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Aspect is the Largest and Most Experienced Company
Focused Solely on the Contact Center

Aspect £Ek i K. LK+ ﬁ?/ﬂiﬁﬁﬂ%?%EPlb\%{
Three+ decades of unparalleled 7

Insight built into our unified
products and services 304 )
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Thousands of dedicated

contact center experts#i T Bt 4%
DL

Behind 1,000,000+ agents

at 5,000+ customer sites
managing 125,000,000+

daily interactions 5000+4>MV. %% )
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30 Years of Innovation
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FIRST ACD FIRST CTI PERFORMANCE  g|p
B—EHAML IMPLEMENTATION  OPTIMIZATION INTEROPERABILITY
Automated B —ACTISE st SIP B #4EMH
customer service Integrated data and Integrated WFM First Guaranteed
and incoming sales telephony and KPIs and Public SIP
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1980 1981 1996 2005
FIRST WFM FIRST DIALER E)IS'?I-BI-C\)/LIJ'T\ITDUAL FORMATION OF
I FHRTEH B & ERAMR THE LARGEST
Agent forecasting Automated Business Continuity COMPANY 100%

and scheduling
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collections and
telemarketing
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FIRST UNIFIED
ARCHITECTURE
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Reduced Complexity
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CENTERS
%5@%%?#”7



What do we sell? F&A/14 6
“Aspect Unified Communications Solutions”

“Aspect RIS BIEMRTR”

Aspect Professional Services

Aspect LRSS Software Z‘yﬁ\ﬁ:
Aspect® Professional Services %I fk4% Unified Communications
Unified Communications gl & 5 . )
RapidStart He A% Applications for the Contact

Strategy and Business Case g 5 \h 45 24 Center* Hﬁéé% EFI ) UC@}EH

Architecture and Network Plan and Design ]
BRI 4% B Blended Interaction™

Business Process Consulting b 253 F2 % ] t~a TM
Implementation, Integration and User Adoption Seamless Customer Service

St %Eﬁ'ﬁﬂz}ﬁﬁifﬁ Productive Workforce™

Contact Center 4t 1. Streamlined Collections™
Aspect® Education Services 557l k5% Optimized Collections™

Contact Center 2% .0 THT

Unified Communications [Future] gl &8 15 Custom Capabilities

PerformanceEdge™ Education Services Contact Center Platform

?ﬂ’?ﬁﬁ%%l}”ﬁﬁ% Products** H?ég%qjlu\ M2 é?}j I:'ﬁ]j
Aspect® Technical Services i A Ik % Aspect® Unified IP™ —{£&4¢,~-

UC [Future] g4 iz a

Contact Center %0 o

PerformanceEdge Technical Services PerformanCEEdge éj" )&ﬁmfk‘

SO H AR %%
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Consumers Expect More Than Ever from the Companies
They Do Business With 71 9t 2 %5 b i1 5 = 1 E

Empowered with information &5 45 15 &
Able to voice opinion in very public forums 7 A8 1s EHEH &L

They expect companies to deliver
a better customer experience Hj 9 My 38 0 E 47 111 % ) 1K 5

They want:* filifl ] &y 22
Knowledgeable agents A/
HA S ) 5 E 12
Immediate service MW it iH
Flexible self-service systems
RIGW HDIRS 250
Channel choice £ & A%
“One-and-done” interactions
— IR % i 1 ) i

*Source: Aspect Contact Center Satisfaction Index
(aspectindex.com) KJ: Aspect4s Hli e /2 il 2

1 E i [ J
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In the Future... X3k ...

Customers won’t be limited to just getting help from the agent who answered the
phone 25 ' A JL M N 25 HE 1% 1) )W T 3R A 5 )
Knowledge workers across the enterprise will be available via messaging, chat, and
other mobile devices to assist real-time in meeting the customer’s needs 1V 4 (5%
TR¥ AR ChatMIL s i &L BRI, BRI L %7 /5 3K
Employees will be able communicate how they prefer to be reached and systems
will monitor their availability 2 T84 5 FiEFEEH T, RGERPEIRE
Time will be saved when both information and people can be accessed more flexibly
and faster {5 5.5 A 03 1) R 35 Ve 55 Pead P4 15 24 I 1) Rl AR
Businesses will have a method to integrate communication functions directly with
business applications k554 1K w07 3 5 MV 55 Y F B B B 5 vk
Utilization of business processes — routing, reporting,
gueuing, workflow, scheduling, monitoring — will improve productivity and increase
customer satisfaction f# FME 25 AE — M. L. HEBA . TAER. HREHE. i - %K
Pem AR WK P EE
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The Future... is Here. }X¥k... 3 - AT

