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Vuesion Overview

Vuesion Multimedia Contact Center & UC
Applications

Vuesion Multimedia Contact Center combines field-proven
contact center, unified voice messaging, call recording, and
computer-to-telephony integration into a tightly-integrated
communications suite that is delivered on a shared hardware
platform. Combine this with rapid deployment, ease of use,
proven reliability, unprecedented affordability, and Vuesion
Contact Center is the clear choice for enhancing customer service
and value for your growing business.




One Platform, Advanced Applications
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Presence / UC
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* On-demand Recording

Productivity Enhancing
* Dial from Contacts
* Database Routing
* Call Reporting
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Enhancing Customer Contacts
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environment where your customers are accelerating their interactions with your business, and in the
process, are demanding more effective and efficient lines of communications all in pursuit of a richer
customer service experience. And, by the way, with the proliferation of connectivity, your competitors are
only a phone call or web click away ¢ primed and waiting to erode your customer base.

Your response Invest in your communications network and powerful connectivity, including toll-free
numbers, in hopes of inviting customers to interact with your business. Now, the question becomes how do
you:

Efficiently capture every interaction?
Professionally handle the growing contact volume?
Deliver unsurpassed customer service?

Increase profitability?

Vuesion Contact Centeg an integrated communications suite consisting of robust, feature-rich applications
designed to meet the business and customer service needs of small and medium businesses. Vuesion Contact
Center delivers contact center, unified voice messaging, call recording, and computer-to-telephony
integration across your enterprise in a tightly-integrated, modular design so you can build the solution that
best fits your unique business.

Now, with Vuesion Contact Center application suite, small and medium businesses can experience real world
benefits ¢ enhanced customer service, improved productivity, and increased profitability ¢ through the
ability to communicate more efficiently and effectively with their customers.

Vuesion Contact Center is the competitive advantad S @2 dz OFyQid I FF2NR (G2 o685
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Enhancing Customer Service in Your Contact Centers
No matter if your contact center is formal or informal; Vuesion Contact Center efficiently captures every
incoming call, professionally handles call volumes, and manages your center to deliver unsurpassed service

levels ¢ a real competitive edge for your business.
Welcome. Connect.

With Vuesion Contact Center, you can
) ) - Contact Centers are Everywhere
dramatically increase the efficiency of
your contact centers by ensuring every
caller is welcomed into your business
and intelligently routed to the most
appropriate resource. Every call into ‘)‘f‘"‘ifﬂl_-“a-"wr(‘mcrnao
1stribution
your center is automatically routed to e r—

an appropriate queue based upon inancial/Banks/Credit Unions
(Government v

Dialed Number Identification Service P
(DNIS) or Automatic Number nsurance

Identification (ANTI) information. Manuficturing
Vuesion Contact Center also provides | [i oo
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routing options. Automated Attendant

functionality allows callers to enter
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third party database integration, callers can be intelligently routed based upon real-time, interactive queries

of an external database ¢ allowing your centers to personalize or prioritize call treatment for your most
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valued customers.
As calls enter a queue, Vuesion Contact Center allows you to assign a higher priority to specific callers based

upon their value to your business or simply stack them in the order they are received. Engineered to meet
sophisticated call handling needs, Vuesion Contact Center provides a collection of configurable commands to

ensure proper call treatment prior to distribution to appropriate agent resources.

Integrated announcements improve the quality of your interactions by providing callers with important

|
information ¢ position in queue, expected wait time, or business-oriented announcements such as
seasonal promotions.
B By expanding the pool of agent resources to internal and external locations, as well as voicemail,
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treatment and ensures your callers will be serviced.
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Skills Based Routing and Multimedia Delivery

Intelligent Routing Technology

Connecting callers to the most appropriate resources within your business is the goal of your contact centers.
To facilitate this, most contact center applications use simple routing methodologies to connect callers with
agent resources. While Vuesion Contact Center supports these methodologies, it also takes connection to the

next level with intelligent skills-based routing technology and
multimedia delivery including Email, FAX and voice. Now your
callers can automatically connect with agent resources most
skilled to meet their unique needs. And, with the ability for agent
resources to dynamically participate in multiple skill groups to
field calls from different customer types ¢ and, to ensure they do
not receive calls for which they are not qualified ¢ skills-based
routing drives a real competitive edge for your contact centers.

