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Contact Center Evolution Problems 

• Data / Information Silo 
 
– Wide range of request topics 
– Industry complexity 
– Unstructured information stored in various sources (hard to find and use) 
– Different terminology used across the company structure 
– Dynamic nature of the information (new products and offers appear) 
 

Result: 
Extensive training required that consumes time and resources 
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Contact Center Evolution Problems 

• IT Silo 
 

Multiple Business Support Systems concurrently used by 
CSR: 
– CRM 
– Billing 
– Trouble Tickets 
– Product / Service Catalog 
– Email 
– etc. 
 

Result: 
Customer service representative gets lost among multiple screens, user IDs 

etc. 
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Contact Center Evolution Problems 

• Implications for Customer Service 
 
– Increased service time 
– Repeated transfer to 2nd Line Support and other departments 
– Erroneous recommendations 
– No tracking of previous interactions with the customer 
 

Result: 
Dissatisfied customers 
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Ombrello – Unified Workplace  
of Contact Center Agent 

• Ombrello – enables integration of diverse information 
systems with various APIs into a unified workplace of a 
customer service representative providing single access 
point to all required data and functions 
 

Benefits: 
– Reducing time needed to process customer requests  
– Avoiding incorrect replies 
– Decreasing escalation rates to the second- and third-line support levels 
– Supporting sales, up- and cross-sales 
– Providing reports and analytics on the customer requests, agent statistics 

etc. 
– Managing customer tariffs and services 
– Supporting customer interaction and communications 
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Ombrello: Main Functions (1) 

•  Acquisition of required customer data when taking the call 
(customer name, balance, address, tariff, services and other 
parameters crucial for high quality customer service) 
 

• Integration with Call Center systems, IVR, Billing, Product 
Catalog and other technical systems 
 

• Registering customer requests and viewing customer interaction 
history 
 

• Customer communications via SMS including customer 
communications history 
 

• Up-sales proposition based on customer parameters and 
previous customer interactions 
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Ombrello: Main Functions (2) 

• Registering and processing customer claims including customer 
notification on claim resolution 
 

• Creating and tracking technical incidents reported by customers 
 

• Managing tariffs and services (activating, deactivating services, 
changing tariffs, modifying service parameters etc.) 
 

• Reports and analytics on customer requests, agent working 
statistics etc. 
 

• Ability to work in a multi-language and geographically 
distributed environment 
 

• Secure working environment with complex access control and 
audit trail 
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Ombrello Architecture 

Customer Profile 
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Management 

Administrators 

CSRs 

Product Managers 

Customers 

CRM 

Product Catalog & Service  
Management 

iQ KM Knowledge Base 

Incident Management 

VAS – platforms 

Partner Solutions 

Messaging Gateways  

Polling & Profiling 

Personal Account 
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Ombrello: Customer Profile  
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Ombrello: Registering Customer  
Requests 
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Ombrello: Sending SMS  
(Template Based) 
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Ombrello: Up-Sales 
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Ombrello: Processing Technical  
Incidents 
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Ombrello: What You Get 

Advantages of a unified working place for Contact Center 
Agents 
 

– Single access point to all data and functions required for customer 
service 
 

– Single approach to user interface design – less time to get trained, 
intuitive interface 
 

– No more switching between the screens of multiple applications 
 

– Lower requirements to agent workstation (single web application 
instead of concurrently running web- and client-based applications) 
 

– Lower efforts on user administration, quick changes implementation 
 

– Extensibility by integrating additional systems 
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Case Study 

Deployment in the contact center of a Russian mobile 
operator (38M+ subscribers) 
 

• Results: 
– Customer waiting time reduced by 24 % (from 65 to 55 seconds) 

– First call resolution rate increased by 20 % 

– Customer handling time reduced by 10% 

– Up-sales volume has been increased  

– Cost per contact has been decreased 

– Training time has been reduced along with requirements to operator 
qualification 

– 40% of calls resolved within 30 seconds 
 

 

 

MASS 
GROUP 



iQ 
OMB 

Additional Products & Services 

• iQ Knowledge Management  System (iQ KM) 
• Providing information support to Customer Service Agents 

• Ensuring correct and up-to-date knowledge 

• Decreasing requirements to CSR skill level 

 

•  iQ Learning Management  System (iQ LMS) 
• Radically reducing training duration 

• Initial & supporting training 

• Regular CSR evaluation & attestation 

 

•  Contact Center Audit & Optimization Services 
• Customer Service processed audit 

• Customer retention management 

• Contact Center Optimization 
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Customer Service & Retention 

Based on the best industry practices, MASS Group 
provides: 
• In-depth analysis of current customer relation management 

processes 

• Strategies for customer relation management impovement 

• Information and consulting services for both prospect and 
existing customers 

• Cross-sale and up-sale management support 

• Customer retention management, including 
- Passive customer retention on-line & off-line  

- Pro-active customer management  

- Customer satisfaction management  

- Customer win-back management 
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Contact Center Optimization 

MASS Group has accumulated extensive telco industry 
experience in creating, upgrading and optimizing 
Contact Centers, including: 
  

• Contact Center functions 

• Contact center business processes 

• Communication channels used 

• Key performance indicators 

• Call routing 

• Software systems 

• Etc.  
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About MASS Group 

• Independent, privately owned company with 10+ years of 
industry experience. 

• Headquarters in Moscow (Russia), offices in Italy and Bulgaria 

• Over 30+ projects successfully completed in several countries 
across the CIS, Western Europe and Middle East. 

• Over 30+ qualified software engineers with extensive industry 
background. 

• Key expertise areas: 
• Full-cycle development of J2EE and PHP/Drupal-based customer-

specific web-enabled solutions for telco businesses 

• Full-cycle implementation of own and third-party BSS and OSS for 
telco businesses 

• Comprehensive 24/7 technical support of own and third-party 
solutions 

• BSS / OSS consulting projects for telco businesses 
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Tel. +7 495 225 8687 

Fax +7 495 225 8500 

info@massmo.ru 

 

General Director 
Igor Garanin  
Mob.: +7 909 900 7789 
Skype: igaranin 
igaranin@massmo.ru  
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Product Manager 
Maxim Lapshinov  
Mob.: +7 905 784 0285 
Skype: max.lapshinov 
maxim.lapshinov@massmo.ru  
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