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% =% - COSMOCALL UNIVERSE™ IP Call Centeritig

1 -~ #§4 Introduction

CosmoCall Universe™Z4t#HEFM T CRTFREROMN —RARARLZ 4
(carrier—class) ' 2424 X #FEL S EFKABMR LA FATH -EHBHRE
WBTE - EBAR - E@BEN  TFRET A4S 2N A-—BEETASBEHY
#£@BF & LRAT -

CosmoCall Universe™pr B ¥ #| g » TR K% &4 (end users) ~ A XY
# % (OEMs) ~ AR 324 X # (Service Provider) B A > BB A 4 % F & SRITAELIR
HR|EEERTEMOETEH (telcos) @z RUETEHIMBERF AL R
HRUEXZBBREYBAFTE  TRH{EFFZANRUMERABRE B> T
MAETEEFTREEBE [RAGEABBERERHFTFTELERFCEL » kTR
RAERMETEIRFLAAZLEARA
1.1~ 4 A CosmoCall Universe #+& 2 X &4 %

LL1I-AEEPHTABE -2 IP AsliTidsg
BETHEAEMFARFRMETES  AHRERRBEARAAFL ZERTR
MNERHARE > &35
1-EB-REFRAERANFZIRE -

2 BB -HEERBTRBRPITZRE -
3 - ABTRREBPTHERAKXER - X LAHRZIRE -
4 -ABETRROHEAIBTRAMZIARE -
5 TFHAZRE -
6 BFEAMARLZIARE -
T~£iB KL% WAP & iMode 2 3% -
LL2-B5RETERE
REHFTREA-RIRRA242%  ARRARYBUIVRIIHE P 8 RRH > &

S



BhREIVREAEH BN ZRHERIEAF T2 REREGIVRAFA XA EEE
[P L ERBEZEMRE MR- RTERIPEZZEME  ATERRE
AIRBATRRARK TR -
L1.3-&%E@BErHMIE

FRTSTRLRGMRELGEF  ERBALERRBOAE  BhPELK
ZARH® FRARGBE FARABRBAGLENTHREP 6% K CosmoCal l
UniverseFTHRLEM A RREL "HRRNE" s R TRAMHREREF M
2L® REEMRAHERBIFOES -

LL4~BRAAZERY SRBARMEME

CosmoCall Universeft3r{E#h B o8& A7 AESRAL100% #I XIRFohhe » LéLds
BHIPRFZ-REFEPF  EX—REVYSRILTHBL S EME] R A2 S RP
HAPEENRE MR TUEBERTCRHEFEXEL K -EAMEEARE - EFE -
TEERAIMBATHFLAEBIP ABELEZRF S -
1.1.5~ £ ACCI (Computer to Computer Integration):k#F

AABTPFETHS VR wBEREEETH > EXBTHEME F% - CosmoCall
Universe # % % X4 CTI (Computer Telephony Integration) &y#i#7 > #k M &#F

" #5CCI (Computer to Computer Integration)$k#i ° B TEAEF FREE - THhA
NEZ - IVRPFEURRAWEZ LK TEE -
.16~ 5% ¥ - S8 B &

CosmoCall UniverseiR#t @M S ¥ ~ THH - HAERRZ SN A RMBLHKE
EERZ BTHHEOR AT B LA ST AP HARIRERRHKE
z2AfME - EFEEAMRE - LEBRBREURTATHRABEZILEREE -
LL7 R AERG S THBER T < BH

CosmoCall Universe ##EXBFM T SHBAF R > &8¢

1~ itey % EHMER < BHF -

2~ FARBFHEEP (Queues) RAEME -
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3~ #1248 (Routing) ©

- HRBREHSF -

5~ §F# 4 4 1% (Queuing) L3842 H-BC °

6-FEREAZEARBESER -

T-ZHXEETRE -

8 ~ #9844k (Web Collaboration) °

9~ BMEEREMR -

10 ZPHREARIEANEZEARERS -

-HELAZBHBN@ -
1.1.8~ 3 &% F shse(MultiTenancy) S E A EAR + o

CosmoCall Universe% EAMA HREBRICTRERBESRUEEIARYVERF < 7 4k
S EARMEP HRBUAAL BREENE ATBERBELZFERTETR T
AESHEFAFRSZEFOEFRTCELEILRATF & ARLEREEL MG THHE
EEWYTRBRE -

AEH B HFmipt CosmoCall Universe F LM ERAERAE _RERT

(Next Generation Contact Center)F4& 843 -



2 ~ 224 Architecture

CosmoCall Universe™ Z2HMERFTF S AU FRKANZEE A

B~ RENAEHES -

A TF &CosmoCall Universe# 4. # 8B

INTERNET " COME  AGENT CONMECTION  DIALING
CALLER SERVERS. SERVERS SERVERS SERVERS
Chal, VoIP, £-Msll, ; B, ddrsis, Agent TR, Vosive. Chot,  Pradictive Gaginn,
Collahoratian, ;MG Logping  Eebracion  Wdon Meilag

fisisy

TELEPHI':IHE\

CALLER
Livw L3, EVR,
vialcs Waul

.

" CALL CENTERS

E- ."
: G

[ ———

FR| = Paket
B=an:

el , \.\" .
| O

I GATEWAYS

AN e

i \,\\ h\“‘m HYBRID AGENT
] =

ADMINISTRATORS
SUPERVISOR

) o £ Ui, Pt Lieng:
Fervse Croati o,
RAwcoading, Raporin

D

"”’;; AGENT - SOFTPHONE
WIRELESS q ¥ ‘
CALLER ' e L
Lire Call, (¥R, ;
Yelcg Mail

CHEI Sansidamin

iy TuD

AAREE T
e &3 & CosmoCall Universe A #E# -
¥ ey RIPEBE AR E B Pl 3 2 o3k g8 4 B 3% o
HREFNREFEBUREBTFRBZ P AE M B
AEEREPFMZERHA -
EESREKERZ WEE B -




2.1~ %% % System Components

CosmoCall UniverseZ#ATnWindowstE ¥ A X MAKMEN » CRABF S HRAM
mimas SLEATRSEENF—SAREM  CANFLRE  AXHLEN
R R EARE R M -

AXEWA%5ME CosmoCall Universe F4#HETH xS HSmMEm
2.1.1 > B4 AR X # CosmoCall Core Servers

ACDB SRR EMHE R ATREIRAKACDE B BRFARRAHE  FE
> TERLFAARARQERFABAHNAFE  EXEAKAE "¢t" TUREH
BAHRLER "ARRAGLERS AF ARA"LHARLRDBELF - 4
MERKRABRFS A% USHHAREL TR FARACDIEBREBETRAL
BABF AR WHAFE—FEHA S EH5 - Universe ACD FIMR EMRHLBMH
St T RACDZ A BRI ERTRUEFILEEARAREEE L LI T HREA-
2.1.2 ~ #4415 £# The Connection Servers

