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Info Novitas ukratko s excellench

* Vodeca HR IT tvrtka u modernom generickom razvoju softvera

* Uredi u HR (Zagreb, Varazdin, Zadar) + London (UK) + Auckland (NZ)
* Razvoj suvremenih desktop, web i mobilnih rjesenja

* Integracija kompleksnih SW i HW ICT rjesenja

* Tehnologije: Microsoft, Java, Python, PHP, Oracle

* Primjena svjetskih metodologija u razvoju softvera

* ICT konzalting / Projektiranje poslovnih rjesenja

* Modeliranje poslovnih sustava i poslovnih procesa
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Agent/User Softphone (desktop / mobile)
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Pregled (aktivni pozivi, dostupni agenti i red cekanja)

=" Presence information - Miro Vigi€ {101)

Q, Enter a name or number

Caller Callee State Duration

hiro ViEic[101] Info Mowitas[100] Connected 00:04:46
> Transfer » t Info Mavitas[100]
o Conference t Mire WiEic[101]
@ Park Info Movitas[100]
== [Drop

0 Record
Cusue 5et 1

800 Red éeka.. 0 0 LW-00:00...
Caller | Status Name Agent Status | Ans | A | Last Logged infout

First Mame Last Mame Status : Agent1CallCe.. lLoggedout O 27.3.20n5. 11:45:02
Miro Vigid Available : Agent 3 Call Ce.  Logged out 27.32015. 11:45:02
Info Movitas Availahle : Agent 5 Call Ce.  Logged out 27.3.2015. 11:45:02
Matija Cectak Available : Agent 2 Call Ce..  Logged out 27.3.25. 1m:45:02

Matija hobiteal Available - : Agent 4 Call Ce..  Logged cut 27.3.20n5. 11:45:02




Chat opcija izmedu agenata (desktop / mobile)

= Chat with Matija Sestak (102) NS

Matija Sestak 26.3.2015. 11:09:25

super
2015 1117:39

testiranje chata izmedu agenata

2005, M749

Q Search ovo je za potrebe prezentacije
32015 11:20:45

Matija Sestak mclim adgovor

CXPhone - 101

Info Movitas




Napredne statistike redova ¢ekanja i agenata

Napredne statistike redova ¢ekanja (u realnom vremenu):
* Pracenje statusa pozivatelja u redu Cekanja
* Pracdenje broja pozivatelja u redu cekanja

Prijavljivanje i odjavljivanje agenata u redove Cekanja

Napredne statistike agenata:
* Vrijeme prijave/odjave agenata u red ¢ekanja
* Osvrt na broj odgovorenih/neodgovorenih poziva
* ProsjeCno i najduze vrijeme Cekanja, ...
 Zidna ploca (wallboard)



Pregled poziva po sluzbama i redovima Cekanja

3C.X ;'Ia;:;t‘lu:nh: ESII:'terT:!:stom status . Q]jg
C € € o0 @ o S T
| [ B

~  Queue calls

i@ 523 - [Hrvaoje Bule] Cekanje u 810 - [SluZba za prodaju] 0:0:03

~ 807 Slu¥ba za podriku korisnicima -~
Ime Status | Odg | Odb | Infarmacije | Drugo

i@ 807 Sluzba za podriku kor 0W/0 5 2 3 Pozivi - LW:00:29 0c14,/00:10

i1 515 Mladen Gulan Odjavljen 0 0 205.2013. 8 OO0

i@ 501 Ivan Vdovic Prijavijen 1 L] 2152013, 1" 012

i@ 505 Goran Ranogajec Prijavijen 1 L] 215.2013. 1! 0009

) 510 Miroslav Bozic Odjavljen 0 0 2152013, 1" OOo00

% 810 5lufba 73 prodaju

Ime Status | Odg | Odb | Informacije | Drugo
i@ 810 Sluzba za prodaju 1W/M0s 1 3 Pozivi -7 LW:00:34 0dc18,/00:42
2! 510 Miroslav Bozic Prijavijen 1 0 2152013, 1 0042
@ 523 Hrvoje Bule Q0003 a0 a0 2152013, 1 0000

EE? Call desk phone using intercom i‘ Hrvatski W $




Zidna ploca (Wallboard)

| « C pbx.interobitcom/W = l

Welcome admin! [ Log Out |

07/06/2014
16:31:22

Calls Waiting
Calls Serviced Now

Average Waiting
Time

Total Calls
(Ans+Abnd)

