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“The Power of INTELLIgent 
Customer Contact”

White Paper – Intellicom CRM
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• To service a call, Intellicom operators had to navigate between various screens within 
different applications, leading to high call handle time and below average service levels. 

• Intellicom conceptualized & offered their IT services to build, maintain and host a unified 
CRM system, available at multiple client sites as well as Intellicom, linked to a centralized 
database. 

• This centralized database would be fed multiple updates daily from the various other 
applications that impacted customer interfacing at any level. This application would maintain a 
history of all calls received from a customer and any transactions carried out with the 
customer (Order, Repair, and Refund etc.). 

• Over a period of 3 months the CRM was created, a beta version tested & the live application 
launched. 

• The centralized database is synchronized (mirrored) with parallel application hosted at Client 
site in Montreal every 2 minutes automatically. 

CRM – Need & Architecture
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The CRM helped us achieve the following results:

• Reduced Avg. Handling Time
• Increased Customer Service Levels
• Customer History Maintained
• Extensive reporting capabilities on individual product performances, which helps Client in 
Product   Development & design / production troubleshooting.

With a recent product upgrade, Intellicom has also built in the functionality of sending 
automated emails to customers whenever a transaction is completed successfully like 
orders being shipped. This feature is also used for proactive up sell by sending email 
reminders about due date of replacing consumable parts.

Contact us for an online demo of this application.

CRM – Results & Value-add
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CRM – Some Screens..
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Incoming Call Screen

• This screen pops 
up on the agent 
desk top with an in-
bound call.
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Customer Search Screen

• Multiple 
parameters can be 
used to search.
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Search Results

• All customers 
matching the data 
are shown by the 
search.
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Customer Account Menu

• Main customer 
menu.
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Transactions List

• This screen shows 
ALL the 
transactions that 
have taken place on 
a customer’s 
account.
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Transactions Info

• This screen 
displays all the 
information that is 
relevant to any 
particular 
transaction.
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Item Transactions Log

• This screen 
displays log of all 
activities carried out 
on a particular item 
of a transaction.
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Troubleshooting FAQ

• Troubleshooting 
FAQs are available 
for all product 
models online.

• Product manuals 
are attached in this 
screen.


