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Voice and data convergence/UC-ready Technology

Enhanced flexibility /SIP Standard
Significantly reducing call centre operational costs

New technologies to provide hosted clouding
contact centers

Easy to be Integrated with Al Service

Support virtual centre, including remote sites and
home-based agents



Fax/Email
Web/Voice Msg

Web Text Chat Ezvoicetek iPad, Android Pad

IP Contact ﬂ

Center SIP/RTp SIP Hard Phone

Voice Call

Web Call

SIP Softphone

Web@RTC

EzVbice .—.. WebRTC Webphone

www.ezvoicetek.com

Video Call
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2018 Top 10 Unified Communications Solution Providers

2017 Top 25 Unified Communications Solution Providers
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IP Contact Center

SIP Soft phone Outbound Dialer For
SIP Hard phone EZODS-8500 Campaign Manager

WebRTC ph i
e phone Outbound Dialer

TCP/Websocket EZACD-8000 EZWebPhoner- Agent WebPhone
Call Queuing 8200 Webrtc Customer Click to Call
ACD/Recording Phone

CTI Agent Desktop
Web/AP based

Call Quality Monitor
SIP Attack Detection
Troubleshooting

Self-Service
CTI Data Collection
Call Back
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EZPBX-2000 ENTERPRISE IP-PBX

32 Parties
Conference /
64 Parties
Broadcasting

Flexible Routing
Telephony feature
DID/DOD
SIP Trunk

Auto Attendant
Voice Mail

EZPBX-2000
IPV4/V6 Dual SIP
Multi-Office

Voice Logging
Smart Calling
(optional)

Hitless HA
Redundant

Web GUI
Reporting
SOAP Interface
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Run IPv4 and IPv6 SIP Calls Simultaneously

High Performance/Reliabilities

Hitless HA Redundant

SIP UDP, TCP, TLS Seamless Connection

Automatic Audio/Video NAT Traversal

Working as SIP Trunk and SIP Router

Powerful Digit Manipulation and Call Routing Plan
Prosperous Telephony Features for Time to Market
Multi-language Web GUI/On Line Pop-up Help

SIP Attack Detection and Prevention



Ez\/o;ce tek
www.ezvoicetek.com

©)

@

@

@

@

©)

©)

©)

©)

Support Multi-office/Multi-Language

Auto Attendant Service/AA Call Flow Editor
Voice Mail Service/SIP MWI/VMS to Email
Up-to 32 Parties Conference Room

Up-to 64 Parties Broadcasting Service

Auto CPE Provisioning

Support G.711, G.729A, GSM and G.722
Divisional Billing/Call Detail List

Running and Optimized under 64 bits Linux



Max Concurrent Extension: 2,000

Max Concurrent Call: 1,000

Max NAT/RTP Resource: 1,000
Max Universal Resource: 256
Max Voice Logging Resource: 512
Max BHCC: 200,000

Support Hitless HA Redundant



MYSQL

Ez\/o;ce tek
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EZPBX MYSQL Replication MYSQL EZPBX
2000 Database 2000
Database AP < File System Replication > AP

Status
Sync

Status
Sync

SIP Status Sync

< VIP Heartbeat/Failover >

Hitless HA:

v Connected call will be kept and continue to talk with 2 to 3 seconds silence.
v Voice recording will be separate into 2 records (before and after failover)

v" Unconnected call will be dropped

v" Calls to AA/VMS will become silence



SIP Soft phone

SIP Hard phone

TCP/websocket

EZACD-8000
Call Queuing
ACD/Recording

CTI Agent Desktop
Web/AP Based

Self-Service
CTI Data Collection
Call Back Service

EZODS-8500
Outbound Dialer

EZWebPhoner-
8200 Webrtc

Auto Attendant
Voice Mail
Conference

Outbound Dialer For
Campaign Manager

Agent WebPhone
Customer Click to Call

Call Quality Monitor
SIP Attack Detection
Troubleshooting
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Run IPv4 and IPv6 SIP Calls Simultaneously

High Performance/Reliabilities

Hitless HA Redundant

SIP UDP, TCP, TLS Seamless Connection

Automatic Audio/Video NAT Traversal

Work as SIP Trunk and SIP Router

Flexible yet Powerful Digit Processing and Call Routing Plan
Prosperous Telephony Features for Time to Market

Multi-language Web Management /On Line Manual and Pop-up Help
SIP Attack Detection and Prevention

Auto CEP Provisioning

Running under Off-the-Shelf Server and 64 bits Linux
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Max Concurrent User: 30,000

Max Concurrent Call: 5,000

Max NAT/RTP Resource: 2,000
Max Voice Logging Resource: 512
Max BHCC: 270,000

Support Hitless HA Redundant



EZSIP 2z

MYSQL Replication 5010]0)
6000
AP < > AP

Status SIP Status Sync Status

Sync Sync

< VIP Heartbeat/Failover ;

Hitless HA:

v Connected call will be kept and continue to talk with 2 to 3 seconds silence.
v Voice recording will be separate into 2 records (before and after failover)

v" Unconnected call will be dropped



Auto Attendant
Voice Mail

Conference

SIP
SIP Soft phone

SIP Hard phone

Outbound Dialer For

Campaign Manager
EZODS-8500

Outbound Dialer

TCP/Websocket

Agent WebPhone
Customer Click to Call

EZACD-8000
Call Queuing
ACD/Recording

EZWebPhoner-
8200 Webrtc

CTI Agent Desktop
Web/AP Based

Self-Service
CTI Data Collection
Call Back Service

Call Quality Monitor
SIP Attack Detection
Troubleshooting
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Support IPv4 and IPv6 SIP Calls Simultaneously

Support Multi-Company & Multi-Language
Auto Attendant Service/AA Call Flow Editor
Voice Mail Service/MWI/Email Notice
Music On Hold/Service Prompt Service

32 Parties Conference Room

64 Parties Broadcasting Service

Support G.711, GSM, G.722, G.729A
Support VMS Load Balancing Cluster

Auto Provisioning EZSIP-6000

Running under Off-the-Shelf Server and 64 bits Linux



Auto Attendant
Voice Mail

Conference

SIP
SIP Soft phone

SIP Hard phone

Outbound Dialer For

Campaign Manager
EZODS-8500

Outbound Dialer

TCP/Websocket

Agent WebPhone
Customer Click to Call

EZACD-8000
Call Queuing
ACD/Recording

EZWebPhoner-
8200 Webrtc

CTI Agent Desktop
Web/AP Based

Self-Service
CTI Data Collection
Call Back Service

Call Quality Monitor
SIP Attack Detection
Troubleshooting
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SIP RFC 3261/2543
Support G.711, G.729A' G.722 and GSM Codec

Drag and Drop Call Flow Editor and Debugger

Rich Built-in Components

Hitless Call Flow/Voice Prompt Update

Flexible C/Linux Script/HTTP/HTTPS Hook/Play List Hook
Prompt/Script File Management

Dedicate ACD Integration Components

Support MRCPv2 TTS/ASR
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Auto Attendant
Voice Mail

Conference

SIP
SIP Soft phone

SIP Hard phone

Outbound Dialer For

Campaign Manager
EZODS-8500

Outbound Dialer

TCP/Websocket

Agent WebPhone
Customer Click to Call

EZACD-8000
Call Queuing
ACD/Recording

EZWebPhoner-
8200 Webrtc

CTI Agent Desktop
Web/AP Based

Self-Service
CTI Data Collection
Call Back Service

Call Quality Monitor
SIP Attack Detection
Troubleshooting
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EZACD-8000 ADT Built-in Agent Softphone

WebRTC Vidoe/Audio to SIP Conversion
DTLS/SRTP Encryption/RTP Conversion

SIP RFC 3261/NAT Traversal

Websocket APl and Sample Code

Built-in Ready to Run integrated Softphone
Multi-Language Web Interface

Support Transcode and 3-way Conference

Support Click to Call



Phone Book X

o 20006 Settings v @ —
& Alex 20009
& Jim 20008
@ Friend Group 1
=5 &% & Jm 20008
( {o 0\ ) & Samuel1 20007
. i & Imw 20002
@)
.
DEE
EH@®)
S

b

)
—]

()

