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EasyLink™

You want the flexibility to choose how you capture contact center calls, based on critical business data. Qfiniti™ Ob-
serve™ EasyLink™ gives you that. EasyLink establishes a direct connection between your desktop applications and
your call recording program. That means, with EasyLink, you have more options. You can use data from your customer
service applications to start or stop a recording, attach data from your desktop application, or re-classify a recording for

easy retrieval.

Your recordings don't have to begin and end with a phone call. Get more options through your desktop.

Let EasyLink show you how.

* Facilitates faster and more efficient call searches and
evaluation

e Promotes business analysis opportunities by linking
recordings to your most critical business data

e Captures only relevant contact center interactions as
identified within your business applications

¢ Eliminates the need for back-end and application
integration

e Reduces IT time and costs for ongoing modification and
updates

User Friendly Setup

EasyLink is an out-of-the-box solution that can be deployed
and managed without the need for application customiza-
tion or specialized IT skills. EasyLink is managed through
a simple Web-based user interface and can be modified
quickly and easily to meet changing business needs.

e Employs a convenient, easy-to-use interface to define
and manage eventtriggers

¢ Integrates seamlessly with CRM, ERP, email, help desk,
legacy and proprietary applications

e Supports a broad range of applications, including stan-
dard desktop, Web-based and thin client programs

Intelligent Recordings

EasyLink lets you intelligently and more cost-efficiently
capture and classify recordings. It is fully integrated with
Qfiniti Observe to bridge most desktop software pro-
grams. By establishing customized trigger events on
desktop applications, EasyLink allows you to precisely re-
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cord, substantiate and highlight relevant events in your B u Sin ess An a |ySiS S u p pO r.t

contact center.
Examining the interactions and processes within the

e Starts or stops voice, voice/screen, or screen only contact center is not enough. To stay competitive, you
recordings need measurable improvements. But knowing what to
¢ Automatically classifies recordings based upon look for, how to analyze it, and more importantly, what
application data to take action on, can be a daunting task.
¢ Attaches business data to track and analyze specific
events such as: Autonomy etalk understands the challenges in balanc-
- Relevant customer data ing day-to-day tactical issues with strategic initiatives
~Type of call and can help you identify and propel your improvement

opportunities forward. We want to ensure that you

- SElEH A BT S quickly realize the value of your product investment.

-Customt.erinquirie_s That's why we back all our solutions with a proven
- Competitive intelligence suite of professional services and support, including
- Service information planning, design, implementation and deployment,

training and follow-up service to ensure optimal use
of your solutions. Autonomy etalk services get you

FleXible Event Triggers started with your business analysis so you can focus

EasyLink provides a broad array of options for creating on results, not details.

and using event triggers to attach data, start or stop
voice recordings, activate voice and screen recordings,
or launch screen-only captures. By using these flexible

triggering options, managers can gain valuable informa- Pa r'[ Of ‘th e 0_f| n |t|
tion about quality and process initiatives. Ente rprise SO | ution

* Conditional operators such as <, >, =, =, and contains Qfiniti Enterprise delivers a unified, centrally man-
* Inclusive-based triggering aged platform for multi-channel interaction analy-
¢ Supports up to five keyword triggers per page sis, real-time agent support, and contact center per-
« Allows up to 16 trigger fields per page formance management. By automatically delivering

relevant and accessible customer intelligence to the
organization, this solution enables businesses to
understand the meaning of customer interactions
and deliver outstanding customer service across

¢ Allows command line trigger execution for flexibility

¢ Stores the history of executed triggers for statistical
reporting and other uses

the globe.
Resource Efficiency Ofiniti Observe
EasyLink is a streamlined solution that installs quickly and - Call and desktop recording for quality/compliance
easily, and that requires very few network resources. Qfiniti Explore
- Automated customer communication analysis
¢ Operates seamlessly on existing Observe servers Qfiniti Assist
e Minimal impact on CPU or network - Automatic information assistance
¢ Centralized data storage and management Qfiniti Survey
- Integrated customer satisfaction survey
Qfiniti Advise

- Scoring and measurement for evaluation

Qfiniti Expert
- On-line agent coaching and training

@ @
@ ©
® ®
v
v
A - )
® e egem -
UtOHOmy . finiti’| Observe
EasyLink™
etalk aeven
Corporate Headquarters: Main Phone: +1.972.819.3100 Europe Sales: +44 (0) 1223.448.000 Email: info@etalk.com
4040 West Royal Lane, or 1.888.258.1528 Asia-Pacific Sales: + 656549.7848 Www.autonomy.com

Suite 100 Irving, Texas 75063  US Sales: 1.800.835.6357 Latin American Sales: +1.972.819.3288

161-0964-001

Copyright © 2007 Autonomy etalk Corporation. All rights reserved. Other trademarks are registered trademarks and the properties of their respective owners.
Product specifications and features are subject to change without notice.



