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CCIS
Introductions

How Do You Know It's Time to Update

Your Contact Center’s Technology?

Interesting title, couple of questions:

» Why are we in a position to answer this question?

» Why is answering this question important?



CCIS
Introductions

Scott M. Casson, Principal at CCIS Consulting, Inc.

» 16 years experience leading contact centers or providing
performance improvement consulting to the contact center industry.

» Specialty for past six (6) years has been optimizing contact center
technology in client operations.

Andy Phillips, Technical Consultant at Interactive Intelligence, Inc..

» 13 years of experience in contact center market, with a variety of
roles including, solution design, project management, business
consulting.

» 5 years at Interactive Intelligence Inc (ININ).

» Before joining ININ, deployed multiple contact center technologies,

from many different vendors, including ININ.
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CCIS

Today's Hot Topics

The most frequent projects / opportunities completed
sURIIERUE by contact center consultants today are those that
quickly (a) reduce expense, (b) improve revenue, and
(c) improve customer satisfaction (“C-Sat”).

Contact Center
Technology

Most Frequently Requested Projects:
Topic / Project Typical Benefits
IVR Optimization Expense reduction, improved C-Sat
Call Routing (Skills, Intelligent, etc.) Higher First Call Resolution (“FCR”), revenue gen.

Multi-Media Blending (Calls, emails, etc.) Operational efficiency, expense reduction

Outbound Dialing Increased sales, customer retention
Consolidated Reporting Agent productivity, expense reduction
Work from Home / VoIP Expense reduction, center consolidation

Knowledge Management / SME Support  Expense reduction, increased FCR...
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Common Pitfalls...

Many contact center consulting clients today share a common
set of pitfalls when it comes to their technology:

What are my current
capabilities?

Many organizations have
invested significantly in
their contact center
technology and already
possess the tools needed
to significantly improve
their operations, they
just “don’t know what
they don’t know” about
its capabilities.

INTERACTIVE INTE

DelibentNNRovative

What'’s “out there” that
can help me?

The world of contact
center technology has
changed / improved
significantly in the past
five (5) years - Due to the
rapid change and the
technology evolution,
clients are not sure what is
on the market today that
can be purchased, or
added on to their existing
tools, that can quickly

help meet their objectives.

INTERACTIVE INTELLIGENCE

Deliberately Innovative

“All-In-One” or
“Best-of-Breed”

When selecting new
technologies (either a new
platform or adding-on a
specific component),
clients do not understand

that in many cases “All-In-
One” solutions are now
available that provide
superior functionality at
a fraction of the cost.
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CCIS
Introductions

How Do You Know It's Time to Update

Your Contact Center’s Technology?

Interesting title, couple of questions:

» Why are we in a position to answer this question?

» Why is answering this question important?

Because improving any one of the areas to be discussed
on the slides to follow can result in 3-5x savings within
three (3) months of deployment.
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How Do You Know When It's Time to G

Update / Improve Your...

...Interactive Voice Response (“IVR”) System?

» Are you using an IVR system today?

» What is your IVR abandonment rate, zero /error-out rates?

» What is your customer self-service rate?

» Can “MACs” and design changes be made without a developer?

...Computer Telephony Integration (“CTI"”) Application?

» Are you using an CTI application today?

» What is your “screen-pop” percentage / accuracy?

» Does your “screen-pop” provide navigation history to agents?
» Are “hot buttons” presented for next-screen navigation?
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How Do You Know When It's Time to G

Update / Improve Your...

...Automatic Call Distributor ("ACD”) / Call Routing Application?

4

Are you using an ACD (sKkills based / intelligent) today?
[s your IVR /ACD aligned to provide optimal routing accuracy?
How flexible and easy to maintain are your business rules?

p SO, St &

What are your call routing accuracy percentages?

...Automated Dialer?

» Are you using an Automated Dialer today?

» Can you “blend” inbound and outbound voice calls?

» Are you using multiple dialing modes?

» Does your current functionality allow for Outbound IVR?
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CCIS

How Do You Know When It's Time to
Update / Improve Your...

...Work from Home Capabilities / VoIP?

» Does your technology allow “Work from Home” today?

» How flexible are your desktop options?

» Does your technology enable appropriate real-time management?
» Can your system answer real-time agent requests?

...Knowledge Management / SME Support Facilities?

» Do you have Knowledge Management or SME support today?
» Where does your “knowledge” reside today?

» Are there SME contact lists available at “conversation speed”?
» How accurate and consistent are the answers being provided?

CCIS, Inc., All Rights Reserved. 9



How Do You Know When It's Time to G

Update / Improve Your...

...Media-Blending Functionality?

» Does your center handle emails, chats, faxes, or white-mail?
» Are these “other media types” blended together or separate?
» Can supervisors obtain a “holistic” view of what agents do?

» Is skills-based routing being used on other media types?
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How Do You Know that it's Time to
Update your Contact Center's

Technology
Andy Phillips — Solutions Marketing

INTERACTIVE INTELLIGENCE
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What you need to know

 Work at Home Stalff

e Extending the reach of your contact center into the
Enterprise

« Seamlessly blend media types
« Self Service Made Easy
e ACD the next generation

Innovation ¢ Experience * Value

INTERACTIVE INTELLIG
Deliberately Innov

www.inin.com
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Why Home Agents?