LICK
0 CALL

@ Web Call — Mozilla Fir... = O

O O & & htipsi//ezdemo.ez 1y

EZ‘G;Cetek

www.ezvoicetek.com
Cedric Card Service for Test 123

Talk




Auto Attendant
Voice Mail

Conference

SIP
SIP Soft phone

SIP Hard phone

Outbound Dialer For

Campaign Manager
EZODS-8500

Outbound Dialer

TCP/Websocket

Agent WebPhone
Customer Click to Call

EZACD-8000
Call Queuing
ACD/Recording

EZWebPhoner-
8200 Webrtc

CTI Agent Desktop
Web/AP Based

Self-Service
CTI Data Collection
Call Back Service

Call Quality Monitor
SIP Attack Detection
Troubleshooting
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Speed-up Troubleshooting and Problem Solving

Voice Quality, SIP Attack, and Failure Detection and

Notification

Voice Logging Backup

Make Less Customer Compliance

ITU-T G.107 E Model R/MOS Value
Support Dual IPV4/IPV6 SIP Calls/Register
Provides Audio/Video/Fax Packet Capture
Audio Playback and Packet Analysis

Provides Call Quality Performance/Detail Reports



Caller MOS Called MOS

5.00 3.00
4,50 4,50 4.50

Fixed 30 ms Jitter Fixed 200 ms Jitter Adaptive S00 ms Jitter Fixed S0 ms Jitter Fixed 200 ms Jitter Adaptive 300 ms Jitter
Fixed 50 ms Jitter : 45| Fixed 200 ms Jitter : 4.5 | Fixed 50 ms Jitter: 4.5 Fixed 200 ms Jitter : 45
Adaptive 500 ms Jitter : 422 Adaptive 500 ms Jitter : 45

Ez\/o;ce tek

www.ezvoicetek.com



Auto Attendant
Voice Mail

Conference

SIP
SIP Soft phone

SIP Hard phone

Outbound Dialer For

Campaign Manager
EZODS-8500

Outbound Dialer

TCP/Websocket

Agent WebPhone
Customer Click to Call

EZACD-8000
Call Queuing
ACD/Recording

EZWebPhoner-
8200 Webrtc

CTI Agent Desktop
Web/AP Based

Self-Service
CTI Data Collection
Call Back Service

Call Quality Monitor
SIP Attack Detection
Troubleshooting
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Cloud and Enterprise Contact Center

Support Inbound and Outbound Contact Center
Multi-tenant , Multi-language, Multi-Media Contact Channels

Support Built-in Linux, Mac, Windows or Pad (Android, iPad) CTI
Agent Desktop

Provides Websocket Agent Desktop SDK with Source
Easy Integrate with CRM by using Web Service URL
Support Hitless HA Redundant (Active/Standby)
Max Agent Support: 512

Max Skill Set per Center: 500

Max Recording Resource Support: 512
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Multi-Tenant Virtual or Private Contact Center
Support SIP Soft-Phone/WebRTC Phone/Hard-Phone
Support Multiple ACD DN/DN Group, Agent Group with Priority

Intelligent Service Level/Queued Call Based Routing
Call Queuing with Programmable Action Flow
Support VIP Agent Assign/Priority Barge-in

Support Black List Handling

Support Center Based Skill Routing

Free Seating and URL based Screen Popup

Provides Voice Recording/Recording on Demand
Support Virtual Queuing and Call Back

Support Screen Recording (1080P/720P) and Viewer
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Support Campaign Manager and Outbound Dialer

Support Transfer, Coach, Monitor, Whisper, Conference
Provide Call Detail Log and Agent State Log

Provide DN/DN Group and Agent Group Wallboard
Provide KPI Analysis and Performance Reports/Charts
Support Multi-Center Backup and Restore

Ready to Run Agent Desktop

Support Phone login Agent

Support Easy Web Contact

Support Multi-Media Service

Support Azure Al Transcription/Sentiment/Summaries
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IPV4/IPV6 Dual Support

Running SIP Standard Signaling
Audio/Video RTP/RTCP Streaming
WebRTC Audio/Video

Websocket Text Chat
SMTP/POP3/IMAP Email Protocol
SSL/TLS/AES Encryption

Standard HTML 5 Technologies



MYSQL

Ez\/o;ce tek
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MYSQL Replication
EZACD 20l Replicatio MYSQL EZACD
8000 8000
Database FS Replication (optional) Database AP
AP < >

SIP/RTP
Sync

SIP/RTP

SIP Status/ RTP Sync
Sync

< VIP Heartbeat/Failover >

Hitless HA:

v Connected call will be kept and continue to talk with 2 to 3 seconds silence.
v" ACD voice recording will be synced with a few seconds lose.

v Unconnected ACD call will be routed to queue for re-dispatch.



DB Replication for
Report/Setting Sync

\\
Disaster Recovered Regular Service

** Shorter Time to Live of DNS Record can Speed up the DNS Switching Time

Ez\/o?ce tek
www.ezvoicetek.com
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Support Center Manager, Supervisor, Agent, Wallboard User

Call History, KPI, Performance Report & Diagnostic

Call Queuing Action Flow

Access Control List for Manager, Supervisor and Agent
VIP/Black List Management

Max Agent/Agent Group/Login Count Control

IVR Call Flow/Channels/Information Management
Programmable Skill (upto-500), Agent State, Wrap-up Code
Server Document, FAQ, Script and Emoji Management
Customized Center Phone Book, Logo and State Icon
Center Wide Voice Logging Options/Floor Plan for Agent Wallboard
Automatically Company-wide Backup and Restore
Campaign Management and Call Back

Center Alert Report and Send to Email or HTTP HOOK



Support First Contact Resolution

Simple Wrap-up Code

XML Based Wrap-up Code

©® Multiple Level and Tree Style
©® Based on XML

® Associate to Call Result for Call
Back/Campaign

Support DN Based Simple or XML
Wrapup Code

Wrapup Code (XML)

Center ID: ezvoicetek

¥ Wrapup Code
B BRRE
D EEE



(ACD Calls — (Over Customer Waiting Threshold Calls
+ Abandoned Calls

Optional + Overflowed Calls
+ Reassigned Calls )

ACD Calls

Center Based Formula
Optional Impact to Service Level

Programing Customer Waiting Thtreshold




Company A Center 1 Company B Center 2

Center Contact Center Contact
Manager Center 1 Manager Center 2

Agent Agent Agent Agent
Group 1 Group 2 Group 1 Group 2

Virtual Contact Center




SYSTEM R REPORT DIAGNOSTIC ADMINISTRATION COMMIT HELP Role : Administrator

Contact Center

26629086 5 30

. Ezvoicetek Ezvoicetek

Page 1 Total Record: 1

SYSTEM CENTER REPORT DIAGNOSTIC INISTRATION COMMIT HELP

SYSTEM CENTER REF DIAGNOSTIC ADMINISTRATION COMMIT Role : Administrator 3 Login ID : admin
» Call Service Log Call Service Log
Agent Status
o &  Search Condition
. Performance
Center 1D : All -
Product Name : ezacdB000 P Hlei s = =
. Sysem Alert i
Licensed Feature : Max Agents: 100 Max Voice Logging: 100  Web Provisioning CustomerID:
Expired Date : Never Expired StirtTome: N
Stop Time : ~
Center Created : 1 T o =
Agent Group Created: 4 ACDDN:
ACD DN Created : 3 Caller Type: Al z
Ext. Number :
Queue Created : 3
Delay Before Answer :
Agent Created : 4 + Apsly
Voice Logging Enabled : 4




CENTER PORT DIAGNOSTIC COMMIT

 Call Service Log Call Service Log
. P’ Sunslos - Search Condition
:w AgentID: Al 7
Customer ID :
Sysem Alert
* Start Time : =
Stop Time : ~
Call Type : Al -
ACDDN:
Caller Type:: Al -
Ext. Number :
Delay Before A :
o R Channel ID m Startup Call Flow Update Seq 1D Current Call Flow Calling mm Call 1D Call Type
Running Loading_inc Loading_inc Incoming
-2 Stopped Loading_out 2 Loading_out 12345 01234 Outgoing
&3 Stopped ACD test 27 ACD test 9 Incoming
=4 Stopped Samuel Test 142 *880 Incoming
[~ Stopped ACD test 28 g Incoming
=6 Mone
(= Mone
(= MNone
= 12 Mone
= 13 Mone
1 Agent Status Agent Status @14 None
 Gall Status
RS © s Nene
agpl 2001
= 16 Mone
= 17 Mone
= 13 MNone
Page 1 Total Record: L
Refresh Interval : 3 seconds




