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Customer Success Contact Center Roadmap

Ɽ  Ἓṫᾁ

֥Ὼ Ԃ AI ḻ AI Ớ ṫ 

Ṷ  Ӓ ″  ẁỚ Ɽ  ʊḝ ◄ Ḅּד  ◄ḋ Ԃҍ ᷆әҠ Ӓ  ḻ  ʊ  Ἓ ә ᷄ḁ.
ECS ἄ  Ỵ  ″  ḓ  ֥ , Ɽ  Ӓ ḄӦ IP֥ Ὼ Ớ Ԃ  Ἓ AI ṅ , ◕Ⱡ  AI , Ớ ṫ  ὔֱ֥
ḄӔ‴ Ἓṫᾁ  Ӥ ᷄ḁ. ὗ  әҠ▐  ʊ  ⱠӦ ◄ḋ  ṅ  ◄  ʊEnd-to -End Ɽ .ḁ᷄ בּ   

²?G Ớ ṫ ֥Ὼ Ἓ әҠӒ  ὗ Ⱡ ḁ,³

IP Contact Center
System Integration

AI Contact Center
VUI ֥ Ὼ ⁶

EPA(Packaged AI)
Generative AI

CCaaS
CC for dedicated cloud

ECP
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Customer Success IP Contact Center

Ɽ ҍ ḁ  ᵥἛ ṍә  ʊ ᶸ ,ᴂ әҠ  ҏ  ӨⱠӦ ӍⱠ  ֚   ƫẋ⁫ḁ ᷄ḁ.
ECS ἄ  CC, UC, Video, Network Ṵ Ὼ  әҠ Ӓ  Ḅ  Ṡ, Ɽ   ᾨ Ӧ әҠ ἛⱢ  Ṏ  ♥Ӕ¦Ԃ ᷄ḁ.
Phone, Web, App, e-mail, Chat, SNS Ṵ ᾍ ᵥ  IP ֥ Ὼ Ἓ  ӨṎ  ḓ ♄℮ ὗ Ԃ әәҠ Ӓ  Ӕ Ἓ ҟ♠ ᷄ḁ.

Inbound Outbound

Voice

Chat

Video Web

SNS

E-mail

App

Fax

IPCC
CTI

IVR

Recording

PBX

Board

᷄  v Ί᷄ Ɑ

ҍ◄  ֥Ὼ  All in One ꜝἶⱭ

SI
System Integration  Ḅ  o♅ ♥ Ӕ Ԃ  ▐
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C AI Contact Center

Ṷ   ҍꜚ ṍᾠ♄, Ɽ  ʊḝ ◄ Ḅּד ḓ   ᷆ ᶾ  Ử Ἓ  ҍ Ԃṍә ᷄ḁ.
Ӥ  ʒ Ɽ (AICC)ʊ   v  ⃰  AI ֥ Ὼ Ṷ  ♄℮ ὗ ὔ  ʊ Ɫḓ Ử Ἓ, 

ECS ἄ  Ɽ   Ớ   AI֥ וּ  Ӎ  ◄ḋ▐  ◕▓Ⱡ  ᶋ ә әҠ  ♄℮  Ὥ ḻὗ ֛ ḓ  ʊṅ  ℮ ֱ  Ҕ ᷄ḁ.

ustomer Success

AICC
AI֥Ὼ

ḓ ♄℮

◄ḋ

῁

AI ּ֥ו
Ӕ Data

Controller
Text 

Analysis
Machine

Comprehension

NLG
Knowledge

Base

NLP

Information
Retrieval

NLU

STT/TTS
Service/
Manager

Model/
Algorithm

Ⱡ/ /ḓ ὣ  ὣ ḫ  ₒ♅/

Core 
Library

ᾊ Ỵ᷿ ṼỴ᷿
әὣ

ҙ ◕Ⱡ

ḓ ♄℮ ҏ ◄ḋ ◄ḋ  

⁶ ⁶
◄ḋ 
ḻ ῦ

♄℮
&

QA/QC
ṅ

VOCo ♅
ὣ  Өὣ

ᾍ ᾧḆ
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C AI Contact Center

Ӥ  ʒ Ɽ ♄ ◄ḋ▐ὗ ḓ ә  ʊ Ⱡ⁶( ⁶)   ² "  ◄ḋ  ҍᶾ Ὥ " "  ẢӀ Ԃ ֱ בּ  ?
ECS ἄ  Ⱡ⁶  ² ³ Ԃ  ֥  VUI ֥ Ὼ Ⱡ⁶ ♥Ӕ Ӧ Ӓ  ҍ ә ᾞ,
ὗ  Ԃ  Ⱡ⁶  ҍ  ֥  ҟῼ  BM ὗ ᷄ḁ. 

ustomer Success

Ӥ  ʒ֥Ὼ  Ⱡ , 
 ὣ ּ֥ו ῳ Ⱡ Ⱡ Ṵ וּ֥   

әҠӦ  Ⱡ Ἓ ◄   ʊ

Ⱡ⁶( ⁶)

◄ḋ▐  ҍ 

KSQI (Korean Service Quality Index)

ԃ▓  ♄℮ -בּ  Ɽ  ₐῄ
KS-CQI (Korean Standard Contact Service Quality Index)

