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CEEL I XCEED XCEED '\ XCEED '« XCEED

Founded in 2001, Xceed started its operation with an Initlal mandate lo provide
business process outsourcing to commercial and government clients, worldwide.
Today, Xceed Contact Center offers inbound and outbound integrated customer
contact solutions that from Telemarketing, Technical Support, CRM Services,
Order/Complaints Handling, Telesales, Market Research and other value added
sarvices such as customer Retention Programs. It operates the largest contact
center in the Southern Mediterranean reglon with a capacity of 1200 web-enabled,
multi-channel workstations. Xceed's contact center currently manages programs
for cllents covering more than ten countrles In ning different languages. The core
objective is to deliver superior quality and value to its cllents throughout the CRM

fecycle.

Xceed has succeaded In rapidly developing extensive relations with key domestic
and international companies and governments. It has also attracted a number of
Fortune Global 500 companies such a3 Microsoft, General Motors, and Oracle,
which clearly underines ‘s abllity to meet the objectives of major blue chips
who ask much of themselves and their strategic pariners.

One of Xcaed's major corporate highlights was Bl Gates’ visit to its exciting premises

early 20065.

I would like to congratulate you on the inauguration and ssive set up you
have with Xceed and on the urtamﬂhasbaﬂnmhgmmmmﬂﬂ's
cusfomers. The high tech in and the talent of your skifed professionals

is something you can be truly proud of.®
Bill Gates, Chairman and Chief Software Architect, Microsoft

VErview



CFI:: 3 MULTILINGU AL, XCEEIY A PAR]

Thadndshnmﬂuhmnmuﬂnhnmtaunﬂnm by a desire to reduce overheads, balanced with the
need to maintain quality and performance. Access to multilingual mpahlﬂﬂas and accent- neutral
agunuls often a major factor In the decision-making process, particularly as this can impact upon

% reeption of value and service levels. Xceed's team of multilingual and accent-free neutral
agnrh has helped global companies to communicate effectively and professionally with their customer

*The ypﬁanmmﬂfammhﬂsmﬁﬁenwmmm ges. This is because at the
Um*m% instruction is carmed out ish, hafﬂ:tﬂnnsl’ummhg

meﬂm:tﬁmmn It is also hmﬂm are reputed to
be accent-neutral. This is very imporiant when serving countries has become a

*Datamonitor. 2005. Emerging Opportunitias — Offshore Outsourcing in Egypt, February

Language | Arabic | English | French | German | Italian | Spanish |
Hire rateimonth 200 -300(150-200| 50-75 | 50-75 | 25.50 | 25-50 ‘

1=k i .-"'-_F"r-r.'.
------

ultilingual Capabilities



XCEED " | PECPILE XCEEY) PEOPLE

ts th rstone of its val . today and going forward. Their multili |
b el el S i et mr.m“d"'m? Sssire clients thet thek customers
will recelve the o m levels of professionalism, reliability and experience.

All Xcead agents complete an extensive core-training ram,
regardless of the program / service in which they are mwma
training combines exposure to Xceed's philosophy and values and
experience in how to engage and empathize with customers fo
optimize the ocutcomes of the conversation,

Our exclusive modules cover:
= Culture and accent training

+ Business writing skills training
- guﬂﬁhilﬂlh'ﬂlling' :

+ Cross-selling and up-sel

- Lm'mqmmmm =
» Technical skills

* Training / practice calls

* Tal programs

Xceed management also includes executives who have worked in
Western Europe, North America, etc within a number of vertical
markets, including telecommunication, consumer goods, financial
services and contact center outsourcing. The management team
mmuﬁnﬂy possesses sound knowledge and commercial and
cu

' of what consumers from those regions would
mmmm i
a_ﬂdﬁﬂn.mm'mw-mj%mmm.anmﬂummhmm
muitinational subsidiaries located in Cairo. This is very Impartant in understanding not only how lo conduct
business transactions with weslern companies but also ensures a corporale culfure based on wesfern
business practices.