REPORT DIAGNOSTIC COMMIT

Modify Agent Group
Status : Active
Group ID: agpl
CenterID : Ezvoicetek - Ezvoicetek
Name : BE+1
Max Agents : 10
Auto Answer : @ o © ves ’7 Seconds
Default State after Login : Not Ready -
Default State after Call Disconnected : ACW -
Nitoce Email :
Notice Email Subject : L
AGENT REPORT
1 Agent Status Agent Status AgntD - AL v
| Call Status =
Startup URL: hitps://www.google.com/sesrch?as_g=5_AGENT_PWD — e e
Skill ID 1 ¥ | Insert Variable
Description :
IAGNOSTIC COMM Page Total Record: 0
Refresh Interval : 3 seconds
, Call Service Log Call Service Log
G — Search Condition
, Performance
, Wallboard AgentID : All R
Customer ID :
Start Time : -~
Stop Time : iy
Call Type : All -
ACDDN:
Caller Type : All -
Ext. Number :
Delay Before Answer :




DIAGNOSTIC
i Call Service Log

.~ Agent Status Log
\» Performance

REPORT LC

\» Agent Status

Ez\/o;ce tek

www.ezvoicetek.com

tact Center :

Call Service Log

— Search Condition

Customer ID :

Start Time : ™

Stop Time : s

Call Type : All -
ACDDN:

Contact Center cetelc » Role : Agent Login ID : 20011

Agent Status Ehetili &

L L L e T

REPORT DIAGNOSTIC

Contact Center : tek 3 Role: Agent
Modify Agent
Status: Active
AgentID: 20010
Center ID: Ezvoicetek - Ezvoicetek
Agent Group ID : MNone -
Password :

Confirm Password :

Page Name: Samuel
Device Type : Notify to Answer
Email :
Web Language : English -
Description :
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Allow to Manage IVR from Contact Center Ul

Full Access or View Only Access Right
Call Flow Edit/Monitor

Channel Manager/Monitor
Information Group Management
User Behavior Analysis Report
Prompt File Manager

Call History CDR Report/Key Path Diagram



Channel Manager

[Channel D ~|| | & searcn |

Channel ID m “Startup Call Flow | UpdateSeqlID | Current Call Flow mm CallID | Call Type

@2
@3
@4
@5
@6
@7
@8
@9
@10
@n
12
@ 13
@ 14
@15

Funning
Mone
Running
Maone
Funning
Mone
Maone
Running
Funning
Mone
Mone
Mone
Mone
Maone

Mone

Loading_inc

ACD test

ACD test

test

CallbackReq

28

28

ik

Loading_inc

ACD test

ACD test

test

CallbackReq

Inceming
0 Incoming
g Inceming
=g Incoming
Outgoing

Page 1|2 €

Total Record: 28
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CTI Attached Data/ Multiple Skill

Call Back Integration

ACD Status/VIP/Black List Query

Satisfaction Survey and CDR Integration
Customer IVR Navigation Path by URL (ADT)

IVR Assigned a Dedicate Agent with Fail Back DN
IVR Authentication

Voice Message Integration



IVR Authentication

System

1. Customer Talking
Customer 3. Transfer to IVR

with CTI Data

4. IVR Authentication Process
5. IVR mute Agent for Security
6. Update CTI Data for Result

2. Please input your
password in IVR for
authentication

7. Update CTI Data and
Knows Result



Agent Added Personal Call Back

DN based Call Back

®  Virtual Queuing Call Back
® Time Reserved Call Back

® Agent Added DN Call Back

DN based Missed Call Auto Call Back



Used After Talk to Agent
® Reserved by Agent with Time
® ACD will Notice Agent for a Call Back Event

®  Click or Ready to Call



7. Talk to Agent

1. Customer Talk to Agent

'4 ——

Customer 4.3:00 PM, ACD send
Notice to Agent for

Call Back
ACD
2. 1 will call back you Routing
tomorrow 3PM to &

3:30P M :
Queuing

A

Agent

Ez\/o?ce tek
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Easy to setup to Run

Support to Wait in Queue through Call Back

Support Answering Machine Detection Based on Energy
Level

Queue Position is Unchanged

Predict Dialing to Customer when his turn

Support Use Caller ID or Input Specified Call Back Number
Support Virtual Queuing through Websocket API

® Web Service

©® Mobile APP



Ca” Ca”
initiated

initiated

"Hi this is john. I'm
not here right now..."

call connected answering machine call connected  human detected




10. Talk to
Agent with
Happy Ending

4. Input Tel for Calling Back
(Queue Position Unchanged)

2. All Agent are busy

4 1. Customer Calling
. or Customer won
= Cust "t

S 5. Disconnect and ~ Wait for Queuing _

N it for Call back Virtual Call Back

Customer “““ Action

L )
7. Call to Custo e
9. Screen Popup for Routing . Goto Virtual
customer for call back . Goto Virtua
& Queuing Action 6. When queue

position is
reached, call out
to customer

Queuing

8. ACD route to Agent

Ez\/o?ce tek
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Easy to setup to Run

Support Specified Time to Call Back

Support Answering Machine Detection Based on Energy Level
Programmable Call Back Time (30 mins, 60 mins)

Predict Dialing to Customer

Support Use Caller ID to Call Back

Support Input Specified Call Back Number

Support Reserve Call Back through Websocket API

®  Web Service/Mobile APP

Support Call Back Log



10. Talk to
Agent with
Happy Ending

4. Input Tel and Time for
Calling Back

2. All Agent are busy

4 1. Customer Calling
or Customer won

E, Cust "t

X 5. Disconnect and ~ Wait for Queuing :

Customer ““" Action

) )
7. Call to Custo A

9. Screen Popup for Routing 3. Goto Time
customer for call back & Reserved Call

6. When call back
time is reached, call
out to customer

Queuing Back Action

8. ACD route to Agent

\/o?ce tek
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Global Unique ACD Directory Number for Inbound/Outbound

Up-to 3 Execution Time/Weekday/Action/Overflow Settings
Support Action from IVR (multi-action on same DN)
Support Smart Queuing Action based on Predefined Threshold
Flexible and Powerful Agent Hunting Policy

DN-Based Wrap-up Code & Announcement

Support CTI Attached Data & Skill

Serviced By Multiple Agent Group with Priority

DN Based Hold Music or Prompt

Missed Call Auto Call Back

Call Queuing and Action Flow/Overflow Processing

Screen Popup URL/End URL for CRM Integration
Announcement after Agent Assigned and Answered

Agent Answer Inform/Personal Welcome Announcement
Support Multi-Media/Video DN Service



~~ Incoming
VIP/Black List
Matched

Voice Mail
IVR

VIP/Black List : Call Back

Handling

Queue is Full
Black List Calle
ack HIst e ACD Calls

Redirect/Reject '
Call /

s are Busy

Call Queuing
Action

Preemptive

Queue Insertion Dispatch/Calls to
Serviced|/Agent Group

/ Agent Group / Agent Group / Agent Group

E;\/o;ce tek

www.e



Higher Priority to
Get Service

ACD DN ACD DN
Hunting Priority: 97 Hunting Priority: 99

Agent Ready

Dispatch Calls to
Serviced Agent Group

Dispatch|Calls to
Serviced|/Agent Group

a4 ~ Agent Group a4 ~ Agent Group

' /_;\-gent Group ' /;\-gent Group 'z /;\-gent Group

A ] A

B C

Group Priority: 15 Group Priority: 14 Group Priority: 95 Group Priority: 85 Group Priority: 60

High Priority to
EzV¥bicete Receive Calls

ww om



Round Robin
Most Idle

® Idle: total of all state time except busy

® Optional use Ready Time for Idle

Skill Level Routing (Full Skill Matched)

®  Skill Score: Sum of Required Skill Priority
® High Skill Priority Score First
® Most Idle if Same Skill Level

Best Effort Skill Match
® Match as Many as Skills

® >= Minimum Skill Required



Decrease Skill Request Count by Notice

® Decrease Skill Request Count for each Notice

® >= Minimum Skill Required

Least Occupied Routing

® Occupancy: (AHT + Answer Delay)/Total Agent Time)

Daily Average Longest Waiting
Average Waiting Time: Total Ready Time/Ready Count

Daily Total Longest Waiting

Least Service Time

® Service Time: Talk Time + ACW



Least Average Service Time

®  Average Service Time: Service Time/Answer Count

Least Talk Time

Least Occupied Routing
® Occupancy: (AHT + Answer Delay)/Total Agent Time)

