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1. Introduction

ﬂlliance Telecom Solutions Pvt. Ltd. delivers a unified call center solution.
Zﬂeamlessly manages inbound and outbound communication.

@ﬂegrates predictive dialing, CRM, WhatsApp/SMS, and reporting dashboards.

@ocused on efficiency, transparency, and customer satisfaction.

@uilt for scalability and future-ready operations.

@ Key Objectives
Key Objectives
£ Seamless Customer Connectivity
& iﬁi::;fr L Handle calls, SMS, WhatsApp, and email without delay - stronger engagement
Connectivity £ Unified Communication Hub
@ g"iﬁed . & One platform for agents to access customer history & live interactions = reduced confusion
ommunication
: Hub £ Data-Driven Decision Making
';at?'P’ive“ Ml Real-time dashboards & analytics > empower managers to optimize instantly
ecision
=l Making £ Scalable Operations
ik Enhanced { Flexible architecture - easy onboarding of agents, clients, and new channels
Customer
Experience £ Enhanced Customer Experience

W Personalized interactions & faster resolutions = build trust and loyalty



2. Industry Context
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Evolving Customer Expectations
* Personalized engagement through reminders, updates, and tailored offers
e Transparency in services, pricing, and processes
* Efficient complaint resolution with accountability

* Digital-first accessibility across calls, SMS, WhatsApp, and email

Key Business Challenges
* Rising operational costs due to manual processes
‘ * Data fragmentation limiting personalization and tracking
* Risk of customer loss from delays or missed calls

 Scalability issues with high volumes and multi-channel

demands
Alliance Telecom Solutions Pvt. Ltd. — The Answer

* Predictive dialer to automate outbound campaigns and boost
productivity

 CRM integration for a 360° customer view

* Multi-channel communication across voice, SMS, WhatsApp, and email

* Advanced reporting & analytics for performance and efficiency
Strategic Impact

\J \ * Reliable, efficient, and customer-centric engagement
\ » Strengthened long-term relationships through proactive
interaction

* Competitive edge in a fast-evolving industry

 Empowered organizations to scale with confidence


https://192.168.1.15/agent/agent.php?relogin=YES&session_epoch=1765779880&session_id=8600071&session_name=1765779854_701313639782&VD_login=7013&VD_campaign=KARMYOGI&phone_login=7013&phone_pass=7013&VD_pass=7013&LOGINvarONE=&LOGINvarTWO=&LOGINvarTHREE=&LOGINvarFOUR=&LOGINvarFIVE=&hide_relogin_fields=
https://192.168.1.15/agent/agent.php?relogin=YES&session_epoch=1765779880&session_id=8600071&session_name=1765779854_701313639782&VD_login=7013&VD_campaign=KARMYOGI&phone_login=7013&phone_pass=7013&VD_pass=7013&LOGINvarONE=&LOGINvarTWO=&LOGINvarTHREE=&LOGINvarFOUR=&LOGINvarFIVE=&hide_relogin_fields=

3. Inbound & Outbound Calling Features

«/ 1.Inbound Excellence:

e Smart IVR navigation guides
customers quickly.

e Skill-based routing ensures the right
agent handles each call.

* CRM context gives agents customer
history for faster resolutions.

3] 2.0utbound Optimization:

* Predictive dialing maximizes agent
talk time.

e CRM-driven campaigns enable
personalized follow-ups.

e Scheduled callbacks reduce missed
opportunities.

3. Performance & Monitoring
* Real-time queue and campaign
tracking.

e Analytics dashboards measure
agent productivity and customer
satisfaction.

e Exportable reports support
management decisions.




4. Agent Registration & Role-Based Access

Efficient agent onboarding and access control are essential for secure, scalable, and performance-driven call
center operations. Alliance Telecom Solutions Pvt. Ltd. ensures every agent is registered securely, granted role -
specific access, and monitored through integrated performance systems.

e Secure Agent Onboarding :

1.Unique login credentials for each agent
2.Multi-factor authentication for identity verification
3.Centralized registration linked to HR systems

* Role-Based Access Control :

1.Defined roles: Admin, Supervisor, Agent
2.Dashboard and data access based on role
3.Restricted permissions for sensitive operations

* Performance & Profile Integration:
1.Real-time sync with training and KPIs
2.Feedback and appraisal tracking
3.Automated updates to agent profiles



5. Customer Communication Channels
(IVR, SMS, WhatsApp, Email)

(1. Customer-Centric \

Engagement
* Communication via IVR,
SMS, WhatsApp & Email
* Transparent updates &
quick complaint
handling
* Consistent experience

\ across channels /
6@4. Agent Lifecycle \

Management
« Secure onboarding with

unique credentials and
MFA

* Role-based access for
Admin, Supervisor,
Agent

* Integrated

'gz. Inbound & Outbound\

Optimization
* Smart IVR and skill-
based routing for
inbound calls
* Predictive dialing and
CRM-driven campaigns
for outbound reach

