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MiCC Integration: Website Calling, Cobrowsing and Web Chat
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Opportunity

Simply extend your current contact centre offering

WebRTC calling and cobrowsing integrated into Mitel Contact Centre.

Simple to sell, deploy and manage.

Upsell to existing customer sites and win new business.
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The Talkative Solution

Real time communication from website to contact centre

WebRTC voice and video calling from a website into Mitel Contact Centre.

Jointly browse with customers, annotate pages and push documents.

Fully featured web chat with escalation to voice and cobrowsing.
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Webcalling

Voice and video calling from website to contact centre

Mitel WebRTC Calling & Cob® X

C | & Secure https://talkative.uk/mitel-webrtc wisd O IE:, @ Q@ ¢

T.all(ativeC® WEBCALLING ~ COBROWSING PLATFORM » INFO » LOGIN

FAQs Convenient free calls for customers.
Calls integrate into existing MiCC.

Webcalls are answered by agents in the same way as normal inbound calls. The Talkative webcall is received by
the MBG as a SIP call, then routed through the MCD to a queue or an agent extension. Existing call recording
and routing can be used. Webcalls are reported on as normal inbound calls.

No plugins, logins or downloads required.
Video is accessed by the Talkative browser-based console. MiCC automatically screenpops the video console on SWitC h betwee n C hat’ VOice’ Vid eo and CObrOWSi ng .

receiving the voice element of the call. Alternatively, the voice and video streams can be joined by the agent
entering the Session ID dispiayed on the phone screen (all SIP phones) into the console.

Cobrowsing and real time customer journey data is also accessed by the Talkative browser-based console.
L) L]
Customer journey data is shown in any webhcall or cobrowsing session. 3 Ilnes Of Code tO be added tO We bsrte
[ ]

Webcall Us Now

Restrict calls to certain customers/pages.

Yes! Cobrowsing can be used in 3 different ways: i
992681
1. Webcalls: MiCC automatically screenpops the cobrowsing console on receiving t
session can be correlated by the agent entering the Session ID displayed on the phon

Agents then prompt the customer to start cobrowsing. e
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Cobrowsing

Solve customer issues in real time

Window Help

\

© €

Cobrowse

@ Chrome Fille Edit View History Bookmarks People

& https://engage.talkative.uk/interaction/818d1e0a-01ff-42¢cb-aB80-7e50080cfaf0-55258/cobrowsa

k2 O B B

See exactly what the customer sees. Works with complex

websites and behind authentication walls.

and travel webs

Holiday is free Bootstrap v3.3.5 responsive template for tour
a credit link to us. If you have any question, feel freeto ¢

This page is currently being shared. A
LOREM IPSUM DOLOR
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\

@ Chrome Filk Edi Histor

[ Holiday - templatemo
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Hol f .3, late fi | .Y I his | fl
oliday Is free Bootstrap v3.3.5 responsive template for tour and travel websites. You can download and use this ai)r/::: (] Talk to an Expert

a credit link to us. If you have any question, fe

o -
) B, @ ¢ 00)

Interact with elements, jointly navigate the website,
annotate, fill in forms and push documents.

PROIN GRAVIDA NIBHVEL

PROIN GRAVIDA NIBHVEL

LOREM QUIS BIND LOREM QUIS BIND

PROIN GRAVIDA NIBHVEL
LOREM QUIS BIND

Cobrowsing is restricted to your website (no other
browser tabs or desktop). Full audit trail of interactions
and ability to mask sensitive elements and pages.

v TRAVEL @ v

el free to contact us. Credit goes to Unspash for es
Please call and give the agent your
unique queue |D:
55258

|
e — —
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browse with webcalling

browse with web chat
browse over phone call (PIN to correlate)
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Web Chat with Voice, Video & Cobrowsing

Customer Interaction

& Secure https.//staging.engage.talkative.uk/interactions/d5. . Talk to an Expert - -

Interaction Information

Would you like to start voice call?

