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Loway

Measure. Improve.




O yem BCe 3T10? Loway

[1aHHbIN HAabop cnanaoB sIBASIETCA
pacLUMPEHHOU BEPCNEN OOCYKOEHNS,
COCTOSIBLLErocsl Ha

Astricon Orlando 2018.

OH coaepXuUT Te e cnangsbl, |
NAOC OOMNOSTHUTENBHYIO
MHJOPMALMIO O PEUTUHraX
QueueMetrics.



Asterisk @ Loway

HeMHoOro ncropum:

HavaTa paboTta c Asterisk B 2003
Pa3spaboTaH QueueMetrics B 2005
Pa3spaboTtaH WombatDialer B 2012
3anyuweH QueueMetrics Live B 2015

NHcTannauun:

QueueMetrics cenyac pa3BepHYT B ThicAYaX
KOJIJI-LLEHTPOB MO BCEMY MUPY

CpenoHunn cant: ~50 areHTOB

KpynHenwunn: ~1000 areHToB live (B knactepe
Asterisk)

WombatDialer pa3BepHyT Ha ~500 cauTax
CpenoHunin cant: ~70 KaHanoB
KpynHenwunn: ~3000 kaHanoB

Loway

Measure. Improve.

KnueHTsl:

e 25% CLUA / KaHapa

« 25% EBpona

e 20% JlaTunHCKaA
AMepuKa

« 15% Adpuka

* 10% A3nsd

e 5% BavxHun
BocTokK



3aueM NPoBOAUIICH ONPOC? |eadili)]

Llenu:

* [loHATb OCHOBHbIE TEHAEHUNWN, OKa3blBaKOLLME
BITIMSAAHUE Ha ucnonb3oBaHne Asterisk B Konn-
LEeHTpax

 CpaBHUTb, N3aMeHMnNachb nu kaptuHa c 2014
roga

* (He Tak MHOro ceepx TOro ...)



Onpoc B 2014 Loway

NepBOHaYanbLHO paccMaTpuBarncs Kak
onpoc yAOBNeTBOPEHHOCTN HAaLLUMMU
npoayKTamm.

* Hy>XHbl ObINX ,,pacLlUMpPEHHBbIE” BOMPOCHI ANA
NMOHMMAaHUA BCEN KapPTUHBI

e Okono 100 pecnoHOEHTOB

* OnybnmnkoBaHHasa Bepcua Obliia JOBOMLHO
yCrneLiHou

* [lpeactaBneH Ha AstriDevCon B 2015



Metogonorus (2018) |ty

Measure. Improve.

» OrpaHunyeHune: He bonee 5 MUHYT BPEMEHM
PECMOHAEHTA

 OTKpbITbIE BOMPOCHI
 ®opma Google, aHOHUMHaS
e OTCYyTCTBME CTUMYIIMPOBAHUS

 OTKpbITA ANsl BCEro cooodLiecrtsa

e BbinonHAnNcs ¢ ntoHsA rno ceHTs6pb 18

« ~230 yyacTHMKOB



K ceepeHMIo Loway

 HanmeHoBaHwus, npuBeneHHbIEe HUXe, MOTryT ObITb
TOBAPHbIMN 3HAKaMU

* [lpuBOogATCA No NpuHUMNy ,,006pOCOBECTHOE
MCMnosib30BaHME" N He nogpasymMeBaroT HUKaAKoU
cneunanbHON Uenu

* YMMV (,Baw onbIT MOXeT oTnn4atbcsa”)

* Korga roBoputcs o Elastix n PBX-in-a-Flash, nmetorcs
BuAOy Bepcum Ha ocHoBe Asterisk



DaHHbIE Loway

 Paamep 1 TMnbI

* KaHanbl 1 MHTEerpaymm

* BocrnpuHnMaemble CUrbHble N cnabdblie
CTOPOHbI

 Anrpengbl N yooBrMeTBOPEHHOCTb KITMEHTOB

* YNOBMNETBOPEHHOCTbL MONb30BaTENEN
QueueMetrics



Ucnonb3ayembie PBX il

Unctein Asterisk: 23%

Opyrue: 7%

PBXs
Used Yeastar: 3%

il

Issabel: 7%

FreePBX: 34%

Elastix: 11%

Vicidial: 8%
Switchvox: 3%



Ucnonb3ayemsbie PBX Loway

Ipyrne ocHoBHbIe PBX:

* Enswitch * Wazo
* Pascom MobyDick * NexFon

e PBX-in-a-Flash e Asterisk NOW
* Fonality « SARK
e Xorcom e RasPBX

* INTACT * IPBX



PBX: 14 B cpaBHeHun ¢ 18 et}

Measure. Improve.

