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1.1 About Tenfold Desktop App for SugarCRM

Tenfold Desktop App for SugarCRM provides seamless
integration between SugarCRM and your 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 SugarCRM
provides the following capabilities:

Click-to-dial from any phone number in Chrome
Screen-pop with customer info based on ANI
One-click to SugarCRM record from the Tenfold Ul
Automatically Log inbound and outbound calls
Easily capture notes, call dispositions and next steps
Relate calls to standard/custom SugarCRM objects
Click-to-Create standard/custom SugarCRM objects
Call data available in SugarCRM for reporting

(W Iy Iy N Ay N Dy Ny B Iy B

And much, much more...

1.2 Intended Audience

This Guide is intended for End Users from companies leveraging
the Tenfold Desktop solution for SugarCRM 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 SugarCRM 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 S
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.
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3.1 Tenfold Desktop App for SugarCRM - Tenfold's Desktop App Ul for SugarCRM lives as a separate app from your
browser or from the SugarCRM window. This allows you to interact with SugarCRM 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.

P X ) Tenfold
[ 4 Accounts v  Contacts v Leads v Reports v  Opportunites v Calls v Tasks v Cases v Q ° &~ + ‘. 14155991160 v
B I Gavin Barker m Leads Record Das... ~ ¥ Create v | Gavin Barker (@] |
ccount Name Next Action s
Planned Activities + &
oston Wardrobes CTiv NFO ACTIONS
RCLEYR Future u i
escription = 8 a i
0 0 ?
Meetings Calls r follov
itle Number of Seats
No data available.
Rating (Leads) 8
mail Address Type
avin@boston.co.nz prospect -
Call Outcome (Calls) 5
ffice Phone Status
Too Early To Say
obile Lead Source
Trial Signup
ome Phone Activity Count
History + o
ead Score Referring Account
Last 7 Days - u [
ead Source Description Number Dialed 0 0 0
N Meetings Emails Calls
nrolled for a trial
0 Mobile  E&Shortcuts ¢ Feedback @ Help
—
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This allows you to have access to see, interact with and update SugarCRM, even when your in applications like Outlook:

&

Home Organize Tools

Archive « Work

©-I\

Tenfold

‘. 14155991160 v

0 O.__ . x (e Mesting
& € € > b
New  New Delete  Reply Reply Forward © * Attachment
Email  Items All
¥ Work Arrange By: Date Sent &

> @ Inbox

Drafts @

Maggie Wilcox
[tentative] Annual Party date and time

admin 014-3-8
_ RSS Subscriptions Lots of pictures

» . Sync Issues

Microsoft Office User

v
On My Computey test message receiving

© Junk E-mail

¥ Smart Folders
[ Flagged Mail
£ High Priority Mail
- Overdue Mail

Sent ltems

2 Hi Rosanna, As per our discussion, the tentative detail...
» Tk Deleted ltems @I

® Junk Email Maggie Wilcox

Planning

&4 Clutter @ nna, What is the time and date
» ) Archive @ . oier

~ Conversation History

# Inbox
3 Crais Administrator
3 Sent ltems Wake Up Call@ 03/27/2014 12:55:18
> —,-( Deleted items 167 He Norid! You can modify the text in the b

¥, & dunke
Move % Rules »

Newest on Top ~

7:14 PM

5/

32714

ox to the.

S, . \wr > o,

L. I L5
Read/Unread Categorize Foliow Filter L_j Address Book  Send &
Up Email Receive

[tentative] Annual Party date and time

Maggie Wilcox
Monday, January 11, 2016 at 7:14 PM
To: F a Suarez

Mobile1 AC

Dynamics CRM harmon.ie CodePen test Salesforce Sandbox Insightly

Hi Rosanna,
As per our discussion, the tentative details for this year's annual party are as follows:

Date: April 14, 2016
Time: 4pm - 9pm

Please set up a meeting with the planning committee to confirm the venue.

Thanks,
Maggie

Manage Add-ins...

