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Contact Center for better service to your customers

Motivated employees & satisfied customers

| Single telephone number for a variety of services
! Multi-media access

| Guarding service levels across all channels

| Consistent customer experience

| Customer specific, smart, routing

| Manage & report on all channels
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Contact Center

Out-of-the-box ready-to-go Contact Center

| One box solution

| One point of management

| Complete set of features

| Modular — buy what you need

| Integrated solution for part time users:
agent — operator — employee

| Unified Communication solution

| Easy to install

| Easy to self-maintain

| Excellent price / performance
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Contact Center

Multi-media Contact Center with advanced routing features

| Advanced routing of voice, voice-mail and e-mail...
| Possibility to chat and SMS...

| Identifies and verifies customers...

| Rich presence information available to agents...

| Easy search function

| Rich supervisors’ monitoring and reporting functionality
| Integrated IVR or IVR-less solution
| Legacy and database integration

| Multi language system

=~ —page5 © NEC Unified Solutions 2011 BCT Contact Center Empowered by Innovation



Contact Center Features

Routing

Call routing

Email routing
Outbound routing
Skill based routing

Identification routing

Call Flow Modules
Clock Date and Time

Customer Identification
Automated Attendant
Greeting and Queue announcements

Customer Applications

Voice Mail

Monitor
Dashboard/ Real-time statistics

—

—

System monitoring

Floor plan

Ad-hoc Call Recording

p— s—  g— oE— E— GE— GE—

Wallboard ]
Alarming ]
Reporting

Unified Communications
Collaboration and Presence

DECT- and Mobile SMS messaging
Instant messaging
Company & External & Web directory

Multi language support

Roles
Desktop Agents

r—
—

r—
—

Phone based Agents

r—
—

Supervisors

Integrations
External application integrations

Database integrations

Outlook integrations
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Contact Center Features

| Client applications / roles
® Agent
® Supervisor
® Administrator

| Contact Center features
® Automated Attendant / IVR
® Intelligent call router
® Voicemail / Unified Messaging
® |dentification module
® E-mail router
® Outbound Services
® Wall board
® Ad-hoc Call Recording
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Three Roles in the Contact Center

Supervisor

Administrator
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Agent

| Handles calls and emails made to the
Contact Center, as well as left voicemails*

| Handles outbound service calls

| Comes in two different types:

® Phone Agent
Can receive routed calls on his telephone.

® Desktop Agent
Uses Agent Desktop Client
to manage Contact Center Calls

(*) Employee role required
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Desktop Agent

NEC Alice Andrews

Customer Service Hold | Transfer - Customer Services

Connected to... 1 GEI Alice Andrews
Isabelle lvanovic (7T8621) D Bethany Baker
& Sunhill Public Relations I Qﬁ. Cindy Charlton

Sunhill Public Relations [ David Denson
skill Customer Service Ethan Ed d
an Edwards

language russian
E-mail isabelle@sunhill-pr.com [ Fred Forrest

O d
BcclESclcBciBEBREDR

Gavin Gayle

Far
B Eastern Europe Travel (1700} [J1 Hannah Henson

€ Active Leisure Holidays, Emea ﬁl lan Irving

Jadyn Jones
: ) . p ) : ) o> Karen King
1 =

Lea Livingston

Madeline Macdonald

1]

Orlando Olivera

Pedro Ponzo

Call type Terry Tanaka

. 63 Ursula Ush

o Werner Wohlfart
D Zenith Zenoni

uJ

Directory

Name Number Calendar

=) Alice Andrews 1000 Customer Services
= Arron Block 1010 [J Absent until: 652011 3 ?";l,': —_—

13, 7
Airline Reservation Heathrow +44 205029702302 '&' “:&* 14 ‘ &‘L \"§

D Barbara Fizer 1013 [[J Lunch until: 12:30 0009 10 187 a2
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User Presence status

| PC states:
® Offline: the user has not started the Desktop Client
® Online: the user has started his Desktop Client
® Away: the user has started his Desktop Client

and has not used his PC for over 15 minutes

| Phone states:
® |dle
In a call
Ringing
Forwarded
Forwarded to Voicemail
DND

| States are visible for every
contact in the Client.

User Phone

Idle

In a call

Ringing

Forwarded

Forwarded to voicemail

Do not disturb

User Presence on PC

Online

)

0K

PEE

Away from

Offline
computer

= B0
= B

o =
J U
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NEC Alice Andrews =Ten N

Customer Service Hold | Transfer - Customer Services
I i
= Connected to.. : 4 uﬁj Alice Andrews
Isabelle wanovic (T8621) Bethany Baker

& Sunhill Public Relations : . Lindy Charlton
Sunhill Public Relations Routed Call Details

skill Customer Service
language russian —
E-mail isabelle@sunhill-pr.com [J1 Fred Forrest

avid Denson
Ethan Edwards

0 o

For Gavin Gayle

B Eastern Europe Travel (1700) [d1) Hannah Henson

& Active Leisure Holidays, Emea ﬁl lam Irvimg

Full Call Control EEGEEGE
» Karen King

(@@ I ' (R ' '
i nl Q’ Lea Livingston

fMadeline Macdonald

Orlandao Olivera
Pedro Ponzo
Call type Terry Tanaka

@ e Ursula Ushi
Real-time group statistics
| Directory —~~\ ________________________~~\

]

- E|E|E| u:;eﬁl'i'_r@'i':m@m@mm H-|E|

L

| After Call Work time & Call type Agent presence

[=dd) Alice Andrews 1000 Customer Services
Arron Block 1010 [J Absent until: 6/5/2011 1

Airline Reservation Heathrow +44209929702302 ”-Bﬂ. i Ol b
oy

E Barbara Fizer 1013 [J Lunch until: 12:30 1 0009 10




NEC Alice Andrews Agent -

N

Talk Customer Service Hold / Transfer - Customer Services

= Connected to...

Isabelle wanovic (T8621)
& Sunhill Public Relations

Sunhill Public Relations
skill Customer Service

language russian
E_mﬂil icahallafmicimmkbill e e

'Fr Directory with Presence indication

=sFor all users
=User State: Online, Offline, Away
sPresence state — In the Office,

Out the office, Meeting, Lunch

—  =Phone state - Idle, Busy, Ringing,
M DND, CFW

» Calendar State: Built-in / Outlook

Call ty -

(1) Alice Andrews
E Bethany Baker
=2 Cindy Charlton
EE] David Denson
Ethan Edwards
[l Fred Forrest
Gavin Gayle
EEI Hannah Henson

1l lan Irving

U o
EcBcEBREBREREDE

Jadyn Jones
o> Karen King
E Lea Livingston

fMadeline Macdonald

Agent Presence

Name Number
) Alice Andrews 1000
Arron Block 1010
Airline Reservation Heathrow +44 2059025702302

[ Barbara Fizer 1013

Calendar

D Absent until: 652011

[J Lunch until: 12:30

sAgent group members

sUser State

*Phone state

sAgent state —logged-on/logged- off,
ready/not -ready, in after call work

sCalendar State

=»Group statistics

e




Contact Center features

! Log on-off
| call control
Ad-hoc Call recording

Set ready / not-ready with
reasons

Call transfer with directory
support

Group Display of other agents
On-line graphical group statistics
Call type (also during the call)
Call qualification

