Software Tools used In a
World Class Call Center

KenrVieler
Mgre, TAC Operations: SGI/CRI
5/8/97




Call Center Tools

\Wehster's Definitionieli ool

— AldSi N accomplishing & task:

— SEMEING USed InfpEHormIng an Gperatien:
— Necessany/Inthe practice o Gne s Vecalion:
— A meansiteran enad.




Types of Call'Center Tools

nPhene Tools

o Calliracking Feels

b Search 100]s

0 Communication Feols
i Cogistics(parts) Foels
0 Virtual @allf Centers

0 \Web Tfeols




Phone Tools

i ASpect/AlI&I/Intecom
— VR Call Transfers
— ACIDIstatistics
— Agent stauls

— Agent statistics
5 Lenguarerf calls
0 # ofi calls
0 tine In phone queue

— TJotal calls handled/total calls abandoned




Phone Tools(con'’t)

0 Plhoene Eeatures
— Conierencing,messaging,iernvanding,etc.

n Headsets
mf Pagers




Call Tracking Tools

B QUi most Impoerant tee)i!!

o Clariy, @uintus, SCoOpPUS;
— CUStOmERInfeImanon
— contract Iniermatien
— configuratieniniermatien
— prohklemysenvice infermation
— MEetres
— ownership/escalation/status

1 CQ--Queue management tool




Search Engine Tools

o EUllEtext search anad retrival applicatons
— nvaluable teol for calllcentelrengIineEers

1 @asIs(SEl)
— (Cases; Blig Reperts,Soulce code, Bulletins

1 Pages(Cray)

0 45 separate collections
0 rank hits by date,collections,weight




Communication T.ools

o Email
— Chatty Ppagers

 XCORT
— @nline CallfCenter communications

alHey, Rpost
— \Workstation to \Workstation
0 TEAMWORK, TEAMWORK, TEAMW...




Logisties-Tools

1 Ordenng parts for custemers online
— Use callltiacking teol Claniy

0 Palisi\Vel Pages
— 7S, Palit gUEres, Part status/family,
— LegIStiC repernts off many. Kinds.
— UPS/EEDEX part shipment tracking,.




Virtual Call Center’s

i Cray’s two sites--Atianta and Eagan.

u leelisiwe used:

— Phene application fifem GEnesys
m URS on SUNFSEeers

5 \Visual'agent statlisionl everyene’s Workstation: at
PO SIles

0 Call'routing based! oni skill set’s
0 Integratioen with call tracking| tool
0 Utilization: oft persennel inf multiple sites for
ONE PUrposSeE.




WEB Tools

mfiVianr Page: Brewser:
— Seanch SGI manuals By seitwarne areas

§ @On-line Decumentation

—lechnicalDigests--Pipeline,NEI's, CRSIES;
ElB's,EN'S.

0 FAQ'SWWe Pages

— Software Engineering, Patches, PC/Apple
Connectivity,etc.




WEB Tools(cont.)

o CallfCenter HOME pagesien the WEB:.

— Depanment/Business Procedures
— Expertise

— Schedules

— Key Phene Numhers

— Toolsielthe trade\

— Troukle Shoeoting Guides




WEB Tools(cont.)

o Claniy WEBT Browser:
— [LeQg cases, find Cases, Cases vy Gffice.

N Lecations

— RPagers;, Swatlieams, RIS'S,
MEanagerss,even/one else.

1 TAC [Eeek-Up SCcripts
— Zipcoede--find city/state/branch manager
— area code--find city/state




WEB Tools(cont.)

o Catieok
— Search eolite helpin case categorization

b Patchwerks
— explain/iacilitate the production el PalChes

1 Patchviewer
— Viewpatches that arerready fol CUStemers




Call. Center Tools Wrap-up

H\Wihat can teols de er yeur CallfCenter?
creasaceliacyof support delivered
Creasespecmiisuppolit delivered
ncreasareduchivity/ el support deliveread
ACreasqeh salisiaclionei SUpRoIt persennel
ACcreasewlstiomer satisfaction

Lastly; teols give you the epportunity terhera

World Class!!