Answered

Abandoned

Total Talking Time




Podesavanje pozivan na cekanju (call queues)

», Call qgueues hold calls in a queue until an agent is available to answer the call

General
Configure the Number, Name, and Time-out of queue

Virlual Extension Mumiber 200 G:'
- ; T
Hame Red cekanja u
Polling Strategy Hunt Random Start - (G
Ring timeout{seconds) Ring All
Prioritized Hunt ~
Call Queue Agents Round Robin
Select which extensions will be agents for thiz Call Queue. User mu Longest waiting rt taking callz.
Least Talk Time
Extensions Me Fewest Answered
v - Hunt by Th Rand
1041 Miro Visié unthy Threes Rancom v
102 Matija Sestak 20 Hunt by '|'|1|'E!E.'?:F"I11:II'ItIZEd

Up

103 Matija Mobitel 202 Call Centar Agent 3

204 Call Centar Agent 5
iz 201 Call Centar Agent 2 y

203 Call Centar Agent 4

Add External Agent Number Add Edit

)

Destination if no answer
Select a destination for this call if it reaches Maximum Queues Wait Time, if no agent is logged in, or if caller presses the * button.

(") End Call

() Connect to Extension 100 Info Movitas -

() Connect to Queue / Ring Group

l Connect to Digital Receptionist

@_'.".@_‘.".

() Voicemail box for Extension 100 Info Movitas -

(") Forward fio Qutside Mumber

)



Call gueues — Ostale opcije podesavanja

Other Options
Configure the settings and details below
Enable intro prompt o @
Play full intro prompt before calling agents o
Intro prompt file | USProgresstone.wav Add G) (@ | @
Announce Queue position to caller o @
Announcement Interval (seconds) 20 @
Music on hold onhold.wav Add G) (@ | @
Maximum Cueues Wait Time (seconds) 1200 @

JCX Phone System Pro Edition Oplions

Calleack Option for this Queus Triggered on user request (Press 2) - @
Callback Outbound Prefic @®
Wrap-Up Time (seconds) 3 @
Maximum Callers in Queue 10 @
Reset Call Statistics for this Queue Reszet @
Reset Queue Statistics via schedule Configura @
Priority Queue @
Give caller ability to opt out of recording (OTMF 3) @
Configure SLA Time (seconds) 500 @

Queue Email Notifications
Select gueue manager extension number Select 101

+| Motify Queue Manager via email when SLA time has been Breached
Metify Queue Manager when a Callback is made
Metify Queuve Manager when a Callback fails
Metify Queuve Manager when a Queue call is lost

SASISIS)



Agenti (dodavanje i podeSavanje ekstenzija)

|
[ ) F ": - L 0 ‘:‘ 3 In") 3 "t = % 5N j‘g‘t 3
=2 Bdd Extension . Edit Extension ¢ Delete Extension [, Import Extension .. Export Extension [, Download Active Users Regenerate passwords Add Extension Group

Filter:

Extension Mumber First Mame Last Mame Email Address Mobile Number Outbound Caller ID  Group Mame Phone Model MAC Address
100 Info Movitas info@info-novitas. hr IMFO HMOWITAS
101 Miro Vigié misici@info-novitas. hr +33598830800 IMNFO MOWITAS
102 Matija Sestak matija@info-novitas.hr +355912233558 INFO MOVITAS
103 Matija Mobitel matijai@info-novitas.hr +385912253558 INFO MOVITAS
200 Call Centar Agent 1 AGENTI

201 Call Centar Agent 2 AGENTI

202 Call Centar Agent 3 AGENTI

203 Call Centar Agent 4 AGENTI

204 Call Centar Agent 5 AGENTI

= Edit Extension settings and click OK or Apply o save changes.
w Vioice Mail Fonwarding Rules  Phone Provisioning 3CXPhene ©Other Opfions  Office Hours Scheduling  Rights

User Information

Configure user information below

Extension Mumber |1||}1 | '®
First Name Miro x| @
Last Mame Vigic fi
Email address myvisici@info-novitas.hr G
Mobile Humber +38598830800 fi

Authentication

The authentication ID and Password are used by the phone to authenticate with 3CX Phone System. If the phone has a user id field enter the extension number.

o 101

Password I I

=) =)

EE



Mogucnosti preusmjeravanja (forwarding)

: Edit Extension settings and click OK or Apply to save changes.