INTERACTIVE INTELLIG
Deliberately Innov

 Retain skilled operatives
* Both agent level and management
* Reduce cost of office space
e Expand physical presence without opening new offices.
* Increase time zone coverage
 Great aid to disaster recovery plans

Innovation ¢ Experience ¢ Value www.inin.com
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What is required for the Agent?

Deliberately Innovo
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What iIs required for the Agent?

sim3ctermin.inin. com
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What is required for the Agent?

Deliberately Innov

sim3ctermin.inin. com
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What is required for the Agent?

 Flexible agent
desktop options

» Support for Citrix or
Terminal Services

* Web Based agent
desktop

» Flexible choice of
voice path

 Flexible Presence
Management

Innovation ¢ Experience * Value
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What is required for the Agent?

 Flexible agent
desktop options

» Support for Citrix or
Terminal Services

* Web Based agent
desktop

» Flexible choice of
voice path

 Flexible Presence
Management

Innovation ¢ Experience * Value
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Deliberately Innov
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What iIs required for the Agent?

[;___.C\t a Training Session
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Deliberately Innov
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What iIs required for the Agent?

E.ﬂt a Training Session
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_INTERACTIVE INTELLIG
Deliberately Innov
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What will Management need?

o If also remote, the
same options as the
agent as well as...

* Real Time
Supervisory tools
with the ability to:

Innovation ¢ Experience ¢ Value
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What will Management need?

INTERACTIVE INTELLIG
Deliberately Innov
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Real Time Supervision Cont.

Deliberately Innov
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Real Time Supervision Cont.

Deliberately Innov
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Real Time Supervision Cont.

Deliberately Innov

e Real Time Alerts
about a breached
statistic
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Real Time Supervision Cont.

Deliberately Innov

e Real Time Alerts
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Management Requirements Cont.

» Strong Historical
Reporting, including
reports on Presence
Management, and
Real Time
Adherence

e AdHoc report Wizard
to get you the
statistics you want
with out IT
Involvement

Innovation ¢ Experience ¢ Value
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Agent

Agent - Supervisor

Agent - Supervisor

Agent Performance:

Agent Performance

Agent Performance

Agent Performance

Agent Queus Activation
Agent Queus Activation
Agent Queus Activation

Call - Supervisor
Call - Supervisor
Call - Supervisor
Call - Supervisor
Call - Superyizor

Account Code Call D etail for Cument User

Account Code Call Surmmary for Current User

Account Code Call Detail by Date
Account Code Call Detail by User
Account Code Call Summary by Date
Account Code Call Surnmary by User
Agent Availability Detai

Agent Availability Suramary
[Supervizor] Agent Availability D etail
[Supervizor] Agent Availability Summary

Agent Performance Detal for Queus by Date by Interaction Type

Agent Performance Detail for Queue

Agent Perfarmance Detail for Queue by Interval

Agent Perfarmance Summary for Dueus
Agent Activation by Workagroup

Agent Availability with Activation
Queue Activation by Agent

Caller 10 Detail for Curent User

Caller [0 Summary for Current User
Humber Search for Cument User

User Outbound Call Summary by Number Dialed for Current User

User Call Detail for Curent User
User Call Summary for Curent User
Area Code/Exchange Summary
[Supervisor] Caller ID Detail

Caller IO Summary by Date

Caller 1D Summary by User

Intimationa\ Remote Mumber Logical Component Twe Summan

Detail report of the account codes infon
Summary report of the account codes ir
Detail report of the account Codes infor
Detail report of the account codes infon
Summary report of the account codes i
Summary report of the account codes ir
Displays a detail of all statuses or states
Summary report of agents availability by
Displays a detail of all statuses or states
Displays a summary of all statuses or stz
Agent perfarmance detail for queue gron
The agent performance reparts are use
The agent performance reparts are use:
The agent performance reparts are use
Shaows activation queue changes : date
Shaows Agent Availabilty information with
Shaows activation queue changes : date
Details of external identifisble incoming
Summary of call activity grouped by use
Reports all occunences of & remate nur
Summary of activity on range of dialed r
Call detail grouped by user. This report «
Summary of daily user call activity.
Summary of calls by Area Code/E xchar
Supervisor detall of extemal identifiable
Caller ID surnmary report which groups b
Caller ID report grouping by caller 1D, ar
Uszed to summarize remote numbers b: ad

-_ﬁ’c Hislurica\ﬂe_._lm System I‘a EustomerS...lfa Marketing

Ready
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Management Requirements Cont.

