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PREM HAS 40 YEARS OF TECHNOLOGY EXPERIENCE
AND IS RESPONSIBLE FOR THE DIRECTION OF ALL
TECHNOLOGY INITIATIVES FOR THE ENTERPRISE.
IN 2004, PREM STARTED TELENETIX, A WORLD
CLASS TECHNOLOGY CENTER, TO ENHANCE
INTERLINK'S CAPABILITIES TO GET THE BEST OUT
OF INDIA'S EXPERTISE IN SOFTWARE DESIGN AND
DEVELOPMENT.

= MASTER OF SCIENCE, COMPUTER SCIENCE,
RUTGERS UNIVERSITY, NEW JERSEY (1878)

* MASTER OF SCIENCE, ENGINEERING, RUTGERS
UNIVERSITY, NEW JERSEY (1877)

= B-TECH ENGINEERING, IIT KHARAGPUR (1975)

WE ACHIEVE THIS BY
MAKING SURE THAT
THE UNDERLYING
TECHNOLOGY IS
CUSTOMIZABLE,
ROBUST &
DEVELOPED IN
HOUSE TO REDUCE
OUR DEPENDENCE
ON THIRD PARTY
COMPONENTS
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SOLVING THE PUZZLES OF
CONTACT CENTERS WITH

TxContact

ontact centers have undergone

a sea of changes over the

past two decades. They are

not mere contact centers for

business stakeholders, but one

of the largest drivers of business

in today's world. No wonder

the 1T mfrastructure of a typical
contacl center is often more tangled than
the intricate electric circuitry that wraps
around data centers. This technology
revolution started in AT&T Bell Labs,
the very company that invented most of
the telephony technology we see today.
Both Prem Puthur (Founder, Chairman
& CEO, Interhnk Network Systems Inc)
and Sharath K Shetty (Co-Founder & MD,
Telenetix (P) Ltd) worked at AT&T Bell
Labs in the early part of their career, and
discovered the huge potential in this area.

TXCONTACT IS BORN

Interlink started working on telephony
applications in 1999, Initial products
focused on customized IVRs and Voice
Recorders for the medical transeription
industry. This effort naturally progressed
into developing TxIVR and TxRecorder
for the contact center industry, while
integrating with TDM technologies like T1/
El and computer telephony technologies
like Avaya, Dialogic, Audiocodes & NMS.
Between 2009-2011, Interlink moved their
sutte of telephony products into voice-
over-internet-protocol (VOIP), and named
it TxContact. Since then, Interlink has
added an awtomatic channel distribution
system for channels like call, chat, email
& social media. Interlink’s TxContact
showcases the real power of omnichannel
customer interaction  through its  six
intelligent & robust modules (TxSmart(),
TxIVR, TxRecord, TxDialer, TxTalk &
TxVirtualGuide). TxContact streamlines
all the functions of a contact center with
a very high level of efficiency, resulting
in significant cost savings and higher
operating margins.




bilities of TxContact. The company
faced a problem with their service
executives spending 5-8x the re-
quired time in their attempt to talk
to the msurance agents. The delay
was almost inevitable, as the exec-
utives were required to manually
feed the insurance company’s TVR
with patients’ medical records and
subsequently wait (for up to 40 min-
utes) in the queue for the insurance
agent to come online — just to have

SHARATH JOINED INTERLINK NETWORK SYSTEMS IN 1888. IN

A CAREER THAT SPANS NEARLY THREE DECADES, SHARATH

HAS MOSTLY WORKED ON LEADING EDGE TECHNOLOGIES,
OVERSEEING THE DEVELOPMENT OF NICHE PRODUCTS IN
COMPUTER TELEPHONY AND HEALTHCARE AREA. HE HAS BUILT
AND TRAINED TEAMS WITH RED COMPETENCIES IN ENTERPRISE
TELEPHONY, DISTRIBUTED COMPUTING, AND ENTERPRISE
APPLICATION INTEGRATION.

= MBA, EDINBURGH BUSINESS SCHOOL, UK (2006)
= BE, ELECTRONICS & COMMUNICATION, BIT BANGALORE (1990)

“The key challenge 15 not just
about engineering a resilient product,
but also keeping the overall costs low

while meeting clients” sophi
& diserete requirements, We achieve
this by making sure that the underlying
technology 1s customizable, robust

and developed in house to reduce
our dependence on third party
components,” asserts Prem. He adds,
“It's not surprising that Interlink’s
costs are considerably lower than
large companies that stitch together
products acquired through buyouts.

that can be placed in a handbag.
On the other side of the spectrum,
we still compete with open source
solutions, as our platform requires
less number of servers for large
deployments. So, besides saving cost,
our solutions save space and power,
and produce better turnaround time
while integrating with third party
applications. Above all, our complete
ownership of technology makes sure
that our platform performs with
high efficiency™.

