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Picture shows Soneri Bank officials
including Safar Ali K. Lakhani, President,
Qamar Wahab, SEVP & CFO, Haider
Devjianie, EVP & Head of IT, Ayub Butt,
CEO, ZRG International with key team
members. rr

SONERI BANK UPGRADES LATEST CONTACT CENTER
TECHNOLOGY BY ZRG

Soneri Bank, one of the fast-growing banks in Pakistan
has recently expanded its Contact Center operations in the
newly build state-of-the-art contact center premises along
with its core banking system and services with the help of
contact center solution by ZRG, nation's most preferred
CTl and Call Center technology provider. Soneri Bank
offers a wide array of financial service through a network
of 72 branches spread all over the country. The Bank has
been supporting its banking products and services with the
help of self-service Phone Banking IVR technology by ZRG
since year 1995, The Bank recognized that any business in
Pakistan that is seeking to establish a foothold or increase
its share in the marketplace, innovation and distinction are
the key factors. To handle a rapidly growing customer base
and to support an entire range of competitive products and
services, Soneri Bank decided 1o expand the capacity and

T Sigrakng Ceterpony Petween
Soneri Bank and ZRG International

capabilities of its Phone Banking setup. As the
management and users of Soneri Bank were completely
satisfied with the previous performance and service quality
of ZRG as a knowledgeable technology partner, the Bank
decided to award the contact center expansion contract to
ZRG. At the same time, Soneri Bank also selected the latest
Call Review and Scoring or CRS software for the contact
center quality assurance department. 8
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ZRG PROVIDES LATEST SOLUTIO
FOR UBL CONTACT CENTER

16 June, 2007

U BL Bem.klfw.g C.‘m:\.'.-._ .':,en;er ZHG glm lT
e ol solution to UBL

By our correspondent

KARACHI: UBL has signed an
agreement with ZRG for instél-
lation of contact center tech-
nology solution by ZRG. The
project is aimed at
hlghqunlhysenrlcestoUB
customers as well as enhancing
the capabilities of the contact
centér so that the Bank could
Jaunch and support a wide
range of innovative services
and capabilities.

T pictire shows officials from UBL Mr. Bagar Mzaffar, CIO, Dr. Khalid Aslam, 1T Divisional
Head. She o Jawaid, Regional Head Phone Banking & SP& PR, Shalizad Ahamed Qureshi, Asst.
Proctuct Manager [T and Adnan Ali. Phone Banking Head along wirth Mr: Ayvich Bun. CEQ of ZRG

United Bank Limited and ZRC have entered inte  and integrated technology available in the market
an agreement whereby ZRG will install state-of-  The latest solution by ZRG will enable UBL 1o
the=art contact center technology for UBL  manage multi-site centers with capabilitics such
customer services and support contact centers.  as load balancing, overflow traffic. IP

LIBL. one of the most progressive among the  “OM MU ation and Active Disaster Recovery BUSINESS
large banks in the country is managing one of  ZRG International is nation's most experienced

the busiest customer contact center in the Banking — contact center technology specialist, ZRG

industry, supporting o wide range of products  solutions are deployed in majority of contact
and customers. In order to provide innovative  centers in the country, and ¢ 1 use by millions
products and services with advaneed copabilitics.  of users that use self-service applications in

UBL decided 1o gequire the most modern, flexible  addition to the contact center agent services Simultaneously published from Karschi, Labore & Islamsbad

07 June, 2007

=igning Ceremony for

Banking Contact Center

United Bank Limited and ZRG 3 ZRG

KARACHI: A group photo of UBL and ZRG olficials was taken on the occasion

of signi for B g contact centre here on Wednesday. The picture

shows ofﬂcllh of C10 UBL Baan MuzalTar, IT Divisional Head Dr Khalid

Aslam, Regional Head Phone Banking and SP&PR Shabzad Jawaid, Asst

Product Manager IT Shahzad Ahmed Qureshi and Phone Banking Head Adnan
Ali along with CEQ of ZRG Ayub Butt.




FOUNDED BY QUAID-I-AZAM MOHAMMAD ALI JINNAH

10 April, 2007

NIB Enhances Services with
Open Standard Technology by ZRG

In line with the commitment of
offering a more distinctive, 24/7
Non Stop Phone Banking
Services to the customers, NIB
recently upgraded the Phone
Banking Platform with a state of
the art technology equipped
with IVR, and an advanced,
sophisticated and effective call
routing and distribution mecha-
nism to successfully handle and
distribute calls from all over the
country. The latest open stan-
dards technology for Phone
Banking has been provided by
ZRG, the market leader in the
advanced contact center and
CTI solutions. ZRG has provided
NIB with highly sophisticated
call handling and management
toola that will allow the bank

to manage the support services
with complete documentation,
service quality assurance and
comprehensive MIS reporting.
Mr. Naseer Hasan, Head of
Consumer Banking, NIB Bank
Ltd said "We want to revolutionize
the concept of Banking in
Pakistan for which we have iden-
tified distinct customer segments
with different and unique needs.
By understanding these needs
and maintaining a promising
relationship with our customers,
business partners and employees,
we intend to deliver the best and
customized financial solutions
under one umbrella
“Technology has evolved with
human needs" Mr. Arif Butt,
Exccutive Dircctor, ZRG

Signing Ceremony between

e Bank

International said. He added
that, “ZRG has been working on
defining new measures of con-
tact center success, improving
agent productivity and retention,
and creating new customer
experience. Our goal is to trans-
form the previous model of the
Phone Banking from a lucrative
center to a convenient center for
the customer base. We would
like to nurture cur business rela-
tionship and take more chal-
lenges with NIB Bank Limited in
the future.”

The picture below shows Mr. Zia
Akhtar Abbas, Mr. Kashif Gaya
of NIB Bank with Mr. Arif Butt of
ZRG with the project team.

NIB Bank and ZRG International

Deravenng Bey
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KASB Securities Offers Online Trading
with Contact Center Solution by ZRG

%KASB SECURITIES

2ZRG

Ueboarry Beronsd Enpurciatons

KASB Securities has acquired latest contact center and IVR
technology solution from ZRG that allows online trading facility
to KASB customers through an intelligent self-service IVR and
a live agent based contact center. With the help of this setup, the
KASB customers can find out the latest stock information. interact
with the automated system to place order. get answers and trading
status. ZRG helps organizations increase customer satisfaction
and revenues by improving business communication and customer
contact management functions. The above picture shows (left)
Mr. Avub Butt, CEO., ZRG signing the agreement with (right)
M. van Khan. Head of KASB Direet and Mr. Moen Sheikh,
CFO, KASB Seccurities with the project team members.




UFONE ACQUIRES NEW TECHNOLOGY FOR
IVR FROM ZRG INTERNATIONAL

The fastest growing GSM cellular
service provider, Ufone, has acquired
advanced lechnology from ZRG Inter-
national o provide more convenience
and simplified access lo ils subscribers
of U-Circle package.

U-Circle package enables Ufone
subscribers Lo gel signilicantly lower
call rates when calling any of the no-
tified five phone numbers of their fam-
ily and [riends. Due to the overwhelm-
ing response to this package plan, the
call load at the customer service call
cenlres increased significantly be-
cause Lhe process of gelting the num-
bers registered required assistance of
a live operator. Consequently, the
Ufone management introduced the
idea of having an automated service
system through which subscribers can
register their desired phone numbers
automalically through a sclf-service
IVR system, said Mr Mubashir Naqvi
President & CEO Ufone.

ZRG International, the markel
leader in advanced telephony solu-
tions in lhe country offered an ad-
vanced and flexible automated solu-
tion for the project through which
subscribers can dial al any time (o
register their desired numbers by us-
ing simple and easy-lo-follow instruc-
tions in lacal language’ due (o its pre-
vious experience and vast knowledge
-of werking in the telecom seclor, ZRG
was awarded Lhe project and the com-
pany was able (o complete the project
well before lime,

Mr. Mubashir Naqvi said that the
Ufone was conslantly secking lo add
more value Lo ils subscribers by using
newer and innovative lechnologies. ZRG
solution has streamlined (he process ol
U-circle number registration by ulmost
accuracy and fasler execution through
direct database update, he (urther
added.

Mr. Naveed Khalid Bult, Chief Of-
ficer, Customer Operations al UFone said
that it also had reduced the load on our
cuslomer service represenialives who
were now (ree and available 1o provide
assistance Lo callers with other Inquir-
ies and supporl requirements keeping
in line with Ufone's “Service First' strat-
egy.

On the occasion, a spokesper-
son from ZRG International said “ZRG
solulions are preferred by knowledge-
able IT professionals due to the open
standard architeclure, flexible and
casier Inlegration and quick
cuslomizalion capabilities. ZRG main-
tains the most experienced project
team that has repcatedly delivered
successful resulls [or major lelcos,
banks, insurance, couricr and other
industries. Our dedicalion, commit-
ment and hard work has made ZRG
Pakistan’s mosl successful company
with the largest market share in the
advanced compuler [elephone inlegra-
tion (CTI) solutions market. Through
our research and development efforts,
we will continue lo make things betler
for the business in the country.”

