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1.1 About Tenfold Desktop App for ServiceNow

Tenfold Desktop App for ServiceNow provides seamless
integration between ServiceNow and vyour telephony and
contact center solutions to help drive productivity, improve
customer experience, increase data quality and maximize value
realization in these platforms. Tenfold Desktop App for
ServiceNow provides the following capabilities:

A Click-to-dial from any phone number in Chrome

d  Screen-pop with customer info based on ANI

d  One-click to ServiceNow record from the Tenfold
Desktop Ul

Automatically Log inbound and outbound calls

Easily capture notes, call dispositions and next steps
Relate calls to standard/custom ServiceNow objects
Click-to-Create standard/custom ServiceNow objects

Call data available in ServiceNow for reporting

(I Iy Ny Ny I Iy N

And much, much more...

1.2 Intended Audience

This Guide is intended for End Users from companies leveraging
the Tenfold Desktop solution for ServiceNow and stakeholders
interested in the capabilities and experience provided by the
Tenfold Desktop solution. This is meant to be a general Guide
and may not include information about organization-specific
customizations or features released and improved since the
latest update of this guide. This guide is not intended for
system/network administrators and does not provide any
information on how to set up the application on user desktops
or how to configure the ServiceNow instance to be able to use
this application. This user guide will show you how to use this
application, and provide known issues/limitations of the
application as well as some basic troubleshooting questions and
answers. If you are unable to find the needed information in this
guide, contact your tenfold customer success manager or our
support team by reaching out to support@tenfold.com.
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2.1 Creating Your Tenfold Account

Once your Admin has invited you to use Tenfold, you will receive
an email. By clicking in the link in your email invitation, you will
be prompted to create a Tenfold password. Depending on your
organization’s application deployment process, you may already
have the desktop application or you may need to download it.

Callinize Primary has invited you.

« Your calls are automatically logged for you.
« You'll always know who's calling
« You can click to dial any number on any website.

Click the button below to setup your account.

T — m Welcome

Your Tenfold username is your email-address:

@tenfold.com
Let's set your password:

2 Password:

Confirm:

3 —_— SET PASSWORD

2.2 Logging in to Tenfold

Logging into the Dashboard will keep you logged into the
Tenfold Desktop application. If you find that you are no longer
logged in, you can either log into the Tenfold dashboard or log
into Tenfold Desktop application directly.

2% Tenfold S

! tenfold

Version 4.8.0

TENFOLD LOGIN
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2.3 Reset your Password 2 [reemme
myemail@tenfold.com

In the event you forget your password, resetting is easy from 3 4+ RESET PASSWORD

the Tenfold dashboard or from the Tenfold Desktop App.

Simply click “Forgot Password” and wait for the password reset Tonfold

email. Once received, click “Reset Password” and enter a new

password on the next screen to confirm the reset. You have requested a password reset

4% Tenfold —
L ——p Reset password

2 tenfold
:# tenfold

TENFOLD LOGIN

5 Password:

Confirm:

6 > CREATE NEW PASSWORD
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2.4 Managing your Tenfold Profile

You can access your Tenfold Profile by navigating to the Profile

tab of the dashboard. You may want to save the Profile page as User Profile
a bookmark in your browser. You can also get here from the Full Name:
settings page of the app by clicking “Edit Profile.” Username: :
&>Pag PPBY 8 User ID: Your User Info will
Email Address:
R A A A ———— Direct Dial Phone Appear here
o Number:
Organlzation Ih:
CALL HISTORY O & a ] x (& x
* E Select extension. Type to filter.
Extensions:
€ Upload picture Logout Language: BE English
el Cick to view
1 or edit profile &
From your Tenfold Profile Page, you will be able to access key |
information about your Tenfold account, manage your Tenfold —

Manage your Tenfold

extension(s), Update your language profile and make changes to ) ,
Phone Extension Settings

your email template settings.



https://dashboard.tenfold.com/profile

Tenfold Desktop App for ServiceNow | User Guide | Tenfold Ul Overview 2 tenfold

3.1 Tenfold Desktop App for ServiceNow - Tenfold's Desktop App Ul for ServiceNow lives as a separate app from your

browser or from the ServiceNow window. This allows you to interact with ServiceNow while in any screen or leveraging any application.
It also allows you to move the application around your screen, minimize when you aren't using it or set it to always be on top.

