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The Power to Succeed

At West, we help companies communicate
more effectively in business. From customer
acquisition and customer care to
conferencing and accounts receivable
management, West has a multitude of
powerful customer contact solutions
designed to help companies increase
revenue and lower costs in all phases of
their business. We develop customized
solutions that uniquely fit every company’s
individual needs, their business culture
and goals. Not only can we help you
eliminate many of the risks and costs
associated with an in-house production,
but when you outsource with West, you
gain a strategic partner that delivers

superior results and unsurpassed value.

It's our unique ability to combine
comprehensive communication services
with strategic worldwide locations,
advanced technology and experienced
personnel that has made us a leader in
customer contact solutions. It’s also the
reason why many of the nation’s most
prestigious companies choose West to
help them connect with their customers
more effectively and reach a higher level

of success.
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THERE ARE MANY WAYS TO MEASURE THE SUCCESS OF A

GREAT CUSTOMER ACQUISITION PROGRAM. YOU NEED A

COMPANY THAT CAN DEVELOP A SOLUTION THAT STANDS UP

TO ANY MEASUREMENT.

CUSTOMER ACQUISITION
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Converting Contacts Into Customers

For years, companies have turned to West to help them acquire more customers and retain the
customers they already have. Our comprehensive acquisition programs offer greater flexibility and
increased revenue opportunities at every stage of the process. A great deal of our success is due to our
people and innovative processes. We have experts that study key elements of your product or service,
thoroughly analyze your customer base and develop the most effective solution for acquiring new customers.
From toll-free direct response campaigns and targeted up-sell programs to complicated sales pitches, our

well-trained and experienced agents are highly skilled at converting more prospects into customers.

When it comes to direct response, West is the recognized leader in the industry. In fact, West answers
more calls generated from direct response television than any other service bureau in the country. While
one program may utiize a combination of traditional call center agents and home based agents, other
programs may achieve greater results through West's Interactive Voice Response (IVR) or Advanced
Speech Recognition (ASR) applications. No matter what your product or service may be, West can

develop a solution that will help your company maximize every opportunity.

In addition, we can provide you with up-sell and cross-sell solutions that can create new revenue opportunities
for your company through West Direct, a division of West Corporation. West Direct’s patented and proprietary
SmartSel*™ Marketing Solution offers sophisticated real-time, one-to-one marketing and personalization
capabilities that enable companies to connect the right offer to the right person at the right time,

providing the highest probability for an up-sell.




YOUR CUSTOMERS ARE YOUR MOST TREASURED ASSETS.

SUCCESS COMES FROM A COMPANY THAT CAN DEVELOP,

NURTURE AND GROW THESE ASSETS INTO STRONGER,

MORE PROFITABLE RELATIONSHIPS.
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We Turn Customers Into Lasting Relationships

Many of the nation’s premier companies rely on West’'s customer care programs to strengthen the ties
between them and their customers. From live agent and advanced speech recognition to home agent and
web-based solutions, West is dedicated to working with clients to craft unique customer care solutions that

create unparalleled customer satisfaction and help them to retain more of their valued customers.

At West, we understand how important it is to have your customer care calls handled appropriately each
time. That’s why we continually monitor the performance of every call to ensure the highest quality and
consistency is achieved. Whether the agents handle your calls from their home or in a call center, every
agent goes through extensive and ongoing training on your products or service to provide the highest level
of care. In addition, West’s Quality Assurance systems give clients the ability to monitor agent performance
in real-time, while providing West with valuable information to continually assess customer concerns and

quickly change or enhance our customer care solutions.

From highly technical product support for the healthcare industry to account balance information for financial
institutions, West has created unique and customized solutions to handle every type of customer care
situation. Many of these solutions utilize West’s industry leading Advanced Speech Recognition technologies,
which bring the power of natural speech to our IVR solutions. This technology gives you a cost-effective way
to increase call resolution and improve customer satisfaction. West can also handle your company’s online
care needs through our customizable web-based customer care solutions. West’s comprehensive portfolio

of care solutions enables you to provide the highest level of service to your customers.




IN TODAY’S FAST PACED WORLD, YOUR CUSTOMERS DEMAND

EASY AND QUICK ACCESS TO INFORMATION. WEST GIVES YOU

THE AUTOMATED SOLUTIONS TO MEET THOSE DEMANDS.

