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1 Introduction

1.1 What is the Evolve Contact Suite Supervisor Client?

The Supervisor Client provides supervisors with actionable insight into current contact center
activity with an intuitive dashboard view. It allows contact center leaders to control and
monitor their assigned Business Processes and agent activities in real-time. It also allows
supervisors to improve their Business Processes performance and productivity by enabling
guality assurance monitoring.

The Supervisor Client allows contact center supervisors to:
° Manage agent activity.
. Monitor and manage Business Processes.
. Review agents status, activity and performance.
. Listen, coach and intervene on agent interactions.
. Manage abandoned and agent delegated calls.
o Handle interactions with the Supervisor's Agent.

These activities as well as other available activities are described in detail in this User Guide.

Note: You can access the supervisor client through Internet Explorer,
— Firefox browser with a "Microsoft .NET Framework Assistant” Add-on
installed or Google Chrome with the “ClickOnce” extension installed that
can be found in the Chrome web store.

1.2 Audience

This document is targeted at Contact Center Supervisors and Managers who will use the
Supervisor Client.

1.3 Omnichannel

As consumer technology has changed, so have expectations around how customers interact
with companies. Customers expect the ability to interact over multiple channels (email, text,
web chat, social media, calls, etc.) seamlessly. Contact centers need to deliver outstanding
customer service through omnichannel technology that empowers their agents’ success.

Many contact centers struggle with multi-channel solutions that involve multiple technology
silos that hinder customer satisfaction and management visibility. Evolve IP offers true
omnichannel technology

Evolve IP Proprietary and Confidential 6
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2 Supervisor Client Overview

The Supervisor Client may be accessed and opened using the Application site. Your
system administrator will assist you with your credentials and relevant URL to access
the Application Site.

To start the Supervisor Client:

1.  Openyour browser and enter the link (provided by your system
administrator) in the URL address bar. The Application Portal page
opens.

EVOLVE
CONTACT

. | (UTC-05:00) Caseern Time (US & ¢
Applications Customer Data Routing Data Shortcuts Installer

Evolve Contact Smte Applications

JET 4.5 15 installed on your c:-"nputer

Please verify that

Please verify that lisual C++ 2015 Redistributable (x&5) is installed on your computer
Agent Supervisor Reports
Setup Manager Wallboard Change

Password

Resource Center Contact Us

EVOLVE»:
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Figure 1: The Application Portal Page
2. If you are a first-time user, you will be required to change and confirm
your password to log into the Supervisor Client.

3.  Click the Change Password link to activate your account. The Change
Password Window opens.

Change
Password

Evolve IP Proprietary and Confidential
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Change your password

Your pazsword has expired. Please change it now.

L=zer Mame:
Old password:
Mew password:

Confirm password:

Figure 2: Change Password Window

3. Enter your User name.

Enter the original password (provided to you by your system
administrator), enter a new password and then confirm the new
password.

5.  Click OK to save the new password. A message appears indicating that
your password was successfully changed. Click ‘Close Window'.

6. Make sure the Time Zone selection located in the upper right-hand
corner of the Application Portal is properly set.

Set your time zone:

[UTC-05:00) Eastern Time (US & & ¥

If you want to change it: click the Time Zone drop-down arrow and
select the time zone in which the supervisor resides. This step is
optional, as the supervisor may also select the relevant time zone via
the Supervisor Client.

7.  Click the Supervisor Icon to launch the Supervisor Client. The
Launching Application window opens.

Evolve IP Proprietary and Confidential 8
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Supervisor

Launching Application

Werifying application requirements. This may kake a Few moments,

Figure 3: Launch Application Window

8.  Ifthis is the first time you are starting the Supervisor Client or if the
client version was updated, you may be requested to accept the
software download.

Application Run - Security Waming ==
Do you want to run this application? 3%1’
Name:

CTWareSupervisorCenter

From (Hover over the string below to see the full domain}:
app.simplyct.com

Publisher:
CTWARELTD

While applications from the Intemet can be useful, they can potentially harm your computer. If
you do not trust the source, do not run this software. More Information.

Figure 4: Application Run — Security Window

9.  Click Run to accept the software download. The Supervisor Client starts

downloading.
(1%) Downleading CTWare SupervisorCenter = o |
Downloading CTWare.SupervisorCenter "Qz,

This may take several minutes. You can use your computer to do othertasks | g
during the installation.

Name: CTWare.SupervisorCenter

=Y

From:  app.simplyct.com

n
Downloading: 358 KB of 26.6 MB

Cancel

Figure 5: Application Download Window

10. After all the application requirements have been verified, the relevant
authentication window opens, requiring you to enter a username and
password.

The application’s ‘Splash’ screen appears.

Evolve IP Proprietary and Confidential 9
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EVOLVE
CONTACT

&

SUPERVISOR

Please enter Username / Password

Figure 6: Supervisor Clients Splash Screen

- N
localhast I. 2 g
Authentication
User name: CT\demol.Supervisori = |_‘

Password: ~ essssssssl |

[ Remember my password

(o< J[ el ]

Figure 7: Authentication Dialog

11. Enter your user name and password. The Supervisor Client opens.

Evolve IP Proprietary and Confidential 10
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3 Supervisor Client Interface

The Supervisor Client provides supervisors with a real-time view of contact center resources
and activities that will support better performance and ensure the quality of service. It
enables the supervisors to monitor, manage and control the relevant ‘Business Processes’
they are in charge of.

The Supervisor Client was designed as a task-oriented user interface allowing supervisors to
manage and control multi-tasking activities. It provides each supervisor with a
comprehensive information display of all relevant agents and ‘Business Processes’. The
information is offered as a consolidated view utilizing various layouts, such as pie charts and
table views. The Supervisor Client presents supervisors with the ability to drill down and
receive detailed information for further investigation of the overall Business Process (also
referred to as a BP in this document) performances.

3.1 Main Window

The main window shows the contact center's real-time key performance indicators.

Data is automatically collected from your contact center, measuring Business Process and
agent performance, and presented graphically.

The figure below shows the Supervisor Client's main window.

2 Evolve IP - Supervisor 3 L
Hls S [ O BudnessProceses || Contats L Compoigns L Agems [ Recouings [ Delegated & Abandoned L DN ]|
“
3 Delegations 123 2o 2o 2o 2o 20 2o 20 2o 2o 20 2o 2o 20 20 t* 3
s
& Campaigns | 0 &5(0.0% o @ o000 | &5(0.0% o | @ o000l 5(0.0% o | @ o000l &5 0.0% Lo @ 0000 |45 00% o @ oo
Recordings | 57|}, (4 ) Technical Support Customer Service Billing AutoDialers SMS and Mail

[ it 2 Business Processes Monitor )

Business Process | T. | CLBKstat. | /%« Wait. Def. | /. Long.Wait.Tm. .. Intrac.InProc. .. TotlIntrac. .. Ans. .. | /i.|SL | /f. ASA | /7. Handl.ByAg “
Auto Dialers B> Active 0 00:00:00 0 0 10000 % 0

Billing P Active 0 00:00:00 10000 %

CS Skill Base B Active 0 00:00:00 10000 %

Customer Service B Active 0 00:00:00 10000 %
Data Center Tour Cam... | B Active 0

< n ]

00:00:00 100.00 %

(i & Agents Monitor

Agent /T, AssignedBP /1. 1. i Eps StTm. | 1. | Availabity | 7. BPRej. /. LstloginTm. . CurHandlTm. 0. . Tot. B Tm. |~

Agent 1 Load Test, SMS and o 00:00:00 R Offline o 00:00:00 00:00:00

Agent 10 Dial by Ext, SMS anc o 00:00:00 R Offline 00:00:00 00:00:00

o
Agent 11 Dial by Ext, SMS anc g 00:00:00 R Offline o 00:00:00 00:00:00
o

Agent 12 Dial by Ext, SMS anc. d 00:00:00 R Offline 00:00:00 00:00:00

0 Internal Phone 11:51 aM (&) a
Figure 8: Supervisor Client Main Window
The Supervisor Client has seven sections: Quick Access bar, Index Bar, Active Box,

Business Process Dashboard, Work Area Window, Supervisor Agent App Bar and
Agent Business Process Assignment.

1. Quick Access bar - Manage the display of the Dashboard, Indexes and Save any
changes made within the Supervisor Client.

Evolve IP Proprietary and Confidential 11
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Iltem Description
I’ L] Indicates no changes have been made and need to be
o saved.
E' Indicates changes have been made that need to be saved.
(ex. Changes were made to a Campaign Scheduling
parameter and must be saved to take effect)
— Arrange the order of the Business Processes on the
| aoo | Dashboard.
= | Expand or Collapse the Business Processes on the

Dashboard — When expanded Supervisors are able to see

results of the campaigns being run within each BP (ex.how

many calls reached voicemail, no answer, busy)

E| Toggle on/off to open each Index in a new window — If the
Supervisor has dual monitors they can focus on the

Business Processes and Agent Index on separate monitors.

Click this button then click on Business Process or Agents.

2. Index Bar - All available Indexes to view and monitor within the Work Area Window.

3. Active Box - Provides Supervisors a quick count of Delegations, Campaigns, and
Recordings currently active within all of the Business Processes they are responsible
for.

4. Business Process Dashboard - Real-time view of the current state of each
Business Process. This is scrollable left and right to see all Business Processes.
Hover over a specific Business Process for a quick view or click to drill into a specific
Business Process Monitor.

5. Work Area — Business Processes and all other Index options can be viewed,
monitored, and drilled into via the Work Area. Selecting an Index will open a new
view within the Work Area, dynamically changing the size of each Index view as
more are selected.

a. To drill down, select the individual agent name, Business Process, campagin
etc. found in each index.

Business Process | u'T+

Auto Dialers

Billing
6. Supervisor Agent App Bar — Provides Supervisors the capability of handling
interactions, monitoring Agents, contact center personnel and / or customers. This
has the same usage and functionality as the Agent Client.
7. Agent Business Process Assighment and Report Scheduler— Provides ability to
temporarily assign agents to a Business Process for a specific period of time and
grants access to Reporting.

Evolve IP Proprietary and Confidential 12
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3.2 Quick Access Bar

Manage the display of the Dashboard, Indexes and Save any changes made within the
Supervisor Client.

a. [ t Indicates no changes have been made and need to be saved.

)

—
Q Indicates changes have been made that need to be saved.

(ex. Changes were made to a Campaign Scheduling parameter
and must be saved to take effect)

@

o
g

Arrange the order of the Business Processes on the Dashboard.

To arrange the Business Processes on the Dashboard:

1. Click . The ‘Arrange Business Processes’ window opens.

Arrange Business Processes

Customer Service
Technical Support

Sales

Oparator
Progressive CallBack

VR

Mail

Multiple Q@

Figure 9: Arrange Business Processes Window
2.  Select a Business Process from the list and click either ‘Move Up’ or
‘Move Down’, depending on where you want the BP to appear.
3.  Click ‘OK’ to save and close the window.
Click ‘Cancel to discard any changes made and close the window.

C. @ Expand or Collapse the Business Processes on the Dashboard —
When expanded Supervisors are able to see Disposition results of Business
Processes or Campaigns

d. @ Toggle on / off to open Indexes in a new window. If the Supervisor has
dual monitors they can focus on both Business Processes and Agent Index
on separate monitors. Toggle this button on, then click on Business Process
or Agents.

3.3 Index Bar

The Index Bar allows you to view the following monitoring details in the Work Area:

Evolve IP Proprietary and Confidential 13
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° Business Processes

° Contacts

o Campaigns

° Agents

o Delegated & Abandoned
o DNC

o Recordings*

An index buttons color can change to red if there are warnings or alerts within in the BP,
Campaign or Agent counters.

[ BusinessProcesses | Contacts I Campaigns | Agents (1) | Recordings |[ Delegated & Abandoned DNC

Figure 10: Index Buttons

* The Recordings Index may or may not be visible depending on your company’s
deployment.

For more details on how to work with index buttons see section 4.

3.4 Active Box

The Active Box displays a count of active Delegations, Campaigns and Recordings*
currently active for the Business Processes the supervisor is responsible for.

Delegations 14

Campaigns | ()

Active

Recordings | 54

Figure 11: Active Box

* The Recordings Index may or may not be visible depending on your company’s
deployment.

3.4.1 Business Process Dashboard

The Business Process Dashboard is located directly under the Index Bar. The Dashboard
lets the user view the assigned Business Processes. A detailed view of the selected

Business Process is displayed in the Work Area. Hove over the Business Process to activate

a quick view chart.
The panel indicates the following per Business Process:

e

. Available Agents — agents who are currently joined to the queue and

available to take a queued interaction i.e. can accept and handle incoming

interactions or campaigns.

Evolve IP Proprietary and Confidential
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o Busy Agents S agents who are currently occupied with queue
interactions.

o Unavailable Agents a - agents who are not able to accept interactions as
they are in an unavailable state i.e. break, lunch, training, paperwork, etc.
back office mode or handling outgoing interactions.

o

. Abandoned Interactions ' — how many interactions (this only includes
inbound calls and inbound chats) were abandoned (from the time a shift
started) while they were in the Business Process queue.

o

. Waiting Interactions # — how many interactions (this only includes
inbound calls and inbound chats) are currently waiting in the Business
Process queue.

V
. Longest Waiting Time o — what is the longest waiting time of an
interaction (this only includes inbound calls and inbound chats) currently in
the Business Process queue.

‘QZ 20 20 g\j 20 20 g:‘; 20 20 gz 20’
&5 10.0%  £° |0 & 00:00 | | &510.0% | §F |0 & 00:00 || &510.0% | §F 0 @ (00:00 | || &5 (0.0% | §° |5C

4 Technical Support Customer Service Operator Ma,

Figure 12: Business Process Dashboard

The Business Process Dashboard has scrolling controls which allow you to scroll either left
or right and view other Business Processes in the panel.

4 4

Mouse-over * to move the panel left and * to move the panel right.

Mouse-over a Business Process in the Dashboard to view a chart pop-up window. The chart
provides a breakdown of agent and interaction details per Business Process by percentage.
The interaction pie chart shows interactions that arrived in the BP before entering the queue;
interactions that are currently in the BP queue and interactions that ended within the BP
(answered; abandoned; etc.).

The following interaction details are provided in the pop-up chart:

o Answered — Interactions answered by an agent. This includes both
inbound and outbound interactions.

. Abandoned — Interactions that ended in the queue and were disconnected
by the customer.

o Waiting — Interactions that are currently waiting in the queue.

o Automatically Handled — the interactions that ended while in the Business
Process flow. This includes self-service interactions, interactions that are
transferred to another BP or externally, interactions that leave a voicemail,
interactions that become a callback, etc.

. In Process — the interactions that are currently in the Business Process
flow and are not currently waiting in the queue.

Evolve IP Proprietary and Confidential 15
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(=

Evolve IP - Supervisor 5 - simplyWISE
1 [im][5)[__ BusinessProcesses | Contacts |[___ Campaigns | AgemtsG) ][ Recordings |_Delegated & Abandoned | DNC

Delegal\onszz‘gg 2o 2 21 2o 2o 2o 2o 2o 351 - 3 2 ) 2o
Campaigns | 0 &B500% &0 @ o000 | &5 00% o | @oooo | &50.0% o @ o000 | &50.0% & o | @ o000 | &5(0.0% &0

Recordings 53

Technical Support Customer Service Billing AutoDialers SMS and Mail

[ O Business Processes Monitor § Customer Service x|
Business Process CLEK stat Wait. Wait. W Avisble  100% W Answered 25% (| |E.] % Abd. s AsA Handl. By Ag *
Auto Dialers B Active 0 0 I susy 0% B 2bandoned 0% 000% 000% 0 0
Billing B Active 0 2 W Unsuailable 0% [ waiting 0% 0.00% 000% 0 0 El
C5 Skill Base P Active 0 0 W Avtomatically Handled 0% 000% 000% |0 0

5 W 1 Process 5%
Customer Service B Active 0 0 000% 000% 6 1
Load Test B Active 0 0 000% 000% 0 0 -
4 m | »

Figure 13: Business Process Pop-Up Chart

3.5 Work Area

The Work Area is composed of dynamic panes displayed in accordance with the tabs
selected on in the Index Bar. The panes automatically re-arrange to fit multiple indexes into
the Work Area.

For example, when you click the Business Process index, a list of all Business Processes
are displayed in the Work Area. To view more details on a specific BP, click the relevant BP
name to drill down in to it.

The Work Area can display Business Process, Campaigns, Agents, Delegated and

Abandoned, DNC, and Contacts. You can close a panel from the Work Area by clicking x
at the top right corner of each panel.

3.5.1 Dynamic Panes

Information is displayed in the Work Area within dynamic panes.

EIP Sales - Yehuda - Evolve Conta o = TE
mﬁlgll—:m‘.mw.. |_ ontacts l— mpaigns ]—;-,m [— ecordings [-mmmwwm-'—mr—l

Delegations 28 | @ 0 2o 2o 2 30 2o 22 2o 2o 20 2o 2o
Campaigns | 2 (il 45 0.0% %" 0 @ oocoo 4500% o @ oocoo | 4500% o @ oocoo 4500% Lo | @ oocoo

Recordings | 16

Customer Service Sales Auto Dialer Technical Support

| i O Business Processes Monitor ) || O Agents Monitor » X

Business Processes Visible: 4 Totak: 4 Supervised Agents Visible: 16 Total: 15

Business Process CLBK stat. Wait. Wait. Def. Long. Wait. Tm. ', Intrac *
Auto Dialer B Active 0 0 00:00:00 [
Customer Service B Active

Agent Assigned 8P State | /0o | CLA Elps. 5t. Tm. Availabilty Miss. *
[<31 Aute Dialer, Custome Basic 00:00:00 & Offline 0 EI

0 0 00:00:00 0 Auto Dialer, Custome Basic 00:00:00 2 Offline 0
Sales B> Active J o OU0000 0 Auto Dialer, Custome Basic 000000 2 Offline 0
Technical Support B Active 0 0 00:00:00 ]
Sales Basic 00:00:00 2 Offline 0

L E—TT—

[ i O pelegated Interactions Monitor

Delegated Interactions List A Visible: 28 Total: 28

Initiator Delegate Details Converser | .t | Interaction Type Business Process Campaign Entry Time Remarks Last State | %« | Customer ID

@ sales1 Need your input on this | 8562969364 & Incoming Telephony ¥ Sales 12/20/201710:332 1Remarks v Delegated T..

