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CUSTOMERS NEED A CX THAT BLENDS HUMAN &

AUTOMATED INTERACTIONS

By Lance Zingale, Chief Customer Officer & General Manager, EMEA, Sykes Enterprises, Incorporated Originally published April 16, 2019, business2community.com

AWhere does AUTOMATION fit
Into the customer service
experience?

AWhere does HUMAN
INTERACTION fit into the

customer service experience? X _x N1 T ey (7 e




BLENDED CX

By Lance Zingale, Chief Customer Officer & General Manager, EMEA, Sykes Enterprises, Incorporated Originally published April 16, 2019,

business2community.com

AUTOMATION

(+)

BLENDED

CUSTOMERS

Completes tasks digitally
and instantaneously

Satisfies expectations
for digital contact options

Incorporates attentiveness
and empathy

Meets expectations for
meaningful interactions in
more complex situations

Meets expectations for
digital channels and
instantaneous resolution
of simple issues, as well as
meaningful and empathetic
Interactions for complex
issues

AGENTS

Eliminates tedious, menial
tasks

Deflects contact for
automated issues,
decreasing workload

Exercises reasoning
and problem solving

More meaningful
interactions

More successful and
confident in their work

Provides more meaningful
and fulfilling work,
increasing employee
satisfaction and
performance

BRANDS

Lowers required agent
headcount

Reduces AHT and hold
times

Enables more selective
hiring

Increases customer loyalty

Enables employment of
fewer agents who are
better-qualified

Establishes themselves as
progressive in delivery of
digital contact channels

Increases customer loyalty
and employee satisfaction







By Dan Millman

The secret of change is to focus all of
~your energy, not on fighting the OLD,
but on building the NEW.



3 STEPS TO BECOMING A
DIGITAL DISRUPTOR

By Kelly Morgan, Executive Vice President & Chief Strategy Officer, Sykes Enterprises,
Incorporated Originally published on CustomerThink.com, December 4, 2018




WHERE DO WE START?

By Kelly Morgan, Executive Vice President & Chief Strategy Officer, Sykes Enterprises, Incorporated Originally published on CustomerThink.com, December 4,

2018

I

Develop a strategic agenda for change

> Mindset transformation
> Companywide and should begin at the heart
> Collaboration

I

Learn from customers, competitors & partners

> Customer expectations i Yours and the market
> Differentiator
>Brand strategies and customersbo

I

Bring in digital i native leaders

habi

t's

when

engaging digi

> Digital i Native leaders are proficient in the digital environment
> They will reinforce the vision for transformation
> Digital first business model



KEEPING THE MAVERICK SPIRIT ALIVE

BY HELPING PEOPLE ONE CARING INTERACTION AT A TIME




‘ SYKES Purpose Statement
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act asone

answer the
challenge

people
o

ensure every
person matters

make each
moment count

create a spirit of trust

On/eCa“ng | \ at atime.

serve with
thought and heart

Interaction I i



REDIFINING SYKES TO BE THE BEST AT WHO WE

REALLY ARE

Act as one by creating a transformation mindset J

Answer the challenge by continuing to provide tailor
fit solutions for the best CX

PEOPLE Ensure every person matters: Customers, Agents J

and Brands

Make each moment count by being there at eve

CARING Serve with thought and heart by executing on our

INTERACTION core business: Customer Service
J

Be current: Lead the way in Digital Transformation

J
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WE HELP PEOPLE,
ONE CARING

N

AT ATIME



SYKES THROUGH THE YEARS

The Trailblazer

1997

We Started It All

SYKES pioneers the call center industry in the
Philippines.

2004

Growing Stronger
From 14, SYKES skyrockets to 5,000 employees

12

Another First
SYKES becomes the first call center to establish

operations in Cebu.
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SYKES THROUGH THE YEA;RS

The Trailblazer

2010

Bigger. Better.

SYKES merges with ICT to become a bigger and
stronger force in the BPO arena. The company
reaches 14,000 employees.

2012

Reaching New Heights

SYKES acquires Alpine Access, expanding its
business and reach. In the Philippines, SYKES
celebrates its 15th anniversary, a first in the
countrydés BPO

industry.
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SYKES THROUGH THE YEA;RS

The Trailblazer

I

2017

Cebu Growth
SYKES Cebu opens the
Robinsons Galleria

v

2013

Breaking New Grounds

SYKES continues its pioneering legacy with the
rise of SYKES Glorietta, the state-of-the-art,
employee-centric facility that re-imagines the
workplace and shifts the landscape of the BPO
industry yet again

second center i n
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TODAY
Of ficially recognized APioneero in the ¢
7 sites, 15,000+ employees SYKES
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- Aeschylus, Playwright
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SYKES THE PIONEER

KEEPING THE MAVERICK SPIRIT ALIVE




