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Trademark Notice
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All trademarks associated with Tencent Cloud and its services are owned by Tencent Cloud Computing (Beijing)
Company Limited and its affiliated companies. Trademarks of third parties referred to in this document are owned by

their respective proprietors.
Service Statement
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@ Tencent Cloud Cloud Contact Center

Use Case
Customer Service Hotline

Last updated : 2024-12-24 20:42:48

Flexible IVR (Interactive Voice Response) menus combined with rich queuing and routing strategies can meet the
customer service hotline needs of different enterprises. Enterprises can provide 24/7 consultation support to

customers through IVR, efficiently utilize human agent resources, and improve end-user satisfaction.

CX - Voice Inbound & Routing

Better Customer Support  Optimize Labor Force Minimize Cost
24/7 available : Customer can get Minimize agent idle time: smartly Free from repetitive tasl'c
help by self-service options when assign the right customer to the e zee enseliy
live agents are unavailable right agent comp'lex issue, bring client happie
experience
Interactive Voice Respond
. Customer =
Call Transfer Prompt Branch Conditional ASR/TTS .
Evaluation E
+
Routing Strategy
VoiceBot
Agent Idle Time Routing Skill group based Routing Priority based Routing

Call Guidance

0. Confirm Basic Configuration Completed

Cloud Console: BYOC: SIP Trunk

Management Panel: Adding Agent Account, Skill Group Management.
1. Creating an Inbound IVR Process

Management Panel, choose Telephone Customer Service > IVR Management, IVR provides various interactive

voice response features. You can configure your own voice broadcast, key branch, etc.
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Cloud Contact Center

IVR Management  If you encounter any problem, please feel free to contact us, click to join Cloud Contact Center Technical Service Group.

&, Telephone Agent ~

+ skl Group Inbound VR Self-service VR Automatic Outbound VR Outbound IVR

Management

* IVR Management

* Number Management

New

> KimighER 20241219 16:30:19 44743 ® Published
+ Predictive Dialing
Campaign
> F@EI23abc 2024-1-2715:22:14 43307 ® Published
+ Telephone Agent
Settings
> test_neixian 2024-11-20 20:20:02 39095 0218034 4715 ® inuse
+ Self-service
> SESMATIRIN prefix 2024-11119 16:00:27 38664 ® Published
+ Collection Settings
> weijunyi-large 2024-11-1216:06:06 42695 ® Published
+ Prompt File
Management
> test 20241110 12:41:04 42684 ® Published

* Phone Management

Switch instance

View Details Delete

View Details Delete

View Details Delete

View Details Delete

View Details Delete

View Details Delete

Click Create Button > Branch Navigation This template allows you to swiftly establish a workflow, while

you can customize it to suit your business needs.

Please select a template to start creating a new IVR

Empty IVR Branch navigation

Build IVR from scratch, you can cater Start providing support to your
IVR to meet your business needs. customers through different message
channels.

Call Transfer

Transfer Inbound calls to your personal
or business number through call
transfer.

End your flow with Transfer Agent Node, assign a Skill Group in Node Setting.
Note:

If returns parameter error, please check 1. Transfer Agent Node is filled with Skill Group info, 2. Link all nodes with

lines, 3. IVR name is unique.
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¢  Unnamed MAIN

Drag to add a new node

Basic module

Oy
(CRpts
— APl
> Prompt

Multi-function module

+°  Branch

Voice recognition
navigation

<

Transfer to agent

o Extemalline

- Transfer

B Collection

@ Customer
Satisfaction...

~ InternalLine

= Transfer

B Voicemail

Fad

T Branch x
1: Pre-sales consult

2: After-sales consu.

3: Complaintsand ...

1. click transfer node

2. connect each node

— with connection line
=  After-sales gro.X O- B end
o

Binding a Phone Number to IVR

Complaints an...X

If you encounter any problem, please feel free to contact us, click to join Cloud Contact Center Technical Service Group

Cloud Contact Center

Telephone Agent > Number Management, click Edit to manage number detail.