\ performance tracking/
an Sync

e Real-time queue and
N._campaign tracking

Y
6}5. Scalability & \
Efficiency

e Flexible architecture

for high call volumes
e Automated workflows
and scheduled
callbacks
e Easy onboarding of

A TC

. Technology-Driven \

Operations
e Unified dashboard for
multi-channel

interaction

* CRM integration for
360° customer view

e Advanced analytics for

\ agents and clients /

\ performance insights/

#6. Strategic Business \
Impact

* Improved customer
satisfaction and loyalty

e Reduced operational
costs and data
fragmentation

e Competitive edge
through proactive

\ service delivery

»
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6. Missed Call & Voice Mail Handling

1

Alliance Telecom Solutions Pvt. Ltd. (ATS) offers a unified platform for multi-channel customer communication. It empowers

agents with secure onboarding, role-based access, and real-time dashboards. Designed for scalability and efficiency, ATS ensures

improved customer satisfaction and strategic business impact.

1. A Smart Notifications & Tracking

* Instant alerts for missed calls

* Voice mails auto-transcribed and
tagged

* Dashboard highlights pending
follow-ups

* Prioritized notifications for urgent cases

* Clear visibility of unresolved queries

e Categorization of calls by type (sales,
support, urgent)

* Agent reminders for unresolved voice

mails

2. & callback Scheduling & Workflow

One-click callback assignment to agents
Integrated calendar sync for reminders
Queue management based on urgency
Scheduled callbacks tracked in
dashboard

Escalation rules for repeated missed
calls

Auto-allocation of callbacks to available
agents

Flexible rescheduling options for

customer convenience

3. B Customer Experience Continuity

* Voice mail linked to customer profile

e Context carried into follow-up calls

* Personalized responses referencing
past issues

* Ensures no query is left unresolved

* Builds trust through consistent
engagement

* Customer notified of callback
confirmation

* Feedback loop to measure

satisfaction after resolution



7. Real-Time Monitoring & Reporting k

Real-Time Monitoring & Reporting ensures complete operational transparency by combining live visibility,
supervisor control, and strategic analytics. It empowers management to track performance instantly, intervene
when needed, and leverage data-driven insights to optimize resources, improve efficiency, and enhance
customer satisfaction.

1. P Live Visibility
e Agents record referrals (friends, family, colleagues) during customer conversations
* Details (name, contact, interest type) entered directly into CRM
e Each referral linked to source customer for traceability

* Eliminates manual notes, ensures consistent logging

2. o Supervisor Control Tools
« Referrals automatically queued for follow-up by agents/sales
teams
* Leads prioritized by urgency, product interest, or campaign type

* Ensures timely contact and no referral overlooked

* Managers monitor queues, assign leads, and track conversions
3. M Strategic Reporting & Analysis

e Customizable reports for management and compliance

* Trend analysis to forecast workload and optimize staffing

e Historical data for performance benchmarking
* Insight dashboards for long-term decision making



8. ACD Skill-Based Routing k

ACD Skill-Based Routing ensures that every customer call is directed to the most suitable agent, combining intelligent
distribution, dynamic skill mapping, and performance analytics. This approach reduces wait times, improves first-call resolution,
and enhances overall customer satisfaction while giving management actionable insights to optimize operations.

c1. Q Intelligent Call « 2. m2 Dynamic Skill Mapping 3. © Enhanced Customer 4. Ml Performance

Distribution Experience Optimization & Reporting
e Agents tagged with multiple

e Routes calls based on skill categories (language, e« Customers reach the right e Tracks routing efficiency
agent skill sets product, tier) agent on first attempt and agent utilization

* Balances workload across * Skills updated through * Personalized routing using IVR  |[dentifies gaps in skill
available agents training and performance inputs or CRM data coverage

« Reduces wait times and reviews e Minimizes frustration from e« Supports training and
transfers * Supports multi-tier routing repeated redirection staffing strategies

* Ensures faster resolution logic e Boosts satisfaction and * Generates compliance
with qualified handling * Enablesitiexibleiream first-call resolution rates and SLA reports

configurations
. TR Dynamic Skill Mappin Performa.nce
Intelligent Call Distribution y PPING Enhanced Customer Experience Optimization &

Reporting

Ao
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9. DID Assighment for Corporate Clients

1. B Strategic Number Allocation

Assigns numbers by department
Supports location-based mapping
Scales with client growth
Maintains brand consistency

2. %[ Custom Configuration & Routing

Tailored call flows
IVR and queue integration
Time-based routing

Backup paths for downtime

3. @% Security & Access Control

* Limits access to teams
* Tracks call usage

* Encrypts call paths

e Logs for audits

4. M Reporting & Lifecycle Management

Monitors usage trends

Flags inactive numbers

Supports renewals and porting

Generates SLA reports

10



10. Customer Interaction Flow

(C

The Customer Interaction Flow ensures seamless communication from the first touchpoint to resolution and feedback. By combining smart

engagement, skill-based routing, and continuous improvement, organizations deliver faster responses, personalized experiences, and higher

satisfaction levels.

