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P. O. Box 118451, Carrollton, TX 75011-8451
Bus. 972-395-3225 Fax 972-395-9205

Dear Vice-President of Sales/Marketing,

Here Is How We Can Help Increase Your Bottom Line!

Following is a synopsis of our programs:

__Call Center Book of Lists Directory:

1000 Call Centers Listed

Each Call Center has at least One Decision Maker Listed

Complete Contact Information

500+ E-mail Addresses

The Directory is in CD-ROM (Excel Spreadsheet)

FREE Quarterly Updates Cost: $425

__Call Center’s Buyer’s Guide: This section of our website is the most elaborate advertising program

that we provide:

*  Your company will be profiled on our website, www.callcentertimes.com, for 12 consecutive months

(August ‘03 - July ‘04)

*  You will be listed in the Rolling Banner for 12 consecutive months

+  Your company will receive one FREE month of advertising in our monthly newsletter ($275 Value)
Cost: $517

___Newsletter Sponsorship:

*  Your company will be profiled in our next print/electronic newsletter

* This will enable you to promote new product/service offerings, case studies of satisfied customers
and corporate announcements.

* Promotional text length can be negotiated Cost: $275

Simply check the applicable column(s) and return by fax to (972) 395-9205. Please note that all
transactions are final. There will be no refunds.

COMPANY NAME/ Contact/Address/Telephone/Fax/E-mail:

MasterCard Visa American Express

Credit Card Number Expiration Date

Name As Appears On Credit Card (Print Please) & Signature
Regards,
Nosa Eke, Publisher
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Bus. 972-395-3225 Fax 972-395-9205 Date

Invoice # 21049
TIN# 75-2915747

2004 e-Newsletter Package Sign Up Form

‘2004 Newsletter Package’ $500.00
*  Free listing in Resource Directory/Buyer’s Guide
September ‘03 — December ‘04

*  Logo placement in sections of our newsletter
January ‘04 — December ‘04

«  Freepromotion of new product/service offerings as well as case
studies of satisfied customers and corporate announcements in our
media outlets (newsletter and website — www.callcentertimes.com)
January ‘04 — December ‘04

Company Name:

Contact Name:

Address:
Phone/Fax:
E-Mail:
(0 MasterCard 0 Visa 0 American Express] Company Check
Credit Card Number Expiration Date
Name As Appears on Credit Card (Please Print) & Signature
Remit To:

Call Center Times
P.O. Box 118451
Carrollton, TX 75011-8451




Contour Design intuitive scrolling capability
Launches New Perfit without causing excessive

Mouse Optical strain on users fingers. The

50%, opens up a number of
vertical markets for Symon’scccinteractive is using
real-time productivity trackin@liceLo@(lOO% recording and

two position side rocker switchand reporting software tools,random recording of customer

Aleader in the development&fovides users with two mor

alternative computer input programmable buttons withd

devices, Contour Design requiring pinch force as

unveiled today a new VerSiO?equired by other mice.
of its highly regarded Perfit™

Mouse. Reengineered to With over 100,000 satisfied

incorporate optical technoloq}gerS the Perfit Mouse has

improved reliability, and been highly regarded by

increased functionality, The ergonomics professionals fo

Perfit Mouse Optical retains ggveral years and is the mo

of the ergonomic benefits of choice for users with seve

which have made the origingl, ..+t Rp's of the hand anclNcrease Customer

Perfit Mouse so popular. wrist. Features like multiple

_ _ _sizes for both right and left
“Our primary goal is to provua%nd users make the Perfit

a high performance mouse gl o sy perior to all other

allows users to be Comfortabz;ﬁernative pointing devices.

and not become fatigued”, Safjlqe shape of the original Pg

Keith Dupont, Perfit Product
Business Unit Manager.

Mouse was the result of 3

Th?/ears of testing with users

addition of a scroll wheel an%omplaining of mouse hand

more buttons is certainly notand wrist pain from their

ground breaking for a mousee)(is,[ing devioe
but our implementation of
these features on our award
winning design is.” Symon
Communications
New Features and Benefits: Announces
Acquisition of
provides increases cursor - TargetVision, Inc.

performance and accuracy __ . o
This acquisition increases

An 800dpi optical sensor

along with reliability. The ,
_ ~Symon'’s revenues and
horizontal scroll wheel provides
employee count by more tha

rfiapplications and related
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e and extends the company’s calls and agent screen activity),
utmessage-delivery and alert NiceUniver@e(quality

capabilities to television and assurance application) and
plasma screens, including ScreenSense™ (screen-event
enhanced graphics and full- triggered recording application)
motion videw. for several hundred agents
across its two Houston-based

centers.

