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P3 % 4 : Introduction to CosmoCall Universe and Scripts
CallData and Line and CCLEvent Objects Events and Methods
TCS Scripts
ICS/TCS/MCS Scripts
Optional Parameters and Integration Points

—

= ~ Programming for Integration and Customization (4 =)

M % 7 : Introduction to CosmoCall Universe and the COM objects
Setting up the development environment
Creating an Agent Assistant
Pass one parameter off to a COM compliant Database (CRM)
Integration Points
The CosmoCall Universe COM objects, their events, and methods
CosmoCall Ageni COM Model
CosmoCall Statsstics COM Model
StatSve
CosmoCall Admimstrator COM Model
Design your own Agent GUI
Integration Examples
Integration techniques
Testing and Debugging

= ~ Unify Legacy Call Centers (k44 =)

P %7 : Evolution strategy for Legacy Call Centers

Seamless Enterprise Hybrid Contact Center
Load-Balancing vs. SEHC-C

9 ~ CosmoCall Universe Product Roadmap (F 14 m)

A %. 4 : CosmoCall Universe 3.3
CosmoCall Universe 4.1
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M %A : Overview
Features
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R4.2 Change Description
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Installation
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1P Trunk Benefits
IP Trunk Management
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End-to-End IP Solution

= -~ Enterprise Class IP Solutions (F 44 +)

A 77 : Enterprise eBusiness Environment
Business-driven Enterprise Strategy
Multi-Service Architecture
Two Implementation Approaches
LAN-based Telephony
IP-enabled PABX
Telephony-Ready Multi-Services Network
ECLIPS Family
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rarget Audience

Target Audience: Beginning to
intermodiate VBScript programmers who
necy o wirite 108 and other CosmoCall
Univorso g@mpﬁgg No prerequisite.

Tils is @ 2 day course covering the
@U’@@tu@m, iesting and debugging of scripts
written tor CosmoCall Universe.
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AgEnaa

Introduction to CosmoCall Universe and Scripts
How does Universe worlk?
FHow do scripts work in Universe?
The CosmoCall EVENT flowchart
Supericnics scripts
» GCallData and Line and CCLEvent Objects Events,
methods and properties
How to test it.
Us.ng SimPhone to test scripts

Enabling the VBScript STOP statement
Error handling

AgEnaa

TCS Seripts

VR
Build your own
Voicemail

PSTN Digital Incoming call
DNIS and AN, Line.wink

VR Timeout

PSTN call refected

Music On Hold while in queue

Wusic on hold



AGSlpleks

» ICSITCSIMCS Seripts
- Call Arrival
No Agent Response
In Queue Timeout
Pickup Timeout
Transfer Timeout
"NEW*Call Terminated Seript
+ Opftional Parameters
» Integration Polnts
- Database lookup at key script statements
Mere Error handling

IMNTrocUuction

+ CosmoCall Universe and Scripts
- How does Universe work?

- Calls behave according to events that are
trigoered in Universe, most of these events
can ve Hrked to scripts to further affect the
botavior of cails,

Some eventsfseripts are for particular
communicetion types: IVR = Telephone, No
Agent Response — Web, ethers are common to
all typos off commumnication: Call arrival —
Teleghone or Web, In-Queue Timeout — All call
types:Telephone, Web, messages.

-3
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The CosmeCall EVENT flowehart
Trere are 16 events in CosmoCall Universe. 10
can ve linked to scripts, only one script may
be assignead to an event at a time.
You can acd seripts to CosmoCall Universe
thet ere not linked to any event or telephone
conreedeon server; ex. Constants and global
varizb'es, tese values will be placed in
memory anc available to all seripts.
Seripts are added through the CosmoCall
Adimintstrator program: scripts are
subroutines.

