
www.ezvoicetek.com

IP CONTACT CENTER SOLUTION
RELEASE 4.0 (2024)

http://www.ezvoicetek.com/
http://www.ezvoicetek.com/


IP CONTACT CENTER BENEFITS

 Voice and data convergence/UC-ready Technology

 Enhanced flexibility /SIP Standard

 Significantly reducing call centre operational costs

 New technologies to provide hosted clouding 
contact centers 

 Easy to be Integrated with AI Service

 Support virtual centre, including remote sites and 
home-based agents



MULTIMEDIA CONTACT CENTER

SMS

Voice Call

Web Text Chat

Fax/Email
Web/Voice Msg

Web Call

Ezvoicetek
IP Contact 

Center SIP Hard Phone

SIP Softphone

Mac/Windows/Linux

iPad, Android Pad

WebRTC Webphone

Video Call



AWARDS

 2022 Top 10 Contact Center Technology Companies

 2019 Top 10 Contact Center Technology Solution Providers

 2018 Top 10 Unified Communications Solution Providers

 2017 Top 25 Unified Communications Solution Providers



IP Contact Center

EZVOICETEK SOLUTION FOR ENTERPRISE

EZACD-8000
Call Queuing

ACD/Recording

EZPBX-2000
IP-PBX

AA/VMS/XFER

EZIVR-7000 
SIP IVR

EZWebPhoner-
8200 Webrtc 

Phone

EZQoS-3200
Quality Monitor

Troubleshooting

EZODS-8500  
Outbound Dialer

SIP
SIP Soft phone
SIP Hard phone
WebRTC phone

CTI Agent Desktop
Web/AP based

TCP/Websocket

Self-Service 
CTI Data Collection

Call Back 

Call Quality Monitor
SIP Attack Detection

Troubleshooting 

Agent WebPhone
Customer Click to Call

Outbound Dialer For 
Campaign Manager 



EZPBX-2000
IPV4/V6 Dual SIP

Multi-Office

Hitless HA 
Redundant

Auto Attendant
Voice Mail

Web GUI
Reporting

SOAP Interface

Voice Logging
Smart Calling

(optional)

Flexible Routing
Telephony feature

DID/DOD
SIP Trunk

32 Parties 
Conference /  

64 Parties 
Broadcasting

EZPBX-2000 ENTERPRISE IP-PBX



EZPBX-2000 HIGHLIGHTS

 Run IPv4 and IPv6 SIP Calls Simultaneously

 High Performance/Reliabilities  

 Hitless HA Redundant

 SIP UDP, TCP, TLS  Seamless Connection 

 Automatic Audio/Video  NAT Traversal 

 Working as SIP Trunk and SIP Router  

 Powerful Digit Manipulation and Call Routing Plan  

 Prosperous Telephony Features for Time to  Market 

 Multi-language Web GUI/On Line Pop-up Help 

 SIP Attack Detection and Prevention



 Support Multi-office/Multi-Language 

 Auto Attendant Service/AA Call Flow Editor

 Voice Mail Service/SIP MWI/VMS to Email 

 Up-to 32 Parties Conference Room 

 Up-to 64 Parties Broadcasting Service

 Auto  CPE Provisioning

 Support G.711, G.729A, GSM and G.722

 Divisional Billing/Call Detail List 

 Running and Optimized under 64 bits Linux

EZPBX-2000 HIGHLIGHTS



EZPBX-2000 CAPABILITIES

 Max Concurrent Extension: 2,000

 Max Concurrent Call: 1,000

 Max NAT/RTP Resource: 1,000

 Max Universal Resource: 256

 Max Voice Logging Resource: 512

 Max BHCC: 200,000

 Support Hitless HA Redundant



EZPBX-2000 HITLESS HA 

MYSQL 
Database

Heartbeat VIP

Status 
Sync

MYSQL 
Database

Heartbeat VIP

Clusterfs

EZPBX
2000 

AP

EZPBX
2000

AP

MYSQL Replication

SIP Status Sync

VIP Heartbeat/Failover

File System Replication

ClusterfsStatus 
Sync

Hitless HA:
 Connected call will be kept and  continue to talk with 2 to 3 seconds silence.
 Voice recording will be separate into 2 records (before and after failover)
 Unconnected call  will be dropped
 Calls to AA/VMS will become silence



CLOUD/LARGE IP CONTACT CENTER

EZQoS-3200
Quality Monitor

Troubleshooting

SIP

SIP Soft phone
SIP Hard phone

CTI Agent Desktop
Web/AP Based

TCP/websocket

Self-Service 
CTI Data Collection

Call Back Service
Call Quality Monitor
SIP Attack Detection

Troubleshooting 

Agent WebPhone
Customer Click to CallEZWebPhoner-

8200 Webrtc 
Phone

EZVMS-6800
AA/VMS/XFER

EZACD-8000
Call Queuing

ACD/Recording

EZSIP-6000
SIP Proxy Server

Auto Attendant
Voice Mail
Conference

3rd-Party RADIUS 
Billing Service

EZIVR-7000 
SIP IVR

EZODS-8500  
Outbound Dialer

Outbound Dialer For 
Campaign Manager 



EZSIP-6000 SIP PROXY SERVER

 Run IPv4 and IPv6 SIP Calls Simultaneously  

 High Performance/Reliabilities

 Hitless HA Redundant

 SIP UDP, TCP, TLS  Seamless Connection 

 Automatic Audio/Video  NAT Traversal 

 Work as SIP Trunk and SIP Router 

 Flexible yet Powerful Digit Processing and Call Routing Plan  

 Prosperous Telephony Features for Time to  Market 

 Multi-language Web Management /On Line Manual and  Pop-up Help 

 SIP Attack Detection and  Prevention 

 Auto CEP Provisioning

 Running under Off-the-Shelf Server and 64 bits Linux



EZSIP-6000 CAPABILITIES

 Max Concurrent User: 30,000

 Max Concurrent Call: 5,000

 Max NAT/RTP Resource: 2,000

 Max Voice Logging Resource: 512

 Max BHCC: 270,000

 Support Hitless HA Redundant



EZSIP-6000 HITLESS HA 

MYSQL 
Database

Heartbeat VIP

Status 
Sync

MYSQL 
Database

Heartbeat VIP

EZSIP
6000 

AP

EZSIP
6000

AP

MYSQL Replication

SIP Status Sync

VIP Heartbeat/Failover

Status 
Sync

Hitless HA:
 Connected call will be kept and  continue to talk with 2 to 3 seconds silence.
 Voice recording will be separate into 2 records (before and after failover)
 Unconnected call  will be dropped