Least Average Talk Time

® Average Talk Time: Talk Time/Answer Count
Least Answer Count
Base on Agent Priority

Optional Match Skill for non-Skill Routing Policy



E z\/o;c etek
www.e

Supported by Multiple Agent Group Priority

® Use Lower Priority when Higher Priority Agent is Busy
® Not Help when Really Need

Intelligent Routing based on Real Time Status
©® Based on Service Level

® Based on Queued Calls



100 %

Expected High Service Level

Service Level

Required Agents

Ez\/o?ce tek
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SL: 50-79
Group C

SL: 80-90



Group A
Use Group Priority >=90 Priority: 95

. ano
When SL >=90 Service Level 1: 90 %

Group Priority 1: 90

optional
Use Group Priority >= 80 © Service Level 2: 80%
when 80% <= SL < 90% Group Priority: 2 80

optional

Service Level 3: 50 %
Group Priority 3:50

Use Group Priority >=50
when 50% <= SL < 80%

Use All Assigned Groups
when SL < 50%

Otherwise



High Queued Calls

Queued Calls

Expected Low Queued Calls

Required Agents

Ez\/o?ce tek
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Group A
Use Group Priority >= 90 Priority: 95

When Queued Call <=2 Queued Call 1: 2

Group Priority 1: 90

optional
Use Group Priority >= 80 O Queued Call 2: 6
when 2 < Q Calls < =6 Group Priority 2: 80

optional

Queued Call 3: 10
Group Priority 3: 50

Use Group Priority >=0
when 6< Q Calls <=10

Use All Assigned Groups

When Q Calls > 10 Otherwise



Controlled by Action
VIP and Waiting Time can be Kept

Moving to DN 3
(Keep the waiting time)

Moving to DN 2
(End of Queue)

Ez\/o;cetek
k.com

WWY
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Provide Queue Handling Policy

Upto 3 Execution Time Segments Actions on DN
Queue Entry Prompt/Waiting Music

First and after First Notice Prompt

Waiting Order/Waiting Time Notice

Optional Notify Caller to Select Queuing Actions
® Disconnect the Call / Keep Waiting

®  Transfer to VMS, IVR, Other DN or Call Back

®  Virtual Queuing/Call Back (ertional)

®  Default Actions When no Input

Notify Repeating Interval and Count

Prompt Before Transfer to Agent

Allow Move to another DN and Preserve Waiting Time
Dispatch Until Main Prompt is Played
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For ACD DN Incoming Call Action

Derived Action ID from CTI Data

Fall Back to DN Action Setting if no
available Action ID was matched

IVR can select different language and set
the Action ID for different language
prompt or behavior



Queued Call > ??

|

New Action

Current Action

Service Level < ??

|

Customer Waiting Time > ??

|



Call Incoming

No Agent Available

Call —Back Service
Leave Voice Mail

No Full

Play Waiting Order
/Time Prompt &
Queuing Music

Play Waiting Order/Time

1. Keep Waiting

2. Virtual Queuing

3. Time Reserved Call Back Notice
4. Leave a Message Enable

Ez\/o?ce tek

www.ezvoicetek.com



Agent Hunting

Available Agent Found

Prompt Before Transfer To Agent
For Customer

Agent Answered

Agent Answer Inform Prompt
To Agent

This call is for Company A Service

End Play (Customer Connect)

Agent Welcome Prompt
This is Agent Amy. | am very happy To Agent and Customer

to receive your call.

During Talk Play Agent Select to Play
Announcement during Talk

The steps are:

1.Goto...
2. Write ...




Select best DN based on routing policy
Minimize customer waiting time
Maximize center utilization

/ Incoming ACD-
DN Group

DN Hunting Policy
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Only DN Had Agent Login will be Considered
DN Had Agent in Ready State First
Lowest Queue Call

Lowest Average Customer Waiting Time
Lowest Occupancy

Highest Total Idle time

Lowest Estimation Waiting Time

Based on Priority (highest first)



Easy to setup
Upto 500 Skills per Center

Whole Center Based / f",'ﬁcoming ACD-

Skill Group

Skill Hunting
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Only 1 ACD Skill DN Group Needed
Upto 500 Skills per Center

Upto 200 Skills per Agent

Center Agent with Skill will be Consider

Highest Summation of Skill Level First
Most Idle Dispatch for Same Skill Summation
Support On the Fly Enable/Disable Skill
Routing Policy:

®  Fully Skill Match

© Best Effort Skill Match
© Decrease Skill Request Count by Notice



Require N-3 Skills

Require N-2 Skills

Require N-1 Skills

Require
N Skills

Notice
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Center-wide VIP Management

Allow use Caller ID or CTI Data to Indentify a VIP

Allow to Assign a Dedicate Agent for VIP

Support VIP Waiting Notice to ADT

Fail Back to DN when Agent is not Available or Timeout

Preemptive Queuing based on VIP Level
EZIVR Built-in Component to Get Customer Type
Built-in VIP Level (Always Fist, 0 to 99)

Insert VIP based on Level

poonomn
ACD Queue
VIP = (Now — Time[C1])*(99 — Priority[VIP])/100 + Time[C1]
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Center-wide Black List Management

Allow use Caller ID or CTI Data to Indentify

Support Reject, Redirect to IVR or Voice Mail
Globally or by Black List Setting

EZIVR Built-in Component to Get Customer Type

Black User 1 —> |VR

Black User 2 -> Voice Mail

Black User 3 > Disconnect



IVR Call Flow for Satisfaction Survey
IVR Update Survey Score and Result to ACD using Component

Integrated Call Service Log

EZIVR-7000
Satisfaction Survey

2.Calltol
3. Update Call Score
EZPBX-2000 EZACD &
IPPBX Campaign

‘ 1. Transfer to IVR for Survey

Ezfcetek ﬁ ﬁ ﬁ
e s TEN




E1l Gateways 1. Dialing Request

EZODS-8500
Outbound Dialer
2. SIP Calling
1. Dialing Request
EZPBX-2000 IPPBX EZACD-8000
EZSIP-6000 SIP Proxy Campaign Manager

\3. Transfer to Agent

£

Ez\/o;ceﬁek ﬁ
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Multi-Tenant Campaign Manager

Support Number Testing, IVR and Agent Campaign

® Predictive/Progressive/Power Dialing™" (dialer is required)

® Heuristic Power/Predictive Dialing ™ (dialer is required)

® Preview Dialing

Campaign Execution Time, Period, Priority and Max Dialer Channels
Support Contact List, Do Not Call List and Dial List

Support Multiple Telephones and Customized Data
Start/Stop/Pause/Resume/Reset/Close Campaign

Support Campaign or Agent Call Back

Campaign Based Wrap-up Code

Support Call History and Dialer Report and SOAP API Interface



Auto Assignment Mode

O]

System auto assign dial list based on request

Manual Assignment Mode:

©

©

Manual Assign Dial List to Agent
Agent can Request Assigned Dial list Only
Support Assign, Revoke Operation

Assign Policy:
Fixed Count Assign/Input Count Assign

Ratio Assign/Equal Assign



Test imported number is a valid number or not

Call each telephone number:
® Answered: Valid

® Not Answered: Invalid

Support Remove Invalid Number
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Reduce the required IVR Channels

Support Power Dialing/Heuristic Power Dialing
Transfer to IVR once the Call is Connected

Support Real Time IVR State to Maximize IVR Usage
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Reduce the Agent Waiting Time

Transfer to agent when call is connected

Working with Audiocodes GW AMD (answering Machine Detection)

Use Predictive Dialing to Reach minimum waiting time

Use Power/Progressive Dialing to have a balanced waiting time
Use Preview Dialing for Valuable Dialing List

Use Heuristic Power Dialing to adjust Dialing Count per Agent
based on last xx mins connection rate in order to make sure
agent can get the call

Use Heuristic Predictive Dialing to adjust Over Dialing Factor

based on last xx mins average agent idle time in order to reach
target average agent idle time.