, ccclnteractive Selects
,sNICE Contact Center Using ScreenSense, the

rsRecording Solution to oytsourcer can easily program

the recording system to
Satisfaction and Boost,tomatically capture specific

Sales for its Clients
NICE Systems (NASDAQ: interactions in which the agent
NICE)a worldwide leader of checked the “customer not

multimedia recording SOIUtioriﬁt,erested” box on the screen,

types of calls such as

indicating the customer’s

professional services for  gjsinterest in purchasing the

business interaction additional product the agent

management, today recommended. The company

announced that cccinteractivgan then go back and analyze
a leading (call center just those calls to identify any
outsource provider, offering 5reas where agent skills

sales and customer service fgfprovements might be needed
major utility, financial serviceg, ensure better sales closure
and consumer products rates. It can also share this
companies around the worldjmportant information with its
has selected NICE Systems {ents. No other vendor offers

a recording and performancepis type of selective recording
management solution to helgapapility.

improve sales closure rates for
n clients.




“We chose NICE because it customers’ interactions so it car

offers us the automated quickly work to make any
recording capabilities we neechézessary improvements to
ensure we are capturing and better serve it own customer
archiving all necessary sales m

calls per our clients’ request,”

said C.J. Johnson, senior vicq_ands’ End Selects
president for ccclnteractive. Sprint to ‘Tailor’ Call
“The NICE system also gives g&anter and Data

the ability to randomly record garyices

select calls based on events Sprint provides call center and

occurring on the agents’ frame relay services to support

desktop, such as clicking on tFh‘??lions of customers Lands’ End

help’ function or opening a assists each year

certain screen. This gives us

invaluable insight into how ouPPrint (NYSE: FON, PCS)
agents are handling specific @nnounced a multi-year, mul
types of interactions and why million dollar agreement  wit
certain customers are calling fnds’ End to provide call ce
This was previously difficult tohfrastructure and frame rela
identify, and these capabilitiesServices for their domestic
are critical to our business angtores and international call

our ability to service our cliengenters. Lands’End is a
wholly-owned subsidiary of

Sears, Roebuck and Co. Th
companies are not disclosing
“Our advanced solutions alloviletails of the agreement.

outsourcers to provide true

N

y

more effectively than our
competitors do.”

Sprint is providing enhanced

value-added services to their free services to Lands' End d

clients in the form of increased .
centers, which are open 24

sales,” said Dr. Shlomo Sham}%urs a day, 364 days a yeal
president and CEO of NICE ’

Systems, Inc. “Using our

and handle tens of thousandps

calls for orders or customer

applications, ccclnteractive can . .
PP ’ service on a typical day. Th

create a window into precisel;lx

S

ncludes dynamic network

whatis happening during its routing which allows Lands’ B

(&)

|, call volume, time of
D.

tol
all

N

to flexibly manage the routingroduct portfolio and strong
of incoming calls in a varietyirdernational presence puts
ways, based on factors like Sprint in a unique position to
serve these needs.”
day/week/year, and the caller’s

phone number. This system

helps Lands’ End expedite cAlUASIS AND

handling and provide VOICEGENIE

personalized customer serviftBARTNER TO
. o DELIVER COMPLETE
Additionally, Sprint will provide
CONTACT CENTER

frame relay services to Lands’

End’s 16 C))/utlet and Inlet §OLUTION

stores located in Wisconsin,Nuasis Corporation, a new
Illinois, Minnesota and New software company in the
York, as well as their emerging IP contact center
international call centers  market, and VoiceGenie
located in the United Kingdomachnologies, the world’s
Germany and Japan. Framgading Next-Gen IVR and
relay provides reliable, high-/oiceXML platform provider,
speed data transmissions totoday announced that they

h8|p Lands’ End even more have entered into a

nte

efficiently manage their  partnership to develop a

inventory and customer complete, integrated solution

transactions. targeted to contact

; ) . centers. The companies will
Lands’ End is one of our

combine the latest self-service
marguee customers and Sprint

. . voice capabilities of the
is pleased to provide them P

. VoiceGenie VoiceXML platform
solutions that help them

rWith the intelligent routing and

. ueuing of phone calls, e-

service they are renowned fgr,"_ gorp _
mails, and Web sessions of

provide the quality custome

said Stephen Rowley, vice

0 , . . the Nuasis
president, Sprint Business -

B . A\IuContact Center.
Central. “Retailers also nee

solutions that will help them _ _
“This combined solution

control costs and compete

makes sense for both

(globally. The depth of Sprint’s
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companies,” said Kevin “We are excited to have a
McPartlan, vice president ofpartner that is changing the
business development at model for contact center
Nuasis. “Our customers are architecture,” said Eric
looking to deliver a consistedackson, vice president of
experience across media strategy and business
channels, and this is especialvelopment at VoiceGenie
important to link self-serviceTechnologies. “In the same
applications that can be way that VoiceGenie is
escalated to live agents. Weenabling higher standards of
can now recommend a bestdénstomer care with Next-Gen
IVR and VoiceXML platform

