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Customer service is key to business success

Customer
satisfaction
increase

Revenue
increase

107

Source: McKinsey, August 2016

‘ ‘ Companies that prioritized and effectively managed customer experience were three times
as likely than their peers to have significantly exceeded their top business goals in 2019.”

— “Digital Trends Study: 2020 is the Year of CX-Centric Business Transformation,” Adobe, 2020.
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And the impact of poor service is significant

Customer
o acquisition is
of customers said
they would - X

consider switching
companies after a more expensive

single instance of than retaining
poor service existing customers

Source: Source:

“#WellActually, Americans Say Customer Service is Better Than Ever,” “The Value of Keeping the Right Customers,” Harvard Business Review, 2014.

American Express, 2017.
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Provide customers
the service they need
in that moment

Increase the use of self-service
with automated solutions

Help customers complete requests

and get answers fast

Empower agents to assist customers
and resolve issues automatically

NOW.



Increase the use of self-service
with automated solutions



Increase customer satisfaction

Give customers control over their experience with
a personalized online portal

i~ SOLANA Knowledge € iti quests v Mylists  Case~  Catalog  Support~  Notification @)  Tours  Livechat ﬂ Julie Lewis

Good afternoon, Julie

Welcome to Solana 24/7 Support & csmdemo.service-now.com

3
Sol S t
8 a e stana Suppor ®

Q7] A28 R ol

ooooooooo

Access the latest published Ask questions and discuss ideas Browse the catalog for the items Need
documents and content with Solana experts and services you need Wea
& mins average problem-solved time 1 & hours average response time ] 25 catalogs available 1
Boxeo Account Summary
B oz | o S < e
Open Cases Ongoing Projects Active Products == Notifications

[Ij:‘ Quick updates and news

Case View All New Publications

Number Short Description Actions KX12000 routers are now available - Scl
today!

CSO007841 | perf dat. PUBD00100Z « information « Published 2020-01-30 « Expires 2023-0

Help customers get the information
they want, when they want it

Connect customers and experts
via communities to drive
engagement

Enable customers to track status

of open issues and request
assistance when needed
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Increase self-service rates

Surface relevant information with machine-
learning-powered Knowledge Management

~ SO LANA & - - Mylists Case- Catalog  Support-  Notification @)  Tours  Livechat ﬁ Julie Lewis EOSily SeCI rCh, browse, O nd VieW
Home » Knowledge » Customer Service (Knowledge Base) » Billing e releVG nT GrﬁCIGS from deSkTOp Or
Related Aricles mobile devices for answers and info

How do | view or download my
Invoice lists wrong payee invoices?

< i - Present relevant articles to help
If:a payee has nat received your bill payment. ayearago + W R WY CUS-I-omers resolve issues on -I-heir

After you login to EasyWeb:
1. Confirm that you paid the correct payee and account number in EasyWeb by selecting Pay Bills from the left navigatio Electronic Payment and Invoice OWn
2. Select Payment History under Pay Canadian Bills. If it's a U_S. payee, select Pay U.5. Bills. 'nformation
3, With your list open, select your payee from the Show Payee menu to review your payments. If the payment is not there
All Payees to review all your payments. You can then ensure you did not select the wrong payee from your list or mistakeni System Administrator « 3Views « about
the wrong {or an old) payee account number.

4.0 h b id with th ber sh finvoice from th ayearago + AW AR W C -I- I -I-' -I-' b -I- h'
pav::pafet e account number you pax with the account number shown on your most recent statement/finvoice from the U reso U |O n |me y m O C In g

5. i you made your payment to the correct payee/account number, contact the payee's customer service area and ask them to

investigate. Why did | receive an invoice for service CUS'I'omer ‘I'ex‘l' inpu‘l‘s during Cose Or

Please note: If your payment wasn't made in time to be listed on your most recent statement, it will be listed on your next statement. re pair?

System Administrator « 3Views « about inCidenT CreGTion WiTh releVGnT
arago - WHRELY
answers

KBOD10003

Copy Permalink

Helpful? Yes No Rate this article 79777977

0 Click here to comment on this article...
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Speed service fulfillment

Enable customers to quickly submit requests

with a Service Catalog

) Browse the catalog for the items and services you need

Billing and Payments

Submit a new case to be routed to the billing Create a contact for your account with this self-

team service catalog.

Submit Create

See all available catalog items

) Get help from Solana

Need Help? Chat with us Call support Need support for the product

you purchased?

@ Create and manage Cases International toll free

000 800 0402 211

@ Request for information Scan the QR Code on the product to get
help.

