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Started in the year 2001 in the city of
Jakarta, PT Divatel Pratama is well-
known for being cost effective and the
best solution provider that in turn makes

your business successful.

As a business VolP solutions provider
with ITKP License, DIVATEL offers VVolP
products which are flexible, simple and
affordable, thus making it a one-stop-

solution for its users.




OUR VISION

Transform the way people
communicate through

innovative, user-friendly &
value-centric
platforms.
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To provide platform with
continuous innovation and easy
to use interface for effective

communication, which in turn

helps our clients and business

partners create value for their
businesses.

OUR MISSION
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OUR VALUES
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Dedication Integrity Versatility Ambitious Transparency Equity Legacy
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DIVACC CLOUD

Omnichannel Contact Center On Cloud
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Inbuilt WebRTC Webphone Multi-level IVR

web phone L X




Advanced Dialers

Auto  Predictive Progressive Promotional
Dialer Dialer Dialer Dialer

Preview
Dialer
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Manual
Dialer



Skill Based Mapping
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Multi-level Disposition
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Automated Call Distribution
(ACD)

Remote Agent
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Live Call Monitoring . .
(Barge-in/Coaching/Whisper) Real-time Analytics & Reports
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i Third Party Software Integration
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DIVACC CLOUD Features



More Features
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100% Voice Logging
Dashboard

e Real-time

e Platform

e Registration Status

e Queue

e Campaign
Multi-lingual Support
Trunk/Gateway Management
DID Management
Campaign Management
Configurable Scripts
Lead Management
Easy Agent Management
Inbuilt Basic CRM
Priority based Routing
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More Features
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External URL Configuration
Inbuilt Ticketing system
Agent Callback Management
Outbound Job Scheduler
Easy to Configure Call Routing
Voicemail

Music on Hold (MOH)
Answering Machine Detection
Sticky Agent
Barge-in/Coaching/Monitor
Queue Callbacks

Internal Chat

Internal Calls



More Features
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Call Conference with:
e  Supervisor/ Agent
e  External Number
° Queue
° External Group
Automatic Missed Call/Abandoned Call Dialing
DNC Control
Multi Users Login
User wise Time Zone
Theme Selection
Time Conditions based Inbound Call Routing
Week Off Mode
Holiday Mode
Configurable Survey Template
Configurable QA Template for Agent
Job Query Filter
Response Message Script

O divatel

Rodefine Communication




More Features
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SMS Templates

Whats App Template

Email Template

Recording Encryption

Call History

Call Disposition Details

Agent Break Details

Recording Playback & Download
Options

Real Time Queue & Agent Status
Real Time Call Status

Real Time Campaign Monitor
Report Section
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Text To Speech

e Texttospeech Converts textin to Audio. two
types of text are possible to play during the
call.

1. Static Text
2. Dynamic Text
TTS Integration:

e TTS asa call failover action
e Promotional callswith TTS




Add-on Features

IVR & AGENT SURVEY

Once regular communication between the customer &
agent is over, the agent can transfer the call to VR
Survey. IVR Survey provides a set of survey questions
to the customer, Survey Module (VR & Agent)
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QUALITY ANALYSIS SMS BROADCASTING

The QA (Quality Analysis) Module is an Add On module SMS broadcasting functionality
for ranking the agents based on their Voice admin can create the SMS campaign and type the text
Tone, Language Proficiency, Quality of query which they wants to broadcast to their customers.

resolution or any Predefined ranking critenia for

agents.
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Architecture
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Generic Use-case Scenario

DIVATELCC
(Cloud)

Mabile/Landline IP Phonia
e I=
a. | f-
T o® :
Vidao / Social
Media : a
=  —
— Agent Web

Third Party Agents \ Portal

CRM Integration

Wark from
Home
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Healthcare Industry Use-case Scenario

Doctor A
(Physician)

Location X

' Call & Pivor . Doctor B
xlnternal Chatx . m (Orthopaedic)

Location Y
Agen:s\‘ x/
l. C\
'}"':"}; Lacation £
rﬁ}_s',*éf .
Patient C

@D
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Banking Industry Use-case Scenario

BANK POTENTIAL/EXISTING
QFFICE CUSTOMERS

x Premetional Offers ,’ .

.

MNew Services } .

Customer A

! (Debit/Credit Card, Loan ete.)

Folicy Renewal

L

=
S

Customer C ; \ Feedback/Suggestion
yJjdeo Chal, S ‘AM‘:
II-II“&LII = | 'Ihl‘m:'!%a. Autel

E”— o Transaction Information

Customer D




DIVATELCC Strengths O divatel

Product
Customization

Easy
Deployment

1000+
Concurrent
Calls

Attractive
Ul /UX
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Hardware Specifications
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Delivery Timeframe

e The product will be deployed on customer’s server within 7 working days.

e Custom features, if any, a separate timeline will be provided once the scope is finalized.



