\ Transformando
| la Experiencia Digital

Desayuno Ejecutivo y Presentacion de Negocio

San Jose, CR
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Innovacidon, humanizacion, Estrategias
para potenciar la Atencion al Cliente




Conectada




9%

Consumidores LATAM dejan una marca en la 12 mala experiencia
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17%

Consumidores US dejan una marca en la 12 mala experiencia




When do consumers stop interacting with a brand they love?
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After one bad experiences After several bad experiences

@ Al Countries &P UuUS @ LATAM

Q: At what point would you stop interacting with a company that you love shopping at or using?
Source: PwC Future of Customer Experience Survey 2017/18

Bad experiences are driving

customers away—faster than you
think

If you think you’ll have plenty of time to get it right because you’re a
beloved brand, think again. Imagine losing one-quarter of your customers
in a single day. For good. Because that’s exactly what could happen after
just one bad customer experience. In the U.S., even when people love a
company or product, 59% will walk away after several bad experiences,
17% after just one bad experience.

32% of all customers would stop doing business with a brand they loved
after one bad experience. In Latin America, 49% say they’d walk away
from a brand after one bad experience.

Get the details

WcC




4%

Resolucion en el Primer Contacto es la prioridad Top 1 del consumidor







2%

Empresas que consideran la Resolucion en el Primer Contacto




The State of
Customer
Experience report

We surveyed 5,232 consumers and 1,181 CX leaders on the
state of customer experience.
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70%

Ratio de Abandono de Cestas de Compras Online
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Showrooming teniendo en cuenta +40% en USA

59.8% Limite teorico de Abandono en Tienda Fisica
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3%

Penetracion de WhatsApp en la poblacion de Costa Rica =



Year 2024 /@ statista ¥s

WhatsApp Penetration Rate by Country

mmm (Costa Rica 82.35%
El Salvador 76.92%
Brazil 76.39%

Colombia 75.00%

Chile

Germany

73.68%
71.43%

Spain 70.83%

Ecuador 66.67%

Argentina 65.22%

ltaly 59.32%

Mexico 58.27%

Guatemala 52.94%

Russia 46.53%
Indonesia
Turkey
India

United States 22.59%

0 10 20 30 40 50 60 70 80
WhatsApp Penetration Rate (%)




Automatizacion
Chatbots, WhatsApp...

INnteractive Powers



Mayor eficiencia, no siempre es
mayor satisfaccion...







»C Con Menas repetitivos, rigidos, largos e incompletos

. Con Respuestas fuera de contexto, limitadas o imprecisas

. Sin permitir poder contactar un agente humano (Chat)

*_ Sin derivar a Canales Directos o Tiempo Real (Teléfono)

~~ Sin respectar Privacidad y Seguridad de los Datos Personales



Escalacion Fluida | Scamless Scalation






WhatsApp & Messaging

INnteractive Powers
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intermundial.com.mx

& Intermundial

Asistenciay seguro de
viaje al mejor precio

Tu plan de asistencia en 3 pasos
Q

4 Asistencia 24/7 entuidioma
@ Cobertura personalizable
{1 Servicios premium
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Expertos en asistenciay
seguros de viaje desde hace
30 anos




BANCO
PICHINCHA

Se trata de ti.




Omnicanalidad

Resolver la Paradoja...

INnteractive Powers



Muchos canales, puede significar
menos conectividad real...



@ ® =) & Apple Store Online - Apple X -

0O < C O 8 www.apple.com/store
hg . .
o Help is here. Whenever and however you need it.
° L 5
N APPLE SPECIALIST TODAY AT APPLE TODAY AT APPLE = -
: Shop one on one with a Shop with a Specialist over video. Explore Apple Intelligence Join free sessions »
,. Specialist. Online or in a store. Choose your next device in a guided, one-way Come try it for yourself in a free session at Apple Store. £ E -0 s
. video session. the Apple Store. A %
-4 Learn about the latest features JEuey .
] with your Apple devices. % >
The Apple Stor
Guided Video Shopping
r=n!
Trade in yourc S hO p I IVe Wlt h a S pECIG I ISt o ry Get a personalized ton
A device. Get cre shopping experience in an? cre

toward a new ¢ the Apple Store app. style of

We can help you choose the product you need while guiding you through the online
Apple Store. You won't appear on camera. Available 7 a.m.-7 p.m. PT.

Shop together with a Specialist >







Escalacion Fluida | Scamless Scalation



Forward & Reverse

INnteractive Powers
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MEJOR PARA TODOS
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Ingresa a Banca Movil

X % %k

. /[/)@ XX K |
Usuario Huella ‘ PIN \
Contrasena

Puntos de Atencion | Ayuda

V 1.69

Wir

Afiliate

Transferencias

Ajustes

Envia y recibe dinero de forma rapida,
y segura, solamente con tu numero
telefono.

Tus datos siempre estan protegido

iAfiliate ahora!



Phygital

Experiencias Fisicas y Digitales

INnteractive Powers



Cuando el canal Digital potencia
el modo Presencial...
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https://www.youtube.com/watch?v=cB8rUBT9VAc

faco parte do"
Abrigo Amigo.



https://www.youtube.com/watch?v=zAY3Q5Re81Q
https://www.youtube.com/watch?v=5_Sxfs0xn2E

Telepresencia | \/ideollamada Transactional






WIFI | 5G | LTE

Oficinas
Concesionarios
Locales Comerciales

Agentes Distribuidos :
Aprovecha los recursos de otros centros @

Centro de Contacto

Agentes Centralizados Kioscos
Aprovecha mas turnos y/o operativa externa



Evolucion de Costos Mensuales - Empresa A vs B (Ahorro 24%)

Costo Empresa A (con personal humano)
Costo Empresa B (con kioscos)
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24%

Reduccidon de Costes Operativos




WIFI | 5G

Multimedia Kiosk




WIFI | 5G
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Smartphone

Multimodal Kiosk




Web Camera

WIFI | 5G

Kinetic Kiosk

Smartphone




'Remote Viewer

INnteractive Powers
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Asesor de Venta Remota
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Turismo

Guia Turistico Remoto
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Retall

Personal Shopper Remoto




Telecom

Asesor de Productos
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Conclusiones

Ahorro, Optimizacion y Creacion de Valor

INnteractive Powers



Un futuro mejor es integrar tecnologia
que aporte eficiencia y ubicuidad IH







La capa humana es diferencial, es dénde
se juega la esencia del negocio.




Klarna
Case Study: FinTech

— 700 Agentes humanos
— 1860% Automatization |A

++ Uberizacion de Agentes

++ Humanizacion

Top Products

7

Adidas Adidas Yeezy
UltraBOOST 22... Boost 350V2...

$150 $270

Sneakers in Categories

i

Bold, long-lasting color with this
creamy lipstick, leaving your lips...

¢ LE MONSTER LIP CRAYON Rose...

. [CLETEE]IS

Klarna.

| ] 1Sep -28 Sep

O Clicks Earnings

Total earnings

Sale earnings

Click earnings

Yesterday

Campaign

$ 2185

$ 1954

$ 231




Modelo Hibrido limite 80/20
Humanizar, Digitalizar, Empoderar...






Demos
Videollamadas, WhatsApp, Kioscos...

INnteractive Powers
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