3A0 «JlnHus 24» - pewenns Ha 6ase IP-ATC Asterisk
www.line24.ru
(812) 448-53-78, (495) 721-84-69

LleHTp 06paboTKku BbI3OBOB «JIMHUA 24>»

LLOB «JInHna 24>» — MHOroyHKUMOHANbHbBIA LEHTP 06paboTKun BXOAAWMX TeNedOHHbIX
BbI30BOB, PELIAOLMI OnepaTuBHbIE U CTpaTernyeckne busHec-3aaum, cyLlecTsytowme B nobom
KOMMaHUu:

¢ OBbILLEHNE NOSNBHOCTU NOTPEBUTENEN N Y3HABAaeMOCTN BpeHaa

e yNyylleHMe KayecTBa 06CNy)XMBaHMS CYLLECTBYIOLIMX KIIMEHTOB

e YBENNYEHWNE OTAAYM OT MAPKETUHIOBbIX aKLIMI

* MOBbILWEHNE MH(OPMUPOBAHHOCTM O NPEAMNOYTEHMSIX Ha PbIHKE

* COKpaLlleHWe ornepaLmMoHHbIX PAacXoAoB M 3aTpaT Ha KOMMyHMKaLMK

LLOB «JInHua 24> — NpoayKT, NOCTPOEHHbIA Ha 6a3e OTKPbLITOW NPOrpaMMHON apXUTEKTYpbI,
MCNONb3YHOLLMIA BCE BO3MOXHOCTW, NMPEAOCTABSIEMbIE COBPEMEHHbBIMU IP-TEXHONOMUAMM.

LLOB «JIMHuA 24> — KOHBEPreHTHOE peLleHne, COYETAIOLLME BO3MOXHOCTM NOAKIIOUYEHUS KaK MO
TPaAMLMOHHBIM KaHanlaM CBS3W, TaK U Mo KaHanam IP-tenedoHuun.

LLOB «JInHua 24>» — naeanbHbli TEXHUYECKUIA MHCTPYMEHT, NPeAOCTaBNSOWNA CEPbE3HbIE
KOHKYPEHTHbIE NMPENMYLLECTBA W OTKPbIBAOLLMI HOBbIE, YHUKA/bHbIE BO3MOXHOCTMU:

v DKOHOMMYHOCTb — CO3]aHNe COBCTBEHHOMN CNybbl 06paboTkn TenedOoHHbIX BbI30BOB
6e3 KanuTanbHbIX BNOXeHU B 060pyaoBaHMe.

v  TepputopuanbHasi HE3aBUCUMOCTb — BO3MOXXHOCTb MOCTPOEHUS reorpachnyecKu-
pacnpeaeneHHon MHGPaCTpyKTypbl. NS opraHM3auuy yaaneHHoro paboyero Mecta
notpebyeTcsa ToNbKo MHTEpHET-KaHan.

v BbicOkasi cTeneHb rOTOBHOCTM — Mpy 3an/1aHMPOBaHHOM UM HEOXNAAHHOM
YBENMNYEHNN ob6beMoB NocCTynatoLwmx nnmn ncxoadawmx 3BOHKOB, TEXHNYECKasA
BO3MOXHOCTb UX 06pa6OTKVI npeaocTaBndaeTca C MMHMMallbHbIMU 3aTpaTaMU.

Y DKCKJIIO3MBHOCTb pelueHui — 6naroaapst OTKpbITON apxXUTEKTYpe, B KpaTyaulune
CPOKM NPOBOAUTCS MHTErpaLus NpakTUYeckun ¢ Ntobor MHHOPMALIMOHHOW CUCTEMON, U
ABTOMaTU3MPYIOTCS CaMble CNOXHblE BU3HEC-MPOLIECCHI KOMMAHWMU,

Cdepbl npUMeHeHus:

¢ CnpaBo4YHO-MHGPOPMALMOHHbIE CryXbbl «opsiyas NMHUS>»;

o Cnyx6bl TEXHNYECKON U MHDOPMALMOHHOM NOAAEPXKKH;

e (O6paboTka peknamauuni, xanob n npeanoxeHui noTpebutenen;
e OpraHu3auns MaccoBblX TeNeOHHbIX ONPOCOB U aHKETMPOBAHWM;
e (Ob6paboTka 3aKka3oB W NOKYMOK;

o Co3aaHue MHDpaCcTpyKTYpbl «BupTyanbHbIi opuc».
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ABTOMaTM3npoBaHHoe pabouee mecto (APM) onepatopa

B3ammopeiictue c call-ueHTpoM ocyulecTBnsieTcs Yepe3 web-uHtepdeiic. na Havana paboTsl Ha
onepatopckoM K He TpebyeTcs NHCTaNSaumMa AONONHUTENBHOrO NporpaMMHOro obecneyeHus,
noAAEPXKUBAETCS HOMbLIMHCTBO COBPEMEHHBIX MIHTEpHET-6pay3epoB 1.