The CosmoCall EVENT

(( "T [F} [ty 'V:fr‘b
lowenare

Cousmolestli Universe Flowchart of Caii Events

:CS Cait TCS Call
(internct czily / (PSTN call)

Co Y AR ,
| E ’
__ T1/CAS
b Analog/{SDN
| T
! THICA .
| . |
Analog or ISDN :
| e S I
i H ey, .
L v t-Timeout - T 1—@
l ; (— E
- -—— I -— DL ' K — [N *l

| ~4



FSIN Call

Object Routing e te 1 >
Begin music on hold}- --------1  Engine/Call  (—Rejacted R dn.l e 0
: Matcher veart oo No-agent
ot rnane {108}
I
Accepted
¥

Waiting for agent 1 Quinds Thosout

—Timeout-p|
pickup Lonphet avant
Ca 1 - -]

Rejected —telin 1 e
| Agent pickup |~ Timeout->4 Gk ineout

"L evept
OK
|
-z v
\ Hold N ¢y rinkd
Transfer— in Call P it
A E— ' R
OK (new agent) or rejectad f
(same agent) Hangup
v Gray shaded boxes=scnpted event
s White boxes=non-scripted event
Timeout—  Wait for Agent

Vs e
ICS=intemet Connection Server

V TCS=Telephone Connection Server

@ m CAS=Channel Associated Signaling

Scripts

.. Supertonics scripts

These scripts ship with CosmoCall Universe
and are excellent examples of fully integrated
and customized secripts. We will learn from
these scripts.

- Write your own seripts

You will write your own scripts today and
tomorrow, test and debug them and take them
with you.



Scripts

« VR press one for (x), press two for (3xx)
- Call arrival: assign call to a default queue
-+ (PSTWN) Call F@j@@f@@@] Volcemail

- In Queve vtmeout: Would you like to leave
a message or continue to wait for a
service '”@i@“’@?@@@ﬁ@ﬁﬂ\ﬁ@o Or strip skill(s) and
resulbrit call

« Musie on h@ﬂ@z RPlay wav files-music
“your call is important to us®.

Call Termimation
Svent/Seript

An adairivual script has been added to the
systen chat @xv@ut@s at call termination,

allowing swother open point in the call flow to
do ﬁnt@gfa@ﬂQQ or to modify call treatment.

This script has an effect on rejected and
terminated calls of any media type.

Call Relection Script Enhancement: If a call
rejects upon its initial offering to the Object
Routing Engine (ORE), a customer-definable Call
Rejection script can be optionally run.



Customer-def inable Call
Rejection script

< This new script modifies “CallSetName” and the
call immediately exits the script. This causes
the call to immediately re- enter the same or a
different queve, based upon business set-up
(For example, if there are mo CSRs available
with required skills for the call, offer the
caller the option to speak with someone else
possessing similar or less than the required
skills to service the call.) If the call is re-
submitted to a queue, queue specific settings
for "in queve time out” are applied to the call.
This call termination script enhancement also
adds the ability to terminate the call upon
exiting the script in order to prevent the call
from being re submitted to the queue.

Subsequent events

Users must define subsequent events upon call
termination (i.e.: relate an IVR or chat
message to the caller.)

Call Termination Script Enhancement: When a
call exits wrap-up mode, a customer-definable
Call Termination script associated with this
event may be invoked. For example, statistics
concerning the quality of the call or customer
information, as defined by the business, may be
written to a third party database or Customer
Relations Management Package.

=7



Events, methoads and
HropPRrtics

bjecis have Events, Wethods and

Properiies associated with them.

- They can react to events, utilize methods
to get or set properties.

< Different objects work with different types
of calls.

+ VB Objects are used in scripts to react to
a call ancd change the routing,
prioritization, or information attached to
the call.

CallData Object

CallDate works for all call types
CaliData.callisetName
CallData.Ac askill/RemoveSkill
Callata.SkillsCount/Sikill
CalliData.Opftion
CallData.CallerName/CallerURL/CalleriViessage
Many more = see readme addendum U3.3



+ Line only worlks for telephone calis
. Call Line., ANI/DNIS

. Call Line.Disconnect/Dial
- Calll Line.ClearDigits/GetDigits
. Gall Line.RlayWavel/RecordWave
- And many, many maore.
» Analog lines and [SON automatically get
callerlD, ANl and DNIS data. With a T1 or

E1 line, the GetAniData script obtains this
information from the central office.

