MOAY/b ONS VOICE SERVER 17 ece

@® o6HoBNeHO 15:39:46 - kaxable 2 ¢

® XayT B ouepeau ® Pasrosopos 3BOHAT / HabupatoT
2 3 1
Aonblie Bcex XAeT 1:42 BCEro 3BOHKOB: 8 3BOHMUT 1+ HabupaeT 0
Mo ssoHok: 0773848088 Snbuuk Mynues  Pasrosop  0:07
3BOHKM ceiyac
CocTosaHue ABOHeHT Ouepeab [ MeHO
0776224174

pasrosop & Ovepenb 6500 OcHOBHAA NUHUA

OTpen Kopn. KNUEHTOB

pasroeop A 0124445566
0518158822
¥
3BOHNT OTAEN KOPN. KNUEHTOB Ouepenb 6501 KopnopaTUBHLIE KIUEHTbI
0512782522
"4
B ouepegu Kapital Bank Quepegb 6500 OcHoBHas NMHUA

0771641268

4
B ouepenmn OTAEN KON, KNMEHTOB Quepeab 6500 OcHoOBHas NMHUA
B MeHio “ 0776224174 IVR1
pasroeop “ 0773848088 Quepeab 6500 OcHoOBHas NMHUA

3nbyuH MNynues

KoHTakT-LUeHTp Ha Bawewn IPPBX nnu B obnake:
MHTEpdEeNnChbI ornepartopa u cynepBamnsepa,

v 0705889644

epXaHue
yAep PecenuwH

mecTo 71

OnepaTopbi I ceo6open [ 3sonut I pasrosop

Dashboard, ctatuctnka n CRM B bpaysepe. S et | [ o emrrosen

Otgen Kopn. KnueHToB - 07762241... 3nbunH N'ynuee - 0773848088 Qbeq,

w0 DEED | o CEED | =

pasroeop *© 1:22 3BOHMT -+ 0:11 He B cetn
0124445566 Otpgen kopn. knueHToBs - 05181588...

Pycckumn Azarbaycan English o (OEEO | e D@0

104 Pawap Micmaunnos 105 CabuHa Kynueea 106 Typrait Benues

Mo# TenegoH Ana nepexsata u npocnywky 102 AnbBrH Mamegos v Fopaure knasuLmn

® Cpo6ofHbI

0

B ceTu: 5

Nayza KaHanel TpaHka
1 6/6
He B ceTu: 1 100%

X 3aBepLmnTs [ 2 MNepesect | F9 ] [ @ C koHcynbTaumeid | Shift+F9 \J [ u YaepwaHue | F8 |]

2. 0771641268 QOtpaen Kopn. KNMEHTOB

Koyt oTeeTa Pasrosopb! Wexopsawwe

Onepatop Bpems
101 Hurap Anvesa 2:47 @
104 Pawap Micmaunnos 1:22 @
105 CabuHa Kynuesa 0:25
1:42
0:39
0:19
102 3nbBUH Mamepnos 1:07 @
naysa ! He B ceTu Ouepepu cetvac
6500 OcHOBHasa NMHKUA CeroAHs: NpuHATO 87, ywnu 9, SLA 78.4%
1:42 3 0 1
KOyt Makc. cBOBOAHLI 3aHATbI naysa
oXuaaHuwe

1. 0512782522 Kapital Bank 1:42
0:39

6501 KopnopaTuBHble CerofHa: NpuHATO 23, ywnu 2, SLA
KNIUEeHTbI

91.3%



SAO0AHA

YTO MellaeT KOHTaKT-LUEeHTpY

AN N

I'Iponyu.l,eHHble TepAloTCAH CynepBaﬁsep He BUOAUT 3all
HUKTO He 3HaeT, KOMY Y>kKe Nepe3BOHUIN, a KOMY HeT. KTO pa3roBapuBaeT 1 KTO XAET B ovepeamn, npuxoamTcs
yragblBaThb.
(9\)\ lll
VlCTOpMFI KJIMeHTa B royjioee OTyéeThbl BPY4YHYIO
[lpyron onepaTtop He 3HaEeT, 0 YEM O0roBOPUIUCH BYepa. Oyepegu, IVR n SLA npuxogutca BbIrpy>xaTtb 1 CBOAUTb B
Excel.

Contact Center gna Voice Server
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Bce 310 peluaeTcs Ha BaLleu
IPPBX unu B obnake

Ha Bawem cepBepe nnu B Data Center Tier lll B baky. 3BOHKMU,
oyepegn U ronocoBoe MeEHIO paboTaloT Kak npexae, Moayb TONbKO

nobasnsieT paboymne MecTta u OTYETHI.

03

Contact Center gna Voice Server



COCTAB

YT0 BXOAUT B MOAY/b

2 A

OnepaTopCcKuu NHTepdenc CtatTucTUKa
UHTepdeunuc cynepBaunsepa Dashboard, ouepey,
3BOHKMN U3 Bpay3epa, Bce 3BOHKW OHMTaWH: IVR, SLA, onepaTtopbl,
KapTouKa KIINEHTa, B3sITb, OTAAaTb, kKaHanbl SIP trunk.
nepeBof, UTOI 3BOHKA. npocnywarb,
BMeLlaTbCA.
OnepaTopy HY>XXHbl TONIbKO 6bpay3ep un softphone BcTpoeHHaa cnpaBKa Ha TPEX A3blKaxX

ABTOO63BOH 1 OTYETHI B Telegram n Ha e-mail

Contact Center gna Voice Server

CRM v 3anucu

NcTopua aboHeHTa,
3aMeTKM, 3annucu
Pa3roBOpOB.

04



MHTEP®EWNCHI

OnepaTopCKUU UHTE

e Bxoaswmm 3BOHOK: KapToyka C UMEHEM U
KomMmnaHnen ns CRM.

e 3BOHOK B OAAMH KNUK Yepe3 softphone unn yepes
IPPBX.

e [epeBopa, NepeBos C KOHCYNbTaUMeEN, yaep>KaHue,
naysa C NMpuYnHoOMN.

e UITor 3BOHKA Y KOMMEHTAPUN COXPaHAIOTCS Y
KNNeHTa.

e Nopauue knaeuwmn: F2 — oteeTuTb, F4 —
nonoXxutb, F9 — nepesecTn. MeHaroTCA nNopg cebs,
paboTatoT ¢ MicroSIP.

e «lMepe3BOHUTb»: NPONYLLEHHbIE, KOTOPbIM ELLE He
nepes3BOHUNN.

Contact Center gna Voice Server

encC

AnbeuH Mamepos
® pasroeop - 0:03 O6eg
Mo# Homep 102 2nbBUH Mamegos v
Ouepegu: | v 6500 OCHOBHaA NWHWA v 6501 KopnopaTuBHbIE KIMEHTI
r
PA3rOBOP 0:03

0773848088

3AnbumH MN'ynues - AzepcyH XonauHr
¥ BxopAwwmid - Ovepenb 6500 OcHoOBHARA NUHWA

X 3aBepluuTh [ 2 Mepesectu [F9) J{ % C KOHCynbrauneid [ Shift+Fo ] ]

[ n YaepxaHue \’H‘ ]

HA YOEPXAHWK
0705889644 PecenwH

MecTo 71 - 0:38 JREEDNG

KnueHr 0773848088

AnbuuH MNynues
A3epCyH XonauHr
3aKYNKK

3BOHMT No onnarte cyeTos, Nnpeanoyutaet WhatsApp

OTBeTCTBeHHbIi onepatop: 101 Hurap Anvesa

MOC/NEOHWE OBPALLEHNA

14.09 09:59 ¥ 104 Pawag Wcmannos v oTBevYeH 6:05
26.08 09:15 ¥ 104 Pawag Mcmawnos v oTBeyeH 36 ¢c
3AMETKH

2710 09:40 - op101
[MepeasoHUTL] YTOUHKUTL cTaTyC 3aasku N24471 nocne 15:00.

3ameTka no KNWEHTY...

