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The Complete Call Center Solution

supports inbound, outbound, blended, and predictive dialing campaigns.
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What is Arrow AutoDial?

Arrow AutoDial is a complete software and VoIP solution for
your Call Center, using the latest available technology. It is
perfectly built for any Call Center size

It features all the advanced facilities you would expect
a professional Call Center to have:

e Automatic Call Distribution

e Customer Info / CRM / Scripter & Interface Designer
e Several types of Dialers

e Interactive Voice Response

e SMS Solutions

e Analog & Digital Voice Recording

e Web Centralized Administration

e Supervision & Real Time Management

e Customized Reporting Management
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Technical Requirements

Basic Diagram

» Each PC would be connected through LAN Switch; No require EPABX

PRI LINE
> » Each PC would have separate extension; generated by Call Manager
> * Linux Server
ANALOG LINE « Calling through Soft Phone, No require Phone instrument.
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AGENT 1 AGENT 2 AGENT 3 AGENT 4 AGENT 5 AGENT 6 AGENT 7 AGENT 8 AGENT 9 AGENT 10
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Agent Login Screen

autodial-

Fhone
Fhone P

Will identify the extension of the PC

v

v

Will identify the user of the PC

v

Select the Campaign from list

WERSION: 2.2:4-260 BUILE: 100527 -2211
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Agent Home Page

aulc ‘ Cust Time: Channel: GROUPS LOGOUT
Resume Mode ”alﬂﬂdla WG&C&ER#

Pause Mode Call Number
STATUS: Session ID: 8500051 Seconds:

- Customer Calling Time
Hang Up (End Call) mrm.« Ean_ HESTITES [ Customer Info J [ Seript J

Clstomer Information.

Park Call (Hold & Transfer) e Fit:| | M Lest]
Addresst:
Direct Transfer Address2. Address3: _
City:| State:| | PosiCode: |
Auto Call Recording Province; | | VendurID:i (Gender. f"ullilﬁﬁ'éfin'e&"y-f
Phone; DialCode; Alt: Phone; |
Show | Email

URL to open CRM popup L
> Cartets
SEND DTMF || | Diglable Leads:

Manual Dialing 5 0

Agent Logout

Phonebook - Here you can store phone numbers which you have to dial frequently

v
>

Calls in Queue - Will show you the Calls traffic with number, name etc.. Calls In Qusus:
p  PHOIE AME WAIT AGENT CALL GROUP TVPE
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Agent Home Page

—
'Hw 201-05-03 1604111

STATUS: Caled {121)343-678 LIC: MOBO16032:3000000010 - Session I0: 8600032 Seconds: 14

[ CGustomer Info J [ Seript J

Clstorner Information
Toe [ | Fist| | W[ | Last:]
Address?: | :1
Address? | Address:| \
[ \ Ciy: | | e | PustCude"_ .
20410803-160354,_121346873 i : 7
S Prosince: | | \fentlorID.: | Gender | U-Undefned ¥,
Phone: 121344678 Digloode:| | Al Phune B
Show| Emall| _ }
Coments;

Add no to transfer [AVRER ToNE=AENGE PRk ’ -
demcinguup-demoingoup | LOGALGLOSER HANGUP XFERLINE | ——— ENd call after transferring
sscowns" \ CHANNEL\ [l eonsucratve HANGUPBOTHLINES) — 3 End call after conference

> \UBER TOCALL O pacoverae _LEAVESWAYCALL| — End call from conference
Direct Transfer gypormingeen | DALWITHCUSTOUER| PARKCUSTOMERDAL] e
> —
3 way call conference Calls n Queus; A
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Automatic Call Distribution
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Customer Info / CRM / Scripter & Interface Designer

MR

3U|0d|31 eb 2011-06-03 15:50:02 ime; Channel

GROUPS  LOGOUT

Automatic Call Distribution

STATUS: Session ID: 8500051

mrm.« m_ @ [ Custorier Info J [ Seript J
ClUstomer Information.

Tile| | First | IME[ ] Last:[
D 000 fog - - - - -
| :F:.-"!-‘:f Address! |
Address2: Address3:
City: [ State:| | PostCode: |
RECORD ‘ — ]
Province: | | VendorID:| | Gender. |U-Undefined v
v Phone; DialCode; Alt: Phone; |
Show | Email

Cartants
SEND DTMF || | Diglable Leads:

i

Calls In Queue:
PHOMNE HAME WAIT AGENT CALL GROUP TYPE

Seconds:

v

With Inbound Automatic Call Distribution your contact
center can handle any volume of incoming calls. Utilizing
features like skills-based routing by assigning agent rank.
Dial Connection ACD supports priority queuing, allowing
customers who have been on hold the longest to be
answered first.