General \aoice Mail Fuw-anihg il Phone Provisioning  3CXPhone  Other  Oplions  Office Hours Scheduling Rights

fway Outof Office Available2 Outof Office 2  Exceptions
Configure how calls should be re-directed when a user can not answer the phone or the phone is busy.

Mo Answer

If the call is not answered within 20 seconds. then:

i® Send call to my voice mail

(1 Send call fo my mobile number

4
e ©

() Send call fo
l':j An external number or Skype ID
Rebound ™ {Offer option to Confirm to accept

() Disconnect the call

Different behaviour for internal calls

Phone is Busy
If my phone is busy or unregistered, then:

i@ Send call fo my voice mail

(71 Send call to my mobile number
- ®

o

[ Send call fo
() An external number or Skype ID @

Rebound ™ {Offer option to Confirm to accept
[ Disconnect the call

Different behaviour for internal calls

Ring my extension and my maobile at the same time
| want to be able to accept more than 1 call at the same time - uses Phone Siatus



Dodatne opcije za svaku ekstenziju (agenta)

= Edit Extension settings and click OK or Apply to save changes.
General Voice Mail Forwarding Rules  Phone Provisioning 3CXPhene  Other Rolgi =8 Office Hours Scheduling  Righis

Options

Record all calls
Call screening ON

Send email nofification on missed call

SASISAS]

Do not show extension in 3CX company phonebook

Resirictions

Dizable Extension
Dizable External Calls
PIM Protect For |:| seconds

Disallow use of extension outside the LAM o

Block Remote Tunnel Connections

SISISASIS

ACCess

Allow 3ICX Management Console Access Configure Permissions
Allow 3ICX Web Reporis Access
Allow Admin Operations

Can download any recording
Allowe 3CX Wallboard Access

Allow 3CX Hotel Module Access

SASASASISIS

Access Password for 3CX Web Services T @ e



Konfiguracija radnog vremena i pauza agenata

Configure Hours
These setiings will be applied for ALL Profiles for this paricular extension.

(") This extension uses Global Office Hours

-:i::- This extension uses Specific Office Hours: Configure
Configure Break Times Configure ®

Automatic Extension Scheduling
These options will automatically change the status and functionality of your extension based on the time of the day.

Automatically change extension profile based on time of day @
Log out from quewes when not available (Away / Out of office) @
Block Outbound calls outside of Office Hours @

} Configure Office Hours for this extension

Configure Office Hours for this extension
Include holidays

From: To: Office Hours
Monday jos-00 L 1700 = Add =
= Remove
Tuesday 08:00 s 17:00 v Add =

= Remove




Mogucnosti i prava (za supervizora ili managera)

Extension Rights

Coenfigure the group membership, role of user in each group and assigned rights of users in that group.

Group Membership Role of user in thiz group
Extension Role Reole of user in thiz group Manager
v INFO HOVITAS Manager ) )
AGENTI Rights currently azsigned

Can see group members
Can see group calls
Show presence to group members

Show calls to group members

Perform operations (divert, transfer, take) on any active call to group members

Can Barge In (Barge, Listen or Whisper) (Requires 3CX PRO Editicn)

Can Intercom
Allow parking

Allow IVR control

Allows to manage Company Phonebook

U S L A L S S I L

SESESASESESASESESNS)

Reset to Default



Funkcionalnosti povratnog poziva

Funkcionalnost povratnog poziva:

* Omogucava pozivateljima da prekinu poziv i zadrze svoju
poziciju u redu cekanja

* Klijent se poziva kad agent postane dostupan

* E-mail notifikacija o povratnom pozivu se moze poslati
supervizoru



Strategija redova Cekanja

Strategije redova Cekanja
* Round Robin
 Najduze ¢eka
* Najmanje razgovara
 Najmanje odgovora
* Grupa od troje - prioritizirana
 Grupa od troje - slu¢ajna

|zaberite strategiju koja najbolje odgovara Vasoj kompaniji.



Round Robin strategija reda cekanja

Agent 1 preuzima prvi poziv

Agent 2 preuzima drugi poziv

Agent 3 preuzima tredi itd..




