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Make Your(Contact €enternmorefEffective

What your Customernwant

| want them to/know.who:am d-and/what ¢ need
without saying

CallCenter Agent-persuade differentitems ¢ime
after time whenever | called

| want to receive:a good-service frabmmpany
as llccontribute

Yesterday I consulted with the:staff at:Service
LeStyr S IN3Dy | caldziical|Ge2iR héy ddo't O f f
seemitoknow.well aboutyesterday, 1 had:to-talk
samething for.several/times
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Make Your(Contact €enternmorefEffective

What Do youwant

@ e
¢

L FontR2Y Qi is by 2t8med KibaclierisAc Awni K S
A &e (0K SemFaAdbdh S cuAoth S Yudthobty R
&SN KAY FrecF2 NIJarYih Vo@e catONB S Y

information

| know that customerrelationship.managementis so
AYokd2NZu ) yoi't kiw ©-dzid whkt | R 20y Q it ]
| tell them

@S Vi kA T oivk QRietf oAptoSuct h2rmA@A DS
frequently, it takes-a-ot of time-tonmake materialand
send

| want to doithe propermarketing-activity forVIP
Qidzanir 2 V1S NEre ids litlle KAV d if iGiKISINE A
know how todo.
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Make Your(Contact €enternmorefEffective

Customer information

Individua customer

Mame Lee, young so0 Custorner id 360429 100 === Self grade  gold star Highest grade gold star
Exclusive banch Kimpo branch Bulusive ermplovee sh lee Date of bith  |1936-04-29 | & Date of wedding 1962-08-10 | &&=
Home tel no, (02-1221-B678 Office tel no, | 02-3443-1221/ 8 | Cel phone no, (010-122-2121 8 g~ rrail ysl@hanil corm | &
Wermoinfo  [this is the customer who has been complaining.,..., SMS Reception | Y thin use branch kimpo
Credit card Y Check card M | Internet banking. % | Phone banking M | Mobile banking | % | Bectonic banking . Y
Home address | seoul songpa-gu, jamsil-dong, hyonda apt, 104-2012 D office autormaticaltrander 12
Office address  Seoul ¥oungpo-gu., youido-dong, 258-1 Company  hanil company CIF change |2005-03-10
I Account number info, | Total | Credit card | Uit @ 4 (Won)
* Receiving credit : & /W 28,544,000 - Creditloan : &5 /W 51,037,000 - the sum of credit card use (latest six months) @ W 9,979,000
; account e balance of account opening ending last manag erment
section number possesion items account lirnit account | account contact branch
.| 459683 -0400++++ regular saMngs d eposits 10,240,000 0| 2003-10-20 | 0000-00-00 | 2005-10-29 | Mam dagmoan
FeCevINg | 021411 -2209+++= | ragular savings deposits B 128,231 0 1934-5-15 | 1111-11-11 2005-10-17 Kimpo
BEE044 -2338++++ reqular depo st 12,175,769 0 2002-12-10| 2003-10-09 | 2005-10-25 | Kimpo
the total balance of receiing credi 28,544, 000
dit 225d-3302-0++++ the money of purchasing house dd, 000, 000 0| 2004-10-09 | 2005-10-10  2005-10-25 | Kimpo
(o’ 222883-1192+=++ em ployee househald budget 3,500,000 10,000,000 1999-04-19 2006-04-20 2006-01-02 Nam daemoon
339-32-3393++++ tem parily refundrm ent an 3,537,000 0} 2001-02-04 | 2002-02-20 | 2005-02-19 | Kimpa
the fotal balance of credit loan 51,037,000

LOCUS



Make YourcContact CentermoreEfiective

c CustomercCharacterrand Needs
v Gec

Customer ID

100001 searchl

Customer Segmentation

- middle class
« high rovalty
« internet banking

Customer Chanicteristic | Growth

« high average bank balance
« unpossesion credit card

With analysis information , we able
to show Customer Characteristic

Recommeded kems

« regular savings
= share ingtallment
* super-regular savings

Possesion kems 6/12

Recommend Product and Promotion

zavings deposit | reserve

deferment share to Customer
investn ent tru=t

insurance credit card

general loan housing loan

exchange ; i

rorm itance electric banking
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Make YourcContact CentermornefEffective

Customer(Contact histary

managernent history £ activity
cortact [ managemert activity / campaign infn]
Registration Contact date of ||:|:|nta|:1 contact : . | consulting - | management / [accomplished cuatnmer| : |

contact | channel | section consulting seript employes period campaign channel | reaction secilen

Consultant Contact 2 I 2005-04-29 call cente charcteri| share consulting ok lee 2005, 12,01~12,08 financial analy.,.|branch ac,,,

Public Relation Cortact & | 2005-04-29 | call certe consultin | investrnent consulting sh kim

— d 2005-04-29 | Kimpo briconsultin| insurance consuiting sh kim
Merno Contact ¥ |
Customer Contact history in every Channel Marketing history Activity
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Make YourcContact Center,morefEffective

UnderstantdBusinessand WUnderstandsystemffunetion <

o I\
Eonking
4 |
L | a2 %

—

b | g

L )
Solution /System

Business Needs Base on ABusiness Function
Industry AOpen Architecture /
integration
ASystem Reliability

i

v

Mapping youBusiness Requestwith System Function

4
Copyright© 2011 Locus Telecommunication Inc. All rights reserved Locus



Make Your(Contact €entermorefEffective

. . < o)
UnderstandBusinessand WUnderstandsystemifunction <
J - il t‘\J
Customersservices - IVR Menu should not more than 3
- Customer Information and Contact Level
History in every channel - VIPCustomer Call directly to Live
- Offer the right Services / Product Agent
- SLA, Services Status and Owner - Total Recording for financial Service
and Random Recording for QA
Live Agent Tele-Marketing - Automatic Dialing for Save time on
- Customer information and product  dialing, busy and incorrect number
offering - Total Recording or Record on Demand
- Sale Script
‘ — - Ordering Process
[ansasanas |
veseweeY
[l — Information Genter - IVR for automatic Information
) - Detail Product information - FAX on Demand
T — - Integration Channel for receive and
Self¢Service send Service/product information

(Email, Web, FAX, SMS)
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How to Design the Mission Critical Operation with Flexible &
Comprehensive Features

Designrkactor

Services

A Operation Service Time : 24x7 , 5x8

A Type of Services : Live agent , Automatic
A Priority of Services

Costing
N A Own Operation
¥ X A Hosted Model
' N A Outsourcing

4
Copyright© 2011 Locus Telecommunication Inc. All rights reserved Locus



