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1. Chordiant Solution

Our Chordiant CRM solutions help customers address a variety of Chordiant implementation issues in
areas like customer retention, account management, campaign management or call center interactions.
We help them devise strategies to increase revenue, productivity and customer satisfaction. These
strategies are then brought to life by carefully choosing the right methodology, orchestrating a pinpoint
execution, and providing post go-live support and end user training.

Our Chordiant practice focused on solutions like Consulting, Implementation and Roll-out, Upgrade and
Migration and Support, enables us to provide best-of-breed application development services for rapid
and precise Chordiant implementation. Combine this with our experience in understanding industry
verticals and customer care processes, and we are the ideal partners to deliver the elusive ROI on your
implementation investments.

JBA is a leading IT consultation and service provider in implementing end to end Chordiant solutions. We
have a growing team of highly skilled Chordiant resources with many years of end to end Chordiant
implementation experience. We are experienced in almost all versions and various implementation
initiatives across a number of functional areas and industry verticals. Internally the practice group of JBA
is organized to provide consulting services during pre-implementation, implementation and post
implementation phases of a typical Chordiant project life cycle. These services are focused around our
practice experience and understanding of the overall Chordiant architecture.

2. Our Service Offerings
e Consulting
e Chordiant Open Source Transformation
e |Implementation and Roll Outs
e Upgrade and Migrations
e Support
e Staff Augmentation

2.1 CHORDIANT CONSULTING

As fundamental changes occur in the business
environment, progression invariably becomes a
necessity as customers world-wide expect and
seek innovation for both products and services.
Successful Chordiant acts as a differentiator in
business, especially when the combination of
product and price fail to achieve this competitive
advantage. As a result CRM is emerging as a
critical strategy as customer relationships are
coming to the forefront of the competitive
battleground.
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At JBA, we offer a range of Chordiant consulting services to help you enhance the life-time value of your

customers and increase customer satisfaction. Some of the broad based offerings are listed below:

Implementation strategy
definition

As the right strategy can
revolutionize your business
practices, our domain
experts’ help you define an
optimal implementation
strategy, formulate a plan for
efficient execution, and
establish milestones for your
Chordiant implementation.

Business process
analysis and definition

For rapid deployment of the
Chordiant solution across
the organization, we
combine our traditional
process improvement
techniques with technology
to carry out business
process analysis and
definition. This enables
keen understanding of the
uniqueness of your
business processes,
thereby ensuring that the
Chordiant solution
implemented, meets your
strategic business
objectives.

Solution prototyping

To help our customers
increase the familiarity
with their Chordiant
environment, we design a
solution prototype. This
helps our customers test
the effectiveness of the
Chordiant implementation
in their organization.

Gap analysis

Any deficiencies (gaps) in

your existing Chordiant
implementation and
processes should be
addressed to completely
leverage your Chordiant
solution. We identify the
business processes, which
are not supported by the
standard application, and
suggest potential solutions
for these gaps, revitalizing
your CRM system
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2.2 CHORDIANT OPEN SOURCE TRANSFORMATION

For customers who need to migrate their applications away from Chordiant “The Chordiant Migration
Process" is a structured and proven approach that facilitates migration in a reliable and predictable
manner towards open source. Our Chordiant Migration Process is unique and first of its own kind in the
Chordiant Implementation world. Unlike the more expensive and ad-hoc solutions from our competitors,
our process reduces overall risk, uncertainty and cost of such large migration exercises.

Why Customers Migrate?

From JBA's past experience in migration/reengineering,
following are important drivers for migration.

e Higher cost in maintenance of Chordiant
applications

e Technology limitations in Chordiant applications

and platforms

Adoption of open source wave

Adoption of emerging architectural concepts

Conversion of two tier to n tier application

Mergers and acquisitions triggering application

consolidation

Adoption of SOA philosophy

e Lack of Vendor support for Chordiant
applications and its older versions

e Lack of skilled resources for Chordiant
application maintenance and development

JBA fully understands the drivers of migration/reengineering and has devised a comprehensive
methodology for migration/reengineering supported by a specialized centre of excellence group and
skilled resources.

