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Conduent CX Research Finds Strong CX Fundamentals Are Essential for Maximum Impact in the
Retail/leCommerce Consumer Relationship

September 13, 2023 at 8:45 AM EDT
Research reveals RetailleCommerce brands can’t be distracted by emerging technology or communications channels

FLORHAM PARK, N.J., Sept. 13, 2023 (GLOBE NEWSWIRE) -- Conduent Incorporated (Nasdaq: CNDT), a global technology-led business solutions
and services company, released new research that provides a focused, in-depth view of the state of the customer experience (CX) within the
retailleCommerce vertical. At the center of the research findings, the lynchpin to standout customer experiences is a strong dedication and discipline
to CX fundamentals, such as people, training, and robust processes, that layer in advanced technology, and not vice versa. The research, Experience
& Loyalty Insights: A Research-Based Review, is a collaboration between Conduent and Execs In The Know.

Key Research Findings from Corporate CX Practitioners
Based on this survey of corporate CX practitioners, the research identified four areas where Retail/leCommerce brands should invest to heighten
customer experience:

e Self-service capabilities for consumers to achieve quick, efficient resolution of high-volume inquiries

e Measurement of customer satisfaction and engagement as an indicator of loyalty

e A consistent, empathetic omnichannel customer experience across delivery channels (i.e., email, chat, live, social, etc.)

e Standardization of business processes leveraging journey mapping, human-centered design, and industry best practices
(e.g., COPC Inc. certification across delivery centers and geographies)

CX Impacts Business

Research shows companies have made progress on the level of customer care provided, but brands still must do better. Customers are seeking out
faster, simpler transactions, more consistency across channels, and easier access to live support. For example, 42% of survey respondents said the
care provided today is “Better” or “Much Better” than that of three years ago. The good news for Retail/e-Commerce brands is that 62% of their
customers think their customer care needs and expectations are generally being met, versus 35% of consumers across all industries.

“Regardless of the industry, companies must understand that delivering exceptional customer experience is essential to developing and maintaining
loyal customers and to converting new customers. A key insight from the research is that success starts with the fundamentals of customer service,
and the importance of focusing on a strategic roadmap to meet the needs of each consumer rather than the appeal of new technologies,” said Ryan
Collins, Vice President of CXM at Conduent. “At the core of excellent customer experience is the focus on people, process and strategic technology,
leveraged together to meet expectations today and tomorrow.”

Brands Need to Take Action
The research also identified several specific areas where brands can improve their customer care offering. These included improving access to live
support, faster service, and better communication skills among agents and brand representatives with the following:

e Advanced Technology: Conduent’s cloud-based technology stack is built on a fully integrated secure platform
incorporating conversational Al, sentiment analysis and predictive engagement to improve business outcomes and increase
efficiency. Customers can quickly route through automated help, and workforce planning helps brands plan for peaks and
valleys in support needs.

e People: Industry analysts frequently recognize Conduent for resourcing and training quality multi-skilled and multilingual
talent who are empowered to empathetically work with customers to address their needs and help strengthen their
relationship with brands.

e Processes: Conduent helps businesses and agencies elevate their performance by leveraging Al and analytics to
automate processes and repetitive tasks, as well as develop insights to improve the customer experience.

By focusing on consumer loyalty, providing meaningful relationships, and aligning staffing, training, and processes with the brand’s cultural identity,
customer experience leaders can elevate their business success.

Conduent is a strategic advisor and partner to a broad base of Fortune 100 and government clients with its industry leading customer experience
solutions.

About Conduent

Conduent delivers digital business solutions and services spanning the commercial, government and transportation spectrum — creating exceptional
outcomes for its clients and the millions of people who count on them. The company leverages cloud computing, artificial intelligence, machine
learning, automation and advanced analytics to deliver mission-critical solutions. Through a dedicated global team of approximately 60,000
associates, process expertise and advanced technologies, Conduent solutions and services digitally transform its clients’ operations to enhance
customer experiences, improve performance, increase efficiencies and reduce costs. Conduent adds momentum to its clients’ missions in many ways,
including delivering 43% of nutrition assistance payments in the U.S., enabling 1.3 billion customer service interactions annually, empowering millions
of employees through HR services every year and processing nearly 12 million tolling transactions every day. Learn more at www.conduent.com.

