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TepMuHOAOTHAS

Buizoe

ITox BEI30BOM ITOHMMAETCS JII000e oOpallleHre KJIMEHTa B KOMIIAHWIO WJIM KOMIIa-
HUU K KJIMEHTY, HE3aBMCUMO OT TUIa oOpauleHus: TeJehOHHbIA 3BOHOK, e-mail,
(hakc, obpaieHue yepe3 IHTepHeT.

Ilenmp Ob6pabomxu Boiz0606 / Koumaxm Ilenmp

COBOKYITHOCTb ITPOTPaMMHBIX, allllapaTHBIX ¥ YEJI0BEYECKUX PECYPCOB, LIEIbIO BHE-
JIPEeHUS KOTOPOIi SIBIIIeTCS MOBBIIIEHE 3D (GEKTUBHOCTH 00CTYKUBAHMS KOMITAHH -
el moTokoB BbI30BOB. KoHTakT LleHnTp mpousBoacta Cisco Systems Ha3biBaeTcst
IP KonrtakTt-IleHnTtp / IP Contact Center (IPCC).

Onepamop/Azenm

CoTpyIHMK KOMIIAaHWH, 3aHUMAIOIIMIICST 00CTY>KUBAaHEM BBI30BOB.

Ipynna onepamopos/azenmog

HekoTtopoe 4mncio areHToB, OObeAMHEHHBIX 10 KBATU(UKALINOHHOMY IIPU3HAKY,
T. €. I1I0 CIIOCOOHOCTU 00pabaThIBaTh OMpeAe/IeHHbIE TUIIBI BHI30BOB: CIIPABOYHEIE,
TEXHUYECKUE, MTPOOJEMHBIE U T. II.

Hauaavnux epynnvt onepamopoé / Cynepeusop

CoTpyIHMK KOMITAaHWHM, OTBEYAIONIMI 32 Ka4eCTBO pabOTHI I'PYIIIBI areHTOB WJIU
Bcex areHToB KoHTakT IleHTpa. Ero pabouyee MecTo CHaOXeHO MHCTPYMEHTApHUEM,
HEOOXOAMMBIM JIJIS1 KOHTPOJISI KauecTBa 00CTy>KMBaHUS BbI30BOB. B paMKax o1HOTO
KontakT I[IeHTpa MoxXeT ObITb HECKOJBKO CYIIEPBU30POB, KaXIblii U3 KOTOPBIX OT-
BEYAEeT 3a CBOIO IPYIITY ar€HTOB.

Ouepeos

I'pynna BbI30BOB, KOTOPbIE B HACTOSILIIMIT MOMEHT HE MOTYT ObITb OOCTY>XEHbI U3-3a
3aHsITOCTU areHToB KoHTakT LleHTpa 1 HaxoAsTCs «Ha yaepXKaHUW» , 0XKK1Iasi 00cy-
kuBaHus. O0blyHO ovepean B KoHrtakT IleHTpax opraHusyroTcsl MO MPUHLIUITY
«[TepBblii mpuIlIe] — MEPBBIN MOJYyYUT 00Cay:KMBaHUE». OMHAKO BOZMOXHBI U ApY-
r'vue BapUaHTbl — OHU PaCCMOTPEHbI HUXKE B JaHHOM JOKYMEHTE.



1. Ucnoab3oBaHue KoHTtakT LleHTpOB
Ha COBPEMEHHOM pPbIHKE

B Hacrosiiee BpeMsi KOMIAHUM YACISIOT Bee O0Jiblliee 3HaUeHe KaueCTBEHHOMY 00CIy-
KMBAHUIO CBOMX 3aKa3YMKOB, KaK YXe CYIIeCTBYIOIIMX, TaK U OTeHIIMAIbHBIX. HeMamoBax-
HOI1 4acThI0 Mpolecca 00CTyKMBaHUS SBJISIIOTCS] OTBETHI HAa 0OpallleHUSI KIIMEHTOB: TeJIe(OoH-
Hbl€ 3BOHKHU, (haKChl, OOpalleHMs MO0 JIEKTPOHHOM mouTe win uepe3 Web (B gasibHel1IeM 1151
0003HaueHMs JIH000ro TUIa obpallleHus OyAeT UCTIOIb30BaThCsl TEPMUH «BbI30B»). OOCIYXU-
BaHME BbI30BOB SIBJISIETCS «JTMLIOM KOMIAHUW», TOCKOJIbKY IO KaYeCTBY 00CTYy>KMBaHUS BbI30-
BOB 3aKa3UMK MOXET JIeJIaTh BBIBOAbI O TOM, HACKOJbKO KOPPEKTHO KOMIMAaHMs OyaeT o0Ciy-
>KHMBaTh €ro 3alPOChl B paMKax JaJibHelleil COBMECTHOI pabOThI.

ITo Mepe ycmreHNsT KOHKYPEHIIMY Ha TOM WUIM MHOM CeTMEHTE phIHKa Y KOMITAaHUIA OCTa-
€TCs1 BCE MEHbIIIe BO3MOXHOCTE! JIJIsi MaHEBpa B 00J1aCT CHUXXEHUS LIeH Ha TTPOIYKTHI U yC-
Jqyru. TakuM o6pa3oM, OHU BBIHYXIEHbI UCKATh APYTe€ BO3MOXHOCTU IS KOHKYPEHTHOM
00pbObI. OIHOM U3 MOAOOHBIX BO3MOXHOCTEN U SIBJISIETCSI BHEAPEHUE PEIlIeHU, TO3BOJISIO-
mux 3¢ GEeKTUBHO OPraHMU30BaTh OOCTYKMBaHUE 3aKa3YMKOB.

KonTtakT LleHTphI MO3BOJISIOT HAMIYYIIIIM 00pa30oM MCI0Ib30BaTh MUMEIOIIMECS Y KOMIIa-
HUM pecypchl (COTPYIHUKM KOMIIAHUU, TIMHUM CBSI31, 000pyI0OBaHNE 1 IIPOTpaMMHOe 00ec-
MeYeHue) Jj1s1 OOCTyKMBAaHUS KIIMEHTCKUX BHI30BOB.

IlepBpIMM HAYMHAIOT BHEApPEHUE MOAOOHBIX PEIIEHUI KOMIIAHWHM, OOCIY:KMBaIOIINE
00JIbIIIOE KOJIMYECTBO KJIMEHTOB, U, COOTBETCTBEHHO, MPUHUMAIOIIKE OOJIbIIOE KOJIUYECTBO
KJIMEHTCKUX 00pallleHU:

* OMEepaTophbl YCIIYT CBS3U;

* CTPaxXOBble KOMITAHUM;

+ OAHKOBCKHE CTPYKTYDHI;

* KpYITHbIe TOPrOBbIC (PUPMBI.

MHorue npeanpusTis BUIST OMpeaeeHHbIe CIOXHOCTA B MHTETpaluu 000pYAOBaHMS
rOJIOCOBO CBSI3U C HOBEWILIMMU TEXHOJIOTUSIMU 001IeHUs yepe3 MHTepHeT. Peienust KoH-
TakT LIeHTpOB Ha OCHOBE TPAAULIMOHHOU Tele(OHUN He TapaHTUPYIOT MOJHON MHTErpaliuu C
TaKMMU CpeaCcTBaMu OOILIEHMS, KaK COBMeCTHas pabota B Web, TeKCTOBBII AUaIOr-yar, 3Jje-
KTPOHHas MoYTa 1 BUAEO, TO €CTh BCE TO, UYTO TpeOyeT COBpeMEeHHbII 3aKka3uuK. B pesynbraTe
cootBeTcTBUE KoHTakT LleHTpa TpeOGoBaHUSIM 3aKa3YMKOB TOCTUTaeTCsl CIOXKHBIMU U 1OPO-
TOCTOSIIIIUMU MYTSIMU — B OTJIMYME OT MYTH, TIPejIaraeMoro OTKPbITBIMU Tu1aTopMaMu, oI -
Jep>KUBaAIOIIMU IIepeaady JaHHbIX 110 1P.

KontakT Lentp ot komnanun Cisco rmoctpoeH Ha ocHoBe IP-texHosoruii, 4ro gaet Bo3-
MOXHOCTh 0€300JIe3HEHHO 0OBbEAMHUTh PA0OTY C BHI30BAMH, ITOCTYITAIONIMMU KaK 10 TPaau-
LIMOHHBIM TeJIe()OHHBIM ceTsIM (ToJioc, (pakc), Tak u yepes KaHaabl MHTepHeT (e-mail u Web-
oOpalleHus).

2. 3apaun, peuaiaembie KonrakT LleHTpamu

TepMuH «ynydilieHUe 00CTYXKMBaHUS 3aKa3uMKOB MyTeM UCToib3oBaHus KoHTakT [leHT-
pa» SBJISIETCS JOCTaTOYHO OOIIMM M, HECOMHEHHO, HYXXIAaeTCsl B HEKOTOPOU paciiudpoBKe.
3amaun, pemaeMble KonTakr LleHTpamMu, MOXHO OIACATh CIEAYIOIINM 00pa3oM:

1. ITlpaBuUabHO IpUHUMATh U 00padaThIBATh IIOTOK BXOISIIMX BHI30BOB:

+ ¢yukuuu KoHrakr IleHTpa 1o3BOJISIOT cpa3y HaIllpaBUTh BBI30B TOMY OIIEpaTopy, KO-
TOPBIIA HAMTYYIIM 00pa30M Ha HETO OTBETUT. DTO MO3BOJISIET M30eXKaTh IepeBOa BhI-
30Ba OT OIeparopa K onepaTopy, CTOSIHUSI BbI30Ba B HECKOJIBKUX ouepeasix u T. 1. Ta-
KM 00pa3oM SKOHOMMTCS BpeMsl KaK KJIMEeHTa, Tak U coTpynHUKOB KoHTtakT IleHTpa;




+ cUcCTeMa MHTepakTHBHOIo peueBoro Bzaumopaeiicteust (IVR) mosBossier aBTomaTusu-
poBaTh PYTUHHBIE MPOLEAYPhl, HA KOTOPbIC paHbIlle TPATUIOCh BpeMs OMNepaTopoB
(mpuMep: MpeaoCTaBlIeHWe B aBTOMAaTUYECKOM peXHUMe CITPaBOYHON MH(pOpMaLUU O
KOMITaHUH, TTOJyYeHHNE KIMEHTOM COOCTBEHHOrO TeKyIlero 6anaHca u 1. 1.). CorjiacHoO
CTaTHCTHKE, TIPOLIEHT BHI30BOB, 00pabotaHHbIX IVR, MoxeT mocturatsh 65—70% oT 06-
LIEro KOJIMYECTBA BBI30BOB, YTO MO3BOJISET CUJIbHO 3KOHOMUTh OTIEpaTOPCKUE pecyp-
ChI, HaMIPaBJIsisl MX Ha pellieHre 00Jiee CIIOXKHBIX 331a4;

COODIIIeHNE KJIIMEHTY IIPU IIOCTAHOBKE €ro B ouepeab Ha 00CTy:KMBAaHUE O TOM, CKOJIb-
KO BpeMeHU eMy IpHUAeTCd XAaTh OTBeTa omepaTopa. CTaTUCTMKA MMOKA3BIBAET, UTO
KJIMEHTHI, ITOJyYMBIINE JAaHHYIO MHPOPMALNIO, OXKUIaoT B 1,5—2 pa3a gonblie, yem
KJIME€HTHI, KOTOPHIM JaHHYI0 MHPOPMAaLMIO He cooonmim. Takum o0pa3oM yMeHBIIa-
€TCsI KOJIMYECTBO HEOOCTY>KEHHBIX BEI30BOB;

MOBBIIIACTCS TUCHUIIIMHAPOBAHHOCTD OTNIEpaTOPOB Oj1aromapsl HaJIWYUIO CPEICTB OT-
cJIeXXUBaHUsI UX pabOTHI B peaIbHOM PeXXMMe BpEMEHHU, a Takxke OJarogapsi AeTaau3u-
POBaHHOI CTATUCTUKE UX PAOOTHI 32 HEKOTOPbIM MTPOMEXYTOK BpeMeHU (IeHb, HEJALTIO
uT. 1.). bonee Toro, umeeTcs psia GyHKIMI, aBTOMATUYECKU CTABSIILIMX B U3BECTHOCTh
aJMUHUCTpATOpa, €C/IM OIepaTop COBEpLIAET HEeJOMYCTUMbIC NEHCTBUS: 3adepKajcs
Ha TepepbiBe, He OTBEYAET Ha BHI3OB, CIIMIIKOM JIOJITO OOCTYKMBAeT BbI30B U T. 1. Ta-
KUM 00pa3oM MoBhIIAaeTCs 3¢ GEeKTUBHOCTL pabOTHI OIIEPaTOPOB;

MOJIy4eHUE OMepaTOopoM MH(POpMaLIUK O KJIIMEHTE (2 BO3MOXHO, 1 O IIPUYMHE BHI30Ba)
OIHOBPEMEHHO C IIPUXO0J0M 3BOHKA Ha pabouyee MeCTO OrepaTopa Mo3BoJisIeT 3HAUU -
TEJIbHO COKPATUTh MPOJOKUTEIBHOCTh OOCIIYXKMBAaHMSI KaXIOTO BbI30BA, YBEIUUNB
TE€M CaMBIM KOJIMYECTBO BBI30BOB, KOTOPBIE OIIEpPaTOpP OOCIYKMBACT B TeUeHUE pado-
Yeid CMEHHBI.

2. YnpapneHue paboroit Kontakr LleHTpa B pealbHOM pexXrMe BpeMEHM, YTO MO3BOJISIET
OIepaTUBHO pearnpoBaTh Ha U3BMEHEHUE MOTOKOB BHI30OBOB U OOCIYXXUBATh MX ONTUMaJIbHbIM
KOJIMYECTBOM pecypcoB. Hampumep, mpu pe3ko BO3pacTalolIEM IMOTOKE BbI3OBOB B OJHY
TPYIIITY OepaTopoB (TaKoe MOXET MTPOU30MTH, eCIM y oTiepaTopa CBsI3Y BOZHUKIIU MPOOJIeMbl
B cetn) anmuHucTparop Kontakr LleHTpa MoxXeT 106aBUTh B 3Ty TPYIIIY ONEpaTOPOB U3 APY-
TOi TPYIIIbI, KOTOpasi B JaHHBI MOMEHT 00Jjiee CBOOOIHA, U TAKUM 00pa3oM cOalaHCUPOBATh
Harpy3Ky U BbIAEpPXKaTh BHICOKOE KaUeCTBO OOCIYKMBaHUS KIMEHTOB. BooO11ie BO3MOXHOCTh
MTHOBEHHOI'O pearMpoBaHUsI Ha M3MeHeHue yciaoBuil paboTel KoHTtakT LleHTpa siBisieTcs
(byHKIIMEN, MO3BOJISIONIEH rapaHTUPOBATh OOCTYKMBaHKE KIUEHTOB ONTUMATbHBIM O0OPa30M.

3. OueHka acpdextuBHOCTY BioxkeHui B KoHTakT LleHTp mpousBoauTcs 61aroaapsi Hajlu-
Y110 OOJBIIOTO KOJIMYECTBA NETATBHONM CTATUCTUUECKON MHGbOpMAIIMK 0 paboTe oneparopa,
TPYyMIIBI ONIEPATOPOB, 3arPYKEHHOCTU COENVMHUTEbHBIX JIMHUM, Bcero KoHTakT LleHTpa B 11e-
JioM. Takasi cTaTUCTHKA TTO3BOJISIET AEJIaTh BEIBO/BI O TOM, HACKOJIBKO YJIY4IIaeTCs 00CTyKM-
BaHUe KJIMEHTOB MPU BHeApeHUU HOBBIX hyHKIMI KoHTakT LleHTpa, yBeInYeHUH KOJIUYeCT-
Ba orepaTopoB U T. 1. Heobxomumo 3ameTuTh, 40 KoHTakT LIeHTp mpeacTaBisieT COO0M «Ku-
BOII OpraHM3M», U3MEHSIOIIMUIACS U pa3BUBAIOLIMIACSI BMECTE C pa3BUTHEM OM3HECAa KOMIIa-
Huu. I1pu aToM ouieHKa apdexkTuBHOCTU padboThl KoHTakT IleHTpa 1 oTaauu OT BIOXEHUN B
HETO SIBJIIETCS BaXKHEUIIIMM MHCTPYMEHTOM.

IToMuMoO pellieHUsT TIePeYMCICHHBIX BBIIIE OCHOBHBIX («KJIacCHYeCKHX») 3aaay KoHTakT
LeHTp obnamaer psimomM JOTMOJTHUTEIbHBIX TPEUMYIIECTB:

+ KOHTpOJIb KayecTBa pabOThl olepaTtopa, T. €. KauecTBa OOCIyXUBaHUsS aOOHEHTOB
(pocayiBaHue paboThI orlepaTopa B peaJbHOM PeXMMe BPEMEHM, 3aIUCh Pa3roBO-
POB C 1I€JIbIO BBISIBJIEHUS OIIMOOK IIpX paboTe omepaTopa U T. 1.);

* TIOBBILIIEHME CTETICHU YIOBJIETBOPEHHOCTH aOOHEHTOB 3a CUET OBICTPOI 1 KOPPEKTHOI
peaxkuuu coTpynHukoB KoHrakrt IleHTpa Ha MX 3aIIpoCh;

* TIOBBIILIEHUE CTENEeHH YA0BIETBOPeHHOCTH orepatopoB KoHTtakT LleHTpa 3a cuet rpa-
MOTHOU OpraHu3aluu ux pabouux MecT, aBTOMaTHU3aluK WM YITPOLIEHUS PyTUHHBIX
MpOLEAyp U T. 1.;

* 3KOHOMMUS JIIOJCKUX PECYpPCOB U ApYrux 3aTpar, T. K. KoHnrakT LleHTp nmo3BossieT 06-
CJIY>XMBATh aHAJTOTMYHOE KOJMYECTBO BI30OBOB MEHBIIIUM KOJUYECTBOM areHTOB;



* YMCHBIICHUE KOJINMYECTBA HeO6CJ’[y}K€HHBIX BbI3BOBOB M1 KOHTPOJIb 3TOI'0 KOJINMYECTBA (B
CJryqgac UCIIOJIb30BaHUA KoHrakT HCHTpa B CJ'Iy}K6C IUIATHBIX CIIPABOK JAHHOE CBOMCT-
BO ITO3BOJIACT YBCJINYUTDL JOXOAbI OT 3TOM CJ'Iy}K6]:>I).

3. IIpenmyniecTBa UCIIOAb30BaAHUS
IP-texHoaoruu B paMKax KoHTtakTt LleHTpoB

HemanoBaxkXHBIMU SIBJISIIOTCS TPEUMYIIECTBA, KOTOPBIE MOJIy4YaloT KOMIIAHUU, BHEIPUB-
mre Konrakr LleHTp Ha 6a3e IP-TtexHonoruii. K Takum npeumyliiecTBaM MOXXHO OTHECTHU:

He3zaeucumocmp pasmeuienus

KitoueBbiM npeumyiiectBoM Konrtakr LleHTpa Ha ocHoBe IP siBsieTcs1 ero He3aBUCUMOE
pasMereHue. Tak, BHE 3aBUCMMOCTH OT (PU3NIECKOTO MECTOIOIOKEHHS orepaTopa, OH MO-
2KeT BBIIIOJHSITH CBOIO OOBIYHYIO pabOTy (IIpMHUMATh U 00pabaThIBaTh BEI30BEI) 110 KOPIIOpa-
tuBHOM ceT WAN. Eciu cinyx6n1 KonTakT LleHTpa pacnosioxkeHbl B pa3HbIX MecTax (pa3HbIX
opucax komnanuu), IP Konrtakr IleHTp oOecreuynuT UHTEIEKTYalbHYI0 MapllpyTU3aLUIO
BbI30OBOB HE3aBMCUMO OT MECTOMOJIOKEHUST HEOOXOAUMBIX pecypcoB. C IMOMOIIBIO TEPPUTO-
puanbHoO pacrpeaeseHHoro Konrtakt LleHTpa KoMmaHUsSI UMeeT BO3MOXKHOCTD TOJIHEE 3a/1eii-
CTBOBaTb CBOMX COTPYAHUKOB, HAXOISIIIUXCS B pa3HbIX MOAPA3AeJEHUSIX, OpraHU30BaTh yaa-
JIEHHbIE pabouyue MecTa M pa3pelars padboTy Ha nomy. Takasi TMHOKOCTb JOMyCcKaeT MpuBJieye-
HUE K paboTe MOMOJHUTEIbHOIO MepCcoHaa, YTo MO3BOJISIET MPEUTOXKUTh 3aKa3uuKaM BO3-
MOXHOCTb obpariarbes B Kontakr LleHTp B 11000€ BpeMsi CYTOK.

Buedpenue u paboma ob6seounennoii cemu

[IpeumyiniecTBa 00BEAMHEHUS IOJ0CA U TaHHBIX OMUCHIBATUCH JOCTATOYHO MHOT'O: 00be-
JWHEHHAas CeTh MTO3BOJISIET COKPATUTh PACXOIbl HAMOJOBUHY. MeHee U3BECTHBI TPeUMYIIEeCT-
Ba KoHnrakT LleHTpa Ha ocHoBe IP, npeanaraemble 17151 pabOThI ¢ 3aKa34MKaMU, XOTSI TOJIbKO
3TO MOXET CTaTh IOCTATOYHOUN MPUYMHOI 1151 MogoOHoro oobeauHeHus. Ilonnepxka nepe-
naum rojioca 1o IP nmo3BossieT 00beIMHUTD CETU Mepeaaun JaHHBIX U TOJIOCOBBIE CETU B €11 -
Hy10 uHppacTpyKTypy. CozmaHue 1 3KCIUTyaTalus O0beAMHEHHOM CeTH He TOJIbKO IEeIIeBIe,
HO U TI03BOJISIET 3a1aTh eNMHBIE ITpaBUiIa pabOTHI, YTO TaPAHTUPYET KaYeCTBEHHOE OOCITYKH-
BaHMe 3aKa3unKoB. [Lrfoc K 3ToMy 00beMIMHEHHAs CeTh, TTOMIePKUBAIONIas ITepeaady rojioca
no IP, nornyckaet BHeIpeHUE HOBBIX MPUJIOXEHUIA OT pa3IMUHbIX Pa3pabOTUUKOB U BO3MOX-
HOCTh OpraHu3allii HOBBIX YCJIyT Ha ocHoBe IP.

Myavmumeduiinvte kanaavt 6 Konmaxm Ilenmpe

He meHee BaxxHOU ocobeHHOCThI0 KoHTakT IleHTpa siBasieTcs moaaepxka KOMOMHUPO-
BaHHBIX KaHAJIOB CBSI3M. [1py MOCTOSTHHOM KOHKYPEHLIMN OOBIYHOM TeIe(OHHOM CBSI3U yXKe
HEIO0CTaTOYHO; I pabOTHI ¢ 3aKa3YMKaMM TPEOYIOTCS 1 TeKCTOBBIC JUATOTH-YAThI, 1 3JIeK-
TPOHHasI 1MOYTa, U BUACOCBSI3b, U BOBMOXHOCTh COBMECTHOI paboThl B Web. ITockobky Bce
TepeUnCIIicHHBIC BO3MOXHOCTHU peaJlM30BaHBl Ha OTKPBITHIX CTaHAAapTaX, OHU 0€300JIe3HEHHO
MHTErpUpYyIOTCS B OTKPBITYI0 apxuTekTypy KoHrtakr LleHTpa, ucnonssytomero IP, u umu
MOXHO YIIPaBJIATh KaK COCTABHOI YaCThIO €AMHON CUCTEMbI pabOThI C 3aKa34YMKaMu. Y4acT-
HUKU pbIHKA MIOHUMAIOT, YTO JJIs COXpAaHEHMSI KOHKYPEHTOCITOCOOHOCTH HEOOX0AMMO YIpaB-
JIATh pabOTO CO BCeMU 3aKa3uyMKaMu LIEHTPaJIM30BaHHO — ¢ TToMoliiblo KonTakT LleHTpa — u
MOCTETIEHHO MEePEXOAUTb K MHIWBUIYATbHON paboTe ¢ KaXKIbIM 3aKa3UUKOM.

bbvicmpoe enedpenue noewvix npuroxcenui

E1ie ogHo BaxxHoe npeumyinecTBo IP Konrakr LleHTpa 3akimoyaeTcs B MOAACPXKKE ObICT-
pOro BHEIPEHUS] HOBEUIIMX MPWIOXKEHUI, MpUYeM BHeApeHUs Oojiee CKOPOro, yeM OObIu-
Heie. [TockoibKy paboTta BefaeTcs B 00beauHeHHOU IP-ceTu, mpuiioxXeHus He 3aBUCAT OT OIle-




PALlMOHHBIX CUCTEM — IIPU TOM, YTO MX COBMECTUMOCTL C APyrumMu IP-nipuioxeHusaMu ra-
paHTUpYyeTCS.