CCLEvVents Gaject

+» CCLEvent works for aff call types
CCLEvent.Name=“ScriptName”
CCL Event.Status

(0=0k,3=no agents,7=invalid queue)
CClLEvent.Mediatype

(0=Chat,1=PSTN, 2=Email)



Jestng scripts

How to test It
Using SimPhone to test TCS scripts

Piaying a wav file is the easiest way to determine where
in the script you are. SimPhone allows you to test TCS
scripts without attaching PSTN trunk lines to a TCS.
Running the PSTN Connection server as a program
instead of a service will eliminate the need to use
expensive Dialogic cards to test TCS scripts.
Edit the scripts one line at a time and test, this way if
there is an error you will immediately know which line of
code has caused the error and can correct it quickly.

Testing scripts

: How to test it.
Enabling the VBSeript STOP statement

You must give the windows account running the test TCS
the right to “Debug Programs”.

Tc enable the stop codes in VB see MS KB article

PRB: VBScript
'Suop’ Statement Does Not Start Script Debugger).
This shouid be done for test systems only, it would
“STOP” a production system on errort

Error handling

Errors will kilf a script, it may not run at all —ex. VR
scripts won't play wav files if errors exist anywhere in
scriptl Remember one line at a time and testl!

[—(©



Sciripting B
Praciices

2 Walke ALL seripts modular, ex. Make a separate

constants script. All you have to do is add the
script in the CosmoCall Administrator, not even
assign it to an event, and all constants will be
read into memory.

. Write a volicemall script and call it from every
other seript that requires voicemaill Ex. IVR
cholce #3, PSTN call rejected, In queue timeout,
Music while in queue (exit choice), ete.

Scripiting
Pracrices

. For different language wav files and folders use a
prefix: En_ for English, Fr_ for French, etc.
ALVWAYS give a way out, use termination
charactors efe.

Document revisien to scripts, message in wav
files, logic behind clauses in code. Etc.

Test each script for each call type it may react to,
ex. In Queue Timeout — Web, Telephone,
Messages.

© Test for in range data, out of range data, garbage
data, error handling, expected output, etc.

=1



VR
Examples
Voicemail

Superironics
Build your own

PSTN Digital Incoming call
DNIS and ANI, Line.wink

VR Timeout

PSTN call rejected

Music On Hold while in queue

Music on hold

TCE Script Exercises

Set the ANDNIS for a call and assign to &
QUeUE.

Choose a language and play all wav files
in that language for the rest of the call.

Add skills and remove skills.
Count skills and evaluate skills.

Route a call to one CSR who is
unavailable then offer it to a larger group,
then leave a message for the original CSR!

(—{2



TCS Script Exercises

Add a choice to leave a voicemail in the
VR seript.

PSTN call rejected/Cali Termination script
Determine when which is used and how.

Assign a call to ancther gueue.

How are reports affected by this?
Play @ message for a Web call / for a telephone
call.

Alert a supervisor after call leaves wrap-up.

TCS Script

« Music On Hold while in gueue
- Play music, add a message.
et the caller choose whether to stay on the
line or not, if not leave a message or a “call
back” reguest.
Music on hold

Play music specific to the callers queue or
skili{s).

(=13



ICS/TCS/MCE Scripts

Call Arrival

No Agent Response

In Queue Timeout

Pickup Timeout

Transfor Timeout

*NEW*Call Terminated Scripf
Opfional Parameters

Integration Points
Database lecokup at key script statements
More Error handling

ICS/TCS/MCS Scripts

. Call Arrival
Set default cueue, change call message.
What else could you do?
No Agent(CSR) Response/
Call Termination Script
Sene. caller to FAQ page of interest.

Strip skill and offer to a larger group of CSRs
only if other CSRs are available and caller
wants a less qualified CSR..

Allow caller to leave a message

[ —14



TCE/1CE/ M

» i Queus 1uicout
Alert a suparvisor.
Route to any CSR.
Play a message and offer caller a few choices: leave a
message, connect to a less qualified CSR, stay on the
fine the estimated walit is...
« Rlckup (imeout
Strip a sikill i¥ call for one agent
+» Transfer Timeout
- Alert supervisor
2 *NEW*Call Terminated Script
Transfer to another queue
Other cholces

ltegra

+ Optional Parameters
Assign an optional parameter to a call.
Assign an optional parameter using a database
lookup using ancther optional parameter.
- Integration Points
Database tookup at key script statements
IVR, Cali Arrival
More Error handiing
VBOCX.iog, i vent viewer, Reports.

