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Why Call-Center?
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Call- Center Components

Queue Advanced Caller

Management ID Routing

Customer Relationship
Management (CRM)

Inbound Call
Routing

Real-time
Status Voice Portal

Workforce Outbound
Management APl/Manual

Quality

Management

Coach / Agent Score Call
Spy Report Card Record
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Why PLEXTEL Call-Center?

* SIMPLE, Easy to use and manage

* Plextel Client, Easy Login / Pause with Visual Indicator
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SIMPLE, Easy to use and manage

* yaunnileandunnu i Web-Interface $1usan153AN3

* 5995UNIT HENAITAIAILAZNITALAIANG Glussuy Iiusaengug Y
U NTUDIRNTIUIA AGY

Groups/Features Mapping
Menu Administrator User Monitor Supervisor

Header
Phone Books 4 @] @] @]
Call Detail Records [/ 0 O 0
Message Center “ @] (@] @]
CRM [/ @] @] 0
Change Password ™ @] O @]
Setting (] O O @]
Help [ @] @] @]
Mew
Group Manager (] @] O @]
Extensions ™ O O @]

Fax (Beta) [/ @] @] O

Call Control “ 8] O O
Incoming Call 4 @] @] ()]
Outgoing Call (] @] O @]
Schedules “ O O O

IVR “ @] @] 0
Site to Site Setup (] O @]

Hell [/ @] O O
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SIMPLE, Easy to use and manage

* A11150UTNN590N1S Call Center WuUU Realtime

Queue Status
[Queue Summary] [Queue Details] [Selected Queue Details]

Call Limits ~ Waiting Calls “"%‘M""" Call Compk bandoned Call Ring Service Level 5""";;;“'" Weight
roundrobin
Qneueﬂemben

Call Limits  Waiting Calls "'"?:"e'w Call Compk bandoned Call Ring Service Level se"'f’em""d Weight
0 0 0 0 leastrecent 0 0.0 0

@iusypased Oinuse  Ringng O notinuse @ Unavaiable,invaid
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SIMPLE, Easy to use and manage

° ANNN50FINUSLUUINS ANV AINNLNADADUNILN DS LA D E1IATU
07U

° ANUSOLEAYEDIULZNITNINUYDITEUU Call-Center

ing Call Outgoing Cal ~_
Zr Status: Idle LastCall: 00:00:00 ISR TalkTime:  00:00:00 IP-Phone: L
| Answer || Hold/Unhold || Call Pickup | | Transfer || | . Ty

| Send |

Plextel Pause
Client | Hangup || Mute/Unmute || Exten Pickup | | Corf | Ex:|

R

Waiting Call: 0 Select Queue - Online: 3
QueueName CallerlD e Strategy HoldTime ServiceLevel
rrmemory 00h:00m:04s. 0

Account Evems|GeneraI[LiwnceI
Incoming | Outgoing | Queue

Extension

Completed Abandoned Total
4 0

4

CallerlD CallerName Uniqueld

Status g Location

Queue Agent Talk Time Hold Time

On Ring lhﬂp -/Awww QlncommingRing.com ?Extension =‘L’LE>dension2|

On Answered lhnp://wwwAQIncommingAnsAcom?Eadension=Z‘AE>densionZ'|

On Hangup lhﬂp -/ Awww QlncommingHangup .com ?Extension =Z‘AE)densi(|

On Complete lhl‘lp://wwwAQIncommingComAcom?Eadension=Z‘AE>densionZ|

Special Manager Panel
Enable Manager Panel [_| Enable Pause Comment [_] Enable Call Work Code

|Save||CanceI|
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SIMPLE, Easy to use and manage

* 5995UNNS CHAT 3¥1179 Agent Llag Supervisor

Plextel Client v.2.1.5(e) ‘ E - O X

[ Plextel Chat Server X\
Extension: SIP/9000 "

& - C [} 192.168.200.120/chat/?page=main B 57 =

Agent: Agent/600 i,
Call HIStOFY Online User [ Plextel Chat Server - Google Chrome - ] X
Chat | Agent Fullname [3 192.168.200.120/chat/?page=room&room_type=agent&room=300 &
Setting Chat Box : 300

600 Piti Tangmandee
Connect Piti Tangmandee : 04/08 14:24 : aiaa B Online Agent

. Queue Nicrora Tangmandee : 04/08 14:25 : @idiy
Disconnect Piti Tangmandee
Nicrora Tangmandee

Exit
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SIMPLE, Easy to use and manage
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Why PLEXTEL Call-Center?

