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Bbicokas 3a(hpeKTUBHOCTb U OTKa30yCTOUYNBOCTD,

Contact-ueHTtp or SIEMENS — 310 nporpaMmMHo-annapaTtHbIn
KOMMJIEKC COCTOALMMN U3 3 OCHOBHbLIX 3JIEMEHTOB:

| royIOCOBOM KOMMYTATOP |

4 YMNPABIEHUSA
£ N U CTATUCTUKHU
=
S ProCenter ProCenter
E HiPath 4000 Agile Enterprise
.g 1
b CUCTEMA UHTEPAKTUBHOW
§ rONI0OCOBOU OBPABOTKU
1'G
a Call Director Voice Portal
| —— — o
i =

O Mastcall g



Total Business Communications

SIEMENS

1. Cwucrema nmeet eAUHbIN UHCTPYMEHT
ynpaBrieHusi, 04HaKO ee 3fIeMEeHTbI B
OonbLUIOU CTEeNneHU He3aBUCUMbI

2. MoXxHO 3aMeHUTb NOdOoN N3 INEeMeHTOB
komnriekca (HiPath3000 Ha HiPath4000,
Agile Ha Enterprise, Call Director Ha
Voice Portal), He HapyLlas NOruKu
paboTbl B Lesiom

A dheKTUBHOCTbL MCNONBb30BaHUA BCEX PeCypcoB
KOMMJIeKCa OYeHb BbICOKA, T.K. K&XAbIN «3aHUMaAETCA CBOUM
aenom». NoaTomy B paMkax ogHOro yssria MOXHO co3aaBaThb

JIMIAMINN
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Total Bus

SIEMENS

H

|
«Contact-ueHTp, HTerpupoBaHHbiu B YIATC»

NMonHbIn ¢pyHKUMoHan Contact-ueHTpa peann3oBaTb pecypcamu
YMNATC Heuenecoob6pa3Ho. YIIATC — Cucrema PeanbHoro
BpemeHU, TpaTUTb ee pecypcbl Ha OpraHM3auuio 3anpocoB BO
BHELHIO 6a3y AaHHbIX, 06paboTKy NOYTbLI UNTM MTHOBEHHbIX
COO00LLUEeHUN, MOHUTOPUHI pabo4vyero BPpeMeHn areHToB U T.4,. —
pacTounTenbCcTBO. TAaKOW NOAX0A MOXET CKa3aTbCA Ha KavyecTBe
paboTbl cUCTEMBI. 4
N

EavHbIn nporpaMmMHbIN cepBep Contact-ueHTpa Ha
6a3e VolP-kommyTaTopa

OnacHocTb HapywuTb pa6oty CPB nuWHUMKN eACcTBUAMU, HO | || :lf‘li\
NPV 3TOM HeT YPOBHS HaAEXHOCTH, 3anoxeHHoro B YMATC. ‘“ \‘\H‘\\;
JTro6on c6om MoxeT cTaTb (hpaTarnbHbIM ANA CUCTEMbI. M\‘-\\‘\

|
C)'fast




NMPEVMMYLLECTBA CONTACT-UEHTPOB OT SIEMENS

H

NMPOCTAA U YOOBHAA UHCTANNALUNA |

HiPath
- ooooooonO oood HPPC
| (G100 |
v Server ~ @
‘%; |
f‘ XMU+ i

lNpu ycTaHoBNeHHOM ob6opyaoBaHuUn MHCTannﬂuMﬁﬁ'
Call-ueHTpa 3aHumaet 2-3 gHA ///

Total Business Communications

SIEMENS O fast



NMPEUMYLLECTBA CONTACT-LEHTPOB OT SIEMENS

OTKPbITbIE NPOPAMHbIE UHTEP®EUCHI “

lNMpocTas nHTerpauus ¢ noobbLIMU f
NPOrpaMmMHbIMU NPUSTOKEHUAMMN —
SAP, Siebel, Lotus, MS Accapta, MS
Navision, 1C

