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Introduction

Hardware is passé, software is avant gardé

The emerging paradigm in technology trends the world over show technologies moving away
from a hardware based approach to software centric implementations. Software (and other
products like it) is increasingly replacing now-outdated hardware components. This is true for
any vertical or Industry from radios to accounting hardware is being shown the door. Case in
Point - Instead of adding machines and store counters we have now have tally, similarly software
radio appears to offer an elegant solution to what has been a vexing problem: how to have a
single handset, like a cell phone, communicate across multiple networks.

The contact center industry is not alien to this migration either. We now see more and more con-
tact centers and an enterprise moving from LEGACY PBX's and boxed solutions to IP — PBX's.
This is not just a natural course of evolution. There are clear indicators as to why software is
being preffred over hardware.




A few obvious points for the argument are:

Hardware

Software

Function:

Failure:

Fault:

Lifetime:

Reliability:

Scalability:

Hardware serve as the delivery system for software
solutions. The hardware of a computer is infrequently
changed, in comparison with software and data, which are
“soft” in the sense that they are readily created,
modified, or erased on the computer.

Hardware is reliable, only till it fails once it fails the
whole system comes down crashing. There are no
restore points.

Hardware failure is random. Hardware failure can
happen at any stage even when the process is in
mission critical stage.

Hardware faults are physical and need to be replaced
as the only option.

Hardware wears out over time.

Hardware is setup based on static requirements and
usually scalability means additional boxes need to be
setup, maintained and managed. Scalability is seen as
a hassle than feature.

To perform the specific task you need to
complete. Software is generally not
needed to for the hardware to perform

its basic level tasks such as turning on and
responding to input.

Software due to constant testing and upgrades
shows better reliability, also in the off chance
that it does crash usually there are restore
points thus saving a complete system crash.

Software failure is systematic. Software
does not have an increasing failure rate.

Software faults are not.

Software does not wear out over time.

Software’s is the best option for any
scalable business, all you need to do is
procure additional licenses.

Narrowing down specifically to the voice domain and to contact centers and enterprises; In

largescale operations as commonly seen with Enterprise businesses face further challenges of

solutions that can scale and provide enhanced customer experience. Enterprise businesses

require configurable solutions that can easily be managed by the IT team with minimal effort to

avoid productivity issues. Downtime due to complexity in systems, rigid infrastructure resulting in

overall mismanagement in intensive business scenarios stagnates productivity and efficiency, in

turn resulting to business loss. The right technological infrastructure needs address this issue as

well as cater to specific business needs with a robust and flexible architecture that enables quick

and easy management of the entire contact center system.




Customer Experience

In today’s technology driven economy, organizations are struggling to achieve differentiation
from their competitors. Unique to every organization, the customer experience is close to impos-
sible to imitate. Customer experience has become the only differentiating factor and the source
of competitive advantage. There is a proven correlation between customer service and loyalty.
Customer loyalty is strongly associated with customer experience that strengthens the com-
pany’ reputation and brand image that is capable to transform customers to brand advocates.

The root causes of bad experience can be traced back to the following problems:
e Customer Experience Inconsistent Across Customer Journey

Organizations that fail to invest in improving customer experience and still rely on outdated
legacy solutions would feel the backdrop in customers. The result would be disconnected and
impersonal experiences with the customers across different touch points. For optimal journeys,
customers are to be delivered with consistent quality service across all customer touch points.

¢ Imperfect interactions across Customer Channels

When new customer channels emerge, they are often treated in isolation; where each interaction
is completely unrelated with future interactions. Organizations that treat customer interactions
separately are often at a significant competitive disadvantage.

¢ Underutilized Enterprise Resources

The lack of context from previous customer interactions would lead to misaligned tasks and pro-
cesses. When customer issues or queries are not handled in timely and accurate manner it
would harm the fragile customer experience. Underutilized manpower would harm the organiza-
tion productivity and workforce morale. Without managing underutilized manpower, organiza-
tions will fail to climb up the ladder.