» Strong Historical
Reporting, including
reports on Presence
Management, and
Real Time
Adherence

e AdHoc report Wizard
to get you the
statistics you want
with out IT
Involvement

Innovation ¢ Experience ¢ Value

'=-I Interaction Supervisor (Server: sim3c User: Andy Phillips Station: andy3cHome) - [Historical Reporting]

2% File Edit Yiew Historical Reporting  Window  Help

|glezalms

NYS

o] || |uwe k=5

INTERACTIVE INTELLIG
Deliberately Innov

=] x|

Awailable Reports

Category

Ancount Code

Account Code

Account Code - Supervizor
Account Code - Supervizor
Account Code - Supervizor
Account Code - Supervisor
Agent

Agent

Agent - Supervizor

Agent - Supervisar

Agent Performance

Agent Performance

Agent Performance

Agent Performance

Agent Queue Activation
Agent Queue Activation
Agent Queue Activation

Call - Supervisor
Call - Supervisar
Call - Supervisor
Call - Supervizor

MNew

Reparting |Feedback| Dialer | Optimizer | Swstem I Warkgroups | &l

-
Iodes infar

t codes ir
odes infor
| ades infor

tcodes i
t codes ir
s or states

L: 1T —Preview
Hiskorical

Reports

[r——

Interaction Repaorting Assistant allows vou

Bilability by
s of states
uzes of sk
iuELe Qo
ts are uges
ts are usen
ts are usen
[_ ™ ges © date

ation with
r ges © date
incoming
ed by uze
emate nur
] of dialed r

generate your own custom reports based on
histarical data.

his repoit
eity.
e/E xchar

identifiable

h groups b

aller 1D, ar
(o4 I Cancel Help | mbersb_uI\;l
»

1 2 Historical He___lg System Ia Customer 5|8 I arketing

Feady

[ e[
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Management Requirements Cont.

Deliberately Innov

» Strong Historical
Reporting, including gy
reports oN Presence | "o niimns oot our
Management, and
Real Time
Adherence B

Wwiorkaroup Queue Statistics [Skills) j [ ] " Table
Wwhorkgroup Queue Statistics

[ Ad H O C re p O rt Wi Z ard Wiarkgroup Queue Statiztics [Custom Groups)

Wwiorkaroup Cueue Stalistics Meu:ha Tope]

to get you the EIIIH Id'::“-"} - { v b atrix

Scorning [Recarder)

Yoicemails [Tracker) o

StatiStiCS you Want Interaction 0etail -
with out IT
Involvement

R
N < Back I Mest » I LCancel Help
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Management Requirements Cont.

Deliberately Innov

» Strong Historical
Reporting, including gz
re p O rtS O n P reS e n Ce Matre izuj irgl::s, colurmnzs and surmmarized fields to the matnis lapout from the available figlds. r a
Management, and '
R e al TI m e Current package: Workagroup EL:::ijtatistics [Skillz]

Axailable Fields: Colurmn Fields: an L 4

Ad h e re n Ce |nterval Beain [[atedTime] Iterval Begin D ate

Interval Beain Time
Site D

* AdHoc report Wizard |zecinrs RowFes. 4 v

Report Group [ueue

to get you the el dasin, ,

- - Murmber &lerted ACD '\;
Murmber & d

statistics you want Number drneted Nurber bandoned ACD

J Murber Tranzferred ACD
Murmb B dACD

with out IT -

]

4

I nVO Ive m e nt Starting datetime of the interval. The interval iz a zerver parameter value setup in 14, The default interval iz 1800

zeconds relative the hour.

o0

Summarized Fields: & v

)
&

[&T

Mest » LCancel Help
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Management Requirements Cont.

Deliberately Innov

» Strong Historical
Reporting, including gy
[EPOMtS ON PrESENCE ™ .\ oo s < |
Management, and |

Real Time .-'-‘-.vaill Filters:
Ad herence Today l [engezis =]
« AdHoc report Wizard |
Last Month E Im
to get you the gg:;z::a:igenmates

statistics you want
with out IT
Involvement

e
< Back I Heut » I LCancel Help

Innovation ¢ Experience ¢ Value www.inin.com

©2009 Interactive Intelligence, Inc.



Management Requirements Cont.

» Strong Historical

INTERACTIVE INTELLIG
Deliberately Innov

Reporting, including ,
reports on Presence
Management, and
Real Time
Adherence

e AdHoc report Wizard
to get you the
statistics you want
with out IT
Involvement

™ Interaction Report Assistant

Filters
Select a subzet of data to dizplay conzidering the awvailable filters.

€«

EE Interaction Report Assistant

File:  Report  Help

|

1 of 1 A= RE ™ EERET Find | Mext
From 816/2009 12:00:00 AM To 8/22/2009 11:59:59 PM
Queueinterval Begin Date

&r1652009 8172009 M E2009 §M1952009

her humber Answere o Mumber Mumber Answers o Mumber Mumber Answere ol Mumber Mumber Anzwered
Abandoned ACD ACD Abanconed ACD ACD Ahandoned ACD ACD Ahanconed ACD ACD
Customer Service 107 2228 75 2838 63 2943 il 2372
Help Desk 24 241 43 2590 43 3049 37 2304
sim3c 3

EBack I Hext I Lancel I Help I

Innovation ¢ Experience ¢ Value
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Why extend you Contact Center into the
o En ter p r I S e Deliberotely_lnﬂov

e Subject matter experts are often in the Enterprise

* Increase your 15t call resolutions by engaging with them
» Helps with Disaster Recovery plan

* In the event of large scale sickness

Innovation ¢ Experience * Value www.inin.com
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What technologies help?

