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E-mail is so common these days that most of us can’t
remember what we once did without it. But in high
traffic environments, thousands of messages can
come and go in just one day in your contact center.
Without a proper management, email quickly spirals
out of control.

Key Features
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Intelligent Email Management

ComputerTalk’s inbound e-mail management - iceMail
- helps agents stay on top of email. Life is easier and
responses quicker with predefined automatic replies,
and messages requiring personal attention are routed
to the best agent to help. Messages can be routed
based on time of day, queue conditions, agent avail-
ability, host response, or any other criteria.

clients, prospects, and agents

Incoming messages trigger screen-pops of
leading CRM databases

Incoming e-mails can launch a related Web
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No need to change firewalls, which means
your e-mail system is secure

Agents can search and retrieve e-mails using
\ a variety of search criteria /
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Custom auto-reply
Flexible routing options (such as skills-based,
time of day, queue conditions, agent

availability, host response)

Screen pops of CRM databases

iceMail even issues emails to your website visitors; you
can send different messages for different pages being
viewed. When visitors fill in Web forms, specific key
words invoke appropriate e-mail responses.

iceMail captures and organizes all e-mails for easy
reference. Recall messages with tracking number,
agent ID, timestamp, or customer information like
e-mail address.



About ComputerTalk

ComputerTalk is the voice
solutions specialist, where
one spoken command gets
callers where they need to go.
Founded in 1987, we provide
integrated communication
solutions for contact centers,
enterprise, and Government
agencies worldwide.

With hundreds of Microsoft-
powered installations
delivered on Intel hardware,
our applications range from
virtual networked CTI, to seam-
lessly blended agent-assist, to
self-service. With 2,000,000
calls outsourced each month
in hosted services, our secure
multi-modal voice and data
applications keep callers
connected while on the go.

Built on VXML, SALT, next
generation VoIP/SIP, TDM, or
wireless technologies, our cus-
tom and pre-packaged voice
solutions increase customer
satisfaction and loyalty, gener-
ate higher revenues, reduce
costs, and improve security.
For more information visit
www.computer-talk.com or
call 1800 410 1051.
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When paired with iceManager, iceMail provides detailed
views across all interaction types, allowing you to

measure agent performance and productivity. It also

provides access to real-time data on contacts waiting in
queues and agent status. You can view daily historical
information such as number of contacts handled by an

agent or number of contacts handled in a queue.

Reports

//

Monitoring

Reports are available over the Internet via a standard Web browser.
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