Hi, weicome to Talkative Holldays: row can we nelp? Configure canned messages to maximise agent
Customer 24 Feb 10:37 You are now talking to Supervisor efficiency.

I'm looking at hotels in Venice - not sure which is best for a

family break? Supervisor 24 Feb 10:38
Supaneor il It depends on a few things... perhaps

&wﬁnﬁ;ﬁ;ﬁgﬁmmwmmmwﬂma easiest to explain on a call. Are you free Escalate calls to an individual agent's extension, or

e to talk? forwarded into separate queues.

Customer 24 Feb 10:38

Sure, do | need to dial a number? Me 24 Feb 10:38

Supervisor 24 Feb 10:38

Sure, do | need to dial a number? , , o
Video or cobrowsing within the same console.

Supervisor 24 Feb 10:38

No! Just click the button above :)
Full chat logs and analytics for every interaction.

—
ol
D
7y
7y
o
ua
4!

Powered by ' =

Agent View Customer View
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Real Time Insight

Real time data displayed to agents during calls

Customer Feature Availability

Chat Cobrowse
v v

Customer Journey

Agents can see where the customer is on the website
01:00 minutes of browsing time. during calls and how long they've spent on each page.

/mitel-solutions Mitel Solutions Mitel Solutions

/solutions/call-center-and-... | ” Mitel Call Center and Customer Experience Solutions

R

Isolutions/multichannel-co... B Vuiichanne! Contact Center Solutions Agents can see w hich features are available to
Iproducts/collaboration-sof. . MiContact Center Business | Mitei - United States || ERRGGTTEE customers, as we ll as other customer information
Isolutions/hospitality-com.. Hospitality Communication Solutions passed th roug h from the CRM or we bsite Iog Ta detailS.

finsights/customer-succes... Customer Success Story: Starwood Hotels & Resorts | Mitel - United States Custo...

00:20 00:25 00:30 00:35 00:40 00:45 00:50 00:55 01:00 01:05 01:10 01:15 01:20

Time in minutes
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Historical Insight

Real time data displayed to agents during calls

Analytics

Last Year :i= Todays Calis

Calls Last Hour i= Current Calls

A dashboard to show usage of all aspects of the system.
See which features were used during each interaction
and inspect chat transcripts.

See which web pages customers are calling from.
Understand how, where and why sessions are requested
to better understand the customer journey.

(@5

Analytics Dashboard & Reporting
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Engagement Rules

Choose how, when and where contact is offered

localhost

R s _—'

’ Supervisor Demo Rules Of Engagement i

Away

Page: The specific page that must be visited for the Talkative Ul to be offered.

Time: Time the consumer spends on a single page before the Talkative Ul is offered.

| £ Rules Of Engagement

Scroll: Percentage of page scrolled down before the Talkative Ul is offered.

Page: The specific page that must be visited for the Talkative Ul to be offered.

All available variables

Use ‘engagement rules’ to offer contact to customers
depending on their behaviour. Parameters include
login ID, page URL, time spent on website.

Use the customer’s browsing context to route the
request to the most suitable agent group or queue.

Configure the Ul to disappear outside of chosen
office hours.

Engagement Rules
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Mitel Integration

@ ® ' pa Ignite x [ Customer Interaction X \ Felix

“— C | ® 192.168.1.207/ignite/#/realtime/inbox/C98DC825A7E7006993DB T MNODLHLR O © ol v A

Do Mitel | Ignite

00:02:05

& D Inbox ; o
m Dashboards O ‘

(\'_9 Inbox 051047 00:02:26 051047 00:02:26

0 Queue - 500 ‘ .5 o
= Ok. e 0 @ e
@ History

Supplemental Details
Queues

DNIS 600

O
G Options

HuntGroup 600

ScreenPopOnRinging https://staging.engage.talkative.uk/interactions/051047/

Webcalls are answered by agents in the same way as normal inbound calls. The call is received by the MBG as a SIP call, then
routed through the MCD to a queue or an agent extension. The 'from’' number is the Talkative Session ID.