BapuaHTbl aBTOpM3auumn u paboTtbl B cucteme

* C MCMNOMb30BaHWEM aBTOMATU3MPOBAHHOIO paboyero
mecta (APM) — ynpaBneHue COCTOSIHMEM onepaTopa, Astopusaums onepatopa LIOB
06paboTKa pe3ynbTaToB 3BOHKA OCYLLECTBASIOTCS B
OKHe bpay3epa

BHYTpeHHW# HoMep:
Maponb:
e 6e3 ncnonb3oBaHus APM — ynpasneHue COCTOSIHUEM
( Rasra )
onepaTtopa OCyLLeCTBNseTCs nyTeM Habopa Bodtw
KOMBMHaUMIM Ha knaBuaType TenedoHa

Pexxum oxxnpgaHus 3BOHKa

MNMocne aBTOpPU3aUMM ONepaTop HAXOAUTCS B PEXMME OXMAAHUS 3BOHKA, rae oTobpa)kaeTcs:
® CMMCOK NOCNeAHNX BXOASALWMX / MCXOASILMX BbI30BOB C 3aMMCSMMN NeperoBopos;

e CTaTyCbl ApYrMX OrnepaTopoB B oyepeau;

e CBOAHas real-time cratuctuka no Call-ueHTpy;

OUKCMPYIOTCS «MPONYLUEHHBIE» N MOTEPSIHHbIE» BbI30Bbl, KOTOPbIE HE BbIIN NPUHSATHI HUKAKUMM
APYrYMU COTPYAHUKAMMU.

= OxupaHue 3BOHKa 0:07:59 4-0-1 1| Daysa ) Buizos Or6oit Yaepx 3aBepwuThb () Buixon
Onepatopbi Call-uentp Bxopaswue Wcxopswue

Hukonaesa Enera (2207)  Tex. noasepxka (835224 1XXXX) 12:21:32 MepcoKanbHbii Boi3oB  8914857XXXX  0:00:14 0:01:39 0:00:00

PoibuH Anekcarap (2526)  Tex. noasepxka (892047 1XXXX) 10:39:02 Tex. noaaepxka 8401230XXXX 0:00:05 0:05:50 0:00:01 > q)

Kocrmoea MapuHa (790) oXuaaKue 10:11:31 Tex. noaaepxka 8487416XXXX  0:00:05 0:11:29 0:00:01 » )
09:54:47 epcokanbkblii Boizoe  8413260XXXX  0:00:07 0:02:14 0:00:00 » )
09:49:22 Mepcoranbkblit Boizoe  8413260XXXX  0:00:09 0:00:00 na
09:38:47 Tex. nopaepxka 8394222XXXX  0:00:03 0:02:35 0:00:02 » o)
07:46:18 [epcokanbkblii Boizoe  8413260XXXX  0:00:18 0:01:58 0:00:00 » o)
07:19:57 Tex. nogaepxka 8346252XXXX  0:00:06 0:07:09 0:00:02 > o)

OnepaTop MOXET NepPe3BOHUTb KITMEHTY K/IMKHYB Ha KHOMKE «BbI30B» pSAOM C HOMEPOM
TenedoHa.

CueHapui pa3roBopa M KapTouka KJIMeHTa

Mpw NocTynneHun 3BoHKa, APM aBTOMaTUYECKMN 3arpy»kaeT CLieHapuii pa3roBopa 2 Un KapTouKy
K/IMEHTA, HAa3HAYEHHYIO ANsl TEKYLLUEN ovepean. B kauecTBe cLueHapysi MOXET MUCMOob30BaThCS
nobas web-cTpaHuua Um NpunoXeHne ¢ web-nHTepdeincom, YTo No3BoNsSET MHTErpuMpoBaTh LIOB
¢ MHTepHeT-MarasuHoM nnm CRM-cuctemon.

! Internet Explorer (Bepcus 9 u Bbilwe), Mozilla Firefox, Google Chrome, Safari.

2 Ha TeXHMYeCKoM ypoBHe 3arpy3ka npoussoantcs B HTML-Ter <iframe>.
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Pasrosop (Otaen npopax) 0:00:36 3-0-0 Mepesog Or6oi Yaepx. [ Beixog

3asBKa B KpeaAWTHbIW oTaen
UHndopmaumnn o K1neHTe

©OUO / HauMeHOoBaKKe opraku3aumm
'I'Ierpoa OMuTpuid Anekcaraposuy
Tenedokx *

'88124485378

Orvpenerue bakka (pai oK)
| AamupanTeickuin T]

[lns noaaepxku TMNoBbIX GU3Hec-npoueccoB call-LUeHTpa Mbl MOXEM NPEASIOXUTb YHUBEPCASIbHYIO
MUHU-CRM cobCTBEHHOW pa3paboTku - «KapTouku LLOB>» 1.

Mounck npn nepesoae 3BOHKa WIN UCXOASLLEM Bbi3OBe

MNpu ncxoasLem BbI30BE UM Nepesoae, BMECTO

TenedoHHOro HoMepa onepaTop MOXET HabmpaTb Biazon

Ha3BaHusa ovepenen nnnm ®NO coTpyaHUKoB. B 3ToM exal 3
cnyyae cucteMa byaeT ocyLwecTBASTb NOUCK MO TpeM

BBEAEHHbIM ByKBaM. Apxunoea EkarepuHa (KeT) (Heu3s.)

Maepwnoea ExkarepuHa (Ker) (Kewn3s.)
[nsi ouepenen 6yaeTt oTobpaXkaTbCsl BHYyTPEHHUI HOMEP U
KON-BO CBOBOAHBIX ONepaTopoB. s COTPYAHMKOB -
BHYTPEHHMI HOMEP M TeKyLlee COCTOsIHUE.

