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CyTrack® CyQ™

Connect your customers and partners
swiftly and efficiently with your best
team members to service the call.
CyTrack® CyQ™ is the most affordable
professional Customer Service and
Inbound Management & Reporting

system for all businesses. CyQ™ provides
your business with the means to route and manage your
customers and provide them options on how they want

to contact your staff in the best possible way.

Performance & Results Monitoring

CyReport™ is integrated with CyQ™ and powerful
reports can be obtained of your inbound customer
service channels and individual and team
performance. Review resources you have to see
that business targets are being achieved. By a well
designedgrouting and agent plan you can analyse
important information on your business. Ensure
Auditing and compliance guidelines are being met

with complete history of all calls and activities.

Professionally manage

most important busine

customers calling you

Whether you are a formal call ¢

calls or an informal call group th

a specific service or business functio

manage inbound call routing and call queue requirements

er your customers and your

The Possibilities are endless - give your
customers options and/or automate
your ability to service them best - how
they want

CyQ™ allows for a range of routing possibilities and
direction options that allows your customers to choose
how they want to contact you rather than just leaving
them in queues - provide options to other divisions,
voice mail, transfer overflows to other offices, employ
skill-based routing to the best trained team members,
or even let them hang up but keep their position in your

queue and you call them back.

Main Function Points

0 Real-Time Administration Interface

o Range of Queue Management Distribution Modes
o Skills-Based Routing

o Configurable Announcement Manager

o Auto-Attendant

0 Queue Priority and Overflow Management

o Drag and Drop Agents and Callers

o Configurable Threshold alarms

o Database/CRM Integration

o Optional Voice Recording

o Integrated Reporting - over 150 Reports

o Configurable Completion & Wrap Up Codes

o Optional Call-Back in Queue Module

o Configurable Agent break-out codes

o Optional Tele-Marketing Call Blending Module



CyTrack® CyQ™

Real-Time Management

& CyDesk Manager (Nick Milan -)
File ©Options Help

o ACD Groups
o, Queue Groups

— -
o, Queues

=, Customer Service In:2 Awl:0 Busy:0 Brk:2 Calls:1 Max:12 Avg:12 DMax:02:5% Day:2 Ab:1 50%
= - Calls
- 210 Incoming Cal{Customer Serv.. To 625 from 55539800 Drn 16 CyTrack Telecommunications

{2 Mick Milan -{811) Lunch
'y | Simon Bennett(808) Coffee

+- 4 Campaigns

= a Agents

+ u Bruce Wielinga Logged Out

+ a Farley Kang(817) Busy 00:09:30 Help Desk

+ a Jess Kiggins{815) Free 00:03:09 Logged In 14/05/2007 8:33:27 AM

+- g4 Lili Sudiarto Logged Out

+-gd Marcus Alick Logged Out

+ a Mark Hammans(g 18) Free 00:04:41 Logged In 14/05/2007 8:24:50 AM

+- | Nick Milan -(811) Break Active 00:00:49 Lunch

4 Peter Wiliams Logged Out

+-4%) Simon Bennett(803) Break Active 00:00:24 Coffee

+ a Taupheeg Omar(81&) Free 00:07:39 Logged In 14/05/2007 3:14: 35 AM
+ = 0] PABXs

Agent Real-Time Management Queue Real-Time

The CyQ™ Manager Scree

what is happening in your gt
time screen of all queue and agent activity. The Manager service channels. Volume,

The CyQ™ Manager Screen provides an advanced real

can force agents on and off breaks centrally - as well as
thresholds are all delivered to your in Real-Time. Add

changing agents between queues and all administration agents to queues by simple drag and drop. If you have
of the system centrally. A range of Real-Time graphs O

are available to review agent and queue performance

statistics.

Agent Features (see CyDesk™ for more e os M s

details) _# Sales 0:00 0:00 0:20
o Agent Log-In/Out Onscreen

0 On-Screen Wallboard

o Run from toolbar or full screen

Active Call Tooltip Dizplay Opacity }

o Integration with customer database or CRM [ueue Statistics Popup Dizplay Options |M_l,l Queues &t Al Times
Dont Digplay Queues

My Queues When Busy
by Queues At &l Times

Nam hown on Agent Vhen Busy
i © ge Enable CyPhone Diagnastic Trace File Al Dueues At Al Times

o Customer Screen Pop Details Change Copy Dial Options

Screen

o Agent Call Wrap Up Codes
c 2 CyQ agent Wallboard shown above can be set to display

o Agent Break Codes
o Auto Agent Absent Select at all times or when agents queues are busy, or a range

o0 Log Agents into new Queues - reassign while live of other configurable statuses.