1. @ Initial Contact & Engagement

 Phone, email, chat, or social media
e Quick acknowledgment of query

* IVR/chatbot captures intent

* Collects basic customer details

* Confirms availability of service

» Sets expectations for response time

e Builds trust from the first touch

2. § Routing & Resolution

Smart distribution to right
agent/team

Skill-based routing logic applied
CRM data used for personalization
Minimal transfers between agents
Escalation paths for complex issues
Time-based routing for off-hours
Fast resolution with qualified

handling

3. Ml Feedback & Continuous Improvement

* Customer asked for ratings/comments
* Feedback stored in CRM or survey tool
* Data analyzed for service gaps

* Reports generated for management

* Training needs identified

* Product/service updates informed

* Cycle repeats for better experience

11



11. Feedback & Complaint Resolution K

The Feedback & Complaint Resolution process ensures customer concerns are collected, analyzed, and resolved efficiently while driving continuous
improvement. By combining acknowledgment, prioritization, transparent communication, and actionable insights, organizations build trust, reduce

churn, and enhance overall customer satisfaction.

1. % Collection & Acknowledgment 2. Q Analysis & Prioritization
e Gather feedback via calls, emails, surveys, or portals * |dentify root causes of complaints
e Acknowledge receipt promptly to reassure e Separate urgent vs. non-urgent issues
customers e Spot recurring patterns across
e Categorize input as praise, suggestion, or complaint customers
e Record details in CRM for tracking e Assign ownership to the right team

>

A 2

Collection & Resolution & i
Acknowledgement Communication Analysis & Continuous
Prioritizations Improvement
3. ¥ Resolution & Communication 4. Ml Continuous Improvement
* Provide clear timelines for resolution e Use feedback to refine processes
e Escalate complex cases to senior staff * Train staff on recurring issues
e Keep customers updated during the process e Update policies or product features
e Confirm closure with customer satisfaction * Share reports with management for

check accountability



@® ], Lead Referral & Conversion Tracking

12. Lead Referral, Upselling & Reporting K‘
Analytics

Captures inbound and outbound referrals from agents or

campaigns

Tags leads with source, product interest, and priority level

Tracks referral lifecycle from initial contact to conversion Lead Referral &
Enables cross-team collaboration for warm handovers Conversion Tracking

Supports incentive programs for successful referrals

Boosts pipeline quality with

ed lead data .« |dentifies upsell opportunities based on customer history and
usage

* Suggests relevant add-ons or upgrades during live interactions

* Uses agent prompts and scripts for consistent messaging

* Tracks conversion rates for upsell attempts

Upseu""g.& * Aligns offers with customer tier or business segment
Crose-Selling

Enablement

Integrates with billing and product catalogs

Improves revenue per cust@mdr thrOLm] 3aRepedting FgLerdarmance Analytics
* Monitors referral volume, conversion rates, and upsell

success
...I Breaks down performance by agent, team, and campaign
* Highlights top-performing products and referral sources

Reportlng & * Flags missed opportunities or low engagement areas
Performance

Analytice

* Generates dashboards for management review
e Supports SLA tracking and compliance audits



13. Technology Highlights &

1

Technology HighlBAtaHat@Ration outlines the core infrastructure powering ATS solutions and the streamlined
deployment process that ensures fast, secure, and scalable setup for corporate clients. It covers both the technical

backbone and the hands-on implementation steps that guarantee operational readiness.

{ 1. Technology Highlights

Cloud-based architecture for scalability and flexibility
SIP trunking and VolP protocol support

Real-time dashboards and skill-based routing

CRM, IVR, and analytics platform integration

Secure encryption and compliance-ready design
Multi-device compatibility (desktop, mobile,
softphone)

Built for high availability and low latency

Technology
Highlights

0 2. Installation & Deployment

Site survey and requirement mapping
Hardware provisioning and network readiness
Routing logic and agent profile configuration
System integration and call flow testing
Admin training and user onboarding

Go-live support and monitoring

Post-install optimization and SLA alignment

Installation
& Deployment




TI. Closing K

Allianfe0tecom Solutions Pvt. Ltd. (ATS) delivers a comprehensive, scalable, and customer-centric call center solution
designed to empower enterprise communication. Across the previous modules, we’ve showcased:

» @& Intelligent Call Distribution — Efficient routing based on agent skills and availability
* P Dynamic Skill Mapping — Real-time skill tagging for precise query handling

 (© Enhanced Customer Experience — Personalized IVR and CRM-driven routing

« & Performance Optimization & Reporting — SLA tracking and operational insights

« & DID Assignment — Strategic number allocation for corporate segmentation

) Customer Interaction Flow — Seamless journey from contact to resolution

\g

B Feedback & Complaint Resolution — Structured handling and continuous improvement
| ead Referral, Upselling & Analytics — Revenue growth and performance tracking

‘'echnology Highlights — Scalable, secure, and integrated infrastructure

, JRON | |

Installation & Deployment — Streamlined setup and go-live support

Together, these modules form a unified framework that enhances customer satisfaction, improves operational
efficiency, and supports strategic growth. ATS stands committed to delivering branded, reliable, and future-ready
telecom solutions tailored to your business needs.



