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Key Trends

Multimedia/Social Media Contacts

*Facebook/Twitter Integration
*Expanded interaction channels: Email/Web Chat
*Outbound customer contact resurgent

Remote Agent

*Home based agents
*Flexible architecture

Informal Contact Centers

*Improved business process
*Access to experts

Self Service
36%

+Cost reduction / Improved efficiency

_ 21% 17%
UC Integration . . 6%
First contact resolution ._\
Improved access to experts voice email web online social
chat/IM FAQ

ContactCenteranalytics <Customer preferences in CC>

*Business Intelligence report and analysis * OVUM / 2012 Trends to Watch:
Contact Centers / 2011.12

MZA, 2012 .
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CCS Overview

= |PECS Contact Center Suite:

Ericsson-LG Enterprise’s multi-
channel IP Contact Center

solutions package best integrated
with IPECS Platforms

= Combining and applying customer
needs and market trends to iPECS
CCS

* Flexible modular architecture for
easy deployment and usage

«  Comprehensive all-in-one solution

* Multiple channels and media

including Social media for smart
customer service

© Ericsson-LG Enterprise Co., Ltd. 2014 | Internal | 2014.04.09 | Page6 /
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CCS DESK

CCS SMS

CCS RECORD
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CCS IVR
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Why iPECS CCS?

= Ericsson-LG Enterprise branded IP Contact Center Solution
« Seamless and tighter integration with iPECS-LIK & CM
« Constant development path for iPECS CCS by Ericsson-LG Enterprise
* Valuable packaging with other Ericsson-LG applications

= Best suite for small & medium-sized Contact Center
* Cost effective bundles for basic contact center with iPECS Platforms
« Easy installation and operation with intuitive and simple functions

=  Benefits of All Software solution
- Software based media processing through SIP
* No PSTN media interface card

= Next generation Single multi-media solution
«  Emall, Voice Malil, Fax, Web chat
« Social interface — Twitter, Facebook

* Multi-Media Outbound Tele-Marketing

ot —1
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CCS Package
Overview




IPECS CCS consists of basic packages and modularized options for
special functions.

= Basic package

CCS Q: Multi-channel Inbound CC
CCS Desk: Agent’'s Desktop Software
CCS Report : Monitoring and report

= Optional modules

© Ericsson-LG Enterprise Co., Ltd. 2014 | Internal | 2014.04.09 | Page9 /

CCS Call — Multi-Media Outbound CC

CCS Chat — Web chat & instant
messaging clients

CCS Social — Social Networking with
Twitter and Facebook

CCS IVR - Interactive Voice
Response

CCS Record — Voice Recording
CCS SMS — SMS Server

-

Basic Package

20T }" """"""" l’ """""""" = \'.: T
(W @  of
i CCS CALL CCS CHAT CCS SOCIAL
| N—y— —) — —p —
P — —_—
® | g
-- Dad !
CCS RECORD CCS SMS CCS IVR
H/_J
Optional Modules Y,
T —
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Basic Configuration

Single site, Single server

iPECS- CCS Server -

LIK/UCP/CM

-

( PSTN ;______

IP

* Provided by customers

| CCSQ | Microsoft CRM EAX
| ccspesk | Basic SQL Server* Server*  Server*
t | CCS Report | § g §
U ©0 S0

! TAPI J

HMP/SIP

J

Agent Supervisor

CCS Desk Client CCS Administrator Dashboard

Agent/Supervisor Phone: SLT/LDP/LIP

n P A— C A—
| | —— p—)
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CCS Desk

Powerful agent desktop user interface client to control telephony and
provide advanced service management and business efficiency with

CRM interface

= Easy and intuitive user interface
= Contact information screen pop up

= Asingle client to view and control
telephone, calendar, presence, 1M,
SMS/Text, contacts

= Dag and drop call control

= Built-in CRM integration interface or API
for 3rd party database/CRM

= View call and messaging history

© Ericsson-LG Enterprise Co., Ltd. 2014 | Internal | 2014.04.09 | Page 11/
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ccs oesk - g e
3 RN I S -
My Status }%me
o7 ;J:i‘n:kogga?n1oo-u~so act' @
? - GoldMine"Y
Active Call q t
4 frontrange
Ben Adams ALY
Fincom Qmmmmr
55539800 CRM
Geneva Conference
Talking Duration 00:00:09 saleslog'x
ﬁ srmPRO
m: Ben Aaams . *
3 Fincom
Q Chris Plumridge  Break (Priority Ta... ui Outlook.com
P Queues :
-