=)=

® [puHATO
10

Bxoasuwmx 1z 10

® cxopawmx B pasrosope CpenHui
8 59:22 3:57
AO3BOHUNCA: 5 3a cerogHsa pas3roeop Ha

3BOHOK

Mepe3soHUTb (NponyueHHbie KLL) 14

13.10 17:59

13.1017:10

13.10 16:10

13.1015:51

13.10 14:56

13.10 14:22

13.1012:29

13.1011:25

13.10 10:55

6500 - o oteeTa 49 C
Ho orsera 37 ¢

Ho otseta 48 c

6500 + [lo oTBeTa 2:28 * B paboTe ni...
6501 + do oTeeta 39 ¢

6501 - [lo oTBeTa 2:16

0126181376 00O AzepcyH [lo oteeta 31 ¢ - B pabote nigar
6500 - o orsera 31 c
6501 - o orseta 32 ¢

0779540728 Kapital Bank

0122220618 Hotel Baku

0555226783 Murad

0771196638

0706546282 Murad

0505919633

0556739751 Hotel Baku

0123649043 Sevinc

Mou 3BOHKMU cerofHsa 23

07:06 ¥ 0555219815
08:08 ¥ 0707258907 Pasha Holding

08:27 7 0515141630

« 0TBeueH  2:06
v oTBeueH 5:34 ..ﬁ‘
+~ oTBeueH 3:09 .E

08:27 7 0501699283 ! 3aHATO

e e R U g |
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MHTEP®EWNCHI

NHTepdeunc cynepsaunsepa

e Bce 3BOHKM OHNMaMH: MEHI0, ouYepeb, 3BOHUT,
Pa3roBop, yaep>kaHue.

e B3ATb 3BOHOK cebe UM Ha3HaunTb ornepaTtopy.

* I'IpocnymaTb, NOACKa3aTb Orneparopy Uin
BMeLWaTbCH.

e [lepexBaTUTb Pa3roBop Ha CBOU TenepoH U BeCTH
ero ropsumMMun KnasuLlamu.

e OnepaTopbl U ouepegmn: KTo cBo60AEH, KTO Ha
nayse.

e XXypHan pencTBumn: KTo, Korga n 4to cgenan.

Contact Center gna Voice Server

® o6HoBNeHO 15:39:46 - kaxable 2 ¢

® XKpyT B Ouepenu ® Pasrosopos
Lonblue Bcex XOeT 1:42 BCEro 3BOHKOB: 8

3BOHAT [ HabupatoT

1

3BOHWT 1 Habupaet 0

[ Moi1 seorok: 0773848088 OSnbunn lynves Pasrosop  0:07

3BOHKM celvac

CocTrosiHne ABOHEHT

0776224174

a3roBo| ¥
p p Otpen Kopn. KNWeHTOB

QOuepegb / MEHID

Ouepeab 6500 OcHoBHaA NUHUA

Moit TenehoH ansa nepexsata 1 npocnywkn 102 3nbBuH Mameaos v

@ CgobofHbl ® Maysa KaHanel TpaHka
B Cetn: 5 He B ceTh: 1 100%

[ 2 MNepesectn [ FO ] [ i C KoHcynsTaLmeld { Shift+F9 J J [ w Yaepkarue | F8 | ]

Koyt otBETA Pasrosopb! Wexogawme

OnepaTtop Bpemsa

e 20 (8)(8)(0) () DD

pasroeop 7 0124445566 104 Pawap WUcmannos 122 @
¥ . B u
3BOHUT OTAEN KOPN. KNMEHTOB Ouepeab 6501 KoprnopaTWUBHbIE KNUEHTbI 105 CabuHa Kynuesa 0:25 3ATb HasHaunte v x
Kapttl Bank : (o ) Crasmmame ) ()
© : B3ATb au
| B ouepenu Kapital Bank Ouepeab 6500 OcHoBHas NUHKUA 1:42 HasHaunTb v
"4 H B Y
| B oYepepun OTAEN KOpN. KIMEHTOB Ouepeab 6500 OcHoBHas NUHKUA 0:39 3ATE HasHauuTb v x
0773848088
ETEETE <o S — ozomemmeneros  vo7 (0] (mwesan)(2)()(5)
0705889644
¥ . u
Onepatopsl | cBoBonEH agonut | pasrosop | naysa He B CeTu Ouepegm ceiuac
101 Hurap Anuesa 102 3nLeuH MamepgoB 103 feiina MacaHoBa 6500 OcHoBHasA NMHKUA cerogHa: NpuHATO 87, ywnu 9, SLA 78.4%
pasrosop + 2:27 pasrosop - 0:07 naysa .
Otpaen kopn. KnveHToB - 07762241... 3neyunH MNynues - 0773848088 Obepn 2 1'42 3 0 1

o DEED |

o DEED | =

(@) (=)() | sse0

104 Pawap Ucmaunos 105 CabuHa Kynuesa
pasrosop - 1:22 3BOHWT - 0:11 He B CeTu
0124445566 Otpen kopn. knvexTos - 05181588...

=)

XOyT MaKC. cBoGOAHbI 3aHATI naysa
=) nngarive

106 Typraii Benues 1. 0512782522 Kapital Bank 1:42
0:39

2. 0771641268 OTaen KOpM. KNMEHTOB

=)

6501 KopnopaTuUBHble CerofHs: NpuHATO 23, ywnu 2, SLA
KSIMEeHTbI 91.3%
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AHATTUTUKA

Dashboard

) J l ® obHoBneHo 15:39:47 - kaxpgble 3 ¢

O6HOBneHme ﬂ.aHHbIX B pean bHOM BpeMeHM ® XpayT B ouepeau ® Pasrosapuealor ® CeoboAHbI ® KaHansl TpaHka
2 3 0 3/6

AoNnblle Beex xO&eT 1:43 3BOHWT Yy 1 onepaTop(oB) Hanayze1-HeBceTH
3aHATO 50% - BbIZOBOB B ATC 8
uB ET Tp EB 0 rM OnepaTtopbl ceoBoaeH O 380HMT 1 ® pasrosop 3 ® naysa 1 e — Ouepenu ceituac
.. 105 CabuHa Kynuesa 12 ¢ 101 Hursip Anuesa 2:28 104 Pawapg Ucmaunos  1:23 6500 OcHoBHas NUHKA
NINTKa KPACHEET, eCNIN KIUEHT XAOET A0NblUe ® pasrosop ® pasrosop ORI MO ST, Y 8 SLATE 4
I Otgen kopn. kniveHToB - 0518158822 Otpen kopn. kKnueHTos - 0776224174 0124445566 2 1,43 3 0 1
. 6
MWHYTbl U1 HET CB O6O,EII HbIX OrnepaTtopoB 02 omoass mawopon 8o | [ 103 neiina racasosa 106 Typran Bemes spyT o s e naysa
® pasrosop @ naysa He B CeTu
3nbunn Mynues - 0773848088 Obepn 1. 0512782522 Kapital Bank 1:43
2. 0771641268 Otpen Kopn. KNMEHTOB 40 c
Bo Bec b 3 K a H 6501 KopnopaTHBHble KJIMeHTbl
cerogHa: NnpuHATO 23, ywnu 2, SLA 91.3%
0 Oc 3 0 1
plng HaCTeH Horo MOH MTOpa B 3ane KOyT MakKc. cBoGOgHbI 3aHATHI naysa
oMUAaHWE

Contact Center gna Voice Server 07



AHATTUTUKA

[ naBHbIe LWdpPbI 3a nepuop,

e Bxopaauwume, oteBeuyeHo %, SLA, ucxopsauime c
N3MEHEHUEM K MPOoLLIOMY Nepuosy.

e CpepHee oXupaHue 10 OTBETA onepartopa.
e SLA: 0119 3BOHKOB, MPUHATBIX ObICTpee nopora.

e MMoBTOpPHbIE 06paLLEHUSA: BOMPOC HE PELUEH C
nepBoro pasa.

o KapTa «Korpga 3BOHAT»: AeHb Heaenu x yac, gng
rpapuka cMeH.

e CSV gnsa Excel ogHOM KHOMKOMN.

Contact Center gnsi Voice Server

Bxopgsaume

2323 ..

OTBeyeHo

84.7% a

@ Bxopsuue oTBeYeHsl 1 840

@ MponyueHsl 333

3aeepwwunuce B IVR 150

® MponyLieHs!

