Fine Marketing Solutions
Who we are

The contact center industry is commoditized making it
increasingly difficult for the right clients and vendors o
connect and fulfill their ultimate purpose — customer
satisfaction. More often than not this leaves cutsourcers
and vendors frusfrated after wasting precious time and
resources trying to find the right match.

Fine Markefing Solutions {FMS) began with the end in
mind to deliver the highest level perfformance for each
client. For this reason FMS fuels its engine with only the
best and brightest within the industry. FMS team members
average over 15 years of experience and include former
clients, contact center executives, and cumrent / former
govemment officials.

Our Clients

Gefting things done onshore can be difficult as it is but
outsourcing you can run into a whole new set of
problems and obstacles. FMS has been a local partner to
our clients who have chosen to outsource operafions
and has helped many contact centers acquire clients
and grow their businesses.

We have served clients including Fortune 100 companies
and small businesses. Clients come to us when they need
to get something done guickly and right the first fime
around.
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What we do

Fine Markefing Solutions' team is a master at
accelerafing results™., By focusing on the gap between
organizational capability and customer expectations our
clients get custom solutions. This is possible by applying
our years of experence implementing technology,
targeted multi-channel marketing, quality assurance,
training, rigorous production oversight and "right shoring”
of business functions. We do not waste our client's time
trying, we guide their project to the best suited contact
center with the reguired skill sets, economics and support
for long-term success. Qur services include:

OQOutsourcer Solutions

B Geographical Analysis and Vendor Profiling

® YVendor Selection

= Vendor Management

B BPO Consulting & Implementation

= Quality Assurance Monitoring & Reporting and more

Contact Center Solutions

® Business Development

® Branding & Marketing

B Confact Center Performance Opfimization
® Confact Center Training

® Conftact Center Site & Technology Design
B Guality Assurance Monitoring & Reproting and more

Branding & Marketing Solutions

B Corporate ldentity & Website Design

= Social Media Marketing

m SEQ, Geo-Tracking, Online Marketing and more
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CLIENT SUCCESS STORIES

“Fine Marketing Solutions played a critical
role in helping us select the best contact center
provider to handle our inbound customer
service and enrollment needs. Their expertise
throughout the entire implementation process
and on c:ing program management has prov

invaluable.'

VP Operations, Leading Insurance Services Provider

Success Story #1
Healthcare Services

A leading provider of government sponscred health
plans, with annual revenues exceeding $2.0 billion
annually, was unable fo adequately service ifs Medicare
Part D enrcllees. Their incumbent vendor abandoned a
high number of calls, causing the health plan to miss out
on significant revenue opportunities while simulfaneously
driving up agents’ average handle times and the
associated telecommunications costs.

Losing thousands of dollars a day, the health plan called
on Fine Marketing Solutions to quickly find an alternative
outsourcing partner that could effectively service their
Medicare Part D enrcllments needs.

The FMS Nelwork in Action

Fine Marketing Solutions tapped into its global contact
centers and found a perfect match; a vendor offering
enough dedicated license insurance agenfs to meef the
client's tremendous demand. The health Plan agreed
and within 14-days of the initial request, the FMS Network
Contact Center enrolled new members at arate 3.5
times greater than the incumbent vendor.

Today, the company exclusively ufilizes the FMS Network
Contact Center to handle all of its Medicare Part D
enrollment needs. Furthermore, given the guality of
sarvice received, the health plan has awarded FMS and
its partner an additional 475 seats of customer

service, split between sites located in the United States
and the Dominican Republic.
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Success Story #2
B2B Office Supplies

A leading provider of business and consumer office
supplies, with annual revenues of $750 milicn, wanted to
become a virtval "One-Stop-Shop" for their customers®
office supply needs. Faced with a high churn rate and
a commeoditized product offering, the Company asked
FMS to assist in the redesigning of their customer
management strategy.

Call In The Experts

FMS tapped into its Global Network and found an
experienced agency that was up for the challenge. Prior
to lounching the new contact center, the FMS project
team partnered with the Client’s marketing and
operations departments to revamp their customer
management approach.

Within weeks, the collaborative team analyzed historical
contact, product and order data fo develop a new
approach to anticipate customer purchasing behavior.
The result, a customer contact plan that pre-determined
the best time to call a customer to reorder supplies and
instruct agents what products they should attempt to
cross-sell. Inteligent scripting was developed to alert
agents fo offer the appropriate ancillary products.