Automation of these processes is the only solution in overcoming these limitations to achieve
optimized management of limited resources and gain market share.

¢ Single View of Customers

Gaining knowledge of customers is critical in understanding customer journey. Extracting
insights and information from each interaction point and channel is the only way in achieving this.
This would allow organizations to deliver personalized experiences to each customer strength-
ening their brand preference. This will have a positive impact in promoting powerful word-of-

mouth recommendations to positively impact the organizations bottom-line revenue.




Drishti

Drishti Soft is an Indian company, which is registered and is an active member of NASSCOM.
Drishti has been awarded by the body for NASSCOM Innovation Awards 2008 and Nasscom
Emerge 50 listing in the “Domestic Market” category. From international benchmarking
bodies Drishti also holds the Deloitte fast 500 Company in the Asia Pacific Region. Drishti
has contact center technology deployments in 40 countries with 1000+ installations span-
ning 6 years in contact center technology. Drishti's Clientele includes Acer Computers Aus-
tralia, Frontier Utilities USA, State Bank of India, Govt of Abu Dhabi.

AMEYO

The need for real-time, event-driven, multi-channel software for customer interaction man-
agement is what most business need for fuel. To propel your business forward, innovate and
value-add, AMEYO is the future of ICT in one feature rich platform.

Simplifying delivery of quality to your customers, We bring to you - an IP-based powerful
contact center technology solutionthat innovates along your business for maximised benefits
in your operational environments.

AMEYO is an all-in-one software based communication solution for managing interactions to
improve customer experience, business efficiency and monitor productivity. The latest tech-
nology is differentiated by the superior architecture which enables new age businesses to
constantly innovate around their business processes.

The architecture and core platform of AMEYO has been developed from ground up using
latest technology concepts including Service Oriented Architecture as backbone. AMEYO
provides scope for innovation and intelligibly integrates with enterprise applications through
its extensible APIs, thus simplifying the entire interaction management for your businesses.

- Department & role specific modules : E - IP based networks
uture-read
- Need-based routing Customizable y - Easy migration path to future
- Multi-tenancy

- Increase in Business Availability : Holistic - Adaptable to different service use models
Maxi Reliable ;
- Maximum customer contact Approach (Saa$ or Premise)
- SLA Management - Least turn-around time (Quick time to market)
with rapid feature development.

- Centralized management of users
and processes
- Single-site & Multi-site environments

- CRM Configuration for user-friendly interface
- Modifications in run-time
campaign and process parameters

Configurable Manageable




Architecture

Ameyo superior architecture purpose - A future proof scalable solution to meet next genera-
tion enterprise automation need in the domain of CIM.Overwriting the multi-boxed approach
of legacy contact center technology, AMEYO powers customer interactions for both contact
centers and enterprises with intelligence, scalability and cost effectiveness.

@ Intelligent

e SDK for application development and
not only IVR or call flow customizations

e Advanced real-time analytics in dash-
boards or wallboards

e Multi-level privileged based calling /
event handling capability

e Plugin based algorithms and implemen-
tations

e MDA generated APIs and interfaces

e Cradle-to-grave reports

% Future Ready

e Based on SOA, its technology can keep
on upgrading as per future trends and
advancements

¢ Highly scalable (distributed architecture)
e Setup flexibility (centralized, distributed

or hybrid setups) as per growing busi-
ness needs

3 Reliable

e Auto-failover support

e | oad-balancing with N+1 as well as N+N
components, both kinds of deployment are in
one setup

e Application robustness guaranteed by
AMEYO labs with automated test beds

¢ Detailed benchmarking of individual compo-
nents before general availability

e Remote NOC and automated maintenance
on-demand

Cost Effective

¢ No proprietary hardware, utilizes industry
standard server machines

e | ow Total Cost of Ownership (TCO)

e Gives choice to use proven open-source
components including OS and DB

e Open standards and APls

¢ Detailed component wise flexible pricing




Why AMEYO

All-in-one

Unlike boxed solutions, AMEYO being IP-based is feature-rich providing inbuilt business-
specific capabilities in a single platform. This solution is capable of providing functionalities for
all processes including inbound (intelligent routing, IVRS), outbound (predictive dialing, cam-
paign management, contact list management). The added benefit of AMEYQO being an all-in-
one solution versus disparate components in boxed solutions provides customers with inbuilt
Voicelogger, Realtime Graphical Analysis and comprehensive reports.

