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FIHEERR:
hHEEE(EHSEAT
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HEAE:
FEHEE hIEEEHIET 870HEEHREHE BEAEE
HEER: &2
HEHE: HEE
HERERE: ERRNER B 17TH-EERE0WB H28H
HEOH: ERNEI0B13H
SESYE: H6 EfE
s =R, A MEE RIS R HP
AREE: BT EEEROEEATA T —FEEATHIREHREEE - IR
BA+ZEABT+EEEAAZHAH » STE&H+2K @ (EHEE
F=&5—EBERERARER N, - NEEHPEERE AT (Hewlett-
Packard UK Ltd.) » ¥ BRANA A S0 B FR AR S ps e - Z2hiE
B - BEEEN =5 EERS AR FERBHEE S P a8 - I3
AEBLIEEEENZEE2 HEFRES L (BT Multimedia Contact
Center) RS - BEHABR -G —EERETVTLEEREBRE
% WS HNIPCC Customer Case StudiesHIERAE o R EZE A Al i Bh#R H|
FARE AT —RERD ORFEESTE  BES ERNTES
Multimedia Contact CenterZE 5 2 B & #SER BLFE iy - LR NHEFWE
g °

ANEFRE LEEHBHREETN
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(Hewlett-Packard UK Ltd.) » # % % Mo {7 # 2065 B 84 S @5 ARE - %
TARAE ~ B XBRG S BRI A R R RS T & M
ERNFZAUAREREHSHBEIME L RE Fu (BT Multimedia
Contact Center) %K%l > #EXEFR=G—MEBR T ¥ S T HER

R 323, 0 3t % Ho IPCC Customer Case Studies 89 3E 42 °

HREEBRRETIHBIRERAF R NAH—RERT SR S%EL
T4 > B3] 2R s 2 Multimedia Contact Center F & 2 &0 448 8 3 4%

W BALRFANRELRER -



Y BB ettt 1
e N AR e e e e et e e bt re s a b e e e e atre e s eteeeeserbneseens 3
2.1 B B AT ettt 3
= T~ OO 4
2. 2.1 BEHL vttt ee e 4
2.2.2 BHFALBIR T & oottt 6
2221 2HALEIRT SEE B oo 7
2.2.2.2 FM oo 9

2223 MBAFMBER T SHERAEF 10

2224 2 ER Y S A BBFEARE 13

223 BB EFTREIR T O oo 15

2231 TS HMBAEFTREIRT B 2 e 15

2232 5B TR EIR T S BT oo 17

2233 S4BT MBI T SHEE oo 22

2234 S4B S F AL IR T S BIEEIF IR oo, 25

2235 A ERZSWBETMER T S v 27

o R ittt e et eea e et e e e e 28



.........................................................................................................



—_— Eé{‘-,

REFEEEHN—KRERFCAATFESETHIABEHT IGRA
B AMARBATERMBN > ARSTEET R (BA+=FEAA+E
BEAAZHAB) 2R TERBAE L ERRHG 2N ERRHBGIH
BB ESF SN - MRTEARTHBIRE RN AM—RER
PoihsFs  BETERSAEZSHBEIHMEL BB T O
(Multimedia Contact Center * SAF fi#& 5 M & T M ERT <) F o2&

BB BRIAARFANBELBEE -

BAMFYE2TE NN ERBRGERFOELES DHBMIEZRT A
STFEHERRIMBMARL  THTHRERAZKAL AR FETZRAT
By =5 — ik (HE%AERE - TPIEE - B LR XOMBALTS

MEBHGBAARE RGBS -

BDHEBAERETHLEEMRZBRARERS  GERIEHE - T PESE
EXRERESA N6 LRSS B EE (Multi-channel )
T @RE - BRTRERARAEBRBEPRE P ST & R T—FHES
WESTMERFCFE BT ACARLEPHEZE UL ERTETE -
AREHHIRA T AEZRS BB I NERTFOFEZERAENED

RNEIymARAE > EFSAHLRABY - B2 (TEAEHATINE)-F

1



Boosg o~ B SRR -



=~ B

21 REAE
HREETREZH LT
#1 Fi £
8 178 £ (8—%H3)

8A18B~8 A22H

%-#u B2B & B2C E-Commerce Workshop 342

8 H23 B~8 A 24 8

BB Bk

8A25B8~8A278

%/ Total Service Counter Workshop 342

8 A278B~8 A 288

B (HH—43)




22ERFE

2.2.1 #il

R EERNEEIERH =S —BERF L2 SF R REREATBOH
Folk > BT TRERTERDGF A RN IP EEELL 84 (IP
Telephony) % S B BEEFRER T B—FH/TIHRBLE2ILE

BRF st TEAETETEAKESHRBLOERIIH -

% F #i14 (Customer relations ) # X285 89 2 8 M5 7 LR A 2 8 A&
BMAESS  CRET—ERIERL BHRERIPBIANFURKEE R
G0 i BLBRTAHMGHFECEEEFSL LT EHEE (online
interaction channel ) £ #7436 R ™ B ey 340 > Hlio BGRIEME

( wireless ) °
ERBATUEERMEERLGETHH T X > o EFHMS

(e-mail ) ~ IP 42,31 ( video over IP) ~ 4% 4% 32 3% (keyboard chat ) ¥ £ & SMS

#8+1. (SMS text messaging) %% o BF > I REAL AL B 48 Rl 4T

}Y

MEERERLCEETOERE - Bk BRTURBERRFL AHEHFHOL
EE BF KRR S SE (Multichannel) B8 3 > FRBHRGHE
RUSEEP EXGENSEIRRFOEPL WA - Af > £FHHSE
FRERF ARG LBELEEETRELBHNGRLUARTARE RO

