SIEMENS

HiPath ProCenter Client Desktops




HiPath ProCenter Agile and Enterprise — SIEMENS
Client Desktops

" The content of this presentation applies to both the HiPath ProCenter Agile V7.0
and HiPath ProCenter Enterprise V7.0 Client Desktops unless otherwise noted.
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SIEMENS

Overview: HiPath ProCenter Client Desktops

F Client Desktop: Agent
" “Look and Feel”
" Usability Features

Agent Desktop Capabilities

" Contact Handling
" Voice Calls
" Email Contacts
" Web Collaboration Contacts
" (Callbacks
" Blended Contact Handling

" Presence and Collaboration

" Performance Feedback and Productivity
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Continued: HiPath ProCenter Client Desktops SIEMENS

. }"‘ Client Desktop: Associate

" Overview

" Agent - Associate Collaboration

" Agent and Associate Feature Profiles

Client Desktop: Attendant Console
Overview
Usage Scenario: Attendant Console
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SIEMENS
Agent Desktop

i
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SIEMENS

Agent Desktop Overview

" The HiPath ProCenter Client Desktop streamlines customer interaction
handling:

" Blended multimedia desktop for handling voice, email, Web
collaboration and outbound/callback interactions
" Unique presence and collaboration tools

" Empowering performance feedback and productivity tools

|I| Agent - HiPath ProCenter Enterprise E] a

File Edit View Tools Actions Windows Help

.ﬂv ﬁ a aﬁ_.; Time in State: 00:06 & ) @_}.\ B & | Digits |
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Service Level for CT Appointments =92%  Estimated b 3 - §a = 7

Utilization: 91.3 % Average Voice Handle Time: 01:13 Average Work Time: 00:28 Contacts Handled: 7 State: Talking Deferred Count --:--
E\\;’ Smith, Gerry § Fergusan, Lee ‘_\\)- Lebeau, Janine

. ‘3 Miller, Annette =g Miller, Thomas g} Maare, Tim ﬁ Stuart, Belinda ga Liu, Anne ¥

User name: amiller
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Agent Desktop “Look and Feel”

= Handle voice, email, web and outbound/callback
interactions in one flexible, intuitive user interface

" One-click access to all important features

" Innovative and flexible user interface for
optimized usability

SIEM

ENS

Agent State Controls Softphone Controls Feature Controls and Indicators

Broadcaster “Ticker Tape”

2 Agent - HiPath ProCenter Enterprise

BEX

File Edit View Jools Actions Windows Help

i}; Annette Miller i}__ James Green i\p_ Leslie Smith _ ﬁ Brown, Theo @ Goodman, James ‘:' Long, Debbie

wd” | O @ A | Tmeinstate: 00:08 ||| & N | B > B & | Digts | Tl i1 e
L] I Agents Logged on for Appointments: 7 Service Level Email = 91 % :
- | Average Voice Handle Time: 00:00 Average Callback Handle Time 00:00 Awerage E-mail Handle Time --1-- Awerage Web Collaboration Handle Time: 00:00 i
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Personal Performance Bar
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SIEMENS

Usability Features: “Tear-off and Park” Toolbars

m " m Agent - HiPath ProCenter Enterprise E]
Agent desktop with

‘g‘ & Ca ﬂ’_‘i Time in State: 38:03 gﬁ (1) @.:_\ & B | ial [54164023592

Cu Sto m iza b I e i n d ivi d u aI Utilization: 94.5% Average Voice Handle Tme: 01:19 Average Work Time: 00:12 Contacts Handle State: »I\\.ala e\ Deferred Count 0 "
display preferences

oadcaster

" Dock and undock toolbars

+ B

by dragging on and off the
launchpad or double-clicking

" Place undocked toolbars
wherever convenient on screen

= Reformat, resize and move
undocked toolbars (e.g. as
required by other applications)

" Display settings are saved for
the next time the user logs on

Speed Bar
& Lebeau, Janine S Ferquson, Lee S Smith, Gerry
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SIEMENS
Usability Features: lcon Mode Display

" Use HiPath ProCenter
lcon Mode to:
" Maximize the screen work
area for the user
" Optimize productivity with a

streamlined, less cluttered -gff

desktop i

" lcon Mode allows access to all s B '
features through the Windows s | Lttt
Sy S t em tl’ ay s gnnnette Mieshach
* The user can revert back to “Full Eza= S oalee

Mode” anytime, on-the-fly :

Tools L4

I = [2]5%
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SIEMENS
Usability Features: Multiple Language Support

2 Agent - HiPath ProCenter Enterprise g

Datei Bearbeiten Anpsicht Extras Aktionen Fenster Hilfe

" || O W b | ZetimZustand: 30:22 | &% B | 88 2 B 4> | wahlen [ 94154023592 .. BlESE8ASh | &£

0 urrent Ser

Uzerz Logged on for Gro : ‘_J i

= W -

Auslastung: 94.2% Durchschn. Bearbeitungszeit Sprache: 01:19 Durchsch., Tatigkeitszeit: 00:12 Bearbeitete Kontakte 7 Zustand: Verfligbar il

iﬁf Lebeau, Janine § Ferguson, Les i?: Smith, Gerry ﬂ Miler, Alice § Moore, Tm @ Stuart, Belinda

Benutzername: amiler

" The HiPath ProCenter Client Desktop offers multi-language support for:
" German, English, Spanish, French, Italian and Brazilian Portuguese

" Agents can change the language in the Client application “on-the-fly”

" Improved usability in multi-language environments
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SIEMENS

Features and Benefits

S R

" Innovative GUI design, utilizing familiar Microsoft conventions
" Reformat and resize “Tear-off and Park” toolbars as required
" Customize views or switch to lcon Mode to maximize screen “real estate”