Industry is moving from Transactional Communications to Real-
Time Collaboration MV.55 7 - MAZ & 5 5 =R RIS A2 57 AU AR
Service and responsiveness is the responsibility of all associates in

the enterprise, not just those in contact centers IR 4% 5 i NAK #i T4k

N A ERAICHR T, IR ARDAIRCES

Unified Communications is a direct result of the convergence of
communications and applications @l 1815 /& 185 5 N A4S 511
Hi%r=Y)
The convergence of all communications on IP networks and open
software platforms has enabled a new UC paradigm
and is changing how individuals, groups and
organizations communicate and collaborate 3 F1P ¥ 2% K1 H- 5 = a4
FEMEERS, IR TafUCH S, XN ML AT
5 0pR) 5 AR AR08 &
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The Future...
UC Applications & Services

KK...
UCHV H 7%5\
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Lay of the New Paradigm Land 435 11
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Microsoft .Net based Unified
Communications Applications for the
contact center break the tyranny of CTI
JEFMicrosoft .Net [171545 +H.LUC Y H

BAC TCTI M4 1 5

Hrmn nnne.
R
b3

b3

Previous technology
e generations were
proprietary, siloed and
hardware intensive
CTI architectures i 2[4
AR EHE . MALH). LA
B4 T HCTIZE 4y

i bl i txl R AN i e
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UC Applications... The New Paradigm UCK. ... 458 #l &

§ Enables business processes to drive company goals and objectives fiH b 55 4k B
AR LUk 2 Ak H bR

§ A next-generation technology is required to help meet your operational goals but
with less complexity and reduced costs than the previous generation. #r—4tH
AR BEs, R, TR A BOR FRARR 2% B A PR A

§ Fueled by our equity partnership with Microsoft, Aspect delivers UC Applications
for the contact center designed specifically to improve your customer service,
sales and/or collections results. & T-Aspect 5 Microsoftf & /Efk £E % &, Aspect
FEPLIRE UL UCK Y, fem s ISy B S A R .

§ UC is not an evolution of IP telephony*; software does not require IP telephony, it
uses presence as the enabler UCAJE MIPHEIHEAR MK, AR TFHEIPHLE, UC
e IMEZRAR S N Z L

Software powered unified communications underlies the next generation of
technology to meet these requirements. It directly addresses the challenges of

proprietary, siloed and hardware intensive CTI architectures.
FHTHOFIVC S F—CHER I 2 Al . UCHEM B T L4101 s, Ll
G114 FHICTI A P itr K B i 22 1] 2

Em ©2008 Aspect Software, Inc. All rights reserved. 11



A_sio_ect Contact Center Software: A New Paradigm

Offering Aspectlfizg H.0 3t 42877 30

UC Applications NET, Web
UCKF Services

Platform

r“'ﬂ ET, Webﬂﬁ%x“\ Customer Service, Sales

SF“E? Collecti 8/3 licati
: ollections Applications
Service Customer Service, Sales &

g}hﬂﬁ% . Collections Application_s -

Productive

! Workforce
| Management
Quality
Management
Performance
Management
Campaign
. Management

I Unified
Sales & Contact
Telemarketin

HESTHES

Optimized . =
IP Telephony

Collections
W2 Network Telephony
Stream I.ined u ML

Inbound
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Internet
Contact
Voice
Portal
Outbound
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Unified Communications Applications UCHY.

Workforza
Marageme

Seariess

Custcrmer Streamlined

Collections

Intarzction

¥ _
Improve customer service, while reducing Reducgthe cost per collected dollar by Improve operational efficiency by having

maintenance by providing a more streamlining the agentdesktop and the flexibility to I_everagethe same agent

. . . workflow, while reducing maintenance pool to manage inbound and outbound

responsive customer interaction TR 0 (K86 T Y F 5 T e B A i contacts, while reducing maintenance®

platform P A T IRVR A 2R B IR F B B A R PR R A A

REEFRFEAKE, RRGESERZEERZ
FEREE & B R A

Perfcemance

Management,

Droductive Workforce

for Aspect” &\Warkfores

Productive
Weorkiorce

Optimized
Collections

Y

. 4 )
Reduce agent costs by creatinga  Improve collections yield,  Rece s oaeycratng s
Te%rl?c?rrlo rg;itll'\\{gr\:\;?]rce?éggéﬁw%liﬂe while reducing maintenance maintenance for Aspect eWFM
9 BERE, BEEFRAE WSRIKZTN DB, PRGBS A IS A
JIEHE, FERREEE ARG A = ) Z
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Seamless Customer Service™ Value Proposition {/IME %€ {7

