EVOLVE
CONTACT

How to Handle Outbound
Campaign Interactions

© 2017 EvolvelP. All Rights Reserved, Business Confidential. E V OL V E E/
THE CLOUD STRATEGY COMPANY”




Accepting a New Campaign Call

P—
v '~ Agent3

Accept: Click to
accept the campaign
\oﬁered interaction

Decline: Click to

decline the interaction

and return it to the
_Queue

W 6463501848 &8

6463501348

Type | Campaign Telephony
st Carccsa |
Customer | 30hn Doe

Campaign l

Entry Time

Qrigin

Destination | 6463501848

Business Process |: Sales

Demands | Handle Progressive Dialer |

Waiting Time |'W.|

Remarks lo v
Links [ cust

Location

Previous Attempts | 0 previous attempts

Completion status | Handled
Disposition Code |

Telephony Sessions
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Indicates that this is a

campaign call
S 4

Customer name

A i

Customer dialed phone
“number
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Handling The Call

P

W'~ Agent3 B 6463501848 00

\)ﬁ' 6463501848
Type | Campaign T

State | Handling

Auoydaja)

Customer | John Doe

Entry Time | .30 AM _
' Remarks: Contains all the

customer info, required during
the campaign call.
Click to open the combo box.

e o

Origin | Agent 3
Destination | 6463501848

Business Process | Sales

|
|
|
Campaign | Test ‘
|
|
|
|

Demands | Handle Progressive Dialer ‘
Waiting Time | 00:00:00

Remarks | 1

Links customer name;: Kathy Green; home
address: 330 Madison Avenue; customer
city: New York; state code: NY; zip: 10016

]

Previous Attempts

Completion status

Disposition Code

o Telephony Sessions ————————

O e

00:00:05
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o

L'~ Agent3 W 6463501848 00:00:04

6463501848 00:00:04 O X

Type - Campaign Telephony

State ‘ Handling

Auvoydaya)

Customer ‘ John Doe

|

|
Campaign ‘ Test |
Entry Time ‘W|
Origin | Agent 3 |
Destination | 6463501848 |
Business Process ‘ sales |
oot | anropee o]
Waiting Time [@]
Remarks |:|
Links

Click to start recording Links: Once defined, used to

Previous Attempts | previous attempts __~ pages, such as call script,

Completion status | jandied catalog product page, CRM

Disposition Code | | tickets, social application and
o Telephony Sessions —————————— ‘\more' " /

2 e

00:00:05

© 2017 EvolvelP. All Rights Reserved, Business Confidential. EVOLVE

THE CLOUD STRATEGY COMPANY™




Attended Transfer to a Third Party

o

'~ Agent3

6463501848 00:00:04
Type - Campaign Telephony | =
State ‘ Handling | =
: 8
Lisipisles ‘ John Doe | 2
Campaign ‘ Test |
Entry Time ‘ 3:39 AM |
Consult: Click on the Origin | Agent 3 |
consult button to initiate Destination [ 6463501848 |
a consult call (prior to Business Process | gajes |

_transfer) y I

Waiting Time \'W]

Remarks 0 v

Links

Previous Attempts | 0 previous attempts

Completion status | Handled
Disposition Code |
o Telephony Sessions ———

00:00:05
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P

V. ~ Agent3 w2 6463501848 00:01:07

\""a 6163501848 00:01:07

Type | Campaign Telephony

State | Handling

Auoydaja)

| John Doe

Click the Phone button
to call the desired
contact for consultation y

Select the relevant contact
\from the Contacts list

g . m B8 Illinois 3rd Party TPV
8 Tlinois 3rd Party TPV sidicocy Recent  Dial  Business Processes

Previous Attempts | 0 previous attempts

Completion status | Handled
Disposition Code |

o Telephony Sessions ———

Oq

00:01:08
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6463501848
Type | Campaign Telephony

State | Consulting

Auoydajo)

Customer | John Doe

|
|
C——
Campaign | Test |
Entry Time |?|
Origin | Agent 3 |
Destination | 6463501848 |

|

Business Process | Sales

Demands | Handle Progressive Dialer |
waiting Time | 00:00:00 |
Remarks [0 -
Links '

Previous Attempts | 0 previous attempts

Completion status | Handled

Disposition Code | _ Pink color - Indicates that
Telephony Sessions ———— the customer is on hold
\ v