(9 Real-time Monitoring
£ Online Agent

t, Telephone Agent

Skill Group
Management

IVR Management

Number Management

Predictive Dialing
Campaign

Telephone Agent
Settings

Self-service

Collection Settings

Prompt File
Management

Phone Management

¢ Audio Agent

[ Video Agent

Number Management

If you encounter any problem, please feel free to contact us. Our hotline is 0755-36564058, or click to join Cloud Contact Center Technical Service Group

Number Management

All(3) Unmarked number (0)

Phone Number Call type
008602066. Inbound/O...
00860215¢ Inbound/O....

Whitelist Approval

400

Number st.

In use

In use

hello (1)

Whitelist View

333 (3)

Number lo. Number tag ~ Numberid  Associate...

Inbound
IVR:alan_test
_Test/v3
Outbound
IVR:Default

1333 hello 120

Inbound IVR:

333
e Ouwound

IVR:Default

Inbound Settings > choose an IVR, click save. Effective in 1 minute.

©2013-2024 Tencent Cloud. All rights reserved.

Add number tag Delete number tag

Pre-sales group consultation () X
Property Connect 3. assign skill group to handle the call
Node ID 01G3800EFBOZT246GIQXSXVSFE =]
Label Pre-sales group consultation
Skill group [Ptaase select the skill group v ] [0
name %
Please select the skill group
he skill group to be transferred when the above skill groups are all busy or offline
Skill Group Please select the skill group v
Overflow ®
Specify agent Please enter the interface addres:
priority
Prompt is © Text to speech Select existed audio
playing during
agent transfer Chinese / ZhiMei v
Transferring for you, please wait.
35/ 600
tch instance
Q
Outbound... ~ Working h...  Non-work... ~ Number c... Operation
Number
concurrency:
gahou-ph - - Number Edit
concurrency
per
second:10
Number
concurrency:
No
restriction
e - - Number Edit
concurrency
per
second:No
restriction
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Phone Number

Outbound Settings

Outbound Skill Group

Outbound IVR @

Inbound Settings

Inbound IVR

IVR version number

< Edit phone settings
If you encounter any problem, please feel free to contact us. Our hotline is 0755-36564058, or click to join Cloud Contact Center Technical Service Group

Default

alan_test_Test

Version number

MAIN

-
[ ]
O

v2

Version notes

Master version

4. Checking Microphone Authorization

Check whether your Microphone is turned on or not.

<« c est.C( m

step 1: click the setting icon on the left side of search bar

Outbound C

@® Busy

EXTERNAL
SESSION Cl

queue status for yo|

adrienlei : 0 people

(ALL

157 **** 867

test.cccweb.pstn.avc.gcloud.co x

Management Panel

@ Connection is secure

& Microphone
Using now

) Notifications

Reset permissions

turn it on

> Cookies and site data

Agent hung up

i8¢ Site settings

5. Incoming Test

Note:

No message

H H B

Update Time

2024-01-12 17:16:32

2024-01-3119:44:15

2024-01-30 14:29:47

2024-01-29 15:59:18

2024-01-17 16:09:27

step 2: make sure you have microphone, camera and
© notifications turned on, else, go to the 'site settings' to

Cloud Contact Center

Switch instance

Before testing incoming calls, ensure that agents in the skill group are online at the IVR Transfer to Manual

Customer Service node.

©2013-2024 Tencent Cloud. All rights reserved.
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@ Tencent Cloud Cloud Contact Center

Call your hotline to test the configured IVR effects. The effect on the agent's workstation for incoming calls is as

follows:

B workstation

@ Busy BUSY

EXTERNAL INTERNAL
SESSION CONVERSATION

atus for your group (C

adrienlei :

( ALL COMPLETED

157 **** 8672

Agent hung up 01:04

No message

No activi

Note:

If agents have not received call notification, go Management Panel > Service Records > View Details to check.