§ Improve customer satisfaction by enhancing the caller’'s experience as they
transition from self service to assisted serviceft %% )" M H B AR 5S4 ) N AR S5 I

, R T AR R T I R

§ Improve company image and competitive distinction by orchestrating a desirable
customer experience MEZCHIE PR SSAARL:, vl DA m A B AL 55 4 )

§ Reduce infrastructure costs and complexity with a Microsoft
.Net web services platform which requires less technology
and support resourcesili it Microsoft .Net web k46, 1/ H AR S HE % U5 7 sk
» MR AT 5 2% i

§ Increase first call resolution rates through data directed routing and expert agent

accessibility 18 15 FH ot i i A % 5 R Ji ik 55 e 78 25— 28 P T e o e 7 ) Bl e

The capabilities build your value proposition

EAM ©2008 Aspect Software, Inc. All rights reserved. 14



Unified Communications for the Contact Center
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Unified Communications for the Contact Center
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Streamlined Collections™ Value Proposition #ME &7

§

Reduce the cost per collected dollar by streamlining the agent desktop
and workflow VLR ) Jae i I FH AN AR Ji B AR AR A Rl A

Reduce charge offs by reaching collection customers sooner IV K £ 14
W2 LAk /D i 44 <

Increase collections by dynamically targeting your delinquent accounts to
ensure you are reaching the right people at the right time 3 &2 H bnft

Bz, e R s ERN S, Hems flois

Reduces staffing costs by automating early stage (<30 days) collections
activity with self service and pay-by-phone functionalityifi i 5 #iXIVR H
SHE(B0K LA ) BEAR A ) pleAs

Comply with regulatory changes through improved controls, tools and
reporting i W 9R ) 4% . T HAMHREEINRE, A AR S I & iR AR 2
BN

The capabilities build your value proposition




Blended Interaction™ Value Proposition 11 {H € {7

§

Improve operational efficiency by having the flexibility to leverage the
same agent pool to manage inbound and outbound contacts &K i VR &

IR NIV H R i 2 e 8 R0

Enhance customer experience by providing timely and interactive
notifications for a service, event, or appointment e.g. power outages,
upcoming appointments, schedule call backs, etc. 5w FARLE: — RIS 1
v AHIRE (TR B i)

Reduce costs associated with anticipated inbound calling through
proactive and automated outbound notifications resulting in better

resource utilization K H E31 10 Ash2NAM AR, PRI RCA, $2 5
Ji5 I %

Improve workforce effectiveness while reducing costs by planning for
agents at the right time based on work volumes H& 45 & I ) T AF & fff v i

FE A, B R R AR R I PR A AR
The capabilities build your value proposition




Productive Workforce™ Value Proposition 1/ {E &/

§ Reduce integration complexity, upgrade complexity, administrative overhead and vendor
management through a single vendor solution ] FjME—: FFRERE LT . FRSAT L]
P TR A

§ Reduce attrition by motivating and empowering agents throughout the workforce lifecycle [
IR B1L R — 7655 8 A BRI TA] 4 22 (R sl il 52

§ Reduce call handling costs (AHT and Occupancy) BRI Y AbER A (PP R IY Ab 2 sf R
HI#%)

§ Better informed and trained CSRs through improved coaching process i i S5eidk i1 15 Il i

25 7 CSR I If 1174 8 A 55 VI PG

s Increase customer feedback on products and campaigns %5 ) % = i AR 55 1) Js Tt

§ Improve dispute resolution and compliance (policy and regulatory) $2 557 % 24 2y fif L8038
LA RPRERG S

§ Improve workforce effectiveness while reducing costs by planning agents at the right time i
INf PR 2 HE o i B, P N TR PRAIRA

§ Improve staff effectiveness by providing performance feedback to drive self management
against KPI goals il i KP1H #5SEEL 51 T H eE BEM GRS imt, S imn 03 A%

§ Allow management visibility of performance versus goals 7} 4445 H Fr 1) 52 ] 42

s Increase customer satisfaction through improved work processes ik TA/EFALIR B % T i A