Cmpameeus nepexoda om mpaouyuonnoi meaegponuu xk IP-mexnoaocuam

JIro6ast HoBast TEXHOJIOTUSI, TTOSIBIISIIONIASICS Ha CJIOKMBILEMCSI PhIHKE, 00513aTeIbHO 10K~
Ha NoaaepK1BaTh 00PaTHYIO COBMECTUMOCTbD C 00Jiee paHHUMHU TEXHOJOIMSIMHU B CBOE 001a-
ctu. D10 0cobeHHO BepHO 1151 KoHTakT LIeHTpoB, B TEXHMYECKYIO 023y KOTOPHIX MHOTHE I0-
JIbI BKJIAABIBATIMCH OOJIBIIINE CpeACcTBa. HOBBIE TEXHOOTMYECKHE PEIIeHSI TOJKHBI MHTETpH -
pOBaTbCs ¢ UMEIOLIMMCS UM O0ecIeurnBaTh IUIaBHbIA 1M 6€300Je3HEHHBIN Nepexo] Ha HOBbIM
aTaIn pa3BuTus. Takasi cTpaTrerus He TOJbKO COKpallaeT MIPOCTOM, HO U TTO3BOJISIET BECTU BHE-
JIpeHNe MOCTENEeHHO, JaBasi IePCOHAIY BPeMsI OCBOUMTb HOBbIE BOBMOXHOCTH TEXHOJOTUM.

IP Konraxkr LleHTpHI ITpeuiaraioT Takylo CTpaTeruio repexoja, mpu Kkoropoi IP-texHoso-
TMM HEKOTOPOE BPEMSI COCYIIECTBYIOT C TpaauliMoHHOU Tenedonueit. Pemmenue IP Kontakr
IleHTpa CBOIUT 3TU JBE HECOTIOCTABUMbIE TEXHOJOTUU B OOBEAMHEHHYIO CUCTEMY, TI€ MOX-
HO MPOCMAaTpUBaTh TEKYIIKE U XPOHOJOTMUECKHUE OTUYEThI, a ONepaTOpOB, pabOTAIOLIUX B CE-
tu IP, 1 onepaTopoB, paboTalollux B Ce€TU TPAAULIMOHHOM TeJe(OHNM, MOXKHO pa3dbUTh Ha Te-
martudeckue rpynnbl. HezaBucumo ot IP- nav TpaguliMoOHHOM CBSI3U U T€, U APYTUE ONepaTo-
pPbl OJMHAKOBO MPUMHUMAIOT IOCTYIAOIIME BHI3OBbI, a YIPaBJIeHUE U OTYETHOCTh BEAYTCS
OIMHAKOBBIM 00Pa30M.

Apnssich crpaternyeckum cpeactBom, pemieHue [P Konrakr IlenTpa obecrneunBaeT Mac-
mTabHbIi nepexo K [P-TexHoorusiM, CoxpaHsisi Tpy 3TOM MOJIHYIO (YHKIIMOHAJIBHOCTh T€X-
HOJIOTMI Ha OCHOBE TpaAuLIMOHHOM TeneoHuu. Cxema nostanHoit Murpaunu K IP Konrakr
LlenTpam nokazaHa Ha puCyHKe 1.

IP KontakT Lientp

Toon WnTtepHer

e - -
OiaOh ®
Odwuc Ha|baze IP YnaneHusiii opuc Odwuc Ha 6ase
T TPaANLMOHHO TenedoHun

PucyHok 1.

4. OyHKIIIOHAABHOCTh KOMIIOHEHTOB
Cisco IP Contact Center

Pewenue IP Kontakrt Llentpa ot Cisco Ha3biBaeTcs IP Contact Center (IPCC). B nanHoi
rjaBe paccMoTpeHbl xapaktepuctuku [IPCC, pazoutbie Ha (yHKIIMOHAIbHBIE OJJ0KU. 3aKa3-
YUK UMEET BO3MOXKHOCTb COCTaBUTh M3 3TUX OJIOKOB TaKyio ¢pyHKIMoHanbHOCTh [PCC, KOTO-
past HauboJiee TOJTHO YIOBAETBOPSIET ero TpeboBaHMs K KonTakt LleHTpy.

4.1. basoBas ¢yHKumoHanbHoCTL IPCC

IMepevyeHb 6a30BBIX (DYHKIIWIA TIPEACTABIICH B BUIE CBOAHOM Tabauikl. [lepeyeHs He STBIISI-
€TCS TIOJTHBIM U MPEACTaBIIsIeT CO00M OImMcaHne Hanboiee YacTo UCIOIb3yeMBIX (DYHKIINIA.



N DyHKIUA Onucanue

1. Automatic Call Distribution
(ABTOMaTHUECKOE pacmpeneieHe BbI30BOB):

1.1.  Login/Logout ITpuxons Ha paboyee MECTO, areHT HaOMpPaEeT MEPCOHATbHBIN
(Peructpanus KO, TIOCJIe Yero cucTemMa mpucBanBaeT pabouyeMy MeCTy CBOICTBa
TIPUCYTCTBUS JTAHHOTO areHTa (MMs areHTa, ero KBaJiupukaiuio, GyHKIun
areHTa Ha TestepOHHOTO anmapara u T. 1.). [1o oOKoHYaHWHM CMEHBI areHT
pabouem HaOMpaeT KoJ, COOOIIAIONINIA CUCTEME, UTO OH ITOKMHYJI pabouee
MecTe) MECTO.

1.2.  Logout with Ecnu areHT yXxoauT ¢ paboThl 10 OKOHYaHUsI paboyero BpeMeH!,
Reason Code BO3MOXHA peanusanus pyHkuuu Logout ¢ MpUUMHON OTCYTCTBUS
(Logout ¢ Ha pabouem MecTe (HampuMmep, 00JieH U T. 1.). DTa nHbopMaLus
TIPUTINHOMN MOXEeT YUUTHIBAThCS TP aHaJM3e paObOThI JaHHOTO areHTa 3a
OTCYTCTBHSI) oIpeeIeHHBII IepUOI BpeMeHH! (IeHb, HEEI0, MECSIT).

1.3.  Agent State B nipouiecce paboThbl areHT MOXET HaXOJUTHCS B CAEAYIOLINAX
(CocTostHUS areHTa)  COCTOSTHUSX:

Available (CBobOOIEH) — areHT 0XUIaeT MOCTYILJICHNS BBI30BA;
Busy (3aHgT) — areHT 00pabaThIBaeT BLI30OB, U CCAYIOIINE
BBI3OBBI K HEMY HE TTOCTYIIAIOT;
Unavailable (OTcyTcTBYeT) — areHT OTCYTCTBYeT Ha paboueM
MecTe (00e/, BEI30B K PYKOBOJCTBY U T. A.). IIpu a3TOM areHT
00513aH HaXXaTh Ha KHOIIKY, COOTBETCTBYIOIIYIO IIPUUMHE €r0
otcytcTBUs. ClienoBaTeabHO, €CTh BO3MOXHOCTb aHATU3UPOBATh
MPUYUHBI U MIPOIOJIKUTEIBHOCTb OTCYTCTBUS areHTa Ha paboyemM
MeCTe B TeUEHUE THSI.
Ipnvmevyanne. Cumyayus, Koeda aceHm NOKUHYA pabouee Mecmo, He HaXcae
CO0MBEMCMBYIOULYI0 KHONKY, ONUCAHA 6 N. 6 0anHOU madauybl.
Wrap-Up (ITocTBhI3BIBHAS paboTa) — M0 OKOHYAHUM pa3roBopa
areHTy JaeTcsl HEKOTOPOe BpeMsl, YTOOBI 3aHECTH Pe3yJIbTaThl
pa3roBopa B 0a3y JaHHBIX, 3aII0JJHUTh HEOOXOAUMBIE (DOPMBI U T. 1.
IIpuyeM ecTb BOBMOXHOCTb BO3BpAIIEHUSI areHTa U3 pexkruma
Wrap-Up B pexxum Available Kak Bpy4HYI0, TaK 1 aBTOMaTUIECKU
(1o Taitmepy, HanpuMep, Yepe3 3 MUHYTHI).

1.4. Agent’s Skill ITpucBoeHue Kaxaomy areHTy cBoicTB (Skills), KoTopsie

(CnoiicTBa areHTa) YUUTBIBAIOTCS MPY HAIIPaBJIEHUM BHI30BOB Ha JAHHOT'O areHTa.
Takum 00pa3oM, BbI30OB, TPEOYIOLIMI TEXHUUECKOM MH(MOPMALINH,
00513aTeJIbHO TTOCTYIUT K areHTy, CIOCOOHOMY OTBeYaTh Ha
TeXHUYECKHE BOMPOCHl. OMMH areHT MOXET 00J1a1aTh HECKOJIbKUMHU
cporictBaMu (SKkills). ITpumep: areHT MoxkeT 00J1agaTh KBaaudu-
karuei (Skill) 11 06pabOTKM BbI30BOB CAENYIOLINX TUIIOB:
CITpaBOYHAas MH(MOPMAIINS, BOITPOCH! TI0 BEICTABIEHHBIM CYETaM,
TeXHUYEeCKUe BOIpock u T. 1. CiemoBatenbHo, B cpene [PCC
00pa3yroTcs TPYIITEI aTeHTOB, OTBEYAIONINX HA TUTIOBBIC BHI3OBBI
(Skill-Groups). IPCC moxeT 00pabaTbiBaTh BHI30BbI, ITOCTY-
nuBIIve B gaHHyto SKill-Group, o onpeneseHHBIM ITpaBUIaM:
yCTaHaBIMBaTh o4yepeab BbI30BOB B Skill-Group, mpourpeiBaTh
Co0011IeHU 17151 BBI30BOB B JaHHYI0 Skill-Group u T. 1.

1.5.  Call Distribution Ecnu B Skill-Group, B KOTOpYIO MpHIiie] BbI30B, €CTh HECKOJIbKO
between agents CBOOOIHBIX aT€HTOB,TO BO3HMKAET BOMIPOC, KAKOMY areHTY €T0
(Pacnipenenenue HanpaBuTh. CylIeCTBYET HECKOIbKO MIPABWII pacipeaeieHUs
BBI30BOB MEXIY BBI30BOB B JaHHOM cuTyauuu. Haubosee yacTo MCIOAb3yeMbIM
areHTaMM) sapsgercs anroputM Longest Available Agent (Hau6osnee

CB00OOgHBIMATEHT). [IpuMep: MOCTYNUI BbI3OB, U €CTh TPU




cBOOOMHBIX areHTa. [lepBbliii U3 HUX 3aKOHYMJI OOCTy>KMBaHUE
MOCJIeIHEro BbI30Ba OAHY MUHYTY Ha3al, BTOPOM — JBE MUHYTHI,
TpeTUii — Tpu MUHYTHL. B nanHOM cityuae Han6onee CBOOOIHBIM
ATEHTOM SIBJISIETCS] TPETHUM, 1 BBI3OB JOCTAHETCS EMY.

1.6.  Call Priority BrI30BY MOXXHO ITpHCBanBaTh ONMPEIEICHHYIO CTETIEHb IPUOPH-
(ITproputeTHOCTH TETHOCTHM I10 OTHOLIEHHIO K IpYyruM Bbi3oBaM. Hampumep, BbI30
BBI3OBOB) BBI, TocTynuBIIKe OT VIP-3aKa3unMKoB, TOJKHBI 00CIYKMBAThCS

ObICTpee, YeM BbI30BBI OT OOBIYHBIX 3aKa34YMKOB. BO3M0OXHOCTD
peann3alny aJJrTOPUTMOB, TIe BBI30BBI BHICOKOTO ITPUOPUTETA
00CTY>KMBAIOTCSI «BHE O4YepeIn», IIONaAaloT Ha 00CIy:KBaHUE K
CcaMBIM KBaJIM(PUIIMPOBAHHBIM areHTaM U T. 1. KonmdyecTBo
creneneit nmpuoputetHocTy B IPCC cocrapsier 5.

2. Information in Queue BbI30BHI, HaXoAIIMECS B OYepenr U OXKUIAIOIINE OOCTYKUBaHMS,
and Music-on-Hold  mpocayimBaloT My3bIKy, peKjiaMHble 00bsBIeHUS, UHDOpMa-
(Mudopmanus B LIMOHHBIE COO0IIeH s U T. 1. [IpnyeM B 3aBUCMMOCTHU OT psiaa
ouepeny U My3blka-  yCJIOBUI (TUIT BbI30Ba, COCTOSIHUE OYePeIn U T. 1.) eCTh
Ha-yaepXaHUM) BO3MOXHOCTB ITPOCITYIIUBATH MY3BIKY M3 Pa3HBIX HCTOYHUKOB

WK pa3InuHble OObSIBICHUS.

3. Auto-Answer JaHHas GyHKIIMS 1aeT BO3MOXHOCTD OIlepaTopy HauaTh

(ABTOOTBET) 00paboTKy BbI30Ba, He MogHUMAas TeJaeOHHOI TpyOKU U He
HaxXMMasi KHOIIOK Ha Tesie(poHe,/KoMITbioTepe. BBI30B,
ITOCTYIUBIIHIA K aT¢HTY, Cpa3y IMPOKII0YAeTCs B €T0 TAPHUTYPY
ocJie KOPOTKOTO MpeAyNpeaUuTeIbHOTO CUTHAA.

4. Supervisor Assist Call B npoirecce 06paboTKM BEI30Ba areHTY MOXKET ITOTPEOOBATHCS
(3ampoc areHTOM ITOMOIIIb TS PEIIeHUST HEKOTOPBIX BOIIPOCOB, KOTOPHIE TaHHBIM
TTOMOIIIN) areHT He MOXET WM He YIIOJTHOMOYEH petath. [TyreM HaxaTus

KHOIIKM areHT 3aIlpalliiBaeT IIOMOIIb CO CTOPOHBI HaYaJbHUKA
IpymIibl (CynepBU30pa), MojaydyaeT KOHCYIbTAllI0, TTOCe Yero
BO3BpallaeTcs K 00paboTKe BHI30BA.

5. Supervisor Controlling an Agent
(KoHTpoJib paboTHI areHTa CYIIepBHU30POM)

5.1.  Supervisor Changes B psze ciyyaeB HaYaIbHUK TPYIIILI aTEHTOB (CYIIEpBU30D)
Agent State MOXET IIeJIEHANPaBIEHHO MEHITh COCTOSTHUE areHTa CO CBOETO
(M3meneHue pabouero mecta. Hampumep, 3T0 MOXeT OBITh BEI3BAHO TEM, YTO
COCTOSTHUS areHT 3aJepKaJIiCsT B COCTOSTHUY TTOCTBBI3BIBHOI PabOTHI CBEPX
areHra MOJIOXXEHHOTO BpeMeHu. Toraa cynepBru3op MepeBoauUT ero
CyNepBU30POM) u3 pexxuma Wrap-Up B pexkuM Available.

5.2.  Supervisor Silent CynepBu30p UMeeT BO3MOXKHOCTD ITPOCTYIINBATL PA3TOBOPHI
Monitor areHTOB C 3aKa3unKaMi. JlanHass PyHKIIUS MOXKET TTPUMEHSIThCS
(ITpocaymvBaHue JUISI KOHTPOJISI KauecTBa 00CTykruBaHuUsI (0COOEHHO T10
pasrosopa OTHOIIEHMIO K HEOTILITHBIM areHTaM). JlaHHast (yHKIIVS TaKKe
CyNepBU30POM) MMOBHITIACT TUCIUTUIMHUPOBAHHOCTL pabOTHI aT€HTOB, KOTOPHIE

3HAIOT, YTO UX PA3rOBOP MOXKET ObITh MPOCTYIIAH PYKOBOICTBOM.

5.3.  Supervisor Barge-In  CynepBr3op uMeeT BO3MOXHOCTb BTOPTHYThCSI B pa3roBOp areHTa
(Brop:xeHue € 3aKa34YMKOM, €CJIM B IIPOIIecce MPOCIyIIMBaHUsI OH IOHMMAET,
cynepBu3opa YTO areHT BeJIeT Pa3roBOp HeMpPaBUIbHO, COBEPILIAET OIIMOKY U
B Pa3roBop) T. 1.

5.4.  Supervisor Intercept B HeKOTOPbBIX CIydasix CylepBU30p MOXET PEIIUTh, YTO OH

(ITepexsat
CYTIEPBU30POM
pasroBopa areHra)

JOJIKEH UCKITIOUUTDL ar¢HTa 13 pasroBopa 1 IOoJIHOCTBIO IIEPECBECTU
OGCJTy}KI/IBaHI/IC JTAHHOTO BbI30Ba Ha ce0sl.




Re-route On Ring
No Answer
(ITepeanpecarys B
cJIyyae HeoTBeTa
areHTa)

B ciyyae, eciiu areHT MoKMHYJ pabouee MECTO U He TIEpPeBeT ero
B OJTHO U3 HEpabouMX COCTOSIHUIA, CCTeMa NepeBeeT Ha ero
MECTO BBI3OB, KOTOPbIii HeKOMY OyaeT o0pabdoTaTh. IPCC B TakoM
cJlydae BBITMOJIHSET CIEAYIOIINI alrTOPUTM: ITEPEeBOIUT paboyee
MeCTO JaHHOTro areHTa B cocrosinue Unavailable (4ToObl Ha
JAHHOE MECTO He ITOCTYyNaJIu CAEAYIOIIMEe BbI30BbI), COOOIIAET O
JAHHOM IIPOMCIIECTBUU CyIePBU30PY (T. K. JaHHOE COOBITHE
SIBJISIETCSl HApyIIeHNEM TUCIUTUTMHBI CO CTOPOHEI areHTa),
MepeBOAUT HEOOCTY>)KEHHbI BbI30OB B 0Uepeb Ha 00CTyKMBaHKE
¢ 0oJiee BBICOKUM ITPUOPUTETOM (UTOOBI BHI3OB HE CTOSLI B
ouepenu euie pas).

7. Visible Queuing Bbi30B, nocTynuBLLIMiA B 04epenb, MoJyyaeT MHHOOPMAIIUIO O CBOEM
(Mudopmanus TMOPSIIKOBOM HOMEPE B OUEPENIN, & TAKXKE O MIPOTHOZUPYEMOM
0 COCTOSTHUM BpeMEHM OXHMIAHUS 00CTy>knBaHMsI. COTJIAaCHO MCCIICIOBAHMSIM,
odepenn) a0OHEHTBI, MTOTYYMBIIHE TTOT00HYI0 MHPOPMALINIO, OXKUAAIOT

obcayxuBaHus B 1,5—2 pasa nosbire. CoOOTBETCTBEHHO
TTOHVXAETCST TIPOLIEHT HeOOCTy>KeHHEIX BBI30BOB (He
JIOXXIABIIMXCST OTBETA a0OHEHTOB), UTO SIBJISIETCS KPUTUUECKUM
napaMeTpoM it paboThl Kaxxaoro Konrakr LleHTpa.

8. Simulated Busies CucremMa MOXET BOCIIPOM3BECTH CUTHAJT «3aHSATO» B TOM ClIydae,
(Bocripom3BenmeHne  €CIIM IJIMHA OYepeIr TTPeBBICHIIA 3apaHee YCTaHOBICHHYIO
CHTHAaJIa «3aHSATO») ITOPOTOBYIO BeTMIMHY. B 3TOM ciTydae HEKOTOpbIe KOMITAHUH

MPEANOYUTAIOT AaTh BBI30BY CUTHAJ «3aHSITO» BMECTO TOTO,
YTOOBI COOONIATh, YTO €MY XKIaTh OOCTY>KUBaHUSI, HAIIPUMED,
50 MUHYT.

9. Routing
(MapupyTtusanuusi BbI30Ba)

9.1. Conditional Routing  YcioBusMu MaplipyTu3aludu BbI30Ba MOTYT CIYXKUTh: TEKYIIEe
(Mapmpytuzamnus BpeMs THS, IeHb Helle/IN, [UTHA OYepev, HOMep BHI3BIBAIOIIETO
BBI30BA C YUYETOM aboHeHTa, HAOpaHHBINM AO0HEHTOM HOMEp, BBeICHHbBIC AD0OHCHTOM
YCITOBUIA) mdpHI, T00as MHGOPMALIVT U3 KOPITOPATUBHON 6a3bl JaHHBIX.

W3 BhllIeyKa3aHHbBIX YCJIOBUI BUIHO, YTO MOXHO 331aBaTh
rMOKYEe aJITOPUTMbI MapIIPyTU3AllM1, KOTOPblE MPUHUMAIOT BO
BHUMaHMe Kak Tekyliee coctosinue IPCC, tak 1 uHdopmanuio,
COIPOBOXKIAIONIYIO TOCTYNUBLINI BbI30B (AOH, HaOpaHHBI
HOMeEp M T. 1.). DTO JaeT BO3MOXKHOCTh 3aaBaTh «MHIVBUIYaTb-
HBII» TTOAX0A K 00CIYXKMBAaHUIO Kaxa0ro aboHeHTa. [IpaBuibHO
3aJaHHbIC TTPaBUIa MAPIIPYTU3AIIUY TTO3BOJISIOT CHIIEHO
COKPATHUTB MPOIIECC OOCITYy:KMBAHMS BEI30BA, SKOHOMS BpeMs
BBI3BIBaloIIeTro aboHeHTa u pecypcsl IPCC.

9.2. Call Re-routing Based B pamkax [PCC B0O3MOXHO yCTaHOBUTD IIPaBMUJIa

On Wait-Time and
other conditions
(ITepenamnpaBneHne
BBI30BA B
3aBUCUMOCTH OT
BpEMEHN OXMIAHUS
U APYTUX YCJIOBUIA)

repeMapIIpyTu3anuu. JJaHHbIM TepMIH O3HAYAET, YTO IIPU
HACTYIUICHUM OTpeieIeHHBIX YCIOBHUI TIpaBmiIa 00paboTKM
BBI30BA OYIYT OTIMYIATRCS OT TeX, KOTOPHIE OBIIN 3aTaHBI
n3HavanbHO. [IpuMep: TSI MpHIIeAIIero BEI30Ba ObUTH
MpoaHaJIM3UPOBAHBI YCJIOBUS, yKazaHHbIe B 11. 9.1. 1o
pe3ybTaTaM aHaJIM3a JAaHHBIA BEI30B B UTOTE JTOJDKEH MTOCTYITUTh
Ha 00padotky B Skill-Group 1. OmHaKo IIporHo3upyemMoe BpeMs
oxuaaHus B ouepenu B Skill-Group 1 coctasisiet 6oJiee 5 MUHYT.
Torga IPCC npuHuMaeT pellieHue U3MEHUTD ITpaBujia 00paboTKu
BBI30Ba U TTIOMECTUTH €T0 B ouepenb B Skill-Group 3, rae Bpems
OXMIAHMS COCTaBIseT 1 MUHYTY.
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9.3. Load Balancing JaHHas hyHKLMS TTO3BOJISIET COATaHCUPOBATh HATPY3KY MEXITY
(BbripaBHMBaHUE rpynmnamu areHToB (Skill-Groups). Takum 00pa3om gocTuraercst
Harpy3Ku) paBHOMepHasl 3arpy3ka Bcex areHtos [PCC.

9.4. Look Ahead Queuing IPCC crnocobeH aHaIu3MpOBaTh COCTOSIHUE OYepen Mepe TeM,
(ITocTanoBKa BEI30Ba KaK T00aBUTH B Hee BLI30B. HarrpuMep, puIIe It BEI30B
B ouepellb C MpeaBa-  JOJIKEH ObITh MmocTaBiieH B ouepenb B Skill-Group 1. OnHako
PUTEJIBHBIM ouepenb B Skill-Group 1 mepennoniena. Torna IPCC anammu3upyer
aHaJIN30M) cocrosiHue ouepeneit B apyrue Skill-Groups. Eciau HaxoguTcst
ouepeb, KOTopasl B JaHHbII MOMEHT He TIepeIoJIHEHa, TO BbI30B
repeHarnpaBsieTcs B 3Ty ouepe/b.

9.5. Look Back Queuing  ‘Basercs joruueckum npogoskeHueM 1. 9.4. JlanHas pyHKIus

(ITocTaHoBKa BbI30Ba JIy4llle BCErO MOSICHSIETCS HA MPUMEPE: BbI30B, MPUILIEAIINIA B

B ouepelb ¢ mociaeny- odepenb B Skill-Group 1, monan Ha obciyxuBanue B Skill-Group 3,

IOIIUM aHAJIU30M) T. K. Skill-Group 1 nepemnosiHeHa (Tak oTpaboTana QyHKILIUS
Look Ahead Queuing u3 11. 9.4.) [lanee B neficTBUE BCTyHaeT
dyukuus Look Back Queuing, koTopast mpoaoJKaeT OTC/IeKUBaTh
ouepenb B Skill-Group 1. Eciu nepernojHeHe CHUMAETCSI U
Skill-Group 1 mpuxoauT B HOpMaJIbHOE COCTOSIHUE, TO BbI3OB
MOXKeT OBITh B3IT U3 ouepenu B Skill-Group 3 1 HampaBJieH B
Skill-Group 1, rae n gomKeH ObUT 00pabaThIBaThCS N3HAYAIBHO.

