
Bank Service Informati on Sales System.

The Challenge

Most banks have two main objecti ves; to be profi table and to sati sfy customers. Clearly these two objecti ves are fl ip sides of the same coin : it is 

not possible to be profi table – and sustain it – without sati sfi ed customers.  Banks worldwide are consistently faced with confl icti ng challenges:  

provide the highest quality service at the lowest cost. Increase producti vity. Do more with less. Competi ti ve pressure is high. Service level expec-

tati ons from customers become increasingly higher and interacti ons are more complex. The customers expect informati on that is instant, easily 

accessible, personal, accurate and friendly. At the lowest possible cost to them. Customers associate this with quality of the bank. The quality of 

service delivery relies on many resources within and possibly outside the organisati on.  The customer must experience personal, expert service. 

The service agents responsible for customer service delivery must work effi  ciently and at the lowest possible cost. To accomplish all this, the 

underlying infrastructure and systems must be in place.  Coping with this challenge demands deployment of a combinati on of advanced technolo-

gies, streamlined processes and experti se.

Teleportel understands the challenge of increasing service quality while reducing costs.



BaSISS : the ‘whole-in-one’ Customer Service system for Banks.

BaSISS stands for : Bank Service Informati on Sales System.
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Key Features :

•   Call queue
•   Stati sti cs
•   Manage branch
•   Update/Modify user agent
•   Trouble shooti ng
•   IVR update modify
•   User manager

•   Language translati on
•   Recording
•   Broadcasti ng
•   Streaming
•   Video on demand

+



BaSISS is a totally integrated ICT system, controlling and managing bank service delivery processes for video, audio and data. The system is com-

posed of both hardware and soft ware components. This complete service delivery system has been designed to off er the best possible customer 

service at a low cost.   

The hardware is based on 3D TelePresence equipment which is probably the most advanced way to communicate over distance. This is not experi-

mental or speculati ve technology, but a proven soluti on and in use in 25 countries around the world !  The strong sense of presence is unmatched. 

This is not comparable with any other video communicati ons technology.

The soft ware is AVICCS. (Audio and Video Integrated Contact Center System). This open and standard-based system is built upon a powerfull VoIP 

engine with video and data faciliti es. Around that core, a user friendly applicati on has been developed aiming at a customer-centric informati on 

delivery process. AVICCS manages and controls the enti re service process and enables the transmission of video, audio and data. Both locally 

and globally.                                             

AVICCS is seamlessly integrated with the hardware components  of BaSISS. Most of the processes are fully automated to make life easier for the 

customer and for the contact center agent.  Detailed stati sti cs such as performance reports are available to the management. These reports can 

also include customer sati sfacti on rati ngs. This enables bett er operati onal control and focus on quality service and producti vity. AVICCS can be 

integrated with existi ng, open, standard-based ICT systems or contact-center infrastructure.

AVICCS dynamically prioriti zes the distributi on of service requests to the service agents best suited to handle them.  The system manages calls 

(connecti ng and disconnecti ng) automati cally. It uses alerts and shows queues, waiti ng lists, pending calls, etc… It creates compelling back offi  ce 

opti mizati on, improves employee performance and enhances visibility into operati onal and quality performance. Back-offi  ce organizati ons can 

be confi dent that they’re eff ecti vely managing employee schedules, and tracking workforce performance and results. AVICCS allows additi onal 

customer service agents, at-home agents, knowledge workers in other locati ons, and specialists to be called into the service chain, as they are 

needed.

The total soluti on ‘BaSISS’ off ers the personalized and diff erenti ated customer service required to sati sfy customers, reinforce brand image, and 

generate revenues by routi ng customers to the best resource.  Opti onally, sophisti cated voice self-service lets customers handle routi ne interac-

ti ons without engaging a live agent.  With increasing competi ti ve pressure, it is key to increase operati onal effi  ciency and make the best use of 

existi ng resources, including the ability to integrate multi ple sites into a single contact center.

Needless to say that –as integral part of BaSISS  the necessary integrity technologies (such as fi rewall traversals) are included and integrated to 

ensure the security of the data and the safety of the bank networks.

The worlds’ most realisti c appearance.

