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CyTrack® CyDesk™

Link your most important tools - The

PC, Telephone and Internet and create
advanced service management and business efficiency
with CyDesk’s™ inbuilt CRM integration interface.

CyDesk™ can be used stand alone or integrated to
Outlook or your Customer Relationship Management
System (CRM) or Database, Access and many other
Windows Based Applications. Or just highlight any
number in Windows and Right-Click to Dial.

All standard telephone controls such as answer, hold,
re-dial, conference and transfer are now easier and in
fact better supported now it can be done from your PC.

CyDesk™ also provides advanced functionality for use
in business such as Real Time Management Screen for
the Administrator, configurable break types to indicate
user status, optionally providing voice recording
functionality.

CyDesk™ is not just another softphone -
CyDesk is a product designed to enhance the telephone
you have whether it is a desktop, IP or Soft phone.

CyDesk™ integrates your telephone into your business
systems, linking you to your office CRM, customer
database or management system and provides presence
management defining your status and availability to
office colleagues and teams.

CyDesk™ is.your central communications tool, providing
youf speed dials, missed call, redial and received calls
lists on the screen in front of you.

CyDesk™ can record your conversations and it can log
all your activity for performance and analysis.

o All Telephony controls from your des
o Click to Dial

0 Screen Pop on incoming call

o Database & CRM integration

o Log history to your CRM

o Review staff and colleagues
‘presence’ management

o Manage your calls with speed dia
call and received call lists

ecording — see CyRecord™

ing, Analysis and Billing
CyReport™

CyDesk™ is a complete business system
that is modular - CyDesk™ becomes the desktop
agent module in any CyTrack® Business Communications
or Call Centre System.

Work alone or be a part of a CyQ™ or CyCall™ team in
an inbound queue and/or tele-marketing campaign.

CyDesk™ provides your team system log-in, break-outs,
completion codes, call wallboard and voice recording
control centre when you are part of a CyTrack® Business
Communications System.

Remember, CyDesk™ also links your team into your
company CRM for a complete integrated solution.

o CyDesk™ is modular - from personal tool to Business
Communications or Call Centre agent module

o CyDesk™ becomes the log-in, break-out manager, wall
board and completicii and account code entry point

o Log-in to CyQ™ for inbound queue management

0 Log-in to CyCall™ to join a CyCall Tele-Marketing
Campaign

o All team activities and performance records are stored
directly to CyReport™ for reporting and analysis

o Record calls on demand, all calls or randomly with
CyDesk™ CyRecord™ module.

o Optional - Integrated Reporting and Billing
with CyReport™



CyTrack® CyDesk™

Manage your calls
from your PC

Manage your telephone calls easier !
File Actions Tools Help

a @ Nick Milan - Free

44 Bruce Wielinga Logged Out

= % ) & 4l Farley Kang Free

i Jess Kiggins Free

Now answer calls by a click on the PC screen and right

click to transfer calls blind or supervised—simply !

3
4. Lili Sudiarto Logged Out
44 Marcus Alick Logged Out
3 4 Mark Hammans  Free
\-\\ J & Simon Bennett Busy Incoming
S Taupheeg Omar Busy Outgoing
Peter Wigs

Transfer calls, or bring team members into a conference

call—all just by right click as shown here.

= :h--éall Mobile - 0412 123456 ] . . .

] 4 Call Home - 02 4567 7894 View Colleagues busy, free or break status with bright

_‘E Show Icons

| and vibrant self chosen icons and colour status images.

=) | | |
Busy Lamp Fields and Speed Dials all make managing

your telephone calls easier.

Click to Dial - Set up CyDesk™ with your customer

John Smith v
Company Semvice Pty Lid
04182282

database and simply click to dial contacts - if you don't - ¢
=

get through the name of the person and their number is

" #. Hangup Call
listed in the re-dial list for recall. * - B
Ringing Duration G _..-._. Hold Call

Screen Pop on Incoming Call - Integrate Wy Transfer Call

CyDesk™ to your customer database and have the

:j Conference
4 Stop Recording

correct customer details automatically ‘poppedigtoRyoun

screen when you are receiving incomingfcalls:

Call Lists - have your team manage calls more

efficiently with missed calls, redial/lists and received call

lists straight from CyDesk™

CyDesk™ - Integration with Microsoft

P aresss E  Fep

Messenger - Provide Real Time Update of users
Show Colezguzs

Status to Messenger Contacts s
n-a W Epeed Diale
CyDesk™ will automatically change the Messenger Enod Nl e Hick Mias® rhlick Wiehin
d=NAITE — i.ul‘n arell” aopeah Fdabile
status to ‘on the phone’ as soon as a CyDesk™ user go — =] Jilacied Callagher =¥ Dariel Mobils
Hreed “uf Wik “up MO MCkde
2 . . Jizk A “uf Bz SarHmuzo Mokie
off-hook on their telephone extension. [ g B Tshes Dms~ joen
i i ™ Ifizzed B B "‘
View Messenger Contacts Status in CyDesk™ in the one Calls Fediss AL ::-;I SE s
a . ™ _-'_H_ e Wiy Soesecied Lo
view with CyDesk™ Status QULDOING ~ L e
Calls Hefin s - o Sz asilyl
Right Click to send a instant message direct from - - .ﬂ Y

