Published 3/3/20110

IN THIS ISSUE

FEATURED PRODUCT OF THE MONTH::
TECH TIP OF THE MONTH pg2

ON THE HORIZON Pg 2

FEBRUARY IN REVIEW Pg2

CURRENT INCENTIVES Pg3

UPCOMING EVENTS Pg3

EMPLOYEE SPOTLIGHT Pg3

CUSTOMER
SATISFACTION SURVEY

Customer care is the only sustainable

competitive advantage.
Are you exceeding your customer’s
expectations?

Think about this...
Is your organization customer centric?

Do your company procedures and policies result in a
satisfied customer?

For years, customers have been receiving
satisfaction surveys via mail, sometimes hours or
even days after the service was provided. Think
about it, how many times have you been asked to
log in to a website or call an 800 number to give
your feedback after going to a retail shop or
restaurant? How many times did you actually do it?

Now, with CXM'’s Satisfaction Survey system, your
customers can give you feedback immediately
following their conversation with your agent. CXM
Survey closes the perception gap by linking the
survey process to the agent-customer interaction.
Customer participation in the Survey is quick and
simple. Prerecorded survey questions provided to
them at the conclusion of their call.
Example Qs :
- Onascale of 1to 10 (10 being the highest),
how would you rate your experience with
OUR Company today?
Yes or no, were we able to help you today?
Yes or no, will you use our service again?

CUSTOMER SATISFACTION SURVEY pg 1

This valuable information is linked to the preceding
agent-customer recorded call within the CXM user
interface. This allows the supervisor to get the
FULL picture. Did the agent follow proper
procedures? Did the established procedures result
in a satisfied customer experience?

Your supervisors may be grading the agents’ calls
and giving the agents feedback based on these
grades, but without the customer’s perception of the
agent’s performance, the effectiveness of the grades
is greatly reduced.

There are companies that you can hire that will
conduct the surveys for you. But again, rarely is the
customer’s immediate feedback available and these
companies charge costly fees for their services

With the CXM Satisfaction Survey — you own it. You
can make as many changes to the survey and have
as many surveys as you want. You also have the
results located with the actual customer experience
(the recorded call).

If you want to find out if your customers are truly
satisfied, consider the CXM Survey system.

For more info call your CXM Authorized Dealer.
Co-nexus, Inc. (866) 400-4CXM (4296)
WWW.4cxm.(_:_om_ o
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FEBRUARY IN REVIEW

CXM hosted its first information webinar on data
management and PCl compliance. This webinar
touched on securing the recorded data as well as
archiving it to a permanent location. If you would
like a copy of the presentation or would like to
discuss this information in more detail, simply
respond to the newsletter email.

The CXM sales team was able to attend the NACR
Partner Showcase in Las Vegas. It was a pleasure
to demonstrate our CXM solution to the NACR
Account Executives in attendance. NACR is a CXM
Authorized Distributor and an Avaya Platinum
Business Partner. The event was held at the MGM
Hotel and Casino. One of our reps hit it bit playing
the infamous “Wheel of Fortune” slot machine.

ON THE HORIZON

Our research and development team are
constantly plugging away, writing code and
creating integrations to enhance the CXM
name. Many projects originate from ideas
submitted by our clients. Here are a few
projects on the horizon.

CXM 4.5 for Intertel

CXM 4.5 for Cisco

CXM 4.5 for NEC

APRIL WEBINAR:: Customer Satisfaction Surveys

TECH TIP

Do you know which files and hard drives
should be backed up on your system?

Call the CXM Support team (866)400-4CXM to
have a free system analysis where we will identify
for you which drives you should be backing up or
imaging.

Are you backing up your database?

Customers should make sure they are backing up
their SQL database for CXM as part of their back
up regimen and disaster recovery plan. In most
cases, this database is named “CXM4". It is also
wise to set up a scheduled task that backs up the
SQL database periodically, either daily or
weekly. It also wise to set up a process to
automatically delete old backups or move them
off the CXM server to a network storage location.

Do you have your CXM Alerts set up?

Many customers forget to update the email
addresses for CXM Alert notifications. CXM
sends automatic email alerts in the event a
network interruption or other problem and may
affect CXM recording capabilities. Missed days
of recordings could be easily prevented by
keeping your CXM Alerts page up to date. In
your CXM system go to System -> Status
Monitor to check your settings and make sure
the CXM Machine Monitor and CXM System
Monitor services are running. Call CXM Support
at (866)400-4CXM to schedule a free test of your
system alerts today.

Made any changes to your phone system or
email server lately?

Make sure your CXM system is up to date so you
are not missing recordings or missing out on
functionality.
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CURRENT INCENTIVES

Do you love your CXM solution? Then recommend
it to someone in the market for a new recording and
quality monitoring solution. Tell that certain
someone to contact your Account Executive. You'll
be eligible for a referral bonus with they purchase a
CXM Recording and Quality Monitoring solution.

Looking to add Performance Evaluation, Coaching,
Screen Capture or Survey? Are you currently under
maintenance? Your Co-nexus Account Executive is
authorized to double your 15% discount if you order
the selected CXM components by April 30, 2010!

WORDS OF WISDOM

UPCOMING EVENTS

AVAYA 2010 INNUA Conference / Denver, CO
April 18™-21% 2010.

A tremendous resource for AVAYA and Nortel
Users to gain insight on products and business
practices.

NEWSLETTER SUBMISSIONS

Looking for something special in next month’s
newsletter? Perhaps an answer to a technical
question, or a quote or better yet, a tip you would
like to pass along?

Email them to: Jamie.Campbell@4cxm.com

EMPLOYEE SPOTLIGHT: TOM NGO, CXM Project
Manager, has worked for Co-nexus for 7 years (2003).
Tom manages up to 6 CXM implementations per month
and has managed over 250 while at Co-nexus. Tom is a
huge credit to our success!

EMPLOYEE SPOTLIGHT: DAVID SMITH, CXM
DIRECTOR OF SUPPORT, has worked for Co-
nexus since 2007. In addition to managing the
help desk, supporting customers, David has
either refreshed or created nearly every CXM
user guide available. Furthermore, he s
responsible for testing each release of our CXM
Solution before it is made available to the
public. Prior to joining Co-nexus, David
supported and installed CXM for 7 years while
with one of our authorized distributors. He has
an extensive 22 year history in electronics and
telecommunications and is a valued asset here
at Co-nexus.