CLOUD IP CONTACT CENTER

EZQoS-3200
Quality Monitor

Troubleshooting

SIP
SIP Soft phone
SIP Hard phone

CTI Agent Desktop
Web/AP Based

TCP/Websocket

Self-Service 
CTI Data Collection

Call Back Service
Call Quality Monitor
SIP Attack Detection

Troubleshooting 

Agent WebPhone
Customer Click to Call EZWebPhoner-

8200 Webrtc 
Phone

EZVMS-6800
AA/VMS/XFER

EZACD-8000
Call Queuing

ACD/Recording

EZSIP-6000
SIP Proxy Server

Auto Attendant
Voice Mail
Conference

3rd-Party RADIUS 
Billing Service

EZIVR-7000 
SIP IVR

EZODS-8500  
Outbound Dialer

Outbound Dialer For 
Campaign Manager 



EZVMS-6800 HIGHLIGHTS

 Support  IPv4 and IPv6  SIP Calls Simultaneously 

 Support Multi-Company  & Multi-Language 

 Auto Attendant Service/AA Call Flow Editor 

 Voice Mail Service/MWI/Email Notice 

 Music On Hold/Service Prompt Service

 32 Parties Conference Room 

 64 Parties Broadcasting Service

 Support G.711,  GSM, G.722, G.729A

 Support VMS Load Balancing Cluster 

 Auto Provisioning EZSIP-6000

 Running under Off-the-Shelf Server and 64 bits Linux 



CLOUD IP CONTACT CENTER

EZQoS-3200
Quality Monitor

Troubleshooting

SIP
SIP Soft phone
SIP Hard phone

CTI Agent Desktop
Web/AP Based

TCP/Websocket

Self-Service 
CTI Data Collection

Call Back Service
Call Quality Monitor
SIP Attack Detection

Troubleshooting 

Agent WebPhone
Customer Click to CallEZWebPhoner-

8200 Webrtc 
Phone

EZVMS-6800
AA/VMS/XFER

EZACD-8000
Call Queuing

ACD/Recording

EZSIP-6000
SIP Proxy Server

Auto Attendant
Voice Mail
Conference

3rd-Party RADIUS 
Billing Service

EZIVR-7000 
SIP IVR

EZODS-8500  
Outbound Dialer

Outbound Dialer For 
Campaign Manager 



EZIVR-7000 HIGHLIGHTS

 SIP RFC 3261/2543

 Support G.711, G.729A, G.722 and GSM Codec

 Drag and Drop Call Flow Editor and Debugger

 Rich Built-in Components

 Hitless Call Flow/Voice Prompt Update

 Flexible C/Linux Script/HTTP/HTTPS Hook/Play List Hook

 Prompt/Script File Management

 Dedicate ACD Integration Components

 Support MRCPv2 TTS/ASR



CALL FLOW EDITOR



CLOUD IP CONTACT CENTER

EZQoS-3200
Quality Monitor

Troubleshooting

SIP
SIP Soft phone
SIP Hard phone

CTI Agent Desktop
Web/AP Based

TCP/Websocket

Self-Service 
CTI Data Collection

Call Back Service
Call Quality Monitor
SIP Attack Detection

Troubleshooting 

Agent WebPhone
Customer Click to CallEZWebPhoner-

8200 Webrtc 
Phone

EZVMS-6800
AA/VMS/XFER

EZACD-8000
Call Queuing

ACD/Recording

EZSIP-6000
SIP Proxy Server

Auto Attendant
Voice Mail
Conference

3rd-Party RADIUS 
Billing Service

EZIVR-7000 
SIP IVR

EZODS-8500  
Outbound Dialer

Outbound Dialer For 
Campaign Manager 



EZWEBPHONER-8200 WEBRTC

 EZACD-8000 ADT Built-in Agent Softphone

 WebRTC Vidoe/Audio to SIP Conversion

 DTLS/SRTP Encryption/RTP Conversion

 SIP RFC 3261/NAT Traversal 

 Websocket API and   Sample Code

 Built-in Ready to Run integrated Softphone

 Multi-Language Web   Interface

 Support Transcode and 3-way Conference

 Support Click to Call



SAMPLE WEBRTC PHONE



CLOUD IP CONTACT CENTER

EZQoS-3200
Quality Monitor

Troubleshooting

SIP
SIP Soft phone
SIP Hard phone

CTI Agent Desktop
Web/AP Based

TCP/Websocket

Self-Service 
CTI Data Collection

Call Back Service
Call Quality Monitor
SIP Attack Detection

Troubleshooting 

Agent WebPhone
Customer Click to CallEZWebPhoner-

8200 Webrtc 
Phone

EZVMS-6800
AA/VMS/XFER

EZACD-8000
Call Queuing

ACD/Recording

EZSIP-6000
SIP Proxy Server

Auto Attendant
Voice Mail
Conference

3rd-Party RADIUS 
Billing Service

EZIVR-7000 
SIP IVR

EZODS-8500  
Outbound Dialer

Outbound Dialer For 
Campaign Manager 



EZQOS-3200 HIGHLIGHTS

 Speed-up Troubleshooting and Problem Solving

 Voice Quality, SIP Attack, and Failure  Detection and 

Notification

 Voice Logging Backup

 Make Less Customer Compliance

 ITU-T G.107 E Model R/MOS  Value

 Support Dual IPV4/IPV6 SIP Calls/Register

 Provides Audio/Video/Fax Packet Capture

 Audio Playback  and Packet Analysis

 Provides Call Quality Performance/Detail Reports



VOICE QUALITY EXAMPLE



CLOUD IP CONTACT CENTER

EZQoS-3200
Quality Monitor

Troubleshooting

SIP
SIP Soft phone
SIP Hard phone

CTI Agent Desktop
Web/AP Based

TCP/Websocket

Self-Service 
CTI Data Collection

Call Back Service
Call Quality Monitor
SIP Attack Detection

Troubleshooting 

Agent WebPhone
Customer Click to CallEZWebPhoner-

8200 Webrtc 
Phone

EZVMS-6800
AA/VMS/XFER

EZACD-8000
Call Queuing

ACD/Recording

EZSIP-6000
SIP Proxy Server

Auto Attendant
Voice Mail
Conference

3rd-Party RADIUS 
Billing Service

EZIVR-7000 
SIP IVR

EZODS-8500  
Outbound Dialer

Outbound Dialer For 
Campaign Manager 



EZACD-8000

 Cloud and Enterprise Contact Center

 Support Inbound and Outbound  Contact Center

 Multi-tenant , Multi-language, Multi-Media Contact Channels

 Support Built-in Linux, Mac, Windows or Pad (Android, iPad)  CTI 
Agent Desktop

 Provides Websocket Agent Desktop SDK with Source

 Easy Integrate with CRM by using Web Service URL 

 Support Hitless HA Redundant (Active/Standby)

