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& TFB - Contact Director DEMO v1.1 - [Enterprise] ANONYMODU! =] 1]
File:

Aeg uogEbinen) |

1) Connecked 10:18:39

Monitoring and Reporting

A comprehensive suite of supervisor tools for real time and archival reporting

Contact Director

A powerful, real-time control and reporting application, fully integrated with NEAX

2400/2000

BENEFITS

8 Empowers supervisors —improves call center traffic control by giving supervisors

point and click control of agent split assignments in real-time

8 su perior data detail — puts detailed information of call center and agent activity at

fingertips of supervisors

8 Tools for load balancing — allows supervisors to react
quickly to balance call center loading with a mouse click
by dragging and dropping calls from queue to queue

FEATURES
Detailed views real-time of call and agent activity
User customizable display

Split statistics include calls in queue ETA, longest
waiting, total agents, duration of agent in mode

Statistics for calls include call type, DNIS, ANI, account,
name, duration

Agent stats show mode for each agent in each split,

wn wn wn wn W W

Group definitions allow supervisors to categorize agents
for simple re-assignment of multiple personnel

OPEN ARCHITECTURE

8 User owns the data — Optional TFB API allows users
applications to subscribe to data stream of call statistics

8 Optional TFB API allows user applications to send
commands for dynamic control of agent assignments

view  Toals  Help AGENT ACTIVITY
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BUILT IN FUNCTIONS

Assign and remove agents to and from
splits

Monitor call and agent activity
Real-time queue and agent statistics
Sort by split, stat, agent

wwuwwn o

Easily hide/unhide splits

including Ready, Work, Break, Break type, and priority in split

PRODUCT INTEGRATION

ACD Platform Compatibility

8 NEC NEAX 2400/2000, and Univerge
SV7000 with Infolink

§ Nortel with Symposium/Meridian Link
§ Avaya with ASAI
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SERVICE AND ADMINISTRATION
8 Easily set up and install, access client anywhere on the LAN

-ﬁl TFB - Contact Director DEMO ¥1.1 - [Enterprise] ANONYMOUS -0l x|
File  “iew  Tools Help ALL QU EUE ACTIVITY
= Queue|Name |Ca||s |'n|ASA |ETA |LWC |Answered |[n Talk |Ahandons =

é' 18 qm 01:20 4y 01:44 e 02:28 4y 45 14qm  2om
é" 1 CSR General 12 01:42 01:29 03:11 19 8 1
® 2 Order Entry 2 01:16 01:39 01:04 9 g 1
3 Book Sales 01:06 01:59 9 8
4 DVD Sales 4 01:18 01:51 03:09 8 5 L
4 J )
AGENT \ QUEUES| DN |1:CSR General |2:Order Entry  |3:Book Sales 4:DVD Sales =
George Bartosarky §° 3000 Talk - 05:40
Kate Berresheim @8 2001 Work 27:22 Woark - 27:22
John Bracken §* 3002 Talk - 02:15 nd By !
Lamanda Brazeal - 3005 Lunch - 35:47 Lunch - 35:47
James Broe §° 3006 Talk - 01:07 . .
Emma Burnett §* 3007 Talk - :37 tand By tand By tand By ~
Lora Carpenter B8 3008 Work - 25:42
Julia Cody % 3009 Talk - 01:29
Thomas Coons <5 3012 Lunch - 07:56
Leota Curl §* 3017 Talk - 04:14
William Delaney % 3018 Talk - :59 stand By - :5¢
Frank Dolan B 3019 work - 05:42  Work - 05:42  Work - 05:42 .
CONTACTS \ QUEUES|1:CSR General  |2:Order Entry  |3:Book Sales |4:DVD Sales =
(660)916-9167  (318)438-6193 (745)111-3066
(191)285-5110  (175)611-2646 (895)971-7288
(548)426-8046 (222)306-9541
(194)973-1746 (997)960-3551
(546)557-7849
(161)924-2099
(762)665-5092
(6411672-5603
L 4 [+~
200 Connected 10:20:54
Fully configurable views — Multiple panels in a single window
& TFB - Contact Director DEMD v1.1 - [Enterprise] ANONYMOUS o =1
File  Wiew Tools  Help QUEUES
5] . .
¢ ©|Queue Name Callsin QASA  ETA Ans. Calls
5 17 sum 01:41,,c.01:55,yc. 78sum
1 CSR General 10 02:09 01:42 35
2 Order Entry 3 01:49 02:14 15
3 Book Sales 2 01:12 01:43 13
4 DVD Sales 2 01:36 02:01 15
L | 4l J K
00 Connected 10:25:36

Fully configurable views — Very simple views are also easy to set up
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ACD Reports

A thin-client, comprehensive archival reporting application, fully integrated with NEAX
2400/2000

BENEFITS

8 su perior Detail — provides summary and detail information not available from other
tools

Seamless reporting across the ACD and TFB applications

down from summary level to details

8 Contextual access to data — interactive links built into reports let users quickly drill

Superior gccessmlllty - speeds'mf'ormatlon access, BUILT IN FUNCTIONS
anyone with a browser and permissions can access
reports! § Interactive drill down to call detail
§ Query engine allows a search on
FEATURES agent, pilot, call key, or statistic
8 Reports on media channels — Phone, Agent eMail, Agent 8 Summary reports by DNIS, Spit, Agent
Chat § Built on open SQL Database
8 Detailed audit trail of call transactions 8 Optional API for real-ime data feed
8 Detailed audit trail of all agent transactions 8 Accommodates muliple ACDs
§ Summary reports by DNIS, Split, Agent § Accommodates integration of data from
S ’ ’ external systems like voice recorders
8 Statistics include abandoned calls, average speed of §  suport il and web chat
answer, interaction with IVR applications, grade of upports emall and Web chat queues
service, IVR usage
8 Detail for every call — call type, DNIS, ANI, account, name,
duration, agent interaction, application interaction
8 Query engine allows a search on agent, pilot, call key, or statistic
8 Support for email and web chat queues and agents
8 Designed to allow multiple NEAX ACDs
8 Reports can be permission based, segregated by client, business unit, subunit (Beta

feature)

PRODUCT INTEGRATION

OPEN ARCHITECTURE

. . . TFB S P
8 Reporting data available in open SQL database TFB Acieent (()ijtt dant
. . . . omate enaan
8  with optional TFB API, users can subscribe in-house . _
applications to the real-time TFB data feed of call and TFB Agent eMail
agent statistics TFB Agent Chat

