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The world of customer contact
REALLY iIs changing
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Contact Channels abound



Customer Satisfaction —
Building the Relationship
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Interactions refer to the behaviors of customers when they are engaging with
companies, relationships refer to how customers come to view those
companies cognitively and emotionally over time
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It is All About the Experience
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Does the Contact Center Affect the
Corporate Image?

8%

92% of consumers form an
opinion about a company’s image
through their interaction with the
Contact Center (Benchmark
Research)

92%

62% would stop using a
company’s goods or services
If they had a bad experience
(Benchmark Research)

62%



Contact Center Evolution

> Automatic Call Distribution (ACD)
* Route to first available agent

> Skills Based Routing

 Route inbound, outbound, email, chat to
first available agent with skills available to
handle the contact

> Virtual Contact Center
 Extend Reach

» Agents distributed across Enterprise
network

e Just In Time Staffing
e Lower Operations Costs




Next-Generation Contact Center
SIP in the Contact Center

> ACD is Un-tethered
* No more ties to the PBX or physical devices

* Route to logical address
 Flexible routing & device independence

> Every Employee is a Customer Contact Asset
* Presence Enabled Routing — Expert Anywhere
» Improve First Response Call Resolution
 Eliminate costly Network Level Routing solutions

> Multi-Modal Communication between Agent & Customer
 Video, Instant Message (IM) and Collaboration capability
* Enhance the Customer Experience

> Drive New Business Processes
* Improve Productivity
* Increase Effectiveness




Next-Generation Contact Center
Solution Architecture
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Next-Generation Contact Center
Other Considerations

> Self-Service
o Multi Tier Architecture: Media Servers & Web Servers
« Continued evolution to SOA (VXML, CCXML)
» Evolve from Speech to Multimodal Applications

> Recording & Monitoring

* No Proprietary Hardware Required
» Easier & Less Costly to Deploy

 |IP streams simplifies media capture (Voice, Video, IM) across multi-sites
» Single Pool of Agents for Quality Monitoring

> CTI
» Leverage the IP transport to deliver CTI Call Control & Data
 Drive toward Standardization

> Network QOS
* Must insure QOS and engineer based on bandwidth requirements



SIP Contact Center
Case Study

Contact Center

Client

Back Office

Banking Kiosk

Client

» Member’s Web
portal
integrated with
customized
Client.

* Real-time
Voice, Video &
Web collab

» Expert (e.g. Loan Officer) with e Credit Union
Soft Client receives the call Member is very

« Expert provides advice and satisfied with
completes the transaction — first service provided.

e Contact center software routes SIP
video call and screen pop to Agent
Desktop.

» Media Application Server used for

multimedia treatments. time resolution.

» Agent Uses client to check
presence of Expert and conferences
the Expert in to advise the customer

The Benefits:

>
>

Timely and secure first time call resolution with one multi mode transaction

é\genthcan collaborate with experts to complete the transaction or to provide a soft hand off to the
ranc

Achieve competitive edge through superior service and more productive employees.
Reach out to new member including youth market with lower cost base.



Vantis Kiosk - Subject Screen

Vantis Web Kiosk
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Investments

To help yvou enrich your family's financial future, wour credit union provides a full range of term
deposits, retirement income options, access to brand name mutual funds and the expertise of a
full service hrokerage firm. Talk to us today about how a comprehensive action plan can help
wou identify and achieve your financial goals.

For clear, calculated answers to your simple investrment questions, check out our LEP ({Life
Events Plannet).

_ LIFE INTERACTIVE
# EVENTS  FiNaNClaL
PLANNER cALCULATORS

Mutual funds are offered through Credential Asset Managerment Inc. and mutual funds and
other securities are offered through Credential Securities Inc. Credential Securities Inc. is
a ember-CIPF.

INYESTMENT
GLOSSARY

vantis
Help Center

YWe have a live video
help support.

How Can we help you ?

@ I have problem with
navigation

@ I have a question about
mortgages

@ I have a question about

investment

@ I know my representative
contact and I would like to

speek with him




Vantis Kiosk - Rep List Screen

Yvantis

vantis

CU@WORK (pronounced JOIn Vantls Help Center

"see you” atwork
i ) Credit Union Advantade Cemocratic Ownership

More Advantages Community Developement Click on_your r_epresentan.ve button
sekabnbnlipwarkplach Oneon One Serices Dedication to establish a video call with him,
mi?i;ﬁ?\};ng L Innovalive Serices Co-operation If your representative is offline you

4 F|nanC|a_|I Senices Safe Deposits S e el b e e

Professional Standards ; :

For mare information, please voice mail or bla bla bla ete.
contact:

Member Service Center
204.452.8144

Membership means you'll have a voice in & strong, innovative and community-minded financial

senice pravider linked to a national financial system that halds hillions in assets. Cur

commitment is to deliver professional, person-to-person service 10 every member. Ve promise i
nothing less. Member Service

Representative

Credit Union Advantage

Creditunions are part of a strong national financial systermn that holds billions in agsets. Yet
Credit unions have local interests at heart and put personal service first.

Credit unions have been sening Canadians since 1900, Steady growth through the century has
put Credit unions amang the ranks of the nation's premier financial institutions. About 9,8
million Canadians - over one-third of the population - belong to ane of the cauntry's mare than
2000 Credit unions or caisses populaires.

top of pade

More Advantages

The country's Credit unions have an advantage over their competitors. Although Credit unions
are autonomous, member-owned financial institutions, they are also an integrated partof a
national network. Mot as branches of a head office, but as the local level or first tier of a three-tier
systerm.

Atthe secand tier, provincial Credit union Central's serve as trade associations for the local
Creditunions in their respective provinces. Centrals provide financial services and
administrative suppoart. Credit Union Central of Canada is the third tier. Canada Central is the
national financial organization and trade association serving the national Credit union systermn.

Also atthe national level, Credit Union Insurance Serices(CUIS) operated jointly by CUMIS and
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Vantis Kiosk - Video Call Screen

vantis /  Vantis Web Kiosk vantis
Help Center

VANTIS PRODUCTS & SERVICES MEMBERSHIP ADVANTAGES LENDING SERVICES DEPOSITS
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Investments Jutie Dok

To help you enrich your family's financial future, your credit union provides a full range of term Contact Info :
deposits, retirement income options, access to brand name mutual funds and the expedise of a
full service hrokerage firm. Talkto us today about how a comprehensive action plan can help
wou identify and achieve your financial goals.

For clear, calculated answers to your simple investment guestions, check out our LEP ({Life
Events Planner).
o LIFE INTERACTIVE
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other securities are offered through Credential Securities Inc. Credential Securities Inc. is
a Member-CIPF.
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Business Transformation

> Gain the freedom and flexibility for
employees to work anywhere

> Eliminate walls and geographical
boundaries

- > Simplify management to reduce
costs

> Converge business infrastructure
to gain agility and lower total cost
. of ownership

4 > Remain responsive to business,
M customer and market changes to
maintain a competitive advantage




