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M O D U L E

Powerful Scripting Tool for Call Centers

Personal contact with customers and 
potential buyers in today’s competitive

business environment is the most effective
technique available for developing new
markets and increasing sales. 

A telephone-based sales force can take
advantage of advances in telephone and
computer technology to make the one-on-one
contact that is critical to successful selling.
Telesales and telemarketing call centers—
both in-house and out-sourced—have
exploded into large, revenue-generating 
organizations in industries as diverse as
communications, financial services, 
technology and manufacturing.

Although highly successful, these call centers
face challenges. Businesses must ensure the
quality and consistency of every call. Call
center agents must understand information
about an increasingly large number of 
products, while managers must minimize
training requirements and avoid the risks 
associated with quickly moving inexperienced
agents to the selling floor. And the entire 
operation must meet its goals while maintaining
reasonable staffing and operations costs.

In an era where the telephone is often the 
only interface with customers, a company
must use the right tools to guarantee that
every agent is providing stellar service and
support. Only an automated solution can 
give agents everything they need to make 
calls more efficient, effective and successful.

Scopus SmartScript provides an easy-to-use
tool for developing straightforward, easy-to-
follow call guides for telemarketers and
telesales agents that improves the quality of
customer interactions. Workflow is enforced
by automated branching which takes agents
to the correct place in the call guide at any
time. It offers a way for sales agents to
dispense and gather information in a flexible,
conversational environment.

Scripts are easily built and administered,
which puts products and services in front 
of customers faster than ever before, and
dramatically decreases campaign roll-out costs.

SmartScript maximizes the efficiency, 
effectiveness and quality of each call,
ensuring that your telebusiness is working 
to its highest potential.

▲ Provides dynamic, automated sales scripts 

▲ Intelligent branching leads agents through
every step of a call 

▲ Structured workflow minimizes “talk time”

▲ Ensures call-handling consistency and quality
throughout the call center

▲ Provides one-click product and objection-
handling information 

▲ Maximizes revenue opportunities with 
up-selling and cross-selling tools

▲ Interacts with all Scopus and legacy 
system data

▲ Scripts can be easily built and deployed by
Business Managers with the Script
Administration Tool 

▲ Script components are reusable from script
to script

▲ Allows for quick reaction to changing 
market conditions

▲ Allows scripts to be displayed in 
multiple languages



S m a r t S c r i p t  i n  A c t i o n

Improves Customer Service 

Call centers are driving to gain a competitive
edge with excellent customer service.
SmartScript ensures efficient and effective
calls by providing an intelligent, structured
workflow to sales and service representatives.
Customers experience shorter calls, handled
completely and professionally, by agents who
have the right information and knowledge to
assist the caller. 

Sales calls tailored to a prospective customer’s
needs further improve the service they receive.
SmartScript draws upon information gathered
during the call to make customer-specific,
intelligent choices and recommendations, and
can interact with the rest of the Scopus system
to provide a complete customer care solution.

Low Costs of Ownership

At the same time businesses are mandated to
provide the best customer service, they must
do so while controlling costs. SmartScript
helps to reduce costs associated with staffing
by giving agents the ability to handle a variety
of call types and diminishing the amount 
of training required. Developmental costs
decrease because minimal administrative effort
is required to build and maintain scripts. This
allows for fast campaign roll-outs, effectively
putting products and services in front of
customers sooner than ever before.

Increases Revenue 

SmartScript is designed to help companies
generate more revenue. By providing 
automated prompts for up-selling and cross-
selling via SmartScript, individual calls
become more profitable.  And, shorter, more
effective calls means that more calls can be
placed in a single day. Having the opportunity
to sell to a larger audience—and to more
persuasively sell to that audience—ensures 
a call center will reach its maximum 
revenue potential. 

Selling with SmartScript

Customers never have to wait while an agent
decides what to do next. 

To make successful sales calls, agents need an
easy-to-follow call guide that will provide
them a detailed script and automatically
make the correct decision for them.

Instead of moving only linearly through

questions, SmartScript can branch to 

some other section of the script if an

answer, or a series of answers, provided

by the prospect would logically dictate

that action. 