XXparoea Ekarepura (2533) (nayza)
Maenoea Exkateprra (2513) (3aHaT)
Mouelikvkra EkaTepura (2502) (nay3a)
CocroBa EkaTtepura (2518) (3akaT)

Wepkrsakoea EkaTepuHa (KeT) (Ken3s.)

OcHoOBHble (pyHKLMK onepaTopa
OnepaTopy AOCTYMNHbI (PYHKUUN YNPaBAeHNsl COCTOSSHUEM U 3BOHKAMMU:

e aBTOPW3aALMS M BbIXOA U3 CUCTEMBI

YCTaHOBKA U CHATME pexnma naysbl

NCXOASALLIMIA BbI30B

nepeBo/ 3BOHKa (YCNOBHbIM U 6e3yCNOBHbIN)

MOCTaHOBKA 3BOHKA Ha yAep)aHue

OpraHM3aumsi KOHGEpPEHUMN C HECKONTbKMMM YYaCTHUKaMM

Bce onepaumm BbINONHAOTCS Kak C KaBUaTypbl TenedoHa, Tak U B web-uHTepdeiice.

1 Moaynb «KapToukun LIOB»: http://www.line24.ru/solutions/crm
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Pa6ouee MecTo cynepsusopa

B APM cynepBu30opa NpeaycMoTpeHbl Bce HeobxoanMble yHKUMM AN ONepaTUBHOrO ynpaBieHns
1 popMMpoBaHUS OTYETHOCTM call-ueHTpa.

YnpasneHue ouepeasamm

Pasgen npegHasHayveH Ang co3faHus oqepe,qeﬁ N pacnpeaeneHna B HUX onepaTtopos.

3BOHKM ‘ ‘O"HE"I: Eﬂj Fpaduku L Hacrpoiku: Ouepeav OnepaTtopb r MOHUTOPUHT El Bbixon

O3

Bcero ouepegeli: 6 @ AobasuTb

1 [Jon. odwuc 505 [+6] (7 =]
2 3aseku B Tex.otaen 512 [+3] 7 &
3 MMpuopuTeTHas NoAaepXKKa 508 [+5] (7 =]
4 TecrupoBakue 599 1] 7 (=]
5 Tex. nopgepxka 506 [+10] 7. &
6 Owuh. otgen 503 [+3] (7 (=]
[nsa onepatopa MOXHO Ha3HaumTb SKill Oneparop Boikosa MpuHa

Level («ypoBeHb 3HaHWI»). TakuM
0b6pa3omM, nocTynatowme 3BOHKN byayT Yposerb: [ 2 18
B NepBYI0 o4epeab pacrnpeaensTbcs —
Hanbonee KOMNETEHTHLIM

V ee—_
[ Coxpanurs )
COTPYAHMKAM, —_—

o MamennTb Ouepens: 512
ﬂ)‘lﬂ KaXXaon ovepean MOXXHO yKa3aTb B

BHELLHWM CLieHapun pasroesopa - HassaHue ouepean: [Samomn o vex.oraen

CCbIIKY Ha web-cTpaHuuy nnm

kapTouky CRM cuctemsl. B cueHapuii MyTe K CLUEHADPUIO:  google_form/?url=https://sprez
nepeparoTcs HeobxoanMble NapaMeTpsbl

3BOHKa (HanpumMep AOH knveHTa). (Coxpanmrs)

YnpasneHue onepaTopaMmu

Pazgen npeaHasHayeH ans fobaBneHusi onepaTopoB, Ha3HaYeHWsl Naponen U BHYTPEHHMX
HOMepOB.

CucrteMa aBTOpMU3aLIMK MO NAPOSI0 NPEeAOCTABAET BO3MOXHOCTb ONepaTopy UCMosb30BaTh 0601

cB060OAHbLIV TenedoH, HO, B TOXE BPEMS, OAHO3HAYHO ONpeaenseT COTpyAHMKA, NPUHABLLETO UK
MPOMNYCTMBLLErO 3BOHOK.
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‘['J 3BOHKM Oryerbl Eﬂlﬂ Mpaduku 3"56 Hacrpoiku: Ouepeau OnepaTopbl L%“LI MOHUTOPUHI i’ Bbixoa
Bcero onepartopos: 15 @ Qobasuts

Benoea Haranesn

2 Boiikosa Vipuka 750 @ @
3 )Kykosa fiioaMuna 713 57} (=]
4 3apeukuit BukTop 719 57} (=]
5 WVeakrosa Axacracus 715 @ @
6 VIHXEeKep No MHCTaNAUMK 711 7] (=]

OTtueTHOCTDb call-ueHTpa

LIOB arpernpyeT ncrtopu4yeckyto u real-time ctatucTuky, kotopasi He UMeeT aHanoros B 0O(UCHbIX
ATC. Bce oTueTbl MMeIT (yHKLMIO 3KCnopTa B opmaT .CSV 1. YacTb 0TYeTOB NpeaycMaTpuBaeT
[AOMNOSTHUTENbHbIE BO3MOXHOCTW AOCTYNa ANS BHEWHMX 3aKa34YMKOB, YTO MOXET ObITb
BoCcTpeboBaHO B NpotheCcCMoHanbHbIX ayTCOPCUHIOBLIX call-ueHTpax.