=15/ ¢
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Target Audience: Experienced/Advanced
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Integraie CosmoCall Universe with a CRM
ancl/or gleve' i) m elir own agent GUI using
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AgEnaa

Introduction to CosmoCall Universe and the COM
objects you can access

. VB 6.0 new and improved features for COM
programming
Object Browser in VB 6.0
» Setting up the development environment
- CosmoAgent (exe)
CosmoAgentCOM.dIl
. CosmoCallHelpers.dll

+ Creating an Agent Assistant

- Add references for ‘CosmoAgent’ and
"CosmoAgentCOM 1.0 Type Library’

View call data including optional parameters

Agenada

Pass one parameter off to @ COM
compliant Database (CRIW)

Display one record in a form

Imbed & wel browser and Display one record

in the web browser using an ASP file
Integration Points

Connection Servers

Back End Servers

Agent



+ The CosmoCall Universe COM objects, their
events, methods and properties
The SimpleAgent
- Supertronics Agent Helper

- GosmoCall Agent COM Mode!

Object relationships

- ACD Object

- AgentFactory Object
CosmoAgent Object

» AgentView Object

- CallDescriptor Object

- ChatRecord Object

- Skill Objest

et =]y

+ CosmoCall Statistics COM WModel
Overview
The COM Model
Dependencies
Classes
Statistic
Statlstic Interface
AgentState
AgentState Interface

StatSve
StatSves Interface
Statistics Descriptions
Agent State Descriptions
Agent State IDs

2-3



Agenaa

. CosmoCall Administrator COM Model

Object relationships
. Objects and their Events, methods and properties

. Design your own Agent GUI
Copy the default agent object or...
Create a custom agent from the library

- Integration Examples
Onyx
Brightware

« [ntegration techniques
. COM object programming

GlueWare Applications
» From DDE to screen scrape

Agenada

. Testing and Debugging
VB debugging techniques
. Error files and logs

Step by step programming, testing and
developing an integration test plan.



tntroduction

» CosmoCall Universe and our COM Objects

VB 6.0 new and improved features for COM
programming

ADO and ActiveX support
Object Browser in VB 6.0

Just press F2
Displays Classes and Members

Search for class or member within a library, use whole or
partial name.

Help is linked to the MSDN library which comes with
Visual Studio — very helpful.

Setting up the development
environment

+ installing the AlS Agent onto your
development machine will ioad the

following three COM objects:
Cosmodgent
CosmofgentCom.dil
CoesmoCallHelpers.dil

in the C:/Program Files/CosmoCom/Agent
folder.



Cosmongent (exe)

= This is the standard CosmoAgent and has
the tollowing events that it reacts to:

» AgentBindToCallREquest
- ChatiVlessage

- Ring

s StateChange

+ This is the program that you reference to
create an Agent Assistant Program.

CosmoL\gentCom.dll

: CosmoAgentCOMIIb has many events,
methoeds and properties.

» The Object Browser will show and let you
search the Librarys, Class’ and Members
(Methods) of each COM object.

2-b6



. Add references for ‘CosmoAgent’ and
‘CosmoAgentCOM 1.0 Type Library’

View call data including optional parameters in
text fields finked to CosmoCall Parameters.
. Pass an Optional Parameter to a DataBase and
nave [t return a record associated with the Call.
- Add components: Microsoft Internet Controls.

Design an ASP file to take the data from the
DataBase and Display it in the Web Browser
Window.

ﬁf?‘

Create an A mﬁ
Assistant Prog

+ [ have provided you with a simple database, two
tables, 10 rows and two rows called OnyxLite (No
Felation to Onyx)

. My engineer has created a di! file to communicate
with the database: enyxlite.dil, in real life the
database should come with this.

2 As step three to this exercise we will push the

record from the database to a web page, to
accomplish this my engineer has created an ASP
file: Tralning.asp

-y



In VB 6.0, create an exe project and
add the following labels and
textboxes to the form.

1. Add six Label fields and TextBoxes on
your form. We will use these fields to display

‘screen pop’ values that are passed from the
client side. (& Sumple woompep

2. Add references for ‘CosmoAgent’ and /

‘CosmoAgentCONM 1.0 Type Library".