\
I

OTKPbITAA KOHBEPITEHTHAA MIAT®OPMA ]

NMo3BonsieT ncnonb3oBaTh NOOeE | ‘a
obopynosaHue — IP, TDM u npocTtble
aHanoroBble TenedgoHbI

NMNOJIHAA PYCUDOUKALIUA

Total Business Communications

SIEMENS C fastcall i



NMPEUMYLLECTBA CONTACT-LEHTPOB OT SIEMENS

H

TMBKAA NONMUTUKA MUMLUEH3UPOBAHUA '(

\ Ba30oBbIN KOMMIEKT BKIIlOYaeT B
1 cebs 5 (Agile)10 (Enterprice)
‘ x NMUAUEH3UN areHToB U 1 nMuUeHs3unro
‘ cynepBusopa

NMOJIMTUKA 3ALLUNTbI MUHBECTULUN | d

B0O3MOXHOCTb NfIiaBHOM 3BONOLUN
obopyaoBaHUA + UCNosib30BaHUA
cneuuanbHbIX NporpamMmm no upgrade
c ucnonb3oBaHuem trade in | /,H A\

A

SIEMENS O fast
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NMPEUMYLLECTBA CONTACT-LEHTPOB OT SIEMENS

@
£
2
8=
©
2
e
S
£
£
C
o
48
@
@
-
9
S
iz
2
b=

SIEMENS

U

BbICOKAA HAOEXHOCTb ObOPYAOBAHUA .,

HAOEXHOCTDL IT OBOPYAOBAHUA (BOJIEE 150 MOPTOB)

SIEMENS;
22%
AVAYA; 19%

NORTEL; 5%
SAMSUNG; 5%
PANASONIC; 14%

J:|
il
|

ITo nanabiM uccnenoanus «IMC. Business-Tuning», 2008 /I
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HEOOCTATKU CONTACT-UEHTPOB OT SIEMENS

BbICOKAA HAOEXHOCTb OBOPYAOBAHUA

KnueHTbl 60ATLCA MATU Ha 3aMeHy
cTaporo obopyanoBaHusa dbornee

COBPEMEHHbLIM -
!

BbICOKUUA YPOBEHb TEXHUYECKOW NOAOEPXKU
| |
TexHU4YeCcKnMn nepcoHan boutcs | ‘{

NOKa3aTbCsA HEHYXXHbIM CBOEMY
pabdoToaarento




OBJIACTU BHEOPEHUA (CankT-TleTepOypr)

Mercedes-Benz
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NMPAKTUKA MOCTPOEHUA CONTACT-LUEHTPA

. _Teon WEBl-SITE HiPath 3800 Kyaposo

\AA |

HiPath 3800 N T
Kyaposo GM \&

N\

\Commur‘lications

A

KOHTAKT -

LE LIEHTP
s

N |
HiPath 3550 Siemens
OkTAbpbckasa GM OpenScape
1 r

T otﬁ Il Business

SIEMENS



NMPAKTUKA MOCTPOEHUA CONTACT-LUEHTPA

Tgon WEB-SITE

HiPath 3800 KyapoBo
HONDA

\AA

HiPath 3800
Kyaposo GM

\Commur‘lications

A

KOHTAKT -

I
\N “::
\ IVR
N |
HiPath 3550 Siemens
OkTaAbpbckaa GM \ OpenScape

LEHTP

T otﬁ Il Business

SIEMENS




CONTACT-LUEHTP: Ycnyra «ObpaTHbIN BbI3OB»

'é Contact Details - Offered Callback: 4:41 PM
File Edit View Tools Actions Help

+ Accept ‘X Delete Callback J 00:00:00 .2

i) This callback has been offered to you,

Details I Contact Data ,I Directory ,l Schedule ,l

j) Yiew information on the current contact

Call: 00:00:00  hh:mm:ss

— Contact
Description: |Other Call
MName: | Contact Name
Destination: l 123-4567
—Origin
Queue: ICT_CALLBACK_SALES Priority: | 5
Calling user: |Soetikno, Andrew
—Time
Target service level:  [00:04:21  hh:mm:ss
Wait time: 00:00:24  hhimm:ss

