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Predictive Dialing
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The Latin Definition
Dinnerus Interuptus
Hangrous Uptesourus

Example

The Process:

To call a telephone number in advance of a
call center agent’s availability in order to
provide another customer to that agent as
soon as they are available.
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Business Uses

ﬁustomer Solicitation
_, Collecting of Money Owed
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Inventory Management
Fraud Prevention
Product/Service Updates
Collecting Feedback
Fund Raising
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Fundamental Principles

'{op:e to whom you wish to Communicate

A Message/Goal
Person to Communicate the Message
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Value Received
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“...we have seen a 45% increase in the
volume of outbound calls... We prevented
the loss of $600K of un-billable usage in a
30 day sample.”

“... each system hour is worth $200,000
dollars!”
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~ Up to 300% gain in agent productivity
~ Costs reduced up to 66%

~ Contacts per agent hour tripled
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Key Capabilities

/Increase Productive Events

Agent Productivity

Targeting Specific Customers

Call Blending

Manage to Operation Goals
Integration to Existing Infrastructure

O
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Increase the frequency of productive
events —

Right Party
50%

Update
Customer Data
12%
Wrong Party
2504 Idle Time of Agent
13%
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»~ Communicating message
~ Gathering Information to answer questions

~ Updating Systems

~ Call Strategies
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Targeting Specific Customers

Whom to call

When to call them

Where to call them

How to call them [ \@/
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Call Blending
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Method for Balancing Agent Time and
Customer Calls

Volume Inbound
of Staffing
Inbound Level
Calls
v\
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G. AM PM

=W Time of Day

L Example
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Manage to Operation Goals

hmn

Real Time Adherence
Real-time view of operations

|} Agent Statistics
File “iew Agent Window Help
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Manage to Operation Goals

Real Time Adherence

Alert to operational deviations

|} Alert Manager I =] S
File  Alert “Window Help

B =Bl ofc] 253 2
5 Alerts Defined

. current agent break time for Any Work Group greater than or equal to 0:02:00 - Screen Alert

. time of day equal to 6:00 &AM - Run Script auto_downlosd

. current agent wrap time for Any Work Group less than or egual to 0:00:00 - Run Script auto_dowenlosd
. current agent talk time far TEAMT QWWORKGREP] greater than or equal to 0:02:04 - Screen Alert

Screen A,

current agent talk time for TEARM2Z QAWVORKGREP) greater than ar egual to 0:02:16 -

Alert Event: | current agent talk time || 3Workgroups Defined, 18 Agents Defined
Alert Owner: tl currert agent break time =1 [&ny Wiork Group i‘
current agent talk time TEAMT WWORKGRP]

Alert Protected: currert agert wrap time TEAMZ DAOREGRP)
Alert Data: { averade agert talk time TEAMS (NORKGRF)

averace agent wrap time A A (&) j
Event Relationship: responsible party reached pct

average time in gueue oo

Event Time (hhimm:ss) | averane hold time E | 2 E | 16 E




Manage to Operation Goals

Real Time Adherence

Implement dynamic strategy changes

. Campaign Manager
Eile Edit “iew Campagn Window Help
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Integration to Existing Infrastructure

ﬁx
Corporate Applications

Desktop Environment
Business Model

IVR

Production Report Structure
Other CTI offerings
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»~ System Utilization
~ Boutique Uses

~ Short Term Requirements

~ Cost Allocation

~ Dynamic Business Changes
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Industry Trends
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Organizational Scalability
Increase Agent Life Cycle

The 3 Rights
Customer, Time, Resource

Focused on Quality and Quantity
Integrated into Planning Applications

Multi-Channel
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Why Multi-Channel?

Executives seek to gain competitive advantage through better service,
streamlining process and improving cost control and operating efficiencies.

Premium Service 78.8%
Process Streamlining 61.7%

Cost / Control Efficienc

E-Business
20.0%
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ce: PricewaterhouseCoopers LLP, 1999
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Amount of labor
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Cost of Interaction
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Agent Telephony Interface

E Unizon Agent Workstation - Microzoft Internet Explorer
File Edt “iew Go Favontes Help

Logjan Tirre

—

Connect Time

| oo:00:03

World Tel Corporation

Name |h=15. |Eh:|r'mie F.rietzer
Address 1 200 WWater W'asy

@ Address 2
}7

City [Dallas State [T Zap [z3456
Phone 1 |372578-2237 Phone 2 |37z578-1237

R Contine.



~§ Unizon Agent Workstation - Microzoft Internet Explorer provided by MSN

<1

) KenAmbiose ‘ Nest version??? 2/24/38 10:2517 &M
[ Lana Sheman Re: Re: Re: Info Availsble 3/01/38 2:20.00 PM
L JenBryan N Catalog 3/02/98 124455 PM
[ Brendan Conad Ewor 53262 3/03/38 351:00 PH
r @ \w/iliar Kendrick ‘Wb Form Fespanss 3/04/98 35100 PM
I B chisMachedo Re: AcmeiX 20 - Special Offer 317/985.2351 PM
r B Buwnlee Re: Acmei 20 - Special Offer 317/985:2512 PM
B Susan Bay Re: AcreX 20 - Special Offer 317/98 52543 PM

Incoming Message

From: KenAmbiose <ken@attnet: via General pool
To: infol@acme com
Date: 2/24/3810:25:17 AM
Subject: MNewt version???

Hi,

When will the next version of wour software be released and what are the new features?

Alzo, | was wondedng if you have any job operings. .| have attached my resume.
Thanks,
Ken
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