 Max Agent Support: 512

 Max Skill Set per Center: 500

 Max Recording Resource Support: 512



EZACD-8000 HIGHLIGHTS

 Multi-Tenant Virtual or Private Contact Center

 Support SIP Soft-Phone/WebRTC Phone/Hard-Phone

 Support  Multiple ACD DN/DN Group, Agent Group with Priority

 Intelligent Service Level/Queued Call Based Routing

 Call Queuing with Programmable Action Flow

 Support VIP Agent Assign/Priority Barge-in

 Support Black List Handling

 Support Center Based Skill Routing

 Free Seating  and URL based Screen Popup 

 Provides Voice Recording/Recording on Demand

 Support Virtual Queuing and Call Back

 Support Screen Recording (1080P/720P) and Viewer



EZACD-8000 HIGHLIGHTS

 Support Campaign Manager and Outbound Dialer

 Support Transfer, Coach, Monitor, Whisper, Conference 

 Provide Call Detail Log and Agent State Log

 Provide DN/DN Group and Agent Group Wallboard 

 Provide KPI Analysis and Performance Reports/Charts

 Support Multi-Center Backup and Restore

 Ready to Run Agent Desktop

 Support Phone login Agent 

 Support Easy Web Contact 

 Support Multi-Media Service 

 Support Azure AI Transcription/Sentiment/Summaries



CONVERGENCE TECHNOLOGIES

 IPV4/IPV6 Dual Support

 Running SIP Standard Signaling 

 Audio/Video RTP/RTCP Streaming

 WebRTC Audio/Video

 Websocket Text Chat

 SMTP/POP3/IMAP Email Protocol

 SSL/TLS/AES Encryption

 Standard HTML 5 Technologies



EZACD-8000 HITLESS HA 

Hitless HA:
 Connected call will be kept and  continue to talk with 2 to 3 seconds silence.
 ACD voice recording will be synced with a few seconds lose. 
 Unconnected ACD call  will be routed to queue for re-dispatch.

MYSQL 
Database

Heartbeat VIP

SIP/RTP 
Sync

MYSQL 
Database

Heartbeat VIP

Clusterfs

EZACD
8000 

AP

EZACD
8000

AP

MYSQL Replication

SIP Status/ RTP Sync

VIP Heartbeat/Failover

FS Replication (optional)

ClusterfsSIP/RTP 
Sync



Hitless HA  Server 
Main Data Center

DISASTER RECOVERY PLAN

OFF-SITE BACKUP

Off-Site Stand-Alone
Backup Center

DB Replication for
Report/Setting Sync 

DNS 
Service

Regular ServiceDisaster Recovered

** Shorter Time to Live of DNS Record can Speed up the DNS Switching Time



MULTI-TENANT CONTACT CENTER

 Support Center Manager, Supervisor, Agent, Wallboard User

 Call History, KPI, Performance Report & Diagnostic 

 Call Queuing Action Flow

 Access Control List for Manager, Supervisor and Agent

 VIP/Black List Management

 Max Agent/Agent Group/Login Count Control

 IVR Call Flow/Channels/Information Management

 Programmable Skill (upto-500), Agent State, Wrap-up Code

 Server Document, FAQ, Script and Emoji Management

 Customized Center Phone Book, Logo and State Icon

 Center Wide Voice Logging Options/Floor Plan for Agent Wallboard

 Automatically Company-wide Backup and Restore

 Campaign Management and Call Back

 Center Alert Report and Send to Email or HTTP HOOK



WRAP-UP CODE

 Support First Contact Resolution 

 Simple Wrap-up Code

 XML Based Wrap-up Code

 Multiple Level and Tree Style

 Based on XML

 Associate to Call Result for Call 
Back/Campaign 

 Support DN Based Simple or XML 
Wrapup Code



CUSTOMIZED SERVICE LEVEL FORMULA

ACD Calls

(ACD Calls – (Over Customer Waiting Threshold Calls
+ Abandoned Calls
+ Overflowed Calls
+ Reassigned Calls                                    )

 Center Based Formula

 Optional Impact to Service Level

 Programing Customer Waiting Thtreshold

Optional



MULTI-TENANT CONTACT CENTER

Contact 
Center 1

Center 
Manager

Supervisor

Agent 
Group 1

Agent Agent

Agent 
Group 2

Contact 
Center 2

Center 
Manager

Supervisor

Agent 
Group 1

Agent Agent

Agent 
Group 2

Company A Center 1 Company B Center 2

Virtual Contact Center 



ADMINISTRATOR VIEW



MANAGER VIEW



SUPERVISOR VIEW



AGENT VIEW



CENTER MANAGER IVR MANAGEMENT

 Allow to Manage IVR from Contact Center UI

 Full Access or View Only Access Right

 Call Flow Edit/Monitor

 Channel Manager/Monitor

 Information Group Management

 User Behavior Analysis Report

 Prompt File Manager

 Call History CDR Report/Key Path Diagram



IVR MANAGEMENT VIEW



INTEGRATED IVR SERVICE

 CTI Attached Data/ Multiple Skill 

 Call Back Integration

 ACD Status/VIP/Black List Query

 Satisfaction Survey and CDR Integration

 Customer IVR Navigation Path by URL (ADT)

 IVR Assigned  a Dedicate Agent with Fail Back DN

 IVR Authentication

 Voice Message Integration



IVR AUTH INTEGRATION

1. Customer Talking
3. Transfer to IVR

with CTI Data

IVR Authentication 
System

Agent

7.  Update CTI Data and 
Knows Result

2.  Please input your 
password in IVR for 
authentication

4. IVR Authentication Process
5. IVR mute Agent for Security
6. Update CTI Data for Result

Customer



V IRTUAL QUEUING/CALL BACK SERVICE

 Agent Added Personal Call Back

 DN based Call Back

 Virtual Queuing Call Back

 Time Reserved Call Back

 Agent Added DN Call Back

 DN based Missed Call Auto Call Back 



AGENT CALL BACK

 Used After Talk to Agent

 Reserved by Agent with Time

 ACD will Notice Agent for a Call Back Event

 Click or Ready to Call 



AGENT CALL BACK

1. Customer Talk to Agent

Agent

4. 3:00 PM, ACD send 
Notice to Agent for 
Call Back

7. Talk to Agent

Customer

ACD 
Routing

&
Queuing

2. I will call back you 
tomorrow 3PM to 
3:30P M



VIRTUAL QUEUING CALL BACK
(OPTIONAL)