(X ) Tenfold

SerVICe Service Management D Default [Tenfol 4 @ Smyntyna ~ o, = @ @ w E—— =
+ | Service Task Overview v 2 ¢ || lenny Smith = use

= * ® Add content Service Task Overview Change Layout
ACTIVITY INFO ACTIONS

Home Active Requests by Service Active Requests by Priority awa v

A B 2019:0313-0622 ¢ 5 o
{}| System Diagnostics - Debug Log
great call with jenny! Follow up next

thursday

System Applications - Applications (@dennis.millar@example.com
System Security - Access Control (ACL) Tenfold Call Category (call) =
System OAuth - Application Registry

Short description (task) =
Service Desk - Callers No data to display No data to display

Rank ti
Customer Service - My Cases it (company) 2
Customer Service - Contacts Contact type (case) =
System Definition - Tables

Priority (case) =

2 - High -

Requests Opened Trend by Service Requests Closed Trend by Service

CLOSE 7
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This allows you to have access to see, interact with and update ServiceNow, even when your in applications like Outlook:

8 Archive » Work 5127709110

Organize Tools ”
i g User
s - X [5¢ Moeting ¥ . do ke - ~ Jenny Smith (= \
€€ — um | ~
New  New Delete  Reply Reply Forward © * Attachment Move t: Rules*  Read/Unread Categorize Follow Filter L_j Address Book  Send &
Email  ltems Al Up Email Receive
v Work Arrange By: Date Sent ¢ Newest on Top ~ . s
ad e [tentative] Annual Party date and time e e RO
> @ Inbox ¥ Today I N
Drafts @ Maggie Wilcox Maggie Wilcox ) =
3 Sent items [tentative] Annual Party date and time 7:14 PM ‘:’3'“11,'. J:‘.lruat',‘ 1, 2016 at 7:14 PM
Hi Rosanna, As per our discussion, the tentative detail... o: Rosanna Suarez " 1 o
» Tk Deleted Items a great call with jenny! Follow u...
® Junk Email Maggie Wilcox - Jenny Smith
: Planning Mobile1 AC Dynamics CRM harmon.ie CodePen test Salesforce Sandbox Insightly Manage Add-ins... Due: 2019-03-14 . Tenfold
2 (55 2, What is the time and date f S ‘
3 « : ~
» I Archive o , o Ll IBC: great call with jenny! Follo...
St From: Jenny Smith
- Conversation History admin 014-3-8 As per our discussion, the tentative details for this year's annual party are as follows: IBC: great call with jenny! Follow up nextt,
= oS Subscptions Lots of plotures SIe : 2019-03-13 - 06:31 AM - Jenny Smith
» O Sync Issues Date: April 14, 2016
- Time: 4pm - 9pm Close to solving her issue, I ne... v
Microsoft Office User
¥ On My Computer Sat rakihas recaldn o o . . i Jenny Smith
B oo " ) Z191% please set up a meeting with the planning committee to confirm the venue. R,
. 73 g N i .
i Drafts Administrator Thanks, LI IBC: Close to solving her issue, ...
3 Sent Items Wake Up Call@ 03/27/2014 12:55:18 327114 Maggie From: Jenny Smith
& v World! You can modify the text in the box to the. IBC: Close to solving her issue, | need to fol...
» Tk Deleted items 167 ookt d Aibor dolbriedic Xorbabr
2019-03-08 - 11:31 AM - Jenny Smith
© Junk E-mail
U IBC: -- Auto Created by Tenfold
¥ Smart Folders From: Jenny Smith
[ Flagged Mail 1BC: -- Auto Created by Tenfold
e e e 2019-03-08 - 10:58 AM - Jenny Smith
[ High Priority Mail
- (.
[ Overdue Mail Ll IBC: -- Auto Created by Tenfold
From: Jenny Smith
IBC: -- Auto Created by Tenfold
2019-03-04 - 11:19 AM - Jenny Smith
Need to open a complex incide... v
Jenny Smith
Due: 2019-03-07 - Tenfold
Need to open a complex incide...
Jenny Smith
[ Tl I S S 2 I e I S Due: 2019-03-07 - Tenfold
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Settings > Profile Settings > General