8 Report data also available in open, flat ASCII files for use
with other applications, or import into other formats

8 Integration path for external systems, ie voice recorders

SERVICE AND ADMINISTRATION

8 Easily set up and install

8 Thin client for access to reports anywhere on LAN
8 Installation wizard speeds cutover

N LD LN LN LN LN LN

TFB Custom Applications
All applications that log transactions
Third party voice recorders

ACD Platform Compatibility

8

8
§

NEC NEAX 2400/2000, and Univerge
SV7000 with Infolink

Nortel with Symposium/Meridian Link
Avaya with ASAI
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Daily Summary for 2004-9-29

Disconnects

Calls By Hour

Type Reason calls Hour Tot Ans
Inbound Abandoned 39 0:00 2 il
Inbound Answered 26 1:00 il
Inbound Disconnected 1168 2:00 1 il
Inbound Dispatched 5 3:00 il
Inbound Hold 6 4:00 il
Inbound In Ivr 1 5:00 3 il
Inbound Queued 1] 6:00 il
Inbound Ringing 3 7:00 5 il
Inbound Transferred 172 00 55 30
Total 1478 200 108 80 § e
1o 157 10g §
I¥R Activity 11:00 169 105 §
Activity Occurances 12:00 160 113 §
0 IVR Sessians 907 100 172 11 e
10 703 14:00 152 111 § =
11 Main Menu 617 1m00 155 113 § e
12 Secondary Menu 568 16:00 154 111 § ===
31 1 1700 a7 g 5
41 z 1s:00 44 30 § B
4z 3 1mo0 21 1§
309 IVR Ann 9 907 zmoo 12 iE
311 IMR Ann 11 770 21:00 & il
312 IMR Ann 12 15 2700 3 il
313 137 2300 3 il
315 12 Total 1479 999

A17  Srnaale FTA

Figure. Daily Summary Reports show a snapshot of call center activity
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T oy o z O o = < > T 0 O w gy 4 o =<
2z = 25 % g wo@n JaoEx oo o2 2w E B
5 S m o 0 = 2 £ £ & & F E S w E o ©
T 5 242 5w s o2 wow B oa 5 45 3 ]
b oA m E O b @ ¥ wnnom D ¥y OF 5 5 @ EDIC w
WM oT MO WL o®oW T MO®E NN ®E D oW @ 5 O
WS M T = 2 NS 2w AN S 2 2 0 S0 8 F o
- et N N W M R N MmN B N M )
L N R N N R G L L G L L e
Z2004-09-07 28 24 47 21 12 2 18 24 27 21 28 19
2004-09-08 25 34 27 31 20 20 34 1s 23 22 13 21 4 21
2004-09-09 18 16 27 36 10 35 14 16 18 27 19 11
2004-09-10 15 18 14 19 6 16 51 16 24 18 15 14 158
2004-09-13 17 11 25 37 23 42 27 43 36 5 24 25 37 42 25
2004-09-14 19 23 26 39 33 43 28 53 22 20 26 17 3 25 17
2004-09-15 23 19 40 34 30 21 14 16 19 24 17 20 19
2004-09-16 14 14 23 35 22 35 9 35 18 21§ 8 27 16
2004-09-17 21 52 27 34 18 17 15 &§ 19 2 27 29 15
z004-09-20 20 10 45 29 42 16 14 258 9 21 30 29 & 36 24 17
z004-09-21 18 27 48 30 32 19 25 15 26 23 4 32 zZ8 11
2004-09-22 26 25 49 30 39 14 23 1 28 11 1 28 33 15
2004-09-23 25 36 36 19 2 23 24 20 23 4 18 28
2004-09-24 3 1 31 2 41 3 24 17 22 17 4 43 29
2004-09-27 32 56 33 36 20 13 25 12 25 35 11 37 38 17

Figure. Agent Reports show agent call activity. Users drill down to more detail by clicking inside the
report.
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Automated Peak Management (APM)

Applications for routing and managing calls during peak traffic

ETA/Queue Position

Announces ETA and queue position to callers. Configure-by-pilot and multilingual

application, fully integrated with NEAX 2400/2000

BENEFITS

8 Improves customer service by giving callers in queue important information prior to
a callback offer, and an optional up front announcement, unique by pilot

8 Easy to configure — offers quick changes to
configuration and voice prompts

FEATURES
8 Unique configuration for unlimited pilots
Multilingual capable

§

8 Upfront greeting option — unigue by pilot, modifiable
in production

§

Configurable retries and retry intervals

OPEN ARCHITECTURE
8 Configuration data resides in standard database

8 Optional TFB API for gives user applications real-time
data feed of ETA/Queue information

SERVICE AND ADMINISTRATION
8 GuUI for fast, point and click configuration
8 Easily add or edit options by pilot

BUILT- IN FUNCTIONS

wy N W W LW LW

Configurable by pilot

Option to speak only queue position
Option to speak only ETA

Control activation from CCVs

Introductory announcements
Configurable by pilot

Set language

PRODUCT INTEGRATION

§
§
§

TFB Automated Callback
TFB Recording Utility
TFB Custom Applications

ACD Platform Compatibility

§

§
§

NEC NEAX 2400/2000, and Univerge
SV7000 with Infolink

Nortel with Symposium/Meridian Link
Avaya with ASAI
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4 TFB Configuration Manager - DEMD YERSION - SAYE DISABLED. I ] 3

File
B den =EEaeea ETA/CALLBACK /PRECALL
L -
[-Veeis Fiots | General Setings | r
ET4 / Callback / Precal Mew Pilot | Edit. I Dielete | | &dd, edit ar remove ETA or Callback pilats from here |
Auto Attendant
Auta Transcriptions I Filat | Type | Language [ Anncmt. Description
Internet Calback 0000 ETA/Calback, English 0004 5. Default
Outbound Campaign [iiliE] ETA/Calback. English 0004 2. Test of max
Skills-Based Routing 5000 ETA/Callback English 0004 5. Test
AC /DNIS Rouling B001 Meut Business Day Enalish [hane) NED
Call Center Routing BO50 ET&/Callback English [nore] test of max
Screen Pop
Alarms
[+~ Multimedia
[+~ Reports

— PFilat Configuration
Pilot Mumber : [5000

Fresentation |Ea||back Ullerl Call Presentation | Callback Hstﬂesl Advancsdl

‘ Here, configure how the ETA and the Oueue Position are handled for each call |

v Enable Queue Position—————

i+ Speak FUll ETA * Speak Dueus Position
" Speak Graded ETA " Speak Calculated Queue Fosition