[uone]

Swama Cememwany
Latest IVR Technology for
fone U-Circle by ZRG

2ZRG |

Durverng Deyond £ rpactatans
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IP CONTACT CENTER PROVIDES
IMPROVED CUSTOMER SERVICE

ZRG International, nation’s leading contact center technology
provider has installed latest IP based customer interaction
solution for the customer services of TCS, the largest courier
service provider in the country.

In order to provide more convenience and facilities to its valued
customers, TCS has established a new, state of the art, 24/7
contact center facility near Karachi Airport. The center has been
equipped with the most advanced IP technology to provide
prompt answers to customer queries regarding tracking of
shipments, information on rates, deliver status, covered areas
and booking location. TCS customer services can be reached
through Voice calls, Fax, SMS and Web Chat channels.

The next generation IP contact center solution by ZRG, built
upon open standards technology, offers complete documentation,
quality assurance tools and a special feature called multi-modal
capability that gives a cost effective approach for handling and
managing customer queries of multiple brands, products and
companices from a single virtual contact center. TCS plans to
use this feature to handle calls for its various businesses.

ZRG has provided innovative contact center solutions at majority
of contact centers in the country. These solutions are being used
by millions of users that use self-service applications in addition
to the contact center live agent services,
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Contact centre technology at Bank Alfalah
KARACHI: Bank Alfalah, the nation’s fast growing bank, has recently
expanded its customer services contact centre by adding another state-
of-the-art facility in Lahore.

The new location has been equipped with the latest technology in-
stalled by ZRG, Pakistan’s market leader in next generation contract

@

Comtact Center Spoecialist

ZRG

g Bayond Expeclisons

KARACHI: Picture shows Adil Rashid, Executive Incharge, Cards
Division, Bank Alfalah (centre) with Ayub Butt, CEO ZRG Interna-
tional (right).

centre solutions.

With the second location, the bank intends to maintain its high qual-
ity customer care for its fast growing customer base. ZRG has integrated
both sites to enable transparent call transfers between two sites, load
balancing and sharing, overflow traffic handling and coverage during
disaster recovery.
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Ufone acquires new
technology from
ZRG International

KARACHI: The fastest growing
GSM cellular service provider,
Ufone, has acquired advanced tech-
nology from ZRG Intemational to
provide more convenience and sim-
plified access to its subscribers of
U-Circle package.

U-Circle package enables Ufone
subscribers to get significantly
lower call rates when calling any of
the notified five phone numbers of
their family and friends. Due to the
overwhelming response to this
package plan, the call load at the
customer service call centres
increased significantly because the
process of getting the numbers reg-
istered required assistance of a live
operator. Consequently, the Ufone
management introduced the idea of
having an automated service sys-
tem through which subscribers can
register their desired phone num-
bers automatically through a self-
service IVR system, said Mubashir
Nagvi President and CEO Ufone.

Mubashir Naqvi said ZRG was
awarded the project and the compa-
ny was able to complete the project
well before time.

The Ufone was constantly seek-
ing to add more value to its sub-
scribers by using newer and innov-
ative technologies. ZRG solution
has streamlined the process of U-

circle number registration by
utmost accuracy and faster execu-
tion through direct database update,
he further added. Naveed Khalid
Butt, Chief Officer, Customer
Operations at Ufone said that it also
had reduced the load on our cus-
tomer service representatives who
were now free and available to pro-
vide assistance to callers with other
inquiries and support requirements
keeping in line with Ufone’s
‘Service First’ strategy.

On the occasion, a spokesperson
from ZRG Intemational said “ZRG
solutions are preferred by knowl-
edgeable IT professionals due to the
open standard architecture, flexible
and easier integration and quick
customisation capabilities. ZRG
maintains the most experienced
project team that has repeatedly
delivered successful results for
major telcos, banks, insurance,
courier and other industries. Qur
dedication, commitment and hard
work has made ZRG Pakistan’s
most successful company with the
largest market share in the
advanced computer telephone inte-
gration (CTI) solutions market,
Through our research and develop-
ment efforts, we will continue to
make things better for the business
in the country.”—PR
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EFU Acquires Latest Contact Center
Technology From ZRG International

EFU Life. the largest private sector life insurance company in Pakistan
recently launched its latest Intel CT1 enabled contact center provided
by ZRG International. the award winning company and market leader
in the call center solutions provider industry. EFU LIFE decided to go
one step ahead in satistying the needs of its customers by introducing
the Client Service Call Center. With this customer centric approach,
EFU Life is the first insurance company in Pakistan to set up a dedicated
Client Service Call Center and ZRG was their obvious choice.

The contact center solution by ZRG is based on open standards based
technology bringing maximum flexibility and freedom to EFU LIFE.
ZRG has been winning more call center projects than anyone else due
to the superior world class Intel CTI technology and readily available
ZRG expertise and support for all related professional and technical
services.

The above picture shows (left) Mr. Taher G. Sachak. MD & CEO -
EFU Life Assurance Ltd. signing the agreement with Mr. Ayub Butt
CEO — ZRG International.
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people in tribal areas of
Pakistan.—PPlI

EFU deploys
modern call centre
technology

KARACHI: EFU Life
Assurance Limited has started
offering convenient and timely
services to its large customer
base through a modern call cen-
tre facility.

The call centre has been
equipped with latest world class
CTI technology that is deployed
at most of the successful call cen-
tres in the region and supported
by ZRG International.

In a statement issued here.on
Monday, with this customer cen-
tric approach, the EFU Life is the
first company to set up a dedicat-
ed client service call centre facili-
ty to provide answers, product
information and services to its
customers.

In order to get the best call cen-
tre solution from a proven solu-
tion provider, EFU Life asked for
bids from various market players.

The qualification criteria for the
ideal solution provider required a
dependable technology partner
that is highly focused and a spe-
cialist in the area of call centre.
Such a partner would have a
proven track record of perfor-
mance and a good reputation from
the previous projects.—PR
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7| cial USDA data—Reuters

NIFT SUPPORTS DIGITAL

SIGNATURES WITH ZRG SOLUTION

‘ﬂi I"T‘i;.lRllgT Centact Centitr Specmfist

THE IWAGE OF TRUST @ ZR
'-I:' y b £

_ ¥ i a
NIFT, the nation’s leading service provider for the financial industry
has started issuing Digital Certificates and PKI services to individuals
and corporations. To support this service, NIFT has setup a customer
support contact center and has deployed the latest open standards CTI
based [P Contact Center solution from ZRG International.

The Contact Center solution at NIFT by ZRG International provides
a very flexible'and intuitive environment for handling calls, managing
agents and maintaining service levels. Unlike the traditional model of
hard phones, ZRG solution provides a futuristic approach of handling
calls through Soft IP Phones and the concept of Agent Anywhere.

ZRG, a technology specialist in the area of customer interaction and
relationship management, is the premier provider of latest call center
technology solutions. ZRG has been winning contact center project
maore than anyone else because of the world class Intel CTI technology
and a rich project expertise of over 12 years in the local market. Most
of the leading call centers are using solutions and services by ZRG
International, The company is exporting this technology bundled with
their services to the international market and has gained customers in
Middle East and Africa.

The above picture shows Mr. M. M. Khan, CEO, NIFT (left) and Mr.
Ayub Butt, Chief Executive, ZRG at the signing ceremony of the
contact center technology agreement between two companies.
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Nafa deploys ZRG tech at
customer service centre

KARACHI: Nafa, a premier
asset management company, has
gone live with the operations of its
modemn contact centre facility.

The modern contact centre has
been established to provide timely
information, answers to frequently
asked questions, and personalised
assistance to the nation-wide cus-
tomers.

The contact centre is equipped
with the most flexible and
advanced CTI technology by ZRG
International, the market leader in
contact centre technologies.

Nafa is a joint venture company

established by National Bank of

Pakistan, NIB Bank and Fullerton
Fund Management Company
(FFMC) of Singapore.

In order to gain rapid market
infiltration and to provide quality
services to its customers, Nafa
management decided to launch
their products with a fully
equipped customer contact centre.

According to a statement issued
here on Monday, Nafa searched
for a contact centre solution that
could provide maximum amount
of flexibility in integration and
customisation.

After the evaluation and based
on the facts gathered from the
market, Nafa found out that
ZRG solution has been installed
at majority of the financial and
telecom contact centres in the
country. It is based on open stan-
dards-based technology, bring-
ing maximum flexibility and

NAFA '\MJIUCI! r—unris

freedom to Nafa.

The existing customers of ZRG
solution expressed great satisfac-
tion towards the solution perfor-
mance and with the quality of
post-installation support.

The offered solution is the same
that is being exported by ZRG to
international customers and, most
importantly, ZRG holds a superb
track of performance, innovation
and a consistent presence in the
market for over a decade.

Nafa evaluation team concluded
that the solution offered by ZRG
Intemational was the ideal choice
for the stated requirements of
Nafa. The contract was awarded
to ZRG International.

The chief executive of Nafa, Dr
Amjad Waheed, said, “The goal
of Nafa contact centre is to pro-
vide timely information and per-
sonalised support to its existing
and potential customers.