Easy to use

The flexibility that AMEYO brings to the table iradicates the complexity in managing boxed
solutions. The configurable design of AMEYO further provides businesses with the added
benefit of tweaking the solution to their specific requirements.

AMEYO achieves this easily through integrations with various components in the backend.
Being based on open standards such as SOA and MDA, AMEYO enables on the fly configu-
rations, where changes can be made easily and quickly on the fly.

Dynamic

In an Inbound scenario where IVRS is a key component in directing incoming calls to the right
group of agents, this normally would be a fixed IVRS where the entire tree works only how it
was originally deployed. This approach to customer interactions where enhancing experience
of interactions is of the utmost importance makes it detrimental to the overall objective of the
process. AMEYO helps businesses operate more dynamically by providing them with the
Nodeflow Designer which allows management to define the entire tree as their business
requires to service their customers which includes mapping to internal structural changes.

Tailor-fit

In the event of Design-Your-Own-Solution (DYOS), where businesses pick and choose fea-
tures and components specific to their business requirements. Boxed solutions as common
with Legacy PBX fail to deliver a cohesive and effective platform where contact centers can
thrive in challenging business environments. The dynamic nature of AMEYQO as a solution
makes it ideal for a DYOS requirement where-in all necessary components and features are
inbuilt. AMEYO provides the necessary flexibility for business to avail only the features and
components that is essential for their processes to perform at peak performance, therefore

optimizing costs.




Comparison Matrix

Cisco TRCC

Dr=ploymant Mods=|

Businasses Siza/Client |

Profile

[ndustry Presence

Solution Type

Drrishili Aumieyo

On-Premise
Host=d (3aa3)
Mansg=d Services

Larga/Mediurmdsmall Entarprise [

SOHD
Starupes

Intermaticnal/Domestic BP0s
Customer Service
Tel=markstng
Collechions:

Aviation

Govt, Sechor

Logistics

Sanking

Financial Services
Entertainment

Real Estate

Education
Hospitaliby/Trave|
Transportation S=rvices
Law Enforcement (Police]
Telecommunications

Stata-of-tha-art [P Platform

Axpect Un

Cn-Premis=
Hosted[Saas]

LargeMeadium Enterprise

[nternatonal/ Domestic SP0s
Customer Servios
Telemark=tng

Financial Services
Hospiialky Traw=l
Transportation Services

Lagacy/ [P Matform

Genesys Agent Deskiop

On-Premise
Hosted (SaaS)

LargaMedium Enterprise

Intemational Domestic BP0s
Tel=mark=tng

Financial Services
Hospitaliby/ Trave|

Lagacy/TF Mattorm

On-Premise

Larga/Medium Entarprise

Intermaticnal/Comestic BROs
Customer Service
Tel=marks=ting

Collections:

Finandal Services
Entertainment
Telecommunications

Legacy FEXSIP Matform

Large™adium Enterprise

[nternatonal/ Domestic PO
Customer Servios

Govt. Sector

EBanking

Financial Services:
Transportation Services
Telecormmunications

Lagacy PEXSIP Platfarm

Flatforms Supparted

Operating Systams

Windows (Lisar]
Macintosh (Us=r]
LinusUni: [UserfServer)

Cantis

Rad Hat Linux

Ameyn 05 (Cugtom Cantds)
Wwindows ¥F, Vista, 7
Macntosh Leapard, Tiger, Lion
{Agant Wab Access Only)

