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Bright Pattern - Founded by the Pioneers of the
Contact Center Industry

Bright Pattern, which includes the original engineers and leadership that helped build
Genesys, is now bringing next generation enterprise-class capabilities to mid-size and

large enterprises in a single platform born in the cloud and architected for the future.
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KISHINSKY
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All-In-One Communication Solution

f

Cloud Deployment

Cloud delivery that ensures your contact
center adapts to your needs, with no
downtime for upgrades or maintenance,
the ability to turn up features as needed
and no up-front capital investment.
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Omni-Channel

Blended omni-connected engagement
reduces customer effort and allows
customers to use the channel they are
most comfortable with.
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Integrations & APls Reduced Complexity Unbeatable Scalability

Out of the box integrations Manage platform and make changes As an enterprise grows it's important to
CRMs: SALESFORCE, RIGHTNOW, MICROSOFT easily without relying on vendor to make handle that volume, respond to it's
DYNAMICS, SERVICENOW, ZENDESK. costly changes. changes and have high headroom for
WFMs: VERINT, ASPECT, MONET uninterrupted growth.

REST APIs for custom integrations Up to 10000 concurrent agents per tenant.

X D

QM across all channels Proactive engagement  Self Service Orchestration

Powerful eutbound communication Al and customer data driven self service

Call recording, customizable interaction
dialing, SMS engagement, trigger

caplure help supervisors provide based Automation
feedback on agent performance.

© 2018 Bright Pattern Inc, Confidential. All rights reserved
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Our Customers Include
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All Channels - Unified Queue

(O Danny Glover 214

D0 Jeanne wengler ®
oF Caraline Jahmsan @ a4

o]=) ST

ek * manth * year

oday

User Super 11:05 T
How things are?

Danny Glover 11:05T @& :ﬁ
| must explain to you how all this mistaken ide
af dencuncing pleasure and praising pain was
born and | will give you a complete account of
the system, and expound the actual teachings

of the great explorer of the truth, the master-
builder of human happiness.

L our product? [}

. Of avaids pleasure itself

. but because those wha do nat
bleasure ratianally encounter
extremely painful. [®]

#1345 Jeanne Wengler

1345 My order did not arrive

Danny Glover, reporter Status: Open
Jane Katzenalsan, Jamie Goadwyn, on copy

H P Edna Partee efta note at 1:40pm

Meed to get back in 3 days

E @s/v

To: Danny Glover
CC: Jane Katzenelson, Jamie Goodwyn

TA=ZAT

Dear Banny,

To provide you with the solution for the issue you've reported,
we require the following:

- screenshot of you Device Manager

- output of your dxdiag

Please provide the information above at your convenience and
help you a3 s00n a5 possible.

sincerely, Edna

£ oo

[ » | » REEEEETE
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Voice

Preview

Chat

Email

BB ServiceNow SM ®

= C | @ mikeo-desk

serviceMow SM

£ Save Survey Response
(D ser-senics Provied
() sandMessage

q SenviceNow Creale Object
1 sarvicaNow Serean Pop
(), serviceniow Searcn

JL, servicenow Seisct Acoount
{!_l/ SenviceNow Update Object

€D set Cusiom Reporiing Field

() send Message
1, arvicaniow Selsct Account
a W=Hours of Operation®
B cut of hours
q ServiceNow Create Objact "Message”
B Faies
.o Goto “Comment *Falure™
Exit
), servicenion Searcn “Customer
t+ E Failed

faiure™

I Pop "Search Screen”

Capacity share taken by Required spare capacity Precedence:
to receive interaction:

each interaction:

100

100

25

25

]

]

a0

a0

25

100

]

]

«  What constitutes a busy agent
«  When it's OK to route one more interaction

ServiceNow Search

Thie test: [casel
Obfect type: case
Cuary

actverie Sicase id)

Recordset name. customer-case
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Contacts / Activity History