Call Features

Advanced Features During Calls

Transfer (Agent/Skill Group)
On Hold and Mute

Self Service - IVR

Three-Way Calling/Consultation

For more features, refer to Call Feature Overview.
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&2 Tencent Cloud

! Workstation

Q¢ Outbound Call

Cloud Contact Center

EXTERNAL
SESSION

INTERNAL
CONVERSATION

In call(00:00:21)  will &

Queue status for your group (0)

IO )

157 ***x* 8672

Caller Number: 020-6dlll —-7697

. 157 **** 8672
In call 00:00:21

157 **** 8672
Agent hung up 00:00

«» HANG UP

TRANSFER

ON HOLD

CONSULT

MUTE

SELF-SERVICE

ENTER NUMBER

Administrator Call Monitoring

Real-Time Monitoring

Management Panel

28 Overview

Real-time Monitoring

If you encounter any problem, please feel free to contact us, click to join Cloud Contact Center Technica

@) Data Analytics

Agent Monitoring ~ Skill Group g R

Switch

[2) service Records

(9 Real-time Monitoring Calltype  Plea

£ Online Agent v

&, Telephone Agent v

& Audio Agent v
[h Video Agent v
Caller Contact Agent ID
(@ General Settings v
2 Agent Management v 0086020¢ 008615, 540466

otal items: 1

Post-Call Features

Administrator Call Record Analysis

©2013-2024 Tencent Cloud. All rights reserved.

Call Monitoril Agent 8910e0ec-d7ca-4a6d-9775—
42c5801403c3's conversation

Exit monitoring

Agent ID Callringing ti..  Callstarttime  Calltype Status Operation
21:46:59 21:47:06 Outbound Call  Incall Monitor
10 v /page 1 /1page
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@ Tencent Cloud Cloud Contact Center

Review Service Records: TCCC provides CDR with free storage for 3 months. Business can use APls to pull or push
service records for local storage.

Recording Storage and Access: TCCC offers dual-track recordings with free storage for 3 months. Business can
transfer recordings to Tencent Cloud COS for cloud storage or use APls to pull or push recordings for local storage.
Customer Service Evaluation: TCCC supports satisfaction ratings collection, where the system plays survey prompts

during or after calls, allowing users to rate via keypress.

You Might Want to Read

Routing and ACD Strategy

Routing and ACD Configuration: If there are excessive incoming calls at the same time, our routing and allocation

strategies can help you make your human resources limitless.

Multi-Devices Support

SIP Phone Answering: Bring your physical SIP phones to the Cloud to access advanced softphone features and
enable seamless multi-device communication.

Web Page Answering: Agents can log in to the workstation via Chrome or Edge to answer calls.
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&2 Tencent Cloud Cloud Contact Center

Outbound: Telemarketing

Last updated . 2024-12-24 20:42:48

Note:
Enhance your sales and marketing teams' productivity and customer conversion rates with multiple dialing modes that
quickly establish voice capabilities. Real-time monitoring ensures agent performance quality, supporting data-driven

decision-making.

Sales - Outbound

Multiple Dialing Mode Al Powered Dialer Gain Visibility into Team
Offers multiple dialing modes Human-like experience: End Monitor sales team performance
to support various user to Al VoiceBot to quickly identify issues and
approaching needs conversation delay within deliver targeted coaching.

1s.

