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1.1.1. szuudanuinsdwidnlud@ nieusisszuu Call Center $1uau 1 580U Usznaude
wanden fil
1.1.1.1. asmsifiendeaesnisusnuuuiinea fugliuinsszuudedyan via
ISDN PRI E1 (30 %osdeygausanisn) 9719u 4 A13a
1.1.1.2. 1asnmsiiavnnnesida IP Soft Phone 31u2u 60 2935 Uszneumig
1.1.1.2.L.3smslgnuaurinelnsdnyivesntininu Call Center (Agent) 313U
55 2493
1.1.1.22.2%95ns 0 nuwaninelnsdnivesniingu Call Center (Supervisor)
U 5393
1.1.1.3. 29950150 un s deusafusyuu Computer Telephony Managerent
(CTI) 97U 60 2935
1.1.1.4. Voice Gateway MUIU 1 2T
1.1.1.5. 29959845 UU Call Center wuulnsit1 (Voice Inbound Agent) 31u3U 60
AT
1.1.1.6.29999995%UU Call Center LUU Multi-Channel Agent 37U2U 20 2995
1%u3n1s Call Center nuulnsidn (Voice Inbound Agent) 1su3n1s Call
Center wuulnsesn (Voice Outbound Agent), 1u3n15 Call Center W1
E-Mail, T¥u3n1s Call Center n1na Web, Ts1uSn1s Call Center H1unN19ANS
Chat
1.1.1.7. 21995503505 0UnN@esaunubuusmluil® 99u7u 60 2993
1.1.2. Tsunsu Agent desktop 31U3U 60 YA
1.1.3. TsunsuuTm59anis Call Center 97U 1 53UV
1.1.4. id0sneufimesuditiedmiuindsszuu Call Center agnatiodiuam 2 4n
1.1.5.52UU Customer Relation Management (CRM) 37117u 1 53UU
1.1.6.1A309A0 U LA0S uaiv8d 1S URARI5EUY Customer Relation Management
WU 1 90

1.1.7. 1A309R0uIwesulT1ensaufnfAssE Ul Voice Recording 91u7u 1 ¥A
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1.1.8. yayilanTeslulasiviu (Headset) 91uu 65 4n

1.1.9.4 Rack 4110 19 %2 42 U Swau 1 §

1.1.10.9Uns0da@dUa80 M KVM Switch 9713u 1 940
1.1.11.gUnsainszanedysiaatens (Access Switch) 31U 2 4n

1.1.12.Smart TV uUy LED 171 1 1304
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2.1.1. ssuuganuinsdninuusnlugd® 1P-PBX fidnwaznsvhauiianunsaldeu IP Soft
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2.1.2. TyanuAumvidn CPU 911U 2 Y9 v9UMuU Active/Standby

2.1.3. szuuganvinsdninuudnlud® IP-PBX dilaseas1aiuu Server Based a13150AIUAX
gUnsal Media Gateway ifial#lun13finsis Interface Card #1979 HuszuULA T
Network lalsitioenainin 250 Media Gateway
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5ULUU ISDN-PRI (E1)

2.1.7. szuugarvnnsdniuuudnludia 1P-PBX see¥un1sidausaniu Application
Programmable Interface n1uu1n3g51U CSTA, TSAPI, JTAPI, Web service 130
service-oriented architecture lailusgnsiay
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2.1.9. SpuudavInsAniuuudnlugia IP-PBX @ansavinn1suseusnumnalvsdng Voice
Conference Call lal 91unuliitosndn 6 anesie 1 ngu WILUU Ad-hoc Conference

waz Meet-me Conference 3nuuliitiaenin 50 nax
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laitloenan 13 Digit
2.1.12. 5zuuganvitnsAnuuudnluda IP-PBX d58UuuInsdaniswuy Graphic User
Interface (GUI) %38 Browser-Based 5835UN15UT®199AN15UWUU Centralize
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2.1.13.10. Call Pickup Group aﬂmsaf{‘f@mejmLﬂ%‘laﬂmﬁwﬁmwmamﬂu Wievi
nssuanaunuiule lnedesanunadangulalitesnd 100 ngu