10. Scripting B IPCC umeeTcst MHCTpyMEHTapuid 1u1s pa3paboTKY U BHENPEHMS
(Cozpanue clieHapueB 00pabOTKU BhI30BOB. JlaHHbBII MHCTpYMEHTapUii
clieHapueB MpeACcTaBisieT coOol rpaduuecKrii peaakTop, Tae clieHapyumn
00paboTKu COCTABJISIOTCS U3 MIPEIOCTABIISIEMbIX 3aKa3YUKY OJIOKOB
BEI30BOB) (mepeBecTH BbI30OB, TPOUTPATH TOJIOCOBOE COOOIICHUE, 3aIPOCUTh

nH(OopMaInIio B 0a3e JaHHBIX U T. 11.). Bo3MOXHO TecTUpoBaHMe
COCTaBJICHHBIX CLIEHapMeB Tiepell X BHeapeHueM B padborty IPCC.
Kpome Toro, Bo3MokeH MpoCcMOTp pabOoThI CLIEHAPUSI,
BHEAPEHHOTO B pabOTy, B pexXuMe peaibHOro BpeMeHHU. [Iprumep
CTpaHMILBI rpaduecKoro peaakTopa NpuBeAeH Ha PUCYHKeE 2.

PucyHok 2

4.2. Cuctema MoHUTOpPUHra u ot4eTHocTH IPCC

st IpWHSATHS TaKUX CTPaTerMIeCKUX PeIIeHMi, KaK KaapoBas IMOJTUTHKa, 00paboTKa ITOCTyTIa-
IOIINX BBI30BOB U BIIOXEHUS B pa3BUTHE TEXHOJOTMYECKON 0a3bl, pyKOBOIUTEIH HOJKHBI MMETh
TOYHYIO U peTy/sipHyto nHpopmMaluio o padore Konrakt [lenrpa. IPCC obecnieunBaet Habop (op-
MaJIM30BaHHEIX W YIIOPSIIOYEHHBIX BO BpEeMEHM HAHHBIX, KOTOPBIE HEOOXOMWMBI ISl XXU3HEHHO
BaXKHOI CTaTUCTHYECKOM oTdyeTHOCTH KoHTakT LleHTpa.



Otkphitas apxutekrypa IPCC mo3Boisger 00beIMHUTE TOYHEBIC W PETYISIPHEBIE CBEACHUS O
pabote KoHtakT lleHTpa, KOTOpbIe MOCTYMAIOT U3 Pa3IMYHBIX UCTOYHUKOB: U3 MHTepHeTa,
U3 JokajabHoM cetr, oT ACD, oT cucrteM MHTepakTUBHBIX aBTOOTBeTYMKOB (IVR), oT Web-
cepBepoB, 0a3 JaHHBIX U T. . Takoe eauHoe pelleHUe (hPaKTUUECKU YCTpaHSIET HeOOXOIU-
MOCTb COCTaBJICHUSI OTYETOB BPYUHYIO UJIU CIIELIMATILHOIO MPOrpaMMUPOBAHUSI, TPAAULIMOH-
HO CBSI3aHHOTO C 0TY4eTHOCThI0 KoHTakT IleHTpa.

Ilpeumywecmea u 603moxcnocmu npodykma

IIporpammuoe npuioxenue IPCC npeniaraeT nojb30BaTeiio eAMHbBIA CTPYKTYPUPOBaH-
HBI ¥ MOJTHOMAacIITaOHbIA 0030p pecypcoB KonTtakr LleHTpa B 11es1oM. CrcTema HaKarivMBa-
€T JaHHbIE O KaXKIOM 3aKa3uMKe M ero MOAKIIOUEHUM B XOlIe KaxKI0i CECCUU CBA3M, TTOTyJast
nHbopMmalno u3 MHTepHeTa Wiv U3 repeaaroliei CeTH, OT MHTEPAKTUBHBIX aBTOOTBETYMKOB
(IVR), ot ACD u oT apyrux npWIOXeHUIA.

PesynbraToM siBisieTCSl TOYHAsI CBOAKa pabOThl HECKOJIbKMX WJIM BCEX MoIpasiefeHUit
KOMIIaHMU, IIPUYEM 3Ty CBOIKY MOXHO BOCIIPOM3BECTH B PeXHMME peabHOro BpeMeHu. Ha
OCHOBaHUM TakKol cBoAKu cyrepBu3op KonrakT LleHTpa moiaydaeT BO3MOXHOCTD 0ojiee 3¢h-
(beKTUBHO pacrpeaeJuTb UMEIOLIUECS PECYPChl U ONTUMU3UPOBATh 3aTPATHI.

Ob6pasubt omuemos

OT4eT MOXET OBITh ITPEACTABICH HECKOJIBKUMU CITIOCO0aMU B paMKax Jito0O0ro 1adjioHa: B
BUJIE KAPTOUYKU, TTAHEJU, TMHEHHOTO rpaduka, Tabauiibl UKW KOOPAUHATHOM ceTKU. [Tonb30o-
BaTeJIb MOXET HacTpanuBaTh KOMIIOHEHTHI M ITapaMeTPhI OTYETA, a TAKXKe BEIOpATh IJIST KaxK/I0-
ro otyeta 10 pa3iMuHbBIX 111a0JOHOB.

o ——— 7 IPCC MoXeT ImpeaocTaBUTh CBEICHUS 11O He-
= KOTOPBIM KPUTEPUSIM MJIU OTIACIBHBIM CIyXK0aM, a
TaKXe CIeIaTh OTYET 110 IPYIIIe B MacliTabax Bce-
ro Kontakr Ientpa. OTueTr MOXeT OTOOpaXaTb
i I 3aJaHHble TTOPOTOBLIE 3HAYEHMS, a TAKXKE NPEJ-
CTaBJIATh TEKYIIYI0 MM XPOHOJOTUYECKYIO WH-

i : dopmaimio.

. — Kaxnplii 111a6J10H 0TYETa MOXKET OBITh ACTATU3U-

o i o POBAH [0 HYKHOII CTETIEHH U COXPaHEH KaK 0COObIIt

otueT. Hampumep, mpu mpocMoTpe IoKa3zaTeseit

PucyHok 3 pabotel Bcero KontakT LleHTpa B 1IeJIOM OTYET

MOXHO aetanusupoBath (Queue Delay Status) v nmpoBepUTb MoOKa3aTeIu KaxA0ro mojapasiese-
HMS, M3 KOTOPHIX COCTOAT MoKa3aTenn Beero Konrtakr LlenTpa.

Texywue u xponoaocuueckue oannvle

IPCC peructpupyeT COOBITHS ¥ COOOIIAET O HUX ITO0 MEPE NX BOZHMKHOBEHMS (B peaIbHOM
BpEMEHU), a TaKKe uepe3 omnpelie/IeHHbIe TIEPUOIbl BpeMeHU (PETPOCTIIEKTUBHO), UTO MTO3BO-
nsgeT ynpaBigTh KoHntakrt LleHTpoM co3HaTebHO, a HE MHTYUTUBHO. JlaHHBIE peajlbHOTO Bpe-
MEHHU TPeIOCTaB/ISIIOT TeKYIIyo MH(pOpMaLKIO O TpyMIiax, CepBrcax, ornepaTopax, Mapupy-
Tax, CLIEHAPUsIX U MOCTOSSHHO OOHOBJISIIOTCS. XPOHOJIOTMYECKUE TaHHbIE HAKAILJIMBAIOTCS B
TeYeHHE BPEeMEHHbIX MHTEPBAIOB, BEIMUMHA KOTOPBIX 33aeTCsl TTOJIh30BaTEICM.

Tubrkocmo omuemnocmu

IPCC conepxut 6oibiie 100 madiaoHoB oT4eTOB. C MOMOIIBIO MPEIaraeMoro peaakropa
(KIMEHTCKUI MHCTPYMEHT AO0CTyna K 0asze JaHHbIX Ha ocHoBe Powersoft Infomaker) moxHo
€O371aTh OCOOBIN OTYET, OTBEUAIONINI MHINBUAYATLHEIM OM3Hec-3agadyaM. Bece oT4eTh MoX-
HO JE€TaJIU3UPOBATh 1O HAUMEHBIINX COCTABJISIOIINX KOMITOHEHTOB. [1Ifoc K 3TOMY TaHHEIE
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n3 oryeta KoHTakT HCHTpa MO2KHO 3KCITIOPTUPOBATH B pa3/IMYHbLIC (I)OpMaTI)I " IIPOOOJIKUTb
pa60Ty C JaHHBbIMM B MHBIX ITPUJIOKCHUAX.

A Y AYHUWECHUE NPOCHO3IUPOBGAHUA

IPCC moxet naTh u ele 0oJblnit 3¢ @eKT, ecnu OyaeT peryaspHo MojydaTh JaHHbIE U3
BHEIITHE# CUCTEMBI YITpaBICHUST pabOYNMHU peCcypcaMy M UCITOIb30BaTh MX KaK JIJIST OTTMCAHUS
MapIIpyTU3alliy BHI30BOB, TaK M U OTYETHOCTH XPOHOJIOTMUECKOM 1 PeaTbHOTO BPEMEHH.
BximioueHre B eAMHBINM OTYET MPOTHO3a MO3BOJISIET CPABHUTD ACUCTBUTEILHOE M OXMIACMOE
KOJIMYECTBO BHI30BOB, a TAKXKE OLICHUTh pabOTYy ITEPCOHAIa M TAKMM 00pa30oM ITOBBICUTh TOY-
HOCTh IPOTHO30B. Kpome Toro, 3To mo3BoJisieT 6ojiee pallMoHaIbHO OPraHu30BaTh paboTy U
MOBBIIIAET ITpou3BoauTeNbHOCTh KoHTakT LleHTpa.

Omuembst no onepamopam

IPCC aBromMaTnyecku cobupaeT TEKYIIYyI0 U XPOHOJOTMYeCKylo MHMOPMALIUIO O KaXI0M
orneparope, OTMEHSISI TEM CaMbIM HEOOXOIUMOCTb COOMPATh 3TU CBEJACHUS C KaXKI0ro paboye-
ro MecTa I10 OTAEJIBHOCTU. DTa BOBMOXHOCTb, 4 TAKXKE BO3MOKHOCTb COCTABJISITh OTUET JJIsT
KaxXJ0ro orepaTopa I10 0CoO00MY 11a0JI0HY MOBbIIIAET THOKOCTh OTYETHOCTU U AAET IOJHYIO
KapTUHY paboTHl omeparopa. A B COBOKYITHOCTU CO CTAaHAAPTHBIMU CPEICTBAMU OTUETHOCTH
IPCC npennaraet noJjib3oBaTelto MOJHYIO U (POpMaIM30BaHHYI0 KapTUHY PabOThI BCEX pecyp-
COB U MIPUJIOXKEHU BMECTE U KaXKI0TO B OTAEIbHOCTH.

Haobarwoaemocms uepez Web

IPCC paspeiraeT mpocMOTp OTYETOB U HAOII0JeHIE MapIIPYyTU3aLMY CLIEHApUEB C IIOMO-
mbto Microsoft Internet Explorer unu Netscape Navigator. Mcriosib3ys ctaHIapTHbIE BO3MOX-
HocTU 3TuX 6pay3epoB, IPCC npensiaraer MoHsATHbBIM U MpocToit nHTepdeiic. IToab3oBaTesb
MOXET ITPOCMaTPUBATh XPOHOJIOTMYECKME OTUETHI M OTYETHI PealbHOTO BPEMEHU MOCTOSIHHO
WK TI0 Mepe HEOOXOAUMOCTH, a TAKXKe MOXET OTCJIEAUTD TEKYIIYI0 MapIlIpyTU3al1IO BbI30-
BOB U OLIEHUTD €€ 3(P(HEeKTUBHOCTb B TEKYIIUX YCIOBUSIX pabOThl. BO3MOXHOCTH MpoCcMOTpa
yepe3 Web obecrieurBaeT OTBETCTBEHHBIM JiMIaM (pykoBoauTeasiM Konrtakr Llentpa, cymnep-
BU30PaM U MPOY.) MPOCTOTY KOHTPOJISI AKTUBHOCTH OTAEJIbHbBIX 2JIEMEHTOB UJIYM KOMIIAHUM B
1IEJIOM.

Bo3moscnocmu cynepeuszopa

B03MOXHOCTb KOHTPOJISI B peXXKMME PeabHOI0 BPEeMEHM MO3BOJISIET CYyNEepBU30pY IMpe-
MPUHUMATh HEMeUIEHHbIe ACHCTBUS B Cllydae BO3SHUKHOBEHMS CUTYallUid, KOTOPbIE BBIXOAST
3a paMKku ctaHaapTHoit paboTel KoHrtakT LleHTpa. KoMnaHus 3amaeT cTaHaapTHbIE IIpaBuia
padothl 11 Kaxnoii yactu Konrakr LlenTpa. Hampumep, 11 areHTa mokasareJisiMu KayecT-
Ba ero paboThl MOTYT SIBJISTHCS: KOJIMUECTBO OOCITY:KEHHBIX BHI30BOB, CpEIHEe BpeMsl 00CITy-
JKMBaHMSI BBI3OBA, BpeMsl, MPOBeIeHHOe areHToM B HepabouyeM coctosHuu (Unavailable),
u T. a. JIng Bcero Kontakr IleHTpa (Wiu 1151 TpyMIibl ar€HTOB) TAKMMU MOKa3aTeIssMU MOTYT
ObITh: JJIMHA OYEPENM BbI3ZOBOB, MPOLIEHT OOCIYXXEHHbBIX BHI30OBOB OT OOILIEro yucjia mocTy-
MUBILKX BbI30OBOB, CPENHEE BPEMSI OKMIaHUsI 0OCITYy>KMBaHUSI BBI30BOM U T. 1. [TprueM moka-
3aTeJIM MOTYT ObITh COCTABHBIMU (HATPUMED, KOMITAHUSI MOXET 3aaTh AJIs1 ce0sI CIIeTyIOLIniA
kputepuii: KonrakT LleHTp momkeH o6CIykuTh He MeHee 90% MOCTYIHMBIINX BHI30BOB B Te-
yeHue 1 MUHYTHI).

Ecnu xakue-n1m60 13 BEIIEYKa3aHHBIX KPUTEPUEB HE BHIIEPKUBAIOTCS (T. €. IPEBHIILIAIOT
YCTAaHOBJICHHBIE ITOPOTOBBIE BEJIMYMHBI), CUCTEMA OTYETHOCTU CUTHAJIM3UPYET 00 3TOM Cy-
nepsu3opy. CyrepBu30p MpearnpruHUMacT ACHCTBUS, HallpaBJIeHHbIE Ha UCIIPABJICHUE CUTya-
mun. Harmpumep: ecay crangapTHOE BpeMsT 00CTy>KMBaHMs BBI30Ba areHTOM He TOJIKHO TIpe-
BBIIIATh 5 MUHYT, a areHT 3aHST 00CTyXKMBaHWEM BBI30Ba YK€ 7 MUHYT, TO MH(POpMaLus 00
5TOM BBICBETUTCSI KpPacHBIM 1LIBETOM Ha 3KpaHe KOMIbIoTepa cynepBusopa. CynepBU30p B
CBOIO 0Yepelb MOXKET MOCMOTPETh Ha TUI BbI30Ba, TPOCIYILIATh PA3rOBOP areHTa, Mpyu Heoo-



XOIMMOCTH BTOPTHYTLCSI B pa3roBOp M YCKOPHUTH OOCHyXuBaHMe. [ pyroit mpumep: MaKCH-
ManbHas mmmHa odepeau B SKill-Group, ycraHOBJIEHHAsT 3aKa3uMKOM, cocTaBisieT 20 BBI30-
BOB. Ecii B KOHKpETHBII MOMEHT BpEMEHU B OUepeb BCTa 21 BBI30B, TO CYIIEPBU30D BUIUT
y ce0s1 3TO 3HAUYeHME, BhIICIEHHOS KPaCHBIM LIBeTOM. COOTBETCTBEHHO CYIIEPBU30P MOXET
J00aBuTh B gaHHyto Skill-Group IOMOJHUTEIBHBIX ONEPATOPOB (WISl YMEHbIICHUS AJUHBI
ouepear) WIM BPEMEHHO IIepEHAIIPABUTh ITOTOK BBHI30BOB B IPYIYIO (MEHEE 3arpy:KeHHYIO)
Skill-Group.

4.3. KomnbloTepHo-TenedoHHasa UHTerpaums

HMHurerpupoBanHas kommbioTepHasi Tenedonus (Computer Telephony Integration — CTI)
MoApasyMeBaeT MHTETpalliio KOMIIBIOTEPHOI CUCTEMBI CO CpeaCTBaAMU TeJe(OHHOMN CBSI3U C
1LieJIblo pacimpeHus BoaMoxHocTeld KoHrakr LleHTpa. B mocinegHue HECKOIBKO JIET TEPMU-
HOM «KoMmIibioTepHas tenedonus» (CTI) craau o6o3HaUYaTh MapIIPYTU3ALMIO BEI30BOB, NH-
TErpalnio pa3HOTUITHBIX KOMMYHUKAIINI (TaKMX KaK TojI0COBBIE KaHaIBI, Web M 3JIeKTpOH-
Has II0YTa), MHTETpalyi0 ¢ MHTepaKTUBHHIMM aBTomH(popMaTopamu (Interactive Voice
Response — IVR), a Takeke TpaauilMOHHbIE TPOTpaMMHbIE TeJe(OHbI 1 BCILIbIBAIOLIKE O/~
CKa3KHU.

Baxnocts BHeapeHus CTI-pelieHuii o0ycaoBaeHa TeM, YTO KaxKaasi KOMIIaHUsI CTapaeT-
Cs BHEAPUTh MHIUBUAYATbHYIO (hOpMy OOIIeHUS ¢ 3aKazunkKaMu. OmMHAKO WHIWBUIYATbHOE
00CIyXrBaHME He TaK IIPOCTO OPraHM30BaTh, 0OCOOCHHO ITPU OOJIBIIOM KOJIUYECTBE 3aKa34n-
KOB, KOTOpbIe pa3dpocaHbl reorpacdudecku 1 cBsi3biBaoTcs ¢ KoHTakT LIeHTpoM He TOJbKO
1o TeysedoHy, HO U 10 (hakcy, MO JEKTPOHHOI MmouTe U yepe3 MHTepHeT. BoT nmouemy Beny-
1IMe KOMIIAHUU B CaMBIX Pa3JIMYHBIX OTPAC/sIX BHEAPSIOT y cebsl KOMIbIOTEpHYIO Tesedo-
HUI0, 6J1aroaapsi KOTOPOI 3aKa34MKK MOTYT 00OpallaThCs K HUM JIOOBIM yI0OHBIM CITIOCOOOM.
CyTbIO TEXHOJIOTUU SIBJISIIOTCSI TPUEM U3 PA3IMUYHBIX CETel M HAKOIIJIEHUE TMYHO nHbopMa-
1IMM 3aKa3yuKa; OCMbICJICHHAs Mepeaapecaliisi €ro BbI30Ba Ha TOT UM MHOM pecypc (omepa-
TOpY, aBTOMH(MOPMATOPY U T. [.), MEPEChLIKA ONepaTopy BMECTE C BHI30BOM COIPOBOXKIAIO-
et nHpopmMalu o 3akazuuke. Takas moaenb Konrtakr LleHTpa 1mo3BojisieT opraHnu3oBaTh
WHIMBUAYAIbHOE 00CTYKMBaHME I KAXKIOTO 3aKa3uMKa.

Iloevimenue kxauecmea oocayxcusanus c ucnoavzoeanuem CTI

Ilepeadpecauus 6v130606. I101MCK BO3MOXKXHOCTE! yIydllleHUS] OOCTYKMBaHUSI 3aKa3uMKOB
BeJIeTCS TTOCTOSIHHO, TIPY 3TOM OJHUM U3 «y3KMX MecT» KoHTakT LleHTpa ABIsIeTCS OCMBIC-
JIEHHas ¥ TOYHas repeaapecalys BBI30BOB MEXIY orepaTopaMu. Bo MHOTMX citydyasx omepa-
TOPCKHWE TPYIIIBI WIK OTIENbHBIE ONepaToOphl pabOTaIOT, He 3HAs BOBMOXKHOCTEH COCETHUX
rpyni 1 cBoux koiier. Ipunoxenuss CTI oObennHSIOT BUieHue Bcex pecypcoB KoHTakT
IlenTpa n obecrieynBalOT mepeagpecalio BEI30BOB HanboJjIee IMOAXOAAIIEMY UM PECYpPCy C
nepBoro pasa. Takasi opraHu3zalusi paboThl TO3BOJISIET U30€KaTh HEMOBOJbCTBA 3aKa3UMKOB 1
JIOTTOJTHUTEIbHBIX PACXO/IOB Ha Mepeaapecaluio.

Ilosmoput. Cuctema CTI ycTpaHsieT HEOOXOAMMOCTb MHOTOKPATHO BBISICHATD Y 3aKa3urKa
HEKOTOpbIE O0IIMEe CBEIEHUS U CYTh BOIIpoca barogaps TOMY, UTO 3TU CBEACHUS HAKaTlJIMBa-
I0TCSI U BCSIKMI pa3 TepechlialoTcsl BMecTe ¢ Bbi3oBoM. Hampumep, mo3BoHuB B KoHTakT
LeHTp 1 moyyyrB MpuUmiallieHue oT aBTouHpopmaTopa uiu o Web, 3aKkazumk BBOIUT HOMEDP
CBOETO cueTa JIMIlb OJWH pa3. EMy He MpuaeTcsi BBOAUTbL HOMEP MOBTOPHO, MOCKOJbKY TP
JaJbHeMIINX Mepeaapecalysix ero BbI3oBa (ec/iv Takue moTpedyloTcsl) HoMep OyaeT mepena-
BaThcsl BMecTe ¢ BbizoBoM. biaromapst CTI-perieHusiM Bo Bcex BUJax KOMMYHUKAILU — B ce-
Tx, Ha ACD, Ha IVR, Ha Web-cepBepax n pabounx mecrax onepatopoB — cucrema CTI mo-
JlyyaeT, o0pabaThIBaeT U MepechLIacT CBeJSHUS O 3aKa3UMKe BMECTE C €TI0 BEI30BOM.

Dxonomuunocme. [IByMs KpyITHEHIITMMHA cTaThsIMM pacxonoB KoHrakT LleHTpa sSBISTIOTCS
3aTpaThl Ha TIEPCOHAJ M Ha TeJIEKOMMYHHMKALIMOHHEIE YCayTh. COIMpOBOXAAIOIIAs BHI30B MH-
(opManms 0 3aKa3unKe CHUMAET HeOOXOAMMOCTh ITOBTOPHBIX BOIIPOCOB, G1arogaps 4emy cy-
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IICCTBCHHO COKpamacTCsAa BpEMA 0011IeHUS ¢ 3aKa3uMKaMU. DTO MOXET M0Ka3aTbCsl HE 0CO-
OEHHO BaXXHBIM, €CJIM PAaCCMATPUBATh OTAEAbHBINA BBI30B, HO IIPU ThICA4aX BHI30BOB CYMMap-
Had 3KOHOMUA BPEMCHU CTAHOBUTCA BECbMa CYHICCTBGHHOﬁ.

PaccMoTpuM KOHKpeTHbIe TPUJIOXKEHUsI, peai30BaHHble Ha 0a3e KOMITbIOTePHO-TeNe-
(boHHOI1 MHTErpaLIUN.

Mapwpymu3zauus 6v13068086 6 3asuUcuMocmu om uHgopmayuu,
NoAY4eHHOIl U3 KOpnOpamueHoll KAueHmcKoil 6a3vl OAHHbIX

ITpu o6padotke BrI3oBOB IPCC crniocobeH 3ampainvBarh UH(POpMALIO U3 KOPIIOPATUB-
HOIi 0a3bl JAHHBIX U MCIIOIb30BaTh MOJIYYEHHYI0 MHMOPMAIIUIO TIPY TIPUHATUM PEIIeHUS O
JajibHelIIelr o0paboTKe BbhI30Ba. MOXHO MPUBECTU HECKOJBKO IMPUMEPOB MCIIOJIb30BaHUSI
nogo6HON QYHKIMOHATBHOCTHU:

 npu noctyrieHuu BeizoBa B IPCC HoMep BhI3bIBaOIIEro abOHEHTa cpa3y IepeaaeTcs
B 0a3y nmaHHbiX, oTKyaa B [IPCC nocrynaeT Tekyiuuii 6ajiaHc naHHOro aboHeHTa. Eciu
TEeKyIIUi 0ajlaHC MEHBIIE OIPEAeICHHOM MOPOTrOBOM BEJIMYMHEI (K IIPUMEpY, 3310~
JKEHHOCTb a0OHEHTa cocTapJsieT 6oJiee 50 10/J1apoB), TO BEI30B aBTOMATUUECKU Mepe-
BOJUTCS B TPYINy cOopa 3al0KeHHOCTEN JaXe B TOM cilydae, eclii aDOHEeHT M3Ha-
YyaJbHO 3BOHMJI B CITPaBOYHYIO Ci1yK0y. [TprueM areHT ciyk0bl cOopa 3a10JKeHHOCTe !
BMECTe C BEI30BOM IOJyYaeT Ha BKpaH CBOEro KOMITbIOTEPA MOJHYIO KPEAUTHYIO UCTO-
pUIO JAHHOTO aOOHEHTA;

ecJu BbI30B nocTymui oT VIP-aboHeHTa (T0, uTo 310 VIP-ab0HEHT, onpeaensieTcs mo-
cie 3anpoca IPCC B koprniopaTuBHYI0 0a3y NaHHBIX, Ille KpUTEPUEM 3aIipoca SBIISIeTCs
BBEJICHHBIII a0OHEHTOM IapoJib WIM €ro TeJaeOHHBIA HOMED), TO JaHHBII BbI30B MO-
2KeT ObITh HampaBjieH Ha 00C/IyXKMBaHME JU00 KOHKPETHOMY areHTy, OOBIYHO paboTa-
onieMy ¢ gaHHbBIM VIP-aboHeHTOM, MO0 OJHOMY M3 CaMbIX KBaJIM(PUIIMPOBAHHBIX
areHToB 7151 HanboJjiee KaueCTBEHHOTo 00CTy>KMBaHUS.