Caoniact Center Spe

RG

“For this, we have engaged
experienced specialists for the
contact centre and have deployed
the latest technology that will
enable the company to deliver
customer satisfaction in a cost-
effective and efTicient way.”

He said, “We selected ZRG,
the most experienced contact
centre solution expert, as our
partner because ZRG has the
capability, local expertise and
spares to provide comprehensive
support for customisation, inte-
gration and expansion right away
and without any delays, that is
typically associated with solu-
tions from abroad.”

The Chief Executive Officer of

ZRG International, Ayub Butt,
said, “These days, a contact centre
is the most cost-effective and effi-
cient way of delivering informa-
tion and support services to the
customers.” —PR

L4
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ZRG’s advanced contact centre solution

KARACHI: A state-of-the-art contact centre has been established to pro-
vide timely information, answers to frequently asked questions and per-
sonalised assistance to customers nation-wide.

This has been equipped with the most flexible and advanced CTI tech-
nology by ZRG International, a leader in contact centre technologies.

ZRG solution is installed at majority of the financial and telecom con-
tact centres in the country. It is based on open standards based technol-
ogy bringing maximum flexibility and freedom to NAFA.

The existing customers of ZRG solution expressed great satisfaction
over the solution performance and the quality of post-installation sup-
port.

The offered solution is the same that is being exported by ZRG to in-
ternational customers. And most importantly, ZRG holds a superb track
of performance, innovation and a consistent presence in the market for
over a decade.

Speaking on the occasion, Dr Amjad Waheed, CFA, the chief executive
of NAFA said “The goal of NAFA Contact Centre is to provide timely in-
formation and personalised support to its existing and potential cus-
tomers.

i it o
. NAEA Moloo Eunde Conltact Center Speclalist

e U \ C o
HARAY

Commenting on the occasion, Ayub Butt, CEO, ZRG International said
“These days, a contact centre is the most cost-effective and efficient way
of delivering information and support services to the customers.

ZRG’s approach is to provide cost-effective contact centre solutions
that offer maximum capabilities and flexibility to its customers through
the use of open standards based technology.

In this way, we are able to provide much more value to our clients
than what is available with traditional telecom switch based proprietary
solutions.

Based on open CTI technology, ZRG contact centre solutions are very
easy to install, operate and manage. Additionally, the processes of inte-
gration with databases and servers, the customisation and the upgrades
are very simple and transparent.

ZRG solutions are free from any the dependencies from abroad be-
cause we have all resources to provide any type of integration and cus-
tomisation without seeking help from abroad.”
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ZRG provides state-of-the-art
Call Center Technology to MultiNet
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ZRG International. the market leader in next generation call center solutions
has been selected by MultiNet, a wholly-owned subsidiary of Telekom Malaysia
for setting up a state-of-the-art call center in Pakistan. MultiNet is Pakistan’s
leading provider of DSL Broadband and other value added services that is
making significant investments in the telecom sector of Pakistan by laying a
country-wide optical fiber backbone and expanding services to all major cities
in the country under the banner Project Ittehad.

The technology-savvy management at MultiNet. under the dynamic leadership
of the M. Nasser Khan Ghazi wanted to setup a very flexible, totally integrated
and completely customizable call center solution to provide prompt and highly
personalized services to its existing and potential customers. By looking at

the existing market scenario, MultiNet quickly realized that ZRG is the no.

| expert in the call center solutions in Pakistan and holds the largest share in
the banking and telecom call centers of Pakistan, ZRG’s proposed solution

based on open standards technology was evaluated by a team of international
experts of Telekom Malaysia and was rated as the ideal solution for the needs
of MultiNet. The above picture shows Mr. Ayub Butt, CEO ZRG International
signing the agreement with Mr. Nasser Khan Ghazi, CEO Multinet, Pakistan,

MultiNet to deploy
ZRG for call
centre technology

RECORDER REPORT

KARACHI: MultiNet Pakistan,
a subsidiary of Telecom Malaysia,
has selected ZRG International to
implement a next generation call
centre solution,

MultiNet is one of the leading
telecom service providers of
Digital Subscriber Line (DSL),
Broadband and other value-added
services, and is making significant
nvestment in the telecom sector in
the country.

The company (MultiNet) is cur-
rently engaged in the construction
of a 4000 kilometre long nation-
wide optic fibre backbone network
and is expanding its DSL network
in more than a dozen major cities
of Pakistan.

The company in near future also
plans to offer Long Distance
International (LDI) call services. In
order to support its products the
company is investing in a state-of-
the-art call centre to provide high
quality customer suppon services
to its existing and potential cus-
tomers.

According 1o a spokesperson of
ZRG Intemational, the technology-
savvy management of MultiNet
established strict criteria for identi-
fying a call centre specialist com-
pany that can offer a scalable, flexi-
ble and robust solution.

MultiNet evaluated several offer-
ings and, after careful considera-
tion, selected the open standards
based, cost-effective and a proven
call centre solution by ZRG
Intemnational,

The ZRG International will pro-
vide completely integrated call
centre solution that will have the
capability to intelligently route the
entire customer calls to the desired
attendees. The solution will pro-
vide a very flexible Interactive
Voice Response (IVR), a digital
conversation recorder, Computer

Telephone Integration services and
a complete set of call centre man-
agement 1ools.

The CEO of MultiNet Pakistan,
Nasser Khan Ghazi said “We are
laying an extensive fiber optic net-
work in Pakistan, expanding our
operations to more than 15 major
cities and we will be coming up
with more value added services for
the people of Pakistan this year.”

He said, "Our key focus is to
ensure that our customers get the
best possible quality of support and
our staff gets the top of the line
technology tools to do their job.”

“According 1o internal evalua-
tion,” Nasser swd, “we found that
ZRG is undoubtedly the number
one and the most reliable solution
provider in the market with a
proven track record of excellence,
ZRG has offered us open standards
based technology that gives us
complete freedom for future
expansion in terms of capacity and
functionality. We are proud to be
associated with ZRG."

The CEO of ZRG International,
Ayub Butt, said, “At present, busi-
nesses need total integration, flexi-
ble configurations and complete
customisation capabilities, Only
open standards-based technology
can provide these features in a
timely and cost-effective manner,”

He said, “The days of proprietary
and closed solutions from tradition-
al telecom equipment manufactur-
ers are over. These days, a business
cannot afford delays in getting the
desired functionality.”

ZRG’s open standards technolo-
gy-based solution offers a high
degree of functionality and cus-
tomisation capability that saves
time and money and provides
instant support without any delays
that are typically associated with
solutions that depend on expertise
from abroad, he added,
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MULTINET SELECTS ZRG FOR CALL CENTER SOLUTION

MulliNet Pakistan, country’s lead-
Ing telecom service provider ol DSL, Broad-
band and other value-added services, has
selected ZRG International to implement
anext generation call eenler solulion,

MulliNel is a subsidiary of Telecom
Malaysia that is making significant invest-
ment in the telecom sector in Pakistan.
Multinet is currently engaged in building
a 4000km long nation-wide fiber optic
backbone network and is expanding its
DSL network in more than a dozen major
cities of Pakistan. In near future Multinet
also plans to offer Long Distance Interna-
tional Calling Services (LDI). In order o
support its products Mullinet is investing
in a state-of-the-art call center o provide
high qualily customer support scrvices lo
its existing and potential customers.

The Llechnology-savvy management
ol MultiNet established strict criteria for
identifyinga call center specialist company
that can offer a scalable, flexible and ro-
bust solution. Multinet evaluated several
offerings and after careful consideration,
selected the open standards based, cosl
effective and a proven call center solution
by ZRG International. ZRG will provide a
completely integrated call center solution
that will have the capability to intelligently
route all the customer calls to the desired
atlendees. The solution will provide avery
flexible Interactive Volce Response (IVR), a
digital conversation recorder, Compuler
Telephone Integration services and a com-
plete sel of call center management tools.

During the signing ceremony, Mr.
Nasser Khan Ghazl, CEO of Mullinel Paki-
stan, said: “We are laying an extensive {i-
ber optic network in Pakistan, expanding
our operations lo more than 15 major ell-
les and we will be coming up with more
value-added services for the people of Pa-
kistan this year, In all this, our key focus
Is 1o ensure that our customers gel the
best possible quality of support and our
stall gets the lop of the line technology
tools to do their job. According Lo our in-
ternal evaluation, we found that ZRG Is
undoubledly the number one and the most
reliable solution provider in the market
with a proven track record of excellence.
ZRG has offered us open standards based
technology that gives us complete freedom
for fulure expansion in terms of capacity
and [unctionality. We are proud to be as-
sociated with ZRG.”

