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UNITI MARSHAL's inhouse developed
Contact Center Solutions
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About Uniti Marshal

Uniti Marshal Sdn Bhd provides ICT, Communication, Infrastructure

solutions and customized software development to companies of all
sizes across all industries.

We pride ourselves on providing a superior customer experience and

making important ICT contributions to support and enhance the
business of our clients.

With over years of experience our specialized teams offer a level of
expertise that your company can rely on. We recognize the importance
of secure, reliable and agile IT solutions and for delivering centralized
and converged voice, video and data network services from the data
Centre across the workplace and to people at home and on the move.

Our core values are to deliver our services with integrity and
responsibility and give value in everything we do.
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Proposed Call center Solution
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Centralized Unit

Data.base Marshal
with Solut
Statistical oiu IO.I'\
Reports Integration

IPBX
Telephony
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Contact Center Application

Voice Mailbox

With | —— T UNITl.Marshal
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After Office

Server will Check for the Available Agents

business hours and if the @ Customers interact with
call time is within business > agents about their

hours then it will connect _ requirement
the calls to available agents @
as per the campaign

assigned to the particular
incoming DID number

A

Agents will enter the customers feedback
in CRM which is distributed to authorized
team or can transfer the call to related
department.

'.\ - T s

‘T y Uniti Marshal Call Center Server

Reporting

Management can get the

Connected to Uniti Marshal Call center Server

Customers calling to ¢
R (
L : hotline number ™

consolidated report of all
Agents and also Individual
Agent performance.

i Hotline §
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Work Flow of Outbound Predictive dialer or auto dialer 0 UNITI.Marshal
M UNITI. Asia

Available Agents

Server will connect the calls
to available agents as per
the campaign assigned to
the agent

Customers interact with
agents about their
requirement

Agents will enter the customers feedback
in CRM which is distributed to authorized
team or can transfer the call to related
department.

Management can get the
consolidated report of all
Agents and also Individual
Agent’s performance.

Connected Customers
from the contact list
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Manual Calling System Work Flow

Contacts receive the call

Contacts answers the call

System will dial to the
contacts from the Uniti
Marshal system

-
- of

) Uniti Marshal Call Center Server

e

Agents will enter the

feedback in CRM

Agents call
Manually

Management can get the

O o consolidated report of all
N : F ; Agents and also Individual

38

Agents
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Agents from their respective Campaign
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SERVICE LEVEL

88%

ABANDON RATE AFTER SERVICE LEVEL

4%

TOTAL CALLS ANSWERED

80

TOTAL CALLS REACHED QUEUE

TOTAL AGENTS ON BREAK

0
1
0
0

6226

TOTAL CALLS IN QUEUE

1

9661

9662

© mm—
o GI—
L]
< NUMBER OF AGENTS ON LOGGED IN TOTAL NUMBER OF AGENTS LOGGED IN TIME OF LONGEST CALL IN QUEUE (IN TOTAL ABANDON CALLS (AFTER 20
6116 SECONDS) SECONDS)
= a1 3 ®
&) - 14 37
H 7 2016-12-20 09:00:56
- -
Q
l ) QUEUE -l2x
‘ ’ 2 Total Calls Calls i Agents Agents No of Longest
Queue Campaign Total Calls Answered Calls Abandon ) Service 3
Reached . iy in Logged on Abandon Call in
m D Type Within 20 S A ed Rate Level i
Queue Queue in Break Calls Queue
C 1 60374519662 0 0 0 0 0 0 0 0 0
O 2 60374519661 0 0 0 0 0 0 0 0 0
( ’ 3 6116 408 394 394 1 0 97 3 0 3 24
Out9661-
4 0 0 0 0 0 0 0 0 0
9662

5 6226 474 385 385 7 1 81 7 1 34 24
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UNITI MARSHAL CONTACT CENTRE SOLUTION

FEATURES & SCREENSHOTS
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Automatic Call Distribution (ACD)

Using sophisticated routing policies, route callers to the right queue, with the right priority,
and route them to the next available agent with the correct skills

IVR/Auto Attendant

Guide callers through with self-service applications, using voice prompts, to identify the
best employee or agent

Queuing
Checks that incoming callers do not receive a busy signal or no answer, and that any
employee — even when mobile can pick up the call

Monitoring and Reporting

Ensure a quality experience by monitoring agents, utilizing whisper messages, barge in and
emergency escalation when needed, and gain insight into performance with both
historical and real-time reporting
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Agent and Supervisor Clients

Web agent and supervisor clients provide a next generation look and feel for call center
management, providing a comprehensive yet easy to use interface that helps end users
efficiently manage their fast-paced workflow, from anywhere with an Internet connection

Entrance Greeting and Queue Announcements

Greet callers with a customized greeting, periodic comfort announcements, and music on
hold.