P

Benefits

" Optimizes contact handling efficiency for all media, minimizes the need
for end user training

" Enhances agent productivity and satisfaction

" Increases flexibility for personalizing desktop settings

= Allows running the application with a reduced footprint on screen, if required
Page 11 Siemens Communications



SIEMENS
Agent Desktop: Contact Handling

i
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Contact Handling

" Intuitive, blended desktop for
multimedia contact handling
(voice, email, Web collaboration,
outbound/callback)

" Media-specific logon to voice,
email, Web collaboration and
outbound/callback

" Easy-to-use softphone and
agent state controls

" Real-time screen pop of contact
information and customer data for
all media

" One-click access to previous
interactions via the Contact Log

Page 13
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SIEMENS
Contact Handling: Login and Agent States

2 Agent - HiPath ProCenter Enterprise

. One CIiCk access for Iogon to a” File Edit View Tools Actions Windows Help
media with previously used ACD *R § b A& [Toensom == | D B2 f_‘*

Log on: Yoice, Callbaclr E-mall eb Collaboration - Extensmn 166 |

extension, OR TS S O T e A e

- Med|a-spec|f|c |og|n to adjust §Lebeau. Janine & Ferguson, Lee S Smith, Gerry _ @ Mill
contact handling to current e i e i
operational conditions Fle At en Zods Actors lndon b

. . . *' ﬁaa} Time in State: --i-- &I‘} @}}ﬁ;
" ChOOse-and-ple |Og|n from IISt Of dpice D 1683 elcome to the HiPath Py

. .
Callback 1664 w- Average Work Time: -

previous ADC extensions (if | e, S
applicable), enabling free seating
" User controlied agent states Rl
through intuitive icons B 8 B Trensie w0 | S & | D S
" Choose from configurable — RJET e g it Procenter Enterbrise demo T

select that best describes wh F3%: Average Voice Handle Time: 00:00 Awerage Work T
gﬂ ine.ti-;rl?srf;?n i3t DEST ASSCriDEs Wy you are
reasons codes for work -

ning § Ferquson, Lee § Smith, Gerry _ 5;3 il

. Mame: Preparation j
and unavailable states™ pesriors [ o

* Reason codes configured in Manager applicatiom
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SIEMENS
Handling Voice Calls

" Full set of telephony controls in an e BRI
intuitive softphone to streamline voice Hsvemidon (D DAL HDHD [[Gow7 s 2
interaction handling T —— —

= Screen-pop with customer data and e | conctoma (o g

: . 281 e o iy st corveprn e et of s cocs
contact details synchronized G2
with each incoming call e e

" Contact data may contain data .

collected
" With Call Director / an external IVR
" From an external database lookup

" Directory tab with data from an LDAP
directory lookup

" Convenient access to Wrap-up reason -
codes, before or after disconnecting — -
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SIEMENS
Handling Voice Calls: Softphone / Phone Controls

" One-click access to all telephony controls via softphone
" Alternatively, telephone keys can also be used

Answer / Disconnect

Hold
Transfer Dial
Consult
Reconnect %
<
Conference
gb) wo| | 50| 2| S0 |40 ||| Digits |eosses7a00)
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SIEMENS

Handling Email Contacts

< Active E-mail - Contact Details: 10:23:02 AM {f=1;

File Edit Wiew Insert Tools Actions Help

" Screen-pop with s = Do Py ot o @

d d Ol % @A 3 M AN P
Se n e r a n @) ‘fou are currenly creating a Draft, Details l Contact Data | Directory  History 4 'wWrap-up l
To... anne te.miesbachi@siemens. com \ Histary of all messages finbound/outboundinternal) for this conversation 10

contact details .. |

H Bcc... ’_ Conversation History
Sy n C h ro n Ize d Subjact: E Schedule MRI appontment IR [FieiD 1@ Subject

4 3242005 10:19:55 AM standarddemo@ annette.miesbach@ Schedule MRI appoi
4 3/24/2005 10:17:41 AM annette.miest standarddemo®@t Schedule MRI ap

Wi th e a C h i n CO m i n g ::l‘la::nll;ett!,— " ,-]3 3/23/2005 5:52:32 PM standarddemo@ annette.miesbach@ Schedule MRI appoi

= 4 3232005 5:146:19 PM annette, miesbac standarddemo@trar Schedule MRI appoi

thank you wer) much For your rescheduling request, Unfortunately, our  —

e l I I a I I CO n ta Ct Facilties are bpoked out on both May 10 ary 11. From: StandardDemo@trangosoft,co Sent: Thu 03/24/2005 10:19 AM

Alternatively | we can offer you il

- I n te rn a I a n d Regards, Ta: annette . miesbach@siernens. com

The DI Tean at Welness Health Center Subject: Referencetlumber: E6DACH1420E00 Re: Schedule MRI appointment

.
external email
Diagnaostic [maging Team - Appainkments Hello Annette, ~

.
Y
fo rWa rd I n g a n d E:qone.s;—k. :ggniosttjg)fr?agnégootest.com thank wou very much for contacting our diagniostic imaging team. The appointment For

wour MRI exam as been scheduled for:

CO n S u I tati O n From: an hette.miesbach@siemnens  com Wednesday, May 4, 5:30 PM

Senk: 3f:4/2005 10:17:41 AM " . S
Ta! StandardDerma@trangasoft,com e woL_lId like: t_o kindly ask wou ko let us know as early as possible in case you cannot
keep this appointment., -

|| Au to _S u g g e St E.iﬁé?d schedule MRI appoinkment .

