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Soffront Overview - Company

Soffront was founded in 1992
Record of consistent growth and profitability
Solution that has evolved over 10 years

Over 500 CRM installations worldwide
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Soffront Overview.. CRM Suite

Sales Automation

Marketing Automation Customer Support

CRM Portal

Employee Support



1. Knowledge Management

. Natural language self-service

. Build and share knowledge as you
work a ticket

2. Web Tickets

. Web-based ticket submission
and status check

. Automatic ticket assignment
3. Email Response for Support
. Create and assign tickets

automatically

. Auto respond with knowledge
base results

4. Multi-Channel Contact Center

. Multi-Channel service — Telephone,

Web Chat, VOIP and Email

. Support agents send/receive
phone calls using the computer

5. Customer Helpdesk

. Track tickets from submission to
resolution.

. Automatic notifications

= Automate surveys to measure
satisfaction

. Generate reports to measure CSR
productivity.

6. Mobile Support

. Read-Write access from a laptop, a
PDA or a WAP enabled mobile
phone.

9. Customization Tools

Soffront Customer Support Solution

7. Business Rules

. Take automatic actions based
on configurable business rules.

. Monitor 24 X 7.

. For example, escalate a ‘critical’
ticket to management, if not
resolved in 24 hours.

8. Defect Tracking

Track defects and enhancements
Integrated Version Control

Test Case management

. Add new fields and tables.Redesign the user interface. No coding required.

. Configure the workflow to match your business process.

. Change Soffront CRM with your changing business.
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Soffront Customer Support Solution..
N

(4

. Knowledge Management
+  Natural language self-service @ Customer Helpdesk \ 7. Business Rules
*  Build and share knowledge as you «  Track tickets from submission to +  Take automatic actions based
\ work a ticket / resolution. on configurable business rules.
/ 2. Web Tickets \ +  Automatic notifications * Monitor 24 X 7.
. = . Automate surveys to measure s For example, escalate a ‘critical’
. Web-based ticket submission satisfaction ticket to management, if not
and status check resolved in 24 hours.
K Generate reports to measure CSRJ
. Automatic ticket assignment productivity.
8. Defect Tracking
6. Mobile Support . Track defects and enhancements
3. Email Response for Support
+  Create and assign tickets - Read-Write access from a laptop, a *  Integrated Version Control
automatically PDA or a WAP enabled mobile
phone. 0 Test Case management

. Auto respond with knowledge
base results

9. Customization Tools

4. Multi-Channel Contact Center
. Add new fields and tables.Redesign the user interface. No coding required.

. Multi-Channel service — Telephone, = -
Web Chat, VOIP and Email . Configure the workflow to match your business process.

. Support agents send/receive phone ° Change Soffront CRM with your Changing business.
calls using the computer
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Tickets.Contacts =
Email 3|
|golden@abe.com M

Fax
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Job Title
Last Hame
Mabile
Mews Letter
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Fhone
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TicketiD
13
22

fect|D
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Bob Reynolds
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SubTotal ()

http:

When a call comes in

Identifying the caller and contract

Susan Smith { SFCRHZ00

Calendar | Inbox | Search | Setup | Tools | Help | Logout

rl=IX]
Product Priority Synopsis
Froductz 2-High Keyboard is notwaorking
Froduct? 3-Medium Display problem
Productd 3-Medium Display problem
L] w]—]x]
QAPerson Status DueDate
Gearge Castro Resahred 28 Apr2003
Jane Jones Open 21 Apr2003
l+]—Ix]
Assignedlevel Assignedlevel2 Closed Esc: SubTaotal
o o o o 0
o o o o 0
o o o o 0
o o o o 0
0 0 0 0 0
www.soffront.com demos
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112|345

G7|&[8]|10]11]12
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Verify the Contact and Contract

=2
File Edit Wiew Favorites Tools  Help Send Links **

Susan-Smith-+ SFCRH3000
Calendar | Inbox | Search | Setup | Tools | Help | Logout

