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CCW introduction :

v

AN

CCW (Customer Care World) s.r.o. founded in 1992. The company is 100%
privately owned. CCW is from beginning focused on IT solutions.

CCW has 14 internal consultants and specialists.

CCW has headquarters in Bratislava ,Slovakia

CCW IT Consulting (Division since 2006) focuses:

v' Consulting ,delivery and implementation of CRM systems based on
Oracle Siebel CRM, Contact center solutions and ,Computer
telephony integration” based on Genesys,Microsoft Skype for
business with LUWARE (www.luware.ch).

v CCW runs its own cloud based solution for ,Mobile asset tracking*
and ,Fleet management® - Monit7. It is loT solution for companies to
track and manage mobile assets in daily business thanks to
workforce management and artificial intelligence.

v CCW main focus is CX solutions and newest innovations which
improve and support the customer journey for middle and large

enterprise companies.
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CCW Know how matrix

v Oracle Siebel CRM

v

NS NEE NN

v

Open Ul migration and development
Upgrade and Incremental Repository Merge
Performance Tuning

Computer Telephony Integration

Order Management

Multichannel integration

v Genesys Contact Center

Voice recording

eServices

Routing

Workspace Desktop Edition : customization and routing
Social network integration

v Oracle Fusion / Cloud Application

v

v

v

SOA Suite installation, configuration
ADF Development
BPEL, OSB, ESB
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CCW Know how matrix

v Mobile Asset tracking (loT)
v Workforce management
v CAN Bus integration
v Mobile app asset tracking
v Route planning
Speech recognition und synthesis
Artificial intelligence, machine learning
Ruby on Rails
JAVA
C++
JQuery, JavaScript, angular web frameworks
Cloud development and migration (OCI, AWS and Azure cloud infrastructure)
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CTI transformation for Siebel CRM from Genesys-Alcatel PBX with fixed line PRA
to Voice over IP Skype for Business Server and Client with Luware contact center
for the insurance company in Switzerland

The contact center is 24x7 customer support for insurance events and calls
The modernization transformation had following goals :

1. to migrate CTI from old PBX world to a new VoIP light and easy and modern
2. Minimize number of components which need to be maintained, lifecycle and deployed ->
v' CTI Toolbar and CTI configuration in Siebel CRM was removed and replaced with URL
Call.
v Logic from CTI configuration was partly in CC and partly in standard Siebel configuration
logic such as Dispatch Rules
3. faster and easier introduction to new channels without CTI Toolbar such as chat, callback.
The logic is in Skype client and in extension of a Skype client.
4. The telephony is independent from CRM application and therefore more failure resistant
5. Improve performance and user experience
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Architecture comparison between Genesys CTIl and new Skype VolP with URL and

REST integration

Genesys CTI
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Siebel- Interaction is in
Siebel CRM created (ID
Activity, Channel, ...)

and associated with
relevant enfity such as
Claim or Policy

Siebel-Server

Non-nstant-Task
«Email, Fax, SMS»

Instant-Task
(Voice) «Telephone-Call»
(Instant-Message) «Chat»

(' Luware
| Routing |

Siebel-Proces
REST : «Create
interaction»

Singleton — Script Injection

Siebel OpenUl Client

LUCS-Server

-1 S4B

P

S

== LUCS-Client -

_[ Instant/ Non-Instant ]
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Implemented usecases :

1. Inbound call

2. Outbound call

3. Inbound Email, SMS, Fax

4. Inbound chat

5. Callback

6. Consultation calls with the screen transfer

7. MF Telematik inbound break call

8. Foreign Partner inbound automated process with claim policy creation

B Verviebspbttiorn x|+ Renauit Assistance W

<« C (Y @ nhips//vpwmobicorpest/s g ~ Auflegen 41313809707

B vecc-v B veccw o

Datei Bearbeiten Ansicht Navigieren Abfrage Werkzeuge Hilfe =
24 Zeitin Warteschiange Letzte 7 Tage
Qe bEsfazk

