Customer will call once, one call does it all!
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Insurance market today

SITUATION

» Wide range of
products and
services

> Different
communication
channels

> Different selling
channels

» Clients with
specific needs
and demands

» High competition
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OBJECTIVES

>

>

Client retention
and acquisition

Control over
marketing &
sales processes
Optimization of
human
resources

Reduction of
costs

Maximization of
revenues

Technology is the
most important
diferentiator
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Contact center

Solution which improves critical functions
of insurance industry
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Contact center services

» Telemarketing
»Selling campaigns — proactive approach

» Reclamation center

»Reclamations management (receiving, processing
and control)

» Contact processing
»Contact management
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Logos’ contact center

LIVE

Logos Interactive Voice Engine

Y LIVE
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powerful Contact Center platform

v'Infrastructure independent - CTI, VolP
v"Multi-channel support - voice, fax, SMS, e-mail
v'Professional development tools - C++, Java, PHP
v"Web-based applications

v'Easy integration and communication with Third
Party applications

v'Distributed agent support
v'Universal agent support
v"Modular, scalable, flexible
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integrates wide range of advanced CTI technologies

v Interactive Voice Response (IVR)
v Automated Call Distribution (ACD)
v Audiomonitoring

v" Audiologging

v Speech synthesis
v'Call-screening

v Voice & Fax Mail

v'Fax on Demand

v Fax Broadcasting

v Conferencing

v Outbound Dialing
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Combine LIVE, as the core contact center
platform, with other Logos’ modules
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ProDialer

v Automated outbound call generator module
v’ Services

v Collections
v’ Telemarketing/Sales campaigns

Proactivity / Agent efficiency
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. 17.10.2007 LIVE kontakt centar 9




SSSSSSSSSSSSSSSSSSSSSSS

Telemarketing

v’ Standardized conversations (Scripts)
v' Campain definition

v" Information distribution

v" Data collection

Service quality
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. 17.10.2007 LIVE kontakt centar




CPM (Contact Processing  S#osos
Management)

v"Who generated the contact?

v'"What’s was the contact about?

v"Who accepted the contact?

v"Who was responsible to process the contact?
v'"What was the response time?

Service quality?

Y LIVE
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CPM (Contact Processing  S#osos
Management)

Services

v Customer Service
v'Help Desk

v’ Telemarketing

v Sales Campaigns

v Collections Campaigns

v'Reclamation Center
V...
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Statistics and reports

Humber of policies Life insurance - education structure

. . . - Age structure of life insurance
in Krapinsko-zagorska zupanija . . . - for age group 18 - 35
in Krapinsko-zagorska Zupanija

Boat in Krapinsko-zagorska Zupanija
. . S and older
inzurance 4%  Life IEL;;E”DE St Other 2% Mo =chool 1%
h.A. dedres Primaty school
21 - 65 20% 0% 2%,
Ao 18- 35 41% Univerzity
inzurance 2%
459G
Home
insuUrance 36 - a0 37% secondary
e, zchool 75%
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Statistics and reports

Realized contacts according to Realized contacts - interest Interest in other inswance type
in advance defined schedule Agent: Maja Logosic Agent: Maja Logosic
Agent: Maja Logosic Period: 08.10.-12.10.2007. Period: 08.10.-12.10.2007.
Product: life inswrance Interested in
Period 08.10.-12.10.2007. other Mot interested Cther 1 o T———

insurance ¥ g

Mot realized 2

13

Bost
inzurance 1

Signed

cortract 7
Realized 35 Heed to Home
consider 15 inzurance 3
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Why Logos?

v 15 years of experience in design, development,
Implementation and system integration of highly
customized contact center projects

v 90 % market share in Croatia in contact center solutions
for financial industry
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References

NLB® Tuzlanska banka

PiHPB

SPLITSKA
BANKA

SOCIETE GENERALE GROUP

x Raiffeisen
BANK

LOGOS

TECHNOLOGY TALKS BUSINESS

¥® IsTARSKA KKREDITNA BANKA
UMAG d.d.

Zzepler

INTERRATLGRAL

"SrEzcArRD B PBZ

PBE je tlan grupe Intesa Sanpaclo

l“b medimurska banka

Medimurska banka je clanica PBZ Grupe

HVB™Central W

,r’i b Diners Club
International

Z 1agrebacka banka

Diners Club Adriatic d.d. je dan Erste Bank grupe
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References

‘S rEzZCARD

Entry channels: 120
Agent seats: 90
Contacts/day: 15.000+
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References

Ports: 1.200+
Agent seats: 400+
Contacts/day: 70.000+
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Conclusion

Contact center is a need

Different services of contact center

LIVE — Logos’ powerful contact center platform
ProDialer

Telemarketing

CPM

Logos’ references and experience

NOo Os b~
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Questions?

... and answers !
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Thank you
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Contacts

LOGOS

TECHNOLOGY TALKS BUSINESS

Ulica grada Vukovara 269d

Zagreb, CROATIA
Tel.: +385 1 30 30 000
Fax.: +385 1 30 30 010

www.logos.hr
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