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Pronexus Case Study: Predictive Dialing

Internet Contact Systems was born out of a call center company's desire to reduce internal operating costs, especially as
new call centers were being opened in new locations. Using VBVoice, the company - Advanced Call Center Technologies
(ACT) - developed Dialocity, a predictive dialing service that can be accessed over the Internet. Dialocity offers the
flexibility to position agents in almost any geographical location, eliminates upfront capital expenditures, allows customer
organizations to pay only for the service used, and enables them to rapidly add capacity to handle seasonal demands and
other short term needs. Realizing that this technology would be of benefit to a wide variety of customers, ACT created a
spin off - Internet Contact Systems - that will continue development and marketing of the Dialocity service.
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Internet Contact Systems - An Overview

Internet Contact Systems develops and markets Dialocity, an Internet-based predictive
dialing service. The company was spun-off in 2003 from its parent company, Advanced
Call Center Technologies to focus on turning Dialocity into a market-leading predictive
dialing service.

Situation

As part of delivering its core business of contact center outsourcing, Advanced Call
Center Technologies (ACT) uses automated dialers to contact customers. The company
was looking to reduce internal operating costs, especially as new call centers were being
opened in new locations. The use of predictive dialers increases productivity in call
centers, since agents spend more time talking to people, rather than manually dialing
numbers, waiting for calls to go through, or hanging up on busy signals and answering
machines.

Solution

Using VBVoice, ACT developed Dialocity, a hosted predictive dialer that automatically
places outbound calls and transfers them to an agent when a human responds. The
product proved so compelling that a separate company, Internet Contact Systems, was
spun off to capitalize on its potential.

Standard predictive dialers require agents to be connected to the dialer via a LAN, which
binds them to the same geographic locations as the dialer. Dialocity, by comparison, is
an Internet enabled predictive dialer service that allows agents to connect to the dialer
from any desktop with an Internet connection, offering the flexibility to locate agents in
almost any geographical location.

Regardless of the location of the customer service representatives, Dialocity launches all
calls from a central hosting facility with extensive voice and data connectivity, located
in Atlanta, Georgia. Dialocity users are billed for the usage of the dialer on an hourly
basis, plus long distance charges. The hourly service fee is based on the number of hours
a company's customer service representatives spend logged on to the system each
month.

"We have had previous experience with VBVoice, and were very pleased with its
capabilities and performance. Using it to develop Dialocity was only natural”, said Ty
Ginac, President of Internet Contact Systems. "In addition, we had already made large
investments in telephony hardware and needed a tool that was compatible with Aculab'’s
Prosody cards. VBVoice's compatibility with Aculab was an important factor for us.”

ACT had chosen Aculab's telephony card for their reliability and extensive functionality,
along with their switching speed and ease of integration. "From a technical perspective,
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the best thing about Aculab is that you can develop any type of application with just one card,” commented Jeff Rondeau,
Chief Technical Officer at Internet Contact Systems. According to Jeff Rondeau, Aculab also offers superior technical
support. "I've always felt that our support contact at Aculab has gone above and beyond his call of duty to help with an array

of different research and development projects.”
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Benefits

Using VBVoice, the organization was able to develop an innovative customer contact solution. "Although it took us over a
year to develop the entire predictive dialer system, it only took us a few days to incorporate VBVoice into the application”,
said Ty Ginac.

While predictive dialers offer attractive productivity benefits, they represent major investments in resources, and are cost
prohibitive for smaller organizations. According to Ty Ginac, "Dialocity offers two distinctive advantages over traditional
predictive dialers: affordability and accessibility. It eliminates the need to purchase equipment and make up front capital
investments, making it affordable for smaller organizations to take advantage of predictive dialing technologies. And since
it can be accessed over the Internet, customer service representatives can work from practically anywhere.”

Dialocity offers call centers and organizations the flexibility to open new offices in various locations without having to
purchase a new dialer. Companies can also easily scale their customer contact operations to quickly handle seasonal
demands and other short term needs by purchasing additional seats on the dialer.

Although the service has been introduced only recently, Internet Contact System'’s list of customers is rapidly growing.
"Companies, especially smaller organizations, cannot afford to make large investments in equipment that will not return the
desirable ROI. We provide a practical and attractive alternative to the in-house predictive dialer infrastructure,”
commented Ty.

About Pronexus

Since 1993, Pronexus has delivered proven voice applications and development tools that streamline business processes.
Enterprises, Independent Software Vendors, Service Providers and Developers rely on Pronexus to help them integrate
voice with business systems that include unified communications, customer relationship management and field service
automation systems.

About VBVoice
VBVoice® is the only rapid application development (RAD) IVR toolkit developed specifically for telephony and speech
inside Microsoft Visual Studio.NET that blends high level GUI and sophisticated programming.

Service providers and in-house developers can reduce development time and bring their IVR applications to market faster
with Pronexus VBVoice® 5.6. Building on fifth generation technology, VBVoice enables the creation of feature-rich speech
and telephony solutions including VolP, voice self-service, unified communications and interactive voice response IVR
systems. VBVoice combines an easy-to-use visual call flow environment, with fully programmable controls. Developers can
leverage familiar programming skills in industry-standard languages such as VB.NET, C# and other languages supported by
Visual Studio .NET. Leveraging existing programming skills dramatically shortens the learning curve.

Furthermore, developing voice applications within a .NET infrastructure future proofs the solution and enables seamless
integration with enterprise systems. VBVoice supports a distributed/scalable architecture that enables users to expand the
application deployment by adding more servers to the network. The architecture supports sharing of system resources
among many separate applications for load balancing, independent provisioning and scalability.
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