(=R

Gavin Barker

ACTIVITY INFO ACTIONS
B & i
2019-04-12 - 02:50 PM 2 =
Note, @mention or follow-up
Rating (Leads) f
Call Outcome (Calls) v

CLOSE
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4.1 Home Page & App Settings

Home Page

CALL HISTORY

Mr. QA Test Bruno
( 2018-05-02 02:07 PM

new_Contact
(? 2018-02-16 01:18 AM

Steve Smith
(? 2018-02-1601:17 AM

Test_CTD
[ 2018-02-16 01:11 AM

Jerry Rice
[ 2018-02-13 04:55 PM

Johnny Appleseed
[ 2018-02-13 03:48 PM

Nathan Cook
[ 2018-02-13 03:47 PM

o [o}—=

.‘ Contacts

00:18

.‘ Contacts

00:10

.‘ Contacts

00:01

.’ Contacts

00:02

.’ Contacts

00:00

Update Your
Primary
Extension
(Click to Dial
Extension)

Settings > Profile

CALL HISTORY

B Upload picture
§  Remove

Logout
Edit Profile

.‘ Contacts

00:03

.. Contacts

00:02

/" \

Call History
Displays Your Last
20 Calls - Click the
SugarCRM Icon to
access the record

or the name to
access the call in
Tenfold

Primary Extension
User ID

OrgID

Full Name
Username

Email Address

Direct Dial

| 1174 y: |

Your User
Info will
Appear

here

Settings > General

CALL HISTORY

Rle

LANGUAGE, DATE & TIME
Language

Timezone

Time Format

Date Format

English US v
(GMT-05:00) Chicago ¥
12-hour time v

Apr 2,2019 w

DY

Manage Language &
Time/Date Settings
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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

& Perform Call

2% Tenfold “ w 14155991160 v

JEI’F\/ Rice | .. Contacts

Open Record
1 in SugarCRM

2) Enter the name of a person or company

ACTIVITY S —— ACTIONS

o0 Tenfold &

-- Auto Created by Tenfold activit\/ hiStor\/

% OBC: 14155991160 .
O\ JOhn| ﬁ L‘ To: Jerry Rice ﬁ View Complete

20 records found 3
. 2019-04-12 - 02:57 PM - Tenfold from SugarCRM
+ John =W CON 5 U OBC:Here are my call notes for thisc... v
Create new record To: Jerry Rice
Here are my call notes for this call. Here are my ca...
&
John Deere W Accounts 2019-04-12 - 02:57 PM - Tenfold

E Record Created

/ 2019-04-12 - 02:52 PM

3) Click on the record to view in Tenfold

10
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5) Click on new record button to create new record

Tenfold

B

20 records found .’

+ John <J Click to view

Create new record available record
types for creation

John Deere .’ Accounts

6) Choose the type of Record you would like to create

>
2 records found ]

+jerry

Create new record

A

Jerry Rice Select Record
Type to Create

Gerald Willis N Leads

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

7) Optionally enter E-mail and Click “Create and \View Record”

Create new

Contacts v

CREATE AND VIEW RECORD

Click-to-create
New record

8) Record will be automatically created and displayed in Tenfold

Jerry Rice

‘.’ Contacts | - |

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:

Q 7 Gavin Barker
Office Phone ﬁ Click Number

4155991160 to Dial Out

Mobile
4155991170

Click to dial also works in SugarCRM list views:

Bruno Torres psteiner@Iucer... Lucerne Publis..y 407-967-2218

Eva Corets evacorets@fabr... Fabrikam, Inc. 407-967-2222

) .
Luca Argentiero Cathan@alpine... Alpine Ski Housd 407-967-2230 ~| Click Number

to Dial Out

Ofer Daliot evacorets@fabr... Fabrikam, Inc. 407-967-2234

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 ~ IFJ Select Number to
l 1 Dial out to

¥, 9789442096

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

‘. 14155991160 v ﬁ

SY{=\Y] Perform Call ’.‘ Contacts | - ’

Place Call

13
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6.1 Incoming Calls with Tenfold

Tenfold will automatically capture inbound calls in SugarCRM

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

‘. 14155991160 v ~
1) On incoming calls, Tenfold will pop up with customer info
Steve Smith | g7 Contacts | - |
{. Incomingcall from 7201150102 ~ N . )
Dave Smith
Dave Smith Open Record
Dave Smith in SugarCRM ACTIVITY INFO ACTIONS
8 a i

2018-02-16-01:17 AM 2> =
‘ Note, @mention or follow-up...

