





VALENCIA,
California, USA
IEASTWOOD CITY,
Philippines — arvato
digital services, a
global provider of
integrated service
packages in the
IT/high-tech, bank,
tourism, games, video
and audio sectors,
announced the
successful opening of
its new state-of-the-art
customer care center
facility at the
Eastwood City Cyber
Park in the Philippines.
Headed by a recently
appointed local
management team
and staffed by an
initial group of more
than 300 customer

® Large Labor Pool

® Cherry Creek Reservoir

EXCELLENT PARKING
® 5:1000 parking ratio

care agents, the
center will support
Fortune 500
companies in the
tourism, games,
IT/high-tech and
banking industrieustry
and grants access to a
broad talent base of
highly educated,
experienced, English-
speaking
professionals.
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Numara(r) Software
Launches Numara(r)
FootPrints(r) 9

Latest Version Adds
ITIL v3 Support,
Integrated Service
Catalog and New

47,000 SQUARE FOOT CALL CENTER PROPERTY AVAILABLE
LOCATION CENTRAL TO DENVER-15 MINS FROM DIA

® Visible and accessible from [-225 and Parker Rd., just 5 minutes from |-25
* Nine Mile Station light rail/park-n-ride in walking distance

* Excellentaccessto DIA (15 min.), Fitzsimmons (8 min.), Skyridge Medical Center (15 min.),
Aurora Medical Center (3 min.), Denver Tech Center (5 min.)

SUPERIOR COMMUNITY AMENITIES

® On-site Red Lion Hotel and conference center
® Restaurants, shopping, health club

® Qutstanding building infrastructure

Mobility Solution
Tampa, Fla., - Numara
Software, Inc., a
leading, worldwide
provider of practical IT
service management
software, announced
the release of Numara
FootPrints 9, the latest
version of its award-
winning Numara

management solution.
Featuring new and
expanded support for

(ITIL) version 3 service
lifecycle best practices
and extensive usability
enhancements,

including powerful new
mobile technology, this
release further

FootPrints service desk

IT Infrastructure Library

demonstrates the
company's continued
focus on delivering
advanced functionality
to its customers at an
affordable price and
helping service
organizations deliver a
world-class experience
to their service
customers.

Contact: Old Vine Property Group
Mark Cytrynbaum
mark@oldvine.net
303.777.2500x 100

Ari Stutz
ari@oldvine.net
303.777.2500 x109

[-225 & Parker Road ¢ 3191 S. Vaughn Way ¢ Aurora, Colorado

3191ININEMILE.COM



What You’re Missing at

the Agent Desktop

All Contact Center agents use both

a phone and a computer, yet
today’s quality and performance
management solutions still focus
primarily on the phone.

Call Recording products offer

screen snapshots to record agent

computer activity, but screen

snapshots alone are insufficient in

capturing ALL activity. They often
miss important details, and
shapshot images cannot be
summarized into useful reports.
Even the most expensive Quality

Monitoring solutions only record a

few other basic activities such as
chats, emails, agent logon/logoff
and program launch/exit times.

These Contact Center offerings lack
the ability to record and measure
ALL agent activity on the computer
and the network.

You can’t manage what you can’t
measure, and to fully manage
Contact Center performance,
security and compliance you need a
complete picture of both phone
AND computer activity to answer
questions like:

1. How efficient and effective are
your agents in their computer-
based activities?

2. Are they using software tools
appropriately — or even at all?

3. Are agents missing required
steps in your processes?

4. Are there steps that can be
eliminated or simplified?

5. Who is transferring what files or
documents to where?

6. Who is spending how much

time on personal vs. work
activities?

7.

Which agents are violating
contracts, company policies or
industry regulations?

To answer these questions and
more, computer monitoring must go
beyond recording screen
shapshots, chats and emails to also
monitor EVERYTHING your agents
do on the computer and the
network. While expensive Quality
Monitoring solutions currently lack
this capability, more cost-effective
solutions such as SpectorSoft
(www.SpectorCC.com) have been

providing award-winning computer
monitoring software for more than
10 years. Still, it pays to do your
due diligence in selecting
monitoring software to meet your
needs. Below are the minimum
criteria you should accept from ANY
computer activity monitoring
solution:

Automatically Records ALL
Agent Computer Activity

Automatically record EVERY detail
of what your agents do on the
computer, including:

'":h Screen Snapshots
i~  Email / Webmail

1 Chats/IMs
’r\: User Activity
'I"";_': Program Activity
'-:*r,:l Keystrokes Typed
> Document Tracking
|*%}  File Transfers

_ﬁ\_x* Keyword Alerts
(MM Web Sites Visited

&7 Network Activity

{-q- Online Searches

(Click here to see what SpectorSoft
monitoring software records)
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Centralized Monitoring and
Reporting

Review recordings from anywhere,
anytime using high-level charts and
reports that you can drill into or
customize to reveal the level of
detail you need.

—

(Click here to enlarge the sample
Dashboard)

Easy to Install, Manage and Use

The solution should be simple
enough to download and install in

less than an hour without help. In
most cases, minimal installation
support and no specialized training
should be necessary to install, use
or maintain the software.