3.  Add code to do the following:

l
|
J

°Greate a new variable.

°Use the variable to connect to the

CosmoAgent COWN object.

°Call @ method to initialize the COM object.

*Get the parameters and insert them into the
text flelds.

Dim WithEvents AgentHelper! As CosmoAgent.clsCCAgent

Privato Sub Form_Load)()
Set AgentHelperd = New CosmoAgent.clsCCAgent
Ageinttielserd.Connect

Erd Sub

Privete Sub AgentHelperi_Ring(ByVal Descriptor As-
COSMOAGENTCONLIb.ICallDescriptor)

Text] = Descriptor.CallParameter(*NAME®)

Tox62 = Descriptor.CallParameter(“SK™)

Text3 = Descriptor.CallParameter("CIP™)

Text4 = Descriptor.CallParameter("UR™)

Texts = Descriptor.CallParameter("HM™)

Texts = Descriptor.CallParameter ("CustomerlD™)

Q-5

End Sub



in Visual Basic, modify the code to:

*Greate a new variable,

-Add reference for ‘onyx lite’

‘Use the variable to connect to the CosmoCRMcom object.

°Call a method in CosmoCRMeom object which pulls the CustomerlD.
Dim CCRM As CosmoCRMecom

Set CCRM = New CosmoCRMcom

CCRML.Findl¢ Descriptor.CaliParameter (" CustomerID"), True

1. Im Visual Basic, insert 2 web page ActiveX control (Preject menu =>
Components > Microsof Internet Controls).

2. Drag the Web Browser contrel (looks like a globe) onto the form we have
been using.

3. Navigate to a dynamically generated web page which gets the
CustomerlD through a query.

WebBrowser1.Navigate "http://localhost/training.asp?record=" &
Descriptor.CaliParameter("Customer!D")

Q

Entegrats

» Connection Servers
- Internet Connection Servers
Telophone Connection Servers
Message Connoction Servers
Back End Servers
CbBC
Administrator COM
Statistics COM
Agent
Screen Pop
Agent GUI

>



Pure IP System Architecture
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Front End Integration
Points

« Setup of Call Data Information at
connection servers when forming call
reguest to CosmoCall ACD,

- Call routing information (Queue, Skills, .

- Call presentation Information
Caller URL (Native Functionality)
« Caller Name
« Caller Descriptive Message
- Custom Data (Customer ID, Trouble Ticket #,...)

Connection Se
Specific

v Internet Connection Server (ICS)
Web Site (ASP, CGl, Perl, VBScript, Jseript)
> Telephone Conneetion Sarver (TCS)
Telephone Trunk Line Provisioning (ANI / DNIS)
YR Script (VBSeript, Jseript, Per)
Legacy switch and IVR Integration (flash, DTMF)
- Message Connection Server (MCS)
Riessage Handling / Auto Reply (Rules & scripts)

rver

2~//



| P
f

C_T

emote

RMessage
CSR
S Conn. Serve r-
l\%\ u ——— | CSR
. NQM@FK Wiz terpet
Caller Conn. Servc

MPC —~ ]

Coan. Serv
e

- Caller
Telephone

f
| Telephone [
‘ﬂ

Other ther
Web plication

Servers rvers

Ihtegration Points in
the Middle
- Datebese

OLE DB/ ODBC
> Reports
Crystal [ ASP

- Administration
COM

Statistics
COM

Object Routing Engine

Seripts for Call handling (too long in queue, ...)
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CosmoCall f
ACD Serer

1

|

Message r__’——“
(CEM!?ML, @@rwer ————@
Jmternee | | O CSR
Conn. Server %
B T =
Amme2!
©
Telephone | | 5% CSR
Cenn. Serven J—~|
Caller X - |
Telephone JL_’J 7%@ CSR
Other gggg Other
Web -, *  Apphcation
Servers ﬁ " Servers

——

Back End Integra
Points

. Agent Deslktop Application (SCREEN POP)
Browser pop [/ web page or URL integration
{(Native Functionality)

Embed CosmoCall COM / ActiveX objects into
other appiications for screen pop

Completely replace Agent Workstation Ul with
integrated application via COM interfaces
Helper application or “glue-ware” application to
translate CosmoCall integration data into
something the application can understand

£
G

cAON
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CosmoCall Universe 3.3
COM Olbjects

Simple Agent
CosmoAgent.exe the “simple” agent meaning
the default agent you’ve seen a thousand
times on your machine.
CosmoAgent.clsCCAgent

It has four events:
AgeniBindToCallRequest
< ChatMessage
Ring
- StateChange
14 methods (functions) and

- 15 Properties

Supertronics Agent
qelper

- Lets take a look at the Agent Helper
program developed for the Supertronics
demo.

