ME @ a glance

Voice & Media Enabled Applications for Self-Service, Contact Centres, Diary Management and Office Productivity
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Why Should I Be Interested In ME?

Every business has processes that are crying out for
automation: non PCl compliant payment processes, manual
appointment setting, operator assisted call routing, etc.

What normally stops them from addressing these issues is
cost and risk. ME overcomes both of these issues by
providing pre-built applications; reducing time, effort and
cost associated with such projects.

ME not only provides you with service enhancements for
your customers, it also adds to your differentiation when
competing for new business.

What Is ME?

ME is a set of pre-built Voice & Media enabled applications
designed to help organisations improve productivity, extend
self-service and empower their workforce.

ME leverages CTI, IVR and SMS to deliver twelve standard
applications ranging from Pay ME to take secure card
payments from customers, through to Schedule ME that
enables organisations to automate appointment requests.

Individually, each application can be rapidly deployed to
address a specific issue, or applications can be combined to
address even the most complex of requirements.

The Two Minute Message

ME changes the way you interact with and service your
customers. It enables you to do things differently and to
differentiate your service and deliver value to the customer.

ME can drive efficiencies across your entire business,
reducing transaction costs and improving both individual
and organisation-wide productivity.

ME is a set of "pre-built’, business-focused applications which
use computer telephony integration (CTI) and integrated
voice response (IVR) technology to enable organisations to
drive productivity and improve customer service.

Individually, each application addresses a specific issue;
collectively, they can transform the way your organisation
works.

ME Applications
The ME Applications are as follows:

Self Service:
Pay ME, Tell ME, Send ME & Alert ME

Contact Centre:
Ask ME, Q4 ME & ID ME

Diary Management:
Schedule ME & Remind ME

Office Productivity:
Conference ME & Fax ME

Call us: +44 (0)800 082 6282
Email us: info@ctilabs.com
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Key Sectors

The ME applications are not sector
specific and can offer value to any
organisation within any sector.

You can derive benifit from me if you:

e Provide An Information Service
To Your Clients

e QOperate A Contact Centre

* Do Business On An
Appointment Basis

e Offer Out-Of-Hours Services

e Take Payments Over The Phone
e Use Receptionist To Route Calls
e Send & Receive Faxes

* Have Home or Field
Based Workers

Key Benefits
Cost Savings

* Reduce Human Involvement

* Reduce Call Volumes

* Reduce Call Lengths

Revenues Increased

* Up-sell Agent Availability Improved
* Increased Sales Conversions
Process Improvement

* Reduce Mistakes

* Optimisation of Processes

e Consistency of Processes

* Improved Reporting

Customer Service Improvement
* Extended Hours of Coverage

* New Service Offerings

* Quicker & More Effective Service

* Agents Available for Complex Calls

e Obtain Customer Feedback

Questions to Identify Opportunities

Q> In which parts of your business do you rely on people to
perform repetitive tasks?

Consider following:

Do your customers call you for standard format information, i.e. shipment
status, balance enquiries, availability, etc?
Do you use receptionists or operators to route calls in your business?

Do you operate an appointment system with your customers?
Do you take payments over the phone?

Do you have to take your customers through a formal security check when
they call in?

Q> Are there services that you want to offer your customers
outside of normal office hours?

Consider following:

Are you limited to taking payments within office hours?
Do your customers need information outside of office hours?
Do you provide support services outside of office hours?

What happens to calls when your receptionist/operator goes home?

Q> Are you able to get budget released for projects with a rapid
return on investment?

Consider following:

Did you know that Ask ME reduces customer survey costs by up to 95%

Did you know that a Midlands Manufacturer substantially improved their
order-to-cash processes by automating fax production?

Did you know that Connect ME eliminates internal calls to operators which
can reduce total traffic to operators by up to 40%?

Did you know that a UK Taxi fleet uses Schedule ME, to give customers the
option to book a taxi for any time during the next 7 days which has increased
advance bookings by 35%?
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ME AT A GLANCE

Credit Card

Target: Any organisation taking credit card payments from
their customers, especially those with concerns around PCl
compliance.

Solution: Pay ME is a simple but comprehensive solution
for automating telephone payments. The Pay ME™
application significantly reduces payment-processing costs
through fast and accurate capture of a caller’s debit or credit
card details together with any payment requirements.