Bcnaviearouwgue noockasxu

OpnuMm n3 BaxkHemux acniekToB CT1 sgBisieTcst cCBoeBpeMeHHOE IIPeA0CTaBICHHE OTiepa-
TOpY CBEIEHMIT 0 BEI30BE M 3aKa3unKe. Kak mpaBumiio, 3To peaansyeTcs B BUIE BCTUTBIBAIOIIIEH
roackasku. YToOwl creHeprpoBaTh mmoackasky, CTI moayyaer HEKOTOPHBIN MASHTH(HUKATOP
BbI30Ba (HampuMep, Automatic Number Identification — ANI), Habpanubie udpsl (Dialed
Number Identification String — DNIS) ot TenedoHHoit ceTu, ot ycrpoiictBa IVR (ecau no
MpUIIAIIeHUIO aBTOMH(MOpMaTOpa 3aKa3uMK yKazall KaKylo-To CBOIO MHGOPMAaLKIO), a 3aTeM
nepenaeT cobpaHHbIe JaHHbIE paboueMy MPUIOXKEHUIO onepaTopa. [1puioxeHre BbITOIHS -
€T MOUCK MH(GOPMALIUM O 3aKa3ulKe M BBIBOJIUT €€ KaK BCILIBIBAIOIIYIO MOACKA3KY Ha 9KpaH
oneparopa. [Ipu a3TOM omepaTop mosydaeT MOACKA3Ky Ha SKpaHe OMHOBPEMEHHO C MPUXO-
JIOM Ha ero pabouyee MeCTO CaMOTIo BbI30Ba. TakuM 00pa3oMm, ellle 10 Havyauaa o0pabOTKU BhI-
30Ba OIlepaTop MMeeT MH(POPMAITNIO 0 JaHHOM BbI30Be. C ITOMOIIBIO TAKOM TTOICKA3KH OlTe-
paTop OOCIYKUT 3aKa3yrKa W ObIcTpee (IIOCKOJIBKY yXKe He IOTPeOyeTcCsT BBISICHSITH O0IIe
BOIIPOCHI), U JIyullie (ITOTOMY UTO OyIeT 3HaTh UCTOPUIO PabOTHI C 3aKa3uMKoM). BeruibiBaro-
1as NoJcKa3ka MosSIBUTCSI U Ha 9KPpaHe CJAEAYIONIEero onepaTtopa, KOTOpoMy, BO3MOXHO, Oy-
JeT TepeIaH 3TOT BLI30B IS JaTbHEUIIe paOboTHI.

Pabouee mecmo azenma

ITpeumyiliecTBa 1 BO3MOXHOCTU paboyero Mecra areHta, ucroJjbsytomero CTI, moryr
OBITH OTIMICAHBI CJIEMYIOIINM 00pPa30oM:

+ HacTpauBaeMBblil BUJ IIPUIOXKEHMS ITO3BOJISIET OIIEpaTopy yIOOHO OpraHM30BaTh CBO1
9KpaH,;

+ CTI mpmnoxxeHne MOXET OBITh 3aITyIlIeHO Ha KpaHe ITOCTOSTHHO WM K€ OBITh CBEPHY-
TO B ITAHEJIb 37134,

+ DKOHOMMUTCS BpeMs IIPHU MEPEKITIOYCHNN MEXIY ITPUIOXKEHUSIMMU,

+ aBTOMaTU3UPYIOTCS 3a1aul, BO3HUKAIOIIME B X01¢ 00pabOTKM BHI30Ba M ITOCJIE HETO;



* TIOSIBJISIETCST BOBMOXKHOCTD 3aITMCH BBI30BA IPU HEOOXOANMOCTH,
* UMEIOTCS 0COOBIE KOIbI /151 0003HAYEHUS BBIXOAA U3 CUCTEMBbI, COCTOSIHUSI HETOTOBHO-
CTH U 3ampoca MHGOPMAIIMK O BbI3OBE;
omnepaTop MOXeT BUAETb CTaTUCTUKY OYepeau 3alpoCOB U CTaTUCTUKY COOCTBEHHOM
paboTHI;
oIepaTop yKa3blBaeT CBOE COCTOSIHHE C TTOMOIIBIO MPOrpaMMHOTIO TeJiepoHa: KHOIKU
ready/available (rotroB/moctynen), not ready (He roToB), after call work work-ready (3a-
BepILIWJI BBI30B U TOTOB) U after call work work not-ready (3aBepIIui BEI30B U HE TOTOB);
KHOITKA PETUCTPAINM/BBIXOAA TTO3BOJISIET OTIepaToOpaM M CYIIepBHU30paM PETUCTPUPO-
BaThCS B IIPOTPaMMHOM Tesie(poHe (PETUCTPALINS MOKET OBITh TTAPOJILHOI) M BEIXOIUTH
13 HEro;
KaTajior TeJie(poHOB obecreurBaeT 60jiee TOUHbINM M yA0OHBII HAOOP HOMEPOB U KO-
HOMHT BpeMsI Ha TIONCK 1 Habop Teae(OHHOTO HOMEpa;
HacTpauBaeMble KHOMKU IMO3BOJISIIOT aBTO-
ws0som
5 FastSq@gent

ACD

HactpauBaembie
DyHKUMM

MaTUYeCKHM 3aIyCcKaTh YacTO MCIOJb3yeMble oo [T
(yHKUIMU: OTBETUTL/COPOCUTH, yiaepxkaTh/ |[Eelslee| |olos
MIPUHATH BBI3OB, clejaTh KOHMEpeHLMUIO,
nepeanpecoBarh BbI30B. C IMOMOIIIBIO HACT-

paMBaeMbIX KHOIIOK TakKXKe MOXHO BBITIOJ- L

HUTbH OBICTPBIII HAOOP HOMEpa, BHI3BAThH CY-
MepBU30PA, BKIIOYUThL JO3BOH U T. 1.; ez |
podUIb ONEPATOPa XPAHUTCS HA CEPBEPE B -
karajore LDAP, 6iarogapst uemy omnepaTop
He MPUBA3aH K KOHKPETHOMY KOMITBIOTEpY U ] Cew] [
pabouemy mecty BHYyTpu KoHnTakT LleHTpa.
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Rur Macro Call Control | Launch ExternalApplicaton| Agent State |

PucyHok 4

ITpumep paboudero mecta ornepartopa ¢ ucrnojb3oBanrem CTI npuBeneH Ha pucyHke 4.

3anucs paszoeopa

3amnuch TeJae(pOHHOro pa3roBopa ¢ KIMEHTOM MOXET ObITh MHUIIMMPOBaHA KaK OIepaTo-
POM, TaK ¥ CYIIEPBU30POM. 3aIIUCh PA3rOBOPOB OOBIYHO MpECIeayeT CICAYIOLINE LIEJIH:

+ Pa3roBOp 3alMChIBAECTCS C LIebl0 00yuyeHUs orepaTopa. CymnepBU30p BCeraa MOXET
MPOCIIYIIATh PA3rOBOP COBMECTHO C OIIEPaTOPOM, YKa3aB TOMY Ha OLIMOKU, COBEPIICH-
HbIE B XOJIE pa3roBOpa;

KOHTPOJIb KAYeCTBA OOCTYKMBAHUS — 3aIIUCh IIPUMEHSIETCS IS JaJbHENIIero aHaau-
3a, HaCKoIbKO KauecTBeHHO KonTakT LleHTp 00CIyK1BaeT KJIMEHTOB;

3aIKCh Pa3roBopa MOXET ObITh HEOOXOAMMA B LieJIsIX 6€30MacHOCTU — MPU MOCTYILIe-
HUU BbI30Ba yTPOXAIOIIETO XapaKTepa;

MOXeET OBITh HeOOXOAMMa 3aITiCh BBI30Ba, YTOOHI IIOTOM IIPEICTABUTh €€ KaK J0Ka3a-
TEJIbCTBO B CJIydae BOSHUKHOBEHMSI CIIOPHBIX CUTYaLIMiA C KJIMEHTAMMU.

ITpu aTOM OmepaTop MOXET MHULIMMPOBATh 3alIMCh TOJILKO CBOETro pasroBopa. CynepBu-
30p MOXET MHULIMUPOBATh 3alMCh KaK CBOETO Pa3roBOpa, TaK U KOTO-JIUOO U3 OMEpaTopoB
CBOEW TPYIIIbI.

CynepBu3opy IpeaocTaBisgeTcss yIOOHbIM MHTepdelic M1l BEIOOpa U BOCIPOU3BEACHUS
3aIMCaHHBIX Pa3rOBOPOB.

Pabouee mecmo cynepeusopa

B npunoxenue CTI BxomsT mporpaMMHbIE CpeCTBA AJ1s1 HAOMIOIEHUSI CTaTyCa OIepaToOpOB
1 MHMOPMAITUH O BBI30BE, a TAKXKE ITO3BOJISIONINE CYTIEPBU30PY ITOCHIIATh TEKCTOBBIE COOOIIIe-
HHMS OTIepaTopam, 3aIMChIBATh MTEPETOBOPHI M BECTH pacIIMpPeHHBIN KOHTPOJIb. biaaromapst Ta-
KHMM BO3MOXHOCTSIM pabouero MpujioXXeHus: KypaTopbl YIIpaBIsIoT CBoel paboueil rpymnmoi
ropasno 3¢ GeKTUBHEE.
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+ Texcmosbiii yam — NpeIaraeTcsi BO3MOXHOCTb BEICHUSI BHYTPEHHETO TEKCTOBOTO M-
ajiora-yara, o3BoJIsSIIOIIAsl CyIIepBUM30paM MOChUIaTh TEKCTOBBIE COODIIEHUS OTIepaTo-
paM, yJ4acTBYIOIIMM B IeperoBopax. B cI0XHBIX Clydyasix ornepaTop MOXeT MOJyYUuTh
CBOEBPEMEHHYI0 MHGMOPMAIIMOHHYIO MOAAEPKKY U MPOKOHCYJIBTUPOBATHCS C KOJLIera-
MU, He TIpepbiBasi OOILEHUS C 3aKa3YUKOM.

Ilpocaywueanue pazeoeopoé — CynepBU30p UMEET BO3MOXKXHOCTb OTCJIEXMBATD MEPETO-
BOPBI BBIOPAHHOTO OIEpaTopa B PeaJbHOM BpEMEHM. DTO MO3BOJISAET MOJYIUTh TIPe-
craBieHue o pabore Bcero Konrakr IleHTpa, a TakKe OLIEHUTD 110 OTACILHOCTH YPO-
BEHb KaXJI0TO OlepaTopa U BbISICHUTD €ro cjladble CTOPOHHDI.

+ Bmopoicenue — CynepBU30p MOXET YUACT- mrrrermrms R
File View Help
BOBaTh B 00pabOTKE MPUHSITOTO ONEPATO- |[facar <] |0 BB 6 ] |0 c-) 1 |75 75 il
4 FastCall2 Name Number | call status | Duration |
POM BEI30BA, HAOTIONAs 32 HUM MK OTBE- | _§o= ot e oo

© - Nancy Kaminski

yasg omnepaTopy Ha €ro IMpOChOY O TIOM- | < & oo

i B é [Supervisors] Nancy

nepxke. s pasperieHusT IpoOaeMBI Cy- | i gar ., o e e e [
L 48 1P Phone Agents 2P| 1126
MEPBU30P MOXKET 00IIATHCS U C OllepaTo- S
Send = |

POM, U1 C 3aKa3YMKOM.
Ilepexeam — cynepBU30p UMEET BO3MOXK-

AL Lathop: Message to Superviser, Agent has completed this Call...

{2 N

HOCTb OTKJIIOUMTD OIiepaTopa OT BbI30Ba U AL Latop Mesage to Supeiser,Agent s compte i ..
3aBEPIIUTH Pa3roBOP C 3aKA3YMKOM caMo- L= -

PucyHok 5
CTOATEIbHO.

+ 3anucwy pazeoeopos — omucaHa B mpeablaylleM naparpade.
[Ipumep opraHu3aimu padboyero MecTa CynepBu3opa MPUBEAEH HA PUCYHKE .

OcobeHHOCTH OpraHu3auuu pabodero Mecra cynepsusopa B IPCC:

oToOpaxaeTcsl UM oTiepaTopa, ero COCTOSIHUE U TeJe(OHHBINM ITOPT, HAIIPaBIeHUE BbI-
30Ba (BXOISILWI WIN UCXOASIINIA), TPOAOKUTEIBHOCTh BBI30BA U XOJI 3aITMCH BBI30Ba
C DKpaHa CyIepBu30pa;

CyNepBU30pY IpeaiaraeTcs TeKyIlasi CTaTUCTUKA 10 OTIEILHOMY OIlepaTopy, IO TPYII-
I1aM OIIePaTOPOB U MO OYepEAsIM 3aTIPOCOB;

rpenjaracTcs MHGOpMaIusI, HeoOXoaMasi IS YIIpaBIeHUS IIepCOHATIOM U TI03BOJISI-
to1ast BUaeTh paboty Bcero Konrakr LleHTpa;

CyNepBU30PY MpelocTaBieHa BO3MOXKXHOCTh U3MEHSTh COCTOSIHUS orneparopa Ha ACD
(ready [roToB], not ready [He rotoB], work ready [roToB K paboTte], work not ready [He
roTOB K paborte]);

B MaHeJIM MHCTPYMEHTOB MOXHO 3a7aTh Pa3Hble 3HAUKU JIJIsI Pa3IUYHbIX UHCTPYMEH-
TOB U HEKOTOPBIX OTNIEPaTOPOB;

CYMEepPBU30pP MOXET PaclIUPUTh HAOOP CIIYy>KEOHBIX KOJOB, ONpPEACISIIOIINX MTPUINHY
BBIXOJIa OIIepaToOpa U3 CUCTEMBI;

BO3MOXHOCTb aKTMBHUPOBaTh WM Je3aKTMBHUPOBATH aBTOMATUYECKYIO WHIMKAIUIO
cTaTyca orepaTopos;

BO3MOXXHOCTb HACTPOUTDH aBTOMATUYECKUI OTBET HAa BBI3OBEI OT OIIEPATOPOB.

4.4. CucteMa MHTepaKTUBHOro pevyeBoro B3aumopeictsaus (IP IVR)

Cuctema IP IVR npencraBisieT co6oii mporpaMMHoe obecrieueHue, peqHa3HauYeHHOe IJ1sT
aBTOMaTHU3alMK 00paboOTKM BbI30BOB, MocTymnatoniux B [IPCC. Cpeau moTOKOB BBI30BOB, I0-
crynaomux B Kontakr LleHTp, MOXHO BBIIEIUTh HECKOJIBKO TUIIOB BHI30BOB, OOCTYKUBAHUE
KOTOPBIX BO3MOXHO IIPOM3BECTH O€3 yJacTHsl areHToB. K TakKuM THUIIaM BBI30BOB OTHOCSITCS:
MoJIyyeHWe CTaHAApTHOW CIpaBOYHOU MHMOpMauuu (BpeMsl pabOThl KOMIIAHUU, ajipeca ee
0(hHUCOB, ONUCAHUE MPENOCTABISIEMBIX YCIYT, LIEHBI U T. 1I.), 3alPOC ADOHEHTOM CBOETO TEKY-
mero 6anaHca, 3aKa3 CTAHAAPTHBIX YCIYT, TOJYYEHUE KOMUIA BHICTABIEHHBIX PAHEE CUETOB U
1p. JaHHbie BbI30BbI MoxeT obpadatbiBaTh [VR. Kpome Toro, komnanus, BHeapusiias IP IVR,
MOXeT UCI0JIb30BaTh €ro AJIs1 CO3AaHUSI CIOXKHBIX TOJ0COBBIX MEHIO, aBTOPU3aliMi aDOHEHTOB
JUTSI UICTIOJIb30BaHUS TUIATHBIX YCIIYT, CO3MAaHUs aBTOMaTU3MPOBAHHOTO OIlepaTopa, MpeaHa3Ha-
YEHHOTO JJIs1 MaplIpyTU3allMi 3BOHKOB Ha OCHOBE 100aBOYHOIO HOMepa abOHEHTa, U T. 1.




Mpu BxoxaeHuu IP IVR B coctaB KoHTakT LieHTpa MOXHO BbienuTb
cnepyiowue Tunosbie npumeHeHus IP IVR:

IP IVR kak cpedcmeo aemomamu4eckozo 0meema Ha 6bi306bl

HOpTH IVR 1no cBoeit CYTU ABJIAIOTCA aBTOMATHUYCCKMMMU OI€paTopaMiu, OTBCHYAIOIINMU
Ha BBI3OBBI KJIMEHTOB. ABTOMaTHYECKHE ornepaTropbl UMCIOT CBOIO CHGHI/I(l)I/IKYZ CIIOCOOHBI
OTBEYATh TOJHKO HA ONPEAECICHHBIN ITepeYeHb BOIIPOCOB, C APYTOil CTOPOHBI, OHU JOCTYITHBI
24 yaca B CYTKH. HMcnonb3oBaHrEe aBTOMATUYECKUX OIICPAaTOPOB ITO3BOJIACT 3HAYUTCIIbHO
CHU3UTD Harpy3ky Ha >KMBbIX OIICpaTOpOB, BBICBOOOXKIasI BpEMA MOCJICIHUX IJIA 06pa6OTKI/I
0oJiee CI0XHBIX 3aIIpoCoOB.

bnaronapst unterpauuu ¢ IVR Kontakt LleHTp MOCTOSIHHO MoJiy4aeT CBeAEHUSI O COCTOSI-
HMU €ro MOPTOB U YYMTHIBAET 3TO MPU MapLIPYTU3ALUM BbI30BOB. boiee CyllleCTBEHHBIM SIB-
nsercs 1o, yTo KonrtakT LleHTp omnpenessseT roTOBHOCTh OPTOB K MPUEMY BbI30BOB, OTCJIe-
KMBas TEKYIIYI0 ToTOBHOCTh [VR K B3auMoaeicTBUIO C ApyrumMu NpujioxkeHusMu. [1pu coboe
CBSI3U C MPUJIOXEHMEM aBTOMATMYECKU MHULIMUPYETCS aJbTepHATUBHAS MaplIpyTU3alus U
ckBO3HOI noctyn cucteMbl IPCC K TaKuM TaHHBIM, KaK 3aHATOCTh ONIEPATOPOB, OUepeb 3a-
MPOCOB U T. A. B ciayyae ncnonbs3oBaHus HeckKoiabkux IVR atu cBenenus nosposior [IPCC
cesiaTb ONTUMAaJIbHBIN BBIOOD ISl TIEPECHLIKM BbI3oBa ogHOMY 13 IVR.

1VR kax cpedcmeo mapwpymusauuu

ITpu HeoOXOAMMOCTH JanbHeuIel 00padboTKu Bhi3oBa IVR Mo3BoJIsIeT HANIpsIMyIO 3aIIpo-
cuth y KoHrakr LleHTpa nepeanpecainiio BpI30Ba, HAIIPUMeEp, MTHOMY OTIepaTopy WU UHOMY
IVR, Bxopsmemy B cucteMy. Bmecte ¢ TakuMm 3ampocom IVR nepenaer B Konrakr LleHntp Ta-
KHe CBeJIeHUS O BbI30Be, Kak HabpaHHbI HoMep (Dialed Number — DN), uneHtrduKatop Bbi-
spiBaronieit tuauu (Calling Line ID — CLID), nadbpannsie undpst (Caller-Entered Digits —
CED) u cobpaHHbIe cBefeHUsI 0 3akazuuke. KoHTakT [leHTp 0OpabaThiBaeT mojydyeHHbIE CBe-
JIEeHMSI B paMKax MpeaBapuTeIbHOM MapipyTu3aiuy 1 Bo3spaiiaeT [VR Heobxonumblii aapec,
a OJJHOBPEMEHHO C 3TUM MOXET TepeciaTh Ha HETo e COOpaHHYIO O BbI30BE MH(MOPMALIUIO.

IVR kax cpedcmeo cenepauuu omuemos

IPCC xomOuHuMpyeT cobpanHylo ¢ Kaxmaoro IVR nHdopmaimio B eqIUHBIN 1 TTOJHBIA OT-
yeT. B oTyeTax peaqbHOro BpeMeHU M XPOHOJIOTMUYECKUX OTUeTaX Kaxaoe npuioxenre IVR
npeacTaBisieTcsl Kak otaenbHas ciyxkOa Konrakr LlenTpa, Onaromapss yemy manHbie IVR
MPEeACTABISIOTCS aHAJIOTMYHO JaHHBIM 00 ouepesix B TPYIIIbI oriepaTopoB. bojee Toro, nH-
terpauusa IVR npenoctasasier IPCC nogpoOHbIe OTUETHI, TO3BOJISIIOLINE OTCASAUTD KaXKIbIii
BBI30B C CAMOI0 Hayaja U 10 KoHua. Takue cBeleHUs MO3BONSIOT HANTU U TUKBUIUPOBAThH
«Y3KHE MECTa» — MOBBICUTh KBAIM(UKALIMIO TIEPCOHAa, ONTUMU3UPOBATh 00PabOTKY BHI30-
BOB U T€M CaMbIM YJIYYIIUTh OOCITY>KMBAHUE 3aKA3UMKOB.

Paboma IVR c ouepeosamu 6vi30606

IPCC umeeT BO3MOXHOCTb MOAAEPKUBATh ouepeaun BbI30BoB Ha IVR u momemiaTh B 31
ouepeny BhI3OBHI IPU 3aHITOCTH ONepaTopoB. [1oKa BEI30B HAXOMUTCS B OUepea, C HUM MpPO-
BOJSITCSI OOBIYHBIE pabouKe onepaluy: AeKiaMalus o0bsBIeHUI, My3bIKaJlbHas 11ay3a, coop
nHGOopMalK O BbI3bIBalollleM aboHeHTe. Korga B KakoM-1100 MecTe MH(PPaCTPYKTypPhl OC-
BOOOXKIAETCS OMepaTOp COOTBETCTBYIOLIEH TemaTuuecKoil rpynisl, IVR mo komange IPCC
MEPEKII0YAET BbI30B HA HETO.

IIpu nmocTpoeHun TeppuTopuraIbHO pacipeaenseHHoro Konrakr LleHTpa HaKOIIEHUE BbI-
30BOB B ouepensx IVR, pasaMellieHHBIX B CETH, COKpaIllaeT JOPOTOCTOSIIMIE IEPECHIIKA BI30-
BOB Mex 1y ouepeasimu Ha IVR, ycTaHOBJIEHHBIX B pa3IMuHbIX ohricax KOMIIAaHUU, Y MOBbIILIA-
eT 3(p(HeKTUBHOCTb UCIIOJIb30BAHUS PECYPCOB.
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MpunoxeHus, peanu3yemsie Ha IP IVR:

Iloayuenue abonenmom
cnpagouHoll uHghopmayuu

Ilocmpoenue
DPAa36emeaeHHbIX
20410C0BbIX MEHIO

3anpoc mexyuiezo
cocmosinus baaanca

3aka3z cmanoapmHuix ycaye

Co3zoanue
agMmMoMamu3upoeaHHo20
onepamopa

Aemomamuueckas paccolika

3/telcmp01m0ﬁ noumol

Ob6pammubtii 6v1306

IP IVR moxer coaepkaTb 0OJIbIIIOE KOJIMYECTBO CIIpa-
BOYHOU MHMOpPMaLUM U MPEIOCTaBIATh €€ (MPOYUTHI-
BaTh TOJIOCOM) IO 3alpoCy BbI3bIBAIOILEIO AO0OHEHTA.
Arentsl KoHTakT LleHTpa M30aBIsIOTCS IIPU 3TOM OT PYy-
TUHHOW TIPOLIEAYPHI TIPEAOCTABIECHUSI CTAHIAPTHON UH-
dopmanuu. Takum obpa3oM, areHTel KoHTtakT IleHTpa
00CTY>KMBAIOT TOJIbKO HeCTaHIApTHbIE (PeIKO BCTpeya-
ouuecs) UHHOPMALMOHHbBIE 3aMIPOCHI.