=

Waiting time: 111 sec. be
¥ Sales Agents in state Break: Sal Rich Fox (fox@eve & Incoming Chat &F Sales 1/22/2018 1:47:32 | 1 Remarks = @ Abandoned
Interaction Demands: VIF

Waiting time: 180 sec. be R
& Sales Agents in state Break: Sal Rich Fox (rfox@evc |+ Incoming Chat & Sales 1/22/2018 206241 1Remarks  * @ Abandoned

® By D intemal vorp phone 1047 aM (&

5:‘ D interal Phone 11:11 AM {

Figure 14: Work Area displaying several Dynamic Panes

Evolve IP Proprietary and Confidential 16



EVOLVE»

THE CLOUD COMPANY Supervisor User Guide

Navigating Up in a Pane

By clicking & in one of the panels takes you back to the main index view. The arrow icon is
disabled until you zoom in on the relevant panel.

Using Breadcrumb Trail Feature

The Breadcrumbs Trail allows you to quickly navigate between similar entities in the Index
hierarchy.

_

iﬁ :_: Business Processes Monitor | ¢ Technical Support

Al B ciness Processes Performance Callback Performance Callback Timing

&F Customer Service

&¥ Progressive CallBack

i* Sales
0| ¥ Technical Support 0

Figure 15: Breadcrumbs

The figure above shows how to navigate vertically through entities of the same index
hierarchy e.g. Business Processes.

Example - Clicking on a different BP will take you to the same view as the current BP being
monitored.

Drilling Down

Drilling down on information within the Work Area allows you to view specific metrics. You
can use the following drill down methods:

o Right-click fields that appear in blue and are underlined.

A_g;n+1 | momsmdl Tomimd E
Q Agent 1
Age| -
e =, FoomIn
A Diad e Age| i, Reset Passwaord
uto Dialass
Billi 4F AutoDialers Age| @ Start Record
illing —
CS Sk :i-’j"\a Zoom In © Start Coach
St an W Stop Callbacks (D Start Intervene
-
Load Ti F'J Reset Shift E @ Start Listen

Figure 16: Agent and BP Drill Down Options

. Click the Key Performance Indicator drill down button (E] - this icon
appear alongside a bolded field value).

Evolve IP Proprietary and Confidential 17
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Ans. 1. Abd. 1. %Abd. 1. SL
0 0 0.00 3% 0.0
0 Hl 0 0.00 32 0.0
0 Billing X
< Total Answered @

0

b Incoming 0
b Outgoing External | 0 L
= - E
i Outgoing Internal | 0 F

i Callback Q

i Campaign 0

Q

W Transferred

d [ W& Telephony
i Fax

4 |l E-mail

W Chat

[=1 L= ) ]

Figure 17: Key Performance Indicator drill down button

. Use the drill down short-cut menu.

1.  Click the Agent index button ( .7 ). All available agents
appear in the Work Area.

2. Right-click on the agent you want to drill down on. An options menu
opens.

3. Click Zoom In.

4+ 1 lLomel Toet g

Q Agent 1

@, ZoomIn

(o Reset Password

=
&
1]
3
]
o
£
(]
o
1l

Figure 18: Zoom In Shortcut Menu
Investigating Real Time Key Performance Indicators (KPI)
. To investigate a Real Time KPI

1. Locate the KPI field, which appears in bold.

.Curr. Handl. = _
g g

Figure 19: Bold Field Value — Drill down

Evolve IP Proprietary and Confidential 18
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2. Click D The data dimensions pop-up window will open. The
information shown in this window depends on the relevant counter. For
example, if you are viewing BP metrics, the information is displayed per
BP; if you are viewing agent metrics, the information includes BPs,
interaction types and media.

Jenny x

Total Answered As Consult E

Business Processes

Technical Support * +F Customer Service 0
& Mail a]
&’
Average Answer Time S yo— -
L # Sales 0
gy ~* Technical Suppart | 0
W+ Incoming 00:00:00 Grigin
¢ Outgoing External | 00:00:00 B Tncoming o
e+ Outgoing Internal | 00:00:00 o Outgoing Extemal| 0
e+ Callback 00:00:00 Jenny |+ Outgaing Internal | ©
o -
e+ Campaign 00:00:00 W Callback 0
[ Transferred 00:00:00 Total Outgoing Private |z| | Campaign o
| Transferred 0
Media Media edia
|+ Telephony 00:00:00 e+ Telephony] 0 g m— 5
o Fax 00:00:00 e+ Fax 0 B Fax 2
e Email 00:00:00 e Email 0 g 0
e Chat 00:00:00 b Chat d o Chat 0
—

Figure 20: Data dimensions pop-up windows

Business Processes and other Index options can be viewed, monitored, and drilled into via
the Work Area. Selecting an Index will open a new view within the Work Area, dynamically
changing the size of each Index view as more are selected.

Viewing Business Processes

Business Processes can be viewed via the Work Area by clicking on the Business Process
Index in the Index Bar. Initially all BPs are displayed. Selecting a specific Business Process
allows supervisors to drill down and view real-time statistics on that BP.

ik [ Business Processes Monitor b &F Technical Support X

Agents Performance || Interaction Performance | Callback Performance | Callback Timing | Current Interactions <>

00:00:00 00:00:00

B Availsble  100%
& susy 0%
B uneilsble 0%

Figure 21: Business Process Details in Work Area
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For more details on how to work with Business Processes, see section 4.2.

3.5.2 Open Indexes in Separate Monitors

Within the Quick acces bar, the Toggle Icon allows Supervisors with Dual monitors
to open individual Indexes into separate windows. They can focus on the Business
Processes and Agent Index on separate monitors.

Click the toggle icon and then select the Index you would like to monitor in a
separate window.

EIP Sales - Yehuda - Evolve Contact Supervisor

H (i) ] [ ][ Business Processes ]| Contacts I Campalgns | Agems |

3.5.3 Title Bar
Title Bars can be found when opening indexes (Business Processes, Campaigns, Agents,
Recordings*, DNC, Delegated & Abandoned and Contacts), in the Supervisor Client.

A Title Bar can be idle or active. By default, they appear as idle, displaying the number of
visible objects on the screen as well as the total number of objects altogether.

The Title Bar automatically becomes active when you mouse over it.

Note: The number of visible objects on the screen and the total
number of objects altogether change depending on the sort and filter
criteria entered.

Example: Your contact center has a total of 20 agents defined in the
system and you want to filter out all agents except those that are
currently available (and there are 10 currently available, out of the
20 agents defined in the system), the numbers displayed would be
10/20 (visible object/total number of objects).

The Title Bar automatically becomes active when you mouse over a pane within the Work
Area. The Title Bar color is dark gray when active and light gray when idle.

| & £ Business Processes Monitor b X

Business Process | /T. | CLBKstat .. TotIntrac. . . Wait. . '. Wait.Def. | .. Long.Wait. Tl . Intrac.InProc. .~ . Ans. . . Abd. '. %Abd. i. SL | /i. ASA | .'. Intrac.Handl *
Auto Dislers P Active 0 0 0 00:00:00 0 0 0 0.00% 000% 0 0
[Biing B Active 0 0 0 00:00:00 0 0 [ 000% 000% 0 0 E
€S Skill_Base P Active 0 0 0 00:00:00 0 0 0 0.00% 000% 0 0
Customer Service P Active 0 0 0 00:00:00 0 0 0 0.00% 000% 0 0
Load Test P Active 0 0 [ 00:00:00 0 0 0 0.00% 000% 0 0

o n ] Idle Title Bar

Figure 22: Idle Title Bar
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'I () Campaigns Monitor X |‘
p—— i (B[R]

Campaign Name | t, Type 0, AssignedBP 1, Status | 1. Camﬁol. /1. | Proc.

|New Campaign Progres..  Progressive CallBack 9 Active :l/ 1

Active Title Bar

Figure 23: Active Title Bar

When the Title Bar is active, the following action can be performed:

. Column Selector — arrange and organize columns to appear in any order
(for more detalls see section 3.5.3.1).

o Row Selector Feature - select an entire row by clicking anywhere within the
white area of a cell row. A blue border appears around the selected row
making it visible when scrolling to the left or right of the page.

3.5.3.1 Column Selector Feature

The column selector button is found at the top right corner of the ‘Title Bar’. It allows you to

arrange your columns (Key Performance Indicators) in any which order you prefer e.g. if you
want the ‘Avg. Handle. Tm’ KPI in the Agent Index to appear first, you would use the Column
Selector button to do so. You can also remove the KPIs that you don’t want displayed in the

columns by clearing the check box.

e To use the column selector feature

1. Click: &Y . The Column Selector window opens, displaying a list of all
KPIs in the specified index.

Select Columns For Agents
] s ~

7| assigned 8P

[ Elps. mode Time

| Login Status
| Curr. Handl.
v| BP Ans.

| Miss.

v| Lst. Login Tm.
| Avg. Handl. Tm
| Tot. Ans.

| Login Tm.

| Tot. Brk, Tm.

/| Not Ready Tm. b

Figure 24: Column Selector Window

2.  Click on aKPlin the list (e.g. Elapsed Mode Time).
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3. Click to move the specified KPI down one (e.g. the Elapsed.
Mode Time KPI you selected will now appear after the Login Status

Select Columns For Agents
] o -
[¥] Assigned 8P
g
=
]
=
[+]
=
[
=
[¥] Lagin Tm.
[¥] Tot. Brk. Tm.
| Nat Ready Tm. i

Figure 25: Column Selector Window

4.  Click to move the selected KPI up.
5.  Click to save changes and close the Column Selector window.
6. Click to close the window without saving.

3.5.3.2 Sort and Filter Feature

Use the Sort feature to sort the view in a different order (e.g. ascending and descending —
numerically and alphabetically) or the Filter feature to see only the records that match certain
criteria.

You can apply one sort and multiple filters when viewing Agents, BP, Campaign,
Recordings, Contacts, DNC, and Abandoned & Delegated indexes.

Sorting

A sort can be performed only on one column at a time, sorting another column cancels the
previous sort.

e To use the sort feature

1.  Hove over' ‘= the filter / sort and a pop-up menu is displayed.

&

Arrange rows

Apoly Sort
Defing Filker

Figure 26: Sort Filter Pop-up Menu

- Note: When no sort has been applied to a column, the arrow in the
sort/filter icon will appear gray.
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2. Click Aoolv 5ot | the arrow in the sort/filter icon turns green and points

upwards (=) indicating it has been activated and is sorting in
ascending order.

3. Mouse-over ‘= and select Apoly St again, and the records in the
column will be sorted in descending order. The arrow in the sort/ffilter

icon now points downwards (%= ).
Filtering

Use the Filter to find specific data. The system will present only matching results.

The filter feature filters the data according to the records that are specific to each column
(e.g. If you are filtering through the records in the ‘State’ column, a list of all the available
states will be displayed allowing you to select the relevant agent states).

e To use the filter feature

1. Mouse-over | “ = the filter / sort pop-up menu is displayed (See Figure
24 above).

2.  Click Definsfilter ' the relevant filter widow opens.

( Filter enabled

3.  Select the ‘Filter enabled’ checkbox ) to enable the

filtering feature.
Select the data that you want filtered from the list.
5.  Clear the relevant checkbox to deselect the specific record from being

filtered.
o Note: When no filter has been applied to a column, " will appear
’ gray. When a filter has been applied its color changes to green (
).

Filtering Options

A filter may be applied based on a number of parameters:

. Text —filters and presents data based on the text entered (e.g. added
Agent name).

o Values —filters and presents data based on selected values in a list of
available values (e.g. Agent State).

. Quantity — filters and presents data based on a range of values entered
(less than or equal to and greater than or equal to).

o Alerts — filters and presents data according to the selected alert levels.
. Normal — all records matching the range are displayed.

. Warning — only the records with a warning or alert value are
displayed.

° Alert — only records with an alert value are displayed.
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. Active Time — filters and presents data based only on alert levels (e.g.
Elapsed Agent State Time).

Static Time —filters and presents data based on a date/time range (e.qg.
Campaign Start Time).

To filter records based on text

1. Mouse-over | “ = the filter / sort pop-up menu is displayed.

2. Click Definefilter the text filter widow opens.

Filter Supervised Agents by CLA

Filter enabled
Enter text:
Ea s.icl
| QK Cancel

Figure 27: Text Filter Window

3.  Select the ‘Filter enabled’ checkbox to enable the filtering feature.

Type in the relevant text that you want filtered in the ‘Enter text’ field.

5.  Click to apply the filter. The filter icon color changes from gray
to green indicating that it has been enabled.

Click to ignore the filter command you just defined.

To de-activate the filter, clear the ‘Filter Enabled’ checkbox and click
OK.

To filter records based on values entered

1. Mouse-over | “ = the filter / sort pop-up menu is displayed.

2. Click Definefilter tha yalue filter widow opens.
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Filter Supervised Agents by 5tate

— [] Filter enabled

|| Backoffice- Administrative “ I
Break E|
Busy

| Dialing

[C] Handling- Cutgeing Interactions
| No Answer

Figure 28: Value Filter Window

3. Select the ‘Filter enabled’ checkbox to enable the filtering feature.

Select the relevant value(s) from list of available values. For example, if
you are filtering the different Agent States available and you select the
‘Busy’ check box, only those agents who are currently in a busy state
will be displayed.

5. Click to perform the filter. The filter icon color changes from
gray to green indicating that it has been activated.

Click to ignore the filter command you just defined.

To de-activate the filter, clear the ‘Filter Enabled’ checkbox and click
OK.

To filter records based on quantities entered

1. Mouse-over | “ "= the filter / sort pop-up menu is displayed.

2. Click Lefirsfilter  the quantities filter widow opens.

Filter Business Processes by Avg. Agn. Handl. Tm.
Filter enabled

00:00:00 | = Awg. Agn. Handl. Tm. = | 12:00:00

Minimal Alert Level [Ncn‘nal x ]

] |

Figure 29: Quantity Filter Window

Select the ‘Filter enabled’ checkbox to enable the filtering feature.
Enter a numeric value in the less than and equal to text box.
Enter a numeric value in the greater than and equal to text box.

o gk~ w

Select either ‘Normal’, ‘Warning’, or ‘Alert’ from the ‘Minimal Alert Level’
drop-down list.
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7.

To filter

To filter

1
2.
3.
4

Click to perform the filter. The filter icon color changes from
gray to green indicating that it has been activated.

Click to ignore the filter command you just defined.

To de-activate the filter, clear the ‘Filter Enabled’ checkbox and click
OK.

records based on alerts entered

Mouse-over | “ = the filter / sort pop-up menu is displayed.

Click DefineFiter the glerts filter widow opens.

Filter Supervised Agents by Elps. 5t. Tm.

— [¥] Filter enabled

00:00:30 | = Elps. St.Tm. =  00:10:00

Minimal Alert Level | Warning & |
OK | Cancel |

Figure 30: Alerts Filter Window

Select the ‘Filter enabled’ checkbox to enable the filtering feature.

Select either ‘Normal’, ‘Warning’, or ‘Alert’ from the ‘Minimal Alert Level
drop-down list.

Click to perform the filter. The filter icon color changes from
gray to green indicating that it has been activated.

Click to ignore the filter command you just defined.

To de-activate the filter, clear the ‘Filter Enabled’ checkbox and click
OK.

records based on alert time entered

Mouse-over ‘= the filter / sort pop-up menu is displayed.

Click DefineFilter the active time filter widow opens.
Select the ‘Filter enabled’ checkbox to enable the filtering feature.

Select either ‘Normal’, ‘Warning’, or ‘Alert’ from the ‘Minimal Alert Level
drop-down list.

Click to perform the filter. The filter icon color changes from
gray to green indicating that it has been activated.

Click to ignore the filter command you just defined.

To de-activate the filter, clear the ‘Filter Enabled’ checkbox and click
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OK.

To filter records based on static time entered

Filtering records based on static time entered is only available for date/time
fields like “Last Login Time.”

1. Mouse-over

"'~ | the filter / sort pop-up menu is displayed.

3.6

Click Define Filter ' the static time filter widow opens.

— |#|Filter enabled

Date 9/7/2010 ~ Date 9f7/2010 ~
=< Lst. Login Tm. =
Time - Time -

Minimal Alert Lavel | Normal v

Figure 31: Static Time Filter Window

Select the ‘Filter enabled’ checkbox to enable the filtering feature.

Select the less than and equal to date and time value from the date and
time drop-down list.

Select the greater than and equal to date and time value from the date
and time drop-down list.

Select either ‘Normal’, ‘Warning’, or ‘Alert’ from the ‘Minimal Alert Level
drop-down list.

Click to perform the filter. The filter icon color changes from
gray to green indicating that it has been activated.

Click to ignore the filter command you just defined.

To de-activate the filter, clear the ‘Filter Enabled’ checkbox and click
OK.

Supervisor Agent App Bar

The Supervisor Agent App Bar lets you engage with your agents, contact center personnel
and / or customers. It has the same functionality as the Agent Client.

The Agent App Bar stores relevant contacts such as agents, supervisors, external contacts
as well as channel and Business Process entities.

The Phonebook displays the availability status of agents, supervisors, and non-contact
center users within the organization. In order to see the phonebook, you must be logged in
and in an available state.
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Internal Phone  3:09 PM 13

Figure 32: Supervisor Agent App Bar (bottom of window)

Quick Access Commands

The Supervisor Agent App Bar contains the Information Interaction Bar which provides
details about the current interaction:

ﬂ - The media type icon changes based upon the interaction type (call, chat, email, etc.)

- The number or name of the person that contacted you or vice versa
- The interaction handling time

. - The quick access command button is displayed when the information panel is closed.
It provides Supervisors with a quick access button that will perform a relevant command (in
this case, the close/end interaction command is displayed)Provides Supervisors with a quick
access button that will perform a certain relevant command (in this case the command is to
close/end the interaction).

