P&W @olutions Co., Ltd.

Sweet Series & Seat Manager
Product Overview

P&W Solutions Co.,Ltd

Copyright (c) 2011 P&W Solutions All Rights Reserved.



P&W @olutions Co., Ltd.

Agenda

Company Profile P3
Sweet Series Product Overview P4
Sweet Seat Manager Overview P15

Sweet Seat Manager Unique Functions P 18

Copyright (c) 2011 P&W Solutions All Rights Reserved.



P&W @olutions Co., Ltd.

Company Profile (P&W Solutions)

[Passion & Willl

Head Office = Tokyo, Japan
Established 7t May 2002

Capital 10 Million yen

Sales FY 2010 Net Sales 674 million yen
Employee 37 (as of 1st May 2009)

HP http://www.pw—s.com/english/

P assion

Win

We are the developer and
Vendor of the “"Sweet Series”
contact center total management solution
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Sweet Series Product Overview

Contact Center Total Management System

Sweet Series

Management functions to support Local Labor Law & Field operation
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Product Concept (Digital Hub, Total Management)

e-learning [

Voice

ROI analysis

| Education
Cost

Profits

Business
analytical j

The statistical
data

A @ Possible
inbound call

& Quality

Sweet Series

Software infrastructure of contact center

& Results
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Sweet Series : Product Growth History

“Sweet Series”are possible to select and install based on request of customer.

Flow of
evolution

Release

Total
Resource
Management

Internal
Information

Sharing

Complicated
and Inefficient

Agent Evaluatio

by WEM with WEM

Optimized for
365 days operation

Information Sharing

Create shift schedule with Agent

utilizing shift data and
work record.

Realize the effective
attendance management.

Center operation of
management viewpoint

Forecast
& trend

analysis

BI
&
Simulation

+ Sales forecast

- § n * Customer trend
/ ‘ : : m analysis
H . "
1. Making schedule : :
based on past call : : | *
volume and working : : Management : : R R
Function local rule. : H by objectives . * Forecasting call volume
: : * Cost simulation by
% SC]‘Fd““gS based on : T rearrangement of shift
sk%ﬁn:: i'gv;]l?tiwty, : Group\fvarc a::itlnbslzlgn L1 * Cost simulation of workforce
: , Function : distribution rate rearrangement
L ) Brodciiving R eassicnment is between centers
: Attendance *Quality available even on * Cost by shift rearrangement
: Management sResults that day. and simulation analysis on
* Attendance efficiency
NEW ~ aHEnagement * Performance analysis
WFM ;nb::\%lal}];cm{:nt . Cus_t analysis
shift schedule) * Hiring plan
Shifting
by hand work The data collection and data processing, and graphing is conducted routinely.
SV can be concentrated on the improvement business analysis.
Pertinent | Existing . Seat
( = / 1
product | spreadsheet [EACIAALE weet Mbo +ESIGN |QhI2es
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P&W @olutions Co., Ltd.

Sweet Series product lineup (http://www.pw-s.com/english)

b Shift Creation
Sweet Wim

Work Force Manapement

Groupware

weet 1J111

Enterprice Performance
Management

» Management
by Objectives

Sweet Mbo

Management

Sweet Quality
Management
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Ezsily scheduling with detailed conditions and calculate needed number
of communicators in consideration of productivity, work load, no

futileness and impartiality.

Achievable scheduling with groupware functions. S cheduling with
accepting the filed reguests of day off and shift change at 365days

center. Accelerate field communicators and Emplovee Satisfaction (ES)

Besides scheduling and groupware functions, each communicator's
"Karte: record card” function is added Possible to use it as
management by obectives of the Communicator and the division.

tresults, monitor evaluation, training results, and interview histong

Collect statistics data from infrastructure systemiPEX CTLCRM.J in
order to check the guality of communicators and achiewve the total
communicator's evalustion from result of monitoring, productivity and

training including supporting level—up and follow—up
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Sweet Series product lineup (http://www.pw-s.com/english)

Seat
Arrangement

weet Seat
anager

Information
Sharing

weet
essehger

Consulting
+ 1 JESIGN

Bosiness Intellipence

Skill

Advancement

weet | est
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Possikle to arrange sesting and confirm the contact status such as
inbound, logout and hold with seat lavout (Option: Manitoring, Help
Display and Reason code display (After login, Display release)

Send and received messages by real—time and Action status of
members are self-explanatarily. Possible to understand the help
reqguests from communicators to 5Y, and support speedy by using thind
party call

Consultant Tool for BI report and communicator recruitment by

simulating the future recruitiment plan and create BI report

Easy to create the exam by web from Excel Give the web exam and

mossible to confirm the advancement of operator's guality:
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Sweet Series Function Matrix

Sweet Series Table for function

Sweet Wfm l
N r X weet | uality
S weet [pm Sweet Mbo . )
sweet Wim P weet (Juality anagement
anagement
WEFM
{shift P
schedule)
Attendance
manage ment . . . .
Groupware . .
Manage ment

by objectives . . .

