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Presenter Notes
Presentation Notes
<Customize this slide with the customer’s names/titles and your own. Ask questions to get started>[name of the most senior person in the room] “Marty”, As you worked through the challenges over the last year, did those experiences change how you thought about the role of communications in the company? 
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Source: 2022 Gartner Hybrid Work Employee Survey

39%
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Forcing employees to go back to the on-site 
environment could result in employers losing up to 
39% of their workforce

Presenter Notes
Presentation Notes
It is no longer the pandemic but our Employees that are leading change for our modern workplace.Shifting employee expectations have employees voting with their feet with Gartner’s Hybrid Work Employee Survey finding that a return to work could result in employers losing up to 39% of their workforce.   Question is, Do we want to force employees to do what they don’t want to do or do we empower them to work the way that fits them best?Clearly, Our modern workplace must provide employees with the tools and resources they need for digital work. Next slide: [Half of employees]

https://drive.google.com/file/d/1P8EXC1vTEIVRJhZ8vGwUdx_1wvlYWl5W/view
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The Opportunity

Presenter Notes
Presentation Notes
Let’s start with what you really want to know - the opportunity.
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1Metrigy’s Report Real-World Benefits of Integrated Cloud Unified Communications and Collaboration Q1 | 21

Integrated calls, meetings, 

messaging, and contact 

center on a single cloud 

platform results in a lower 

TCO compared to a multi-

vendor strategy.1

56%
Lower TCO

Presenter Notes
Presentation Notes
According to a recent Metrigy report, organizations integrating and adopting both UCaaS and CCaaS, on a single platform (compared to a multi-vendor approach),  can not only provides productivity and management advantages but also reduce the total cost of ownership by 56%.
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87%
of IT leaders say an integrated 
communications platform is the future of 
business communications.   

2021 survey of 400 IT decision makers conducted by Hanover Research

IT leaders on the importance of an integrated platform

Presenter Notes
Presentation Notes
IT leaders agree this is the way forward.  Hanover Research says 87% of IT Leaders believe that an integrated UC and CC communications platform is the future of business communicationsNow….While we are nearly unanimous on the solution.70% say agreed pre-pandemic that this was important but didn’t do anything about it.The solution...XCaaSNext slide: The XCaaS Difference
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1
Platform

60K+
Customers

$707M
Total ARR (Q2FY24)

11X
Gartner UCaaS MQ Leader

3M+
Paid business users

16
Global Offices

285+
Patents

8X
CCaaS MQ Challenger

99.999%
The industry’s only platform-wide SLA

About 8x8 

UCaaS CCaaS
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The Solution

Presenter Notes
Presentation Notes
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Presenter Notes
Presentation Notes
We introduced XCaaS last year believing that customer and employee experience should be one world delivered through one platform. We envision a world without silos, where every employee is connected, every organization is agile, and every communication experience is an opportunity for customer delight.   On the other hand, a bad customer experience can be flipped into an amazing brand experience with the right culture, the right mentality, the right people and the right tools.In May 2021, we introduced XCaaS and a 4x increase in R&D Innovation InvestmentIn September 2021, we launched our first XCaaS composed experience, 8x8 FrontdeskIn December 2021, we announced the acquisition of Fuze and an increase in R&D Innovation to 8xAnd just last month we announced a new contact center agent experience and the liberation of smart conversations from the Contact Center Silo to make it available to all employees, easily and affordably 



Tools for employees and customers lacking

Employee 

Experience
Digital

InboundPhone

OutboundVideo

Messaging
Customer

Experience

Presenter Notes
Presentation Notes
COPY: CXC employee experience is not complete without customer experienceSEGUE: Just as McDonald’s 
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XCaaS by 8x8
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Powering all personas company-wide

Employee 

Experience

Analytics & AI CPaaSIntegrations

Digital

Video

InboundPhone

OutboundVideo

Messaging
Customer

Experience

Presenter Notes
Presentation Notes
XCaaS by 8x8 eliminates silos and brings employee experience and customer experience together. It integrates all of your communication requirements into a single platform.We provide a best in class voice, video and messaging solution which your employees can use through our mobile or desktop apps or any web-browser. We also provide a full omni-channel contact center solution along with analytics, integrations to other productivity tools like G-Suite and CRM systems, and an extensive library of APIs and SDKs using no code and low code technology that make it easy to customize how you use digital channels to engage with customers.[Get specific on immediate needs]XCaaS solves for what you need today, and provides a clear and easy path to whatever is next. It protects today’s investment by guaranteeing the ability to support changes and strengthens business resilience.
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ONE Integrated cloud technology platform: X Series.
Single integrated tech stack – all owned by 8x8 – uniquely positions 8x8  

Legacy
Providers

Point-Solution
Cloud Providers Partnership Partnership

(Lync)(             )

(                           )

Unified Communications Contact Center Meeting Solutions

VS.