BERFAMRERRTEESYEHERLETE DA RERTHRM G M ivshike EEH
KXOBRARIRZBRES BN BRETEZLEERARY 09+ > CosmoCall
Universe™F & A HETHRAM  BRBEXN BN T —EMUABEERTRGE
R #6447 AR E M 2 AT XAT

BRFABREME ZARA B TRKFREMRVCS  @BEKFAREMRICS AL
% 1% AR = MMCS -
2.1.2.1- 5@ k=M EM VCS (Voice Connection Server)

CosmoCall Universe &Mk ¥ 4R bF A RIEFT R BRPEREN DX —&K
THEBRE LALBAE —RKRIP ®5 T3 [Voice over IP (VoIP) Networks
(NGNs))] > M AR BE— N RFHRVOIPRE  VCSRHKREFTE VR~
TRGE UREBIE HTRERA  BARRAIPEBKIBERRER
HEPHZIPHEE > BEA—RITEABLBETL K
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2.1.2.2 - @ik #1 s =4 ICS(Internet Connection Server)
REEBAE - S HELEHR - EARAFTEI S Z P E0 #AETAY
BRI S B -
2.1.2.3 - M EEK MR EM MCS(Message Connection Server)
BB -REIZEBRAAREL  RU{TFH4FPELTREF4+IHFRE -
2.1.3~ {A# B /R £ 4 The Agent Servers
ERMBEFAREMRETIEME ZEW ERU|EEBRFF2 R KA > CosmoCall &4
ATRINEBAEFME ARTFBE S EM B RMEH B FIREME ZBRHIRA B
Bl -
2.1.4 - E&AHF® 44 Reporting and Management Components
RAATRAHRU{EAFATEL TARTETR PO A TEARATEN
& EAFEALEHAIPLEM—-SBATHRRITEZRS -
2.1.5~ #% % (CosmoDialer™) 4iAk £ #(Predictive Dialer Server)
BREABERAHERT CHATIEERS BREFLRAARORBEARAR
"
2.1.6 ~ 4 &4 EM (CosmoCorder™ Server)
SE AR EMSRBEMHBEFZGETRRE -
2.1.7~1a# 8 (The CosmoAgent™)
ERFPCHMETHABATHREGETIPENFREB A4 BRLEFE -
CosmoCall UniverseiRt e MR 2 A M/F N EABRE TR B THHXREFELTEMN
Y-8 BE- 22 ¥ 1 PR
2.1.7.1 ~ PC{iL# - Softphone
ERASBBEMARARKTIR RLERATER TARDETERE &
BRAE -BERL - EFHG -MAEHIBRHEHEBIPFHTA & A KK -
Bfh BB B TRMEME T ERE -
2.1.7.2 ~ PC{& 4% - IP Phone



ERARLTEMit s s F— P4k - IP Phone #A 8% [Parat -
2.1.7.3 -~ R4R @44 -Hybrid Agent

EESHEERARAT RAVEMFRARE RS AERFBATHIITHE
BEXE  AARIREHFEZEREEAETE BB TZHEHVIP MESR
BFEZZMAMA > bW THRERLEHERATERFZHIRA -
2.1.7.4 ~ T#EME Phone Agent

FEEEATH  ARILBRTREHITERS  THRAMAEIREGIR
BALEHAS -

2.2~ THMEEEME Reliability and Scalability

HRERFOHEBFFESHERAEFURBHRUEEFRL SEATRERRBAK RS
% &% > CosmoCall Universeft Antl & EMIEHH - kA G AR & BRI AN IR
FREXEHARMRGEIN -

CosmoCall Universe Call Management Server (CMS)ZACD: ##fénes— 4 4 -
EAGBRGZLRAITREREEN > ARG > LRI XE-CSREUH - £
ARG BE T B TRKEBRS > FERTH - MSEALRFOER  TAR
EREHR AUSEAEHEEACPIH R RES  BRECRAHZBRHKE -

PR EMBEMARRUNERRIEEN  HRAXE-EROEHE - RE A
1 ##5 A (Standard load-balancing tools) R FI A EEHDI S LM » EHETRAE
REAHUPMRE > EE2E-AGBLEKEFR - Antl AARRT > B — ZMEHEHE
BENERAAREIRNOFB ERERGAARINERAKRBEF 0098/ X R2
B ARS8 HE ERTVUFntl EMARRERS -

A ARBEAR LT RAARARRLRLTHEANE - AR MBATA £
MBI K A A st L8000/B M MSF - 50, 0008 Fl e B A Z 3555 » AR feBf

##5500,000i8 - BATASKEFRAREBRESFIAE -
2.3 - &M Security
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CosmoCall UniverseF 4kt L §X oM  SEFEMARLART Rerty £ X
BAURLY  FHAN BAR—FEHEF » HILZ R RAEEA840id > CosmoCal ]
fAWindows 20008 2B > oo kW THIRAFFRLAFRAL  LE—F2
CosmoCall UniverseR &Ll T ©
2.3.1+ &% %%# Authentication
CosmoCal | REAEFARRMELAE  RAMR  HMAEF AT

& # B A Agent login to specific tenant °
(& & A& Supervisor login to specific tenant -
A 7 %32 8 &#A Tenant Administrator login to specific tenant -
O0R p &2 &% T®E Tenant Administrator Permissions settings -
U4 %% 8 & System Administrator login °
(1A A 452 BAZRTR Tenant-specific login to RTR (Real-Time Reports) e
Cmp4sskBANZER ¥#H4% Tenant-specific login to Historical reports -
[JCosmoCorder #:Bj B & A Reviewer login to specific tenant °
2.3.2~ E# %4 Data Security

CosmoCall Universe £—ER2MSERP L6 ARRERPFRHEANLE—
Ao bR ER AL RMERALMARZTLBE LT @454 =#CosmoCal l
M EHEH BLEHUREACRIEH =M ATHHRLT :

2.3.2.1 - ##FM Configuration Data
FiE RSB P EAREANMS SQL FHAE T » 28R ETHGARKTE
BrrE Rz FHaEm » &3 server profile information& tenant
determination information - A 5 #&# & #} €45 © agents, skills, queues,
wrap-upcodes & releasecodes ; #RELLEMETHLARBHEFEHLT T -
2.3.2.2~ B £ F# Historical Data
REB2RLEAMAEMARZTENRERAMAREIDs - AR -~ A A&
PRI 712 - REA MM REAATHIAHRE SR TEE - SLT/H
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AREARE  REANEHEH  BRELBLEIRLALBREFSY T >
AEBARBAL  B-EAEP EHFANBARAILATHET > Lk
gt 0 B ACosnoCal IBMANAFALPABR L ENZELEAR
2 ERRAEHBEAZEAREZLPHEHR REXRAZP EHERAENZMTH -
2.3.2.3~ ZPCRMEHM Customer CRM Data
@ #CRM 3.8 44 CosmoCall Universe 7 #4% F 4% #Computer Telephony
Integration (CTI) # % # & 4% A Computer-to—Computer Integration
(CCD). » 4okt f#FCosmoCal 1{a 4% B 7 £ @i /TCRMAE S » BARES @R A R
BB AZCRME M » ERRKFHNAEF ¥ 2H5—RAPLHRESR
BJCRME #% -
RT2ARATHAREN  APEBRFETHEE FTELERY EHWELAR
FEERRLNERBRGF L -

