CONTACT CENTER
& CRM SOLUTIONS

FEATURES &
SCOPE OF WORK




ABOUT US

» With the commencement of iHelpBD in 2012, it had
taken an ultimate challenge with the status quo as the
world of technology is being changed more rapidly than
any other area.

» iHelpBD is an IT firm specializing in Call Center Solutions,
Software  Development, and  Business  Process
Outsourcing. Since its very inception, iHelpBD's state-of-
the-art Contact Center has been in continuous
operation. It possesses the art of integrating skilled
human resources with cutting- age technology.

Founded in 6
2012 Services

business operation of Call Center BPO for both domestic
and international market. With TCG as partner and
iSolutions as sister concern, iHelpBD is maintaining the
competitive advantages over the competitive factors of 150+ 100+
the competitors of the same industry. It has established a

sustainable development of its business toward the Corporate Clients Employees
vision fulfilling its missions.

> iHelpBD also associated with TeleConsult Group in the %j(,‘t)ﬂ) ‘..
|
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KEY FEATURES

S| Tite | fems

Dialer Type (Manual, Auto, Predictive, Preview, Progressive, Power, Call Back, Robo
Call, Work Code)

1 Dialer

2 Agent Platform  Agent Platform Functions

Live Dashboard, Agent Activity, Whisper, Analytics, Barging, Real Time Monitoring,
3 Dialer Admin
Listen Live Call, Supervisor Takeover

API Integration, Voice Prompts and Touchtone Keypad, Multiple Language, TPIN,
Green PIN, Text to Speech, Google Dialogue Integration, IVR Verification and

4 IVR
Registration, IVR Broadcast, IVR Notification, IVR based Health and Education, IVR
based Tracking and Booking

5 T Skill based Routing, Multiple Groups, Intelligent Routing from IVR, Configurable

System, Re-skilling by Admin, Re-routing, Specific Agent Routing

6 CTI Integration with Dialer, CRM, Ticket, IVR




KEY FEATURES
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7

10

11

12

13

CRM

Ticket

KBM

CSAT
Smart IVR / VIVR
WFM

Reports and
Dashboard

o HelpBD

Inbound CRM, Outbound CRM, Lead CRM, Telesales, Campaign, Task and
Schedule, Reports, Click2Call

Internal Issue Resolution, Complaint Management System, SLA, Escalation,
Back Office Tools

Information Database, Product and Service Knowledge Repository,

Document and File Attachment, Notice Board and Announcement
In Call NPS, After Call NPS, VIVR NPS, Reports and Analytics
Self Service Module, Smartphone and PC Support, VIVR NPS

Forecast, Prediction, Planning, Scheduling, Shift Management

Call Center Analytics, Campaign Statistics, Real-time Report




KEY FEATURES
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14

15

16

17

18

19

QA & Audit

Service Integration

Non Voice
App Dialer
IP PBX

Dialer & System

Architecture

o HelpBD

Call Quality Check, Call Record, User Login and Logout Data, Report

Access Tracking

CBS Integration, CMS Integration, TPIN, Green PIN, Branch Integration,
ERP

Social Media, Email, SMS, Web Chat, Chat Bot
Smartphone App based Dialing Platform
IP PBX Configuration and Support

Front End and Back End, System Security, Web-RTC, High Availability,

Load Balance




CRM PROCESS
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CRM
S
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- ata
Collaboration Operations Presentation
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ICRM offers three work category for CRM solution. 360 degree CRM will collaborate all the
communication channel into one. Operations CRM will provide use options for day to day
business operation works. Data Presentation will present all data in CRM in a integrated way.




CRM - SALES FUNNEL & | (DHelpBD
SALES PIPELINE

Sales Funnel Sales Pipeline

Lead Generation

Awdadreness
T Lead Qualification
Interest .
L Initiate Contact

Schedule Demo or

Meeting
S ensdeiction V Negotiation
Decision el Closing the deal

v

Relation between CRM Sales Funnel and Sales Pipeline.



360 CRM

3-8

| Dialer | Ticket | | Email ‘ |Facebook| I/\/hatsAPP|

ICRM can integrate all the communications medium into one platform. User can access
call, ticket, email, sms, facebook, whatsapp, knowledge management system (kms), net
promoter score (nps) from iICRM.




OPERATIONS CRM
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Follow Work
up Report

ICRM allows user to create task, event and assign day to day works to specific personnel.
Assigned users can perform tasks and do follow-up. Every activities of the user can be
tracked via CRM. iCRM will generate reports and real time data based on the user

acitivities.
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SALES CRM - DASHBOARD
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Please Update Your clienis list

»= iHelpBD
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Sales CRM dashboard will show the at a glance summary of the sales activities of the
organization. It can also show user wise report and analytics. It also presents the lead

stages and status based on various criteria of the leads.
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Sales CRM dashboard can present sales analytics based on different criteria like-
business or industry type, lead source, location or area etc.