Unified Communications Contact Center Meeting Solutions

PLATFORM CAPABILITIES & FUNCTIONALITY

Real-Time Data & Analytics                 Security and Compliance                  APIs and Integration Framework
The 8x8

Technology
Platform

Presenter Notes
Presentation Notes
This Purpose Built Cloud Technology Platform gives 8x8 a strategic advantage over every other competitor out there.  Having a single Integrated Technology Platform – all owned by 8x8 – Uniquely positions 8x8 as the definitive leader in the entire space.With an Integrated platform it is possible to access real-time data and analytics.  Those analytics in turn, can be used to make the 8x8 user experience even more powerful and robust as those metrics are fed back into the service in real time.With an Integrated Platform it is possible to assure Network Security and Compliance from end to end.With an Integrated Platform that supports API’s and a robust Integration Framework 8x8 is able fully capitalize and leverage the power found in the “System of Record” engines of ERP, Help Desk and CRM that Cloud service providers have made possible .  Yes, this me
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Why Customers Choose 8x8

Copyright 2022 8x8, Inc. or its affiliates. All rights reserved.

One platform 8x8 Voice for Teams Continuous Innovation

Single, all-in-one  platform 
for UCaaS, CCaaS and 

CPaaS

Industry-leading Direct 
Routing for Microsoft 

Teams

400K+
8x8 Voice for MS Teams 

licenses sold

Presenter Notes
Presentation Notes
Our customers feel the same way, and they tend to choose 8x8 for some very specific reasons: We can provide everything they need on a single platform. We’re the only Gartner MQ UC leader with our own CC product in the MQ, and it’s been that way for almost a decade. Putting Unified Communications and Contact Center together on a single platform provides a ton of value for our customers. Not only do you get a single vendor, with a single bill, and a single point of accountability - but you also streamline the employee experience. There’s only one system to administer, one framework for integrations and security, and one tool for collaboration and communication. Metrigy research estimates that having a single cloud vendor providing all your communications tools can reduce your total cost of ownership by up to 56%. We’re also chosen because of our integration with Microsoft Teams - We are the only Gartner UC Leader with a Gartner recognized CC product to be certified by Microsoft for Teams, and puts all of your customer experience functionality directly into the Teams interface. We look at our solution as the perfect compliment to the Teams experience, and our Direct Routing integration is chosen about 4 times more often than our competition. Over the last couple of years we’ve seen a pretty dramatic shift in how customers do business - most of them are opting for either a hybrid or even a fully remote employee environment. And that shift is another reason that 8x8 has been really successful over that time period. Whether you’re simply looking to enable at-home workers, expand your labor pool by hiring remotely, or looking to deploy a solution internationally, 8x8 is an ideal choice because of our mobility and geo-routing capabilities.
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What is 8x8 Voice for Microsoft Teams?

▪ Cloud-based direct routing service 

▪ Enterprise-grade telephony with 99.999 platform wide 

uptime SLA and unlimited global PSTN calling plans using 

Teams

▪ Enables Teams PSTN calls in the contact center (using 8x8 

Teams certified CCaaS)