ContactID:4 | Hide | 2 |

Contact ID: 4 Type Status ;. Authorized
Salutation : Ms. Firat Mame : Patricia Last Mame : Golden

Jok Title . CFO Fole : Decigion Maker Dept :
Company : ABC Corp. Fhaone : 212-123-5555
Address1 @ 123 Main 5t Fa: 212-123-4456
Address2 Makile: :

City : Fremont State : CA Email : goldeni@abc.com
Zip Code : 94539 Country : USA Mewys Letter =

ContractiD Status Total hours Used Remaining
2 HAorailable 100 u] 100
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Enter the new ticket

- 101 %]

File Edit \jew Favorites Tools  Help Links ”ﬁ

=101 %]
Edit  Wiew Favorites Tools  Help Links **

Susan Smith | SFCRHE000
Calendar | Inbox | Search | Setup | Tools | Help | Logout

m

Au:tmnal--Selem-- vI ] | |

Ticket ID | Creatar |Susan Smith Status |Open
Contact I 4 Catenary IRequest J Opened |19 Jun 2003 14:57:03 ¢|.;.33d|

Salutation : M=. Severity IS-Workaround J Fraduct IProduc‘M J ‘Yersion |4.4 J
Jobk Title : CFO Pricrity IS-Medium J Synopsis |Display problem

Motes  Spell check
Jeemz to he a hardware refresh rate issue. Needs further ;I

Company . ABC Corp.
Address1 : 123 Main St investigation
Address2
City . Fremznt =l

Zip Code ;54539

A(t | Notes | Activities | Emails | | Accounts |

Mo records found.
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Assign the ticket

- 10] X]

File Edit Wiew Favorites Tools Help

Susan-Smith- - SFCRK 000

2| | 2 ®

Ticket I [22 Status [Assionedievelt
GILELE IHardware levell J Azsigned To ISusan =mith J

Synopsis IDispIa':.f problem

Motes  Spell check
Please investigate further ;I
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File Edit Wiew Faworites Tools  Help

1ple

Tracking the time spent

- [0 X]

Susan-Smith-F SFECRKH 3000

Uzer ISusan Zmith

Time Id |
Type [Ticket I 22
Time spent |45 Minutes ;I
waork description  Spell check
Tested to reproduce the problem. ;I

http://www.soffront.com demos
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Tylng it back to the support contract

File  Edit ‘iew Favorites

Tools

Help

TicketID: 22 | Hide 2} |

Ticket ID . 22

Category | Request

Severity | 3-Workaround

Priarity : 3-Medium

Synopsiz ;- Display problem

ContractiD
2

| Activities | Time Track | Contacts |

http:

Status
Aorailable 100

Crestor © Susan Smith Status ;. Assignedlevell
Opened : 19 Jun 2003 14:57:03 Clozed
Product : Productd “erzion : 4.4

Gueues . Hardware leveld Aszigned To : Susan Smith

Tatal time spend . 45 @

| Defects | Solutions | Account | Workflow |

Contract

Remaining
Q.25

Total hours

www.soffront.com/ppdemos 16




All information at one place

-2 - DA AEDIDSE-E®

Softwi
| Activities | Contacts | Products | Tickets | Employees | Tasks | |
ety By Examp = 1 = o Iy

t b

TicketID : & Creator © Tim Status : Assignedlevell
Category © Issue Opened : 20 Apr 2003 13:16:01 Clozed
Severity . 3-Workaround Prociuct : Productd Version : 4.4
Priority : 3-Medium @ueve : Hardware level Asszigned To : Susan Smith
Synopsis © Display problem

Total time zpend : 30 Minutes

| Activities | Time Track | Contacts | Contract | Defects | Solutions | Account

Edit O Jan 2003 14; 36:37 -admin-
seems to be a hardware refresh rate problemn. Needs investigation.
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Support process