CyTrack® CyQ™

Real-Time Review

—

Agents Queue Times Mumber of Calls
O Busy 3 O Awvg 0:05 O Abandoned 11
B Ereak 2 B Max 008 B CallzinQ 2
O Free 2 O kax Today 0:30 O Anzwered 51
Logged In v Calls Today B4
- Agent Status Time Details
Bruce Wielinga(824) ! 00:46:22
Jess Kiggins(815) Busy Incoming 00:00:46
Marcus Alick(801)  [Free I 00:02:51
2 Calls Mark Hammans(518) Busy Outgeing 00:00:10
Mick Milan(811} Break 00:00:17  Coffee
Simon Bennett(808) 00:38:47 Lunch
_ Taupheeq Omar(816) Busy Outgoing 00:00:47 e TRl

Agent Real-Time Management Agent Real-Time Management

The CyQ™ Manager Screen provides an advanced real R ides an advanced real

time screen window for each queue which can be opened
and sized on the screen with other queue windows to
presenizhowayouwant it.

time screen window for agent statistics as shown below.
The Agent Window presents a summary and graph of
events in the day to that point.

Jess Kiggins

Review

Options
A g e nt
. . Report Start: 1710512007
Statistics First Login: 1710512007 8:38:32 AM
immediately
Currant State: Logged Out
1 The CyQ™ . Farail
Manager Screen Eya Gl v
) g. Cyi Call Time: 00:18:00 W cvocas
providing Real- Wrapup: 00:02:43
Time statistics Other Calls: 51 [ wrapup
on agents Other Calls Time: 01:45:41
. 9 Total Logged It 08:58:13 O ereak

perrormance Total Break Time:  01:00:58
including their Availahle Time: 05:51:22 W otvercais
log-in time,
current state,
total times spent
on breaks with 173651 Logout Coffes 1 000300
full description 17:27:12  Wrapup Finish out of office 1 00:42:39
and also the last 17:27:08 WrapL.lp.Start Meepng 1 00:11:05

. 17:27:.08  CallFinish Be right hack 1 00:04:15
chronalogical 17:26:32  Call Stan
eventscompleted, 17:20:41 Wrapup Finish
all in Real-Time 17:20:38 WrapL.lp.Start
) ) 17:20:038  CallFinizh
immediately. 17:10:60  Call Star

L




CyTrack® CyDesk™

Link your most important tools - The

PC, Telephone and Internet and create
advanced service management and business efficiency
with CyDesk’s™ inbuilt CRM integration interface.

CyDesk™ can be used stand alone or integrated to
Outlook or your Customer Relationship Management
System (CRM) or Database, Access and many other
Windows Based Applications. Or just highlight any
number in Windows and Right-Click to Dial.

All standard telephone controls such as answer, hold,
re-dial, conference and transfer are now easier and in
fact better supported now it can be done from your PC.

CyDesk™ also provides advanced functionality for use
in business such as Real Time Management Screen for
the Administrator, configurable break types to indicate
user status, optionally providing voice recording
functionality.

CyDesk™ is not just another softphone -
CyDesk is a product designed to enhance the telephone
you have whether it is a desktop, IP or Soft phone.

CyDesk™ integrates your telephone into your business
systems, linking you to your office CRM, customer
database or management system and provides presence
management defining your status and availability to
office colleagues and teams.

CyDesk™ is.your central communications tool, providing
youf speed dials, missed call, redial and received calls
lists on the screen in front of you.

CyDesk™ can record your conversations and it can log
all your activity for performance and analysis.

o All Telephony controls from your des
o Click to Dial

0 Screen Pop on incoming call

o Database & CRM integration

o Log history to your CRM

o Review staff and colleagues
‘presence’ management

o Manage your calls with speed dia
call and received call lists

ecording — see CyRecord™

ing, Analysis and Billing
CyReport™

CyDesk™ is a complete business system
that is modular - CyDesk™ becomes the desktop
agent module in any CyTrack® Business Communications
or Call Centre System.

Work alone or be a part of a CyQ™ or CyCall™ team in
an inbound queue and/or tele-marketing campaign.

CyDesk™ provides your team system log-in, break-outs,
completion codes, call wallboard and voice recording
control centre when you are part of a CyTrack® Business
Communications System.

Remember, CyDesk™ also links your team into your
company CRM for a complete integrated solution.

o CyDesk™ is modular - from personal tool to Business
Communications or Call Centre agent module

o CyDesk™ becomes the log-in, break-out manager, wall
board and completicii and account code entry point

o Log-in to CyQ™ for inbound queue management

0 Log-in to CyCall™ to join a CyCall Tele-Marketing
Campaign

o All team activities and performance records are stored
directly to CyReport™ for reporting and analysis

o Record calls on demand, all calls or randomly with
CyDesk™ CyRecord™ module.

o Optional - Integrated Reporting and Billing
with CyReport™



CyTrack® CyDesk™

Manage your calls
from your PC

Manage your telephone calls easier !
File Actions Tools Help

a @ Nick Milan - Free

44 Bruce Wielinga Logged Out

= % ) & 4l Farley Kang Free

Now answer calls by a click on the PC screen and right

click to transfer calls blind or supervised—simply !

3 4 Jess Kiggins Free
Lili Sudiart L d Out . .
\;\ :j NJI;FCES':HEK ngggd OET Transfer calls, or bring team members into a conference
q’,ﬁf S5 4d Mark Hammans  Free
"~ <& Q Simon Bennett  Busy Incoming call—all just by right click as shown here.
‘g S Taupheeg Omar Busy Outgoing
S Peter Wikiseas
= 8 Call Mobile - 0412 123455 ] . . .
] 4 Call Home - 02 4567 7894 View Colleagues busy, free or break status with bright
_‘E Show Icons
| and vibrant self chosen icons and colour status images.
=) | | |
Busy Lamp Fields and Speed Dials all make managing

your telephone calls easier.