Internal Phone  3:25 PM 13

Most probable follow
up command

Figure 33: Supervisor Agent App Bar (bottom of window)

The Interaction Information Bar background color changes to green or black depending on
the command performed.

If the Interaction Panel is closed, open it by left-clicking the Interaction Information Bar.

The Interaction Information Bar may display more than one interaction at a time, depending
on how many interactions you are allowed to handle simultaneously.
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3.6.2 Selecting a Phone Number to take calls on

This is the phone number that a Supervisor will use when placing and receiving calls. The
number selected can be either their Internal Phone Number, a Predefined number (these
numbers are added in the Setup portal), or an Ad Hoc number. SeIectinE a Supervisor

Phone Number may only be done when the Supervisor is in Offline mode.

e To select a supervisor’'s phone number

1. Click on the right side of the Agent App Bar. The Select
Telephony Terminal window opens. Depending on what was previously
defined, the ad-hoc / predefined number may appear instead of ‘Internal
Phone’.

Select Telephony Terminal

0!

]
®' - supervisor ; Internal Phone JEz0N ML
i

|Click to select other telephon

Figure 34: Select Terminal Number

Note: If an Internal Phone number has been defined and setup as the

. .
default number to be used, you will see - instead of a

number. Using the ‘Internal Phone’ options activates the Speaker and
Volume buttons.

If the Supervisor’s client has been setup with an Ad Hoc or Predefined
number and set as the default number to be used within the Setup

Portal, the number that was defined (e.g. will appear on the
right of the Supervisor's Agent App Bar.

Internal Phone will always be the default setting.
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Select Telephony Terminal

BladkHole SV

.

[ cancel |

Figure 35: Select Telephony Terminal Window

Perform either one of the following:

Select the ‘Intemal Phone’ radio button to set your intermal
telephone extension. The ‘Speaker’ and ‘Microphone’ button
appears on the Supervisor's Agent App Bar (See section 3.6.3
for more details).

Select the ‘Predefined’ radio button if you want to select a terminal
number that was already defined in the system, from a list of numbers.
A list of terminal numbers previously defined during provisioning will
appear in the drop-down list.

Select the ‘Ad Hoc’ radio button, if you want to enter a random
terminal number that was not defined during provisioning. Enter the
relevant terminal number in the text box.

10. Click to save your entry. The terminal number will appear on
the far right of the Supervisor Agent App Bar.

11. Click to clear your entry.

3.6.2 Using the DTMF Touch Tone pad

When using the Internal Phone, you must connect headphones to your PC. During
an active call the DTMF Touch Tone button appears. Clicking this button opens the
DTMF Touch Tone Pad, which allows you to send Dual Tone Multi-Frequency
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signals (DTMF). You may also use your keyboard numbers (0-9, # and *) to send

DTMF signals.

| /i. Trans.QutExt. . Trans. Off ¥
0

0
0
0
0

| & O Agents Monitor »

Agent Assigned BP Statq

Agent 1 Load Test, SMS and

Agent 10 Dial by Ext, SMS anc
Agent 11 Dial by Ext, SMS anc

Agent 12 Dial by Ext, SMS anc

State
Type
Customer
Entry Time
Origin
Destination
Business Process
Demands
Waiting Time
1]
. No.. No.

pts
F B Neoo

___ie

tus

. N. . |
it

State ‘Ha

Type |Out. External Telephony|
Customer
Entry Time
Origin
Destination
Business Process
Demands
Waiting Time
Remarks ‘ 0 Remarks
Links (
Previous Attempts | Previous Attempts ~ |
Disposition Code ‘ 3 |
Completion Status | Handled -

Add To DNC List | No M

Telephony Sessions ————————————— ~

[S’upem’sor 1
7172018677

[Technical Support
—
00:00:00

[0 Remarks .
—
|0 Previous Attempts ~ |
|_

Handled

|.. No

Telephony Sessions

& 7172018677 00:02:03

Figure 37: DTMF Touch Tone Pad Open
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3.6.3 Adjusting the Speaker and Microphone Button

The speaker and microphone button appears on the left side of the Supervisor's Agent App
Bar. They become active only when the ‘Internal Phone’ is used.

’Q\ - Supervisor | £ '| e '3 O Internal Vol Phone 10047 AM _

Speaker and Microphone Button

Figure 38: Speaker and Microphone Button

e To adjust your speaker and microphone volume

1. Mouse-over the speaker and microphone button to view a tooltip, which
indicates their volume percentage.

(&)
Speakers: 100 %
Figure 39: Speaker and Microphone Volume Percentage Tooltip

2. Click the speaker and microphone button, a pop-up slider appears

allowing you to adjust the speaker and microphone volume. Drag the
slider up to increase volume or down to decrease volume.

V' - Supervisorl | & ~| OO reenavarrone 10720 @)

LI

Figure 40: Speaker and Microphone Volume Popup Slider

3. Drag the sliders all the way to the bottom to mute both the speakers
and microphone.
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V' - Supervisorl m (&~ 9 ﬁj Internal VolP Phone  10:47 AM (2)

Figure 41: Mute Speaker and Microphone Volume on Popup Slider

3.6.3.1 Selecting Audio Devices

You can define which speaker and microphone device to use, by clicking the settings icon
found in the Speaker and Microphone popup slider. The system automatically selects the
audio devices. If other devices are available, you can change the selected speaker or
microphone by choosing a device from the drop-down list.

e To select speaker and microphone audio devices

1. Click . The Select Audio Devices window opens.

Salect Audio Devices

Figure 42: Select Audio Devices Window
2.  Select the speaker or microphone you want to use from the drop-down
list.

3.  Click OK to save your selection and exit the ‘Select Audio Devices’
window.

4.  Click Cancel to discard changes.
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3.6.4 Using the App Bar

1.  Select one of the Supervisor States (except for Offline).

2.  Contacts - Click &
automatically displayed.

2 to open the Phonebook. The contacts tab is

e The Contacts tab displays the different agent/supervisor availability
modes (e.g., supervisors, agents, Enterprise Directory, Business
Entities Business Processes and Channel)..

. . .
- contact is currently in ready

O v sal . .
- contact is currently offline

The Phonebook allows you to search contacts, dial and email contacts
as well as chat with agents and supervisors.

3.  Enter a name in the filter box to search for a contact. The system filters
the information entered, presenting only the results that match.

4, Click X to clear the filter.

-

Business Process |® Customer Service

®rcs3

¥ *Salesa

®Chat # Telephony
¥ *tsalesa

®Chat # Telephony
® * sales 3

@ ¢ sales 4

® »salesg

Evolve IP Support
# Work Phone

L Lontacte “H Eml
Figure 43: Supervisor Agent App Bar Phonebook (Contacts Tab)

5.  Click one of the interaction types available (Chat, Email, or Telephony)
to interact with the relevant agent or Business Process.

6.  Select the relevant BP from the drop-down list.
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7.  Dial Tab - You may use the Dial Pad to enter a phone number and
place a call.

o Select the Dial tab at the bottom of the panel
o Select the relevant Business Process

o Use the Dial Tab to enter a phone number, use your keyboard,
or paste a number

o Click to place the call.

Business Process |& Customer Service

Contacts - Dial] Email

Figure 44: Supervisor Phonebook (Dial Tab)

8. Email Tab - The Email tab allows you to send an outgoing email from a
specific business process.

e Selecting the creating option, will create a new email interaction and
allowing you to enter in all the relevant contact information for the party
you are trying to reach.
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Business Process[§ Sales ]
L) Create |

Contacts | | Dial | goucily

State :Hand\ing

Customer

Entry Time (2/8/2018 92026 AM |

Origin

Destination

Business Process

Demands

Waiting Time

Remarks

Links

Previous Attempts rD Previous Attempts
A Disposition Code [

Completion Status rHand\ed

AddToDNCList  |No

00:00:55 %

Type :Ou External Mail

g
4 Cut M Unde | | SegoeUl
- E3Copy ©Redo | gl £ | 1
251 X Clear SelectAll Paragraph
Edit Font

From: ecsdemosales@evolveip.net 2/8/2018 9:20:27 AM

efox@gmail.com

Subject. Recent Inquiry

Insert: || Attachment

Dear Elizabeth,

Thank you for your recent inquiry about our Contact Center products. |=
I would be happy to setup a demo with you. Would this Friday at
2pm est work for you?

Sincerely,
Rich

Figure 44b: Supervisor Modes

9. Click E to close the Phonebook

3.6.5 Supervisor Modes

By selecting a state, the system knows how to interpret what the supervisor is currently

doing.

The following states exist:

Icon

State

Offline

Break

Back Office

Handle Outgoing

Ready

SERROE

No Answer (assigned by the system when an
Agent or Supervisor does not answer

interactions)

To change the Supervisor's state, click B and select the relevant state from the menu that

opens.
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7

- Supervisor
@ Offline

E:" Break

- :

B Backoffice

Handle Outgoing

Figure 45: Supervisor Modes

3.7 Interact with Agents

Supervisors may perform quality assurance, training, and monitoring activities on any of the
agents to improve Business Process performance and increase agent efficiency.

The following commands are available:

Record

Coach

Intervene

Listen

Retrieve

Reset Password

Change Agent State

Change Agent Load Allowance
Close All Interactions

Hang up Interaction

To see the shortcut menu displaying the different commands, right-click an agent's name in
the Agent Work Area or within the Current Interactions of a Business Process:

L4

2 Fugl;ent '1"

@ ZoomIn

& Reset Password

.
Wl
L
5T}
=1
oy
o)
a1}
i
o

Figure 46a: Supervisor (Right-click) Command Menus
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[ # L Business Processes Monitor p F Technical Support

X
| Agents Performance | Interaction Performance | Callback Performance | Callback Timing | Callback Search | Current Interactions | ﬂ[)

Current Interactions

Agent Remate Pty c@ Media Entry Time Current State State Time Waiting Time Total Waiting Duration Interaction Type System DID Assigned To | /1. *

Agent 2 ®S|m e Telephany 301 PM 5 Handling 00:00:28 00:00:00 00:00:12 The in[fnécln:gré irsl;prmné R isﬁéazg:‘}eg;%ly bei;]eéhnim\ Support
@s:mcg&mh coached by the Supervisor, with the
(D) start ntervene coach time.
@ Start Listen
@9 Hangup Interaction

Figure 46b: Supervisor (Right-click) Command Menus

3.7.1 Coach

The Coach command is used for training and support purposes for phone calls only. You
might use this command to assist agents with complicated or problematig.iRteractians aaf®kbeing
training new agents. Once executed, you will be able to view, hear and&%q?mémgtggggﬂ?ﬁ‘;:;d
without alerting the customer. handled

To use the Coach command

1. Choose which agent to '‘Coach' and right-click their name in the Work Area. A
pop-up menu displays the available commands.

2. Click @m“ Coach  An interaction window opens on theﬁﬁﬁhervisor's App
Bar indicating the Coach command is in progress and thecagent may be
coached/ trained.

o
3. The Coach command icon changes to .

CI ==
]

£ 7172018677 00:00:38

State | Handling |
Type [Out External Telephony]
Customer | l
Entry Time (2/8/2018 92613 AM |
Origin (sales 2

Destination | 7172018677

Business Process [Sales

Demands

Waiting Time

Remarks

Links [

Previous Attempts. | 0 Previgus Attempts ~

4 Disposition Codz i'—
Telepbheay Sessions

(M Sales2 * (1) (B

Figure 47: Supervisor Coach Command
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4. Right-click the agent's name in the Work Area and click @ to stop coaching.
The Coach command is terminated and the interaction window disappears
from the Supervisor's App Bar.

— Note: If Consult or Hold is used while coaching an agent, the agent
will not hear waiting music.

Scenarios:

o The agent handles two voice interactions (one is on "Hold") — you will be
able to see and coach both voice interactions and to hear and coach the
active interaction.

. The agent switches between voice interactions — you will always hear and
be able to coach the active one.

. You choose to coach another agent - the coach activity on the previous
agent is stopped automatically, and you start coaching the newly selected
agent and their interaction.
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3.7.2 Intervene

This command allows you to join an interaction. Once this command is executed, all three
parties (customer, agent, and supervisor) are engaged in a conference call.

+ | Note: If you decide to Intervene another agent’s interaction while
= | currently “intervening” on another agent - the Intervene command on
the previous agent is stopped automatically, and the Intervene
command is started on the newly selected agent’s interaction.

To use the Intervene command

1. To Intervene on an Agent’s call, right-click on their name in the Work
Area. A pop-up menu displays the available commands.

2 Click (DStart Intervene

. An interaction window opens on the Supervisor's

App Bar indicating that the Intervene command is in progress and you

are now part of the interaction.

The Intervene command icon changes to m on the Supervisor’'s App

Bar.

(=

£ 7172018677 00:00:14

State | Handling |

Type |Out. External Telephony|

Customer | |
Click to -
stop the wee | Entry Time |2f8;’20 18 9:42:06 AM

Intervene

Origin |Sales 2
Destination 7172018677

Business Process |Sales

Waiting Time |00:00:00

Remarks | 0 Remarks v
Links | "]
Previous Attempts | 0 Previzus Attempts ~

|
|
|
Demands | |
|
|
N
ttempts - |
|

A4 Disposition Codz |'_

Telepheay Sessions ———————————— ~

0 Sales2 * (1) O

Figure 48: Supervisor Intervene Command

The interaction that is currently being
coached by the Supervisor, with the
coach time.

Indicates how long the agent has been
handling the interaction

Indicates the current command being
performed, name of the agent and
total number of interactions being
handled

Click to
stop the
Intervene

3. Click m to stop the Intervene command. The Intervene command is
terminated and the interaction window disappears from the Supervisor's

App Bar.
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3 Note: If an agent is busy handling more than one interaction, the
— intervened interaction appears with a green background (indicating an
active voice interaction), while the others appear with a red
background.

3.7.3 Listen

This command is used to silent monitor an agent’s call or web chat. When selected, you will
hear and/or view the agent interaction.

i

Note: The agent is unaware they are being listened to.

Scenarios:

. The agent handles two chat sessions and two voice interactions (one is on
"Hold") — you will be able to see both chat sessions and hear the active
interaction.

o The agent switches between voice interactions - you will always hear the
active one.

o The agent transfers one of the interactions — if you would like to follow the
transferred interaction you'll need to perform a "Listen" on the other agent
that the interaction was transferred to.

To use the Listen command

1. Choose which agent you want to 'Listen’ to and right-click their name in
the Monitoring View area. A pop-up menu displays the available
commands.

Jespic= Cuctamer Seqvice

Jessica

Joh k% E—— zive CallBack

Mai @ Start Record  sive CallBack
Start Coach

Pay sive CallBack
{D Start Intervens
Sar @ Start Listen  sive CallBack

Figure 49: Selecting the Listen Command

2. Click (SSEISEIN . inieraction window opens on the Supervisor's
App Bar indicating that the Listen command is in progress and you are
able to hear the interaction.

The Listen command icon changes to .
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Click to
stop the
Intervene

'.. Sales2 00:00:03 =
e ——————————————————————

£ 7172018677 00:01:07

State [Endllng

Type |D External Telepho y‘
Customer | ‘
Entry Time |2f3,"2{118 9:26:13 AM
Origin |Sales 2

Destination [?1?20186??

Business Process [Sales

Demands |

Remarks | 0 Remarks -
Links |
Previous Attempts | 0 Previous Attempts ~

|

|

|

|

| )

Waiting Time |00:00:00 |
|

|

pts |

\

4 Disposition Code |

The interaction that is currently being
coached by the Supervisor, with the
coach time.

Indicates how long the agent has been
handling the interaction

Telephony Sessiozs Indicates the current command being

performed, name of the agent and

| (W Sales 7 * = 1". total number of interactions being
J o LS —

h

Figure 50: Supervisor Listen Command

andled

Click E to stop listening. The Listen command is terminat&dfand the

interaction window disappears from the Supervisor's App

nrervene

Note: If an agent is busy handling more than one interaction, the

interaction that appears with a green background (indicating an active

voice interaction), while the others appear with a red background.

—

Note: If the Supervisor wants to perform other commands on an
agent, the system will automatically stop the previous command
performed, as soon as the new command is activated.

3.7.4 Retrieve

The retrieve command is used (‘Retrieve’ button .) in cases where the supervisor is
performing either a coach, listen or intervene and another interaction (voice, chat or mail) is
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received while performing one of the commands. After accepting the new interaction, the
supervisor’s interaction panel is put on hold. In order to get it back, the ‘Retrieve’ button
must be used.

Scenario:

The supervisor is performing a ‘Listen’ on agent John

[Incoming Telephony
() State [Handling
Entry Time [17-Aug-11 1:28:55 PM

Origin | Dana

Business Process [Technical Support
Demands |

walting Time [00:00:09

|
|
|
Destination |_Cha nnel101 |
|
|
|
|

Remarks | 0 Remarks B
Links

Previous Attempts | 0 Previous Attempts ~ |
Completion Status | Handled |
Disposition Code | |
Telephony Sessions s

<)

~ Supervisor 4 | £ '| (B John * (1) |B k.:l 0 Intemal ValP Phore. 1047 AM (2

Figure 51: Listen Command in Progress (a)

While the supervisor listens to the agent’s conversation, another agent: Jane, calls the
supervisor.
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(L
Retrieve
Button -
Type . ing Tele . :Out. Internal Tele.phon\_.r]
State g ) State :Handl'lng |
Entry Time | Entry Time :D‘—Aug—ll 1:22:14 PM |
Origin [D a Origin :Jane |
Destination [Channell()l Destination SupeT|
Business Process [Technk:al Support Business Process |
Demands | Demands |
Waiting Tme ~ [00:00:03 Waiting Time ~(00:00:00 |
Remarks | 0 Remarks Remarks jD Remarks |
Links Customer Links
Previous Attempts | 0 Previous Attempts | Previous Attempts 0 Previous Attempts |
Completion Status | Handled | Completion Status W|
Disposition Code | | Disposition Code |
Telephony Sessions ————————="=||| """ Taigplony Sassions ———————="v"
‘5: -  Supervisor " (& ~)| ™ John * ® Jane 00:00:19 hane 122 pw_(W

L) L.'.| () intemal Volp Prone 1047 aM @) |

Figure 52: Listen Command in Progress (b)

The supervisor accepts Jane’s call and the Listen interaction with Agent John is put on hold
(the current interaction being listened to has a pink background) and the supervisor can no
longer hear the interaction with Agent John. The new active interaction with Jane is indicated
by a green background.