Customer Info

Agent screen is designed with Customer Info so that
whenever call receives if it's info had already been entered
earlier then that will show all the filled details otherwise it
will show blank fields and agent has to fill up at the time of
tele conversation.

CRM (Customer Relation Management)

(web form button)

At the time of receiving call; CRM popup will display that
contain data entry fields, objections, drop down menu,
calendar, selection button, and more. These objects can be
connected to your company's database

Scripter & Interface Designer

This is an actual application generator, allowing you to
develop your scripts in a thin client environment; also
useful for new agent
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Why Use Dialers?

Many organizations use telemarketing to generate leads and increase
sales. The typical approach involves setting up a list of people to call,
dividing and providing this list to telemarketing personnel and having
them make calls to the people on the list. The problem with this
approach is how much time it takes to get a live person on the phone.
On average, if you are calling consumers at home during the permitted
times for unsolicited telemarketing (9 AM to 9PM) you will reach live
people with only 12% of the calls you dial. This means your agent has
to manually dial many unsuccessful calls before getting a chance to
speak with someone. After actually getting a live person on the line and
making a presentation, the agent has to start the dialing process all
over again. The frustration with getting someone on the phone is a
large contributor to poor telemarketing agent morale. This is where
predictive dialing can help. Instead of the agent handling the process of
getting someone on the phone - the agent spends time productively -
making presentations to live people.

MARULL DIALIMG wastes FS% of each hour O ACTUAL TALE TRME

mBUSY

0% 4% e O MO AMNSIER
0% O ANSIWERING M CHINE
m AT FOR DAL T OME

e by 0% o DL NUWBER

m OTHER
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Several types of Dialers

eAuto Dialer - Phone system delivers a pre-recorded message to live
answers and answering machines. If another call status is detected (busy,
etc.), our phone systems can reschedule the call for a later time. Simple
messages can be delivered or the call recipient can be presented with an
IVR script that accepts touch phone responses.

The remaining auto dialer techniques are used in conjunction with call
center phone agents. These agents are either local to the contact center or
can be working from home or in remote locations.

ePreview Dialer - Phone agents view call information prior to the call
being placed. The agent can decide not to initiate the call simply by
clicking on option whether Dial / Skip.

*Progressive Dialer - This dialing method passes the call information to
the agent at the same time the number is being dialed by the phone dialer.
The agent usually has a few seconds to view the call information, but
cannot stop the call process.

PREDICZTIVE DIALIMG increases 3 times more

0%

@ VEAITHG FOR CAall

B TALE TRE
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SMS Solutions

Analog & Digital Voice Recording
|

Interactive Voice Response (IVR):

Integrated Voice Response, allows you to manage how your incoming calls are answered and directed. Set
up an options menu for you service center so incoming calls go to where they are supposed to go. Inbound
IVR can be used for virtually anything that involves a phone menu system such as appointment scheduling,
account management, or bill payment. Use IVR to collect all of a customers information so an agent has it
when they answer the call.

SMS Solutions:

computer based system, wherein individualized or bulk messages can be sent and receive immediately on
mobile devices. All you need to do is to select the recipient or group, type the message and the message
gets sent immediately. The Application uses SMS router for sending/receiving messages.

Analog & Digital Voice Recording:
Unlimited Recording of Inbound or Outbound Calls with Quality Assurance.
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Web Centralized Administration

Web access http://publicipaddress
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CALL CENTER -2

Any where in the world

CALL CENTER -1

L (‘ Ih‘ERﬁET 1

-
/;XT. 2001

LAN SWITCH \ _

-

PRI LINE

—

Ext. 2003

mﬁ.

Ext. 2002

L (( II\EER‘I‘;IET 1

-
Ext. 2004

Arrow
Call Manager

ANALOG LINE
-

Ext. 2006

Ext. 2005

The administrator interface is designed to
simplify and centralize the administration
of your multi site platforms. Regardless of
your location, you can securely administer
your contact center and perform.
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Supervision & Real Time Management
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Lisers

E.eal-Tiune Feport

DIAT LEVEL:
DIATARBILE LEADS:
HOFPPFEERE LEVEL:
LEADS TN HOPPER.:
VIEW UUSER GROITE

+ VIEW IWOEBEE

Campaigns Lists Scripts Filters In-Groups

User Groups
STOP | SLOW | GO

Admin Reports
LIODIFY | SUMMARY

Remote Agents

0.5 TEUNE SHOETFILL: /0 FILTER.:
lu] CATTS TODAY: 0O ANG AGENTS:
101 DROPPED / ANSWERED: 070 DL DIFF:
0] DROPPED PERCEINT: 0% DIFF:

SHOW SERVER IMF HIDE WalTIHNG CATTLS

IOME
00625
00625
100.00%40

TINIE: 2011-04-2& 14:30:02
DIATL NMETHOIDY: MIATTITAT.
STATUSES: CaA, CATILEBE, LE, MNE, N, CL
ORDER: DiOWET

SHOW IN-GROITE STATS SHOW PHOMES SHOW CITSTFERE

NOITVE CATIT.S WATITTING

1 agents loggsed in

WICIDTIAL:

1 agents logged in

Svwstem Load Awverage:

- Tuyent
I - ngent
I - Agent
- Tuyent
I — Tgent
BN - fgent
— Tuyent
- Tuent
N - agent
B - fgent
I - nuent

Agents Time O Calls Campaigin: ALL-ACTIVE

D agents m calls D

o all Servers
O.14 0.05 0,01

waiting for call

waiting for call > 1 minute
waiting for call > 5 minutes
on call > 10 seconds

on call > 1 mdainute

on call > 5 minutes

Paused > 10 secomnds

Paused > 1 minute

Paused > 5 mainutes

in I-WAY > 10 seconds

on a dead call

agents waiting

|
|
|
|
|
|
:
|
+
|
|
|
|
|
|
|
|
i
+—t-1

1 paused agents D agents m dead calls

Z011-04-26 14:30:059

+—F -1

Color coded agent statuses allow
supervisors to glance at the floor map
to easily see the current status of all
agents
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Customized Reporting Management

Customized Reporting Management includes many industry standard reports to help your supervisors track
system and agent statistical information.

Here are some sample reports that can be customized as per your requirements.
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Outbond Calls Report

|
Outbound calls report

Dates:

Time: 2011-04-265 14:32: 465

{2011-04-01 |

2011-04-26 | [E

Twpre of Cali:

ARRO
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Search MODE of CALLS between specific duration (e.g. Date)

SUBKHT |

Do RIL O AL | EERORTE

Time range: 2011-04-01 to 2011-04-26

1 Phone Ho. Drate Carmngraiogn User Lendgth (In seconds)
1 9525411654 2011-04-07 15:053:55 DERACHZ A AP adgerto04 13
2 9223812171 201 1-04-07 15:05:02 DERICC WP agentOod 52
3 9228812171 2011 -04-07 150653 DERACC AP agent004 45
4 9223812171 201 1-04-07 150831 CERMCC AP agentOod 26
=1 524001 554 2011-04-05 13:10:59 DERACC kAP WOy

=1 Q227231501 2011-04-03 131512 DERICC P A =1
v 9624001 554 2011-04-05 13:15:25 DERACHT A P agernt004 32
= 99458591100 2011-04-08 13:16:38 DERCC A kP agentOnd 22
a 9524001 654 2011-04-05 1353:17:05 DERACC o bAP WO =1
10 FASS220003 2011 -04-05 14:56:05 demoingr O

11 09227231501 2011-04-08 15:29:10 DERACC A bAP agent004

12 9624001 554 2071-04-11 13:493:27 DERACHT A P agertood O
13 H2R22T231501 2011-04-11 13:50:22 DIERACZ A AP agerntood 32
14 H2R27231501 2011-049-11 13:51:35 DERACZ 2 AR agert o4 =¥
15 227231501 2011-04-11 13:54: 51 DERICC AP agent004 19
16 227231501 2011-04-11 135:55:51 DERACC & AP agent0o4 20
17 GWIT A SN T R I B W BT £ FiFhdT™ £ hdDs Arerf N Ad
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Inbound Calls Report
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Search TYPE of CALLS between specific duration (e.g. Date)

Dates:

Time: 2011-04-26 14:31:05

2011-04-071 | [7F] 2 Lt e

Typre of Call:

Inbound calls report

| suBkaIT

Dol O AD | RERPORTS

Time range: 2011-04-01 to 2011-04-285

IEx Phone Flo.

