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QUEM SOMOS?

Junto com’o Grupo JRC, ha 35 anos, oferecemos solucdes
completas e customizadas de acordo com a necessidade
dos clientes. . ‘ g : ' /

'3 - - a4

MISSAO

Atuar com exceléncia e agilidade na prestagéo de

'servicos em telecomumcagao fazgndo com que 0s

nossos clientes preflram\oos nos fs produtos, garantin

total satisfacdo, resultados e a sustentabilidade do negdcio.

VISAO 4 ' ' )

Atuar com exceléncia e agilidade na prestacao de
servicos em telecomunicacao, fazendo com que os
nossos clientes prefiram os nossos produtos, garantindo

total satisfacao, resultados e a sustentabilidade do negécio. x\
VALORES — - |
* Os mais altos padrées com simplicidade;

+» Comunicacao clara e precisa; . <

» Gerenciamento em equipe, conS|stente e focado;
+ Altamente focado em resultados.



ONDE ESTAMOS
LOCALIZADOS?

Nossa sede esta localizada na ',
Av Irai, 300 - Moema — Sao Paulo - SP

il:lAls
‘ Santana de Pam/alba

| S30 José do RiotPEa\_

******
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TELA PADRAO DO AGENTE - vVOZ

JRC OMNICHANNEL

@ JRC OMNICHANNEL ked JRC Omnichannel: Agent Desktop

Sem sessdo
Whatsapp_demo
Indisponivel

(9) Sem sessao
Chat_demo
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Email_demo
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TELA PADRAO DO AGENTE -
CHAT

JRC OMNICHANNEL
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mReceptivaOmniTexto - fran entrou
mWebChat
> Falando 00:00:25 fran.chat
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x Sem sessao atendimento da JRC. O protocolo deste
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: ; Respostas Rapidas Finalizagao
Sem sessao 0a tarde ( , | ( )
e N ) Bom Dia Agradecimento
mReceptivaOmniTexto
Aguardando 00:16:57 .
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TELA PADRAO DO AGENTE - EMAIL

JRC OMNICHANNEL
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PLATAFORMAS CHATS INTEGRADAS

JRC OMNICHANNEL
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Apresentador
Notas de apresentação
Client API comments:

CRM clients  - these can be integrated with Sytel’s agent desktop with minimal effort – A zero code integration is possible for native web clients.

Agent Interfaces – customers who want to take control of the agent experience can do so and there is a detailed API for multisession control.

Custom Data/Management clients – if customers need to build custom business rules for data selection, or want to simplify queue and campaign data setup, custom clients can be fashioned either from the existing SCC client code, which uses Sytel’s published APIs, or this can be built from scratch.

ASD® config integration – if customers have specialized queueing and routing needs based on BI specific to their industry, the SCC config model is extensible to allow storage of other metadata. This ties in to options for scripted route and queue decisions. A cohesive, bespoke solution for specific customer needs can be put together rapidly without expensive consulting charges.

Server-side integration comments:

The server-side APIs all translate into Sytel’s real-time ASD control protocol, SDMP. Different presentations of the API allow for server-side programming using technology of the partner/customer’s choice. Whichever API mechanism is used, the underlying transport is HTTP or HTTP over SSL, which enables secure and reliable cloud deployment.


TELA DO AGENTE - INTEGRACAO CRM SISCOBRA
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TELA DO AGENTE - INTEGRACAO SALES FORCE

JRC
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na35.salesforce.com
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CADASTRO GERAL:CAMPANHAS + FILAS

JRC OMNICHANNEL . | o ) m JRC
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SELERLECRASIEEN  Usudrios + Endpoints  Cddigos de tabulacdo de agente  Motivos de Pausa  Sons  Configuraces estiticas  Rotas de entrada  Grupos  Scheduler

Nome ERml @ Grv Mensagem de Abandono Mensagem de Desligame Nome Descricao Midia
10045 _Volkswagen b x 10045_Volkswagen_Queue Chat
10111_ltau_Personnalite X x