▪ Integrates business messaging (SMS, MMS, Fax, Voicemail) 

and self-service access into Teams 

▪ Provides status visibility of Teams clients to 8x8 Work 

users

▪ Automated call recording and playback from within the 

Teams interface

Enterprise 

Telephony

25+

Integrations

Teams Certified 

Contact Center

Advanced 

Analytics

Global Calling 

Capabilities

Messaging, 

eFax and 

Presence

Call 

Recording

Voice for 
Microsoft 

Teams

Presenter Notes
Presentation Notes
So 8x8 Voice for Microsoft Teams is …A cloud-based direct routing service to make/receive PSTN calls using the Teams App.It offers a native Teams experience with enterprise-grade telephony + contact center capabilities.You get a full set of  enterprise grade telephony capabilities that include:  Full PSTN calling for Teams users, Knowledge workers, and contact center agents - make and receiving calls to fixed lines or mobile phones Unlimited calling plans in 47 countries + PSTN Replacement service in 43 CountriesOut of the box native integrations with 25+ business appsEnd to end analytics for 8x8 calls initiated by both Teams and non Teams membersAnd it’s all underpinned by an industry leading uptime and availability of the 8x8 network.We augment Microsoft Teams with more economical Calling Plans, especially for customers that make frequent calls (locally or internationally),And extend Teams PSTN calling to countries where Microsoft don’t yet offer calling plans, so that customers get the most from Microsoft 365The no phone left behind part is really important. Knowing your customer is key here. [[ this is more applicable VS calling plans/basic trunk Direct Routing/operator connect]]Retail : Phones at registersMedical: Phone in exam room 3Logistics: Loading dock phoneManufacturing: Safety phone beside big scary machine #2Think about all the phones in your organization that don’t have an email address. Is it really the right move to start adding more configuration and complication into your M365 account to facilitate this. Analog, DECT, Overhead Paging … This is becoming easier over time with MS but for now it remains awkward/new.
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ICA - Intelligent Customer 

Assist

“How can we streamline what you have to do?”

Presenter Notes
Presentation Notes
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Customer Service in 2023
Customers demand instant, personalized service across all channels

Increase in service requests1  (2020 – 2021)

Personalized

90%
will spend more with companies 

that personalize the customer 
service they offer them.1

Instant Service

89%
will spend more with companies that 

allow them to find answers online 
without having to contact anyone.1

+24%
Phone

+17%
Chat

+32%
Social Messaging

Presenter Notes
Presentation Notes
ICA (Intelligent Customer Assist): automated attendance hotline, automation for common questions about class schedules, etcZendesk, CX Trends 2022
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A simple, proven solution for results-driven conversations

8x8 Intelligent Customer Assistant

Intelligent Customer Assistant (ICA) is a 

powerful, user-friendly conversational AI 

solution that enables businesses to 

create simple to complex engaging self-

service experiences across any voice or 

digital channel, multiple regions and 

languages. 

Presenter Notes
Presentation Notes
so what is it …. Intelligent customer assistant is a simple to use, conversational AI solution that allows you to create engaging self-service experiences across any channel, any region, and multiple languages! 
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IT Independence 

Differentiation: No-code designer

■ Graphical, click & add scripting tool to design & 

manage dynamic customer experiences 

■ Build conversation flows once and apply to any 

channel, in any language

■ Seamless handoff across channels, departments, 

specialized bots  or live agents

Presenter Notes
Presentation Notes
GCTI your trusted technology advisor will be able to work with you and design the solution to accomplish your goals and you’ll be able to use reporting on next slides to continually improve.
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Actionable Insights

Differentiation: 360° performance optimization

■ Built-in, comprehensive analytics solution for 

intuitive monitoring and reporting

■ NLU flags problem areas and presents 

recommendations for bot improvement

■ Analysis of intent metrics and channel 

specific data for rich conversation insights
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Conversation IQ

Presenter Notes
Presentation Notes
CIQ Conversational IQ): record every call for legal protection (less focus on scoring and evaluations and more focus on what speech analytics can deliver) – are a lot of people calling and asking about specific topics like registration or sports? Front end your ICA with that info and make it even more effective
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Conversation IQ

Insights and professionalism 
from the front desk to the back office

▪ Value - Single-source speech analytics and 
quality management solution for all user roles

▪ Ease of use - Rapid deployment and ready-to-
use evaluation templates

▪ Insights - AI-driven sentiment analysis and 
keyword tracking with speaker identification