Date Campeaign User Chueuse Time
1 FAEE3001 77 2011 -04-01 12:51:33 cemoingr ol aggento-] .o
= FAEE30017F 2011-04-01 12 57:22 demoingroup aggento- o.ao
3 FEEE30017 7 2011-04-05 16:42:50 demoingroup agent001 o.oo
< FHEGZOONTE 2011-04-05 164706 demoingroup acgentl] 1500
5 THZESE9439 2011 -04-05 16:01:02 cemoingr ol agentld o.oo
& TAZE569459 2014-04-08 16:11:02 demoingrougp agentdod 0.0a
7 FO26563439 2011 -04-065 16:1 241 cemoingroup agentO0gd .00
=] FAES2200035 2011 -04-06 1 7:54:22 demoingroup agentOod o.oo
=] FAES220003 20M1-04-03 13:09:00 demaoingroup wDiCL o.0o
10 FAES220003 2011-04-03 13:11:40 clermoirgroup agenti0d 1200
11 FEESZ200035 2011 -04-05 13:15:3537 clemaingroup agent004 24.00
12 FEES220003 2011-04-08 1317:47 cletmincr oUps agent004 F3.00
13 FOES220003 2011-04-03 132225 demoingroup agentd04 16.00
14 FOES220003 2011-04-03 132523 dermoingr oups agentd04 2400
15 FEESZ220003 2011-04-03 13:32:20 dermoingroup agent004 23.00
16 FTOES220003 2011-04-03 13:33: 534 demoirgroups agentOdd oo
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Recording Report

Recording report

Dates:

(2011-04-01 |[E

T

Time: 2011-04-26 14:33:26

|2011-04-26 |9

2272315010

Phone Humber:

ARRO
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Search SPECIFIC CALL RECORDING between specific duration (e.g. Date)

| suBraT |

Dol DD | REFORTS

Time range: 2011-04-017 to 2011-04-25

Date | User File Dhusr dition

1 2011-04-14 13 30:43 agent0od 2011 041 4-1 33041 _ 9227231501 0.00
2 e g R o BB s e T acgentOdd 201041 4133043 9227231501

3 2011-04-14 13:30:41 agentong 2011041 4-133040_ 9227231501 ooz
4 2011-04-14 1 53:30:39 agent00d 2011041 4-133035_ 9227231501 0.0z
= 2011-04-12 12:20:58 asgent00d 2011041 2-1 22057 _ 9227231501 013
(= 2011-04-12 122405 agent00d 2011041 2-122403_ 9227231501 0.03
7 2011-04-14 11:15:42 agent00d 2011041 4111 341 _ 9227231501 0.2s
& 20 1-04-4 4 115613 agent00d 204041 4115361 2 Q227251501 040
a 201 1-04-1 4 1220008 agent004 2011041 4-1 22007 _ 9227231501 0.45
10 201 -04-1 41 51608 agent00L 2011041 4131 607 _9227 231 501 1332
11 2011-0416 18:11:32 agent03 2011041 6-181000_9227 231501 475
12 20110416 15:31:46 agent003 201104161 853145 9227231 501 033
15 2011-04-16 183507 agent003 2011041 521 83506_ 9227231501 07
14 ZO11.04-16 15 40:03 agent00s 201104161 540029227231 501 033
15 2011-04-16 15:47:05 agent0s 2011041 6154704 9227251501

16 2041 04-22 16 21:05 agent001 201104221 621049227231 501 0.35
4T B T B B T ) B B S B —L T o B s § arard A O A N T A SN O TR S M =7
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Agent Days Status Report
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Agent wise Day Calling Report with Call bifurcations
|

Agent Days Status Report

Dates: Campaigns: User:
E.ZI:I'I'I—EI4—EI_'I__ E — ALL CabAPAIGHS — - iagentDD'I
= democamp

TESTCGARE

2011-04-26 | )

Usear: agent001  Time: 2011-04-26 14:36:09

Shift:
ALl -

| suBmMiT |

Lol OAD | REPORTS

Time range: 2011-04-01 00:00:00 to 2011-04-265 23:59:59

DATE CALLS Clealls DHC 1% cA LE CL Wil HE:
2011 -04-01 4 2 0%, 3 o o 0 o
2011-04-05 2 2 0% o 1 1 ] o
2011-04-13 7 6 0% o 2 1 1 2
2011-04-15 11 10 0% g ) o 2 o
2011-04-16 1 1 0% 1 o o 0 o
2011-04-18 4 3 0% 3 ) o ] o
2011-04-19 7 5 0%, 5 o o 0 o
2011-04-20 i 1 0% o 0 o 0 1
2011-04-22 g 7 0% 7 0 o 0 o
TOTHLS 47 a7 et 26 3 z 3 i
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Agent Tlme Detall Report Agent Time Breakdown of CALLS between specific duration

Agent time detail report

Dates: Campaigns: User Groups: Shift: DL OAD | EEPORTS

;?‘._l;l'l_'!—ll:l-’-l—l:ll'l_ 3 = A | CARMPAIGHNE — - —aALL USER GROUPS — ALL -
1 dermocamp Lt |
TESTCARMP AGEMTE