ITpuMeHsieTcs B ciaydae, eciid TpeaocTaBiigeMas abo-
HeHTaM MHQOpPMalKs YETKO CTPYKTYPMPOBaHA U U3 Hee
MOKHO COCTaBUTh «I€PEBO», COCTOSILEE U3 HECKOJIBKUX
ypoBHeii. [IpnyeM 13 myHKTa MEHIO0 aOOHEHTY JOCTYIIHbI
CIIEAYIONIE NCUCTBUS:

+ BO3BpaT B Mpeablayiliee MEHIO (Ha OIMH YPOBEHb
BBILLIE);

*+ BO3BpAT B [JTABHOE MEHIO;

+ dial through — BO3MOXHOCTb JeaTh BbIOOpP, HE J0-
KUAASICh OKOHYaHUS TOJIOCOBOrO COOOIIEHMS (IT0-
JIE3HO 7151 aDOHEHTOB, KOTOPbIE YaCTO TMOJIb3YIOTCS
JAHHBIM MEHIO0);

« Boixog u3 IP IVR u coenmHeHue ¢ areHTOM IMyTeM
HaXaTusl OHOM KHOTIKU.

AOOHEHT COTOBOI KOMITAHWU WJIM KJIMEHT OaHKa MOXET
y3HaTb COCTOSIHME CBOero cueta. JIjist 3TOro oH BBOAUT
aBTOPU3ALMOHHBIN Ko, mocie yero IVR mosyyaer uH-
(opMalMio U3 KOpMopaTUBHOI 6a3bl JTAHHBIX U FOJOCOM
MPOM3HOCUT HHGpopMalnio aboHeHTYy. Pycckuii sI3bIK
JUIs1 fJaHHOM (pyHKLMK nonaepxkuBaetcs B IP IVR.

[Tocne BBeaeHUST aBTOPU3ALIMOHHOTO KO/Ia a0OHEHT MO-
KET MOMEHATh MHDOpMalnio 0 cebe B KOPIOPaTUBHOM
0a3e JaHHBIX, HACKOJIBKO 3TO pa3pelleHO 00CIyK1Balo-
1Ieit ero koMnaHueil. Hampumep, aDOHEHT COTOBO CBSI-
31 MOXET BKJIIOUWTH/BBIKIIOUMTh POYMMHT, JOCTYI K
MEXIYHapOIHOM CBSA3U M T. 1. [10 3aBepiieHnM TpaH3aK-
uuu IP IVR BHOCUT COOTBETCTBYIOIIVME W3MEHEHMS
CBOMCTB aboHeHTa B 0a3y JaHHBIX.

IP IVR ocyiiecTBsseT MaplIpyTU3al1i0 BEI30BOB I10 J10-
0aBOYHOMY HOMEPY BBI3BIBAEMOT0 a0oHeHTa. Takum 00-
pa3oM CHUMaeTcs AOMOJIHUTEIbHAsA Harpy3ka ¢ areHTOB
Konrakt lentpa.

IP IVR cniocoGeH B aBTOMaTUYECKOM pexXruMe (DopMUpO-
BaTh e-mail coobieHus1, coaepxalire UHTEPECYIOLIYIO
aboHeHTa UH(OpMalMIO, U OTChUIaTh UX AaHHOMY abo0-
HeHTy (e-mail anpec aboHeHTa OepeTcsl U3 KOPIOpaTUB-
HOIT 0a3bl JAHHBIX).

AboHeHT MmoxeT octaBuTh B IP IVR cool1eHue ¢ mpock-
0oii repe3BoHUTH emy. B aTom cirydae IP IVR 3amnpaiiu-
BaeT y abOHeHTa HoMep TejiepoHa U, 10 BO3MOXHOCTH,



BpeMsI, B KOTOPOE HeOOXOAMMO ITepe3BOHUTh. AOOHEHT BBOIUT
a1y uH(opmauuio B ToHoBoM pexume (DTMF). Korna areHr
KonTtakT LleHTpa 0CBOOOXIAETCSI, U OTCYTCTBYIOT BXOMSIIME
BBI30BBI, OH 3aHMMAaeTCsl 00pPabOTKOI JaHHOTO 3ampoca.

IP IVR BkitouaeT B cebs peaakTop MpUIOXKeHUH, oO0ecreurBaolnil BO3SMOXHOCTb CO-
3naHus cueHapueB paboTel IP IVR ¢ ucnonbs3oBaHuem ynoOHoOro rpadpuueckoro nHTepdeii-
ca. 1151 co3maHus MPUIOXKEHUI UCITOIb3yeTCs BCTpOeHHAs OMOIMOTeKa IIIaroB (KOMITOHEeH -
ToB Java Beans) — onpenesleHHBIX IefiCTBUI1, KOTOpbIe MOXeT BHITOIHATH IP IVR. Bo3mox-
HO TaKk:Ke CO3JaHMe MOoJIb30BaTesleM COOCTBEHHBIX IIAroB Il paciiupeHust GyHKIMOHAb-
HOCTU cucTeMbl. Lllaru mpeacTaBisior co60il IOTHYECKIE Frerrm 2
0JIOKM, UCIIOJIb3YIOTCS B KAYECTBE CTPOUTENIbHBIX «KMPIIM- | F#& & far - - - ¢ ar s
yeil» 1 UMEIOT HacTpauBaeMble mapameTphl. I1punoxeHus =
MOXHO pemakTUpOBaTh B Ipolecce QYHKIMOHUPOBAHUSI
cucteMsl. JIj1s1 aTOro TpedyemMoe mpuioKeHue 3arpyxKaer-
CA B pelakKToOp, OOHOBJISIETCS, 3aTeM COXPAHSIOTCS BHECCH-
HBle M3MeHeHUs. [lociie Jyero mpuiIokeHUe 3arpyskaeTcs
o0patHO B cuctemy. MuHuManbHass KoHdurypauus IP
IVR cocTtapisier 5 NopToOB 1 HapalllMBaeTCs B NajbHEHIIeM
10 MaKCMMaJIbHOTO KojimdyecTBa — 60 mopToB (1101 KOJu-
YeCTBOM ITOPTOB MTOHUMAETCs] KOJINYECTBO OMHOBPEMEHHO |=: oo
00pabaTbiBaeMbIX BbI30BOB). [Ipumep cTpaHuubl rpadu-

YEeCKOI0 pelakTopa ClicHapueB IPUBEICH Ha PUCYHKE 6.

PucyHok 6

B apxutektype KoHTtakT LieHTpa IP IVR MoxeT pacnonaraTtbcs cnefyowmm obpasom:

Pazmewenue IP IVR nepeo onepamopamu Konmaxm Ilenmpa

Korga IVR pasmeliieH nepen oneparopaMu, CTAHOBUTCS BO3MOXKHBIM MapIIpyTU3UPOBATh
BBI3OBBEI HAa OCHOBE MH(MOPMAIIUK O BEI3BIBAIOIIEM aO0OHEHTE M/MJIM Ha OCHOBE TPeOOBaHMIA
BbI30Ba. Takast KoHGUTypalns BecbMa 3(P(MEeKTUBHA, KOIJa 00JIbIIOE KOJTMIECTBO BXOISAIINX
BBEI30BOB MOXET OBITH 06pab0TaHO aBTOMATHUYECKH ¢ TToMoIbio IVR 6e3 yuacTust oneparopa.

Pazmewenue IP IVR nocae onepamopoeé Konmaxm Ilenmpa

IVR, pa3MeleHHBII TTOCTIE OTIEPaTOPOB, UCITONB3YeTCs KaK peCypc 3TOU TPYIIITHI OIIepaTo-
poB. Ha ocHOBe oTKIIMKa 3BOHSAIIEro Ha mpuriameHue VR mociegnmii mn6o oopabaTeiBacT
BBI3OB, JIM0O IOJTyyaeT HabpaHHbIe TUPPHI 1151 Tocaeaytounei Mmapmpyrusanuu. Korma IPCC
MOJIy4YaeT 3arpoc Ha MapIIpyTU3aluio, oH Bo3BpamiaeT IVR ampec HasHaueHMs, YTOOBI BBI30B
ObIJT HAIIPaBJIEH COOTBETCTBYIOIIIEH IPYIIIe OMEePaTopoB.

IP IVR 6 cemu

YcraHosneHHblit B cetu [VR npeaBaputebHOi MapiipyTU3alveil BbI30BOB elle 10 Haya-
Jla uX 1ocTaBKM, Takoit [VR mockutaeT 3anpoc (comepxaiiuii BBeAeHHbIe a0OHEHTOM IUMPHI)
Ha HavyaJbHy0 Mapiipytusaiuio IPCC, KoTopslil yka3siBaeT Haubosaee MOIXOASIIMMA A1 Tie-
peanpecanuu pecypc Konrakr LleHnrpa. IIpu Takoil KoHpurypauuu uHTerpupoBaHHbiid IVR
(hakTHIECKM CHUMAaeT HeOOXOAMMOCTD JAJIbHEHINMX Tepeaapecaliiii BbI30Ba MEXIY Pa3HbIMU
odrcamMn KOMITAHWH, TIepechbulasi BBI30B IO Ha3HAYeHMUIO C ImepBoro paza. Kpome toro, Ha-
KOIlJIeHUe BbI30BOB B ouepenu IVR, ycraHOBIEHHOTO B CETH, MTOBbILIAET 3(D(HEKTUBHOCTD UC-
MOJIb30BAHUS PECYPCOB U KAYECTBO OOCTYXKMBAHUS 3aKA3YUKOB.
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4.5. Cuctema o06paboTku e-mail coobLeHwii

Cucrema o6pabotku e-mail coobmenuii B IPCC nHocut HazBanue Cisco E-mail Manager
(CEM). C ucnonb3oBanueM CEM opranusyetcst apdexTruBHass 00paboTka e-mail coobiiie-
HU, TTOCTYITAIOIINX OT a00HEeHTOB. JlaHHasT (GYHKIIMOHABEHOCTD ITO3BOJISIET KOHTPOJIMPOBAThH
CBOEBPEMEHHOCTh OTBETOB Ha 3aIlpOChl aDOHEHTOB, cAeIaTh paboTy ¢ e-mail 6oJiee mpocToit
rsg areHToB KoHrtakT LleHTpa, a Takke aBTOMATHU3MPOBAThL psAI MPOLEAyp IO 00paboTKe
e-mail coolIeHMiA.

OpnuM u3 anroputmoB Cisco E-mail Manager siBisieTcsl BO3MOXHOCTb T€CTHMPOBaHUS
KOMITOHEHTOB €-mail 1 Tpou3BeNeHus JaTbHEeUIIMX IeUCTBUI ¢ JaHHBIM e-mail cooOIIeHU-
€M B 3aBUCUMOCTHU OT Pe3yJIbTaTOB TeCTOB. TeCTUpyeMbIMU KOMIIOHEHTaMU €-mail 00bIYHO
SIBJISIFOTCSL: aipec OTIPaBUTENS, 1aTa U BpeMsl OTIIPaBKU COODILEHUs, COepXKaHKe 3aroioBKa
U «Tesla» nucbMa. [Tpumepsl 1eicTBUIM, KOTOPbIE MOTYT ITPOU3BOIUTHCS CUCTEMOI MO pe3yJib-
TaTaM TeCTOB:

* OIpeIeSUB aapec OTIPABUTENSI, CUCTEMA BHIBOAUT Ha 9KpaH areHTa MHGOPMALUIO O
JAHHOM KJIMEHTE, B3SITYIO U3 KOPIIOPATUBHOM 6a3bl JAHHBIX;

+ I10 KJIIOYEBBIM CJIOBAM B 3arojioBKe e-mail cucreMa ompeessieT, o KaKoMy 3aIrpocy
aboHeHT obpairaercs B Konrakr Llentp. Onpenenus TeMy 3ampoca, CcTeMa OTIIpaB-
JISIET COO0IIeHNe Ha 00pabOTKY areHTy, 00JIamaloieMy COOTBETCTBYIONICH KBamudu-
Kalleii.

ITpu nocrymienun B Konrakr LleHTp HOBoro e-mail cooOlilieHus cucTeMa OTAAeT ero Ha
00paboTKy areHTty / rpyIe areHToB. KaxkmoMy areHTy / rpymie areHToB pucBoeHbl [1paBu-
na IlepconanbHoil OOpabOTKM, KOTOpble HAUMHAIOT BBIMOJHSITHCS, KaK TOJIbKO MOCTYIUIO
HoBoe coobuieHue. [TpuMeps! ucrnoabs3oBanus [Ipasuna IlepcoHanbHoit O0pabOTKU:

+ CHCTEMa OTChIIaeT COOOIIEHNE areHTY, YTO B €r0 oYepeau MOSBWICS HOBBIN e-mail. C
TTOMOIIIbIO TAHHOU (DYHKIIMY YIyYlIaeTCsl BpeMsl peakiluy Ha COOOLLEHME IS TeX areH-
TOB, KOTOphle He 3apeructpupoBaHbl B Cisco E-mail Manager Ha TOCTOSTHHOI OCHOBE;
cucTeMa MOXeT aBTOMaTUYeCKH 0TocaaTh e-mail aboHeHTY ¢ uHdopMaleli o ToM, 4To
ero odpalleHue MOCTYIIUIO B 00pabOTKY areHTy COOTBETCTBYIOILEH KBaTU(UKALINH;
MpOaHAJIM3KMPOBAB AATy U BpeMsI IIOCTYIIEHUSI e-mail, cucTeMa MoXeT IiepeHanpaBUuTh
€ro Ha JpYroro areHTa, €Cjii TOT areHT, KOTOPhI JOJDKEH JaHHBIN e-mail 00padbaThi-
BaTb, B HACTOSILIMI MOMEHT OTCYTCTBYET (00JIEET, HAXOAUTCS B OTIYCKE U T. 11.);
¢yukiusg MailTrack mo3BoJisieT nepenpaBuTh MOCTYNUBIINM e-mail BMecTe ¢ mokasa-
TeJISIMU TIPUOPUTETHOCTH, CUCTEMHBIMU KOMMEHTApUSIMU U 111a0JJOHAMM OTBETOB Ha
BHEIIHUI e-mail agpec areHTa. DTO MOJIE3HO IJISI arTeHTOB, KOTOPHIE HE MCIOJb3YIOT
untepeiic Cisco E-Mail Manager aist paboThl ¢ e-mail. OTBeTHBIH e-mail oT areHTa
aboHeHTy momnagaeT cHavyajia B Cisco E-mail Manager, KOTOphbIil 3aTeM TepernpaBisieT
ero 3akasuuky. Takum obpasoM, ¢ romolibio pynkuuu MailTrack Bo3aMoxxHO oTclie-
KMBaTh BCIO CTAaTUCTUKY IO 00paboTKe e-mail, py 3TOM KOMITaHMST UCIIOJb3YeT yKe
MMelollMecsl Y Hee TMPUIoXKeHUs Mo obpaboTke e-mail, oTinuHble OT UHTepdeiica
Cisco E-mail Manager.

BoamoxHbI 1Ba BapuvaHTa MOoJy4CHUA arcHTOM COOOIIIeHUS Ha o6pa60TKy n3 oucpeaun:

+ areHT IIpocMaTpuBaeT ouepeab e-mail u BbIOUpaeT To coo0IIeHUe, KOTOPOE HEOOXOAU -
MO 00paboTaTh B NIEPBYIO ouepeab. sl TOMOILIY areHTY B BbIOOpe MpaBUIBLHOIO CO00-
IIEHUS CUCTeMa TTOKa3bIBaeT MIPUOPUTETHOCTh KAaXKIOTO e-mail, a TakKe 1aTy U BpeMs
ero nosyyeHust. [ToMrMo 3TUX mapaMeTpoB areHT MOXET TakKe TPOCMOTPETh UCTOPUIO
00pabOTKM COOOIIEHUI OT JAHHOIO KJIMEHTA, a TAKXXe KOMMEHTapHUM CUCTEMbI U IpY-
I'MX areHTOB, MPUJIOKEHHbIE K JaHHOMY COOOIIEHUIO;

+ e-mail coobiIeHne MOXeT ObITh IPUCBOCHO KOHKPETHOMY areHTy JUisl 00paboTtku. B
5TOM cJIydae CUCTEMa caMa pelllaeT, B KaKOM MocienoBaTeIbHOCTH e-mail JOKHBI 00-
pabaThIBaThCS areHTOM B 3aBUCMMOCTH OT MX IMTPUOPUTETHOCTH M AATHI MOCTYIIICHNS.



ATEHTBI MOTYT TIOJIb30BaThCS TUITOBLIMHM IIA0JIOHAMM IIpU OTBeTe Ha e-mail. Bo MHOrMX
cIyJasix CuCTeMa MOXEeT caMa IPeI0CTaBUTh areHTY HECKOJIBKO BApMaHTOB 11a0JIOHOB, KOTO-
pble HAWJIYYIIMM 00pa3oM MOJAXOIST AJIsl OTBETa Ha AaHHOe coobiuieHue. [IpenocrapisieMmble
BapUaHThI 111a0JIOHOB BEIOMPAIOTCSI CUCTEMOM Ha OCHOBE Pe3yJIbTaTOB TECTUPOBAHUS JaHHO-
ro e-mail. Hampumep, mpu HaXOXIEHUM B 3arQ- s -
JI0BKe e-mail cJI0Ba «KaTajors CUCTeMa MPEIOKUT & oo oo & 2 8 B
AreHTy LA0JIOH C MPUKPETUIEHHBIM K HEMY KaTaJlo- _:—_-— == I
TOM YCJIYT KOMITAHUU. ATEHT MOXET TaKXKe POJIU- = & = = & =
CTaTbh BCIO OMOAMOTEKY 111a0J0HOB ISl HaxOXIe- = ' ==L —
HMS HaWJIydqIllero BapuaHTa. MeHemKkepsl KOMIIa- :

HUW MOTYT CO371aBaTh TUIOBbIE 111a0JOHBI JJISI UC- F RS T
TTOJTb30BAHUS aTeHTaMM, VUTH aTeHTHI MOTYT COXpa- .
HATH CBOM e-mail TS MCITOIb30BaHMS B JaTbHEH - .
ImeM B KadyecTBe IMaOJOHOB. ATEHTCKMIT MHTep-
(deiic mrg 06padboTKM e-mail cooOIIeHni MpuBeIeH *
Ha pUCYHKE 7.

PucyHok 7

IIpu 6OJBIIOM KOJMYECTBE MOCTYNAIOIINX €-mail BO3BHMKAET PUCK, UTO COOOIIECHUS He
OyayT BoBpeMsl 00paOoTaHBI cyliecTByOIIMM KonmdecTBoM areHToB. B Cisco E-mail
Manager cyIecTByeT HECKOJIBKO aJITOPUTMOB, MIO3BOJISTIOIINX YMEHBIINTD BpeMsI 00paboTK1
e-mail. Kaxxgomy 13 areHTOB BHYTPH I'pyIIbl HAa3HAYaeTCsl He 0oJiee OINpeaeIeHHOro KOJIu-
YyecTBa COOOIIeHUI ISl 00paboTKu. TakuM 00pa3oM, HE BO3HUKAET CUTYallMM, KOTAA areH-
Ty IipeaiaraeTcst 00Jblie COOOIIEHUI, YeM OH MOXKET 00padoTaTh 3a pa3yMHBIN IPOMEXYTOK
BpeMeHU. E-mail, KOTopblii He MOXET ObITh IPUCBOSH HU OHOMY M3 areHTOB (T. K. Y KaXI0-
ro U3 HUX o4Yepelb JOCTUIIa MAaKCUMAalIbHOM JUIMHbBI), 00pabaThIiBaeTCsl 10 OTAEIbHBIM ITpa-
BWIaM (TakK Ha3bIBaeMble «IIpaBUIIa TIPU Meperpy3ke»). [IpuMepoM «ImpaBu Ipu reperpys-
Ke» MOXET CIIy>KUTh IIpoLieAypa, KOrja Bce e-mail, He momnaBlime B ouepeab K areHTaM, OT-
ChLTAIOTCS Ha 00pabOTKy K pe3epBHLIM areHTaM, 3aJaueii KOTOPBIX SABISIETCS MOMOIIb ITPU
BO3HUKHOBEHUM MTOAOOHBIX CUTyalnii. Ec/iv 1 pe3epBHBIE areHThI He CIIPABIISIIOTCS ¢ 00pa-
0OOTKOI1 3a OIpeAeICHHbII IIPOMEXYTOK BpEMEHH, TO CUCTEMa MOXKET OTOCIATh KJIUEHTY CO-
O0IIIeHNE C U3BUHEHUSIMU 32 OTCYTCTBME OTBETA, IIOJHSITH IIPUOPUTET HEOOPAaOOTAaHHOTO €-
mail 1 TocTaBUTh B U3BECTHOCTH CYIIEPBU30pa O CIIOKMBIIEHCS CUTYaLVH.

Cisco E-mail Manager mpenocTasJsieT CyliepBU30paM OTYETHOCTD O TeKyllleil paboTe cuc-
TEMbI M KaXKIOTo U3 areHToB. I CymepBU30pOB MPEIyCMOTPEHBI CIIeIIMaTbHbIe «OKHa», B
KOTOPBIX 0TOOpaxkaeTcss MHGOPMAIIUS TI0 KOJTUIECTBY BCeX IMOCTYIMBIIMX 3a IEHb COOOIIIe-
HU, 110 KOJMYECTBY YK€ 00pabOTaHHBIX COOOIIEHUIA 1 T€X COOOIIEHUIA, BpeMsl 00paboTKu
KOTOPBIX yke ImpocpoueHo. CynepBU30p BUAUT, KAaKUe U3 COOOLIEHUI XIyT NOJIbIIE BCEX, &
TakXe cpeaHee BpeMsi 00pabOTKM OIHOro coobuieHMs. Takas nHGopMaLus MpeaocTaBisieT-
Csl KaK B 1IEJIOM IO CUCTeMe, TaK U 10 KaxkaoMy u3 areHToB. [Tpu npeBblllIeHUH HEKOTOPbIX
MOPOTOBbIX BEJWYUH (HAMpUMED, UTO IJIMHA OYepely MPEeBBIIIAeT JOMYCTUMYIO BEJIUUYUHY,
YTO HETaTUBHO CKAa3bIBACTCS HA KAYECTBE OOCIY:KMBaHUS) B «OKHE» CyMepBU30pa MOSIBIISICT-
s CTeLIMATbHBIN CUTHAT (OOBIYHO — XXEJNThIA WM KPacHbIN (hJIaXoK), YKa3blBAOIIUA Ha TO,
YTO CUTYyallus TpeOyeT OnepaTBHOTO BMEIIATEIbCTRA.

CynepBHU30p MOXET TAKXKE CO3IaBaTh XpOHOJOrnmdeckue oTuyeTsl no padore Cisco E-Mail
Manager 3a onpeeIeHHBIN IPOMEXYTOK BpeMeHHU (IeHb, HEEI0, MECSIII M T. 1I.).

4.6. Cuctema obpabotku Web-BbizoBoB

Hcnoansys IPCC, koMIaHus MOXET OpraHU30BaTh A0CTyN aboHeHTOB B KoHTakT LleHTp
yepe3 MHTEpHET ¢ ucnoab3oBaHueM Web-unrtepdetica. Ilpunoxenue, obecneynBaloliiee mo-
J100HYI0 (YHKIMOHAIbHOCTh, HOcUT HazBaHue Cisco Collaboration Server (CCS). I1pu aTom
CUHXPOHU3UPYETCS U300pakeHUe Ha SKpaHaX KOMIIbIOTEpPOB aOoHeHTa U areHTa. ObleHue
MOXET MTPOUCXOUTD B ABYX PEXKUMAX:
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* TEKCTOBBIN Yar;
» roJioc roBepx IP (VoIP).

Ycranoska Web-coequHeHUs TIPOUCXOAUT CIAEAYIOIMIMM O0pa3oM: a0OHEHT HAaXOOMTCS Ha
Web-caiite kommanuu. EMy He0OX0AMMO IOJIYYUTH TTOMOIIb, MOCKOJIBKY BOSHUKIIA BOTIPOCHI
OTHOCHUTEJILHO comepxkaHus caiita. Ha caiite muMeercs cceblka: «CBsokuUTeCh ¢ HaMu». Haxkas Ha
3TY CCBUIKY, Aa0OHEHT OTBEYAET Ha BOIIPOC, KAKOil TUIT COeAUHEHMsI OH XOTeJ1 Obl UCIIOJIH30BATh:
TEKCTOBBI YaT uiin royioc rmosepx IP (B mociaegHeM ciyyae KOMIbIOTEp aOOHEHTA AOJKEH OBbITh
000pydoBaH AMHAMUKAMM U MUKpO(hOHOM). Jlaiee MpOUCXOOUT COEIMHEHUE CO CBOOOMHBIM
areHTOM, UMEIOLIMM HeoOX0AUMYI0 KBauuKalrio 11 06padoTku Web-o0palleHuid.