Ɽ בּ

Ӥ ᶾ◄ḋ▐, Ⱡ⁶ ◄ḋ Өὣ ?ʊ

AICC

* ‗  : 10-2023 -0084154

ḭ

ₐ ◄ḋ

ᶾ ◄ḋ ὣ

⁫ ᾧḆὣ

Ⱡ⁶ ὔꜙᵁ

ῄ Ӎ ֥ᶾ ḓ
ῪҔ Ⱡ ᶷҔⱠ ḓ

◄ḋ ῁ὗ ὣ ᶷᶾἍ

⁫ Ḇῳḓ Ḅבּ ḁ Ⱡ

ҍ ᾨ

ҍ Ӧ

Ⱡ⁶ ♥Ӕ  

VUI  ֥  

Ⱡ⁶

♄℮  

Ӏ ҍ

әҠ Ӓ  ◄ 

   Ӥ

AI ֥Ὼ Ɽ  Ⱡ⁶  ҍ 
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C ECS Packaged AI

⁶, ⁶, KMS Ṵ ᾧṭ o ♄ AI ֥ וּ  Ⱡ  ә Ὥ,  Ὦ  ֥ ṯ  Ԃ  ℮  ḓ  ₐḋ Ἓ ḻ  ὶ♥ ә ᷄ḁ.
ECS ἄ  Ỵ   Ὼ AI ꜝ ἶⱭ ә ἐאל  Ӏ ḻ ʊEPA(ECS Packaged AI)ὗ Ӥ  בּ  ᷄ḁ.
EPAʊ  AI ֥Ὼ      ⁶  ֥ ⁮ Ἓ Ӥ ᾞԂ Ӧ ▐ ỳ ֥ Ὼ  ETaaSᾧḮ    ֥a ḋ    ҍᶾ ᷄ḁ.
Ắ , ◕Ⱡ  AIὗ  әḻ Ṏ ⁶ ҟῼḻ Ἓ  AI ḻ  ′  ᵎ әәҠ ί  Ṷ   ᷄ḁ.

ustomer Success

EPA
ECS Packaged AI

STT TTS NLU ⁬ G/W ᴻὛ STT ╫
ᴻὛ  
ҙῶ

Ἂ
℅
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C Generative AI

әҠ  ֥ ḓҍ  ḝ ᶋ  ʊ Ɽ  Ӓ ♄◕Ⱡ  AIʊ   ⱠӦ әҠ Ӓ  ṅ ʊ  בּ    ֥ Ἓ aוּ ◄ ә ᷄ḁ.
וּ֥   әҠ ῄ ὗ Ἓ әύớ  ί  ʊḌ″  Ἓ ◕Ⱡ  ṅ Ṏ ◄ḋ ♄℮ ὗ ҍᶾ Ӏ ᾞ,
◄ḋ▐ Ӏ ҏ Ὠ ὗ Ӥ ұ ⁬U  Ԃ  ί  ҟ Ṏ ♄℮  ♥Ӕ ḻ ᵧӀ ṑ᷄ḁ.
ECS ἄ  Ỵ  ◕Ⱡ  AI ֥ וּ  ᾨ  ḓ ꜚ ḻὗ ᶋ ә ◄ḋ ₐḋ  ᾞ, Ɽ  Ὼ  ♄℮   ◄ ә ᷄ḁ.

ustomer Success

●♦  AI

sLLM †  Ԃ Ⱡ ⁫  Ự Ⱡ  ʒ⁫

Gen  AI for CC

Gen  AI Platform

Gen AI CC Platform

Legacy 

EGG
(GW for Gen AI)

Vector 
DB

Task
Manager

LLM
Manager

Gen AI Engine

 Ớ

STT/TTS

Database

sLLM †ṿ
ᾧḮ

GPT
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C Cloud Contact Center

Ɽ   ⱠӦ Ⱡ  ḓ  Ԃҍ ᶋ ᾠ♄, Ớ ṫ ֥ Ὼ  CCaaS(Contact Center as a Service)ҍ ᾨΏә ᷄ḁ.
ECS ἄ  ‴ḻ  ℮ ḻ , Ớ, ὣ Ɑ  ↑ὔӀ Ԃ ʊCCaaS  בּ  Ӓ  Ӥ  әҠ▐  ʊ  ֥ ℮ Ӧ ⁫ּב a ḋ  

℮ ,ᾞ בּ  ᷄  ″  ẁỚ ꜜ Ӏ  ҍᶾאל  Ԃ Ἓ ↑ὖ Ԃ , ᵎ  ℮ ,  Ớ  ʊⱢ ҍ  ҍ ὗ ṅ .ḁ᷄ בּ  

ustomer Success

Enlighten AI

Omnichannel Routing

Workforce Management

ACD/IVR

Performance Management 

& Gamification

RecordingVideo Chat 

& 

Co-browse
Self-Service Virtual Agents 

(voice bots and Chat Bots)

Knowledge 

Management

Digital Channels

Desktop Automation & 

Robotic Automation

Quality Management

Voice

Interaction 

Analytics

CCaaS

Enlighten Copilot

Enlighten Autopilot

Enlighten Actions

Enlighten AI

℮ Ҕ  Ⱡ Ԃ ֥ҏ Ḅ ◕▓Ⱡ ◄ ὣ  ֥  ʒ
֚ἄ ṫ
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C
Ớ ṫ ⁫ Ӧ    әҠ Ӏ  ʊ  Ớ ṫ ֥ Ὼ  Ɽ ҍ Ḍ  ṏ ּב ᷄ḁ.