Technology is at its best when it feels completely natural. Like there’s no technol-

ogy at all. That is where the Customer Hospitality Counter® is all about. This is as 

natural as talking to a real person. Thanks to the strong sense of presence and the 

authenti city and realism of the appearance of the remote service agent, the Cus-

tomer Hospitality Counter® is years ahead of any other soluti on. It looks and feels 

as if a real person is standing behind the counter. The authenti c sense of presence 

supported by the unrivaled High Defi niti on heralds a new generati on of realism in 

customer service. 3D TelePresence is a patented, groundbreaking technology en-

abling to ‘meet in person’. The life-size service agent  appears in 3D and appears 

to be standing in front of a local background. The communicati on is 100% human-

centric as the technology is concealed and made invisible. The system off ers aligned 

eye-contact.  This conveys trust and establishes rapport.
Unique technology : as realisti c as being there.

The combinati on of unique and innovati ve features of the 3D TelePresence appearance, easy-to-use interface, data sharing ‘both ways’ and rock-

solid stability turn the system into a superior customer experience.

The ulti mate experience of personalized customer service is the live interacti on with  service agents as they appear before you in the same room, 

behind the counter, at your service.  The Customer Hospitality Counter® wants the customer to forget that the service agent is indeed in a re-

mote locati on. THAT is where this technology is about and that is its greatest value. With other video-based soluti ons the communicati on is oft en 

sti lted and unrewarding. People “see” each other but they do not really communicate. Or users are inti mitated by cameras, screens, computers 

or machines. For these reasons there is a parti cular reluctance to use video conferencing or telepresence for customer service applicati ons.  The 

Customer Hospitality Counter®  has exactly the opposite eff ect :  the system does provide a compelling alternati ve to the physically-present ser-

vice agent.  The VOI (Value on Investment) is phenomenal, thanks to the increased customer sati sfacti on. The ROI is above average.



Cutti  ng cost. Boosti ng producti vity.

BaSISS diff erenti ates, reduces costs, adds fl exibility, increases operati onal performance  and stengthens management control. The open-standard 

IP infrastructure and the state-of-the-art soft ware provide functi onality without proprietary requirements for voice, video and other communica-

ti on channels. The system creates a virtual resource pool in the contact center, back offi  ce  and remote locati ons. The virtualizati on allows you to 

fully uti lize service agents in both local and remote locati ons and easily adjust staff  levels as workload fl uctuates. Your operati ons are no longer 

limited to the confi nes of your physical back-offi  ce.   BaSISS simplifi es the operati ons. It easily adds staff  during peak ti mes. The system facilitates 

accessing the best resource 24/7 across the enterprise and increases customers’ sati sfacti on. BASISS simplifi es the contact center infrastructure 

and has the potenti al to achieve formidable cost savings. The service agents will not be sitti  ng ‘idle’ as they oft en do in ‘physical informati on 

desks’. They will be present instantly on that parti cular desk, where service is needed, now ! In other words : BaSISS ensures the presence of a 

service agent, at the right ti me and at the right place. And only then ! The combinati on of the cost savings and increased produciti vity through 

leveraging resources provide a compelling business alternati ve to todays’ sub-opti mal situati on.

Dynamic Allocati on and Routi ng.

BaSISS is powerfull through its fl exibility because the system allows dynamic allocati on of all the resources.  In the back-offi  ce (contact center),  

a criti cal success factor to customer sati sfacti on is intelligent routi ng : the capability to route the customer interacti on to the right service agent. 

Fast. The intelligent and dynamic routi ng built into the system enables to deliver more effi  cient and eff ecti ve enterprise-wide customer service 

by routi ng the service request  to the right service agent, within or beyond the back-offi  ce contact center. It allows to prioriti ze requests based 

on multi ple routi ng strategies including business value, service agents skills and cost. 

Back-offi  ce

BaSISS off ers an important choice :  one can organize the ‘back-offi  ce’ centralized 

or it can be decentralized. In other words, the service agents could all be in one  

room at  the bank. From that room - during their working day- they appear on many 

Counters at the bank, servicing many diff erent customers. Moreover, the service 

agents could also be physically present in diff erent locati ons throughout  the coun-

try and even around the world and thus not just in one and the same room. Thanks 

to this fl exibility – on both sides - it is possible to increase responsiveness and  cus-

tomer service while decreasing costs and boosti ng producti vity.

TableTop Transmission Unit with laptop.

The equipment used in the back-offi  ce is  a combinati on of a 3D TelePresence TableTop Transmission system. This is a specialized and dedicated 

device resulti ng in appearing in 3D and with aligned eye-contact. There is also an ICT infrastructure including user interface, data system, network 

and a server. All this is connected to auxiliairy equipment, both in the contact center and at the Customer Hospitality Counters®.  On the lap-top, 

the service agent has all the faciliti es in place to provide the right level of service to the customers : communicati ng with the customer in video 

and audio, showing 2D or 3D content over distance, accessing networked PC’s, using a distant or local document camera, printi ng documents and 

scanning documents, reading identi fi cati on papers presented by the customer, consulti ng informati on in other systems, etc.. The service agent 

can record (video , audio and text) the conversati on with the customers and store it. This can be convenient for security and quality purposes.  

