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1 The Contact Centre Outsourcing Industry

The main selling point of a Contact Centre outseurs that they manage customer services from end-t
end at a competitive price, being able to satisfyagreed SLA that covers a wide range of KPI mgtric

quality and customer satisfaction.

Companies expect to benefit from the Outsourcextensive knowledge within the Contact Centréo
improve their customer relationship processes,ltieguin a Contact Centre that is more dynamic and

adaptable to changes that might occur driven byketavolution, marketing strategies, client needs,

So aContact Centre outsourcer is much more than just ssweat shopthat helps companies take
people off their payroll. The Outsourcer’s valuegwsition is much more of a consulting organization
with the aim to improve the Contact Centre opereiof any Company. Their clients can then focus on
their core business, and the Contact Centre Outsmifocus on what they do best, which is improving
processes, managing people and training them tadedhe most qualified customer interactions om th

client’s behalf.

A Contact Centre Outsourcer must have a wide expeige in multiple areas Hiring, training and
managing personnel are extremely important buetisealso a wide range of technological elemeras th

are vital to successfully handle the outsourcedices.

Once the processes and personnel are optimizedratedt controlthe only way of increasing the levels
of productivity, quality and service, is by implemating technological solutionsthat embed the
business rules, automate transactions and taskgenimisiness information and service work flow,
prioritize and blend interactions based on the $tAules demanded, increase overall performandleeof
service and the agents, provide an extensive guadittrol mechanism, provide a full 360 view ovee t
contact centre operations, collect and offer infation which allows you to identify the problems and

plan corrective actions, etc.

Managing Contact Centres efficiently is not an etask, and being successful in this area requires
experience and constant improvements on quality coel. Companies that externalize their Contact
Centre operations normally use the following ciitéo choose the best outsourcer for their opearatio

0 Being able to commit to service requirements (teirand operational)

o Cost of the service
0 Trust
0

Experience in the customer’s specific industry

Although the trust factor is difficult to analyzedcasometimes it might be a very subjective valumtio

must be taken into consideration, because the coynigaves their customers being their most valuable
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asset in the outsourcer’s hands. This trust cambuik up using several tools like referrals frone th
market, professionalism shown in the meetings wlith potential customer, representative and well
organized installations and last but not leastingittdge technology applied in the Contact Centiehv

represents a key differentiator to improve thentlgecustomer service.

2 Industry Challenges

2.1 Salaries and Personnel
The main cost in any Contact Centre is personneApproximately 60-70% of the Contact Centre costs

are salaries. It is therefore obvious thay action which will increase the agent productivty will have
a direct impact on the overall cost of the servigetranslated into higher benefits and/or more

competitive pricing for the service.

Increasing productivity not only potentially recgsrless agents to handle a given service, it aldts in
lower direct and indirect costs related to:
0 Supervisors
Training personnel
Quality personnel
HR and administrative personnel
Reduction in non-IT infrastructure (desks, chais|ding, electricity, etc.)

Reduction in IT infrastructure (PCs, phones, hedsabling, switches, etc.)

O O O O o o

IT support (less equipment installed)

2.2 Human Error
Human error is an important challenge the Contaamtt@s must deal with. Collecting incomplete or

wrong information, dialing a wrong number, forgettia step in the process flow, providing wrong or
inconsistent information to a client, etc. creaasncreased workload to fix these errors (if dietdéon-

time) and ultimately unsatisfied customers.

Some of these errors can be reduced with extemisiireng, coaching and quality control but might no

be cost effective and won’t always guarantee tiag tvon’t happen again.

Outsourcers must ensure that these human errors areninimized or eliminated because their
reputation and performance depends on it Automation, application driven workflow, and regthe
collected data validation are the answer, althoiighlmay be complex and time consuming if the

organization does not have the right tools.

