Remote Service Manager,
THE teleworking solution
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Demands for effective teleworking systems grow by the day, but until recently technology has
been unable to provide a workable solution. If your business could benefit from teleworking,
Remote Service Manager (RSM) is the breakthrough you've been waiting for. Using dial-up
connections to your agents' phones, RSM delivers a virtual call centre, which your customers
perceive as one highly professional operation - whether your agents are working at home, on
mobiles, or in a number of distributed offices. In short, RSM is a highly sophisticated ACD system,
designed from the ground up for teleworkers.

If you have a temporary need for more staff, RSM can work in parallel with your existing call centre
to direct your customers to temporary sales staff or teleworkers.

Leading-edge technology means that the agent's location is invisible to your customers, who just
appreciate the swift response and efficient customer service you provide.

A breakthrough in productivity, efficiency and customer service
The cost advantages of a teleworking operation are clear. RSM means you can
cut your costs and sharpen your competitive edge - without compromising
customer service:

= Your agents appear to be answering calls at your office headquarters

« High speed resource scanning means that calls are answered instantly

« Dial up connections save the costs of leased lines
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« Advanced ACD features ensure that calls are distributed correctly

« Easy to use management facilities help you maximise efficiency

A powerful aid to sales success

RSM has many advanced features to ensure that all phone calls are successful both for your
customer and your company. Calls can be routed to your very best sales people first. And calls can
be distributed to each customer's own regional area, to provide the benefit of familiar accents and
local knowledge.

With easy-to-use graphical screens, you can set up individual call plans for each agent, specifying
which times of day they are available to take calls and when they are not.

Cost-effective and scaleable

The RSM system connects to your agents' normal telephones or mobiles, using dial-up
connections rather than leased lines. So there are no fixed costs and your remote services can be
up and running in no time.

One RSM supports up to 2048 home workers. More RSMs can easily be linked together to
accommodate more agents as your business grows.

Remote access facilities for diagnostics and configuration further minimise the costs of your
company's geographical distribution.




Advanced call centre management

RSM's management information screens are very easy to use, to help you ensure that
your agents are answering calls as they should and that your company's resources are
operating at maximum efficiency. Live call statistics are available for both incoming
and outgoing calls and call statistics can be viewed as easy-to-read graphics or
analysed on a spreadsheet.

Different sales areas or cost centres can be serviced by different call-in numbers and
information to assist your agents such as Service or Campaign, number dialled and CLI
is passed to the agents’ equipment.

Remote diagnostic facilities allow you to manage the RSM from any where in the world.

For companies of all sizes

You can benefit from the cost advantages of RSM whatever the size of your company.
Large companies appreciate RSM's ability to match a complex mixture of resources
and needs. Smaller companies benefit from the cost-efficiencies of a teleworking
operation and RSM's use of dial-up connections.

Stay one step ahead

RSM is the breakthrough that makes the virtual call centre a practical reality. Take
advantage now, and stay one step ahead of the competition.

Technical Features
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Business Benefits

¢ System management using Microsoft's Windows

« High-capacity processing power with Pentium-class CPU, co-processors and mirrored
40Gb hard disks

« Upto 2048 agents supported per unit

* Scaleable: upto 255 units can be linked with consolidated management and reporting

« Between 5 and 2048 simultaneous calls per unit

« Very high-speed resource scanning. Up to 250,000 database look-ups per second

* Live call statistics

« Remote access and diagnostics via ISDN Il or V34bis internal modems

« Ethernet with Windows supported network protocols

¢ CTlLinksand call-logging using TCP/IP or RS232

« Wide telecom network compatibility - G703 (balanced/unbalanced) protocol support for over
135 Countries world-wide

Get RSM working for you now!

The cost advantages of a virtual call centre are clear. With RSM you can cut your costs
and improve your competitiveness, while further improving the service you give to your
customers. RSM is the breakthrough you've been waiting for. Find out more today!

RSM delivers the competitive advantages of a highly
professional call centre with the cost advantages of a
teleworking operation:

Cost-effective:  All the cost benefits of a teleworking operation

Professional: Calls are answered instantly and efficiently
atall times
Economical: Uses dial-up connections rather than leased

lines to cut fixed costs

Flexible: Unified handling of voice, data, fax, video and
ISDN calls
Easy to use: Graphical management screens and call

analysis statistics help you run your virtual

call centre at maximum efficiency

Scaleable and
future-proof: Grows with your business

Successful: RSM's advanced call centre features ensure
that all phone calls are successful for you
and your customers
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