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Telia ACE - the
number one

Nordic contact
center solution

Making conversations flow
across all channels

— ACE for the agent experience
— ACE for the coach experience
— ACE for the digital experience
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Video

Smart routing
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Social

Statistics
and insight
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Screen Calls Work items Email Web chats
sharing & callbacks

Virtual agents Chatbots Live agents

Omni channel Knowledge Proactivity &
recording Campaign

Coach and Real time Adapters and APl:s
administration monitoring
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Video Social Screen Work items Email Web chats
sharing & callbacks

Virtual agents Chatbots Live agents

Smart routing Omni channel Knowledge Campaign
recording

Statistics Coachand Real time Adapters and APl:s
and insight administration monitoring




Telia ACE 26

Available now

Telia ACE 27
General Availability October 3:d
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Super agent.
and Operatcrg

quality in every contact



Agent calls ~2-9 min
Operator calls ~20-40 s

ACE Interact is the tool for it



ACE
Interact

In operator

mode

o Search / Call

Primary - active

Secondary

From queue

0123456

Entrance menuchoice

Arbitrary value 3
Arbitrary value 4

+46 12345678
(kalla) Anna Andersson
Telia Uppsala

(P sarah Smith

Out to lunch

Telia Uppsala

123456

Calls in personal queue: 1

[ v | Enter search phrase or number Q Q o

& Al

2 People
1" Queues
W Favourites

&) History

v Department g Do not clear

City
:| | Enter phrase

ing pagar) Sort by: ‘ Favourites v | ‘ 4 Update ‘

‘ ‘ Finance ‘

first Nlastname |1 Arbitrary queue

2X People (120]
IN* Gueues (24)
251 Numbers (1)

sEws goes here, until DD/MMAYYYY - ...

Departme... Service tech... Phone number Keywords

(D Sarah Smith
Out for lunch
Departme...

I Arbitrary queue *

Service tech... Phone number

%, Arbitrary phone queue *
Qpen: Mon-Fri 09:00-18:00, Sat 10:00-14:00, Sun closed

< First Nlastname [1* Arbitrary queue
Status goes here, until DD/MM/YYYY - ...
Departme...

Hidden number

Service tech... Phone number Keywords

Sarah Smith - Details

Status
Home
Exchange

Department

Display na...

User ID
Title
Company
Postal code
Kalla

MNotes

Text

Text

Text

Qut for lunch
012345678
Blomstergatan
Finance
Sarah Smith
sasmi
Controller
Priméarvarden
Uppsala
Exempelkilla
grénalund.se
Text

Text

Text

Today's activities

Available, Until further notice

Meeting, 14:00-16:00
Important all-staff meeting

Meeting, 16:00-17:00
Hawaii themed party

Dinner 18:00-21:00
Some arbitrary comment about the
meeting :-)

Operator information

Some arbitrary comment about the
searched party
End time: 2020-12-31, 11:00

Another arbitrary comment about the
searched party that is longer than the
previous one

End time: Until further notice

+ Add new

Extension
886

Place in queue

v ‘ Make Call | v

<
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| talked with the customer and | want
to cancel the callback to her.



Manage callback records in ACE Interact

@ Callback records
From To

This week v | & ® (= )

Latest agent V| Enter search phrase Q Combine free text search with powerful
Show filtering options + Add search critiera filters to find the records you want
12 records af 12
Today 16:40 Active 450327-2431 07055189419 >
Perscription renewals —

Tomorrow 14:00 Active 470353-0233 012345 "
Perscription renawals —
@ Callback records
Tomorrow 14:20 Open 360622-0525 9876541234 *
Paracrintinn renewals — E 20f12 E
Tomorrow 14:00 Active 470353-0233 012345 Perscription renew..
. Edit Pause Close
| |
View, edit, pause and close a callback records
recordID ContactSourceType
19691 callback
Status Media
Active call
Task type Priority
Perscription renewals 7
Source call record Number to dial

\



ctions

“.