4.1 Home Page & App Settings

Home Page
CALL HISTORY @ O a Al e o & a
CALL HISTORY (2] @—.
Q R]e
Jenny Smith User LANGUAGE, DATE & TIME
Uf 2019-03-13 06:22 AM 08:27 8  Upload picture Logout :
| Remove Edit Profile Language English US v
No matching records Update Your Timezone (GMT-05:00) Chicago  ~
» : : : Primary Extension 1174 !
[’ 2019-03-13 05:22 AM 00:02 Prlma_r\/ | | N T .
Extension User ID
No matching records (Click to Dial Date Format Apr2,2019 v
LF 2019-03-08 11:33 AM 02:33 i OrgID
Extension) Your User
Jenny Smith User FulNarhg Info will
. 3 i
" 2019-03-08 11:22 AM 08:28 ol History Usermame Appear I
Jenny Smith User / Displays Your Last Email Address here
L* 2019-03-08 10:58 AM 00:07 \\ 20 Calls - Click the Crect o Manage Language &
Irec 1a H H
ServiceNow Icon to Time/Date Settings
John Delete Me User
‘_ access the record
" 2019-03-04 11:21 AM 06:36
or the name to
2 matching records access the callin
¥ 2019-03-04 11:19 AM 01:13 Tenfold
Jenny Smith User
L" 2019-03-04 11:17 AM 01:41 S
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4.2 Search for Records or Create New Record

4) \liew Record in Tenfold

1) Click on the text entry search bar Select Number

® Tenfold & Perform Call

m ¥
Tenfold C \‘ 5127709110

Jenny Smith 1 User’ \ < Open Record
in ServiceNow

2) Enter the name of a person or company

® O Tenfold ACTIVITY — ACTIONS
Q John| 1 ) m C ) View complete
o activity history
B aEEr S s great call with jenny! Follow u... v \‘ from
JRRY Stk ServiceNow
+John NE f ] Due: 2019-03-14 - Tenfold

Create new record U IBC: great call with jenny! Follo... v

Howard Johnson m User From: Jenny Smith
) IBC: great call with jenny! Follow up next t...
ACME North America

/ 2019-03-13 - 06:31 AM - Jenny Smith

3) Click on the record to view in Tenfold

10



Tenfold Desktop App for ServiceNow | User Guide | Tenfold Ul Basics 2 tenfold

5) Click on new record button to create new record 7) Optionally enter E-mail and Click “Create and \View Record”

o0 Tenfold

Create new User v

Q Johr4
8 records found
+John ‘ j<J Click to view
Create new record available record
types for creation
Howard Johnson User CREATE AND VIEW RECORD Click-to-create
ACME North America New record
6) Choose the type of Record you would like to create 8) Record will be automatically created and displayed in Tenfold
8 records found ) I
+ john smith john ‘ User| - |

Create new record

Howard Johnson
ACME North America

Type to Create

<f| Select Record

**Note that record creation may be disabled by your admin

11
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5.1 Placing Calls with Tenfold Dial Pad

1) From the home page, click on the dialpad icon 3) Click the green dial icon or press enter to initiate a call
2% Tenfold “
| Click to open 9789442096
Tenfold Dial Pad
CALL HISTORY (2] o A 1 2 nBC 3 oer
4 G 5 i 6 mno
2) Type in the number or enter using the key pad 7 oo 8 sy e
9 0. #
y .
9789442096 Enter Number _ Icalllcc: ;c;)”
to Dial out to P
1 2 8 3
4) Call will initiate and Tenfold will show a success message
4 o 5 K 6 v
7r 81 9
& 0. #

12
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5.2 Placing Calls with Click to Dial

Using the CTD chrome extension, Tenfold will turn all phone
numbers on any Chrome web page into hyperlinked numbers
that can be clicked on to dial out automatically.