I Speak ETAupto (i) [~ Speak upto: I [H pos] —

TFB Configuration Manager — ETA/Queue Position

TFB = TFB Call Center Suite
We open systems... 10
Rev 04/03/05



Automated Callback

Multilingual callback application, configure-by-pilot, and fully integrated with NEAX 2400/2000

BENEFITS

§ Optimizes staff utilization — flattens and balances peaks and valleys of
inbound call traffic, generating callbacks during lulls in volume

Improves customer service by offering options to callers in queue during
“peak” traffic times

Enhances customer service
§ Immediate call answer and options regardless of
ETA
§  Customer makes informed choice to queue or
select Callback
§  ASAP, Scheduled, Internet choices

§ Easy administration — offers quick configuration through a GUI interface

§ True cost reduction — reduces “800” trunk charges

FEATURES
Offers option of immediate callback or callback at specific time PRODUCT INTEGRATION
Option to use caller ANI or prompt for callback number
Offers immediate, scheduled, or Next Business Day callback TFB Screen Pop
TFB ETA/Queue Position

Option for unique intro greeting on each pilot
TFB Recording Utility

TFB Custom Applications
TFB ACD Reports
TFB Visual ACD Supervisor

Option to whisper prompt to agent

Configurable retry options

Multi-site compatible in Network Redirected Callback Mode
Multilingual

Easily configurable by GUI

Integrated and bundled with TFB Recording Utility
Integrated and bundled with TFB Log Reports

CD Platform Compatibility

NEC NEAX 2400/2000, and
Univerge SV7000 with Infolink

Nortel with Symposium/Meridian
Link

Avaya with ASAI
NEC Network ACD

wN DN LN LN LN LN LN LN LN LN LN LN

Integrated with optional TFB ACD Reports

OPEN ARCHITECTURE

§ User owns the data — Access to campaign records provided in

ww W W)> wn LD LN LN LN LN

standard ODBC database for enhanced web and custom
applications

Integrated with ACD Reports and Contact Director

With optional TFB ACD Reports, reporting data available in open
SQL database

Report data also available in open, flat ASCII files for use with other
applications, or import into other formats

w W wWwwn

Report data also available in open, flat ASCII files for use with other
applications, or import into other formats
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SERVICE AND ADMINISTRATION

8 GUI for fast, point and click configuration by pilot
8 Easily add or edit callback scenarios

8 can be further customized through TFB API

;'l_j TFB Configuration Manager - DEMO YERSION - SA¥E DISABLED = |E||£|
File
E]"'?;te;“ | e ETA / CALLBACK / PRECALL
- Schedule
- Woice Files : . =
Pilot
o] Features ks | General Settlngsl
~~ETA /Calback / Precal Mew PFilat... | Edit... | Delete | | Add, edit or remave ETA or Callback. pilats from here |
- Buto dttendant
-----.;’-‘«uto Tlagsigptfns IB Pt | Type | Language | Anncmt. | Description |
- Intemet Callback 0000 ETA/Calback English 0004 a. Defaul
- Dutbound Campaign 0oz ETa/Callback English 0004 .. Testof max
-~ Skills-Based Routing 5000 ETA/Callback English 0004a. Test
AL S DMIS Fouting a001 Mest Business Day English [hone) HED
- Call Center Routing 5050 ETA/Callback Englizh [hane] test of max
- Screen Pop
- Blarmz
[+ Multimedia
[+ Reports
r— Filat Configuration
Pilat Mumber : 5000
Presentation  Callback Offer | Call Presentation | Callback. Fletriesl Advancedl
| Here, configure how the callback offer iz handled for each call |
tin ETA : IEU [sec) [~ Schedule: I "I
Pdas ETA IE\S [min) Start of Day : IDS:DD
Rec. Prompt... ”[none] End of Day |21:DD 1
Record Time : I'IU [zec) v 45AP Callback
Usge ANl o [~ Scheduled Callback
-
1| | ﬂ
Feady. v

TFB Configuration Manager — Automated Callback
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Internet Callback

Multilingual web callback application, fully integrated with NEAX 2400/2000

BENEFITS

8 Improves Service —
right on your website

improves customer service by offering options to customers

8 Reduces “800” trunk charges — no initial phone-based contact and callback

happens only when an agent is available

8 Easy to Configure — offers quick configuration through
a GUI interface

FEATURES

Offer callback to targeted splits based on customers
location in web site

Option to whisper prompt to agent prior to callback
Configurable retry options

Easily configurable by GUI

Multilingual

Integrated and bundled with TFB Recording Utility
Integrated and bundled with TFB Log Reports
Integrated with optional TFB ACD Reports
Integrated with Contact Director

wn W LN W LN LN LN LN wn

OPEN ARCHITECTURE

8 with TFB Open API — enables users to generate
callbacks from other applications

With TFB Open API — users can subscribe in-house
applications to the real-time TFB data feed

With optional TFB ACD Reports, reporting data available
in open SQL database

w W

import into other formats

BUILT IN FUNCTIONS

w W W wwn

Offer topic based callback
Use ANI or prompt for callback phone

Default callback handling for
unconfigured pilots

With Screen Pop, caller topic is
displayed for agent

Multilingual

PRODUCT INTEGRATION

U WX O LN uwn

TFB Screen Pop

TFB Recording Utility

TFB Custom Applications
TFB ACD Reports

TFB Visual ACD Supervisor

CD Platform Compatibility

NEC NEAX 2400/2000, and Univerge
SV7000 with Infolink

Nortel with Symposium/Meridian Link
Avaya with ASAI

Report data also available in open, flat ASCII files for use with other applications, or

”B%%@%%?{ TFB Call Center SUIte
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SERVICE AND ADMINISTRATION
8 GUI for fast, point and click configuration by pilot
8 Easily add or edit callback scenarios

HIJ TFB Configuration Manager - DEMO ¥ERSION - SAYE DISABLED = |EI|L|

File

[]---gy;te;nl nSave ¥ Restore INTERNET CALLBACK

..... chedule
----- Yoice Files . .
T

&1 Features opics | General Settlngsl
""" ETA / Callback / Precal | Add, edit or remove Internet Callback topics from here. |
----- Auto Attendant
""" Auta Transoriptions AddanICB Topic.. |  Edi. |  Delete
----- Internet Callback
""" Du.tbound Campa!gn Topic # | Language | OE Filot | Description |
""" Skils-Bassd Routing 3 Endish 5000 Default
""" AL / DNIS Routing 1 English 5001 Help Desk for Laptops
----- Call Center Routing
----- Screen Pop
----- Alarms

- Multimedia

[#--Reparts

— Intermet Callback Pilat Settings
Topic Mumber I 1 [Thig ig the topic from the Web Page]
Call Deliveny | Callback Schedule | Callback Presentationl Advancedl
| Here, configure how the call i queued to the ACD |
Deliver to Pilat : I 0o
Split : I
Priority : I I
Feady. 4

TFB Configuration Manager — Automated Callback
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Enhanced Automated Attendant

A GUI based, full-featured multilingual Auto Attendant, integrated with NEAX 2400/2000

BENEFITS

Provides central menu driven administration for ...