ER o BHERBATHMNF



AERGFTEIRYBY > RRTECEFRT —ERFELBLER
M- BAERKEEP S EREFTMER T kR H £ —Contact Central » i3
A—BRLZABFFARLHEPL L84 4 4 (Customer Interaction
Management, CIM) » ¥4 7 T 69 % P W14 5 2 4 4 (Customer
Relationship Management, CRM ) #4587 2 1P (all-IP) ~ % & ey 4 F 4L

BB SFELF -

REECHELE S HRETRNER P CBAT EREHEOIY T LIRS

MEPEWN  RIRENGNAEPLHAHEE » SLEI P BREY A -

RO LD R EINRENRAETRARSEH SRR LEFIMER T O

(it

ERABE RGBS > BARGEEBL TR RDEE > e ERRR;F

REEREIMBER Y B RBREFHFED -



222 2K IR ¥ (Contact Center)

fHeg R 3R 0 — A F B MR ¥ o (Contact Center ) # & —18 1% 4914 4

ZMBR ¥ (CallCenter) ° &FMERP SRM TN SR/ S FE

(multi-media/multi-channel ) #3i& (RAE¥) EEaHsE S - — KBy 2 F
MEBRFT SHBEETUXEESLRE - RBEARITH LS 3B44

(multi-operational ) # XHFBRN & - BELER T SREHRE > & H 4
FERFCRETHRABRUALEARAEDXELS » Hlho X EH T3 (voice
call) ~ 1 & (Fax) ~ & F ¢+ (e-mail ) ~ #4988 Z ) By X ¥ (Web interactive
chat sessions) BAR& AL % K (video-based) B9 E R EF » £bH
BAN—BE-—FREEBIENEN - BRASL—BREBAHBTTIEEAL
%, (Universal Queue Management Systems) - it H B wEs &5 HE
##8/ T V742 (business rules/workflow ) ~ # &3 (routing) - 457 %] (queuing)

LA R 3R & (reporting) o



2221 2HF AR PR (Contact Center Development )

TH (Figure2.) RET RO X THRI|wSERR P A > 3 78R4
L2004 F8F 0 — AL EEGHA LT EAZR T S Y LA -

Figure 2. Percentage of Corporate SMEs to Principal Call Centre Models

Multiple technologles

(1) 2F M ZpR F o (Contact Centers )

AFBAT2004 F8F 0 FEZTENLSENELER T OHEA L S

PEREOBERT S - D ER(ETUESREFH EOEE > BaH

ring
(gl
/

Bl R FE B o ARIE Gartner T2 335 - ¥ ET 2004 54
AEFABFEARSFELE LI BE RS UL AR FTMER T SO

SHEE  Bb ey T TR R B £252,000 45 -

(2) % %8 ZAR P (Multi-channel Centers )



FEF®T2004 F0F 0 BB THRETSZIOTEZHEHETR P O

mERSREPHEROETE > HREILSFTEEFRT V-

(3) % hieZ AR+~ (Multi-functional Call Centers) -

ALEFRABAT BoXIHTEANERTCERENEPANERE
Ry ceyhie@mE o £EEARUT > BPRE - AP E  REHITHH
HESEAETMBERT CHTEAELT - ERELERE R A A

M E o ERERTCERNRAEFGRERE -

(4) 4 %R ¥ < (Traditional Call Centers) :

£ 2004 £ A BT EGDEN G RREFERMES
CEBHAHEINRGERT CHEROLETHERF - REFEHEFP
BHOFR IERFRFCEXLLEBARBS TP EEZRORE - 21
BEFFAGTHRELCEMTERBARFRAZS BRESEAL L

Aowf > ZRPSEESTRENLOEERN -



2.2.2.2 gyt

AL w3 &

PEERUEZEP HERGWHI AT RAR ) 89— R BLo2 5

FRARBLENRET T ORI fEayE it c FAHE P EBRTEL
ARFHEKELIERES  CHREHEPREEAKE -
AW EE

$BAREIE R AT T ARIZ T B % (ROI, Return Of Investment ) — & & &
HABEFRERG R > AMKEELHARERE BRI EEHR

B A B EEBR SN R A B BAR R
BLF & 0y 3 o

I YT H R LR TR BMIL (e-Commerce) &3 TS E B F 6y
B £EEFLT R LBRRA KT X RETRE BEEARE

ERBEFPHREERRHTEROHEEAE -
RIBPFREE

B THE BRI H B I3 Ao £ F @ ASFEM CEHE P ORA
BRTAER TR B %T{&Eﬁﬁééﬁ A& - dEBRELOMGLT

ERBHEFREHEBD XM F HEE -



2223 ML S MERFCBFRGRE
HAT ey sk

RBERGEET BRABBMO TR TEEIINER T CRAGE
Dbt  BREERTOHERAGQBEEY > HARHRTRARARES
WG RRHE REERHSZERALGE KPR RAA N LB - B
FHEELAN HEBRABRSOER TS RITOEP MG EER

BF R R A LA o
HENHA
BARBARMHERBERELBT S EXAFLEHIATRESARE

R EREMAMAR - #HoMF - BH O RH]  REARARLES -

AREE— ARG ER T S HFELLAREL TS -

B LEAZE R HABRNERZ B e ABAT AR L Ley— @R
BoOANREEARE AN ABEHE A ERBITHEH IR EE

AEEEPHRE -
XALREANTIHFHER

484745 (Web push) ~ # B #4464/~ (collaborative
communications media ) ~ 3% #4 - EF 4 >0 R 3E T B (voice response )

FEOBRA O HEARARBAARE  LEBRAEATHMAAMRE - HEK
10



WHAEENRT  RAHARERFIVEAF0ILENE  CBEHE
SHOERTSHEATE -FFARBA/BMNAEET S LR — MY
BYRE - RABARR > 2BBRBERBTELTTFHE Y B EE —ELAE
HFWAe > LHLCEREEP HGERHEMANEEEAFTRTEDS
HE - ANERERBITENTHOCELEE B EH AL R - AU
MAEHEXEZR T CHBEMNERALEHE—BALENAE - BHIR