———— ™ —
Immediately
recognize callers

Call Outcome (Calls)

*

14
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6.2 No Match Found View

Sometimes people may call in from a number that does not 2) And select a record from the drop-down if it exists

exist in CRM, leading to no matches being found by Tenfold. In
these cases, Tenfold will display the No Match Found View:

Tenfold

3 19192755508 P 20 records found g
+John
No matching records Create new record
Select
Q, Search for people and companies... Record to [ Deere @B Accounts
Assign Call to (]

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

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

selected record...

2 records found g
1) You can start typing notes that will be carried over once a record +jerry
has been selected. To select a record, begin typing in a name: Create new record
Jerry Rice 9 Select Record
IR Tenfold ¥ Type to Create
Gerald Willis N Leads
Q  dave hurventonl

15
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63 MU |t| ple MatCh \/IEW 2) After clicking a record in the list, you will be presented with a
. ) ) few additional options. Click "Assign Call" if you would like to
Sometimes people may call in from a number that exists across associate the call with this record.
more than 1 record in the CRM, leading to multiple matches o ——
dCK {0 >earch results
being found by Tenfold. This can happen due to duplicate J
. ; ASSIGN CALL AND SAVE NUMBER .
records, shared phone numbers or corporate dialout rules. In C?slslgndCall L | l Assign Call to
o . . nly - don't Selected Record
these cases, Tenfold will display the Multi Match View: cave number r,| ASSIGN CALL ONLY |1 d add number
] g VIEW RECORD =
30 match d
matching recores Search for other
records in
Q  Search for people and companies... l— SugarCRM 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
S CHICRECORDS NOTES SugarCRM or "Back to Matching Records” to return to the list.
AccountTest ® Accounts
Return to
Callinize Test Account Q Accounts Click to view mU|t|_matCh list +Bassiaseadieslits
l | ) view
I Record in ASSIGN CALL AND SAVE NUMBER
James Fitch ® Accounts sugarCRM
ASSIGN CALL ONLY
Click to view
o v VIEW RECORD 2 Record in
Click to selecta SugarCRM

record from the list
16




Single Match
“ 14155991160 v A
Steve Smith |.‘ Contacts ‘ ‘
ACTIVITY INFO ACTIONS
a & i
2018-02-16 - 01:17 AM > )

Note, @mention or follow-up..

Call Outcome (Calls) .’

Tenfold Desktop App for SugarCRM | User Guide | Incoming Calls

Multiple Match

‘. 4155991160

30 matching records

Q, Search for people and companies...

MATCHING RECORDS NOTES

AccountTest .‘ Accounts

Callinize Test Account & Accounts
.‘ Accounts

James Fitch

QA Account189473 .‘ Accounts

T c~—

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.

1t tenfold

6.4 Recap of Call Scenarios in Tenfold - Tenfold's Ul solves for the 3 main scenarios for inbound/outbound calls:

No Match

38462047495
te f

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

NOTES

i\‘ct’es written here will carry over to your next

call or selected 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

‘. 14155991160 v
Steve Smith |.’ Contacts ‘ ‘
2) Workflow Tabs
ACTIVITY INFO ACTIONS
Cc

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
EfmS or Copy Fields
0011a00000gsh3aAAA o NS
\ccount ID D
OPPORTUNITY INFO .
V. Copy to clipboard
Edit in CRM... g
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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 ACILILEY INFO ACTIONS
Take and save your call notes Action Tabs =% %

Action tab - Notes and Dispositions

values on call

—

Launch a screen-share/video call*
Send an email template via mail:to links*
Send an SMS (text message)*

EI

A Create follow-up activities R — 5 o

1 @mention colleagues with your notes —— % Ta}t‘;'l'gﬁes
Q  update fields/dispositions* synced back
A Relate calls to opportunities or cases* to CRM
Q@  Create new opportunities or cases* Call Qutcome (Calls) v