Speaking on the occasion, Mr. Ayuly
Butt, CEO ZRG International, said: “To-
day, businesses need total integration, flex-
Ible confligurations and complete
customization capabililics. Only openstan-
dards based technology can provide these
features in a timely and cosl-effective
manner. The days of proprietary and closed

solutions from traditional telecom equip-
ment manufacturers are over. These days,
a business cannol afford delays in getting
thedesired funclionality. ZRG's open stan-
dards technology based solution offers a
high degree of functionality and
cusiomization capabilily that saves time
and moncey and provides instant support
without any delays that are typically asso-
cialed with solutions that depend on ex-
pertise from abroad.”
Aboul MultiNet
(www.multinet.com.pk):
Multinet Pakistan is Pakistan's lead-
ingprovider of services such as DSL Broad-
band, Gigabil Melro Area Network (MAN)
Broadband, and Wircless Broadband, Hot-
Spols, Extreme dial-up as well as Corpo-

Pakistan

ju ® —

rale Nelworking Solulions and other value
added services, Multinel Pakistan also
provides extreme dial-up subscription in
Karachiand Lahore to corporate and home-
users, with high-speed data connectivity.
We have already started to deploy dial-up
in Islamabad, as well as another 15 cities.
Holspots are specific geographic locations
in which an access point provides public
wireless broadband services to custlom-
ers, currently available in Karachl and
Lahore. Holspots are often located in
heavily populated places such as shop-
ping maills, alrports. convention centers,
coflee shops, hotels, and so on. This ser-
vice offering is a direct upshot of an in-
creasing trend towards being always on,
always active and always connecled.
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ALLIED BANK SELECTS

ZRG CALL CENTER TECHNOLOGY

A AlliedBank
jRo 22522 Qg%dhl-

Call Now:

“ Call Center
Specialist

Allied Bank has recently launched its Customer services call center in Karachi.
The state-of-the-art call center technology has been provided by ZRG
International, the market leader in call center solutions. Allied Bank customers
will be able to call free from anywhere in the country and get high quality
personalized support on a host of products and services including ATM cards,

Internet Banking and a wide range of upcoming products.

ZRG open standards based call center solution offers all the latest tools and
capabilities required to successfully operate and manage today’s customer
services needs. ZRG proven solutions have become the preferred choice for
Banks and other call centers due to their reliability, flexibility and high-level
of customization capabilities. The key advantage ZRG offers is the freedom
from proprietary and closed technologies. ZRG has a fully qualified team of
trained professional that can provide all technical support and customization
locally and instantly, without having to rely on the expertise from abroad. The
above picture from the left shows Mr. Sheikh Tahir Azmat, Group Head, ADC,
ABL, Mr. Shahid Raza Group Chief, Operations Group, ABL and Mr. Ayub
Butt, CEO, ZRG International signing a joint statement on the occasion.

BUSINESS

RECORDER

Simubtancously published from Karachi, Labore & ldamahad
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ZRG’s modern call centre
installed at ABL

RECORDER REPORT

KARACHI:  The ZRG
[nternational has deployed a mod-
ern call centre solution on open
standards-based technology at the
Allied Bank Limited (ABL).

The Allied Bank with 700
branches across the country and a
growing portfolio and services
recognised the need for having a
modern call centre in order to
enhance its customers service.
This would also maintain Bank’s
high level of service and fast
growing position among private
banks.

The qualifications criteria for
awarding the contract included a
reliable and future safe technolo-
gy and a dependable solution-
provider that has a proven track
record of performance of the ZRG

International (Pvt) Limited.

The Spokesperson for the ZRG
International said the company, as
a leader in call centre solution
market, proposed open standards-
based technology that is a cost-
effective methodology with a
proven approach that is widely
installed in the banking and tele-
com sectors.

The ABL management evaluat-
ed several solutions and after
careful consideration, it identified
the ZRG International as the solu-
tion-provider with the most
sophisticated mechanism,

During the launching ceremo-
ny, Group Head, Alternate
Delivery Channel at the Allied
Bank, Sheikh Tahir Azmat, said:
“We have chosen a solution that
incorporates latest techniques and

a sophisticated call routing mech-
anism to successfully handle vari-
ous types of customers from all
over the country.” It includes a
highly intelligent and most tlexi-
ble call handling system that
comes with a very powerful ‘soft
phone software’, he added,

The system also equipped with
integration short messaging ser-
vice (SMS), e-mail and remote
supervision tools.

“The ZRG International has
done an excellent work for us and
completed the installation as well
as deployment of the call centre
for the Allied Bank on time”, he
added.

ZRG  International  Chief
Executive Officer (CEO) Ayub
Butt said that companies with dis-
tnguished information technology

(IT) protessionals always prefer
flexibility, adherence to open
standards, customisation capabili-
ties and proven performance.

Instead of blindly following
decade-old approach that uses
proprietary and expensive boxes
with limited functionality or
going for newly-introduced pro-
prietary solutions that are imma-
ture and incomplete, progressive
companies are choosing the
proven open standards-based
technology, he added.

Ayub said the company’s open
standards-based solution offers
numerous benefits that not only
save time and money but provide
a high degree of functionality and
customisation that is unavailable
in the proprietary and traditional
solutions.
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Instaphone, ZRG International enter
pact for modern call centre

RECORDER REPORT

KARACHI: Instaphone, one of
‘the old cellular operators in the
country, has inked an agreement
with ZRG International for set-
ting up its second modern call
center to be established in
Lahore.

With a growing subscriber
base and focusing on quality
customer service, the
Instaphone has made signifi-
cant investment in setting up its
second call center.

. Instaphone awarded contract to
ZRG International, the leader in
the country’s call center solu-
‘tions. This will help Instaphone
in giving even better customer

service to its prepaid and post
paid customers in the provinces
of Punjab and NWFP.

According to ZRG
International’s spokesperson
here on Tuesday, the ZRG com-
pleted the installation and
deployment of the first call cen-
ter for Instaphone on time.

The ZRG has provided the
tools necessary to successfully
operate and manage the call cen-
ter. The ZRG call center solution
for Instaphone is based on a scal-
able and flexible platform that
works on open standards based
technology.

It includes a state-of-the-art
Intelligent ACD for call distribu-

tion, CTI screen popup tool,
Voice recording server for QA
and staff evaluation, a dynamic
multi purpose self service with a
comprehensive MIS reporting
package.

A Local Area Network (LAN)
based wall board server also dis-
plays live status of call volume,
queue status and agent activities
in real-time.

The call center has gone live
and is presently providing ser-
vices to the pre-paid customers
of central and northern regions of
the country.

The spokesperson said, “Over
the last four years, the ZRG has
delivered several innovative and

high tech solutions for various
inbound and outbound call han-
dling requirement of Instaphone,
including the next generation call
center in the city (Karachi).”

Instaphone management has
expressed satisfaction over the
overall project executed by ZRG
International.

The ZRG has been present in
the local market for over 11
years and has an unmatched
track record of excellent perfor-
mance.

Majority of the call centres use
open standards based solutions
from ZRG, including Banking,
Telecom and other service based
businesses in the country.
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ZRG PROVIDES NEXT GENERATION
CALL CENTER TO INSTAPHONE

L]

ZRG International has provided a state-ol-the-ant call center technology solution
for the scoond call center site of Instaphone. [nstaphone has made a significant
mvestiment mn thas call center to provide high gquality and prompt customer
services 10 its pre-paid and post paid subscribers in Punjab and NWFP.

ZRG call cenier solution for [nstaphone provides all the [atest tools and systems
required to svceessfully operate and manage today's call center. These wols
nclude a highly intelligent ACD. Voice Recorder, CTL 1VR and monitoring
capabilities. This call center also has the options of 1P connectivily as well as
load balancing and distribution among the two centers. 7RG has provided
several innovative and advanced solutions to Instaphone over the last four
vears. The above picture shows Mr. lain Williams, CEO. Instaphone and

Mr. Ayub Butt. CEQ, ZRG Infemational.
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Picic Bank’s modern
call centre starts
operation

RECORDER REPORT

KARACHI: The newly estab-
lished modern call centre of the
Picic Commercial Bank has start-
ed operation to provide solutions
to customer inguiries and other
facilities.

ZRG International has estab-
lished the call centre that would
help in providing telephone bank-
ing and complaint registration ser-
vices. The bank also plans to sup-
port the existing and upcoming
products and promotions through
the call centre.

The ZRG spokesperson told
Business Recorder on Tuesday
that the key criteria for awarding
the contract included a reliable
and future safe technology and a
dependable solution provider that
has a proven track record. The
Picic Bank management evaluated
several offerings from the local
and foreign market and after care-
ful consideration, the bank finally
selected the “open standards™,
which are also cost effective, she
added.

The call centre allows maxi-
mum integration and scalability to
the customers. The ZRG provides
completely integrated “one-win-

dow"™ solution and is unlike other
traditional style mix-and-match
combination of various third party
components that are being offered
in the market.

“Based on our experience of 11
years in the call centre industry,
we have seen that the companies
that select immature and not-ready
technologies from big global
brands faced a lot of frustration
and delays because the expected
functionality is simply not readily
available in these solutions and
there is a lot of dependence on
overseas expertise,” she added.

In comparison, the organisations
with qualified information tech-
nology-savvy professionals are
selecting open standards based
proven technology and are getting
better than expected results very
quickly. It is, therefore, not sur-
prising that majority of successful
banking call centres have chosen
ZRG call centre solution,

“The bank has also planned to
set up a flexible and effective call
centre facility from where it could
provide information and services
to its existing and potential cus-
tomers round-the-clock, she
added.

