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CRM — Need & Architecture

« To service a call, Intellicom operators had to navigate between various screens within
different applications, leading to high call handle time and below average service levels.

e Intellicom conceptualized & offered their IT services to build, maintain and host a unified
CRM system, available at multiple client sites as well as Intellicom, linked to a centralized
database.

e This centralized database would be fed multiple updates daily from the various other
applications that impacted customer interfacing at any level. This application would maintain a
history of all calls received from a customer and any transactions carried out with the
customer (Order, Repair, and Refund etc.).

« Over a period of 3 months the CRM was created, a beta version tested & the live application
launched.

* The centralized database is synchronized (mirrored) with parallel application hosted at Client
site in Montreal every 2 minutes automatically.



CRM — Results & Value-add

The CRM helped us achieve the following results:

* Reduced Avg. Handling Time

* Increased Customer Service Levels

o Customer History Maintained

» Extensive reporting capabilities on individual product performances, which helps Client in
Product Development & design / production troubleshooting.

With a recent product upgrade, Intellicom has also built in the functionality of sending
automated emails to customers whenever a transaction is completed successfully like
orders being shipped. This feature is also used for proactive up sell by sending email
reminders about due date of replacing consumable parts.

Contact us for an online demo of this application.



CRM — Some Screens..



» This screen pops
up on the agent
desk top with an in-
bound call.
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» Multiple
parameters can be
used to search.
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» All customers
matching the data
are shown by the
search.
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Customer Search Results
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e Main customer
menu.
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 This screen

displays all the
information that is
relevant to any

particular
transaction.
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* This screen
displays log of all
activities carried out
on a particular item
of a transaction.
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Item Transaction Details

| Transaction Id TranDs:‘::lon Model / Part No. Drescription Quantity Extension | Ship Date
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* Troubleshooting
FAQs are available
for all product
models online.

e Product manuals
are attached in this
screen.

Troubleshooting FAQ

2 Europro : Troubleshooting - Microsoft Internet Explorer
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Troubleshooting for Model/Part No. :GI490

Frequenty Asked Questons

Shark Electronic Iron - Can vinegar be poured into the water reservoir to clean the interior of the iron?
wpplicable on GI490 -- Do not atternpt to cdean the water reservoir with any cleaning product or solution other than clean tap water or
diztilled or demineralized water,

Shark Electonic Iron - Can I leave the water in the iron untl its next use?
pplicable on GI490 -- It is very irmportant that you ernpty the water after 2ach uze to reduce the likelihood of mineral deposits fram
orming., ©nce the unit has cooled down, empty the water before storing.

Shark Electronic Iron - My unit is not producing steam, what am I doing wrong?
pplicable on GI490 -- Add water to your tank if your water level is low ar ermnpty, Make sure that the termmperature setting is correctly
set, Make sure the unit has reached the selected termperature by confirming that the pilot light has gone “off”,

Shark Electonic Iron - How do I know when the iron is ready to use?
pplicable on GI490 -- Place the iron in its heel on a stable protected surface and allow the iran to heat for approxirnately two (2]
rrinutes or until the ternperature zettings on the right side of the LED display panel have stopped flashing.

Shark Electronic Iron - Can the iron be used without water or for "DRY " ironing?
pplicable on GI490 -- Yes, Set the Temperature Control Dial to desired temperature setting and place the unit on its heel on a stable
protected surface, When the iron has reached the desired temperature, the pilot light will go off,

Shark Electronic Iron - I have tried to clean the soleplate of the iron with warm water and soap with no success. Are there any other
uggestons?

pplicable om GI490 -- Lubricate a Q-Tip or cottan ball lightly with a srmall armcunt of vegetable oil and rub away at the stains gently,
Clean soleplate with warm water and soap solution with a sponge. Dry thoroughly with a dry cloth ar paper towel. For maore stubborn
stainz, a hot surface ceaner iz available at any local hardware store or consult with a local fabric store for similar products,

Shark Electronic Iron - The soleplate of the iron is dirty. How do I clean it?
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