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Key Service and Sales Functions
¢ Contribution to driving service efficiency
W Contribution to supporting cross-sell
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Transition In Customer Contact Center Strategy - Challenge

Differentiation
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Avaya’s Portfolio Uniquely

Dave Bengtson

Delivers “Effectiveness with Lori Bocklund 2002

Preserved Efficiency”
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Customers

U

Work Item Tracking

E ?T'cjco unt#: 30f42163343
Time of Day: 03.05.2002;12:31:59
Caller Id: 9785556000
Called #: 8005551234

IVR Step1l: Please Enter Account #
IVR Step2: Verify Number (432485)
IVR Step3: How may | help you?
IVR Step4: Transfer to Agent

Last Call: Account Opened

~

Ay A

Customer Value: High
Customer Name: Bill Kovar
Agent: Victor Williams
Call Conclusion: Hang-up with Agent
-— { Agent Action:  Send email
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Last Agent Routing

Thank you for
calling back,
Mr. Smith.

Mr. Smith

1 Routing

Server

ANI =407 456 7890
Cust Name = Mr. Smith
Last Agent ID = 1234
Last Call = 4/5/03

Interaction Data Store
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). Supervisor - 8583
File Tools Help

File Tools Help

= @ Agent Information
= @ Tanya(8911)
& Calls - Current =0, Total =1
i 9 Tarvya (98107, Agent work mode - Lvailabie
:jL Avg ACW =42, Avg Available =12, Callz receivediinterval = 2
& Robert (8912)
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; foJ (Cormect) Incoming call from 8914
o 3 Robert (9812), Agert work mode - Available
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[T Show histary Sent
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Skill? y Expected GCall Handling Time {sec): 18@
AAS? n _ _
Measured: both Service Objective (sec): 28

Service Level Supervisor? n

Supervisor Extension:

Skill? y Expected Call Handling Time (sec): 188
AAS? n _ ]
Measured: both Service Objective {sec): 48

Supervisor Extension: Service Level Supervisor? n
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BSR 3 Location Example

= Hh S BSRIGH

0100)10°004 \

EWT Response 7
of 15 seconds
15FPEWT i 7

L/ SatusPoll

RAEFM v
/ v D
EWT Response y  \

of 17 seconds
N

17FPEWT i i
Loc 2
Mo

1. Consider skill 2 adjust by 0
2. Consider skill 3 adjust by 0
3. Reply with Best

© 2005 Avaya Inc. All rights reserved.

1. Consider skill 2 adjust by O

2. Consider location 2 adjust by 10
3. Consider location 3 adjust by 30
4. Queueto Best

\ \\Status Poll
YR

Site 1=EWT = 33 seconds

i L 1=EWT=33%}

Site 2= 15 seconds + 10 seconds = 25
seconds

v 1 2=15F0+10Fb=25F)

Site 3= 17 seconds + 30 seconds= 47
seconds

Ui 1 3=17F0+30Fb=47F)

Call Queuesto L ocation 2

W IU FHERA 2 15—

Loc3
Hh R =
1. Consider skill 5 adjust by O
2. Consider skill 8 adjust by O
3. Reply with Best
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 Avaya Interaction Center
* Avaya Contact Center Express
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Inbound Emall

Mailbox ¥  Mailbox xx  Mailbox xxx
v Y ¥
Email Email Email
Quewe ¥  Queue xx  CQUEUS XxX
k4 Yy
Queus ¥ Queus xx  Jueue xxx
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AVAYA

£ Agent - 4600 Test Station (Agent 4904) M=l
2N Lire 1: Active call
=P |
2)s) BE=8 e 2
. =1 = I F5 F& E¥ FE o
Email Server [FS1 | 61 | [F7] | [Pl
E,-Media Client -0 x|
File Tools Window Help
=+ Email - Pricing Enquiry on A¥AYA Contact Centre Express [ConversationID: ch0dZ2be0-fcd3-44 =
Rl 2| = )
] gt —_ /
Reply Reply Al Farnuard Suzpend Cloze Sawe Fles
Fram: I"Admnistrator" <Administratorzdy sy ACCE . cons Sent: Thu, 15 Apr 2004 07:23:57 +1200
To: I"ACCEDEMD" <Software. 5 ales@AVATACCE. com:
Cec: I
Email Media Bec: |
Store 3
Subject: |F'licing E ngquiny on A%ATAS Contact Centre Express [ConwversaionlD: cb0d2be0-fod3-445e-8d14-2d3a81bda3a4]

Media Director

Attachrents: I

Could you please forward me all avalable information you have on AVATA
Contact Centre Express.

