LlanoctHa nnatdpopma B 061aKa, KOETO Hagrparkaa CTaHAAPTHOTO peLlleHMe 3@ KOLEHTBP U
No3B0/1IABA MHOBATUBEH HauYMH 3a 06CNyKBaHE Ha BXOAALLN U U3XO4ALM 3aNUTBAHUA - Npe3
Pa3/INYHM YCTPOMCTBA U Ype3 Pa3IMYHMU KOMYHUKALMOHHUN KaHaAW - FNacoBun obaxaaHua,
yeb-yaT, coumanHm mpexu, e-mail unm SMS.
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3a ga 6bgam Bcuukume Bu
nopbyku Ha egHO MACMO.

Ako #enaeme ga Hayyume noBeve 3a BuzrHec
YeAy2Ume Hu, MOAS NONbAHEMe §opMama.

Kom dopmama

OMWCAHKE MPEAMMCTBA KAK PABOTW? KAK AA TTOAYYA YCAYTATA?

OMUCAHUE

BU3Hec KOHTaKTEeH LLeHTbP NpeaocTaBa Ha OBU3HeC KNMeHTUTe Ha TeneHop UANOCTHA
nnatpopma, peannsmpaHa ypes ob1a4yHa TEXHONOIMA U HaarpaKaalla CTaHAaPTHOTO
pelleHne 3a KoJI-LUeHTbP, KOeTo NO3B0SBAa MHOBAaTUBEH HaYyMH 33 06CNyXKBaHe Ha BXOAALLM
N U3XOAALLM 3aNUTBAHMSA, @ UMEHHO Ype3 Pas3/IMYHU KOMYHUKALMOHHW KaHa/in - [/1acoBU
obaxkaaHua, yeb-uaT, coumanHm mpexu, e-mail unm SMS, He ca HeobxoaMmm nHBECTULMM,
IT ekcneptu naun cneumanHo obopyasaHe, a 4MHCTBEHO AOCTbN A0 yaAobeH nHtepdeinc 3a
BawwunTe cnykutenum , KOMTO MOKe Aa ce N0/13Ba He CaMOo Npe3 KOMMTbLP, a U TabneT u
CMapTPOH.

OT aAMUHUCTPATOPCKMA NHTEPDENC 6'bp30 N NeCHO MeEHNOXbpUTeE ynpaBaiAaBaT BCUYKN
BK/TIOYEHMN d)yHKLI'MOHaJ'IHOCTM, noAaroTBAT KamMnaHUn 1 Ha6J'II-OAaBaT e(beKTMBHOCTTa Ha
CNYXKUTENNUTE CH.

TeneHop npenocTaBa BU3HEC KOHTAKTEH LEeHTbp Ype3 napTHbopcTso ¢ Puzzel - Hopeexka
KOMMaHuA, Ype3 KOATO ornepaTopbT npeaocTtass ycayrata B Lseuma v Jaxua, Puzzel ce
OT/IMYaBa M MOKe Aa Ce MOXBau C.

*Hag, 17 roamHu onut B pa3paboTeaHeTo Ha 061a4HM pelleHns 38 KOHTAKTeH LLeHTbP,
*Hap 900 6usHec knmeHTa B 25 AbprKasu,
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IS0 27001 (MndopmaumorHa curypHoct), ISO 3001 (Kauectso);
-PCl - Payment Card Industry Standard;

*OTANYEH PEMTUHT 3a YA0BNETBOPEHOCT Ha KANEHTUTE,

*Hag 200 cayxutenm;

NPEANMCTBA

MHorokaHasnHa KOMyHUKaLMA U MbBKABOCT

+O6cny>KBaHe Ha 3anuTBaHMA Ypes rnacosu obaxaaHusa, yeb-uar, facebook, twitter, e-mail
nnm SMS;

*N360p Ha e3UK - 6ArapPCKM MU aHTTINACKM,

+CaMOCTOATE/HO ynpaBs/ieHne Ha paboTHO Bpeme,

-C TenedoHHa rnacosa ycayra ot TeneHop (mobunHa nam durcmpana, 0700/0800);
*Bb3MOXHOCT 33 NoN3BaHe Ha MOBUAHU UK GUKeUpaHu TenedoHn, a u Ha codbyepTHM,

bes orpaHnyeHwus

Be3 NMMMUT Ha BKNIOYEHMTE HOMEPA M eJHOBPEMEHHUTE BXOAALLM U U3XOAALIM 3aNUTBaHMA,
+IVR noruka cnopep BawuTte n3nckBaHMa — cnopeg npuMunHaTa Ha obaxkgaHeTto nsbupare
KakBa MHPOPMaLMaA Aa NPeaoCTaBUTe Ha Balumsa KAMEHT U C KOro OT BaluuTe cay)utenuTte aa
ro CBbpsKeTe;

