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CCAM Newsletter

Dear Members and Friends,

It is with great pleasure that the Executive Committee of
the CRM and Call Centre Association of Malaysia brings
you our second newsletter. It has been an interesting
couple of months, with progress made in every area of our
exciting industry. New companies have been setup, some
companies have consolidated, our supporting technology
companies have made new releases of software and
hardware capable of doing new and exciting things. |
would like to thank the Committee for their unflinching
support and in particular, Ernie Chen, VP and Michelle Fok
for bringing us this newsletter. Enjoy the read!

Byron J. Fernandez,
President,

CRM and Contact

Centre Association of Malaysia
13 April 2006

CCAM Mission

To develop awareness and professionalism in the contact
centre industry in Malaysia through Networking, Educa-
tion and Research. CCAM is an educational platform, a
think tank and a progressive establishment, which aims to
constantly improve the contact centre customer-centered
industry to international standards of quality and excel-
lence.

“CCAM MOVING FORWARD”

You may be aware that the CCAM is the only non-profit
association dedicated to advancing the contact centre
industry in Malaysia. For more information on the associa-
tion and our activities, please visit our website:
www.ccam.com.my.

2006 marks a new era in CCAM with our new leadership,
championed by Mr Byron Fernandez. The fresh new
synergy of our new Executive Committee, CCAM is now
poised to take on an active role in advancing the interests
of our industry. We now have much value to bring to our
members and sponsors alike. Please find below an
outline of the various categories of sponsorship packages
available, together with the associated costs and
benefits.
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Team Work, the Winning Formula
by Azmi Jafar, Head of AmBank Contact Center

| was asked to share my experience as one of the recipi-
ents of CCAM National Call
Centre Award. Firstly, | must say |
owe it to my team. This achieve-
ment has been made possible
because of the great teamwork,
not individuals’ effort. Throughout
the 4 months competition period,
working to improve every aspect
of the operations was indeed a
priceless learning for all of us. We
know that even if we do not win
any award, the entire process itself will enable us to
improve our standards and performance.

Our vision is to make AmBank Contact Center a world-
class contact center, by running it with high standard of
professionalism, employing best-in-class practices and
continuously benchmarking ourselves against the best in
the industry. Being among the first bank to set-up a call
centre in 1998, we have constantly upgraded our technol-
ogy and services to match our customer’s expectation in
service delivery. This includes substantial investment in
training and certification courses over the past years, as
we believe people are our most valuable assets, a key
driver in our vision to become a truly customer-centric
organization. By participating in the CCAM National
Award, we get to find out where we are in the Malaysia
Contact Center industry.

Personally, partaking in the CCAM National Award was a
good exposure for me. We had full support not only from
the Head of eChannel Department but direct support from
both our MD and ED. Their continuous encouragement
propels the Contact Centre team right to the night when
the results were announced. We were overjoyed when our
Agent — Hafidzah, won the First Runner-up for Best
Contact Centre Professional Award, and when we were
announced as the Bronze winner for Best In-house
Contact Centre (above 50 seats) category, we were
ecstatic. Itis our proudest moment to have won this Award
for AmBank, being the first bank in Malaysia to win this
most coveted category.

| would like to take this opportunity to thank CCAM for the
recognition. To my team in AmBank, you guys are simply
the best! WE ARE ONE WINNING TEAM!

About CCAM

The Customer Relationship Management and Contact Centre Association of Malaysia (CCAM) was inaugurated
in September 1999 and since then it has been at the forefront of professional services and support to the industry.

CCAM'’s mission is to improve and develop the awareness and professionalism of the customer relationship manage-
ment (CRM) and contact centre industry in Malaysia through networking, education and research. It is a strategic
think-tank, an educational platform, and a progressive establishment geared towards constantly improving the caliber
of the local CRM and contact centre industry.

Dedicated to best practices, it is organized by key CRM and contact centre professionals and continues to date with
a passion for the development of the industry.

The highlights of 2006 activities would be the 6th Contact Centre Awards given to private and public organizations
during its annual dinner, CIAC Certification training program, National Conference, monthly visitations to different
contact centres, and contribution to government policy.