* Integrated simple CRM
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Integrated simple CRM

* ITNSAUAUTZUU CRM LUU Free* s8395Un1599U bang1952a157
ez 1ea18 dusunilisnunliasnisamniuszuy CRM
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£} Home él Contacts ~ Accounts @ Opportunities Z Case @ help é’ Report v
|? Opportunities
QgraTrnsn/meTrseen (1-7 of 248) Page (1 #] i
(1-10 of 3226) page (1 #) ) ;| |dpenw 12w (1) stage sales
Fuit wagan1ilny uEn qAnAn u'i'uﬁ“ lsas" 0 Prospecting wanchat @)
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2013-06-17 11:27:40 081841 mint ® Support : @RmuanuinminEas Project uasudsilym High Assigned 0®
2013-06-17 11:27:09 0818419102 mint ® Dinstar DWG2000-4 Lignnsadu DTMF 16 High New 0®
2013-06-17 11:20:09 0813621578 mint ® |cLamM:A200-RA*2 Detech Lild Medium New 0®
2013-06-17 10:55:21 0840202143 mod ®
2013-06-17 10:06:16 0863295314 mod ®
2013-06-17 10:00:09 0863295314 mod ®
2013-06-17 09:52:47 0863295314 mod ®
2013-06-13 10:46:15 024194444 kae ®

Pmsa ?’ usen woud inalulad 91na
Technology The VolP Specialist Company



Integrated simple CRM
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Why PLEXTEL Call-Center?

* Flexible Call Distribution, Priority, etc.
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Flexible Call Distribution

o/ 14 1'%
* IAN1NTEALE e larate ULy
° VIP / Blacklist Number routing to different queue
* VIP Numbering (queue priority), queue shortcut

° Virtual direct-line, automate routing customer

callback to specific agent

* Time-Based Rules, and many more.
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Why PLEXTEL Call-Center?

* Rich Features with Upgradable functions
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Rich Features with Upgradable functions

* § Function N15%197U31053148E19ATUATY

* 53UV UUTNELauUnu) lnudnlude WSeussUUaUAULAE T2 UY Backup
9E1ANFURUY

* 5993V Call Whisper / Call Spy / Call Coaching
° 5895UMSUTTYNABNY Supervisor

* @11130%11n15 Login/Logout, Pause/Un-pause Lagn1snadulitesliiied
wiouliansaniuzn1svinienu (@wsuiieIes Yealink $u T21 4uly)

* JszuulvmziuuuNanala (Score Card)
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Rich Features with Upgradable functions

n159115189unae d@5UANs (billing and cdr)
« Talunisasiageu Uadusingg 989 n15nswn e een la

g LsﬂmmﬁaL'%&JﬂaﬁﬂaaﬂmmmaﬂL’Jmﬁﬁmumiéf WU S187U S19LADU 78
gUa mmwmaLaﬁummaqmmaﬂmwmu 1A8ALIULUNAUIY LABU U VD4
VUNLAVUU LAILUAANTE LY L’Jmﬂ’l’ﬂ"?jﬂ’]u wuneLarUaneniaiingly

Data Filter
Time Range © From | January-2012 To | January-2012
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eeeeeeee
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Rich Features with Upgradable functions

