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• What is SaaS?

• Benefits of SaaS

• Contact Centre System Requirements
• Contact Centre SaaS Systems

• Benefits of Contact Centre SaaS

• JTL SaaS Solution
• Q&A
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What is SaaS?
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Software as a Service (SaaS) is a model of software                                         
deployment where a provider licenses an application to 
customers for    use as a service on demand.

Example: Salesforce.com



• Lower IT costs for hardware, software and skills (T CO)

• Scalability. You can scale as fast and as much as r equired

• Painless Upgrades. Service provider manages all the  updates and 
upgrades

• High Availability and Reliability. The infrastructu re is installed in 
carrier grade facilities and managed by experts

Main Benefits of SaaS
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� Is it secure?

� Is the application high performance?

� Is there a disaster recovery plan?

� Will this application scale?

� Can I track performance?

� Will the application always be available?

� Will it integrate with In-house IT?

Questions about SaaS
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� Contact Centers  business processes:

� Customer Service
� Technical Support
� Sales

� Communication Channels Used:

� Phone – Fixed, Mobile, Soft phone
� Email
� IVR
� Web
� Chat
� Fax
� Call back
� Dialer

Contact Centre System Requirements
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The Contact Centre 
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• The Contact Centre SaaS System is a multi-tenant Saa S Platform 
that supports inbound and outbound voice, web chat,  email and fax 
interactions

• The Contact Centre SaaS System integrates with servi ce providers 
voice (soft switch and gateways) and data platforms  to create a 
complete ecosystem to support all the communication  needs of a 
contact centre

Contact Centre SaaS System
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Typical Topology



� Minimum Initial Set-up Cost

� Flexibility- you can increase or decrease the number  of agents 
according to the business requirement e.g. special events, peaks

� Device Agnostic- soft phone, desk phone, mobile phon e and switch 
between terminals

� Virtualization- you can have agents working from HQ, branch or home
� Swift time to market- you can be up and running the same day

� No In-house technical personnel required (easy to u se DIY interfaces) 

� Reliability guaranteed by the service provider
� You can partner easily on a deal

Benefits of Contact Centre SaaS
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• JTL in partnership with Wandy is deploying a carrier grade SaaS Contact 
Centre platform that is suitable for Corporate, SME, SMB, and Work at 
Home Agents.

• Feature rich system that supports:
• Multi-media (voice-call, fax, email, chat)

• Blended multi channel queue (prioritize)

• Dialers: IVR, Preview, Progressive and Predictive
• Sophisticated call routing strategies (skill, availability)

• Multi interactions per agent

• Enhanced IVR flow engines
• Real-time monitoring and alerting for supervisors and agents

• Advanced supervisor module

• Integrated historical reporting for all system sections
• Virtual contact centers, Remote branches, Agent mobility

JTL’s Contact Center SaaS Solution
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