After call work time (ACW),
can manually be ended

Longest idle call router
Multi-services
Multi-group membership

Time based routing with
advanced features

Auto Attendant / IVR
Contact Identification,
|dentification routing
Skill based routing
E-mail routing
Outbound
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Agent Presence status

| Presence status of Contact Center Agents is visible in the Agent Group

hd Customer Services
Qﬁ) Alice Andrews
E Bethany Baker
(=il cindy Charlton
Qﬁl David Densan
Ethan Edwards J
Qﬁ] Fred Forrest
Gavin Gayle O
Qﬁj Hannah Henson

:ll lan Irving

Agent State Icon

Ready

Not Ready

Jadyn Jones
o» Karen King
E Lea Livingston
Madeline Macdonald =]
E Qrlando Olivera
Pedro Ponzo
E Terry Tanaka
= Ursula Ushi
o Werner'Wohlfart
E Zenith Zenoni

After Call Work Time "

Logged Off (")

BceccifEcEcBclBEEBEREDE

Customer Services

# & th i e
1

0o:08 10 187 o2
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Agent ACW / Wrap-up and Ready/Not Ready

| After Call Work (ACW) / Wrap-up time indication and override
® Shows the remaining time until ACW ends
® Gives the Agent time to prepare for the next call
® Especially useful in combination with Auto Answer

@]

. B Not ready
Call type
¥

| Not Ready time indication
® Shows how long the Agent has been Not Ready
® Helps the Agent to meet set targets

Agent Presence
]

@ Not ready -

Call type “ 00-00:18

= 4
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Ad-hoc Call Recording

| Start/Stop recording an active call Customer Service
via the record button :

Connected to...

Isabelle wanovic (78621)
€ Sunhill Public Relations

Sunhill Public Relations

Customer Service

. . skill
| Recordings are accessible anguage  russian
. . . E-mail isabelle@sunhill-pr.com
via the recordings TAB JJJ in
the Desktop Client

| Recording is done via a Voice Servers’ 3-party conference call

- List of recorded calls
g Karen King 17106 16:53 B

| Playback via Phone and PC [ 9 Bethany Baker 17106 0352

[ Gavin Gayle 17106 09:45 5

@ Phore O PC auio B Victor Vasterds  17/06 08:22

Bjarn Bazrum 1706 09:36

1 1 . Ethan Edwards 16/06 17:25

I Appllcatlons' (i) Fred Forrest ~ 16/08 13:48
Q Recordmg Operator threats (i) Isabelle Ivanovic 16/05 09:45 F)

® Logging order confirmations

U @

Play using: () Phone (@ PC audio
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Directories

| Three types:
® Company with up to 4000 Company Contacts
® External with up to 18000 External Contacts
® Personal with up t0100 Contacts per User

| Two directory applications
® [ntegrated directory for easy search and dial

® Full directory application with comprehensive configuration features
and data

| Easy access to any web directory directly from Agent portal
| Import data from legacy databases

| Real-time data synchronization with Active Directory
(via the license-free Aranea software module).
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http://federalwaychamber.com/Portals/29/Directory.jpg

Directories

| Company, External and Personal Directory
! Name and number search
| Search while you type

| Accentinsensitive search

NEC  Alice Andrews Agent +

CEBNBEEER

cB

7]
nnnnnnn @é
" b o T Ay 7 wm mm 7]
€.Jg.aaacgceeelucse o5
Do
=
! Rich presence info S
Heathrow +44209020702302 @
1013 Lunch until 12:30 )
. . .
| Several ways to start a call, incl. Hotkey Dialer L
Directory
Name Number Calendar
1) alice Andrews 1000
g Arron Block 1010 [J Absent until: 8/5/2011
Airline Reservation Heathrow +44209525702302 .
[ Barbara Fizer 1013 [ Lunch until: 12:30 Access to search the Full Directory

Benett Davis 1015 [ Meeting until: 18:00 (See also the next slide)
Bethany Baker 1001

User Presence and Telephone state

Calendar State

Retrieve all info about person
Presence Note

~— Page 19 © NEC Unified Solutions 2011 BCT Contact Center Empowered by Innovation [ =

|||l"||lln|.,“



Full Directory including Photos

B2 Directory Browser

_ et

primary number (XN ()
__Photo_Full name __Primary number Emaity ___Company _____Department Building___Mobile phone _

o)

Alice Andrews 1000 Alice.Andrew=@alholidays.com |Active Leisure Holidays Arrangements Building 3, Room 131(+31601034626
1001 Cethany.Baker@alholiooys.com |Active Leisure Holidays|Arrangements [Building 3, Room 143|+31609388237
1002 Cindy.Charlto.@alholidays.com |~-tive Leisure Holidays Ticket Booking|Building 3, Room 221|+31604885286
1003 David.Denson@alholidays.cum  |Active Leisure Holidays(Ticket Booking|Building 3, Room 34 |+31698882838

* Free choice of search fiel

1004 Ethan.Edwards@alholidays.com |Active Le.cure |
- Free choice to display fiel
Fred.Forrest@alholidays.com Active Leisure Holidays/General Building 3, Room 155(+31691232132

Gavin.Gayle@alholidays.com Active Leicure Holidays|/Arrangements Building 3, Room 87 |+31691232135

Hannay.Henson@alholidays.com|Active Leisure Holidays Ticket Booking|Building 3, Room 48
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Hotkey Dialer: dial from any application

B8 Directory Browser

& New York Post in New York, NY | New York New York Post - ¥P.com - Windows Internet Explorer provided by NEC Unified Solutions

i o .
@U < |YP http:/fwww.yellowpages.com/new-york-ny/new-york-post?g=New+York%:2C+ NY &= new+york+post " ) ‘*}‘ X[ icago ti e~

¢ Favorites  |ym New York Postin New York, NY | New York New ... fi v B v & v Pagev Safety~ Took~ @~ 7

HOME FIND A PERSON MOBILE APPS ADVERTISE WITH US 4@y Looking for someone? Signin | Register
Search by name or number

L o & Find a Business . Byname . By Phone lumber Find a Person Maps & Directions
Yellow Pages yp CLICK LESS. R
LIVE MORE. new york post New York, NY

6 Open Popular Categories The new YELLOWPAGES.COM™

New York Postin New York, NY

@ New York Computer Help » Expand Map

53 E 34th St, New York, NY 10016 (212) 5990339 e, SO s Pk
» Website Audio » More = el sadk .
Enlarge 3 uw”' New y‘_ East Atlantic Bea
I:IBeIIevll\e (' i e
\555, Greal Neck
ge Lr_,(earny ¥ Um, e W
You searched for New York New York Post: 1-30 of 7101 & Orangss 9)\r zsn ﬂb 5\ Lake
'\:c/[[ Hobol(er\] _“_ _,“ =
& _,,_/9
Newark s @ Dl'k 5

?'kav Fl

¥ Distance } Rating } Neighborhood ¥ Category } Feature P AZ f‘?\ 7. %,m Rm\mouc Hill \\ Frar
|£z, aiayonne Yark(

Featured Printing Services-Commercial

©.2010N -" 2520

Sort results by: |Best Match El

ericas # 10, New York, NY 10036 » Msp @ Minuteman Press of Bellerose Print Shop
24814 Union Tpke, Belerose, NY 11426

(718) 343-5440

(MPMinuteman Press

Looaly Cremes anc prarated Sircs 1978

&l Send to Mobile l] Facebook & Twitter v Improve this listing ™ Inaccurate result? ~ Enlarge

©@ Hotkey Dialer
H :> Dialing '(212) 930-8000"...