" Karterrecord

card” function)

Workforce Management
Eazily scheduling with detailad
conditions and calculate neaded
nurmbeer of communicators in
consideration of productivity, o
load, no futilenesz and impartiality.

Attendance Management
BEw connectine schedule and recoeded
time. The attendance management,
the cost calculation (possible to
connect payroll system) and the
budeet manaeement can facilitate it.
The registration of attendance time
and the confimmation attendancs

management stat,
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Croupware

Portal function o enable total
informeation management . Activate
communications and arousze
spontaneous intention of

communications.

Management by objectives
("karte:record card"function)

The management of

resultsMtarget Squalityskill is

integrated. The optimization of

central management is targeted.
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Sweet Series:De Facto Standard WFM Software Japan

WFM Systems Market: Market Share (Japan), CY 2007

Company C,
12.2% others, 2.3%
Company B,
14.1%
Company A,
30.5%

Japanese Market S|
No.1l

Workforce Management Systems Market:
Company Market Share by Revenues (Japan), 2007 (Resource: Frost & Sullivan)

WFM Systems Market: Market Share (Japan), CY 2009

Company B, 9% Company C, 5%

others, 2%

Company A, 17%

Japanese Market Share

No.1l

Win No.1 Position

Workforce Management Systems Market:
Company Market Share by Revenues (Japan), 2008 (Resource: Frost & Sullivan)
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WFM Systems Market: Market Share (Japan), CY 2008

Company C, 12% others, 5%

Company B, 14%

Japanese Market Share

No.1l

for the Forth
successive year !!

gement Systems Market:
t Share by Revenues (Japan), 2009 (Resource: Frost & Sullivan)

WFM Systems Market: Market Share (Japan), CY 2010

Company B, 3.3%

C A, 6.2%
ompany l Company C, 2.2%

CompanyE,
12.2%

Company D,
16.1%

Japanese Market Share

No.1l

Workforce Management Systems Market:
Company Market Share by Revenues (Japan), 2010 (Resource: Frost & Sullivan)
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Won the 2009 & 2011 Japan Market Leadership Award

FROST & SULLIVAN FROST & SULLIVAN

BEST
BEST
PRACTICES

PRACTICES
AWARD

AWARD

Japan Market Leadership Award

Japan Market Leadership Award
Workforce Management Market

Workforce Management Market
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Sweet Series Customers in Japan

Over 40 Customers

Over 34,000 Seats
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P&W @olutions Co., Ltd.
The main Sweet users in Japan

|2

© NTTGroup i’ SMBC NIKKO #2 soMPo s

i J\*

&Q mc[:]FanEliL

BEXREERRIIL=T &?«.
MET1FT VeIV LAIFE24

~

/

Mail Order

nissen,

WAV, MISSEN. R

SENSHUKAI

TAIV)FA EEN
. AN L

The current largest user is NTT Docomo in Japan,

Manufacturer-IT Outsourcers

Tel\Wel sidoimit

)
sy setanGALININA D

\'r Q&A Corporation

~

J

they have over 7,000 seats of Sweet and are using Genesys CTI.
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Our Partners

x

S Genesys NEC
\§ J
:
o
IER FUJITSU
\_ J
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Sweet Seat Manager : Virtual Floor Monitoring & Management

7
@1 4

b

]

Seat assignment

The seat schedule is generated based on the shift schedule of the communicator which made by
Sweet series automatically. The seat table and the real time status of communicator{response time
and status) can be displayed.