10132_Carrefour x X

10140_Cenconsud » x

Administrator x X abandon

BVcartoes_whats x x

BancoPanTele X x
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Cielo_whats x x

CredsystemFased_whats x x

CredsystemPPD_whats b x 2
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Pagina 1 d Mostrando 1 - 20 de 20 Pagina 1 de 1 Mostrando 1-1de 1



Cadastro Geral:

Usuarios + Endpoints (e-mail, WhatsApp_, Voz, sms e chat)

WETEIG LRSS WL Codiges de tabulacio de agente  Molivos de Pausa Sons  Configuraches estiticas  Hotas de entrada Grupos  Scheduler

— oo SRR Usuérios S Endpoint
Mome Descricdo i Mome Cmp Pad Pad Tele Aoait Grv

S5 eri i entat ERml
Administrator Administrator [ Administrator Default gyslam 301 x
Andre.voliveira Digital Sustentacao
Jonathan lima Jonathan. lima
Larissa.gsantos Larissa.gsantos
Lucas morale Lucas morale
Lucas pinheiro Lucas pinheiro
Digital Sustentacao
Reception User
Thalita sousa
Thayna rodrigues Thayna rodrigues

Vanessa olavio Digital Sustentacdo

Vinicius. asilva Vinicius asilva

E OMNICHANNEL




Cadastro Geral:
Motivos da pausa

Campanhas + Filas  Usudrios + Endpoints ~ Cadigos de tabulagio de agenie AIGEGENEREE Sons  Configuragies estaticas  Rotasde entrada Grupos  Scheduler

Motivos de Pausa




SUPERVISOR DESKTOP

=) VER TODOS OS AGENTES EM SEUS
‘——  ESTADOS CORRENTES |

: ' SELECIONAR UM AGENTE E MONITORAR,
o -Jv TREINAR OU INTERFERIR NA CHAMADA

ﬁ MOVER AGENTES ENTRE CAMPANHAS



S UPERW§OR DESKTOP
TABULACAO DO AGENTE

® RELATORIOS
@ BUSCA POR CAMPANHA, FILA E AGENTE
® RELATORIOS DE CONVERSACAO DE CHAT / WHATSAPP/ SMS E ETC..




SUPERVISOR DESKTORP:
STATUS DOS AGENTES

T ~

Agent Status
00:00:00

00:00:00

00:00:00
00:00:00
000000
00:00:00
00:00:00
00:00:00
000000

000000
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CHAMADA DE VOZ ATIVA

® PREDITIVA, PREVIEW, PROGRESSIVE, MANUAL
® AMD - PARA FILTRAR CHAMADAS. (PODE SER INTEGRADO COM KMG OU IPBX)
® GERENCIAMENTO AVANCADO DE CAMPANHAS:

® GERENCIAMENTO DE LISTAS, GERENCIAMENTO DAS RENITENCIAS
BLACKLIST, GERENCIAMENTO DE FUSO HORARIO. - '

® SOLUCAO BLENDING.

®RC



GERENCIAMENTO DE FILAS RECEPTIVAS
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Apresentador
Notas de apresentação
With SCC 10.7, agents are able to handle multiple sessions.  In this example you can see how an agent might be delivered a webchat, a phone call or text based media such as Facebook chat.
SCC will distribute calls to the agents based on their availability.  An agent may be configured in several ways:
Mix of media types – you can see John is handling only webchat whilst Jane and Jim are handling various types.
Max sessions: you can see here that John and Jim can handle max 4 sessions while Jane is limited to 3.  This might be because Jane is less experienced.

