Interaction Center
for Credit Unions~

The credit union philosophy of “People helping people” is simple.
Members, directors, sponsors and communities helping one another in a cooperative
financial institution.

But people helping people requires glohal communications. And for credit unions with
distributed branch locations and limited budgets, that means an affordable, flexible
system made for IP telephony, SIP, and telephones that actually cut costs.

Interaction Center for Credit Unions™ drives global interactions for
dispersed credit union organizations from a single non-proprietary communications
platform—no proprietary multi-site “'multi-box’’ hardware to eat up valuable revenues
and make administration a logistical nightmare.

Powered by the open Interaction Center Platform® interaction processing technology

from Interactive Intelligence, Interaction Center (IC) for Credit Unions is a unified
communications system for every aspect of your credit union operations. Headquarters
and branches. Your contact center. Business users, agents, remote agents, mobile workers,
and every credit union member...as well as limited budgets.

Reduce Total Cost of Ownership
‘ ‘Interaction Center’s modular Replace costly legacy systems with a single regional IC server at each
software approach enabled us to branch and contact center, all administered at HQ. Reduce costs even
PP more with SIP-enahled IP telephony (voice over IP) and SIP-ready
phone devices from $50 USB phones to Polycom® VoIP phones to the
free soft phone in Microsoft® Windows® XP.

add more advanced applications
without undergoing the type of
major hardware upgrades we had Increase Productivity

grovf”] accustomed to with Speed the interaction process with ACD, desktop call controls, unified
traditional telecom systems. ’ ’ messaging, presence management, multimedia queuing and intelligent
routing. Extend many of the same features to mobile workers and
remote agents with the Virtual Office™ for notebook PCs.

Provide Superior Service & Increase Revenues

Offer the multi-channel options your members insist on—phone, fax,
e-mail, Web and wireless—plus enhanced IVR and online solutions
for self-service 24x7. Support CRM and OFX initiatives, “agentless”
outbound campaigns, post-call satisfaction surveys and member
analytics with the same platform.

Improve Communications Control

Globally deploy and administer applications from a single interface
at HQ. Record interactions. Monitor the IC for Credit Unions system,
users, agents and workgroups in real-time, backed by cradle-to-grave
reporting. Interface a Dataprobe switch card and redundant server
for disaster recovery, with E-911 configured from local carriers
and routed to the correct PSAP

—Angela Demmin, Call Center
Manager and Systems Administrator
Pacific NW Federal Credit Union

Comprehensive, flexihle, cost-effective.
Everything a credit union and its branch locations need to help people.
Interaction Center for Credit Unions.



ONE PLATFORM, GLOBAL COMMUNICATIONS

Interaction Center for Credit Unions aligns your credit union’s
business strategies and communications on a single platform that’s
as smart as it is powerful. But it’s also a flexible, non-proprietary
software solution that radically lowers the cost of communications
while providing everything a dispersed credit union organization
needs. Everything.

Connect HQ and Every Branch Location

Business continuity for credit unions requires an undivided
communications channel between headquarters, branches and
employees. The Interaction Center for Credit Unions connects
everything on a single integrated platform for:

¢ Distributed branch support via remote Interaction
Center (IC) server capability or IP networks
e Enterprise-wide PBX, IP-PBX call processing

e Interaction Client® desktop soft phone and
communications manager

e Interaction Attendant® to structure call 4

routing schedules, automate call answering i

processes, configure dial by name and
“navigational’”” menus, and more

e Seamless ACD and virtual queue hetween
locations; add the optional Interaction Director”
application for network-based pre- and post-call
routing

 Inherent IVR, fully programmable without adding another
“box” to the IC system

 Central administration for all locations, applications and
users from the base IC server and its single administrative
interface at headquarters

¢ Real-time presence management enterprise-wide

¢ Unified communications that combine unified messaging
(voice mail, e-mail and fax) with presence management
and other expanded features

¢ Built-in multi-lingual support for English, Spanish,
Japanese, and other languages

Integrate your Contact Center and CRM

Glohal communications means your call or contact center too.
Interaction Center for Credit Unions provides plenty of contact
center functionality to complement its ACD, IVR and call
processing capabilities.

e Inhound, outhound and hlended interactions
¢ Skills-based routing, plus priority and selective routing

e The Interaction Client to give agents and supervisors
the same desktop communications control as users at
HQ and the branch level

e CTI screen pop plus tight integration with CRM
applications: Jack Henry (Synapsys), Kirchman,
Siebel” and the new Microsoft® Business Solutions
CRM, among many
* Route member account records along with interactions;
screen pop member info to contact center agents as well
as branch employees

¢ Interaction Tracker integration to automatically
capture interactions and tie them to your member
tracking or CRM system
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Enhance Web and OFX Initiatives

“World Wide Web and Open Financial Exchange (0FX), meet
credit union members everywhere.” Interaction Center for Credit
Unions welcomes the Internet along with OFX functionality—meaning
you get to welcome more members by offering more convenience.

