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                     Exelysis Platform Capabilities 

1 Call Management Capabilities 

1.1 Automated Attendant 
Automated Attendant can forward a call directly to an internal phone without the need of a secretary’s 
action. This feature is enabled either by using DDIs, or by using IVR («press 1 for marketing, 2 for support» 
etc) or by choosing an internal number while IVR is operating («If you know the internal number please 
insert now»). It is possible to develop an application for smart management of the incoming calls for 
automated attendant such as a combination of automated attendant and follow me service which is a 
custom application that is not included in the platform. The Automated Attendant service does not have 
any restrictions and is included in the platform. 

1.2 Blacklists 
The platform provides blacklists centrally managed which gives the opportunity to the system 
administrator to set up lists with phone numbers which will be treated differently that the others. The 
administrator is responsible for the management of these calls who for example can forward the call to 
the voicemail or not answer at all. It is possible to develop an application for smarter management of 
Blacklist such as personal Blacklist for each user or Blacklist that emerges from the CRM application such 
as overdue customers. This is a custom application that is included in the platform. Blacklist has no 
limitation and is included in the platform. 

1.3 Call Detail Records 
The platform provides blacklists centrally managed which gives the opportunity to the system 
administrator to set up lists with phone numbers which will be treated differently that the others. The 
administrator is responsible for the management of these calls who for example can forward the call to 
the voicemail or not answer at all. It is possible to develop an application for smarter management of 
Blacklist such as personal Blacklist for each user or Blacklist that emerges from the CRM application such 
as over due customers.  This is a custom application that is included in the platform. Blacklist has no 
limitation and is included in the platform.  

1.4 Blind Transfer 
Blind Transfer is used to transfer a call to another phone, either internal or external, without the user that 
transfers the call waiting for the called user to answer the call. While this process is taking place the 
caller’s information is transferred to the called user. This feature does not have any limitations and it is 
included in the platform. 

 
1.5 Call Forward 
Call Forwarding on Busy is a service that is offered by VoIP phones as well as by the Call Center each self. 
By calling the number that is set by this specific service, each user can forward a line to another number. 
Call forward can be activated while On Busy, On No Answer or On DND. It is possible, if needed, to create 
an application that enables smarter call forward such as forwarding the call to more than one numbers 
but this is a custom application that is not included in the platform. Call Forward feature has no 
limitations and is included in the platform. 
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1.6 Call Monitoring 
The platform is able to provide call monitoring and call spying during a call. This feature can be provided 
as random action or on specific internal number. The call monitoring support whispering feature which 
gives the ability to the administration to talk to the agent without having the customer hearing the 
administrator’s voice. 

1.7 Call Parking 
Using Call Parking a user can place a call to call waiting in a specific parking slot so as to enable a different 
user of the system to retrieve the call.  Call Parking has no limitations and is included in the platform. 

1.8 Call Queuing (embedded) 
Call Queuing is a complete application for queue management with many capabilities and detailed 
configuration. Some of its features are: 

 Call Recording after answering the call 

 Ability to set Priorities within the same queue 

 Ability to set Priorities between queues 

 Announcement to the calling user of the mean waiting time, the queue position and more  

 Announcement to the called user for the waiting time of the calling user as well as the on which 
queue he was waiting on 

 A Choice between several call routing scenarios such as ring all, round robin, less calls, least 
recent and more 

 Dynamic adding of users to service the queue  

 User agent prioritization  

 Dynamic creation of waiting queues 

 Adding of local even remote agents through the internet or the PSTN network 

 Over Flow call management 
 

Call Queue application does not have any limitation on the number of waiting queues that will be created 
neither on the number of users that will serve each queue. 

1.9 Call Recording 
The platform allows call recording of outgoing / incoming calls from the PSTN as well as recording of 
internal calls. Recording can be on real time and each call can be stored in different files or all calls in one 
file while the recording can begin or end on demand. The file format of the recorded call can be wav, gsm, 
mp3 or any other audio format while the storage position of the file can be set by the system 
administrator. The name of each file can include any information that is known by the system while in 
conjunction with a CRM the file can be named based on information included in CRM. Recording 
application can be limited only by the Server’s capabilities. That is the only limitation of the application 
which is included in the platform. 

1.10 Call Routing (DID & ANI) 
The platform supports the υπηρεσίας DDI which can be used to route an incoming call from the PSTN 
network directly to an internal number. 
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1.11 Call Transfer 
Transfer a call after informing the recipient (attended transfer).  

1.12 Call Waiting 
Call waiting alert with caller ID. 

1.13 Caller ID incoming / outgoing 
Caller ID and matching between internal caller and external DDI   

1.14 Caller ID Blocking 
This feature is used to block caller ID. 

1.15 Conference 
The platform provides application that supports conference rooms. This application enables two or more 
users to communicate. Conference rooms can be dynamically created can be password protected and can 
be accessed via PSTN network using DDIs or DTMF after answer. Each conference room can have listen 
only users, administrators and coordinators. All conference rooms can be recorded in any sound format 
and can be stored locally or to any remote storage. Conference rooms do not have any limitations except 
the ones that are due to the Hardware resources used for the platform installation. 