° Integrate Voice Portal system, offload some of the task to the

system, with data-based connectivity

* YI8anN15¥1191UY84 Operator / Call Center tunisiideyauisuseinm

* 5895UNMIWRNNUTTUUFIUT Y ALY =

mmmmmmmmmmmmmm

° STUUNSIABUAZLUUAZEL 1A8DHLULA

RS
H § £
882885888 g

* giligugaunsansivaevyenvigluszuy

° sesFuMsiitoyafiaqfasuie

* 5¥UU Reporting luszuu IVR TA51891 n1s3uiletaya

nnnnnnn

777777777
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Rich Features with Upgradable functions

* fI5zuu Wall Display m57980U2UU Call-Center Uuninae TV L

9819520157

-
Online Online
o  leastrecent
Waitting Call Waitting C
00:00: 00:00:
e Speed of Average Time to Abandon e Speed of Average Time to Abandon
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Rich Features with Upgradable functions

° 153 UU APl @195UNSIDNABNU software AEUBNEINSUNIS LY
JIUTTUU U N15NTBnLUU Preview Dialer (click-to-dial),
nsiSuarlalndides 1uau

° 9UUUE Web Service MM91888015 1119745 UAUSSUY
AM8UDN aALIATLUAISHALNLUSILATY

*  5835UN15 Customization mmmm’mﬂ’maqqﬂé’w
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Why PLEXTEL Call-Center?

* Performance Reporting
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Performance Reporting

* View the Traffic of your call-center

oo

Overview Summary Report

Answer
Queue ~| Total

GNC 16 8 0
Q 37 10 2
testtar 64 40 16
wee 7 3 1

All 124 61 19

Showing 1 to 4 of 4 entries
Export Excel | Export PDF

Poise
Technology
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< | Connect | Transfer Abandon Timeout With Key

8 0 0o 0 -~
25 0 0 0 -
6 2 0o o0 -~
3 4 0 0 -~
42 2 ol o

Overview Summay]

Search: Distribut]
Unanswer

No Graph

Agent, ©

Queue Answered Chart

Unanswered | Agent
CallCenter Time Series
CallCenter Time Series
Plextel System

20

151
3
s
5 104
3
g
5
2

ol

i Queue Traffic Chart
} | | | | | b
24pr  26Apr  28Apr  30Mpr  2Nay  4May  6May  8May 10May 12May 14May 16May 18May 2 Distribution of incoming calls to each Queue (%)
wee
[ 8 Answer 8 Unanswer B Answer(Connect) © Answer(Transfer) B Unanswer(Abandon) () Unanswer(Ex't With Ke \ / one

@

testtar

Distribution of Call Answered in each Queue (%)

w“\ / ane

@

testtar

Highchart

Queue Abandon Chart

Queue Exit Chart

Distribution of Abandon Call in each Queue (%)

e

testtar

Distribution of Exit Call in each Queue (%)




Performance Reporting

* View the Performance of your Call-Center,

CaLL Center RePORT

Today Yesterday Last 7 Days Last 30 Days Custom

FROM: 25/08/2012 TO: 23/11/2012 » Generate

Overview mmary Answered Unanswered Agent Timeline

Queue : | All Qeveve g Weekdays  Month

Show 10 : entries Summary Graph : Unanswered

Day 00:00 01:00 02:00 03:00 04:00 05:00 06:00 07:00 08:00 09:00 10:00 11:00 12:00 13:00 14:0 £

3

Monday  0/0 0/0 0/0 ©0/0 ©0/0 0/0 0/0 0/ 0/0 0/0 O/t 0/0 00 0/0
Wednesday 0/0 ©0/0 0/0 ©0/0 0/0 0/0 ©0/0 0/0 00 0/0 0/0 00 /2 0/
Thusday 0/0 0/0 0/0 0/0 ©0/0 0/0 00 00 0/ 10 1/0 03 00 0/

Friday ~0/0 0/0 0/0 0/0 0/0 0/0 0/0 0/0 31 911 0/4 00 0/0  0/0 B A
Total 0 0 0 0 0 0 0 0 4 21 6 3 3 0 4

Summary Graph : Answered
Showing 1 to 4 of 4 entries

1 1 1

0

00:00 '01:00 02:00 103:00 ' 04:00 05:00  06:00 07:00 0800 " 09: 12:00 13:00 14:00 15:00 " 16:00 19:00 120:00 21:00 ' 22:00 " 23:00