Benefits:
* Provides secure payment mechanism

* Enables 24x7 payment service

e Automates transactions freeing up operator time

i}? TellME

Target: Any organisation that has a process whereby the
customer is requesting static or dynamic information such as
account balance, travel information, shipment tracking, etc.

Solution: Tell ME gives you the ability to quickly and
accurately deliver information updates to your customers. It
enables you to take repetitive request-for-information calls
away from your expensive agents and introduce value-
adding services to your customers 24x7.

Benefits:
e Provides a quick and effective way for customer to
get information — no wait time

e Enables organisations to offer new value adding
services to customer in cost effective manner

e Reduces call volumes to live operators
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SendME

Target: Any organisation that receives frequent requests
from customers for dispatch of product brochures,
catalogues, statements, etc.

Solution: Send ME manages routine requests for dispatch
of brochures and other documents. With Send ME, you can
take requests from customers 24x7, quickly and accurately
collect contact details and feed this information directly into
your fulfilment processes.

Benefits:
e Provides quick and easy way for customers to
request information 24x7

* Expedites process of taking info requests and
automating the fulfilment request

* Reduces call volumes to live agents

W AlertME
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Target Any organisation which operates an on-call service
such as out-of-hours support or critical processes with
escalation points such as transportation, utilities or service
providers.

Solution: Alert ME provides effective ways to issue
appropriate alerts based on the occurrence of an event. The
Alert Me application will allow you to define inbound
triggers and the required outbound responses to customers
and staff for simple events, outages or even for full DR
invocations.

Benefits:
e Automate the triggering of alerts

e Provides a fully verifiable and auditable alert process

e Can combine multiple triggers, i.e. inbound call or
message, system event, time event, etc with multiple
media option alerts, i.e. a call, voice message, email,
SMS, etc.

Call us: +44 (0)800 082 6282
Email us: info@ctilabs.com
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AskME

Target: Any organisation looking to understand customer
experience, get customer feedback, conduct a survey or even
run a competition.

Solution: Ask ME is the CTILabs solution for telephone
surveys and customer feedback. Ask ME significantly
reduces any transaction costs associated with conducting
telephone surveys, while at the same time providing a
consistent and accurate record of customer responses.

Benefits:
e Provides a quick and highly cost effective way
of surveying customers

e (Can operate as part of call wrap-up
or as standalone service

e Provides instant feedback and quantitative measures
back into the business

e Easy to change and adapt i.e. new surveys,
new questionnaires, etc.

L= IDME

Target: Any organisation that is required to verify the identity
of callers before information or service is provided.

Solution: ID ME offers an effective and secure solution for
identifying callers and retrieving their account details before they
are connected to an agent. The ID application will identify the
caller via speech and/or DTMF and where appropriate, can use
security questions to verify caller identity.

Benefits:

e Provides a very secure and accurate way of verifying caller
identity — automation does not take short cuts

e Reduces operator talk-time associated with
caller verification

e Can be implemented as part of a queuing process
and therefore reduce queue lengths

e Enables secure transactions to be automated using
IVR technology

Q4ME

Target: Any organisation operating a contact centre that
experiences peaks in call-arrival patterns that result in
unacceptable queue lengths and abandoned calls.

Solution: Q4 ME solves the common contact centre
challenge of how to handle periods of peak demand. With
Q4 ME, you can implement virtual queuing so that during
times of long queue times the caller is given the option to
hang-up and be called back by the next available agent.

Benefits:

*  Provides value added service to customer by holding
place in queue without having to wait on line

e Reduces call charges of keeping a customer waiting
on a 0800 line

e Smoothes peaks of call traffic avoiding having to increase
agent headcount

* Reduces queue lengths and reduces abandoned rates

ScheduleME

Target: Any organisation operating a booking or
appointment system such as taxi company, doctor’s surgery,
service company, etc.

Solution: Schedule ME provides a voice enabled interface
directly into your existing appointment management system,
making it quick and easy for callers to schedule their
appointments following a set of automated prompts

Benefits:

*  Provides a way for customers to quickly and effectively
book an appointment 24 hours a day, 7 days a week

e Schedule ME allows your customers the freedom to set,
modify or (subject to rules) cancel appointments at their
convenience.