Sending the right media to each agent; SCC can have complex rules that select the right agent based on the circumstances.  Let’s look at what happened in this case.
John was handling three webchat sessions.  He is obviously skilled at this so the next webchat that came in went to him.
Jim was handling social media and email, but a phone call came in, and both Jane and John were occupied (John with four chats and Jane with a voice session – she can’t easily take a second), so this voice call was passed to Jim.
You can also see that Jane was handling a phone call but further text media types came in.  John and Jim were both busy so those sessions were passed to her.
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MULTIMEDIA BLENDING
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Apresentador
Notas de apresentação
Multimedia Blending builds on what we have for call blending, to extend blending architecture to all media types, both voice and non-voice.  Multimedia blending helps to manage SLA’s on different activities, relative to one another. 

In this example, when an SLA on a queue is breached, it’s possible to take an agent from elsewhere to manage the session; this is controlled by a comprehensive rules set.
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Apresentador
Notas de apresentação
Sytel’s Agent Desktop allows a contact centre agent to handle multiple sessions simultaneously. You can see in this example that several web chat sessions are being handled by a single agent thanks to Sytel’s Agent Desktop application. 

Firstly our customer’s conversation is fed through to our agent . Then two other callers connect and are fed through to the agent. Fergus is using Sytel’s multisession Agent Desktop so he can handle them individually. Sytel Scripter is used to generate the customer specific information in the right pane which gives our agent information about each of the persons who have contacted him.

When the call or chat reaches an end the agent can used the Agent Desktop outcomes button to select an outcome for each conversation.
When he provides the outcome he may go back into a ‘waiting’ state to await the next inbound call or chat.


Gestao Inteligente - Real time.

|

RELATORIO DASHBOARD

» Total Possibilidade de customizar real-time e relatorios historicos
» Apresenta Widgets para montar o seu dashboard

» Apresenta dados das sessOes Multimedia

* Pode compartilhar

» Aplicacao Web

* Pode ser apresentado em tablets
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SCIPT IVR (URA)

Criando um script IVR (URA) : | e :
Os scripts IVR sao criados usando a ferramenta de design de arrastar e soltar dentro

do Softdial Scripter™. Para criar um script, o usudrio simplesmente arrasta blocos
l6gicos apropriados, ou 'passos’, para a area de design e os conecta para formar,um -

fluxo.

Fail, Success [ SUlN. Other Digits
' a=b

Fail, Success



Apresentador
Notas de apresentação
Client API comments:

CRM clients  - these can be integrated with Sytel’s agent desktop with minimal effort – A zero code integration is possible for native web clients.

Agent Interfaces – customers who want to take control of the agent experience can do so and there is a detailed API for multisession control.

Custom Data/Management clients – if customers need to build custom business rules for data selection, or want to simplify queue and campaign data setup, custom clients can be fashioned either from the existing SCC client code, which uses Sytel’s published APIs, or this can be built from scratch.

ASD® config integration – if customers have specialized queueing and routing needs based on BI specific to their industry, the SCC config model is extensible to allow storage of other metadata. This ties in to options for scripted route and queue decisions. A cohesive, bespoke solution for specific customer needs can be put together rapidly without expensive consulting charges.

Server-side integration comments:

The server-side APIs all translate into Sytel’s real-time ASD control protocol, SDMP. Different presentations of the API allow for server-side programming using technology of the partner/customer’s choice. Whichever API mechanism is used, the underlying transport is HTTP or HTTP over SSL, which enables secure and reliable cloud deployment.


CRIPT DE CHAT

Mext, Failed

MNext, Failed

Respaonse, Timeout

Current Wheather

Mext, Failed



Apresentador
Notas de apresentação
Client API comments:

CRM clients  - these can be integrated with Sytel’s agent desktop with minimal effort – A zero code integration is possible for native web clients.

Agent Interfaces – customers who want to take control of the agent experience can do so and there is a detailed API for multisession control.

Custom Data/Management clients – if customers need to build custom business rules for data selection, or want to simplify queue and campaign data setup, custom clients can be fashioned either from the existing SCC client code, which uses Sytel’s published APIs, or this can be built from scratch.