SALES CRM - DASHBOARD

T ]HeIpBD Please Update Your clients list

e 9

(i PHelpBD

"3 Mehedi Hasan Shamim
LT -

Q Dashboard :_j Leads 3 Opportunity 2 Clients n[||] Task : Follow Up :. SMS B2 Email =] Report {’g} Settings
iHeIpBD Overview CTI Ticket Histary Mon Vaoice Task Follow Up Note Sales Activity Pipeline Log CTI Log Details Check List
mehedi
— Contact Name Contact Number Alternate Number
Lo [ R
ey mehedi 01746733817
40 6/10 Primary Email Designation Gender
Contact Score Lead Quality soud@ihelpbd.com Executive Male
o Company Name Company Phone Company Email
Lead Owner Mehedi Hasan Shamim
iHelpBD
Lead Pipeline Interested Web Site ndustry Type Lead Source
ihelpbd.com Technology Website
Contact Status Client
Lead Pipeline Lead Priority Lead Rating
Lead Creator Mehedi Hasan Shamim )
g i Interested Medium A Category
Lead Age B6 Days Lead Area District Address
Dhanmoendi Dhaka Dhanmondi, Dhaka P
7
Owner Assaciate Amount
Interested Warking 5 i
; Mehedi Hasan Shamim
i 1 Month.7 Day.23 Hour.33 Min
Mesting : 2 Facebook Page Facebook Page Like Remarks
New lead 1 Month.7 Day.17 Min

Specific lead wise dashboard will show the lead details information. Also it will

show all the communication history in the History tab.
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SALES CRM - DASHBOARD

4 Sl Kbt Visctr: st St Foe Mehedi H Shami
= iHelpBD Please Update Your clients list P [9 \ﬂ_ﬁ i e_'_ ﬁs_aﬂ Amim

{'} Dashboard ~ G3 Leads G Opportunity 2 Clients .ol Task  [] FollowUp &=} sMs B Email  ES] Report &0} Settings

iHeIpBD [ Overview ‘ CTl Ticket History Non Vaice Task Follow Up Note Sales Activity Pipeline Log CTiLog Details Check List
mehedi

|_—_’_| | Task €D | [ Follow Up (@) | | sms @ | | Email (@) ] | Opportunity (£ | [ cal g3 |

40 6/10
Contact Scon ead Quality
Contact Score Lead Quality Total Followup Ial ..... Total Task
4 5
Lead Owner Mehedi Hasan Shamim = =
30 S0
Lead Pipeline Interested
Contact Status Client 2.6 2.6
Lead Creator Mehedi Hasan Shamim
Lead Age 86 Days
1.0 1.0
Interested Warking - 0% 0% ' ' =
0.2 a9
Meeting 1 Month.7 Day.23 Hour.33 Min Jan Feb Mar Apr May Jun Jul Aug Sep b Mar Apr May Jun Jul Aug Sep Oct No Jan Feb Mar Apr May Jun Jul Aug Sep
New lead 1 Month.7 Day.17 Min

Lead analytics can be found in the lead dashboard. Here all the communication
channels or medium can be integrated. Call, Email, SMS, Non Voice, Ticket —all of
these activities can be performed from a single platform.




CRM DATA PRESENTATION
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CRM - CUSTOMER RELATIONSHIP (G HelpBD
MANAGEMENT

Omm Facebook nbound Outbound Settings Report Cantacts lﬂ ‘!, Mehedi Hasan Shamim

Cantact Details

Quick Contact Nate SMS Contact Action
Ecript Thchet Activity History Note SMS Call History Facebook
User Name* Uszr Humber*
Hrear ey Chemm e Select Channel Typel ¥
Prodilct Neine Select Product Name "l S Select Segment e

#o Source S G ke v Lirk senk atufk Select Link sent status i
Issue Type * SelectIssiie Categary v lsaue Category * Select Issue Category o

c ! Select Sub Category b Feedback

Descriptio

CRM for inbound call management. It customizable and API integration available
with client’s ERP, customer database, CBS, CMS, IVR etc.




CRM - CUSTOMER RELATIONSHIP (G HelpBD
MANAGEMENT

8] ’Hman Facebook inbound Outbound Settings Report Contacts éﬂ ‘L tehedi Hasan Shamim

Contact Details

Select Call type

CRM for outbound campaign call management. It customizable and API
integration available with client’s ERP, customer database, CBS, CMS, IVR etc.