Annual Support & Maintenance O divatel

Support Timings
Monday to Friday — 10 AM to 12 AM, Indonesia Standard Time via Phone, Email and Skype.
In case of emergency, instant support — 24x7 on Phone.

Support and Maintenance Details

Maintenance and Support includes, bug fixing, fixing issues, etc. In case there is any issue in the
software with respect to bugs or fixes, we will provide support from the date of deployment of your
cloud contact center.

The regular online support will be provided by Skype, Email and Phone.

Emergency support will be provided by Phone.

Product updates will be a part along with support.
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Real-Time Dashboard

O divatel
Tenant 10 -
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Supervisor Panel
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Team Lead Panel
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Campaigh Management - Inbound

Add New Call Campaign

General Settings
) Name"
Inbound _ Call_Campaign
o Customer Group * o Timedone
[Supun_custmner l_] | Asia/Bangkok (+7.00)

LJ

Call Settings

© Type”

| INBOUND L_|
) Defaul Activity * ) Activity Nams

| Queue || | suppon L
G Waakoff Activity o Weaakall Activity Nama

i Wolcemail iL I | Platform=9001

a Crescriplion
Inbound Campaign

o Language *
| ENGLISH

J

) Dial Rule
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| agent campaign e |

Q Holiday Activity

| Agent

=

B Hollday Activity Mame

| dhika 9001 (9001)



Campaign Management - Outbound deVQtQI

Add New Call Campaign

General Settings
.B Mamag * o Drascription
oulbound_Call Campaign outbound Campaign
&) Customar Croup ) Language "
[ suport_customer kil [evoust L
Call settings
&£ Trpe- ) Dialer
| ouTBOUND ) [aute L
) Dofoul Activity * &) Activity Nama ) Dial Rulo
Queue | suppont lo)  |[x=gentcampaign rue| ;

Caller ID Settings

) Callar ID Type G Callor | € Collér ID Nama

| Random ||| ANL_suppon il DIVATEL
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Campaignh Management - Blended

Add New Call Campaign

General Settings
0 Mame * 0- Description
Blended _call_campaign Blended call campaign
€ Customer Group * &) TimeZone @) Language *
Suport_customer Er | Asia/Bangkok (+7-00) J | ENGLISH
Call Settings
© Type- € Diater -
BLENDED [ | auro
€ Deofaun Activity * ) Activity Name @ Dial Rule
Queue Ll | support L| [I-_:_:-ageﬁtcan'mmgn rule | '!
€ Weekof Activity ) Weskofi Activity Name &) Holiday Activity @ Holiday Activity Name
Voicemail lL_J | Platform-9001 | || Agent | | [mmaeﬂm (5001) [ ]

L




O divatel

Agent Panel Dashboard

| DIVATELCC gl ] | -;-| Waiting For Call "*.m o i
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Agent Panel Customer Details

| DIVATELCC | {88 waiting For call P s v oy o

LISLO r L 11 il hhares
General -
OrvlAct MC
T Gioup Default Customer Group - Seledt Carmpak] Outhound_Manual -
i Details CRE Cumslom Field ALL - CHM Custom Val
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Agent Panel Survey Details

@ | /& | waiting For Call. . "B ¢ B BN Mo~

@: 13 1004441 2L VY
Dashboard

Climnl History

Survey Templala k Campaln Eer
Cuatarmer Dhatails ST eeaback - paign Salect -

Cad

Callback Delails

y Dietails g amipl el

Session Doelails ﬂn Wi T feadback

naill Dotals ; .
Email Delaits Survey Cuestions Survey Answer

Chat Daotads When did tha reprossnds i ta you immiedistaly



Agent Panel Ticket Details

PSS @ | 52 | wating For cal
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Social Media Facebook Request

Social Media (43) 7

— DEOREEE
Customer: demd

2391528610956027
THT-10141851 79 Channel : FACEBOOK (Test Page)
- . Post : demo post for demo session

Midhi

2391528610056027 . S s s «

TKT-1014185127 &==n po

Nidhi .

2391528610956027 Reply for the demo post

TET-1014185126 -

Rushi a Hello Test

IBO5883I683TEZATO

[KT-1014 185099 [ T

918980025588

TEKT-10141B5040 .
Hedlo there 123456 .

