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Zeacom is a leading provider of

Uni ed Communications solutions for
organizations with up to 2500* desktops
and contact centres with between ve
and 500 agents. More than 2800 small
and medium-sized organizations across
25 countries use Zeacom s business
communications software to improve
communication, collaboration and
productivity. Our heritage in delivering
state of the art, award-winning contact
center solutions has given the company a
strong global presence and enabled us to
rapidly transform into a successful
high-growth UC business in recent years.
ZCC partners with Microsoft, Cisco,
Avaya and NEC and also integrates other
market leading application providers.
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Solutions for executives

Prioritize, screen and manage your calls

Executives are busy, mobile and reliant
on their managers and staff to supply
them with the right information, at the
right time.

How do | prioritize my communications

to maximize my ef ciency and

effectiveness?

e Manage all your calls, voice messages,
faxes and emails from within
Microsoftfi Outlook, or a smart phone

e Access the most important calls,
voice messages, email and faxes rst

e Give your most important callers priority
routing based on their calling line ID

How can | communicate more ef ciently

with my managers and staff?

e Use Presence to view the availability
of staff

e Be alerted when the person you want to
talk to gets off the phone or returns to
his/her desk

* \iew the email calendar appointment
and scheduled return time for
colleagues

How do | ensure that | am more responsive?

Anytime, anywhere availability thanks
to mobility

One number to reach you regardless
of your location

Pre-con gured greetings or routing
to handle any event or caller

One location for all your messages
Phone and web access to messages

How can | manage my communications from
my mobile?

View missed calls to your desk/of ce phone
View/listen to voice messages

Set pro le status and ETR

View corporate directory

#: BtackBery

Home

Feacoimn

‘checking meter at 12 Browne St
& Due back: 7/31/09 16:30
“Messages: 1 Urgent, 7 New
» 6 Missed Calls

Faster decisions Manage how people
communicate with you and how you
communicate with them based on real time
information.

Where ever you are, manage
your communications quickly
and professionally.
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Solutions for operators

Every conversation counts

Your operator is often the rst point

of contact that a caller has with

your organization leaving a lasting
impression of your business. They are
expected to handle a large volume of calls
ranging from time-consuming routine
inquiries to urgent high-value transactions.
ZCC gives your operator superior call-
handling abilities  ensuring that every
caller s rstimpression of your organization
is a positive one.

How do we process calls faster and

more ef ciently?

e QOperators can see how many calls are
waiting and who the callers are

e (Calls can be routed to backup operators
based on call wait time and priority

e QOperators can log on from any PC
anywhere in the organization

e Point-and-click telephony functionality
speeds up call processing

e Drag-and-drop recognized calls to
extensions without having to answer
them

How do we personalize the service

we give to our callers?

e QOperators can prioritize waiting calls
based on caller ID or number dialled

e Screenpops allow operators to view
caller details before answering, allowing
selected customers to be greeted
by name

e Presence keeps operators informed on
staff whereabouts, availability and ETR.

e Notification of return to desk and off
the phone saves call handling time and
ensures a quality response every time

. ensure your operators have superior call handling

Are there other ways we can optimize the

level of service we provide?

e Play customized announcements to
callers on hold

e (Change call forwards and voicemail
greetings for your colleagues from the
console

e Distribute fax and voice messages
to individual staff for follow-up via
centralized control

e Transfer callers to a user s voice
messaging even when the extension is
not already forwarded there

¢ One-click recording while caller is
speaking allows operator to forward
a recording of the conversation to the
appropriate person s mailbox

e Park-and-page. Reduce time nding
people and then connecting them to a
caller. Voicemail can automatically page
the user so they can pick up the call
themselves

Return On Investment

¢ Increase sales opportunity - Improve
customer satisfaction as callers are
connected to the right person more
quickly, and receive personal service.
Encourages repeat business.

e Minimal additional hardware
investments - Application can be
accessed anywhere on the network, so
back-up operators can pick up over ow
calls without any additional costly
hardware.

e Work smarter - Enable one operator to
manage calls for multiple companies or
serviced of ces. Reduce unnecessary
staff count.

e Speed up call processing - With quick
mouse clicks and hot keys to available
people.

* Reduce call abandonment - Increase
revenue opportunity by keeping
customers informed.

e Record conversations - Place them as
messages in recipient s inbox. Solve
potential disputes painlessly.

e Easy to learn - Temporary staff love it!









-

Zeacom

communications center

A ZCC Uni ed Contact
Center provides agents
with a smart multimedia
solution that can cope ef-

ciently with large numbers
of inbound inquiries and
outbound contacts

by email, fax, web chat,
SMS or phone.

Your agents will deliver a superior
performance that has a positive impact

on customer satisfaction, callers brand
experience and revenues. Using over 200
standard reports will help the ZCC solution

to netune contact center performance.

More importantly though, you will empower
your agents by introducing real-time self-
monitoring functionality with Agent Desktop -
so they can further improve self management
of their workloads.

e A ZCC Contact Center can scale from 5

connect. as one.

Key functionality

Value-based routing refer box below
Skills-based routing

Activity presence

Global directory

Unlimited customized announcements,
including position in queue and
estimated time to answer

Standard or custom reporting
Preferred and last agent routing
Inbound/outbound blended call
handling

Post-Call Survey

GUI based Auto Attendant
Concurrent licensing

Value-based routing
Route customer inquiries by value of
your customer and/or the skills of

Multimedia and queuing ready

e Phone

e Email

e Activity queuing refer box below
e Chat

e Web callback

e Fax

e SMS

Activity queuing
Increase throughput and reduce
operational costs: Activity Queuing

Extend your contact center

e Process Automation
e Networked Queuing
e Dynamic IVR refer box below
e Callback

e Autodial

* Fax Messaging

e Redundancy

e Executive Desktop
e Executive Mobile

e Dashboard

* Uni ed Messaging

Dynamic IVR
Rather than offering the same call options
to every customer, cross reference callers

to 500 customer service representatives your agents. removes bottlenecks, reduces errors and with your customer database to present a
e Bene t from 16+ years experience

implementing contact center solutions
e Extend your contact center s

performance by increasing automation

lowers risk of delays among common agent different set of options depending on the

work ows such as processing leads, new
customer orders, insurance claims, etc.

importance of that customer,
e.g. callers with unusually high balances
hear for investment services, press 1 .
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Zeacom.com

New Zealand

5 Carlton Gore Rd, Grafton
PO Box 8686,Symonds St
Auckland 1150

Tel. +64 9 356 5555
sales@zeacom.com

connect. as one.

Australia

Level 6, 606 St Kilda Rd
Melbourne

VIC 3004

Tel. +61 3 8616 8555
aus.sales@zeacom.com

Level 9

46 Market Street
Sydney

NSW 2000

Tel. +61 2 8270 7222
aus.sales@zeacom.com

United States of America

18022 Cowan, Suite 110
Irvine, CA 92614

Tel. +1 949 261 3580
Toll-free: 800 513 9002
usa.sales@zeacom.com

United Kingdom

3 Union Court
Richmond

Surrey TW9 1AA

Tel. +44 (20) 7160 2730
uk.sales@zeacom.com

Microsoft

AVAYA GOLD CERTIFIED ISV/Software Solutions
UC for Business E—

IIr
CISCO.
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