8 Empowers Supervisors with call flow control —
interface lets you change menu options and customer

routing without resetting the system

w W

FEATURES

Built-in touchtone functions

Dial by Name
Play-once menu greeting option

Visual display of menu tree

menu trees
Utility for recording voice prompts

wn wn N LN LN LN LN LN LN LN LN LN

&2 TFB Enhanced Auto Attendant 2.0

File Edit Tools Wiew Help

Unlimited Menus and Menu Levels
Intuitive GUI for fast menu configuration

Pre-implementation call flow testing
Configurable Error and Timeout handling options
Password protect configuration access to individual

Speeds development of custom applications
Allows quick changes to voice prompts and menus

Multilingual — sophisticated language-smart menu trees

Electronic or Hook flash transfer modes

GUI

TOUCH TONE FUNCTIONS

Transfer to Menu

Transfer to ACD Pilot
Transfer to Extension
Return to NEAX ACD CCV
Dial Extension

Play Recorded Message
Return to previous Menu
Return to Main Menu
Hang up

Run custom Application

Offer callback / Automated
Transcription

Set menu language

wwWn o LN DN LN LN LN LN LN LN LN LN

Use any touchtone function for error or
timeout handling

PRODUCT INTEGRATION

TFB Screen Pop

@0 B R

o0 ) aytime Main Menu
Menu Type: IIVH Announce 11 -

Transter
Transfer

. Transfer to 1 Dperalor =
2 M

3. Transfer to 8053 Auto System Ex

4 MR

5. GoTo Menu 0020 Sales Menu

6 MAA =l

Ready

8964
8964

1 Transfer 1
3 Transfer 2052
L Iﬁ 5 Go to Menu 20
anguage: b ultilingual 7 Dial Extn o
Greeting Frompt (e 9 Dial Ewtn. 0
9 Dial By Mame
[0 NONE = 0 Transfer 1
I~ Hanincer I Hondareriptatie T Transfer 1
E Transfer 1
tenu Prompt J A
IDD11 P ain b enu Prompt LI
[~ Timeout Parameters
Frompt J A
[0000 HONE =l
Timeout |5 j Reties |0 j 020 - Sales Menu
— action
Error Parameters: ] Transler 0965
Promp Z 2 Tianster 8967
1 07 [reealid ert = 3 Transter 82368
[F101 Invaiid ety = 4 Tanster 8969
Reties |3 = 5 Transfer BIEE
=] £  Transter 2115
) a Diial Extr o
Key Actions a Transter 8964
T
E

action
Transfer
Go to Menu
Go to Menu
Dial Extr.
Transfer
Transfer
Transfer

achon
Goto Menu

Transfer
Transfer
Transfer
Transfer

- Teminal

achon

Transfer
Transfer
Transfer

TFB Enhanced Call Center Routing
TFB Callback

TFB Recording Utility

TFB Custom Applications

TFB ACD Reports

wn LW W LN LN LN

ACD Platform Compatibility

§ NEC NEAX 2400/2000, and Univerge
SV7000 with Infolink

§ Nortel with Symposium/Meridian Link
§ Avaya with ASAI

8970
8919

| [now 7
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REPORTING
8 Detailed Usage Reports — PEG counts on options, menu use
8 Integration with optional TFB ACD Reports

8 calldata captured for cradle-to-grave reporting
o Prevents duplicate or lost call events
0 Key stroke capture

SERVICE AND ADMINISTRATION

8 User administration via Windows-based GUI
o User “programs” call trees including automated options
o Entire Auto Attendant database visible and accessible
o Off-line development and testing

Fast plug in of custom applications

Easily add or edit menus

Drop down selection to easily assign touchtone functions

Visual display of menu

Pre-implementation call flow testing

Voice prompt recording utility, password protected

Password protected configuration access to individual menu trees

wn LW N LN LN LN LN

OPEN ARCHITECTURE
Gateway to user-programmed custom applications — speeds custom development
Configuration data available to other applications, editable with text editor

Report data available in open, flat ASCII files for use with other applications, or
import into other formats

With TFB ACD Reports, reporting data available in open SQL database
Unlimited local and remote administrative access
User data attached to call record

§ No repeat caller inputs

§ Data follows call (Screen pop)

§ Call progress monitoring to key menu and application offerings at
each step in call progress

wn W W wn W W
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Enhanced Call Center Routing

Data driven ANI routing for NEAX 2400/2000 call centers

BENEFITS

§
§

Improves Service Level
the right split, agent, or pilot

Improves continuity of service — returns callers to
the same agent when an issue must be handled with
multiple calls

Simple Maintenance — routing adjusts based in
interaction lets agents modify routing rules in production
based on caller interaction

FEATURES

wn W LN LN LN LN LN LN LN

Transfer to queues, pilots, extensions

Agent interface for modifying caller routing

Integration with Screen Pop

Built-in ANI routing database

Routing based on any area code and DNIS combination
Built-in call tagging functionality

Option to route to agent personal pilot on next call
Integration with Log Reporting

Default routing options

OPEN ARCHITECTURE

§
§
§
§
§

Optional TFB API for call tagging and routing

Use the TFB Routing database, or point to user’s existing
standard database (Oracle, SQL...)

