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The Customer

« Comdata S.P.A. - an ltalian business
process outsourcing company that offers
call center services

» Uniplay — an Italian technology solutions
company that is the direct customer
contact, manages product customization
and handles all on-site needs in Italy

&, COMDATA  puniplay

WE CARE 35 WE SHARE The way ahead
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e Call center solution with:

The Requirements

Inbound and outbound call handling

CRM integration

Detalled reporting of calls

Detailed reporting of agent activities

VR usage statistics

Connectivity between multiple locations
Closed network with no direct Internet access
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The Network

 MPLS closed network runs between all
Comdata locations providing a secure and
closed company-wide network

» Qutside limited access through restricted
VPN connections to a small number of
machines on internal network

* Telecom connectivity Is provided by PRI E1
circuits connected through Digium cards on
the Asterisk servers
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The Locations

» Cernusco — 15 call center seats servicing
one client(MPE), expanding the system to
150 seats capacity by April

* LaSpezia — 75 call center seats servicing
two clients(ENI and Pfizer), 25 of those
seats are remotely located in Rome
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The Solution

» Asterisk open source PBX

* VICIDIAL open source call center suite
* SugarCRM open source CRM

* QueueMetrics statistical analysis
 MySQL relational database

February 2-4, 2009 - Miami Beach Convention Center, Miami, FL



dlg('l@um

Asterisk World www.digiumasteriskworld.com

Asterisk PBX

* Open Source PBX system features.
— Virtually unlimited system capacity
— Connectivity through PRI-E1, SIP and IAX
— Easy connectivity of remote Asterisk systems
— Ability to connect with legacy PBX systems
— Built-in voicemail and phone conferencing
— No per seat or other licensing costs
— Never End-of-Life

Asterisk
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VICIDIAL Call Center

* Open Source Call Center Suite features:
— Inbound/Outbound/Blended call handling
— Web-based agent and manager interfaces
— Works across multiple servers
— Detailed logging of calls and agents
— No per-seat or other licensing costs

— Integration with other systems like SugarCRM
and QueueMetrics

VIiCldial
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SugarCRM

» Customer relationship management
system features:

— Web-based user interface
— Customizable data elements and reports
— Ability to integrate with other systems

SUGARCRM
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QueueMetrics

 Statistical Analysis package features:
— Analysis of Asterisk queue logs
— Analysis of VICIDIAL call and agent logs
— Exporting of reports into several formats

QueueMetrics

call center monitor
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MySQL Database

* Open Source Relational Database features:

— Provides database back-end for:
« VICIDIAL
* SugarCRM
* QueueMetrics

— Allows for Master/Slave replication and failover

MHS&
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User Interface Screens

* Web-based agent and administrative
screens

— VICIDIAL agent screen

— VICIDIAL administrator and report screen
— SugarCRM

— QueueMetrics
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VICIDIAL Agent screen

Loggato come Ltente: 1007 su Telefono: SIPfcc108 nella campagna: EMLIMB GROUPS  LOSoUT
VICIDIAL SCRIPT 2008-10-31 08:21:48  ID sessione: BEO00S2  Calls in Queue:
STATO: In entrata: (535)885-88 Group- ENIl Fronter: 1029 - 1029 secondi: 413
PAUSE | RESUME | Cust Time: | | Canale:

FILE REGISTRAZIONE: o
Dati Cliente:

ID Registrazione: Titola: | Mome: | (M| Cognorme: |
START RECORDING |

Indirizzol; | |

WEB FORM | IndirizzoZ: |:| Indirizza3: |
e Citta": | | Stato:{ | CAR:[ |

TRANSFER - CONF | Piowincia: VerdorlD| | Sess [u-unsemnes v
Telefono: Prefiszo: Murm. Alternativo:
HANGUP CUSTOMER I:I I:I
hostra: | | Ermnail: | |

SEND DTMF I:I Mote;

ren

-, 2

v

Versione di VICIDIAL web-cliant: 2.0.5-179  BUILD: 81023-0911 Server: 10.0.52.95
Mostra e informazioni relstive sl canale della conferenza
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MHM..VICIDIAL Administration

