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A Multi-task Aggregation Management Method using WebRTC for
Improving Contact Center Efficiency

YUSUKE SHIGA™  KAZUMASA TAKAMI'!

Abstract: In recent years, WebRTC has attracted attention as P2P communication technology between WEB browsers, and it is
beginning to be utilized in various fields. Also, as Internet technology evolved, it is expected that diversification is sought for
convenience such as video call and web chat from telephone and e-mail, which are the main forms of communication between
companies and customers. In this paper, we propose a contact center’s multi - task aggregation management method aimed at
improving operational efficiency by collectively collecting a wide range of tools such as phones and other business terminals by
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using WebRTC in contact center business.
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Figure 1 Image of multi-task aggregation using “WebRTC”.
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Figure 2 UML activity diagram of the workflow.
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Figure 3 UML use case diagram of the suggesting application.
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Table 1 Overview of the application.
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Table 2 Main implementation function of prototype application.

e AT HATEER LY TAEA LD
BT A @R G S

AL —F D | AL —F 1A H A~ 1| NFFC
R FTFAC L7z 7 4 ilaE

T AR — & ~D g AR~ EEEEEE
ERR R MR LD | ABHhOD AL~ IDAETO—EFRREE
ez #

géf“””% F %2 N CEEAS) - RIE - TR
- %gg;g&ﬂ%ﬁ%nt7y7u—F
FAY kv TH | EEOTAY kv T - Window Hiffi %
iEi=) s =

N s | RISNEEZFR LT 774874817« A
BRSO T 5 D000 ) DJEIEE DB ~A B
H#hRAT 1

6. FHEFE

BIET 7Y r—va v OREIRFHMIBEX 227
FerZ—RBOH0, EREOEWSHEREENT 7Y
r—av] ThhH. LoT, BEEMCIIEERL



TR 2R
IPSJ SIG Technical Report

2—HFEU T 0 O2H T EITY, £z, BlLRmEELA

BEEEDA RYEDFHE B 1T - 7-.

6.1 EBHNEROFTMTR b

VA1 HHRE~D ARG

T AL LI FREIZAER LN EEZEZTHDH, LD
NOEME, TR FiconThnbiwn., b
PRI B0, BOICEWEDLES. lnabis &,
FARL—ZPIGx L, BEE 0 CEMEHEIIMLTS. T
FEIZOWTHERT D &, B EEE B IS EEIE
DAIEROLND. X —Z DRI, £DH
TANLEEEAREL, PREE22ETT5.

E):p]

— R — e X —IBRE (RE— A) b, RIET
T FAff oG (% — 1 B) CEBDEL LT 5.

NE—V A

Eahk (BEHERE), PC (G A—) ZEATZ. 7Y
FW -T2y — MR L EHORNE K 6 ITRT.

h2A&T ARL—%

BOCEETHLEDES

ARERLTD

EFETATD

BUEDERSICEETS

EEERT AL TEN

EEAETER

EECNZEREEETS

HAEOIZLRTD

SFEA-NTEETD

M6 NE—vADTFIFTE—
Figure 6 Scenario flow of pattern A.
NE—B
RIET 7V EERT LS. VT Aoy — AR L
EHOWNER TR,

HREI ARL—F

?

FFUr—2a BOCFIEITS

NASIICEZERTRET S

Al
|

[Wﬁb*@ﬁ%@ﬁﬁ%ﬁ[%ﬁ?é

HUESHEREZERD
s

AETFREERETD

HLEOEREEETD

EFEIFILERTEETS

EFTIATD

EealT —{éemgﬁéyom— KL. Qﬁﬁﬁj

:

7 REA—=VBOVFIFTa—

Figure 7 Scenario flow of pattern B.
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Table 3 Characteristics of subjects in test scenario 1.
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Table 4 Characteristics of subjects in test scenario 2.
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Table 6 Result of questionnaire for SUS score.
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Table 7 Answers for questionnaire about learnability.
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Table 8 Answers for questionnaire about efficiency.
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Table 9 Answers for questionnaire about memorability.
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Table 10 Answers for questionnaire about errors.
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Table 11 Answers for questionnaire about satisfaction.
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Figure 11 Relationship of response time to trial pattern.
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