* Extend Presence
Management into
Enterprise

e Including Find me

Follow me for
executives

Innovation ¢ Experience ¢ Value

(}_ &t a Training Session
'ﬁ Ak Lunch
wil vailable

dvvailable, Follaw-Me

Available, Forward

T Away From desk
¥ Ee Right Back.
mBusy

4. Do Mot Disturb
f.*Gl:nne Home
mln a Meeting

"f on A Break

"f On Yacation
ﬁ;Out of the Office
S0k of Tawn
DQOn Cutbound Pre-Qualify ACD Call
== Sick Ak Home
ft.'-.-'-.-'nrldng &k Home

Ezxit

INTERACTIVE INTELLIG
Deliberately Innov

Interaction Client
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What technologies help?

INTERACTIVE INTELLIG
Deliberately Innov

(}_ &t a Training Session
'ﬁ Ak Lunch
wil vailable

dvvailable, Follaw-Me

Available, Forward

T Away From desk
¥ Ee Right Back.
%Busy

4. Do Mot Disturb
f.*Gl:une Home
%In a Meeting

‘Tf on & Break

"f On Yacation
ﬁ;Out of the Office
S0k of Tawn

3 on Outbound Pre-Gualify AC0 Cal

* Extend Presence
Management into
Enterprise

e Including Find me

Follow me for
executives

e Use directories to
segregate skills for el
easier search

Interaction Client

Company Directnlyl CustomerServiceI Help Desk i© Claims |

T e

Innovation ¢ Experience ¢ Value

| | | | | KE:
Statuz Summary Lazt Hame Firzt Mame E stenzion Statuz Statuz Notes Lintil
& v Fhillips Andy 8515 8 #vailable, No ACD KE: Life
L Chin Rick f244 H On Vacation Fri, dwig 28
Harnizh ﬂ Sick At Hame
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What technologies help?

* Extend Presence
Management into
Enterprise

e Including Find me

Follow me for
executives

e Use directories to
segregate skills for
easler search

e Includes external

data sources, such

as ODBC, LDAP,
etc.

Innovation ¢ Experience ¢ Value

INTERACTIVE INTELLIG

(}_ &t a Training Session
'ﬁ Ak Lunch
wil vailable

dvvailable, Follaw-Me

Available, Forward
i h N f

T Away From desk
¥ Ee Right Back.

Deliberately Innov

Company Directory | TechnicalSales | &2 Al Partner Contacts || All Custorer Contacts

t abile

014 20

Lazt M ame First Mame Cormpaty
m Lee Chiing Pywiz Australia TAas CallTime Solutions
Aarmer Ahmad Farouk Strategy Canzult Internationa
Abdel Kareem Ahrned Advanced Technalogy Saolut
Abdoel Jermel Acal Mederland

3 on Outbound Pre-Gualify AC0 Cal
== Sick Ak Home
ft.'-.-'-.-'nrldng &k Home

Interactic

Ezxit

Strateqy Consult Inkerr
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Technologies Extended

Deliberately Innov

 Putting all contact

' Interaction Client: .NET Edition

i nfo rm atl O n at th e File Edt ‘%ew Options  Optimizer  Help

Humber [ >|  MakeCal |-|
hands Of the agent @My|nte[actions|

Queue I Iame I [ - I I I Duration I Skate
Allg andy Phillips
() d h b I y A Lunch
An t e a I It to Statli-lcunlf: Andy 3T 0ffice
d rag an d d ro p Dial Default Mumber Enter 1
Dial Business Phone Ckrl+6
tran Sfer to a.ny Of | Dial Business Phone 2 kU |
2 1 Dial Mabile Phare Chr+
these numbers SRR —— cte -
= LINC
Dial Eax Ckrl+F

Campany Director_l,JI Cuztomer Sewicel Help [1
| | Send Email (Business). .. Ckrl+E

| Last Mame | First | Until

tatus Summary
i Phillips o e Camp Ctri+A
0 Shappell Beb 5y Send an Instant Message Chrl4-Shift+I
3 N Farspthe Brad
- Thornburg Debbi Wl Start a Yideo Call ChrlShift+Y
™ x Krajewski Murph - . . b
<| ge  Initiate new Chat Ckrl+Shift4+C 3
@ ﬁ} @ ag f fHY Change user's status... Chr+S
Dial Business Mobile | Business | Camp
[3 smde [ndyacafice [ | ) Properties... Ckrl+Shift+P y
Selected Inkeraction 2

Delete entry

Insert new entry. ..

Innovation ¢ Experience * Value www.inin.com
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Technologies Extended

 Putting all contact
Information at the
hands of the agent

* And the ability to
drag and drop
transfer to any of
these numbers

Innovation ¢ Experience ¢ Value

INTERACTIVE INTELLIG

Deliberately Innov

' Interaction Client: .NET Edition

Fram: Cindy Phillips

&

Edt  Wiew Options  Optimizer  Help
Mumber I j M ake Call |'|
@ My Interactions |

LELE NName Call Id | Murmber Recs Lstns Duration | State

Status Summary | Last Name | Extension

| Status

a| | 2
IR o 39
Fickup Hald  Mute Transfer Voicemal Discormect | Join Listen Coach | Record Pause Assiskance |
My Status |G Available, Mo ACD ~| 00243 KE:Life &
Company Director_l,.ll Customer Sewicel Help Desk  Claims |
| First Name | Status Notes | Until &

[

Delete entry

Insert new entry. ..