* |dentification
 Personalization

- Data
Augmentation

* Activity history

« Look-up of activity
history for
interaction context

© 2018 Bright Pattern Inc, Confidential. All rights reserved

PC Support - Questions | TP: 22/24 | Q: 15| L:2:34 | SLA: 78

12 22:14

Director
123 Warehousing

1-415-555-1212 (mobile)
jeanne. ler@123

Service Request

Jeanne Wengler

Details Activities Cases
Support - Service a Date/Time User
m G) a Aug 17 Lola Maddox
E Aug 7 Edna Partee
~w Product Sold
dg Mar 12 Edna Partee
Call notes
B4 12:15 Edna Partee
DARAB v woeee
= Plumbing issues campaign J 12:05 Edna Partee
all * week * month * year J 11:00 Edna Partee
Hl, | need a replacement 11:05
water heater. 5 sun10:35  Lola Maddox

11:05  Hi Jeanne. | understand the problem and will be
happy to help you. Let's see what | can do.
mm...

type message here

w 5MS to mobile 14155551212 i

Jeanne Wengler
Director

123 Warehousing, Inc

Disposition

Answered

Answered

1415-555-1212 (mobile)
jw@123w.com

Details
Follow-up call
Check for answer ta ...
sold new policy
Re: Ask if the budget ...

Additional Details

a ofd o

Date: 08/17/29015
Time: 12:15pm (1 hour)
User: Lola Maddox

call Jeanne on mobile
ask about budget decision

i
Check for answer to our proposal

Date: 08/17/29015
Time: 12:15pm (1 hour)
User: Lola Maddox

call Jeanne on mobile
ask about budget decision

[/‘—/\’. Ask if the budget decision has been made

From: Jeanne Wenger @ 1(415)555-1212
To: Service

12:15

User: Edna Partee

Dear sir or madam,

Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed
do eiusmod tempor incididunt ut labore et dolore magna
aliqua. Ut enim ad minimveniam, quis nostrud exercitation
ullamco laboris nisi ut aliquip ex eacommedo consequat. Duis
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Automation via Communication enabled

workflows

Trigger-initiated workflows
» Pass data to external systems
« Send notification

;::E © 2018 Bright Pattern Inc, Confidential. All rights reserved

a If "Check if incident exists"

= Branchl
& RightNow Create Object "Create Incident”

| Failed
bj} Find Agent
No Agents

Queue Limit

s RightNow Screen Pop "Open incident”

(g Connect Call
|
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Out of the Box CRM Integrations

(3 ORACLE’
Q SERVICE CLOUD

* Single sign-on
* Access to CRM data
from scenarios

« Creating/updating
objects in CRM from
scenarios

» Screen pops

* Propagating call/chat
details as a part a CRM
case history

Service Pattern Agent Control > X

a < Busy I0)
Next: Not Ready - Break

. Michael Nicely 2:01

Y

Michael Nicely

Worldwide Logistics, Inc.

ServicePattern Support 0
connected (home)

@0

* <no disposition>

#iDial @ Directory | (1) Recent i Favorites
~ ServicePattern Support

© oD

Michael Nicely (office) % [}
Michael Nicely (mobile)

servicenovw

© 2018 Bright Pattern Inc, Confidential. All rights reserved
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Activities

t*zendesk

Leads Accounts

&

® carmencita Orvez-Torez 0:11

®  Carmelita Corvez-Diaz  0:12

Carmelita Corvez-Diaz
Support - Service 213

20a

all * week * month * year

w Product Sold

HI, | need a replacement 11:05
‘water heater.

11:05 Hello Carmelita. | understand
the problem and will be
happy to help you. Let’s see
what | can do.

e Hi
=

5h

Ther

My T

nt#99 Busy
&l -
Next: Ready

R S, Alex Petrov @650-200-6500
& Lorem ipsum dolt
8

inutes ago © Alex | Alay Petrov ‘
Knyazev (change)
650-200-6500 £

00:05:15 %8

Voice Inbound

- [T Interna )
(=} connected inbound

: © QDO
¥ <no dISPDS\UOn>
Show all events Tl @ cChat @ Directory (T) Recent i Favorites
) lgorKnyazev ~ Voice Inbound
or F
ne

O @ ¢

“sct | Enter number
1

u
u
—_——
m rbi eu - Alex Petrov
ultricies ante in conse q
M | ﬁ
.