333 a+12%

114 ewwé He 06paboTaHel

Bbi30BbI N0 AHAM

@ Bxopaswwe oteedersl B MponyLleHs

140

120

100

80

60

40

20

0

14.09

16.09

18.09 20.09 22.09 2409 2609 2809 3009

1840 13 2 173 goweflmnx Ao onepaTopos

CpefiHee oXupaHue

22 c %

po oTBeTa, ¢ IVR - MaKe. 1116

CpepHuit pasrosop

3:08 o

no ecemM OTBEYEHHBIM BbI30OBaM

3aBepwmnnck B IVR  — Kcxopauwme

Korpa 3BoHAT: BXOASLLMX B Yac, B cpefHeM

MH
BT
cp
Yr
nr
C6

Bc

06

1 4
e}

1 4
1 3
1 4

1

08

ogoo

®

o

10

14

6

2

16

MeHbLIe

0210 0410 0610

nuk: Cp 11:00 — 15,8 B vac

POA0D -
D0B0O -
- OE0 -

DoOoe0a -
1000 - 000
3 3 4 2 z) & 2

Z

18

1
1 1
1 1
2

2

20 22
ERERES Gonbuwe

YpoBeHb cepeuca (SLA)

69% A +40%

oTBeT 3a 20 ¢ - Mo XYypHany ouepefen

WNcxopsuwme

1076 .

L[03BOHWUAUCE 799 (74.3%)

3asepwmnucs 8 IVR MoBTOpHbIE 0bpaLyeHns
150 A +25% 107 A+7%
6.5% BXORAWMX HE [OWNM A0 ONEPAT... 5.8% OTBEUEHHbIX — 3BOHMMK CHOBA

BxopsAwye no yacam

@ Oteeuerbl @ MponyLeHb!

300

250

0

0810 10.10 1210

KaHanbl TpaHKa no yacam

6/6

nnk - 23.08 1112

0,2

B CPEJHEM 3aHATO KaHanos

| 1
|
‘ | |
II ‘ ‘II._
00 02 04 06 08 10 12 14 16 18 20 22

® Ceityac: 6 u3 6

100%

NMKOBas 3arpy3ka éMKoCTU

30 MuH
= 80% EMKOCTH - BCE 3aHATbI: 1 MUH

B Maxcumym 3a neprog B OBbIUHBIA KK (CpeaHee no aHAM) -- EMKoCTb

7

6

5
4
3
2
1
0

npoGunb Mo Yacam cyTok

00:00 02:00 04:00 06:00 08:00 10:00 12:00 14:00 16:00 18:00 20:00 22:00
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AHATTUTUKA

Ouepenu  ronocosoe MeHIo

Oyepepu

CKOMbKO BOLWJIO U NMPUHATO, KTO yLIJéJ'I HE 00>XXOaBLNCb, KTO U3 OMNepaTopoB HE

B34 TPYOKY.

Ouepepgu 3a nepuog

Ouepegb Bowno v MpuHATO % NpUHATBIX  Ywnu, He goxaaswvck Mo TaimayTy
6501 KopnopaTUBHbI@ KNUeHTbI 749 631 s 84.2% 118 0 69.7%
6500 OcHoBHaA NUHUA 693 592 e—— 85.4% 101 0 68.3%

Yepes cKonbko yXoanT, He A0XAABLIUCH AreHTbl B 0Ouepeam

no10c @10-30c M 30-60c @@ Honble MUHYTLI

Homep AreHT

104

Pawag Mcmannos

102 3nbBUH Mamegoe
101 Hurap Annesa
103 Nelina FacaHoBa

0 20 40 60 80 100 120

Contact Center gna Voice Server

SLA Cp.oxupganve Makc. oxugaHue Cp. Bpems Ao yxona

17¢c 1:09 1:21

18¢c 1:10 1:17

6500 OcHOBHAA NMHUA

Cp. pasr

MpuHany He e3an Tpybky Pasrosopbl Cp. pasrosop

164 co— 86 9419 muH
148 c— 91 9415mMuH
142 com— 89 8449 mMuH
138 oo 100 9424 MUH

3:25

3:45

3:44

4:05

IVR

Kypa BeOETt Kaxaasa KHomMKa 1 Kak yacTo eé
HaXMMaltoT.

# FnaBHOEe MeHI
IVR 1

79%

oowny oo onepatopa

2 323 ownu B MeHIO - TaumayT: 69 * owwubka Beopa: 0

]
@ OteeTun oneparop 1840 79.2%
® He poxpanuck oTseTa 333 14.3%
Monoxunu TpyBKy B MEHO 150 6.5%

KHONKKU meHIo BCEro Haxatuin: 2 173

0 BHyTpeHHWI 101 - Hurap Anuesa 0
0%

@ Quepegb 6500 + OcHOBHaA NUHUA 693
31.9%

@ Ouepenb 6501 - KopnopaTUBHbIE KNWEHTbI 749
34.5%

@ pynna 601 - ByxranTtepus 731
33.6%

g [lonocosasn noura 101 - Hurap Anuesa 0

0%
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PABOTA C KJIMEHTAMWU

Hu oguH nponyLieHHbIU He TepseTcs

1

3BOHOK MnponyLueH

Cpa3sy B CNUCKe: HoMep, M4
n3 CRM, oyepeppb.

MponyuweHHble BXoasALMe

Bpemsa v KT0 3BOHMN
2026-10-13 17:59:52 0779540728
2026-10-13 17:10:05 0122220618

Contact Center gna Voice Server

2

[lepe3BOH BUOEH caM

OTBEYEHHbIN 3BOHOK C
HOMeEPa 3aKpbIBa€eT €ro.

Nms Ha Homep Ouepegb
Kapital Bank 0124465135 6500
Hotel Baku 0124465136

3

B3aTb B paboTy

YT0Obl ABOE HE 3BOHUNU
O HOMY KJTUEHTY.

4

[Nepe3BoHUN

3aKpbITb O4HOMN KHOMKOWN C
KOMMEHTapMeM.

He obpaboTtaHbl B pabote  Bce Mowuck Homepa...

Xpan [Mepe3soH (aBTo) O6paboTka
49 c I HeT HOBbIN
37c ! HeT HOBbIW

- el - 18
O &)

10



PABOTA C KJIMEHTAMWU

CRM, KkoTopas 3anosHAeTcAa cama

° Ka)Kp‘b|ﬁ’ KTO A,03BOHMJICA, MNOABNAETCA B CMNCKE r— ® B CRM ® Hossie, He coxpanens ® Obpauanvics nosTopHo
923 12 911 773

C a M YHUKanNbHbIX HOMEPOE 3a Neprog BCero COXPaHeHHbIX KNMEHTOB MOXHO COXPaHWUTb OLHON KHOMKOM 3BOHWUIK 2 pa3a 1 bonblue
°

ABOHEHTbI, f03BoOHUBLIMECA B KLl 911 B cnincke @ Hotel Baku X
Py GLEECE B CRM  CnponywexHbimi — Bce Homep, UMs, KOMNaHNs ... 0123121965 @ ( © MosBoHUTb
e «CoxpaHuTb»: nms 6epetcsa us Caller ID. (o] ”“* (S

HoBbiil aboHeHT

[ CoxpaHuTb BCEX HOBbIX CsV

ABGoHeHT KomnaHusa BeizoBoB [ocnegHWA 3BOHOK ¥ CRM
.
e KapTouka aboHeHTa: 3BOHKM 3a rof, 3aMeTKu, Teru. ., . ,
0123121965 3 1310.2026 -CO"""‘“”“’ 9 8:89% 3:00 103 fNleina...
3BOHKOB 3a rof, ' ¢ OTBEYEHO CPeAHWiA pasrosop Yallle Bcex
Kapital Bank 17.08.26 obwancs
e s o 5 13102028
® I'Iponyu.l,eHHble 6es nepe3BoHa BMOHbI B KapPTO4YKeE. @) nirusenon Vetopus o 3awerwn O Mpons
6 13.10.2026 -Coxpaumb
0706486419
BTOPHMK, 13.10.2026
©Q o 3 13102028 B 0:00  Hoxogmmp 101 Harsp An -
v : CXOAALMI urap Anuesa v 2 @
e Ims KniMeHTa Ha aKpaHe TenedoHa onepartopa.
0122645568 3 1310.2026
Ges mmenn .10, NOHEAENBHUK, 05.10.2026
. Bxoaawwii - 102 3nbeuH Mamepos . @
¥ : :
Q o s s
° o]
e 3anucu pasroBopoB: C/yLaTb B bpaysepe nnu e
@ 0122060919 4 1310.2026 orpannte v Q00 Bxoaswwii - 104 Pawap Vicmaunos v 6:00 @
ckavaTb
Hotel Baku 3
° @ 0551848492 1 npon. 13.10.2026 OXpanATL CPEOA, 16.09.2026
Kapital Bank 5 A 0:00 WMcxopawwmin - 106 Typrai Benues v 1:52 @
@ 0779540728 1 npon,  13-10.2028 CoxpanuTe
NMOHEAENBHWK, 14.09.2026
o 2778981313 3 1310.2028 -Coxpaumb
©3 MMEH A 0:00  WcxopAwwii - 106 Typraii Benues v 3:33 @
0708236676
o 6es nmeHn 7 13102026 BTOPHNK, 08.09.2026
¥ . Bxopawwii - 103 fleitna Macaxosa X @
° 0124963116 2 1310.2026 -Coxpaumb 0:00 oxuganve 15 ¢ v 1o
6e3 umeHn
. YETBEPT, 03.09.2026
@ o 2 w2028 :
¢ oo  Broadwmi #5IVR
oxuaanve 20 ¢
Kapital Bank
0501962704 4 1310.2028 orpannTe - [
0123144539 3 13.10.2028 CoxpaHuTe