W RETHHERRERRGRE > M BLEES EHE MR (IT,
Information Technology ) 74 % ¥ i 49 & & 2 BUAM R T EIILE 62 5 RAGT

fhe -

B AR 4 I HE S 0 18 A B AR R ARBUAT - B R BEMEMAR R AT E
BB ERMARERHAEEED o Hldo R A Fo BT £ E BN RRA
BRERERERGOBEE  EAERE - A - WO ETEFE 5
Mo e RERAIEE SERE - s B E B RRAB S TRRRER

BERGEEP BB T SN BEB SR R -

SEMENE

FREFEREETRYARESBEIRS KBS EMEL TR T EMELK

FEPBH T CEENFARBEEGEWER - EHRLZAESRFLIET

11



FER-FRBHEBRFATHIEAEHRARAL - 2B TA4A4 REREE
AOREE2—RIETHABOEERBERANRIERNAE EXHERIBME

BREERRHREAER -

RAEZPRBFCHAR-—EHERFHRS F—BRMLEZLER
R WREASTHER T CRBRRELHFR T CHE LLRRE
EHEBHAO—ERAET > HRFISBUB IR ERT CHE S FRT
CERAERR  ABWEURRERBRETR UMY AEREFA ST RLER T
CHRE c EEREFREBERTCAEESNKE 0 BRT S A E AR AR

B AE R G 4B B ML AR S » i S hfE - REAFBYBEAESE -

BIREEREIF P RB T CHNS EREEAERRANLE K e

BEINEPHENBEE » BELBTRRERELE ey g -

12



2224 2 F BB P E SIBFRE

HEERR > BRI CBRZEZEINEEAREROFRE -

—f3 W T > 3C’s » Bpi@ i (Communications ) ~ AR 7 %5 (Coverage ) »
R EREEHA (CTI) @ ¥ 25 £EHE CRM & P RS+ SR M
Bf - BERAE—BOVLDVALEEFORGTBRLE ELABH AT AL
Rt —EREHRET RAFRE - Rf BAF F B E3Fey2 o R3E IDC
TIHRE NG MEIEY EHEPRENRET Ao XNTERS

X RBARERAAM -

SEAEBBEZRFCEDLGRTE BERERE &6 RES L Fo 2t
REHESREED > BLRBEBEDELNREROGBRAEFRAARNL

EBAHBREA L SHREN  LFERERMEMORFE -

BE-RHE BEERAEERECEERAKRKBESNEN L £
SEAZE—BARFERTSHEER T BT Lileh3Cs R4 FIAHFE —

FEHEE -

TEFRATALMBEEEL Y ZRTVAEMBRHHEF R BN

Sl
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Suppliers’ Expertise in
Gommunications Systems §

Suppliars Maintenancs/Service H
Capabilies and Coverags

Suppliers’ Exparfise in Computer
Telsphony Insgration

Suppliers’ Ex pertise in Busingss
Applications Softw ars Intagration

Proven Examples of Similar
Solutions and Referance Sites

Froject Managemsnt Capabiltias
of the Solutians Supplier

Existing Working Relationship w ith
the Seiutbn Supplier

Preferencs for Singls Ona Stop
Solutions Supplier

o 10 20 a0 40 50 60

BEHAAENL S0 & E RS

AIE T 4 fo RAFQIRE T - AR EIRFS I B a3 S

PRE T A TR T S5 B AT 64 Ko iR Bty

HEBAZR P CHAMOTERBREX LSS

FEAAMBER T SRR Y FOHRADER

REBEHNEEER T4

B AT SR AR A T AR R TR &Y A1 Bl A

BB H AT RIS B XA AR R 6 T EARF; (One-Stop-Supplier )

Jigc 7y o Ho A ) B R A B 1A

14



2.23 3842 H Rk P o (Multimedia Contact Center )
2231 [THRSKBETHER T T
SPHRBEIRMEPRHE TS (HBEEBREIBMERF ) T—ERE
MABRRBRE—BEHS AEBEINERT < - B — BT MR
#) %4 e-business AR IP BB B AT K - Fim KA A
THLETRRBEGRAIKE -
SHBEFMBER T CHBAFTRTRAALER PRIFTREB LB
BAHE RS IR AKAERT CEQSZHBETMERF H LT
TREBES @5 - EFHM4 - FE - SBRER AP L (Wireless
Application Protocol, WAP) ~ T #§ & 422235 % ( eXtensible Markup Language,

XML) AR ER  BEPABEBIHMRETEREHE -

i}

ATHHBEFTMERFT © FPTREHEE - THEF (mobile)
EFHM » XF R (textchat) ~ ¥ A # FE4F (web collaboration) & 4&
REAEL REF/LCELETHONFEMN - 2 HBEIMER T CHEHES £z
MAAREBEEENES BBAYES K E LN FHBA (Queuing
events) ' EEHALKAHEE > XA BBEP A XY ERB dT T EE

(routing plan) # % P 8 X 475§ h BRI R A B IRFS ©

3 B & 12 & L 4% Contact Central Portfolio $#%3% % 18 £ &z #& © Contact

Central ‘Express’ 24 & Contact Central ‘Communication’ ° i d 32 7T AR

SHERTEABMYHRECRMARFE -
15



# B E 15 &4 Contact Central Express X 2% A4 7T &R ETAALA LRI
#44 (PBX, Private Branch Exchange » fi# X4 > AR FHE 4 Ti@E%
B BERAAN A RENSREHERBEANLA HE MG EFHEE)
BA B ACD voice #3892 8] M3t c ERBANERRELBREANES
CRM E# > tBEZBABTREE FELARAFERT AR (Fle
Back Office Personnel st # % Field Sales/Service Force ) °