CC for Dedicated Cloud  ʊ  Ớ ṫ Ӓ  ί  Ὣ Ṏ ḼὨ  Ɽ Ἓ, Ớ ⅝  Ớ ♄ ṍ  ⁫ Ⱡ  Ề ᵁᾞ
әҠ   ʊ֥ ᶾ  ἢӀ ♥Ӕ ә Ԃ ʊ  בּ  Ⱡ  Ӥ ᷄ḁ.

ustomer Success

ᶋ בּ   ⁫ Ⱡ

CC for dedicated cloud

Customizing

Ὥ
 ḫ   ὣ

 Ḽ  
 ʊ֥  ʒᾧṔ Ԃ

Contact Center CustomerDedicated Private

Cloud Contact Center
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Digital Workplace  Ί᷄ Ɑ

  o Ί᷄ Ɑ Ӓ  ⁬ Ἔ,  vҏ ӍⱠӦ ⁫ Ὑבּ  Ⱡ  ḝ  ә ᷄ḁ.
ECS ἄ   Ί᷄ Ɑ(UC) ꜝ ἶⱭ  IP  Ӧ ḁ  UC ὣ Ɑ  ṅ  Ⱡ, ◄, ᾕ , ᾕ , / ◄  Ṵ 
ᾧṭ Ί᷄ Ɑ ᵥ  ᵁἛ ᷄ḁ. 
Ỵ  Ḅ   ʊ Ӎ   ̈͂ ⱠӦ  ◕▓Ⱡ  ֛ ḓ ᾞ, בּ    IT ỚἛ ὣὺ֫ ә ᷄ḁ.

Communication

IP Telephone

Conferencing

Instant messaging

Data exchange

Mobility

Directory

Presence

Unified

Video
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Digital Workplace Ớ ṫ ἄ ᷄

IP-PBX

Zoom Phone

Cloud 
Telephony

 ֜ ῁  ꜚҍ  ʒ♄℮ ℮ Ҕ ◕▓Ⱡ ◄ ֥  ʒ ֚ἄ ṫ

Ⱡ ῳ Ⱡ ◄
Ί᷄ Ɑ
Ⱡ / ◄

֞Ἓ’ ⁫  
 ―  

ҏ ῁ἰ
Ớ ӽ , ♥ ,
Ṵ ₔ בּ⁫

, ▐, ṅ ḻ
▐‗  ▐
◄Ṏ ᾧ⅓ὣ

  Ӓ

 ֥  ʒ Ɫ
ꜚ Ӏ ּ֥ו 

AI  ♄℮

№ὤ Ớ ṫ

Ớ ⅝ Ớ ṫ

⃰ὣṫ Ớ ṫ

SaaSIPT
IP♣ ͙

PSTN

Voice Gateway

Webex Calling

֞Ἓ’ Ӓ ♄  ʊ  Ṷ♄  U  Ί᷄ Ɑ  ҍᶾ  Ὥ ⁬   Ớ  ᶋ   ℮  ֥  Ῠ  ḓ  ἑӀ ὭṲ᷄ḁ. 
ECS ἄ  Ỵ  ῄ ὗ Ӎ  ֥ , ℮ ᷄  Ὢ  Ớ ṫ ֥ Ὼ  SaaS Ἓ Ӥ  ʊ° Ớ ṫ ἄ ±᷄ ♄℮ ὗ Ӥ ᷄ḁ. 
ὗ  ֥   ⱢӔ Ṷ♄  U ӨṎ   ♄℮ ὗ ἐ  ℮ Ἓ ▐ ⁬ ,ᾞ בּ   Ί᷄ Ɑ Ӓ  Ḅּד ә ℮ ᷄  Ῠ Ⱡ  

ᶋ  ֥   ῁ .ḁ᷄ בּ  
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Webex calling

Ӊ֜῁  ⃰ὣṫ ҍ ◄ ṍᾠ♄  Ṷ♄ṭ D  ֫  ʊ℮ ᷄  Ί᷄ Ɑ Ӓ Ἓ Ẕꜙ בּ  ὔә ᷄ḁ.
  Ὢ(Webex Calling)  ⱢӔ 4,500Ὥ ᾤ ◄  ▐  ʊ  Ɫḓ Ớ ṫ Ί᷄ Ɑ ꜝ ἶⱭ Ἓ

, ᾕ , ◄ , ℮ᵁֱ  ᵁ   ♄  Ӊ, ,  ֜  ̈͂Ṵ ꜙ  Ԃ  Ώ   ʊ  Ӓ  Ԃ ᷄ḁ.
Ắ  Chrome, MS Teams, Azure Ṵ ḁ  IT ὣꜙ  Ӏ ṅṍ   ̈͂ ꜚⱠӦ ℮ ᷄  Ⱡ  ֛ ḓ .ḁ᷄ בּ 

16 ḫ Ɽ

  

♄℮  ԃҍ122+

20+

Global

♄  ḫ  Ɽ  

ῦṶ  

4,500 Ὥᾤ +

80

▐

  ҳּב

ῦ

122ҟԃҍὗ &  ⁮ὶ ֞Ἓ’ ―ὣ  

( ⱢӔ24 ҏ365 ♄℮ ⁫ )

әҠ Ӓ  ẁỚ  ֥ᶾ  ♠  ♄℮  Ӥ

any device

ᾧῶ

(iOS/Android)

IP ֥

◄  Ḅὰ

Web/PC app

(Windows/MAC/Linux/VDI)

anywhereanytime

Webex calling map

ã▐  ԃҍã
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Zoom phone

anywhere

anytime

any device IP ֥PC App 
(Win/Mac/

Mobile 
(Android/IOS)

◄  Ḅὰ

11+
ḫ Ɽ

700Ὥᾤ+
▐ (2019~)

21+
ḁԃ  

℮ḓᾠ¦ ⃰ὣṫ ῁ҍ ◄  Ṏ ,֠ ֥  ʊ  Ṷ♄  UD  ֫  ʊ Ί᷄ Ɑ Ӓ  ᷄ḁ.
Zoom Phone  Ớ ṫ ֥ Ὼ  ꜝἶⱭ Ἓ ә  ꜙ  ᾞ ⃰ὣṫ  ̈͂ Ӓ  ṍ  ᷄ḁ.