Bk PRE ﬁFEﬂF . Mr Gerrits T2 & %ﬁ-@{%?iCosmoCom U.K.% 8]
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S MBRBELELTUIER T LS

Contact Center On-Demand™ Platform for Service Providers

17 CosmoCall Universe Eid M@ Mt CEAMBRUEEHF T L UTLER T oH
KA B 0 AP R A IP-based R R 515 MH » A BMRF < BB TR ENRE
RELF@BL -

ERBERT CEGBRBRUELARBGHME - SAHABER LE L EN LB
FH SHTRASRERABBERAGFE L6 BARETRETREERS
BB BERIANE P RAITERK T EEOZHERE LB A FP HRBRE
XEERME CNTERRBERUELS R E A AME L oo 24 & B3z (toll-free
calling), IP#£ 4 ( IP connectivity), # ¥8#( Professional Services), &£kt
& A fhosted CRM -

ERUERYTCTRBBERBEFFPREATR FL L RAZLEZARE
M AMXBRER BRIHEE HNERFOARMIERATAY  HERRA
R-HNBERAERY O FANREM4RATR ARILTE A4FETAINTHET
B % RArik 3% > CosmoCall Universe’ s Tenant Self-Administrationf# %4 %%
EREFEMAZRT S BTREBRFRBEEEANTELR FX L CosmoCon’ s
Multi-TenantRMER TRBHFR{EHLFE L B L EMOSHE - Bk RREEEN
# A zCosmoCall Universe# #t @ MR A L& MAM Ty Atk -

BHR{EE—REAXRRE L @BBAKX > FREF & RRAAmulti-tenant
CosucCall UniversBHt E¥2 » RAHFHABMATHERRTEE ML FM
SO BREBTEN DA B A EA AR ZEIRGNERT  ENR RS2 %
SEERATFRN > BTHRRARA RS RAZE LM AGRHE -

CosmoCall UniverseR @ a MR F ey P & > AR EHBEMBL EF » £— &K
AT - AAFARSEN  BRENBHEREELFEL L CTREBAAFSIE—EH
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Hosted Contact Center & Multi-Tenancy Features

% & €High Capacity,
=A A M

High Availability

CosmoCallF&RHUERT R AGHRER » %A KE Zntl
load-balancing##i ' ECEAFEHEZERZAAM  E&d R
#CosmoCal 1 $% 4 % #.99. 999%+] A &

HeesE f s T EERE

REN{KBASHER
#93% Compatible with
Circuit

and Packet Telephone

CosmoCom’ s #FEM NG BIPTiam@ms A EBHEZ
Bl Bfot BN B 2L TG > CosmoCall Univers
EHBRHHATHAEEAR A48 MU BZ[PERE

s FRARHRT EHER ©
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Networks

&% P AR

Multi-Tenancy

CosmoCall Universefs k3t A RAR —FERBESMEEL %
Ao CRRRETEPEE > 045 FHE - RE -ERAZ
PEM ARATELS S

AREREREPLEEE
AHETEESHEALAEE RREE -
EPERERNEHNEP > EERINEPL ZFH -
LAFELOEPIRRBEREI BREEEPRAZILS
A o

EPBERERE
Tenant

Self-Administration

HE—FPF 2 ERERERET r#CosmoCall tools » 3 AL
ZEERBBER P LABEX BATH TR FE
B~ [VRIAAE  ARBEHMENR TAFERFEHR $ R %
WHBBRBERBELZEGRANER -

Flexible Resource

Allocation

R ERENE RARTEBARAGKIBHRE ARAKLELRFLRS
Security and TR REEN

Isolation

BHEE AR AGAHMBRBEEHFEBHAZP 7 FFARBRLATR

R UBREREBHREL BRI ER

AopEE

System-wide

BRBERUEELRZEE— JERNAESNT O ETEREE
P BREEHEL RITHERALTR > fldo - BEHEM A BT

Administration ST FPTEARNBXFREMEAFRT O WER
RBIUBHEHEMELALENF] -
REREEH iR BT SHITAFHELHKESIL THE > FLTHEH
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Complete Call Detail

Records (CDRs)

BHRATERARAAZH I H T BH TS RBRSE
3 35 BAPIs1H ik 2 HACHRA 2 4t

ERERAERTR
Remote Management and

Monitoring Tools

RPHERLRERETHRABESN @ TEXERTRT
o ST EMATE R IPARE B T AT BT R E4E ¢
CosmoCall Administrator, CosmoConsole™ (Real-Time
Reports), Historical Reports, and the CosmoDesigner™
(please refer to the Reporting, Administration, and IVR
sections for more details). % -

A EENE AT BREEEMCosnoCall Universe %

v g BRI e

A& D IR ~Mr. Rezaian &6 ~ SEEMR BN LB % CosmoCom France > 3)
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A~ 5 ERB2 ZRERIE Multiple Media Call Handling

CosmoCal F & RE % EMMI REG4E - — M T telephone calls, > @HH X
Internet chat, ##%:& &M% %Internet voice and video, & F#H#remail, 3F-F
#rvoicemail, MR Afax. -BHADALRERE—RTE LQILAXSRA A
B DREREZS THMBIRE  AEMmIRARAAKH BEFFLLaFLTRAES
#% 1 A > {2CosmoCall Universek AEMMAXE —(b - BAHE—ACDA 418 A 48

Flia e EMANZHEZER P -
4.1~ —#& E 3 Telephone Calls
CosmoCall Universe F 4 REEZR PO AR X 2% » 6045 : [VR -~ ACDR % ~

TR EHHR - DHUARM —RKVOIPER (Next Generation Voice over IP
network) WA BVIPEE B —RAKTHEL - THFBELPTHAALTER
BRBBEEFET,HAR - BAMAIEHEBIPRE  GRETUAETEIBRE
T LATAARE —REEEABIREEBIPAE AR KR REABRTER -
4.2 - @rR@%-EHE Internet Calls

5 EHMHERMABEBET » CosmoCall Universe#| A 4 Ecustomer service
representatives (CSRS)BPTHRBMFARE LA MR K E CRsE¥HELHEFME
ERBHGRE  ERBEELPBMEARC - RTHREES - BF - B4 > CosmoCall
UniverseB#CSRs "show and tell"##F ' TR O AR B EmREAREHERD -
4.3~ A% Messaging Calls

The CosmoCall Universe Message Connection Server (MCS) #ik &M AWM &
# D BTHMS - FENE - RA - A MIHMS (short message service) » 4wk - #
BTERTCEAORELEHHBAEHES -
4.4~ & E3% Vireless Calls

The CosmoCall Universe ACD HAEAREE A E A B%RMHE » &4  Wireless

Application Protocol (WAP), iMode, and Short Messaging Service (SMS). -
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Fig.4.1 VoIP used to reduce long distance tariffs

. "//—\\
Intemet or -
IP Carrier

Traditional Telephone Call Long distance IP Call

Fig.4.2 VoIP used to simplify corporate networking

,»"//_‘\\
Private

Network

< Private Data Network )

[ |
B
E—( rivate Voice Network

\—///

/

&.