3BOHKM U 3anucv neperosopos

bazoBble oTYeTbl MO BXOAALWMNM, UCXOOALWMM U NPOMYLLEHHBLIM BbI30BaM C 3anuncsMu Neperosopos B
dopmaTte .mp3 2, punbTpaumen nNo ouepeasm 1 onepatopam, nomckom no AOH knveHTa.

PasgensHo 0To6pa>|<aeTc;| BpeMA OXXUaaHusa KIIMEHTA Ha IMHUWU, ANUTENBHOCTb Pa3roBopa "
ANNTENBbHOCTb I'IOCT06p660TKVI 3BOHKa (3aI'IO}'IHeHM$I CUEHapusa pa3roesopa Win KapTodku KJ'IMeHTa).

ir’J 3soHkK: Bxogawwue Vcxoaswwve [IponyuleHHbie Oryerbl EEIH Fpaduku ’jo: Hacrpoiiku @ MOHUTOPUHI El-‘ Beixoa
01.11.2010 12:00 Esn -~ 01.11.2010 13:30 @ [ Bce ouepean '—‘-if Bce oneparopul >—‘-’ ( Bce 380mKm >—‘-§ V 1ua7 '—_—ié (Nokazats ) % SKcnopT
e
1 01.11.1012:01:51 Tex. noaaepxka NyTrkues MakcuM 8123781XXX 0:00:02 0:00:27 0:00:01 1] @
2 01.11.1012:01:53  Tex. noaaepxka Ky3bMuHa Tatbara  9117034XXX 0:00:13 0:00:12 0:00:02 » | ¥ ] E,g
3 01.11.1012:02:19  Tex. noaaepxka MyTrrues MakcuM 8125932XXX 0:00:11 0:00:43 0:00:01 »| ¥ [+1] @
4 01.11.1012:03:12 OuH. oTaen Genoea Hatanes 8123323XXX 0:00:02 0:00:51 0:00:02 » ¥ ] [+4] Eg
5 01.11.1012:03:17 3anBKK B TEX.OTAEN MyTrrues MakcuM 8095054 XXX 0:00:04 0:00:04 0:00:01 » ¥ ] L@

[lononHuTeNnsLHO NpeaoCTaBnATCA AeTanm3auun pacrnpeneneHns 3B0HKOB U NepeBooB.

Ecnv onepatop we npursin [ EE e

BbI30OB 3a OﬂpeﬂeﬂeHHoe 1 03.11.10 14:35:58 MpuopuTeTHas noasepxKa Ky3sMuHa TaTbsHa 8123244XXX 0:00:52
BpeMs, 3BOHOK Bpems Oneparop Hosson  Craryc

pacnpeaendaeTca Ha apyroro 03.11.10 14:35:58  Merpos AMuTpKit 0:00:15 MponyweH

CBO6OAHOI’O OI'IepaTOpa B 03.11.10 14:36:26  MeTpos AMuTpuit 0:00:15 MNponyweH

3TON o4yepean. 03.11.10 14:36:47  Ky3bMuKa TaTbsiHa 0:00:03 MpuHsT

1 CSV - TekcToBble halnbl C pasgenuTensmm "Todka c 3anatoin". Moaaepxmeatorcs Microsoft Excel
6onblwmnHcTeoM CYB/.

2 5 MUHYT NEeperoBopoB B .Mp3 3aHWMAIOT B cpeaHeM 1 Mb AMCKOBOro NpOCTpaHCTBa. o
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RO = | I == VRN oSSyl oSS I IiT==sS=l |

3BOHKOB Ha BHYTPEHHME U ,
BHeLLHWe HoMepa. Mo 1 01.11.1012:03:29 Aon. oduc Boiikoea VipuHa 8123340XXX

KaXXAoMy nepesoay Bpems Homep Oo3asoH Pa3srosop 3anuch
CO30a€eTCd oTAebHAA

12:03:51 3331188 0:00:10 0:01:51 » Oreever
3annucb NePEroBopoB.

Moka3saTenun kayecrBa

B LOB npucyTcTBytoT A0 10 BUAOB HacTpavBaeMbIX OTYETOB, NPeAHA3HAYEHHbIX A5 OLEHKM
K/THOYEBbIX MoKasaTenei kavecTtBa paboTbl call-ueHTpa.

[lnsi ouepenei 1 onepaTopoB OTOBPAKAETCSH KOIMYECTBO NPUHSATBLIX, NPOMYLLEHHbIX BbI30OBOB, UX
MPOLIEHTHOE COOTHOLLEHWNE. BbIUMCNAIOTCA cpeaHue, MaKCMMaslbHble, CyMMapHble 3Ha4YeHUs
OXMWAAHUSA KNMEHTA Ha NNHUK, ANUTENBHOCTU Pa3roBOPOB U NOCTOOPaboTKM 3BOHKA.

rj' 3BOHKM \:I Otuetbi: Call-ueHTp Harpyska Onepatopbl KM Pabouee Bpems ﬂil Fpaduku @ Hacrpoitku @ MOHUTOPUHI %w Beixoa

