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Introduction

Manual Dialing vs. Predictive Dialing
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Features

General Setup Features

Web or in-house base Architecture for easy installation and management.

A SIP based Predictive Dialer, to save time and effort in manual dialing. Calls are dialed by a
Central Dialer and live calls are transferred to the agents.

Answering Machine (85%-+) and Fax detection.
e A customized message can be played for answering machine calls.

e Real time monitoring of agents Login/ Logout/ Timeout, for effective Call Center
management.

e Comprehensive CRM interface to accommodate all kind of scripts, record customer details
and disposition of calls.

Q

Choice of Agent’s communication Device as Softphone, IP Phone or Analog Telephony Adapter.

~ Choice of CODECs as GSM, G.729, G.723 or G.711

Q

Complete and high quality voice recording of conversation between agent and customer.

Q

Multiple Campaigns can be handled from the single server

~ Linux based Soft IP-PBX

Q

Unlimited Dialing channels (channel capacity depends on processor capacity)

Q

Comprehensive and customizable reporting to track the agents and calls in call center.

~ IP based remote support for installation and configuration.

Q

Agents can log in remotely and calls can be directed to any SIP phone.

Q

Freedom from adding hardware boxes to their communications systems to get advanced
interaction.
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Active Call Management Features (For both)
e Call Answering
e Call Holding
e Call Transfer
e Call Conference (External and Internal Parties)
¢ Responding to IVRS

e Incoming Call Beep (Configurable)

Call Barge-In (Internal and External)

Inbound Calling Features

Q

Call Queuing and Call waiting message

Q

Skill based ACD (Automatic Call Distribution)

IVRS.

Q

Setup
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Adding Facilities to existing setup

Servers and Call Switching Equipments

Dedicated VPN Link

PSTN/ VolP
Gateway

Router
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Call Flow In Predictive Dialer

Agent Terminal Dialer Server IP-PBX SIP Proxy

Dialer Server dials numbers Servel
from the call ist using Dialing
Channels. Up to four calls can
be initiated for an agent
depending on Pacing Ratio.

customer through SIP Proxy/
Server

Call Connected

Call Connected

Server performs ACD logic to

__find best agent to transfer this )

call.

F Y

transferred to the agent terminal

Call completes and call Updates ar
transferred to the Dialer server
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Call flow for inbound calls
|

Customer Calls
in

Queue Message
{(Your call is
Getting More e feir y important to us
Welcome Message Inormaion Sesahd please wait for

& . e.g Customer ID, next available
Language Selection Service Selection [ operator)

4’ o Operator
ACD Tries to Available

finds the best
available agent

Found Suitable

Perform Operator

database search
Tor given
customer ID

Transfer the call and

pop-up customer Info
on agent terminal

Agent takes the
call and disposes

for further action.
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System Report

Slides will give a preview of reporting module. Please note that our team can customize

the reports to suit your requirements.
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AGENT CRM

Installation & Maintenance

—Normal Installation Time is 24 Hrs. Depending on the

customization.

-Our Tech Professionals will install and configure the system
through remote access for USA.
-A training will be given to the administrator who will be
handling the server online.
-24X7 Support is available through, Skype, Phone Call.

Contact:

Email: support@globalvoipmobile.com

Skype: GlobalVoipMobile / BmaGroup