AUTOMATED SOLUTIONS

INTERACTIVE VOICE RESPONSE

ADVANCED SPEECH RECOGNITION
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Automation That Reduces Costs
and Improves Customer Satisfaction

As the recognized leader in Interactive Voice Response, West’'s customized IVR solutions reduce costs
while increasing the satisfaction of your current customers. West’s technological experts have developed
the largest and most technically advanced Interactive Voice Response platform in the industry, giving us the
ability to handle extreme fluctuations in call volume quickly and effectively. Our state-of-the-art, high capacity
IVR and Advanced Speech Recognition capabilities make it possible for customers and new prospects to

easily access important information by touch-tone telephone or by utilizing natural speech.

Powered by the industry’s leading and most innovative speech recognition software, West's Advanced
Speech Recognition solutions immediately respond to spoken requests and commands. Our highly
customizable ASR solutions help improve customer satisfaction by giving your customers the ability to
use their voice to navigate through menus. By using natural spoken language, your customers are able to
quickly resolve their inquiries with less confusion. Our robust, scalable, open architecture supports a full
range of communication protocols including VoiceXML and integrates seamlessly with corporate information
systems, websites and contact centers, making it easy for companies to provide large amounts of

information in an automated environment.

West’'s comprehensive Interactive Voice Response and Advanced Speech Recognition solutions help
companies increase customer satisfaction, reduce costs and gain a competitive advantage every step

of the way.




IN ORDER TO REACH YOUR BUSINESS GOALS, YOU NEED A
COMPANY THAT CAN PROVIDE A WIDE ARRAY OF SOLUTIONS
TO HELP YOU SUCCEED. WEST’S COMPREHENSIVE PORTFOLIO
OF CUSTOMER CONTACT SERVICES GIVE COMPANIES THE

CHOICES THEY NEED TO EXCEED THEIR EXPECTATIONS.

GLOBAL CONTACT SOLUTIONS
. ,\

S

I

\
v

m HoME AGENT

m NORTH AMERICA

m THE CARIBBEAN

= ASIA




Multishore and Home Agent Solutions
That Provide Maximum Results

At West, we understand that every company’s need is unique. That is why we have developed one of the
most comprehensive portfolios of customer contact solutions in the industry. Through a unique combination
of domestic, offshore, near-shore, home agents and IVR technology we are able to provide today’s leading

companies with the greatest value and maximum results.

A key aspect of West’s portfolio of services is West at Home, our home agent solution, which helps companies
deliver a higher level of care to their customers, at a cost that is lower than many call center solutions. We
provide companies with access to an extensive network of educated and highly skiled people located in
homes across the country. In fact, over 75% of all West at Home agents have some college experience. This
vast labor pool also gives us the ability to staff up quicker and with a flexibility that can’t be accomplished in

a traditional call center environment.

West also offers proven and reliable offshore and near-shore solutions, that combines the advantages of
lower cost labor with the stateside strengths that for years have made West an industry leader. We take
West’s proven staffing and training methods and adapt them to best fit the local customs and standards,
which enables us to quickly identify well-educated and dedicated employees who have the proper skils to
provide the highest quality service. We also ensure the optimum level of reliability in our global centers, by

utilizing a redundant architecture and infrastructure that is similar to West’s U.S. based contact centers.

Whether you need a global or a local call center solution, West can deliver the best solution to provide your

company with the maximum result at the greatest value.




AN INNOVATIVE CUSTOMER CONTACT SOLUTION IS ONLY AS
GOOD AS THE TECHNOLOGY AND PEOPLE THAT SUPPORT IT.
YOU NEED A COMPANY WITH THE EXPERTISE, FACILITIES AND

SYSTEMS TO MAXIMIZE EVERY CONTACT.

ADVANCED TECHNOLOGY
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Industry Leading Innovations That Drive Success

Superior technology and cutting-edge systems are just a few of the reasons that today’s leading
companies turn to West to help them grow their business. From our staffing and scheduling systems
to our Network Operations Center (NOC), we continually strive for ways to provide our clients with
efficient and cost-effective ways of interacting with their customers, helping them to stay ahead of the

technology curve and focus on their core competencies.

West’'s dedicated staff has developed numerous patented procedures and systems that drive the
efficiencies your program needs to be successful. Our proprietary technology allows us to acquire
more customers, perform more transactions and, at the same time, retain and care for more of your

existing customers.

With SpectrumsM, West’s proprietary staffing and scheduling system, we are able to identify and project
staffing needs, providing your program with the proper level of skiled agents to handle your calls. West's
Quality Assurance program utilizes eQuality® from Witness, which enables us to monitor activity and make
real-time changes quickly and more effectively, leading to increased revenue for our clients. Through our
Virtual Automated Call Distribution (VACD) system, we are able to instantaneously route callers to the

best-suited agent located anywhere in the world, ensuring the highest level of service each and every time.