It has all of the agent functionality plus
data retrieval from the Access database
that supplies information to the web site
and more.



€z

Losmolgent COM
Moael

+ CosmoAgentCOM.dIl is the file that encapsulates
the CosmoAgentCom Type 1.0 Library.

Globals are Global variables and constants and
consist of Properties, sub-routines, events and
constants.

- There are classes which can create objects and
own events

+ There are Hidden classes, right mouse click —
show hidden members.

And enumerations which map strings to integers
S0 you can choose a string and return an integer.

Cosmolgent COM
Model

Vhe LoginServer and AgentFactory
classes create new CosmoAgent object.
The new CosmoAgent can then “taik” to
the sysiom thvough the other objects
creoated using the other classes: ACD,
CaltiDescriptor, ete.

Descriptions of all classes of the
CosmoAgentCOMiib and all members of
each class are In the development manual.

Q=15



2wilding your owmn
Agent GUIL

+» To use the existing agent object as in our
agent helper program

. Set newagent = New CosmoAgent.clsCCAgent

using the CosmoAgent object

. To create your own, customized Agent
Set newAgent = objAgentFactory.NewAgent
using the LoginServer and AgentFactory
objects from the CosmoAgent Type library
+ Unzip the AgentCOM SDK revision 0.9

. Rev 0.9 means its not released yet, this is an
advanced copy.

The Development
manual

» There is a Deviianual word document and
a folder named ManSuppoertFiles with 12
folders inside with the project code for
doing all exercises in Chapter 3 of the
manual.

. The manual was created by Steve Lindsay
of our U.K. office.

[t Is still under development but will get
you started with your Integration and
Agent customization projects.

A—~1h



MENI0O) Cosmal

wWirlting @& custom

i1 Agent
. Build an WSVIQ agent go to folder names
example 3 = CosmoCall slirn and open the
project.

Open the devmanual and go to page 27.

» éf:"ﬂ R

- Review the code. All of the versions of the

custorm agent described in the manual
have been provided in the proceeding
folders: example 4, 5 ... You can follow
along or try writing the code yourself.

wWiriting a custom AIS

CosmoCall Agent

. Go to page 79 in the development manual
and open the project in folder: example 11
This section will explain how to convert
your SUC agent into an AIS agent.

AlS agents are really remeote controls to
MSMQ agent running on the AlS server
using the “wrapper” functions.

)



Creating an Activex
2AQENT

+ Go to page 86 in the development manual and
open the project in folder: example 12 This
section will explain how to convert your MSMQ
agent into an ActiveX agent.

- First you must need to add the ActiveV Doc
migration wizard from the add-in manager of the
add-in menu.

» Convert the project, in the example Steve used
the project from example 10, to an ActiveX dil. Be
sure to Keep the form.

» Launeh in an Internet Explorer window.

Statistics Com Moael

- The CosmoCail StatisticsServicesCOM
users Guide describes the Statistics COM
model, its dependencies and classes.

- These objects can be used to retrieve
statistics from the ACD statistics server
example: is a particular agent logged in
and available?

Only those functions required for
retrieving statistics are included in the

guide; other internal functions to the ACD
are not documented here.

A=l 8



Model

» Create a VB project that accesses the
current state of your agent.

» Gather information from the real time
reports; example: how many calls are in
queue.

+ The statistics server Is the service running
on the ACD that supplies information to
real time reports.

Administreator Co
Moaek

+ Create a VB project that accesses the
configuration of your call center.

- Gather Inforration about what skills are
active 3 the cal: center.

Show which scripts are linked to which
events.

- The agministrator COM is loaded when
you load the administrator client program,
it accesses all configuration data about
your call center.



