Product Brief

pliView Reporting, an enhancement to Avaya
ct Center Express, is a browser-based interface
vides easy-to-use reporting access to the contact
details stored in the Avaya Contact Center
Express database. SimpliView provides the Contact
Center management team with the ability to search for a
specific or a range of specific contact
records across all channels
supported by Avaya Contact Center
Express — voice, email, outbound,
chat — drill down to a specific contact
and/or print and email the results.
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@ Voice Queries
a@ Find a specific customer’s experience based upon ANI or CED
@ Find a specific agent’s handling of a call
@ Find excessive transfers, held calls, released calls, etc.
@ Email Real-Time, Email Summary & Email Distribution Queries
@ Email/Chat/Preview (outbound) Detail Search
a Drill down to view specific media content
@ View entire conversation thread
@ Full Text Indexing & Search
@ Based on Keywords in Email Subject Line, Body, From & To Address
@ Based on Keywords in Chat Conversation
@ Easy-to-use Browser-based Interface with Date Selection
@ Enhancement to CMS or BCMR - Uses CCE Database
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SimpliCTI Software Solutions, Inc., founded in 1996, delivers
ab out us unparalleled Customer Interaction software development and
integration, consulting services and innovative packaged software
solutions across all industries and client environments. SimpliCTI's
Interaction Management focus incorporates an intense commitment to
customer satisfaction and draws upon decades of solution

For more information contact:

Ellen Anderson — 480.664.9224 development and implementation experience to provide unequaled
Debbie Jones — 941.639.1246 expertise in the areas of Computer Telephony Integration (CTI), Email
sales@simplicti.com Response Management, Web Chat enablement, Reporting/Analytics,

and Voice Self Service Solutions.

Information in this document is subject to change without notice.

™ . - SimpliCTl assumes no responsibility for any errors that may appear in
Slmpl I(.T| this document.

March, 2009