3# B E 1% & Contact Central Communicator B & & T2 EL BEH 2%
WEACDEIBZBEFREZEHWCRMER > b R EF T LREHETR
AB st (Bl g - EFHM4 - BH @RER)  CLIAKLIHE
% ] JE % % (Interactive Voice Response, IVR ) BA B 4% & 2% # > 3t %2 % Contact
Central 89 B 45 5 L+ ELEH - L P4 T B (real time) #15

¢ (historical ) # % -

16



2232 S HMEFTRMER P A

TEEFAZHEBEETMERT CHNIFLEH - CRETLERARRTE
AR ¥ o T A8 £ & U8 out-of-the-box %4 o

H 84 Access Platform & #] F 45 IPACD #9347k &8 B R B &4 R F)
WA X FHES - B4 AAZ 865 ISDN/TI/EL i3 SR 2 RS0 F X4
E 348 (Public Switched Telephone Network, PSTN) #4i% 4 - A8 B &
M B 3% B & T 442 PBX 3, ACD A 82 3% # 3% F » #1 & VoIP( Voice Over IP,
A IPHOEZBWEREREEZT AN TR BUREAREL TS

BBRBERFT E) iR #48) switched-voice ik 4 o

CRM Platform ( Customer Relationship Management Platform ) B & 32 41
TG R A B R A S 2 ® L@ (desktop) ~ &R 42

X UREFEHBEARE -

17



Bt BREMA SR RHT A LS A T A AEPUTH) &M AE 6 T
B FRA AR EE (2 1) MR B TH A M~ 24x7 B 2B H
SRy (Ters) AL MEURRBMFZFITHRLEE - FHBEITME
BRP s BEE RSP BIE T WA syt 4E - BEAT EARRE

A E&y =T 4T -

31 #%E (clustered) » Hardware & > ¥ EEMELERAEE L&y
— & &R B ey F45 & # (load balancing) 4k & -F4TR 2 (parallel
processing) R4TFPATHAE 0 B X - S THMELFRFLCTHER S
BF—EAMBRET (fault tolerance) ) T B S HAAZEA S ERAMH A
1> ARIZE E B Ao TEER DN -

Cminw Crada
Tard Papments

EWT1 ot ]
Anplogie :

— B2B

Transaction
Procowwing

Lepscy
Systems

Lzata Load

Fateupsll

18



BEdaramE (VCS, Voice Connection Server )

REREAMBBBATEZNREL R4 424 & d CISCO gateway

i E#:4 & ISDN 4t A QSIG i@ i € 2| E b PBX -

3 2 : CISCO & Networking Company #9398 S MA » L2 2 %A
£ 4 % (hub) ~ 3234 B (switch) ~ 5 & % (router) ~ # 4 4% (modem) » 1 4835
F(NIC) -

3£ 3 : Gateway ° Network Fji#i& > 3E/E OSI fr A £ B B @R K E >
AREEREEAAFNBRB T REALZHER > dRBaREas
MRy © Fldo > 4 — B #} > E B 48 8 3 (groupware) 84 & F# 4F B3 1% 7]
EIRE% L B E 2 gateway R B HEREBMHTHARARERAEZAZ
BRSNS £ 3

3£ 4 : ISDN - Integrated Services Digital Network % 8% iR 7% $44 493% » — 78
EREZRBREEZELTABMEHNERARE - ISDN FEHE KA M5
B RBREERRANTERE > B A HwBLE i ISDN
TA(Terminal Adapter) 4 ft4& A} - — 18 ISDN PI38:8 % H dik B HHEa %
(B-channel) & — 44 £ #) &% #(D-channel) > 418 B-channel #)1% %k % 4
64Kbps » TRAER — R EE—MEE > H—REAFRBETH > RAHF
4% B-channel 1% 1% %% % 3£ 3] 128Kbps -

MERELEAFIRE (MCS, Message Connection Server )

19



0638 4 AR BT 22 5 4% ¥k &9 Exchange 2000 ] AR 8 L & FH WA &5
HABERGME AL TTHMS - FETME > URFERE - ERILAHE

#o8 (ACD) #y#c3s i 4@ % & (routing) e
Wit 4R % (ICS, Internet Connection Server )

AR R AR B X 3 X F A3 (Text Chat) AR 4AMR 483419 ) A%
=} & (Internet Collaboration ) 4] 4w Joint Forms Completion $» Magic Marker °
A RS A E W HTTP 2 R & - B ERERT RAEME
B - BHEABEIFEE R GG RS (firewall friendly) -

IP 44t B 83558 (ACD, IP Automatic Call Distribution )

IP bt B SR iR BAREZEH TREZ, FRHEAFHOY

i

B - ERBBEFEEBERNEHB I RERTAR > HEH TI77]

(Queue) ~ 487 (advisors) ~ {E#8% (agent group) ~ M F% ~ 4t (skill)
ol - BEEHIERL BTN  GHZTENSHRELAL TR
P WBOAF 3T RA P AL B 0 B B A A LUEATECE 8917 7
AR o
P HAETELENERER 4% (CRM Database & Applications )

Siebel 4 3] &) CRM &k B XA R JE R 4 4u4F € F R 43 E & Contact

Central Mk F ey o ¥ o A BB EHURFHOLERFRMFEE R

B RGRAHEPEBELHASGER - BA AL ARLTRER
20



Keyeh - e TR URFHERE -
bhkfo > ¥ F4+ (Address and Business Data )

Contact Central 93but#ZH—FH EH— R > LARMEHEFRE U
B BAe L AR B 09 B ARG FFIR o
# 4Bk % (Integration Services )

Contact Central &4 NP TAFRLZF| EFRARELT & BLTUEL
2 & ¥ & A %4 (EAL Enterprise Application Integration ) T £ » {40 & 3] 38,
FABRBEPEBER 5 RITY Vitria > K R2 S EH L ¥ (B2B,
Business-to-Business ) ##% ¥ % o 3% B E12 & Buynet 12 A F4F 2R A4

