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[bookmark: _heading=h.qee5sv3531ho]Product Summary 

The CPaaS Cloud PBX solution is a cloud-based, modular Call Management System designed to replace the traditional PABX systems of our customers. We provide a user-friendly, web-based complete telephony system for users to manage their workflows.

Our scalable solution involves Auto Attendant, Phone System components providing basic functions such as multi-layered call flows, call transfer, call forwarding, call-pickup, missed call notification, voicemail, BLF,... and integration with third-party software using a modern microservices architecture.
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[bookmark: _heading=h.19v28xdmk4nt]Product Features
· [bookmark: _heading=h.mej7if7afbut]Generic Features
(Describe the generic features of CPaaS portal) 
	Feature
	Description

	Organization link
	Connect two or more organizations so that they can communicate using extension keys

	VIP mode
	Able to hide the VIP users on the sharing Call Directory list

	Licenses management
	Allow admin to manage the licenses allocation in an organization

	User profile view
	Allow admin to check the current profile set on certain user

	Organization announcement
	Allowing admin to set announcement, this announcement will be able to view by users on the portal

	Release communication
	History of the releases on the portal, also served as a communication mechanism between the telco and the clients


NOTE:  These functions are applicable to All Countries.

· [bookmark: _heading=h.12srjp1pjbvw]Features on the Devices
     (Describe the CPaaS Cloud PBX Solution features that work on the supported devices) 
	Feature
	Description
	Web Phone
	Desktop App 
	IP 
Phone
	Mobile App

	Make and receive calls
	Able to make outgoing and receive incoming calls from the registered devices
	✅
	✅
	✅
	✅

	Internal call
	Able to make internal calls from Extension to Extension
	✅
	✅
	✅
	✅

	Call transfer
	Able to perform call transfer to an extension number or external number using blind or attended transfer
	✅
	✅
	✅
	✅

	Call hold/retrieve
	Able to put the call on hold/retrieve
	✅
	✅
	✅
	✅

	Call return (Last Number Redial)
	Able to redial the last number
	✅
	✅
	✅
	✅

	Speed dial
	Allow users to press predefined fast key to dial the full range number
	✅
	✅
	✅
	✅

	Call passcode
	Users have to press their passcode when they call a specific destination
	✅
	✅
	✅
	✅

	Call pickup
	Perform a call pickup on another extension using the establish user define key
	✅
	✅
	✅
	✅

	Call waiting
	Allow a user to be notify that there is another incoming call when the user is still on the line , and the ability to hold current call and retrieve the new calls
	✅
	✅
	✅
	✅

	Call park
	Park the call to a slot, and allow other users to go into the slot to retrieve the call
	✅
	✅
	✅
	✅

	3-way calling
	Connect to one more party during the call to establish a 3-way conference call
	✅
	✅
	❌
	✅

	Call delegate
	Secretaries can pick up calls of the Boss
	✅
	✅
	✅
	✅

	Hot desking
	Users can use the same device in one station and log in to their own accounts
	✅
	✅
	❌
	✅

	Call history
	Able to check call history on the device
	✅
	✅
	✅
	✅

	Play/Download call recording/voicemail
	Able to play/download call recording/voicemail from the call history
	✅
	✅
	❌
	✅

	Add contacts
	Able to add/delete Contacts on the Desktop App
	❌
	✅
	❌
	❌

	Caller ID management
	Able to select the caller ID (Assigned / Private) from the app
	✅
	✅
	❌
	✅

	Submit diagnostic reports/Logs for debugging
	Allow users to submit the diagnostic reports from their apps when there is a technical issue happening
	❌
	✅
	❌
	✅

	Auto-provisioning for supported IP Phones (allows for easy, plug-n-play deployment)
	The phone will be provisioned automatically with the settings pre-set on the portal. The auto provision only allows the certified phones to be auto-provision.
	❌
	❌
	✅
	❌

	Team chat (purchased license)
	Allow users to communicate with other users within the organization
	✅
	✅
	❌
	✅

	Busy lamp field
	A light on an IP Phone that tells you whether another extension connected within the organization is busy or not.
	❌
	❌
	✅
	❌


NOTE:  These features are applicable to All Countries.
· [bookmark: _heading=h.mdq9q2puty6u]Auto Attendant
    (Describe the CPaaS Auto Attendant features) 
	Feature
	Description

