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TEXHONOIMN N CPEOCTBA CBA3U

KOMMbIOTEPHAA TEJIEOOHNA

Call-ueHTp —
B KAXXAbIX OhMG!

B nocnepHee BpeMs 3Ha4UTEJIbHO BO3POC MHTEPEC K CUC-
TeMaM, KOTopbie PeannsyloT TEXHOJI0rM1 ONTUMU3aLIUM 1
aBTOMaTU3aLuM B3aMMOOTHOLLEHWIA C KTMEHTAMM.

ATn TexHonoruun nonyymnu HassaHue CRM (Customer
Relationship Management). OgHum U3 HeoTbeMnEMbIX
komnoHeHToB CRM-cucrtem sBnsiloTCS LeHTpbl 00paboTku
TenedOoHHbIX BbI30BOB — call-LeHTpbI

B.B. bynrakos,
komnaHus Alpha CTI

Tenepb 3TO AeLwweBO

[lo HenaBHero BpeMeHU YCTAHOBKY
call-1teHTPOB BBHIY UX GOJIBIION CTOU-
MOCTH MOTJIH MO3BOJHTDH ce6e TOJIbKO
kpymuble Kommannu. Ceroaus, 6Jjaro-
JIapsi TOSIBJEHUIO HOBBIX AMMapAaTHBIX
peleHuii, Tpexkae Bcero B ob6jactu
KOMIIBIOTEPHOU Tese(pOHUHU, TOSIBU-
JIaCh BO3MOJKHOCTb CO3[aHUS W ¥C-
mosb3oBaHus Hemoporux Call-tmenT-
POB, B KOTOPBIX peajn30BaH HEOGXO-
auMblil Ha6op dyuknuii. Teneps Takue
IEHTPBI TOCTYIHBI MPAKTUYECKU JIIO-
6bIM KOMIIAHUSIM.

OnHNM U3 TaKUX HeJOPOTUX pelle-
HUIl SBJSAETCS LEHTP OOCTY KUBAHHS
teaedonnbix BbI30BOB Alpha Free
Line, co3manublii Ha 6a3e MHTEJIEKTY-
AJIBHOIl KOMMYHUKAIMOHHOI 11y1at¢op-
mbl Alpha CTI Communicator*. Crpy-
KTypHas cxeMa call-menrpa, opranuso-
BaHHOTO Ha 0a3e [JaHHON CHCTEMHBI,
mpuBeIeHa Ha PUCYHKE.

YHuBepcasibHOCTb CUCTEMbI
Cucrema Alpha Free Line, B KoTO-
POii NCTIOB3YIOTCS TIJIATHI KOMIBIOTEP-
Hoii Teedponun "Ombxa”, peacTaBs-
et co60ii komnbiotepHyio ATC ¢ mupo-
YalmuM HaGOPOM CEPBUCHBIX (DYHK-
muit. OHa MOKeT paboTaTh Kak ¢ 00bIY-
HBIMU aHAJIOTOBBIMH, TaK U C IUDPO-
BboiMu TestepoHHbiMU gunusamu (E1,
ISDN).

ApPXUTEKTypa CHUCTEMBI TO3BOJSET
opranusoBbiBaTh call-1ieHTpbl Man ux
KOMITOHEHTBI, KOTOpPble pab0TalT COB-
MECTHO C yyKe MMEIONUMHUCS O(UCHDI-
mu nan yupexaenueckumu ATC. B To
JKe BpEeMsI CHCTEMa MOKET HCIO0Jb30-
Barbcs 1 BMecTo ATC.

DyHKLUUM,

BO3MOXHOCTMU, YCIyrn

B call-mienrpax, cosmannubix Ha 6ase
cucrembl Alpha Free Line, peanusyior-

sl TIepevlCJICHHDbIC HIKE Pa3Hoo6pas-

Hble GYHKIINN I BO3MOKHOCTH!

e ABTOMATHYECKUII TpHeM Tese()OHHOTO
BBI30BA M WACHTH(UKAIIS 3BOHAIIE-
ro a6orernta no AOH, PIN-koxy umm
JIAaHHBIM, BBO/UMBIM OIIEPATOPOM;

e ABTOMATHYECKOE  pacIpejesIcHue
(MapuIpyTHsanus) BXOISNINX BBI30-
BOB B 3aBICHMOCTH OT HOMEpa JH-

e IPOUTPBbIBaHNE aGOHEHTY, OXKUIAI0-
IeMy COeJWHEHUs C ONepaTopoM,
cOO0TIeHNsT ¢ TTPOCHOOI [T0KAATHCS
MOAKJIIOUEHHST OTIEPaToOpa, Pa3INd-
HOll crpaBounoii nadopmanuu (1e-
JIeBasi peKJiaMa B BUJE ayAUOPOJIH-
KoB, undopmanusa o hpupme 1 T.11.);
nHTerpanus ¢ 6azaMu JaHHBIX, CO-
JIePKANIMU CBEJCHUS O KIMEHTAaX U

3auem HyxeH call-uenrp?