Click to dial works in detailed record views:

EMAIL OFFICE PHONE
dealdaly@gmail.com (202).460-7777

ALT. EMAIL MOBILE PHONE
(202) 460-7777

MAIN PHONE
(512).770-9110

HOME PHONE | J .
1(512).770-9185 1 Click Number

to Dial Out

A

FAX

Click to dial also works in ServiceNow list views:

EDIT | VIEW INTERNAL ID PHONE ) NAME [

Edit | View 2046 (402) 690-3344 Tenfold Account

Iﬁ Click Number

Edit | View 111264 (571)201-0767 (] Alex .
to Dial Out

A link to download the CTD chrome extension can be found in
the Settings > General Settings tab on the Desktop App.

5.3 Placing Calls from a record view in Tenfold

Users can also place calls directly from a record view in Tenfold
after searching for a record or pulling a record up from history.

1) Select the phone number to dial out to

2% Tenfold L3

19789442096 v~ ﬁ

I ¥, (978) 944-2096 ‘

‘I ‘. 19789442096 ||<J Select Number to
l 1 Dial out to

¥, 9789442096

2) Click on the green phone icon to initiate a call

Place Call

o D

13
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6.1 Incoming Calls with Tenfold

Tenfold will automatically capture inbound calls in ServiceNow

2) By default, Tenfold will show the “Actions” tab:
whether or not a user interacts with the Tenfold Ul on a call.

“ 5127709110

1) On incoming calls, Tenfold will pop up with customer info , i
Jenny Smith | user | - |
{. Incoming call from 7201150102 =
Dave Smith
Dave Smith Open Record
Dave Smith in ServiceNow ACTIVITY INFO ACTIONS
aa v

2019-03-13 - 06:22
AM < > =)
Note, @mention or follow-up...

———— ™ —

Immediately
recognize callers

Tenfold Call Category (call) m

14
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6.2 No Match Found View

Sometimes people may call in from a number that does not
exist in CRM, leading to no matches being found by Tenfold. In
these cases, Tenfold will display the No Match Found View:

19192755508
L L

No matching records
Q, Search for people and companies...

NOTES

\otes written here will carry over to your next call or
selected record...

1) You can start typing notes that will be carried over once a record
has been selected. To select a record, begin typing in a name:

2% Tenfold (L1

Q. dave hurventonl

1t tenfold

2) And select a record from the drop-down if it exists

o0 Tenfold

Q Johnl

8 records found

+ John
Create new record
Select
Record to Howard Johnson

Ass|gn Ca” to ACME North America

User

3) Or click-to-create a new record from the Tenfold Ul

8 records found

+john
Create new record

Howard Johnson
ACME North America

L

Select Record
Type to Create

15
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6.3 Multiple Match View

. ) ) 2) After clicking a record in the list, you will be presented with a
Sometimes people may call in from a number that exists across few additional options. Click “Assign Call" if you would like to

more than 1 record in the CRM, leading to multiple matches associate the call with this record.
being found by Tenfold. This can happen due to duplicate
records, shared phone numbers or corporate dialout rules. In
these cases, Tenfold will display the Multi Match View:

« Back to Matching records

ASSIGN CALL |<J Assign Call to
Selected Record

2 matching records ‘ VIEW RECORD K
| 1 Search for other
records in
Search f le and anies... l— I
- i Searchifor peopland companes ServiceNow to 3) If you selected the wrong record or need further verification,
) assign call to you can either click "View Record” to open the record in
| [ 1CHING RECORDS e ServiceNow or “Back to Matching Records” to return to the list.
Allan Schwantd User
ACME North America 2019-04-08 05:47 AM Return to L
John Smith | User Click to view mll'!ltl_mat(:h ,I < Back to Matching recordsl
2019-04-08 05:47 AM Record in istview (]
ServiceNow ASSIGN CALL
‘) Click to view
VIEW RECORD 4} Record in
= ServiceNow

Click to select a
record from the list 16
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6.4 Recap of Call Scenarios in Tenfold - Tenfold's Ul solves for the 3 main scenarios for inbound/outbound calls:

Single Match Multiple Match No Match
5127709110 (571) 201-0767 ——
“ ‘ ﬁ ‘ L o T- ﬁ “ 38462047495
fr
‘ ( ) 2 matching records
Jenny Smith | ‘ No matching records
‘ Q, Search for people and companies...
y Q, Search for people and companies...
MATCHING RECORDS NOTES
ACTIVITY INFO ACTIONS 12 R
3& Allan Schwantd i user
v )
= ACME North America 2015-04-08 05:47 AM tmres written here will carry over to your next
.Zf)l?)—o,?,&r‘ﬁ% -06:22 ¢ 5 oy John Smith User call or selected record...
Note, @mention or follow-up... 20139-06-0805:47 AM
Tenfold Call Category (call) M

Presented when only one match is found
or user resolves down to one record in
no match or multi-match

Presented when multiple matches are
found allowing user to select, search for
and relate or create new record.

Presented when no match is found
allowing user to search for and relate or
create a new record

17
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7.1 Tenfold Active Call Ul Overview

Once on an active call with Tenfold, there's a lot of value Tenfold
can provide to help retrieve, update and capture information.
The Ul is broken up into 2 primary sections:

1) Active Call Display

“ 5127709110

Jenny Smith | @ user ‘|
2) Workflow Tabs
ACTIVITY INFO ACTIONS

C

U IBC: testing
From: Dave Hurveton
testing

Mar 25, 2019 - 07:03 PM - Dan Sincavage

U‘ IBC:Dave called in because his ass... v

From: Dave Hurveton
Dave called in because his asset # 2461723 is ...

v

7.2 Active Call Display

The Active Call Display provides a heads-up view of key info
needed to recognize and serve a contact. Depending on
configuration, additional information may be provided. The
Active Call Display is always visible on a single match call
ensuring you always have key context at your fingertips.

By default, the Active Call Display includes the record name, a
link to the record, the parent record (i.e. Account), a link to the
parent record, the status of the call, the duration of the call and
the phone number of the matched record.

Some plans may include additional information, such as an
image from matched social profiles, job-title from LinkedIn,
Location, Line-type, Carrier and other 3rd party data that helps
you have context about a caller and better service their needs.

18
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7.3 Workflow Tabs

Tenfold’'s Ul consists of 3 distinct workflow tabs. These tabs
are the "Activity” tab, the “Info"” tab and the “Actions” tab.

Activity tab: The Activity tab provides context of the matched
record. By default, it displays open activities and completed
activities saved in the CRM in chronological order. The Activity
tab will also include key events, such as “record created,” “Case
opened,” and more. Each activity and event has an icon next to
it that allows you to access the CRM record with one click.

ACTIVITY INFO ACTIONS
Clickable fl Refresh Activity
Icon links . List in Real-Time
toCRM 2 IBC:Dave called in and had an issu...
r From: Dave Hurveton

Dave called in and had an issue with processin...

Sep 25,2018 - 01:19 PM - Dan Sincavage I Click to Expand
i et j Task Details

Capital Software

Scope - Jul 31,2018 - 25%

Scroll-bar for
— Activity List

Info tab: The Info tab is a detailed view of key information
related to the matched record and other related objects. The
information that is displayed on the Info tab is customized
based on your Tenfold team and the type of record (i.e. lead,
account, contact) and related objects (i.e. account, case,
opportunity) that you are interacting with.

ACTIVITY INFO ACTIONS

. (978) 944-2096

Display 2 (978) 944-2096
key fields
& Values Quick Action
@gmail.com Menu to Edit
or Copy Fields

0011a00000gsh3aAAA | =

A\ccount ID

OPPORTUNITY INFO '

Copy to clipboard

Editin CRM... =

19
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Action tab: The Action tab is meant for just that -- taking action. 8
The Action tab provides a long list of functionality and can be
highly tailored to meet the unique needs of you and your team's
workflow. On the Action tab, you can:

&
Open other ‘| 8 @ Vl
Action Tabs p 2019-04-08 - 05:40
Take and save your call notes R

Action tab - Notes and Dispositions

ACTIVITY INFO ACTIONS

EI AM

O  Create follow-up activities s :J Take Notes
Q  @mention colleagues with your notes ] syrfgc;gell:)”ack
A update fields/dispositions* to CRM