Click to Dial - Set up CyDesk™ with your customer

John Smith v
Company Service Pty Lid
04182282

database and simply click to dial contacts - if you don't - ¢
=

get through the name of the person and their number is

" #. Hangup Call
listed in the re-dial list for recall. * - B
Ringing Duration G _..-._. Hold Call

Screen Pop on Incoming Call - Integrate Wy Transfer Call

CyDesk™ to your customer database and have the

:j Conference
4 Stop Recording

correct customer details automatically ‘poppedigtonyoun

screen when you are receiving incomingfcalls:

Call Lists - have your team manage calls more

efficiently with missed calls, redial/lists and received call

lists straight from CyDesk™

CyDesk™ - Integration with Microsoft

P aresss E  Fep

Messenger - Provide Real Time Update of users
Show Colezguzs

Status to Messenger Contacts s
n-a W Epeed Diale
CyDesk™ will automatically change the Messenger Enod Nl e Hick Mias® rhlick Wiehin
d=NAITE — i.ul‘n arell” aopeah Fdabile
status to ‘on the phone’ as soon as a CyDesk™ user go — =] Jilacied Callagher =¥ Dariel Mobils
Hreed “uf Wik “up MO MCkde
2 . . Jizk A “uf Bz SarHmuzo Mokie
off-hook on their telephone extension. [ g B Tshes Dms~ joen
i i ™ Ifizzed B B "‘
View Messenger Contacts Status in CyDesk™ in the one Calls Fediss AL ::-;I SE s
a . ™ _-'_H_ e Wiy Soesecied Lo
view with CyDesk™ Status QULDOING ~ L e
Calls Hefin s - o Sz asilyl
Right Click to send a instant message direct from - - .ﬂ Y

I ming

CyDesk™ with Caller Details auto-typed and sent for

you.

Calls Recias

=
‘-J
< x"'\-.
Yoize
Revw dinws ,J




CyTrack® CyDesk™

& cyDesk Manager (Nick Milan -)

System Management
and Performance

CyDesk™

File Options Help
-“- ACD Groups -~ Ma nager =
.2, Queue Groups CyDeSkTM Manager
+1-,#, Queues allows system and
= 3 Campaigns agent management
= & Agents and review in Real
+ g Bruce Wielingz Logged Out e
+ a Farley Kang{3 17} Busy 00:02:28 Help Desk :
I @3 Jess Kiggins(&15) Busy 00:00:11 Logged In 14/05/2007 8:33:27 AM When upgraded with
- 515 CyQ™ or CyCall™
tj Qutgoing Call To 0419228301 John Smith from Company Service Pty Ltd Call Centre systems,
_am Quoues - CyDesk™ becomes
+-gf Ll Sudiarto Logged Out
|‘ + g4 Marcus Alick Logged Out the ce.ntral queus,
+ é Mark Hammans {2 13) Busy 00:06:00 Logged In 14/05/2007 8:24:50 AM campdid and
1) Mick Milan ~(811) Break Active 00:03:53 Priority Tasks agent management
4;‘ Peter Williams Logged O screen.
R oror cermerion 6:00:03 Cofres | e cpesk
| -jﬂﬁnrfupheeq Omar{815) Free 00:00:37 Logged In 14/05/2007 8: 14:35 AM - manager |0ca”y or

from anywhere over
your LAN or WAN

File #ctions Tools Help
a d D Ready ) Free
"""" : -__', Bathroom
\\ ) Coffee Logged Clut
s i' L2 Lunch E:EE
\\ & Mesting Logged Cut
A Q Cuk of office Frea
‘cfl ,,!- Q Priority Tasks :  Free
\.\ .L_) Be right back, Busy O'—'tg':'?ng
Do nok diskurb r Busy Incoming
‘E‘E ?:. s LOGREd Out

Workflow adherence, ‘presence

management’ and communication with
your team can be enhanced by use of CyDesk™ Break
Management. Any number of break types can be
entered to the system and a clear and bright icon
chosen for various catagories as shown here. Select
a break type to show colleagues and team members
status. CyDesk™ Break Types and Agent Productivity
reports can also be provided by CyReport our optional

Call Reporting Package.

Performance Monitoring & Reviewing

Team Availability - In today’s modern business

environment, providing quality service is a key
objectivel Leverage,CyDesk’s important ‘presence’

finctionalities for team status and collaboration

CyDesk™ in conjunction with CyReport™ enables
service performance adherence and process
conformance, full reporting and review of calls made
and received. Over 150 reports can reveal areas for
improvement, times of low requirement for staff load

balancing and general productivity.