2.3 Training and Quality Management
In any Contact Centre the personnel assigned to hale customer interactions must be trained in

many different areas such as:

0 How to manage the client interaction properly (iéleny techniques)
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Which policies and processes to follow with eaajuest

Knowledge of the company they represent
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Understanding of the products and/or services ttfifey

o O O o

Use of the existing IT infrastructure and differapiplications to capture information or handle

the customer requests
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Some of these topics require periodic refreshmemihg due to the constant evolution of the market

processes, products and/or the company’s markeélay strategy.

For a BPO company that provides services for aelangmber of companies and employ a large number
of agents this becomes an important task and resjtire corresponding training personnel and trginin
infrastructure (rooms, workstations, IT, et®uring training, agents will be taken off the campagn

they are working on and will not be productive so any reduction in the necessary training tim#/a

increase in the quality of the training may repnése important cost saving potential.

One of the most important areas to address iedace the number of IT applicationsused by the

agents, make them easy to configure and use qudsible automate the agent’s activities.

Applications like CTI combined with Intelligent Riing can also help to reduce agent training through
specialization. Instead of training all agents ba tomplete number of services provided, specilize
groups can be organized and customer interactianse routed to the different specialists accordiing

the customer’s profile and requested service.

Quality Management is vital in this processso the Outsourcer must have the right tools atelto
identify if agents are communicating correctly witie client, have the necessary knowledge to iotera

with the client, follow the required processes drtey are using the appropriate tools correctly.

These tools must be able to identify issues at eran@ampaign or service) and micro level (ageanty
detect if there is a generic problem across alhesger if it is just limited to a single or few ags, then

allowing them to take the appropriate actions wineeessary.

Outsourcers should not only implement quality mamagnt tools and policies to guarantee customer
satisfaction but also use tools to identify isstied directly affect SLAs or the time needed by digents
to manage certain customer’s inquiries which diyeeffects the profitability of the service and the

contractual obligations with their clients.

2.4 Commit to Client Requirements, Adaptability, Flexibility
and Infrastructure simplification.
Outsourcers must be extremely flexible and be tbélapt to existing or new (often very heterogeisgo

requirements of their customers (interaction chen&/R, automatic dialing solutions, recording of

calls, etc.)




Corporations might change their marketing strategiery fast and the BPO not fulfilling all theireds

on time, might result in a loss of part of or tleenplete contract.

For this reason it isxtremely important for Outsourcers to have modularsolutions in placewhich
can be implemented quickly, are easy to set upcandadapt to many different clients which requioe n

or very little integration for every new request.

Isolated point solutions from the same or differentvendors are not generally an appropriate
solution due to the difficulties of integration, reduceexibility and high number of required specialized

resources.

2.5 Integration with Third Party Client applications and
Application Independence
Clients may have their own business applicatiorts want them to be integrated with the differentlCal

Centre applications provided by the Outsourcerbound and inbound calls, Intelligent Routing, IVR,
email, fax, chat, etc.). These solutions must hatexfaces (SDK or API) to allow this integratiddgsing
many different systems limits integration or adds omplexity because each system will have a
different interface or not a compatible interfaesulting in a bigger effort in time, professionahsces
and know-how.

In other cases the Outsourcer’s client may havebuginess application at all, but they request the
collection of data, requiring the ad-hoc developimefi customer made applications and constant
modifications based on the changing client's neddsmany cases these applications need to be

developed in extremely short timeframes.

A unified suite requires only one interface (SDK orAPI) to integrate all the different modules with
the client’s applications If the suite also includes a powerful scriptiogltwhich does not require any
software development skills, then the Outsourcdl bé able to create rich applications in a limited
timeframe (days or weeks, instead of weeks or n®)rphoviding many additional advantages like full
integration, automation of business processes;tathbusiness data to interactions (type of intenac

client, service, etc.) already controlled by thitesu

An easy to implement and powerful scripting tool ralically shortens agents training times and

embeds business processefhe Outsourcer will often use this tool eventifsi not requested by the
client because it provides extraordinary benefis anly on the agent performance side but alsohen t
operations and quality management side. Performanedysis is not just limited to call duration and
similar metrics but can be extended to sophistitagporting on business data that provides qudlifie

feedback to their customers and can help to add/aéze to their client’s business.

