Golden Thrive Uses SUPERCEED’s Cloud-Based Contact
Center Solution to Win the Business of a Malaysian

Mobile Provider without High CAPEX and OPEX

Built on Dialogic® IMG 1010 Integrated Media Gateway
and Dialogic® Diva® SoftlIP for SIP Software

One of Malaysia’s shariah-compliant telcos, which offers mobile service based on Islamic
practices, decided to outsource its customer service center to Golden Thrive Sdn Bhd,
a Malaysian Business Process Outsourcing (BPO) company. To dramatically reduce CAPEX and
OPEX and win the telco’s business, Golden Thrive chose SUPERCEED’s cloud-based contact
center solution.

Challenge

Golden Thrive would have had to make a significant investment in telephony equipment and
subscribe to a stable leased line connection to bring voice traffic to its offices from the data
center of a prospective customer, a Malaysian telco. To avoid a large CAPEX investment and
ongoing OPEX connectivity charges, Golden Thrive sought a more cost-effective solution.

Solution

SUPERCEED offers an innovative cloud-based solution that allowed Golden Thrive to avoid the
costly purchase of premise-based contact center equipment. By subscribing to SUPERCEED'’s
virtual contact center for the required number of agents, Golden Thrive would only need to
obtain the latest broadband connection, and invest a small amount in personal computers.
Managers and agents could then access feature-rich applications online by logging into
SUPERCEED’s virtual contact center system. SUPERCEED’s cloud contact center solution
allowed Golden Thrive to win the Malaysian telco’s business and deliver services equivalent to
those of a traditional contact center without high CAPEX and OPEX. Both Golden Thrive and the
telco also avoided maintenance, support, and costly upgrade charges.

A Dialogic® IMG 1010 Integrated Media Gateway provides crucial SS7 integration that enables
seamless connectivity between the telco’s mobile network and SUPERCEED’s virtual contact
center platform via Golden Thrive. Dialogic® Diva® SoftlP for SIP Software supplies a robust
media engine for SUPERCEED’s platform. Diva softIP for SIP acts as a “virtual” media board,
providing telephony functionality in an IP software-only solution.

About SUPERCEED

SUPERCEED (M) Sdn Bhd is currently based in Kuala Lumpur, Malaysia and provides hosted
contact center solutions that enable companies to manage contact center capacity elastically
and cost effectively. SUPERCEED is a technology enabler for telcos, outsourcing companies,
and shared service centers in initiating revenue generation campaigns and managing contact
center operations. SUPERCEED’s R&D and commercialization efforts are fully supported by
the Malaysian government. Initially funded by MAVCAP’s CRADLE and subsequently by MTDC
(Malaysian Technology Development Corporation) and KMP (Kumpulan Modal Perdana),
SUPERCEED developed deep expertise in technology, business, and local knowledge to
communication-enable the business processes of an organization.

For more information, visit www.superceed.com

Copyright © 2011 Dialogic Inc.  All rights reserved.

Case Study

Build on Dialogic

;‘Superneed"
GI,

Golden Thrive Sdn Bhd

Contact Center Operator for Telcos

Interactive Voice || Inbound Call
Response (IVR) Routing

Agent

Qutbound Dialer Management

Workforce Quality
Management Monitoring

dJutsourcing Lompanies

| Outsourcing Companie

09/11 12702-02

To find out more about Dialogic, visit us at: www.dialogic.com

Dialzgic.



Dialzgic.

www.dialogic.com

Dialogic Inc

1504 McCarthy Boulevard
Milpitas, California 95035-7405
USA

INFORMATION IN THIS DOCUMENT IS PROVIDED IN CONNECTION WITH PRODUCTS OF DIALOGIC INC. AND ITS AFFILIATES OR SUBSIDIARIES (“DIALOGIC”). NO LICENSE, EXPRESS
OR IMPLIED, BY ESTOPPEL OR OTHERWISE, TO ANY INTELLECTUAL PROPERTY RIGHTS IS GRANTED BY THIS DOCUMENT. EXCEPT AS PROVIDED IN DIALOGIC’S TERMS AND
CONDITIONS OF SALE FOR SUCH PRODUCTS, DIALOGIC ASSUMES NO LIABILITY WHATSOEVER, AND DIALOGIC DISCLAIMS ANY EXPRESS OR IMPLIED WARRANTY, RELATING TO
SALE AND/OR USE OF DIALOGIC PRODUCTS INCLUDING LIABILITY OR WARRANTIES RELATING TO FITNESS FOR A PARTICULAR PURPOSE, MERCHANTABILITY, OR INFRINGEMENT
OF ANY PATENT, COPYRIGHT OR OTHER INTELLECTUAL PROPERTY RIGHT.

Dialogic products are not intended for use in medical, life saving, life sustaining, critical control or safety systems, or in nuclear facility applications.
Dialogic may make changes to specifications, product descriptions, and plans at any time, without notice.

This document has been prepared in good faith and is based on information which we believe is accurate and reliable. However, because thisinformation has been derived
from a number of different sources, including third parties, no warranties or assurances, express or implied, can be given to the effect that this report is complete and
error-free. Dialogic and SUPERCEED disclaim all implied warranties, including warranties as to merchantability or fitness for a particular purpose and exclude all liability
(including liability for negligence) in relation to your use of this document.

Dialogic is a registered trademark of Dialogic Inc. and its affiliates or subsidiaries. The names of other companies and products mentioned herein are the trademarks
of their respective owners. Dialogic encourages all users of its products to procure all necessary intellectual property licenses required to implement their concepts or
applications, which licenses may vary from country to country. Dialogic’s trademarks may be used publicly only with permission from Dialogic. Such permission may only
be granted by Dialogic’s legal department at the address provided above. Any authorized use of Dialogic’s trademarks will be subject to full respect of the trademark
guidelines published by Dialogic from time to time and any use of Dialogic’s trademarks requires proper acknowledgement.

Information for this case study has been provided by SUPERCEED.

Any use case(s) shown and/or described herein represent one or more examples of the various ways, scenarios or environments in which Dialogic® products can be used.
Such use case(s) are non-limiting and do not represent recommendations of Dialogic as to whether or how to use Dialogic products.