Wellness H zalth Center

te m p I ates I i b ra ry GQueue: Ehail Appointrents Description: Schedule Mew MRI Appointrment
- I n |t| ate n eW e mal IS & Forward - anbwort: Termin Fr Réntgen |~

ankwort: Termin Fr Ulkraschall

th at are traCked an d 4 Forward Response CT Appointment

I e
He Forward Externaly Response Ulkrasound Appointrme

re pO rted On Iﬂf.,' Consult Externally Response k-Ray Sppainkment

Insert Template. .. hd
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SIEMENS

Handling Email Contacts: Email History Search

" Thread history for the interaction is
displayed in contact details
window for every incoming email
(if applicable)

" Additional “Client Search”
functionality based on various
search criteria enables agents to
review previous interactions with
the customer

" Enables agents and supervisors to
understand the sequence of
Interactions leading to a
satisfactory resolution

Page 18

. E-mail History Search E]@

Bile Wiew Tools Actions Help
& Find Mo jL—’I S k[ | B CloseTab

search Criteria  Results l

J Displays the result of the search, X
Status © Date From To
4 Replied 412212005 5:04:00 annette.miesbach@ standarddemao@tran
4 Replied 4/20/2005 11:17:30 annette.miesbach@ standarddemo@tral
4 Replied 4/20§2005 11:08:30 annette mieshachi@ standarddemo@tran
& Replied 4/19)2005 11:10:1¢ annette.mieshach@ standarddema@tran
& Replied 4/16/2005 1:35:34 annette.miesbach@ standarddemo@tral
4 Replied 4/16)2005 1:32:45  annette mieshachi@ standarddemo@tra
4 Replied 4/16/2005 1:32:27  annette.miesbach@ skandarddemo@tral
& Replied 4/16/2005 1:19:36  annette.miesbach@ standarddemo@tral
4 Replied 4/16J2005 1:04:08 annette.miesbach@ standarddema@tran
& Replied 4/16/2005 12:00:01 annette.miesbach@ skandarddemo@tral
E’ﬂ Cueued 42112005 10:20:55 annette.miesbach@ standarddemo@tral
ﬂ‘, Forwarded Externally  4/16/2005 11:07:3¢ annette.miesbachi@ standarddema@tral
7 Discarded 4/16/2005 12:49:1; annette.miesbach@ standarddemo@tral
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Handling Web Collaboration Contacts

Web Collaboration
screen-pop with

key information on
incoming contacts

" Automatically inserts

standard agent greeting

" Library of standard
phrases and URLs

" Web page push and

escorted browsing

Allows two (or more)

parties to collaborate

In a session

Page 19
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« Active Web Collaboration - Contact Details: 6:44:12 PM

/B

File Edit View Insert Format Tools Actions Help

& Disconnect »=~ Requeue - '\;‘ Invite g% Callme _

EE =

Directory Query:

G 5 | W,
~ SearchIn

@) This Web collaboration contact is active.

= Directory:

& 2006-02-18, 06:45PM Annette says
Does the dental plan cover braces?
4y 2006-02-18, 06:45PM System says

anent

4 £Ulo-Ud-1s, Unl4oFN Annette says

topic: Dental Flan

A B I U | <InsertURL>

Queue: GroupDental

Welcome to the contact center, powered by HiPath
ProCenter. Please hold while we connect you to an

& 2006-02-18, 06:45FM How can I help you?

You might be interested in our Dental Plan offerings.
Please click the link below for more information on this

v <InsertMessage> » <g

[

Details ] Contact Data ‘l Directory ] Wrap-up l

) View information on the current contact

Contact

Description: |Exisﬁng Customer - Question on Group Dental Plan
Source: |

Destination: |'\-'-a'ebPageURL.hh11I

Crigin

Queus: |GroupDentaI Priority: (30

Answering user: |I'~'1i||er. Annette

Time
Target service level: 10:00  hh:mm:ss
Wait time: 00:00  hh:mm:ss

00:32  hh:mm:ss

Supplemental Information
Address: |

Contact time:

Description: Existing Customer kQ\:n:\
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Handling Outbound Calls / Callbacks

" Automatically routes calls for o e g
[ L
outbound campaigns to agents
@) This Callback has been accepted.
b d t k. I I t d DEtﬂl‘Sl Conkack Data l Directory l Schedule ‘1 Wt ap-up l
a S e O n a g e n S I S e a n | j “iew information on the current contack
avallablllty Contack
= Description: |schedule MRT 15t week of May
= S u p po I'tS ag e nt a n d *= Create Callback - Contact Details Name: rvatie iler
General | Contact Data Destinati [tzz
We b i n iti ated Ca I I ba C kS @& | Fill details and schedule information For the Callback Crrig
i= Queus: |Ca||backMRI Priatity: W
H BN Dietails )
- Offe rS a n I ntu Itlve Conkack name: |Annette Miller ceine |Jenmn95, et
Time:
I t rf f d f. I Queue: |Ca"baCk MRI Target ice level: ’m dd:hhimm
I n e ace O r e I n I n g Description: |Schedu|e WIRT 15t week of M| | wait tim [00:00:11 hhemmiss
callback schedules R =
. |v Reserve for agent |Jennings, Leslie Calback Creation |
. S - th Cirigin: Jennings, Leslie
Creen pop WI Schedules Date: ,W o ,m
d h
C u Sto m e r d ata a n d '.:J;'Ejartz,l'l‘l,l'ZDDS 5:00:00 PM ;?1 42005 5:15:00 FM " '3”3 Queue: Callhack MRI Description: Schedule MRI 15t week of May

contact details
synchronized with the
arrival of each callback

Page 20
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+ Active Callback - Contact Details: 4:25:44 PM

&

1':'&) 2/15/2005 4:00:00 PM 2/15/2005 5:00:00 PM 3
1';}_1 2/16/2005 9:00:00 &AM 2/16/2005 9:30:00 AM 3
1':}‘, 2[17{2005 5:00:00 PM 2/17/2005 5:15:00 PM 3