Windows

Windowes X2, 7
Windows Sareer 2003

Windows
LinusUni

Cantns

Fadara

Solaris w86 Platform Edition
Libunty

Windows 7

Windows Sarvar 2003 R2
Windows ¥P Profassional

Windows

Windows ¥P, 7
Windows Sarvar 2003

Windows

Windows xF, 7
Windows Sarser 2008

Contact Center TYpe

El=rded Cantact Canter

Blended Contact Cenker

Elended Cantact Canter

Elended Contact Center

[nbound Contact Center

Communication Modes

Fhona

Chat

Email

SHS

Fax over 1P

walP

wimb Portal [Ticket Logging)
Video

Fhone
Chat
Email
SME
VolP

Fhora
Chat
Emai
SHE
WalP

Fhone
Email
=Hs
valf

Fhone
VolF

[nteractive Voice
Respons= Features

Inbound CalingfaCD
Faatures

=elf-h=lp with TTS and ASR
IVR D=signer with Scripting
Capabilities

Multi-languag= Support
E-mailSMSFax Integration
Personalized IVR

Priority Bouking

INR Jump

Customizable DR prompis
zaller Blacklisting

AMNLS DNIS basad routing
Muliple Skills/Quauas
Music-On-Hold Transfar
2ffice Hours Corfiguration
ompliant with standard FBX,
Madia Gabaways B Soft'Hard IF
Fhonas

Ch=tailed ACD Beports

agent Web Access

=kill bas= routing

Juality Scor= bas=d routing
aooourt-basad routing - Priority,
FIFd and Freferred routing
Estimated Wak Time Queus
Pusition Annouc=ment
Pre-inkegrated with CTL & VR
Pre-integrated with Voics
Logger =nabling advanced
custom reports

—alendar int=gration
abandoned Call Automated
Calbady Virtual Queuesing
=ame Agent Call Cormect

self-help with TTS and AS2
[¥F Ce=signer
Fuli-larguags Support
Personalized IVR
Customizable [¥R prompis

ANIS DHIE based routing
rultiple Skills/Queues
Music-On-Hold/Transfer
Cffioa Hours Configuration
FPropistary hardwara neadad
ACD Reports

Agent Wab Aocess

skill bas=d routing

Estimated ‘Wait Tima'Queus
Position &nnouce=ment
Pre-inkegrated with CTL & VR
Fre-irtegrated with Voice Logger

=elf-h=lp with TTS and ASR
VR D=signer
Multi-languag= Support
Personalized IVR.
Customizable VR prompis

AMNLS DHNIE basad routing
Muliple Skills/Quauss
Music-On-Hold Transfer
2ffica Hours Configuration
Standard Hardwars supported
ACD Reports

Agent Wab Access

=kill bas=d routing

Estimated Wait TimeQusus
Position anroucement
Pra-inkegrated with CT1 & VR

=Zalf-h=lp with TTS and ASR
IVR De=signe=r
Muli-languag= Support
Personalized IVR
Customizable DVR prompis

AN DMIS basad routing
Mulipk Skills/Quauas
Music-On-Hold Transfer
2ffice Hours Corfiguration
Fropistary hardsare neadad.
ACD Reports

Agent Wab Access

=kill bas=d routing

Ectimated Wait Time'Queus
Position Annouc=ment

self-help with TTS and ASE
[WR DCe=signer
Hulti-larguag=s Support
Fersonalized IVR
Customizable [YR prompis

AMNLS DHIE based routing
Multiple Skills/Queues
Music-On-Hold/Transfer
Offica Hours Configuration
Fropietary hardwara neadad.,
ACD Reports

Agent Wab Aocess

=kill bas=d routing
Estimated ‘Wait Tima'Qu=us
Fosition a&nnouc=ment

Sutomated Cutbound
Disling Modes

Fredictive

Previes

Timed-FPreview

Automatic

Proeansr

Frogressive

Fixed-Pacing

Parsllel Predicive haling
{Happing l=ads to
age=nks,locations etc. Skill-based
routing on Outbound cal)
Pro-Active Enhance Connector
{Best time to Call)