DRBHFRES TP REFIAMESAELP -

21



2233 3 W BEFHAERFOHE

—EE—¥L A% R—FAFFBE

BRIGAETUEAGAGERABN —HRERE

@ B YT  BABEUREST - AW~ Girfuip EE

¥E5 5 XMmAELNTHRESE
ETFEH4ME

B TAMEEHEN  BEAAG Y XEEHE  RERTHA

BAEAER (Quening) £— B AL NERFFTEMAERFZ P HIR

HH o

WX REE P HR

B a2 Fodk B R P PR EA T R R - 4 s 58 A B R

H AR E B R ML RIG R B - HIEE & [P B3R - R R PIE

B E RMBFELBIHEAER (CSRs, Customer Services Representatives)

AN SREE ECHE o

5 o E YN

B YRS EL RSB TRERBRE B ES WA EEA WA

22



R R SR BERTEERABAA IR B H3)%5 F (Agent
Led Browsing ) ; RETHFRY > HF P REBALERBHER > 2

FEBRABREREABNHHERIIHE -

REHE—#%
REZELTEB—BREEBRBMERALR - L IP WBEAEF ERF L
BAFREARNEERTHE - NERARE—FTEHBNEERE—6FF
#eBEATH -
BERAYERERAR
BEBRABBEE & AEATHE AL E 5B 9o ie( &4 PSTN
FE) AR EABERBGHEINAARTLEIRYERAR - TRA
BFEMAR— 434X IP @y EATR -
BWEAEXNE (APIs) v ActiveX by T4 BN ERTELLA
&% (CTI) |
REGAZTEDEASRPEERERTLNE N B FMERL
FRABHRLEMERL- AELREXF RN EN TR EEEL 44
(CTD) #£-FREXABHEFHEA4% (ACD) + EE4 -
hESHBHEFLE AL (ACD) zhie

® HMRHGFHAEER
23



BRI GEIRA R 75

SHSWUAZEHBA

A fE A Aty Bt

wHAE LKA RE

EFHAEHFE R G 55

ELTHAEHEI KRGS

EHXETDELH

BRI PAAR TR ENETERCRE T/ @

24



2234 5 BT MERT SO HSEIFR

3 sl & LA
® N FERRTEELSNSRBITHEY
® HREFEXSWHHMBREPL RIENHESR

® HAZHMpEANE BREBZEXHHmE XM (upsell) > 5

8P % E L4 E (cross-sell)

® ZRFEFPUMINBERNBRABBMAFYBRES

® HEREHRBRESERAKRBERENHNE (ABAER) S ENK

REAGHEH/RET L

® HEES EHEY

® LRV REN B ER S EHFMNTE L

HmBEPRERE

® ENRAMEERET X REITE -—ROEPLER

® FREFEDAHH)ERAEE —RBUAERLRE

® F B A H AR R B 40 BT e 4 35 B

® URBRHTEHMFIXROBAEZL G

25



® RUNTHWERRFESFZFHMEINMEY

D AR A

® L IahfEMABRKRIAHE

® ELBMENMEARD ANIR

® PLBHEREARARNERTES

® A G EIEETT Ao 3 B A 2 A A R AR

® HUWMBTPLRAVELE

® FRXR—ELSFMIBOHEAEFE

26



2235 AR EMEZ S BB EINER TS

# % 7T 2001 U A #AEIE AN LA R > Contact Central 4 42 %5 R T2 Y
SHBEFTRER T CHIERGERAZG - AHSHERPCOLEEET

Contact Central R EZER ZMR P CESREEF MEAEETEHYETE -

Contact Central ©48% R B B2 F P RIS ARA T RHRBEII D B4 —
BT ABRRELEEEFMERE %5 CRM 2S8R AHELSH TS -
¥ ¥} Contact Central #9iE. & =) fE CEMRE T EEF AR RGTR © fLfo
CosmoCom #v Siebel ¢Business Applications & &-4 F » % B T12 C& 38 & H
—ETUN L EEREBEPHEGHRBITHERBEIRZL R REFE
WROBEEESMEFE -

3 B & 12 & Contact Central 338 & & P35 A 7 # &5 R (best-of-breeds )
MBS CRARBAER AU ELSBARTHEEALT AR IR S
AT ARTEREBRAFTE - B TUREHERX —BELEERIP A4

B2 5 EEMATENEPBREFTOT » REEELBZHFT K -
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HEGBHAE - —BTE EREPECEMGFRETET AR
B BHORERATERIY  EHBETURIELEHROSTAER
POSHEARFHALER -

BRYEENEEIERMABRIEZSBRBEIMER T« (BT
Multimedia Contact Center) &9 E BE&SR T REFT AR THRBEF
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ChinaLife Insurance

Business
® Provides financial services such as life insurances, health insurance plans, accident

insurance and investment in securities.

Challenge

® No Call Center and CRM system

®  Some branch have hotline system and each branch delivers customer service inefficiently
® Need “one unified” call center and CRM solution

Solution
® PBX, IVR, CTI - Cisco IPCC (Call Manager, IP-IVR and ICM)

® Voicemail — Cisco Unity Voice Message
® Recorder ~ Eyretel

® Fax — Local

®  Microsoft Technology

Benefits

®  Setup the Call Center and CRM system

® Improved efficiency and effectiveness

® Improved customer service

® Improved agent and service management levels

JiangSu Power
Business

® Developer of the Yixing Pumped Storage Project (Power) in the Jiangsu Province in
China
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Challenge

® CRM was separated by each branch and did not provide the same quality service
®  Each branch delivered the service efficiently
® Need for “one number” delivery service, easy to remember

Solution

Call Center Application

PBX — Lucent Definity

CTI - Cisco ICM

Recording System — Mercorp Audiolog
IVR - Local

Microsoft Technology

GIS - Local

Benefits

® Improved efficiency and effectiveness
® Improved customer service

®  Good foundation for future CRM

Samsung Life Insurance

Business

® Samsung Life Insurance, a wholly owned subsidiary of Samsung Group, is the top life
insurance/real estate company in Korea with 6,500+ employees and annual sales revenue
of US$17+ billion.

