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TELEOPTI Workforce Management?

* WFM is an operating philosophy
and a business culture, not a box
R that sits on your desk
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TELEOPT] Background of WFM in China Market
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TELEOPTI WFM Value, Make Balancein 3 Key Factors

§Customer Satisfaction
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§Agents life style demand, i.e.
preference, occupancy rate, etc
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Teleopti CCC: Forecasts 2006-05-05 - 2006-11-05
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Talk time
E Campaign kalk time % Al 2
B lacw P 10
@ | Campaign ACW % 0% 0% 0%
£ |Total calls 20430l 202300 10380 0,0 0,0
Total talk time 161,0 177,0 174,0 0,0 175,0 [ 0,0 3 1781
Total ACW 1,0 1,0 1,0 0,0 1,0 1,0 1,0 1,0 0,0 0,0 1,0 1,0
Template <NONE|]| <NONE <NONE | <NONE | <NONE <NOMNE | <NONE | <NONE | <NONE | <NONE | <NONE | <NONE | <NONE
Calculated calls 0,0 0,0 0,0 0,0 0, 0,0 0,0 0,0 0,0 0,0 0,0 0,0 0,0
= |Abandoned calls 0,0 0,0 0,0 0,0 0,0 0,0 0,0 0,0 0,0 0,0 0,0 0,0
Z |Answered calls 0,0 0,0 0,0 0,0 - 0,0 0,0 0,0 0,0 0,0 0,0 0,0 0,0i%
' Schedule imization :
ule Optimizati
skill Day w. 20 2006-05-15 E—{%ﬁt/ﬁh w. 22 2006-05-29 -
16 17 18 19 2 30 31 1 2 3 4 5
T |Total talk time [ 151.0] 77,0 174,0 0,0 160,0 175,0 175,0 0,0 0,0 1,0 178,1
B | Total ACW 1,0 1,0 1,0 0,0 1,0 1,0 1,0 0,0 0,0 1,0 1,0
g |Hours 122:12¢ 132:12 125:22 0:00 120:27 129:11; 130:25 0:00 0:00 0:00! 203:38
£ |Hours with shrinkage 130:45 141:28 134:00 0:00 395 Z04:41: 128:53 138:13 130:33 0:00 0:00 0:00; 217:53
Template <NOMNE <NONE | <NONE  <NONE <MONE  <NONE  <NONE | <NONE | <NONE | <NONE | <MONE | <NONE <NOME | <NOME | <NONE | <NONE | <NONE | <NONE | <NONE | <NONE
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Fixed schedule
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Flexible schedule
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TELEOPTI Teleopti AB Philosophy A1) &

* We deliver major improvements
within workforce management
and telecom expense
management.
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- If you cannot measure IT, .

you cannot manage it!
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- What gets measured gets
done!
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- We care even more!
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TELEOPTI

555K
Customer driven development; > 96 % of the
customers are willing to recommend us to other

B TIT R, 96%H % ) I AT

500 + customers and partners in 50 + countries
ES0Z AN EH KA Hid 500 %7 5E1EK A

Founded 1992 by Marita and Nils Bildt based
upon “revenues before costs” and “revenues
should be larger than costs””; always profitable,
AAA+ rating

Nils JeAfiMarital &2+ T 1992461 &, JET “U e T aliA”
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Approx 125 employees in Stockholm, Strangnés,
Oslo, Helsinki, London, Dusselforf, Moscow,
Madrid, Paris, Istanbul, Dubai , Delhi New York
and Beijing.
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