214320432
214325432
214325432

Edt.. |

Delete = | $/

o]

Cancel |

Siemens Communications



SIEMENS
Contact Handling: Contact Log

" Fast and easy access to all o= o v o oo b —

AoH X %38 |=zx=|8|w.

contact center and non-contact sty 9| cnan ey |
center, inbound and outbound

L& View detailed information about contacts you handled in your last 24 hours of logged-on time

Mame Identifier Occurred / Handling ‘| Direction Status Externalf| Contact Type ~
. . . . I=/ <Unbekannt= 3/2/2006 2:36:55PM 01:07  Inbound Successful  External Routed Web Collaborat
VO I Ce e m a I I a n d We b I n te r'a Ctl O n S 1=/ <Unbekannt> 02:35  Inbound Successful  External Routed Web Collaborat
y -] Annette Miesbach  annette.miesbach: 00:30  Inbound Successful  External Routed E-mail
Py Mieshach, Annette 94164023552 01:33  Inbound Successful - External Routed Voice
[} A : <] Annette Miesbach  annette.miesbach! 0105 Inbound Successful  External Routed E-mail
Cce S S to p revl O u S O n ta Ct 1=/ <Unknown > 10:34  Inbound Successful - External Routed Web Collaborat
‘) Wieshach, Annette 94164023582 03143 Cutbound  Unsuccessful External Direct Qutgoing Vaice

00:15  Inbound Successful - External Routed W

veb Collaborat
00:05  Inbound Successful - External Routed Web Collaborat

1=/ <Unknown>

.
D eta I I S I=) <Unknown>
7] Annette Miesbach  annette.miesbach!

00:30  Inbound Successful - External Routed E-mail
®y Miesbach, Annette 99055957300 00:13  Inbound Successful  External Routed Voice
[ I B A H ®y Miesbach, Annette 99055957300 00:14  Inbound Successful  External Routed Voice
n I I a e Ca a C S O r n eW e I I la I S *) Mieshach, Annette 99056957300 01:23  Inbound Successful  External Routed Voice
] Annette Miesbach  annette.miesbach! 08:54  Inbound Successful  External Routed E-mail
. 94164023592 12:54142PM 00:30  Outbound  Unsuccessful External Routed Callback :v
without search for contact 0
124 Items View: Al 108 Inbound 18 Qutbound

information by a single click on
stored contact information

" Sort entries by clicking on column >
headings

j
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SIEMENS
Screen-pop API

m (2 Agent - HiPath ProCenter Enterprise E] l
S C re e n = p O p I \P I to File Edit View Tools Actions Windows Help
wld - || § @ A | Tmeinstate: 0o:05 | S B |8 S B 5 | Digits | 1GEASEh | @,

connect to any third party z Sarico Love for T aqpeiemors = 7% Enirea V= | QB o X

Utlization: 91,3 % Average Voice Handle Time: 01:13 Average Work Time: 00:28 Contacts Handled: 7 State: Talking Deferred Count —:--

C R M O r i n - h O u S e §‘= Smith, Gerry S= Ferguson, Lee §‘= Lebeau, Janine ‘3 Miler, Annette =g Miler, Thomas 5& Moare, Tim ﬁ Stuart, Belinda :‘ Liu, Anne :::
User name: amiler
application
= Can be used to generate A

L% save and Chose ;tam G008 55 o 1 b

Screen-pops of customer v T Se7

Pple Edk Wew [nsert Format Took  Actions  Hep T ]
Genersl | Detals | Activiies | Certificates | All Fislds

files synchronized with the == - —

incoming Ca” ::—‘::‘r Gﬁz:a::smd . :e;ﬁ;:ﬁess: = %t::{:;wmlm |
" May require additional m - =
Services —w_%“ﬁm - =

" Screen-pop APl may also === - 58
be deployed without [0 oo
Agent Desktop

jon: Schedule new MRT appo.
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SIEMENS
Blended Contact Handling

Blend media during customer interactions, creating richer customer

contacts and improving quality of service

" |nitiate emails to customers while being on a call or in a Web
collaboration session to make additional information accessible beyond
the real-time interaction

" Create callbacks based on incoming emails, calls or Web collaboration
interactions, ensuring reliable (2
and timely follow-up %

" |nitiate calls while processing
Incoming emails or Web
collaboration interactions

" Ensure superior customer
service and reduce the need

for later follow-up by the agent -
2%

Gl
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Blended Contact Handling: Usage Scenario 1

SIEMENS

" A caller contacts the helpdesk with a computer problem. The agent needs to
determine the caller’s issue and quickly give instructions on how to solve it.

[ Tey

Custom;: name
PC type / model
Purchase date

Warranty dates

J
m nan
Gusue: C1 - Englsh Descrption: LRGENT: Reschedule e

The agent receives a screen-pop
with caller / PC information from a
data-base lookup based on
customer ID.

Caller contacts the
helpdesk with a
computer problem.
He is prompted to
enter his customer
ID and connected to
an agent.

Talking to the customer, he is
quickly able to identify a solution.

It requires changes that are
documented in the PC admin guide.

Page 24

The agent initiates an email to
the customer with the document.

When the customer has received
the guide, the agent walks him
through the necessary changes
to solve the technical issue and

wraps-up the interaction.