Recording of inter

One tool capture all media and business data

One tool to handle archived interactions for all media
Recording features are integrated in graphical interfaces |
Search, listen or read

Manage storage rules

Complete access control

Export of recorded media and interaction data



User accounts Customer paths VR Outbound Agent applic

ACE CoaCh ’ Storage rules for interactions @

Rules per storage class Rules per task type @ General rules for the orgar

I need to set WhiCh med ias a r'e to rage rules apply to all interaciions in Inleraclion View when there are no
be reco r'd ed a nd sto red . Type of contacts to store in Interaction View

Callback Campaign
Chat Email

Exiernal calls VR calls
Outbound sms

Days to store interaction
1460 ~ 4 [} year(s)

Days to store media

) :I ) I:I Ellearl. E‘I




ACE Coach

User accounts Customer paths VR COutbound Agent applications Building blocks

> _ :
Storage rules for interactions @

Depending what the Futes por storago clas | || Rusea periaskiyp | | Ganeral e for e organisatir

interaction is about |
want store it longer,
shorter or not at all.

Showing all 23

Storage class
Days to store interaction = Days to store media »

Y

-

Hame
GDFPR 31
Mormal 366

Bombs 366




As an administrator | want to be able to control who sees what
interactions in order to be compliant with regulations.

As a coach | need access to all interactions regarding Churn.

As a coach | want to be able to listen to recordings and read the
chats made by my team members for the purpose of education
and coaching.

As an agent | need access to those interactions | have
participated in.



Access to recorded interactions

=R = &

Tagged with task types (queues) External calls

Insurance

Complains
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Access to recorded interactions

N=IE ==

St

Tagged with task types (queues) External calls
Tagged with team Tagged with team

My Contacts

My Team contacts

Teams | have access [{o]

o Subareas the account belongs to

®

B selectall

4 items selected

Health

Home

Invoicing

BA
A
G

Travel

Vehicle

Team (i)

‘ Home

v |

=




o Alice Johnson

‘ Assist... ‘ ‘ Park ‘
End ‘@‘.‘EEE‘\!}‘
450327-2431 Support
[REC]

Record on demand for
ACE Recording G2

Let your agents start and stop recording freely to
choose what part of the conversation should be

recorded.

For example, document a business agreement by simply
hitting the record button in ACE Interact at the right

time.
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Live call monitoring in ACE Coach
-for education and coaching

) 2%
s

You need the access right
Find an agent
Enter your phonenumber
Set duration for call monitoring
Start the monitoring

GIERENES
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'Proactivity.

Campaigns




Scenarios when to be
proactive and contact the
customer

- Welcome new customers and ensure they
register correctly

- We want to find customers who have not
been active for a long time

-  We need to contact customers whose
contracts will soon expire




User accounts Customer paths Outbound Agent applications Building blocks

>
ACE Coach Campaigns |+ Crestenew |
Search Subarea affiliation
= Q v
—Easily set up and manage outbound ST g
c Edit  Only view
telephony campaigns. S
—OverVIGW Of your Campaigns = QUeUe -EWaiting list rer Dialer Reset filters |
—Blend and prioritize campaigns e > ot e O
_Start, Stop, llmlt and Close Campaigns Contact prioritisation Dialer
= = lds N -
e Priority 5  Weight 5§  Target... § Maxi.. 5 Time... 3 | 4
133 [ 2 u.. Mew customers welcome 30% 5% 30s
17 P u Man paying customers 0% 30s
w B u. Low NPS 0% 30s
-}é = u Upsell 0% 30s

= u.. Churn 5 11




ACE Coach

— Work with smart dialer and preview campaigns
— Tailor the behavior of the smart dialer
— Number presentation for the campaign

— Agent skills
— Dial intermission
— Personal records

New customers welcome
prp Dialer Id First started

oy

upphlew customers 27

Settings : ck outcomes

Name

New customers welcome

Scheduled starts and stops

Add

Dialer settings

Number to display
018-90510

Overdialing

Target overdialing

Maximum percentage of silent calls

Time to wait for answer

IVR lecation (i)

Number to display
310

ack rules

Dial intermission

Prevent calling during the :

From

MNarth

uth

fied time interval

during the

ble to other ag

1 items




ACE Coach

What happened when we tried to reach the customer?