Qeat Fossible to arrange seating and confirm the contact status such as
s |

HI’L‘ELHEEIIIE&ITI: inbound, logout and hold with seat layout. (Option: Monitoring, Help

weet Seat Display and Reason code display (After login, Display release)

anager
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Competitive Analysis vs Avaya AgentMap

- Seat

Arrangement
Sweet Heat
Manager T

e

gent MAP® V4.0

Features Avaya Agent MAP
General Install Type
Support
IP-PBX Only Avaya Aura
Target Small-Mid
Segment
Redundancy No
SaaS Model Difficult
Connectivity No
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Connection with Genesys : Via Platform SDK

Receive
Real Time
CIM Platform Status

» Seat

Arrangement

sweet beat
i""-."?.aﬂager

Mds w.ojje|d

Real Time  Agent
Call Status Data

Agent Data
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Seat Manager Unique Functions

 Create the Virtual Floor

— End User can create the Virtual Floor

* Real time Monitoring
— Agent Call Status by Virtual Floor
— Agent Call Status by List

— Queue Status
 Connect Stat Server to obtain real time status

* Telephony Control from Virtual Floor
— Support Voice Monitoring (Genesys SIP Server, NEC SV, Cisco CM)

Copyright (c) 2011 P&W Solutions All Rights Reserved.



- Pa&W @olutions Co., Ltd. NN 4

Seat Manager Unique Functions

* Real time Agent Skill Change & Restore Skill

— Connect Config Server
— Change Agent Skill by Floor Monitoring Screen
— Restore Skills to previous night

* Daily Historical Agent Report

— Inbound Calls, Outbound Calls, Hold Times, Talk Time, Wait
Time, Transfer Times, ect)

* iPad Support
— Safari Browser (html5)

— Support Functions

* Real time Monitoring (Agent Call Status, Agent List,
Queue)

« Telephony Control (Voice Monitoring)

Copyright (c) 2011 P&W Solutions All Rights Reserved. No.19
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Seat Manager Unique Functions (Real-time Monitoring)

Real-time Call & Queue Status Monitoring by Virtual Floor
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Seat Manager Unique Functions (Real-time Monitoring)

Real-time Call Status Monitoring Color Legends

| Ore/Campaien J| Queus Info | Skil Switch Wiew || Skil lnfo  J|  Skil Reset |

Call Status List Color Legend

Status list

Or- gantatbnfcampa .EI"I [ Close ] [ Ciomfirm 1 eshold]
Status HSS .EnEd |:|:|||:|r Status name
— Extension Mot Ready
Yaiting
o— kil Takine

On Hold

Elapzed time

b ztatus

e Threshold Value of each Call Status

Statug Threshold List

figent
DLDg of f 2nd perzan?

Lihtine]  atention (Threshald! Ailert (Threshold)

Color fpplicable Allotment Status Elink

Mot Ready Elink Q00010 Q00020

Seat Color Legend Standard Waiting Blink 000000 000020

(For geatz not allotted to an

organization ar campaien, . : d- IF:
thie threshold will be ussd) | 2N Blink no0400 000500

On Hold Elirik. 00:00:30 0007100
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Seat Manager Unique Functions (Real-time Monitoring)

Real-time Call Status Monitoring Color Legends

ELE R E LE @ [ status || Ore/Campaien  J[ Cueus Info | Skill Switch View )| Skill Into

J[  skill Reset |

akill

Organieation/Campaign
Status fizziened color . Request Info
~— Extension
Gaold
p=3s ’
*— Skl ‘| |:|d|:| . Lost & Stolen
1\\_ Elapsed time |:":| - |:":| - 1 |:| Account Service
K by status EITEF EI:'nH I Point Service
feent l
Revolving repayment
Pgent Real time
Loz off {Znd perzon} .. Change Pass
Seat Monitoring .
Cashing
Mew dccount
Seat Color Legend .
8 Skill Color Legend
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Seat Manager Unique Functions (Real-time Monitoring)

[Tatansion Tama Leraros

[inz7 (811 Gmmines

3057 -
AT e E
Sweet S eat Mallagel 3 : Jay Walton Sweet Mbo  +Design uality Management '::: :"'I'I":L

