Amerlcan Teleservices Association

200900“\'% tion

-

October 4-7+New Orleans

2009 ATA Survey:
What Are Clients of
Outsourcers
Looking for Now?

ATA

American Teleservices Association



i @ AmsrtionTaliniciioss Assaclaion
2009Convention o Answers
'-& Xno | 2 e 5’/

4

What best describes your company’s
marketing and sales efforts?

120%

96.2%

100% -

80% -

60% -

40% A

19.2%

I

Business to Consumer Business to Business

20% -

0% -
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How large is your company in annual revenues?

4

30% —. 28%

<$100 million $100 to $500 $500 millionto $1  $1 to $5 billion $5 to $10 hillion > $10 billion
million billion
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What percent of your call center traffic
60% IS outsourced vs. in-house?

4

53.8%

40% -

20% -

0-10% 10 - 20% 20 - 30% 30 - 40% >50%
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How much do you spend on outsourced teleservices?

39.1% _ 4g,

40%

$300 Million
(Same as ‘08)

30%

20%

< $1 million $1to $4 $4 to $6 $6 to $10 > $10 million
million million million
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Where Is your teleservices outsourcer based?
80%

71%

70%

60%

50% -

E 2009
02008

H

40% -

Domestic Only International Only Combination of
Domestic and
International
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In the next year, do you plan to increase, decrease
or maintain your current outsourced teleservices program?

60%
52%
40%
40% -
20% -
8%
0% - -

Increase Decrease Maintain
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If you plan to increase your outsourced teleservices
program In the next year, by how much?

60%
Avg. = 30.6%
42.9%
40%
28.6%
20%
14.3% 14.30%
0%

0-10% 10 - 20% 20 - 30% 30 -40% > 50%
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Why does your company choose to outsource teleservices?
(5 Is “most important” and 1 is “least important”)

3.86
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= How important are the foIIowmg in selectlng an outsourced teleservices vendor?
(5 is “most important” and 1 is “least important”)

45
4.0 4.0 396  3.96 3.91 3.95
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What in your opinion is the ideal supervisor
to representative ratio?

60% 56%

40%

E 2009
02008

20% -

1:10 1:12 1:16
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In general, how satisfied are/were you with your most recent
outsourced teleservices relationship?
|

80%
omewhat + Very Satisfied
66.7% 6506 2008 = 83%
2009 = 91.7%
60% -
200 W 2009
@ 2008
20% -
0% -

Very Satisfied Somewhat Somewhat Very
Satisfied Dissatisfied Dissatisfied
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How satisfied were you with your off-shore teleservices

ssgs  outsourcer?

6020

53%

40%0

B 2009
= 2008

20%0 -

0%
Very Satisfied Somewhat Somewhat Very Dissatisfied
Satisfied Dissatisfied
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How likely are you to change your
teleservices outsourcer in the next year?

47%

12009
12008

44%

40%

Somewhat + Very Likely
2008 = 79%
2009 = 56%

Very Likely Somewhat Likely Not Likely
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Conclusions

« Growing satisfaction with teleservices outsourcers
« Domestic and international
e Shift towards domestic
 Increased spending on teleservices anticipated next year
* Fewer companies likely to change vendors
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Conclusions

* Key needs
e Business experience in my industry sector
e Superior security procedures
« Exceptional training and experience
 Skilled program management
 Impeccable compliance record
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John Redinger Tim Searcy
VP, Sales & Marketing CEO

Jredinger@dialamerica.com tim@ataconnect.org
201-327-0200 ext. 2314 317-816-9336