L2 o Fhillipz Andy 8515 * Available, Mo ACD
=g X Shappel Bob ae16 e £vailable
Lx Forsythe Brad 8359 B svailable, No ACD
u Tharnburg Debbie 2379 ;I)z»’-‘«vailable, Farward
|l?i 3 Krajewski Murph 8514 W &yway from desk Testincl stuff _ILI
A 4
% Bz a2 &
& & & Bz D | O
Dial Business Mobile | Business | Camp Chat | Transfer | Properties Home
) | Y Sim3c |And_l,.l3EZHOme |_|_'l_| 4
T Simdc  [AndydCUthce 10 | e Vi
Selected Interaction 3
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Technologies Extended

Deliberately Innov

o P u tti n g aI I CO ntaCt ¥ Interaction Client: .NET Edition

Edt  Wiew Options  Optimizer  Help

|nf0rmat|0n a.t the Humber | x| | MakeCal |v|

@ My Interactions |
h an d S Of th e ag e nt eUe Mame Call Id | Mumber Recs Lstns Duton Sate

& Fram: Cindy Phillips 2001462323 [(317) 701-3305

* And the ability to
drag and drop
transfer to any of = |“——" wy o , .

- Bevailable, Mo ACD . i?

ICEUP {n] 1] KE: LF SElsLance |

these numbers e I [ %
—_— On Phone

A Company Directaory

Transfer I

. |
Send to Yoicemail E:h Business | Lintil -
gh Business 2
~g

Status Summary

o
=y
,& Park on Queles
Ba

]
Consulk bransfer | Mobile |
| Transfer ta ather number 3 hEEE _'lLI
@ ﬁﬂ @- Consulk kransfer to other number 3 AEIE I ]
Dial Business Mobile | Business Cam_p Chat | Transfer Properties Home C:> Eax _
1 sim3e [andyaCHome |11 | Pager Y
| TSI [EndyiOffice [T | o rropTTe— Assistant -
Selected Inkeraction 3

Delete entry

Insert new entry. ..
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" " /Z’/y”'if'/\y”“v‘\“‘:\.\\

Media Blendin
g INTERACTIVE INTELLIG

Deliberately Innovati:

» Agents can use the same desktop application to manage all
media types

e Agents can deal with more than one media type at a time,
Increasing efficiency

 ACD knows everything they are doing, so won'’t try to pass
too many interactions to one agent

e Supervisor has holistic view of all media types going
through queue, from one interface

o Skills updated for one media type automatically updated for
all media types

Innovation ¢ Experience ¢ Value www.inin.com
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Agent View

e All media
types
handled
through the
same agent
desktop

INTERACTIVE INTELLIG
Deliberately Innov

' Interaction Client: .NET Edition M= E3
File  Edit  Wiew  ©Options  Optimizer  Help
Murnber I j Make Cal |'|

ke Interactionz |

Recs Lstns Curation | State

Mame

Fram:;

<]

=)

r

e ey
Fickup  Hold  Mute | Transfer

x)

s

Disconneck

+

Join Listen  Coach

0:00:04  Set status details

[2)

Assistance

Record Pause

h

‘oicemail

b Statuz

¥ [ an aC0 Markehing Interaction

Comparny Director_l,ll Customer Servicel Help Desk ~ Claims |

| Last Mame | First Mame

| Status Motes

| Statusz

| Extension

Statuz Summary

f' 1 Phillips Andy 2515 f*_ On an ACD Marketing Interaction

-3 X Shappel Bob 2E16 i &vailable

L= Farsythe Birad 2359 8 #wailable, Mo ACD

,.a 4 Thomburg Debbie a3 ,.a.t’-‘-.vailable, Fanward

L5 Krajewski tuph 2514 T Away from desk Testincl stuff _blj

<]
Eh & 5 (Bt > O B

Dial Business Mobile | Business | Camp Chat | Transfer | Properties Home

|7} Sim3c  |éndy3CHome | D0 |

Innovation ¢ Experience * Value
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Ag ent Vi eW INTERACTlV ITELLIG

Deliberately Innov

e All media

" Interaction Client: .NET Edition

types Eile  Edit  Wiew  Options  Opkimizer  Help

handled Humber | ] Makeral |v|

e by Interactions |

th ro u h th e QueuE | Mame | Call 1d | MNumber | Recs | Lstris | Duration | State
g .@’ t arketing From: dndy Phillips 2001482727 (317 701-8342 0:04:44 Dizcor
oy Marketing From: dndy Phillips 2001462767 Andy. Phillipzdi 00700 ACD -

i 00553 ACD -

S am e ag e nt B Harketing From: Sample User 20014 P p—
desktop

1] | i

) R 2 -g;j!. X | ¢ @ 9

S F ¥, ¥y il
Pickup Haold FMute | Transfer Woicemal Disconnect | Join Listen Coach | Record Pause Assistance

My Status Iﬂ On an ACD Marketing Interaction x| 0:00:23 Set stalus details e

Compang Dilectoryl EustomerServiceI Help Desk ~ Claims |

Status Summary | Last Mame | First Mame | Extension | Status | Status Mates | Lintil -

