Clearspan Call Center

The Clearspan® Call Center application provides an integrated, full-featured call
center solution to fit the needs of businesses of all sizes.

Clearspan Call Center includes a flexible and powerful routing engine. Using sophisticated routing policies,
the engine can route callers to the right queue, with the right priority, and route them to the next available
agent with the correct skills. It also includes options for routing the call if an agent doesn’t answer, if no
agents are available, or if a call remains in a queue too long.
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The solution includes options for IVR and Auto Attendant.
These applications can be used to guide callers through
self-service, using voice or video prompts, to identify the
best employee or agent to assist them. Auto Attendant can
also be used to assist callers during off-hours.

The Call Center application comes with the same flexibility
for agents as it does for all users. That means agents

can be located anywhere, on any device. This includes
desktop phones, mobile phones, or PC-based agents.
Service groups can span multiple locations. And, to ensure
business continuity, agents can receive inbound calls on
alternate devices, even when their main worksite is offline.

Whether your business needs basic ACD
functionality for a single workgroup, or

a solution for a large number of agents
spanning multiple locations, Clearspan'’s
Call Center solution can be tailored to fit
your needs.

With Clearspan’s Supervisor mode, you can ensure your
callers receive a high-quality experience by allowing call
monitoring, whisper messages, barge in and emergency
escalation when needed.

The solution also provides varying levels of reporting, from
Basic Statistics, using the web portal and daily emailed
reports to Advanced Reporting, with in-depth real time and
historical reporting options.

Whether your business needs basic ACD functionality for

a single workgroup, or a solution for a large number of
agents spanning multiple locations, Clearspan'’s Call Center
solution can be tailored to fit your needs.

Clearspan Call Center Key Features

FLEXIBLE ROUTING ENGINE

Fully integrated into Clearspan, the automatic call distribution
provides intelligent call routing and queuing, based on agent
availability, line state, and ACD group settings.
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AUTO ATTENDANT

Flexible routing of incoming calls from direct callers to the
appropriate group of agents, or other options.

CONFIGURABLE CALL HANDLING OPTIONS

Multiple options for bounced, stranded, or overflow calls,
including escape options for callers.

MULTIPLE AGENT OPTIONS

Agents can be on legacy phones, IP phones, mobile
phones, and soft phones.

ENTRANCE GREETINGS AND
QUEUE ANNOUNCEMENTS

Greet callers with a customized greeting, periodic comfort
announcements, and Music/Video on Hold.

BASIC AND ADVANCED REPORTING OPTIONS

The Call Center solution provides both Basic Statistics,
using the web portal and daily emailed reports, or
Advanced Reporting, with in-depth real time and historical
reporting options.

DESKTOP CLIENTS

Optional desktop clients for Agents and Supervisors allow
for more efficient call handling, particularly in a high-
volume call center environment.

WEB-BASED ADMINISTRATION

Configure and manage ACD settings from any location.



Additional Capabilities
AGENT MOBILITY

Clearspan Anywhere™ and Remote Office allow Agents
to receive calls from anywhere, at anytime. Since the calls
remain on Clearspan, call states are tracked and reporting
measurements are captured.

CALL RECORDING

The Clearspan Call Center application supports both
premise-based and hosted call recording, with multiple
technology partners to choose from.

UNIFIED MESSAGING

Clearspan Messaging is fully integrated with the Call
Center application, enabling users to retrieve voice
messages via the Voice Portal, or via emailed messages.

CONFERENCING

Clearspan Conferencing is fully integrated with the Call
Center application, allowing agents to quickly escalate
calls or engage additional resources. Supervisors can utilize
the Instant Group Call service to immediately contact all
the agents in an ACD group.

CRM INTEGRATION

Clearspan Xtended provides the web interfaces to enable
integration with industry-leading CRM applications or
custom CRM applications. The Clearspan client supports
web-pop capability that passes incoming call and agent
data to a CRM application.

VIDEO CALL CENTERS

Clearspan is a fully video-enabled application server,
and includes options to load video greetings and
announcements for all services.
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The Clearspan solution embaodies the true
meaning of Unified Communications,
combining all end-user communication tools
iNnto a single, integrated, enterprise-wide
infrastructure accessible from any device for
dramatically increased productivity.

Add Call Center to the network through

a simple software license file with no

costly hardware upgrades. All Clearspan
applications run on the same platform, use
a common interface, and can be added to
the network at anytime. Easily deployed and
managed, it provides immediate impact.
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