Automated Outkaund
Dialing Featuras

Predictive
Preview
Timed-Frevies
Automatic
Fower

Predictive
Preview
Timed-Freview
Sutomatic
Proansr

Predictive
Preview
Sutomatic
Power

Customizable Aule-based dialing
Woice Broadcast Dialing
Dnamic Call Pacing

Complets & Salactive DNC
Managemert

Aanswering Machine Detection
Reaktime ONC check
autormation

Mukiple Minute/FRI Providers
Integraticn

Intelligart [P Telephany & ValP
handling

Callbadks Scheduling/Same
agent Callback/Promate to
Camipaign

Customizable Rule-based dialing
Complete & Selecthee DNC
Managament

Answering Machine Detection
Muliple Minute/FRI Providars
[ntegration

Callkack Scheduling

Customizable Rule-based dialing
weice Eraadcast Dialing
Complats & Salactive DNC
Management

answering Machine Detection
rMukliple Minute/FRI Providers
Integration

Callbadk Schedulng

Customizable Aule-based dialing

Complets & Selactive DNC
Management

answering Machine Detection
Mukiple Hinute/FRI1 Providers
Integration

Calbadk Scheduling

Ha



Reporting Festurss

Yoo Lopgar Featuras I

Pra-inkegrated & Propetary
Wi Logging

100% Blind Recording
Multi-format woica racording
Automatic Compression and
Archiving

Weh based acoe=zs for remate
users

Built-in Quality Monitoring and
Cualiby Sconng modules
Multimedia Control

Support= way, mpd, WO, ALAW
formats

Extansibla with mixer with
Codac Plug-n Support

Cradle ko Grawve Reporting
Crver 200 Defauk Terrplates
Ganaration of business-orientad
comprehansiva repors at
Agant, Campaign, Systam and
Resource levels

Web-based access for remote
users

Real-ime and Historical Cata
Analysis

BAutomatic Maintenancs and
Backup Mensgsment

Reportiks - Advanced Report
Casigning Module

Mo naad fer in-depth knowledga
of SgL. Cenfigurable far
miultiple cutputs for reports

Pre-integrated) 3rd Party Voice
Logaing

100%: Blind Racording
Autormatic Cormgression and
archiving

Built-in Quality Maonitaring and
Quality Scaring modules
Supparts WO format

Cradle to Grawve Reporting
Ganaration of comprahanzive
reports at Agant, Campaign,
Sysbam and Rasourca lavals
Razl-time and Historical Data
analysis

Autornatic Maimtznance and
Backup Managameant

Aepart Designer Available

3rd Party Voice Logoing

100% Blind Recording
Autpmatic Comprasaan and
Archiwing

3rd Party Qualiy Monitoring and
Quality Scorning medules
Suppaorts WOX format

Cradle ko Grawve Reporting
Ganarstion of comprehensive
repoeis at Agant, Campalgn,
Syetern and Resource levals
Wab-basad access for ramota
USErs

Real-ime and Historical Dot
Anahysis

Automatic Haintenancs and
Backup Menegement

Report De=ogner Avalable

3rd Party Voice Logging

L00% Blind Recordng
N.lmﬂ'l_itl[‘-' Compression and
Brchiving

3rd Party Quality Monitaring and
Quality Scoring modules
Supports VOX farmat

Cradle to Grave Reporbng
Generation of comprahansive
raparts at AJent, Campaign,
Syatem and Resourcs lavels
Rzal-tima and Historical Data
&nalysis

Automatic Mairtenance and
Backup Managem=nt

drd Party Voica Loggng

100% Sind Recording
Automatic Comprasson and
Archiving

Ird Party Quality Monitaring and
Qualby Sconng modules
Supparts YOX forrmat

Cradle to Grave Reporting
Generation of comprehenaive
reports at Agent, Campaign,
Syatem and Rescurce levels
Ral-tima and Historical Data
Aralysis

