Dialer and Web Phone

A comprehensive call center dialing system should offer a range of features to enhance efficiency and effectiveness.
Here's a list of product features for call center dialing that cover various dialing modes:
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Preview Dialing:
o Agents can preview customer information before making a call, allowing for personalized interactions and
better preparation.

. Progressive Dialing:

o Calls are initiated automatically, but the system allows agents some time to review customer details before
the call connects.

. Predictive Dialing:

o Utilizes algorithms to predict agent availability and connects calls automatically, aiming to minimize agent
idle time.

. Power Dialing:

o Calls are dialed automatically, and the system connects the agent to the next available customer as soon as
the call is answered.

. Manual Dialing:

o Agents have full control over dialing, allowing them to manually initiate calls based on their discretion.

. Click-to-Dial:

o Agents can initiate calls by clicking on phone numbers within the CRM or customer database, streamlining
the calling process.

. Campaign Management:

o Create and manage calling campaigns efficiently, defining parameters such as call scripts, target audience,
and scheduling.

. Dynamic Caller ID:

o Display specific caller IDs based on the campaign or type of call, enhancing the likelihood of customer
pickup.
Call Recording:
o Automatically record calls for quality assurance, training, and compliance purposes. Ensure adherence to
legal requirements regarding call recording.
Call Monitoring:
o Supervisors can listen in on live calls for training purposes and to provide real-time support to agents.
Whisper and Barge-In:
o Supervisors can provide real-time coaching to agents without the customer's knowledge (whisper) or join a
call (barge-in) when necessary.
Voicemail Detection:
o Automatically identify and skip unanswered calls, leaving voicemails if desired, to optimize agent time.
Call Queues:
o Manage call queues effectively, distributing calls evenly among available agents to minimize wait times.
Callback Requests:
o Allow customers to request callbacks during peak call times, improving customer satisfaction and
managing call volume.
Disposition Codes:
o Agents can assign disposition codes to categorize the outcome of each call,providing valuable data for
analysis.
Real-Time Analytics:
o Provide real-time dashboards and analytics to monitor key metrics such as call volume, wait times, and
agent performance.
Integration with CRM:
o Seamlessly integrate with Customer Relationship Management (CRM) systems to access customer
information and call history during interactions.
Compliance Tools:
o Implement tools to ensure compliance with regulations, including the National Do Not Call Registry and
other relevant laws.
Multi-Channel Support:
o Extend dialing capabilities to other communication channels such as SMS or email for a unified customer
engagement experience.
Scalability:
o Ensure that the dialing system is scalable to accommodate the growth of the call center and changing
business needs.

By incorporating these features, a call center dialing system can empower agents,enhance productivity, and improve
the overall customer experience. It's important to choose a solution that aligns with the specific requirements and
goals of the call center.

Web Phone

Adding a web phone feature to your call center dialing system can provide additional flexibility and convenience for



agents. Here are key features related to web phone functionality:
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Web-based Phone Interface:
o Provide a user-friendly web-based interface that allows agents to make and receive calls directly from their
browser, eliminating the need for external hardware.

. Click-to-Call:

o Enable agents to initiate calls by clicking on contacts or phone numbers within the web interface,
streamlining the calling process.

. Inbound Call Handling:

o Support incoming calls directly within the web phone interface, allowing agents to handle customer
inquiries seamlessly.

. Outbound Dialing:

o Allow agents to make outbound calls using the web phone, providing a centralized platform for both
inbound and outbound interactions.

. Call Controls:

o Include essential call controls such as answer, hang up, mute, and transfer directly within the web interface
for easy accessibility.

. Call History:

o Display a comprehensive call history within the web phone interface, including details such as call duration,
timestamps, and outcomes.

. Call Recording Controls:

o Provide options to start and stop call recordings directly from the web phone interface, ensuring
compliance and quality assurance.

. Contact Integration:

o Integrate the web phone with the CRM system to access customer information, call history, and relevant
details during interactions.
Transfer and Conference:
o Facilitate call transfers and conferences directly within the web phone interface, allowing agents to
collaborate and involve necessary parties.
Voicemail Management:
o Include features for managing voicemail messages within the web interface, such as playback, deletion, and
callback options.
Customizable Interface:
o Allow agents to customize their web phone interface based on their preferences,including layout, colors,
and displayed information.
Presence Status:
o Display the availability status of agents within the web interface, indicating whether they are available, on
a call, or offline.
Real-Time Call Metrics:
o Provide real-time metrics and analytics related to ongoing calls, including wait times, call duration, and
agent performance.
Notification Alerts:
o Implement notification alerts within the web interface to inform agents of incoming calls, missed calls, or
other important events.
WebRTC Technology:
o Utilize WebRTC (Web Real-Time Communication) technology to enable high-quality audio and video
communication directly in the web browser.
Cross-Browser Compatibility:
o Ensure cross-browser compatibility to support various web browsers, allowing agents to use the web phone
with their preferred browser.
Multi-Device Support:
o Allow agents to use the web phone on multiple devices, such as laptops, desktops, or tablets, ensuring
flexibility and mobility.
Integration with Softphones:
o Integrate with softphone applications or other telephony systems, providing additional options for agents
who prefer alternative communication tools.
Security Measures:
o Implement security measures, such as encryption, to ensure the confidentiality and integrity of
communication over the web phone.
Scalability:
o Design the web phone feature to be scalable, accommodating the growing needs of the call center and
supporting an increasing number of concurrent users.

By incorporating these web phone features into your call center dialing system, you can create a versatile and
efficient communication platform for your agents. It's essential to prioritize ease of use, integration capabilities, and
security when implementing web phone functionality.



