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PeterConnecls

Attendant

PeterConnects Attendant is a powerful telephone operator’s

console providing a range of smart features for fast and easy

call handling and efficient call distribution for organisations
of all sizes.

Customer service

Good customer service is the lifeblood of any business and a key component of that is answering and directing
incoming calls quickly and efficiently. Making sure customers are connected with the right person first time and
callers are not kept waiting! Attendant provides the ideal solution to all these customer service requirements.

Multi-tenant, solo hub or branch office solution

Attendant is perfectly suited to several different scenarios. As a single operator's console, multiple operator consoles

and directories to cater for branch offices and departmental needs or as a solution for commercial buildings where
multiple tenants share one reception and one operator’s console.
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PeterConnects Attendant

Keyboard, mouse or touch screen

All actions such as answering calls, placing calls on hold, transferring, conferencing in other callers and setting
up conference calls are easy to perform with operators able to choose how they work; keyboard, mouse or

touch screen.

Caller recognition

The telephone numbers of external callers are automatically recognised when a call comes in, name and details are
displayed on the Attendant console and on the receivers's telephone.

For customers that call the same employee on a regular basis, the receiver's destination number can be pre-selected
to fast track the call without the operator needing to look up the number.

A web based link to the organisations's CRM application is also possible allowing the immediate display of the

records of a calling customer and their call history.

Priority callers
Want to give priority service to certain customers? Attendant can enable this by recognising the caller and giving

them priority in a queue to ensure important callers receive priority service.

PeterConnects JDM
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PeterConnects Attendant

One directory from multiple data sources

Create a compressive yet easy to use corporate directory that can include employees, customers and partners giving
the organisation one view of the world it needs to connect with. The actual directory can be composed from up to 30
sources and all common interfaces such as LDAP, ODBC, SQL, Exchange SOAP and AXL/SOAP (CUCM) are supported.
To keep the information up to date, the directory is synchronised with these sources at regular intervals even as
short as up to 5 minutes.

Clipboard notes for sharing information

Take quick notes during telephone conversations and share them with other Attendant operators to ensure
everyone has the latest information on a caller and their interaction with the organisation.

Employee details

Photos of the employees can be displayed with the employee details and the operator can add additional
information fields to the employee records such as holiday start and end date with this information expiring
when required.

Determining location of employees

When used with Extension Mobility the current office room location of logged on employees is displayed on the
operator's console. This is especially useful in large organisations when finding the location of employees is urgent.

Text messages to IP telephones

Send text messages to employees even when the destination telephone is busy. For fast communication with a busy
employee, messages are delivered with a sound signal or if desired with a confirmation or rejection option.

Sending messages to pagers

For organisations using pagers such as hospitals and emergency assistance organisations, the sending of text or call
requests (immediate response or call back) to pagers is enabled with Attendant. This does require a link between the
paging system and PeterConnects Attendant.

PeterConnects DM
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PeterConnects Attendant

Tools for operators

Provide operators with key tools to help them be more efficient in their job of call management. Attendant gives
operators the ability to chat amongst themselves and to re-route calls to each other.

Optional Functionalities

Automated Attendant

The Automated Attendant is perfectly designed to handle distribution of calls within business hours, outside of
business hours and exception periods such as public holidays. All functionality is created to ensure all calls are
handled regardless of when they are made or received.

Within business hours, the Automated Attendant offers features such as welcome message, automatic call
answering with a recorded welcome message, IVR selection menus and queue announcement with the position
of the caller stated.

Equally important is handling calls outside of business hours or for special occasions such as public holidays.
Automated Attendant provides an extensive menu of options such as creating different announcements for holidays
that won't affect the existing system settings, creation of a regular closed announcement and the routing of calls to
alternative destinations such as voicemail or mobile telephones.

PeterConnects DM
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PeterConnects Attendant

Showing locations on floor plan

Attendant can display the employee’s current location via mobile WiFi telephones or devices with a tag.
The current location is displayed in a separate area of the company directory and on a map of the floor where
the selected employee is located.

Access for visitors through barriers

The operator can use the Attendant program to operate the barrier that controls motor vehicle access to the
company premises.

The driver presses a button on the intercom. The operator is notified and can speak with the visitor and operate the
barrier. When a camera is implemented, the operator can immediately see in the Attendant screen who is requesting
access to the building.

Displaying appointments from calendars

The employee calendars (Microsoft Outlook and Lotus Notes) can be viewed in real time from the Attendant
operator's console. After selecting an employee in the company directory, the employee’s calendar including
free/busy time can be viewed. In addition, if an appointment is marked as Private, the subject and location are
invisible to the Attendant operator.

Visitor registration and badge printing

Many times, the telephone operator also acts as the receptionist so part of their job will be to welcome and register
visitors as they arrive for appointments. When using the Attendant it is possible to register the visitor and to print a
visitor's badge for them at the same time. The Attendant operator is also able to see which employee the visitor is
meeting and can easily retrieve a history of all visits they have made to the organisation. Upon leaving the building,
the Attendant can update the system to show the visitor has concluded their visit.

Displaying presence

The presence status of employees such as online, offline, away and do not disturb can be displayed on the Attendant
console and linked with Microsoft Skype for Business and Cisco Unified Presence Server.