I ring

CyDesk™ with Caller Details auto-typed and sent for

you.
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CyTrack® CyDesk™

& cyDesk Manager (Nick Milan -)

System Management
and Performance

CyDesk™

File Options Help
-‘- ACD Groups -~ Ma nager =
.2, Queue Groups CyDeSkTM Manager
+1-,#, Queues allows system and
= 3 Campaigns agent management
= & Agents and review in Real
+ g Bruce Wielingz Logged Out e
+ a Farley Kang{3 17} Busy 00:02:28 Help Desk :
I @3 Jess Kiggins(&15) Busy 00:00:11 Logged In 14/05/2007 8:33:27 AM When upgraded with
- 515 CyQ™ or CyCall™
%j Qutgoing Call To 0419228301 John Smith from Company Service Pty Ltd Call Centre systems,
_am Quoues - CyDesk™ becomes
+-gf Ll Sudiarto Logged Out
|‘ + g4 Marcus Alick Logged Out She ce.ntral queus,
+ é Mark Hammans {2 13) Busy 00:06:00 Logged In 14/05/2007 8:24:50 AM campdid and
+1-(g) Mick Milan ~(811) Break Active D0:03:53 Priority Tasks agent management
4-.1 Peter Williams Logged O screen.
R oror cermerion 6:00:03 Cofres | e cpesk
| -jﬂﬁnrfupheeq Omar{815) Free 00:00:37 Logged In 14/05/2007 8: 14:35 AM r manager |0ca”y or

from anywhere over
your LAN or WAN

File #ctions Tools Help
a d D Ready [: Free
"""" : -__', Bathroom
\\ =) Coffes Logged Out
s i' L2 Lunch E:EE
\\ & Mesting Logged Cut
A Q Cuk of office Frea
‘cfl ,,!- Q Priority Tasks :  Free
\.\ .\_) Be right back, Busy O'—'tg':'?ng
Do nok diskurb r Busy Incoming
:r"ﬁ ?, s LOGREd Out

Workflow adherence, ‘presence

management’ and communication with
your team can be enhanced by use of CyDesk™ Break
Management. Any number of break types can be
entered to the system and a clear and bright icon
chosen for various catagories as shown here. Select
a break type to show colleagues and team members
status. CyDesk™ Break Types and Agent Productivity
reports can also be provided by CyReport our optional

Call Reporting Package.

Performance Monitoring & Reviewing

Team Availability - In today’s modern business

environment, providing quality service is a key
objectivel Leverage,CyDesk’s important ‘presence’

fdnctionalities for team status and collaboration

CyDesk™ in conjunction with CyReport™ enables
service performance adherence and process
conformance, full reporting and review of calls made
and received. Over 150 reports can reveal areas for
improvement, times of low requirement for staff load

balancing and general productivity.

Agants Daily Statistics

Apent Achwity Comparison

—




CyTrack® CyDesk™ Integrate with your

Calendar and Messaging

CyDesk™ - Tntegration with Outlook

i File Edit ¥ew Go Tools Actions Calegra Options  Heip TYpE
Eﬁﬂew - @Newlfoice | ;j > @ View Callegra Message EE | Today | jDa}g calendar - Manage your team's
4 May2007 ’ blagday. s May status and availability with CyDesk™
M TWTFS5 S5
12345%5 . ,
7 8 910111213 am presence management’ with integration to
[14]15 16 1718 15 20 Sales Meeting
21322 23 24 25 26 27 .
28 20 3031 e your teams Outlook Calendar. CyDesk™ will detect
My Calendars 107 || meetings that are booked into the calendar and will

change the CyDesk™ status to a pre-defined meeting

type against the Calendar meeting types. All your

m « Nick Milan - Break (Meeting) team and managers can be aware of individuals status
[ 1.-.1 Bruce Yielinga Logged Out and availability - fully sychronised.
= 4 Farley Kang Free
e 4 Jess Kiggins Free
40 Lili Sudiarto Logged Cut Status to
o Marcus Alick Free d the Caller Detai

\,‘f b Mark Hammans  Free Messenger Contact ale
a Simon Bennett  Busy Outgoing to type a response on ho
L2 Taupheeq Omar  Break (Lunch)

NIA 4. Peterilliams  Logged Out

File Actions Tools Help

Update your CyDesk™ statusito your colleagues automatically i

with sychronisation to your Outlook calendar. Meeting types a @ Nick Milan -
in Outlook correspond to CyDesk™ breaks letting your
colleagues and managers know your availability and status

Busy Incoming

. Bruce Wielinga  Logged Out
5 44 Farley Kang Free
3 41 Jess Kiggins Free
&a Lili Sudiarto Logged Out
&l Marcus Alick Logged Out

CyDeSkTM = Integl‘ation With MicrOSOft J.SendCaIIDetailsasInstantl’ﬂessage

:jj & Send an Instant Message...