Contact Center gna Voice Server 1



AHATTUTUKA

XBaTaeT nu KaHanos oT SIP npoBangepa

o 3aHATbIe KaHaJbl N0 YacaM U MNPAMO cenvac.

KaHanbl TpaHKa no yacam ® Ceiyac: 6 M3 6
e Jlumut SIP trunk: ecnu nuk B HEero ynmpaeTcs
ynnp ' 6/6 100%
KITMUEeHTbI CJlbllUaT «K3adHATO». nuK - 23.09 11:12 NUKOBas 3arpyaka MKOCTU
e MuHyThbI Bbiie 80% 1 MOMEHTbLI, KOra 3aHsATbl BCE 0,2 30 muH
B CpedHEeM 3aHATO KaHanoe = 80% emMKoCTH - BCe 3aHATh: 1 MKH
KaHanbl.
B Makcumym 3a nepros B O6biuHbIA MWK (CcpeaHee Mo AHAM) == EmkocTb
e [Monoca 3arpy3ku B Dashboard: xentasa ot 80%, APOGUIb MO YaCaM CYTOK
KpacHad, Korga 3aHATbl BCe. 7
=
5

0 eo—eo—ao—9eo—o—»

00:00 02:00 04:00 06:00 08:00 10:00 12:00 14:00 16:00 18:00 20:00 22:00
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NMCXOoOAWWE

ABTOO0063BOH No cnUcky us Excel

e Excel unn CSV: tenedoH, nmga, KOMMEHTapUN.

e Progressive: Homep HabupaeTcs, TONbKO Korga s (POANOHMS CTPAXOBK —OKTABPS i (e ) (oo ) (oo )
onepaTop CBOGOAEH.

Homepos @® O6paboTaHo ® CoefuHEHO C oNepaTopom ® He 003BOHWAUCH ® Ceiuac

. 640 52% 256 74 2
e CBoSA rpynna onepartopoB y Ka>kgon KaMrMaHUMN. e s B ey

3arpysutb Homepa Cenvac 2

() AGOHeHT oTBeTUN:. 3BOHOK Cpa3y y OnepaTOpa’ C wabupaev 0552189144 Elgin Hassnov = 103 Meina Macanosa

MepeTtawmuTe cioga Excel (.xIsx) unu CSV, unu HaXxmuTe, UTobbl BoibpaTh dain

Ka pTO L_I KO l;] M C K p M rITO M KonoHku: TenedoH, MMs, KOMMeHTapuia. Mepsan cTPOKa MOXET GbITh 3aro/oBKOM.
L]

y onepatopa 0702196537 Glinel Abbasova - 101 Hursp Anuesa

L B peMﬂ [ AH M M n on bITKM : H eﬂ'O 3 B O H bl H a 6 M p a I-OTCg Homepa 640 Koyt Ceiivac CoefviHeHbl He g0o3soHWAUCH Homep, UMA UAKU KOMMEHTaPWHA.

C H O B a Homep Nmsa KommeHTapwuii CocTofHue MonbiTok  Onepatop Pasrosop [locnepHuit 3BOHOK
L]
0502130000 Resad Mammadov Monuc KACKO po 31.10 COEANHEH 1 101 Hursap Anvesa 40c 241010:00
Lo 0512137393 Leyla Hiiseynova OCArIO, 2 aeTo coefuHéH 2 102 3neBvH Mamepoe 1:17 2470 11:01
e Xoa KaMnaHUM OHNauH 1 pesynbTtaT B CSV. |
0552144786 Orxan 3liyev Mpocun 3BOHKWTL nocne 14:00 He [l03BOHMNWUCD  HEe OTBETHN 3 241012:02
0702152179 Narmin Qasimova COeMHEH 2 101 Hursap Anvesa 2:31  241013:03

nosTop  3aHATO

0772159572 Tural Babayev MOCTOAHHBIA KNMEHT cnemytouit 2410 16:04 1 2410 14:04
0102166965 Aysel Rzayeva COE[LUHEH 2 103 fleina lacaHosa 3:45 24.1015:05
0502174358 Kamran ismayilov Toyota Prado HKOET 0
NE1MMO017TE Cakima Muilivemen Misamien ANY mmAfnAAu AT wnaT n

Contact Center gna Voice Server 13



AHATTUTUKA

OtueTbl B Telegram v Ha e-mall

e o PacCrncaHuio: KaXka,bIn A€Hb, Pa3 B HEOEJTHO UJTA
Pa3 B MeCHLU.

e [NaBHOE B 04HOM COOGLLEHUN: ONepaTopbl,
BXOAALLIME, UcXxodsLme, HeOTBEeYEHHbIE.

e He nepesBoHunu, SLA, ny4line onepartopbl u
oyepenm.

e CpaBHeHuMe c npowsibim nepmogom AV,

e [Mpumep Ha peanbHbIX AaHHbIX NPSAMO B
HaCTpPOMKax.

e HA3bIK OTYETA: PYCCKUUN, azepbang >XxaHCKun,
aHINMMUCKUN.

Contact Center gna Voice Server

E OrtuyéTbl B Telegram u Ha e-mail

Cnepyrowuin oT4€T: 19:00 - nocnegxuid 2310 19:00 — pocTaeneH: Telegram -1001234567890, E-mail

Kak vacto

Bo ckonbko

Yro B OTUéTE

Kyna

A3bIK OTYETA

Kaxabli AeHb Pas e Hegenwo  Pas B Mecal

07:00 PM Q@ 3aBYEepa  MTOrM JHA K 3TOMY BPEMEHW

CCKOHI:;I(O onepaTopoBs paﬁo-rano) Conp,ane) chxop,nmwe)

(Heomeqeuuble) (He nepeasonunu) (SLA 7] o»m,qal-me)

(ﬂy-uuwe onepa'ropm) COuepep,M ABTOO63BOH

(CpaBHeHVIE C NpoLunbIM nepwop,om)

° Telegram @ E-mail

B YaTkl -1001234567890 (M3
KapTouku Telegram)

director@company.az, sales@c

contactcenter@ippbx.localdom:

BTopoe none — agpec
oTnpasuTens, HeoGA3aTeNbHO.
MouTa yxoAWT Yepes NoUTOBbIA
cepeep ATC.