FreePBX GUI
45%

"

2018

2014 Wﬁ

No GUI Other
23% 22%

49%



PBX: KOMMEHTapumn Loway

* GUI cenvac ncnonbadyetca B nogasnatoLLeEM
OONbLUMHCTBE CUCTEM

* MMHUMYM CMUCTEM BbINOSIHEHLI HA 3aKa3
e 300pOBad KOHKYpPEHTHasA aKocucTema



KONM-UEeHTPOB Loway

20% mmm Other

wem Plain Asterisk
s FreePBX
mmm FElastix
mmm Yeastar
mm Vicidial
B Issabel
mm  Switchvox

18% +

15% -

12%

10%

8%

5%

2%

l1to9 10 to 19 20 to 49 50 to 99 100 to 199 200 or more



Loway

Measure. Improve.

mm Other
wew Plain Asterisk

mmm FreePBX
B FElastix
mem Yeastar
mm Vicidial
wem Issabel
mmm  Switchvox

10 to 19 20 to 49 50 to 99 100 to 199 200 or more



Paamep: 14 B cpaBHeHuu c 18 Loway
20 agents
28% ~ 50 agents
I 20%

e
- 12%
(o]

I 10 agents
i o
14% 100 agents
30% 19%

2018

Over 100 agents
27%



Loway

Measure. Improve.

Paamep: npumevyaHusa

PecnoHOeHTbl OTHOCUTENBLHO OOAHOPOAHLI MO
pa3mMepam

HepocTtaTtouyHo npeacTaBneHbl HebonbLUne
cucTemsbl

B uenom gomnHunpyet FreePBX

CneunanusupoBaHHble pelwleHuda(Vicidial) B
KPYMHbIX CUCTEMaX



DaHHbIE Loway

* Pasmepbl 1 TUNLI

 KaHanbl n HTerpauuu

* BocrnpuHnMaemble CUrbHble N cnabdblie
CTOPOHbI

 Anrpengbl N yooBrMeTBOPEHHOCTb KITMEHTOB

* YNOBMNETBOPEHHOCTbL MONb30BaTENEN
QueueMetrics



LELED NSRS\, O EL TR ) Loway

LR R R e e e e e et

LTrp B SSSRN [ sttt ettt e s s e
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0%

Inbound Voice | Email | SMS outbound | Fax | Outbound Video
Outbound Voice Chat SMS inbound Inbound Video



Loway

Measure. Improve.

B Inbound Voice
100% - . F
pam Qutbound Voice
B Inbound Video
mm Outbound Video
B SMS inbound
B SMS outbound
80% + e Email
I Chat
L e R e e W B
A0% S
20% +
0%

1to9 10 to 19 20 to 49 50 to 99 100 to 199 200 or more



KaHanbi: npuMevYaHun |ty

Measure. Improve.

Y BCeX eCTb BXoAsLME N UCxoaswme

ManeHbkue cantbl cHMTalOT UcxoadLume bonee
CIOXXHbIMU

Email He Be3gecyLin

Video no-npexxHemy pegko
Ncxopgawme SMS nonerye Bxoasilwmx
Pakc elle He ymep...



KaHanbi: yar Loway

WhatsApp: 38%

WeChat: 15%

Chat . Custom webchat: 4%

. Click-to-call: 3%

Twitter: 12%
Facebook: 25%



Ucnonb3yembie CRM  iitl

Measure. Improve.

In house: 33%

No: 28%

CRM used

. o]
VTiger: 4%’.‘ e

Others: 12%

~ SAP: 2%

CHE
Salesforce: 6% SugargRSM[:) ’;:Emlcs- 3%



CRM: ppyrue Loway

« AmoCrm e OpenERPS
* Autotask * OTRS

e Capsule CRM * Remedy

* CSGACSR * Siebel

 Netsuite e Suitecrm



Loway

Measure. Improve.

