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ONCALLCX UC - DESKTOP AND SMARTPHONE CLIENTS ‘

' Release on platform Mobile (iOS, Android), Windows, Mac OS and Web
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ONCALLCX UC
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ONCALLCX UC
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ARE YOU USING MS TEAMS? ONCALLCX APPLET

;'.'1 Warkflaws

Use these knowledge management apps

Access and share your enterprise content without leaving
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ONCALLCX — UC KEY FEATURES

Virtual PBX

' TIME of Day

' Multi-lever IVR (Interactive Voice Response)

U Calling Distribution — Advanced Calling Distribution
 Calling Queues or Calling Groups

 Call MS Teams applet

 Auto-Provisioning

',

' UC Desktop client

UC Mobile client

" Instant Message and Sharing

' Secure Video/Audio Conference







ONCALLCX-CCaaS OVERVIEW

'BRINGS EVERYTHING TOGETHER
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ONCALLCX — Contact Center

Key success

Customer Im
of busmess

egration (IDM, CRM,
P, e-Commerce...)

00

Ch:r:ile‘ @ O Qp
. OnCallCX e
ponment
Optlmlzatlon @

premise
loyment

stomer
perlence




MODERN AGENT AND SUPERVISOR Ul
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CCaaS - PACKAGE RELEASE

Voice
Contact Center

Designed for end-users that require
traditional voice contact Center

Digital
Contact Center

Designed for end-users who requires
instant messaging channels such as
Web-chat and Social Network
applications

Omni-channel
Contact Center

A combined voice and digital channel
contact Center for customers that need
advanced services to transform their
customer experience.




CCaaS - PACKAGE RELEASE

Voice Digital Contact Omini Channel
Contact Center Center Contact Center

Feature / Service pack

CONTACT MANAGEMENT

CALL CENTER

VOICE CAMPAIGN

EMAIL/SMS CAMPAIGN

REQUEST MANAGEMENT

MULTI-CHANNEL INTERACTIVE




CONTACT - COMMUNICATIONS

Continuous support customer story
=> Increase customer experience

Contact 7 & Communications
¢ 803
Type First name
OPerson v FPT Al Refresh  Time Actor  Communication
Last name N 05/08 (Wed), 15:01:34 T 0934322291
Voice
e 11/30/2023 15:51:35 T 0934322291
Description
e 11/30/2023 15:49:59 T 0934322291
¢ 11/21/2023 15:59:39 0934322291
Parameters Text Phone numbers
(S 11/16/2023 10:21:25 0934322291
Last changs External key Q 11/08/2023 14:15:46 TH 0934322291
11/08/2023 14:15
Q 11/08/2023 12:12:07 TH 0934322291
Block marketing usage
@ [ 10/27/2023 15:40:56 0934322291
N 10/27/2023 15:40:30 ™ 0934322291
s 10/27/2023 15:03:57 TH test from oncallox
@ 10/27/2023 15:02:46 TH 0934322291

e




TELEMARKETING — OUTBOUND CAMPAIGNS LJ

Increase sales revenue and profit

Advertising and telemarketing campaigns/offers
Upsell opportunities, post sale

Late payment reminders LR S AutoOutbound

Improve agent efficiency

Automatically start outbound tasks on decreased workload

Reduce/eliminate misdials
Support 3 modes

Progressive (Auto Dialer)
Preview Progressive

Predictive




SMS/ Email CAMPAIGNS

Support Dynamic Template

— Q. search 533 @ q
~' SMS Brandname
Enum > Message campaigns I Refresh | [J[] Stop sending &) Delete import -+ Create an import of campaign = B Save changes
B i Import a file of campaign X Email Campaign X
)/_5 E ma I I @] Display name = Activity = P paid paig
Email Campaign Running Import a file of campaign Detail Campaign imports  Bulk imports
Quick Email Running
Quick SMS Running D Time of import
T ——_—_——_ Q 01/30/2024 9:44 Time of import Active Imported  Defective  File name
0f914-d37a-264D-baeT- 5) -
SMS_Voucher_Khuyenhai Running ans . +
Campaign status Import name 01/30/2024 2:44 2 0] CampaignlmportTemplate (2).csv
Running CampaignimportTemplate (2).csv 01/30/2024 2:47 + 2 0 CampaignimportTemplate (2).csv
Import process Imported
Finished, duration 0.00:00:25, total 179 B. 2
Defective
0
Defective records file Results report file
Download Download

Processing recapitulation

Name  Key Message count

Sent 0 2




CHAT/SOCIAL

Improve agent efficiency

Agents can handle multiple chat simultaneously on
FB, Zalo, Livechat, Whatsapp

Visual assistance (co-browsing...)

