Quality Customer Service & Sales

Where the only call that matters is yours....

Outbound

Programs & Added Value
Processes

Nurturing Relationships

QCSS embraces communication and
innovation to transform human interactions into
powerful & customer experiences.




QCSS Call Center Services

Q-OUTBOUND
Lead Generation / Qualification
* Appointment Setting
» Sales (Up-Selling & Cross-Selling)
» Database / List Updating & Maintenance
* Event & Seminar Registrations
* Data Entry

Q- INBOUND
Lead Generation / Qualification
* Q-PAS (Professional Answering Services)
* Customer Service
» Sales (Up-Selling & Cross-Selling)
» Database Management
* Event & Seminar Registrations
* Market Research/Surveys
* Membership Application Fulfillment
* Direct Response / Support-TV & Radio Commercials & Infomercials, Website, Print Ads
* Help Desk-Troubleshoot-Products, Services

QCSS offers extended business hours as well as 24/7 upon request.




Professional Outbound Program Benefits

} Free up time to stay in front of the client rather than
prospecting inefficiently

1 Allow professionals to manage, train, motivate, monitor
and be accountable for results

1 Augment efforts through technology & integration to get
to market FASTER

il

} Testmarket products or services prior to roll -out

}  Use experienced proven strategies of appointment setting, A

lead generation & sales for 18 years

}  Empower and motivate your team with leads and
appointments that are delivered on a consistent basis that
you can count on for your GROWTH

QCSS uses processes, quality people & innovation
to attain RESULTS!




Agent Training Process

Program Training V‘T’ESh—r:(i)qnuee& Technology

Skill Development for
smooth transition &
consistent data

Product & Industry
Knowledge
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QCSS appointment setting processes
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Quality Assurance listens fo
recording & views data side
by side for approval
Client is emailed all details of
appointment to smartphone

~p . . . or email inreal time
Client is email daily leads to

import to CRM

A - B G H

1 CallResultCode - City State

2 Call_Back Buffalo Grove IL

3 Transferred_Call Buffalo Grove IL

4 Inquiry 2. Buffalo Grove IL
Emall_Info 8uffalo Grove |

5 W Dundee. Buffalo Grove IL

6 Program_Registration

test

Final Step:

QCSS confirms the appointment 1 day prior o remind
the prospect




Successful Script Building

QCSS will work with you to customize a script that
will provide a seamibsssaextdansion of your
companyo0s s aldewprad@tily.&

Our professionally trained agents will then use
this script as a quiitkdilee for their phone
conversations.

All scripts include a detailed FAQ page to give
our agents the canfitléaoee and knawléddee they
need to represent your company as an invisible

extension. .




Script Format & Dispositions

Quall Customer Service and Sales

“Z’ CSS

275 West Dundee Road »Buffala Grove, Tilinois 60089
817-229-7046

QGCss Embraces communication and innovation to fransform human interactions

into pewerful and passienate customer experiences

888.229.7046
 calling QCss where the only call that matters is yours, thisis|__ |
2 (probe to find out) YOU MUST ASK THIS!

Thank you fo

Can [ ask how you heard about us

If Ofher. ‘

Let me go ahead and take dewn your information...

Phone Number: | | Ext: | J

company: | ]

FName: | | iname: | | itte:

Email Address: | |

Commen its:

[ DO NOT CALL ”INQUIRY ” EMAILED INFO H TOOK MESSAGE ”TEST” WRONG NUMBER ]

[ UNSUBSGRIBE ” HUNGUP]

[ CALLBACK ] [.___CONFERENCE TRANSFER___|[.__ TOOKAPPLICATION__|(_ REGISTERED

I

EMAILEL INFO

]

|  TROUBLESHOOTING |

é
——
‘/'\

Each campaign will have
dispositions which will tell you how
each call ended. Thisis a
pertinent piece of information for
tracking your dialing results.

We will design these dispositions
specifically for your campaign
needs utilizing as many as you
need .



Email on Demand

At QCSS, we are able to offer real time transmittals of your sales, registrations, appointments,
messages and leads. If you have aweb  -enabled platform we can go right into your system and
enter the data live and process orders on the spot.

QCSS will work with you to design a integrated process which is live and secure so that you and your
team have access to your information as we make it happen!