The supervisor presses the ‘Retrieve’ button . to retrieve the original Listen interaction
with agent John. The active interaction panel with agent John now has a green background
and the interaction from agent Jane is now on hold indicated by a pink background.
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John * 00:07:51 %
# Dana 00:08:00 Type

(® |Type ing Telephony State

O | Stte | Entry Time

Entry Time | A .
orlgin Destination \Supervisor .
Destination |'channeI101 Business Process :Technical Support

Business Process [Technical Support Demands
Demands |

Waiting Time ~ 00:00:09

Remarks :I) Remarks

| |

| |

| ::|

| Waiting Time 00:00:00 |

| |
Remarks |I)Remarks—v| s ‘
Links

‘ Previous Attempts ._I) Previous Attempts = |
| Completion Status I_Handled < |

Disposition Code |

Previous Attempts | 0 Previous Attempts ':
Completion Status | Handled

Dispaosition Code | | Telephony Sessions

TelephoR Sessans

-  Supervisor 3 '| (™ Johm * (1) @ Jane 00:00:12 6 L::l O Intemnal VoIP Phone  10:47 AM @)

L)

Figure 53: Listen Command in Progress (c)

To retrieve the interaction with agent Jane and place the interaction between agents John on

hold again, the Supervisor clicks the Retrieve’ button . in the interaction session panel
with Jane.

3.7.5 Change Agent State

Supervisors can change the agents state to Ready, Backoffice, Break, Handling
Outgoing and Offline. If agents have unique break types configured, the
supervisor will be able to select the specific break type to change the agents state.

Agent20 Dialer Sales Technic Q
Agent & Agent30 )
@, ZoomIn

Agent & Reset Password P @
gznt ® Start Record a @
Agent @ Start Coach i @

ent @ Start Intervene e @
Liz O @ Start Listen PE @
Re Ad (©) Offiine (O]
Richd =5 Break @
Super] a Backoffice @

%-l Handle Cutgeing

0 Ready

@ Ready for Advanced _
(@} Ready for Basic

@ Close All Interactions
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Right click on the agents name and select the new agent state.

If the agent is currently handling an interaction, the agent state will change to

. WaitingForBreak ] ]
“Waiting For (X)” Once they complete the interaction the
system will force them into the supervisor selected state.

3.7.6 Change Agent Load Allowance

Supervisors can change the agents current Load Allowance.

Right click on the agents name to bring up a list of all available load allowances
assigned to the agent.

In the example below, the agent is currently assigned two load allowances, Basic
and Advanced. By looking at the CLA (Current Load Allowance) column the
supervisor can see what load allowance is currently assigned to the agent, before
changing the agents load allowance.

Agept 20 Dialer Sales Technic
Z Agent30 : ClA | V1.
Ager O
o ':') FZoom In 5 Basic
el _ up
— o Reset Password
Age | sa Advanced
2g8] ® Start Record )
4 | @ Basic
Aget @ Start Coach s
Agel @ Start Intervene P Te Basic
Liz (] @ Start Listen UPE Advanced
CA u Offline f Basic
Rich| o, Break .
Basic
Sups J Backoffice
| ] Basic
t-‘-l‘ Handle Cutgoing
) Readly Basic
L Ready for Advanced Basic
A Ready for Basic Basic
@ Close All Interactions .
Basic
377 Close All Interactions

When selected, this action will terminate all interactions currently being handled by the
Agent. This command should only be used in the rare cases where an Agent is encountering
an issue and Evolve IP Support recommends this as a resolution step. The system will
automatically add a Remark (visible in reports) to the interaction stating it was disconnected
by the Supervisor. That Remark states “Supervisor via Current Interactions command:
Interaction was hang up by Supervisor”.
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Agent 5a
2 Agent 10 .
Agent| _ D
%, YoomlIn
Aaent| .
e & Reset Password
Ageni| ® Start Record r
Agent; @ Start Coach P
Agent] @ Start Intervene [P
Agent @ Start Listen pa
Agent o) Offline b
Agent| «u Break [e
Liz O'd Backoffice DE
I
RC A (:-l Handle Outgoing fe
J Read
Rich o & Ready
&' Ready for Basic

Y Ready for Advanced

@ Close All Interactions

3.7.8 Hangup Interaction

Hangup Interaction is located on the Current Interactions tab within a Business Process and
available for Telephony interactions only. When selected, this action will terminate the active
call. The system will automatically add a Remark (visible in reports) to the interaction stating
it was disconnected by the Supervisor. That Remark states “Supervisor via Current
Interactions command: Interaction was hang up by Supervisor”.

ik (O Business Processes Monitor p F Technical Support

Agents Performance Interaction Performance Callback Performance Callback Timing Callback Search Current I

ent . Remote Pa /1. | Media | «'I. | Entry Time | 'T. | Current State | 1. | State Time | «'I. | Waiting Time | «I. |1
rty Ty q
Agent 3 T1TI RATT ## Telephony 315 PM & Handling 00:00:12 00:00:00 1

® Start Record
@ Start Coach
® Start Intervene

Start Listen
(M!\J Hangup Interaction

3.8 Assign Agents to Business Process

Supervisors have the ability to assign agents to Business Processes. The assignment is
for a set period of time (a few hours, a day, week etc.). Once the period of time has ended
the agent will be automatically removed from the Business Process assignment.

Note * Agents can be permanently assigned to a Business Process through the
Setup application.

Evolve IP Proprietary and Confidential 47



EVOLVE P

THE CLOUD STRATEGY COMPANY Supervisor User Guide

1. Select the Assign Agents icon from the bottom of the Supervisor Client

O B Internal VolP Phone 10:47 AM (2)

Figure 54: Agent Business BP) Assignment icon

2. Within the Agent Assignment Popup window select a Business Process. Once
selected, the agents currently active and inactive within the BP will appear.

I . AGENT BUSINESS PROCESS ASSIGNMENT.

ASSIGNMENT EXPIRATION IN HOURS:

() ASSIGNMENTS WILL BE APPLIED UNTIL Nov 02, 23:31 (Now it is Nov 02, 11:31 in EST)

1 2 3 4 5 ] 7 B E] i0 i1 12

BUSINESS PROCESSES ACTIVE AGENTS INACTIVE AGENTS @
Technical Support Rich Fox Elizabeth Fox
Mike Hamilton Jason Jefferies
ales Ben Edwards Liz Crider I

|

Figure 55: Agent BP Assignment Screen

3. Assignment Expiration Hours allows you to select the total number of hours you wish
the selected agents to be assigned and active within the Business Process.

l =) ASSIGNMENTS WILL BE APPLIED UNTIL Nov 02, 13:31 (Now it is Nov 02, 11:31 in EST)

1 2 3 4 5 & 7 B ] 1 11 12

Figure 56: Agent BP Assignment Expiration

Example:

If you wish for your agents to be active within a BP for 2 hours, select 2. Once you have
added agents and saved your changes, the agents will be active and able to handle any
interaction within the selected BP for two hours. Once that duration has expired, they will
be moved back into an inactive status and will no longer receive interactions from the
selected Business Process.

1. Select the Agents to be added to the Business Process.
2. Set the correct Assignment Expiration in Hours.
3. Select Add Agents.
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T3 SUPENFIS0T CITENT JOTCR METETENTE OUTOE - WIILTOs0TT vword

“. AGENT BUSINESS PROCESS ASSIGNMENT

ASSIGNMENT EXPIRATION IN HOURS:

I.-'-'«SSZGI\ MENTS WILL BE APPLIED UNTIL Nowv 02, 19:48 (Now it is Nowv 02, 14:48 in EST)

e
t 2 3 4 5 & 7 B 9 10 11 12
BUSINESS PROCESSES ACTIVE AGENTS INACTIVE AGENTS @
Technical Support Rich Fox Elizabeth Fox
Customer Service Mike Hamiltan
I Sales Ben Edwards I

Operator

ADD AGENT

Figure 57: Agent BP Assignment Screen

4. Once the agents have been added, select Save Changes.

|| AGENT BUSINESS PROCESS ASSIGNMENT i E‘ﬂﬂ

ASSIGNMENT EXPIRATION IN HOURS:

ASSIGNMENTS WILL BE APPLIED UNTIL MNov 02, 1949 (Now it is Nov 02, 14:49 in EST)

o
| t 2 3 4 5 & 7 B 8 0 11 12
BUSINESS PROCESSES ACTIVE AGENTS INACTIVE AGENTS @

Technical Support Rich Fox Elizabeth Fox

Customer Service Mike Hamilton

Sales Ben Edwards W

Operator ason Jefferie

- ADD AGENT

REMOVE AGENT
SAVE CHANGE

Figure 58: Agent BP Assignment Screen

5. When the changes have been saved, you will see the time in which the agents
will be moved from Active to Inactive within the queue, based on the expiration

hours set.

ACTIVE AGENTS

Rich Fox
Mike Hamilton
Ben Edwards

Figure 59: Active Agent BP
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6. To reset the agents, select Reset
7. To set a new expiration by the Hour, Day, Week, or Month, select Set New

Expiration
8. Select the day and time of the new expiration. In this example, the change is
being made on January 24" and the agent expiration is being set for Monday,
January I2§“‘ at 8am.

SET NEW EXPIRATION

-

“.. Change Agent BP Assigments Expiration u

Set new expiration time for assigned agents
(Only supervised Business Processes will be affected)

4 LT 4 Set Mew Expiration ]I Cancel |
G Su Mo Tu We Th Fr Sa
30 31 1 2 3 4 & ,ﬁ,gent 20
& 7 B 9% 10 11 12 Agent 21
13 14 15 16 17 1B 19 Agent 22
20 21 22 23 25 26 Agent 23
27 28 29 30 31 1 2 SET NEW EXPIRATION g F.Y T3 X
3 4 5 & 7 8 39 Agent 25
Agent 26
8:00 aM &~ Agent 27
| |

Thursday, January 24, 2019 3:04:11 PM 5] ~|

“.. Change Agent BP Assigments Expiraticn E

Set new expiration time for assigned agents
(Only supervised Business Processes will be affected)

Monday, January 28, 2019 8:00:00 aM [5]

Set New Expiration “ Cancel |

9. Select Set New Expiration.

10. The Agent time will reflect the new expiration set.
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4 Working with Index views

The Supervisor Client provides a number of Indexes that appear in the Work Area. Some
Indexes may display warnings or alerts, depending on whether or not alerts are currently
activated within the Setup Portal.

Indexes are available via the Dashboard and can be used to assess agent and BP
performance. The dashboard has the following index buttons:

. Business Processes

o Campaigns

. Agents

o Deleted and Abandoned

o Contacts

. DNC
Business Processes Contacts I Campaigns I[ Agents Il Recordings || Delegated & Abandoned DNC |}
Figure 16: Dashboard Index Buttons
4.1 Agent Index

Within the Agent Index window, information about each agent’s status and activity is shown.

To access the Agent Work Area and drill down on a specific agent, the following actions can
be taken:

1.  Click the Agents |index. You will see a list of all agents in the
Work Area sorted alphabetically. These agents are all agents you are
currently supervising.

2. Click the Agents hyperlink Mark 14 drill down on the specific Agent —
OR

. . . @ Foom In
3. Right-click the relevant Agents hyperlink and select * from

the pop-up menu.
OR

4.  Mouse-over - AgentsHonitor b The arrow changes to
'w Agents Monitor -

5.  Click /% AgentsMonitor ¥ 9nd a list of all the existing agents appear in a
pop-up menu for you to choose from.
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L} Agents Monitor ¥

Supervised Agents

David

1 dack Jt. | SMEAgent | i |Mode | . |CSA | i,
Jang

1 Jenny CallBack [O]
Jessica

3 John Lpport, S (O]
Mark — R

3 paul CallBack (O]
Sarah m

3 CallBack 0

N Stephany et

2 Steve =rvice &
Supervisor

] Tom CallBack ©

Ma Progressive CallBack o (V]

Paul Progressive CallBack [ 2]

Sarah Progressive CallBack g

Figure 60: Pop-Up Menu with Existing Agents

The table below lists the Agent fields available in the monitor view.

Table 1: Agent Fields

Field Description

Agent Name The agent’s name

Assigned Business The list of Business Processes the agent is assigned to handle.

Process BP names that are marked in red means that the agent is assigned
to the BP but is not joined to take calls. currently activated.

Agent Type Displays whether the agent is an SME, Regular agent or Office
agent.

State Displays the current agent state such as: Offline, Ready, Busy,
Break, Back Office - Administrative, Handling Outgoing Interactions,
No Answer

Remote Party The Contact Information of the Remote Party

Interaction State The current interaction state (e.g hadnling, wrap up, on hold, new
outgoing interaction, etc)

Active BP The Business Process that is assoicated with the interaction.

Current Supervision | Displays the Supervisor’s current commands (e.g. R — Recording, C

Activities — Coach, | — Intervene and L — Listen).

Current Load The agent’s current Load Allowance.

Allowance (CLA)

Elapsed State Time | The time elapsed since agent's current state started (or last state
change).

Availability The agent’s current status: Offline, Available, Busy, Unavailable.

Currently Handling The number of interactions currently being handled by the agent.
This includes all interaction types.

Business Process Total number of BP interactions, including consult and conference,
Handled the agent answered, accepted, or initiated.. It includes callback,
campaign, incoming, outgoing external and outgoing internal BP
interactions, excluding incoming or outgoing “private interactions”.
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Field

Description

Total Missed

Total number of interactions the agent failed to answer on-time (did
not answer).

Business Process
Rejected

Total number of interactions originated by BP the agent rejected.
This number excludes private rejected interactions.

Last Login Time

Agent's last login entry time stamp.

Current Handle
Time

The handling time for BP-originated interactions currently being
handled by the agent. An interaction handling time is calculated
from the time an agent answered until the time it was concluded.

Average Handling
Time

The average handling time for BP-originated interactions handled by
the agent. An interactions duration is calculated from the time an
agent answered until the time it was concluded. This field includes
incoming and outgoing interactions both internal and external,
exluding private, consult, and conference interactions.

Total Incoming
Interactions

Total number of interactions the agent answered/accepted. It
includes incoming BP interactions both internal and external,
excluding incoming or outgoing private interactions.

Total Callbacks
Requested

Total interactions the agent marked as callback/re-schedule. It does
not include private interactions.

Login Time

The elapsed time an agent was logged in, i.e. from the time an agent
logged in (shift started) to the time the agent logged off (shift ended).
The counter is reset when an agent logs out.

Current Time in
Wrap Up

The agent’s current time in Wrap Up.

Total Busy Time

The total amount of time an agent spent in Busy state.

Total No Answer

The total amount of time an agent did not answer pending
interactions while logged in.

Total Handling
Outgoing Time

The accumulated time an agent spent in Handling Outgoing
Interactions state.

Total Break Time

The accumulated time the agent spent in Break state.

Current Time in
Break

The time the agent is currently spending in a Break state.

Current Break Name

The agent’s current Break type.

Time to Expiration of
Break

The time left for an agent to finish their Break (if the system is
configured with a specific Break time).

Current Busy Time

The time the agent is currently spending in a Busy state.

Current Ready Time

The time the agent is currently spending in the Ready state.

Current Handling
Outgoing Time

The time the agent is currently spending in the Handling Outgoing
state.

Current Back Office
Time

The time the agent is currently spending in the Back Office state.

Total Not Ready
Time

The accumulated time the agent spent in the Not Ready state,
calculated as Login time minus Ready time.

Total Handling Time

The overall handling time plus wrap up time for all interactions
handled by the agent.
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Field

Description

Total Back Office
Time

The accumulated time the agent spent in a Back Office state.

Total Ready Time

The accumulated time the agent was in Ready state.

Total Wrap Up Time

The total amount of time the agent was in Wrap state.

Total Incoming
Private

The total number of private interactions the agent participated in. It
can also be an internal interaction between Agents (not through a
BP) while on a break.

Total Transfer

The total number of interactions the agent transferred (using both
attended and blind transfer) to any internal or external destination.

Total Consult or
Conference Initiated

The total number of consult or conference interactions initiated by
the agent.

Total Answered as
ConsultTotal
Consult or
Conference Initiated

The total number of times the agent answered and participated in
consult or conference interactions'. Note that several consultations /
conferencing segments are applicable to a single interaction.

Total Outgoing
External

The total number of interactions the agent initiated to external
addresses out of the contact center.

Total Outgoing
Internal

The total number of interactions that an agent initiated to a BP (in
the organization).

Total Outgoing
Private

The total number of private interactions that the agent initiated.
Private interactions include: When an agent/supervisor initiated an
external interaction while on a break. It can also be an internal
interaction between Agents (not through a BP) while on a break.

Average Ring Time

Average ring time for interactions

Total Dialing Time

The accumulated dialing time of an agent.

Total Unsuccessful
Dialing Time

The accumulated time from the time the agent initiated an outgoing
interaction (BP external or internal) until ended unsucessfully or
canceled by the agent.

Total Unsuccessful
Dialing Attempts

The total attempts that the agent initiated (BP external or internal)
an outgoing interaction until ended unsuccessfully or canceled by
the agent.

Busy to Login Time
Ratio

The ratio between agents ‘Total Busy Time’ to agents ‘Total Login
Time’ since the agents shift stared. Calculated every 60 seconds.