* Supported version of each CRM in backup
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http://www.goldmine.com/
http://www.salesforce.com/
http://www.iress.com.au/en.html

CCS Report

A business intelligent that deliver historic and real time information on
business communication, supporting better business analysis and
decision making

=  Web based tool
= SQL database* and reporting architecture

= Over 130 powerful reports for CC system
performance, service levels, grades of — . —
service and agent/team evaluation | TR iR

= Integration with CRM/DB

= Automatic scheduling of reports to print, |
email or file(CSV, PDF, Excel)

o)
s"“
| ] b

( A
iPECS CCSs Q CCS Report Server CCS Report Web @
TAPI Agent
¢ ¢
Campaign ODBC \Expon to
F document
Server y
\_One Server )
7 Adobe

* MS SQL 2008 Express (Free 10Gbyte available)

ot —1

Your Communications Solution

© Ericsson-LG Enterprise Co., Ltd. 2014 | Internal | 2014.04.09 | Page 12/


http://upload.wikimedia.org/wikipedia/commons/2/24/Adobe_PDF_Icon.svg
http://www.live-technician.com/images/stories/sites/ie.png

CCS Report Dashbt

= Business Intelligent Dashboard
« Dashboard and alert management
« User configurable

» Desktop or web browser based for
operation anywhere

* Figure, grid, bar, pie, speedo, real time
graphs

« Alert by sound, color and email

= QOthers

» Playback of optional CCS Record
* Budgeting & cost control management

© Ericsson-LG Enterprise Co., Ltd. 2014 | Internal | 2014.04.09 | Page 13/
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CCS Q

The core of affordable full IP Contact Center Suite for professional
customer service and inbound contact management & reporting.

CCs DESK

= Powerful ACD and Skills Based Routing with TN
variable announcement management options

= Unlimited queues (up to 9,999)

= Unlimited agents per queue

= Announcements & Hold music per queue
= Scheduling and overflow

= Remote & Multi-site support \ Coencet_ 2023
= Emergency mode | -

= Powerful CCS Add-ons

= Multi-media & Social Network options

$

{ ‘, Jack 9801
‘ Teling Duscn 000811 Busy Oslgcing

A Transferred from Juck ( 3877 )
(2} Conferenced Duration 00:15.17

Breaj ( Priority 1o /=

0 .
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CCS Q Add-On

CCS Q supports multi-media and Social Network options as well was
powerful optional Add-On modules.

h i ’/ : i ’/ : i
/"‘ /"‘
Web
aceboc Call-back el
i /

Tele:
I i
I

Service Sales & Service
callback in queue callback in queue gueue overflows
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CCS Q Add-On

Call-back in Queue

= When high abandoned rate due to long wait time or not enough agents

= Customers leave the call back information : return number, voice mail or
CLID(default)

= ACD/SKill based call routing to an available outbound agent with the same
position in the queue while the callers need no longer wait

= Advanced features are needed as like CLID indication, Speech recognition,
CCS IVR

/ Callto CC
1)

2)

a I
=\? Inbound
=V gueue
I/B agent
3y g
leave a VM or

—&— 5)
: =V'| cCall back <>
_ iy =v| queue
disconnect
O/B agent
\ y € %
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Press 9 to leave
a Call-back

3)
Enter Call-back no.,
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CCS Q Add-On

Web Call Back

= Leave the customer information via web site to call back
= Left information is saved in Database server(SQL DB).
= IPECS CCS Q will find a new web-callback and assign to available agent.

= SQL DB Items : ID, Source, StartTime, QueuelD, Notes, Type, Status,
Phone, Name, Company

= Agent can see the previous web page that the customer visited.