Agants Daily Statistics

Apent Achwity Comparison

—




CyTrack® CyDesk™ Integrate with your

Calendar and Messaging

CyDesk™ - Tntegration with Outlook

i File Edit ¥ew Go Tools Actions Calegra Options  Heip TYpE
Eﬁﬂew - @Newlfoice | ;j > @ View Callegra Message EE | Today | jDa}g calendar - Manage your team's
4 May2007 ’ blagday. s May status and availability with CyDesk™
M TWTFS5 S5
12345%5 . ,
7 8 910111213 am presence management’ with integration to
[14]15 16 1718 15 20 Sales Meeting
21322 23 24 25 26 27 .
28 20 3031 e your teams Outlook Calendar. CyDesk™ will detect
My Calendars 107 || meetings that are booked into the calendar and will

change the CyDesk™ status to a pre-defined meeting

type against the Calendar meeting types. All your

m « Nick Milan - Break (Meeting) team and managers can be aware of individuals status
[ 1.-.1 Bruce Yielinga Logged Out and availability - fully sychronised.
= 4 Farley Kang Free
e 4 Jess Kiggins Free
40 Lili Sudiarto Logged Cut Status to
o Marcus Alick Free d the Caller Detai

\,‘f b Mark Hammans  Free Messenger Contact ale
a Simon Bennett  Busy Outgoing to type a response on ho
L2 Taupheeq Omar  Break (Lunch)

NIA 4. Peterilliams  Logged Out

File Actions Tools Help

Update your CyDesk™ statusito your colleagues automatically i

with sychronisation to your Outlook calendar. Meeting types a @ Nick Milan -
in Outlook correspond to CyDesk™ breaks letting your
colleagues and managers know your availability and status

Busy Incoming

. Bruce Wielinga  Logged Out
5 44 Farley Kang Free
3 41 Jess Kiggins Free
&a Lili Sudiarto Logged Out
&l Marcus Alick Logged Out

CyDeSkTM = Integl‘ation With MicrOSOft J.SendCaIIDetailsasInstantl’ﬂessage

:jj & Send an Instant Message...

\ ;
a
wo Peter Will

Messenger - Provide Real Time Update of your

Status to Messenger Contacts

Fiz Edt botecs Tody ~elo

'3 e 7,

CyDesk™ will automatically change your Messenger

status to ‘on the phone’ as soon as you go off-hook on

Tar Med s ly o piiadiom.cu

= =

ek suys
CyPhooe Message Nk Milan CyTisch Technologes (1530
TENT2E on w call for you

your telephone extension.

View your Messenger Contacts Status in CyDesk™ in the

one view with CyDesk™ Status

Right Click to send a instant message direct from

G/ /L

CyDesk™ with Caller Details auto-typed and sent for

you. _ 2

R PSTATE iggest oy et | Share | stings 5




CyTrack® CyDesk™

Integrate with your CRM
and Business Systems

Contact: John Smith

= Details:
59 Information Filter on: |Last 30 days Vl Include: |Related Records
= Mu:ur.e..'?.ddresses L Mew Activity | 4 | & X
2 _Activiies | Subiect | Activity Tyne | Activity Ststue | Regarding
Lé HIStDr';.-' I & 1 ¥ e 1 ¥ 1 = =
3 Sub-Contacts P &Y Incoming Call to 811 from 0437225353 Phone Call John Smith
B8 Relationships b &P Outgoing Call to 0407519230 Phone Call Completed Jahn Smith
= sales: .
ﬁ Opportunities 4 @ Cutgoing Call to 0407519230(CyRecord) Phone Call Completed John Smith
@ Quokes

Add Telephony Integration to your Customer Contact or CRM Business Systems - CyDesk™
provides a wide range of enhancing functionality to your customer contact system. CyDesk™ click to dial increases
efficiency and output of business calls, testing shows that based on a tele-sales person, around 40 hrs. per year per

person can be saved in click to dial over manual dialling more than covering the price of the software.

Even more

increased savings are made with the screen pop of customer details being presented to the CyDesk™ user on each
incoming call. Now the customer details are already present on the PC screen leaving CyDesk™ users free to concentrate

on the call in hand.

|
Phone Call: Incoming Call to 811 from 0437225858
Motes

Phone Call

Sender |@._£| John Smith | [1 ’]
Recipient |8 nick Milan | (2]
Suhjact II='==:c=ming Call to 811 from 0437225858

5 811 from 04372258538, duration 00:00:06, autodogged

The screen shot above shows CyDesk™ recording €alls

made, received and missed under the contact/history

of a CRM product.

Clicking on the entry will show the

date, time and duration of the call.

Log History of calls made received and

even missed to your CRM - one of the most
important and significant. features with CyDesk™ is to
have all CyDesk™ users calls logged into the CRM under
the contact history. Managers and other team members
can review what contact has been made by telephone
with the company customers and can review the date,
time and duration of the call and of course whether it
was a call out, or call received. In most CRM systems
CyDesk™ can also generate an action to return a call if
your customer called one of your team and they missed
the call. All of these actions logged in your CRM under
each pertinent contact provide a wealth of important
reporting with which you can analyse performance and
busy levels and most importantly be assured 100% of
the verification of a call being made or received.

CyDesk™ - CyRecord™ Voice Recording

with your CRM product - CyRecord™ is an add-
on module for CyDesk™ that provides voice recording to
a MP3 or .WAV file that can be stored under the contact
record history in your CRM solution. CyRecord™ can
be set to be user controlled on-demand, to record all
calls, or randomly as administrated centrally by the

manager. CyRecord™ is used in many applications

such as in service desks to record users description of
issues, as a voice contract in telephone orders, or as
general dictation or instruction in any conversation. The
recordings are stored centrally and logged with the user
and caller details and date/time stamp as well as other
optional storage tags .

