Building the human grid
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Crowdsourcing

With CrowdEngineering’s CrowdForce it Is
easy: you start designing the processeyeq’,
involve the community mmm , manage
and monitor times i

ﬁ,delivery and
»X -

quality @)“' by using tools
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with eX|st|ng platforms.
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Customer Service: a success story

Crowdsourcing customer support of a Telco oper

- Goal: cost reduction of customer support while improvingthg_quai
service - !
- Solution: involve power users in the process of support of other customers

Results:

— 3% of global requests managed by the new channel after just 3 months
— High customer satisfaction

— Successfully managed over 500.000 requests during 2007, 95% of which
without any intervention by internal operators
Estimated savings around 3M$ (6$ per request is the lower bound fpr-EU market)
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Crowdsourcing at work o2

Products’ Llfecycle

Customer Support Sales & Marketing

4 : ) 4 : ) I\/Iembers contributing |n\
Customers helping other Community members
: ) ) . every phase of the value
customers reducing selling or influencing 7 )
) chain: requirements,
requests managed by customers with the power
, development, test, sales
company’s call centre of the word of mouth and finally support
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Crowdsourcing at work oz

Knowledge sharing

4 )

Leveraging competence of
employees of a company
or members of a
community .
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Internet or community
users testing products or
services anticipating
problems before general
availabilit
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\
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Predictive marketing
4 )

Tapping on the wisdom of
crowds to predict market
evolution and choose the

right strategy to succeed
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CrowdEngineering’s proposition

CrowdForce is the only BPC (Business
Process Crowdsourcing) solution, providing: CROWDENGINEERING FRAMEWORK

- Process control

4/l ONM3GOW

. . 3 :
- Quality and service levels control e c &
- Milestones and escalation flows 3 =

m an ag e m e nt MOBILE g worktlow engine 2
- Tools to generate easily and rapidly 2

applications
- Native integration with communication
channels and legacy systems , =
- Community’s management, profiling msn (3 nM - ta-kg’ 0' @®

and rewarding

“Customer service organizations that are looking for ways to reduce customer service costs
should look at CrowdEngineering's approach”, Gartner, Cool Vendors in Social Software and
Collaboration, April 2010

Company to watch, Altimeter Group, Social CRM: The New Rules of Relationship
Management, March 2010
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CrowdForce’s platform
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Seamless connection with crowds

fe [dt Yiew Higory Gookmark: Jooks Help
@ Cc x> AY (i 5]

Google Voice - In... 7 T-Mobile Supper...

- & 2l

== - N 7
Eyes CrowdTest — — — Dy \_/

Skype Conversstion Cal Vew Tooks Help

) CrowdTest (_+ Acd people )| / \

@ skype Add 2 telephone number | ||

Twitter /Ho... x | + | =

osse
What's happening? 94 tweets

5 0 0 =
@ Video call [y e——— -
— D e
Sorry gio235, 1 don't understand command how are you 14,55 o -
Type HELP for a list of available commands eomscc
Gioacchino La  help 14.56 f gitceo Apple confirms purchase of music site Lala.com (AP). AP - i e 0
Appie Inc. has purchased oniine music retatier Lala.c.. hitp /7oit ly Facm
CrowdTest  gio235, here are your available options: 14,56 File Edt View History Bookmarks Tools Help

BBZNUD -

p| you think of tne ratiweet
? Send fee
= I gifceo Amazon o open bricks-and-mortar stores?: A report b
- ACCEPT jobid (i Problem loa... | R LaRepubbli.. '3 T-Mobile Su.. suggests that Amazon is scouring the U K. for sites to open [ Q
-> REJECT jobid htip: /bty e L

- LOGOUT facebook tome Profile Friends Tnbox (@

- LOGIN user password A @.,.v C X A U4 ¥ (¥ nitps/eppsfacebookcom/giophptestwo/
> LISTIOBS e

- STATUS I glifceo never knew put the candie holder in the freezer. Once the .
. i oo wax freezes, it ¢an be peeled off easiy. trying now.) New ot
Gioacchino e status 14.56 TS ; 2
CrowdTest  gio235 thie i your current status: 14.56 ph
Logged as gio Ko T3 1 glfceo 15 Business Reasons to Use Twitter hitp /su pri1navi? o
(List complied from @shelisrael 's new book Twitterville) (via v
@ikrums) -
©~ dShaer QExrasw @ b

| glfceo post from @Chnsrogan on social media measurements. Voo
E addresses some points discussed here hitp /bit ly/BvAeaT

{|

@ oo @
L

Twitter

4 Bookmark PHE Test 2 20 Chat (18)
T |

www.crowdengineering.com

FaC e b (0)0) k CrowdEngineering




Rapid Deployment, Time to market
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Easy and complete
design through the
advanced modeling tool
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9 Check e stalus Of your prewious Questions

4 S

Support
GETHELP FROM A
EXPERT
-

To contact 3 knowledgeable Expert, 2
simply type & question below and select the
submit button.
st your datx
+ Usemame » Password
oo a0
Select 3 category