Web Server CCS Server CCS_,_Agent
g @ e = (5]
ﬁ I_ i WWwW — gateway
— CCsSQ
» Customer must develop integration between website
and CCS Desk Web Gateway Database
« HTML source code is provided Server

n P A— C A—
| | —— p—)
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CCS Q Add-On

E-mail, Fax and Voice Mall

~

= |PECS CCS Q handle inbound External mail server @ E-mail
. .. . . or Fax Server or Fax
multi-media including e-mail, / <
Fax and Voice Mail as like L 1. A new e-mail arrives into an inbox that
. . is being monitored by CCS Q
voice calls in queues and route 3
to the beSt available agent 2. CCS Q creates exact copies of any new e-
. . n':;?f:;'rcger mails to be queued. The original messages
u CCS Q retrieve the ma”(make r are marked as read and can be kept/deleted.
copies) from the e-mail server cante i

the 11

and forwards it to outgoing same | [cosq |
server to available agent. %

_ _ _ _ & CCS Server
. Agent WI” receive the mall Wlth g 3. The e-mails are forwarded to
¥

eaCh message ‘ the next available agent’s inbox.
Outgoing
mail server \
Available

Agents
\ ) /

* Requires Fax server that converts incoming fax to mail
u A— A—
Tt —

Your Communications Solution

© Ericsson-LG Enterprise Co., Ltd. 2014 | Internal | 2014.04.09 | Page 18/



CCS Q Add-On

E-mail, Fax and Voice Mall

= Supported inbound Email Server protocols:
* IMAP
* Microsoft Exchange (2007/2010/Online Web Services)

= Additional CCS Requirements:
« Agents must have their own email address and email client application.
« CCS Desk agents must be configured with the correct email addresses.
« SMTP Server available to forward the email to agents.
« SMTP Server must accept basic text authentication.

("ccs Q Email Notification =)
CCS DESK

E .- E o _,.!:! - e-MaiFrom Farley
My Status

Subject: testing for CCS Q

:-._i' Jack 9801 Queve:  Sales
—— Busy Email completion: [ |

M0058 Q

ot —1
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CCS




CCS Chat

CCS Chat provide customers with the superlative service by enabling
Instant Message and Web Chat Instant Messaging and link your
website to your sales and support team.

= Multi-media queue supported with CCS Q
= Similar lookup with messenger

= Needed lIS(Internet Information Service)
= Greeting message limit: Max 100 characters T L ——

silable representa

= Can be integrated with other CRM. Y

My Status

= Transfer current chat request to others

CCS Chat receives Communicates to \
chat request find an agent

OE0% 32 S

Web Server CCS Chat
CCS Server -
Web chat session e\ CCS IQ EIOtlfles t?e
is established a available agen

CCS Agent
|5=C=

—
Your Communications Solution

\ * HTML source code is provided
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CCS Social

Social Media contact center integration: Facebook and Twitter

= Enable contact management for Twitter users
via Call back and Facebook

= Get real-time Social Media marketing statistics
and trends when measuring your Twitter and
Facebook response

= Skills-Based Routing for all social Media
requests or posts

= Conditions
* Agent should have its email address and it should

. . .. . 2o %)
be configured in CCS DESK administration. 9801 - ;
acl i
« Separated window service is operated to support B
TWitter ] Ben Adams » 4_
Fincom b7 sesmaas -
+  Mail Server: IMAP(In)/SMTP(Out) SoenCoencs 2
gm:\‘ E}ienoA'zams |

Lled
@ chris Pumridge Break (Priority Ta... ||
P Queues Fe:

| »

n P A— C A—
| | —— p—)
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CCS Social

Twitter

CCS DESK

v BEL 0 * X
=  Twitter Call-Back management ;‘ifi‘uiii‘i‘
« Twitter call back request is supported by CCS Q
Agent -
* Proper Tag should be used for call back: “Call!” coneein Twitter Callback
*  The full message sent by twitter user is displayed Nomber - 0421478654

on agent CCS Desk

e e sy
* Must have Twitter account and authorize CCS -
Callback application to access the account
| B | W Twmer
é ——% Callback —%
\ ,v o g Saervitce

CCS Agent

1. A new mentions the 2. The Twitter call back service
Twitter account that is pulls the tweet and creates a

monitored by CCS Q callback request for CCS Q as
per Web Call-back

3. CCS Q forwards the call-back
request to the available agent

Database . a—
Server Tt —

. . Your Communications Solution
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CCS Social