e
=
D
n
®
>
o
®
o
e
(w)
o
3

m
=
S
o)
=
@
=
5
Q
-
=
)
m
)
7]
=2
o
Q)
o
>
=l
o
3]
~—
Q)
o)
>
=
=
®

ABojouyoa) aouasalid




2.6 Back Office

In some cases the client requires the Outsourcéollimv specific processes that also include Back
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Office tasks, like completing a transaction request feonustomer, etc. In most of these cases the Back
Office tasks are managed manually, requiring arontamt number of people allocated to these taskls an

an important effort to comply with the establist&dAs.
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Any tool which allows blending of different inbound and/or outbound interactions (through any
channel) with Back Office tasks drastically reducesthe required personnel It also allows
maximizing of the agent’s productivity being abdeassign these tasks automatically to the bestadai

agent during off-peak hours.

2.7 Operation Management and Control
Operation Management and Control is vital for amyntact Centre and even more important for the BPO

industry due to their extremely dynamic environmeemd services.

Simplifying these tasks is very important in ortiedetect issues and implement the necessary tiogec

actions.

The implementation of many isolated systems makesis task difficult or even impossible Many
data repositories will present the data in différiemmats and will require using several tools xpleit

the information requiring the corresponding tragin

A complete suite which handles all the Contact @eiriteractions, stores this information in onegken
place (repository) and the information is accessithirough one single tool will simplify the whole
process. The data is consolidated and consisteatigh all the modules, so operation and quality
management teams can easily detect any unexpeetddtidn from the targets and implement the

corrective actions immediately when necessary.

If the Contact Centre solution can also integragedlient’s business rules, logic and data, it idlable
to provide a much wider analysis, enabling the tifieation of issues which cannot be detected st ju
identifying the number of interactions handled peur or average handling time. This will not be

possible with wrong, time consuming or too compleacesses.

On the other hand, the Outsourcers are not the wsdys of the data or information populated by the
systems. In this industry, clients frequently resjugelivery of extensive reports which most of tinees
must be personalized based on their needs. The noa$t be able to design and generate automatically
the required reports, so operation and quality seame focused on analyzing the information and
identifying new strategies to improve the servigestead of being occupied with the time consuming
administrative tasks of manually “painting” or camy the information provided by the systems to
spreadsheets to provide the information the cientquesting (reports each day, each week, eaalthmo

etc). Also, this “manual” manipulation of the datégght result in human errors.




These key resources must be focused on providmditthest value for the Outsourcer and their dient

which is to improve the operation and not manuetbating the reports requested by the clients.

The best solution for Outsourcers will thereforeab&ol which not only manages the interactions but
also is able to collect and take into consideratlmn business data, rules and processes, providalg
time monitors, historical reports as well as bedfde to design custom reports which don’t requiee t

Outsourcer to constantly involve personnel to e¢laém (define them once — run many).

2.8 Client Business Processes, Rules, Logic and Intelligence
All organizations are different, so each companfinés their own processes, rules and logic to randl

their customers’ interactionés an Outsourcer these different ways of doing thigs must be adopted
by the services operated on behalf of these Orgaaitons. If contact centre applications are used to
implement these processes, and automate themtaseiyuthe Outsourcer does not need to rely onlpeop

but uses automated systems to enforce the cliEgisrements with 100 % accuracy.

Standard processes like recognizing a customelt®far the organization based on their segmentatio
adding business data to the interaction and rdte the best available agent can only be impleatent

with intelligent routing tools.

Contact Centre Outsourcers require systems that arélexible and intelligent enough to embed the
different client’s processes, rules and logicln a multichannel environment this intelligenceisnbe

extended to all the channels.

3 Presence Technology Benefits applied to this

Industry
Presence Technology provides a complete, scalabledamodular suite which responds to all the
challenges Outsourcers face as described abovéhe Presence Suite is totally modular, so the
Outsourcer can purchase only those modules reqtorsdtisfy their initial needs, being able to exte
modules and features in the future as requiredjimguhe modules and licenses already purchaseglas

as maximizing and protecting the investment alreadge.