Challenge

® Need to expand from 1 Call Center to 3 Call Centers in different locations (ie. Seoul,
Pusan, KwangJu)

® Need to be able to manage all these 3 Call Centers as 1 virtual Call Center with complex

routing

Solution

® Call Center Application - Siebel

® PBX - Lucent Definity

® CTI- Cisco ICM

® Recording System — Eyretel IP Recording
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® JP-IVR —Local
® Local dialer for customer detection
® Local FAX server for infoutbound fax services

Benefits

® Improved efficiency and effectiveness
® Improved customer service

® Improved Call Center reporting

Housing Development Board

Business

® A statutory board of the Ministry of National Development, plans and develops
affordable, quality public housing and related facilities. It was set up in February 1960 to
take over the work of the Singapore Improvement Trust set up by the British Colonial
Government from 1927 to 1959. Today, about 85 percent of Singaporeans live in HDB
flats compared with only nine percent in 1960 when HDB was first established.

Challenge

® Inability to track and measure customer service levels provided
® No view of customers’ interaction with HDB

®  Operational cost of maintaining the lease of 14 PABXs

Solution

® Cisco IP Telephony Gateway
® Cisco Call Manager

® CiscoIPIVR

® CiscoICM

® Cisco IP Telephony Phone sets

Benefits
® TImproved contact center efficiency — Agent monitoring

® Increased operational effectiveness — Comprehensive reporting
® Improved customer service

Chubb Information Security
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Business

® Chubb Information Security aim was to be the “global trusted partner” to information
systems from crime, enabling customers to manage information and conduct their
business electronically with confidence in their integrity and privacy

Challenge

® Chubb Information Systems was a start-up company requiring systems to support their
business and products

® Chubb was to be the first company to launch a specific range of e-services that were

inherently secure

Solution

® CRM Application — Siebel/Cisco solution

® Developed architecture blueprint for the entire solution encompassing many systems
including Billing, Web Portal, CRM, Finance Applications, etc

Benefits
® Chubb was taken over by Baltimore at the end of the Architecture phase, and project was
postponed.

IMI Web

Business
® TMI Web, is part of the Sao Paolo Banking Group, is one of Italy’s largest functional

institutions

Challenge

® Originally, the customer had outsourced its call center, but decided to bring it in-house
because this provided more control and flexibility over the operations

® Needed to simplify the Bank’s requirements to comply with legalities around processing

stock transactions

solution

® (CRM Application — Siebel eFinance

® Cisco Intelligent Contact Manager (ICM)
® [VR - Edify

® Voice Recording System - RACAL
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Benefits

®  Contact center brought in-house successfully
®  Able to have better control over operations
® Expansion plans for contact center

Capital One

Business

® [ eading financial services company Capital One Corporation is founded in 1990, and
headquartered in Falls Church, Virginia

® Has 19,000 number of employees

®  With annual revenues of US$ 642 million

Challenge
® Faced a steep increase in the number of customer contacts into its Nottingham call centre
® Wanted to increase efficiency of handling the calls and to reduce the average handling
time (AHT), so reducing costs
® Needed a call management system that had the potential to
allow operational efficiencies to keep pace with business growth

Solution
® Cisco Intelligent Contact Management (ICM)

Benefits

® CapitalOne now has better segmentation of its call base, ensuring that the right customer
gets to the right call centre associate

® customer satisfaction has increased through the speed of response, and has also become
more personalised

® overall operational costs have been cut through an average 35 second reduction in AHT
and there is the potential for more operational efficiencies in the future

Bulgarian Telecom Company (BTC)

® Business
® Bulgarian Telecommunication Company (BTC) is the Bulgaria’s telecom operator.
® BTC has exclusive rights for establishment, operation and maintenance of National
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Public Telecommunications networks in Republic of Bulgaria, and to provide

international and domestic telecommunications services.

® Has 3.2 million wire telephone subscribers (37% population penetration).

® Estimated revenue for FYO1 is US $1.5 billion. Estimated profit for FY01 is US $80
million.

Challenge

® Looking for a solution in view of liberalization of Bulgarian telecom market at the end of
2002

® Intends to keep all their largest and key-customers (eg. State Admin & Government,
Banks, Large Manufactures, Utilities, Transportations, large ISP, xSP, Mobiles, etc.).

Solution

® Cisco Intelligent Contact Management (ICM)

® (Cisco IP Telephony

® Amdocs Clarify

Benefits

® Have a consolidated 360o-view of all their key-customers with a complete customer
lifecycle management.

® Better segmentation of its call base, ensuring that the right customer gets to the right call
centre associate

® Customer satisfaction has increased through the speed of response, and has also become

more personalised

36



Seminar Speakers

Stuart Hilf Glenn Cuthbertson Fiona Mackay Peter Crone
« Director of * Vice President, * eCRM Manager for  « Copeland Borough
Marketing for BT Gartner Consulting BT Global Services Council
Major Business = 20 years experience « Expertin CRM * Systems Manager
includes McKinsey solutions design
and IBM and delivery
BT
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Agenda

o What are Multimedia Contact Centres

» The Multimedia Imperative and Why It Matters for
You
* Success Stories

- Newcastle Building Society
— Copeland Borough Council

» Creating a Multimedia Contact Advantage
in Your Organisation

.Y
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What are Multimedia Contact Centres?

Multimedia Contact Centres integrate customer communication
channels through voice, web and mobile - allowing the customer to
contact the organisation whenever, wherever and however they
want

CONTENT ADAPTATION

PREDICTION

LOCATION DETECTION

'\———%

CUST. PROFILING

Customers

CONTACT ROUTING
=

©BT July 2003

The Multimedia Imperative: Commercial
Customers today expect to contact an organisation
not just when they want to, but HOW they want to

Migration to Multiple Channels Knowing the imperative,
how do you...