Facebook

= Facebook Call-Back management

« Facebook integration is as per Inbound Email Queue Management.
- Agent must be allowed to reply Facebook email on behalf of the registered

user.
1. A Wall Post/ Comment/ etc. is 2. Facebook sends Mail 4. The next available agent receives
made on the Facebook account or notification via e-mail  Server  the Facebook notification email and is

page that is monitored by CCS Q able to reply to that message to post

ﬁi’@l’ ¥ °

CCS Agent
3. E-mail is received into the inbox e - — )

. . CCS Q Email Notification CCS DESK
monitored by CCS Q. As per Email : BLh® ® %
gueuing, CCSQ forwards the email £-mai From: Facebook My Status
message to the available agent subict: - Chrisposted on yourWall. ;. Jack 9801

CCS Q = Busy Emsail

Queve: FacebookDemoQ

Completion: d
- 10 Dollars

CCS Server

MO056

n A— A
r=C=s
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CCS Call

CCS Call is the IP multi-media outbound contact center solution to
provides affordable professional telemarketing & outbound
management with reporting solutions for all business.

= Load campaign data from ODBC or directly from selected CRMs
= Skills Based Routing
= Unlimited campaigns

= Unlimited queues (up to 9999)
= Unlimited agents per queue
= Completion Codes -

= Automatic and scheduled retry
= Campaign expiry date and scheduling t ,,
= Built-in CRM integration for list retrieval
= Historical reporting & Dashboard

y

ot —1

Your Communications Solution

© Ericsson-LG Enterprise Co., Ltd. 2014 | Internal | 2014.04.09 | Page 25/



CCS Call

= IPECS CCS offers a variety of selection for
campaign modes

Preview (single dial or multi-call mode) mode
Progressive mode

Pre-emptive mode

OutCall mode

Adaptive & fixed anticipation thresholds

= Reporting with CCS Report

Agent Productivity, Campaign Performance,
Disposition Codes, etc

Historical & Real-time

On-demand or Scheduled Delivery
Business Intelligence Dashboard

CCS Report API for integration with CRM

© Ericsson-LG Enterprise Co., Ltd. 2014 | Internal | 2014.04.09 | Page 26 /
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e - 12082011 10 smBE1 Creation Date 7032011

AAAAA
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CCS Call

= |PECS CCS Call with CCS Q

H H ( {8} CCS DESK Manager (Administrator] @E‘gw
«  Seamless blending between inbound & =
outbound M
. &N Galback
* No need a separate set of agents for inbound &
tbound QR o e it i kit
outboun "

- No need to log out from CCS Q queues to work I
on CCS Call campaigns.

« HMP ports can be shared between CCS Q and
CCsS Call.

=
-
o

= Screen
«  Campaign & agent monitoring for supervisor
- After Call: agent must choose completion code

* CRM screen pop when CCS Call Outbound :
Campaign call is assigned to agent. Button to £ = = = =R
dial the number is available =

n P A— C A—
| | —— p—)
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CCS IVR

= Intelligent IVR(Interactive Voice Response) and work flow design
-« Offer your customers automated self-services without operator involvement
« Taking care of transactions and services without personal interaction.
» Customer DB or CRM integration, SQL Database architecture

= |[PECS CCS IVR with IPECS CCS Q
+ CCS Q and CCS IVR can seamlessly blend together
* HMP ports can be shared between CCS Q and CCS IVR
- Send acall from CCS IVR to CCS Q
- Customer identification
- Account verification
* Send a call from CCS Q to CCS IVR
- Payment
- Customer survey

ot —1
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CCS IVR

= CCS IVR Script Designer
» Scenario using scripts based IVR
» Drag & Drop supported
« Easy to understand with ICON

« Say, Ask number, Record, Make / Hang up call, DB integration, Email, Timer
control, Integrated with CCS Q, control payment and ETC.