CRM & zasucumoctu or paamMepa

100%

80%

In house
No

VTiger
Salesforce
sugarCRM

60%

SAP

Zoho

MS Dynamics
Others

20%

l1to9 10 to 19 20 to 49 50 to 99 100 to 199 200 or more



YTUNUTBLI YNPABNEHUA/OTYETOB [ardili) ]

Measure. Improve.

QueueMetrics: 65%

Reporting tools Ja o

~ Asternic : 3%

Default PBX : 23%



DaHHbIE Loway

* Paszmep 1 TUNb

* KaHanbl 1 MHTEerpaymm

 BocnpuHnmaemblie cunbHbIe U crabble
CTOPOHDI

 Anrpengbl N yooBrMeTBOPEHHOCTb KITMEHTOB

* YNOBMNETBOPEHHOCTbL MONb30BaTENEN
QueueMetrics



CunbHbIe&cnabble CTOPOHbBI fai il

Measure. Improve.

3agaBanuncb OTKpPbITbIe BOMPOCHI ;

* Bonblune 1 pasnuyHble BUObl OTBETOB
* Bce roBopunun, 4To UM HPaBUTCH

e Cnabble CTOPOHbI — CBOEro poaa CNnCcoK
noXenaHumu



CUNnbHbIE CTOPOHDI Loway

25% +-------

20% +-------

15%6 et

Ty B iy

5% -

Flexibility | Performance | Open source | Integration | Support | Security
Cost Reliability Customizable Community Scalability

0%




CunbHbIe CTOPOHDI Loway
B 3aBMCUMMOCTM OT pa3mMepa Measure. Improve.

100%

80%

60%

m Flexibility
mawm Open source
mm Cost
= Performance
B Integration
20% || ™= Community
mum  Reliability
s Security
Customizable
B Support
mm  Scalability
0%

l1to9 10 to 19 20 to 49 50 to 99 100 to 199 200 or more



CunbHbIe CTOPOHBI (Npopa.) ity

PeanbHble Bbirogbl 6onee BaXHbl YeM
noeansbl

e LleHa n rubkoctb npotnB Open Source v
Community

e [Ipon3BoanTENBbHOCTL DOsiee BaXkHa B
cepeanHe criekTpa

* bonblmne cnuctemol 3aboTATCA 006 MHTErpaLnn 1
HaCTpanBaeMoCTU



Cnabbie Toukn/CnuMcokK noXxxenaHum Loway

Measure. Improve.

16%

14% -

12% A

10% ~

8%

6% -

4{!/5 =

2%

0% -

Crm | Reports | Unified | Bugs | Scalability |
Support Integration Calls Upgrades Socials-chat



Cnabbie CTOpPOHDI
B 3aBMCMMOCTM OT pa3mMmepa

Loway

Measure. Improve.

s Crm

mam Support
= Upgrades
B Reports

B Unified

o |} WEE Integration

wun Scalability
mm Calls

Bugs
mam Socials-chat
mmm Omnichannel

10 to 19 20 to 49 50 to 99 100 to 199 200 or more



foporou CaHra... '-°an

Bbicokasa auncnepcusa oTBeToB.

* Het 6orbLUMX Xarnod Ha BHYTPEHHME OYHKLNN
M1 NPon3BOANTENLHOCTb

* [logoep’kka BaxHa ANa MarneHbKUX CUCTEM
* CRM un ot4yeTnl
 Omnichannel He Tak KpUTHU4eH



DaHHbIE Loway

* Paszmep 1 TUNb

* KaHanbl 1 MHTEerpaymm

* BocrnpuHnMaemble CUrbHble N cnabdblie
CTOPOHbI

 Anrpevnabl N yaoBJIeTBOPEHHOCTb KIIMEHTOB

* YNOBMNETBOPEHHOCTbL MONb30BaTENEN
QueueMetrics



MoaepHu3auus Loway

No: 45%

Upgrades

next 2 years
non-Asterisk: 9%

Asterisk Cloud: 6%
Asterisk on premise: 38% i



MoaepHm3aumna
- B 3aBMCMMOCTMU OT pa3mMmepa

Loway

Measure. Improve.