— Callback Creation

Origin: | ‘Web Callback

Date: |04109122 at |00:00:19 hh:mm:ss

IQueue: XYZ Data I Description: Other Call

SIEMENS

O6paTHLIN BbI3OB MOXET ObITh U
WHULMMNPOBAH:

- areHTOM U MeHeOXepom

- HeI'IpMHFITbIM--BbBOBOM
\
- Yyepe3 UHTepHeT
= [lonHaa nHTerpauus u | {

cMeLwwmBaHUe obpaTHbIX U
BXOAALWMNX BbI3OBOB

= [lonHaa nHTerpauua
areHTa Anga npeaBapuTenbHO
NpocMoTpa HabupaemMbiX HO
nsiaHMpPoOBaHUA U BbIBOBa

C)'fastcall =



OKHO geTanen KOHTaKToB

Ions

‘4\Commu|ilcat

A

Total Business

SIEMENS

OKHO OETAJIEA KOHTAKTOB

- HOMep Bbli3biBaloLWero aboHeHTa
- HOMep Bbi3biBaeMoro aboHeHTa

- oyepeab

- OTBETUBLUUN areHT

- LlefieBOU ypoBeHb 0OCIyXnBaHUA

- BpeMsA OoTBeTa

- ANMNTeN1IbHOCTb BbI30OBa

HdaHHble, nony4yeHHble oT IVR
n/vnun ot 6a3bl AaHHbIX

[JaHHble, nony4YeHHblIe OT
LDAP - kaTtanora

MpuyunHbI fOO6PabOTKHK

Contact Details: 3:29:21 PM

File View Tools Actions Help

k¥ saveandClose | &% | 2

i Details l Contact Data ] Directory ] Wrapup

) View information on the current contact.

Call

Description: 'Customer service on billing

Calling Mumber: |4164799922

Called Number: ]8879 From: Il 122

Qrigin

Queue: ]BILLING_OPTIONS

Answering User: |David Byrne

Time

Target Service Level: |00:01 118 (hh:mm:ss)

Wait Time: |00:06:26 (hh:mm:ss)

Call: IUO:OD:UO (hh:mm:ss)

Contact Data: Yes Directory: 1 Items

’ \‘r \' ”M.‘ .ll‘\y\
|

ll\\\llt\:\\\\
1
L



OTyeTbl B peasibHOM BpeMeHU

SIEMENS

Report Viewer

File Yiew Tools Actions Help

“= N\ | AddReport View

Split Horizontally | Split Vertically .