Report data available in open, flat ASCII files for use with
other applications, or import into other formats

—ensures callers that are identified by the system get to

BUILT IN FUNCTIONS

wuwmwn W W wn

Routing by full ANI

Routing by area code and DNIS
combinations

Wildcard matching for Area code and
DNIS routing

Integration with ACD CCVs
Default routing pilots

Agent interface helps refine routing
rules based on caller interaction

PRODUCT INTEGRATION

§
8
§
§

TFB Screen Pop

TFB Automated Attendant
TFB Custom Applications
TFB Visual ACD Reports

ACD Platform Compatibility

§

§
§

NEC NEAX 2400/2000, and Univerge
SV7000 with Infolink

Nortel with Symposium/Meridian Link
Avaya with ASAI

With TFB ACD Reports, reporting data available in open SQL database

Configuration data stored in open SQL database

”B%%@%%?{ TFB Call Center SUIte
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SERVICE AND ADMINISTRATION
8 Easily set up and installed
8 GUI Interface for Area code and DNIS routing rules

"l,j TFB Configuration Manager - DEMO YERSION - SAYE DISABLED - |EI|£|
File
E]mgiit:;nule nSave K% Restore CALL CENTER ROUTING
""" Voice Files | Thiz digplay allowz you to configure your call center's routing behawiour ‘
[El-- Features
- ETA / Callback / Precall £~ Do not use routing
- duto Attendant E : —
- fita Transcriptions * ilze AN| Routing/Matching
- Interniet Callback Foute Callz bazed on AM| databaze lookup
- Outbound Campaign . -
AMI Routing Split - |25
- SkillsBased Routing FLAng =F
&0 # DNIS Rauting ANIDE Source : [LOCAL |
- Call Center R outing :
- Sereen Pop FRaouting Farmat : I
- falarms Diefault Filat : |5444
- Multimedia .
- Reports D efault Pilat ok b atch I
[ Use &MI Tracking
| O S P I L P A [l
"} TFB Configuration Manager - DEMO YERSION - SAYE DISABLE! =10 x|
File
El- System & 5ave| ¥ Restore AC / DNIS ROUTING
----- Schedule
----- Woice Filez . . =
- Feat Canfigure the AC/DMIS routing from here
Eﬁ_"ér_?i / Callback  Precal Thiz routing routes a cambination of Area Code and DHIS to a pilat number.
----- Auto Attendant v Usze 42 / DMIS Fouting
FReady. .
----- Auta Tranzcriptions _
..... Irtemet Callback Default Pilat |5444
----- Quthound Campaign
..... Skills-B ased Fouting DMIS | sreaCode | Route toFilat #t |
..... AC S DMIS ngtmg 04000 USE 5000 :
----- Call Center Routing g;gig ggg g'lngé Edi... |
..... 5 P
i 04875 USE 5300 Dekte |
""" A 07630 LSE E021
[+ Multimedia
- Reparts Irnpart... |
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Skills-Based Routing

A rules and skills driven routing for NEAX 2400/2000 call centers

BENEFITS

8 Improves customer service — ensures that callers get to the best available agent for

the call

8 Easy administration - provides GUI tools for supervisors to grade and prioritize the

skills sets of multi-split agents

FEATURES

BUILT IN FUNCTIONS

Supervisor GUI for grading and assigning agents
Intuitive ABC grading system

Integration with Log Reporting

Integration with Agent eMail and Agent Chat
Application can modify CCVs on the fly

wn LW N LN LN

§

§
§
§

Supervisor GUI for grading and
assigning agents

Intuitive ABC grading system
Integration with Log Reporting

Integration with Agent eMail and Agent
Chat

OPEN ARCHITECTURE

8 with TFB Open API — enables users to write

PRODUCT INTEGRATION

applications that generate routing commands

With optional TFB ACD Reports, reporting data available
in open SQL database

8 Report data also available in open, flat ASCII files for
use with other applications, or import into other formats
8  with optional TFB API, users can subscribe in-house

applications to the real-time TFB data feed
Configuration data stored in open SQL database

wn

wn W N LN LN LN LN LN

TFB Screen Pop

TFB Automated Attendant

TFB Enhanced Call Center Routing
TFB Agent eMail

TFB Agent Chat

TFB Custom Applications

TFB Visual ACD Reports

NEAX 2400/2000, and Univerge
SV7000
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SERVICE AND ADMINISTRATION
8 GUI Interface for defining skills and setting agent grades

8 GUI Interface user permissions allow different access levels for administrators and
technicians

;\!j TFB Configuration Manager - DEMO YERSION - SAYE DISABLED

I =] 3

-

File
- System (=EEArLErs  SKILLS-BASED ROUTING
----- Schedule
""" Voice Files Administration  Advanced Settings |
- Features
----- ETA / Callback / Precal Skill Groups Canfig | Split Config | Filot Eonfigl
----- Auto Attendant
----- Auta Transcriptions MHew Skill... I Edit... | Delete | | Add, remave or edit skillz from here |
----- Intermnet Callback
----- Outbound Campaign Skill Group | Charnel | 0B Pilct | Spiits, | Pause [ SpitE | Pause | SpitC | Pause [ SpitD |
----- Skillz-Bazed Routing Contracts FPhone 1000 3 a0 10
..... AL/ DMIS Routing Help Desk Web Chat
..... Call Center Routing Premiumn Accounts Ernail
Premium Accounts Phaone 1004 3 3n 4 20 11
""" ilc'ee” Fop S ales English Phane 5000 1 el 2
""" Harms S ales Spanish Phane 5001 5 0 E 20 7 20 ]
[+ Multimedia
[+ Reports
—Aagents List
Skill Group : I | For each skill add, modify or remave agents fram here
Channel : I
Laogin | Agent 1D | Grade | Freference | Add Agent... |
Edit... |
Delets |
Feady.

Nl

TFB Configuration Manager — Skills-Based Routing
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Automated Outbound Campaigns

Fully blended, data-driven call campaigns. Modes include direct-to-agent campaigns, or
fully automated IVR. Integrated with NEAX 2400/2000

BENEFITS

8 Improves Efficiency — provides true blending of outbound and inbound calls, with
configurable priorities

Frees Staff — agent-less, IVR campaigh mode frees up call center agents for other
tasks

Drive Campaigns with Text Data - standard file support allows campaign import
from any legacy data source

