@ CM.com

Lets outperform
expectations
together.

Max Goudsmet

01/06/23




DOEL VAN DE
PRESENTATIE

Wie is CM.com

Wat brengt CM.com bij
aan organisaties zoals dat
van jullie.



! Hol Miche!l en Melanie

HOLLAND ROCKS!

¥ JAan Sander: ik hou ontzettend belachelijk |
schandalig ongelooflijk veel van je! Dikke Knuffaln
van je Bloempje |




@ CM.com

Key Facts

OO0 006

Founded in 1999

1000+ Employees

Local presence in 26 Countries

Customers across 118 Countries

Licensed Payment Service Provider

Listed at Euronext Amsterdam (CMCOM)

Billions of Customer Engagements

Global 24/7 Monitoring and Support



Conversational Commerce Software

Conversations Conversations Consumers

AAdqitio.”a' Ticketing “ Mobile Order Authentication Verification
pplications

C Conversational Al & Chatbot > S &
Mobile Marketing Cloud Mobile Service Cloud

Communications & Payments Platform

Brands &
Businesses

For Developers

Y i Communications Platform Payments Platform




Gebrek aan
contact met de
inwoners

HERKENDBARE PROBLEMEN

Geen of weinig

Gebruik van e-mail
en brieven, weinig
andere kanalen.

Doelgroep is Geen

overzicht van de

moeilijk t |
ilijk te bepalen data

personalisatie

Inwoners krijgen

algemene brieven

binnen, geen
binding.

Dringende Niet elke inwoner Ni
berichten moet hetzelfde let
vitsturen is niet bericht
mogelijk ontvangen.

gecentraliseerd in
1 systeem




@ CM.com

Mobile Marketing
Cloud.

Communiceer op een
efficiente manier met je
doelgroep.



USECASE STAD GEEL
FASE1: GEGEVENS VERZAMELEN

Inwoner komt op Inwoner kiest zijn

Voormalige manier QR code plaatsen
van werken op brieven

* Wegenwerken * QR Wordt gescand
aankondlgen via door inwoners
brief en papier

landingspagina voorkeurs
terecht communicatiekanaal

* Registratie begint
op de website



USECASE STAD GEEL
FASE 2: UTGAANDE COMMUNICATIE
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Creeer geautomatiseerde workflows

= @ Data

riggers

X Profile added trigger
—  Profila removad trigger
™) Event added trigger

(® Daily time passed

&3 Anniversary trigger

Drag & Drop
editor

Save time

© Wit until step

= Filter step

. Event added workflow

trigger

Wait 7 days

b
®
T)

*
)

Filter step

Send m
Workflow

Workflow editor: Kingsland 2021 Workflow

~

Omnicha_nnel
automation

Work efficient




o)
Waarom de Mobile Marketing Cloud?

Data

Je moet gegevens van de
inwoners kunnen verzamelen en
centraliseren onder 1 dak.

Insert Header & Footer here.
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Componenten van de Mobile Marketing Cloud

1. Customer Data Platform

Consent Management Segmentation

Automated Workflows Personalization

2. Campaign Management

7

Mobile Landing Pages Campaigns
Email Campaigns Voice Campaigns

3. Channels




Campaign >

Design ! [E] Save draft

VIDEO

RAINY DAYS: MEET YOUR MATCH 50% OFF ALL ACCESSORIES

SHOP WOMEN'S »
SHOP MEN'S » SHOP NOW




-4 e

. WHATSAPP

* UITGAANDE CAMPAGNES ZET JE
OP 2 MINUTEN OP

* KIES JE DOELGROEP
* PERSONALISEER JE BERICHT

* STUUR JE BERICHT UIT




INKOMENDE WHATSAPP BERICHTEN®?
CHATBOT + MEDEWERKERS

* SCRIPTED CHATBOT
* EERSTE VRAGEN WORDEN OPGEVANGEN DOOR CHATBOT

* INWONER WILT MEER INFO?

* OVERHANDIGING NAAR DE MEDEWERKERS BINNEN ONS CUSTOMER
CONTACT PLATFORM

eeeeeeeeeee







the dominant factor

as well as consurpers .
i a7 5

é -

% of consumers have

ed at least 3 different
ication channels to

Globally, 55% of consumers
\ have higher expectations
for custom r service than

one year a
- Micros CS study : I




ow)
Old world vs New world.

e Bruce Wayne 17:32
If I order now, is it still in time for speed
delivery?
. Stephanie Brown 17:35 &5
The slow, impersonal monologue Ves. no problem. The shipment can do
out today.
##- Please reply above this line ## e Bruce Wayne 17:36
That is great, Stephanie. | will order right
) . . now!
Dear winelover, many thanks for contacting [[JJilif customer service. Your request has
been registered under contact number [4922786] and is currently being reviewed by our
support staff. Stephanie Brown 17:40 a&
Thanks so much for shopping at

Urbanbags, Bruce! Please feel free to

We do our best to answer your question within' two working days. Please note, that many of reach out whenever you need us.

your questions are already answered in our FAQ-section.

e Bruce Wayne 17:41
Thanks, will do Stephanie.
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The ‘Queue’ Problem.

No Ownership

No one owns the queue, so no one
cares for the queue

Cherry Picking

Agents may leave the difficult
guestions for last

No Overview

Questions stay in the queue until final
issue resolution




@
Empowering Agents.

-@- Personal Routing

Smart Inbox Management

.. g
%M\ Team Collaboration




YOUR BENEFITS
VOLLEDIGE COMMUNICATIECYCLUS OPTIMALISEREN



@ CM.com

Vragen?

max.goudsmet@cm.com

01/06/23
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