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Solution Overview

Key 
Benefits

Balance Productivity by addressing Contact Centre peaks

Improve customer service, by addressing peak situations in Contact Centre

Increase efficiency through automation, instead of order taking]

Better Use of Resources, Reduce training need

Rapid campaign management

React Quickly to Dynamic Business Demand

Cost Effectiveness

Scalable solution with AES TSAPI & SIP Dialer options



Features

Proactive Contact

• Open architecture with Web Services for multi-media channel access

• Call Back Assignment & Preview outbound

• Web based Unified real-time monitoring and Reporting

• Do-Not Call (DNC) List (with TMAC option)

• Manual Dial/ Auto Dial/Progressive Dial (with TMAC option)

• Auto Wrap

• Agent Interface with CTI Option

• Flexibility with Call Back support for Voice, Web, Mobile App, SMS, Chat, etc.

• Inbound/Outbound call blending with Avaya Elite routing

• Security with Windows LDAP integration



Dialling Routing Mode and Callbacks

Dialing/Routing Mode

• Preview only Mode, agent assignment 
first

• Skill group run dedicated or blended, 
using Avaya Elite

• Screen pop of CTI/CRM before dial being 
placed

• Ensures agent available prior to placing 
the call

• Agent buttons to handle telephony 
functionality and callback service

Schedule Callback

• Transfer call-back to agent on ready 
state.

• Agent Own Recall (AOR) with DAC 
Queuing mechanism

• Before transfer callback to agent ,CTI will 
go in to the not ready (callback) mode 

• Agent needs to rely on screen popup to 
determine customer.

• Snooze facility  for callers who need to 
be called back later



Sample Queue Treatment - CM



Sample Call back request collection in IVR 



Call back Module – State Diagram
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Sample Screens – Call back screen assigned to agent 
with a Preview mode

Call Controls

Customer Information

Existing Call-backs / Previous Call 
Information



Sample Screen – Schedule Call-back

Ability for the agent to set the 
call back to a later date n time



Incoming Call With customer already registered for 
call-back 

Existing / Pending Callback

• Customer dials into IVR

• Customer opts to speak to an agent and is placed in 
Queue

• Customer gets Option to leave a call-back

• Customer Opts for a call-back

• Customer calls into the IVR before the scheduled call-
back

• Agents sees the pending call back and promptly ask the 
customer if the call is regarding the same. 

Steps
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