The suite has an extensive number of modules vadchspecific features to the product. All the megul
are pre-integrated, so they do not require anygmat@n effort to make them work orchestrated witther
modules already purchased. All modules interacough the same core, sharing the events and
information used and managed by the solution, regoail the data and information in a consolidated a

normalized data base.
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One of the major benefits of the Presence Suithesease of use and adaptability to dynamic changes
This is possible due to the tight integration betwéhe modules as well as the interface betwean the

and the three main front ends specifically desigoedhe main roles in any contact centre:

0 Presence Administrator: used to administer the platform and mainly desidgioedT personnel
who manage the Contact Centre.

o0 Presence Supervisor:designed for the personnel assigned to differguérations or areas
(supervisor, quality control, workforce teams, etghich allows managing the services,
populating the monitors and reporting, and embeglthie service business rules.

0 Presence Agentis an extremely easy to use agent front end wiittle footprint on the screen
so if the agents need to use other applicatiortzratalle the interactions (for example a CRM

system), they need not toggle back and forth betwseesens.

These front ends integrate automatically with aeywmodule which is activated, adding more menus

and options, but the interface has the same ltgik, and feel, drastically simplifying the training
All modules share the same information and do not equire the user to perform multiple
configurations necessary with isolated systems.g. configuring agent logins in several integ®cThis

capability not only reduces the administration ffid also reduces or eliminates the human error.

The Presence Suite architecture described aboveecanummarized on the following diagram:

Consolidated Data

Channels/ Automation Quality Integration
Tasks

Voice Dialer

Screen / Voice Recording

: Progressive

Email Predictve |

IVR

VolP Manitoring

Reporting

Used Front-End Scripting

IR Designer

External Sources or Applications

Supervisor

IVR Designer

Administrator Report Designer

Presence Suite Architecture
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3.1 Presence Suite Modules

The modules which compose the Presence Suite dod@ss:

Dialer / multi-channel / multitask and blending:

Qv

Presence Voice Outboundpowerful and robust dialer that offers three d#éfg automated
dialing modes: preview, progressive and predictivproduces remarkable improvements

contact centre productivity. It also includes h# functionalities of Presence Voice Inbou

in

©<

Presence Voice Inbounda complete solution for managing the flow of inbdcalls,

capable of combining any contact centre interactiost like any other module from the

Presence Suite, it can be integrated with any lessiapplication using the Presence SDK

Presence Messagingadds support for the handling of e-mail, fax aiMiSchannels to the
Presence Suite. These channels are managed byitleesal queue which operates
according to the business rules, priorities antlisséf the agents selected in the system to

handle the interactions.

Presence Internet:adds support for the management of Chat, Web &zland Web
Collaboration channels to the Presence Suite. Tt¢temenels are managed by the universad
queue which operates according to the business, npit@rities and skills of the agents

selected in the system to handle the interactions.

1

Presence BackOfficeintegrates the BackOffice tasks generated in éimact centre into a

single interaction management queue. This modwiesgiontrol over these tasks, even if

they are not related to interactions previously agga by the Presence Suite.

Multi-channel Routing Intelligence and Self Service

Presence IR:an engine that automatically performs routingattibased on the business
rules set up in the interaction management prosessiows. The engine can process any|
kind of interaction regardless of the channel &atmail, etc.), executing the routing rule

and assigning the interaction to the agent modifgpdato handle it.

a

Presence IVR:adds sophisticated self-service voice portal fionétities to the Presence
Suite, integrating TTS and ASR engines. This allowslligent strategies to be created,

along with fully automated interactive servicesttoe contact centre.
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Quality and Recording
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Presence Recordingis a system for recording the agent's conversatiml desktop screen.
Recording can be activated in accordance with sgprecording plan (by service, extensign
or login) or on demand. Voice recording and scresgrtures are completely synchronized.