Siemens Communications



SIEMENS

Blended Contact Handling: Usage Scenario 2

" A priority customer emails an urgent request to reschedule a medical
appointment. The agent needs to clarify details and resolve the issue quickly.

e - Contact Details: 6:38:18PM =] 1&g
Actions el

Fe——
W B2 T

. Fiekd [value
Customer name

Email address
Phone #
G Cell phone #
/' I-\ ¥ = [Desarpton: URGENT: Reschedie &
A priority customer The agent receives an email screen- The open issues are
sends an email with pop with contact information for the resolved during the
an urgent customer from an LDAP directory phone call with the
reschedule request. lookup based on sender email customer.
Technical details address. The agent reschedules
need to be clarified Since rescheduling is urgent, and the appointment and
in order to process technical details needs to be clarified emails a confirmation to
the reschedule. quickly, the agent initiates an the customer.

outbound phone call to the customer.

Page 25 Siemens Communications



SIEMENS

Blended Contact Handling: Usage Scenario 3

" During a Web collaboration session with an insurance specialist, a customer
requires written information and support on the phone to close an insurance
contract issue.

ad
A prospective client The agent uses When the customer When the customer
browses a website the HiPath has narrowed down decides for an
and starts a Web ProCenter the choice to two insurance plan, the
collaboration Escorted offerings, the agent agent initiates an

session, requesting Browsing feature uses HiPath outbound email with

information on to guide the ProCenter Web the application form

different health customer to more Collaboration to attached.
insurance offerings. online initiate an outbound

information. call.
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SIEMENS

Features and Benefits

Blended agent desktop for handling voice, email, Web collaboration and
outbound / callback interactions

Screen-pop window with key contact information synchronized with each
incoming interaction

Initiate outbound emails and callbacks that are tracked and reported on

| 21 - ® a
i A et

e e e

Benefits

= Streamline multimedia interaction handling and improve agent utilization

" Enhance agent responsiveness and satisfaction

" Proactively reach out to customers to improve customer satisfaction and
reactivate customer relationships

" Improve quality of service and minimize the need for follow-up interactions
through multimodal customer contacts

Page 27 Siemens Communications



SIEMENS

Agent Desktop: Presence and Collaboration

i
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Presence and Collaboration

" Give users the ability to “see”
who is available to help
resolve a customer issue in
real-time

" Leverage the knowledge and

expertise across the enterprise

to provide higher value
Interactions

" Users in remote locations or
home-based agents are visible
with real-time presence
information

" |[ncrease first contact
resolution, productivity and
customer satisfaction

Page 29

SIEMENS

State:
unavailable
P J
J’States: @
. available
: - | talking
' / working
* //
' . Manager /
Subject Matter ,{ J

Knowledge Worker
Experts

Contact Center
Agent

Ly
State: :

available

Supervisor

Customer Caller

Siemens Communications



Presence and Collaboration:
Team List and Team Bar

" Presence-based multimedia
communication tools for voice, email
and Web channels

" One-click-to-communicate, within
the Contact Center and beyond

" Facilitate first-contact resolution,
enhance customer and agent
satisfaction

" Avoid unnecessary callbacks and other
follow-up activities

" Eliminate unsuccessful, unproductive
transfer / consult / conference
attempts, transfers to voicemail

" Display up to 25 users in Team List
and Team Bar

Page 30

Unavailable

Processing Email
Processing Web
Available
Talking 3

Logged off

Team
List

SIEMENS

Team Bar x
ﬁ Brown, Theo
ﬂ} Miller, Thomas

Team

Work Bar

“ Timmins, Joan

“4 @oodman, James

ﬁl Bell, Suzanng s,

@ Transfer
‘3 Heller, Marsh 2 oo

@ Lee, Helen -

j Open Team Lisk Entry

X Delete
& Team List...

F_;j Propetties

=Jokd

lﬂ Personal Lists

Eile Edit View Tools Actions Help
dl0al X w8 |8|z=w.
Speed List  Team List I

h View detalled information about users in your team within the contact center

Hame
_‘5 Hobbs, Alex
& Bell, Suzanne

Lee, Helen e
%’ Folger, Maggie A e

|@ Heller, Marsha

fE-mail_eh Collsbaration
>
» [allback.

Add ko Speed List
Add to Team Bar

allback, E-mail

allback, E-mail, Web
v

j Open Team List Entry
< >
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Presence and Collaboration: Team List

" One click to collaborate: call, Ml l-Joes

File Edit ‘iew Tools Actions  Help

transfer to, conference in, NMEEC IR Y IEITS

consult with any user in the Speedlis Team it |
View detailed information about users in your keam within the contact center
Team List &

. Mame State Deparkment © Logged on media LS

u S O rt u S e rS by JO b ro I e Hobbs, Alesx Logged OFF E_Tech, Experts I
’ ¥ Bell, Suzanne Talking E_Tech. Experts  Woice
by wark - e_Research E_Tech. Experts  Woice

department, group or current % rer, vacpe

@ Heller, Marsha

‘B PatientSerdce | F-mail web Collaboration
Digits...

Statu S Lung, Charles @ Transfer 4 =
% winker, Tina [35 conzult y [allback
1 1 1 Goodman, J -
" Display the media the user is o oo R
s Jennings, Leslie Add to Speed List allback, E-mail

Add to Team Bar

logged on to / working on - U
. ] :‘ M|I|er.J Thomas é Open Team List Entry allback, E-mail, Wweb

" List of users to choose from is O e —— 5
configurable in the Manager
application

" Right click any entry to add
users from the Team List to

the Team Bar
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Presence and Collaboration: Team Bar

" Display real-time
presence and
availability information
either as part of the Client
Desktop or undocked,
anywhere on screen

" One click to collaborate:

call, transfer to, conference in,

consult with any available
in the Team Bar
= User can choose which

members of the Team List
. . B
are displayed in the Team Bar R Soodnan, 2 5 Cpen Team i Enry
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2 Agent - HiPath ProCenter Enterprise ;
Fle Edt View Tools Actions Windows Help
W 0 Bl Tmenstate: 0030 | H R P KD oigks | SAEEREL R T WP AR

% Brown, Theo 4y Heler, Marsha =g Bell, Suzanne |3| Winker, Tina ‘) Long, Debbie c‘ Hobbs, Alex 4y Folger, Maggie @ Goodman, James |

User name: ftimmins |.

