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Real-Time Interaction Management

» Technology that determines the best action, offer, or message.
» Technology that enables contextually relevant experiences.
« Technology that engages customers via preferred channels.

» Technology that delivers utility and value to the recipient.


https://engagehub.com/blog/what-is-real-time-interaction-management-and-should-you-care

Empathy

Real time is about people,
not technology.



Campaigns

Response



Real-Time

Actions 9

SeII Serve Retain Nurture

Response

PegaWorldiNspire2020



Why?

Four reasons
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What's happening with this
customer right now?
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Where ARE they?

What are their EMOTIONS:?
How are they BEHAVING?

What's their INTENT?
Are they making PROGRESS?
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Which approach
matches their
context?
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Hardship messages

(if relevant to individual)

| Retention offers

I (if churn likely & CLV high)

No action

(otherwise)



Relevance

What does this individual
really care about?



Segments Propensity

Product . . Angus's
Demographics  targets Potential actions propensity
Service: Missing email address
Behaviors Relevance

Service: Travel notification

Hardship: COVID-19 support

Eligibility

Hardship: Hurricane relief package
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s this the right moment to present
this message to this person?
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Which are the most sensitive to
response times and decision lags?
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The impact of speed on CX

As speed decreases, so does quality

s [ e

o g 5

- 5 5 E = =

Speed of the g o ° g ° o K 8 E

Decision o 2 2 £ = = z = g

= = > O o > i a a
( <200 milliseconds
<500 milliseconds
[ <1 second
<T0 seconds
L <1 minute
<1 hour
[ <1 day
<1 week

Quality of customer experience
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First Mortgage R,

Apply Online Instas

Best Refinance Rals
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Agent Desktop

Customer Summary Customer Relationship
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Service: Need Cash
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Need
Shelter?
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U Bank

Disas

Mobile Service

ter Alert
Hurricane James

Savings  CreditCards Homeloan Autoloan lnvest

Welcome Angus
customers and their families is of
the utmost importance. Have quest an Exte
been impacted by the recent
events in Jackson County?

How Can We Help Today?

W

safety Tips

Self-Service 24/7

our oni how
financily an
Teetas quic
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mserares

UPlus Communications.

Help When It's
Needed Most

Find Shelter

UPlus Partners
‘With The American
Red Cross




$150M / Year

(for every 10M customers)
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