Configurable Call Handling Options
Multiple options for bounced, stranded, or overflow calls, including escape option for callers.

Alternate Routing Options

Multiple options for handling calls after business hours, on holidays, or in temporary
overload conditions.

Multiple Agent Options
Agents can be on legacy phones, IP phones, mobile phones, and soft phones.
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Basic and Advanced Reporting Options

The Call Center solution provides both basic and advanced statistics, using the Web Portal and
daily e-mailed reports and advanced reporting, with in-depth real time and historical
reporting options.

Desktop Clients
Optional desktop clients for agents and supervisors allow for more efficient call handling,
particularly in high volume call center environments.

Agent Mobility

Our Virtual Call Center and Remote Office allows agents to receive calls from anywhere, at
any time. Since the calls remain on Marshal’s system, call states are tracked and reporting
measurements are captured.

Call Recording

Our Call Center application supports both premises and hosted call recording, using multiple
technology partners.
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Solution Screenshots
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Dashboard

SERVICE LEVEL

88%

ANANDOM RATE AFTER SERVICE LEVEL

4%

TOTAL CALLS ANSWERED

TOTAL CALLS REACHIO QuUEUT & 0
226
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TOTAL CALLS IN QUEUE
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Agent Login Screen

Sﬂ;z e e & admin

# Call Center Agent Console | d

0 System

8 o

Please select your agent number and your extension
= Email

8 Fax Agent Number: |Agent/1001 - agentl )

Son v
e Extension: |SIP/1001

Callback Login:
- 1M

» Call Center

Agent Console

Marshal Technologies (M} SDN BHD 2(
Outgoing Calls

Ingoing Calls
Agent Options
Breaks
Forms
Reports
Configuration

|dd Reporis

+ Extras

& Addons

ﬁ My Extension
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Agent Interface

sg) o ) & i

#f Call Center Agent Console B

Agent Console: Agent/1050 - 1050

L System

8 Agenda Take Break End session

= Email [ n
' I‘ call ’ |

8 Fax

-Information -‘Forms
L eex

- M

» Call Center
Agent Console
Outgoing Calls 1 L¢
Ingoing Calls ~Script — -
Agent Options
Breaks
Forms
Reports

Configuration

|#d Reports 1 »

+ Extras

& Addons Marshal Technologies (M) SON BHD 2018

ﬂ My Extension
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AGENT MONITORING REPORT

Q
# Call Center / Reports /| Agents Monitoring P 8
L System 3
& Agenda >
= Email £ Current status Total calks Total login time Total talk time
& Fx N 6116 81
. pax > 52 5:51:04
- IM H 117
» Call Center - TOTAL 200 25:15:15 15:13:00
Agent Console 6226 o DD: D000
Qutgaing Calls H 0 DD: D000
Ingaing Calls H o
Agent Options » 67 05:
Breaks 31 04:42:26
Forms ’ 115 D6:54:50
Reports ~ ~ I
Reports Break .
Calls Detail 103
Calls per hour TOTAL Agents: 9 a76 22:46:16
Calls per Agent Current status
Haold Time

Marshal Technologies (M) SDN BHD 2016

Login Logout

Ingeing Calls Success
Graphic Calls per hour
Agent Informatian
Agents Monitoring

Trunks used per hour
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AGENT CALL DETAIL REPORT

o Q ~" admin v

# Call Center / Reports / Calls Detail | ] 8
L System

T Show Filter | = & Download | = Page |1 of 7MW M
& Agenda

Filter applied: Start Date = 2016-12-20 00:00:00, End Date = 2016-12-20 23:59:59

B Email

8 Fax

6116 Dok
. Pax .
1006 6116 Dowrilead
LB 6226 Dewnlzad
» Call Center 6226 Download
Agent Conscle 2016~ 6226 ownload
) 2016- 6226 swirilead
Outgoing Calls
2016- 2016-12 6226 wnilead
Ingaing Calls
2016~ 2016-12 6226 Dowriload
[ Optio
‘gent Options 2016- 2016-12 6116 Downlzad
Breaks 2016- 2016-12 6226 Dowrilead
Forms 2016- 2016-12 6226 Dowrilead
2016- 2016-12 6226 Dowrilead
Reparts e
2016- 2016-12 6226 Dowrilead
Repaorts Bre
2016- 2016-12 6226 Dowrilead
Calls Deetail
2016- 2016-12 6116 Dowrilead
Calls per hour 2016- 2016-12 6116 ownload
Calls per 2016- 2016-12 6116 owiniload
Hdd Time 2016~ 2016-12 6226 60164215764 Dowriload
- 2016- 2016-12 6226 6065564052 Dowriload
Login Logout
2016- 17:16:04 2016-12 6116 216: Dowrikead
Ingaing Calls Success
2016- 2016-12 6226 Dowrilead
Graphic Calls per hour
2016- 2016-12 6116 Dowrilead
. "
Agent Information 2016- 2016-12 £116 Download
Agents Monitoring 2016- 2016-12 6226 Dowrilead
Trunks used per hour 2016- 2016-12 6226 51455 Dowrilead
2016- 2016-12 6116 Dowrnilead
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CALLS PER AGENT REPORT
=k