This is an extremely useful tool for quality managat or to generate proof of a transaction.
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Fast application / scripting creation and integraton with third party applications

Presence Scripting:this enables scripts to be designed and publisbetat they can be

used in contact centre services, using a very singal with an entirely graphical interface
that requires no programming knowledge. Fully indéed with the Presence Suite, the

scripts present and collect the information neagssaeach situation to manage the

customer or service.

O Presence SDKis a development kit that can be used to integrayeother business
Q software tool used in the contact centre with tresénce Suite.

Tailor made reporting and data analysis:

Presence Custom Reportsis a powerful and flexible report designer that ba used to

create completely customized reports combining ftata the Presence Suite and databages
a:% from other systems (e.g., ERPs, CRMs, Ticketing)elt has a wide range of connectors
with other databases. Reports can be exportedriougaformats, including PDF, Word,
CSV, Excel, etc.

Front-ends:

Presence Administrator:a management tool that enables the system adraitoisto
configure the more technical parameters of thedPias Suite, as well as to grant different

levels of access and assign profiles for the vargystem users.

°2

Presence Supervisoran online management tool designed specificallyséovice manager

which makes business rules quick and easy to imgii¢in the Presence Suite. From this
tool, all Presence Suite modules can be managdesl operated entirely through a highly

intuitive and easy-to-use GUI. The tool incorposadewide range of real-time and historica

reports providing total management control overahietact centre.




Presence Agentis a front end in toolbar format that the agemsu® interact with the
O¢ system. The module can be installed on the agatlsstation or run entirely through an
online interface. The Presence Suite includes somaatic software update service to update

front end interfaces when required.

TDM and VolP Gateway:

Presence OpenGate:Although the Presence Suite integrates nativelth wivaya CM
through AES (TSAPI), the Presence Suite also iategr natively with a powerful and
flexible TDM and VolP gateway developed by Presefheehnology. This gateway is basged

on the robust and flexible Asterisk switching emgibut optimized by Presence Technolggy

€Y

to meet the highest standards of performance, lstiglaand availability established in the
most demanding contact centres. It enables theeRce Suite to be deployed without the

need of a telephone switch, interconnecting it \aitly PBX on the market.

3.2 Presence Suite and the C.C. Outsourcing Challenges
The Presence Suite can play a significant roleveraoming the challenges Contact Centre Outsourcers

experience as part of their core business.

3.3 Cost Reduction and Productivity Improvement
The Presence Suite shows an impressive ROI, which inmae cases, has been less than a monithe

vast number of features provided by the produce lidkialing (preview, progressive, predictive),
multichannel/back office support, full channel aBdck Office blending, IR and IVR which routes
interactions intelligently or even completely autigs interactions, Scripting which minimizes the
applications to be used by the agent, etc. proadastonishing productivity improvement which imso

cases have reached an increase of revenue of4gd to.

Although cost reduction might be the main goal my &ontact Centre Outsourcer, many other goals are

also achieved by the Presence Suite with the s#fiorecy.

3.4 Human Error Avoidance
The Presence Suite is able to drive the agenhrough the whole interaction process, presenting,

capturing and validating the information requirgddach service and following the business logiavflo

based on the selections, steps or informationdiuited by the agent.

ThePresence Suite is also able to automate many taskaking this responsibility away from the agents
and therefore helping to avoid human errors. Som¢hese tasks can be for example dialling the

customers phone numbers using preview, progressivepredictive algorithms, prioritizing the
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channel/task/interaction that a specific agent ag¢echandle, route and prioritize a customer irtioa

based on the SLA and business rules, manage efficieall back scheduling, etc.
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These features help focus the agents on managing the customer interaotis with no need to worry

about following the right processes, steps andingalith the correct information.
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3.5 Simplified Training and Quality Improvement - a Reality!
To ensure agents are trained on the tools, proggsssducts and customer service techniques itakte

commit to the highest possible performance, follthe defined quality standards and guarantee the

highest customer satisfaction.