 Easy to setup to Run

 Support to Wait in Queue through Call Back

 Support Answering Machine Detection Based on Energy 
Level

 Queue Position is Unchanged

 Predict Dialing to Customer when his turn

 Support Use Caller ID  or Input Specified Call Back Number

 Support Virtual Queuing through Websocket API

 Web Service

 Mobile APP



ANSWERING MACHINE DETECTION

BASED ON ENERGY LEVEL



VIRTUAL QUEUING CALL BACK

1. Customer Calling

Agent

2. All Agent are busy 
or Customer won’t 
Wait for Queuing

10. Talk to 
Agent with 
Happy Ending

Customer

ACD 
Routing

&
Queuing

4. Input Tel for Calling Back 
(Queue Position Unchanged)

5. Disconnect and 
Wait for Call back

9. Screen Popup for 
customer for call back

8. ACD route to Agent

7. Call to Customer

Virtual Call Back 
Action

3. Goto Virtual 
Queuing Action 6. When queue 

position is 
reached, call out 
to customer



TIME RESERVE CALL BACK
(OPTIONAL)

 Easy to setup to Run

 Support Specified Time to Call Back

 Support Answering Machine Detection Based on Energy Level

 Programmable Call Back Time (30 mins, 60 mins)

 Predict Dialing to  Customer

 Support Use Caller ID to Call Back

 Support Input Specified Call Back Number

 Support Reserve Call Back through Websocket API

 Web Service/Mobile APP

 Support Call Back Log



TIME RESERVED CALL BACK

1. Customer Calling

Agent

2. All Agent are busy 
or Customer won’t 
Wait for Queuing

10. Talk to 
Agent with 
Happy Ending

Customer

ACD 
Routing

&
Queuing

4. Input Tel and  Time for 
Calling Back 

5. Disconnect and 
Wait for Call back

9. Screen Popup for 
customer for call back

8. ACD route to Agent

7. Call to Customer

Virtual Call Back 
Action

3. Goto Time 
Reserved Call 
Back Action 6. When call back 

time is reached, call 
out to customer



ACD-DN

 Global Unique ACD Directory Number for Inbound/Outbound 

 Up-to 3 Execution Time/Weekday/Action/Overflow Settings

 Support Action from IVR (multi-action on same DN)

 Support Smart Queuing Action based on Predefined Threshold

 Flexible and Powerful Agent Hunting Policy

 DN-Based Wrap-up Code & Announcement

 Support CTI Attached Data & Skill

 Serviced By Multiple Agent Group with Priority

 DN Based Hold Music or Prompt

 Missed Call Auto Call Back 

 Call Queuing and Action Flow/Overflow Processing

 Screen Popup URL/End URL for CRM Integration

 Announcement after Agent Assigned and Answered 

 Agent Answer Inform/Personal Welcome Announcement

 Support Multi-Media/Video DN Service



ACD DN ROUTING

Incoming  
ACD-DN

VIP/Black List 
Handling

Preemptive 
Queue Insertion 

Redirect/Reject 
Call 

ACD Calls

Agent Group Agent Group Agent Group

Call Queuing
Action

VIP/Black List 
Matched

Regular Calls

Dispatch Calls to 
Serviced Agent Group

All Agents are Busy

Voice Mail  
IVR

Call Back

Queue is  Full

VIP
Black List Caller



ACD DN PRIORITY

ACD DN
Hunting  Priority: 99

Agent Group 
A

Agent Group 
B

Agent Group
C

Dispatch Calls to 
Serviced Agent Group

Group Priority: 95 Group Priority: 85 Group Priority: 60

ACD DN
Hunting  Priority: 97

Agent Group 
A

Agent Group 
B

Dispatch Calls to 
Serviced Agent Group

Group Priority: 15 Group Priority: 14

Incoming Call

Higher Priority to 
Get Service

High Priority to 
Receive Calls

Agent Ready



DN ROUTING POLICY

 Round Robin

 Most Idle  

 Idle: total of all state time except busy

 Optional use Ready Time for Idle

 Skill Level Routing (Full Skill Matched)

 Skill Score: Sum of Required Skill Priority 

 High Skill Priority Score First 

 Most Idle if Same Skill Level

 Best Effort Skill Match 

 Match as Many as Skills 

 >= Minimum Skill Required



DN ROUTING POLICY

 Decrease Skill Request Count by Notice

 Decrease Skill Request Count for each Notice

 >= Minimum Skill Required

 Least Occupied Routing

 Occupancy: (AHT + Answer Delay)/Total Agent Time)

 Daily Average Longest Waiting 

 Average Waiting Time: Total Ready Time/Ready Count

 Daily Total Longest Waiting

 Least Service Time

 Service Time: Talk Time + ACW



DN ROUTING POLICY

 Least Average Service Time

 Average Service Time: Service Time/Answer Count

 Least Talk Time

 Least Occupied Routing

 Occupancy: (AHT + Answer Delay)/Total Agent Time)

 Least Average Talk Time

 Average Talk Time: Talk Time/Answer Count

 Least Answer Count

 Base on Agent Priority

 Optional Match Skill for non-Skill Routing Policy



SOS… NEED MORE AGENTS

 Supported by Multiple Agent Group Priority 

 Use Lower Priority when Higher Priority Agent is Busy

 Not Help when Really Need

 Intelligent Routing based on Real Time Status

 Based on  Service Level

 Based on Queued Calls



INTELLIGENT ROUTING

BASED ON SERVICE LEVEL

Service Level

Required Agents

100 %

Expected High Service Level



INTELLIGENT ROUTING

BASED ON SERVICE LEVEL

SL < 50
Group D

SL: 50-79
Group C

SL: 80-90

Group: B

SL>=90
Group A



INTELLIGENT ROUTING

BASED ON SERVICE LEVEL

Group A
Priority: 95

Group B
Priority: 85

Group C
Priority: 55

Service Level 1: 90 %
Group Priority 1: 90

Service Level 2: 80%
Group Priority: 2 80

Service Level 3: 50 %
Group Priority 3:50

Use Group Priority >=90
When SL >=90

Use Group Priority >= 80 
when 80% <= SL < 90% 

Use Group Priority >=50
when 50% <= SL < 80%

Group D
Priority: 10

Use All Assigned Groups
when SL < 50%

Otherwise

optional

optional



INTELLIGENT ROUTING

BASED ON QUEUED CALLS

Queued Calls

Required Agents

High Queued Calls

Expected  Low Queued Calls



INTELLIGENT ROUTING

BASED ON QUEUED CALLS

QC >10
Group D

QC:7-10
Group C

QC 3-6

Group: B

QC<=2
Group A



INTELLIGENT ROUTING

BASED ON QUEUED CALLS

Group A
Priority: 95

Group B
Priority: 85

Group C
Priority: 55

Queued Call 1:  2
Group Priority 1: 90

Queued Call 2:  6
Group Priority 2: 80

Queued Call 3: 10
Group Priority 3: 50

Use Group Priority >= 90 
When Queued Call  <=2

Use Group Priority >= 80 
when 2 < Q Calls < =6 

Use Group Priority >=0
when  6< Q Calls <=10 

Group D
Priority: 10

Use All Assigned Groups
When Q Calls > 10

Otherwise

optional

optional



MOVING BETWEEN ACD DN

ACD DN 1

ACD DN 2

ACD DN 3

Moving to DN 2
(End of Queue)