L Phillips Ay 51F ¥ On an ACD Marketing Interaction

- X Shappell Bab 8616 ) & ailable

o= Forsythe Brad 8359 & Available, No ACD

,.a 4 Tharrburg Debhie a3 ,.a.&vailable, Fanmard

L5 0 Frajewszki Murph o514 T Awway from desk Testin1 shuff _blj

1
G Fo) 5 Bz » O B

Dial Business Mobile | Business | Camp Chat | Transfer | Properties  Home

|0 Sim3c [Andy3CHome | D | 4
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Agent View

e All media

INTERACTIVE INTELLIG
Deliberately Innov

types

" Interaction Client: .NET Edition

Eile  Edit  Wiew  Options  Opkimizer  Help
hand Ied MHumber I j take Call |'|
e by Interactions |
th ro u h th e =S | Mame | Call 1d | MNumber | Recs | Lstris | Duratiunl State
g .@’ t arketing From: dndy Phillips 2001482727 (317 701-8342 0:04:44 Dizcor
oy Marketing From: dndy Phillips 00700 ACD -

same agent
desktop

File  Edit Options  Wiew  Actions
) T W i!' )
A e L b v
Pickup Hold | Transfer “oicemail Disconnect

Help

Record Pause

s @

Private

L
=%

Assistance  Responses

200

hillipsEi..

ermi

simdomain.com - Email

Account Code

0:05:59

Edit Options  Wiew  Actions  Help
-
) *r ) .
S a|l®P ¥ @ 4
\|Pickup  Haold | Transfer Disconmect | Record | Assistance Responses

azzist pou az zoon a3 possible.
IC zays:

Interaction alerting dndy Phillips.
IC zaps:

Wiehszite visitor has joined the converzation
Andy. Phillips zaps:

b air Branch

100 Bth &ve

]

- I

Motes ILDQ | My Respo_t | >|

I~

| sim3cmarketing:

Response Management

i Mew - |4 Edit g Rename

, Delete

Suite 300
Mew ork, Y 10059

Indianapaliz Branch
TEO1 Interactive 'way
Indianapoliz, IN 46278

Atlanta Branch
7BE0 Elm Street
Atlanta, GA 49821

Denver Branch
500 Cherakee &yve
Denver, CO BO5Z24

D My Responses

3 Departmert of Energy
D DR Leonards

=[] Graupl

¢ L.[=] Status of an order

Contact Information
Friday
Hallelujah!

b air Bramchil 00 Sth AvelSuite 3000M ew Yaork, MY A|

ID: 2001462771 | 0.0352 (@

L

[, 800 -2

Innovation ¢ Experience ¢ Value

|
]

100590 ndianapaliz Branchl7E01 Interactive 'w!ap
Indianapolis. IM 4627804tanta Branchl 7560 E lm
Stieetfldtanta, Ga 4982100 enver Branchiboo
Cherokee AvelDerver, CO B0524

-

vl

Account Code

Motes I Log

IMyHespo‘l ’l

[~

Add Mote |

lipz.

4

Inzert into. . |'|

Cloge | [
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Su p erv i S O r Vi eW INTERACTlV ITELLIG

Deliberately Innov

e Supervisor gets view
of everything in the

l;'g Interaction Supervisor {(Server: sim3c User: Andy.Phillips Station: Andy3CHome) - [Marketing]
q u e u e & Fle Edt View ‘Workgroup Queus Window Help 1=l =]
|a azA 5w || |m| |wEp|=:%
Marketing .
-
i Total Agents 191 & Oninbound ACW E ‘& Longest non-&CD interactions H,I'A —
[ Logged In 12 ] Longest inbound ACD interackion 5:02:11 ‘) Interactions waiting |;
‘) Awailable bo take ACD interactions E ‘&) on outhound ACD interactions E ‘) Interactions answered E
W %% Available E.DD ‘& Onouthound ACW E ‘) Longest interaction waiting 5:02:11
@ Longest available H,I'P. ‘o Longest outbound ACD interactions H,I'P. & Longest talk time H,I'A
EJ On inbaund ACD inkeractions F NJ on non-&C0 inkeractions F E
Period { Shift Current Petiod Previous Period Current Shift Previous Shift
Interactions received o |4 o b o |ID ] |2
Interactions answered o b o b o k’ o |2
Interactions completed v b v b o k’ o |2
Interactions sbandoned '@ b L b @ b L b
Average wait time "!‘MF‘ "-‘Mn QF:DD:DS ub:m:zq
e u 9 9 El
E | LA | Luober | LITTT 2ol | Stats Lskn | Rec | Lser Station I Lir
= * Marketing From: Andy Phillips Andy . Philips@izsim... 0:02:11 ACD - Wait Agent
[0
= E Marketing From: Sample User sim3ctermin.simdom, .. 0:01:10 ACD - Wait Agent
o @ Marketing From: Andy sim3ctermin.simdom, .. 0:00:54 ACD - Wait Agent
= @D TMarketing From: Andy Philips (317) FO1-8342 0:00:27 ACD - Wait Agent Sil
Zr
T | 2
= \) . =,
) < 2 0 O
Bickup Tramsfer Disconmect  Joim Listem Coach Record Fause Frivate Assistance  Properties
2% Histarizal Hl'm System Ia Customer S... gy  Marketing I

Ready
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Self SerVice Made Easy INTERACTlV ITELLIG