The Presence Suite improves Training and Qual#igstéhrough:

0 Reducing the number of toolsused by agents and Management (Operation, Quality,
Management, IT, etc.).

0 Standardizing the set of frond-endgAdministrator, Supervisor, and Agent) to be ubgdall
the serviceshandled by the Outsourcer.

o Providing a full feature Scripting (Presence Scripting) which drives the agent on any
interaction, presenting, capturing and validating business information needed to operate the
service.

0 Embedding Business Rulesaind Logic and taking them into consideration wheuting the
interaction automatically to the specialized agafigwing for segmentation of the training of
the team and being able to specialize the agesedban customer type, subject, task or channel.

0 Automating part of or complet@teractions not requiring human intervention, so agents do not
need to be trained on those tasks.

0 Collecting consolidated operations and business imfmation, independent of the module or
modules implemented, offering a drill down analysisich allows identifying issues, gaps and
improvements fast and easy.

o ProvidingPhone and Screen Recordingn-demand or based on a recording plan, whichvallo
identifying of any issue on managing customers riggres, product, service, or applications

usage.

3.6 Committing to all Client Demands
The Presence Suite is extremely feature richThese features have been grouped together ieretiff

modules so the Outsourcer only has to acquire thdutas based on the evolution of needs of exiging

new clients.

All modules are pre-integratedpnsiderably reducing the time to production In some cases it is not

even necessary to acquire new hardware, minimiziriger the complexity and the investment.




The product has been specifically designed to cdnbtonithe directive of delivering a contact centre

solution which is easy to implement, use and mainta

3.7 No more IT Struggling

Management of traditional Contact Centre IT is compex due to the diversity of systems Contact

Centre might end up with and to accommodate tHerdifit features requested by their customers.

Having multiple systems requires more space, highastrical consumption / UPS / Power Generator, a
bigger network infrastructure and additional ainditioning in the Data Centres. This results inghlr
cost. The other problem apart from the cost is ¢laah isolated system is an “individual” entity,esxch

of them have their own set of tools for it's admetration and management, their own integration and
interconnection requirements, their own APIs/SDisitegrate with other systems or third party
applications, their own set of reports and datacsito store the information, etc. In most casehe
system needs to be administered and configuredratepa so the administration effort has to be
duplicated, tripled or quadrupled (e.g. set up adegins, access rights, reporting, etc. for eatlhe
systems).

This system/solution isolation ends up with a coraht effort from the IT department to ensure each

piece is working as expected, and when an isssesarihey need to analyze which system (or systisms)
causing the issue and solve it. Sometimes wherpitbllem is reported to the different vendors, this
might end up with a constant finger pointing betwégem and requiring much time and effort from the

IT department to align them and get the incidehtesh

The diversity of systems and solutions also requiran IT expert for each of themand you may end
up with a big number of IT personnel with an incéete overview of the infrastructure in place, bessau

it is just too complex to understand.

Also, when the systems need to be adapted to adtreseeds requested for specific campaigns, major
modifications or adaptations may need to be madmetimes requiring the development of ad-hoc
applications to overcome existing limitations, nmakit almost impossible to have all of them to wark

an orchestrated way.

The Presence Suite, on the other hand, does not exignce any of these disadvantagesll modules
are tightly integrated and orchestrated througlormamon core. Administration, Supervision and Agent
front ends are the same, independent of the modulelemented, and what is more important, all the
information flow between the modules is shareduggtoa common core and all information is stored in
consolidated repository, simplifying monitoringpoeting and administration. The personnel thatrate
with the Presence Suite only have to be trainedr@nsolution, and if any issue arises, the venalaes

immediate ownership and action to resolve the emid

°
S
)
o
®
=
9]
®
o)
o
o)
o
3

m
=
S
o)
=
@
=
5
Q
-
=
)
m
)
7]
=2
o
Q)
o
>
=l
o
3]
~—
Q)
o)
>
=
=
®

ABojouyoa) aouasalid




The Presence Suite also provides important integratiomdvantages over their competitors If the
Contact Centre Outsourcer is demanded to integ¢inatsolution with a third party application owneg b
the client, IT only needs to use one SDK (instehthany) to interact with all the modules, simplifgi

and reducing the time and effort required for thelementation.