1.16 Embedded Database 
The platform has embedded Database which can be used by the platform administrator to implement 
additional applications for the CallCenter such as night mode and more.  

1.17 Database Integration 
The platform can be interconnected with Databases using ODBC technology. This feature extends the 
platform’s connectivity with the peripheral systems which allows easy and bidirectional communication. 

1.18 Dial by Name 
Enables calling using name instead of a phone number. 

1.19 Direct Inward System Access (DISA) 
DISA service enables the users that are outside the company to inherit permissions of an internal phone 

by using the PSTN connection. 

1.20 Distinctive Ring 
Different ring tone depending on the circumstances 

1.21 Distributed Universal Number Discovery (DUNDi™) 
DUNDi is a new method to allocate numbers in multiple Servers. This service is used to detect the server 
which serves the calling number. DUNDi is a service that makes easier the upscaling of the platform as it 
allows easier management of the numbering plan. 

1.22 Do Not Disturb 
Do Not Disturb service can be implemented on VoIP phone level as well as on central level, on the 
platform and enables the user to choose if he wants to receive calls or not.   
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1.23 Flexible Extension Logic 
The platform has an application for flexible and easy management of call flow. The system administrator 
can set on a user profile level how a call will be placed or the process that should be followed until the 
recipient is called. This type of management enables the creation of call rules such as call barring in a 
group of users to call premium numbers (90xxx) as well as modification of the call numbers for Least Cost 
Routing and many more. 

1.24 Interactive Voice Response (IVR) 
The platform offers a very flexible IVR service creation. The IVR flow can be set in the platform or the 
platform can be connected to an external application which will guide the platform until the IVR is 
created. If Exelysis UCS is used, IVR can be created easily using an XML file. 

1.25 Local and Remote Call Agents 
The platform allows a user to access the PBX locally and remotely. This enables the user by calling a PBX 
number to insert his password and make / receive calls remotely. It is possible to set limited access to the 
remote users or keep the access rules that apply locally.  Using Exelysis UCS platform, the remote user 
can participate in the process of call distribution.  

1.26 Music On Hold 
This feature is used to play music while a call is on hold. The user has the following capabilities: 
 

 Use MP3 or WAV audio format or any other format  

 Different audio file per queue / mode 

 Play audio files in randomly / In series 

 Audio Volume control 

 Different audio file per internal / group of internals 

 Unlimited number of audio files 

 
1.27 Music On Transfer 
This function is used to choose an audio file which will be playing instead of the ring tone while a call is 
being transferred. 

1.28 Personal Call Routing 
The platform allows call routing creation depending on the needs of each company. Call routing is used to 
determine the route that a call will follow from the start till the end of the call. Some of its benefits are 

 Calling multiple users at the same time\ 

 Route a call to the Voicemail  

 Call multiple numbers on series with different timeout each 

1.29 Predictive Dialler 
A predictive dialer is a computerized phone calling system incorporating Exelysis UCS technology that 
automatically dials telephone numbers from a controlled list for the express purpose of connecting the 
"live answers" to agents assigned to sales or other campaigns. Predictive dialers and predictive dialing 
campaigns are widely used in customer contact centers. Predictive Dialing is included in Exelysis UCS. 
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1.30 Power Dialler 
Power Dialing is used to place outgoing calls in Call Center environment. The system makes the call 
automatically from a list which is entered in the platform while the agent during the call is engaged from 
the system to accept the first answered call. Power Dialing is included in Exelysis UCS platform. 

1.31 Protocol Conversion 
Protocol conversion is used to enable different protocols communicate with each other. The platform 
supports many communication protocols and has the ability to convert them without any limitations. 

1.32 Remote Call Pickup 
Remote Call pickup enables a user to answer a call remotely from a different user’s phone either by 
inserting his password or by inserting his internal number. Call Pickup can be configured and the system 
administrator can create groups of users who can answer the calls of other users on the same group. 
There is no limitation on the number of groups or the number of users in each group. 

1.33 Roaming Extensions 
Another feature enables the users to have a password to access the system in parallel with their real 
internal number so as to login using any phone and accept calls.  This process can operate even in remote 

sites which are interconnected to the platform. 

1.34 Route by Caller ID 
The platform allows call routing using caller ID. As a result some incoming calls are routed to a specific 
agent or queue or in case of a second call from the same caller ID the call can be routed to the last agent 
that communicated with.  

1.35 Text-to-Speech (Festival) 
Festival is a very popular open standard text to speech converter. Festival uses data from a text file and 
converts them into speech in wave format. The platform in conjunction with Festival can read text to the 
users calling the platform which automatizes some processes and expands the IVR capabilities. Festival is 
not included in the platform, is an external application. 