Peromance
Type your Quesdon here
[My Del 3PS M1330 Iaptop is siowing down on periomance
‘°' Submitvour queston 1o 3 Dell exper)

Full integration with

customer interface and
systems
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Crowd Operator
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CrowdForce in Wind’s Libero Portal

CrowdForce is already deployed in Wind’s Libero support portal. The section “Libero
Risponde” of “Libero Aiuto” shows the pending support requests and the solutions

available for Libero userse

‘LIBERO "AIUTO

AIUto per i servizi di Libero

CERCA IN AIUTO

Libero risponde

MAIL
Tutto sulla webmail, come si configura, si utilizza,
siorganizza la propria casella di posta

LIBERO MOBILE
Il tuo portale sul cellulare, per leggere la posta,
vedere le news, tenerti in contatto con gli amici

SEARCH
Tutto sulla search, come usarla al meglio, come
far trovare i tuoi contenuti

BLOG
Come si crea un Blog, siorganizza e si
arricchisce di contenuti, anche audio e video

* .1
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Entra nell’'area asiuto dei diversi servizi di Libero. Leggi le Faq = gli articoli di approfondimentc

LOGIN e DATI PERSONALI
Scopri come puoi gestire, aggiornare, verificare i
tuoi dati di registrazione al portale

COMMUNITY

| servizi del Social Network di Libero, Chat,
Cupido, Trovamici, Libero Foto, € tutto facile e
divertente

VIDEO

Sei appassionato di video? Se li fai e li vuoi
condividere, Libero Video € il servizic che fa per
te

LIBERO LOCAL

Libero Local ti permette di trovare e recensire le
attivita commerciali di tutti i comuni italiani
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Richieste di dettagli [ 1]
Richieste aperte &
Richieste risoite &B

\. /

Ciao Gioacchino,
ecco le tue ultime ricerche di siute

Ultime FAQ visitate
(2)

FAQ piu viste

Ricerche recenti (0)

Quali sono i parametri di configurazione per il
client di posta? | Vista: 495092

Come posso recuperare la mia password

attraverso la domanda segreta?
l 2R
CrowdEngineering
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CrowdForce in Wind’s Libero Portal

Support request form is embedded  —
in the FAQ area of the Libero Aiuto _

portale Asked questions can be
monitored in the personal - T
area' Wh e re aval I ab I e L gestisci le tue ric’hieste di aiuto e le soluzioni proposte.
answers can be approved |

@ Richieste di dettagli ‘

or rejected. — —

/ B Richieste aperte @ \:

B Richieste risolte @

B Richiesta:45 prova crowd (sono gi | Data: 13/Apr/2010 16:34 | Stato: Immessa una soluzione

T ... 7, /5204 | 2 % B

Stampa Invia Mail

Questa faq ha risolto il tuo problema? Cﬂeg::a:st,::;;ﬁ::nm
T i SR g o ey - Oggetto:
Stai chiedendo aiuto per Aiuto - Mail - Mail Beta: le novita - Le ultimissime novita! Data richiesta: 30/3/2010
i A alla casella di posta

Libero ID: gioacchino.lavecchia@gmail.com Sicteria ;peratjvo: Windows Xp e
Per quale tipo di problema hai bisegno di = Indirizzo IP del server: 93.32.62.72

aiuto? St Abb di ivita: wifi

Casella che ha il problema: Tipo di connessione mail: Da Web

% Tipo di mail: Mail Classica
Data e ora in cui si & verificato il problema: Browser: Firefox 3

Sistema operativo utilizzato: ko X5 = prova crowd (sono gioacchino)

prova risposta

Come consutti la mail? Daweb © DacClient ©

Specifica loperatore utilizzato per la Commento alla soluzione
connessione ad Internet:

Dettaglio problema: [ ——— 7=

Inserisci una descrizione dettagliata del problema tecnico che hai riscontrato, tralasciando ogni

riferimento ai tuoi dati personali (nome, cognome, indirizzo) al fine di assicurare una maggiore tutela dei
dati stessi. La descrizione del disservizio o Ia tua richiesta di supporto tecnico verra valutata da Se la soluzione ha risolto il tuo problema e la vuoi conservare, fai click su Accetta
personale interno specializzato che provvedera a fornire un tempestivo riscontro

Descrizione della spiegazione richiesta

Problema:
Se la soluzione non & completa, puoi chiedere altri dettagli A
Invia richiesta
e @
. § A=
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A Win-Win approach

CrowdForce’s licensing enables a win-win approach,
services’ fees are in most of the cases a percentage of
savings or revenues achieved with the deployment of the
platform. Project risks are so minimized, results benefits
maximized and Return Of the investment is closer.

Initial investment Year 1 Year 2
Traditional approach e CrowdForce == Savings
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Extreme flexibility

A~ A~
Pay as you go

Managed in house

PRIVATE
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Thank You!
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