	Unlimited layers of automated phone attendant
	Able to create multiple layers of call flow

	Visual call flow designer
	The call flow can be created via visual flow

	Supports TTS or MP3 file upload for IVR message
	· Max MP3 File Size - 5MB
· 1 MP3 file is allowed per message

	Customizable language and speech settings
	34 different languages with multiple accent options

	Call hunting - ring queue and ring group
	A business phone system strategy that connects calls to multiple phone lines either simultaneously or one after the other

	Call transfer
	Ability to transfer the call from Auto Attendant to extension user, queue, or external number

	Missed call notification with voicemail
	Missed call notification via email

	Missed call notification via SMS (purchased license)
	Missed call notification via SMS

	Gather caller’s input
	· Play a message and gather the input from the caller to route the call accordingly.
· Support exact matching, no matching, list matching, or pattern matching.

	Forward
	Forward the call to any previous block

	Set conditions for your call flow
	Define the matching condition and open different call flow branches depending on the result of it.

Available matching parameters:
· Pattern
· Caller's calling day in a week
· Caller's calling time
· Day of the week
· Upload numbers
· Validate Expression

	Number black-list management
	With this being activated, the number, either anonymous or inserted number, will be blocked from accessing the hotline

	Office hours, After Office hours and Holiday customization
	Ability to customize different flows for working hours, after working hours, and holidays

	Show multiple version histories for reverting purposes
	Fallback features which allow the previous flow to be re-activated

	Backup and restore flows
	· Export the call flow to a JSON file to backup
· Import the JSON file to restore

	Third-party integration
	Custom Third-Party Software (CRM/Ticketing System) Integration [e.g. Freshdesk, Zendesk, AgileCRM] via Webhook for Data Push /HTTPS integration only

	Schedule / Real-time deployment
	Deploy a specific flow at specific time or opt to deploy it real-time

	Holidays settings
	Set public holidays so that inbound call will react based on the setting of public holidays


NOTES:  
· These features are applicable to All Countries.
· These features above are configured on the supported Web Portal (recommended web browser: Google Chrome with the newest version).




· [bookmark: _heading=h.ww5yi1h1sxjy]Phone System
      (Describe the CPaaS Phone System features) 
	Feature
	Description

	Extension key
	· User's Phone Extension Number
· Each user can have only one extension number

	Multiple DIDs per user
	Allow more than one DID to be set for a single user

	Supports calls to International Numbers, Toll-Free, Landline, and Golden Numbers
	Able to make outgoing calls to different types of numbers

	Holidays settings
	Set public holidays so that inbound call will react based on the setting of public holidays

	Bulk provisioning
	Allow bulk provisioning of user to an organization

	Call group (Hunt group)
	Able to route a call to a group of user using Ring All, Sequential , Round Robin and longest idle

	Customizable outbound rules
	Ability to set dial plans, countries whitelist, and organization link

	Dial plans
	Dial plan, allow certain number input by user to be translated

	Country whitelist with passcode required
	Country whitelist will allow certain countries to be called

	Inbound call rules
	Provide inbound number filtering mechanism

	Busy lamp field
	Create groups of users on the portal to enable IP phones to set up busy lamp fields more quickly

	Inbound call setting
	Determine the action of the call upon meeting the status set by the user

	Text-to-speech missed call message and voicemail notification to email
	Able to insert the text which will be converted to voice message prior to trigger of call messages and voicemail

	Call forwarding
	Allow call forward to extension number or DID number

	Inbound call filter
	Provide filtering mechanism for incoming calls

	Personal music on hold
	lay customized music on hold, when customer is holding on the call

	Personal working hours
	Set personal working hours so that inbound call will react based on the setting for non-working hours

	Inbound missed call
	Allow user to select action if they when they reject the call or unanswered

	Singapore DNC (purchased license)
	Make calls with auto-filtering or on-demand Singapore DNC number checking

	Call recording (purchased license)
	· Auto record all calls to users
· 1-year unlimited call recording storage on the Cloud
· Play & Download Call Recording Files

	Call history
	Comprehensive call history with call details and voicemail/call recording file

	Caller ID management
	Able to select the caller ID (Assigned / Private) from the portal

	Speed dial
	Allow the set of speel dial to a number, and using that number a fast key to dial the full range number

	Call delegate
	Able to delegate a call from Boss / Secretary with Ring all / Sequential mode

	Support Away mode
	Allow the user to set themselves to DND, and action on the call for DND is also self defined by user

	App integration
	Integrable with MS Teams

	Dashboard
	Visual Reporting tool that uses powerful analytics features to help users monitor their organization's calls data, such as key metrics, call type.


