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KaHanbl B3anMmoaemcreus
COBPE€MEeHHOIro KOHTaKT-LueHTpa B
eAMHOM paboueM npocTpaHCTBe
onepatopa Avaya Workspaces

OMntpnn CeHalweHko, Avaya



Avaya Workspace
Y10 3TO Takoe?

HoBoe pelwleHne gnsa opraHmsauum pabodero mecrta onepatopa KU

» Ha 6a3e «TOHKOro KJineHTa», He TpebyeT yCTaHOBKN NPUJTOXEHNUN UMK
CKauyMBaHUS MNMJjiarMHoOB

= ObecneynBaeT MHTErpaumto C pasIMYHbIMU NMPUNOXKEHUAMU B €4NHOM
OKHe onepaTopa

= OTo6paxkaeT customer journey B OKHe onepaTopa
= [ToBbILLIAET NPOU3BOAUTENBHOCTb paboTbl onepaTtopa

= C KakKuMun pewleHmnamm Avaya BHeapsaeTca?
= CC Elite (Proactive Outreach Manager)
» Oceana
= AACC (c Avaya Aura, He ¢ C51000)
= ACCS (c IP Office)

©2021 Avaya Inc. All rights reserved. EXPER'ENEISEE AVAYA




Kakue kaHaJibl BO3MOXHbI?

Avaya [0/10COBOM BXOAALLNIM
Workspace

[[0nocoBOW UCxoasLwmnm

Buaeo (baHkomaThl)

WebRTC (Ayano n Buaeo)

MobunbHble npunoxenuusa (I0S & Android)
Email

CMC

YaT, YaT-60T

CoumnanbHble ceTu

CoBMecTHasa pabota (Co-Browse)

©2021 Avaya Inc. All rights reserved. EXPERE{\/}':{SE AVAYA




v
N\\ / Pa6bouunu sakpaH Workspace

At = Dmitry A B

BeecTun Homep TenedoHa

YnpasneHue TenedoHOM, TpaHcdepbl, KOHCYyNbTauum

& WC_Eng_Skillset

< CTpoka aKTMBHOCTEMN
Mpusetcayio YnpaBneHue coOCTOAHMEM onepaTopa
BupxeTnbl
// \\
// 222 = l‘l%xem—aoe coaep>XXnmoe
y = =
KJIMEHT ®PA3bI URL-AOPECA
- 18:34 O
Welccrs! O\ Mownck no cpase
v
Welcome to our Contact Center!
Agent - 18:34 °
[o6pbiit feHb! MpuBeTCTBYEeM Bac B Hallem yarte! [o6pbin geHb! MprBeTcTBYEeM Bac B Hawem yvaTte!
v
MeHio BbibOpa BUAXKETOB
[MocnepHee coobueHne nonyyeHo B 18:34
BeequTe cooBLUeHVE. . <

HTOB: 173U BCe Mnarnky y>Xe OOHOBJIEHbI.  TIOOKJTIOYEHO K senasnenkoa@avaya.com
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v
&\\\\/ NMpueM BXxoaSAWMX KOMMYHUuKaumm B Workspace

Beecv Homep TenedoHa

o Sip:79259695859@cc.local 06:03

& WC_MySender

231 Q) MpeanoxeHHoe COAEPKUMOE

KNMMEHT ©PA3bI RL-APECA

G Customer * 10:22 q

Mpueer

LoBpeit gexs. Hem A Mory Bam nomous?

Oleg - 12:13 0

LoBpriit JeHb. Yem | Mory Bam nomoss?

v
Mocnepgree coobuyeHne nonyueHo g 10:22
Beeaute coobujexue =4
L5 Vaermudwxarop oneparopa: 11102 v
AVAyA J L . Woermudwarop crasgae 11102 1oTo8 (1 0'40)
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v
&\\\‘ Ncxoaswme kommyHukaumm B Workspace

gslabipomws v @ B A A

1 OUTREACH 4 PomCust2_HK Kwarto - 01:53
98765 Contact from HK_Camp... o e
Customer Name: PomCusi2_HK Dialing Number: 30019 . Campaign_Test3 Calltype: Outgoing
i‘ Name PomCust2_HK Phone 2 96542183 Customer Type BOD
LastName Kwarto Phone 2 Time Zone ZipCode
H Title Email pomcust1@avayatoday.com Sms
Agent Id i Age Loan AMT 450000.43
Lang Outstanding AMT 800000.15 Account Number 7000032124
Mobile 30019 Gender Product
Mobile Country Customer No. 54209002
4= Agent Script o Outbound Tools
CALLBACK GENT NOTES
Phone Number: (Phone 1) 30019 (Singapore) v
Fo3 [J External no: E honeiio Timezone: z
X Select Time: OO R < | Outbound | Ready - Aquired - Preview (00:09) &
N Callback Start: 04/26/2019 11:23 PM