* Keep up with market trends
and customer expectations?

Manage new agent skill
sets?

» Build a strong business

N R R R e W N case?
* Increase efficiency of
] 4 n existing contact centres?

Source: Gartaer

BT

©BT July 2003




The Multimedia Imperative: Government

By 2005, 100% of Government services must be
capable of being provided electronically

The goals may seem clear: But in reality the steps can
* Making it easier for citizens be challenging:
| to interact with Government » How to define the CRM roadmap and
* Improve Service Delivery how it will be achieved
— Fraud Prevention
— Better Debt Recovery * How to create a robust, credible and
* Improve perception of Government affordable business case

— Prove value for money
— Measure performance
* Expand range of services

* Freedom of Information Act

» How to achieve change and
organisational transformation

Source: Manchester Business School for the National CRM Project

sT€

©BT July 2003

However it's not easy to make the

transition...
Are you offering the right channel for the right
customer at the right time?

Channel Preferences

E-mail T
Fax R
SMS -] RS

Phone ISR I

BT
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Polling Question #1:

Which channels does your contact centre currently offer?

Phone only

Phone, Fax and Web (basic information)

Phone, Fax, Web and Email

Phone, Fax, Email, and Interactive Web (call me, co-browsing)

All of the above PLUS several other media I.e. Text Chat, E-Mail,

Video, SMS

© BT July 2003

BT

Because multimedia contact is more

than just technology

I——
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}
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and Service...

Why it matters for Sales, Marketing

Considerations

- Cost of Contact by Matching channels and
] customers
[ e Understand customer
(g contact preferences
- Benefits
| & * Better visibility into
I customer relationship and
| B needs
- ¢ Cost reduction per contact
B « Revenue enhancement
- * Improving quality of
\ o o service
Y
©BT July 2003 B-rt

Centre Management...

Impact of Web on Call Volume

/IN\&—Aftbr

Before \ .

\

~ N~

Learn Sho Buy Service

Source: MarketBridge

Why it matters for Operations and Contact

Considerations

Understand how new
channels are going to impact
your business

Channels add complexity,
volume and management ...

4 Benefits

But have the potential to
reduce costs

Improved quality of service

Increased efficiency of staff
and infrastructure

Improved call management/
Intelligent routing

© BT July 2003
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Why it matters for Employees and HR...

60-70% of contact centre investment is in staff

Breakout of Contact Centre Costs Considerations

* New channels will impact staft
» Attract and retain talent

* May require new skill sets

¢ Change management

* Performance measurement
and compensation

Benefits
* Greater employee satisfaction

I I . « Career development
Cstatt [T Other opportunities

«(Merchant Global Benchmarking 200 1 survey and NAO survey)

sT@

©BT July 2003

Why it matters for IT and Comms
Managers...

Considerations

* Integration with existing
platforms and infrastructure

¢ Common processes:
Universal Agent, Skills-
Based Routing

+ Common systems: IVR,
CRM, Universal Queue

+ Common view of data

Benefits

» Piatform independence

e Improved reporting and
visibility

* Manage disparate centres

or@
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Polling Question #2:

Which of these benefits would be your top motivating
factor for implementing multimedia contact?

| Improve management control

’ Improve general responsiveness

‘l Promoting a professional image

L Improve internal communications

[ Reduce operating costs

]

|

|

]

| Track sales opportunities —!
|

[ Improving level and quality of customer service

ore

© BT July 2003

Key drivers of multimedia implementations
according to a Gartner survey

Driver Ranking

Improving level and quality of customer service 1

Promoting a professional image

Improve general responsiveness

Improve management control

Improve internal communications

Reduce operating costs

Gain additional communications facility

@® N O g A W N

Track sales opportunities

Source: Gartner survey of 250 organisations (2002)

-

BT
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Sharing client success stories...

* During the past 10 years BT has established more
than 4,000 call centres for their clients

* BT is the UK’s number 1 contact centre distributor
with over 1000 complex contact centres deployed

and supported

* We will give insights from two “real life” client
success stories... Newcastle Building Society and
Copeland Borough Council

©BT July 2003

ore

How to get it right : critical success factors

* Create a customer
culture within your
organisation

* Develop an end to end
customer process or
journey

* Document and
communicate plan
internally

* Build staff with multiple

__skill sets

» Define channel capability

¢ Understand customer

Engage with the right
partner for
implementation

Leverage information
to segment customers
effectively

channel preferences
* Excel in contact

management

performance
—_measarement . —

Define requirements
and implement
effective IT

© 8T July 2003

or@




Polling question #3:
Does your organisation have plans to build multimedia
capabilities in the next 2 years?

Build new
Extend
No plans
Not sure

BT

© BT July 2003

Our Experience with Multimedia Contact

0800 800 060
{IVR = Enquiry, Sales
Billing, Help, Repair)

* Truly customer centric,
eContact and CRM
capability

* BT was awarded the
European Call Centre
Award in 2001 for best
multimedia call centre

08:00-22:00
Sales, Service, Billing,
Repair and Complaints|
(E-contact 24 x 7)

Warm transfer

of inbound calts

* BT was also awarded
T Best CRM Project

2003 - Large
Technical Help Desk
(24x7)

Organisation

www.bt.cornv
btbroadband

BTE
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« HP Contact Centers accomplishments
« SamSung Case Study
« China Life Case Study
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Hewlett-Packard’s
Contact Center
Accomplishments
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» Samsung Life is:
- The largest life insurance company in South Korea;
- A member of the Samsung conglomerate; and
- A Fortune 500 company
« Previously maintained 5 TDM call centers:
- Each with its own ACD and CTI systems
- No integrated reports for the whole enterprise
- Different reports from ACD and CTI systems

- Static routing from the PSTN and no ability to share call
center resources or overflow calls between sites

Apad 17, 2009 HP pessentasion templets uaes tulcrisd - Rov 1
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« The goal was to build an integrated contact

management system which could:

- Be maintained and monitored from anywhere;

- Provide reporting on an agent-by-agent, group-by-group,
site-by-site and whole enterprise basis;

- Allow the sharing of resources from other sites as required
by incoming call volumes; and

- Leverage Samsung’s emerging network-based
infrastructure.