Deliberately Innov

* The ability to
make adds
moves and 6 n B  EXCSESSEETE

A

ERGLBEBRIEAL DS (B 28 EFRARE 0600

-
changes to your S :
% Caller Data Entry
. 0! Transfer to e §E Multi-Action Container
1 Extensions ¢ B DB Operations »
2! Dial by Marm Mo Dial By Mame
3! Transfer to NE
U RequestaF HE %, Dial Extension
51 Suppart Skill I7 <) Disconnect
I I e e O r a 6 CallBack Mei v Bas Fax Back
7 Extensions ¢ ~ &% Language Selection
8! Extensions ¢ L Loaging
9 Extended M .
o BB After Hours el & Logical Transfer
o BB wieskend Nz A Other Tools —
wone B Sniow Day m " Play aMenu
“is ASR Password Reset - ¢E Play Audia
W' Call Back Halder £} Play Info
24 Fidelity General Servio .
Y — iy Dueus Gperations »
24 Fidelity Premium Servic i X
iy Gateway Tests —Re b Beceive Fax
= . i 1C surveys Dema Profi M Hi# Remate Access
o I I Itu ItIVe G U I s Interaction Feedback [E Remote Data Query
- Mobile Office H 7% Run Subroutine
> Optimizet Data Geners — % Set Aktribute
= h d d s Simple Fax —Ex T Transfer to 2 Diferent M
o ransrer to 3 Lirrerent Ny
| l e TS AndyP B66-541-72] =
WI t rag a T3 Bobs S66-541-723 I 4 Transfer to =n Agent
& TS BradF 666-541-724 Mz a}& TransFer to an Exbernal Numnber
= b 75 Chwvila B66-242-728 I ﬂ Transfer ko Yoicemail
> )
ro p u I I C I O I l S w15 Jasur"f 866'541'7f {78 Transfer to a Warkgroup or Stationgroup
4 15 Murphk. 856-541-72 —_— a% Transfer to an Attendant Profile

5 T58P - B66-541-7236 _|
Sl T3AP Fax 5 EEH L

% 15AP IFesdback T
4 | | L4 This is the Default Schedule For this profile, It is the schedule that

=]
[ w4
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Self SerVi C e CO n t u INTERACTlV ITELLIG

Deliberately Innov

 Offer customers
different options | | -
based on number L& e

e EBLEBRELTO LB -—BEIFALCHS (Bd > |8t i Aos W

they called, or e o
where calling from

: :JJ ASR Password Reset - vin | | |<DeFault> =l
e Different options

based on days or
time of day

- % Fidelity Premium Service - ™ allow calls ko be transferred to this profile
-

- o Gakeway Tests

- & 1C Surveys Demo Profile

- & Interaction Fesdback

- i Mobile Office Enter phone numbers andfor ranges of numbers separated by

commas, Do not use any formatting characters when entering

a phone number, For Further explanation of Farmatting, click

the "Formatting Help" button below.

— Incoming Call Selection

- 5‘).' Optirmizer Daka Generakor

- ¥ Use this profile ko process incoming calls with any of the
- 4 TS BradF S66-541-7241 fallowing DNIS (the number the caller dialed) values:
- Fi T3 Chwila B66-242-7254, I e
-
- o TS5 JasonC 866-541-7243
‘:“_, TS Murphk 866-541-7245

¥ Use this profile ko process incoming calls with any of the

. zi-' TSAP - BA6-541-7236 fallowing &MI (the number from which the the caller is
- i TSAP Fax calling) valuss:
- %o 798P 1 Feedback I 317EE5444]

™ Use this profils ba process incoming calls which arrived from L
this line or line group:

| H

3 | W oo | =
Ready [ A
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Self Service Cont.

e Offer customers
different options

based On number [Fle Edt ¥ew Insert Help

they called, or
where calling from

e Different options
based on days or
time of day

Innovation ¢ Experience ¢ Value

r* Interaction Attendant - sim3c - Inbound Call Configuration

INTERACTIVE INTELLIG
Deliberately Innov

HBem| & BB X|1E ¢8RS = E

7 E

788 BB LKL EFTSLS

= sim3c - Inbound Call Configurat

4]

Drefault Profile

s ASR Password Reset - Yin
s Call Back Holder

s Fidelity General Service -
% Fidelity Premium Service -
‘?‘)_. Gakeway Tests

‘?‘)_. 1 Surveys Demo Profile
Interaction Feedback
Mobile Office

Optimizer Data Generator
Simple Fax

TS AndyP 866-541-7235
@ Defaul Scheduls

- %ia TS BohS B66-541-7239

- % TS BradF BE6-541-7241

- s T3 Chwila g86-292-7254,
- s TS JasonC B66-541-7293
- s T3 Murphk 866-541-7245
- s TSAP - 886-541-7236

- 5 TSAP Fax

s TSAP I Feedback

i 0 s O IO e O O e O B e

FME{2009 -

" This schedule expires on

| &/19/2009 .|

Daily  Weekly |M0nthly I Yearly | Unplanned I Syskem |

Use "Weekly" For schedules that run on a particular day or davs of the week,

Start on ITuesday j I 7i0am == [Davs
I~ sunday
Endon  [Friday =l 50 = | B oy
V¥ Tuesday
¥ Wednesday
; v Thursday
Time Range v Friday
" This schedule should run all day I saturday
% This schedule should run between
Start | 7:30 M = Al | Mane |
End | 5:30pM = M-F | "Weekends |

EBEAMNSOL B DF MR BR P

2

=
[ [
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Self Service Cont.

