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Agenda

*Sector snapshot

*The onset of digital

*Cornwall Council overview and demo
*Oracle CX portfolio

*Connect Assist — live agent and demo

ORACLE
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Sector Snapshot

* VALUE FOR MONEY
* COLLABORATION
* INVESTMENT & GROWTH

Management, Cardiff Metropolitan University

“In 2013/14, housing associations in Wales spent 91 pence per day for every
person in Wales. The sector has made that 91 pence go a long way. The money
that has been spent directly by Welsh housing associations has generated
another 91p per person per day indirectly, because every penny spent is income
for somebody else. Housing associations pay a painter to redecorate a house.
The painter buys paint and pays wages. The person receiving the wages buys
food. This is the multiplier effect, and this year the housing association sector
has had a combined economic impact of £2bn, 81% of which has stayed in
Wales.

That underpins 8,400 full time equivalent jobs in Wales and a further 12,950 jobs
supported in the economy. Looking at Wales as a whole, this equates to almost 1
in 70 people. Therefore 1 in 70 of those employed in Wales have a job that is, in
one way or another, supported by the housing association sector. Investment in
housing has clear wider benefits, and the challenge for housing associations is to
continue to increase that 91p per person per day to build even more homes and
create even more jobs across Wales. They seem to be doing a pretty good job.” -
Christopher Parry, Senior Lecturer, Banking & Finance, Cardiff School of

ORACLE

Home Ownership and Renting
in England and Wales
15.0mM

were owner
occupied

8.3m

were rented

4.2 m
7.2 m privately rented

owned outright 2.2m

23 . 4 m rented from

local
autharities
households
in 2011 Census

1.9mM
rented from
other social
landlords

7.8m

owned with mortgage

Majority of households in England and Wales own their homes

“Collaboration and innovation are vital given challenging budget pressures and
potential changes in the social, economic and political landscape within Wales.

A need to enhance output even further and do ‘more with less’ are increasingly
becoming the norm for housing associations.” — The 2014 Financial Statements of
Welsh Housing Associations, Lesley Griffiths AM, Minister for Communities and
Tackling Poverty, and John Keegan, Chair of Community Housing Cymru

Copyright © 2014, Oracle and/or its affiliates. All rights reserved. | Oracle Confidential
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SERE ' 75. YEARS

CAI.ENDAR
'38. YEARS

"13_ YEARS

CALENDAR

4 _YEARS

Bl m 35 vears
It took about 75 years for the

= ® telephone to connect 50
o . 3 _ YEARS e a ‘ I n million people. Today a
simple iPhone app like Draw
- Something can reach that

—_— 5 - - milestone in a matter of days
AOL& - 2'54 YEARS 0 M I I o n In the past 10 years the rate

of adoption of new

technologies has accelerated
at a dizzying speed. Can we

304 DAYS u s e r S keep up with it all?

'35, DAYS

by G. Kofi Annan / @gkofiannan / gkofiannan.com

ORACLE
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Some Thing’s Have Changed Forever o

Channels, Devices, Technologies & Behaviors

"u'c)m Digital_ is

u 8+ Humanized

v ’:‘) . Kn%ge

/] une verywnere

1980s M \ 1990s 2000s 2010s ﬂ WHAT’S NEXT e
\} @ . , o Internet of
“ e Things

Offering service users @ .O(p Q

Primary Channel

accessibility and choice

ORACLE

Cross-Channel
Service
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City of Edinburgh Council ’GDINBVRGH’

THE CITY OF EDINBURGH COUNCIL

Challenges Outcome

Reduce the unit cost of transactions Improved customer experience

Increase the range of delivery channels Complete channel shift

Improve customer satisfaction for Unified single customer record

transactions processed

Integrated back office services

Increase the range of Council services
available online

Customer portal

300 Online service requests

Increase Council Tax collection rates by
over £1.0m per annum

ORACLE

200 front office users - 8000 back office users - 300 service request types
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Cornwall’s Experience with Web Chat

* 60 contact centre agents, 5 with chat access one and ol N
* Reduced phone traffic and face to face contact Cg(;\ﬁ]%%L

* Accelerate self-serve & digital inclusion
* Better service — 10 sec response, 1000 sessions per month — 70% resolved first point
* Wide range of queries and agent transfer
“Trained to keep customers on website to resolve queries” — self serve, FAQ's
* Chat has now grown to include council tax advice and is part of wider digital strategy

* Reduced operational costs

“95% of queries from our current web chat service will have resulted in an email or phone call instead. | would encourage trying it
and seeing how it will benefit your authority. The pilot is an excellent way to start the journey.” - Karen C, Head of Customer
Services - Cornwall Council

ORACLE
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ww.cornwall.gov.uk/council-and-democracy/contacting-the-council/ P~ W Contacting the Counci...

