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iQ Contact Center Evolution Problems

e Data / Information Silo

— Wide range of request topics

— Industry complexity

— Unstructured information stored in various sources (hard to find and use)
— Different terminology used across the company structure

— Dynamic nature of the information (new products and offers appear)

Result:
Extensive training required that consumes time and resources
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o MASS
IQ Contact Center Evolution Problems

GROUP

e IT Silo

M%Itsiﬁle Business Support Systems concurrently used by

— CRM

— Billing

— Trouble Tickets

— Product / Service Catalog
— Email

— etc.

Result:

Customer service representative gets lost among multiple screens, user IDs
etc.
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iQ Contact Center Evolution Problems

e Implications for Customer Service

— Increased service time

— Repeated transfer to 2" Line Support and other departments
— Erroneous recommendations

— No tracking of previous interactions with the customer

Result:
Dissatisfied customers
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. Ombrello — Unified Workplace
| Q of Contact Center Agent

e Ombrello — enables integration of diverse information
systems with various APIs into a unified workplace of a
customer service representative providing single access
point to all required data and functions

Benefits:

Reducing time needed to process customer requests
— Avoiding incorrect replies
— Decreasing escalation rates to the second- and third-line support levels
— Supporting sales, up- and cross-sales

— Providing reports and analytics on the customer requests, agent statistics
etc.

— Managing customer tariffs and services
— Supporting customer interaction and communications
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iQ Ombrello: Main Functions (1)

e Acquisition of required customer data when taking the call
(customer name, balance, address, tariff, services and other
parameters crucial for high quality customer service)

o Integration with Call Center systems, IVR, Billing, Product
Catalog and other technical systems

e Registering customer requests and viewing customer interaction
history

e Customer communications via SMS including customer
communications history

e Up-sales proposition based on customer parameters and
previous customer interactions



OMB

iQ Ombrello: Main Functions (2)

e Registering and processing customer claims including customer
notification on claim resolution

e Creating and tracking technical incidents reported by customers

e Managing tariffs and services (activating, deactivating services,
changing tariffs, modifying service parameters etc.)

e Reports and analytics on customer requests, agent working
statistics etc.

e Ability to work in a multi-language and geographically
distributed environment

e Secure working environment with complex access control and
audit trail
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iQ Ombrello Architecture

Product Managers

!

Customers




OMB

.Q Ombrello: Customer Profile

Mowck  Wcropua  OT4eTsl »  OBpaboTka 3aABok

SMS KM JaMETKH an 3aABKa ABOHEHTHI

u.n Cyxos lNeTp Cepreesuy

Pervon: Mocksa

n/c: 12300001 n

Tun:

aboHenTa:

BeCcKOHTPaKTHBIH

AKTUBEH C:

TN knnerTa: besnumMuT MNnroc

Cx. BoHycoB:

OBpabotka Tex.npobnem

lop. Homep:

Mepexoaw ~  Cnpaska

74952321170
OTKPBITLIN ropof

26/11/2009 00:00

HakonurensHnas 4

ABGoHeHT

OcHoBHoe

MapamMeTpb! wabnoxa
MSISDN:

Topoackoi HoMep:
TapudHbiid nnax:
Cratyc aboHeHTa:
Touka npogamm:
Touka odopMnerms:

Ounnep ocopMneHus:

Konosoe cnoso aboxenTa:

NapameTpbl SIM
KomyTaTop:

ICC:

IMSI:

PUK: 43232512
PIN: 8878

79342123278 JU3mMenHTL

74952321170 JU3MenHTL

OTKpPbLITLIN ropog JN3MennTL
AKTHBEH JH3MeHHUTb
0bbekT 452, yn. HaxumoBsa o5

0O6bekT 452, yn. Haxumosa o5

3A0 "bectTenexkom"

BigBang JH3MEHUTL

MNpeobpameHckui 23221

11149923274929104422 JN3mMeHuTE

ABTOpH3aLMA

Het

OCHOBHOIA:

BOHYCHBIIA:
NeroTHeI:
Cymma:

*105:

36823287

6454

Ha

1,234.00 py6.
5,678.00 pyb.
9,870.00 pyb.
16,782.00 pyb.

100.00 pyb6. »

Bacvnuii ManeirmH  Buiitmi

3aKpbITh KAPTOUKY

AKTHBEH

L 79342123278 (1 mu3 2)

MPHUMHA CMEHBI CTATYCA
KC

abonenTa:
JorymenT:

PUK: 43232512

BigBang >
Twn onnarsl: MpepBaputencHan

1GB

Macnopt P® 4433 111111 swigat

Tpaduk:
email: eremenko@nefeletro.com
11149923274929104422

SMS npu
Hyne:

SIM:

Peknamuas

SMs: He

Her >

CoXpaHuTh
AKTHBHOCTb aboHeHTa
Nata
pervcTpaL|M:

[lata nepsoro
3BOHKa:

SMS o nyne:
Cxema BoHycos:

5 [aTa asTHBaLMM:

25/11/2009 23:43 26/11/2009 00:00

27/11/2009 04:03 3 ﬂOKE”Eﬂ“”ﬁ BXOAB | 28/11/2009 08:06

'Het
Hakonurenohan 4

ObveM Tpaduika: 1GB

KaTeropua HagemHoCT: BbicoKan HaQemHoCTL

CKNOHHOCTL K OTTOKY: ManoseposaTHo

MapameTpsi annapata

IMEL: 35-209900-176148-1

Mogens: Samsung Galaxy S3 Mopenk:

