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Challenges

1. I'need to ensure superior CX with innovative solutions.

2. I'need a scalable, omni-channel application,
that can be fast developed - preferred as DIY.

3. I need to reduce costs and increase efficiency.
4. | need to Increase customer acquisition and revenue while reducing churn.

5. I need to prevent fraud and protect the brand.

Industries

— Banking

— Government

— Insurances

— Retail

— Telecommunications
— Travel

— Utilities

References, white paper and more about Nuance



1. I need to ensure
superior CX with
innovative solutions.

You are looking for a solution for outstanding customer service that
offers your customers and employees the best tools and dialog functions.
At the same time, you need to reduce costs and increase efficiency.

"

If you answer at least one of the following questions with “very important
or “very high”, then we should talk:

How important is it to work with a vendor who can provide one
common language and intelligence platform that works across all
your channels?

What impact would you have if every customer engagement
involved biometric authentication and Al driven predictions based
on their past behavior?

How important is to allow internal teams to take on additional
workload to build out the internal integration if necessary?

Learn more, how you can:
m save $ 3.8 billion in 18 months.

B increase 50 % in CSAT scores over three years
through use of live chat.

B reduce AHT for authentication from

90 seconds to only 30 seconds. Q
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/. | need a scalable,

omni-channel application,
that can be developed fast - DIY preferred.

You want to enhance your customer service and strengthen your corporate
image, but you have limited budget and capacity. You also want to digitalize
your processes and offer fast and scalable customer communication on all

channels.

If you answer at least one of the following questions with “very important”
or “very high”, then we should talk:

How important is it to be able to DIY with your own in-house
teams but also get live, in-person help as needed from proven
conversational design experts?

How important is time to market, team collaboration and building
on tools designed to work for everyone in your organization, not
just developers?

How important is it to be able to build with marketing leading
APIs that let you deploy your applications both in the cloud or on
premise?

Learn more, how you can:

create DIY conversational Al-solutions at speed,
empowering your developers to create, maintain,
and expand your competitive edge while delivering
an optimal developer experience.

deploy automated dialog design using Al

and machine learning to automatically build
conversational dialog models using real-world logs
of human conversation.

leverage speech recognition and text-to-speech
help to understand voice intents in real-time

and then have a human-sounding
conversation via TTS.

o).
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3. | need to reduce costs and
increase efficiency.

You have recognized that you need to offer your contact center and

customer service staff an attractive workplace to satisfy your customers
@ and retain them. At the same time, you also need to reduce costs while

increasing efficiency.

If you answer at least one of the following questions with “very important”
or “very much”, then we should talk:

How much could you improve customer service at the point of
contact by providing agents real-time recommendations and
guidance based on Al driven analysis from cross channel data?

Learn more, how you can:

How much would your company benefit financially and
reputationally by reducing your exposure to acts of fraud

committed by your contact center agents? = eliminate 11.000 live-agent calls per day, freeing up
agent time to support more complex inquiries.

B improve agents’ job satisfaction by 60%.

How important is it to have agent desktop tools that provide = handle 82% more daily call volume —

continuous, on-going training and education that keeps them without hiring extra agents.
learning and growing throughout their job? @
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4. I need to Increase customer
acquisition and revenue while
reducing churn.

You know the market, your competitors and the general requirements

as well as the expectations of your customers. Now, in an increasingly
competitive world, it's all about winning and, above all, keeping customers,
with innovative, personalized, productive and cost-effective customer
service.

If you answer at least one of the following questions with “very important”
or “very high”, then we should talk:
Are your churn/abandonment rates high, moderate or small?

How important are KPIs or other benchmarks to measure
your customer success?

How familiar are you with your customers’ journey
and the daily experiences of your live-agents?

B@ NUANCE

Learn more, how you can:

B increase in CSAT by 106 % due to automated
and human assisted engagement for a better
customer experience.

B increase conversions by 50 % by adding
co-browse to the chat engagement.

m generate $ 445 billion in total

chat revenue. Q
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5. I need to prevent fraud
and protect the brana.

You know that customer data is sensitive and that vulnerabilities are
usually found in the contact center. You read a lot in the press about
data leaks, identity theft or SIM SWAP - and about the fact that fraud has
increased. Now you want to protect this data while maintaining or even
increasing the ease of access for your customers and employees.

If you answer at least one of the following questions with “very important”
or “very high”, then we should talk:

What is the impact of fraud on your organization?
On your customers?

How important is the intersection of authentication
and fraud prevention? Learn more, how you can:

. . u achieve EUR 2 billion annual fraud savings.
How do you view fraud in the context of your larger brand &
promise and vision? m faster identify 88 % fraudsters.

B minimize direct fraud losses and

reduce indirect revenue loss. Q
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Industries

Financial Services

Next industry disrupting innovation
More and more branches are getting closed
while the online banking is growing.

Whether you want to drive exceptional
customer engagement in digital channels,
protect your financial institution from fraud,
or improve self-service offerings in IVR,
Nuance solutions can help.

Learn more

Telecommunications

A true telco partner
Telecommunications providers around
the world are pioneers in digital customer
communication.

They trust our decades of experience

and meet the needs of their customers
convincingly and sustainably with
biometrics, virtual assistants and live
chat. 19 of the world's 20 leading network
operators work with our solutions.

Learn more

Government

Power to the people
The idea of service has long since found its
way into the public sector.

The services provided by public authorities
are often decisive. This is precisely why it
is so important to provide customers with
fast, easy and at the same time secure
access to information - using all modern
means of communication.

Learn more

Travel

Now boarding:

Exceptional customer service
The travel industry has changed
from the ground up.

Travelers search for offers online, book
through portals and want to receive real-
time updates. Help people plan their travel
with state-of-the-art voice, digital and
messaging solutions and improve your
business processes. Turn searchers into
customers quickly and efficiently.

Learn more

Insurance

Improve conversion and

retention on a single platform
Insurance customers want to find online
offers and conclude contracts easily.

Your customers expect smooth
communication with your company.

And you're looking for an Omni-Channel
solution that can also help you reduce your
operating costs for live interactions.

Learn more

Utilities

Powering satisfying

customer experiences

Forwarding counter readings online to
customer service - that is already standard.

But utilities can provide far higher quality
customer service while controlling costs.
With voice, digital and messaging solutions,
you can transform the customer experience
and streamline your business.

Learn more
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Retail

Simplified and seamless
As choice has increased, customers have
become more demanding.

They are looking for a consistent,
personalized and seamless shopping
experience - whether in-store, online,
remote selling or a combination of all.
State-of-the-art voice, digital and messaging
solutions are transforming the customer
experience and improving your business
processes.

Learn more
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Learn why thousands of companies around the world in Webinar & Podcasts
telecommunications, financial services, retail, healthcare and
government work with us. Visit our webinar recordings to learn
about the latest dialog-oriented Al innovations. Our podcasts
provide insights from various experts and customers on customer
service and requirements.

Customer and
Expert Conversations

ink AfN >

About Nuance Communications, Inc.
Nuance Communications, Inc. (Nuance) is a technology pioneer with market leadership in conversational Al and ambient intelligence. A full-service partner trusted by 90 percent of U.S. hospitals and 85 percent
of the Fortune 100 across the globe, we create intuitive solutions that amplify people’s ability to help others.
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