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® Contact Center Facility Provider

® Contact Center Facility Setup
at Client Location

® CSRRecruiting
® (SR Outsource Management

® Customer Service Academy
* Hosted Contact Center

® Cloud Contact Center

-
Ul oyrsource®
lanagemen®

e |nformation Provider ® Tele-survey

® Customer Care ® Payment Reminder

® Order Taking ® Direct Marketing Support

e Complaint Handling e Campaign Management

® Technical Support/Help Desk e Data Entry & Database Clean Up
® Tele-sales ® Telemarketing Management
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Voice Recording Workforce Management
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dnsnAuls (Fauay) 6.3 9.7 11.5 13.7 12.8 1.2 9.6 7.7
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CM
CTi
VR
Muitimedia )
Outbound
1
Speech Apps h ;
WFM
J
WEM | =P2ESN | 6 ihound Multimedia| VR cTI CM | ACD
= Contribution 2011 (%) | 1.1 13 | 193 06 202 249 137 | 188
# Contribution 2018 (%) 1.8 24 17.4 1.0 19.2 5.2 156 17.5
o % CAGR (2011-2018) 18.0 205 | 92 17.5 10.1 11.0 129 98
flan: Frost & Sullivan n Liv@unqAAN"EL 2555
UNEILUB: ACD = Automatic Call Distributor CM = Call Monitoring
CTl = Computer Telephony IVR = Interactive Voice Response
Multimedia = Multimedia Systems Outbound = Outbound Systems
Speech Apps = Speech Technology/ Speech Apps WFM = Work Force Management
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L4 No.1 in Workforce Management Software License & Service Revenue A1n
Frost & Sullivan
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