Traditional Corporate Networks Converged Corporate Network

Fig.4.3 VoIP in the Contact Centre

T T
LAN/WAN

Traditional Call Centre CPE IP Contact Centre
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b~ {4 CosmoAgent™ (Agent Desktop)

The CosmoCall Universe CosmoAgent™ software 24t {a#/F S B E — &£ iT
REPZIH FRLYBEATHESTRAPXEARBEMEZ R —KEBZXIP
€ %397 >CosmoAgent™ software R B A% R A KB TE N AR BBATREPTHER -

1 5% vew L et Beb

B Semmaigial

Bl ¢ - TV om oM - W [ande T b Poivg g 2T 3
5 K P
it e IS et
S SRl
RORE 7, 1V ST
R 0 W
AL SRR 'v . ’; t
PIREE E e e ;
PR TR U R el ol 0 e
7 e j‘: 7‘5’1 LE A Lowrerleld ﬁ!_%]
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RS AN T B e g LD o pod ———, e, Coxel
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%Y .
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@& ereed r *‘! U ttnc e e
ok S Faud Srwre | T ]
LG TP > ‘ ?. T mamerg
N e l— s — A vz 30T dnut nvane
i [AEE T T [
! ‘o ALY =R TR nasand
i U mm e avosal
HERR L XU N T oz
LRI R wophh opms
: l':.' Nary bt ol

5.1~ E#Fheeds CosmoAgent™ Features

A

E—7r&@#iA | CosmoAgent EFZE— N &P TREMAYEZRE  CAEE

One Interface for|& % #4wemail and voicemail 7+ ¥ g3CosmoAgent interface &

WVoIP AP  RE—HKIERTE  URAREBHRZHX

All Media o RERENNEGEN  BHRERUAAERY KT

Contacts RFEHMX - REZZEH(HEL NI ZBE & Ti#fFTR
Hz i HRREgnE% -

W REEE

CosmoAgent R4tss Bohse A BiTho @B REL B LAY
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Web Caller

Hodak @EngR- -S54 8smms - push IRLs -~

Mul ti-Language

Support

Interaction £EHERREAMEEELETE -

BEND CosmoCom 32 4tCosmoConnector™ & & TR X7 Ao se s ey &

CosmoConnector™ |41 & * %oCRMA 403 K 4+ B2 48 » CosmoConnector™ 4% 4%
CosmoCall Universefi# BAiB £ DEFAERAMRTEF S A4 -

(%8BT CosmoAgent M@ E@MFERASIAELT » ThRGFHEMEELER

®A oo AEBHR Y ZFAMARREERTBF TR

EAGAREHTROREL  FRRLET -

HMERETEE
Agent Initiated
Callback

HARETREOHFIFE > R2ETuHERe  FaHHAR
BEHE FAARBENR— oS ARBELAEDBE AR TR
B AR REREEEH -

BREEEBRES
Standard Phone
Dialing

Capabilities

CosmoAgent &4 Hhik#k - RERTELR > URBBBEARK
AT EEABE-

MM FHRBAHE
#Auto-Update

for Agent

Software

BHBAH PN > CosmoAgent £ 3% > A BIRR BBIR AL
AT B A -
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6 - #%% % CosmoDialer (Predictive Dialing)

CosmoCall Universe¥ & éL.3£ A& # 3% & (predictive dialer)#% &CosmoDialer -

RERPRABNGTR

BH R B 0 CosmoDialer I — KRB £45

CosmoCall Universeft & —Inbound ACD-F 4 £ % & Soutbound#yse /7 » 8%

CosmoDialer # # & #CosmoCall Universe’ s IP HiFeI B EHB R T F L - AL

HIPRME » FRIRERAR LRI T IR IR XA T TR ABRAE > ER]IP

HHREFBENMMEBETERBEREREE > 5 CosmoDialer’ s Campaign Manager

component & 5% ER P SEEEZTE §HRELZERA R FXoutbound#k ¥ -

6.1~ #RBHsE4s & CosmoDialer™ Features

FIRASRAFAE

Use any External

CosmoDialer Campaign Manager E#B#/IFEHERETH -
AEZEBANEHAE BREEIREAAFRIEHIRE

Database HEHREZEEH ARSRITEIRELER AN EOXEB
ODBC-compliant database, #.4% SQL, Access, and Oracle.
FEHERHY -

SAAE The CosmoDialer & A 4R ANHIH#K - fE LM RRME A

Highly Scalable [#/ -

FEF4RE
Multiple
Simul taneous

Campaigns

CosmoDialer #EF)BF$h4TRMR$ B 8954 -

BERE R —&K#E
3% % 14 RlAnswering
Machine and

Call Progress Tone

CosmoDialer #EH 5 #k 55 64 B 5 35 AR ELH7 L 4B o — AL E
WEHAH - BHEHR -
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Detection

B#BHR

Automatic pacing

BHRALBITHEET AHEBRERERX EFABELKZY

A
AE °

RAOFH

Blended campaigns

AR —HadERAEBFRTRESFH TREN -EAHE
REBUENFHORE A BEIERTH ML -

FRUREER

Intelligent Call

The CosmoDialer A A RE MBERREXTELEREG
o R REBRERL -

Secondary Dial

Management

TixE#®4SL#  |The CosmoDialer AHFM T CATEHNARBRISLE &
Configurable 1 R BEERN KRR A RRDZEREH
Dialing HHEHKERTHAEF -

Parameters

—RER B & RBRARS  AF L CRERE LELSAMEELE

B2AFTEURTHEE - .