Hello Dieans,

Here isyour receipt forthe M ementEducstionSeminar on May2, 2008. It will begin promptly at
fzm and include 2 contingntzsl breskfzst. Pleass bring sbout 200 business cards. We look forward to HeIIotCIiemName]

hewingyou st our seminsr.

Seminar Date: May 3, 2008

Hezve s grest day
Seminar Series: Management Education
Bast regsrds, Cost:$299.99
e RECEIpt / Confirmation to the prospect Company Name: Company ) . )
coo First Name:Deana Confirmation to Client
OCSS, Inc. LastMame: Skyles
275 W. Dundes Rd Title: Director of Marketing
Buffala Grave, IL, 50083 Phone Number: 888.888.8888  Ext123
Emazil: khall@gc
Phone: BE8.229.7045 Address: 1234 Smith Rd
City: Chicago
State:IL
Seminzr Date: May 3, 2008 Zip: 60050
Seminar Seri s=mant Educstion . . .
Cost: 529333 Email Address: Dskyles@gcssinc.com
DINIS: 888.229.8888
Company Mzms: Compzny Interestedin: Management Team Builders
Eim:‘zmai_‘:"‘ I”E Questionl
a5t Name: Skyles .
Title: Diractor of Marketing Quesﬂonz
Phans Number: 55 55558558 Ext123 Question3
Address: 1234 Smith Rd Questiond
Eiw: Chizzg Question3
EFEIZ::II:ES:J Questiont
Zip: 6005 .
Emazil Address: Dskyles@gessine.com Question?

Comments: 4/10 Deana called in and was interested in booking a spot for Management Education
Seminad» Went through website and registered herwith credit card- DL
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Daily Leads

Each day you will receive a recap all of the leads / sales /
appointments that were generated for the day.

This will arrive to your inbox by 11pm CST every evening. It will
be in xIs / csv format.

Your leads will look similar to below
you will get all the standard information as well as full comments from our agents on
the outcome of the call and all of your qualifiers.

| | A B & D E F G H | 1
1 CallResultCode Number FirsthName LastWame EmailAddress Addressl City State Zip  Commentsl
2 Call Back 3838888388 Kim Johnson  email@email.com 275 W Dundee. Buffalo Grove IL 60089 4/7 Would like a call back in regards to additional information-J&8
3 Transferred_Call 3338888888 Mary Bessile  email@email.com 2753 W Dundee. Buffalo Grove IL 60089 4/7 Transferred call to main office-RB
4 | Inguiry 3338588888 John Stone email@email.com 275 W Dundee. Buffalo Grove IL 60089 4/7 John was inguiring on price of seminar-BT
5 Email_Info 3338888388 Ayanna Little email@email.com 275 W Dundee. Buffalo Grove IL 60089 4/7 Wanted information emailed out -SH
6 Program_Registration 3888888388 Armando Torrez email@email.com 275 W Dundee. Buffalo Grove IL 60089 4/7 Registered anline for seminar-5H
7 |test S383888888 QCSS TEST 4/7 Testing the line- 1B
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Weekly Reports

Detailed Dialing Reports
are emailed weekly to
your team for review and

analysis.

Dex One Corporafion

Hours

Dials

Dials Per Hour

Completed Calls

Completed Calls Per Hour
Presentations

Presentations Per Hour
AppointmentsiLeads
Appointmentsileads Per Hour
Conversion %

Appointments
Phone Appointments

Email Info

Email Info No Contact
Decision Maker Not Availabe
Call Back Later

Not Interested

Initial Refusal
WHN_DISC_UNW

Not Qualified

Call Back

Operator Intercept

System Answering Machine
Sales Lead/Known Business

Beginning Leads

For Week of:

QCSS Dialing Report

9/27/2010 to

Monday Tvesday Wednesday Thursday Fiday Saturday
272010 2/28/2010 22242010 2430/2010 104172010 10/2/2010
340 285 s 00 00 00
2656 1409 2521 V] V] 0
738 474 638 00 00 00
&80 1463 358 0 0 0
189 2.7 2.1 0.0 00 00
127 84 122 0 0 0
3.5 29 3.1 0.0 0.0 00
8 10 10 0 0 0
02 04 03 0.0 0.0 00
&% 12% 8% 0% 0% 0%
7 10 9 0 0 0
1 0 1 0 0 0
0 0 0 0 0 0
4 7 E] 0 0 0
7 3 2 0 0 0
128 102 286 V] V] 0
894 525 483 V] V] 0
108 462 107 ] ] 0
0 0 0 0 0 0
134 7 72 0 0 0
156 &4 1469 0 0 0
52 a0 &6 V] V] 0
274 70 189 V] V] 0
874 503 937 V] V] 0
11 3 11 0 0 0
4 1 & V] V] 0
[i] #] #] V] V] 0

