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FrontStage — Key Attributes

Omnichannel. Stable platform. Customizability. Easy Integration.

D

0o

Multimedia

Voice
Email
SMS
Fax
Video
Social Media
Web Chat...

Integration

CRM
GIS
HRP
E-Commerce
ERP
3rd party CC

Customization

Workflow
Business Processes
Automation
Artifical Intelligene
Language
Design
Reporting



General Architecture

Multiple locations supported
Load-Balancing across locations

Communication history available
anywhere

Teamwork, collaboration

Connectors to SAP and other
systems

Redundancy supported
Available 24x7, Supported 24x7

Telephony

network

IP PBX
IVR FrontStage

Telephony s

network

CTI

Payment<_ Integration

Gateway -

IP PBX

G Voice |_|

Location 2 (n)

IVR FrontStage

| Location 1

Integration
App Server

FrontStage

i._ell
—‘

-5

SAP



Adaptive In-bound Queue Management

STT Module

Speech recognition

Basic routing
DTMF Options

Call Steering

Keyword search (real-time,

Variable routing

DTMF variables — Client numeric

Ids, invoice numbers etc. speech routing in IVR)

TTS Module Voice biometrics
Wide support for multiple ' Voice passwords, Voice
languages recognition




Call-flow — Multiple Parameters

Client’s contact

Calling number

Client’s choice

IVR parameters ‘;

Location

Country prefix, client

identification

,Client Data

Repeated calls, workload,

contact information responsible agent/team

Client issues

Time Open tickets, unpaid

Working time, time zone invoices, existing orders



Selecting the most suitable agent

Channel Language
&SEROPQHET] e S o W = o 3
Project Knowledge
Complaints, sales, retention ... - - ‘ " Seniority, assertiveness, product

knowledge, communication skills

Availability



Highly |
ghly interactive interface

FrontStage*

Admin console
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SAP Integration

® Integration with SAP or other 3rd
party systems via APIl, ODBC,
WebServices and other
connectors

® Connect to different modules to
receive relevant data

® Display Customer data:
® within FrontStage Forms
® as URL to external system

® As iFrame

pad - Change ord pl - o IEE
frontstage.cc &
Clientdata = 9= - —L L
displayed
using SAP SD - e e v e e 1 U
COnneCtOr ) Business Warkpla::e of IDADMIN
- TPNew message  (HiFind folder  ({)Find document [ Appointment calen dar 5 Distribution lists
A 4 oAt (]| (01| (7)1 (& L@ (2] 20 L) el [SELEIE L]
Order and o fba&zd L ———
item no.
Displayed
using SAP

MM connector

SAP Record displayed as iFrame



Workforce Management

Agent shifts

User rights

Work time classification
Calendar

Time schedule templates
Callcenter workload

Workload forecasting
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Reports

0 © [m_v BYE : = = -

o e > »l

prehled hovordi podie dndi v mésici

Misic: 2 Rok: o7

Pmlm~mwm‘fim L "
Pprehl

oadedi o 1 o

<!
[0}
i

®

i jpue e P e i ey i = {etnost uziti témat podtémat
sy benes 77 2 P anilors hey T R

o i o 0

{1

friiiiiie (e
LR IRRA LS fhit
RELERREERE (LT

1R
1EIR AR
el




A W
N U
=]
i
P
O
o 2
D
@
o8
i@
5O
VY
)
A W
lsa

= @ i, £ _5 AL AN RS [ O fre
= : Y 4 »
FrontStage ® 7 ® R % 4 L > B
Modules
A= = S @ o =
R b @ S 7 ® £ L W E

S—Z}S)
-\ D
\_) J
000
[e]ele}
000
N/
)
@@
O
)

IS

S
©
alll
©
<& <0

s @ Q9 =

<
o B

a8 0 = i
W7 Dy \
[0 S VAt =

Ll
=
HIEE)
©)
o)
1\



Interactive User Interface

Ergonomics

Omnichannel queue

Adaptability
Built-in forms
Workflow

Customer data

Integrated recordings

no value)

Direct selection of

© Other

™ English

Chat list

AgentPage: Personal Wallboard

AgentPage: New items

Department

First Name

Last Name

Description

Extornal key

Last change

Titke Phone ! Email

1. Additional field 1
VIP customer

2. Additional field 2
Additional note

3. Additional field 3

Additional note

Calls rolated to active call

Change order

Order details

Open [ Open

today

1. Order numbor

34524234

2. Amount
2

3. Type
Book v

4.Note

dummy text

* Tolk
Arrival time

today, 52437 PM
Enqueuing time

today, 5:24:52 PM

Distribution time

today, 52454 PM

Answer time

today, 5:25:07 PM

Time
06.02. 17:25
06.02. 17:25
06.02.17:25
06.02. 17:24
06.02. 17:24
06.02.17:24
06.02.17:24
06.02.17:24
06.02. 17:24

e e e e

Actor
ar

a1

A

A

A

Event

AgentAnswer
AgentRing
AgentMissod
AgentRing
Issue changed
Enqueued
Form saved
Form saved
Pilot



Optimized Call Processing

® Instant knowledge
® Real-time client recognition
® Source & topic intel
® Easy call handling
® Call forward, re-route, callback
¢ Callback planning
® Reduced Post-processing