 Zoom AI ᷄    Ὤ ◕Ⱡ, ᶃ  , ḁ    ,   Ṵ ḁ  Ὣ  ֥ ᶾ  Ӥ
Ө   Ӎ Ṏ ҙἍ  ¦?GӒ  Ⱡ ә ὗ  ֥   ̈͂ ⱠӦ Ί᷄ Ɑ ◕▓Ⱡ  ṅ  ֛ ḓ .ḁ᷄ בּ 
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Zoom Workplace for Frontline

Push-to -Talk AI Companion Today Tab

ӽḓ ֜  ̈͂

 Өὣ ṯ  ӽḓ ֜῁ὗ  
ӽḓ ֚Ἳ ♥  ῳ  ₒ 

ӽḓ ֜  ̈͂ ӽḓ ֜  ̈͂

 ֜῁ ṯ  Ί᷄ Ɑ ῳ 
⁫ ֜   ḻԂ 

ӽḓ ֜  ̈͂ӍӦ ⁫ә ῳ Ӕ

♄  ʊ ¦ ἰ¦  ▐ ṯ Ӏ  ʊ↑ὔә ᾞ D  ֫  ʊ Ί᷄ Ɑ בּ  ᷄ḁ.
Zoom Workplace for Frontline   ֜῁ ὗ  ♥ӔṎ ᾧῶ    Ί᷄ Ɑ Ử Ἓӽḓ ֜  ̈͂ Ӓ ί ש   ֥ ᶾ  Ӥ ᷄ḁ.
Ắ , AI Companion   ӽḓ ⁫ә♄ ṅ ◕Ⱡ,  ҷ◌, ṅ ‗  Ṵ Ὣ  ֥ ᶾ  ᾞ
Today Tab, Shift Tab, Push-to -Talk Ҝ  Ө  ḻԂἛ ҏ ꜙ Ӧ  ̈͂Өὣὗ ḝ  ҏ Ӏ ὭṲ᷄ḁ.
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D ◄  ꜝ ἶⱭ

◄ (H/W ֥Ὼ Ḭ)

ҟ  ◄ (ḫ , S/W֥Ὼ)

  ꜝ ἶⱭ

ᶃ  ꜝἶⱭ

Ἔ(STT ṅ)

MS Teams  ṅ

AV ꜝ ἶⱭ ( ᾕỚ  ῳ  Ṵ)

igital Workplace

℮ḓᾠ¦ ⃰ὣṫ ֜  ̈͂ ▓ Ἓ, ֥  ʊ ә  ◄  Ӓ בּ  ᷄ḁ.
ECS ἄ  ◄  ꜝ ἶⱭ  Ԃ Ӧ Ớ ṫ   ♠ Ἓ ᶋוּ֥ ᾞ,  ҟῼ בּ   ⁫ Ⱡ  ⁫ ә 
֥  әҠ▐ҍ ⁫  ▐ ⁫, ᾕ , SMS,  Ṵ ḁ  Ớ  ꜜ Ӏ ṅṍאל  ▐  Өὣ  Ⱡ  ᶋ ᷄ḁ. 
ὗ  ֥  Ҕ  ʊ Ӊ ὗ Ԃ ә  ̈͂ ¦ ҏ Ḅ ¦℮  Ҕ  ṅ  ᷄ḁ.

Cisco TelePresence

Cisco Webex

Avaya Spaces

Zoom Rooms
Ԃ Ớ ṫ

℮ ᷄  ί  ʊ
ḁ  Ṷῶ  ṅ



ETaaS(ECS Technology as a Service)ʊ

әҠ  ᾠ  ῄ ὗ כ әῨ ә ○Ἓ  ҍ ὗ Ἓ ,

әҠ  ▐    ⱠӤ  ᾨ Ἓ Ӥṍ  ʊәҠ ί  ♄℮ ᷄ḁ.

ECST a s a Serv i ceechnology
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әҠ  ⱠӤ  ℮ ᷄ ὗ  Ӕ  Ɽ    s a as ♄℮

 Ӧ֠

әҠ  ᷄ ὗ ֥Ὼ Ἓί  ♄℮  Ӥ әҠӦ   ♥  ᾨ ὗ ֥ Ἓ Ӧ  ֠

Ὣ

ᶸₐ  ♠  әῨ  ᴸᵌḁ!

Ԃ Ӧ Ớ ṫ  Ὥ ᾧ  ETaaS_saasҍ Ỵₒ  Ɽ  әῨ  Ӎ  ṫὣӆ ᷄ḁ.

ETaaS_saasʊ  Ὼ  Ớ ṫ ♄℮ ҍ ,᷆ 

Ɽ Ὥ   Ṏ  ECS ἄ   saas♄℮ ᷄ḁ.
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әҠ  ⱠӤ  ℮ ᷄ ὗ  ECSὭ  Premium  ♄℮

 

ῄ Ἅ 

♄℮  ὣ₱

 Ớ   ḓ  ♄℮
ETaaS_managed service  ʊ  Ớ  App Ṵ Ὼ   ḓ   ῳ Өὣ, 

ḫ     ῳ ⁬Ԃ, ᵮ  ῳ ⁫  ♥ , ◄  Ӧ ḋ Ἅ   ῄ   ♄℮ ὗ Ӥ ᷄ḁ.

