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A Brief History of Analytics

 Shifting from linear industrial models to Data economy.

The most important, and indeed the truly
unique, contribution of management in the
20th century was the fifty-fold increase in the
productivity of the MANUAL WORKER in
manufacturing. The most important
contribution management needs to make in the
21st century is similarly to increase the
productivity of KNOWLEDGE WORK and the
KNOWLEDGE WORKER.

(Peter Drucker)
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The Era of Knowledge: Knowing What to Ignore

« Data is ubiquitous, but is it all useful?
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The Evolution of Customer Experience (CX)

Trends in CX and Their Real Impact

* The Rise and Danger of Generative Al (GenAl)
» Observability and not knowing what we don’t know
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Purpose of Analytics and Insights

 Define the main goals of using analytics and
deriving insights from data.

PURPOSE OF ANALYSIS

« Optimal - desired knowledge or performance LN NGa) N\ o 3 If you do not know how to ask the right question,

= Actual - what people know and do Ve _ - \ / you discover nOthlng.
= Feelings - opinions about the problem or task ‘ By A \ *:, : I tmy = b~ (W Stk Deming)
= Causes - why people do or don’t do things AN Jif/ s/ '

= Solutions - ways of ending or diminishing
problems
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Agile Integrations and Data Empowerment

 Define the main goals of using analytics and
deriving insights from data.




Security and Decentralization

* Discuss the importance of security and the trend towards
decentralized data management.

DATA GOVERNANCE MODELS

Centralized data Decentralized data Hybrid data governance
governance model governance model model
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Contact Centres as Strategic Assets

 Highlight the strategic importance of contact centers in the
modern business landscape.
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