Watch out for more announcements of 2006 activities at our website, www.ccam.com.my or contact our Secretariat
at 6(03) 7118 2065 for more information.
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Words from our Platinum sponsor: Nortel
The changing role of contact centre

In the twenty-first century, profitable innovation occurs when your business brings together a breakthrough customer expe-
rience and a dynamic collaborative work environment to transform essential business communication. This isn’t really
about technology - it's about people who need to be more interconnected than ever before in an increasingly mobile and
co-creative world.

No longer is the contact center just a call center where phone orders are taken or technical support given. It is a complex
entity that serves many purposes: from integrated sales across entire product portfolio, to customer service across all
stages of a customer's lifecycle.

The importance of your contact center 100%

>92 percent of consumers form an opinion ~ 90%
about a company’s image through their 80%—— 92%
interaction with the contact center 700

60%
50%=

>62 percent would stop using a company’s
goods or services if they had a bad

experience 40%-—
3096

>77 percent of companies believe theis 209
contact center is “very critical” to the 10%e

overall success of their business

0%,

(Benchmark Research)

Multimedia

Evolving technology and customer demands mean that today’s contact center is the business’ key differentiator - it's the
‘front door’ - and must offer responsive, personalized service on the customer’s terms. How many of your customers use
email, web chat, have mobile video phones or computers with video calling capability? What could you do to help them?
Add a service your customers will appreciate. Route your customers by spend to give VIPs better service, or route by
technology to take advantage of 3G and other possibilities for enhanced service. Improve accessibility for incoming
customer contacts, regardless of the method they choose: voice, email, text-chat, etc. Blend and merge phone calls with
emails and text chats to increase service levels and differentiate to improve retention. Generate additional revenue oppor-
tunities and reduce errors in transactions with assisted browsing on the web.

This could be a substantial untapped market for your company and the number of users continues to grow rapidly. Contact
centres that have adopted integrated multimedia approach have been complimented by its customers on its convenience
and accessibility. Session Initiation Protocol (SIP) is one of the latest technologies that will deliver an open platform to
broaden the possibilities for end customer interaction, with ‘presence’ and new communication types.

Speech Recognition and Self Service

Voice recognition technology has matured over the years. Sophisticated, natural-language voice recognition makes it easy
for callers unfamiliar with technology to benefit from IVR. Advanced agent preparation interface means callers referred
from IVR do not have to explain the purpose of their call again, saving time and frustration. Automating standard calls
through self service reduces costs, cuts call lengths and enables skilled agents to concentrate on higher-value calls. Self-
service can also enhance revenue by enabling 24/7 transactions without incurring expensive out-of-hours overtime rates.

A major airline used Nortel to implement self-service and IVR. The results were staggering. Of the 2 million calls per month
received by the contact center, 85 percent of calls were converted to self-service enquiries - up from 15 percent before
speech recognition was introduced. This, in turn, represents a 567 percent increase in the use of self service, which has
had a dramatic impact on agent productivity and operating costs. Previously, the expansion of self service was hindered
by an error rate of nearly 30 percent as callers keyed in information improperly on their telephone touch pads. Speech
recognition has reduced the error rate to 5 percent.

Virtual Call Centres

As the contact centre takes on a more central role in the business, the volume of interactions it handles grows, the contact
methods used by customers are greatly diversified, and the number of agents and sites expands to match. To the
customer, the agents’ locations are transparent. It is the speed to resolution of the customer requests that is important. That
is, having the calls dealt with to conclusion by the person who answers the call, thus reducing referral.

As the volume of calls increase, the ability to manage fluctuating call volumes across a distributed network becomes vital.
Dynamic control of call routing strategies to respond to changing circumstances is essential. Intelligent routing to the most
appropriate staff, wherever they are, cuts transaction times and enhances productivity. Greater flexibility and control of
agent resources means better use of agent skills. The ability to offer flexible working means the business has improved its
staff retention levels, which further improves customer service levels and reduces staff acquisition costs.

By leveraging the contact center to achieve a unique business differential, enterprises build stronger bonds with custom-
ers, enhancing loyalty and reducing churn. Contact centers today can offer a richer customer experience by integrating
voice, e-mail and web as well as the latest technologies such as Session Initiation Protocol (SIP) which delivers an open

platform environment.
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Focusing on First-Call Resolution

Note: The following article was originally recently published by ICMI in Call Center Management Review. © 2006 ICMI, a division of CMP Media LLC.
Reprinted with permission.