NEC RobDinnissen Employee

< callto
+12129308000

= o. [
So [ 10 :
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Outlook Integration: Dial from Outlook Contacts

-

Close

Web page address:
IM address:

—_— N = v =N é
1 E%"l = = @ g Peter Grothauzen - Contact
- Contact Insert Format Text '@) ‘
Save & New - | |82 General| #- Certificates | |87 G New Call
@ . : 3
&l send ~ 54 Details  E=| All Fields _ : Mumber to dial
Save & o E-mail Meetingd
Close #% Delete S Activities Contact: Grothauzen, Peter| IE‘ [ Open Contact ]
Actions show Communicate
Number: +31 356892188 [+] [Dialing Properties... |
Full Name... Peter Grothauzen
[ create new Journal Entry when starting new call
Company: MEC Unified Solutions
Job title: Product Manager Call status: On hook
File as: Grothauzen, Peter Start Call End Call Dialing Options. ..
Internet
1Z23¥Z Hil
E] Peter. Grothauzen@nec-unified.com Nemerlandlsuersum
Display as: Peter.Grothauzen@emea.nec.com MNotes ~ /7

MEC TAPI Dialer

Calling: 0356832183 ...

Phone numbers

usnesse ][
fone )
(usnesive ) )
robier. )

+31 356892188

+31 651269975

“our phione should be ringing!

Or any other TAPI enabled application

Empowered by Innovation N E.
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Outlook Contact Pop-up

| Voicemail | Presence | Delegation | Gruups| General |

View
D Disable Presence Settings from employee view |

Email & Calendar integration

‘When a call comes in, pop up contacts info from:
) Lotus Motes
@ Outlook

Enable Outlook calendar synchronization

Set perzonal details

Full Mame... Peter Grothauzen

Company: MEC Unified Solutions

Job title: Product Manager | .

Filg as: Grothauzen, Peter E‘ “
Internet

E] Peter.Grothauzen @nec-unified.com

Display as: Peter.Grothauzen@emea.nec.com

Web page address:
IM address;

Phone numbers

E] =31 356892188
om0
o))
[Mobile.. ][ -] 231651269975
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Messaging — To Phones

From PC to (IP-)DECT and Mobile Phones (SMS)

| Guaranteed message delivery

| Emergency Notifications

| Text Messaging costs less than call to mobile

| Less intrusive than calling by phone

| Reach people who are unable to answer the phone

(IP-)DECT

GSM
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Messaging — To Phones

| Send messages to DECT phones
| Send SMS messages to mobile phones

® Available to all roles: Operators, Employees and Agents

® From anywhere in the client: directories, call lists, group lists...

Dial (2302)
Blind transfer
Conference
Dial alternatives

Blind transfer alternatives

m MESSage. .
Send an E-mail

Send message to phone

£t termporary presence

Business phone (2302)...
Mobile phone (+31657649601)...

Show details
Add to personal directory

Delete

© NEC Unified Solutions 2011
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Messaging — To Phones

| Send messages to DECT phones
| Send SMS messages to mobile phones

® Available to all roles: Operators, Employees and Agents
® From anywhere in the Desktop Client: directories, call lists, group lists...

Addressee
ld cindy Charlton (1002}

My text
Yourwisitar has arrived |

= i
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Messaging — To Phones

Small popup confirmation of successful delivery

Info Message

The mokile me
delivered to numk

© NEC Unified Solutions 2011 BCT Contact Center



Messaging — IM

| Secure Instant Messaging between Desktop Clients
® Less intrusive than calling by phone
® Alternative way to reach someone while person is busy on the phone

® Save telephone costs when communicating with home / remote
workers

® Cost effective alternative for Microsoft Lync e

QD Alice Andrews
D EBethany Baker

Correspondence

Bethany Baker [15:10]
Hello Alice

| Transfer Files between desktops
® Instant delivery

Bethany Baker [15:-11]
I see you are on the phone but can you tell me

. A n t e Of -I:i I e where you left the video projector ?
y yp Alice Andrews [15:11]
1left it at Gavin‘s, call him at 2306
Bethany Baker [15:12]

® |nstant delivery Thanks
® No need to use E-mall
® Well suited for sending Large Files

® Prevent unnecessary storage
on the E-mail server
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Messaging — IM

| Instant Messaging and File Transfer between Desktop Clients
® Make use of emotion icons
® Conversations can be saved
® Small popup on incoming messages

Participants

QD Alice Andrews
D Bethany Baker

Correspondence

Bethany Baker [15:10]
Hello Alice
Alice Andrews [15:10]
Hi Bethany
Bethany Baker [15:11]
I see you are on the phone but can you tell me
where you left the video projector 7
Alice Andrews [15:11]
Ileft it at Gavin‘s, call hom at 2306
Bethany Baker [15:12]

Thanks !

H

- From...
T o 6o e Ty
& YOabel Q TR |

&L cor e & 9 4t
Le@whe

Ml

| Lt

Hello Alice

© NEC Unified Solutions 2011 BCT Contact Center
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Contact Center Agent — additional features

| Can use any type of phone: Analogue, Digital, IP, DECT
| Can use any of the free-seating extensions
| Remote access with (S)MA on iIS3000 and ME on SV8100

Il

I
Il
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Three Roles in the Contact Center

Supervisor

Administrator
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Supervisor

l Manages agents and groups
® Creates, deletes, modifies,
® Assigns agents to groups,
® Manages skill sets per agents etc.

| Monitors the Contact Center behavior

® via real-time call, agent, queue and
channel monitors

® via dashboard, wallboard or floor plan

| Generates statistical reports
® Immediate or scheduled
® Print, publish, export or email

® call traffic, agents performance, caller’s behavior, call duration, failed or lost calls, etc.

| Is alerted to take action when alarm occurs:

when agent is not-ready or busy for too long

when queue is too long

when number of working agents or service level is too low
when email is not responded in specified time

”"“WH
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Supervisor

|E Fle Edt View Tools Help —17 x|
Shortcuts Floorplan (BCT Sales) CallFlow BCT Sale Router
c  BHEEE| [ EEE
il
ey s CFH | Stetus Time |1
Free 09:59 = oot it far cal 1:26:116
= ooz it for call 1:26:00
Al = il ]
wan Dik - 4107 5
e =] ) 003 Wit forcall 2516 B0 5 B b |
MotResdy 12:05 hotReady 1206 C) 004 wyait for call 2823 | Time | ca | status | Sine
Free 0247 Free 07:25 =) pos wait for call 20:09 R 0540 0O MotReady: ... 1208
=) 006 Vet for call  0G:3
PG = &) 007 et for call 0713 0038 0 NotReady: 154
othieady 15:50 ACW-Time 12:07 008 it for call - 1:27:25 Cristina Sp.. 1:2.. 0 Logged Off 133
Busy  DO:37 Free 0 = 00g it tor call 102725
=) 010 Wait for cal 12728 I Hanz Hort... 0247 1 MotReady: ... 1208
= 091 it for cal 1:27.26 21
=t T A Hanz wan ... 000B 0 Ready 1157
s$ R?aw =23 &) 012 wvait for cal 0315 ‘
L Ringing  00:05 (= 013 Wait for call 1:27:25 Peter Bent.. 0001 5 ACW-Time 1200
(O] ; .
® D14 Wit for cal 02:31 % Rita Hegar 0910 0 Ready 11:5]
System ICaIIs | Events | 015 Wait for call 0202
&) 016 Vet for call  01:31
arrival | Message - 017 wait for call 01:03
1216:05 ReleaselvrResource call received on RP EB018 wat forcall  00:50 ;
121605 QueueRefreshRequest for OlHCaId [109] ta NewCall EP019 Router Mark...  01:05 l
1216:05 ReleaselvrResource OK &) 020 wvalt for cal 00:45
1216:07 ReleaselvrResource Transferring call [111] hack to R @021 Router Mark...  00:441 1
@ 1216:07 ReleaselvrResource Transferring call [113] backto R =) 072 Wait for cal 0025
| — 1;123; guleueR:afr;shRequesi lTor OIFﬂCadIIId [1;;]’(0 ey Call @ 023 wait for cal 1:27:25
16: eleaselvrResource call received on e . o
121607  QueueRefreshRequest for QldCalld [113] to NewCall ® D24 Wit for cal 1j2?j24
121607 ReleazelvrResource call received on RP U025 Wa_rt foreall 1273
121607 ReleazelvrResource Ok, ) 026 walt for call  1:27:26
121607 ReleaseivrResource OK =) 027 Wit for call 1:27:26
12:16:08 AW set for agent Peter Bentem =) pzg wait for call 12725
1216:08 Anent Peter Bentem on ext. 4200 =&t released (=) g2a “Wait for call 1:37:25
1216058 Agert Peter Bentem on ext. 4200 et free =) 030 Wit for call 1:97-98
12I:1B:IZIEI GetlvrResource Deflelc:tmg call [116] ta WR-line 2 Dnr: - 5 031 it far cal 19735 -
4 3 =)
< { B | | i
Ready [ O T
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Dashboard