Better Connection Success — agent is “on the call” when customer answers,
eliminating customer dissatisfaction and regulatory restriction

w W

8 Easy configuration — offers quick configuration through
a GUI interface and campaign templates BUILT IN FUNCTION HIGHLIGHTS
§ Offers multiple simultaneous outbound
FEATURES campaigns
8 Offers multiple simultaneous outbound campaigns § ;Ztnigos_tﬁn at specific time, or set to
8 Campaigns can be either direct-to-agent campaigns, or §  Remote dlient lets SpaRTEE
fully automated IVR and control individual campaigns ‘
8 Set auto-start at specific time, or set to manual start
8 Templates let you configure call flow for each campaign
8 Remote client lets supervisors monitor, pause, start or stop
individual campaigns
8 Campaigns can run for single day or across multiple PRODUCT INTEGRATION
day§ . . § TFB Screen Pop
8 S;;Itlon to whisper prompt to agent for each campaign §  TFB Recor ding Uity
8 Configurable retry options §  7F8 custom AT
8 Easily configurable by GUI § rreAcD Reports
§ Multilingual option § TFB Visual ACD Supervisor
8 Bundled with TFB Recording Utility ACD Platform Compatibility
8 Integrated and bundled with TFB Log Reports 8 NEC NEAX 2400/2000, and Univerge
8 Integrated with optional TFB ACD Reports SV7000 with Infolink
§ Nortel with Symposium/Meridian Link
8 Avayawith ASAI

OPEN ARCHITECTURE
Data-driven — User fields can populate screen pop, and affect campaign presentation

User owns the data — Access to campaign records provided in standard ODBC
database for enhanced web and custom applications

§

§

8  with optional TFB API, users can subscribe in-house applications to the real-time
TFB data and reporting feed

§

§

With optional TFB ACD Reports, reporting data available in open SQL database

Report data also available in open, flat ASCII files for use with other applications, or
import into other formats
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8 Configuration data stored in open SQL database
SERVICE AND ADMINISTRATION

o Easily set up and installation
o Configured through centralized TFB Config Manager

=10l x|

#4 TFB Configuration Manager - DEMO YERSION - SAVE DISABLED

File
b FEAE OUTBOUND CAMPAIGN

-Woice Files . . =
L.

B} Features ampalgns | General Settlngsl
""" ETA / Callback / Precal | Add, edit or remove Outbound Call Campaigns |
----- Auto Attendant
""" Auto Transcriptions Mew Campaign... | Edit... | Delete |
----- Internet Callback.
""" g:.l‘:m;nd EaFl‘npa!gn Camp. # | Mame | Type | OB Pilot | Pricrity | Menu | Language | In
""" s Based Rowting 0001 SALES Directtofgent 7051 Englsh N
""" AC /DNIS Routing 002 COLLECTIONS Agent with Ann... | 5001 Englsh M
----- Call Center Routing
----- Screen Pop
----- Alarmz

- Multimedia

(- Reparts «| | |

— Campaign Setting:
Campaign # : IUDD‘I Campaign Mame : ISALES

Campaign 5chedule |Agent Eampalgnsl VR Eampalgnsl General Settings

| Here. define the time frame during which the campaign iz run

€ Schedule ||ca Schedule v[ [ Auta Start

2447 V' Camy over nest day(s) until done

v Usze Local Time Lirnits
Start ofDay:IDS:DD [kb:rm) Start of Day : IDS:DD [kh:mim]
End of Day: IDS-DD [hh:mm) End of Day : |21-DD [hb:rmm] —

=
4

Fieady.

TFB Configuration Manager — Automated Outbound Campaigns
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Abandoned Call Notification

Real-time, supervisor notification of abandoned calls on specified pilots, fully integrated

with NEAX 2400/2000

BENEFITS

§ Mission critical notification - Prevents abandons from

BUILT IN FUNCTIONS

going unnoticed in designated VIP or critical splits.

FEATURES

Send immediate email or pager notification
Option to use caller ANI and generate a callback
Monitor specific pilots or splits

Option to generate abandoned notice as a screen pop
to agents in the relevant split

wwn W w W

Email or Pager Notification
Offer immediate or scheduled callback

Option to use caller ANI and generate
a callback

Monitor specific pilots or splits

Option to generate abandoned notice
as a screen pop to agents in the
relevant split

Integrated and bundled with TFB Log Reports

wn wn W LN LW

Integrated with optional TFB ACD Reports

PRODUCT INTEGRATION

SERVICE AND ADMINISTRATION
8 GuUI for fast, point and click configuration by pilot

wn LN LW LW LW

TFB Screen Pop

TFB Callback

TFB Custom Applications
TFB ACD Reports

TFB Visual ACD Supervisor

OPEN ARCHITECTURE
8 Integrated with ACD Reports and Contact Director

With optional TFB ACD Reports, abandoned reporting data available in open SQL

database

8 Raw data for abandoned calls also available in open, flat ASCII files for use with
other applications, or import into other formats

8  with optional TFB API, users can subscribe in-house applications to the real-time

TFB data feed

SAMPLE Abandoned Call Email Notification

Abandon |list to Abandoned
Call arrived - 05/11/2004 at 08:44:03
Abandoned - 05/11/2004 at 08:44: 14
ANl - 310- 3725486
Pilot - 3864
Split - 1
Account - 312455 / Janes Patterson / Sal es
Client - 3/4/1

http://mediaserver/reports/call details.php?call key=12004132000262

--- end of email ---

”BZ&%@%@% TFB Call Center SUIte

We open systems..

Rev 04/03/05




Post Call Survey

Automatically send your callers to satisfaction surveys after they talk with an agent or

anytime in call flow. NEAX 2400/2000 and SV7000

BENEFITS

8 Measure Satisfaction where it matters most — Right
after interaction with an agent is when calls want to tell
you about their experience.

FEATURES

Option to ask callers in queue whether they would like to
participate in a survey after they talk with an agent.

wn W W wn

Integrated and bundled with TFB Log Reports

SERVICE AND ADMINISTRATION
8 Fully configurable surveys and questions.

8 Bundled with TFB Recording Utility so your staff can
easily record survey questions.

OPEN ARCHITECTURE
8 Integrated with ACD Reports and Contact Director

BUILT IN FUNCTIONS

User definable surveys

Multiple question types builti in —
numeric, true/false. Multiple choise

Run unique and separate surveys
based on where caller is in call flow

Ability to configure multiple survey types lets your callers give you feedback while
waiting in queue, on nearly anything you want to measure.

Lets you regulate how frequently survey is offered to callers
Question types include true/false, multiple choice, yes/no, and numeric.

PRODUCT INTEGRATION

wn W LW W W

TFB Screen Pop

TFB Callback

TFB Custom Applications
TFB ACD Reports

TFB Visual ACD Supervisor

8 Raw for survey calls also available in open, flat ASCII files for use with other

applications, or import into other formats

”B;gmgﬁg TEB Call Center SU|te

We open systems..