Report Yiews

- 54 Group A

2% Group B

=
RN Group A Al Queues x
s Group B
Eligible State State
13
: : Group C < Queue Name Source Number lisere Cliterk Mame D Ciavert Group
2m Report View Mutual Funds 4165551212 3 Quew | <unknow... 1004 Logged Off  Default
2% Report View Bonds 4165559999 2 Ringir | <unknow... 1001 Available  Default
33 Report View Mutual Funds 4165553232 4 Quew | <unknow... 1002 Logged OFf Default
23 Report Yiew Stocks 4165555888 o Handlii | <unknow... 1003 Logged OFf Default
aa, aa 1014 Logged OFF
Admin, Lab 1011 Logged OFF
Admin, Lab 1012 Logged OfF
Admin, Lab 1013 Logged Off
¥¥ Manager - HiPath ProCenter Q@
File Edit View JTools Actions Windows Help
O BX|es v, & AEB- 2
Administration Center || Folder List ® || User States X
Broadcast Center =] Report Definitions -
Report Center Dusers o
(1 Groups
(] Contacts 120
\-ﬂ ) Queues
New User Report (] Destinations 3 100
ﬂ () Wrap-up Reasons z
= =1 Report Views ~ =
38 =] Real-time > 28 &
HNew Group Report =0 Favorites 5 5
£51: user stat | = B 60
b =) 8y 2: cumulatis 4 > =
~ +- (] Historical 1 >
New Queue Report | = ("] Report Status
(1 Scheduled
-
(1 Queued 0 o ’/
(1 Completed (3 : ; ; ; 5 S
— SO0 0 @0 S e T
5 (5)(@) & Q & \5&8‘ o 14:00 14:15 1430 14:45 lS.UD 15.15 15:30
~ < >
Name D Extension Group Ry D Utilization | First Logon | Last Logoff AferEd
Type Time al
Woods, T 3 Extensionl CONS_N... Out Direct + 3 16 9/8{2003... 9/8/2003...
D'ubervill. 108 Extension2 CHAMNGE... Out Direct = 108 20 9/8/2003... 9/8/2003...
Miller, Ch... 109 Extension3 HOTEL In Direct gl |22 109 15 9/8/2003... 9/8{2003...
Brown, L... 110 Extensiond ESCALAT... Routed & 110 19 9/8{2003... 9/8/2003...
Lau, Jen... 177 ExtensionS BILLING Out Direct HEE3 177 15 9/8{2003... 9/8{2003...
Potter, Al... 179 Extension6 CRUISES  Out Direct + 179 18 9/8{2003... 9/8/2003...
Dursley, . 181 Extension? CRUISES  IntDirect = 181 17 9{8/2003... 9/8/2003...
Lockhart,... 183 Extensiond CAR_RE... Int Direct 0 183 17 9/8{2003... 9/8{2003...
Seeker, ... 185 Extension9 FRENCH Out Direct H 2 185 15 9/8{2003... 9/8/2003...
Baggins, ... 186 Extensio... CONS_NM... Routed # 186 17 9/8{2003... 9/8{2003...
Design Center
2 169 1
Telephony Center < ¥ < s« >
4 Items User Name: manager
¥

mnmmnm



WUHTerpauuns aneKkTpoHHOMN MOMThI

Perncrpauus
.
fa= Contact Details - New Email E]@@ I

File Edit View Insert Tools Actions Help Ecn N areHT n O.D‘T Be p)KnaeT

A - .

word | Ml SavelDefer],  Cencel nonyyeHue Email, To BcnnbiBaeTr
E3 :7<Insert Template > l‘ 39’1 33434335 ) Halm oy 2 OKHO
i } You are currently creating a new message .
Co3paHue u otcbinika Email

To... <contact email address> l

(S Bob Davis

—— MNMepechbinka, OTKNIOHEHMe,

Subject: RE: Can you please tell me about product XYZ OTKnN an biBaHUe COO6 I-Uge HUUN

attach... || [£] scratchpad.log (9 bytes) |

Dear Customer, : o

Thank you For your inquiry. We value our customers and their loyalty. n e peC bin Ka BH e LLUH e My a re HTy

Here are the responses to your questions. |

1. After reviewing your account, we see that you will be eligible for an upgrade specials in 3 months.

P — NMouck apxuBHbIX Email

From: Inquisitive Customer < ing@customer.com>

Sent: Friday, February 13, 2004 4:12 PM I s

To: email.center@xyz.com g!

Subiect: Can vou please tell me about product X¥Z I-I o BTop Haﬂ OTCbln Ka

Hello,

I'm an existing customer (ID 12345678) and I currently own product X¥Z-1. I'm writing to vou to find out a pxM BU po BaH HbIX COO6 u'le HUUN

about your new line of cameras. Could you be so kind to answer the following questions For me?

1 N owenn have ane sneciale For avickinn ckamers? I I"” i3 !lu\ \\\

LLabnoHbl Email

| /mmmm\\\\\\
SIEMENS C)'fastcall -
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