English  Azarbaycan

CoxpaHuTb OTnpaBuTh ceifvac

c OTnpaenATL No pacnUcaHul

BCECEN M E-mail  npuMep Ha peanbHbiX AaHHbIX OB6HOBUTL

| OT4ét Contact Center - npumep
32 24.10.2026, c6, Ha 19:00 - ippbx.company.az

99 OnepaTtopoB paboTano: 6

& Bxopsawue: 412 - npuHaTo 380 (92,2%) A 8%

& Vcxogswwme: 210 - no3soHunuck 150 W 3%

¢ HeoTeeueHHble: 32 - He nepessoHUnn 9 W 22%
@ SLA 20 c: 87,4% - oxumpaHue 0:14 - pasrosop 2:36

7 Nyuwwe onepaTtopbl

1. 101 Hurap Anveea — 3BOHKOB: 107
2.102 9nbBWUH MamMefoB — 3BOHKOB: 107
3. 104 Pawap Mcmaunoe — 3B0HKOB: 93

[] Ouepenm
6500 OcHOBHas NUHWA — 3BOHKOB: 300, npuHATO 93%
6501 KopnopaTuBHble KNMeHTbl — 3BOHKOB: 112, NpUHATO

89,3%

AV « npownomy nepuogy

14



OOCTVYI

Ka)xabiv BUOUT CBOE

Ponb YTto BUOUT YTo moXeT

ApMUHUCTpaTOP Bce pa3genbl U HAaCTPOWUKK Ponu, nnueH3ua, HaCcTPoONKN Moayns
CynepBausep Bce 3BOHKUK, onepaTopoB U CTaTUCTUKY B3aTb, Ha3Ha4YnUTb, cnyLwaTb, BMeLWaTbCH
OnepaTtop CBOU UHTEPDENC U KAPTOUKMN KITMEHTOB 3BOHUTb, Nay3a, oyepeqmn, 3aMeTKH

Bxon no ceBoemy norunHy Voice Server. [lpaBa NpoBepAeT CepBepP: onepaTop He OTKPOET CTaTUCTUKY,
Oa)ke ecnv nonpobyeT HanpsmMyio.

Contact Center gna Voice Server 15



BHEOPEHWE

KakK 3TO yCTPOEeHO

Ha saweu IPPBX unu B obnake

Ypo6Hbin Dashboard Voice Server-a, Ha Baluem
cepBepe unn B obnake.

HdaHHble 6epyTca n3 camoun IPPBX B peanbHOM
BpeMeHM.

TenedpoHUs He mMeHsAeTCcA: 3BOHKUN, ovyepean, IVR kak
npexae.

NMpoBepKa cucTemMbl cCaMa MokKa3sbiBaeT, BCE N
0OCTYMHO.

Contact Center gna Voice Server

3BOHOK U3 GBpay3epa: gBa cnocoba

Softphone Ha kKomnbloTEpE

OguH KNuk B 6paysepe, softphone cam HabupaeT HoMep.

Yepes IPPBX

IPPBX 3BOHUT Ha Tene¢poH onepaTtopa C aBTOOTBETOM U
HabupaeT KNneHTa.

16



CLOUD

O6nayHbin cepBep TenedpoHuu

Tier Il 99,9% <2ms

Data Center B baky SLA oOCTYynHOCTU 3afep>XXKa BHYTpU
cepBepa AzepbanpgxxaHa

S

Data Center Tier lli
B baky

Voice Server n Contact Center Daily 10 p‘Heﬁ DDOS

paboTatoT Ha o61avYHOM cepBepe.
IlaHHble He NoKugaroT
Azepbang>xaH.

Backup kaxkabin AeHb XPaHUTCS KaXkabln 3alMTa OT aTaK Ha
Backup cepBep

17
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SIP

[MogknoyeHUe HOMepoB K 0bnaky

OnepaTopbl CBA3U Cloud Paboune mecTa

SIP-Homepa u SIP trunk B Voice Server n Contact Center, —> softphone, IP-TenepoH n bpaysep
AzepbanpgyaHe Data Center Tier lll B baky onepaTopoB

@ o

SIP-Homepa 4yepes public internet SIP trunk peer
Homepa onepaTopoB CcBsA3U BHYTpU A3epbangxkaHa, [TpsamMoun peer c onepaTtopom cBa3un no IP-agpecam, 6es
BbiIxoasiune B public internet, peructpupyroTcsa Ha peructpauun. [na 6onbLIOro Yncra KaHanos.

obnayHom cepsepe no SIP.

Contact Center gna Voice Server
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HAOEXHOCTDb

be3onacHo ansa saweu IPPBX

@

IlaHHble B A3epbanpyxaHe

Ha Bawwem cepBepe mnn B Data Center
Tier lll B baky.

o?

3awmieHHas MUeH3us

Knoy noanucaH n NpmuBa3aH K cepBepy.

Contact Center gna Voice Server

o 8
JlnueHs3ua opnauH [MpaBa Ha cepBepe
Knoy npoBepsaeTca Ha cepBepe, 6e3 Ka)kgoe aencrteme npoBepseTca no
UHTEPHETAa. POJIN.

XXypHan gencreuu

BuaHO, KTO U YTO caenan co 3BOHKOM.

19



NMNUEH3 WA

[lpocTO U Npo3payYHoO

14 pHeN [lo mecTam 2 Mmoayns 1cepBep

6eCI'IJ'IaTHO, CO BCeMU onepatopbl N BMeCTe UI1n no KJ/TFOY BCTaBJ/1AE€TCH

OYHKUMAMMU cynepBamnisepbl; agMUHbI OTAENIbHOCTU BPYYHYO, odpriavH
6ecnnaTHoO

Korga cpok 3akaHuymMBaeTcs, Mogy/b elwe 3 AHA paboTaeT c npefynpexneHnem, 3aTteM oCTaHaB/IMBAETCA
TOJIbKO MoAaynb: 3BOHKN N IPPBX paboTatoT, AaHHble coxpaHATCA. C HOBbIM K/1FOYOM OH Cpa3y 3amnyCcKaeTcs.

JlnueHsuna koga: AGPLv3+, onsa ceTeBblX M 06/1a4HbIX cepBUcoB (Saas).

20
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BHEOPEHWE

Kak mMbl paboTaem

1 2 3 4

Pa3bupaem 3apauy CtaBuM 1 HacTpamBaeMm O6y4yaem ConpoBoXxpaem
CMOTpPUM, KaK NayT 3BOHKU, U IPPBX, SIP trunk, ouyepegu, IVR OnepaTopoB U O6HoBNEeHUs, AopaboTKn n
goroesapuBaeMcs, 4To n Dashboard. cyrnepBan3epoB, C KOPOTKUMMU NOMOLLb.

N3MEHUTb. NHCTPYKLUMAMMN.

Contact Center gna Voice Server 21



[TonpobyuTte
Ha cBoeu IPPBX unus
obnake

YcTaHOBUM, HAaCTPOUM M NMOKaXXeM BalluM ornepaTtopam.

14 pHen be3 pucka Mo knou

NpobHbIN Nepunop 6e3 onnaTtbl U TenepoHUst He MeHsIeTCs, AaHHble YCTaHOBKaA, HAacTpoOmnKa ponen u
OorpaHN4YeHunn ocTaroTca B AsepbangxaHe ovyepenen, obyyeHmne



MODULE FOR VOICE SERVER 17 ece

Contact

@ updated 15:40:00 - every 2 s

® Waiting in queue
2

ongest wait 1:41

® Conversations

3

calls intotal: 8

1

In conversation  0:06

My call: 0773848088 onbuun MN'ynues

RU

My phone for pick-up and listening 102 3nbBuH Mamenos v

Ringing / dialling ® Free Paused Trunk lines
0 1 5/6
ringing 1- dialling 0 online: 5 offline: 1 83.3%

X Hang up [ 2 Transfer

] [ Consult transfer

) (o hou

Calls nhow m Waiting ~ Talking  Outbound
State Caller Queue / menu Agent Time
q 0776224174
¢ .
talking OTAEN KON, KNMEHTOB Queue 6500 OCHOBHas NMHUA 101 Hurap Anuesa 2:46
talking A 0124445566 104 Pawap Vcmaunos 1:21
P 0518158822
¢ .
ringing OTAeN KOpN. KAEHTOB Queue 6501 KopnopaTUBHbIE KNNEHTbI 105 CabuHa Kynuesa 0:24
0512782522
v .
queued Kapital Bank Queue 6500 OcHoBHaA NMHUA 1:41
0771641268
v .
queued OTAen Kopn. KIMeHToB Queue 6500 OcHoBHaA NMHKUA 0:38
in IVR Y 0776224174 IVR1 0:18
0 0773848088
° ¢ . o
y I P P B X I I L4 talking 3nbunH Mynues Queue 8500 OcHosHas nuHus 102 3neBuH Mamenos 106 @ Take over @
°
‘N C()r]|a<:| (:enlel (”l {H” ()I II tlle C OUd 0705889644 --
v .
on hold Pecenn slot 71 0:56 Assign ¥
EI |: V I I I ) Agents Ifree lringing Bonacall Ipaused [ offline Queues now

101 Hurap Anuesa
onacall- 2:26
Otnen kopn. KnneHToB - 07762241...

(@)=)-)

104 Pawap icmaunos
onacall- 1:21
0124445566

102 3nbeuH MamepoB
onacall - 0:06
3nbunH N'ynuee - 0773848088

o wn (D@E0

105 CabuHa Kynueea
ringing -+ 0:10
Otpgen kopn. knueHToBs - 05181588...

L=

statistics and CRM in the browser.

