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Who 1s Calabrio, Inc.?

= Develops and distributes unified desktop and workforce
optimization software for customer interaction

Established November 1, 2007 — Spin Out

Calabrio One™ application suite consists of:
- Calabrio Workforce Management

- Calabrio Compliance Recording and Quality Management
- Integrated with:

- Cisco Agent Desktop

- Cisco Supervisor Desktop

Distribution through Cisco OEM and Calabrio Channel Partners

Software installed on more than 550,000 desktops
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Web 2.0 — A Wikipedia Definition

Web 2.0 = the proliferation of interconnectivity
and interactivity of web-delivered content

= Secure information sharing
= Collaboration
= Web-based communities

— Social-networking
— Video sharing

—  Wikis

— Blogs

— Folksonomies




The Web 2.0 Generation...
Millennials (born between 1979-1994)

= Phone is NOT the primary communication tool!

— 97% own a computer
—  94% own a cell phone
— 76% use Instant Messaging (IM)

— 15% of IM users are logged on 24 hours a day, 7 days a
week

— 34% use websites as their primary source of news

— 49% download music using peer-to-
peer file sharing

— 75% have a Facebook account

*Survey of 7,705 college students in the U.S.
(future contact center employees).
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If Management Doesn’t Embrace Web
2.0, Some Agents Will:

= First adopters will be unorganized organizations among
customer service agents (Saddletree Research)

— Highly accountable employees
— Leverage social networking; other channels
— Seek to deliver a higher level of service — First Call Resolution

= Contact center management will have to redefine
acceptable communications practices:

— Management should encourage communities of interest
— Agents will network and share best practices
— Happier the agents reduce turnover in the contact center
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Web 2.0 and Contact Centers

= Information must be easily accessible on the agents
desktop

= Blend with commonly used desktop tools without being
a distraction

= Ensure that they are used for business purposes in the
contact center

“ Much of the novelty of Web 2.0 services has worn off and the

services will be viewed as just another tool to help them do
their jobs.”

- Paul Stockford, Saddletree Research
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Today’s Contact Center Desktop for CSRs
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Migration to Web 2.0 in the Call Center

By 2012
Next 12 - 18
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Web 2.0 Integrates Enterprise
Communications

Presence and
Collaboration /

Quality and -
Compliance / Unified

Recording Customer
Service

/ Performance
Management Routing

and Analytics and
' Reports /

/ Knowledge

Management / a.nq /
Training

Source: Yankee. Group / Calabrio, Inc
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Support Broad Contact Center Goals:

Process and Workforce Op%

Consistent
Process

Unified Desktops
CTI + WFO + Other
Workflow Automation
Best Practices
Process Optimization
Actionable Intelligence
Real-time Collaboration
Open 34 party Application
Integrations
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Web 2.0 Contact Center

Calabrio One Framework
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Web 2.0 Enables Interface Flexibility
Agent View — Container
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Web 2.0 Enables Interface Flexibility
Agent View — Container
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Agent View - Toolbar Plug-in
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Executive View — Browser Widgets Plug-in
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Beyond the Contact Center

Communicating with Subject Matter Experts
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= Agents and Supervisors see

“Subject Matter Experts” (SMESs)

Agents initiate chat, call,
transfer, or conference with
SMEs

Administrators control visibility of
contacts

Presence selection window is
independent

Updated with the latest Agent
ACD state and SME Presence
State




Embrace Social Networking

= |Integrate wikis (knowledge), blogs (forums) and RSS
feeds (real-time information) within the workflow
applications

= Give agents more freedom to
manage their own activities

= Provide them with a broader
community of resources and better
access to information

= Allow managers to monitor usage
and integrate tools into best practice workflows

= Unify reporting and effectiveness measurement
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Types of Networking Between
Communities of Agents

Within the same location that specialize on certain products or
services

Across different locations but in the same enterprise

Knowledge workers with ‘
subject matter expertise
In certain products or services

Federated communities of
agents across different
enterprises but in the same
industry (i.e. WebEX)

Federated communities of agents
across enterprises and industries ~ —
but with specialized interest on certain
products or services
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Unique Contact Center Requirements to
Accomodate Web 2.0 (Saddletree Research)

= Workforce Management Scheduling will have to include
time for agents to participate in collaborative efforts

— l.e. wiki edits and time to participate in company sponsored or
approved communities of interest

=  Desktop Monitoring must ‘
expand to include Web 2.0
services

= Evaluations and reports will
have to be modified to
include participation and
support of the additional
activities driven by the
availability of Web 2.0
services

© 2009 Calabrio, Inc. All rights reserved. Confidential.



WHY DOES

THIS
MATTER?




Customer Service Really Does Matter

Service perception is correlated with stock performance.
Nov 1, 2004 to Oct 31, 2007 Percent Growth

Source: Cisco Analysis
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How Web 2.0 Supports Business Goals

= Agents are more
effective — provide better
quality service

= Agents are more efficient

= Agents are better connected
to other agents, experts and
managers

= Agents are happier

= Customers are happier
= Customers stay customers

= Business excels because information flows
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