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THE TWO TOWERS

THE JOURNEY CONTINUES
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Growing BYOD Trends

2013:

SMBs
supporting
BYOD will

increase by

14%

® 2012-59%
® 2013-73%

2014

Number of — = =

connected . . .I]

devices:

3.3/embléyée

Gartner predicts
90% of companies

will allow BYOD

Employee tablet use will
see a year-to-year
increase of

50% 4

1.2 billion

smartphones

will enter the market
in the next 5 years
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WHAT DO YOU PREDICT WILL BE YOUR BUSIEST
CHANNEL FOR CUSTOMER CONTACT IN 2015?

Phone still seems to be the busiest channel, but social media is starting
to creep up and may overtake email going into 2016.

@ Social Media
@  Web Chat
 Video Chat (0.9%)
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Busca Busca
DESENVOLVIMENTO RESULTADO
Aliude Afitude
COOPERAGAD RAPIDEZ
PART ICIPAGEO AC&D
CONCILIACAD MANUTENCAO
Afitude Afitude
SOCIABILIDADE SEGURANCA
Busca Busca
ENTENDIMENTO CONTINUIDADE




MUNDO ANTAGONICO

DOMINANCIA CAUTELA
-OLHA E FAZ ACONTECER | - CONTROLADO, PENSA 2K
- MUDA - NAO QUER ERRO
- FICA NA DEFENSIVA
MUNDO MUNDO
MOLDAVEL . NAO
INFLUENCIA ESTABILIDADE MOLDAVEL
- FAZ ACONTECER APARTIR| - DEIXA ASSIM QUE TA BOM
DODIALOGO, DA CONVERSA | - SEGUE ORDENS

MUNDO NAQ-ANTAGONICO






Restarting your PC
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knowledge base

WIKIPEDIA

@ The Free Encyclopedia
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Mobile Parking

Paymg for parkmg |
just got SMarter

Look for Pango App in: U]
Wwwmypango.com '




BYOD — CMDB?!
Bring Your ‘Own Device
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Harvard
Business
Review

SOCIAL PLATFORMS

Your Company Should Be Helping
Customers on Social

by Maher Masri, Dianne Esber, Hugo Sarrazin, and Marc Singer
JULY 15, 2015

This is happening across age groups and income brackets:

17% of people older than 55 prefer social media over the

telephone for service, and nearly half of people earning more

than $200k per year prefer social media over live interactions

for customer service.



f 1 bilhao de jogadores ativoS no mundo

@ 927 das criancas de até doiS anoS Sao jogadores

@ Cerca de 60 milhoeS de BrasileiroS poSSuem
a0 menoS um ConSole em casa

717 doS americanoS ndo Se Sentem motivadoS
no Seu trabalho




Yoda

O personagem Yoda representa a sabedoria para a
Forca e € a evolucao do nivel KCS 11l. A missao do
Yoda na base de conhecimento é analisar os artigos
antes de publica-los, para verificar se estao
conforme o conteudo padrao.

Antes de se tornar Yoda, o analista passara pelos

niveis :KCS I, Luke Skywalker e KCS II, Obi Wan

Kenobi e KCS Il
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EXIGE avatiacio clinica






‘Nao tolerar esperar, ¢ IMPACIENTE
Toma deciaGes IMPULSIVAMENTE
Taz comentarics SEM PENSAR

‘Tem DIFICULDADES PARA PARAR suas atividades



* TFaz as coisas SEM CONSIDERAR as consequencias
* Foge dotrabalho-se ¢ ENTEDIANTE

* ‘Inicia uma tarefa SEM LER com atenciio



PROBLEMAS GOM
FUNGOES EXECUTIVAS

* POUCA nocac do tempo
* ESQUECE DE FAZER cotsas que deveria

* TEMDE RELER as coisas para captar seu significado

* FACILMENTE frustrado









Geatdo de Servicos
para Help ‘Desk e
oService Desk

TFormacac do
tinalista de ‘Help
‘Desk e Service Desk,
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- . PORTO ALEGRE
Geatdo de Servicos SETEMBRG

para Help Deskie 23-24-25-26
dervice Desk

SAO PAULO
OUTUBRO
21-22-23-24

TFormacac do
tinalista de ‘Help
‘Desk e Service Desk,
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