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GENERAL DESCRIPTION

Arc Screenpop (Fig 1) will match an incoming CLI (Caller Line Identifier) to a telephone number held in the field of a database record.  Once matched, the application will retrieve the record and place it on a PC monitor whilst the call is delivered to the hand or headset (Fig 2)

Fig 1
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Fig 2
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The application is unobtrusive and works in the background with a contact management database. You can choose to have the record popping as the call is received or as you answer the call. Once the call is finished, Screenpop can be configured to minimise itself and work once again in the background. This is a live database record and all updates are written immediately back to the database, ready for the next time the caller makes a similar telephone call.

REDUCES CALL HANDLING TIME. INCREASES PRODUCTIVITY

Whether, small medium or an enterprise business, popping a record onto an agent’s screen when a telephone call is received, can improve productivity by 15-20% (Ovum) This is achieved by eliminating all of the manual processes involved in retrieving information about that customer, as well as empowering agents to be more informed and intelligent.
Customers are less frustrated – they are dealt with quicker. Agents are less frustrated too.

DATABASES “OUT-OF-THE-BOX”

There are two Screenpop Applications. The first pops the more popular database applications as follows:

	ScreenPop Standard

	Microsoft Outlook ’97 or above

	Act! 2000

	Goldmine V3.2-V5.0
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The second pops all of the databases in the standard product and some more, as follows:

	ScreenPop Plus

	Microsoft Outlook ’97 or above

	Act! 2000

	Goldmine V3.2-V5.0

	Microsoft Access ’97 & 2000

	Lotus Notes V5.0

	ActiveX Application*


*The ActiveX application is a developer tool that will enable integration into a bespoke database application. See ScreenPop Active X datasheet.

WORKS WITH 

TAPI ENABLED PBXs

Unlike other Arc modules, which are platform-specific, Screenpop should work with any TAPI enabled PBX, whether this is a first party link between one telephone and one PC or a third party link between the PBX and the PC network server.  Today our Screenpop application is working on the following PBX platforms:

	PLATFORMS

	Network Alchemy (Lucent)

	Mitel SX2000/Ipera

	Nitsuko

	Samsung DCS

	Alcatel Office 4200E

	Flexion X300

	Siemens

	3 Com NBX 100


SCREENPOP, POPS BY CLI.

SCREENPOP, POPS BY DDI.

As well as popping by CLI as described, Screenpop will also pop by DDI. This is particularly useful for a call centre taking calls for promotions or a switchboard operator answering calls for multiple companies in serviced offices. Here the DDI or number dialled is matched to a phone field to establish the company being called and the operator knows on behalf of which company to answer. So,” Good morning, MacDonalds Big Mac promotion” for the MacDonald’s DDI number and “Hello Burger King lunch time promotion” for the Burger King DDI number.
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PRE-CALL VIEWING

Before picking up the phone and before popping a record, the Screenpop application allows you to see who’s calling either by displaying the telephone number or by matching the number to a company name. (See fig 1)

SEQUENTIAL DATABASES

You can configure screenpop to search one database then another. Often the application is configured to search a database on the server and if no match is found then search another database on the client PC.  (See fig 3)

Fig 3
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Screenpop will stop searching after the first record is found.

NON –INTRUSIVE

If you are working away in a windows application like Microsoft Word, then Screenpop can be minimised and set to pop when a call is delivered. This allows the user to use a full and uninterrupted screen. Indeed, Screenpop can be configured not to pop at all leaving just the contact management database record on-screen.

SMALL FOOTPRINT

Screenpop is small and is designed not to disrupt your screen layout. Once positioned on-screen, it will appear in the same position each time it is used.

OUTBOUND DIALING

There are two ways to dial out from Arc Screenpop. The first is to click on the dial out 
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Fig 4
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A screen prompt will tell you to lift your hand set as the call is ringing out.
Fig 5
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and the connection will be made. Screenpop will remember the last 10 numbers dialed. The second method is Freedial.

FREEDIAL WILL LET YOU DIAL OUT FROM ANY WINDOWS APPLICATION
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the computer will dial it out for you.  Provided “Ctrl-C” for copy works, then Freedial will work.

TELEPHONE MASKS

Dial Masks are used to ensure a match can be made between the CLI number and your contact record telephone number formats. For each different telephone number format, there will need to be a different telephone mask. Eg: 020 8498 8400 and 02084988400. 

MS OUTLOOK DATABASE SELECTION

In Microsoft Exchange, MS Outlook has both private and public folders. Screenpop can be configured to work with both

GOLDMINE DIAL-OUT

Screenpop provides a dial-out facility that allows easy dialing from Goldmine. 

TECHNICAL REQUIREMENTS

MS Windows NT Workstation or MS Windows 95/98 Client PCs. Microsoft TAPI v1.4/v2.1
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icon, (See left, fig 4)) and a dial out screen will appear (see below, fig 5) Type in the number and click dial.





You can drag and drop this Freedial Icon into any Windows-based application, highlight a number and screenpop will tell
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