Accessibility ContactUs Sitemap Help AZ

omae el all T If-l.l.gi

Register | My Accounf
Friday, 4 April 2014
Telephone: 0300 1234 100

COUNCIL
Frint this page Email this page

You are here: Home Page > Council and democracy > Contacting the Council

Co

Home Page

My Local Area
Council and democracy

Contacting the Coung

Contact us online A-Z%f services

Telephone us
Using our e-forms will get your request to the required service as soon as you

MRl he submit button. e-forms can be completed and sent at anytime Digiaie
Email us day.

One Stop Shops ==
County Hall, Truro Use one of our e-forms to contact us online

Write to us

O

o
- 31N » RIS o
OB =]
N w»w I m

—



Chat &

Status: Searching

¢* Searching for an available agent

You are currently number 1 in the queue.

You can search for an answer while you wait

How do | pay my council tax?

ORACLE’

/2 http://felpersham-council.rightnowdemo.com/ - Live Assistance -... [ = | & ‘

Cornwall Council Frequently Asked Questions

a

Frequently Asked Quei

ORACLE’

Live Help

Chat with a mem
First Name *

A

Last Name *
Resident

Email Address *
a@resident.co.uk

Chat support is ¢

Chat hours are listed |

Monday - Friday: 09.00
Saturday - Sunday: Clg
It is currently Friday, Se
Agents are unable to ta

Agents have the right tg

WebChat Data Protecti

Chat sessions are retail

(= Live Assistance - Windows Internet Explorer | = | E 2

W] http://cornwall-council.custhelp.com/app/chat/chat_landing/requ

% End chat session i @

Chat
Status: Connected

4 sally (Listening)

H Sally: Hi, my name is Sally. How may | help you?
€/ A Resident: How do | pay my council tax online?

.'.‘:1 Sally: Let me send you the link to the webpage where you
can find the details. Bear with me.

.'.““i Sally: This is the link to the page:
hitp:fnwew. cormwall.gov. ukl/pay-itf

€. A Resident: Brilliant. Thats a great help.

.'.‘:1 Sally: Good. |5 there anything else | can help you with
today?

Type vour message here, then click Send or press <Enter=

ORACLE’

|"\

#100% ~

Jate.

Leg In | Sign Up
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The Oracle CX Portfolio

ORACLE
SERVICE CLOUD

Web Customer Cross Channel Knowledge Policy Field Service
Service Contact Center Management Automation Management

s 5 —
L =
(@ Service Cloud Platform

74

ORACLE
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Connected, Engaging & Personal

Web Customer Service

C)

Self-Service Mobile Self-Service Social Self-Service Integrated Knowledge
Pixel Perfect Support Global Device Support Leverage the Power of Single Knowledgebase Across
Sites and Widgets Customer Knowledge All Channels
Live Chat Co-Browse Smart Engagement Email Support
Industry Leading Chat In Depth Agent Guides & Troubleshooters Complete Email
& Proactive Chat Assistance Response Management

ORACLE
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Industry Leading Self-Service

Web Customer Service

e 00
&«

P _JDIRECTV Answer Center

Web & Mobile Self-Service

[7) support.directv.com

Social Self-Service
EnTV

L = B B

Live Chat & Co-Browse

st HD channeis—and

DIR

Flexible Self-Service

From support sites to widgets, deliver
knowledge where it’s needed most

SignIn | Create Account

Email Support

Support

DIRECTV Everywhere

Answer Center
Billing
Account Management
Customer Service
Troubleshooting
Programming
EquipmentHardware
Mobile
Getting DIRECTV
Services

AAA

Smart Engagement

Tips & Tricks

Tools

Support Forums
Agreements & Policies

Customer Service

Customer Promise
Rebates

ORACLE’

Pixel Perfect Branding

- Welcome to ANSWER CENTER
) How can we helpy

(

Match the look and feel of your brand
with ease

Search answers by keyword

Mobile Customer Service

Most Popular  Tips & Tricks  Troubleshooting

Deliver self-service on mobile devices
around the globe

o What Is NFL SUNDAY TICKET MAX?
0 Can | still purchase NFL SUNDAY TICKET To-Go?
Q Which games will | see with NFL SUNDAY TICKET from DIRECTV?