| Real-time, customized graphical presentation of the Contact
Center performance and activity

Dashboard views: =~ Ze=== R

O Ex X | o = | E E E E | R E G E |
I Queue Iength, ﬁl Agent call duration
| maxtime in queue, | @
| Time: | Callz | Status i
N Insuranc, 0E:49 B MotResady  11:0
| agent call duration, S
I II Inzuranc. 0414 19 Ready 15:%
| total calls, S
I p e rfo r m a n C e Total calls Performance (%) Agent status
| agent status
2
4| | i
Ready I e e e e e
iﬁstartl“ m F-] @ g Q @ “ lngdows TaskM...I @C:\Contact@r\letml % mark [Ready] ”m ‘5@:{)@(&@ | T
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Floor plan

| The Floor plan visualizes the call center agent seating layout
and shows the agent presence status

| Alarms can be set to indicate that agents exceed a certain
Not-ready time or Talks time (busy)

| Eie Edt View Tocls Help

=l8]x]

K,

=
=
=

[ronoa | Floorplan

DeerX |2 |EEEE|HEEE

Mark on 2001 Paul on 5000
MotReady 11:31 Ready  15:55 NotReady 16:21
Free 01:55 Free 02:02

Insurance 1 E

reEAB | BEE

Tommyon 2003 | Agent |Grow | Time | calls [ Status | Sinc
MotReady 11:02 @ NotReady 16:18 Juliz Insuranc.. 01:55 4 MotReacy 11
Free 04:39 Free 04:49 ats
v Mark Insuranc.. 02:04 19 Feady 15:4
m| Paul Insuranc.. 0202 0O MotReady 162
il Floarplan Properties (Floorplan) E|
Nt
System | Calls | Events | Cloorplan]
Arival | Appication | Computer | Message - =
ml 162233 UCSRunTime Contacth. Requeue request received for ref =obl 3@ContaciaiNet Apent Alarm Setlings:
16:22:39 ¥R Line 2 Contactd. . Answerning call ~
16:22:39 IYF Line 2 Contacth.. Callback inswance - j Maz MotReady Time (minutes)
162233  WALine2  Conlacth.. Playing prompt C:\Contact@Net 250NPrompts\1000
16:22:39 UCSRunTime Contactd... Logged on to account cc250, 0 emal message(s] found =
162241  UCSAunTime Conlact. AgentJuliaon ext 2000 set fiee M < Max Busy Time (minutes)
@ 16:22:41 I¥F: Line 2 Contacts... Hanging up cal
162241  MALine2  Conlacth. Cal ended
162241  WRALine2  Conlacth.. Wailing for new call . Background - -
16:22.54 UCSRunTime Contactd.. Logged on to account cc250. 0 emad message(s] found WETH rDOrDlﬂ'l omp
162256  UCSRunTime Contacth.. Outbound job found for line 2
162256  UCSAunTime Conlacth.. Regueue iequest received for ref = Job13@ContacttNet Acoess
é 16:23:10 UCSRunTime Contactd... Logged on to account cc250, 0 emal message(s] found
162325  UCSRunTime Conlactd.. Looged on to account cc250. 0 emal messagels) found & Private Usar Mame: F-.ur'nsur
16:23:40 UCSRunTime Contactd... Logged on to account cc250, 0 emal message(s] found ~ d
16:23:55 UCSRunTime Contactd... Logged on to account cc250. 0 emal message(s] found
16:24:10 UCSRunTime Contactd... Logged on to account cc250, 0 emal message(s] found
162425  UCSRunTime Conlactd. Logged on to account cc250, 0 emal message(s) found — | cancel | |
= e
| | i < | |
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Router Monitor

| Monitors the status of routers: e Do
® Individual agent status
® Per each agent group
® Queue activity

® Service level regarding queuing  ‘wa E® 9 &
and answering time Agert Group Time | Cals | Status | Since
:‘:;;;)Marianne PEC Disp.. 0135 52 Working  14:01
o Mauid PEC Disp.. 1234 5 NotReady 1233
I Agent group mOnltorlng U e PBC Disp... 5427 0 logoff 17:01
o Ready/ not_ready/ |Ogged off Serap PBC Disp... 0046 44 ACW 14:02

® |dle, ringing, busy
® After Call Work time GO Agent activity

& Queue information

preformance graphs

iz email activity

ok outbound activity

il
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Router Monitor

| Other router monitors:
® Group performance graphs
® Email activity
® Outbound service activity

P BE S| EE

Total calls
Router - &l Routers - ¥ ?

PREee @ BE

Entry Prio Time Skillt 120

44
"Q -= 1100 1 00:47 100 -~z
e a0

7*? 1 00:20 50

a0 |-
20

i
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Router Monitor

| Four types of alarms can be set for the Router monitor:
® Queue lengths
® Maximum waiting time
® Number of ready agents
® Service level

&3 Alarm Settings e X|

Please configure the router monitor alarm level thresholds and maximum values

Router: arrangements

| Alarm thresholds: = = =] cveseknsn
|—20::| m::] -ﬁ Maximum Waiting Time (sec)

¢ Orange: - = [a Ready agents
Needs attention
= [(80- [100  Servicelevel

® Red:
Needs urgent attention

0K Cancel l Soply |
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System Monitor

Ele Edt Yew Tools Help =l %]
[ snorteuts lncence | N
O =

on Calls today 33
ﬁ] [E Acient Full name | State | Extenzion aAuele lencth (] [ o
| ﬁo Anna Anna MotReady 2002 = hiae weaiting || | -
8% Ben Ben Logoed Off 5003 il VB Ready agent=([_] [
8% Gerhard Gerhard Logged Off 3001 Service level [T | 19%
8% John Jahn MotReady 3000 —
11111 ﬁQ Julia Juliz MotReady 2000 i & E T
ﬁo Karl Karl Logged Off 5001
6% Mark Mtk Ready 2001 [letallcan=
ﬁo Michel Michel Ready 3004 B
8% paul Paul MotReady 5000 5
ﬁQ Sandy Sandy Logged Off 3002 e
ﬁQ Supervisor Supervisor Logged Off 3
8% Tammy Tomimy MotReady 2003 2
1
2 2] mf °

12:30
12:45
15:00
16:00
16:15

Siystem lCaIIs ] Events]