() Agents Monitor

Agent T, AssignedBP | /1. State . RemoteParty | (T. IntState 7. |ActiveBP T. CLA /7. Eps.StTm. | (0. Availability . Mis. 7., BPRej I. LstloginTm. 7. CurHandl.Tm. *
Agent 10 Customer Service, Sa @ 1172018677 Handling Technical Support Basic 00:04:43 Q Busy 0 0 1:45 PM 00:04:43
Agent 2 Customer Service, i () Advanced  00:00:19 2 Avallable 0 0 1:59 PM 00:00:00
Agent 3 Customer Service, Di @ 4847077071 Handling Technical Support Basic 00:00:29 2 Busy 0 0 2:00 PM 00:00:29
Agent 30 Dialer, Sales, Technic v Basic 00:00:21 Q Available 0 0 1:50 PM 00:00:00
Agent 4 Customer Service, il () Advanced  00:00:00 & offline 0 0 00:00:00

Figure 61: Agent Index View in Work Area

The following tabs are available when drilling-down on an Agent:

Evolve IP Proprietary and Confidential 54



EVOLVE

THE CLOUD STRATEGY COMPANY Supervisor User Guide

. Definitions

° Agents Performance

o Interactions Performance
o Current Interactions

Supervisors can drill down on each of their Agents to get more specific performance and
interaction details.

Using the Last Login Filter ﬂ]

The Last Login Filter will hide Agents that haven’t logged into ECS in the past 72 hours. Use
the Filter icon to activate or deactivate this filter.

3inTm. | I+ | Cur. Han| «I. |TotIn. | JI.

Wl 00:00:00 0

NOTES:

1. For Supervisors that manage many Agents, this filter may automatically activate when
the Agent Monitor loads.

2. This filter is based upon the Last Login Time stored in ECS. When ECS
services are restarted by an Administrator or by the release of a new
version of ECS, this value is reset.

4.1.1 Definitions Tab

This tab provides Supervisors with agent parameters and settings.
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ik ;; Agents Monitor P Q David X
Definitions Agent Performance Interaction Performance Current Interactions \] /
2 Agent & Basic Regular Agent
Agent Profile 1 Customer Service
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Figure 62: Agent Monitor View — Definitions Tab

The table below lists all the fields found in the Definitions Tab.

Table 2: Agent Definitions Fields

Field

Description

Current Supervision
Activities

Displays the actions a supervisor is presently performing on an
agent (e.g. Record, Coach, Intervene and Listen).

Role

The agent’s role in the system.

Load Allowance

The agent’s predefined load allowance (i.e. how many and which
type of interactions can this agent handle simultaneously).

Agent Type Displays whether the agent is an SME (accessed via an external
DID), Regular agent (No Answer state doesn’t expire; the agent
must manually change their state) or Office agent (No Answer
state can be configured to expire).

Profiles The agent’s profile type. (e.g. language, skill or product

capabilities)

Assigned Business
Processes

The Business Processes assigned to the agent

4.1.2 Agent Performance Tab

This tab provides Supervisors with details on an agent’s performance.
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Figure 63: Agents Monitor View — Agent Performance Tab

The table below lists all the fields found in the Agent Performance Tab.

Table 3: Agent Monitor View - Performance Fields

Field

Description

State

The agent’s current state e.g. Ready, Back Office, Handling
Outgoing, Offline, etc)

Load Allowance

The agent’s current Load Allowance

Elapsed State Time

The time that has elapsed since the agent’s state first started.

Availablility

The agent’s current login status e.g. offline, available,
unavailable or busy.

Currently Handling

The number of interactions the agent is currently handling
(includes all interaction types)

Last Login Time

The time the agent last logged into the system

Total Login Time

The total time an agent has been logged in from the initial login.
This counter is reset every time an agent logs out (i.e. ends a
shift).

Total Busy Time

The total amount of time an agent was in a ‘Busy’ state handling
an interaction(s)

Busy to Login Time
Ratio

The ratio between agents ‘Total Busy Time’ to agents ‘Total
Login Time’. This field is recalculated every 60 seconds.

Current Time in Wrap
Up

Current time in Wrap Up

Total No Answer

The total amount of time an agent did not answer pending
interactions while being logged on

Total Handling
Outgoing

The accumulated time the agent spent in ‘Handling Outgoing
Interactions’ state.

Total Wrap Up Time

The total amount of time an agent spent wrapping up
interactions

Current Interactions
Handling Time

The handling time for BP originated interactions currently being
handled by the agent. An interaction’s handling time is
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Field

Description

calculated from the time an agent answered until the time it was
disconnected.

Average Handling
Time

The average handling time for Business Process originated
interactions handled by the agent (includes both internal and
external outgoing and incoming interactions, while private,
consult and conference interactions are excluded). An
interactions duration is calculated from the time an agent
answered until the time it was disconnected.

Total Handling Time

The total handling time (handling time plus wrap up time) for all
interactions handled by the agent.

Total Back Office
Time

The accumulated time an agent spent in ‘Back Office’ state.

Total Break Time

The accumulated time an agent spent in ‘Break’ state,

Current Time in Break

The time the agent is currently spending in a Break state

Current Busy Time

The time the agent is currently spending in a Busy state

Current Ready Time

The time the agent is currently spending in the Ready state

Current Handling

The time the agent is currently spending in the Handling

Outgoing Outgoing state
Current Back Office The time the agent is currently spending in the Back Office state
Time

Total Not Ready Time

The accumulated time the agent spent in the ‘Not Ready’ state,
calculated as Login time minus Ready Time

Total Ready Time

The accumulated time an agent spent in the ‘Ready’ state.

4.1.3

Interactions Performance Tab

This tab provides Supervisors with details on an agent’s performance.
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Figure 64: Agent Monitor View — Interactions Performance Tab
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The table below lists all the fields found in the Interactions Performance Tab.

Table 4: Agent Monitor View - Performance Fields

Field

Description

Total Incoming
Interactions

Total incoming interactions the agent accepted/answered during
the agent’s shift. It includes incoming BP interactions both
internal and external excluding incoming or outgoing private
interactions.

Total Callbacks
Requested

Total interactions the agent marked as a callback/re-schedule
during shift. It does not include private interactions.

Business Process
Handled

Total number of BP interactions, including consult and
conference, the agent answered, accepted or initiated. It
includes callback, campaign, incoming, outgoing external and
outgoing internal BP interactions, excluding incoming or
outgoing private interactions.

Business Process
Rejected

The total number of interactions originating from a Business
Process, which were rejected by an agent.

Total Missed

The total number of interactions the agent did not answer.

Total Answered As
Consult

The total number of times the agent answered and participated
in consult or conference interactions. Note: several
consultations/conferencing segments are applicable to a single
interaction.

Total Transfer

The total number of interactions the agent transferred (using
both attended and blind transfer) to any internal or external
destination.

Total Incoming
Private

The total number of private interactions the agent participated in.

Total Consult or
Conference initiated

The total number of times an agent initiated consult or
conference interactions.

Total Outgoing
External

The total number of interactions the agent initiated to external
addresses, outside of the contact center.

Total Outgoing
Internal

The total number of interactions that an agent initiated to a BP
(in the organization).

Total Outgoing
Private

The total number of private interactions the agent initiated.

Average Speed of
Answer

Average speed of answering interactions by an agent for all their
assigned interactions.

Total Dialing Time

The accumulated dialing time.

Total Unsuccessful
Dialing Time

The accumulated time from the time the agent initiated an
outgoing interaction (BP external or internal) until ended
unsucessfully or canceled by the agent.

Total Unsuccessful
Dialing Attempts

The total attempts that the agent initiated (BP external or
internal) an outgoing interaction until ended unsuccessfully or
canceled by the agent.

4.1.4

Current Interactions Tab
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This tab provides details on an agent’s current interactions.

i O Agents Monitor b 3 Agent 1

Definitions Agent Performance Interaction Performance Current Interactions

iv|Media | 1| RemoteParty 1.
& & Telephony 7172018677

Business Process | 1+ | Entry Time | T+ | Current State | "I+ | State Time | "I« | Demands /'« | DemandsFilter (1« |SystemDID |

ol

Technical Support 3:58 PM ¢+ Handling 00:00:10 Technicallevel English (M), Technical Lev 6102344931

Figure 65: Agent Monitor View — Current Interactions Tab

The table below lists all the fields found in the Current Interactions Tab.

Table 5: Agent Interactions Current Interactions Fields

Field

Description

Media

The media type, indicated by the relevant icon (e.g. ™ ).

Remote Party

Who the agent is currently interacting with. If media type is
emalil, then the email address of the person the agent is
corresponding with appears, if the media type is telephony, then
the customer’s phone number is displayed.

Business Process

The Business Process that is associated with the interaction.

Entry Time

The time or date (if the interaction did not enter today) in which
the interaction entered the contact center.

Current State

The current interaction state (e.g. handling, wrap up, new
outgoing interaction, etc.).

State Time

Indicates how long the interaction has been in the current state.

Demands

Demands (skills) assigned to the Interaction

Demands Filter

Current Demand Filter assigned to the interaction - this is a
dynamic value and will update depending on how long the
interaction waited in queue

System DID

The telephone number the customer dialed to interact with the
agent or the system endpoint (extension) reached.

Interaction Type

The interaction type (i.e. incoming telephony, transferred
telephony, incoming chat, incoming email, etc.).

Assigned To Agent/Team which the interaction is assigned to. If none exists
the current Business Process is shown.
Customer ID Customer ID.

Interaction 1D

An internal number that is automatically assigned by the system.

Flow Version

Version of the flow.

- Interaction Type | (1«

Incaming Telephony
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4.2 Business Process Index

The Business Process Index shows information on all the Business Processes being
supervised. Supervisors use the Business Process Index to drill down on each Business
Process. To access the Business Process Work Area and drill down on each Business
Process, perform either one of the following:

20 20 20
&500% &0 &) 00:00
1.  Click on the relevant BP dashboard area ( Technical Support ) The
Work Area displays all the tabs relevant to the specific Business
Process selected.

OR

- i - . -

2. Click the =‘M index button. A list of all the available
Business Processes will appear in the Work Area.

3. Click the Business Process hyperlink | Technical Support 4, > 50m in on the
relevant BP.

OR

4, Right-click the relevant Business Process hyperlink and select ‘Zoom In’
from the pop-up menu.

OR
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5.

6.

[ ik Business Processes Monitor P
Mouse-overlr = . The arrow changes to
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Figure 66: Pop-Up Menu with Existing Business Processes
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The table below lists all the fields found in the Business Process Index.

Table 6: Business Process Fields

Field

Description

Business Process
Name

The name of the Business Process.

Callback Status

The status of Callback interactions - the following statuses are
available:

Off Schedule — callback is active, but is not currently scheduled to run
(as defined in Callback Timing).

Active — callback is running
Stopped — callback is inactive

Total Interactions

Total number of interactions, which arrived to the BP.

Waiting Interactions

Total number of interactions (inbound calls and chats only) currently
waiting in BP.

Waiting Deferrable
Interactions

Total number of deferrable interactions (inbound emails, callbacks,
pending outbound campaign calls and faxes) currently waiting in BP.

Longest Waiting Time

The longest waiting time for an interaction (inbound calls and chats
only) waiting in BP.

Interactions in Process

Total number of interactions, regardless of media types, currently
being processed within the BP.

Total Answered

Total number of interactions answered by agents.

Total Abandoned

Total number of interactions disconnected (abandoned) by customers
while in the queue.

% Abandoned

The percentage of abandoned interactions out of the total number of
interactions.

Service Level (SL)

The percentage of inbound customer calls that entered the queue and
were answered by an agent within the goal specified in the BP’s
configuration.

Average Speed of
Answer (ASA)

Average speed of answer for inbound interactions (inbound calls and
chats only) to be answered by an agent.

Interactions Handled in
Business Process

Total number of Interactions that ended in the BP flow (but not in the
queue), including interaction that were terminated by the system and
interactions disconnected by the customer.

Handled by Agent

Total number of interactions answered by the agents and completed.

Total Requested
Callback Interactions

Total number of Callback interactions requested.

Total Voicemail

The total number of voicemails that were by callers. Note: this
includes voicemails left for specific agents.

Total Overflow

Total number of interactions that triggered an overflow rule in the BP
flow (if exists).

Total Transferred Out
External

Total number of interactions which were transferred from the BP to an
external destination, out of the contact center..

Total Transferred Out
Internal

The total number of interactions transferred out of the BP to another
BP. Itincludes Agent to BP and Agent to Channel, (performing a blind
or attended transfer).
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Field

Description

Average Wait Time

The average waiting time in BP queue.

Average Agent
Handling Time

The average agent handling time (includes wrap up time) of all the BP
agents.

Average Speed of
Answer

The average speed of answer interactions (excludes waiting time for
abandoned interactions).

Logged In Agents

The number of agents who are currently logged-in. Offline agents are
not considered logged in.

Busy Agents

The number of agents who are currently Busy (includes wrap up time).
This includes: Agents that are handling BP interactions as well as
wrap up, and agents who are handling BP conference and consult
interactions.

Available Agents

The number of agents who are currently Available. This includes:
Agents that are in ready state, not busy or agent is handling an
internal call.

Unavailable Agents

The total number of agents currently Unavailable.

No Answer Agents

The number of agents who are currently in a No Answer state. This
mode is saved for 15 minutes then it moves to logged out.

Agents on Break

The number of agents who are currently in a Break state.

Internal Agents

The number of agents who are currently participating in an Outgoing
Internal Interaction. This includes: initiating, receiving or handling an
outgoing internal interaction or consult/conference.

Private Agents

The total number of agents who are currently participating in a Private
interaction, both initiated and answered.

Handling Outgoing

Total number of agents currently handling outgoing interactions
without receiving incoming BP calls in parallel.

Back Office Agents

The number of agents who are currently in a Back Office state.

Consult and
Conference Agents

Total number of agents currently engaged in a conference or consult
interaction.

Callback Processed in
Shift

Total number of Callback records placed to the queue and processed
during the current shift, regardless of the outcome (success, fail, or
redial).

% of Callbacks
Reached in shift

The percentage of customers that received and answered the callback
interaction out of the total callback interaction records processed.

% Callback Failed in
shift

The percentage of failed callback interactions (maximum attempts
reached for no answer, invalid number, busy, etc.) out of the total
callback interaction records.

Callbacks to be
Processed

The number callback interactions that are waiting to be processd,
including records that need to be redialed and records which have not
been dialed yet.

Callback Average
Handling Time

The average handling time for callback is counted from the time the
agent accepted it, until it was disconnected (the average is not
calculated per shift).

Callbacks Purged in
Shift

The number of interactions that were purged.
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Field

Description

Total Interactions
Ended Due to DNC
request

Interactions that ended because the called party requested the agent
add them to the DNC list or they were able to request it through a Call

Flow Interaction.

Last Business Process
Shift Reset

This counter indicates the last time a Business Process shift was reset

(either manually or automatically).

Business Process | 't, | CLBK stat.

Customer Service } Active
VR P Active
Mail P Active
Multiple & P Active
Operator } Active
Progressive CallBack P active
Sales P active
Technical Support P Active

Figure 67: Business Process Index in Work Area

The following tabs are available when drilling-down on a Business Process:
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4.2.1 Agents Performance Tab

The Agents Performance tab provides statistical data on the performance of all agents within
the Business Process.

J

|-ﬁ aBusinmsProoﬁmﬂonilnr » 5F Customer Service X
[ Agents Performance | Interaction Performance || Callback Performance | Callback Timing | Callback Search | p

00:00:00 00:00:00 2 1]
e
2 [u 1]} o]
0 [u] (1] a

0
B raisble 100%
B Busy 0%
. Unavailable 0%

Figure 68: Agents Performance Tab
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The table below details the fields that can be found in the Agents Performance tab.

Table 7: Agents Performance Fields

Field

Description

Average Agent
Handling Time

The average agent handling time (includes wrap up time) of all the BP
agents..

Average Speed of
Answer

The average speed of answer for answered interactions (excludes
waiting time for abandoned interactions) .

Logged In Agents

The number of agents who are currently logged-in (offline agents are
not considered logged in).

Busy Agents

The number of agents who are currently Busy (includes wrap up time).
This includes: Agents that are handling BP interactions as well as wrap
up, and agents who are handling BP conference and consult
interactions.

Available Agents

The number of agents who are currently Available. This includes:
Agents that are in ready state, not busy or agent is handling an internal
call

Unavailable Agents

Total number of agents currently Unavailable.

Agents on Break

The number of agents who are currently in a Break state.

Backoffice Agents

The number of agents who are currently in Back Office state.

No Answer Agents

The number of agents who are currently in a No Answer state (system
assigned state when an agent doesn’t answer an interaction).

Consult/Conference
Agents

Total number of agents currently engaged in a conference or consult
interaction.

Internal Agents

The number of agents who are currently participating in an '‘Outgoing
Internal’ Interaction. This includes: initiating, receiving or handling an
outgoing internal interaction or consult/conference.

Private Agents

The total number of agents who are currently participating in a Private
interaction, both initiated and answered.

Handling Outgoing

Total number of agents currently handling Outgoing interactions without
receiving incoming BP calls in parallel.
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4.2.2 Interaction Performance Tab

The Interaction Performance tab enables Supervisors to monitor and view all the interactions
that are currently being handled by agents.

Li {J Business Processes Monitor b F Technical Support X]
( Agents Performance ]| Interaction Performance ]( Callback Performance ][ Callback Timing ] <] b‘
5182017 2:58:39 AM 0.00 %

Total Answered Waiting Interactions Waiting Deferrable Intera Total Requested callback i
1 ] 0 0
Total Voice Mails Handled By Agent Interactions Handled in BP

100.00 %

Average Speed of Answeri Interactions In Process Total Transferred Out Exte
3 1] 0 0
Total Transferred Out Inte Average Waiting Time

00:00:05 00:00:00

Total Interactions Ended d

0

Figure 69: Interactions Performance Tab
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The table below details the fields that can be found in the Interactions Performance tab.

Table 8: Interactions Performance Fields

Field

Description

Last Business
Process Shift Reset

This field indicates the last time a Business Process shift was
reset (either manual or automatic).

Total Interactions

Total number of interactions, which arrived to the BP, including
all interactions that were answered, abandoned and handled
automatically by the BP.

Total Abandoned

Total number of interactions disconnected (abandoned) by
customers while in the queue, .

% Abandoned

The percentage of abandoned interactions (inbound calls and
chats only) out of the total number of interactions in the current
shift.

Total Answered

Total number of interactions answered by agents.

Waiting Interactions

Total number of interactions (inbound calls and chats only)
currently waiting in BP queue.