Strategija - Agent ,Najduze ceka” na novi poziv

Prioritet Prosjecno
poziva vrijeme
c¢ekanja

#3 \\% Agent 1 3 sec

#1 \\% Agent 2 6 sec

#2 “\\% Agent 3 4 sec



Strategija — Dodijeli agentu koji najkrace razgovara

Prioritet

) Vrijeme razgovora
poziva

#3 \\% Agent 1 57 min

H2 ‘@ Agent 2 53 min

#1 ‘& Agent 3 49 min



Strategija — Dodijeli agentu koji ima najmanje poziva

Prioritet Odgovoreni pozivi
poziva

#3 Kﬁ% Agent 1 37

#1 k\‘% Agent 2 34

#2

k\‘a Agent 3 36



Strategija - Grupa od 3 — prioritetno prvo najiskusniji

Redoslijed prioriteta

1

3CX




Strategija - Grupa od tri — sustav proizvoljno odabire

Redoslijed prioriteta

3CX




Slusanje, slusanje i Saptanje, uskakanje u poziv

SlusSanje:
- sluSanje poziva
agenata bez znanja
sudionika razgovora

Slusanje i Saptanje
- omogucduje Saptanje
agentu bez znanja druge
strane

Uskakanje u poziv
- pridruzivanje trenutnom
razgovoru

Mladen Gulan (515) ()

3CX :
@ Dostupan v

\ |

C K

Unesite proizvoljni status.. 15:58

v Pozivi

@ 523 - [Hrvoje Bule]

Aktivni ) B T

v P telefoni

@ 515 Miaden Gulan
200 Yealink

@ 501 Ivan Vdovic

W 503 Tomislav Badrov
@ 505 Goran Ranogajec
& 510 Miroslav Bozic
@' 523 Hrvgje Bule

W 530 lelena Merkas

@ 532 Magdalena Tunjic Cengija
@' 536  Dejan Blazanovic
) 549 Goran Doma

RZ  odbijanje

=~ Transfer

& Dostup

Dostup Park

w Dostup O Ostavi govomu poruku

Dostup \: Snimi poziv
Dostu
T Uskoti u poziv
Dostup “ F
- Aktivni Q Sluzaj

Dostup ﬁ Sluaj i aputa)
Destupan

w Dostupan

Dostupan ¥



Wrap-up vrijeme (za upis podataka u CRM)

* Daje agentu vremena da upiSe napomene u CRM prije novog poziva

 Sustav se moze integrirani s nasom Infinity platformom (koja sadrzi CRM,
marketing, help desk, call centar i druge module) ili drugim CRM rjesenjima

* Prilagodljivo — odredujemo koliko je vremena potrebno

Call Center

Configure the Call Center options
Callback Option for this Queue
Callback Outbound Prefix
Wrap-Up Time
Reset Call Statistics for this Queue

Offered to caller after imeout in seconds %

200

2 2

20 (2]

Reset @




Prioritetni red cekanja (VIP lista klijenata)

* Omogucuje vaznijim korisnicima da dodu na vrh reda ¢ekanja:
* Korisni mogu biti definirani prema SLA vremenima Cekanja

* Klijenti dobivaju specijalni broj koji im to omoguduje:
* Na taj nacin se uvijek nalaze ispred reda ¢ekanja
* Moguce je podesSavati piratizaciju cekanja po razli¢itim korisnicima

WM,




Vanjski agenti i dostupnost izvan ureda

* Agenti ili supervisori mogu raditi i biti dostupni izvan ureda
* Moguce je imati i vanjske suradnike (npr. Studente s radom od doma)

* Vrlo korisno za dostupnost voditelja ili menadzera u slucaju problema
ako se isti nalaze na terenu da se mogu ukljuciti u poziv

* Agenti dobivaju pozive na svoj mobilni ili ku¢ni broj

* Spajaju se na 3CX PBX centralu preko vlastitog VPN-a
* 3CX uspostavlja i kreira automatski vlastiti VPN tunel

3CXPhone =T

12:20:45 Maria Johnson




SLA Alerts

 Supervizori mogu biti obavijesteni kada klijenti ¢ekaju vise od
predvidenog vremena

* Slucajevi se evidentiraju radi postizanja nuzne korisnicke podrske
* Mogucnost pracenja preko Wallborda




Statisticki izvjestaji unutar kontakt centar modula

* Web izvjesStaji pomazu menadzerima i voditeljima call centra
unaprijediti call centar uslugu, a sadrze:

- Detaljne statistike redova Cekanja

- Statistiku distribucije poziva

- Statistiku povratnih i prekinutih poziva
- SLA statistiku

- Statistiku agenata

- Itd.