-
-—

o Q ~ admin ~

@

# Call Center / Reports / Calls per Agent

O System
T Show Filter | = & Download | =
& Agenda
= Emai Calls answered Duration g Longest Call
1001 agentl Inbound 6116 82
& Fax
1001 agenti Inbound 6226 i 00:
L pax
agent2 Inibaumd 6116 16 D0:56:34
o ] agent2 Inibounsd €226 1

¢ Call Center > 1003 agent3 Inbound 6116 38

Agent Consale 1004 agentd Inbound 6116 44

1005 gents Inbound 6116 52 05:55:20
Outgoing Calls ager b

1006 agents Inbournd 6116 117
Ingaing Calls

agent? Inbournd 6116 3 00:04:06

ent Options

agent? Inbournd 6226 =] 05:14:15
Breaks 1008 agents Inbound 6226 93 D4:47:04 D0:17: 10
Forms agents Inbournd 6226 116 0D:16:22
o 1014 agent1d Inbournd 6226 104

Tatal 776 43:08:15 00:03:20 00:31:08

Reports Break

Calls answered Duration Longest Call

Calls Detail
Calls per hour
Calls per Agent
Hald Time Marshal Technologies (M) SDN BHD 2016
Login Logout

ing Calls Success
Graphic Calls per hour
Agent Information
Agents Monitoring

Trunks used per hour
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CALLS PER HOUR REPORT

{
o Ja\ =" admin v

# Call Center / Reports / Calls per hour | ] &g
L System

& Agenda ¥ Show Filker | = & Download | =

B Email Hour
& Fax
. pax
- M
» Call Center
ent Console
Outgeing Calls
Ingaing Calls
Agent Options
Breaks
Forms
Reports
Reports Break
Calls Detsil

Calls per hour

Calls per Agent

Hold Time

Login Logout

Ingoing Calls Success
Graphic Calls per hour
Agent Information
Agents Monitoring

Trunks used per hour
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CAMPAIGN STATUS REPORT

l&ﬂl o Q " admin «

# Call Center / Reports / Campaign meonitoring ] 8
L0 System -
Campaign: | (1neoming queus) 6226 v
& Agenda » Start date: N/A End date: NfA Schedule: N/A - N/A
Queue: E22E Retries: N/A
B Email N Total calls: 254 Queued calls: o Connected calls: 0
Lost track: &4 Abandoned calls: 189 Finished calls: 41
8 Fax Average Call Duration: 00:02:12 Maximum Call Duration: 00:05: 21
=L Placing c Agents:
. pEX Phone Number i Phone Mumber
Agent/1002 Bus; =
- m : !
Agent/1003 On break: Outbound - = 16:43:25
» Ca
e Agent/1004 On break: Outbound - - 17:26:25
Agent Consale Agent/1007 Busy -
Outgaing Calls Agent/1008 Busy =
Agent /1009 Busy 60172037838 SIP/60374519661 17:27:33
Ingaing Calls
Agent/1012 Logged out - - -
Agent Options » Agent/1013 Logged out = - -
Breaks Agent/1014 Busy -

Forms
Reports
Reports Break

Calls Detail

Calls per hour View campaign log:

Calls per Agent

Marshal Technelogies (M) SDMN BHD 2016,
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TOTAL HOLD TIME REPORT

Do

# Call Center

L System

T Show Filter | =
& Agenda
B Email
& Fax

6226 262
L opax

Total 619

Reports

& Download

Hold Time

1196 o 0

1410 o o o o 1B
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Longest Wait (sec.)

~" admin v~
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INCOMING CALLS SUCCESS REPORT

A Call Canter Maporks Ingoing Culls Succuss mo

K System
¥ Show Fiter | = | | & Downlond | »

& Agenda

Queve Successful Abandoned Hold Time Total Calle

| Emal

& Fax

W ommx
1IN 2000 CIETIERS 1rna

- M

b Goll Canver Marshal Technologing (M) SON RHD 3

Agent Conuole

‘@m O
o Q ~ admin v

4 #t Call Center / Reports / Trunks used per hour [ ] 8
L Systemn 3
& Agenda s ¥ Show Filter | = & Download | =
= Email £ Time Period Entered Abandoned In queue ‘Without monitoring
8 Fax ¥
L pax B
- IM »
» Call Center -
Agent Console
Dutgaing Calls 3
I ing Calls 3
Agent Options »
i=lE Time Period Entered Answered Abandoned In queue ‘Without maonitoring
Forms ¥