Automatic Maintenanos and
Backup Maniagement

CT] Scre=npop/CRH
Features:

Supardsion/Raal-tima
Monitaring Featuras

Connectars and APLs

Unified Communicatians |

Inbuilt ZT1 and CRM pre-
integrated with IVRE & ACD to
enable custormer profiling
[ntegraticn with any third-party
databasa, CRM o toal

CT1 with pop-up agent
warkbench scraan
Knowledgebase

Unified Agerk [nterface for call
handing, Call dispasition,
Confarendng, N-way Call
Transfer

Mizzed Cal Aleris

[¥R Nawigation can be dsplay=d
on ScreenPop

Last Imaraction History

| Birds aya waw of talaphomy,

Agent, AC0yDialer and Lead
performance

Indapend=nt supervisor interfacas
for [rbound 2. Cutbound
campaigns

Complete HIS managemant for
davica, voice log, services and
BYElBME

Graphical analvss of raal-time
and histoncal data

Real-time Alert management for
ELA, Perfoemnance and System
Menitaring

Call Barge/ Sroop’
Conferfwhisper

Foro= &gent Logout

AHT, &PR, CS5 Score bo define
KP[=

Quality Scora Tagging
Additonal Walboard/Ticker
provided with custom data

Email:

Tickating Systern (Ameyo Cars]
with Escalation managemeant
Email Qususs (int=grated wih
Woica! SHS gueues]

SILA Mansg=mert

Email kernplatea/Bulk Emeils

Wab quauas
Escalation and SL&

Meh:

Wb Callbadk
Int=gration with web
appsdashups

SHMS:

Biilk SHS

Customized SMS

Campaign & Media level exclusion
Eax gver IF

. ;

| DB Cannectar

Webservices Connactor

URL Besed CRM/ERF [ntegration
APL

Sodeet bas=d CRMERP
Integraton AP

Customer Manager AFT for
extarnal control of Diglar
MRCF TTE and ASR Cornector
SalesForce Connector

Talisma Cannectar

Microsoft Dynamics Connactor
Eiebel Connector

=kats Manager AF1 for
WalboardsTidkers

Cora billing Systern Cormechor
{055,.655]

| Cora Banking Intagration

Inbuilt CT1 Scre=npop, No CRH
Integration veth any third-party
database, CRM or tool

CTI with pop-up agank
wiorkbench scraen
Knowledoabase

Disparata Intarfaca for cal
handling, Call dispasition,
Conferencing, N-way Call
Transfer

| Birds aye view of talapharmy,

agent, ACDYDialer and Lead
perfarmance

Combinad supervisor interfaces for
[rbaund & Cutbound camipaigns
Compl=t= M15 management for
voioe log, s=rvices and systems
Text based analysis of real-bma
and histarical data

Real-tima slart managemeant for
SLA, Parformance and Systam
Moritoring

Call Snoap/Canfer

AHT, APR, C5 Score to define
KFLz

Guality Scor= Tagging
Additional Wallboard/Ticker
provided

Email:

Email Quauas
SLA Managemank
Emnail termplat=sBulk Emails

Lhat;

Web quauess
Escalation and S04
Co-Browang

Wek:
Weh Callback

1a14

Bulk SM=

Customized M5

Campaign & Media leval exclusicn

Yoo Brogdcaghng

| DB Connectar

Webservioes Connechor

MRCF TTS and &A5F. Connectar
Microsoft Dyramics Connedhor
Standerd CRM Connector

[nbuilt CT1 Screenpop, No CRM
[ntegraticn with arry third-party
datsbas=, CAM or kool

CT1 with pop-up agert
warkhench seraen
Knowladgebase

Cisparats Intarface for call
handing, Cal dispositian,
Canferenang, N-way Call
Transfer