The contact center agent can decide to create and distribute urgent messages instantly to all or some specifi c Counters.  Rapidly. This can be 

video, audio and text. The agent can instantly ‘preview’ who is standing in front of the Kiosk at any ti me, without actually making a connecti on. 

This makes it possible to assess a situati on bett er prior to being exposed to the customer(s).

The system has been designed to engage service agents with an experience that is easy-to-use, convenient, competent and personalized.   In the 

event the service delivery does extend beyond the contact-centers center, all service agents who interact with customers can be empowered with 

the informati on, applicati ons and processes needed to accomplish a task. The system improves the service agent’s effi  ciency and eff ecti veness 

across with a minimum of training whilst off ering full operati onal management control.

In the contact center the system can be placed in a fl oor-space-eff ecti ve manner. This saves space and adds to the ergonomy.  The individual 

transmission booths, have quality lighti ng and all the necessary  equipment is eff ecti vely integrated and within reach. Between the booths, 

audio-insulated muffl  ing panels ensure avoiding ambient noises being picked up by the microphones. The contact center service agent can work 

effi  ciently,  undisturbed and can focus on the customer.



If one chooses not to supply the back offi  ce faciliti es nor the contact center service 

agents themselves, it is possible to outsource ‘the back offi  ce’ ; in whole or in part. 

Another alternati ve is a mixed model whereby  own staff  and partly outsourced 

staff  collaborate in a virtual team ; in order to cope with peak moments or off -ti me 

occasions.  Teleportel works in close partnership with globally organized HR com-

panies to provide this service if required. A third opti on is to use diff erent people 

for diff erent functi ons. For instance external ‘outsourced’ agents for the administra-

ti ve, general and recepti on/hospitality work on one hand and the bank specialist 

to provide the specifi c bank experti se on theother hand. The bott om-line is that 

BaSISS enables you to uti lize and leverage your resources in the most eff ecti ve way 

because the system make ‘distance’ disappear and physical locati ons of people are 

no longer a limiti ng factor in the service delivery process.

The Customer Hospitality Counter ®

This is the part that the customers sees and liaises with. The state-of-the-art Cus-

tomer Hospitality Counter ® provides high-quality, personal, face-to-face service 

to the customers. It is based on the advanced 3D TelePresence technology. Major 

advantage of deploying this advanced communicati on tool is the customers’ accep-

tance : independent studies have shown that this is as eff ecti ve and feels as natural 

and normal as being served by a physically present person. Moreover, deploying 

the system cuts costs eff ecti vely without compromising the quality of service. On 

the contrary.

A service agent who is located in a remote locati on -such as a contact center or in 

diff erent locati ons – is available at the service of the customers. Instantly. 24/7. 

Face to face.

The unit can be customized in any colour.

Alternati vely, one could choose for a dedicated room where the customer(s) can sit 

down and have all the other equipment (Internet banking, ATM, printi ng, scanning, 

etc..) and bank faciliti es available within the same service area.

The rooms can be customized and tailor made to refl ect the banks brand identi ty.

The stand-alone Passenger Hospitality Counter®

A complete unmanned bank with all service faciliti es.

Dedicated rooms. Matching your company image.



The customers’ service faciliti es

The system provides a number of customers’ service faciliti es. Some of them are standard. Others are opti onal.

Self-Service : the customer can select from a list of F.A.Q. (Frequently Asked Questi ons) in his/her own language ; using an easy-to-use  

integrated touch screen.   A pre-recorded video (or audio only or text only) message, will provide the informati on instantly.  This self-

service lets customers handle routi ne interacti ons without engaging a live agent.

If the customer does choose to talk with a live service agent, it suffi  ces to press one butt on. Subsequently, the service agent will appear 

life-sized, in 3D and with aligned eye-contact. It will look and feel as if the service agent is standing behind the counter. Regardless his 

or her physical locati on.

Thanks to a document camera, the service agent in the contact center, can read documents presented by the customer.

The service agent displays informati on (on a big screen) for the customer and can give directi ons using a mouse-pointer. 