Tun: Samsung Galaxy S3

Cornacue Ha npejocTagneHle aocTyna Samsung Ga‘aw 54

ycnyram CBA3W Apyroro onepartopa: Samsung Galaxy Note 3

Peknamtan SMS (Cornacue Ha nonydeHue

o | Het
PEKNEMHOIA MHDOPMELIMM):

O

OTMEHWTE
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Ombrello: Registering Customer

Requests

3aMeTKu

3amMeTkmn

AGoHeHT: 7902403

Permcrpauma 3aMeTok

bUE KOHTPAKTa ¥ ero AaHHbIX
[laTa aKkTreaumm
BpeMa Ha AanHbI MOMEHT

3aperncTpmpoBaHHbie 3aMeTKH

Mpiunra Kateropua MSIDN KommenTapmit

BpemMs Ha aaHHb nd.
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» ~ Ombrello: Sending SMS
IQ (Template Based)

SMS

SMS

AGoHeHT: 79024035090

S08 ¥

BbibpaTtb Bpemsa

Mepuoa Monya BPEMA KNUEHT3):

21:00 - 9:00
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" Q Ombrello: Up-Sales

& LLimapyk Ane

Pernos:

Oon npogam

AGoHeHT: 79024035090

Kpacuog
3656829

beckoHTp
Yeprbii

nysaere Ge3s Kbl
preTa Ha 30 axen. Bam
oapobree , ecnm

Oyers yep
Be3ae Hono

3aperncrpuposantbie AN

Mpuumnsa O6pawterns MSISDN




Ombrello: Processing Technical
Incidents

0O6nabaTka Tex.nnobnem

OKOHYEHM
Mo scem non

KomMmMeHTapuu:

Hosbie npobnembi OTxpbiThie npobnemsbi Bce npobnembi
Hazsanue Peruos s Oxoryanue
ApXaHrenscx

Kpacroaap, Kpa

orpanmyeHne sce:
MOoAepHM3aUMA CTAC',)'.'.C:BF.‘
TH, YXyAlWeHne KayecTsa ceasu s r. Cepr
y »i

TEXHUYECKASA NPOBJIEMA 15116 Crartyc: OTkpbiTas

LWabnow:

Hazganne: «USSD» npu Habope koMaHabl *155*0# Ha TN Yepubi 10_2015 u YepHbin Kpatoe ygsp | Mpoune KoMaHAbI
OfNMHCaHHne:

Pernor(br): NpKyTck NEW lFopog(a): Wpkytckaa obn. lpnunHa KoMaugbl camoobcnyrkueal
3aMeTKn:

Bpema 29103/2016 13:16

Craryc:
Mpuuwn

Kateropus:

Oropoanukosa K

Conomaxis AHa

Kareropns teyywueckas npobnema
IIMETKH.

Havano

AN

A

AN

y & %

a8
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iQ Ombrello: What You Get

Advantages of a unified working place for Contact Center
Agents

— Single access point to all data and functions required for customer
service

— Single approach to user interface design — less time to get trained,
intuitive interface

— No more switching between the screens of multiple applications

— Lower requirements to agent workstation (single web application
instead of concurrently running web- and client-based applications)

— Lower efforts on user administration, quick changes implementation

— Extensibility by integrating additional systems



i Q Case Study

Deployment in the contact center of a Russian mobile
operator (38M+ subscribers)

e Results:
— Customer waiting time reduced by 24 % (from 65 to 55 seconds)
— First call resolution rate increased by 20 %
— Customer handling time reduced by 10%
— Up-sales volume has been increased
— Cost per contact has been decreased

— Training time has been reduced along with requirements to operator
qualification

— 40% of calls resolved within 30 seconds
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iQ Additional Products & Services

- 1Q Knowledge Management System (iQ KM)
* Providing information support to Customer Service Agents
« Ensuring correct and up-to-date knowledge
« Decreasing requirements to CSR skill level

e IQ Learning Management System (iQ LMS)
« Radically reducing training duration
 Initial & supporting training
« Regular CSR evaluation & attestation

e Contact Center Audit & Optimization Services
« Customer Service processed audit
« Customer retention management
« Contact Center Optimization
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iQ Customer Service & Retention

Based on the best industry practices, MASS Group
provides:

e In-depth analysis of current customer relation management
processes

e Strategies for customer relation management impovement

e Information and consulting services for both prospect and
existing customers

e Cross-sale and up-sale management support

e Customer retention management, including
- Passive customer retention on-line & off-line
- Pro-active customer management
- Customer satisfaction management
- Customer win-back management
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iQ Contact Center Optimization

MASS Group has accumulated extensive telco industry
experience in creating, upgrading and optimizing
Contact Centers, including:

e Contact Center functions

e Contact center business processes
e Communication channels used

e Key performance indicators

e Call routing

e Software systems

o Etc.
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. MASS
I Q About MASS Group GROUP

« Independent, privately owned company with 10+ years of
industry experience.

« Headquarters in Moscow (Russia), offices in Italy and Bulgaria

« Over 30+ projects successfully completed in several countries
across the CIS, Western Europe and Middle East.

« Over 30+ qualified software engineers with extensive industry
background.

« Key expertise areas:

*  Full-cycle development of J2EE and PHP/Drupal-based customer-
specific web-enabled solutions for telco businesses

«  Full-cycle implementation of own and third-party BSS and OSS for
telco businesses

« Comprehensive 24/7 technical support of own and third-party
solutions

« BSS / OSS consulting projects for telco businesses
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Tel. +7 495 225 8687
Fax +7 495 225 8500

General Director Product Manager
Igor Garanin Maxim Lapshinov
Mob.: +7 909 900 7789 Mob.: +7 905 784 0285

Skype: igaranin Skype: max.lapshinov
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