6500

Pycckunun

6500 6500 6501

Azarbaycan English

anoe

103 Neitna MacaHoBa 6500 OCHOBHasA NIMHKUA  today: answered 87, abandoned 9, SLA 78.4%

paused .

O6en 2 1:41 3 0 1
waiting max wait free busy paused

o =0

1. 0512782522 Kapital Bank

106 Typrait Benues

2. 0771641268 QOtpaen Kopn. KNMEHTOB
offline

6501 KopnopaTuBHble
K/IMEHTBI

today: answered 23, abandoned 2, SLA
91.3%

n Ne 2 n




THE PROBLEM

What holds a contact center back

Missed calls get lost The supervisor cannot see the floor

Nobody knows who has been called back and who has not. Who is talking and who is waiting in the queue is
guesswork.

Customer history lives in someone’s head Reports by hand

Another agent does not know what was agreed yesterday. Queues, IVR and SLA have to be exported and combined in
Excel.

Contact Center for Voice Server
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All of this is solved on your IPPBX
or in the cloud

On your server or in a Tier |l Data Center in Baku. Calls, queues and
the voice menu work as before; the module only adds workplaces and
reports.

Contact Center for Voice Server
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WHAT'S INSIDE

What the module includes

2 A il

)

Agent interface Supervisor interface Statistics CRM and recordings
Calls from the browser, All calls live: take, assign, Dashboard, queues, IVR, Caller history, notes, call
customer card, transfer, listen, barge in. SLA, agents, SIP trunk recordings.
call result. channels.

An agent needs only a browser and a softphone Built-in help in three languages

Auto-dialer and reports to Telegram and e-mail

Contact Center for Voice Server 04



INTERFACES

Agent interface

Incoming call: a card with the name and company
from the CRM.

One-click calls through the softphone or through
the IPPBX.

Transfer, consultative transfer, hold, pause with a
reason.

Call result and a comment are saved to the
customer.

Hotkeys: F2 — answer, F4 — hang up, F9 —
transfer. Customisable, work with MicroSIP.

“"Call back": missed calls not yet returned.

Contact Center for Voice Server

AnbeuH Mamepos
) ® onacall- 0:03 O6es
My extension 102 SnbBuH Mamefios v
Queues: | v 6500 OcHOBHAA NMHNA v 6501 KopnopaThBHbIe KNUEHTI
r
IN CONVERSATION 0:03

0773848088

3AnbumH MN'ynues - AzepcyH XonauHr
¢ Inbound - Queue 6500 OcHOBHaA NMHUA

X Hang up [ 2 Transfer [F9] ][ %" Consult transfer [Shift+Fe] }
u Hold \E\

ON HOLD

0705889644 PeceniuH slot 71 - 0:38 [EGECEIG]

Customer 0773848088

AnbuuH MNynues
A3epCyH XonauHr
3aKYNKK

3BOHMT No onnarte cyeTos, Nnpeanoyutaet WhatsApp

Account owner (agent): 101 Hurap Anvesa
RECENT CALLS

14.09 09:59 ¥ 104 Pawag Wcmannos v answered  6:05

26.08 09:15 ¥ 104 Pawag Mcmawnos + answered 36 s

NOTES

2710 09:40 - op101
[MepeasoHUTL] YTOUHKUTL cTaTyC 3aasku N24471 nocne 15:00.

Note about the customer...

v

® Answered ® Qutbound Talk time Average

10 8 59:22 3:57

inbound of 10 connected: 5 today talk per call

Call back (missed by the centre) 14

13.10 17:59

13.1017:10 0122220618 Hotel Baku

13.10 16:10 0555226783 Murad

13.10 15:51

13.10 14:56

13.10 14:22

13.1012:29

13.1011:25

13.10 10:55

6500 - Time to answer 49 s
Time to answer 37 s

Time to answer 48 s

6500 * Time to answer 2:28 - in prog...
6501 - Time to answer 39 s

6501 - Time to answer 2:16
0126181376 000 .. Timetoanswer 31 s in progress ni..
6500 - Time to answer 31 s
6501 - Time to answer 32 s

0779540728 Kapital Bank

0771196638

0706546282 Murad

0505919633

0556739751 Hotel Baku

0123649043 Sevinc

My calls today 23

07:06 ¥ 0555219815
08:08 ¥ 0707258907 Pasha Holding

08:27 7 0515141630

v answered  2:06
v answered  5:34
v answered  3:09 .E

08:27 7 0501699283 ! busy

09:38 ¥ 0516133712 Pasha Holding

v answered  4:06 ..ﬁ‘

05



INTERFACES

Supervisor interface

H o 1 1 1 @ updated 15:40:00 - every 2 s My phone for pick-up and listening 102 9nbBUH Mamegos v Hotkeys
o calls live: menu, queue, ringing, talking, on hold.
® Waiting in queue @ Conversations Ringing / dialling @ Free ® Paused Trunk lines
2 3 1 0 1 5/6
. . longest wait 1:41 calls in total: 8 ringing 1- dialling 0 online: 5 offline: 1 83.3%
e Take a call yourself or assign it to an agent.
[ My call: 0773848088 OSnbumk lynues  Inconversation  0:06 [arransfer ] [ & Consult transfer {shnwm]] [.. Hold @]
[ ] [ ] L]
e Listen, whisper to the agent or barge in. . ——
alls now Pl Waiting  Talking  Outbound
State Caller Queue / menu Agent Time
® Take over a Conversatlon On your Own phone and talking © gzzgﬁidogfmmewos Queue 6500 OcHOBHaA NUHUA 101 Hursp Anvesa 2:46 @
handle it with hotkeys B~ omessses wirsuenanes 21 (@) (8] (@) (e (D)
ringing “ 83;2?3;2”2 KNMEHTOB Queue 6501 KopnopaTUBHbIE KNWEHTbI 105 CabuHa Kynuesa 0:24
« Agents and queues: who is free, who is paused. | s« e
| queued “ gz;;iﬂ;f: KIMEHTOB Queue 6500 OcHoBHas NUHUA 0:38
e Actionlog: who did what and when D - o () Conr)
L] °

i 7r1 : @
"4 R k =2
talking Anbund Nynves Queue 6500 OcHOBHaA NUHUA 102 dnbeuH Mamepos 1:06 1] ) aKe over X
0705889644 :
¢ 7 : -T ki -A .
on hold PecentuH slot 71 0:56 ssign ¥

Agents | free ringing lonacal | paused offline Queues now
101 Hurap Anuesa 102 InLeuH Mamepos 103 Neiina MacaHoea 6500 OcHoBHaA NMHKUA  today: answered 87, abandoned 9, SLA 78.4%
onacall- 2:26 onacall- 0:06 paused .
Otpaen kopn. KnveHToB - 07762241... 3neyunH MNynues - 0773848088 Ob6eg 2 1'41 3 0 1

waiting max wait free busy paused
w  EED | = e DEED =  ©E0
1. 0512782522 Kapital Bank 1:41

104 Pawap Ucmaunos 105 CabuHa Kynuesa 106 Typrai Benves 2. 0771641268 OTgen KOpM. KIMEHTOB 0:38
onacall- 1:21 ringing - 0:10 offline
0124445566 Otpen kopn. knvexTos - 05181588... ‘—\H—\‘
I @@ £500) (€201 @@ o 6501 KopnopaTusHble today: answered 23, abandoned 2, SLA
KNMEHTbI 91.3%
n Ne ] n 1

Contact Center for Voice Server 06



ANALYTICS

Dashboar

3 seconds

real-time data refresh

@® updated 15:40:01 - every 3 s

® Waiting in queue

2

longest wait 1:43

Alert colours

a tile turns red when a caller waits over a minute
or no agent is free

Agents

105 CabuHa Kynuesa 12 s
ringing
Otpen kopn. knueHToe - 0518158822

102 3nbBUH MamepoB 8s

® on a call
3nbuuH MNynues - 0773848088

Full screen

for a wall monitor on the floor

Contact Center for Voice Server

® On acall ® Free

3 0

ringing at 1 agent(s) paused 1 offline 1

free O ringingl ®onacal 3 ® paused 1 offline 1
101 Hurap Anuesa 2:28 104 Pawap Ucmaunoe  1:23
® on acall ® onacall
OTpen kopn. kNueHTos - 0776224174 0124445566

103 Nekna MNacaHoBa 106 Typraii Benunes
® paused offline
Obep

3/6

50% in use - PBX calls 8

Queues now

6500 OcHOBHasA NUHUA
today: answered 87, abandoned 9, SLA 78.4%

2 1:43 3 0

waiting max wait free busy

1. 0512782522 Kapital Bank
2. 0771641268 Otpen Kopn. KNMEHTOB

6501 KopnopaTUBHbIe KIIMEHTbI
today: answered 23, abandoned 2, SLA 91.3%

0 Os 3 0

waiting max wait free busy

Full screen

1

paused

1:43
A0s

1

paused
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ANALYTICS

Key figures for the period

e Inbound, answer rate, SLA, outbound with the
change against the previous period.

e Average wait until an agent answers.

e SLA: the share of calls answered faster than the
threshold.

e Repeat calls: the issue was not solved the first
time.

e "When customers call” map: weekday x hour, for
shift planning.

e CSV for Excel in one click.