B No

wam Asterisk on premise
mmm Asterisk Cloud

mmm non-Asterisk

10 to 19 20 to 49 50 to 99 100 to 199 200 or more



Loway

Measure. Improve.

Mopepuunsauma: 18 B cpasBHeHnumn c 14

No

45% 45%
0

2014 . 2%

'11%

Cloud
6%

Non-Asterisk
l 9%

On-premise
38%



MopepHM3aums: NPUMeYaHUA [ardili)]

O4yeHb KOHCepBaTUBHasA rpynna.

* Ecnun 910 paboTaeT, He ucnpaBnanTe 3TO
* bonee TOro e camoro, noXxanymnucra

 [loBblLLeHNE MHTEpPECA K SaaS / nnaTtdopmam
XOCTUHra



YROBNETBOPEHHOCTb |l

?

(cpenHee, wkana 1-10)



Loway

(cpenHee, wkana 1-10)
(Hennoxo)



YpoenerBopeHHOCTb: 14 B cpaBHeHun c 18 LP"!?Y

25% -

20%

15% -+

10% -

5% A




YRnoBneTBOpeHHOCTh Loway
B 3aBMCMMOCTM OT pa3mMmepa Measure. Improve.

lto9 | 20 to 49 | 100 to 199 |
10 to 19 50 to 99 200 or more



YpoenetsopeHHOCTh (PBX) i)y

 Vicidial | Plain Asterisk | Issabel | Other |
FreePBX Yeastar Elastix Switchvox



oy

2014 2018
FreePBX 7.8 8.6
Elastix 8.8 7.9

Plain Asterisk 8.6 8.4



YnoBneTBopeHHOCTb Asterisk [adili)]

KaXxeTcs, Bce cyacTnuBbl!

e 80% pecnoHOeHTOB OLEHUN 8 NN BbILLE
* OyeHb noxoxue pesyneratel B 2014 rogy
* Vicidial n FreePBX ctanun nobegutensamu

* FreePBX yny4wiumn cesou cpegHun nokasaTtenb
yaOBNeTBoOpeHHOCTU € /.8 0o 8.6



DaHHbIE Loway

* Paszmep 1 TUNb

* KaHanbl 1 MHTEerpaymm

* BocrnpuHnMaemble CUrbHble N cnabdblie
CTOPOHbI

 Anrpengbl N yooBrMeTBOPEHHOCTb KITMEHTOB

 YOOBNeTBOPEHHOCTb Nofib3oBaTenen
QueueMetrics



Nonb3oBatenu QueueMetrics Laaili)

Measure. Improve.

Bonpochbl nonb3oBaTenamMm CUCTEMBbI
MOHUTOPUHra Asterisk o6 nx onbiTte .

e Kakon ypoBeHb yOOBNETBOPEHHOCTU OOCTUIHYT

* Kakne pyHKuMM Hanboree yacTo
MCNOSb3YIOTCH

* YTO He HpaBUTCH



BT R N i Loway

Measure. Improve.

YnoBneTBopeHHOCTb PyHKUmMsIMU QueueMetrics

Very Satisfied
Satisfied
Neutral

Dissatisfied

0% 10% 20% 30% 40% 50% 60% 70%



BT R N i Loway

Measure. Improve.

YOoBNeTBOPEHHOCTb OMbITOM NUCMNONb30BaHUSA
QueueMetrics

Very Satisfied
Satisfied
Neutral

Dissatisfied

0% 10% 20% 30% 40% 50% 60%



OnpIiT MCNONb30BaHUA Loway

QueueMetrics

Measure. Improve.

[Toxoxe, BCceM HpaBUTCA ONbIT
ncnonbn3oBaHna QueueMetrics

* 92% - yOOBMeTBOPEHLI U AaXe OYEHb

* Okono 2% - He yOoBNETBOPEHbLI OMNbITOM
MCNOMb30BaHUS



QueueMetrics users Loway

Measure. Improve.

UTto HpaButca nonb3oBartensamMm B QueueMetrics
bonbLue Bcero

40%
35%
30%

25%

20%

15%

10%

i I I I

H -

Reports Others Easy to use Real Time Price Support Installation Wallboards

NS



QueueMetrics users Loway

Measure. Improve.

