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Integrating web applications to telephony equipment can be a
costly and complicated task. While high levels of integration typi-
cally require advanced programming techniques, many applications
only require basic integration such as context sensitive screen
pops. QuickScreen, designed for the eQueue™ Multimedia
Contact Center Solution, provides an easy method of leveraging
basic CTl in a web-based environment.

The eQueue can queue and distribute incoming customer interac-
tions, whether by phone, e-mail or Internet, and deliver them to
the most appropriate contact center agent. On the agent’s desk-
top, QuickScreen can be used to automatically pop customer
management applications, such as CRM, billing systems or any
other web-based application, complete with caller specific infor-
mation and past transactions. This increases agent productivity
and provides them with the ability to provide personalized service
and to anticipate customer needs.

QuickScreen uses eOn’s SoftPhone to provide the framework to
drive interactions between the agent, the eQueue and the desired
content or web application. Simple step-by-step browser configu-
ration tool provides contact center customers the ability to create
for themselves screen pop applications without the need of ex-
pensive middleware.
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QuickScreen

Simple Screen Pop Solution

QuickScreen Advantages

Power and flexibility without the cost of custom
development.

Screen pop features now completely within your
control.

Easy integration between simple telephony events
and external data.

Easy configuration of the data delivered on each
event.

Well documented, wizard based toolkit greatly sim-
plifies integration to customer management applica-
tions.

El=i

egf? QuickScreen Configuration
commumications

Edit Login/Logout URLS
Manage Users
[0 Show SereenPop Flacement Options
T Db Ui
O Edit B78XO00K NONE  OnRing http#/sample/profilefindex html
[0 Edit B79XO0XXK NONE  On Answer http:fisample/Biking/index html
[ Edit 680X00000¢ ANY  OnRing http fwww eoncommunications com
O Edit 68100 NONE  OnRing http //sample/Company1/index html
[0 Edit 682X00000K NONE  OnRing http//sample/Company2/index html
[0 Edit 683X00XXXK NONE  On Ring httpfisample/Company3/index html
[0 Edit 634X00000 NONE  OnRing http:/{sample/Company4/index html
[0 Edit 685X0000K NONE  OnRing http://sample/Resturant/index html
[0 Edit 686X0000K NONE  OnRing http://sample/Shopping/index. html
[0 Edit 68700000 NONE  OnRing http:fisample/Soccer/index.html
[0 Edit B800566X00C ANY On Ring http:fiwww. eonce. schedule htm
[0 Edit 8774621000 ANY  OnRing http: Hwww.google
< Previous Next > _
Done & Internet F00% -

BUILDIN(

ORDER NOW |

Bouguet Name

More ik fhis

&

ORDER NOW !

Bouguet Name
Mo, 01234

bore lke thi

4

ORDER NOW |

Bouguet Name
Ho. 01234

More ike this

=
d Ernuoel |

Your all in one on-line florist

| ENG | RusS | FR | ° |

| Home | Sitemap | Contacts | Other |

COMPA

OUR COOL COMPJ

| Some info
about our comgany
in few words...

23.03.03
Wie begn new project on the
ocean coast. We begin new
project on the ocean coast
We begin new project on the
ocean coast,

want more details...

23.03.03
We begin new project on the
ocean coast, We begin new

preject on the ocean coast.
Wie begin new project on the
ocean coast

want more details...

©2003 YOUR CORPORATION, ALLR




QuickScreen Features Q U | C I(S creen

Delivers URL to a window on the agent’s desktop. Technical Spec:ficatlons

URLs may point to web pages, ftp sites, multimedia
files, MS Office or Adobe documents.

Supports multiple calling party number match pat-

terns

URLs may also contain tokens — ANI, DNIS, PIN,

CSN and agent ID — which are dynamic elements of eQueue
the URL field that will automatically be replaced with CSTA
data from the current call. Events

URL can be delivered as the call is ringing or an- Selected Events

swered. Call Delivered
Call Answered
Agent Login

SoftPhone

Event Request
CSR

Event Response Workstation

URL for
Wizard-based Configuration Server Selected Events
Event selection number pattern QuickScreen with optional AN,
matching URL construction Web Service DNIS, Agent ID,
PIN, CSN tokens
IE
. Window
Product Requirements Component

Server Software
Microsoft Windows 2000 Server or later
Microsoft Internet Information Services (lIS) 5.x or 6.x
Microsoft SQL 2000, 2005
Microsoft .NET Framework vl.|1

Server Hardware QuickScreen Architecture
Server hardware requirements are solely driven by con-

current agent event requests. In most cases, the service
can reside on an existing eOn server such as Recorder,
Report Server, etc. |

QuickScreen is comprised of two primary components:

Server — A web service that delivers a web application

for configuration of agent events.
Client Software
eOn SoftPhone with QuickScreen software 2. Client — Provides the screen pop functionality on the
CSR’s workstation. This works with eOn’s SoftPhone to

process events as they are received from the eQueue.

Microsoft .NET Framework vl.|
Microsoft Internet Explorer v5.5 or later
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