VICIDIAL ADMIN HOME | Timeclock | Logout Sundﬂy February 1, 2009 3:27:27 AM
Ltenti Liste Scri _.ut Filtri Beld oI 3]=T=1"5ls B Gruppi Utenti Operatori Bemoti Admin Eeport
| | |  ShowDIDs | Add A MNewDID |

“isualizza Gruppi Inbound Angoiung Gruppo Inbound Copia Gruppo Inbound

Caopy DID

MODIFICAR UM REGISTRO DE LOS GREUFPOS: ENI
ID Gruppo: ENI @
Home Gruppo: |ENI | @

Calore Gruppo: [GPEEN_ [
Attivo: @

ek Form: | |

@

Operatore Dia Scegliere Per La Cluamata Successiva: | oldest_call_finish b | @

Zueue Priority: @
Iostrar Fronter: @

=oript: | - v | (?)
Eszegu all'awno della telefonata: | MNOMNE v | ()

Transzfiera - Conf DTIE 1 | | @
Transfiera - Conf El Mimero 1: | | @
Transfiera -Conf DTIE 2: | | @
Transfiera - Cont El Mimero 2: | | @
secondi Abbattimento Telefonata: ©)
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VICIDIAL Report

MODIFY | REPORTS | CLOSER REPORT

l-dutomcbil ista-o-motociclista

l-Zutomobil ista-o-motociclista

“motbociclista
“motociclis=ta
“motbociclista
“motociclista

l-dutomcbil ista-o-motociclista

“motociclista

l-Zutomobil ista-o-motociclista

l-dutomcbil ista-o-motociclista

“motociclista

“motbociclista
“motociclis=ta
“metociclista
“motociclista

Date Range: Inbound Groups: | —NONE— |

2008-01-31 00.00:00 |0 2009-02-01 236958 AGENTDIRECT _|
En L

) farmacia

Shift:| AL v | [SuBMIT ] grossisti v

WICIDIAL: IVE Stats: |EMI| 2009-02-01 0Q2F:25:21

Call= taken inte this IUVR: 19632

Call= with no CalleczID: 632

Tnigque Callers: 1280

tom e dommm - dommm dommm - tomm - +mm +

| | | QUEUIE | QUEVTE | IVE | TOTAL]|

| IVE | QUETE | DEOF | DEOP | & | &UE |

| CALLE | CALLS | CALLS | PERCENT | TIME | TIME | CALL FATH

e it o o +mm———— o ———— D ittt

| azz | azz | £0 | 4. T4% | 62 | 415 | START / EBernvenuto [/

| 2EE | | | 0% | 3] 9 | ETART / Eanwvenuto

| Z2EG | 2EG | 15 | 6_55% | 66 | 214 | BTART / EBenwenuto

] 122 | LI LI 0% | 65 | 65 | BTART / Eanvermte / l-Zutomcbil izta-o

] 154 | | | n% | 65 | 6& | START / Fernvermtas / l1-Zutomobil ista-ao

| 1zz | oo oo 0% | 37 | 47 | BTART / Benwermtoe / l-2utomebil ista-o

] 23 | 23 | 3 | S _Z6% | L= | 277 | 3TART / EBanwvanuts [/ l-Adutemcbili=ta-o

| 58 | 58 | (| 0% | 45 | 411 | START / EBernvenuto [/

] LR | LI LI 0% | gad | &4 | START / Eanvarnmte / l-Zutomcbil izta-o

| a5 | oo oo 0% | a9 | §9 | BTART / Eenwenuto [

| =L | oo oo 0% | &2 | 62 | BTART / EBenwermboe [ Z-futetbrasportators [

| 17 | 17 | 3] 15.79%| 76 | @5 | START / EBenwermto / f-Autotrasportatore [

| 1?1 1?1 21 11.76%| 55 | 265 | START / EBernvrenuke [ Z-futobrasportatore

| 15 | 15 | 4 | ZE.E7%| 50 | E74 | START / EBernwerutso / I-Autotrasportatcore [

| 1z | o o 0% | 60 | 60 | BTART / Benvenuto /

] 9] LI LI 0% | 59 ] 59 | START / Eanvarnmte / l-Zutomcbil izta-o

| & | oo oo 0% | 43 | 473 | BTART / Benwenubo / EZ-fukobrasportatore

] F- | LI LI 0% | [ - | 62 | BTART / Eanvermte / l-Zutomcbil izta-o

] [ | | n% | LA | 57 | START / Fernvermtas / l1-Zutomobil ista-ao

| T o o 0% | 521 &2 | BTART / Benwermbto / l-2utomebil ista-o

] | | oo n# | a7 0 245Z | 3TART / EBanweanuts [/ l-Adutemcbili=ta-o

| % | a | a | 0% | 52 | &4 | BTART / Benwenutoe /