Team Bar Display Options

Team Bar x
u Se r “a Brown, Theo

Ay Heller, Marsha
= Bell, Suzanne

{ winker, Tina -
&’ Long, Debi |50 Transfer Chrl+F8
ol Hobbs, Mlex | 0 Concun Clrl+F9
1y Folger, Magg 3

XX Delete
B TeamList...
£1] Properties
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Presence and Collaboration:
Speed List and Speed Bar

" Maximize the efficiency of your
users’ interactions

" Fast and easy retrieval of contact
information for frequent internal
and external contacts (telephone
and email)

" Up to 25 entries in Speed List
and Speed Bar

" One click to communicate

" Choose from multiple telephone
numbers (Office, Mobile, Home)
and email addresses (Office,
Home), if available
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SIEMENS

BE][X]

\&] Personal Lists

File Edit W¥iew Tools Actions Help
d| US| X % 8| s | ¥,

is l Team List ]

r“_') ‘Wiews detailed information on internal and external users vou communicate Frequently

Mame / Home Phone | Mobils Phone | Office Phone |Home E-mail Office E-mail ~
_' Al Thatcher 3458579395 35R5457573 al.thatcher@compansy . com
Cfnnette Miler 9052090955 4164023592 9056597900 amiler?l@hotmal.com  annette miler@siemens.com

Betty Gibson
' Charles Bell QOSEI57I00

baibson9l@yahoo.com  bgibson@campany . canm
charles. bell@siemens.com

jJeremy Lewis 3216543211 4885254546 4561233214
_' Reqinald Miller 9574563456
] Ruoss Surmmer Q055957900 FOS5, SUMMEF! [@siemens, col m
_' Sabrina Bell 95745601234 9570544745
 Terry Black BE45433221 tblack@comoansy, co m ¥
14 Item:
Speed Bar x
5 Charles Bell
5 Ross Summer
5 Annette Miller
5 Reginald Miller % il 0
5 EBekty Gibson ?
._ s
§1 Jerermy Lewis ‘:‘\
§ Sabrina Bell | calback >
E-mail 3 Home E-mail: amiller 7 1@hotmail com
J Mew Speed Entry Office E-mail: annette,miller@sigmens, com
j Open Speed Entry © Mew E-mail...
x Delete
5 Speed List. ..
F,j Properties
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Presence and Collaboration:
LDAP Directory Integration

= Access to unlimited LDAP data

" Convenient search functionality
from the contact screen pop
window and the Directory window

" Add directory entries to the Speed
List

" Multimedia productivity features
beyond the boundaries of the
contact center

Page 34

SIEMENS

« Active Web Collaboration - Contact Details: 6:44:12 PM

9 [=)

Fle Edit View Insert Format Tools Actions Help
& Disconnect - Requeue + <3 Invite g7y Callme
LIS =

Directory Query:

$00:32 5 | L
~ SearchIn

Q) This WeB collabaration contact Is acive.

= Directory: -8 ’ -

Detals | ContactData | Dure:lury} '.‘-irapupl

& 2006-02-18, 06:45FPM Annette says
Does the dental plan cover braces?
4 2008-02-18, 06:45FM System says
Welcome to the contact center, powered by K Path

ProCenter. Please hold while we connect you to an
agent.

& 2006-02-18, 06:45FM How can I help you?
& 2006-02-18, 06:45FM Annette says

You might be interested in our Dental Plan offerings.
Flease dlick the link belovs for more information on this
topic: Dental Flan

, View information on the current contact

Contact

Description: [Eséisting customer - Question on Group Dents| Plan
Saurce: [

Destination: |\".u‘EhPagELIRL.hhnI

Crigin

Queue: W Priority: ’9D_

Answering user: [piler, Annette

Time
ST W, TR
| Directory g@
Ele View Tools Actions Help
u 2 e | w "
QoW %= (8w,
Look For  mil + SearchIn Al - B
Entries
I View the results of the search x
£
Mame + Extension IMlobile Harme: E-mail
T Bob Milaw 6221 416 456-2343 905 759-2333 biob rilaw@siemnens, com

T Carey Miller 6223
i william Milson 6739

416 892-3444
416 567-2300

905 9232111
05 789-9932

carey.miller@siemnens, com
williarm, milsoni@siemens . com

3Items
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Presence and Collaboration: Usage Scenario 1

SIEMENS

" An important customer calls with an urgent request to schedule a medical
appointment. The agent needs to clarify medical details with a radiologist.

A priority customer
phones with an urgent
request to schedule an

MRI appointment.

Medical details need to
be clarified in order to
schedule the exam.

Page 35

rﬂ Personal Lists =Jolkd

File Edit Wiew Tools Actions Help
A0aH (X |[%% (8 |0=|w.
Speedlist TeamLit |

h View detailed information about users in your team within the contact center

cggedonmedia &
oice, Callback, E-mal
-mai

oice, Callback, E-mail
E-mal -
oice, Callback, E-mail

Name:
|43 Long, Debie
@ Timmins, Joan

u:
W
Fr
U

we

-
>

14 Ttems view: Al

The agent realizes she will need
assistance from a radiologist.

The agent uses HiPath ProCenter’s
Team List to identify an available
expert and initiates a conference.

For added flexibility, the
radiologist is reachable via a
wireless voice over |IP device.

