w webtext

Amazon Connect

VOICE AGENT
MESSAGING

Solution Overview

WEBTEXT Voice Agent Messaging enables Connect voice agents to send SMS text to
transform customer experience. Using a WEBTEXT screenpop, the solution allows an
agent to send a SMS message from their desktop to a caller while they are speaking with
them. The solution also serves as an additional method to follow up when customers
cannot be reached by voice. WEBTEXT cloud based messaging makes integration into call
center both fast and easy to deploy in any agent desktop environment.

Voice Agents can send SMS Messages from their desktop

While on a call, Voice Agents can text a caller via Screenpop. This allows Connect call
center Agents to send SMS messages, including secure URL links, to cell phone callers
during or after a call.

When a call is received, an automatic or CTI number lookup is performed allowing the
Voice Agent to see if the caller is on a cell phone to verify they can receive a SMS
message. If the call is from a land-line, the Agent may ask the caller for their cell phone
number and enter it in the Screenpop to send a text message.

Send SMS
Sending SMS to: Message History for: 7748888008.
Number{7748888008 ' check... 'SMS AVAILABLE Time Sender | Toxt
05/24/2017 15:286  Outbound  Hello, please call 800-xxx-xxxx at your earliest i garding your applicati
Message Text Remaining: 160 05/24/2017 15:21  Outbound  Appointment with Dr. Smith scheduled for 6/8/17 at 9:00AM. Please bring your insurance card and ID.

05/24/2017 15:15 Qutbound  Your rental can be dropped off at Rental Car Center, 15 Transportation Way, Boston, MA 02128. Navigation
link: https:/fgoo.gl/maps/qKhjnn6YpFr

05/24/2017 15:12 Outbound Please mail your form to 1 City Hall Square, Boston, MA, 02201-20014

05/24/2017 15:00 Qutbound  Your confirmation number is WT81453. Please allow 48 hours for your account to update.

Choose a Template \ Send SMS | \
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Messages can be created by typing freehand, copying and pasting from other applications
or using Message Templates within the CRM. The Screenpop (above) gives Agents a
complete history of all messages sent to the caller's number, including automated
messages sent from business systems.

In US/CAN, messages will be sent using one of the organization’s toll/toll-free numbers and
there is no impact to voice service or risk of an outage. Outside US/CAN, the solution uses
a virtual number (where available). The solution can be deployed rapidly, usually
within 15 minutes, there’s no firewalls to open, no 3" party integrators, no webchat is
needed or any other hardware/software, and will work in any desktop environment.

2 min. solution video http://www.webtext.com/connect-voice-agent-messaging-demo/



http://www.webtext.com/connect-voice-agent-messaging-demo/