Arival | Application | Computer | Message -

16:22:41 UCSRunTime Contactd...  AgentJulia on ext. 2000 set free
16:22:41 VR Line 2 Contactd...  Hanging up call

16:22:41 I Line 2 Contacts..  Call ended 120
16:22:41 VR Line 2 Contactd, . “Waiting for hew call .. 100
16:22:54 UCSRunTime Contactd... Logged onto account cc2B0, O email message(s) found 20
16:22:56 UCSRunTime Contactd...  Dutbound job found for line 2 &0
|_b' 16:22:56 UCS5RunTime Contactd... Regueue request received for ref = Job1 3@ Contactath et
= 16:23:10 UCSRunTime Contactd... Logged onto account cc250, O email meszage(z) found %L
16:23:25 UCSRunTime Contactd... Logged onto account cc250, O email message(s) found 20
16:23:40 UC5RunTime Contactd...  Logged on to account co250, O email message(z) found 0
16:23:55 UCSRunTime Contactd...  Logged on to account cc2b0, O email message(z) found = e = M = M
16:24:10 UCSRunTime Contacts... Logged on to account cc250, 0 email message|s] faund & il i i ] ]
16:24:25 UC5RunTime Contactd...  Logged on to account cc2b0, O email message(s) found
16:24:40 UCS5RunTime Contactd...  Logged onto account o250, O email message(s) found Anaveered Zarvicelevel

16:24:55 UCSRunTime Contactd... Logged onto account cc2B0, O email message(s) found
16:25:11 UCSRunTime Contactd... Logged onto account o250, O email meszage(z) found
16:25:26 UCSRunTime Contactd... Logaged onto account cc250, O email meszage(z) found
16:25:41 UCSRunTime Contactd... Logged onto account cc250, O email meszage(z) found =

J | B
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Email Monitor

| File Edit Wiew Tools Help =l=lx]

& gentzCrizting

R ucs scministrator | [ B2 M X |2 22 | B E = | 0@ B R GE

= () wiews
D—:-ﬁ System Email convers] B Email Messages
o Callflow
il Dashboard
Floorplans
= T Modules :{‘Il!||
Callflow
=8 5 Starters Ascount Pric | Time | ki | ski2
EE Attendant B Sales cristinai@active .com
Clock E sales
& Iertificatic | [| B Sales
% End call 4 sales Type | Timestamp | niout | Fromimo | FromiTa address | Subject
B Messageht B9 sales B Request 11972007 2:39:44 PM In cristina cristina@active com request neww card
b Router bd sales CdForward  11/9/2007 2:39:45 PM Out  Cristina@active.... Cristina@active com request nesw card (MTHR=1007)
= Transfer B sales
7} User appiic
ﬁ] Cuthound Zery
[0 Email
= (3 Resources
B Groups
g% Agents
[ wallboards
=1 % Monitars
8 CalFlow
% Fouter
(=] Email
B-:PE’ System
= % Taoaolzs
84 Mot Resdy Res
Call Qualificatic ||| 4 |
Wieh Favorites 4 »
B Shils System | calls | | | 2]
B Meszageho: P
B Supervizor Ao Arrival | Application | CompLter | Message -
ﬂ@ Prompts 23944 P EmaiHandler  pcOB64 Logged on to accourt Sales, 7 email message(s) found
Q@ “ocabulair Wio 23944 P EmailHandler  pcl&d Mewy email message received from cristing - cristina@active.com
B4 Email Servers 23944 PM EmailHandlier  pe0&4 Subject = 'request new card'
@ Reports 23944 PM  EmaiHandler  po0&d Allocated 1007 as MTHR
23944 PM UCSRunTime  pel&d Queue reguest received for router AgentsCristing, ref = Emaill S@@pcisd
23944 PM UCSRunTime  pel&d Queus reguest accepted
239:45PM  EmailHandlier pe0&d Agent Yero found for email 13 —
23945 PM UCSRunTime  pol&4 Dequeue request received for ref = Emaill 3@@pciEd
Z40:00PM  EmailHandler pcl&d Logged on to account Sales, 7 email message(s) found _lLI
1 | 3
[ | [ i [ »
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Reporting

| Caller’s behavior
® I|dentify peak hours

® Queue/Option Menu Usage:
* Queue - abandoned,
* Queue - cancelled,
* Request for call back

® Average call duration

| Agent performance
® Time logged in
® Total hours ‘worked’
® Number of calls
® Call duration
® Response time
® Calls missed
® QOutgoing calls
® DDl calls
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Reporting

| Starter analysis

Calls made to the starter

Time the call is parked on the starter
Abandoned calls

Calls handled by the starter

| Router analysis

Calls offered to the router

Calls answered by the agents
Calls aborted via an option menu
Calls disconnected while in queue
Queue time-out calls

Call-back requests

Rejected/re-routed calls due to
No agent or Full queue

| Performance analysis

Response time
Duration of routing
Service level etc.

| Outbound services

Number of calls per service
Not-answered calls

Calls on busy extension
Calls ended in error situation
Successful calls

| Email services

Received emails

Number of waiting emails

Emails diverted to supervisor because
reply time expired

Emails forwarded to agents
Not-answered emails

Answered emails

Reply time

Average answer time

il
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Reporting

And many more reports:

| Abandoned calls analysis

| Skill usage

| Call types

| Not-ready reason usage

| Agent email performance

| Identification service

| Event Log

| Usage of system and application prompts
| Message-box resource statistics

| Usage of External User application
| Answered Calls list

| Abandoned Calls list
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Reporting

Router Analysis

For Routerfsj ; Router: Email, Emergency, Fl. inf & Booking, Holiday Amrangements, Travel Ruide

Generated : 1-6-2005 16:14:15 Site Name: Active Leisure Holidays - London

Report Period : 20-5-2005-20-5-2005 Username: Administrator
Time Call Answered Abort Abandoned Cueus Callback Mo Agent Full

Offer timeout requests
14:00 3 3 0 0 0 0 0 0
14:15 7 [ 0 1 0 0 0 0
14:30 3 3 0 0 o o o o
445 0 : 0 ;
15:00 3 2 0 0
15:15 10 3 0 0
15:30 1 1 0 0
15:45 4 4 0 0
16:00 0 0 0 0 Which fields da wauw want on paur report?
:2;3 E E E g Awallable Fields: Selected Fields:
’ Abandaned Calls RG | After
] Aborted ;I RG | Router

16:45 0 0 0 0 Callback Requestz 2 |

Total 41 27 i 4 P |

£L |
Cancel ¢ Back I Mewxt = I Eirizhy |
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Reporting

| All Reports can be scheduled and send to Printer, Screen,
Web-page and e-malll

D& e X | | E E E | 6 (E G

Report | Type | Report Selections | Period | Period from | Periodto | Output | Schedule |

it Agent Performance Today Em... Agent Performance Agent: Arie, Bria... Today Email

=B Router Analysis Today Router Analysis Router: Marketi... Today Printer

ﬂ Router Performance Analysis ...  Router Performance An...  Starter Range: ...  Last week Printer

@ Call Type Yesterday Printer Call Types Agent: Arie, Ber... Yesterday Printer Daily

4 Outbound Analysis Today Prin... Outbound Services An...  Outbound Servi..  Today Printer Daily

B Agent Analysis Today Agent Analysis Agent: Arie, Ber.. Today Screen

@ |dentification Services report ... |dentification Services Identification Ser... Today Screen