Avmy[.\’-\vaya Inc. All rights reserved.
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NMoapnep>xka Buaeo KaHana B Avaya Oceana,
Workspace for Elite, Avaya Aura Contact Center

= Avaya noaaep>xxmBaeT coBpeMeHHYy TexHonormwo WebRTC:

= And NnoAKIAK4YeEHNA U MapLlulpyTmn3aunm an,eo/ayn,mo 3BOHKA
OT KJIMEHTA

= 1719 NOAK/IYEHNSA onepaTopa

» KIMeHT MOXET NMO3BOHUTD:
= u3 web-6bpaysepa Chrome/Edge
" U3 MOOUNbHOro NpunoxeHmnda Ha i0OS n Android
= u3 web-6pay3sepa Safari Ha I0OS
= u3 web-6bpaysepa Chrome Ha Android
= N3 KneHTa Ha Windows

AVﬁQVAAvaya Inc. All rights reserved. EXPER|EI\ESS5 AVAYA




&\\\\7 Buaeo 3BoHOK B Workspace

A Enter phone number Pat Miller v

W 353821671024
CC_Query_Vid002

m Video Call [\ G

353821671024

-

o sss CONSUMER

AVAYA I | s
AvmyA(-\vaya Inc. All rights reserved. EXPERIENCE AVAYA

Moscow




\v
m Bupaeo Bbi3oB 3 Safari B CC yepes Iphone m

Macbook

09:414 ol = Safari ®aitn  Mpaska Bua MWctopus 3aknapku OkHo  Cripaska & O & & mnciweciecieec 2 G £ O m O P oA T QA S O B

eoe M < [ ) te.avayalab. a0 © fhh + O
AA BB @ gate.avayalab.ru © " osearyEER

. Connected :
Coinected °

Elite™ WebRTC
Reference Client

Elite™ WebRTC
Reference Client

ESTABLISHED 00:20 i

Avm"-\vaya Inc. All rights reserved. EXPERIENCE AVAYA
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AW\

Enter phone number

O6paboTtka email B Workspace

= (520) 773-9050

& ™ (520) 773-9050

Harrion Karstark v ’ @ 88

00:37
N
X a0 = g8
= Email &) Suggested Responses
Re: Home Insurance Policy 31/08/2016
3174 Greeting
to jane_gray@uoa.edu;
sl 3lsy Account Number
B I U | 4T 16px~ = o EEZ=E
Response 1
Hi,
Response 2
| was wondering if you could add my hushand to my car insurance policy? My account number is GY2310456. -
Here are his details @ Customer History
Name Address No Claims Bonus DOB OCEANA
Fred Bloggs Salthill, Galway 10 Years 07/09/1979
Status Priority Subject
Attachments
=+ Attach File status1 priority1 subject1 =
Gancel Sentl status2 priority2 subject2 =

AVAYA

Avm"-\vaya Inc. All rights reserved.

Agent ID: 3374

J Q = Station ID: 3174

T
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CoumanbHble CeTn - MecceHaXXepbl

= WhatsApp

= Viber

= Telegram

» [nstagram

* OHOK/IACHUKMU
= vKontakte

= Facebook

= Skype

= qHaekc Adunanoru
= Google Talk

= AIM

©2021 Avaya Inc. All rights reserved. EXPERIEM':lng AVAYA




AW\

WhatsApp

< Aemo Asalla6 O < [ewmo Asallab (B %
® O ® @ bsor2epg (720x1280) x o+ 4
cp, 25 mapta cp, 25 mapTa
& CooBluenits U 3B0HKY B AaHHOM yaTe Teneps & WC_Eng_Skillset C' @ msndr.ru/m/b8972e.jpg x E Ownbka) i 0 @A T Y R TR
3aLLMLLEHbI CKBO3HBIM WNdPOBaHWEM 3aLUMULEHBI CKBO3HBIM WHOPOBAHUEM.
flogpoctiss https://msndr.ru/m/b8972e.jpg fMoapotHee.
Ceropus Ceroans
= = (I (- o
[o6pbiit feHb [o6pbiit AeHb
A — A
Welcome! Welcome!
® Yar 231 @ TMpennoxeHHoe CofepXXIMO ® Yar
KIVEHT ®PA3bI
e Customer * 17:56 q e SHStomert g8
[o6pbiii AeHb ocheiine: e
Welcome to our Contact Center!
1756 o + @ © 9
Welcornal [o6peiii aeHb! MpuseTcTBYEM Ba
a A Hy
v
MIUfYIKJEJH| T JWjLy3fx e Customer « 17:59
https://msndr.ru/m/b8972e.jp:
® bl BAMNDPONNLXS?3 — e
MocnepnHee coobuyeHvie nonyyeHo B 17:56 SRR MMMmMmMmM MocnepHee coobLueHune nonyyero 8 17:59
4 494 CMWUTDbL B
BeeguTe coobLeHue. .. N4
MREEE comxpormsaws ara sron ramorng] 10 @ — - faiasaraccatusue J ——