% B & Div it

SETEAAN] PR EHRETRERTELFAFHHE R

e

& Recorded message

delivery with IVR

4Dynamic Caller |& & HIEAHEATRPHIEHEFTR -

ID &

Caller Name

HBIVRIEBASER (MAMERY > 2HERATEAH#L  [VRIEETHITY  TRE

BEREEAME > P FRTIEIVRIRS > K REH
Ao
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A FE ofw 2 31 PPt
73 st Inmediate
hang-up on

abandoned calls

The CosmoDialer A& R VA Efo » ENKESFY > A 458
DM EE ABEELEE  EELN YRR B RAH
g -

HRBREEHE

Agent Defined

BERAAEMEFRETARMRIBEAE Sl i EAREARE
EHF RELELBHA ARARENZHOHEA—2TER

Callback o

e R RESERREZESL HREBLTFEE RS R fTRER
Coordinated KZRF -

wrap-up

Codes
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7 A g—ﬁ J‘Kfé‘n %l@%
CosmoDesigner™ and Interactive Voice Response (IVR)

The CosmoCall Universe IPIVR #R4ET#R 4 - FFRLERE T XA L4 £
ReR D HTRMAM -, IP-based M XBEXTARBRBAARRRAHEER Z R
RUYERR - EHEHSHHREMTSSTE T HHARXIERBAELT R #0)
REAERE THRERRL KBERATERRHTRH AN T T EH 3 HDigital
Signal Processing (DSP) &R > IVRT 4R R TR LHER » K46 & BCosmolall
Universe Next Generation Contact Center & #y—3ffy » F—KIVRF &4 AXML
HHEREHLEIRRERLSELTHE - THAERN  RRAJNEANREREES
RE ARARALTFEES -

7.1~ IVRsh st 4% & CosmoDesigner™ and IVR Features

CosmoDesigner |CosmoDesigner B R EMA LA ARELRERZELTHAEAR
o eAERATRA FARL HFNRFRERZEZTTRL LR
BAF % %% %A (programming) -

CosmoDesigner # AT £ &35 ¢

Media: ##& A%~ B# - £HEA > AKRLE -

General Logic: M ¥ - ##o X - X -HHBHKREH -

ACD Logic: #ERWMAEFEHM - T - HALER % -

Call Control Logic : E1% - ¥4 - HMTEHH -

External logic: k/BRERF EHBEGHTH -
ARBAZER | APFETELOLBGRANALEEA » LIS THERER 4
BRA% Access to |44t RERNDHANML RU{ELPHH RE - 28K R
External FARBREEETR - —EFEASBAREY - RFPFTHE - &
Application CRMREREREHXRFTATRRE, » BB RATRFTREE LR
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Logic

o RARIAACHERIEBIHJREL—FSZARBHEE -

# #Real-Time

£ BB 2@ %12 (CosmoCall IVR PEAHEFRFOEFEMBMBEZRETE &
ARIVRY X |BELEAHE RWRARS  AHIVREEATELAZSXER

Unlimited M STHAARIVRER RS KBRFIVREA Zshae b > iAW -
Announcements

and IVR

Branching

P BFE R [VRES AN AL ESN  BR & T 8RS BAT P 23 55K

BAEEX  AAMFHRUPTHEX - LEMMRAKEHETE

Interface to

Updates MeAa b B BH -

that are

Centrally

Administered

ERAHHER IR FER K EEHEL KR [P-based T K@% X —# IR
Z A& F&£EREZP-based BB EL BT ¥R E2VoIP MEBREE

—REEEL FHER - RKREZEL A ARG EAIPEAB TR A

End-to-End Call

Circuit S AERBTELAER -

and Packet

Networks

#&ah e 2% (CosmoDesignser &£ £ Bk BRI T B4 T4 BE
o o 1] Fepo) z g s TR AIskillss REAMH 2 EME g P

R oo % 48 o, 35 F B4
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Control

EFUELAFETY  BHRBEXMAMRE  RRARBRETE  H3HR
T EEH) -

B # X & #0pen

Architecture

FERAREMN. RESFHAE  ERU|HARGBEN B LA RS
HEH HNEBEEESIP IVRT@AEASIP F H 323 protocols
HadFEEgVolP FES -

BEGKBESE

Economical pure

FEAMBAIVRE 44 A £ 43 > CosmoCom’ s software-only%e

o ARBEFARECPU LHAT > kB RARTRETLEERT

software LERBER B BARFBFHEPIEMEE AKX -
architecture

# et BB T |The CosmoCall IVRF- & ANt I R EF S AR B LS RE—IVR
#MScalable |24 A4td— SR BLEREAREMRKBE -

and Modula RABEEEHMAEREIUNAERE -~ RERSSFEI, 000 -,

Carrier-grade

Reliability

AR AT AMET  EANHIREUREZAAE -
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8 ~ 4%% CosmoCorder™ (CallRecording)

CosmoCall Universe¥ & £ 5 & # — X4k & 3% fi—— CosmoCorder » R4 S 8
ARG EMBARE - @R > VolP~ EFH4 - BHF M E% > CosmoCorder % £
Ao AIRER ~ 7% - CosmoCorder & % ERMBEGFRE  MAMGEEHABANEHEF
i 48 B 4k % 3] % (web-based reporting engine)B|$24% & M4E(T — E3ese TH A -

Calt Summary

AN TR LI S U R S IO F L g B NP RV T RTE S DI I

sim e oe Porret gl Treeh A, Ld

TReD 8 dIewiIe AT Tas Sl v ThE o dibaatsn
LLENSE DY RIS RS BANEE A UL H

T 4 vd Sicwr3Ceha bE5d |

Flyes by Prase |
Rask T
Cal Cetolin: FrdsZamrt LA Mamin | Chel b Mt
SlRT G DiEa e ; T 13k 3 e H- 18 s
et L LT X TR ) Phran e Mt g Tads o
N lise a2 Phevnre: R ' vea
N e :':"‘:4"‘“ P ho nerawe fwen Tomn
W AEY NI BN 1 .
N ! LzMymy o e
CEptnp T ARETHT IR M Fras s E1<u8 0 ! por 1t 1ok e i
BT P TR AT Ly HE S
' |1t awzasew RTOY] P
m R PR e snnre W, Lates
s T [ LR e Laly
et B Tt M et sirn R a3 TR
. | WerFee | Laitbe
Audio Playback: i = L.
) ¥
L O}

8.1 ~ CosmoCorder™szh 45+ CosmoCorder™ Features

% E3HiE - £ /WM (CosmoCorderihBREM B Z AR > 6 B -8
&Multi-channel, FEG S ETHE @RHR REBRELTYE -
Multi-media

Recording

B &R & CosmoCorder ##E& RIERITEPEIRYE - RN ERR
Audio Compression 42 A8:8700% - |
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FRAKMERRE

Central Storage and

CosmoCorder B #fEAZ RN P REMAE > CREWE
SERLETH > HAEE-

Non-Proprietary

Storage

Reporting
BB ZBEGFEN CosmoCorder #/ /A ERZRBERSE > THARRE
Unlimited BZRERBEFR -

KAMRIAE

Permanent Archiving

SkE @ d R A (LB ~ AR RGR - BT RAT
R AMARTF

Selective Recording

STRAE AR &5k AGTHREMAREEGUZEZR TS > otb R 40T
Total Recording (Call|R#tA A E BRI RERLETH -

Logging)

BEE&E RERIFMGET » HliokéEd - SHER&KT - 459

BR&EHE -

FEskT

Recording On Demand

EFRATRE > ThEMABITFH&KTRFL -

KA
Application

Integration

AP A#RPAHBIRBAKMEESET TR 6l
SHBEFHZIREE B DAY TREFL  FERT
2 E(RMF 2% P &5k -
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9~ 4% T & Reporting Tools
ACDA 4 FERH ¥ 2/ AT R » 2CosmoCall Universefr e Rt ¥ B L REF4