1.36 Speech Recognition (Lumen Vox Speech Engine) 
Lumen Vox company has developed a voice recognition application which has a smooth cooperation with 
Exelysis UCS allowing the creation of Interactive Voice Response system with Voice Recognition. This 
engine is not included in the platform, is an external application. 

1.37 Three-way Calling 
Three way calling is another feature provided by the platform. 

1.38 Time and Date 
Rule determination based on time, day of the week and date so as to configure the operation of the 
platform. 

1.39 Transcoding 
The platform support codec conversion. The benefits of that is for example the use of a high quality codec 
for calls to / from the TDM network while using low quality and high compression for calls from the TDM 
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network to remote destinations so as save network bandwidth. Transcoding is also used for the 
communication of two devices that are not using any common codecs. 
 
1.40 Trunking 
Trunking can be applied on IAX protocol and can be used to interconnect two servers. By using this 
technology you can achieve communication quality improvement while minimizing the network 
bandwidth needed to transfer voice. IAX trunking has many capabilities such as, ability for multiple 
concurrent channels, synchronization of the trunk for better reliability, quality control and monitoring 
and many more. 

1.41 Voicemail 
A very popular feature of any modern call center is Voicemail. Exelysis UCS has a flexible voicemail 
system.  

 
Some of the features provided are: 

 

 Unlimited security of the mailboxes, each of them has folders to organize the messages. 

 Different message if the called number is busy or unavailable 

 Personal mailbox per internal number 

 Default or custom welcome messages. 

 Connectivity of one phone with multiple Mailboxes and vise versa 

 Email alerts of the audio messages and attach the audio file  

 Voicemail forwarding or send it to other users 

 Visual alert for new Voicemails 
 
And many more that can be adjusted to the needs of the each company.  

1.42 Zapateller 
Zapateller is an application that determines which incoming calls are made through automatic telephone 
machine.  These calls are used by telemarketers and are annoying. Zapateller either causes the line to be 
answered before playing the tone that indicates this call is by an automatic telephone machine or causes 
Zapateller to only play the tone if there is no callerid information available. 

 

2 External Management Applications / Platform Observation 
 
2.1  Exelysis Contact Center 
Exelysis UCS platform is the control center of the platform and can interconnect the platform with 
external applications. Some of its specifications are:  

 Easy and quick installation with minimum administration effort  

 Incoming / outgoing call management (campaign). 

 Combination of multiple queues and priorities to support complex service scenarios. 

 Ability to connect and administrate multiple Exelysis UCS for load balancing and redundancy 

mailto:exelysis@netfon.com.cy


 

 Page 7 of 8 
 

Romanou 16, 1070 Nicosia, Cyprus 
Τel: +357 22458080,  Fax: +357 22458181,  Email: exelysis@netfon.com.cy 

 

 3 different APIs in Microsoft .Net to interconnect with external applications and implement 
specific IVR applications. 

 Usage of Microsoft .Net remoting in conjunction with bi-directional TCP channels so as to 
achieve communication between the external applications and the service. 

 Supported RDBMS: Microsoft SQL Server 2005, Oracle 10g.  

 Support for user administration over phone device 

 Support for autonomous agents 

 Support for remote agents over PSTN or over IP 

 External callcenter management as agents. 

 Agent call monitoring 

 Ability for full or partial call recording 

 In depth logging of all actions for auditing and statistical purpose 

 Easy creation of the IVR application using XML. 

 Usage of Microsoft Windows Performance Counters for live monitoring through Performance 
Monitor. 

 Tested in high traffic (20 new calls/sec, 600+ active calls). 

 
2.2 Codecs Supported 
The platform supports the following voice codecs 
 

 ADPCM 

 G.711 (A-Law & μ-Law) 

 G.722 

 G.723.1 (pass through) 

 G.726 

 G.729 (απαιτεί άδειες χρήσης) 

 GSM 

 iLBC 

 Linear 

 LPC-10 

 Speex 

2.3  VoIP Protocols Supported 
The platform supports the following VoIP communication protocols for either interconnecting devices or 
VoIP call centers. 
 

 IAX™ (Inter-Asterisk Exchange) 

 H.323 

 SIP (Session Initiation Protocol) 

 MGCP (Media Gateway Control Protocol) 

 SCCP (Cisco® Skinny®) 
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2.4  Telecommunication Protocols Supported 

 E&M 

 E&M Wink 

 Feature Group D 

 FXS 

 FXO 

 GR-303 

 Loopstart 

 Groundstart 

 Kewlstart 

 MF and DTMF support 

 Robbed-bit Signaling (RBS) Types 

 4ESS 

 BRI  

 DMS100 

 EuroISDN 

 Lucent 5E 

 National ISDN2 

 NFAS 
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