Moreover, TxContact’s optimized Rzl e{elglgMyyg-Te]RVgy (o] ]

hardware footprint is 4-5 times
less than that of its peers. In other
words, it can run on mini-computers
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Recently, one of the major healthcare
solution providers in the U.S. was
upgraded with the innovative capa-

Ik. Interlink

1te to solve

a routine 3-3 minutes
deployed the TxContact s
the 1ssue.

The astounding.
Instead of 100 executives calling
100 insurance agents simultaneously
& waiting in the queue, TxDialer,
the predictive dialer & call progress
analysis module, was set to make
those calls and route them to TxIVR
- the intelligent IVR module that
supports anything from touch-tone
to speech recognition in multiple
languages. TxIVE  automatically
fed the required medical record
and did the waiting in the queue,
until the call was received by a live
agent. It detected the event and
transferred the call to the executive
on the local TxSmartQ, the universal
channel distributor module (routes

result  was




anything from call to social media
interactions). In other words, live
attendants on both sides pick-up
the call almost simultancously.
The solution not only reduced the
required agent count from 100 to just
20, but also provided the client with
huge time and cost savings.

INTELLIGENT MODULES

Along with the aforementioned use-
cases, IxContact boasts additional

modules & impeccable features

* ATELEPHONY & ENTERPRISE
APPLICATION INTEGRATION (EAI)
SOFTWARE PRODUCTS & SERVICES
COMPANY ESTABLISHED IN THE YEAR
1891

+ FLAGSHIP PRODUCT, TXCONTACT —
AN OMNI-CHANNEL CONTACT CENTER
PLATFORM, ALLOWS ENTERPRISES TO
ENGAGE CUSTOMERS IN ALL DEMANDED
COMMUNICATION CHANNELS. IT
OFFERS AN ENHANCED LEVEL OF
PRODUCTIVITY WITH MINIMUM
TRAINING.

* TXCONTACT BOASTS OF SIX ROBUST
MODULES & IMPECCABLE FEATURES
THAT CATER T0 CUSTOMERS' DISCRETE
& SOPHISTICATED REQUIREMENTS

* TELENETIX — INTERLINK'S WORLD
CLASS RED CENTER IN MANIPAL

* TCONTACT NAMED ONE OF 2018'S
MOST PROMISING CONTACT CENTER
SOLUTION BY CI0 MAGAZINE

NEW JERSEY
(HEADQUARTER) & MANIPAL

* TXCONTACT

* THIVR

* TXRECORD

* TADIALER

* TXVIRTUALEUIDE
= MITS

* TRANSZIP

* TXCLICK2CALL

* TXCALLVERIFY

that cater to customers’ discrete &
sophisticated  requirements.  While
TxTalk handles voice calls, live chats,
emails, and social media channels, in
addition to supporting the standard
SIP features to enhance customer
engagement, the TxRecord module
constitutes a full-fledged recording
system, and the TxVirtualGuide
maodule cuts training costs drastically
to enable new agents to work faster.
These highly customizable modules
over the last couple of years have
been very effective in solving the
contact center puzzle for many global
glants  across  the US., Canada,
Africa, the Middle East and South-
Asia, mcluding Sutherland  Global
Services and PraxAir, Inc. Any day

of the week, an enhanced level of

productivity with minimum training
however i1s an undeniable proposition.

“Our computer telephony inte-
gration (CTI) connects TxContact’s
modules to multple software sys-
tems simultaneously. For instance,
TxContact supports casy integration
with various on-demand CRMs such
as Connectwise, Microsoft Dynam-
ic CRM, Salesforce, Oracle, Sugar
CRM, VTiger and Siebel., among
others.” proclaims Sharath.

ONE OF INDIA'S HIGHEST
The customer support industry is set
to move along yet another growth
curve. According to a report by
Grand View Research, Inc, the global
contact center software market is
expected to reach $47.76 billion by

2025. With this burgeoning number,
catching a significant number of
eyeballs from the global market

is Telenetix - Interlink’s  world
class R&D center in Mampal. A
campus in the lap of pristine nature,
effusing a unique feel of greenery &
wilderness, Telenetix 1s best known
for its magic of hiring from the local
rural population and creating highly
skilled technology professionals out
of them. “We have a family like work
culture. Everyone who has completed
five years in the company is eligible
for a sponsored (online) MS program
in computer science at Georgia Tech
(U.S.). Similarly, in eight years, they
can attain an online MBA program at
Edinburgh Business School (UK)”
says Sharath. His words well-explain
Telenetix’s  whopping  Glassdoor
rating of 4.6/5.

En route to the future, Interlink
remains focused on innovation to
strengthen its position as a leader in
customer  service solutions. While
its  first application-to-application
(A2A) in-voice product is all set to
hit the road, developing advanced
signal  processing &  analytics
programs and employing Al in its
innovations are the next ones in the
pipeline. “A contact center generates
a huge amount of voice and metadata
on a daily basis. Unfortunately, only
a small amount of data is converted
into actionable information. In
the long term. we plan to develop
products to unleash the intelligence
from this untapped repository.”
concludes Prem. £
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