J&

The capabilities build your value proposition
E AM ©2008 Aspect Software, Inc. All rights reserved. 19




Optimized Collections™ Value Proposition YME € {7

Increase collections by improving right party contacts $& m B2 UERGA, $Em il
Reduce staffing costs by aligning collector staffing with best time to call contact
strategy S fER LN TR, BRI AR oo Ji5 N ) A

Improve collector effectiveness by providing targeted performance feedback and
coaching it B 15t 5 35T 15 VI B v fhE I e g %

Example: Track Dollars Collected/Hour, PTP Rates to create an effectiveness KPI
Improve collector effectiveness by providing targeted performance feedback to
drive self management against KPI goals ##liKPI H #x52 8 H 34 HLR G 3% 1ot
T AR Y
Provide increased performance visibility that reduces overhead on your agents,
supervisors, analysts, administrators and executives 3 % K125 0 44 FAR R i
PEG, i BN RS N SN
Increase collector motivation and retention through giving agents the ability to
manage their own schedules i 5 B JE BRILR BB, G i fhi i e J55 i AR
P, B I R

The capabilities build your value proposition
E AM ©2008 Aspect Software, Inc. All rights reserved. 20




Productive Workforce for Aspect eWorkforce Management™
Value Proposition ¥ {E E /7

Improve customer satisfaction by providing best practices coaching of front
line agents X —Z FE TR T, Hems i E e

Reduce first call resolution costs by improving agent skill sets and
confidence $& TINS5 F2 e G o Ha AR 0y, PARATK 1 200 PR T AR e ) A ol
ZIN

Better informed and trained CSRs due to improved feedback and coaching
processill i L W EFUIALAE, 25T CSREE LT VA 1l AT B YIRS

Increase success measurement of product launches and marketing
campaigns based on customer feedback HRHE KR %7 o, $ETH7=

DHREANT i s R

The capabilities build your value proposition
E AM ©2008 Aspect Software, Inc. All rights reserved. 21




What are the Components?

Application Components

4

Productive Workforce™
for Aspect” eWorkforce
Managment”

e -.:f:;,;:_é.-:: Workforce

. ' Management

* Aspect® Quality Management ™
» Voice Recording
» Screen Recording

» PerformanceEdge™ Performance Management™

» Standard

mAspect.

Complementary Applications
& Capabilities
Seamless Customer Service™
Blended Interaction™
Speech Analytics
PerformanceEdge™ elLearning
PerformanceEdge™ Job Match

Unified Command & Control™ —
Reporting & Administration

PerformanceEdge ™
Performance Management
Enterprise

©2008 Aspect Software, Inc. All rights reserved. 22



Why are UC Services so Important?

UC k551 E

AN

Enterprise
Al

V9

N

Lighthouse
AR

y

AN

Voice Pilot

y N

M

STRATEGY & BUSINESS CASE

ARCHITECTURE & NETWORK PLAN & DESIGN

RAPIDSTART PILOTS & PROOF OF CONCEPT

BUSINESS PROCESS CONSULTING

IMPLEMENTATION, INTEGRATION
AND USER ADOPTION

@ Aspect.
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Unified Communications Applications & Services

UC)Y.

« Software and
Services to
positively
Impact business
results B4F5 ik
%

mAspect.

15 k55

5
FAMLESs cysTomER SERVICE

BLENDED INTERACTION™

PRODUCTIVE WORKFORCE ™

)

Tk S5 R

STREAMLINED COLLECTION®

UNIFIED COMMUNICATIONS

OPTIMIZED COLLECTIONS

IP TELEPHONY

MHETWORK




Aspect and Microsoft Alliance
AspectMicrosoftik ¥4

mAspect.



The New Market Equation.. @i iz 5. ..

@ Aspect. - - Microsoft

Joint investment - provides insight into Microsoft product
vision/ability to tap their UC expertise Bt %%
Unlike other partnerships, Microsoft has an equity stake in Aspect X[
HE R A HH
Shared development objectives |7 1) & & H #r
Professional services solutions are in alignment with current and future
products from both companies %V k555 W 2 7] 245 AI A K = &
J7 ) PR FF— 2
Mutual stake in successful implementations — we provide access to

resources who've been exposed to the risks and have delivered high
quality outcomes (including our own deployment) L [a] i) sl D S2 it H b5

mAspect.
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comeTogether.
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