77777777 00:00 4 4

o & Personen [ # Pa 2] Q =] t » es X H d

iste

Startseite Personen

Huber, Dieter (10006227) idung | | Kundensuppor Neue Person Mobi | | Neue Personengrupps 4 QB edis-iohaisDemo HNsecu X+ el Mot A W
€ C O (OlesywencicopiesStelimn/aydon L g SEw oS Task Beenden martinpiekov@mobich
Names Huber ® Skype for Business x R )
Kunde Mandant » Mobiliar = PR s 8 013
Reutassistan- ) () & Datei Bearbeiten Ansicht Navigieren Abfrage Werkzeuge Hilfe
Vorname s Dieter 24
Partner-Rolle(n) Kunde = = BBsa @b
Strasse,Nr. Bundesgasse 9 Uneinchmung el DT
Sprache Deutsch S Komms
P-Nr./Karten-Nr. 10006227 o a =] v 2] i Q a » A H Q Kommunikation @3 F 2
Adresszusatz 1 Gefragt _
Anrede. Herr v Liste - Kommunikation
MBA 100125A @ Meyer André X - o
dresszusatz efragt am ikati = T T T -
Geschlecht: mannlich v g Kommunikation = Qa e 1-1von1
e Postfach Gefragt von Top Anhang Status An Von Name Vormame Thema Service-Ne. FallNr. Verantworticher ~ Sendedatum Kategorisieruny Kategorisierun; Falligkeitsstatuscod:
i 1011 e
S,/ cabdaium. At JOTII0ES il 2 Mobile Nummer . EMail cingehend ¢ In Bearbeitung Demo [HIN secu... Us02938 10.05.2019
PLZ, Ot 3011 Bem Abschluss
Todesdatum/AuflGsung
Telefon G
Land Schweiz v Abschlussdatum
Zivilstand verhelratet v
Durchwah (geschaftlich)
Abschluss erfasst von = a4 v x
Berufsstatus. Pensionierte(r)/Rentner(in) v
Fax Nummer N Textkorper
Statusa Aktiv Z nicht anrufen —_—
E-Mail & —
Dublette zu
Aktivitdten ls K f nt v v s Test Demo
Aktivitdten = fu] + Q
Freundiche Grisse
Fort Status  Falligam FallNr. Service-Nr. Verantwortli Verantwortlicher Name Dienst i+Help Kategorisierung ~ Kategorisierung De Betreff Beschreib
Marin Piskov
[JErledigt 10.05.2019 15:53 nruf eingehend v USO2938  Mobi24 Assi Sheriff ... Renaut Assist... Anzeigen Eingehender Anruf -
[Jerledigt 10.05.2019 15:51 Anruf eingehend US02938  Mobi24 Assi Sheriff ... Renault Assist... Anzeigen Eingehender Anruf -

Schweizerische Mobillar Versicherungsgesellschaft AG
Direktion Bern, Manbioustrasse 68, 3001 Ber
Ein Unternehmen der Schweizerischen Mobiliar Genossenschaft

Martin Piekov, Eterelr Mitarbeiterin
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Integration examples :

URL Call Incoming call . https://vp-

v.mobicorp.test/siebel/app/cc/deu? SWECmd=InvokeMethod&SWEMethod=AgentNotifylInboundEvent&SWEService=MOBI%20CT1%20
URL%20Call%Z20Handler&Operation=CallRinging&Activity%201d=1-
74XJ1&Service=sip:m24_assi_renault_v@mobiins.ch&OriginUser=sip:+41313899707@mobiins.ch&OriginTeINumber=%2B4131389970
7&Skype%20Call%201d=5c4f0d62-6d23-42bb-afb5-43f9b512c8ca&LastKnownAgent=sip:u902939@mobiliar-
test.ch&SWERF=1&SWEBU=1

REST Call :
REQUEST :
POST https://sieblucsgw-w.mobicorp.test/siebel/v1.0/service/MOBI%20LUCS%20Inbound%20Service/InboundCall HTTP/1.1

"body ".. {
"Serviceld":"6e3f0e08-0396-43da-a88d-13f52ed0a453",
"ServiceSip":"sip:assi_n@mobiins.ch”,
"MessageType":"IncomingExternalCall",

"OriginUser":"",
"OriginTelNumber":"+41626882286",
"FrontCallld":"4a1d56b6-e749-4809-b525-552b2469¢551",

"ModalityType":"AV"
}

}

RESPONSE :

HTTP/1.1 200 OK

Date: Fri, 10 Jan 2020 16:19:57 GMT
Server: Apache
Access-Control-Allow-Origin: *
Content-Type: application/json
Content-Length: 25

Keep-Alive: timeout=5, max=10
Connection: Keep-Alive

{"Activityld":"1-C1VIKO"}
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Siebel Open Ul enhancement for business process efficiency :

1.