Easy Navigation With Session Flow

Flow Invoke Human
Control Collection Transfer

Purchase a minimal of 3 licenses

How much an

agent license o Premium: $70/mon/agent
cost?

o Standard: $40/mon/agent

0))
[

Guidance

0. Complete Below Setup Before Get Started
Cloud Console: BYOC: SIP Trunk

Management Panel: Add Agent Account, Group Management
1. Number Settings

Go to Telephone Agent > Number Management , select the number, click Edit (supports add IVR flow, group

members, etc.)
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Number Management

If you encounter any problem, please feel free to contact us. Our hotline is 0755-36564058, or click to join Cloud Contact Center Technical Service Group

(9 Real-time Monitoring

€3 Online Agent

Number Management Whitelist Approval Whitelist View
*, Telephone Agent
« Skill Group All (3) Unmarked number (0) 4(0) hello (1) r333 (3) Add number tag Delete number tag
Management
+ IVR Management
+ Number Management
+ Predictive Dialing Phone Number Calltype  Numberst.. Numberlo.. Numbertag  Numberid  Associate.. Outbound... Working h... Non-work..
Campaign
+ Telephone Agent
Settil Inbound
ettings IVR:alan_test
008602066. Inbound/O... In use r333 hello 120 _Test/v3 gahou-ph... - -
- Self-service Outbound
IVR:Default
« Collection Settings
+ Prompt File
Management
Inbound IVR:
+ Phone Management 8 . " s (333 ul
00860215¢ Inbound/O... n use || 1517 b, Ul - -
IVR:Default

& Audio Agent

[} Video Agent

Go to Telephone Agent Settings > Outbound Call Settings to set up your preference

Cloud Contact Center

tch instance

Q

Number c.. Operation

Number

concurrency:

10

Number Edit
concurrency

per

second:10

Number

concurrency:

No

restriction

Number Edit
concurrency

per

second:No

restriction

R Overview

Telephone Agent Settings

If you encounter any problem, please feel free to contact us, click to join Cloud Contact Center Technical Service Group

@) Data Analytics Inbound Settings. Outbound Settings General Settings

[ service Records
Outbound Settings
(4 Real-time Monitoring

Outbound Display Rules () Associated outbound skill group assignment ()

£ Online Agent v
Same area assignment (O
A, Telephone Agent A Play IVR prompt when calter @D
is not answering
+ skill Group
Vanagement Allow agent to specify call- [ @)

out number

* IVR Management
* Number Management

* Predictive Dialing

Campaign

* Telephone Agent
Settings

* Self-service

+ Collection Settings

2. Outbound Call Mode

2.1 Manual Dialing

Switchinstance  Please select an instance

Agents can directly enter numbers dialpad to make calls, support communication across internal member, SIP

phones, and external lines.

Pro: Agents to call via dialpad, better customer service

©2013-2024 Tencent Cloud. All rights reserved.
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\ Outbound Call ! Workstation Service Records H: Management Panel

Outbound call Internal Call SIP Call

C Caller ID type OAutomaﬁc Specified number

ji
~ONTte ’\","\‘ er

157 **** 8672
User hang-up 00:40

157 **** 8672
User hang-up 00:52

157 **** 8672
Agent hung up 00:00

Mic Authorization Check: see whether your Microphone is turned on or not.

< C estct m - I

step 1: click the setting icon on the left side of search bar
test.cccweb.pstn.avc.qcloud.co x
m

Q\,\) Outbound Cz Management Panel
ﬁ Connection is secure >
® Busy
EXTERNAL O Microphone ©
SESSION cl Using now
step 2: make sure you have microphone, camera and
queue status for yol | e ione @ | notifications turned on, else, go to the 'site settings' to
adrienlei : 0 people turn it on
Reset permissions
AL
@ Cookies and site data >
157 **** 867
Agent hung up @ Site settings @A

No message

2.2 Auto dialing

Auto dialing tasks are initiated by the system. When end user answers, system can play prompt, collects DTMF inputs
etc.