[ )
@ Say @ Emal T Make New Call
[
& Record ‘ Jump Script [ﬂ Database Result
v . With Ro
@ Ask Number Q Timer Stops rw ! W
_ Multi Ste
if? |F expression G:Ea ~ Timer Starts Launcheli')
mY] Assign Variable Transfer to
<Scri ' >
_ Script Designer Icons Sample )

———
Your Communications Solution
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CCS Record

Voice recording module

| iPECS-LIK/CM * CCS Report
I NIC Server

' CCS Q Server

T
)
—
pd
I
I
I
I
i
I
I
I
W il

I
- Trunk Recording | I One Server
- BRI/ PRI I | CCS Record
3 \ Server
XU E ==
IP :
SIP Trunk switch| |switchf= == == ==

Ethernet switch with mirroring

= MP3 or Wav format
=  Business Rules Processing & File Naming !

= BRI, PRI and SIP Trunk Recording IP phone CCS Desk
= Record all or Record on Demand |

) . CCS Agent A
= Playback viaCCS Report ~ TToomommmmmmomoees
=  Encrypted recording (3DES)
= Export to WMA format
=  Virtual Server is not supported

Tl —
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licenses

-

* H/W will be sent by C.0.D.(Cash On Delivery). CCS Report (Standalone) \
CCS Report
Additional Report User license
Additional Extension (100, 1000)

*Additional Dashboard
*Extra Site License

Package upgrade

5 - 10,20,30,50,75,100
10 > 20,30,50,75,100
20 - 30,50,75,100

30 > 50,75,100

50 > 75,100

75 > 100

Package add on 2
(Callback, Email, VM,
Fax, Social Network)

(2,4,8,12,16)

CCS Record(Analog)
CCS Record(BRI)
CCS Record(PRI)

(4,8,12,16,24,30,40,50,60,90,
120,150,180,200,240)
CCS Record(VolP)

(8,12,16,24,30,40,50,60,90

,120,150,180,200,240)
CCs Call
(basic, ultimate)
CCS Chat
CCS IVR

Package add on 1
(Desk, HMP,
Dashboard, Extra site)

Basic package
(CCS Desk, CCS Report, Dashboard,

\ (5,10,20,30,50,75,100) /

10% software maintenance fee will be charged by sales item.

n P A— C A—
| | —— p—)
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CCS Licensing Process

= Distributors should prepare three license for the CCS installation on their customer
site
« CCS package code by email from ELG AM
*  HMP license and link by email from ELG AM
« CCS license for TAPI and 4/12 SIP Extension from license portal

LIK/UCP/CM
6.1 install CCS license ﬂ
0. define configuration 6.2. install package code and HMP
with CCS Configurator
CCS Server
Customer Distributor 5. Get CCS license with
Software serial number (LIK/UCP) or System ID(CM)

. . System Model Name
1. Send email to AM with 4. Send package code & HMP
Regular PO including CCS LIK LIK 50/100/ LIK-CC-TS4
Configuration 300/600/1200 LIK-CC-TS12
ucp UCP 100 UCP100-CC-TS4
UCP100-CC-TS12
Ericsson-LG UCP 600 UCP600-CC-TS4
3. Return package code & HMP UCP600-CC-TS12
AM license UCP 2400 UCP2400-CC-TS4
UCP2400-CC-TS12

cM CM 5.0/5.5 CML-CCS
- option 2 (TAPI & 4 [PEXT)
- option 3 (TAPI & 12 IPEXT)

License
Portal

| License
| Server

2. Request CCS license

n P A— C A—
| | —— p—)
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Licenses installation

Customer Site

_____________

dditional 1
P License A

_ CCS license for call server

-  License download from Global Partner Site
- TAPI enable and default SIP Extensions(4/12)

« CCS license for CCS Server License Example in LIK:
. _ ackage code by email from regional ELG AM
- E|MP I?c ense y g System License* : d6d55b6f79534aa9

Package Code : XB8LTBX67I
HMP License : 118943

Need more HMP License?
. Purchase additional HMP license * |In case of CM/UCP, License File is released
* Need to purchase additional SIP extension together

Need additional option modules?
* Re-licensing process with CD key

n P A— C A—
| | —— p—)
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CCS Record H/W ¢

BRI/PRI recording has its own H/W device to capture the voice data

The price of BRI/PRI recording license includes the price of H/W
device.