Eegards

A Tan
Aundrey Tan@agilesoftware co.nz

4]

ol

|Email message loaded successfully.

a0 @y
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Instant Messaging

« Madie Lhend - | dMmple Beoagring - denesh_bumar @t I'_ ‘I.-.E. ‘
Ty Dl Tach '__'_1':- - E ¥
Tir e pg bR ovom | o
i Simple N
| ¢——p MESsaging =
] Mediastore Gateway
Bt Qm Larirmenssps receied on 1AL w2 27 pm
|:ﬂ'|d_-:wl'|!-'¢h'|=‘hh-..:w.l-. o] -ﬂ;
®Able to handle instant messaging with MSN Messenger R R A
®Used in conjunction with Simple Messaging Mediastore to [0 owtmetoom

distribute incoming instant messages

®As IM uses email addresses, customer priority, denied list
(open) and allowed list (closed) user groups can be utilized

®Like webchat, all text is stored
®0ne or more MSN servers are supported T T T —

®Each MSN account can be assigned a Media Director ) -
gueue with its operating day and times

3T b= Eg b
ok | hale o ba & Eobisr bie

| Aot @ - Do -
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» Avaya Operational Analyst _ :
» Workforce Management (BluePumpkin) Customer @ﬂ Website
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Media: |Phone j Queue: |<C0mbined> j
— Detailed Time Off Calendar
Historical weeks to [
Wieek Weight
¥
Week of 9/24/2001 - 8/30/2001 1.0 Bl vesr a7 2 oLancE DD NEW REQUEST
Week of 3172001 - 9523001 1.0 ln mm
Mow = ||z001 = December 2001 =
Week of 341052001 - 94672001 1.0 - :
Mon | Tue | Wed | Thu | Fri Sat | Sun Mon | Tue | Wed | Thu Fri Sat | Sun
Total ot . ¢ f LRt
4,00 4,10
vacations || |S535 5 5 40 5 4 1
VL:Z iﬂ?; 209 Sizitiles o) i) 14 15 16 17 18 14 15 16
T ager| ., 100 Service level for phone 23 511 2,11 2,11 4,0,0
mi e S Monday, Qctober 01, 2001 E 19 20 21 22 23 24 5 17 18 19 20 21 22 23
- ol £ histler Aaran 10,91+ 300 201 201 301 301 4,0,0 4,00 4,00 4,00 40,0
sun 3 Detwvorth Abreham S04 S opd B B A s
di Ly S Ly Ly S Hy g Lt iy 2y
Weekhy 20401 40 4 Jabnzan Albett 3
Cramer Allizan 40.0
201 oG Anne
0 — [DeVries Bab My Time Off Summary Tirme Off Calendar Legend
oo 01 | IMarkman Bullwarth Total Wacation Haurs &0 hours [] non-operation Day [ Blackout
“Yocavick Brenda Scheduled Yacation 0 hours Man- Ling Holid Wiorking Holid
Average an Charlotte Used VWacation 56 hours e w.or |ng_ s [ wor m'.; s
an g . Remaining Yacation 24 hours [l Day with Available Slots ] Mo Awailable Slots
B4 e VC"”"E"_ Dianied Pending Requests 1 ] Pending Request [] scheduled Time Off
Tus 65 Thadwick Earl
Wed a7 g Mettsrson Elvira
Thu B5 i 60 Koza Frederick
Fri 63 S 504 Teller George
Sat 0 T 40 Corones Helena
Sun o I Echwards Jake
REERN EiE 20 4 Harmsz Joseph
10 4 Chang Hevin
5 Spielbery Liza
oo o | |Jones Lynette
Brickles helinclz
Rogers lichael
Brannon ik
Shuttleswearth  [Peter
Songer Rachael
Coon Stuart
Smith Tamimy
Bloom Terril
Boclricn ey Tomne
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« 3'd party application integrations

* Siebel
* Peoplesoft
* SAP

* E.piphany
* Onyx

Website

0
Customer eﬂ
I
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Siebel Call Center - Microsoft Internet Explorer HEE

—|
ISR -3 360 Degree View - Microsoft Internet Explorer %Dnt{:lct'
_hgen

= Back

Address I

Onyx Employee Portal - Web Client - Microsoft Internet Explorer

File J-Addres

File:

Edit Wiew Fawvorites Tools  Help

s Back - = - @ ot | @Search [] Favorites @Media @ | %- = =

Address I@ http:ffauica0l . avaya.comforyxemployeepartal_windows/powerpage /main_frame. asp

A = = |l

Links >
: A

T 5 .

