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Agenda 2 ADVANTEL

°* Advantel Company Overview
* Advantel Contact Center Overview

°* Why we chose to deploy
a multimedia contact center

°* The solution we deployed
°* Lessons Learned

* Best Practices In our contact center
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Advantel Company Overview = ADVANIEL

» AdvanTel specializes in the integration of
telecommunications solutions into corporate environments.
Since the company's creation in 1984, AdvanTel has
performed thousands of installations from simple small

business telephone systems to international VVoice over IP
deployments.
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Our Contact Center Overview il

» Purpose — Customer Service & Technical Support

» Three main sites
— San Jose
— Sacramento
— San Diego
— Vancouver, WA

» Virtualized Agents with capability to work from home
» Centralized Application Infrastructure
» Media channels of Voice, email & Live Web Chat



Why did we deploy MMCC? B AN

» Customer Demand
» Increased Efficiency
» Enhanced Effectiveness

» Eat our own dog food




Advantel Contact Center
Avaya Call Center Elite with SIP Trunks Deployed in 2008 Presented by: Dave Sahim
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Lessons Learned / Best Practices _—; ANTEL

» Educate customers on new capabilities and seek feedback
from customers about how they would like to interact

» Seek input from lines of business and contact center staff
regarding processes and technology



Questions?

Thank you!