2.1.13.11. Hunt Groups @1unsadnnguaunuengluliiudnvaziavmnei
nylalaifosndn 100 ngu

2.1.13.12. Call Intrusion gldls¥uayamannsaunsnanelfaedesiildamuogls

2.1.13.13. Call of Service %58 Class of service AYUAAINAINITAIUNITING
iletestunisinseen lasannsalusunsumsinsoonvesniosniely
nniesedliehBasliitesnit 4 seiuiamslnseanneuen nstnanmilng
ludseina nsnsdilnsdnwsiiletio wagnisinamalnasiislseme

2.1.13.14. %015 Speed Dialing tion1stnsuuuisaaauly

2.2. Voice Gateway fiosfinmautfedieton furaluil

2.2.1. @N303055UNMsauLUY T.38 Protocol et

2.2.2. aunsadeusiadu IP PBX szuuduq daelusiapea SIP Trunk 16

2.2.3. @1n505835U IP Soft Phone lailusensiios

2.2.4. fasdiauanunsaiiazyin QOS wuu Dynamic Call Admission Control wiiadae Tu
Se3u3 Bandwidth 1§

2.2.5. fosflauanunsafiazyin Security WUy VPN, SRTP encryption, SSH/SCP, SNMP V3
Inueenaios

2.2.6. 31 power supplies foaduiuu Redundant wag fan trays Juluu Hot Swappable

2.2.7. il media modules wag main Board modules Luluu Redundant @1ansavii Hot
Swappable 1¢

2.2.8. fD45895U Codec 1 G.711, G.729 uay G.726 lidusdatioy

2.2.9. ApsllldsanasIEieinaty Music On-Hold (MOH)

2.2.10. fiszuunauiusnlud® laegsiloy 60 Announcements

2.2.11. 1 8uluu Modules Chassis wagiiduau Slot laitieandn 8 Slots e Module Chassis

2.2.12. 69 Port Wuu 10/100/1000 $ruaulsitioenin 2 ports wag USB port Bitlesnin 2 ports

2.2.13. fodanansaldaunuy Compact Flash 161

2.2.14. ffesanunsadiagyin Basic Routing 19U OSPF, RIP, PPP, Frame Relay, VRRP 14

2.2.15. fsanunsasessunslaau 1Pve e

2.2.16. fiosansadiazyi Port Redundancy ¢

2.2.17. fesaninsafivgseasunisvia 802.1p/q VLAN tageing wae 802.1d/802.1w Spanning
Tree/Rapid Spanning Tree lallusgnstioy

2.2.18.AeslAsusnnsgIu wu FCC vise CE Mark %38 A Tick Mark %38 China CCC and Ml
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23.1.

23.2.

233,

2.3.4.
2.3.5.
2.3.6.

23.7.

s¥uU Call Center Miduagiosingasnsldam Agent I8litiosnin 55 Agents wauts
WAIMsIEU Supervisor laliitlounia 5 Agents wazasNIOVBTAAILATOLA
wifnaufuaediosannsa Log In uay Log Off Iditelaefiinsidnugnleuluds
fwmlandviinausuameufRauee

STUUABIAINUITANINUATDINIT (Agent Call Handling) Taagediusz@nsaan
muiaegng deeluile

2.3.3.1. Agent login and logout

2.3.3.2. Agent answering options: Automatic zip tone answer or manual Answer
2.3.3.3. ACD work modes: Auxiliary Work (AUX), Auto-In, Manual-In, or After
2.3.3.4. Call Work (ACW)

2.3.3.5. Timed ACW (TACW)

2.3.3.6. Stroke/Event Counts

2.3.3.7. Call Work Codes (CWCs)

2.3.3.8. Forced entry of Stroke/Event Counts or Call Work Codes (CWCs)
2.3.3.9. Agent request for supervisor assistance

2.3.3.10.Block accidental hang-up by logged-in auto-answer agent
2.3.3.11.0Option to not apply ring back to the caller for auto-answer calls
2.3.3.12.ACD call disconnect using the release button

SEUUHRIENTALUSNEY (Group) navinwe (ki) ieusnmslusnsiunnaeiuls
szuudesannInszyaivn Antnanlliiisuaedinamld (Reasons Code)
seuudeafidedile (Agent Tool) LU GUI vier1u Web Browser d1wdulsimiinau
Suangldauuu Computer 161