A high-quality integrated printer provides hard-copy versions of the informati on to the customer. The printer can print up to 2.000 pages 

without paper refi ll ’and can print up to 16.700 pages without refi lling. 

The customer can select the language of his choice. An on-line, professional language interpreter will be brought into the call, within 

minutes. There are 150 languages available.

Also accessible from the mobile device.

BaSISS can even do a lot more. The system (and thus the contact center agents)  is 

also accessible from the GSM, laptop, iPad, SmartPhone. The customer has the op-

ti on to connect by audio (i.e. human voice). In other words, the customer can also 

talk with the people in the service center to request informati on. It suffi  ces to dial 

a local number from the GSM  or to connect over the Internet to the network of 

the bank (by iPad, iPhone, SmartPhone, laptop,..) by clicking an icon on the display 

of the handheld device. We recommend the customer to download Skype to uti lize 

this service, but other soft phones and interconnecti vity technologies will also be 

made available.  Upon the customers’ request, the service agent from the contact 

center can download informati on to the customers’  pad, smartphone or laptop. 

That can be text, pictures, audio or streaming video ; in full HD. It is possible to pro-

vide commercial or other messages when the customer is ‘surfi ng’ for informati on. 

A dedicated server integrated into the banks’ network could off er this new service. Also accessible using portable devices.

AVICCS in the cloud.

One can defi ne cloud computi ng as a pay-per-use model for enabling on-demand access to reliable and confi gurable resources that can be quickly 

provisioned and released - with minimal consumer involvement in terms of management.

AVICSS in the clouds is a system whereby the Video Contact Center soft ware services – including the hardware components such as the server – 

are supplied to you by Teleportel at a fi xed monthly fee. You pay only for the resources you use. You need not set up the infrastructure or buy the 

soft ware. No initi al investment required.

The contact center agents simply logs-in on the website. No need to download soft ware. No need for computer power ‘on the fl oor’. No need for 

back-up procedures and maintenance. All these services are included in the fi xed monthly fee.

In general terms, the terms “cloud computi ng” and “working in the cloud” refer to performing computer tasks using services delivered enti rely 

over the Internet. Cloud computi ng is a movement away from applicati ons needing to be installed on an individual’s computer towards the appli-

cati ons being hosted online. The advantages of cloud computi ng include reduced costs, easy maintenance, up-ti me, backups and re-provisioning 

of resources, and thereby increased margins and profi ts. No worries about the ICT management of the system.  Moreover, AVICCS in the cloud 

make your contact center operati on scaleable. It is very easy to add one or more contact center workstati ons or another customer Kiosk or any 

other end-point.

In short, you use services that include infrastructure, applicati ons, and/or storage space for a nominal and predictable fee. This includes a small 

‘general’monthly fee plus a small monthly fee per contact center agent. 



Bank Applicati ons

The system can be deployed for diff erent applicati ons where a high-quality contact with the customer is important for the delivery of informati on 

or for service and sales purposes. 

The 3D-systems can be used to display pre-recorded 3D content, in applicati ons such as digital signage and narrowcasti ng. The three dimensional 

qualiti es of the in-store displays are extremely eff ecti ve at catching the att enti on of prospecti ve customers. Thanks to the interacti ve capabiliti es 

of the 3D TelePresence systems, interested buyers can establish a live conversati on with a sales representati ve. Face-to-face . 

•   Unatt ended bank locati ons. No personnel present.

•   Informati on Room within an existi ng bank locati on. Specialists appear when needed.

•   Kiosks at public locati ons such as airports, stati ons, town halls, etc..

•   Bank-in-the-shop ( in shopping malls or stores)

•   Accessible Unmanned Service areas for service outside banking hours.

•   Bank Kiosks in hospitals, universiti es, big factories,..

•   Service window integrated in the banks website off ering interacti ve chat service.

•   Home service.

Benefi ts

The benefi ts of using BaSISS are undisputed.

•   Customer service of the highest level.

•   Leveraged resources,  improved producti vity and stronger management control.

•   Cost reducti on through bett er uti lizati on of manpower thanks to reduced idle ti me and being ‘omni-present’. 

     The right  service agent  at the right ti me in the right place. And only then.

•   Lower dependency on external operati ons disturbing events (strikes, lock-outs,…)

•   Reduced pandemic and personal security risks. 

•   Increased revenues : higher fair market share and higher sales per customer.

Teleportel Europe NV, Kapelbaan 15, 9255 Buggenhout,  Belgium.   Tel + 32 (0) 2 478 90 80       www.teleportel.com       banks@teleportel.com
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