INTERACTIVE INTELLIG
Deliberately Innov

e Use the same
Interface for both
I n b O u n d an d ;- Inteactin aAttendant - sim3c ; Inbound Call Configur
OUtbOund |VR H;H e BEaE =T E

|t | ® @ ECEOBEBR(EIFLHY (B 2o BEFARRBE P08
m B revs Schedule
- -
1 1 = De 4 @ Callback Request 1=
ap p I Ca I O I I S 5 B Default Schedde o & Caller Data Entry "
- |0 Transfer ko oy £= Multi-Action Container 1on group
1 Extensions ¢ DE Cperations N
2! Dial by Marm Dial By Hame
3 Transfer ko X i
Dial Extension
4n Set g Disconneck
[+ [ W Request aF i Fax Back
- |5 Support Skill Language Selection L
[ | 6 CallBack Met laegtE
- || Extensions ¢ )
o |8 Extensions ¢ Logical Transfer
- |9 Extended M Other Tools
B After Hours Play a Menu
BB weekend Play Audio ﬁ
. B snow Day Play Info
- w‘ AR Passiard Reset - a¢  Continue waiting in this quene
[ s Call Back Holder _
- i Fidelity General Servic Receive Fax 4E Play a Message to the caller
[ i Fidelity Premium Servic Remgte Access & Present a Menu ko the caller
[ s Gateway Tests Remote Data Query é} Repeat a sequence of Queue operations
- :?" IC Surveys Demo Prof ﬁ 3 Run Subrautine B Transfer the call out of this quene
[+ .7ds Interaction Feedback @ Set Attribute
[ s Mabile Office B Transt 't E— J
L ransfer to a Different Menu
[ Optimizer Data Generz =
el s Simple Fas by ﬁ Transfer ko an Agent
[ i TS AndyP B66-541-72; Esi 5#% Transfer to an External Number
[ s TS5 Bobs BE6-541-723¢ Es ﬂ. Transfer ko Yoicemail ar -
-
Bl o 15 Brac!r 866'541'72‘: {7 Transfer to a Workgroup or Stationgraup
B m}' 15 Chvia 866-242-? |—,qc % Transfer ko an Attendant Brofile —‘
K 2 & MscRM » =l
MUM i
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Self Service Cont.

e Use the same

Interface for both

Inbound and
Outbound IVR
applications

Innovation ¢ Experience ¢ Value

INTERACTIVE INTELLIG
Deliberately Innov

ion Attendant - sim3c - Outbound Call Configuration

Edit Wiew | Insert Help

Fi
Mew Server
W T MewBrofile

1 B New Scheduls
-

% De
% Student Loan Agentless C
s wam
@ Default Schedule
EH cuthound Schedulel
4 | ©

e |EmE EEs s B fE

EFOWEEBRRE AN D) e 2o | BFEERRBE W0 D

4 X5 Calback Request

% Caller Data Entry
Mew 1=
proc i=

Multi-Action Container

B Dial By Mame

Dial Extension

® &

¥ Dialer Call Completed
I~ <) Disconneck
r k Eax Back
I . Language Selection
o (2 Loaging
nz %% Logical Transfer
I—< A Other Tools

“® Play a Menu

ﬁ:E Play Audio
L= [Zi Flay Info
—Re @3 QuUeUe Dpetations
h T Receive Fax
| o Remgte Access
[E Remote Data Query
% Run Subroutine
_ 50 &% Set attribute
This ¥ Transfer to a Different Menu
will £ ﬁ Transfer ta an Agent

_scfhe 5t Transfer bo an External Number
infar

T

TransFer to Yoicemail
TransFer to a workgroup or Stationgroup

i a5

TransFer to an Attendant Profile
M5 CRM

@ DB Insert
@ DB Query

& DB Update

[
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Self Service Cont.

IDETHRAE Y Bl AAGH

Deliberately Innovative

e Use the same
Interface for both

« Interaction Attendant - sim3c - Outbound Call Configuration

Inbound and S

» Interaction Attendant - sim3c - Inbound E-mail Configuration
e

O tb d I V R File Edit Yiew Insert Help
utooun Hee6 tee X ENH e Bian o= v
I . . —uNBex | LD
a cations ke I : :
p p I I n - [ Default E-mail Profile sim3c - Inbound E-mail Configuration
g Default Schedule
- Claims Mailbosx Profile S
‘ s ' ' I @ Defaul: Schedule
® n d eve n e al I SalesForce. com Email Scre
@ Default Schedule
- - TSAP Insurance Maibox P
ro u tl n E Default Schedule
L. B Emergency Routing ¢
| ] B
Ready [ o y
faje |FANSFer i 3 Wiorkgroup oF SEationgroup
% TransFer to an Attendant Profile
1] | MS CRM >
[ [rom v
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Next Generation ACD — Bullseye Routing

All Customer
Service within 10
minutes

Technical Support
within 3 minutes
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Contact Detalls

Scott Michael Casson
Cell: 859-445-9497

Email:;

Andy Phillips

Office: 317-872-3000
Email:;

INTERACTIVE INTELLIGENCE
DELIBERATELY INNOVATIVE

WWW.INniNn.com

INTERACTIVE INTELLIGENCE

Deliberately Innovative
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