CUSTOMER INTERACTION
LIFECYCLE SERVICES

WHERE CAN THE RIGHT CUSTOMER INTERACTION SOLUTION
TAKE YOUR BUSINESS?

What are the specific business goals that drive your decisions about Customer
Interaction? What technologies and applications will get you there? How do they
work together? Where is real change required? How will the system be managed,
supported and enhanced over time? The answers to these questions and others
should drive the decisions you make about your ideal Customer Interaction
environment. You need a solution partner that understands the questions to

ask - a partner that provides the comprehensive business and technical services
you need to make all the critical elements of your solution come together.
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SPANLINK HELPS YOU ANSWER THE TOUGH QUESTIONS.
WE HELP YOU TRANSFORM THE WAY YOU DO BUSINESS

TODAY AND KEEP YOUR SOLUTION IN LOCK-STEP WITH
YOUR BUSINESS AS YOU GROW OVER TIME.

Veterans of Customer Interaction. Pioneers of VolIP.

SPANLINK HAS NEARLY 20 YEARS OF
CUSTOMER INTERACTION SOLUTION
EXPERIENCE AND A HISTORY OF
DELIVERING RESULTS FROM LEADING-
EDGE TECHNOLOGY

We leverage that to help our
customers answer tough questions
and establish a cohesive customer
interaction strategy. Voice Over
Internet Protocol (VolIP) is a
transformational technology that
gives enterprises an opportunity
to truly change the way they
communicate with customers.

We recognized that early and
pioneered the early VolP
deployments alongside network
vendors who were struggling to
learn the application side of the
solution. As a result, we see many
VolIP systems that look a lot like
the old architecture they replaced.
Spanlink takes a business solution
focus to our services to deliver
the transformational business
benefits that VolP enables.

To each customer solution,
Spanlink applies expert analysis,
implementation, and support
services to tailor each customer’s
solution and support plan to their
business. The combination of

our experience and diligence in
interpreting your needs provides
each of our customers with a
superior design, an efficient
deployment process and more
practical management models.

SPANLINK OFFERS THE CUSTOMER
INTERACTION LIFECYCLE SERVICES
YOU NEED TO BUILD, MANAGE AND
EVOLVE A SUCCESSFUL, ENDURING
CUSTOMER INTERACTION SOLUTION

Spanlink’s solution competencies
are broad, spanning converged
networks, contact centers,
collaboration, and self-service
by phone or web. Our services
categories go deep to ensure
proper planning, execution and
support for each component

of the solution, including
expertly defined Assessments,
Professional Services, Training,
Support and Managed
Services. The end result is a
comprehensive program backed
with experience and best
practices that can be tailored
to meet your business needs.

ASSESSMENTS

Careful planning and preparation

are imperative to a successful

Customer Interaction Solution

implementation. Assessment

areas focus on critical solution

success factors:

> Testing the effects of adding
voice traffic on an existing
network

> Ensuring the proper data is
delivered in order to manage
your business effectively

> Ensuring that, once
deployed, your solution
remains optimized to meet
your business objectives

PROFESSIONAL SERVICES

Spanlink LifeSpan™ is a proven
methodology that establishes
best-practices for building and
supporting Customer Interaction

SPANLINK CORE COMPETENCIES

ASSESSMENTS
Voice Readiness
Reporting
Post-deployment

PROFESSIONAL SERVICES
LifeSpan Implementation Services
Speech Services
Simulation Testing

SUPPORT SERVICES
3 Support Packages
Additional Support Services

TRAINING SERVICES
Administration
End-User

Classroom, Custom & Mentoring

MANAGED SERVICES
Administration Support

Remote Administration
SolutionWatch




Solutions that deliver results.
Spanlink’s six-phase methodology
starts with an understanding of
your business needs to drive the
design and implementation of the
right solution using the right
technology to meet your objectives.

We’ve found the keys to our
successful methodology to be:
> A dedicated Project Manager

as your single point of contact.

> On-site Analysis and an
interactive Design phase to
ensure the solution will meet
business objectives before
we build.

> Efficient Implementation and
Validation Phases, working
from detailed, customer-
approved plans. Our goal is
to ensure you have visibility
and ownership of your solution
every step of the way — to
eliminate surprises.

