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Avaya IP Office Peripherals : NEED HELP?

Avaya One-X Quick Edition Avaya IP Office, equipped to support the Compact Contact Center (CCC)

Cisco application, is our leading customer service platform for small and medium ik s O

Nortel Phones businesses. CCC is a highly modular solution designed for companies that need a . B

Nortel BCM sophisticated solution to their customer service needs B

Nortel Norstar MICS / CICS ' call you back at_ your

ShoreTel _ What's New With This Release gk

Audio Conferencing FREE OF CHARGE

Headsets

Technical Support A significant number of the new features within Compact Contact Center V5

Wireless Handsets increase the level of integration between IP Office and Microsoft CRM by providing

Call Accounting greater flexibility in terms of reporting capabilities that empower businesses with a

CallXpress AVST Voice Mail the information they need to enhance any customer service operation. CCC V5 now

Switches supports Crystal Reports—an intuitive reporting toolkit that helps provide a fast,

flexible way to transform and present data in Web and Windows applications for a IEEBITQ/

m dynamic, interactive end-user experience. In addition to the 75 existing pre- SSLSECURITY

| | [co] defined reports being converted into Crystal Reports format, the CCC V5 reporting
package includes the ability to create three custom reports.

Advanced Search

Business Benefits

e Improve customer relationships—get the call to the right person as quickly as
possible.

= Enhance agent productivity with the tools and management capabilities.

= Measure your customer service performance—always know how well calls are
being handled.

FEATURES

e Management by exception
e Customer Option
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 Managing customer expectations

Management by Exception
Team leaders are nolified wnen (heir
attention is required
-Amber- Alarm lev

« You have more than 3 calls waiting

« The longest waiting call exceeds 30
seconds

« The percent or calls answered has
dropped below 804,

« An email has not been answered for 15
minutes

Real-time performance information
iew performance of in uals, teams and
ihe entire business as a whole

Scaling from 5 to 75 agents, IP Office CCC offers the ability for contact centers and
customer-facing departments of all sizes to benefit from the advantages of
measuring key performance indicators. By reducing the average duration of each
call, major efficiency gains can be made, typically resulting in a pay-back period of
only a few months.
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CCC: Real-Time Supervisor Information
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Management of teams Management of ¢allbacks

By focusing on management by exception, CCC enables busy managers and
supervisors to concentrate on other aspects of their responsibilities. Call Center
View does the work and only informs the supervisor when a problem has or is
about to occur. The comprehensive and highly professional graphical reports can
be run over any period of time, and provide a detailed view of all contact center
activity. The wallboard facility enables both fixed wallboards and pc-based
wallboards to be deployed within the business, allowing managers to issue
motivational and informational messages where they are most needed.

http://www.digitcom.ca/index.asp?PageAction=VIEWCATS& Category=41 (3 of 5)9/18/2008 12:33:57 PM



Avaya | P Office Peripherals - Contact Center

CCC: Historical Management Information

A set of 70 “management-ready”
reports

Detailed data stored
Audit trail allowing investigation of
any contact

Report scheduling
Automatic report generation to
printer or file

Integrated reporting
Reporting on complete caller
experience including voice
processing and comfort messaging

Customized, exportable reports
Designer module available to
support tailored customer reporting
Post reports onto a Web site or
send them by e-mail via HTML.

CCC offers a full and comprehensive solution to the customer contact needs of
small and medium-sized enterprises, by providing high-end contact center
functionality, whilst retaining the ease of use and configuration that SME
customers demand.

Compact Business Center is an entry-level management tool for small customer
facing departments. It provides simple real-time and historical analysis for
organizations who do business over the phone. Providing real-time graphs on up to
three departments or hunt groups, and the entire system, managers can quickly
what improvements might be made to improve their customer service.

http://www.digitcom.calindex.asp?PageAction=VIEWCATS& Category=41 (4 of 5)9/18/2008 12:33:57 PM



Avaya | P Office Peripherals - Contact Center

Digitcom is not affiliated with or owned by Nortel Networks, Avaya, Mitel, Cisco Call manager, ShoreTel, NEC, Toshiba, or any other manufacturer.

Digitcom, Digitcom Telecommunications, Ask Questions. Get Answers. are resgistered trademarks of Digitcom Telecommunications Canada Inc.
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