Contact Center Services

App-line supports you in your project step-by-step when setting up your Sibilo system, with :

@ Advice and project follow-up upstream : your speciycation is deyned up to the moment your system is up and running,
with subsequent upgrades ;

@ Snapshot audit of existing facilities : requirements speciycation, drafting of project speciycation ;

@ Integration with third party products : CRM and/or help desk in coordination with our integrator partners ;

@ Speciyc developments to create your voice service, for example ;

@ Training on the Sibilo product range, VXML language, and others, etc. ;

@ Assistance and support, forms part of our standard supply for the overall Sibilo product range.

Maintenance

Two maintenance packages are available for our licensed products :

@ (Peace of mindi maintenance package
Working days, 9am to 6pm, telephone support, corrective updates and upgrades.

Q@ ¢Tranquilityd maintenance Package
Peace of mind maintenance + remote administration, preventive maintenance, installation of updates.
This level corresponds to a facilities management solution.

@ Service Extensions

Service time extensions are available for our iPeace Of Mindi and (Tranquilityd maintenance packages ; this can include an
extended schedule of hours and extended schedule of days.

With our support structure, you beneyt from our follow-up intranet to handle your requests. Each request is followed up and
routed to the personnel best qualiyed to meet your needs.

Dowload all Sibiloés brochures at www.app-line.com

CONTACT US

)app—line

- Multi-Channel Technologies

App-line is a leading specialist contact centers and voice portals. App-line
publishes scalable, long-lasting software solutions designed to seamlessly
integrate with customer information systems.

Sophia Antipolis - Paris area - Rabat +33 (0)811 742 456

www.app-line.com

Contact Center

Can Sibilo Contact Center
handle 100%b6 of my
contacts ?

YES

When the queue is full

The customer is dissuaded and can be routed to
an appropriate speech scenario. Queue volume is
managed by a parameter deyning the maximum
number of callers which can be put on hold.
This dynamic parameter is designed to evolve in
accordance with the number of agents logged in.

When the queue is not full

The customer can be placed on hold until an
agent becomes free or the maximum hold time is
reached (overpow). This time is conygurable by the
supervisor.

While queuing

The customer can hold factivelyd by suryng the
various menus and speech scenarios rather than
listen to a simple ¢ music on hold &. The navigation
is immediately interrupted as soon as an agent
comes free.

SiDilo (e

Contact Center

Enhance the quality of your Customer Experience,
offer new services, handle increasing contact volumes
and launch telemarketing campaigns while you
strengthen your companyts brand image with Sibilo Contact
Center.

Sibilo Contact Center Solution

Sibilo Contact Center is a comprehensive multichannel front-ofyce solution,
seamlessly integrating with your companyis information system.

Formed by several complementary software bricks, Sibilo Contact Center is a
unique i la carted offering. Custom-design your companyts contact center by
selecting the modules you need.

Sibilo Contact Center is available On-Demand or On-Premise.

Key advantages of Sibilo Contact Center

@ Flexible: Sibilo Contact Center provides a wide range of

parameter deynition and conyguration features to match your
companyis needs

@ Itis fast : Ultra-fast development and setup

@ Adaptable : Fully integrated with the Sibilo Contact Center and

with your information system

@ Independent : Sibilo Contact Center is independent of existing
telephone systems (telephone switchboard - PABX)

@ Scalable : Change your number of agents and features at any

time to meet your needs
@ On-Demand / On-premise Reversibility

@ Productive : Computer Telephone Integration is easy to set up,
giving your agents quick access to customer yles

@ Ready for speech applications : Sibilo Contact Center includes
VoiceXML IVR
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Sibilo Contact Center
SMART ROUTER (G MODULES MULTIMEDIAS MODULES )

@ Versatile Contact Distributor : Sibilo CC Smart Router

Corner stone of Sibilo Contact Center, our ACD engine (Sibilo CC Smart Router) simply and very

effectively distributes your contacts to your best skilled available agents. VOICE MODULES
Skill Routing : contacts are distributed to the agents having the best professional credentials and » Inbound Calls
language skills to meet the needs of your business ;

Media Routing : contacts are distributed with priority according to media, and also with priorities ® Call campaigns
associated to media according to agents ;

Call Blending : an agent can be simultaneously assigned to a telemarketing campaign (Outbound
calls) and receive Inbound calls as may be needed to handle high incoming trafyc loads ;

VIP Routing : certain special customers are given priority in the queues.