*Bb3MOXHOCT 3a BKAKOUYBaHe Ha menoausa 3a ¢oH Ha |VR cbobuieHus;

-KoHcynTauma ¢ Apyrv CAyKMTENn No Bpeme Ha 06C/yKBaHe Ha 3anuTBaHe,

OnTMmmM3aumaA Ha pecypcuTe

be3 nbpBOHaYaNHN GMHAHCOBM UHBECTULMM M Be3 foNbAHUTENHO 0b6opyaBaHe U
KoJloKauwms,

-be3 HeobXxoAMMOCT OT TEXHUYECKM NO3HAHMA M 6e3 NpoMAHa Ha HacToALaTa LLeHTpana uim
[PYro Non3BaHo peLleHme,

-Be3 MmeceyHM TaKcu 3a NOAAPBXKKA (C NOCTOAHHA aBTOMATUYHA aKTyann3aums),
*Bb3MOXHOCT 32 HagrpaskaaHe ¢ A0NbAHUTENHN MOAYAN;

*PasnnyHM Npoduam Ha CAyKUTENUTe B 3aBUCUMOCT OT TEXHUTE YMEHUS;

‘YBennyaBaHe epeKTMBHOCTTA Ha CYKUTENUTE CNopes, NpesBapuTeHO 3a4aLeHN
napametpu;

CTaTUCTUKM 1 3anucun

+CbXpaHeHWe Ha CTaTUCTUKM M 3aMMCK Ha NPOBEAEHM PA3roBOpHU;

*Bb3MOXKHOCT 3a MPOC/yLLIBaHE Ha Pa3roBOp B peasiHO Bpeme OT MEHUAXKbPA 6e3
npeKkbcBaHe Ha onepaTopa;

*Bb3MosKHOCT 3a 3anuceaHe Ha VR cboblieHmnaTa — KakTo oT cammTe Bac, Taka 1 oT TesieHop



- nNpu Bawe xenaHne Ha 6BATAPCKN UAN AHTTUACKU e3UK;
*Tabna cbC CTAaTUCTMKA B peasnHO Bpeme 33 NpeABapuUTeNHO 3a4aheHn oT Bac napameTpwy;

JlecHa nHTerpauuma

-UuTerpaums c Qutlook, Skype for Business, Calendar, Salesforce, MS Dynamics, Verint,
Knowledgebase;
*NHTerpayma c BbTpewHo-GUPMeHMa NopTan U KOHTAKTU Ha BawaTta KomnaHus,

Yno6Hu nHTepdelicn n mobunHoct

*Yeb n mobunHa Bepcua Ha ABaTa UHTepdelica — 4OCTbM OT BCAKO MACTO,

*Bb3MOKHOCT 33 AOCTHM HE CaMo Npe3 6pay3bp, a M YPE3 UHCTAIMPAHO NPUNOKEHME Ha
KOMMIOTbP UAK nanTonm,

+leTaliHO onMcaHue Ha BCsAKa GYHKLMOHAMHOCT,

JlecHo 6bpaHaupaHe ¢ BaweTo 10ro Ha Taba10TO CbC CTaTUCTUKA B PEA/IHO BPEME;

ABTOMaTtm3auma n yaobcrso

*ABTOMaTUYHM a1apMU U M3MpaLLaHe Ha CTaTUCTUKK A0 NpeABapuUTeIHO onpeaeneH CncbK
nosnyyatenu;

* ABTOMaTUYHO NPEXBbLP/IAHE Ha Pa3roBOPU KbM APYru CAYXKUTENN,

*ABTOMAaTM3aLMA Ha U3XOAALLM KaMNaHUKU N ONaLLKMK,

+labn0oHM 33 perncTpauma Ha 3anMTBaHMATa, CbobLLeHMA 3a yeb-uaTt n e-mail;

*BAN M YepeH CMMCHK Ha 3aNUTBaHUATA,

*VIP ob6cnyskBaHe upes npeasaputeniHo U3bpaH CayRuten,

TexHn4yecka nogapbKKa

24 -uyacosa TenedoHHa NOAAPBIKKA, OCUTYpPEHA OT eKCnepTuTe Ha TeneHop.