2011-04-26 | [ _ | SUBMIT

Time: 2011-04-26 14:34:14 Time range: 2011-04-01 00:00:00 to 2011-04-26 23:59:53

Uzer Hanme 1] Calls Time Clock Agent Time Wiait Talk Dispo Pause Dearl Customer
agentdod agentdod il = 00 175660 fdam 4227 2625 0307 1235 28:49
agent0ns agertdos 15 0:00 414447 1:09:54 544 231 1828 208 14:36
acertio agentio 37 000 18290 F:39:25 14232 1:09:10 B2 54 3n03 3524
Totals Agents: 3 128 FReL] 381313 163360 ST 1:38:06 174929 B1:54 16495
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Agent Performance Detail

Agent Time Breakdown of CALLS V/S Average

Agent Performance Detail

Drates:

'2011-04-01 g

Campailgns:

— Al L CARAPAIGRS — -~

User Groups:

— Ll USER GROUPS —
A0 A 1

Shift: Dol O D | EEFORTE

all -

CSLIBRAIT

T

AEERTES

12011-04-26 |75

Time: 2071-04-26 14:35:03

Time range: 2011-04-01 00:00:00 to 2011-04-25 23:59:59

:ilrE:E [ ] CALLS | TIME: PALUSE PAUSAVG | WAIT WARITAVEG | TALK TALKAVG DISPO ISPAVG | DEAD DEADAVG | CUSTOM
agertoo] agentn] 37 F4E12 1:02:07 | 141 2226 (IRG1 = 11232 | 158 1:09:07 152 3708 1:00 Io24
agert003S agentls 15 25449 4:25 18 S06 020 1344 055 231 o0 2058 0:08 11:36
agert004 agent0ng b= 4:21:55 23144 | 2:00 53551 RS 41:21 033 12:58 10 12:38 010 2543
TOTALE AFENTE: S 125 S:353:58 | C3:38019 142 12523 | Q39 2:0F:370 | ARG CAi2LIET | QR HRL 24 B ]

| e

USER HAME o TOTAL HONPAUSE PAUSE LG LAGGED

agent00 agent001 185:29:01 10:01:07 g:27:54 1728 005 1021
agentd0s Sgent00s 144717 1:25:49 18:28 451 53 1244
agentd04 sgent004 175660 = e | 9:03:07 -5 5652 005 S:05.09
TOTALS AGFENTSS b Lo g VAPl P 3] Frgieg srartd oo 1:2ai4d
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Delete Calls RCpOft Delete Calls Recording between specific duration
|

Delete calls report

[mte&.:izt| 1 10 4|]1_ -E to I_ED 1 14 4__2_5_ E REPORTS
Time: 2011-04-26 14:37:05 Time range: 2011-04-01 to 2011-04-26
Sr. Ho. User Humber of Files Delete
i agent00 i Delete
2 agﬁmtl;lﬂa 15 Delete
3 agent004 K Delete
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Server Pel’fOI’manCG Report Server Consumption between specific duration

Server Performance report

REFCORTE

Date Time Range: 52011—04—21 09:00:00 |to 52011—04—25 15:30:00 Server: 1921620201 -

Server Performance Report

Server Performance Report 2011 -04-26 14:37:45

Tirmie range: 2011-04-21 02:00:00 to 2011 -04-26 15:30:00°

TOTALS, PEAKS and AVERAGES

Total Callz infout on this server: 10

Total Off-Hook time on this server !:_'mi_n:]: 3.66
AwveragePeak channels in use for server: 1135845
AveragePeak losd for server: A5 250935 S 259
Average USER process cpu percentage: 4.5597
ferate Sy S TEln proness ooy Herostiaoe 71549 %
.ﬂ-.ver_ag!e IDLE process cpuy percentags: 55 3163 %

roweE 24136
tick 420 minutes
scale 30 minutes

Mr. Rajesh Simha

SRIPADA DATA SERVICES, No: 932, 22nd Main, 2nd Phase, J. P. Nagar, Bangalore — 560078. Ph: 91-80-26591661, 09886126028



ARROW

"W autodial

Call for Demonstration

SRIPADA DATA SERVICES

No : 932, 22nd Main , 2nd Phase

J. P. Nagar, Bangalore — 560078.

Office Ph: 91-80-26591661.

E-Mail: sripadadataservices@gmail.com

Contact - Mr. Rajesh Simha
Mobile — 09886126028

Thank you for sparing your valuable time with us




