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A customer is on your support website. They are having a
problem with one of your products. They are seeking help to
solve their problem, but they don’t know where to look, and
they don’t know how to contact you. They need personal
attention. You want to keep them as a happy, loyal customer,
and to help them, but how?

You need a way to reach out, a way to communicate directly
to them, a way to help them when they need you the most.

Now you can. Introducing TOS’s Customer Experience
Platform (CXPSM), a rules-engine that optimizes your website
providing rich customer experiences. Using CXP,SM customer
behaviors are analyzed in real-time and your website is able to
respond rapidly, providing dynamic feedback so that you can
help them solve their service or support issues immediately.
And the best part is you can accomplish this and, at the same
time, reduce your customer service and support expense.

CXPSM is an active rules manager that connects customers’
interactions with your website to deliver active personalization
and one-to-one customer service and support. Customers
might receive customized help based on whether they 
are high-value or low-value customers, what products they are
having problems with, where they are looking on the website,
what different channels they are choosing, or what documents 
they are viewing. What makes this real-time response possible
is the fact that CXPSM operates independently from the 
implementation of the website, which means that this 
functionality is controlled by content managers rather than 
IT. CXPSM is easy to use, can be implemented on any platform,
and provides quantifiable results. And you do it all without
having to rebuild your website.

”TOS’s CXP fosters a more positive and 
seamless experience for our customers 
using mcafeehelp.com, without requiring 
costly and time-consuming engineering
resources. We get happier customers 
and they get the help they need. It’s 
a perfect partnership.”
 
Technical Support Business Management, 
McAfee, Inc.
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CXPSM gives service and support professionals the power to choose the ways and means
of fine tuning your customers’ experiences.

CXPSM is a real-time, rules-based builder for dynamic personalization of content and
processes. CXPSM is an enabling technology that changes your website's behavior, without
you changing code. There is no complicated scripting, coding, development cycles or
change control processes. CXPSM is deployed similarly to web analytics tools through tag-
ging web pages. But, instead of reporting what customers are doing on your site, CXPSM

uses business rules to respond to customers’ interactions. Best of all, you can do this 
yourselves – we consult with you on your goals, provide the tools, offer support, and
empower you to create and change the rules – dynamically – on your own.

CXPSM Helps You:

Reduce your dependency on burdened 
IT resources

Deliver dynamic messaging in minutes

Increase call deflection rates

Improve customer experience and loyalty

Offer optimal channels for communication

Lower overall costs

Increase or find new revenues

Improve profit margins

Increase ROI for your online 
support investment

At TOS, we are committed to the idea of choice for 
our clients and your customers – the power to choose. 
Our mission is to be the provider of choice for customer
contact services through providing each client the right
solution that combines rigorous methodology, professional
services and flexible technology applications to improve
customer contact. We specialize in Right Channeling,SM

a proven methodology designed to optimize customer
contact solutions to enhance brand loyalty, improve 
customer satisfaction, drive business initiatives and reduce
service costs.

Founded in 1986 as an IT services company, we have
evolved into a contact center services and solutions provider
delivering customer contact solutions to
industry-leading clients worldwide including Overstock.com,
McAfee, Inc. Philips Consumer Electronics, Thomson (RCA),
Aon Warranty Group and LensCrafters.

ABOUT TOS

Contact us to learn how CXPSM gives you 
the power to choose.

Rapid response to time-sensitive market
events. CXPSM lets you move fast to take
advantage of opportunities. When a news
story hits the airwaves that could affect
you, your products or your customers, 
you can rapidly create messaging on your
service and support website to address
the issue and potentially deflect costly 
live interactions from reaching your 
contact center.

Independent control. CXPSM is built upon
TOS’s Right ChannelingSM methodology.
We provide the support and the tools,
but you can decide how to let CXPSM

influence your customers’ behaviors and
actions. We believe that you know your
customers better than anyone, so letting
you have more dynamic, customized
interactions with them is the best choice
for everyone. 

Active personalization. With CXP,SM you
can develop new ways of interacting with
customers, such as personalizing their
experiences based on past order history,
upgrades for their current products, 
or interaction channels based on how
they have communicated with you in 
the past. You can even present different
experiences for high-value vs. low-value
customers.

Dynamic offer presentation. Using CXP,SM

you can build and deploy dynamic offers
based on customers’ interactions with
the site, including change offers based
on which products customers have 
purchased in the past, which version of
the product they have currently, or by
addressing specific problems they are
having with their product.

Case Study Success
Pilot tests of CXPSM have achieved significant 
ROI results for TOS’s clients. For one client, 
a 90-day test produced:

Upgrade offers which generated a new line 
of revenue from service and support 
organization – projected to be $100K annually

A 4% - 6% sales conversion rate for the
upgrade offers

Cost savings resulting from call defections
that otherwise would have occurred

Increased overall revenues and profitability

A service and support website rated among
the Top 10 on the web by the Association of
Support Professionals

Bottom Line – CXPSM deployed in a service and
support environment, is expected to help one
client save nearly $1 million in costly customer
interactions while generating revenue that was
previously left on the table.

Our customer is most impressed with the fact
that the annual cost of CXPSM is only a fraction 
of the benefits created!

Screen shot of CXP rule builder.

KEY BENEFITS OF CXPSM
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