— Busy

— Successful conversation

— No answer
— Need another call
— Etc.

Tailor rules what will happen next:

— Retry later

— Try another number
— Change priority

— Archive

— Etc.

Edit 1 record(s)

Status

Prioritet

| Open

T o

Phone number 1

Phone number 2

| 90510

Phone number 3

Comment

@ Anow aupiicate phone numbers
Allow duplicate phone numbers O By allowing duplicates, this record can have the

same phone numbers as other records in the
campaign

Identification

| Direktsamtal

| 110004

Predefined agent (i)

Start time dialup interval

| 05/19/2022 12:00 AM

Task type

| CO1test

Search and edit campaign records -
one by one or in bulk
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Road map ACE Coach:

More campaign features
planned for Q1 2024!
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Statistics &

Insights .
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When do customers call outside our opening hours?
How many scheduled callbacks do we call before the appointed time?

Where in the voice response does the customer hang up, but they shouldn't?

What types of conversations take the longest time to handle?



News in ACE Business Intelligence

— A new dashboard and more stats for the task
type sheet

— IVR Measuring points

— More data on callback appointmentse.g. -
callbacks ahead of schedule =

—_— Erra nd log Statistics Average waiting time Average contact time Average wrapup time
139622 2545813 4727253
-
| Heatmap Received contacts The most time-consuming task types (time in contact)

-----
:::::




News in ACE Business Intelligence

J— Sta tS a re p rese n ted i n m a n y n eW S h eets statistics details - InR Calls = - - v

System statistics details... ;;{ System statistics overvie... @, Incoming IVR Calls - details

— Quick overview of incoming IVR calls. e a—

1689

ing IVR Calls

1844
1844
18688

Laat?

nirg 1VR Calls

time, type, entrance, access number and m

618

115

.H

Access numbll

— Team statistics
— Drill down into system wide contacts by ||

more I
— Agent time logged into different services | =1 I

Start time Q]

668
I 288
o & e - A
o & r

Month ¥

© 26226861

o waser o : o s . E s E @ o o o
e : : . o : : : o [ ) )
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ACE Virtual
Agent

ACE Chatbot

— Calls, social and web chats

— Powered by Google Dialog
Flow with Generative Al

— Augmented by ACE
Knowledge

— Web chats

— Powered by GPT (Road map)
or trained dialog design

— Augmented by ACE
Knowledge

— Handover to live agents

— Handover to 3d party remote
agents

— Handover to live agents

— Handover to 3d party remote
agents




Hans Nahringbauer
Strategy Officer Telia ACE

Hans.nahringbauer@teliacompany.com

]
In Hans Nahringbauer | LinkedIn
https://ace-showcase.com/



https://ace-showcase.com/
https://www.linkedin.com/in/lena-erlandsson/

	Slide 1: Telia ACE  Roadshow 2023
	Slide 2
	Slide 3: Telia ACE - the number one Nordic contact center solution 
	Slide 4
	Slide 5
	Slide 6: Telia ACE 26 Available now  Telia ACE 27  General Availability October 3:d 
	Slide 7
	Slide 8
	Slide 9: ACE Interact  In operator mode
	Slide 10
	Slide 11: Manage callback records in ACE Interact
	Slide 12
	Slide 13: ACE Coach
	Slide 14: ACE Coach
	Slide 15
	Slide 16: Access to recorded interactions
	Slide 17: Access to recorded interactions
	Slide 18
	Slide 19: Live call monitoring in ACE Coach  -for education and coaching
	Slide 20
	Slide 21: Scenarios when to be proactive and contact the customer
	Slide 22: ACE Coach
	Slide 23: ACE Coach
	Slide 24: ACE Coach
	Slide 25: Road map ACE Coach:  More campaign features planned for Q1 2024!
	Slide 26
	Slide 27
	Slide 28: News in ACE Business Intelligence 
	Slide 29: News in ACE Business Intelligence 
	Slide 30: ACE Virtual Agent
	Slide 31: Hans Nahringbauer Strategy Officer Telia ACE

