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Presentation Content '

C Gartner Research

C Outsource VS Build

C Who is the King?

C Deploying a Contact Centre

C In-House Contact Centre

C Outsourcing Your Contact Centre

C ConSol Service and Technology Overview
¢ Thank You
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Guaranteed Customer Satisfaction

NI mpl ement a
contact centre will
Improve customer

satisfaction by over
49% within the first 6
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- Gartner Research

ACHIEVE HIGH™
CUSTOMER"«-"

SATISFACTION

ConSol Has The Expertise To Deploy In-House and Outsource Contact Centre




Outsource VS Build cakel

Company Goals |

;-o..’ - ~ iy
‘.3.’_{, e ] . .‘
SNSRI L -

: ‘7}‘ N ;

TR,
=Ty ")y"‘/ B
(i, 8
A7 i

o~

VPowerﬁ,ﬁ |
P - - ( /

IN-House | Outsource

| s t he Cust ome




Congﬁ.
Who iIs the King?

Power ? - Uninterrupted Power Supply
Telco Connectivity ? - Full Access with Voice clarity
Facilities ? - Fully up & running

Software and Data Applications ? Seamless Integration

Technology ? - Full Redundancy & Economy
People ? - Efficient Service

OR
THE CUSTOMER ? - Service delivery for Loyalty
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In-house Contact Centre




Contact Centre deployment requirements

Technology
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Contact Centre Technical Integration Architecture
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Contact Centre Build Cost Estimate

Initial Investments required to build a 40-Seater Contact
Centre could run up to NGN 300 million (excluding Land
and Building costs).

A The Contact Centre Cost Outlay will include:-
{ Costs of Managing Personnel & Payroll.
{ Costs of Managing Facilities & Utilities.
{ Costs of Office Rent & Office Running.

A The Greatest investment here is TIME.




In-House Contact Centre Cost Outlay Corol)

A Typical Cost structures for deploying Contact Centres vary amongst companies:

I Small companies require:
V 2 to 3 months consulting with resource bills of about $2,500 per day
V deployment of an integrated IP PBX solution for calls management

I Medium sized companies require:

V about 3 to 6 months consulting with resource bills of about $6,000 per
day

V deployment of integrated IP PBX calls management solution and
scalable CRM application

I Big companies require:
V a year or more of consulting and large installations of CRM such as
Siebel at a typical costs of about $4-6Million

V a multi-site integrated IP PBX calls management solution
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Outsourcing your Contact Centre
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Reasons to Outsource

VImprove, or focus on core competencies

VGai n access to nexpert
VV Reduce and control costs

\/ Galin access to resources not available internally
V Need to implement change

VV Regain control of difficult functions

V' Need to reduce risks




: : Con@
Some Key Benefits of Outsourcing

Cost reduction
I Experience between 10-30% savings over do-it-yourself

Potential quality improvements
I By your own metrics, between 10-30%

Competitive Advantages
I Time to market, flexibility, out of hours coverage

Access to Expertise

I Technology, tools, structured methodologies,
procedures, experiencee.
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concerns

Anticipated supervisory problems ?

A

Power- Diesel Consumption Monthly

Month

July/August

Outsourcing company does nothing
but focus on contact centre
management, can provide you with
better control, more analysis and
reporting and better service

Qty Consumed(Ltrs) July/August

B September

11000 October

September

9000 ® November

October

6000

November

3004
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concerns

EXxisting operation in place ?
A Existing call centre does not mean that
requirements are / can be fully met
A Financially difficult for internal call
centre to run short term / ad hoc

programmes

A Call Centre requires more than PBX




concerns

Confidentiality ?

A Depends largely on applications

A Good use of technology will ensure
data security

A Careful selection of staff and use of
confidentiality agreements can also
overcome most of the concern
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