Cisco Collaboration Server MOXeT OBITh pa3BepHYT B cpele 1P nim nHTerpupoBaH B MMEIOIITY-
10cs MHOPACTYKTYpy TeJleOHNM U 00ecrieurBaeT KOMOMHUPOBAHHBINA MpUeM TeJe(MOHHBIX U
Web-3ampocoB B aBToMaTUYeCKOM pexkrMe. Hike KpaTKo onmrcaHbl MPEeUMYIIECTBA BHEAPESHUS
CHCTeMBI 00cTyXrBaHuS Web-3arpocos:

Yeeauuenue npuoviiu OnepaTtop MOXET MPEACTABUTb 3aKa3uMKy MPOAYKT WM Ipe-
3€HTALIMIO HETIOCPEICTBEHHO CO CBOEr0 KOMIMBIOTEPA, YTO YCKO-
psieT paboTy;

BU3YaJIbHO-TOJIOCOBOE OOIIEHUE PACIIUPSIET BO3MOXKXHOCTH CO-
MTyTCTBYIOLIMX TIPOAAX;
BBICOKOE KAaueCTBO MPOAAXK, YCIYT U MOMAEPKKU TapaHTUPYeT
YCTaHOBJIEHNWE BBITOAHOTO U JOJTOBPEMEHHOTO COTPYIHU-
YeCcTBa ¢ 3aKa3dnKaMu.

CHuxcenue 3ampam B03MOXHOCTb OTHOBPEMEHHOTO OOLIEHUS C HECKOJIBKAMMU 3a-
Ka34MKaMmu IOBbIIIAeT 3P GEeKTUBHOCTb paOOTHI OIIEPAaTOPOB;

BO3MOXHOCTh COIPOBOXIEHMS 3aKa3ynMKa C TTOMOIIbIO BH-
3yaJIbHOTOJIOCOBBIX CPENCTB.

Ilogvienue kavecmea ITocTossHHOE ¥ UHAMBUIYATBLHOE COMTPOBOXIEHUE 3aKAa3UUKOB.
oocayncueanus

O6pabdoTka Web-o0pallieHrii MPOUCXOAUT TI0 AITOPUTMaM, CXOXHM C aJlrOpUTMaMu o0Opa-
OOTKHU roJIOCOBBIX COOOIEHUH, T. €. Web-BbI30Bbl MOTYT CTOSITb B OUEPENM, IS HUX MOTYT ObITh
HammcaHbl CBOU CLIEHapUKU 0OpaObOTKM, UM MOTYT NPUAABAThCS pa3Hbie YPOBHU IPUOPUTETOB,
MHGOPMAIIUS O HUX MOIAgaeT B CUCTEMY OTYETHOCTH U T. II.

B pamkax ucnomnbszoBanust Cisco Collaboration Server goctymHa Takxe ciaeaytomias GyHKIIU-
OHAJIbHOCTh, CBOMCTBEHHAsI TOJILKO 00paboTke Web-o0palieHuii:

a. B npouecce ob1eHMS areHT COCOOeH «BeCTU» aboHeHTa 1o Web-caliTy KoMaHuu, IpuyeM
cMeHa Web-cTpaHull Ha 9KpaHe aOOHEHTa MHULUUPYETCsl areHToM. TakuMm ob6paszoM, abo-
HEHT He HaXKMMaeT HUKaKKX KHOIIOK Ha CBOEM KOMITbIOTepE — OH MPOCTO CMOTPUT Ha CMe-
Hy Web-cTpaHull, COMPOBOXIAIONIYIOCS TOJOCOBBIMU MM TEKCTOBBIMU KOMMEHTAPUSIMU
areHTa. DTo yOoOHO IS OOBSICHEHMSI aOOHEHTY CJIOKHBIX BOIIPOCOB, KOTAA TOJIOCOBBIC
00BSICHEHHSI COIIPOBOXIAIOTCSI CMEHOM TpapuueCKuX N300paxkKeHMIA.

b. AreHT MoxXeT oOpabaTbhiBaTh OAHOBPEMEHHO HECKOJIbKO ceccuit Web-obpalleHuit (B ToM
cjydae, €CJIM UCIOJb3YyeTCsl TeKCTOBBIN yaT). JlaHHas (yHKUMS UMeeT Ha3BaHue multi-ses-
sion.

¢. Web Collaboration nMeeT BO3MOXHOCTb IIPOBEPSITH MPABWIILHOCTD HAITMCAHUS CIIOB B PEXKM-
me TekcroBoro yata (Real-Time Spell Checker). B HacTosiiee BpeMst B JaHHOU (DYyHKILIUY OT-
CYTCTBYET IOJIEPKKa PYCCKOTO SI3bIKA.



d. BosaMoXHO HalMcaHKe ClieHapueB, MPUMEHUMBIX K 00paboTke Web-3anpocoB. B padoTte
TaHHBIX CIIEHAPUEB UCIIOJIb3YIOTCS CTaHIAPTHBIC TEKCTOBBIC (hpa3bl I Web-CTpaHUIIH,
KOTOpbIe HanboJIee YacTo MPUMEHSIOTCS TTpu 06paboTke Web-3armpocoB.

e. CoBMecTHOe WCIOJb30BaHME JIOOBIX TpuiaoxeHuit (pexum «bemoin Jlocku» —
Whiteboard). Hanpumep, areHT 1 aOOHEHT MOTYT BUIETh TOKYMEHT B (hopmate Microsoft
Word 1 00cyXnath ero, IIpu 3ToM y aboHeHTa Ha KoMmIbioTepe Word MoXeT OBITh HE yC-
TaHOBJICH.

f. Web-koHbepeH1IMs. ATeHT MOXET MHULIMUPOBATh YUaCTUE IPYTUX areHTOB B CYILIECTBY-
o1eit Web-ceccuu aJ1s1 COBMECTHOIO 00CTyKBaHUSI aDOHEHTA.

g. [lopnepxuBaetcs uctopusi oopamieHuit K Web-ctpaHuliiam, T. €. B JloOOi MOMEHT €CTh
BO3MOXHOCTb BEpHYTbcS K Web-cTpaHulle, yke oO0cyxkaasiieiics B xoae naHHoi Web-
CECCHUH.

Tunosoil uHTepdeiic oOLIeHKs areHrTa ¢ 3a-
Ka3zuMKamu B pexxume Web NpuBeieH Ha pUCyHKe | — + & LR
8. Ha 1aHHOM puCyHKe BUIHO, YTO OIIEPaToOp MO- = =
XKeT TMOMJIEPXKUBATb HECKONLKO NMAJIOrOB OJHO- = =
BPEMEHHO, YTO IO3BOJIAET €My BECTM HE3ABUCHU- T
MBbI€ IUAJIOTH C HECKOJILKUMU 3aKa34NKaAMMU.

K 1omoTHUTe IbHBIM IIPEUMYILIECTBAM MCIIONB30-
Banus Cisco Collaboration Server MOXHO OTHECTH:

el H o
* BOBMOXHOCTDb IMP€AOCTaBJICHHNA 3aKa34YuKaM ) e e
He3aMeJJIMTEbHOTO OTBETA, MCHOJIb3YIO- i =
LLIETO BCE NOCTYIIHbIE pecypchl Web; ’ PucyHoK 8 ‘

*+ 3aKa3YMKy OKa3bIBAeTCsI KBATM(UIIMPOBAH-
Hasl TOMOIIlb B 3aIOJJTHEHUM AUAJIOTOBBIX (POPM, a Takke B paboTe ¢ MPUIOXKEHUSIMU,
CBSI3aHHBIMU C 3JIEKTPOHHBIMU TPAH3aKIIUSIMU;

* COMPOBOXICHUE 3aKa3YMKA OCYILECTBIISIETCS] TOJIOCOM, a TAaKXKe BU3YaAIbHBIMU CPENCT-
BaMU;

* BO3MOXHbI ITPOBEICHNE€ MHTEPAKTUBHBIX MPe3eHTALINi, IeMOHCTPALMS IPOrPAMMHBIX
MPOIYKTOB, a TAKXKe AMCTAHIIMOHHOE O0YUYeHUEe 3aKa3uKrKa U ero epcoHana.

IpunoxeHue, MO3BOJISIONIEE OPTAaHN30BLIBATE Web-ceMUHAphI, pacItoyiaraer cieIyon-
MM BO3MOXKHOCTSIMHA:
+ KOHTPOJIb MAKCUMAJIBHO Pa3peIeHHOTO KOJMYECTBA YYACTHUKOB;
+ TMHAMWYECKHI KOHTPOJIb IMTOAKITIOUEHHST YIaCTHUKOB;
+ TMHAMWYEeCKOe N3MEHEHME MapoJIst JOCTYITa K CEMUHApY.

4.7. OpraHu3saums pabouyero mMecTta areHTa

Pa6ouee mecto onepatopa IPCC cocTonT 13 epcoOHAIBHOTO KOMITBIOTEpa U TelAe(OHHOTO
arnmapara. B maHHOI n1aBe pacCMOTpPEHBI BAPUAHThI MCIIOIb3YEMBIX OTIEPATOPOM TeJIe(POHHBIX
aTmaparoB.

B pamkax ucnonbzoBanust IPCC cyiliecTBYyIOT 1Ba BapraHTa UCIIOJHEHUS Tele(hOHHOTO ar-
napata: nporpammHbiit TeedoH (Softphone) u ¢usuveckuii IP tenedon cepuii Cisco 7940,
Cisco 7960 u 1. 1.

IIpumeyanne. Hesaeucumo om muna ucnoawvzyemozo mesedonnozo annapama (Sofiphone uau gusuuec-
xuiti annapam) IPCC noddepucusaem pynkuyuio «noeuveckuii acenm». Habupas ceoii login na arobom mene-
ponnom annapame IPCC, acenm oka3zvieaemces Ha ceoem pabovem mecme: Ha OAHHbLI MeAeqoH 3a2pyicarom-
cs 6ce Hacmpoliku, ceoticmeenuvle danHomy azenmy. Taxum obpazom, acenmut IPCC He npueszanbt Kk KOH-
KpemHoMmy pabouemy Mecmy — azeHm Modxcem pabomams Ha AH000M c80600HOM Mecme be3 Kakoi-au6o nome-
DU QYHKUUOHAALHOCIU.
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IP Telephone Cisco 7940

HauGonee ctangapTHBEIM Tee(OHHBIM aIlliapaToM JIJIST HCTTOJTb-
30BaHMs Ha padboueMm Mecte areHTa IPCC gBnstercs anmapat Cisco
IP 7940. EcTb BOBMOXXHOCTb ITOAKIIOUUTH K JTaHHOMY arnrmapary 1Be
JIONOJIHUTEJIbHBIE MpUCTaBKU (1o 14 KHomok kaxnas). Kpome To-
ro, UMEIOTCS YeThIpe XECTKO 3alporpaMMHUPOBAHHbIC KHOIKH, C
TTOMOIIIBI0 KOTOPBIX MOXHO MMETh JHOCTYIT K 3apaHee 3aIlporpam-
MHUPOBAaHHBIM (PYHKUIMSAM. BOJBIION XUIKOKPUCTAIINYECKUMA
IVICIUIEN TIOMMMO BO3MOXHOCTH BBIBO/IA CTAHAAPTHOM udpoBoii nHbopMalnu (mata,/Bpe-
MsI, IMSI 1 HOMEP BBI3BIBAIOIIETO aODOHEHTA, JOCTYII K KOPITOPATUBHBIM TUPEKTOPHUSIM U T. 11.)
obnamaeT rpa¢pMIECKUMHU CIIOCOOHOCTIMHM. DTO TTO3BOJISIET BRIBOAUTH HA AUCILIEH TesiehoHa
areHTa rpadudeckyio mHGopMaluio, xpaHsiryocsd B MHTepHeTe MM KOPITOPaTUBHOM CeTH
HNutpaneT B popmare XML.

Eme onHuM npeumyiliectBoM ucnojb3oBaHust Cisco 1P 7940 saBnsieTcs HEOOXOAUMOCTD
TOJILKO B OJHO JIMHUY CBSI3U IJIsI NOAKJIIoUeHUS pabouero mecra arerTa. Cisco IP 7940 mox-
KJTIOYAeTCsT K JIOKAJTBbHOM BBIYMCIUTENEHONM CeTH KOMITaHWU 110 mpoTokony Ethernet. KoM-
MBIOTEp areHTa MOIKITI0YaeTCs HETTOCPEACTBEHHO K TeJle(pOHHOMY ammapary U UMeeT TOCTYII
Kk JIBC xomnaHuu yepes 3TOT TesaeOHHbIN anmnapar. Takum o0pa3oM, KOMIaHMsI, yCTaHAB-
nuBatoast [IPCC, uzbapieHa oT HeOOXOIUMOCTH MPOTITUBATh HAa pabodyee MECTO areHTa JIBe
JIMHUM (VTSI OTAEIBHOTO MOAKII0UYeHUS TeJle(poHa U KOMITbIOTepa areHTa).

Ectb Bo3amoxxHOCTh ToakitoueHust K Cisco IP 7940 craHmapTHBIX TapHUTYp JJISI areHTOB
(0o6bryHO MpousBoAcTBa Plantronics). [Ins atoro B TenedoHe MPeayCMOTPEHO OTIAEIbHOE
THe3710. Bo3MoXXHO Takke IMOnKItoYeHre OeCIIPOBOIHBIX TAPHUTYD.

Ilpoepammnusiii meaeghon (Softphone)

I[aHHOC TIPUIIOXKEHUEC 00€ecTIeYnBaeT OMYJIALHNIO TeJTe(bOHHOFO TEPpMUHAJA Ha OKpaHE KOM-
IbIOTEPA OoIIeparopa. BKpaH orieparopa ImoKa3bIBacT €ro CTaTyC 1 npcajaara€t €My TaKue€ BO3-
MOXHOCTH, KaK OTBET Ha BBI30B, yAepXKaHNe BbI30Ba, TeJeoHHAast KOH(PEPEHIINS 1 TTePeKITIO-
YEHMUE BbI3OBA, ITPUYEM BCE€ 3TO OII€PATOP BLIITOJIHACT HE HA TeJ'IGCbOHHOM alraparte, a Ha CBO-
€M KOMIIBIOTEPE. HpOFpaMMHbIC QJIECMCHTLI HE 3aHMMAalOT MHOI'O ME€CTa Ha OKpaHEC U JOITyCKa-
0T UHAWMBUAYAJIbHYIO HACTPOMKY IO BKycy omeparopa. OmnHoO U3 BO3MOXHOCTEl JaHHOTO
MPWIOXEHUS SIBISIETCSI KaTaJaor TejedOHOB, O0Jeryamluil onepatopaM CUCTeMaTU3alNIO
HaAKOIIJICHHBIX KOHTAKTOB 1 HOBBOJIHIOLL[I/II‘/JI O€J1aThb UCXOAAIIME BbI3OBHI.

5. IlpenmyiiecTBa MOCTPOEHUS
pacnpepenreHHOro Kourakr LleHTpa

YacTo y KoMIaHM BO3HMKAET MOTPeOHOCTh opraHn3oBath padory Konrakr LlenTpa, 00b-
eIVHUB PECypPCHI ITOApa3aeIeHII, pacIION0XEHHBIX B pa3IMIHBIX ourcax KoMmmaHuu. OgHuM
13 ocHOBHBIX ITpenmyinecTB IPCC gBisgeTcs BO3MOXKXHOCTb MOCTPOCHMST PaCIIpeaeICHHOIO
KonTakT LlenTpa mpn MMHMMAaJIbLHOM KOJIMYECTBE 3aTpaT Ha €0 «pacIpele/IeHHOCTb».

B ciyyae ucnosib3oBaHuUs KJIACCUUYECKUX TeIE(POHHBIX KOMMYTaTOPOB HEOOXOAUMO YCTa-
HOBUTH oTAeNbHBIN KoHTakT LIeHTp B KaxkIoM U3 0(prucoB KOMIIaHUM, 00beIMHUB UX 3aTEM B
enuHblii KoHTakT LleHTp. DTO BeAeT K 3HAUUTEJIbHBIM pacXxoiaM.

IPCC mno3BosisieT CTpouTh TeppUTOpUaibHO pacnpeneneHHblii Konrakr IleHTp, mpocto
pacriojiarasi areHTOB B JIlo0OOM MecTe, TAe MPUCYTCTBYET KopropatuBHas ceTb WAN. CxeMa
opraHuzanuu Takoro Konrakt LleHTpa nmpencraBieHa Ha pucyHke 9.

Kaxk BugHO Ha cxeMe, [IJis OpraHu3alMy padouyux MeCTaX areHTOB B yIaJeHHBIX oducax
TpebyeTcs ToabKOo obecreunTs IP-nogkioueHue u ycraHoBuTh areHTcKue IP Tenedonsl. I1pu



5TOM YIaJieHHbIe areHThI 00J1aJaloT aOCOIOTHO TOM Xe (PYyHKIMOHATIBHOCTBIO, UYTO M areHTHI,
pacIoioXXeHHbIE B LIEHTpaJbHOM O(rce KOMIaHUU.
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PucyHok 9

Bosnee Toro, cyliecTByeT BO3MOXHOCTb YCTaHABIMBATh B yIaJeHHbIX oucax KOMIIaHUU
oTnenabHbie mpuioxeHust Kontakt LlenTpa (Hanpumep, IVR, cucreMy rosiocoBoii moutsl u
T. 1.). I1pu 9TOM JaHHbIe MPUIOKEHUS TOCTYMHBI 151 BCeil ceTu komnaHuu. Takas cxema
MOCTPOEHUs AaeT OCOOEHHbIE MPEUMYIIECTBA, €CIM OUCH KOMIIAHUM PACTIOOXEHBI B pa3-
HBIX ropoax.

B aTOM cityyae permoHa bHbIN KJIMEHT, KOTOpbIii 3BOHUT B KoHTakT LleHTp KoMmaHuu, He 3a-
HUMaeT eMKOCTh B JOPOTHUX MEXIYTOPOAHBIX KaHanax, oomasch ¢ cuctemoii IVR. Cam roo-
COBOI1 BbI30B MPOMCXOAUT B Mpeesax peruoHa. [Ipyu 3ToM KOHTPOJIb Hall STUM BbI30BOM OCY-
LIECTBIISIETCS U3 LIEHTPaJIbHOTO oduca, e YCTAHOBAEHbI OCHOBHbIE KOMIOHEHTH KOoHTaKT
LenTpa. Ynpasnsioias uHGopMalusa He TpeOyeT O00bILIOM TPOMYCKHOM CITOCOOHOCTY KaHa-
Jla, TIO3TOMY MCIIOJb30BaHUE CETEBBIX PECYPCOB KOMIIAHUM MPOMCXOIUT Hambosee ahdeK-
tuBHO. Cxema nomo6Horo nocrtpoeHust Konrakr LlenTpa npuseaeHa Ha pucyHke 10.
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Opeanuzoeae edunvlii pacnpedeaennsiii Konmaxm Ilenmp 0aa écex nodpazodeaenuii, c8a3aH-
HbIX ¢ 00pabomKoli 6b130608, KOMRAHUA NOAYHAEM CAeOyIOuUe NPEUMYULeCmed:

+ BHenpenue enuHoro Konrtakt IleHTpa mo3BosieT yCTAHOBUTD €IMHBINA CTaHAApPT 00-
CIYXXUBaHUS 7151 BCeX KJIMEHTOB KoMmaHuU. COOTBETCTBEHHO, PYKOBOJICTBO KOMIIa-
HUU T0Jy4aeT BO3MOXHOCTh KOHTPOJMPOBATh KAUeCTBO OOC/IYyKMBaHUSI KIMEHTOB, B
KaKyo Obl CTyX0y KOMITaHUU OHU He o0paTtuiiich. CTaHIapT KauecTBa 0OCTyKUBaHUS
MoApa3yMeBaeT Takue MapaMeTpbl, KaK: MUHMMAJbHOE BpeMsl OXUJaHUs aOOHEHTOM
OTBETa areHTa, MakCMMaJbHO ObICTpOE OOCTY>XKMBAHUE arCHTOM 3alIPOCOB KJIMEHTOB,
ONTUMAaJIbHOE MCIOJb30BaHUE YEJIOBEYECKUX U MaTepualbHbIX PECYPCOB, IIpeJHa3HAa-
YEHHBIX U OOCTYXKMBaHUS BHI30BOB KJIMEHTOB. PYKOBOACTBO KOMITAHMM IOJydYaeT
BO3MOXHOCTh KOHTPOJMPOBATh KAYeCTBO OOCIYXXKMBAaHMUS KaK B PEaJbHOM PEXHUME
BpEMEHHU, TaK U Ha OCHOBE CTaTUCTUYECKON MH(POPMaLMK 3a ONpeAeJeHHBINA MepHOI
BpEMEHU.

Pacnipenenennbiit KontakT ILleHTp, MOCTpOEHHBI HA OAHOTUITHOM OOOpPYIOBaHUU,
MO3BOJIUT MPEIJIOXUTh OAMHAKOBOE 00CIy>KMBAaHUE BCEM KJIMEHTaM KOMMAaHWU, He3a-
BUCHMMO OT UX MecTornosiokeHust. TakuM obpa3oM, KIMEHT KOMITAaHWM Bcerna OynaeT
HUMeTh OOCIyXXMBaHUE, €AMHOE HE TOJIbKO IO KaueCTBY, HO U IO IMOJIb30BaTEIbCKUM
(pyHKIMAM (KOIbI JOCTYIa K aBTOMAaTU3UPOBAHHBIM cucTteMaM IVR, omHOTUIIHEII 10-
CTYII K TPYIIIaM OMepaTopoB, OTBEYAIOIIMX Ha CielMaJu3pOBaHHbIE BOIIPOCHI [CIpa-
BOYHAas1 MHGOPMALIUS, TEXHUYECKKME BOMIPOCH | U T. 1.).

B03MOXHOCTh 5KOHOMUM MaTepUATbHBIX PECYPCOB MYTEM I'PAMOTHOTO BHEAPEHUSI Ce-
teBoro Konrakr LleHTpa. Bo3aMoxXHO coBMecTHOE UCIOIb30BaHKEe pecypcoB KoHTakT
LleHTpa HEeCKOIbKMMU (M1 BceMU) odrcamMu komrnanuu. Hanpumep, onuH odurc Mo-
JKET OBITh HE B COCTOSIHUU O0ECTIEUUTh MOJTHYIO 3arpy3Ky CUCTEMbI aBTOMaTU31UPOBaH-
HOT'O PEUEBOT0 B3aMMOIEHCTBYS, U CJIEIOBAaTEIbHO, MHBECTULIMM B TaHHYIO CUCTEMY HE
OynyT MakcuMaJIbHO 3(peKTUBHBI. B TO ke camoe BpeMsi UCITOJIb30BaHUE OJHOM TaKOM
CHUCTEMBbI JIJIs1 HY>KJI HECKOJIbKMX O(PMCOB MO3BOJIUT CO3/1aTh ONTUMAJIbHYIO HAIPy3KY Ha
Hee U, COOTBETCTBEHHO, MOJYYUTh MAaKCUMaJIbHYIO OTHavy. EcTeCTBeHHO, UTO BHEApe-
HUE TTOOOHBIX «paclipeieIEeHHbIX» PECYPCOB TPeOYeT TIATeIbHOTO MpeaBapUTEIbHO-
ro TJIaHUPOBAHUS, OMHAKO IKOHOMMUSI, TOCTUTHYTAsI MPU TPAMOTHOM BHEAPEHUM I1O-
JOOHOTO pellieHUs], MOXEeT ObITb 3HAUMTEJIbHA.

ITpu HE0OXOAMMOCTH BOZMOXKHO BPEMEHHOE WM ITOCTOSIHHOE TiepepacipeaeieHue pe-
cypcoB KonrakTt LleHTpa Mmexay opucamu. Hanpumep, eciv Kakoit-11060 KOMIOHEHT
Kontakr LleHTpa (Hampumep, JUILEH3MM Ha areHTCKOe MECTO MJIM KaHajlbl JOCTyMa K
aBTOMATM3MPOBAaHHOI CUCTeMEe peYeBOro B3aMMOJEHCTBUS) B JaHHBIIA MOMEHT HE BOC-
TpeOOoBaH B OMHOM U3 0(pMCOB, TO €r0 MOXHO MCIOJL30BaTh IS YIOBIETBOPEHUS MO-
TpebHOCTEN npyroro odurca B JAHHOM KOMIIOHEHTe. DTO MO3BOJIsIeT U3beraTb Headh-
(beKTUBHBIX JOIOJHUTEIBHBIX 3aTpaT Ha pa3Butue Konrakr IleHntpa. JlaHHast ocoOeH-
HOCTb BeCbMa BaXkKHa, €CJIM MOTPEOHOCTDb B JIETKOU MepeKOH(GUTypaliuu CETEBOTO pe-
mweHust Konrakr [lenTpa yacto OyaeT cTaHOBUThCS akTyaibHOU. [Tpu HeoObXxoaumMocT
BO3MOXHO TakKxXe U MepepacnpeesieHre YeJOBeUeCKUX pecypcoB (CHenUaiuCcTOB MO
pabote ¢ Konrtakt [leHTpom) Mexny oprucaMu KOMIaHUM.