Call-ueHTp — 3T0 NPOrPAMMHO-ANNAPATHBIM KOMMIEKC, KOTOPbIM NO3BONSET B
OBTOMOTHUYECKOM MM MOy ABTOMATMHYECKOM (C MOMOLLBIO ONEepaTopoB) pexmume
nponssoaut 06paboTky TenedoHHbIX BbI3OBOB, OPraHWM30BbIBATL MCXOASLLME
BbI30OBbl M NPEAOCTABNATb KNMEHTAM pasnuunbie ycnyru. Call-uentp obecneum-
BAET eAnHyIo cpefy obMeHa COOBLUEHMAMM, B KAYECTBE KOTOPbIX MOTYT BbICTY-
natb TenedoHHble 3BOHKM, ronocoBble coobleHns, SMS-coobeHus, dpakcel,
3NEKTPOHHbIE NUCbMA, 3anpockl M3 MHTepHeTa U T.4.

SddektnsHoOe B3anmopencTemue TenedoHHbIX U MHPOPMALMOHHBIX PECYPCOB B
pamkax call-ueHTpa craHoBMTCS BO3MOXHBIM Bniarogaps MHTErpaLyu TenedoHHbIX
KOMMYTOATOPOB, CONPSDKEHHBIX C KOMMbIOTEPHBIMU PECYPCAMM M BA3AMM BAHHBIX

HUU, HA KOTOPYIO TOCTYIINJI BBI3OB,
Kareropuu u Homepa abonenta (u-
3U4YecKoe WU IOPUAMYECKoe JHUIIO,
KopropaTuBHblii abouent, VIP-kau-
€HT U JP.), 3arpy’KeHHOCTU U KBAJHU-
¢ukanumu o1epaTopoB, MNPUHUMAIO-
1IMX BBI3OB, U JIPYTUX YCJIOBUII;

e pacripejileieHre HaTPY3KU MeXIy
onepatopamu (II03BOJISET COCANHATD
Ka)K/IOTO TIO3BOHUBINET0 KJHMEHTA C
HauMeHee 3arpysKeHHBIM OIlepaTo-
POM HJIU C OTIEPATOPOM, KOTOPBIH 06-
CJTyIKUBAJ 3TOTO aGOHEHTA paHee);

e BBIGOD aJTOPUTMa paclpe/eeHus
3BOHKOB;

OpeAbIAYIIX KOHTaKTaxX ¢ Humu (B
npoiiecce 06paGOTKN BbI30BA U TIOCIE
HEro OIepaTop MOKET MOJYYHUTh
noJHyto mHdopmaiuio o6 orpeje-
JIEHHOM KJIneHTe, 160 BHECTH B Oa-
3y JIAHHBIX HOBDIC CBEJICHUS);

e aBToMaTHuecKuil (6e3 onepaTopos),
MOJTyaBTOMATHYECKUI ¥ CMEIIaHHbII
pPeXUMBI paGOTHI;

e mpueM WHGOPMAIUN OT KJIMEHTA B
ABTOMATUYECKOM peKuMe U 3alliCh
artoil mHpopManuu B 6a3bl JaHHBIX C
nocJietyionieit 06paGoTKON;

o NpuMeHeHne WHOOPMAIHOHHO-CIIPA-
Bounoil cucremsl (IVR), 6maromaps

* ITodpo6noe onucanue dannoti naamgpopmuvi cm.: Alpha CTI Communicator xax cpedcmeo 0eMOKPAMU3AuUY KoMNbIomepHou meaeponuu //

Texnonozuu u cpedcmea ceazu. 2002. Ne 4.
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06LLero nonbL3oBaHUA

TenedoHHbIE NMNHUN

KOMMbIOTEPHAA TEJIEDOHNA

(aHanorosble, undpossie — E1 (ISDN PRI, R2, R1.5)
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CTpykTypHasa cxema call-ueHtpa

KOTOPOU BHENTHUI aGOHEHT, MOJIb3Y-
SIChb TOJIOCOBBIM MEHIO, MOXKET CaMo-
CTOSITEJIBHO BBIOPATh W MOJYUYUTH
HY)KHYIO eMy WHGOPMAIUIO, He TpH-
Geras Kk ycayram omneparopa (IVR
MOJKET IOoJy4aTh WHGOPMANNIO W3
JMOGBIX BHEIIHNUX 643 JJAHHBIX);

mepeBojl ONepaTOpoOM 3BOHKOB Ha
IVR (mosBosisgeT 06¢myKUBaTh BBI30-
BbI 32 OU€Hb KOPOTKOE BPeMsT U OBICT-

onepartopos Call-ueHTpa

pee 0CBOGOXKAATH ONEPATOPOB JLJIsSI
PaBoTHI CO CTEAYIOMUM aGOHEHTOM);

e BCTPOEHHAA CUCTEMA rOJIOCOBOM 1OY-

TBI, CJysKamasg s (PUKCUPOBAHUS
Tesie(DOHHBIX 3BOHKOB 1 (DAKCUMUJIb-
HBIX COOOIIEHU TP 3aHITOCTH HJIN
OTCYTCTBHUH COTPYAHHKA Ha paboyeM
MecCTe;