|

salesforce

Dynamics
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Real Time K

Break Time

12 min remaining

' 8 min used

available

cer [l
oceees [l

Agenda

Thu Mar 30

1:00am | Call with John Smith in 3 min
0:30 K on mobile

9:00am | High Volume of Outbound Calls
2:00 N in 0:12
10:00am | Team Building
1:00 § conf room in 1:12
FriApr 1
12:00pm | Call with John Smith in 3 min

0:30 ¥ on mobile

9:00am | High Volume of Outbound Calls
2:00

PC Support - Questions | TP: 22/24 |

My Stats

Handled/Hour
Q

Abandoned Interactions

1

My team's average I

Agents in Front of Me

@ Jonathan Wharton  Ready
. Morma Spriggs Ready
. Robert Clem Ready
@ Timothy Baptiste  Ready
@ vera Maurer ACW

@ Ametia Kirchner ACW

. Jimmy Danforth Not Ready
@ Eedward Kempf Not Ready
. Donna Gist Mot Ready
. Allen Fawcett Busy

© 2018 Bright Pattern Inc, Confidential. All rights reserved

Average Handling Time

Q151 L:2:34 | SLA:T78

Dispositions

Pls and Wallboards

~

23

My stats

12:01
10:00
512
30
4:04
245
423
312
1:02
15:01

Call Center Overview

‘Waiting in All Queues

0%

Abandoned, All Queues

0%

Queued, All Queues

22

| W

Queues

Name

Customer Service

Phane suppart

Mobile Support

‘et anather e-mail service
ZenDesk Support Service Vioice

Anather e-mail service

Agent State Summary

Announcements

Please hold on taking breaks

5L Ab
1\ 1
14 0
L]
o0
o0
L]

MxWait inQ Agents  Calls

0 2 1
0 0 0
o 0 1
[ ] 1
[ ] 0
0 1] 1

Positive Disposition

John Watson
Jeffery Lozoda
Maria2 solo
BPO

Alan Berg
Sasha Volgin

Test Access

20

20

48

Longest Calls

Jehn Watson
Jeffery Lozada
Maria2 selo
BEPO

Alan Berg

Longest Not Ready

Jehn Watson
Jeffery Lozada
Maria2 selo
8FO

Alan Berg

Longest Hold

John Watson
Jeffery Lozada
MariaZ solo
BPO

Alan Berg

Longest ACW

John watson
Jeffery Lozada
MariaZ solo
BPO

Alan Berg

cococoo "B - ocoeoeoo

ooooo

All agents

Name

John Watsen
Jeffery Lozada
Maria2 solo
BPO

Alan Berg
Sashao Volgin
Test Access
FRoman Orlovekiy
UsEr

van

Edmund Wong
Tom Carter
Client A

John Smith

ivan test

Gina Sayre
Lala Maddex
isvtest okto.com
Fip Kins03

Pip Kins02

Nick Delninger
User Super
Anton Savin
Anna Bates
Mikhailo
Anatolly Viorushin
James Thurman
Alexei V.

Pip Kins01

One Mare

C 00000000 OCOOCOCC0O0O0OCO0O0O0O000000000O0
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Single Sign On With:

okta

(/' FORGEROCK

=. Active Directory

Federation Services
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Active-Active Disaster Containment

» Non-disruptive updates, no East Region eu-west-1
scheduled downtime.
@ amazon|§ 3

 Distributed deployment
architecture with no single
point of failure

* N+1 redundancy for all

components
@ amazon| G 3 eu-west-2
« Standard Uptime Warranty 4L o
99.99%
i ez 53
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24/7 Monitoring of system performance

Z

» Monitor usage patterns on agents, call
queues, interactions per second rates and
auto-detect exceptions in each tenant

« Monitor agent connectivity, Jitter, RTP losses
« System load and balancing overall
* |ssue prediction and alerting

;::E © 2018 Bright Pattern Inc, Confidential. All rights reserved



Global Infrastructure and 24/7 Support

Sgr.rc.-l;rla, Cﬁ
Global Uptime: 99.998%

No <cheduled downtime i

@. V DSS
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