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1.3 Mwjdwbwghpt ndh dbg & dwnund unnpugpdwl wwhhg b wwpwsdynd 2023p hntujwph 01-hg
Ynnutiph dhole Swqwsd hwpwpbpniegniuttinh ufwwndwdp b gnpdnid £ dhtugl Ynndbiph wwydwuwagpny unwuduws
wwpuwynpnuegniuubiph nne dwywiny Ywwnwpnidp:

2. 4nWUsrk hPUULNKRLLLENE B4 MUrSULUULNR@E3NRLLENE

2.1 Mwwnyppwwnniu hpwyntup niup’
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Uwluwwnbuyws wihuutiph, puwyg ng N, pwu dhush nidjw) nwpdw nbynbdptph 30-p:

Cun npnud Yswpnuwd junwpbint uywnwlny hwbdudwu-punniudwt wpdwlwgpnugniutl unnpugnytint
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twhwwnbujws gnuwph 0,5 (qnn wdpnng hhug wwulnprwluwl) nnynuph swihny: Cun npnd winiquiupp



hwodwpyynd £ uwl Swnwjniegyniup unyt wwjdwuwgpny uwhdwuws dwdytinnud dwnnigbing,  uwlwju
wwwyhpwwnnth Ynndhg wyn spunniuybipnt nbwpnid:

5.3 Muwjdwuwgpny twfuwwnbudwsd Swnwinygyut  dwwnngdwt  dwdybnp  fuwfunbine nbwpnud
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wwinwufuwuwwnynieiniuhg, tpl nw tnb) F wuhwnpwhwpbih nidh wqnbgniejwu hinlwupny, npp dwabi b unyu
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opbuunpniejwl hwiwdawju hhip Yhwunhuwuwiht wwjdwuwghpp syuptint hwdwp: Cun npnud, Mwwnyhpwnntu
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pwl wwjdwluwagpny h uyqpwit Swnwniegniitbiph dwnngdwt hwdwp uwhdwudws dwdlybwnp |pwtwing
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wupwdwlbih dwup, jnipupwgnip Ynndht npdnud £ wwjJwuwagnh dby ophuwy:

7.12 Unyti wwydwtwgnh uywndwdp Yppwnynud b Cwjuunwup Lwupwwbwnntpjwl hpwyniupp:
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L npwd
Twnwjnijwl
qunuiubiph Jwwnnigdwl
hpwipny wjjutiny
Uwpwwnb | Uwhwnbujws Tbrifini
udwd Jhowlghl swithdwl oan n punhwunip
swihwpwd | dwdljughpp' sty Bl dhwynpp ghun puwtiwlyp hwugbt dwdlybiinp**
up puwn AUU /&L npwd
hwdwpp | nwuwlwpgdwu
(CPV)
Sknbjwwnjwlwl nkfutninghwtbph épwgpuiht wywhnydwl npwd | 15552 000 1 p. bpluw, Muwjdwuwghpp
uwwuwpynid, wyn pYnuf’ Cwupwwbinnipjwut nidh dbg
- dwppwwybnh  wlwwnwluqdh L U6 Jkg  wbuswljwl hpwwwpwly, dunubinig hbiwn
dwpdhuubpp® «UULPGM by LiEYywnpnuwht Ywnwywpulwl 365 op
thwuwnwpnpwPWlWNNLERIWY hwdwlwpgh wnbkjuuhyulut wniu 1
uywuwpydwl Swnwjnipejnil.
o dwpswybnh wpjuwnwlyuqd 501-1000 ogunynn
o Unnpowywhwlwl b wpluwwnwuph nbugwlwt dwpdht 301-
400 oqunynn
e Puwwwhywunpjwt b punbkpph nbugwywtu dwpdhtu 101-200
oquniynn
« Uppnipjwl nbuswlwl Jwpdht 21-50 oqwnynn
1 72261180/ « Ty JEpwhulynnnipjwl nbkugwlw Jwpdht 21-50 oqunynn