-5 - QA ARTI DS

-EH ¥

Creator : Tim Status : Assignedlevel
Catdond level Opened : 20 Apr 2003 13:16:01 Clozed
Severty | 3-Workaround Product : Productd “ersion : 44
Priarity : 3-Medium Queve : Hardware levell Azsigned To : Susan Smith

Synopsis : Display problem

Total time zpend ; 30 Minutes

Emwm

Edlit 06 Jan 2003 14:36:37 -admin-
seems to be a hardware refresh rate problem. Needs investigation.
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Automatic surveys

Measure customer satisfaction on ticket closure

¥ Ticket Mo: 9589 has been closed - Message (Plain Text)

J File Edit Yiew Insert a Your feedback please - Microsoft Internet Explorer

=10l %]

J 9 Reply | e Reply to,

Frar: support@soffrol
To: satishk@soffron
ce

Subject:  Ticket Mo: 9589

Dear =atish,
Please h
link and f£ill in
TicketID :9588
Svrnopsizs Valida
Thank wou,
httpa:/izoffront

File Edit Wiew Favorites Tools Help

«Zend

=10/ ]
[ o ]
T

So/front

Software

Your ticket has been closed. Let us know if you are satisfied.

Please answer this questionnaire to help us serve you hetter the next time.
Ticket Resalution: | ¥Eny Good Good

- -

Customer Service:
Please answer the following:

as the support engineer able to understand f troubleshoot wour problem quidkly™ ‘es ¥
Is wour problem fixed or question anawered?™ Yas ¥

as the support engineer courha-ous'r‘llYES vI
Based on your satisfaction with the resolution of this tidet, would you recommend Soffront solutions to

other:?l\l’ES 'I
Comments

Kudos!

L

|&] Done ’_ ’_ E |4 Internet

I

03 5127 PM

o H

following

o559

http://www.soffront.com demos
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Monitor your SLAs

Escalation rules to track SLAs

Create Escalation Rule

Mame: ICr'mcaI Tickets SLA Watch
on: IT\cKets 'I Status * on © Off

ule Condition
&' Ifthe Record status has not been changed for this long (Closed records are ignored)

dinutes |30 *) Hours |0 7| Day IU 'IWeek 0

Rdditional eondition (Cptional)
(Severty is (1-Critical)) J

Nhom to notify

I™ send emailto these addresses(Comma separated emal addresses)

[T Send email ta these groups

Administration -
Guality Assurance

Sales

Developmert

HelpDesk LI

¥ Send emsilto thess usars

Peter mills |
QA Manacer Mark

Nhat to update

Jpdate field With value | J

Spply this rule every

Save | Closs

http://www.soffront.com demos
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Access the knowledgebase while working
@ -5-00Ad0EGI B3

"H¥

Calendar | Inbo

| Actions |-

TigResolve
iSearch KB

Cregtor : Tim Statuz ; Assignedlevell

Cat Cpened : 20 Apr 2003 13:16:01 Clozed :
Severity | 3-Workaround Procuct : Productd Yersion : dd
Priorty  3-Medium Cueue : Hardware levell  A=signed To : Susan Smith

Synopsiz ; Display problem

Tital time spend ; 30 Minutes

| Defects | Solutions | Account |

Ecfit 06 Jan 2003 14:36:37 -admin-
seemz to be g hardvware refresh rate prablem. Meeds investigstion.
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Build knowledge as you work
-2 - RQRAIAEFIBR-FR-E®

Softwii
ficcounts | Activities | Contacts Employees | Tasks | |

tical Ticke ety B IR ustomize

| Actinnsl-—Seled—— *I 1] | bl | Y | Lo |

TicketID - & Creator © Tim Status © Assignedlevell
Category © Issue Opened : 20 Apr 2003 13:16:01 Clozed :
Severity . 3-Workaround Procuct : Productd Version : dd

Priotity : 3-Medium Queve : Hardware levell Asszigned To : Susan Smith

Synopsis ;. Display problem

Total time: zpend : 30 Minutes

| Notes | Activities | Time Track | Contacts | Contract | Defects | Solutions | Account |