B2 A NRMAPISE ¥ A Pk > CosmoConsoleiR B ERZN DR E LML A

EAURBRAEATHEPL ZAAA EFPL AREAF TEREL RA > UMEEE S H

F o

9.1 #M&HsEHH Reporting Features

EH FAEBNOaRVETHFHFIH > a5 74

CosmoConsole™ Queues ~E#M A -EMANGE EHFATHAEME

B IPisg >  BABRBN @ > BPEFAITRATRE
F#&COM API - dosbi§ A 3rB—EA P FEH 3T
HiermExpeiiik » PRHETHREARBRYES
ERFPER  CEFLHEAICHABELEH -

BREHREBREH CosmoCall Universe 4 4cée¥rmAARERESF 2
Historical Reporting &|B & R# @ &4 REBLAHZIFEENE - &
Data REPTHRARKALBEALEMMAEZZIRE T
AHRELEORBAKUNEREGARLBLIKLETHZ
85 R > Microsoft SQL Server 2000 Zi5x EHtE »
124£470LE DB #8 % ® M & 5T B4 SQL Server. °

ARE BESNBLXEMARBTER P SHEMBAPFR
Wal l1board W AERMTR - REATHEEAT  LELHERER

RHAERGTH ERBARENE TELER -
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10 ~ BB F] %4 Computer to Computer Integration CCI

CosmoCall Universe &% & & # X MM 44 TR 84 D ACDSRIVRE A %424
BUHEARALAE > AXBEFS  APISEFFERARTREBE S XS KACTIH4H
R—HAR KD RFMEE BRAFFATHAL  THEARKMES  HB2ZT
CCLA A7 BB AR R doMicrosof t COM #4FFuXML 5 5 A B K3 5B K13

GA TR ERNEEREd  CClRBnCTIZNXTESCAMBR - Z 54N -

10.1 EEEM %4545 CCI Features

Statistics API

EL ¥ Y- T A4 CosmoCall Universesi } 4/ A #:# 4 CRM and Help

CosmoConnector™Desk @474 » CosmoConnector 75 sE 324t & & $2CosmoAgent
AT A ML - BBt 4 CosmoCom-developed Plug-Ins #47
BEHRA - FeHRE 2458444 A CosmoConnector
Software Development Kit (SDK) & B MM ey %4 -

Bref it 43t F# (The real-time statisticsBpeftsst A F4BHAPI £ 8

Real-time AR EH > ETRRESCSHRIEETE - wAHNTR

B CRMIRETREL A% APIZAAXML # COM compliant
tools#y BN &

Open standards:

XML,

MAXBELRTH HMAXBLAHEFRRTRUZUBRAGEZIA > M ALRYE
& Open SHEIBAERE Bl WF A% FHEE - FARE
Historical IHANEFE - RE$YACRHFHZ M % -

Database

with Schema

Rz #i % CosmoCall Universe APIs23R %7 BlcH EAARE » 4]

%o @ XML, HTML, ASP, COM¥ -
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HTML, .ASP, COM

Azt
Web Caller

Wt - @IAE AR RSB RN - FlelIML - ASP > &
R-FRAAXHAEF S I EAFE TR EN @R L)
& MEBAWHEHESE—E RRAFRENAFLBE
BepoF@y c RbeRHBHRE B AKRAE B
REREFTERFYETREZERFEID ERATE LR

3§ “screen-pop” HHF o

IVR

IVR platform & 14 4% A XMLAZ 3L 2 B 4% - B sb A A A
XMLABIPRA S AAYS  HEATHE CRIBAYXS o
sLAS 4T B Bh RGBS #1135 & A A (routing applications)é&y B %
EHMEH > EMMEMETERREFIRLEENREIR RE
5 # %4 > CosmoCall Universed 4 &8 4 42 IVRIE#
¥l

EHBE A

Call Routing

B IVR#tcall routing® 2#| A CosmoDesigner service
creation toolsf st IVR$#icall routingB ¥44hH » 12— %
KEBEHAESNRNMEHMZ LS THESEE

(routed) -

Messaging API

RETF S RBEMAKAPIRE A BIR AR TFHMRAF R
FLIBRAHERAT R BRUEBARAGATEE -

LE: A5 324t B & X API % 4-CosmoCall Universe @ A & 32CRM
Administration |Telco®¥ % # - APl #COMA- 8@ » ERBARE

CosmoCal lAdministrator. f& /1 °
#IkHE dialing plan APIAHFER ¥ SN EBITHBLRETS > ok

Dialing Plan

ESEPRHEZES -
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11 ~ 24 % CosnoConnector™

CosmoCom #|/ i# H kA4 CRM » 4o FHE - ARSREEAZ XN BAP]
application-programming interface (API)Z%i#i CosmoAgent - E{BAPISEA»
CosmoConnector™ £ {4 # 8 £ &% BAP Br 4t & 2| R & 22 @ # /8 75 %€ » CosmoCom7F $2. 4%
Fit o A8 A R A 3o CRMBA A X, » S AvAPIR A Sh%E ©
11.1 ~ i¢ & Fsh 45 CosmoConnector™ Features

i -rd CosmoConnector &AM /F LA FE— N0 > AR ETHEELS
Unified Interface |#A S HMRABXPEAN  EMBEAMEZRARN -
CosmoConnector = B M4/ Ao o

CosmoConnector RAACRMAH ¥ A 2 X doscreen-popFR A LA B A b

Plug-Ins HRACTI-based 4B AHREAMAAZFREA -

¥ @B #:CRMM& A ¥ CosmoConnector APIAE#M RiEH KM AT

Screen Pop AEMFERD RERBERRRE AT THRESL
AR -

Eh¥e HABBRBERABKYES  RAMME SR

Easy to Integrate

% #CRM% & BB EBTEMORMER > BRKRERE > 08

Multi-CRM B4 % 8 0 shahsEthBtdcaller’ s ANI, customer 1D

Integration collected from IVR, web, # message & $y# 47’
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12~ A% BEF FEApELEH
System and tenant administration features

CosmoCall Universe REFE SN D EFTEZE T DAL LFEEN AL LTFE
REPEE AHRETEARALKAHRIRFPERR ASTELPTE A4FEEHK
REBER TR EEBEEREEFP M FPERARREREHAAER TS 6
#:ARAEE FEEH(queves) - T AWAI(skills) 5 (groups) » 2%
(announcements) ¥ : £ X MR B ¥ <RI A4 ¥ #H (Service Provider) #4742 4%
% 2% P FE — B F(end users) (the Service Provider’ s customers)#4t °
1247 &y BB 32 4 ¥ % (Service Provider) R #&#4T »

The CosmoCall Universefs s 3 Al F BB A NI AT ARG X L2MH > A AFEH
BUETRARE@RANE  AARBTHEE - BSHEFTABR FIPZEMN R+ 5 %
PEEETBRAFRSBITHY -