Transport process in insurance company for broken cars : integration with

google maps to recognize and parse address point, distance calculation and
show route on map

Datei

Bearbeiten Ansicht

Navigieren Abfrage Werkzeuge Hilfe
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Qo0 B &b @ v ) @: m Directions Service - Google Chrome = I X
® vp-w.mobicorp.test/siebel/deu/mobi_route_maps.html
en B Un mungen  # Aktivitd - _ Kamape Y 78 Kunden
: —— Map Satellite Gdynia |
Auftragsliste  Aktivitdtenliste ~ Transport o pea .
Rastock Gdansk W—
Aktivitdten = ELAN-Pendenzen Kopieren + [ Q| Transport ibernehmen Auslandsauftrag b Lm}cmk ¢ O‘Sgtvn = G 1-4 ¢
Hargburg o
Typ (Modell) Marke Ort (S) PLZ (S) PLZ (2) Ort (Z) km Status L | 0Szezecin x rl:wonlin Ver
| Bremen Bydgoszcz Blalystok}
MODEL X TESLA Marly 1723 11070 Beograd 1367 Offen ) o < 2 \
| iy Poland ‘
5 " - eriin < %
MODEL X TESLA Kiel 3008 Bern 1005 Offen Amsterdam < Han\ver @I Poznan
‘ ® j oWolfsburg (; o Warsaw
MODEL X TESLA Basel Prague 712 Erledigt agueo Netherlandjs by nswick  oMagdeburg ) i\ ® '\Og[,
o oaz
MODEL X TESLA Bratislava 3008 Bern 954 In Bearbeitung ) Durtlénund ML [+] 7
Werp: Esseno 2inzig Lublin
L~ ADYWErPS ; 8 Dresden Wroctaw 2
Brussels {cg Cologne GQermany jr/h‘ S i3 Kieloe S
- le = LV\—\‘ 3
Auftrag  Zus ng Belgium 3 ,.»/"‘\J ) J
= b W ue “Katowiceo KrakoW  peeczow  /Lvi
= Kopieren Beschwerde ﬂ + 0‘ Transport Orte Gbernehmen R/({ \)“\ 2 o e 4
“Luxembourg d o1 o
Ly Czechia Ostrava
Aktivitdtenart x Auftrag v Beginnt um. 19.08.2019 16:2& Personen = ~ /'/’L‘f?akopageﬂ A
\_,M‘v\ \ Brgo 87 R i S Iva
Typ: Transport bod Dauer (Stunden) v P-Nr./Karten-Nr. s Slulégart : Kosice S Lk
o
RE o Strasbourgq Slovakia N f(
Betreff Transport - Falligam: 19.08.2019 16:2 Unternehmung &y Augsburgo Muni g R
e T Bratislava ./ S
Beschreibung Erledigt am P-Nr. Unternehmung: ] E; = Pt RS
& o~ Austria S Budapest DEb“oE““Fﬁ
Status: Offen v Vertrag Y] 3 = Graz §
1) g Liechtenstein o 3 s )
/ RS A 2 Hungary Orades  Cluj-Napa
i L/
Sichtbar Intern: Kontakt Telefon Vi itzerland ; S K\ 5 C{" 4
S stcged ‘_\;{ DLIJ‘
Verantw, TN,
rrand A \T\Lmigoara R
Kundenfeedback Aﬁ/‘% NoviSad ~ { +
— ia T\ 73 de
GPS Daten 46769986 ,71627: WUIA:4sF49(c 2] 1. Croatia [/~ R 3 a
5 Bologna Bosnia and L —
MMENTAR ANZEIGEN | &, & b H erzegovma\_ % i
— Map data ©2020 GeoBasis-DE/BKG (£2009). Googld, instIGéagr. Nacional | Terms of Use




Siebel Open Ul enhancement for business process efficiency :
2. Siebel Open Ul portlet for foreign contracts inserted into employee business to

employee portal

act+PNum&BCFieldValueQ=P-1000-6227"

| B Vertrage: Gloor, Hansueli

Cc 0

8 Siebel Support Link.

X | @ PoC Siebel-B2E Vertrag integratic X | [I] B2E Portal
@ b2e-portal-v2-wumobimobicorp.test/pdv-isp-b2e/pdv-v2/P11982418/uebersicht

© System Dashboord.. @ timezone converter.. @ RoundCube Webm..

die Mobiliar Schreibtisch Verlauf  ~ Suche
[s) ,
S, Hansueli Gloor
17071967
Bundesgasse 4, 3011 Bern
E. Ubersicht Hansueli Gloor
Versicnerngspartner, sezienungspartner,
B Uversicnt Kunde, Schadenpartner
Organisationspartner
(& UBs switzerland AG
Bubenbergplatz 3, 3000 Bem 94
CH19 0023 5235 5695 6940 P
Partnerbeziehungen

2, Claudia Sakmann

16.071370

P-1324-5167

Rollen
ist Ehepartner von

Lena Gloor

Jo

14101990

04-8824

Rollen
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[ 82t schreibtisch

@ Cross-Domain Bra.

& Stucture @ Using JSONP for cru.

Aktive (4)

Inaktive (1)

x | [ 52t suche

@ JavaScript Develop..

