B ASK THE EXPERT

How to: improve service delivery

Call centers in financial institutions have
evolved from low-cost channels to handle
customer problems and routine
transactions to become an integral part of
the sales and delivery process. However,
just as call centers have evolved, so have
customers — and they now demand the
highest levels of service delivery. John
Broderick, CEO and CFO of Cicero, Inc.,
looks at how to meet the higher levels of
service delivery.

T he fight for customer wallet share — the demand to capture a
greater portion of each customer’s portfolio — is on. In today’s
competitive business climate, financial institutions face the need
to provide best-in-class customer service while controlling costs and ex-
panding contact center revenue. Organizations that effectively manage and
service customer interactions, turning them into relationships, create an
advantage to win greater wallet share and are therefore more successful.

Unfortunately, contact centers struggle with the requirement to ac-
complish more in less time amidst a multifaceted application, system and
process environment. The maze of applications and systems required to
complete a task is becoming increasingly more complex. This increased
complexity, along with other problems fueled by rapid growth, M&A or
market-driven reorganizations, force the rapid integration of people, new
and legacy applications and business processes. Consequently, the con-
tact center agents’ working environment becomes more complex as new
tools are added, altered or removed from the desktop. This negatively
impacts the agents’ ability to provide quality service.

The capability to select, implement and use technology success-
fully is critical in today’s contact center. The challenge goes beyond
simply meeting service levels and now requires agents to be revenue
generators. Successful financial institutions deploy increasingly so-
phisticated and personalized strategies to up-sell and cross-sell prod-
ucts and services to win wallet share. As these organizations transform
call centers into next generation contact centers that provide world-
class customer service, they demand software solutions that are high-
ly scalable yet eost-&ﬂ'ecmre Additionally, financial institutions must
ﬁnd wae e lavemgc musﬁng temnology more effectwely, replacing

prmudm new sources, ofmfonnanon, screens to navigate and process-
es to follow. Typically, these new applications are either not integrated
or only partuily integrated with other systems the agents use, increas-
ing the complexity of the agent working environment.

To ensure success in 'ada,i_'qﬁs'i ng these ongoing changes, financial
institutions must overcome one of the most challenging tasks in their
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contact centers — how to integrate dissimilar applications, processes and
data. Integration allows contact centers to unite disparate systems in
an effort to assist agents in becoming more efficient thereby improv-
ing service delivery. The traditional approaches to integration in con-
tact centers have been to create server-based systems that attempt to
reshape the agent working environment through the creation of com-
posite applications, portals and other customized solutions. Although
these approaches may eliminate some inefficiency, they are costly, take
months to implement and carry more inherent risk because all the
business process and data components must be captured at the server.
If something is left out or changes, the integrated environment or com-
posite application will be broken.

A more efficient solution is to integrate applications where they
are used — at the agent desktop. Desktop integration is a more effec-
tive approach to organizing the agent work environment, streamlining
processes and reducing the amount of time the agent spends complet-
ing tasks. Desktop integration can be non-invasive and does not re-
quire server-side integration, thereby reducing integration costs and
lowering implementation time from months to weeks.

Desktop integration improves service delivery by eliminating redun-
dant data entry, streamlining processes and organizing application screens
logically. Fortune 500 financial services companies that use desktop inte-
gration have also addressed major organizational and training issues re-
lated to M&A, and other changing business needs. This type of
integration has proven invaluable in reducing agent call times, allowing
them to focus on sales opportunities with customers. New applications
can easily be integrated with legacy systems while exposing only the ap-
plicable screens, data and processes of specific applications for the agent.
The result is an agent desktop that is organized in a task-oriented envi-
ronment focused on providing a higher level of service.

Cicero is a non-invasive desktop integration product that has a
proven record in financial service contact centers for improving the use

of technology, enhancing customer service and raducmg costs while im-
proving revenue opportunities. Cicero has been installed at Fon:une 500
compame‘: such as Memll Lynch and at Nanon\mde Insur_ance -_.In one

handle more calls. At the same time, the contact Qentcr wasabln to roll
out a new application and Cicero was used to qu.lckly integrate it into
the unified desktop, minimizing both the training and opemmml im-
pact to contact center. Due to improved agent produ :
call times, the savings were over US$1 million in the first year.
Selecting the appropriate contact center tea.hnologv can be ddum—

ing within today’s financial institutions. Rather than add new appli-
cations or replace existing systems, organizations should examine tools
their agents currently use and how productivity can be increased
through integration. The most effective approach to integration will
continue to be integration at the point of contact — integration at the
agent desktop to improve delivery of service and again win greater
wallet share. m