Auto or Manual

Start the Call

Agent Talk Preview Custom.er
Answer Time

Agent Start to

Agent Preview the Call




Start Dialing
Multiple Calls

Agent Get Call
Here

Customer
Agent Talk
- g

Agent Idle

Agent Ready to Talk Call




Agent Talk

Min/Max Last xx Mins
Dialing Count Connection
per Agent Rate

Start Dialing
Multiple Calls

Agent Get Call
Here

Customer
Answer Time

Agent Idle
Waiting Time

Agent Ready to Talk Call



Start Dialing 1
Calls

Agent Get Call
Here

Customer
Agent Talk
- g

Agent Idle

Agent Ready to Talk Call




Start Dialing xx
Calls Here

Answer Time
Agent Get Call
Immediately

Average Talk Time

Agent Busy

Agent Ready to Talk Call




Min/Max Over
Dialing Factor

Start Dialing xx
Calls Here

Last xx Mins
DN Average
Idle Time

Answer Time
Agent Get Call
Immediately

Average Talk Time

Agent Busy

Agent Ready to Talk Call




Call Connection Rate
Average Customer Answer
Time

Multiple into

Ringing
Factor

Agent Ready Ratio from
ACW or Busy State

Dialing Agent

Information Information
Average Talk Time
Average ACW Time
Predict Dialing

Count
Agent State Count &
ivlei Information
Multiple into Over Dialing

Factor

Dialer Dialing

Out



Campaign Management

= Activated

= Started

i Stopped

) Paused @ Stopping

= Pausing

L oner 1D+ Conpagn 10| Gompagn Rome: | Progress e Perod 1 |

(=) [0 0 m 1> ] x| UJ ezvoicetek - evoicetek 2

Q [D O m u a U) ezvoicetek - evoicetek 4

Q [0 0 m u a ﬂ] ezvoicetek - evoicetek 3

Dial List

Center ID:

ezvoicetek - evoicetek

Campaign ID: 5 - campaigns

174
174
174
174
174
174
0/5
0/5

0/5
0/5
0/3
0/5

000000 OO0 O0O OO

= Wait To Dial

A I B S—

20180402ed777945110206797
20180402ed777945110206808
20180402ed777945110206814
20180402ed777945110206819
20180402ed777945110206825
20180402ed777945110206830
20180402ed777945110206836
20180402ed777945110206841
20180402ed777945110206847
20180402ed777945110206853
20180402ed777945110206858
20180402ed777945110206864

HER ALY
R R
R S

HERAREE

EEETEF

HE S HF)
EEIEES
FEEWHE

Jonathan Sagall

AR WA
HE5(+ BHERE

FU+E

i Dispatched = Completed
Customer answered and was connected to agent
Customer answered and was connected to agent
Customer answered and was connected to agent
Murnber not in Service
Others failure

Customer answered and was connected to agent

campaign02 .% 8/ 31)
campaign4 | s (07 22)
campaigns .EBE 4/22)

Campaign Statistics

2018/01,/01~201812/31

2013/03,/01 ~2013/10/01

2018/04/01~201812/31

Center ID:
Campaign ID: 11 - Test

ezvoicetek - evoicetek

Unit: Count

[ 1A (B3.6%)
[ Customer answered and was connected to agent (30.8%)
Ml No Ringback after dial (0%)
Failed to Connect SIP gateway (0%)
[l Invalid Number (0%)
I Mo Answer (0%)
I Busy (5.6%)
[ Number not in Service (0%)
[ Fax machine detected (0%)
M Answering maching detected (0%)
Custemer requested callzack (0%)
[l Call was abandoned due to no agent answered (0%)
Failed to reserve agent for personal callback (0%}
[ Agent rejectsd a preview call or personal callback call (0%)
| Customer dropped during gueuing time (0%}
Number successfully contacted but wrong number (0%)
[ Number successfully contacted but reached the wrong person (0%)
[ Campaign is stopped/paused (0%}
Il Do not Call (0%)
[l Call disconnected by the carrier or the network while ringing (0%)
[l Over max retry count (0%}
I Campaign s disabled (0%}
I Mot at home (0%)
[l ot at home and request a call back (0%)
11 Others failure (0%}




At least 15 Agents for Predictive Dialing

ACD DN

® Use Most ldle Hunting Type

®  Max Queuing Call <= Agents/2

©® Queue Action silence timeout within 2-5 seconds.
Agent Group -> Auto Answer: Immediately

Use Heuristic Mode

Use Campaign Statistic Status to Tune
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EZODS-8500 ACD Outbound Dialer

Support Local Answering Machine Detection Based on
Energy Level

Support Customer Answered Event By Audiocodes
Gateway

Support Distributed Multiple Outbound Dialers (N+1)
Redundant

Fully Integrated and Managed by EZACD-8000 Campaign
Max Calls Per Dialer: 1024
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Provides RTP Audio Decode

Support Recording On Demand for Customer Privacy
Support MP3 Encoding (CBR/VBR)

Support WAV Format Linear PCM

Optional Integrated Trunk Voice Recording

MP3 AES Encryption/MD5 Checksum for Security
Merged/Separate Caller and Called Voice Track
Support Regular Call, Conference and Coach Recording

Unique Call ID to be Used to Link with Customized CRM
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. [22345255
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. [22345255
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1 SEEEHATRE -
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1 RPEREEF -

JEL N
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1 RHMEEE - 2 EEHEE 7

JELCRE rad sl
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1 BRRTIE-
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Integrated with Azure Al Voice/Language Service

Support Multi-Tenant/Multi-Languages Audio
Transcription

Texting Viewing, Download and Audio Play Back
Full Text Search

Sentiment Al Analysis for Audio or Text Chat Call
Summaries Al Analysis for Audio or Text Chat Call

Auto Scoring based on Sentiment Analysis



Score/Control Summary

Summary : pElFRHOE A EIE T TR H T

Transcription Content : call Score:s2 [ Show

LR T
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Azure Al Speech Service
® Batch Transcription Per Hour (USD 0.18)

® 10 Agents/5 Hours per Month
10*5*0.18*30=270 USD/Month

Azure Al Language Service
® 1000 Record Text ( 1 USD)

©® Agent Talk Hour Text Records (750 chars/minutes)
750*60/1000=45 Text Record (~ 0.045 USD)

©® 10 Agent/5 Hours Per Month
10*5*30*0.045=68 USD

Total Cost Estimation per Month
® 270+68=338 USD
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Minimize Legal Risks

Facilitate Quality Management

Improve Agent Performance

Provide Data-Backed Insights

Improve Supervisor Coach with Screen Video

Helps Create Case Studies
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Full Web based Without Any Installation

Ready to Run with Built-in ADT

VP9 Encoded Recording Files

Programmable Frame Rate/Resolution(1080/720P)
Optional Record Before Answer Or ACW Time
Supervisor See Real Time Agent Screen with Voice

Support Video Only, Video+Audio File



;III Service Lug

TR Cear D Rgent 10| Target Agent | “Customer D Star Time 4| “Connect Time-| ~Stop Time 1

JIE ervoicetek 3009 2021/09/07 16:48:52  2021/00/07 16:48:56  2021/09/07 16:50:04

JIM ervoicetek 2001 3009 2021/00/07 16:43:17  2021/00/07 16:43:20  2021/09/07 16:43:29

n? ervoicetek 8001 'wﬁ : WMA10007 14:53.55 202100007 14:53-58 20270007 14:54-10 I

nE ) ot k a]]"' O EF Dexvoicetek O B =@ https//ezdemo.ezvoicetek com 800 1/src/CTIAgentV2/Delault] jsp?ScreenWidth= 128085 aeenteight=120RAgentiD=8001 & enteriD=ezvoic ¢ =
ETVOICELTE =

JIE ervoicetek 2001
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Video Call Service
Chatting, EMAIL, Voice Message, Web Text Message
Call/Text Chat/Multi-Media Service Blending

Support Call Barge-in when Servicing Multi-media
Service

Dispatching when Agent is not busy
Support Outbound Call, Send Mail

Provides Call Service Log



@

@
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Support WebRTC based Video

Support H.264/VP8 WebRTC

Up-to 1280*480 (640*480 Caller/Called) MP4 Recording
Support Web Video by using Existing SIP Phone

® Voice goes SIP Phone

® Video goes Computer Browser

Support Customer Side only Video Mode

Support All-in-One Audio/Video WebRTC

® Voice/Video goes Computer Browser



an
Willow Shields
Elizabeth Banks
aul.

