@ Hitachi Solutions

Contact Center Solutions

Enhance Contact Center Productivity with Solutions Built for Your Business

Hitachi Solutions Contact Center products and services improve experiences for customers and
agents with greater visibility to the data they need for more effective engagement and improved
resolutions. Hitachi Solutions customers leverage our modern solutions, built on decades of contact
center and technology expertise, to optimize customer and employee experiences that lead to an
improved bottom line.

Organizations across multiple industries benefit from investing in their contact centers through:

v Increased agent productivity with Al-  v" Reduced operating costs through self-service
enabled tools capabilities for your customers

v Greater overall efficiency through v Stronger security through modern identity
process automation verification

v Improved customer satisfaction when issues are more often resolved on first contact

Let’'s take a look at some of our Contact Center solutions...

Hitachi Solutions Identity Verification

Identity Verification makes it quick and easy for contact center reps to
verify customers, improve service, and save your organization money.

Identity Verification puts contact reps on a clear path, giving them the
required questions and steps to ensure your calls are secure, private,
and cost-effective.

v/ Customer satisfaction: The vast majority of customers consider a
company'’s understanding of their individual needs as an essential
part of excellent customer service. Caller identity verification
enables contact centers to offer personalized service.

v" Fraud costs: According to a study by The Nilson Report, global card
fraud losses reached $28.65 billion in 2019. Implementing robust caller
identity verification can help contact centers minimize these losses.

v Identity theft: Javelin Strategy & Research reports that identity fraud
losses reached $56 billion in 2020. Contact centers can reduce their
risk by using effective caller identity verification methods.


https://global.hitachi-solutions.com/

Hitachi Solutions Dynamics Scripts

Empower your agents with a click-through experience that automatically
tailors scripts based on the caller and their verification results, guiding
the agent through appropriate authorization processes, logging actions
automatically, automating fraud alerts, and more.

Dynamic Scripts is an innovative solution designed to empower contact
center representatives with flexible, real-time adaptable scripts that
ensures efficiency on all call times with customers — leading to higher
customer satisfaction. Dynamics Scripts provides:

v Proactive Issue Resolution: Efficiently addresses member
alerts such as returned mail, care gaps, or missing information,
preventing potential issues and improving service quality.

v Consistent Call Flow: Maintain a uniform and predictable
customer experience, boosting satisfaction and trust.

v Personalized Interactions: Tailor the call flow to specific
members and dynamically adapt based on CSR inputs, ensuring a
smooth, personalized interaction that enhances customer service.

Hitachi Solutions Alerts

Equip your agents with real-time critical alert tracking that seamlessly integrates with your core
systems. This solution provides instant visibility of urgent alerts, guiding agents with built-in
responses, automating fraud detection, and ensuring compliance. Customizable with JavaScript
extensions, it streamlines operations and protects your organization from fraud.

e Reps immediately see important information when a call comes in.

» Calls are smooth and fast with easy-to-find critical information.

o Alerts also helps ensure that any regulatory or policy-related alerts are addressed promptly,
avoiding penalties.

o They get immediate visibility of potential fraud or account security issues
and can take swift action to protect customers.



Hitachi Solutions Call Wrap Up

Hitachi Solutions Call Wrap-Up is an Al-powered tool designed to
streamline the call wrapping process for contact center agents. By providing
intelligent suggestions for call categories, summaries, and next steps,
agents can swiftly complete required documentation before proceeding to
their next call. This solution integrates seamlessly with Dynamics, offering

a native call wrap-up workflow suitable for high-volume call environments
across various industries. It can be customized to initiate call capture from
any record and save notes against any other record in Dynamics.

Benfits:
v" Increased Efficiency: Reduces the time agents spend on post-call
documentation, allowing them to handle more calls.

v" Enhanced Accuracy: Al-driven suggestions ensure consistent and
precise documentation.

v Seamless Integration: Works natively within Dynamics, ensuring
smooth adoption and minimal disruption.

v Scalability: Ideal for industries with high call volumes, supporting
growth and adaptability.

< Improved Agent Productivity: Allows agents to focus more on
customer interaction and less on administrative tasks.

Maximize your service potential with Hitachi Solutions contact center solutions and
take your customer service operations to the next level.

Talk to Our Experts ® Hitachi Solutions
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