Moving to DN 3
(Keep the waiting time)

Controlled by Action 
VIP and Waiting Time can be Kept



QUEUING ACTION FLOW

 Provide Queue Handling Policy

 Upto 3 Execution Time Segments Actions on DN

 Queue Entry Prompt/Waiting Music

 First and after First Notice Prompt 

 Waiting Order/Waiting Time Notice

 Optional Notify Caller to Select Queuing Actions
 Disconnect the Call / Keep Waiting

 Transfer to VMS, IVR, Other DN or Call Back

 Virtual Queuing/Call Back (optional)

 Default Actions When no Input

 Notify Repeating Interval and Count

 Prompt Before Transfer to Agent

 Allow Move to another DN and Preserve Waiting Time

 Dispatch Until Main Prompt is Played



ACTION FROM IVR

 For ACD DN Incoming Call Action

 Derived Action ID from CTI Data 

 Fall Back to DN Action Setting if no 
available Action ID was matched

 IVR can select different language and set 
the Action ID for different language 
prompt or behavior



SMART ACTION SELECTION

Action 1 Action 2

Current Action New Action
Queued Call > ??

Service Level < ??

Customer Waiting Time > ??



POSSIBLE QUEUING ACTION

Call Incoming

Call –Back Service
Leave Voice Mail  

Queue is 
Full

Full

Play  Waiting  Order  
/Time Prompt & 
Queuing Music

No Full

No Agent Available

Notice 
Enable

Play Waiting Order/Time
1. Keep Waiting
2. Virtual Queuing 
3. Time Reserved Call Back
4. Leave a Message

Yes

No



DN IMPORTANT ANNOUNCEMENT

Agent Hunting

The following conversion will be 
recorded in order to ….

Agent Answered

Available Agent Found

This call is for Company A Service

This is Agent Amy. I am very happy 
to receive your call.

End Play (Customer Connect)

Prompt Before Transfer To Agent
For Customer 

Agent Answer Inform Prompt
To Agent

Agent Welcome Prompt
To Agent and Customer

The steps are:
1. Go to ...
2. Write …

During Talk Play Agent Select to Play 
Announcement during Talk



ACD DN GROUP

Incoming  ACD-
DN Group

ACD DN 1 ACD DN 2 ACD DN 3

DN Hunting Policy

Lowest Daily/Hourly
Average Customer 

Waiting Time

Lowest Daily/Hourly
Agent Occupancy

Highest Daily/Hourly 
Total Agent Idle Time

Lowest 
Estimation Waiting Time

Highest Priority

Select best DN based on routing policy
Minimize customer waiting time
Maximize center utilization



DN GROUP ROUTING POLICY

 Only DN Had Agent Login will be Considered

 DN Had Agent in Ready State First

 Lowest Queue Call 

 Lowest  Average Customer Waiting Time

 Lowest Occupancy

 Highest Total Idle time

 Lowest Estimation Waiting Time

 Based on Priority (highest first)



CENTER SKILL DN GROUP

Incoming  ACD-
Skill Group

Skill 1
Agents

Skill 2
Agents

Skill 3
Agents

Easy to setup
Upto 500 Skills per Center
Whole Center Based

Skill Hunting

Fully Skill Match

Best Effort Skill Match

Decrease Skill 
Requirement by Notice



CENTER SKILL DN GROUP

 Only 1 ACD Skill DN Group Needed

 Upto 500 Skills per Center

 Upto 200 Skills per Agent

 Center Agent with Skill will be Consider

 Highest Summation of Skill Level First

 Most Idle Dispatch for Same Skill Summation

 Support On the Fly Enable/Disable Skill

 Routing Policy:

 Fully Skill Match

 Best Effort Skill Match 

 Decrease Skill Request Count by Notice



Require N-3 Skills

Require N-2 Skills

Require N-1 Skills

DECREASE SKILL REQUIREMENT BY NOTICE

Require 
N Skills

Notice 



VIP PROCESS

 Center-wide VIP Management

 Allow use Caller ID or CTI Data to Indentify a VIP

 Allow to Assign a Dedicate Agent for VIP

 Support VIP Waiting Notice to ADT 

 Fail Back to DN when Agent is not Available or Timeout

 Preemptive Queuing based on VIP Level

 EZIVR Built-in Component to Get Customer Type

 Built-in VIP Level (Always Fist, 0 to 99)

ACD Queue

C1C2C3C4C5C6

Insert VIP based on Level

VIP =  (Now – Time[C1])*(99 – Priority[VIP])/100 + Time[C1] 



BLACK LIST PROCESS

 Center-wide Black List Management

 Allow use Caller ID or CTI Data to Indentify 

 Support Reject, Redirect to IVR or Voice Mail 
Globally or by Black List Setting

 EZIVR Built-in Component to Get Customer Type

Black User 1 IVR

Voice MailBlack User 2

Black User 3 Disconnect



SATISFACTION SURVEY

 IVR Call Flow for Satisfaction Survey

 IVR Update Survey Score and Result to ACD using Component

 Integrated Call Service Log

EZACD  & 
Campaign

EZIVR-7000
Satisfaction Survey

1. Transfer to IVR for Survey

PSTN

EZPBX-2000
IPPBX

2. Call to IVR
3. Update Call Score



EZODS-8500
Outbound Dialer

OUTBOUND CALL CENTER

EZACD-8000  
Campaign Manager

EZODS-8500
Outbound Dialer

3. Transfer to Agent

PSTN

E1 Gateways

2. SIP Calling 

EZPBX-2000 IPPBX
EZSIP-6000 SIP Proxy

1. Dialing Request

1. Dialing Request



OUTBOUND DIALING CAMPAIGN
(OPTIONAL)

 Multi-Tenant Campaign Manager

 Support Number Testing, IVR and Agent Campaign

 Predictive/Progressive/Power Dialing** (dialer is required)

 Heuristic Power/Predictive Dialing ** (dialer is required)