Green color - Indicates
that the active call is the
00:00:08 : consult call

A~ 4
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e

VL'~ Agent3 @ 6463501848 0

\!ﬁ 6463501848

Type Campaign Telephony

State | Consulting

Auvoydejal

Customer | John Doe

Campaign | Test

Entry Time |: 3:39 AM

Origin | Agent 3

Destination |: 6463501848

Business Process |: Sales

Demands [ Handle Progressive Dialer |
Waiting Time |ﬁ|
Remarks |D:"|
Links

Previous Attempts | 0 previous attempts
Completion status | yandled

Disposition Code |

Telephony Sessions

Click on the “123” button T s

if you are prompted for -

digits selection (DTMF) Cy Pl

N D I —
\

00:00:08
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N 6463501848

6463501848
Type | Campaign Telephony

State | Consulting

Auvoydegal

Customer | John Doe

Campaign | Test

Origin | Agent 3

Destination | 6463501848

|
|
|
|
Entry Time | 339 AM |
|
|
'|

Business Process | aefhem
Demands | Handle Progressive Dialer |
Waiting Time | 00:00:00 |
Remarks | 0

Links

Location

Previous Attempts | g previous attempts

Completion status | Handled
Disposition Code |

Telephony Sessions ——————
o 00:02:02 ¢

00:00:24

(e Moo Nouo | Click on the keypad
eme ame em= || ————— number/s that you wish

to select. PC keyboard
_can be used as well Y
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Agent 3 ¥ 6463501848 0

6463501848

Type Campaign Telephony

State | Consulting

Auoydaja )

Customer | John Doe

Entry Time |?|
Origin | Agent 3 |
Destination | 6463501848 |
Business Process |: Sales |
oornts ooy o]

Waiting Time |'W]

ke o - Click here to transfer the call
Links Qustomer Mng. to the person you are

consulting with

L _

Previous Attempts | 0 previous attempts

Completion status | Handled
Disposition Code |

Telephony Sessions

0 00:02:30

00:00:52
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Complete The Interaction

o

.~ Agent3 B 6463501848 (

6463501348

Type - Campaign Telephony

State ‘ Handling

Auvoydaya)

Customer ‘ John Doe

Campaign ‘ Test

'Drl'gin ‘ Agent 3

|

|

|
CE
Entry Time ‘ L |
Destination | 6463501848 I
|

. Business Process |
Click here to complete | Sales

the interaction

S 4

Demands ‘ Handle Progressive Dialer |

Waiting Time \'W]

Previous Attempts | 0 previous attempts

Completion status | Handled

Disposition Code |
o Telephony Sessions ———
00:00:05
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Wrapping Up The Interaction

P

V. ~ Agent3 @ 6463501848 00:02:44

6463501848 00:02:44 [ X

Type | Campaign Telephony ‘

State | Wrap Up ‘

Auvoydaya)

Customer | John Doe
Campaign | Test
Entry Time | 3:39 AM

ET I
Origin |A+_IIEI1’E3—‘
Destination |W‘

|

iness Process | ;
LT et 1 ey Indicates that the call has

Demands | Handle Progressive Dialer ‘ ended, and you are currently
Waiting Time  [og.0000 | - wrapping up the interaction )
O00RBY \_

Remarks | 0 - |

Links

Previous Attempts | 0 previous attempts

Completion status | Handled
Disposition Code |

Telephony Sessions
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—

WL = Agent3 e 6463501848 00

6463501848

Type | Campaign Telephony

State | Wrap Up

Auvoydeja)

Customer | John Doe

Campaign | Test
Entry Time | 139 AM

'Drl'gin | Agent 3

Drestination | 6463501848

Demands | Handle Progressive Dialer

Waiting Time | g9:00:00
Remarks | 0
Links .

Click here to select the
relevant Disposition Code

Location

Previous Attempts | 0 previous attempts

Completion status | Handled

>

L
L

Business Process | Sales |
|
|
|
|

Disposition Code |

Already A Customer
Disconnected number
Successful conclusion
Wrong Number
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P

V. = Agent3 W 6463501848 00:03:11

6463501848

Type | Campaign Telephony

State | Wrap Up

Auoydayja)

Customer | John Doe

Campaign | Test

Origin | Agent 3
Destination | 6463501848

Business Process | Sales

|

|

|

Test |

Entry Time | 3:39 AM |
|

|

|

|

Demands | Handle Progressive Dialer
Waiting Time: | 00:00:00 .
Remarks

Links

Click here to select the
relevant Completion Status
=

Previous Attempts | 0 previous attempts

Completion status |

Disposition Code | Handled

Callback Requested
Telephony Sessi(ElaEel
MNo Answer
Fax Tone
Answering Machine
Wrong Destination
Unknown Error
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A