TRAINING

Spanlink Solution Training courses
provide your administrator with the
tools they need to utilize all of
the features of your new solution.
Customers that take advantage

of Spanlink training find they are
able to make the most of their
Customer Interaction Solution
starting day one, with a smooth
end-user acceptance. Spanlink
offers classroom training from

our state-of-the-art training center
in Minneapolis, MN, web-based
training, on-site courses, and
mentoring for administrators and
end-users, or some combination.

Our Customized Training &
Mentoring includes the following
areas:

> Reporting

> Advanced routing

> Advanced IVR scripting

> |P-Telephony administration

MANAGED SERVICES SPECTRUM

SOLUTIONWATCH

SELF-SUFFICIENT

OUTSQURCED

ADMINISTRATIVE SERVICES

ADMINISTRATIVE \/

TRAINING ADMINISTRATIVE
SUPPORT

SUPPORT

Enjoy the rewards of your solution
Spanlink’s proactive support
services ensure your system is the
most current and optimized to
handle your communications with
the utmost reliability. Spanlink's
Support Center is a continuation
of our implementation services.
Our Support Center professionals
work actively together with your
deployment team to ensure a
smooth transition once your
system is in production. Spanlink
recognizes that different
organizations require varying
levels of service for their
solutions. For that reason,
Spanlink has designed three
distinct support packages and
value-added services to meet your
needs. All of our packages include
7x24 phone coverage as well

as online access to view and
submit service tickets. Spanlink
measures customer satisfaction
after each closed service ticket.
Our service marks continuously
exceed customer and Cisco
expectations for technical
knowledge and customer

service skills.
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REMOTE
ADMINISTRATION

MANAGED SERVICES

Spanlink is positioned to provide
tools for System Administrators
who seek to become self-
sufficient, desire an outsourced
model, or fall somewhere in
between. For self-sufficiency,
Spanlink offers Administration
Training for your in-house staff,
including a block of prepaid hours
for Administration Support for your
complex and/or time consuming
administration needs. If you want
to eliminate the administration
function in-house all together,
Spanlink’s Remote Administration
program allows you to receive
high-quality and efficient
administration from Spanlink
experts - starting on day one.

And no mater where your company
falls on the spectrum, you can
take advantage of Spanlink’s
SolutionWatch Service for early
notification of system events that
could impact business-affecting
downtime.

The benefits of Spanlink managed
services include a predictable
expense model, immediate ramp
up, and high standards of quality
and reliability delivered by
resources whose core business

is Customer Interaction and the
supporting systems.



Spanlink Expertise and Certifications

SPANLINK HAS THE KNOWLEDGE, EXPERIENCE AND CERTIFICATIONS REQUIRED TO ANALYZE,
DESIGN, IMPLEMENT, AND SUPPORT YOUR SOLUTION ACROSS DISCIPLINES:

Cisco Silver Certification
Cisco-certified professionals,
including voice and data
application consultants, system
integrators, field services
engineers and project managers
ATP Certification for Cisco ICM,
Cisco IPCC Enterprise and Cisco
MeetingPlace

IP Telephony Revised
Certification

Development engineers with
expertise spanning CTl, IVR,
computational linguistics, J2EE,
VXML, JAVA, advanced natural
language text and speech
recognition

CCIE Certifications

Application development
expertise for web self-service,
reporting, IP phone applications,
and service creation and
administration

SPANLINK OFFERS THE CUSTOMER INTERACTION LIFECYCLE SERVICES YOU NEED TO BUILD,
MANAGE AND EVOLVE AN ENDURING, SUCCESSFUL CUSTOMER INTERACTION SOLUTION:

>  Cisco-certified support
engineers

> Cisco Partner in Excellence, a
distinction given to only four
Cisco partners offering IPCC
Support

SPANLINK COMMUNICATIONS, INC. 605 HIGHWAY 169 NORTH, MINNEAPOLIS, MN 55441, 763-971-2000, WWW.SPANLINK.COM

COPYRIGHT 2006, SPANLINK COMMUNICATIONS. ALL RIGHTS RESERVED.
SPANLINK AND THE SPANLINK COMMUNICATIONS LOGO ARE THE REGISTERED TRADEMARKS OF SPANLINK COMMUNICATIONS.

ALL OTHER PRODUCTS ARE THE PROPERTY OF THEIR RESPECTIVE COMPANIES.
PS-B0706-1

((SPANLINK))



