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In-Depth Insight for Superior Call Center Performance

Call centers are dynamic entities. Over the past decade, new trends and business models have
emerged — such as outsourcing and “virtual” contact centers — that have drastically changed the
face of sales, service, and support operations. As a result, related activities are more difficult to
track and manage, and their effectiveness is harder to assess.

But, one thing hasn't changed. More and more companies rely on their call centers to not only
provide support and build stronger relationships with customers, but to make a measurable
contribution to the bottom line. That's why today’s call centers are under increasing pressure to
boost revenues, maximize productivity, and reduce overhead costs.

The WebFOCUS business intelligence platform can provide call centers with valuable, timely
insight into all facets of their operations. Managers can instantly identify critical patterns and
trends in call volumes, and accurately evaluate agent performance. So they can ensure proper
staffing levels, and optimize workforce efficiency. And, representatives have comprehensive
customer and prospect information right at their fingertips. So they can deliver superior service,
and successfully leverage opportunities to up-sell and cross-sell.

A Robust Bl Platform for Complete Call Center Intelligence

WebFOCUS provides today's call centers with:

= A complete, consolidated view of customer information from popular customer relationship
management (CRM) applications such as Oracle and SAP, as well as over 300 other sources
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= Real-time agent activity and performance monitoring
= In-depth call traffic analysis

= Continuous tracking of critical metrics such as average speed of answer, call handling times, hold
times, transfers, etc.

= Workforce planning and management

Additionally, the WebFOCUS business intelligence platform empowers call centers to build and
deploy robust and intuitive Web-based self-service solutions. This can further increase customer
convenience by allowing clients to access information 24 x 7 x 365, without the need to wait for an
available agent. At the same time, it boosts staff productivity by offloading routine requests and
ensuring that representatives are readily available to solve more complex problems, and address
those issues that require personalized attention.

Call centers of all sizes have implemented WebFOCUS to increase the productivity of their agents,
while reducing the cost of their operations. But, most importantly, the WebFOCUS BI platform
has empowered call centers around the globe with the insight they need to maximize customer
satisfaction and retention by ensuring consistency and quality across all interactions.
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Customer Successes

Arvin Meritor — The call center at Arvin Meritor, a global supplier of integrated systems, modules,
and components for the auto industry, was handling more than 2,000 phone orders each week.

In an effort to free up agent time for support-related activities, the firm implemented WebFOCUS.
This powerful Bl platform was used to develop an e-commerce application that enables aftermarket
customers to order products and track shipments via the Web. Close to 500 customers currently
utilize the system, with more and more transitioning to the Web each day, which represents a
huge time savings for Arvin Meritor’s call center team.

Collections Etc. — This major gift catalog company is based in Chicago, lllinois. Unprecedented
growth forced Collections Etc. to find new, innovative ways to bring together information
across disparate systems, platforms, and databases. Solutions from Information Builders were
implemented to facilitate the dynamic flow of messages and related content within and across
the business. This information, which includes data generated from the thousands of phone
calls Collections Etc. receives from customers each day, is dynamically collected and routed to
the appropriate back-end application. Automated responses, such as order confirmations, are
then delivered directly to the customer. Since deploying the Information Builders technologies,
the company has realized tremendous gains in efficiency, and achieved a significant strategic
advantage in its market.

Great Lakes Higher Education Corporation — \When you're one of the largest integrated
providers of student loan services in the United States, swift, responsive customer service is the
key to staying on top of the market. Great Lakes Higher Education Corporation leverages the
WebFOCUS business intelligence platform to support an e-business environment that integrates
enterprise information contained in various sources to accelerate the processing and servicing of
loans, and provide related information to customers and other constituents via a secure Web-
based portal. By allowing customers to access self-service information at their own convenience,
Great Lakes has significantly improved service levels, while dramatically reducing the volume of
calls coming into its call center.

Link Market Services — Australia-based Link Market Services offers share registry, investor
relations, and analytics to both listed and unlisted companies in the region. To support a recent
share offer, the firm deployed a self-service reporting application — built in just one hour using
WebFOCUS - that enhanced efficiency at its outsourced call center. Before the Web-based system
went live, agents were unable to retrieve sufficient information to effectively answer all the
questions they were receiving. But, with WebFOCUS, representatives were empowered with more
in-depth search functionality and detailed shareholder application information, so they could
more rapidly respond to caller inquiries.
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Moneris Solutions — The largest processor of debit and credit card transactions in Canada,

and the sixth largest in North America, uses Information Builders’ powerful solutions to connect
analytical and operational data sets scattered across the business. This information, which includes
data from point of sale applications and settlement systems is fully centralized, and made readily
available to employees at all levels across the business for faster, better decision-making. As a
result, vital corporate activities, including management of the company’s call center operations,
are dramatically enhanced.

PNC Bank - Improved call center performance management was a key priority for PNC Bank's
National Financial Services Center, which handles more than one million customer inquiries

and transactions for the institution each month. With WebFOCUS, PNC was able to build a
comprehensive performance management environment that transforms a massive amount of raw
call center data into intuitive, easy to read reports. This allows managers and agents to monitor
activities and metrics such as call volumes and abandon rates. Armed with this information, the
call center can accurately assess trends and make forecasts, so schedules can be adjusted to
handle changes in call volumes, agent performance can be gauged against incentive plans, and
more. WebFOCUS paid for itself in just ten short months by allowing the bank to realize dramatic
increases in time savings, cost savings, and agent efficiency.

