order management services

* End4o-end order management services

= Highly scalable, automated multi-channel customer contact

* Fully integrated and dedicated fulfilment services

* Market leading CRM system, Profile ™, optimised for digital broadcast , new
media and communications markets

* Comprehensive range of supporting customer management and
professional services

MGt is the leading customer management .
and technology solutions provider

to the digital broadcast, new media

and communications markets. MGt

has developed a specialised order
management service for mail order,

online and TV shopping. These services .
have been developed to enable service
providers to optimise the customer

experience whilst at the same time

maximise order collection through multiple
contact channels. Our experience in the
broadcast and online shopping markets

has enabled us to deliver comprehensive,

cost effective as well as high quality order
management services. .

end-o-end order management
services

MGt’s comprehensive range of order

management services include: o

* Response handling: MGt's contact
centres are staffed with teams of
operators experienced in customer
service, sales order processing, and
subscription handling. Our operating
hours are flexible depending on client
demands, and we also offer an IVR
service to manage calls received out of
hours.

e Data capture: we can build a customer
database using the captured data from
your campaign responses, such
as name and address details, order
information, campaign codes, and
payment details. Our use of Address
Verification and PAF validation software
ensures that addresses are inputted
quickly and accurately.

e Customer service: general customer
service enquiries and billing queries are
handled effectively and efficiently.

Campaign management: we can run

promotions and campaigns in order to

generate sales. These can be linked to
resulting orders through our integrated
systems.

Payment processing and billing:
MGt can process most payment types
including cheques, credit cards, debit
cards and postal orders. We provide a
secure service with online authorisation
for debit and credit cards. MGt will also
apply a credit control process on your
behalf.

Online order fulfilment: MGt's order
fulfilment system can be seamlessly
integrated into the back-end of your
website for e-commerce order
processing.

Returns management: a fast and
easy returns process can turn a
negative contact from a dissatisfied
customer into a positive one. Our
returns management is fully integrated,
so data entry is a one-off task. Refunds
are generated via the original payment
method, and return reasons are
recorded.

Inventory management: this is fully
integrated into MGt's systems -
inventory information contained in the
system is real-time and continuously
updated. Stock is incrementally
decreased or increased to reflect
sales or deliveries. Returned goods
can be returned to stock or assigned
to a separate area, as appropriate.
Back orders can be handled where
required.



* Management information: MGt offers
comprehensive management reporting,
tailored to meet specific requirements.
Our data analysis will provide all of the
statistics necessary for the efficient
management of your business, and can
be delivered to you in a variety of
formats, including online.

highly scalable, automated
multi-channel customer
contact

MGt is a provider of high-performance,
robust, scaleable solutions to manage
your order capture, payment taking and
fulfilment services with the ability to meet
the increasing demand for high-quality
digital data services.

Using the latest technology as well

as partnering with leading technology

innovators, MGt is able to offer a wide

range of customer response channels,

which provide scalable and cost effective

customer service. These channels

include:

» Customer Sales Representative (direct
telephone);

* Transactional IVR (automated
telephone);

¢ Transactional web interface;

* Advanced speech recognition (ASR);

* Interactive TV (red button);

¢ Transactional SMS;

* Instant messaging.

fully integrated and dedicated
warehousing facilities and
systems

MGt’s end-to-end fulfilment services

provide a fast, reliable and efficient

service. The dedicated warehousing

facility is fully integrated with our contact

centre and customer service systems

providing a seamless service. Our

integrated fulfilment services include:

* pick, pack and shipment of stock;

» payment collection, verification and
banking;

* online fulfilment;

 response fulfilment;

* membership management;

* returns handling and management;

* stock control.
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market leading crm system,
Profile™

Our market leading CRM system,
Profile™, has been designed specifically
to meet the demands of the broadcast
and communications markets and is a
robust and comprehensive business
support tool. Designed and built by MGt's
Technology Solutions division, Profile’s
parameter driven design allows it to be
easily tailored to the most demanding
business requirements as well as

meet the changing requirements of the
commerce markets.

Profile™ functional highlights include:

* One total view of the customer

e Comprehensive shopping cart
purchasing

* Dynamic automated real-time
environment

¢ Integrated CRM reporting

* Customer profiling and revenue
opportunity management

* Flexible payment options

* Integrated ledgers and financial
reporting

comprehensive range

of supporting customer
management and professional
services

» Customer Lifecycle Management
MGt’s full range of services can be
tailored to meet the specific needs of
clients. These sophisticated, value-add
services deliver superior quality
customer care across the full spectrum
of the customer lifecycle: Acquisition;
Servicing; Development and Fulfiiment.

* Professional Services
MGt’s success within the broadcast and
commerce markets is underpinned
by the quality and specialisation of its
professional services. We have
extensive experience in delivering
technologically advanced and
operationally complex projects within
tight timescales and to the highest
standards. These services range from
business analysis and comprehensive
agent training to complete migration,
implementation and integration
services.
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