The Presence Suite also provides an extremely valuableodule for Outsourcers: the Presence

Scripting tool. This module allows the Outsourcer to “developy &ontact Centre application without
the burden or complexity of using a programmingglzage to develop a fully integrated CTI Script or
Application. The Scripting module is so visual,uitive and easy-to-use that many Contact Centrés wi
not even use their IT departments to develop tsespts, freeing up IT personnel to be focused©n |

oriented elements like the network, database adtnation, workstation support, etc.

3.8 Back Office as Profit-Making Opportunity

Back Office tasks are vital for many organizationsbut are often forgotten by Outsourcers. Many
clients that outsource their Contact Centre opematbften need to outsource back-office tasksae|ad
customer enquiries or processes, and in many tiasgsvould like the Contact Centre Outsourcer soal

manage the back-office for them.

The Contact Centre Outsourcer normally has thendledrby an exclusively dedicated group of people,
using separate control tools like Excel spreadsherespecific applications developed to keep tiafake

status of tasks, resulting in additional complexitynefficiencies.

Presence has recognized these back-office tasksb&sng very important and as part of an end-to-
end customer relationship By extending the same algorithms used for anyerotthannel, such as
universal queuing and blending, allows agents t@ handle back-office activities. It also allows thee
of Presence Scripting to drive the agent handliegé tasks.

Why dedicate more personnel to handle back-offisd wheryou can use call centre agents during
off-peak hours? With Presence the Outsourcer can control présitblend back-office tasks with other

channels and retrieve all the necessary statisticentrol and improve processes for the back-effic

3.9 Focused on Added Value Management
Operation and Quality management should be focasddentifying gaps and analyzing the information

collected by the different systems in place to tarmistomer interactions, taking the corresponding
actions as necessary. This can besdmemely difficult task if all the information is retrieved from
many different data sources from different systemaised in the contact centre. Most of these systems
will have different architectures and purposes wailtlmeasure the same or similar events in differen

ways and also measure completely different evespienident on the application.
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Matching this data and converting it into meanihgfiformation would be a nightmare for most

Outsourcers.

This complexity can be solved by developing spedafiplications which are able to match all thisagdat
but in many cases this cannot be achieved bectueguires too much development effort to cover all
the needs. So Operational and Quality personnelupnalith huge Excel spreadsheets in which they copy

and paste manually data from every system bef@wdhn start analyzing the information.

The major problems with using these manual teclesgue:
o |If spreadsheets are used, you are alrdaglyind schedule You will never have the latest
information, so you cannot take immediate actiondoect deviations from objectives.
0 Many errors can be made copying and pasting datayosi might be analyzing incorrect

information andmaking wrong conclusions

This situation with Contact Centre Outsourcers baneven worse when their clients request daily,
weekly and monthly reports following specific forlasi and formats. In this case many reports must be
created manually, wasting much of the supervisand Service Delivery Manager’s time in “painting”
reports instead of managing and motivating theamteanalyzing the information and improving the

service operation.

The Presence Suite resolves all these issu€ke product already takes the action of normadjzll the
business and customer interaction information imidied repository and this process is fully autteda
The Operation and Quality teams need only usextensive list of monitors and reports already biuilt
the product and can concentrate on where they eald/alue to the business: analyzing the situadiuh

defining the corrective actions or new strategidgchy will allow them to improve the service.

The Presence Suite also provides a module forrtaibde reports for internal use or to deliver sfeci
reports demanded by their clients. The Presencéo@uReport module allows designing of any report,
binding the information stored in the Presence eSu#pository. This module also allows the user to
merge data with any other data source used by #mr @pplication, for example: CRM, ERP or a
ticketing system. The report only has to be deslgnece, with the desired calculations, look andi deel

afterwards can be executed based on the seleatachgi@rs whenever needed.