TheNation

25 August, 2005

Call centre
solution at PICIC
Commercial Bank

KARACHI (PR) - PICIC Com-
mercial Bank has started operat-
ing its newly established state of
the art call centre that has been
provided by ZRG International,
the market leader in the local call
centre industry. This call centre
will provide answers to customer
inquiries, telephone banking and
complaint registration services.
The bank plans to support the
existing and upcoming ﬁroducts
and promotions through the call
center.
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ZRG CALL CENTER SOLUTION

AT PICIC COMMERCIAL BANK

tewd PICIC

Commercial

PZ

WWW.Zrg.com

PICIC Commercial Bank has started the operation of the newly established
Telephone Banking call center. The call center will provide a wide range of
services including answers to frequently asked questions about products,
account status and complaint registration. PICIC Commercial Bank has made
this significant investment to provide prompt and high quality customer care
services to its growing customer base. The contract was awarded to ZRG
International . Pakistan’s market leader in flexible call center solutions.

ZRG solution provides all the latest tools and capabilities required to successfully
operate and manage today’s Telephone Banking Call Center. These tools
include a highly intelligent ACD. Voice Recorder, CTI VR, integration with
multiple databases and a comprehensive Contact Management System. ZRG
open standards based Telephone Banking solution has become the preferred
choice for Banking and other call centers due to the reliability, flexibility, high
level of customization capabilities and independence from proprietary and
closed technologies. The above picture shows Mr. Tauseef Ahmed, SEVP 1T,

PICIC Commercial Bank and Mr. Ayub Butt, CEO. ZRG International signing
a joint statement.
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Call Centre Solution
export from Pakistan

FROM OUR CORRESPONDENT

KARACHI - A prominent UK
bank in Dubaiserving the Middle
East and nearby markets, has
placed an order for an advanced
telecommunication solution
knownas the Call Centre Solution
with a Pakistan based IT and
Telecom solution provider com-
pany. This export order contrib-
utes to the growing software ex-

ortactivities of Pakistan of over

S$ 32 million.

Lloyds TSB Dubai is a subsidi-
aryoftheleading UKbased Lloyds
Bank listed on the UK stock ex-
change. Lloyds TSB operations
were growing inthe Gulfregionat
an enormous scale and the exist-
ing customer services and call
Erocessing setup at the Bank had

ecomeinsufficient tohandle the
call volumes. Lloyds was also
looking for ways of providing
personal, commercial, offshore
and priority banking. For these
requirements, Lloyds TSBwanted
to setup a flexible and effective
Telephone Banking Call Centre
from whereitcould provideinfor-
mationand services toitsexisting
and potential customers, 24 hours
a day.

The key criteria for selectionin-
cluded a reliable, scalable and
future safe technology from a
dependablesolution providerthat
has a proven track record of per-
formance. Managementof Lloyds
TSB evaluated several offerings
from Dubai’s local and interna-
tional market. Lloyds TSB selected
solution from ZRG International,
Pakistanbecause of ZRG'sstrong

technical expertiseand know-how
inBanking Call Centres, its modu-
lar approach and total
customisation capabilities.

Ayub Butt CEO ZRG Interna-
tional while commenting on the
occasion said: “ZRG takes pride
as being the 1st Call Centre Solu-
tion Exporter from Pakistan. Pre-
viously our country was import-
ing Call Center Tea',ml:lio solu-
tions from abroad and foreign
dependency wasthereduetolack
of skilled professional and local
support. ZRG has made history
by exporting call centre solutions
to domestic as well as to leading
companies abroad. In the year
2003, ZRG became the first
telecom solutions company in
Pakistan to start exporting call
centre technology to the interna-
tional market.

The customer was a leading
cellular service providerin Tanza-
nia, East Africainyear 2005, Serco
Gulf a leading facilities manage-
ment company of UK, selected
ZRG Call Centresolution for their
UAE customer services and sup-
port requirements. Recently,
Lloyds TSB Dubai, a subsidiary
of Lloyds Bank UK has selected
ZRG for their customer services
callhandling requirements. These
eventshaveelevated theimage of
Pakistaninthe international mar-
ket and now Pakistan is consid-
ered as the exporter of advanced
telecommunicationsolutions.

Lloyds TSB Bankisoperating in
Dubai since 1977. The bank is
committed to customer services.
The dedication towards customer
service and specialist expertise

hasplaced them at the forefrontof
banking throughout the Gulf coun-
tries and Iran. Lloyds TSB Dubai
is providing personal, commer-
cial, offshoreand priority banking
services for its customers. Lloyds
TSB Dubai is a branch of the UK
based Lloyds TSB Group, which
is one of the largest and most
successful banking groups in the
world. Lloyds TSB Dubai is a
branch of Lloyds TSB Group, one
of the world’s largest and most
respected banking groups. Lloyds
TSB employs more than 70,000
people in more than 20 countries
worldwide.

ZRG International (Pvt) Lim-
ited is the expert company in the
area of openstandardsbased call
centre market. Most of theleading
organisations in Pakistan have
installed ZRG call centre solutions
including the largest and busiest
Call Centre of Pakistan. 11 banks
inPakistan are now using ZRG's
integrated telephonebanking Call
Centre solution. Additionally, 3
major cellular companies in Paki-
stanhave selected ZRG open CTI
Server solution for thelast4 years
with great level of satisfaction in
terms of performance, reliability
and top notch post-sale support.

ZRG is also the first telecom
solutions company in Pakistan to
have successglll exported call
centresolution tothe international
market. Intel Corporation, USA
has recognised the quality and
high standards of ZRG call centre
implementations and have pub-
lished a case study on ZRG solu-
tion that is availagle for viewing
on Intel Corporation’s website.
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Local IT firm
gets order from
UK-based bank

RECORDER REPORT

KARACHI: A local informa-
tion technology and telecom
solution company, ZRG
International, has received
export order for an advanced
telecommunication solution
known as the “call center’ from a
prominent United Kingdom-
based bank stationed in Dubai,

Lloyds TSB selected ZRG
International solution due to its
strong technical expertise and
know-how in banking call cen-
tres, its modular approach and
total customisation capabilities.

Lloyds TSB Dubai is a sub-
sidiary of a leading UK-based
Lloyds Bank, which is listed on
the London Stock Exchange
(LSE). Lloyds TSB operations
were growing in the Gulf region
at an enormous scale and exist-
ing customer services and call
processing set up at the bank’s
premises had become insuffi-
cient to handle call volumes.

Lloyds was also looking for
ways 10 provide personal, com-
mercial, offshore and priority
banking. For these requirements,
Lloyds TSB wanted to set up a
flexible and effective telephone
banking call centre from where it
could provide information and
related services to its existing
and potential customers round-
the-clock. The order would help
contributes toward growing soft-
ware export activities of over $
32 million for the country,

The key criteria for selection
included a reliable. scalable and
future-safe technology from a
dependable solution provider
that has a proven track record of
performance. The management
of Lloyds TSB evaluated several
oflerngs from Dubai’s local and
international market.

7RG International chief exec-
utive olficer Ayub Butt said,
“ZRG tukes pride as being the
first call centre solution exporter
from Pakistan.” “Previously, our
country was importing call cen-
tre technology solutions from
abroud and foreign dependency
was there due to lack of skilled
professional and local support,”
he said, adding the ZRG has
made history by exporting such
solutions to domestic and lead-
ing companies abroad."

In the year 2003, Ayub Butt
said. the ZRG became the first
telecom solutions company in
the country to start exporting
such technology 1o the interna-
tional market.”
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PORT THE LA
CALL CENTER SOLUTION TO DUBAIL UAE

Lloyds TSB, a prominent UK bank in Dubai serving the Middle East and
nearby markets. has placed an order for an advanced call center solution with
ZRG International. Pakistan’s market leader in call center solutions. This
export order will contribute towards the stated target of US$ 50 million for
this year in software export earnings for Pakistan,

Lloyds TSB plans to use the call center solution to provide prompt and
personalized services (o its customers and to successfully operate and manage
itz growing call center. Majority of the banking call centers in Pakistan are
using ZRG’s open standards based solutions. The call center export activities
by ZRG have significantly improved the country’s profile and image in the
international IT and telecom market. ZRG's CEO, Mr. Ayub Butt is shown
above making the announcement of the latest software export order.
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Maersk to
acquire ZRG call

center solution

RECORDER REPORT

KARACHI: Maersk Pakistan
Limited, a leading international
transportation and shipping com-
pany, has opted for ZRG
International to provide a next
generation ‘Call Center Solution’
for its customer services.

The spokespersons of ZRG
International told Business
Recorder on Wednesday that a
modern call center which
includes a *Contact Management
System’ to manage customer
complaints and inquiries would
be establish for Maersk
Pakistan.

Under the agreement, ZRG
will provide a modern multi-
modal call center to serve the
customer requirements of three
companies under Maersk
umbrella namely; Maersk,
Sealand and Maersk Logistics.