Contact Center for Voice Server

Inbound Answered Service level (SLA) Outbound

2,323 . 84.7% s 69% 1o 1,076 » -

® Inbound answered 1,840 ® Missed 333 1,840 of 2,173 that reached the agents answered within 20 s - from the queue log connected 799 (74.3%)
Ended in IVR 150

® Missed Average wait Average talk time Ended in IVR Repeat calls
333 a-12% 225 0% 3:08 o= 150 4 +25% 107 4+7%
114 not handled yet until answer, incl. IVR - max 1:16 across all answered calls 6.5% of inbound calls never reached .. 5.8% of answered callers called again
Calls by day Inbound calls by hour
@ Inbound answered @ Missed Ended in IVR — Outbound @ Answered @ Missed
140 300
120 250 l I
100
[} N I 200 1 I 2
80 O | 1
150 [ a
60
100
40
20 50 I I
o o | |
14.09 16.09 18.09 20.09 2209 2409 2609 2809 3008 0210 04.10 06.10 08.10 10.10 1210 00 02 04 06 08 10 12 14 16 18 20 22
When customers call: inbound calls per hour, average peak: Wed 11:00 — 15.8 per hour Trunk lines by hour ® Now: 6 of 6
- HDE00EDE0D0N oo 1007

Wed i 4 10

Thu 1 2

peak - 23.09 11:112 peak capacity usage
oopann® :
2 EEen. - 02 o
average busy lines = 80% of capacity - all busy: 1 min
DONDDDOn R —— ‘
@ Period maximum @ Typical peak (daily average) == Capacity hour-of-day profile
0D :
3 3 4 2 3 3 2

[

N

o

Sat 1 2

5

Sun 2
06 08 10 12 14 16 18 20 22 3

fewer EEERER nore 2

1
0

00:00 02:00 04:00 06:00 08:00 10:00 12:00 14:00 16:00 18:00 20:00 22:00
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ANALYTICS

Queues and the voice menu

Queues

How many came in and were answered, who hung up while waiting, which
agents did not pick up.

Queues for the period

Queue Entered v Answered Answered % Abandoned Timed out SLA Avg wait Max wait Avg time to abandon Avg talk
6501 KopnopaTHWBHbIe K/IMEeHTbI 749 631 o= 84.2% 118 0 69.7% 17s 1:09 1:21 3:44
6500 OcHoBHasA NUHUA 693 592 oo 85.4% 101 0 68.3% 18s 1:10 1:17 3:44

When callers abandon

Queue agents 6500 OCHOBHAS NIMHUSA v
under10s @ 10-30s @ 30-60s @@ overa minute
Ext. Agent Answered v Not picked up Talk time  Avg talk
104 Pawapg Mcmannos 164 o= 86 9h 19 min 3:25
102 3nbBuH Mamepnos 148 e 91 9 h 15 min 3:45
101 Hurap Anvesa 142 co— 89 8 h 49 min 3:44
103 Newna MacaHoBea 138 oo 100 9h 24 min 4:05

Contact Center for Voice Server

IVR

Where each key leads and how often it is
pressed.

4 FnaBHOe MeHIo 79%

IVR1 reached an agent

2,323 entered the menu - timeouts: 69 - invalid input: 0

]
@ Answered by an agent 1,840 79.2%
@ Got no answer 333 143%
Hung up in the menu 150 6.5%
Menu keys presses: 2,173
0 Extension 101 - Hursp Anuesa Y
0%
@ Queue 6500 - OcHoBHas NMHKUA 693
31.9%
@ Queue 6501 - KopnopaTWBHbIe KNWEeHThI 749
34.5%
@ Group 601 byxrantepus 731
33.6%
g Voicemail 101 - Hurap Anvesa 0

0%




CUSTOMERS

No missed call gets lost

1

A call is missed

It is on the list at once:
number, name from the
CRM, queue.

Missed inbound calls

2

The call-back shows
up by itself

An answered call with that
number closes it.

3

Take it on

So two agents do not call the
same customer.

W ERGICIE In progress  All

4

Called back

Close it with one button and
a comment.

Search number...

Timev Caller Name To number Queue Waited Callback (auto) Handling
2026-10-13 17:59:52 0779540728 Kapital Bank 0124465135 6500 49s  'no new E]
2026-10-13 17:10:05 0122220618 Hotel Baku 0124465136 37s  1no new @

Contact Center for Voice Server
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CUSTOMERS

A CRM that fills itself

e Everyone who got through appears on the list by e e o Lo

t h e I I I S e I Ve S unigque numbers in the period saved customers in total can be saved with one click called 2 times or more
L]

Callers who reached the call centre 911in the list Hotel Baku X
m In CRM With missed All Number, name, company... Save all new Ccsv 0123121965 o

e "Save": the name comes from the Caller ID.

New caller
Caller Company Calls Lastcally CRM
This caller is not in CRM yet
|® ;';’;3'1231';:5 3 13.10.2026 Save Y ave to
e Caller card: a year of calls, notes, tags
L] ° - ~
I I @ Kapital Bank 5 13102026 Save 9 8:89% 3:00 103 fNeiina...
0124825999 calls in a year - answered average talk talked to most
since 17.08.26
Ali Huseynov
@ 0706486419 6 1310.2026 save

e Missed calls without a call-back show in the card.

History ¢ Notes 0 Profile
0773051835 E
Q 3 13102026 =S
TUESDAY, 13.10.2026
0122645568
° h t I th f th t I ° no name 3 13102026 A 0:00  Outbound - 101 Hursip Annesa v 2:13 @
'he customer’s name on the screen o e agents
000 AsepcyH B MONDAY, 05.10.2026
@ 0511138150 3 13102026 '
h . Inbound - 102 3nbBuH Mamepnos . @
¥ 0:00 v 3:51
O n e ° Kapital Bank - waited 1:04
p @ 0122060919 4 1310.2028
THURSDAY, 01.10.2026
Hotel Baku 3
. . @ 0551848492 1 misseq  13.10.2026 v pp Inbound-104 Pawap Vcmannos 600 @
° waited 53 s
e Call recordings: play in the browser or download. N
0779540725 L missen 1370 WEDNESDAY, 16.09.2026
2 0:00 Qutbound - 106 Typrai Benves v 1:52 @
o 0778981313 3 13102026
no name
MONDAY, 14.09.2026
0708236676 B
° no name 7 13102026 A 0:00 Qutbound - 106 Typrai Benves v 3:33 @
0124963116 E TUESDAY, 08.09.2026
Q - 2 13102026 (save) 08.09.
. Inbound - 103 fleiina MacaHosa
. ¥ 0:00 v 110
Pasha Holding - waited 15 s @
@ 0505417484 2 1310.2026
THURSDAY, 03.09.2026
Kapital Bank E
@ 0501962704 4 13102026 (save ] v o0 Inbound R
waited 20 s
Sevinc
- ~—
e 0123144539 3 1310.2026

Rows: 911 <back page 10of 37 next>

Contact Center for Voice Server 11
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ANALYTICS

Are there enough channels from the SIP provider

e Busy channels by hour and right now.

o Trunk lines by hour ® Now: 6 of 6

e SIP trunk limit: when the peak hits it, callers hear

" " 6/6 100%

busy : peak - 23.09 11112 peak capacity usage
: )

e Minutes above 80% and moments when every 0.2 30 min

Channel iS busy. average busy lines = 80% of capacity - all busy: 1T min
« Load bar on the Dashboard: amber from 80%, red : Period maximum [ Typical peak (daily average) =-- Capacity hour-of-day profile

when all are busy. .