® Inputs processed during call

¢ Best-practice scenario forms

2

Agent

& Administrator [ ADMIN ]
Project

© Test @

Language

(no value)

Issue title *

12345
Topic

General ticket
Subtopic

Ticket request
Phase

Open m
Issue created time

today, 8:03:36 PM

< Time Actor Communication

Issue - 12345 - Internet Explorer

B - = v e

1. Resolution limit

medium - 24hrs v
2. Response limit

urgent - 4 hrs v
3. Note 1

note for the ticket

4. Note 2

note for the ticket

5. Billing frequency
Weekly v
6. Type of work
] Installation
[ Testing

V] Debugging
["] Development



Optimized E-mail Processing

¢ Message gqueue
¢ Easy e-mail queue handling
® Advanced SLA tracking

® Easy and fast response
® Casel/lssue relevancy, forms
® Message templates

® E-mail automation

® Automated queue assignment

¢ Automated e-mail answering

2

gae
o

#) Accepted

Received time

today, 8:02:40 PM

Accepted time

today, 8:02:31 PM

< Time
¥ 06.02
¥ 06.02
¥ 06.02
¥ 06.02
¥ 06.02
¥ 06.02
% 06.02
¥ 06.02

Actor E

20:03 A
20:02 A
20:02 A
20:02
20:02
20:02
20:02
20:02

I

- - - ][

Issue title *

12345
Topic

General ticket
Subtopic

Ticket request
Phase

Open
Issue created time

today, 8:03:36 PM

1. Resolution limit
medium - 24hrs

2. Response limit
urgent - 4 hrs

3. Note 1

note for the ticket

4. Note 2

note for the ticket

5. Billing frequency

Message (Email) >= this is a testing message - Internet Explorer l;li-

techi@atlantis.cz

test@esecom.ee

this is a testina messaae

[ cket )

RN O O

Message (Email) >= this is a testing message - Internet Explorer l;LE-

From  techi@atlantis.cz

To  test@esecom.ee

this is a testing message today, 8:02:40 PM

Breaking it down, here’s how it works:

Containers provide a means to center and horizontally pad your site’s contents. Use .container fora
responsive pixel width or .container-fluid for width: 100% across all viewport and device sizes.

Rows are wrappers for columns. Each column has horizontal padding (called a gutter) for controlling the space
between them. This padding is then counteracted on the rows with negative margins. This way, all the content
in your columns is visually aligned down the left side.

In a grid layout, content must be placed within columns and only columns may be immediate children of rows.
Thanks to flexbox, grid columns without a specified width will automatically layout as equal width columns.
For example, four instances of .col-sm will each automatically be 25% wide from the small breakpoint and up.
See the auto-layout columns section for more examples.

Column classes indicate the number of columns you'd like to use out of the possible 12 per row. So, if you
want three equal-width columns across, you can use .col-4.

Column width s are set in percentages, so they're always fluid and sized relative to their parent element.
Columns have horizontal padding to create the gutters between individual columns, however, you can remove
the margin from rows and padding from columns with .no-gutters onthe .row.

To make the grid responsive, there are five grid breakpoints, one for each responsive breakpoint: all
breakpoints (extra small), small, medium, large, and extra large.

Grid breakpoints are based on minimum width media queries, meaning they apply to that one breakpoint
and all those above it (e.g., .col-sm-4 applies to small, medium, large, and extra large devices, but not the
first xs breakpoint).

Jan Techl | consultant

atlantis telecom spol. s r.o.

Stérboholska 1427/55 | 102 00 Praha 10
Mabile: +420 725 210 384 | www atlantis.cz



Ticketing Module — Workflow, Back
Office

FrontStage*

® Case/lssue focused

® Client request tracking

® Omnichannel history =B = DB - =

1. Resolution limit

* Issue created time

di 24hrs

[ ] I : today, 8:03:36 PM MGl 2 40w
asy p rO C I n g - 2. Response limit
eSS Issue open time

today, 8:04:25 PM ugent -+ hrs
i 3. Note 1
® Customizable forms G e
% 06022004 A  Datachang
¥ 06022004 A  Open
o SAP & KB 1 t t' 5 06.02.2003 A  Ney e
integration e

* BackOffice

6. Type of work

® Handover from Call Center B

] Debugging
("] Development

® Automated workflow

® Easy and manageable team collaboration



Interactive Channel: WebChat

Conversation website
¢ Automatic chat window

* Website history

Empey page foc chattesting

® Restoreable conversation
Co-browsing -
Chatbot support

Payment gateway support

* Via FrontStage app server
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References

Commercial
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Reference Highlights

® National airline operator,

® In 2017, 22% more passengers, without increasing number of agents
® Major commercial company

® Significant descrease of processing time

® Number of calls and e-mails increased by 50%, handled with existing workforce

® Cost for external call center (peak coverage) decreased by over 50% in critical season
® Vaccine distributor

® Increased communication was handled without increasing manpower number of agents

¢ 3Xincrease in up-sale business



Summary

® Manage and streamline your communication

® Omnichannel approach — balance and track your communication

® Ticketing system: focus on your client request as a whole, not just particular interactions
® Integrate your call center

® Integrate SAP, payments, KB and automation

® Turn interactions into deeper knowledge and utilization of communication

® Improve your reports — business and communication data
® Capitalize on fast growing solution

® Release plan based on latest trends and customer feedback

® 24x7 support coverage
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