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Contact Center Services

BENEFITS

Lower support costs

« A-Z Customer Service

+ Inbound Customer Support

Improved service levels « Outbound Customer Contact

« Telephone and Email Survey Campaigns

Reduced staffing issues

« Extensive Application Infrastructure, including
Greater information KnowPlex® CRM/Knowledgebase Management
management EmPlex® Employee and Workforce Management
FS-Virtual Agent™ Self-Service Customer Care

CosmocCall Universe® IP-Based ACD/IVR

Operational flexibility

COPYRIGHT 2005 FUSED SOLUTIONS, INC.



Inbound -+ outbound --- technical support --- customer service --- order placement --- sign-ups and
terminations --- customer surveys --- billing and payment processing - credit and collections --- data
gathering --- response and escalation --- these are examples of outsource services we provide through
our state-of-the-art contact center. To simplify our offerings, we group these services into the following
contact center service packages.

A-Z Customer Service

This highly customizable service can involve all aspects of provisioning your customer service function,
such as order placement, service sign-ups and terminations, billing and payment processing, and
credit and collections management. These services are priced on a ‘per account’ basis.

Inbound Customer Support

Our inbound customer care is available on a multi-tiered agent, 24/7 basis, and can address technical
support, customer service, and e-commerce support activity. Fully branded greeting/IVR scripts, along
with custom-tailored knowledgebase content, insures efficient and effective handling of customer
care issues. Fee structures for these services can be on a metered or fixed rate basis.

Outbound Customer Contact

Fused Solutions’ out-bound contact services can provide you with a cost-effective and flexible means
for capturing targeted and specific information from your existing or prospective customers. These
services can be purchased on an hourly basis.

Telephone and Email Survey Campaigns

Understanding how your customers truly feel about your customer care services can provide you with
informationtofavorably differentiate yourorganizationfromthe competition.Our customer perception
survey campaigns are custom-tailored to capture, analyze, and present the exact information you
require. Pricing for survey campaigns can be on a metered or fixed fee basis.

Customer Care Software Applications

Toinsure a high level of effectiveness within our own contact center, we have developed a proprietary
suite of applications to automate and enhance the functions of CRM, knowledgebase management,
agent scheduling, and self-service customer care.

CRM/Knowledgebase Management — KnowPlex®
Self-Service Customer Care - FS Virtual Agent®
Contact Center Scheduling/WFM/HRM — EmPlex®

IP-based ACD/IVR Telephony Platform — CosmoCall Universe®
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