NOTES:  
· These functions are applicable to All Countries.
· These features above are configured on the supported Web Portal (recommended web browser: Google Chrome with the newest version).
[bookmark: _heading=h.hwr8swk9lrwz]Product License Requirements
(CPaaS Cloud PBX SKU List Requirements)
	SKU Name
	SKU Type
	Unit of measure

	Auto Attendant 

	Auto Attendant
	Base License
	per organization per month

	Concurrent Call
	Add-on License
	per concurrent call per month

	Number (for hotline)
	Addon License
	per organization per month

	*SMS
	Addon License
	per organization per month

	Phone System

	Phone System
	Base License
	per seat per month

	**IP Phone
	Addon License
	per line per month

	**Mobile App (iOS/Android)
	Addon License
	per line per month

	**Web Phone (Google Chrome)
	Addon License
	per line per month

	**Desktop App (Windows/Mac)
	Addon License
	per line per month

	*Number (for extension)
	Addon License
	per extension per month

	*Call Recording (up to 1 year unlimited call recording storage)
	Addon License
	per extension per month

	*Unlimited Call Recording Storage 
(up to 7 year unlimited call recording storage)
- This is an Add-on license to the basic Call Recording license above -
	Addon License
	per extension per month

	*Team Chat
	Addon License
	per extension per month

	*Microsoft Teams Direct Routing
	Addon License
	per extension per month

	*Microsoft Teams Direct Routing Resource Account
	Addon License
	per extension per month

	*CTI
	Addon License
	per extension per month

	*Contact Center
	Addon License
	per extension per month


(*): Optional
(**): Device licenses (you can just purchase one or all of them according to your needs)

[bookmark: _heading=h.e26isfi9jeqi]Functional Specs
[bookmark: _heading=h.44sinio]
The CPaaS Cloud PBX solution comprises the following elements that work together to give a unique cloud solution.

[bookmark: _heading=h.2jxsxqh]Elements
· [bookmark: _heading=h.ln1iaudbw37s]Auto Attendant 
Personalizes customer journeys and offers self-service voice options with a graphic, flexible IVR solution. No coding or IT skills are needed!
[image: ]
· [bookmark: _heading=h.useqgeqmt3y0]Phone System
Personalize your VoIP devices, with advanced telephony  features such as setting up personal phone extension, call transfer, call group, ringing devices simultaneously, recording voicemail, and notifying missed calls among many others.  
[image: ]


· [bookmark: _heading=h.3j2qqm3]Communication Hub
Monitor your Organization's data in real-time to make quick decisions and improve your operating efficiency.
[image: ]

· [bookmark: _heading=h.8kdjnefa9gbs]Dashboard
Gain actionable insights to make the right decisions with Dashboard - a visual reporting tool that uses powerful analytics features to help you monitor your call data.

[image: ]

[bookmark: _heading=h.b7ioocyiaane]Workflow Sample 
[bookmark: _heading=h.t46d3y2mdqzm] 
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[bookmark: _heading=h.qwlkeun8yas2]Use Cases In Various Industries

CPaaS Cloud PBX Solution can meet your communication requirements with flexible and scalable solutions across all industries.
[image: ]


· Hospitality Industry: The hospitality industry needs to interact with its clients on a regular basis. The IVR solution for the Hospitality industry will ensure that the clients get to attended instantly. At the same time, the Hotel staff can be available for other operations as the queries of the customers will get resolved by the IVR system itself. 
[image: ]
· Telecommunication: Attend to your prospects' and existing customers’ queries by directing them to the appropriate account specialists. Require the agents to categorize calls (Disposition Code) and take notes for quality and reporting & analysis purposes.
[image: ]

· Public Administration: Through IVRs based services, status inquiries for a large number of services can be automated and the requisite information provided to the service seekers without causing undue overheads on the e-governance infrastructure.
[image: ]
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