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ANDROME

Innovative ICT
Founded in 1990 as spinoff
of Hasselt University
45 ICT professionals
Based in Belgium and Spain
Domains: 
• Telecom
• E-Business
• Interactive Multimedia



Overview

Case: Webshop Archonia
Direct Communication Enhancements
Intellivic Click2Call
TalkerBee
Benefits



Case: Webshop Archonia

Largest European E-Shop selling Manga and 
Anime Articles



Webshop Archonia

Typical User-Actions
• Searching and buying articles
• Shopping cart functionality
• Posting Comments and Reviews



CRM

Built-in CRM system
Typical Questions
• Missing orders
• Payment questions
• Questions on articles



Facilitating CRM

F.A.Q. section
Contact
• Email-form
• Fax
• Regular Email
• (Telephone)



CRM causes some trouble

The same questions keep popping in
• No Forum-Blog

• Solutions available
• Static F.A.Q.

Integrated communication?
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Webshops

Archonia is a standard case
Most existing webshops show similar functionality
CRM Problems
• Same questions keep coming in
• Frustrated support desk
• Service level goes down



Enhancements

⇒We want to
• Enrich user experience when having problems
• Facilitate Helpdesk
• Enhance Community



What do we add?

Build user-context
Offer direct communication possibilities
Easy extendable F.A.Q.
Suggestive Links
Community Support



Build User Context

When a user browses the website, an automatic 
context is built
• Which pages visited

> Has this user been in the F.A.Q.?
• How long on which page

> Interested in which articles?
• What’s in his shopping cart?
• Previous orders?



Integrated Communication

We add integrated communication to the 
webshop
• Presence and Instant Messaging

• TalkerBee
• Audio/Video Call

• Intellivic Click2Call
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TalkerBee

Website Integrated Presence and IM

Set Online/Offline/… status

Presence integrated in website

See who else is online
- Bring website to life



TalkerBee

Direct Communication
• Instant Messaging
• Inside your browser

User Experience:
• Browsing still possible
• Customizable skin

No End-User Installations



TalkerBee in Archonia



TalkerBee in Archonia



Helpdesk: Backoffice client

Intellivic Softphone
• Convenient Desktop client

• Direct Link to CRM
• Message History
• Call-Recording
• Notifications
• Auto-replies



TalkerBee

Adds direct communication to Helpdesk users
Adds the possibility of visitors chatting with 
eachother
• Reviewers/Commenters

• Ask more info about articles
• Community Service



Intellivic Click2Call

Service to allow Audio/Video calls from a 
website
• To a fixed location e.g. helpdesk
• To selectable predefined locations e.g. 

sales/support/…



Intellivic Click2Call

Integrated in the website
Flash-based
Using: headset and/or webcam
No typing of telephone numbers



Helpdesk

Can use the Intellivic Softphone
• Link to CRM
• Recording
• Link to external application
• Notifications

One-stop-application



End-User Benefits

Ease-of-Use!
• Everything is completely integrated in the website
• No external tools
• No installation (Flash is installed 99%)
• No sharing of private data (email, telephone nr)

Better service
• Context is immediately transferred to helpdesk
• Better understanding
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Helpdesk Benefits

Interconnection!
• Helpdesk uses one convenient application
• Gets context from the end-user

One-click CRM-tickets
One-click Bug-tickets
Easy extendable F.A.Q.
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Helpdesk Advantage

One-stop application
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Benefits Portal Owner (e.g. Archonia)

Users spend more time on your website
• More hits, extra pageviews

Users get connected to the community
• More chance they will stick and return to your

community
Better end-user service
Website comes to life
• Next generation websites



Idea: Suggestive Links

When a user checks out an article page for 
longer then e.g. 2 minutes
• Discrete popup suggesting to contact a sales rep.

• Chat-based: TalkerBee
• Audio/Video Call: Click2Call 



Conclusion

TalkerBee & Click2Call
• Direct Communication Enhancements to E-

Commerce websites
• CRM-facilitation
• Build Community



Q&A

Please visit ANDROME at stand F07
Check out Live Demo’s at our stand.
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