01.11.2010 [ — 05.11.2010 (%] [ Bce ouepeau %) (Noxazars ) 3% dKcnopr

oo | coemwe | eowanwwe

OnepaTopos

M-Manmm
01.11.10 5 14% 0:00:23 0:00:14 0:00:48 0:00:05 0:02:52 0:04:40
02.11.10 5 578 500 78 13% 0:00:27 0:00:14 0:00:45 0:00:05 0:03:14 0:10:13
03.11.10 5 574 397 177 31% 0:02:11 0:02:07 0:02:31 0:00:08 0:31:16 10:51:37
04.11.10 6 503 443 60 12% 0:00:59 0:00:18 0:00:51 0:00:10 0:08:10 0:08:55
05.11.10 4 438 389 49 11% 0:00:59 0:00:23 0:00:49 0:00:10 0:15:35 0:22:59
9 2731 2280 451 17% 0:01:15 0:00:36  0:01:06 0:00:07 0:31:16 10:51:37

Pa6bouee BpeMs onepaTopos

BeneTcs nonHbIn yyeT paboyero BpeMeHU - ANUTENIbHOCTb Pa3roBOpoB, NMay3, NocTobpaboTku K
OXUAaHMs. Ha OCHOBAHMM 3TUX 3HAYEHWUIA pacCUUTLIBAETCA NepcoHanbHbln «KMO» onepaTtopa 3a
CYTKM - MPOLIEHT NOSIE3HOI0 BpEMEHM OBLLEHMS C KIIMEHTAMM.

25.10.2010 |7 — 05.11.2010 7] [ Hevaesa Mapuna %) (nokasars ) | 3kcnopT
| Aera | mon | Buxon | Bowrewe | Pawosop | OSpasona | Naysa | Mpocrok | KA | Aerann |
25.10.10 00:00:01 09:05:03 9:05:02 0:29:50 0:00:00 0:28:45 8:06:27 5%  [+8]
26.10.10 He paboran

27.10.10 20:57:21 23:59:59 3:01:12 0:24:39 0:03:42 0:03:36 2:29:15  14%  [+6]
28.10.10 00:00:01 23:59:59 12:07:02 1:03:45 0:06:13 2:43:19 8:13:45 9%  [+14]

MpenocTaBnseTcs AeTanmsaums CeCcuit onepaTopa B TeYeHUe paboyero AHS.

e | bon | seon | s cerene | psronop | ovpsem |

YuunTbiBaeTca Bpems 29.10.10 00:00:01 09:00:19 9:00:18 0:30:00 0:03:11
adBTOpU3aLnn 1 Bbixoaa m3

Hauano CobbiTne Wununarop AnwtenbHocte TenedoH
CUCTEMbI, BpeMA U
LIMTENbHOCTb HaxoXKaAeHUs 00:00:01 Bxoa 8 cucremy Cucrema 9:00:18 1029
B pexunme nay3bl. 00:18:20 Naysa Onepartop 0:08:00 1029
00:26:20 Boixoa M3 nayasi Onepartop
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AHanuTnuyeckasi OTYETHOCTDb

Habop YacoBbIX M CYTOUHbIX AHANIMTUYECKMX OTYETOB AJIS NNIaHMPOBaHUS rpacmka paboTsl
onepaTtopoB. OLEeHMBAIOTCA NoKasaTenu obLein Harpysku call-ueHTpa, BpeMeHU OXnAaaHUS
K/IMEHTOB Ha JIMHWUW, ASIHBI OYeEPean 1 T.A4.

rJ 3BOHKM = Otyersl EIE’ [y Yacosble CyTouHbie =} xf_); Hacrpoiiku @ MoHUTOPUHI ﬂ Beixoa

25.10.2010 [ padmk: [ Harpysxa %) [ Bce ouepean %) (Nokazars )

= MOCTYNUNO 3BOHKOB
= TPUHSTO 3BOHKOB

80 4

704

60

50

40

30

20+

00:00  01:00 02:00 03:00 04:00 05:00 06:00 07:00 08:00 09:00 10:00 11:00 12:00 13:00 14:00 15:00 16:00 17:00 18:00 19:00 20:00 21:00 22:00 23:00

MoHuTOp cynepBu3sopa

MOHWUTOPUHT B peasibHOM BpeMeHU ABnsieTcst Hanbonee 3heKTUBHLIM MHCTPYMEHTOM
onepaTtunBHOro ynpasnenus call-ueHTpoM. LIOB «JluHus 24» nopaepxuvsaeT Bce real-time dyHkumm
Ha NpodeccMoHanbHOM YpOBHE, HEO6XOAMMOM ANS PELLEHM ONepaTOPCKOro Kacca.

MaHenb MOHUTOpPA pa3AesieHa Ha «BUOPKETbI», KOTOPbIE MOKA3bIBaOT Tekyllee coctosHue call-
LIeHTpa, OrepaTopoB U ouepeaei. «BumkeTbl» MOryT 0To6paXaTbCsi Kak NnepcoHasibHoO Y
CynepBuM30pa, Tak 1 Ha 0B6LLEM 3KpaHe B OMEPATOPCKOM 3arie.

