Bringing CSUDH Up-to-Date on Information Technology

Presented by: Bill Chang, Deputy CIO




What is the CSUDH Cloud Contact Center?

An internet-based solution that handles all inbound and outbound customer communications
across multiple channels.
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Cloud Contact Center - Phone Call
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Cloud Contact Center - AskTeddy
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Cloud Contact Center - AskTeddy - SMS/Text

Ask Teddy

Agents

< Back Live

Department

Please select a department you would like to
connect with and an agent will assist you.

IT Call Center

Online Now

Ask Teddy

@) Agents

< Back ® .

Hello

Let me collect some information about you
before | connect to an agent.That way | can
help you better.

Preferred method of contact

O Email O Text(SMS)

Name

Email address

Country code

+1 (United 7 Cell Phone Number

Cancel Send

Ask Teddy

e  Connecting...

., |T Call Center End Chat X

Thursday, Apr 22, 2021

We may ask you to provide us some basic
information such as your name, ID, and email
address. In order to help protect your privacy,
please do not share any additional personal
information via WebChat

You 04:18 PM

You 04:18 PM

has joined the chat

[Enter your question here ...
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Cloud Contact Center (CCC) Agent Dashboard

* Live agents to chat
or text w/ users

« Route to the right
agent

e Customize action

if no agents available

< C @ flextwilio.com/agent-desktop/WR3d16423666eebb8693d3146ef50b013¢

efits of a paid plan >
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+17144965639 Live | 02:10
Incoming SMS request

1v3ykenv8d55 CHAT
& 02:12 | Jim Hilly: Is there anything else | can help yc —

L

Conversation started with customer

R Customer 0217 PM
Where can | find details about maintenance?

Jim Hilly 02:18PM
Would you mind holding on for a few minutes
while | am checking this with our technical
support?

Jim Hilly 02:19 PM
IT conducts routine maintenance on its programs
at scheduled times, shown on the System Status
website. During maintenance some programs may
not be available.

Jim Hilly 02:19 PM
Is there anything else I can help y

&y  Typemessage

Canned Respanses

Putting on hold

Live Chat
& Real-

time
Service

TECHNOLOGY RESOURCES

Expand Menu

maintenance
IT Scheduled Maintenance and System Status

IT conducts routine maintenance on its programs at scheduled times, shown on the System
Status website. During maintenance some programs may not be available.

LATEST NEWS
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Growing the Cloud Contact Center (CCC) Real-time.

Service

e Define the channels for Contact Centers to
support

* Finalize the ticketing system shared between
depts

» Departments the Contact Center

will connect
Next step «(



CCC - Frequently Asked Questions
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Web Chat Telephone SMS

No of agents

25
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If agent online: Agent shall answer the SMS If agent online: Lands to agent queue.
If agent offline: A automatic message If agent offline: Prompts the user to
saying “agents are offline” will be sent and connect with AskTeddy

the SMS is placed in agent queue, which

will be answered by next online agent
4. Can agent transfer to other agent?

2. What happens when user chats on OD Yes

web chat?
5. Does the contact center have

If Ask Teddy does not know the answer, Knowledge Management?

then _ =
If agent online: prompts to connect to No, but can integrate with incumbent
agent CRM, ticketing system

If agent offline: collects information, using |
which agent task is created in the queue, 6. Can agent transfer to other dept
which will be answered by next online « (outward call)?

agent Yes
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Questions?
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