Apel 17,2003 HP presentation templets uons Wwiodai - Rav. 1 page

« Build Cisco IPCC based Call centers in three cities

« No new application development - but need to
integrate Siebel client application through Cisco-
supplied Siebel CTI Driver

« Total 909 seat of agents including:
- 60 educational seats;
- 40 IP phone for staff; _
- 100 outbound agents for each center
« All IP-based system configuration except:

- QOutbound answer detection, where a local dialer
solution will be used

HP prapartaon lempists uass wionni - Rav. 3 tege 10




« Complex call routing requirements for the three call centers,
including:
- VIP Customer handling;
— Priority-based queuing for non-VIP customers;
- Inter-site IVR and Agent call overflow;
- Preference for utilizing local agent resources;

- Integration with several hundred branch offices for Up Call
(calls re-routed to the call center) and Down Call (calls sent
back to a branch office) handling; and

- Centralized supervisor assist and Back to IVR handling.
« Customized reporting required, including:

- Real time display of agent, group and call center status;

- Historical reports for agents, groups and sites; and

- IVR reporting, including path taken through IVR.

Apel 17, 2003 HP presentation lempiats uoer tuloded - R, 1 page 14

« IPIVR integration, including:
- Migration of existing IVR scripts to IP-IVR platform;
and

- Enhance scripts to leverage Text to Speech and
IPIVR other features.

« Integrate with Eyretel IP-Recording device for voice
recording, including:
- Multi-site recording; and
- Centralized storage and cataloguing of recordings.

« Integrate with local FAX server for in/outbound fax
services

page 12
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m3 centers throughout China, 4 centers per phase, part of the
provincial centers have several city centers in their command

mThe centers of region and city level are put in dispersedly, and
routed in the neighborhood

mUtilize Cisco IPCC framework

mProvide the services of user consultation, inquiry of insurance
account information, complaint, reporting loss and making
appointment, and so on

mProvide many kinds of agent tools according to their focus and
roles: calculators and notebooks

mPerfect management of service flow: Solution Sheet

mHave formally opened in Nanjing (Jiangsu), Szechuan, Shanghai
and Shenzhen

i 17, 2009 HP presentation tempiets uem tulodai - Rav. 1

pege 17

« Contact Center HQ — located in Beijing
« Solution architected into 3 tier

- Tier 1 — Central controller in HQ

- Tier 2 — Province Branch Offices

- Tier 3 — Remote agents

« Customer interaction channel supported currently —
Phone and Fax

Apdi 17, 2008 HP presentaton tempiats uom tiorisd - Rev. §

page 18




Beijing Central Controller Site

Apri 17, 2008
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Fax
Voice Mail  Server

=

(SH-UVM) (SH-FS)
\_ SH-PGC ShangHai PG Controller Site
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Gatekeeper(s)
BW:512K~1

ICM Link
IP WAN Link
swessesse TDM Voice Link
= |PLAN Link
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mMenu for Service selection

mPrompt for caller input (ie. account/password
authentication) for self service options

mProvide self-service option (ie. account information
retrieval)

mProvide queue announcement
miP-IVR:

< Standard network interface, easy to arrange
lines and scalable

Apdi 17, 2008 HP presentation tempists vesr tutodsd - Rav. 1

mAccording to telephone information:
¢ Calling number (ie. CLI), called number
mAccording to user input

+Choice at every branch and input information (number of
insurance policy, number of ID card, and so on)

mAccording to contact center occupancy and call queue state

¢ Region group, service group, agent busy or available state,
and longest available agent

< Can overflow mutually and improve the resource utilization
mAutomatically block nuisance calls

teris - e 1
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- Jiangsu Shanghai Szechuan Shenzhen
Call volume/day 1200-1500 2000 700-800 1200-1500
Number of 10-20 10-20 Less than 10 10-20
faxes/day
Number of agents| 36 agents (11 | 30 agents onsite | 25 agent onsite | 17 agent onsite
remote agents +
25 onsite agents)
Number IVR ports 48 45 33 25

Apat 17,2008
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* One Unified framework and platform for Contact Center and
CRM

* One number to dial locally for all services

* All branches has similar hotline system and each branch
delivers customer service in the same fashion — company
branding

* Improve agent utilization
* Improved efficiency and effectiveness
* Improved customer service quality

* Improved agent and service management levels

Api 17, 2008 HP presentafion tempiats usos futodel - Rev, 1 page 27

» HP works with our customers to approach their Contact Center vision in cost-
effective increments

« Our methodology focuses on prioritized delivery based on business benefits to

quickly recoup Contact Center investment.

Investment protection of existing investments

Our core strength — developing a systems architecture that maps to our

customer’s business needs today with the flexibility to adapt to the needs of

tomorrow.

Proven track record in delivering complex, enterprise-strength solutions, and

have implemented over 600 CRM and Contact Center projects around the world.

Worldwide, Regional and Country CRM & Contact Center Practice Centers

around the world :

» Worldwide delivery capability, and significant expertise in industries where
CRM and Contact Center is key

+ Our focus on benefits realization, helping our customer derive greater benefit
from the investments they have made and are making in CRM & Contact Center.

Apd 17, 2008 HP presntation lempiets user Wiorini - Rav 1 vege 28




Strong local CRM Teams
with more than 150 CRM
Consultants

World Wide
CRM Competence Center

Regional CRM Practice Strong local CRM Teams
15 CR_M Sempr Consultants  with more than 200 CRM Consultants
for international support in EMEA
Sk e HP presentation templsts usar tuloriei - Rav 1 it
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