The country manager of

Maersk Pakistan Asger 8. B
Lauritsen said, “We expect to get
modern telephone solution
organised in a call centre to
increase our service level to the
customers’ benefit.”

A multi-modal call center set-
up would enable Maersk to han-
dle multiple calls at one-call cen-
ter, utilising optimised resources
for maximum efficiency and out-
put.

‘Maersk operations are growing
in Pakistan and the customer
call-handling requirements were

increasing at an enormous scale.
It was looking for a call-handling
solution that would serve the
requirements of all the three of
its companies under one plat-
form.

Thus, Maersk selected ZRG
solution because of its excellent
market reputation; its open stan-
dard-based technology; feature
richness; ruggedness and tight
integration with existing environ-
ment at Maersk.

The ZRG will also provide a
comprehensive contact manage-
ment solution to augment and
streamline the sales. marketing.
logistics and customer services.

Maersk Pakistan is making sig-
nificant investments to enhance
the entire communication net-
work to speed-up the flow of
information within the organisa-
tion.

ZRG CEO Ayub Butt said,
“The next generation technology
based on open standards brings a
new-world of integration possi-
bilities and cost effective call-
handling capabilities for cus-
tomer-centric organisations.”

He added, “The days of propri-
etary based technology are over
and progressive companies have
recognised the benefits of stan-
dard-based solutions. Therefore,
most of the call centres in
Pakistan have chosen open stan-
dard-based technology for their
call center requirements.”
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Maersk selects ZRG
for setting up a Call Center
Call Center
Specialist

Maersk and ZRG International have entered into an agreement in
which ZRG will provide an open standards based next generation
Call Center solution to Maersk. ZRG flexible and scalable call
center solution will enable Maersk to handle the growing
requirements for its business and provide prompt customer services
in a quick and efficient manner. The above picture shows Mr.
Asger S. B Lauritsen. County Manager. Maersk (left) and Mr.
Avub Butt. CEO. ZRG International (right) at the signing ceremony
recently held at Maersk.
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itk _Gall Center
G Specl list

KARACHI: Maersk and ZRG International have entered into an agree-
ment under which ZRG will provide an open standard based next en-
eration Call Centre solution to Maersk. Picture shows Asger S B
ritsen, Country Manager, Maersk (L) and Ayub Butt CEO ZBG
International at the signing ceremony.
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SOFTWARE EXPORT ORDER FROM DUBAI, UAE

Serco Gulf, subsidiary of Serco
Group, a leading UK-based facilities
management and outsourcing com-
pany, listed on London Stock Ex-
change with a turnover of US$ 2.738
billion in the year 2003 has selected
ZRG to provide a Call Center Solution.
Serco helps national and local govern-
ments around the world to improve
services of their activities and the call
center solution will be used by Serco
Gulf to handle its growing business
and to provide high quality personal-

ized customer services to the custom-
ers in the Gulf region.

Serco Gulf evaluated various
proposals from the international mar-
ket. After detailed evaluation, Serco
Gulf selected ZRG call center solution
for their customer services.

ZRG solution was selected be-
cause of its excellent market reputa-
tion, open standards based technol-
ogy, feature richness, ruggedness and
tight integration with existing environ-
ment at Serco Gulf.
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Z.RG picked for software
export to Gulf region

RECORDER REPORT

KARACHI: Serco Gulf, a
subsidiary of Serco Group, a
leading UK-based facilities
management and outsourcing
company, has selected ZRG
International Private Limited, a
local company, to provide an
advanced telephone communi-
cation systems known as ‘Call
Centre Solution’.

The next generation call cen-
tre solution will be used by
Serco Gulf to handle its grow-
ing business and to provide
high quality personalised cus-
tomer services to the customers
in the Gulf region.

Serco Gulf evaluated various
proposals from the international
market. The evaluation and
selection criteria included factors
such as flexibility and integration
capabilities of the solution as
well as price-performance ratio,
feature richness, scalability and
richness of the systems.

After rigorous evaluation,
Serco Gulf selected ZRG's solu-
tion for its customer services call
centre. A key criterion of evalua-
tion was the solution provider’s
track record of support and mar-
ket references.

Serco selected ZRG solution
because of its excellent market
reputation; its open standards
based technology, feature rich-
ness, raggedness and tight inte-
gration with existing environ-
ment at Serco Gulf.

The Chief Executive Officer of
ZRG, Ayub Butt, said, “ZRG is
already a preferred call centre
technology solution provider
within Pakistan and most of the
customer service call centres are
using ZRG's open standards-
based call handling solutions.

He said: “We started exporting
these advanced solutions to the
international market in 2003 and
became the first software
exporter of Call Centre Solutions

in Pakistan. We see a tremen-
dous amount of opportunities of
getting a sizeable market share
with the entry into the Gulf
region.”

He said, “Open standards tech-
nology offered by ZRG
International empowers compa-
nies to have state-of-the-art and
cost-effective call centre solu-
tions for betlter customer ser-
vices. |

With this order, ZRG has not
only earned foreign exchange for
the country but also made a hum-
ble contribution towards the soft-
ware export efforts of Pakistan,

The received export order is a
direct endorsement of the world
class quality and acceptance of
telecom solutions from Pakistan,
Ayub said, adding that the com-
pany is already turning this ini-
tiative into a stralegic penetrative
move into the Gulf region for
customer service tools and solu-
tons.
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ZRG wins call
centre contract

FROMOUR CORRESPONDENT

KARACHI - Serco Gulf, a sub-
sidiary of Serco Group a leading
UK based facilities management
and outsourcing company listed
on London Stock Exchange has
selected ZRG to provide an ad-
vanced telephone communication
systems known as Call Center
Solution. The next generation call
center solution will be used by
Serco Gulf to handle its growing
businessand to provide high qual-
ity personalized customer serv-
ices to the customers in the Gulf

O
l.eirco Gulf evaluated various
proposals from the international
market. The evaluation and selec-
tion criteriaincluded factors such
as flexibility and integration ca-
pabilities of the solutionas well as
price-performance ratio, feature
richness, scalability and rugged-
ness of the systems. Another key
criteria of evaluation was the so-
lution provider’s track record of
support and market references.
er detailed evaluation, M/s
Serco Gulf selected ZRG’s solu-
tion for their customer services
call center.
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ZRG International and KASB Bank have entered into an agreement in
which ZRG will provide call center technology to KASB Bank.
Mr. Pervaiz Ahmed, COO KASB Bank (right) and Mr Ayub Butt,
CEO ZRG (left) are seen signing the agreement. p

L




KASB BANK CHOOSES ZRG INTERNATIONAL FOR CALL CENTER SOLUTION

KASB Bank has selected ZRG call center
solution for their customer support and telebanking
services. KASB Bank wanted to setup a flexible call
center that could grow in the future in terms of ca-
pacity and functionality. After considerable evalua-
tion of various bids, KASB Bank selected ZRG so-
lution for their customer support call center. The
cited reason for the selection includes reliability and
flexibility of the solution, open standards based tech-
nology, locally available resources for customization
and excellent track record of ZRG Intemational for
banking call centers in Pakistan.

This was announced in a signing ceremony
at KASB Head Office on Nov 29, 2004, where offi-
cials of KASB Bank and ZRG International signed
the agreement.

Mr. Nasir Jamal CFO of KASB Bank while
dilating on the benefits of call centers said: “State
of the Art Call center from ZRG will enable us to
provide highly personalized and prompt services
to our valued customers 24 hours a day. With call
center management tools such as the voice record-
ing capabilities and online performance monitoring,
we will be able to monitor and improve quality of
service and productivity of our staff.”

Mr. Ayub Butt, CEO of ZRG International said:
“Call center solution based on Open Standards
technology allows maximum integration,
customization and scalability to the customers. The
days of proprietary and closed architecture based
technology are long gone because the traditional
ACD technology had too many limitations and of-
fered only partial functionality. Today, the busi-
nesses have realized the value that is available with
the open standards based CTI technology.”

"

ZRG International and KASB Bank have into an ag 1t in which ZRG
will provide latest call center technology to KASB Bank. ZRG call center solution
will consist of complete Self-service Phone Banking, Tools for Call Center Banking
Officers and Voice Recording System for Quality Assurance and Conflict resolution.
Mr. Pervaiz Ahmed, COO KASB Bank (right) and Mr. Ayub Butt, CEO ZRG (left) are
seen signing the agreement.
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Prime Bank chooses
ZRG for call centre
solution

KARACHI: Prime Commercial Bank has
selected ZRG call center solution for their cus-
tomer support and telebanking services. Prime
Commercial Bank is experiencing growth in
terms of additional customers and launching
of new products. Prime Bank wanted to setup
a flexible call center that could grow in the
future in terms of capacity and functionality.
After considerable evaluation of various bids,
Prime Commercial Bank selected ZRG solu-
tion for their customer support call center. The
cited reason for the selection includes reliabil-
ity and flexibility of the solution, open stan-
dards based technology, locally available
resources for customization and excellent
track record of ZRG International for banking
call centers in Pakistan,

With this latest order, out of 14 banking
call centers, there are now 10 prestigious banks
using ZRG's integrated call center solution.
ZRG call center solution is also being used at 3
out of 4 operational cellular companies in
Pakistan for the last 4 years with great level of
satisfaction in terms of performance, reliability,
latest standards based CTI technology and top
notch post-sale support. ra
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PRIME BANK CHOOSES ZRG INTERNATIONAL
FOR CALL CENTER SOLUTION

Prime Commercial Bank has

based technology, locally available re-

selected ZRG Call center solution for
their customer support and telebanking
services. Prime Commercial Bank is ex-
periencing growth in terms of additional
customers and launching of new prod-
ucts. Prime Bank wanted to setup a flex-
ible call center that could grow in the
future in terms of capacity and function-
ality. After considerable evaluation of
various bids, Prime Commercial Bank
selected ZRG solution for their customer
support call center. The cited reason for
the selection includes reliability and flex-
ibility of the solution, open standards

sources for customization and excellent
track record of ZRG International for
banking call centers in Pakistan.