EMC o  
ERS ṅ

ᵮ
♄―/ Ớ

IVR

ᶃ

⁫⁫   ҟ♠

ꜙ    /Өὣ

Ἅ Өὣ ּ֥ו

♄℮ Өὣ

/ₒ  ֥ᾧ᷄ Ὢ ⁫ә

▓Өὣ

ᾧ᷄ Ὢ

CS-API ṅ

/aᵒ  a ṅ 

ὣ Ɑ

ᾧ᷄ Ὢ

ҟῼꜙ   

֥ᶾҟ♠/ּב

ḓ  ῳ ▐  Өὣ
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ETaaS_premium maintenance  ʊ365  24 ҏ ḫ  , 

   ҷ,   ῳ ⁫әֱ   Lifecycle Өὣ Ṵ  

 Ớ ῳ IT  Ὼ  ḓ  ḋ   Ӕ ℮♄ בּ⁫   ὗ Ӥ ᷄ḁ. 

 Ớ ῳ IT  ḓ ℮♄ בּ⁫ 

әҠ  ⱠӤ  ℮ ᷄ ὗ  ECSὭ  premium ℮♄ בּ⁫

Service Level Agreement

Service Topping

SL3 SL4
24 x 7
4 ҏ  o ṅ
ₒ֥‴  ֥ ҷ
ḓ  Ӥ(NBD)

8 x 5
6 ҏ  o ṅ
Ὼ֥‴  ֥ ҷ
ḓ  Ӥ(NBD)

SL1 SL2
24 x 7
2 ҏ  o ṅ
ὺ   ֥ ҷ
ḓ  Ӥ(4 ҏ )o

24 x 7
4 ҏ  o ṅ
ὺ   ֥ ҷ
ḓ  Ӥ(NBD)

+ SPM

+ H/W ἆ

+ QSR+ Ө ♄℮

+ PC ⁫  

+ WebFAX

+ UTM ḓ

+ MACD
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ҍ   IDC  
ETaaS_IDCʊ  әҠ   ℮ ᷄  ῁ ḻἜ בּ  

ECS ἄ ♄  ә Өὣ  ʊIDC(Internet Data Center)ὗ  

әҠ ί  ♥Ӕ ῳ ‴ Ṏ Ớ ὺ᷄ ṫ ♄℮ ὗ Ӥ ῡἛ ᶋ  Ⱡ ῳ ἩⱠ  ꜚ ᷄

ḁ.

әҠ  ⱠӤ  ℮ ᷄ ὗ  ECSὭ  IDC  Өὣ ♄℮

IDC 

 ֜  ῳ Өὣ

ҏ ᾧ᷄ Ὢ Ӥ
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ETaaS_butler  ʊ  ὣῦ  ◄  ♄℮ Ἓ

SPM, Infra PM, Application PM Ɫᾤ  ṅ  ◄  ῳ ℮◄  Ἓ  ♄℮ ὗ Ӥ Ἓ

әҠ  Ἓ Ɽ ὗ   ꜙᾧṍ  ʊ ἍӦ ҏ Ṵ ῁ּב  Ὦ  ὣꜙ ὗ ֥ Ἓ Ҕ ᷄ḁ.

SPM
(Service Project Manager)

Application  Infra          

әҠ  ⱠӤ  ℮ ᷄ ὗ  All - in - One Premium ◄  ♄℮
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ETaaS_training  ʊ Ӕ 1  ECS ἄ  ῄ ҙ▐  ḁᵹҏ   ̈͂Ӓ Ӧ ᶂ ὗ ῶ Ἓ 
әҠ Ỵₒ  ῁  Ṏ ί  ὣ Ỹ  ԂⱠ,

ӽ    ῄ ỳ  Ṭ  ῶἛ   ּב  ʊᶠᶋ  ӽ  Ӥ ᷄ḁ.

әҠ  ⱠӤ  ℮ ᷄ ὗ  ECSὭ  P remium ӽ  ♄℮

BASIC Course

PREMIUM Course

CUSTOM Course

ECS Training Center



ECS Ỹ , 

ҙῶ ꜗἰⱧ  Ӟ ᴻ ?



ECS ἄ  әҠ ᷄  ί  ʊꜝἶⱭ  Ӥ  ֥  ᴒ  Ԃҟῼ  ә ᾞ,  

 ҟῼ ꜝἶⱭ Ἓ ὣ ә   ̈͂ Ӓ  Ԃ ᾞ, әҠ  ⱠӤ       ᷄ḁ.

ESP(ECS Service Platform)

Ɽ  Ṏ

ḁ  ἄ

 ҟῼ ꜝἶⱭṯ  Ử Ἓ

әҠ  Ɽ  Ӓ  ί   ꜝἶⱭὭ ♠ .ḁ᷄ בּ 

reporting cti multi channel unified communicator telephony workforce management gateway application

28

 Ⱡ ◄

ҟῼ ℮  Ҕ

Ṏ ḫ  ⁫
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ESP-r(Reporting)  ₒ▓Ṏ Ɽ  

(CTI, IVR, APP)  ḁ  ḫ ὗ  Өὣ ,
⁫ә♄ ῳ ҏ ᾧ᷄ Ὢ   Ɽ   Ⱡ  ᶋ  ʊꜝἶⱭ ᷄ḁ.

ESP-i(CTI)ʊ  ECS  20ᵹ Ɽ  ӒἍ  ḋӈ  ʊCTI ꜝ ἶⱭ ᷄ḁ.