Personalized Interactions
To further increase agent productivity and personalize
interactions, Vuesion Contact Center provides optional screen
pop capabilities that deliver important information from third
party application databases at the same time calls are connected
or before they are answered.

Callback Capabilities

Highlights

DNIS/DID routing
ANI/CLID routing
Skillsbased routing
Email & FAX Queuing
Automated Attendant
Overflow
Announcements
+ Position in Queue
¥ Average Hold Time
announcement
Priority Queuing
CallBack
Screen Pop

Vuesion Contact Center also offers optional callback functionality that further elevates your customer service
levels. While in a queue, callers are presented with an option to leave a callback number and exit the queue
without losing their position in the queue. As soon as an agent becomes available, the callback information in

distributed and a callback is automatically initiated.
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Call Reporting and Management

To make certain your contact centers are effectively and efficiently responding to the needs of your
customers, your agents and supervisors need powerful management and information tools. Vuesion Contact
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of functionality to ensure your service centers are operating at their peak.
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code that classifies the type of call handled. Calls can be categorized at anytime during the call. Supervisors

can gain valuable insight into the number of call types that are coming into the center and take appropriate

action. And when your agents need immediate assistance or expertise, Vuesion Contact Center delivers with

direct access to supervisors or other agents via integrated, real-time chat functionality.

Observe
Vuesion Contact Center includes a variety of integrated
tools that gives you real-time access to the wealth of

information that is occurring every second in your
O2y il Ot OSYUuUSNE® 2 A0K -ta-dzSaai 2
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Highlights

Account Codes
Call Recorder (optional module)
Agent Help via integrated LAN chat

session use, graphical interface, supervisors, agents, and even
Silent Monitor executives can access real-time call information from
PC Wdboards their PC connected anywhere on the LAN. On-screen, PC

Alerts on thresholds

LANbased, Reatime Monitoring
LANbased, Historical Reporting

Data export (PDF, Microsoft Excel, and
HTML)

wallboards enable supervisors and agents to monitor
important call statistics ¢ number of calls in queue,
average wait-times, and abandoned calls ¢ and take
immediate action to handle call flows. To enhance
service

levels even further, supervisors can take
advantage of several powerful tools built-in to Vuesion
Contact Center:

e Configurable, color-coded alerts that signal when important thresholds have been exceeded.

Networking to connect multiple centers
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long in a queue.
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performance.
Train
Training agents in your contact centers just got easier with Vuesion Call Recorder application module. This
optional module provides supervisors with the flexibility to schedule call recordings by agent, group, queue,

time of day, day of week, or any combination. All recordings are stored as .WAV files that can be flagged,
annotated, and even emailed across the enterprise.
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Report

With a comprehensive suite of historical management reports, Vuesion Contact Center provides your
supervisors with access from anywhere on the LAN to every performance aspect of your center ¢ agents,
groups, trunks, stations, abandon calls, and more. Your supervisors can maximize their productivity by
specifying unique time parameters (e.g. hourly, daily, weekly, or monthly) for report creation, printing
reports to local or LAN printers, and exporting reports in a wide variety of formats (e.g. PDF, Microsoft Excel)
for enhanced manipulation and communication.

Grow

And when your contact centers begin to span geographies> + dzSaA 2y [/ 2y Gl OG / Sy SNID3
support your growing needs. Whether your business growth is dictating a need for consolidated reporting

and administration or load balancing of calls across multiple centers, this optional module provides your

business with the flexibility and scalability needed to quickly configure and connect several remote centers,

as well as teleworkers.
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and integrated reporting functionality, your contact centers can more efficiently respond to your growing

volume of calls, effectively decrease hold times, and significantly reduce abandoned calls resulting, most
importantly, in improved customer service C real competitive advantage for your business.
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Customer Perspective

Executive
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performance is a reflection of
the service you provide to

your customers, partners, and
suppliers, can you afford to
take your voice
communications and

customer service systems for
granted?

