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?O' The Drive to IP

>Greenfield, End-of-Life, New Channels & Markets
>Agent, Supervisor & Desktop Integration Functions
>Multi-Channel Integration: routing and reporting

>0Open API

® Integration with other systems such as QM, WFM, etc

>Availability of reliable reporting data
>Ease of executing business logic and speed of change

>Reliability A
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?O~ Use of IP and TDM Technology Infrastructure

Over 50% of Contact Centers are Hybrid or Pure IP

Dialler

Voice/call recording

Hybrid PBX/AC
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?O~ What Is out there & Why?

s> Virtualization

>Extending the reach of the Contact Center
s>Enterprise Agents — Knowledge Workers
>Remote Workers

s>Linkages to Outsourcers

>Ease of expansion

s> Carrier, administration and maintenance savings
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?O IP Infrastructure

Deployment Options

> Centralized Or Distributed
= ACD Components

= Call Processing
« Self-Service

Components

>Voice Gateways, IP Phones (soft), Desktops

>LAN & WAN Infrastructure
> CTI, IVR & Call Processing

> Ecosystems (WFM, QM, etc,)
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?O' IP Deployment Issues & Challenges

>Voice Enabling the LAN & WAN

* Q0S
® Bandwidth Management
- Remote Workers

> Staffing & Support
- New Skills

s>Disaster Recovery & Business Continuity

- 57% either have no plans or not tested plans

>What about the ecosystems (WFM, QM, emaill, etc.)
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?O Customer Servicing

>Trends in Contact Center focus

® Focus on the customer experience

® Channels maturing (email)

® [ntegration — Systems & Organizational
*Value of the Contact Center
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Applications & Integration

> How well integrated are the core business systems within the contact center?

® Percentage of contact centers | n = 281

Customer details

s
Cust contact/purchase/transaction hist _ 26
Workflow customer enquiry status 41 -_ 41
Customer product holdings 39 -- 46
Product/service specification 33 -_ 41
Service query/problem data 33 _— 44
Pricing 33 -_ 44
Stock availability 27 12 62
Invoicing/billing 26 _ 56
Credit card authorisation 26 -_ 59
Sales order processing 23 -- 69
Customer correspondence 22 _— 44
Delivery schedule/tracking 22 -_ 59
Credit status 19 _ 67
Sales/service reps’ diary availability 15 _ 70
Sales/marketing data based prompts 15 -- 74
Sales rep allocation /ownership 7 _ 70

® Agents have easy access B Agents have access, but not easily = Agents perform task manually Not applicable to type of business

Dimension Data 10 August 2006



‘4‘."’
O IP - Integration & SOA

Benefits of IP are found in integration

>Extending enterprise data into the contact center

®* Personalization & customization

>CTl - The cornerstone of customer data

>Other CC apps (WFM, Call Recording, QM, etc.)
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?O Use of channel and routing technologies

> Do you use, plan to use or plan to upgrade the following channel and routing technologies in
your contact centre?

® Percentage of contact centres | n = 263
Computer Telephony Integration (CTI)
Email management

Online self-service systems

Universal queue

Automated outbound email system
Unified messaging

Web chat

Web call-back

Web co-browsing
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?O~ Use (CRM) technologies

> Do you use, plan to use or plan to upgrade the following CRM technologies in your contact
centre?

® Percentage of contact centres | n = 261

Customer database system

CRM application

Jobl/issue tracking systems
Document imaging

Workflow systems

Campaign management
Enterprise resource management

Field force diary management system

4

® Currently use = Plan to install (use) within next 12 months AA

DIMENSION
DATA

Dimension Data 10 August 2006



v :
?O Conclusion

*|t’s not “IF” it's “WHEN"

® Customer Service as a “Strategy”

® Focus on the “Customer”

* Extending the reach of the Contact Center
® Capitalizing on Enterprise Data
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