2500 Bce ouepeaw @
Onepartopbl Ouepeaun

1l Daysa Boizos ) Coywars ¢ Noackaskw | MNepexeat (') Boixos

_----

Axppeesa Nluavs (2508) Mpoaaxw (8985132XXXX) [+1] 0:00:00 0:03:12 0
Bapdonomeesa Enera (2512) BbI30B (8831422XXXX) [+1] 0:01:16 0:00:00 29 0
Bacunbesa Aracracuka (2511) Mpopaxu (8902814 XXXX) [+1] 0:00:00 0:09:04 30 0
Enaxuesa TaTbsHa (2536) yaepxaHue (00:01:01) [+1] 0:00:00 0:04:05 30 0
)Xpnaroea Ekarepura (2533) MNepepbis 5 MuH (00:06:11) [+1] 0:06:42 0:00:00 42 0
3akuesa Hatanua (2515) obpaborka [+2] 0:01:04 0:00:00 37 0
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B peanbHOM BpeMeHu pacCuMUTLIBAIOTCS OCHOBHbIE MapaMeTpbl COCTOSAHUS call-ueHTpa, Takme Kak
KONIMYECTBO K/IMEHTOB B OUEPEAsaX, CpEAHEE BpeMsa oxunaaHus, Service Level 1.

Call-uyenTp 3BOHKMK

Oneparopos LRI+ Ovren | MoK | Owma

so6ogHO onepaTopos 3 * TpuropuTeTHas nogaepxka 8124485378 0:00:14
3B0HKOB B ouepeasx 2 Aon. oduc 8124539450 0:00:12
Pasrosapusaer 8 . Tex. nopaepxka 8123034371 0:00:07
NpUHATO 3BOHKOB 847
MoTepsaHO 3BOHKOB 5 (0.59%)
CpegHee oxxugaHue 0:00:07
CpepHee BpemMs pasrosopa 0:03:01
O6uee BpeMs pa3rosopos 42:30:54

Cepbuc (10/20/30 cek.) 92% / 98% / 98%

B0O3MOXXHOCTU KOHTPOJIS U 06yueHus
B pexxvume peanbHOro BpeMeHu CynepBu3opy AOCTYMHbI AONOMHUTENbHbIE YyHKLNM:
* real-time npocnylunBaH1e NeperoBopoB

* MOACKAa3KM OnepaTopy BO BpEMSI 3BOHKA
* TepexBaT TEKYLLEro 3BoHKa

1 Service Level (ypoBeHb cepBuca) - MPOLEHTHOE COOTHOLLIEHWE 3BOHKOB, NPUHATBLIX B TedeHne nepBbix N
cekyHa. OblwenpusHaHHbIM cTaHaapToM sensietcs SL = 80/20, 80% 3BOHKOB A0/MKHbI 6bITb NPUHATHI 3a 20
cekyHAa. Hanpumep, ans cucteMm 6aHKOBCKOro 06cnyxxmBaHns npumeHsieTcs ctaHaapT 90/10.
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Call-ueHTp ana ucxoasLMX TesiIeMapKETUHIOBbIX KaMNaHU

B LIOB «JInHns 24» npegycMOTpeHa BO3MOXHOCTb MHTErpaLmm ¢ NpoayKToM «ABTOMH(MOpMATOp»,
YTO MO3BONSIET C MUHUMASIbHBIMU 3aTpaTaMn peasi3oBaTb MOMHOLEHHYIO CUCTEMY «XONOLHOIo»
063BOHa K/IMEHTOB.

MoryT 6bITb UCNONb30BaHbl KaK «MPOrPECCUBHBIN», TaK U «NPEeANKTUBHbIN» anropuTMbl paboThbl:

¢ B nporpeccvBHOM cTpaTermm «ABTOMH(OPMATOP» OLEHMBAET COCTOSIHNE OYepeaen, 1
COBEpLUAET UCXOAALMIA 3BOHKM TOSIbKO B TOM CJlydae, Koraa Ha JIMHUKM eCcTb cBo6oAHble
oneparopbl.

¢ B npeankTMBHOM BapuaHTe, CynepBu3op (PyYHOW peXnM) unm cuctema (aBToMaTUUYECKUI
peXnM) yCTaHABANBAOT KOI(PUUMEHT AONONHUTENBbHBIX 3BOHKOB, Npeanonaras, YTto 4acTb
HOMEpOB HEe OTBETAT UK ByayT 3aHATHI.

MoCKONbKY KaXabli1 onepaTop MOXeT OAAHOBPEMEHHO 06C/YXXMBATb HECKO/IbKO oUepeaen,

BO3MOXEH KOMOMHMPOBAHHbIN PEXNM - aBTOMATUYECKOE NepektodeHne ¢ 06paboTkn 3BOHKOB
CYLLECTBYHOLMX KTIMEHTOB Ha TENEMAPKETUHIOBYIO KaMMaHWMIO ANS NOMUCKA HOBbIX.

Call-ueHTp Ha npodeccmoHasnIbHOM yYpOBHE

B npoaykTe peanv3oBaHbl Bce HeobxoamMble dyHKUMM 1, BOCTpeboBaHHbIE B @yTCOPCUHIOBbIX,
TEPPUTOPUANIBHO pacrpeaenieHHbIX U BbICOKOHArPY>XEHHbIX KOHTAKT-LIEHTPaX.

KapTtouku LIOB BusyanbHbIn KOHCTPYKTOP KapTOYeK 3BOHKA U CLEHapueB pasrosopa
onepartopa, ¢ 6a30Bon pyHKLMOHaNbHOCTEI0 CRM-crucTembl B Yactum
XpaHeHuA, 06paboTku 1 aHanmM3a MHpopMaLN O KIIMEHTaX.