0 How do | get HD?

Integrated Assisted Service

Provide access to live help when your
customers need it

o MLB Extra Innings 2012

0 Finding Sports Schedules on Directv.com
[ ]

0 How can | find out my account balance?

u How do | know if | qualify for a rebate?

How do | order DIRECTV CINEMA™ movies, Pay Per View events, and
Aduit programs?

L >
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Example Customer Sites

Web Customer Service

» Web & Mobile Self-Service BT !\s YAHOO!

®» Social Self-Service JAPAN

® Live Chat & Co-Browse { 9M sessions/mo } Llnked M® {9.5M sessions/mo }

® Email Support { 8M sessions/mo }

®» Smart Engagement < Walmart V
Save money. Live better.
{ 2M sessions/mo } {4.5M sessions/mo }

(M) *MCCYS B3

{ 5M sessions/mo }

motorola DIRECTV.

- { 5M sessions/mo } { 4M sessions/mo }

ORACLE
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https://support.directv.com/
https://motorola-global-portal.custhelp.com/app/home/action/auth
https://motorola-global-portal.custhelp.com/app/home/action/auth
http://help-en-us.nike.com/app/home
http://www.yahoo-help.jp/
http://help.linkedin.com/app/home
http://btbusiness.custhelp.com/
http://help.walmart.com/
https://customerservice.macys.com/app

¥ & & ¥ I

Live Agent Assistance

Web Customer Service

Web & Mobile Self-Service
Social Self-Service

Live Chat & Co-Browse
Email Support

Smart Engagement

ORACLE

_] Live Chat

- c

1 sc-cfellows2-3.rightnowdemo.com/a

W MyCart(0) cracken : Login or Register | Corporate L|
°
“-—
= > Spaces
Help Center Home Answers Ask a Question ommunities
. : °
&/ N\
)
S \ESATTREEW

Featu @

Live Help

34»:-»4-.-«.] .’m‘ax.[ V\M-[ "«mvﬁ Colbowne |

Chat with a member of our st |

BEAUTY.COM'

¥
Nl
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Augment self-service with live agent
assistance

Deliver via web & mobile

Commerce ready (PCl Compliant)

- Proactive Engagement

Leverage real time behavior &
customer history to determine when
to invite customers to chat

Co-Browse

Enable agents to co-browse with
customers when needed



Web Customer Service

®» Web & Mobile Self-Service
®» Social Self-Service

®» Live Chat & Co-Browse

% Email Support

®» Smart Engagement

ORACLE

Efficient & Effective Email Management

_

€ >C sc-cfellows2-3.rightnowdemo.com/app/a

W MyCart(0) checkounr | iR i Login or Register | Corporate Ld

¢ Spaces

Help Center Hor s Ask a Question

~ o\ T

C scation Thread | Froducts | Detsi

|_ISend On Save Addv .y SmartAssistan

Response *~ Email
Hello Leo, I'm sorry you're having trouble with t
upgrade to an intenm version first Please revien
Answer Link: Where can | o to update my softw
Customer Entry ~ ™~ Email
Hello, I'm having trouble getting the new OS to
document about the issue with freeze up but it ¢
Auto Response  No Channel
The following answers might help you immedia
Answer Link How do | find and updaie the softn
Answer Link Where can | 9o to update my softw
Answer Link Software update for Atias 2 tablet

Answer Link: Atlas 2 issye with freeze up
Answer Link: My Suppor

T ————— Customer =] CSS Web

I can't get the new version of the OS to install

Copyright © 2014, Oracle and/or its affiliates. All rights reserved.

Email Management
* Route and manage inbound emails

* Define rich HTML responses, add
personalized content and track clicks

Ask a Question

* Enable customers to submit questions
directly from your support site

Agent Efficiency
* Automate escalations & workflow

* Leverage Standard Text for fast and
consistent responses

* Use SmartAssistant to recommend
the best answer



Web Customer Service

®» Web & Mobile Self-Service
®» Social Self-Service

®» Live Chat & Co-Browse

®» Email Support

®» Smart Engagement D

ORACLE

Intelligent Assistance

1) Troubleshoot power

‘ €2 C sc-cfellows2-3.rightnowdemo.com/app/answers/detail/a_id/147#qgs

W MyCan(0) creckowr | i MyLists

«=> Spaces
Help Center Home Answers Ask a Question Communities
y . .\ [errmrem—————
e N & Guided Assistance Explorer
] B-ﬁ Troubleshoot Reception
: Troubleshoot power or battery issues|  5-(3) is your phone curently ¢
§~,, Envoy series laptop 5-@ Yes
Published 09/16/2013 10:03 AM pdated 09/16/2013 10:05 AM Ep How many bars
f you are have power or battery issues with your laptop, it may be related to the AC I‘-:-. Lessthan 3
system board. Please use the Power and Battery Charging Issues troubleshooting gui frm ¥ {? ,
cause. aL) Ok let’s
5-@ Pho
Will your battery hold a charge? g ‘;2
k;}u
g D Pre“
The foll
Yes | No
Mﬂ
§  Will your laptop run on the AC adapter? Sh
« Ta
@M T H
=@ No If this
 Finish |
T