 Preview Dialing

 Campaign Execution Time, Period, Priority and Max Dialer Channels

 Support Contact List, Do Not Call List and Dial List 

 Support Multiple Telephones and Customized Data

 Start/Stop/Pause/Resume/Reset/Close Campaign

 Support  Campaign or Agent Call Back

 Campaign Based Wrap-up Code

 Support Call History and Dialer Report and SOAP API Interface



PREVIEW DIALING MANAGEMENT

 Auto Assignment Mode

 System auto assign dial list based on request

 Manual Assignment Mode:

 Manual Assign Dial List to Agent

 Agent can Request  Assigned Dial list Only

 Support Assign, Revoke Operation 

 Assign Policy:

 Fixed Count Assign/Input Count Assign

 Ratio Assign/Equal Assign



NUMBER TESTING CAMPAIGN

 Test imported number is a valid number or not

 Call each telephone number:

 Answered: Valid

 Not Answered: Invalid

 Support Remove Invalid Number



IVR CAMPAIGN

 Reduce the required IVR Channels

 Support Power Dialing/Heuristic Power Dialing

 Transfer to IVR once the Call is Connected

 Support Real Time IVR State to Maximize IVR Usage



AGENT CAMPAIGN

 Reduce the Agent Waiting Time

 Transfer to agent when call is connected

 Working with Audiocodes GW AMD (Answering Machine Detection)

 Use Predictive Dialing to Reach minimum waiting time

 Use Power/Progressive Dialing to have a balanced waiting time

 Use Preview Dialing for Valuable Dialing List

 Use Heuristic Power Dialing to adjust Dialing Count per Agent 
based on last xx mins connection rate in order to make sure 
agent can get the call

 Use Heuristic Predictive Dialing to adjust Over Dialing Factor 
based on last xx mins average agent idle time in order to reach 
target average agent idle time.



PREVIEW DIALING

Agent Talk Agent ACW

Agent  Preview the Call

Customer 
Answer Time

Agent Start to 
Talk

Preview 

Auto or Manual 
Start the Call



POWER DIALING

Agent Talk Agent ACW

Start Dialing 
Multiple Calls

Agent  Ready to Talk Call

Customer 
Answer Time

Agent Get Call 
Here

Agent Idle 
Waiting Time



HEURISTIC POWER DIALING

Agent Talk Agent ACW

Start Dialing 
Multiple Calls

Agent  Ready to Talk Call

Customer 
Answer Time

Agent Get Call 
Here

Agent Idle 
Waiting Time

Last xx Mins 
Connection 

Rate

Min/Max 
Dialing Count 

per Agent



PROGRESSIVE DIALING

Agent Talk Agent ACW

Start Dialing 1 
Calls

Agent  Ready to Talk Call

Customer 
Answer Time

Agent Get Call 
Here

Agent Idle 
Waiting Time



PREDICTIVE DIALING

Average Customer 
Answer Time

Average Talk Time Average ACW Time

Start Dialing xx 
Calls Here

Agent Busy Agent  Ready to Talk Call

Agent Get Call 
Immediately



HEURISTIC PREDICTIVE DIALING

Average Customer 
Answer Time

Average Talk Time Average ACW Time

Start Dialing xx 
Calls Here

Agent Busy Agent  Ready to Talk Call

Agent Get Call 
Immediately

Last xx Mins 
DN Average 

Idle Time

Min/Max Over 
Dialing Factor



PREDICTIVE DIALING FACTORS

Agent Ready Ratio from 
ACW or Busy State

Call Connection Rate

Average Customer Answer 
Time

Average ACW Time

Average Talk Time

Ringing 
Factor

Multiple into

Dialing 
Information

Agent 
Information

Over Dialing 
Factor

Multiple into

Predict Dialing 
Count

Agent State Count  & 
Information 

Dialer Dialing 
Out



CAMPAIGN MANAGEMENT



TIPS FOR NONE-PREVIEW CAMPAIGN

 At least 15 Agents for Predictive Dialing

 ACD DN 

 Use Most Idle Hunting Type

 Max Queuing Call <= Agents/2 

 Queue Action silence timeout within 2-5 seconds.

 Agent Group -> Auto Answer: Immediately

 Use Heuristic  Mode

 Use Campaign Statistic Status to Tune



OUTBOUND DIALER
(OPTIONAL)

 EZODS-8500 ACD Outbound Dialer

 Support Local Answering Machine Detection Based on 
Energy Level

 Support Customer Answered Event By Audiocodes
Gateway

 Support Distributed Multiple Outbound Dialers (N+1) 
Redundant

 Fully Integrated and Managed by EZACD-8000 Campaign

 Max Calls Per Dialer: 1024



VOICE RECORDING
(OPTIONAL)

 Provides RTP Audio Decode

 Support Recording On Demand for Customer Privacy

 Support MP3 Encoding (CBR/VBR)

 Support WAV Format Linear PCM

 Optional Integrated Trunk Voice Recording

 MP3 AES Encryption/MD5 Checksum for Security

 Merged/Separate Caller and Called Voice Track

 Support Regular Call, Conference and Coach Recording

 Unique Call ID to be Used  to Link with Customized CRM



TRANSCRIPTION AI ANALYSIS
(OPTIONAL)

 Integrated with Azure AI Voice/Language Service

 Support Multi-Tenant/Multi-Languages Audio 
Transcription

 Texting Viewing, Download and Audio Play Back 

 Full Text Search

 Sentiment AI Analysis for Audio or Text Chat Call

 Summaries AI Analysis for Audio or Text Chat Call

 Auto Scoring based on Sentiment Analysis



TRANSCRIPTION RESULT

Negative 

SummaryScore/ControlSentiment

Audio Play



AZURE AI SERVICE

 Azure AI Speech Service 

 Batch Transcription Per Hour (USD 0.18)

 10 Agents/5 Hours per Month  

 10*5*0.18*30=270 USD/Month

 Azure AI Language Service

 1000 Record Text ( 1 USD) 

 Agent Talk Hour Text Records (750 chars/minutes)

 750*60/1000=45 Text Record (~ 0.045 USD)

 10 Agent/5 Hours Per Month 

 10*5*30*0.045=68 USD

 Total Cost Estimation per Month

 270+68=338 USD



AGENT SCREEN RECORDING

BENEFITS

 Minimize Legal Risks

 Facilitate Quality Management

 Improve Agent Performance

 Provide Data-Backed Insights

 Improve Supervisor Coach with Screen Video

 Helps Create Case Studies



AGENT SCREEN RECORDING
(OPTIONAL)