Rev 04/03/05




Screen Pop

A client-server application that displays call info. Optional integration can be used to pop
existing customer service applications in coordination with inbound and outbound calls.
Fully integrated with NEAX 2400/2000

BENEFITS
Improves customer service — speeds interaction between callers and agents,

§
§
§

prevents repetitive requests for caller account numbers

Improves agent efficiency — measurable improvement in agent transaction speed,

servicing more calls, faster.

Easy to configure — offers quick changes to
configuration at the agent desktop

FEATURES

§
§

ww W W

wn

Facilitates screen pop of existing desktop applications

Default display of standard call information — call type,
DNIS, ANI, Account, caller name

Screen Pop persists through transfers, interaction with
TFB Auto Attendant, and routing through TFB
applications

Integrates to pop any existing user application with a
standard, open API

Allows user-definable data to travel with call (call
tagging)

Easily configurable by GUI

URL option — Offers capability to automatically embed call

info — name, account, ANI — in URL format for integration to
thin client, browser applications, ie. Peoplesoft

Clipboard option — Automatically places account number
in Windows clipboard

DDE option — Offers standard DDE interface for third-
party application integration

Screen Pop client available in C++ or JAVA
versions

SERVICE AND ADMINISTRATION

§
§

GUI for fast, point and click configuration
Installation of client is fast and easy

BUILT IN FUNCTIONS

§
§

8

Places account number in Windows
cliphoard

Options to automatically embed call
info in URL format for integration to thin
client, browser applications

Supports standard DDE integration
Built in virtual agent phone

PRODUCT INTEGRATION

wn W W W W LN

TFB Callback

TFB Internet Callback

TFB Automated Outbound Campaigns
TFB Call Center Routing

TFB Custom Applications

Third party desktop CRM/Help
Desk/CSR apps with open API for data
exchange

ACD Platform Compatibility

§

§
8

NEC NEAX 2400/2000, and Univerge
SV7000 with Infolink

Nortel with Symposium/Meridian Link
Avaya with ASAI
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OPEN ARCHITECTURE

8  With optional TFB API, user applications can...
o tag calls with data for use in eventual
screen pop
0 receive data directly from CTI Server
o Perform phone-in-a-drawer functions
via TCP/IP or COM for thin client
applications

“. TFB Workstation Agent _ O]
File Call Toolz AutodMl  Autodcct Logon Logoff Help

Status:  INBOLUMDY CALL
&l 213-435-3237 DMIS: 4002 HA

Account: |?ms41 1

Update |
Misc: ||:|1 1

Marme: IHerschﬁeId and Sonz

Email; IaccDunts@helschfieldandsuns.cum

|3u Days: $93.837.32

|EEI Days: $23.117.17

|au Days: $13.963.12

ICurrent Pront; $375.00

IF'reviDus: $376.00
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Multimedia Contact Management

Applications for routing and managing Internet touch points via web chat and email

Agent Chat

A thin client, blended web chat interface for NEAX 2400/2000 call centers

BENEFITS

8 Streamlines and Bolsters Service — instant assistance to web users routed to
agents based on context. Ensures efficient, targeted handling of web based inquiries

8 Reduces Per Contact Costs — increases customer service by providing contact

options

8 Reduces Staffing Costs — agents handle multiple simultaneous inquiries, which
means you provide service to more customers, with fewer agents.

FEATURES

8 Queued, prioritized, and blended with other contact
channels

8 Transfer to gueues

8 Supervisor monitor

8 Agent to agent chat

8 Collaboration allows agents to Push Web page

8 Keyword filter

8 Integration with reporting tools

8 Web interface retains look and feel of user’s site

8 Integrated and bundled with TFB Log Reports

8 Integrated with optional TFB ACD Reports

{ % 3803 - Monitoring Pat Moss [_ [O] x|
File  Chat View Chet | MONITOR

PBX | ACD 1

auztem: Fat Mozs iz chatting (053052003 7 3:55:01]

pMosE; Hi, thiz iz Pat from Development. How may |
help pou’?
weh; hi, | heed to give you my new home address

) lutey ak. Chat Agent § Avaya with ASAI
wek: 1112 ocean dive Action Miew EEEIIRIEES

BUILT IN FUNCTIONS

Queued, prioritized, and blended with
other contact channels

Transfer to queues
Integrated with reporting
Supervisor monitor
Agent-to-agent chat
Keyword filter

wuwuwuwuww w

Push web pages

PRODUCT INTEGRATION

§ TFB Screen Pop

§ TFB Custom Applications

8  TFB Visual ACD Supervisor
8  TFBACD Display

8  TFBACD Reports

§

§

NEAX 2400/2000, and Univerge
SV7000

Nortel with Symposium/Meridian Link

D1|ACD 2| ACD 3| ACD 4

wieh: mahattan beach, G4 0266 AC
pMOgE: thanks
auztem: Fat Mozs iz not chatting anymaore

[05/30/2003 13:56:04)

p
TFB = I
FOR BUSINESS

| have a customer who needs to
expedite their order

go ahead and transfer them to
me:

Send‘

We open systems... |@ |[Connected
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OPEN ARCHITECTURE

8 Report data also available in open, flat ASCII files for use with other applications, or
import into other formats

With optional TFB ACD Reports, reporting data available in open SQL database
§

With optional TFB API, users can subscribe in-house applications to the real-time
TFB data feed, or write unique applications that access live or archived chat data
§

Configuration data stored in open SQL database

SERVICE AND ADMINISTRATION

8 Easily set up and install

8 Quick configuration changes with GUI tool
Installation wizard speeds cutover and deployment

§

"“J‘ TFB Configuration Manager - DEMO ¥YERSION - SAYE DISABLED = |EI|1|
File
[ Spstem -
----- Schedule
----- Yoice Files . . . . . . "
Chat Agent:
5 Festures 5k Agents | Agent Settings | ‘wieb Settings | Server Settings | Connection Settings | Curzing Dictionary | URLs |
""" ETA / Callback / Precal Edit... | Delete | | Add. modify or remave chat agents from this display. |
----- Auto Attendant
""" .;ﬁ.uto Tlags;:glptlins Lagin | Agent |0 | Supervisor ... | Privileges | Seszions | Wweb Greeting |
""" niemet Calbac . Alusani 3888 Group Supervisar 4 Hi, this iz Aluzari, how may | help pou 7
""" Du.tbound Campa!gn David 3807 3807 Supervizor 4 Hi, thiz i D avid, how may | help pou ?
""" Skills-Based Routing Jose 3885 3888 Agent 4 Hi, thiz iz Joze, how may | help pou ?
----- AL/ DNIS Routing
----- Call Center Routing
----- Screen Pop
..... Alorme Il =]
Feady. .