Waiting Deferrable
Interactions

Total number of deferrable interactions (inbound emails, inbound
faxes, pending outbound campaign calls, and callbacks)
currently waiting in BP queue.

Total Requested
Callback Interactions

Total number of Callback interactions requested.

Total Voicemails

The total voicemails that were left (including voicemails left for
specific agents).

Handled By Agent

The total number of interactions answered by agent and
completed..

Interactions Handled
In BP

Total number of Interactions that ended in the BP flow (but not in
the queue), including interactions that were terminated by the
system and interactions disconnected by the customer.

Service Level

The percentage of inbound customer calls that entered the
gueue and were answered by an agent within the goal specified
in the BP’s configuration.

Average Speed of
Answering (ASA)

Average speed of answer for inbound interactions (inbound calls
and chats only) to be answered by an agent.

Interactions In
Process

Total number of Interactions, regardless of media type, currently
processed by the BP flow.

Total Overflow

Total number of Interactions that triggered an overflow rule in the
BP flow (if exists).

Total Transferred Out
External

Total number of Interactions which were transferred from the BP
to an external destination.

Total Transferred Out
Internal

The total number of interactions transferred out of the BP to
another BP. Itincludes Agent to BP and Agent to Channel
(performing a blind or attended transfer).

Average Waiting
Time

The average waiting time in the BP queue.

Longest Waiting Time

The longest waiting time for an interaction (inbound calls and
chats only) waiting in BP.
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Field Description
Total Interactions Interactions that ended because the customer requested the
Ended due to DNC agent add them to the DNC list or they were able to request it
request through a Call Flow Interaction.
4.2.3 Callback Performance Tab

A callback request can be placed by customers using the telephone or a web channel, this
request includes a number for returning the call, requested calling time and remarks. Each
request is scheduled to be treated according to the Business Process flow, customer
requested time, and callback campaign rules.

The Callback Performance tab enables Supervisors to get a clear picture of all the Callback
interactions (per Business Process) currently taking place within the shift. In the Business
Process index, right-clicking a relevant Business Process row provides you with features that
will allow you to manage each of the existing callbacks.

4.2.3.1 Callback Logic

1. For scheduled callbacks, the callback is processed when the requested time arrives.
2. For callbacks that originated in the BP’s Interaction Handling Flow, the callback will
be queued when the following conditions are met:
e the current day of week & time falls within the BP’s callback schedule (the
Callback Timing tab of the BP in Supervisor)
e avalid Interaction Handling Flow exists in the BP that is capable of handling
callbacks
e at least one agent is in a Ready idle or Ready busy status in the assigned BP
e maximum number of attempts for that callback has not been reached (the
Attempts Before Failure on the Callback Timing tab of the BP in Supervisor)
o these callbacks will be queued and the following will apply based upon the BP’s
configuration (the Interaction Handling Flow in Setup):
= Every callback is automatically assigned the “Handle Callback” Demand
» If the BP’s Routing Strategy = Agent Idle Time, the Handle Callback demand
is ignored and a Ready agent in the BP will be offered the interaction
» If the BP’s Routing Strategy = Skill Base and the BP’s Demand Filters don't
include the Handle Callback Skill, the Handle Callback demand is ignored and
a Ready agent in the BP will be offered the interaction
= [fthe BP’s Routing Strategy = Skill Base and the BP’s Demand Filters include
the Handle Callback Skill, a Ready agent that meets the Queue’s Demand
Filter requirements will be offered the interaction

Note: Callbacks need to be enabled in the BP interaction handling
flow
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Agents Performance Interaction Performance Callback Performance Callback Timing Callback Search H:] b
0 0 0.00 % 0.00 %
00:00:00 0
Figure 70: Callback Performance Tab
The table below details the fields that can be found in the Callback Performance tab.
Table 9: Callback Performance Fields
Field Description
Callbacks Processed | Total number of Callback records placed to the queue and
in Shift processed, regardless of the outcome. (success, fail or redial).
Callbacks To Be The number of callback interactions that are waiting to be
Processed processed, including records that need to be redialed and
records which have not been dialed yet.
% of Callbacks The percentage of customers that received and answered the
Reached in Shift callback interaction out of the total callback interaction records
processed.
% of Callbacks Failed | The percentage of failed callback interactions (maximum
in shift attempts reached for no answer, invalid number, busy, etc.) out
of the total callback interaction records.
Callback Average The average handling time for callback interactions. This is
Handling Time counted from the time the agent accepted it, until it was
disconnected
Callbacks Purged in The number of interactions that were purged (a logical delete).
Shift
Technical Su~—-- "
¥ Technical Support
Customer Sg— :
- & FoomIn
Billing
B Stop Callbacks
™ Reset Shift
Activating a Callback:
Right-click the relevant BP and select P start Ca"bECkS.
Stopping a Callback:
Right-click the relevant BP and select ) =tep Calloacks
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4.2.4 Callback Timing Tab

The Callback Timing tab allows Supervisors to define callback parameters and schedule
different callback timeframe rules.

rlgﬁ Business Pr Monitor | §F Technical Support XT

( Agents Performance " Interaction Performance " Callback Performance “ Callback Timing <]’

Callback Priority Duration For No Answer Attempts Before Failure

|Med|um Y| |30 sec
|10 min | |10 min

Pr—
1 Customer Request Order CA | From |2:00 PM < To E No items in list

2 % Number Of Attempts Orc {mm Days

3 [ File Order [¥] Sun [¥] Mon¥] Tue [¥] Wed /] Tt

E] . n v

Figure 71: Callback Timing Tab
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The table below details the fields that can be found in the Callback Timing tab.

Table 10: Callback Timing Fields

Field

Description

Callback Priority

Duration For No
Answer

This field determines how long (in seconds) the customer’'s
phone should ring before the Callback is ended with the reason
of “No Answer”.

Attempts Before
Failure

This field determines the number of outbound attempts the
system will make before the Callback is no longer attempted with
a reason of “Maximum Attempts Reached”.

Recall Interval In
Case Of Busy

The amount of time the system will wait before redialing a
Callback after the customer’s line was busy during an attempt.

Recall Interval In
Case Of No Answer

The amount of time the system will wait before redialing a
Callback after the customer didn’t answer during an attempt.

Schedule

Define when callbacks will take place by scheduling the days of
the week and the times the callbacks will take place using the
BP time zone.

Click D to create a new Schedule panel.

Click *" to delete a Schedule panel.

From  5:00 AM v | To [10:00 AM hd

‘Working Days
P:‘Sun FmMon [ Tue [Flwed[FThu IR [sat

Schedule Exceptions

Define exceptions to the daily schedules.

Use the schedule exceptions panel to define when callbacks are
NOT to take place, and when callbacks ARE to take place
despite what was entered in the regular schedule panel.

Exclude:

Even if the regular schedule has been defined with a specific
date and time, the callback will not be activated.

Override:

Even if the regular schedule does not have the specified date
and time, the callback will still run.

From | 01-Tan-11 8:00 AM ... Q Exclude

@ Override

To | 31-Jan-11 8:00 PM ...

From | 10-Jan-11 8:00 AM ... To | 10-Jan-11 8:00 PM ...

Click D to create a new Schedule Exception.

Click *" to delete a Schedule Exception.
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4.2.5 Callback Search Tab

The Callback Search tab allows Supervisors to search for callbacks that have been
performed. You may enter various criteria to get more accurate search results.

|’ ik (O Business Processes Monitor b &F Technical Support xl
' Agents Performance " Interaction Performance \ ' Callback Performance || Callback Timing ] <j.'
~|  [o0:00:00 |00:00:00

Destination Minimum Adding Time E m

| | [11000112008M -

Results Visible: 0 Total: 0

Destination Creation Time Duration Number Of Attempts Assigned Agent Ass

Mo items in list

Figure 72: Callback Search Tab

The table below details the fields that can be found in the Callback Search tab.

Table 11: Business Process Index — Callback Search Criteria Fields

Field Description

Number of Attempts Select one of the following from the drop-down list:
Any, No Attempt, One Attempt, Two or More Attempts

Customer Request Enter the earliest time in which a customer asked to be called back.

Start Time

Customer Request Enter the latest time in which the customer requested the callback

End Time should be received.

Destination The customers phone number to be used when searching for a
calling back.

Minimum Adding Time | The callbacks that were created after the specified date/time.

Results

Destination The customers phone number to be used for the Callback.
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Creation Time

When the callback was created.

Duration

The elapsed time since this callback was created.

Number of Attempts

Total number of attempts made to reach the customer.

Assigned Agent

Agent assigned to the callback.

Assigned Team

Team assigned to the callback.

Interaction Location

Last Remark

If a comment was entered by the agent (in the Agent Client or
Supervisor Client) it will be displayed here.

Last State

This is the last attempt result. Possible outcomes include: No
Answer, Busy, Wrong Number, Requested Callback, Max Attempts
Reached.

Last State Time

Customer Name

Customer Name.

Customer Time Zone

Customer Time Zone.

Customer Request

The earliest time the customer requested the Callback to occur.

Start Time
Customer Request The latest time the customer requested the Callback to occur.
End Time
Customer Request Date in which the customer requested the Callback to occur.
Start Date

4.2.6 Callback Search Commands

The Callback Search Commands allow you to perform certain actions on the results of your
callback search query. The following Callback Search Commands exist: Send to Queue and
Purge Interaction.

e To usethesendto queue command:

1. Right-click anywhere on the record displayed in the results panel and
select ‘Send to Queue’.

Destination . Customer Name . Last Remark

8028852

“o Purge Interaction

Figure 73: Send to Queue Command

This will send the callback interaction to the Business Process queue and the
callback is handled immediately. This action is performed only on those callback
interactions that are pending. This command sends the callback interaction to the
gueue even if the Business Process callback was stopped.

e To use the purge interaction command:
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1. Right-click anywhere on the record displayed in the results panel and
select ‘Purge Interaction’.

Destination = _  Customer Mame = _  Last Remark
BO28852 Dana=

@, Zoom In

*%, Send To Queue

i Purge Interaction

Figure 74: Purge Interaction Command

This cancels the Callback interaction. This Callback will be counted as ended with a
“Purged” reason and towards the overall callback volume.
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4.27 Current Interactions Tab
Use the Current Interactions tab to view all the Business Process interactions currently in

process. This enables you to get a wider picture of how your Business Process is functioning
in real-time.

1 L Business Processes Monitor b Technical Support X
Agents Performance Interaction Performance Callback Performance Callback Timing Callback Search Current Interactions \1 >

Current Interactions

Agent /Ty RemoteParty i+ Media iy |EntryTime | /T, CumentState .1+ StateTime 'y Demands | '+ DemandsFitter 1+ WaitingTime | '+ | Total Waiting Duration %+ SystemDID | /iy *
7172018677 _? Telephony 3:17 PM @Agenlie\e(tmg 00:00:04 Technicallevel English (M), Technical L 00:00:04 00:00-:00 65102344931

Figure 75: Business Process Current Interactions Tab

The table below details the fields that can be found in the Current Interactions tab.
Table 12: Business Process Index — Current Interaction Fields

Field Description

Agent The agent currently handling the interaction. If no agent
appears it means the interaction is in the BP, but the agent is not
yet handling the interaction.

Remote Party The telephone number of the calling customer. If the customer’'s
name is known in the system, their name will also appear here.

Media The media type of the Interaction will be indicated by the
relevant icon.

Entry Time The time in which the interaction entered the BP or Channel.

Current State The current interaction state (e.g. handling, wrap up,).

State Time Indicates how long the interaction has been in the current state.

Demands Demands (skills) assigned to the Interaction

Demands Filter Current Demand Filter assigned to the interaction - this is a

dynamic value and will update depending on how long the
interaction waited in queue

Waiting Time Indicates how long the interaction has been waiting in queue.

Total Waiting Indicates the total time the interaction has been waiting in

Duration queue.

System DID The telephone number the customer dialed to interact with the
BP or the system endpoint (extension) reached.

Interaction Type The type of interaction (i.e incoming telephony, transferred
telephony, incoming chat, incoming email, etc).

Assigned To Agent/ Team which the interaction is assigned to. If non exists
— current Business Process is shown.

Customer ID Customer ID.

Interaction ID An internal number that is automatically assigned by the system.

Flow Version Version of the flow.
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4.3

Delegated and Abandoned Index

Use the Delegated and Abandoned Index to monitor and assign Abandoned Call Callbacks
and respond to Interactions delegated by an Agent to the Supervisor for follow up.

The table below details the fields that can be found in the Delegated Interactions Monitor

Tab.

(0 Delegated Interactions Monitor

Tnitiator | %

& Technical...

¥ Technical...

& Customer...

&% Customer...

& Agent 3
& Agent 3

&% Technical...

&% Technical...

Delegate Details .1, Remote Party

Waiting time: 4 sec. befo
No Agents Were Logged  xdcsxcy (ssdlfsd)
Interaction Demands:

Waiting time: 7 sec. befo

Mo Agents Were Logged I (jiefferies@evaly k¥ Incomin

Interaction Demands:

Waiting time: 12 sec. befi

¢ Incomi

Agents in state Break: Ag Rich Fox (fox@eve it Incom

Interaction Demands: Cu

Waiting time: 28 sec. befi
No Agents Were Logged 7172018677
Interaction Demands: Cu

Needs help 6103040728
Sales lead..please pass c 7172018677

Waiting time: 15 sec. befi
No Agents Were Logged 7172018677
Interaction Demands:

Waiting time: 22 cec. befi
No Agents Were Logged 7172018677
Interaction Demands:

71« Interaction Type |

ng Chat

Business Process

&F Technical §

upport

/1. | Campaign

{1+ | Entry Time

£+ | Remarks

6/7/2017 7:29:36 A 1 Remarks

Last State

@ Abandoned

1+ | Customer D

Delegated To Supervisor

Delegated To Supervisor

g Chat £F Technical Support 6/6/2017 4:22:27 PI 1 Remarks = @ Abandoned

ng Chat SF Customer Service 6/1/2017 2:09:04 P 1 Remarks = @ Abandoned

& Incoming Telephony  &F Customer Service 5/23/2017 10:53:45 1 Remarks - @ Abandoned
& Incoming Telephony £F Customer Service B/6/2017 3:33:07 P| 3 Remarks -
e Incoming Telephony  &F Technical Support 5/22/2017 450:47 | 1 Remarks =

W& Incoming Telephony  &F Technical Support 5/23/2017 10:54:32 1 Remarks = @ Abandoned

& Incoming Telephony  &F Technical Support 5/23/2017 9:28:49 ;1 Remarks = @ Abandoned

Figure 76: Delegated and Abandoned Index

Table 13: Delegated and Abandoned Index — Delegated and Abandoned Fields

Field

Description

Initiator

Indicates the source of the interaction (typically an agent or a
BP).

Delegate Details

Message left by delegating agent or the queue details of an
abandoned interaction.

Remote Party

Indicates the customer involved (e.g. customer’s phone number
or name/email).

Interaction Type

The type of interaction (call, chat, etc.).

Business Process

The Business Process in which the interaction took place.

Campaign The outbound Campaign in which the interaction took place;
blank if no Campaign was involved.

Entry Time The time in which the interaction started.

Remarks The relevant comments/remarks that were entered during the
interaction are displayed.

Last State Interaction last state.

Customer ID

Customer ID.

The Delegated and Abandoned Index allows Supervisors to perform the following actions on
Abandoned and Delegated Calls:
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4.3.1

Remove Selected Delegations

Copy Remote Party to Clipboard

Dial Now — for Remote Parties with an associated DID
Ignore and Remove

Request Callback

Remove Selected Delegations:

Allows the Supervisor to remove multiple Supervisor Delegated interactions. Remarks can
be made as to why the Delegated interaction is being removed.

4.3.2

Enter Comment

Delegations to remove: 1

Your remark

Already spoke to this customer.

Figure 77: Enter Comment

Copy Remote Party to Clipboard:

Copies the customer’s DID and allows the Supervisor to share that number with others (via
email, chat, etc.) or open the Supervisor Agent App and copy the customer’s number into the
dial pad.

Right click on an interaction with a DID. Select Copy Remote Party to Clipboard.
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| {& J Delegated Interactions Monitor

Delegated Interactions List

ﬂ Technical...

:‘5’ Customer...

Waiting time: 7 sec. befo

Interaction Demands:

Waiting time: 28 sec, befi

Intaraction Daraande: (T

Initiator Delegate Details Remote Party Int

MNo Agents Were Logged 1) (jjefferies@evoly i“i

Mo Agents Were Logged 7172018677

&# Cust

¥ Tech

L A

Remove Selected Delegations
Copy Converser to Clipboard
Dial Mow

Ignore and Remaove

Request Callback

303276009

172018677

172018677

2 Ager

N
N
Y

A

Figure 78: Copy Remote Party

Ensure the Supervisor state is set to Ready. Click E to open the

phone book.

Select Dial and paste on the dial pad.
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Cut Ctrl+X

Copy Ctrl+C
Pazte Ctrl+W

Contacts - Dial] Email

Figure 79: Paste Remote Party Number

This will paste the copied number into the dialpad. By selecting Dial, an
outbound call will be placed to the copied number.

Business Process |§ Technical Support

Figure 80: Dial
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4.3.3 Dial Now

Dial Now allows the Supervisor to place an outbound call directly from the Delegated

window.

1. Right click on an interaction with a DID. Select Dial Now.

Woaiting time: 28 sec. befi
:‘5 Custornar B Anente Wera | anned 7172018677

?'B' Cusi

&% Teck

+ o o

Remove Selected Delegaticns
Copy Converser to Clipboard  |3n3975000
Dial Mow

Ignore and Remove

Request Callback

172018677

G Dmmpmt T

Comlme Vmml o lommmm mmmm = T T QETT

Figure 81: Dial Now

2. A call will connect with the Supervisor Agent App and immediately make
the outbound call to the number selected.

(& 2 Delegated Interactions Monitor

Delegated Interactions List

&Technical...

F Customer...

a"Customer...

&# Technical...

2 Agent 3
ﬁ Agent 3

% Technical...

{-}Customer...