CRM - CUSTOMER RELATIONSHIP (G HelpBD
MANAGEMENT

Omuan Facebool inbound ~ Outbound  Settings  Repor contacts: A & Wehedi Hasan Shamim

Contact Details

Lead management or telemarketing CRM. It has 360 view of customer
interaction. User can manage contact list, schedule task, manage follow-up, send
sms and email. Also social media platform integration is available with this lead
management system. User can perform click2call from here.




CRM - CUSTOMER RELATIONSHIP
MANAGEMENT

From this section, user can create contacts.



CRM - CUSTOMER RELATIONSHIP
MANAGEMENT

12 Type

Contact details form will show the details information of a lead.




CRM - CUSTOMER RELATIONSHIP (G HelpBD
MANAGEMENT

User can send SMS to lead / customer. SMS can be sent by manual writing and
preset template format.




CRM - CUSTOMER RELATIONSHIP (G HelpBD
MANAGEMENT

CRM has Email platform. Here user can send email and receive email in inbox. It
has the file attachment option too.




CRM - CUSTOMER RELATIONSHIP (G HelpBD
MANAGEMENT

This is an Email inbox platform. Email can be configurable with different email
service platform like- gmail, webmail, yahoo, hotmail, office 365 etc.




CRM - CUSTOMER RELATIONSHIP (G HelpBD
MANAGEMENT
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Contact Details

=>Cript

Contact Properties

CRM has the click2call function. Here user can click on the customer/lead
contact number to initiate a call.




CRM - CUSTOMER RELATIONSHIP (G HelpBD
MANAGEMENT
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User can view the lead interaction history in the History tab. All communication
including call, text, email, social media etc. will be shown in the history section.




CRM - CUSTOMER RELATIONSHIP (G HelpBD
MANAGEMENT

" sManager citngs Report  Contocts M0 J) Micheel ha
TOTAL AGENT TOTAL LEAD TOTAL ANSWER TOTAL NOT ANSWER
108 206447 115436 68611
TODRAY LEAD TODAY ANSWER TODRAY NOT ANSWER TOTAL UNTOUCHED
2099 362 421 22400
UNTOUCHED NEW UNTOUCHED OLD TODAY FOLLOW-UP TODAY SALES
6348 15562 265 20
ARCTIC TERN- LEAD ARCTIC TERN- ANSWER ARCTIC TERN- NOT ANSWER ARCTIC TERN- UNTOUCHED
349 69 88 5817

This is a CRM dashboard for lead management. Here user can get a summary of

the work. Report and statistics based on various criteria will be shown in this
dashborad.




CRM - CUSTOMER RELATIONSHIP (G HelpBD
MANAGEMENT

Description *

CRM has the option of creating Ticket for issue resolution and complaint
management. Ticket issued from here will be automatically assigned to specific
person or department relating to the issue category.




CRM - CUSTOMER RELATIONSHIP (G HelpBD
MANAGEMENT

Ticket Field information

Ticket Cycle

User can view the ticket update from CRM. Also ticket information can be
edit/change from ticket tab. User can easily find ticket status by searching with
the lead/customer’s contact number.
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DIALER P-01

iContact Contact Center Dialers- Dialer Type (Manual, Auto, Predictive, Preview, Progressive,
Power, Call Back, Robo Call)

Power Dialer

Uses a pre-set calls:agent ratio to
automatically dial prospect phone
numbers as soon as an agent
becomes available.

Progressive Dialer

Makes one call at a time per agent to
maintain a consistent outbound dialing
pace that can be adjusted according to

agent availability and preference.

Preview Dialer

Automatically places outbound calls,
and provides agents with relevant, up-to-date
customer/prospect information based on
past interactions before connecting them.

Predictive Dialer

Makes simultaneous outbound calls,
filtering out voicemail, fax machines,
busy signals, and disconnected numbers.
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DIALER P-02

iContact Contact Center Dialers- Dialer Type (Manual, Auto, Predictive, Preview, Progressive,
Power, Call Back, Robo Call)

®O®

Manual Dial
Agent can manually
input the number and
dial outbound call

Auto Dial

Dialer system wiill
automatically dial
outbound call

Call Back

System will generate
call back for drop or
missed calls. Also it

can take call back
request from caller

Robo Call

Pre-recorded message
can be delivered via
Robo Call




AGENT PLATFORM P-01

i{ontact

Login panel for Agent

Agent Login Agent Password Campaign

[mehed: [oene | | nsounD - nsouND

0

Powered by - HebBD

In the agent platform, Agent can manage calls, Email, SMS, Chat, Contacts. Agent can
check their CDR, see other agent’s login status from agent view, change skill group,
hold call, transfer call, conference call, view queue call and drop call, dial call back
and more.