Morth America toll free

1866 709 5932

@ Chat with a live agent Y
BR Scan Your Asset |

@ Update your profile

~ S o L A N A Knowledge Communities Requests = My Lists Case = Catalog

Do you have an ide

Share

@ csmdemo.service-now.com

Create Contact Submit an Idea| SOLANA

Password Reset Request

New to § Request Professional Services

Watch our|
how to be:

Getting s

Empower customers to select
what they want from a list of
available services

Trigger digital workflows that
automate the completion of
service requests

Provide visibility into service
request status
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Help customers complete
requests and get answers fast



Deliver a consistent,

convenient experience

Ensure customers can use the channels

of their choice to engage

~ S o L A N A Knowledge Communities

[J Browse the catalog for the items and services yo

Billing and Payments Create Cont:z

Submit a new case to be routed to the billing Create a contact

team service catalog.
Submit Create
Seeall:

) Get help from Solana
Need Help? Chat with us Call support

@ Create and manage Cases International toll free

000 800 0402 211

@ Request for information

North America toll free

1866 709 5932

@ Chat with a live agent

@ Update your profile

Tq TY-test

Welcome to Now Virtual

Agent

Hi there, please enter

your request or make a

selection of what | can

help with. You can type

Hi any time when you
T need help

See all topics

Need support for the product
you purchased?

Scan the QR Code on the product to get
help.

B8 Scan Your Asset

New to Solana Support?

at understanding short sentences.

Please select a topic :

1- Virtual Agent Feedback
(Template)

2 - Live Agent Support (Template)

Please stand by while | connect you
to a live agent

Yes, | will try to help. Please
describe your issue and I'm happy
to look into it!

Do you have a case number?

Yes - I'll walk you through some
troubleshooting steps now.

+ D200 .

Watch our introduction videos to learn

how to best use Solana Support

Getting started guide >

Need personalized support? e

Meet customer engagement
preferences with omnichannel
support across web, phone,
chat, messaging, email, and
social media

Ensure all interactions and
activities are captured in a
single system of record to avoid
repetition and customer
frustration

Empower agents to manage
multiple channels and
conversations with full context
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Guide customers
through issue resolution

Complete requests without agent
involvement with an Al-powered chatbot

@ NOW SUPPORT (©

Yes! You may qualify. Please proceed to filing a
claim.
Can | help you get started with filing?

1mago

Alright undefined, let's get started. First we'll
need to update some of your personal
information.

What kind of identification do you have?
State ID

Driver's License

Please pick an option.

HH HONORHEALTH SUPPORT

° Welcome to HonorHealth chat.

Would you like to use our COVID-19 screening tool? or speak with

@ onewen

If you are exp ing  life- threatening emergency, call 9-1-1.
This symptom checker is not | medical
s o Al e

Do you have a fever of 100.0 or higher, a cough, shortness of
o breath, or diarrhea? '

° Do you have sinus congestion, a runny nose, or a sore throat?

[ Yes

o No

Please pick an option,

| am a healthcare provider and need help with triage

Does the patient exhibit chills, sore
throat, or cough?

Signs of Dysponea or hypoxia < 93%?

just now

Complete Blood Count, CRP
performed?

Yes

No

Please pick an option.

NOW.




Provide a human touch when needed

Clear escalation paths ensure agents are there and ready
when they are needed

ol = Lists ® IMS0000043  ®| + ‘

.ven't heard anything on my reque.

= i ou give me an update?
Z ’

@ See all topics
4 1m ago .
IMS0000043 ., I
Please stand by while | connect you to a live the requestis in progress ‘:;‘j;
@ agent. . .
Details Related T
Just now
@ Agent has entered the chat.
Interaction Related ¢
Thank you for contacting support. | am Agent has entered the chat.
looking into your question now and will be Namied Q
‘:.;‘ with you shortly. just now |
Type %

== "! We apologize for the delay
G Hi - is anyone there?
. Account

3mago
Boxeo

o Yes, I'm here, Julie. Just one moment. Contact Wee
- 0 a ®
| haven't heard anything on my request - -
@ e aitedat .Nis conversation. Messages you send wi No
Vovcnpon s comenmnen nemgeore. 10 €VETYONE in the conversation. _ TyogEn

to everyone in the conversatic

= DN

T

Make a live agent available to
address more complex issues

Automatically route cases and
tasks to the appropriate people
and departments

Accelerate resolution by

enabling collaboration with
supervisors and feammates
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Empower agents to assist customers
and resolve issues automatically



Increase agent efficiency

Give agents a centralized location to monitor and
manage all their work with Agent Workspace

£4 Inbowx W IMS0000007 ® +

= Details Julie Lewis @ | C50020003 @ .
e Action status
| -

Y Phone

® Needs attention

Details Customer Information Customer Activity Related Tasks (4)

Contact High priority cases
o ® Blocked by customer
ﬂ Julie Lewis saspupor Escalated 2 -
(62617527575 Boweo  cem.demo.2010@gmaileom
1 3 ® Blocked internally

Case overview

\ B Recent cases & c @
l * Number Short description Priority Assigned to
: CS0020004 Machine not functioning  1- Critical John Jason