ABTONay3a onepaTopoB | ABTOMaTM4eCcKoe nepeksoyeHre oneparopa B nay3sy npv nponycke
HeCKOJIbKMX 3BOHKOB noapAg. Vicnonb3yetca B call-ueHTpax ¢ manomn
Harpyskow, rae dyHKumMmn onepaTopa BbINOMHAT MEHEeKEPbl, CeKpeTapu n
T.4.

CKpuNTbl MHTErpaumm B0O3MOXXHOCTb 3anycka nosib30BaTebCKUX CKPUNTOB NpU onpeneneHHbIX
cobbiTmnAx Call-ueHTpa (Bx0O4 KIMEHTa B o4epenb, OTBET oneparopa,
3aBepLUEHME pa3roBopa, NPONyLLEHHbIA 3BOHOK U T.4.). Vicnonb3yeTca ansa
VMHTerpaumm ¢ KopnopaTueHom NMHOpMaLMOHHON cuctemon unm CRM.

O6paTHbI 3BOHOK OyHKLMA aBTOMaTMYECKOro UM PyHHOro 3akasa 3BOHKAa K/IMEHTY npu
(callback) noABneHnn cBoboaHbLIX onepaTopos B ovepean. ossonaeT
MWUHMMU3MPOBAaTb BPEMA 0XMOAHMA KIIMEHTa Ha IMHUN 1 06LLY0 CTOMMOCTb
BXOZALLEro royilocoBoro Tpadmka B BblICOKOHarpy>eHHbIx Call-ueHTpax.

ABTOPU30BaHHbIN BoamoxxHocTe goctyna k otyeTHocTu LIOB ¢ npaBamn npocMoTpa Tos1bKO
OOCTYN K OTYETHOCTU OLHOWM UM HECKOJbKUX o4epenen. Vicnonb3dyeTca onAa npenocTaBneHua
CTaTUCTUKUN KNIMEeHTaM ayTcopcuHroBblx Call-ueHTpoB.

ABTOMaTMyeckan MpoMbIWnAeHHaA cucTtema NPoTUBOAENCTBUA TeNedOHHOMY crnamy.
mnbTpaLma 3BOHKOB BkntoyaeT 4YepHbIi 1 6enbifi CMNCOK, HacTpanBaemble NpaBuia 6/10KUPOBKN
no AOH, BO3MOXXHOCTb 3aHECEHMA B YepHbI cnncok 3 APM onepaTtopa.

1 [oNHBIN CNUCOK 1 cToMMocTb Moaynen LIOB «JluHna 24»: http://www.line24.ru/doc/line24-call-center-
price.pdf
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OcucHasa ATC

LieHTp 06paboTku BbI30BOB SIBNSIETCS NONNGYHKLMOHANbHON oducHomn IP-ATC n peanusyeT Bce

BO3MOXXHOCTU COBPEMEHHbIX TENEKOMMYHUKALMUOHHbIX I'U'IaTdJOpM:

NHTepakTuBHOe ronocosoe MeHio (IVR);
onocoBas NoyTa;

Heckosnbko BUAOB nepeagpecauunun 1 nepeBoia 3B0HKOB;
3anucb NeperoBopoB.;
FonocoBble KoHGepeHUnH;

YnpaBneHue IP-ATC ocyluectBnsieTcs yepe3 web-nHtepdenc 1, B 60bLLUMHCTBE C/TyYaeB, He
TpebyeT crneumanbHbIX 3HaHU B TenedoHuu.

4 YnpasneHue
’ IP-ATC

Line24@PBX 2.7.0.5 Ha p2p.line24.ru
KoHdurypaumsa WHCTpyMEHTbI

Craryc cucTembl

Ynpasnexue Moaynsamu

dakc-malmHa

CepBuCHbIe Koabl

OCHOBHbIE HaCTPOUKK
Mcxopswan maplupyTusauus
TpaHku

AQMUHUCTPATOPbI

é;{)mmaa MapLpyTuaauus
Homepa us TOOMN
MpueetcTBus
Mepeagpecaunu
WHTepakTusHoe MeHIo
Ouepeawu call-ueHpa
Mpynnel BbI30Ba

Mpaevna no spemexu

BpemexHas rpynna

Agmunuctpatop  Otuyetbl 3anuce  lNMomowb

BHyTpeHHun Homep: 700

& Ypanuts BHYTpeHHui Homep 700

Mcnonb3ayeTcs B kayecTBe HasHavyeHus B 5 O6bekToB:

& UameHuTsb ycTaHoBku 'Cnepyiite ciona’

PepaktMpoBaTb BHYTPEHHHMW HOMEP

Otobpaxaemoe umsa Vadim Markov
McesaoHum Homepa M
McesnoHum SIP

vadim@line24.ru
Onuuu BHYTpEeHHero Homepa

Mcxoaawwmii Homep MO
Kak nonro 3BOHUT?
OxugaHve 3BoHKa

| Mo ymonuanmio 4]
| Beikniouurs 3]

3alumTa oT 3BOHKOB BbIKNIOUHTE

HaGop 6e3 PIN-kogoB [ Bukniownrs 1)

Homep M ana aKCTpeHHbIX
cnyx6

Bowén: admin (PaanormHuTscs)

| Pycckmin 3]

[o6aBuTb BHYTpEeHHWt HoMep

Andrey Viter <707>
Sergey Shmakov <710>
Valentine Nemcev <711>
Nata Belova <720>
Buhgalter <730>

Vadim Home <740>
Muksimov Roman <751>
manager2 <752>

Agent <790>

Supervisor <791>

FAX <799>
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TexHunyeckasn cneuucl:ukauml

PelueHne nocTpoeHo Ha 6ase onepaumoHHol cucteMbl GNU/Linux, anctpubytms CentOS 6.x 1. B
KauyecTBe cepBepa TenedoHun ncnonb3yetcs nporpammHas ATC Asterisk 1.6, B kauecTse
BCTpoeHHon CYB/[] - MySQL, Be6-uHTepdelic pazpabotaH Ha PHP.