00 11:00

ol e B

» Specific Agetns

alls

A A X
[ ol//%/bzix/z\ V%%o

[
00:00 " 01:00 ' 02:00  03:00 ' 04:00 ' 05:00 06:00 | 07:00 0B:00 '09:00 10:00 11:00 12:00 '13:00 ' 14:00 15:00  16:00 17:00  18:00 '19:00 20:00 '21:00 '22:00 ' 23:00

12w 3 450 6T B 9108 1 12 o 13k 14 150 16 17 1Bk 1920821 22232425 26
27 = 28429+ 30~ 3

Fighchars.com

Summary Graph : Total

calis

AR | /A\

A/
o 0o o 0*014\%"0&/ ’:\\% 0&/)%0 o o

00:00 01:00 02:00 03:00 04:00 05:00 06:00 07:00 0B:00 09:00 10:00 11:00 12:00 13:00 14:00 15:00 16:00 17:00 18:00 19:00 20:00 21:00 22:00 23:00

pnlsn ? u§|§n wosv lnnrurafj O.jﬁo {’;7:22:_:29;-;-05-.]:-»7 84 9410011412« 13414v15016 17 18419920921« 223424525 26
Technology The VoIP Specialist Company




Performance Reporting

* Getting to know your call-center, solve the problem faster

Answered Summary Report

Show | 10+ | entries Search:
@ Total Complete Talk Time Wait
< By Agent ¢ By Caller ¢ Transfer & Average ¢ Minimum ¢ | Maximum & Total ¢ Average ¢ Minimum < | Maximum & Total ¢
GNC 8 2 6 0 0:01:02 0:00:13 0:03:01 0:08:11 0:00:11 0:00:02 0:00:30 0:01:28
Q 12 0 10 2 0:00:04 0:16:03 0:00:19 0:00:01 0:01:13
testtar 56 12 28 16 0:00:01 0:09:02 0:00:13 0:00:05 0:00:45 H

wee 4 1 2 1 0:00:02 0:03:01 0:00:04 0:00:02 0:00:08 0:00:16

All 80 15 46 19 0:00:28 0:00:01 0:06:47 0:36:17 0:00:13 0:00:01 0:01:13 0:16:23
Showing 1 to 4 of 4 entries

Export Excel Export PDF
Queue Traffic Chart Queue SLA Chart
Queue Traffic Chart Queue SLA Chart
wee \ GNC
@ & Callcenter Time Series (rswered)
g
&
_ Im  2m  3m  5m | 1om ' t5m  >15m
testtar
A
Highcharts.com Highcharts.com o T D e e e Thee 1 3%

18 Tota Arswer B8 Answer(Connect) B Answer(Transte)

Series

Conversation Time
Cllk and dag I the plot areato z00m In
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Performance Reporting

Queue Repot Workforce

Management

* Check performance based on Queues

Service Level Agreement Report

Search:
Queue - < 10s < < 20s < < 30s < < 40s < <1m < <2m < <3m < < 5m < < 10m < < 15m < > 15m <
testtar 42 0 11 0 0 0 0
Total 56 5 11 6 1 1 o o o 0 [
Bercentage) 70.C Unanswered Call Distribution Report
‘ Showing 1 to 4 of 4 entries
Export Excel Export PDF ( Search:
Queue - < 10s < < 20s < < 30s $ < 40s < <1m $ <2m < < 3m < <5m < < 10m < < 15m < >15m <
GNC [ 4 3 1 0 0 0 0 0 0 0
SLA Comparation Graph Q 3 2 3 1 4 5 1 3 1 1 1
testtar 5 2 1 0 0 0 0 0 0 0 0
wee 2 0 0 0 1 0 0 0 0 0 0
Total 10 8 7 2 5 5 1 3 1 1 1
150 Percentage 22.73% 18.18% 15.91% 4.55% 11.36% 11.36% 2.27% 6.82% 2.27% 2.27% 2.27%
‘Showing 1 to 4 of 4 entries
8 100 ~— | ExportExcel | Export PDF
€
g
& o1 | d-Call Wait Time Distribution Graph
SLA Unanswered
757 T

imout
Exist With Key \
No Agent peas

I Exit Causes Chart Queue Exit Chart
o 50
e | Ext Cause Chart Qe Exi chart
i o
& i

x|

10s

= T — )
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Performance Reporting