Phone Call: OutM to 0407519280(CyRecord)

Phone Call || Motes |

Notes

Click here to enter a new note...

[} 05/14/2007 11:09 AM by Nick Milan

éj Nick Milan - 20070514-110930 0407519280.MP3 (32,235 Byte(s))
CyRecord Voice Recording




CyTrack® CyReport™

What gets measured, gets managed -
the old adages still ‘ring’ true. CyTrack®
CyReport™ is a powerful Business
Reporting system for Telephony

Systems. CyReport™ provides your business
with the means to collect, report and analyse on your
telephone system.

From a company wide analysis, or whether broken down
by department or team, even just on a single extension,
CyReport™ provides the information on your most
important area of business, how you are communicating
with your customers, what your performance is and
where the costs are coming from.

CyReport™ is going to pay for itself in a very short
time, whether its from empowering your business with
accountability, providing you the means to create new
chargeable or chargeback services, enabling you to
manage and check your telephone costs, or identify
areas of performance that need improving.

Service/Performance Monitoring

In today’s fast moving service business environment,
providing quality service and managing resources
efficiently are key objectives. CyReport™ can help you
evaluate whether you are meeting your service levels,
such as do you have enough sales staff to take calls,
aré there adequate senvice staff, are telephones being
answered in a timely manner - even worse are they

being left to ring out?

Billing and Cost Allocation

The CyReport™ charging modulg

cost allocation by extension or;

the Directory. Whether it be &

hospitality or bureau servi

powerful and flexible means

services provided into its databa

and transaction reporting to logica

codes or projects or divisions. As

cost collection data, CyReport allows fixed costs such

arges to be entered into the

unit or user and allow
ariable charges.

Call Centre Management

Whether you manage inbound, outbound or both,
managing resources and evaluating performance and
costs is paramount. CyReport™ provides an advanced
range of features to meet Call Centre needs. From
reporting, to cost allocation and billing of services, to
agent action and break reporting.

Cost Control

For many companies, telephone calls are the highest
expense after staff wages. But do you know where your
money is going? CyReport™ will show you. You can find
out which services your staff use the most frequently,
what time of day the services are used, which department
is using those services.

Main Function Points
o Powerful SQL based engine

0 Reporting of Telephone & Call Centre data in one
module

o Simple to operate

o over 150 reports

o0 Report output to Print, CSV, PDF, Excel, E-Mail

o Customisable Bill format Reports with optional Tax
settings

o Powerful carrier tariff configurator

o Directory & Information Module

o Multi-User & Multi-Site options

o Serial and IP logging

o Serviced Office & Hospitality specialised modules



CyTrack® CyReport™

Powerful Reporting

simple to use

Eﬂ New Itemized Columns Report.

1 -2 - 3 Steps to run the

s S'top most powerful report. -
Select Calls to Choose Report . ™ i
B e S Opfions View Report CyReport™ contains expert level
_51 reports and facilities, but it is the
Add criteria to select calls | Test theze criteria most SImpIeSt interface to use.
Date Creating a new report is just 3
Exdensions Selected Criteria
Humber Dialed steps. Once you have saved a
Caost Including calls made last month Edit Delete o
= E— — - report you need only click it once
NCIUDE the agents ol Edint elets
Less.. - .
= to run at any time. You can save
Durations Access Codes - . |
Call Tvpe Caller Ids your favourite or regular reports
Answer Times Trunk Lines created under ‘My Reports’ and
Call Flags Times of Day
Authorisation Codes Queues run them by one click. The reports
Account Codes Agents .
— P centre is password protected -
Sites Campaians
Trunk Groups Directory and so is the data it reports on,
Email/SM5S Carrier. Tiers and Rates
you can even lock out for example
Adds a criterion selecting calls assigned to selected agents that the Managing Directors data
can not be reported on unless the
B Next ] [ Cancel user has authorised password
Select the Calls that you wish to include in your report. level.

Directory and Information Services

I'ariff Interface

iding one of the most power:
The CyReport™ powerful Drag and Drop Directory with

gl tariff interfaces avaj
extensive customisation and search facilities allows
you togSétup grotips,of users into divisions or teams for
feporting purposes and also provides advanced facilities
forany organisation to manage communications. Whether

it be a corporate or hospitality, or bureau environment.

CyReport™ allows unlimited numbers of carrier tariffs to be
entered for true cost calculations and billing requirements -
or create your own billing tariff.

Typical Applications

Review Staff Performance - provide reports on team
orindividual performance, from costs to activity reporting
on how many calls have been made or received.

Check your Telecom Bill - have the means to check
telecom bills against your own data collected and ensure
you are not getting overcharged. Identify services that
er not required.

Service Bureau & Billing Functions - provide complete
reporting and service billing of functions utilised and
output direct to a bill report.