MpucoeanHeHune Kk TenedoHHON ceTn

CywecTsyloT cnegyrowmne BapuaHTbl nogkntodeHuns K YIATC nnun onepatopy CBA3W:

* [Motok E1 (kapTbl Digium unm Sangoma Ao 120 nuHuit);
* Npotokon SIP nnn H.323 (aononHuTenbHOro obopyaoBaHus He TpebyeTcs).

MoaknroueHne onepaTopos
Ha pabounx mectax onepaTtopoB MOryT UCNONb30BaTLCA:
* [porpaMMHbIi TenedoH C rapHUTYpoin 1 MUKPODOHOM 2;
* AnnapaTtHbin IP-TenedoH;
* VoIP wnto3 gns aHanorosoro tenedgoxa.
Tpe6oBaHua K annapaTHON KOHpUrypaumm
MNpy NNaHMpoOBaHWUM HArpy3KM 1 pacyeTe NPoON3BOAMTENBLHOCTM anmnapaTHO-NMPOrpaMMHOIo
KOMMieKca MOXET 6bITb NpUMeHeHa ynpolleHHas ¢opmyna: 10 o4HOBpeMEeHHbIX 3BOHKOB

yTUnu3npytoT 1 siapo npoueccopa ¢ Yactotor 3.0 GHz u Tpebytot 2GB onepaTuBHOM NaMsiTu.

CucrtemMa KOMMNMIEKTYETCS MOAY/IEM OLEHKM NokKasaTenen paboTbl cepepa TenedoHumn - «MoHUTOp
ATC».

3arpyska Asterisk 3arpyska cucTems!

3BOHKN
=
o
5

Load Average

02:00
Makcumym: 159 Makcnmym: 3.4
CpefiHee 3Ha4eHne: 94 CpefHee 3Ha4eHune: 1.6

Wcnone3oeaHne RAM Asterisk n 3arpyska cucTemsl
2000 200 |

)

2 1000 100 |

3BOHKK

0 0 — —
02:00 02:00

Makcumym: 895.90 Mb [0 Kon-Bo kaHanoe Asterisk
CpepHee 3HayeHue: 812.38 Mb [ Load Average*10

1 CentOS - cBo60HO pacnpocTpaHseMsblii aHanor kommepueckot OC RedHat Enterprise Linux. Bo3mMo»xHO
1Crnonb3oBaHne auctpmbytuea Fedora.

2 MporpaMMHbIi TenedoH (soft phone) - npunoxexune, aHanornyHoe Skype, nossonatollee obLaTLCSA €
abOHEHTOM MOCPEACTBOM HAYLUHMKOB M MUKPOdOHa. CyllecTByeT HECKOSIbKO BapMaHTOB MPOrPaMMHbIX
TenedoHoB aAns nobol onepaunoHHON cucteMbl. Hanbonee nonynsipHon ans Windows siBnsieTcs

6ecnnatHas Bepcus X-Lite - http://www.counterpath.com/x-lite.html
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BapuaHTbl NOCTaBKMU

LIOB MoxeT 6bITb NOCTaBMEH B BUAE «KOPOBOYHOro» peLueHnst (CepBePHbIN MM HAaCTOMbHbIN
BapuaHT MK C yCTaHOBNEHHbIMU KapTaMy KOMMNbIOTEPHON TeneoHUN) NN MOXET BbiTb
npoBeaeHa yaaneHHas yctaHoBka 0 Ha cepBep, UMeoLWMIA NOAKIIYEHNE K MHTEpHET.

Ycnosus JIMLIEH3UPOBaHUA

MporpaMMHBbIN NPOAYKT HE UMEET JIMLIEH3UOHHBIX OrPaHUYEHUIN Ha KONMMYECTBO KIIMEHTOB,
TenedoHHbIX HOMepoB, 06beM CYB[] u T.4. Mpon3BOANTENBHOCTb CUCTEMbI 3aBUCUT OT
annapaTHOM KOHMUrypaummn n Konnyectea TenedoHHbIX KaHaoB.

Beb-mHTepdeic npeaocTaBnsieTcs B BUAE OTKPbITbIX MCXOAHbIX KOAOB U MOXET 6biTb cBO60AHO
MOANMULMPOBAH.

KoHTakTHas uHcpopmaums

Ha Bce BOMpockl, CBA3aHHbIE C AHHLIM AOKYMEHTOM, BaM C ya0BO/IbCTBMEM OTBETUT
MapkoB BaaumMm, pykosoautens npoektoB 3A0 «JlnHusa 24».

vadim@line24.ru, Ten.: (812) 448-53-78, (495) 721-84-69 (n06. 700)
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