Initiator '+ | Delegate Detail

Waiting time: 7

No Agents Werd|

Interaction De

Waiting time: 7
Agents in state
Interaction De

,:_‘!' = E
@,’- 7172018677 00:00:05 %

State |D ling |
Type [Ou‘t. External Telephclny]
Customer | |
Entry Time 6/20/2017 3:38:58 PM |
Origin [Supervisor 2 |
Destination |:?l?20186??

Business Process [Custclmer Service

Demands |

Remarks | 1 Remarks

|

|

I

Waiting Time ~|00:00:00 _|
’]

|

Links ( _
Previous Attempts |.0 Previous Attempts ~ |

Completion Status | Handled - |

Telephony Sessions ——————— ~

£ 7172018677 00:00:05

Figure 82: Dialed Contact

4.3.4 Ignore and Remove
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Allows the Supervisor to ignore and remove a single interaction. Remarks can be made as
to why the interaction is being ignored and removed from the index.

4.3.5 Request Callback

Allows the Supervisor to setup a Callback for the customer and assign the callback to either
a specific agent or team.

1. Right click on an interaction and select Request Callback.

Waiting time: 28 sec. befi
i¥ Customer.. No Agents Were Logged 7172018677

T s o i o T o o lm s #n

= Remove Selected Delegations
2 C 303276009
¥ Cust = Copy Converser to Clipboard EAEELLELY
= Dial Now
2 Tech =+ Ignore and Remove 72018677
-+ Request Callback
| @ Age i 72018677

Figure 83: Request Callback

2. Once selected the Callback window will open to schedule the Callback.
The Remote Party DID and Delegated Details will appear at the top.
Under scheduling, fill in the following details:

a.

b.

From: Date in which the Callback will process.

Between: Start time of when the Callback will process.

And: End time in which the Callback will no longer be processed.
Callback BP: BP will autofill based on the BP the interaction came
from. The BP can be adjusted to process the Callback through
another BP.

Destination: The Remote Party’s DID.

Assigned Agent. Assign the Callback to a specific Agent.
Assigned Team: Assign the Callback to a specific team of agents
- assigning it to a team will present the Callback to the first
available agent within that team when the Callback is set to be
processed.

Customer Time Zone: Time Zone of the customer.

Your Remark: Add remarks to the Callback for the Agent to
reference when they receive the Callback.

Evolve IP Proprietary and Confidential 84



EVOLVE i

THE CLOUD STRATEGY COMPANY Supervisor User Guide

Enter Callback scheduling details and comment
Converser J172018677
Delegate details Waiting time: 28 sec. b
MNo Agents Were Logg
Interaction Demands: {
Scheduling
e | 6/20/2017

Between | 1:20 PM

And 330 PM

Callback BF |Customer Service ¥ ‘

Destination TLT2018077

Assigned Agent | Agent 3
Assigned Team |
Customer Time Zone | (UTC-05:00) Easte = ‘

Your remark

Customer wanted a callback to discuss pricing
options around the different polycom phone
models‘l

Figure 84: Callback

4.4 Contacts Index

The Contacts Index allows Supervisors to manage the contact lists imported and utilized
when running campaigns or within their CRM

Imported contact lists are shared across all Supervisor Clients.

4.4.1 Quick Search

The Quick Search tab allows Supervisors to search for contacts that have been imported
and stored in the system.
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[ & L Contacts Monitor

| QuickSearch | Lists | Searchandexport | Import |

Results

First Name | i« | LastName i+ |Phonel | /i.|Phone2 i.|Phone3 /% Phoned | /i Phone5 % |Email | /i. CustomerID | /I. Street /t.|Addresslinel .t |Addressline2  /iv City | *

Liz Fox 6102320448

Figure 85: Contact Search

1. Search Term — Enter in the search term to bring up contacts. The term can
contain anything found within the results bar (Frist/Last Name, Phone Number
(full or partial number), Address, etc.).

2. Clear — Clears a current search.

3. Search — Once a search term has been entered, select search to pull up the
search results

4. Quick Export —

5. Results — Showcases the results based on the search term entered. Not all
columns will be filled in for each contact. The information that was provided in
the initial upload will show up in the search results.

4411 Deleting a Contact

To delete a contact within the Results window, right click on the contacts name and select
Delete.

| & 2 contacts Monitor X

| QuickSearch | Lists | Searchandexport | Import | 4>
Results Visible: 1 Totalk: 1
First Name | "%+ | Last Name | i« | Phone 1 | /i« |Phone2 | /4. Phone3 | /1. Phoned | /i. Phone5 | /i |Email | (1. CustomerID | /1, |Street .. | Addresslinel | /', |Addressline2 /i |City  *
Liz Fos 6102320448
Contact
%] Delete

n 0

Figure 86: Deleting a Contact
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After deleting the contact, performing a second search for the contact will produce a an error
message indicating that “No contacts meet the search criteria”

[ 2 contacts Monitor

[ QuickSearch | Lists | Search and export | Import |

i ]

Results Visible: 0 Total: 1

First Name Last Name Phone 1 Phone 2 Phone 3 Phone 4 Phone 5 Email Customer ID Street Address Line 1 Address Line 2 city | -

No items in list

2R -
(| )No contacts meets the criteria

Figure 87: Deleting a Contact

4.4.2 Lists

The Lists tab shows all the imported contact lists that have been added to the system.
Contacts can be used within the enterprises CRM or for Campaigns.
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[ & contacts Monitor x|
[ QuickSearch | Lists | Searchandexport | Import | >

CRM Lists

Name | 't. | Creator | 't | Create Time | 't . | Total Contacts | I«

Billing Liz Crider 12/15/2017 3:03:36 F 3

Sales Campaig Liz Crider 12/14/2017 9:04:52 1 3

o~
@' - Liz Crider

4421

By @ mtemalprone 1020am @) B i
Figure 88: Contact Lists
Name — name of the CRM / contact list.

Creator — user that Imported the contact list.
Create Time —time and day the list was imported.

N

Total Contacts — total number of contacts found in the list.

Renaming a List

Once a list has been imported, it can be renamed.

1. Right click in a contact list and select Rename.

[ Contacts Monitor X
| QuickSearch | Lists | Searchandexport | Import | P>
M Lists Visible: 2 Total: 2
Name | /t. | Creator | /1. | Create Time | /'t. Total Contacts | /.

Billng liz Critar 12/15/2017 30336 F 3
Sales Cat ] Delete 12/18/2017 0:0452F 3

®, View Contacts

i# Rename

Figure 89: Renaming a List

2. In the Rename List popup, enter in the new name of the list and
select OK.
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[ contacts Monitor x|
[ QuickSearch || Lists | Searchandexport | Import | 4>
RM Lists. Visible: 2 Total: 2

Name Creator Create Time Total Contacts
Billing Liz Crider 12/15/2017 30336 F 3
Sales Campaig Liz Crider 12/14/2017 9:04:52 F 3 @) Rename fist g
Please enter a new name
Evolve IP Contacts]
oK I Cancel

Figure 90: Renaming a List

3. The list will be updated with the new name.

[ & contacts Monitor

X
[ QuickSearch | Lists | Searchand export | Import | b
ORM Lists 22
Name Creator Create Time Total Contacts
Evolve P Contacts _ Liz Crider 12/15/2017 3:0336 F 3
Sales Campsign iz Crider 12/14/2017 9:0452F 3

Figure 91: Renaming a List

4.4.2.2 Deleting a List

When a list is no longer needed it can be deleted. This action can not
be undone.

1. Right click on a list and select Delete.

[ & 3 contacts Monitor

X
[ QuickSearch || Lists | Search and export | Import | 4>
Lists Visible: 2 Total: 2
Name Creator Create Time Total Contacts
Billing Liz Cric 12/15/2017 3:03:36 F 3
Sales Caf ) Delete 12/14/2017 ©:04:52F 3

#, View Contacts

it Rename

Figure 92: Renaming a List

2. A confirmation message will appear, asking to confirm the

deletion of the list. Click OK to delete the list or Cancel to cancel
the action.

[ it Q contacts Monitor

lonitor _ x|
Quick Search | Lists | Searchand export | Import | 4>
M Lists Visible: 2 Total: 2
Name Creator Create Time Total Cantacts
Evolve IP Contacts _ Liz Crider 12/15/2017 3:03:36F 3
Sales Campaign Lz Crider 12/14/2017 2:04:52F 3 T =

Are you sure you want to delete list ‘Evolve IP Contacts?
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Figure 93: Deleting a List

3. The list will be removed. Contacts in the list will no longer be
available when performing a quick search.

(& 2 contacts Monitor x|

| QuickSearch || Lists | Searchand export | Import | 4>
CRM Lists 8 Ful
Name | /1. | Creator | /L. | Create Time | «. | Total Contacts | /1.
Sales Campaign Lz Crider 12/14/2017 20452 3

Figure 94: Deleting a List

4423 Viewing a List

Supervisors can view the full list of contacts and contact details.

1. Right click on the imported contact list you wish to view, select
View Contacts.

[ i £ contacts Monitor X
[ Quicksearch || Lists | Search and export | Import | <>
CRM Lists Visible: 2 Totak 2

Mame | /T.|Creator L. |CreateTime .. Total Contacts ..

Billing Liz Cricl 12/15/2017 3:03:36 1 3
Sales Can | Delete 12/14/2017 9:04:52 1 3

@, View Contacts

¥ Rename

Figure 95: Viewing a Contact List

2. This will automatically open the Search and Export Tab and
populate with the selected list.
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| & (3 Contacts Monitor B3
( Quick Search | Lists | Searchand export ]l Import ] QD‘
C Properties

| T e e ) ) e e

" |Seled the relevant iterfr | |lf’l.’0m1 1200 AM  ~ |

Contact History Properties

| Handled by agent Last Interaction Ending St Interaction Media Type Last Interaction Start Tu Last Interaction End Time

~|  |11/0001 1200 AM -| [1/1/0001 1200 M ~|

List and Campaign properties

- 1 = ==
o Campin~] e

Results Visible: 3 Total: 3
|

First Name Last Name Phane 1 Phone2 | /1. Phone3 Phone 4 Phone 5 | /1. | Email | /1. | CustomerID | /1. | Strest | /1. | Address Line *
| Rich Fox 7172018677 fox@aol.com

Jeff Martis 2154987210 Martis@gmail

Liz Fox 6102320448 fox@yahoo.ce

Figure 96: Viewing a Contact List

3. Within the search results, the ability to delete an individual contact
is available, by right clicking on any name and selecting Delete.

443 Search and Export

You can Search and export contacts based on specific search
criteria as shown below and then click Search or Export buttons.

| QuickSearch || Lists | Searchandexport | Import | 4>
Contact Prop
R R O R | COm—
| [Pennsyivania < [ves ~|  [1/1/0001 12:00 AM -]
Contact History Properties
Jason Jefferies &3 | =] [Telephony +|  [/2/0001 12:00 AM ~|  [1/1/0001 12:00 AM -]

List and Campaign properties

e e E———

Resulis Visible: 6 Total: 6

First Name Last Name

< | .

Figure 97: Search and Export

Contact Properties:
1. City
2. State
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3. Zip
4. Country
5. Time Zone - Select from the available time zones in the
dropdown
6. DNC — Select Yes to view contacts that are currently on the
DNC list. Select No to view contacts that are not part of the
DNC list.
7. Last Modified Start Date — Enter in a Date and Time for last

when the contacts were last modified date

Provide Date and Time

Date [12/1/2017 Today
Yesterday

Week Ago

Time 900 AM Maonth Ago

Figure 98: Search and Export

Contact History Properties

1.

Handled by Agent — search contacts that have been handled
by specific agent. Select the agent from the dropdown.

Last Business Process — search contacts based on the last
Business Process they interacted with. Select the Business
Process from the dropdown.

Last Disposition Code — search contacts based on the last
disposition code assigned to the contact(s). Select the
disposition code from the dropdown.

Last Interaction Ending Status — search contact(s) based on
the last interaction ending status. Select the interaction status
from the dropdown.

Interaction Media Type — search contact(s) based on the
interaction media type: Chat, Email, Fax, Telephony.

Last Interaction Start Time — search contacts based on a start
time of the interaction.

Last Interaction End Time — search contacts based on the end
time of the interaction.

List and Campaign Properties

1.

2.

CRM Lists — search for contacts that are found in the selected
CRM list.

Loaded to Campaign — search for contacts found in a specific
campaign.
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3. Handled in Campaign — search for contacts that have been
handled in a campaign.

4. Campaign Last Trial Pending Status — search for contacts
based on their pending status.

Clear — clear search results.
Search — search for contacts based on search entries.

Export — launches Export wizard.

© N o o

Export to List — export search contacts to another CRM list.

4431 Export Contacts

Exports will occur in a ZIP file containing XLS, CSV and TXT

versions.
1. Enter in the search criteria and click search to bring up contact
records.
{J Contacts Monitor
Quick Search || Lists | Searchand export | Import
Contact Properties
12/13/2017 11:00 AM
Contact History Properties
1/1/0001 12:00 AM ~| [1/1/0001 12:00 AM
List and Campaign properties
— [ciear] [searcn| [Export] [Export tolist]
First Name | 1. | Last Name | /1. | Phone 1 - Phone2 - Phone3 | /1. Phoned - Phone5 ~ |Email | /1. | CustomerID | /7. | Street - | Address Line 1 - | Address Line 2 - | city [T,
Avi Ben-Tsoor 189221866 abentsoor@e
Jason Jefferies 6102320408 fox@yahoo.cc
Liz Fox 6102320448 foxl @yahoo.
Adaline Elizabeth 6102320011 AE@gmail.cor
Rich Fox 7172018677 rfox]@aol.cor
Mike Hamilton ~ Fox 7172018676 rox@aol.com
Jeft Martis 2154987210 Martis1@gmaz
Jim garrety 7172005678 jg@aol.com
- rommnen m —

Figure 99: Export Contacts

2. Select Export
3. The Contact Export Wizard will open. Select Next.
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[ o (Sl e S

Welcome to Evolve IP contacts exporter

This Wizard will guide you through contacts export flow

Help | [ Cancel H < Back [ Mext >

Figure 100: Export Wizard

4. From the right-hand column, select the fields for the contacts you
would like exported: Contact information, Contact History or a
combination of the two.

5. If an alternate name for a column is preferred, enter the name in
the Alternate Column Name space.
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L J
. - & - - . . - 0 q
Step-1
Please set mapping from source fields to contact properties
Select export template - [Deiete selected template]
Export column Alternate column name © Contact © History I
. ]d -
FirstName
Up Phonel
LastMame Phone2 £
i ) - - Phone3
LastInteraction.FirstAgent First Agent Interaction Phoned
Phone5
Firsthame
LastName
Email
Street
Addresslinel
AddresslLine2
ot
State
Zip
At N
[Clear mapping] [ Update selected template ] [Sa\re as template]
[ Cancel ] [ < Back I Mext =

Figure 101: Export Wizard

Select Clear Mapping if you wish to reset your export criteria.

Select update selected template, if a current template has been
selected and edits have been made to the template.

selections for future exporting needs.

Select Save as template if you wish to save the current mapping
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r

2 - a " 2 " 2 g =Bl =]
Step-1

Please set mapping from source fields to contact properties

Select export template - [Delele selected template
Export column Alternate column name ® Contact © History
Phonel
LastMame Phaone2 £
Lastl ion.FirstA First A ) Phone3
stinteraction.FirstAgent irst Agentintaract — .
“.| Template name M
o
Please enter plate name
First Agent Interaction Temp\atel
( oK I Cancel
Addressline2
S
State
Zip
CAnntne T

[Clear mapping] [ Update selected template ] [Save as template]

[ Cancel H < Back I Next > H Finish

Figure 102: Export Wizard

r [=@] % |
Step-1
Please set mapping from source fields to contact properties
Select export templatel[First Agent Interaction Temp v [Delete selected template
Export column Alternate column name © Contact © History
FirstName ud -
Phonel
LastName Phone2 £
. : 3 T Phone3
LastInteraction.FirstAgent First Agent Interaction b

-
Information -

@ Template was saved successfully

Crnntne

[Clear mappingl | Update selected template | [Saveias template]

| Cancel || <Back | Next> || rinisn |

Figure 103: Export Wizard
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9. Select Next.

10. On the export page, select the checkbox if you wish to include the
contact history of the records being exported. Select export.