UTO HE HpaBUTCA NOMb30BaTENAM B
QueueMetrics

25%
20%
15%

10%
5

Others  User Interface Recordings Agent Interface  Support Licensing  Wallboards Security Chat Complexity

<



Loway

Measure. Improve.

BoamoxHoctTu QueueMetrics

[Toxoxe, Bce B nopsigke C BO3MOXHOCTAMM
QueueMetrics

* Hanbonee nonynsapHou n BoCcTpeboBaHHOU
ABMNAETCA OTYETHOCTb

* [lpocToTa ncnonb3oBaHUA N HU3Kas LieHa
OYE€Hb XOPOLLUO OLEHEHbI

* [lonb3oBaTenbCKNUn MHTEPdENC N OTCYTCTBUE
3anuncu — Krnoyesble obnactu ans ynyyweHun B

OynyLem



Loway

 Ecnun 310 paborTaer...

* Pacwmnpenne GUI
* Cepautas rpynna
e Xann # PeanbHOCTb

* ITHCTPYMEHTbI OTYETHOCTN BbICOKO LIEHATCS
npodeccuoHanamu



#1: Ecnv 3710 paboTaer... it

KOHTaKT-LI,eHprI AOBOJIbHO KOHCEepPBaTUBHBLI.

* Bbicokas yAooBJ1€ETBOPEHHOCTb TEM, HTO OHU
NMEIOT

* HeT »anob Ha OCHOBHbLIE (PYHKL MU

e TpagMLMOHHBbIE KaHamnbl NO-NPEXHEMY
npeobnagatoT

* Mnp CRM ouyeHb pparmeHTMpoBaH



#2: Pacumpenue GUI Loway

Cenyac GUI BocnpuHumMmaloTcs Kak
noaxonsilee pewieHme AOns NMOCTPOeHus
KOHTaKT-LeHTpPOB.

* Bonpocsl rmbkoctn / yoobceTtea
MCNonb30BaHUSA / NPON3BOAUTENBHOCTU
bonblle He JOMUHUPYIOT

* Bbicokoe pacnpocTpaHeHue no Bcem
pasMmepam

* BblCOKME OLEeHKN yOOBMETBOPEHHOCTU



#3: Cepautas rpynna |ea 14

HanmeHee yooBneTBopeHHasd rpynna - ,,0T
20 no 50“ areHTOB.

* Hanbonee HN3KNE OLIEHKM YOOBIETBOPEHHOCTHU
(8.x)

e /lcnonb3oBaHune coocTtBeHHbIX CRM
* Hayano obcnyxmuBaHUa pasnuyHbIX KaHanoB
* bonu pocTta



#4: Xann # PeanbHOCTb |eail)]

Measure. Improve.

CywecTBeHHOE pasnnune Mmexay AaHHOU
KapTUHON U TEM, YTO YNTaAEM B OTPaACNEBbIX
oT4yeTax.

 Omnichannel

* Video n WebRTC

* YaTbl n 4YaToOTHI

* Al (MCKYCCTBEHHbIN UHTENNEKT)
 Bce B obnake



Loway

Measure. Improve.

#5: UHCTpYMEHTbI OTYETHOCTH

COBpeMeHHbIIZ MOHWUTOPWHI KOJIJ1-LUEeHTPa OCYLECTBJIAETCA NyTEM
N3MepeHnd npon3soanTeribHOCTU, aHallin3a, U c6opa OT3bIBOB.

QueueMetrics

Waiting Calls Offered Calls Answered Calls Lost Calls Agents On Call

0 3560 2512 1048 l 6

Answered Calls % Longest Ongoing Wait
11D 1D a IVITHIAGLLTU IVIAl RUUYYIT LTAL

Here you can write whatever you want!
70.6 You can also add a picture or a gif. -

b ()
MeHe,El,H(epbl KOJIN-UEeHTPOB Nofy4atroT BbIrfoAay OT aHalln3a

npon3soanTenbLHOCTU, obecrnevynBaemMmoro cpeacrsamu, NogooHbLIMU
QueueMetrics, npn 3TOM MOHUTOPUHT — KPUTUHECKUN KOMMOHEHT

ynpaBreHns Konn-ueHTPoM.