* Mogucénost kreiranja proizvoljnih (custom) izvjestaja u Infinity CRM
platformi prema potrebama klijenta.



: v . . . : Info Novitas
IN3CX - Popis znacCajnih mogucnosti sustava - 1 e =

UC klijent za PC racunala

Lista prisutnosti (presence) sa click to dial
Instant messaging

Osobni adresar za svakog djelatnika zasebno
Dijeljeni adresar za organizaciju

Povijest poziva (sa sortiranjem, pretrazivanjem)
Audio konferencije

Pregled glasovne poste (voicemail)

Snimanje pojedinacnih poziva (UC klijent)
Snimanje poziva na serverskom nivou / snimanje video sesija
Lokalizacija na hrvatski jezik

Mobilni UC klijenti za Android, iPhone
Enkripcija TLS / SRTP

Integracija sa Microsoft Outlookom



: v . . . : Info Novitas
IN3CX - Popis znacCajnih mogucnosti sustava - 2 e =

Integracija sa Microsoft Exchange adresarom / LDAP podrska
Integracija sa CRM sustavima

Napredni CDR sa izvjeStajnim sustavom

Integrirani napredni dolazni i odlazni Call Centar
Vise simultanih uredaja/softvera po korisniku
Multipoint video konferencije (voice swiched, PTZ)
Dijeljenje prezentacija/office aplikacija/co-browsing
E-learning, telemedicine, remote assistance
Whiteboard

File transfer, group chat, notes

Clientless UC/video/web konferencije (WebRTC)
Maksimalni broj ekstenzija do 10.000

Clustering viSe IN3CX sustava



o L _— : Info Novitas
Prediktivno automatsko pozivanje (Predictive Dialer) BUsineSs excellence e

* Predictive Dialer (opcionalna komponenta call centra):

- Omogucuje automatsko zvanje liste klijenata i njihovo spajanje sa
trenutno slobodnim agentima

- Prepoznaje i filtrira (zauzeti signal, fax uredaj na liniji, glasovnu postu,
neaktivnu liniju, neodgovoreni poziv,

- Statisticki pregled utilizacije agenata sa i bez p.dialer:

- Rucno biranje —od 15-30/60min (minimalno 50% idle time)

- Automatsko biranje — iskoristivost do 57/60 min (5% idle time)
- Moze unaprijediti produktivnost call centra do 300%
- Omogucuje razlicite modele biranja i podesavanja

Manual Dialing Predictive Dialing

| B waney o can [l

Il Dl Numder Actst Tate Twne \'
B ooy tigan ! 3
B N0 Arseer

Answereg mechea /

B 2cts Tk Tone

15 Minutes Talk Time | 45 Minutes Dead Time 48 Minutes Talk Time | 12 Minutes Dead Time



: SR . Info Novitas
IN3CX — ostale bitne znacajke i integracijske komponente "= oo

e HD zvuk .
e [VR, Intercom HDVOIP
e Snimanje poziva o

e CDR, izvjeitaji |nf|n||:y

CRM, Sales & Project System

e Faks server (faks to e-mail (PDF format))

Integracija sa Outlookom i sa CRM sustavima

Outlook * Integracija omogucuje zvanje izravno iz Outlooka.
* Prikaz detalja pozivatelja ako se nalazi u Outlook bazi

CRM sustavi » Podrska za vode¢e CRM sustave
» API za integraciju sa ostalim CRM-ovima — Info Novitas Infinity CRM

(
® o
X ol - Bﬂlcrosoft CRM § SUGARCRM
namics
Infinity © 3’



Infinity platforma — Dashboard sa svim podsustavima

_ e 5 1 " _
= 00 mflnlty © Quick Create v 1 @ é’ A = (o] Miro Visic g —
Croatia Osiguranje d.d.
Dashboard
CONTACTS COMPANIES CAMPAIGNS
Contacts overview +5.2% Companies overview
. e ry
IARKE |G 2015 -
150
100 ‘
50
. N I
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

Leads [l Contacts Companies Average




Infinity platforma — Marketing i Call Centar pregled

<X infinity

@ Quick Create v
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Infinity platforma — Help Desk podrska i Loyalty

OO infinity © Quick Create ~

Specialistic team:

Contact:

Start typing to get a list of possible matches Source:

Product: Telephone:

Start typing to get a list of possible matches

E-mail:

Severity:
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Infinity platforma — Pregled e-mail poruka i Chat
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Infinity platforma — Administracija i precac panel
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