Non-disruptive

Computer activity monitoring must
not disrupt your operations or
negatively impact system or
network performance.

Works with Existing Solutions

Computer monitoring software
should work alongside — or even
integrate with — your existing Call
Recording or Quality Monitoring
solutions.

(Click here to see how SpectorSoft
monitoring software complements
these technologies.)

Cost-effective

The software must be affordable,
and provide cost-saving and
performance-enhancing benefits to
Contact Centers large and small.

Stealth Mode Operation

.



http://www.spectorsoft.com/mkt/callcenter/360dashboard.html
http://downloads.spectorsoft.com/resources/Lit/Spector360_CRQM.pdf
http://downloads.spectorsoft.com/resources/Lit/Spector360_CRQM.pdf
http://www.spectorsoft.com/mkt/callcenter/360dashboard.html
http://downloads.spectorsoft.com/resources/Lit/Spector360_CRQM.pdf
http://www.spectorcc.com

Computer monitoring should
include advanced stealth
technology to ensure it is
completely undetectable. This
prevents unwanted discovery,
tampering or disabling of the
software.

Security

The software should allow you to
exclude certain activities from
being recorded, encrypt data
transfer and storage, and
authenticate using role-based
access to securely review its
recordings.

Conclusion

Managing Contact Center
performance, security and
compliance requires a 360-degree
view of your people, processes
and technologies. Computer
monitoring software such as
Spector 360 from SpectorSoft fills
the enormous gap in today’s
Contact Center solutions by
providing insight into all agent
computer and network activity.

Just like Call Recording does for
phone activity, Spector 360
captures EVERY detail of what
your agents do on the computer.
Use computer monitoring software
as part of your total quality and
performance monitoring solution to
manage ALL agent activity — on
the phone AND on the computer.

For more information about
SpectorSoft solutions call
1.888.598.2788 (US) or
1.772.770.5670 (International)
Or visit us online at
www.SpectorCC.com

SpectorSoft develops, markets and
supports PC and Internet monitoring and

surveillance products for business,
education, government and home users,
including Spector Pro for 2008, eBlaster
for 2008, Spector 2008 for Mac OS,
Spector CNE Investigator, and Spector
360. More than 50,000 companies and
more than 400,000 consumers have
purchased SpectorSoft solutions to
improve productivity and security in their
business or home, and SpectorSoft has
been selected for four years by Inc.
Magazine as one of the Fastest Growing
Private Companies in America.
SpectorSoft monitoring technology is a
THREE-TIME winner of the prestigious
PC Magazine Editors’ Choice Award.

© 2008 SpectorSoft Corporation. All rights
reserved. All other trademarks are the
property of their respective owners.

HiHR
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http://www.spectorcc.com
http://www.spectorcc.com

Call Center

This is an open letter to all call centers that do not
have scheduling software today...

Our company provides scheduling tools that
improve the efficiency of your workforce, reduces
wait time for your customers, and almost as
important we make it easy for the user.

Southwest Airlines and Windstream
Communications (formerly ALLTEL) are among
our largest clients while a company like Speed
FC is among our smallest. Our customer base is
not huge, nor is our company. We do things
simply and effectively by providing powerful tools
to schedule call center employees and do it in a

way that cost less than you would expect.

Call Center Scheduler will perform the following
tasks that you would expect from scheduling
software:

Imports call arrival data each day with a click of
a few of buttons.

Historical trends are developed with very
flexible interaction.

Call & AHT forecasts can be created for any
time period.

Scheduling employees with 4-hour, 8-hour, and
10-hour shifts are easy to do.

Intra-day forecasting is a simple but effective
tool that allows you to plan a future day’s
activities or adjust plans during the current day.

Our software support desk is available for help as
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well as scheduling advice. You want to offer 4 10-
hour work days? Should you? Can you? How do
you do it? All questions you can ask our team.

Please contact us to learn more about our
software and our simple pricing strategy. We
believe you will be pleased with the software, the
price, and you will be thrilled with the service we
provide when you need it most; after the sell!

Sincerely,

Wayne Shaw
www.callcenterassociates.com

.



http://www.callcenterassociates.com 

tin# 75-2915747

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!

‘2009 Call Center Book of Lists Directory’:
@ Over 2,000 Call Centers Listed
@ Each Call Center has at least One Decision Maker Listed
@ 900 E-mail Addresses
@ Includes bonus technology leads - (Speech Technology, Recording Solutions and ACD information)
@ The Directory is in CD-ROM (Excel Spreadsheet)
@ FREE Quarterly Updates Cost: $425

Resource Directory/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

You will be listed in the Rolling Banner for 12 consecutive months Cost: $517
Monthly Newsletter Advertisement: Cost: $275
Corporate Logo Promotion (Website & Monthly Newsletter): Cost $500

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.

O MasterCard o Visa O American Express

Credit Card Number Expiration Date

Name As Appears On Credit Card (Print Please) &  Signature
Regards,
Nosa Eke, Publisher

Publisher: Nosa Eke * www.callcentertimes.com ¢ Ph. (972) 395-3225 ¢ Fax (972) 395-9205