Custorn{ Ll | M ONYX Eﬁ

Froal
Fobertfl | |negie. Phone
Work P

P Marketil pamear A Company: SimplicTI (ID: 1) =
(@1223)f b sales Srch S 2
P Custory MERE

AT e L

Cu mer

i External Contacts 4 Internal Contacts Organization Chart

SR Eborderpamer fl 000 | ‘ustomer Details

Seryi b Order P
EWI b SEI‘\-'I_CE — 1 Company Telephone

Eha g g“a“h’ﬁ_,_ rag | URL bitp i/ www. sirmplick. com Main (200) 03 - x 1
sna b FIL;TSSDE! tean Company Email onvxsuppork@simplick. com Billing Address

B Wiorkfol  Fied e Primary Contact 501 Keizler Dr

et b ermns 0 % Sales Tools Name SimplicTI Software Solutions Cary, Morth Caralina 27511~
Acco - Configy By » Service Tools Details

I Rl bl . 1nternet Taols Type Small

. P Finanei| Vald T Source Irternal
Site: || I Numbe % Add New... Status Hot

Guilde b Setup Sk # Diagnostics

[ Solutio -
sumnll [ wiorklis
Atadl B Tree

custdl| P Reporti!
incred| B People]

n\% ||~ Agent
E 4

= Agenty
= Change
= My Pers
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£ Service

Mo history exists for this custormer
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Communications

Manager

Interactive
Response ‘
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AVAYA

Warehouse
CRM
‘\ '~=~, , Applications Front Office
p—_— Enterprise
CTI Server Applications Back Office
ASAl XML MQSeries
IP IP IP VoiceXML J2EE SQL, XML
P
n IP LAN/WAN |
Security T ———
Admin Agents — Local or Remote
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Agent
Ui
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Fkt

RS, BRI, REET, QR

« ARFDIS AR S (LD UG p——
------

WY SRS

Initial outbound systems
had their own PBX and
reporting; morphing to a
soft dialing system that
utilizes existing systems.

o FETHR. WELERIAME RS (Avaya Predictive
Dialing System)

0
Customer @ﬂ
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Customer Service Sales/Telemarketing Collections
AR %5 BR B HLTEH & GIE L ¢
Service follow-ups Telesales Early-stage collections
& PR HETFHEMweb S KB = H 3
Customer satisfaction LE]? i lIbacks based on Late-stage collections
survevs redictive callbaCKs pas
Xk‘m);ﬁ“lﬁ Internet web clicks ﬁﬁﬁ}ﬁﬂ&c% _
We:lt?:-ome 1 s FLIVREE (EREEFH After charge-off collections
NN HAREES) Predictive IVR MERM CeqtrglEj%L[&(E}(ﬁ%
T8 3K [F] Ey, callbacks (with or without T SE T HE B B B R S
Requested callbacks natural language) Loid
?)ﬁé’@ﬁ"ﬁlf %%ﬁﬁ Service-to-Value direct feed
Appointment scheduling Fund-raising from CRM Central for real-
. time campaign management
B AT
Emergency notification Mar%ket %search
3 R
%ozgg::t[?/faotification Poliing
EFhE

Proactive notification
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Campaign Editor —FERY SEHS
phone strategy, record selection, job &5 $EH& A0 F RSB
o Editor e =k

IrE fRIRE) EEN REEE LA FHEEhH)
D[22 |v »X|E2H| 2

Collectionsiest 2 FrandCheck — Eil (EF)
CollectionsEast | rig ) o i 5] R i =2
Telemarketingl =] FHONE1
TE|ESEI"-.-'iI:iI'|I;|1 LoyFalBuild Teleservicingl-list3 |:|Ir|.1.ra11u:1 oumb ey
. . . [w]¥o dial tone 1 z z
ServVerif Teleservicingl—-listl K i ,
— - [JLine idle after dial
Surverl Teleservricingl-listz Busy signal 15 1 a
WelcomCall Teleservicingl-list2 [(JFaX or MODEX

[Jinswering machine
[w]Ha answer a0 1 z
[JRinging phone
[[Jcust hung up in quene
[I¥anaged rall cancel
[Joperator intercent
[J#o cireuit awailable
[JFailure on phone line
[[Jcust hung up in OUT @
[[Ha agent for OUT call
[Jabrormal agent end
=] FHOWEZ
[Jinralid rumber
[J#o dial tone
[JLine idle after dial
[w]EBuzy signal 15 1
[(JFaX or WODEM
[Janzwering machine
[w]Ho answer B0 1
[JRinging phone
[Jcust hume up in quene 1
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