CRESTA USE CASE BRIEF

CreSta for Poorly-managed retention conversations in
‘ revenue-generating contact centers cost millions

Rete nt IoNn of dollars every year in lost revenue and wasted

Retain more customers, - “ expense. Customer churn, cost of customer
re-acquisition, and cost to retain all combine to
make poor retention performance a critical issue
for contact center leaders.

more efficiently using
generative Al assists
and insights.

Whether your agents are driving customer saves

| | Do you know which retention behaviors really or upgrades, the best way to increase retention is
L drive conversion, saves and upgrades? to follow proven best practices from top
) ) ] performers in your contact center. But how do you
Doyou kr?ow ITkey behav'(?rs are being discover the behaviors that are actually driving
v followed in 100% of retention . . .
retention and turn them into an actionable

conversations?

playbook that works at scale?

X How do you reinforce key behaviors and
/1 tactics during and after retention
% conversations?
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Discover winning retention
behaviors
Cresta’s proven formula for

increased retention performance

Analyze your contact center history and
use generative Al to identify behaviors
that drive retention outcomes.

CRESTA

See impact & iterate

Real-time guided

conversations
Track adherence, compliance and outcomes to

build automated, individualized, Al-informed

coaching plans for every agent. Drive every conversation toward your identified
behaviors and results with real-time hints,
checkists, and automated virtual agents.
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A leading media company
gUSt?tm.er Cox increased customer Holiday Inn saw 30% increased their save rate
esults: retention by 10-20% and net increase in conversion while by 3.2% while reducing AHT

revenue for retention by 4-6%. cutting agent attrition in half. by 6 seconds.



How Cresta helps revenue-generating contact centers retain more customers

Before the conversation:
build in-depth models of your ideal
retention conversations.
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« Use historic conversation data to
generate an end-to-end map
of your conversations.

- |ldentify top-performing agents, the
behaviors that drive their
performance, and the pivotal
conversation moments that drive
retention outcomes.

« Automate the highest-volume,
lowest-variance conversations with
Cresta Virtual Agent to contain more
cases and reduce overall retention
costs.

During the conversation:
guide every conversation toward your
ideal retention outcomes.

Thank you for calling Stallings WP
Financial. My name is Alice, [
how can | help you today?
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I've been trying to cancel my
account on-line and it's been super
annoying. | can't figure it out.

| am so sorry about the trouble you
are having. | will personally make

WP
(W
sure to get your problem solved.

Great job showing empathy! 0

« Surface behavioral hints at key
moments in response to customer
intents.

« Build guided workflows and
checklists to guide your agents along
the ideal conversation path to retain
a customer.

« Track adherence to every behavior
along the ideal path, for every agent,
with behavioral-understanding Al
tools that don't rely on keyword
recognition.

After the conversation:
coach agents toward high-impact
behavior changes.
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Outcome insights
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« See outcome insights that correlate
agent behaviors with retention
outcomes.

« Discover coaching opportunities to
make the biggest impact on
retention outcomes, automatically
generated by Cresta’s Generative Al.

» Feed outcomes data back into
conversational models so your
customer understanding is always
up-to-date.

« Automate after-call work with
generative Al-powered note-taking &
summarization.

Why revenue-generating contact centers choose Cresta

Effectiveness,
not just efficiency

Understand and drive behaviors
that lead to real business
outcomes like retained and
upsold customers, as well as
optimizing efficiency metrics like
AHT and cost to retain.

Empowered coaching

Individualized coaching plans
for every agent, generated by
Al, informed by adherence,
sentiment, and outcomes
data from every single
conversation that agent has.

Generative Al innovations

You don't need to be an Al
expert to leverage the latest in
generative Al technology for
better retention. Enjoy Al-
generated conversation maps,
suggested responses, auto-
summaries, and more.

Fast time-to-value

Get up and running in weeks,
not months. Our conversational
Al experts will help you design,
test, and implement
conversations, and empower
you with no-code tools to make
changes and adjustments.

Find out how you can supercharge your sales force: @& NEERE]RGTETL CRESTA


https://cresta.com/demo/