| % | oo oo 0% | 79 ] 79 | BTART / Eenwvanutso

£

¢
£
£
£
£
£
£
£
£
£

l-Carta-Gold / l-Gold-operatore / STOF

g-Carta-Jilwer ¢ 1-3ilwer-operatore / 3TOF
l-Carta-Gold [/ fucri-oraric / STOP
Z-farta-3ilwer / fuasri-erario / 3TOF

3-Ca::':.'t-.knon:ima-o-ten'vpo:anea.-" d-operators / STaF
4-Cliente-sensa-carta-fedelta-Agip / #-operatore / 3TOF
3-Ca:ta-monima-o-ten'vpo:anea.-" fusri-esraris / STOP
4-Cliente-=ensa-carta-fedelta-agip J fuori-erario f STOF
fusri-eraris / STOP
F-iutotrasportatoersa-opearacore / 3TOFR

f l-Carta-agipMasiGeld-operatece / STOFR
Z-Carta-AgipMaxi-oc-AgipMaxi-Silwver-ocperators / STOP
I-Carta-&nonima-o-temporanea

1l-Carta-Fold

Z-Carta-Silwear

1-Carta-Gold f Z-Soeccorse-=tradale-gold / BTOFR
4-Cliente-sensa-carta-fedalta-Agip / l-Per-sapere-come-i=zcris
l-Carta-Fcld / l-Carva-Geld / 1-Geld-speratere / STOFR
g-futetbrasportatere f #-Fer-informaziconi-su-prodotti-=servizi / 2-FPer-avers-informasioni-=sui-Mx:
l-Zutomobil ista-o-motociclista / Z-Carta-Silwar [ 2-Come-raggiungers-=tatus-Silwver J BTOP
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SugarCRM

Welcome Wil My &ccourt | Training | Employess | Logout | Ahout D D m D D SUGARSUITE.

(] SUGARCRM,

COMMERCIAL OPEM SOURCE QSearch| || Go |

Home | Sales Marketing Support | Activities  Collaboration | Tools | Reports | Other

Home @ Dashhoard

Last Viewed: E il Get More inform EJ Setup Booth At EJ hove Mourtain

ﬂ SHORTCUTS Add Dazhlets 9 Helg

=] Create Contact
MY CALLS MY PIPELINE Refrezh Chart
Erter Buzinesz Card SLIx e
&) Create Account < Start < Previouz (1 -5of 210 Next b End MM Pipeline total is $705.00K
ipeline total is .
Close Subject = Duration  Start Date — Start Time <= Accept?
T Create Lead Prospecti i
pecting | 160.00
15 Create Opportunity X I'::;’[Siage oh30om  2007-10-01  09:45 =l = cualification '
E Creste Guote Get More Meeds Anal'lfj.ms
v Create Casze infarmation “alue Proposition
e —r— x on the Oh30m  2008-03-17  10:15 W=E 2= |4, Decision Makers
proposed Perception Analysis
Bl Schedule Meeting deal )
Discuss ProposaliPrice Guote
5 Schedule Call - )
(3] Review Oh30rn  2007-09-24  10:30 Ve @= Megotistion/Review
fEl Create Tash Process Clased Wan
B Compose Email Bad time, Clozed Lost 5 |
X will call O0h30m  2007-03-26 1115 wiE@ @2 @ w0 w00 @0 g0
HEW CONTACT back
. Discuss Rollover a bar for details.
Fir=zt [ !
re e X Review Oh30m  2008-03-04  09:00 vE@ @2
l:l Process [ate range iz 2007-05-0% to 2040-04-01
Last Mame: * QOppartunity size in F1K
I:I Showes cumulative amounts by selected sales stages for your
Phone: oppartunities where the expected closed date iz within the specificed
MY MEETINGS ST date range.
Etmail < Start < Previouz (1 - 5 of 4687 Next b End MM Last run op 20070505 12:55
] Close Subject = Duration StartDate = StartTime = Accept?
Introd MY LEADS Ot
MIREUEE © ohpgm  2007-07-15  07:37 Acceptad
all players ~ Start # Previous (1 -5 of 108) Next b End p
X E}gf’dssmn 3h15m  2007-10-17 0737 Accepted (@ Mame = Office Phone = Date Created =
L Jarney Daltan 171 540745 20070321 =]
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QueueMetrics