* Reduces the need to have operator’s involvement in
appointment scheduling
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RemindME

Target: Any organisation delivering a service that is time and
customer dependent, i.e. appointment based services,
delivery services, etc.

Solution: Remind ME uses a system of planned
notifications and reminders to maximise the number of
appointment that are kept. The Remind ME application will
allow you define the timing and frequency of reminders to
be delivered to clients by SMS, email or voice.

Benefits:
* Significantly reduces the number of missed appointments

e Communicates to the customer in the manner that best
suits them, i.e. voice message, email, SMS, etc.

e Provides a value adding service in a cost effective manner

* Increases revenues with sales-prompt reminders
for repeat purchases
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Target: Any organisation using voice conferencing through
a third party service provider, paying either a monthly fee or
a cost per minute.

Solution: Conference ME avoids the need to use an
external conference bridge which can be expensive in terms
of both service charges and call connection charges. By using
resources available within  your ME applications,
organisations are able to use their own conference facility
directly from their PBX.

Benefits:

* Enables you to drive greater productivity
through collaboration

e Reduces travel costs associated with face to
face meetings

* Reduces third party telephony costs associated
with voice conferencing and PSTN access

}_ ConnectME

Target: Any organisation that relies on reception or operator
staff to answer and route calls or any organisation with a
mobile workforce where employees could be on one of many
different numbers.

Solution: Connect ME is an advanced solution for
automating telephone answering through speech recognition.
Connect ME will professionally greet callers, prompt them
to say the name of the person, department or service they
require, and then connect them to their desired destination.

Benefits:
* Reduces the cost associated with having a human
operator/receptionist to route calls

e Simplifies & optimises the process of connecting callers to
individuals regardless of where they are and what end
device they are available on

e Provides a better and more effective service to
your customers

Target: Any organisation that uses fax communications as
part of their key business processes such as sales orders,
financial control, confirmations etc..

Solution: Fax ME enables you to integrate the world of fax
into your standard email system. With Fax ME, incoming
faxes are routed based on DDI to the inbox of the relevant
person or department where they can be opened in the same
manner as a standard email and forwarded and archived.

Benefits:

* Reduces cost and lost productivity associated with
manual faxing

e Provides a managed and audited process for
communicating by fax

e Increases workforce productivity by integrating fax into
their existing email environment

Call us: +44 (0)800 082 6282
Email us: info@ctilabs.com
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Gravesham 7/

CASE STUDY

The Customer

Gravesham Borough Council is located 25 miles from
central London and situated on the south bank of the River
Thames. It comprises of Gravesend town and surrounding
villages and suburbs. Gravesham Borough Council provides
services to meet the needs of the borough's residents,
workers and visitors.

The Business Issue — Payment Collections

Like all local authorities Gravesham Borough Council handles
thousands of payments each week from their local residents.
These include council tax, parking fines, business rates etc.
And like any other organisation the Council constantly seeks
to find ways of reducing their transactional costs. At the
same time the Council is required to comply with the
Payment Card

Industry Data Security Standard (PCI DSS), a worldwide
information security standard to help organisations that
process card payments prevent credit card fraud through
increased controls around data and its exposure to
compromise.

Credit Card
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The Solution - Pay ME

Darren Everden, the Service Manager for IT at Gravesham
explains: “As we examined new ways for residents to pay
monies due to the Council it became apparent that CTI Labs
had the perfect product for us in their Pay ME automatic
telephone credit card payment solution. We also wanted to
free up call centre agent time spent in processing credit cards
and get them doing what they do best — human interaction
with our residents. Installing the CTI Labs Pay ME application
was very straightforward and brought with it the added
benefit of more flexible payment ‘opening times’. Whereas
before we could take payments only when the call centre
was open, typically say 9-5, Monday to Friday, we now have
a service that provides 24x7 opening times which suits many
people far better. People make payments now at any time
that suits them - in fact we have even processed payments
on Christmas Day”.

The Future — Deploying other ME Applications

The Pay ME application has achieved a high degree of
acceptance with the citizens of Gravesham Borough Council.
The Council is now looking to other applications in the ME
suite and expects to be installing their Connect ME product
very shortly. Darren Everden concluded: “We have a great
rapport with the company, get sound advice get good service
and know that pretty much any demands we put to them we
are likely to receive a positive response”.
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