Account Code for Project/Item Billing - utilise
account code capability within your telephone system
to identify and select individual calls back to a central
account for services billing and reporting.
Accountability of Costs back to Divisions - Allocate
costs to teams or divisions for internal chargeback of &
company costs.

+ ailigiratiom Edibel

Sta Corfprmen Toc¥ Vamtenanca | Spnar Sacty | Cal Lo

T




CyTrack® CyRecord™

Voice Recording
with Functionality

¥ CyDesk

File Actons Tools Help

a @ Recordings

Play Recording

Send Recording as E-Mail
Clear History

b John Smith -
“~" Company Service Pty Lid
0419228301

% 4 Hangup Call
— Ringing Duratien 00:00:08 _!J Hold Call

T 7ot sl
.':] Conference
g Stop Recording

Shown hegejisa,CyDesk™ user with CyRecord™ licensed
andfconfigured as record on demand. The CyDesk™

giser can select to turn on record on and off during all

conversations and then review the completed recording
from the record tab in CyDesk™. Recordings can be
played back and emailed.

On Demand - CyRecord™ allows you to record
conversations on the telephone at the click of an icon

in CyDesk™ and then have the recorded conversation
stored under the Outlook® or CRM contact record. Replay
messages by clicking on the CyRecord™ Message and
played back via your PC Multi-Media Speakers. Messages

can be easily emailed and forwarded.

Record All - CyRecord™ optionally allows the
administrator to set CyRecord settings for assigned users
to record every voice conversation and store the files to
a central location for review and/or archive as applicable
- the recording can also be available to be stored under
the Outlook® or CRM contact record as standard. Replay
messages by clicking on the CyRecord™ Message and
played back via your PC Multi-Media Speakers. Messages
can be easily emailed and forwarded. Optionally the
Record playback tab on CyDesk™ can be screened from
the agent so that recording playbacks are only available

by the administrator.

Random Record - CyRecord™ optionally allows the
administrator to set CyRecord™ settings for assigned
users to randomly record voice conversations and store
the files to a central location for review and/or archive as
applicable. As with record all calls, the Record playback
tab on CyDesk™ can be screened from the agent so

that recor: g playback. -~ = only available by the

admin strator.

CyRecord™ - Integration with your CRM,

Outlook or Customer Contact Database -
CyRecord™ is designed to integrate with your customer
contact business systems. Voice Recordings made can
be linked and stored to the customer contact record and
then retrievable by authorised members of your team.
This makes it ideal for applications such as IT support
desks, customer voice contracts, training and quality
applications and much more. Unlike traditional voice
recorders, the information is immediately available to all

authorised persons and is also retrievable in a customer

context format.

B Aot . [— —— o
= Salan:

J Orporturdies | |r B Duipoing Cal o DTS L8330 I vEeoond Froee CH Coegieisd 5
[

Phone Call: Outgoing Call to 0407519280(CyRecord)

Phone Call || Motes

Notes

Click here to enter a new note, ..

{} 05/14/2007 11:09 AM by Nick Milan

@\j Nick Milan - 20070514-110930 0407519280.MP3 (32,235 Bytels))
CyRecord Voice Recording




CyTrack® CyRecord™

Add Voice Recording to your business
CyTrack® CyRecord™ is a low cost and simple to use
voice recording solution. CyRecord™ can be installed
stand-alone or integrated as an add-on module for
CyDesk™ providing desktop voice recording with optional
integration to desktop applications such as Outlook®

and popular CRM and database Solutions.

Service Demands - For many businesses recording
telephone calls is a necessity - whether the recording
forms part of a business contract, or is required as a fail
safe or is required for documentation - voice recording

is a serious business technology today.

Improve Staff Capability for better

Service - Staff can benefit greatly from being able to
record calls on-demand - from a complex telephone call,

a customer complaint or simple note taking.

o Record All Calls
o Record Random Calls
o Files stored as .wav or MP3

o Compressed storage appro
MP3

(following features available
CyDesk™ only)

o Record on Demand
o All Recording controls from you

o Link recording file to date, time,
completion codes and customer name

ect from CyDesk™ clie

Performance Monitoring - In today’s modern
business environment, providing quality service is a key
objective. CyRecord™ provides a low cost method to
monitor staff performance on the telephone and use the

information for quality management and training.

Low Cost - CyRecord™ is one of the lowest cost
and simplest to install and manage ways of recording

telephone calls.

o Standard connection is via users PC soundcard or USB

port

o Option for upgrade to central server based voice board
with direct connection to PABX handsets with CyRecord

Premier™
o Works over thin client and internet/WAN

o Centrally manage user control and access and location

of file storage
o Create Agent profiles for management

o Organise recordings storage centrally by agent name

or queue/campaign if integrated with CyQ™ or CyCall™



CyTrack® CyLive™

Enrich your customer relationships by
providing them the means to do business
with you how they choose! CyTrack®
CyLive™ is a powerful Interactive Voice

Response (IVR) Engine and Management Module
designed to offer very sophisticated features with a
user configurable interface that uniquely provides a IVR
designer tool in a flow chart design .

CyLive™ is shipped standard with CyQ™ and provides
all Auto-Attendant, in-queue announcement and in-
queue option functions and is shipped with ready to go
CyQ™ scripts.