O  Relate calls to opportunities or cases* Rranbgiinddents) £

A Create new opportunities or cases* v

d  Relate and create custom objects (i.e. Proposals)* Tenfold Call Category (call k- Update field
A Launch a screen-share/video call* ] values on call
A Send an email template via mail:to links* ’

d  Sendan SMS (text message)* Short description (task) =

*Feature not available in all plans and may incur Save & Exit
additional monthy or variable cost ; please check with your out of current [ SAVE AND CLOSE } SAVE Save & keep
Tenfold admin for more details on these features call record - record open

20
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=] NLP Tasks & @mention

NLP Tasks: Tenfold uses natural language processing (NLP) to
automate task creation by detecting action phrases and dates.

Ca.llendaricon. a8 % % v|. B o
Indicates Task is

. Apr 3,2019 - 02:01 PM
being created r prepelisss

Follow up with Dave tomorrow

€ > Al

Action Phrases: "“Call”, “Follow Up”, “FU", "CB", “Task”, “Remind

nou

me to call”,

non

Remind”,

non

Remind me”,

nou

Retry”, “Try again”

Dates: Days of the week, “morning”, “afternoon”, “in a week”,

1 1

in two months"” and specific Dates.

nou

“in x weeks”,

nou

next month”,

Easily share notes with
colleagues using
(@mention in your notes

Eﬁ'riv|.<Eloo

Apr 3,2019 - 02:01 PM & = =9

Notified: Sean Pinegar

bspinegar@cal[inize.com

: tenfold
a Action tab - Opportunities
ACTIVITY INFO ACTIONS
1 |
2 M C s
Relate call to = SEfriiSSht
opportunity ) OPP00000173 -] | PP
Pied Piper
Opportunity Identified . 2017-09-17 - 10.0% Detail View
View Opp | in
Details > ServiceNo

= CREATE NEW OPPORTUNITY =

Creating New Opps: Clicking the
“Create New Opportunity” button will

Click-to-create a

new Opp in
ServicelNows

launch vyou into your standard Opp
Creation flow in ServiceNow, opening
up the new opp for you to edit with
pre-filled info (i.e. account name).

21
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8.1 Data Captured When Logging Calls

Capturing calls in ServiceNow is a key capability of Tenfold.
Tenfold is uniquely able to log all calls, even when a user is not
logged into the CRM, making sure you get credit for all activities
and the business has visibility into all calls that are made.

There are 3 main types of data that are captured for every call:

Call Metadata: This consists of all of the automated information
received from the phone system about the call:

Start/Stop Time and Duration
Inbound or Outbound

Extension call was made to

Related Record

Inbound Number Dialed or VDN/Skill*
Link to Call Recording*

Customer Journey data*

[ I Iy Iy Iy Ny A Oy I

*Only available on some plans and specific integrations

User Captured Data: This consists of all of the information that
a user captures about the call during and after the call:

I Oy Wiy Ny W

Notes

Follow ups/Next Steps

Call Dispositions

Related Object (i.e. Case/Opportunity)
Other actions taken on the call

Third Party Data: This can include a wide array of information
based on additional 3rd party integrations. Examples include:

[y iy Wiy Ny N

Demographic Data (i.e. Age, Gender)*

Location (Address, City, State)*

Social Data (i.e. profiles, interests, profile photo)*
Device Information (i.e. Carrier, Line-type)*
Business Information (i.e. Employees, Revenue)*

*Only available on some plans and may incur additional fees

22
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8.2 Call Data in ServiceNow Tenfold will also automatically set default values in ServiceNow
tasks for some fields. Most of this outlined data is captured
automatically by Tenfold with the exception of Notes and
related objects (i.e. cases, incidents),depending on your settings.
If you organization is using dispositions, these are captured by

ServiceNow Field Tenfold Dat selecting the field updates from the Tenfold Ul for a call and
TSRO SHOIEEENE then the associated fields will be updated.