Your voice communications
network and customer service
centers provide the primary
interface to your customers,
partners, and suppliers. You
want to be confident that
your communications
solutions provider has the
experience and vision to
service your dynamic needs
now, and in the future.

Vuesion is an advanced,
robust Multimedia Contact
Center and UC Applications
with 10+ years of successful
deployment and long-
standing success as a leading
brand. Focused on superior
customer service and reliable
communications solutions,
Vuesion delivers best-in-class
reliable small and mid-sized
enterprise communications
solutions.

Information Technology

Customer Perspective

Customer Service

How can you simplify your
systems integration headaches
and still make sure your
O2YLJI yeQa
needs are being met? Atan
affordable cost to acquire and
maintain.

Just connecting disparate
systems together can be a
nightmare, let alone having to
implement, train users, and
maintain the separate
applications. You need a field-
proven, integrated solution that
satisfies your customer service
needs today, and provides a
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technology advances.

Vuesion Contact Center takes the
guesswork out of your customer
service needs by combining
contact center, voice messaging,
unified messaging, call recording,
and computer-to-telephony
integration into a single, tightly-
integrated, modular design. And,
by utilizing a common hardware
platform, you gain the benefit of
economies that drive a healthy
return on investment. With
Vuesion Contact Center
addressing your customer service
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concentrate on that other pile of
IT projects.

Odza i 2

Where can you find an
integrated solution that is
flexible, scalable, easy-to-use,
and loaded with the features
you need to drive superior
customer service?

To each customer, their
interaction with you is the most
important one. They have little
regard for the volume of calls
you are receiving, how
understaffed you center is, or
what voice communications
system you are using. They just
want the best customer service
experience.

Vuesion Contact Center offers a
suite of sophisticated features ¢
typically reserved for larger
enterprises ¢ that are easy to
learn and use, and provides
businesses with the flexibility
and scalability to outfit you
center now and in the future.
Automated announcements
welcome callers into your
business while skills-based
routing ensures your customers
get to a resource best-suited to
service their unique needs. With
a powerful set of tools to enable
your agents and supervisors to
continually monitor and adjust,
you can be confident that your
contact centers are equipped to
deliver superior service.
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Enhancing Customer Service across Your Enterprise

Enhancing Customer Service across Your Enterprise

Your need to provide superior customer service is not confined to just your contact centers. Every associate in
your business needs to continually deliver superior customer service no matter where they are located. Vuesion

[ 2y G O
your enterprise.

| Sy (i SaNddsextedddzichiubifie@vBice méstadingand powerful CTI functionality across

VuesionUnified Voice Messaginmodule delivers advanced capabilities the enables callers to stay in close

touch with your business. And, with configurati2 Yy a
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simplified management and centralized reporting. Callers can leave detailed messages, mark them as urgent or
private, or transfer to designated extensions, and as new messages arrive, you can customize the system to send

a notification call or page ¢a 2
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into a single application (e.g., Microsoft Outlook, Lotus Notes) on your PC, you now have complete access to all

your messages, even from remote locations and the road. Vuesion/ 2 y i I O
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increases your productivity by allowing you to listen, save, and even forward voice messages right alongside

your emails.