JBA Advantages

JBA's approach on migration/reengineering is unique and cost effective process and this is achieved by
an open source approach that was created in JBA. Listed below are advantages of JBA's migration /
reengineering process.

Proven and well defined methodology in migration/reengineering towards open source
Centre of excellence group with a dedicated lab in JBA for migration/reengineering analysis
Strong resource base with open source migration and process expertise

Factory model approach in migration/reengineering

Usage of prior migration experience and learning in migration/reengineering

Decreased effort coming from a tool based approach reduces the cost of migration

A detailed roll out strategy reduces application down time

Increased predictability due to a repeatable process
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2.3 CHORDIANT IMPLEMENTATION AND ROLL OUTS

Increasing customer loyalty, sales, profitability and
gaining a competitive advantage are the key drivers to
an organization’s success. An investment in this
respect is an investment into your future, the one that
will repay you with improved business processes and
higher returns.

A Chordiant initiative which fails to fall in line with the
organization’s stated objectives to success, will not
work as a differentiating business strategy. JBA will
work towards delivering rich short-term results from
your Chordiant project and also realizes the full
strategic advantages of the implementation in the long
run.

Implementation Phases

We combine the best in processes, people, infrastructure, alliances and our global delivery model to
ensure that our implementation works best for your business. Our CRM offerings span across various
business functions like customer care, marketing, customer service, order management and other source

system management

Our project management ensures that, each critical success factor is successfully incorporated during
implementation, so that a complete end-to-end solution is delivered. Our expertise in enterprise
applications deployment enables seamless integration with existing legacy or other application systems.

A successful CRM implementation relies heavily on the combination of four key pillars - Process,
Technology, Information and People. Hence, the ultimate success of a Chordiant project lies in the hands
of the user. To make your Chordiant program completely successful, we train future users to handle the

transition into a Chordiant driven enterprise.
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2.4 CHORDIANT UPGRADE AND MIGRATION

Organizations on a fast-track need to keep their
processes geared up to achieve accelerated
growth. This coupled with an ever-changing
customer perception of value is a key driver for
growth in any business. Customer perception of
value is an amalgamation of what the customer
receives, how much of it is sold, delivered and
supported and the total cost of ownership.

Every successful organization thus aims to
minimize the total cost of ownership for its
customers. A customer-centric strategy will ensure
that, your organization is aligned with your
augmenting business objectives. In such a
situation, your leap into the next level of
technology has to ensure minimal interference with
your on-going processes.

JBA’s migration assistance in Chordiant CRM

Version upgrade: Upgrade from one version of
Chordiant to a higher version, in
business environment

Re-implementation:
customization in the ex
simple version upgrade might no
order to rectify this situation and also,
new functionalities of a higher version, JBA o
re-implementation services for a successful
upgrade.

Migration assistance involves conducting an impact analysis to conceptualize the impact of a new version
upgrade and setup the necessary infrastructure for the build. We assure seamless data migration when a
new functionality is implemented, so that operational functions are undisturbed.

We employ a proprietary upgrade & re-implementation methodology for better predictability &

governance.
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2.5 CHORDIANT IMPLEMENTATION SUPPORT

A typical customer life-cycle in every business
goes through customer engagement, business
transactions, order fulfilment and customer

retention. It is the entire customer experience

which acts as a differentiator in business. Hence

a well supported Chordiant implementation
becomes vital from a business point of view.

JBA’'s Chordiant Support is broadly
categorized into two categories:

= Application support - Your existing
Chordiant application might be prone to
operational / technical snags that can be
effectively resolved by our application
support  services. Our applicati
enhancement and Interface modifi
services play a vital role in impr:
performance of your existin
implementation.

Production support -
our quality resourc
lower total cost o
customers. We
production su
clients.

Flex Staffing
Contract-to-Hire
Managed Sourcing
Outsourcing/Offshoring

Our production support services offered, include -
Application administration, user administration, enterprise
integration — importing and exporting data, enhancements
and bug fixing, server administration, database
administration, configuration management & technical /
user support

2.6 CHORDIANT STAFF AUGMENTATION / OUTSOURCING

JBA makes a significant investment in evaluating, recruiting, training and mentoring our qualified
Chordiant pool of resources. We ensure that our pool is adequately qualified in their core specialization.
From this pool, JBA provides its clients and partners with staff augmentation services for mission critical
projects and maintenance activities. We offer Chordiant Consultants for various kinds of projects to small
and medium enterprises and fortune 500 companies. We offer different models that ideally suit your
staffing needs including
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Flex-Staffing

JBA provides Chordiant personnel to meet your short-term assignments, augment your workforce during
peak periods, or replace ‘leave vacancies’ and sudden terminations. It allows you to focus on your core
functions and business needs. Flex Staffing also relieves the time-consuming process of interviewing and

hiring.