Name

Sandra Ellis Lafferty

P alcomson
Rhoda Griffis

D 8001 DN_NAME=Technical Support CID: 3
CALL DURATION=1 CALL TYPE=0 QUEUED TIME=0 CALL RE

EzVbicetek

www.ezvoicetek.com




Subject
Attach File 4

alalin] ¥70@ gmail com

&

[RE:

hi gir:

©@ ©®© © ©

Support Customer Email to Agent
Support Email Case Tracking with Auto Reply

Allow to Assign to Previous Handled Agent and
Fall Back to DN

Support Keyword to Skill Mapping
Fetch Mail Service

®  Support POP3/IMAP/SSL

Support HTML/Text and Attachment
Agent Desktop Support Email Sending
Universal Call Service Log

Allow Call to Customer



| & mars.ezvoicetek.com:8001/src/CTIAgentV2/Defaultl.jsp?ScreenWidth=19208ScreenHeight=10808AgentiD=30101&Center|D=ezvoicetek&|sMobile=false&WBType=8AgentExt=30101&VideoExt=

) v | 30101 Agent

JimTest00 & 5
;] Caller Called Service Skall ‘Queued Time Call Type
= Ssamuel Sung X W
Caller |E "Samuel Sung” <hssung@amail.com= ‘
Called (30101 ]
Service JimTesi0o ]
Skill [ J
Queued Time [ ]
State Connected ]

Subject : Technical support is required

)
Hi here,

This is John and would like to ask for help on your products. Please
contact me at 188-1921181. Thanks!

best regards

John




Full Integrated with EZIVR-7000 Recording Component
®  ACD File Name Generator

® Voice Recording

®  Multi-Media ACD Request

Voice Play Back
Support Email or Outbound Call

Universal Integrated Call Service Log



Support SOAP Interface for Web Integration

ACD Dispatch
Support Email or Outbound Call
Universal Integrated Call Service Log
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Caller (€D 22607415 ]
Called (1002 |
Service HEHEIE J
Skill ( |
State (Connected ]

20140702102202-001238e1f29.wav

p oammmm=gd 007 ) =
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Caller
Called
Service
Skill

State

@webn:aller
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TEMCEEE
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Connected
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| @ 123.204.64.36:8000/ChatDemo/ChatClient himi?RoutingF '+ [Fl]

° All agent is busy now, please wait...

* 0 v @ O

©@ ©®@ @ @ ®© @ ® e ©

Support Any Browsers which support HTML5

Support up-to 5 Text Chatting Service for a Agent

Able to Chat with Last Handled Agent

Provides DN Status Checking and Queuing

Support unexclusive Chatting Mode (allow Call Barge-in)
Support Preview Customer Text Chatting Message

Text Chatting with Skill and CTI Data

Chatting Text Recording and Store to DB for Full Text Search

Chatting Monitor, Transfer, Coach and Conference with Full
Chatting Text Message

Allow Web Voice Call to Chatted Agent or Agent Call Out
Support Welcome Message, Emoji, File Push/Upload
Provides FAQ & Script



Emaoji

X

e

Script Type 1| a1
b REEF
b GiF
b Good Morning!
b Welcome!
b S AR
b BRI
b FEEH
b AEHF
b EAHT AREE
b iR

©0ee®

[l

Frequently Asked Questions

Question Type : | i =l -

Q58T TR ARES 7 =
A EEERET ek [ETERAL ] 1R - SR ERAAE TR - STLRA [REEsE]
ERHFE —H—EEES  ESE Yahoo T ERERYEZ L -

Q B ERLEROmEIrI0E RS N RE e

A R FELE SREIEL B SEE T LIRS (ST | NN 3
http:/ fwowow. hinet.net

Q ATHEETEREL

A ENSEEEELE  FELFEN [BYE] BFEEE - CLREEAERTEEE SR

B BRTEAIER -

Q MHTE B A MRS 7

A AR Y shoofT B B - BETRFIEE - TR - BERSE - BRI R EE e

R E 4 fT g HEREPYS | b (B iTEr - -




ool |

B ]23..64.3.D/Chat;amufchatclwent htmiZRoutingE »-" 2 . Cou Id you

9 All agent is busy now, please wait..

call me at xxx-
XXXX.
1. Customer Text Chatting With Agent
- Agent Welcome Message
Talk & Chat - File push

- FAQ/Script

0 v @S |

4. Call Mobile
XXX-XXXX

3. Make call
1O XXX-XXXX



9. Now | am
happy with it.

N ——

Customer

=e e |

j @ 123.204.64.36:8000/ChatDemoy/ChatClient htmi?RoutingF {‘7\

9 All agent is busy now, please wait.

= 0 wwwww @ &

1. Customer Text Chatting With Agent

6. Whisper to Supervisor 2. Supervisor Monitor

5. Let me
chat to my
boss

3. Agent
Need Help

4. Switch to Coac

7. Let’s chat
together with
Customer

Chatting Text is

Recorded




@ Easy\Web Contact— ... — O

O B &= httpsy/ezdemo.ezve 77

*

Built-in Key Based URL ACD Contact Ul
Support Multiple Language

Support Real Time DN Status with Agent Count,
Current Waiting Person and Waiting Time

Support Audio, Video, Chat, Virtual Queuing, Call
Back Contact Channels

Easy to be integrated into Customer Web
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Support SIP Soft Phone, WebRTC Web Phone and
Hard Phone

Support Auto Answer/Manual Answer
Incoming/Outgoing Calls with Programmed Caller ID
Answer/Mute/Hold/un-Hold/Transfer/Retrieve
Conference/Coach/Whisper to Supervisor
Supervisor Monitor/Coach/Conference/Transfer

Play Announcement



3. Agent

1. Customer Talking Need Help
6. Whisper to Supervisor 2. Supervisor Monitor
4. Switch to Coac
Supervisor
i- Now '.a;”. 5. Let me talk 8. Switch to Conference
appy with it. to my boss

7. Let’s talk
together with
Customer

Everything was

Recorded




2.l am very
angry....

1. Customer Talking

4. Music On Hold

3. Let me talk to
my boss.

4. Make 2M Call
Help!! SOS

Supervisor
6. Switch to Conference

5. Don’t Worry!
Let’s talk together
with Customer

Everything was

Recorded




EZACD
Routing
&

2. Callto ACD .
Queuing
2. Customer Calling

Mobile 3. Route to Mobile Agent

Network 4. Screen Popup

4. Mobile Ringing

1. Login ACD using PAD &
Mobile

Ez\/o;ce te

ww om
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Each Agent Group has a Default Startup URL, Non-DN
Popup URL etc.

Support State Change URL
Each ACD-DN has SCREEN Popup URL, End Call URL

Screen Popup URL can carry Dynamic Variable,
including Skill, Caller ID or CTI Data

Support Dynamic Skills, CTl data from IVR

Provides Desktop Agent/Supervisor SDK
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Special Agent for Wallboard

Built-in Full Screen Wallboard
©® Agent Group Wallboard

® ACD-DN Wallboard

Provides Wallboard API for Customization
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Agent State Performance (Global)

Unit: Second
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w 0.8 |
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N Longest [ Average

Agent State Distribution (Global)
Unit: Second

1 Ready (0%)
FIGHE (0%)

M Busy (0%)
ACW (0%)

1 ALK (0%)

W Preview Dialing (0%)
Rest (0%)
Lunch (0%}

Answered

Abandon

AGENRLS
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0

0

0/0/11

00:00




Service Level
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Detail Searching Criteria

Call Service Detail Log Report

Provides Multiple Call Detail Sequence
Campaign Call History/ Call Back History Report
Agent Status Detail Log Report