Real-time Agent Call Status by List ___Sort by Status

[ Basic setup | Create floor [ Attributes [ Facilities [ Conditions I Assignment I Adjustment | Confirmatj
Monitoring | MyPage Tonzenzan
Floor selection | 1st Floor v| R
" L e LB @ [ status [ Ore/Gampaien Zinfo | [ Skill Switch Wiew ][ Skil nfo ][ Skill Reset | ey -
Extensiond Hane Statu Skill of TaMking Elapsed ti
1000 Katelynn Maldonado Ski 1101 \ 0o:00:01 Ea’ | Sort b Ela Sed Time
10m Paisley Veza \ 00:00:16 - y p
1002 Skill0g N 00:00: 11 o e e TErmeeed tmw |
N _lDIlﬁ :_Jullen Urucdes ki 108 00:00;: 8% n
1003 Phoebe Barker Skill0g oMoz [1m7 | 1
|1eze | Parkar Ballard
1004 Julien Underwood Ski 1105 DU:UD‘.&L |1028 |
1oy ey
1005 Jalen Baldwin DU:DD:IS\ [0 T®iTT #iikinson 05
{1867 |
1008 Phoenix Cort Slei 1102 00:00:08 1081 Sohn Nakamira
penix bortez I \ |13 | Rawon wattine
107 Dane Le on:oo:n4 [1az2 | Bonar Pacheca | vz o0z an
1082
1i0g Gideon Poole Skillnd oo:o0:08 |1028 | panata Robbing
1004 Karter Massey noeon:3 |
|Paizley Yega
1010 Izaish Figueroa Slei 1101 oo:o0:3 1008 [Jaten Batdwin
1041 London Burmet
1011 Zayden Harmon oo:o0:1 [1645 |Esmainl Comim
1034
1012 Kobe Canpos on:00:26 L] | [
[1ea | Fmecd Sherman Skl 14
1013 Reed Sherman Skill0d no:on:12 = [Brasien Chriztesen Shillnd j 3
|
1014 Celeste Deleon on:oo=12
1015 Rosa Marsh oo:oo:n
1016 Bruce Logan Skillo2 0o:00:239
1017 no:00:3
1018 Kali Pratt 00:00:08 N
1018 Zariah Lara Slei 1105 00:00:03 [Art g Lo v [os00-08
Pl i s Les S 1102
1020 no:o0:28 Zaedem 1N s
1021 Parker Ballard on:oo:n w [aas [Hare Fioears
00 e
ras2 Kr it ian Stokes :
| | :
Gopytight (G) 2007-2011 P& Solutions Co, Ltd, #7222 [Bona 14 Rabhins :
1038 ET z
1053 |Bravien Ghr iztermen il 104 :
CE—

Copyright (c) 2011 P&W Solutions All Rights Reserved.

NO0.23




P&W @olutions Co., Ltd.

Seat Manager Unique Functions (Support Agents)

Monitoring from Supervisor
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Seat Manager Unique Functions (Skill Change)

Real time Skill Change from Supervisor

Basic setup Create floor Attributes Facilities Conditions Assienment Adjustment Confirmation MyPage Monitoring
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Seat Manager Unique Functions (Skill Change)

Skill Change Method (Individual & Multiple)

Skill Chanee 3] Skill Ghanee &
Individual Skill Change Multiple Skill Change
The selected & seated 4| seated agent’s skill
agent’= skill are chanzed. are changed for specified area.
[ Request Info Request Info 20
[Gold [ ]Gold
[JLost & Stolen [JLost & Stalen
docount Service 85 []hccount Service
[JPaint Service Foint Zervice 7
[ JRevalving repawment [JRevolving repavment
Change Paszs an [ Chanze Pass
[JCazhing []Cashire
Mew docount 70| [ Hew tccount
| Change Ekills as confizured | | Chanze Skills as confizured |
| Restore normal skill | | Restore normal skill |
#The skill set configured in previous nizht #The skill set confizured in previous nizht

Before Change After Change

Lost
Before Change After Change oS NG %
mmemmennen ey Change ;| & o

R Account Pass \ % Request
i Request % % \

3 Service :
' Info I:%:} ) Cashing 5 i Info

Change Point

[
.Cashing Pass | - Change %;? _Service
New Pass = %’ Change specified skills
Account New collectively

The skills configured to agent
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Seat Manager Unique Functions (Create Virtual Floor)

Create Virtual Floor & Seat Placement

2 http://sweetepm.pw-s.com - SWEET —SeatArrangement - Microsoft Internet Explorer

% : Jay Walton Sweet Mbo  +Design

/

N

Placement
Tools

Copyright (03 2007 PEW Solutions Co, Ltd. All Rights Reserved. v

= Templates ® oot
N _
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Seat Manager Unique Functions (Automatic Seat Assignment)

3 http:f feweetepm pw-s.com — SWEET -SeatfAdjustment — Microsoft Internet Explorer
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