̆ˍ ᵭ  ᾅ ͙ḙ ג↕

̪ ͙ ⱠⱳỢ ╬ּש

 ́ҥ╪  Ⱡ̑

ҵ /ᵙьᾅ ͙ ḙ╥ ̋ ṋ̆ ┬⁷  ̯ ⱳ

ѻ‚  ⱠⱳỢ IVR ּת∟

 •  ὣ ◄ḋ  •  ὣ ᾍ Ɽ  Ớ IVR ḫ  ṅ

IPCC Ӕ ῳ Өὣ   

Ṏ
ḫ  Ӥ

℮ ᷄
ⱠӦ ₒ♅

ᾨ Ὠῳבּ 
▐Ӎ  

 ̈͂ Ⱡ 
◄
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ESP-m(Multi Channel)

IPCC ֥ Ὼ   ◄ḋ Ớὗ ,
, ◄, SMS, ᾕ  Ṵ ḁ  әҠ    ʊ

ᾍ  v Ɽ  ꜝἶⱭ ᷄ḁ.

ESP-u(Unified Communicator) ᶷAvaya, Cisco, Ericsson -LG Ṵ ḁ  IP-PBX
IP Phone, ֚Ἳ , 3rd -party  ṅ  ʊIP Telephony  ꜝἶⱭ ᷄ḁ.

ὗ  IP Phone ֥Ὼ  ₐҍ ♄℮ (MCID, Ӥ ▐ , ᶯ  Ṵ) Ӥ  ῇἝ,
IPCC«IPT ҏ әҠ ḫ  ṅֱ  ᷄ḁ.

ӽ ֥֥ᶾӦӨӔ Ṏ Ӥ

Ɽ Ӕὗ ḫ ṅ( CTI)

֥ᶾ‴ᾧṨ♥ӔἛ ♄℮ Ӥ ҍᶾ Ⱡ Ӥ

IPT Өὣ♄℮ Ӥ

CTI Ӧ ῪӍ ṍ  Ớ , ◄ḋ▐,  vӨὣ  

 ◄ḋ ὣ Ɑ   ◕▓Ⱡ ◄ ῳ әҠ Ӓ  ҙ

 Ӕ ꜝἶⱭ   ḁ  ḫ  Ӥ

IPT Ӕ ῳ Өὣᾍ  v Ӕῳ Өὣ

CTI ESP - m

ᾇ  δ▪ḅ
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65
ESP-t(telephony system) ᶷ

Avaya, Cisco, AlvariaṴ ֞Ἓ’ •ḝ▐  CTIὗ ℮ἣ ,
ESP-i(ECS CTI), ESP-m(Multi Channel), IVR, ᶃ (Record) Ṵ  

Ɽ  ◄ḋ ὣ ⱭӦ ṅ  ֥  ἄ  ᷄ ṅ ꜝἶⱭ ᷄ḁ.

ESP-w(workforce management)  ʊ◄ḋ  ὗ  
ṅ  ℮ Ἓ ḝ ᶋ   ♄℮ ὗ ꜚ Ἓ Ӥ ḻἜ  ʊꜝἶⱭ בּ  ᷄ḁ.

◄ḋ▐  Өὣ  Ӕ  ӽ  Ἓ֚Ừ  
֘  ◄ḋ  ә Ɽ   Ⱡ  ᶋ ᷄ḁ.

Web Socket, OCX 

ҟ ⁫  ῳ ⁬

ҟῼ ҍ ṫ ῳ ◑  ꜙ  Ӥ Ἓ ҟῼ ֥ҏ Ḅ

ESP-i(CTI) ESP-m(EMC) ṅ כ   

AACC + Avaya POM 

▐Өὣ Өὣ ⱠӦӷὣ ḻ֡▐ Өὣӽ  ῳ 

CTI  ◄ḋAPP ṅ ◄ḋ▐ ҍ ῳ ⱠӦ Өὣ

ҍ Ἅ

ḁ /ḁᾠ ҍ  ῳ Өὣ 
Ⱡ ҍ

Ɽ   
Ⱡ ⁫
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◄ḋ ὣ ⱭAPI Ӏ  Өὣ

ESP-g(gateway)  ʊ API Ӏ  ꜝἶⱭ Ἓ 
ḫ  Ӕҍ  ṯ ▐ בּ   ♄ ᾞ, 
ḫ  ӽ  ῳ  ḓ  ᴰ  ʊ♄℮ ὗ Ӥ ᷄ḁ.

Ứ Ɑ Ἓ֚

API ὣ 

♄℮  ᾧ᷄ Ὢ

Ớ  Ứ Өὣ

ᾧ᷄ Ὢ

ῄ Өὣ

♄℮  Өὣ

 

ᾕ

ESP-a(application)  ʊ
Ỵ  ֚  ἄ (Plug & Play)    ◄ḋ ὣ Ɑ Ἓ,

 ◄ḋ ᾧṨ  ♠  ◄ḋ  ᾠ    ῳ ♥ .ḁ᷄ בּ 
֥   ҟῼ ұ  Uּב  әḻ,

  ֥̈͂ᶾὭ  Ỵ֚  Ἓ ○ἢӀ ҟῼ .ḁ᷄ בּ  Ӏאלꜜ 

әҠӨὣ

ᾍ ᵥḻԂ

ἍӨὣ

Өὣ

Өὣ

Өὣ

ᾧ᷄ Ὢ

ḓ ⁫ṫ

Ӕ&⁫ә♄

 
◄ḋ ꜝἶⱭ 

Ӥ

Ⱡ
әἌ

 ♥Ӕ

ὣ
UIԂⱠ

 ᵥ
ḻԂ ḻ

◄ḋ ῁
ἛⱢ
Ḅּד

Ӕ

 
ᾕ
Ớ

ṅ 
Ḅ

Ӕ
Өὣ

Ỵ  ֚  ἄ

תּ  ♥
 ▐

ḁ
֥⁮ Ỵ֚  Ӥ
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EVM  ◄ ὗ ҍ ▐ ә Ӏאל  ʊ  בּ 

Ӓ  Ӥ  ֥ ♄ ҟῼṎ ᷄ḁ. 