AGENT PLATFORM P-02

A Notice Board:

This is a skill group selection window. Here call center agent can select their
assigned skill group. Also Admin/Supervisor can select this for the agents.




AGENT PLATFORM P-03

2023-08-17 17:33:35
[ 1]
1y

A Notice Board:

In the agent platform, call center agent can see queue call and drop call notification
and list. They can dial call back too.

On the left side, agent can see other agent’s login status in the Agent View section.




AGENT PLATFORM P-04

A Notice Board:
<<2023-08-10  <2023-08-16

LENGTH STATUS PHONE

DA746733817
DITA6T3E7

DATAGT33E1T

In the agent platform, Agent can view their call logs and CDR.
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AGENT PLATFORM P-05

A Notice Board:
Phopa

In the agent platform, Agent can input information or can see existing customer
information in the CRM pop-up screen. In this pop-up screen agent can also
found the previous call history.




AGENT PLATFORM P-06

()

A Notice Board: 01622832613
Phoy

Call center agent will choose disposition in the call disposition screen after
ending a call.




AGENT PLATFORM P-07

A Notice Board:
Phang

If a call center agent want to go in break or pause mode, then they need to
select a pause code. This pause code will assist Admin to track agents pause
time.




AGENT PLATFORM P-08

A Notice Board:

Call center agent can perform call transfer and call conference from the call
transfer section mentioned in the image.




AGENT PLATFORM P-09
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Agent platform background has different color theme for customization.




DIALER ADMIN P-01
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From Dialer Admin section, Admin/Supervisor can access live dashboard,
wallboard, agent activities, whisper, barging, listen live call, view call center
analytics, monitor agents in real time and perform agent takeover.




DIALER ADMIN P-02

MEMBER |2 ROLE ¢ STATUS + CALLHANDLING ¥  SESSION ¥ (Q Eavesdropping(00-45) Agents
Member: Jia g Tamim i
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From Dialer Admin section, Admin/Supervisor can access live dashboard,
wallboard, agent activities, whisper, barging, listen live call, view call center
analytics, monitor agents in real time and perform agent takeover.




IVR - INTERACTIVE VOICE G HelpBD
RESPONSE

5 IVR
$ Advanced APIl-enabled
{a‘ IVR system connected

to internal and external

data sources.
BUSINESS
INTELLIGENCE
Collect and analyze data on
callers, IVR performance, call
volume, and more.

CUSTOMER SERVICE
AUTOMATION
Automate basic queries and
customer support questions.

INFORM

Utilize outbound-IVR for
essential alerts, product recalls,
and payment reminders.

PAYMENTS &
TRANSACTIONS
Accept payments & transfer
funds without agents.

AUTOMATICALLY ROUTE CALLERS ACCEPT CALLER DATA
Route callers based on caller response, Activate credit cards, perform surveys by
customer type, location, and more. phone, accept utility meter readings, and more.

IVR will be integrated with dialer, CRM, CSAT, TPIN, Green PIN, Google Dialogue and any other
system required. Caller can access services by pressing keypad in their mobile. Card service, PIN
set, Balance check, Cheque book requisition, VIVR link receive, CSAT calls from IVR, Verification
of register customer, Message broadcast, Voice mail, Promotional message in queue, IVR based
education and Health service etc. can be provided to customer from IVR platform. IVR will
generate necessary reports as per the service requirement.




ACD - AUTOMATIC CALL | (DHelpBD
DISTRIBUTION P-01

Call Routing Process ‘ Pre— ,
. Information
. Offer

- .y %) Outlet
Q © © o IVR Service
- 0 90 = -
g» @00 | Srpees
- © ~— & call Center ~
Customer IVR - :gentt ‘ > # Complain

# Delivery

# Outlet Information

# Dealer Service

ACD system will route the incoming calls based on their skill group identified in IVR. It supports
multiple groups for call types. It will combine data with the IVR menu system that can intelligently route
calls requesting further assistance. Admin can configure system for adding/removing users, assigning
users to different queues and defining skill sets. Dynamic Re-skilling option by Admin will immediately
apply any modification to the queue skills and agent skills. If the selected agent does not answer within
a pre-defined time limit then call will be re-routed. ACD can route call to specific agent if the agent is
ready.




CTI - COMPUTER TELEPHONY G )HelpBD
INTEGRATION

Inquire
Over Phone

CTI Server
Provides call
information, IVR,
routing etc.

Customer
! 'Q' Customer
! O : Relationship

Management

Agent Receives Call
and Call Information

CTI will be integrated with Dialer, IVR, ACD, CRM, Ticket. CTI enables the system to manage calls,
put call on hold, call transfer, call conference. It also enables proper call routing to ACD based on
customer category and agent skill group. CTI enhances the quality of reports by enabling phone
data to be matched and included with data from business systems. CTI matches customer data
from CRM and show data in screen pop-up. CTI also enables live call listening function for call
monitoring. It provides self-service, agent-assisted and fully automated alerts and actions.