Remaining Penetration

10/2/2010

TOTAL TOTAL

104.0 1081.0
6584 56302
63.3 52.1
1201 7960
11.5 7.4
333 3385
32 3.1
28 449
03 0.4
5% 147%
26 441
2 21
0 7
14 144
14 231
496 5638
2102 17017
277 2539
0 47
233 2343
387 2542
143 789
533 5813
2316 16264
25 183
11 51
0 0
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Identify

Getting Started =
is Easy!

Build
script for
approval

Eeps

QCSS makes it easy for
you to get started with

Gather

one of our materials

for email
rograms.
prog pieces

Pretrain

Gather Collect

FAQGS & feedback
rebuttals from reps

& client
Role play
& review

Develop
training
materials

12



Technology

QCSS gathers marketing information, stores contact history by
phone number, and has state of the art predictive dialing technology which allows us

to dial approximately on a B2B campaign and

hour B2C. Technol ogy can help us get you

to being cost -effective.

We have benchmarked that out of those 30 -50 dials B2B they will be able to
piieth55-7 cantéotd ppehdwur and 10-15 penoawr on average for B2C prospecting.

Our technology also allows us to use your office number as caller ID so that your
number & Company names shows up when we make the calls.

Our what one person in your office can dial & pitch in an hour
on aregular phone ecreatinganore epporionitiadies to build your pipeline and close the
sales!

“NOBLE

CUSTOMER CONTACT TECHNOLOGIES

t

o
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QCSS Added Value Recap

Project Specific Training

Professional calling agents

Script Writing

Technology

List Procurement Consulting ;
Quality Assurance ¢ @ = @
Pipeline Filling Consistency > é
Project Management D,
Integrated Approach §. it
Turnkey

Communication & Feedback daily

Production!

Return on Investment is one of our
top priorities for our clients!

< gy m



You will be receiving an introduction call from our Operations

Manager when your program launches. They will be going through / ]‘ e
any questions you may have on your campaign as well as running ‘ P‘
through the findings from the launch. ~ 0 I
- ™~ A
Quality &

As part of our commitment to you for Quality Assurance & Project
Management, a weekly call is prescheduled to review the prior
weekds calling report and discuss
will be looking to you to share how your leads /appointments /

sales processes are going and any feedback you may have.

>
&
0
)
C
5

This feedback is what drives a Jccessiul program -as it allows our
client to learn from us and our team to prowde feedback make
improvements and share ideas -findings. We work together on a

as we partner together.

We invite all of our clients to remote monitor our representatives on
your program so that our collaborative feedback can help us

reach our goals sooner. This is an excellent opportunity for you to
build confidence and trustin our agents and in the program.
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Our Promise

We are QCSS, QualityyClstomer=Service-andrSales es and have
been answering these questions
customers for retention for many industries for over 19 years.

We do so with a dedi¢ated tesrmm of professional telephone
sales representatives, a quality assurance staff and the best
inbound/outbound calling technology on the market.

Our strategic partnering with our clients has resulted in greater
customer and employee retention for our clients and solid

sales growth while freeing up our clients resources , allowing
you and your team to fecussonryouiucarerbusingss:ss. We take
the guesswork out for you to focus on your own business and
marnuaegyeur grocuam liperita gur lausinefsi ke 1t 0s

Before we begin each project, we take the time to fully
understand your customer and unique needs related to your
business and customize it . From process, training, testing to
implementation, we manage the details. Our promise is
making your experience with us a  partnership of high value,
peace of mind and a realized returm aminvestment
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We look forward to launching a successful
campaign with you!

If you have any further questions please feel
free to email

QCSS Inc.

275 W Dundee

Buffalo Grove, IL 60089
Local: 847.229.7046
Toll Free: 888.229.7046
WwWw.gcssinc.com
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