V'~ Agent2 B 6463501848 00:03:49

6463501848
Type | Campaign Telephony

State | wrap U[J

Auvoydega)

Customer | John Doe

Entry Time | 3-39 AM
Origin | Agent 3

Destination | 6463501848

|
|
Cr——
Campaign | Test |
|
|
|
Business Process | Sales |

Demands

| Handle Progressive Dialer |

Waiting Time | o0:00:00 Click here to enter
your Remarks

Remarks |
Links N\ >

My Remark

Previous Attempts

Completion status . .
Click here to submit

your new remark

Disposition Code

Telephony Sessions
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Click to complete the

interaction — unless you
need to schedule a call
back, in this case view
the instructions on the

A

following page

y

Wa 6463501848 00:04:20

6463501848

State (wapup |
Customer | John Doe |
Campaign | Test |
Entry Time |?|
Origin |A§|ent37|
Destination | 6463501848 |
Business Process |: Sales |
oorrts[remderoger e
Waiting Time  [9p:00:00 |
Remarks |D:v|
Links [Customer Mng. |

Previous Attempts | 0 previous attempts .
Completion status |W
Destinations |:ﬁ:
From: | 11/30/2011

(200 ]
and: |m7"|

Cust. Time Zone | (GMT'DB:[‘]:I PacdficTi « |

Telephony Sessions N .9
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Generating a callback

(applicable when the customer asks to be contacted again)

ey

v~ Agent 3 W 6463501848 00:04:07

6463501848

Type Campaign Telephony

State ‘ Wrap Up

Auoydajol

|
| |
Customer ‘ John Doe |
Campaign ‘ Test |
Entry Time ‘: 3:39 AM |
Origin ‘ Agent 3 |
Destination ‘ 6463501848 |
Business Process ‘Sales=|
venands | i rogesve
|

|

|

|

Waiting Time | 00:00:00

Remarks ( -
Links

Select Callback Request
from the Completion
\status options

Previous Attempts | 0 previous attempts

Completion status |

Disposition Code
Callback Requested
Telephony SessidEla R
Mo Answer
Fax Tone
Answering Machine
Wrong Destination
Unknown Error
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W 6463501848 00:04:43

6463501848

Type Campaign Telephony

State | wrap Up

Avoydaya)

Customer | John Doe
Campaign | Test
Entry Time | 39 AM
Origin | Agent 3
Destination | 6463501848
Business Process | Sales
Demands | Handle Progressive Dialer
Waiting Time |W
Remarks | 0
Links -
Location
Previous Attempts | 0 previous attempts Click to open the Calendar

Completion status |W
Destinations | 1destinations ]| AL 4

From: | 11/30/2011

| 12:00 AM December, 2011 P

and: [12-
| 12:00 AM Su Mo Tu We Th Fr Sa

Cust. Time Zone | (GMT-08:00) Padific Ti [1]2 3
. - 6 7 8 9 10
Telephony Sessions 1 12 13 14 15 16 17

18 19 20 21 22 23 24
25 26 27 28 29 30 31

Select the date 1 2 3 4 5 6 7

A 4
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e 6463501848 00:05:02

6463501848
Type | Campaign Telephony

State | Wrap Up

Auvoydaja )

Customer | John Doe

|

|

| |
Campaign | Test |
Entry Time | 3:39 AM |
Origin |E|
Destination |W|
Business Process | sales |
T
Waiting Time |:Wl

Remarks | 0 v
Links '

Previous Attempts | 0 previous attempts |

Completion status |M

Destinations | 1 destinations

From: [ 12/1/2011

Between: |:

and: 12:00 AM

Cust. Time Zone Click to select
Telephony SessipHFY callback time
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Click to complete the
interaction and generate

the new callback request

A

Y

6463501848 D a

Type |m|
State |ﬁ|
Customer | 10hn Doe |
Campaign | Test— |
Entry Time | 3:30 AM |
Origin | Agent 3 |
Destination | 6463501848 |
Business Process |SE|I957|
I
Waiting Time [@l
Remarks | 1]

Links

Location

Previous Attempts | 0 previous attempts
Completion status |:W.
Destinations |:ﬁ:
From: | 11/30/2011

[zooam -
and: |m7"|

Cust. Time Zone | (GMT'DB:[‘]:I PacdficTi « |

Telephony Sessions
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Thank you!

EVOLVE
CONTACT

17 EvolvelP. All Rights Reserved, Business Confidential. E V OL V E(\»IPJ
THE CLOUD STRATEGY COMPANY