< Active Voice - Contact Details: 7:20:05PM |- |

Once the radiologist has
firmed up the medical
details with the
customer, he leaves it to
the contact center agent
to schedule the
appointment and wrap
up the interaction.
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Presence and Collaboration: Usage Scenario 2

®" Presence and Collaboration tools facilitate first contact resolution because the
agent can consult with the doctor to solve the patient call at the first attempt.

o Ei‘
An agent receives a The agent needs support The doctor, using the
call from a patient, from a medical specialist Associate desktop, consults
who is unsure about to solve the question. In with the agent in real-time,
medication the HiPath ProCenter providing the information
prescribed at his last Team List, he checks the required to resolve the issue
appointment. availability of doctors or on the first contact.
nurses for a conference
call.
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Features and Benefits

" Team List and Team Bar — real-time visual indicators of team member presence and
real-time availability status for all media (voice, email, Web)

= Single click to collaborate on customer call (transfer, consult, conference) with shared
“screen pop” of caller contact information

" Extend Collaboration beyond the traditional contact center with Speed List and Speed
Bar and LDAP D|rectory Integratlon

Benefits

" Facilitate first call resolution by enabling experts, specialists or knowledge worker
outside the contact center to make themselves available for collaboration

" Improve agent productivity by avoiding to manually “hunt” for an available party to assist
in call handling

* Reduce customer hold time, re-queuing, blind/dead transfers or transfers to voicemalil

* Minimize necessity for follow-up acitivities (e.g. callbacks)

" Improve customer satisfaction and retention
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Agent Desktop: SIEMENS

Performance Feedback and Productivity

i
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Performance Feedback and Productivity Tools

" Everything your users need to know — actionable real-time information and
statistics streaming to their desktop

Personal Performance Statistics

* Inform your users about their current personal performance
relative to their targets

" Actionable information to improve efficiency based on cumulative
performance data

Broadcaster

" Inform your users about the present status of contact center
operations

" Real-time updates to a customizable “ticker tape” display on the
user’s desktop

* Display real-time data and supervisor messages

Contacts Waiting Indicator

* Visual, real-time display of the number of contacts waiting for the
user’s virtual group

* Real-time, media-specific information facilitating the adjustment
of the pacing of contact handling, if necessary
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Personal Performance Statistics

SIEMENS

Statisti CS d iS p I ayed E Agent - HiPath ProCenter Enterprise

/oS

File Edit “ew Tools Actions ‘Windows Help

elther as part Of the ol | 0 @ b | Tmeinstate: oo:in | S % (S H B S o] =] iBmSh d ”

Utilization: 99.1% Average Yoice Handle Time: 02:15 Awerage Work Time: 0512 Contacts Handled: 3 State: Processing Deferred Count: O

Client DeS ktop Or aS 'A:S User name: ljennings -

“Tear-off-and-Park”

window ) .
‘-_5 Personal Performance

Personal Performance toolbar visually
informs users of their adherence to
thresholds as defined in the Manager
Application

Cumulative information since “start of
shift” updated in real-time

Data displayed in the Personal
Performance toolbar are customizable
and adjustable by the media handled
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i Customize your Personal Performance details

Personal Performance

Performance Criteria Value
Itilization 92.8 %
Average Voice Handle Time 01:26
Average Work Time 01:27
Contacts handled 14
State Talking j
Deferred Count 2
External Consult Count 1 j
Average Callback Handle Time 01:57
Average E-mail Handle Time i 04:12
Average Web Handle Time 03:55
Current Handle Time 00:43

< Less Close
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Broadcaster

" Integrated “ticker tape”
display of real-time
contact center
operational statistics
and supervisor messages

" Tear-off banner or
dockable within the desktop

" User can control display, stop
display, move, and size width, as
well as control speed and
direction of the display

" Like a “personal wallboard”
streamlining user productivity
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SIEMENS

2 Agent - HiPath ProCenter Enterprise

Joes

Eile Edit WView

ol - | & oo | Tmeinstate: 01:35 | S b | b 2 S D | Dl 9415402352 5. BlEESE »
>
I

5 Lebeau, Janine 5 Ferguson, Lee 3 Smith, Gerry _

werage Voice Handle Time: 00:00 Average Work Time: 01:22 Contacts Handled: 0 State: Work - Preparation

a}MiHer‘ Alice g Miller, Thomas @ Moore, Tim ‘J = s

User name: amiller

Clc:5 EWT:15s AR:3 WA:S5 AA:

CIQ:5 EWT:15s AR:J VA:5 AA:
Sales Promotions Start Today...
Marketing Promotions Completed
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Contacts Waiting Indicator

= Visual indicator of all contacts =i
waiting that the user is eligible ) )
J J . . BIEEEaI0LE|T
to handle N
u I _ti Conkacks waiting - Yoice: 4 | Callback: 3 | E-mail: 2 | Web; 3 | Tu:utal:12|
Users receive rgal time status e
of contacts waiting for all
media

= Customizable thresholds

Steady Green =
reﬂe_Ct urgency and Queue service levels are within target e=
service level targets

" Displayable in the =
Launchpad and/or Queue service levels approaching threshold e

System Tra
d Y Flashing Red +.., 7=
Queue service levels exceeding threshold **7.:*®

.
.®
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Features and Benefits

* Personal Performance Statistics — Real-time performance statistics for all
media streaming to the user’s desktop

" Broadcaster — A “ticker tape” to distribute real-time contact center information
to every desktop

Benefits

" Improve user efficiency — Allows users to manage their own performance and
compare to given thresholds or service levels

" Focus on the desktop — Real-time data and messages in a “ticker tape” in
addition to or instead of a wallboard

" Visual indication of contacts in queue enables proactive response to high
contact volumes anytime
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Client Desktop: Associate

i
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Associate Desktop Overview

The HiPath ProCenter Associate Desktop

" |deal desktop for informal or “part-time” contact center agents, experts
or knowledge workers

" Enables the extension of the call center to the enterprise to drive
first-contact resolution

" Provides communication and telephony productivity tools

= Streamlines the Agent feature set with smaller footprint on the
client PC

\2| Associate - HiPath ProCenter Enterprise E]
W DB SN PO Dd .. B@a.