& COMDATA

Wl oLAaRl Wi oslrAakE

Home  Prese @ Perse |
; :

Prefissn

Squilli Distrib.

Agenti Risultati Tutto

Demo Admin | Administrator (R =

QueueMetrics

call center monitor

Dettagli report:
Code semplici considerate:

Diata iniziale:
Diata finale:
Tatale chiamate:

Chiamate perse

Tutte le chiamate:

Mumero chiamate perse:
Attesa media prima di appendere:
Aitesa minima:
Aitesa massima:
FAitesa totale:
Posizione media allingres=zo
hdn posizione all'ingresso
fiEx posizione allingresso
Copertura
Poszizione in coda media allo sgancia
Poszizione minima:
Poszizione mazsima:

Cause di sconnessione

Causa
Abbandono del chiamante

MPE_CUSTOMERMPE_LIDLIMPE_PROSFECT

B85 .
0:01
232
0zH
10

100,0%
1,0

N. Chiamate
9

MPE_CUSTOMER, MPE_LIDL,

MPE PROSZPECT
23 ottobre 2003, 0:00
23 ottobre 2008, 23:59

330
97 3% prese f2.7% perse

Chiamate nell'intervallo:

Mumero chiamate perse:
Attesa media prima di appendere:;
Aitesa minima:
Aitesa massima:
FAitesa totale:
Posizione media sllingres=zo
hdin posizione allingresso
fvlEx posizione all'ingresso
Copertura
Paoszizione in coda media allo sgancia:
Poziziona minima:
Pozizione massima:

A CI) (9, ——

685 5.
D0:01
232
0zH
10

100,0%
1,0
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Network Diagram
Comdata Multiple-Location Call Center

MPLS to other locations

Lo R ]| Core Network Switch ] Core Nebwork Switch

Asteriski

Asterisk2 Database1
=

Asterizk3 — Database?
1

Asterizkd — Webserveri
1y

Asterisks — Wehserver2
-

Asteriskb

AsteriskT

AsteriskB

B @
y ] [ @
& &
g 2

LaSpezia Cernusco
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The Challenges

* No Internet access from servers
— NTP time synchronization issues
— Downloading of software updates

* Inconsistent CallerID delivery in Italy

* Logging differences between VICIDIAL
and QueueMetrics

 MySQL tuning
e Digium T1/E1 card jumpers
* Time and Language difference

February 2-4, 2009 - Miami Beach Convention Center, Miami, FL
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The Future

« Adding 150 seats of capacity out of the
Cernusco location

A new Installation at Padova

« Adding new features to existing
Installations

February 2-4, 2009 - Miami Beach Convention Center, Miami, FL
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For More Information:

« Comdata S.P.A - http://www.comdata.it

* Uniplay - http://www.uniplay.it

» Asterisk - http://www.asterisk.org

* VICIDIAL - http://www.vicidial.org

* SugarCRM - http://www.sugarcrm.com

* QueueMetrics - http://www.queuemetrics.com
« MySQL - http://www.mysqgl.com

» eflo.net LLC - http://www.eflo.net

February 2-4, 2009 - Miami Beach Convention Center, Miami, FL



