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managed contact centre

a single point of contact for your customers,
suppliers and partners

do more with your contact centre

Your customers are demanding more — exemplary service, anytime
availability, self service, choices. They expect you to understand
their needs and quickly turn their requests into actions. A contact
centre that offers more — and does more — can be a clear
competitive advantage for your business.

Tumn to TELUS. We offer Canada's most comprehensive array of
leading-edge contact centre solutions. Your organization will
improve customer interactions with integrated, readily available
powerful multimedia capabilities like chat and co-browsing. You will
pe able to provide multiple touch points for customers, and deliver
fast and efficient customer service. With TELUS as your partner,
you leverage our consulting team of experts to establish best
practices and benchmarks for your operations.

Our TELUS Contact Centre professionals work in partnership with

you — providing low-cost and scalable hosted and premise-based

infrastructures for multi-channel contact centres. We work with you
to ensure your solution produces the results that deliver customer

success by:

m Exceeding customer expectations by handling interactions of
every media type

= Reducing costs by avoiding the need to maintain and support
complex systems

= Focusing resources on customers, Not on NoN-core processes
» Gaining access to world-class capabilities and resources not

available internally

key business needs TELUS business solutions

exceed customer = TELUS CallCentreAnywhere

expectations m Interactive Voice Response
(IVR) and speech solutions

= Agent performance

optimization
extend your resources = Managed Contact Centre
with a trusted partner infrastructure
transform your contact = Contact Centre consulting

centre into a strategic asset

deliver anytime, anywhere = 311 with TELUS
service to citizens
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exceed customer expectations anytime anywhere

TELUS CallCentreAnywhere is a cost-effective hosted contact
centre solution offering integrated multi-channel services — on-
demand and anywhere. Our services include weighted skills-based
routing across communication channels, speech and self-service,
co-browsing, outbound dialling and agent coaching tools like call
monitoring and recording.

With TELUS CallCentreAnywhere, your organization gains access to
a wide array of contact centre tools generally affordable only by larger
corporations. Industry analysts estimate that CallCentreAnywhere
users can realize across-the-board call centre cost reductions of 55%,
while increasing access to software functionality by 36%. For growth-
oriented companies, this means the ability to provide better service

to twice the customer or prospect base, while holding costs flat.
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exceed customer expectations with self service

Interactive Voice Response (IVR) & speech recognition are tools
that help your business communicate, transact and improve the
productivity of your customers, employees and partners. At the
same time, you will decrease costs, increase satisfaction and
potentially increase revenues.

TELUS' experience in developing and deploying these applications
is superior to any other provider. We have developed more hosted
self-service applications for our business customers across all
industries, and we have deployed solutions for many of Canada’s
largest corporations.

exceed customer expectations with improved
agent performance

Your contact centre agents are your key resources, representing up
to 70% of the cost of contact centre operations. You've made a
significant investment — in time and money — to hire, coach, teach,
manage and retain agents, let alone ensure that they perform to
their maximum potential.

Agent performance optimization will increase your contact
accuracy, contact quality, customer profitability and agent
productivity. You will exceed customer expectations by reducing
your contact centre operating costs and increasing agent
utilizations, all while improving customer service.

extend your resources with a trusted partner

Imagine being able to leverage your contact centre investment

to deliver unprecedented levels of customer service. With our
managed services for your contact centre infrastructure, TELUS
becomes a member of your team — ensuring that your contact
centre and business operations function to achieve corporate goals
and strategic direction. With this option, you own and host the
contact centre on your premises; TELUS supports and maintains
the solution.

You will gain a vital productivity edge by redeploying internal
resources to higher value-added activities, attracting and retaining
highly skilled T professionals, reducing agent turover, and
increasing time to proficiency. By shifting the management of the
network, infrastructure and applications to TELUS, your staff can

be better equipped to look after the core elements of your business.

CONNECT WITH US TODAY FOR BUSINESS SOLUTIONS
Contact your TELUS Account Executive or call 1-866-GO-TELUS
telus.com/mcc
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transform your contact centre into a
strategic asset

Your contact centre is about more than answering the phone —

it can be a strategic asset that creates and manages customer
relationships through multiple channels of communication. TELUS
can help your organization with this transformation — evolving your
service-based call centre into a valuable corporate asset.

As a solutions integrator, our TELUS Contact Centre Consulting
team works with you to build business synergies. We help you
address the complex business challenges facing your contact
centre, and identify a truly unique value that will enable your
organization to stay ahead of its peers. We help you make the
best decisions for your contact centre and your business.

deliver anytime anywhere service to citizens

It's amazing the difference one number can make. With Canadian
cities growing rapidly, municipalities like yours are facing increased
demand for services. A one-stop, non-emergency contact centre
can help your municipality meet these challenges. Although 311

is the number commonly used for this purpose, many numbers —
including 800-ACCESS - can be used. What really counts is what
happens after the citizen has dialled.

The TELUS solution does more than manage the routing of
telephone calls. It improves accessibility and enhances government
accountability in a cost-effective manner. With one easy-to-
remember phone number, Web portal and e-mail address,

311 with TELUS improves municipality availability and citizen
satisfaction. Your municipality will be able to meet the individual
needs and preferences of all your citizens, and manage them

from an organizational perspective.
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