L1 Users Logged on for Group Dental = 4 Service Leve/! for Group Dental = 100 Time :
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Associate A and Associate E

HiPath ProCenter offers two “flavors” of the Associate Desktop

" Associate A — functionality for part-time / overflow agents:
" Softphone controls
" Contact Details Screen Pop
" Wrap-up
" Contacts Waiting Indicator
" Ability to initiate and process Callbacks

Associate A

" Associate E — functionality for managers, experts, knowledge workers
anywhere in the enterprise:
" Softphone controls
" Contacts Waiting Indicator
" Team List/ Team Bar
" Broadcaster b<socl e
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Associate Desktop: Usage Scenario 1

SIEMENS

" The supervisor in the contact center for a medical services company needs to
quickly activate “part-time” agents to handle to higher than usual call volumes.

In contact center, more calls
than usual arrive on billing
and insurance related
questions.

There are calls in queue and
longer wait times for the
customers.

Page 47

The contact center manager, seeing
that compliance to required service
levels is threatened, activates a
group of “part-time” agents.

He sends a message to the selected
team of agents using the
Broadcaster “ticker tape” asking
them to make themselves available
to handle calls.

i o e S ]

e s p e

o

TR < [8
ii!ilf

s
t
t
!
@

The part-time agents work in
the internal Accounting group.

Since their focus is on other
business applications, they
use the Associate Desktop,
with key functionality to take
calls while saving screen real-
estate for the accounting
software.
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Associate Desktop: Usage Scenario 2

SIEMENS

" The agent in a helpdesk for PC related issues in a computer company needs
support from an expert beyond the contact center to resolve a customer issue.

ABC Servers
and PCs

1-800-YOURSERVER 3
to speak to one of our
comp etent Customer

A customer calls the
Company’s helpdesk

with a support

question on a

recently bought
server.
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The agent identifies
the question as highly
technical. He cannot
resolve the customer
issue on her own, and
consults with a
technical expert.

l

l

The available expert, a
server specialist, is
conferenced in via

ProCenter's Associate

Desktop, running in icon

mode. He can resolve the
customer’s problem right
away.

+ Active Voice - Contact Details: 5:23:19PM (=] (]
Elle Edt Wew ZIooks actions Help
¥ save and Close | §% & [[ B 00s0 22 0 r @

@) vou are currently talking,

Detais | Contact Dats | Directory Wrapup |

Select one or more wrap-up reasons b include in the Contact
Details

Select Al Clear Al Show selected only: I

| Description: Schedule new CT appoir |

Queue: CT - English

The expert disconnects
from the call when the
technical issue is
resolved. The helpdesk
agent wraps up the call
with the customer.
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Feature Summary: Client Desktops

SIEMENS

Features

Agent

Associate A

Associate

ACD Logon

Soft phone

Tracking / Reporting

LDAP Directory

E

M
M
|
M

Wrap up

Contact Details Screen pop

RNRRREN

Personal Performance

RNINNNMNRRE

Re-iueue Calls

Contacts Waiting Indicator

X

Team Bar

Broadcaster
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Client Desktop: Attendant Console on HiPath 8000

i
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Attendant Console Overview

HiPath ProCenter Attendant Console

" New Client application on HiPath 8000 only*
" Provides Attendant Console functionality such as

= Call transfer, conference and consult
" Transfer to voicemail

" Directory integration for LDAP search
" Recall handling

" Extended telephony line status for all subscribers

SIEMENS

|I] Attendant Console - HiPath ProCenter Enterprise

BEX)

File Edit View Tools Actions Windows Help

H Z0P oday's Date = 2/902006 Calls Waiting for SavingsBank = 0

ﬁ Smith, James %-: White, Leslie Ef Leblanc, Jeanne %-: Heller, Thomas _

ot | G @ | Tmeinsme: onos | S K 8§ D S | Dl [o0s3288211 -| ..

& Voth, Terry @ Tsui, Sun _

1iBASh|.

Calls Waiting for CreditUnion =3 Calls Waiting :

e »
= O . -

User name: amiesbach

* HiPath 8000 integration planned availability 4Q 2006
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Attendant Console Features

- Enhanced LDAP SearCh CapabI“tIeS < Active Voice - Contact Details: 3:10:35 PM (=)

File Edit WView Tools Actions Help

" Indicates the device status of every e

| Directory Query; | woods v SearchIn Mame

user on a HiPath 8000 e

Details lContact Data ] Direcmry] Nrapﬂp]

" Enables one-click collaboration with £ o oo n e cofert ot

transfers to user extensions or scpton, o fr Sk

Source: [ai 55357900

voicemail i [
" Supports recall handling to avoid —

Queue: |§ vingsBank Queue Priarity:

unsuccessful transfers o e et —,
" Broadcaster “ticker tape” with real- |[= = = s =

E Findnow | &3] | (5 H Rk S f &= |\ | B CloseTab _

time performance statistics for sencncners s |

J View the results of the search in the Corporate Directory Directory x
Attendant Groups .
p Name Phone Line State Email /
§%7) WOODSIT GREGORY +1 {519) 643-3743 Busy gregory. woodsit@si
e

- =2 W 1] W N s
" Overflow routing rules as well as e e O e i |-
Line £

additional attendants B oo
" Full contact center functionality for
handling multimedia contacts

* HiPath 8000 integration planned availability 4Q 2006
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HiPath ProCenter Client Desktops




