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INTRODUCTION

Introduction

Why Phone Support?

When your customer seeks assistance or experience any issues related to your
product or service, your company's contact center is the first location they can
refer to for professional assistance. According to Customerthink, 56% of consumers
cite automated telephone systems as the most frustrating aspect of poor customer
service. Whether customers are calling with complaints or questions, they want to
be able to get in touch you immediately—or, at the very least, have their voicemail
responded quickly. Features such as call waiting, call return, and call forwarding

helps you receive and return important calls as soon as possible.

That's where having access to all the necessary tools available in the contact
center software can help transform your contact center. Having voice support in
your contact center software enables you to route a call depending on the type of

product or service, customer location, and ensuring that the right agent manages it.

Voice support also allows agents to gather, analyze, as well as share information
Instantaneously to provide a seamless transfer between agents, thus minimizing

customer waiting time.
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INTERACTIVE VOICE RESPONSE
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Interactive Voice Response

An VR is an automated system that route calls to the most appropriate agents. With
this advanced call handling feature, it enables you to customize call flows within the

VR menu. Here's how it works:

A caller will contact a business through phone support, and they will hear an

automated greeting message preselected in the IVR menu.

The customer will select an option in the automated menu. For example,

press 1 for finance, press 2 for administration.

When the customer goes through the IVR menu instruction, the call is then

transferred to the appropriate department or location and connected to an agent.

During off business hours, the manager or supervisor in charge can set up a call flow

in your IVR to reroute the customers for a call-back when there are online agents.
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INCOMING CALL POP-UP

Product Feature

Incoming Call Pop-Up

Receive incoming call pop-up or notifications displaying the customer details such
as their name and contact number. If the caller is unknown, a new contact and an

errand will automatically be created. An incoming call notifications display:
® The customer’s name and phone number

©® The ability to add/edit

® Option to hide the call

This phone system feature is best suited for teams continuously required to handle

incoming calls throughout the day. A pop-up notification pops up on their computers

gives your agents instant access to every customer'’s personal information in a matter

of seconds.
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Call Reports And Analytics

Having an extensive reporting system is one of the most crucial features to have in
any contact center because it provides agents and especially managers with all the

information they need for strategic planning and making crucial decisions.

]

30

25

20

Production Storage

No. of Agents Online

Priority
Areas
Agents

Tags

Operation .

Refund

Average Calls Handling Time

Administration Purchasing Marketing  Human Resource

ONE PLATFORM FOR ALL COMMUNICATION

v AV @ Available 8] A

anking
Rank 0" Average Time Handling Errand Closeds
Jayder 00:00:22 122
Agent Olivia 00:01:11 28
Agent Wai 00:01:13 39
Agent Madi 00:02:11 50
. Agent Eleanor 00:02:21 €9
Agent Kinsley 00:02:45 78
Agent Thomas 00:03:15 =
00:03:30 23
00:03:58 “
00:06:02 21
00:06:55 3

No. of Calls Transfered

21

No. of Calls Transfered >

& x & A Ov|Pv| &Y

ap
—h

No. of Incoming Calls No. of Calls Answere

98 21

Number of Incoming Calls > No. of Calls Answered

No. of Unanswered Calls

6
s

a

3

2I II

o

nnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnn

No. of Unanswered Calls >

CENTiIiON



07 LEAVE CALL NOTES OR INTERNAL CCOMMENTS ONE PLATFORM FOR ALL COMMUNICATION

CENTiON p Search \% L Vv @ Available Vv D Agent Wendy Y
=) Errands v —= |« & 5= ByDate $ B & 3 6 A Ov|ev|&v & @ X
MyErands@) F. °
Jameson Robert a Hi, i would like to make an appoinment for tomorrow.
All Errands (142) ]
© Hi there, I'm am sorry but our appoinment schedule is full for
Priority N this two weeks. °
#526107-2 K
b
Areas N Amelia Colton '
2 Do you mind to make your appoinment date for two weeks Agent Ar] n y EDIT
later? °
Agents v ® 2022/03/12 11:32
T ) ) _ This customer need a callback next week for his confirmation.
ags N4 #536107-1 [ [ ) Can i reconfirm to you again as i need to check on my

Aaron Jordan

@ Internal Comments

& Search Sure, | will call you back on next week to confirm with you.
g@ Notifications ;Z::;yze: ‘; :
S Wendy . b3 Cool! Thank you very much.
@ Create an errand © Outbound call . .
e J—— . I Usson INTERNAL COMMENT CALLERD. Agents are able to leave an internal comment attached with the call
ake a ca Camilia Rowan A & Recipients  § Options & Attach B3 Open Knowledge base
® Fick-upnex This customer needs a callback next week for errand for other agents or managers to refer to for quality assurance
®ecat - ) his confirmation.
o o 1 , ) or case reference allowing businesses to gain greater insight and
4 5 6 measure more effectively.

© ENGLISH ~

ATTACHFILE : (J)

(o] ’ ’ ’
Create

CENTiIiON



08 INTEGRATIONS ONE PLATFORM FOR ALL COMMUNICATION

Built In Beautiful Connectors

Connect all processes, applications and CRMs the way that works for you!
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Clients Are Talking

Reputation by association is alright by us.
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"We use Cention for all customer interactions via email,

“In Summary, i have no hesitations in highly recommending
Facebook, Instagram and also register all our phone errands.

Cention for the ease of use of the tool, its integration capabilities
Their support is outstanding and their willingness to improve

and the great service that Cention offer to compliment the tool.”
their system on their customer needs is what makes them not

only a supplier but a true business partner.”
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“We use Cention’s email management system to keep track

"Cention is more that just a CRM system; its a gateway
of all our important accounts. Cention’s user-friendly

to improving our customer service operations, so we can

efficiently handle feedback and streamline the process. omnichannel email and chat solution allows us to manage

As a platform, it packs all the functionality that we need, massive volumes of inbound emails and provide accurate
while giving us options and flexibility for customisation to reports of our team’s productivity and efficiency. Cention
suit the organisation's needs." really provided us the best tools to streamline all operations
to deliver effective and efficient customer service.”
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It Works For All Industries

From different industries & different size.
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Product Features

One Platform
For All Communication

Bringing all communication into one
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