« Uttinwdpbpph wujunwignipjwl nbugwlywu Jwpdht 301-400
oquiynn

o Pwnwpwhtunipjul, nbjuuhjwlwt L
wiynwugnipjwl wkugwlwl Jwpdhu 201-300 oquninn

1. Oqunnnutiph  uwwuwpynw  pwqiwghs  htnwfunuwgdny
uywuwpydwl Yunpnuny wptuwwnwupwht optipht G dwdbiphu (5/8),

2. Cwiwlwpgh pupwghy pninp pwpdwgnuwiubiph Gt unpwgnudutinh
wuySwn wnbnunpnw, pwgwnnipjwdp wdpnnonyht unp hwdwlywpgh
unbtinddwu nbwpnud,

3. Mwwnyhpwwnnih wwhwugny Ywwnwpby uipytipuiph owtipwghnu
hwdwlwpgtiph  wbnunpnw,  hwdwlywpgh  nbnuthnfund  unp
utipyipwhti dhowywyp,

hpnthwjht




4. Ywwnwnplby ubpdbpubph dpwapwiht wwwhnddwl, owbipwghnu
hwdwlwpgbph pwpdwgnd dpwgpwiht wwwhnydwl  wfuwnwupl
wwwhnynn pninp ubipybipubiph hwdwp,

5. Mwwyhpwunnth Ynndhg wnpwdwnpynn dhwswihbph hwdwdwju
hwdwlwpghg hwyoybnynipniiubiph utnwgnd,

6. Cwdwlwpgh wofuwwmwuph pupwgpnid wnwowgnn dpwgnwjh
pbpnipjniuuph L pwgennnuiutiph  ownynwd,  fFtpnieniuubipp L
pwgpnnnuiubpp nwpwugwwnynid Bu Gpynt inbuwyp’

7. w. wuhbunwdgblp pbpnyejnubp - npnup Gu  hwdwlwpgh
woluwwnwuph  wpwdwpwwlwl ufuwbph gnldwu hbn Juwws
phpnipynuubipp, npnug  wnluwniepjniup  fjuwpwpnu k- hwdwlwpgh
dhengny Ywinwnynn pupwghl gnpdwnnypubtiph hpwlwuwgnudp,

8. p. ny wuhbwwaghh pbpnygntbp - woluwwnwuph wnwyb)
wpryniuwybn Yuqdwybpwdwu W hwdwlwpgh wnwudhu dnnnyubiph
Ywd huwpwdnpnigyniutiph wnwybp hwpdwn, agphuin b wpryniiwybn
hpwywuwgdwul wnusynn fuunhpubipp:

9. Mwwdppwwnth wwhwuony UL wwwdhpwuwnth wnpwdwnpywd
wuwydwuubpny hwdwlwpgnd dninpwagpywd gpnigjniuitiph twppbip
thnybph - wdwnndwwnwgdwt  Ywd  npngwlh  uwhdwbwthwyndubiph
ubpnpdwu hpwywuwgnid,

10. Muwuwydhpwwnth  wwhwuony hwdwlwpgnd  wwppbip
gnpdnnnipjniuubph ppwywtwgdwt hwdwp wnwudht hpwyniupubiph
wybjugnid W jpugnid

1. Mwwdphpwwnth wwhwuony  hwdwlwpgnud  wnwowguwd
funinwuywd nyjwiubipp dawynid,

12. Cwdwlwpgh ngjwiubph ginbdwpwutbph wywhniunwihu
wwwbbuubph  uwbindnud  (opwlwu  Yupwdpny),  wndjwiubiph
onbdwpwuubph  wofuwwnwuph  dnUpwinphtg,  wuhpwdtignniejwl
nbwpnd  wndjuiubph gunbdwpwuubph ybpwlwugund  wwhnwwnwht
wwwnbkuubiphg,

13. Mwwnydhpwnnth wwhwuony b wwwdhpwnnth
npwdwnpjwsd  ndjuiutph  uwhdwutubpnud  hwdwlwpgh  nwjutph
onbdwpwutbpnd b wnwudht dnpnyutpnud thnhnfuniggniutipnh W (Yud)
[nwgnuwiubph hpwlwuwgntid,

14. Cwdwlwpgnud wnlw EEYwpnuwiht Swnwjnieniiubiph
wlluwhwy woluwwnwuph wwwhnynwd, wuhpwdtipnniejwt nbupnid
EiGYwnpnuwihtu Swnwynieiniuubph dlwthnfunud b jpwgnud,