<&, Application Prompt Today Application Prompts Language: Dut.. Today Screen

<), Event Log report Event Log n/a Other peri.. 10/1/2002.. 11/1/2002.. Screen

z; Summary last month screen o...  Summary n/a Last month Screen

# System Prompt Today System Prompts n/a Today Screen
Abandoned Calls Abandoned Calls Router: Marketi... Last month Screen

B Router Skills Yesterday Router Skills Router: Marketi... Yesterday Screen

{8 Starter Analysis Last week Starter Analysis Starter Range: ... Last week Screen

6 Outbound Services Today Outbound Services Outbound Servi...  Today Screen Daily
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Three Roles in the Contact Center

Supervisor

Administrator
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Administrator

Defines and manages

| Call flow and routing decisions
| Pilot numbers (‘starters’)

| Clock settings

| Auto attendant

| Identification profiles

| Email profiles

| Router and agent groups

| Skill sets

| Voicemail set-up

| System languages

| Announcements and Prompts

Bile Edt Wiew Iook Help

E@ WIENS
----:}I-E Syatem
----- Callflow

----- B4 MotReady Resson
[l Call Qualifications
Wizh Favorites

AoEeX | K EEEE M

=3

= [Defaut]

:> [Special operstion]
[l => [2626 - 2626]
1= [2300 - 2310]

B8

office hours
= [Defaut]

. E-Zb SALES (+, priarity 1)
: = [Full

:> [Mo agert]

El-= [Ahor]

:’> Time ot
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Administrator

| Administrators can assign privileges per supervisor
x|

B Supervisor Account {Carla H.}

ﬂSupervisurs |

| Detail |

|Elenne L

=0 Delete

x|

Full name:

|Carla Harry

FPassward: |

Werity Passward: |

# Privileges [
%' Access to Monitars

%’ Access to Reports

%’ Accezs to Resources

Grant Privileges ...

=
=3

8] Cancel |

Az=sign ar remove selected
privileges to the supervizar by
uzing the buttons, applying drag-
and-drop or just double-click.

%‘ Access o modules

N
Rl

Supervisor:

ﬁg Benne L

Azzigned privileges |

% Arccess to Monitors
%‘ Arccess to Reportz
%’ Access to Resources
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Call flow monitor

Monitors the status of the call handlers (active calls in the system):
| Current number in use

| The peak of the day

| Total calls of the day

| Current status of the handler

| How long ago the status changed

| IVR line that is used

CallFlowy

[R Uics Supervisor OB X [ | EEEE | EE G

=3 wiews

I System
----- Callflosy
€l Dashboard
Floorplan
-3 Resources
CFH | Status | time  |Line |
3 001 it for call  01:20
=) Doz watt for call 0120
=) pO3 Wwait for call 0120
= 004 Wit for call  01:20
=) po5 wyatt for call 0119
=) DOG Wwait for call D119
= 007 Wait for call  01:19

—
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Contact Center Modularity

Automated Attendant / IVR

Intelligent router

VoiceMail / Unified Messaging

ldentification module

E-mail router

Outbound services

Wallboard
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Automated Attendant

| Initial call distribution on the basis of caller’s choices;

| Option menu for overflow and re-routing options depending on
e.g. excessive waiting time;

| General information

I
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Automated Attendant

Initial call distribution
|

—~—
S
General numt} o |

For the Sales Department dial 1

For the IT department dial 2

@
Otherwise you will be connected to the[@ & 7
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U”

M”

Automated Attendant

Announcer for general information

o

N

Info number

v

Dial 1 for opening hours

Dial 2 for weather information

Dial 3 for currency exchange rates

EPage 53
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Automated Attendant

Offers the callers an option menu on excessive waiting time

%4 © NEC Unified Solutions 2011 BCT Contact Center Empowered by Innovation [ =




Automated Attendant

| Easy recording of own prompts via PC or Telephone
| Multiple and nested menu’s

| Hot item — Commercial prompts or incident announcement
iIncluding automatic call back when incident is resolved.

rJ

BIG
STVINGS 2

E

rl

RACVECTE] m Sale

~ — Page55 © NEC Unified Solutions 2011 BCT Contact Center Empowered by Innovation N E‘




Contact Center Modularity

Automated Attendant / IVR

Intelligent router

VoiceMail / Unified Messaging

ldentification module

E-mail router

Outbound services

Wallboard
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Intelligent routing
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Intelligent routing

Intelligent decisions how to route a call:
| Longestidle

| Priority based

| Last contacted agent (time limit)

| Clock / time dependent

| Skill based

® up to 100 different skills can be defined
® agent selection based on 2 skills

® minimum average score

® mandatory skill level available

® routing to highest average score

| Agents that do not answer the call in specified time are set to ‘not
ready’

LIl

=% A
=a\

\
&
~
a2
|

1
21 | 1R
N TR

H D
CE

O Oy g OO0

t N

]
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Intelligent routing

Per router possible to set:

| Adjustable after call work time

| Maximum queuing time
| Service level

| Hot item announcement
! Queuing announcements

O
O
® music-on-hold
O

Starter

Transfer

NI

Clock

gueue position announcement
static, dynamic and relative

options menu offered while in queue

® prompts in different languages

| Exceptions handling
® queue time-out
® no agent available

A

N

S

—_—) End call

Message Box

2

Attendant

S

Router

| Queue time | Alerting time | Talk time | After-Call-Work time |

Caller in Call flow time

Talk time

> ¢—>

Administration

»
<« gl

HHW
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Contact Center Modularity

Automated Attendant / IVR

Intelligent router

VoiceMail / Unified Messaging

ldentification module

E-mail router

Outbound services

Wallboard
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Voicemail

Re-routing of messages gathered during time-off
or absence of qualified agents

Routing the message to a free agent with the
required skills, playing the recorded message

— Page61 © NEC Unified Solutions 2011
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Voicemall

Support the company at peak hours and outside office hours

! Route calls to a message box anywhere in call flow

| Message waiting indication on agents phone and list of voicemails
visible the Agent Desktop Client*

| Message can be played and deleted via application or phone
| Message can be forwarded as e-mail

- List of Voicemails
[ Karen King B4 1706 1653 E
[JD Bethany Baker B 1706 0952
E‘! Gavin Gayle EJ 17/06 0245 B
G Victor Visterds EJ 1706 o2z
Bjern Basrum 4 17106 0938
Ethan Edwards lj 16/05 1725
[d) Fred Forrest Bl 16006 1345
D) 1sabelle vanovic  £) 18/06 0245 [E
U @
Play using: Phone @ PC audio

(*) Employee role required
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Modularity of the Contact Center

Automated Attendant / IVR

Intelligent router

VoiceMail / Unified Messaging

ldentification module

E-mail router

Outbound services

Wallboard
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ldentification module

Purpose:

| Identify a caller
® by name
® by dialled number (DNIS)
® by dialling number (CLI)
® by personal ID number (PID)

| Restrict access

! Route calls based on identity

Possible to import identification group data from and export to Excel
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Modularity of the Contact Center

Automated Attendant / IVR

Intelligent router

VoiceMail / Unified Messaging

ldentification module

E-mail router

Outbound services

Wallboard
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E-mail routing

Handles incoming electronic malil

Routing to agents determined by
| email address

| keyword in subject header

I keyword in email body text

| agent skill

| auto-reply

» E-mail handling done by standard e-mail client (Outlook, Notes)
= Skill based routing of e-mails
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E-mail routing