Thank Youl

If you need additional technical
information, please contact us:

Mark Stuart
mstuarti@cosmocom.com
CosmoCom, Inc.

129 Broad Hoellow Road, Melville, NY 11747
(631) 840-4200
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Seamlass Ehtarprise Hybrid Contact Center
(SERC-C) acp

Server
Supervisor CSR ——d Voice over I[P
¢ —=< Connection
(,L;a- Q =9 Server

L
NCRFrACLIC—
Server

u g - All-IP
. Yaomnesed G
Localpsrm GW - RS == CSRs
Telephone
Caller

Load=-balancing vs. SERC=C

Legacy Load Balancing SEHC-C
Q Telephone EQ Telephone
=] Caller Caller

L | PST
oce CosmoCall

Universe

" Monsged IP




Load-balanc

ng vs., SERHC=-C:

A Cemparison

Legacy LLoad Balancing
Unified view of all centers
Routes call to a Local

Queue
Load-balances only voice
calls

- Costly CTl integration

» Costly SS7 connestion to
telco for signaling info

Routes to Circuit Agents
only

CosmoGall SEHC-C
» Uniffed view of all centers

Routes call to best-skilled
Agent

Unified queue for calls of
all media types

No CTl required
Simple IP connection f@r
signaling info

* Routes to Cireuit and IP
Agents

Load-balancing vs. SERC=C:

£ Comparison

L_ga@y Load Iaﬂan@m@
Two-stage, muit vo do
VR system roc.uirec,
Calis gueucd at
termination
Overflow to alternate
termination may be
required

(continued)

CosmoCall SEHC-C
Single-stage IVR for all
calls
Calis queuved in the IP
networlk

Overflow is NEVER
required
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Unifying the Legacy Call Centar:
Conclusions

- CosmoGCall Universe SEHC-C provides the
ultimate in Unity

Adds Internet and Messaging functions to Legacy ACD
agents

Unified Queue for all Agents: both [P and Legacy ACD

Unified Queue for all Media Types: Telephone, Internet,
and Messaging

Unified reporting for all agents, all media types
Routes all media to the best agent across alll centers

3*4/4_
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vy el 1y nes SUpported

=
®
e

Sehedw.eo & minediate call back
bmwd cueving with all other CosmoCalls

Sereen POP aror to hitting “Dial”

Blencec Outivound Dialing Campaigns
Integrafes casliy wi ﬁm any Outbound @amg@aagn
Wanagomen syste
- Unified cuewring with @ﬂﬂ other CosmoCalls

Universe 3.3
M@Jiwﬁm gual Agent Support

Ag@m and caller software in 12 languages* - so far.
Each C8X ¢z~ coect relr language of choice for
their own /\@/ 20 VS Inierrace.
Chat Intecce language sclected call-by-call, on
the fuy!
CSER can hovo Agort voer interface set in one language,
but chat with & ci'lcr in a diiferent language!
- New languages quicikly added - no deveiopment
required)!

¥ English, Froneh, tallan, Spanish, German,
Portuguese, Finnish, Swedish, Traditional Chinese,
simplified Chinese, Japanese, Korean.
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UDNIWVErSe 3,33

Umelr=lllaFirnrm S U=y @iboon poieo oo

. Single-Click Install of Agent
New agents can download and install software
tremselves, with no set-up/configuration
recuired,
Bereft: Agents are set up without “rolling a
trusk” -- GREAT FOR ASPs, Remote Agents.

. Agent intoraction Server (AlS) Generally

Available and Reguired

n

UNVEFSE 3.3
L G@nE Jinterrace

Integratec Vel Viewer
Ne ¥i8 Cit ook needed
Therefore, no 3@ party software on agent
desktop - Just CosmoAgent!

Outlbound call enhancements
Speed Dial
Last 25 nuimbers cizled

Quick mute on agent

74



Um?:i\v/few@g BN
Rowting Features

Outboune 'eling Plans
Regiiictiboek outbound calls

Locas dinling - independent of agent location relative to

TCS{s)

1 @ng® Cost ouling (Le. select appropriate TCS)

Are WHA (VER BLSE YOU WANT TO DO (via seripting)

Call ReJsing enhancements
Call Termination script
Requeuc rojected calls
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