¢ A complete set of eServices capabhilities
e E-mail and Web self-service using e-FAQ®
¢ Hierarchical text chat and e-mail response management

e Secure Web collaboration, complete with Web page
browsing/page push

e Merge IVR and ACD data into HTML templates; also
merge data from databases and other IC system sources

¢ Online forms completion for loan applications and
other documents

¢ OFX integration that enables permissive online transactions
for financial services, bill presentation/payment and other
secured credit union services

Record Interactions

Member service training. Transaction confirmation. Analytics.
Interaction Center for Credit Unions offers basic call recording that
automatically generates a recorded audio file in .wav format, along
with Web chats recording that produces chat transcripts in e-mail
format. Or add the optional Interaction Recorder” application to
automatically record selected calls, as well as calls by workgroup.
Recorder even compresses recording files from 8K of storage per
second to 1K per second, allowing thousands of hours of recordings
to be stored on off-the-shelf hard disk drives.

Create and Manage Outhound Campaigns

Promote new services and drive membership in a call campaign
...with no agents? The Interaction Dialer” add-on application offers
outbound power, preview, and predictive dialing, plus call blending
capabilities, automated “agentless’”” campaigns, outbound IVR,
authoring tools for call-handling scripts, and comprehensive
campaign reporting and supervision.



Equip Remote Agents and Mohile Employees

A credit union’s success often depends on remote workers.
Interaction Center for Credit Unions lets remote agents,
work-at-home employees, and business travelers access corporate
communications and data systems from anywhere, at anytime.

e The Virtual Office™ for notebook PCs provides telephony
and call control; presence management; access to enterprise
directories; unified messaging requirements, “unavailable”
call processing; and Web-based access to corporate data
sources and CRM applications

¢ Follow-me/Forward messaging to forward calls and
messages, via the Virtual Office Communications Manager
as well as the Interaction Client desktop interface

A BETTER BoTtTOoM LINE

Global communications aren’t the only thing Interaction Center
for Credit Unions can do. Look what it does for a credit union’s
bottom line.

Reduce Total Cost of Ownership

Proprietary communications systems give you a PBX for calls,

a separate platform for voice mail, and still more systems and
servers for e-mail, Web functionality and faxing. And that’s just at
each branch. Interaction Center for Credit Unions instead gives you:

e A single open communications platform to replace
multi-site “multi-box” legacy systems with one regional
IC server per location
e Leverage IP telephony (voice over IP) via SIP for
least-cost routing between locations using the Internet
e Start with traditional TDM telephony, migrate to IP
via SIP at your own pace, and keep the same IC interfaces
and applications throughout
* Migrate from one switching platform to another
and maintain current applications

* Lower phone costs: support analog phone sets (fixed and
wireless), digital phones, and IP phones such as Polycom’s
VoIP phones, $50 USB phones, the free soft phone in
Windows XP, etc.
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To a credit union, time is money. What if you could trim up
to 16 seconds from every transaction by routing and screen
popping member data to the desktop? Integrate your choice

of popular CRM applications, including Microsoft CRM
(shown here), and those 16 seconds are money in reserve.

Imagine. A visitor on your Web site checks loan
rates two times in two weeks. You create an IC
interaction “handler”” to note the activity and
issue a pre-populated e-mail response and
contact info. Automatically. “We see you’ve

been checking our low interest loan rates.

My name is Mary Chandler, and I’ll be
glad to answer any questions you have.”

Increase Productivity

Simplify the interaction process and productivity goes up.
Simple equation, isn’t it? Interaction Center for Credit Unions
provides a consistent communications solution for HQ and all
branch locations.

e Integrated CRM to speed member transactions

» Total hranch employee utilization to handle phone requests,
faxes, e-mails, and Web interactions with external parties

¢ Minimal user training/retraining, since the IC system utilizes
standard telephones and intuitive point & click user interfaces

Attract and Retain Memhers with Superior Service
Credit unions consistently receive the highest ranking in
service satisfaction. So says a Gallup survey. Interaction
Center for Credit Unions not only lets you uphold such a ranking,
it lets you guarantee it.