A Relate and create custom objects (i.e. Proposals)* < Update field
-

EI

l:l

Save & Exit

. . . _ out of current SAVE AND CLOSE I SAVE Save & keep
Feature not available in all plans and may incur call record record open

additional monthy or variable cost ; please check with your
Tenfold admin for more details on these features

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

Retry”, “Try again”

non

Remind me”,

nou

me to call”,

non

Remind”,

[/ "noou

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

next month”, “in two months” and specific Dates.

nou

“in x weeks”,

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

2 tenfold
Opps Cases
h '& Action tab - Opportunities/Cases
ACTIVITY INFO ACTIONS
9 % c ﬁ
Relate call to EEEp ReLf_retsh
Opp/Case  >| @ Test Opportunity ] IS
Prospecting - 2019-04-12 . 0%
View [Alex Hammer] PLEASE UPDATE R Open
Opp/Case
Opp/Case Y Evaluating - 2018-04-03 - 75% I Detail View
Details (
g CREATE NEW OPPORTUNITY =

Creating New Opps/Cases: Clicking
the “Create New Opportunity/Case”

button wiill

launch you

into your

standard Creation flow in SugarCRM,
opening up the new opp/case for you
to edit with pre-filled info.

Click-to-create a
new Opp/Case in
SugarCRM

21
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8.1 Data Captured When Logging Calls

Capturing calls in SugarCRM 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 SugarCRM Tenfold will also automatically set default values in SugarCRM
Calls for some fields. These include the following:

SugarCRM Field Tenfold Default Value

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

Type Call Module
SugarCRM Field Tenfold Data Subject IBC:/OBC: + " <Notes up to char limit>...”
Contact Matched Record Status Held
Assigned To User Making/Receiving the call Created By SugarCRM API User connected to Tenfold
Linked Record(s) Related Object(s) Name Modified User SugarCRM API User connected to Tenfold
Description Notes
Date Start / Date End | Date/Time of Call Most of this data is captured automatically with the exception
Directi Call Directi of Notes and related objects (depending on your settings). If
Irection d Irection . . . . . .

you organization is using dispositions, these are captured by
Duration Hours Duration of the Call in Hours selecting the field updates from the Tenfold Ul for a call.
Duration Minutes Duration of the Call in Minutes (full duration with hours)

23
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8.3 Example Call Log from SugarCRM

OBC:Here are my call notes for this call. Here ... ¥ el Cancel M|

Start & End Date Repeat Type
02.12.2018 09:27pm - 09:27pm (0 minutes)

Call Outcome Call Purpose
Demo/Meeting Set Billing
Description

Here are my call notes for this call. Here are my call notes for this call.Here are my call notes for this call.Here are my call notes for this call.Here
are my call notes for this call.Here are my call notes for this call.Here are my call notes for this call.Here are my call notes for this call.Here are my
call notes for this call.

Contact

Jerry Rice

Assigned to
System Admin

Account Entities call dispos
Date Created Date Modified
04.12.2019 02:57pm by Jonathan Chan 04.12.2019 02:57pm by Jonathan Chan

24
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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

& 04/16/2019 & 04/25/2019 Today
Yesterday
[©] 12 $):(00 %)(AM % [©] 12 4):(00 #)(AM %
This week
< April 2019 May 2019 > Last week < Preset
Sun Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sat This month Date
1 2 3 4 5 6 2 1 2 3 4 Last month R
es
Select F—g—tg——tT—tz—Ts=] 5 6 7 8 9 10 11 | Thisyear ang
Date 14 15 B 17 18 19 20 | 12 13 14 15 16 17 18 | Lastyear
21 22 23 24 ; 26 27 19 20 21 22 23 24 25 Custom Range
Range =

g —d 26 27 28 29 30 31 1 @ Cancel

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:

LEADERBOARD
N o
e®s )
4 0} - &
GOOD SUMARITAN OVERCLOCKER QUALITY CONNECTOR DR. DEPENDABLE

Manjula Kumari Prageet Surothiya Prag

Most call notes Longest on the phone Most

Surothiya
ty connects

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

I Wy Wy W
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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:

CALLS GRAPH © Number of calls | Talk time User | Hour ofday & Day of week | Month

USERTABLE © nbou
otals ind

cccccccc

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

[ Ry Wiy Ny W

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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