ASD® config integration – if customers have specialized queueing and routing needs based on BI specific to their industry, the SCC config model is extensible to allow storage of other metadata. This ties in to options for scripted route and queue decisions. A cohesive, bespoke solution for specific customer needs can be put together rapidly without expensive consulting charges.

Server-side integration comments:

The server-side APIs all translate into Sytel’s real-time ASD control protocol, SDMP. Different presentations of the API allow for server-side programming using technology of the partner/customer’s choice. Whichever API mechanism is used, the underlying transport is HTTP or HTTP over SSL, which enables secure and reliable cloud deployment.


GRAVACAO DE VOZ

 Grava Voz e Tela
» Facil de acessar as gravacoes usando browser
* Grava Chat




GRAVACAO DE TELA
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Apresentador
Notas de apresentação
Version 10.7 of SCC now includes screen recording. This feature allows a supervisor or quality management employee to view a list of recorded calls. These may be audio calls or may be screen recorded calls.
You can see in the rear screenshot above the view of an agent’s screen that has been recorded.
The screen recording and audio recording are merged so that the supervisor will experience both the screen activity and the agent audio when he is reviewing the recording.
Agent’s chat sessions can also be reviewed.


BENEFICIOS DO WEBRTC

WebRTC RaspberryPi
pberryP

® FACIL IMPLANTACAO - NAO REQUER INSTALACAO DE SOFTWARE > : :

® CLIENTE E CROSS PLATFORM - PODE SER EXECUTADO EM WINDOWS, LINUX, APPLE ETC,

® NENHUMA CONFIGURACAO REQUERIDA PELO USUARIO FINAL

® UTILIZA TECNOLOGIAS QUE ENTREGAM A MELHOR QUALIDADE DE AUDIO DISPONIVEL

® CONEXAQO SEGURA

® INTEGRADO COM O AGENT DESKTOP

® CONFIGURADO NO CADASTRO GERAL SOFTDIAL $®JRC

NNNNNNNNN



APIS

e INTEGRA APLICACOES DE 3RD
e CONECTIVIDADE HTTP
e PERMITE COMPLETO CONTROLE DOS AGENTES, CAMPANHAS, FILAS E ETC... -



Sl ndll | Bl
APIS (2) = eI )

e APLICACOES CLIENTE ATRAVES DE RESTFUL WEB API, EXEMFLOS DE USOS TIPICOS:
e APLICACAO CLIENTE DE CRM, INTERFACE DE AG:‘:;NTE DiE 3, | d ‘
o INTEGRACAO ATRAVES DAS APLICACOES INSTALADA NOS SERVIDORES COM DIVERSAS OPCOES:
e HTTP/HTTPS API (FULL-DUPLEX UTILIZANDO CALLBACKS OU LONG-POLLING)

e .NET API (CLASSES COM METODOS E EVENTOS)

e TCP SOCKET API

® WEBSOCKET API

e SUPORTA TUNELAMENTO HTTP PROVENDO SEGURANCA E CONFIABILIDADE EM AMBIENTE DE NiJVEM “.EEM VPNS



INTEGRACOES EM DADOS
=

® COMPARTILHAR TABELA DE CONTATOS
® PARA ATIVAS - GERENCIAR CONTATOS DO CRMS, ERPS, ETC.
® PARA RECEPTIVAS - LOCALIZAR DADOS DO CLIENTE

® COMPARTILHAR DADOS HISTORICOS

e ALIMENTAR DADOS DIRETAMENTE PARA CRM OU SISTEMA DO CLIENTE
CHAMADAS, CONTATOS, DADOS DE AGENTE (WORKFORCE MANAGEMENT OU MIS)

INTEGRACAO EM DATABASE




INTEGRACOES DE URA ATIVA E RECEPTIVA

® ACESSAR BANCO DE DADOS DE 3RD

INTERACAO USANDO VIEWS, STORED PROCEDURES OU FUNCOES DE DATABASE

e ALGUMAS COMUNICACOES HTTP/HTTPS/WEBSOCKETS
USANDO HTTP(S) API (SOAP, JSON, XML, CUSTOM)

