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Cloud Contact Center
& Digital Communications

Give your

customers
an all-channel
experience

odiSo

We did not want a classic
IVR but a solution able to
understand the caller’s intent;
no matter how they express
their request. With natural
language call steering linked
to the distribution engine in
Odigo, our challenge was to
distribute calls precisely for
the most effective support.”

Regis Arvaron
Customer Service Manager
Swisslife

Higher customer expectations

With the rise of web, mobile, social media and the Internet of Things (loT), many
companies are experiencing a dramatic increase in their customers’ points
of contact. Companies need to properly manage their customers’ requests,

claims and any type of contact that they would normally engage in with their
customers. It's a matter of branding, quality of service and customer satisfaction.
Meanwhile, cost reduction, exibility, time to market, and efciency have become

companies’ main concerns in maintaining competiveness.

Full stack Contact Center

Odigo is a cloud-based Contact Center software for customer engagement. Odigo also
includes a Digital Communication platform that can be leveraged for custom integration.
We offer expertise & technologies, such as Biometrics or Natural Language, to provide a
complete solution tailored to your industry.

With Odigo, engage customers through any channels and any devices and
bene t from a large scale of modules for the best ef ciency:

» Odigo Concierge, entry door of the Digital Customer Experience

« Odigo Routing, routes to the best destination

* Odigo Campaign, SMS, email, audio or phone noti cations

» Odigo SelfService, instant answer reducing incoming interactions

« Odigo Console, modern user interface enabling to move seamlessly between channels
» Odigo Pulse, activity monitoring and Key Performance Indicators

« Odigo Connectors, ready-to-use CTI connectors to CRM, BPM and ERP software

People matter, results count.
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Contact Center in a box odiSo QD suTe OO rLATFORM OB CLOUD

Omnichannel Contact Center Software Telecom carrier & Worldwide datacenters
Self-care, engagement & service desk Global coverage with local presence
Scalability, Multi-tenancy

Communications API
Interaction data & intelligence API

QD ruLSE

OO concierge OB SELF-SERVICE QD conNsOoLE
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Quali cation, Authentication & Self-care Performance and Analytics Uni ed Agent Desktop
b i RS « Natural Language IVR, Speech Recognition * Call & Screen Recording « Single Interface for all channels
6 w « Emotion Detection & Voice Biometrics * Quality Monitoring * Single knowledge base
oemiie /*_\.

. e « Visual IVR, Mobile and Digital Widget  Workforce Management * Push & Pull mode
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* Scripting e Customer ID 360° vision and contact

historization

* Virtual agent, Communities & Knowledge Base

» Payment IVR  Feedback & survey

 Analytics and Big Data

OO CONNECTORS

Integration, Cloud APIs & Connectors
« Bring the voice channel directly into your CRM!

¢ /7 QD rouTING

Inbound routing, Outbound campaign & Blended

» Powerfull routing, ACD
» Mediablending for a true universal queue
and management of your SLAs

QD cAMPAIGN

* Preview and progressive dialer
« All channels Push Noti cation campaign:
SMS, email, Fax, push app, voice

» Out-of-the box Connectors and APIs
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All-channel experience

Qb voicE

Access the best technology voice
recognition, Natural Language processing
and speech analysis. Combine the best
customer experience with the optimization of
call handling for a proven ROI on customer
services.

Our expertise and 30-year experience
in  voice application implementations
guarantees the design of a service that
perfectly suits your needs and brand.

QO cHAT

Increase conversion, satisfaction and reduce
costs with chat. Engage proactively the right
customers at the right moment with the

behavioural targeting engine.

Use the best combination of agent UX/
Ul and tool box, such as cobrowsing, le
sharing, to display the greatest experience
and rich interaction to the customers.

Qb MOoBILE

Offer Instant Messaging to your customers
directly in your own branded app: real time
or asynchronous conversations, alerting
by push notication, picture sharing,
geolocation, etc...

And handle all conversation in the Odigo
Console with the same ergonomy and level
of requirement as other channels.

Qb sociaL

Connect with all main social networks,
Facebook, Messenger, Twitter, Google+,
Instagram, LinkedIn, YouTube, but also any
forums, blogs etc, with our APIs.

Engage directly on  social media through
our dedicated interface and handle social
interaction with the same level of requirement
as others channels.

QD eEmaIL

Improve your efciency, reduce delay of
response and reach your SLAs thanks to a
powerful email management tool based on

strong skill-based routing engine,
priority management depending on your
organization, customer's prole and
sentiment, knowledge base with suggested
answer.

Qb sms

Send SMS or MMS from your business
applications: broadcast SMS Campaign or
single-shot SMS sent by customer advisors
or back of ce agents.

Easy-to-use web interface to create
scheduled and monitor SMS ditribution list.

QO vibEo

Provide your team the ability to engage
with customers in a way that increases
satisfaction and improves the overall
customer experience.

Enrich  interactions  through  real-time
features such as video chat, annotations,
geolocation, screenshots, photos and more.

Integrate video directly into your CRM or
agent console. There is no need for your
agent to install and learn a new system
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A true Cloud South

* Highly Available, Telco grade quality America

* Highly Reliable & Secure . -

* Scale up & down with traf ¢ as needed

» Worldwide data centers directly managed and 2233
owned by Capgemini
» Rapid Deployment
et
* Multi-tenancy 33

Odigo in numbers

+350 +3 Billion 24 h

clients worlwide interactions handled per year 900,000 —~
All sectors & industries SMS \
+4OO’OOO 5 Million —
agents )
minutes
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About Prosodie-Capgemini

Prosodie-Capgemini designs and hosts large front of ce services. Elaborated from innovative proprietary technologies, Prosodie-

Capgemini solutions meet each step of digital users. Offered in the cloud, the real time services are based on a highly available and C 0 ntaCt u S

secure technical platform. Prosodie-Capgemini bene ts from the international dimension of Capgemini to deploy its offer alongside

other Group entities.

Europe: +33 11 46 84 11 24

North America: +1 650 391-8321

Latam: +55(11) 3708 9101

Apac: +91 22 6686 0500

About Capgemini Email: prosod.ig@prosoc.iie.com
www.capgemini.com/odigo

With more than 180,000 people in over 40 countries, Capgemini is one of the world’s foremost providers of consulting, technology Ask for an Odigo demo in one of our

and outsourcing services. The Group reported 2015 global revenues of EUR 11.9 billion.

Together with its clients, Capgemini creates and delivers business, technology and digital solutions that t their needs, enabling

them to

achieve innovation and competitiveness. A deeply multicultural organization, Capgemini has developed its own way of working, the ) ) - )

Collaborative Business ExpgrienceTM, and drasvz on Rightshore®g, its worldwidg?ielivery model. ’ y ’ O@Pmsomecap @Pmod'e'capgemm' pmsod'e'mm

QOdigo is serving more than 380 000 agents and business users around the world. Backed by a 25 year history of industry frsts,
QOdigo has more than 300 customers in France, Germany, UK, Spain, Belgium, Netherlands,Poland, US, Canada and Brazil.
QOdigo is a Leader in the Gartner Magic Quadrant for Contact Center as a Service, Western Europe.

Capgemini innovation labs.



