The Problem

Establish a Mow Market Presence thmugh a
Teleservices Srstr,:m

Far IMG DHRECT to apen a virtual bark operation in
Canada, & needed to build an effective call oerher
frem the pround up. Serving & the only point of
interaction for MG DRECT in Canada, the call canter
had to ereploy flexible fechnobzxey and allow for
ebarishe svstern growdh I order to defiver superior
custormer service 24 hours-a-day, 365 dags-a-year,
the new svsiem had to enable: complete data systemms
integration and provide phane, T, and future
Imtermet access. Because the Canadian marketplacs
was rinw for IMG DIRECT, a system that would
effectively and efficertly captre, track, and report
rmarketing data was required,

WG DIRECT Canoda is o subsidiony of Hollonds WG Group, ane of the farpest financial
stitutions v the workd, G THRECT, which .!'.n:g_'..'l :pi:crm{:}ns in 1997, s g wrtual, ar

bronchiess  efectromic bone bocated in loronito,

ING Direct

Industry Integration
Barking Telenharmy

Lusent PR ard ACD
Application Type IBM CallPath 4000
Irbrcsiined Tebosaranes and Diata
bales Cutbound Telesales Crache ROBMS

[BF REMACO0
Solution Size Fas Irtepraten

44 F'.g-.-.nrr.

The Solution

Complete Banking Services via a Yistonary Customer |nteraction Center

IMG CIRECT selected (M4 BDCE" technokegy, basig il decson on EDCE milegrated sofulion
and IM&  prosen expenerics, EDGE serwes as the core Ink bebween the banking systerms and
45 agerile manning the MG Cal Center. EDXGE rums on an IBM RSO0 cperating system with
a ZT gateseay bes the Lueert PR and 800

When a custorrer contact IMG DIRECT, ECIGE prompts the barking spitem mainframe to
presde riarmalon on aocounts, helory, seraces, #c Thes wirllesy m enlivedy gulcrrisbed; et
car open rew sccounts, conduct bankng rarsectoms, servioe eoshng accounts. (ke mgquines
fresm prosgective dients, and el pew servioes, e kars, Cperating m a 50% inbound,
0% cutbound enviromment, the agents e EDGE  preweyw diging capabiities to peform
aulbeurd belevaben functions, | addiion. ey errphopae al e call cenbar, fremm the
presdent on down 15 requrad o work the phomnes at least 4 hours g rmenth in order o

shan oy bk el Thee nesagds of e arbomer Sane

In its first year, ING DIRECT acquired over 100,000 new customers.




Solution Architecture
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The Benefits
Excellent Service Leads to Coast to Coast Sales
Although BNG DIREC] operat=s out of Untano with &= marketing =Hors foosed on
lomomio and Vanoouser, the Bank he srpoved enormows success aooss Canada, sxosscing

all of rx inha! frst year goa

< I the firse year of aperscians, NG DIRECT Canada recesved ever 51.3 billan [Caradian)
ar B850 millon (L5 in depasits aed acquired ever [00000 new customers

= EDGE capoures and reparts on each custemer canta, timing proagescs inta dienes and
enbancng custamer service. ERGE links these calk 1o spedlic advertiing media, plewing
PG DIRECT oo measure the elfficiency af varous afdvertising medinns

* Markerng deca caprured chrowgh ECGE revealed char 405 of ING DIRECT s cuspamens
wrre amained thecugh woard-ol-mouth recammendations, and that custamens cross all
aga, sex, and race demagraphics

= Tharks rg PG CIRECT s “hranchless” sans, cradivana! opeEraing expenses s lower
These cost savings are passed an o custemers o the farm of higher serest raves and
reduced barkeg leee. gwing ING DIRECT a competitive .a:1-.-.'-.-'||.a.ge

& Afrpr I3:|m:"un_g the call cercer and becaming more famiiar with aperanans. ING Dieeo
reduced averngs call rimaes by 35%, Eaving Lima and INETRES I SUSTOMaES SAri0es

= Because of FOWGE s fexible scriping capabiliies. trainieg tima for ING DIRECT mens was
recuged o one week
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