◄  Өὣ ꜝἶⱭ

ә Өאל  UIὗ   ₐ  ♅ֱ  

ᵁ  Ử ♄ ҏ Ӏ  ּב ᷄ḁ.

Cisco ◄   ῪӍ Ṏ 

 S/W Ớ ὗ ,⁫ Ⱡ  ҙ ә 

֥  Ӓ  Ṏ ◄  ꜝἶⱭ  Ӥ ᷄ḁ.

Management Solution

IT Ớ  Өὣ ꜝἶⱭ

 ᷈ Ӈ

ҙῶ
PC Ύ Mobile
S/W Client

ӽ  
› ♦ ╫ Ӡ

Ύ
ӎ Ὓ

EMSʊ  IT Ớ  Өὣ ꜝἶⱭ Ἓ 

ᵮ , Ủ , ♄― Өὣ  ʊῇἝ 

IPT/IPCC  ḓ  ᾧ᷄ Ὢ ♄℮ ὗ Ӥ ᷄ḁ. 

Ắ , ᾧṭ ᾧ᷄ ὪӦ ӨἎṎ ὣ  

ḓ ⁫ṫὗ Ӥ Ἓ  

 IT Ӧ  ♄℮ ♄ ῼ◕  ʊ

• ,  Ṵ  ῁ὗ Ӕ Ἓ Өὣ   בּ 

 ̈͂ ⱠӦ Ⱡ  Ӥ ᷄ḁ.

Intelligent SIP

SBC(Session Border Controller) ꜝἶⱭ

EISʊ  ԃҍ֥Ө ῳ ӨӤ♄  

 ֥  ί  ֥  ꜝἶⱭ Ἓ 

⁫  ῳ   ὶ  Ԃ  ,ᾞ בּ 

ỴὪ ֥ᶾ  SBC  ṅ  Ắ  ʊḼὨ Ἓ Ӥ ᷄ḁ. 

 ḼὨ Ԃ  Ἓ ARS  

ṅῼ ‗  ″Ӓ ♄℮ ֥ᶾ  Ӥ ᷄ḁ.

À SIP TLS ֟  ᴜ Ӟ
 À SBC Ύ Media Relay ֟ᶸ
 À Ữὤ ֟  ᴜ Ӟ( Ⱨ)

À ḍ ‐ , ₄☼, ҉ḍ ‭ ♄
 À ︢   ᷾֟ ᶸ
 À  ἇ  ֟ ᶸ

À ῶ ‐  ‬ӌ
 À Click - to - Call/PDS 
 À  ḍ   ὡ

À ‐ ‭ ‭ḵ Ḇ ☼℅︢
 À ♦ ḍ / Call Back ☼℅︢
 À ♦  ꜗ ἰⱧӠ ḿ

Ӣ
︢ /☼℅︢
ḍ ›ṥ

ᵽ  ᶘổ
Ҏ אָ֟ 

ᵟ╫ ử
ᾡᶾ ὤ

ά
SMS

︢ ҉
ι

ᾡᶾ ὤ

ᾡᶾ ὤ
Ỹ  Ӟ

ӎ
“
 ӢὛ

- coloring

- cid

- ars

ᵟ╫ ử
ᾡᶾ ὤ

ӎ
“
 ӢὛ
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 δ
´

ΐᶾ Ⱨ

ӓҚ  
₆☿

▪ḅ  
☼℅︢

 
☼℅︢

 
 ҇ ṥ

 ᾠ  
ὣ  әҠӒ  Ӥ

 Ӕὗ 
 ♄℮  Ӥ

 v№Ứṿ  
ⱥ ♄℮  ḓ

әҠ Ṷ   ḻ
D-Journey

ₒ♅ ḫ  Ӥ Ἓ 
ḓ  ῳ ▐  Ӥ

Digital Aggregated Service Optimization

ᴰ  ֫  ʊ   Ӎ
D-Link

ḁ  ᵥ  ֥ Ἓ ῃ  ʊ
D-Relay

Ṷ  ⱥ ♄℮  
D-Thru

Ṷ ꜠+  ʊәҠ  ᷄  vⱥ ♄℮  Ử Ἓ, ¦ ¦ ᾕ ¦  Ṵ ḁ  ᵥ   
ӨṎ әҠӒ  Ӥ ᷄ḁ. әҠ  24 ҏ 365  ṭ Ἓ ῁ὗ ὣ  ,ᾞ בּ 

◄ḋ▐  ʊḄּד ῄ ὗ ә ◄ḋ ҏ  Ḅ ә,  Өὣ בּ   ʊṶ   v Ⱡ  әҠӒ  ҟ♠  ṅ .ḁ᷄ בּ  
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Digital Engagement
әҠ Ӓ  ₒ♅   әҠ ί  ♄℮

Digital Editor
 ◕Ⱡ ῳ 

Digital Form
ᾤ ⱥ  ῼ  ֡

Digital View Assist
ᾠ ṅ֥  ◄ḋ  ꜝἶⱭ

ҏ ṫἛ  Ӥ , Ҏ  ◄ḋ

◄ḋ ᶃ  ῳ ◄ḋ Ἅ Өὣ

ҏ ,  Ӥ  ֥ᶾ

ᾤ♄ ּב ᾠ

⁮  

ᾤ♄ ῼ֡

Coding No!, Drag & Drop Yes!

