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GENERAL DESCRIPTION

Voice Connect is a server application that he been designed to enhance the voice resource on a PBX where there is some existing functionality or to provide a complete voice solution where there isn’t any. With traditional PBX platforms it is usually necessary to add some Dialogic Cards into the Arc Server to facilitate interactive voice messages. In some cases, where .wav files are supported this is not necessary

THE VOICE SERVER APPLICATION

Voice Connect provides “In-Queue” messaging” only, telling the caller what position they are in the queue and how long we estimate they will be waiting until answered.

“You are (fifth) in the queue, you will be answered in approximately (1 minute and 15 secs). The application comes with two voice sessions.

WHAT’S A VOICE SESSION?

A Voice session is defined as one message being played to one caller at any one time. Thus two voice sessions will allow two callers to be played a message simultaneously.

IVR AUTO-ATTENDANT

As a separate module, you can also add an auto-attendant session. An auto-attendant is the up-front greeting that you give a customer and also any other message you play in the queue whilst the customer waits. In any IVR auto attendant session, you can ask the customer to press “1” for one option “2” for another and so on.

MULTI-LEVEL AUTO-ATTENDANT

The Arc Auto-Attendant has the following additional features:

1. Multi-level Auto-Attendant

This where you can elect to get the customer to work down a tree structure, honing his or her requirement at every level.

“ Press1 for sales. Press 2 for Accounts”

then…

“Thank you for pressing 1 for sales, please choose one of the following options…

There is no limit to the number of

 levels of choice.

PERSONALISED AUTO ATTENDANT

For users who wish to de-personalise the auto-attendant function, Arc Auto Attendant will 

allow you to pre-record individual messages for individual CLIs. Rather then recording “Welcome to Arc Solutions…”, you could elect to record many individual messages such as

“Good Morning Nitsuko…

“Good Morning, Samsung..

“Good Morning Alcatel..

“Good Morning Cisco..”

and in each case have a different set of options for each company calling.

FULLER IVR INTEGRATION

For the more sophisticated user the following options are available:

1. Ability to key in account or PIN numbers from which routing decisions can be made.

2. Ability to “look-up” a database record via a “Digit” input into any ODBC compliant database. Routing rules can be individually tailored based on information and fields contained therein.

ATTACHING DATA WITH A CALL

Following a database look-up, it is possible to attach data from that record to the call so that the agent is made more intelligent when dealing with a customer.
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IMPORTING ” .WAV” FILES

For a more professionally sounding front-end to your telephone system, you can record professional voices and import them into Voice Connect as “.wav” files.

ARC SUPERVISOR WILL REPORT ON VOICE

In conjunction with the Arc Supervisor, you can report on voice sessions. For example, you could report on the number of calls to the reception or sales queue by rate/hour. So, how busy is one queue versus another.
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