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About Voiclnt

Voiclnt was founded in 2004, Headquarters in Cologne, R&D in Dortmund

Value Proposition

A

Making the complex simple, VoicInt is expert in Intra-Day
Management and Contact Center Productivity, enabling contact
centers to manage and support customer interactions more effectively

GAdvance Productivity Suite tailored to Genesys CIM
environment and supports other leading vendors

Strong consultancy practice for customized implementation
services, supporting partners and customers

Proven track record for mid-sized and large contact centers with
over 30.000 seats across +40 sites

Indirect sales model, cooperating with leading VARS, Sls

and hosted CRM providers
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Technology Drives Call Center Productivity

Plain Telephony ACD Skill -Based Routing Multi Chanel

: . CTI { Outbound { Back -Office

i Dialers | Email i BPR

: { WFM i Qual. Monitoring
{ IVR
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3 Elements for Intra-Day Management

A Real-Time Information
I Presentation of statistics, business values in real time
I Supervision of KPIs
I Aggregated values from multiple sources in one view: ACD, CRM, WFM etc.

A Ability to Control

I Tools for business users to control call flows and volumes indepndent of IT support

I Easy to use for workforce managers, supervisors and team leaders
I Non invasive = no impact on complex call center processes

A Agent Productivity and fASelf Control o

i Enabl e agents for fAself control o by
status, group status and caller information

I Easy to use tools for quicker handling of customer interactions
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GAdvance Productivity Suite

4 GAdvance Enterprise Insight )

y » Tailored, personalized real-time
L e _ information delivered to each
~~—user, Real-Time control of KPIs

360° Total
Operations Resource
Insight Management

Simplifies the agent workspace.
Increases productivity, customer
experience and agent comfort.

GAdvance Control Center

" ) Intra-day management console
. for team-leaders and supervisors.

Efficient management of agents

GAdvance Foundation Services

N . Centralized management and
repository, single point of

administration, reduced TCO

I\"; / SR— ]
Superior Workspace

Performance
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GAdvance Productivity Suite - Architecture

- Third Party

Data Sources

Genesys

Configuration Server

>
GENESYS

Genesys
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- Voiclnt
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System Repository Server
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Server

CTI Connect
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Enterprise Insight
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GAdvance Enterprise Insight

a Interaction & Business Dashboard )

A True real-time information as basis for intra-day
management decisions

A Tailored, personalized real-time statistics and
data delivered to each user

A Efficient supervision of KPIs and service levels

A Presentation of data from multiple sources in
one screen: Genesys, Aspect, CTI, ODBC,
WFM, CRM etc.

A Simultaneous presentation of real-time, near-
time, historical and calculated data

A Ergonomic visualization through graphics

A Provides decision makers with timely and
accurate 360° business insight

A Allows to distribute dashboard to external
customers (fioutsourcer

A Easily dashboard designs for customized views
(Cl/ICD)
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GAdvance Enterprise Insight

a Interaction & Business Dashboard )

A Unparalleled scalability, support of mid-sized
single site and large multi site contact centers

A Pure Web-based solution

A Low network footprint through modern AJaX
programming

A Integrated permissions, roles and access rights
framework

___| A Agentinformation to better respond to
specific situations
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GAdvance Control Center

4 Features N

A Intra-day management console R

A Quick re-skilling of agent/group skills, change of
group allocation etc.

A Flexible scheduling + templates for recurring
changes

A Seamless integration into Genesys CME
A Sophisticated reporting and export to Excel
——1 A Time-stamped user based activity log —

~ Business Benefits ) e

A Empowers supervisors and operational staff ——
without impacting complex call center e - ‘
processes o =

A Turns repetitive tasks into single-click activities
A Lowers cost of operation

A Shortens mission critical reaction times

A Scheduling ensures timely responsiveness
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GAdvance Agent Desktop

A Easy to use agent front end, highly ergonomic

A Comprehensive caller information at a glance

A Group and queue information incl. wait-, talk-
and hold times etc. enabling agents to respond
to group status

A Standard telephony features like reason codes,
1 after call work, support of DTMF tones etc.

A Comfortable multi-line handling with consulting,
conferencing, single- and two-step transfers

A Full E-Mail functionality incl. reply management,
address editing, work bin etc.

A Freely configurable real-time statistics

A Intelligent transfers

A Service configuration per DNIS

A Easy customization for client requirements
A Zero foot print deployment
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