[image: image1.png]Alexander Graham Bell House, Alexander Gardens, Knaphil, Surrey GU21 20W
Phones4Less Tel 0845 0723777 E-Mail info@phonesdless.co.uk v phoresdless coLk




[image: image2.jpg]



GENERAL DESCRIPTION

More and more business is being done over the Internet and consumers are demanding “Call Centre-type” customer care when transacting. The result of not providing this care has cost companies a great deal of money as bemused and confused consumers abort their transactions and look for more familiar ways of doing business. The answer to this, is to provide some human intervention to help answer questions and address any issues customers may have so that they can indeed feel confident to transact over the Internet.

WEB CONNECT

The Web-Connect concept with web collaboration  is a very simple one. A stage-by-stage discussion follows:

1. The Web-Site in questions adds a new feature to its site. This is a “Call-Me” button, as featured below in Fig 1


Fig 1.
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2. On “asking for help”, a new window pops up for you, the customer, to fill in your details.  
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If you have a separate telephone line to hand or a mobile you will elect to have a phone call. If not you can have an interactive web chat session. 
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3. Once you have filled in details correctly, a screen will appear to tell you that your request has been accepted. Fig 3

Fig 3
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4. Should the customer ask for an immediate phone call, a message is sent from the customer’s browser via the Internet to your Arc CT server. The CT server knows that it needs two connections. It needs a data-web connection from customer to agent and it needs a telephone connection in exactly the same way. 

5. The CT server then looks into your company’s call centre and selects an available agent.

6. Once selected, the CT server can provide a Web-data link between the customer’s web-browser and the agents web browser.

7. Making a telephone connection between the two is simple.

8. The Call Centre Agent is prompted on-screen. See Fig 4

Fig 4.
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9. Once the Call Centre Agent has accepted then there are two connections live. A Data-web link and a telephone link and the customer details are displayed to the Agent as in Fig 5

Fig 5.
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The process is now complete.

THE DATA-WEB LINK

ALLOWS WEB COLLABORATION

The agent can navigate to an appropriate web page and then “update” the customer’s browser via the Web-data link, using the “Update Customer” button.  This means that the agent can control both browsers and scroll the pages in sync. Likewise, the customer can elect to change his or her page and the agent can update using the “update me” button. See Fig 6.

Fig 6
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HOW TO INITIATE A WEB CHAT

Web Chats are initiated when a customer is on the Internet and there is no telephone available for a second connection.

If the customer elects to have a web-chat, then an interactive session is initiated. See Fig 7

Fig 7
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SKILL-BASED

ROUTING GETS THE ENQUIRY TO THE HIGHEST SKILLED AGENT

Working with the Call Connect routing engine, each page on a web-site can be allocated a skill. A product page may be coded “sales” whilst a download page may coded “support”. Once a request for help is made, the call centre agents, graded high medium and low in those skills can be interrogated by the system and the call will be delivered to the highest skilled and available agent.

IT WILL WORK WITH YOUR 

EXISTING WEB SITE. IT’S TRANSPARENT TO FIREWALLS
Web Connect has been designed to integrate easily into your existing web-site. All you have to do is to create an invisible frame around the home page and place the “Call-Me” buttons strategically throughout the site. Because we use “http:”, the whole process is firewall-friendly and there is no requirement to downloads cookies and so on, onto the customer’s machine.

REQUIREMENTS

· MS IE5 or above

· MS IIS Server*

NB: IIS Server can be used in conjunction with UNIX web server platforms
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