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» Computer Telephony Integration

FRES SLE ZEAMA M=Z=2 2IHIIXE ESoldde JI=5&

Telephone

Application Voice/Fax
Program Processing
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1980 ALCH =48 :

- DEC2| CIT, IBM2| CallPath 7H&t.

1980 H =HF ~ ooALD] =Hdt :

- DSPOl| 2|t AHM Aol SHUF #H

- MVIP(Multi-Vender Integration Protocol) &%t

- SCSA(Signal Computing System Architecture) &%& : 1993
1993.1

- Novel |2} AT&TZ} Telephony Server API(TSAPI) 23 . (TSAPI 2.21)
1993.5

- IntelZ} MicrosoftZt Telephony API(TAPI) 23 . (TAPI 3.0
1999.3

- Microsoft2t DialogicOl WinNTHlA{2| CT-Media X| & &t
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H(Audiotex, ARS)

=
Folxtswet(Auto Call Attendant)
=4 /B A A EH(VMS/FMS)
At stk (Auto Calling Service)
A -2-C| M =(FOD)
IH A A H
S 3[2[(Voice Conference)
= St M A A AE (UMS: Unified Messaging System)
Il Z /WA Aol EH O]

Call Center/Telemarketing Center
TTS, VR/ASR
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« Computer Telephony O| &A|<
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T ]CALL CENTER 7§43

()G H A

- NS =2t AIAE W CIOIEHHIOIAX S AFEHALAE &
Sd/HAXME 2ot ZetE 2 M3t elAlIAE
Sz BFE E= x

— PC-LAN, ZcI0IHE/AB AIAE L J|E/WEI|IE 0|8
ot Mo MSE SUMOZ XelotHLE &elot)| st

E ool &8

108 Olthel =0

- Sl | 0HHIE Al EL

- LHE /2 2 HelpDesk

- Mot FE ol == Service Bureau
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1 CALL CENTER 744

- HLHNIAIX SHS
— ANI/DNISOIl [tet ol & 4 E&HUH 2 &
- MStHS DB 0|8 dM3H&ED

A 2E L X% (Monitoring/Coaching)
3= 2 2 Xl (Busy Tone Detection)
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e Call Center System ++Ad

— Computing System (HOST, Server/Client)

— Database, Application Program

- Telecommunication System (PBX/ACD, Key System)
- Voice/Fax Processing System(|VR, FOD, ACS, VMS)
— Data Networks

Hatet CIOIEtHCIE ?st &M =28 &4
. 2EEd Hol
- (T2 291E H2Xe HoY(HR2E, 254 JIs)

« Database A A

CTIIIsd 2 248 d88, SHXCI I IISsES DBE A
e ESIEO| MM pHE 2
O H ™1 - = O
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= CALL CENTER SYSTEM 24
‘s

o?.:
O.u
H

« |VR/FOD 2=2(2%HA)
- PBX2t B EEHAAEM IVR/FOD AIAEO0| Z2& & &EE
- |[VRAIZEIS] XtSotU, ASXEJINsz2 AR
(Call Screening)
- 24A|2t 29
* PBX AlAEH 14

8 N
- |
. ¥ ] ‘VJ/‘UJ”}“O
.@ o ‘,ﬂu/&;unﬁmi||||I£III||",I,',!".Jg
&4 A\ ACD O &
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—' CALL CENTER SYSTEM %%

* UnPBX Al AE 4

— IVRXIAMl LHE AR ED|s 0l =2 (UnPBX, PC-PBX, Communication Server)
- CTIs B8
(ANIZ=4Al, Dialing, LH&AME} 2HAl, S & &, 3KHS 3}, Monitoring, Coaching)

e | VR/FOD SERVER HOST
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—' CALL CENTER SYSTEM %%

()24

' I—

« PBX2| CTI Link & R FIM|= '='01|(3':F7=II)
- PBX2t A FEHAIAE £= IVRAIAEIO| CTI LinkE HAZ2 & SE|
- @A ASCIAN 2fst DBEA, AEHA=E HSIts
— In/Out bound Cal| Blending
- |VR, ACS(Auto Calling Service), Fax Server

- TAPI, TSAP|
- ANAEFE CTI Server _
PBX File/DB
% W i71.CTI Link TAP| A Server
el @ []l| CSTA TSAP| P
>q— LAN
%— otg=1/ L - ,I g[ | VR/FAX, Server 'NTERNET
2 Clxj g e e 'nt%ra"teetwgm"e / INTRANET
- Bridge/
g TAP1/TSAPI Router
ﬁf—'l'\f:
A E-mail
_ m) JAPI1/TSAP " Web Server
A — W (UMS)

\4
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B CALL CENTER SYSTEM -4

()8R
| |

« UnPBX &5 (Dialogic)
« SC-Bus& Modular Station Interface
(MS1/80SC, MSI1/160SC, MSI/240SC)
- otg=21 2MA M7 E&(Zip Tone/Ring)
- RUEHZ, ZF, CtXtEsH(2-328 ©Hel) YIs
- DIMFE % 45 L35 4 7|%, 8 =3 7=

- SCX bus & 1024Et2I &R 0| 82 0| &8 ZH| S Al 1000 7HA|
835 7ts VR AlAE! 74

i SCox h—— EF IVR AIAE
I SC-BUS !

il ' | =

2o N\ o= 20 |DABOSCASITS o S R — }

T : - || —— ] =
% N M D/300SC-E1 — | MSI/240SC | :
Cixg e/ — T aaa —

Ikl - / | ASR - ' }
| —— 5
| LAN
1 ! s
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—» CT-Connect APl 74
(F)OAAAREAN
| —_I
Windows Desktop Local
TAPI SPI
Windows NT Server
CT-API :
Win-NT Desktop Té-}:l Switch
Link
C o t
onnec
App | TSAPI CT-Connect
CT-API Client-server
Interface
Other Systems
Link
App | TSAPI == TAPI Built-In Transport Protocol
CT-API CT-Connect Transport Module
deojrjo]o] HFFEAF (T FHER]
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A
CT Media Features & Benefits

i —

JIZ2] Application Using CT Media
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T)A AR F

CALL(HHWTER-r7F4H]

__s"

» |VR(Interactive Voice Response)

VRU(Voice Response Unit)

ARS(Automated Response System)

- O2HO| DA DB X3 L HM2|J}
SRS EBPS = 2 (20-40%)

« FOD( ax—On—Demand)

- DO
A

|
JdEE0 S

s

E= ol a5 1to

XNE AR I Al (One Call, Two Call)
S X & (Fax Server)
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—w» Qut Dialing 7| <

TG EA

N

Auto dial ing(Speed Dial ing)

- M3 HES $2= A2t o

Preview Dial ing

- MEE ZI|H0 AKX 2IAEE 8D Me
NEEB2EI| AE

Power Dialing(Progressive Dialing)

- S350} JtsE A0 YO AIAHNA HECZ
MEE 20 GRGCE 5t oy

 Predictive Dialing

_AERI0| ME E3E0|H2E EHS DS O =
S350} LY ASR0| AUCID H=EH M=
AESHY SIZAIT= g

4%

ol

|l
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: Automatic Number ldentification

: Calling Line ID

: Dialing Number l|dentification Service
: Service Provider Interface

: Windows Open Services Architecture

: Netware Loadable Modules

: Computer Supported Telephony Application
: Computer Telephony Integration

: Computer Integrated Telephone

. Private(Automatic) Branch Exchange

: Automatic Call Distributor

: Voice Mailing System
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