! Handles incoming electronic mail

® automatic reply generation

® automatic second e-mail to
same agent — concept of
email conversation

booking@ hotel.com

~

purchase @ hotel.com <+—

/

service@hotel.com

® time-out alert to supervisor

® auto-delete after n hours
when replied

® reporting on number of
forwarded emails per agent

group

Cor;tact
Center
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Modularity of BCT Contact Center

Automated Attendant / IVR

Intelligent router

VoiceMail / Unified Messaging

ldentification module

E-mail router

Outbound services

Wallboard
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Outbound Contact Center functionality (1)

| Outbound campaigns provide an efficient way
to make a large amount of outgoing calls

| Outbound is as simple as:

1. Defining a campaign and setting parameters such as the number of
call attempts per contact and the time between call attempts

2. Assigning groups of agents to the campaign

3. Loading the outbound list with contact details
e.g. phone number, name, description,
email address and language.
All details are displayed on the agents’ screen

4. Start dialing!

—p—
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Outbound Contact Center functionality (2)

| Dialling options:

® Power dialing
* The customer is called first and a greeting prompt is played
« contact details are displayed on the agents screen
* the agent takes the call

® Preview dialing
« The agent is called first and a prompt informs him of an outbound call
* the agent gets the client details on his screen
* the customer is called

s

il
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Outbound Contact Center functionality (3)

| Outbound can also be used to send a

recorded announcement to a (large) number of recipients

| Reporting on Outbound provides insight into:
® The number of calls made
® Successful calls
® Not-answered calls
® Calls on busy extension
® Calls ended in error situation

| Outbound functionality is licensed
as a functional (on/off) license
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Modularity of BCT Contact Center

Automated Attendant / IVR

Intelligent router

VoiceMail / Unified Messaging

ldentification module

E-mail router

Outbound services

Wallboard

= ':,,ﬁEPage 72 © NEC Unified Solutions 2011 BCT Contact Center

Empowered by Innovation

NEC



LED Wallboard (1)

! Shows real-time Contact Center information

® Service level —
® Queue length

® Max wailting time

Current date / time

Number of calls today

Number of abandoned calls today
Number of active agents

Number of free and ready agents
Free text messages

® Show text: Normal, flashing scrolling or wipe

““"lhn...,“
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LED Wallboard (2)

| Two monochrome models in portfolio (“DataDisplay”),
connect via a serial interface:

® With 20 characters

| Two certified color models (MessageMaker),
these can also be connect via IP (LAN):

® With 2 lines of 16 characters
® With 2 lines of 21 characters
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LED Wallboard (3)

| Wallboards can be connected:
® directly to the Business ConneCT server (A) and/or
® to any other PC in the LAN (B) via a small driver on the wallboard PC

! Up to nine Wallboards can be connected to the same PC,
each showing different information

| Wallboards can be chained. When chained the wallboards display
Identical information.
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Soft Wallboard (1)

| Shows real-time information in a PowerPoint presentation
® Service level
® Queue length
® Max waiting time

® Current date / time NEC oo

® Number of calls today
® Number of abandoned calls today e
® Number of active agents Logged In Agents -

® Number of free and ready agents —

® Free text messages
O

Graphs
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Soft Wallboard (2)

| Create a new PowerPoint presentation or use one of the templates

® Add Tags and Graphs:

Service Level {#Servicelevel}
. . . _ Agent Router
Maximum Waiting Time {#MaxWaitingTime} Calls
Queue Length {#Queuelength} calls
Logged In Agents {#ActiveAgents} agents Total Calls
Ready Agents {#FreeReadyAgents} agents | . . . .
Total Calls Today {#CallsToday} calls 0 0,2 0.4 0,6 0,8 1
Abandoned Calls Today {#AbandonedCallsToday} calls I Total W Abandoned

® Run the PPT presentation:

Service Level 72

Maximum Waiting Time 0 Ageg‘:‘:mer

Queue Length 0 calls

Logged In Agents 7 agents Total Calls

Ready Agents 4 agents , ‘ : : : : :
Total Calls Today 114 calls 0 20 40 60 80 100 120
Abandoned Calls Today 20 calls B Total M Abandoned
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Soft Wallboard (3)

| Easy to create and edit by anyone with PowerPoint knowledge
| Display information from any PC on the data network
| Use any type of (large) display that can be connected to a PC

N ‘ Empowered by Innovation

Overall Performance Today 06-07-2012

Attention Please:

Number of waiting
persons: 13
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Soft Wallboard (4)

| Use any number of slides

| Use any available font, font size, color, company logo, pie/bar chart etc.
! Includes alarm threshold with audible sound

Customer Service - Agent Performance Today 06-07-20

12
Service Level: 81% Attention Please:
Maximum Waiting Time Calls in the Queue: 2

Queue Length Agents

Logged In Agents

Ready Agents

Total Calls Today

Total Agents Customer Service

Abandoned Calls Today

Summer discount ends this wé:ek I
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Integration aspects (1)

| Standard client integrations:
® Dial from external; application using URL
® Setup and end call via TAPI (TSP is included)
® Dial and pop-up Microsoft Outlook
® Directory synchronisation using Aranea Directory Tool
® Copy call data to paste buffer
® White paper available.

2. BN
- Pageso © NEC Unified Solutions 2011 BCT Contact Center Empowered by Innovation [ =




Integration aspects (3)

| Customized Client integrations:
® Open web page on an incoming call
® Open application on an incoming call
® Provide call/Routing data to pop-up application or web page
® Setup calls from any application by executing a dialer URL

® Setup and End calls from any application by building a TAPI
application that interfaces to the built-in TSP

® [ntegrate your Agent desktop with your CRM or back-office application

| Customised server integrations:
® Integrate external application into Contact Center call flow
® Licensed via Customer Program Interface
® Available through UNIVERGE Solutions Partner Program

Il

il

L
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External application integration

| Tying in with customer business applications
® the possibility for customers to benefit additionally
® to integrate own database for automate caller’s identification or
® to automatically open client’s file when he is calling
® to make own reports based on Contact Center data etc.

| There are open interfaces to:
® link an external application in a call flow via a User Application module
® link an external application after the call is answered by an agent
® open any web page from an Agent application on incoming ca
® send call info to an external application on incoming call

| White paper available for more details

,\ - — 4
K.\ N
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Contact Center License model

Legend:

*1) These modules can be used
without Agents
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Functional and Capacity based licenses.

| Functional licenses enable certain functionality which is then available to all that it
applies. The licenses are not related to the number of users.

| Capacity based licenses are calculated per user or item. Licenses that fall into this
category are all roles (Operator, Employee, Agent and Supervisor) and "Additional
System Languages"

| Capacity based licenses are Static or Concurrent:

® Static. This means the license is assigned to a single user and claimed at the time of
being assigned to a user by the BCT system administrator. This is the case for
Employees licenses.