218980035588 -

TET-1014 S0

T K
T Send a message —




Social Media WhatsAPP Request

Social Media (44)

17567208686
TEKT-101418607

1971435047
TET-1014 185080

1898003558
TKT-1014185079

1971435047
THKT-101418557TH

1971435047
TET-1014185874

2151070400
TET-10141859%58

Prashan
1359042164430
TKT-1014185905

Prashan
1359042164439

D1756TROBREEE
Channel . WHATSAPP (Whatsapp DIVATEL 1)

& Hedlo

Hadia | hope everyihing is fine.

a -
@,
- | want 1o inguire about prodioct

WHicH producl You Want 10 S

Send a messane
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Social Media Instagram Request B e

Social Media (43) 2

IS =AU LS s 1
LR LSE 2 E

18714235047
TET-1014185826

Channel : INSTAGRAM [Voice)

1971435047 .. I
THT-1014165816 =D Falo

DIVATEL 5
TRA142Z85827320 Helo Team

TKT=-1014185806

L
DIVATEL =1 @divatel yes team
_TB414ZASE2TIZ0

TET-1014185805

DIVATEL
(TRALAZASRZTIZOR

THT-1014185796

1756780868 _
Send a message
TET-1014185784

6281510704000
TRT-1014185783 it




Customer Chat Agent Panel View md.,!vatel

Chat (1) 9
ﬂ Search Visitor e
) DDEDELDEE

W
17656677T
Hello =
How are you? .
& oo
. | Pl gpueery regarchin Foscl
- egarding product

[Bend a message




Customer chat Visitor view O divatel




Internal Chat

Internal Chat (5)

n Search Agent

Monika
AgentMonika

mioia
Lpl=tt]

Shweta
SupervisorMonika

Ghanshyam
AgentGs

Shwala
SupMonikaV

Shweta
Hello Team
a I hope evary thing is fine.

yes | need some pdf file

.& which pdi file you want?

Product Infarmation file

Bend a message

O divatel

Rodefine Communication




Compose SMS O divatel

Rodefine Communication

Compose SMS

a Campalgn * a CLstormer

Inbound - jani ayz (TTTAARI11Y) L=
o Tempdace o Profx 0 SMS MNumber *
lhani'-'rW_lemplaw | - 62-Indonesia - TTIRARIAET

et B2 FITeE61113

o SMS Teod

Hello, Your first naume 5 rjani your & last name s ayz. Your conlact no is T37AARY 2T yvour email ID 1S info@divatel co_id
Date s 2019-12-11 . Your Account Number 12345678,

Total Length: 176
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Incoming SMS Request

SMS (2) P

R —
TKT-1014167282

+178624vann
6 Can | call you later ? - in a meeting at this moment. Estoy en reunion en este momento, permiteme llamarte mas
tardar

sure please -

[send a message

Total Length: 0 PP
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Compose Email

0 Subjpect ™ ﬂ Campaign *

1est Email -
0 Customer 0 Email 1D
shweta (101) | - info@divatel co.id

o Seloct Template

Thank you | -
o Conlent *

W

@ E E « + QW F oz e&0O0e o/ B I US x x* &1
o e 4 92 W E =B = E | 9. = o W= O

Styles - | Format - | Fomt - | Sige - A- -

Thank you for writing to us. We will get back o you on this.



Inbound Email Request

Email Details(28)

Grow your brand with
Instagram
TKT-1014185854

Voip technology
TKT-1014185807

Grow your brand with
Instagram
TKT-1014185798

Welcome! Confirm your email.

TKT-1014185785

It's done
TKT-1014185773

Uttarayan
TKT-1014185772

Security alert
TKT-1014185771

2020-02-19 16:42:46

OPEN

2020-02-05 11:11:32
OPEN

2020-01-31 16:51:14

OPEN

2020-01-27 19:17:54
OPEN

2020-01-15 13:17:26
OPEN

2020-01-15 12:06:41
OPEN

2020-01-10 18:07:49
OPEN

»
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BEEEEIE

»

TKT-1014185854
Customer: <business-noreply@mail.instagram.com>
Grow your brand with Instagram

From: <business-noreply@mail.instagram.com> 2020-02-19 16:42:46

To: <abcx63399@gmail.com>

Instagram | Business

S

Promote your brand on




Customer Details & Inbuilt Web Phone O divatel

DivATELCC [ R S S P P OEEPE] ¢ o u owc Mo -

Call Dotalis @ nn CRM  Seript Disposition Ticket Survey URL  SMS  Whatsapp
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Call Transfer Feature on Agent Panel 0 dlvatel

SyupEnisoE
cmmmuuﬁ -

‘Tir:i:ﬂ Survey  URL SM5  Whalsapp

Phone . Omigise
i o B oDooooo
Campagn i bR L

Extng L
Exterma E‘
Campaign [

Customer ¢ Agent Extemal

Grodp

4
VR Transier ﬂ' el L

L7
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(&) maLe
FEMALE
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et EXimiairia
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CDR Report
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Our Clients
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Thank You

PT. DIVATEL PRATAMA
Menara Kuningan 6th Floor, JI. HR. Rasuna Said Blok X-7 Kav.5, Jakarta Selatan 12940.

‘L +622130022777 4 info@divatel.id

@ www.divatel.id