STUUENNSaLERS Real time report susennldegnatios duwellil

2.3.7.1. Real-time Agent Status

2.3.7.2. Real-time Device Status

2.3.7.3. Real-time Queue Status

2.3.7.4. Count Statistics

2.3.7.5. Time Statistics

2.3.7.6. Usinauanensidluusiazgaaan (Call Offer)

2.3.7.7. Sruuaneiilésu (Call Answer)

2.3.7.8. :uua189in Abandon Call Tuwsazyiraian
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2.3.7.9. Vsinameilnsidunudiaengn vio 1mameneuiidmifagivae
(Call Terminate)

2.3.7.10. USunasanefifinissesuuinig (Call wait)

syuvENsauans Historical report efegnation dareluil

2.3.8.1. Agent Summary

2.3.8.2. Customer Statistics

2.3.8.3. Service Level

2.3.8.4. USunaunsteuanslulunsazuuneiay

2.3.8.5. nafiseanslagiadsnouiarlasunisusnnsanndneu

2.3.8.6. 518971UM TRV INaaeilnsdn fudiuiudesiiliuinisifeatiu
Sruunine Wedssflulssansainnnsvhaurenidngu

2.3.8.7. iwmuﬁ’]La?ilsmwﬂﬁffwaﬂumimmaumwaq Agent WsiazAUIINTDYA
Report findnlussuu

2.3.8.8. @131150 export MenuliegtasluzUwuy Excel

2.3.8.9. S180UATIET TR USsuiisU lagaunsauanssIeuaianIsiiusnng
uragiieu waazt Indanuuananeiuegnls

2.3.8.10. @ w1509 veyaadadeundalmduseiu seduav seiou 5187 waz
AuTea RN

SEUUADN Agent Desktop Application d@115Unting1usua1e Voice Inbound Call

AU 60 AT

2.3.10.5%UUR DY Agent Desktop Application d1msuntinanusuasnuunals Media 1o

LU Voice Call, Email, Web Chat, Inbound Contact, Outbound Contacts by

Application tRgniu 911U 20 2993

2.3.11. S¥UUADIENINsaNAaniU Mail Server UasunIneaela

2.3.12. 5¥UUABYE Supervisor Desktop Application @1%5U Supervisor $71UU 5 2935

2.3.13.53uu Call center Apslinauand@vas Inbound Calling Features 19 Assialuil

2.3.13.1.ACD (Automatic Call Distribution) System
2.3.13.2.Call Queue Management

2.3.13.3.CTl (Computer Telephony Integration)
2.3.13.4.5kills Based Routing

2.3.14. Supervisor Ap3a11150v11n13 Observing Whisper Coaching lailueg1atio
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2.3.15. 52 UURAB9A150%1 Outbound Dialing Mode I§auuy Preview waz Progressive
Imduseatioy

2.3.16. syuudesanunsaldeu Agent Desktop Application LU Softphone lalusilaglsl
fodldgunsallnsdwiiiisnd

2.3.17. S¥UUABIEINIALL91U Popup Screen Uunii1aeves Agent 1o

2.3.18.58UU Call Center amn305835UNWUINGN1ANS 20 Skills per Agent

2.4. 530U Customer Relation Management (CRM) ¢asiigniauiffiognstion dslaluil
Ao luNITRRIUITEUY Customer Relation Management (CRM) Tanunsainteya
MNnsEUUIRNTeIANe1dualeiesssusvildauey a gt Tnedugudeya
Microsoft SQL Server snldausamfuszuy CRM fitmunlimlle Tnegflaussiadosiniiuns
Usuugaiianaastisessunsidenldliitdesndn 70 2easifldann wasimunnrwanusaves
szuu CRM Tldmumnudiosnis mudermun feil
2.4.1.9%UU Customer Relation Management (CRM) 114131@6 Customer Services
dioaflnaantRosnation fuleluil
2.0.1.1. 58U Customer Relation Management (CRM) #a4@11150%1191U50AU
5¥UU Call Center Tilungnan
2.4.1.2. ansaldfugrudoyadeduiusuinsgruiduifousialulusunsy
Hdnwazn19lIULUU Web-based Application tazaiusalalaaiusig
1U5unsu Browser ofduaanldifuodieios 1du Microsoft Edge,
Internet Explorer, Google Chrome Wag Mozilla Firefox
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