Birds ave wiaw of talaphony,
Agent, AC0yDialer and Lead
performance

Combined supsrdisor interfaces
for [mbound 2 Cutbourd
campaigns

Complete HIS managemant for
woice log, sarvices and systams
Taxt basad analysis of real-time
and historical data

Rzal-tima Alart managamant for
SLA, Perfosrrance and System
Menitaring

Call Snoopy'Canfar

AHT, AFR, C5 Sooreto define
EPLs

Quality Score Tagang
&dditional Wallboard Ticker
prowided

Email:

Email Qusiss

SLA Management

email kermplates/Bulk Emails

Chat;

‘Web quauas
Eszcalation and SLA
Co-Erowsing

Wb
Web Callback

SME

Bulk SHS

Custormnized M3

Campaign & Media leval axclusion

CTI Connector

OB Connector

Standard CR.H Comnector
3rd party TTS Connechor
Platform S0k

Tl Screerpop to be irtegrated,
No CRM

Int=gration with any third-party
database, CRM or tool

CTI with pop-up agent
workbanch screan
knowladgabass

Disparate [ntzdface for call
handling, Call dispesition,
Confarancing, N-way Call
Transfer

Birds aya wiew of talephany,
agent, ACDY/Dialer and Lead
perfarmance

Combired supervisar interfaces
for Inbound & Qutbound
campEigrs

Complete MLS managsment for
voice log, services and systeme
Text based analysis of réalk-imea
ard historical data

Raaltime Alert managament far
SLA, Performance ard System
Hanitoring

Call Snocp/Confar

AHT, APR, TS Scors ko define
KFls

Quality Score Tagging
Lddtional Wallbosrd!/Ticker
providad

Emnail:
Ermail Queuss
Emnail tamiplatesyBulk Errails

SHS;

Bulk: SM5

Customized SMS

Campaign & Hedia level exclsion

08 Cornector

Webservices Connector

HRCP TTS Connectar
Hicrosoft Dvnamics Connector
Unified CRN Connector

ZT1 Scre=npop to be inkegrated,
No CRM

Imtegration with any third-party
databasa, CRM or kool

CT1 with pop-up agent
waorkbanch sorean
Krowladgabase

Disparat: Interface for call
handling, Call dspositian,
Conferendng, M-say Call
Trarsfer

Birda aya wiaw of talaphony,
agent, &-0yDialer and Lead
performancs

Cormbinad supsrdsar interfaces
for Inbound & Cutbound
campagns

Cormrplete MIS management for
woice log, services and systems
Text basad analysis of naal-time
and historical data

Raal-tima Alert ranagamant far
SLA, Performance and System
Menitaring

Call SnoopCorfar

AHT, AFR, 5 Scors to define
EPLs

Quality Score Taggng
additional Wallboard/ Ticker
provided

Mat Available

CCE

CCXML

Contact Certer Cortrol Mansger
‘Web servic=s APL

HIO¥ [Host Dats Exchange] AP
JTAFI {Jawa Telaphary &P1]
opan Imarfacas Walb sarvicas
REM [Real-trma Statistics
Multicast) APL

WML [Wioice XML)

XML Contact Center Raparting
imterface



Cavalopment Tools

Database Management

GUT based toolkit

[ndustry standard practic=s
Eesm= of use/Non-1T

AF] for Hansgemert iools

| Multi vendar Database [ntegration |

[PastgresSOL/1BM O832)

Allaws integration with sxternal
ETL tools

VLOE Manag=ment present

SUI based tookit
Industry standard practices

Gnly MS 90L

GUL based toolkit
[rdustry standard practice=s

| Multi vender Database [reegration

[MS SqL/Orade)

