TéeleCanor

TeleCanor Systems for Logistics Enterprises.

TeleCanor IVRS Service has three distinct benefits to the enterprise:

A. Integ’ration with the Existing’ Call Center Infrastructure:

\% Reg’ulate the calls diverted to agents ]:)y intellig’ent routing of calls to
prede{ined groups (of agents) viz., Or(linary Agents, Account specialists,
Customs Specialists, New Business Development Agents etc.

\Y Collect essential information from Caller such as client—Ic],, reason for
caHing’ and client location while automatically registering the caller-id
(CLIPY). Show all collected information as a popup on the desletop of all
the Agents in the group.

\Y% Kick up the pre£erre(1 application (that windows application used for
helping’ calls) on Agents’ deslztop. For instance TeleCanor initiates the
web page or oracle form that call center agdents use for helping’ the caHer,
while pre-populating’ with customer data, so that the agent need not type

customers clata.
\Y Monitor an(], log' the per£ormance of Ag’ents.

\Y Recor(]. conversations of Trainee Ag’ents or ran(lomly recor(l

conversations or a combination of both.

\% Prompt caller to leave an instruction in case none of the Agents are
available to take the call and record the instruction. A supervisor within
the organization can view and hear all recorded instructions using the
intranet web pages pul)lishecl l)y the TeleCanor engine.

B. Inbound IVR Self-Service:

In addition to CaH-Center/Help-Deslz Integration described above, TeleCanor
systems provicle several self-service modules to callers. All these services are
quy automated and do not require any agent intervention. Normaﬂy callers
prefer to get the information using these modules instead of waiting for an
Agent to come on line, W}lere]ay re(lucing’ the load on agents. An enterprise
can opt for config’uring’ any of the following’ self-service modules.
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1IVR Se/][-Service functiona/ities:

\% Heip in locating’ the nearest piclzup location using the area pincocte from
where the caller is cailing’ .

\% Take instructions for piclzup and deiivery of paclzag’es. If an enterprise
opts TeleCanor can make automated calls to piclzup agdents associated
with a piclzup center and read out a dynamicaliy contigure(l

announcement intorming’ the request for piclzup.
\% Heip in tracleing’ documents/ cargo using traclzing‘ number.
\% Rea(ling’ out procectures to be carried out for customs clearance.

\% Automaticaliy read out price information after collecting’ requirect details
such as Weig'iit, origin, destination and type of service.

\% Read out sector-wise pacleag’e deals announced i)y the enterprise.

\Y% Receiving’ complaints 24/7 automatically with or without voice
recor(iing’, while classitying’ complaints using compiaint type, client i(l,

received time etc.

\% Accepting requests from the callers for alerting’ them of ctelays.

Unlike other IVR Systems TeleCanor renders a hlg’h level of caller satisfaction
thanks to cutting edg’e tec}lnologies built into the system such as

a. Speecil Recognition and al)ility to understand voice
commands to go clirectiy to the require(i IVR function, so that
a caller does not have to press a series of lzeys before the
system recognizes the function.
Recognizing cities names for origin and destination cities

c. Recognizing numbers allowing’ caller to read out the traclzing'
number or read out the Weig’ht.

d. Accept Hotlzeys for self-service functions so that a caller need
not waste time listening’ to prompts.

e. Accept Hot-Diverts that work tilroug'i'iout the session so that a
caller can press these ctesig’natec], lzey at any time to exit the
IVR and get connected to a specitic type of agent.

Continued...



C. Automatic Alert Service: -

\% When an enterprise opts for TeleCanor Alert System, it acquires the
capa]aility to alert the customer automatically (£or playing’ a pre-recorded
or dynamically constructed announcements) in case of delays in
consignments or customs/octroi prolalems. System gives further options
to the caller after rea(ling' out a message so that the caller can respon(l in
the same call. These alerts can be done using one or more channels 24/7
for those clients who opt for this service.

A(lvantag’es o{ TeleCanor

\% Easy Implementation: TeleCanor comes with a T-Quiclz customization
wizard to enable easy and quiclz implementation/ modification.

\% Continuous Monitoring of all Channels: TeleCanor allows monitoring
the state of the machine using intranet web pages or tln'oug'll T-Monitor
GUI. Each and every call made to the System is logg'ecl along’ with the
data on the happening’s in the session such as callers’ choices; data
suppliecl l)y the caller, sy stem responses etc, for analysis.

\% Truly Flexible Solution: Entire behavior of the IVRS is g’overned l)y a
sing‘le XML file and an administration needs to just modify the XML file
in order to cl'lang’e any prompt, wait time, menu, database connectivity
or any other feature of the service. No coding’ is require(l to make any
modifications malzing’ the task easy for non-programmers.

\% Reliable Telephony Integration: TeleCanor systems disconnect a call as

soon as caller hangs-up or when the caller does not respond for a

prolong’ed duration (viz., 3 minutes), so that it is available for the next

call.

Easy Compatil)ility: TeleCanor interfaces with any leg’acy database.

TeleCanor comes with multi—ling’ual support.
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Support for Fax and Email: TeleCanor comes with other media
connectivity. For instance it can send a proof of dispatch to the client if
he opts for this feature.
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