PeterConnects JDM
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PeterConnects Attendant

Text messaging - SMS

Sending SMS text messages directly from the Attendant console to the employee’s mobile telephones (GSM) ensures
employees can be reached even when they are not near a desk telephone.

When the Attendant operator selects an employee in the company directory, they can send an SMS message
through a simple click of a button.

This option requires a link with the GSM mobile network. PeterConnects supports several methods to achieve this.

Instant messages

It is possible from the Attendant console to send and receive chat messages using the Skype for Business client, this
can be particularly useful when employees are on the telephone and the operator needs to advise them of another
important call waiting.

Sending email messages

By selecting an employee from the company directory, the operator can simply send an email to the employee in
question. For messages required on a regular basis such as “visitors waiting in reception” the operator can create
predefined messages for reuse and to fast track the process even further, they can automatically implement call
data such as the name and number of the caller or visitor.

Onsite presence monitoring

When using an access registration system, it is possible to show on the Attendant console which staff members

are present or absent. When the employee is on site, the Attendant operator can see at what time the employee
entered the building and by which entrance. When the employee is not on site it is possible to see what time they left
the building and which exit was used. The access registration system is linked with the Attendant system via an XML
connection.

PeterConnects DM
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PeterConnects Attendant

Broadcasting messages

Messages can be broadcast directly from the Attendant console with the intended recipient hearing the message
over the loudspeaker of their IP telephone. Broadcasts can be targeted to a specific employee or to an entire group
of employees.

Groups can be created based on data from the company directory or based on locations within the building, these
groups can be compiled and stored for ongoing use.

With functions such as setting the volume, excluding busy handsets and sending a text message with sound signal,
the Attendant operator has a complete set of tools at their disposal to ensure information continues to flow around
an organisation.

Recording and storing of calls

Attendant offers the ability to record and store all incoming and outgoing calls made from the console with the
added ability to mark certain calls for archiving purposes. Retrieve recordings based on date and time of call,
the caller or receiver's telephone number.

Calls are recorded in stereo making it easy to understand what each participant has said. The recordings are stored
as wav files and can be played back using any standard Media Player or an IP telephone.

Security functionality

To ensure the safety of all employees, Attendant offers the ability to do call screening for security purposes so
security staff can judge what action to take should the Attendant operator or other staff members be in a harmful
situation. Security calls are automatically recorded and saved.

In addition, the Attendant operator has access to the “Call Security” button to alert security staff to any potential
threats. This feature is only available in combination with call recording.

Training

A supervisor or other authorised personnel can listen in on calls being conducted by an Attendant operator at any
time, this function is often used for training purposes or to coach staff on difficult conversations. This feature is only

available in combination with call recording.

PeterConnects DM
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PeterConnects Attendant

Real time reports

Attendant allows real time monitoring of the call queue by a group of attendants so support from colleagues is
always available especially during the busy periods of the day. Information can be displayed via an LCD screen or
wall monitor in the attendant room or on the PC of the manager responsible for the efficiency of the call handling.
Real time data such as details on current queues, incoming calls, call waiting time and attendant status including
the number of attendants logged on managing the call volume is displayed in a single screen with graphical
representation for easy consumption.

Statistics

Attendant collects data not only on the incoming calls handled but on the calls missed. This data can be used to
create a variety of useful reports regarding the performance and workload of the Attendant staff. The collected data
is supplied in either an SQL database or text files that can be directly opened in a spreadsheet program such as
Excel for further analysis.

Reports portal

With PeterConnects Attendant versions 7.2 onwards, 20 different reports are available through the reports portal so
managers don't need to create reports just take advantage of the ready-made ones.

Busy Light from Plenom

The ‘Busy Light'is used as a visual indicator showing when the Attendant operator is engaged in a telephone
conversation. The LED light displays various colours depending if the operator is busy, on hold or available. The Busy
Light can also be used to alert the Attendant operator of incoming calls which comes in handy when the operator is
not sitting at their desk.

For various types of callers, a different colour alert along with a specific ringtone and ringtone volume can be
configured, this way internal, external and alarm calls can easily be recognised.

Available languages

Dutch, English, German, French, Italian and Spanish.
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PeterConnects Attendant

Overview

Functionality Cisco Microsoft

Multi-tenant, solo hub or branch office solution v v

Keyboard, mouse or touch screen v v

Calller recognition v v

Priority callers

One directory from multiple data sources

Clipboard notes for sharing information

Employee details

Determining location of employees

Text messages to IP telephones

Sending messages to pagers

Tools for operators

Automated Attendant

Showing locations on floor plan

Access for visitors through barriers

Displaying appointments from calendars

Visitor registration and badge printing

Displaying pressance
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Text messaging - SMS

Instant messages

Sending email messages
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Onsite presence monitoring

Broadcasting messages

Recording and storing of calls

Security functionality

Training

Real time reports

Statistics

Reports portal
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Busy Light from Plenom

More information: Where to buy: @ enabling @ meaningful @ connections

Headquarters:  Hellingkade 9 Delivering reachability, context and control
3144 E) Maassluis with a rich communication portfolio for both
The Netherlands Cisco and Microsoft, delivered through a
professional global partner network.

Telephone: +31(0)10 592 78 92
Email: info@peterconnects.com peterconnects.com/wheretobuy
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