\ ;
a
wo Peter Will

Messenger - Provide Real Time Update of your

Status to Messenger Contacts

Fiz Edt botecs Tody ~elo

'3 e 7,

CyDesk™ will automatically change your Messenger

status to ‘on the phone’ as soon as you go off-hook on

Tar Med s ly o piiadiom.cu

= =

ek suys
CyPhooe Message Nk Milan CyTisch Technologes (1530
TENT2E on w call for you

your telephone extension.

View your Messenger Contacts Status in CyDesk™ in the

one view with CyDesk™ Status

Right Click to send a instant message direct from

G/ /L

CyDesk™ with Caller Details auto-typed and sent for

you. _ 2
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CyTrack® CyDesk™

Integrate with your CRM
and Business Systems

Contact: John Smith

= Details:
59 Information Filter on: |Last 30 days Vl Include: |Related Records
= Mu:ur.e..'?.ddresses L Mew Activity | 4 | & X
2 _Activiies | Subiect | Activity Tyne | Activity Ststue | Regarding
Lé HIStDr';.-' I & 1 ¥ e 1 ¥ 1 = =
3 Sub-Contacts P &Y Incoming Call to 811 from 0437225353 Phone Call John Smith
B8 Relationships b &P Outgoing Call to 0407519230 Phone Call Completed Jahn Smith
= sales: .
ﬁ Opportunities 4 @ Cutgoing Call to 0407519230(CyRecord) Phone Call Completed John Smith
@ Quokes

Add Telephony Integration to your Customer Contact or CRM Business Systems - CyDesk™
provides a wide range of enhancing functionality to your customer contact system. CyDesk™ click to dial increases
efficiency and output of business calls, testing shows that based on a tele-sales person, around 40 hrs. per year per

person can be saved in click to dial over manual dialling more than covering the price of the software.

Even more

increased savings are made with the screen pop of customer details being presented to the CyDesk™ user on each
incoming call. Now the customer details are already present on the PC screen leaving CyDesk™ users free to concentrate

on the call in hand.

|
Phone Call: Incoming Call to 811 from 0437225858
Motes

Phone Call

Sender |@._£| John Smith | [1 ’]
Recipient |8 nick Milan | (2]
Suhjact II='==:c=ming Call to 811 from 0437225858

5 811 from 04372258538, duration 00:00:06, autodogged

The screen shot above shows CyDesk™ recording €alls

made, received and missed under the contact/history

of a CRM product.

Clicking on the entry will show the

date, time and duration of the call.

Log History of calls made received and

even missed to your CRM - one of the most
important and significant. features with CyDesk™ is to
have all CyDesk™ users calls logged into the CRM under
the contact history. Managers and other team members
can review what contact has been made by telephone
with the company customers and can review the date,
time and duration of the call and of course whether it
was a call out, or call received. In most CRM systems
CyDesk™ can also generate an action to return a call if
your customer called one of your team and they missed
the call. All of these actions logged in your CRM under
each pertinent contact provide a wealth of important
reporting with which you can analyse performance and
busy levels and most importantly be assured 100% of
the verification of a call being made or received.

CyDesk™ - CyRecord™ Voice Recording

with your CRM product - CyRecord™ is an add-
on module for CyDesk™ that provides voice recording to
a MP3 or .WAV file that can be stored under the contact
record history in your CRM solution. CyRecord™ can
be set to be user controlled on-demand, to record all
calls, or randomly as administrated centrally by the

manager. CyRecord™ is used in many applications

such as in service desks to record users description of
issues, as a voice contract in telephone orders, or as
general dictation or instruction in any conversation. The
recordings are stored centrally and logged with the user
and caller details and date/time stamp as well as other
optional storage tags .

Phone Call: OutM to 0407519280(CyRecord)

Phone Call || Motes |

Notes

Click here to enter a new note...

[} 05/14/2007 11:09 AM by Nick Milan

éj Nick Milan - 20070514-110930 0407519280.MP3 (32,235 Byte(s))
CyRecord Voice Recording




providing you w

CyTrack Modules

o CyDesk

o CyConsole
o CyRecord
o CyReport
o CyQ

o CyCall

o CylLive

Providing ....

o Computer Telephony Integration (CTI)
o Telephony to CRM Integration

o Front Desk Operation

o Voice Recording

o Telephone Call Accounting & Billing

o ACD Reporting

onbound. Call Centre Routing
&'Queue Management

o Outbound Call €entre Tele-Marketing
Management

o Interactive Voice Response (IVR)

.Cytrack.com
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