Status Synopsis Solution
M dizplay problem Check a= to whether all the cables are connected properky and the power iz sawitshed on. If that is not

http://www.soffront.com/ppdemos 22



24/7 Web support and self-service

- -@E G DET B ES
o front

-2 ¥

Profile ' Layout

Update Profile —| x| MyTickets =||=| % Quick Links ] =] x]

TicketlD Status Synopsis @J = v google.com
Closed Display prablem - = A CONLCOM
dpen Screen colors are not consistent --

script ertor

Salutation Mr.
First Hame  Fon

Last Hame  Jackson

|53 2

Job Title CFO
Downloads =] =] x|

Role Decision Maker
= Sotfront Financials

= Sotfront Health Care

= Soffront Conficuration
= Trackweb Seftings

Dept Finance
Company BCD Corp.
Address1 123 Main St.

Address2

KB Search ] =]
City Fremont

Interest Category Topic
State ca [ nterest x| fancateories ] |antopics
Zip Code 94539 Pleage enter a keyword:
Country Usa, | |
Phone B50-555-1212 SEARCH & Bubmit a New Ticket
Fax B50-555-1213 Synopsis  [Dipslay problem
Mobile BE0-555-1214 Type - B Severity [2-Gevere -
Email Hackson@hcd.co Product Product! - Version | 3.1 =
Hotes IThe screen flickers ﬂ

Update | Description
/|
Attachments

Discreen_flicker.git Browse. Browse
Browse: Browse

Submit
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Queries and Reports

‘ o7 | | % | Clear ‘ I wvildcard Search | El| | Query By Example | |
/3 Customer Support Representative Report - Microsoft Internet Explorer -[a x|
=
CnntactIDI Type I
. Customer Support Representative Report ( for danuary 2003 - April 2003 ) E]
Status I Salutation I
Agent Resolved Tickets closed
First Name I Last Name I In 1 day In 13 days in>3 days Tatal v Avg. per day
Susan Smith 2 a 2 4 36 3636363636364 O
Job Title I Rale I Bob Reynolds 1 2 o 3 27 2727272727273 0
Carol Barnatt o 1 o 1 9.09090902090209 O
Dept I Company I Dave Jones 0 o 1 1 9.09080808080808 O
John Johanson 1 a a 1 9.09090902080008 O
A dresst | Addressz | il donson . | o a S
City | state | 5
Zip Code I Country I I . I
Tickets by Product
Phone [212-1235555 Fax |
hobile I Email Igglden@abc_\ B Proguctt
| s
Motes I Mews Letter I
B Product2

Product

Productd

Graph type selected

30 Pie Graph -

Graph style Selected
[Defautt =
Submit | Cancel

http://www.soffront.com demos
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Personalized dashboard

-2 D0 d QDSBS

T RAc K W E B® 8 Susan Smith-FSFCRHE00]

Calendar | Inbox | Search | Setup | Tools | Hell

| Employees |
i By |
Customize this Dashboard
e

—— Y — (=1=1x)
Tickats - Tickatin Froduct Friarity Synopsis
Ticket 1D 5 13 Frodustz 2-High Keyboard is not workdng
& 2 Produstz ZMedium Soreen colors are not consistent
5 Produstd FMedium Display problem
E Team follow up - 1
= Fallow up with Full Sun 0
=1 Full sun, Ine
B pefectinzs Productl  Productd
=l pefectin:aa myiEscalatediiiclets Do Product?
B Tiget 105
B Tidet 02 DefectiD QAPerson Status DueDate Product
T nansent irven I 23 George Castro Resolved 28 Apr 2003
= N
|a]~]=]x] 23 Jane Jones Open 21 Apr2003 — ==X

