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INTRODUCTION

Introduction

Why Video Call Support?

It is the best way you can get face-to-face interaction over the internet.
Making customer support more personal than a regular voice call and
businesses should really start looking into having video call support

for their business.

Customers love brands that guide them on their decision-making journey
all the way to their purchasing process and this personal touch is
something businesses can use to enhance their customer experience

and create loyalty to your business.

My Errands (91)

All Errands (142)
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ONE PLATFORM FOR ALL COMMUNICATION
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Meeting ID: 6678232-2

Participants: Benjamin, Agent Jose

Benjamin Agent

& Recipients @ Options 0 Attach Open Knowledge base @ Preview A English @

Reply To:  #534118-1
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KEEPING THE PERSONAL TOUCH

ONE PLATFORM FOR ALL COMMUNICATION

() <

Keeping the
Personal Touch

Replicate in-person communication virtually
through live video interactions and develop genuine

relationships with your customers.
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04

HOW CAN CENTION HELP

Cention Software

How can Cention Help
Improve your Contact Center?

Reduce Cost

Have real-time face to face discussions with your
customers for sales, servicing, or relationship

management.

sﬁrig}ﬁ
Improve First Call Resolution

Have a real-time exchange of additional information,
including non-verbal body language, which enables your

agents to respond to customer queries more quickly.

&,
Monitor Analytics

Have greater control over the quality of calls and
leverage analytics to increase the efficiency of your

call centre agents.

©

Gain Customer Trust

Have real-time face-to-face interactions through

video call support and win their trust.

ONE PLATFORM FOR ALL COMMUNICATION
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SCREEN SHARING & CO-BROWSING ONE PLATFORM FOR ALL COMMUNICATION

Product Features

® Meeting ID: 5579131-3 o @ o o

Screen Sharing &
Co-browsing

The same screen may be shared and accessed simultaneously by
agents and customers to facilitate real-time information exchange

. . . . . L . Layla Agent Donnie
while preserving the privacy and security of confidential information.

http://www.shoeland.com

Dashboard .
Size Chart

Orders >

Shopping

Layla are sharing her screen

Address

Account D

Login

Layla

o Co-browsing
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CENTiON pSearchi Available \/ Agent Ophelia . v
&) Emands \, = | § = ByDate $ = KB = : & ao ovevav 8 8 x [IB
My Errands (91) yorsra ko o

Freya Tyler o
All Errands (142)

®

Priority v Hi, I'm not sure how to use credit card for the payment on

#ESI15:|?773WF " b the payout page, could you please help?

odie Wya
Areas v &

Do

Hi there, ofcourse i would like to help. Do you mind we have a

® °
Agents e video call so that i can share screen to show you a demo?

#525207-1 K [ K

Ethan Luke Abosolutely!

Video Chat Errand

Tags %

>+

& Search
#524308-1 K K
Michael Logan E’ Agent Ophelia starting screen sharing with Freya
.@e Notifications °
° Agent Ophelia stopped screen sharing
Ophelia ®©
A t Ophelia st d the vid [l . . 0 . C .
e A ticket may be generated from the video chat, which simplifies
@ Create an errand #521468-2 [ | 8 1
Amelia Hudson A
+ o 0o o o o
Mak Il
o Makeaca the process of prioritising, tracking, and following up on
@ Pick-up next
#532579-1 F F
‘ Call Beatrice Elias ¥ CUStomer requeStS
. Chat it
Customer Recorded Call 00:05:3 Agent Recorded Call 00:05:3
& Recipients § Options @ Attach  EEl Open Knowledge base < Preview  A¢ English Ja Translation options

Reply To:  #525207-2

REPLY INTERNAL COMMENT  COLLABORATE FORWARD TO EXTERNAL  QUESTION
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Monitor in Real-Time

Video calls can be monitored in real time to ensure call quality and agent efficiency. A robust

dashboard system and in-depth analytics assist in identifying areas for development.

<Q Search A Available vV Agent Julia

&) Errands N, = [ § = By Date &

Satisfaction Meter

Agent Ranking

Leaderboard Rank 0" Average Time Handling Errand Closeds
30 No. of Video Calls Transfered No. of Incoming Video Calls
1 Agent Jayden 00:00:22 122
25
2 Agent Olivia 00:01:11 2
20
3 Agent Wai 00:01:13 &
15 50
4 Agent Madison 00:02:11
° 5 . Agent Eleanor 00:02:21 90
5 . . 6 Agent Kinsley 00:02:45 e
0 7 Agent Thomas 00:03:15 54
Production Storage Refund Operation Administration Purchasing Marketing
No. of Video Calls Transfered Number of Incomit 20
8 Agent Neveah 00:03:30 23

Average Video Call Handling Time
9 Agent Samantha 00:03:58 G 25

No. of Video Calls Answered No. of Video Cal

ﬁ . 1 Agent Gabriel 00:06:02 al
(I”  Notifications 2
° ) 12 Agent Julian 00:06:55 ® /
Julia 15 \

Agent Ranking @ Create an errand 3 O 3 1 c 10
. % Make a call i s
Leaderboard Rank '© Average Time Handling Errand Closeds
1 Agent Jayden 00:00:22 122 . Pick-up next : o
. Production Storage Refund Operation Administration Purchasing Marketing ~ Human Resource
. 28 . Call ' I I No. of Video Calls Answered No. of Video Calls
2 Agent Olivia 00:01:11 . . No. Of Agents Online
@ Chat
3 Agent Wai 00:01:13 39
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ONE PLATFORM FOR ALL COMMUNICATION

Why Cention Video Contact Center?

Enhanced

Real-Time Support Increase Revenue

Make it easier for customers to communicate Video support empowers agents to establish a firm
their issue accurately with you by allowing dimension of rapport, observe context clues and
them to video call. even demonstrate new products as a natural part of

the conversation.

40
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In a video call

Personalized
Customer Experience

Customers want their shopping experience to be
unique, and this is becoming a way for businesses

to stand out.

Great Service
L 6 6 6 & ¢
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Built In Beautiful Connectors

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

AVENTA @ twillo o).  OOMitel <@ ¥ 4 Niaosot @ susan
@ Diclogfiow I=% KeyReply aws o o VISIGHT Qlik @

\J qualtrics m Indicate EVIEXA (© ovicksearch ARTIFICIAL hunany.
$ 52 slack T Jira %9 AuthO
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Clients Are Talking

Reputation by association is alright by us.

£ Kingston sf2aclium

TEC NOLOGY

“In Summary, i have no hesitations in highly recommending Cention for the ease of use of the tool, its integration We use Cention for all customer interactions via email, Facebook, Instagram and also register all our
phone errands. Their support is outstanding and their willingness to improve their system on their

capabilities and the great service that Cention offer to compliment the tool.”
customer needs is what makes them not only a supplier but a true business partner.”

mGSC INSpII‘o

“We use Cention’s email management system to keep track of all our important accounts. Cention’s

"Cention is more that just a CRM system; its a gateway to improving our customer service operations, so
- . . . . user-friendly omnichannel email and chat solution allows us to manage massive volumes of inbound emails
we can efficiently handle feedback and streamline the process. as a platform, it packs all the functionality
. . . - N . L " and provide accurate reports of our team’s productivity and efficiency. Cention really provided us the best
that we need, while giving us options and flexibility for customisation to suit the organisation's needs.
tools to streamline all operations to deliver effective and efficient customer service.”

CENTiOoN
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CLIENT TELE
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ONE PLATFORM FOR ALL COMMUNICATION
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Product Features

One Platform
For All Communication

Bringing all communication into one
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