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THE CHALLENGE

Improve customer experience in
your digital spaces.

THREE REASONS WHY 2. Compqr“es are
1. Customers want it. competing onit.

o,
780/ @ 78t/° oft.consumfll's Want morel.hun?an ol 88% of customers say the experience a company
N ;ojiagcit;T? — hotless —as ourlives increasingly provides is as important as its products or services.?

590/ 80% of consumers want to do business with
o companies that offer more personalized experiences.’

3. It's good for business.

657%

65% of consumers
say that a positive
experience with a
brand is more
influential than
marketing.'

43%

Customers will
pay 43% more

for convenience ...’

427

... and 42% more for
a friendly, welcoming
experience.'
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THE METHODS
How are Companies Measuring CX?

ACCORDING TO FORRESTER?,

Most companies’ CX measurement 76% scope out their digital properties
programs (74%) are under 5 years old ... to measure CX improvements

70% measure CX across their
products and services

68% look at contact
center performance

ACTIVEMETHODS TO MEASURE
CXLEAD THE WAY...

897%

PASSIVE METHODS
ARE ALSO IN USE ...

. THE TOP 3 KPIS THAT MATTER
59% MOST TO EXECUTIVES ARE ...
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Email Customer Website Customer Customer Social Media NPS (Net CSAT - Customer
Interviews Popups / Complaints Emails Posts Promoter Customer Retention
Intercept Score) Satisfaction & Churn
Surveys Data

3 Source: Forrester's Q2 2020 State Of VoC And CX Measurement Programs Surve

THE ROLE OF VISUAL ENGAGEMENT
Improving Customer Experience with Guided CX

WHAT IS VISUAL ENGAGEMENT?

Your Loan Application

4 Submit Appl ication?
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Live Video Chat Cobrowse Mobile App Share Screen Share

WHY DO COMPANIES CHOOSE VISUAL ENGAGEMENT?

The results are in. According to Metrigy*, companies surveyed say their reasons are ...

¥R Toimprove CSAT @ Toincrease revenue

Toimprove tim nt
) orcw)calﬁ)so € Timespe =) To decrease overall costs

4“Metrigy Research: Why Glance is a MetriStar visual engagement top performer

REAL-WORLD KPI IMPROVEMENTS

Results across the customer lifecycle
with Glance Guided CX

ENHANCE THE

INCREASE RESILIENCY SELLING PROCESS

60% improvement

In speed to purchase

18 point improvement

in transactional Net Promoter Score (tNPS)

— Intuit Service & D iscover — Construct Connect
13% increase SUppOI"l' & Evaluate 66% improvement
in CSAT scores in demo to new lead ratio

— A US Investment Firm — Construct Connect

36.4% increase 40% improvement

In lead conversion rate
— Construct Connect

in customer ratings
— Metrigy Research

IMPROVE SERVICE & BOOST REVENUE
SUPPORT EFFICIENCY Onboard Select & GENERATION
50% increase & Train PUI’ChGSG $15M revenue

in AHT - Average Handle Time

— Truckstop.com

improvement from repeat customers
— A Major Bank in NA

10% improvement Q\ $18M revenue

from better customer loyalty
— A US Investment Firm

in case resolution rate
— Intuit

43.6% increase

in revenue generation

27.3 increase

in agent efficiencies

COMPANIES USING GLANCE ALSO CITE IMPROVEMENTS TO THESE METRICS:

e Upsell / Cross-Sell Revenue * Increased Customer Ease * Increased Repeat Sales
* FCR (First-Call Resolution) * Reduced Customer Churn e Higher Average Deal Size
* Improved Customer Effort * Improved Employee Satisfaction

TO LEARN MORE, VISIT:

* Metrigy Report on Glance Visual Engagement * Glance Case Studies: Intuit, ConstantContact, Construct Connect, MindBody, Truckstop.com,
* Forrester TElI Report on The ROI of Glance and Axos Bank

For more information or to see a demonstration of Glance in action, visit glance.net




