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Your Service Excellence is a Key to your Customer Relationship

ConVox CONTACT CENTER SOLUTION «ConVox is rock solid, value for

money solution with all the
Features of top international

products.”
ConVox Contact Center Solution help businesses meet and Exceeds the service level
expectations of custorﬁ'ers,' while driving employee Pro'd'uctiviiy & Controlling dperational Costs. . ‘\\ /
Whether you have a large contact center with multiple sites or are simply looking for a more ﬁ’/
efficient way of sharing calls amongst a team, Deepija Telecom has the solutions that you need Vishnu G, Grdup Head,
for managing your communication and growing your business. Tata Consultancy Services

» First call resolution: Route calls to the most appropriately skilled agent based on

a variety of criteria, including customer identity or information collected by IVR. "ConVox Dialer empowers our
sales agents to get the Best
* Spot call trends: Understand what is happening with calls and spot trends over time Output from their sales team.
Deepija's Prompt and Strong
to ensure efficient operations. Support is highly appreciated. "
* Build an effective team: Equip the team tasked with managing calls with the tools AN J

they need to deliver efficient and effective service to their customers.
Ramesh Panchal, Manager

« Comprehensive reporting: Flexible, real-time and historical reporting provides call Direct Sales, Vodafone
center management with the information they need, when they need it to manage Mobile Service Ltd
effectively. )
a \

* Tools to simplify management: ConVox provides tools to manage everything from

your IVR to your workforce, so that you ensure optimal efficiency. “We are running our Customer
Support Operations and Sales
process on ConVox for last five
years. ConVox is very
accommodate your growing business from 5 agents to 1000+ agents. stable product”
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Chandrabose, Senior Manager
Customer Care, Star health
and Allied Insurance.

« Fit and scale: It fits seamlessly into existing infrastructures and can expand to

FEATURES

ConVox solution just suites to any process within your contact center. On top of it, customization is possible to any extent. It's Robust
performance and Strong feature set are a fit for your world class contact centre.

*  ACD (Automatic Call Distribution)
e Inbuilt IP-PBX with CTI capability
*  Inbuilt tools for External CRM Integration

Internet

Application
Server

(ACD, CTI,
IVRS, Voice

Logging 44
Server) p—

. Integrated Voice Logger
e Multiple Process Handling

. Comprehensive Reporting
* Live Monitoring of Agents, Queues, Calls,
Servers, PRI link, SIP channel
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Use ConVox tools for Excellent Customer Service




Agent Performance is vital for the Growth for your Contact Center

HANDLING OUTBOUND CAMPAIGNS:

The tools given in ConVox helps in Acquisition, Qualification and Verification for your Sale Campaign. It has well defined tools that, take
care of every step of your Survey Campaign, Customer Retention or Payment reminders. To handle your campaigns you get.

Predictive & Preview Dialing : ConVox can be configured for
Preview and predictive type of auto dialing modes, which can
be chosen based on the business case. be chosen based on
the business case.

Calling List Management

Lead List Management

Multiple number dialing per contact

Campaign wise CRM pop-up configuration

Lead Re- Attempts

Multiple number dialing for single contact (chasing)

DND features allows to upload the list of numbers which are
not to be called. Agents can also dispose a call as DND so that
it is not called next time.

HANDLING INBOUND COMMUNICATION

ConVox_ present a Unified solution to handle almost all type of communication from customer.

«  ACD: Automatic Call Distribution Enables routing of incoming calls to the logged-in agents. Calls are first placed in the call
queue then distributed to agent based on there skill group.

« Call Queuing & Call Waiting

«  Skill based Chat Request Distribution

. IVRS Studio and Pop-up Configuration

. Call Routing to the IVR, Voice Mail and to External
Number,Agent Queues

¢  Call Routing based on called number , caller ID, time and
data etc.....

. DID (Called Number) wise routing process.

«  Call ID Routing

CUSTOMIZATION ON DEMAND

ConVox fits exactly to your process as it is customization by design. We have dedicated team of programmers to customize

the ConVox to any extent to exactly suite your process ﬂﬁ
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ConVox gives Comprehensive Monitoring and Reporting to track and train your agent




The boundless Growth needs freedom of Choosing Components

AGENT'S INTERFACE

ConVox presents easy to use agent interface with tools to effectively manage the customer communication.

* Use any OS (Linux, Windows or Mac) on agent workstations.

*  Agents can use Softphone, Analog Phone, Dial pad or IP- Phone.