o Offer multi-channel options for phone, fax, e-mail, Web
and wireless

o 24x7 self-service

¢ [VR that lets you create and customize bank by phone
and other self-service menus for your contact center
as well as branch locations

¢ Collaborative Web page browsing, including text chat,
Web callback and Web page push

e OFX-based online forms completion for loan applications
and other documents

¢ Proactive member contact using e-mail and the Web,
or Interaction Dialer® to build and manage outbound call
campaigns

* Post-call satisfaction surveys to invite member feedback
in automated format

* Member analytics management via an inherent member
database and history of each member’s interactions

Improve Communications Control

Efficiency, supervision and service go hand in hand.
Supervisors get plenty of tools to listen in on phone calls as well
as e-mails, text chats and collaboration sessions. They also get:

 Real-time monitoring using Supervisor monitoring
screens in the Interaction Client interface

¢ User-definahle alarms that alert supervisors when
important conditions occur

e Cradle-to-grave reporting streamlined by more
than 80 standard reports

¢ Enhanced interaction monitoring with the
add-on Interaction Supervisor™ application



GLoBAL APPLICATION DEPLOYMENT

Whether in one organization-wide deployment to all branches

or in regional packages, Interaction Center for Credit Unions

lets you write and deploy “in demand’ applications one time from
headquarters. Use the Interaction Designer graphical application
generator to develop new applications for branch as well as contact
center and HQ requirements, and still administer each one globally
from headquarters.

CENTRAL SYSTEM ADMINISTRATION

Interaction Center for Credit Unions also lets IT staff administer
the entire system from a single point at headquarters with the
Interaction Administrator” interface to configure lines, stations
and users for HQ as well as each branch and contact center.

By centralizing administration, IC for Credit Unions requires only
predictive maintenance at individual sites; maintenance alerts are
automatically channeled back to HQ. On-site also is break fix only,
allowing you to eliminate costly service contracts and streamline
moves, adds and changes between locations.

DisASTER RECOVERY, FAIL-OVER & SECURITY

With its regional server configuration, Interaction Center for
Credit Unions supports each on-site fault-tolerant IC server using
an interfaced Dataprobe switch card to detect that each machine

is up and running. This “system heartbeat’”” process enables
distributed credit union organizations to establish one redundant
server as a disaster site, and switch calls from HQ to a branch
office should a network ever fail. Added system reliability comes
from the fault-tolerant IC core server, with fail-over to analog lines,
and N+1 (for unified messaging).

Credit Unions also get the ability to configure E-911 service from
local carriers so that outbound calls are routed to the correct Public
Safety Answering Point (PSAP) based on appropriate direct inward
dial number.

For security, the IC system consolidates and securely process
transactions conducted via e-mails and Web chats, and securely
routes faxes via DNIS with faxes sent to a password protected
e-mail account.

SIP-ENABLED IP TELEPHONY (VOIP)

Using the international (IETF) SIP standard endorsed by Microsoft
and other leading software and telecom vendors, the open platform
architecture behind Interaction Center for Credit Unions lets
distributed credit union organizations centralize telecom servers
and provide every business unit with robust telephony options. They
also get cost-saving voice over IP (VoIP) features such as least-cost
routing and the real-time presence management status of every
employee-something Cisco and the “'skinny” protocol can’t do.

Since the spring of 2002, the Interaction Center Platform technology
has supported SIP-compatible IP telephony boards in the IC server,
providing a switching point for calls along with multimedia queuing
and interaction management for faxes, e-mails and Web events.

This means the IC for Credit Unions system can function as a total
standalone communications solution (talking SIP to your IP-enabled
carrier) or as a complete communications server in conjunction with
existing SIP gateways and proxy servers.

Should Cisco be your platform of choice, IC for Credit Unions can
seamlessly integrate into the Cisco® AVVID platform, adding robust
media-processing applications to switching capabilities provided in
the Cisco CallManager solution.

The SIP-ready IC for Credit Unions supports VoIP that ties
together distributed branch locations and cuts communications costs.

GLoBAL COMMUNICATIONS FOR CREDIT UNIONS

Interaction Center for Credit Unions represents the next generation
of communications and interaction management for distributed credit
union organizations. By aligning communications with your business
strategies, IC for Credit Unions outfits every branch, contact center

and employee in your operation from a single open software platform.

That not only reduces costs, it passes the savings on to every credit
union member.

ForR MoRE INFORMATION AND AVAILABILITY

For more Information on the Interaction Center for Credit Unions,
visit www.ININ.com or e-mail info@ININ.com.
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