Since program inception, the Company's average order
size has increased by over 19%. Furthermore, customer
attrition, measured by no new products ordered within
180 days, was reduced by 32%. These improvements
translated into an estimated $2.5 milion contribution to
annual earnings.
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Letters of Reference

Ambassador Juan Avila
Permanent Mission to the United Nations by Dominican Republic

Lic. Eddy Martinez
Secretary of State & Executive Director Center for Export & Investment — Dominican
Republic

Mr. Tim Searcy
CEQ American Teleservices Association

Mr. Dean Harisis
Senior Vice President Global Qutsourcing the First American Caorporation



Republica Dominicana

Santo Domingo, D.N.
December 1%, 2008

To whom it may concerm;

Jason Fine, independently, and through the efforts of his two companies, Fine
Marketing Solutions (FMS) and the Contact Center Institute of the Amencas (CCl), has
meaningfully impacted the overall growth of the Dominican Republic’s contact center
industry and the maturation of its labor force. His contributions however, have not been
limited to one specific industry,

Over the past three years, Jason has worked closely with several ministries within the
government of the Dominican Republic. He has been called on to advise on a variety of
strategic initiatives. One initiative of particular importance to the country is project
SMaRt (Santiago Massive Retrain). SMaRt's objective is to equip displaced,
underemployed or unemployed Dominicans with skills required to succeed in our fastest
growing seclor; the service industries. Components of SMaRt include a process driven
and scalable mechanism o simultaneously train thousands of people over a 12 month
period. Ten months are reserved for teaching students to speak English fluently, while
the remaining two months focus on industry specific skills.

As the Dominican Ambassador to the United Nations, | have received invaluable
guidance from Jason helping to support President Leonel Fernandez's vision of
transforming the country’s historically agricultural driven economy to one fueled by
innowvation, technology and service.

It is with the highest regards that | recommend Jason Fine, FMS and CCl as potential
strategic partners your organization, government and/or critical initiatives.

774

A hassadur Juan Avila
Permanent Mission of the Dominican Republic to the United Nations

Kindest Regard
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“Afio Naclonal de la Promocion de la Salud”

Santo Domingo, DN,
August 19* , 2008

To whom it may concem

Over the past 18 months, Jason Fine and his partners have contributed both the intellectual and
financial capital required to partner with the government of the Dominican Republic in
establishing The Contact Center Institute of the Americas (CCI). CCl is a for profit educational
institution providing a methodical process to train and certify local Dominicans for careers in
the contact center industry. Upon graduation, CCl assists students in securing a long-term job.

Our country. is positioning itsclf 1o capitalize wpon the current and futwre demand driven
from multi-national organizations to relocate contact center and BPO operations to the DR. Our
low cost of operations and ever growing supply of trained labor is beginning to cam us the
reputation of "Ouwsourcing Destination of Choice.” These jobs and the FDI associated with
them, present the DR with a unique opportunity to immediately address our country’s poventy
rate and provide tangible career opportunities for the undereducated and/or impoverished

Dominicans.

In addition to establishing CCI, Mr. Fine, through Fine Marketing Solutions, has attracted
several Fortune 500 companies to the Dominican Republic, Companies such as The Well Care
Group and The First American Corporation have added in excess of 1,500 jobs throughout our
country and millions of dollars of taxable revenue.

It is with the highest regards that | recommend Mr. Fine and his outstanding tcam for serious
consideration. They are amongst the few that over deliver upon what they initially promise.

My Best Regands,

e

Eddy Martinez Manzueta
Secretary Of State
fnﬁ:_ﬁtiw Director of the Center of Export and Investment



ATA

American Telerervices Association

September 22, 2008

President Fernandez
Presidential Palace
Republica de Dominicana

Mr. Pronkdant,

I coatinee to maryel st the amadag prewth and Incresslng reputation of the Domislcss Republiv in the contact coater Industry.
Althowgh four yoar ago, | felt ke a voloe In the wildernon advocatiag for companios to bicats s your country, my voloe b zaw but
a momber of & chares singing (he praises of your sation, Ceagratulations on leeding (ha way 10 Creale jobs, cCesamic prowprin
and as lstcrnstions] repetation of business exeellence. Al my first specch (n yeur country, | commented that o “leader can be
measured by the prople that fallow.™ | repost my complimant that thew chsosieg 1o follew you ba yowr mission to sccomplivh msah
fer your peeplde arc of remarkable guality.

