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About Competella

Focus on developing complementary products on top of Microsoft
Unified Communication platforms, Lync and Exchange.

Long track record in product and software development in IT and
Telecom business. Founders of Netwise AB and Preseco AB

Nordic company founded in 2009 with offices in Stockholm,
Copenhagen and Oslo

Business model — indirect through SI’'s and operators

Competella Multimedia Attendant qualified for Lync 2010 and
Lync 2013. MS TechNet

Competella participates in Microsoft's Technology Adoption
Programs (TAP) for Lync




Competella Unified Communication Suite

Multimedia Attendant
— Multimedia attendant with advanced call and queue functionality

Multimedia Agent
— Multimedia contact center with attendant functionality

Availability Voice Agent
— Voice response service providing availability information from the e-calendar

Plug-in for the Lync Client
— Fast and advanced directory search tool. Activity management.

Routing Agent for Microsoft Lync
— Extends the Lync standard routing capabilities for incoming calls

Call Delegation Agent for Microsoft Lync
— Extends the Lync standard call delegation functionality



Competella Multimedia Attendant

Functionality beyond the level of Attendant functions

in traditional PBX'’s e -
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Advanced and flexible queue handler. Multi-queue
ACD. Also used by the Multimedia Agent client.
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@ Kaare Sgrensen +46846501046 3|
User interface optimized for integrated handling of Competela
calls, directories, presence, calendar, IM, SMS and e-
mail P R —
Advanced search engine (fuzzy search) oo

Note:

Marknadschef 0846501074

Active Directory synchronization S
Support for hybrid solutions with legacy PBX’s —
“Nordic presence” in harmony with the standard

presence model
Any voice endpoint can be used for the attendant (soft

phone, hard phone, mobile phone, PSTN phone)



Competella Multimedia Attendant — Main Window
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Competella Multimedia Attendant — Calendar view
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Competella Multimedia Agent

Advanced client integrating Contact Center and

Attendant functionality s
M- tennab 222 v § Ho v Fo o
B Common queues for all types of contacts N e
— Voice, IM, Mail, Fax, SMS, Web, Voicemaiil O e e e —
@ Call-back initiated from queue (IVR) ]
Call-back initiated from Web page
IM conversations can be initiated web page, Lync e

and Skype clients : —

W Transferring of IM conversations R——




Competella Multimedia Agent (cont.)

Call recording
(no external equipment needed)

Queue handling for agents using
standard Lync clients or mobile phones

Traffic analysis reports
(traffic, queues, agents, customers). Web-based

Real-time monitoring of call queues
(Wallboard).

CDR-records

DIRECTORY MANAGER

A Competella Unified Communication Suite
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Competella Queue Monitor

The following information can be displayed per queue:

Number of agents currently busy

Number of agents currently idle

Number of currently paused agents
Number of calls currently waiting in queue

Total number of calls today :
last x minutes (configurable)

Number of abandoned calls today :
last x minutes (configurable) Abandoned calls

@ Number of answered calls today :
last x minutes (configurable)

@ Average waiting time today
Longest waiting time today
@ Average handling time today

Calls waiting

Incoming calls

Answered calls
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Multimedia Agent Phone

@ Agent a Lync client or a phone only

M Login and settings via a web page or
IVR

@ Can be logged in to the same queues
as agent using clients

4 I
‘

&

o

c

)

O
\ Lync Exchange

L SBE [ http://diabolo/Agenty © + & || E7 Chang

File Edit View Favorites Tools Help
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Agent Web Access

Change your status

Available groups

& TestQueuel
@ TestQueue2 W&

O TestQueue3




Competella IVR

@ Based on standard
VoiceXML 2.1

Competella_en.vxml

M Supporting DTMF,
Speech Recognition, Text-
To-Speech and recorded
voice files

Select Language

) 4

2.English

1.Swedish

W Skills-based-routing based —/
on input from IVR. User wcusamers )
input e.g. customer ID and v
A-number can control
routing to queues (agent
groups) and the
information can be sentto  [mromororo
the agent application or to
a CRM system.

y
r Select Category —‘
( 2.New Contact ) :“ 3.VIP ’
\ 4 A 4
Select Service Select Account Manager
1
¥ ¥ ¥ v v v Y
G.TelephonD ( 2TV ) ( 3.Radio ) ( 1.Ulf ) ( 2.Par ) ( 3.Bjarne ) ( Bjérn )
A 4
Transfer to sip:ctllaSe@competella.com Transfer to User




Multimedia Agent Client - Integration with CRM Systems

Competella Attendant
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Competella plug-ins for the Lync client

[EI Microsoft Lync

File  Meet Now | Tools | Help

SIS I COMPETELLA

P st e Eane, ket

|

What's happening

Find a contact or

Options
Groups Stat

Response Group Settings SIP

Always on Top I UIf Aberg !
= Par Su Recording Manager ?lf-:f:u.alr_m: T_ﬁcm:l?'.li"llu ] }
. ithe: gen
Availak ; ) . Middle name:
Set Yol Audio Device Settings Mk Ieergarn
— ) . Ini
° p Call Forwarding Settings ™ COMPETELLA I - |
o— Dial-in Conferencing Settings E" Person Data Edit Aktivitet Forward

.+ Par Sundkvist - Your Activity
co| [Vacaton [3], it 20110808

&> Competella Search

md ti on to fr 16 s6

notice : [
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| UIf Blomkvist - Available
At office
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Forward calls to:

Internal/External : AvailabilityAgent : +

IA Microsoft (1/10)
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E Daniel Alm - Offline
‘ John Kjolbye Hansen - Busy

[8 - &k~ Simultaneously ring is on
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Advanced directory
search tool
(organization, skill,
etc.) the same as for
attendants.

Self-service for
updating directory
user data

Setting of user
activities
Availability Voice
Agent settings

Routing Agent
settings



Competella Routing Agent

Extends the Lync routing capabilities with the following features:

COMPETELLA

Busy-on-busy — traditional busy tone when

Aktivitet Forward
the called user is busy in a call or just busy. D5t Sundkvit
Forwarding-on-busy Forward itemsl cat on BUSY :
Offline detection - Can route calls or B
generate ring tone when user is offline on all Foruard exermalcal n OND:
devices. Delay of forwarding. e
Do-not-Disturb - can route calls to other s Caiar 48705812218
. . . - Forward external oalls on Busy in Call - New number or con
destinations than voice mail if user has set e = —
D N D . jo'w;'d .e.a‘.e"‘s;. oalls on Offtine : -
Different forwarding destination can be set for et bkl e Ay B
external and internal incoming calls.
Configurable on a system / user level

Copyright (o) 2011 Competeliz AB. All rights reserved, s s i 8



Competella Call Delegation Agent for Lync

EXtendS the LynC De|egatIOn funCtIOnallty @@lehnp//dlabolo/bosp OXH & Competella - Call Dele... X-L@ﬁhﬁﬁ?

Competella - Call Delegation Agent

@ Set forwarding options on behalf of other _ User : SelectUser .
U S e rS Call forwarding
W Forward delegated Call to any destinations | P
e-g. mObiIe phone %} © Forward calls to: v
. . h Calls will be forwarded immediately and not ring user’s work number
@ Support for Simultaneous ring for the IR r— .
d eleg ate | Calls will ring at work and also ring another phone or contact
@ Possibility to define a list of delegates per | I ——
assisted user with priority and configurable | nsnsweredcats v goto: .
ringing delay : e BT
These settings wil apply : ® Al the time
: ® During work hours
: [ Apply | [ Reset ] [ Close ]
| Copyright (c) 2011 Competella AB. Al rights reserved. - 1
m | »