5U1 based toclkit
Industry standard practices

Ul infarmix

G basad toolkit
Indusiry standard practices

Oracde

Wendor Meukralby

[ntegrabion with sxtemal

PEX¥s Swibches

CTI integraton with TOM suite of
snlutions

Choica of vandaor sslaction far
scosyskem

Integration with thirdparty saft/1P
phanas

Propristary produd: dependancy

Propristary product d=p=ndancy

Proprietary produd: dependancy

Proprietary product dependancy

Routing Stratagies

Prafezsanal Sarices
Engagement

Technical Suppart

Huli-=its Routing & Network
Routing

Busingss Process Routing
Global Routing Strategias

| _Integrated Routing Platform

Highly Flexible and Innoative
Local Pras=nce for RBD, Qualty,
Ergin=ering and Support
[ntegration with mosty al ard
party relewart spplicstiors
Servicas directly from QOB

| Multimedia Support - Chat, E-

mail, Phone, 'Wab Portal
Create, adit aparations
Visibilioy of all actions

Logging and tracing
Auto-=soalation by the systam
Complete tracking from anywhere
via hbtp i fdea.dnshti-soft.com
Feedbads Management

Singla Portal for Service &
Support

High responsiveness and
accountability aliminatas dalay

Case Studies

VAD

Global Reuting Strategies

| quite Rigd and Legacy oriented

RED, Quality and Engine=ring
scatterred across the world
Lirnited integration capabiliti=s with
s=lechve applications only
Services mostly from System
Integrators and resdlars

| Suppeet - E-mail. Phana,

wWiiblity of limited sdtions
Logging and tracing
suto-escalatian by the systemn
Moderate resporsivensss and
accountability

Zervics and Support are seperats
teams and processes

Ghbal Routing Stretegie=

| Quit= Rigid and Legacy oriented

RED, Quality and Engirsering
scatterred across the world
Limiked int=gration capakilities
wih sel=ctive applications orly
Services mostly from Systemn
[reegraiors and resallens:

| Buppart - E-mail, Phene,

Wigibility of limited actions
Legging and tracing
Auto-sscalztion by the systam
Modarate responsivensss and
accauntabilioy

Service and Support are s=parate
t=ams snd procssses

Mulki-srbe Routing & Nebwark
Ruouting
Global Routing Stratagies

Qute Rigid and Legacy anented
RED, Quality and Enginesring
scattzrred across the world
Lirnit=d integration capabiliies
with s=lechve spplications only
Sarvces mosthy from Systam
Intagrators and resellars

Support - E-mal, Phone,

Wisikility of limitad sctions
Logging and tracing
Aurtg-escabytion by the system
Moderates raspansivensss and
acoourtability

Saryics and Support are separats
teams and processes

Mulki-stte Routing & Netwark:
Routing
Global Rputing Stratagies

Quite Rigid and Legacy arierted
RAD, Quality and Enginearing
scatterred across the world
Limit=d integration capabiliies
with s=lechve spplications onhy
Services mostly from System
Intagratars and rasellars

Support - E-mal, Phaona,

Wigibility of limitad actions
Logging and tracing
Aurto-escalaton by the system
Modarats respansivanass and
apoourtability

Seryvice and Support are separsts
teams and processes

VADS Berhad (VADS) is one of Malaysia's leading Managed ICT Service provider. Today they are a
wholly owned subsidiary of TM; serving medium to large businesses across industries. VADS
implemented the Ameyo communications suite that provided them with a centralized pre-
integrated solution, integrating process flow from different sites and processes.

DOWNLOAD CASE STUDY

Indovision is one of the biggest subscription-based direct broadcast satellite (DBS) or direct-to-
home satellite television and radio service in Indonesia. Since their inception, Indovision had a

centralized billing system and subscriber management system deployed at their premises. With
the Ameyo Communication Suite from Drishti, Indovision benefitted by maximizing their agent
efficiency and automated their processes.

DOWNLOAD CASE STUDY

further uplifted customer satisfaction.

DOWNLOAD CASE STUDY

Shinning Gulf for Marketing & Business Solutions Ltd. (SolexPLUS) is a professional Business
Process Outsourcing (BPO) company which has been set up in Jeddah with the purpose of
providing an unmatched process outsourcing experience for leading organizations. With Ameyo
they were able to streamline their business since their customer connects were increased which
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