Address to be delivered should be given to regional AM with product
order

It takes within 2 weeks by DHL to be delivered

Recording

Type

Device No H/W

ot —1
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CCS Configurator

= |nitial configuration for the adoption of CCS

= Download from Global Partner Web
* Global Partner Web - library - iPECS CCS - Marketing Materials

 Which iPECE Call Server do you went o use?

nt to use?

any Dashboard do yo

CO do you want to use?
‘Specify the number of ISON BRI channel for Recording|

want to use Mail (E-Mai

vant to use Mobile SMS Queuing?

any CCS Agent wanis to use Web Chat ?

Outbound Telemarking To

© Ericsson-LG Enterprise Co., Ltd. 2014 | Internal |

Licensing for both of CCS and Call server
Easy and intuitive usage
Automatic error indication by internal constraint condition
Price setup by the distributor or dealer

category PDM code Urit Price | Quantity Amount
N 0.0 000 UsD
s’m;‘j;‘”& TEWAR0EESOL 0.00 om| UsD
TSWAS042401 1.00 000 UsD
— TSWABO32201 0.00 000 usD
T TEWAB032401 0.00) 000 USD
TSWASOETS0L 1.00 000 _USD
— TSWASOSTIOL 0.00) 000 UsD
Tr TSWABOSTI0Z 0.00) 000 USD
TSWAS0S4001 1.00 000 USD
0240 P — TSWAS100301 0.00] 000 USD
0~32 e TSWASL0080Z 0.00) 000 usD
0~240 TOWABCETE0L 100 000 UsD
0240 Tystem Leznse 0.0 000 UsD
0240 o0 ToWASCEZ0L .00 000 USD
0~240 TEWAS044201 .30 000 USD
TEWAS044301 [ 000 USD
TeWas 1% 000 usD
€Cs Package TEWAS0A4501 1.30) 0.00] USD
TEWASOHEOL K 000 UsSD
TEWASOHTOL 1 EI 000 USD
TSWAS0%301 [ 000 USD
TEWASLOLI0L w.ﬂ 000 usD
TEWAB0360L [ 000 USD

€CS Pac Addan

TEWAS0350L [E3 000 USD
TEWASOH450L 1.3£| 000[ UsD
TEWAS0ST101 T30 000] USD:

©LS Record BRI Trunk

CC-REC-816

g and Traffic Report Configura

CCS Record PRI Trunk

2014.04. 09

CoRECPE

CoREC-P12

many

Dashboard do you

many PBX are conneded to the Report Server?

Page 36 /

Wodel Name PDM code | Unit Price | Quantity Amourt
RS EE .30 usD
CC-A-RERD TSWAS0S0201 1.0 usD
=8 TOWA044501 1.30) usD
CCAREPEH TOWASOS040L w.aﬁ usD
CCARErES ToWAS053E0L 130 UsD
T AREP NS TOWASIOL30L 1.3 usD
CC-ARERL TOWAS0S0EDL 130) UsD

Tatal Amount| 080 UsD

ot —1
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Recommended H/W

= CCS Package

CCS Package Recommended Hardware
Up to 15 CCS Agents Up to 30 CCS Agents | Up to 50 CCS Agents with |Up to 50 CCS Agents with|More than 50 CCS Agents

Install Scope |with 100 Calls Maximum | with 300 Calls Maximum | 600 Calls Maximum Per | 1000 Calls Maximum Per [ with more than 1000
Per Day Per Day Day Day Calls Per Day
Dedicated CCS
Server Required Yes Yes Yes Yes Yes
Dedicated SQL
Server Required No No No Yes Yes
\Ff:)r'st:izllzerver Yes Yes Yes Yes Yes
Operatin i i
S;stem 9 V\\j\'/?:gc\xigszszissz)%%akgr Windows Server 2008 R2 | Windows Server 2008 R2 Windows Server 2008 | Windows Server 2008 R2
(32bit or 64bit) (32bit or 64bit) (32bit or 64bit) R2(64bit) (64bit)
Minimum CPU 13 2120 3.3Ghz 13 2120 3.3Ghz 13 2120 3.3Ghz 13 2120 3.3Ghz 13 2120 3.3Ghz
RAM
Requirement 4GB 4GB 4GB 6 GB 8 GB
Hard Drive
Space Required 40 GB 40 GB 40 GB 100 GB 200 GB
USB Ports
Needed 0 0 0 0 0
Additional Requirements:

