


ShoreTel RightNow™ CRM Integration

RightNow CRM represents a practice area specialty for ShoreTel Professional Services:
We have delivered RightNow CRM-based integration solutions in the past and can
leverage that experience to provide economical solutions going forward. New customer
requests will be treated as custom projects requiring some basic discovery and a
statement of work. The goal will be to leverage existing software to the largest extent
possible, thereby containing costs.

Overview
e Desktop client application to automate RightNowTM CRM screen displays
e Software accepts call parameters and triggers RightNowTM CRM behavior accordingly
® Examples:
- Trigger RightNowTM CRM incident screens based on ID entered by caller
- Trigger contact screen display based on caller ID
- Create a new incident based on IVR-entered parameters such as product model
number
e Customizable to align with specific customer call flows and RightNow TM
implementations
e Software only Application loaded on user desktop computers

Benefits

e Increases agent productivity be automating routine tasks

* A natural extension for customers who have deployed RightNowTM CRM

e Flexible settings: Inbound/Outbound, Internal/External, On Answer/On Appearance

¢ Choice of automatic or user-initiatied pop

® Can be paired with ShoreTel AppDialer to provide outbound click to dial from
RightNowTM CRM

Target Customers
e Any customer running RightNowTM CRM
* May apply to Sales, Support, or Manufacturing Logistics functions
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ShoreTel Salesforce.com™ Call Center Adapter
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Overview

* Improve workflow by associating salesforce.com records with a call, add comments to
user records then transfer call or conference with another agent

» Customize salesforce.com screen layout for preferences and workflow

® Enjoy call control features embedded within Salesforce.com application

® Monitor and adjust workgroup agent status

e | everage rich reports that merge call acitvities with customer data

Benefits

e Handle all communications functions from a single application

e Use the convergence of voice and data to enhance productivity, shorten response
times, improve operations and increase customer loyalty

* Manage time more effectively by centralizing operational procedures

e Collaborate with other agents by associating and sending call notes in real time

e Specify personal settings and customize screen page layouts

Target Customers
* Any Salesforce.com Professional, Enterprise or Unlimited Edition customer.
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Schedule Based Routing (“On Call Router”) Application

‘¥ ShoreTel On Call Scheduler
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Monday, September 25, 2006 5:00 P Tuezday, September 26, 2006 5:00 A Eric 113
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Wwednesday, September 27, 2006 5:00 PM  Thursday, September 28, 2006 5:00 AM Jeff 118
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Sunday, October 07, 2006 8:00 Ak Sunday, October 07, 2006 5:00 P W alter 17
Sunday, October 07, 2006 5:00 P Monday, October 02, 2006 & 00 Ak Zoma 114

-
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4
Overview
e Automatically routes inbound calls based on customer-defined schedule
e Administrative interface for editing schedules and routing destinations
* Automates contact of professionals according to on call schedule
* Software Application loaded onto ShoreTel Director or DVS server
Benefits
e Eliminates overhead by automating communications
® |ntuitive color coded administrative interface
® Day, Week, Month, and Year schedule views
e Lightweight server application associated with ShoreTel Route Point
Target Customers
® Medical environments with on call doctors
® Helpdesks where on call support individuals vary based on a schedule
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SEDC UtilityPOWERnNet Connector

Overview

e The SEDC UPN is a Utility company CRM

e Screen-pop customer record based on Caller ID (ANI), account number, member
number, social security number, or collected phone number

e EasyPop or Contact Center Agent Toolbar required to drive

Benefits
® Rapid access to customer data upon call arrival
e Personalized call handling

Target Customers
e Utility customers using the SEDC UtilityPOWERnet CRM
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ShoreTel Site Router Application
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Overview
® Routes calls based on the ShoreTel Site of the caller
e Flexible configuration to define multiple Route Points and destination numbers for sites

Benefits

® Publish system wide numbers which route calls to site specific numbers

e Useful for defining a single number for company departments (.e.g., HR, Emergency)
which forwards calls to a site specific department

Target Customers
e Customers with multiple ShoreTel sites
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ShoreTel Super Group Application

Overview

® Enhanced Hunt Group Feature

e Allows more than 16 phones (up to 100) to simultaneously ring in response to an
inbound call

® Phones will ring until configurable timeout period expires then transfer caller to
VoiceMail

e Software only Application loaded onto ShoreTel Director or DVS server

Benefits

e Fills competitive gap with a common legacy feature

e Phone displays present Route Point name and calling party number
® Phone display example: “"House Phone — (401) 333-8888"

* Simple configuration

Target Customers
e Any environment in which traditional multi-phone ringing behavior is desirable
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ShoreTel System Directory Synchronization Application

Overview

e Synchronizes System Directory information between/among separate ShoreTel systems
e Any number of ShoreTel systems may be synchronized with each other

e Imports first name, last name, and extension number into the System Directory

e Runs daily during off-hours periods

Benefits

* Provides a global Dial-By-Name directory for placing calls from ShoreTel IP phones and
from ShoreTel Communicator

