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Why Customer Experience is
Essential in Digital Transformation

+

Digital transformation is now essential for companies aiming to remain
competitive in a constantly evolving market. This paper explores how
digitalization impacts various industries, offering tailored solutions to
address specific challenges in sectors such as Finance, Insurance, Retail,
and Ecommerce. We highlight how adopting new technologies can
transform customer experience, enhance operational efficiency, and
drive measurable results.

Automation, artificial intelligence,
and real-time data analytics are
revolutionizing the way businesses
operate, allowing them to not only
optimize processes, but also
anticipate customer needs,
provide faster responses, and
personalize their services. Digital
transformation isn't just a trend,
it's an essential strategy to stay
ahead of the curve.
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How Digital Transformationis
Shaping Key Sector
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prominent ones.

.

Digital transformation is profoundly changing the landscape of
diverse industries, each facing unique challenges and opportunities
on its path to digitization. We will review some of the most

+

Financial Sector: Driving Transformation

Automation of 30% of banking processes
Automation solutions allow repetitive tasks in financial institutions, such as

managing payments and customer inquiries, to be performed without
human intervention, reducing time and errors.

Artificial intelligence adoption enables banks and financial institutions to
offer more personalized, efficient services, reducing response times and
enhancing customer experience.

Soluciones digitales en el Sector Financiero

Technology Application

e Artificial Intelligence (Al)
Machine Learning

@ Robotic Automation
Process Operations (RPA)

® Chatbots
Artificial intelligence
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e Financial Services
Customization

® Payment and transaction
management

® Customer service,
automated

e Improved financial
decision-making

® Reduction of time and
errors

® Increased efficiency and
availability
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Insurance: specific digital solutions

Digital transformation has increased agility in claims management, policy
personalization, and risk analysis within the insurance industry.

Up to 50% reduction in claims processing time:
Thanks to automation and artificial intelligence.

Insurers are using Artificial Intelligence to improve risk assessment, while
automation allows large volumes of claims to be processed in less time.

Ecommerce and Retail: Innovation, Experience,
and Personalization.

40% of consumers prefer to interact with chatbots

They offer quick and efficient responses, enhancing the shopping experience and
reducing service costs.

The retail sector has been one of the most impacted by digital solutions,
focused on improving the customer experience and personalizing
interactions through omnichannel solutions, for example:

Experience

e Outdated inventories

® Lack of customization

® Customer support,
limited

+

e Automated inventory
management

® Customization with
Artificial intelligence

® Chatbots

Omnichannel support

e Immediate product
availability

e Targeted offers and
recommendations

® Quick response from any
channel
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Digital Transformation in Healthcare:
Enhancing Patient Care

The healthcare sector is experimenting with digitization with the
automation of administrative processes and improving the patient
experience. Digital solutions make it possible to optimize appointment
management, access to medical information and interaction with patients,
achieving more efficient and personalized care.

+

+

+ +
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30% reduction in waiting times for medical
consultations.

Al and automation in appointment management have

+ reduced consultation wait times, significantly improving the
patient experience.
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In addition, telemedicine and Al-assisted diagnosis allows
patients to access medical consultations from anywhere, while Al
facilitates faster and more accurate diagnoses
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Notably, many other industries are also leveraging digital solutions to improve
operational efficiency, streamline processes, and deliver a more personalized
experience to their customers. In the following table we leave you some examples
of how they are experiencing their digital evolution.

Industry Digital solution Example of use

Logistics and
transport

o Automation

o Artificial intelligence

Telecommunications

+

o Chatbots

® Virtual assistants

Tourism and hotels

<+

e Solutions based on
Artificial Intelligence

el Rt il

+

@ Use of collaborative
robots (cobots)

Factor
Y ® Al in industrial

. + processes

y it

|.+ _ e Project Management
Consulting & Automation

# PrOf?SSDnaI e Advanced analytics
Services

+

e Collaborative platforms

+

+

+

+

» Optimize delivery routes and
reduce fuel consumption.

» Real-time tracking of shipments

» Inventory optimization

» Solve technical problems
without human intervention

» Improve customer
satisfaction

» Reduce waiting times

» Automated bookings:
personalized accommodation
recommendations and activities

» Production Line
Automation

» Supply chain and production
optimization

» Improves product quality

» Reduce waste

» Optimizing Remote
Work

» Managing globally
distributed teams

» Improve collaboration
and productivity
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Atento’s Digital Transformation
Strategy for Leading Industries

Digital transformation requires not only the adoption of new technologies, but a
comprehensive strategy that allows companies to redesign their operating
models and improve the customer experience.

Atento has pioneered Business Transformation Outsourcing (BTO), an approach
that transcends traditional BPO services. This strategy offers companies the
ability to transform their internal and external processes, driving comprehensive
digitalization that improves both operational efficiency and customer interaction.

Thanks to its ability to integrate intelligent automation solutions, designed to
optimize repetitive and low-value tasks, thus freeing up human resources that
can focus on strategic areas, Atento combines solutions such as artificial
intelligence, robotic process automation and advanced data analytics so that
companies can anticipate customer needs and make decisions based on accurate
and real-time information. Here are a couple of examples from our clients:

Challenge 1

One bank was facing challenges in efficiently Reduced application
managing new customer onboarding and processing time by up
cross-selling processes. to 40%

Solution: We implemented a technology-based

approach to automate the account onboarding
process and optimize upsells, using artificial
intelligence and automation to improve efficiency.

Increase in customer
satisfaction between
20-30%




Challenge 2

During the pandemic, the closure of physical stores
severely affected the sales of this important retail
store.

Solution: An omnichannel strategy was created to
integrate virtual advisors who handled online
inquiries and orders. In addition, it implemented
automation for order tracking in both physical and
digital stores.

Atento's next-generation capabilities include:

Increased sales by up to
15-20%

Reduced customer
response time by more
than 30%

P Customer service automation: Through Al-powered chatbots and virtual
assistants, companies can offer a continuous and personalized service,

without increasing costs.

P RPA in internal processes: Automating administrative tasks, such as
data management and transaction processing, improves productivity

and reduces margins of error.

P Advanced data analytics: Harnessing the power of data to improve
decision-making and deliver more personalized and relevant customer
experiences.

With this strategy, Atento is helping companies transform their operations and
stay ahead of the curve in an increasingly digital environment.




A

3
A

To make your business the next
success story, contact us, it will
be a pleasure to be part of your
digital evolution

Contact:

@ https://atento.com/en/

in Atento