TICKET

With iTicket Issue Resolution system, you can get following work done-

= Complain Management System
= E-mail & SMS integration
= Department wise issue resolution

= Manage ticket status

= SLA time
» Ticket Escalation y
» Ticket dashboard L

= Ticket user management
» Product upload
= Service request

= Old data migration
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TICKET

> A user submits a ticket to the web-based software by sending an
email to the helpdesk-monitored mailbox

> The system notifies you about the ticket by email, SMS of push
notifications

> An agent "takes over" the ticket. By this means, he notifies other
agents that he will handle the tickets

> Both the agent and the user interact to answer each other’s
questions, post comments and updates

> All these activities are done using ticket management system’s web
interface

> As soon as an issue is resolved, the agent closes the ticket




TICKET

O iticket

)

Wrong/Close/QC

g Supervisor
I

i

v | Ve
r .
Customer Agent
Complain Teling Ticket Generated

Ticket work process

Handler

Ticket Solved

-

Dep. Head

If Ticket Not Solved




TICKET

> Call center agent can
create ticket based on

call type

» Automated ticket can
be generated based on

call type

@t!glgég

l CTl . Verify . iTicket . Email . I

Creste Ticket

Complain
type:*

Department:

Complaint

Nature:

Customer Alt No: "

Priority: *

Add more

reciever.

Template:

Priority: *

Attachment:

Remarks:

E iticket

General Issue v

Card Division

Card Problem

016324843214

Important

234,453,493
Card
Select Priority-

| choose fite | No file chosen

Service

Assigned To:

Customer

Name: *

Customer
Phone
Number: *

Email
Address: *

Other

reciever:

Customer
Address:

Additional

Phone No:

All Rights Reserved.

SMS
Search ticket
General v
Shahabul Alam v
Md.Abdul Alim ®

015753467425

alim@gmail.com

122,123,125

Shah kabir mazar, uttarkhan

Additional Phone No
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TICKET ”

iHelpBD Home UpdateTicket krrahman@abcbank.com -

< ‘&A 5

) =
T Work In
otal Ticket 52 New Ticket 48 Progress 1 Ticket Solved (Q

® @ 2

Reject o Asff'agi'l‘ e.:pLA 48 Resolution o Transferred (Q

Search Type Search Keyword Start Date End Date

Contact v Enter Search Keyword 01/06/2021 ] 30/06/2021 [}

Update Ticket

; : COMPLAIN Customer Contact Create SLA
D Compain Nature TYPE Initiator Assigned To Number Status Date SLA End Status & 4
173 - Ashraf 01705500388 2021 2021 Not ”
Customer Service Card Issue amirulislam Working Mixe 06-24 06-29 Resolved
16:50:06 16:50:06 &SLA m
Expired
172 Ashraf = 01705500388 z 2021 2021 Not 4
Customer Service ATM Issué amirulistam ¥~ Working ¥ 0624 06-29 Resolved
16:45:06 16:45:06 & SLA m

Expired

From the user dashboard, Ticket resolving person can check the ticket details and update
ticket status. Ticket will have a SLA time for solution. If the SLA time is missed then it will
escalate to the upper level. Email and text notification will be sent.




CSAT / NPS

NPS/VoC

Option | satisfaction fevel | Score

1 Best 9-10
2 Good 78
3 Average 56
4 Poor 0-4

NPS Database
sI Name Phone Number Service Category !
1 Anwar OTXXXXXXXXXX Account Service 9

2 Nancy OTXXXXXXXXXX Card Service
Alim 0T XXXXXHXXXX Cheque Service

Customer will take service from self service kiosk. User data will be saved in the system and
forward to NPS server. NPS server will generate NPS call to customer.
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CSAT / NPS ,

_» " Customer feedback will be stored in the NPS
system and customer will be notified via SMS.

- ; <§ <§ <§ . 4 Sals'l;g -
: Ction

Confirmation SMS

Customer Call center agent will Agent will reply After ending the call,
will contact receive the call and customer queries and customer will receive a
the call can see customer issue ticket if any automated NPS call. They
center information in the pop complaint received. can give feedback from
up screen. their phone by pressing
Information will be buttons to mention the