TFB o TFEB Call Center Suite
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Agent Email

A thin-client, blended inbound email queuing, routing, and reply system for NEAX
2400/2000 call centers.

BUILT IN FUNCTIONS

BENEFITS

§ Streamlines Service — ensures efficient handling of Push or pull email delivery
inbound email messages Transfer to queues

8 Smart Routing — targets email to specific agent queues

8 Improves Responsiveness — provides instant
response via automated acknowledgement

One-button handling — Escalation,
spam tagging

Accommodates HTML templates

wwn W wn

Saves attachments separately

FEATURES
Blended with other contact channels — phone, chat,
campaigns PRODUCT INTEGRATION
Queue-based architecture
Push or pull email delivery TFB Screen Pop
One-button handling — Escalation, spam tag, transfer TFB Agent Chat
TFB ACD Reports

Accommodates your HTML marketing templates
Saves attachments separately

Automatically routes exchanges involving multiple email
messages back to the same agent

TFB Custom Applications
TFB Visual ACD Supervisor
NEAX 2400/2000, and Univerge

wn N W wn LN LN LN LN LN wn
wn W o LD LN LN LN LN

Transparent integration with existing POP3 server SV7000. . o
Integrated and bundled with TFB Log Reports Nortel with Symposium/Meridian Link
Avaya with ASAI

Integrated with optional TFB ACD Reports

2% TFB agentEmail

Agent  Email  Help

Transfer to; | Escalate to;l Pass to:

Iﬂbemalltestmg j |+ﬁbemawltest|ngj |Comptun,R0n(?892)

i

From kevin thielemien@OPTUSING. COM

To all@optusinc.com
Queue Info techsupport @ 2004-11-04 05:31:00.5873 | prpreyymmrawmn
Attachments Agent  Email Help
Subject newsletter items

Search Email Search Results

Marning, all E-Mail Address Date Queue Fram Subject
email 01-02 10:31 techsupport tannateleptson@truck... the geneerics that also works ...
5 0102 10:31 tihemailtestin tannateleptson@truck... the geneerics that also works ... 624
I need items of interest for our next news} i Control Number 12-14 00:01 tfhema\ltestmg tfhagemer?nal\@@nptust RE: MWicrosoft Outlook Test Mes 48
12-13 1231 tfhemailtesting tfhagentemail@optust... Microsoft Outlook Test Message 137
Customer Name 12413 12331 tibemailtesting tihagenternail@optust... Microsoft Qutlook Test Message 137
124131231 tihemailtesting tthagenteraili@optust... Microsoft Outlook Test Message 137

e ST

Reply Date Range

To

Override To Search
Attachment | -
Body Only the first 50 resulls

will be shown. Try to be
&5 Specific a5 possible in
wour search criteria.

View Activt

From tfhagentemail@optustelequip.com

Topic tthemailtesting

To thagentemail@optustelequip.com Account
Browse Queles Subject Microsoft Outlook Test Message Date 2004-12-13 12:31:01.793
Attachments

[# Specific Queues

[ tfhemailtesting
[T themailtesting2
M techsupport

[ Last Message | +fbemailtesting

This is an e-mail message sent automatically by Microsoft Outlook8183;s Account Manager while testing the
settings for your POP3 account

Done

Browse

|
77"5:5%@2%‘; TEB Call Center SU|te
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OPEN ARCHITECTURE
8 Integrated with ACD Reports, ACD Display and Contact Director
With optional TFB ACD Reports, reporting data available in open SQL database

§
8 Report data also available in open, ASCII files for use with other applications, or
import into otherformats

§

§

With optional TFB API, users can subscribe their applications to the real-time TFB
data feed

Configuration data stored in open SQL database

SERVICE AND ADMINISTRATION

8 Easily set up and installation

8 Configured through centralized TFB Config Manager
8 Installation wizard speeds cutover and deployment

[DEMO YERSION - SAYE DISABLED - ||:||i|
n Save| Y Restore
PDEMO YERSION - SAYE DISABLED Queues | Real Time Stats I —
#udd Gueu.. | Edt. | Deete | ‘ 4dld o mordify quewss from here |
E Save | W Restore
= = Tupe | Mame | 0 # | Break .. | Priciity | Esc. | Schedule
Ernail Queve Settings | General Sgtlingsl chat demo 0 9 15 0 [hone]
chat Support 1 9 15 1) [hone]
| Configure the etail queues from this display. fchat | Product Information 2 ] 9 | 15 [0 [ [none]  §
chat Development 3 q 15 1] [none]
- i~ Email Queue: info chat Eliza 7 El 15 1} [none)
I Queue Name I 04 I Prio I email suppart 1 9 15 1] [hone]
support 15 Organization : |TFE email info ] ] 15 i] [none)
i email +infa 4 9 15 1 [hone]
+info 4 15 — Incorming b ail ermnail +suppart 5 9 15 1 [none)
+support 5 18
Mail Server 1P : localhost
Pratocol : pop3 &
Port [if non standard) 110
Account [if any) info ~ gare gz ey
Password : infr -
Gueue: Ichat: Product Informat | Add and activate agents on a queus from here. |
Mail Retrieval Frequency |60 [Seconds]
Login | Agent D | Group | Subscribe Agent
Auto Reply Path : [Cravid 3807 Operations .
o \ormhlesh2 st Jnse 3885 Operations Unsubscribe Agent
— Outgoing k4 ail |
SMTP Server [P IIocthost DEMO YERSION - SAYE DISAB — | Dlﬂ Deactivate Al |
SR Deactivate Selection |
Thank you for using TFB Demo Info n Sewal [ (o et
- —
Email Queue Settings  General Settings | E
Send Mail Erors Ta: Ipostmaster@TFBDEMD | Configurs General Email Settings from 4
Return Address Ilnfo@T FEDEMO i
[edicated Meszage Timeout : I [hours]

= By queve arly

— Email Acknowledgement

Threshold : I [daysz]

[ By queus only

— CC Behaviour
[T Copy on foneard
[ Copy on ezcalate

TFB o TFEB Call Center Suite
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MAILING ADDRESS
Technology for Business
1112 Ocean Drive, Suite 202
Manhattan Beach, CA 90266

PHONE
TEL 877. 612-4832
FAX 310. 372-5486

WEB
www.tfbc.com
sales@tfbc.com
support@tfbc.com
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