Target Customers

e Customers running multiple ShoreTel systems who want to facilitate employee
communications
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ShoreTel Universal CRM Connector (aka “EasyPop”) Application

e i ?
ShoreTel EasyPop Settings ShoreTel Easypop Tngger.
UserExtension ————— -
Triggerthe Evel
Extension Number: Event
(Leave blank unless running on a server) lgnore and Close
[V Automatically start EasyPop upon Windows login
3107 -BAA
Call Types ‘When How
IV Inbound | Internal ¥ On Answer I Trigger Immediately
|~ Outbound [V External I~ On Appearance [V Ask Me First [Configure Dizlog]
Target
I~ Path URL:  |http://www.yahoo.com
or
¥ URL  Arguments: [Diziedlic
™ Replace any nulllempty values from above boxes with string "Null™ Pw Now...
I™ Clone IE window, caption containing: fofoview Popups Enabled
I~ Suppress if these arguments are null/empty: s ettings
I~ Remove delimiters in phone numbers [Show Parameter List]
About... ——r—
oreTel EasyPop
oK Cancel_| Helo | Bt Line 420
DEFZ 1014 A
Overview

® Generic desktop client screen pop “helper” application

e Provides ability to execute a particular user defined program, batch file, or URL when an
incoming call arrives and/or an outgoing call is placed

e Any or all available ShoreTel call properties including IVR collected digits can be passed
to an outside program

e Software only Application loaded on user desktop computers

Benefits

* Speeds development of proprietary applications by insulating user from ShoreTel
programming details

e User concentrates on target function development and simply configures ShoreTel
EasyPop settings as desired

e Flexible settings: Inbound/Outbound, Internal/External, On Answer/On Appearance

 Choice of automatic or user-initiated trigger behavior

Target Customers
® Any customer desiring economical path to powerful desktop integration
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User Group Schedule Application

— Schedule:
Start | End | Status
iMonday 800 Ak fef gy 12200 P Hestncted
Tuesday 8:00 Ak Tuesday 12:00 Pk Rezticted
Friday 1200PM  Morday B00AM  Standard
Day: Tirne:
[ Fricay | [1z00PM =5 T Restricted ﬂl ml
Overview

* Automatically sets a group of phones into “standard” or “restricted” states based on a
configurable schedule

® Phones are assigned to User Groups based on hour of the day for each day in the week

e Underlying User Group calling permissions are configured as appropriate

* Used to prevent outbound calls (except those to 911) at certain times of the day

e Software only Application loaded onto ShoreTel Director or DVS server

Benefits

e Prevents unauthorized telephone use during non-business hours
e Centralized management for consistent, automated behavior

® Intuitive color coded administrative interface

Target Customers

* A variety of settings involving employees with differing communications needs

® Examples: Dormitory environments during “study hours”, office buildings with night
crews
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ShoreTel Voice Forms IVR Application

Overview

e Configurable IVR Application that allows callers to fill out “forms” over the phone

e Application prompts caller with quesitons and awaits response before proceeding

e All verbal responses are consolidated into a single voice file which is stored in a
designated ShoreTel VoiceMail box

e Software only Application loaded onto ShoreTel Director or DVS servers

Benefits

e Cost effective solution that leverages in place ShoreTel resources

e Easily modified and deployed for a variety of purposes

e Flexible, configurable via XML script files

e Callers can be presented with a menu of options once the form is complete

® Options might include starting another form or transferring caller to an operator

Examples
e Subscription Refill Application
- Callers respond one by one to questions when prompted
- All answers are consolidated into a single voice file which is stored in a ShoreTel
Voicemail box
- Administrators later retrieve and fulfill medicine refill requests
e Product Ordering Application
- Callers specify product model, billing, and other information
- Order Administrators later retrieve orders to fulfill
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ShoreTel Web Dialer
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Overview

e Highlights (in ShoreTel orange) & creates clickable links to phone numbers found on any
Microsoft Internet Explorer or Mozilla Firefox web page

e Clicking on a phone number link connects ShoreTel phone to that number

e Connects the ShoreTel system to any web-based application or phone directory

® Adds a “ShoreTel Web Dialer” item to the browser context menu for “short” digit
sequences such as internal extensions or numbers in text/input boxes.

Benefits

e Enhances user productivity by making communicating easier

® Rescan button (supported for IE only) to recalculate links for pages with dynamic
content

® Generation of dial-able links can be enabled & disabled using the toolbar control

* Ability for web page designers to create links for any number that can be created on a
web page

Target Customers
* Any company whose employees leverage web browsers for their work
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ABOUT SHORETEL

ShoreTel is the provider of brilliantly simple Unified Communication (UC) solutions based on its
award-winning IP business phone system. We offer organizations of all sizes integrated, voice,
video, data, and mobile communications on an open, distributed IP architecture that helps
significantly reduce the complexity and costs typically associated with other solutions. The
feature-rich ShoreTel UC system offers the lowest total cost of ownership (TCO) and the highest
customer satisfaction in the industry, in part because it is easy to deploy, manage, scale and
use. Increasingly, companies around the world are finding a competitive edge by replacing
business-as-usual with new thinking, and choosing ShoreTel to handle their integrated business
communication. ShoreTel is based in Sunnyvale, California, and has regional offices and partners
worldwide. For more information, visit shoretel.com.
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