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HOW TALKDESK SUPPORT SOLVES CUSTOMER
NETWORK ISSUES FASTER WITH TESTRTC
TALKDESK:
The fastest growing cloud contact center solution today;
having over 1,800 customers across more than 50 countries
PRODUCT:
testRTC Network Testing
BENEFITS:
Simplify collection of network metrics
Easily engage with potential clients
Tracking issues via integration with ticketing system
Maintain brand throughout the process

The adoption of testRTC
Network Testing at Talkdesk
was really high and positive.
João Gaspar,
Global Director, Customer Service

Earlier this month, I sat down with João Gaspar, Global Director,
Customer Service at Talkdesk to understand more how they are
using the new testRTC Network Testing product. This is the first
time they’ve introduced a product that is designed for support
teams, so this was an interesting conversation for me.
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Talkdesk is the fastest growing cloud contact center solution
today. They have over 1,800 customers across more than 50
countries. João oversees the global support team at Talkdesk with
the responsibility to ensure clients are happy by offering proactive
and transparent support.
All of Talkdesk customers make use of WebRTC as part of their call
center capabilities. When call center agents open the Talkdesk
application, they can receive incoming calls or dial outgoing calls
directly from their browser, making use of WebRTC.
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WEBRTC CHALLENGES FOR CLOUD CONTACT CENTERS:

THE BIG WIN: TURNAROUND TIME:

The main challenge with cloud communication in contact centers is
finding the reason for user complaints about call quality.
Troubleshooting such scenarios to get to the root cause is very
hard, and in almost all cases, Talkdesk has found out that it is not
because of its communication infrastructure but rather due to
issues between the customer’s agent and his firewall/proxy.
Issues vary from available bandwidth and quality in their internet
connection, problems with their headphones, the machine they are
using and a slew of other areas.

testRTC’s Network Testing service doesn’t solve the client’s
problems. There is no silver bullet there. Talkdesk support still
needs to analyze the results, figure out the issues and work with
the client on them.
testRTC’s Network Testing service enables Talkdesk to quickly
understand if there are any blocking issues for clients and start
engaging with clients sooner in the process. This dramatically
reduces the turnaround time when issues are found, increasing
transparency and keeping clients happier throughout the process.

Talkdesk’s perspective and proactive focus to support means
they’re engaging with clients not only when there are issues but
through the entire cycle. For larger, enterprise deals,Talkdesk
makes network assessments and provides recommendations to
the client’s network team during the POC itself, not waiting for
quality issues to crop later on in the process.
To that end, Talkdesk used a set of multiple tools, some of them
running only on Internet Explorer and others testing network
conditions but not necessarily focused on VoIP or Talkdesk’s
communication infrastructure. It wasn’t a user friendly approach
neither to Talkdesk’s support teams nor to the client’s agents and
network team.
Talkdesk wanted a tool that provides quick analysis in a simple and
accurate manner.
ADOPTING TESTRTC’S NETWORK TESTING PRODUCT:
Talkdesk decommissioned its existing analysis tools, preferring to
use testRTC’s Network Testing product instead. With a click of a
button, the client is now able to provide detailed analysis results to
the Talkdesk support team within a minute. This enables faster
response times and less frustration to Talkdesk and Talkdesk's
customer.
Today, all of the Talkdesk teams on the field, including support,
networks and sales teams, make use of the testRTC Network
Testing service. When a Talkdesk representative at a client location
or remotely needs to understand the client’s network behavior,
they send a link to a client, asking them to click the start button.
testRTC Network Testing then conducts a set of network checks,
immediately making the results to Talkdesk’s support.

Talkdesk Network Test service in action
ON SELECTING TESTRTC:
When Talkdesk searched for an alternative to their existing
solution, they came to testRTC. They knew testRTC’s CEO through
webinars and WebRTC related posts he published independently
and via testRTC, and wanted to see if they can engage with
testRTC on such a solution.

testRTC’s Network Testing service reduces

the turnaround time for us in understanding
potential network issues with clients
João Gaspar,
Global Director, Customer Service

testRTC made a strategic decision to create a new service offering
for WebRTC support teams, working closely with Talkdesk on
defining the requirements and developing the service.

testRTC’s backend dashboard for Talkdesk
The adoption of this product in Talkdesk was really high and
positive. This is due to the simplicity and ease of use of it. For the
teams on the field, this enables to easily engage with potential
clients who haven’t signed a contract yet while investing very little
resources.
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Throughout the engagement, Talkdesk found testRTC to be very
responsive and pragmatic, making the adjustments required by
Talkdesk during and after the initial design and development
stages.
What brought confidence to Talkdesk is the stance that testRTC
took in the engagement, making it clear that for testRTC this is a
partnership and not a one-off service. For Talkdesk, this was one of
the most important aspects.
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