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Since 1959, We’ve Helped Clients Achieve
Competitive Advantage From Every Major Technology Wave

We are a world leader in leveraging IT
to develop business solutions and
services

Market-leading corporations and major
government agencies partner with us
when delivery is critical to their
mission

Our 92,000 professionals serve
clients in more than 90 countries

We support clients in all industry
verticals, with locally representation

Our global delivery network provides
consistent delivery of solutions and
services — common processes and
highly skilled, cost-effective,
multilingual resources Across the globe — when delivery is critical

We are CSC: an NYSE, Fortune 200
and Fortune Company, with a 50-year
track record of client excellence
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We Are Represented in All Client Industry Verticals,
With Expert Resource, Services and Capabilities

Business Process
Consulting SIS IT Outsourcing Products Outsourcing
Integration Gle))

Financial Manufacturing/ Technology/ Health Chemical,
Services Aerospace & Consumer Services Energy &
Defense Natural

Resources

11\
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Our World Sourcing Network Delivers Globally Consistent,
High-Quality, Cost-Effective Solutions

The Nordic Countries
—

e ___ |
| Singapore

South Africa

» Offices in Denmark, Norway and

Australia Sweden, with near-shoring out of
Lithuania.
* CSC Nordic is approximately 3,450
60+ World Class Interconnected employees.
CSC Sourcing Centers « $930 million in Revenue, 2010

» Supported by global CSC delivery

Global Centers network and off-shoring options

®
o Outsourcing Centers
® Dedicated Delivery Centers
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The Essence of CSC Embrace

A centralized tool, which ensures customer service that iIs

independent of time, location and systems.

Product Facts:

* CSC Nordic has since 1993 delivered
Contact Center & consultancy services

* 6 countries (England, Finland, Estonia,
Sweden, Denmark, Norway)

* 100 geographical locations

» 20 million yearly transactions (Voice
and E-mail)

* 4000 active Nordic agents
* A CSC owned and developed solution
* Offered as a:

* CSC Software-as-a-Service, delivered
from the Cloud

* A dedicated setup, at the client’s
premises

» Supports flexible work locations,
including Work-from-home %

e )

Forms & Mail } s#' Y
. Co Browsing

WEB @

Call Back

Direct chat }

SMS/MMS@ ]

« CSC Embrace provides full 360° visibility of all active customer enquiries and allows for optimal utilization of
available resources, independent of organizational size, structures or employees geographical locations

* An advanced add-on solution, easily integrated into clients existing telephony systems and business tools
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The Essence of CSC Embrace

CSC Embrace - When communication and flexibility matter

CSC Embrace is an advanced Contact
Center solution, easily integrated to
clients existing business tools and
telephony systems

It is designed as a independent and
scalable add-on SaaS solution for easy
integration with minimal cost, whilst
ensuring maximal and centralized
control

The system support organizations with
large numbers of customer interactions,
originating from multiple contact points

CSC Embrace provides full visibility of
all active customer enquiries and allows
for optimal utilization of resources,
independent of organizational size,
structures or employees geographical
locations

Embracing multiple in- and outbound
contact points and advanced Web
functions into one centralized tool,
optimizes the overall customer handling,
guality and productivity

Advanced queue features

WEB g

Forms & Mail

5

Co Browsing

WEB @

Call Back

|

Optimal service and employee planning,
via optional Workforce Management module
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CSC Embrace
Key Benefits

Improve
Customer
Service and

Quiality

Ensure easy One combined
dialogue with tool for all
customers channels

Increase

Employee i ' Leverage
Flexibility and Existing Systems

Utilization

\

Strong statistics,
including full
agents and tasks
visibility

Reduce Cost
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A Contact Center With Leading Functionalities
(Selected)

CSC Embrace - Matches the right customer to the right employee

* Realize strategies for improved
customer self-service and time/cost
optimizing services, using Multiple
Contact Points & Advanced WEB functions

* Higher customer service levels & agent
utilization via centralized channel statistics,
combined with advanced routing options

» Optimal routing flexibility, with
centralized handling, using one universal
& virtual queuing for all contact channels

« Strong forecasting using Workforce
Management, combined with back office
activity tracking and global rapports

* Geographical & Organizational
independent with total worldwide visibility
and call control

* Multiple employee/outsourcing
strategies supported, with remote login

« Utilizes existing company telephony
platforms & business systems. Route
calls across regions, via Embrace’s
independent systems/technology
integrations

Multi 3 0 WEB Forms & Mail Direct Chat WEB Call-Back  Clickto Call Co-Browsing Web Surveys
= (=
Contact sse
. o
[is}
Point 5
Handling 3

&

SMS/MMS

CSC Embrace

Universal Queue Manager

\/ﬁ
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E-Mail > 14
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Server Callback L O J

E-Mail N

Phone call

E-Mail
Gateway
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E-Mail
FAX Advanced Routing
> Skill Based

