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STRATEGIC CONTACT

Optimizing contact center value with every project

Strategic Contact helps companies strategically align contact center operations and technology

“Strategic Contact consultants have with global business objectives. We're an independent consulting firm that's completely
considerable experience and are very customer-focused. We deliver highly effective and action-oriented contact center projects on-
familiar and current with all of the time and on-budget, every time.
technologies and best practices in this
space. An added dimension is that they are Today's contact centers face more challenges and opportunities than ever before. With constant
equally familiar with business needs. They change in business, operations, and technology, and the need to manage scarce time, resources,
brought instant credibility to our project. and budget dollars wisely, it's critical to take a strategic, objective approach.

Strategic Contact helped us document and
articulate a three-year technology roadmap The Solution: Strategic Contact delivers consulting services that companies need to achieve
for our contact centers. The advantage of the highest levels of contact center performance. We create, develop, and align vision, strategy,
working with consultants that specialize in architecture, and applications with business objectives to ensure maximum value.
contact centers - and are not trying to sell
technology - is that senior managers are Our consultants are leading experts in meeting the people, process, and technology challenges
willing to listen and not assume there is a of contact centers large and small - with innovative, effective approaches that deliver
hidden agenda. | would absolutely measurable results. And our own people, process, and technology expertise are key
recommend Strategic Contact and we will differentiators that ensure your project is a success.
continue to use them for our contact center
consulting needs.”” OUR PEOPLE
" Vice President, Contact Center Strategic Contact professionals, led by industry visionary Lori Bocklund, '%)

Technology, Fortune 500 company average nearly 20 years experience in customer contact. We offer ('
unparalleled knowledge, independent thought leadership, and depth of

experience. And we deliver a total approach to maximize contact center

¢ We've chosen Strategic Contact for a value — from effective planning through flawless execution.
number of engagements based on their
track record of delivery, which inspires trust OUR PROCESSES
and confidence. They are demonstrated Effective processes are critical - whether assessing existing operations |:|
experts in contact centers from a people, and technology, building a strategy, defining requirements and evaluating
process, and technology perspective and solutions and vendors, or building a new center. We leverage proven |i_|
they have a proven approach to driving frameworks for every project, while customizing our services to your Iil
actionable outcomes. They provide solid, unique requirements. The result is highly effective, actionable, results- Iil
understandable frameworks for oriented outcomes.
brainstorming, requirements setting,
implementation management, and follow OUR TECHNOLOGY EXPERTISE
up. Strategic Contact has assisted us over It's a constant challenge for most contact center leaders to navigate available technology tools
the years on various initiatives to solidify - from established to bleeding-edge, and 'in place' to 'wished for'. Strategic Contact
our contact center vision, develop clear consultants bring extensive and practical knowledge of technology trends, challenges, keys to
and specific roadmaps for implementing success, and a variety of solutions in the market. Our vendor independence ensures you get
new technology, and repositioning expert advice with no hidden agendas on a wide range of contact center technologies. Whether
ourselves in the marketplace. Put simply, » you need to assess, define, evaluate, or implement, we can help.

Strategic Contact delivers on its promises.

— Vice President,
global insurance company

Let us help you achieve your business goals.

Visit our web site at www.strategiccontact.com or call us at 866-791-8560.




STRATEGY DEFINED. STRATEGY EXECUTED.

Strategic Contact works closely with clients to reap maximum value from contact centers by
defining and executing strategy that makes sense for your business. We can help optimize your

center in many ways:

Contact Center Strategy - for

existing center changes, new centers,

consolidation or other changes
Technology Strategy and Planning
Assessments and roadmaps

Multisite Strategy

Call Center Startup design and
execution

Requirements and Vendor &
Technology Evaluation

Contact Center Improvement
Planning

Technology Implementation

Technology Assessment & Roadmap

Disaster Recovery/Business
Continuity Plans

OA&M Plans
Testing
Project Management

Sourcing Strategy

WE'VE GOT YOU COVERED

Technology Design
Organizational Design
Support Models

Business Cases/ROI Analysis
Process Design

Change Management

Strategic Contact consultants have experience with contact centers in a wide range of

industries, including:

Financial services
Utilities

Consumer Technology
Telecommunications
Healthcare
Manufacturing
Retail/Distribution
Transportation
Hospitality/Entertainment
Education

Associations and nonprofits

Government

Strategic Contact has expertise in a wide
range of technologies, including:

¢ ACDs and PBXs, including VoIP/IPT

e Multimedia and Multisite Routing

e Reporting and Analytics

e CTI

e CRM

* IVR

e Speech

¢ Logging/Call Recording

e Quality Monitoring

¢ Workforce Management

Vendors
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We selected Strategic Contact to help us
determine whether to in-source or
outsource our call center and to help us
improve the routing of customer calls
between our sales and service contact
center groups. While we selected Strategic
Contact because of their expertise in call
centers and call center technologies, they
were ultimately re-engaged for a second
project because of their people.
Knowledge is only one of their strengths.
Their real strength is in their ability to
partner and work with differing teams and
priorities to recommend a winning outcome
that allows for greater efficiencies. Our
successes are partially a result of
partnering with Strategic Contact. Strategic
Contact brings out the best in existing call
center staff. They help teams move into
more empowered and creative problem-
solving actions. And they help
organizations see internal roadblocks or
risk factors from a non-judgmental third

party perspective:

— Senior Manager, Service Contact
Center, consumer technology
company

“We were looking at the best way to apply
current technologies to our call center. We
did a consultant search and Strategic
Contact provided the most organized, well
thought out approach to what we were
looking for. Strategic Contact spent the
time to understand the nature of our call
center and the challenges we face. They
made recommendations on technologies
that would provide good value for our

organization.

— Senior Business Analyst, leading
irrigation equipment vendor

Let us help you achieve your business goals.

Visit our web site at www.strategiccontact.com or call us at 866-791-8560.