Cobrowsing, chat and cobrowsing are accessed by the Talkative browser-based console. MiCC automatically screenpops the

session on receiving the call (requires IVR licence). Alternatively, the session can be correlated by the agent entering the
Session ID displayed on the phone screen (all SIP phones) into the console.

MiCC Open Media API will allow native integration with Ignite web client. Due for release Q3 2017.
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Use Case 1

Webcalling voice to generate and understand calls

Call received by contact centre, passing through

any existing routing, recording or reporting
Voice call between agent and customer

Customer < » Contact Centre
Customer requests Talkative receives a request and
voice call from website initiates a SIP call

Talkative™

Travel, Retail, Financial Services, companies with phone driven sales.

Company website designed to drive calls. Majority of revenue generated from inbound
phone calls. Investment in legacy contact centre infrastructure.

Webcalling voice allows website visitors to make calls from website. Inbound calls received
by existing contact centre. Analytics reveals deeper insight into customer journey.
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Use Case 2

Cobrowsing to reduce call times and solve customer issues

Agent suggests escalating the session to resolve an
Customer and agent can now securely cobrowse issue. Customer reads out PIN code from website

Customer <« » Contact Centre

Customer calls into contact

centre via regular telephone Agent types in PIN code into console.
Talkative establishes cobrowsing session

Talkative™

Financial services, companies with complex website processes.
Agents can't see what customers are looking at, or interact with their session.

Cobrowsing lets agents join customers during calls to reduce call times and improve CX.
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Use Case 3

Web chat into voice, video and cobrowsing

Agent decides to escalate session

Customer and agent can now and invites customer to voice, video

Customer accepts
use voice, video or cobrowsing

invitation to escalate

or cobrowsing session

Customer <« » Contact Centre

Customer initiates web

chat session on website
Talkative establishes voice,

video or cobrowsing session

Talkative™

Retail, Financial Services, Ecommerce

Companies looking to unify their website communications and omni channel strategy.
Complex products or services that require interaction across multiple touch points.

Chat used to selectively qualify customers. Voice to convert customers to high value
products or services. Video used to demonstrate products.

g@ © 2017 Talkative | Private & Confidential.



Customer Personas

Coordinating objectives across an organisation

Greater info on marketing campaign effectiveness and call attribution.

Drive calls for sales driven phone lines, more upselling opportunities.

Simple to deploy cloud solution, integrates with existing Mitel kit, easy to manage.

Reduce call times and greater upsell opportunities.

Cobrowsing and customer journey tracking gives agents greater insight and control.

Convenience and choice for customer from omni-channel digital touch points.

Simple integration and scope for customisation with Talkative website API.
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Simple to Deploy

Lightweight, over the top solution

/Customer Network

a I ' Client Device I

Customer
Web Server

Attach 3 lines of code, easily configure UlI.

Voice integrates with MiCC. Talkative servers hosted in cloud.

—_—

Agent—[S;sktop
Qnd/or Phone/
Talkative Issue agent accounts, engagement rules, office hours.
Cloud Hosted Service
a | R
Customer <
Call Centre Adding Scripts Guide >
\_ J Website API Guide >
e / Cloud Security Overview >
—>  WS(S) & HTTP(S)
(S)RTP
—> SIP(S)

On-premise deployment details available on request
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https://support.talkative.uk/technical/adding-scripts
https://support.talkative.uk/technical/website-api-guide
https://support.talkative.uk/security/cloud-infrastructure-security

Sales Support

Talkative supports channel partners with sales and service

Free demo accounts, meeting support, trials for key accounts.

Slides, brochures, event support.

Deployment training, pre-sales support, ongoing customer support.
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Suggested Next Steps

Meet in person or conference call to discuss proposition
Online demo to see solution
Answer any questions

A free account for your website and for demo purposes.
Slide decks and access to sales literature.
Sales training

30 day free trials for key accounts
Offer to existing customer base or to help win new business
Talkative can join customer pitch meetings, or provide personalised demo videos

info@talkative.uk
+44 (0) 1633 302069
https://talkative.uk/mitel-webrtc
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