Be/leHUEe CTATUCTUKHU 110 BCEM WJIHU
BBIOPAHHBIM Pa3roBOPaM C yKa3aHU-

€M BpeMeHU 3BOHKA, TPOIOJIKUTENb-
HOCTH pa3TroBOpa, HOMepa BHYTPEH-
Hero u BHenHero a6onenta (B cucre-
me umeercss AOH);

e 3aIHCh BCEX WJIN TOJHKO BBHIOPAHHBIX
Tesie)OHHBIX PA3TOBOPOB;

e Tmepeajpecanusi TeaeOHHOTO 3BOH-
Ka Ha [Jpyroil BHYTPEHHWH WJIHN
BHemHUH (ropoacKoit) TemedOHHbIH
HOMeEp;

e 060paboTKa MOTEPSTHHBIX BbHI30OBOB
(cucrema Bbigaer uHOPMAIUIO O
BCEX COPBABIIUXCS 3BOHKAX, KOTO-
PYI0O MOXXHO BIIOCJIEACTBUU HCIIOJb-
30BaTh AJS 063BOHA KJMCHTOB);

e IIO/ITOTOBKA MH(OPMAIMOHHBIX YCJIYT
1 CEPBUCOB, BKJIIOYAST A [MUHUCTPUPO-
BaHue PEKJIAMHBIX ay/HMOPOJUKOB;

e DETHUCTPAIUS OTIEPATOPOB B CHCTEME
KaK ¢ TIOMOIIbI0 KOMIBIOTEPA, TaK U
HENOCPE/JCTBEHHO ¢ TeJedOHHOTO
arnapara;

e MOHUTODPWHT PaGOThI U 3aTPY3KHU CUC-
TeMbI KaK Ha BHEIIHUX, TaK U HA BHY-
TPEHHUX JUHUIX B PEKUME PeaTbHO-
TO BpeMeHN;

e UHTETpPAIMS C JPYTUMHU CEPBUCAMU
(romocoBas modYra, cucremMa OMOBe-
menus u 06380HOB, SMS u 1p.);

e OpraHM3aIUsl HeNPEPbIBHOW KPYTJo0-
CyTOYHOI paboThl oduca u T./1.

PeweHue
Ans COBpeMeHHbIX
KOMMaHuM
Nrak, call-1ieHTpbI 1M03BOJSIOT OIITH-
MU3UPOBAThb paGOTy KOMITAHUU, KAYecT-
BEHHO U OBICTPO OOCJYKUBATH BXOJIS-
1IMe 3BOHKHM W M30erarb MoTepb IMOTEH-
IUAJBHBIX KJMEHTOB. Duaromapst BHe-
npenuto call-rieHTpa, KOMIAHUS MOXKET
YBEJUYHUTD TIPOJIA’KH, BBIBECTH B3aMMO-
OTHOIIIEHUSI C KJINEHTaMH Ha HOBBIN yPO-
BEHD, a KPOME TOTO — MOBBICUTD 3(PeK-
THBHOCTD ¥ TIPOAYKTHBHOCTD PAabOTHI
COOCTBEHHBIX COTPY/JHUKOB.
PeanusoBaTh manbble 3ajadu a0Cco-
JIIOTHO peajibHo. OpraHuszoBaTh COBpe-
MEHHYI0 cucteMy 00paGoTKU TesedoH-
HBIX BBI30BOB CETOJIHS JOCTATOYHO TPO-
CTO, TIPUYEM 3aTpaThl HA ee OpraHu3a-
10 MOTYT OBITh HA OCTATOYHO HU3KOM
YPOBHE U JOCTYIHBI /i GOJIBITUHCTBA
kommanuit. IIpu atom adpdexTuBHOCTD
BJIOJKEHUIT HAa BHEJIPEHME JTAHHOTO KJIac-
ca CIUCTEM HaXOIUTCS Ha OYeHb BBICOKOM
ypoBHe. Bce aT0 00DBSACHSET, TMOYEMY
CUCTEMBI, CJYIXKAI[He [Js CO3TaHU
call-1ieHTpOB, Takue, B 4aCTHOCTH, KaK
Alpha Free Line, npeacraBasior 60Jib-
HION MHTEpEC [IJisi COBPEMEHHBIX KOM-
MMaHWi. ]

Appec n TenedoHbl
cMm. cTp. 128 «Hblocmeiikepbi»
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