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Out Bound Type

Telemarketing CRM Proactive Contact

v' Telesales

v' Call Backs

v" Fund-raising
v' Market research
v Polling

Service follow-ups

= Welcome, Happy calls
= Requested callbacks

Lo

. DM
= Segment History History

v Collection
v" Black List
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Integrated Contact Center

VoIP

e Data Bandwidth

* QOS , VoIP
VoIP

Web Collaboration Chat

 Web Push:

 Web Synch : « Multi Chatting
e Form Sharing :

Web Self Help Email
« FAQ

Skill based



Service Consistency

Universal Queue Management | Universal Agent
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* VVolP, Emall VolP

Service Consistency

* VIP VoIP, emall,
History
emalil

e web
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ERMS (email response management
System)

— email -

— Group

— email
eContact DB
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WEFM Functionality

Call

Call Volume

WEFM






CDR(SMDR) & UMS

Call Detail Recording
— Station Message Detail Recording
— Station In, Out

— Logging

Enterprise UMS
— FAX, voice

— emaill, voice, FAX
— ICC, ERMS