[ - - Dﬁléﬂ

Export Page

Export page

Preview screen is under development !
The screen will contain a grid with the same export file structure that is created using the selected template
Clicking on "Export’ button will trigger a browse window and than the export itself

Include all contact history
| Important: exporting contact history usually contains large number of recards, this might take longer to complete

Export

[ Cancel H < Back

Figure 104: Export Wizard

11. Locate and save the file in a folder of your choice.

Save As
-, — " "
L) “l ¢ Libraries » Documents » ECS » Cloud (Campaign) Dialer »
Organize » New folder
3 Documents =
& Music Documents library e B
Cloud (Campaign) Dialer
[=| Pictures
B Videos Name : Date modified [
EIP VM Tour Campaign 8/18/2017 9:30 AM
1% Computer 1, 2017121512 5116638 12/15/201712:51 ..
£, Local Disk (C:) e 1) 2017 121911 252,672 12/19/2017 11:25 .y
2 evolveip (\fs01) 1) 2017121911 27.29.80 12/19/2017 11:27 .
S ecrider§ (WfsD1) | 1) Test 8/1/2017 3:13 PM
€ Netwark a4 I ’
FIENEL 2017 121915 6.33.353) - |
Save as type: [AH files -] '
' Hide Folders save | [ cancel |

Figure 105: Export Wizard
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4.4.3.2

12. Once saved, you will get a confirmation message and the option
to open the folder and view the files.

-
Evelve Contact Supervisor P u

File C:h\Usershecrider,Documents\ECS\Cloud (Campaign) Dialer
Y2017 121915 6.33.353.zip was created successfully,

Open Open file location | [ oK

Figure 106: Export Wizard

Export to List

1. Enterin the search criteria and select search to bring up contact

[ & © contacts Monitor X)
[ QuickSearch | Lists | Searchand export | Import dl>
Contact F
_ _ _ m = e
v]  [Selectthe relevantitem  +| [12/13/2017 11:00 AM -]
Contact History Properties
= =
=) | ~| [1/1/0001 12:00 AM ~|  [1/1/0001 12:00 AM -
List and Campaign properties
e
Results Visible: 10 Total: 10
First Name Last Name Phone 1 Phone 2 Phone 3 Phone4 .*. PhoneS Email CustomerID | /1. | Street | /% | Address Line 1 Address Line 2 | /T. | City | T, *
Avi 8en-Tsoor 8180221866 abentsoor@e:
Jasan Jefferies 6102320408 fox@yahooicc
Liz Fox 6102320448 foxl @yahooc 1
Adaline Elizabeth 6102320011 AE@gmail.cor
Rich Fox 7172018677 rfoxl@aol.cor
Mike Hamilton  Fox 7172018676 rfox@aol.com
Jeff Martis 2154987210 Martis1@gma
Jim garmrsty 7172005678 jg@aol.com
4 [i — n — - »

Figure 107: Export to List

2. Select Export to List.

3. From the drop down select the list you wish to add (export) the
searched contacts to and select OK.
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4.4.4

Second list
First List
Avi Testing time zone
Auto list Dac 19 2017 Tt
updated e-mails

*hone3 !+ Phoned .!. Phone5 '+ Emaill 1. CustomerID .1, '
Figure 108: Export to List

-
- Select List 5 e S
Plzaze select a list or enter new list nams
| | updated e-mails -
OK I Cancel 1

Figure 109: Export to List

4. A successful confirmation message will appear once the contacts
have been exported successfully.

#+ 3 Contacts exported successfully to

i ‘'updated e-mails’

Figure 110: Export to List

Import

Provides the history of all imported lists within all the Supervisor

client’s, as well as the ability to import new lists for Campaign use or
the CRM.
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¥
"~ Contacts Moritor (=] ot
L comcmonio o by NN, SRS Seeeesvewes B0 e .
= S
[ & & Contacts Monitor X)
( Quick Search ” Lists " Search and export ” Import | 'd |>
Import contacts wizard
Upload Date | /1. |Total Records | 1.  Updated Records . Inserted Records | 1.  ListName 7. “
12/14/2017 9:04:53 P 3 0 3 Sales Campaign
12/15/2017 3:03:36 P 3 0 1 Evolve IP Contacts
12/15/2017 3:05:10P 3 3 0 Sales Campaign
12/15/2017 4:43:27P 3 0 0 Billing
12/15/2017 4:51:06 P 3 0 0 Billing
12/15/2017 4:53:04 P 3 0 0 Test List
v

Figure 111: Contacts Index

Uploaded Date — Date and time the contact list was imported.
Total Records — total number of contacts on the list.

Updated Records — total number of contacts that have been
updated within the list.

4. |Inserted Records — total number of contacts created when the
list was imported.

5. List name — name of the contact list.

4.4.4.1 Importing a Contact List

1. Elick on the Import Contacts Wizard

| {& J Contacts Monitor
|J Quick Search " Lists " Search and export ’ Import L

Import contacts wizard

Figure 112: Importing Contacts

2. The following screen will open. Click Next.
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=RRCE X

- - x - -

Welcome to AireContact contacts importer

This Wizard will guide you through contacts import steps

Cancel ‘ Next > |

Figure 113: Contacts Import Wizard

3. Select Browse to upload the Contact list.

a.

Once a file has been selected, choose to upload the list to an existing
list (select list from the drop down) or create a new list (enter in the
new list name).

Select Update Existing Contacts if updating an existing contacts
information to an already existing list.

Select Auto Calculate Time Zone, if not exist in file if applicable.

Select Exclude Records with invalid/empty contact time zone if
applicable .
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TS S
> - - - - - - - E- =
Steplof3

Select source file and target list name

Select source file (xlsx, csv or txt format) |
File name: Ch\Users\ecrider\Documents\ECS\Cloud (Campaign) Dialer\EIP VM Tour Campai

File contain header

I |
|| |-f_':' Import contacts to an existing list |
|| Select an existing list:

|| = -
@ Create new list

Enter new list name Prospect- DR Conference

[C] Update existing contacts

I [C] Auto calculate time zone, if not exist in file (increase processing time significantly) |

Exclude records with invalid/empty contact time zone

Il [ Cancel H < Back l Next = l II

Figure 114: Contacts Import Wizard

4. Select Next.

5. On the next screen you will see an example of a contact with the heads that
were populated within the spreadsheet that was uploaded.
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= - - - - - - - -
Step 2 of 3
Map source file fields to contacts fields, save as template for future imports of the same file format

FirstName LastName CompanyName LeadType PhoneNumber State EmailAddress

David Hayes |Tua|\tyHeaIthcare ProspectHIMSSConference | 5036811762 |OR |da\:'|d.hayes@tuahty‘mg|

El 3

elect mapping template hJ elete selected template
I Sel i | Del | d I
{l
[l Contact fields Source file fields
(| [ '] FirstName
| [ '] LastName

[ '] CompanyName

[ '] LeadType
I [ '] PhoneNumber
(|

[ '] State
I [ '] EmailAddress
|
U
. !

[ Clear mapping ] [ Save as template ]

[ Cancel H < Back I Mext = l

Figure 115: Contacts Import Wizard

6. To display this information to the agent when receiving a Campaign call,
select the appropriate Contact Fields from the drop down that match the
Source File Fields show on the right hand column.

Step2of3
Map source file fields to contacts fields, save as template for future imports of the same file format

FirstName LastName CompanyMame LeadType PhoneNumber State EmailAddress
David Hayes ‘TualityHeaIthcare ProspectHIMSSConference| 5036811762 |OR |david.hayes@tua|ity.org|

i Select mapping template [ - Delete selected template | |1

Contact fields Source file fields

CompanyName

Time Zone -
Customer 1D

DNC

Text 01 L State
Text 02 1

LeadType

PhoneMNumber

EmailAddress

T
]

|

n
izl late

l Cancel H < Back l Next >

Figure 116: Contacts Import Wizard
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7. Select Save as Template if this is the first time creating a campaign using the
Source File Fields. Enter in a template name and select ok. A confirmation
that the template was saved successfully will appear.

-

[lal&@] =
Step 2 of 3
Map source file fields to contacts fields, save as template for future imports of the same file format
FirstName LastName CompanyName LeadType PhoneNumber State EmailAddress
David Hayes |TuaIiI:)«'H\c_\althcar\c_I ProspectHIMSSConference| 5036811762 |OR ‘david.hayes@luality‘org|
P v
Select mapping template [ x Delete selected template | ||
Contact fields Source file fields |
[First Name 'l FirstNanf | 1o oiate name |
[Last MName 'l LastMa Bl |
lzase enter name
[Company ,l Compa Praspect - DR Conference Template|
[ext o2 - LeadT [ oK L Concel |
[Phonel 'l Phone! =
[State 'l State
[Emil - EmailAddress
Clear mapping l [ Save as template
[ Cancel ] [ < Back 1 Mext =

Figure 117: Contacts Import Wizard

8. Click Next.

9. The next screen will show the Source File Total Records (total contacts
uploaded in the list), Total Valid Records and the Total Error Records.

Step 3 of 3
Freview of mapped source file (top 5 records)

Source file total records: 321
Total valid records: 277
Total error records: 44

Figure 118: Contacts Import Wizard

The first list shows a sample of the valid records.

10. The second list shows the invalid records and why they are invalid.
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Step3of 3

Preview of mapped source file (top 5 records)

Source file total records: 321
Total valid records: 277
Total error records: 44
First Name Last Name Company Text 01 Phone 1 State Email
i David Hayes TualityHealthcare ProspectHIMSSConference [5036811762|OR david.haye I
i Samuel Shatzer SummitHealth ProspectHIMS5Conference 7172645171 | PA sshatzer@)|
I Rupesh Srivastava | Youngsoftlnc ProspectHIMSSConference [ 2486688230 | Michigan |rupesh@y,
Terry Tolman CornerstoneDataStrategiesIne. | ProspectHIMSSConference | 8007853075 | California | terry.tolm.
Tedd Chamberlain | MediRevyv ProspectHIMSSConference 6789471801 | lowa tchamberl
i 4| . ] v

File contains 44 invalid lines.

Invalid lines cannot be imported, please fix the invalid lines or mark to ignore them

Phonel
I tHIMSS5Conference | 4438496435

State Email

MD | cellis@gbmec.org

error

Duplicate values in 'Phonel’ column|

tHIMSSConference | 4105816400

VA [todd.messner@gdit.com

Duplicate values in 'Phonel’ column|

tHIMSS5Conference | 3053482830

FL ljislvare@fiu.edu

Duplicate values in 'Phonel’ column|

tHIMSSConference | 2123784108

NY |valentina.lakhina@dataart.com

Duplicate values in ‘Phonel’ column|

Ignore error records

Export error records

Export valid records

[ Cancel l[ < Back l Next >

S

Figure 119: Contacts Import Wizard

11. To continue with the upload and ignore the errors, select Ignore Error
Records.

12. Click Next.

13. An upload success screen will appear. Select Finish and return to the
Supervisor Client.

i )

-

Import in process...
This is the last page in the process

The source file is being uploaded according to the selected mapping.
The process runs in the background and may take a few minutes.

Once the file import process is over, a notification message will be displayed at the bottom right corner of the screen.
You may close this window

277 Records will be processed...

Figure 120: Contacts Import Wizard
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4.5 DNC Index
The Do Not Call index allows Supervisors to manage contacts that are part of the Do Not
Call (DNC) list.

The DNC list can be made up of organizational and national telephone numbers that are
registered to the DNC list. It is the customers responsibility to maintain and cross-check with
the National DNC list all numbers being added to their campaign lists. The organizational
DNC list is maintained internally by the customer at the organization/enterprise level. The
DNC list is stored at the Enterprise level and can be access for all campaigns and by all
Supervisors.
4.5.1 Search and Export

Provides the ability to search for telephone numbers, active or removed, on the
DNC list. These searches can be exported.

12/15/2017 12:50 PM

PR Organizational ||Active =

Liz Crider

12/15/2017

Number | /1. | Source | /1. Status | I. | Update DateTime u'I. Modified By | /"I, |Create Date | .1 |AreaCode | u'I. |Local Number | /T Remark | /1.

Cell Phone

17 2018676 Number

. Do Mot Call (DNC) Ma =)
|
[ £ o Not Call (DNC) Management X
[ Search and Export H Add single number H Add/Remove ” Statistics | QD’
e e
77 Select the relevant item - 1/1/0001 12:00 AM - 1
Search Results Visible: 1 Total: 1

Figure 121: DNC Index
1. Phone Number — enter in the area code, full or partial telephone
number to perform a search on.

2. Status — search based on the status of the phone number: Active
or Removed.

3. Create Date — search by a specific date on when the number was
added to the DNC.

Prowvide Date and Time

Cate

12/15/2017

Time |12:30 PM

Figure 122: DNC Index
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Clear — Clear the search results.
Search — search based on the criteria entered.

Export — Export the list of number found based on the criteria
entered.

7. Search Results — Total Records — total number of records that
match the search criteria .

8. Search Results —
a. Number — number found on the DNC list.
b. Source — organizational or national
i. National — on the National DNC list

ii. Organizational — number’s added to the customers
internal (organizational) DNC list

c. Status — active or removed - If active and from the drop
down, Removed is selected, the number will be removed
from the DNC list.

d. Updated Date Time — date and time added to the DNC
list.

®

Modified By — user that added or modified the record.

—h

Create Date — date the contact was added to the DNC list.
Area Code — area code of the number.

= @

Local Number — seven digit local number.
i. Remark — remark added to the record (if any).

4.5.2 Add Single Number

Allows supervisors to manually add entries to the DNC list. Once added it will
appear under the Organization for the source of the number versus National.
s

{2 Do Not Call (DNC) Management »

Searchand Export | Add single number | Add/Remove | Statistics >

Phone Number @ L]

Mobile Telephone Number

[clear] [submit]

Figure 123: DNC Add Single Number

1. Area Code — area code of the number.
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Phone Number — seven digit.

Remark — optional remark that will show if number being added is
searched in the search and export tab.

4. Clear — will reset entries and nothing will be added to the DNC
list.

5. Submit — will submit the entry to the DNC list.

4.5.3 Add/Remove

Allows supervisors to bulk add or remove numbers from the DNC list.

| & £ Do Not call (DNC) Management x|
Searchand Export | Add single number | Add/Remove | Statistics | 4>
File Structure |E|
National <] [Area Code + Local Number =] [ANcell Phone Numbers
Figure 124: DNC Add / Remove
[ 2 Do Mot call (DNC) Management | X
Search and Export | Add single number | Add/Remove | Statistics 4>
fo— (&)

Organizational *|  [Number = [AllCell Phone Numbers

Figure 125: DNC Add/Remove
1. File Type — select which source to add the numbers too: National
or Organizational.
2. File Structure -

a. Number — Import CSV file with a single column (headers
not required) containing DNC phone numbers.
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b. Area Code + Local Number — Import CSV files containing
DNC numbers split into two columns: 3 digit area code and
7 digit local number (headers not required).

3. Remark — additional remarks added to the numbers once imported.

4.5.3.1 Add Numbers:
1. Select the File Type, Structure and add any additional remarks for
the numbers being uploaded.

X|

[ & 2 Do Not Call (DNC) Management
| Searchand Export | Addsingle number | Add/Remove | Statistics |

>

Fille Type

National

- Area Code + Local Number

M All Cell Phone Numbers

Figure 126: DNC Adding Numbers

2. Select Add to DNC.

3. Search and select the file to upload. The file being upload must
be in a CSV format without headers.

.| Open
Libraries » Documents » ECS » Cloud (Campaign) Dialer » -

Organize * Mew folder

7 Favorites
Bl Desktop
& Downloads
# iCloud Photos
& iCloud Drive
¥& OneDrive

=il Recent Places

~  Documents library
Cloud (Campaign) Dialer
Name

1. EIP VM Tour Campaign

Arrange by:  Folder *

Date modified

8/18/2017 9:30 Al
12/18/2017 2:50 P

| L) DNC Bulk Upload Addl

L) ExportCRMContacts636372115905362680

8/1/2017 3:32 PM I

4 Libraries
@ Documents
J’ Music
[E=] Pictures
BB videos
~ |4 (T | 3
File name:  DNC Bulk Upload Addl ~  [DNC file ¢.c5v) -
i Open |v] [ Cancel ]
Figure 127: DNC Adding Numbers
4. A confirmation message will appear when added correctly.
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7"+ 3 numbers were successfully added to
\ 1/ National DNC list.

Figure 128: DNC Success

4.5.3.2 Remove Numbers

1. Select the File Type, Structure and add any additional remarks
for the numbers being uploaded.

[ & 2 Do Not Call (DNC) Management
[ Search and Export | Addsingle number | Add/Remove | Statistics | QD‘

e s I

v| (A Cell Phone Numbers |

v|  [Area Code + Lacal Number

[National

Figure 129: DNC Removing Numbers

2. Select Remove from DNC.

3. Search and select the file of numbers to be removed. The file
being removed must be in a CSV format without headers.

Organize New folder = O @
A - .
9 Favorites Documents library P -
B Desktop Cloud {Campaign) Dialer :
i Downloads Mame . Date modified
% iCloud Photos [l
& iCloud Drive di EP VM Tour Campaign 8/18/2017 9:30 Al
& OneDrive 2] DNC Bulk Upload Addl 12/18/2017 250 P

@ ExportCRMContacts.636372115805362680 8/1/2017 3:32PM I

“&l Recent Places

-4 Libraries

@ Documents

J’ Music

[&=] Pictures

B videos

~ |4 Il | 3 I
File name: DNC Bulk Upload Addl ~  [DNCHile (e -
I Open |v| [ Cancel ] .
Figure 130: DNC Remove Numbers
4. A confirmation message will appear when removed.
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7"+ 3 numbers were successfully removed

[ I from the DMC list.

Figure 131: DNC Remove Numbers

5. Within the search and export tab, search for the numbers and

they will show up in the search results with a “removed” status.

[ & £ Do Not Call (DNC) Management

X/

[ Searchand Export | Add single number | Add/Remove | Statistics |

>

——
717

[select the relevant item

~| 1001 1200 AM

Search Results

-] [search] [Export]

Search results - Total records

7

Visible: 7 Total: 7

12/15/2017 2:02 PM
THTABETE | organizational Liz Crider

National Actve | 12/18/2017 2:56 PM Lz Crider
National Actve v | 12/18/2017 2:56PM Liz Crider
National Acive | 12/18/2017 2:56 PM Liz Crider
7172345678 | National Removed ~ |[12/18/2017 4:33 PM Liz Crider
National 12/18/2017 4:33 PM Liz Crider
(7172561234 | National [Removed~ | [12/18/2017 433 PM Liz Crider

12/15/2017

12/18/2017
12/18/2017
12/18/2017
12/18/2017
12/18/2017
12/18/2017

717

2018676

2465798
3562478
4678946
2345678
3456789
4561234

Number Source | /1. Status Update Date Time Modified By | /%« | Create Date | /% | Area Code Local Number Remark | /1+

Cell Phone
Number

Cell Phone

Cell Phone
ell Phones
ell Phones

Cell Phones

Cell Phone

Figure 132: DNC Removing Numbers

4.5.4 Statistics

Shows the total number of records that have been added to the DNC both
organizationally and nationally, as well as the last time the list has been refreshed.

[ 3 Do Not Call (DNC) Management:

[ Search and Export | Addsingle number | Add/Remove | Statistics |

>

o | (B

| 12/18/2017 10:51 AM

Statistics Results Visible: 1 Totak 1
Area Code DNC Source | /1. | Total [ /T *
77 Crganizational 1

1. Total Active National — total number of records that are currently

Figure 133: DNC Statistics

active and part of the National DNC list.
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2. Total Active Organizational — total number of records that are
currently active and part of the Organizational DNC list.

3. Refreshed On — last date and time the DNC total active count
was refreshed or updated.

4. Statistics Results —records that were added to the DNC list when
refreshed.

5. Refresh — select the refresh button to update the page and see if
any new records have been added DNC list.
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