Center Alerting Report

Web Provisioning/Access Report

Backup History Log



Call Service Log

Ezvoicetek 20016 2012/01,/06 10:09:35 2012,/01,/06 10:09:40 Incomming Call 1234 ; E;% Mormal Calls
J3 Exvoicetek 20014 20016 2012/01/06 10:09:20 2012/01/06 10:08:23 1 Incomming Call 1234 Contact Later - Ej{ MNaormal Calls 20014
g 3%
Jd Ezvoicetek 20014 20016 2012/01,/06 09:35:11 2012/01,/06 09:35:15 2 Incomming Call 1234 Contact Later == Ei MNormal Calls 20014
g ERY: 374
J: Ezvoicetek 20014 20016 2012/01,/06 09:28:02 2012/01/06 09:28:04 1 Incomming Call 1234 Contact Later - EE Mormal Calls 20014
9 3-3%
J39  Ezvoicetek 20014 20016 2012/01,/06 09:22:51 2012,/01/06 09:22.53 1 Incomming Call 1234 Contact Later = Ej{ Mormal Calls 20014
g 3-Ex
: . 2-H=
Ezvoicetek 20016 2012/01,/06 09:07:49 2012/01/06 09:08:40 0 Incemrming Call 1234 Contact Later 3.mY Mormal Calls
Ezvoicetek 20016 2012/01/06 08:51:40 2012/01/06 08:51:42 0 Incomming Call 1234 g gi Mormal Calls
: . 2-H=
Ezvoicetek 20016 2012/01/06 08:15:14 2012,/01,/06 08:15:20 0 Incomming Call 1234 3 me MNermal Calls
Ezvoicetek 20018 2012/01,/06 08:14:47 2012,/01,/06 08:14:50 0 Incomming Call 1234 ; :;% MNormal Calls
: 2 2-Bx=
Ezvoicetek 20016 2012/01/05 16:54:42  2012/01/05 16:54:44 0 Incemming Call 1234 3w MNermal Calls
J': Ezveoicetek 20014 20016 2012,/01,/0516:53:54 2012/01/05 16:53:58 0 Incomming Call 1234 Contact Later = ES\E Mormal Callz 20014
g 3.
Ezvoicetek 20016 2012/01/05 16:53:41 2012/01/05 16:53:44 ] Incomming Call 1235 Nermal Calls
Ezvoicetek 20016 2012/01/05 16:53:37  2012/01/05 16:53:38 a Incomming Call 1234 ; :'§E|;§ Mormal Calls
ﬂ Ezvoicetek 20010 20016 2012/01/0516:52:49 2012/01/05 16:53:31 El Incoemming Call 1235 Contact Later Mormal Calls 20010
g
Ezvoicetek 20016 2012/01,/05 16:44:28 2012,/01,/05 16:44:30 0 Incomming Call 1235 Narmal Calls
Page 1|2 & Total Record: 22




Agent Status Log

Ezvoicetek 2012,/01,/06 10:09:23 After Call Work Busy

Ezvoicetek 20014 2012/01/06 10:09:20 Busy Ready 20014
Ezvoicetek 20014 2012,/01,/06 10:09:18 Ready Not Ready 20014
Ezvoicetek 20014 2012,/01,/06 10:09:11 Mot Ready Logout 20014
Ezvoicetek 20014 2012,/01,/06 10:02:02 Mot Ready Logout 20014
Ezvoicetek 20014 2012/01,/06 10:00:22 Mot Ready Legout 20014
Ezvoicetek 20014 2012/01,/06 09:57:05 Mot Ready Logout 20014
Ezvoicetek 20014 2012/01,/06 09:46:59 Mot Ready Logout 20014
Ezvoicetek 20014 2012,/01,/06 09:41:06 Mot Ready Logout 20014
Ezvoicetek 20014 2012/01/06 09:35:15 After Call Work Busy 20014
Ezvoicetek 20014 2012/01/06 09:35:11 Busy Ready 20014
Ezvoicetek 20014 2012/01/06 09:35:01 Ready Not Ready 20014
Ezvoicetek 20014 2012/01/06 09:34:58 Mot Ready Logout 20014
Ezvoicetek 20014 2012/01/06 09:28:04 After Call Work Busy 20014
Ezvoicetek 20014 2012/01/06 09:28:02 Busy Ready 20014

Page 112]3]4]516]7|8|9|10©@ & © Total Record: 189




System Alert

- ..
&, Search

Ezvoicetek agpl 20014 2012/01/0610:09:23 MNetice After Call Work ACW Expired  Agent <20014> stayed at state over the max thresheld (600 seconds) Send
Ezvoicetek agpl 20014 2012/01/06 10:02:02 MNatice Mot Ready Mot Ready Expired  Agent <20014> stayed at state over the max thresheold (110 seconds) Send
Ervoicetek agpl 20014 2012/01/06 09:57:05 Motice Mot Ready Mot Ready Expired Agent 20014 stayed at state over the max threshold (110 seconds) Send
Ezvoicetek agpl 20014 2012/01,/06 09:46:59 Motice Mot Ready Mot Ready Expired Agent <20014 > stayed at state over the max threshold (110 seconds) Send
Ezrvoicetek agpl 20014 2012/01,/06 09:41:06 Notice Mot Ready Mot Ready Expired Agent <20014 > stayed at state over the max threshold (110 seconds) Send
Ezvoicetek agpl 20014 2012/01/06 09:11:28 MNaotice Mot Ready Mot Ready Expired  Agent <20014> stayed at state over the max thresheld (110 seconds) Send
Ezvoicetek agpl 20014 2012/01/06 09:07:49 Naotice Busy No Answer Agent <20014» stayed at state over the max threshold (20 seconds) Send
Ezrvoicetek agpl 20014 2012/01,/05 16:53:58 Motice After Call Work ACW Expired Agent <20014> stayed at state over the max threshold (600 seconds) Send
Ezrvoicetek agpl 20014 2012/01,/05 16:44:13 Notice Mot Ready Mot Ready Expired Agent <20014 > stayed at state over the max threshold (110 seconds) Send
Ezvoicetek agpl 20014 2012/01/05 16:34:45 MNotice Mot Ready Mot Ready Expired Agent <20014> stayed at state over the max thresheld (110 seconds) Send
Ezvoicetek agpl 20010 2012/01/0516:28:40 MNaotice Mot Ready Mot Ready Expired  Agent <20010> stayed at state over the max threshold (110 seconds) Send
Ezvoicetek agpl 20010 2012/01,/05 16:21:45 Naotice Mot Ready Not Ready Expired Agent <20010= stayed at state owver the max threshold (110 seconds) Send
Ezvoicetek agpl 20014 2012/01,/05 16:21:43 MNotice Mot Ready Mot Ready Expired Agent =20014 > stayed at state over the max threshold (110 seconds) Send
Ezvoicetek ag2 20012 2012/01/0516:21:43 Notice Mot Ready Not Ready Expired Agent <20012> stayed at state over the max threshold (600 seconds) Send
Ezvoicetek agpl 20010 2012/01/0516:15:33 MNotice Mot Ready Mot Ready Expired Agent <20010> stayed at state over the max threshold (110 seconds) Send
Page 1|2|3 8 Total Record: 31
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.ezvoicetek.com

Provides Quarterly, Hourly, Daily Performance Report

Support Multi-tenant Performance Reporting
Center Performance Report and Chart

Agent Group Performance Report and Chart
Agent Performance Report and Chart
ACD-DN/Group Performance Report and Chart
Skill Performance Report and Chart

Outbound Dialing Report

Trunk Performance Report

Sample Calls



Provides Daily, Weekly or Monthly Report

Customizable Generating Time and Period
Customizable Query Condition

Center based Email Sending

Selectable PDF or Excel Format

Multi-Language Support



Center Call Performance Chart

Center ID: ezvoicetek - evoicetek Time: 2014/02/06 Period: Hourly

Center Service Time Trends
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Agent Group Average Handling Time Trends
Period: Hourly
10
s
Ervoicatek g0 01201705 140000 L) L] 1) 0 0 0 0 0 0 0 0 L] 0 o 0
Eavorcetek agol 2012701705 150000 L L o 0 0 L o 0 o 0 o ° 0 0 0 3
[ a0l 12w 60000 o I o o e 0 0o o o o o o o
s i mames T o o o0 e o v e o o e o o o o 5
[ a0l JIIMLS 180000 o o 0 o o o o o o o o o o o o
Ervovask w0l s 90 0 I o 0 0 o 0o 0 o 0o 0 o o -
Emvorcetek g3 2012701705 00000 o L 0 0 0 o o 0 o 0 0 0 0 0 [ _g
Ervoicatak 03 01201705 210000 L) 0 0 0 o 0 0 0 0 0 0 L) ] L] o 55
f— el mmes o o o 0 e o ) . 0o e o 0o 0 o o |8
Exvoicetek aghal 201201/05 230000 ) o 0 o o 0 o 0 ) 0 0 0 0 o ] w a
Eovocetak o mEmem o ] o v e o I o o 0 o o
Eoviodtek w3 mmSTLN o ] o 0o o o o o o o o o o 4
Ervorcetek 03 201201/06 0200.00 L] 0 0 0 0 0 0 0 0 0 1] 0 0 0 L]
Emvoicetek agod 2012/01/06 030000 0 L o 0 0 L 0 0 L 0 0 0 0 0 o 2
[—— a0l TG00 o R o 0o o 0 0o o o o o o o
Page 112131415160 1
0 , ; v y y ;
o0 0t 02 03 ©04 05 06 07 08 03 10 11 12 13 14 15 16 17 18 13 20 21 22 23
Hour
M Average Handling Time
Agent Group Service Type Average Time Trends
i
o
2
S
g
o
w
; ; 7 v : - ; ; T : ; : - ; ; T ; y : - 1
02 03 04 05 06 07 03 09 10 11 12 13 14 15 16 17 13 19 20 21 22 23
Hour
W voice M Video [ Chat M Outbound M Email BMFax MSMS W Social Media




