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Liberation® for Customer Service

' Highlights

® Schedules callbacks
and maintains contact
history

® Securely stores,
encrypts, and process
credit card information

e Automatically leaves
reminder voicemail
messages for
customers

e Displays real-time
agent and performance

statistics I

Workflow-enabled agent desktop enhances the customer
experience and improves satisfaction

Liberation for Customer Service is a comprehensive desktop solution
powered by campaign management, scripting, & telephony automation,
that focuses on building relationships with your customers. It is the only
proven technology solution that improves customer satisfaction and
loyalty and increases productivity.

IMPROVE CUSTOMER SATISFACTION

Liberation will leave your customers and prospects with a positive impression of your
company. Whether your responsibilities involve renewing subscriptions or selling
advertising space, you can be confident that your agents have the information they need
to treat your customers positively and professionally.

You can also improve customer satisfaction by protecting your customer’s sensitive data.
With Liberation’s credit card encryption feature, you can be confident that your customer’s

data is stored securely.
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DialogGuide enables agents to "own” specific callbacks

Advanced Contact Management. Schedule callbacks, maintain contact history,
disposition call outcome codes, allow “owned” records, and leverage other features
that enable an effective contact management strategy.

Owned Records. Keep your customers satisfied by allowing them to build a relation-
ship with an agent over multiple calls. Agents can schedule callbacks at any specified
date and time, and Liberation will remind the agent at that time—even if the original

campaign has ended.

Secure Credit Card Processing. With Liberation’s credit card encryption feature
you can store sensitive data, such as credit card information, securely. Liberation is
the only outbound solution that has received Visa’s Payment Application Best
Practices (PABP) validation. With PABP validation Liberation protects our customers’
data, expand their businesses, and helps them comply with industry standards.
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INCREASE PRODUCTIVITY

People are the biggest expense in any contact center, so maximizing the time agents spend with
customers and clients directly impacts the bottom line. For blended contact centers, Liberation provides
features such as dynamic campaign blending, which monitors call activity and automatically switches
agents from one campaign to another based on business rules defined by the customer.

You can also improve contact center productivity by managing campaigns and tracking agent
performance more efficiently. Liberation’s campaign management capabilities and real-time reporting
solution allow you to make immediate changes to ineffective customer service policies and/or offer
coaching to underperforming agents— these changes will help maximize the productivity of your contact
center!

Unattended Campaigns. With Liberation’s unattended campaigns a live agent is no longer needed to
remind customers to renew their ads, pay their balance, or verify subscriptions — this will save you time
and money and improve customer satisfaction! TDI's VoiceAgent™ automatically leaves reminder
voicemail messages for clients. This ensures that your agents will only talk to customers who want to
renew ads and subscriptions or take advantage of a special offer.

Evaluator Productivity

Comprehensive Reporting. Customer service environments need tools gfhi “j‘”’““s’d‘“”’

to rapidly identify and fix operational and performance issues. Portfolio™ ST st gt

is a real-time business intelligence tool that integrates with Liberation to
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Evaluator Productivity Chart

Real-Time Statistics. Display real-time agent and campaign performance
statistics so supervisors can obtain an accurate picture of contact center
activity. Monitor real-time campaign status, oversee agent performance
including key performance indicators (KPIs), such as First Call Resolution
and Average Handling Time, and set thresholds to report when your goals
are reached.
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About TDI

TDI is a leading provider of revenue accelerating solutions for the contact center industry. For 25 years organizations have
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customer experience, and improve sales and service revenues.
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