Reports - Marshal Technclegies (M) SDN BHD 2016,
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BREAK MODE REPORT

= Y
< admin v
e 0
Q
# Call Center / Reports / Reporis Break
L System ¥
T Show Filter | = & Download |+
& Agenda ¥
= Emai 3
8 Fax ¥
00:5B: 26
L opax 3
00: 9
e : 00 00:57:59
» Call Center -
Agent Console
Outgaing Calls »
Ingaing Calls »
gent Options »
1010 Pasupathy AJSL Raman
Breaks 1011 Thirusetvam AJL layaram
Forms » 1012
Reports - 1oL
1014
Reports Break
1015
Calls Detail
1016
Calls per hour .
101
Calls per Agent 1018 00 D0=00:00
Hold Time 1015 00:0B: 5% o0 O0: 0000 01:06:26
Tatal 00:00:00 11:26:56 03:32:46 00:00:00 0B:05:15 04:31:49 26:47:29 54:24:15

Login Logout
Break 30 min

Ingoing Calls Success

Graphic Calls per hour
Marshal Technologies (M) SDN BHD 2016
Agent Information
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LOG IN & LOG OUT REPORT
L,

™y
* " admin
a ~
e A
Q
# Call Center / Reports / Login Logout 8
L System H
¥ Show Filter | = & Download | =
& Agenda 3
- Date Init Stat
B Email » = A us
2016-12-20 17:30:41 ONLINE
& Fax »
2016-12-20 17:30:41 ONLINE
L opex 3
2016-12
- M * 2016-12-20 17:30:41
¥ Call Center - 2016-1
Agent Console 2016-12-20 17:30:41 ONLINE
2016-1
Outgeing Calls ]
2016-12-20 17:30:41
Ingeing Calls ]
Agent Options »
Breaks 2016-12-20 17:30:41 ONLINE
Forms » 2016-12-20 17:30:41 ONLINE
Reports o 2016-12-20 17:30:44 ONLINE

2016-12

Reports Break
2016-12-20 17:30:41

Calls Detail
2016-12-20 17:30:41

ONLINE

Calls per hour

2016-1 0 16:02:12

Calls per Agent 2016-12-20 17:30:41

Hold Time 2016-12
Login Legout 2016-12-20 17:30:41 ONLINE
2016-12-20 17:30:41 ONLINE
Ingeing Calls Success
2016-12-20 17:30:41 ONLINE

Graphic Calls per hour
Total 119:14:52 43:13:08 00:00:00 43:13:08

Agent Information

Agents Monitoring

Trunks used per hour Marshal Technelogies (M) SDN BHD 2016,
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LOG IN & LOG OUT REPORT
e

b .
admin ~
o 0
Q
# Call Center / Reports / Login Logout ] 8
L System »
T Show Filter | = & Download | =
& Agenda »
= Email . Incoming calls Dutgaing calls
2016-12-20 17:30:41 ONLINE
B Fax »
2016-12-20 17:30:41 ONLINE
L oPEX »
2016-12-2011:05:10
- ™ 2016-12-20 17:30:41 ONLINE
» Call Center v 16~
Agent Conscle 2016-12-20 17:30:41 OMLINE
. 2016-
Qutgoing Calls »
2016-12-20 17:30:41 ONLINE
Ingoing Calls »
2016-12-20 11:
Agent Options »
16-
Breaks 2016-12-20 17:30:41 ONLINE
Forms. > 2016-12-20 17:30:41 11.5% ONLINE
Reports - 2016-12-20 17:30:41 16.88 ONLINE
2016-12-20
Repaorts Bre;
2016-12-20 17:30:41 ONLINE
Calls Detail
2016-12-20 17:30:41 ONLINE
Calls per hour . . _
2016-12-20 16: 65.36
Calls per Agent 2016-12-20 17:30:41 ONLINE
Hald Time 2016-12-20 14:23:16 45,62
Login Logout 2016-12-20 17:30:41 ONLINE
2016-12-20 17:30:41 56.40 ONLINE
Ingoing Calls Success
2016-12-20 17:30:41 o0 06:59:12 o0 06:59:12 ONLINE
Graphic Calls per hour
Total 43:13:08 00:00:00 43:13:08

Agent Information
= Date Init

Agents Monitoring

Trunks used per hour Marshal Technologies (M) SDN BHD 2C




Road Map for going live

Training and
testing
7 to 10 working

. days
Requirement

gathering and
document signoff
5 working days

Release of purchase
order along with
payment

@ UNITI Marshal
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End Of Document

for further clarifications please contact

Jay Krish Mohan Arumugam

Chief Solutions Architect Managing Director

e :jay@uniti.marshal.my e :mohan@uniti.marshal.my
m :+6012.312.3890 m :+6013.699.0033

T :+4603.4010 8585 T :+603.4010 8585
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