° Performance of each of the Agent can be evaluate individually,

Wait time before agent answer (sec)

‘ Search: ‘
Queue - < 10s < < 20s < < 30s < < 40s < <1m < <2m < <3m < <5m < < 10m < <15m < >15m & Graph ¢
0 0 0 0 0 0 0 0 0 0 0 =
Agent/102 7 0 0 0 0 0 0 0 0 0 0 -
Agent/105 5 1 0 3 0 1 0 0 0 0 0 =
Agent/306 3 2 0 1 0 0 0 0 0 0 0 -
Sip/1000 1 0 0 0 1 0 0 0 0 0 0 =
Sip/101 33 1 1" 2 0 0 0 0 0 0 0 =
Sip/5005 4 0 0 0 0 0 0 0 0 0 0 o
Sip/8067 1 1 0 0 0 0 0 0 0 0 0 -
Total 54 ) 11 6 1 1 0 0 0 0 0
Percentage 69.23% 6.41% 14.10% 7.69% 1.28% 1.28% 0.00% 0.00% 0.00% 0.00% 0.00%
‘ Showing 1 to 8 of 8 entries Agent Availability
Export Excel Export PDF
Search:
Logging Status -
Agent/101 2 4 0 100.00 %
Agent/102 2 9 0 100.00 %
Agent/105 3 8 0 100.00 %
Agent/501 26 5 0 100.00 %
Agent/502 9 115 0 100.00 %
Showing 1 to 5 of 5 entries
Export Excel  Export PDF
Login/Logoff/Pause/Unpause
Search:
Working Attend: Working P - N
Aasnt - Login s Logoff :’ = o s Average Pause = Unpause = - aTuns::al Pause Average = Aralablky, N
Agent/101 2 2 0 0 0:00:00 100.00 %
Agent/102 4 2 0 0 100.00 %
Agent/105 5 3 0 0 100.00%
Agent/306 4 0 1 1 100.00 %
Agent/501 2 2 0 0 100.00%
Agent/502 9 9 0 0 100.00 %
Showing 1 to 6 of 6 entries
Export Excel  Export PDF
Talk-time distribution for each agent (sec)
Search
Queve <] <10s  ©| <205 o| <30s | <40s o| <im 5| <2m o <3m ¢| <5m | <10m o| <15m o| >15m | Graph o
o o 0 o o o o 0 o 0 o -
Agent/102 4 1 2 0 0 0 0 0 0 0 0
Agent/105 1 1 0 2 1 3 1 0 1 0 0
Agent/306 0 1 1 0 2 1 0 1 0 0 0
- Sip/1000 1 1 0 0 0 0 0 0 0 0 0
g - e« Sip/101 37 5 1 1 3 0 0 0 0 0 0
usun woud Inalulad Ina Sip/5005 2 0 0 0 0 2 0 0 0 0 0
- N Sip/8067 o o 0 o 1 1 o 0 o 0 o
Isennun“y The VolP Speaallst Company Total 45 9 4 3 7 7 1 1 1 o 0




Why PLEXTEL Call-Center?