תּꜜ  Ӧ  

Ṷ  ARS 

•   «әҠ ▐

Ӆ   «◄ḋ▐ Ὥ ḻ ▐

ṅ   «әҠ ῄ  ♠  ḓ

◄ḋ▐ҍ ꞈ  Ὢ ὗ  әҠ   ᾠ Ӏ Ӥאל  ,ᾞ בּ 

ὗ  ◄ḋ  ᾠ ◄ ♄  ҍ ṫ ә ◄  ẁỚ 

ԑ Ӕ Ώ  ⁫ḁ ᾤ   Ӥ ʊꜝἶⱭ  בּ  ᷄ḁ.

AI ֥ Ὼ  әҠ Ӓ  ₒ♅   әҠ Ӓ  ⃰ὗ ◕Ⱡ ә,

ὗ   ◕Ⱡῳ  

Ṷ  ꜠+ Ử  Ⱡ ὗ  ʊәҠ ί  CX әḻ  ꜝἶⱭ ᷄ḁ. 

ᾧῶ  ὗ  ▐ ҍ Ἅ  ḫ   ṅ ḫ ὗ ҏ Ἓ 

 ▐ ҍ  ʊ ᾤ ῄ♄ὗ ṅ ◕Ⱡ ә ῼ֡  ʊꜝἶⱭ ᷄ḁ.

ṿ  Drag & DropὭ Ἓ ᾧῶ   ὗ Ὥṯ ּב ә,

ὤὭ Ἓ אלӀ ּב ¦ ҏ Ắ  ʊ  ֥  ҍ ҍᶾ ᾞ,

ὧ  ,ꞈ ARS , API ṅ Ṵ Ṷ  ARS ֥ ᶾ  ҏ Ӏ ♠ .ḁ᷄ בּ  

Add-On
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 Ớ ṫ Ɽ  Өὣὗ  ECS  SaaS ꜝ ἶⱭ

әҠ ί  Ɽ  , ὤ  ‗ Ἓ  Өὣₐ  AI ṅ ֱ  ҍᶾ ᷄ḁ.

Connect ♄℮CCaaS Өὣ Digital ⱥ ♄℮

әҠ▐‴  Ӓ  Ṏ 

ᾧ᷄ Ὢ, Ӕ ◄ḋ▐ Өὣ Ṵ 

 ֥ ᶾ   Ӥ  әҠⱤ    ֛ ḓ  

әҠⱤ  Ⱡ ᵥ  Ṷ  ᵥἛ , 

Ἓ ῄ ὗ  Ӎ ʊⱥ  בּ  ♄℮  ℮  

ᶋ  әҠӒ  ῳ ◄ḋ℮  Ҕ

CCaaS    

    

  

ECP(ECS Cloud Portal)ʊ  ECS ἄ   ҟῼ  ᾍ ᵤ  ֥Ὼ  Ớ ṫ CX Ử Ἓ,

CCaaS , AI ◄ḋ, Ṷ  ⱥ ♄℮  Ṵ Ɽ   Ӧ   Өὣ ᾞ әҠ Ӓ  ί  Ӏ ԂⱠ ῳ  ּב ᷄ḁ.
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LLM/ RAG HCX Metaverse CRM WFM Observability

ꜚ  ♄℮  әḻ

ECP (ECS Cloud Portal)CCaaS

( ,֥ )

◄ḋ▐
( ᷄ )v

Өὣ
(Ɽ , SV)

Cloud ֥ ῺAll - SaaS  & CCaaS 

AICC
Ử

Digital
ⱥ ♄℮

CCaaS
 Өὣ

ECPʊ  Ὣ Ἓ♄℮  ὗ ֥ Ὼ Ἓ, 

Ớ ṫ Ӓ  Ṏ ә  ҍᶾ  әҠⱤ   Ử ᷄ḁ. 

QA/QC

STT TTSTA

Chatbot

Callbot Advisor

KMSGen AI

Ӕ

Өὣ◄ḋӨὣ

ḓ ⁫ṫ ᾧ᷄ Ὢ

Connect
Hub

Connect
Agent

Connect
Campaign

Connect
Channel

ASOPTIO
Suite

ASOPTIO
Form

ASOPTIO
Editor

ASOPTIO
ViewAssist

ASOPTIO
Engagement

Connect
Chat



ECS Ỹ , 

ṩv  Ⱶҙ ᶾ .᷈ 



Avaya 1 Tier Reseller Partner

Avaya Diamond Level

Cisco Gold Certified Partner

Cisco ATP (Authorized Technology Provider)

Alvaria Platinum Partner

Alvaria Expertise

Pa r t n e r s

Zoom Platinum Partner

Zoom Phone & Rooms Certified Integrator

Zoom Phone Deployment Certified Partner 

Nice Platinum Partner

Nice Direct Partner

Bright Pattern Gold Partner



ECS Ỹ , 

ḍ  ӓҚ╫ṩ  Ⱶҙ ᶾ .᷈ 
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Digital 
Workplace

Customer 
Success

֠ ( / ԑ/ ṫ/⁫ ) ӤӤ ♄℮  & ֥

ḓ  әҠ▐



ἕ  ⱵҙṈ Ὓ ╫ᶱ .

ECS Ỹ ,