® TEM TODO O CONTROLE CTI

MUDO, HOLD, PLAY, CONFERENCIA, TRANSFERENCIA PARA AGENTE/FILA

® ENVIAR E-MAILS / SMSS
® UTILIZAR TEXT-TO-SPEECH E SPEECH RECOGNITION (MRCP)

INTEGRACAO DE URA’S




INTEGRACOES UTILIZANDO URA ATIVA COM TTS
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INTEGRACOES UTILIZANDO CHATVOICER
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Apresentador
Notas de apresentação
Client API comments:

CRM clients  - these can be integrated with Sytel’s agent desktop with minimal effort – A zero code integration is possible for native web clients.

Agent Interfaces – customers who want to take control of the agent experience can do so and there is a detailed API for multisession control.

Custom Data/Management clients – if customers need to build custom business rules for data selection, or want to simplify queue and campaign data setup, custom clients can be fashioned either from the existing SCC client code, which uses Sytel’s published APIs, or this can be built from scratch.

ASD® config integration – if customers have specialized queueing and routing needs based on BI specific to their industry, the SCC config model is extensible to allow storage of other metadata. This ties in to options for scripted route and queue decisions. A cohesive, bespoke solution for specific customer needs can be put together rapidly without expensive consulting charges.

Server-side integration comments:

The server-side APIs all translate into Sytel’s real-time ASD control protocol, SDMP. Different presentations of the API allow for server-side programming using technology of the partner/customer’s choice. Whichever API mechanism is used, the underlying transport is HTTP or HTTP over SSL, which enables secure and reliable cloud deployment.
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INTEGRACOES - PESQUISA DE MARKETING
EXEMPLOS: = | |
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Apresentador
Notas de apresentação
Client API comments:

CRM clients  - these can be integrated with Sytel’s agent desktop with minimal effort – A zero code integration is possible for native web clients.

Agent Interfaces – customers who want to take control of the agent experience can do so and there is a detailed API for multisession control.

Custom Data/Management clients – if customers need to build custom business rules for data selection, or want to simplify queue and campaign data setup, custom clients can be fashioned either from the existing SCC client code, which uses Sytel’s published APIs, or this can be built from scratch.

ASD® config integration – if customers have specialized queueing and routing needs based on BI specific to their industry, the SCC config model is extensible to allow storage of other metadata. This ties in to options for scripted route and queue decisions. A cohesive, bespoke solution for specific customer needs can be put together rapidly without expensive consulting charges.

Server-side integration comments:

The server-side APIs all translate into Sytel’s real-time ASD control protocol, SDMP. Different presentations of the API allow for server-side programming using technology of the partner/customer’s choice. Whichever API mechanism is used, the underlying transport is HTTP or HTTP over SSL, which enables secure and reliable cloud deployment.


INTEGRACOES NO AGENTE

(INTERFACE DO AGENTE / DESKTOP)

® DUAS TELAS (SINCRONIZADA)
e UTILIZANDO APIS (HTTP(S) OU (WEB)SOCKET).

e APLICACAO DE TERCEIROS PODE MONITORAR EVENTOS

e TELA UNICA (INTEGRADA)

e UTILIZANDO AGENT DESKTOP

e EMBARCAR APP DE 3RD - IFRAME PASSANDO PARAMETROS
e UTILIZANDO API (HTTP OU SOCKET)

e PELA CRIACAO DE UMA APLICACAO DENTRO DA APLICACAO DE TERCEIROS
e DISPONIBILIZA TODO O CONTROLE CTI

e MUDO, HOLD, PLAY, CONFERENCIA, TRANSFERENCIA PARA AGENTE/FILA




NOSSAS CERTIFICACOES GARANTEM
PROFISSIONAIS MAIS CAPACITADOS

LGPD
LEI GERAL DE
PROTECAOQ DE
DADOS PESSOAIS
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