*  There Clients & Anywhere (Ext. ) login

*  Screen pop-Up with Multi Tab display

*  Call Conferencing Transfer Calls and Call Hold

. Integrated screen for voice , chat, chat, and e-mail

*  Handy tools for customer call History, Call waiting in queue,
Redial,Call script, agent call history, break types etc.

MANAGING YOUR CONTACT CENTER PROCESS

Effective and Efficient management of your Contact Center is the most important aspect of Convox Solution. Supervisor gets the right tools
and monitoring mechanism to control the operations . We offer:

*  Multiple process creation, role creation and system Access Rights based on Roles

. Comprehensive monitoring tools shows real time view of process , Queues, Auto
Dialing, Agent Status , Abandoned Calls etc.

*  Designing of Agent Pop-up screen based on process need

*  Use your favorite CRM with Seamless integration of web based CRMs.

. External & Internal Barge-in , coach mode, conferencing.

* IVRS Studio for designing your own IVRS flows, schedule it for office hours, holiday etc.

TECHNICAL ADMINISTRATIVE OF CONVOX

Life of the system administrator is lot easier with ConVox. He has:
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. Inbound call handling based on called number , caller ID, time
of the day, holidays, and route them to Agents, IVRS, Voice
Mail, External phone or just an extension.

*  System monitoring tools to show the real time view of CPU,
Hard Disk and RAM usage , Vital process running status,
network status etc.

¢ Telecom monitoring tools show real time status of PRI line,
SIP channels , PRI card etc.

ConVox is highly Flexible Solution with Open Standards




Your Contact Center Solution should be Tailored to Exactly fit your process

TRACKING WITH REPORTING

Reports are exhaustive ! you can drill down a particular call or all the communication made with a customer accurately. You can track and

analysis Agent performance , usage of telecom lines or process performance base on multiple criteria. Some of these are:

* Agent Login Analysis

*  Agent Performance Analysis
»  Agent Disposition

*  Process Analysis

LEVERAGE YOUR EXISTING INFRASTRUCTURE:

«  Call Traffic Analysis

Call Recordings
. Predictive Dialing Reports
*«  CRM Analysis Report

ConVox contact center solutions reduce the cost and complexity of development by leveraging your infrastructure . Integration are available

with market leading third-party CRM and PBX solutions.

. PRI, GSM, Analog & VoIP Trunking
« Agent extensions are on IP, no telephone cabling
required
*  Connectors available for Salesforce CRM and 4 :
. sﬂlt:.j‘brcc
Microsoft Lync.
* Integrated with all leading PBXs like Siemens Hi-Path,
Avaya, NEC, Cisca Call Manager , Syntel and Matrix.

GET THE BEST VALUE FOR YOUR MONEY

@ Lync

il HiPath
CiIsco NEC

ConVox gives robust performance and required minimum hardware for its operation. No need to spend on costly hardware or OS . This makes

it the best suited to your budget.

. OS Free Clients, Agent machines can use

reduce Cost

. No third party software required. No need
server etc..

Windows/ Linux/ Mac OS.
to pay separately for OS, Database, Web

. No EPABX required. ConVox has inbuilt PBX.
*  Server scalability ConVox can setup in a cluster of servers. New servers can be
added for additional capacity requirement. While existing servers can be re-used.

Get an Easy, Hassle free and Economical customization




Choose among the range of ConVox solutions. Get them customized to best suite your needs.

IP-PBX

Unified IP-PBX system with Call, Chat, Fax, SMS and e-mail
integration.

Custom IVR Application

Developed customized IVRS solutions for various industry
segments.

Audio Conference Bridge

web-based monitoring and control over the ongoing with Meet-
Me and Dial-Out conference

Communication Blaster

A Handy tool to send Bulk SMS , e-Mail, Fax and

Interactive calls

Telecom Software Development

Developing a range of successful products for smooth
communication.

Virtual Receptionist (Hosted IVRS)

A Hosted Auto Attendant, IVRS and Voice Mail solution for
SME.

Hosted Conference Bridge

Feature rich instant audio conferencing fully controlled
through Web Portal.

Hosted Contact Center

Receive your customer's calls with your moving workforce
and get call center features.

Corporate Headquarters:
Deepija Telecom Pvt. Ltd., #203, Siri Sampada Hi-Tech, Kavuri Hills, Madhapur, Hyderabad, Telangana (India) PIN: 500081
Contact Us:

Phone: +91 40 49325555
Fax: +91 40 49325580

E-Mail: sales@deepijatel.com

Web: www.deepijatel.com TollFree: 1 800 102 3835(DTEL)
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