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Call Center Solution

VoIP has bridged the divide that existed between voice and data
communication

networks: effectively providing enormous opportunity in the quest to move
towards

creating synergistic combination of voice (and telephony features), data
(and

productivity applications) and video onto a single network. These
previously separate technologies are now able to share resources and
interact with each other creating new efficiencies.

This synergy has now been made more accessible - especially to end-
users in small and medium enterprises, even individuals in emergi

markets - with the advent of strong and feature-rich open so
technologies built on open standards.

At Reliable, we firmly believe in the power and ability of gpen

open

standards to deliver feature-rich, readily scalable, inn i co
effective solutions
to technological challenges without compr@misin
of its team of
professionals with our cumulative experience
communication

platform that delivers voice, datadhsta ssa
modular

architecture that allows for iscalabilit tegration of desktop and
business applications

and much more!

u The efforts
din a converged

, and video built on a

The Call Cent

unication layer back-ended by a Customer
odule, the Reliable Call Center Suite (CCS) offers

ulti-tier architecture, the CCS allows you to choose precisely
that you require to get your call center kick-started and later
r needs grow. The CCS cluster works equally well with VoIP
circuits giving you a better value for money in terms of reusing
resources wherever possible.

The very nature of the various components used in the CCS lends itself
to setting up of solutions over a cluster of easily available and
inexpensive computing hardware; thus not only reducing the total cost
of investment but also ensuring high-availability with multiple levels of
redundancy and load-balancing.
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Sample setup (30 seat International Call Center):

The network diagram of an international blended (combination of outbound and
inbound) call center is indicated below. Leveraging VoIP termination

services delivered over standard leased lines saves point-to-point

expensive IPLC charges.

The CCS cluster - accessible through a standards compliant browser

and soft phone - is

served by a separate database server (cluster) ensuring high

availability and scalability.

The PBX engine of the CCS distributes the calls to the agents based on a customizable
logic. The soft switch transports the calls over to the VoIP provider who will then provide

interconnect to the TDM network A %
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Features and Specifications of Predictive dialer

§ Ability for an agent to call clients in succession from a database through a web-
client

§ Ability to display a script for the agent to read with fields like name, address, etc.
filled-in

§ Ability to set a campaign to auto-dial and send live calls to available agents

§ Ability to dial predictively in a campaign with an adaptive dialing alggrithm

§ Ability to dial on a single campaign across multiple AsterisKservers r multiple
Campaigns on a single server

§ Ability to transfer calls with customer data to a closer on theflgocal sy ora
Remote Asterisk server
§ Ability to open a custom web page with user d from th I campaign
§ Ability to autodial campaigns to start with a simple I : ct to agent
§ Ability to park the customer with custom music p
§ Ability to send a dropped call to a voicemail b
Available

§ Ability to set outbound CallerID p

gn agent is

§ Ability to function as an ACD for inb ronter/closer verification calls
§ Ability to have an agent take bothéhb outbound calls in one
Session (blended)

§ Ability for agents to lo
number

§ Ability to sta
§ Ability to aut
§ Ability togall
§ Ability to

lytand have calls redirected to any phone

in agent's calls at any time

atically recor calls

to other customer numbers for the same lead

allback with a customer as either any-agent or agent-

specific
§ Ability in ode to preview leads before dialing
8 b\ityf 0 be logged in remotely anywhere with just a phone and a
W
§b
s ositioning of calls with agent key-binding (HotKeys)

§Defin Agent Wrapup-time per campaign

§ Ability to add custom call dispositions per campaign

biftty. to use custom database queries in campaign dialing

ing of Busy calls at a specified interval without resetting a list

Dialing with custom TimeZone restrictions including per state and per day-of-the-
week

§ Dialing with Answering Machine Detection, also playing a message for AM calls

§ Multiple campaigns and lead-lists are possible

§ Option of a drop timer with safe-harbor message for FTC compliance

§ Variable Drop call percentage when dialing predictively for FTC compliance

§ Internal DNC list can optionally be activated per campaign

§ All calls are logged and statuses of calls are logged as well as agent time
breakdowns
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§ Load Balancing across multiple inbound or outbound Asterisk servers is possible

§ Several real-time and summary reports available

§ Real-time campaign display screens

§ 3rd party conferencing (with DTMF macros and number presets)
§ 3rd party blind call transfer

§ 3rd party conferencing with agent drop-off

§ Ability to set user levels and permissions for certain featuriées

§ Ability for managers to listen-in on agent conversations %
rs

§ Ability for managers to enter conversations with agents a N

§ Web-based administration

§ Client web-application is available in English, Spanis erman, French,
Italian, Q

§ Polish, Portuguese and Brazillian Portuguese

§ Admin web pages available in English, Spanis e Ge n

N
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Features of PBX

ADSI On-Screen Menu System
Alarm Receiver

Authentication

(IVR)

Automated Attendant
Blacklists

Blind Transfer

Call Detail Records

Call Forward on Busy / No Answer

Call Forward Variable
(OSP)

Call Monitoring

Call Parking

Call Queuing

Call Recording

Call Retrieval

Call Routing (DID & ANI)
Call Snooping

Call Transfer

Call Waiting

Caller ID

Caller ID Blocking

Caller ID Call Waiting

Fax Transmit and Receive
Flexible Extension Logic
Interactive Voice Response

Local and Remote Agents
Macros ®
Music On Hold / Tr er
Predictive DBial

~ t

otocol

te Office Support
aming Extensions
ute by Caller ID

SMS Messaging

Spell / Say

Streaming Media Access
Supervised Transfer

Talk Detection
Text-to-Speech (via Festival)
Three-way Calling

Time and Date

Transcoding

Trunking

VoIP Gateways

Voicemail

Visual Indicator/Stutter Tone

Waiting

Voicemail to email
Voicemail Groups

Web Voicemail Interface
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Voice transmission specifications

Computer-Telephony Integration
AGI (Asterisk Gateway Interface)
Exchange)
Graphical Call Manager
Outbound Call Spooling
Protocol)
Predictive Dialer
Control Protocol
TCP/IP Management Interface
Scalability
Interoperability
- TDMoE (Time Division Multiplex
over Ethernet)

- Allows direct connection of Asterisk

PBX
- Zero latency

- Uses commodity Ethernet hardware

Voice-over IP

- Integration of physically‘se t
installations

- Uses commonl

connections

deployed d

Types
- Allows unifi laf across
multiple offi
Codecs
ABPC
G¥Z11 (A-ka -Law)
G. S ugh)
G2
. 9
ar
PC-10
Speex

Protocols

IAX (Inter-Asterisk

H.323
SIP (Session Initiation

MGCP (Media Gateway

SCCP (Gisco®gSk ®)
Traditional Tele%

E&M
E&M. Wi %
Fe G

3

p start

round start
Kewl start
MF and DTMF support
Robbed-bit Signaling (RBS)

PRI Protocols

4ESS

BRI (ISDN4Linux)
DMS100

Euro ISDN
Lucent 5E
National ISDN2
NFAS
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