CallCX I Live messaging
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] & 311023 18:42:15 ccaas.oncallex.vn » Ni & hi WehSite Closed by agent Tien Nguyen ADMIN General
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Inbound call

Caller number

0915171997
Input DID
02473002404
# Download Record time
1 (] 12/19/2023 15:17
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Issue notes

Type a new message
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Issue title

Topic

Technical Support

Subtopic

Question

Phase

Closed

External key

Issue created time
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Last change
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2. Ticket Description
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REPORTING

B

jump to S ctrl+k @ & .
= Home » Dashboards » CC_Performance InboundCall_Dashboard ¢ o8 @ now-90d tonow-60m ~ & a0 | ~
SLA Time Limit Aggregation Interval Project ProjectGroup Pilot Define filter options

~ Dashboard Customize Layout Dashboard

ISLA In&Answered (n) Avg Times 30

w Total m afer an answeres Tomi newereain 4
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nspect: Panel x

P AVAILABLE EXPORT DATA
. 1 queries with total query time of 81 ms .
Date Ir Total Aband d Total % Abar ed in SLA lin % SLA Transf out by AA % Transf by AA  Total Transfb

01/15/2024, 07:00... 5 1 Data Stats JSON
01/30/2024, 07:00... 3 o

~ Data options  Formatled data
01/31/2024, 07:00... 12 8

1311 . 1apse QUery IOW o transformations Formatted data Download for Excel
Table data is displayed with ransformations defined in the panel < formatied with optiens defined in the Field and Adds header o CSV for use with Download CSV

02/02/2024, 07:0... 2 o Transform tab Ext
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KNOWLEDGE BASE

Customizable Content Categories » = (. Jo X&) &

Increase Support Quality : Knowledge base article
ABOUT US

More filter options e FPT Telecom International continuously innovates and
updates technology delivers the best products and solutions
to customers

}o Lam Thao
We look forward to sharing and contributing to the country’s economic development and national
prosperity. Focusing on customers, we invest expertise, time and improve service quality to
enhance the customer expenence.
We aim to build a working environment with many opportunities and rewarding expenences so
that each member can develop the best career,
A team of highly qualified, internationally certified. and experienced professionals is our core -
100% technical experts have at least a prestigious university degree, corporate experience leading
technology, and the most valuable international IT certifications.

Hi-tech
Innovations

Save and unpin Save and Close







INTEGRATION ABILITY

Contextual Intelligence

" Al applications for real-time analysis of
customer interactions to interpret customer
intents. More productive conversations with
live agents, better handling of customer
interactions in IVRs and Self-
service/Automated tools.

Chatbot & Voicebot framework

' Based on partnership especially with Microsoft
(Microsoft Bot Framework, Microsoft Al
platform) and Nuance (Voicebot,
Conversational IVR, Call Steering).

Contextual
Intelligence

Al

Authenticate customers with Voice
Biometrics

' Based on partnership especially with

Nuance (Authentication, Fraud
prevention).

Text Analytics

' Text Analytics helps you analyse large amounts

of text. Whether it is customer feedback, news
articles, social media posts, blogs, e-mails or
legal documents in your archives.

Based on partnership especially with Microsoft
and Geneea.
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RM INTEGRATION

$4 Custom

f3 Table v 1= £ Bulkactions = Filter by

My Dashboard

0
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‘ New v Q
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All tickets > 699

New v
Chi Nam Ngan
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<« 4 Reply B Add note > Forward @ Close h Merge [ Delete Threads
anh DuongNH43

Anh VuNT2

Anh TuanDM30

Jira Software. Love it or hate it? TSRS FONSEDUE

by Thu, Mar 21, 2024 5:00 PM

Em An Xinh Xan

B 8 B

Megan Cook reported via email ® RESOLUTION DUE  Edit
6 hours ago
Unknown Contact - 0399732801

0y

by Mon, Mar 25, 2024 5:00
PM

Unknown Contact - 0909204770

To: user.visitor.89@gmail.com

4
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Thanks for using Jira Software. We'd love to hear how you feel about it in this
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® - .. e -o - Open
® e
Y . " ™ ° Take the survey Priority
’
L ? ...v o e » Low
@ . N |
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TEXT-TO-SPEECH INTEGRATION ’

() slanned for develor
() blic APl provided by TTS p
TTS language depends on TTS providers:

Vietnamese: FPT Al, Viettel Al,...
English and other languages: Microsoft, Google

Parameters:

Voices: male, female, Northern/Central/Southern accent
Speed: slow, medium, fast

I




SPEECH-TO-TEXT INTEGRATION

OncallCX generates call recordings and metadata for importing
to external STT or speech analytics solutions.

Call recordings on current OncallCX are in mono format.

In new OncallCX version, stereo call recordings are available
which provides higher speech analytics accuracy.

Call Duration
Hold Duration

Hold Count

»
agentl

Clientl

Summary

thank you for alf the information you provided there are two packages
avoilable and we have siver ond gold for you which one would you like

okay two hundred dollars sounds pretty foir so yeah let's go ahead ond
go to proceed with it

he is not a member of thonk it
unfortunately
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