
multi-media integration
- voice
- short text messaging
(SMS)
- www forms
- email
- chat

parts booking

incident management

workforce scheduler

appointment
maker (scheduler)

project reporting (cost)
- impulses
- labor (operators)
- labor (fulfillment and support)
- labor (field service)
- transport (field service)
- parts
- subcontractors
- expenses up-to-date

project reporting
(quality)

mass broadcast
(automated
mailing, short
text messages)
in case of mass
disasters

service level management

HR management

agent evaluator
(quality control)

database manager (cleansing, de-duplicating,
importing/exporting)

interactive script maker

knowledge base

skills router

ACD, IVR, CTI. dialers
call management

Integrated Contact Center Application (ICCA): basic functionalities
(working version)
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client contract
condutions
(SLA)

invoice
management

inventory/warehouse
management

financial analysis

route (transportation)
planner

client contract conditions
(escalation principles)

HR: employee
evaluation

e.g. diagnostic
algorithms, incident
management,
escalation rules

for external and
internal use

automated info exchange (push/pull)
multi-media integration
integration with company management system
analytics for planning improvement

glossary
keywords and powerful full-text
search
completely customizable interface;
control panel and highly
configurable options (up to turning
off through the control panel.
(a full template and style system)
automated reply system (when the
customer uses the integrated email
contact form, program will
automatically perform a search on
the knowledge base in attempt to
find content relevant to the
customers' inquiries, before any
email is sent to the operator. This
allows customers to help
themselves instantly and can
dramatically reduce common email
inquiries.
WYSIWYG article editor (allowing
to quickly add HTML markup to
your articles.
unlimited users with access to all
functions), as well as writers (can
write/edit own articles and
categories), and moderators (can
approve, unapprove, and edit
submitted comments).

HR
• applicant tracking.
• requisitions.
• benefits administration
• job information
• government reporting.
• health and safety.

recording and routing
all incoming calls
incidents that cannot
be solved
immediately are
escalated to Second
Line support
reported Incidents are
scheduled, with
priority assigned.
standard solutions for
common Incidents,
which enables direct
knowledge-transfer
between support staff

HR
time & labor
wages & saleries
(compensation)
payroll processing
employee evaluation


