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The Need for an Omni-Channel Approach

Today’s customers increasingly expect a seamless, integrated, consistent and personalized expe-
rience with their service providers which current multi-channel models—with their multiple silos of
customer contact—are unable to provide. Instead, a fully integrated response to these new cus-
tomer requirements will need to be both customer-driven and omni-channel in nature.

Unifying Your Communication Tools for an Omni-channel
Customer Experience
By expanding beyond voice-based contact centers to offer convenient, digital options like chat,

email, knowledge portals, and mobile apps, your organization can communicate with your cus-
tomers in the way that is most convenient for the client in the moment.



IVR (Interactive Voice Response )

Interactive Voice Response System helps to interacting caller with company’s hosted system by voice reorganization
and DTMF Inputs after which they can get services for their own queries.

IVR responds through prerecorded voice files. Recently it is been adapted by most of the companies to handle the large
call volumes.

Calls will be land on TFN/Short codes, there will be IVRS announcement like

Greeting Message
W

« Language Selection

«/ Department Transfer

088006006
060000



CRM (Customer Relationship Management System)

CRM-Customer Relationship Management helps to improve relation with the exising customers,
finding new prospective customers. The software helps to collect, organizing & maintaining the
customer’s data. This application helps to manage the business both small & large scale with effec-
tive Marketing, Sales, and Customer Support etc.




Email Management Software

= Along with voice, email communication is the next big thing for contact
centres.

=  Our email management software can handle very large volume of
emails.

=  Emails can be routed on skills, round robin, equal distribution, subject
based, sender ID Based & Supervisor Assisted Email routing.

= Enables Higher level of productivity & efficiency.

= Auto Reply to customer & SLA Management.




(After Filteration of words like
Personal Loan, Home Loan, Vehicle
Loan etc. Respective email would be
recived in loan department )

Loan Department

Aria Mail Manager

ARIA Auto Mail Distributer

Incoming mail

Mail Server

Server POP: POP Address
Incoming Port : 578/25
SMTP POFP: MTP Address
SMTP PORT: 578/25

Encryption: SSL/TLC

Process the mail and 'sent to particular department
by mail filteration criteria (Filteration is based on words searching mentioned in
mail body like Credit card, Debit card, Home Loan, Personal Loan, Saving account & Current account etc.)

(After Filteration of words like
Credit Card, Debit Card etc. Respective
email would be recived in
Credit / Debit Card department )

Credit / Debit card Department

(After Filteration of words like
Saving & Current Account etc.
Respective email would be recived
in Banking department )

Banking Department

(After Filteration of words If no word
Found in mail body then it would
be reaching to Default Department )

Default Department




SMS Management Software

We have facility to integrate SMS API with any software solution. Bulk SMS
services used for Promotional/Advertisement activities, General awareness,
Event publicity, Product marketing, 'sale season for | any product,
staff/customer Wishes etc.

It is an effective way to connect with the audience; existing orsnew targeted
one directly.it allows you to connect with the customers/in seconds with
their mobile phones that they always €arry with themselves. It’s the best
way to update the customers about offers,to.new launches.




ARIA SMS Feedback Services

<Satisfied> <Space=> <Unsatisfied> <Space>
<Feedback> OR <Feedback=>
v
Recived on
4
v
Short code (57575)
4
v
*
¥
Process the sms by keyword
. Clicking on hyperlink
i agent can view the
¥ Custome Details
Mobile Customer Name DateTime Feedback View Details
+91 - GOS8 121208 Sashikant Sharma 10/01/2019 06:00:10 Satisfied View Details
+91 - 9898121298 Sashikant Sharma 10/01/2019 06:00:10 Unsatisfied View Details
10/01/2018 06:00:10 Satisfied View Details

+91 - 9898121298 Sashikant Sharma



Whatsapp Integration

Integrate your business number with your-account and support customers over WhatsApp.
This app enables you to convert your one-on-one conversations including images or GlIFs
on WhatsApp into tickets and handle them\from your helpdesk with ease.

Reliably message your users anywhere in the world:-

+/ Know the instant a message reaches your users. Real-time 'delivery and read receipts give
you critical message delivery insights.

Deepen customer trust with branded messaging:-

+# Your WhatsApp branded business identity serves as a familiar face users see when you
message them, increasing their trust in you and loyalty to your business.



ARIA Whatsapp Feedback Integration

=Satisfied> <Space=> <Unsatisfied> <Space=>
<Feedback> OR <Feedback>
v
Recived on
4
Required Andriod Device ¥

Sim Card,

b e D Short code (:91 - 921xxxx900)

_\_\ A4
@ whatsgateway
*>

Process the wh;atsapp by keyword

Installed Registered
Whatsapp

Clicking on hyperiink
agent can view the

£

Custome Details
Mobile Customer Name DateTime Feedback View Details
+91 - 9BE8121208 Sashikant Sharma 10/01/2019 06:00:10 Satisfied View Details
+91 - 9898121288 Sashikant Sharma 10/01/2019 06:00:10 Unsatisfied View Details

+91 - 9898121288 Sashikant Sharma 10/01/2019 06:00:10 Satisfied View Details



Social Media Integration

= Social media integration helps you to handle all_social media
platforms like Facebook, twitter, Linkedin, WhatsApp, Google Plus
etc.

" |t helps'you to respond of comment or likes.

= Comment on post shall be popped to agent.

= Post back agent’s comment on Facebook timeline section.