*Datamonitor. 2004. Emerging Oppartunities — Offshore Outsourcing in Egypt, February
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‘XCEED' TECHNOLOGY XCEED' TECHN

Xceed has made and continues to make s nihantlnmtrmnnn technology to
‘supporl its maMmThmEmdaﬁg mize the m aﬁ

‘expertise of ents, ensure the h mmmhﬂhnﬂ
uﬁﬂm umh:-ﬁrw The aqlﬂ investment are a ::hnr MW
m mﬁﬁ&ﬂﬂ;%ﬂm . 8xpanding and successful player in the competitive global

MMHhﬁﬂﬂmﬂhumﬂwmhﬂuﬂarﬁsamrﬂEﬂummdﬂuﬂ
with other vendors' security solutions so that it may maximize network and data security. Xceed
has incorporated the following into its security system:

l".:vanh'ul antivirus liun wil'h automatic updates (servers and workstations)
snlt:“ what they need to)
Lls:arﬁg umrrlgl'll:s]
i
. IDEMh all segments

in the world: 'i'.'.'
hmmhmnduwﬁtﬂmmm—mm

echnology
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Voice & Data Connectivity

Xceed is ?qulppud with three types of connection to ensure redundant voice and data
conneckivity:

« Dpfical fiber links connected directly to a protected, carrier ning network

« Redundant control and radio SDH Microwave with a capacity of 155Mbps (STM1)

* Multiple pairs of copper cables connect Xceed and one of the largest local camiers
Both the fiber optic and microwave links are terminated at a duplicated STM4 muitiplexer
with a transparent, fail-safe mechanism.

Xceed has also established partnerships with a number of telecommunication providers
including EsatBT, Deutsche Telecom, Cable and Wireless, MCI and Arcor for intemational
connectivity. Furthermore, to ensure almost zero down time, Xceed has developed and
implemented its own fail-save mechanism solution for its connectivity in conjunction with
one of the [argest multinafional softiware companies in the world.

XCEED TECHNOLOGY XCEED TECHN
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XCEED INFRASTR UCTURE XCEED

Facility

Xeeed's premises were designed and built specifically to create a call center environment conducive
to efficiency and effectiveness. This is of benefit to both the clients and the personnel and, in
nmwu:::nm the overall Xceed philosophy, rellects the very best of current international call center

The bullding's design has a host of features, including:

16,000n surface area spread over four storeys

20,000m’ basement to house the data center, equipment room and garage

Earthquake-resistant design

Building fagade constructed of double-glass and structural-curtain-wall delivers a high degree

of sound Insulation

» A central security room which is connected to all-digital CCTV system and accass card control
system mmug% the bullding o

* A flexible, modular Faﬂ:lﬂnn system allows for reconfiguration of Xceed's agents' work space
dnpqnd,lng on client requirements

» Powaer outlets connected to UPS systems and back-up generators

* Arecreational area, fully-equipped workout faciiities, a and on-site daycare

There are also public facilities such as a office, a fire departmenl and a police depariment to
be found In:sddaw'm Smar Village. s 2 pet

Business Continuity

Xcaed's faciliies and infrastructiure were created, as one would expect, with the express
intantions of mitigating risk and ensuring business continuity, a future-procof strategy which
guarantees long-term commitment to customer support.

Xceed curmently has a hot site too, based 70km from its call center main premisas in the

I’lfI'aStI‘llCt],ll‘e E"Mrﬁﬂ'iﬁ‘m rfntas_'rta is designed to handle high capacity traffic and has a different




XCEED ' QUALITY ' | 'XCEED QUALITY

Xceed is ISO 3001: 2000 Certified

No organisation can flourish without an unfaltering commitment to quality and continuous
development. Retﬁnﬁhnd!h&quﬂhr standards valued in its core markets has led Xceed o
conclude the ISO 9001:2000 Quality Management System certification audit. It has enlisted the
expertise of the world's leading registrar - h Standards Institution (BSI) - as its accreditation

body.

COPC - 2000 Certification

Xceed believes that quality is the sibility of every single in its organization. It is
therefore not surprising that it is ng towards gaining GW‘H performance standard
specifying tional requirements in critical functional areas. COPS2000 is the brainchild of

a number of housahold name blue chip companies who have set the bar in their expectations
of professional levels of sarvice from customer service provider organizations. Xceed has brought
on board several certified COPC coordinalors to facilitate the process, which will underline

determination to have Iindustry-leading management processes and systems.

Quality Monitoring

Xceed considers quality monitoring a key component for success in the call center industry. Its
diligent quality assurance department mgul&ﬁy monitors transactions to ensure the highest

mance standards for maximum cus salisfaction. This is essential given that every
ndividual from Xceed who comes Into contacl with a customer makes a contribution to the
reputation of the business.
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SEDC XUEED XUEEDC XTIEED

Xceed has developed a suite of services to support Its ambitions of offering business
process outsourcing te global nnmmnrr.:in[ and government cllents.