CS0020003 Billing issues » 3. Moderate John Jason
CS0020002 Help with my bill o 3-Moderste lempty)
% S Showi 3ofé
Recent chat interactions 1 olle owing 1-3 76 - B
Number Created =¥  Short description Recent phone calls © Rl
o

Categorize, prioritize, and route
cases to the appropriate agents
and operational teams
automatically

Reduce the swivel chair
experience of moving between
applications to get key
information

|ldentify and prioritize open items
that need attention and find
relevant information to speed
resolution
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Help agents help customers

Surface answers, instructions, and information relevant to
open cases that can speed resolution with Agent Assist

List: % IM50000007 & CSOOZO001

@ +

Question about my invoice ©

= 3-Moderate  New

Contact

ﬁ Julie Lewis

Details  Playbook SLAs(1)  Tar

Timeline

Related Search Results

Q, Question about my invoice

Invoice error
Number State Account
€S0002123 Open Geba

Assigned to
Theresa Schultz

Updated 4m ago

ice tax rate is wrong

Save Close Case Assign to me Create Work Order Propose Major Case

ow & Customer Insights

= b 3d 3h 13m
ACME Loyalty Remaining

Related Search Results

Q, Question about my invoice

Why did | receive an invoice for servicer... Electronic Payment and Invoice Informa...

Invoice lists wrong payee

Case - Priority 3-4 resolution (5 days)

5

B % ¢

Reduce agent’s effort in

finding relevant solutions to
improve agent productivity and
provide a better experience

Ensure agents have all relevant
information about the request or
issue to accelerate resolution

Close cases faster with Al-
assisted recommendations
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Ensure optimal outcomes

Create a single actionable system of record to track
and drive to the best resolution with Case Management

48 Playbook

= Lists ONBOO01049 ® +
Bl | oo Onboarding Playbook
App”cation for Boxeo EM EA £ » 1 Case Save Request Info Submit For Review -
Boxeo EMEA  Michelle Semmler = 2-High DataCapture Open
Details Playbook SLAs (3) Tasks (4) Additional Memby ° P l Gaps Escalations more » m
© Pre approval re approva sofs
 Data capture £ Data Capture 10fs &
.} Collect documents B
~ @ Guided Decision () Dued iligence B
~ { Data capture case task __
Wed Stark | Data Capture: Verify Document Checklist (/] Reso lve rrrrrrrr )
ONBTASKODIO121 L':u'p';n .
) Close
Attact

Enhance transparency for
agents and customers

Break down silos — connect with
peers and with middle and back
office counterparts to complete
tasks and close out cases

Accelerate issue resolution to

increase customer confidence,
loyalty, and satisfaction
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Customer showcase



basware

Basware accelerates customer support
from issue to resolution

Challenge . Products
Bring fransparency and visibility fo customer The Now Platform®
interactions to drive satisfaction for consultants i ServiceNow® Customer Service Management

and facilitate informed business decision making

Results

Reduction in Increase in Cut in customer
resolution time customer response times
satisfaction

score

nNow. 19

&

With ServiceNow there is no legacy.
The platform is a cloud solution that is
built to underpin and integrate all the
workflows in our customer service
operation.

Matthias Lippert
VP Customer Services, Basware
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ProgLIMmus

Proximus shifts fo a fruly customer-centric
digital company with ServiceNow

Challenge

Free up agent fime and accelerate customer

service to deliver a superior experience

Products

ServiceNow® Customer Service Management

Results

Cases resolved
per month

NOW.

Customer
portal users

Platform provides
full visibility and
control

&

By optimising our processes, we are
empowering our employees to deliver
a superior customer service experience.

Lorenz Vandamme
Agile Product Manager, Proximus
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TN Department of

‘Human Services

Tennessee DHS redefines the customer
experience for government services

Challenge . Products

With limited staff and rising customer volumes, { ServiceNow® Customer Service Management
struggled to deliver responsive customer service

due to siloed channels and manual processes

Results 6o

We immediately saw dramatic
improvements in quality and efficiency.
Instead of taking 36 hours to assign an
inquiry, it now takes less than two

minutes.
Reduction Decrease Consistent
in inquiry in inquiry omnichannel Former Director of Customer Service Operations,
assignment resolution experience for Tennessee DHS
times times Tennesseans
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NICE drives customer service innovation and
business change with ServiceNow

Challenge . Products

Transform cusfromer support and deli\{e( The Now Platform®

groul(]rdbreoklng levels of speed, efficiency, and i ServiceNow® Customer Service Management
quality =

Results

Saved Cases opened Opens
peryear from customer cases faster
self-service portal

nNow. 2

&

ServiceNow helped us with more than
opftimizing our customer service
processes. They helped us drive
business change.

Eyal Lubin
VP, Cloud Operations, NICE
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Demo



Expand capacity with
automated self-service

Virtual Agent, Service Catalog, Knowledge Management,
Communities

servicenow.



Q&A

now.



servicenow.

Thank you