VuesionSmart Consolenodule unleashes the power of your voice communications system by providing your
associates with intuitive, point-and-click access to all of the most powerful features your phone system has to

D

Communication Platform

@

Vuesion

Voice resources (SLT / SIP)

Ethernet / Avaya Devlink

@

LAN / WAN / VPN

lg IP Remote agent

N A

Agent workstation

=45 i
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Supervisor workstation Attendant workstation

offer. Transfer
callers to voicemail
or other associates,
connect conference
call participants,
speed dial your
most frequent
numbers, and even
configure follow
me/forward
functionality to
ensure important
calls are never
missed all with the
click of a mouse
from a familiar
Windows interface
¢ no more buttons
to push or feature
codes to
remember. With
flexibility to
customize views by
workgroup,

department, or location, Vuesion Smart Console enhances productivity by providing real-time visual status and

historical reporting of enterprise-wide phone activity. And, because the safety of your associates is priority one,
you can configure Vuesion Smart Console to provide a continual alert whenever emergency numbers are dialed
from any extension, local or remote.
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Feature Highlights and Benefits

Feature Benefits
Vuesion Contact Center
B Advanced Routing [ | Intelligently route callers to specialized groups of agents best-suited to meet their unique needs.
Skills-based Route based upon skill groups, DNIS, ANI, or Smart Routing that uses real-time interactive queries
Smart Routing from external databases.
(option)
ANI/DNIS

[ | Priority Queuing [ | Assign priority to certain callers to ensure your service levels are met.

B Automated Attendant B Allow callers to self-direct their call to queues.

M Announcements M Let callers know their position and expected hold time in queue while delivering targeted, pre-

Position in Queue recorded content.
Average Hold Time

M calBack (option) B Let callers leave a callback number and exit the gueue without losing their position. Trigger a
callback as soon as a qualified agent becomes available.

H cal Tags M Gain insight into call types by allowing agents to categorize each call.

M screen Pop (option) M Deliver important information from third party application databases at the same time calls are
connected.

M overflow B Ensure calls are serviced by increasing the pool of agents to internal and external locations.

H Alerts B Receive color-coded alerts that signal when important thresholds have been exceeded.

B silent Monitor B Provide agent help and evaluate agent performance in real-time.

B Real-time Statistics B Get access to real-time, call statistics from any LAN-based PC.

[ | Networking (option) M Load balance calls across multiple centers with the look ahead networking feature. When all
agents are busy in one center, VVuesion looks ahead on other centers to find an available agent for
rapid handling and hold time reduction.

M Multimedia (option) B Queue voice, Emails and FAX to the contact center with blending of all media

M web Chat (option) B start a Web Chat session from your website when your customer requests it.

Vuesion Repoihg

M standard Reports Suite B Point-and-click access to SMDR data, including station, trunk, and call accounting reports.

M contact Center Reports M Review the performance of your center with a comprehensive suite of historical reports, including

Suite agent profile, abandon calls, account codes, group profile, and many more.

W Print M Printon any LAN or local printer.

M Dpata Export [ | Export in many standard formats (e.g., Microsoft Excel, PDF, and HTML).

Vuesion Call Recorder

M Recordings B Record calls and store as WAV files for playback on any PC.

M scheduler M schedule call recordings by agent, group, queue, time of day, day of week, or any combination.
Also, schedule based upon ANI/DNIS or dial number patterns (e.g., 911)

[ | Monitoring [ | At-a-gl ance views and dAfl aggi nyisorstofprowdaimiediate c o r d
attention.

Vuesion Unified Messagin

M unified Mailbox B combine email and voicemail messages into one, unified application. Access messages from
anywhere you have secure connectivity to your business network.

M Auto Forward B Forward all messages to another mailbox automatically.

.MessageMarking M Allow callers to fimarkbod messages as fAUrgento

[ | Message Waiting Indicator [ | Flashing indicator tells you when messages have been received.

B Notifications B customize the system to send a notification call or page when messages are received.

B Trusted Numbers [ | Upon matching the caller ID of your mobile phone, users access their voicemail directly.

Vuesion UC

M call control M pPoint-and-click, Windows-based access to phone system features and functionality.

.Mobility .Configure Aifoll ow me/forwardo functionality t

[ | Monitoring B Real-time status of phone activity across your enterprise.

M Presence WAt a g !l an c e,/ ous en¢he phbne,nsa meeting, and other presence states.
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