
How can I provide a better service to my customers?
How to reduce agent turnover?
How to deliver the same service level with a tighter budget?
How to generate new revenue from my inbound operation?

Customer care defines how organizations show their appreciation for customers and how
important and valuable customers are. Altitude has worked with hundreds of contact
centers worldwide, helping them to take their inbound operations to the next level while
keeping a tight control over the impact on the bottom line.

Altitude can support your Customer Care strategy every step of the way, learn how!

Change the rules of the game by
reinventing your customer care operation
Altitude uCITM Contact Center Solutions for Customer Care



Altitude Multimedia
Altitude Multimedia comprises the management of all assisted
channels, including Altitude Voice, Altitude Messaging and
Altitude Collaborator.

Altitude Voice
Altitude Voice provides a robust solution for inbound,
outbound (preview, power, predictive) and blending, with
industry standard voice interfaces with legacy PSTN, IP-PBXs
and media gateways. The solution includes optional recording
functionality, for quality assurance and training purposes.

Altitude Collaborator
Human assistance available on the Web site bridges the gap
between self and assisted service. Web collaboration sessions
are supported by Web chat, IP or TDM voice.

Altitude Messaging
Altitude Messaging enables organizations to achieve high
service levels in e-mail, SMS, and fax inquiries through
automated message filtering and intelligent routing.

Altitude Voice Portal
Customer self-service via voice menus, speech directed
commands or touch-tone controls, as well as information
collection to support intelligent routing, can run on IP voice
or legacy PBX systems. Altitude Voice Portal also supports
outbound voice and messaging.

Altitude Unified Desktop
Altitude Unified Desktop streamlines multiple application
interfaces and provides agents with all relevant information
in a user friendly environment, allowing them to better focus
on customer management and key metrics.

Altitude Unified Scripting Tools
Altitude delivers a unique suite with a single language through
an industry exclusive language and development environment
specialized for contact centers.  The tools easily script for
voice portals, interaction routing, agent desktop GUIs, as
well as dialog scripts.

Altitude Unified Dialer
Altitude Unified Dialer is a software-based dialer that supports
preview, power/progressive and predictive dialing modes.
The technology works with leading PBXs and IP call
classification, including accurate fax, answering machine and
modem detection.  The award-winning predictive dialing
solution helps ensure compliance of government outbound
telemarketing regulations.

Altitude Integration
Altitude provides seamless integration with your collections
software, billing, and other software systems or databases.
Altitude uCI includes built-in connectors with leading CRM
and ERP solutions, such as Microsoft Dynamics, Oracle and
SAP. The solution also integrates with leading quality
monitoring and workforce management solutions. Additionally,
Altitude uCI includes an agent and supervisor SDK with an
integrated server that supports Web services (with .Net and
J2EE interfaces), DCOM, XML RPC, SOAP, and a wide range
of standard APIs.

Altitude Management
Altitude uSupervisor is a unified tool that streamlines, manages,
and reports all aspects of networked multimedia customer
interaction operations, maintaining defined service levels and
optimizing agents' productivity across a unified interaction
network.

Altitude vBox
Altitude vBox is a SIP-based media PBX dedicated to contact
center Session Initiation Protocol (SIP).  The solution is
interoperable with most open VoIP systems and runs on
Linux.
Altitude vBox takes full advantage of SIP openness enabling
customers to reap benefits of world-class software functionality
at optimal costs. Contact center agents may use standard IP
phones or Softphones. Altitude vBox can run on commodity
hardware and is based on open-source IP switching software.

Software-based
IP-PBX running on commodity hardware
Leverages existing network investments
Easy and fast deployment
Off-the-shelf hardware
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Reducing customer defections can
boost profits by 25-85%. In 73%

of cases, the organization made no
attempt to persuade dissatisfied
customers to stay; even though 35%
said that a simple apology would have
prevented them from moving to
the competition.
Source: NOP

Highlights
Increase FCR rates
Provide a personalize service
Motivate and empower agents
Increase sales through cross/up sales
opportunities
Provide a mix of self and assisted
interaction channels
Tap to into your organization hidden experts

Customer Care 101: how to bring it to the
next level

The rules of customer care are rapidly changing and companies wanting
to excel in this field must understand today's market dynamics, challenges
and, more importantly, customer needs.
Incorporating everything in a cost effective way by providing customers
with the best service and using the most appropriate channel is the
goal. The road to get there is easier when you have Altitude as your
trusted partner.