'With this latest order, out of 14
banking call centers, there are now 10
prestigious banks using ZRG's inte-
grated call center solution. ZRG call
center solution is also being used at 3
out of 4 operational cellular companies
in Pakistan for the last 4 years with
greal level of satisfaction on terms of
performance, reliability, latest stan-
dards based CTI technology and top
notch post-sale support.
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ZRG gets order for VIR
from Tanzanian firm

MASROOR AFZAL PASHA

KARACHI: A Tanzania-based
leading cellular service provider,
Mobitel MIC, has placed an
order for “Voice Transaction
Recording and Monitoring
Solution” with locul telecom
solution  provider  ZRG
International Limited,

A company spokesperson told
Business Recorder on Tuesday
that the evaluation and selection
criteria include factors such as
price performance ratio, feature
nchness, scalability and rugged-
ness of the systems and especial-
Iy the company's track record of
prompt support were thoroughly
eviluated,

After processing of detailed
cvaluation, Mobitel selected ZRG

Intemational’s solution for its cus-
tomer services call centre, she said.

The Mobitel last had year
awarded a major contract to ZRG
International for installation of
state-of -the-art customer services
and support call centre. The
recent order for adding ‘voice
recording and monitonng c¢apa-
bilities” in its call centre consti-
tutes the next phase of the pro-
jeet. The expansion order com-
prised bids from various interna-
tonal solution providers which
were also considered during the
bidding process.

With this sew order, the ZRG
Intermational would not only cam
foreign exchange for the country,
but would also contribute
towards the softwuare export

efforts of Pakistan. This would
also paved the way for country’s
other technology firms into the
international market.

The export order is a direct
endorsement of the world class
quality and acceptance of tele-
com solutions from Pakistan.

The ZRG International s
already turning this initative aw
a strategic penelrative move into
the largely untapped East
African markets for customer
service tools and solutions.

The ZRG International 15 &
market leader in the country and
has been providing dedicated call
centre solutions services 1o some
of the largest and busiest entities
including Mobilink, Instaphone.
Paktel, Bank Alfalah, etc.
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Call Center Technology Solution

Pakistan gets
export order

leading cellular
phone service
provider in

Tanzania, East
Africa known as M/s
Mobitel, MIC has placed
an order for Voice
Transaction Recording
and Monitoring solution
with ZRG International
(Pvt) Ltd., a Pakistani
based telecom solutions.

M/s Mobitel last year
awarded a major contract to
ZRG International for the
installation of a state of the
art customer services and
support Call Center. The
recent order for adding Voice
Recording and Monitoring
capabilities into their Call
Center constitutes the next
phase of the project. For this
expansion order, bids from
various international solu-
tion providers were consid-
ered.

The evaluation and selec-
tion criteria included factors
such as price-performance
ratio, feature richness, scala-
bility and ruggedness of the
systems as well as the compa-
ny track record of prompt
support, flexibility and mar-
ket refernces. After detailed

evaluation, M/s Mobitel
selected ZRG's solution for
their customer services call
center.

With this order, ZRG not
only earned foreign exchange
for thk country but also con-
tributed towards the Software
Export efforts of Pakistan and
paved the way for other
Pakistani technology firms
into the international market

The received export order
is a direct endorsement of the
world class quality and
acceptance of telecom solu-
tions from Pakistan. ZRG
International is already turn-

ing this initiative into a
Strﬂ(‘.’glf pcnulrative move
into the largely untapped

East African markets for cus-
tomer service tools and solu-
tions.

ZRG International (Pvr)
Ltd (www.zrg.com) is a mar-
ket leader in Pakistan that
has been providing Call
Center solutions to some of
the largest and busiest Call
Centers of Pakistan including
Mobilink, Instaphone, Paktel,
Bank Alfalah, etc

In this regard, if there are
any questions, comments or
feedback, Mr Maazz A,
Shamsi can be contacted at
maazz@zrg.com or 021
4313222
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ZRG CALL CENTER AT WORK

Expansion of Bank AlFalah Call Center

Call Center relocation with zero downtime

An atmosphere of increasing
competition, similar product lines and
savvy customers has led companies
to new paths of differentiating them-
selves. Customer service is now a key
criterion in choosing a service/solution
provider. In this regard, a Call Center
plays a very central and important role.

ZRG International worked with
Bank Alfalah to establish its customer
support call center a few years ago.
The call center quickly became a stra-
tegic tool for the bank to support the
customers and the products. The Bank
management was able to maintain the
highest standards of service quality
and prompt response at the call cen-
ter.

With the unprecedented growth
in its customer base as well as in its
product line, the bank needed to ex-
pand the capacity of its call center. The
existing call center premises had cer-
tain limitations that would restrict the
growth of the call center. Therefore,
Bank Alfalah decided to acquire a
dedicated site for the strategic opera-
tions of the call center.

Relocating a working call center
is a task that requires extremely care-
ful planning, analysis and execution.
Bank management wanted to have
minimum down time in the service and

therefore contacted ZRG, the provider
of call center solution to Bank Alfalah.
ZRG has successfully accomplished
similar relocation projects in the past
and holds an excellent reputation for
its technical expertise and business
acumen.

ZRG consultants worked in
close liaison with various departments
of the bank (Establishment, IT, Cus-
tomer Services, Marketing). After gath-
ering all the relevant information, ZRG
presented the plan for the relocation
and provided a step-by-step task list.
To the pleasant surprise of the bank
management, the entire relocation
project was executed with zero down
time for the call center. All the equip-
ment including servers, workstations
and supporting items were moved
safely. The move of the call center to
its latest premises was totally trans-
parent to the Bank's customers with
no disruption in service.

This new facility has enabled
Bank Alfalah to handle the increased
call volume through additional agents
and telephone lines, while delivering
the same level of customer service.
The facility is easily accessible for the
staff and provides a call center friendly
environment for the staff and room for
additional growth.

ZRG —The Call Center Expert

ZRG Is a fast growing company
with an impressive track record of per-
formance and an excellent reputation
for straight talk and in-depth technical
know how. ZRG has installed the lat-
est banking call center solutions for the
following prestigious banks:

- Bank Alfalah

- Askari Bank MasterCard
- Standard Chartered Bank
- Bank Al Habib

- Metropolitan Bank

- Soneri Bank

- Credit Agricole Indosuez
- Faysal Bank

In addition 1o having the leader-
ship position in the banking call cen-
tres, ZRG has installed solutions for
the largest, busiest and most promi-
nent call centres in Pakistan including:

- Mabilink GSM

-PSO

- Instaphone

- Paktel

- 85GC

- WorldCall Broadband

For more information about ZRG
solutions, visit www.zrg.com or con-
tact: (021) 431-3222. W

New and Improved Call Center of Bank Alfalah

PRICE RS. 30.00
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ZRG CALL CENTER SOLUTION ON INTEL
SUCCESS STORY WEB SITE

World Technology leader, Intel
Corporation, USA has selected a Pa-
kistani Call Center as a topic for their
success story. This success story is
about Pakistan's largest and most ad-
vanced call center at Mobilink GSM,
developed and installed by M/s ZRG
International (Pvt) Limited, the call
center solution leader in the Pakistan
market. This is the first time a Paki-
stan-based call center has been in-
cluded in any such study carried out
by Intel Corporation, USA.

Intel Corporation selected ZRG
call center solution for the success
story because it is the largest customer
support center in Pakistan, it is the
most advanced contact center solution
in Pakistan with latest features and
total integration, it uses ‘always on’ or
‘never down' methodology running on
multiple LAN Servers, it is based on
open CTI architecture, i.e. standards
based as opposed to proprietary,
closed-box technology and because it
is totally and tightly integrated, i.e.
ACD, IVR, CTI, Voice Recorder and
MIS Reporter, all modules with single

ZRG call center success
story on Intel Corporation's web site
can be downloaded from http://
www.intel.com/network/csp/pdf/
8853cs.htm

ZRG is a fast growing telecom
solutions company with a strong fo-
cus on customer interaction and con-
tact management solutions. ZRG
holds a leadership position and an
excellent reputation in the call cen-
ter market in Pakistan. ZRG solu-
tions are installed at the largest and
the busiest call centers in the coun-
try including the largest cell phone
company, the largest oil marketing
company and at 8 out of 13 major
banks that are using call center so-
lutions. Specializing in the conver-
gence of information and communi-
cation technologies, ZRG expertly
integrates information stored in da-
tabases and desktop applications
with multiple channels of communi-
cations such as telephone, fax, email,
SMS and the Web, ZRG provides a
wide range of telecom solutions on a
turnkey basis for standards-based

LAN environment on Intel architecture,
providing next generation call handling
solutions and capabilities in a very
cost-effective and highly scalable way.