Pro: No manual intervention required, system initiates batch outbound calls to complete simple voice notifications and

input collections, save up manpower.
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&2 Tencent Cloud Cloud Contact Center

System initiates phone notifications and
collects keypress information

Collect information such as called party keypress and call
status, and return it to the enterprise business system

initiate phone natifications through the AP/system, > R
automatically make calls and broadcast voice messages
] UserB
ERP System :
P
UserC

Best Practices

1. Business Notifications: Renewal
notifications, payment reminders, expiration
reminders

2. Office Notifications: Meeting notifications,
system notifications

3. Others: Questionnaire surveys, epidemic
call-outs, police/ambulance notifications

2.3 Predictive Dialing

Predictive Dialing Predictive dialing leverages Al to analyze real-time data(e.g., connection rate and agent
availability), automatically adjusting call speed to maximize labor efficiency.
Pro: Maxmize agent productivity and reduce labor cost , it initiates calls based on agent availability, ensuring

seamless connections when customers answer.
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Predictive dialer

No Answer

No Answer Connected

Answer

Call Features

Advanced Features During Calls

Transfer (Agent/Skill Group)

On Hold and Mute

Self Service - IVR

Three-Way Calling/Call Conference

For more features, refer to Call Feature Overview

©2013-2024 Tencent Cloud. All rights reserved.

Cloud Contact Center

System to initiate calls

System call users = User Answers =  Route to Human
Invoke API ‘
Create Campaign

Smart Routing

Idle Agent

Routing Strategy

. . . e Calling Speed Auto
Algorithm < call metrics Analysis in real-time == Adjustment
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@ Tencent Cloud Cloud Contact Center

\. Outbound Call ! Workstation Service Records Management Panel

EXTERNAL INTERNAL In call(00:00:21)  wll & INNO ]
SESSION ~ CONVERSATION

*kkk »
Queue status for your group (0) 157 8672 z

Caller Number: 020-6dll -7697
. 157 **** 8672
In call 00:00:21 2
ARCHIVE

157 **** 8672
Agent hung up 00:00

& HANG UP ON HOLD MUTE
TRANSFER CONSULT SELF-SERVICE
ENTER NUMBER

Call I\7Ionitoring

Real-Time Monitoring
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@ Tencent Cloud Cloud Contact Center

Workstation Service Records :: Management Panel fQE CRM

wn Ovenviow Real-time Monitoring
If you encounter any problem, please feel free to contact us, click to join Cloud Contact Center Technica SRS, b
@ Data Analytics progress
Agent Monitoring Skill Group Monitoring Real-time Call Monitoring Agent 8910e0ec-d7ca-4abd-9775-
[) Service Records 42c5801403¢3's conversation
(9 Real-time Monitoring Calltype = Please select v Exit monitoring
O Online Agent v
Refreshing data in 17 seconc
\ Telephone Agent v
Q Audio Agent v
[h video Agent v
Caller Contact AgentID Agent 1D Callringingti..  Callstarttime  Calltype Status Operation

© General Settings

<

gAgentManagement v 0086020c .. 008615, . 540466 21:46:59 21:47:06 Outbound Call Incall Monitor

Totalitems: 1 10 v /page 1 /1page

Post-Call Features

Call Record Analysis

Review Service Records: TCCC provides CDR with free storage for 3 months. Business can use APIs to pull or push
service records for local storage.

Recording Storage Download: TCCC offers dual-track recordings with free storage for 3 months. Business can
transfer recordings to Tencent Cloud COS for cloud storage or use APls to pull or push recordings for local storage.
Customer Service Voice Survey: TCCC supports satisfaction ratings collection, where the system plays survey

prompts during or after calls, allowing users to rate via keypress.

You May Want to Know

Outbound IVR

Auto Dialing and Predictive Dialing features trigger batch calls through the system, allowing you to create system
outbound call flows in IVR to achieve voice interaction between the system and users.
Basic IVR Module

Multi-Feature IVR Module (Premium Feature)
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@ Tencent Cloud Cloud Contact Center

Multi-Device Calling

SIP Phone Call: Cloud Contact Center supports you to bring your SIP phones to cloud, enabling multi-device
communication.
Answering Calls and Making Outbound Calls (via Web): Agents can log in to the workstation through a browser

(Chrome, Edge) to make outbound calls.
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