▪ Consistency - Customized coaching across 
the organization

▪ Automation - Holistic reporting with drill-
down detail

Presenter Notes
Presentation Notes
Conversation IQ refers to our Quality Management and Speech Analytics application – which is now offered for our 8x8 Work unified communications customers.Con IQ brings Tremendous Value. It provides users with Single-source of speech analytics and quality management insights that can be scaled appropriately for all of your different roles.It is easy to use (as we will see in todays demonstration) -  your users can Rapidly deploy and being using our sample evaluation templates and speech topics – they will be enabled on day 1!Conversation IQ can improve your insights – the AI-driven sentiment analysis and keyword tracking with speaker identification makes it easy for your Supervisors to keep a finger on the pulse of the conversation as they evaluate performance.It provides Consistency – you can customize coaching across the organization – and your users will know exactly how and where to look for performance tips and suggestions to take their service to the next level.Conversation IQ can Automate your previously exhaustive topic search tasks with its Holistic reporting and drill-down detail your supervisors won't need to spend much time at all to locate topics and experiences of interest.
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Integrated Video - CX

Presenter Notes
Presentation Notes
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Integrated experience for Video inside CC

Improvements:

● Video window inside AW

● SMS sent direct from AW

● Beta FQ3 (now)

Presenter Notes
Presentation Notes
CPaaS (Platform as a Service). It’s a more vague topic, but there are a lot of built in features that schools would want like mass texting, mass outbound dials, multi-factor validationBryan shared about our CPaaS platform, where agents can interact with a customer via videoBut we want to enhance the experience for both ends (Agent and Customer)Agent can elevate to a video in 2 clicks / SMS will be send to the customerCustomer don’t need to install anything and this customer can show their problem/boiler/car-scratch/etc…This is in Alpha now, we have 3 customers on it (one of them is a very  known bike brand that is doing post sell assistance)During this Alpha we are learning with our customers, example we got UK Public sector that really need precision location from the customerExample: to know precise lamp-post locationNext Quince to talk about Partner branding———————We heard you, we heard you were hitting zoom in so many deals for this and we delivered !!Keith mentioned working with CpaaS and this is the most common usecase Integrated solution for video with Agent WorkspaceList of why this is better than what we currently have - The video window is integrated with agent workspace, so the agent can click on it to get it back and not lose itThe SMS message that is sent, comes from agent workspace so it can be easily added into the platformThe video implementation is part of Agent Workspace, so the intention is that there is no need for any amendment to their contract or a new contract with CPaaS (billing / GTM to be decided)This feature will be tested with customers, so it will be enhanced through feedbackSend out the message using 8x8 Agent SMSVideo link starts and so agent can see customer cameraUsecases - Parcel delivery for retailSee property defects for housing associations/rentersHealthcare phone calls



Innovation
Customer 

Experiencex

© 8x8, Inc. All Rights Reserved.

Presenter Notes
Presentation Notes
With XCaaS we are talking about breaking down boundaries between employee and customer experience, and we take that to heart in our own initiatives.SaaS have evolved in so many ways - from the customer success practice becoming ubiquitous, to ever-evolving success metrics, to the proliferation of tools for post-sales customer feedback and insights.But the fundamentals for success have not changed. And as Innovation and Customer Experience become more importance, there is the need to develop and deliver ways for SaaS technology to improve how businesses service and provide value to their customers.So, I want to briefly take you through the 8x8 customer experience model. 
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Thank you For tips, updates, and the latest information:

8x8.com

@8x8

facebook.com/8x8inc

linkedin.com/company/8x8

youtube.com/8x8inc

instagram.com/8x8inc

800-366-1711
Email: Sales@gcti.com

Presenter Notes
Presentation Notes
Thank you for the time and attention. I’m happy to answer any questions you may have.


	Slide Number 1
	Agenda
	Slide Number 3
	Slide Number 4
	Slide Number 5
	IT leaders on the importance of an integrated platform
	About 8x8 
	Slide Number 8
	Slide Number 9
	Tools for employees and customers lacking
	XCaaS by 8x8
	Powering all personas company-wide
	ONE Integrated cloud technology platform: X Series.
	Why Customers Choose 8x8
	What is 8x8 Voice for Microsoft Teams?
	ICA - Intelligent Customer Assist “How can we streamline what you have to do?”
	Customer Service in 2023
	A simple, proven solution for results-driven conversations
	IT Independence 
	Actionable Insights
	Conversation IQ
	Conversation IQ
	Integrated Video - CX
	Integrated experience for Video inside CC
	Slide Number 25
	Slide Number 26