 Full Web based Without Any Installation

 Ready to Run with Built-in ADT  

 VP9 Encoded Recording Files

 Programmable Frame Rate/Resolution(1080/720P)

 Optional Record Before Answer Or ACW Time

 Supervisor See Real Time Agent Screen with Voice

 Support Video Only,  Video+Audio File



AGENT SCREEN RECORDING
(OPTIONAL RELEASE 2.2

View Screen Recording 



MULTI-MEDIA SERVICE
(OPTIONAL)

 Video Call Service

 Chatting, EMAIL, Voice Message, Web Text Message

 Call/Text Chat/Multi-Media Service Blending

 Support Call Barge-in when Servicing Multi-media 
Service

 Dispatching when Agent is not busy 

 Support Outbound Call, Send Mail

 Provides Call Service Log 



VIDEO CALL SERVICE
(OPTIONAL)

 Support WebRTC based Video

 Support H.264/VP8 WebRTC

 Up-to 1280*480 (640*480 Caller/Called) MP4 Recording

 Support Web Video by using Existing SIP Phone

 Voice goes SIP Phone

 Video goes Computer Browser

 Support Customer Side only Video Mode

 Support All-in-One Audio/Video WebRTC 

 Voice/Video goes Computer Browser



VIDEO CALL/RECORDING



EMAIL SERVICE
(OPTIONAL)

 Support Customer Email to Agent

 Support Email Case Tracking with Auto Reply

 Allow to Assign to Previous Handled Agent and 
Fall Back to DN

 Support Keyword to Skill Mapping

 Fetch Mail Service

 Support POP3/IMAP/SSL

 Support HTML/Text and Attachment

 Agent Desktop Support Email Sending

 Universal Call Service Log

 Allow Call to Customer



INCOMING EMAIL SERVICE



VOICE MESSAGE SERVICE
(OPTIONAL)

 Full Integrated with EZIVR-7000 Recording Component

 ACD File Name Generator 

 Voice Recording 

 Multi-Media ACD Request

 Voice Play Back

 Support Email or Outbound Call

 Universal Integrated Call Service Log 



WEB MESSAGE
(OPTIONAL)

 Support SOAP Interface for Web Integration

 ACD Dispatch

 Support Email or Outbound Call

 Universal Integrated Call Service Log 



WEB/VOICE MESSAGE SERVICE



WEB CHATTING SERVICE
(OPTIONAL)

 Support Any Browsers which support HTML5

 Support up-to 5 Text Chatting Service for a Agent 

 Able to Chat with Last Handled Agent 

 Provides DN Status Checking and Queuing

 Support unexclusive Chatting Mode (allow Call Barge-in)

 Support Preview Customer Text Chatting Message

 Text Chatting with Skill and CTI Data 

 Chatting Text Recording and Store to DB for Full Text Search

 Chatting Monitor, Transfer, Coach and Conference with Full 
Chatting Text Message

 Allow Web Voice Call to Chatted Agent or Agent Call Out

 Support Welcome Message, Emoji, File Push/Upload

 Provides FAQ & Script



CHATTING SERVICE



CHATTING + VOICE CALL

1. Customer Text Chatting With Agent
- Agent Welcome Message
- File push
- FAQ/Script

Agent

3.  Make call 
to xxx-xxxx

2. Could you 
call me at xxx-
xxxx.

Customer

PSTN 

4. Call Mobile
XXX-XXXX 

Talk & Chat



SUPERVISOR HELPED CHATTING SERVICE

1. Customer Text Chatting With Agent

2. Supervisor Monitor 

Chatting Text is 
Recorded

Agent

3.  Agent 
Need Help

4. Switch to Coach

5.  Let me 
chat  to my 
boss

6. Whisper to Supervisor

7.  Let’s chat 
together with 
Customer

Supervisor
8. Switch to Conference

9. Now I am 
happy with it.

Customer



EASY WEB CONTACT

 Built-in Key Based URL ACD Contact UI

 Support Multiple Language 

 Support Real Time DN Status with  Agent Count,  
Current Waiting Person and  Waiting Time

 Support Audio, Video, Chat, Virtual Queuing, Call 
Back Contact Channels  

 Easy to be integrated into Customer Web



CALL FEATURES

 Support SIP Soft Phone, WebRTC Web Phone and 
Hard Phone

 Support Auto Answer/Manual Answer 

 Incoming/Outgoing Calls with Programmed Caller ID

 Answer/Mute/Hold/un-Hold/Transfer/Retrieve

 Conference/Coach/Whisper to Supervisor

 Supervisor Monitor/Coach/Conference/Transfer

 Play Announcement



SUPERVISOR HELP AGENT

1. Customer Talking
2. Supervisor Monitor

Everything was 
Recorded

Agent

3.  Agent 
Need Help

4. Switch to Coach

5.  Let me talk 
to my boss

6. Whisper to Supervisor

7.  Let’s talk 
together with 
Customer

Supervisor
8. Switch to Conference9. Now I am 

happy with it.

Customer



AGENT ASK HELP

1. Customer Talking

4. Make 2nd Call 
Help!! SOS

Everything was 
Recorded

Agent

3.  Let me talk to 
my boss. 

5.  Don’t Worry! 
Let’s talk together 
with Customer

Supervisor

6. Switch to Conference

2. I am very 
angry….

Customer 4. Music On Hold



SUPPORT MOBILE AGENT

EZACD 
Routing

&
Queuing

Mobile 
Network

2. Customer Calling

1. Login ACD   using PAD  & 
Mobile

3. Route to Mobile Agent

4. Mobile Ringing

4. Screen Popup

2.  Call to ACD



SCREEN POPUP

 Each Agent Group has a Default Startup URL, Non-DN 
Popup URL etc.