—— =) -
Please erter a keyword: April >||z003

<L Todat b

Su (Mo | Tu [We | Th | Fr |Sa
[sq] 12345

Ef7|&]9[10[11]12

1] 13|14 |15 |16 |17 [18 |19
= hittp: Sy CONLCOM 20|21 |22 |25 |24 |25 |28
= bt ey SotTrOnt com Assignedlevell Assignedlevel? Cloged 27|28 |23 (30
it fAvvny, GOOCIE COI Bill Johnson 1 o 1 [1] 2
[T — Bob Reynolds 1 a 3 a 4
it i yahoo com Pat Millerr 1 1 o 1 3 11:004AM Followe up, Scheduled

Susan Smith E) n 4 2 & 3:00PM Meeting, Scheduled
SubTotal (4} [ 1 8 3 18
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Summary

Soffront CRM Features that help you do more with less
v’ Verify contact and contract information
v’ Enter new ticket and assign to an agent

v’ Keep track of time and support contract parameters that matter

v Maintain all ticket information in one place

http://www.soffront.com/ppdemos 27



Summary..

Soffront CRM Features that help you do more with less

v’ Follow the support process and stay on top of SLAs

v’ Measure customer satisfaction with automatic surveys

v’ Build knowledge as you work

v’ Provide 24/7 support from the Web and enable self-service

v’ Stay on top with key metrics and a personalized dashboard

http://www.soffront.com/ppdemos 28



Closing thoughts

Ensim Corporation does more with less using Soffront CRM
v’ Tripled operational volume and still improved customer service

v’ No additional resources needed to handle dramatic growth

“Even with significant growth, we were able to actually increase
customer satisfaction without having to hire additional support
staff. We can directly attribute this to the implementation of
Soffront Knowledge Base and self help tools.”

-Director, Professional Services and Support

Ensim Corporation

http://www.soffront.com/ppdemos 29



Closing thoughts

Sales Automation

Marketing Automation Customer Support

CRM Portal

Employee Support




Agenda

« Soffront Overview
< Company
% CRM Suite
“» Customer Support Solution
< Key features
“ Summary

“» Questions and Answers

http://www.soffront.com demos

31




Questions and Answers

For more information or to request a copy of
these slides, please contact:

Satish Kumar,
Product Marketing Manager,
satishk@soffront.com
510.413.9000 X 105
<>

http://www.soffront.com/ppdemos 32



Technology Architecture

Desktop Wireless
HTTRE  HML HTTR WML

I Internet F Intranet

Marketing | Sales Customer| Employee | CRM
Automation | Automation | Support | Support |Portal

!

="
" " =‘! Soffront CRM
.Appllf::allon Seivus

erver

Functional
Solutions

Zero footprint
web client

Server

Databases

http://www.soffront.com demos
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Configuration and Customization

End user driven

Personalization features like dashboard layout,
start-up object, sub-menu, fields to view etc.

Admin driven
Create new tables
Define the relationship between tables
Design new forms
Add / modify fields
Configure the workflow
Create new gadgets for the dashboard

Create users and user groups

http://www.soffront.com/ppdemos 34



Configuration and Customization

Admin option — Define the relationship between tables

TicketID : 5 Creator : Tim Status - Assignedlevel
Category : 1ssue Opened : 20 Apr 2003 13:16:01 Clozed :
Severity | 3-Workaround Product | Productd “ersion 4

Priorty : 3-Medium Gueue - Hardware level Azsigned To - Susan Smith

s ey presiem Total time spend © 30 Minutes U Se rs see
this interface

| Activities | Time Track | Contacts | Contract | Defects | Solutions | Account

Edit 08 Jan 2003 14:36, 37 -aamine
seems to be a hardvware refresh rate problem. Meeds investigstion.