KAK PABOTU?



NHTepdeinc 3a agMUHUCTPATOPK

HauanHa cTpanvua | B peantHo BpeMe Motpe6utenu Yenyru Cratuctuka Katanor Apxus

VUKV ORALLIKY v 2
TpadukuT MpeanoxeHu === OTroBOpeHN Onawka(v) Bewukus onawkm Bneanu e

et B naysa B onawka
0 cucTemara

714 | 28 | 2

Makc,
40 v3yakBsaHe

0:20 347 334

Mpeanoxenn | OTroBopeHu

Otrosop %  Otrosop % SLA = Cp. usuaksaxe

96% | 61% | 0:18

3a aa nonssate bM3HeEC KOHTaKTEH LEeHTbP, Bue nonyyasate AOCTbN A0 aAMUHUCTPATOPCKM
nHTepdeinc, KOMTo MoXKeTe Aa oTBopuTe npes yeb-6pay3sbp Ha https://CLadmin.telenor.bg

Ypes Hero ynpaBnsaBaTe BCUYKN PYHKLUMOHAHOCTU U HAaCTPOMKN Ha PeLLEHNETO,
KOHTpOAMpaTe 06CYKBAHETO Ha KAMEHTUTE OT BalumTe CAysKMTeNu, nosyyasarte anapmm
NpW Pa3nnyHM cbbuTUA, pasraexaaTe CNpaBKku, Cb3aasaTe NpUMepHN popmu 3a
perncTpauma Ha 3anUTBaHUATA U He Ha NOC/eAHO MACTO — Cb3aasaTe Nnpoduau 3a
onepatopckua untepdeinc - https.//CLagent.telenor.bg. Toit moxe aa ce AocTbMNBa KaKToO
npes yeb6-6pay3bp, Taka 1 Npes MHCTaIMPaHa BEPCUA Ha KOHKPETHMA nanTon Uam
KOMMIOTHP.

NHTepdeic 3a cnyutenm

Cnep snusaxe B https://CCagent.telenor.Dg, BawmaT caykuten Bede nma Bb3MOXKHOCTTa Aa
06CcyKBa BXOAALM U U3XOAALLM 06axAaHMA, KaKTO U 3aNUTBaHKUA, NoyYeHun no e-mail, Ha
SMS, upes ye6-uat oT Bawua pupmeH caiT uam ypes counanHute meamm Facebook u
Twitter. PeweHneTo no3sonsea Ha cayskutens By ga paboTu, HE3aBMCMMO Kbfe ce Hamupa,
A3 NPEeXBbP/IA Pa3roBopm MM CamMo Aa Ce KOHCYTMPa CbC CBOM Ko/era, Aa BUXKAa
MCTOPUATA Ha 3aNUTBAHMATA OT BCEKM KOHKPETEH KMEHT, a BUXAa pe3ynTaTuTe cu B
peanHo Bpeme pesyntaTute, Aa onpeaens npoduna cu u Apyru GyHKLMOHAIHOCTH,
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M nBaTa nHTepdelica MaT MOBUNHU NPUNOXKEHUA, KOUTO OCUTYPABAT MBKABOCT Ha Baluma
6u3Hec 1 yBenmyasaTt epeKTUBHOCTTA Ha CAYKUTemTe Bu.

KAK OA NOJIYYA YC/NYTATA?

*B 3aBMCMMOCT OT BawnTe HY:KAN, MOXKeTe Aa nsbepere KONKO NMLEH3a M Ha KaKbB NakeT
}enaeTe fa akTuBMpare,

*Ycnyrata ce npegiara ¢ meceyeH aboHaMeHT Mpu CKAtOYBaHe Ha A0rosop 3a 12 meceua uam
24 meceua.

*AKO »enaete Aa By eMOHCTpUpame peLleHneTo, MoXKeTe Aa OTNpasBuTe 3anmMTBaHe 1 Aa
yrosopum ya06Ho 3a Bac Bpeme.

A comprehensive platform in the cloud that upgrades the standard solution for call center and
allows an innovative way to serve inbound and outbound inquiries - through various devices and
via a multichannel communication - voice calls, web chat, social media, e-mail or SMS.
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business services, please fill in the form.
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OVERVIEW ADVANTAGES HOW IT WORKS? HOW TO GET THE SERVICE?