shown via API. service quality.
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CSAT / NPS
No Phone Agent Time Sequence press y Time Duration
72 01627608854 ib-lisha 2023-03-21 14:59:20 sheba>>1>>CSAT_MENU>>5>>Five>> 5 12
73 01738212062 cc-fattah 2023-03-21 14:57:18 sheba>>2>>CSAT_MENU>>5>>Five>> 5 -
- 01789416438 ib-shuraya 2023-03-21 09:05:49 sheba>>1>>CSAT_MENU>>4>>Four>> - 10
22 01831315474 ts-farzana 2023-03-21 11:05:14 sheba>>2>>CSAT_MENU>>4>>Fours> 4 16
25 01313143436 ts-farzana 2023-03-21 11:25:17 sheba>>2>>CSAT_MENU>>4>>Four>> 4 3
32 01924740771 cc-ashraful 2023-03-21 11:54:42 sheba>>3>>CSAT_MENU>>4>>Four>> - 15
7 01847200415 cc-ashraful 2023-03-21 14:49:18 sheba>>2>>CSAT_MENU>>4>>Four>> - 13
39 008801829646499 ib-shetu 2023-03-2112:21:09 sheba>>3>>CSAT_MENU>>2>>Two>> 2 19
14 01779140768 ib-lisha 2023-03-21 10:02:59 sheba>>1>>CSAT_MENU>>1>>0ne>> 9
T 01779140768 Ib-shuraya 2023-03-21 10:22:55 sheba>»1>>CSAT_MENU>>1>>0ne>> 1 2
Showing 41 to 50 of 73 entries Previous PFoa B 5 6 7 8 Next

NPS reports can seen from admin section and dashboard.




CSAT / NPS

@HelpBD

NPS reports can seen from admin section and dashboard.

No * Agent Campaign Unique ID Phone Time CC Survey Product Survey Time Duration

1 Nishat 1000FIX 1679368888.28 2801875295616 2023-03-21 09:23:55 Satisfy Satisfy 32
2 Eiti 1000FIX 16793629066.41 01321127348 2023-03-21 09:26:24 Sarisfy Dissatisfy 27
3 Nishat 1000FIX 1679369503.50 BE01711398594 2023-03-21 09:34:12 Satisfy Satisfy 30
4 Rimi 1000FIX 1679369702.60 8801822897284 2023-03-21 09:37:.08 0

5 Eiti TO00FIX 1679369901.77 01675522545 2023-03-21 09:44.22 Satisfy Satisfy 39
5] Nishat 1000FIX 1679370329.119 09612115774 2023-03-21 09:47:47 Satisfy Satisfy 28
7 Rimi TO00FIX 1679371104.154 01313717444 2023-03-21 10:02:31 Satisfy Dissatisfy 13
=] Rimi 1000FIX 1679372481 .264 8801521428696 2023-03-21 10:24.30 Satisfy Satisfy 31
9 Rimi 1000FIX 1679374777.542 8801830976812 2023-03-21 11:02:19 Satisfy Satisfy 14
10 Mishat T000FIX 1679275142.578 01837540518 2023-03-21 11:11:47 Satisfy 17
11 1679375191.592 401609034321 2023-03-21 11:06:33 Satisfy Satisfy 26
12 Nishat TO00OFIX 1679376302.762 8801777750660 2023-03-21 11:28:01 0

13 Mouri 1000FIX 1679376580.816 8801717507060 2023-03-21 11:36:55 Satisfy 6

14 Rimi TO0CFIX 1679376628.833 01744573217 2023-03-21 11:34:46 Satisfy 2

15 Eiti 1000FIX 1679376651.824 09638981085 2023-03-21 11:34:28 Satisfy Satisfy 28




SMART IVR/ VIVR

O ® VisuallVR.demo.com/pin/g (CD)
iVisual IVR

iVisual IVR

Main Menu Card NO:

Enter New PIN:

PIN Generation & Card Activation )))

Account Services

Credit Card Service

Confirm New PIN:

Fund Transfer

Utility Bill Pay
Cheque Related Service

Mini Statement

Welcome to Visual IVR Service

@& <p

Customer can use VIVR by requesting a link from call center IVR menu. A link will

be sent to customer’s phone. From there they can go to VIVR screen and take
necessary services. It is a self service platform.




SMART IVR/ VIVR

How Visual IVR Works?

§ Call Transferred
\\\\\\ to Live Agent

for Resolution

Il

[}q Self Service

Il

Call Resolved
via Self-Service

SMS Link to Self-Service Tools Acti D Automated Call
Visual Experience Gather Info TN Sana Resolution

Smart / Visual IVR Work Flow. VIVR can be accessed through IVR menu, SMS,
Email and Social Media inbox.




SMART IVR/ VIVR

Benefits of Visual IVR in Contact Centers

Improves Brand Perception Improves Contact

Visual IVR ensures self-service Center Metrics

experience to the customers that
contributes to improving brand
image.

Visual IVR has aided contact centers
in improving KPI metrics like AHT, FCR,
and call abandonment rates.