= Facebook/Twitter plug-in is used to feed posts/tweets into the ACD.

= ACD routes the communicationto the skilled agent.




Live Chat Integration

Live Chat

Live chat is a medium which can be integrated with any website, web portal, CRM/ERP etec.
Aria Namaste is not a simple web chat which is used for text chat with website visitors

Chat Bot

Omni-Capable-The chat bot converses seamlessly across every channel and retains data
and context for a seamless experience.

Integrates with CRM-The Chabot can be integrated with critical systems and orchestrate
workflows inside and outside of the CRM. It can handle real-time action as routine as a

password change, all the way through a complex 15-step workflow spanning 4 different
stems.




Web Portal

Web portals are often the most important information- and communications medium of
companies and the central interface for enterprise-critical business processes. Powerful
enterprise content management systems (CMS)

Enterprise Web portals integration have the ability to provide customers and employees single
point of access to information stored in a wide variety of business applications. A portal is a web-
based platform that collects information from different sources into a single user interface and
presents users with the most relevant information for their context.

It enable applications, businesses and customers to interact electronically regardless of their
platform, data format or physical location.




Mobile App

Android Based App which works with an inbuilt Aria CRM, It enables your android phone to actas a
call centre device.

Example- A call comes to your mobile device and pop will appear on CRM screen with customer
details. User will have provision to update those details and save it if required.

MIS Reporting

MIS Reports are esential for analyzing different aspects of business.
These automated systems allow managers to make decisions for
smooth & successfull operation of business.
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Case Studies



JVVNL(Jaipur Vidhyut Vitran Nigam Limited)

We have deployed the CRM Solution and make it available for call center users & Divisional
Helpdesk to handle complaints. The proposed CRM would be integrated with Telephony &
Mobile App to complete the complaintcycle.

Scope of Work

Call Center Solution-Telephony -150 Seats

Telephony with CRM Integration

Source of Complaint Registration-IVR /SMS /Email /Mobile App & MDM /Social Media-Facebook &
Twitter /Whatsapp /Web chat/Walk in Complaints

Third party Application Integration -GPS Tracking system for vehicle, Bijli Mitra app, Bijli Prabandh
app,Web portals, Billing information, Scada etc.

CRM Features-Login Users-Agent /Help desk /JVVNL Officials-AEN /JEN /XEN /SD etc.

. Complaint Registration

. Complaint Auto Allocation to Mobile App /Through SMS

. Complaint Tracking /Escalation to different levels

. Search Complaints basis on complaint type, Mobile Number,K.Number,Complaint Type etc..

. MIS Reports

. Dashboard

. Option to Put Remarks/Change Subdivision/Complaint Type against particular complaint

. Update Planned /Unplanned shutdown activity at diff.areas through CRM-to be flashes on Call
center CRM users to pass on the information when consumer called for the complaint Registration

ONOCODWN =




Key Benefits
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Customer -
Satisfaction
.. Reduced Costs , Surveys, Regular  «—
Increased Monitoring & Iintegration of -~
— Productivity, Feedback. ~ call logs and
Enhanced Caller callerdatain to
o Experience. / l \ da unified
ashboard. <

Gt P



— —

Advantages of Omnichannel Approach

1. Instant Revenue Growth
On an average, Omnichannel buyers
agree to pay 4 % more during in-store
shopping trips and 10 % extra online
than consumers who don't use

Omnichannel.

2. High Customer Retention

Omnichannel strategy can assist
you to manage customer relations
better across all channels




3. Easily Personalized Offer

Customers are becoming more
ready to share their data only if
they get an advantage in
exchange.

. Importance of All Channels

Customers tend to try multiple
sources of information to make a
final decision.




5. Cross-Channel Insights

The omnichannel approach helps
you to interact with buyer data
no matter which platform they

are using for the online shopping.

6. Customer Self-Service

Buyers consider self-service as a
very suitable choice in their
shopping habits.
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Caller Call History
D Call History
¢? Conference

. Missed Call

[@ Preview Dialing
Call Back

« Send SMS

<4 Message Inbox
© WhatsApp

f Facebook

¥ Twitter

% Logout

AGENT IDEAL SCREEN

Omni Channel Communication System

Number Client Info Pop up

Name

Membership ID

Branch

Contractor Status «e=== Select ===>> v
Project status <<=== Salpct ===>> v
Transferred to CPIL <<=== Seject ===>> v
Lead details

Project site area
Lead Close Approx date Enter Date Remarks
call letter

Disposition
CS-Busy v

e [

Agent Status: FREE i ion: © 2018 Agent Panel. All rights reserved.



DISPOSING CALL
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‘D Call History
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L Missed Call
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Omni Channel Communication System
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CALLER CALL HISTORY
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SEARCH CALL HISTORY

Parth = Omni Channel Communication System
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Conference

Conference

Number

CONFERENCE CALL

= Omni Channel Communication System

Agent Status: FREE

Caller ID:

Wait Duration:

Location: Delhi
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SET CALL BACK

Set Call Back

CallBack Number:

2719

CallBack Remarks:

call back
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SEND SMS

Send SMS

Mobile Number:




WHATS APP
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FACEBOOK
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TWITTER
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From Date: w Search twitter post &
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D call History

Twitter
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L. Missed Call
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LIVE MONITORING
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Aria Telecom Solutions Pvt. Ltd
Ph: 0120-4763988

E: sales@ariasolutions.net
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