* Reliable System, Redundancy supported
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Reliable System, Redundancy supported

* Abundant of functions to ensure system reliability
* Automatic Shutdown/Startup on power outage

° Support Redundancy server solution

* Intrusion Detection

‘ 2011-12-12 09:50:18 +0700 ‘ ‘ | Battery Capacity asl ’ ‘ | Run Time Remaining | ‘ ‘ | UPS Load aal ‘
) Based hard dm o =
erver-Based hardware, an Ore.. | prnstossos: proxee
odel: Smart-UPS 2200
clients UPS Name: plextel
APCUPSD: Version 3.14.9-testl| 80 20 100
g Status: ONLINE
9.22.7.x 60 15 S
. Last UPS Self Test: NO
Last Test Date: 2011-12-04 22:14
40 10 50
------------ ' 227.
922748 - " 992746 e 9.22.7.49
------------- Utility Voltage: 227.5 VAC
: : Line Minimum: Not found VAC 20 s 2s
Line Maximum: Not found VAC
. -_— Output Freg: 50.0 Hz
Heartbeat
hat Null modem cable hez ’ ’ ’
ttyS0 ttyS0 ues Temp: 33.7 [1C 3 23.0 mins 46.1%
SCsi
Recent Events
2011-12-12 09:12:37 +0700 Power is back. UPS running on mains.
2011-12-12 09:12:33 +0700 Power failure.
- 2011-12-12 07:48:24 +0700 Power is back. UPS running on mains.
| 2011-12-12 07:48:20 +0700 Power failure.
= 2011-12-07 07:28:38 +0700 Power is back. UPS running on mains. /)
PIIISB ?’ usun woed inalulad s1na
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55UU HA (High Availability)

HA Diagram

TITTT Active T
- .uu -

‘%
%
VolIP Traffic
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55UU HA (High Availability)

* Monitoring Menu
Advanced -> HA Setup -> DRBD STATUS

ACTIVE/STANDBY HicH AvAILABILITY CONFIGURATION

~ DRBD STATUS

—Status
Heartbeat Status :heartbeat OK [pid 1387 et al] is running on plextel-slave [plextel-slave]...

Role :Primary/Secondary
Disk State :UpToDate/UpToDate
DRBD Details Information :version: 8.3.16 (api:88/proto:86-97)
GIT-hash: a798fa7e274428a357657fb52f0ecf40192c1985 build by phil@Build64R6, 2014-11-24 14:51:37

0: cs:Connected ro:Primary/Secondary ds:UpToDate/UpToDate C r-----
ns:13704 nr:25864 dw:39844 dr:44189 al:34 bm:36 lo:0 pe:0 ua:0 ap:0 ep:1 wo:f 00s:0

Auto Refresh : () On @ Off
Refresh

» HA Command
» Global Setting:
» Heartbeat Configuration:

» DRBD Network-Raid Configuration:

o Default » APPLY

PIIISI! ?‘ usun woud inalulad s1na
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55UU HA (High Availability)

NOrmaI Operation, WOrk on MaSter Welcome admin,Extensions(NONE)

TH

EN

. HA Mode : Mas
Data: fully sync PrlmatylSeeonrry UpToDate/UpToDate ||

R i

{%O MASTER

SLAVE

VolIP Traffic

dE
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55UU HA (High Availability)

Master (Down), Slave (UP-Operation) weicome admin Extensions(NONE) S —
) . HA Mode : Slave
Data: on P”mary (Slave) Primary/Unknown UpToDate/DUnknown

ONAS gled

%,
VolP Traffic o
“ N
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NOTE: To Recover
1. Turn ON MASTER
2. Wait until Sync Status = UpToDate/UpToDate




55UU HA (High Availability)

Master (UP), Slave (UP-Operation) Welcome Sdmin Exhasiitoe ™ | en
. ode . Slave
Data: FuIIy SynC Primary/Secondary UpToDate/UpToDate

R >

ONAS gled

NOTE: Data Fully Sync (Operate on SLAVE)
To Move Operation to MASTER
1. Wait until Data are Fully Sync**

A . MASTER

VolIP Traffic %

I I SLAVE
2. Turn off Slave

3. Wait until Master operate

PIIISB ?’ usen woud inalulad 91na 4 Tum on Slave
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Thank you

=]
Poise Technology Co.Ld
76 Sukumvit Soi 2 Klongtoey Bangkok Thailand 10110

Tel. (662)656-8598 Fax. (662)250-9769

Iecnnnln Website : http://www.poisetechnology.com
E-mail : sales@poisetechnology.com