The customer experience comes first
We have all heard the expression "the customer is king" but what does it really mean?
For Altitude it is all about placing the customer first. Altitude uAgent provides agents with
a holistic customer view and Altitude Unified Routing assures that customer requests are
routed to the best available agent.

Ubiquitous service - 24*7 using any channel
With product commoditization and the cost of changing to another competitor so low,
customer care is an important differentiator in today's marketplace; therefore, companies
must assure that customers are getting the best service regardless of their opening hours.
Altitude Multimedia and Altitude Voice Portal provides a seamless and truly multichannel
experience to customers by increasing and integrating all different available touch points
with the organization.

Turn your Contact Center from a Cost to Profit Center
A well solved complaint is a great opportunity to initiate new sales. By providing agents
with suggestions on cross/up sell opportunities not only will your contact center deliver
a great service, but also create new sources of revenue.
Altitude Scripting Studio allows the development of new campaigns scripts using a friendly
GUI and enabling agents to proactively provide valuable recommendations to customers.

Use FCR as a key performance metric
First Call Resolution is part of the new customer care paradigm where the focus is
not on answering as much calls as possible, but on assuring that the question which
led to the interaction was properly solved. Altitude Unified Desktop provides agents
with all the necessary information for a successful contact, and Altitude uSupervisor
allows both supervisors and managers to monitor the contact center operation and
historical performance.

Agent empowerment - go the extra mile
Agents represent two-thirds of the contact center costs; therefore, creating strategies to
decrease attrition and turnover is critical. Increase motivation through empowerment and
assurance that agents have the necessary tools to deliver an outstanding customer care.
Nothing is more demotivating to agents than having to place a customer on-hold and
navigate through a myriad of applications only to have to transfer the call because the
information is nowhere to be found.
Altitude Unified Desktop streamlines multiple applications into a single agent desktop,
based on the service/campaign workflow, provides relevant information at hand and
allows agents to focus on the essential: customer needs and service/ campaign goals.

Break down the wall of the contact center
Virtualization has opened new opportunities for contact centers everywhere. Agents can
be remotely located and internal experts are a click way, creating new opportunities and
allowing contact centers to tap to a new pool of resources and leverage the organization
knowledge to better serve its customers.
Altitude IP Contact Center offers a flexible solution for distributed sites, running voice over
IP and/or TDM natively, while providing you with the power of all Altitude uCI™ modules
to manage your operations. Based on this platform, your system architecture can be
hosted in a data center, can run on-premises or mix agents-at-home at your will.

Customer loyalty is, in most cases,
worth 10 times the price of

a single purchase.
Source: "Understanding
Customers" by Ruby Newell-Legner
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Altitude Software is a specialist in debt collection automation, through a complete multimedia contact center solution,
Altitude uCI™.

Altitude Software has more than 700 customers in 55 countries. We help organizations to improve and automate 
receivables management processes, for more than 10 years.
Altitude Software offers industry focus and expertise in the banking, finance, utility, retail, telecommunications, and 
government and healthcare verticals.

Contact us for more information
For more information visit www.altitude.com  or email info@altitude.com.

Argentina • Belgium • Brazil • Canada • China • Colombia • France • India • Israel • Mexico • Philippines • Portugal • Republic South Africa
Singapore • Spain • United Arab Emirates • United Kingdom • United States of America

DISCLAIMER: Altitude Software makes every effort to keep all information provided on this brochure accurate and up to date. This information is provided on an “as is" basis, and Altitude Software makes no representations
or warranties of any kind with respect to this document or its contents. In addition, Altitude Software does not represent or warrant that this information is accurate, complete, or current. For availability information please
contact your local representative.

About Altitude

Over simplifying the customer interaction with the organization has long been a mistake made by many
contact centers. By focusing only on the touch point, contact centers miss the challenges and many
opportunities of the overall customer care cycle. Altitude uCI is a unified product suite built from the
ground to work together and provide added value solutions to each stage of the cycle.

Interact by making available to customers different types of interaction channels 24*7
Altitude Multimedia
Altitude Voice Portal

Understand the problem and assure that the interaction is delivered to the best available agent
Altitude Routing

Deliver the right tools for the agent to provide an outstanding service
Altitude Unified Desktop

Learn and document the interaction outcome and monitor the operation
Altitude uSupervisor
Altitude Knowledge Base

Improve by adopting the service to the customer needs and feedback
Altitude Scripting Studio
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abc

The Customer Care Cycle seen from the Contact Center