12.1 ~ 24 EEhsE45 M System Administration Features

ABpEEE FERBARENE PR -BRER24TE AT E2EB
CosmoCall ATAEAF:
Administrator TS -EF E9 L INEY T3 X

(s BminibE s TEE -
(458 DNIS #F8%EP -
ORBELZERNE °

Ox#FEoarErEsd -
EC AT i AHFAKETEERTERANE AL EARARKER
Dialing Plan i ARMBERT  MLHTHELE® - ki -

ZERREURFHROEBRE -

F XX BRFS 24t ¥4 (Service Provider)sc &8 — - X 5% A
System-wide ZBRENBETEMARALR  ESERAPAAT ' &
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Administration GEEFREFAPEERAGER o TREHEME
BATHABE  —EREUR BEHBERBRMIT -
FAZRTSHER £ EHARB TN ST RAFREES0L

EBHERLE
Complete Call
Detail

Records (CDRs)

BAHE > BkitEHas  ARBEATHUARARK
B > M BAPIstEigiE ¥ mesk(call detail record)
(CDOR)EH A E LI A & -

SNMP % 52

SNMP Management

CosmoCall Universesti# &SNMP (Simple Network
Management Protocol)fi i@ b %2 > L4E
s #SNMP-compliant MIB (Management Information Base)
MENEAERFAMBALLRE RERURIFERL 4R
B SNPH-&TH AR LSNP #Z 4 4% -

FHRE

Event Log

FIRBREAAH  BEREEHERS > KAELloglz & >
AR REHAERGRRE -

12.2~ £ p #®2hE45 % Tenant Administration Features

T
CosmoCall

Administrator

ER > HAHNmEFARARMKE -
FEPEREFFERIALT
O 4 ~ Bk~ EHFERHEE -

~ K -
COE#ELFTRIVR BL£2RE -
D=2 XMy SHEZI-

35

B EREFNEMRAHBCosnoCall Administrator& F = #
BREMABLZERT S TEEFEARFEIAR - TAET

skills ~ {71235 ~ 28 REAANRE » FA M TTHR
BPEERE AN EERAERF AL WEREBANETR

CA4 R REXEFH - —A8pskills » {05




WS It J-Pir & 1

W6 AP EEXERBESNOEY T L L3 VR EREH
CosmoDesigner AR e
ARRREBHMBY) TEERRESARR R THMRTF AR ZHIR -

#¥8 Multi-level

Administration
Permissions
EEYBEH L MAABERTSHITETHELEESIEHE 635 B &

Complete Call Detail

Records (CDRs)

BEBRE AT RREE MAMRARBRBER I HBRH-

BREAMRERALR
Remote Management

and

Monitoring Tools

REAEENORETERERETR T AT ERELIP
fakeg B A B R T > Ek T B&35 : CosmoCall
Administrator, Bpef#k#& (Real-Time Reports), B %3k %k

(Historical Reports), #2 CosmoDesigner -

W jenttids

teb

_=talx

=0@mQIT B x &

= A Cosmoldrivaise
F doounts
Blozk. Cadag

g Everts
Maraps Fle:

Graurs
Psisornel
et Lodes

I8 Teams
P WaveFiles
10 wreowmCodes

B
7 Dedete

[ Nama | Desciiption

Dred

Coffee Breah Releace Code 1

I Prapstties  ARE ibar
ChrkF

X Find

T3 Views

Show: Ditems
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13 - {HHRPBXsEHE RO S

Integration with Legacy PBXs and Contact Centers

CosmoCall Universei®#tIP# & 44 [IP Integration (IPI1)] RA%4PBXH &t
RABRAE IPITHEBShe) —REFEAB T AOBBRAIPR S SHMER F RE PBX
FRBRFERT S 444355 BT %% 484 [Computer-Telephony Integration
(CTI)) - 42 IPI #p&a(CTIE BH %% ~ AR A - T A » #43CosmoCall Universess,

APBXM s % F R AE:EE -
13.1 ~ IPl 44T =4 How IPl Works
[P11% 4% & PBX32 £ 69 IP trunk$iline cards#vp7# IP CosmoCall Universe (CCU)

@R PATIAF » PBXiE & IPI#0 CCI (Computer-Computer Integration) %4k 3t i&i®
CRM # M @ & 4 > CosmoCall Universe AKXFJILBREZRFSHABAFHLEERALK
CTI—Aey#MERER -

RTFREACTIHSKE

"““‘s.':_\,l- ]

Eogacy PEY ™ e A
Aty L Cnmeeitar
i1 LY e PR e
_j_j.j e CIf Ferver 40 ApRgH KALICH
A

Latpae R
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TEAETHCTI &8 A ffiteyCosmoCall Universe [Plig 4 X

i 1ey P
. —— 1
sl ad Uae weasne R Bl ofim

Iclachirg MR

REFRBAMCE  KFWEE T AL EMEPBX - [VRECRM® #1447 > CTI ¢94) % 464k
IPI/CCI FrABA% -

13.2 ~ [PIz sh e 45 #1547 & Features and Benefits of IPI

1 ~ ACD routing engine (#d31 %) & &inyskills-based, priority-based, and
value-based %% -

2N EERFCEAMFRBE @R RE FHMH -

3 A HMEHHMEBRFERE-ANDES £ — R BRITE—2FEAREE -

4-FEMHEH REESIRUERF ST HNEHAERFRAZTERE

(Supervisors) ° '

S5~ H—EERFAAAEMREREIR F0 CTI -
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13.3 ~ IPIZ# 8 IPI Architecture

B —88% > [Pl 44735 i8PBXAE & VolP¥ £ CosmoCall Universe&4&-fe—4Ag o

ANTERNET DRATW re v-fg":mﬂﬂ
CEAT. wokl. EMADL. Al
CILEAMIRATLION, e
YIERD " 2 .
- !..-.5'- -
E P .
Y . _'f - .
T v : ¥ IHONE
{ INTERWET AGENTS
Y L “ X
e 103
s S J_‘—:‘
WIRELESS -~ S eavy ;
CALLER ra
UVE CALL IWR,
VORI - CLRERITE BHOWE
AGENTS
IS
PBX