EcTb BO3MOXHOCTb MCMOJb30BaTh ar€HTOB OJHOTO Orca [IJ1s1 OTBETOB Ha BHI30OBbI KJTH -
€HTOB, HaIlpaBJIeHHBIE B APYroil opuc. JlaHHasT BO3MOXHOCTb MOXKET OBITh ITOJIE3HON B
ciyyae, KOrjaa areHThl B OAHOM M3 0(hUCOB MeperpykeHbl B pe3yjabraTe MMKOBON Ha-
rpy3ku. Takue Harpy3kud MOTYT ObITb MpeACKa3yeMbIMU (ITMKOBBIE Yachl B TEUEHME
KaXKI0ro paboyero AHs1) WK BHE3aIHbIMU (B ciiy4yae MpobsieM,/c60eB B PyHKIIMOHUPO-
BaHUU ceTH). Takast BO3MOXHOCTb SIBJISIETCST BEChbMa BaXKHOM IS TOCTPOEHUSI CHCTEMBI
rMOKOro M OIepaTUBHOIO OOCIYXXMBaHUS KJIMEHTOB KOMIIAHMU B lieJioM. Tpedyercs
TIIaTebHAs TPOpPabOoTKa aITOPUTMOB TiepepacIipeie IeHIsT BBI30OBOB MEXIY ohrcaMKu
(Kakue BbI30BbI MOXXHO MEPEBOAUTD, 4 KaKMe — HET; MPY KaKKUX MapameTpax 3aHsTOC-
THU areHToB B 0(hrce MOXKXHO TIEPEBOIUTH BbI30BBI HAa 0OCIYXMBaHWE B IpYroi, MeHee
3arpykeHHbI ouc).

+ Bo3MOXXHOCTb JIETKO THPaXKMpOBaTh AOMOJHUTENbHBIE TpuoxXeHus: KontakT [leHTpa,



YCIEUIHO 3apeKOMeHI0BaBIIre ce0s1 B oqHOM U3 opucoB. CienoBarejbHO, ITPU BHEI-
PEHUM KaKUX-JTMOO HOBBIX TPUJIOXKEHUI / YCIYT MOXHO ITPOBECTU «ITOJUTOHHBIE» HC-
MbITAHUSI B paMKax OJHOro oduca, a 3aTeM ONEPATUBHO BHEAPUThH JAHHOE pElLlEeHME
J1s1 Bceih KoMnaHuu. OTBIT «ITOJMTOHHBIX» UCIBITAHUI TapaHTUPYeT ObICTpoe U 6e3-
0oJiesHeHHOe BHeapeHue. [IprMephl 10MOTHUTEIbHBIX TPUIOXEHMIT: BBeAeHUE (PYHK-
LM KOMITBIOTEPHO-TeJIe()OHHOM MHTErpaluy (MHTerpanus ¢ 6a3aMu JaHHBIX, U3Me-
HEHHE CBOMCTB aOOHEHTa CaMMM abOHEHTOM, HallpUMep, BKIIOUCHUE / OTKIIOUEHME
MEXIYHapOIHOTO TOCTYIA, MOAKIIOYCHUE K IPYTUM IJIATHBIM yCIyTaM).

O6yueHue areHToB u cynepBu3opoB KontakT IlenTtpa. B cymectBytomux KoHTakT
IleHTpax Ha MOArOTOBKY areHTOB K paboTe TpaTUTCS B CPEAHEM HECKOJIbKO Hellesb (B
HEKOTOPBIX KOMITAHUSIX CPOK OOyYEeHMSI JAOXOAUT OO TpPeX MECSIEB). YUUThIBas TOT
(hbakT, YTO BO3MOXKHO TMOSIBJIEHUE JOMOJHUTEIbHBIX O(PMCOB, NCMOJb3YIOIIMNX (DYHKIIU-
oHajibHOCTh KoHTakT LleHTpa, mpobjieMa 00yueHNsI HOBBIX ar€HTOB ISl 3TUX O(HUCOB
YIPOLIAETCS TEM, UTO areHThl MOTYT NMPOUTH OOYYEHME B YXKe CYLIECTBYIOIIMX oducax,
ucnosb3yoimux Konrakr LleHTp.

Bo3MOXHOCTb 1IEHTPaIM30BAaHHOIO YIpaBieHUs pabdOTON yaaJleHHbIX O(PUCOB U3
LeHTpaibHoro opuca Konrakr LleHTpa. BT0 MOXeT MOTpedOBATHCS B TOM CiIydyae, ec-
JIM CYyTIepBU30P YAaJEHHOro ourca He MOXET Ha MECTe TIPUHAIThL aNeKBaTHBIX Mep IO
peLIeH1IO BOZHUKIINX IIPOOIeM I10 KaKO-JIM00 mNpruurHe (OTCYTCTBUE B JAaHHBIA MO-
MEHT Ha paboyeM MecTe, HeJOCTAaTOK OITbITa U T. 11.). B 3TOM cily4yae ucrpaBUTh CUTY-
alIMIo TIOMOXET BO3MOXHOCTh COTPYIHUKOB IIEHTPAILHOTO aIllIapaTta, OTBEYAIOIINX 3a
Ka4yecTBO 0OCIyXKMBaHUSI BO BCell CETHU, ONEePaTUBHO pearupoBaTh Ha BOSHUKHOBEHUE
npooiem.

6. UuTerpanusa IPCC ¢ CRM-nipuAOKeHUuIMA

CRM-cucTeMHBI CITykaT eTMHOM MH(GOPMAIIMOHHOM CpeIoii TS BCEX aCTIeKTOB B3aMOOT-
HOLIeHM# KoMIaHuu ¢ KireHTamu. Yarne Bcero CRM-TIpuiokeHUs] yCTaHABIMBAIOTCS B
TaKUX CIYXK0ax KOMITAHWUM, KaK MApKETHHT, TTPOJAXKH, CEPBHC.

®dynkumonaasHoct CRM-cuctem u Kontakr LleHTpoB 10noMHSIOT Apyr Apyra: KoHTakT
Lentp obecneunBaeT rmpueM 1 3PHEeKTUBHYIO 00pabOTKyY BhI30BOB KiineHTOB, CRM-cucre-
Mbl YCTaHABIMBAIOT OM3HEC-JIOTUKY 00pa0OTKM KIMEHTCKUX 3alpOCOB, BOZHMKAIOIIUX B pe-
3y/lbTaTe TaKux BbI30BOB. ClieoBaTe/IbHO, HEMAIOBaXXHOE 3HAaUeHUE MPUOOpETaeT MHTErpa-
s CRM -npunoxenuii u Konrakr LleHTpoB, ycTaHOBIEHHBIX B KOMITAaHUHU. JIorMuecKu cxe-
Ma NoJ00HOI MHTEerpaly peacTaBieHa Ha pucyHke 11.

KnneHTsl MapTHepsb!
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PucyHok 11

OtkpbiTas apxutektypa [PCC nosBossier opraHu3oBbiBaTh MHTeTpauuio ¢ CRM-cucre-
mamu. boiee Toro, cyiecTByIOT yxKe rotoBbie Moayau st uHTerpauuu IPCC ¢ CRM-cucre-
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MaMH

Benyiux npousBoauteneit: Oracle, Siebel n np. OprannsoBaB B3anmoaeiictsue KoH-

takT LlenTpa 1 CRM, KoMITaHus moyydaeT enuHyl0, YIOOHYIO B UCITOJIb30BAHUM 1 IIPOCTYIO
B MOJIEPHU3AIINN CXeMY OOIIIEHUS CO CBOMMMU 3aKa34MKaMMU.

KonkpetHsie «touku B3aumonaeiictBus» IPCC u CRM BHITISIST CIIEIYIOIIAM 00pa3oM:

uHTepdeiic Ha MOHUTOPE areHTa SIBJISIETCSl COBMELLIEHHBIM: B HEM HaXoaUTCs YyHKIIU -
oHajbHOCTh KaKk CRM, Tak u IPCC (Ha pucyHke 12 mpuBeeH MprUMep COBMEIIEHUS
areHrckux MecT IPCC n CRM-nipmnoxenust Siebel);

nojb3oBaTeib CRM uMeeT BO3MOXHOCTb
3aperucTpUpoBaThest Kak areHT IPCC, Me-  pom— fucoms | Areuma
MOJIb3Ysl YHUKAIbHBIN Kof (IIpeaycMOTpeHa e :
BO3MOXHOCTb aBTOMAaTHYECKON perucrpa-
uMu: eauHblii uaeHtuduxkarop aags CRM u
IPCC);

n3 okHa CRM-NpuIOXKeHUSI areHT MOXeT
OTCIEXKMBATh CTaTyC M MPUOPUTET BHI30BOB,
HaXOISIINXCSA B O4Yepeny, MPUIeM MOTYT
ObITb MOKa3aHbl BCE BbI3OBbI WJIM BBHI3OBBHI,
JIOCTYITHbIE TOJIbKO JAHHOMY areHTy / TpyIl-
e areHTOB; PucyHok 12

okHO CRM 1no3BoJisieT KOHTPOJIMPOBATh pacipeiesieHue BXOASIIUX BbI30BOB U CTaTyC
areHTa;

BXOJISIIIIME BBI30BbI pacMpeAessTioTCs M0 3aaHHbBIM MTpaBUIaM B 3aBUCUMOCTHU OT HaBbI-
KOB areHTOB U KPUTEPUEB 3arPy3KHu;

areHT MOXeT BUIETh MH(pOpMalIMIO, BBEISHHYIO KJIMEHTOM B MeH10 IVR;
ABTOMATUUYECKU OTKPBIBAETCS KapTOuKa CEPBUCHON 3asIBKU, HOMEDP KOTOPOIi ObLT BBE-
JIeH aDOHEHTOM;

areHT MOXET OTBETUTh Ha 3BOHOK, CHSIB TPYOKY TejieoHa win yepe3 okHo CRM-1ipu-
B XOJIe pa3roBopa areHT MOXET BBECTU MH(pOpPMALIUIO MO padoTe ¢ KIUEHTOM B 0azy
naHHbix CRM;

MpU TepeBojie 3BOHKA APYroMy areHTy aBTOMaTU4eCKU repenaeTcs nH@opMalus mno
COOTBETCTBYIOILIEH CEPBUCHOU 3asiBKe (M00aBIeHHAasI areHTOM MH(pOPMaLIUsI COXpaHsi-
€TCs1, OKHO 3asIBKM 3aKPBIBAETCS Y TIEPBOT0O areHTa U OTKPbIBAETCS Y BTOPOTO);

MpY NEPBOM 0OpalICHUU KJIMEHTa aBTOMaTUYECKHU MOXET (hOpMUPOBATLCSI HOBAsI cep-
BHMCHasI 3asiBKa 110 3aJIaHHbIM MpaBUIaM;

areHT MOXET OCYILIECTBUTh UCXOISIIMI BbI30B HEMOCPENCTBEHHO U3 KAPTOUKM CEPBUC-
HOI 3asiBKM (MJIM KOHTaKTa) KIueHTa 6e3 Habopa HoMepa;

aBTOMATHUYECKU (pUKCUpyeTcs (paKT BbI30BA U €ro MPOJOIKUTEILHOCTD C MOCIEIYIO-
LIMM 3aHeCeHUeM JaHHOI nHpopMaLuu B 6a3y naHHbeIx CRM;

nHpOpPMAIIYS 0 BCeX BRI30BaX aBTOMATUUYECKM COXPAHSIETCS B IPUBSA3KE K KIMEHTY;
3aMMCh UCTOPUM: aTEHT MOXET BHECTH JIOTTOTHUTEIbHBIE KOMMEHTapHUH 110 00paboTaH-
HOMY BBI30BY 1 3aIUIAHUPOBATD CIEAYIOIINE IEWCTBUSI.

7. IlocTpoeHne KOMMEPUYeCKOro
KonTaKT LlenTpa Ha 6a3e IPCC

ITpenoctaBienue ycayr Kontakt [leHTpa Ha KOMMepUYeCKOil OCHOBE TPETbUM KOMITAHUSIM
HocuT Ha3BaHue Outsourcing. Ha TeleKoOMMyHUKAIIMOHHBIX pblHKax 3aragHoii EBponbl u
CIIA paHHbIf Bua OusHeca oueHb monyispeH. C pa3ButueM pbiHKa KoHTakT LleHTpoB B
Poccuu pacteT moTpeOHOCTD B JaHHOM YCIIyTe U CO CTOPOHBI POCCUCKUX KOMIIAHUH, 7151 KO-
TOPBIX opraHu3anusi cooctseHHoro Konrakr IleHTtpa siisiercst Hea((heKTUBHOM MO KaKUM-
6o npuyrHaMm. Cpeau MpUYMH, 3aCTaB/SIONIMX KOMIIAHUY MOKYIaTh ycayru Outsourcing,
CaMbIMU paclpOCTPaHEHHBIMU SBJISIIOTCS CAEaYIONIME:



» Ckopocmb pazeepmoieanus. Eciv komnaHus ctpouT cooctBeHHbI KoHTakT LleHTp, TO
C MOMEHTA MPUHSATUS PelIeHUs O Hayajie cTpouTenbcTBa A0 BBoga KoHrtakT LleHTpa B
9KCILTyaTaluI0 OObIYHO MPOXOAMT HECKOJbKO MecsleB (ITPOeKTUPOBaHUE, 3aKIi0ye-
HME KOHTpPAKTa C MOCTaBILIMKOM, IMOCTaBKa 00OpPYAOBaHUS, MHCTALISLIMS, OOyUyeHMe
areHToB U T. 1.). B ciyuyae mokynku Outsourcing KoMmnaHus, IpeaoCTaBIsomast yciay-
ru Konrakr LleHTpa, y:ke uMeeT ycTaHOBJIEHHOe 000pyaI0BaHKe U 00Yy4eHHBIX aTeHTOB.
IToaTomy 3amycK TaKOro MpoeKTa B paboTy MPOUCXOIUT B TEUEHUE HECKOJIBKUX HEIEb
C MOMEHTA TIPUHSITHUS PEIICHMS.

Tubkocmo 6 pasmepax Konmaxm Ilenmpa u 6 eeo ¢pynkyuonassnocmu. CTaHOBSICb MOJIb-
3oBatesieM ycayr Outsourcing, KOMIaHUsI HE CBS3bIBAETCSI C HEOOXOAUMOCTbIO UMETh
MTOCTOSTHHBIM ILTaT areHTOB M HA00p 060pynoBaHus. Takum 00pa3oM, €CIA KOMITAaHUS
3HAET, YTO OXUIAETCsl yBeJUUEeHUE MMOTOKOB BHI30OBOB B T€UEHUE CJIEAYIONLIEH Heleu,
TO OHAa 3a/Ie1ICTBYeT HEOOXOAUMOE KOJIMUECTBO areHTOB KOMIaHUU, IPEIOCTABISIOIIe
yeayry Outsourcing, UMEHHO Ha 3T0 Bpems. Jpyroit npuMep: KOMIaHUU HEOOXOIUMO
MPOU3BECTH OMHOPA30BYIO aKIIMIO MO 003BOHY MOTEHIMATbHBIX 3aKa3UMKOB. B aTom
cJlyyae OHa He CBSI3bIBAETCS C MOKYMKOK 000pYIOBaHMS, a 3aKa3bIBaeT KaMIIaHUIO T10
003BOHY Y (hupMBbI, TpeaocTaBisonel yeayry Outsourcing.

DroHomuueckas 3gpghexmuenocms. 3a4acTy0 KOMIIAHUY HEOOXOAMMO UMETh MaIoe KO-
JIMYECTBO areHTOB AJIS1 00CTy:KMBaHUS IMOTPeOHOCTEl cBoero ousHeca. B aToMm ciryyae
MOKyIIKa U BHeapeHue coocTtBeHHOro KoHrakr lleHTpa cTaHOBSTCS 3KOHOMUYECKU
HEBBITOAHBIMU. BeironHee Bocmnoib3oBaThes yeiayramu Outsourcing. OaHaKo aaxe npu
HAJIMYKUU JOCTATOYHO OOJIBLIOrO KOJIMYECTBA areHTOB CTOMMOCTb BHEAPEHUs COOCT-
BeHHoro KoHrakT LleHTpa oka3bIBaeTcsl BbIIIE, YeM MCIIOJb30BaHUE YCIYT TpeTbei
koMmrmaHuu. CoracHO CTaTUCTUKE, KOMIIAHUU, PELIMBIIIME BOCTIOIb30BATLCS YCIyraMUu
Outsourcing, s5koHOMAT 44% croumMocTH Tpoekta KoHrtakT LleHTpa B TeueHHE TIEPBOTO
roma (Ha aTare BHeapeHUsT) 1 13% B TeueHMe KaxkIoTo MOCIeaYIOIIero roa.

Ha ocHoBe IPCC, ycTaHOBJIEHHOTO ISl MTOKPBITUSI COOCTBEHHBIX HYXKI, KOMIAHUSI MOXET
HavaTh npenoctasiaeHue yciayr Konrakr Lentp Outsourcing. ITocie BHeapennss IPCC mpo-
rpaMMHO-aITImapaTHas 6a3a Tl TAKAX YCIyT OyzmeT roToBa. Heo6xomnMMo ToJbKO HAHATH J0-
TTOJTHUTEJIEHOE KOJIMYECTBO areHTOB, KOTOPEIE OYAYT 3aHATHI B JTAaHHOM BHIE IeATCTHLHOCTH.
Yenyrn Outsourcing 0OBIYHO OKA3BIBAIOTCS ABYMS TPAAVIIMOHHBIMA CITOCOOAMU:

+ KOMMaHMSI-3aKa34MK MIPUBOJUT CBOMX areHTOB Ha pabouue MecTa, MpeaoCTaBIeHHbIE
TOCTABIIMKOM YCJIYTHU U 000pYyIOBaHHbIE HEOOXOAMMbBIM UHCTpyMeHTapueM KoHTakT
IlenTpa;

+ KOMITIaHMSI-3aKa3YMK MCIOJb3YeT areHTOB KOMIIAHWM, TMPEIOCTABISIONIEH YCIyTy
Outsour-cing, 111 06pad0TKY BEI30BOB CBOMX KJIIMEHTOB.

Ormnara yeayr Konrakr Hentp Outsourcing Tpon3BOaIUTCS OTHNUM U3 CJIEIYIOIIMX CIIOCOOOB:
+ KOMIIaHMSI-3aKa34YMK JeJIaeT exXeMeCsYHbIe TUIaTeXXu 3a apeH Iy padouero mecta KoHrakT
Lentpa;
+ KOMIIaHUSI-3aKa34MK OTUTAUMBAET KAXKIYI0 MUHYTY 00pab0TaHHOTO BbI30Ba, TTOCTYITUB-
LIIETO OT €€ KJIMEHTOB;
+ BO3MOXHA KOMOMHAIMsSI 000X BhIIIIEHA3BaHHBIX CITOCOOOB.

ITpu ucnons3oBanuu [PCC cTaHOBUTCS JOCTYMHBIM €1L€ OIUH CIIOCO0 OKa3aHUsl YCIYIH
Konrakt Hentp Outsourcing. Komnanusi, yctanoBusias IPCC, MmoxeT npeaioXuTh CBOUM
3aKa3uyMKaM BBIHOC areHTCKUX pabouyux MeCT Ha uUX TeppuTopuio. I1pu aToM Ha TeppUTOpUHU
3aKa3uyMKa MOTYT YCTaHABJIMBAThLCS KaK areHTCKUE M CYNEPBU3OPCKHUE paboure MecTa, Tak U
otaeabHble TpuioxeHus IPCC (Hanpumep, IVR u npyrue).

IPCC moxeT ObITh pa30MT Ha HECKOJBKO «1ornueckux» KoHtakT LIeHTpoB, Kaxablil U3
KOTOPBIX 00JIafiaeT onpeAeJeHHbIMU XapaKTepUCTUKAMU: KOJIMYECTBO PaOOUMX MECT areHTOB
U CYNIEPBU30POB, COENMHUTENbHBIC TUHUH, ONpeaeaecHHas (PyHKIUOHATBLHOCTD U T. 1. [Ipu
5TOM pasHble wiornueckue» Konrtakr LlenTpsl B pamkax IPCC He «BUOAT» ApYyr Apyra, 4To
3HAYUTEIBHO YIIpOUIAET MpeaocTaBieHue ycayr Outsourcing Ha 6a3e IPCC.
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Cxema OpraHm3al TaKOTro BapraHTa NNPpCAO0CTaBJICHUA YCIIYTIU ITPUBEACHA HA PUCYHKE 13.

KoMnanus — nocTtaelmk ycnyr

Komnanus — 3aka3umk

0OGopynoBaHMe KOHTAKT LieHTpa
(IPCC)

AreHTbl U CynepB130pbl
== |P CeTb

PucyHok 13

EcTh mmpuMephl, KOraa KOMITAHWH, TIPEIOCTABIISIONINE YCIyTH KOMMepYeckKoro KoHTakT
LlenTtpa, ycraHaBIMBaI 000pyIOBaHUE B CBOEM odrice, a pabodyre MecTa arTeHTOB BEIHOCHITH
3a TIpeieJIbl TOpoJa, Ilie CTOMMOCTD areHTCKOM paboueil cviTbl Hyke. TakuM 00pa3oM, Ipeto-
cTaBiieHre ycayrn Outsourcing CTaHOBHIIOCH SKOHOMUWYECKH ellle 6oliee 3¢ PeKTUBHBIM.

8. Apxurekrypa nocrpoenust IPCC

B naHHO raBe omuchiBaloTCsl TexHUUYeckre acnekThl moctpoeHus IP Contact Center.
IToaToMy OHa OyaeT HauboJiee MHTEepeECHA ISl pAOOTHUKOB MHXKEHEPHbIX CITYXKO.

Pemrenue IP Contact Center (IPCC) coueraer B cebe nmponykthl IP-Tenedonnu Cisco u
nporpammHoe obecnieueHue Intelligent Contact Management (ICM) 151 co3naHus OCHOBaH-
HBIX Ha TexHoJioruu IP 1ieHTpoB 06paboTku TenedoHHbIX BbI30BOB. B pemenusx IPCC areH-
ThI LIEHTPOB 00paboTKM BbI30BOB UCcToNb3yl0T Cisco IP-tenedonsl (IP Phone) mis mpuema
BBI30BOB KaK U3 ceTeld TpaauuuoHHoi Tenedonun TDM, Tak u u3 cereit Voice-over-1P
(VoIP).

OcHoBHbIMU YacTsMmu petieHus: IPCC saBisitoTcs clieayoniye Tpy MpoayKTa:

« Cisco CallManager (CCM). KoMnOHEHT, o0ecreurBaoiil (GyHKIUU TPaAULIMOHHBIX
PBX mns okpyxenust [IP-tenedonun.

+ Cisco IP IVR. ABTOMaTU4YeCKHI CEPBEP PEUEBBIX COOOIICHMI, IO PXKMBAIOIINIA TTPH-
noxeHust Cisco [P-tenedoHum.

+ Cisco Intelligent Contact Management (ICM). T1natdopma aJist LIEeHTPOB 0OPaOOTKYU BbI-
30BOB, 0OeCIIeurBalolias yrpapjieHUe U MapIIPyTH3aliMIO BHI30BOB B MacIITabax mpe-
npusatus. IlognepxuBaeT 00pabOTKy rojoca 1 gaHHbIX OoT cucteM ACD, IVR, areHTOB
ki1acca SOHO, npunoxenuii desktop.

0630p apxumexmypbol

B okpyxenun [IPCC areHTbl perucTpupytorcs B BUpTyanbHoii ACD, nCTionb3ys puUiioxe-
Hust IP Phone mnu SoftPhone. AreHtbl mpuHuMailoT BbI3oBhI uepe3 Cisco CallManager
(CCM), kotopsiii npeactasisier coboit PBX pist cetu IP-tenedonun. Te pyHKIIMM, BBITOJ-
HEHHWEM KOTOPbIX TpaaullMOHHO 3aHuMaeTcsa ACD, nepexondar k cucteme ICM. DTo Takue
(byHKIIMHM, KaK MOCTAHOBKA BbI30BOB B 0UYepPe/ib, BLIOOP areHTOB /JIs MOJy4YeHUs BbI30Ba, 00-
paboTKa BBI30OBOB B COOTBETCTBMU C 3aJaHHOU JIOTMKOM, a TakXKe CO3AaHKe OTYETHOCTH IO



(byHKIIMOHMPOBAHUIO ar€HTOB U pacnpeneiaeHuto BbizoBoB. Pemienue [PCC paciuupsieTcs 1o
MacIITaboB reorpadIecKy pacrpeaeIeHHBIX IIEHTPOB 00pabOTKY BHI30BOB.

Peuienue IPCC MoxeT ObITh BHEAPEHO Kak B cpeje uuctoit IP-TenecdoHun, Tak u B UHTe-
rpupoBaHHOM cpene IP-TenedoHnu 1 TpaguliMOHHBIX peleHnit Ha 6aze ACD. Mcnosb3oBa-
Hue TexHosoruu IP-tenecoHun ajst mocTpoeHus: LeHTPOB 0OpabOTKU BHI30BOB MO3BOJISIET
MPEeOA0JIETh OONBIIMHCTBO OTPaHUYEHUI, CBOMCTBEHHBIX TPAAULIMOHHON TeJaeOHNM.

