@ STAR TELECOM

Star Telecom
Salesforce Connector




@ STAR TELECOM | SGENESYS

Star Telecom Salesforce Connector

The Salesforce Connector by Star Telecom provides a superior omnichannel agent desktop
experience that tightly integrates Genesys Cloud CX with Salesforce and helps drive lower AHT and higher
agent productivity.

The software provides a user-friendly agent interface that includes all required softphone functionality, plus
the ability to invoke Salesforce workflows and background tasks. It can also automatically store a wide
range of interaction data within Salesforce for in-depth agent and management insight.

. Q search Fae?2aa @

it Sales Console Home v

Add the opportunities you're working on, then come back here to view your m Startelecom - Digital Interactions a
performance

My first SMS to Startelecom

“Thank you for contacting Star Telecom. One of our agents wil

Multiple Interactions - Handling

Today's Tasks =
iqital . .
’ Digital & Voice Interaction types
&
L]
s 5. Nothing due today. Be a go-getter, and check back soon.
4 Type ami
A Key Deals - Recent Opportunities v e|¢
o No deals yet. Select another filter or check back later.
\, OnQueve 4 Interaction @ History
(9 9 2 . OnQueue 7
. onQuewe -2 On Queue S 1 I

H
H
2
Transfer
) ,

What number would you like to dial?

Wrap-up Code 00:14
SF_Campaign_Queue
¢ | SE-Campaign_Queue [ Select wrap-up code v
647729
1 SF_Campaign_Queue
o\ 0/1 2m 54s Collection Failure
L, call .
Sale Succesful
Transfer Workspace Voice Message Left
(Andy Young)

Outbound Voice - Click-to-Call Workplace Transfer Voice - Wrap-Up

STAR TELECOM
sales@startelecom.ca T +1855 7827835 .Startelecom.ca



www.startelecom.cloud
tel:18557827835
https://www.facebook.com/startelecomcanada
https://twitter.com/startelecom
https://www.linkedin.com/company/star-telecom-www-startelecom-ca-

@ STAR TELECOM | SGENESYS

&  se Deer20a @
3% Sales Console Home ~  Z Inbound Phone v x
l The e o et i By dafnlt e o ssocand s P e G729 © E

"5] Select the appropriate account after validating it matches the caller’s information. If none of these accounts match, please select "Create a new acc... I n b O u n d VO i Ce _ EX a m p | e Of

Name v | Phone v | Rating v | Account Number v | CaseCount v

o Vi (647) 729+ Hot 1234567 8 the Screen FIOW

How would you ke o proceed?

. OnQuese B InteractionUtilty @ History

! m Startelecom - Digital Interactions ]

JRl: it until we patch you with the first
Smileys & People

Hello David ®

W Visd «Nov 30, 22, 1230:55 pm.

ntil we patch you with the first

Liven up Digital Interactions
with Emojis

D)ooo®®
® >eo000@
?@@0@@
)90 0@®

)@ 00 ® €
v

© 0B eee

search emoji

®
DY

& o s TBe25a®

S — — Inbound Voice - Search and

o = ‘ Screen Pop

STAR TELECOM
sales@startelecom.ca T +1855 782 7835 .Startelecom.ca


www.startelecom.cloud
tel:18557827835
https://www.facebook.com/startelecomcanada
https://twitter.com/startelecom
https://www.linkedin.com/company/star-telecom-www-startelecom-ca-

@ STAR TELECOM | SGENESYS

Multiple CRMs? No Problem.

For clients with multiple CRM systems, Star Telecom'’s Salesforce Connector is based upon a unique
“Multi-Connector” design, which enables Star Telecom’s team to integrate other CRM systems
(separate cost) and deliver even more benefits. It also avoids the need for clients to purchase and
support softphone products from multiple vendors that have different end user designs.

Technical Highlights Include:

e Supports Genesys Cloud CX Inbound Voice,
Outbound Campaigns and Chat, Web
Messaging, Email and SMS interactions

¢ Design based on the Genesys Embeddable
Framework plus Star Telecom’s Multi-
Connector Wrapper

e Supports wide variety of softphone
functionality such as auto or manual
answer, pause, hangup, mute, outdial and
agent-to-agent screen transfer

e Supports Genesys Cloud CX wrap-up code
configurations

¢ Ability to invoke Salesforce Apex class as
Extension Points (e.g., click-to-dial, screen
pop, connected, disconnected or wrap-up
events)
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Ability to invoke Salesforce Actions
through customized screen workflows on
multiple interaction events, and to execute
custom actions from within flows (e.g.,
screen pop records or URLs in Salesforce
primary or sub-tabs, add data attributes to
current interaction, etc.)

Extensive Interaction Data available for
automatic storage within Salesforce

Powerful administration facility for
tailoring each agent group’s experiences

Compatible with Salesforce Lightning
Experience, Sales Cloud and Service Cloud

Setup within hours
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