My W BN

00:00 02:00 04:00 06:00 08:00 10:00 12:00 14:00 16:00 18:00 20:00 22:00

Contact Center for Voice Server 12
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OUTBOUND

Auto-dialer from an Excel list

e Excel or CSV: phone, name, comment.

e Progressive: a number is dialed only when an - Acanieio [IPOANEHME CTPAXOBKM — OKTAGPE < urnng EDE= e

101 Hurap Anuneea, 102 dneevH Mamepnos, 103 Meitna MacaHosa - 09:00-19:00 Mon Tue Wed Thu Fri - CID 0124045500
agent is free.

Numbers @® Processed ® Connected to operator ® Not reached ® Now

. 640 52% 256 74 2
Y Its own g rou p of agents fo r eve ry Ca m pa I g n . waiting: 308 calls made: 675 average talk 2:36 after all attempts dialing: 1, with operators: 1

Upload numbers Now 2

e The customer answers: the call goes straig ht to daing 0552189144 Elcin Hassnov - 103 flefina Facawoss

Drop an Excel (.xlsx) or CSV file here, or click to choose one

the agent, with a card and a script.

with operator 0702196537 Glinel Abbasova - 101 Hurap Anvesa

® H o u rs' days a n d atte m pts : n u m b e rS n Ot re a C h e d Numbers 640 NI Waiting  Now  Connected — Notreached Number, name or comment...
a re d ia | e d a g a i n . Number Name Comment State Attempts Operator Talk Lastcall

0502130000 Rasad Memmeadov Monnc KACKO po 3110 connected 1 101 Hurap Anvesa 40s 24.1010:00
L ° ° d . 0512137393 Leyla Hliseynova QCATlOQ, 2 aesT0 connected 2 102 SnbBuH Mamepos 1:17 2420 11:01
th It in CSV

® Ive ca m pa Ig n p rog ress a n e re S u I n ¢ 0552144786 Orxan 3liyev Mpocun 3e0HMTL Nocne 14:00 not reached = no answer 3 24.1012:02
0702152179 Narmin Qasimova connected 2 101 Hursp Anvesa 2:31  24.1013:03
0772159572 Tural Babayev MOCTORHHBIR KIHEHT n;ttwm.?giézm 1 2410 14:04
0102166965 Aysel Rzayeva connected 2 103 Neina MacaHoea 3:45 24.1015:05
0502174358 Kamran ismayilov Toyota Prado waiting 0
NAE1M1017TE Cahima NMulivima Muramen AND, mnARAAwALA wiaitina n

Contact Center for Voice Server 13



ANALYTICS

Reports to Telegram and e-maill

e On schedule: every day, weekly or monthly.
[ ] [ ] .

e The essentials in one message: agents, inbound,

E Reports to Telegram and e-mail @) sendon schedule

outbound, unanswered. | |
Next report: 19:00 - last 23.10 19:00 — delivered: Telegram -1001234567890, E-mail

How often Weekl Vonthl E-mail  sample with real data Refresh
e Not called back, SLA, top agents and queues. Al Voo Ment

At @7:00 PM @ for yesterday  the day so far il OTuéT Contact Center - npumep

° . . . 3a 24.10.2026, c6, Ha 19:00 - ippbx.company.az

e Comparison with the previous period AV.

What is in it (Agents on duty) (Inbound) (c)utbound) (Unanswered) (Not called back) 98 Onepatopos paGoano: 6

(SLA and waiting) CTop agents) (Queues Auto-dialer : Bxonawve: 412 - npunaTo 380 (92,2%) A 8%
O M M M Wcxopswme: 210 + go3soHunmch 150 W 3%
o A Sample Wlth real data rlg ht In the Settl ngS. (Comparewiththepreviousperiod) X HeoTBeueHHsle: 32 - He nepessoHunn 9 W 22%
@ SLA 20 c: 87,4% - oxumpaHue 0:14 - pasrosop 2:36
Send to ;
. 00 . g o Telegram @ E-mail 7 Jlyuwme onepatopbl
® Report Ia n g ua g e : R u S S I a n I AZ e r b a IJ a n I [} E n g | I S h o to chats 1001234567890 (from director@company.az, sales@c¢ 1. 101 Hurap Anvesa — 3BoHKoB: 107
the Telegram card) 2.102 3nbeuH Mamenos — 380HKOB: 107
contactcenter@ippbx.localdom: 3. 104 Pawap VicMaunoe — 3BOHKOB: 93
The second field is the sender
address, optional. Mail goes ] Ouepepu
L through the PBX mail server. ) 6500 OCHOBHaA NUHWA — 3BOHKOB: 300, NpUHATO 93%

6501 KopnopaTUBHbIEe KNMEeHTbl — 3BOHKOB: 112, MPUHATO

89,3%
Report language English  Azarbaycan

AV K npownomy nepuogy

Contact Center for Voice Server 14



ACCESS

Everyone sees their own

Role Sees Can do

Administrator All sections and settings Roles, licence, module settings
Supervisor All calls, agents and statistics Take, assign, listen, barge in
Agent Own interface and customer cards Call, pause, queues, notes

Sign-in with your own Voice Server login. The server checks the rights: an agent cannot open statistics
even by trying directly.

Contact Center for Voice Server 15



DEPLOYMENT

How it works

On your IPPBX or in the cloud

A handy Dashboard for Voice Server, on your server or
in the cloud.

Data comes from the IPPBX itself in real time.

Telephony stays the same: calls, queues, IVR as before.

System check shows by itself whether everything is
reachable.

Contact Center for Voice Server

Calling from the browser: two ways

Softphone on the computer

One click in the browser and the softphone dials the
number.

Through the IPPBX

The IPPBX rings the agent's phone with auto-answer and
dials the customer.

16



CLOUD

Cloud telephony server

S

Tier lll Data Center

in Baku

Voice Server and Contact Center
run on a cloud server. The data
never leaves Azerbaijan.

Contact Center for Voice Server

Tier llI

Data Center in Baku

Daily

Backup every day

99.9%

server availability SLA

10 days

each Backup is kept

<2ms

latency inside
Azerbaijan

DDoS

protection against
attacks on the server

17



SIP

Connecting humbers to the cloud

Carriers Cloud Workplaces

SIP numbers and SIP trunks in Voice Server and Contact Center, —> agents' softphone, IP phone and
Azerbaijan Tier lll Data Center in Baku browser

@ o

SIP numbers over the public internet SIP trunk peer
Carrier numbers inside Azerbaijan that reach the public A direct peer with the carrier by IP address, without
internet register on the cloud server over SIP. registration. For a large number of channels.

Contact Center for Voice Server 18



RELIABILITY

Safe for your IPPBX

f S -

Data in Azerbaijan Offline licence Rights checked on the server
On your server or in a Tier lll Data Center The key is checked on the server, without Every action is checked against the role.
in Baku. internet.

o?

Protected licence Action log

The key is sighed and bound to the server. You can see who did what with a call.

Contact Center for Voice Server 19



LICENCE

Simple and transparent

14 days Per seat 2 modules 1server
free, with every feature agents and supervisors; together or separately the key is pasted in by
admins are free hand, offline

When the term ends, the module works 3 more days with a warning, then only the module stops: calls and the
IPPBX keep working, the data is kept. With a new key it starts at once.

Code licence: AGPLv3+, for network and cloud services (SaaS).

Contact Center for Voice Server 20



DEPLOYMENT

How we work

1 2 3 4

We study the task We install and configure We train We support
We look at how calls flow and IPPBX, SIP trunk, queues, IVR Agents and supervisors, with Updates, improvements and
agree on what to change. and the Dashboard. short guides. help.

Contact Center for Voice Server 21



Try it
oh your IPPBX or in the cloud

We install it, set it up and show it to your agents.

14 days No risk Turnkey

trial period, free and without limits telephony does not change, data installation, roles and queues set
stays in Azerbaijan up, training