For instance, in a script designed to up-sell
computer hardware, a reply of  “next 5 days”
to a question about time frame might logi-
cally dictate a jump to the close, rather than 
a continuation of the selling process. 

Answers can be given scores which can 
be summed and analyzed in real-time to
determine the next branch. For instance, an
answer of “300” to a question about employee
head count might carry a different score than
an answer of “22.”

Customers never have to wait while an agent
figures out an answer.  

SmartScript gives telesales agents all the tools
necessary to complete the sale. They will
never be stranded with inadequate information.



Script Building and 
Administration Made Simple

The SmartScript Administration Tool
provides the capability to quickly generate
highly customized scripts through a
Graphical User Interface (GUI). No
programming skills are necessary.

Scripts are built by linking script objects to
create the pages of the script and the branches
between those pages. Script objects are entered
through the Script Administration GUI or
imported from a text file. 

These script objects are language independent
and reusable, which eliminates unnecessary
repitition of work.

Defaults provided with SmartScript for a

variety of graphic styles and events mean

that those responsible for building scripts

are not starting from scratch. Easy to

follow call guides can be created rapidly. 

Script administrators can create and remove
different versions of  scripts to test effective-
ness or to ensure that agents are always using
the most current call guide. 

SmartScript’s intuitive administration tool will
drastically decrease development costs and
frustrations. Additions to scripts are easily made
and revisions brought to the agent at the click
of a button. SmartScript will always be able to
keep up to speed in a rapidly changing business
environment. This ensures your company is
always working to its fullest potential.

S m a r t S c r i p t  

The entire Scopus system can be searched
from inside a script. Specific Scopus screens,
such as product information or price lists can
be programmed to be called up via a single
click of a button on the agent’s screen.

Customers never have to repeat information
they have already provided.

Answers, such as customer name or

location, which are critical to the agent’s

interaction with the customer can be

displayed on screen in an “Important

Information” box on the agent’s monitor.

Another display shows the questions and

answers asked during this call.

The flexibility of SmartScript also allows a
customer to change an answer at any time.
SmartScript simply redirects its branching
based on the changed answer and continues
down the new path.

Customers are never left with incomplete 
information.

With SmartScript’s guided workflow, the
agent is guaranteed to collect and dispense all
the information necessary for making a sale.  

Repeat calls to the customer will not be
necessary, and information giving is not left
to the memory because all of the words will
be on-screen in front of the agent.



For more information, contact:

U.S. HEADQUARTERS

Scopus Technology, Inc.
1900 Powell Street, Emeryville, CA 94608
Telephone: 888-200-2971
Fax: 510-597-8600
E-mail: info@scopus.com

CANADA

Scopus Technology Canada Inc.
5160 Yonge Street, Suite 700
Toronto, Ontario M2N 6L9
Telephone: 416-226-5384  
Fax: 416-226-2623
E-mail: info@scopus-canada.com

EUROPEAN HEADQUARTERS

Scopus Technology Europe
Edinburgh House, Windsor Road
Slough, Berks SL1 2EE
England
Telephone: +44(0)1753-559700
Fax: +44(0)1753-559701
E-mail: info@scopus-europe.com

http://www.scopus.com

S m a r t S c r i p t

C O N F I G U R A T I O N

All with all Scopus products, SmartScript
has been designed to support a wide variety
of environments.

DATABASE:

Oracle, Sybase, Informix, 
Microsoft SQL Server NT

DATABASE SERVER HARDWARE PLATFORMS:

Sun, HP, IBM, SGI, PC

DATABASE OPERATING SYSTEMS:

UNIX, Windows NT

CLIENT OPERATING SYSTEMS:

Windows 95, Windows NT

© 1997 Scopus Technology, Inc.

The Scopus logo, Scopus, and SmartScript are trademarks of Scopus
Technology, Inc. All other brand names and product names are trademarks or
registered trademarks of their respective holders.
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Scopus SmartScript provides an automated, easy-to-follow call guide which intelligently leads sales agents 
through every step of a call while integrating with all Scopus and legacy system data.


