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The Contact Centre

• Knowledge Management 

• Web Chat

• Email Centre

• Telephony Integration



• Allow your citizens to search for information

• Each article added is organised by section.

• Auto complete on searched questions.

• Embed a URL into your webpage.

• Works with RBAC, so you can define

who can see what articles.

Knowledge Management for citizens
Channel Shift & Transformation Tool Kit



Knowledge Management for citizens
Channel Shift & Transformation Tool Kit
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Knowledge Management for agents
Channel Shift & Transformation Tool Kit
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Knowledge Management for agents
Channel Shift & Transformation Tool Kit
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The Demo
Walk through



• Make Council staff iChat members.

• Citizen can enter their email address and start a chat.

• The iChat engine will check all online agents and 

notify them of question.

• Once the chat is finished all message history is 

saved as a interaction again the citizens details.

• When no one is available to chat 

the citizen’s message is either 

converted to an email and sent 

to the email centre or they are 

redirected to the service request 

page.

Web Chat
Channel Shift & Transformation Tool Kit



Web Chat | Agents
Channel Shift & Transformation Tool Kit
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Web Chat | Agent groups
Channel Shift & Transformation Tool Kit
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Web Chat | Embeddable Chat Plugin 
Channel Shift & Transformation Tool Kit
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Web Chat | Citizen
Channel Shift & Transformation Tool Kit
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Web Chat | Agent
Channel Shift & Transformation Tool Kit
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Web Chat | Agent
Channel Shift & Transformation Tool Kit
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Web Chat | Interactions
Channel Shift & Transformation Tool Kit
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Web Chat | Analytics
Channel Shift & Transformation Tool Kit
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Live Demo
Web Chat



• Receive emails from multiple accounts.

• Allow agents to respond to an email or create a new service request.

• Email templates allow you quickly respond.

• Send emails to and from a service request.

• Auto create email to service request.

• Automatically create new users.

• Secure access authenticated 

by email.

• Create tasks.

Email Centre
Channel Shift & Transformation Tool Kit



Email Centre
Channel Shift & Transformation Tool Kit
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Email Centre
Channel Shift & Transformation Tool Kit
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Email Centre
Channel Shift & Transformation Tool Kit
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• Create tasks



Email Centre
Channel Shift & Transformation Tool Kit
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Live Demo
Email Centre



• Make & Receive calls

• Answer calls on any device

• Auto lookup of callers against the platform

• Capture data entry on the phone

• Complete questions and answers via phone 

• Record sound and attach to SR

• Create custom IVR

• Add new phone numbers

• Create call centre fail over

• Outsource out of hours calls

Telephony
Channel Shift & Transformation Tool Kit



Integration
Channel Shift & Transformation Tool Kit
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Call Answering
Channel Shift & Transformation Tool Kit
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Call recording
Channel Shift & Transformation Tool Kit

• Calls are saved against the SR for the citizen to access
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Request a Call back
Channel Shift & Transformation Tool Kit
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Request a Call back
Channel Shift & Transformation Tool Kit
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Demo
Telephony





Recent Updates 

to the Platform

Mark Eves



Platform 

Enhancements

• Service Desk Enhancements

• Create Documents

• Create Outcomes

• Send and receive emails 

directly from the ServiceDesk

• QR Codes



Service Desk | Workbench
Improved look and feel

• New Simpler interface
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Service Desk | Details
Improved look and feel

• All on one page design
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Service Desk | Details
Improved look and feel

• Create documents from templates.

• Manage Outcomes

• Full Audit 

History

• Send and 

receive emails 

directly from 

the ServiceDesk
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QR Code to Service Request
Improved look and feel
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QR Code to Service Request
Improved look and feel
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Demo
QR Codes



Calculative Fields
eForms enhancement
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Calculative Fields
eForms enhancement
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Calculative Fields
eForms enhancement

42



Send immediate response
New feature
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Send immediate response | Templates
New feature
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Send immediate response | Merge
New feature
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Case Management | Workbench
New module
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• Manage longer term issues from 1 week to 1 year.

• Coordinate people and give them a role for each case

• Collate all documents and notes.

• Capture case management eForms

• Link service requests

• Works with Mobile Worker app

Case Management 
Overview



Case Management | Details
New module
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Usage of Case Management
Platform Enhancements

Case management is a new module which allows you to manage 

people.

How can Case Management be used?

• Social care

• Highways enforcement

• HR management  - disciplinary, misconduct.

• Revenue & Benefits - Claims, fraud, etc.

• Complaints

• Health

• Insurance
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New Profile Menu
Platform Enhancements
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Interactions
Platform Enhancements
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Interactions | Detail
Platform Enhancements
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Branding | Simple
Platform Enhancements
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Branding | Advanced
Platform Enhancements
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Mobile 

Enhancements

• 100% Native

• Bin Collection feature

• Horizontal View

• Tiles Vs List



100% Native
Mobile enhancements
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Support for bin collection web services
Mobile enhancements



Horizontal and vertical views
Mobile enhancements
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New Tiles and List design
Mobile enhancements
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Mobile Analytics
Mobile enhancements
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Mobile Analytics
Mobile enhancements
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Mobile Analytics
Mobile enhancements
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Mobile Analytics
Mobile enhancements
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Mobile Analytics | Location based usage
Mobile enhancements
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QR Codes and Reader
Mobile enhancements

• Native QR Code reader now 

provided on all apple apps

• As soon as a QR code is 

detected it will automatically 

open the QR code and open 

the link.



Responsive design
Mobile enhancements

• Resizes to fit the browser 

type

• New profile settings

• Upload pictures

• Select location from map.

• Same view across all 

channels



Members
Mobile enhancements
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Near By Places
Mobile enhancements
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NFDC Health and Leisure App
New App



NFDC Health and Leisure App
New App
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Health and Leisure App | Members 
Statistics
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1,200



Health and Leisure App | Device
Statistics
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3
0
%

Android users

iPhone users

53%

29%

18%
iPad users
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June

Health and Leisure App | Paying by app
Statistics
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Health and Leisure App | Booked activities
Statistics
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May6808

2,5 HRS6281 April

4690 March

June7000



Nested Tabs
Mobile enhancements
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New behind the scenes features
Mobile enhancements

• New UI enhancements on Mobile 

worker

• Option to edit address

• Windows Desktop version released

• Paste HTML to create a tab

• Nearby Incidents.

• Added Time picker plugin in report 

submission form.

• Image preview on evidence page.

• Video preview on evidence page.

• Image display support for HD 

devices.

• Improved Accuracy in finding 

address using map options.

• Improved bottom tab size and 

images.

• Included Hybrid view in map.

• Swipe right to get map options in 

map-view.

• Performance and reliability 

improvements.
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