Calls are captured in ServiceNow as Phone Logs. Tenfold
captures data into a standard set of fields on these ServiceNow
Objects. Here's a breakdown of that mapping:

Start Time Call Start Time

End Time Call End Time

Phone Number Phone Number

Duration Call Duration

Tenfold Description Call Notes

Call Type Call Direction (Inbound or Outbound)

Agent CRM ID of the agent who called

Contact CRM ID of the matched record

Tenfold Caller CRM ID of the user who created the call 23
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8.3 Example Call Log from ServiceNow

<= Phone Log = Updat
== Close to solving her issue, | need to follow up next thursday @jchan+sncanary@tenfold.com can you help with this issue? j 000 pcate
Agent [cING) Duration Days |0
CallID Hours |00 08 34
CallType | Incoming & End Time | 2019-03-08 19:30:59
Contact | Smith o | ® Phone Number | North America :
+1(512) 770-9110
Recording URL - |+
Start Time | 2019-03-08 19:22:24 ) Call Category | --None -- v
Task CS0001111 Q [6)
Description Tenfold -+

Tenfold Description

Tenfold Description Close to solving her issue, I need to follow up next thursday

@jchan+sncanary@tenfold.com can you help with this issue?

Tenfold Call Category

Update Delete 2 L].
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9.1 Tenfold Analytics Visibility & Date Range

The Tenfold Analytics page can provide your Organization with a
wealth of knowledge regarding the productivity of vour
Organization, Teams and Users. Depending on your visibility
settings, you can either get a broad look your Organization or
gather information on how individual Teams or Users are
performing. You can also configure the date range. See below:

Select
View Teams Team ~ Users ¥ You

2019 - 04/02/2019 (4
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9.2 Tenfold Analytics Overview

The Tenfold Analytics Dashboard provides several components.
This section provides an overview of these items.

Tenfold Leaderboard: The leaderboard calls out Top Performers
for your Organization in a few categories as outlined below:
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The Leaderboard categories are subject to change but currently
include the following:

Most Call Notes

Longest on the Phone

Most Quality Connects
Most Inbound Calls Handled
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Call Graphs: The Calls Graph will give your Organization a visual
representation of your performance. The data presented in this
graph can be dynamically updated to represent the type of
information you need. The filters provided are: Number of Calls
vs. Call Time and User vs. Hour of Day. See a visual below:

Note that the thresholds for “Long Calls” and “Connects” are set
by your Admin in the Company Settings. See below:
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User Table: This table gives calls statistic summaries for each
User tracked during the selected timeframe. Clicking on a
username will provide you with a detailed list of the User’s calls.
Statistics can be filtered further by Inbound or Outbound calls.

Call History: Detailed view of each user’s calls, including: Call
Time, Call Direction, User's Extension, Phone Number, Duration
of Call, CRM Match (Y/N), CRM Contact, Description (Notes).

Note that calls that do not match a CRM record or that end in a
multiple-match or no-match scenario will not show a CRM
contact in the User Table.
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10.1 Self-Service Troubleshooting

The Tenfold Knowledge Base is a great resource for up to date
information on  Tenfold's solution, configuration of
features/functionality, as well as troubleshooting of common
issues. Common issues include:

Click-to-Dial not Working

Calls not Logging

Tenfold Ul not Responsive to Calls

Not matching (Showing Unknown despite matches)
Users not Showing in Dashboard
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If issues are only affecting a single user, take these steps:
A Confirm the User's Extension is Assigned properly
A Login/Logout of Tenfold

d  Uninstall/Re-Install Extension (Chrome Extension only)

If none of these steps work, contact Tenfold's support team.

10.2 Contacting Tenfold Support

Tenfold offers two levels of support for Customers. Standard
Support available between 8am and 7pm US Central Time
(GMT-05:00) and Premium Support which is available 24/7. If
you would like to confirm which support model your company
currently has in place or request more information on Premium
Support, please contact your customer success manager of the
tenfold support team at support@tenfold.com.

Tenfold's support team is here to help across several channels:
A Chat with us from the website (or leave a message)
d  Email support@tenfold.com (auto-creates ticket)

A Call Tenfold's support team at 415-599-1170

Or for less urgent matters, you can reach out to your customer
success manager for assistance.

We look forward to supporting you at Tenfold! 27
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