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The Role of Customer Experience
in Sales

How organizations interact with their customers throughout the journey determines
their ability to sell solutions and build customer loyalty. The key is to focus on the
customer and offer a complete experience that not only meets their immediate needs
but also forges a long-term relationship based on trust and continuous satisfaction.

Whether selling to the end consumer or large corporations, customers always want
their expectations met, and they want to feel your organization cares about their
context and needs.

A great customer experience significantly drives sales in any
business model:

Investing in CX can increase
cross-selling by up to 25% and
improve engagement by up to
30%.

Source: McKinsey.

86% of shoppers are willing to

pay more if they perceive a @)
great experience during their
buying journey. @

Source: Walker.

64% of users prefer a
completely personalized
experience.

Source: Atento.
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Sales with CX for End Customer

Competition and the general state of the market have led consumers
to seek quality products and services and want consistent and
seamless experiences before, during, and after their purchase.
Companies that offer a superior experience establish a clear
differentiator that allows them to retain customers, sell more, and
acquire new ones.

81% of retailers have increased their investment in CX
iInrecent years.

Source: D/A Retail.

To manage a complete and exceptional experience, organizations must:

Putting the consumer at the center of all decisions requires a deep
understanding of their needs, wants, and behaviors. Responding quickly to
changes during their journey makes customers feel valued and understood.

You can't understand or predict consumer actions without collecting data
from all interactions. Identifying patterns, trends, and insights allows you
to make informed decisions and anticipate market demands.

Presenting unique interactions is key to building customer loyalty. Sales can
be increased by presenting the right offer, at the ideal time. Analyzing the
journey and implementing personalized communications will not only make
customers feel valued but also guarantee the perfect timing for their
acquisition.

Integrating touchpoints and avoiding friction requires a precise and
coordinated interconnection of social, digital, and traditional channels.
Achieving this improves the customer experience and increases sales
opportunities.
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CX + Inside Sales for the B2B market

Purchasing decisions in the B2B business model are driven by collective, complex, metrics-based
decisions. That's why B2B customers are looking for complete, personalized, and seamless
experiences. The big players know that the market has changed, which is why they have incorporated
Inside Sales strategies, which focus on building strong relationships and selling remotely using advanced
technology and data.

By 2025, 80% of B2B interactions between suppliers and buyers will occur across
multiple digital channels.

Source: Gartner.

Thanks to CX enabling technologies and a customer-centric approach, more effective and
personalized Inside Sale strategies can be put in place. Here are some customer experience keys that
drive B2B sales:

Demand generation

Specialized agents

Data Science and Al

Proactive omnichannel
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Atento, The Comprehensive Solution

No matter the focus of your business, boosting sales requires time, resources, and strategic allies. At
Atento, we are your ideal partner for achieving real and measurable impacts on your sales metrics.

Through Rocket Sales, a modular solution that accompanies your customers and prospects throughout
their journey, we aim to double your conversion rates.

(—< +1'+ How do we do it?: +1'+ %
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High value Analytical A team of Omnichannel
products intelligence specialists presence
We drive sales of We create databases, We train the best agents We integrate the ideal
products and services collect information, with solid knowledge of contact points to reach
that deliver more value apply analytics to predict your brand, your sector new customers and
and offer better and employ Al to ensure and your clients. establish new segments.
conversion margins. successful contacts.
\ ' '\ I\ 4

In addition, we have world-class tools and capabilities:
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LUI (Language Speech
Analytics
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Data

User Interface)

Artificial Automation
Science intelligence
+
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Digital Sales for the B2C Market Inside Sales for the B2B market

85% of the d b d 75% increase in customers
+85% of the database covere reached

o .
+60% of contacts effectively +50% increase in NPS rating.
reached

74% more revenue effectiveness Up to +40% in sales
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Our Results Speak
for Themselves

At Atento, we ensure that each challenge has a complete
and appropriate solution for your organization's needs. We
look for meaningful sales that add value to your business as

much as your customers. Our focus is on end-to-end
support for lead generation, optimizing the consumer
journey, and creating exceptional experiences.

As an example, here are a couple of success stories that excite us:

Satisfied customers +sales,

guaranteed sales @ +protection DDD[I

Faced with increased market demand, a major A major auto insurance company in Latin
department store chain in Mexico and the America wanted to increase the monthly
United States needed to answer more than leads it receives and its conversion rate.

255,000 calls per month in English and
Spanish to increase customer satisfaction
and improve its results.

Atento implemented a state-of-the-art holistic After a year of implementing Inside Sales,
solution that led them to achieve: Atento's solution was able to:
4 86%inthelevel of customer &4 43%increasein leads generated per
satisfaction. month.
<= Significant reduction in operating 4= Increased the conversion rate from19
costs. to 38%.
<4 Considerable increase in sales & Extend the sale of policies by 78%.
revenue.

\_ ittt |\ Fhh gt

‘ 5



If you want to boost your sales and
ensure an incredible experience for your
customers, Atento is your ideal partner.

Let's work together!:

@ atento.com
S\ [ Atento
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with human touch



