©

PON PURE

Information Systems Department PONPURE _=wpres
l_oglst[m Er-'m:' every time
IVR Inbound Solution document
Authors : S. Karthick Kumar / Periyasamy
Document Version: 3.0 Version Date: 24-Apr-2020
Document Update History
Version Number Created/updated Date Updated By

1.0 17-Apr-2020 S. Karthick Kumar / Periyasamy

2.0 23-Apr-2020 S. Karthick Kumar / Periyasamy

3.0 24-Apr-2020 S. Karthick Kumar / Periyasamy




Information Systems Department PON PURE Jﬁjﬁ%s
Logistics e iy
Table of Contents

I oY I U =T o T=4 ] o ol PPPPPPRPRY 3
B AV T T b q o= B 1AV 1] o o TN 3
ol o To T o 1Y o] o] [ Tot- 1 ¥ e o NP PSSR 3
Y Y=Y g Lo [ ] PP PR UORTOUPRUI 3
5. IVR FUNCLIONAIITY FIOW..uiiiiiiiiiei ettt sttt e et e e s bee e s st e e s s sabe e e e esnbeeessssbeeesenabeeesenrenas 3
5.1 Process flow Of IVR INDOUNT PrOCESS .....ccc.uviiiiiiiie ettt eeatre e e e v e e e s abae e e e nnaaeeaean 5
5.1, 1 TOI Fre@ NUMDEN ...ttt ettt st st sttt e esbe e saeesae e et e eneeen 5
I B A o =T @ | BT o Vo [ = PP 5
5.2.3 IVR FUNCLIONAT FIOW .. ..iiiiiiiiiiiiie ettt ettt ettt ettt st e st esabe e e sabeesabeesaneeesabee s 4
5.2.3 Set DefaUlt LANGUAEE . oceveeee ettt ettt et s et e s et e e e s abe e e e e sabe e e s enbeeeeennbeeeeennreens 5
5.2.4 New Customer / EXiStING CUSTOMIEBN .......eieeveeeieeeciieeeteeeetee et e eeteeeeteeeteeeetaeeeteeeetreeeabeeeteeesareean 5
5.2.5 Pending Transaction Announcement.........cccccvveeeeecieeeeccveeeeennen. Error! Bookmark not defined.
5.2.6 Main IVR Option Waybill Delivery & More ........ccccecvveeevcveeeennnen. Error! Bookmark not defined.
6.V0iCE MESSAZE & E-IMAll ccceeiiiie ettt et et e e e ee e e st e e et e e e e nba e e e e nbee e e e nabaeeeenraeas 7
A0 1ol Yo o Nl T =4 = [ T PRSP 7
8.IVR MENUS TIMITATION ..ttt b e sttt e bt e sbeesaeesabeebeebeennes 7
1 || I =1 Vo 1 o= SRS 7
N0 AN g T o To T Y o SR P RO P PR PRPRUPPRPRO 7
10.1 ANchor Caller DTS API ......oueeieeieeieee ettt sttt st st e b e s e e e 8
10.2 Caller LangUAZE UPAALE .......ueeeeiiiieeceiiee ettt e e eette e e et e e e et e e e e eabaee e esabaeeeeenbaeaeeanbaeaeeenseeeeennsenas 8
10.3 ANCHhOTr TraNSACTION APl ..o ittt ettt sb e sttt sttt e b e e bt e sbeesaeeeateebeesbeesaeesaeenas 8

11. Pon Pure Logistics AAVEITISEMENT ....ciiiiuiiieiciiiie ettt sce et e e et e e st e e e ssata e e e ssnaseeeennsaeeeenssseeenan 8



©

g PON PURE
Information Systems Department PON PURE
y p l_oglstlm ,":xErmrwrr ime

1. Pon Pure Logistics

Pon Pure Expres is a division of Pon Pure Logistics Private Limited which specializes in Inter-City
movement of Parcels. We offer personalized, professional service with advanced technology which gives
you a clear picture of the consignment’s status.

2. IVR in Expres Division

Pon Pure Logistics has decided to implement the IVR system in Expres Division to make it self-
service for Customers. It will help the customer with live waybill status and other additional support. The
IVR will allow customers to save time whereby enhancing mobile customer experiences and prioritize calls
based on value

3.Anchor Application
Anchor Application manages all Expres activities like operation, Accounting and Agents
4.1VR Vendor

Knowlarity Communications will be the IVR Solution Partner for Pon Pure Logistics. There will be
a seamless integration between Knowlarity IVR and Anchor Application using API (Application Program
Interface) Calls