KoMnoHeHTb! IPCC
ICM Central Controller

ICM Central Controller (CallRouter and Logger) obecrieurBaeT UHTEIEKTYaIbHOE YII-
paBJjieHUE BbI30BaMU B MacllTabe MpeAnpusTUs, pacipeaessis rojJoc U JaHHbIE OT MHOXKECT-
BEHHBIX NCTOYHUKOB K TaKUM pecypcaM MpeanpusaTtusi, Kak cuctembl ACD u IVR, areHTb
kinacca SOHO, desktop mpumnoxenus. Ilpogykt ICM obGpabaThiBaeT BBI30BEI Ha OCHOBE
Dialed Number (DN), Calling Line ID (CLID unu ANI), Caller entered Digits (CED), a Tak-
Xe MH(opMalnu, cofepxKalieics: B KITMEHTCKUX 0a3ax fJaHHbIX. B KoHbuUrypalusix Ha oCHO-
Be Web npu 06paboTKe BbI30Ba TAKXKE YUUTHIBAIOTCS JaHHbIE, MOTyYeHHbIe yepe3 Web-dop-
MBI.

ICM cobupaet naHHbBIE peaJbHOTO0 BPEMEHHU OT pa3IMUHbIX KOMIIOHEHTOB IIEHTpa 00pa-
OOTKM BBI3OBOB JUISI OTCJIEKMBAHMSI JOCTYIHBIX PECYpcOB B MaciTabde npeanpusitus. ICM
o0OpabaTbIBaeT JaHHbIe aboHeHTa U cocTosiHUS KoHTtakT LleHTpa B mporpaMMuUpyeMbIX cle-
HapusX, KOTOpble OTpaXkaloT OM3HeC-TpaBuiIa LEHTpa 00pabOTKU BbIZOBOB. DTO MO3BOJISIET
npoaykty ICM mMapiipyTU3MpoBaTh KaxkIblil BBI30B B ONTUMAJIbHYIO TOUKY Ha3zHaueHust. Of-
HOBpPEMEHHO C MapllpyTu3auueil Boi3oBa areHTy ICM gocTasisieT JaHHBIE O Npoduie abo-
HEHTa Ha pabouylo CTAaHIIMIO areHTa.

Bbynyum 3ageiictBoBaHHBIM Kak yacThb perieHust IPCC, nmpoaykt ICM 3ameHsieT Tpaauliu-
oHHYI0 pyHKUMOHANbHOCTE ACD. ICM otciexuBaeT 1 KOHTPOJUPYET COCTOSIHUE areHTOB,
MapIIPYTU3UPYET U CTAaBUT B O4epeldb BBI30OBbI KJIMEHTOB, obecrieumBaer (pyHkuuu CTI
(Computer-Telephone Integration), cobupaeT TaHHBIE pealbHOTO BPEMEHU 1 COXPaHSIET UC-
TOpPUYECKUE JAHHBIE JJIS1 UCIIOJb30BaHMS B CPEICTBAX OTYETHOCTH.

Cisco CallManager

Cisco CallManager obecrieunBaeT QyHKLMU TpagulimoHHo# PBX, Takue kak 6a3oBast 00-
pabOTKU BHI30BOB, CUTHAJIM3AIIYSI, YCTAHOBJICHUE COSNIMHEHWI, 1151 YCTPOMCTB IMaKeTHOM I1e-
penauu rojoca, a uMeHHO Cisco IP Phones, numo3oB VolP. CallManager Takke moaaepxXuBa-
eT gonojaHuTenbHbie yeayru: Hold, Transfer, Forward, Conference, Speed Dial, Last Number,
Redial, a Tak:xxe aBTOMaTUYeCKWi1 BBIOOP MapllpyTa.

Cisco CallManager mogaepxXXuBaert clieAylolne Meaua-npoTokonbl: G.729, 8Kbps; G.711,
crangaptHbie 64 Kbps; G.723, 8 Kbps. [NogmepxuBaioTcss HECKOJIBKO TTPOTOKOJIOB YIIpaBIie-
Hus BezoBamu: H.323, Skinny, M.GCP.

Peripheral Gateway

Apnasce snemeHToM ICM, Peripheral Gateway (PG) npenocrapisger uHTepdeic MexmIy
ICM u xomnonenTamu Konrakr Llentpa. Cymectsytor PG mng CallManager, IP IVR, a Tak-
xke TpaguioHHBIX ACD u IVR. PG cobupaet nanHbie oT KomrnoHeHTOB KoHTakT LleHTpa u
npenocTaBisieT 3Ty MHGopMaiuto cucteme ICM nis1 1iesieit MapuipyTu3aiuy BbI30BOB U CO-
3maHus otTdyeTHOCTU. Kaxmbrit PG oTcnexXuBaeT cOOBITHS Ha YpOBHE areHTOB U BBI30BOB IS
BBIOOpaA HamboJIee MOAXOISIIINX MapIIPYTOB ITPY 00pabOTKE BEI30BOB.

Hnsa xkaxgoro komroHeHta CallManager cymecTByioT mpoiecchl CallManager Peripheral
Interface Manager (PIM) u JTAPI Gateway (JGW). ITpouecc JGW obecnieunBaet JTAPI uH-
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tepdeiic k CallManager. Bo3aMoxHo mcronab3oBath 10 nstu IpoueccoB CallManager PIM
(CCM PIM) na ogHoM Peripheral Gateway. Kaxnslit 13 CCM PIM noanepxuBaet o6padboT-
Ky 10 YeThbIpeX BBI30BOB B CEKYHIY, UTO MPU CPedHEil MPOJOLKUTEIbHOCTU pa3roBopa 2
MMHYTHI COOTBETCTBYET 3arpy3ke 15 kaHanoB E1. B HeKOTOpbIX KOH(pUTYpalrsIX BO3MOXHO
KOMOMHUpOoBaTh npoliecchl PIM pa3Hbix TUIIOB Ha ofgHol TaTdopMe PG a1g BzaumoneicT-
BUSI C IByMSI Pa3IMUHBIMU TUTIAMU KOMIIOHeHTOB KoHTtakT LleHTpa.

Mg BzaumoneiictBust ¢ IVR taxcke ncnonsdyercs PG. B IVR PG ucnonssyercst PIM, oc-
HoBaHHBIN Ha Cisco Service Control Interface. IVR PG nomaepxuBaeT Kak TpagulIMOHHBIE
TDM IVR, tak u IP IVR. s kaxnoro ycrpoiictea IVR tpebyercs oqun IVR PIM. Ha on-
Hoii aTdopme PG MoryT ucrosb3oBaThest HeCKoJbKO MpoueccoB IVR PIM a1 B3anmoneii-
CTBUSI C HECKOJIbKUMU ycTpoiicTBamu IVR.

CTI Server

Kommonentslr CTI cucrembl ICM mo3BonsitioT BHeApSTh pelieHUs: network-to-desktop
CTI, Bximouyas Takre BO3MOXHOCTHU TpaguliMoHHbIX ACD, Kak perucTpauusi U CMeHa COCTO-
sHuuit areHToB. CTI Server Take JaeT areHTaM BO3MOXKHOCTD BBITIOJHSTh C TIEPCOHATBLHOIO
KOMITbIOTEepa TaKue (DYHKIIMH T10 YIIPaBIeHNIO BEI30BAMHM, KaK OTBET Ha 3BOHOK, ITOCTAHOBKA
BbI3oBa Ha Hold, a taxke Transfer u Release. CTI Server mocrtaBisieT B peaJlbHOM BpeMeHU
JIaHHBIE 00 areHTe, BHI30BE M AOOHEHTE HEOOXOAUMBIM TIPUIOKEHUSIM B TeUECHHE BCETO Bpe-
MeHu 006paboTku Bei3oBa. CTI Server MoxeT (hyHKIIMOHUPOBATh KaK Ha BbIIEJIEHHOM CepBe-
pe (CTI Gateway), Tak u B coctaBe Peripheral Gateway.

IVR

YcerpoiictBo IVR BbINONHSET (PYHKUIMM TpOUTpbiBaHUs TpuriameHuit, coopa CED
(Caller Entered Digits), a Tak:ke MOXeT UCITOJIb30BaThcs KakK Queue Point mist mocTaHOBKM
cucteMoii ICM BBI30BOB B O4epeab B CyJae, €CJIM OTCYTCTBYIOT CBOOOMHBIC areHTHI. [1pu
3TOM i1 aOOHEHTa MOTYT OBITh TTPOUTPAHBI OOBSIBICHUS, COOpaHa MOTOJHUTEIbHAS WH-
dopmanuss CED, npenocraBiieHa BO3MOXHOCTh BhIOOpA albTepHATUBHONW MapIIpyTHU3aLuy
BbI30OBA.

Cy1iecTByeT MHOXeCTBO BapraHTOB ycTpoiicTB IVR, Bkitouast Cisco IP IVR, TpanuiinoH-
ueie TDM IVR, a Taxxke pemenus IVR ot maptHepoB Cisco.

VoIP Gateway

Kaxnoe pemenne Ha texHonoruu IPCC Bkimouaer B ceOs nnmo3bl VolP. Illmo3 VolP
obecrieunBaeT MHTepEc MEXIy CETIMU TpaaunoHHOH Tenedonuu u ceraMmu Cisco AVVID
IP-tenepormu. Ero pob 3aKiTio9aeTcs B KOHBEPTAIIUM aHAIOTOBEIX U ITIM(POBBIX TOJIOCOBBIX
notokoB B IP maketsl. Cisco npejuiaraet BapuaHThl 1110308 VOIP, nmoaxoasiiux mnoa tpedo-
BaHU pa3IMYHBIX 3aKa34MKOB: MapiupyTusatopsl Cisco cepuii 2600 1 3600, numo3sr AS5300.
Bce onu ucnonbsyoT npotokonsl H.323 u M.GCP. IlogaepxuBaloTcsl MeXCTaHIIMOHHBIE
curHanuzauuu CAS (R2 MFC), CCS (PRI) o untepdeiicy G.703. Bo3aM0OXHO BK/IIOUeHUE
o OKC-7.

IP Phones

IP tenedoHbl B3aMMOAEHCTBYIOT APYT C APYyTroM u ¢ ycrpoiictBoMm CallManager 1o ceTsiMm
IP. I1mo3s1 VoIP B ceTu TpaguLimoHHOM TeJe(hOHUM I1ai0T BO3MOXHOCTb YCTAHOBJIEHUS CO-
enuHeHuit Mexay IP-tenecdoHamu 1 TpaauliMoHHbIMU TesedoHamu TDM.

Arentsl IPCC ucnons3yiot crangaptasie IP-tenedonsr Cisco IP Phone. IP Phone — ato
MOJIHO(PYHKIIMOHAIbHBIE YCTPOICTBA 00paOOTKM I0j10Ca BTOPOIO IMOKOJEHMS, UCIIOIb3YIO-
e B Ka4eCcTBe TpaHCIopTa ceT 1P I mepemauym rojjoca U JaHHBIX IO OMHON CETeBOM MH-

dpacrpykType.



IPCC Media Termination Component

CymecTByeT aibTepHaTuBa ycTpoiictBy 1P Phone B Bume mporpaMmmMHoOro obecriedeHus Iist
paboueii craHuuu areHta — [IPCC Media Termination Component. JJaHHBII MPOAYKT AaeT
BO3MOXHOCTb ITepeIauy 1 Mprema rojoca 1o cetu IP 6e3 npumeHeHuUs crieliuaaiu3upoBaHHO-
ro ycrpoiictBa IP Phone. /Iyis aToro pabouas cTaHLMSI areHTa AOJIKHA OBITH 00OpYJIOBaHA
kaproii Ethernet, moJaHoayIIEKCHOM 3ByKOBOI KapTOl ¥ TApHUTYPOIA.

Cisco CTI Object Server (CTI OS)

11 BBITIOTHEHUSI TTPUJIOKEHUI HA pabodeil ctaHLMU areHTa B peineHuu IPCC ucrnonb3y-
etcs mporpammHoe obecrieueHue CTI Object Server (CTI OS). CTI OS sBnsieTcst BHICOKOIIPO-
WU3BOIUTEIbHBIM, MAaCIITAOMPYEMBIM, YCTOMUMBBIM K COOSIM pellieHreM 1151 BHeApeHMs desk-
top npwinoxenuit CTI, pazmeniaeMbIM Ha CTOPOHE cepBepa. Bece maHHbBIE KOH(GUTYpaLuu pac-
TToJIaraloTcs Ha CepBepe, YTO IIOMOTaeT YIIPOCTUTh 3a1aull HACTPOWKY, OOHOBJICHUS U YIIPaB-
nenus npunoxenusmu CTI. Ha ctopoHe paboueii cTaHIIMM areHTa BbITTOJHSIETCS CBS3YIOIIee
ImporpaMMHOE oOecIieueHre Wi IprioxeHus B Web-0Opay3epe.

CTI OS cocTout 13 clieAyoIINX OCHOBHBIX KOMITIOHEHTOB:
+ CTI OS Toolkit;
+ Client Interface Library;
« CTI OS Agent Phone;
+ CTI OS Supervisor Phone.

Hurepdeiicel k CTI OS peanuzoBansl B Bune COM, Java, C++ u C, 4T0 1M03BOJISAET UC-
M0JIb30BaTh Pa3IMyYHbIe CPeIbl X YPOBHU pa3paboTku npunoxenuit CTI.

Admin Workstation

Hns ynpasiaenust cuctemoit ICM ucnonb3yiores craHuuu ynpasiaeHus ICM Admin
Workstation (AW). Ucnons3yss ICM AW, agMUHUCTPATOP MMEET BO3MOXKHOCTh CO3/1aBaTh
clieHapuy MaplIpyTU3allU BEI30BOB, YIIPaBIATh KoHPurypauuei cuctemol ICM, ocyiiecTs-
JISTh MOHUTOPUHT MPOU3BOAUTENBHOCTHU, CO3aBaTh OTYETHI U 0OecTieunMBaTh 6€30MacCHOCTh
CHUCTEMBI.

CtpykTypa KoHTakT LleHTpa

Cxema nocmpoenus uenmpa o6pabomxu 66130606 6 eapuanme Single-Site

Pemenuss IPCC MoryT ObITh CKOH(MUTYPUPOBAHBI pa3HbIMU CIIOCO0AMU B 3aBUCUMOCTH OT
TpeboBaHM 3aKka3unka. B TaHHOM MpeaoXXeHU paccMaTprMBaeTCs BapuaHT KOH(Urypaiuu
tuna Single-Site. Takast KoH}uUTrypalys UCIOIL3YETCS B CUTYyallUsIX, KOTa He TpedyeTcs co-
eMVHSTh HECKOJbKO reorpadudecku pacrpeneneHHbx Konrtakt LlenTpos. Ilpemraraemas
KOHGUrypauus mpuBeaeHa Ha pucyHKe 14.

B aroii KoHpurypaiuu Bce KomnoHeHTbl [PCC TeppuTopuraibHO pacionioxeHbl BMecTe. B
3aBUCUMOCTH OT TpeOOBaHUU K MPOM3BOAMTENbHOCTH, KOMIIOHEHThI, PACIOJ0XEHHbIE Ha
CXeMe€ KakK OT/e/IbHble CepBepbl, MOT'YT HAaXOAWUTbCS Ha OJHOM cepBepe. DTO MOXET ObITh
clipaBeliuBo, Harpumep, B oTHoleHur CallManager PG u IP IVR PG. JlanHyto cxemy oT-
JINYAIOT CAEeAYIOIINE XapaKTePUCTUKU:

« ICM Central Controller (ICM CC). B uensax ysenmuenus HanexHoctu ICM Central
Controller ycraHaBiauBaetrcsl B AyriekcHoi koHdurypauuu: CallRouter & Logger
Side A u CallRouter & Logger Side B. I1pu 3Tom 06e ctopoHsl ICM CC tepputopuaib-
HO pactioyioxXeHbl BMecTe. CyIecTBYeT BapHaHT, B KOTOPOM IIJIST YBeTMICHUS HameX-
HocTu ctopoHbl ICM CC reorpadnuecku pasHeceHbl. I10CKoIbKY Bce BEI3OBEI TEPMHU-
Hupytorcsa B onHoM KonTakT LleHTpe, Mcnonb3yeTcsi MaplIpyTU3alysl BbI30BOB TUITA
post-routing.
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+ Peripheral Gateway (PG). Ins kaxaoro akTuBHoro ycrporictBa CallManager TpedyeTcst
CallManager PIM nnsa B3aumopeiictBust ¢ ICM CC. B gaHHOM ciyyae OOMH
CallManager akTHBeH, T. €. 00pabaTbIBacT BEI3OBEI, M BTOPOi1, pe3epBHBIN, BEI30BLI HE
obpabaTreiBaeT. Takum o0Opa3oM, HeoOxoagum omuH CCM PIM u, cooTBEeTCTBEHHO,
CallManager PG (PG1). Kpome Toro, PIM HeobxoauMm miist Kaxaoro ycrpoiictsa IP
IVR. Hannsiit nponecce IVR PIM MoxeT ObITh MHCTAJUIMPOBAH Ha OTAEILHOMN ILIaT-
dopme IP IVR PG (PG2) unu xe coBmectHo ¢ CCM PIM, B 3aBUCUMOCTHU OT KOJIMUE-
cTBa 0OpabaThiBacMbIX BbI30BOB. KommoHeHThl Periphe-ral Gateway Mcmonb3ylorcs B
IYIUIEKCHON KOH(pUrypaluuu s IpeaoTBpalleHus cOoeB 000pydoBaHUS, a TakKxKe
npobJieM Ha ceTeBoM ypoBHe. Takum obpazom, PG1 o6pazosan napoii PG1A u PG1B,
u PG2 — mapoit PG2A u PG2B.



« CTI Server. B xkaxgom IPCC tpedyetcst kak MunuMyM oguH CTI Server mist B3auMo-
neiictBus ¢ desktop mpunoxenusmu areHToB. CTI Server MoxeT ¢pyHKIIMOHMPOBATh
Kak Ha BbineneHHoM cepBepe (CTI Gate-way), Tak u B coctaBe CallManager PG unu [P

IVR PG. YcrpoiictBa CTI Server Takxke MOTYT ObITh YCTAHOBJICHBI B IYTUIEKCHOI KOH-
¢urypanum.

CTI Object Server (CTI OS). CTI OS obecnieunBaeT BoinoaHeHue npuioxenuit CTI Ha
paboueii cranuuu areHTa. [1pu yucie areHToB cBhIilIe 100 peKOMeHIyeTCs UCIIOIb30-
BaTh BeiAeneHHsbI cepBep CTI OS. Ycroitunbocts cuctembl CTI OS k c60sim obecrie-
YMBAETCS NyIJIEKCHON KOH(UTypaluei.

CallManager. IPCC noaaepxuaeT 10 200 areHTOB Ha KaXJ10€ aKTUBHOE YCTPOMCTBO
CallManager. JIys1 moaaepKu 0OJbIIEro KOJIMYecTBa areHTOB TpeOyeTcs yCTaHOBKa
nponogHuTebHEIX CCM ¢ oobenumuenneM ux B CallManager Cluster. CallManager
Cluster moaaepXuBaeT A0 YeTbIpeX akTUBHbBIX ycTpoiicTB CCM u aBa pesepBHbix CCM.
ITpu aToM obecnieumBaeTcs padbota 800 areHTOB. YcTaHaBIMBas nonojHUTeabHEBIE Call
Manager Cluster, BO3MOXHO HapacTUTb KOJMYECTBO areHTOB O MOAIEPXUBAEMOIO
IPCC makcumyma B 10000 arentoB. KonnuectBo pusnueckux ceppepo B ogHoM Call
Manager Cluster MOXeT 1O0XOIUTb A0 BocbMM. M3 HUX yeThipe akTuBHBIX CCM, nBa pe-
3epBHbIX CCM, onunH Database Publisher u oqun TFTP Publisher.

Mg kaxgoro aktuBHoro ycrpoiictBa CCM tpebyrotes otaenbHble npoiiecckll CCM PIM,
(yHk1IMOHMpYIOLIME Ha ogHOM (pusmdyeckom Peripheral Gateway (PG) 1160 Ha HeCKOJIbKUX
cepepax PG.

+ IP Phones. 1P TenecoHbl 1 pabouune cTaHIMU areHTOB noakitoueHbl B ICM Side A
Visible LAN. [lis kaxxgoro padoudero mecta Tpedyercst nsa IP agpeca: mis IP tenedpona
u 17151 paboueii craHuuu. 1P tenedonbl moaaepxxusatoT npotokoibl G. 711 u G. 729 nnsa
BceX BBI30BOB. 11 oOecTieueHNsT KauecTBa rojioca cieayeT UCIIOIb30BaTh KOMMYTATO-
phI Cisco, uMerole Kak MUHUMYM aBe ouepeau 802.1p.

st opranusauuu KoHpepeHuuit Mexay 1P teaedoHaMu HeoOX0AUM crieaabHbIN MOIYJIb C
¢dyuxkumsimu Digital Signal Processing (DSP). laHHble (pyHKLIMU, HATTIPUMEP, MOXET BBITION-
HATh Moaylb Access Gateway it kommyTtaropoB Catalyst cepmit 4000, 6000. Taxke cymecT-
BYIOT MOAYJIY JJ1s1 JaHHBIX KOMMYTATOPOB, MoaaepxuBatonive hpyHkiuio Inline Power mist nu-
taHus IP texedoHoB.

« IVR u Queue Point. Korna aboHeHT HabupaeT Tenedonnbiir Homep Konrakr LleHTpa,
BbI30B nonazgaeT B CallManager. CCM moxeT ObITh HACTPOEH Ha Tepeaapecaliuio Bbl-
30B0B ¢ onpeneieHHbIM Dialed Number Identification Service (DNIS) Ha ycTpoiicTBO
IP IVR. IP IVR ucnomas3yercs mist TOCTAaHOBKM BBI30BOB B ouepeab — Queue Point. B
takoit KoHpurypauuu Queue Point IVR PG unpopmupyer ICM CallRouter o nosiiie-
HUU B ouepeau BhizoBa ¢ onpeaeneHHeIMU DNIS u ANI. B pesynsrate CallRouter 00-
pabaTbIBaeT BHI30B B COOTBETCTBUM C 3aJaHHOI JIOTUKOM 10 TOTO, KaK HAIlPpaBUTh €r0
Ha onipeneneHHoro areHTa. Hanpumep, CallRouter umeeT BO3MOXHOCTb IMPOUTPATh Ue-
pe3 IVR npuBeTcTBHE WM MOJYyYUTh AOMOJHUTENIbHBIE cBeneHus mytem coopa CED B
IVR. Korga HeoOxoaumeIii areHT craHoBuUTcs moctynHbiM, CallRouter ykazeiBaer IVR
IepeBeCTH BHI30B Ha BeIOpaHHOTO areHTa. B pedynbpraTe IVR ocymiecTBisgeT nepeBos
BbI30Ba (transfer) uepes CallManager.

Humezpauus pewenus IPCC c enewnumu 6azamu 0aHHbIX

[Ipu BHenpeHuU peleHus AJ1s LieHTpa 00paboTKK BbI30BOB TPEOYETCS 00ECIEUUTh UHTE-
rpauuio cucteMbl IPCC ¢ cyliecTBylOIMMU 1 BHOBb CO3laBaeMbIMU 0a3aMU JaHHBIX C MH-
dopmanumeii o kueHtrax Konrakr LleHTpa, ¢ TaHHBIMU, SIBISIOIIMMMCS YaCThIO MHGbOPMAITH -
oHHBIX ycayr KonTakr LleHTpa, npyroit nndopManueii. CrneayeT pa3neisaTh (YHKLIWU B3aK-
MOIENCTBUS ¢ 6a3aMU JaHHBIX 10 CJIEAYIOIINM KaTeTOPHSIM:

* UCIOJIb30BaHME MH(pOPMAIIMY U3 BHEITHUX 0a3 HaHHBIX MPU MPUHATAM PELISHUS O
MapIIpyTU3alH BbI30Ba;
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+ CB3b 0a3 gaHHBIX ¢ cucteMoii IVR mig BocripousBenenust mHopmauy u3 6a3 gaH-
HBIX;
* JIOCTYII K 0a3aM JaHHbIX U3 desktop MpuIoKeHU T areHTOB.

Humeezpauus pewenus IPCC c 6uaaunezosoii cucmemoti

Yactb yciayr KonTtakt LleHTpa MOXET MPEAOCTABIATLCS HA IJIATHON OCHOBE. HpI/I 9TOM Ta-
pI/I(I)I/IKaL[I/IH BbISOBOB MOKET 3aBMCETDh OT pAda napaMETpOB:

+ 3aIpalnInBaeMoi YCITYTH;

+ KJ1acca abOHEHTOB;

+ OIUIATHI ITO BpEMEHU BBI30Ba, 110 KOJIMYECTBY ITPEIOCTaBIICHHBIX YCITYT;,
+ IPYTUX MTApaMeTPOB.

Kpome Toro, ZoCTyI K OMJITMHIOBOM CUCTeMe He0OXO0IUM TS MTHGOPMUPOBaHUS a0OHEH-
Ta O COCTOSTHIY €T0 JIMIIEBOTO CYeTa, COOOIIEHNS U MOAUMUKAIINY CITFICKA IIPEAOCTaBISIEeMBIX
YCIIYT, IPYTUX OIEPaInii C INLIEBBIM CUECTOM.

Cocrasutenb: Makeum Kucenes, meHemxep no paboTe ¢ 3aka3umkamu
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