Additional CyLive™ components can
be enabled as an option to provide the
CyLive™ full IVR capabilities - or CyLive can be shipped
stand-alone as an independent IVR system.

The CyLive™ Designer tool allows for advanced users
with no development experience to be able to configure
and administrate their own IVR systems and processes.

Business Efficiencies and lower costs

CyLive™ IVR offers businesses the technology to
provide services on-line via the telephone 24 hours
a day, without operator involvement taking care of
transactions and services that do not require personal
interaction. Examples include entry of customer details,
payment by telephone, call routing, telephone booking

and much much more.

Enrich Customer Relation

CyLive™ can enrich and expa
especially when integrated
modules such as CyQ™. E

callers to enter their details whi

CyLive™ ring them back when an at

take their call, allow customers to enter their PIN or
agent has all the details to

hen their call is answered - and more.

Create New Services

CyLive™ enables businesses to provide services they
previously couldn’t, whether by offering services 24 hours
a day, new services such as payment by telephone, or
directed personalisation such as recognition of the caller

or their reason for calling - before the call is answered.

Empower your business

CyLive™ includes a unique Designer Tool so that those
businesses that wish to, can take on simple administration
tasks and changes and even design their own complex

IVR scripts and features.

Main Function Points

o CyLive TVR Designer Tool

o CyLive Real Time Monitorboard

o CyLive Reports Generator

o Integration to CyTrack Call Centre Modules

0 SQL Database architecture

o Customer database or CRM integration

0 Speech Recognition and Text to Speech



CyTrack® CyLive™

Powerful IVR

with its own simple
language

CyLive™Designer
Tool - CyLive™ provides a
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sophisticated Client/Server
Architecture that allows
IVR and call-flow scripts to
be designed in a graphical
user interface that shows
the steps in a flow chart
manner.

The CyLive™ Designer
Tool has been created so
that users who wish to
create and/or modify their
own IVR and call-flow plans
can do so in a simple to
learn rapid development
environment.

No special development
experience is required and
the interface works in a flow-
chart interface.

Simple to recognise icons,
with icon description and/or
step function can be toggled
on/off for audit and testing
purposes.
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Multiple scripts can be designed and opened
simultaneously and saved to the SQL database for recall
or modification.

Each function dialog box contains
powerful tabbed controls that can be configured to meet
any IVR requirement.

The system automatically draws
connecting lines and arrows\to show the systematically
created call-flows of the design in the tool.

™ and CyCall™s

to CyQ
e

Typical Applications

Personalised Call Forward - CyLive™ scripts can be
developed to provide a range of personalised call forward
options for special or VIP clients for each user desktop
when integrated with CyPhone™ and CyQ™.

Service Bureau & Billing Functions CyLive™
can provide complete reporting and service billing of
functions utilised when integrated with CyReport™.
Telephone Access and Billing - CyLive™ scripts can
be developed to provide telephone services via Pin
Code Access and the billing information per account
provided when integrated with CyReport™.
T-Commerce - Cylive™ scripts can be developed
to provide online customer payments and real time
verification in conjunction with compatible e-commerce
systems.

Typical Applications

Customer Pin Code Verification - Route callers to
CyLive™ to collect a unique customer pin to then allow
access to personal information or
customised services.

Queue Call-Back - When integrated with CyQ™, CyLive™
can collect caller details and allow the caller to hang-up but
retain their position in the queue and receive a automatic
call-back when the next agent is available.

Personalised Routing - By either Caller ID or customer
PIN Entry CyLive™ can then access your customer database
or CRM and look-up specified customer service fields that
determine how the call can be routed when integrated with
CyQ™.

Help Desk Status - CyLive™ scripts can be developed to
provide customer help desk ticket status after online pin
verification and ticket ID entry .



CyTrack® CyCall™

Speak to more customers and prospects
- operate more efficiently to contact
them - ensure you meet industry and
government guidelines. CyTrack®
Cycall™ is the most affordable
professional Tele-Marketing & Outbound

Management & Reporting system for all

businesses. CycCall™ provides your business with
the means to setup and manage outbound teams to
target your customer and prospect lists in targetted

campaigns and produce results.

Performance & Results Monitoring

CyReport™ is integrated with CyCall™ and
powerful reports can be obtained of your outbound
campaigns and individual and team performance.
Review resources you have to see that business
targets are being achieved. By a well designed
campaign and agent plan you can analyse
impeortant information on your campaigns. Ensure
Auditing and compliance guidelines are being met
with complete history of all calls and campaigns

activities.

Boost Productivity and Eff;

Calling large numbers of poten
out large surveys requires
planned approach to make the
matches a wide range of custo

outbound Tele-Marketing small or large "a

Protect your customer database

integrity

CyCall™ can be configured to ensure that an agent is
always available to be there when CyCall™ reaches a live
connection, don’t hang up on your customers or make
them wait on the line and cause them to be irate with
typical Predictive Diallers | Furthermore CyCall™ ensures
that your team do not call the customer repeatedly with
the same message from multiple agents, or worse - call
customers that have deemed they are not to be called.
Many international government and industry guidelines
now call for compliance to ‘do not call’ lists, it is the

responsibility of call centres to meet these guidelines.