* Provide step-by-step troubleshooting

* Create guides quickly and easily

SmartAssistant

* Recommend the best answer based
on a customer question

* Reduce inbound escalations by up to
30%
Intelligent Routing

* Leverage real time behavior and
agent skills to match the right agent
with the right customer

Copyright © 2014, Oracle and/or its affiliates. All rights reserved. |



2014 Analyst Views & Recognitions

Customer Service Solutions

p
Gartner

D
Leader

CRM Suite for Customer
Service Solutions

Ri St
Bz‘tkg Contenders Perfc';?rr':]gers Leadars Leader
Strong )
i Web Customer Service &
Contact Center Magic
[=let:]
L)
Maxie Software) \ Quadrants /
Zendesk ()
Kana EXpress oy gugarCR ORACLE [ \
Astute SDlUﬁOI’ISG}I E} © SERVICE CLOUD I!.’_’-aofg»-mb-
Paratura SAP Cloud v Call Center
Current for Service Excellence Awards
orienng Winner
Best Solution Provider
\__ J
Market presence marchCRM.com
—_—
Weak 'QOQO Winner
Weak Strategy > Strong Best Call Center Suite
\_ J

ORACLE
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Oracle Service Cloud Customers

Communications

Consumer Goods

Public Sector

~ qx V4
ET!Tl @ kpn EQ'UI'F. . B Eand @ C ompassion €©: TOSHIBA
Sovereign g = S Logitech.
| é Wi/estpac e r LT
Vonage v . @ @ YAHOO cisco
vodafone M | | EERDS Amciprec &2 & E},lg *ﬁ NETGEAR InTuUIT
o Irs e e
Sprint TELUS® ; ®
p __‘_'_'?’P ° ING M * ~EDINBVRGH - Western [l
CNTTC icath Sasidel = Digital” .
LA ommunications ; 1omega
RomTELECOM | @) /€ / £ Experian ACET omnITURE
"o tedecom Commonwealtht: - — — —
Media/Entertainmt Higher Education Travel & Transport Healthcare
LA TROBE ﬁ_Expediu- Mheanzas Extendheaith

Paddy Power
REUTERS B

m% monstcer.com

The Boston Globe SONY

Take . Dedeve

DIRECTYV

match.com Ladbrokes

@ LexisNexis-

=

UNIVERSITY

UNIVERSITY OF
NEW ENGLAND

R CU:

Griffith  The Unlversrty I.aW

——
BRITISH AIRWAYS -

& Tam

JAFPAN AIRLINES

r
i :& ”5”'{

CAESARS Vran dilantic
ENTERTAINMENT.

thetrainling - o

Sawe money. Live better.

Abercromble & FltCh

Oneityumm Office

HEALTH (NSURANGE

select! evolutlonj

SENTARA

ﬂHﬂn ‘ :. H EALT H
§ Advancing BENEFlT
Excelience in
S Hoafth Care
m

COVERED
ALIFGEMIA

¥

—_—

WELLPOINT

ORACLE
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HOW ORACLE CAN HELP

1IN 1]
Customer Success Stories

CONSUMER COUNCIL FOR

*EDINBVRGH:® gggsdt?r:gs
OUNCIL UNIVERSITY OF
THE CITY OF EDINBURGH C OXFORD Agency
www.slough.gov.uk " .
SI h '@ L ORACLE % . ENFIELD
Borough Councll PV — CX {Q@M\Jr AVALL Council
CITY COUNCIL COUNCIL
e Calderdale

The Unlversny I.CIW
. o Plus

oooooooooooooooooooooooooo

ORACLE’
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What Next? — Web Chat Proof of Concept

* Web Chat, Live Environment - Set up for you with in 4 weeks for 3
month’s

* Delivered by Oracle Gold Partner — Connect Assist

£2,000 + VAT

(Subject to terms, conditions, approvals and availability)

ORACLE
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Web Chat Proof of Concept Rapid Deployment Package

For your investment of £2,000 you get an implementation package that will
provide all you need to realize the benefits of a chat channel

(Subject to terms, conditions, approvals and availability)

ORACLE
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