OVERVIEW

Business Contact Center provides business customers of Telenor a comprehensive
platform realized by cloud technology. It upgrades the standard solution for call center
to handle incoming and outgoing reguests, regardless of the communication channel
with the end-users (voice calls, web chat, social networks, e- mail or SMS). It doesn’t
require an investment, assigned IT experts or special equipment - it works only through
a user-friendly web-interface available for your employees at -
https://CCagent.telenor.bg not only through a computer, and tablet and smartphone,

By the admin interface managers, supervisors and administrators are able quickly and
easily to manage all included features, prepare campaigns and monitor the
effectiveness of the employees.

Telenor provides Business Contact Center through a partnership with Puzzel - a
Norwegian company, through which the operator provides the service in Sweden and
Denmark. Puzzel distinguishes and may praise with:

20 years of experience in developing a cloud-based contact center;
-0Over 900 business customers in 25 countries;

IS0 27001 (Information security), ISC 9001 (Quality);

-PCl - Payment Card Industry Standard;
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-Excellent rating for customer satisfaction;
-Over 100 employees;

OVERVIEW

ADVANTAGES

HOW IT WORKS?

HOW TO GET THE SERVICE?

ADVANTAGES

Multi-channel communication and flexibility

-Handling of inquiries via voice calls, web-chat, facebook, twitter, e-mail or SMS;
-Language selection - Bulgarian or English;

-Self-management of working time;

-Available with a voice service from Telenor (mobile or fixed, 0700/0800);
-Possibility to use mobile, fixed or software phones;

No limitations

-No limit of included numbers, simultaneous handling of incoming and outgoing calls;
-IVR logic according to the call reason your employees’ skills and availability;

-Option to activate background melody for the IVR messages;

-Consulting with other employees while handling an inquiry;

Resources optimization

-No initial financial investment and no need of additional equipment or collocation;
-No need of technical knowledge or change of your current PBX or other type of telco
solution;

-No monthly maintenance fees (constant automatic update);

-Option to upgrade with additional modules;

-Different employee’s profiles in accordance with the competences;

-Increasing the employees’ efficiency according to predefined parameters;

Statistics and records

-Statistics and call records storage;

-Option to listen to a real-time conversation without interrupting the employee;
-Option to record IVR messages - either by yourself, or by Telenor;

-Real-time statistics dashboard with predefined criteria;

Easy integration
-Integration with Outlook, Skype for Business, Calendar, Salesforce, MS Bynamics,

Verint, Knowledgebase;
-Integration with your internal portals and business contact list;
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Easy interfaces and mobility

-Web and mobile versions of both interfaces - access from everywhere;

-Access not only through a browser but via an application on a computer or laptop;
-Detailed description of every functionality;

-Easy rebranding with your own logo on the real-time dashboara;

Automation and comfort

-Automatic alerting and sending statistics to predefined list of recipients;
-Automatic call transfer;

-Automation of outbound campaigns and queues;

-Templates for registration of inquiries and web-chat messages;

-White and black list for incoming inquiries;

-VIP service by a predefined employee;

Technical maintenance

24 hour technical support provided by Telenor experts.

HOW IT WORKS?

Administration interface

Home Page ! Real-time Users Services Statistics Catalog Archive

Traffic today Offered === Answered Queue(s) All queues .2 ?
B Logged On In Pause In Queue
Max Wait Offered Answered

2:00 | 338 | 325

Answer % Answer % SLA Avg. Wait

9% 61% 0:18

To use a Business Contact Center, you get access to an admin web-interface at
https://CCadmin.telenor.bg

Through it, you manage all the functionalities and settings of the solution, monitor the
quality of the customer service by your employees, receive alarms for different events,


https://ccadmin.telenor.bg/

generate reports, create templates for registration of inquiries, and last but not least -
create profiles for the employees’ interface - https://CCagent.telenar.bg. It can be
accessed through both a web browser and an installed desktop version.

Interface for employees

After logging into https://CCagent.telenor.bg, your employee has the ability to handle
incoming and outgoing calls as well as e-mails, SMS, web-chat or Facebook and Twitter.
The solution allows your employees to work wherever they are, transfer calls or just
consult a colleague, view the history of queries from particular customers, view their
results in real-time, determine their profile, and even more functionalities.
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Both interfaces have mobile applications that provide flexibility to your business and
increase the efficiency of your employees.

HOW TO GET THE SERVICE?

-Depending on your needs, you can choose how many licenses and what package you
want to activate.

-The setrvice is offered with a monthly subscription upon signing a contract for 12 months
ar 24 months,

-If you want a demonstration of the solution, you can make a request.
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