1. lISinstalled with every features enabled

2. SMTP Server for report delivery via email

3. SMDR enabled on the PBX

4.  Server must be compatible with PABX TSP software

mr=0=s
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Recommended H/W

CCS Report

Install Scope

Up to 100 Calls Per Day |Up to 500 Calls Per Day

Up to 1000 Calls Per Day

More than 1000 Calls per
day

Dedicated CCS

Possible

Server Required Yes Yes Yes Yes
Dedicated SQL

Server Required No No Yes Yes
Virtual Server Ves Ves Ves Vs

Windows 7 Professional
or Windows Server 2008
R2

Operating System Windows 7 Professional or

Windows Server 2008 R2

Windows 7 Professional or
Windows Server 2008 R2

Windows 7 Professional or
Windows Server 2008 R2

Minimum CPU 13 2120 3.3Ghz 13 2120 3.3Ghz 13 2120 3.3Ghz 13 2120 3.3Ghz
RAM Requirement 4GB 4GB 6 GB 8 GB
:ard.D”"e Space 40 GB 40 GB 100 GB 200 GB
equired

USB Ports Needed 0 0 0 0
Additional Requirements:

1. 1S installed with every features enabled

2. SMTP Server for report delivery via email

3. SMDR enabled on the PBX
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Basic Package Deployme

Network Diagram

LIK/CM
CCS Server

wi i
O\
&

CCS Admin. CCS Dash board

CCS Desk Agent

License
LIK-CC-TS4 CCS License for LIK
CCS-PAC-5 CCS Package 5 users
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IPECS CCS with CCS Rec

Network Diagram

CCS Recording
Server

‘ LIK/CM
CCS Server

-

CCS Dash board

CCS Admin. CCS Desk Agent

C

&

T N\

N——

License
LIK-CC-TS4 CCS License for LIK
CCS-PAC-20 CCS Package 20 users
CC-REC-P12 Device included
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Renewal of Software A

= Start of warranty
+ Installation of CCS with package code
= Software assurance contract with customer after 1 year warranty
« Software assurance expiration notification from Ericsson-LG one month before the
expiration
+ Maintenance items with 10% price of each sales items in iPECS CCS ordering table
* Should order maintenance items of all purchased items
=  Warranty of added license in the middle of warranty is expired with existing license
= ELG releases the document with explicit assurance duration.
= Upgrade during warranty does not make warranty be prolonged.

Start of warranty Start of maintenance renewal Another maintenance renewal

y 2 X 2 X 4
> e Y 7

Renewal notice to distributor ~ Problems without 1year
(2 month before expitation) maintenance contract

Package code - 30% of total purchase

Purchased licenses - 1 year maintenance

Renewal start/end dates

Upgrade & Add new license

n P A— C A—
| | —— p—)
Your Communications Solution

© Ericsson-LG Enterprise Co., Ltd. 2014 | Internal | 2014.04.09 | Page43/






Support Strategy

Critical

Hardware
failure

Software Issue

Database

management

Anti-Virus TSP/TAPI
software

Server
Performance

PABX
Configuration

Under or

wrongly sold error

Other
applications

Cabling

Reporting

Not
critical

Environment

Issues

Administrator

Capacity

Installer error

Easy to solve

Vv

Difficult to solve
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Technical Support

« Tier 1, 2 technical service
- 1sttier : local emergency consulting and quick
treatment
- 2ndtier : site visit and admin support

Support

* Technical support through IR
- Register in the Ericsson-LG’s IR system

Dl Str | b U tO I’S - 2 dedicated technician

*  Configuration Wizard
IR - Easy installation and configuration
* Training
- Basic technical training before launching
- 1 regular technical training after launching
- Product information
- Use case
. Documents
- Product introduction
- Manuals
- Data sheets

n P A— C A—
| | —— p—)
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Supported CRM versio

o CRM Dynamic CRM 4/2011/2013
4 m;‘. )ﬁm - Salesforcg.com 4_
S’ (Desktop integration)
act! ACT! 2013

GoldMine™” GoldMine 9.0

Jrontronge HEAT 4

P maximizer Maximizer Enterprise 11

saleslog/x SalesLogix 8.0

SimPro
[ Xplan

B4 Outlook.com Any version of MS Outlook
Any ODBC datasource
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iPECS is an Ericsson-LG brand
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