 Support State Change URL

 Each ACD-DN has SCREEN Popup URL, End Call URL

 Screen Popup URL can carry Dynamic Variable, 
including Skill, Caller ID or CTI Data

 Support Dynamic Skills, CTI data from IVR

 Provides Desktop Agent/Supervisor SDK



WALLBOARD USER

 Special Agent for Wallboard

 Built-in Full Screen Wallboard

 Agent Group Wallboard

 ACD-DN Wallboard

 Provides Wallboard API for Customization



AGENT GROUP WALLBOARD



ACD DN WALLBOARD



HISTORY REPORTS

 Detail Searching Criteria

 Call Service Detail Log Report 

 Provides Multiple Call Detail Sequence

 Campaign Call History/ Call Back History Report

 Agent Status Detail Log Report

 Center Alerting Report

 Web Provisioning/Access Report

 Backup History Log



CALL SERVICE LOG



AGENT STATUS LOG



SYSTEM ALERT REPORT



PERFORMANCE REPORT

 Provides Quarterly, Hourly, Daily Performance Report

 Support Multi-tenant Performance Reporting

 Center Performance Report and Chart

 Agent Group Performance Report and Chart

 Agent Performance Report and Chart

 ACD-DN/Group Performance Report and Chart

 Skill Performance Report and Chart

 Outbound Dialing Report

 Trunk Performance Report

 Sample Calls



SCHEDULE PERFORMANCE REPORT

 Provides Daily, Weekly or Monthly Report

 Customizable Generating Time and Period

 Customizable Query Condition

 Center based Email Sending

 Selectable PDF or Excel Format

 Multi-Language Support



CENTER PERFORMANCE REPORT



AGENT GROUP PERFORMANCE REPORT



AGENT PERFORMANCE REPORT



ACD-DN PERFORMANCE REPORT



SKILL PERFORMANCE REPORT



KPI / METRIC

ACCESSIBILITIES
• Metric Overview
• Overflow
• Call Handled
• Abandoned
• Queued Call
• Reassigned

SPEED of SERVICE
• Metric Overview
• Service Level
• Average Speed of Answer
• Longest Delay in Queue
• Agent Answer Speed
• Telephony Service Factor
• Delay Customer Answered Call

CONTACT HANDLING
• Metric Overview
• AHT
• Average ACW Time
• On-Hold Time
• Transferred Call
• First Contact Resolution

RESOURCE UTILIZATION
• Metric Overview
• Agent Occupancy
• Agent Waiting Time
• Call Distribution



ACCESSIBILITIES METRIC



SPEED OF SERVICE METRIC



CONTACT HANDLING METRIC



RESOURCE UTILIZATION METRIC



ACCESSIBILITIES



SPEED OF SERVICE



CONTACT HANDLING



RESOURCE UTILIZATION



DIAGNOSTIC

 System Real Time Status

 Support Multi-tenant Diagnostic 

 Agent Real Time Status

 Center Extension Status

 Call Real Time Status

 Email/Syslog/HTTP HOOK for System Alert

 Outbound Dialing Module

 Campaign Statistic Status



BACKUP/RESTORE

 Automatic Daily Compression Backup

 Center Wide Backup and Restore

 Call Service Log & Recording File

 Agent Status Log/Performance Report

 Supported Backup Methods:

 Local Compressed Backup Only

 FTP/SFTP/FTPS to Remote Server

 Copy to a Network Mounted Directory

 Selectable Restore and Viewing

 Failure Event Notice and Redo Backup 



SYSTEM MANAGEMENT

 Multi-Language Support 

 Web Provisioning Access Log 

 Easy Web GUI (HTTP/HTTPS) 

 Real Time System Monitor &Tracing 

 System Statistic/Alert Reports 

 Support 2FA based on Google Authenticator

 Scheduled Update for SSL, License, Firmware etc.



CLOUD IP CONTACT CENTER

EZIVR-7000 
SIP IVR

EZQoS-3200
Quality Monitor

Troubleshooting

SIP
SIP Soft phone
SIP Hard phone

CTI Agent Desktop
Web/AP Based

TCP/Websocket

Self-Service 
CTI Data Collection

Call Back Service
Call Quality Monitor
SIP Attack Detection

Troubleshooting 

Agent WebPhone
Customer Click to CallEZWebPhoner-

8200 Webrtc 
Phone

EZVMS-6800
AA/VMS/XFER

EZACD-8000
Call Queuing

ACD/Recording

EZSIP-6000
SIP Proxy Server

Auto Attendant
Voice Mail
Conference

3rd-Party RADIUS 
Billing Service

EZODS-8500  
Outbound Dialer

Outbound Dialer For 
Campaign Manager 



BUILT-IN AGENT DESKTOP

 Based on HTML 5 web solution

 Instant to Run ADT without any Programming

 Optional to run with WebRTC phone

 Support Screen Recording & Viewer

 Support Voice Mail Access

 Support Windows Browser Notice

 Support Caller Name and Call Description

 Support Wrap-up Code/First Contact Resolution

 Support Salesforce Lighting or Dynamic CRM

 Running under any browsers support Websocket



AGENT DESKTOP

Agent State 
Change

Incoming 
Call Area Call Queue State 

(biggest waiting here) Bulletin Area

CRM Area

Call Information Area

System 
Button



CUSTOMER IVR NAVIGATION PATH



VIP CALLING



AGENT REAL TIME STATUS



FLOOR PLAN BASED AGENT REAL T IME STATUS



AGENT GROUP PERFORMANCE MONITOR



AGENT PERFORMANCE



AGENT GROUP PERFORMANCE



ACD DN PERFORMANCE



ACD DN MANAGEMENT



SALESFORCE OPEN CTI L IGHTING INTEGRATION



M ICROSOFT DYNAMIC CRM INTEGRATION



AGENT DESKTOP SDK

 Support HTML5 Websocket SDK

 Support Linux, Mac, IOS, Android OS

 Both Call And Text Chatting Service Simultaneously

 Call Control including Incoming , Outgoing and Transfer

 Call and Text Chat Conference, Coach and Monitor

 Real Time Agent Status/Performance Query

 Queued Calls and Customer Waiting Time Notice

 Agent to Agent Text Chatting and Bulletin Notice

 Password Change, Enable/Disable Skill

 Play Announcement To Customer



SUPERVISOR RELATE SDK

 Support HTML5 Websocket SDK

 All Features in Agent Desktop 

 Monitor/Coach/Conference

 Bulletin Management

 Support Wallboard API

 Query Agent Real Time State

 ACD DN Detail Queued Call 

 Move/Take a Queued Call from ACD DN

 Change Agent State or Skill



SOLUTION ADVANTAGE

 A Widely Deployed and Proven Solution 

 Support  SIP Hard Phone/Soft Phone or WebRTC Phone

 SDK support HTML 5 standard

 Built-in Ready to Run Agent Desktop 

 Provide Easy URLs for CRM Integration

 Support Voice Logging, Coach, Conference,  Monitor 
Whisper etc…

 Support Multi-Tenant  Virtual Contact Center

 Support Flexible and Intelligent  ACD Routing Strategies

 Support Screen Recording, Virtual Queuing and other 
Rich Set of Features.



SOLUTION ADVANTAGE

 Built-in KPI, Wallboard and Performance Reports

 Support AI Transcription/Sentiment/Narrative

 Support IPv4/IPV6

 Support Hitless HA

 Support Customer Text Chatting/Click to Call 

 Support  Multi Contact Channels Service 

 Support Campaign Outbound Integration



Q&A

WE MAKE IP CONTACT CENTER SIMPLE