#5: UHCTpYMEHTbI OTYETHOCTH Loway

[TpodbeccuoHarnsl, ncnonbayrwmne QueueMetrics,
OTMETUIN CcrieayroLme KnoyeBbie NpenMyLLecTBa:

 [laeT MrHOBEHHbIU AOCTYN K aKTyanbHOMW CTaTUCTUKE C J1toboro
yCcTpoucTBa 4yepes web bpaysep, 6e3 HeobxoaMMOCTN YCTAHOBKU U
noaaepXXkn kakoro-nmbo cneumanesHoro [10.

 [laeT getanbHyO MH(POpPMaLMIO O TOM, YTO AenaeTcs B KOmMm-LUeHTpe B
LilerIoM, C BO3MOXKHOCTbIO YTOYHEHUS HA YPOBHE OTAENbLHOro areHTa.

* IMeeT naHenb peanbHOro BpeMeHu 1 Tabdbno, nokasbiBaloLLMe
aKTUBHOCTU KOMM-UEHTPA; Bbl yBUANTE, KaK BbI30BbI 0OpabaTbiBaloTCcA B
oyepensix U akTUBHOCTM areHToB B TOT MOMEHT, Kora OHM MPOUCXOOAT,
NMest BO3MOXKHOCTb OTCIIEXMBATb N OTODpaXkaTb PENEBAHTHYHO
NHpOpMAaLMIO O KaXXOoM COObITUN.

« [apaHTupyeT, YTO Lenu, Kornm4yecTBo NpodaX N akTUBHOCTb areHTa byaer
N3MEPATLCA METPUKAMU NPOMBbILLIIEHHOIO CTaHgapTa O4eHb NOAPOOHO.

* IMeeT NpoCTYyIo 1 MOHATHYIO MoAerb NMULEeH3UMPOBaHUSA.

» Bkntoyaet becnnaTHyo noaaepXKy nonb3oBaTteneu, n Bce 0OHOBIIEHUS
3arpy»arTcsa becnnaTHo. .



LT L L e L L L Loway

Measure. Improve.

= suppori@loway.ch . +4191. 6309765

QueueMetrics

call center solution Try Free Buy Support Resellers About News Blog Contacts

Asterisk Call Center -
Management Software -

Measure, analyze and improve everything.
Trusted by thousands of companies worldwide.

Our Call Center software lets you monitor agent productivity, measure targets,
conversion rates, and view campaign statistics with a simple easy to use interface.

Available as QueueMetrics-Live Cloud service or On-Premise software package.

t Type your e-mail StartFreeTrial"' ' FreeWébinar‘

Manage agent and customer Track critical metrics and
interactions easily queue stats

6 Increase efficiencies and — Supervise everything in your

overall productivity contact center

QueueMetrics  www.queuemetrics.com

Loway www.loway.ch

[leped mem, Kak 3aCHymb, Hacmosawuu rpozpammucm cmasum 0ea bokaria Ha mymMOoyKy.
[MonHkIU, ecriu oH ucribimbigaem xaxaoy, U rycmod, ecriu Hem.



http://www.queuemetrics.com/
http://www.loway.ch/

Cnepyute 3a Hamum & Loway

obpawanTecb K Ham

n facebook.com/QueueMetrics m

— I

¥+ c
S plus.google.com/+QueuemetricsCallCenter ﬁ
You _ (p
youtube.com/user/QueueMetrics

E slideshare.net/QueueMetrics

Measure. Improve.

linkedin.com/company/loway

twitter.com/queuemetrics

pinterest.com/QueueMetrics

loway.ch/rss.jsp



http://www.pinterest.com/QueueMetrics
http://twitter.com/queuemetrics
http://www.linkedin.com/company/loway
http://www.slideshare.net/QueueMetrics
http://www.youtube.com/user/QueueMetrics
http://plus.google.com/+QueuemetricsCallCenter
http://www.facebook.com/QueueMetrics
http://loway.ch/rss.jsp
http://www.facebook.com/QueueMetrics
http://plus.google.com/+QueuemetricsCallCenter
http://www.linkedin.com/company/loway
http://www.pinterest.com/QueueMetrics
http://twitter.com/queuemetrics
http://www.youtube.com/user/QueueMetrics
http://www.slideshare.net/QueueMetrics
http://www.pinterest.com/QueueMetrics
http://www.pinterest.com/QueueMetrics
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