West's customer contact systems are completely controlled and monitored through our Network
Operations Center. This state-of-the-art facility allows us to effectively monitor each call, every transaction
and every program, which gives us the real-time information necessary to react quickly to changing situations

and ensure that cost efficiencies are consistently met.




CONFERENCING

SOLUTIONS

COMMUNICATION IS AN ESSENTIAL PART OF ANY BUSINESS.

WHETHER IT’S WITH YOUR EMPLOYEES OR YOUR

CUSTOMERS, A COMPANY MUST HAVE A COST EFFECTIVE

AND FLEXIBLE WAY TO COMMUNICATE WITH THEM.

AUDIO CONFERENCING
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Complete Conferencing Solutions For Today’s Business

Today, the demand is high for face-to-face interaction with customers and potential clients, but the expense
and uncertainty of travel creates new hindrances to conducting business. Through West’s conferencing
division, InterCall, we are able to provide a comprehensive suite of conferencing solutions that help tens of
thousands of business professionals communicate more effectively every day, while reducing the time and
expense associated with business travel. From small, impromptu meetings to large-scale events, West’s
complete conferencing services provide companies with world-class customer support and are perfectly

tailored to meet the communication needs of businesses around the world.

As one of the largest conferencing providers in the world, West understands that no two conferences
are exactly alike. That's why we offer one of the most robust portfolios of audio, web, video and event
conferencing solutions in the industry. Through InterCall’s flexible web conferencing solutions, companies
can meet, collaborate and exchange ideas, documents and information effortlessly and in real-time without
ever leaving their office. With operation centers and sales offices throughout North America, Europe and
Asia, InterCall’s conferencing solutions are reliable and consistent on a global scale. We ensure that no matter
where your participants are located throughout the world, you can quickly, easily and affordably bring them
together for any type of meeting. InterCall also makes it easy for companies to conduct regularly scheduled
sales meetings or to hold last minute client calls with reservationless audio conferencing. When companies

need to meet the conferencing demands of today’s business, they choose InterCall.




THE FINANCIAL STRENGTH OF YOUR COMPANY MAY DEPEND

ON YOUR ABILITY TO COLLECT BAD DEBT AND OPTIMIZE

YOUR RECEIVABLES.

RECEIVABLES MANAGEMENT

FIRsT PARTY RECOVERIES

THIRD PARTY COLLECTION

LEGAL SERVICES

PORTFOLIO PURCHASING




Solutions That Maximize Your Recoveries

To succeed in today’s competitive business world, companies must maximize their opportunities at
every stage of the revenue cycle. Through West Asset Management, a subsidiary of West Corporation, we
offer a variety of customized receivables management solutions that can improve operational effeciences,
decrease bad debt expense and dramatically recover more receivables. Whether you need help with your
active receivables or assistance with late stage delinquencies, West Asset Management provides your

company with the expertise and years of experience necessary to deliver superior results.

Our receivables management services are designed to improve your cash flow and your customer
relationships. We provide the highest quality service to both you and your customers, and have the facilities
and personnel to handle any size job. Our customized solutions offer you a comprehensive range of
services, including: First Party and Early-Stage Recoveries, Third Party Collections, Pre-Legal and Legal
Services as well as Portfolio Purchasing. In addition, West Asset Management has dedicated experts that
are trained in the specialized techniques required to collect within specific markets such as; consumer,

commercial, healthcare, government and education.

West Asset Management’s extensive experience crosses key industries and allows us to provide companies
with the most efficient and effective collection services. That is why many of the nation’s most prestigious
companies in the financial, auto, retail, higher education, telecommunications, utilities, government and
healthcare industries rely on West Asset Management’s customized programs to improve their receivables

management efforts and strengthen their bottom line.




Bridging the Gap Between
Contact and Communicate

West’s powerful contact solutions make
it possible for companies to turn contact
into communication and create stronger
relationships on which companies can
grow their business. Through our advanced
contact centers located strategically
throughout the world, we provide the
nation’s leading companies with the
kind of innovative solutions that are
necessary to succeed in today’s

competitive business environment.

Our solutions help companies increase
their revenue, lower their costs and
improve customer satisfaction. From
customer acquisition and customer care
to conferencing and accounts receivable
management, West gives companies the
ability to communicate more effectively,
achieve greater results and rise above

the competition.
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To learn more about West,
call 1-800-841-9000
or visit us at www.west.com
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