«-2-0R3QNEI B S0-HW
TRACK'WER"8

Kl Accounts

Project Setup

Sub Ohjects = =
Msin Objects - - —
Sub Objects Child Label View Form Condition I
Actions s Glsii= (laiize Note: Al Eclit
n
Workflow £ 90 Ticket TREVENY Activiies TREWENT el Edit
Gadgets '
Tables 9 Ticket  TimeTrad] Time Track Time Trakc 2dd, Edit
Forms & 92 Ticket Cortact f|  Contacts Contact 1,17, 14 Addd Edit Search
Madules T e re
£ 93 Tiket  SLAMorl| Contract SLAMgrE 1,17,14,9
Server Setup 94 Ticket  Defect | Defects Detect 1,17, 14 i
Cortact Center Server c Add, Edlt, Search
FTP Server ~ 95 Ticket  Soltion | Solutions Salution 1,14,17 add, Edit, Search
Knowledge Server & 98 Tieket  Accourtl Sccount Account 114,17 Search
Mzil Server
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Customization — Adding/modifying a field

Configuration and Customization

a Form Layout - Ticket - Microsoft Internet Explorer

£)F F F =2 M 2|

Tic
Cat

=E

Syn

[ Field Definition Dialog

Fill irv the: field attributes. [f you want to add additional items to the Lizt field add % alue List"

button. Click the Formula button to zpecify the farmula and where condition of the calculated or

required figldz.

Name f| oM arne

T_I,Ipe:ITEHt j Sizelgq Fiosition : |-|?

Label : IN':'N ame Default Value I j

alue List.

[ption...

Drezcription | Font..
~Field Option Fomie ..
[~ Required Field [~ Motify Field oK.
[~ Mon Editable [T Calculated Field [~ Dizplay Only
[ Index Field [~ Buddy Buttan [T Telephone Mumber Cancel
[~ E-ail Field [~ URL Field Help

http://www.soffront.com demos
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1 Form Layout - Ticket - Microsolt Internet Explorer

[# & | F|[F|l=| M 2 =]

Configuration and Customization

=101x]

] E Admin option —

=T ©) Drag / drop form

Ticket ID Creator
Categar: : Openedl
severity] =] Praciuct | |
Priority = Queve +| Assigned To =
I =l I = [ =
Synups\sl
Motes

designer in your

- browser

| -|

gmize hienu

Ticket ID |1 3 Creatar ITrack\u’\l’ebTickets Statuz IAssignedleveH

Category [2000-10-04 16:291 | openeu] Closed |
Severiy [3-Worksround I [Froguctz | wersion [z [
Priority |2-High J Synopsis IKeybnard iz not working

Motes  Spell check

|
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Configuration and Customization

Admin option — Defining the workflow

F-=- QPRI DS

admin-FSFCRHI00
Calendar | Inbox | Search | Setup | Tools | Help | Logout

Softears
Kl Accounts | Activities | Contacts | Opportunities | Campaigns | Campaign Stage | Campaign Message | Products | Sales Reps | Tickets | Help Desk Til3
Y LIE] ] Y 1 o L]

=l ¥ | 1] it R
Setup
Pro__]ect.Setup -~ | 0 | = | = | | | Workflow >
Main Ohjects . . . .
Sub Objects D Actions Action Form MNext State  Next Actions Group
Actions @ 37 Ticket Submit Ticket: Submit CpEn Azsign, Edit, Search KB 1,14
go;kf;tow (™~ 36 Ticket Aszign Ticket: Azs=ign Azszignedlievell  Edit, Resolve, Search KB, 2nd lewvel 1,17, 14
adyets
Tahles ™ 39 Ticket 2nd level Ticket: Azsign Agsignedlevel2  Edt, Escalate, Resolve, Search KB 1,14
Forms 40 Ticket Escalste TicketEscalste  Escalsted Search KB, Edit 1,14
Modules
eyl Ticket Reszolve Ticket: Rezolve Clozed Edit, Search KB 1,14
Server Setup 42 Ticket || Sesrch ke 1,14
Contact Center Server
FTP Server ¢ 43 Ticket Ediit Ticket: Submit 1,14
Knowledgs Server 44 Ticket “iewr Ticket:View 1,14,5,3
hidzil Server

http://www.soffront.com/ppdemos 38



The Soffront difference

Over 10 years of expertise in the
mid-size CRM domain

Unmatched adaptability — “Built
to Adapt”

Rapid deployment — up and
running in days!

Fully web based solution

Broad, yet, integrated suite of
CRM applications
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