5. IVR Functionality Flow
Caller

The caller will be classified as two type

> Existing Customer
» New Customer

Customer Care Team
Pon Pure Logistics Employees who are sitting in Head office

Hubs/Branches
Pon Pure Logistics Employees who are working in Hubs and Agents who manage the Branches
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5.1 IVR Functional Flow
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5.1 Process flow of IVR Inbound process
5.1.1 IVR Inbound Number
Pon Pure Logistics will maintain & circulate a common Mobile Number to all Customer

5.1.2 Caller Call Landing

e All Calls will be connected initially with the Welcome address followed by language
option
e The caller has to select & set the default language. The default language will be
maintained against caller number for future reference
e For caller having default language maintained in our system, the Welcome address
will be in the same language and the call will then be connected to pending
transaction announcement
e If caller details are available in Anchor Application APl response, then the caller is
considered as Existing Customer
e |f The Caller detail is not available in Anchor Application APl response, the call will
be connected asking to choose the option
o New Customer
o Existing Customer

5.2.3 Set Default Language

. The Caller doesn’t have the default language, IVR will give an option to choose the language
o Tamil
o English

e  When the caller has confirmed the default language, the Confirmed language details will
push to Anchor Application using Language set APl Request. The call will continue to the
main menu

e If Same Caller calls in next time IVR will use the default language from Anchor Application
through the API Calls.

e Based on the language the Welcome note is received by Caller. If there is any failure with
API call the IVR session will default in English Language

5.2.4 New Customer / Existing Customer

e If the Caller information is not available in Anchor, the IVR will provide the below options
to choose from
o New Customer
o Existing Customer



©

g PON PURE
Information Systems Department PON PURE
y p l_oglst[m ,":xErmrwrr ime

e If the Caller chooses the option “New Customer” he will be provided again the below options
o Sale
o Vendor
o Agent

Choosing any of these options will route the call to the Customer Care Team

If the Caller chooses the option “Existing Customer” the call will move to main option
o Waybill Status
o More Options

e |If Waybill Status option is chosen

o Enter Waybill Number
e IVR will ask for confirmation of the Waybill number
o If confirmed the status will be retrieved from Anchor

o Caller will be provided with more options
o Another Waybill Status
o Booking Details
o Delivery Details

e Choosing Another Waybill status will go through the same cycle of Way Number entry

e Choosing Booking details will route the call to Booking Agent
e Choosing Delivery details will route the call to Delivery Agent

If the Caller information is available in Anchor, the IVR will provide the below options to choose from
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o If there are no open Waybill pending it will provide more options
o Complaints

o Sales
o Vendor
o Agent

Choosing any of the above options will Route the call to Customer Care Team

o If there are open Wayhbills it is ask for the options
o If open Waybill count is equal to 1 then IVR will provide the Waybill details and status
directly
o If open Waybill count > 1
= Caller to enter Waybill Number
= Based on confirmation, provide the Wayhbill status
= [t will then provide more options to caller
e Booking Details — Route to Booking agent
e Delivery Details — Route to Delivery Agent
e Customer Care — Route to Customer Care

In all cases when call is not picked by Booking or Deliver Branches it needs to be routed to Customer Care
Team. If Customer Care Team does not answer the call option to be provided to leave a voice message
with call back option

6.Voice Message & E-Mail

If The customer support team doesn’t pick the call will move the Voice Message. When the caller leaves
the voice message that message will be email to Customer support email id

7.0ffice working Hours

The caller will call outside of office hours the IVR will announce office working hours timing and then move
the Voice message

8.IVR Menus limitation

To provide the option to select the pervious menu on every sub menu. The system will allow caller
to reach all menu only 2 times. On 3™ time the call will disconnect

9.Call Ending
On Call End Thank your address note will be Announce by IVR then call has been disconnected
10.Anchor API
All API Responses JSON Format. Anchor will provide three API
1. Anchor Caller Details API

2. Caller Language update
3. Anchor Transaction API
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10.1 Anchor Caller Details API

The Knowlarity will request / call the API on call landing phrase with caller number. The API
Responses will have the following details.
e (Caller default Language
e Caller Pending transaction count if the count is one the waybill details also available
=  Waybill Details (Waybill No, Waybill status, Waybill Current location number,
customer Support contact details)

e Caller Name
e (Caller Customer Type
e Sale option information
e Vendor option information
e Agent option information

10.2 Caller Language update

When caller has update the Language, the update language will push to Anchor application with
Caller number & default Language code

10.3 Anchor Transaction API

When caller will select the delivery option the Knowlarity will request API with Waybill number.
The APl Responses will have the following details.
o Wayhbill Status
o Waybill Number
e Waybill current location contact details
e Customer care details

11. Pon Pure Logistics Advertisement

The Advertisement should be played on caller waiting timing