With Presence, Operation and Quality teams are fo@ed on providing added value to the
organization, improving the service operation and managingrtheams based on facts, instead of
painting reports.

3.10The Intelligent Contact Centre

Most of the solutions implemented in Contact Cenfreovide routing of a customer interaction to an

agent considering only workload and static ruleg. (ealls received on a DID must be routed to @ifipe
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group of agents, emails received in a mailbox nbestouted to a specific group). They do not take in
account the customer’s value for the organizatiloa,reason why he/she contacts the Call Centré¢her o

information which can affect the routing decision.

With this limited routing, the customer interactiaften has to be transferred to another agent or
specialized group if it cannot be resolved by ih& igent. Embedding business information andsrake
well as customer information and the customer ingin the automated routing process provides many
advantages like fulfilling dynamic SLAs based oistmformation, fully automate the interaction or

automatically route to the specialized group ofrag@voiding constant transfers between the teams.

The Presence Suite provides these benefits throlighintelligence Routing module which can be
extended by the IVR module if additional informatioeeds to be collected from the customer or partia

or complete automation of the interaction is retge$using ASR and TTS technology).

A few examples for typical routing functionalitipsovided by Presence are:

o ldentifying the customer and prioritizing of theédraction based on customer data or segment
Identifying the reason for the call asking the oustr simple questions
Base the routing decision on products or servicestased previously

Route emails based on email address, subject ahdfiedd contents

o O o o

Consider historical customer interactions to méieektest routing decision:
0 Route to a preferred or personal agent
0 Route to the last agent who handled their previotgsaction
o If the customer is calling to get feedback aboutsane the client reported previously,
automate the interaction and provide feedback tfin@umessage (recorded or TTS)
o If anissue has been detected on their home lotating able to give them automatic
feedback if calling for that specific issue.

0 And many more

Presence Intelligent Routing and IVR modules can ni@ dynamic routing decisions and fully

automate interactionsof multiple channels like: Voice, email, Fax and&

Presence Intelligent Routing and IVR can also provide more information to the agenaciing
customer and business data to the interaction epdag it thought the Presence Agent Applicatioogp
up) or automatically fill in and populate informati in a Presence Script or third party application,
reducing the time agents need to identify the custoer, search him/her in the business application and

introduce some data collected by Presence InteliBeuting or IVR.

All this information together with data that hasehecaptured by the agent can be attached to the

interaction if transferred between agents, so tfentthat receives the transferred interaction dags
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need to ask the customer again for all this infarmmaand instead will be able to focus on resoluing

enquiry.

The information related to the business and thdoouwsr is also stored in the Presence database
repository, providing Operations, Quality and Siggt Teams with very valuable information which will
help them to improve the service For a Contact Centre Outsourcer this informatou its analysis
constitute a key differentiator in the market. oty will it help the Outsourcer to improve and rage
exquisitely the Contact Centre service on behaltheir clients, but they will also be able to pibei
value added information back to their clients helping them to improve their core business [sses,

becoming a Strategic Partner for their clients aPO expert.
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4 About Presence Technology

Presence Technology is a software company withgh fialue-add technology proposition for Contact
Centres.

Our dedication to serving the client has led ugdeaweelop solutions that adapt to the specific neédsach
user. Our focus is on solving the special chaklsngf each case. The Presence Suite affords great
flexibility to the Contact Centre’s dynamics, anghtributes directly to improved productivity margin

for services, providing a return on investment wadlgd in this sector.

The Presence Suite is currently the most comprérensllection of Contact Centre tools in the marke
and has been developed to improve Contact Centreagement while achieving the highest levels of
quality and customer satisfaction.

Comte Urgell, 240 3-A
08036 info@presenceco.com
Barcelona - Spain

Ph: (+34) 93 10 10 300 marketing@presenceco.com
Fax: (+34) 93 10 10 333

support@presenceco.com

400 Perimeter Center Terrace N

30346 alliances@presenceco.com
Atlanta, Georgia

United States

sales@presenceco.com

Tel: +1.800.847.3309
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