[MpyeM TeKCTOoBbIX COObWEHNN U3
WhatsApp

Mpuem dpoTtorpadunm s WhatsApp

EXPERIENCE AVAYA

Moscow
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Telegram & BKoHTakTe

BBecT Homep Tenedora &
= < Yathi Avaya;l‘estBot aTbi AvayaL:I;gstBot
& WC_Eng_Skillset & WC_Eng_Skillset & WC_Eng_Skillset
' h N vk.com
https://msndr.ru/m/a6e645.jpg https://msndr.ru/m/a6e645.jpg MpusetcTayio Bac B KoTakTe! Google Dialog Flow v Avayav  Swift v C6epbank v C6epGatk Jira v  pUBSXUTE C..MK MeauaLus
© -u- 0 -
A\
® Yar 222 @ MpepnoxeHHoe CofepX1MO ® Yar 21 Mosi cTparmuia
— Hasag OceanaTest
KIUEHT ®PA3bI MpueetcTayto Bac! 1516, KJVEHT HosocTu
C
ustomer + 18:17
M y ’ Customer * 18:19 LOpyabs 2
https://msndr.ru/m/a6e645.jpg Q Movck no ¢
MpuBeTcTByto Bac B KoHTakTe! CooGuiecrsa
®dotorpadum
-+ 18:17 Welcome to our Contact Center!
+18:19 Mysbika
Welcome! o cerofHa
v [o6pebiit aeHb! MpuseTcTBYEM Bal Welcomel! Bupeo -
itry
Y/ Wrpbl MpusetcTayio Bac B KonTakTe!
Agent - 18:17
y il | VK Pay OceanaTest
[o6peliit AeHb! MpuBeTCTBYEM Bac B Hallem yaTe! Welcome!
v

Welcome! Tosapb!
MocnenHee coobleHne nonyyeHo B 18:17 MocnepHee coobuieHue nonyyero B 18:19

[o6pbli1 fieHb! MpUBETCTBYEM Bac B HalLem 3aknapku

uare! Beeaute coobLyeHve. .

e ‘en?mﬁa?'?lwre CooCilletne < ryxef nToa.El'v = 3 doxvuetin Hanuwute coobieHme...

[MpreM TeKCTOoBbIX COODWEeHNN K Mpuem obpaweHns n3 AMYHOW CTpaHUUbI
doTorpadpuin n3 Telegram BKoHTakTe

Moscow

Avm"-\vaya Inc. All rights reserved. EXPERIENCE AVAYA



AW\

Telegram (1586)

Avaya_Hotel_bot
bot Q

Hello 1754 o

Welcome to Avaya hotel. We are glad to hear you. What would you
like? 17:54

N

Econom Single room has price 100$. Would you like something
else or you want other room? 17:54

I need econom singleroom (5.0,

Comfort single room has price 200$. Would you like something

17:54

@ Write a message... @ \QJ

APM OnepaTopa nony4daeT coobuieHns u3 TenerpamMmma nocse B3anMoaencTtBmm C
4yaTboTOM C nepenayen cob6paHHOro KOHTEHTA

AvmyA(-\vaya Inc. All rights reserved.

Chatbot & Telegram

A He 3awpueHo | demo.jampoint.ru:9095/services/UnifiedAgentCont

BBecTu Homep TenecdoHa

® test@mail.ru

& WC_Eng_Skillset

Yes. | arrive at 5 PM tomorrow by flight A...

B/ x fLog|’Dia\|@195‘@Ow‘OCor‘AAdr‘@den|A‘

KJTMEHT

Customer - 17:57

Order - Comfort/Single, Next request: transfer

Hello. My name is Dmitry. | see you would like to order Comfort Single room
transfer. Could | clarify? Transfer from aeroport?

MocnepgHee coobLueHune nonyyeHo B 18:02

‘ BBegute coobLeHme. ..

[ XON ] Telegram (1586)
Avaya_Hotel_bot

bot

. E—

. Comfort single room has price 200$. Would you like something
else? 17:54

aQ 0 :

Iwould like comfort single room .5,

Ineed transfer 557,

We are transfering your call to alive agent .5
Welcome! .5

Hello. My name is Dmitry. | see you would like to order Comfort
Single room and you need transfer. Could | clarify? Transfer from
aeroport? 18:00

Yes. | arrive at 5 PM tomorrow by flight AA561. 1505

Ok. Welcome. Car will expect you at 5PM tomorrow. Mobile of
driver is 1234567890 18:03

EXPERIENCE AVAYA

Moscow




v
&\\\‘ UcTtopusa obpaweHnn no sceM Buaam

KOoMMYHukKaummn B Workspace

- O AOCAgent2 Agt v B & BB 2

= [akel@exchange2010.com 28:37

36858

AVAYA Jemmaen | Enm

AVﬁyAAvaya Inc. All rights reserved. EXPERIENCE AVAYA
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Thank you!