5]

x [ B2t Partner x

@ Sicbel Essentialsi Sl @ Partner (ORPA) @ Bo

Fahrzeug

05082018, 00:00 Uhr

Fremdvertrige
B Hypothek
07.01.2004 - 29.01.2020
Swiss Life AG

B Transport
17.01.2018-29.01.2020
Nationale Suisse

B Krankenkasse
14.01.2015-24.01.2116

Basler Versicherung

aktive (1)
inaktive (0)

weitere Fremdvertrage

+ Fremdvertrag erstellen

Monbijoustrasse 68, 3007 Bern

B vewage:a

7 Hansue X | @ o Sivel-826

o - =
* Og@= 0 :
okshelf v8.1/8. @ 5CARepository @ vi Editor Commands »

Partner bearbeiten

Vertrag integrat x | [ 82 Portal x | [ 82 Schveibtsch I 82 Suche

C O @ v

x | [ 82 Partner

x| +

&SWEHo= bicor

0BI+Cont

1-19N-38398:S.

* B

https://siebel.test/siebel/app/portlet/deu?SWECmd=GetApplet&SWEApplet=MOBI+B2E+Competitor+P
olicy+Portlet+Applet&IsPortlet=1&SWESM=Edit+List&KeepAlive=1&PtId=AURORA&BCField0=MOBI+Cont

o SievelSupportlink.. € System Dashboard.. @ timezone converter.. @ RoundCube Webr. O Stuctre @ Using JSON @ lavascript Develop.. @ Siebel Essentils:Si.. @ Partner (ORPA) @ BookshelfV8.1/82.. @ SOARep Editor Commands »
Datei Bearbeiten Ansicht Navigieren Abfrage Werkzeuge Hilfe
QRoBBroPr*RE
& Ve A& Personen [ Unternehn # Par A Ge pa B A @
onengruppe Schadenmeldung | | Vertragsverlauf | | Q| Kundenkategorie 0000 >
Names Gloor
Vorname s Hansueli Amrede. Herr v Segment ~
Status  Aktiv > =
Partner-Rolle(n) Kunde = Titel
Adresszusatz 1
Nationalitdt. Schweiz ~ Telefon-P 752698215 = keine Maklermandat
Adresszusatz 2 =
Korrespondenzsprache Deutsch > Telefon-G 315417965 = kelne MBAGA 133 GA BeStadt
Postfach, Ni.
Griind./Geb.datum, Alter 17.071967 @ 5 Mobile Nummer 752698215 = &l keine MBA 1005308 = Lunario Toni
Strasse, Nr. Bundesgasse = 4
Todesdatum/Aufldsung. @ Fax Nummer = keine Partnerart Person v
PLZ,Ot 3011 Bem
Immobilien: Hauseigentamer ~ EMail Gloor@test4) T & keine Vertragsvolumen 799265
Schweiz v 19.032010
Berufsstatus angestellt v Intemetadresse = keine Vermittlerinfo abgegeben o]
Zivilstand. verhelratet v Daten aktualisiert 23032011 o
s o
ung aresser i I e T . T ——— ner o e T Zn
Fremdvertrige + @ Q 1-4von4
Atta Versi g-Nr. Objekt/Risiko  Policen-Nr. Jahrespramie Beginn  Ablauf  Deckungen  Bemerkung Erstellungsdatum
Krankenkasse Basler Versicherung 14.01.2015  24.01.2116 8888 10012020 18:10:04
Transport 1730031056 Nationale Suisse 17012018 29.01.2020 676767 10012020 18:09:43
Hypothek 1730031055 Swiss Life AG 07.012004 29.01.2020 233 10012020 18:09:22
Rechtsschutz 1730031054 AXA Winterthur @ 05.01.2020 29.01.2020 2332 10012020 18:09:00
= a4 v x
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Thank you !

CCW s.r.o.

Namestie Slobody 11
81106 Bratislava
Slovakia
http://www.ccw.sk

Email:

Phone: +421911515213,+421 908036873 WWW.monit7.com
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Exchange <

backup

~

/Siebel— Interaction is in
Siebel CRM created (ID
Activity, Channel, ...)
and associated with
relevant entity such as

\ Claim or Policy

ORACLE

Instant-Task

(Voice) «Telephone-Call»
(Instant-Message) «Chat»

Non-Instant-Task
«Email, Fax, SMS»

Siebel-Server

Singleton — Script Injection

Siebel OpenUI Client

‘,,,,,,,,,_.____._._._._.____._.
Siebel-Proces

REST : «Create
interaction»

& Luware
(
L Routing ]
LUCS-Server
-1 S4B

—V

S

LUCS-Client

4[ Instant/ Non-Instant ]