Media Contact:


https://www.globenewswire.com/Tracker?data=q-2PoMU_6UPyGy-vA_lJGWBGwr-DGVHUW3WJ20g7GQLA9nlge5TbbyfEhwrpJnnipsmS-GIxr37bcRnhSwfpyQoQrke1AMziPZPwBFqjVX8=
https://www.globenewswire.com/Tracker?data=CZfk6Y_J2j5uWuYMl3eeUJZO9QQPMK13oNheAmJylTIqJqUszIoj4QNkPxnGknrR5HUIBVPUOuE5ZeFgzvzVgnFm-JIldzSLomrhHW10mvVwzTJ5Uet97rvNhS2Bvauf7ty7dJvzzinBwpi5TL3pbJ8mUKLkL7ifE4cK6Gup7Jmi2I8dfjWYjjP_Vd0_7LnrNlE--vMEwT60qpwsCLeR0hHp-7QEoxZ-lBcAhgaunSgfvV9ze4f5Ecxhoc5XjVKsC7KOlGV2vGRxnyZ3s0XJx6sB2OELjcL-4ibvwx_7tjH7NrCJD5FY2I9btc5Qc0W0SW4y41rk-9DeMl1I9QJDSYrc5ZdiDhzyxgmvUFJvPf8=
https://www.globenewswire.com/Tracker?data=aZiRcfxLuDu3TpDpoAZjFYD1-kJD2VIUQ9u6jCsxF05xLjJtVVWT9-UM0ulT0-7pWe6mnwuWkvZDQTdR2osFGwpPGkR0VyxqsO4MeEWIUUE=
https://www.globenewswire.com/Tracker?data=tikzgCjS7t1NoRN-uQVfpPmvfeAopJCWXSLu5A0SCHHtGOH1URbxgR7tAGmQpPOGfS8B7h0rkW2vqHCTYt5BO1IXJLl5KLnDjuTRKXURBzHOeJTCeY7jweZwdyIxjwCWwXyTWF9LA6nj93rjZfqgig==
https://www.globenewswire.com/Tracker?data=dl9Jo0jJKIDNQEfROU2r8hcmtUtgANciQ47ZTw_jetYS76PuN5fe-Ft_oDdZr0QC6ncm4m269ylEMqeFHhB3Zw==

Lisa Patterson, Conduent, +1-816-305-4421, lisa.patterson@conduent.com

Investor Relations Contacts:
Giles Goodburn, Conduent, +1-203-216-3546, jr@conduent.com

Note: To receive RSS news feeds, visit www.news.conduent.com. For open commentary, industry perspectives and views, visit http://twitter.com

[Conduent, http://www.linkedin.com/company/conduent or http://www.facebook.com/Conduent.

Trademarks
Conduent is a trademark of Conduent Incorporated in the United States and/or other countries. Other names may be trademarks of their respective

owners.

CONDUENT § .,

Source: Conduent Business Services, LLC


https://www.globenewswire.com/Tracker?data=vilfTOhPgqxKiGbu30I5B3dIOWSBMvy9waBDhl4Oi7opsp6M9glNHZBO37mU0wY297LS57hg4vJqx9wnL_1t_3b7d49AsSt-pmYi2qnLbbkwUXQyKpYwTMHrXoqTpvR-
https://www.globenewswire.com/Tracker?data=6GcZhPgrdT4TV4ynLCydf3dif9SS0aUvzbypsJ3NjGJS57TewPPRYVCw1ZPdiHlldodGqy-IqqoIiiXRaDp1Ug==
https://www.globenewswire.com/Tracker?data=OsFpLs5XbgOCma_XKdi0cypNwUWCEsd0fsmYtjINm4BHisSw8wX7c_gND9nH8UkAEIYXgl9uO966YS_S3ovnuvLok-HisL28rmJCXuPKV0w=
https://www.globenewswire.com/Tracker?data=jXamLNh2wCchqEUEYyQCQC0-OyxG_q4yogQY4r2MpukbKODPVyze-fYZXO2TuGo6nNwyui-nW0oBwTSRgeOT4LIa0MOsBQO16CWs05vXL8U=
https://www.globenewswire.com/Tracker?data=jXamLNh2wCchqEUEYyQCQJ1mv6pSHMTZkFj6I-pfBq6fOJk18c2Hf21iruxdFhdUaq6Q-f6ChNBmA1hSKBm-GmvxEuJ6Jf_gDgu68z0Q3iURUicr04DtYFAfbBzkvKX3fwCDmbPBD8O4rRJCdtFM7A==
https://www.globenewswire.com/Tracker?data=jXamLNh2wCchqEUEYyQCQC83ZoIPJPXERVV3rfkN2rm7UGowGMeKZ3MOgb_tIKLMe57xYJ_3IoBsGMgx10XlPIxcOxG6IIIMqHPWIbGvV_1JArJ_J1PLrrhAmXAU0ZiN
https://www.globenewswire.com/NewsRoom/AttachmentNg/745b0d46-2456-4842-8b0d-9efe4d05dbd6

