
ema i l  management system

VisNetic MailFlow:
Email Management

Email  and web-based communicat ions are growing faster than 
any other means of customer interact ion. As a resul t ,  emai l  
t raf f ic to your organizat ion’s publ ic facing emai l  addresses--
sales@company.com, info@company.com-- is on the r ise.

How are you dist r ibut ing and managing inbound customer emai l  
inquir ies? Are you able to t rack leads once they are routed to 
the proper sales representat ive?

VisNet ic Mai lF low al lows your organizat ion to respond to 
customer inquir ies prompt ly,  professional ly ,  and consistent ly .  
I t  prov ides a centra l i zed, web-based emai l  management 
envi ronment that can be accessed (securely)  by any sales 
representat ives f rom any locat ion with Internet access. 

Powerfu l  rout ing ru les a l low for inte l l igent d ist r ibut ion of 
emai l  among var ious t icket boxes ( inc ident queues) or 
sales representat ive, prov id ing t remendous f lex ib i l i ty  in how 
messages are handled.

With VisNet ic Mai lF low, managers can establ ish and enforce 
ru les that help regulate serv ice qual i ty ,  such as requir ing 
representat ives to answer o ldest emai l  inquir ies f i rst .  Managers 
can also be alerted to speci f ic load condit ions (such as a 
backlog in unanswered inquir ies),  help ing them to ident i fy  and 
manage work load t rends.  

VisNet ic Mai lF low prov ides a strong foundat ion for managing 
organizat ional  emai l  correspondence, improving serv ice 
potent ia l  where i t  matters most --  at  the point of  customer 
contact.  The system prov ides:

* Powerfu l  emai l  rout ing and workf low processing

* Centra l i zed l ibrary of  standard responses

* Automat ic generat ion and t racking of  serv ice incidents

* Comprehensive report ing and analys is

* Access to customer communicat ions history

* Auto-suggested Standard Response

* Robust secur i ty  prov is ions

* Integrated logging, a lert ing, and report ing
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Increase agent productivity

VisNet ic Mai lF low automat ical ly  col lects and processes inbound emai l  messages, associat ing each message with 

an ex ist ing t icket or creat ing a new one. T ickets are then routed to the appropr iate t icketbox (queue),  where your 

agents can act upon them. The system can automat ical ly  reply to customer inquir ies (with receipt conf i rmat ion, for  

example),  e i ther immediately or af ter  the t icket goes unanswered for a speci f ied per iod of t ime. I t  can alert  the 

appropr iate personnel when t icketboxes become too fu l l  or  t ickets remain unattended for too long. Agents can also 

be required to handle oldest inquir ies f i rst  to help guarantee t imely responses.

VisNet ic Mai lF low’s zero-footpr int ,  browser-based inter face is advanced, yet intui t ive and fami l iar,  maximiz ing the 

product iv i ty  potent ia l  of  new and exper ienced agents a l ike. I t ’s  three-paned inter face, message read and unread 

indicators,  keyboard shortcuts and r ight-c l ick menus mirror popular desktop emai l  c l ients,  fac i l i tat ing quick 

adapt ion to th is centra l i zed emai l  management system.

Enhance email  accuracy and quality

VisNet ic Mai lF low of fers a Standard Response L ibrary,  which can increase the accuracy of  agent responses to 

customer inquir ies.  This powerfu l  tool  a l lows organizat ions to share and dist r ibute the knowledge of thei r  workers,  

leveraging exper ienced agents to benef i t  new personnel whi le improving the response t imes of both. The ent i re 

standard response l ibrary may be categor ized and searched by any number of  paraments, whi le f requent ly used 

standard responses are t racked automat ical ly  per agent.

VisNet ic Mai lF low wi l l  a lso suggest appropr iate standard responses to assist  agents in locat ing accurate responses 

quick ly and easi ly.  For organizat ions with expansive standard response l ibrar ies,  th is abi l i ty  to suggest one or 

more appropr iate standard responses, based on keywords contained in the customer’s inquiry,  of fers s igni f icant 

improvements in agent accuracy and product iv i ty.  