In particular, | manted 1o pass abong my gracitude and admiration for my friends Jeson Fiae and his associate, Grotebon
MecKinney. The pasi soveral ycars have boen parthoularly succonlel feor ihe parinenbip beiween US. companion pad your countr,
Is part due ts thelr efferts. | bave boen witson te thelr specific contridetions which from sy distant pedat of view la the Seates,
Bave bean remarksbd. Thoir o segelical dovotion and veppart of the Demiaicen Ropubiic as aa ovdllost becation lor (ompanios to
krcate has becemie infectious, | know that through thelr cfforts, many Fertune 500 companics have boen aliractod te your couniy
Isctuding WeBCary, Firnt Amorican Corporatiea and American Hotel Heghtry. Thow accounts aleas | have boen told have croeated
aver 1,000 jobw

The leplkmentation of the Contact Center lantitete of ihe Amerkcan and ity vebacguest marketiag bave belped the Deminlcan
Republic stand out (a & cromded market of Latia Amsqrican satbsas istorested in the conlact ooator spadd. 1t is (e Lisd of
kaderdig demonstirated ia the dovelepment of CCI wikich has cawied mg 1o seck owl Josen's advice on bruos related te offbore
teloservicos. The ATA bas crcated a Solf Regulatory Organleation to partacr with the U5, Fedoral Trade Commismlos and the
Vidiral Commeniiatioss Commbvwion. The standards craatad by thly srgaalratioa will be usid to acoredit campanies and cortily
thelr compliasce with federsl and stiste laws. Only the Domiakcan Republic through the lobbyilag «fforts of Jasen Fine has been
dosdgnated & thi irvt ofMlore location te be cacouraped to wadartake this projoes.

1 have baeew watching the currcat attempts 04 unlonbee (he contact contor indwstrs i vour country, sad Jmon's pesdance will prove
ksvaluablc te me in the feture. | Rave grave coscorny about whst unionirstios would mean te thih coscrpiag coterprise, 20d counwl
you ks the strongest forms to ceasidor carefully By role la this Industry. LS. compaaies will quichhy move operations freom your
country if sakialiation bicomos papular.

| mould be torribly rossian IF § 4bd sot alve compliment my doar fricad, meater and gulde, Secrvtary Lddie Manincs. Secretany
Martiags wans the first recipient of the ATA s Internstions] Tolesorvicos Champiea Award saveral sears sgo. s draloss oo e
premoic businoss eur isdesiry in the Deminican Republic have boen 2 benchmark thst other countries kave tricd e fellow,

In closing Mr. Presideat, 1 want te pledge 1o continee 1o be 8 friend to teleservicos in the Dominkcan Republic. Wiken it is b my
pamer te promete yeur countny s beasfli, | will do va. | loek fermard te 1he opportuaity to we you agala ks penan, aad te thank
yow Tor your kadarahip to this isgortant communications Bak batwoos Bysinesses and vir sustomerns,

With warmest regards,

S o

Tim Searcy
CEO
American Teleservices Association
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Septembes 22, 2008

Fine Alarketing Soluhons
20953 Candington Avenne
Cohembus, OH 43220-2042

Attn: Mr Jason E. Fine, President

Deast Jason,

I justwant to take 3 moment to promide vou an spdate with our progress since the last ime that I wrote vou
(aletter of thenks dated July 23, 2007).

Since that ttme First Amencan has made tremendous progeess with our efforts in the Diominican Repubhe We
completed ourjoint ventare with Snerpies Stoategic Sermices on January 31, 2008, and have since grown the
opemztion to appromumately 90 agents. Now that I have shaifted my focus to the Finanaal Sermices sideof our
business, I antiaipate that further growth 15 not only emunent, but wall farexceed thus first phase.

I fact, our fest team 15 being trained thus vesyweek and this was preceded by expert training from yous Call
Center Institute (CCI). Wehave found that plaang ourworkiorsce theough the CCl program pooz to our traness
wodnngwith them has nelded a consistent “prodoct” for the processes that we are trpng to suppostin the
Dionumiesn Repubhe. 501 alsowant to take this moment to thank you personally fos the efforts that you have puot
nto making CCI a success.

Asalways, I can make myself available if your fiom ever sequures 2 professional seference.

Best regards,

Diean 5 Hanss
Semor Vice President — Global Cutsoureng
TheFirct Amencan Corsporzhon



	fms-overview-1
	fms-overview-2
	fms-overview-3
	3 Juan Avila ref2
	4 Eddy Martinez2
	5 Tim Searcy 2
	6 First American 2