Contract -to-Hire

This model suits organizations that want to
test a Chordiant candidate before that
person becomes a full-time employee. There
are many advantages of this model. You are
not bound to hire the contractor if the
contractor is not right fit. If the organization
chooses to hire, then the employee's work
history is known and the employee is
already familiar with your business
environment. The need for additional
screening, training, and interviewing is
eliminated.

Managed Sourcing

Managed Sourcing solution is for clients who want specialist to handle a project for part or all of project
life cycle. Managed Sourcing provides you with the Chordiant resources, expertise and cost efficiencies
you need, when you are on a tight deadline. In this model, JBA will own the project and is responsible for
the supervision of the project. JBA is accountable for the performance of the staffing and deliverables.

Outsourcing/Offshoring

This model is ideally suited for organizations where the need for the assignment is not the core function of
the business and it can be performed outside the premises of the client organization. Based on the
requirement, JBA will deploy temporary staff and use its own infrastructure for your project either at JBA
premises in Pasadena, CA or at its India location. It provides you with ultimate cost advantage where the
required solution is turned over to you without much of your intervention and time commitment.
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3. Chordiant Experience Summary

Chordiant resources at JBA have extensive experience in
having consulted with global clients around their customer
processes using various Chordiant solutions/ platforms/
versions and have the ability to offer best practices across
various industry segments gained through this experience

This is evident via our Industry “thought leadership” in
working with application vendors in the co-development,
implementation, and enhancement of multi release
Chordiant applications.

Experience categorized on versions of Chordiant

Percentage %

Figure 1: Experience summary of Chordiant resources at JBA categorized on various versions with their
involvement in Implementation, Enhancement and Support

JBA INTERNATIONAL, LLC www.jbai.com Page 8
Prepared by: Sandeep Seerapu



CHORDIANT SERVICE OFFERINGS | 2009

4. Tremendous Cost Savings

With offices in both the U.S. and India, JBA’s global delivery model can provide you the flexibility to
complete any project—whether it be onsite, offshore or a combination— at the best possible value.

Designed to work

From improving your Chordiant capabilities to full-scale offshore software development, JBA’s Project
Outsourcing process relies on a rapid application development methodology, mapping out the entire
project before it begins and identifying goals, timelines and possible trouble spots before they happen.
The process provides you with:

Scalability

With our vast pool of expert Chordiant talent to choose from, we can quickly scale to meet your
project deadlines.

Expertise

Highly skilled, experienced Chordiant managers, Chordiant developers, and consultants hit the
ground running, employ best software practices to ensure quality and deliver immediate results.
Transparency

Regular updates keep you informed of our progress every step of the way and ensure a zero-
defect solution perfectly matched to your needs.

Control

Whether you want to project manage yourself or hand it off to one of our experienced project
managers (or perhaps something in between), our methodology allows you to have as much
control over the project as you would like.

Cost Savings without Sacrificing Quality.

Outsourcing Chordiant development with JBA makes fiscal sense for both large and mid-sized companies.
Through our Indian production facilities, you have access to a vast pool of educated, technical and functional
in all current and legacy technologies. At the same time, our U.S. facility provides you with continuous
, improved project communication and a local presence to respond to any changes or requests

experts
updates

immediately.

With ou

r adherence to software quality management standards and best software practices, as well as our
rigorous testing methodology, you can be sure that outsourcing your software development does not mean

sacrificing quality.

To find out how we can help fill your needs, contact us:

ROB JOHNSTON
VP Midwest Operations
JBA INTERNATIONAL, LLC

Cell: 330-284-1442
Corp Off: 626-844-1400
Local Off: 330-493-1224

Email:

rob.johnston@jbai.com
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