FHOKE EX ERPRIUMNSG &
PHOINC-GILY AGCNTT

TELEPHONF
CALLER
COVE CALL, 1v8,

VDICE MAIL

1

IR SOl v

Figure 1 - IPI Architecture

AR MR EEEB Y EELRBAGEA  FERRIPERF R
EEMBZEN G EHREHAZBTI/El 2B ZPBX Mo ZEME -

b TR EMAE R4 ECosnoCall Universeld#/F » A7 A M 3 X $%PC
Softphone, IP Phone, Hybrid PC and circuit phone, and circuit phone - IPI4E &
RKOHEREEMAET > 2% CosmoCall Universe R 4E » Hldo @bk B A A
CosmoAgent# R B @B T - T FH 4 S L HHUREH T - #PBXsiZ A VolP trunk
2 line cards > —#8%% 3y #standalone gateway™ A Rig 2|48 E B &Y -
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13.4 - A ¥&%M IPI a44F & Service Provider Perspective on IPI
IPTR B¢ B AR F & R Fs ¥ 5 % A PBXAAACDs A6 » By B 4§18 % APBX R A 45 3] 5
R EASPRIE X ERARF N ARATREBRE T HIPIFHEURAACDREY - £
REGF &
13.5~ EMAFRF SE R PLlegptAof] 5
Additional Benefits of IPI in Hosted Call Center Deployments
% IPIMt ot EMA B AR o (Hosted Contact Center) #TREEE S M - KR
Fe i N2l & -
1~ ZHHRD — RIS /B L EMService Provider’ s network °
2 EREAKD -
I ERBRR—RBEE-EHTHR -
13.6 ~ AR ZMR ¥ The Overlay Contact Center
HERBBA SRS G ER T SEREMACDs 2 4 > K OB — k@R
Pl sy » AR A 3| R 28 —FHareyIP ACD > 24P call centerfrfi A
‘overlay call center” (HAMFEMRT ) > MEHKN TREBF HEH R
ARG % 4% > B =B Texternal VolP gateway®+4Xinternal VoIP cards -
22 &Overlay Call Center CSRs THi# %K » EAHN KL ERHME -
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CALL CETER SEAVERS &, ODVERLAY
: CONTACT
CENTER

LEGALY
TELAPHORE
TRy

MULTIPLE
LEGACY
ACDs

Figure 2. Overlay Contact Center

14~ BEBEHEFRLERT S
Pre-Routing to Legacy Call Center (NGIN)

The CosmoCall Universe™ F—K#& ER@BNCINF & > k¥ REFALE
AEREIP THER > CRENHE - HBOoERLBENAFRNRELL  RBREP
FERo $~-‘T‘é"f¥'1‘@§l’§.ﬁ3 Ao REBSEEFAFZPIETLSARBRBEAL -

ZNGINF & TRA AL S sees% $ B Routing > % ¥ HRoutingg /5 1§ § 4L
geegcall routing logicTT B P A 4 > —BRMEABRGRAIBATE—RE S
EHREEHBEAN EERT S KIMHEE A" pre-routing” » B B R & b FZACDR$
TERRBEH NCINFEOARTENT L EREEANELT - APHARRLBAAE
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TS EHRELRETHE -
14.1 ~ Static Routing (#$&4%)

BROGBRBERAFEBRR > sliotine-of-day (H B8 &), percentage
allocation (B2 E& #'tk) , IVR menu selection (IVR iB38) A AR ELHLET
WRE AARARMEY  Farade&e0l]  HELSEMROER  HPNR
APBXEERERER T B AN BRABA EMMFEGTR - BEABORES G
#E

[(OTime of Day Routing ( — Xk M ¥ &ussss) -

[Day of Week and Date Routing (—2HAF XK X Balish4hss) -
[JPercentage Allocation Routing ( 282 & Athegssis) -

[(JOrigin Location-Dependent Routing (F¢/B 4L B RiReT4E38) -
[(Caller Menu Selection via IVR (4& & IVR#E =5 % £ 2 &%) -
[Caller Database Lookup (¢=i# &M BikE) -

[(JBusy / No Answer Alternative Routing (-8 REBLEZ HRGEB) -

[(JEmergency Condition Routing (% &H &4 ) -

14. 2 ~ Dynamic Pre-routing (% 4838 )

SRERRERAN A FEAMPR AR AFR T M B R E BRI
Bt W TERRRGTHAAREER T oHES MEFZEREMBEHRA - @
BROBREFHELE -
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15 ~ &% Summary

CosmoCall Universe ##r—# & MR ¥ ey - £1P basedEHT » €L
HERFPEMRBEIMELHEE  HABTRRARREASIN & IP @4 RE44
AR AHh-—HEREG S THMACD [VR-RAHHER ARG -FHaFEFE -
TRETFCTI-like XS HHERB TERFSREHRAT R AHERACTHRT
ERPCAMBERRA » LR KRB IPENT -

CosmoCom’ s Computer-to-Computer Integration (CC)E MR FEMR P SZ B
EoHu RARATHRREEN DA R BCELES  LHARCTI-basedx ®E A Y
FHELSRA - M LRHOEMRR H 4 4 Kt 3451 704 Bpremises-based or
network-based contact centers:¥ fuff iR AR FE -

CosmoCall Universefk{# ik #% 32 4% ¥ & (Service Providers) .k o F) 4834 ¥ 4 — 4%
RESFERREBT O EXENRYERFPE—AZTZE - SHARGFE - BRHER
# ¥4 (Service Providers)se iRt e — S E R it > TREPLEZ B[ HEH
IRAREZHLRTCMACTHFTRY S > carrier—classEHEAMRE X ERRBEF
B EREPREFHFTERRERT o9& » RRAGREHRME -

EHELE— S FHMEM CCl X4 Huri4t0EMAE /7 - &d5carrier-classTH#
RTHPM - BRH{ER K On Demand servicesmisk °

CosmoCall UniverseR & #F— MK LRHFRT < -
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Rl SN

EFBRBETSRBHELNE % ABKRGARETE(Phone) RFEALRZEF T
B KRR R A0S 548 % i 548 ¥4 (IP Telephony ~ E-mail ~Fax ~ Chat -
Co-Browsing ~ WAP %) » stk 4t % EMAEE  ERFPMATELALCRDES > %
CERFAEEDE  RES ALHMERE  TRAKBREZFOTR RAZTR
g e

CosmoCom 2 3] 4+ % # — 4%, IP call center % » #&# T E AR %4 Computer to

Computer Integration CCly MMM EAEAE & % EMN CCI RENHAEMR Edo
Microsoft COM ###u XML > SRR B AR ;B RHGHA TR ARNELEd
CCI #a 7 {1% % CTI [ € 5% # § 3% 4 4 (Computer Telephony Integration » CTI)] 5 % 47
BOHRKBER T HGeM - BT E%REAR P call center ¥ HRAA T & > AF
EE -

IP call center F&#EE > AEAME S & A/IRERE 100% # AR 2
B BR-HAVGLHIERBESERMBS BABIP ARRREER T ST
HEEXEAG% wE PEBEREERTEIL  AFBREEAL > TEEER
BEREHGEE  HEH—A IP call center & RASMITEREZRT o4&
BALRAE -

% T/ B 53 A A CosmoCall Universe™ & IP call center » £ XA
A7 0800080365 (¥ % BB T ) 0800080117 (B irEma RARE ICFHEMR
F.:) 2 0800080582 (P Lo RKLBELEMERT ) FA—AKT » REFFA XA
MEMR MR BRI HER923 IP call center HFRARMBEHE - PTHEEE ASP
ERF o £ F IPcall center B#T > RELELCEIERF < ARTHRERE -
WA BRAER IR B TH B ARERT S LK BTHp 3] Bk -

%-# F# : COSMOCALL UNIVERSE™ PRODUCT DESCRIPTION
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