truelALK

novomind TrueTALK™ is the intelligent eCRM software solution designed to link customers with real
conversation partners (Live Support) — fast, seamlessly and with maximum efficiency.

Efficient communication via live chat:

Customers enter into a live chat that enables them to communicate directly with a customer services agent —
without being forced to switch communication channels. The advantage of novomind TrueTALK™: Live
Operators can access automatic suggested responses from the knowledgebase, allowing them to serve up to
four customers simultaneously.

Contact Center agents
[novomind TrueTALK™ Agent Desktop]

The Live Operator’s workspace is referred to as the Agent 9 /L

Desktop. A visual and an audio signal tell the Live Operator =
when a new chat has been initiated. At the same time, the

client’'s name and the topic that the client has selected for
discussion are also displayed.

Up to four concurrent chats per Live Operator

Option of selecting pre-defined responses and push links
Comprehensive dialog history available for all chats
Log-off function for each one of the four concurrent chats
(“unacceptable behavior”)

Team leaders and Contact Center supervisors
[novomind TrueTALK™ Admin Desktop]

The Admin Desktop is the tool that allows Contact Center supervisors to
manage the entire TrueTALK™ system. This is where Live Operator
profiles are edited and allocated to agent groups — and where ‘pre-
defined’ answers are created and implemented. The system enables
real-time online statistics to be generated (e.g. for the purposes of Ez
controlling and planning how the system is used), as well as offline
statistics (for evaluation in a data warehouse system).

Access and rights configuration, provider/client configuration, Live
Operator configuration

Placement rate, service level, chat length for completed/abandoned T =

chats — e -
Monitoring of agent workload and capacity

EEITEI . =i« Chat interface
- ! Yo [novomind TrueTALK™ Chat Client]
- e The Chat Client refers to the connection between the customer and the Live
Operator. The Chat Client is activated simply by clicking on a link placed on your
e Brvor s 1 G o S da website. When the link is established, the Live Operator is also informed of the area
in which the customer requires support. The client can access and view the entire

dialog history.

Simple registration process (no log-in required)

Full chat history available at all times

Chat Client configurable in line with company image (logo, colors, etc.)
e |- |Ntegration into all and any websites

novomind IQ™ knowledgebase:
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Companies also have the unique option of integrating a novomind x Finh Lk &
IQ™ knowledgebase into their system. This automatically reads Aursrvamd Faap amisr i }_
customer queries, identifies known content and passes on a suitable o e (2R o ?
suggested response to the Live Operator. The system’s “|Q” ensures e

that information is only forwarded to service agents who are currently
available or who have been trained specifically to deal with this type of
problems and requests. This can be specified and configured
individually early on.

novomind TrueTALK™ - the real benefits for your e-b  usiness:

Personal support leads to a measurable increase in the number of completed purchases.

Lower costs. One Live Operator can provide support for up to four customers at a time.

Instant interaction. Each customer query is answered immediately and in real time.

Ease of use. A clear chat interface layout guides customers straight into the chat. No plug-ins are required.

No change of communication channel needed. The user stays online without having to switch to e-mail or pick up
the phone.

Virtual call center. Web-based technology means that Live Operators can be used whatever their location.
Market research. Chat analyses enable valuable conclusions about the website to be drawn.

Image building. By using innovative technology, your website becomes the customer’s personal partner.



Admin Desktop
Access control: Administrators and Live Operators
sign on using a user ID and password.
Rights and permissions: Access to the Agent
Desktop depends on the rights that a user has been
allocated (Admin or Live Operator rights).
Administrators are provided with supervisor,
provider and client rights.
Configuration: Agent Desktop settings (fonts, colors,
user interface), Hot Buttons (Overflow Yes/No,
Maximum queue size)
Language setting: When a user logs in, the Admin
has the option of using a selection box to choose
the language in which the user interface should be
displayed (the available options are English,
German, Swedish, Norwegian and Finnish. Other
languages can easily be configured).
Data administration: All settings are defined
centrally. You can choose between editing data in
table form or in a tree structure. Modified data can
be sent directly on to all Live Operators currently
logged on to the system.
Pre-defined responses: responses and push links
(website addresses) can be saved easily and
efficiently.

Agent Desktop
Concurrent chats: Each Live Operator can deal with
up to 4 chats simultaneously. The maximum
number of concurrent chats can be configured
individually for each Live Operator.
Layout: The different desktop sections can be
configured individually, the font size can be
changed and the contents of text modules and push
links are displayed as tool tips.
Language setting: When a user logs in, the Admin
has the option of using a selection box to choose
the language in which the user interface should be
displayed (the available options are English,
German, Swedish, Norwegian and Finnish. Other
languages can easily be configured).
Dialog history: The entire dialog history is displayed
for each chat. Active chats can be saved and
printed.
Pre-defined responses: responses and push links
can be selected according to topic.
Log-off function: The Live Operator can terminate a
chat if, for example, the customer's behavior is
considered ‘unacceptable’.
New chat: An audio and/or visual signal alerts the
Live Operator to a new chat.

Chat interface
Adaptability: The layout (colors, font, size, etc.) and
the integration of graphic elements and/or animated
sequences can be configured individually. The text
greeting displayed to customers can be configured
as required.

Statistics
Online: Statistics can be generated on the basis of
freely-definable selection criteria; evaluation of
placement rates, service levels, chat length for
completed and abandoned chats; monitoring of Live
Operator workload and capacity; transfer of
timeframe settings from a specific/the last report for
all subsequent reports; extension of the “Chat
Content” report with the addition of the “Chat End”
column (for chats that ended normally or following a
session time-out).
Offline: Statistics can be generated on the basis of
freely-definable selection criteria and downloaded to
a local PC as a .csv file.

System
Independent operation of multiple providers and
their clients on a single TrueTALK server.
Intelligent placement (ACD) of customers with an
available or specially-trained Live Operator.
The TrueTALK server regulates the log-off process
for Live Operators. Provided that chats with a
specific Live Operator are still active, that operator
will not be logged off. If Live Operators signal that
they want to log off, this will be noted and no further
chats will be allocated to them.
All dialogs are logged in full (chats are recorded and
data are stored for future evaluation).

External data
novomind IQ Agent™ integration: Direct connection
between novomind TrueTALK™ and novomind
1IQ™ (virtual advisers /FAQ center).
Database access: The backoffice connector
enables third party systems to be integrated.

Technology
Java/web server: The Admin and Agent Desktop
have been developed completely in Java, Tomcat 4
/JDK 1.4.2 / Java plug-in 1.3-5.0
Relational database: All information is stored in a
database: Oracle, MaxDB
JDBC: Database connection is established using
JDBC
Multi-platform capacity: TrueTALK server: Windows
NT, Solaris, Linux

Implementation
novomind TrueTALK™ is easy to implement and is
operation as soon as it has been installed.
Using a Hot Button, place a link (HTML code) on
your website. If the user now clicks on that link, a
server connection will be established to set up a
dialog with a trained Live Operator — based, for
example, in your customer service center.



