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About Al Gen About Al Gen 

• Founded in 1994 in Silicon Valley California, IPO 1999
• First to provide converged PBX switching and voice 

processing  system in year 1996
• First to provide H.323 base VoIP  e trunk to connect  

mul pl e systems  over  Int er net  in year  1998 
• First to provide All-in-one Call Center pla orm in year  2000 
• First to be cer fied by Mic roso  as UC Call  Cent er   solu on     

partner in 2011
• The only company in the world has iPhone docking sta on  

cer fied by Appl e and r esel l  in Appl e on- l ine store.   
• More than 50 product awards
• More than 7,500 customer and over 10,000 system installed 



12 years of service in China12 years of service in China



推广阶段（2000~2005）—— 致力于学习技术和操作技巧

接受发展阶段（2006~2010） ——致力于实现技术，集成和管理呼叫中心的运作

Call Center in ChinaCall Center in China

• Introduc on stage (2000 ~ 2005)  ——F ocus  on learni ng  
technology and opera on knowh ow 



从公司的投资观点看，呼叫中心的价值等在早期为：价值=技术/价格（性价比）

Call Center ValueCall Center Value

From corpora on’ s investme nt  poi nt  of  vi ew,   the cal l cent er  val ue  
equa on in the ear ly stage is 



Call Center TechnologiesCall Center Technologies

• Tradi onal  PBX +  
CTI + Call Center 
Server + 3rd party 
telephony boards

• All-in-one Pla orm 

• Next Genera on: I P  
So Swi tchP l a orm  

• ACD Server

• IVR Server

• Call Router

• Repor ng Ser ver  

• Recording Server

• CRM and Database

• Security

• Outbound Dialer

• Agent Monitoring

• Chat, IM, SMS,…

Pla orm ( 平台)

• Local Agent

• Remote Agent

• Mobile Agent

• Mul -si te Agent   
consolida on 

• On-Premise based

• Cloud based

• Hybrid solu on 

Equipment (设备) Staffing Tech (   座席)

Implementa on ( 安装)



Importance of Call Center ManagementImportance of Call Center Management

Technology alone cannot guarantees a successful call center 
opera on.  Or gani za on r eal i zes that  man agemen t  func on i s     
cri cal  to pr oduce the desi red resul t.  Ther ef or e the val ue  
equa on in the adop on s tage becomes :   
仅靠技术不能保证呼叫中心的成功运作。

管理功能的实现对达到预期效果非常重要。

所以，在发展阶段价值等式变为：

价值=（技术/价格）+（管理/运行成本）



Management ComponentsManagement Components

Call Center Management (管理)

• Call Monitoring and coaching 

呼叫监控和指导

• Recording and Evalua on  

记录和评估

• Agent Screen Monitoring 

座席屏幕监控

• Agent Training  
座席培训

• Supervisor Training  
管理员培训

• Call volume forecas ng  
呼叫量预报

• Staff Schedul ing  
人员安排

• Workforce Op mi za on   
劳动力优化

• Repor ng and Per forma nce  
Evalua on  
服务报告和评估

• Cost Reduc on St rategi es  
成本压缩策略



IS THAT ALL ?IS THAT ALL ?

IS THAT ALL ?



The challenge The challenge 

• There is no guarantee that customer will be sa sfied even   
you have the best technology and management because 
every call center is operated under limited resources.
甚至你有最好的技术和管理，也不能保证顾客会满意，因为每个呼叫
中心都是在有限的资源下运作的，服务完成率难达100%。

NGS的观念应该考虑这点并建立相应产品特征以加强顾客满意度从而

使呼叫中心价值最大化

• The NGS (Next Genera on cal l cent er  Ser vi ce)  concept   
should take this into considera on and bui ld featur es   
that will enhance customer sa sfac on whi ch wil l   
maximize call center value.  



Customer Sa sfac on Fact ors   Customer Sa sfac on Fact ors   

ü Short wait  me  or  no wa i t  me  等待时间短或没有

一次性解决问题

积极主动的回应

ü Achieve call comple on rate to >99%   

ü First Call Resolu on 

ü Proac ve response 

呼叫应答完成率>99%



NGS CONCEPTNGS CONCEPT

The direc on of  Al  Gen’ s  cal l  cent er sol u on i s  to devel op    
features that will allow caller to provide 主动关怀主动关怀 and 诚恳体诚恳体
贴贴 to improve call comple on rate.  Thi s wi ll comp ensate for   
the lack of resources and to provide the best customer 
experience.

Customer sa sfac on i s the mos t  impo r t  fact or of cal l  cent er   
value equa on.  
奥迪坚呼叫中心解决方案的目标在于彰显为客户提供主动关怀和诚恳体
贴服务的优势。NGS将避免客户资源的浪费短缺，确保客户能向第三方
提供最好的顾客体验
我们认为，顾客的满意度是呼叫中心价值等式中最重要的因素。



AlitGen’sAlitGen’s NGS Equa on NGS Equa on 



Al Gen’ s Qual ity Al Gen’ s Qual ity 

Although we have received many awards in 18 years of 
Al Gen hi stor y,  it is di fficult to demons t r ate so ware     
and equipment quality to you in such a short  me .  We   
recently build an iFusion docking sta on for  iPhone and  
pass Apple’s cer fica on. I t is now l i sted i n US Appl e    
store and resell by AT&T as mobile business solu on.   
This is the best show case of Al Gen’ s qual ity.  

虽然在奥迪坚发展的18年间，我们在呼叫中心领域
获得过很多奖项，在如此短时间内很难为各位展现
奥迪坚软件和设备的优秀品质。但是，我们近期为
iPhone打造了一个iFusion手机融合对接平台。在
现场，iFusion能帮助我们将奥迪坚的优秀品质展
现给大家。



Al Gen’ s Qual ity Al Gen’ s Qual ity 

The German based red dot design award 
dates back to 1955 and is now one of 
the world’s largest and most 
dis ngui shed desi gn comp e  ons.  More     
than 14,000 par ci pa ons  from o ver  70   
na ons  docume nt  the rel evance of  the  
interna onal ly sought -a er red dot .   

德国红点设计奖始于1955年，现在，它是世
界最大的和最著名的设计竞赛之一。超过1.4
万来自70多个国家的参与文档证明了国际上红
点的受欢迎度



Al Gen’ s Qual ity Al Gen’ s Qual ity 



iFusion iFusion –– Black VersionBlack Version



iFusion iFusion –– White VersionWhite Version



We would like to give away an iFusion as gi  to you.  