Customer contact solutions includa:

« Customer Acquisition
» Customer Reatention & Growth
£ E&tﬂ:ﬂﬂuhhmgmn nt, Enhan t and
e cement

. enrichment
, Direct response Management

Hﬂ k / Technical Suppart

r Handling

* Researches services
+ Telemarketing services
« Welcome calls

Xceed is commitied 1o working in partnership with clients, dawbplr%h'hmndmdmlhmuﬂ
programs focused upon delive ﬂgnddadudua This is reflected in Xceed subjecting its
mr.gnnfmndmtnmmhumm opment, ensuring that at all times its campalgns
meet industry regulations and exceed cllent expectations.
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Cost of Labor:

Egypt is very competitive as an ofishore contact center destination.

. Hﬂn wage rate is more competitive than neary all offshore locations, including Canada, Mexico, Poland and
ungary.
« Egypt's competitive agent rate Is 54% that of a US customer care agent.

Apanl cos! analysis - Typs of agant and cost per hour, 2004

Mexico | Foland

B60%

india

49%

Canada

B89%

Hungary
54%

Egqypl | USA

54% 100%
Source: DATAMONITOR

e US price for volce-based cuslomer care agent
61%

[ CALRFIFNT [ =T

‘ Multilingual Capabillities:

o & 181 cent The Emrpﬂan labor force is known for its proficiency in western languages. The factors behind this are:
ights about his life and death. » University education s predominantly conducted In English, in addition to French and German.

= Foreign governments, Including those of the Unlted States, Canada, France and Germany, fund several,
. ) . var,rm post-sacondary education institutions in EgypL. Each of these annually produces many multilingual

raduates.
. gpnimn languages in Egypt tend to be more accent-neutral than those in other outsourcing destinations.




Around the Clock Operation:

is cantrally | between the US, Europe and Asia, which offers competitive advantage

to Xceed and its clients.

= Xceed is able to cater for multiple international territories because its prime geographical
Innatﬁn enables it to take commercial advaniage of the various time differences of other
countries

= Egypt has several ransatlantic cables passing through the country for maximum connectivity
and reliability. These facililate accass to the major telecommunication networks, supporting
international business.

Commercial Sophistication:
Egypt's business culture is sophisticated.

= Egypt's workforce is accustomed to usmﬂm same goods and services found In weslem
countries due to ils close proximit slermn Europe and [nng—eslahllshed trade links.
= Western music, movies and television have gained in popularity in Egypl, so that Egyptians
have been able to both assimilate westemn culture and improve their accents and vocabulary.

Business Climate:
The Egyptian economy is both stable and growing.

* Both Egypt's GDP growth and inflation are at very sustainable and relatively constant levels,
» The Egyptian stock market has seen consistent growth over the past five years.

EGY P

P TEGYPT EG P

IGYPT HGY.

Government Incentives:
The Egyptian government actively supports the contact center industry through a number of incentives:

+ Tax breaks (5to 10 yaars} from the existing 40% current corporate levy for contact centers that wish
to establish operations in Egypt.

* Free trade zones for companies to establish operations, an example of which is the location of Xceed's
premisas in the Smart Village, Cairo.

+ Subsidies of up to $68 million are available to customer care specialists 1o support additional training,
marketing needs as well as technological developments.

- I':gd:g and reliable fixed line, mobile and Intemet networks that bode well for the contact center
indu
» Low telephone rates to Western Europe and North America, $0.07 and $0.05 per minute, respectively
international 2Mbs circult (E1}) monthly rental is $3, BOO0/month.

. Ffar;ner;ﬁ[jlps have been formed with several majnr communications firms to train |IT engineering

uates.
ese partners include Siemens, Alcatel, Clsco and Lucent.

Workforce Availability:
Egypt's labor pool is ample and educated.

* Egypt has a population of 75million people - the lar Mt opulation In tha ragion.
mréﬂﬂ {Iﬂﬂgﬁm uate from universities in Egypt every year, whom are in the information
ogy
+ Tha unemployment rate in Egypt is nearly 20% in Cairo, the hub of Egyptian call canters and the
commercial capital of the country.
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