15. Muwwnyhpwwinth wwhwuony hwdwYwpgnud Yuwmwpywsd
gnpdnnnipyniubiph Ybpdwunwubiph wpwdwnpnud,




16. Lwdwlwpgh ogwnynnubiph Ywnwywpdwl
bupwhwdwlwpgnud [hwgnpniejniubinh Spwagpwihu thnthnfunygniitip
L (pwgnudutip.

17. Lwdwlwpgh htun watuwwinnn wwwnyhpwwnth
wustwywqdh nkuthyulwl wowygnip)niu:

- «QULAYE2NRMY» quiugbph, iEYwpnuwght twdwlubpp L Jupt
hwnnppugpnieyniitbph  Jwldwl hwiwlywpgh uwwuwpydwl
Swnwjnipjniu

1. Ununpwjhl quitigliph Y&uwnpnu (Inbound call center)

a. BYniu bppeninuynpdwl huwpwynpniejntt (Smart routing)

b. Kdwnigyniubiph Ypw  hhdudwsd hwJwwwwnwufuwutigdwu
huwpwynpnijniu (Skill based matching)

c. 2ulgbph wywnniwwnwgywd pwofunud (Automatic call distribution
(ACD))

d. Ogquwwnbiptinh nipkiph pwofunwd (Role based desktop)

2. bpwjht quitigtiph Y&uwpnl (Outbound call center)

a. Quuquppwyubph  Ywquwybpynd®  wdbu - hwgnpn quugp
owtipwwnnph enypuynipjwdp (Manual Dialer)

b. 2Quugqupywyubiph wywnndwwn Ywquwlbpwnud (Progressive Dialer)

c. Rwugqupowyubph Ywqdwybipwnud dwjuwagnnipiniuiiph dhongny
(Robo call)

d. blpwjhti qulgh huwpwynpnieniu (Simple outgoing call)

3. wjhtu wihpubip (Digital channels)
. k1. bwdwyutph Ywnwywpnud (E-mail management)
. Ywp8 hwnnpnwagnpnigniuttiph Yunwywpnud (SMS management)

o P

. Cwpybwnynipjniutbin b Ytipnidniejniu (Reporting and Analytics )
. SYjwy wwhh hwpdbndniejniutitip (Real-time reporting)
. Muwndwluwl hwoybinynipjniuutip (Historical reporting)

c. Owbkpwwnpubiph  gnpdnnniejwl hwaoybwnynieintu (Team
Dashboard)

d. SYjw; wwhhu  quiugtph  Yndnunwwnhy hwyybuyntejwu
gnigwwnwfunwly (Wallboard)

e. Qwlgbiph/wnwownnwuptph  Ggpuhwugdwu huwpwynpnte)ntu
(Task resolution)

o M b

5. hunbapwghnt okipwn (Integration layer)




a. huwnbigpwghw Mulberry hwdwlwpgh htwn

. Npwyh Yuwnwywpnud (Quality management)
. Owtipwwnnph YGpwhuynud/(qunntiwiunud) (Agent monitoring(spy))
. Owtipwwninph hniynud (Whisper coaching)
. Rwugh tnwynnd uwwuwpynud (Call barging)

d. Qwugbiph  &wjuwgpnipyniuutph Ywnwywpnud  (Call  recording
management)

e. Rwugh quwhwuwnid (Call scoring)

f. Lbipphtu 2thdwu hwdwlwpa (Live chat)

0O o O

7. Cwlwfunpnutph  Gwuwshipniejwt  pwpbjwynd - (Customer
experience enhancement)

a. <wbwfunpnh gnpdnnnuejniuutiph (ngquynpnud (Customer activity)

b. CRM wwwnthwuutip (CRM pop-ups)

c. Lippht CRM - hwBwfunpnubph  wnjwiubiph  Wwhywudwu
onbdwpwl (Inner mini CRM)

d. Qujuwiht hwnnpnwapniejniubip (Voice messages)

e. Unwownpwuptbiph Yunwywpdwl hwdwluwnpg (Task management
system)

f. Shwbijhputiph gnbuwpwu (Knowledge base)

g. <t quugh wwwyhpdwu huwpwynpnyejni (Call back)

1. h <hwn quugbiph Yunwywpnud («Call Back» management)
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