory update for the e Critical © Closed  Redd i ‘Management, NICE
et Bavanasi o Intera...

= Alert

Alert1227813

Alert1227804

1 to200f1415 P

= Description{descripti

*Critical alarm fora
component as-bfld...

"Critical" alarm fora
component as-bfid...

*Critical alarm fora
component AS-BFLD...

"Critical" alarm fora
component AS-BFLD...




Key Capabilities: Deep-Dive




I Knowledge-Centered Support
Search /\ W&t

Knowledge O% S
i
N 7
Rate Use
Knowledge Knowledge

Faster Case Resolution

Fewer Support Requests from Customers

29
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KCS-Case Management Integration

-2-Case Handling

-3-Resolution and Closure

Auto-search based on
solution, version, description

Retrieval based on relevance
and rating

RATE RATE RATE!!

Rating articles greatly
enhances the
effectiveness of search
results

— Case

< | = o198 [Caseview] & ooo | Follow | v | Save | CancelC CloneCase  Reassign | PN o)y
UF/sH
Team Line Project (o} A
Number
Description Logger Issue
Knowledge results ™ | Search Knowledge
Number of

Title Author  Rating Ratings Views Description
MICE Interaction M. nent4.1 UP  JohnHe 1 0 3 loggers Analysis 3/12/14 12:50:06.377 | DEBUG | 5316 | RCM | [Screen Logger 322967024]
46 : seeing significant drop in screen Entering (MMLLoggerinterface.SetLoggerlsDisconnected) 03/12/14 12:50:06.377 | INFO | 5316
record... RCM | ...
MICE Interaction M nent4.1: Tallion 1 7 * Creation of the failover chain of logger - OK - Mapping of a post for test - OK - Failover test... - The
N+1 redundancy does not work Gregory config and xml files updated well on the IC - Failover testfo...
NIM 4.1 - VolP Logger fails to record Yuval 1 0 Logg: om VolIP Logger fails to record after new
after new installation Shwartz insta happened after Loggerinsta...
MICE Interaction Management4.1 UP Gary 5 2 15 to test recording o ry logger, test logger failover and r. Addi
24: attempting to add two new Schmidt already applied. | = g error: logger not respon... v
passive VolP v...

Integrated article creation to case
resolution

Case information is automatically inserted

into article

Enhance articles using knowledge articles

creation guidelines to increase relevant

retrieval



PROJECT TIMELINE &
CHANGE MANAGEMENT



Project Timeline

UAT - March 07t

Selected users from all centers
testing use-case scenarios

Training 2 — April 01t

Guided work on actual

Introducing Wiser - Webinar
What's ahead
Training 1 — Webinar February 22"d
New Support Best Practices
What has changed?
o o
Jan Feb Mar

Apr

Awareness
Campaign
(]

April 30th
Go live!

Exercise-based system explaration

system

A 4

May



Internal

and External Communications

.

Initial
Presentation

% Canai Dumsny Wramen 95 WA . e v s -

Wiser User Training 2ra Relerence Guac !

50+ Short Clips: 1-5 min each

Integrated into ServiceNow Knowledge

Training Material Articles
* Exercises on Training Environment

Implementing New Support Best Practices

New Processes
Communication

NICE | WiSeR Y . New Vision for N 'y + Highlght new
Support - T & processes an
. Pr(ggct Plan ‘ MQWISER“ process changes
’ f « Emphasis on benefits
v L ’ . of changes
1‘ p CEXTT

)
fesobation and

Customer Communications


file:///C:/Users/eyallu/Desktop/Wiser_HTML_page/index.html
http://www.experteam.co.il/WISER/SysOverview/01IntroToUI/story.html

I Teaser Videos to Drive Awareness

One clip released each week leading up to the process changes presentation



https://youtu.be/9hRetYv-COY
https://youtu.be/RygkHw3VTjc
https://youtu.be/V8ERMGt82Kk
https://youtu.be/XKE9GmDojhA
https://youtu.be/sm5ItxpNNts
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Top Three Key Takeaways

1. Skill-based Support Vs. Tier-based Support
2. Enable preventive maintenance using Knowledge-Centered Support

3. Lead the Change Management track of your Business Transformation project

www.cdallcenterweek.com #callcenterweek