Nuasis brings a new, single

breed IVR solution in the

UJ

VoiceGenie product that

—

complements the contact network model to the contac
distribution functionality of theenter. There is a business
Nuasis NuContact Center.” application synergy that will
serve the needs of our
Nuasis sells and supports theustomers and the open,

Nuasis NuContact Center, asingle network architecture

—

multi-media contact distributtbe systems will support tigh

=)

system designed to route andtegration of our products i
queue voice, e-mail and the future.”
Web contacts on a single
platform for improved VoiceGenie’s VoiceXML
customer service and contagilatform, first to market with
handling. By delivering voice/oiceXML 1.0 and 2.0
communications, along with @mpliance, allows enterprises
mail and Web contacts, oveto develop and deploy
the corporate data network, sophisticated IVR applications,
the NuContact Center speech-enabled services, a
eliminates the high cost andvoice portals. Engineered
administrative burden of  within a completely open
maintaining both telephony standards-based architecture,
and data networks for the catlprovides for the highest
center application. levels of scalability, flexibility,

performance, and reliability
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with simultaneous support fan 2001, The Comb Group has
an unprecedented number dlready completed over 25
speech recognition and text<lient projects. With a network
to-speech engines. of over 40 advisors around the
country, The Comb Group is

able to build teams of experts

The Comb Group
announces that
Denise Matlow has
joined the firm as
Practice Director for
Customer Experience Pauline Miller The Comb
Management. Group 972-874-7545

Previously, Ms. Matlow was Rfnise Matlow The Comb
rGroup 415-772-0903

to meet specific client
requirements.

For more information:

independent Project Partne
working on major Customer™
Service projects in the United

States and Asia. She’ll remain_ _
based in San Francisco. . PkaInS Introduces

“The Comb Group is building{eal'-l__lm? Intra’_Day
Optimization Suite —
affordable advisory service The First Complete

focused on all aspects of ou-rrOOIklt for Expedltlng
clients’ Customer Service” Current'Day Staﬁmg

according to Tammye Rushig‘g}?anges in Call

CEO. Ms. Matlow’s years openters
Pipkins Inc. today announced

an approachable and

experience in the customer

service industry will allow udi§ availability of its Real-Time

expand The Comb Group’s Intra-Day Optimization Suite,

practice in the Pacific coast &1 Industry-first set of

region significantly”. components designed to

expedite and optimize current-

The Comb Group, day schedule adjustments in

headquartered in Dallas, ~ Call centers. This

Texas shows firms how to enhancement to Pipkins’

integrate Customer Service Yantage Point workforce

enhancements throughout management software enable:

their organizations. FoundeUPerVisors to respond to




unexpected agent absencesto agents’ computer screens
and other last-minute via pop-up messages; and
problems quickly, efficiently, Separate intra-day analysis
and without interruption to and forecasting functions
normal activities while that enable supervisors to
maintaining the best possiblquickly review the current-de
service levels. staffing situation, update the
The suite consists of a varietyrecast, and recalculate the
of tools for automating agentlay’s staffing needs.
absence reporting, “Typically, last-minute staffin
streamlining intra-day problems require call center
forecasting and personnel supervisors to manually
reassignment, and create, print and distribute n
disseminating new intra-dayintra-day schedules, talk to
schedules. These include: agents individually to solicit
The industry’s only intra-dayovertime hours, and so on.
schedule reoptimization This is inefficient, less
utility, which electronically accurate than electronic
modifies agents’ breaks,  rescheduling, and causes
lunches and work assignmentmecessary delays that can
to reflect unexpected leave the center temporarily
absences, meetings and/or understaffed and also

call volumes. negatively affect the service
Touch-tone and Web-basedlevel for the day,” said Joel
exception reporting by call Gilbert, Pipkins CIO.

center agentthat is instantly Pipkins Introduces Real-Time
and automatically integratedintra-Day Optimization Suite /
into the daily schedule throuBdge Two

Vantage Point’s optional IVROur Real-Time Intra-Day
Scheduling Support and
WAVE modules.

Pop-up, email and/or onlinereflect the best use of huma

Optimization Suite ensures
that scheduling changes

agent natificatiorincluding a resources, and it allows thes
unique add-on system that changes to be implemented
sends last-minute schedule quickly,” Gilbert said. “No

changes or overtime requestgher workforce managemer

y
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W

(8)

system on the market has this
complete spectrum of
capabilities.”

“On any given day in a call
center, staffing problems come
up that you can't plan for.
People call in sick, snowstorms
make it impossible for agents
to get to work, supervisors hold
impromptu meetings, and so
on,” said Jennifer Gaia, former
workforce manager of
customer service for Scholastic
Inc. “Intra-day rescheduling is
necessary on a regular basis,
and the kinds of tools that
Pipkins has developed can
make the difference in
continuing to service customers
efficiently.”




