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Reviews On 2005/2006 From Nancy Lewis - EVP Of Client Services, Virtual-Agent
Services

What has been the greatest challenge the contact center industry
has faced in the last 12 months and why?

The greatest challenge in the contact center industry has not changed
over the last 12 manths or over the last 20 years for that matter. Staffing
and attrition issues will continue to be a concern for typical contact center
practitioners. Labar issues have, in fact, become so pervasive that many
practitioners have come to expect high attrition, indifferent employees,
and low service levels as being natural to the business. Finding and
retaining sutable labor has been such a concern that in fact call center
managers have changed gears many times depending on the percewed
best solution at the time. This fluctuation in obtaining the ideal maodel has
increased costs for those practitioners that have had to correct the
solutions that they have chosen. Finding that ideal solution can and will
produce a high standard of quality agent is key to providing excellent

customer service. The proof is in the pudding and adequate due diligence Nancy L‘?Wiﬁ
needs to be considerad. EVP Of Client Services

Yinual-Agent Serices

In 2006, what do you think will be the top priorities for {a) Contact

Center Managers and (b) Company Executives?

Contact center managers have and always will be focused on efficiency and service levels. With an
ultimate goal of providing high quality customer care, managers will need to efficiently control the key
indicators to reach the desired results. Executives will, in turn, measure the manager's performance to
ensure all corpaorate gualitative and quantitative goals are met and enhanced so that a healthy bottom line
Is maintained.. Reducing costs should be considered at all levels and the |less tangible evaluations are
likely to make the difference. Consider attrition, retraining and rewark into the equation as these factors
will also assist with the qualitative goals of the company. All levels of management must at all times have
custaomer satisfaction in mind to ultimately retain clients and grow their business. A company's best
reference and the most important business is current business. If you can't keep your current business,
you can't expect to get new business,

What do you believe will have the biggest impact on the industry over the next 12 months - how
and why?

Wolce over |P is sure to have a strong, positive impact on the contact center industry in 2006, The
technology is becoming more and maore reliable, and therefare, campanies are beginning to recognize its
advantages of bringing the continents together. Lower international telecom costs will only boost the
continued expansion of the contact center industry.




What impact have "external events” even had on your company, and how have you adapted
your husiness, if at all?

Az with any industry, the fluctuation in the strength of the dollar has presented challenges to many
businesses over the past year. In addition, customer expectations are heightened by their attempts to
remain competitive and therefore demand more and more creative ways of expanding their business
opportunities. Fecently we have seen increasing requirements for international expansion in many
markets including Europe and Asia which is driving the need for high quality multilingual support. Ta meet
the needs of our clients and to pursue other opportunities, %AS has opened its first European location in
Milan, ltaly, with plans to continue growth internationally in the coming years.

About Nancy Lewis :

Mancy Lewis is the Executive %ice President of Client Serices for Yitual-Agent Services and is
respansible for all client relations. Mancy has been with %AS since its incaorparation in 1999 and led the
implementation of the qualty assurance program which has contnbuted to great success of the
arganization.

About Virtual-Agent Services :

“itual-Agent Services is a provider of contact center solutions for today's demanding customer care
industry. Providing a variety of support options including inbound sales and customer service, customer
account maintenance, credit management and reservations, “AS services a vanety of industries and
clients.
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