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The Arc Approach

Integrated voice applications - developed exclusively for Cisco Unified Communications
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Customers, employees and
management are stakeholder
groups that are common in all
types of organisation. They are
alldirectlyimpacted by the infra-
structure, processes and efficien-
cies that exist within business.

Poor quality corporate direc-
tory information can cause mao-
jor issues for these three groups,
causing a wide ranging nega-
tive impact on the business
and who it's aiming fo serve.

In response to these issues, Arc
Solutions designs and devel-
ops software applications
for Cisco voice platforms
that utilise centralised cor-
porate directory information.

These applications enhance the
functionality of communication
systems by providing operator
consoles, helpdesk and directo-
ry solutions, helping to maximise
the effectiveness of Cisco voice
communications infrastructures.

Industry analysts agree that
despite an increase in mul-
timedia customer contact,
voice communication remains
the most popular choice.

This is because a telephone
conversation can carry more
information and be less time
consuming than other media.

Customers

Research shows that customers
who receive poor service will
take their custom elsewhere. This
directly impacts the revenue,
profitability and performance
of a business against its targets.

Missing these targets can resultin
the reduction of any funding or
performance based investment.

Employees

Inaccurate directory information
combined with an inadequate
means of access leads to frustra-
tion and decreased productivity.

Analysts have concluded that
dissatisfied employees con-
vey negative afttitudes towards
customers, leading to a reduc-
tion in customer satisfaction.

Management

Substandard customer service
and frustrated employees will re-
sult in dissatisfied customers and
missed service level agreements

Havinginvestedin Cisco IPT infra-
structure, senior management
need to be able to demon-
stfrate  clear business ben-
efits to all key stakeholders.

Whether organisations grow or-

ganically, through acquisition

or merger, information relat-

ing to the people within those

businesses is often held in mul-

tiple locations and formats. This

means that the retrieval and

management of that informa- —
tion is more difficult, leading to A () 4 '
inconsistencies and frustration. - ' ® ® .)

® \ ‘e e <

calls answered quickly ’ presence information & visibility of KPI's ®

content & efficient employees '

to speak to the right person to deal with happy customers @

presence information relevant calls & information to allocate communications costs
to be recognised when

returning to the operator

to be informed of waiting calls to measure & improve quality

simple to use interfaces simple directory management
to be transferred quickly

fo leverage investment
in Cisco IP Communications

easy access to

self service options corporate directory

afea]n
CISCO.

PARTNER

Technology
Developer




solutions overview

Qrcs

soluvilions

Arc Solutions designs and
develops voice applica-
tions for the Cisco Unified
Communications platform.

The Arc suite of products enables
organisations to address cus-
tomer, employee and manage-
ment communications issues.

Corporate directory information
is at the centre of a compa-
ny's infrastructure and holds
valuable contact information.

This information is often held in
multiple locations and formats,
making the management and
retrieval of data difficult. To re-
solve this issue, Arc Solutions
can integrate disparate direc-
tories and databases to pro-
vide a solid base of accurate
information, enabling business-
es to update records centrally.

Arc has also developed an
infegrated  suite of voice
applications that provide
seamless access fo this cen-
tralised directory information:

Operator centres provide
customers with a dedicated
point of call answer and transfer.
They act as the front line to an
organisation and are vital in en-
suring customers are connect-
ed to the right person first fime.
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Cost analysis of fixed and mo-
bile telephony usage enables
organisafions to measure, allo-
cate and control telecommuni-
cations spend across a business.
It also provides tools for identify-
ing areas of misuse and fraud.

xml/html portals enable us-
ers to view corporate directory
information. This data is avail-
able via an xml based phone
screen or an html browser.

Voice directories combine
speech recognition technol-
ogy with directory integration.
This provides customers, part-
ners and employees with an
alternative method of con-
tacting people within the busi-
ness. It can also be used as an
automated aftendant or to
provide general information.

Helpdesk solutions are
required where intelligent call
routing and  management
information is needed, but
where contact centre technol-
ogy would be too complex.




the arc suite

Qrcs

soluvilions

Arc Enterprise console provides
enhanced telephone opero-
tor functionality for the Cisco
Unified Communications plat-
form. As well as a comprehen-
sive set of call control features,
its powerful user-definable data-
base (Microsoft® Active Directory
compatible) allows high-speed
access to all users in the organi-
sation. Directory information can
be imported from other sources,
via Arc Unify integration services.

Addifional  features  ensure
that Arc Enterprise contin-
ues to be the market lead-
ing attendant console for
Cisco Unified Communications.

The use of client/server ar-
chitecture ensures scalability
and multi-site  configuration.

Arc Unify is a suite of direc-
tory and database integration
services. With many years experi-
ence in helping businesses max-
imise the use of ‘people’ informa-
tion, Arc can integrate various
database and directory sources.

Arc Unify cenftralises, secures and
manages directory information,
which canbe accessed by ahost
of other business applications.
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Arc Voice Office is a suite of
xml applications that add
complementary functional-
ity to Cisco IP telephones.

The enhanced directory infor-
mation created using Arc Unify
can also be accessed by users
through thistelephoneinterface.

Important messages can
be sent directly to selected
handsets from authorised us-
ers which in turn are displayed
on the Cisco phone screen.

The Voice Office suite trans-
telephone
applications
enabling  us-
simply click to dial.

info  hyperlinks,

Arc Speech Attendant uses
speech recognition to allow
callers to use natural speech
commands to gain access to
people. Information can also
be accessed without opera-
tor intervention, 24 hours a day.

Speech Aftendant provides
fast, reliable and cost-efficient
call transfer whilst maintain-
ing telephone number privacy.

Infernal and external callers
can get connected and di-
rectly ftransferred to whoever
they want to speak to by di-
aling the same single tele-
phone number and simply say-
ing the name or department.

This removes the obstacles of
queuing, complex menus and
time wasted trying to remem-
ber or find contact numbers.

Arc Precision is an advanced
tool that provides powerful
statistical and financial infor-
mation, relating to telephone
call traffic within an organiso-
tion. As well as preset reports,
the system also provides addi-
tional tools that allow detailed
bespoke exception reporting.

Designed originally for Cisco
Unified Communications plat-
forms, it is also compatible with a
wide range of other telephone
systems types. This Windows®
based application, provides
comprehensive call handling in-
formation and the means to an-
alyse fixed and mobile call data.

Arc Precision helps compao-
nies plan for change, allocate
costs and build an efficient
call handling process based
on accurate cost information.

Arc Call Connect is an intelli-
gent call queuing engine that
provides  organisafions  with
the ability to identify, prioritise
and route customer calls to
select groups of employees.

Whilst providing features that
you would expect to find in more
complex call centre prod-
ucts, Call Connect is simple to
install  and is ideal for
helpdesk  deployment  and
departmental answering.
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