Agent Group Waiting Time Trends

Agent State Performance Chart
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Center ID: ezvoicetek - evoicetek  AgentID: 1002 - Samuel  Time: 2014/03/03

Agent State Distribution (Global) Agent State Distribution (Global)
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ACD DN Abandon Time Trends
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Agent Group Skill Call Duration Performance Report

Agent Group Skill Call Count Chart

Center ID: ezvoicetek - evoicetek
Agent Group ID: support - $3if3E
Time: 2017/06/01~2017/06/30
Period: Daily

—————i — i el S .

2017/06/30 00:00:00
2017/06/29 D0:00:00
2017/06/28 00:00:00
2017/06/27 00:00:00
2017/06/26 00:00:00
2017/06/25 D0:00:00
2017/06/24 00:00:00
2017/06/23 00:00:00
2017/06/22 00:00:00
2017/06/21 D0:00:00
2017/06/20 00:00:00
2017/06/19 00:00:00
2017/06/18 00:00:00
2017/06/17 D0:00:00
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Center ID: ezvoicetek - evoicetek

Agent Group ID: support - #EtT= Time: 2017/06/01~2017/06/30 Peried: Daily

Agent Group Skill Call Count Trends
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KPI / METRIC

SPEED of SERVICE

* Metric Overview

 Service Level

* Average Speed of Answer

* Longest Delay in Queue

* Agent Answer Speed

» Telephony Service Factor

* Delay Customer Answered Call

CONTACT HANDLING RESOURCE UTILIZATION
* Metric Overview * Metric Overview

* AHT * Agent Occupancy

* Average ACW Time * Agent Waiting Time

On-Hold Time e Call Distribution
Transferred Call
First Contact Resolution

EzYbicetek

www.ezvoicetek.com



ACD DN Accessibilities Metric Overview

@, search

Center ID: ezvoicetek - S 5F

[ ] Queved Trend [ Total Call Handle Trend Cueved [l Total Call Handle

DN: Whole Center Time: 2023/09/24~2023/09/30 Period: Daily Include Deleted Data: Mo
Overflowed Abandoned Call
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ACD DN Speed of Service Metric Overview

Period: Daily Include Deleted Data: Mo

Time: 2024,/02/01~2024/02/29

DN: 33001 - 83001
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ACD DN Contact Handling Metric Overview

Center ID: ezvoicetek - EBF# DM: 828001 - 88001 Time: 2024/02/01-~2024/02/29 Period: Daily Include Deleted Data: Mo
Average Handling Time/ACW Time First Contact Resolution Rate
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ACD DN Resource Utilization Metric Overview

-
= Search

Center ID: ezvoicetek -I‘g“%ﬂﬁ DN: 23001 - 88001 Time: 2024/02/01~2024/02/29 Period: Daily Include Deleted Data: Mo
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ACD DN Abandoned Call
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ACD DN Service Level
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Agent Group Member Average Handling Time
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Agent Group Member Transfered Call
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Agent Group Member Occupancy
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System Real Time Status
Support Multi-tenant Diagnostic
Agent Real Time Status
Center Extension Status
Call Real Time Status
Email/Syslog/HTTP HOOK for System Alert
Outbound Dialing Module
Campaign Statistic Status
Agent Status CeeD < A -

.

agpl 20014 20014 MotReady 2012/01,/06 09:46:52

Ezfce tek

etek.com



L] o o
Bachplog Automatic Daily Compression Backup
Ezvoicetek 2012/10/28 2012/10/29 00:00:00 Success °
i S Center Wide Backup and Restore
Consilium 2012/10/28 2012/10/29.00:00:00 Succes
Ssystem 2012410728 2012/10/2900:00:00 Succe:
fdshk 2012/10/28 2012/10/29 00:00:00 Succe: C I I S 1 L g & R d 1 g F 1 I
HungZhou 2012/10/28 2012/10/2900:00:00 Succs @ a e rVI ce o eco r I n l e
ip-phone 2012/10/28 2012/10/2800:0000 Succe:
W3TEL 2012/10/28 2012/10/29.00:00:00 Succe:
®  Agent Status Log/Performance Report
Ssystem 2012410721 2012/10/28 00:00:00 Succ
Ervicetek 207 B0 Sies
o - - = Supported Backup Methods:
HungZhou 2012710721 2012110728 00:00:00 Succe:
W3TEL 201210/27 2012/10/28 00:00:00 Succt
welkech 207 10728 000000 Skl @ Lo ca I c om p resse d B ac ku p O n Iy
Page 1]2[3]4]5(6/7]8]9]100) © © Total Record: 653

®  FTP/SFTP/FTPS to Remote Server
® Copy to a Network Mounted Directory
Selectable Restore and Viewing

Failure Event Notice and Redo Backup

Ez\/o;cetek
WWV k.com
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©)

Multi-Language Support

Web Provisioning Access Log

Easy Web GUI (HTTP/HTTPS)

Real Time System Monitor &Tracing

System Statistic/Alert Reports

Support 2FA based on Google Authenticator

Scheduled Update for SSL, License, Firmware etc.



Auto Attendant
Voice Mail

Conference

SIP
SIP Soft phone

SIP Hard phone

Outbound Dialer For

Campaign Manager
EZODS-8500

Outbound Dialer

TCP/Websocket

Agent WebPhone
Customer Click to Call

EZACD-8000
Call Queuing
ACD/Recording

EZWebPhoner-
8200 Webrtc

CTI Agent Desktop
Web/AP Based

Self-Service
CTI Data Collection
Call Back Service

Call Quality Monitor
SIP Attack Detection
Troubleshooting
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©)

©)

.ezvoicetek.com

Based on HTML 5 web solution

Instant to Run ADT without any Programming
Optional to run with WebRTC phone

Support Screen Recording & Viewer

Support Voice Mail Access

Support Windows Browser Notice

Support Caller Name and Call Description
Support Wrap-up Code/First Contact Resolution
Support Salesforce Lighting or Dynamic CRM

Running under any browsers support Websocket
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Change Call Area System
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@ Mozilla Firefox
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[ Agent Performance Report
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Support HTML5 Websocket SDK

Support Linux, Mac, 10S, Android OS

Both Call And Text Chatting Service Simultaneously
Call Control including Incoming , Outgoing and Transfer
Call and Text Chat Conference, Coach and Monitor

Real Time Agent Status/Performance Query

Queued Calls and Customer Waiting Time Notice
Agent to Agent Text Chatting and Bulletin Notice
Password Change, Enable/Disable Skill

Play Announcement To Customer



Ez\/o;ce tek
www.ezvoicetek.com

@

@

©)

©)

©)

©)

©)

©)

©)

Support HTML5 Websocket SDK

All Features in Agent Desktop
Monitor/Coach/Conference

Bulletin Management

Support Wallboard API

Query Agent Real Time State

ACD DN Detail Queued Call

Move/Take a Queued Call from ACD DN
Change Agent State or Skill
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A Widely Deployed and Proven Solution
Support SIP Hard Phone/Soft Phone or WebRTC Phone
SDK support HTML 5 standard

Built-in Ready to Run Agent Desktop
Provide Easy URLs for CRM Integration

Support Voice Logging, Coach, Conference, Monitor
Whisper etc...

Support Multi-Tenant Virtual Contact Center
Support Flexible and Intelligent ACD Routing Strategies

Support Screen Recording, Virtual Queuing and other
Rich Set of Features.
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Built-in KPI, Wallboard and Performance Reports

Support Al Transcription/Sentiment/Narrative
Support IPv4/IPV6

Support Hitless HA

Support Customer Text Chatting/Click to Call
Support Multi Contact Channels Service

Support Campaign Outbound Integration
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