® Concurrent licenses define the number of users that can concurrently make use of
certain functionality. Operator, Agent and Supervisor licenses are concurrent licenses.
This means that any number of users can be assigned access to these roles. The
license is claimed as soon as a user actually opens respectively the Operator, Agent or
Supervisor screen. "Additional System Languages" are also concurrent; they are
claimed when the system administrator makes them available to users.
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Architecture

Media voice
_ path can be via:
e &=
Analog media \Center TDM (Dialogic)
— : or
W@ Dialogic IP (VMP)

LAN

Supervisor &
Administrator

One client for all 3 roles

B = )
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Can be used on all NEC PBX platforms

. 2y 5 *"/)’/ »
TIIEN s XXX CSTA OAl NSVS?:F)O/
SIP@Net
/i1S3000 e
OAl ~ SV8100 ;
e L Jrn , ‘.,'__- Ry
SVv8500/SV7000/24001PX
— T Web Services fi
55D I [ ] Iu:n . OAI

PHILPS svmes

[ - ]
] W —

Contact
\Center

2000 IPS & OAI
NEAX 2000

LAN

22227

© NEC Unified Solutions 2011 BCT Contact Center Empowered by Innovation [N =



Voice Media Processing configurations - options

! Queue on VMP ports
® Voicemail and announcements via Dialogic cards or VMP in the BCT server

® Use this configuration when VMP ports are needed during the whole call flow life time:
* Voicemall
* Auto Attendant
*  Option Menu
 ldentification with PID
» Outbound service without announcements etc.

| Queue on Routing Ports
® No Dialogic or VMP port is reserved for the call flow

® This configuration can always be used for:
* Routing to group of agents
* ldentification with CLI or starter number
® |In this configuration the call flow can ‘borrow’ existing IVR lines to use it shortly when
needed, for instance
To play Queue announcements

® |n a system where there are no VMP ports, some announcements in queue are still
possible via the PBX

““"lhn...,“
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Voice Media Processing configurations

Contact Center Module VMP Without VMP
Auto attendant Yes No
Router Yes Yes
Email Yes Yes
Voicemail Yes No
Announcement Yes 1IS3000/SV8100 only
ID-module Yes DNIS and CLI only
Outbound Yes No

Page 88 ©NEC Unified Solutions 2011 BCT Contact Center Empowered by Innovation [ =

HHW

I



BCT Internationalization

1. Englfsh | Multiple Language Support for:
2. English-US - User Interface
3. Japanese - Voice Prompts
4. SpanfSh « Client and Server Operating System
5.  Spanish Catalan . SOL Server
6. Portuguese o
- EE Directory Browser
7. Brazilian Portuguese bl
. External Directony Perzonal Directory Web Directory
8. Chinese I I
Back Apply l Cancel
9' FrenCh Primary User Info :|
10. [ltalian First name fAlice
11 German Middle name I
Last name IAr‘ldrews
12. DUtCh Email JAlice.Andrews@alh.com
13. Turk|sh Language English {United Kingdom) =]
14 D . h Basic Authenticati Eoztl.ilguese (Brazil)
. anIS dsiC u entication a EI an
. Password gzrr-lrlrfgn (Germany)
15. Swedish e e Greek
) =l SonmemEn g English (United Kingdom)
16 RUSS|an Presence E,Peannéﬁhiérsapnaégi)
Presence
17 Greek . %Jau'iii??;itherlandsj
18. Polish porguess (Portisa)
. I di
19. Norwegian = gmfg!dslﬁh (S\.Nejem
© 2000-2010
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Multiple Languages

I "~

1 Business ConneCT - 2300 E@
. Wik p ™
[[| Gavin Gayle 1222 18:43 [d
Lea Livingston vy @ Lea Livingston 12121 20:16 4
Far o [[] Orlande Olivera 12121 15:3 4
[ Fred Forrest Benett Davis 12721 15:29
[F7E T 2009/01/31]
HEE ERE : T
- = oy E' Bethany Baker 01123 12:05 i+
T [@] Cindy Charlton 12122 0111 B |E|
[' 2600 12/22 18:54 il
| Gavin Gayle 12122 16:07 [J
[ Fred Fomrest 12122 16:03 =
[@] Isabelle Ivanovic 12122 15:39 P
B [ Hannah Henson 12122 15:39
T - I R
[@] Lea Livingston 01/23 15:39 [d =
Arron Block 2408 . - [@] Isabelle lvanovic 01723 1538 3|
[=] Barbara Fizer 2402 D ‘ [ David Denson 1222 19:02 =
ol A e L @ Jadyn Jones 12/22 1859 [ |
[, Bethany Baker 2301 B © [# Hannah Henson 1222 18:56
[/ Bonnie Gray — @ [ Bethany Baker 1222 18:54
[E] Dwight Brooks 2404 B © [] Gavin Gayle 1222 L2
[T [ P P —1
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Multiple Languages

J Archivo  Editar Yer Herramientas Ayuda

BEEEE|EB

Liamadas hoy

& Iniciadores
Asistente
Haratia
ledertificaciyn
Finalizar lams
@ Buzyn
:.3:) Enrutador
&= Transtetir
Aplicaciones
@t Servicios salisnte
4 Email
Recurzos
8 Agertes
&R Grupos
B2 Displays
L% Montores

% Enrutacior

[ canales

Email

i1y Sistema
% Herramientas

82 Razones no prep:

Calificaciyn de llai

o
=
&=
oo
¥

Sistema  Llamadas I_E

ESME L 7 Editar mensajes

1ICS Adiministrator O Bz W X g es
= \Lgs‘tas & Iniciacor
I Sistema = [Defecto]
@ Fluio dle lamada => [Operaciyn especial]
il Graficos = [1520 - 1520]
Floorplans = [9-9]
'ﬁl hydulos
= ﬁg Flujo de llamadsa =[-]

Iediibriz:
ISpanish = I
Mensaje:

Mensajes de aplicacion  Mensajes de sistema

o272 Mo hay mensajes almacensdos, ;I
573 Para revizar, pulse uno, en caso contrario, pulse dos.

585 Hay mensajes nuevos definidos que na han sido grabados todavia. ;Quiere
536 Mensaje nimero:

587 Gracias. Mo hay mas menssjes nuevos.

255 Par favor introduzoa el codigo de identificacion personal.

583 Para menzajes del sistema, pulse uno, para menzajes de la aplicacian, puls
290 Par favar introduzoa el ndmero del mensaje, sequido de la tecla, almohadilla_l
291 Par favor inicie la grabacidn después del tono. Pulze cualguier tecls para fir
592 Lo sienta, el directorio especificado no existe.

593 Para grabar, pulse uno, para escuchar, pulse dos, para seleccionar otro me
594 Este mensaje no existe.

a83 Por favar introduzea el ndmero del idioma deseado. ;I
Directorio de menssjes:

CPragram Files\WECIUCS-ModulevPrompts'SystemiSpanishCerrado-Serio

|AgentsEristina

Long. de colz || i}
Ezpera max. || =
Ao, presertes|| i}
Mivel servicio |[ 1| 100%

X

Muewo |
Sulprirmit |

Crdenar 0

& por numero

 por descripcion

Cédiga PIM: |

@ Favoritos Weh imzre:
ﬁ Perfiles Llegads I Enrutac oo0
BE Perfiles del buzyr | 120353 PM - Agerts
8% Cuertas de supsr 45649 PM  Agents  Descripoion:
Dikoes (SN s
ek 2
5 Palabras de voca o gerks [ 3 ] [ |
[ Servidores de em 42148 FM - Agents
41637 P Agents
@ Infarmes A130PM  Agerts Ok | Cancelar | Lplicar |
F10:21 P Agents
3:09:40 PM Agent=Cristing 1 Abandon...  309:56 Pk
220:38 P AgentsCristing 1 Abandon...  220:59 PM
216:26 PM  AgentsCristing 1 Abandon...  216:41 PM
21418 P AgentsCristing 1 Abandon...  214:39 P
I o J

| GrUpo | Tiempo I Lia... | E
Groupl o146 1 I
Group2 0041 0 I

| o

Form iz | ) | e
d_-start| @@ 7| D4 Wind...vl (<G Inbo - .. | |#]3 Micr... v| £y UCSRun,., | () Diag@N... | & HmpCon...I B2 ucs Ru... ||§ ucs - [... 1Business...| | 1<a05B2 % 230mm
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