Ensures Personalized
Experience

Ensures Cost Savings
Potential
Visual IVR typically costs less

for each contact, saving more than
80% compared to voice IVR.

An improved brand-customer
relationship through self service helps
individualizing customer experience.




SMART IVR/ VIVR

Ensures Self-
Service Options

Visual IVR ensures self-
service through digital IVR
menus that offers clear
visibility of options for more
accurate responses.

Ensures
Omnichannel
Support

Enhances
Data Security

Visual IVR enables companies
to embrace omnichannel
support that improves
customer reachability along
with call resolution.

Visual IVR not only allows
customers to load their
data in a secure manner
but also ensure data safety
through encryption.




REPORT AND DASHBOARDS

& lhelp ~

ICntaCt Agent login U 0 Available 0 Break 0 On Call Queue 17 IVR

€€ Dashboard v v a3

& summary Data v
sl Detail Data » % \2 Q o O 0.00%
m m m oo |

| Recording v

)
il Raw Data v < ~ = %
M G 100.00% s 0.00% @ 0.00% @ o000 © 05:09
eoveeiom |

B DTMFAVR ¥ - =
i" 0
lVy 00:00 O)) 00:00 @ 00:00 @ 00:00 i 06:00

& Disposition Report v A s ALAAS
Average Handling Time Average Hold Time Average Dispo Time Longest Queue Time

&2 _t# 85

& Priority List v - -
o \ (G . Q -
g

sl Tools v

£ System v

|l Comparison Graph v

Call center analytics, Campaign statistics and Real-time reports will be visible in the Dashboards.




(i PHelpBD

REPORT AND DASHBOARDS

Live Explore Inbound Service Level Outbound Agents Numbers Calls Dispositions Scheduled

Inbound - General + & I Edn

Agents total contacts Q == Service level Q == Average wait time Q == Longest wait time Q =*
@® Today ® Today ® Today ® Today
o < 05:00
>90%

Live agents Q == Live agents Q ==
® Live @® Live

Agent Ring groups Status Status time

Abid Billing Sales Away v 00:01:29 see

Tamanna Orders ® Onacall v 00:17:16

Mehnaz Orders ® Available v 02:35:54

Audri Marketing @® Available v 00:03:33

Tamim Sales ® Onacall v 02:30:10

Rubel Tech Support Away v 00:22:18

Nafisa Orders ® Available v 00:01:36

Farjana Orders © After call work v 00:02:43

Away @ After call work ® Busy @ Available
Saalain Sales ® Onacall v 00:15:20

Call center analytics, Campaign statistics and Real-time reports will be visible in the Dashboards.




QA & AUDIT

How to Measure

-
Quality Assurance Customer Experience Secti

|Metrics Data Score
1. Customer Assessment of CX
The call resohed **Crtcal Erer** Pogt-Cal Surwey 30
Costtrmer was vary satsfied with he agont Post-Cal Surwey 20

= There vasa podtve olatomer experience (e.g , happy ) Arstical i 10

Set Clear Goals for Quality Assurance for
e ot}
Your Call Center Call Comg

2. Agent Ownership of Customer Issues
A. Information Sharing
Allkey information was provided QA EmbabeSupervisor 2
Askod par accurataly QA Evababe Siperiaar &
s chilhie krovledge Pansgement o QA L bahor S e v 1
Viscka rotes or Bgs reason of why e customer cakd QA EwababrSipervsor 1
| Agent teok clear and complos soRa and enmernd tham in CRM QA E'@hotoe S upenisct 2

B. Call Handling
Achaind to cusbeamer Fander o sacalston gudalnes QA F bt Siperuans 1
Establish your benchmarks, and Survey your customers and and spprosen © reaman QA EabateSiperse 1
user-friendly metrics to employees to be sure the call Achersd In cusbrmer held guidelines QA ExaliabriStpensor 1
|Usinmired adhsrenca © ha seript o gudaines Q4 Ewababe Sipeniso 1
2

determine whether your center is delivering a quality
business’s calls are meeting your service,
key performance indicators (KPI)

| Anknd and canfrmed if the call resched QA Eabator Supervnst 2

Accurate informason provded |praventnd cusbrmer cal back) “*Urdcal Enoet RUA Exbater Superusor 3

= 5 - =] questons were d L QA Ewbiatr Supervisor 2
Monitoring Your Call Center's Quality 5 cat rain - rogqared: 94 EahateSipeniosr 1
& Provided the TKSTREDI0pae ol QA E bt Supenvson z

of Service Thanked the custrmee for ihwir busiress and i Swim iy vare vokind QA EababeSiperisor 1

1

2

3

This involves technology - either recording or
live listening to calls - and then analyzing their
quality to determine how they can improve
Make sure your call center has!