ZRG offers solutions that are
designed to improve and enhance
business communications and infor-
mation dissemination processes
through more advanced, quicker and
cost-effective ways and means. These
solutions help businesses to offer
more value and services, reduce
costs, automate repetitive tasks and
enhance quality of their customer
services. The customized and turn-
key solutions are backed by a team
of call center and telecom profes-
sionals with in-depth technical
knowledge, demonstrated capabili-
ties and a vast experience in deal-
ing with contact center related is-
sues such as PSTN issues, UAN,
0800, ISDN-PRI, PABX, ACD, IVR,
Recorder and CTI. For more infor-
mation, visit hitp://www.zrg.com.

Following is a screen shot of the
Intel success story web site as men-
tioned above:

administration and
reporting interface.
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Mabilink GSM, 3 premium Pakestans cellular operator, was growing at a phenomenal rate, doubling its subscnber base almast
every year. However, its conlact cender, developed 1o serve a much smaller subscriber base, could not keep up with Mobilink's
rapidly expanding needs, The resull was answanng delays, long wait times, and dissatisfied customers. By replacing its setup
with a comprehensive, modular contact center solution from ZRG International, based on building blocks from Intel, Mobilink GSM
has become the premier cellular operator in the country, prowiding top-quality serice and assistance to its customers 24 hours a

ture," said Nadia
Rauf, In charge of
Marketing at ZRG
International. “This
event has certainly
helped in raising
Pakistan's profile
in the international
telecom solutions
arena’, she added.
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Intel selects
Pak call centre
as topic for
success story

RECORDER REPORT

KARACHI:  The Intel
Corporation, one of the world
technology leader, has selected a
Pakistani call centre as a topic for
their success story

The call centre was established
by a local company, ZRG
Intermational ‘Private Limited that
deals in telecommunication relat-
ed affairs especially setting-up
for call centre solution,

Sources in telecommunication
sector on Thursday said that the
company has been selected for
establishing country’s largest and
most advanced call centre at a
cellular giant Mobilink GSM,
developed as well as installed
successfully. This is the first time
a Pakistan-based call center has
been included in any such study
being carried out by Intel
Corporation.

Intel Corporation selected ZRG
call centre solution for its success
story because the company estab-
lishes its largest customer sup-
port and the most advanced con-
tact centre solution in Pakistan
with latest features as well as
total integration, it uses “always
on” or “never down” methodolo-
gy running on multiple LAN
Servers, based on open CTI
architecture, i.e. standards based
as opposed to proprietary,
closed-box technology. It is total-
ly and tightly integrated, i.e.
ACD, IVR. CTI. Voice Recorder
and MIS Reporter, all modules
with single administration and
reporting interface.

“Itis a moment of great pride
for Pakistan because this is first
time a local technology company
has been acknowledged by a
world technology leader in the
arca of call centre solutions.”
said Nadia Raut, a spokesperson
of ZRG International.

She further said that this type
of exposure in the international
IT and Telecom market is bound
to result in good things for
Pakistan in the future.

“This event has certainly
helped in raising country’s pro-
file in the international telecom
solutions arena,” she added.

The company also offers solu-
tions that are designed to
improve and enhance business
communications and information
dissemination processes through
more advanced, quicker and cost
effective ways.

These solutions help business-
es 1o offer more value and ser-
vices. reduce costs, automate
repetitive tasks and enhance
quality of their customer ser-
vices, Nadia added.




P'%’@w}ﬂﬁ

Mw.pakistanecommist.eom . ‘

SEPTEMBER 8—14 , 2003 VOL. XXII, NO. 36 R. NO. S5-189

PRICE RS. 30.00

1ST CALL CENTER EXPORT ORDER SUCCESSFULLY
INSTALLED IN EAST AFRICA BY ZRG

ZRG International (Private) Lim-
ited, the first company in Pakistan to
have received an exporl order for an
advanced telecommunication solution
known as Call Center, has success-
fully delivered and installed the solu-
tion for M/s Mobitel, a cellular phone
service provider in Tanzania, Africa.

“Itis a moment of great pride for
Pakistan because now the country has
joined the elite club of handful of coun-
tries that produce and export this type
of solutions”, said Mr. Ahsan Abd,
Business Development Manager at
ZRG International. “This has opened
up doors for other Pakistani IT and
Telecom solutions companies to en-
ter into the lucrative business of
telecom solutions export”, he added.

M/s Mobitel is a dynamic and
rapidly growing cellular phone service
provider in Tanzania, that needed a
flexible, scalable and reliable solution
for its customer services and support
center in Darus Salaam, Tanzania. In
their search, Mobitel identified
Pakistan's call center market and stua-
ied the call center solutions thal are
being used here by various telecom
companies, banks and other service
organizations. After a thorough analy-
sis and reference check, Mobitel se-
lected ZRG International as the solu-
tion provider with the most focused
approach, in-depth technical knowl-
edge, top-notch product, best perfor-
mance history and excellent market
relerences.

Speaking about the post-sale
status, Mr. Abdi said, “"What is even
more exciting is that Mobitel has ex-
pressed great satisfaction with the
quality, performance of the solution as
well as the level of post-sale support

they have received. As a result, within
a month of the installation, Mobitel
placed another order {or capacity ex-
pansion of the call center solution”, Mr
Abdi believes that this event has raised
Pakistan's profile in the international
IT and Telecom market and has con-
tributed towards improving the image
and reputation of Pakistan as a nation
of modern, educated and IT literate
people.

ZRG is an IT & System Integra-
tion company highly focused in the
area of Computer-Telephone Integra-
tion and Customer interaction solu-
tions. The company specializes in the
convergence of information and com-
munication technologies and is well-
versed in the integration of multiple
channels of communications such as
telephone call, email, fax, SMS, Web
etc. with information that stored in cor-
porate databases and desktop appli-
cations.

ZRG offers solutions that are
designed to improve and enhance
business commumications and infor-
mation dissemination processes
through more advanced, quicker and
cost-effective ways and means. These
solutions help businesses to offer
more value and services, reduce
costs, aulomate repetitive tasks and
enhance quality of their customer ser-
vices. The customized and turnkey
solutions are backed by a team of call
center and telecomn professionals with
in-depth technical knowledge, demon-
strated capabilities and a vast experi-
ence. We have in-depth experience in
dealing with issues such as FSTN is-
sues, UAN, 0800, ISDN-PRI, PABX
and ACD, Call Center solutions for
Customer Services and Help Desks.
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Mobilink deploys ZRG system to boost
call centre working

KARACHI: Mobilink GSM,
Pakistan’s leading cellular oper-
ator have deployed a compre-
hensive, modular contact center
solution from ZRG International,
on standards-based modular
building blocks from Intel
Corporation, says a press release
issued here the other day.

The  solution enables
Mobilink to cope with the
expanding customer base and
provide effective and reliable
customer service with improved
response time along with a vast
array of automated scrvices, the
release added.

It may be noted that stan-
dards-based modular building
blocks from Intel are based on
high-availability servers with

desktop workstations. The
building blocks include Intel(r)
computer telephony hardware
with network interface and
voice boards for analog and E-1
trunks, multi-port fax boards,
station interface boards, line-
tapping boards, and extended
bus interface boards. These
building blocks provide the
telecommunications industry a
cost-effective solution with the
performance, choice and modu-
lar design capabilities which
easily scale out to meet with the
needs of an increasing customer
base, the release said.

It further adds that contact
centre solution from ZRG has
equipped Mobilink to work with
Intelligent/Automatic  Call

Distributor (ACD), Interactive
Voice Response (IVR),
Computer Telephony
Integration (CTI), Softphone,
and a comprehensive reporting
system. The IVR now handles
30 to 40 per cent of the incom-
ing calls, call distribution and
routing has helped in identifying
the calling subscriber, assigning
priorities, select the agent with
the right skills, and in routing all
the calls as per required ser-
vices, the release said.

“This deployment has
allowed us to address the need
for a call centre solution with
high availability, flexibility and
scalability. Such a call centre is
the need of the hour due to the
explosive growth in our sub-

scriber base and our increased
network coverage across
Pakistan. Features like
advanced load balancing, shar-
ing, and overflow and contin-
gency handling have allowed us
to reduce the waiting lime for
our customers and maintaining
the high level of customer satis-
faction,” said Mobilink CIO
Tariq Rashid.

“At ZRG, we are great advo-
cates of Intel’s modular build-
ing block approach due o open
nature of its architecture, the
scalability factor and its capa-
bility to integrate advance fea-
tures which is essential for call

centers,” said ZRG
International CEO Ayub
Butt.—PR