> Rule Based

Chat »>SLA Based
»CRM /VIP Lists

SMS

Call Handling

f

Fixed line Scheduled +| >Time Based

Communication O »Overflow
> Blending

- - i

=
Statistics

Mobile

Telephony IVR

Platf Interactive Vo Client CRM System Embrace Statistics DB Workforce
al o_rm(s) nteractive Voice >Client Lookup >Event Logging Management
Soft Multiple Response & > ;
Phone Technologies Announcements AT 5 Rep'orpng.
7 »Central Case Logging > Optimization
and Locations o —

in

Caller Identification, VIP routing & automatic screen-popup in
corporate business systems
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CSC Embrace

Leading Contact Center Functionalities, running on HP-Non Stop Servers

Increasing the value of your HP Partnership and Technology

« Utilize existing HP-Non Stop capacity, with a locally installed solution, or
« Benefit from a complete CSC provided Software-as-a-Service solution, delivered from the Cloud

4 Corporate Data Center R
Embrace Supervisor  Embrace Realtime Displays Workstation
|| | | Embrace Agent - Options .
NS S FEDYEID 1B - Mail Embrace plugin:
| -SMS/MMS Outlook
[ y = Il Fax Lotus Notes
[ e °°°°° A ke - CRM Integration ~T-{~Sther mail client.
g | S 001825 oy 0 ety st L Chat
- l . - Outbound e —
————
Voite
SIP Trunk (Optional) v- ? 0
Mall Fax
Web Forms
- Advanced Mail/SMS
capture L
- Integration with ERP
=
from CSC Mail/SMS/FAX Statistics Web/Applikation WEM
Archive database server Server
\ /
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CSC Embrace — Product Introduction

Easy Handling and administration

=

Forms & Mail

SMS/MMS @

| = ' lw,.,,%b

Optional:
CSC’s IP Telephony and
Voice recording functionality

(84-1ef CSC Proprietary and Confidential
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C

SC Embrace

The Right Solution For Our Clients

-

~N

Lack measures to execute a
growth strategy

Multiple contact centers in
multiple locations

Low employee utilization &
flexibility

Company departments grown
dramatically.

Wish to improve customer
satisfaction

Business requirements not
supported in current Call
center

Need for visibility and
scalability in workloads
Company wish to focus on
core business

Technical limitations &
stability issues on old/mixed
Telephony infrastructure
Wish to move from
CAPEX to OPEX

Challenges

@ CSC Proprietary and Confidential

* Lost up-/cross-selling
revenue opportunities

* Lost business opportunities

* Reduced margins on call
center ROI

« Cannot forecast and meet
demands in peak loads

» Costly campaigns

* Low employee flexibility

* Not able to attract and retain
the best workers

» High degree of absence
among call center employees

* Efficiency levels are low and
there is no effective analytical
approach to route and handle
calls

« Companies expect faster time
to market

Consequence

4 )

* CSC Embrace — a well proven
solution and operational track
record

* One global contact Center
solution

* Implementation and operation
of a state-of-the art contract
center strategy

» Cost saving contact channels,
which are aligned with
business targets

* Service clients through more
than just Telephony. E.g.
Email, SMS, MMS, Web, chat

* Integration to leading
workforce management
Solution

* Expand with cheaper Voice
over IP telephony (SIP)

dod
1‘1
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Learn More About Us On Our CSC Websites

“WE ARE A GLOBAL LEADER IN PROVIDING TECHNOLOGY
ENABLED BUSINESS SOLUTIONS AND SERVICES”

- About Us m Case Studies Insights Contact Us

CORPORATE GOVERNANCE
INVESTOR RELATIONS
NEWSROOM

T UNLEASH

- YOUR

Search csc.com

CII.OUD CcSsC
F
RIGHT | msres ind us under:

POTENTIAL

o . Need a Modern Solutions
WHATS NEW? <Prevli2:3:4:5 "(J'qwontact Center
' : Solution?
Visit Us at | (ROISTRESI | LET'S GeT STARTED | .

VMworld Our experience across all industries enables us to harness the best ideas, practices and solutions <
~ Aug. 29 - Sept. 1 from both the public and private sectors, for the benefit of every client. TRA ‘\
‘ - = + Chemical, Energy & + Financial Services + Technology & Consumer
FFOR U NE Natural Resources » Main Page » Communications, Media &
RL s MUST + Main Page » Banking Entertainment
+ Chemical » Insurance » Consumer Goods & Services
ADMIRE » Natural Resources » Life, Annuities & Pensions » Fashion & Retail
» Oil & Gas » P&C - General Insurance » Technology
U P § » Utilities » Travel & Transportation
Join Our + Manufacturing * Health Services ¥ Public Sector
CLOUD » Main Page
Conversation » Aerospace & Defense

BUSINESS SOLUTIONS | TECHNOLOGY | OUTSOURCING

Denmark: www.csc.com/dk  Sweden: www.csc.com/se  Norway:www.csc.com/no — Global: www.csc.com

Subscribe to our customer newsletters - INSIGHTS.

MAKE AS A SERVICE
THE NEW REALITY OF IT

VMWORLD 2011
-

MAKE AN IMPACT
WITHOUT LEAVING AN

IMPACT
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