® User-friendly software for your use case
@ Determined your KPI o

® Monitored all channels being used (.e, text .
messages, emalil, live chat)

@ HelpBD

Customer Service QA Scorecard

Was sfficient in hendbrg te call (0.9, ok col )

C. Customer Service Quality

Jeadthe cusiomer’s name throughout he cal

QA Easbierton Super vesa:

QA Ewabiate Supenssor
QA E

Sxovesmed erputhy for the issus, o T
ook ovnership for resohvng cl reasen

3. Agent Ownership of Business lssues

A. Security

Verified ool occecs b scocuntinformation **Crida: Erree™®

UPIEIEC O CHNNIMed SCCOUNE INfOIMaton (.9 , #mail pnone 2, acorses)
193 to gwernmwntlaws (9 0 HPAA) “Crtical Srort

B, Selling of Products and Services

QA EwhatrSuperwsor

QA ExobiatbrSuperviaor
QA ExahiatrSipenisor
QA Eababr Superison

g it 0 and 4 QA EvabatrSuwervsor 2
@ Decided which calls to record (and listen to} hargod oorrect faos {did nat weke fors or urder-chargs) **Crcal Error™ QA EvabiatriSuperiaor 2
@ Listened to the ENTIRE call of those you choose TOTAL 100

Customer Service QA Scoring Range:

Grect: 100 Peints, Good: 90-80. Average: 70.89, Noeds Improvement: 50-60 & Unosceptable: 049

“Grites Ermor™ - 16an agent mates A Cncal error, Fey recelve O pos o thair ertire CLsiomer Serdce QA Eraliason

Admin/Supervisor can perform QA tasks by maintaining the QA scorecard. QA scorecard shows the performance of an agent
based on defined performance metrics. QA can be done by listening call records, listen live calls, NPS, Customer Survey etc.




SERVICE INTEGRATION

iContact software solutions is integrated with following Solutions-

|

FINASTRA MISYS

FINANCIAL SOFTWARE

Micadsquared FRGEHEY - | MYSQFT O Kapture

Knowledge, Effort, Quality

With above Software integration, we are providing Contact Center Solutions to-

X AB Bank OIFIC 6”"'9!!&.%2‘5\‘”0 A MetLife

2 memnsiwatrust Y@ futterfly LA3AiD

SPECIALIZED HESF‘IVIAI.




SYSTEM ARCHITECTURE

Local Server Room

——~ [ e e e e e e e e e S
1 i 1 Call Center System |
: F 3 : { (CTI.IVR.ACD.CRM---) }

I |
I ‘ | Users = I — |
| & | i — — |
: | : ® ® |
| & ] g J
L 2  horomemmmmmmmmmm———

l_J)
D
:

Telecommunications Internet
Provider

— e ———— s ———— e ——— s ———— . ——— e —— — ——— A — —— —— — —

L
i
y y
hll Ig
i
¥ ;
L
i
i
hll
&

3P

3o
L
3o

———— — — — — — — — — — — — — — —— — — —— — — — —— — — —— —— —— — —— — — — — —

Seats (PCs + Voice Gateway)

IContact contact center




CLIENT PORTFOLIO

Government
Sector

r.a EASTULAND INSURANCE

Bank & < IFICBANK = AB Bank b wioneairo [ MetLife &g
Insurance

. 1] \ e |
E-commerce I PrigoShop Sh@g@ 45 sHopoTH: 509 efs  Khaas food \&/ AN

@

HEARAD N e ll  \2/ ssoamay | EELUBANA

Hospital

STATE UNIVERSITY [k 2riversity of 4
Education & %GFBMGMD“H %Cﬁéogy '| JMINUTE shlkho o 4

Ed-Tech ==, .. SCHOOL.| SARD?  RETINA % uepecoinn




(i JHelpBD
CLIENT PORTFOLIO

. = Wit T QoA Y Zaynox e " ‘v — —
Dllgﬂj]tal \%7 LifeSpring pl ||sue & AMARLAB Tam! ,@ﬁdw. ,H(,ga,am 'U,(l Health D DocTime QPRAAVA HEALTH &% ;:*'»M E l‘,
I I e a Ca re for your wellness... ‘?f

= JOBHAI| shebas- i LB Ex. REDX  rweni®
Logistic Service ’

Group Of @ @@ Buggﬁy

C O m p a n y TeleConsult Group

INTERATIONAL ST
RESCUE & Q

shug’oPog,? Taskeabter
ANANTA '

Miscellaneous

1 ﬂ» NHCR PharmaSolutions JAX RUPAYAN MADCHEF
Miscellaneous ( V UNHCR 9 % PETRO! LPG 6 Ro 0D &
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