US Bank — The WebFOCUS business intelligence platform is the tool of choice for corporate
performance management at US Bank, the sixth largest commercial bank in the US. Managing call
center activities is a key component of that strategy. Through an intuitive Bl dashboard, call center
supervisors and other company managers can retrieve comprehensive information from CRM and
other applications, and monitor and analyze it through reports and scorecards. This insight allows
them to increase staff motivation by better managing employee goals, rewarding achievements,
and coaching underperformers.

Information Builders and Call Center Intelligence



Worldwide Offices

North America

United States

= Atlanta,* GA (770) 395-9913

= Baltimore, MD Professional Services:
(703) 247-5565

= Boston,* MA (781) 224-7660

Channels, (800) 969-4636

Chicago,* IL (630) 971-6700

Cincinnati,* OH (513) 891-2338

Dallas,* TX (972) 490-1300

Denver,* CO (303) 770-4440

Detroit,* MI (248) 641-8820

Federal Systems,* DC (703) 276-9006

Hartford, CT (860) 249-7229

= Houston,* TX (713) 952-4800

= Los Angeles,* CA (310) 615-0735

= Minneapolis,* MN (651) 602-9100

= New Jersey* Sales: (973) 593-0022

= New York,* NY Sales: (212) 736-7928
Professional Services: (212) 736-4433, ext. 4443

= Orlando,* FL (407) 804-8000

Philadelphia,* PA Sales: (610) 940-0790

Phoenix, AZ (480) 346-1095

Pittsburgh, PA Sales: (412) 494-9699

St. Louis,* MO (636) 519-1411

San Jose,* CA (408) 453-7600

Seattle, WA (206) 624-9055

Washington,* DC Sales: (703) 276-9006

Professional Services: (703) 247-5565

Canada

Information Builders (Canada) Inc.
= Montreal* (514) 421-1555

= Ottawa (613) 233-7647
= Toronto* (416) 364-2760
= Vancouver (604) 688-2499

Mexico

Information Builders Mexico
= Mexico City 52-55-5062-0660

Australia

Information Builders Pty. Ltd.
= Melbourne* 61-3-9631-7900

= Sydney* 61-2-8223-0600

Europe

= Belgium* Information Builders Belgium
Brussels 32-2-7430240

= France* Information Builders France S.A.
Paris 33-14-507-6600

= Germany Information Builders (Deutschland)
Eschborn* 49-6196-77576-0

= Netherlands* Information Builders

(Netherlands) B.V.

Amsterdam 31-20-4563333

= Portugal Information Builders Portugal
Lisbon 351-217-217-400

= Spain Information Builders Iberica S.A.
Barcelona 34-93-344-32-70
Bilbao 34-94-452-50-15
Madrid* 34-91-710-22-75

= Switzerland Information Builders Switzerland AG
Dietlikon 41-44-839-49-49

= United Kingdom* Information Builders (UK) Ltd.
London 44-845-658-8484

Representatives
= Austria Raiffeisen Informatik Consulting GmbH
Vienna 43-12-1136-3870
Brazil InfoBuild Brazil Ltda.
Séo Paulo 55-11-3285-1050
= China
InfoBuild China, Inc.
Shanghai 86-21-5080-5432
Beijing Xinrong Software Technology Co., Ltd.
Beijing 86-10-5873-2031
Denmark InfoBuild AB
Kista, SE 46-735-23-34-97
Egypt Al-Hisn Al-Waqi (AHAW)
Riyadh, SA 996-1-4412664
Ethiopia MKTY IT Services Plc
Addis Ababa 251-11-5501933
Finland InfoBuild Oy
Vantaa 358-207-580-840
Greece Applied Science
Athens 30-210-699-8225
= Guatemala IDS de Centroamerica
Guatemala City 502-2412-4212
Gulf States Al-Hisn Al-Waqi (AHAW)
m Bahrain mKuwait mOman = Qatar
= United Arab Emirates = Yemen
Riyadh, SA 996-1-4412664
India* InfoBuild India
Chennai 91-44-42177082

Israel SRL Group Ltd.
Tel Aviv 972-3-7662030
Italy NessPRO Italy S.p.A.
Genoa 39-010-64201-224
Milan 39-02-2515181
Turin 39-011-5513-211
Japan K.K. Ashisuto
Osaka 81-6-6373-7113
Tokyo 81-3-5276-5863
Jordan Al-Hisn Al-Waqi (AHAW)
Riyadh, SA 996-1-4412664
Malaysia Elite Software Technology Sdn Bhd
Kuala Lumpur 60-3-21165682
Norway InfoBuild Norway
Oslo 47-48-20-40-30
Philippines Beacon Frontline Solutions, Inc.
Makati City 63-2-750-1972
Poland/Central and Eastern Europe InfoBuild SP.J.
Warsaw 48-22-657-00-14
Russian Federation FOBOS Plus Co., Ltd.
Moscow 7-495-926-3358
Saudi Arabia Al-Hisn Al-Waqi (AHAW)
Riyadh 996-1-4412664
Singapore
Automatic Identification Technology Ltd.
Singapore 65-6286-2922
South Africa
InfoBuild South Africa (Pty.) Ltd.
Gauteng 27-83-4600800
Fujitsu Services (Pty.) Ltd.
Johannesburg 27-11-2335911
South Korea
Unitech Infocom Co. Ltd.
Seoul 82-2-2026-3100
UVANSYS
Seoul 82-2-832-0705
Sweden InfoBuild AB
Kista 46-735-23-34-97
Taiwan Galaxy Software Services
Taipei 886-2-2586-7890
Thailand Datapro Computer Systems Co. Ltd.
Bangkok 662-679-1927, ext. 200
Venezuela InfoServices Consulting
Caracas 58-212-763-1653

Toll-Free Number
= Sales, ISV, VAR, and Sl Partner Information

(800) 969-4636

*Training facilities are located at these branches.
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