Main Function Points
o Campaign Administration Interface

o All Campaigns and Agents available activity in Real
Time Screen

o Campaign Schedule for Auto Able/Disable

o Preview/progressive/Pre-Emptive Dial Modes
o ‘Do Not Call’ Compliance Measures

o Database/CRM Integration

o Optional Voice Recording

o Integrated Reporting - over 150 Reports

o Configurable Completion & Wrap Up Codes

o Re-Call Scheduler

o Configurable Agent break-out codes



CyTrack® CyCall™

Real-Time Management

& CyDesk Manager (Nick Milan -) M=1E3
File Options Help
.‘. ACD Groups
-, Queue Groups
+- ot CQueues
=l 4 Campaigns
_': CyCall Dema (Stopped) Mew 2 Queued 1 Dialling 0 Agents 0 Active 0 Pending 0 Complete 12
= a Agents
+ u Bruce Wielinga Logged Cut
+ a Farley Kang{317) Free 00:02:46 Logged In 14/05/2007 8:35:45 AM
+ O Jess Kiggins(315) Break Active 00:00:08 Coffes
‘ + u Lili Sudiarto Logged Qut
- Marcus Alick Logged Out
+ a Mark Hammans(g 18) Free 00:01:42 Logged In 14,/05/2007 5:24:50 AM
+ O Mick Milan -{(811) Break Active 00:07:23 Coffes
l;.l Peter Wiliams Logged Qut
+ a Simon Bennett{308) Busy 00:08: 17 Logged In 14/05/2007 8:51:04 4M
+ a Taupheeq Omar(316) Free 00:23:33 Logged In 14/05/2007 5: 14:35 AM
+|-» & PABXs

Agent Real-Time Management Campaign Real-T

The CyCall™ Manager Screen provides an advanced real between campaigns angd
time screen of all queue and agent activity. The Manager
can force agents on and off breaks centrally - as well as
changing agents between queues and all administration

of the system centrally.

Advanced Retry Pattern

Conﬁg u I‘ation Cyihesk mannmar Banfiguration
. o Compaa | Cyom 132E0 | Gogiegs | HEATE | Omerdper | Ouween® | Sweslegw |
The Call Centre Manager can configure an unlimited Mawmicer | ACT! | Sies | Cylorscle | Veldeion | SopeDisling | Sope |
Agerty | Soeed Dinls | Sl | Cueves | G-locop | Gueve Gmups | Bresk | PAEMs | Devces |_
number of completion codes that are either selected by an FRRESN | SN SR | NS i T i oo [LES S
Name Tvme Detaull Retries Delay =]
agent in progressive or preview mode - or automatically (oo [Nofewies [optional | | |
W Mol b Home Retry Optional 3 1
utilised by the Pre-Emptive Dial Module. B Husy Retry Optlonnl | & 3
W Try Laler Nuo Fetrics  Dplional _I
i i . B Unavailable N Fetrics  Dplional
Examples may be ‘Busy’ - dial again every 3 minutes up to B In Shower Relry Optional & ¥
Wl Closed Mo Retries  Oplional
a maximum of three times, ‘No Answer’ - dial again every & RAeschedule Mo Retries  Optional
Wl Actions Created Mo Retries  Optinnal
1 hour up to a maximum of three times, allow agent top j vk Interzsted Mo Feiies |Deraun
W Survey Completed Ha RAetries  Optianal
manually schedule a date and time for recall, etc. ——— ——— —
Oowe




CyTrack® CyCall™

CyCall OQutbound Campaign
Humber 04075192280
Name Simon Bennett
Company chraEk

Telecommunications

Campais Demo

Select Completion Type

BSY Busy
MNA No Answer
CPL Complete
Schedule
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Agent Manual Schedule - A feature can be
made available to Agents where they can select a
specific day and time to call back a number - which they
can schedule to any available agent or just to themself.

Break Management and Workflow

Adherence - You can create an unlimited number
of bréak types in GyCall™. Agents select a break type
t6 temporarily stop calls coming to their desktop and
also show their status for the call centre manager to
analyse the amount of breaks and types taken. Certain
automatic features are available allocation patterns and
routes and agents.

Agent Features (see CyDesk™ for more
details)

o Agent Log-In/Out Onscreen

o Run from toolbar or full screen

o Customer Screen Pop Details

o Campaign Name Shown on Agent
Screen

o Agent Call Type Wrap Up Codes

o Agent Break Codes

o Auto Agent Absent Select

o Log Agents into new Campaigns - re

assign while live

Contact Customers
your way

as the set time to complé
get is popped and the number
e administrator is enforcing a

predictive dialler’ when they ask
ity. A predictive dialler works,




providing you wi

CyTrack Modules

o CyDesk

o CyConsole
o CyRecord
o CyReport
o CyQ

o CyCall

o CylLive

Providing ....

o Computer Telephony Integration (CTI)
o Telephony to CRM Integration

o Front Desk Operation

o Voice Recording

o Telephone Call Accounting & Billing

o ACD Reporting

o Inbeund,Call Centre Routing
& Queue Management

0 Outbound Call Centre Tele-Marketing
Management

o Interactive Voice Response (IVR)
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