MULTIMEDIAS
MODULES
Sibilo Smart Router handles all the following media as independent media :
Telephony over IP inbound and outbound, call Campaigns, Emails, Web Call Back, Chat. ® Enal
9 Chat &

Web Call Back

VOICE MODULES )
@ Inbound Calls : Sibilo CC Inbound

Equipped with a powerful voice server, your incoming telephone calls are handled quickly and

queues, this is true IVR providing 24/7 automated self-service.

@ Call Campaigns Management : Sibilo CC Outbound

Designed for telemarketing campaigns, Sibilo CC Outbound automatically generates telephone calls to your prospective customers.
Main uses :

Surveys, mail order sales, lead generation, polls, debt collection, satisfaction surveys, market research, prevention campaigns ....

A powerful Outgoing Call engine with 4 operating modes :

Preview : the call is generated on Agent initiative ;

Progressive : the call is generated by the call engine as soon as an agent is available ;

Predictive : the call is generated on the basis of statistical assumptions pointing to the future availability of an agent. Lost calls (busy, no
answer, fax machine) are not transmitted to the agent ;

Power : the call generates a voice message requesting a customer action (press a button, say ¢Yese) if he wishes to be connected or not
with an agent.

Sibilo CC Outbound includes a Scripting Tool that provides agents with a working guideline to walk them through their calls.

*
@ VoiceXML Development Tool : Sibilo Studio NEW!

Sibilo Studio is a visual development tool which will allow you to build VoiceXML scenarios (VXML |
builder). With Sibilo Studio, no special software development skills are needed to create your ssan &
voice portals. '

SPEECH RECOGNITION & SYNTHESIS )

Sibilo Voice operates with most of industry leaders in the yeld of speech synthesis and recognition.

\'\_.
MANAGEMENT

MODULES
9 Agent position
9 Supervision
O Statistics
effectively by Sibilo Contact Center. This is more than simple routing by voice buttons to the right 2 Administration

@ Email Management : Sibilo CC Email

Sibilo CC Email will allow you to handle several hundred emails per day, providing your contacts with ever-better
targeted replies thanks to its knowledge sharing features. Sibilo CC Email will smartly route your companyis

SPEECH

RECOGNITION incoming emails to the best qualiyed agents in accordance with the criteria which you have deyned.

TEXT-TO-SPEECH
@ Web - Chat & Web Call Back : Sibilo CC Web

The Chat module allows your agents to chat with your e —
contacts. ‘
CRILINID The Web Call Back module automates Agent callback to —
* La e Bacl
Integration with a customer, thus avoiding hold time and call costs.
Information System The call is triggered from a website with a fiCall meo L e
button. -
BUSINESS TOOLS : it
9 Contact Manager
MANAGEMENT MODULES )
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@ Agent Position : Sibilo CC Agent o —
Sibilo CC Agent provides your agents with a powerful s e ot

desktop to send and receive information over the media used.

@ Supervision : Sibilo CC Supervisor
Sibilo CC Supervisor gives your supervisors a uniyed

display of the real-time status of his agents to maximize
contact center performance.

@ Statistics : Sibilo CC Statistics

Sibilo CC Statistics provides your Supervisors with a real-time and historical display of statistics and activity reports.

@ Administration : Sibilo CC Administration

Sibilo CC Administration provides your administrator with a comprehensive desktop tool-box to yne-tune your contact center parameters for
maximum performance.

BUSINESS TOOLS )
@ CRM light

The CRM light tool in your Sibilo Contact Center solution will allow you to store and utilize your customer data. This is particularly useful if your
company is not equipped with a CRM tool.

@ Agenda

Using the Agenda tool, your agents easily set up appointments for your companyts sales people who are able to access their agenda, even if not
assigned to the contact center. Each appointment can be validated by a supervisor.

@ In-house directory

Sibilo Contact Centeris in-house directory gives your agents access to the contact details of your entire company staff. Calls picked up on the
agent platform can thus be directly transferred to your company staff.

CTI LINKS >

Sibilo CC Sibilo Contact Center seamlessly integrates with your CRM tools and your companyis speciyc business applications. With this technology,
call up your customer yle using the calleris telephone number or by entering the customeris number by keyboard or by voice into your speech
server.