Accuracy can also be improved by the potent ia l  for  emai l  superv is ion with in VisNet ic Mai lF low. For example, 

managers and superv isors can easi ly  rev iew the correspondence of thei r  staf f.  Agents can also escalate t ickets to a 

superv isor as needed.

Enhanced 
Customer 
Service

“Before instal l ing Visnet ic Mai lF low, our support  team was struggl ing to ef f ic ient ly   
handle support  quer ies.  V isnet ic Mai lF low has proven to be a re l iable and consistent 
solut ion. Support  agents f rom anywhere in the wor ld can easi ly  fo l low through the 
support  issues using the Visnet ic Mai l f low web inter face. The SQL database backend 
al lows for ef f ic ient report ing, fast  searches and stra ightforward administ rat ion.”

Nicholas Sciberras, GFI Software Ltd.



3

Customer Relationship Management

Build and sustain lasting relationships

Nothing makes a customer feel  less important than being shi f ted f rom agent to agent with each new emai l  they 

send, only to have to descr ibe thei r  problem anew each t ime.

With VisNet ic Mai lF low, every customer can be made to feel  l ike your most important customer. Al low your 

agents to prov ide highly personal ized attent ion to each emai l  through easy access to the customer’s ent i re 

communicat ions history.  Contact records with in the system can be customized to store any type of customer 

informat ion re levant to your organizat ion. Agents can also store pr ivate, internal-only notes for each t icket in the 

system, further improving t racking capabi l i ty.  You can even pr ior i t i ze t ickets f rom your most prof i table or t ime-

sensi t ive customers. 

VisNet ic Mai lF low al lows work to be dist r ibuted as needed, reducing emai l  over load and increasing organizat ional  

f lex ib i l ty.



4

Gain operational insights

The bui l t - in report ing capabi l i t ies of  V isNet ic Mai lF low di rect ly  support  your need for increased business 

inte l l igence. For example, superv isors can t rack how many emai ls are processed per agent or per t icketbox, or 

learn the average number of  messages per t icket.  Standard reports a lso include average response t ime, busiest 

t ime of the day, week or month and open t icket age. Report  data can also be exported for analys is with in 

th i rd-party appl icat ions. With VisNet ic Mai lF low report ing, you can ident i fy  customer serv ice t rends and tune 

operat ions for maximum performance.

Protect and secure business correspondence

VisNet ic Mai lF low prov ides centra l i zed storage for a l l  inbound and outbound emai l  sent through the system. 

T ight ly  integrated secur i ty  features al low administ rators to f ine-tune access to the VisNet ic Mai lF low system, 

protect ing cr i t ica l  business correspondence. Integrated data backup, archiv ing, and purging faci l i t ies prov ide 

insurance against data loss whi le increasing administ rat ive f lex ib i l i ty.

V isNet ic Mai lF low also of fers an opt ional  ant iv i rus plug- in,  prov id ing potent protect ion against inbound and 

outbound emai l  v i ruses. The VisNet ic Ant iV i rus Plug- in is insta l led on the VisNet ic Mai lF low server,  prov id ing 

super ior,  centra l i zed protect ion for a l l  users.   

Enabling super-service for al l

With VisNet ic Mai lF low, organizat ions can take contro l  of  emai l  customer interact ions now, and evolve thei r  

ef forts wel l  into the future. With l icense s izes ranging f rom 3 users to unl imited users,  V isNet ic Mai lF low 

empowers organizat ions of  any s ize.

Before VisNetic MailFlow, we really did not have a handle on the various email address we needed to 
monitor. The mangers really did not know, at a glance, how many emails were received to which addresses 
and how long it would take to answer them. We needed more statistics, more information and your product 
gave us that. Of every email management system we tested, MailFlow provided the “best bang for the 
buck”. The install was easy and users liked the interface immediately. At Lowrance, we move our agents 
often and using this product makes it easy--all they need is there username and password and they are up 
and running in no time. 

Ken Anderson, Lowrance Electronics, Inc. 

Gather 
Business 
Intelligence


