Taking payments with CallGuard .v. CCaas IVR payments

CallGuard payments

ov: 03

PAYMENT
COMPLETE

The customer is on
the phone to an
agent and wishes
to pay

The agent asks the
customer to enter
their PAN and CV2
using the keypad of
their phone or to read
them out as normal

The customer
provides the PAN
and CV2 from their
payment card. The
DTMF or speech are
captured securely
by CallGuard

The agent has a
real-time display
during the PAN and
CV2 capture process
and remains on the
call with the customer
throughout so can
assist if the customer
has any problems

CallGuard sends

the payment
request to your
payment services or
tokenization provider
for processing

CallGuard returns the
transaction response
to your agent and
backend systems in
real time

CCaas IVR payments

The customer

is on the
phone to an
agent and

wishes to pay

The agent transfers the
customer to the IVR to
make payment at which
point they are no longer
connected to the
customer so cannot
provide any assistance

Many calls /
payments
abandoned
at this stage

The caller is

no longerin

the channel
of choice

The IVR plays
recorded prompts
asking the customer
to provide their PAN
and CV2 using DTMF
or speech

The customer
experiences

a problem during
the IVR payment
process and
payment cannot
be taken

The customer
provides their

Eckoh.

KEY

Caller has been
transferred to the
IVR and is no
longer in the
channel of choice

card details
correctly

Customer is

disconnected
from the agent
and must call
back to start the
process again

Agent must remain

on hold until the
transaction is complete,
during which time they
cannot help other
customers

Merchants report
that up to 40% of
calls are abandoned
in this situation

AHT increases,
queues
build up,
customer
satisfaction
decreases

Unless the agent
can handle the
payment, the
customer will again
be transferred to
IVR for payment
(vicious circle)

The customer
is reconnected
to a different
agent in the
contact center

The customer
must explain
their issue to the
new agent who
knows nothing
about their
situation

)

PAYMENT
COMPLETE

Payments for those
customers that
navigate the IVR
successfully will be
processed in the
normal way




